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(Mohammed Senitan, Ali Hassan Alhaiti, James o)y l)
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 Ao ydl) ilaai
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.
el dand Jiual)  aaiall
Wby diigag s2ea Y el
sl il mgidll Gial) duagla
Results il a8
Cilaa 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




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.
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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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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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| 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
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Her Excellency Dr. Asma Abuanzeh or contact me.

Supervisor s Masters Student sivalall s
/& Liall M) Balas Aol e G dllue (p Juad
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Impact on the emergency service at the Saudi Red Crescent Authority. Please
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C2) Please provide any comments regarding any aspect that appears to be
LACKING in this study.
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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>
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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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