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Unit Head

Patient Safety and Quality of Care

WHO Headquarters



 Language: English, no interpretation.

 Microphones
Please keep your microphone muted unless speaking.  Use the microphone icon on the bottom-left of your 
Zoom screen to mute/unmute.

 Chat &  Q&A
Use the Chat function to introduce yourself and raise any technical issues.
Submit your questions through the Q&A panel.  Click the "Chat" or "Q&A" buttons on your Zoom toolbar.

 Reminders
This session is being recorded. Your attendance is consent to be recorded. 
Webinar recording and background material will be shared on the WHO website after the event. 
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Patients for Patient Safety Video



Setting the Scene

Sir Liam Donaldson

WHO Special Envoy for Patient Safety



Bringing patient voices to the 

policy table

Professor Daphne Kaitelidou

University of Athens

President, Agency for Quality Assurance in Health S.A.

Greece



Empowering patients in day-to-
day care: Lessons from the 
frontlines

Ms Mecciya Majrashi

Senior Specialist

Patient Empowerment

Saudi Patient Safety Center
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Empowering patients in day-to-day care: 
Lessons from the frontlines

Mecciya Majrashi

Senior Specialits, Patient Empowerment 

Saudi Patient Safety Center 



Strategic objective 4:

Engage and empower patients and families to help and 

support the journey to safer health care

STRATEGY 4.5:

Provide information and education

to patients and families for their involvement in self- care 
and empower them for shared decision-making 



Patient Empowerment Initiatives

For Patients & Families For Healthcare Providers

• Patient Empowerment Campaign 
• Patient Safety Caravan 
• Salamah Friends Project: 

Empowering Children
• Patient & Family Advisory Council 

for Patient Safety 

• Patient Empowerment Course 
• Saudi Patient Empowerment 

Framework 



Patient 
Empowerment 
Campaign 

2021

70 Hospitals 
2022 

250 Hospitals



Salamah Friends Project: Empowering Children

2022 
12 Motion Graphics in Arabic (English Subtitles)

2023 
900 Schools In Riyadh City

136,305 Students

2024/2025 

03.000.000 Million 



Patient & Family Advisory 
Council for Patient Safety 

2023 

8 Members 

Riyadh City, Hafr Albaten, 
Alqasim 



Patient Empowement Course 
for Healthcare Providers

2018

6 conducted 

2019 

6 conducted

2023 

Patient Empowerment Course New 
version 



Empowering patients in day-to-day care: Lessons 
from the frontlines



The new model of care ensures safe, 
swift, beneficiary-centred care is 
provided efficiently and effectively. 

Health Sector Transformation Strategy



We cannot Do it ALONE 
The Role of Patients, Family Members & the 
General Public in Patient Safety







Patient Care Partnerships 

Integrating or offboarding care team 
members should be done in a timely 
manner and with respect and clear 
communication that prioritizes the 
needs and preferences of the patient 
and family.  



• Ask what matters most to the patient and the family 
While each patient is unique, we do know there are common priorities in care 
partnerships, reported by healthcare consumer studies and framed by patient and 
family-centered principles. 
• Patients and families want to be heard, responded to, and taken seriously. 
• They want to be communicated in a way they can understand and feel safe and 

empowered to ask questions. 
• They want to be treated with courtesy, respect, and compassion. 
• They want information transparency – to be given full information, along with 

explanations for treatment recommendations. 

Patient  family Centeredness includes the following  :  



What is a patient safety Caravan?



What is a patient safety Caravan?

It is a patient empowerment tool to reach out to the largest possible
number of patients and their families while receiving healthcare by visiting the healthcare 
facility, talking to them, conveying the message of patient empowerment, and providing 
information that helps them to be effective and empowered members of health care 
through the Patient Safety Caravan. 
It is a hypothetical Caravan that consists of a group of volunteers and specialists who visit 
patients and their families in hospital departments (inpatient wards, outpatient clinics, 
emergency, and others) to raise awareness of patient safety by empowering, educating, 
and supporting them.



Objectives

• Reaching the largest possible number of patients and their families to 
empower them to improve their safe care.

• Developing and improving patient safety in hospitals and ensuring that 
patients and companions share the treatment plan with the medical staff.

• Increase volunteers' awareness to learn about patient safety and share it with 
patients and their families. Partnering with quality & patient safety/patient 
experience departments within healthcare facilities to activate the concept of 
patient empowerment within their daily work tasks.

Target Group : 
• The patient (health care recipient) or his companion.

• Volunteers (participants) in carrying out the Caravan.

• Quality & patient safety /patient experience departments as (supporters for 
the implementation of the Caravan.



Advantages of a Patient Safety Caravan

Familiarizing patients and companions with channels to 
communicate their voice and their role in the treatment plan 
regarding the health services provided to them through 
implementing and sharing the toolkit of the Patient Safety 
Caravan. Moreover, to spread the correct practices of 
international patient safety goals : (correct patient 
identification, effective communication, infection control, 
medication safety, ensuring correct site, correct procedure, 
correct patient surgery, and prevention of falls). 



How to do it ?  

Patient Safety Caravan steps:

Befor
e

During After



Patient Safety Caravan 
Toolkit



• Scheduling the Caravan: determining the date, time, and location (hospital or 
primary healthcare center).

• Communicating with officials at the facility to obtain approval.
• Requesting local volunteers. 
• A remote meeting (online) for the nominated volunteers for a period of one to 

two hours to explain the Caravan.

• Print the Patient Safety Caravan Toolkit flyers to be distributed to patients or 
made them available electronically.

Before the field visit



• Proceed to the healthcare facility that has been selected to implement the Patient Safety Caravan.

• Preparing volunteers and distributing tasks among them.

• Volunteer leader.
• Volunteer photographer after taking patient’s approval. 
• Volunteer speakers.

• Meeting with the responsible person in the facility (facility manager, patient experience manager, 
or quality and patient safety).

• The start of the tour, where volunteers head with a member of the facility through admission 
departments, outpatient clinics, emergency departments, and waiting areas.

During: The day of the field visit 



When entering the patient’s room:

• Greeting the patient, then introducing themselves.
• Introducing the Caravan and its aim.
• Asking about the patient's name and his/her condition.
• Asking the patients about the extent of/her knowledge of the details of 

their condition and the doctor in charge.
• Then start a dialogue with the patient according to the questions stated 

in each brochure and distribute them matching the patient's needs.

During



Distribute brochures to patients:
• “Be an empowered patient” brochure is distributed in all sections during the tour.
• “Be an empowered patient during your hospital stay” brochure is distributed in hospital 

admission wards.
• “Be an empowered patient in the Emergency Department” brochure is distributed in the 

emergency department and waiting areas.
• “Be an empowered patient during your hospital visit” brochure is distributed in the 

outpatient department and waiting areas. 
• “Be an empowered patient before and after surgery” brochure is distributed in the 

inpatient surgery wards and outpatient surgery clinics. 

• Medication Safety:  list of posters to focus on the theme of World Patient Safety Day 2022, 
“Medication without harm” then 2023,2024, and 2025

This content is to highlight the key action areas are transitions of care and polypharmacy. 

During



Share a questionnaire: about the effectiveness of the patient safety caravan by asking 
the suggested questions below:

1. How satisfied are you with the visit of the “Patient Safety Caravan” team?

      Very satisfied -             Satisfied        -       Neutral         -         Unsatisfied          -               Very unsatisfied

2. How satisfied are you with the information or patient empowerment brochure?
      Very satisfied -             Satisfied        -       Neutral         -         Unsatisfied          -               Very unsatisfied

- Kindly, provide us with any suggestions or comments for improvement. 

After



06 Cities around the 

Kingdom 

Jeddah, Makkah, Qurryat 

. Riyadh, Qassim , Jazzan 

, 

Execution 

06 Months 
In collaboration

International Participation 

Pakistan 

Patient Safety Caravan 2018 – 2020 



Patient Safety Caravan  

2019 26 Caravans By SPSC

2021
6 Caravans in Pakistan

800 patients

2022 4 Caravan TOT KSA 

2023

2024 

6 Caravan TOT KSA 

Ongoing efforts by 
healthcare organizations



Row Label
Number Of patient No. Volunteers

Total Volunteering 
Hours

Return on 
Investment (ROI)City Name 

Alqaseem 460 13 52 SAR2,600.00

Jazan 800 116 464 SAR23,200.00

Jeddah 200 7 28 SAR1,400.00

Makkah 785 58 232 SAR11,600.00

Qurayyat 425 36 144 SAR7,200.00

Riyadh 535 14 56 SAR2,800.00

Grand Total 3205 244 976 SAR48,800.00

Patient Safety Caravan Dashboard ( Detailed)  





Cluster 2
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Graph 1: Patient satisfaction on the idea of patient safety caravan and provided 

toolkits 
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Thank you 



Patient and community-led 
change

Ms Ruth Nankanja

Founding Director

Sickle Cell Association

Uganda



Patient and community-led change

 Presented by Mrs. Ruth Nankanja Mukiibi, BA Educ MUK

Executive Director Sickle Cell Association of  Uganda



Introduction 

• Patient and family engagement at point of  care and community is an activity 

of  setting conditions where patients, family members, clinicians, and hospital 

staff  are all working together as partners to improve the quality and safety of  

care.

• I will give my experience in two ways, one as a counsellor working with Sickle 

Cell Association of  Uganda and two as a person who is surviving with SCD 

for the past 51 years.



My experience as a person who has worked 

in Patient and family engagement 

Effective patient engagement requires mutual understanding and respect for all parties involved 

namely clinicians, patients/families and all partners like patient support groups like Sickle cell 

Association of  Uganda in my case. In cases where patients/families think it’s medicines and 

new discoveries will solve their medical issues, they will not value or even implement what is 

being taught to them so their clinical course might be worse off  as compared to the ones that 

take advise seriously.

As an organization we do education, psyco-social, genetic and premarital counselling for SCD 

regarding the daily dos and don’ts for home care management of  patients.



Patient/Family Attitude

• Most families with Sickle Cell patients do not want to share information 
about themselves freely and in most cases they do not take advice, they think 
they have seen it all and they know it all which does not help them in the 
long run. An example is we often advise them to always look out for any tiny 
wound that catches them on the patients ankles and treat it thoroughly in the 
shortest time possible, most of them do not take this advise and they will 
remember to look for you after they have developed a serious leg ulcer which 
is so hard and sometimes impossible to treat.



Clinicians/hospital staff  attitude towards 

patient engagement at point of  care.

• Majority of  health workers have a feeling that they know it all and are in better position 
to deliver services so they don’t value other stakeholders since they have not been to 
medical schools this leads to direct insults, abuse and misunderstandings. In my case as 
a SCD counsellor who has lived with SCD for 51 years, I believe I know the right path 
any child born with SCD will take, here I am, counselling a couple with a 6 months 
baby with SCD and I am telling them how I was also diagnosed at 6 months and telling 
them the likely road map for the baby and the daily routines for that baby to survive . 
When the doctor hears me advising them, he confronts me and asks me why  I am 
giving this couple so much information yet I am not a trained health worker, then he 
adds that some of  us go to SCD clinics to look for money. This left me perplexed 
because while doing our work as an organization we never ask for money and 
everything we do is pro bono 



My take home

• Patient /community engagement helps in advocacy for policy and strategic planning at all 

levels because you get to pick the real issues that are affecting the target population.

This has helped us as an organization to even involve patients and families in other districts 

/regions in the country and are also doing advocacy for improved service delivery in their 

localities.

• Through engagement at community level, my experience is that even the social well being of  

patients and families will come in. for example you will find issues of  family break ups due 

to the disease, school drop outs, stigma and discrimination, poverty to mention but a few at 

this level you bring in community sensitization, dialogues, music dance and drama educating 

communities on how to accommodate the affected individual/family.



Continued

• We even go to the extent of imparting livelihood skills to improve their well 

being and this restores hope to them to the extent that some make village 

saving groups and start small businesses to be able to cater for their medical 

fares and nutrition.

• It is important to include patient and family engagement t both point of care 

and community level for better clinical and social outcomes



From caregiver to advocate: 

A story of empowerment

Ms Josie Liow

Co-Chair

SingHealth Patient Advocacy Network (SPAN)

Singapore



FROM CAREGIVER TO 

ADVOCATE 

- 

A STORY OF EMPOWERMENT 

JOSIE LIOW

CO-CHAIR,  SINGHEALTH PATIENT ADVOCACY NETWORK

SINGAPORE



54

Josie care journery 

Small heart assist gives girl a new life
18 years old girl, the youngest patient with the device implant

Lianhe Zaobao – Chinese Newspaper Dec 18, 2013

… after many hours of checks, doctors found that her organs are shutting down 

especially her heart was swollen with a blood clot...

… 10 days later, the EMCO was removed but the balloon pump and medication was 

unable to restore her heart back to normal...NHCS Doctor decided with Xiang Hui's 

parent to implant the HeartWare LVAD for her.

Insert photo of  Josie & 

Xiang Hui



The Daily Reality as a Caregiver at Point of Care 

5
5

"I had to become more than 
just a mom"

• Managing Medications 

• Understanding medical terms

• Hospital Appointment

• School Arrangements

• Emotional Support

• Financial Planning



From Personal to Purpose – support a bigger community 

“Our challenges become my calling 
to partner with healthcare teams 
for a safer systems & experience”

• Joined SingHealth Patient Advocacy 

Network (SPAN) as co-chair, Year 2022

• Driving patient advocacy within the 

healthcare system

• Building partnerships, fostering a 

relationship-focused care 

HUMAN helping HUMAN 



Patient-led leadership & support from domain leaders

5
7

Nicholas SimK Prabu NaiduJames Kwok Lim Peck Seah

Core Team Members

Ellil MathiyanAi Ling Sim-Devadas

Mentors

Chew Kim Soon Josie Liow

Co-Chairs

Dr Tracy Carol Ayre
Group Chief Nurse

Ms Audrey Lau
Group Chief Communications Officer

Prof Tan Kok Hian
Group Director & Senior Associate Dean 

Institute for Patient Safety & Quality

Advisors from SingHealth (domain leaders)



Creating change at Healthcare cluster level (policy & structure)

5
8

A Patient-led Structure and Approach



59

How Patient Advocates can be part of the Healthcare journey

EMPOWER self to TAKE 
CHARGE. Stay Positive to 
represent the perspective 
of the patient/family 
respectfully.

ENRICH self with 
relevant KNOWLEDGE 

& SKILLS to be an 
impactful Patient 

Advocate.

ENHANCE with 
collaboration to 
IMPROVE HEALTHCARE 
& SAFETY OUTCOMES 
for patients and the 
healthcare system.

® 2019 Copyright. SingHealth Patient Advocacy Network (SPAN) 4Es. All Rights Reserved.

The SPAN 4Es Steps to becoming an effective patient advocate 

ENGAGE and be 
involved. PARTNER & 

PARTICIPATE to be 
part of the patient’s 
healthcare solution.



Enriching & Enagaging advocates and healthcare teams 
to empower thought leaders 

6
0



Led and partnered  
healthcare 
professionals 
to co-develop the 
Plain English Glossary 
-----------------------------
To  strengthen 
communications 
for enhanced patient 
safety & experience

6
1



6
2



Collaborate with healthcare facility to co-create 
the future patient journey

6
3

Building SingHealth’s New Hospital 
The Eastern General Hospital’s (EGH) 
Future Patient Journey :

• provided patient/caregiver perspectives 
into the EGH’s digital hospital planning



Collaborate with MOH to provide patient's perspectives 
on digital healthcare

6
4

MOH Digital Master Plan (FY 2025 – FY 2029) Consultation 
• provided ground-up perspectives on digital healthcare priorities.

• SPAN's Key Recommendations:
• Implemented tiered data access for healthcare providers
• Created personalised health dashboards for patient data management
• Developed condition-specific, research-backed health advisories 
• Built single unified health app for streamlined processes 



6
5

Collaborate with MOH-Consumers Engagement & Education Workgroup 
to provide patient's perspectives on education material for the patient

~ MOH CEE Team 27 Nov 2024~

CEE Workgroup feedback| May 2024 | Feedback 

Example : Patient education aids on Spirometry for lung conditions and Bronchodilator inhalers for chronic obstructive 
pulmonary disease (COPD)

Stakeholder comments ACE’s comments

1) Use More Engaging Design Elements: Implementing a more 
vibrant design with color-coded sections or bolded key points 
could help.

2) The aids could benefit from more visuals, such as diagrams 
showing how spirometry works or illustrations of how to 
properly use inhalers. These would make the aids more 
engaging and help patients better understand the information. 

3) These patient education aids might not be as helpful as 
intended because they rely heavily on text without sufficient 
visual aids or diagrams, which can be a challenge for patients or 
carers who are more visual learners or have lower health 
literacy. Features: Including links to demonstration videos or 
online resources for correct inhaler usage would enhance 
learning and provide further clarification.

1) We have reviewed the bolding of words for appropriateness 
and changes were made throughout the document.

2) We have added a weblink using colourful visual elements 
that directs readers to videos that explain the correct way to use 
different inhalers. As patient education aids are designed to be 
concise, we have imposed a length of no more than one-to-
two pages. 

3) We have added a weblink using colourful visual elements 
that directs readers to videos that explain the correct way to 
use different inhalers: https://www.ace-hta.gov.sg/healthcare-
professionals/cues/topic/inhaler-technique-videos 

Updated factsheets can be viewed on ACE website: 
https://www.ace-hta.gov.sg/Patients-And-Community/Educational-Resources 

https://www.ace-hta.gov.sg/healthcare-professionals/cues/topic/inhaler-technique-videos
https://www.ace-hta.gov.sg/healthcare-professionals/cues/topic/inhaler-technique-videos
https://www.ace-hta.gov.sg/Patients-And-Community/Educational-Resources


In summary, 285 engagement/projects since 2017

66

Speaking engagement, project judging and improvement projects related to patient 
safety & patient experience, with sharing of experiences through publications: 



Bring together patient organizations & healthcare teams to 
bring about greater awareness and partnership 

67

Annual Singapore Health Patient Advocate Connection (SPACe)
Organized by SingHealth Patient Advocacy Network 
Committee members: SPAN advocates & healthcare professionals

1. To grow patient advocacy in Singapore
2. To raise awareness on the importance of partnering 

patients to improve care quality 
3. To provide a platform for collaboration opportunities 

between patients/caregivers and healthcare providers 

The Singapore Care Partnership Survey (CAPS)
To measure where we are in terms of care 
partnership and to identify areas of improvement 

The Patient & Healthcare Team Care Pledge 
Co-created with staff, patients and caregivers



Recognizing patient partnership

6
8

SPAN-IMPACT Learning Award – 9 awardees

SPAN-IMPACT Excellence Award – 2 awardees

SPAN Long Service Award -  10 awardees

YouShine Award -  SPACe 2023 & 2024

Recognised SPAN Advocates who actively contributed to 

healthcare improvement by partnering healthcare teams



Embed patient & family engagement in patient safety & 
improvement platforms to strengthen high reliability systems

69



ALL OF US 



Connecting the dots

Ms Sue Sheridan

Founding Member 

Patients for Patient Safety US



Poll

72



Panel 
discussion

73





Thank you

For more information, please contact:

patientsafety@who.int

WHO Integrated Health Service Hub

https://ihshub.org/
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