
King Faisal Specialist Hospital 

& Research Centre
Jeddah

Patient Experience Results [Q3, 2019]
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KFSH&RC – Jeddah Patient Satisfaction Results

Service Type
Third Quarter

(Q3, 2019)

2nd Quarter
(Q2, 2019)

1st Quarter
(Q1, 2019)

Press Ganey
Benchmark

2019
Target Score

Medical Practice (OP) 87.8 87.2 87.5 91.6 88.2

Inpatient – Adults (IP)* 77.1% 75.7% 77.7% 71.8 77.8%

Inpatient – Pediatric 

(PIP)
91.1 90.5 91.1 90.0 87.7

Emergency Department 

(ED)
77.8 75.6 71.9 86.9 75.4

Ambulatory Surgery 

(AS)
89.6 90.0 89.0 94.7 91.2

Outpatient Oncology 

(ON)
83.2 80.4 81.9 92.8 87.6

Dental (DEN) 91.5 85.9 90.4 91.8 91.0

2

• Items highlighted in Red did not meet the KFSH Target

• Items highlighted in Green met the KFSH Target



Outpatient



OP – Overall Rating
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GCC Average 
[73.3]

PG Average 
[91.8]

2019 Target 
[88.2]



OP – Survey Domains
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OP – Strengths 
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5

4

3

Courtesy of CP

1 Courtesy of 

Nurse

Clear Language by CP

Cleanliness

CP Explanation of 

Condition



OP – Priority Index (Q3, 2019)
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Sensitivity to Needs

Measures the patient’s 

perception that staff members 

made an effort to understand 

his/her unique requirements.

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..

Nurses’ Follow-up 

Instructions

1

2

3

4

Measures the patient’s 

perception about knowing 

what to do when they leave.

Staff Worked Together

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

- KFSH&RC Outpatient Improvement Opportunities distributes across various domains in the patient journey.

- These items were identified as priorities for 7 consecutive Quarters (Q1, 2018-Q3, 2019)

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

5

Measures the patient's 

perceptions of the coordination 

of care when information flows 

smoothly through all staff.
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Inpatient 

Adults



77.8
%

2019 Target 
[77.8%]

IP – Global Items
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Overall Rating Trend [ Q4, 2018 – Q3, 2019 ]



IP – Survey Domains
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IP – Strengths 
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Staff Response to 

Call Button 

Response of 

Hospital Staff



IP – Priority Index (Q3, 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.

Special Diet 

Explained

Measures the patient’s 

perception of the 

appropriateness of info about 

special diet 

.

Response 

Concerns/Complaint

Measures the patient’s 

perceptions of the 

appropriateness of actions 

that resulted when he/she 

mentioned something that 

troubled him/her.

Explanations by 

Anaesthesiologists

1

2

3

4

Tell You What New 

Medicine Was for5
Extent to which 

Nurses Checked ID

Measures the patient’s 

perceptions on how often did 

the nurses check the ID before 

any test/treatment
63.8 66.8

79.8 81.2

76.4 76.6

48.8 53.0

75.8 76.8

Current 
Score
(Top Box %)

2019 
Target
(Top Box %)

Measures on how well patients 

thought they were informed 

about new medicines and their 

side effects

Measures the patient’s 

perceptions of the adequacy 

and clarity of the info provided 

by the anaesthesiologists 



Inpatient 

Pediatrics



87.7

IPP – Overall Rating
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GCC Average 
[83.4]

PG Average 
[90.0]
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[87.7]



IPP – Survey Domains
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Emergency



ED – Overall Rating
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75.4

GCC Average 
[67.2]

PG Average 
[87.3]

2019 Target 
[75.4]



ED – Survey Domains
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ED – Strengths 
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ED – Priority Index (Q2, 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&RC Emergency Improvement Opportunities distributes across various domains in the patient journey.

- Most of these items were identified as priorities for 7 consecutive Quarters (Q1,2018 – Q3, 2019)

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

Staff Include You in 

Decisions Care

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

Response to 

Complaints

1

2

3

4

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

Staff Cared about 

You as Person

5

Measures the patient’s 

perception of the staff’s caring 

attitude toward them

Informed about 

Delays

Gauges patients’ perceptions 

about the appropriateness of 

information they received 

about any delays.

How Well Pain Was 

Controlled

Measures the patient’s 

perception of the success of 

efforts to control their pain 

while in the ED.

74.9 71.5

76.7 72.6

70.7 68.6

73.8 74.1

71.5 72.6

Current 
Score

2019 
Target



Ambulatory 

Surgery



AS – Overall Rating
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91.2

PG Average 
[94.9]

2019 Target 
[91.2]



AS – Survey Domains
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AS – Priority Index (Q3, 2019)
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Include You in 

Treatment

Measures the extent to which 

patients feel they participated 

in decisions regarding the 

treatment for the medical 

problem at hand.

Information Given to 

Your Family

Measures the patient’s or 

family’s perception of 

communication between 

hospital staff and the family 

members.

Response to 

Complaints

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

Instructions Re Home 

Care

1

2

3

4

Measures the patient’s 

perception that they know what 

to do after they are discharged 

to home.

Information about 

Delays

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

- KFSH&RC Ambulatory Surgery Improvement Opportunities distributes across various domains in the patient journey.

- The first three items have been identified as a priority for 6 or more consecutive Quarters.

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

5

Gauges patients’ perceptions 

about the appropriateness of 

information they received 

about any delays.

83.5 ---

87.9 86.5

85.7 86.6

90.4 91.4

73.6 75.6

Current 
Score

2019 
Target



Outpatient 

Oncology



87.6

ON – Overall Rating
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PG Average 
[92.9]

2019 Target 
[87.6]



ON – Survey Domains
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Response to 

complaints 

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns

ON – Priority Index (Q3, 2019)
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Wait time in chemo 

area

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.

Reach office staff on 

phone ease

Measures how easy patients 

believe it was to get through to 

your office by phone.

Wait time: calling & 1st 

sched appt1

2

3

4

Measures the patient’s 

perception of the time between 

initiating contact with the 

Oncology Center, via phone, 

and the patient’s first scheduled 

appointment

Emotional needs 

addressed

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

- KFSH&RC 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

To treat the “whole person,” 

staff must attend to both the 

physical and emotional needs 

of the patient
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Dental



DEN – Overall Rating
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PG Average
2019 Target 
[91.0]

91.0



DEN – Survey Domains
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Concern for Comfort

Measures the patient’s 

perception of how important 

his or her comfort and well-

being was to the staff

DEN – Priority Index (Q2, 2019)
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Staff Teamwork Shown

Measures patient’s perceptions 

of the coordination of care 

when information flows 

smoothly from his/her primary 

care physician to any specialty 

physicians.

Exam/Treatment 

Thoroughness

Measures the patient’s 

perception of the 

thoroughness of exam and 

treatment by the dentist that 

met all presented and 

diagnosed needs.

Explanation Treat. 

Options by Doctor

1

2

3

4

Measures your patients' 

satisfaction using the treatment 

options that patients are given, 

and in the manner in which 

those options are presented. 

- 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 6 or more consecutive Quarters.

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

5

89.6 85.2

91.0 85.6

90.0 90.8

90.1 93.4

83.9

Current 
Score

2019 
Target

Comfort of Reception 

Room

Measures the patient’s 

perception that the dental 

practice provided a pleasant 

and comfortable area for the 

patient and their accompanying 

family to wait

85.0
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