H O M E H E A LT H

CAHPS Top 5 Report: the newest feature in
our complete survey program.
Turn CAHPS data into better performance and optimized patient care.

The Consumer Assessment of Healthcare
Providers and Systems (CAHPS®) Home
Health Care Survey (also known as
HHCAHPS) was created to measure the
patient experience within Medicare-certified
home health agencies—but it’s more than
just another CMS requirement. With the
trend toward value-based purchasing, patient
outcomes are just as important as volume.
Simply put, CAHPS was designed to collect
your agency’s performance data. However,
without the right vendor, agencies lack
the right programs and tools to use that
data to their advantage.
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When it comes to data analysis, home health
agencies share similar struggles. How to
improve scores, how to identify areas to
address, and what to focus on are common
questions—which is why HEALTHCAREfirst
developed a complete survey program, with
a new Top 5 Report that helps agencies tackle
these performance obstacles.

The HHCAHPS Top 5 Report was created
to help you better understand your CAHPS
scores and to identify which measures are
the most advantageous for you to address as
part of your quality (star ratings) and/or QAPI
programs. It’s the most recent tool from the
HEALTHCAREfirst complete survey program.

This eBook details how to use the report to optimize your patient care and operational
performance, as well as other exclusive tools available from HEALTHCAREfirst that can
change your organization’s CAHPS survey process.
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The Top 5 Report
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The top 5 drivers of satisfaction
This section highlights the five questions that have the closest relationship or strongest correlation
with each of the global measures. The strength of the relationship is determined through statistical
analysis of your organization’s performance scores and is based on the parameters or reporting
options that you select when you generate the report.
Top 5 drivers of satisfaction

20 Rating of patient care (9 or 10)

25 Would recommend this agency (Definitely yes)

18 Listened carefully to you (Always)

17 Explained in a way you understand (Always)

19 Treated you with courtesy and respect (Always)

18 Listened carefully to you (Always)

16 Treated you as gently as possible (Always)

15 Informed about arrival time (Always)

17 Explained in a way you understand (Always)

24 Had problems with care (No)
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Talked about medicines you are taking (Yes)

Relationship strength

Large

Medium

Providers were informed and up-to-date (Always)

Small

In the top five drivers of satisfaction section, different colors are used to show
relationship strength between questions and global measures.
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The top 5 opportunities for improvement
A question we’re often asked by clients is: Can you tell me what I need to focus on? That’s exactly
what this section of the report is intended to do.
This section identifies the five questions with the greatest opportunity for improvement by
comparing your organization’s performance scores with the HEALTHCAREfirst top performers
benchmark score—a stretch goal based on the top performing organizations in our data set.
Top 5 opportunities for improvement

National

Top
performers

17 Explained in a way you understand (Always)

76.0%

95.4%

75.0%

20.4%

18 Listened carefully to you (Always)

66.7%

90.3%

72.0%

18.3%

15 Informed about arrival time (Always)

78.1%

98.3%

82.7%

15.6%

24 Had problems with care (No)

80.2%

92.6%

77.6%

15.0%
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83.7%

98.5%

84.0%

14.5%

CMS complete surveys: 140

Providers were informed and up-to-date (Always)

Performance categories

>80th percentile

40th - 80th percentile

Your score

20th - 40th percentile

Difference

< 20th percentile

In the top five opportunities for improvement, different colors are used to show
performance categories for how your score compares to top performers.
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Comparative benchmarks
Two comparative benchmarks are included in the report:
1. HEALTHCAREfirst National score: This includes
HEALTHCAREfirst client data that meets the
reporting parameters selected by you.

2. HEALTHCAREfirst Top performers: This is a
stretch performance target for each measure,
and is updated monthly.

HEALTHCAREfirst
reporting makes all
the difference
As with all reports offered in the HEALTHCAREfirst
complete survey program, the Top 5 Report is an
expert look at home health satisfaction and quality
measurement. It is designed by home health
experts, who are available to our customers to
provide direction and consultations on the survey
data collected.
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Dissecting the data
Agencies vs. data: find CAHPS success
with HEALTHCAREfirst
How can scores be improved? This is a common question. There are many different variables that can
impact performance scores for your global measures, which can make it challenging to address directly as
part of your performance improvement efforts.
With the HEALTHCAREfirst complete survey program, your agency can transform CAHPS data from a
simple requirement into a competitive advantage.
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How HEALTHCAREfirst reports are a differentiator
For our customers who look to us to guide them toward survey success, our reporting makes all the
difference. Here’s what to expect from our complete survey program’s robust reports—each designed by
home health experts and tailored to your agency’s needs:
•
•
•
•

Easy-to-interpret results to empower users
Real-time access to results as they are processed
Customized reporting hierarchy
Comparative reporting
- Period over period: month, quarter, year
- Internal: teams, location, region, overall
- External: state, national

•
•
•
•

Patient-level drill-down menu
Verbatim comment reporting with email
alert notifications
Easy exporting to Excel
Role-based user security

HEALTHCAREfirst complete survey program: How it works
For MatrixCare and HEALTHCAREfirst customers, we automatically sweep Hospice HHCAHPS files every
month. Other clients can easily upload a file from their EHR to our secure portal. Customers can also now
receive real-time feedback about missing data elements and unmatched or incomplete records in their
monthly survey administration data. This improves the efficiency around file processing and strengthens
CAHPS compliance.
From there, HEALTHCAREfirst handles all the survey stress, while guiding you toward better performance.
Other program features include:
•
•
•
•
•

C
 AHPS dashboard that includes all quality measures reported by CMS, and provides a quick snapshot of
response distribution, trend line and state/national comparisons
C
 ustomized survey and cover includes your agency’s name and logo for better response rates
C
 omment transcription, categorization, and alert notifications
R
 esponsive service team of hospice survey experts dedicated to your success
O
 ngoing training and support with industry best practices
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How to get started
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Let us help improve your CAHPS Survey
HEALTHCAREfirst has one goal: to make your agency successful within your CAHPS program. Using
tools, expertise, and experience, HEALTHCAREfirst can help your agency to surpass your performance
expectations.
When it comes to the data, we understand the numbers, what they mean, and how your agency can use
them to your advantage. If you’re overwhelmed with CAHPS data and how to put it into action, we’re here
to guide you toward better performance and optimized patient care.
HEALTHCAREfirst’s exclusive tools are key to achieving these goals. Our customers use the Top 5
Report to differentiate themselves in the market. Don’t get left behind simply because the numbers are
overwhelming.

HEALTHCAREfirst is a trusted partner
As survey administration experts for over 20 years, we’re more than just a survey program—we’re a true
partner to the organizations that trust us with their CAHPS success. Here are just a few reasons why home
health agencies use our complete survey program for CAHPS:
•
•
•
•
•

W
 e have mailed millions of HHCAHPS surveys (over 3.5 million over the last three years alone) and
processed millions of comments.
W
 e have been an approved HHCAHPS vendor since inception, and have tested compliance, and
regulatory processes.
O
 ur dedicated CAHPS team includes individuals specializing in development, implementation, and
client service.
O
 ur industry experts are always on call to answer pressing questions and provide guidance.
W
 e are advanced analytics experts with extensive experience in home health satisfaction and
quality measurement.
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Differentiate yourself in the market by
using our unique reports and survey
expertise. Let’s talk about how we can
help you improve your CAHPS Survey.

Call 888-337-7148 to learn more,
or visit healthcarefirst.com

All information presented herein is solely intended for employees of MatrixCare customers in connection with their use of the MatrixCare application as a supplement to training, and
to illustrate how MatrixCare applications can be utilized by a typical company. Statements and examples used in the presentation are not intended to contradict or in any way override
the written or verbal instructions of the customer (“Client” or “Licensee”). The Client is responsible for establishing its own practices and procedures and making each of their
employees familiar with them, including those related to the use of the MatrixCare application. Nothing in this material should be construed to be instructing any Client or employee
to violate any Federal, State, or other jurisdictional law or regulation; or to violate any aspect of the Client’s established practices and procedures. We encourage you to seek as
appropriate, regulatory and legal advice on any of the matters covered in this presentation or materials.
The information contained in this document is subject to change without notice. The enclosed materials are not a contract and create no rights upon the reader or obligations of any
kind on MatrixCare or its affiliates. MatrixCare or affiliates shall not be liable for the actions or inactions of the reader in reliance upon the information contained in this document.
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