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Abstract

This study aimed to analyze the employee and patient experience in healthcare
organizations and to explore ways to enhance it to improve service quality and beneficiary
satisfaction. The study adopted a descriptive analytical case study approach through
reviewing relevant literature and previous research related to employee and patient

experiences and strategies for improving both within healthcare organizations.

The results revealed that the employee experience is influenced by multiple factors,
including the physical, cultural, and organizational environment, interactions with
colleagues and leaders, and that employee satisfaction directly impacts the quality of
healthcare service delivery. Patient experience results indicated that patient satisfaction
increases when an appropriate care environment, effective communication with medical
staff, reduced waiting times, and quality facilities are provided. Moreover, there is a

positive correlation between employee experience and patient experience.

The study concluded with several recommendations, including developing training and
incentive programs for employees, enhancing internal communication, improving the work
environment and healthcare facilities, and adopting healthcare management systems
focused on patient experience. It also emphasized the need to implement comprehensive
strategies to simultaneously improve employee and patient experiences to achieve

sustainable healthcare service quality and increase stakeholder satisfaction.

Keywords: Employee Experience, Patient Experience, Healthcare Service Quality,

Healthcare Organizations, Patient Satisfaction
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