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QuILTSS Quality Measures

• Satisfaction 35 points 
– Member/Resident: 15 points 

– Family: 10 Points 

– Staff: 10 Points 

• Culture Change/Quality of Life 30 Points 
– Respectful Treatment: 10 Points 

– Resident Choice: 10 Points 

– Member/Resident and Family Input: 5 Points 

– Meaningful Activities: 5 Points 



QuILTSS #15 MEMO: Survey

• Due to the continued pandemic, the NRC Health survey is optional
for QuILTSS #15

• QuILTSS#15 survey scores will be compared to QuILTSS#14 scores. 
The most advantageous scores will be utilized for QuILTSS #15 results

• Facilities who do not adhere to the methodology or who do not obtain 
survey results sufficient for the QuILTSS #15 survey will default to 
their QuILTSS #14 score



Satisfaction Measures
• Resident

– All Medicaid residents with a BIMS of 8 or above

– All Long-Stay residents that have a BIMS of 8 or above and have lived in the skilled 
nursing center for at least 100 days as of January 1, 2023 (moved-in on or before 
September 23, 2022)

• Family
– One family member/responsible party for each Medicaid resident 

– One family member/responsible party for each long-stay resident that has lived in 
the nursing center for at least 100 days as of January 1, 2023 (moved-in on or 
before September 23, 2022)

– If a resident has multiple family member contacts, you may send multiple surveys

• Employee
– All full- and part-time employees should receive a survey

– All agency/contracted staff



Culture Change/Quality of Life Measures

• Questions for each of these measures will be included on 
the Resident surveys

• There will be a section for each measure

– Respectful Treatment 

– Resident Choice 

– Member/Resident and Family Input 

– Meaningful Activities



Behavioral Based Surveys
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Survey Questions – Family and Resident

Satisfaction Based

Rate this facility on 

Management’s 

responsiveness to your 

suggestions and 

concerns?

o Excellent

o Good

o Fair

o Poor

Behavioral Based

Are your concerns 

responded to in a timely 

manner?

o No

o Yes, somewhat

o Yes, mostly

o Yes, definitely



Net Promoter Score (NPS)

How likely would you be to recommend this 
facility to your family and friends?

0 Not at all likely

1/2/3/4/5/6/7/8/9/

10 Extremely likely
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NPS Scoring



AHCA CoreQ

The questions below are part of a national 
initiative to measure the quality of skilled 
nursing care centers:

• In recommending this facility to your friends and family, how 
would you rate it overall?

• Overall how would you rate the staff?
• How would you rate the care you receive?

Poor, Average, Good, Very Good, Excellent



Resident & Family Surveys

Shorter Questionnaire

•NPS – Likely to recommend

•Quality of Care

•Quality of Service

•Safety

•CoreQ

•TennCare Culture Change/Quality of 

Life (Resident Only)

•Open End



Employee Survey

Questionnaire

•NPS Likely to Recommend

•Work Environment

•Training

•Supervision

•Commitment

•Overall would you recommend

as a place to work?



Methodology

• Resident – paper with web option

• Family – paper with web option

• Employee – paper with web option
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Web Option

family.opinionpro.net

resident.opinionpro.net

Employee.opinionpro.net 

Enter code on cover letter as
instructed 



Reports

Reports will 

be emailed to

the administrator
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2023 Point In Time Survey 
Initiative Details
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What is important to Customers & Employees

• Belief action will be taken

• Convenience

• Post-Survey Follow Up

Communication is the most critical step to the success of our 
survey and response rate



Leadership

• A high response rate helps to ensure the survey 
results are representative of the survey population

• Higher response rates are correlated with higher 
scores

• Influenced by the visible support of facility  
leadership



Best Practices For Increased Participation

• Site Champion

✓Drives the process

• Set Goals

• Implementation Plan

✓ Communication

✓ Delegates

✓ Schedules



Recommendations

Hold a meeting with Stakeholders to discuss the results of the 
last survey

• What you learned

- Areas for improvement

- Areas doing well

• Your Action Plans – what has changed since the last survey

• Make it an event



• Implementation Manuel

• Communicate that the survey 
is coming

• Mail or distribute notification 
letters to

family and residents

• Educate all employees

• Posters etc.
https://go.nrchealth.com/l/279972/2021-10-
26/qf6fg

Create an Implementation Plan

https://go.nrchealth.com/l/279972/2021-10-26/qf6fg


Goals

Set specific measurable goals:

• Increase participation

• Send communication to family members

• Inform employees



QuILTSS-15
Timeline

• Submit Survey Registration 
FormNov 4 

• Submit data fileNov 23

• Notify StakeholdersDec 14

• NRC Health Mails SurveysDec 30

• Final Due date for surveysJan 27

• Reports availableMarch 1

March 8-9 • Post-survey Webinars



Agreement with 
NRC Health

https://nrchealth.com/wp-

content/uploads/2022/08/2023-

QuILTSS-Survey-Sign-up.docx

DUE NOVEMBER 4

*Return all pages

https://nrchealth.com/wp-content/uploads/2022/08/2023-QuILTSS-Survey-Sign-up.docx


• Resident Surveys -will arrive bulk with 
individual resident names 

• Employee Surveys –will arrive bulk 
anonymous

• Family Surveys -will be mailed

• All surveys, bulk and mail will be ordered using a 
data file template

Ordering Surveys



Ordering Resident Surveys

• All Medicaid residents with a BIMS of 
8 or above

• All Long-Stay residents that have a 
BIMS of 8 or above and have lived in the 
skilled nursing center for at least 100 
days as of January 1, 2023 (moved-in on 
or before September 23, 2022)



Ordering Family Surveys

• One family member/responsible party for each 
Medicaid resident 

• One family member/responsible party for each 
long-stay resident that has lived in the 
nursing center for at least 100 days as of 
January 1, 2023 (moved-in on or before 
September 23, 2022)

• If a resident has multiple family member 
contacts, you may send multiple surveys



Ordering Employee Surveys

• Every employee both full and part-time 
should receive a survey including PRN 
staff and contract staff



Reminder

Ordering correct number of surveys is critical to 
having sufficient data for QuILTSS

“Facilities who do not adhere to the methodology for 
a survey or who do not obtain survey results 
sufficient for measurement purposes will have their 
scores default to scores from QuILTSS #14, which in 
some cases could be QuILTSS #13 or QuILTSS #12.”  



Submit data file

• HIPAA requires that all files containing 
personal health information (PHI) be 
submitted via a secure link (on the data 
file)

• Important: Do not email data files



No later than Nov 23 : Submit data file



Address Collection Sheet – 2nd Tab



Preparing your data file

• Save file as:

TN_FACILITY NAME_data_MM.DD.YYYY.xlsx

Example:

TN__COLONIAL HAVEN_data_11.10.22.xlsx

Save as Macro Enabled Worksheet

Then: Click the link in the header of the 

Data file to upload your file



https://nrchealth-
dataexchange.nrch.us/login

• User Name: 

FileUpload

• Password: 

TennCare#2Survey

File Upload



Browse and select your file



Browse and click on your file



See your file



Start Upload



File successful uploaded!



Residents Who Require Assistance

Survey Helpers

• Facility staff with permission of the 
resident or family member

• Staff who does not provide direct care

• Activities/Social Services/etc



• Mail or distribute notification 
letters to family, residents and 
employees

• Implementation Manual to 
help

Dec 14: Communication  



Notification Letters 



We're Listening Materials



Dec 30: Family Surveys mail

• Family Surveys will mail via US Post 
Office. Survey packets will come to the 
attention of each person in the mail



December 30: Surveys Shipping

• Resident and Employee Surveys will ship 

together in one package via UPS 

• Addressed 

Attn: Administrator



Distribution of Surveys

• Distribute surveys to residents and employees



Best Practices

• Use and refer often to the “We’re Listening” 
materials

• Provide sealed collection boxes for completed 
surveys

• Maintain confidentiality



January 23: Return Surveys

• DO

– Ship completed surveys back 
(one package)

– Return unused and unopened 
surveys

• DO NOT

– Open surveys 

– Keep unused surveys



No later than January 27: Due date for surveys

• Final date for NRC Health to accept 
surveys

• Surveys must be received

at NRC Health by this date



March 1: Reports available

Reports will be emailed to the 
administrator of each facility

Reporting Review – How to view your 
results

• Wed March 8, 10:00 am CT/11:00 ET

• Thurs March 9, 1:30 pm CT/2:30 ET



QuILTSS-15
Timeline

• Submit Survey Registration 
FormNov 4 

• Submit data fileNov 23

• Notify StakeholdersDec 14

• NRC Health Mails SurveysDec 30

• Final Due date for surveysJan 27

• Reports availableMarch 1

March 8-9 • Post-survey Webinars
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Resources

https://go.nrchealth.com/l/279972/2021-10-26/qf6fg

TennCare QuILTSS –
NRC Health Survey Webpage:

For Non-Survey Questions
Contact TennCare:
QUI.LTSS@tn.gov

https://go.nrchealth.com/l/279972/2021-10-26/qf6fg
mailto:QUI.LTSS@tn.gov


Upcoming Webinars

• Reporting Webinar

✓ Wednesday March 8, 10:00 am CT

✓ Thursday March 9, 1:30 pm CT

• Results Presentation

✓ Thursday March 30, 10:00 am CT

• Action Planning Sessions

✓ Thursday April 27, 2:00 pm or 

✓ Friday April 28, 10:00 am CT



Questions?

Teresa Costello

Customer Success Manager

Email: tmcostello@nrchealth.com

Phone: 800-388-4264

Customer Support

Email: customersupport@nrchealth.com

Phone: 888-343-2851

mailto:tmcostello@nrchealth.com
mailto:customersupport@nrchealth.com

