
How to improve the patient experience 

Ensure all office staff are 
courteous and empathetic.

Ensure patients do not 
feel rushed — address 
all concerns.

Ensure continuity.

Respect cultural 
differences and beliefs.

Provide a clear explanation of 
treatment and procedures.

Demonstrate 
active listening.

Understand the member experience 
and Health Outcomes Surveys.1
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Health Outcomes Survey

Healthy Blue + MedicareSM (HMO-POS D-SNP)

https://www.bluecrossnc.com/providers/networks-programs/blue-medicare/healthy-blue-medicare 

Blue Cross and Blue Shield of North Carolina Senior Health, DBA Blue Cross and Blue Shield of North Carolina, is an 
HMO-POS D-SNP plan with a Medicare contract and a NC State Medicaid Agency Contract (SMAC). Enrollment in 
Blue Cross and Blue Shield of North Carolina Senior Health depends upon contract renewal. ®, SM are marks of the 
Blue Cross Blue Shield Association, an association of independent Blue Cross and Blue Shield plans. All other marks 
and names are property of their respective owners. Blue Cross and Blue Shield of North Carolina is an independent 
licensee of the Blue Cross Blue Shield Association.

The Centers for Medicare & Medicaid Services (CMS) Health Outcomes Survey (HOS) gathers patient-reported 
health outcomes from members enrolled in Medicare Advantage plans to support quality improvement activities 
and improve the overall health of members. Increased awareness of all HOS measures can help guide provider 
interactions with their patients and positively impact HOS results. Three of the HOS measures are included in the 
Medicare Part C Star Ratings. The HOS affects 3% of a plan’s Star Rating.

For more information, visit 
https://hosonline.org.

https://hosonline.org

