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CHALLENGE 
Patient follow up has always played an important role within the pediatric system. With 
each unit executing upon their own process, the hospital identified post-discharge 
communication as a focal point for improvement. To efficiently minimize the risk of adverse 
events, such as a readmission, the hospital sought a solution that could be customized 
based on service line, provide greater consistency, and optimize staff time. 

SOLUTION
CipherOutreach’s  automated follow-up calls and texts provide a cost-effective and 
impactful way to check in with patients and their families. During the calls or texts, parents 
or caregivers answer questions about the child’s general recovery status, scheduling 
of future appointments, comprehension of discharge instructions, and prescribed 
medications. This unit-specific program enables timely identification and resolution of 
issues via real-time alerts. 

RESULTS 
With CipherOutreach, the facility has engaged 63% of discharged patients’ caregivers 
and provided assistance to those indicating an issue within 10 hours. The program is also 
helping identify opportunity areas to drive further success, such as providing assistance 
to Spanish-speaking patients in scheduling follow-up appointments. By proactively 
addressing concern areas, the hospital improved the experience for patients and their 
families as measured by CAHPS.  The hospital experienced gains in 9 out of 10 Pediatric 
HCAHPS domains when comparing the same 5-month periods year over year.

Ranked among the top hospitals in the nation in different categories of specialized healthcare 
for children, this large pediatric center implemented CipherHealth’s outreach platform to follow 
up with discharged patients with the objectives to reduce readmissions and improve patient and 
family satisfaction.

Patients’ Caregivers 
Reached

63%

Patients’ Caregivers 
Attempted

12,878

Patients Required 
Callback

1,365 (17%)

Time to Resolve 
Patient Issues

<10 Hours

Pediatric HCAHPS Top Box Comparison (May - Sep 2015 vs. May - Sep 2016)

Overview:

Improving Satisfaction with Pediatric Outreach
Increasing satisfaction levels with proactive pediatric follow up

Pre-
CipherHealth

Post-
CipherHealth

%  Change

Quietness 65.4 72.9 11.5%

Comm. with Doctors 79.6 86.1 8.2%

Cleanliness 65.1 68.2 4.8%

Would Recommend 84.3 87.0 3.2%

Preparing to Leave 77.2 79.4 2.8%

Comm. about Meds 78.5 80.3 2.3%

Responsiveness of Staff 56.6 58.0 2.5%

Comm. with Nurses 77.9 78.6 0.9%

Overall Rating 78.3 78.9 0.8%

Paying Attention to 
Your Child’s Pain

75 73.2 -2.4%


