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CAHPS: The Basics
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CAHPS

What it is?
A family of surveys developed by the Agency for Healthcare Research and Quality 
to measure patients’ experiences with healthcare services

Developed By AHRQ

Key Point Captures the patient's voice about their care experience

Who Responds? Patients or health plan members

What is Measured?

How patients experience care, not clinical outcomes. Typical domains include:

•  Communication with doctors
•  Access to care and appointments
• Customer service
• Care coordination
• Overall rating of providers or health plans
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CAHPS

Where is it Used?

• Hospitals (HCAHPS)
•  Health plans
•  Medical groups and clinics
•  Nursing homes, dialysis centers, etc.

What Market? Maryland and DC

Why Matters?

• Public reporting (e.g., Medicare Compare)
• Quality improvement
• Regulatory and accreditation requirements
• Payment incentives (value-based purchasing)

Sample Selection

For the Adult Medicaid survey, sample-eligible members were those who were 18 years old or older as of 
December 31st of that calendar year; were currently enrolled; had been continuously enrolled for six 
months (with no more than one enrollment break of 45 days or less); and whose primary coverage was 
through Medicaid.

The standard NCQA-prescribed sample size for Adult Medicaid plans is 1,350 members. NCQA’s 
sampling methodology does not allow disenrolled members to be removed from the sample after the 
start of survey administration. Oversampling could also be used to obtain more completed surveys. 
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CAHPS

Timeline

• An initial survey package is mailed ~ February 14.
• An initial reminder/thank-you postcard is mailed ~ February 25.
• A replacement survey package is mailed ~ March 21.
• An additional survey package, replacing the second standard reminder postcard, is mailed ~ April 21.
• A telephone follow-up phase targeting non-respondents, with up to six telephone follow-up attempts at different times 
of the day and on different days of the week, starting ~ April 4.
• Data collection closed ~ May 12.

Data Capture

“Returned questionnaires are recorded using optical scanning. If the scanning technology is unable to identify the 
specific response option selected with a predefined degree of certainty, trained data entry operators were employed to 
ensure that each such response was accurately recorded.
Computer Assisted Telephone Interviewing (CATI) technology was used to electronically capture survey responses 
obtained during telephone interviews. Members are able to complete the telephone interview in either English or 
Spanish. CATI supervisors maintain quality control by monitoring the telephone interviews and responses captured by 
interviewers in real time and by auditing recorded interviews. At least 10% of the interviews are monitored by supervisors.
Due to the multiple outreach attempts, multiple survey responses could be received from the same sample member. In 
those cases, only one survey response (the most complete survey) was included in the final analysis dataset.” - Vendor



MedStar Family Choice 6

Survey Measures and Timeline
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Global Rating and Composite CAHP Measures

Rating of All 
Health Care
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Global Rating Measures Composite Measures
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CAHPS Imp Opps BLACKOUT PERIOD CAHPS Improvement Opportuinities

CAHPS Survey Submit Data Survey Results
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Best Practices for Survey Measures
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Providers should: 
• Offer same day appointments and online scheduling.
• Offer extended hours, virtual, telehealth, and phone options.
• Call patients back and assist with Referrals or lab appointments.
• Provide appointment reminders and updates via text and email.
• Add patients to waitlist for cancelled appointments.
• Have patients wait no more than 15 minutes in the lobby.
• Leverage advance practice clinicians.

Ways to Impact Timeliness and Getting Needed Care
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Providers should: 
• Schedule follow-up visits, next year’s well-visit and other recommended preventative 

care before the patient leaves the office.
• Train all staff to practice empathy when addressing delays, managing scheduling and 

accommodating walk-in appointments.
• Patients who understand why types of care, tests or treatments are essential are 

more likely to adhere to a care plan and seek the care that is recommended and 
needed. Encourage practice staff to provide patients with support in identifying 
in-network specialist care and services (e.g., labs, imaging, radiology).

• Make sure that specialists are accepting new patients before making a referral

Ways to Impact Getting Appointments/Care Quickly
 and Getting Needed Care
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Ratings of Doctor/Specialist and Communication

• Review medical record and medications prior to entering the exam room. 
• Ask questions about previous treatments, results and findings. 
• Confirm with the patient that all questions have been answered and ask if they 

would like anything else addressed prior to you leaving the exam room. 
• Let patients know how to contact the office to ask more questions if they think of 

any after they leave 
• Have office staff help your patients schedule follow up appointments and/or obtain 

care with an in-network specialist before patients exit the office. 
• Make eye contact with your patients to show you are engaged 
• Repeating back to patients what they are saying helps to confirm understanding and 

lets the patient know you are listening 
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Ratings of Doctor/Specialist and Communication

• Review medical record and medications prior to entering the exam room. 
• Ask questions about previous treatments, results and findings. 
• Prioritize Clear, Compassionate Communication

• Use plain language – explain conditions, tests, and treatments without jargon. 
Ex. Explain at a 6th grade reading level.

• Use “Teach-Back” to confirm understanding
• Ask patients to repeat instructions in their own words to confirm 

comprehension.
• Practice active listening and encourage questions

• Confirm with the patient that all questions have been answered and ask if they 
would like anything else addressed prior to you leaving the exam room. 
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Ratings of Doctor/Specialist and Communication

• Let patients know how to contact the office to ask more questions if they think of 
any after they leave 

• Make eye contact with your patients to show you are engaged
• Personalize communication when possible

• Tailor explanations and care plan based on health literacy, language, culture, 
and preference.

• Repeating back to patients what they are saying helps to confirm understanding and 
lets the patient know you are listening 
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Express Empathy and Validate

The ability to acknowledge and express that you understand the emotion from 
the other person's perspective. 

• Patient: I am so mad that this appointment is taking up my entire day. 
• Staff: I am sorry for the delay and understand why you would be upset. I 

know your time is important, let me see what I can do to help. 
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CAHPS Timeline (Survey In Field Weeks 2–12)
January February March April May June July August September October November December

CAHPS Imp Opps BLACKOUT PERIOD CAHPS Improvement Opportuinities
CAHPS Survey Submit Data Survey Results
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Appendix
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CAHPS Adult Survey 5.1
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CAHPS Adult Survey 5.1
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CAHPS Adult Survey 5.1
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CAHPS Child Survey 5.1
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CAHPS Child Survey 5.1
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CAHPS Child Survey 5.1
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CAHPS Child Survey 5.1
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