HASTA GERI BILDIRIMLERI
YONETIM SISTEMI POLITIKASI

PATIENT FEEDBACK MANAGEMENT SYSTEM POLICY

Saghigin hayati 6nemi ve kutsalligi, hizmet yolculugumuzun
baslangi¢ degerini, hasta ve yakinlarinin memnuniyeti ise
sonu¢ degerini olusturmaktadir.

Amacimiz:

> Hasta Glvenligi ve Memnuniyeti esasl Hizmet Standart-
larimiz1 surekli iyilestirmek, tani ve tedavi yontemlerimizi,
dunyadaki gelismeler ile bilimsel arastirmalarimiza
paralel gelistirmeyi saglamak,

> Calisanlarimiza verdigimiz sirekli etkin egitimlerimizle
hasta ve vyakinlarina bilingli, duyarh, davranip; yardimci
olmalarini saglamak,

> Hasta ve yakinlarinin gavenli, konforlu, huzurlu ve hijyenik
ortamda hizmet alarak, kendilerini degerli hissetmelerini
saglamak,

> Hasta ve yakinlarimiza gerekli bilgi ve egitimleri vererek
saghkli yasam sireclerine katkida bulunmalarini saglamak,

> Geri bildirimleri degerlendirme sistemimiz sonucunda
elde ettigimiz analizler 1si8inda sirekli gelistirmeyi
saglamaktir.

“Hasta Memnuniyeti Yonetim Sistemi” politikamizin
temel aldig1 hususlar asagidaki gibidir:

e |SO 10002 Hasta sikayetleri Yonetim sistemimizi surekli
gelistirmek,

e Hasta ve yakinlarinin geri bildirimlerini rahatca ulastinlacag
iletisim kanallarini olusturmak,

e Her turld geri bildirimin incelenmesi, analiz edilmesi,
kurumsal ve operasyonel sartlar dogrultusunda ¢dziime
ulastiriimasi icin calismalar yapmak,

e Sureglerimizi yasal mevzuatlar ve ilgili standartlar
dogrultusunda ydnetmek,

e Hasta geri bildirimlerin ¢c6zumunde hasta ve yakinlarinin
hassasivetini dikkate almak,

e Sikayet ¢ozumleme sureci hakkinda ilgili hasta ve
vakinlarini mutlaka bilgilendirmektir.

The vital importance and holiness of health constitute
the initial value of our service journey, while satisfaction
of patients and their relatives constitute the result
value.

Our aim:

> To continuously improve our Service Standards based on
Patient Safety and Satisfaction and to ensure improvement
in our diagnosis and treatment methods in parallel with our
scientific research and developments in the world,

> [o ensure that our staff approaches patients and their
relatives deliberatively, sensitively and helpfully with the
continuous effective trainings we provide,

> To make sure that patients and their relatives feel
themselves valuable by providing them services in a safe,
comfortable, peaceful and hygienic environment,

> To make patients and their relatives contribute to healthy
life phases by providing them necessary information and
trainings,

> To implement a continuous improvement in the light of the
analyses we obtain from our feedback evaluation system.

The issues that our "Patient Satisfaction Management
System” policy are based on are as follows:

e /mprove ISO 10002 Patient complaints Management System
continuously,

e Open communication channels where patients and their
relatives can deliver feedbacks easily,

e (onduct studies to evaluate and analyze any kind of
feedback and solve them with respect to institutional and
operational conditions,

e Manage our processes according to legal regulations and
related standards,

e (onsider the sensitivity of patients and their relatives in the
solutions of patient feedback,

e Inform patients and their relatives regarding the complaint
solution process.
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