
  

14-16 APRIL 2010 MANCHESTER   

18th International Conference on Health Promoting Hospitals  

& Health Services  

Significance network in the Health Services:  

Intercultural Mediation in the  

Social and Health Services Network  

Authors 

Sandra BOMBARDI  

Patrizia FABBRI  

Paola CASTAGNOTTO 

Paola ANTONIOLI 

Matias DE LA CALLE 

  

  



Azienda 

Ospedalierio 

Universitaria di 

Ferrara  

CAPOFILA  

Salute Donna e 

Pediatria di 

Comunità di Ferrara 

Salute Donna 

Portomaggiore 

Ospedale 

del Delta 

Ospedale di 

Cento 

 

PROGETTO DI RETE INTERAZIENDALE                                         

Azienda USL di Ferrara e Azienda Ospedaliero Universitaria di Ferrara 

 

“Funzionalità di 

Mediazione” 

 2° livello  

 

Ospedale 

Argenta 

Sanità 

Pubblica 

Delibera Interaziendale del 10 Agosto 2007 
Intercultural Mediation in the Social and Health Services Network  
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Data Analysis, Criticalities and Motivations in support of the Project 

 

• Enrollment gap between the Municipal registry office and Population Healthcare 

  register with delayed access to the National Health Service 

• Lack / shortage of information and training in the access and usability of services;  

•  High recourse to VIP (Voluntary Interruption of Pregancy)  from foreign women; 

•  Poor recourse in cancer screening; 

•  Partial care continuity and  discontinuous integration between the 

   the hospital and territorial environment. 

….. 
    

     Organizational Problems :       

 Discomfort experienced by operators 

              The absence of a formal network and communication tools 

               Lack of monitoring, assessment and of a coordinated plan of action.  
  

 

    
Needs  

 Consolidate 

  Share know-how  

           Collaborate 
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2008 – Certification of the Communication Area according to the UNI EN ISO 

9001:2000 references, with the visit of the CERMET surveyor 

 

2009 –Verification and Renewal of the Communication Area Certification and of N. 2 

Interfirm processes governed by Office of Welcome and Mediation, that have 

become a continuous improvement resource for the quality of the interfirm project:  

 

1. Interfirm Coordination of Mediation 

2. Functionality of Interfirm Mediation 
 

 

Welcome&Mediation Office  

Organizational Structure of the Communication Area (september 2006) 

Of the AOU of Ferrara that combines in a single structure the following services:  

Public Relation Office,Press Office, Internet-Intranet Function ,  

Instituzional Communication, Information Point 1st Level  
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Purpose of the interfirm intercultural mediation 

coordination 

 
•To uniformize the organisation .... …. 

 

• To Monitor the development of the needs … 

 

• To diversify the supply of intercultural mediation … 

 

• To ensure a proper use of resources available … 

 

• To diffuse knowledge and information among the operators …  

 

• To develop  professional abilities … 

 

• To ensure the competence level of intercultural mediators … 

 

• To ensure the definition and monitoring of quality standards  

•… 
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Process N. 1  



Purpose of the interfirm intercultural mediation  

Functionality: 
 

• To promote pathways that are not influenced by cultural-linguistic  

  differences for all those who need healthcare in hospital / territorial services 

  and social support ; 

 

• To facilitate the operators when receiving foreign users  

 

• To facilitate the access and usability of services for foreign citizen  

 

• To Protect the foreigner privacy during the communication 

  with the operator, giving him/her the possibility to make use of a   

  mediator instead of relatives or friends  

Patrizia FABBRI 

Process N. 2  



For … Priorities Actions:    

   

 Staff Training 

          Preventive Medicine and intercultural mediation for a new 

              healthcare offer 

 Transcultural Pathways for VIP and Contraception          

 Birth pathwayws Improvement 

          Support the caring in healthcare services and hospitals 

          Health Education regarding: Cancer Screening, HIV, 

              Vaccinations 

              

 To Create Coordination  

Interfirm Functionality of Mediation  
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Methodologies 
The type of approach used is Bottom-Up  

- Create knowledge 

- Distribuited Intelligence  

- Cellulars Network: Self-organized  network team 

 

Network Methods – communities  practices,  

that consists of nodes, a group of people united by a project  

that performs communications, exchanges and integrations.  

 

Transcultural method 

Methods of Active Listening  

Working for Projects 

Resources  
Vn. 7 Network nodes and local    

   Representatives 

VNetWork Facilitators of Welcome 

VIntercultural Mediators 
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Tools  



Interfirm Procedure of Coordination 

 

Interfirm Procedure of mediation 

functionality 

 

Interfirm tools for the documentation of 

coordination and mediation 

 

Interfirm Brochure  

 

Tools that facilitate communication, 

access, acceptance and usability of 

health services 

 

Information Materials for Health and Social 

Services; 

 

Interfirm Operating Plan of Mediation  

Tools  



Network Enterprise  
 

Enterprise as a group of networks that can coordinate a 

variety of phenomena 
 

Recognizable system of multiple connections and facilities 

within which "nodes" with high level of self-control can 

operate and are able to cooperate  

(Stacey 1996)  

Networks 

è Inter-firms  

è Intra-firms– Among the services 

è  

…. 

Multidisciplinary 

Multiprofessionals 
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One of the main changes 

in the present society is given by the   

mutation of communicative dynamics  

 

GREATER DIFFERENTIATION  (Variety) 

and 

GREATER INTERDEPENDENCE 

 

Organisations Complexities 

 Clinical Complexity 

 Welfare Complexity 

   Relational Complexity 
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The Complexity of the current User  
The same things have different meanings and different ways of being lived and explained 

The more an environment is complex 
The more it is necessary for the actors who are part of it  

to acquired the savoir faire   of systematic reflexivity (Sclavi).  
 

Transcultural and Active Listening 
expression of meta-skills in order to achieve  

Projects of Intercultural Aid 

 

 

What Competences? 
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A nurse speaks to an elderly inpatient 
Hospital of  Le Havre (Francia) 1976 

Jean GAUMY  

Active Listening 

 
Enables to explore the differencies with 

emotional and cognitive awareness. 
Allows the construction of social reality  

in a complex world. 

 

Emotions are fundamental cognitive tools  

 

òit does not inform you on what you see,  

but on how you are lookingò 

 

A Project Transcultural Health 

 
Has at the basis the respect  for the others,  

recognition of reciprocity, dignity of a persone 

 

Transculture 

Leads to rediscover the  possibility of  

non generalizing their knowledge,  

constantly placing itself in dialogue, so as  

to seize the various steps of a   

Person history,  

 

 

 



Intercultural Mediators  
Allow a double recognition: 

- of the foreign user 

- of the operator 

The intercultural Mediation  allows research for continuity in unlikely 

situations, and multiplicity of perspectives; 

 

The intercultural Mediation produces organizational changes, educates the 

community in regards to mutual  diversity, in order to facilitate the 

management of internal Complexity. 

 

ORDINARY 

Intercultural Mediation 
 

PROGRAMMED 

Intercultural Mediation 

URGENT – Night and Public 

Holidays 

Intercultural Mediation 
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Qualitative Monitoring Quantitative Monitoring 

Contact with operators of the O. U. that 

required for the mediation service; 

 

Minutes of staff meetings and Minutes of the 

Technical Group Meetings (Representatives  

the sites  of mediation);  

 

Communication tools attached to the 

procedures (Mediation Planning , mediation 

form, request form for translations 

register of criticalities);  

 

Case Studies  Best practices 

 

 

Computer networking with the hospital/firm 

system reception 

(List of foreigners  admitted to the hospital 

through computer system);  

 

Number of interventions of mediation carried 

out / Number of people cared for (case);  

 

Number of interventions of mediation carried 

out / Number of mediation requested; 

 

Number of foreigners to whom the social 

network has been activated (personal services, 

third sector) / Number of foreign users with 

documented risk of social isolation; 

 



Selection Criteria for Studies Cases 
 

The degree of Complexity in the care of the users and the necessicity to maintain continuity in 

the territorial network services.  

 

Variables  

 
Time, Taking charge for long periods by Mediators that carried out their activities in Hospitals / 

Territorial services, this concerned people with serious and / or chronic diseases.   

 

N. social-healthcare  services , territorial and volunteer services involved. Necessicity in the 

continuity and Accompaniment in the territorial network services  
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Outcomes : 

 
Homogeneous Organizational model  

Continuous measurement of the necessities 

Diversified mediation offer 

Resource utilization in respect of the  differences 

Staff Training in terms of equity and respect for differences 

Continuous evaluation of mediators and plan to find them work 

Proper use of monitoring tools  
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Benefits for the territory and for the departments: 

 
Professional integration between professionals and Departments where  

there is a high presence of immigrants; 

 

Production of communication tools that allow the governance of interdepartmental  

mediation processes that keep record of assistance continuity.; 

 

Individuation and utilization of advanced relational/educational competences  

present in the Departments, giving “culturally sensible” responses.  
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Intercultural Mediation in the Social and Health Services Network  

Year 2010 GOALS 

Consolidation Development Implementation 

Organisation Yearly extension of the interfirm resolution 

(expired in 2009) in january 2010  

 

Activation a new interfirm yearly 

scholarship for the coordination  of 

mediators (expired in  dicember 2009) 

  

A new call for tenders of  mediation 

service  supply March 2010 – February 

2011 

Public  presentation  of the experience on 

the interfirm mediation functionality– 

October November 2010 

 

Activity of 

Intercultural 

Mediation 

To meet with the network of welcome& 

mediation facilitators at least twice  a year 

in 2010 

 

To consolidate the confirmed processes  

 

End of 2010 satisfaction survey. 

 

Have knowledge on the Role of the 

Intercultural mediator in the team care. 

  

Reinforce the knowledge and use of 

interfirm procedures.  

 

Develop the network of welcome& 

mediation facilitators within the 

AUSL network services of Ferrara.  

Intercultural mediation activities with "The 

school in hospital” and initiatives for 

children in collaboration with the BiBlù, and 

hospitals Paediatrics ( Reading and 

dramatization of tales from the World)  

 

 

Training 

courses 

Consolidate the process of 

transculturation and the operators 

intercultural sensitiveness through 

intercultural education with the same 

mediators present in the healthcare 

services.  

Interfirm training course  for the network of 

welcome& mediation facitators and 

representatives of the network nodes. 

Research Consolidate  the intercultural mediation 

monitoring. 

Revision of the mediation and the 

welcome informative form to define 

the indicator “Activation of the  

network services and risk variables 

of social vulnerability” 

 

 

 



Nel mondo nulla di importante è stato fatto  

senza passione 

  

(G.W.F. Hegel)
 

 

 

Nothing important in the world has been done  

without passion 

 

(G.W.F. Hegel)
 

 
 

 

Thanks for your attention … 
 

Director Comunication Area 

p.fabbri@ospfe.it  

 

Responsible for Welcome and Mediation Office  

Interfirm Mediation  

s.bombardi@ospfe.it   
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