
CAHPS: 
Patient Experience  
Effectiveness of Care HEDIS® Measure

As the CMS Star Rating and Office of Personnel Management (OPM), Clinical Quality, Customer 
Service, and Resource Use 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 providers’ offices.

Improving Patient Experience Recommended Actions:
	 1. Avoid the perception of being rushed and ask the patient about any questions they may 
		  have prepared in advance or any medical paperwork they may have brought with them.

	 2. Provide clear instructions and confirm the patient’s understanding of next steps using 
		  the teach-back method.

	 3. Assess for Social Determinants of Health (SDOH) needs and connect the patient 
		  to community organizations who can meet their needs.

	 4. Incorporate cultural competence by understanding diverse cultural influences on health, 
		  beliefs, and behaviors. This involves actively engaging in communication, including 
		  language, and learning about different cultural practices and beliefs that may impact 
		  healthcare decisions.

	 5.	Solicit patient feedback through surveys or other methods and use them to improve care.

	 6.	Minimize patient wait times whenever possible. If delays exceed 15 minutes, communicate 
		  proactively with patients to keep them informed.   
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