Healthcare Providers’ Perspective on Patient Experience
in the State of Qatar

Patient experience defined by Beryl Institute as “the sum of all interactions,
shaped by an organization's culture, that influence patient perceptions across
the continuum of care”. Recently, the attention of healthcare organizations has
been increased on assessing and improving the healthcare experience of
Background patients. Accordingly, the Ministry of Public Health (MOPH) had developed a
standardized, reliable, valid, and evidence based National Patient Experience
Survey under the Health Service Performance Agreements (HSPAs) to
understand and assess the healthcare providers’ perspective on patient
experience.

The purpose of this survey is to understand the importance of patient

Overview experience through the healthcare providers' perspective.

Methods

The MOPH team developed a survey based on “Beryl Institute Survey”. The Survey is composed of 10
qguestions that covers areas related to quality management initiatives, key success drivers and barriers in terms
of patient experience. At the opening ceremony of the Third Qatar Patient Safety Week, which was held in
September 2017, the HSPAs team surveyed healthcare senior managements and healthcare practitioners from
different healthcare settings.
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Results

A total of 109 individuals provided complete responses to the survey. Among them 26% were senior
managements, 10% were physicians, 44% were nurses and 20% were other healthcare professionals. The survey
data was analyzed using SPSS v.22.

The key findings of healthcare providers’ perspective on patient experience are presented below,

* 85% of the responders described that quality and patient safety initiatives are their organization’s top priority. (Figure
1: Organizational Priority)

e 82% reported that their organizations have a formal definition of patient experience, while 81% reported that their
organizations have a formal structure for addressing patient experience.

* 75% mentioned that their organizations are making a positive progress toward improving patient experience.

e While exploring the successful drivers, 35% described that strong and visible support from the senior management,
while 34% informed that formalized process review and improvements which are focusing on patient experience are
the most successful drivers in supporting organization’s patient experience initiatives. (Figure 2: Successful Drivers)

* On the other hand, 55% stated that the general cultural resistance to doing things differently are the top barriers in
supporting the organization’s patient experience efforts, whereas 20% mentioned that having other organizational
priorities which reduce the emphasis on patient experience initiatives. (Figure 3: Barriers)
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The Healthcare Providers’ Perspective on Patient Experience Survey provided an insight about the importance of quality management initiatives, key success drivers and
barriers in terms of patient experience that needs to be addressed by the healthcare senior management and healthcare practitioners.

The data revealed that the top motivating factors are the strong and visible support from the senior management and the formalized process review and improvement
ncollaborationwith  focusing on patient experience. On the other hand, the barriers are the general cultural resistance to doing things differently and the existence of other organizational
priorities, which reduces the emphasis on patient experience initiatives.

Furthermore, the survey results will help strengthens MOPH program towards better collaboration with healthcare senior managers and frontline staff to further enhance



