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Consumer Assessment of  Healthcare 
Providers and Systems (CAHPS®)

Included in this document, you will find the Consumer Assessment of Healthcare Providers and 

Systems (CAHPS) measures, which are part of The Centers for Medicare and Medicaid Services’ 

(CMS) Stars Performance Program. 

CAHPS is an Agency for Healthcare Research and Quality (AHRQ) program that began in 1995. The 

CAHPS survey asks Medicare, Medicaid and commercial health plan members to rate their satisfaction 

with their healthcare providers (primary care and specialists), their health and prescription drug plans 

as well as their experience with their health plan’s customer service. CAHPS survey questions are 

used to improve quality of care and to evaluate and compare healthcare providers and health plans. 

CAHPS survey data is submitted yearly to the National Committee for Quality Assurance (NCQA) and 

the results are used by CMS to assign IU Health Plans its Star rating. 

Although there are nearly 58 CAHPS survey questions, only 36 of these are included in health plans’ 

Star ratings. Questions fall into one of the following nine categories—each with an assigned ‘weight.’

Annual flu vaccine – 1 weight measure

Care coordination – 4 weight measure

Customer service – 4 weight measure

Getting appointments and care quickly – 4 weight measure

Getting needed care – 4 weight measure

Rating of healthcare – 4 weight measure

Rating of health plan – 4 weight measure

Rating of drug plan – 4 weight measure

The CAHPS survey questions are listed on the following pages. 
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Your healthcare in the last six months

1. In the last six months, did you have an illness, injury or condition that needed care right away in a 
clinic, emergency room or doctor’s office?

 o Yes

 o No (If ‘No,’ go to question 5)

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

 o Never

 o Sometimes

 o Usually

 o Always

3. In the last six months, did you make any appointments for a check-up or routine care at a doctor’s 
office or clinic? 

 o Yes

 o No (If ‘No,’ go to question 7)

4. In the last six months, how often did you get an appointment for a check-up or routine care as 
soon as you needed? 

 o Never

 o Sometimes

 o Usually

 o Always

5. In the last six months, not counting the times you went to an emergency room, how many times did 
you go to a doctor’s office or clinic to get healthcare for yourself? 

 o None (If ‘None,’ go to the next section, ‘Your personal doctor,’ on page 4)

 o One time

 o Two to four times

 o Five to nine times

 o Ten or more times

H

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Your healthcare in the last six months, continued

6. Wait time includes time spent in the waiting room and exam room. In the last six months, how often 
did you see the person you came to see within 15 minutes of your appointment time? 

 o Never

 o Sometimes

 o Usually

 o Always

7. Using any number from 0 to 10, where 0 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 six months?  

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

 o Never

 o Sometimes

 o Usually

 o Always

H

Worst healthcare
possible

Best healthcare 
possible

H

H

 1            2            3            4            5            6            7            8            9           10

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Your personal doctor

1. A personal doctor is the one you would see if you need a check-up, want advice about a health 
problem or get sick or hurt. Do you have a personal doctor?  

 o Yes

 o No (If ‘No,’ go to the next section, ‘Getting healthcare from specialists,’ on page 7)

2. In the last six months, how many times did you visit your personal doctor or get care for yourself?

 o None (If ‘None,’ go to the next section, ‘Getting healthcare from specialists,’ on page 7)

 o One time

 o Two to four times

 o Five to nine times

 o Ten or more times

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

 o Never

 o Sometimes

 o Usually

 o Always

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

 o Never

 o Sometimes

 o Usually

 o Always

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

 o Never

 o Sometimes

 o Usually

 o Always

H

H

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Your personal doctor, continued

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

 o Never

 o Sometimes

 o Usually

 o Always

7. 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?   

8. In the last six months, when you visited your personal doctor for a scheduled appointment, how 
often did he or she have your medical records or other information about your care?     

 o Never

 o Sometimes

 o Usually

 o Always

9. In the last six months, did your personal doctor order a blood test, X-ray or other test for you? 

 o Yes

 o No (If ‘No,’ go to question 12)

10. In the last six months, when your personal doctor ordered a blood test, X-ray or other test for you, 
how often did someone from your personal doctor’s office follow up to give you those results?     

 o Never (If ‘Never,’ go to question 12)

 o Sometimes

 o Usually

 o Always

Worst personal 
doctor possible

Best personal 
doctor possible

H

H

 1            2            3            4            5            6            7            8            9           10

H Indicates that the results of the question are calculated into the IU Health Plans Star rating

H
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Your personal doctor, continued

11. In the last six months, when your personal doctor ordered a blood test, X-ray or other test for you, 
how often did you get those results as soon as you needed them?  

 o Never
 o Sometimes
 o Usually
 o Always

12. In the last six months, did you take any prescription medicine?   

 o Yes   
 o No    

13. In the last six months, how often did you and your personal doctor talk about all the prescription 
medicines you were taking?     

 o Never
 o Sometimes
 o Usually
 o Always

14. In the last six months, did you get care from more than one kind of healthcare provider or use 
more than one kind of healthcare service?   

 o Yes   
 o No (If ‘No,’ go to the next section, ‘Getting healthcare from specialists,’ on page 7)

15. In the last six months, did you need help from anyone in your personal doctor’s office to manage 
your care among these different providers and services?       

 o Yes   
 o No (If ‘No,’ go to the next section, ‘Getting healthcare from specialists,’ on page 7)

16. In the last six months, did you get the help you needed from your personal doctor’s office to 
manage your care among these different providers and services?         

 o Yes, definitely
 o Yes, somewhat
 o No

H

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating

H
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Getting healthcare from specialists

1. Specialists are doctors like surgeons, heart doctors, allergy doctors, skin doctors and other doctors 
who specialize in one area of healthcare. Is your personal doctor a specialist?   

 o Yes (if yes, please include your personal doctor as you answer the following questions  
 about specialists)

 o No

 o I do not have a personal doctor

2. In the last six months, did you make any appointments to see a specialist?    

 o Yes

 o No (If ‘No,’ go to the next section, ‘Your health plan,’ on page 9)

 o Someone else made my specialist appointment for me    

3. In the last six months, how often did you get an appointment to see a specialist as soon as you 
needed?       

 o Never

 o Sometimes

 o Usually

 o Always

4. How many specialists have you seen in the last six months?   

 o None (If ‘No,’ go to the next section, ‘Your health plan,’ on page 9)

 o One specialist

 o Two specialists

 o Three specialists

 o Four specialists 

 o Five or more specialists

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Getting healthcare from specialists, continued

5. We want to know your rating of the specialist you saw most often in the last six months. 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? 

6. In the last six months, how often did your personal doctor seem informed and up to date about  
the care you got from specialists?     

 o Never

 o Sometimes

 o Usually

 o Always 

 o I do not have a personal doctor

 o I did not visit my personal doctor in the last six months

 o My personal doctor is a specialist     

 

Worst 
specialist 
possible

Best 
specialist 
possible

H

 1            2            3            4            5            6            7            8            9           10

H Indicates that the results of the question are calculated into the IU Health Plans Star rating

H
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Your health plan

1. In the last six months, did you get information or help from your health plan’s customer service? 

 o Yes

 o No (If ‘No,’ go to question 4)  

2. In the last six months, how often did your health plan’s customer service give you the information or 
help you needed?      

 o Never

 o Sometimes

 o Usually

 o Always

3. In the last six months, how often did your health plan’s customer service staff treat you with 
courtesy and respect?        

 o Never

 o Sometimes

 o Usually

 o Always

4. In the last six months, did your health plan give you any forms to fill out?  

 o Yes

 o No (If ‘No,’ go to question 6)

5. In the last six months, how often were the forms from your health plan easy to fill out?          

 o Never

 o Sometimes

 o Usually

 o Always    

 

H

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Your health plan, continued

6. 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?

7. A copay is the amount of money you pay at the time of a visit to a doctor’s office or clinic. In the last 
six months, did your health plan offer to lower the amount of your copay because you have a health 
condition (like high blood pressure)?           

 o Yes

 o No

 o I am not sure

 o I do not have a copay

 o I do not have a health condition

 o I was offered a lower copay for another reason     

8. Your health plan benefits are the types of healthcare and services you can get under the plan. In the 
last six months, did your health plan offer you extra benefits because you have a health condition 
(like high blood pressure)?             

 o Yes

 o No

 o I am not sure

 o I do not have a health condition

 o I was offered extra benefits for another reason                  

Worst 
health plan 
possible

Best 
health plan 
possible

H

 1            2            3            4            5            6            7            8            9           10

H Indicates that the results of the question are calculated into the IU Health Plans Star rating

H
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Your prescription drug plan

1. In the last six months, did anyone from a doctor’s office, pharmacy or your prescription drug plan 
contact you:

 a. To make sure you filled or refilled a prescription? 

  o Yes

  o No

 b. To make sure you were taking medicine as directed?

  o Yes

  o No      

2. In the last six months, how often was it easy to use your prescription drug plan to get the medicines 
your doctor prescribed?       

 o Never

 o Sometimes

 o Usually

 o Always

 o I did not use my prescription drug plan to get any medicines in the last six months 

3. In the last six months, did you ever use your prescription drug plan to fill a prescription at your local 
pharmacy?      

 o Yes

 o No  

4. In the last six months, how often was it easy to use your prescription drug plan to fill a prescription 
at your local pharmacy? 

 o Never

 o Sometimes

 o Usually

 o Always

 o I did not use my prescription drug plan to fill a prescription at my local pharmacy in the last  
   six months

H

H

H Indicates that the results of the question are calculated into the IU Health Plans Star rating
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Your prescription drug plan, continued

5. In the last six months, did you ever use your prescription drug plan to fill a prescription by mail? 

 o Yes

 o No (If ‘No,’ go to question 7)

 o I am not sure if my drug plan offers prescriptions by mail (Go to question 7) 

6. In the last six months, how often was it easy to use your prescription drug plan to fill a prescription 
by mail?      

 o Never

 o Sometimes

 o Usually

 o Always

 o I did not use my prescription drug plan to fill a prescription by mail in the last six months

 o I am not sure if my drug plan offers prescriptions by mail 

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

H

H

Worst 
prescription 
drug plan 
possible

Best 
prescription 
drug plan 
possible

 1            2            3            4            5            6            7            8            9           10

H Indicates that the results of the question are calculated into the IU Health Plans Star rating

H
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About you

1. In general, how would you rate your overall health?

 o Excellent

 o Very good

 o Good

 o Fair

 o Poor   

2. In general, how would you rate your overall mental or emotional health?   

 o Excellent

 o Very good

 o Good

 o Fair

 o Poor  

3. In the last six months, did you spend one or more nights in a hospital?      

 o Yes

 o No  

4. In the last six months, did you delay or not fill a prescription because you felt you could not afford it?  

 o Yes

 o No  

 o My doctor did not prescribe any medicines for me in the last six months

5. In the last six months, did you receive any mail order medicines that you did not request?   

 o Yes

 o No  

 o Don’t know
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About you, continued

6. Has a doctor ever told you that you had any of the following conditions? 

 o Yes  o No  A heart attack 

 o Yes  o No  Angina or coronary heart disease 

 o Yes  o No  Hypertension or high blood pressure 

 o Yes  o No  Cancer, other than skin cancer 

 o Yes  o No  Emphysema, asthma or COPD (chronic obstructive pulmonary disease) 

 o Yes  o No  Any kind of diabetes or high blood sugar 

7. Do you have serious difficulty walking or climbing stairs?   

 o Yes

 o No 

8. Do you have difficulty dressing or bathing?     

 o Yes

 o No  

9. Because of a physical, mental or emotional condition, do you have difficulty doing errands alone 
such as visiting a doctor’s office or shopping? 

 o Yes

 o No

10. Have you had a flu shot since July 1, 2021?   

 o Yes

 o No  

 o Don’t know

11. Have you ever had one or more pneumonia shots? Two shots are usually given in a person’s 
lifetime and these are different from a flu shot. It is also called the pneumococcal vaccine.   

 o Yes

 o No  

 o Don’t know
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About you, continued

12. Do you now smoke cigarettes or use tobacco every day, some days, or not at all?    

 o Every day

 o Some days

 o Not at all  (If ‘Not at all,’ then you’re finished with the survey) 

 o Don’t know (If ‘Don’t know,’ then you’re finished with the survey)

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

 o Never

 o Sometimes

 o Usually

 o Always

 o I had no visits in the last six months
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