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How to Use These Slides 
• This slide deck is designed to support leaders in 

engaging their teams in patient experience 
improvement. 

• The slide deck is not intended to be presented as is.  
Using the guidance in the accompanying document, 
leaders should select the activities most appropriate 
for their team. 



What is HCAHPS All About? 
The acronym technically stands for Hospital Consumer 
Assessment of Healthcare Providers and Systems.   What 
it really means is: 

 

How Can you Always Help Patients (and 
Providers) Succeed? 

 
 
 



HCAHPS Focuses on Topics Important to Patients 

 
 

HCAHPS Topics (# of questions) 

 Communication 
 Physician (3) 

 Nurse (3) 

 About Medication (2) 

 About Pain (2) 
 Responsiveness (2) 
 Clean/Quiet (2) 
 Discharge Information (2) 
 Care Transitions (3)  
 Overall Rating (1) 
 Willingness to Recommend (1) 



A Better Patient Experience Is Associated with Better 
Outcomes 

– Reduced rate of readmissions 

– Improved patient safety and quality 

– Better clinical outcomes 

– Fewer malpractice claims 

– Less healthcare resource use 

– Improved adherence to recommended treatment 

– Better preventative care 

 

We Each Have A Role to Play in Improving the Patient, Family and Staff Experience 

 



Strengths Exercise 

How can we build on these strengths? 

 As a team, what are our 
strengths in creating a 
positive patient, family and 
staff experience? 

 

 What are you most proud 
of that we do for patients, 
families, and each other? 

 

 When do we perform at our best as a 
team? 
 

 What was our most successful initiative 
and what made it work so well? 

 

 What foundational elements (leadership, 
patient and family partnership, staff 
engagement, use of data for 
performance improvement) are in place? 

 
 



Alignment Exercise 
• What is the most important priority to our team? 

 

• How does improving the patient, family, and staff 
experience support our most important priorities? 

 

 



Take the HCAHPS Survey 

Based on your own 
experiences as a 

hospital patient or on 
the experiences of 
your hospitalized 

loved ones,  
please complete 

questions 1-25 on 
the HCAHPS 

survey 



Identifying Patient and Family Priorities 

Patient/Family 
Perspectives 

 

“As a patient or family 
member, I want providers 
and staff to always 
__________________”  
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Identifying Needs of Staff 
 

For each identified 
patient/family experience, 
ask providers/staff:   

What must be in place for 
you to be able to 
consistently meet this 
need? 
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Improving Communication 

What are the words and phrases  
we should never say:  

 

 To patients and families? 
 

To each other? 

What should we say instead? 



Learning from “Failure” 
• A learning culture is associated with improved patient 

experience 

• Not everything will succeed but we can learn from 
what doesn’t work, as well as what does 

 

• What causes initiatives to fail in our organization? 
(e.g., poor communication) 
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Expanding the Team Exercise 
What can we do if we don’t regularly interact 

with patients? 
• Participate in and brainstorm with patient 

experience improvement teams 

• Act as patient ambassadors 

• Shadow patients and families 

• Offer encouragement in hallways 

• Be part of an “all hands on deck” program 



We Are the Experience 
 

Thank you for all you do  

for your patients, families,  

community  

and each other. 
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