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Hospital Consumer Assessment of Healthcare Providers and 

Systems (HCAHPS)  measure how patients perceive the care 

they receive while in a  hospital. HCAHPS are important for 

staff and leadership to understand the way patients report 

their care, but there are financial implications as well. Both of 

these items are critical to the success of all units they are an 

important measure that are viewed and worked on.  CRMH’s 

Acute Care for the Elderly (ACE) unit 10 West desired to 

improve their HCAHPS scores. The unit partnered with the 

Interactive Patient care Manager to devise a new approach to 

using the Interactive Patient Care Manager software, 

GetWellNetwork (GWN)to engage patients in medication 

education.  

 

 

10 West Nurses use GWN to teach patients and caregivers 

about prescribed medications and the possible side- effects of 

one medication per patient per shift. Teaching points are then 

posted to the patients MyChart or E-mailed. This method 

provides reinforcement of the bedside education for the 

patient through MyChart-MyGetWellNetwork after discharge. 

 

 

 

Type in the medication you will be administering to your patient.  

Then click – {Search} 

 

 
 

 

Pass code:  Last four digits of Patient Visit Number on their arm 

band 

1. Click on the information necessary to review with your patient. 

2. If they have understood the information, have them click on 

the Green Thumb – supports documentation 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

One of the largest hospitals in the state, Carilion Roanoke 

Memorial Hospital (CRMH) is a 737-bed hospital with an 

additional 60-bed Neonatal Intensive Care Unit. Now in its 

second century of providing premiere healthcare services, 

CRMH also features a Level I trauma center. A Magnet 

designated facility, CRMH  employs over 1700 nurses in acute 

and ambulatory settings with over 400,000 admissions and 

visits annually. 

Select this button to email the 

Medication Information 

directly to the patient or to the 

caregiver of the Patient. 

This initiative of medication searches in GWN is important and is 

effectively driving 10 West HCAHPS scores toward a continued and  

positive trajectory. This is part of the unit culture and part of the 

workflow. Using GWN as a medication explanation tool in 

conjunction with nurse participation and engagement has lead to a 

positive outcome in patient satisfaction. At the time of hospital 

discharge; patients, and families are able to articulate the important 

information covered  by nursing staff. Specifically why medications 

are prescribed, potential side-effects, special precautions that exist, 

and more information in general about the medication chosen for 

them to meet their care needs. 

 

Statistically significant improvements( See Data below)  in HCAHPS 

scores on 10 West have resulted after implementing the GWN 

medication teaching and reinforcement approach. Improvements 

occurred in the overall HCAHPS score, as well as the HCAHPS 

dimensions of: Nurse Communication, Doctor Communication, 

Responsiveness of Staff, Medication Communication, Discharge 

Information, and Overall Rating. HCAHPS have moved from 100% 

below the benchmark in August2015 to 25% below the benchmark in 

January 2016. 

 

Medication is complex and challenging, yet critical to excellent 

patient care. HCAHPS scores provide a reflection of the quality 

of medication education provided for patients  as they prepare to 

care for themselves after discharge form the hospital. All CRMH 

nursing units with GWN can apply this approach to using the 

technology to support medication education for patients. During 

the September 1st to January 31st timeframe, the patient 

utilization of health topics in GWN was 72% compared to the rest 

of the hospital average of 49% over the same time frame. In the 

6 months prior to September 1st (February- August 2015) 10 

West GWN health education utilization was 38%.  The major 

implication for nursing units at CRMH is the GWN is available to 

all inpatient units and can be used in a similar manner.   

 

Over 4,168 medication searches have been completed for 

patients on 10 West from September 1st through January 31st 

which has correlated to the increase in the health education 

utilization for 10 West. 

PRC Pre and Post Implementation  
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