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Conducting purposeful rounds
Ensuring quality patient interactions with every round

Rounding with purpose
Seeking opportunity for improvement and service recovery, 
not perfection

1. Have a conversation and don’t be afraid to “go off script.” The questions are 
meant to serve as a guideline; it’s more important to foster a connection with the 
patient.

2. Capture the whole truth and lean on the side of caution when selecting positive 
answers. It is better to have more negative responses but a greater opportunity to 
improve patient experience than it is to overstate a patient’s satisfaction and leave 
an issue unresolved.

3. Dig deeper and ask follow-up questions to get to the heart of the issue. If the 
answer is a “no” or negative, find out why and what could be done better right 
now, or next time.

4. Be proactive with follow-up and don’t wait for somebody else to take 
ownership. If it’s something you can help resolve or answer in the moment, then 
do it. If you absolutely cannot help to resolve the issue, make sure that somebody 
who can is given notice immediately.

Do not take these responses at face-value

“Everything was FINE.”

Fine stands for “Feelings Inside, Not Expressed.” When a patient says they are fine,  
see if there is anything that could be better to make their stay great.

“Yes, but this one time ... ”

As with HCAHPS, if a patient is not totally satisfied or the desired action did not 
happen every time, the most appropriate answer is “no.”

“Sure.”

Don’t accept neutral answers, push further and try to get a definitively positive or 
negative answer to make sure you are getting the whole truth.

“Everyone is doing their best. I know they are busy.”

It’s important to look deeper into a polite response. Even if a patient seems 
understanding of issues that occurred, identify and document any opportunities  
for improvement.
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Connecting with patients
Expert tactics for purposeful rounds

Process

No cherry picking

All patients deserve to be heard, not just the happy ones.

Quality not quantity

Every patient, every day is the best strategy but not always realistic. Start with 
a lower target and increase the target with time.

Educate; create awareness

Frontline staff appreciate seeing their leader present and engaged on the 
unit; it validates the care they provide.

Behavior

Be prepared

Communicate with unit nurses and be knowledgeable of the patient and 
his/her condition before rounding.

Discussion vs. interview

Take the time to actively listen; facilitate more honest feedback by digging 
deeper into hesitation.

Be an empathetic leader 
(not a task checker) 

Focus on the patient’s experience while making eye contact and providing 
undivided attention.

Language

Introduce role and purpose

Explain your role as a leader and the reason you are visiting the patient.

Manage-up the process 

Explain that your hospital has invested in rounding to ensure patient satisfaction 
and gather feedback.

Rounding guidelines

• Don’t say, “I know how you feel.”

• Don’t say “At least … ”

• Reflect back what you hear so they can clarify their thoughts if necessary.

• Acknowledge their right to feel as they do.
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Purposeful rounding with technology
Adding technology to the rounding process

Technology

Introduce the technology

Explain why you are rounding with technology and how it helps to make 
improvements.

Capture responses

Listen carefully to patient responses, ask for more information, don’t accept 
“yes” for everything.

Document opportunities

Document any feedback, positive or constructive and capture every 
instance of service recovery or recognition.

Skills

No multi-tasking

Focus on the patient and the conversation, don’t get distracted by the 
technology or other things in the room.

Device positioning

Offer to show the patient what you are doing with the technology and what 
you are writing down, to help them feel more comfortable and to show that 
you are listening.

Set expectations

Be clear about the follow-up time for requests or issue resolution.

Follow-up
Give immediate feedback

Follow up with staff: pass kudos along for recognition; inform managers of 
coaching opportunities; act on service recovery tasks.

Review the data

Look for trends in your reports and incorporate the data and feedback 
into regular meetings; work with your service team to make changes to 
processes.

Strive for improvement

Expect to get better at rounding and continue to approach every patient 
as a new opportunity to learn; ensure that staff understand and feel 
supported by the rounding process.
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Uncovering areas for improvement
Additional scripting to prompt great patient feedback

Long-stay patient scripting

“Hi. It’s nice to see you again. As you now know, nurse leaders on this unit visit 
every patient every day to make sure we are supporting you as a team in every 
way. Is this a good time to talk again today?”

“Yesterday you reported that we could be helping to manage your pain better. 
I reported that back to the team and I know we tried some new strategies. Did 
they work?”

“For the past few days you have given such positive feedback on everyone on our 
team. I am hoping that trend is continuing today. Is it?”

Daily patient scripting

“I want to ask you a few questions about your time with us on this unit.”

“Is there anything else we should know about you that could help us support you  
better today?”

“Your stay here is important to us, a nurse leader will visit you every day of your stay.”

“How is our team doing supporting you in your healing with medication? Are we 
helping you control your pain and explaining side effects of new medication to you?”

Prior-to-discharge patient scripting

“I have really enjoyed spending time with you and our family while you have been 
on this unit. Your feedback every day has been very helpful to us. As you prepare to 
leave and transition home, is there anything else you want to share with me on your 
experience here?”

“As you prepare to leave, I want you to know that your feedback has been so valuable 
to us. We did not get everything right for you this week and I want to apologize again 
for that. You have my commitment to make sure what you experienced does not 
happen again to patients on this unit. Thank you for working with my team to resolve 
the issues and I hope you give us another chance in the future to support you in healing 
and wellness.”


