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In 2006, Europ Assistance Group and the Cercle Sant € Société started with CSA
Institute an European annual barometer about « relations hip and behaviours of
European towards their healthcare system ».

The objectives are both to measure and compare public opinion about Health main

topics and look into evolutions.

Studied topics

. Assessment of the healthcare system and of quality of care
. Healthcare and social requirements

. Patients mobility for access to treatment

. Management of ageing and dependent people

. New technologies

. Prevention

. Contribution of healthcare sector to Economy
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*DATA COLLECT MODE: Phone at respondents home

*SAMPLE PLAN: National representative sample built according to quotas method by age, region and socio-
professional category

*SAMPLES SIZES : 500 persons aged 18 and more in European countries and 1000 persons in United
States, 5500 interviews in 10 countries)

*FIELDWORK DATES : May-June 2011

*QUESTIONNAIRE DURATION: 15 minutes
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Assessment of the healthcare ‘
system and of quality of care
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How would you evaluate the organization of the healt  h system today ?
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How would you evaluate the organization of the healt  h system today ?
Score calculated with following values : poor =1, avera ge= 3,25, good = 5.5, very good = 7.75, Excellent= 10

More negative More positive categories
Poor=1 Excellent =10 Categories
| Women (6,0) Men (6,4)
AUS I
% Women (5'3), <40 yo Men (5,8);_60 y.0 + (6,2);
UK N (5,3) Inactives (5,9)
— 60 y.o+ (5,9)
SP _&
FR l] Women (4,7) Men (5,3)
SW 60 y.o+ (5,0)
E
ce
) >
Cz
l] SPC- (3,2) 60 y.o+ (3,8)
ITA
[
POL
= <40vy.0 (4,1); SPC- (4,4) SPC+ (4,7); 60y.0 +
USA — Not insured (3,4) (4,8) Medicare (5,2)
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Evolution since 2006 of the opinions on the health system’s organisation

Excellent =10

53
51

Poor=1

2006 2007 2009 2010 2011
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At the moment, how do you rate doctor’s technical s kills (for diagnosis and treatments) ?
Score calculated with following values : poor =1, avera ge= 3,25, good = 5.5, very good = 7.75, Excellent= 10

Il Doctor’s technical skills score
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In the coming years, our health system will face se  veral threats, which | am going to read to you.
For each of them, do you feel that the threatis ve  ry important, somewhat important, not really import ant or not important at all?

GER FR POL AUS Ccz SP USA
71 — — B
IS I e = e = =
Lack of public funding 50% 53% 61% 69% 50% 56% 54%
Increase of direct costs for
o 55% 48% 54% 52% 43% 69% 51% 51% 66%
individuals
Increase in prices for medical 53% | | 50% | | 66% | | 53% | | 42% | | 66% | | 43% | | 52% 66%
procedures
Unequal access to healthcare 53% 54% 68% 68% 49% 40% 66% 63%

Waiting times before receiving
treatment

40% 45% 65% 88% 42% 41% 76% 58%

Shortage of general practitioners 42% 58% 65% 56% 39% 34% 73% 63%

Risks of getting an infection in
hospital

67% 41% 64% 65% 65% 41% 28%

Medical errors 52% 40% 70% 65% 47% 37%
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First threat quoted : evolution between 2006 and 20 11

GER FR ITA UK SWE

- il il 2S

2006 | 2011 2006 | 2011 2006 | 2011 2006 | 2011 2006 | 2011

Lack of public funding

Increase of direct costs for individuals

Increase in prices for medical procedures

Unequal access to healthcare

Waiting times before receiving treatment
Shortage of general practitioners

Risks of getting an infection in hospital

Medical errors
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What do you think is the best solution to cover the increase in health care expenses?

Increase private insurance, optional

B Increase taxes or Pay a greater excess for each

compulsory contributions supplemental insurance or supplemental medical service Do not know
P y policies from mutual insurance companies
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Do you currently trust the control mechanisms put i n place by health authorities to limit the risks re lated
to taking medicines?

il

SWE AUS POL

UK FR GER Cz
2= 11 — S

;

C

SA

85%
67% )
63% 58% 530

M ves L% e 35%
B o T T T T T

/10 0

Do not know 5 0
7 5% ;
%

9% 12%

13

Barometre @.,.,

Cercle Santé assistance

A Europ Assistance You live we care



Healthcare and social ‘
requirements
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Does the current health system guarantee equal acce  ss to medical care for all citizens ?
POL AUS Ccz SP
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Evolution since 2007 of the opinions on the equalit  yin acces to medical care
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To reinforce equal access to health care, are you f  or or against an increase in contributions /taxes o r
compulsory contributions?

POL AUS Cz
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To reinforce equal access to health care, are youf  or or against an increase in contributions /taxes o r compulsory
contributions?
2009-2011 evolution (% of “yes”)

B 2009
2010
2011
2063% N
1% 53%

GER FR ITA U SWE POL AUS USA
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Over the course of the last year, did you decline o r delay health care for yourself or a member of you r
household because of financial difficulties?
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Over the course of the last year, did you decline o r delay health care for yourself or a member of you r
household because of financial difficulties?

2009-2011 evolution in % of “yes”

2009
2010
B 2011

/s \ | .

12% 11% 13% 10%0 139 109
6%6%

7 —_— =

= Il I EE 5 == = =
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Over the course of the last year, did you decline o r delay health care for yourself or a member of you r household because of
financial difficulties?

What type of care was it? ( Multi answers possible )

Base : Total
GER FR ITA UK SWE POL AUS Ccz SP USA
7 — — =
= LI EE S e = D - —
% of persons who declare
having delayed or declined 15% 29% 19% 6% 5% 36% 10% 6% 5% 25%
health cares
Types of care delayed or declined (multi answers p  ossible)
* routine care 3% 12% 4% 1% 2% 13% 2% 1% 2% 13%
* purchase of medicine 3% 6% 3% 1% 0% 16% 1% 1% 1% 7%
* major procedures
(surgery, costly 3% 5% 8% 0% 1% 11% 3% 2% 0% 7%
examinations or
 dental or eye care 5% 22% 8% 4% 3% 18% 6% 3% 2% 11%
SPC +:15%
SPC - : 28 %
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Over the course of the last year, did you decline o r delay health care for yourself or a member of you  r household because of
financial difficulties?

What type of care was it? ( Multi answers possible )

Focus USA according the type of healthcare coverage USA

Self-purchased . . -
Health care coverage USA Employer based P . / Medicare Medicaid | Not Insured | Military
Self-insured

% of persons who declare having delayed or

. 25% 19% 30% 13% 47% 66% 11%
declined health cares
Types of care delayed or declined ( multianwers p  ossible)
Routine care 13% 9% 18% 6% 19% 39% 6%
Purchase of medicine 7% 4% 8% 6% 19% 17% 3%
Dental or eye care 11% 9% 12% 3% 19% 29% 9%
Major procedures 7% 7% 9% 3% 9% 13% 6%
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Patients mobility for access to ‘
treatment
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Imagine that you need surgery... would you prefer to g o to

(] A specialized surgeon from
a distant city

GER FR ITA UK SWE POL AUS Cz
= Il 0] = I8 == — b=

18-39y.0:83%

A generalist surgeon close to where you live Do not know

C
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2006-2011 evolution in % of « A specialized surgeon from a distant city = »

2006
2007
B 2009
2010 — o 2% -
5%
2011 70 8% 68% 0
° 1 56% S%o 56 5% ) 660% 0 60595 523,
0
_  459%  47% g s 4894
“ I_I___ E— i =
5 l] l] Am - I — —
GER FR ITA UK SWE POL AUS USA
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Imagine that you are choosing a holiday destination abroad
How much importance do you give to local health con ditions when you are choosing your holiday destinat ion?

I Considerable importance Little importance No importance at all Do not know

GER FR ITA UK SWE POL AUS cz SP USA
v I — =
0 38%
s 75% 0
o 36% 39% 0 35%
31% 2506 — 27% oot 32% 239
| [ [ 6% ? [ 100/ [ [ |
0, 0
30% ]é:):)/f 25% i & 21% 23% 4% 25%
40% 204 20
3% 6% i %
0
3%
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2006-2011 evolution in % of « Considerable importan ce »

B 2006
2007
2009
2010
2011

83% 7505
74%

4%
50%
43%42%

38% 38%
21% 28%
7080%1%
i —— i
!!!!! II[:II II[]I' A IIIII ] — —
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Management of ageing and ‘
dependent people

28

= Barometre @

| Cercle Santé  assistance
" | Europ Assistance = 9




In your opinion, is the organization and the quality of the management of dependent / elderly people:

GER FR ITA UK SWE POL AUS Cz SP USA
> — b =
1 3%
225 15% 5%
1% 17%
6% 2% L %8 % Bl Excellent
? 7%
0 42% 43%
30% 250 —194% 29% 32% 31% Very good
0 22%
15%
24%
35% 39% B Average
%
0 B Poor
23% 0
19% Do not know
7% 70

7%
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In your opinion, is the organization and the quality of the management of dependent / elderly people :

More negative More positive
Poor=1 Excellent = 10 categories categories
I
AUS
[—
SP  JE .
cz m
GE SPC - (3,5) 60+ y.0 (4,2)
ce .
18-39y.0 (4,0)
rra 1
Sw
E 7 Men (4,0)
Y
UK
18-39y.0 (3,0)
POL
l] SPC - (2,2) 18-39y.0 (2,8)
ITA
= Women (4,5) Men (5,0)
————| Not Insured (4,2) 60+ y.0 (4,9)
USA Medicare (5,5)
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In your opinion, is the organization and the quality of the management of dependent / elderly people:
Evolution since 2006

Excellent = 10

5,6
- 5,2 =
- - o - Pl UK
——:- SWE
43 4;4----4;‘: -
, 3,9 —@— mmm "
3’7 A - =» EUSA
3,2 A
— ——
2,9 ;.‘:3
2,5

Poor=1

2006 2007 2009 2010 2011
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Currently in our country, the public financial assi stance provided to help dependent or elderly people stay in
their homes is...

GER ITA UK SWE POL AUS cz SP USA
5 [l l] E I -I EE s - &
40 0,
[ 49 | S
=2%= o n Absolutely
1% Y 45% 49% 49% satisfactory
g o 6 42%
28% 7% 0 i 28% Somewhat
0 10% satisfactory
0
| | | I ' Somewhat
unsatisfactory
| Absolutely
12% unsatisfactory
6%
13% | 6% | % e
35% - 11% A Do not know

6% 12% 35% 4%,

32

Barometre @...,

Cercle Santé assistance
Europ Assistance | 9w o




2010-2011 evolution in % of « Absolutely satisfactory + Somewhat satisfactory »

2010
2011

58% 5604 61%
B 50%, 00 49% 51% ATY46% >34 B
0 32%
31%80% -
19%
12%
7 | =
5 [l l] EAIN [ — =
GER FR ITA UK SWE POL AUS USA
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Given the problems raised by increasing life spans and the rise in the number of dependent elderly

people, which of the following should be our priori ty today?
Il Home care Retirement homes Do not know
GER FR ITA UK SWE POL AUS Cz SP USA
Z o — =
= Il 0D ER RS em == D = =
0 0
) . .
I | I I I I
14% 12% 14% 13%
6% 21% 5% 2l . 25% 20% 29% 26% 4%
3% Sk 8%
4% . 204 4%

13%
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Home care - Evolution

2009-2011 evolution in % of « home care »
62I I I
[ il
[ — e
POL USA

AUS

2009
B 2010

B 2011

GER ITA UK SWE
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Outside of their families, which organisation provid es dependent elderly people with the best supportt o
help them stay in their homes?

SE A47% 22% 16%

16%  EZM 6%
16% IR

17% 19%

Non-profit associations or
non-profit private entities

(=)

|
N
N
>

H Public entities

12% 13% 20%
E |
31% A 27% 5% 14% . "
POL | Private entities
1% A% 15%
AUS -
10% ENone

Ccz

16% | 6% WL

HE I R

SP

Do not know

11%

USA .
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Outside of their families, which organisation provid es dependent elderly people with the best support t
help them stay in their homes?

| |
USA 36% 24% 18% 11%

Employer based 38% 27% 16% 10%
Self-purchased 30% 24% 22%
Medicare 36% 14% 19% 10%
Medicai 26% 20 TS
Not insured 38% 20% 9%

Military 20%

o

Non -profit associations or

non-profit private entities
® Public entities

Private entities

E None

Do not know
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Home care and medical monitoring

Do you think that the techniques for home medical m onitoring and follow-up via telephone or the Intern et enable
dependent elderly persons to remain independent in their own homes?

Are you willing to equip your older family members with remote monitoring systems such as an electroni ¢ bracelet, fall
detector or continuous blood pressure monitor to ma ke life at home safer for them?

Yes, | think that the techniques for home
medical monitoring and follow-up via

[ telephone or the Internet enable
dependent elderly persons to remain
independent in their own homes

Yes, willing to equip your older family members

. with remote monitoring systems such as an
electronic bracelet, fall detector or continuous
blood pressure monitor

UK
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To help dependent elderly people stay in their home s, do you think we must develop...?

GER FR ITA UK SWE
% Yes 5 l] l] %

Home care jobs

Remote monitoring which makes
- 63%
living at home safer

Robotics which make it possible to

0, 0, 0,
perform daily tasks 18% e R

‘36%‘
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In your opinion, who should pay for the services an d assistive devices which make it possible to meet the
daily needs of elderly and dependent persons?

|
- -

FR 22% ® Public funding by the government
‘ with taxes or compulsory
ITA contributions
‘ Mixt funding with more public funding
UK ‘
SWE Both the government and private
‘ individuals privées
POL
‘ Mixt funding with more private
AUS 35% funding
cz ‘ 28% m Private funding by the people
‘ concerned and their families
0, 0 [0)
SP 8%1 13% 10% ® Do not know
USA 12%
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In your opinion, who should pay for the services an d assistive devices which make it possible to meet the
daily needs of elderly and dependent persons?

| | |

® Public funding by the government
with taxes or compulsory
_ contributions
Mixt funding with more public funding
Employer based - 28% 14% 25% 10
Both the government and private
Self-purchased 34% 14% individuals privées g
. Mixt funding with more private
Medicare 23% 13% funding
o B Private funding by the people
Medicaid 26% 2 concerned and their families
Not insured 31% 5% 20% 7 ™ Do not know

Military

26% 6% Fm

1
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Differences of opinions in countries according to p

AUS

SP

Ccz

GER

FRA

SWE

UK

POL

ITA

USA

I =1 wii= @I

ersons categories

More in favor of private

funding

More in favor of mixt

funding

More in favor of public

funding

No significant differences

No significant differences

No significant differences

SPC+:19%

No significant differences

No significant differences

No significant differences

SPC+: 63%

Inactives : 46%

No significant differences

No significant differences

No significant differences

No significant differences

SPC+:68%

Inactives : 34%
Men : 32%

No significant differences

No significant differences

No significant differences

No significant differences

No significant differences

60 + UK : 51%

No significant differences

No significant differences

No significant differences

No significant differences

No significant differences

No significant differences

SPC+: 27%
Men : 27%

SPC - : 68%
Women : 67%

No significant differences
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and assistive devices which make it possible to me et the daily

In your opinion, the collective funding of services
needs of elderly and dependent persons should...

Be included in health Be covered by a new funding
] spending [ entity Do not know
GER FR ITA UK SWE POL AUS Ccz SP USA
7 — — =
83%
53% Bl 52%
| 0 | | |

10 18%
37% 35%

22%
10% 9% 10% 13%
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In your opinion, has the government in your country

dependency?

. Yes
. No

Do not know

taken the full measure of the challenge of

GER UK SWE POL AUS Cz

5l]l]%—:h-

T
c
7

0,
a0 23%
[ [ [ [
8% 14% %
9% 18% 9% T 6%

44

Barometre @.,.,
Cercle Santé  assistance

You live we care

Europ Assistance



New technologies ‘
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Do you use the Internet for information relating to healthcare ?

B Yes, regularly Yes, occasionally B No, never

GER ITA UK POL AUS SP USA

= NI SR T e = b
1%

19%
mita 9

0
0 40% 43% °3% 45% 42% 42%
35% 31% 8%

29%

29%

BRRRRRRG

3
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Do you use the Internet for information relating to healthcare ?

2006-2011 evolution in % of sub-total « Yes, regularly » and « Yes, occasionally ».

B 2006
2007
2009
2010 o
2011 asdd%
55965% |
0796 43% 459415% B
37% —
7 — EE—
5 l] 2N -I I —— ———
GER FR ITA UK SWE POL AUS USA
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What do you expect from your doctor with regard to health information available on the Internet?

That he explains to me the
B aspects | did not clearly B
understand

That he provides additional That he tell me about reliable
information beyond what | found websites
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Are you in favour or not in favour of the development of continuous in-home monitoring resources over
mobile phone (example: daily blood sugar control, m easurement of blood pressure and heart rate)?

GER FR ITA UK SWE POL AUS (ov4 SP USA
7 — — B
5 l] l] % -I B = - . - —
68%
55% 53% 0 62%
B i favour
T T T T T
. Not in favour
Do not know 70 %% 0
70 4% 4%
0
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ble to have your medical file analysed remotely over

To obtain a medical second opinion, it is now possi
onsider doing this?

the Internet by a specialised physician. Would you ¢
POL AUS Cz

= 1111 X I == >

82%
[0)
i 53% 62% N 530
- 31%
Yes
I I I
. No

T
c
7
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th a general practitioner remotely over the Interne  t

Would you consider having a medical consultation wi
with a webcam?
GER ITA SWE POL AUS Ccz SP USA
SPC+: 27% 40-59y.0 : 40% Men : 42%
. 18-39y.0: 47%
Men : 25% SPC+: 37% ;
18-39y.0 : 26% SPC+: 26% /
Large SPC+: 32%
town 30%
38%

35%

B ves 17%
T
. No
Do not know
0
70
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Do you think that the use of new technologies such as teleconsultation, the Internet and mobile phones for medical
monitoring will improve, weaken or not change the d octor-patient relationship?

Weaken the doctor-patient

Improve the doctor-patient .
L relationship Not change it ] relationship Do not know
GER FR ITA UK SWE POL AUS Cz SP USA
7 I "] I o B

31%
43%
28%
[ 0,
29%
50%

5 39% 38% 37%
3206 oy 2% 26% 20% 30%
I I I I I ’ ’ I ’ I
‘ l I ! I | | . [
(1] 0
9%
0 7%
’ 8% <
Improve - weaken -9 -28 -19 -15 -13 +29 -2 +15 -15 +3
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Do you think that the use of new technologies such as teleconsultation, the Internet and mobile phones for medical
monitoring will improve, weaken or not change the d octor-patient relationship?
Focus on 18-39 y.o.

Weaken the doctor-patient

Improve the doctor-patient .
L relationship Not change it ] relationship Do not know
GER FR ITA UK SWE POL AUS (ov4 SP USA
7 | — BE—
= IR CE EE em = D —
0 0
I 28% 41%
43% 34%
38% 45% 41% 39% 43% 3306 47% -
17% 19% °
T T ! T T T | =
‘ 0 ! ’ *
6% 0 0
0 0 0
Improve - weaken +2 -24 +17 0 -4 +4 -8 -13 +10 +9
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Prevention ‘
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Individuals will soon be able to access their own g enetic map which will make it possible to predict t heir

genetic risk for serious illness.
Have you ever heard of this and do you intend to ma ke use of it?

GER ITA SWE POL AUS Cz SP

Eo [l i1l EF 4 _— hm =
| Yes and | intend to make use 19%

-
1 w
B e

of it
W - = - 18% N
;?l,(,ebllj;; (2)??tt intend to 40% 35% 40% - 41%
18% 18% 20% 11% 20% 15%
[ [ [ [ [
No, I've never heard of it
42% 42% 40% 38%
Do not know 69% 63% 70% 72% S il 204
3% 4% =R ’
1% )
204 6% - 7%
839 Py SPC+: 60%
- .O -
SPC+: 36% ); - SPC . a7% SPC+: 44% SPC+: 64%
SPC-:23% 18-39 y.0 : 23% SPC-: 25% SPC-:57%
N / \
Knowledge 55% 29% 31% 29% 54% 26% 58% 39% 32% 60%
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In the last 5 years, have you been for a check-up ?

B Yes, |initiated it

GER

Yes, | was asked to

ITA UK SWE POL

= g0 SR D

67% 31%
23%

11%

27%

24% S 7% e

B o

>

us Cz

—

66%

19%

Iepl »
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41%
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81%

11%
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2009-2011 evolution in % of “has made a check-up in  the last 5 years”

2009
2010
B 2011 91
—829%2% 839
74%10 74‘Vé)70 75%10
5502 57%k50
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There are programs which monitor one's health throu ghout one's life and which include preventive
consultations and personalized annual tracking. Have you ever heard of these monitoring programs ?

Yes, | am aware of them Yes, | am aware of them,
[ and already use them but | don't use them Bl No, I have never heard of them
GER FR ITA UK SWE POL AUS (ov4 SP USA
Z I —_— E—
B3 o
9 mvm 41%
: E % o

0
15% 2s% 15% 18% 11% 15% 16%

I I I I I
53%
0
75% 79% 75% 79% — 80% 69%
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Please rate your level of interest in these monitor  ing programs with preventive consultations and annu al
tracking?

POL AUS Cz SP
| s
B - - i

0
=
i

GER FR

= 51 il ==

-
w

.I.

50%
25%
16%
32% . 15% -
26% )
| Very interested . [ 7% |
| 43% 43% g0 ’ 30% 44%
Somewhat interested 30% 29% 27% 30% 23%
A bit interested : : : : | |
. 2
B \ot at all interested < 20% 17%
25% 24% 4% 24% 0 30% 33% 3204 23%
Do not know M
20% 506 17%
259 [ ED ;
0
70 36%
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Question for those currently employed: In the conte xt of your job, do you feel that you need health
programs for...?

GER FR ITA UK SWE POL AUS Ccz SP USA
% very important 5 l] l] 7] ‘L; I = - E
Back pain 66% 54% 61% 50% 37%
Stress management 56% 62% 46% 52% 65% 59% 54% 38%
Detecting serious illnesses 40% 49% 19% 35% 53% 63% 39% 60% 35%
Obesity prevention 30% 47% 26% 36% 61% 40% 23% 26% 69% 33%
;f;’f:;'”{g;f:; fr'ztreudgtase 22% || 41% || 21% || 32% | | 56% | | 33% | | 18% | | 15% | | 68% 26%
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Contribution of healtshcare sector ‘
to Economy
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In your opinion, the health sector, which includes
drugs, and public and private care providers, is an

Contributes to

activities related to medical equipment, treatments

industry that...

the country’s []

Is merely a burden for

] economic growth society
GER FR ITA UK SWE POL AUS
= 11 1l == E= —
B -
SPC+: 75% SPC+: 74% 18-39y.0:
Men : 74 Large 67%
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2006-2011 evolution in % of « Contributes to the coun  try’s economic growth »
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