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Welcome & Housekeeping

 Please mute your audio.

* Please announce yourself when speaking.
- Utilize the chat.

* Please do not place the call on hold.
* We will be using Zoom Polls.
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CAHPS® Summit Agenda

1. Opening Comments

¢ Dr. Paul Mulhausen

2. CAHPS® Overview

e McKyla Carson

3. Survey Questions

e McKyla Carson

4. ITC CAHPS® Scores

e McKyla Carson

5. Improvement Strategies

e Ashley Nelson & McKyla Carson

_________________________________________________________________

Today’s Speakers:

Kimberly Flores, MHA
Director, Quality Improvement

Paul Mulhausen, MD
Chief Medical Director

McKyla Carson, MPH
CAHPS Specialist

Ashley Nelson
Manager, Quality Improvement

_________________________________________________________________
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Consumer Assessment of Healthcare
Providers and Systems (CAHPS®)



CAHPS® QOverview

CAHPS® is the Consumer Assessment of Healthcare Providers and Systems.

 Annual survey captures a patient’s experience with all aspects of their
healthcare

* Asks our members—your patients—topics like provider communication
skills, ease of accessing healthcare and their health plan performance

CAHPS® measures patient experience with the healthcare system.
 Quality of care

* Encounters with providers (physician practices, hospitals and healthcare
facilities)

* Experience with the health plan
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Rating of Health Plan (8,9 or 10)

80.3%

Rating of Healthcare (8,9 or 10) 81.2%

Rating of Personal Doctor (8, 9 or 10) 87.7% 93.0%

Rating of Specialist (8, 9 or 10) 84.7% 93.2%

Getting Needed Care 89.4% 90.5%
Getting Care Quickly 84.4% 95.5%
Coordination of Care 89.9% _
How Well Doctors Communicate 94.9% 98.0%

Annual Flu Vaccination 48.3% -

Smoking Advice _ -

Overall Score 4.5/5 2.5/5

iowa
total care.

Confidential and Proprietary Information



iowa
¥ total care.

Rating of Healthcare,
Personal Doctor,
Specialist,
Health Plan,

Confidential and Proprietary Information

Using any number from 0 to 10, where O is the worst healthcare
possible and 10 is the best healthcare possible, what number would
you use to rate all your healthcare in the last 6 months?

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

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

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



CAHPS® Survey Questions

In the last six months, how often was it easy to get the
care, test or treatment you needed?

Getting Needed Care In the last six months, how often did you get an

appointment to see a specialist as soon as you
needed?
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CAHPS® Survey Questions

In the last six months, when you needed care right
away, how often did you get care as soon as you

needed?

Getting Care Quickly
In the last six months, how often did you get an

appointment for a check-up or routine care at a
doctor’s office or clinic as soon as you needed?
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CAHPS® Survey Questions

In the last six months, how often did your personal
. doctor seem informed and up-to-date about the
Coordination of Care
care you got from these doctors or other health

providers?
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How Well Doctors
Communicate

Confidential and Proprietary Information

In the last six months, how often did your personal
doctor explain things in a way that was easy to
understand?

In the last six months, how often did your personal
doctor listen carefully to you?

In the last six months, how often did your personal
doctor show respect for what you had to say?

In the last six months, how often did your personal
doctor spend enough time with you?

12



In the last six months, how often were you advised to quit smoking or
using tobacco by a doctor or other health provider in your plan?

In the last six months, how often was medication recommended or

discussed by a doctor or health provider to assist you with quitting

smoking or using tobacco? Examples of medications are: nicotine gum,
Smoking Advice patch, nasal spray, inhaler or prescription medication.

In the last six months, how often did your doctor or health provider
discuss or provide methods and strategies other than medication to
assist you with quitting smoking or using tobacco? Examples of methods
and strategies are: telephone helplines, individual or group counseling or
cessation program.
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Mock CAHPS Survey

e Off-cycle survey to members

* Collect additional feedback from members
* Includes free response questions

* Not used in NCQA Scoring
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Member Comments about Providers

What could your personal doctor do to
improve the way they talked with you
about your care?

* Listen

 Show you care

« Communicate effectively
« Show more compassion

“Should have taken more
time instead of pushing
me out the door before |
even finished talking.”

“Listen. | do not
think my personal
doctor listened to
my concerns.”

What did you like about the way your
personal doctor talked with you?

 Caring

- Easy to understand
* Listens

* Respectful

“He talks to me like a
person/friend and not
just a patient. He listens
to everything | have to
say.”

“Very easy to
understand and talk
to. Follows through
with what he says he
will do.”
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Poll Question 2

Please use the Zoom polling feature to submit your reply.

Are you conducting CAHPS® or Patient Experience training for your staff?
If so, how often does this training occur?

- iowa Confidential and Proprietary Information
total care.

16






Current ITC Improvement Strategies

. m/ﬁhealthpags“
ITC Value-Added Services for members: A ———
* My Health Pays Rewards T R,

 Tobacco Cessation Program

y

iowatotal care

Provider CAHPS® materials:
e Provider CAHPS® Scorecards

e CAHPS® Corner webpage
 Provider Resource Guide
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My Health Pays Rewards

Members can earn reward dollars by completing
healthy activities (yearly wellness exams, annual

screenings, flu shots, etc.).

VISA giftcards

Provider Coding Sheet

Postpartum
Doctor Visit

Annual Breast
Cancer Screening
Diabetic Care -
HbAIC Test

Diabetic Eye Exam

59430

77055, 77056, 77057, 77061, 77062, 77063, 77065,
77066, 77067, G0202, GO204, GO206
83036, 83037, 3044F, 3046F, 3051F, 3052F

67028 67030 6703167036 67039 67040 67041 67042
67043 67101 67105 67107 67108 67110 67113 67121 67141
67145 67208 67210 67218 67220 67221 67227 67228
92002 92004 92012 92014 92018 92019 92134 92225
92226 92227 92228 92230 92235 92240 92250 92260
S0620 S0621 S3000

99203, 99204, 99205, 99213, 99214, 99215, 99242,

Female member who had a
postpartum visit 1-12 weeks
after delivery

Females 40-74 years of age

Members 18-75 years of
age diagnosed with
diabetes in their past
medical history
Members 18-75 years of
age diagnosed with
diabetes in their past
medical history

Thank you for getting your flu shot to protect you
from the flu this season. /Choosing to get your flu shot
not only protected you from the flu—it also earned
you $<XX> in iy healthpays® rewards!>

k! Soon you may be asked to complete
a survey about your healthcare experience. Please fill it
out and send it back. We listen to what you have to say,
and your input is used to help us improve!
Call ug at X-XXX-XXX-XXXX> with questions or visit <URL State
to learn more/ ways to earn ivuy healthpays' rewards/! < Q health plan >

iowatotal care.

Cash or ATM Accoss

W kiripe 27 e HiCo

AUTHORIZED SIGNATURE

Fo1Baq

p Bank pursuant fo a licansa from Visa U.S.A. Inc.

Card usage restrictions apply. This card may rot be used everywhers Visa debit cards ars acospted
See cardholder matsrial for detaits. By using this card, | reaffirm my strct adherence to the rules of
my benefit plan as referenced in my Cardholder Agreement and bensit plan documents. To report

lost/stolen card, call 1-866-536-1764. To check the balancs, please call 1-866-803-1091

Member Services: 1-833-404-1061 TTY: 711
lowzTotalCars com

¢ iowa
total care.
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Tobacco Cessation: Quitline

 Counseling by doctor

e Coaching through Quitline

* Quit Aids covered through ITC
My Health Pays Rewards

Stop smoking today.

Quitting smoking is hard.
lowa Total Care can help.

lowa Total Care wants to help you break free from tobacco. Quitting
smoking can have immediate as well as long-term benefits for you and
your loved ones. Within one to two years after quitting, your risk of heart
attack drops dramatically and can also add as much as 10 years to your life
compared to if you continue to smoke

Quitting tobacco is hard. You may have tried to quit several times before—two, three, four or more times—and
you're still hooked. Don't give up! Each quit attempt moves you closer toward success. Take advantage of the
resources available through lowa Total Care along with talking with your doctor about which options are best for
you.

Coaching Services Are Available

The lowa Tobacco Quitline Program is a counseling program that offers one-on-one coaching (o tobacco users
who are ready to make a change. Members can choose b three different quit programs: sessions over the
phone, online or both.

Quit Alds
lowa Total Care will pay for quit aids like nicotine gum, lozenges and patches as part of your health coverage *

Earn Rewards

lowa Total Care members can earn up to $60 in My Health Pays® rewards per calendar year. You can use reward
dollars to help pay for everyday items at Walmart, utilities, telecommunications (cell phone bill), childcare
services, education and rent.

ards fo

Enroll in the lowa Tobacco Quitline Program
Fill one quit aid prescription $30

Smoking and Pregnancy
Are you pregnant? Do you smoke? It's never too late to quit! Quitting now can make a big difference in your baby's
life. The Quitline has a special program for helping women during pregnancy. Call 1-800-QUIT-NOW.

Ready to break free? B i apaer- ot o
Call 1-800-QUIT-NOW. 2. Quit aid benefit limits may apply.

iowa Confidential and Proprietary Information
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CAHPS® Provider Scorecards S —

* Allow for targeted member experience
Improvement conversations :
e Scorecards will be provided when: e e
* At least 30 members from an individual O
provider’s panel respond to the survey — = == =
* At least 50 members from the provider = = "

group’s panel respond to the survey

* Contains provider ratings, CAHPS® score e :
estimates and recommendations for A — i~
Improvement
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CAHPS® Corner

Houses materials to support providers

Updated regularly

“2iowatotal care.

f /g heatth V
l Hawki

link "‘L

FOR PROVIDERS
Sign Up for Provider Emails
Welcome to lowa Total Care!

Login

i
§

Quality Improvement Program

Clinical Ouafity Consultant
Providing Quaity Care

System Configuration Updates
Stakeholder Advisory Board
Coronavirus Information for
Providers

Homa ForMembers Find AProvider AboutUs Camsers Contact | Q search

convas I 228 woses-

FOR MEMBERS FOR PROVIDERS m CONTACT US

CAHPS® Corner

CAHPS® (Consumer Assessment of Healthcare Providers and
Systems)

CAHPSE is 3 SIancanized patient Survey Javeloped by the Agency for Heathcam Research ana Quality (AHRQ) to
CRIBTING Cationt SAICHON WIIh TGir providens, Nadith pian and healthcare. This provides 1o patients perspactives of the
haatncare thay have recavad. 1 includes tha acosasibilty 10 Mecical Services. physicians and spaciatsts, 25 wal as e
PhYSICIaN'S COMMUNICAon SAlS. CUSIDMAr S6NMCe and IONMANon pIOVIcEd by i haaith pian

Pieasa refer 10 e AHRO CAHPSS web page for aaditional mformation reganding CAHPS® surveys.

Use of CAHPS® Scores

lowa Toal Care (ITC) parsapates in CAHPS® salisfacian survays annually In ha sorng 1or bath 1 Scuk and cia
MamBOrshiD Sarvad. Tha Survey MeSUls SrOVOS Gata that Jiows ITC 10 (entity SYENgins and OpEOMLNIES 1or Mmprovemaent
regarcing e healncare ITC Mambars raceived Iom natwork phySicans and specidists. induding behaviarl heain ITC
VaLES the M6SDONGE 3nd PAMOSCIVES Of DUr MATDArS 35 WS SIVE 10 MOV TNGir GIDErences

CAHPSS scores are ona companart of NCOA Accreaiiaion. ACCrecitaion & not only & cortractual reguiremant win the
SIat of lowd But & F%0 SyMBOIC Of excaliancs In NAlIth pan qualty for consumarn. ITC is committad 1o being a top
accreaitad RGN plan 1 Provics the bast Care 1 Our MAMBErS.

Pioase reter 10 e NCOA webaita %o 33d80nal nformation about accmediston

What does the CAHPS® survey ask patients about their physician?

The CAHPSS suney 00u5as 0N 1he PABENT'S GXPAreNnce Wth INGr REIINCAre and e aeas INat thay are Dest qualfted 10
ovaiuate Thesa amas incude

@ Expkinng things in a way that 5 aasy or T patient to UNdersand

@ Ustening carefully 1 the patient

@ Showing respect for what the patent had 1o say

@ Seending enough Sma win tha pasant

@ Sceming Inkemad and up-Io-dale About Ihe Cara e patient got rom INKF Spacialstis)
@ Acvaing tha paiant on NEaI IMATOVEMEnt Sragies. SuCh 35 IDDACCO Cassaton

@ Arating of the paient s personal care doctor

@ Arating of tha naaithcars ha patent recaved

@ Aratng of the patient's spacialsys)

How to Improve CAHPS® Scores

Providers can dractly Puance thar CAHPSE scoms with avery niaraction thay have with thair patierts. TNe ALERT. 53
MOdal IMerded 10 NP PhysCcans improve CAHPSS Guestions 3¢ scones.

® Avas

@ Lsten © membapatiants caretlly
@ Expiin in an uncorstandatie way

@ Raspact what tha mermbenpationt says
@ Trme managamaent parections

ADDITIONAL RESOURCES ©
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CAHPS® Provider Resource Guide

 Reviews key topics included in the
CAHPS® survey

* Provides ways to incorporate
improvement strategies into daily
practice

 Available on website and
distributed by ITC staff

 J
iowatotal care

Prowider Quick Tips Guide
everyye: <HEALTHPLAN expe:
doctors, servic
with thei omes but also with their healthcare
CAMPS sun nts 10 evaluate of care
PLAN, par iderstodeliver
433 provi most critica hatess
howyo v
some opics included in the survey,

The ests.
they n

« inform patients of what to do if care is needad affer hours
+ Offer appointments or refills via text and /or emaill

The Gatting
and how often appointment wait times exceeded 15 minutes

Hechive fioge syst

3intain 3n eMlective fringe system 1o ensure that frailand/ary
3way or provided sitemate care via phone and urgent care

Keep patients informed # there is 2 longer wait time than expect

to reschedule

- iowa Confidential and Proprietary Information
total care.

23



Open Discussion

What are you doing to improve patient satisfaction?

What composites do you think you could improve upon?
>  Getting Needed Care
>  Getting Care Quickly
>  Care Coordination
>  How Well Doctors Communicate
>  Medical Assistance with Smoking & Tobacco Cessation
>  Rating of Personal Doctor, Specialist, Health Care

- iowa Confidential and Proprietary Information
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Closing Comments

 Review materials on ITC provider webpage.
e Remind ITC members about Value-Added Services.

 Continue the conversation with Clinical Quality Consultants and Provider
Relation Representatives.

- iowa Confidential and Proprietary Information 25
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CAHPS Summit Follow-up

Materials will be made available after the summit.
Complete the Post Provider CAHPS® Summit Questionnaire.
Send any questions and comments to quality@iowatotalcare.com.

- iowa Confidential and Proprietary Information
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