
Introducing Gallup Patient Engagement

For more than 30 years, Gallup has consulted with healthcare 
providers about their ability to measure and manage the expectations, 

satisfaction, and loyalty of their staff and patients. From these 
decades of experience evolves the Patient Engagement program, 

Gallup’s strategy to help leading healthcare organizations 
truly understand their customers and consistently predict 

performance outcomes.

Why should you care?

Research shows that measuring Patient Engagement 
(the passion, pride, integrity, and confidence of a 

patient’s care experience with an organization) 
in concert with the HCAHPS items yields a 

stronger and more statistically significant 
relationship with optimized performance 

outcomes than using the HCAHPS survey alone. Gallup’s Patient Engagement 
survey consistently predicts hospital performance on an index of critical business and 
care outcomes, including EBIDTA, mortality, contract labor rates, turnover, and high 
HCAHPS scores.

Gallup Research Shows  
Measuring HCAHPS Is Not Enough to Drive Performance Outcomes

Copyright © 2008 Gallup, Inc. All rights reserved.

Gallup Research Shows  
Measuring HCAHPS Is Not Enough to Drive Performance Outcomes

Confidence

 

Passion 

Pride

Integrity

Complying with the HCAHPS initiative has direct and immediate implications on your 
organization’s compensation levels. However, the HCAHPS survey is just one piece of 
the patient puzzle. The HCAHPS survey questions, while necessary, are not sufficient 
for ultimately understanding the full range of  emotional engagement drivers that are 
known to bond  patients — your customers — and their families with an organization for 
life. To establish and maintain these kinds of lasting, trusting relationships with your 
patients that link to your facility’s performance, quality levels, and bottom line, it is 
critical that you develop a plan for measuring and driving Patient Engagement. 

The patient feels the hospital is 
“perfect” for her, that she “can’t live 
without it.”

The patient feels really good about 
the hospital and how  
using the services of the  
hospital reflects on him.

The patient’s feelings of integrity will 
depend on whether he is treated 
fairly by the hospital, both routinely 
and when something goes wrong.

The patient feels the hospital is 
trustworthy and keeps its promises.



Why Gallup Patient Engagement and HCAHPS? 

HCAHPS measures patients’ perceptions and expectations of the basic aspects 
of their care experience. Patient Engagement combines these transactional 
measures with the “next level” information crucial to your organization’s future 
success: the emotional investment and psychological commitment of your patients 
to your employees, your physicians, and the hospital as a whole. The complete 
Patient Engagement survey, which includes the HCAHPS question items, meets 
HCAHPS participation requirements. Additionally, Gallup’s Patient Engagement 

consulting solutions provide in-depth analysis about the 
transformational behaviors that link to critical hospital 
performance outcomes while allowing facilities to track 
the strength of their brand as measured by their patients’ 
emotional connection with the organization.

The Patient Engagement survey includes Gallup’s Customer 
Engagement items. This allows healthcare providers, for the 
first time, to compare their organizations to those throughout 
any and all industries in Gallup’s Customer Engagement 
database, including other healthcare providers. Hospitals 
are unique in the variety of services they provide, including 

aspects of the hospitality, food service, retail, and manufacturing industries. 
Measuring Patient Engagement allows you to compare your customers’ emotional 
attachment in these areas against a diverse and robust database consisting of best 
practice industry performers throughout the world.

As a healthcare provider, your facilities and your care can meet your patients’ 
basic expectations yet fail to create a lasting emotional connection. Isn’t it 
time that you not just satisfy your patients, but build this connection so patients 
use your services again and recommend your services to others — and you have 
HCAHPS scores that you can be proud of?

For more information about Gallup Patient Engagement and how it can 
make a dynamic impact on your organization’s performance outcomes, contact  
healthcare@gallup.com.
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