
CAHPS: Access to Care  
Effectiveness of Care HEDIS® Measure

As the CMS Star Rating and OPM Clinical Quality, Customer Service, and Resource Use (QCR) programs 
continue to evolve, we are here to support you. The Consumer Assessment of Healthcare Providers and 
Systems (CAHPS) survey plays an even greater role in measuring performance and member satisfaction 
with provider offices. 
 
Best Practices for Getting Care Quickly and Getting Needed Care:
	 1. Offer an online appointment scheduling option via a mobile app, email, or patient portal.

	 2. Prioritize pre-visit and follow-up communication with scheduled patients by the front office/triage staff.

	 3. Train front office/triage staff to engage patients in discussion/activity to foster positive relationships 
		  with patients until they are in the exam room.

	 4. Commit to timeliness by monitoring wait times (not to exceed 15 minutes) and proactively 
		  communicating delays with wait time estimates. Consider having a visual reminder such as 
		  a wait time board to alert patients on potential delays at time of check-in. 

	 5. Evaluate your scheduling patterns and the time PCP/Provider needs between appointments 
		  to optimize efficiencies and reduce long wait times for patients.

	 6. Keep a current list of patients open to last-minute appointments for filling same-day cancellations.

	 7. Consider implementing or expanding same-day appointment availability as well as extended office 
		  hours twice a week. 

	 8. Educate team on the urgent care network in your area to direct patients for matters that can 
		  be addressed at an urgent care facility to avoid emergency room visits.

	 9. Provide cultural competence awareness training for your team to support the unique backgrounds 
		  of your patients, leading to more effective communication and reduced barriers for seeking care. 
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Healthcare Effectiveness Data and Information Set (HEDIS®) is a registered trademark of the National Committee for Quality Assurance (NCQA). CPT Copyright 2025 American Medical Association. 
All rights reserved. CPT® is a registered trademark of the American Medical Association. No portion of this document may be copied without the express written permission of Blue Cross Blue Shield 
of Arizona. In no event may any portion of this publication be copied or reprinted and used for commercial purposes. The information included herein is not intended to be legal advice and, as such, 
it remains the provider’s responsibility to ensure that all coding and documentation are done in accordance with all applicable state and federal laws and regulations. 21
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