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  Over 7,000 patients respond to a Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) survey every day. Since 2002, HCAHPS has been a staple measurement tool for hospitals across the country. As healthcare organizations increasingly look to patient and consumer experience for competitive insights, it’s vital to review foundational HCAHPS information and how this survey can affect your organization. 
What is HCAHPS?
Developed by the Centers for Medicare & Medicaid Services (CMS) and Agency for Healthcare Research and Quality (AHRQ), the HCAHPS survey collects patient experience feedback on care received during a hospital inpatient stay. HCAHPS is the first national, standardized, and publicly reported survey of patient perceptions of hospital care.  
What is the HCAHPS reporting period? 
HCAHPS surveys are administered on an ongoing basis and are triggered by a patient’s discharge after an inpatient stay at the hospital. CMS publicly reports hospitals’ HCAHPS scores for a rolling 12-month period on the Care Compare website, and the data is typically updated on a quarterly basis.  
Is participation in the HCAHPS survey mandatory? 
CMS requires hospitals who bill Medicare through the Inpatient Prospective Payment System (IPPS) to conduct HCAHPS surveys. IPPS hospitals that fail to report HCAHPS scores to CMS are subject to possible Medicare payment reductions. Non-IPPS hospitals, like critical access hospitals, can voluntarily participate in HCAHPS. 
What types of questions does the Survey ask? 
HCAHPS survey questions cover patient perceptions of doctor communication, nurse communication, staff responsiveness, medication communication, hospital environment, discharge information, food service, and overall patient experience. The survey also includes standard demographic questions.  
How do I administer the HCAHPS Survey? 
HCAHPS surveys can be administered in four ways: mail-only, telephone-only, mail with telephone follow-up, and interactive voice response (IVR), an automated phone system that communicates with respondents through voice and dial pad. As CMS found delivery mode can affect responses during a large-scale study, they apply an adjustment to HCAHPS scores to account for variations caused by the mode through which a patient responded to the HCAHPS survey questions. Similarly, to account for differences in patients’ ratings that are beyond the hospital’s control, CMS also applies a patient-mix adjustment to the HCAHPS scores before publicly reporting them.
Why is it important to conduct HCAHPS? 
These surveys enable your organization to better understand the patient experience, identify areas for improvement, and maximize Medicare reimbursement. Additionally, HCAHPS results are translated into a patient survey rating and, along with an overall star rating which incorporates other quality measures, are made available to the public on Medicare’s Care Compare website. This simple ranking allows consumers to easily review your hospital’s quality compared with other hospitals. 
How does my organization conduct HCAHPS Survey?
If your hospital is required to participate in HCAHPS, a CMS-approved survey vendor like Press Ganey can advise you on the necessary steps to administer your HCAHPS surveys and ensure your company leaders are up to date on all important regulatory announcements. Press Ganey provides digital, mail, and phone survey delivery tools, consulting solutions, industry-leading expertise, and compliance management to help hospitals meet requirements and work toward improving HCAHPS scores.  
How do HCAHPS scores benefit patients?
HCAHPS surveys offer patients the opportunity to provide input on the care they experienced during an inpatient stay, from the bedside to discharge. These insights can help your hospital leaders better understand patient needs and address areas for improvement. As these survey results are publicly available on Care Compare, they can help patients make more informed decisions when choosing a hospital. 
How do HCAHPS scores help various types of healthcare teams improve care delivery?
By obtaining feedback directly from patients on their experiences with many aspects of care delivery, HCAHPS provides hospital teams with valuable insights. Your teams can use this data to determine where environmental and care gaps exist and develop targeted improvement efforts.  
HCAHPS surveys have become a core patient experience measurement for hospitals throughout the nation. It’s crucial to understand your hospital’s reporting requirements, how HCAHPS results are publicly reported, and who the reputable and experienced vendors are when implementing your HCAHPS surveys. 
Read more on our CAHPS surveys and regulatory offerings or speak with an expert about how your organization can best measure patient experience and comply with CMS requirements. 




  



              
            

            
  

    
      
    

    About the author


    
      
        Press Ganey, a leading healthcare performance improvement solutions company, offers an integrated suite of solutions that put Human Experience at the center of healthcare enterprise transformation. Delivered through a cutting-edge digital platform built on a foundation of data security, Press Ganey solutions address patient experience, healthcare consumer experience, workforce engagement, safety, clinical excellence and more. Guided by its team of renowned healthcare thought leaders, Press Ganey works with more than 41,000 healthcare facilities to reduce patient suffering, enhance caregiver resilience and improve the overall safety, quality and experience of care. Press Ganey is a PG Forsta company.
      


      
      
        [image: Profile Photo of Press Ganey]
      
      
    


    
      

      

      

      

      
        
          More by Press Ganey
        
      
    

  



            
              
                





  
  






  



  




  



  
  
    
    Loading, please wait
  


  
  
    
      
    
    Error - something went wrong!

  


  
  
    
      Stay in the know. Join our email list.

    

    
      
        
          Work email address
        

        

      
    

  


  
  
    


    

    
  
    Subscribe now
  




    
      
      Close form to hide form fields
    
  


  
  
    
      
    
    Thank you!


    
  






              

            
          
        

        
          
            
              
              









  
  







  



  



  
    	
            
              

              
                
                  Previous blog
                


                
                  
                    
                      [image: How workforce perceptions of safety culture in healthcare differ by race, ethnicity, and gender]
                    
                  

                  
                    How workforce perceptions of safety culture in healthcare differ by race, ethnicity, and gender

                    
                      New data show how staff perceptions of safety culture in healthcare differ by race, ethnicity, and gender. Here’s why that matters—and what to do about it.
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                    Healthcare organizations have been further compelled to review and address care inequity. Read how leaders can dive into the data to better understand gaps.
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          Building bridges, breaking silos: The power of social capital to transform healthcare
        

        
          Healthcare organizations must invest in social capital to create thriving healthcare organizations.
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          How to retain new hires in a volatile market
        

        
          See what improves new hire retention in healthcare, as well as key strategies for employee engagement and building a thriving workforce.
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          Aligning insights, data, and resources to support nurses' health and well-being
        

        
          Nurse burnout threatens healthcare. Industry leaders are collaborating on solutions for nurse well-being—leading to better patient care.
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          Explore the influence of AI in healthcare. See how artificial intelligence is reshaping patient care and revolutionizing the future of medicine.
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          Celebrating excellence in healthcare at HX24
        

        
          Celebrating excellence in healthcare at Press Ganey's annual Human Experience Conference.
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          High standards, high stakes: How healthcare provider reviews drive patient choice
        

        
          Online doctor reviews build trust and drive consumer choice. See how online reviews are a critical factor on a patient's healthcare journey.
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          Why continuous employee listening is the best financial investment of 2024
        

        
          Explore the power of continuous listening in healthcare—boosting engagement, patient experiences, and financial gains. Learn why a connected HX platform is vital for industry-wide change.
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          NSIs: Analyzing key trends before, during, and after COVID-19
        

        
          Nursing-sensitive indicators (NSIs) provide insight into nursing practice and quality performance. See the latest NSI trends.
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          Navigating new challenges for nurse managers in 2024
        

        
          Dive into the unique challenges faced by nurse managers today, and gain insights into navigating dynamic shifts in the healthcare landscape.
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          Charting the course to zero harm: A nationwide call to elevate safety
        

        
          See how to improve patient safety nationwide with these 3 foundational areas of focus.
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          Consumer experience in 2023, and its critical role in PX
        

        
          Healthcare consumerism significantly influences the patient customer journey and your patient acquisition strategies. See how to improve your healthcare digital front door.
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          The state of nursing turnover and key nurse retention strategies
        

        
          Nearly 1 in 5 RNs left their organization between 2022 and 2023. Focusing on listening and supporting during selection and onboarding is critical.
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          Top tools and technologies for continuous workforce listening
        

        
          Employee feedback is key to driving healthcare improvement. See how high-performing organizations continuously collect this meaningful data.
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          Changes to MCAHPS 2024: What’s new, and what’s staying the same 
        

        
          Modifications are being made to the survey administration process that will allow for web-based responses.
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          Lessons in safety from the U.S. Navy
        

        
          A veteran shares his insights into how healthcare, like the military, depends on a culture of high reliability.
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          Continuous listening 101: A healthcare leader’s guide to employee feedback
        

        
          Deep, intentional workforce listening is crucial to organization-wide improvement and outcomes. Here’s how to tune in to healthcare employee feedback.
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          The value of nursing preventative strategies in reducing hospital-acquired pressure injuries
        

        
          Press Ganey data shows the importance of nursing care in pressure injury prevention.
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          Star Ratings: Key strategies of high-performing health plans to drive improvement
        

        
          Facilitate a more seamless member journey, a better member experience, higher health plan member engagement, and improved health plan ratings.
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          Empowering and celebrating nursing excellence
        

        
          A CNO's takeaways from the ANCC's 2023 National Magnet Conference and Pathway to Excellence
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          Tech meets the human touch: Leveraging digital tools to improve healthcare experiences
        

        
          Healthcare PX leaders must embrace new digital technologies to listen to patients more deeply, strategically, and intentionally.
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