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Overview 
• CalPERS annually conducts the Health Plan Member survey to 

assess members’ satisfaction with their health plan using a 
modified version of the Consumer Assessment of Healthcare 
Providers and Systems (CAHPS) Survey.  
 

• 17,600 members were surveyed from 16 health plans. CalPERS 
received 8,262 completed surveys, for an overall response rate of 
47%.  
 

• The 2013 Health Plan Member Survey included 57 questions in 
areas such as Overall Rating of Health Plan, Health Plan Value, 
Personal Doctors and Specialists, Access to Routine or Specialist 
Care, Access to Urgent and Emergency Care, Pharmacy Services, 
and Customer Service.  
 



Overall Rating of Basic and Medicare 
Health Plans 

Percentage of members in each plan who rated their health plan an 8, 9, or 10 on 
a 10-point scale.  

 



Personal Doctor Ratings 

Percentage of members in each plan who rated their personal doctor an 8, 9, 
or 10 on a 10-point scale.  



Specialist Ratings 

Percentage of members in each plan who rated the specialist they saw most often 
an 8, 9, or 10 on a 10-point scale.  
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Ease of Getting Needed Care Ratings 

Percentage of members who responded "usually" or "always" when asked how 
often it was easy to get appointments with specialists.  



Ease of Getting Prescriptions Ratings 

Percentage of members who reported it was "always" easy to get prescriptions. 



Customer Service Ratings 

Percentage of members who stated that their health plan "usually" or "always" 
provided what they needed in the areas of customer service and information.  



Conclusion 

• Overall member ratings of health plans were 
higher for Medicare plans than for the 
corresponding Basic plans. 

 
• Some of the lowest member ratings for both 

Basic and Medicare plans centered around the 
ease of getting prescriptions. 
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