7 Proven Ways to
Increase HCAHPS Scores

Every member of your organization influences HCAHPS scores, from housekeeping to
surgeons to the CEO - making each point of contact crucial to a patient’s stay experience.

The current HCAHPS survey includes 29 questions covering everything from medical
staff communication to discharge information to hospital environment - as well as
overall hospital rating. To improve your scores, you must develop a culture of excellent
communication and responsiveness to patient needs.

To get started, think of the short game and the long game:

The long game involves broad cultural change. The first step is a thorough assessment of
your current status. Identify gaps and what you can improve. The root causes of a broken
culture will be different for every organization. Fixing them demands time and resources,
but the payoff is enormous.

A great culture means employees perceive

your hospital as a premier workplace. They feel
engaged, recognized, and supported in what
they do. Because they take ownership, they
show up to deliver consistent quality. They make
personal connections that elevate patient care.

The short game involves strategies you can
put in place immediately.

Seven Short-Game Tactics: k ‘k

Sit at the bedside: Sitting when you talk to patients increases their satisfaction, creates
better communication, and patients perceive that you spent more time with them. Try
having staff sit while they explain a diagnosis, options, or patient education materials.

Scheduled rounding: Hourly rounding brings many benefits. Patients feel secure and
confident that their nurse will come to their room. Patient satisfaction scores increase.
Staff report more efficient workflows.



3. Team-based care: Most studies show a significant improvement in patient satisfaction
with care from a multidisciplinary team over a single provider. One concrete way to work
towards this is through multidisciplinary rounds.

4. Bedside shift reports: It is very disconcerting for hospitalized patients not to know
who is caring for them. When units use bedside shift reports, patients get introduced
to the next nurse in a warm handoff - with a recent study showing a 3.9% lift in overall
satisfaction.

5. Communication boards: A whiteboard in the patient’s room is a simple, evidence-
supported way to improve communication. Have staff note planned medications and
treatments and the names of staff and physicians on duty.

6. Enhance cleanliness and comfort: Patients want a clean, comfortable, and safe
environment when they visit your hospital. Take the necessary steps to ensure each
space that welcomes patients is well maintained. A peaceful environment can go
along way.

7. Multiple forms of communication: Tell the patients what they need to know, show them,
and give them materials to take home. Something that seems obvious and routine to
your staff will not always be that way to patients. Arm yourself with the highest-quality
education resources to give your patients. The Patient Guide Solutions’ medical team
has designed our materials to give patients the information they need most in a way that
is easy to understand.
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