
Patient Experience and the CAHPS Survey
Each spring, the Consumer Assessment of Healthcare Provider Systems (CAHPS) Survey is sent to members/
patients about their overall healthcare experience. The CAHPS Survey is designed to measure quality of care 
and patient experience and satisfaction. The CAHPS Survey is sent to a random and anonymous sample of 
members between March through May of each year based on their experience over the last six to 12 months.

What is the focus of the CAHPS Survey?
CAHPS is focused on advancing knowledge, measurement, and improvement of patients’ experiences with 
healthcare. The CAHPS Survey allows CareFirst to better understand patient experience and barriers to 
healthcare. With these results, we will be able to encourage improvements in the quality of care patients 
receive. Improving quality ratings are an indicator we are providing the care our members need.

There are a wide range of patient-healthcare system interactions that are measured within the CAHPS 
Survey, listed below with survey questions.

MEASURE SURVEY QUESTION

Getting Appointments 
and Care Quickly

	■ How often did you see your provider within 15 minutes of your appointment time?
	■ When you needed care right away, how often did you get care as soon as you needed?
	■ How often did you get an appointment for routine care as soon as you needed it?

Getting Needed Care 	■ How often did you get an appointment to see a specialist as soon as you needed?
	■ How often was it easy to get the care, tests, or treatment you needed?

Care Coordination 	■ When you visited your provider for a scheduled appointment, how often didthey have your medical
	■ records or other information about your care?
	■ When your provider ordered a blood test, X-ray, or other test for you, how often did someone from your doctor’s 

office follow up to give you those results?
	■ When your provider ordered a blood test, X-ray, or other test for you, how often did you get those results as 

soon as you needed them?
	■ How often did you and your provider talk about all the prescription medicines you are taking?
	■ Did you get the help you needed from your provider’s office to manage your care among these different 

providers and services?
	■ How often did your provider seem informed and up to date about the care you got from specialists?

How to impact patience experience
Speak to your patients about the importance of responding to the survey and how you will use their 
feedback to improve access, coordination, and delivery of care. Remind them it will come via mail, email or 
telephone beginning in March.

	■ Share the survey questions with your staff and discuss the role they play in the results.

	■ Remind your patients of the resources available to them such as the patient portal, online scheduling, 
telemedicine, and after-hours care.

	■ Help your patients understand why you are recommending certain types of care, tests, or treatments.

	■ Be sure your patients understand when and how to follow up and know that staff can help with 
scheduling if needed.

Want to learn more about CAHPS?
For this coming year, there are different approaches to help with CAHPS surveys based on provider type. 
Check out the web-based CAHPS Provider Training focused on how to improve your CAHPS scores.
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https://carefirst.az1.qualtrics.com/jfe/form/SV_ey5ceFD0rz4DVoq


Notice of Nondiscrimination and  
Availability of Language Assistance Services
(UPDATED 8/5/19)

CareFirst BlueCross BlueShield, CareFirst BlueChoice, Inc., CareFirst Diversified Benefits and all of their 
corporate affiliates (CareFirst) comply with applicable federal civil rights laws and do not discriminate on the 
basis of race, color, national origin, age, disability or sex. CareFirst does not exclude people or treat them 
differently because of race, color, national origin, age, disability or sex.

CareFirst:

	■ Provides free aid and services to people with disabilities to communicate effectively with us, such as:
	■ Qualified sign language interpreters
	■ Written information in other formats (large print, audio, accessible electronic formats, other formats)

	■ Provides free language services to people whose primary language is not English, such as:
	■ Qualified interpreters
	■ Information written in other languages

If you need these services, please call 855-258-6518.

If you believe CareFirst has failed to provide these services, or discriminated in another way, on the basis 
of race, color, national origin, age, disability or sex, you can file a grievance with our CareFirst Civil Rights 
Coordinator by mail, fax or email. If you need help filing a grievance, our CareFirst Civil Rights Coordinator is 
available to help you. 

To file a grievance regarding a violation of federal civil rights, please contact the Civil Rights Coordinator 
as indicated below. Please do not send payments, claims issues, or other documentation to this office.

Civil Rights Coordinator, Corporate Office of Civil Rights
Mailing Address	 P.O. Box 8894  
		  Baltimore, Maryland 21224

Email Address	 civilrightscoordinator@carefirst.com

Telephone Number	 410-528-7820 
Fax Number	 410-505-2011

You can also file a civil rights complaint with the U.S. Department of Health and Human Services, 
Office for Civil Rights electronically through the Office for Civil Rights Complaint portal, available at 
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf or by mail or phone at:

U.S. Department of Health and Human Services 
200 Independence Avenue, SW 
Room 509F, HHH Building 
Washington, D.C. 20201 
800-368-1019, 800-537-7697 (TDD)

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.
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