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Background

• Underserved populations are historically harder to reach and to 
retain in health survey research 

• Obtaining interviews with these populations often requires tailored 
outreach and gaining cooperation techniques and additional effort 

• Fall 2023 Field Test on MCBS: assess the utility and effectiveness of 
tailored outreach efforts to complete more interviews with 
underserved populations 
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Enhanced Outreach to Underserved Populations
Goal: increase participation by beneficiaries of color, particularly Hispanic, Black, or Asian 
beneficiaries in the MCBS

Fall 2023 data collection: July 17- Dec 31, 2023

Planned activities included:
1. Training in cultural responsiveness 
2. Respondent materials / Targeted priority mailings
3. Focus on in-person outreach / Dedicated travel to under-staffed areas
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1. Training in Cultural Responsiveness
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Example Interviewer Training Material







General & In-Person Interviewing Tips 

Regardless of their age, do not approach respondents with any expectation of 
physical or mental impairment. Instead, pay attention to the specific needs of 
the respondent and be prepared to adjust interviewing techniques accordingly. 
We discuss strategies for doing so in this memo. 

Example from Field Memo #4: Tips for Interviewing Older Adults
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Example Interviewer Training Material

Memo item shared 
instructions for 
adding cultural and 
religious holidays to 
Outlook calendars to 
aid in planning 
outreach.
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2. Respondent Materials / Targeted Reminder Mailings
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3. Focus On In-Person Outreach

■ All cases flagged as Black, Hispanic, or Asian were recommended for in-person outreach 

■ Over 80% of these cases received at least one in-person contact attempt. 

Assists in locating beneficiaries Ability to convert refusals on the spot 

Removes digital divide Easier to overcome language barriers
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Using Google Translate in the Field
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Results

Survey response increased for all groups of 
interest in Fall 2023, yielding higher sample 
sizes.

■ +10 percentage points for Black 
beneficiaries

■ +11 percentage points for Hispanic

■ +11 percentage points for Asian 
beneficiaries

■ +10 percentage points overall for all 
beneficiaries of color
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Fall Round All Combined 
Minority

Non-Minority Black Asian Hispanic

2019 (R85) 55.13% 54.37% 55.36% 59.81% 39.33% 52.91%

2020 (R88) 41.61% 39.38% 42.32% 44.17% 29.54% 37.61%

2021 (R91) 38.01% 35.98% 38.66% 38.42% 24.64% 36.94%

2022 (R94) 38.23% 37.57% 38.45% 41.67% 23.25% 37.56%

2023 (R97) 45.02% 48.37% 43.85% 52.06% 33.54% 48.93%

2023/R97 response 
compared to all in-
person (2019)

-10.11% -6.00% -11.51% -7.75% -5.79% -3.98%

Response rates over time
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Priority mailings and travel to specific areas increased 
participation
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Feedback from Interviewers and Respondents

I was invited to complete an [interview] into the home of a married couple 
who had been selected together in a two-respondent household. Their 
daughter was visiting and happy to Proxy for her non-English speaking 

parents. However, she wasn't knowledgeable about their insurance.
She called her brother, the homeowner, to ask him. He got on the 

phone with me, and despite his surprise and some concern that I was in his 
home, he was able to recall the mailing and willingly provided the 

insurance information. I gave him a little more background on the MCBS, 
and he then continued to assist for the entire interview, as he was more up 

to date on his parents' care than his sister was.

The interview provided me tremendous empathy for 
people who live… within multi-generational 

households. I was welcomed by entire household, after 
numerous visits and phone calls. I was even offered 

breakfast. With little space to conduct the interview; I 
sat on the couch with tablet in left hand, laptop on lap 
and mouse sitting next to me on the right side of my 

lap. 

“I made an in-person visit to a Hispanic case. No one came to the door, so I left a packet with the Advance 
Letter. After not getting a response, I made a second person visit. This time, the respondent and his wife were 

home. Unfortunately, neither of them spoke or understood English. After reading the Spanish letter, I was able to 
get them to understand that I would get someone on my phone that could speak in Spanish. One of region 3's 
Spanish speaking interviewers spoke to the respondent and his spouse on my phone, explained the study and 
set a phone appointment for later that day. The process worked perfectly, and the interview was completed. 

Even though I didn't complete the interview, I felt a great sense of accomplishment! Very nice experience. It's all 
about teamwork!”
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Data Collection in Fall 2024 and Beyond

• Making respondent materials available in more languages

• Expanded use of Google Translate to identify a knowledgeable proxy

• Text messages in Spanish

• Additional training calls with a specific focus on gaining cooperation with Hispanic 
beneficiaries
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Future Work

• A combination of enhanced outreach techniques were effective in achieving 
increases completion among Black, Hispanic, or Asian Medicare beneficiaries

• Each of these components will be important for future efforts to increase 
recruitment and maintain participation among individuals in these groups on the 
MCBS

• CMS is using lessons learned / materials that were developed as part of this project 
to improve the amount and quality of data on underserved populations available for 
research on health disparities



Questions or comments?

Meagan Khau

MeaganKhau@cms.hhs.gov
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