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(Mohammed Senitan, Ali Hassan Alhaiti, James Al )
Gillespie 2018)
International Journal for Quality in Health Care, Volume
30, Issue 10, December 2018, Pages 751-
759, https://doi.org/10.1093/intghc/mzy104
Purpose o yal) ilaa
This systematic review aims to explore patient
satisfaction (PS) among patients who used
Ministry of Health (MoH) primary care centres in
Saudi Arabia, with a focus on their
communication with physicians.
) daxd JRial) pariall
Ll diigag 5aga G aaiall
sl hagll il duanl) duagia
Results ) aaf
Sila il

The literature search retrieved a total of 846
studies. Only 10 studies met the selection
criteria. All of the studies reported at least one
domain of PS. There was a strong relationship
between the level of education, income and
satisfaction rate. Most of the studies reported PS

in terms of the domains of availability and



https://doi.org/10.1093/intqhc/mzy104

accessibility, and communication. Few of the
studies covered the other domains, such as
relational conduct, views on the physician’s
technical skills/knowledge and the personal

qualities of physicians.

Conclusion

There was a contradiction between the patients’
responses to the surveys on the domains of PS
and their actual experience. While the patients
reported that they were satisfied with primary
care centres, they frequently attended the
emergency department directly. This indicated
that they were unlikely to be fully satisfied with

the primary healthcare centre.




Jason A. Wolf PhD, CPXP,
Victoria Niederhauser DrPH, RN,

Dianne Marshburn PhD, RN, NE-BC, Sherri L.
LaVela PhD, MPH, MBA,

Ayl

Defining Patient Experience Ayl s
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Abstract il a8
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In recent years, perceptions of performance and
quality of healthcare organizations have begun to
move beyond examining the provision of
excellent clinical care, alone, and to consider and
embrace the patient experience as an important
indicator. There is a need to determine the extent
to which clear and formal definitions exist, have
common overarching themes, and/or have
unique, but important constructs that should be
considered more widely. In this article, we

provide a 14-year synthesis of existing literature




and other sources (2000-2014) that have been
used to define patient experience. A total of 18
sources (articles or organizational websites)
were identified that provided a tangible, explicit
definition of patient experience. A narrative
synthesis was undertaken to categorize literature
(and other sources) according to constructs of
the definitions provided. The objectives of the
synthesis were to: (1) identify the key elements,
constructs, and themes that were commonly and
frequently cited in existing definitions of ‘patient
experience,” (2) summarize these findings into
what might be considered a common shared
definition, and (3) identify important constructs
that may be missing from and may enhance
existing definition(s). The overarching premise
was to identify and promote a working definition
of patient experience that is applicable and
practical for research, quality improvement
efforts, and general clinical practice. Our findings
identified several concepts and
recommendations to consider with regard to the
definition of patient experience. First, the patient
experience reflects occurrences and events that
happen independently and collectively across the
continuum of care. Also, it is important to move
beyond results from surveys, for example those

that specifically capture concepts such as




‘patient satisfaction,” because patient experience
is more than satisfaction alone. Embedded within
patient experience is a focus on individualized
care and tailoring of services to meet patient
needs and engage them as partners in their care.
Next, the patient experience is strongly tied to
patients’ expectations and whether they were
positively realized (beyond clinical outcomes or
health status). Finally, the patient experience is
integrally tied to the principles and practice of
patient— and family— centered care. As patient
experience continues to emerge as an important
focus area across healthcare globally, the need
for a standard consistent definition becomes
even more evident, making it critical to ensure
patient experience remains a viable, respected,
and highly embraced part of the healthcare

conversation.




(Pines and others 2008)

The effect of emergency department crowding

on patient satisfaction for admitted patients.
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From patient satisfaction to patient
experience: A call to action for nursing in
China
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Abstract ) aaf

This commentary presents a preliminary
overview of patient experience studies to
advocate for advancing research and practice
focusing on patient experience in nursing in

China.




Background

There is a growing worldwide focus on
evaluation of patient experience. Increasing
numbers of national patient experience surveys
have been conducted in China; however,
nursing seems to be overlooked in this growing

trend.

Evaluation

A systematic search and review of studies
reporting patient experience in nursing was
conducted with China National Knowledge
Infrastructure (CNKI) from inception through 11
November 2019.

Key issues

Inappropriate use and expression of patient
experience led to confusion and
misunderstandings. High—quality studies
specifically for patient experience was lacking,
especially those adopting quantitative and
mixed methods designs. Tools with adequate

input from nursing were scant.




Conclusions

Patient experience studies in nursing are still
nascent in China in terms of quantity, quality

and diversity.

Implications for Nursing Management

The concept of patient experience should be
clearly defined through performing a systematic
integrative review. Well-conducted qualitative,
quantitative and mixed methods studies are
especially needed. Nursing should be more
involved in development of tool for measuring
patient experience, and an instrument with a
clear construct definition, systematically
developed and psychometrically validated,
constructed by nursing researchers will be

valuable.
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Dear Respondent,,
| am a Masters (Business Administration) student at Mid—-Ocean
University, and | am currently conducting a study titled (The Impact of a
Clear Experiment on Medical and Health Services) to reduce this study
to measuring that impact and implementing it on the Saudi Red Crescent
Authority.

| request your cooperation to answer this questionnaire. You will be
guaranteed confidentiality of information until the end. | greatly

appreciate your cooperation.
Thank you in advance for agreeing to participate in this study. If you
have any questions, please do not hesitate to contact your supervisor,

Her Excellency Dr. Asma Abuanzeh or contact me.

Supervisor sl Masters Student_iwalal cidla
/& il 35 Balas Ao Mae G dllae (p Juad
Associate Professor/ Faisal Abdullah M Alwarhi

Faculty of /s Gl A fAaala — Jlae 310 /amadd — 5 oY) /A
College/Management — Major/Business
Administration
University/Mid Ocean

E-mail /o555y 2 ) E-mail /55 x5
alfaisal7@gmail.com
Cell /dusi¥) 23 Cell /duai¥

966 505 11 77 56
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A: Demographic Characteristics 4l & gall (ailail)

Please tick (¢) the appropriate choice cxwliall JLall jLad) el )l

1- Gender: izl

Male,ﬁ:] Female gd|[:]
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2- Age: ol
20 - 30 years old [:] 31 -39 years old :]

40 - 49 years old [: 50 years old and over C]

SEEYY A Y DAY e — g Ve )0 e — Jild cl sin 0 55 pal) ol i Y
3- Years of Experience: 5l &lgiw

5 years & less C] 5-10 years [:
11-20 years [:] 21 years & above [:]




Sl adliSection B:

Please indicate your degree of agreement or disagreement with the following

statements, so please sign (V') for the choice that reflects your opinion by
choosing one of the five alternatives.

Gl Glay A Ll cailay (V) Adle g s AUl ) jlall Sl g el Sl o 50 a3 ola )

The following set of statements measures the beneficiary's experience and its
impact on the emergency service at the Saudi Red Crescent Authority. Please

mark according to your degree of agreement.
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Section A: Quality of Service
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ASTIL u\.:.u‘ﬁ\ oJLu.n MLE.U &_1\J4.€A4
Equipment and cleanliness of ambulance
ASTID ol 3l (5L 3 g
Skill of the ambulance driver
ASTI3 F PY FJ FWRE | R A P P
Comfort of the ride
1 [ 23] 4 5
i N O2 191z |52
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ASRII1 u\.,..\»‘y‘ DJLIM d}m}
Extent to which you were told what to do until the
ambulance arrived
ASRII2 Degree to WhIC the medlcs took your
problem seriously
el 3 lea
ASRII3 Skill of the medics
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Bady By
ETTSRT SIS
ASRIII1 .
Promptness of responding to your call
Gl ) allal " il Gaadat alodiin) 4 geu
ASRIII2 Ease of using “Asafny” Application to
request ambulance service
1 [ 23] 4 5
IV. Service Assurance 228|282 |e|a S
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vl | oaiel alaa | ol | sl
By By
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AsAIVL | Professionalism and helpfulness of the 997
dispatcher
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Medics' concern for your privacy
1 | 23] 4 5
_ O2 1Yz 4|52
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Asevi |  Degree to which the medics listened to
you and/or your family
i sall Jalas g alaial
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Care shown by the medics




Section B: Overall Rating

Item 1 2| 3 4 5
No _ 029z 5 |2
Overall Rating L3 8|2 @ & 3
PL"J‘ (""‘sﬂ\ Q > «Q E (.'g (.'g >
) 38|32 F |BE
sasel ua el alaa Gl Gl ol
R} 33:9
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BoriL | Overall rating of care prowded by our
ambulance services

SECTION C &8l audli: OPEN-ENDED QUESTIONS 4a gidal) ALl

C1) Please provide ANY other comments regarding this study.

Al Al 238 (a geads (5 Al il ol an ela



C2) Please provide any comments regarding any aspect that appears to be
LACKING in this study.

Ll yall o3a 1o i gay il (sl G saady et g s olas

Gratitude ¢l g jS&:

We appreciate you taking the time to complete the survey. Your participation means a lot
to us and we | reatlg appreciate it. The information you have shared is imﬁortant to our
analysis and will enable us to make improvements to the performance of the ambulance
service.

Once again, we are very grateful for your contribution>

Sincerely
A sl 154 IS o g ) Apully SIS in OIS e (s ) JLSY dacanad (1) B g o
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Masters Student
Faisal Abdullah M Alwarhi

Midocean University
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(5881)-69%

(596)-7%

(511)-6%

alga (1534)-18%

8522 : Cugunill £9a20

HOW DO YOU EVALUATE THE SRCA AMBULATORY SERVICE?

69% - (5881) Excellent
b . N U N N U N N W
7% -(596) Very Good

6% - (511)

18% - (1534 ) Accepted

h W W
Total Vote : 8522
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IF YOU HAVE ALREADY CALLED AMBULANCE ASSISTANCE,
HOW LONG DID IT TAKE THEM TO ARRIVE?

30% - (3610) 3-5 minutes

23% - (2768 ) 5-10 minutes

47% - (5656 ) More than 15 minutes

B W W N W W Y
Total Vote : 12034
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WHEN REQUESTING AMBULATORY SERVICE, WHICH OPTION
YOU WILL CHOOSE?
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h . W
Total Vote : 3983




Saall pungal ponll Julgll Cilslasiul (né by 9o bo

(1849) - 74%
A O 6 . . . € W S . -

(224)-9%

e gl alia (424)-17%

2497 - Cugunill £9020

T IS YOUR OPINION ON SRCA PREPARATIONS FOR HAJ

74% -(1849)

9% -(224)

17% - (424) Need more support

b B W)
Total Vote : 2497




il sgiwmall 2030 dllanll a1d) calamly anuilyiwll Lgshal by Jila o 2030 allaall &1d) 2o dallgally dfigh ahii lginuiliw| pighi (aa jlicll sy aligl ciaal
panlll Cibiallg Jalg U dgall slaiall auasslyialg woamuall glhall anilyiwlg

12030 dllanll &5y lgblijlg duuilyiuml dlgll slanl (s Lass Gayeimi

2030 adlanll @by lghlle andliwyl aligll cslaml (1/2) as) Joaa

dilall huijall asgll dilé 2030 dsgyl Sl (sgimall casm e

auhll Cileanll 6393 za)
daruall Giloaall seladq 6393 rauni
ilboj il agalgal asmball gay
awsleu dl Siloaall selad Grai awalewll daubll Silaaall clas;l
uhll Jogill aelad aund

ol Lagual asaaall Slexall sgius ga) Gyaizallg aball dlle 5333 S5 Giloss @urai

aall ciloaall (ple Jguanll Jugusi

s paadl 1301

puleal lasg (s3lag (egungs Jéin Cilelpayll giaa ulisg Jloaall auais aalipll isig awsle w gl Cilorall 6302 24y s dambuall (aa gi pillg dlugh Siljsbs 2al g
hluall (ade @ guai ais uenas pe Slonall pighi cas gi Guunill yapa duayg Wsjjei casrgi aubudl Gluylaall yn) ady Ci donall o aaiunall jghin G0 83330
Agiloss auaislyall aahiall 315 oo Gupaw Gailj jac aosall anai aolipll saie; dicgungoag das yish atlis asrailg slnll Glawalg .ansill dosgiwall

—

/ :

Gicand duayd Xy diluall S Gl oulasl 3)ls; 244 84557 219 4, il )05 170 suais ™
Sl Juh oo Lginllang /€ il (633) gl 11U | aslewyll jShall dyialy  s& e aslewdl alyll
dizall / “ saiwall phi dgag

02023 plal ghliall cisua dcjgo Gussaluall Loy duani

93.23% 92.73% aun 93.56% auus 91.77% aua
1,886 auay 10,051 agan 1,737 20,169 ayan

wloui b arapdll dahiall Jfla » walyll ‘

dglloudul sgaall olila puadll doyboll 3o
96.44% aaax 95.56% aaiht 94.59% asua 91.83% aan W
652 aigan 2,306 aan 3,656 auat 23,231 ayaa y

>
daalyll e c wagadl dygiall dissall ‘
96.44% ayza 95.25% ayan 95.48% auun 92.62%
1,275 & 6,427 ayan 720 aigey 5,990 ayan

Olpad
95.25% an
821 s




1(Oassdianall Cilosi) 19971 JLaidl jSipo

Uatilgll Gtk - 19971 aagall pall) aultill Jualeill Cilgis Juls Go Cilapisallg solillg cililhllg ilyLusaiu il nalil dtigl go (azylallg alalsll siaiwsall Jung asls g
dlaslayl (aalu , sac, gohill, inlio) asigptiull aligh hais sausiuwn giaa j$all pasig dusall Ciljlsill st wall Cigua Juaug (ugudldl 3ypll = X duaio = il
caljlusaiwll calivng dusle il Giloaall e sgléuill

Jlaidl pal 1sjlg Dbl

Jilaug puc o gans Jelaill @i oall Gosaiwall sae
sl Slanhillg (aelais il Juslgill

sasdiuall ptall Sallaidl

aigll Ju oo asrsall Cilassll Gl

Juaidl Slo Sloas e Gerseiwall Lay Jaes

lgipiilog auslewdll aazall Joung pua (] asslewwdll ansall il o thil vaiwall alay o dusle il aosall e matwall dupai pulis guildl awdl Juls Go aual
aruall sliiall (o) paspall Jgungs tlgiil duale will dosall asaaig yaall

©

Gsbaall

53,722

dwslaww gl asaall e saiwall asau Gulis 2l (1/2) Jlaw




(ehsl) alell opgadl elsl sl pibgll Jpall 2o dallgallg aviall ojljgs aspall aupi 10 oo ddlpinlly 02021 ple (o pilpa jgpis o (el wall Ly Gulias alugll il
oxall guosin sgius ple uluall ] tlgung awsle il Jlall ggiun pleg ghliall sgius aleg iboll sgiuall (e satwall aly julai fun

ad)luiinng aossall awslew gl assll e obay (ubial Gluiuwl (ade goin ghiall Jloa) dwai alluwy Jluy| Jis go alugl olalii palewf gals J§ s punaiwall Loy julal
Sl o sbadl plaval Jatwo Gulli coph

0393 |'pﬂg 1gogall b a0aill ol soiwng (pagwall Jalei al Juaidl Jus Joleill 0393 (o lexs aguagg awsla pﬂjl;_l o il punaiwall Gliwll aiivg b
adlles pid] aaiall ayni Joal Lapsjeig aubull ibuylaall pisig duaill hball guagg gaill cuilga sl el Il Cililull oam paniug duvall sliall ] Jaill
Ij1aig

17.87% awhiwl Jynog (02023 ple J1l2 92 76% Jasas (uaaiwall sy Jano aligll cipss G sadlaall ghlio calivn (o liolew 1840 514 goaxnl Liall julaig
ailiwill aval Jgaall aall Jias sillg 711 Press Ganey adys jliwog 67 adall Joas il )loay ajjlan Dilaglaall dasl asluin gla juaio gl liog

02023 plal jussaluoll Lay dui lleal

auell p1n 2023 0 avraall aalewlll anxall e waiwall Loy

78931 (4] 92.76% {@}




dou) Al yadla

Lalaay) leadl) e siiceall Lyad 80 e Je Capall ) dudjal) cdoe

ieaal) Zoyat cpa Bl (5205 ¢ sagmaadl yeaY) PDlell dha Uy Ladial) Lnially
(dualgill Bagay cabalanll (i) (0) deju Jia Bae Cuilsa Ao S DA (s
Al 5 el
alaaiuly Sl pes 5 Gia il dagl meidl Lo duhall cadel
Aedl) shlie Calide (o Cpudinadl (e Ailgde e ae daiils SOllaeg bl
daadl) e palin s piticaal) dupail Qb pgd ) Jpeashl 21 Las (s gl G pall

Al

Ay Wyl i) Ly o g saaie Jalse @l of bl ekl

Ol LdlacsY) 4854l Jgumgg dalatiaal (a)g Claleadl J (0 Alass) & 31 dalaiid
e o Jua¥ly Jualgill dillad aa dadlec) dedall 25 50Uy digasy Wbt
clest]) aals A clandl G oo Al CaiS LS L Adleay) d,dlly ¢34
Aupal ASLall dhaal) Uadl g L) o(all CDRl) el gl e dilany)

28519 233 ae ldlailly Aannal) ansdgall ¢ aal) Gianad Allall AnlSd) BB (A gaal




oz (ol (s & Glal) Chlwy Shally aleSl Gali Al e bl

9lshall aladl e daxiall ¢y Lagead Alall adadl cilidins) Gars g cilizal)

Omand Lol (e Al Glaagill (e degane Al Lot il o3a e ol

ASgng (,43;&5@” Call C)ylga Jf}l:i\j claiwy) de yu ByLx Jie ¢daadld) ERPEN
Glaad yighat cAdlacy) Laddl) (pe BalEY) (Sgina a8y Al e BT L ile) ) Y)
La‘)j\ 531:1‘19 4024l Ce ab'a‘) (Sl g Lidiwal) 3..1);3 48 y2a é Jb@‘}[\‘g @H\ ui}qﬂ\

alal




English abstract

The study aimed to identify the extent of the impact of the
beneficiary's experience on the emergency and health services
provided by the Saudi Red Crescent Authority, and the extent of
benefiting from the beneficiary's experience by focusing on several
aspects such as response time, empathy, communication quality,

and the efficiency of the emergency staff.

The study relied on the descriptive—analytical method, where data
was collected using questionnaires and telephone interviews with a
random sample of beneficiaries from various regions of the Kingdom
of Saudi Arabia, allowing for a comprehensive understanding of the
beneficiaries' experience and satisfaction with the ambulance

service.

The results showed that there are multiple factors affecting
beneficiary satisfaction, the most prominent of which are the speed
of emergency report response by operations, the response time and
arrival of the ambulance team at the beneficiary's location, the
professionalism and efficiency of emergency service execution, and
the effectiveness of communication and contact with the report stage

and the ambulance team. The study also revealed some challenges

facing emergency services, such as ethnic diversity (language




differences), the vast geographical scope of the Kingdom of Saudi

Arabia, the high population density in some cities, religious seasons
and events with the influx of tourists from abroad, the shortage of
personnel, centers, and ambulances in some cities, and some
obstacles with certain hospitals in transferring cases, especially

during peak times in emergency departments.

Based on these results, the study provided a set of recommendations
aimed at improving service quality, such as enhancing response
speed, developing and increasing the efficiency of paramedics, and
governing procedures by leveraging technology to improve the
utilization of emergency services. Additionally, it recommended
developing medical supply services and continuously assessing the
beneficiary's experience and satisfaction with the service to increase

overall satisfaction.
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