THE “OTHER” SEEN AS “PERSON”: FINALLY THE PATIENT BECOMES “SUBJECT” OF MEDICAL CARE
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INTRODUCTION

A hospital promoting good health care for its patients must be able to welcome them, offer them “loving care” and assistance and understand and not just tolerate those who are different.  It will thus pass from a multicultural attitute to an intercultural view, educate citizens to a correct approach to the national health care system, to favour the diffusion of a contagiously civilised attitude, organise and programme customised hospital admissions and have the patient’s direct involvement with their course of treatment.

PROJECT ANALYSIS AND DEVELOPMENT

The project, as it appears, could seem extremely complex and articulated. Since 1998, year of the foundation of the District of the Busto Arsizio Hospitals, the Executive Board has actually followed a precise path aiming to create a corporate mission: “The Person In The Spotlight” and “A Hospital Open To Its Environment”.
First contacts were taken with voluntary associations and territorial districts, to plan a common path of improvement and build close ties in favour of the citizenship.

That is how the first project was born: “2000, The Year Of Welcoming: From “Values” To “Actions”. The hospital creates, prints and distributes to incoming patients the welcoming cards reporting the Board’s welcoming message, the presentation of the treatment team, a brochure entitled “Ospital On Hand”, and a quality-control questionnaire evaluating customer satisfaction rates, all actions aimed at making hospital life as mush comfortable as possible.

These cards are handed out still today by the nursing personnel to all inhouse patients. This is an important moment of dialogue between the hospital staff and the patients, that enormously increases the degree of patients’ appreciation (98% out of 30% of the patients who fill out the questionnaire consider this moment “very nice” and appreciate being warmly greeted).

Besides offering welcoming cards (now available in 4 languages), the welcome is based on the psychological training of the medical personnel (physicians and nurses) on the aspects of communication and interpersonal relationship (10 sessions have already been held) and on the particular care needed with patients of different cultures and religions (customised menus for all patients and availability of ministers of different religions).

In the year 2002  we developed the project “…Gone With The Wind Of Inadequacy”, that stressed the attention not only on patients’ rights but also on their duties: the capacity to educate citizens to a correct exploitation of the National Health Care System is a State-Of-The-Art achievement of this Hospital: triaging takes place already in the emergency unit, brochures entitled “Your patient wait could save a life” are distributed, inviting to be patient and wait in the emergency unit, priority criteria are defined, the staff can participate to triage, cards colored according to the urgency of the case are distributed to all patients acceeding the emergency unit.

The Hospital studied and experimented a new type of permanence, the “week hospital” (488 cases treated in six months, which lowered full-bed occupation percentage from 84.56% to 56.6%, while the medium stay lowered from 3.5 to 2.6 days), open from Monday to Saturday and requiring high programming and organising capabilities.  This formula highly satisfies the patient, who does not expect to have any “idle waiting time” during his/her stay.

This experiment was conducted in the ORL department and is now common to the entire surgical section of the Tradate Hospital.

The new step, always for the promotion of patients’ health, is to get them directly involved in their therapy treatment, in order to reinforce a trustful relationship between patient and physician.

The method consists in establishing clear treatment plans which, besides outlining the therapy plan for the patient to follow, clarify the possibility of alternative treatments (currently, monitoring includes them already in 89% of the clinical cards randomly controlled). In the spirit of the Joint Commission International, we are building a “library” of indicators and performances that allows careful monitoring all processes which interfere with the outcome of the treatment.

(Some of the indicatorsi:    no of pts. triaged __     
   no. of interventions of cultural mediators

                                        no. of pts.visited in EU                    no. of foreign pts.

no. of interventions in ORL week surgery        no. of customised treatments    
total no. of ORL surgeries                             total no. of patients                   

no.of treatment plans indicated in the clinical card;    etc………)

      

no. of clinical cards controlled

Joint Commission International has recentely granted the status of excellence to the hospital in Saronno.

The connecting wire among these projects is thus clear: the method is to continue what has been started adding something “extra” to each project, to always measure with the most adequate indicators, to be ready to self-criticism and to correct mistakes, in order to reach the final aim of any Health Care Structure: the improvement of everybody’s health.                                                   
