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Objectives

• Understand “WHY” Internal Customer Rounding is Important

• To become comfortable and successful with Rounding with Internal 
Customers 

• How – To learn what is Best Practice
• Utilization of your AIDET Plus the Promise℠

• Establish Rounding Expectations 

• Who – Establishing Rounding Plan for your Key Customers

• To practice, practice, practice conversations to become familiar with 
techniques learned
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THREE ELEMENTS TO 

ACHIEVING OUTCOMES: 

ALIGNED GOALS, BEHAVIORS 

AND PROCESSES

EVIDENCE-
BASED 
LEADERSHIP℠  
FRAMEWORK 
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LEADER

EVALUATION
Implement an organization-

wide leadership evaluation 

system to hardwire objective 

accountability

LEADER 

DEVELOPMENT
Create process to assist 

Leaders in developing skills 

and leadership competencies 

necessary to attain desired 

results

MUST HAVES®

• Rounding

• Thank You Notes

• Employee Selection

• Pre and Post Phone Calls

• Key Words at Key Times 

PERFORMANCE GAP
Re-recruit high and middle 

performers, Move low 

performers up or out

STANDARDIZATION
Agendas by pillar, peer 

interviewing, 30/90 day sessions, 

pillar goals

ACCELERATORS
• Leader Evaluation Manager®

• Validation MatrixTM

• Provider Feedback SystemTM

• MyRounding ®

• Patient Call ManagerTM
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Must Haves®

•Aligning Leader Evaluations with Desired Outcomes 

•Employee Thank You Notes

•Employee Selection and the First 90 Days 

•Pre and Post Phone Calls

•Key Words at Key Times

•Rounding for Outcomes



/

What is Rounding for Outcomes?

Proactively, engaging, listening to, communicating 
with, building relationships with and supporting your 
most important customers and each other:

• Team Members
• Other departments
• Physicians
• Patients and Families
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Types of Rounding

•Senior Leader Rounding

•Rounding with Team Members

•Rounding with Patients

•Rounding with Physicians

•Rounding with Internal Customers
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Rounding with Internal Customers

• CHI Mission: The Mission of CHI St. Vincent and Catholic Health 
Initiatives is to nurture the healing ministry of the Church, supported 
by education and research. Fidelity to the Gospel urges us to 
emphasize human dignity and social justice as we create healthier 
communities.

• Understand the customer’s point of view:
• Identify ways to enhance and improve service

• Build relationships

• Reduce barriers

• Enhance communication

WHY?
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WHY

1. Proactive activity that allows leaders to:
• Evaluate performance and engagement
•Harvest reward and recognition
• Identify trends and opportunities 

2. Support / Ancillary play vital role in care 
delivery to patients 

3. Improve lines of communication between 
departments

4. Facilitates removal of barriers 

4 reasons why Internal Customer Rounding is important.
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Internal Customer Rounding

Leaders rounding with leaders in departments have 
as their goal:

•Achieving operation excellence
• Seeking ways to enhance and improve service
• Building relationships and reducing barriers
• Enhancing communication
•Understanding their customers point of view and what 

their needs are



/

It’s All About Relationships…
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Rounding with Internal Customers

Develop a plan

•What departments do you have the most 
interaction with? 

•Prioritize these areas:

• High Volume

• High Visibility

• Highly Depend on each other to perform at a 
high level

THE HOW?
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Parameters:  Rounding with Internal Customers

Based on results:
• Identify areas you support that are high volume, visibility 

and / or risk-typically - 5 or 6 departments
• Round in these areas weekly: 15 minute/round in each 

department will require approximately 1 hour / week 
dedicated by the support department leader

• Rotate the others so you connect with all departments 
served on a regular basis  or as needed

• Define which individual(s) you will include in your rounds
• Validate areas of focus
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Rounding with Internal Customers

•Meet with the leaders (in their department) to share 
with them that they are a very important customer. 
What do you need to do to improve service? 

•Review results, what has been accomplished and 
what still needs attention

•Provide timelines for issues to be resolved and work 
to get done
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Rounding for Outcomes

•Define the plan (Who, What, When)

•Build the bridge you’d like others to cross

•Anticipate issues/ be open to new issues

•Don’t get defensive

•Document outcomes

•No “slow nos”

•Recognition / Problem solving - 3:1 ratio

Keep in Mind
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A Word About Service Recovery

•NO EXCUSES

•OWN IT

• “ I’m sorry you have had that experience. What I can 
I do right now to make this right?”

•Communicate when issue will be resolved or when 
you will provide an update.
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Internal Customer Rounding-After Initial Round

•Follow-up to assure gains are sustained

•To receive feedback for high performing Team 
Members
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Tools for Rounding with Internal Customers

•MyRounding® Template

•Preference Card

•Stop Light Report
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Structured 
rounding is critical 
(templated in 
MyRounding®)



Preference 
Card
Clarify Expectations

• Most important?

• Must improve?

• Success = ?

• Frequency?



Stoplight Report
• Green: Complete

• Yellow: Work in 
Progress

• Red: Can’t Complete At 
This Time and Here’s 
Why



CHI St. Vincent

HARDWIRED Rounding

90% of leaders rounding with the prescribed 

frequency, utilizing good skills, to elicit actionable 

reward and recognition and process improvements 

that are documented and followed up on. These 

are trended and reported to give a more global 

organizational perspective.
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Hardwiring

“It isn’t hard to be good 
from time to time, what’s 
tough is being good every 

day.” 

Willie Mays


