RFP

	1. Introduction


Al Hammadi Group invites qualified vendors to submit proposals for the development and implementation of a comprehensive Patient Experience Management Platform, hereafter referred to as PX360.
[bookmark: _GoBack]The primary goal of PX360 is to enhance the Group’s patient experience performance by centralizing feedback channels, improving response times, enabling data-driven decision-making, and supporting a culture of continuous improvement across all facilities.
PX360 is expected to integrate seamlessly with existing internal systems, external regulatory platforms, and multiple communication channels. The platform must also incorporate advanced Artificial Intelligence (AI) capabilities to support analysis, prediction, and automated reporting.

	2. Project Objectives   


The objectives of the PX360 platform are as follows:

2.1 Consolidate Patient Experience Activities
Provide a unified platform that manages complaints, inquiries, surveys, comments, call center ratings, social media feedback, and improvement initiatives.

2.2 Enable Real-Time Visibility
Offer leadership a centralized, real-time view of performance indicators, risks, and patient-related issues across all Al Hammadi Group facilities.

2.3 Strengthen Accountability and Performance
Ensure all patient issues are assigned to the appropriate departments, monitored through clear Service Level Agreements (SLAs), and escalated when necessary.

2.4 Enhance Patient Satisfaction
Improve communication, reduce delays, and support timely service recovery through automated workflows and structured follow-up mechanisms.

2.5 Utilize Advanced Analytics and Artificial Intelligence
Leverage AI tools to identify patterns, predict dissatisfaction, generate executive insights, and support informed decision-making.

	3. Scope of Work


Vendor shall provide a complete, fully functional platform that includes:
· All required modules and features described in this RFP
· All necessary integrations
· AI-driven analysis and insights
· Comprehensive training for users
· Technical support and maintenance
· Full documentation and user guides
· The Vendor shall be responsible for successful deployment across all active facilities within the Al Hammadi Group.

	4. Required System Integrations


PX360 must integrate with the following systems and platforms:

4.1 Hospital Information System (HIS)
To retrieve patient information, visit details, discharges, treating physicians, and departmental assignments for accurate routing, reporting, and survey automation.

4.2 Social Media Platforms 
The platform shall integrate with all major social media channels, including:
· Google Reviews
· Twitter/X
· Instagram
· Facebook
· TikTok
· YouTube
· LinkedIn
The system must collect, classify, and analyze social media comments, ratings, and mentions using AI-driven sentiment and trend analysis.

4.3 Ministry of Health (MOH) System
For receiving, monitoring, responding to, and reporting on MOH-submitted patient complaints.

4.4 Council of Health Insurance (CHI) Complaint System
For the management and documentation of insurance-related complaints and service follow-up.

4.5 PX Connect
To comply with national standards and patient experience measurement requirements.

4.6 Human Resources Information System
To obtain:
· Physician rosters
· Departmental structures
· Employee directories
This ensures accurate routing of tasks and reporting within PX360.

4.7 Employee Rating System
Integration to assess employee performance within the patient experience department, focusing on metrics such as employee ratings, complaint resolution efficiency, and overall process effectiveness.

4.8 Communication Gateways
Integration with SMS, WhatsApp, Mashastra and email platforms for automated survey distribution and notification workflows.

	5. Core Platform Modules


PX360 must include, at a minimum, the following modules:

5.1 Complaints Management
A centralized module for recording, categorizing, assigning, monitoring, and resolving patient complaints. Must support evidence attachments, time-stamped updates, SLA tracking, and escalation workflows.

5.2 Inquiries Management
A structured module for capturing and responding to patient inquiries, ensuring timely and documented follow-up.

5.3 Patient Feedback & Observations
A repository for non-complaint feedback or observations from patients, families, and all hospital staff. Must support analysis to identify recurring issues or areas requiring improvement. This module must support the following features:
· Capture feedback and observations from staff, including those noted during rounds in the patient experience department.
· Analysis tools to identify recurring issues or areas requiring improvement.
· Reporting capabilities to highlight significant observations made by employees regarding patient experiences.

5.4 Patient Survey Management
Automated distribution of surveys following patient interactions (e.g., outpatient visits, admissions, discharges, procedures). Surveys must support:
· Custom templates
· Multi-language capability (Arabic and English)
· Multi-channel delivery via SMS/WhatsApp/email
· Dynamic question paths


5.5 Patient Comment Processing
Collection and classification of free-text comments, supported by AI sentiment and emotion analysis.

5.6 Patient Experience Employee Calls Rating Module
Provides visibility into patient evaluations of Patient Experience Employee service quality, measuring factors such as employee performance assessment, satisfaction with the service provided by the Patient Relations Department, and satisfaction with the complaint resolution outcome.

5.7 KPIs & Performance Monitoring
A KPI dashboard reflecting departmental and organizational performance, linked to patient experience indicators.

5.8 Reports & Analytics Hub
A flexible reporting engine capable of producing standardized and customized reports, dashboards, trends, and executive summaries.

5.9 Real-Time PX Command Dashboard
A central dashboard providing real-time visibility into:
· Active complaints
· Negative surveys
· Delay alerts
· Social media sentiment
· Department and physician performance
· Call center ratings
· PX Action Center activities

5.10 PX Standards Management
A dedicated module for managing and tracking various compliance standards applicable to the organization (Pt. Ex. Department), including but not limited to CBAHI, CHI, and MOH standards. This module must support:
· The ability to input and manage relevant standards
· Linking of evidence and documentation to each standard for easy access
· Tracking compliance status and performance against these standards
· Alerts and reminders for upcoming audits, assessments, or updates needed


5.12 PX Action Center (Fully Expanded)
The PX Action Center shall function as the operational control hub for all follow-up activities related to patient experience.
The module must:
a. Automatically Generate Actions
Create action items triggered by:
· Complaints
· Negative survey results
· Social media negative sentiment
· Call center dissatisfaction
· KPI performance decline
· Patient feedback or comments

b. Assign Actions Appropriately
Route tasks to the correct department manager, supervisor, or staff member based on predefined rules.

c. Apply SLA-Based Follow-Up
Each action shall have a defined SLA. Overdue actions must trigger automated reminders and escalations.

d. Support Documentation
Departments shall upload evidence, notes, and supporting documents to close each action.

e. Enable PX Review & Approval
The PX team must formally review, validate, and approve action closure.


f. Provide Real-Time Tracking
Dashboards must display:
· Open actions
· Overdue tasks
· Closed actions
· Escalated cases
· Repeated issues
· Departmental compliance rates

g. Offer Leadership Level Insights
A dedicated leadership view should summarize performance across the entire Group.

5.11 Patient Census Visualization
Displays patient volumes, enabling correlation between census and experience patterns.

5.12 Quality Improvement Project Management
Module for initiating, managing, tracking, and closing formal improvement projects related to patient experience.

5.13 Complaint Resolution Satisfaction (New Requirement)
The platform must measure patient satisfaction specifically related to how their complaint was resolved, separate from general satisfaction.

The system must:
a. Send a Post-Resolution Survey
Once a complaint is closed, the system automatically sends a brief satisfaction survey.


b. Present Results on Dashboards
Complaint resolution satisfaction must be displayed by:
· Department
· Branch
· Time period
· Complaint type

c. Trigger Actions When Satisfaction Is Low
If a patient is dissatisfied with the complaint resolution, the system must automatically create a new task in the PX Action Center.

d. Integrate with KPIs
Complaint resolution satisfaction shall contribute to departmental KPIs.

e. Provide AI Analysis
AI must identify trends, risks, and improvement recommendations related to the complaint management process.

	6. Reports Required


PX360 must generate a comprehensive suite of reports, including:
· Complaint Reports
· Inquiries Reports
· Comment and Feedback Reports
· Departmental KPI Reports
· Physician Rating Reports
· Patient Experience Employee Rating Reports
· MOH/CHI Complaint Reports
· Social Media Sentiment Reports
· Complaint Resolution Satisfaction Reports
· PX Action Center Performance Reports
· Executive Summaries
All reports must be exportable in PDF, Excel, and Word formats.

	7. Artificial Intelligence Requirements


The platform must utilize AI to support:

7.1 Sentiment and Emotion Detection
From surveys, complaints, comments, calls interactions, and social media.

7.2 Predictive Analytics
Forecasting:
· Declines in satisfaction
· Complaint likelihood
· Departmental performance risks

7.3 Automated Insights
AI-generated recommendations addressing root causes and improvement opportunities.

7.4 Automated Report Writing
AI must prepare draft reports for management review.

	8. Survey Delivery Requirements


Surveys must be:
· Automated
· Linked to the appropriate patient encounter
· Available in multiple languages
· Delivered via SMS, WhatsApp, and email
· Configurable per department

	9. Physician Rating Hub


The system must provide:
· Monthly physician performance scores
· Communication and empathy ratings
· Peer comparison
· Trend analysis
· AI-driven improvement insights

	10. Technical Requirements


Vendor shall ensure the platform supports:
· Cloud or on-premise deployment
· API-based architecture
· Role-based access controls
· Secure authentication
· Audit logging
· Data encryption
· Compliance with MOH and HCIS regulations
· Data residency within the Kingdom of Saudi Arabia

