
Patient and Family Engagement (PFE) 
Quickinar Series Session 10

Selecting, Training, and Engaging 
Patient and Family Advisors (PFAs)
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CMS Definition of PFE

“Patients and families are partners in defining, 
designing, participating in, and assessing the care 
practices and systems that serve them to assure they 
are respectful of and responsive to individual patient 
preferences, needs, and values. 

“This collaborative engagement allows patient values 
to guide all clinical decisions and drives genuine 
transformation in attitudes, behavior, and practice.”

—Centers for Medicare & Medicaid Services (CMS)

2 www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/QualityInitiativesGenInfo/Downloads/Person-
and-Family-Engagement-Strategy-Summary.pdf

https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/QualityInitiativesGenInfo/Downloads/Person-and-Family-Engagement-Strategy-Summary.pdf


Objectives
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• Explore how to get started with patient 
representation at your facility.

• Review the PFE Roadmap to Success.
• Give examples of how to operationalize PFE and 

patient and family advisory council (PFAC) activities.
• Discuss importance of developing mutual trust.
• Examine confidentiality and HIPAA* guidelines 

training for PFAs.

HIPAA = Health Insurance Portability and Accountability Act of 1996



CMS Metrics for PFE

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

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


What Is a PFE Leader?

CMS Metric 5:
PFAC or patient/family representative(s) 
on hospital committee.

• Patient and/or family representatives 
formally members on a PFAC or 
hospital committee (at least 1 patient).

• Meetings have been scheduled 
and conducted.

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

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


Getting Started

• Develop a recruitment 
strategy for PFAs.
– Specify criteria for 

eligibility.
– Outline roles and 

responsibilities.
– Develop a packet of 

information that conveys 
necessary information to 
prospective PFAs.
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• Launch a recruitment 
campaign and solicit 
applications.
– Issue personal 

invitations/ and take 
recommendations from 
staff members.

– Distribute recruitment 
brochures/flyers.

– Post on hospital website.



Selecting PFA Members

• Select appropriate candidates based on applications 
and interview in a standardized format.

• Seek PFAs with qualities that contribute to helpful 
engagement.
– Willing and able to share their opinions 

and insights.
– Ability to listen and respect the 

opinions of others.
– Representative of hospital patient 

demographics.
– Knowledge and interest in a variety of 

healthcare quality improvement topics.
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PFE Roadmap to Success

• HSAG HQIC developed 
the PFAC Roadmap to 
Success to assist hospitals 
in starting a PFAC.

• This resource provides  
step-by-step guidance 
with tools and 
documents to assist you 
in your journey toward a 
successful PFAC.

8 www.hsag.com/globalassets/hqic/hqic_pfac_roadmap.pdf

http://www.hsag.com/globalassets/hqic/hqic_pfac_roadmap.pdf


Operationalizing PFA Involvement

• Begin with onboarding and 
orientation of PFAs.
– Hospital policies.
– Quality improvement methodology.
– General goals of their involvement.

• Develop long-term goals with 
contribution from PFAs.
– Discuss what they would like to 

achieve as an advisor.
– Develop SMART goals and long-term 

action plan.

9 SMART = specific, measurable, achievable, realistic, time-based



Confidentiality Training

PFAs may be exposed to sensitive information.
– Hospital legal counsel should contribute to 

guidelines for PFAs and offer recommendations.

– Hospital should clearly outline expectations for 
confidentiality, including having PFAs sign waivers.

– PFAs should be trained appropriately to handle 
sensitive information, including HIPAA training, 
if applicable.

Confidentiality agreement example: University of Kansas Health System, 
www.kansashealthsystem.com/-/media/Files/PDF/pfacmembershipconfidentialityagreement.pdf
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https://www.kansashealthsystem.com/-/media/Files/PDF/pfacmembershipconfidentialityagreement.pdf


Operationalizing PFA Involvement

• Identify potential PFA projects.
– Based on Hospital CAHPS® surveys, 

provider suggestions, quality data, 
and PFA interest.

• Initial projects can be “quick 
wins” to build PFA momentum.
– Review existing materials.
– Review patient satisfaction surveys.
– PFAs share their perspectives and 

experiences in hospital as a patient 
or care partner.

11 Hospital CAHPS® (Consumer Assessment of Healthcare Providers and Systems)



Operationalizing PFA Involvement (cont.)

• Measure the impact of PFA contributions.
– Identify both quantitative and qualitative impacts.

• Celebrate improvements and contributions of the PFAs.
– Helps morale and sustainability.
– Increases buy-in of staff 

and leadership.
• Communicate successes of PFA 

projects to the community.
– Increases future interest in 

PFA activities.
– Improves trust and relationships 

with the community.
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Mutual Trust

• PFAs help develop a culture of trust 
and respect between providers and 
patients/caregivers.
– Begins with relationship between PFAs 

and clinicians/hospital leadership.
– Encourage honest, respectful, and 

thoughtful feedback from PFAs.
• Authentic communication between 

PFAs and providers can lead to: 
– Improved processes.
– Quality improvement.
– Increased understanding and respect.
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Key Concepts

• To meet Metric #5, recruit PFAs to be part 
of a PFAC or on a hospital committee.

• PFAs should be recruited and selected in a 
standardized, thorough process.

• Operationalizing PFA involvement includes 
onboarding and orientation, confidentiality 
training, and selecting and implementing 
projects with PFA involvement.

• Mutual trust is essential for working with 
patients and caregivers, and PFA 
involvement in hospital committees can 
be an important first step in establishing 
this culture of trust and respect.
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Join Us for the Health Equity Quickinar Series: 
2nd and 4th Thursdays

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

15 www.hsag.com/health-equity-quickinars



Join Us for the PFE Quickinar Series: 
1st and 3rd Thursdays

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

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

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-PFE-06132023-01
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