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Here For You

Joan R. Cardellino, CAVS is a subject matter expert with extensive experience engaging volunteers and community
forces for good Having served “in the arena” to the “C-suite”, she offers a broad range of management, organization, and
program development skills, expertise, and experience.

Dana Litwin, CVA is a strategic advisor, public speaker, and thought leader in volunteerism and civic service. Since 2002
she has guided organizations in California's Silicon Valley and world-wide to produce breakthrough talent and community
engagement programs. She is the Past President of the Association of Leaders in Volunteer Engagement, and a founder
of the multi-sector National Alliance for Volunteer Engagement, and the creator of the premiere web series “Priceless
Advice for Leaders of Volunteers.”

Today’s 
Emcee!

Todd McMullin finished his degree in Recreation Management (1993) and embarked on a journey to improve the world. Within
5 years he had founded a United Way chapter, a Volunteer Center and a software company focused on volunteer
management. After 9/11 he served as the Nationwide PM for the Disaster Help Network, supporting more than 150 state and
local medical volunteer deployment systems. In 2007 he co-founded the Association for Leaders in Volunteer Engagement
(AL!VE) and then the National Alliance for Volunteer Engagement in 2017. He has designed volunteer solutions for Disney
Worldwide Services, Cisco Inc., the USO’s global network, the Smithsonian Institution and the states of TX, CA, OK, ID, NV, HI
and MD.

https://www.volunteeralive.org/
https://allianceforengagement.org/


The current extremely 
challenging healthcare 
situations

VSysVoices are here 
for you.

We Understand...



What Do We Do? 

1. Keep the old if it 
works, but…

2. Adopt new ways of 
thinking

3. Adopt new practices 



Improve:

1. Patient experience
2. Population health
3. Provider satisfaction

While reducing per-capita 
healthcare costs.

Mission of Healthcare  



Alignment. Alignment. Alignment!

1. Internal Surveys
2. HCAHPS
3. High Performance
4. Social Determinants of 

Health (SDOH)



Today’s Journey Map

YOUR Survey Results!

What is HCAHPS?

Why is it Important?

Valuation
Ideas To Action!



Survey Results
HCAHPS Survey Co.

Press Ganey
PRC

Survey Monkey Huron, 
other

Dept. Oversight HCAHPS:

• Quality
• Patient Experience
• Care Experience
• Nursing Admin



Survey Results



Survey Results



Survey Results
Is volunteer impact data integrated into your hospital's HCAHPS data 
collection system? 

No

Yes

Don’t Know



Enterprise 
Resource Planning

DON’T BE INVISIBLE!



Example of an ERPS



Example of an ERPS



Key to the future 
of healthcare 
volunteerism

HCAHPS Value



Quality

Safety

Affordability

HCAHPS Breakdown







Why Is It Important?



http://medicare.gov/care-compare



https://www.cms.gov/Research-Statistics-Data-and-Systems/Research/CAHPS

https://www.cms.gov/Research-Statistics-Data-and-Systems/Research/CAHPS


https://search.ahrq.gov/search?q=volunteers+in+health+care



Valuations

HCAHPS is NOT 
a satisfaction 

survey!



Engaged Workforce

Leadership Partnership with 
Patients and Families

Performance 
Improvement Focus

High 
Performance Is…

All of these 
are aligned!



The better you perform on the HCAHPS survey, the higher your 
reimbursement

Scores
Matter!



❑Never
❑Sometimes
❑Usually
✔Always

Top Box Scoring



Volunteer Placements = Top Scores

•How can volunteer 
placements and 
programs assist with 
“top box” scores?

•And how can 
volunteer impact on 
top box scores be 
proven?



Patient survey eligibility  
requirements help prioritize 
volunteer placements and 

programs essential to 
HCAHPS.

Patient Eligibility Requirements



HCAHPS results are reported for six composites, two individual 
items, and two global items.

• Composite Measures:
o Communication with Nurses (Q1, Q2, Q3)
o Communication with Doctors (Q5, Q6, Q7)
o Responsiveness of Hospital Staff (Q4, Q11)
o Communication About Medicines (Q13, Q14)
o Discharge Information (Q16, Q17)
o Care Transition (Q20, Q21, Q22)

HCAHPS “Composites”



HCAHPS results are reported for six composites, two individual 
items, and two global items.

• Individual Items:
o Cleanliness of Hospital Environment (Q8)
o Quietness of Hospital Environment (Q9) 

• Global Items:
o Overall Hospital Rating (Q18)
o Recommend the Hospital (Q19)

“Individual” & “Global” Elements



Communication With Staff



● Call button 
response time

● Cleanliness

● Noise

● Food

Environment & Responsiveness



Discharge & TransitionsPotential Volunteer Assignments

• Project RED (Re-Engineered Discharge) 
Toolkit/AHRQ

• Discharge with Dignity/Clothes Closets
• Food Pantry
• Post Discharge Calls
• Car Seat Donation Program
• Special Needs Fund
• Transportation Vans
• Cell Phone/Tablet Donation Program
• Congregational Health Volunteers
• Community Partners: National Volunteer 

Caregiving Network



Overall Rating 



1. Adapt HCAHPS Volunteer 
Assignment Worksheet

2. Use Plan.Do.Check.Act. 
Approach

3. Behave as role models of 
Quality Improvement (QI) 

Ideas To Action!

https://vsysone.com/download/PlanDoCheckAct2020-09-02v2.ppsx


4. Establish HCAHPS Volunteer 
Assignments Review 
Committee.

5. Obtain/maintain Certified 
Patient Experience 
Professional (CPXP).

6. Obtain/maintain Certified 
Administrator of Volunteer 
Services (CAVS).

Ideas To Action!



7. Rethink and align 
everyday VRD practices 
with HCAHPS. 
(We have a .xlsx that might help. Download here).

Ideas To Action!

https://docs.google.com/spreadsheets/d/1tiQU4Wi3_xQa7UIBoDTV4TiecAkmam0y/edit?usp=sharing&ouid=113586828651067122721&rtpof=true&sd=true


8. Define your department’s 
data integration path(s) 
into your hospital’s 
Enterprise Resource 
Planning System.

Ideas To Action!



9. Talk to VSys about:

• Definition tables
• Placement 

names/categories
• Placements options
• Placement groupings
• Integrations

Ideas To Action!



What is YOUR Journey Map?



Agency for Healthcare Research and Quality (AHRQ)

AHRQ Understanding CAHPS Surveys Graphic

Approved Vendor List HCAHPS

Care Compare

Centers for Medicare and Medicaid Services/CAHPS

Health Care Leader Action Guide to Effectively Using 
HCAHPS

Patient Experience Institute

Additional Resources

https://www.ahrq.gov/cpi/about/profile/index.html
https://www.ahrq.gov/cahps/about-cahps/index.html
https://hcahpsonline.org/en/approved-vendor-list/
https://www.medicare.gov/care-compare/
https://www.cms.gov/Research-Statistics-Data-and-Systems/Research/CAHPS
https://www.aha.org/system/files/hpoe/Reports-HPOE/health_care_leader_action_guide_to_effectively_using_HCAHPS.pdf
https://pxinstitute.org/?


Joan Cardellino
Joan.Cardellino@gmail.com

Visit the VSys Voices Webpage

mailto:Joan.Cardellino@gmail.com
https://www.vsysone.com/pages/voices
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