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Introduction to PFE
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• Define PFE and its importance for hospitals. 

• Describe the 5 CMS PFE Metrics. 

• Examine organizational readiness for PFE. 

• Discuss how PFE relates to Hospital CAHPS®,
Star Ratings, and MBQIP.

CMS = Centers for Medicare & Medicaid Services
CAHPS = Consumer Assessment of Healthcare Providers and Systems (HCAHPS®)
MBQIP = Medicare Beneficiary Quality Improvement Project



What Is PFE?

“Patients, families, their 
representatives, and health 
professionals working in active 
partnership at various levels across 
the healthcare system—direct care, 
organizational design and 
governance, and policy making—to 
improve health and healthcare.” 

3 Carman K, et al. PFE: A Framework For Understanding The Elements And Developing Interventions And Policies. 
Health Affairs. Feb. 2013. https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.1133

https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.1133


What Is PFE? (cont.)

PFE is a strategic priority for CMS.
• Patients actively engaged 

in their care can have 
better outcomes.

• Patients and care 
partners are valuable 
contributors to quality 
improvement.

• PFE can help in 
achieving equitable 
healthcare.

4 https://www.hsag.com/globalassets/hqic/hqic_pfemetricscoachingpkg.pdf

https://www.hsag.com/globalassets/hqic/hqic_pfemetricscoachingpkg.pdf


CMS PFE Metrics

• In 2016, CMS released its PFE strategy.
• In 2020, CMS provided 5 updated PFE metrics.

1. Admission Planning Checklist
2. Discharge Planning Checklist
3. Shift Change Huddle and Bedside Reporting
4. Designated PFE Leader
5. Active Patient and Family Advisory Council (PFAC) 

or Patient Representation on Committee

5
http://www.vhha.com/quality-patient-safety/wp-content/uploads/sites/20/2017/09/Partnership-for-Patients-
Strategic-Vision-Roadmap.pdf
https://www.hsag.com/globalassets/hqic/hqic_pfemetricscoachingpkg.pdf

http://www.vhha.com/quality-patient-safety/wp-content/uploads/sites/20/2017/09/Partnership-for-Patients-Strategic-Vision-Roadmap.pdf
https://www.hsag.com/globalassets/hqic/hqic_pfemetricscoachingpkg.pdf


CMS PFE Metrics Checklist
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CMS Metrics for Person and Family Engagement (PFE)

www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf 



PFE for Quality Improvement

• PFE also impacts quality measurements for 
other programs.
– HCAHPS, Star Rating, and MBQIP measures
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HCAHPS

• First national, standardized, publicly reported survey 
of the patients’ perspectives of their hospital 
experience.

• Administered to a random sample 
of adult patients after discharge.

• Patients are asked to respond to 
29 questions broken down into 
9 categories.  

• 13 of the 29 questions are 
related to the patient/family 
experience.

8 https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/HospitalQualityInits/HospitalHCAHPS

https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/HospitalQualityInits/HospitalHCAHPS


9 HCAHPS Survey Categories 
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Doctor and 
Nurse 

Communication

Staff 
Responsiveness

Hospital 
Environment

Pain 
Management

Medication 
Communication

Discharge 
Information

Care Transitions Overall Rating 
of the Hospital

Likely to 
Recommend



STAR Rating
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The Overall Hospital Quality Star Rating summarizes a
variety of measures across 5 areas of quality into a 

single star rating for each hospital.

 

In 2022, overall Star Rating used 47 of more than 
100 measures and divided them into 5 measure groups.

Mortality 
(7 measures)

Safety of Care 
(8 measures)

Readmissions 
(11 measures)

Patient 
Experience 

(8 measures)

Timely and 
Effective Care 
(13 measures)

https://www.medicare.gov/care-compare/resources/hospital/overall-star-rating

https://www.medicare.gov/care-compare/resources/hospital/overall-star-rating


MBQIP

• Intended to improve quality of care in rural 
hospitals, specifically critical access hospitals.

• Uses data and comparison to drive quality 
improvement projects.

• Provides standardized measurements for 
comparison.

11 https://www.hrsa.gov/rural-health/grants/rural-hospitals/medicare-benificiary-quality-improvement

Patient
safety 

HCAHPS Scores 
and Patient 
Experience

Care
Transitions

Outpatient 
Measures

https://www.hrsa.gov/rural-health/grants/rural-hospitals/medicare-benificiary-quality-improvement


Impact of PFE on HCAHPS, Star Ratings, 
and MBQIP
• Active PFE can improve HCAHPS scores and Star Ratings.

– CMS metrics align with multiple survey categories, 
including responsiveness, communication, 
discharge information, and care transitions.

– PFE can impact Star Rating categories of readmissions, 
patient experience, and safety of care.

– MBQIP measures impacted include patient 
experience and care transitions measures.

• HCAHPs scores can be used to identify PFE activities.
– PFACs use HCAHPS surveys to identify projects.
– Engaging patients can help identify representatives 

for hospital committees.

12 https://www.medicare.gov/care-compare/resources/hospital/overall-star-rating
https://www.ruralcenter.org/sites/default/files/PFE-Guide.pdf

https://www.medicare.gov/care-compare/resources/hospital/overall-star-rating
https://www.ruralcenter.org/sites/default/files/PFE-Guide.pdf


How to Start PFE: Organizational 
Readiness
Organizational readiness “indicates the relationship 
between people, processes, systems, and performance 
measurement. It requires synchronization and coordination 
without which no implementation will be successful.”
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For more 
information, 
refer to Quality & 
Safety Series 
session #3 at 
www.hsag.com/
health-equity-
quickinars

https://www.sciencedirect.com/topics/computer-science/organizational-
readiness#:~:text=Organizational%20readiness%20indicates%20the%20relationship,no%20implementation%20
will%20be%20successful

https://www.sciencedirect.com/topics/computer-science/organizational-readiness#:%7E:text=Organizational%20readiness%20indicates%20the%20relationship,no%20implementation%20will%20be%20successful


Organizational Readiness for PFE

• Hospitals must assess their
willingness and ability to 
implement PFE activities.
– Different hospitals will be able 

to conduct PFE in different ways.

• PFE requires time and resources.
– Identify ways your hospital is 

willing and able to implement 
PFE activities.

14 https://bmchealthservers.biomedcentral.com/articles/10.1186/s12913-015-0717-3

https://bmchealthservers.biomedcentral.com/articles/10.1186/s12913-015-0717-3


Key Concepts

• PFE is an important part of improving 
quality of care.

• PFE is an organizational priority for CMS.
– Reflected in 5 PFE metrics for tracking 

hospital progress.

• PFE is a significant contributor to 
HCAHPS scores, Star Ratings, and MBQIP.

• Assess your organizational 
readiness to identify areas 
where PFE can be implemented 
or strengthened at your hospital.
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Join Us for the Entire Series

Recordings, slides, and 
resource links will be 
posted for on-demand 
access after every 
session. 

16 www.hsag.com/pfe-quickinars
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Thank you!

Questions: hospitalquality@hsag.com  
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This material was prepared by Health Services Advisory Group (HSAG), a Hospital Quality Improvement Contractor (HQIC) under contract with the Centers for Medicare & Medicaid Services 
(CMS), an agency of the U.S. Department of Health and Human Services (HHS). Views expressed in this material do not necessarily reflect the official views or policy of CMS or HHS, and any 
reference to a specific product or entity herein does not constitute endorsement of that product or entity by CMS or HHS. Publication No. XS-HQIC-DIS-01242023-02
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