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Gap Analysis <lalll agaa J111i9.2.3

Stakeholder Type
dalaall cala/Jsaall

Customer Needs
PLINEN

Customer Expectations
Alad g3

Beneficiaries’ Families

Ol e

Smooth and accurate scheduling of
the appointments

Follow-up on their requests, demands
and complaints

Supervision over the provision of
services by the departments and units
Safe and Available Services
Guidance on appropriate pathway of
care

Proper prescription and provision of
Technical Aids

Meeting Rehabilitation Goals of

their children set by the team
Guidance of future needs

Beneficiaries
Cpitand)

Safe & Infection-free environment
Supervision over the provision of
services by the departments and units
Accurate goals setting
Patient-centered care

Rehab. without prejudice

Precise fitting of Technical Aids

Rehabilitation care with
empathy

SCFHS

L[]

Adherence to the regulations

Timely renewals of all licensed staff
Periodical training and provision of
CMEs

Healthcare Practitioners have
valid practice licenses

MOH
daall s )55

Meeting the administrative and
facility regulations and requirements
for the License

Timely renewals of all licensed staff
Provision of rehabilitation care that
meets the practice regulations

Healthcare Practitioners have
valid and available licenses

Provision of data and reports on

demand
Cooperation and clear
communication

Ministry of Human Resources

Al 3 ) sall 350 55

Adhering to the Rules and
Regulations

Provision of reports and data on
demand

Governance reports

Adherence to the agreements and
operational contracts

Provision of diagnostic, rehabilitation
and educational services to clients

Cooperation and clear
communication

MOE
palall 30 55

Meeting the administrative and
facility regulations and requirements
for the License

Adherence to the Agreements
Provision of diagnostic, rehab. and
educational services to referred clients
Clear identification of therapy and
educational needs

Cooperation and clear
communication

Safe services with Empathy
Clear reporting of the
conditions, statistics and
progress

Civil Defense
EESIPER

Apply the regulations, fulfill the
requirements

Regular reporting of updates and
breaches

Cooperation and clear
communication
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Stakeholder Type
Jaluaal) caalia/duanl)

Customer Needs
Adlalial

Customer Expectations
Alad g5

Centers’ Employees

Sl (52 pusie

Safe and satisfactory Environment
Facilitation of their daily tasks
Follow up on their demands and
complaints

Just supervision over their
performance

Technical solutions for the day-to-day
processes

Job Security

Physical and psychological
support when needed
Cooperation and clear
communication

Executive Management
Al 5 oY)

Response to Strategic Planning
through setting, communicating and
accomplishing related goals.
Adherence to the relevant SLAs,
policies and regulations with the
Executive Administrations

provision of relevant data and reports
(surveys, NCRs, Risks and
Opportunities, KPIs, complaints and
Internal Audits)

Clear Communication
Exceeding targets and set goals
Cooperation in applying the
regulations and policies

CDA’s Corporate Communication
Administration
e 5l Jaal 5l 5 )

Provision of publication material and
success stories and International
Celebration Dates

Cooperation in organizing related
events

Updated data relevant to served
children’s performance

Guiding families to proper channel of
complaint

Response to investigation requests

Clear and constant communication

IT Administration
e slaall 3585 5 1)

Adherence to the proper
communication channels for requests
Adherence to the specifications of the
electronic medical files

provision of Medical Files
Information & system feedback when
requested

Adherence to the relevant SLAs,
policies and regulations

Timely reporting
Prioritized reporting of issues
and feedback

Purchase & Stores Administration
by yidall g Al 3l

Adherence to the proper
communication channels for requests
Provision of inventory lists upon
request

Adherence to the relevant SLAs,
policies and regulations

Specific requests and purchase orders
Feedback on purchase orders

Clear and constant
communication

Human Recourses Administration

Al o) sall 5l

Adherence to the proper
communication channels for requests
Provision of necessary documents
upon request

Adherence to the relevant SLAs,
policies and regulations

Clear communication
Cooperation in investigations
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Stakeholder Type
Jaluaal) caalia/duanl)

Customer Needs
Adlalial

Customer Expectations
Alad g5

Training & Development Unit

Provision of monthly statistics for

Clear communication

il 5l Training and Rehab. sessions Timely support requests
Provision of Training Needs
Assessment and Training material
Provision of equipped training
platform

Quality Unit Cooperation in establishment of Involving Quality in building

system guidelines new processes and related forms

825215 1) Access to relevant data Clear communication of all

Adherence to the set policies
Adherence to quality management
system

Clear reporting of performance and
related data

Proper response to quality requests in
system improvements

Attendance of regular meetings

relevant plans and projects

Operational Administration
Ll 5 lay)

Follow up on the operational plan as
scheduled

Coordination of flow of work between
Units supervisors and staff
Adherence to the circulated decisions
proper provision & documentation of
Rehab. sessions, Monthly and Yearly
Statistics

Clear communication
Quick response to the new
decisions

Volunteers:
Volunteering Doctors, Tamheer
Company, individual volunteers,
volunteering agencies

e shaidll

Proper designation to the right post
Presence of full oriented training
program

Training for the volunteering staff

Clear communication
Structured training outcomes
through evaluation

Renting customers:
House Rent, Facilities Rent
Ooabied) e aall

Providing Clear communication
channels

Adherence to the contract terms
Constant follow up on requests
Facility security

Adherence to the preventive
maintenance schedules
Service facilities (swimming
pool, playground, gym)

Support services agencies (detailed

in Support Services SOS)
sailusall clanall sl S 0

Adherence to the contracts
requirements
Safe environment

Clear Communication

Donors covering renovations,
equipment and sessions costs

Governed spending of donations
Reporting of expected coverage

Clear communication
Invitations after projects

e yaial) finalization
Technical Companies Updates/feedback on the product Clear communication
Al s il Quick or timely orders with clear
description of needs and service
Visitors Proper orientation about the services Safe proper orientation
B3\ provided and equipment used Raising the perception about

social responsibility and role of
the rehabilitation processes and
professionals
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=I.|“Jgag Luo.l.LoIg LIJJ.O Benchmarking di2aja Glijléa 9.2.5

:adlill juleall (nle clis Gpisl la<a dijlaall Gai cnill Gluwgall

d als @ cag aL<illg Jalill cna aruwipl GMLaall 2 1as ¢ha Alasd @ a6i :alaxall Glhi e
Lapéga 1qills dlnga will

Liaglgi<ill JalKig daadia palpgl Jlell cna daadia Glgal @ladiwl :a)Sitall cllwill «

Ligiw @ainas @iy uall Jlabill aac : Jgpgll whaa

L Jacgl gold Jugaigl ¢nags aca :Jugaill jalna »

a_alelll (g (s aig glaaiVllg Jualill 2 flii (G187 ¢na 3 alpll pil §wa a:y illlg & lleall «
[@adgda g c g lailig

ilii anddladl elall jyyl6i g c Laya glei cnill Gluwwgall @ 1igyisiVl @ dlgall :a_ijléall jalna

.alg_.iJILp_nﬁgl!g.i_w gLagasall aa c .G S1hall Gl_lquanJI‘L:nTJJIGLiLgJ"_qu

-

aalclll (ngd pwll @am d&igay o arilwilll Alaasll prjell are (o glblw disaa o
G.IJ.IJJ|LnJ|.QJ.||GJJ|JJ.CJn3|G.w.wg.Q . agill aixgewll digaall o
aalclll inga jgal clilgll dixgewll aigaall -

.................................................................................................................................................................................. =|.I..Q.L|.Q!

(QlylaVl) auilwiMl Glaxall 4&jLindl @igaa e (Jhd) aplall alhlisVl ¢ngs Jlabill alaw jSpa o

aLpaaill ¢ngs Jyalig dyleyl grwall dgean (Qaljlalll) aagill qua jSpa
(g3U) &l (glak) aplall ayyill quagdaVl jSpall

g.

World of Children, USA AbilityFirst, USA

Charity Charge, USA + Luilali - CBM aale\l ¢napwall gulaall
International Disability Alliance daniall Gslaall SCOPE jSja o
World Vision daniall aSlaall (gbiwni ajligyl o

United Rehabilitation Services, USA
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