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HCAHPS – Healthcare Leadership. 
[bookmark: _GoBack]The hospital of focus is at Margaret’s hospital, the hospital began its operations more than 100 years and it has been focused on offering health care services to populations in different locations throughout the Illinois Valley. The main focus of the hospital which has Christian foundations is to provide patients with high quality and compassionate care in an environment that is friendly to promote healing. In this paper, we will represtnt the hospital’s HCAPS survey scores to understand the perceptions of the patients on the hospital and the services which they receive at the hospital. Below is a table with the different HCAHPS survey score for the St Margaret’s hospital.
	
	ST MARGARETS HOSPITAL (Illinois) 
	ILLINOIS AVERAGE
	NATIONAL AVERAGE

	Patients who reported that their nurses "Always" communicated well
	86%
	81%
	81%

	Patients who reported that their doctors "Always" communicated well
	85%
	81%
	82%

	Patients who reported that they "Always" received help as soon as they wanted
	78%
	69%
	70%

	Patients who reported that staff "Always" explained about medicines before giving it to them
	71%
	66%
	66%

	Patients who reported that their room and bathroom were "Always" clean
	82%
	76%
	76%

	Patients who reported that the area around their room was "Always" quiet at night
	62%
	62%
	62%

	Patients who reported that YES, they were given information about what to do during their recovery at home
	89%
	87%
	87%

	Patients who "Strongly Agree" they understood their care when they left the hospital
	57%
	53%
	53%

	Patients who gave their hospital a rating of 9 or 10 on a scale from 0 (lowest) to 10 (highest)
	78%
	73%
	73%

	Patients who reported YES, they would recommend the hospital
	79%
	70%
	72%




HCAHPS Analysis
Many of the HCAHPS factors which were measured in this survey had similar scores. From the survey, the state and national average score which had a major difference, is the score on the patients who would recommend the hospital, and the state score was 70% while the national score was 72%. Other scores that had differences include; the patients who reported that the doctor always communicated well in the state were 81% while the national average was 82%. The scores for the patients who reported that they received help as soon as they wanted it was 69 % for the state while the national average was 70%. The majority of the scores in the survey elements that were measured in this HCAHPS survey had a similar score between the state and national average. Factors such as patients who agreed that the nurses communicated well, the average for both the state and national average was 81%. The patients who reported that they received proper information about medication given to them was 66% for both the state and the national average. The patients who reported that their room and bathroom were always clean was 76% for both the state and national average. The patients who reported that the room was quiet at night was 62% for the state and national average. Patients who reported that they were told what to do when recovering at home was 87% for the state and national averages. And, patients who understand the care given after leaving the hospital was 53% for the state and national average. From the survey, it can be seen that the majority of the survey factors had similar scores for the state and national averages as compared to the factors that had different scores. 
There are differences in the average scores between St. Margarets hospital and Pery Memorial hospital, the hospitals are both in Illinois, and HCAHPS survey was conducted at the same time. The scores for the different factors that had different scores include; patients who reported that the doctors always communicated well were 85% for St. Margarets hospital while for Pery Memorial hospital’s average was 80%. Reports for patients who received help as immediately as they wanted it was 78% for St. Margarets hospital and 73% for Pery Memorial hospital. Patients who reported that they had sufficient information about their treatment after leaving the hospital was 71% for St Margaret's hospital while Pery Memorial hospital had an average of 70%. 
The response rates of two other hospitals in the region do not differ too much. The majority of the factors that were presented in the survey had similar score rates. The factors which had differing response rates did not have significant differences. 
St. Margaret’s Hospital is a 69-bed facility that is licensed to operate in Illinois. The hospital began in 1903 and it operates in the Spring Valley area of Illinois which has a population of 6,214 people. The hospital serves patients from the community, ranging from children, teenagers, youth and older adults.
The culture of the people is diverse; people living in the area are comprised of African Americans, White Americans, Hispanic and Latin Americans. People from different cultures have different values and these values and customs influence customs and the responses of the HCAHPS surveys. The education levels of the people living in the area where the hospital operate determine how informed the individuals and the way that they will respond to the survey. Socioeconomic factors affect the way that people respond to the questions, and this is because the financial strength of a person in most cases determines the quality of service which an individual requires. 
The survey presents the quality of services that the individual receives in the hospital. With good survey scores, many people will like to be treated at the hospital making it easier for the hospital to gain a financial advantage in the long run (Malpani, Hilibrand & Grauer, 2018). However, for the short-term, the hospital will be financially strained as it will need to use its financial resources to improve their facilities to accommodate the increasing number of patients at the hospital. An increase in the number of patients will affect the quality of services provided at the hospital, and new structures have to be developed to ensure that there are enough facilities and staff to offer quality services to the patients. 
HCAHPS Scores Potential Cause.
From the scores, it can be seen that the hospital has higher scores than the average scores for both the state and national averages. The high scores for the different survey elements are as a result of the hospital’s commitment towards the provision of high-quality services to the patients that it serves. According to the hospital, the core values which are followed when offering services to the patients at the facility include: Caring, patients are shown care and compassion. Quality, the medical personnel at the facility, need to make sure that they maintain high standards of quality, professionalism and excellence in their service (Locations - St. Margaret's Hospital and Healthcare, 2020). Respect or dignity, all patients and staff working at the hospital are recognized and given high regard. There is also commitment and dedication from the practitioners at the hospital staff when offering care to the patients. 

Strategic Plan to Improve the Hospital’s HCAHPS Scores
To improve the St. Margarets hospital’s HCAHPS scores, different changes need to be implemented. First, the areas where changes need to be implemented need to be identified as well as the factors which make the scores in these areas low. One of such areas is on the understanding of care by the patients who are leaving the hospital; the score for this survey was 57 percent. Through the implementation of organizational changes, different factors which affect the scores of the hospital. For instance, in this case, new methods of education the patients can be developed to help improve their understanding of the treatment when they leave the hospital. Changes need to be implemented throughout the organization. Organizational change is achieved by properly communicating the proposed system and the way that it will affect the work done in the organization.
	Evidence-based practices are used to ensure that the expected results are achieved so that the hospital can get improved scores. Through research, different evidence-based practices can be identified and ways of implementing them determined. Evidence-based practices have proven results and using them improves the quality of services received at the hospital. Similarly, shared governance can be used to help management get more experience when making decisions. This ensures that informed decisions are made to help the hospital achieve the required outcomes and improve the quality of services provided. 
	To ensure that there is accountability among the patients, medical providers, and payers, some of the methods that I will use include; integrating a health information management system which will help provide treatment record for the patients and also ensure that the practitioners are ethical in their work and that they present accurate information about the services which they offer. Technological advances have disrupted the healthcare sector, to incorporate the systems in health care, proper facilities need to be purchased and people who have experience managing the systems hired. Through the use of technological devices and methods, efficiency will be achieved and the quality of services offered in the hospital improved. The cost needs to be affordable so that all individuals can get access to high quality care. The care provided should be patient-centered to help practitioners meet the needs of the patients. 

Stakeholders Roles
The stakeholders of the hospital need to work towards implementing the different changes which have been outlined for the hospital to effect the changes required. The major stakeholders in this process include; the patients, medical practitioners, payers, and hospital management. The patients need to ensure that they provide sufficient information about their medical condition; the medical practitioners should ensure that they follow all the set standards when offering care to the patients and the management needs to implement the different strategies that have been created to promote change within the organization. To ensure that their accountability and involvement of all the stakeholders, the responsibility of each stakeholder will be clearly outlined and targets set for the stakeholders to complete their assigned roles (Levin et al., 2017). It is also important that the staff receive training; they will be able to gain the proper skills required to help them achieve the goals that have been set. The training that the staff will go through will involve communication which is essential in the sharing of information and leadership so that they can understand how to work with the new changes. The plan will be implemented within three months and checks will be periodically done after two weeks. 

Evaluating the Success of the Strategic Plan
	An evaluation process will be used to ascertain the success of the strategic plan. Through a new survey, the new scores will help to determine whether the changes have successfully transformed the operations of the hospital. The stakeholders will be involved in this process by helping in determining the different factors that will be covered by the questionnaire and by developing a communication process. The communication process which will be used will notify stakeholders internally through a memo while public notices will be developed to communicate with others externally. 
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