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Presentation Objectives

ÅUnderstand how a strong culture focused on 
measured patient satisfaction and quality will 
automatically result in high HCAHPS outcomes.

ÅIncrease patient satisfaction / quality / HCAHPS 
scores through tools such as, hourly rounding or 
AIDET measures that hold team members 
accountable.

ÅUtilize patient satisfaction scores to increase 
volume and achieve financial success in a highly 
competitive market.



Clark Memorial Hospital

Å241 bed acute care 
community hospital

Å1600 team members

Å355 registered 
nurses

ÅNon -union hospital

ÅHighly competitive 
market with several 
healthcare systems



What Do We Do With This?

HCAHPS

ÅThe HCAHPS 
bundle has 
been left on 
your 
doorstepé 

So what do 
you do with 
it?



HCAHPS Fact Sheet

Health Care tomorrow 
will not remain exactly 

like it is today. 
Transparency is 

reaching new levels.

Hospital Implications:
Hospitals that fail to 

submit data will forfeit 
2% of annual payment 

update. 

Public Implications: 
Many believe that 
publicly reported 

information on hospital 
quality and patient 

satisfaction will change 
how patients select their 

health care providers.

Hospitals can either 
integrate the HCAHPS 
survey with their own 

patient satisfaction 
survey or use HCAHPS 

by itself.

HCAHPS is not 
something that just 
happens to us ïwe 

control our interactions 
with patients.

CMH used 

integrated 

survey



The Best Defense is a Good Offense

Todayôs competitive market demands 
hospitals aggressively manage HCAHPS 
results to be ñbest in market performersò 

In other wordsé

A Good Offense



Clark Memorial Hospital Game Plan

Create a culture focused on 

patient satisfaction to manage 

HCAHPS results, increase 

volume, and maximize 

financial success.



Creating a Culture of Service 
Excellence

ÅA proactive or offensive move.

ÅAt each level of the organization.

ÅService and quality are
embedded in the 
culture and 
everyday work flow.

Senior
Team

Directors/Managers

Team members



ClarkFest: An all - team event

Creating a Culture of Service 
Excellence



ÅWAY Days

ïW e Appreciate You

ÅPositive reinforcement of 
quality and service. 

ÅEmployee satisfaction leads to patient 
satisfaction

Creating a Culture of Service 
Excellence



ÅHigh Five Awards

ïPresented each quarter 
for high performing units 
in patient satisfaction

Creating a Culture of Service 
Excellence

ÅAmbassadors

ïPresented each quarter 
for team members who 
live the mission and 
values of Clark Memorial 
Hospital.

ÅQuarterly Team 
Member Forums

ïCommunicate 
Pillar 
performance 



ÅLeader Rounding

ïIdentify opportunities 
for improvement

ïWork different shifts

Creating a Culture of Service 
Excellence

ÅLeader Development

ïSkill building 
opportunities



Measuring Whatôs Important

ÅPress Ganey Associates, Inc.

ïSince 2001

ïEarly adopter

ïIntegrates the HCAHPS tool with Press 
Ganeyôs questions 

ïCreated first as a quality indicator 

ïHelps ensures key drivers or leading 
indicators are not missed



ÅThere is a correlation between the Press 
Ganey survey questions and Likely to 
Recommend on the HCAHPS survey.

Measuring Whatôs Important



Measuring Whatôs Important


