
Cronicon
O P E N  A C C E S S EC CLINICAL AND MEDICAL CASE REPORTSEC CLINICAL AND MEDICAL CASE REPORTS

Research Article

Measuring Patient Experience in Mental Health Services in K.S.A

Hatim Abdulaziz Banjar*, Waseem Mohamed Al-Khaldi, Bandar Saloom Al-Lihyani, Nisrin Abdulah Marayn, Nada 
Naif Al-Adwani, Ghadeer Abdulhameed Al-Jahdali, Aiman Makhdour Al-Ghdaani, Bahijah Nassar Al-Obaidi, Hatem 
Abdullah Al-Harbi, Mohamed Abdulrahman Al-Thaqafi, Bader Eidhah Al-Thaqafi, Sabriah A Al-Sadi, Meshal Dkhel 
Al-Houmady, Mahdi Hussain Al-Yami and Saud Saad Al-Harbi

Eradah Mental Health Complex, Eradah Services, Jeddah, KSA

Citation: Hatim Abdulaziz Banjar., et al. “Measuring Patient Experience in Mental Health Services in K.S.A”. EC Clinical and Medical Case 
Reports 5.12 (2022): 122-129.

*Corresponding Author: Hatim Abdulaziz Banjar, Eradah Mental Health Complex, Eradah Services, Jeddah, KSA.

Received: November 21, 2022; Published: December 14, 2022

Abstract

Background: It is sad to see that even though the prevalence, importance and magnitude of impact of mental health issues on the 
wellbeing of the society is medically and scientifically proven, mental health is unfortunately marginalized and underestimated by 
the medical society as it is not taken in consideration during the development of any quality measures. In the last 10 years, the focus 
has changed from measuring patients’ satisfaction of health care to measuring the full experience of the patient in health care. Now 
there is a worldwide spread of realization that patients’ side of the story is not optional anymore and that is essential to achieving 
high quality care.

Patients provides a complementary point of view to the of clinicians regarding health care, providing special data and views into 
both the humanity of care (such as dignity and respect, privacy, meeting information needs, waiting and delays, and cleanliness of 
facilities) and the effectiveness of health care in the form of outcomes and results. applying the traditional methods of patient experi-
ence measurement doesn’t give accurate results due to the nature of mental illness and the effects it has on the nature of the patient 
and his behavior.

Methods: A retrospective and comparison study is going to be used to find a trustable and comprehensive methods that can provide 
correct and clear results when measuring patient experience in mental health services.

This study is operating under the hypothesis that using the quantitative data collection and analysis methods are not dependable 
when applied to measuring mental health patients experience. 

Results: The generated data analysis resulted in the creation of a numerical baseline regarding the measurement of patient experi-
ence in Eradah mental health complex - eradah services, leading to the creation of 3 improvement projects that focuses on enhance-
ment of the therapeutic environment leading to a significant 30% increase in patient satisfaction.

Discussion and Conclusion: To measure the patient experience in mental health a combination of quantitative and qualitative ap-
proach - mixed method- should be used in the form of using simple survey and giving an actual voice to the patients by implementing 
(patients interviews - Patient panels- Patient stories - Ward rounds - Patient Advice and Liaison Services feedback - Complaints and 
compliments). The patient experience department staff plays a curtail role in improving the patient experience in mental health as 
they take the voice of an advocate for the patients when performing the ward rounds. 
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Introduction 

In the last 10 years, the focus has changed from measuring patients’ satisfaction of health care to measuring the full experience of the 
patient in health care. Now there is a worldwide spread of realization that patients’ side of the story is not optional anymore and that is 
essential to achieving high quality care.

Patients provides a complementary point of view to the of clinicians regarding health care, providing special data and views into both 
the humanity of care (such as dignity and respect, privacy, meeting information needs, waiting and delays, and cleanliness of facilities) 
and the effectiveness of health care in the form of outcomes and results [1-6]. 

What is patient experience?

Patient experience embodies all the deferent interactions that the patient and/or his family had with the health care system, inclusive 
of all their health care providers aspects such as involvement in health plans, and doctors, nurses, and staff practices and behaviors, pa-
tient experience also inclusive to other aspects of health care delivery that are important to patients and highly taken in consideration 
when seeking to receive care, such as getting timely appointments, easy access to information, and good communication with health care 
providers.

Gaining understanding to patient experience is crucial to moving to a patient-centered care. By looking at various aspects of patient 
experience, we can assess which extent are patients receiving the care that is respectful of and responsive to individual patient prefer-
ences, needs and values. Evaluating patient experience along with other components such as effectiveness and safety of care is essential 
to providing a complete picture of health care quality. 

How is patient experience measured?

There is no standardized instrument to measure patient experience. Most health systems currently use quantitative data collection 
methods such as (Surveys - Comment cards - Kiosk questions - online feedback) putting in mind the ability of generalization of the analy-
ses results of that data. 

The Ministry of Health in Saudi Arabia uses The Press Ganey Survey to measure the patient experience in the hospitals related to the 
ministry. 

problem statement

Overview

It is sad to see that even though the prevalence, importance and magnitude of impact of mental health issues on the wellbeing of the 
society is medically and scientifically proven, mental health is unfortunately marginalized and underestimated by the medical society as 
it is not taken in consideration during the development of any quality measure. Keeping in mind that this misunderstanding created a gap 
in accessing and understanding the care experiences of those living with a mental health condition can be a challenging process, which 
often means such experiences go unheard and underrepresented.

During the trial of implementation for the measurement of patient experience in mental services in Eradah Complex - eradah services 
(addiction treatment) the patient experience department in the complex quickly realised that the use of a system that is designed for 
general health services is not giving the expected results when applied to the mental health settings.

This realization came to light with first 50 patients that were discharged during the trail as the system depends on contacting the 
patient after he is discharged from the facility and collect the quantitative data of his experience with the facility through conducting 
a survey coffering all points of interest for the organization then analysing the data and processing it into the needed information. The 
response rate was very poor as it did not exceed 20% as only 20 patients accepted to take the survey among those patients 50% (10 pa-
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tients) completed the survey giving reliable data while the other participating patients were as following 30% (6 patients) gave biased 
data 20% (4 patients) did not complete the survey due to the length of the survey.

The results of the trail of implementing the quantitative style of measuring patients experience to the mental health services facilities 
strongly suggest the need to find a different approach that can overcome the downfalls of the quantitative approach had with measuring 
patients experience in mental health services. 

 Research question/hypothesis

Due to such a fact the mental health services that is under MOH in Saudi Arabia was semi excluded from patient experience program 
and the equality of the mental health patient and his right to receive the same attention to his experience as other patients was jeopar-
dized. The need for this research that operates under the hypothesis that the quantitative data collection and analysis methods are not 
dependable when applied to measuring mental health patients experience arise to provide the mental health services in Saudi Arabia with 
valuable information regarding patient experience in mental health facilities. Using a mix method that deals with qualitative and quantita-
tive data covering a broader spectrum of data giving a higher reliability to measuring of patient experience in mental health. 

Objectives and Aims

Overall objective

•	 The main objective of the study is to create a dependable method for measuring patient experience in mental health facilities with 
great accuracy and data dependency. 

•	 The other objective is to publish that method and hopefully generalize it on mental health services facilities in Saudi Arabia.

•	 The final objective is creating a safe and secure environment for the patients that respects his autonomy and his rights to be in-
volved in his treatment decisions. 

Specific aims 

During the implementation of this project we hope to achieve the following aims:

1.	 Analyze the weaknesses of using the Press Gainy system and explain the need for a new approach. That is accurate and dependable. 

2.	 Create a base of reference data that will help in understanding the needs of the patients in a better way.

3.	 Improving the quality of life for the patients by listening to them. 

What to do

Through the understanding of the limitations that faces the patients cognitive and behavioral capacity and the understanding of the 
conflict it has with the quantitative approach of patient experience measurement in mental health care. A combination of quantitative and 
qualitative approach - mixed method- was taken in the form of using simple survey and giving an actual voice to the patients by imple-
menting (patients interviews - Patient stories - Ward rounds - Complaints and compliments).

In this method the members of the patient experience department in the organization take on the role of patients advocate and be-
comes the patients voice through implementing environmental rounds where they chick for any inconvenience that have a negative effect 
on the patient. During the round interviews with the patients using open ended questions generating qualitative data that helps the staff 
to get a higher insight on the patient experience. A simple survey form is also used to collect quantitative data. 

Research Design and Methods

Overview

This research project will be conducted as a retrospective and comparison study style where we will collect data regarding the patients 
experience from the point of entry until the point of discharge from the facility. The study will be conducted on 2 groups in the same time. 
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The 1st group will be the data of the patients that were discharged from the facility and have been contacted for measuring of the expe-
rience they had in the complex using the quantitative method (press gainy) and the 2nd group will be the data of the patients that goes 
through a mix method that covers all aspects of the data. This method uses bot quantitative data using a simple survey accompanied with 
a method used to quantitative data the is done through interviews and physical ground rounds reports.

Population and study sample

The population: All admitted patients in to Eradah mental health complex (eradah services).

 Study samples: This study has 2 study samples: sample 1: the patients that were discharged from the facility and contacted to apply 
press gainy survey. 

Sample size and selection of sample

•	 Sample 1 consist of 100 patients that are discharged and can be contacted directly.

•	 Sample 2 consist of 100 patients are hospitalized in the complex - eradah services and can go under the mix method of assessment 
for patient experience. 

Sources of data

Patients call logbook - patients experience staff ground round reports- survey cards - patients interview reports - departmental quar-
terly reports - patient’s complaints quarterly reports.

Time frame

Task Team member Time
Collect sample 1 data Waseem Al-Khaldi, Bandar Al-Lihyani 1 month
Analyse sample 1 data Nisrin Marayn, Nada Al-Adwani 1 month
Implement mix method and collect sample 2 
data

Aiman Al-Ghdaani, Bahijah Al-Obaidi, Hatem 
Al-Harbi, Mohamed Al-Thaqafi

3 months

Analyse sample 2 data Bader Al-Thaqafi, Sabriah Al-Sadi 3 months
Data comparison and statistical analyses Mahdi Al-Yami, Saud Al-Harbi 1 month
Filing, typing and logistics Meshal Al-Houmady 3 months

Data management

Stage 1: 

a)	 Collecting the data regarding the patients of sample 1 from patients calls logbook.

b)	 Analyse the data to understand the downfalls of using the quantitative method. 

Stage 2: 

a)	 Collecting of sample 2 patients regarding the implementation of the mix method.

b)	 Analyse the data to understand the effect of using the mix method on improving the patient experience in the organization.

Stage 3: Set a comparison between the 2 methods. 
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Results and Discussion

Data analysis 

Sample 1

Patients that have been discharged and later contacted by the patient experience department to apply the quantitative method (press 
Gainy) on them.

Sample Size Response Completed Incomplete Reliable Data Biased Data
1 100 20 10 4 10 6

Sample 2

Patients that are admitted to the complex Eradah services and go under the mix method. 

Sample Size Completed Not respond Reliable data Biased data Complaints
2 100 80 20 70 5 5

Data comparison

By comparing the data of sample 1 and sample 2 clearly shows that implementing the quantitative style alone to measure patient ex-
perience in mental health services does not give promising results.

As the response rate to the call off the hospital was low 20% and only 50% of them completed the survey properly while the, response 
to the mixed method was the total opposite as the response rate to the mix data was 80%. That clearly proves that using the mix method 
is the right choice for measuring the patient experience in mental health.
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The comparison table clearly shows that the use of the mix method elevated the response on all aspects and that is displayed very 
clearly on the pie charts. 

Sample Size Response Completed Incomplete Reliable data Biased data
1 100 20 10 4 10 6
2 100 80 70 5 70 5

table d

Why doesn’t the quantitative method perform will when used to measure patient experience in mental health?

Through the analyses of the psychosocial data by the psychologists and social workers of the research team and they found the follow-
ing reasons.

AnalysisRelated factorsObstacles
- Patient stability and awareness are week

- Many patients don’t want to be associated with mental health

- Nature of illness

- Stigma

Low response rate 
after discharge

- Prolonged length of stay endangers the integrity of the data as it 
becomes based on recent events and no the full stay

- Patients that undergo force admission are biased

- Prolonged length of stay

- Type of admission
Biased or missing data

Negligence is a common sign of mental illnessNature of illness
Reaching the patient 
after discharge
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 Final Conclusion

Measuring the patient experience in mental health facilities using the same method that is used in general hospitals doesn’t work. To 
measure the patient experience in mental health a combination of quantitative and qualitative approach - mixed method- should be used 
in the form of using simple survey and giving an actual voice to the patients by implementing (patients interviews - Patient panels- Patient 
stories - Ward rounds - Patient Advice and Liaison Services feedback - Complaints and compliments). The patient experience department 
staff plays a curtail role in improving the patient experience in mental health as they take the voice of an advocate for the patients when 
performing the ward rounds.

 Points to Take into Account:

•	 Mental patients may go under forced admission and that causes biased judgment so measuring their experience should be done 
after they become fully self-aware.

•	 Mental health patients usually have long periods of stay and that could result in biased judgment so they should be interviewed 
several times during the hospitalization. 

Templets Used

ءاسنلانيعفايلاج حانج2 ب حانجب حانجأ حانجةئفلا

ةماعلا ةلاحلا

ةيئاذغلا تابجولا

يجالعلا جمانربلا

يضايرلا طاشنلا

ةفاقثلا و هيفرتلا

ىضرملا تاظحالم
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Practical Results

The use of mix method resulted in to 3 improvement projects.

Project Details Impact
Improving the therapeutic environment of 
the adolescent ward

Introduce changes to the recreational activities 
in the ward

Increased patients satisfaction by 
30%

Enhance patient benefit of the therapeutic 
program

Reactivation of the evening program
Expected to improve patients 

results by 20%

Enhance patients comfort Furniture change in wards seating areas
Increased patients satisfaction by 

10%

Strengths of the Study:

•	 It is done by a multi-disciplinary specialized team

•	 Reliable sources of data

•	 Direct contact to patients 

•	 Can be generalized on mental health facilities in Saudi Arabia.

Weaknesses of the Study:

•	 There is nothing found in the literature

•	 Was conducted on addiction patients only.
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