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Learning Objectives
1. Describe the importance of selecting patient care services 

which are consistent with community needs and the hospital’s 
or clinic’s mission.

2. Describe how the institution communicates its services to the 
community.

3. Describe methods of fostering collaborative referral 
relationships with area institutions. 
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The importance of selecting patient care 
services which are consistent with 
community needs and the hospital’s or 
clinic’s mission.
»How do we usually select our services to provide ? 

~Our technical background / Expertise / Skills / Abilities / 
Resources available / health regulations  

»But it is also necessary to add or even more to start by 

~The purpose of your organization / The Needs of the 
community, while taking into account the local culture and 
people’s expectations from an organization like yours

START WITH A WHY



GLOBAL HEALTHCARE CONFERENCE

Organizations should identify goals that :
»Are consistent with their mission

»Have the purpose of furthering the attainment of the vision, 
making it become a reality
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Why to Start whith a Why? 
» To adopt a meaningful purpose (vision) for the institution / 
Understanding the Purpose revolution 

~Adopt and Publicize Clear Statements 
~ Mission statement needs to describe the organization’s purpose, should not be 

vague, and should motivate its people
~ Why a vision statement needs to be inspiring, clear, concise, and reflect a desired 

future state attainable within a reasonable amount of time
~ Adopt a so called “Mantra (slogan)” that captures your driving forces
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Why to Start whith a Why? 
»For effectively and durably motivate your staff 

~More and more people are looking for jobs that are not only a 
paying job but also a fulfilling job 

~What does that worth?

~In times of crisis it is more likely to rally your staff around a 
cause and for them to be willing to make sacrifices – if need be 
- for that cause 
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Why to Start whith a Why? 
» To foster community appropriation of the services rendered

»To facilitate fundraising efforts 

»To achieve the mandate of an Adventist Hospital to continue 
the vision of compassion of Jesus-Christ
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HOW AN INSTITUTION COMMUNICATES 
ITS SERVICES
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Communication system
»A communication system involves

~ people, 

~the messages they wish to convey, 

~the technologies that mediate conversations, 

~and the organisational structures that define and constrain the 
conversations that are allowed to occur 
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Complexities of communication in 
healthcare systems
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»The sheer scale and complexity of these interactions within 
the healthcare system puts a heavy burden on the process 
of communication, and miscommunication can have terrible 
consequences. 

»“Communication failures are a large contributor to adverse 
clinical events and outcomes. In a retrospective review of 
14,000 in-hospital deaths, communication errors were found 
to be the lead cause, twice as frequent as errors due to 
inadequate clinical skill”. 
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How the Institution communicates its 
services 
»Standard ways include:

~Notice boards 

~Signage around the facility stating clearly the service provided 
and direction to service points

~Branding
• uniforms for service cadre eg nurses, porters etc; vehicles

~Name tags (may or may not have designation depending on 
strategic direction)
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How the institution communicates its 
services cont..
»Specialized or targeted include:

~Media use: Print ; Radio/TV ; Social

~Public gatherings

~Focus groups

~Established local systems eg. Governance structures

~Word of mouth from service recipients
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FOSTERING COLLABORATIVE 
REFERRAL RELATIONSHIPS 
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Collaborative Care models
»Much research done in mental health followed by other 
chronic conditions.  Comparative analysis show better 
outcomes in collaborative care

»Chronic conditions especially demand some collaborative 
care leading to collaborative referrals

»DOCC – Doctor office collaborative care

»EUC – Enhanced Usual Care
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Challenges to CCM & CC referrals
»Financing or funds issues

»Levels of qualification of referrals centers

»Patient comprehensive assessment issues

~From referring center

»Through put time through the care system

~Waiting lists & patient care implication

~Long term stay in referral center
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Challenges cont..
»Country health system organization and regulation

»Self management support – patient empowerment systems

»Decision support – when to refer? Who decides?

»Clinical information systems – How much of what data to 
pass on. (note previous communication slides)

»Community resources
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Keys for fostering collaboration4

»Don’t collaborate just to collaborate,

»Create the “structure” for collaboration

»Demonstrate vulnerability

»Model collaboration

»Appreciate others and show that you value ideas

» Actively seek input and criticism

»Think about and train on specific collaboration skills
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Sustainable collaborative referral 
relationships
»Do your honest part & choose relations wisely

»Be principled (remember your strategy) and respect the 
principles of other institutions

»Create a platform for reflection and reviews to strengthen 
institutional relationships

»Own up when and where you fall sort and actively redress

»Patient and other service recipients must come first



GLOBAL HEALTHCARE CONFERENCE

References
»Dr John IZZO, Dr Jeff Vanderwielen; “The Purpose Revolution” book – March 2018: 

https://drjohnizzo.com/the-purpose-revolution-book/the-purpose-revolution-download

»American Psychological Association, Center for organizational excellence: “Creating a 
psychologically healthy workplace”.  
https://www.apaexcellence.org/resources/creatingahealthyworkplace/

»Havard Business Review. “Launching unlimited vacation policy” by Aron Ain November-

December 2017, page 37. 

»Simon Sinek “START WITH WHY - how Great leaders inspire everyone to take action” 
First published in 2009 by Portfolio, a member of Penguin Group (USA)

»Start whith a why for downloading purpose : http://www.kimhartman.se/wp-
content/uploads/2012/07/Start-with-why-by-Simon-Sinek.pdf

https://drjohnizzo.com/the-purpose-revolution-book/the-purpose-revolution-download
https://www.apaexcellence.org/resources/creatingahealthyworkplace/
http://www.kimhartman.se/wp-content/uploads/2012/07/Start-with-why-by-Simon-Sinek.pdf


GLOBAL HEALTHCARE CONFERENCE

References
»Victoria J. Barr et al., “The Expanded Chronic Care Model: An Integration of Concepts and 

Strategies from Population Health Promotion and the Chronic Care Model,” Healthcare 
Quarterly, November 15, 2003, http://www.longwoods.com/content/16763.

»Center for Substance Abuse Treatment, Chapter 5—Effective Referrals and Collaborations
(Substance Abuse and Mental Health Services Administration (US), 2000), 
https://www.ncbi.nlm.nih.gov/books/NBK64299/

»Vicky Campbell-Hall et al., “Collaboration Between Traditional Practitioners and Primary 
Health Care Staff in South Africa: Developing a Workable Partnership for Community 
Mental Health Services,” Transcultural Psychiatry 47, no. 4 (September 1, 2010): 610–28, 
https://doi.org/10.1177/1363461510383459.

». Bryan Warren, “Seven Keys to Fostering Collaboration in Healthcare,” accessed 
September 11, 2018, http://www.selectinternational.com/healthcare-hiring-blog/seven-keys-
to-fostering-collaboration-in-healthcare/.

http://www.longwoods.com/content/16763
https://www.ncbi.nlm.nih.gov/books/NBK64299/
https://doi.org/10.1177/1363461510383459
http://www.selectinternational.com/healthcare-hiring-blog/seven-keys-to-fostering-collaboration-in-healthcare/


GLOBAL HEALTHCARE CONFERENCE

References
»James Pfeiffer, “International NGOs and Primary Health Care in Mozambique: The Need 

for a New Model of Collaboration,” Social Science & Medicine 56, no. 4 (February 1, 2003): 
725–38, https://doi.org/10.1016/S0277-9536(02)00068-0.

»Charlotte Hanlon, Dawit Wondimagegn, and Atalay Alem, “Lessons Learned in Developing 
Community Mental Health Care in Africa,” World Psychiatry 9, no. 3 (October 1, 2010): 
185–89, https://doi.org/10.1002/j.2051-5545.2010.tb00308.x.

»Coiera E. When Conversation is better than Computation. J Am Med Inform 
Assoc. 2000;7:277–86. [PMC free article] [PubMed]

»Coiera E. Communication Systems in Healthcare. Clin Biochem Rev. 2006 May; 27(2): 89–
98.

https://doi.org/10.1016/S0277-9536(02)00068-0
https://doi.org/10.1002/j.2051-5545.2010.tb00308.x
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC61430/
https://www.ncbi.nlm.nih.gov/pubmed/10833164


Questions


