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Country of origin:

the RelebliC of MOldOVa ~




Y There are green hills and valleys, vineyards and delicious food,
mild climate and hospitable people in Moldova



https://en.wikipedia.org/wiki/Moldova

HOPE Exchange Program — pilot activity for Moldova

In 2019 there were exchanges organised in Finland, the UK, the
Netherlands, France, Lithuania, Portugal for professionals from
Moldova
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European Hospital and
Healthcare Federation




For the first time Guguta hosted his dear guest Lilija
within
Exchange candidate form Latvia was hosted in Moldova

in a hospital that has been twice accredited by the JCI -

Medpark International Hospital

03.06.2019



Together they looked for answers to the
following questions:

How can communication skills be improved?

How can infections be reduced ?

How can performance culture be built?
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How can communication skills be improved?




COMMUNICATION SKILLS. TRAININGS

. It Is Important to
train staff!

. In order to improve
communication, the
hospital should
specify that the
patient is the first

priority

Ghid de

comunicare

Consult centrat pe pacient

5 etape de baza ale consultulul medical:

1. INITIEREA SEDINTE! - stabilirea raportului inigial

¢l identificarea motivulul adresdril

2. COLECTAREA INFORMATIEI - evaluarea problemei pacientului
i Intelegerea viziunii pacientului

3. OFERIREA INFORMATIEI - explicatii si luarea deciziilor comune
4. INCHEIEREA SEDINTE! - rezumatul consultatiel, precizari, date de contact

5. CONSTRUIREA RELATIEI - dezvoltarea relatiel interpersonale
sl implicarea pacientulul

6. ASIGURAREA STRUCTURI CONSULTULUI - structurarea interviulul
In secvente logice

L INITIEREA SEDINTE!

Stabilirea raportulul initial = initlerea
comunicaril

SALUTUL

» Fig amabl, prehuag pacentud din camen holul) de
agteptare sau ridicati-vi cind pacentul intrd Strdnged
MINS Cu pacentul

= Salutat ¢ obgineti numele pacientulul; asgurati-vi ¢
pe parcursul consuitubu Wtilizad numele pacentulul, de
predecingd mai mult decit © datd. “Pronung corect
numele dvs?™

« V3 prezentat: numele 3 functia dumneavoastrk
exphcat sopud intervia

SPATIUL

» Creap 0 atmosferd de sigurants ¢ confort In Incipere.
» Bvtag banere fiice Intre dvs 3 pacient. Dacd st b
mash, pacientul trebuse 1 fie agezat L coitul meses;

» Pistrati o destantd potrivied (30-100cm), stagi drept sau
wgor aplecat spre pacient, evitagi 3 Incrucisati mdinsle.

RUDE SAU INSOTITORI
« In cand prezentel Insogitoriior, membrrilor de familie, Col mai aproape de dvs trebule 5 stea
pacrentul

LUIMBAJUL NONVERBAL

« Democnstrag) inteces, Grijh, respect Pentru packent Ca Persoand.

@ Oches Gvs tretane 33 e L rvedd ochilor pacsentula membnicr de farmibe 3 pacrent Uk
(dach este necesar va agezati)

= Stabiliy ¢ plstragi contactul vizual cu pacentul.

ATINGER!
« In timpud conversaties evitati 53 atinget) pacientul in alte 200e decit mina i antebragud;
atentie 1 parbautantitie ndwduake CultLrale, Care POt nternce atngenie.

APELURILE TELEFONICE
« Evitat) 5 rispundet apeiuriior telefonice In timpu consultulul. Totugl, dach este
necesar 53 rispundet), ceretl sauze pacientulul. Incercad s pregitil pacientul, daca
cunoxstets ¢ vet) f intrerupt.

IDENTIFICAREA MOTIVULUI DE ADRESARE

= Agenda pacentuliut: identificat motvil/motivele adresins sau subectele pe care pacentul

doregte 53 le discute ide ex. "o ati dori 53 dscutim ain™)

» Ascultat) atent expuneciie pacientubs, fird intrerupere; nu Incercat) i drectonad rispunsud

« Folosiy Embagul non-verbal pentry a demonstra pacientulus ¢ Il ascultati




COMMUNICATION SKILLS.
MEASUREMENTS
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How can infections be reduced ?
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ELECTRONIC RECORDS - EVIDENCE of CVC, PVC,
URINARY CATHETERS AND INTUBATION TIME

. High quality
nealth care for
natients

4 . Accurate data

care results
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How can performance culture be built at
departments’ level?
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QUALITY CRITERIA FOR
PATIENT CARE IN HOSPITAL
DEPARTMENT
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MANAGEMENT
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Performance measurement

. Pain management - are obtained through patient surveys

. Hand hygiene - of each department's staff is checked once a month by
an independent trained expert (nurse) for five hours

. Commutation skills - are evaluated through patient surveys

. Staff education - monthly training for each employee is registered

. Near miss and healthcare associated infections - are listed monthly
case In department
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Performance measurement.
PAIN — DATA THROUGH SURVEYS
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Performance measurement. PAIN — RESULTS
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Performance measurement. HAND HYGIENE
COMPLIANCE

100,00%
90,00%
84,30%
80,00% 85% °
’ /7,427
74,70%
70,00% i lanuarie
4 ul Martie
60,00% . Aprilie
50,00%
77,00% 72% 83% 75%
96,80% 96,80% 96,80%
77.60% 68,20% 77.,90% 59.60%
76.00% 71% 77 50%| _ 64.90%| __ 76.90%
70,50% 62,90% 79% 68% 66,60%
72,40% 66,60% 74 20%




PERFORMANCE MEASUREMENT.
Informed employees = Engaged employee
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Cum ati ales servicile spitalulului Medpark?




Professionalism and hospitality




Professionalism and hospitality
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https://drive.google.com/file/d/1FD-uVpau7QjO2vCcnnW7BiGiFLwVqj-K/view

GUGUTA IS WELCOMING YOU TO
MOLDOVA!

LILIJA
ANTONEVICA
VICE MAIN
NURSE
PAULS
STRADINS
CLINICAL
UNIVERSITY
HOSPITAL
RIGA,LATVIA




