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Background/Purpose Conclusion

Learning Objective

Design

Project duration:  
 Four phases - Baseline, 

Intervention I, Break, 
Intervention II (18 months).

All phases:
 Interactive Customer 

Satisfaction data was collected.
Intervention phases: 
 Staff self reported hourly 

rounding 
 Weekly five minute customer 

service training
 Data was displayed on a 

tracking board
Data points (Five point Likert 
scale):  
 Overall patient satisfaction.
 Patient perception of staff 

attitude.
 The healthcare team answered 

all patient questions/concerns.

Upon completion, the participants 
will be able to identify ways to 
increase patient satisfaction.

There is a positive correlation 
between hourly rounding and 
patient satisfaction scores.  Despite 
low compliance with hourly 
rounding, there was an increase in 
patient satisfaction in all variables 
measured.  In order to achieve a 
change in culture with hourly 
rounding compliance, nurse 
managers should consistently 
monitor staff compliance with 
hourly rounding.  Frequent 
customer service training and 
maintenance of a visual tracking 
board to display satisfaction scores 
may help to increase staff 
compliance with hourly rounding, 
which has a positive impact on 
patient satisfaction. 

 The Centers for Medicare and 
Medical Services (CMS) 
compiles data and reports on 
the quality of hospital care 
provided from the patient’s 
perspective.  In the most 
recent report, providing 
updates and the caring attitude 
of the staff were among the top 
priorities for improvement 
reported by patients.

 Within our healthcare system, 
our hospital ranked number 17 
out of 35 in patient satisfaction 
scores. 

 We implemented hourly 
rounding in an effort to 
improve low patient satisfaction 
scores.

Results
Patient satisfaction increased:

 52% to 73% overall satisfaction

 70% to 84% perception of staff attitude

 63% to 81% healthcare team answered 

all questions

 Compliance with rounding: 

 Intervention I 39%, Intervention II 51%Disclosure
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Implications
 Although positive patient satisfaction 

scores are not indicative of quality 

medical care, the patients’ perception of 

medical services has an impact on a 

facilities rating. 

 The overall patient satisfaction scores 

improved after the implementation of 

hourly rounding.


