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FRAMEW ORK FOR EVALUATING CAHPS, FUTURE PRIORITIES, AND HOW  TO
SUPPORT THEM ORGANIZATIONALLY AND FISCALLY

Demand for Consumer Based
Reports and its Determ inants

� From Consumers
(including purchasers)

        - Extent of choice
        - Awareness of tools
        - Perceived relevance and
          quality of available tools
        - Comprehension of
          information
        - Perceptions of influential
          opinion leaders
        - Variation by subgroup

� From plans and providers
of diverse types

        - External pressures for QI
        - Internal support for QI
        - Perceived relevance of
          consumer reported
          quality information for QI
        - Awareness of tools
        - Comprehension of
          available information
        - Perceptions of influential
          opinion leaders
        - Perceived value of the
          spending necessary to
          develop information
        - Plan and provider
          characteristics (e.g.,
          sophistication of IT)

Priorities for Products

� W hich plan, provider or
subgroup tools (existing or
new)

� W hich kinds of user
support and guidance

� How best to gain ongoing
feedback for refinement

Supply of Consumer based
Information and Support and its

Determ inants

� Economic and budget
climate, public and private

� Sector size and
implications for per unit
costs

� Views of those controlling
resources

� Existing and/or competing
products

� Existing and/or competing
strategies for QI/choice

Structural, Organizational and
Fiscal Support from Public/

Private Sector

� Estimated resources
needed

� Relevant stakeholders and
information needs

� Legal and regulatory
environment

� Diverse models
� Realistic plan

Desired Outcomes

� Improved support by
consumer reports for
choice and quality
improvement

� HIgher rates of take-up and
use of products

� Appropriate sharing and
coordination of
responsibility across public
and private sector

Figure I.1 
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Table I.1.   Uses and Users of CAHPS-Type Information  

 

Consumers Purchasers Health Plans  

Provider 
Groups and 

Facilities 

Physicians and 
other 

Individual 
Providers 

Health Plan  
Selection 

Which 
plans to 
join 

Which 
plans to 
offer; how 
to 
encourage 
those 
covered to 
pay 
attention to 
quality 

Marketing; 
demonstrating 
responsivenes
s to purchaser 
or regulatory 
requirements 

Feedback on 
their choice of 
affiliations, 
marketing and 
performance 
improvement  

Feedback on 
their choice of 
affiliations 

Provider 
Selection 

Which 
providers to 
chose or 
use 

Encourage 
those 
covered to 
pay 
attention to 
quality 

Network 
formation, 
information to 
encourage 
enrollees to 
reward good 
quality 
providers 

Feedback on 
performance in 
the 
marketplace 

Feedback on 
performance 
in the 
marketplace 

Continuous 
quality 
improvement, 
feedback on 
priority areas 
for 
improvement 

 Encourage 
plans and 
providers to 
pay 
attention to 
quality 

Improve 
quality of care, 
identify priority 
areas for 
attention 

 Improve quality 
of care, 
identify priority 
areas for 
attention 

Improve 
quality of care, 
identify priority 
areas for 
attention 
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Table II.1.  Key CAHPS Project Activities 

Activity Year 

Development of Health Plan (HP) CAHPS 
 

CAHPS I initiated, with development and testing of HP-CAHPS 1.0,  and pilot demonstrations.  
1995 

HP-CAHPS 1.0 released; includes instruments for commercial, Medicare, and Medicaid 
managed care products. 

 
1997 

HP-CAHPS 2.0 released.    1998 

HP-CAHPS 3.0 released; NCQA includes HP- CAHPS 3.0H for NCQA accreditation. 2003 

Development of Other Survey Instruments, Other Products, and  Technical Assistance 
Activities 

 

Survey User Group (SUN) established, administered by Westat.  SUN Web site initiated.a  

National CAHPS Benchmarking Database (NCBD) initiated. 1998 

Development and testing of additional survey instruments begins in CAHPS I (1995-2001), 
with increasing focus in CAHPS II (2002-2007).  (See Table II.2 for discussion of 
development of all CAHPS survey instruments.) 

 
 

1998-
current 

Publication and updates of HP-CAHPS survey reporting kits. 1997-
current 

Publication of the CAHPS Quality Improvement Guide. 2003 

Use of CAHPS by Key Sponsors 
 

First Medicare managed care CAHPS survey fielded. 1998 

HP-CAHPS is merged with NCQA satisfaction survey.  NCQA includes HP-CAHPS 2.0H as 
part of NCQA accreditation and HEDIS requirements. 1998 

State Medicaid programs begin collecting and reporting HP-CAHPS data. 1998 

The Federal Employees Health Benefits Program begins collecting and reporting HP-CAHPS 
data. 

 
1998 

HP-CAHPS measures are adopted for use in Department of Defense’s TRICARE beneficiary 
survey. 

 
1999 

 
Sources:  CAHPS SUN (www.cahps-sun.org);  Medical Care (March 1999 Supplement); NCQA; DoD;   

and CMS.   
 
aNine national SUN User Group Meetings (UGM) have been held, taking place in March 1997, June 1997, 
February 1998, October 1998, October 1999 (online workshop), October 2000, March 2001, June 2002, and 
December 2004. 
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Table II.2.   Overview of CAHPS Product Lines 

CAHPS product Status 

 
Ambulatory surveys 
 
Ambulatory CAHPS 
--Health plan survey 
--Clinician & group survey 
 
ECHO—the CAHPS survey of behavioral health 
services 
 
People with mobility impairment survey  
 
American Indian survey 

 
 
 
Version 3.0 of health plan survey available.  Version 
4.0 of health plan, and clinician & group survey 
instruments in development. 
 
Version 3.0 available 
 
 
In development. 
 
In development. 

 
Facility surveys 
 
Hospital CAHPS 
 
InCenter hemodialysis survey 
 
Nursing home survey 

 
 
 
Pending approval. 
 
Field testing. 
 
In development. 

�
Source: CAHPS Survey Users Network web site (www.cahps-sun.org) 
�
�
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