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Overview

The questions and responses in this document have been compiled to assist survey vendor staff in
responding to frequently asked questions (FAQs) related to the Medicare Advantage and
Prescription Drug Plan (MA & PDP) CAHPS Survey. Answers have been provided to general
questions about the survey, concerns about participating in the survey and questions about
completing the survey.

Note: Survey vendors conducting the MA & PDP CAHPS Survey and plans participating in the
survey initiative must NOT attempt to influence or encourage beneficiaries to answer survey
questions in a particular way. Please refer to the “Program Requirements” section of the Quality
Assurance Protocols & Technical Specifications V13.0 for more information on communicating
with beneficiaries about the MA & PDP CAHPS Survey.

Note: Survey vendors should follow their own standard procedures for handling information
provided by a beneficiary either by mail or by phone that may suggest a beneficiary’s health or
well-being is at risk.

> General Questions About the Survey
> Ai thuc hién cudc thim do y kién nay?

T6i 1a nhan vién phong van ciia [SURVEY VENDOR NAME]. [HEALTH OR DRUG
PLAN] da y€u cau t6 chirc ching t61 gitip thyc hién cudc tham do ¥ kién nay nham thu
thap y kién phan hoéi tir nhiing nguoi ghi danh trong chuong trinh bao hiém cua ho.

> Ai tai trg cudc tham do y kién nay?

Cudcthamdoy kién duoc Trung tdm Dich vy Medicare va Medicaid (Centers for Medicare
& Medicaid Services, hoac CMS) tai trg. Co quan li€n bang nay truc thuéc B4 Y té va Dich
vu Nhan sinh (Department of Health and Human Services).

» CMS la co quan gi?

CMS 1a chir viét tat ciia Centers for Medicare & Medicaid Services, hay Trung tim Dich
vu Medicare va Medicaid. Pay 1a co quan lién bang dam trach chuong trinh Medicare va
Medicaid. Co quan lién bang nay truc thuéc Bo Y té va Dich vu Nhan sinh (Department of
Health and Human Services).



Muc dich cua cugc tham do y kién nay la gi?

Muc dich cta cudc tham do y kién nay 1a tim hiéu thém quan diém cta nguoi ghi danh
trong chuong trinh bao hiém vé su cham soc ma ho nhan dugc. Medicare s dung nhiing
dir liéu nay dé cung cip thong tin vé phim chét cia dich vy chim soc sirc khoe ma nhing
nguoi ghi danh trong chuong trinh bao hiém Medicare nhan dugc. Céac khia canh quan
trong cua kinh nghiém ctia quy vi ddi véi dich vu cham soc y té va chuong trinh thudc theo
toa dugc thu thap trong cudc thim do ¥ kién nay.

Dir liéu sé duwogc sir dung nhu the nao?

Dit liéu tir cudc thim do ¥ kién nay s& so sanh kinh nghiém ctia nguoi dung cac dich vu
trong chwong trinh bao hiém strc khoe va thude theo toa. Dit lidu tir cude tham do ¥ kién
nay s& duoc cong bd trong cdm nang Medicare & You (Medicare & Quy vi) ciing nhu trén
trang mang Medicare Plan Finder (Tim chuong trinh Medicare) tai (www.medicare.gov).
Khi tham gia cudc tham do ¥ kién nay, quy vi s& giap Medicare cai thién cac dich vu cham
soc suc khoe cia chuong trinh.

Lam thé nao t6i c6 thé xac dinh dwoc diy 1a mét cudce thim do y kién hop 18?

Qé xac nhan tinh hop 18 cua cudc tham do ¥ kién nay, quy vi c6 thé goi cho Medicare theo
s0 1-800-MEDICARE.

C6 co quan chinh phii nao cho tdi lién lac dé tim hiéu thém vé cudc thim do y kién
nay khéng?

Co, quy vi co thé lién lac véi Trung tam Dich vu Medicare va Medicaid (anters for
Medicare & Medicaid Services, hoic CMS), 1a co quan lién bang’thu(f)c B0 Y té va Dich
vu Nhan sinh (Department of Health and Human Services), theo s6 1-800-MEDICARE.

Tra 101 nhitng ban thim do y kién nay sé mat bao 1au?
Tra 10i cac cau hoi trong ban thim do y kién ctia Medicare mat khoang 10 dén 15 phut.
NOTE: THE NUMBER OF MINUTES WILL DEPEND ON WHETHER THE MA & PDP

CAHPS SURVEY IS INTEGRATED WITH HEALTH OR DRUG PLAN-SPECIFIC
QUESTIONS.

Thim do ¥ kién nay gdm nhirng ciu héi gi?

Céc cau hoi trong ban tham do y kién s& hoi vé kinh nghiém ctia quy vi khi dugc cap dich
vu tir chuong trinh bao hiém suc khoe hodc thuoc theo toa.

Toi c6 nén can nhac viéc dwge kham sirc khée qua dién thoai hodc cudc goi video
khong?

C6. Hay tra 161 mdi cau hoi nghi vé cac 1an ban kham sirc khoe bang cach gip mit truc
tiép, qua dién thoai, hay bang cudc goi video.
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> Toi di giri lai ban tra 161 tham do y kién nay roi.

HO6 so cua chung 61 cho thdy chung t6i chua nhan dugc ban tra 16i thim do y kién nay tu
quy vi, va ho so cta ching t61 dugc cap nhat thuong xuyén. Cau tra loi cua quy vi rt quan
trong, va ching t6i mudn bao dam 1a chiing ti chia sé ¥ kién cta quy vi véi CMS. Ching
t6i thanh that cam on quy vi va xin quy vi gitip chung toi tra 101 ban tham do y kién nay
trén dién thoai ngay bay gio.

> Téi vira tra 10i mdt ban thim do y Kién khac. Téi c6 can tra 16i ban nay khong?

Trung tam Dich vu Medicare va Medicaid (Centers for Medicare & Medicaid Services,
hodac CMS), 1a co quan lién bang truc thuéc B Y té va Dich vu Nhan sinh (Department of
Health and Human Services), thyc hién nhiéu cudc thim do y kién voi nhimg nguoi ghi
danh trong chuong trinh bao hiém Medicare, nhu cudc "Tham do y kién vé két qua cham
soc strc khoe Medicare" (Medicare Health Outcomes Survey) hodc "Tham do y kién vé
kinh nghiém ddi voi chuyén gia y t&" (Provider Experience Survey). C6 thé quy vi da tra
161 mot trong cac ban tham do y kién ctia CMS nay. Pay 13 mot ban tham do y kién khac
va nhiing chi tiét quan trong ctia kinh nghiém cta quy vi di v6i dich vu cham soc strc khoe
va thudc theo toa duoc thu thap qua ban tham do y kién nay. Chung toi thanh that cam on
quy vi va xin quy vi giup chung t6i tra 10i ban tham do y kién nay trén dién thoai ngay bay
gio.

> Téi khong gi6i tiéng [LANGUAGE]. Anh/chj c6 thé giri cho tdi ban thim do ¥ kién
bang tieng [LANGUAGE] dugc khong?

Hién tai, ban Thim do y kién vé kinh nghiém Medicare khong c6 sin bang tiéng
[LANGUAGE]. Chung t6i da ghi lai d& nghi ciia quy vi, va dé nghi nay s& dugc chuyén
to1 Trung tdm Dich vu Medicare va Medicaid (Centers for Medicare & Medicaid Services)
dé xem xét cho cac ban tham do ¥ kién trong twong lai. Thanh that cam on quy vi da danh
thoi gian cho chung toi.

» Concerns About Participating in the Survey

> Tai sao anh/chi goi cho t6i? Tdi khong c6 Medicare. Tdi c6 bao hiém véi [HEALTH
OR DRUG PLAN].

Chuong trinh bao hiém cua quy vi c6 hop dong voi Medicare dé cung cap dich vu cho quy
vi. Céu tra 101 cua quy vi s€ giiip Trung tdm Dich vu Medicare va Medicaid (Centers for
Medicare & Medicaid Services) cai tién pham chét cua sy cham s6c ma cac chuong trinh
bao hiém strc khoe va thude theo toa cung cip cho quy vi. Su tham gia ctia quy vi rit quan
trong.

» Toi co Medicare, va toi khong c6 ghi danh trong chwong trinh bao hiém [HEALTH
OR DRUG PLAN]. T6i khong nghi rang t6i nén tra loi nhitng cau héi nay.

Vui long tra 161 cac cau hdi dua trén kinh nghiém cua quy vi véi Medicare. Cau tra 101 cta
quy vi s€ gitip Trung tam Dich vu Medicare va Medicaid (Centers for Medicare & Medicaid
Services) hiéu dugc pham chit ctia viéc cham soc ma quy vi va nhimg nguoi ghi danh trong
chuong trinh bao hiém Medicare khac nhan duoc. Su tham gia ctia quy vi rat quan trong.
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Téi di dbi chwong trinh bio hiém Medicare ciia minh. Téi khong con & trong chwong
trinh biao hiéem [HEALTH OR DRUG PLAN]. Téi nghi rang toi khong nén tra loi
nhirng cau héi nay.

Néu quy vi da ddi chuong trinh bao hiém Medicare cho nim 2023, vui long tra 16i cac ciu
hoi dua trén kinh nghiém ctia quy vi voi Medicare trong séau thang cudi ciia nam 2022. Cau
tra 101 cua quy vi s€ gitp Trung tdam Dich vu Medicare va Medicaid (Centers for Medicare
& Medicaid Services) hiéu dugc pham chit cua viéc chdm séc ma quy vi va nhitng nguoi
ghi danh trong chwong trinh bao hiém Medicare khac nhan dwogc. Su tham gia ctia quy vi
rat quan trong.

Al sé xem cac cau tra loi caa toi?

Cau tra 101 ctia quy vi s& dugc gitt kin va chi nhan vién dugc ty quyén tai Trung tim Dich
vu Medicare va Medicaid (Centers for Medicare & Medicaid Services) va [SURVEY
VENDOR] dugc xem.

Téi twong 1a cac ludt vé quyén riéng tu di bao vé sy riéng tu cia téi. Lam thé nao
anh/chi c6 dwgc thong tin lién lac va thong tin y te cua toi?

Cudc tham do y kién ma chung t6i1 dang thyc hién tuan theo dﬁy du luat bao vé thong tin
ca nhan, cling dugc goi la HIPAA (Health Insurance Portability and Accountability Act,
hay Dao luat vé Tinh kha chuyén va trach nhiém ctia bao hiém y té). Chung t6i da duoc
Trung tam Dich vu Medicare va Medicaid (Centers for Medicare & Medicaid Services,
hodc CMS) uy quyén thyc hién tham do ¥ kién nay va s& hoan toan giit kin moi thong tin.

Lam thé nao anh/chi c¢6 tén t6i? Téi da dwoc chon tham gia cudc thim do ¥ kién nay
nhu thé nao?

Tén cua quy vi duge chon ngau nhién trong tét‘ ca nhitng nguoi ghi danh trong chuong trinh
bao hiém Medicare trong chuong trinh bao hiém cta quy vi.

Lam the nao anh/chi cé so dién thoai cta t6i?

Medicare cung cip thong tin lién lac t6i tat ca nhitng ngudi ghi danh trong chuong trinh
bao hiém duoc lya chon ngau nhién.

Téi khong tham gia cudc thim do ¥ kién.

T6i hiéu. Tuy nhién, toi hy vong quy vi suy nghi lai viéc tham gia. D4y 1a nghién ctru rat
quan trong cho [HEALTH OR DRUG PLAN]. Két quéa cua ban tham do ¥ kién s& gitp
Medicare hiéu dugc pham chat ciia dich vu chiam soc sitc khoe va thude theo toa ma quy
vi dang dugc cap.

To6i khong quan tam.
[HEALTH OR DRUG PLAN] thuc sy can sy gitip d& ctia quy vi. Su tham gia cua quy vi

s& gitp cai thién cac dich vu cham séc sirc khoe va thude theo toa cho nhimng nguoi ghi
danh trong chuong trinh bao hiém khac.



Téi rat ban. Téi khong thit su c6 thoi gio.

Thot gio cua quy vi la quy bau. Day la ban tham do y kién rét quan trong, va toi that su
biét on su gitp d& cua quy vi hom nay. Cu¢c phong van s& mét khoang 10-15 phut. Tdi c6
thé lay hen cho budi phong van thim do y kién vao luc khac thuan tién hon cho quy vi.

Anh/chi da goi dién thoai cim tay cua toi. Anh/chj co thé goi lai sau [ENROLLEE
SPECIFY] dé cudc goi nay khong ton phut cia t6i duwgc khong?

Vang, chiing t6i c6 thé goi lai lic [ENROLLEE SPECIFY].

[IF THE CALL BACK CANNOT BE MADE AT THE ENROLLEE’S SPECIFIED TIME]
Set a future date and time for the telephone interview.

To6i khong muon tra 161 nhiéu cau héi vé ca nhan.

T6i théng cam cho su lo ling cua quy vi. Pay 1a ban tham do y klen rit quan trong. Neu co
cau hoi nao lam phlen quy vi, xin vui long chi can noi véi toi rang quy vi khong mudn tra
101 cau d6 1a t6i s& tiép tuc hoi qua cau ké tiép. Hay 1a ching ta hiy bat ddu, va quy vi s&
thiy cac cau hoi nhu thé nao?

Toi rat bt binh véi [HEALTH OR DRUG PLAN], va khong nghi ring toi nén giap
ho tra 16i ban tham do y kién nay.

T6i xin 18i khi biét ring quy vi bat binh. Viéc tham gia clia quy vi vao ban thim do ¥ kién
nay s€ gip chuong trinh bao hiém suc khoe hodc thude theo toa hiéu xem can cai thién
nhirng gi.

T6i c6 phai hoan tit ban thim do y kién nay khong?

Viéc tham gia cua quy vi la tu nguyén. Quy vi s€ khong bi phat néu khong tham gia. Xin
vui 1ong hiéu rang ddy 14 ban thim do y kién rit quan trong, va cau tra 1oi cta quy Vi s&
gitip chiing toi cai thién pham chat cua dich vu [HEALTH OR DRUG PLAN] cung cap va

cling s€ gitip nhiing hoi vién khac quyét dinh chin chin khi ho chon chwong trinh bao hiém
strc khoe hodc thude theo toa.

T6i c6 nhin thw rac khong néu tbi tra 16i ban thim do ¥ kién nay?

Khéng, quy vi s& khong nhan duoc thu rac vi tham gia tra 16i ban tham do ¥ kién nay. Tén,
s0 dién thoai va dia chi dugc gitr rat kin ddo va chi dugc st dung cho muc dich cua ban
tham do y kién nay.

T6i khong mudn ai dén nha toi.

Khong ai s& dén nha quy vi. Cudc tham do ¥ kién nay thu thap thong tin qua thu tin hodc
phong van qua dién thoai.



» Toi 6 trong Danh sdach khong dwoc goi. Anh/chi khong nén goi cho toi.
Danh sach khong duwoc goi cam cac cudc goi ban hang va tiép thi. Chung t6i khong béan gi
va chung t61 khong xin tién. Chung t61 1a mdt cong ty nghién ctru khao sat. Trung tam Dich
vu Medicare va Medicaid (Centers for Medicare & Medicaid Services) dd yéu cau ching
to1 gitp thuc hién cude tham do y kién nay.

» Téi khong muon mua gi ca.

Chung t61 khong ban gi. Ching toi mudn hoi quy vi vai cau vé su cham soc y té va dich vu
dugc cung cap boi [HEALTH OR DRUG PLAN].

> @ Téi rat hiém khi bi 6m. Téi khong nghi ring anh/chi muon néi chuyén véi téi.

Tt ca nhitng ngudi duge chon cho cude tham do ¥ kién nay déu cung cép thong tin rat
quan trong ma s€ giup cai thién dich vu cham soc suc khde va thudéc men.

> Céc ciu tra 10i ciia tdi c6 anh huong dén bac si ciia téi khong?
Béc si clia quy vi s& khong thy cau tra 16i thim do ¥ kién ciia quy vi.

» Téi chua sir dung chwong trinh [HEALTH OR DRUG PLAN)]. Toi ¢6 nén tra 1oi
nhirng cau héi nay khong?

Co, ngay ca khi quy vi chua sir dung dich vu cham séc stc khéde hodc thudc theo toa nao
cua chuong trinh ctia quy vi, thong tin nao quy vi c6 thé cung cap cling déu rat hiru ich.

> Téi c6 bao hiém danh cho cuu chién binh (VA). Téi khong nghi cudc thim do y kién
nay ap dung cho téi.

Dt quy vi ¢6 bao hiém danh cho cyu chién binh (VA), ho so ctia CMS cho biét quy vi ciing
da ghi danh vao chuong trinh (HEALTH PLAN). Ngay ca khi quy vi khong st dung
chuong trinh bao hiém strc khoe nay, thong tin quy vi cung cap qua ban tra 161 tham do y
kién s& cung cip cho CMS thong tin quan trong dé dam bao chat lugng chiam soc cho nhiing
nguoi c6 Medicare.

> Questions About Completing the Survey
» Tai ghi tén va dia chi cia t6i & dau trén ban ciu héi?
Xin dimg ghi tén hodc dia chi ctia quy vi vao ban cau hoi. Mdi ban tham do ¥ kién di duoc

an dinh mot s6 nhan dang cho phép chung t6i theo ddi ngudi ghi danh nao da giri tra lai
ban cau hoéi da duogc tra 101 day du.



» Survey Vendor receives an inbound call prior to the start of the inbound CATI
component of survey administration such as the following:

T6i c6 nhgn dwgc mt Il thw cho biét ring t6i sé nhdn mét bin tham do y kién qua
duong buu dién. Toi co thé trd loi tham do y kién ngay bdy gio trong luc chung ta dang
noi chuyén qua dién thoai khong?

Chung ta khong thé hoan tit ban thim do ¥ kién trén dién thoai vao luc nay. Sau khi quy
vi nhan ban tham do ¥ kién qua buu dién, quy vi co6 thé goi lai dé hoan tit ban tham do y
kién trén dién thoai. Néu quy vi khong giri tra ban tham do ¥ kién da dugc hoan tat, ching
to1 s€ goi di¢n thoai cho quy vi vao mot ngay sau do.

» AFTER SECOND SURVEY MAILING: Anh/chj co thé giri cho tdi ban thim do y
kién khac khong?

Xin 16i chung t6i khong thé giri ban tham do y kién khac vao lic nay. Cau tra 101 cua quy
vi 1a rat quan trong va chung toi mudn bao dam la s€ chia s¢ y kién ctia quy vi v6i CMS.
Chung t6i xin cam ta néu quy vi co thé hoan tat ban tham do y kién bay gio trén dién thoai.

> To6i khong thé tw hoan tit ban thim do y kién nay. Téi cé thé nho ginp toi
dwgc khong?

Néu quy vi nghi ring minh khong thé tir tra 161 hét ban tham do ¥ kién, mot “ngudi dai
dién” (nguoi than can) c6 thé hoan tit ban tham do ¥ kién thay cho quy vi. “Nguoti dai
dién” noi chung l1a nguoi than trong gia dinh hodc ho hang, nhung ciing c6 thé 1a nguoi
cham soc hodc ban than. Ngudi nay phai 1a ngudi biét quy vi rat rd va c6 thé tra 101 céc cau
hoi lién quan dén cham soc strc khoe mot cach chinh xac thay mat cho quy vi, néu quy vi
cho phép.

CONDUCTING A PROXY INTERVIEW

While enrollees are encouraged to respond directly to the survey, not all elderly or disabled
respondents are able to do so. In such cases, proxy responses are acceptable. A family
member or other proxy may complete the survey for the enrollees. The interviewer must
obtain the enrollees’s permission to have a proxy respondent assist him/her. If the interviewer
is unable to speak to the enrollees directly in order to obtain permission and identify a proxy
respondent, do not proceed with the interview.

» Khong cé phin nao trong ban tham do y !(ién gri qua dwong buu dién cho phép toi
ghi y kién cua toi vé chwong trinh biao hiém sitrc khoe. Toi cé thé cho anh/chi biét y
kién cuia toi duwgc khong?

Rt tiéc 1a hé thdng cua chung t6i khong duoc thiét lap dé ghi nhan y kién vé chuong trinh
bao hiém sirc khoe. Néu quy vi c6 thém y kién gi vé chuong trinh bao hiém sirc khoe cua
quy vi, xin goi 1-800-MEDICARE va n6i chuyén vdi nhan vién dai di¢n.
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	Tất cả những người được chọn cho cuộc thăm dò ý kiến này đều cung cấp thông tin rất quan trọng mà sẽ giúp cải thiện dịch vụ chăm sóc sức khỏe và thuốc men.
	 Các câu trả lời của tôi có ảnh hưởng đến bác sĩ của tôi không?
	Bác sĩ của quý vị sẽ không thấy câu trả lời thăm dò ý kiến của quý vị.
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