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Overview  

• About King Abdullah bin Abdulaziz University Hospital 

• Why Patient Experience? 

• How to Create and Lead the Patient Experience Excellence 



Princess Nourah bint Abdulrahman 

University 
Largest all Women University in the World 



Campus construction was 
completed in a record  

25 months 



 47,675 Students in  

15 Academic Colleges 



5 Health Colleges 

College of 
Medicine 

College of Health 
Sciences and 

Rehabilitation 

College of 
Nursing 

College of 
Dentistry 

College of 
Pharmacy 



King Abdullah bin Abdulaziz Uni 

Hospital 

KAAUH  
Hospital Size    99,733²  
Bed Capacity  300 Beds (single beds)  



Health Sciences Research 
Center 
                     

Supports research to: 
                         Improve Health  
                Prevent and Cure Disease 



 
PNU Simulation Center 
 
One of the largest Centers Worldwide 



Our Vision 

KAAUH will be a Role Model for National 

University Hospitals, and Recognized as a World 

Class and Regional Reference in Women’s Health, 

Adolescent Health, and Child Growth and 

Development. 



Our Mission 

We are dedicated to provide respectful 

patient-driven care in a safe, healing 

environment and contribute to learning and 

sharing in healthcare practice, education, and 

research. 



Our Values 

• Patient-driven culture                 
• High Reliability                 
• Professional Ethics  

• Teamwork                                                          
• Performance-driven                                                            
• Learning and sharing 
              



  

Centers of 
Excellence 

Women’s Health 

Adolescent Health Child’s Growth & 
Development 





Why Create a  
Patient Experience? 



What does the Patient look for in their 
Healthcare Experience? 

• Be treated with dignity and respect 

• Have confidence and trust in providers 

• Staff courtesy and availability  

• Coordination of care 

• Pain management and physical comfort 

• Respect for preferences 

• Emotional support 

 
Joffee et. al. Journal of Medical Ethics (2003) 
Jenkinson et. Al Quality Safety Healthcare (2002) 



Creating a Patient Driven Organization 

• Evidence shows that refocusing care delivery around the 

patient will: 

• Improve patient care experience 

• Improve patient adherence to care plan 

• Less medication errors 

• Decreased adverse events 

• Enhance staff satisfaction 

• Decrease length of stay 
 



How to Create and Lead  
Patient Experience 
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Patient Experience as a Strategic Priority 

• Developed and promoted an organizational mission statement 

that embodies patient-driven care, and included it part of our 

organizational values. 

 

• Embedded in the strategic themes 

 



KAAUH CORPORATE STRATEGY MAP 
VISION: KAAUH will be a role model for national 
university hospitals and be recognized as a world 

class regional reference in women’s health, 
adolescent health, and child growth and 

development. 

MISSION: We are dedicated to provide 
respectful patient-driven care in a safe, healing 

environment and contribute to learning and 
sharing in healthcare practice, education and 

research. 

VALUES:  Patient-driven culture,   
High Reliability,  Professional Ethics,  
Teamwork,  Performance-driven, 
Learning and sharing 

L1. Develop an interdisciplinary knowledge sharing and patient- 
driven culture  

ORGANIZATIONAL DEVELOPMENT 

L3. Provide a technology and informatics infrastructure to 
automate KAAUH business 

L2. Attract, retain and develop high performing leaders & 
professionals 

HUMAN CAPITAL DEVELOPMENT ENABLING TECHNOLOGIES 

F1. Optimize allocation & utilization of KAAUH financial resources F2. Generate additional financial returns 

FINANCIAL EXCELLENCE 

ORGANIZATIONAL CAPITAL DEVELOPMENT EXCELLENCE 



 

Ensure Timely, Patient-driven, customized, multi-
disciplinary care 

Build 

 Capacities 

Promote  

Patient-Driven  

Culture 

Engage,  

Collaborate and 
Communicate 



Creating the Systems  



Creating a Patient Driven Organization 

1   Leadership Commitment  

2    Establish and Empower Patient Experience Team 

3    Engage Patients and Families to transform care  

4     Use Patient Feedback to Drive Change       

5   Develop Learning Organization Culture 

  6   Best utilization of technology and social media 



1. Leadership Commitment  

• Create a Quality and Patient Safety Executive Council 

• Monthly – two hour meetings 

• Chaired by CEO and executive board 

• Arrange for executive walks to visit patient care areas and 

providers 

• Provide patient experience training to senior leaders. 

 

 



1. Leadership Commitment cont.  

• Create and publish the Patient and Family’s Bill of Rights. 

• Always communicate the mission to new staff to illustrate leadership 

commitment  



2. Establishing the Patient Experience 
Department 

•  Pro-active    

• Innovative approaches in resolving communication and 

physical barriers   

• Use of various effective communication tools.   

 



 



Clear Definition of Patient Experience  

A product of collaborative, respectful and patient 

driven care that is designed to exceed each patient’s 

expectation and address their individual and unique needs. 



We pledge to provide Exceptional and Compassionate 

care in every step of the patient's Journey at King Abdullah 

Bin Abdulaziz University Hospital 



3.Engage Patients and Families and Support 
the engagement to Transform Care 

• Involved patients and families in the process of co-designing 

processes and systems. 

• Established the Patient Advisory Committee.   

• Provided patients and families a voice in meetings and conferences 

 



• Encourage staff to view patients and families as care team 

members. 

• Provide patients and families with meaningful 

information to support care and report on safety and 

quality performance 

3.Engage Patients and Families and Support 
the engagement to Transform Care (cont.) 



4.Use Patient Feedback to Drive Change 

• Using patient feedback from a range of sources as surveys, focus 

groups, anonymous shoppers to gauge service quality and inform 

all staff. Focusing on real-tie feedback to enable issues to be 

addressed immediately. 

• Review patient experience metrics at executive meetings as an 

indicator of quality. 

 



5.Learning Organization Culture 

 

• Enable staff to identify care delivery issues and solutions 

while focusing on addressing patient feedback. 

 

 

 

 



• Self tracking tools. Through access to their Electronic  

    Health Record. 

• Request / view reports 

• Update biographical data 

• Make appointments 

•  Health tracking Apps 

• Creating the health social network involves creating  

    a portal for patients to find: 

• Resources 

• Emotional support groups / activities 

• Access to physicians for Q&A 

   

6.Best utilization of Technology and 
Social media 



 Creating the Physical Experience  



Second Home Experience 

• Waiting areas, public Lounges 
for patients and family 
members. 

 

 

• Children play areas 

 



Second Home Experience 

• Public cafes 

 

• Family resource rooms 

 

 



Uplifting Environment 

• Landscaping, fountains & water 
steams creating a cool zone and 
enrich the auditory experience for 
both Patients and Visitors. 

 

• Skylights are used to provide 
natural day lighting wherever 
possible. 

 

 



Uplifting Environment 

• Interior and roof Garden lower 
the ambient temperature and 
provide breakout space for 
patients, families and staff. 

 

 



Patient Rooms 

• All patient rooms are single private 
rooms maximizing patient and family 
privacy and reduces cross infection. 

 

• All room have an outdoor view over 
the roof garden and campus 
providing comfort and encourage 
positive results. 

 

 



People 



Selecting Team Members 

• Leaders 

• Diligent, selfless and passionate roles 

models were selected. 

• Staff members 

• Young individuals with a desire to 

excel, proactively serve others with joy 

and passion. 



Investing on Building a Culture focused on 

the Patient Experience  

• Implemented organization-wide training associated with 

communication skills, customer/patient care, and 

professionalism techniques. 



     

    AIDET 
   communication tool   

   
 

  

Smile. 
Make eye contact. 
Greet and call patient by their name 
in pleasant manner. 

A 
Acknowledge 

 تعرف
 احرص على التواصل البصري

 .الترحٌب بالمرٌض وندائه بالاسم بأسلوب جٌد

State your name and role in KAAUH. 
Let your patients and their families 
know that you and the healthcare 
team are going to take care of them. 
Wear your name badge facing 
forward at all time. 

  
I 

Introduce 

عرف باسمك والقسم الذي تعمل به فً مستشفى 

 الملك عبدالله  
أعطً الشعور للمرض وذوٌه بانك أنت وفرٌق 

. العمل فً المستشفى ستقوم بالاعتناء بهم   
. اظهر بطاقة المستشفى الخاصة بك بشكل دائم  

Give the patient a time estimate. 
Keep the patient and their family 
member informed as to the amount 
of time, a procedure or process will 
take. 
Let them know if there is a waiting 
time and give an estimate waiting 
time. 

  
D 

Duration 

أعطً للمرٌض وذوٌه الوقت الزمنً الذي ٌستغرقه 
.الأجراء لأخذ الخدمة   

لٌكون المرٌض على علم فٌحال كان بحاجة 

 للانتظار وكم وقت الانتظار

Keep the patients and their families 
informed by explaining all processes 
and procedures. 
Communicate any steps they may 
need to take. 
Make words work, talk, listen and 
learn. 
Make time to help and ask “is there 
anything else we can do for you?” 

  
E 

Explain 

شرح للمرٌض وذوٌه عن الإجراء التً سٌتم عملها 

خصص وقت للمرٌض لمساعدته . فً كل مرحله
.وسؤاله ما إذا كان بحاجة لأي مساعدة  آخري    

Thank the patient and their family for 
their time. 
Express appreciation for their 
cooperation and communication. 
Thank them for choosing KAAUH and 
that we could be of service.                                                      

  
T 

Thank you 

 .أشكر المرٌض وذوٌه على وقته 
 .عبر عن تقدٌرك لتعاون المرٌض وتواصله 

أشكر المرٌض على اختٌاره مستشفى الملك عبدالله وأننا 

 .   بخدمتهم دائما 

45 



Involving and engaging all Hospital 
Members 

• Patient Experience Campaign  
• Our Patient Experience, Our Pathway to Excellence    

 



Involve Other Organizations 









Thank you  


