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CAHPS Survey Newsletter 
Supporting a Positive Patient Experience 
Just like you, we want your patients, and our Clover Health members, to be as healthy as possible and live their best 
lives. A big part of that drive is making sure they get the preventive care and chronic care management they need. With 
this goal in mind, we regularly survey our members to measure their experience with Clover Health.

Clover uses industry-recognized and standardized HEDIS and CAHPS quality measures to determine how well we work 
with you to achieve our shared goal of helping to improve your patients’ health outcomes and their experiences with the 
healthcare system.

We use the results to identify areas where we are excelling as well as open care opportunities, areas where we may need 
a little more support in providing our members and you, our provider partners, with a best-in-class experience.

About CAHPS 
Consumer Assessment of Healthcare Providers and Systems, widely known as 
CAHPS, is a program that conducts annual patient experience surveys with CMS. 
CAHPS surveys are used as part of CMS’s efforts to improve healthcare. They 
measure patient experience (not satisfaction) with the healthcare and services they 
receive from their doctors and health plan.  

The Medicare Advantage and Prescription Drug Plan CAHPS (MA and PDP 
CAHPS) Survey is sent out every spring to a random selection of Medicare 
Advantage plan members. Your patients may receive a copy of the survey in  
the mail. 

Patients are asked a core set of questions determined by the National 
Committee for Quality Assurance (NCQA) and CMS. If a member doesn’t 
respond to the written survey by mail, they are given the option to complete the 
survey by phone.    

It is important to note, as this survey is based purely on patient/member perception, 
the results are often affected by the most recent interaction the patient had with 
you or us. So let’s make every visit and phone call count!

Does everyone get a copy of the survey?
No, not all Medicare Advantage plan members are selected to 
complete the survey every year. If a patient doesn’t receive it 
this year, they may in the future.

Does my patient have to take the survey?
It is not required. If a patient is selected for the survey, they will 
receive a letter by mail. The survey will come a few weeks later. 
If they don’t mail back the survey, the survey company will make 
several attempts to reach them by phone.

Does my patient have to answer every 
question?
It is OK to leave questions blank or skip questions that don’t 
apply to a patient’s situation.

Is it anonymous?
Clover won’t see your patient’s responses. The survey is 
anonymous, so patients shouldn’t use it to tell Clover that help is 
needed—they can just call us.

Where are the results published?
Results from Medicare CAHPS surveys are published in the 
Medicare & You handbook and on the Medicare Options 
Compare website, www.medicare.gov.
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1. Scheduling appointments
Waiting for care when you don’t feel well is never fun. Some 
providers offer walk-in time slots, early morning appointments, 
evening appointments, and weekend appointments to help 
patients find the care they need. Another tip is scheduling a 
patient’s next appointment before they leave. Utilize the Care 
Gaps list in the Clover Assistant to see which patients have 
HEDIS or preventive care gaps.  

Keywords to use: scheduling the appointment, as soon as you 
need it, get the care you need

2. Help your patients prepare for their 
appointments

It can be hard for a patient to remember all their current health 
issues, questions, and medications in an appointment. Ask 
your patients to make a list of current health issues, specialists, 
medications, and questions so they can bring it to the 
appointment. This will help them feel prepared and less nervous. 

If you have a form to collect this information, send it to the 
patient before the appointment (mail or email).

Keywords to use: up-to-date, prescription medicine, listened

3. Running late? 
We know that it can be hard to keep patients on schedule. When 
patients are waiting longer than usual to be seen, there are simple 
things that you can do to help them feel valued, cared for, and 
informed. Have staff engage a waiting patient in visit-related activities 
in a private area, such as reviewing current medications, discussing 
dates of procedures or test results, taking blood pressure, and 
documenting health issues. If your office uses the Clover Assistant, 
pull up the Visit and review any care gaps. This builds rapport with 
patients and shows that you are using their time effectively.

Keywords to use: appointment time, scheduled appointment

4. Get to know your patients
Going to the doctor can make some people nervous, so try to 

10 Things You Can Do to Support a Positive Patient Experience 
Patient experience can have a correlation to patient outcomes. Patients with a positive patient experience tend to follow medical advice 
and treatment plans better.1 Small actions can make a difference in patient experience and leave a patient feeling cared for, understood, 
and empowered to take an active role in improving their health.

The following is a set of recommendations that you and your team can incorporate into your daily workflows to ensure a better 
experience for your patients. We’ve also included some keywords that may help a patient feel like they are having a good experience or 
help you start conversations on sensitive topics.

make your patients as comfortable as possible. Address patients 
appropriately; if needed, ask how they prefer to be addressed. 
When in doubt, err on the side of formality and use Mr., Ms., Dr., 
Reverend, and other such titles. Listen patiently, look at patients 
while they share concerns, and express understanding. The 
Clover Assistant may show some medical history; validate this 
information with the patient to ensure its accuracy.

Keywords to use: respect, understand, tell me more

5. Ask, ask, ask
Asking questions is a great way to ensure understanding and 
show concern. This will build a connection and a relationship 
with your patient and make them feel heard. It will also help you 
understand the whole story of their health. Care gaps listed in 
the Clover Assistant (such as the key questions listed below) 
can be a good way to start conversations about a patient’s 
health. At the end of a visit, ask if all the patient’s questions and 
concerns have been addressed.

Keywords to use: informed, understand, is there anything else I 
can help with?

6. Key question: fall risk
In the CAHPS survey, respondents are asked some questions 
about very specific health issues. One of these issues is fall risk. 
Ask all patients, regardless of their recent fall history, if they are 
having difficulty with balance. A fall assessment (in person or 
prior to the visit) is an important tool that can also help with this 
conversation. In-office posters and brochures encourage open 
conversation about this topic.

Keywords to use: falling or difficulty with balance and walking

7. Key question: bladder control
Bladder control is a sensitive topic for many people. Use empathy 
when discussing this topic and make patients feel comfortable 
and at ease. Tell them that you discuss bladder control with all 
patients to help identify any issues and solutions early so they 
can keep doing the things they enjoy. Ask all patients if they are 
having difficulty with urine leakage and ask them to complete a 
bladder control assessment in person or prior to their visit.

Keywords to use: bladder control or issues with urine leakage

8. Key question: exercise
Exercise plays a key role in mental and physical health—both are 
important for Medicare beneficiaries. Talk to all patients about their 
current exercise routine. If changes are needed, help your patients 
develop attainable plans and goals. Clover provides a SilverSneakers® 
fitness membership to every member as part of their benefits. There 
are in-person and video classes and programs for all activity levels—
even meditation! As part of our effort to help members live a healthy 
lifestyle and maintain their energy for regular movement, most Clover 
plans also include the Grocery Plus benefit*, which lets them spend all 
or part of a quarterly allowance on healthy foods along with over-the-
counter (OTC) items. This allowance helps our members save money 
on fruits and vegetables, vitamins, aspirin, and so much more.

Keywords to use: start, increase, or maintain your exercise level

*To qualify for the Grocery Plus benefit, the member must have 
one or more qualifying health conditions, such as diabetes, high 
blood pressure, depression, obesity, congestive heart failure, 
cancer, autoimmune disorders, and chronic kidney disease. 
Clover may reach out to your office for verification.

9. Referrals
When your patient needs a referral to a specialist, give them options 
and make sure any specialist is accepting new patients before you 
give their name. The Clover online provider directory is full of options 
for referrals. This allows a patient to choose the provider they feel 
most comfortable with. Call the specialist to coordinate the soonest 
appointment date. Submit prior authorization requests immediately 
to keep the process moving smoothly. Difficulty with finding specialist 
appointments can be one of the most frustrating occurrences for a 
patient. It’s important they don’t get lost in the cracks.

Keywords to use: specialist, referral

10. The follow-up
As you wrap up each visit, ensure that your patient understands 
any treatment plans, medications that have been prescribed, 
or pending test results. Review treatments discussed with 
your patient and give them a printout to take home that has 
all the information they need to complete their next steps. Set 
expectations for when and how they will receive test results. 

Keywords to use: follow-up; any blood test, x-ray or other tests
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