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The Ministry of Public Health (MOPH) in collaboration with healthcare providers launched the “Health Service Performance 
Agreements” (HSPAs) quality improvement initiative in 2013. The MOPH received feedback from healthcare providers that the 
initial patient experience survey was too lengthy, minimally relevant in some healthcare settings, and difficult to administer. In 
response to this feedback, MOPH began the process of redesigning the survey to create a customized, user-friendly, and 
evidence-based patient experience survey. 

The objective was to develop a standardized, reliable, valid, evidence-based survey that is relevant to Qatar context, assessing 
patient experience with care in both inpatient and outpatient settings that will allow comparisons of patient experiences across 
the healthcare system.

Series of focus group discussions were conducted 
by MOPH with most of the healthcare facilities in 
Qatar to identify best practices, lessons learned, 
and feedback to develop the patient experience 
survey and its administration. Their feedback was 
incorporated to develop a new National Patient 
Experience Survey. The survey also included 8 
questions for the surveyors to be completed at the 
end of each administered survey to evaluate the 
survey administration. MOPH then conducted pilot 
test to analyse the usability and the reliability of the 
survey questions in a sample of diverse healthcare 
settings. Based on survey sampling methodology 
to conduct a pilot study, MOPH set a goal to 
collect a minimum of 100 completed surveys with a 
thorough analysis of usability (Sauro and Lewis, 
2012) and reliability of the survey questions. The 
patient sample included the general patient 
population throughout each pilot facility (e.g. 
demographics; public vs. private facility; inpatient 
vs. outpatient). Final standardized patient 
experience surveys for inpatient and outpatient 
were customized and developed based on the 
Consumer Assessment of Healthcare Providers and 
Systems survey instrument (CAHPS).

A total of 669 completed surveys were produced from 3 hospital inpatient departments, 4 hospital 
outpatient departments, 2 PHCCs and 10 polyclinics, from which 472 valid surveys met the criteria 
(Table 1).

The results of the pilot phase of the Patient Experience Survey were analyzed using SPSS v. 22. Key 
findings are presented as follows: 

• Overall the Survey was not difficult to use 
• Most of the survey questions were relevant (Figure 1)
• Good internal consistency across the survey domains with 0.90 Cronbach's Alpha.

In addition, key findings from surveyor questionnaire as follows:

• On a scale of 1 to 5 of the survey level of difficulty with 5 being easy for the patient, the surveyor thought 
the survey level of difficulty was average to slightly easy to use.

• Survey questions seemed most relevant to the patients at PHCC 
• Patients who felt that their health status were extreme (excellent or poor) completed the survey much faster.
• On an average, it took 10 minutes to complete the survey with 88% being completed in less than 15 minutes 

(Figure 2).
• Lack of English proficiency had negative impact on understanding the survey which led to longer survey 

completion time.
• Patients from PHCCs and hospital inpatients took much longer time to complete the survey compared to 

patients from other facilities
• Patients from Hospital inpatient departments had more difficulty with language and understanding the 

survey.
• Patients from PHCCs struggled less with language than other facilities.
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The feedback from the focus group discussions and the results of the pilot test was incorporated to finalize the 
standardized inpatient and outpatient experience survey tools, together with its procedure manuals and 
aggregation tools for healthcare providers as part of HSPAs measures. The patient experience survey was officially 
implemented on March 1st, 2017 and all healthcare providers in Qatar will be submitting the data of the surveys to 
MOPH biannually. Moreover, the individual facility results will be used to calculate the national rate which later will 
be established as the national benchmark for patient experience. Results of the Patient Experience Survey will be 
reported to healthcare providers, senior management and eventually to the public. The public reporting will improve 
the quality of service delivery, strengthen transparency in the healthcare system and help to encourage patients’ 
involvement in their own care. 

Table1: The Number of Surveys Received
from the Pilot Facilities Figure 1 Figure 2
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