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Description: The HCAHPS survey is a measure of patient experience in the hospital. The 
Communication with Doctors measure summarizes how well patients feel their doctors explained 
things clearly, listened carefully to the patient, and treated the patient with courtesy and respect. 
Effective communication between doctors and patients can be reassuring to the patients and can help 
prevent errors like medication mix-ups or misdiagnoses. 
Rationale: The HCAHPS survey has led to insights such as hospitals that provide better patient 
experience of care have higher adherence rates to clinical guidelines, lower risk-adjusted mortality 
rates, and lower readmission rates. When used correctly, HCAHPS linear mean scores provide valid 
and reliable measures of hospital quality that can compel hospitals to assess and improve patient 
experience. For example, hospitals with better doctor communication ratings have been shown to 
also have lower rates of hospital acquired conditions (HACs) and patient safety indicators (PSIs). 
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Impact: 
• Large number of patients affected. 

Opportunity: 
• Opportunity for improvement exists, as demonstrated by the coefficient of variation for the 

measure. 
Evidence: 

• Supported by suggestive clinical evidence and theoretical rationale. 
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