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Consumer Assessment of Healthcare Providers and Systems 

survey shows opportunities for improvement in physician care 
 

Healthy Blue sends out the Consumer Assessment of Healthcare Providers and Systems (CAHPS®) 

survey to our members every year. This survey gives our members an opportunity to share their 

perceptions about the quality of care and services they receive from our network physicians. CAHPS is 

used by all Medicaid HMO plans that undergo accreditation review by the National Committee for 

Quality Assurance (NCQA).  

 

The following charts compare results from 2018 to those from the previous year. The column on the far 

right shows the percentiles achieved by Healthy Blue when scores were compared to those of other 

Medicaid plans across the country. Our goal is to achieve at least the 75th percentile in every rating 

category. 

 

As you review these results, we encourage you to focus on ways to address those areas in your own 

practice that may have room for improvement. Addressing those areas will help ensure that our members, 

your patients, have positive experiences that meet their medical needs and ensure their satisfaction with 

the quality of services provided.  

 

2018 Healthy Blue CAHPS adult member satisfaction survey results 
 

Adult survey questions 

CAHPS 

2017 

MY16 

 

CAHPS 

2018 

MY17 

 

Trend 

2018 

Medicaid 

percentile 

achieved4 

Rating of physician1 
       

Rating of personal doctor 80% 79%  10th 

Rating of specialist seen most often 81%  81.5%  33rd 

Rating of all health care provided in past 12 

months 
75%  69%  5th 

Getting care quickly2     

Got appointment for urgent care as soon as 

needed 
83%  77%  < 5th 

Got appointment for nonurgent care as soon as 

needed 
80.3%  80%  33rd 
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Adult survey questions 

CAHPS 

2017 

MY16 

 

CAHPS 

2018 

MY17 

 

Trend 

2018 

Medicaid 

percentile 

achieved4 

Doctor’s communication with patients2     

How often personal doctor explained things 

understandably to you 
94% 91%  33rd 

How often personal doctor listened carefully to 

you 
91% 89%  5th 

How often personal doctor showed respect for 

what you had to say 
92% 91%  5th 

How often personal doctor spent enough time with 

you 
90% 87%  10th 

Shared decision making3        

Doctor discussed reasons to take medicine 
91.25% 94%  50th 

Doctor discussed reasons not to take medicine 
61.25% 64%  10th 

Doctor asked what you thought was best for you 
68.35 % 81%  75th 

Continuity of care2     

Doctor seemed informed about care you received 

from other health providers 83% 79%  10th 

 

Child survey questions 

CAHPS  

2017  

MY16 

 

CAHPS 

2018 

MY17 

 

Trend 

2018 

Medicaid 

percentile 

achieved4 

Rating of physician1 

  
 

 

Rating of personal doctor 
92.2% 92%  90th 

Rating of specialist seen most often 94% 89%  50th 

Rating of all health care provided in past 12 

months 86.86% 90%  
 

75th 

Getting care quickly2     

Got appointment for urgent care as soon as 

needed 
94.39% 94.05  75th 

Got appointment for nonurgent care as soon as 

needed 91.33% 92.3%  75th 
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Child survey questions 

CAHPS  

2017  

MY16 

 

CAHPS 

2018 

MY17 

 

Trend 

2018 

Medicaid 

percentile 

achieved4 

Doctor’s communication with patients2     

How often personal doctor explained things 

understandably to you 97% 97.4%  95th 

How often personal doctor listened carefully to you 97% 98%  95th 

How often personal doctor showed respect for 

what you had to say 97.32% 99%  95th 

How often personal doctor spent enough time with 

you 91% 93%  75th 

Shared decision making3        

Doctor discussed reasons to take medicine 
95% 93%  50th 

Doctor discussed reasons not to take medicine 
65% 63%  33rd 

Doctor asked what you thought was best for you 
82% 77%  25th 

Continuity of care2     

Doctor seemed informed about care you received 

from other health providers 80% 90%  95th 

 
Note: The source of data contained in this report is Quality Compass® 2017 and is used with the 

permission of the NCQA. Quality Compass 2017 includes certain CAHPS data. Any analysis, 

interpretation or conclusion based on this data is solely that of the author’s. NCQA specifically disclaims 

responsibility for any such analysis, interpretation or conclusion. 

________________________________________________________________________________ 

 
1 Percent responding 8, 9 or 10 (On a scale of 0–10 with 0 being the worst score and 10 being the best score). 

2 Percent responding “usually” or “always.” 

3 Percent responding “a lot,” “yes” or “some.” 

4 Percentile definition: A score equal to or greater than 75 percent of all those attained on a survey question is said 

to be in the 75th percentile. 

 
Quality Compass® is a registered trademark of the National Committee for Quality Assurance (NCQA). 


