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2019 Patient Experience Goals

KFSH – Jeddah Patient Satisfaction Results

As part of our continuous efforts towards improving our patients experience across the continuum of care, the Experience Office
together with the Strategy Office worked with our partners from Health.Links / Press Ganey on identifying specific KFSH Targets for
2019 that are realistic and achievable. These targets were set based upon KFSH-Jeddah current performance and the rate of
improvement achieved within the Press Ganey database.

* HCHAPS Survey - Top Box % is used

This effort is intended to align KFSH&RC Caregivers into achieving our Patient Experience goals where each and every employee
contributes in a real and valuable way to the success of the organization by instilling a sense of accountability and ownership.

Service Type Q1, 2019
Overall Rating

2019
Target Score

Press Ganey
Benchmark

Medical Practice (OP) 87.5 88.2 91.6

Inpatient – Adults (HCAHPS)* 77.7% 77.8% 71.8%

Inpatient – Pediatric (PIP) 91.1 87.7 90.0

Emergency Department (ED) 71.9 75.4 86.9

Ambulatory Surgery (AS) 89.0 91.2 94.7

Outpatient Oncology (ON) 81.9 87.6 92.8

Dental (DEN) 90.4 91.0 91.8
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OP – Survey Domains
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OP – Priority Index (Q1,2019)
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Response to 
Complaints

Measures the patient’s 
perception of the effectiveness 

and timeliness of staff’s 
response to their concerns.

Info About Delays

Gauges patients’ perceptions 
about the appropriateness of 

information they received 
about any delays.

Sensitivity to Needs

Measures the patient’s 
perception that staff members 
made an effort to understand 
his/her unique requirements.

Nurses’ Follow-up 
Instructions

1
2

3
4

Measures the patient’s 
perception about knowing 

what to do when they leave.

Able to participate 
decisions care 

- 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 5 consecutive Quarters (Q1, 2018-Q1,2019)

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

5

Measures the extent to which 
patients feel they participated

in decisions regarding the 
therapy, treatment, or next 

steps prescribed for the medical 
problem at hand
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%
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IP – Global Items
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IP – Priority Index (Q1,2019)
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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.

Response to 
Complaints

Measures the patient’s 
perceptions of the 

appropriateness of actions 
that resulted when he/she 
mentioned something that 

troubled him/her.

Instruction Care at 
Home

Measures the patient’s 
perception that he or she 

knows what to do after being 
discharged.

Special Diet 
Explained

1
2

3
4

Measures the patient’s 
perception of the 

appropriateness of info about 
special diet 

Staff addressed 
emotional needs5

Measures the patient’s 
perception of how well the staff 
in the hospital assessed and 
responded to the patient’s 

existing or changing emotional 
state.

Nurse Attention to 
Needs

Measures the patient’s 
perception of how well the staff 

in the hospital assessed and 
responded to the patient’s 

existing or changing emotional 
state.
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51.3 53.0
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65.3 66.8

78.6 79.9
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ED – Overall Rating
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ED – Priority Index (Q1,2019)
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- 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 5 consecutive Quarters (Q1,2018 – Q1, 2019)

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

Staff cared about 
you as person

Measures the patient’s 
perception of the staff’s caring 

attitude toward them.

Include in Decisions

1
2

3
4

Measures the extent to which 
patients feel they participated

in decisions regarding the 
treatment for the medical 

problem at hand.

Response to 
Complaints

5

Measures the patient’s 
perception of the effectiveness 

and timeliness of staff’s 
response to their concerns.

Nurses Attention to 
Needs

How well nurses listen to 
patients and learn their unique 
needs will influence patients' 

perceptions of nurses' 
attentiveness.

Nurse Kept you 
Informed

Measures the patient’s 
perception of the nurses’ 

communication regarding the 
treatment process.
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Information Given to 
Your Family

Measures the patient’s or 
family’s perception of 

communication between 
hospital staff and the family 

members.

Staff Includes You 
in Treatment

Measures the extent to which 
patients feel they participated 

in decisions regarding the 
treatment for the medical 

problem at hand.

Response to 
Concerns

Measures the patient’s 
perception of the effectiveness 

and timeliness of staff’s 
response to their concerns.

Confidence in skill of 
nurses

1
2

3
4

Measure accesses patients’ 
perceptions of the skill of the 

ambulatory surgery center’s 
nurses.

Anesthesiologist's 
explanation

- 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.

- The top 3 items have been identified as a priority for the 4 or more consecutive Quarters.

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

5

Measures patients’ evaluation 
of the quality of 

communication regarding the 
test or treatment procedures 

that will take place to diagnose 
or treat the illness at hand.
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Oncology
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ON – Overall Rating
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Reach office staff on 
phone ease

Measures how easy patients 
believe it was to get through to 

your office by phone.

ON – Priority Index (Q1,2019)
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Wait time: calling & 
1st sched appt

Measures the patient’s 
perception of the time between 

initiating contact with the 
Oncology Center, via phone, 

and the patient’s first scheduled 
appointment

Chemo staff 
concern for comfort

Measures the patient’s 
perception of how important 

his/her comfort and well-being 
was to the staff.

Expln manage chemo 
side effects1

2
3

4

Patients’ evaluation of the 
quality of communication about 
treatment procedures that will 

take place.

Expln what to 
expect dur chemo

- 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 concerned units

5

The patients’ evaluation of the 
quality of communication
about the chemotherapy 

process that will take place to 
treat the illness at hand
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DEN – Overall Rating
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Info on Avoiding 
future problems

Asks the patient to rate his or 
her experience with the effort 
made to provide information 

on proactive measures for 
dental health.

DEN – Priority Index (Q1,2019)
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Availability of doctor

Rates how accessible the 
dentist is to the patient This 
goes hand-in-hand with the 

length of time between calling 
for an appointment and being 

seen.

Concern for Comfort

Measures the patient’s 
perception of how important 
his or her comfort and well-

being was to the staff

Staff teamwork shown

1
2

3
4

The definition of 
professionalism is, "exhibiting 
a courteous, conscientious, 
and generally business like 
manner in the workplace."

Time Btw call and 
being seen

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

- Items # 3&4 have been identified as priorities for 4 or more consecutive Quarters.

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

5

Measures your patients' 
satisfaction with length of time 

they must wait for an 
appointment after initially 

calling to schedule with you.
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