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Healthcare 360° Facility Excellence Assessment™

An independent patient experience, operational efficiency, and revenue optimization assessment
designed to help healthcare facilities identify strengths, uncover hidden challenges, improve patient
retention, enhance service delivery, and support sustainable growth.

Level 2 Clinic / Medical Centre
Examples:

GP Clinics 
Family Medical Centres 
Standalone Specialist Clinics 

Includes:
Mystery patient visit 
Appointment booking assessment 
Reception assessment 
Consultation assessment 
Billing assessment 
Facility walkthrough 
Basic report 

Fee:
KES 50,000

Level 3A & 3B Medical Centres
Examples:

Medical centres with lab, pharmacy, imaging 
24-hour outpatient facilities 

Includes:
Mystery patient assessment 
Patient journey mapping 
Workflow review 
Revenue leakage review 
Staff observations 
Facility assessment report 

Fee:
KES 100,000 
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Healthcare 360° Facility Excellence Assessment™

Level 4 Hospitals
Includes:

Mystery patient assessment 
Emergency department review 
Laboratory review 
Pharmacy review 
Patient flow assessment 
Staff observations 
Revenue leakage assessment 
Service expansion opportunities 
Executive report 

Fee:
KES 200,000

Level 5 Hospitals
Includes:

Multiple department assessments 
Emergency 
Outpatient 
Specialist clinics 
Laboratory 
Imaging 
Pharmacy 
Inpatient assessment 
Revenue optimization review 
Executive presentation 

Fee:
KES 300,000

Multi-Branch Healthcare Groups
2–5 Facilities
Discounted bundled pricing.
Typical range:
KES 500,000 – 1M

6–10 Facilities
Typical range:
KES 1M – 1.5M

Staff Customer Service Training
KES 50,000 – 150,000 per session
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Healthcare 360° Facility Excellence Assessment™

Deliverables

All Healthcare 360° Facility Assessments include:

Executive Summary 
Assessment Scorecard 
Patient Journey Analysis 
Strengths & Areas of Excellence 
Improvement Opportunities 
Revenue Leakage Observations 
Priority Action Plan 
Management Debrief Session 

Report Delivery Timeline: Detailed report and executive summary provided within 7 business days of
assessment completion.

Assessment Expenses: All consultation fees, laboratory tests, imaging studies, pharmacy purchases,
procedures, and any other costs incurred during the mystery patient assessment shall be reimbursed by
the client and charged against a pre-approved assessment budget provided by the facility.
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