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THE CHALLENGE 
With incentives tied to patient satisfaction, hospitals seek to increase HCAHPS 
participation to create an accurate picture of their patients’ experiences. Centegra-
McHenry Hospital (CMH) had struggled with low HCAHPS survey participation rates 
from patients and due to limited survey data did not have the visibility it needed to 
address patient issues. As these scores impacted its financial reimbursements and 
quality of care rankings, CMH needed to increase the number of patients who returned 
HCAHPS surveys to identify which components of the patient experience needed the 
most improvement.

THE SOLUTION
CMH had been using CipherRounds with the goal of achieving higher levels of care 
coordination and swifter issue resolution. In addition to focusing on the quality of patient 
rounds, CMH saw an opportunity to increase participation, as well as the scores they 
were receiving. Five months after the initial implementation of the digital application, 
the hospital  added a new question to the rounding script that nurses used to educate 
patients on the upcoming HCAHPS survey, with the goal of further increasing the number 
of respondents.

THE RESULTS
After five months of launching CipherRounds, CMH saw a 27% increase in the number 
of surveys returned. Further, five months following the addition of the new rounding 
question, there was another 55% increase in surveys returned. Within ten months of 
implementing CipherHealth’s digital rounding, the number of HCAHPS surveys returned 
had doubled.
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Using Rounds to Increase CAHPS Respondents
Centegra Increases HCAHPS participation with Digital Rounds
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