
Patient Experience and HCAHPS 



St. Elizabeth’s Mission 

“As a Catholic Healthcare ministry, 
we provide comprehensive and 
compassionate care that improves 
the health of the people we serve.” 



ICARE 

The way we do business 

 

Innovation: We Embrace Change 

Collaboration: We Work Together 

Accountability:  We Own It 

Respect: We Serve Others 

Excellence:  We Achieve Superior Outcomes 
 



 

Patient Experience 

 

 

 Name Change from Customer Service—Why the change? 

  

 Patients differ from customers. 

 Are anxious, even scared and facing life-changing events 

 May be uncomfortable or in pain 

 May have invasive, intimate, personal experiences 

 None of this happens to them in the world outside healthcare 

 

 The Patient Experience is much bigger than customer service. 
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AIDET®- Communication  
Best Practice  

 • Introduce 

Why is AIDET important?         
• Supports our mission 
• It is the right thing for our customers 
• Reduces patient anxiety 
• Increases patient compliance 
• Improves clinical outcomes  
• Increases patient satisfaction 
• We are all Ambassadors 
• Medicare and market changes  
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AIDET:  Acknowledge 
• Smile, greet the person and make eye contact. 

 

• Address the person by name. 

 

• Make the person feel you expected them. 

 

• Follow the 10/5 Rule: 

• Within 10 feet of someone, smile and make eye contact. 

• Within   5 feet of someone, acknowledge them with a greeting. 



AIDET:  Introduce 
• Welcome the patient and family to St. Elizabeth and to 

your department. 

 

• Share your name, department and role. 

 

• Manage up co-workers, departments and physicians 

by sharing something positive about their services, 

especially during patient hand-offs. 



AIDET:  Introduce 
Managing Up 

• Sharing positive information with patients and family 

members about other staff or departments 

 

• Avoiding talking negatively about other staff or 

departments 

 



AIDET:  Duration 
• Tell the patient or family member how long the exam, 

test or procedure will take. 

• Tell them the anticipated duration of their wait time. 

• Tell them if the wait time changes and explain the 

reasons for the delay. 

• Ask your manager for direction on how your area 

handles inquiries about when results will be available 

and from whom. 



AIDET:  Explain 
• Ask if the patient has ever had the procedure, test or 

treatment before. 

• Explain why you are doing the procedure, test or 

treatment 

• Explain what will happen and what the patient can 

expect. 

• Explain if there will be any discomfort or pain, how 

long it may last and what you will do to minimize it. 

• Ask if the patient has any questions. 



AIDET:  Thank 
• Express your appreciation to the patient. 

• “Thank you for choosing St. Elizabeth.” 

• “Thank you for letting me take care of you today.” 

• “Thanks for the opportunity to care for you today.” 

• “Thanks for coming to St. Elizabeth today.” 

• “Thank you for accompanying [the patient] today.” 

 

• Thanking the patient and family members in a genuine 

way is an important final step in their overall 

experience. 

 

 

 



HCAHPS Survey 
• Hospital Consumer Assessment of Healthcare  

      Providers and System 

 

• 1st national inpatient satisfaction survey,  

      developed by CMS 

 

• Scores publicly available on www.hospitalcompare.hhs.gov   

 

• Scores linked to future reimbursement 

 

• May inform patients that they may receive a telephone survey after 

discharge 

 

http://www.hospitalcompare.hhs.gov/


HCAHPS Questions 
 

2 Overall Questions 
• “Overall Rating of Hospital” 

• “Willingness to Recommend” 
 

Composite Topics  

• Nurse Communication 

• Doctor Communication   

• Responsiveness of Staff 

• Pain Management 

• Communication about New Medicines 

• Discharge Information 
 

2 Individual Questions 
• Quietness around Room at Night 

• Cleanliness of Room and Bathroom 

 



HCAHPS Questions 

Doctor Communication Questions: 

Responses:  Never, Sometimes, Usually, Always 

During this hospital stay, how often did doctors treat you with Courtesy 

and Respect?   

 Would you say: _________ 

 

 During this hospital stay, how often did doctors Listen Carefully to you? 

Would you say: _________ 

 

 During this hospital stay, how often did doctors Explain Things in a way 

you could understand?   

 Would you say: _________ 

 

 

 



“I’ve learned that 

people may forget 

what you said, and  

people may forget 

what you did, but 

they will NEVER 

forget how you  

made them FEEL.” 
 

 

          ~Maya Angelou 


