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HCAHPS – 2020 Recommend  Top Box  ( Yes Definitely) 

Purple = 2020 TB Green = Goals Grey = 2019 TB 

Presenter
Presentation Notes
Brief review How we ended 2020 - 



Emergency Department 2020 Recommend Top Box -

Purple = 2020 TB Green = Goals Grey = 2019 TB 



Purple = 2020 TB Green = Goals Grey = 2019 TB 

Outpatient Ambulatory Surgery 2020 Recommend TB 
ASU, Interventional Radiology, Pain, Endo, Eye  



Top OFIs per Survey’s Priority Index  

HCAHPS 

Staff Worked 
Together to Care For 

You (.51)

Response to 
concerns/complaints 

(.49)

Nurses Listen 
Carefully (.48)

OAS

Staff worked 
together to Care for 

you ( .40)

Staff ensure you are 
comfortable (. 37)

ED

Staff worked 
together to Care for 

you (.69)

Doctors expl in way 
you understand (.54) 

Presenter
Presentation Notes
Respondents in all three survey areas identified Staff worked together as an observation which scored on low side and which statistically  related to lower  global ratings– 
Ways to address for example -“ I ll checked with your doctor and he wants to change your medication




Journey to Excellence 2021 – REFOCUS 

• Sustainment  and 
Refresh

• Words That Work
• Food Transformation
• Hospitality & Guest 

Services 

Culture of 
C.A.R.E. 

• Team Lavender
• Schwartz Rounds
• EAP
• Employee Engagement 

Resilience & 
Team Support

• Senior Staff  
• Nurse Manager 
• Interdepartmental 
• Rounding on 

Employees
• CARE Leader Comment

Rounding

• Narrate Your CARE
• PX Storytelling & Best 

Practices
• Phone Etiquette
• Team STEPPS
• Managing Up

Communication

Identify a 2021 Service Goal



CONNECTING - First Encounter in Hallways, Public Areas 

Non-verbal 
communication

Smile, and make eye 
contact Verbal communication

“Good Morning/ Good Afternoon.
Welcome to Phelps or Name of 

your Department ”

10 Foot Rule – Non Verbal Acknowledgement
5 Foot Rule – Opening Greeting 

VISITOR/Patient  

Our Culture of C.A.R.E.

Presenter
Presentation Notes
2 minutes

TELL: 
Let’s begin with Contact and Opening Greeting. 
The initial contact (verbal and nonverbal) shapes an overall interaction. 
The 10 foot 5 foot rule is a guide on how and when to make those initial contacts. 
At 10 feet of a patient/family approaching you/the desk, make non-verbal communication such as a smile, standing up and appropriate eye contact. 
At the 5 foot mark, that’s a great opportunity to extend a warm welcome, “Good Morning.” 
This intentional acknowledgement sets a connected and professional tone. 




Thank you

Questions or Comments ?
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