














HCAHPS Success

Ten Strategies to
Improve Performance

The public spotlight shines on your hospital

How satisfied are your patients with the way they are treated in
the hospital? Do you respond in a timely manner to their concerns
and complaints? Pay attention to their personal needs and con-
cerns? Work as a team to deliver the best possible care?

The spotlight has never shone brighter on how well you treat, or
mistreat, your patients. The public, potential patients, and payers
can now look online to see how well you fared on the Hospital
Consumer Assessment of Healthcare Providers and Systems
(HCAHPS). Your reputation, as well as your bottom line, could be
in jeopardy if your patients give you low ratings.
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HCAHPS RELEASE DRIVES CONSUMERS TO CMS WEB SITE

The release of the patient satisfaction data drove nearly

1 million more consumers to CMS’ Hospital Compare Web
site (www.hospitalcompare.hhs.gov) in just over one day.
The results were released March 28. For the week ending
March 29, the site had 1,144,868 page views compared to
the previous week of 161,104, says CMS spokesperson Don
McLeod.

Questions correlated with high scores

A survey released by Press Ganey in March found that the follow-
ing five aspects of care (all proprietary Press Ganey questions)
had the greatest effect on overall HCAHPS scores.

* Response to concerns and complaints

* Degree to which staff members addressed patients’
emotional needs

* Staff members efforts to include patients in decisions
about their treatment

* How well the nurses kept patients informed

* Promptness in responding to the call light
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The study, Hospital Pulse Report: Patient Perspectives on American
Health Care, also found five areas from the Press Ganey survey
items that were most closely correlated with high overall scores
on the HCAHPS measures. They include:

* Collaboration among staff members to work as a team in
caring for patients

* A timely response to concerns and complaints
* Up-to-date information provided to patients from nurses

* A concerted effort by staff members to include patients in
treatment decisions

 Careful attention by staff members to patients’ special/
personal needs

Copyright 2008: PressGaney

Now let's look at ten strategies your staff can use with patients
to keep them satisfied - and prevent your HCAHPS
performance from plummeting.

1. Give your patients clear explanations of what will hap-
pen during their stay.

2. Ask patients for the top two or three things they want
during their hospital stay and write it down on the
whiteboard.
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10.

Spend three to five minutes with patients at the begin-
ning of every shift

Practice hourly nurse rounding

Make sure your patients know their rooms have been
cleaned by leaving tent cards

Instruct all staff members to ask patients whether they
have any questions at the end of every encounter

Use patient comments—good and bad—to educate
staff members

Empower staff members to use service recovery
Ease the anxiety of family members

Make follow-up calls to all patients after discharge
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Give patients clear explanations of what will
happen during their stay—and when they leave

Remember, your patient is most likely suffering from anxiety and
perhaps even fear. As a clinician who comes to work every day in
the hospital, you know all about routine tests, medication side
effects, and postoperative pain.

Your patients don't.

For example, if someone has to undergo an MRI, staff members
should explain in precise detail how long the test will last, how
noisy it will be, and how claustrophobic it will feel.

It's also critical to educate patients about any new medications
they will be taking in the hospital and their side effects. That edu-
cation drives the scores of the medication communication
domain, which often gets low ratings.

Also important? Telling patients what to do and what they can
expect when they are discharged. The excellent care you provided
in the hospital may not be remembered by your patients if they're
confused, anxious, and unprepared when they arrive home.
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