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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 into aligning KFSH-Jeddah Caregivers to achieve our Patient Experience goal 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
This Quarter

(Q4, 2019)

Previous Period
(Q3, 2019)

2019
Target Score

Medical Practice (OP) 87.6 87.8 88.2

Inpatient – Adults (IP)* 73.8% 77.1% 77.8%

Inpatient – Pediatric (PIP) 91.6 91.1 87.7

Emergency Department (ED) 74.8 77.8 75.4

Ambulatory Surgery (AS) 91.9 89.6 91.2

Outpatient Oncology (ON) 81.9 83.2 87.6

Dental (DEN) 91.0 91.5 91.0
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OP – Overall Rating
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OP – Survey Domains

6

89.3

79.8

88.9 89 88.9
90.3

88.5

80.1

88.6 89.4 88.5 89.589.4

79.9

89.9 90 89.4 90.7
89.1

79.7

89.4 89.6 88.9
90.5

75.0

63.8

75.8 77.0 75.8
73.2

90.4

86.3

93.4 93.9 94.0 93.8

0

10

20

30

40

50

60

70

80

90

100

Access Moving Thru Nurse Care Provider Personal Issues Overall Assessment

Q1, 2019 Q2, 2019 Q3, 2019 Q4, 2019

GCC Average PG Average

KFSH – Jeddah Patient Satisfaction Results



OP – Strengths 
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OP – Priority Index (Q4, 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..

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 8 consecutive Quarters (Q1, 2018-Q4, 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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84.0 85.3

86.8 87.9

85.6

Current Score 2019 Target

86.8Sensitivity to Needs

Measures the patient’s 

perception that staff members 

made an effort to understand 

his/her unique requirements.

85.5 86.6
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OP – Departments
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77.8%

2019 Target [77.8%]

IP – Global Items
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IP – Survey Domains

32

78.3 73.8 84 72.9 70.4 62.1 66.6 4977.5 73.8 82.8 70.3 67.9 60.9 64.7 46.781.4 76.4 84.8 70.6 70.7 63.8 73.9 50.783 76.6 86.2 70 73.5 67.3 74.9 50.4

80.5

66.9

81.4

67.4

63.7 64.0

87.5

53.9

0

10

20

30

40

50

60

70

80

90

100

COMM W/ NURSES Response of Hosp
Staff

Comm w/ Doctors Hospital
Environment

Communication
about Pain

Comm about
Medicines

Discharge Info Care Transitions

Q1, 2019 Q2, 2019 Q3, 2019 Q4, 2019

PG Average* Top Box %

KFSH – Jeddah Patient Satisfaction Results



IP – Strengths 

33

5

4

3

Help Toileting as 

Wanted 

1
Staff talk 

about pain
Doctors Listen

Carefully

KFSH – Jeddah Patient Satisfaction Results

Staff Response to 

Call button 

Response of 

Hosp Staff



IP – Priority Index (Q4, 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.

Attention to personal 

needs

1

2

3

4

Staff worked together 

care for you 5
Extent to which 

nurses checked ID

Measures the patient’s 

perceptions on how often did 

the nurses check the ID before 

any test/treatment

69.9 66.8

77.9 79.3

79.3 76.6

52.4 53.0

82.5 83.5

Current Score
(Top Box %)

2019 Target
(Top Box %)

Measures the patient’s 

perception of teamwork and 

the coordination of care.

Measures the effort patients 

believe that hospital staff made 

to understand and meet their 

minimum requirements for 

care.
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IPP – Overall Rating
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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 8 consecutive Quarters (Q1,2018 – Q4, 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.

Nurses attention to 

your needs

5

How well nurses listen to 

patients and learn their unique 

needs will influence patients' 

perceptions of nurses' 

attentiveness.

Nurses informative 

re treatments

Measures the patient’s 

perception of the nurses’ 

communication regarding the 

treatment process.

Staff cared about 

you as person

Measures the patient’s 

perception of the staff’s caring 

attitude toward them

69.1 71.5

76.8 77.7

75.8 76.6

74.1 74.1

74.5 72.6

Current Score 2019 Target
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Measures how well patients are 

informed about how to prepare 

for, and what to expect during 

a procedure.

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 Ambulatory Surgery Improvement Opportunities distributes across various domains in the patient journey.

- The first two items have been identified as a priority for 7 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.

90.3 86.5

88.6 88.6

91.1 92.2

87.5 84.5

78.7 75.6

Current Score 2019 Target

Information what was 

done
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Patient Journey
Departments

AS – Survey Domains

PG Average
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Outpatient 

Oncology



87.6

ON – Overall Rating
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1

2

3

4
Emotional needs 

addressed

- 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.

5

To treat the “whole person,” 

staff must attend to both the 

physical and emotional needs 

of the patient

81.5 88.6

Current Score 2019 Target

Expln what to expect 

dur chemo

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

78.5 81.7

Response to 

complaints 

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns

80.6 84.2

Managing chemo side 

effects explained

Measures the patient’s 

perception that staff members 

will explain treatment 

procedures and the side 

effect that will take place.

87.5 81.8

Chemo staff courtesy

Measures an affective 

dimension of communication. It 

is not so much a matter of what 

is said or done, but how it is 

said or done.

81.5 82.3
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Amount time Doctor 

spent

Measures the patient’s 

perception of the physical time 

spent with their dentist

DEN – Priority Index (Q4, 2019)
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Caring shown by 

Doctor

Degree to which she felt the 

dentist cared for her as a 

complete person.

Confidence in 

Doctor

Measures the level of trust 

patients have in their dentist. 

Doctor concern 

questions/worries

1

2

3

4

Measures the extent to which 

the dentist’s overt behaviors in 

response to questions and 

statements met the patient’s 

expectations of concern.

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

- Item 5 has been identified as a priority for 3 consecutive Quarters.

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

5

88.9 89.7

89.6 90.8

89.8 91.1

88.3 88.7

89.3

Current Score 2019 Target

Explanation trtmt

options by doctor

Measures your patients' 

satisfaction using the treatment 

options that patients are given, 

and in the manner in which 

those options are presented

85.2
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