
Strategy Group #3 – CAH Priorities! 
Information Sprints Bringing What CAH Quality Leaders Need to Know Now



Where We’ve Been

Previous "Sprints" - Social Determinants of  Health, Hospital Commitment to Health Equity, and Aging

Strategy Group #2 – Focused on the HOW and WHEN to submit VS Strategy Group #3 – Focused on the WHAT to 
do with the information

Resources: 

✓ Group Discussion at May 2024 Meeting

✓ Peer Presentation: Corewell Health – Leveraging JC Requirements to Improve Health Equity 

✓ Peer Presentation: Community Health Needs Assessments – Linking to SDOH screening and Hospital 
Commitment to Health Equity

✓ Peer Presentation: Community Health Worker 101 – How to Utilize a CHW to impact SDOH Screening Rates

✓ Peer Presentation: Age-Friendly Health System & CMS Age Friendly Measure



Where are we going? 

Why HCAHPS? 

➢HCAHPS measures a patient's experience of  their care

➢MI CAHs provide exceptional patient care! 

➢Produces systematic, standardized, and comparable information about patient experience of  
hospital care

➢Promotes person-centered care

➢01/01/2025 modification to HCAHPS survey

➢Change provides an opportunity to assess current state of  operations and make improvements

➢Review of  changes (see previous slides from SG #2)



Eaton Rapids 
Medical Center

Rid the Red



Operation Rid the Red

GOAL = Rid our patient satisfaction scorecard of  the red data (i.e. data that fell 

at/below the hospital goal/benchmark)

oReview our patient satisfaction scores for less than desirable trends

o Identify opportunities to improve

oDetermine primary focus(es)

oCreate goals and action plans to achieve goals to improve/hardwire

oBe open-minded!



Behind the Scenes...

Heather went to work....

oCreated Quality/Risk SharePoint site

▪ One-overall HCAHPS dashboard was refreshed and updated

In addition, individual department scorecards were created based on departmental Rid the Red goals

▪ Patient satisfaction data could be viewed as it was updated vs. Leaders reaching out for their data (i.e. at the last minute 

before a critical reporting deadline)

▪ Copies of  surveys shared with leaders

▪ Solution Starters shared with leaders

▪ Updates and education provided, as applicable

▪ Etc.



Old Dashboard – by domain





New Dashboard – by question
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Ambulatory Surgery Emergency Department Inpatient Medical Practice Outpatient Services Outpatient Rehabilitation

Q3FY24 87% 91% 80% 90% 96% 96%

Q4FY24 94% 90% 70% 95% 96% 98%

Q1FY25 89% 86% 89% 92% 96% 96%

Q2FY25 87% 86% 90% 93% 96% 94%

GOAL: 95% 95% 95% 95% 95% 95% 95%
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First Up... the Emergency!



ED Staff  Meeting





You have the data – Now What?

Solutions! Solutions! Solutions! 



Patient Rounding

The 5 Ps of  Rounding: The Foundation of  Patient Satisfaction

Purposeful and timely nursing rounds: a best practice implementation project

Benefits of  Hourly Rounding in Nursing

The effect of  regular nursing rounds on patients' comfort and satisfaction, and violence against 

nurses in surgical ward

Shannon Beckman – Mackinac Straits – Our very own Rounding Queen 

https://www.readinessrounds.com/blog/5-ps
https://pubmed.ncbi.nlm.nih.gov/26878929/
https://www.healthstream.com/resource/blog/the-benefits-of-hourly-rounding----using-it-for-results
https://pmc.ncbi.nlm.nih.gov/articles/PMC10395142/
https://pmc.ncbi.nlm.nih.gov/articles/PMC10395142/


SG3 – Next Steps

Build upon SG2's excellent work by -

oProviding education, as applicable

oProviding resources and tools

oShare what is working at our hospitals

oShare, examples, examples, examples

oLearn from you!  We want to hear from you!



SG3 Tools for Your Toolbox

oPress Ganey - Solutions

oSample – Inpatient survey: Wave 1 (effective 1/1/25)

oSample – Inpatient survey: Wave 2 (effective 1/1/25)

oSample – Inpatient survey: Email 1 (effective 1/1/25)

oSample – Inpatient survey: Email 2 (effective 1/1/25)

oSample – Emergency survey (effective 1/1/25)

oSample – Outpatient survey (effective 1/1/25)

oSample – Surgery survey (effective 1/1/25)

oSample – Medical Practice survey (effective 1/1/25)

https://eatonrapidsmedicalcenter-my.sharepoint.com/:b:/g/personal/hschragg_ermchealth_org/EVfipvJTu1ZHr3ODVYHur6MBetqMgNrUAAOiiFOCH7LmTw?e=GSgQsf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Inpatient%20Survey%20(Mail%20-%20Wave%201).pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Inpatient%20Survey%20(Mail%20-%20Wave%202).pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Inpatient%20Survey%20(email%20-%20Wave%201).pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Inpatient%20Survey%20(email%20-%20Wave%202).pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Emergency%20Survey.pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Outpatient%20Services%20-%20Diagnostic%20Tests%20Survey.pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20Outpatient%20Surgery%20Survey.pdf
file:///C:/Users/hschragg/OneDrive%20-%20Eaton%20Rapids%20Medical%20Center/Downloads/ERMC%20RHC%20-%20Family%20Practice%20and%20Redicare%20Survey.pdf


◦ Almost 2 months into the 1/1/25 new HCAHPS survey...

◦ Consider a look-back at the first 6 months of  the new survey at the August 2025 MICAH-QN 

meeting

◦ Lessons learned from the 1/1/25 new survey rollout through the first 6+ months

◦ Rankings available, if  applicable

◦ How new questions are performing

◦ Solutions and recommendations moving forward

◦ Etc.

Moving Forward



Thank you!



MICAH QN Meeting Schedule

MICAH QN Reminders: 

MICAH QN Member Meeting Calendar (2025)

• May 16th, 2025 (Virtual)

• August 15th, 2025 (Virtual)

• November 6th, 2025 (In Person Traverse City, MI)
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