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GENERAL INFORMATION 
 
Q: Why is SCL Health posting stars online? 
A: SCL Health is committed to quality and transparency. Posting comments and ratings allows 
us to share our patients’ perception of their experience of care.  Our consumers have become 
very comfortable with star ratings and consider the experiences of others when choosing a 
provider for themselves and their family.  This process allows us to deliver on our promise to 
give more “Power to the Patient.” 
 
Q: Where will the comments be posted online?  
A: SCL Health will post the qualitative comments on the provider’s website profile on the 
SCLHealth.org website. 
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Q: How are CG-CAHPS quantitative question scores turned into 5 Star Ratings? 
 
CG-CAHPS questions have several response scales: 

 
 
Simply stated, you take your top box score (94.9%) from the provider communication, or care 
provider section/question score and divide by 20.  94.9 / 20 = 4.7 
 
For additional information on how the ratings are calculated, please email 
PatientExperience@sclhealth.org.  
 
PROVIDER PARTICIPATION 
 
Q: What providers are eligible to participate in the 5 Star Transparency Program? 
A: All SCL Health Employed Providers that are set up in the SCL Health survey program and 
have provider profiles on sclhealth.org are eligible to participate. At this time, residents are 
excluded from this program. Please refer to the “CMS List of Eligible Professionals” for more 
information. 
 
Q: If I do not want to participate in the 5 Star Transparency Program, may I opt out? 
A: No. All SCL Health Employed Providers, residency program faculty and providers employed 
at a care site that see patients in hospital-based clinics are expected to participate. 
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Q: I just became employed by SCL Health/SCL Health Medical Group. How long will it 
take for my ratings to be posted to my online profile? 
A: Once a provider is set up in the survey program, patients are invited to complete a survey 
between 24 hours after their visit (for text and email invitations), and 3-7 business days for 
mailed survey invitations. For text and email invitations, most patients respond to the survey 
within 1-3 days, while mailed survey returns may take 10-15 days to be returned.  When a 
minimum N of 30 returned surveys is reached, the provider will receive a “Star Card” to review 
and approve comments. 
 
COMMENT REVIEW 
 
Q: As a provider, will I be able to see the comments before they are posted to my online 
profile? 
A: Yes. Each month, all eligible providers who have a minimum of 30 returned surveys, will 
receive an email with their “Star Card” as an attachment.  Providers will have 15 days from the 
date of the email to review the comments that have been selected for publication to their 
provider profile. The following is an example of the “Star Card” attachment: 
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Q: What is the process to appeal a comment? 
A: An appeal begins by sending an email to patientexperience@sclhealth.org with the specific 
comment to be reviewed. Please refer to the “5 Star Transparency Program Governance” policy 
for the specific details of the appeals process.  
 
Q: What if a patient makes a false statement in their comments? 
A: Providers will have the opportunity to appeal comments selected for publication. Comments  
submitted for an appeal will be reviewed by the Physician Review Board.  The decision of the 
Physician Review Board is final.  
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