
SCRIPTING to IMPROVE 
HCAHPS Ratings



Objectives:

• Gain an understanding of HCAHPS 

• Understand the importance of the Patient Satisfaction 
Survey

• Use scripting to improve ratings

• Demonstrate how doctors, nurses, therapists, and staff can 
reinforce one another’s scripts for better patient care and 
greater patient satisfaction ratings



What Does HCAHPS stand for?

Hospital 
Consumer 
Assessment of 
Healthcare 
Providers & 
Systems



CAHPS Family of Surveys 

Consumer Assessment of Healthcare Providers & Systems: 

1. -HCAHPS 

2. -Home Health CAHPS 

3. -Medicare Health Plan CAHPS 

4. -Prescription Drug Plan CAHPS 

5. -Clinician & Group CAHPS 

6. -ESRD CAHPS 

7. -Nursing Home CAHPS 

8. -Dental CAHPS



4 Objectives of HCAHPS 

• Standardization permits meaningful comparisons 
across hospitals for public reporting 

• Increased hospital accountability and incentives for 
quality improvement 

•Pay-for-performance (Hospital VBP) for IPPS hospitals 

• Enhanced public accountability 



The Method of HCAHPS 

• Ask patients (survey) 

• Collect in standardized, consistent manner 

• Analyze and adjust data 

• Publicly report hospital results 

• Use to improve hospital quality of care 



1. Communication with doctors

2. Communication with nurses

3. Staff responsiveness

4. Cleanliness

5. Quietness

6. Pain Management

7. Communication about medicine

8. Discharge information

9. Care Transition

10. Overall rating of hospital (0-10 scale)

11. Willingness to recommend hospital (4-
point scale)
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Example of HCAHPS Survey Items: 
“Your Care From Nurses”



HCAHPS Public Reporting 

• Only the 32 HCAHPS Survey items are submitted to CMS and 
publicly reported 

• Currently ten hospital-level measures that summarize 
responses to HCAHPS items 
• All patient data are de-identified 

• On Hospital Compare Web site, updated quarterly 



Advertising Guidelines 

• The Hospital Compare Web site is the official source of 
HCAHPS results 

• CMS does not endorse hospitals or survey vendors 

• Hospital Compare is designed to provide objective 
information to help consumers make informed decisions 
about hospitals



• Patient rounds by Nursing Unit Director 

• Patient Liaisons round after transfer out of ICU 

• Customer Service Scripting for all patient care areas

• Communication of our patient satisfaction survey 
results 

• Monitoring and communicating patient 

complaints to all levels of staff

• All patient handbooks are being revised 

to focus on “Speak Up” and customer service

UMC Initiatives



Comparing Hospitals:
http://www.medicare.gov/hospitalcompare/search.html

http://www.medicare.gov/hospitalcompare/search.html






Patient Survey







What’s wrong with this cartoon? 



How often did doctors

ALWAYS

communicate well?



Question: 

How often did nurses 

ALWAYS

communicate well?



How often was pain

ALWAYS

well controlled?



How often was help

ALWAYS 

received as soon as wanted?



How often did staff 

ALWAYS 

explain about medicines before 

administering them?











A Closer Look at the Survey Questions…























Communicate a Patient Plan of Care
• How critical is it for doctors to discuss the Plan of Care with the 

patient?

• Providers should include their patient’s perspective and personal 
input to yield desired results.

• Assessing a patient’s understanding of their disease process and 
treatment plan will yield big dividends.

• Be sensitive to patient’s cultural differences and how to assess their 
health literacy.

• Discussing and reviewing an understanding of a Plan of Care is 
essential.

• This is a key component of every Patient Satisfaction Survey.



Question for Nurses & Therapists:

• What is the role of the nurse and/or therapist in relationship to the 
patient’s Plan of Care?



Some Questions that the Doctor Can Ask:



How Can Nurses & Therapists Reinforce the 
Message from the Doctors?



Document Patient Education --





Don’t Assume – Listen…



Understand Barriers



• Introduction to HCAHPS Survey Training. March 2013. 
Retrieved from 
http://www.hcahpsonline.org/Files/March%202013%2
0HCAHPS%20Intro%20Training%20Slides%20Session%2
0I_3-4-13.pdf

• http://www.medicare.gov/hospitalcompare/search.ht
ml

• http://www.medicare.gov/hospitalcompare/about/surv
ey-patients-experience.html

• Presentation material from a collaboration between Dr. 
Peter DeBlieux (UMCNO Chief Medical Officer) & LSU 
School of Medicine, Office of Medical Education, 2016.

• ILH Presentation: ALWAYS Patient Satisfaction, August 
2015. 
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