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Why Does Member Experience Matter?

• Tied to retention, continuity of care, lower costs

• Positive experience -> better adherence & outcomes

• Satisfaction is all about expectations

• Shift to value based reimbursement 

• Not just a requirement - this will help you improve the quality 

of care your patients receive!

“Patient experience encompasses the range of interactions that patients 

have with the health care system, including their care from health plans, and 

from doctors, nurses, and staff in hospitals, physician practices, and other 

health care facilities.” - AHRQ

https://www.ahrq.gov/cahps/about-cahps/patient-experience/index.html


CG-CAHPS Measures

Provider Rating Health Care Rating

Getting Timely Appointments Health Plan Rating

Communication with Patients Getting Needed Care

Helpful, Courteous, & Respectful Office Staff Health Promotion

Coordination of Care



Strategies for Timely Access

• Offer appointments same-day and during extended hours

• Use appointment slots wisely

- Identify sources of unnecessary visits based on outdated protocols

 E.g., follow-up visits for UTIs

- Use calls and secure messaging to address concerns that do not 

require a visit

 E.g. normal pap results

• Use any visit as an opportunity to conduct preventive 
screenings and services

- Reduces the demand for additional visits 

• Use appointment reminders

- Text, call, postcard, secure messaging



• Prioritize appointments for first prenatal visit, after ER or 
inpatient discharge 

• Track referrals and follow-up after specialty visits, ER visits, 
or hospitalizations

• Educate patients on how to access after-hours urgent care 
services

- L.A. Care Nurse Advice Line – 1-800-249-3619

Strategies for Timely Access

= reduces no-show rates and scheduling backlog



Timely Access Standards



Courteous, Effective Phone & Voicemail 
Practices

• Test automated phone triage processes are user-friendly

• Minimize the time configured to “out-of-office” 

• Confirm that the after-hours message is DMHC-compliant

• Address voicemails from patients within one business day

• Meet the needs of non-English speaking patients 

- L.A. Care provides free interpreting services for members

- Telephonic Interpreting Services: (855) 322-4034 (effective July 1)



Create a Culture of Positive Patient Experience

• Each site should set goals and review outcomes as a team

• Routinely discuss patient satisfaction at staff meetings

- Share success stories

- Discuss how to handle patient complaints or issues

- Review practices even if they seem like common sense, such as 

knocking before entering an exam room

• Regular staff customer service training

- Include content in new employee orientation 

- Content on working with difficult patients, managing late arrivals, 

etc.

• Staff appreciation

- Public recognition of great customer service

- Rewards for patient engagement 



Customer Service Standards

• Greet patients upon arrival 

- Keep patients informed of wait time

- If the schedules falls behind, provide alternative options to patients

- Streamline your intake process

• Treat all patients with respect 

- Create a positive environment

- Do not reinforce negative impressions of the health plan, medical 

group, Medi-Cal, etc.

• Establish high standards for service excellence

- e.g. all patient calls returned within 24 hours



Best Practice: AIDET®

• ACKNOWLEDGE: Greet the patient by name. Make eye 
contact, smile, greet friends or family in the room

• INTRODUCE: Introduce yourself 

• DURATION: Give an accurate time expectation for tests, 
physician arrival, and identify next steps. When this is not 
possible, give a time in which you will update the patient on 
progress

• EXPLANATION: Explain step-by-step what to expect next, 
answer questions, and let the patient know how to contact 
you

• THANK YOU: Thank the patient

Source: The Studer Group https://www.studergroup.com/resources/news-media/healthcare-publications-
resources/insights/november-2014/aidet-in-the-medical-practice-more-important-than

https://www.studergroup.com/resources/news-media/healthcare-publications-resources/insights/november-2014/aidet-in-the-medical-practice-more-important-than


Reinforce Customer Service Expectations
Poster from AHRQ case study



Practitioner Tips to Connect & Communicate

• At the beginning of the visit:

- Make eye contact and shake hands with the patient

- Mutually establish an agenda 

• During the visit:

- Listen and observe 

- Encourage the patient to express their key concerns and prioritize 

their health goals

- Seek to create a connection

- Demonstrate empathy, understanding their personal challenges

• At the end of the visit:

- Summarize the treatment plan

- Affirm the patient understands

- Summary should be in the context of the patient’s goals



Tip: Resources to Distribute to Patients

• The Health in Motion 
Member Brochure is 
targeted towards our 
members and provides 
information on Health 
Education services. 
Specifically,  the Health in 
Motion portal. 

• This brochure includes 
specific nutrition and 
exercise classes as well as 
information about 
telephonic one-on-one 
health counseling with an 
RD. 

• Available on the provider 
portal, where providers can 
order the brochures and 
make them available to 
patients in their office



Proven Drivers That Impact CAHPS Scores

Evidence from L.A. Care CAHPS data shows effects from the 

following: 

1. Ratings respond to ‘tough love’: Members who are advised to exercise 

and stop smoking actually score their providers higher.

2. Members’ wait time expectation are attainable and reasonable: 

Negative member scores on wait time are mostly concentrated in the 

Antelope Valley.

3. Thresholds at which member wait time scores turn negative are 

attainable: Most fall within DMHC criteria, and those that don’t are 

concentrated.

4. EHRs help doctor-patient communication: Meaningful use of EHRs 

slightly-but-reliably improves Provider Communication scores.

5. Medicaid Expansion members are less satisfied: partly related to 

expectations about access for routine visits.



Poster



Resources

• Agency for Healthcare Research & Quality – The CAHPS Ambulatory 
Care Improvement Guide

• California Healthcare Foundation – Patient Experience in California 
Ambulatory Care

• Studer Group – Improve CG-CAHPS and Patient Experience Results

• HealthStream – Improving CG-CAHPS: the Secret Sauce

• MN Community Measurement – Let’s Talk: A Guide for Transforming 

the Patient Experience Through Improved Communication 

• California Quality Collaborative – Improving the Patient Experience 

Change Package

• L.A. Care – Provider Toolkit for Serving Diverse Populations

• Subscribe to L.A. Care’s weekly CAHPS Tips emails –

quality@lacare.org

http://www.ahrq.gov/cahps/quality-improvement/improvement-guide/improvement-guide.html
http://www.chcf.org/~/media/MEDIA LIBRARY Files/PDF/PDF P/PDF PatientExperienceCaliforniaAmbulatoryCare.pdf
https://www.studergroup.com/industry-impact/cg-cahps-healthcare-surveys
http://www.bhclg.com/ContentDocuments/Kira/PX Advisor Inaugural Issue.pdf
http://mncm.org/wp-content/uploads/2013/04/MNCM_LetsTalk_FNL_LoRes.pdf
http://www.calquality.org/storage/Improving_Pt_Experience_Spread_Change_Pkg_UpdatedMay2011.pdf
http://www.lacare.org/sites/default/files/LA0784_090115.pdf
mailto:quality@lacare.org


Questions?


