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Q1-2021 Patient Experience Results-Jeddah

This Quarfer Previous Period PG Benchmark
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Service Type

Medical Practice (OP) 86.9 86.1 93.5
Inpatient — Adults (IP)* 77.3% 74.5% 74.9%
Inpatient — Pediatric (PIP) 89.2 88.1 89.6
Emergency Department (ED) 77.8 76 88.0
Ambulatory Surgery (AS) 93.8 94.4 96.4
Outpatient Oncology (ON) 86.4 87 93.7
Dental (DEN) 89.5 90.7 92.5
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OP — Overall Rating

Overall Rating Trend [Q2, 2020 — Q1, 2021 ]
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OP — Strengths

Courtesy of CP

Cleanliness a/\o Using clear language
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OP — Priority Index (Q1, 2021)
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1
. o \ Able to participate
! < ® decisions care

Nurses’ Follow-up .
: Measures the extent to which
Instructions patients feel that the provider

o L encouraged their participation in
Sensitivity to Needs petg?;i%rr?satt)r:)i?itrlg\‘;?ng decisions about their plan of

care.
what to do when they leave

Info About Delays Measures the patient’s

perception that staff members
. Response to o . made an effort to understand
1 . Gauges patients’ perceptions
Complaints about the appropriateness of
information they received

his/her unique requirements.
about any delays.

Measures the patient’s
perception of the effectiveness
and timeliness of staff’s
response to their concerns.

- The Priority Index® identifies the top priorities for the hospital with the greatest impact on the overall satisfaction scores.
- KFSH Outpatient Improvement Opportunities distributes across various domains in the patient journey.
- These items were identified as priorities for 13 consecutive Quarters (Q1, 2018-Q1, 2021)

- Addressing these priorities should be at a corporate level cascaded down to concerned units
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OP — Overall Rating

Anesthesia

Pediatrics

Oncology

Medicine

Surgery
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Period: Jan 1st — Mar 31st, 2021
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IP — Global Items

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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IP — Survey Domains
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* “Communication about Pain” questions are no longer being reported as part of the CMS HCHAPS in the US.
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IP — Strengths

Nurses treat with courtesy

Doctors Listen Doctors explain in
Carefully /\ way you understand
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Nurses listen
carefully to you

Doctors treat
with courtesy
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IP — Priority Index (Q1, 2021)

% P
o ) \ Explanations by
= anesthesiologists
Courtesy of person Patients’ evaluation of the
served food

quality of communication

Attention to personal

) regarding tests, treatments, or
Measures the patient's procedures that are accrued.
: : : needs perception of the person who
Spemal/res'grlcted diet Measures the effort patients r? :Ill\ézr?:ct"filggeeaalt;ndt/ﬁ;
explained believe that hospital staff made P meal 9
Response to understand and meet their '
1 concerns/complaint Explanation the nutrition gave

minimum requirements for
you about what the diet would care.
Measures the patient’s be like.

perceptions of the
appropriateness of actions
that resulted when he/she
mentioned something that
troubled him/her.

The priority index combines information about your organization's performance and the relative importance of each question to respondents' overall rating.

Higher priority is given to those issues that are relatively more important to respondents (higher correlation coefficients) and relatively lower performing
(lower percentile rank) for your organization. Questions are listed in decreasing priority.

;:;p dganildgiall hylg)
e
W HEALTHLINKS

KFSH — Jeddah Patient Satisfaction Results 9



|—"-
Inpatient
Pediatrics




IPP — Overall Rating

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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ED — Overall Rating

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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ED — Strengths

Staff washed their hands

Laboratory a/\o Cleanliness of ER
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ED — Priority Index (Q1, 2021)
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1
1
[ 7T \ Informed about
4 \ AY
< d delays
P . : : &
3 \ Staff include decisions Measures the patient's
{ : : erception of the
y Staff kept family/friends apgroprigteness of the
‘s informed Measures the extent to which information they received
- patients feel they participated about delg -
How well pain was Measures the patients or in decisions regarding the ys.
addressed family’s perception of therapy, treatment, or next
o steps prescribed for the medical
Response to communication between roblem at hand
Complaints Measures the patient’s hospital staff and the family P

perception of the success of members.

efforts to control their pain
while in the ED.

Measures the patient’s
perception of the effectiveness
and timeliness of staff’s
response to their concerns.

- The Priority Index® identifies the top priorities for the hospital with the greatest impact on the overall satisfaction scores.
- KFSH Emergency Improvement Opportunities distributes across various domains in the patient journey.
- Most of these items were identified as priorities for 13 consecutive Quarters (Q1,2018 — Q1, 2021)

- Addressing these priorities should be at a corporate level cascaded down to concerned units
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AS — Overall Rating

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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AS — Strengths

Confidence in CP skill

Staff worked together
care for you

Staff washed their hands
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AS — Priority Index (Q1, 2021)

A

1
1
O | Information given your
/ < » famil
Info given how to prep
for proc Measures the patient's or

family's perception of
communication between staff
and the family members. ]

Response to

concerns/complaints Patients’ evalua‘lon of the

quality of communication

Include you in Measures the extent to which regarding tests, treatments,
Treatment the nurse’s behaviors met the or proce%ur;s th?t ared
itivi patient’s expectations for recommended or planned.
Staff SenSItIVIty to Measures the extent to which i
Z 0 ) display of concern.|
our needs patients feel they participated
o in decisions regarding the
Measures the patient's treatment for the medical
perception that staff members problem at hand.

made an effort to understand
his/her unique requirements.

- The Priority Index® identifies the top priorities for the hospital with the greatest impact on the overall satisfaction scores.
- KFSH Ambulatory Surgery Improvement Opportunities distributes across various domains in the patient journey.
- All items have been identified as a priority for 4 consecutive Quarters.

- Addressing these priorities should be at a corporate level cascaded down to concerned units
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ON — Overall Rating

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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ON — Priority Index (Q1, 2021)

—————

1
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o P ' Wait time: calling & 1st
4 \ \
< s sched appt
T ~ i
7/ \< \ Chemo staff courtesy Measures the patient’s perception
/ S of the time between initiating
i Chemo staff " toctive di . contact with the Oncology
\ easures an affective dimension Center, via phone, and the
° concern for comfort of communication. It is not so - p
: : . patient’s first scheduled
Reach office staff on - . much a matter of what is said or appointment
h Measures the patient’s perception done, but how it is said or done | pp -
- : pnone ease of how important his/her comfort : :
Wait time in chemo ) and well-being was to the staff
Measures how easy patients
area believe it was to get through to
your office by phone. The

seemingly simple act of contacting
the office actually involves a
series of experiences that
cumulatively create this
perception.

Measures the patient's perception
of the length of time that elapsed
between his/her arrival in the
chemotherapy area and being
taken to a treatment area.

The Priority Index® identifies the top priorities for the hospital with the greatest impact on the overall satisfaction scores.

KFSH OP-Oncology Improvement Opportunities revolves mainly around addressing the patients’ needs and concerns.

Addressing these priorities should be at a corporate level cascaded down to underperforming units.
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Dental




DEN — Overall Rating

Overall Rating Trend [ Q2, 2020 — Q1, 2021 ]
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Telemedicine — Overall Rating

KFSH

83.2

Q1, 2021

+1.0 Vs. Q4 2020

n-Size
596

;.‘; dganildgiall hylg)
e
¥ HEALTHLINKS

Period: Jan 1st, 2020 — Mar 31st, 2021
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TM — Results Overview

Did this telemedicine consultation spare you visiting the hospital?

mYES
NO

Period: Jan 1st — Mar 31st, 2021
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TM — Priority Index

o Ease of contacting the
hospital (e.g. email,
Physician’s discussion of phone, web portal /
any proposed treatment application)

Ease of communication (options, risks, benefits,
with the physician via etc.)
How well the visual medical voice / video call

: consultations staff worked
Ease of arranging your

virtual medical
consultations

together to care for you

- The Priority Index® identifies the top priorities for the hospital with the greatest impact on the overall satisfaction scores.
- KFSH TM-Telemedicine Improvement Opportunities revolves mainly around addressing the patients’ needs and concerns.

- Addressing these priorities should be at a corporate level cascaded down to concerned units
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