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At the end of this session, participants will be able to:
 1)    Identify specific provider behaviors that

enhance or detract from the patient experience.
 2)    Describe why an understanding of the

Consumer Assessment of Healthcare Providers and
Systems (HCAHPS) is relevant to practitioners.

 3)    Apply evidence-based interventions in their own
practice setting to enhance the patient experience.







 Purpose of HCAHPS survey is to produce data:

◦Through which meaningful comparisons can be made

◦To which financial incentives can be attached

◦About which public reporting can be accomplished



 Ten Questions
◦ Six Summary Measures
 How well nurses and doctors in the hospitals communicate

with patients
 How responsive hospital personnel are to patient needs
 How well the hospital staff helps the patient manage pain
 How well the staff communicates with the patient about

medicines
 Whether pertinent information was provided when the patient

was discharged (HCAHPS, 2008, p. 2)





 Didion, J. (2006). The Year of Magical Thinking. Vintage Books: NY.

 Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS). (2008).
HCAHPS fact sheet: CAHPS Hospital Survey, March 2008. Retrieved January 17, 2009,
from http://www.hcahpsonline.org/files/FINAL-HCAHPS%20Fact%20Sheet_3-26-08.pdf

 Muntlin, A., Gunningberg, L, & Carlsson, M. (2006). Patients' perceptions of quality of
care at an emergency department and identification of areas for quality improvement.
Journal of Clinical Nursing, 15(8), 1045-1056. Retrieved November 22, 2008, from
http://www3.interscience.wiley.com/cgi-bin/fulltext/118604980/PDFSTART

 Pasquale, P. (2008). Reclaiming our ‘nursing fundamentals.’ American Journal of Nursing,
108(10), 11. [Electronic version]. Retrieved November 22, 2008.

 Watson, J. (2007). Dr. Jean Watson’s Theory of Human Caring. Retrieved August 15, 2009
from http://www.nursing.ucdenver.edu/faculty/caring.htm

 Weinberg, D. (2003). Code green: Money-driven hospitals and the dismantling of nursing.
Ithaca: Cornell University Press

 Williams, S. (1998). Quality and care: Patients’ perceptions. Journal of Nursing Care Quality,
12(6), 18-25. [Electronic version].


