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Core Question
Will providing staff with structured education on a consistent process to effectively educate patients about their 
new medications and side effects improve HCAHPS scores, primarily in the domain of “Communication about Medicines?”

baCkGround
• HCAHPS assesses the patient perspective of care. 

• HCAHPS results are used in determining reimbursement values 
for hospitals 

• HCAHPS survey scores numerically reflect the quality of care 
delivered

• Improved patient education about medications is supported by the 
Annals of Internal Medicine statement:
• Nearly 1 in every 5 patients experience an adverse event after 

discharge from the hospital, and of those, nearly 66 percent are 
medication related.

Problem
• Hospital Consumer Assessment of Healthcare Providers and 

Systems (HCAHPS) survey results are less than the desired >80th 
percentile goal.

• The HCAHPS scores June 2014 to June 2015 varied:
• Overall Communication about Medicines 63.1 to 72.5
• Staff explaining purpose of medicine 71.8 to 87.0
• Patients understanding purpose of medicine 60.0 to 72.7
• Staff describing medication side effects 46.7 to 58.3

• Patients’ understanding & side effects explained are targeted 
problem areas.

• Problems with Current Education Delivery related to:
• Inconsistency between Clinicians
• Poor Utilization of Resources
• Information given lacks emphasis on key terms
• Insufficient documentation of education

ProjeCt aIm
• Improve the education provided to patients about new 

medications and potential side effects. 
• Convey the importance of consistent implementation of 

new teaching process during medication administration.
• The goal is to increase “always” responses to HCAHPS 

questions about medication education.
• The objective is met by achieving the organizational goal of 

>80th percentile in the medication domain.

ProjeCt desIGn
• Framework: Plan-Do-Study-Act (PDSA) 
• Setting: 223-bed community hospital
• Number of Staff Expected to complete training: 470
• Measurement Variables: 

• Press Ganey Survey 
• Nurse Leader Rounding
• HCAHPS Survey

• Results: Pre and Post Implementation Comparison

ProjeCt fIndInGs
• 227 of the 470 staff members completed the educational 

presentation and evaluation
• Results in a 48 percent participation rate

nurse leader roundInG 
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We want to ensure that we are explaining the side effects of any new 
medications prescribed in the hospital. Do you feel we are doing that?

Pre-ImPlementatIon
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We want to ensure that we are explaining the side effects of any new 
medications prescribed in the hospital. Do you feel we are doing that?

Post-ImPlementatIon

ProjeCt barrIers
• Staff resistance to process changes

• Multiple system-wide changes occurring at the same time as the 
project time frame

• Insufficient number of staff completing educational presentation
• Continued lack of consistency in the education provided to patients
• Lack of time available to nurses to provide comprehensive education 

to patients due to patient conditions or poor nurse-to-patient 
staffing ratios

ImPlICatIons for future
• Educating patients every time a medication is administered, using 

the four key words to emphasize the education is the best practice 
for improving patient perceptions about the communication they 
received during their hospital stay. 

• Despite statistically insignificant results, the concept of improving the 
way education is delivered to patients will result in overall improved 
outcomes.

• While not statistically significant, there have been overall gradual 
improvements in survey results in each of the questions about 
medications. The organization will continue to hardwire the process 
for educating patients in all staff.

• The organization will continue to stress the 
importance of using the proper process to 
educate patients to all staff. 

• The organization will create more visual 
cues to remind staff to educate patients 
about medications and side effects and 
trigger patients to ask.
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