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Exploration and practice of building a patient experience

improvement architecture in a Class |II Grade A public
hospital to improve outpatients' satisfaction

Ting Yang, Xiaoyan Jiang, Linjie Ni, Zhonggang Yin
Zigong First People's Hospital, Zigong 643000, China

Abstract: With the continuous improvement of social civilization, patients have put forward higher requirements for medical
treatment experience. “How to improve service quality, improve patient medical treatment experience, and improve patient
satisfaction” has become the focus of hospitals at all levels and the society. The hospital outpatient service is the public
representative of the entire hospital image. The quality of outpatient service directly affects the comprehensive evaluation of
the patient. How to further address the problems existing in the patient's medical treatment process, continuously improve the
service quality, and make outpatient work safer, convenient and effective, providing high-quality service experience for patients
is a key topic that the hospital has to think about. Therefore, building an effective patient experience improvement framework
system is based on the actual situation of current social development and patients' needs, and is the construction of a harmonious
medical system. It is an inevitable guarantee for improving the patient relationship and improving patient satisfaction.
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