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Eligible Patients 

» 18 years and older

» At least one night stay as an inpatient

» Non-psychiatric diagnosis

» Discharged alive

» Patients excluded: prisoners, discharged to hospice care, SNF’s, Long 
term care, or has a foreign address



Modes of Administration for the Survey

» Mail

» Telephone

» Mixed: Mail with telephone follow up

» Interactive Voice Response

*Additional Modes to take effect with January 2025 discharges

 Web-Mail

 Web-Phone

 Web-Mail-Phone



CMS HCAHPS Response Rate percentiles





Key to Increase Response Rates

» Set Expectations

» Collaboration

» Provider Engagement

» Leader Standard Daily Work



Leader Standard Daily Work

» Rounding 

» Scripting

» Communication



Nurse Leader Rounding Tool

» Based on CMS rules, Nursing Leader-level expectations, and with consideration for the HCAHPS 
survey

» Opportunity:

» Greater automation and accessibility of rounding tools

» Optimize rounding workflow

» Standardization of rounding

» Greater data capture and reporting

» Identifying trends

» Informing unit-level improvement initiatives

» Accountability

» Caregiver kudos and engaging bedside nurses



TEAM-Approach



Tactics to Support the Survey

» Train all staff to respond to call lights to the best of their 
ability

» Hourly rounding

» Key Words

» Communication white boards

» Train all staff to notice patient pain  

» Teach Back

» Discharge phone calls

» Involve families
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