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Dr. Jennifer Kennedy is the vice president for quality
and standards at Community Health Accreditation
Partner (CHAP) and is a nationally recognized
hospice expert. She has more than 35 years of
experience as a leader and nurse in diverse
healthcare settings and has worked in hospice and
palliative care for the last 20+ years.
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Learning Objectives

1. Describe the updated survey distribution modes

2. Discuss the updated survey measures,
requirements, and deadlines

3. Gain actionable survey implementation strategies
for success
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Hospice CAHPS
Nuts & Bolts



What Is CAHPS?

e Consumer Assessment of Healthcare Providers and Systems (CAHPS) survey

e Itis a standardized questionnaire used to gather feedback from patients about
their experiences with healthcare providers

e Itis developed and maintained by the Agency for Healthcare Research and
Quality (AHRQ)

e The CAHPS program launched in October 1995 in response to concerns about
the lack of good information about the quality of health plans from the
enrollees’ perspective
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Hospice CAHPS

Developed by the Centers for Medicare &
Medicaid Services (CMS) and began national
implementation in 2015

The survey is a tool to measure the quality of
hospice care

Assesses experiences of patients who died
while receiving hospice care, as well as the
experiences of their informal primary
caregivers

The primary caregiver completes the
47-question survey after the patient's death
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Hospice CAHPS Goals

1. Provide a source of information from which selected measures could
be publicly reported to beneficiaries and their family members as a
decision aid for selection of a hospice program

2. Aid hospices with their internal quality improvement efforts and
external benchmarking with other facilities

3. Provide CMS with information for monitoring the care provided

medbridge



Survey Modes

(=) Y,
R ®
Mail Telephone Mixed Mode

(mail with telephone
follow-up)
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CAHPS Compliance

Hospices are required to contract with an
approved survey vendor to collect data
monthly during a calendar year

Data is submitted to CMS quarterly by
designated due dates

Participation in the CAHPS Hospice
Survey is required to meet pay for
reporting, or a provider will receive a 4%
deduction on a coordinating annual
payment update fiscal year
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Current CAHPS Measures

Composite measures Global measures
e Communication with the family e Rating of this hospice
e Getting timely help e Willingness to recommend
this hospice

e Treating the patient with respect
e Emotional and spiritual support
e Help for pain and symptoms

e Training the family to care for the
patient

medbridge 1



Hospice CAHPS
Updates



Polling Slide

1. Were you aware of an update CAHPS survey for 2025?

a. Yes
b. No
c. Not sure



Updated Survey

CMS finalized the implementation of a
revised hospice CAHPS survey in the
FY 2025 final payment update rule
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CAHPS Survey Update Implementation

Updated Survey Implementation
April 2025 Decedents

Survey version (QAG V10.0) remains in effect through
March 2025 (Q12025) decedents

Survey version QAG V11.0 will supersede all previous
materials beginning with April 2025 (Q2 2025) decedents

Web survey materials
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https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/quality-assurance-guidelines/do-not-use/appendix-r_cahps-hospice-qag-v11.0-web-materials---english-jan-2025.pdf

Data Collection and Submission Timeline

Survey Field Period

Data Submission to the

Month of Death Begins CAHPS Hospice Survey
Data Warehouse
July 2024 October 1, 2024
August 2024 November 1, 2024 February 12, 2025
September 2024 December 1, 2024
Existing survey and October 2024 January 1, 2025
administration procedures | November 2024 February 1, 2025 May 14, 2025
EaRLIHE December 2024 March 1, 2025
January 2025 April 1, 2025
February 2025 May 1, 2025 August 13, 2025
March 2025 June 1, 2025
Revised survey and April 2025 July 1, 2025
administration May 2025 August 1, 2025 November 12, 2025
procedures begin [, 0 5025 September 1, 2025

Source: CAHPS Hospice Survey Vendor Training October 2024
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https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/survey-training-materials/2024-cahps-hospice-survey-training-rev-february-2025.pdf

New Survey Mode

Web-mail Mode

Pre-notification
Letter

Extension

CMS Finalized:

The addition of a web-mail mode (email invitation to a web
survey, with mail follow-up to nonresponders)

Addition of a pre-notification letter, which will be sent to the
designated contact one week before the survey administration

Extending the field period from 42 to 49 days
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New Web Mail Mode

Prenotification Letter Sent

Email Invitation Sent

Email Reminder Sent

N First Mail Survey Sent

Second Mail Survey Sent

M End Survey Field Period

S
S
¥

Source: CAHPS Hospice Survey Vendor Training October 2024



https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/survey-training-materials/2024-cahps-hospice-survey-training-rev-february-2025.pdf

New Survey Mode

Per CMS, hospice providers should check with
their current vendor about plans for web-mail
mode implementation, as it is not required

If your organization wishes to offer surveys via
web-mail mode and your current vendor is not
planning to implement that mode, you may need
to change vendors
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Updated Survey Structure

Survey length Items removed
e 39 questions vs. current e Removal of three nursing home items
47 questions and an item about moving the family
member that is not included in scored

e 30 questions about

hospice care R

e Removal of one survey item regarding
confusing or contradictory
information from the Hospice Team

Communication measure

e 9O questions about
demographics
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Updated Survey Structure

Items added Wording simplified

e Addition of two new items, e Simplified wording to component
which will be used to items in the Hospice Team
calculate a new Care Communication, Getting Timely
Preferences measure Care, and Treating Family

Member with Respect measures
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Updated CAHPS Measures

e CMS developed a new CAHPS measure and updated two CAHPS
measures related to revising the overall survey

New: Care Preferences measure
Revised: Hospice Team Communication measure

Revised: Getting Hospice Care Training measure
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New Care Preferences Measure

e CMS added two new items to the survey, which will be used to
calculate a new Care Preferences measure

e The items are related to respecting patient wishes and listening to
what matters to the patient

o "“Did the hospice team provide care that respected your family
member's wishes?”

o "Did the hospice team make an effort to listen to the things that
mattered most to you or your family member?”
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Hospice Team Communication Measure Update

Simplified wording to component items

Current CAHPS Survey

Updated CAHPS Survey

While your family member was in hospice care, how
often did the hospice team keep you informed about
when they would arrive to care for your family
member?”

“"How often did the hospice team let you know when
they would arrive to care for your family member?”

“While your family member was in hospice care, how
often did the hospice team explain things in a way
that was easy to understand?”

“How often did the hospice team explain things in a
way that was easy to understand?”

“While your family member was in hospice care, how
often did the hospice team keep you informed about
your family member’s condition?”

“How often did the hospice team keep you informed
about your family member's condition?”
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Hospice Team Communication Measure Update (cont)

Simplified wording to component items

Current CAHPS Survey

Updated CAHPS Survey

“While your family member was in hospice care, how
often did anyone from the hospice team give you
confusing or contradictory information about your

family member's condition or care?”

N/A (removed from revised survey)

“How often did the hospice team listen carefully to
you when you talked with them about problems with
your family member’s hospice care?”

“How often did the hospice team listen carefully to
you when you talked with them about problems with
your family member’s hospice care?”

“While your family member was in hospice care, how
often did the hospice team listen carefully to you?”

“While your family member was in hospice care, how
often did the hospice team listen carefully to you?”
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Getting Timely Care Measure Update

Simplified wording to component items

Current CAHPS Survey

Updated CAHPS Survey

“How often did you get the help you needed from the
hospice team during evenings, weekends, or
holidays?”

“How often did you get the help you needed from the
hospice team during evenings, weekends, or
holidays?”

“While your family member was in hospice care,
when you or your family member asked for help from
the hospice team, how often did you get help as
soon as you needed it?”

“When you or your family member asked for help
from the hospice team, how often did you get help
as soon as you needed it?”
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Treating Family Member With Respect Measure Update

Simplified wording to component items

Current CAHPS Survey

Updated CAHPS Survey

“While your family member was in hospice care, how
often did the hospice team treat your family member
with dignity and respect?”

“How often did the hospice team treat your family
member with dignity and respect?”

“While your family member was in hospice care, how
often did you feel that the hospice team really cared
about your family member?”

“How often did you feel that the hospice team really
cared about your family member?”
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Public Reporting of Measure Updates

e No impact on the Summary Star Rating

e CMS will not report until there are eight
quarters of data for the new Care Preferences
measure

e "Getting Hospice Care Training” will be treated
as a new measure, and CMS will not publicly
report until eight quarters of data are collected

e No public reporting impact on the "Hospice
Team Communication” measure
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Public Reporting Transition Period

CMS will calculate scores and Star Ratings by combining scores
from quarters using the current and new survey

Family Caregiver Survey Rating Summary Star Rating will be based
on seven measures rather than the current eight measures until a
full eight quarters of data are available for the “Getting Hospice
Care Training” measure

Summary Star Rating would be based on nine measures once eight
quarters of data are available for the new Care Preference and
Getting Hospice Care Training measures

medbridge

29



Public Reporting of Measure Updates: Timing

CMS anticipates the new measures will be reported in the February
2028 refresh to public reporting on Medicare Care Compare using
Q2 2025 through Q1 2027 data

Measure scores and Star Ratings are not calculated on the same
schedule

CMS will make measure scores available to providers in their
Provider Preview reports once they meet a threshold number of
completed surveys

medbridge
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Polling Slide

1. Has your organization done any preparation for the
updated CAHPS survey?

a. Yes
b. No
c. Not sure



Hospice CAHPS
Reminders



CAHPS Survey Communication: Can Do

v Hospice providers can tell a patient and family/caregiver that a
survey will be sent to ask about their hospice experience

o The hospice must inform all caregivers

v Providers may communicate the name of the survey vendor that will
be administering the survey to all caregivers during the hospice
admission process

v Providers may conduct quality improvement activities, including
asking patients/family members questions to promote well-being
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CAHPS Survey Communication: Cannot Do

x Invite or ask the caregiver if they want to participate in the survey, or
ask if they want to opt out of the survey

x  Show or provide the CAHPS Hospice Survey materials, including
envelopes, to caregivers while they are in the hospice or at any time
before the administration of the survey

x  Attempt to influence caregivers to answer the survey questions in a
particular way

x  Offer incentives of any kind to complete the survey
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CAHPS Survey Communication: Cannot DO (cont.)

x Ask any CAHPS Hospice Survey-like questions or response categories
outside of the official CAHPS Hospice Survey administration

x Contact caregivers directly regarding their survey responses

x  Share any responses that would identify a particular
decedent/caregiver with direct care staff

medbridge
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CAHPS Exemptions

Size

e Served fewer than 50
survey-eligible decedents/
caregivers in a reference period

Newnhess

e The hospice must have received its
CCN on or after the first day of the
performance year for the CAHPS
Hospice Survey




Get Ready for the Updated CAHPS Survey

v Collaborate with your survey vendor

v Understand the updates

v Familiarize yourself with the new measures
v Train your staff

v Implement quality checks

v Ensure data accuracy
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Medbridge Hospice
Ecosystem



Home Health Ecosystem

A single platform that supports nurses from day

. : : S
one and helps deliver better patient outcomes gggfrt;?nf;ng ‘??O
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setting-specific content
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e Access our tablet-optimized Clinical
Procedure Manual anywhere

Point-of-Care
Excellence

Clinical Procedure Manual

e Improve care quality with our digital
Skills & Competency Manager

. L Learning Management
Superior Training 9 9

: System
and Mentorship
e Deliver better patient outcomes to
maximize reimbursement L\\Aobne
pp
Improye Care
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Education Built for Hospice Agencies

For Hospice Nurses
Hospice-Specific RN
Onboarding
Hospice Case Management
Clinical Procedures

HOPE Series

For Hospice Leadership
Hospice Regulatory
Requirements

Medicare Reimbursement
Leadership Development

People Skills

For Team Members

Patient- and Family-Centered
Care

Admission and Eligibility

Documentation for Success
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19.02

MEDBRIDGE

CONTINUED EDUCATION CLINICAL PROCEDURE MANUAL

medbridge P—

CATALOG (253)
Activities of Dally Living v

Aide Skills: Tub Bath and Shampooing

Alde Skills: Nail and Skin Care

The Ultimate
Digital Companion

Alde Skills: Sponge Bath and
Shampooing

for Nurses

Shampooing
Alde Skills: Communication
Aide Skills: Oral Hygiene
Aide Skills: Nutrition

Alde Skills: Ambulation

Aide Skills: Bed Mobulity



https://www.figma.com/proto/reBoFyDd7FIu3FYf5WaXRh/Clinical-Procedure-Manual?page-id=33%3A35260&type=design&node-id=225-21434&viewport=686%2C88%2C0.44&t=p3DpDV1wBFlYp7Gd-1&scaling=scale-down&starting-point-node-id=225%3A21434&mode=design

Polling Slide

1. Would you like to learn more about our Hospice solution?

a. Yes, | would like to hear from a Medbridge expert
b. No thank you



Questions?



Thank You



References

Agency for Healthcare Research and Quality. (2024, Jul). About the CAHPS program and surveys.
https://www.ahrg.gov/cahps/about-cahps/index.html

Centers for Medicare & Medicaid Services. (2024, Aug 6). Medicare Program; FY 2025 Hospice Wage Index
and Payment Rate Update, Hospice Conditions of Participation Updates, and Hospice Quality

Reporting Program Requirements — Final.

rule. https://www.govinfo.gov/content/pka/FR-2024-08-06/pdf/2024-16910.pdf

Centers for Medicare & Medicaid Services. (2025, Jan). CAHPS hospice survey: QAG V11.0 survey
materials. https://www.hospicecahpssurvey.org/en/survey-materials/telephone-scripts/

Centers for Medlcare & Medicaid Services. (2024, Oct). CAHPS hospice vendor training.

. lobalassets/hospice-cahps4/survey-training-materials/2024-cahps-h
ospice-survey-training-rev-february-2025.pdf

Centers for Medicare & Medicaid Services. (2024, Jan). CAHPS hospice survey fact sheet.
https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/home-page/cahps_hospice_survey_fact
sheet_january-2024.pdf

medbridge

45


https://www.ahrq.gov/cahps/about-cahps/index.html
https://www.govinfo.gov/content/pkg/FR-2024-08-06/pdf/2024-16910.pdf
https://www.hospicecahpssurvey.org/en/survey-materials/telephone-scripts/
https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/survey-training-materials/2024-cahps-hospice-survey-training-rev-february-2025.pdf
https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/survey-training-materials/2024-cahps-hospice-survey-training-rev-february-2025.pdf
https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/home-page/cahps_hospice_survey_fact_sheet_january-2024.pdf
https://www.hospicecahpssurvey.org/globalassets/hospice-cahps4/home-page/cahps_hospice_survey_fact_sheet_january-2024.pdf

