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How Providence Health & Services improved 
enterprise-wide patient experience with a 
digital solution
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OVERVIEW

Providing quality patient care has always been top of mind for a health system or 

hospital. Healthcare consumerism and value-based care are now placing an even 

greater emphasis on quality of patient care. One increasingly important quality 

measure has emerged for healthcare organizations to track: patient experience.

As consumers become savvier healthcare shoppers, patient experience becomes an 

important differentiator for health systems. Increasing out-of-pocket expenses, more 

access to information, and higher standards for service are also important factors in 

their decision-making process. Leaders are taking action; nearly 50% of hospital and 

health system executives state that meeting rising consumer expectations for service 

is a top priority.1 These executives understand that improving a patient’s experience 

can lead to increased patient retention, a stronger hospital brand, and growth in 

patient acquisition.

In addition to the direct patient benefits, there are also revenue incentives linked to 

happy patients. A quarter of the rewards or penalties in the Hospital Value-Based 

Purchasing (VBP) program is tied to patient satisfaction and measured by using 

Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) survey 

scores. Up to 2% of Medicare payments will be at risk by 2017; Press Ganey reports 

that on average, a U.S. hospital could see a positive or negative bottom-line impact 

of $500,000 to $850,000 every year.2 With dollars at risk, hospital leaders are working to 

understand and improve patient satisfaction to boost both hospital and system-level 

HCAHPS scores.

Unfortunately, care providers frequently learn about patient complaints far too late 

in a hospital stay to address concerns, and they are unable to consistently monitor 

or respond to these issues across multiple departments or hospitals. Technology offers 

the opportunity to engage with patients more efficiently and effectively across the 

enterprise. Specifically, digital rounding solutions make use of a process already in 

place and provide clinicians and staff a natural way to capture, analyze, and act on 

patient satisfaction data for immediate service recovery. 
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REAL RESULTS, REAL IMPACT

PH&S achieved powerful results 
from scaling a digital rounding 
solution across their enterprise:

2-4 points
Increase in HCAHPS scores

30 minutes per day
Saved in nurse leader time

Every 2 weeks
A new hospital goes live

25% savings
On an enterprise-wide contract

This case study will share how Providence Health & Services worked with AVIA to select, 
implement, and scale a digital solution that optimized their rounding process and drove 
substantial improvements in patient satisfaction.
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JOINING AN AVIA INNOVATION COHORT

Providence Health & Services (PH&S) is one of the largest not-for-profit health systems in the United States, operating 34 hospitals 

across Alaska, California, Montana, Oregon, and Washington. The nursing leadership at PH&S implemented nurse leader rounds  

as a standardized approach to improve patient satisfaction. Nurse leaders ask patients questions during their stay to understand 

what is working well and where there is room for improvement. While HCAPHS scores did improve, it was not enough to reach 

PH&S goals.

A handful of PH&S hospitals explored digital rounding tools as a way to improve its nurse rounding process and further boost 

HCAHPS scores. The technology solutions ultimately proved unsuccessful due to poor connectivity, complex reporting, and 

insufficient account management, leading several individual hospitals to pursue alternative options. To standardize and scale  

a system-wide solution, PH&S embraced the timely opportunity to work with AVIA.

PH&S is a member of the AVIA Innovator Network, the nation’s leading network for health systems seeking to innovate and 

transform. As a member, PH&S works collaboratively with more than 20 other leading health systems to solve shared challenges 

that are ripe for digital solutions. 

PH&S, along with several AVIA Network members, was interested in seeking a new approach for collecting and acting on  

patient-facing issues in real time. AVIA convened an Innovation Cohort, which brings a group of health systems together to solve 

a distinct and important common challenge. The Innovation Cohort process follows AVIA’s 3-step path to digital success. Through 

collaboration and rigor, members evaluate, select, and implement the best digital solution to address their shared problem.
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AVIA’s 3-Step Path to Digital Success

Planning1 2Strategy Action3

Link your strategic objectives  

to digital opportunities

Build the business case and align 

stakeholders to reach future state

Quickly and confidently scale to 

achieve clinical & financial results

• Link Strategy to Digital

• Start with the Problem

• Partner with Peers

• Imagine Success

• Understand the Market

• Thrive with Process

• Select with Confidence

• Activate the Plan

• Measure the Pilot

• Scale and Succeed
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SELECTING A DIGITAL SOLUTION WITH CONFIDENCE

PH&S understood the importance of getting key stakeholders excited and aligned 
early in the process. AVIA worked with PH&S’ Innovation and Nursing functions to 
identify their specific challenges and the type of digital solution that would benefit 
the entire system. 

AVIA determined nurse rounding was the ideal opportunity for 

impact because it was already a fundamental way to engage 

patients; there was also a workflow in place, a clear role for 

technology, and a compelling ROI. 

Understanding Providence Health & 
Services’ challenges

Nurse rounding was an inefficient manual process that could 

benefit from a more streamlined workflow:

• Logging patient issues with pen and paper and then

tracking in spreadsheets minimized nurse time for leadership

and service recovery issues

• Capturing inconsistent data and the inability to aggregate

and analyze data, made it impossible to benchmark across

individuals, departments, or hospitals, resulting in missed

improvement opportunities

• Driving accountability and implementing rounding best 

practices were tough to execute and maintain

• Sharing information (e.g. alerts, resolution statuses) across

departments was difficult

More than 50% of nurses and nurse 
management stated that their current 
rounding process could be improved.3

Providence Holy Family Hospital, Spokane,  
Washington was the first evaluation site for  
the digital rounding solution. 
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Applying rigorous diligence to evaluate the options 

Digital rounding offers clinicians and staff a real-time solution to capture, analyze, 

and act on patient satisfaction data. Several technology solutions existed in 

the market, so AVIA developed “ideal-state” evaluation criteria based on what 

was most important to PH&S and the cohort participants. AVIA then researched 

the landscape, identified the most promising digital solutions, and conducted 

due diligence which included product demos, a request for innovation (RFI), 

management interviews, client reference calls, technical reviews, and site visits. 

The result was a comprehensive and complete assessment that saved PH&S 

significant time and resources.

PH&S was an active participant in AVIA’s Solution Showcase, a “shark-tank” style 

event where the top digital rounding companies demoed their product and fielded 

questions from the cohort. AVIA’s structured format allowed PH&S to share challenges, 

prioritize features, and review digital options with other cohort members, substantially 

reducing their technology risk. Through the showcase, PH&S discovered a superior 

digital rounding solution that was not on their radar.

SELECTING A DIGITAL SOLUTION WITH 
CONFIDENCE

Key evaluation criteria for digital rounding solutions

• Best application for addressing
patient needs

• Ease of use while conducting
rounds

• Actionable data in reports
and dashboard

“AVIA structured its diligence in a format that made 
it easy to look at solutions side-by-side. By focusing on 
features and ROI rather than on a particular company  
name or size, they removed typical biases that exist  
during the technology evaluation process. This approach 
made a big difference when comparing price versus value for 
an enterprise-wide deployment.”
Steve Wimmer 
Senior Director of Strategy and Innovation, Providence Health & Services

• Level of customization and
administrative functions

• Ability to scale to the broadest
set of users

• Level of account management

• Impact to clinical workflow
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ALIGNING ON THE RIGHT CHOICE 

The Nursing, Information Systems, and Innovation teams were all key 

stakeholders, and AVIA involved them throughout the process to make the 

right choice for their system. Each function was instrumental in reaching a 

unified decision. Nursing determined which technology solution would be 

most valuable, while Information Systems identified the technical integration 

required, and the Innovation team addressed how technology would tie 

into the organization’s broader strategies and business metrics.

AVIA’s collaborative, comprehensive, and thorough process enabled 

operations across five states to quickly and confidently align on a single 

digital rounding solution: CipherHealth’s Orchid. PH&S selected and 

approved Orchid as its sole digital rounding solution to drive system-wide 

standardization and scale across the organization.

“We moved with lightning 
speed and came to a 
system standard decision 
for a digital rounding 
solution in 30 days due 
to our alignment with 
AVIA. Through the cohort 
process, AVIA did all the 
heavy lifting of identifying 
and evaluating technology 
on our behalf, which would 
have taken us up to  
6 months to complete  
with our own RFP process.”

Nancy Yates, MS RN, RN-BC
Chief Nursing Informatics Officer, 
Providence Health & ServicesWhy CipherHealth

•  Simple, intuitive user interface for reporting
and data visualizations

•  Service recovery to easily identify,
flag, log, triage, and resolve issues

•  Strong reporting and dashboards on
rounding activity, issue resolution timeliness,
and data trends

•  Longitudinal patient view of historic patient
experience data

•  Superior customer service for account
management

•  Expanded product suite including
automated follow up calls and recorded
patient discharge instructions
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PREPARING FOR IMPLEMENTATION SUCCESS

PH&S structured the agreement with scaled implementation in mind, creating the opportunity to validate the technology against 

early goals and if successful, immediately expand to more hospitals. This structure helped PH&S maintain momentum and avoid 

getting stuck in pilot phase once the initial implementation milestone was complete. Participating in AVIA’s cohort saved PH&S 25% 

in costs on an enterprise-wide contract by selecting a stronger product at a better value and securing favorable network pricing.

Success Metrics 
PH&S identified early goals for the first implementation 

that included real-time data transmission, comprehensive 

reporting, and improved Press Ganey scores.

Site Selection 
Hospital sites were selected based on resource availability and 

technical readiness.

Scope 
PH&S decided to implement Orchid in the inpatient and 

emergency department settings. 

Scripts 
To maintain reporting consistency, 80% of the questions were 

standard across all hospitals in the system. The remaining 20% 

were customizable for department or hospital needs.

AVIA worked with stakeholders across the PH&S organization and 

CipherHealth to build out a strong project plan that included process, 

resources, and timeline for scaled implementation:
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SCALING TECHNOLOGY FOR MEANINGFUL IMPACT 

Demonstrating workflow integration

To benchmark across hospitals, Orchid required the use of new 

devices and new rounding scripts. Ancillary departments like 

housekeeping and food services also needed simple workflow 

enhancements to take advantage of Orchid’s features for 

documenting, tracking, and resolving issues. Because of 

Orchid’s intuitive design, staff was up and running within just 

a couple hours of training. The initial implementation allowed 

PH&S to validate the technology within their everyday clinical 

workflow in just one month. Staff submitted rounds, captured 

real-time data, tracked issues, generated reports, and 

developed best practices to leverage at future sites. 

“[Orchid] was accepted with open arms, and one of the 

nurse leaders summed it up best — it worked right out of 

the box, and that does not happen very often, especially 

with healthcare technology,” said Yates.

Achieving enterprise-wide results 
Working with Chief Nursing Officers, Chief Nursing Information 

Officers, Patient Experience leaders, and nurse managers, 

PH&S launched Orchid at the first hospital in January 2016. 

Shortly after, PH&S started deploying to more hospitals and is 

currently onboarding a new hospital every two weeks. 

With digital rounding, PH&S has 24/7-access to track rounding 

activity, patient issues, and issue resolution. These actionable 

insights allow PH&S to standardize practices across the health 

system, improving the quality of patient care and the overall 

experience for its entire patient population.

Now PH&S has a pulse on the volume and effectiveness 

of patient rounds at all times and can compare activity 

“For hospitals that have gone live, we’ve seen a huge uptick in the number of rounds 
performed, and when slippage does occur, it creates awareness and soon the metric goes 
back up. We now have a tool to drive accountability, consistency, and process to get the 
outcomes we want.”

Peg Currie, RN
Chief Nursing Officer, Eastern Washington Region, Providence Health & Services

across individuals, departments, and hospitals. Tracking daily 

percentages of patients rounded on and identifying rounding 

best practices has led to improved performance. 

Because there are valid reasons not to round on patients 

(asleep, visitors, in treatment), PH&S set a daily rounding goal of 

90%. The results are already trending upward. One hospital saw 

a marked improvement in the first 30 days of use.

Aurora Hindahl, RN, BC, a nurse at Providence Holy Family 

Hospital in Spokane rounds on a patient with CipherHealth’s 

Orchid digital rounding solution.
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With Orchid reports, PH&S can also identify opportunities for process improvement. For example, at one hospital patients expressed that 

they needed more information to better understand their medications (e.g. purpose, dosage, side effects). PH&S put measures in place 

to reinforce medication instructions and over time saw patient related questions decrease and their HCAHPS scores for “Communication 

around Medication” increase by 4.2 points. Since implementing Orchid, their HCAHPS scores for communication with doctors and 

responsiveness of hospital staff has also increased quarter-over-quarter. 

“We have realized that rounding is not just about patient experience. It also makes us 
aware of potential safety and care issues such as medication management, hand hygiene 
compliance, and pain management.”

Yvonne Strader, RN 
Chief Nursing Officer, Providence St. Mary Medical Center

Patient Response Breakdown on 
Medication Question Questions on Medications Trending

Purpose

Schedule/Dosage

Side Effects

Other

% Of Pts. Rounded on with At Least One Round 
Identifying Opportunity Area

30%

20%

10%

0%
JAN FEB MAR APR MAY

15.7%

26.4%

38%

28%

20%

15%

12.7%

8.9%
5.6%

SCALING TECHNOLOGY FOR MEANINGFUL IMPACT 

Also, moving from a manual to a digital rounding process has 

eliminated the need for nurse leaders to walk out of the patient’s 

room, put in a work order ticket, and manually follow up. PH&S 

estimates Orchid saves nurse leaders 30 minutes a day, opening 

up more time to spend with patients at the bedside, and 

understand how improvements can be made to honor patient 

expectations. And best of all, “it requires less than ten minutes of 

training,” Strader said. “For those sites that are live, the patient 

experience scores are trending in the right direction.”

Since implementing Orchid, one hospital has experienced a 

dramatic increase of nearly three points in their overall patient 

experience score from the previous year. All the other PH&S 

hospitals are expecting to achieve similar results.

Press Ganey Overall Rating of Care 
Given For One PH&S Hospital

74.5

74

73.5

73

72.5

72

71.5

71

2013
n=3776

2014
n=3847

2015
n=3894

2016
n=2936

n= number of 
respondents

72.0

72.6  Mean: 72.6

74.3

71.7
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SUMMARY

Through the AVIA Innovation Cohort, 

PH&S identified the right digital solution 

to improve satisfaction and support its 

nursing staff with confidence: 

Lowered technology risk by working collaboratively 

with cohort health system peers to determine the best-fit 

solution with certainty.

Discovered a superior solution with better functionality 

at a lower cost thanks to AVIA’s comprehensive 

assessment of all the solutions in the market.

Saved 25% in costs on an enterprise-wide contract due 

to a combination of product affordability and favorable 

network pricing.

Confidently scaled across the system, supported by 

AVIA’s stakeholder alignment, business case develop-

ment, operational planning, and standardization of 

workflows and scripts.

SOURCES:

1. http://www.prnewswire.com/news-releases/survey-finds-hospital-executives-
increasing-focus-on-patient-expectations-and-engagement-300245424.html

2. http://eatrightwv.org/meeting2012/ValueBasedPurchasing.pdf

3. Cleveland Clinic Patient Experience Summit Rounding Report 2016. Rep. 
CipherHealth, June 2016. Web.

CONTACT US ABOUT AVIA
AVIA runs the nation’s leading network for health systems seeking to innovate and 
transform through digital strategy. The AVIA Innovator Network brings together 
action-oriented health systems to solve pressing challenges that are ripe for digital 
innovation. Network members collaborate on strategic initiatives like consumer 
engagement and post-discharge success. With AVIA’s rigorous process and the 
power of collaboration, members identify, deploy, and scale the best digital 
solutions to achieve financial and clinical impact. The result? Health systems 
accelerate their pace of transformation – moving faster with greater confidence.

P 312.999.9600

A 111 East Wacker Drive, Suite 300
Chicago, IL 60601

W www.aviahealthinnovation.com

E info@aviahealthinnovation.com

By implementing the AVIA cohort-selected 

solution, CipherHealth’s Orchid, PH&S 

optimized their nurse rounding process 

and increased patient satisfaction:

Saved nurse leaders 30 minutes per day, providing 

staff with more time to spend with patients at the 

bedside.

Increased HCAHPS scores by 2-4 points by performing 

immediate service recovery on patient-facing issues and 

uncovering insights for further process improvement.

Raised overall HCAHPS patient experience score by 
2.6 points from the previous year for one hospital. 

Successfully deployed Orchid to more than a  
dozen hospitals with a new hospital onboarding  

every two weeks and plans to reach enterprise-wide 

scale by 2017.




