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• Educate Staff – HCAHPS Dimension Questions
• Huddle Tip – Masked Communication 
• Conduct Purposeful Hourly Safety Rounding 
• Train Unit Adm. Assistant - (call lights/phones)
• Staff Inservice patients to the call lights
• Implemented 5-minute call backs to patient & Buddy System

to reduce falls.
• Staff/Patient touch base prior to rounding on patient
• Utilize “Ask” approach to include other departments
• Executive and Dimension Leader attendance at meetings
• Provide monthly Dimension Level HCAHPS Scorecard 
• Upgraded Call Light System
• Celebrate the wins!

1. Apply the dimension leader format for successful positive 
movement in HCAHPS scores. 

2. Describe an integrated executive- and unit-level 
sponsorship that supports the dimension approach. 

HCAHPS Overall Score showed stability over ten-year history, 
Responsiveness Dimension not meeting patient expectations 
and got even lower in late 2020 and early 2021.
COVID  Surge
• Pandemic visitation constraints
• Limited face to face engagement
• Lag time due to donning PPE
• Antiquated Call Light System
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Project Overview/Project Team

• Gain Executive sponsorship for HCAHPS Dimension approach
• Engage Staff through Dimension Leader lead workgroups 
• Augment IP Hourly Rounding Skills with a Skills Lab Reboot
• Utilize Pt. Exp. Specialist to work with Dimension Leaders and 

to keep approach on track. 

Interventions

Key Learning/Take Aways

• Decentralized ownership of Dimensions
• Executive Leadership Engagement 
• HCAHPS Data Training at staff level
• Pt. Exp. Specialist/Dimension Leader monthly meetings
• Monthly Patient Experience Meeting with Key Stakeholders

 Dimension Leader Approach has yielded positive outcomes 
 HMW Leads HM System in Overall Rating of Hospital:

Currently at 90th Percentile
 Responsiveness Percentile Rank Increase:
• Overall Responsiveness: 22nd to 76th percentile rank
• Help as soon as wanted: 24th to 78th percentile rank
• Help to the bathroom: 20th to 60th percentile rank



Staff HCAHPS Education
Huddle Tips

Staff Education

Falls Data 

Executive Sponsorship & Visibility
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Unit Improvement CelebrationsHM Letter From President/CEO

Improvement Using the 
HMW Dimension Approach
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