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Whether as an outpatient or inpatient, visiting the radiology department means leaving 
familiar surroundings and entering an often unfamiliar, high-tech world. Radiology 
departments are filled with technology, and patients know little about the equipment, 
examinations, and treatments. Performance pressure and staff shortages might also  
increase the risk of friction. In addition, patients usually only visit the department for a  
short time – often at a stage when they are vulnerable because of an unclear diagnosis.  
Fear and uncertainty might cause tension. Radiologists are therefore faced with the 
challenge of increasingly upgrading the social-interactive elements of their departments. 

In 2020, the Beryl Institute reported that, besides health outcomes, the biggest influence 
on patient experience is basic human interaction “[Patient Experience is] the sum of all 
interactions shaped by an organization’s culture that influence patient perceptions across  
the continuum of care.” Jason A. Wolf, PhD, CPXP, – President of The Beryl Institute1

By using examples, our case study will show how patient experience can be enhanced in 
radiology. The patient, who plays the central role, will show us the way to the radiology  
of the future.

Introduction
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“Medical competence and smart technologies 
will not be sufficient anymore to fulfill 
patients’ expectations – radiology of the 
future needs dedicated human interaction.”
Prof. Rahel Kubik, Head of the Institute of Radiology, KSB
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Before we present the project in more detail, we would 
like to start with a conceptual outline. Figure 1 shows the 
key elements of a successful interaction and therefore a 
positive patient experience:

 1  Competence

 2  Organization

 3  Information and communication

 4  Well-being

 5  Comfort

The basic assumption is that, during the continuum  
of care, patients constantly compare their perceptions 
against their expectations. The patient experience 

Figure 1: Pyramid of patient experience at Kantonsspital Baden City

therefore begins with patient satisfaction. Based on Kano’s 
customer satisfaction model2, meeting basic require-
ments, such as providing of a correct diagnostic report, is 
no longer sufficient.3 Just like retail customers, patients are 
willing to change their provider if their expectations are 
not met. They have many more needs, e.g., empathy, 
smooth processes, and “wow-effects”. They are gradually 
taking for granted earlier innovations, such as online 
appointment scheduling. For this reason, decision-
makers need to consider that not every service achieves 
the same degree of impact on the patient experience. 
Following Maslow’s pyramid, basic require ments are 
considered routine, and comfort offerings are only 
valued when the basic requirements are met. This  
makes it increasingly difficult to implement the patient 
experience measures shown in Figure 1.

Project concept

Level

Comfort

Well-being

Information &  
communication

Organization

Competence

Examples

Rising impact on 
patient experience

“Hotel-like” services, 
entertainment solutions,  
food and drink, design,  
and art exhibitions

Intensity of care, friendliness  
of staff, offers for relatives

Extent and clarity of diagnostic 
information, therapy, 
alternatives, risks and costs

Patient-oriented processes,  
e.g., appointment allocation, 
waiting time management, 
discharge management

Medical competence,  
technical equipment,  
scope of medical portfolio

Routine 
requirements
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Figure 2: Mediators of patient experience at Kantonsspital Baden City

In addition to these three mediators, it will be increasingly 
important to create the patient experience in a sustainable 
and resource-efficient way. To fulfill their mission in the 
patient journeys of the future, radiology departments will 
therefore have to find solutions to reduce their ecological 
footprint.

While it may be difficult to influence the way patient 
expectations evolve, we can control the way we interact 
with patients. We interact with them not only during the 
examination, but also by creating a seamless organization 
(flow design), offering valuable information and well-being 
(service design), and creating smart spaces (facility design 
and a healing environment). For details, see Figure 2.

“The three levers of flow, service, and facility 
design strive to improve not only the patient 
experience, but the employee experience as well.”
Karl-Philipp Kienle, Collaboration Manager and Clinical Consultant, Siemens Healthineers
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Case study
The key task for radiology leaders is to define the 
practical mediators of patient experience and understand 
the challenges of the different levels in the pyramid.  
The Kantonsspital Baden (KSB) has set itself the target  
of tracking the patient experience and addressing the 
challenges—thereby paving the way for the radiology  
of the future. 

KSB is the central imaging provider in the east of the 
canton of Aargau in northern Switzerland. With five 
outpatient satellites and strong networks to regional 
providers and physicians, the Institute of Radiology  
is an essential diagnostics center, performing about 
115,000 exams and imaging-assisted therapies yearly.  
Its 175 employees provide first-class imaging and 

interventions. However, the competitive environment  
is dynamic. Potential for innovation and partnerships 
emerges frequently. Therefore, shaping the radiology 
department of the future cannot wait—and it is 
important to grasp every opportunity. 

The opening of KSB City in the summer of 2022 is one 
such opportunity. The new outpatient site right in the  
city center of Baden is designed to make exami nations 
and treatments as pleasant as possible in the form of  
an all-round positive experience. The site’s compact 
structures offer an ideal space for testing patient 
experience innovations, preparing new approaches,  
and adapting to changing patient needs. 

As part of the Value Partnership4, KSB’s Institute of 
Radiology engaged Value Partners for Healthcare Consulting 
from Siemens Healthineers on a project to explore feasible 
patient experience initiatives and to drive these forward. 
As an enabler, the consulting team unburdened the project 
managers and provided structured coordination of the 
patient experience measures. In this way, new formats 
and offerings were implemented across the entire patient 
journey (Figure 3) in just a few months.

Figure 3: Patient experience examples along the patient journey at KSB City

 1  7  6  1 3  2

 5 4

Symptoms

Referral Imaging Education

Moving around Waiting & prep Follow-up

Scheduling Diagnosis

Lab Surgery/
intervention

Arrival & 
registration

“We relieve the project teams of coordination 
and communication tasks to turn  
long-cherished ideas into real added value.”
Adeline Schlag, Management Consultant at Value Partners  
for Healthcare Consulting, Siemens Healthineers 

 1   Educational videos

 2   Feet-first positioning

 3  Service trainings

 4  Virtual 360° tour

 5   Casual atmosphere /  
private areas

 6   MoodLight in examination 
rooms

 7   Patient management app
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Flow design
Flow experience is created when structures and 
processes are optimally intertwined. Smart and smooth 
operations are key. Based on patient satisfaction level 2 
in the pyramid of patient experience, streamlined 
processes do not necessarily win patients’ enthusiasm – 
they are usually taken for granted. In contrast, a  
slow and inconsistent flow has a high risk of causing 
frustration. Patients are therefore increasingly 
demanding intelligent solutions in clinical areas.

For many project ideas, a powerful catalyst is digitali-
zation. New technologies influence positively the way we 
design processes. They enable us to reduce manual effort 
and to create a better flow experience for patients and 
staff. Together with startups, the KSB Health Innovation 
Hub is promoting the develop ment of digital solutions 
that improve care, processes, and services for patients and 
staff. One major example is the cooperation with a start-up 
that develops a patient management app. The app helps 
patients keep track of their medical appointments and KSB 
can share specific educa tional material with the patient 
before the appointment. In this way, digitalization supports 
the flow of information between patients and staff. 
Especially for digitally confident patients, these types  
of smartphone-based solutions will noticeably upgrade 
processes and therefore enhance the sense of flow at KSB. 
By triggering patient satis faction level 3 (information  
& communi cation), digital solutions are increasingly 
influencing the patient experience.

Figure 4: Educational video for a CT examination

Service design
In addition to impeccable expertise and smooth processes, 
KSB aims to achieve a holistic service experience. 
Education and imparting information play a very 
important role in patient interactions (patient satis-
faction level 3). The aim is to convey the details of the 
diagnosis, examination, or treatment as comprehensibly 
and purposefully as possible. Most patients do not want 
to read through endless documents. Many look for catchier 
information on the internet and, depending on their 
digital skills, increasingly end up watching videos and 
listening to podcasts. Therefore, the KSB marketing team 
has expanded its toolbox to include educational videos 
that address these expectations and changing patient 
behavior. The short video format uses the power of 
storytelling and conveys the most important key 
messages to patients in a simple and enter taining way.  
Via the patient management app, KSB provides patients 
with a link to a relevant video before the appoint ment, 
creating access to dedicated content about each exami-
nation type (Figure 4). Educational videos also establish 
an emotional bond through their protagonists, empha-
sizing the aspect of human interaction. The radio logy 
videos also serve as pilot videos for other communi cation 
purposes, e.g., for learning videos or for introducing other 
KSB medical services. KSB City’s radiology is, therefore, 
already living up to its pioneering role.

At patient satisfaction level 4 (well-being), KSB emphasizes 
regular staff training. In training sessions and workshops, 
members of the team practice how to guide patients in  
a friendly and goal-oriented manner while establishing 
trust. In team meetings, they regularly discuss further 
improvement measures, e.g., for breast MRI. Since some 
patients suffer from claustrophobia, trusting patient  
relationships and direct communication are crucial.  
Staff also learn how to achieve the shortest possible  
scan times while ensuring high image quality. If needed, 
patients are offered a nasal spray for sedation and an 
accompanying person can be present in the scanner 
room during the examination. Recently, feet-first posi-
tioning on the scanner was implemented where possible, 
e.g., for breast MRI. Patients very much appreciate being 
able to face the control unit. Furthermore, KSB City has 
separate waiting zones for patients who need a more 
relaxing atmosphere, with coffee available and more 
privacy. Patient-oriented services promote a sense of 
well-being and a positive service experience at KSB City.
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In addition to flow-supporting technologies and service-
related innovations, KSB can also enhance the patient 
experience through a smart design of premises and  
infra structure. According to both the patient satisfaction 
pyramid, and Maslow, basic requirements for a sense  
of safety and orientation must first be met. Therefore, 
facility experience also includes how patients can gain 
an impression of the building in advance. Linking up with 
this, the KSB team initiated the development of a virtual 
360° tour of KSB City (Figure 5). With this solution, 
patients can virtually explore KSB City in a dollhouse-like 
digital application. Anchor points within the 3D images 
link directly to informational materials such as educational 
videos and interviews with the department’s employees.

Layout design is one of the biggest challenges in health-
care architecture. At KSB City, preparation rooms in the 
immediate vicinity of the CT and MRI rooms allow patients 
to have their IV lines placed in private. In the inpatient 
environment, i.e., more separate, and smaller rooms are 
also relevant for improved patient satisfaction. Patients do 
not like to talk about personal issues at the counter with 
a queue behind them. That’s why KSB City’s design concept 
includes small meeting rooms that give physicians space 
to have private explanatory discussions with patients 
before and after the examination. Furthermore, the indoor 
windows of the examination rooms have an automatic 
opacity function that offer a significant and easy to 
implement support for enhanced levels of privacy. 

Facility design and healing environment

Figure 5: Virtual 360° tour of KSB City
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Employees can see from the outside that a room is 
occupied, making unexpected walk-ins a thing of the 
past. These are just a few aspects, that make everyday 
life smoother while creating a closer and more reliable 
connection between patients and medical staff. Facility 
design therefore influences patient satisfaction levels  
2 to 5 (organization, information & communication,  
well-being, and comfort).

Within milliseconds, we decide whether we feel 
comfortable in a room or not5. The sense of well-being 
(patient satisfaction level 4) and comfort (level 5) offered 
by healthcare facilities through their premises should  
not be underestimated. An increasingly significant 
concept that ties in with smart facility design is a healing 
environment. A healing environment embraces the idea 

that environmental stimuli with elements that are close  
to nature promote the healing process of patients and  
have a positive impact on the well-being of everyone 6. 

To achieve positive effects in healing environment 
approaches, the architectual team at KSB assisted in the 
selection of furniture and lighting elements (see Figure 
6). In addition to an attractive wood-effect floor, the 
Institute of Radiology deliberately chose seating with a 
playful look. Furthermore, the wall photos of landscapes 
from the local region of Baden convey a sense of famili-
arity and provide distraction before the examination.  
The images are backlit, creating a virtual window effect, 
which is perceived as soothing, especially in the exami-
nation rooms. Patients have a sense of well-being and 
comfort (patient satisfaction levels 4 and 5).

Figure 6: Waiting zone at KSB City
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Research shows that light can have a decisive influence 
on the well-being of patients.7 Therefore, instead of 
glaring spotlights, indirect light is used at KSB City. 
Circular and wide ceiling lights add areas of warm light.  
In the examination rooms, staff can choose color  
tones to match the patients’ taste. Staff can also dim the 
backlighting of the Baden photos, which means it is 
possible to respond even better to the needs of the 
patient. However, this principle is not limited to the  
rooms; it also features in the technology itself, e.g., in 
scanners with built-in illumination panels (MoodLight) 
for mammography in CT imaging or MRI. The MoodLight 
is an advanced feature for promoting patient satisfaction 
level 4 (well-being)8.

In summary, the patient experience project at KSB City 
has added value in the form of several quick wins. It is now 
a matter of delivering this added value to the patient. It 
takes perseverance and discipline to not lose momentum. 
In addition, KSB City is prioritizing a sophisticated 
communi cation strategy so that the new patient 
experience offerings also gain awareness and are 
perceived as real differentiators by physicians and patients. 
By focusing on flow design, service design, and facility 
design, KSB City has addressed all levels of the patient 
satisfaction pyramid. The project team translated the 
concept of patient experience into tangible results (see 
Figure 7).

Figure 7: Patient experience project results at KSB City

“This concept study developed in 
close coordination within our  
Value Partnership with KSB acts  
as a globally valuable pilot project.”
Jana Petersik, Zone Business Lead Vascular Robotics  
and Clinical Consultant 
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Outlook: Ecological awareness  
and value-based radiology 

“We strongly believe that a holistic approach  
to patient experience will also improve quality 
and thus outcomes in value-based radiology.”
Prof. Rahel Kubik, Head of the Institute of Radiology, KSB

What seems innovative today, patients will take for granted 
tomorrow. In addition, new challenges and responsibilities 
are emerging. Managing one’s own ecological footprint 
is becoming increasingly important. Radiologists should 
become aware of their elevated level of responsibility  
in this regard. As their discipline relies on critical raw 
materials, for example as helium, meaning leaders must 
also monitor sustainability and fairness in supply chains. 
Moreover, medical imaging needs a large amount of 
energy. At KSB City, the latest equipment provides 
optimal conditions for saving energy, but even with 
innovative functions such as the Eco-Power mode of MRI 
equipment from Siemens Healthineers, the modalities 
consume about as much as 20 family house holds per 
year.9 This will make it even more important to optimize 
equipment use to keep per capita consumption at a 
minimum. In addition to energy-saving equipment, 
outpatient sites will play a major role. KSB City’s central 
location near the train station means that patients can 
also use public transport to attend their examinations , 
which will reduce carbon emissions. Other measures 
include recycling patient clothing and using contrast 
agents sparingly. Therefore, the ecological footprint  
will be a limiting factor in the flow, service, and facility 
design of patient experience elements.

Moreover, demographic developments are creating a 
need to rethink financial concepts. In future, medical 
outcomes might be more important for reimburse ments 
than volumes or case groups. Since diagnostics have a 
decisive influence on the patient pathway, leaders will 
increasingly deal with integrative value-based radiology 
approaches as discussed in the upcoming publication.10  
A holistic and, above all, positive patient experience is  
an essential prerequisite for such developments. Putting 
the patient at the center of these processes will have a 
positive impact on both human interaction and financial 
results.

These and other challenges of the future cannot be 
solved alone. Healthcare is constantly changing. Speed and 
complexity are increasing and a volatile, uncertain, complex 
and ambiguous (VUCA) world will affect the demands  
on healthcare providers.11 Hence, the radiology of the 
future requires strong partnerships, strategic expertise 
and future- oriented technological investments. In this 
challenging environment, a positive patient experience 
embedded in a healing environment provide orientation 
by supporting decisions and focusing on what is essential 
– our patients.

Contact us for further insights and support.
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