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Direction

Aims

The satisfaction of the consumer: this is the dimension of service perceived by the external consumer

The facilitation of “good practice”for professionals and the population 

The involvement and responsability of the population in the definition of the level of hotellery quality requested in a public hospital.

Objectives

To create a system dedicated to  proper comfort in order to integrate functions, competences and different professionalism;

To increase the culture of service and quality;

To involve representatives of the population and consumers to define and measure  the standard of hotel quality.

Ideas drive

1. In hospital hotel comfort always joins company with welcome;

2. To work in order to increase comfort is not an additional task but it must become one of the purposes of daily operation;

3. It is necessary to work in the perspective of the cultural passage because organizations are the result of real behaviour  not of rational decisions;

4. It must abandon the idea of knowing the needs of the customers and put itself in condition to listen;

5. It is necessary, at the same time, to face all the dimensions of comfort in order not to create grinding misalignments that can give the impression of a system out of control;

6. The multidisciplinary, intersectorial group with citizen insertion creates synergy;

7. An organization that gives visibility to its processes puts into effect the presupposed ones in order to facilitate and to render virtuous behaviour effective

8. All the operators must be involved and their motivation supported.

The way, the instruments and the methods

1. Structuring of project team composed ofthe medical, nursing and administrative apex of the hospital with the task to guarantee the outcome of the project, facilitate and support the job of the groups , render visible the results obtained in terms of increase of the perceived quality by the customers,  support the diffusion of the culture of service and of comfort;

2. Definition of the destination-plan 
3. Individualization of the dimensions that characterize comfort (structure furnishings and embellishment; accesses and routes; relationships; interactions, privacy; hygienic aspects; meals) 

4. Definition of quality elements of each sector;
5. Structuring of a multisectorial and intraprofessional work group for each sector of comfort;

6. Insertion in the groups of some represententatives of the population and of sanitary voluntary service  presented in an organization named Comitati Consultivi Misti;

7. Individualization of criticality through the study of business data of the last three years (annual investigations on the perceived quality with guide lines identified by Region Emilia Romagna, regional reports showing the comparison among firms on the quality perceived indicator, classified complaints based on the category of reference, investigations on the quality of meals and the restoration service made by Operating Unit Purchases);

8. Planning and implementation of characterized solutions;

9. Measurement of comfort quality;

10.  Activity of information and involvement/motivation of professional men and women through the support of business and hospital management, initiatives of inside information, for example intranet web concerning comfort, comfort bulletin, business meeting in order to illustrate the state of activities, etc.;

11. Information and visibility of the activities undertaken outside the firm: creation of events (annual conference about comfort, public inaugurations of business structures…), publication in the local press and in specialist reviews of articles with focus on projects undertaken, etc.;

12. Comparison, support and exchange with sanitary companies engaged in the same problems: participation in benchmarking, in the net of observatories for the survey of perceived quality (program of research financed by the Ministry of Health, region leader Emilia Romagna), in the net of sanitary companies engaged on the theme of comfort and welcome (head leader AUSL Bologna north).

Results obtained in the first year of work

1. Methodology sharing of check on hospital hygienic aspects and its application:

2. Application of a new organization that consents the patient to choose meals in respect of his state of health, personal taste, religious principles;

3. Critical examination of operative procedure in order to guarantee  the respect of the patient’s privacy during hospital recovery;
4. Furnishing and comfort waiting rooms and common spaces;
5. Identification and redefinition of some routes for the people inside the hospital.
