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Patient Experience and the CAHPS Survey

In March of 2023, the Consumer Assessment of Healthcare Provider Systems (CAHPS) Survey will go out for the
2022 measurement year. The CAHPS Survey is designed to measure quality of care and patient experience and
satisfaction. The CAHPS Survey is mailed by a third-party vendor to a random and anonymous sample of members
between March through May of each year based ontheir experience overthe last six 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 encourageimprovementsin 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.

Getting Appointments and D How often did you see your provider within 15 minutes of your appointment time?
Care Quickly . 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 assoon as you needed it?
Getting Needed Care . How often did you get an appointment to see a specialist as soon as you needed?
o How often was it easy togetthe care, tests, or treatment you needed?
Care Coordination D When you visited your provider for a scheduled appointment, how often didthey have your medical

records or other information about your care?

D 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 careyou 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 beginningin March.

* Share the survey questions with your staffand 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?

Check out our CAHPS overview and our SHORTSs video on What is CAHPS? that outlines quick and easy ways to make
an immediate impact on your patients’ experience and on their responses to the CAHPS survey.
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https://carefirst.az1.qualtrics.com/jfe/form/SV_ey5ceFD0rz4DVoq
https://carefirst.hosted.panopto.com/Panopto/Pages/Viewer.aspx?id=4600c94e-5308-49dd-bec9-b08200e3714e
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