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THE CHALLENGE 

A 160-bed urban hospital had previously attained the #2 ranking within its 12-hospital 
system across all patient experience categories in the HCAHPS survey. The hospital hoped 
to achieve the highest ranking, but had limited insight into which HCAHPS areas needed 
the most improvement. The hospital wanted a comprehensive solution that would identify 
these areas, and in turn, enhance the patient experience.

THE SOLUTION

Already leveraging CipherOutreach for proactive post-discharge follow up, the 
CipherHealth customer success managers recommended that the hospital implement 
CipherRounds to further gather insight into patient perceptions. They recommended a 
process that would encourage each nurse manager to round on at least five patients per day. 
By limiting the number of patients, the hospital hoped to emphasize quality over quantity 
of rounds. The goal in implementing digital rounding was to enhance communication 
between the patient and provider, and increase the transparency of patient concerns 
across the entire team, ultimately improving HCAHPS scores. 

THE RESULTS

After the two months of using CipherRounds and focusing on a quality-driven process, 
HCAHPS scores increased up to 8% across eight domains. Based on the new data, the 
hospital attained the #1 rank in the system for HCAHPS. These positive results prompted 
the system to implement CipherRounds in all 12 hospitals.

Overview:
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Pain Management 77.4 83.9 8.4%

Hospital Cleanliness & Quietness 73.6 79.8 8.4%

Medicine Communication 63.0 67.9 7.8%

Nurse Communication 84.9 88.5 4.2%

Doctor Communication 83.0 85.5 3.0%

Overall Hospital Rating 81.8 83.5 2.0%

Hospital Staff Responsiveness 69.7 70.4 1.0%

Discharge Information 92.1 92.9 0.9%
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