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Opportunities to
Better Serve
Patients
The annual Consumer Assessment of
Healthcare Providers and Systems
(CAHPS®) survey gathers feedback
about a patient’s experience with
his/her health plan and health
care providers. This insight is
used to learn more about
opportunities to better serve
patients and improve their health
and quality of life.
Take a look inside this newsletter to
learn more about the survey and get
useful tips to make the most out of
every office visit.

Look Inside
• Understanding Patient
Satisfaction Reporting
• Tracking Newly Prescribed
ADHD Medication
• 9 Tips to Help Improve the
Patient Experience
• Meet Your Advocates
• Member Incentive to Complete
Prenatal Care
• Bonus! New OB and Flu Shot
Incentives for Providers

Understanding Patient
Satisfaction Reporting
How does CAHPS work?
From February through June, CAHPS surveys are
sent to a random sample of health plan members.
Participation is voluntary. The surveys are administered
by vendors certified by the National Committee
for Quality Assurance (NCQA) and the Centers for
Medicare & Medicaid Services (CMS).
What is the value of the CAHPS survey?
We use the survey results to work with our providers
and partners to help drive quality improvements and
enhance the patient experience.
CAHPS questions specifically tied to a patient’s
experience with his/her care provider are:
1. Have you had a flu shot?
2. How would you rate your ease and timeliness of:
a. Getting appointments with specialists?
b. Getting the care, tests or treatment you needed?
3. How often have you:
a. Gotten urgent care as soon as needed?
b. Gotten appointments at your doctor’s office?
c. Been seen within 15 minutes of your
appointment time?
4. Has your personal doctor or doctor’s office:
a. Managed your care among different providers
and services to your satisfaction?
5. On a scale from 0 to 10, how would you rate your:
a. Overall health care?
b. Personal doctor?
c. Specialist seen most often?

Tracking Newly
Prescribed ADHD
Medication
We’re required to track Healthcare Effectiveness Data
and Information Set (HEDIS) measures to ensure our
members are receiving appropriate care.
One measure we track is the percentage of children
newly prescribed attention-deficit/hyperactivity
disorder (ADHD) medication who had at least three
follow-up care visits within a 10-month period, one
of which was within 30 days of when the first ADHD
medication was dispensed.
The rates are reported in two phases. You should have
received a letter about these measures.
If you have questions, please contact Angela
Bredenkamp at 702-240-8730.

9 Tips to Help
Improve the Patient
Experience
1. Make a personal connection. Smile
at your patients and ask engaging
questions like “How are you doing?”
2. Fight the flu. Ask them if they’ve gotten
their flu vaccine. If they haven’t, explain
the benefits and work on a plan to help
them get it.
3. Make it easy. Consider extending
office hours and providing multiple
services during a single visit. Verify their
contact information and submit prior
authorizations when they’re in your office,
if possible.
4. Pick the right care provider. Connect
your patients with the best care provider
for their needs at that time, whether it’s a
doctor, a nurse or a physician’s assistant.
5. Watch the wait times. Shorten wait
times by limiting the number of sametime appointments. Touch base with
waiting patients and let them know you
haven’t forgotten about them.
6. Be a good host. Greet your patients
when they arrive. Apologize for long
waits, explain the reason for the delay
and offer to reschedule.
7. Get the complete picture. Ask your
patients to sign an authorization form
to get their medical records from other
clinics or care providers. Remind them
to bring in paperwork from specialists,
as well as all medications and
over-the-counter drugs.
8. Explain recommended tests and pass
along results promptly. Thoroughly
explain any recommended tests your
patient needs. Let them know when and
how you’ll share their results. Flag any
follow-up care that’s needed. If there are
any delays in getting the results, let
them know.
9. Go the extra mile. Make an extra effort
to help every patient get the care and
support they need. Greet them warmly,
listen to their questions, provide clear
answers and help them with next steps.
Find out more. Visit cahps.ahrq.gov.

Meet Your Advocates
We have 10 provider advocates serving Nevada. Your advocate is your liaison with the health plan, providing
relevant information and education materials. Advocates can help you register and navigate the online provider
center (@YourService). They can also address issues and answer any claims, contract, referral and prior
authorization questions you may have.

Christina Galan
Northern Nevada

Marti Norris
Northern and
Southern Nevada

Veronica
Ballantine
Southern Nevada

Frances Dela Cruz
Southern Nevada

Elmer Griffin
Southern Nevada

Tamilia Hicks
Southern Nevada

Kim Horvath
Southern Nevada

Nicole Losoya
Southern Nevada

Tammy Potter
Southern Nevada

Charli
Preator-Hillstead
Southern Nevada

Visit myHPNmedicaid.com/provider to learn more about your provider advocates.

Member Incentive
to Complete
Prenatal Care

Bonus! New OB and
Flu Shot Incentives
for Providers

Health Plan of Nevada Medicaid members are
eligible to receive a $50 VISA gift card when
they complete the recommended number of
prenatal care visits throughout their pregnancy.
For more information about this program, call
toll-free 1-844-851-7830, TTY 711.

Health Plan of Nevada Medicaid will pay a bonus
when the following CPT codes are entered:
•

Effective September 1, 2017, you’ll receive a
bonus when CPT Category II Codes 0500F
and 0503F are reported with certain prenatal
and postpartum services for your patients.

•

November 1, 2017 through December 31, 2017,
you’ll receive a bonus when two CPT Codes
90655, 90657, 90661, 90662, 90673, 9068590688 are reported for two influenza (flu)
vaccines by your patients’ second birthday.

You will receive a $25 bonus for each OB code,
and a $25 bonus for the administration of two
influenza vaccines.
Want to learn more? For OB incentives,
call toll-free 1-844-851-7830. For flu shot
incentives, call 702-240-8830.

Member Services Department
Health Plan of Nevada Medicaid/
Nevada Check Up.............................................1-800-962-8074
Business Hours:
Mon.– Fri., 8 a.m. – 5 p.m.

Pharmacy Services
Pharmacy....................................................................1-800-443-8197
Fax Toll-Free.............................................................1-800-997-9672
Business Hours:
Mon.– Fri., 8 a.m. – 5 p.m.

Provider Services
Toll-Free.........................................................................1-800-745-7065
Business Hours:
Mon.– Fri., 8 a.m. – 5 p.m.

Prior Authorization
Toll-Free.........................................................................1-800-288-2264
Fax Toll-Free.............................................................1-800-282-8845
Business Hours:
Mon.– Fri., 8 a.m. – 5 p.m.
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