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Mastering the New HCAHPS™ 

For Essential 5 Star Recognition 
 

 
 

CMS introduced these changes to: 
 

• Improve response rates 

• Encourage real-time feedback 

• Respond to lobbying from American Hospital Association (AHA) and Beryl Institute 

• More accurately reflect the patient experience that supports hospital improvement efforts 
 

 
 
 

 
 
 
  

Understanding the Why 
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What is HCAHPS 2.0? 
 

 
 

Technical Changes as of January 2025: 
 

 
 

Measure Changes: 
 

 
 
  

HCAHPS Decoded 
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Recommendations: 
 

1. Create a Restful Environment. 

2. Charter a REST ASSURED Team. 

3. Educate Patients with Rest Guide. 

4. Cluster Care Activities. 

5. Manage Pain and Discomfort. 

6. Practice Relaxation Techniques. 

7. Use Sentence Starters. 

8. Provide Caregiver Education. 
 
 

Implementation cTools List: Rest-Assured: 
 

1. “Rest-Assured” Team Charter 

2. Patient Rest Orientation Guide 

3. The How-To’s of Patient Engagement 

4. Patient Rest Education Guide 

5. Restfulness Sentence Starters 
 
 
  

Restfulness of Hospital Environment: Rest Assured 

https://files.customlearning.com/downloads/HBS/ImplementationcTools/Restfulness/1_RestAssuredTeamCharter.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Restfulness/2_PatientRestOrientationGuide.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Restfulness/3_TheHowTosofPatientEngagement.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Restfulness/4_PatientRestEducationGuide.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Restfulness/5_RestfulnessSentenceStarters.docx
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Recommendations: 
 

1. Improve communication and collaboration. 

2. Educate caregivers. 

3. Give priority attention to patient and family engagement. 

4. Engage real-time questions. 

5. Establish clear and achievable time frames. 

6. Engage patients in discharge planning earlier. 

7. Use Sentence Starters. 

8. Charter a Seamless Care Team. 
 
 

Implementation cTools List: Seamless Care: 
 

1. Care Coordination Sentence Starters 

2. Medication Education Teach Back 

3. “The Art of Seamless Care” Team Charter 

4. Care Coordination Tools 

5. Care Coordination Workshop Agenda 
 
  

Care Coordination: The Art of Seamless Care 

https://files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/1_CareCoordinationSentenceStarters.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/2_MedicationEducationTeachBack.docx
https://http/files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/3_TheArtofSeamlessCareTeamCharter.docx
https://http/files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/4_CareCoordinationTools.docx
https://http/files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/4_CareCoordinationTools.docx
https://http/files.customlearning.com/downloads/HBS/ImplementationcTools/CareCoordination/5_CareCoordinationWorkshopAgenda.docx
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Recommendations: 
 

1. Standardize the Discharge Process. 

2. Communicate Clearly with Teach-Back. 

3. Involve the Entire Care Team. 

4. Leverage Educational Tools. 

5. Empower Patients through Q & A. 

6. Follow-up Post Discharge Calls. 

7. Focus on the Patient Experience. 

8. Utilize Sentence Starters. 
 
 

Implementation cTools List: Healing Signals: 
 

1. Patient Discharge Symptoms Checklist 

2. Developing Written Instructions for Patient Education 

3. Respiratory Illness Patient Discharge Symptoms Checklist 

4. Reviewing a Symptoms Checklist with Patients at Discharge 

5. Symptoms Sentence Starters 

6. Medication Education Teach Back 
 

Information About Symptoms: Healing Signals 

https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/1_PatientDischargeSymptomsChecklist.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/2_DevelopingWrittenInstructionsforPatientEducation.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/3_RespiratoryIllnessPatientDischargeSymptomsChecklist.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/4_ReviewingASymptomsChecklist.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/5_InformationAboutSymptomsSentenceStarters.docx
https://files.customlearning.com/downloads/HBS/ImplementationcTools/Symptoms/6_MedicationEducationTeachBackSymptoms.docx

