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« Care that satisfies the patient...

Raises the quality indicators and doubles the excellence »
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Introduction:

Focusing on the patient experience is no longer an option; it is the foundation of
modern healthcare and the cornerstone of success for any healthcare facility. A
positive patient experience is what builds trust, enhances reputation, and ensures

sustained excellence.

At Muathirun, we leverage our expertise and competence to develop and improve
the patient experience. We use systematic diagnostic tools, specialized professional
training programs, and multiple pathways to empower healthcare staff to deliver

exceptional care.

Our ambition goes beyond merely providing a service. We strive to be partners
in success, working with you to craft a success story for your facility—a story told
by your satisfied guests and the healthcare professionals proud of the care they

provide.
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Global statistics and experiences:

92% of patients consider a good experience «very
important» or «extremely important,» and nearly half

believe it directly impacts their health outcomes.

When patients feel «very safe,» their likelihood to
recommend the hospital rises to 85.3. When they do

not feel safe, that number collapses to 34.6.

Hospitals with highly engaged and collaborative
teams are 2.8 times more likely to achieve the highest

patient ratings.

Hospitals with «excellent» patient ratings have an
average net profit margin of 4.7%, compared to just

1.8% for hospitals with «low» ratings.
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Leaders and Pioneers in Experience Makers words:

Improving the patient experience is not a luxury, |T
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it is essential to providing high-quality care

Beryl Institute

!! Every interaction with a patient is an
opportunity to make a difference

James Merlino, Cleveland Clinic

You can>t measure compassion, but compassion
is what the patient remembers. It>s what

separates a good experience from a great one.»

Dr. Toby Cosgrove - Former CEO of Cleveland Clinic

!! Patient care is our only responsibility.
If we don>t get that right, nothing else

matters.»

Fred Lee - Author of «If Disney Ran Your Hospital»
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What is the Patient Experience Product?
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The Patient Experience Product :

is an integrated development journey that aims to raise the level of healthcare by empowering
staff with the skills and knowledge centered on the needs of the beneficiary. The product
relies on diagnostic and training tools to analyze the patient experience and precisely identify
opportunities for improvement. It includes the design and implementation of specialized
programs to ensure enhanced performance, higher satisfaction, and consistent quality of
care. The product aims to bring about a sustainable shift towards a more humane and patient-

\_ centered healthcare environment.

Product objectives:

®

Increase patient satisfaction and enhance confidence in the services provided.

@ Increase loyalty and sense of belonging, leading to continued engagement with the facility and

its services.

e Strengthen beneficiaries’ commitment to service procedures, leading to improved treatment

and operational outcomes.
9 Improve the facility's reputation and build a distinctive and trusted image.

e Increase operational efficiency by improving process organization and simplifying procedures.
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Target audience in this product are:

Individuals: Leaders Organization
» Those who seek to » Those who seek to make » Those who seek to
' understand patients> strategic decisions transform the patient
needs, improve based on accurate experience into a clear
' communication, and data to enhance 5 competitive advantage, 5

provide exceptional care: performance, quality, : . improve service quality,

that makes them feel and reputation. ; and increase patient
proud and satisfied. loyalty and trust.

Product Impact:

Enables them to deeply understand Transforms the patient experience into
patient needs and improve communication a competitive advantage, which improve
with them, and that increase their job the service quality, increase the patient
satisfaction and enhancing their sense of loyalty, and enhancing the facility's
accomplishment and pride in providing reputation in the healthcare sector.
exceptional care.
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Empowerment
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PATIENT EXPERIENCE CUCTURE
(Nursing & Caregivers)
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ATIENT EXPERIENCE CULTURE
( For Doctors)
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Learning sustainability

(Empoth n Patint Experience)

Behavioral Indicators of Empathy:
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Extra activities
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1. We can definitely help you with that
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1. What time of day is best for you

Options Statement) yssall iyl Sljluc
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1. We don't have that treatment available here but we do
have......

(Positive Statement) aytaugl Syl
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1. I'm here to listen to you. Take your time in expressing what's
on your mind.

(Empathic Statement) aablaiall Ol
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2. Let's see if we can find a time that works for you

(Friendly Statement) &gl Sljlal
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Sub-services:

Sub-services: Analysis of Healthcare
Staff Competencies and Skills:

We accurately identify the needs required

to deliver an exceptional patient experience
by using a range of inputs for needs analysis
including interactive workshops and patient
journey mapping—to design customized
training programs that address existing gaps.

Patient Experience Essentials Kit:

A comprehensive training kit covering the
fundamentals of the patient experience. This
kit explains the key concepts, terminology, and

principles, and provides practical tools and clear

guidelines for implementing best practices in
patient care.

Patient Journey Challenge Activity:

Provide your facility with a rich library of

enrichment content and skill summaries focused

on the patient experience. These valuable
resources are inspired by the latest global
research and best practices.
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Patient experience diagnostic scale:

Discover the strengths and pain points of the

patient experience through a comprehensive

diagnostic scale based on a set of local and

international metrics. This scale provides a

detailed visual report and deep insights into the
patient experience.

Enrichment Content and Skill Summaries:

Provide your facility with a rich library of

enrichment content and skill summaries focused

on the patient experience. These valuable

resources draw on the latest global research and
practices.

12



The Product Journey

Diagnosis:

Analyzing the training
needs of the facility
) and identifying the
required competency

gaps.
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G

\ 4

Identification:

Identifying areas for
improvement in the

patient experience.

PATIENT EXPERIENCE
VaJpoJidapal

R

Implementation:

Providing training
programs for
employees and leaders
through workshops,
case studies, and

hands-on applications.

O O @ O
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Evaluation:

Measuring the
effectiveness of
training and the
achievement of

desired objectives,

reinforcing long-

term impact and
sustainability.

\ O O O o /

13



~= & c

Joyie

MUATHIRUN

Proud clients:
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« The patient experience...

The true compass of the high-quality care »
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Behavioral Indicators of Empathy:
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1. We don't have that treatment available here but we do
have......

(Positive Statement) aytaugl Syl
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1. I'm here to listen to you. Take your time in expressing what's
on your mind.

(Empathic Statement) aablaiall Ol
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2. Let's see if we can find a time that works for you

(Friendly Statement) &gl Sljlal
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