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KFSH – Riyadh 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 that

are realistic and achievable. These targets were set based upon KFSH-Riyadh 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-Riyadh 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

(Q1, 2020)

Previous Period
(Q4, 2019)

2020
Target Score

PG Average

Medical Practice (OP) 86.4 86.4 88.2 91.9

Inpatient – Adults (IP)* 79.5% 78.8% 77.8% 72.6%

Inpatient – Pediatric (PIP) 89.4 89.0 87.7 89.4

Emergency Department (ED) 78.3 78.1 75.4 86.8

Ambulatory Surgery (AS) 93.7 92.4 91.2 95.9

Outpatient Oncology (ON) 87.7 85.7 87.6 93.0

Dental (DEN) 90.3 91.5 91.0 92.1

2020 Patient Experience Goals
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Dietitian
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Courtesy of Regstr. 

Staff

Courtesy of CP

Cleanliness
CP spoke using 
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OP – Priority Index (Q1, 2020)
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Response to 

Complaints

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

Sensitivity to Needs

Measures the patient’s 

perception that staff members 

made an effort to understand 

his/her unique requirements.

Info About Delays

Gauges patients’ perceptions 

about the appropriateness of 

information they received 

about any delays..

Staff worked together 

1

2

3

4
--

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 9 consecutive Quarters (Q1, 2019 – Q1, 2020)

- 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

76.9 78.8

86.2 86.6

87.6 89.7

85.3 85.3

87.0

Current Score 2020 Target

86.8

Measures the patient's 

perceptions of the coordination 

of care when information flows 

smoothly through all staff.
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Doctors Explanations
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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.

Instruction Care at 

Home

Measures the patient’s 

perception that he or she 

knows what to do after being 

discharged.

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.

1

2

3

4
Staff worked 

together 

5

Measures patients' perceptions 

of the coordination of care 

which visible when information 

flow smoothly dept. to dept. and 

internally in the unit itself

IP – Priority Index (Q1, 2020)

74.2 73.9

69.0 67.0

78.0 79.3

Current Score 
(Top Box %)

2020 Target 
(Top Box %)

Response to 

Complaints

Measures the patient’s 

perceptions of the 

appropriateness of actions 

that resulted when he/she 

mentioned something that 

troubled him/her.

64.0 66.0

Nurses treat with 

courtesy/respect

Measures the patient’s 

perception of how friendly the 

nurse treated the patients, 

providing respect and basic 

human dignity.

78.3 84.6
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86.0%

88.0%

89.3%

98.0%

68.3%

69.4%

72.4%

72.6%

75.6%

78.3%

79.3%

79.4%

81.8%
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86.9%

92.6%
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 L18-ONC

NVSDU

F2-1F2-2
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L19-BMT
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L15-Hema

 F1

F3

B2

A1

EMS-L2

C1

A3

A4

C2

C3

 L14-Tran

 L16-SUR

IP – Global Items

KFSH Overall PG Average* Top Box %
Period: Jan 1st – Mar 31st, 2020

Low - n
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IP – Global Items

* Top Box % KFSH Overall PG Average
Period: Jan 1st – Mar 31st, 2020

Low - n
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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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* “Communication about Pain” questions are no longer being reported as part of the CMS HCHAPS in the US.
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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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* “Communication about Pain” questions are no longer being reported as part of the CMS HCHAPS in the US.
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* Sample size of less than 30 is not statistically significant

* “Communication about Pain” questions are no longer being reported as part of the CMS HCHAPS in the US.
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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 – Q1, 2020)

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

Response to 

Complaints

1

2

3

4

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

Informed about 

delays

5

Gauges patients’ perceptions 

about the appropriateness of 

information they received 

about any delays.

Staff cared about 

you as person
-.

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

73.5 71.5

67.8 68.6

77.1 72.6

74.8 74.2

Current Score 2020 Target

Nurses informative 

re treatments

76.5 76.6

Measures the patient’s 

perception of the staff’s caring 

attitude toward them

Measures the patient’s 

perception of the nurses’ 

communication regarding the 

treatment process.
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Cleanliness of center 1

Friendliness of physician

Friendliness of 

Anesthesiologist
Confidence in physician 

skill

KFSH – Riyadh Patient Satisfaction Results

Staff worked together 
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Response to Concerns

1

2

3

4

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

Staff washed  

hands 

- 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.

- Most of these items have been identified as a priority for the 5 or more consecutive Quarters.

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

5

Measures patients’ perceptions 

of the staff’s efforts to protect 

them from error and infection by 

cleaning hands.89.1 86.3

92.1 91.4

94.8 95.7

Current Score 2020 Target

Include you in 

Treatment

Measures the extent to which 

patients feel they participated 

in decisions regarding the 

treatment for the medical 

problem at hand.

Sensitivity to your 

needs

Measures the patient’s 

perception that staff members 

made an effort to understand 

his/her unique requirements

92.2 93.5

This question measures patients’ 

perceptions of how well the care 

provider informed them about 

why undergoing the procedure 

is important to their health.

93.0 94.2

CP expln why proc 

important
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Overall Rating
Departments

89.3

93.9

94.1

94.3

Renal Di

DMU NT-R

Endos.

DSU-R

93.7 95.9

Period: Jan 1st – Mar 31st, 2020
KFSH Average [93.7] PG Average [95.9]
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Patient Journey
Departments

AS – Survey Domains
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Overall Rating
Units

86.3

90.5

Infusion

Rad Onc

93.087.7

Period: Jan 1st – Mar 31st, 2020
KFSH Average [87.7] PG Average [93.0]
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Extent nurses 
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RT Courtesy

Staff concern for comfort

Facility Cleanliness
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Expln what to expect 

during RT
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Care coordinated 

among caregvrs

-

Reach office staff on 

phone ease

Managing RT side 

effects explained1

2

3

4

- 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

88.3

80.4

89.6 86.2

Current Score 2020 Target

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

83.2 78.7

Emotional needs 

addressed

To treat the “whole person,” 

staff must attend to both the 

physical and emotional needs 

of the patient 

89.0 88.6

Measures patient’s perceptions 

of the coordination of care when 

information flows smoothly from 

his/her primary care physician 

to any specialty physicians.

87.5

Measures the patient’s 

perception that staff members 

will explain treatment 

procedures and the side effect 

that will take place.

Measures how easy patients 

believe it was to get through to 

your office by phone.

76.3
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Overall Rating
Departments
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3

Cleanliness of the facility

1

Confidence in doctor

Professionalism of dental hygienist

Clear language

KFSH – Riyadh Patient Satisfaction Results

Facility Equipped and 

modern



Courtesy of dental 

hygienist

Measures an affective 

dimension of communication. 

It is not so much a matter of 

what is said or done, but 

rather how.

DEN – Priority Index (Q1, 2020)
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Care provided by this 

office

Measures the patient’s 

perception of all elements of 

care delivered within the most 

recent visit.

Oral hygiene 

education

Measures the patient’s 

perception that he or she knows 

what to do for the best 

possible home care. 

Concern for comfort

1

2

3

4

Measures the patient’s 

perception of how important 

his or her comfort and well-

being was to the staff

Info on Avoiding 

Future Problems

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

- Items 1 & 3 have been identified as a priority for 8 consecutive quarters.

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

5

Asks the patient to rate his or 

her experience with the effort 

made to provide information 

on proactive measures for 

dental health.

Current Score 2020 Target

88.1 90.8

89.8 94.4

90.5 91.2

87.8 91.5

91.3 91.8
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n-Size
68
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Patient Journey
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