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KFSH – Riyadh Patient Satisfaction Results

Surveyed Area
This Quarter

(Q4, 2020)

Previous Period

(Q3, 2020)

PG Benchmark

(50th Percentile) 

Medical Practice (OP) 87.7 85.9 92.5

Telemedicine Survey (TM) 84.4 81.2 No Benchmark

Inpatient – Adults (HCAHPS) 78.2 78.9 71.7

Inpatient – Pediatric (PIP) 90.7 89.8 88.5

Emergency Department (ED) 78.6 78.3 86.5

Ambulatory Surgery (AS) 94.4 93.9 95.8

Outpatient Oncology (ON) 86.2 84.3 93.2

Dental (DEN) 92.5 89.7 92.0

4th Quarter 2020 Overall Patient Experience Results-Riyadh
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Outpatient



OP – Overall Rating
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OP – Survey Domains
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OP – Strengths 
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5

4

3

Dietician concern for questions

1

Cleanliness Explanation given by 

Dietitian

Friendliness of 

Dietitian 

Courtesy of 

person 

scheduling appt



OP – Priority Index (Q4, 2020)

7KFSH – Riyadh Patient Satisfaction Results

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.

Staff worked together 

1

2

3

4
--

Nurses’ Follow-up 

Instructions

- 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 12 consecutive Quarters (Q3, 2018 – Q4, 2020)

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

5
Measures the patient’s 

perception about knowing 

what to do when they leave
Measures the patient's 

perceptions of the coordination 

of care when information flows 

smoothly through all staff.

Information about 

delays

--Gauges patients’ perceptions 

about the appropriateness of 

information they received 

about any delays.



Telemedicine



Telemedicine – Overall Rating
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TM – Results Overview
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Did this telemedicine consultation spare you visiting the hospital?

57.0%

43.0% YES

NO

Period: Oct 1st – Dec 31st, 2020



TM – Priority Index (Q4, 2020)
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How well the staff 

worked together to care 

for you

-

Ease of communication 

with the physician via 

voice call

Ease of arranging your 

consultations1

2

3

4

- 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

5
How well the audio 

connection worked 

during your medical 

consultations

Ease of contacting the 

hospital (e.g. email, 

phone, web portal / 

application)



Inpatient 

Adults



IP – Global Items
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IP – Survey Domains
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IP – Strengths 

15

5

4

3

Doctors Listen Carefully

1 Hospital environment

Doctors Explanations

Doctors courtesy

KFSH – Riyadh Patient Satisfaction Results

Nurses listen carefully
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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.

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 (Q4, 2020)

Response to 

Complaints

Measures the patient’s 

perceptions of the 

appropriateness of actions 

that resulted when he/she 

mentioned something that 

troubled him/her.

Nurses treat with 

courtesy/respect

Measures the nurses’ courtesy 

toward the patient. It does not 

focus so much on what is said 

or done but rather on how it is 

said or done.

Instruction Care at 

Home



Inpatient 

Pediatrics



IPP – Overall Rating
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IPP – Survey Domains
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Emergency



ED – Overall Rating
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ED – Survey Domains
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ED – Strengths 

23

5

4

3

Laboratory

1

Staff checked ID

Radiology
Let family/friend be 

with you

Staff washed hand

KFSH – Riyadh Patient Satisfaction Results



ED – Priority Index (Q4, 2020)
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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 12 consecutive Quarters (Q1,2018 – Q4, 2020)

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

Response to 

Complaints1

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. 

-.

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

Nurses informative 

re treatments

Measures the effort patients 

believe that hospital staff made 

to understand and meet their 

minimum requirements for 

care.Informed about 

delays

Measures  the patient’s 

perception of the 

appropriateness of the 

information they received 

about delays.



Ambulatory 

Surgery



AS – Overall Rating
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AS – Survey Domains
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AS – Strengths 
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5

4

3

Cleanliness of center 1 Nurses check ID 

Friendliness of 

anesthesiologist

Confidence in skill of CP

KFSH – Riyadh Patient Satisfaction Results

Staff washed their hands



AS – Priority Index (Q4, 2020)
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Response to Concerns1

2

3

4

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

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.

- Most of these items have been identified as a priority for the 6 or more consecutive Quarters.

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

5
Explanation the 

anesthesiologist gives you 

about what the procedure would 

be like.

Include you in 

Treatment

Measures the extent to which 

patients feel they participated 

in decisions regarding the 

treatment for the medical 

problem at hand.

Staff sensitivity to 

your needs 

Measures how well staff listen 

to patients and learn their 

unique needs.

Information Given to 

Your Family

Measures the patient’s or 

family’s perception of 

communication between 

hospital staff and the family 

members.



Outpatient 

Oncology



ON – Overall Rating
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ON – Survey Domains
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ON – Overall Rating
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Overall Rating
Units

86.2

86.2

Rad Onc

Infusion

93.286.2

Period: Oct 1st – Dec 31st, 2020
KFSH Average [86.2] PG Average [93.2]



ON – Strengths 
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5

4

3

Facility cleanliness 1 Chemo staff courtesy

Extent staff washed their 

hands
Extent nurses checked ID

KFSH – Riyadh Patient Satisfaction Results

Care given at this facility



ON – Priority Index (Q4, 2020)
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Response to 

concerns/complaints1

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
Sensitivity to 

difficulties

Measures the patient’s 

perception that staff members 

made an effort to understand 

his or her unique

requirements. 

Measures the patient’s 

perception of the effectiveness 

and timeliness of staff’s 

response to their concerns.

.

Kept family inform 

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.

Wait in registration 

area

Measures the patient's perception 

of the length of time that elapsed 

between his/her arrival in the 

waiting area and being taken to a 

treatment area

Measures the patient’s or 

family’s perception of 

communication between 

hospital staff and the family 

members.



Dental



DEN – Overall Rating
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DEN – Priority Index (Q4, 2020)
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Professionalism of 

assistant

Mesures the degree which 

assistance show this behavior 

"exhibiting a courteous, 

conscientious, and generally 

businesslike manner in the 

workplace.“.

Courtesy of assistant

Measures an affective 

dimension of communication. It 

is not so much a matter of what 

is said or done, but rather how. 

Courtesy is one of the most 

basic elements of human 

communication.

Exam/treatment 

thoroughness

1

2

3

4

Measures the patient’s 

perception that the dentist 

completed an exam and 

treatment that met all 

presented and diagnosed 

needs.

Staff teamwork 

shown

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

- The Top 3 Priorities have been identified as a priority for 5 consecutive quarters.

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

5

Measures the patient’s 

perception that he or she knows 

what to do for the best possible 

home care. Adhering to a 

therapy regimen requires 

behavior change.

Caring shown by 

doctor

Measures patients’ perceptions 

of the doctor of care.
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