


Can we get rid 
of 

Patient Experience

?



If you Google þpatient experienceÿ.

2,680,000,000



What is 
Patient Experience?



Excellent 

healthcare
Poor healthcare



To understand what 

Patient experience 
is¹¹.



Remember..
Experience is everywhere..!



Let's imagine 
Healthcare as a 
Theme park¹.!



Which amusement park would you choose ?



Safety¹!



Qualityé
Long quesé!



EXPERIENCE¹!



Digitalized 

Personalized

Cleanliness

Envolve 
every 

employee

Culture
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"ЬЪ йтТ ϸϮт ̯ϜϼϝкϸϾϜ ϼϪЪϒ ̯ϝжАм ̲сжϠж дϒ ϝжϲмвА

иϝжвϦт ϝв дАϜмв"...
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άOur ambition is to build a more 
prosperous country in which every citizen 

can find what he wishesΧέ

His Royal Highness Prince Mohammed bin Salman bin Abdulaziz



Learning Objectives

At the end of this session, participants will be able to:

Define patient experience.

Describe how to integrate patient experience in organization strategy.

Define culture and understand its impact on patient experience.

Implement Patient Experience through culture model.
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Patient Experience (PX)

ά¢ƘŜ ǎǳƳ ƻŦ all interactions shaped 
by the organization's culture that 
influence the patient perceptions 
ŀŎǊƻǎǎ ǘƘŜ ŎƻƴǘƛƴǳǳƳ ƻŦ ŎŀǊŜέΦ  

Beryl Institute 

PXrepresents a valid 
indicator and measure of 

patient-centered care, one 
of the healthcare quality 

domains.
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Å Cross-domain analyses reported by Press

Ganey in the 2017 Strategic Insights Report

demonstrate interdependent relationships

among the PX, safety, quality of care,

workforce engagement, and financial

outcomes.

Å Improvement in any one of these domains

can positively influence others and support

progress during the improvement project,

while a defect or deficiency in any one of the

areas can compromise the others.
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Healthcare

Quality

Patient 
Experience









Culture



Influencing Behaviors at the SharpEnd

Adapted from R. Cook and D. Woods, Operating at the Sharp End: The Complexity of Human Error (1994)

Design of

Culture

Outcomes

Behaviors
of Individuals & Groups

Design of

Structure

Designof

Technology &  
Environment

Design of

Work  
Processes

Design of

Policy &  
Protocol

ñYou have to manage a system. The  
system doesn't manage itself.ò

W. Edwards Deming

"A bad system will DEFEAT  
a good person every time.ñ

W. Edwards Deming



The focus areas that are related to 
organizational culture :

Engaging 
leadership in patient 

experience.

Leveraging 
accountability.

Culture of Patient-
centered care.

Building 
partnerships with 
physician leaders.

Implementing 
consistency as a 

core value.
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Transformation in 
Patient Experience 
is a JourneyĄĄ

Culture

Behaviors

Alignment

Correlations



SAFETY

QUALITY

PATIENT 
EXPERIENCE

PATIENT 
CENTRED 

CARE

How Does MODHS Define Patient Experience? 

Alignment with 
Strategy 



Patient Experience Narrative in MODHS

Patients Come First 

in 

Every DecisionWe 

Make

and 

Every Action We Take



MODHS Values

and Patient Experience alignment with 
MODHS Strategy

Culture of Safety

Employee 
Engagement

Collaborative 
Improvements

ИϜϸϠϖ
Innovation 
Program

Ethical 
Framework

Code of 
Conduct

 ̯ϝЛв
Patient 

Experience

Teams and 
Committees

Monitoring Initiatives Policies



Quality Improvement Project
Improving Patient Experience by Implementing an Organizational Culture Model 


