Towards EFQM Excellence Model application and new governance in Udine Hospital

Udine (Italy) “S.Maria della Misericordia” Hospital is effective member of European Society for Quality Management (EFQM) from September 2001 and is applying EFQM Excellence Model trough different actions.
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The EFQM Excellence Model is based on the principles of continuous improvement and self assessment and is focused on key performance, customers, people and society results.

Udine Hospital is collaborating with EFQM Health Sector Group to study and to promote the EFQM Model use in healthcare organisations within Europe. An Italian network of healthcare organisations applying EFQM Model and comparing best practices and self assessment results is rising too. 

A conference was held on 7th March 2002 in Udine to introduce the EFQM Model in Italian healthcare settings for the first time.

First steps for EFQM model application in Udine Hospital were education and training to key people within the organisation and a top management self assessment, carried out in 2002. A new questionnaire of 150 items according to EFQM criteria and subcriteria and concerning self assessment of the whole organisation and of own department was framed and filled in by 42 leading officers. 

From data analysis, a better assessment of the organisation (46/100) as regard to departments (40/100) resulted. People and society results, both in hospital and in single departments, appeared as main areas for improvement. Very different data among managerial, clinical, administrative and technological structures showed four different “worlds” within the organisation.

Self assessment of clinical departments has began too in 2003, involving about 200 people and including  all clinical directors, nurse coordinators and quality referents 

 After recognition of strengths and areas for improvement, an action plan will be constructed also in view of improving staff participation in Hospital decision making and internal communication channels.

A joint application of EFQM Excellence Model and Balanced Scorecard is planned too, in order to translate the strategy to operational terms: a Conference “Balanced Scorecard and EFQM self assessment” will be held in Udine on May 29th 2003, with the collaboration of Udo Nabitz, senior Quality Consultant of Amsterdam Jellinek Centre. 

SELF ASSESSMENT RESULTS: IN THE ORGANISATION
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In order to identify stakeholders’ perceptions and needs as well as to increase their empowerment and their participation in Hospital decision making, a stakeholders’ committee was established and focus groups with patients, relatives and staff were accomplished, preliminary to satisfaction surveys.  

From July 2002 to February 2003, 34 focus groups were carried out, 18 of which involving people in every department and 16 involving patients, relatives and associations: 190 employees and 140 users participated globally.

Main topics in focus groups were:

· continuity of domiciliary care

· quality of communication and services to inpatients

· quality of communication and information to Intensive Care patients’ relatives 

· quality of outpatients treatment

· quality of care to oncologic patients

· quality of diagnostic services

· quality of relationships in emergency department

· quality of planned admissions for coronarography

Following aspects of quality were considered:

· communication

· relationships

· technical and professional skills

· organisational quality

· environmental quality

· social aspects

and point of view of staff and users on them were compared.

 Results outlined some important differences among employees’ priorities and that assigned to them by users as well as among users’ priorities and that assigned to them by employees.
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The need to improve communication between staff and patients and their relatives and between professionals within the organisation was highlighted too.

Questionnaires for satisfaction surveys will be framed, accordingly with focus groups results.

Since our region (Friuli Venezia Giulia) borders on other European countries, a cultural collaboration with a group of foreign citizens living in the region and expressly trained was carried out to lower cultural boundaries and to improve communication between staff and foreign users.

29 clinical units, mainly emergency service, critical care, newborn and plastic surgery, were interested in 2002, and 12 languages used, in particular Albanian and Hindi language.

Further integration with citizens of the region will arise from participation to WHO “Health City Project” with Udine city council.

· Sandra Vernero,  head of Quality and Accreditation Department

· Mirella Campagnolo, head of Public Relations Department

· Gilberto Bragonzi, Chief Executive Officer

Azienda Ospedaliera S.Maria della Misericordia. Piazzale S.Maria della Misericordia

33100 Udine-Italy     www.ospedaleudine.it
Tel +39 0432 552783     FAX +39 0432 552781

Email vernero.sandra @aoud.sanita.fvg.it
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Foglio1

		

		totale

		IdFatRis		DesFatRis		Peso		Valazi		ValStr		NumAzi		NumStr		num				Aziendale		Struttura

		1		LEADERSHIP		0.1		25458		25225		476		468		480				53.5		53.9

		2		POLITICHE E STRATEGIE		0.08		27607		27107		545		549		560				50.7		49.4

		3		GESTIONE DEL PERSONALE		0.09		48246		49834		1071		975		1080				45.0		51.1

		4		PARTNERSHIP E RISORSE		0.09		56019		49080		962		918		1160				58.2		53.5

		5		PROCESSI		0.14		30448		30999		672		684		720				45.3		45.3

		6		RISULTATI RELATIVI AI CLIENTI		0.2		21694		11599		482		433		560				45.0		26.8

		7		RISULTATI RELATIVI AL PERSONALE		0.09		7353		6863		580		550		600				12.7		12.5

		8		RISULTATI RELATIVI ALLA SOCIETA'		0.06		8567		5050		239		227		280				35.8		22.2

		9		RISULTATI CHIAVE DI PERFORMANCE		0.15		41124		26539		762		595		840				54.0		44.6

																				45.4		39.6

		sanitario

		IdFatRis		DesFatRis		Peso		Valazi		ValStr		NumAzi		NumStr		num

		1		LEADERSHIP		0.1		11986		11380		204		204		204				58.8		55.8

		2		POLITICHE E STRATEGIE		0.08		13079		12333		236		236		238				55.4		52.3

		3		GESTIONE DEL PERSONALE		0.09		23228		23784		454		444		459				51.2		53.6

		4		PARTNERSHIP E RISORSE		0.09		27252		22030		422		405		493				64.6		54.4

		5		PROCESSI		0.14		14984		13679		306		303		306				49.0		45.1

		6		RISULTATI RELATIVI AI CLIENTI		0.2		10240		7340		236		236		238				43.4		31.1

		7		RISULTATI RELATIVI AL PERSONALE		0.09		3451		3383		253		254		255				13.6		13.3

		8		RISULTATI RELATIVI ALLA SOCIETA'		0.06		4433		2795		112		114		119				39.6		24.5

		9		RISULTATI CHIAVE DI PERFORMANCE		0.15		21623		16542		345		337		357				62.7		49.1

																				49.3		42.0

		servizi

		IdFatRis		DesFatRis		Peso		Valazi		ValStr		NumAzi		NumStr		num

		1		LEADERSHIP		0.1		13472		13845		272		264		276				49.5		52.4

		2		POLITICHE E STRATEGIE		0.08		14528		14774		309		313		322				47.0		47.2

		3		GESTIONE DEL PERSONALE		0.09		25018		26050		617		531		621				40.5		49.1

		4		PARTNERSHIP E RISORSE		0.09		28767		27050		540		513		667				53.3		52.7

		5		PROCESSI		0.14		15464		17320		366		381		414				42.3		45.5

		6		RISULTATI RELATIVI AI CLIENTI		0.2		11454		4259		246		197		322				46.6		21.6

		7		RISULTATI RELATIVI AL PERSONALE		0.09		3902		3480		327		296		345				11.9		11.8

		8		RISULTATI RELATIVI ALLA SOCIETA'		0.06		4134		2255		127		113		161				32.6		20.0

		9		RISULTATI CHIAVE DI PERFORMANCE		0.15		19501		9997		417		258		483				46.8		38.7

																				42.4		36.9





TABELLA

		

						IN AZIENDA						NELLA STRUTTURA CHE IO DIRIGO

		FATTORI/RISULTATI		PESO		TOTAL		CLINICAL AREA		TECHNICAL STRUCTURES & DIRECTION SUPPORT DPT		COMPLESSIVA		AREA SANITARIA		TECNOSTRUTTURE E STAFF

		LEADERSHIP		10%		54		59		50		54		56		53				LEADERSHIP (10%)

		POLITICHE E STRATEGIE		8%		51		55		48		50		52		48				POLICY &
STRATEGY (8%)

		GESTIONE DEL PERSONALE		9%		45		50		41		51		54		49				PEOPLE (9%)

		PARTNERSHIP E RISORSE		9%		59		64		55		54		55		53				PARTNERSHIPS
& RESOURCES (9%)

		PROCESSI		14%		46		49		42		46		47		45				PROCESSES (14%)

		RISULTATI RELATIVI AI CLIENTI		20%		46		42		50		26		29		20				CUSTOMER
RESULTS (20%)

		RISULTATI RELATIVI AL PERSONALE		9%		13		13		13		13		13		14				PEOPLE
RESULTS (9%)

		RISULTATI RELATIVI ALLA SOCIETA'		6%		37		39		34		23		24		21				SOCIETY
RESULTS (6%)

		RISULTATI CHIAVE DI PERFORMANCE		15%		55		62		47		46		48		42				KEY PERFORMANCE
RESULTS (15%)

		VALUTAZIONE AZIENDALE				45		49		42		40		42		38
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