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Learning Objectives

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.

Background/Introduction

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

 Lagtime due to donning PPE

* Antiquated Call Light System

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

 Educate Staff - HCAHPS Dimension Questions

 Huddle Tip - Masked Communication

e 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!
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Executive

Sponsorship,
Visibility & Staff
Recognition

Unit Directors &
Managers Sponsorship

and Visibility on Units.

Staff Level

Results/Outcomes
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Dimension Leader Approach has yielded positive outcomes
HMW Leads HM System in Overall Rating of Hospital:
Currently at 90" Percentile

Responsiveness Percentile Rank Increase:

Overall Responsiveness: 22" to 76t percentile rank

Help as soon as wanted: 24t to 78%" percentile rank

Help to the bathroom: 20t to 60t percentile rank

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
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Responsiveness Dimension % Rank by Question:
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Huddle Tips Executive Sponsorship & Visibility
, _ Staff HCAHPS Education

HUDDLE TIP

M\.A.S.K.ed COMMUNICATION

Communication Research has shown that over 90% of communication is based on the
combination of body language, voice and tone.
Effective communication becomes even more important with the regular use of mask.
Below is an acronyvm that can help us be proactive and take our
MAS K.ed Communication to the next level.

M.A.S.K.ed Communication

+ M make eye contact

When people can'l see your lace, il makes conneching harder

Eye conlac signals thal you are locused on thal individuol
Eye conlacl con be a sowce of acknowledgemenl

+ A ariculate and elevate
Yoic e and lone impoacl underilanding
lalk o iMle sdower and arlicvlale youw words—words can sound mulfled with a mask on
Elevale your voice as mask are bamiers 1o sound waves

v 5 smile that reaches the eyes
Smies con give the percephon ol warmth, compelence, hustworthiness
An smile con help a palienl relax and more aclively engoge in care

+ K know and say their name

Helps lo creale a personal connechion (in person or phone)
Is a sign ol cowlesy and respecl
Demonshales lislening from the speaker and encowages engagement

CENTER FOR NURSING RESEARCH, EDUCATION AND PRACTICE

NURSING BEST PRACTICES:
UNPARALLELED SERVICE

ESSENTIALS OF CUSTOMER SERVICE FOR NURSES

HOURLY SAFETY ROUNDING

ROUNDING ON PATIENTS EACH HOUR KEEPS

THEM SAFE AND MEETS THEIR NEEDS

Purposctul and Smely roundng s & best practos mes enton to
routireely et paSert AN Resds. SPEUre Daterd safery, decreass
the coourence of presontable safety evante, and proactively acdress
problama bolore they oo

Mufae Lishwiedgs rogardieg :.-.q.-;-d_d Py B it el St

USE THE 3PS WHEN ROUNDING
PAIN
Ask the patiens, “How & your pein

POSITION
Help the: patesnt get o 4 comiortabie powston of wrm the mmobides
patord o martan shun FSecrTy

O e et o ek - Total Falls & Falls Realted to Toileting MedSurg and CBC

e et s g e April 2021 -June 2022 ( as Elf..lu|':..f 19, 2022 )
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EX PLANATFOMN: Esplain step-—by-step what io sapect nel, snoseer
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KEY WORDS e e .
- SAFE
+ COMFORT
= PRIVATE

= ALWAYS
= MY PLEASURE
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Metholist
vov. Avg. (Falls Related to Toilleting)
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Dear Joa, Lisa, and Lynn:

At Houston Methodist we strive to offer every patient unparalieled safety, quality, service and
innovation. With this in mind, | recently asked each hospital's leadership team o nominate a few units
who, in their minds, stood out as belng committed to Improving and sustaining HCAHP scores—ones
who value the patient axparience and understood its inextricable link to unparalleled safety and quality.
I'm excited to share that your unit was one of those nominated.

Your unit has consistently maintained a high level of focus on HCAHP scores, even throughout COVID,
where competing obligations and commitments makes it challienging to sometimes give the patient
experience the attention it deserves, Your leadership felt so strongly about your nomination, that they
sent in an accompanying, supplemental file of your HCAHP interventions. This is what your leadership
wrote about you: “This unit deserves every praise they can get, because this s our main COVID unit
They closed June Responsiveness Domain at 81.8, considerably higher than other units/hospitals.”
In this nomination process, we learned a lot about you and your team. | undarstand you have been
working intentionally and purposefully to increase patient expenence {HCAHP) scores in your unit. As
part of that effort, you instituted a bundling care pamphlet to help set patients’ expectations on
communication and care during COVID.

It's obvious that your unit understands the importance of transparency and accountabillity—by posting
your HCAHP scores in a prominant place so that everyone can know where the unit stands.

While you may think you're just doing your job, to us and to the patients we serve, it means everything.
You are going to the frontlines every day to care for those who need us the most, and to do so with an
eye towards making the experience as strong as it can be for them—well, that Is service al its core.
Please know that we see your hard work, and we value you. We are lucky to have you on our team.

Thank you for your hard work and bravery every day of the year—especially as we continue to battle
COVID-19.

' 4
Keep up the great work!
'
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F L
Marg/L.-Boom, M.D.
President
Chiéf Executive Officer
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Cc: Mr. Wayne Voss

Improvement Using the
HMW Dimension Approach

Dimension Leader Report Out

Approvals & Implememtation

Dimension Leader

([ Responses & Action Planning

Dimension Leaders

Action Planning & Request
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