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Qualitative Research:
Y One-on-one interviews with caregivers of palliative care

patients, caregivers of patients with serious illness, and
attending physicians with palliative care patients.

Y Internet bulletin board focus groups of patients with serious
illness, and caregivers of patients with serious illness.

Y In-person focus groups of seniors, baby boomers, and
attending physicians who have patients with serious illness.

Quantitative Research:
Y A national telephone survey of 800 adults age 25 or older.
Y An oversample national telephone survey of 300 seniors age 

65 or older.

Research Conducted by Public Opinion Strategies
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As revealed in the qualitative research analysis, this survey data
also confirms palliative care is a relative unknown among
consumers.

There is a clear need to define palliative care and inform consumers
about palliative care.

This lack of understanding about palliative care among consumers is
an important context to have as you think through messaging and
language.

However once informed, consumers are extremely positive about
palliative care and want to be able to have access to this care if they
need it.

Key Finding



Key Finding

Opportunity to Define



In comparison, “hospice care” and “end of life care” are terms 
people are much more familiar with. However, the phrase 

“end of life care” is not perceived as positively in comparison 
to “hospice care.”

Age 25+ Age 65+

Palliative care

End of life care 

Hospice care

Now, I am going to read you some different words or phrases being used in health care today. Please pay careful attention as I read each one. 
Some of these might sound somewhat alike, but they are different. For each term, please rate your overall impression of the term using a scale of 

zero to one hundred, where zero means you have a very unfavorable opinion of the term and one hundred means you have a very favorable 
opinion of the term and fifty is neutral. You can use any number between zero and one hundred depending on your overall feeling or impression 

of the term.

Mean Mean
Rating % Able to Rating % Able to
Score %75-100 Rate Score %75-100 Rate
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The term “palliative care” does not have much meaning to 
consumers. Although adding “supportive services,” increases 
the mean positive rating, is also raises some discussion about

hospice care and end of life.
Palliative Care Mean Rating Score Palliative Care and Supportive Services

Mean Rating Score

Y Do not know/Not sure what it means (68 
mentions);

Y Relieving pain and keeping patients
comfortable and taking care of a patient

Y Do not know/Not sure what it means (58 
mentions);

Y Relieving pain and keeping patients
comfortable and taking care of a patient who

who is dying/terminally ill (31);
Y Relieving pain and keeping patients 

comfortable during a serious illness (16);
Y Providing supportive care to the elderly 

(6);

is dying/terminally ill (22);
Y Supportive care for the terminally ill (13);
Y Hospice/in-home care (12);
Y Relieving pain and keeping patients 

comfortable during a serious illness (11);

Thinking about just one of these terms (Palliative Care/Hospice Care/End of Life Care/Palliative Care and Supportive Services) if a friend or 
neighbor asked you to describe what (Palliative Care/Hospice Care/End of Life Care/Palliative Care and Supportive Services) is and what it 

means, what might you tell them? What does this term refer to? Who receives this type of care?

Y Treating the symptoms of a disease,
rather than the cause (5).

Y Providing supportive care to the elderly(5);
Y Care for the disabled (4).
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Consumers have a better understanding of what “end of
life care” and “hospice care” mean.

Hospice Care Mean Rating ScoreEnd of Life Care Mean Rating Score

Y Relieving pain and keeping as 
comfortable as possible before one 
dies (62 mentions);

Y Care for the terminally ill/elderly (50

Y Relieving pain and keeping people
as comfortable as possible in last
days of life (81 mentions);

Y Providing care for a terminally ill or
mentions);

Y Hospice/Someone who comes to 
take care of you late in life (38);

Y Don’t know/Not sure what it 
means (20);

dying patient (51 mentions);
Y In-home care of patient (21);
Y Supportive care for the families

of terminally ill patients (17);
Y Provides medical, emotional and

Thinking about just one of these terms (Palliative Care/Hospice Care/End of Life Care/Palliative Care and Supportive Services) if a friend or 
neighbor asked you to describe what (Palliative Care/Hospice Care/End of Life Care/Palliative Care and Supportive Services) is and what it 

means, what might you tell them? What does this term refer to? Who receives this type of care?

Y Medical and supportive planning
for the last few days of one’s life
(20).

spiritual care (12);
Y Taking care of the elderly (11).
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Language makes a difference. Palliative care should be 
positioned as care for patients with serious illness not 

advanced illness. Advanced illness is perceived to be more 
closely aligned with terminal illness.

When you hear the phrase SERIOUS
ILLNESS, do you think this generally has
the same meaning as terminal illness?

When you hear the phrase ADVANCED
ILLNESS, do you think this generally has
the same meaning as terminal illness?

% Yes % Yes

Age 25+ Age 25+

Age 65+ Age 65+
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It matters how you define palliative  
care. It is about improving quality of life, 
providing an extra layer of support, and
having a team focus to patient care.

It is about how palliative care helps both
the family and the patient with serious
illness. It should NOT be defined in 
terms of hospice or end of life care.

Key Finding
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How you define palliative care has a big impact on how people feel
about palliative care. The definition below does not have much

positive impact on how respondents rate palliative care.
OLD LANGUAGE:

Palliative care is the medical specialty focused on 
improving the quality of life of people facing serious 

illness. Emphasis is placed on pain and symptom 
management, communication and coordinated care.

Palliative care is appropriate from the time of diagnosis 
and can be provided along with curative treatment.

ested on April , 2011 National 
Age 25+ Age 65+

*April 2011 survey conducted of 800 registered voters

Mean Rating Mean Rating
Score %75-100 Score %75-100
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How you define palliative care has a big impact on how people feel
about palliative care. The revised definition we drafted based on the

qualitative research DOES have a significant positive impact.
NEW LANGUAGE:

P Palliative care is specialized medical care for people with serious illnesses.
This type of care is focused on providing patients with relief from the symptoms,
pain, and stress of a serious illness - whatever the diagnosis. The goal is to
improve quality of life for both the patient and the family.
Palliative care is provided by a team of doctors, nurses, and other specialists who

work with a patient's other doctors to provide an extra layer of support. Palliative
care is appropriate at any age and at any stage in a serious illness, and can be
provided together with curative treatment.

Age 25+ Age 65+
Mean Rating Mean Rating

Score %75-100 Score %75-100
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Based on the definition they heard, consumers report a high likelihood 
of wanting to use palliative care if they or a loved one had a serious 

illness. They also believe it is very important for patients with serious 
illness to have access to this type of care at all hospitals.

Likelihood to Consider Palliative Care Importance of Palliative Care Being Made

Age 25+ Age 65+

Available At All Hospitals

Age 25+ Age 65+

Very likely Very 
important

Somewhat
likely

Not too/ Not 
at all likely

Somewhat
important

Not too/ 
Not at all

Thinking some more about palliative care...how important do you

important

And how likely, if at all, would you be to consider palliative care for 
a loved one if they had a serious illness?

think it is that palliative care services be made available at all 
hospitals for patients with serious illness and their families?
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After hearing the definition of palliative care,
respondents disagree with the statements below that

link palliative care to end of life care or hospice.

Age 25+ Age 65+
Strongly
Disagree

Total
Disagree

Strongly
Disagree

Total
Disagree

Palliative care
is only
appropriate at
the end of life
Palliative care
is the same as
hospice care

Now I am going to read you some statements about palliative care. For each statement please tell me whether you agree or disagree with the 
following statements.
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Also, once informed, feelings about palliative care are positive 
across partisan lines.

Republicans Independents Democrats
Tea Party

Supporters
Non-Tea Party

Supporters

Image of Palliative Care by Party Age 25+ – Mean Rating Scores

Mean 
Rating 
Score
% 75-
100

Now, I am going to read you some different words or phrases being used in health care today. Please pay careful attention as I read each one. 
Some of these might sound somewhat alike, but they are different. For each term, please rate your overall impression of the term using a scale of 

zero to one hundred, where zero means you have a very unfavorable opinion of the term and one hundred means you have a very favorable 
opinion of the term and fifty is neutral. You can use any number between zero and one hundred depending on your overall feeling or impression 

of the term.
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Talking about palliative care as defined
in the survey helps to clearly
differentiate this type of care from 
hospice or end of life care.

The definition developed through this
research helps to differentiate palliative 
care from other types of care without
having to say “palliative care is not
limited to end of life care.”
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FROM THE CONSUMER FOCUS GROUPS –
LESSONS ABOUT LANGUAGE:

What Language Worked? What Language Did Not Work?
./ Palliative care improves quality of life for both 

the patient and the family.
./ Palliative care provides an extra layer of 

support.
./ Palliative care is provided by a team of 

doctors, nurses, and other specialists. The 
palliative care team will spend time with a 
patient and their family to help them 
understand their treatment options and goals.

./ The goal of palliative care is to relieve 
suffering and provide the best possible quality 
of life for a patient and their family.

./ The goal of palliative care is to relieve the 
symptoms, pain, and stress of serious illness.

./ Palliative care is appropriate at any age and at 
any stage in a serious illness, and can be 
provided along with curative treatment.

./ Palliative care is medical care focused on relief 
of symptoms, pain, and stress of a serious 
illness – whatever the diagnosis.

x Palliative care is symptom 
relief.

x Palliative care is comfort care.
x Palliative care is not a one-

size fits all approach.
x Palliative care is not limited to 

end of life care.
x Palliative care is not limited to 

hospice care.
x Palliative care is all about 

treating the patient as 
opposed to the disease.

x Palliative care can begin right
at the point when a patient is
diagnosed.

x Palliative care is about 
sharing my care.
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FROM THE CONSUMER FOCUS GROUPS –
LESSONS ABOUT LANGUAGE:

• There is a significant amount of pushback to using the term 
hospice at all in defining palliative care. Although people 
have positive feelings about hospice it equates in people’s 
mind to death and dying. This is something to stay away 
from in defining palliative care as it adds to the 
misperception that it is synonymous with end of life care. It 
is critical to de-link palliative care from hospice and end-of-
life care.

• It is also important to convey palliative care is not terminal 
illness care but instead serious illness care (e.g. Palliative 
care is appropriate at any age and at any stage in a serious 
illness, and can be provided along with curative
treatment). This is necessary to help further differentiate
palliative care from hospice and end of life care.

Slide 19



TOP MESSAGES:

Age 25+

% Much More Fav % Total More Fav

The goal of palliative care is to
relieve suffering and provide the
best possible quality of life for a
patient and their family.
The palliative care team of 
doctors, nurses, and other
specialists spends time with a
patient and their family to help
them understand their treatment
options and goals.

Now I am going to read you some more statements about palliative care. For each statement please tell me whether the statement gives you a 
more favorable about palliative care, a less favorable about palliative care, or if it makes no difference in your opinion of palliative care one 

way or the other.
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Age 25+
TOP MESSAGES:

% Much More Fav % Total More Fav

Palliative care doctors, nurses, and 
other specialists work together as a
team with a patient's other doctors
to provide an extra layer of
support.
Palliative care is appropriate at any 
age and at any stage in a serious
illness, and can be provided
together with curative treatment.
Palliative care makes patients feel 
better by treating their pain and
other symptoms.

Now I am going to read you some more statements about palliative care. For each statement please tell me whether the statement gives you a 
more favorable about palliative care, a less favorable about palliative care, or if it makes no difference in your opinion of palliative care one 

way or the other.
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After respondents heard the 
messages, they were asked to 

choose the top three things most 
important to convey about palliative 

care. The table on the following 
page is consistent with the 

qualitative research and 
quantitative messaging.
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Most Important Thing to Convey about Palliative Care Ranked
by First Choice – Age 25+

First
Choice

Combined
Choice

It helps provide the best possible quality of life for a patient and their family.

It helps patients and families manage the pain, symptoms, and stress of 
serious illness.

It is a partnership of patient, medical specialists, and family.

It is appropriate at any age and at any stage in a serious illness.

It provides an extra layer of support for families and patients with serious 
illness.

It is a team approach to patient care.

It helps coordinate a patient’s care and helps them navigate the medical 
system.

It can be provided together with curative treatment.

It is specialized medical care for patients with serious illness.

Thinking more specifically about palliative care and some of the things we have discussed in the survey so far...which ONE of the following 
attributes do you think are most important to convey to people about palliative care?
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After hearing the positive palliative care messages, consumers 
become even more favorable about this type of care.

Palliative Care Image – Initial, Informed, Final

Age 25+ Age 65+
Initial Informed Final Initial Informed Final
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Now having heard more information about palliative care, please rate your overall impression of palliative care using a scale of zero to one 
hundred, where zero means you have a very unfavorable opinion of this and one hundred means you have a very favorable opinion of this and 

fifty is neutral. You can use any number between zero and one hundred depending on your overall feeling or impression.
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It is important to remember: Once informed, consumers
are extremely positive about palliative care and want to
be able to have access to this care if they need it.

It is about improving quality of life, providing an 
extra layer of support, and having a team focus 
to patient care.

It is about how palliative care helps both the 
family and the patient with serious illness.

It is appropriate at any age and any stage of 
illness and can be provided along with curative 
treatment.

Conclusion
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Palliative care (pronounced pal-lee-uh-tiv) is specialized 
medical care for people with serious illnesses. It focuses on 
providing patients with relief from the symptoms, pain, and 
stress of a serious illness—whatever the diagnosis. The goal 
is to improve quality of life for both the patient and the 
family.

Palliative care is provided by a team of doctors, nurses and 
other specialists who work together with a patient’s other 
doctors to provide an extra layer of support. It is appropriate 
at any age and at any stage in a serious illness and can be 
provided along with curative treatment.

Definition of Palliative Care
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