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ABSTRACT

The chapter discusses, on research-based findings, the particularities of culture in hospitals,
in a cross-cultural perspective with a particular focus on the Polish case. The findings of the
study point to the fact that exterior factors and perceptions have a decisive impact on the pa-
tient evaluation of the hospital experience, so hospitals should dedicate some of their efforts to
improving organizational culture and its perceived effects on patients.

1. INTRODUCTION

The issues, raised first by the European Union,
largely contributed to actions which were
undertaken later and which would result in
improving the quality of health care service
in medical units in Poland. Beside that, the
significant structural changes in the social
and economic systems in Poland have led
to transformation and commercialization
of many aspects of life, including the medi-
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cal service sector. The changes affected not
only structures, but also the patients’ think-
ing mode, their way of seeing a health care
unit and the services it offers. Patients have
become more demanding, they have started
to behave like customers (clients) and expect
the same quality of service as in the case of
consumer goods.

Such a situation is caused by the entry of
medical services into the market of consumer
goods, into the area of competitive medical
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units. This new situation requires a medical
organization to take into consideration pa-
tients’ needs, to listen to them and to improve
the quality of its services.

Specifics of medical service — its pro-
fessional and interpersonal aspects — are
extremely important in health care. Those
specifics concern the highest values, that is:
health and human life. However, concentrating
on providing high quality medical service in
its technical aspect is not sufficient in con-
temporary market environment. Therefore,
in order to obtain patient’s positive opinion
on medical services provided by health care
units, such a unit has to take care of those
factors which pertain directly to its image
as seen by the customer. Those factors are
highly subjective; they include patient’s feel-
ings and experience in previous contacts with
a health care organization, his/her trust and
satisfaction and also the commitment of the
whole organization to the treatment process
and improvement of patient’s physical and
psychological state. Those factors, as peculiar
determinants of medical service, have direct
influence on shaping the image of a health
care unit on the service market. Emphasizing
thisissueis extremely important now because
in everyday medical practice in hospitals, we
encounter depreciation of work and stance
of medical personnel, specifically doctors
and nurses. In the long run, such a situation
leads to the decrease of trust, decrease in
satisfaction, contributes to negative viewing
of a medical unit and leads to deterioration
of quality of medical service and that in turn
gives a health care unit bad image. Further-
more, the managers of health care units,
focused on solving system problems, often
forget that an organization’s success lies in
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its image and how it is perceived, and also
in the quality of services it provides, in the
way it communicates with its patients and its
identity. There is, therefore, aneed for specific
indication and appreciation of medical person-
nel as an important part of the organization,
influencing its image through the quality of
services offered to a patient. Creating and
ensuring the quality of the relations between
a service provider (in this case a hospital) and
apatient; relations based on connections, both
rational and emotional, and also determining
critical areas in an organization, which affect
the way this organization and the quality of
medical services are perceived by a patient,
will allow to create a medical service which
will fulfill patient’s expectations. By the same
token, it will also help to build a solid image
of a health care unit, which will be based
on trust, satisfaction and partnership, with
special emphasis on many levels and areas of
quality in medical service, in relation to the
ongoing process of evaluation and increas-
ing expectations of customers (patients).
The aforementioned premises became the
starting point for a discussion about quality
improvement in medical services in the aspect
of hospital’s image-creation on the service
market. They also inspired work on creating
an eventual model of medical service that
would be aimed at the service’s quality, for the
goal is to effectively build a hospital’s image
that would be based on satisfaction, trust and
good relations with others.

The aim is, therefore, to create a medical
service model and a management model that
would help to create a good image through
improvements in quality of offered medical
services. The general aim can be further de-
scribed in the following specific aims:



33 more pages are available in the full version of this document, which may
be purchased using the "Add to Cart" button on the publisher's webpage:
www.igi-global.com/chapter/dimensions-of-culture-in-hospital-
teamwork/97283

Related Content

Implementation Concerns of Scholar-Practitioners: A Pilot Study of the Link between Research
and Practice

Claretha Hughes, Jai Wang, Wei Zhengand Laird McLean (2012). Advancing Technologies for Asian
Business and Economics: Information Management Developments (pp. 249-264).
www.irma-international.org/chapter/implementation-concerns-scholar-practitioners/63751

Shopper Segmentation Using Multivariate Risk Analysis for Innovative Marketing Strategies

G. Somasekhar, K. Srinivasa Krishna, Ashok Kumar Reddy, T. Kishore Kumarand G. Somasekhar (2021).
International Journal of Asian Business and Information Management (pp. 60-74).
www.irma-international.org/article/shopper-segmentation-using-multivariate-risk-analysis-for-innovative-marketing-
strategies/268873

Australian Businesses in China: Strategies to Overcome the Cultural Gap

Mona Chungand Jane Menzies (2012). Advancing Technologies for Asian Business and Economics:
Information Management Developments (pp. 13-24).
www.irma-international.org/chapter/australian-businesses-china/63733

The Paytm Puzzle: Navigating Regulatory Compliance in India's Digital Revolution

A. B. Mishra (2025). Cultural Sensitivity, Cross-Border Logistics, and E-Commerce in Global Marketing (pp.
337-348).

www.irma-international.org/chapter/the-paytm-puzzle/375845

Assessing Technical Efficiency of Chinese and GCC Cargo Seaports and Its Impact on Supply
Chain Logistics and Free Trade Zones

Abed Alshreef, Aza Azlina Md Kassim, Kazeem Alasinrin Babatundeand Osman Ghanem (2025).
International Journal of Asian Business and Information Management (pp. 1-16).
www.irma-international.org/article/assessing-technical-efficiency-of-chinese-and-gcc-cargo-seaports-and-its-impact-on-

supply-chain-logistics-and-free-trade-zones/391350



http://www.igi-global.com/chapter/dimensions-of-culture-in-hospital-teamwork/97283
http://www.igi-global.com/chapter/dimensions-of-culture-in-hospital-teamwork/97283
http://www.irma-international.org/chapter/implementation-concerns-scholar-practitioners/63751
http://www.irma-international.org/article/shopper-segmentation-using-multivariate-risk-analysis-for-innovative-marketing-strategies/268873
http://www.irma-international.org/article/shopper-segmentation-using-multivariate-risk-analysis-for-innovative-marketing-strategies/268873
http://www.irma-international.org/chapter/australian-businesses-china/63733
http://www.irma-international.org/chapter/the-paytm-puzzle/375845
http://www.irma-international.org/article/assessing-technical-efficiency-of-chinese-and-gcc-cargo-seaports-and-its-impact-on-supply-chain-logistics-and-free-trade-zones/391350
http://www.irma-international.org/article/assessing-technical-efficiency-of-chinese-and-gcc-cargo-seaports-and-its-impact-on-supply-chain-logistics-and-free-trade-zones/391350

