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INTER-CULTURAL HOSPITAL = A HOSPITAL FOR EVERYONE

BENCH MARKING AND A COMPUTERIZED FORM OF COMMUNICATION IN MULTIETHNIC SOCIETY:

TWO INSTRUMENTS FOR THE STARTING-UP OF SERVICE REORGANIZATION AND HEALTH PROMOTION 

Edited by:

Giovanna Dallari – Azienda USL Bologna City, Alessandra Amici – Azienda USL Cesena, Patrizia Preti – Azienda USL South Bologna, HPH Intercentre Team.

Italy’s present society is more and more multicultural and imposes to accept also completely different cultures from ours. In the range of health protection process, these cultures sometimes lead to interpersonal attitudes and relations which do not allow a full understanding and compliance with the health service “regulations” as they are often rigid and incomprehensible to Italians as well.

Analysis of the needs of the new citizens living in our Region, who belong to over 147 ethnic groups, gives the opportunity to think about the needs of every patient or foreign colleague in order to start up a reorganization aimed at meeting the requirements of everyone.

In 1999, the “Inter-cultural Hospital” regional team (HPH Emilia Romagna) was started up by sharing experience and instruments of support of various health centres. Cultural differences, considered as a problem at the beginning, have become the main urge to develop comparison as an essential procedure.

Bench marking, inter-professional and inter-institutional local network, training and mediation are the main characteristics and strong points of the team.

GENERAL OBJECTIVE:
· To provide shared information and computerized instruments for the planning of a new hospital model, starting from the mistakes of what was thought to be the “good centre procedures” in order to succeed in elaborating an evidence based welcome model.

· To promote comparison and exchange as an everyday work procedure.

First, team projects, shared proposals, regulations, experiences, trainings, surveys, current instruments and services have been collected in a folder, including also a database of activities and materials employed in different sectors. Then,  a computerized reorganization and systematisation (CD-Rom, Website) has been carried out to get organizational reengineering proposals for the hospital. 

THE INTERCULTURAL HOSPITAL MEETS ANYONE NEED

Nowadays the increasing phenomenon of immigration (2,2% of the whole population )

in our country shows how the Health Service has to take care of patients coming from 

foreigner countries, belonging to many different ethnic minority groups.

Many hospital and Health services have set – up, or are setting – up, initiatives 

regarding the improvement for access for immigrant users.

My working group is interested in this subject and  produced  

this project.

Our objective is to make  health services accessible, appropriate and 

attentive for all users. The I H promotes good practices, different projects and 

initiatives due to “reengineering” hospital patterns in order to satisfy each client’s 

need an can become an opportunity to better knowing the real needs of all minorities 

groups.

The objectives of the project are :
1) to provide different  solutions to the needs of the citizens of a multiethnic society 
2) to improve the  service access and reception of the foreign immigrant citizens

3) to enhance  the professionals’ ability of working in contact with users from 

     different cultures.

4) to promote the changing of the culture of the organization: awareness about the 

     cultural  differences, supporting an explicit and clear relationship between the 

     Hospital ad their users.

5) To improve  structure and organizational patterns of services, in order to become 

     more dynamic and flexible.

You see the actions and instruments described in the poster:
I give you 2 examples:

1)   1st one is an example of good practice: a free help line in six languages and 

information service  for foreigner users in Bologna’s metropolitan area

2) 2nd one is our folder. We created a foulder and  I can present it. It contains laws, 

medical literature, projects, any kind of tool, it summarizes the characteristics of the I 

H  and the I Mediation in Emilia – Romagna.

The folder makes easier to gain access to any kind of information, to do benchmarking 

and to exchange good practices.

Results

We expect  an improvement in the adequate access to the Health services  and in the 

satisfaction of the target population
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