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MEMBER EXPERIENCE: RESULTS OF
OUR MEMBER SATISFACTION SURVEY

MMM Medicare and Much More has completed its
annual Member Satisfaction Survey. Conducted
between February and May of this year, the
CAHPS® (Consumer Assessment of Healthcare
Provider and Systems) survey captures our
members’ experience this benefit year with
MMM and its provider network. Of the 800
surveys mailed, 155 surveys were completed
by members, demonstrating a 19% response
rate. The plan is developing various strategies
to increase the response rate for the next
CAHPS survey administration period. The table
summarizes some key rating areas:

Rating Area

Combined
Rate

Rating of Health Plan

90%

Rating of Drug Plan

87%

Getting Appointments and Care Quickly

76%

Customer Service

84%

Care Coordination

89%

Opportunities for improvement will be focused
on increasing the response rate by promoting
survey awareness in providers as well
as members.

HEALTH CARE QUALITY MEASUREMENT:
OUR HEDI’S OUTCOMES
MMM Medicare and Much More has reported final
Stars® 2022 rates. All rates have been impacted
by your ability to take care of our members
and the provision of medical records for the
HEDIS Project. Although there is always room
for improvement, MMM wants to recognize your
effort and continue working with you to increase
to a 5-Star rate. The table below summarizes
some of our outcomes in the HEDIS
Star Measures:
Measures

MMM Stars
2022 Rates

Statin Therapy for Patients with

83%

Cardiovascular Disease (SPC)

90%

COA – Medication Review

89%

COA – Pain Assessment

68%

Controlling High Blood Pressure (CBP)

61%

Diabetes Care – HgbA1c <=9%

97%

Diabetes Care - Nephropathy

59%

Diabetes Care – Eye Exam

63%

Colorectal Cancer Screening (COL)
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We appreciate your partnership in delivering highquality healthcare to our members, your patients.
You can help us in continuing to improve our rates
by ensuring your patients receive preventive care
and monitoring in accordance with our clinical
guidelines and medical best practices.
You can access and download your Quality
Improvement Monthly Statement (QIMS) on
InnovaMD. Your QIMS gives you insight into your
performance on specific measures and member
level gap in care details. If you have any questions
about your QIMS or need assistance accessing
InnovaMD, please contact your Provider Services
Representative.

We appreciate your partnership
in delivering high-quality healthcare
to our members, your patients.

PROVIDER SATISFACTION
SURVEY 2021
MMM of Florida conducted a Provider
Satisfaction Survey between June and July
2021 to determine how you as providers feel
about your experience with our health plan.
The survey was sent to all our PCPs and some
high-volume specialists, and you were overall
very satisfied with MMM of Florida.
Here are the findings:

QUALITY STARTS WITH YOU:
BE PROUD OF THE JOB YOU DO!
At MMM of Florida, we want to make sure
that providers are aware of the importance
of Quality Stars. Your interaction with our
members is sometimes the only opportunity
we have to reach them. We must ensure that all
their service needs are met.
Did you know that every year members receive a
survey called CAHPS (Consumer Assessment
of Healthcare Providers and System)? This
survey rates not only the health and prescription
plan, but also patient experience and care
coordination with their providers.
Below are some tips to improve CAHPS Scores
and ensure that the member’s experience is a
great one:
•

Make sure you have open appointments to
take care of your patients’ needs.

•

Communicate in a way that patients
understand what they must do to continue
care at home.

•

Ensure your office staff is always helpful,
courteous, and respectful to your patients.

•

Coordinate your patients’ care with
specialists and labs.

•

Teach your patient self-care.

•

Help your patients participate in their
health decision-making process.

Operational
Areas

Good to
Excellent

No
Experience

75%
73%
67%
73%
70%
63%

10%
26%
25%
25%
28%
38%

Provider Relations
Customer Service
Contracted Specialists
Ancillary Network
UM/Authorization
Dx & Case Management

Your feedback helps us identify areas we can
work to improve. We will continue to evaluate
and develop our specialty and ancillary
networks. Our Provider Relations Team will
continue to gather and address your concerns
and recommendations.
Thank you for taking the time to give us this
valuable feedback.

YOUR RECOMMENDATION MAKES
A DIFFERENCE FOR THE FLU AND
COVID-19 VACCINE
A strong recommendation from you as a
healthcare professional can still make a
difference for a patient to get a Flu vaccine,
a COVID-19 vaccine or a booster shot. After
your recommendation, you may follow-up to
ensure the member received the vaccine, and
if not, address any concern the patient may
have and reiterate your recommendation.
Now, most vaccination sites do not require
appointments. MMM of Florida is currently
recommending members get their vaccines
at their primary care office or participating
pharmacies, such as:

CAHPS Scores provide tremendous guidance
on improvement opportunities for the practice
as well as for the plan. Let us make sure we
utilize this resource to better patient care and
make their experience a memorable one.
MMM of Florida wishes you a great holiday
season and we look forward to working
together in 2022.
If you have any questions regarding CAHPS or
want a Missing Services Report for your practice
to conduct outreach to members, please
contact your Contract Executive directly.
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A prescription is not needed. The member
must carry their Member ID card. Per the
Centers for Disease and Control Prevention,
the COVID-19 and Flu vaccine can be
administered at the same visit.

