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Consumer Assessment of Healthcare
Providers and Systems

This annual healthcare survey asks patients to evaluate their experience

i ?
What is CAHPS? with their providers and health plan.

Sent to a random sample of health plan members each spring the survey
CAHPS survey details contains around 60 questions. Health plans do not receive any member
or provider information.

A positive patient experience has many benefits. It helps boost retention,
CAHPS impact increases compliance with provider recommendations, and supports
improved health outcomes.

Survey responses play an important role as a quality improvement tool

Improvement roadmap . . . L
used to prioritize member experience improvement initiatives.

Premera’s purpose is to improve customers’ lives by making healthcare work better.
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CAHPS aligns with our Employer groups Supports total NCQA" & CMS™ incentivize
purpose as a company demand it cost of care strong performance

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com

“National Committee for Quality Assurance (NCQA)
2 “Centers for Medicare & Medicaid Services (CMS)



CAHPS
Measures overview

The CAHPS survey is an annual healthcare
experience survey that asks patient to
evaluate their experience with their
providers and health plan.

PROVIDER DRIVEN CAHPS MEASURES

HHH Getting needed care _

o oatment and ther aiy o sehedul WE WANT TO
PARTNER WITH YOU

specialist appointments when needed.
\/ Wed like to meet quarterly

" Getting care quickly to share member

i/  How often patients were able to schedule a feedback and trends
routine or urgent appointment and receive care \/ Create custom patient
as soon as needed.

feedback reporting
that aligns with your
organization's goals

Coordination of care

o Providers’ assistance with managing the
healthcare system; access to medical records; \/
timely follow-up on test results; and reviewing
prescription medications.

Provide best practices
to improve CAHPS
performance

Rating of personal doctor

*** Key drivers are spending enough time with the
patient, listening carefully, friendliness of the
office staff, and the wait time after checking in.

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com




CAHPS

Tip sheet

GETTING NEEDED CARE

- How often was it easy to get the care, tests,
or treatment you needed?

- How often did you get an appointment to see
a specialist as soon as you needed it?

IMPROVEMENT TIPS

ﬁ Ensure office staff helps coordinate specialty
v appointments for urgent cases.

|I'| Encourage patients to register for access
to their member portal.

* Make it easy for patients to locate office
hours and options outside of office hours.

ZE] Offer appointments or refills via text or email.

/
(

OVERALL
PROVIDER GOALS

Increase consistency
and reduce variation

Improve
provider-patient
communication

V Create a culture of

service excellence

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com




CAHPS

Tip sheet
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GETTING CARE QUICKLY

- When you needed care right away, how often did you get
care as soon as you needed it?

- How often did you get an appointment for a checkup or
routine care as soon as you needed it?

OVERALL

IMPROVEMENT TIPS PROVIDER GOALS

Increase consistency

@ Ensure there are a few appointments each and reduce variation

day to accommodate urgent visits.

Improve

provider-patient
|I'| Offer appointments with a nurse practitioner communication

or physician assistant.

V Create a culture of

service excellence

ﬁ Provide transparency around wait times: keep
patients informed offer to reschedule.

E] Deliver scripting and educational offerings
for front office staff and patient access.

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com




CAHPS

Tip sheet

COORDINATION OF CARE

- How often did your doctor have your medical records or
information about your care including medications, lab

results and specialty care?
- Did you get the help you needed from your personal _
doctor’s office to manage your care?
OVERALL
PROVIDER GOALS

-

IMPROVEMENT TIPS

Increase consistency

and reduce variation

/‘§‘\ Encourage office staff engagement
0 with the patient.

Improve
provider-patient
= Monitor prior authorization and communication
" referral practices.

V Create a culture of

service excellence

E=; Ensure there are open appointments for
=Q patients recently discharged from a facility.

y
| Implement processes for patients to easily

C:D\ and securely access test results.

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com




CAHPS

Tip shee

RATING OF PERSONAL DOCTOR

+ Using any number from 0 to 10, where 0 is the worst possible
and 10 is the best possible, what number would you use to
rate your doctor?

IMPROVEMENT TIPS

Any interaction with providers and/or office
staff can impact patient perception.

l, Ask if all questions have been addressed.
° Include patient in next steps and decisions.

n Ensure all staff are trained to handle
" sensitive situations.

Treat patients with empathy and respect.
w Make eye contact, listen carefully, and
express understanding.

OVERALL
PROVIDER GOALS

Increase consistency
and reduce variation

Improve
provider-patient
communication

V Create a culture of

service excellence

Contact us for tailored patient data and consultation:
CustomerExperience@Premera.com




Premera Patient
Experience Program

Insights into your patients’ experiences with
tailored data and consultation

DATA WE CAN SHARE:

PREMERA LISTENS SURVEY RESULTS -

Member verbatims
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Premeral ISTENS Patient Experience Scorecard for|

Provider ratings

Clinic NPS o e e
(net promoter score) T e s

We want to partner with you!
CustomerExperience@Premera.com




	We’re in your corner

