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INTRODUCTION
Recently discharged patients receive the 
Hospital Consumer Assessment of 
Healthcare Providers and Systems 
(HCAHPS) survey requesting information 
about the patient’s hospital experience. 
Survey components include the patient’s 
perception of communication from 
physicians and nurses generally and 
concerning medications, hospital 
cleanliness and quietness, overall rating 
of the hospital, and if the hospital would 
be recommended to others. The HCAHPS 
collects and reports data using 
standardized questions patients feel are 
important enabling them to compare  
each hospital on a local, statewide, or 
national level.  HCAHPS surveys are 
directly proportional to Medicare 
reimbursement rates- incentivizing 
hospitals to improve quality of care. 
Additional to financial implications, a 
study reported in Circulation: 
Cardiovascular Quality and Outcomes 
concluded that “higher patient 
satisfaction is associated with improved 
[hospital] guideline adherence and lower 
inpatient mortality rates- suggesting that 
patients are good discriminators of the 
type of care they receive.” 3 

Northeastern Health System (NHS), aims 
to improve the current medication 
communication score of 52.47% 
(national average of 65% 2 ). 

AIM STATEMENT

PROJECT DESIGN
1. HCAHPS questionaire was reviewed 
and identified question 25 (“When I left 
the hospital, I clearly understood the 
purpose of each of my medications.”) as 
an area for improvement.

2. “Nursing to review ALL discharge 
medications WITH patient” was added to 
the default discharge order set.

3. Create PowerPoint presentation 
educating each physician on the 
importance of HCAHPS and encouraging 
the use of specific language when 
reviewing medications with patients at 
discharge.

RESULTS AND NEXT STEPS
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Achieve NHS HCAHPS medication 
communication score of 75% in one year.

1. Reevaluate HCAPS score quarterly for 
the next year.

2. If the medication communication 
scores improve by 5% per quarter, steps 
will be taken to target other questions in 
the same category.

3. If the scores do not improve by 5% per 
quarter, consider post-discharge patient 
contact to review medications.
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