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Abstract

This study aims to investigate the impact of patient experience risk management on enhancing
patient satisfaction and healthcare quality at Hera General Hospital in Makkah, Saudi Arabia.
The objectives include identifying risks affecting patient experience, evaluating risk
management strategies, assessing their relationship with patient satisfaction, and proposing
tailored recommendations. Conducted at Hera General Hospital, which serves a diverse
population including pilgrims, the study adopts a mixed—methods approach, utilizing a
questionnaire to collect data from patients and visitors, alongside qualitative analysis of open-
ended responses. Results reveal that effective risk management, such as improved
sterilization and modern equipment, significantly enhances service quality and patient
satisfaction. However, challenges like service delays, poor communication, and inadequate
hygiene were identified as key risks. Notably, proactive risk identification and interventions,
such as enhanced sterilization protocols, correlate with reduced patient complaints.
Recommendations include implementing an advanced electronic appointment system,
enhancing staff training on communication and cultural sensitivity, improving hygiene protocols,
and establishing a unified complaint management system. These measures aim to align with
Saudi Arabia’s Vision 2030 by fostering patient—centered care and boosting trust in the

healthcare system.

Keywords: Patient Experience, Risk Management, Patient Satisfaction, Healthcare Quality

N




Midocean University

College of Management MIDOCEA |

. . . UNIVER’SITY'
Department of Business Administration

The Impact of Patient Experience Risk Management on
Improving Patients' Experience: An Applied Study at Hera
General Hospital in Holy Makkah

Prepared by:
Majed Abdulkareem
Supervised by:
Dr. Fayez Aljarad

Dr. Alfaisal Abdulhameed

Year: 2025

1y




