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Creating and Leading Patient

Experience Excellence

Ahmed Abu Abah, MD,EMHA

Chief Executive Officer
King Abdullah bin Abdulaziz University Hospital, PNU



Overview

* About King Abdullah bin Abdulaziz University Hospital
* Why Patient Experience?

* How to Create and Lead the Patient Experience Excellence
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Campus construction was
completed in a record

25 months
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47,675 students in
15 Academic Colleges
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College of
Medicine

5 Health Colleges

College of College of Health College of
Sciences and

Dentistry Rehabilitation Nursing
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College of
Pharmacy



KAAUH
Hospital Size

Bed Capacity 300 Beds (single beds)

T — nﬂk.i‘. e e B e e — i e e S N g

PR NP N ¥ g




Health Sciences Research
Center
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Supports research to:
Improve Health
Prevent and Cure Disease




\\ PNU Simulation Center

One of the largest Centers Worldwide
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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.
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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.
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Patient-driven culture -

High Reliability
Professional Ethics

Our Values

Teamwork
Performance-driven
Learning and sharing



Centers of
Excellence

Child’s Growth &
Development

Adolescent Health



aoolalljjolMiecegiallhicellallipamimwe
King Abdullah Bin Abdulaziz University Hospital

VISION

To be a role model for national
university hospitals and recognized as
a world class regional reference in:

Women's

Adolescent
Health Health

Child Growth
& Development
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ORGANIZATIONAL CAPITAL DEVELOPMENT
EXCELLENCE =

PATIENT CARE EXCELLENCE

cama —
. e i VALUE IN

: ness
VaLUE CHAINS W Care for Patients || Develop Wellness AVO

1 LS
Dedicated to provide respectful
patient-driven care in a safe,
healing environment and
coniribute to learning and
sharing in healthcare practice,
education and research.

{

SUPPORT AND GOVERN KAAUNH

ey
VALUS Do ‘

EDUCATION & RESEARCH EXCELLENCE

OUR VALUES e S
.. pe——
® Patieni-driven ® Hi?_h . = Performance- VALUE 15y G S a4
Culture ke |ub|||ty driven VALUF crain -Develop Healthcare Professionals
® Teamwork ® Professional  ® Learning

Ethics & Sharing

Yee 3
w Grose Corar omils Indeaot zncl



- Why Create a

?

erience

t Expe

b

ien

Pat



What does the Patient look for in their
Healthcare Experience?

* Be treated with dignity and respect B
* 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)




Y

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
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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

4

{ 50: “Enrich the Kingdom healthcare systemwith exceptional knowledge, best practices, high professionalism ]

& mature services”

PARTNERSHIP EXCELLENCE

ACADEMIC EXCELLENCE

PATIENT CARE EXCELLENCE

S1: “Invalve us in KAAUH's exceptional academic environment
and professional opportunities”

$2: *Provide mewith High quality Healthcare education and
training, and enhance my learning experience with research
and innavation”

PROFESSIONALS & ALLIANCES

LEARNER

§3: “Provide me with the best health care experience that is
effective, safe, & patient-driven”

PATIENT

P4 Collabarate with top recognized research centers to
enhance KRAUH's research capability and expertise

P8 Support and enhance research & Innavation

P3 Collabarate with top recognized centers of excellence that
isrenowned in Women's Health, Adolescent Health and Child
Growth and Development to enhance KAAUH's capabilities
and competencies

P7 Foster development of Academic staff

P2 Callzborate with the top clinical providers, academic
institutions & leaders in health & healthcare improvement to
enable KAAUH to innovate and improve its healthcare delivery

P6 Develop Nationally recognized post graduate training
programs

P1 Collaborate with top organizations/hospitals to serve the
community and impart knowledge

P5. Enhance undergraduate education in collaboration with
PNU

P12 Ensure Patient Safety & Quality of Care

P11 Ensure Timely, Patient-driven, individualized multi-
disciplinary care (Patient-centric Service Excellence)

P10 Ensure efficient utilization of medical resources

P9 Promote preventive care & public health to support healing
& wellness




VISION: KAAUH will be a role model for national MISSION: We are dedicated to provide VALUES: Patient-driven culture,

university hospitals and be recognized as a world respectful patient-driven care in a safe, healing High Reliability, Professional Ethics,
class regional reference in women’s health, environment and contribute to learning and Teamwork, Performance-driven,
adolescent health, and child growth and sharing in healthcare practice, education and Learning and sharing
development. research.

50: “Enrich the Kingdom healthcare system with exceptional knowledge, best practices, high professionalism
& mature services”

PARTMERSHIP EXCELLENCE ACADEMIC EXCELLEMCE PATIENT CARE EXCELLEMCE
. . . . 7 §2: “Provide me with High quality Healthcare education and . . \ .
51: “Involve us in KAAUH's exceptional academic environment ‘. ena T'n" . . 53: “Provide me with the best health care experience that is
and professional opportunities” } training, and enhance my learning experience with research effective, safe, & patient-driven”
y and innovation™ y ! !
PROFESSIONALS & ALLIANCES LEARMER PATIENT
. ™ o T
P4 Collaborate with top recognized research centers to . .
- . i P12 E Patient Safety & lity of Ca
enhance KAAUH's research capability and expertise P8 Support and enhance research & Innovation nsure Patient Safety & Quality e
\ ! ) )
(" P3 Collaborate with top recognized centers of excellence that 3 - -

isrenowned in Women's Health, Adolescent Health and Child
Growth and Development to enhance KAAUH's capabilities
and competencies h

P11 Ensure Timely, Patient-driven, individualized multi-

P7 Foster development of Academic staff S X X .
disciplinary care (Patient-centric Service Excellence)

"

:: P2 Collaborat ith the linical id demi 3 } i TII\

e ahorate wi . & fop chinical provi F."rs’ atademic P& Develop Mationally recognized post graduate training

institutions & leaders in health & healthcare improvement to programs P10 Ensure efficient utilization of medical resources

enable KAAUH to innovate and improve its healthcare delivery L )
) "N, < 1

P1 Collaborate with top organizations,/hospitals to serve the P5. Enhance undergraduate education in collaboration with P9 Promote preventive care & public health to support healing

community and impart knowledge ' PHU & wellness
% r L A
- i, . - .
ORGANIZATIONAL DEVELOPMENT HUMAN CAPITAL DEVELOPMENT ENABLING TECHNOLOGIES

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

‘ L2. Attract, retain and develop high performing leaders & ‘ ‘ L3. Provide a technology and informatics infrastructure to
professionals automate KAAUH business

ORGANIZATIONAL CAPITAL DEVELOPMENT EXCELLENCE

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

FINANCIAL EXCELLENCE



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

Promote

Engage,

Build

o Patient-Driven
Capacities
Culture

Collaborate and
Communicate







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

- e, A
" * 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

- B9

* Provide patient experience training to senior leaders. =



1. Leadership Commitment con:

R |
* Create and publish the Patient and Family’s Bill of Rights.

* Always communicate the mission to new staff to illustrate leadership

commitment



_ * Innovative approaches in resolving communication and

2. Establishing the Patient Expgu
Department \4

* Pro-active

physical barriers

e Use of various effective communication tools.
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Clear Definition of Patient Experience

A product of COllaborative, respectful and patient

driven care thatis designed to exceed each patient’s

expectation and address their individual and unique needs.
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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
S & .

* 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



s .
3{Engage Patients and Families and Support

the engagement to Transform Care'cont)
(A e ~ R
* 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 r

qguality performance




4.Use Patient Feedback to Drive Change
y Y i

* 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.

A N ) | .



SiLearning Organization Culture
A, | . Lo KN

.
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* Enable staff to identify care delivery issues and solutions

while focusing on addressing patient feedback.

<
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6.Best utilization of Technology and Il

Social media
ARNETY " | &
 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




Creating the Physical Experience
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public Lounges
iy

ients and fam

for pat
members

ITING areas,

 Children play areas

* Wa




e Public cafes

* Family resource rooms




Uplifting Environment

2 © e 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.




* 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 famil
privacy and reduces cross infection.

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







Selecting Team Members

* Leaders
 Diligent, selfless and passionate roles
models were selected.
e 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.




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

A e
Acknowledge Sl Jual sl e a sa)
A by a Wl il an jalls cus il

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.

e Sl

s il il g5y (mpall sl e
e el YU s i) 3 Jend
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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.

48 a5 e 3 8 gl 4y 53 g (g yall ac
CAaadll Y oAl

dalay S Juad ale o g yall (584

B Er PIRPRIN

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?”

Lelee alas (Al o) 2 ¥ O 43535 ey sall 7 5

Explain oAl saclie Y dalay 1Y) el

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.
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Involving and engaging all Hospital
Members

* Patient Experience Campaign
* Our Patient Experience, Our Pathway to Excellence
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Involve Other Organizations
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Patient Experience
Conference

Creating and Leading Patient Experience Excellence
3-5 November 2015 (21-23 Muhram 1437H)

Accredited o9 Hours Venue: Princess Nourah bint Abdulrahman University
. 5 Conference Center

First Announcement

« To further explore patient experience in 21* ThemeS
$ century healthcare

v E » To develop strategies to engage patients, = Patient empowerment and engage-
’ ‘ g leadership, and frontline health care givers in ment.

QQO 3 patient experience « Colla o o
%’0’. O To share. global patient experience practices, » Redesigning the health care system for
" innovations, and challenges delivering patient centered care
Q.O = Technology and research
‘.0‘0’0 @ | * Physicians

" E * Healthcare Administrators / Executives

’“. @ | * Faculty members
"0:0‘. -6  Healthcare professionals

&, 3 | « Nurses

’“ < ¢ Healthcare Students

2S
25
X
252

For more information:
http://kaauh.edu.sa/PEX/

MAYO
CLINIC
U FOR REGISTRATION: S\
Tel. +966 11 820-2203/2212/2207 i

S
N
<

S
&
o
252

)&

v

(s gipalinty
aces o b A b ety

&/
XJ
25

2

<




(14)

G e ik 3 9 Aaalas allac] aTA

&#J@‘M@&MW&M”L&JWL}“‘N*M|uuauuﬂ:’l

wranalriyzelizen

sbe ool ol s

0 1 || 14
o | [EER wmwen
claiml o) & s
dcly & K dhso

Fas e Adadl sl Al s
W Follow @Riy_Local

e sall Aasil d gl

595 5 0] dualay Al i & " oyl Clallas™ J (Jgall paigall uasl
Clali 3l Yo Aa) AUlis e dga g pulaa sl paallae @l
dpaal) clethilly Clbidivall g1l dalieg Clubpd) gy Ao il AN (1 sall
G Laad (b R il A" plg sl Con sy uslally agtal
0y Ly ples Ly y il () (5 giatn ubil B3 5 plaa o FUY) 10l
Gaad diud ja g Al 4l g igal plizy il G o Laual) liiall Gy fiwa
aady gt dapdll Ga Sadiuall gl el o i e all Clalla
Upa Jlaaly dipns lgle (Bia Bhi cua iily Gl a5ty cibysls¥)
lally i At dyale

QA i gl dlly el
QYo cldiie gaa A @by
Clalki Ja b Al F Lol
il Ay el Clidey cladgly
Or Ouaially gl Adiaall & gie
L yal) Cialiad e (A aeal) pURI A Cylatad)

Slye Al Adiue dalii G2 (ua pall Clalladl Jo¥) gl jaipall Jue cilsy
Aol LD ga o clal g LS gl pa A8 aalall Guadise o
Clallad (8 Gaadl) By " O i ol oabill B Caa e il B0 5 ) daalay

Mgl

clalll 343 glle duay
Siage gulea padgy el
phlida ) 5 giana uliil

Sdlae G dise i) ldual sLAT alall il S& el pUd Ay
i O S el AL pad) caalial e gl daaa G daal gasall o aalad)
Glalll 8 LS el cigadl L S Ade ) (il M) Aiaia el <Gyallae O
Ly 55584015 Al Lipll) gy oaduall e siSAl) el (A5 Alalal)
Gl plaiy g cAaliial) Lialll Ly Jyeland Ly Apalall Lialll duai; 0
BnS s O 03l L o dalad) il (e Ao ghatll (1 g gaiiae |5 A i)
Al gl

paa A ol i Gpead padage gl Bugsd e aisall iy
iy ghana cilida o g Cidduall gl @l ) sl gl g dpanal) Clesil] Gyl i)
S Fian o i s pall Ay a3 (e gl gl O () Topdia il (pasha
bt G Ly Llall cigad) (e gl

dialiaN|

vy

AY N0 praByl Vo 381901 - 2 VEYY A sme - YV - L

Rugeall COMeY] | Beld SVl | el dmadl | &ue IV @l

f'l‘;;!l;nl'.lafﬁljﬂ

@aleqtisadiah & W

AP PACHEACTIWIRRETERIIPIRY |55 Al

poull 330 5352 , Langr LS st uaniti M o sas maan OV ool RS ‘

Al

U i L g palia ) (5 shuna (bl Ban gyl pun g Jali
) clalhl ghadl gLl Alby LA ¢ pa s plibl

"aysLaasVI" . Ll 8,13YL by 85l3] auno dliuie JS 8 UgSs Ul seigell sosl

wBlall o Spandll pMll 3

B g pall Cilallsd (gidadl Lie Lia el Ll o auall plladl) A gglale g sl (300
Asalidl g Aga gl Apaaall el y clghilanad) £ 13l Aagda g Syl paay Ao

o el B ) Qg Cad e sall calladl Jg) Al padpall Juasl alid B GaSbkall ualy
all Akius Lo Lo gl o plldly (Gaa 38 iy B gl 5 al) Analy (A (o all Cilallal
o) (B Coaa giall g o pally

e U Glad Sya Jgle VAUl Calll gl plga gead pagdll A (S Mkall paagy
e o Aaniall CLALA Sl plasa ypaady oy gl W iy s sall Ly (s ghacn (k] 503 ga pilea
Coa Baaianall aipal) pid o (dua ¢ i pal) Clallal (§iRadl Al jg AR o3y igal eliyy (gulail

Mhas Lgle 5k Jabad e kit CLEAAN a1 31 g il o N1 Al g cAgadloy) Amy pl)
3% AaSaa diale dlaa dtal da Ral dlal) Mes iled Lag

WA e Sl L o h ) slathd,

ALJAZIRAH

 10/11/2015 Issue 15748 axell 1437 ppao 28 <Ll

alegio  l)  dwlwn  daly

Boluall elile sis
Sdoty ik LS 500 Y171 LS ol

gt

:allac]
o

8jilag gl cilelhT Gudnil «ule diias

sgdjdll Anal - pjall

g0yl e &y 8)gi 8ol deoly dllacl plis g «oipall Glalhind §Jgall jaigoll gogl
249 (sle @il (eajall dlelhi §ianil Llell diall) dlaiuo e &aa gl gulao eliil
dunglll ayidlg Enlallg drogiall dinll alelhallg alédiwall elsl Eliog (cilulywll
Ly ggimo yulidl 6a3go juleo le Glaiyl :Jodii .aVlao § (o8 dajidall «dipall» plao
pis 23gai eliyg iliill wui e dganll aliall algiuo yyaaig Lgiu 1Bplig el
doypidl 4o 6xaiunll goitall pié ol ito eigoll clelihT Ganil aiwljyg aapsi
Jlanlg lapwo @yl Gaio hha s B340k alioll plp]g .olglgl yaaig (duodlyl
2103 @ alpliallg alyall pi gradil elldg ‘el alelhi) giei dadas deale dlao
Bjila (sitig s eyall alilleg aledgig alelni Jlo @i dlooll g dnll dleyl alakio
alelhi Jlao gé ganll glhill ga gulolell go (joinllg jinioll eauiivall dgiv
el

1 alil sie elloll gadiiuo aoki g3l ool dlalhil Jgll @Jgal joigall Jlacl cilsg
50l deoly plil dillf s30 gle cilnlgi 3& welislSgilon go Sl geolall fijsll v
siyall alelhi o juoill 3l glgic aai galyl @b goagl uc &y jgi

se2olall jjellse g alilve ellall adiial g3yaiill plell yaoll J44 aigall plis ag
ol (jgjellage o jaly g Jeotd poll oilall gowl uslnl ,6licgl Aono (Aol jgisall
1918l paul) oleg Ldlolell glalll y5i loS .joigall alyledl &yl aiile) Akl dénio
83lwlg .dsalell dialll dul) Jlyayll douy 8)gisallg .dapdiall dialll yuyly @allnll Alln
o dacghill Gallg l@iliclg dcpall glalll elug)g dolsiall dialll &l Jaclawll s
Joigall alaiy 608 3gA3 Jo ogly bo e deolall ally

aloxall alailjiul plon ga @Bpall &aT Juwni ggigo al)y] 8)gp Jaigall ASlg

Il @l Do doaall 0Ado aligiwo walito gleg .aliadiiwall gl aljljgll clguw &anll
go laleag .Ulall al@nll go peall ggimo ole Moio) @Ajall diad guuai oly alai
plag Lulell 8jlsyl iyl 81| dian 8litio S @b gghu Ul ele joigall dag .abliglgll
(LB wi ol logi 633a0 dan eliib 107dall ,enal 05 . 1ol dlelhi pidil lAidad

plid od ongs elitlSqilog (g2olall alilyic dlall gadiTmo

igo

Jlphll @il ooy =

daasiall doljyl
369)3 @Sl

ogilg clayds jSj0 guyi) =
alil dony ol

dpll jSo gy
wauajill jSpall guling
aditoanlly

clpall by halo =
yaii abiglgh yhaly
@Liiall

lullny| eljjg gy =
Jujsllace eloll ggpiio
I i

wlc @ilgy @byl dahic
uluill wayedl dial J
dliall dyastigll

yolll sSlall gawll waly
Jol wjujelluc (4 sgauw g
digho dial J&illi le dall
duwlipy daidall al@all jo

s Adhinll a4 ailoilt



aa__Jll
d T e VUI

aYerd _)..uhg:\\o @I’ll - YEYY apma-YY - s

-
A RS N L

ATION REGLLATOOY AUTROAITY

15488 4nli 2015 vl 10 Shlpali & 1437 pona 27 S1080

PR e Sl Al S Al A

FEVFEE I RPURY PRIFION N OEWRPE N RO .0 ! |

LI gy el A Al Atiis aipe gy eyl
il A s 350l g guiaall ol (Rkal e Aighy

SN + gt g
o Ol $LAE Crma i Sy B gl E e Ay A | ik e al) el gl )

AR ol dakiey byl png e GBS () Al (SR Ll Al) Al e 1
Aataldi y A0 stall Lanall cas el

iy g pieas el Baage udas o JUR tJadd Slge B o daThall L™ g dpuayih S dly
Wl piy AhyS Sy Eisal ellyy PRI e e Saeall SALAN Sy fae ity Lt Wl
L o )y ke 31 ad s At Ayl e Baadeaall palaalt a8 B e s st Al (L)
S et iy el Slaliady el Aatas Lals Ulge bl y (Uese el (Be ek e WIS
1Al SABe g Sl gy Sl S A Ralad B el Be ol e apan bl ity S ek

i al) Cilathel Jlpa B asall pildll U8 Calalall foa Gy dealally Jpalall  ASToaall 4yt 5 s iy

sl Sl Gy dilig LA R Bl B o e ) Sl g ) alpall Jeas Zdls g
Cad ity B e T Sy Bs3 Bsalt daalay pll AT e e Gldats LIS A ae 48100
g Al NS g D By 7 5

dans o el g s malpd Gyl Op i Ll AN g RhEN pldl paall SRS et plik by
S Nak) dag AN A3he 5 (kg l Aliale el Spialae Gy sl O oot ypalll LS peeadl aaleo e gl
Ty Bttty Al Lplll Guly palial plie oSl agal; oy Alelad Glalll S8 LaS 4 jaliall
Ay b esy A 1 el wlaayy cAadiiall Al ) bl gy Aatad) Al Al Gl gl

ot aal) EladY Bl Saea Oe 0 sl Lo 16 D) SAs e A skl

#lges Dgaall Claalll g U ppass B s pall 35500 Opesal pogdnge w1 Bogas e jaiall asly
Al &y et gl y i O N gt O el vy g BB ey iRt ] il gt
kg g On Mgty el Shgapll Ga ) g Flana e s

e ) Shallaly gl R py y bl Bl a0 A A Tl 08 A (g O e el ey
O A N Ly e e el Juaad et P Jed Baa g Spa el Sanal eyl L
LA A gy 38 bty 0N sle Yl Jaad ae JAYT 51 Rs U aaaay T sl Sanal wlicd)

LS Gl S b il iy appell St Sl LA Gy el Sl o adpall sty
CLEL gl g Igdekd B s palt 10 el e 08 LA S0t Las A Thalt AURAN sLAD Cyad e jall
SAAZ g A Chath 5 S 6 A gaeall Chatil g 31 A ey SR 101s Sk

Ba Ay ol g Jaadll qulial e aall Uil b pliall Jaliy gt Al e papal aly
EAkke b il g el Sl pathe e 5855 pe 1Y dpatadll Chgall g gl e 56 sl
5 A A AL e ATyl S0 AN At el A 4 gAY Rpmaalt SNy Ll gl
el g2l Shny y RGN IRt L gty Lpthn bl oo ll gy | an gl bl | S0 5wl y e )

A g g agoall Al Lgay iy

Alolts Qe an1xes
N gyw

WA AiSha0g not S

AYON0 ebad Vo BRI - D VSTV apma- YV - SO

O WD | s A e

T
Stas | (10/11/2015) 24 (1437) & 2l

DAl gl e W ALy, Al Al S
Kol clellill ool Ladia g oaia jall Calld i) Lo Lia

101172018 4
P ey — )

AT o gy S ey e et TS T D A B e ] e oL AT 0 550 e
il g dn Sl Gl Sl

0 A D iy o ity iy U g e a0 e 5 et i g i e G Ve et R ) R g B il
o LaSATy il oy Sy ) ey petia) Aag ) e dsaiuadd pinal ad o e e pal Shalled B a1 4 2 e ey gt e
e ALy el 3 i 20y A D e 8 iy e e U ] i e (e s
) S e el D L e (il G A S G A e e ey gy Sl

PP JPIRORC DTSR JCY S PNIVE CIC NPV X IR X R PRI PIORR JC RS E RSV I B )
g ) Sl Al 8y iy il s P S35 e R

il oy i 3 S50 e el ChashD g3 Sl e b grin ) 3403 e iy 1 s i 1 JA53D S B S f) Sy
g S 1 m gty el gl D e e s i g R s et ) 0 s e ) i Ty s

B gl e g el e B w00 S0 e ] L e ) ) g 0 Gy (S S YL R 0 e T K 0 e
S Ay 3 Ay A e Jand e A o Ttied s g sl et AL ) agle o Uiy il e e )

1 Al e S ) Al o) (il sl R g e e B 2 el Ly 3 sl 8 el S e ] e il s
ATy 0 Sk e e daall il Ay y el gl y G ey LI ey Rais el

o 55 e 1Y A hgad e e e el Gk S e S d e el Ul ) Sl 0 Rl ) 2
Sy T 0 e g N A e Ay A 30 R D RS 5 ) Raal) S5 L S e g ) e i) T b
Lyl e

At Sy g ya At Lpag it g el i By R Bl plaS L o e LD e iy e LS

2 padipall Slua gl

i A RSk R gty D A gl e

el gl 3 ufelal) Al Ciaaad iy ein sal s Lo 0

e s g g AR Bin ge pfas ga g e

al-watan

AYYN0 puaBy Vo B8IgH - B VEYY e - VY - LN

Jigodl @seas | wieais;Vig Jes-adl

; .
EA A Bk s L(-!)

ELECTRICITY & COGENERATION REGULATORY AUTHORITY

astasll slazsyl

wldoeall

O oW || Anansni
wobull glall (g0 all Alls] Gudd asall

Sld=oll

sl Bl aol,Jl

o sall Clalios | Seasad LWie Gl sluw b Gluogs

Slaaitizaall a onsrell Juesd Jepuiss seaxll &ugias S35t slizi] (sJf Sscll

(sll) o 50l Gilalku Joo> Jel¥l WUl seugell Wluals> Sas|

2015-11-10 2:02 AM W \>lgall daxs 1uolidl

8,.0Y] @malses alloc] plis (28 *sopall wlalks J JsV) (sloall soidall (sosl
audn) Llell apll™ alstius Lic ag> ol Gulms sbaul wosudl dus vy 8,90
oha gzl dlsl aslisg wolwlowl gog (sde Bl ¥ s yell wlalbs
Aslally AsgSal dceall wlclhalls

SlaVl tend Wls 5 Jouis il a>paall "atgll® slps (sJ] avagill oylals
whegiine 3aass et Iy iiig (soyall Lo, wSeivioe ulia) 8a5g0 julan (e
olalbi gudnc] azuling 22..S5 o 23g0s slug sl covss aall olicall
Aasay @MYl dn bl yn Bisiuall gaimall pu8 (sle (ris (sssall
alos jlasls i Lule  3aio hihs o laiaain wliusll olslls SlslsY)
3 wihplialls Wl 1o et wlsg o suspell wlallhs sus @oS=oe acale
wldileg wleigy wlalks Jlxa 8 &Slaall 58 Gunall ailey)] Clokio gio>
=8 Galalall (o ool jenall (paditinall Bigic 8l aidy syl
sz soll olalks dlxs 28 womeall g lasl]

ool Jug=s

pass Julall 5515YL a5 8,ls] o 8lius S (58 GeSh Ul (sle yoidall g
sl Josi 8a>ge ag= sliul sassell swosl laS i sorell Glalbhs sips) lgaSas
Aol clauall Gu pgis shic WsLg pgEsls Lo (ool Jhons Jugas
aliuge adl 9558 1adlall eVl Jozs go @laVl gl Lslolnd g aiogS=ll
el

skl el e o dll sue Slall (sdditius aokhs Sl sesdell Jlasl cotss
8395 800V &m0l 08 oLl @ Saa (ale clolss "elidS wle” go aSlall
Mosioyall wlalls (58 juaall 350," Olgie v Ll



Conducting similar
meetings on a

‘{_l‘_',.f,___\w‘ -_—?.2“\
regular basis " patients .

> I
~ involvementin
_ / facility planning \\
e and design, Yl
»\K methods and &Y
. procedures of /
" health services 4

- S
P

‘Financial & logistic
support patient
and families
technology &
social networks
services

Include Patient
Experience
Improvement
Programs in
healthcare services
strategies

stablish a bod
to be responsible

for facilitating
patient’s referral
between
healthcare
institutions

Conference
Recommendations

Healthcare
institutions should
establish a Patient

Patients
involvement in

facility planning
and design :
i Experience
methods & department with
full support

procedures of
health services

Establishing a
council
independent
council to oversee
performance of
hospitals

Training is needed
for healthcare
employees on how
to deal with
patients.
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