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Abstract

Background: Hospital managers, healthcare providers, patients, and their families all share the same goal of
enhancing the patient experience. Surveys are the predominant method for assessing patient experience and
happiness, since they offer a convenient means of gathering the viewpoints of a substantial number of individuals
and disceming patterns inside one or multiple establishments. HCAHPS is an acronym that stands for Hospital
Consumer Assessment of Healthcare Providers and Systems. Hospitals are becoming more concerned with
enhancing patient happiness due to the fact that medicare reimbursement is now partially dependent on patient
satisfaction scores. Nevertheless, limited knowledge exists regarding the distinct attributes linked to increased
patient satisfaction.

Purpose: To conduct a comprehensive analysis of existing literature on patient satisfaction and determine the
factors that predict patient happiness, utilizing data from the HCAHPS survey.

Method: A comprehensive literature review was conducted using the Wiley Online Library, PubMed, and
Frontiers databases. Addiionally, a literature search was performed using Google Scholar. The authors
performed an extensive database search covering the period from 2014 to 2023, which led to the identification of
15 papers that met the inclusion criteria. Out of a total of 95 article tities and abstracts, 15 papers were selected
based on the inclusion and exclusion criteria.

Results: After reviewing 15 relevant articles, it was determined that patient satisfaction is affected by every
aspect of the service. This is due to the fact that all components form a cohesive and interconnected system.
Conclusion: The key to enhancing patient satisfaction lies in adopting a patient-centered approach that focuses
on ensuring patients fully understand and actively engage in their care. Research shows a strong link between
higher patient satisfaction and significantly better outcomes.

Keywords: Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS); Hospital;
Satisfaction.

INTRODUCTION

Hospital providers strive to improve the response that arises when individuals compare their
experiences of both patients and their families. performance or outcomes with their expectations,
Surveys are the primary tool used to assess patient especially in the context of using a product or
experience and safisfaction, as they offer an efficient service. Evaluating patient satisfaction can be a
way to collect feedback from a large group of reliable indicator of service quality (Velez, Kaw, Hu,
individuals and identify trends across one or multiple Frankel, Windover, Bokar, & Rothberg, 2017).
institutions. Customer satisfaction is the emotional Although healthcare services have distinct
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characteristics, the current method of assessing
patient satisfaction closely resembles the evaluation
of customer satisfaction in general service industries.

The Agency for Healthcare Quality Research
(AHRQ) developed a standardized tool to measure
patient satisfaction called the Hospital Consumer
Assessment of Healthcare Providers and Systems
(HCAHPS) (Arksey & O'Malley, 2005). Surveys use
this standardized instrument to measure patients'
perceptions of service quality. While healthcare
services are unique, the metric often used to
evaluate pafient satisfaction is similar to how
customer satisfaction is measured in other service
sectors. Several factors contribute to patient
satisfaction, but only a few provide a precise picture
of how satisfied patients are with hospital care
(Simbolon & Hamid, 2019). Consequently, the
HCAHPS survey was created to provide a
standardized way to assess patient satisfaction.

It is essential to better evaluate the effectiveness
of strategies aimed at improving patient satisfaction
in various healthcare settings, particularly with the
use of HCAHPS. The HCAHPS survey consists of 29
questions designed to collect data on patients'
perceptions of their hospital experience. This tooal,
used by the Centers for Medicare & Medicaid
Services (CMS), measures patient perspectives on
their overall hospital stay. The survey covers 10
components, with six focusing on key areas:
communication with nurses, communication with
doctors, hospital environment, communication about
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medicafions, discharge information, and patient
comprehension of information needed for their
recovery. Additionally, factors such as the overall
hospital rating and patient recommendations are also
considered.

RESEARCH METHOD

A systematic literature review method was used
to gather and evaluate findings from relevant and
objective articles focusing on identifying studies
related to the HCAHPS. The literature search was
conducted using keywords like "Hospital Consumer
Assessment of Healthcare Providers and Systems
(HCAHPS) AND hospital environment AND/OR
policy AND/OR cost AND/OR service" in databases
such as WileyOnlineLibrary, PubMed, Frontiers, and
Google Scholar. Academic articles, either in English
or Indonesian, were sourced directly, provided they
were peer-reviewed, full-text, and published online
between 2014 and 2024. The inclusion criteria
centered on satisfaction with services or facilities,
while the exclusion criteria involved policy and
financing.

Data extraction from the reviewed articles was
done independently, focusing on details such as
authorship, study design, objectives, and samples.
Initially, 150 articles were identified, which were then
refined to 15 relevant and applicable ones. The
findings from this review offer insights into the
HCAHPS.
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DISCUSSION

Evaluating hospital service quality through patient
assessments is crucial as it provides a basis for
improving  services, thereby boosting patient
satisfaction and loyalty. Patients generally expect
satisfaction from the products and services they
consume, along with a positive experience. Ensuring
patient satisfaction is essential in healthcare
because it serves as an indicator of performance and
quality (Barr, Giannotti, Sofaer, Duquette, Waters, &
Petrillo, 2006). The HCAHPS survey is a
standardized tool used to assess hospital service
quality, focusing on factors such as clinical
performance, efficiency, effectiveness, patient safety,
and overall satisfaction. Comfort, friendliness, and
service speed are strongly linked to patient
satisfaction (Al-Abri & Al-Balushi, 2014).

Further research can enhance the HCAHPS tool,
leading to a deeper understanding of the factors that
drive  patient satisfaction (Mann,  Siddiqui,
Kurbanova, & Qayyum, 2016). Expanding the role of
anesthesia and pain management specialists in
perioperative care could increase the positive impact
and value of these services.

The primary goal of healthcare systems is to
provide the best care possible. The HCAHPS survey
helps measure service quality, track progress in
system improvements, and monitor changes in
patient satisfaction over time. Understanding the
factors that influence patient satisfaction is crucial for
hospitals seeking to improve their HCAHPS scores
and refine their reporting processes.

Studies have shown that demographic factors
like age, education, and language, as well as non-
traditional variables like self-reported health status
and service type, can influence HCAHPS scores.
The CMS uses these variables to adjust patient data
before making hospital ratings public. Researchers
have identified additional factors that significantly
affect HCAHPS results. Currently, the Centers for
Medicare and Medicaid Services (CMS) allow four
survey methods: mailed questionnaires, telephone
interviews, a combination of both, and interactive
voice response systems (Walker & Karl, 2019). The
HCAHPS survey and its patient mix adjustments
were designed to provide a relevant and unbiased
measure of patient satisfaction across hospitals of all
sizes.
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Studies on American hospitals have found that
60% of patients consider communication about
medications by doctors, nurses, and pharmacists as
a critical factor in their satisfaction (Williams,
Weinman, & Dale, 1998). Despite its limitations, the
HCAHPS survey provides valuable insights into
various aspects of organizational performance. It's
important to note that other factors also influence
HCAHPS ratings, which serve as a measure of
patient experience (LaVela & Gallan, 2014).
Additionally, the survey questions directed at
physicians and nurses apply to all members of those
groups involved in a patient's care, leaving it unclear
whether patients rated the best, worst, or average-
performing provider.

CONCLUSION

The Hospital Consumer Assessment Survey of
Healthcare Services and Systems (HCAHPS) is
utiized as a standardized tool to assess patient
experience and facilitate quality monitoring and
improvement in healthcare services. The quality of
hospital treatment is influenced by various factors,
including  clinical  features, efficiency and
effectiveness aspects, patient safety aspects, and
patient satisfaction aspects. The level of patient
satisfaction significantly impacts the degree of
comfort, ease, and efficiency in healthcare delivery.
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