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Topics

• Overview of Star Ratings and the HCAHPS Survey  

• Process of Creating HCAHPS Star Ratings

• HCAHPS Star Ratings on Hospital Compare Web site 

• Resources 
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Why Put Star Ratings on Hospital Compare?

• Consumers are the primary audience for Hospital Compare, along 
with other important stakeholders

• The National Quality Strategy envisions effective public reporting 
as a key driver for improving the health care system as a whole:

• Consumers consult ratings
• Consumers choose the care that is best for them and their 

families
• Providers are incentivized to improve quality to retain existing 

patients and to attract new ones
3



CMS Principles for Star Ratings

• Report what is most important to patients in a way they 
can understand

• Leverage knowledge and lessons learned from existing sites

• Transparency of methodology and display with stakeholders

• Supplement information already on Hospital Compare
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Overview of  HCAHPS Star Ratings 

• In April 2015, CMS added Star Ratings for HCAHPS measures 
to the Hospital Compare Web site 

• No HCAHPS information was removed from Hospital Compare 
when HCAHPS Star Ratings added to the Web site

• Hospital Compare Overall Star Ratings added in July 2016
• Rolls up ~60 different measures of various types
• Still controversial 

5



Overview of  HCAHPS Star Ratings (cont’d) 

• HCAHPS Star Ratings are based on the same data as 
the HCAHPS measures publicly reported on the 
Hospital Compare Web site 

• Data comes from the HCAHPS Survey, a national, 
standardized, 32-item survey of patients’ experience 
of care during a recent hospital stay
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HCAHPS Never Rests

• Continuously administered since 2006 

• April 2017 publicly reported scores are based on more than 
3.1 million completed surveys from patients at 4,306 
hospitals

• Every day more than 8,500 patients complete the HCAHPS 
Survey



HCAHPS on Hospital Compare 



All 11 HCAHPS Measures Receive a Star Rating

• Composite Measures
• Communication with 

Nurses
• Communication with 

Doctors
• Staff Responsiveness 
• Pain Management
• Communication about 

Medicines
• Discharge Information
• Care Transition

• Individual Items
• Cleanliness of Hospital 

Environment
• Quietness of Hospital 

Environment

• Global Items
• Recommend Hospital
• Overall Hospital Rating
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Process of  Creating HCAHPS Star Ratings 

Step 1 
•Construction and Adjustment of HCAHPS 
Linear Mean Scores
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Calculation of  HCAHPS Linear Mean Scores

• All survey responses are used in the construction of 
HCAHPS Star Ratings

• Survey responses are converted into linear mean scores
• The linear mean score for an HCAHPS measure 

summarizes all the responses to the survey items 
included in that measure
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Example of  HCAHPS Survey Items: “Your Care From Nurses”



HCAHPS Star Ratings Linear Mean Scores

• HCAHPS Survey responses are converted to a 0-100 score as follows:

• Never 0 Sometimes 33 1/3 Usually 66 2/3 Always 100

• Strongly disagree 0 Disagree 33 1/3 Agree 66 2/3 Strongly agree 100

• No 0 Yes 100

• Rating 0 = 0 Rating 1 = 10 … Rating 10 = 100

• Definitely no 0 Probably no 33 1/3 Probably yes 66 2/3 Definitely yes 100

• HCAHPS scores are averaged to obtain linear means for each measure
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Construction & Adjustment of  HCAHPS Linear Mean Scores

• Linear means capture the full distribution of responses to 
HCAHPS Survey items
• Not just the “Top-Box” (most positive) response

• Scores are then adjusted for patient mix and mode of 
survey administration
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Why do HCAHPS Star Ratings use linear mean scores instead of  
“Top-Box” scores?

• Linear mean scores and “Top-Box” scores are 
alternative, statistically valid methods for summarizing 
HCAHPS performance

• The linear mean score utilizes the full range of survey 
responses to each HCAHPS item
• “Top-Box” score is based on only the most positive 

response
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Process of  Creating HCAHPS Star Ratings 

Step 2
•Conversion of Linear Mean Scores to HCAHPS 
Star Ratings
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Converting Linear Mean Scores to HCAHPS Star Ratings

• A statistical clustering technique is applied to HCAHPS 
linear mean scores

• Clustering identifies star groups that maximize differences 
between groups and minimize differences within groups
• There are no pre-determined quotas for the star 

categories
• Same method is used for many CMS Part C and Part D   

Star Ratings
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Converting Linear Mean Scores to HCAHPS Star Ratings 
(cont’d)

• 1, 2, 3, 4 or 5 whole stars are assigned to each HCAHPS 
measure
• No half-stars are assigned
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Does the number of  hospitals that receive 5 stars differ for 
each of  the HCAHPS measures? 

• Yes. The clustering algorithm empirically determines the 
number of hospitals in each Star Rating category 
independently for each HCAHPS measure

• CMS does not force a pre-determined number or  
percentage of hospitals into a specific Star Rating 
category
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HCAHPS Star Ratings and Top-Box Scores on 
Hospital Compare 



Process of  Creating HCAHPS Star Ratings 

Step 3
•Calculation of the HCAHPS Summary Star 
Rating
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HCAHPS Summary Star Rating

• The HCAHPS Summary Star Rating combines the Star 
Ratings of all the HCAHPS measures

• The HCAHPS Summary Star Rating is the average of 9 
elements:
• 7 Star Ratings from the HCAHPS composite measures
• Average of Cleanliness and Quietness stars
• Average of Overall Rating and Recommend stars
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HCAHPS Summary Star Rating (cont’d)

• Normal rounding rules are applied to the HCAHPS 
Summary Star Rating average to assign 1, 2, 3, 4 or 5 
whole stars
• No half-stars are assigned
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Example: Calculation of  HCAHPS Summary Star Rating
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HCAHPS Summary Star Rating on 
Hospital Compare 





Sources and Web sites for More Information

• For more information about HCAHPS Star Ratings, visit the 
official HCAHPS Web site, www.hcahpsonline.org
• FAQs about HCAHPS Star Ratings
• HCAHPS Star Rating Technical Notes

• Questions or feedback about Star Ratings  
HospitalCompare@hsag.com

• Visit Hospital Compare:
• https://www.medicare.gov/hospitalcompare/search.html
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For more information or questions: 

• William G. Lehrman, Ph.D.
Social Science Research Analyst

• Division of Consumer Assessment & Plan Performance
• Centers for Medicare & Medicaid Services (CMS)
• Baltimore, MD 21244-1850
• William.lehrman@cms.hhs.gov
• 410 786-1037 

mailto:William.lehrman@cms.hhs.gov
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