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The Consumer Assessment of Healthcare Providers and Systems Dld you knOW.7
(CAHPS) surveys are a set of standardized questionnaires designed

to gather patient feedback on their healthcare experiences. You can impact CAHPS

scores by implementing the
Purpose: CAHPS surveys are designed to measure and improve following best practices:
patient experiences within the healthcare system. « Clear and Concise
Language: Use plain
language, avoid medical
jargon, and ensure
patients understand their
care plan.

General Timeline: CAHPS survey is typically administered annually
during the period from March to June.

Modes of Administration: . Active Listening: Pay

Mail Only: Surveys are sent via postal mail for patients attention to patient

to complete and return. concerns and questions
and encourage them to

Telephone Only: Surveys are conducted over the phone with voice their needs.

atients answering questions via a telephone interview.
P 99 P + Timely Follow-Up:

Mixed Mode: A combination of methods, often starting with Contact patients promptly

mail, followed by telephone follow-up for non-respondents. with test results and any
necessary information

Web/Email: Surveys are completed online or via email. or instructions.

In-Person: In some cases, surveys can be administered in - Optimize Scheduling and

person, though this is less common. Appointment Processes:

Reduce wait times for
appointments, offer
flexible scheduling options
(same-day, weekend,
early/late), and consider
telemedicine options.
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Survey Domains: Most Actionable by Providers

Getting Needed Care

Measures how often surveyed patients
were able to get needed care, lab work,
and treatment easily.

Rating of Healthcare Quality

Measures patient's overall
perception of their healthcare
on a scale from 0 — 10.

Resources

Getting Appointment and Care Quickly

Measures how promptly patients
were able to access care and get an
appointment and care as soon
as they needed.

Care Coordination

Measures how well healthcare providers
coordinate care for patients on the following:

* Follow-up care, tests, and treatment
* Awareness of other specialty care
and medications prescribed
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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,
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