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 2004, an MSc Health Management Student
 Planning a hospital performance 

measurement model
 Develop 34 indicators
 Applied to 2 identical Greek hospitals

…..results?  
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 public hospitals = rack bone of the system
 Root of the health system problem: 
◦ National Insurance System
◦ 10million population > 280 public insurance funds
◦ Only country with no opt-out option
◦ Income of Hatzikosta hospital from private insured 

patients over the last 2 years? … 0
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 €5 per out patient visit
 €25 per inpatient never applied
 Cash by uninsured 
 Donations (equipment/material etc)

 No marketing for donations
 Fixed budget ….No motive to increase 

income
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◦ 2013: € 2,17b
◦ 2014: € 1,64b
◦ 2015: € 1,40b (aprox) 
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MOH

Health Regions (7)

Public Hospitals (132)

University Hospitals 
(7)

Specialized 
Hospitals General Hospitals

Health Centers (6)

Peripheral Surgeries (58)

Rural Surgeries (250+)
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 Reform in primary care
 Psychiatric reform
 Rationalization of expenses while keeping 

Quality Stanards
 Meet criteria set by MOU 
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1. Be In line with budget
2. Control Cost Centers, Expenses & Contracts
3. Increase Income 
4. Bring suppliers payment period to 3 months 
5. Guarantee transparency of tenders
6. Apply accounting standards and publish financial statements on time
7. Implement cost accounting
8. Organize supply chain (eg barcodes)
9. Take advantage of European subsidy programes
10. Adjust work schedule on actual payroll budget 
11. Reach 60% of generics use
12. Achieve patient satisfaction 
13. Use patient process protocols
14. Reduce HAI
15. Develop quality improvement actions
16. Implement performance measurement tools 
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 Budget: 
◦ 2014 down by 65% comparing with 2009 

 Personell: 
◦ Minus 10% comparing with previous year (approx -

120 persons!) 
 Demand: 
◦ Unchanged / light increase
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 In between a reform in primary care
 Lack of specific training
 No shadowing period. No induction period
 Unskilled, unmotivated, old staff
 Bureaucracy
 No protocols
 3rd word HRM system 
 Complicated legislative framework
 Bad use of IT
 Lack of autonomy 
 3 different ministers in 14 months! 
 €32 million invoice write offs within the first month!
 €8 million discrepancy on invoices issued
 Reputation of Directors
 Resistance to change
 Handle media pressure
 Brake stereotypes! 
 Local factor 
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 One of the most historical hospitals of Greece
 160 yrs of history. 
 1979 to 1989: Medical School of University of 

Ioannina, the 3rd oldest University of Greece
 350 beds
 14 clinics
 6 health centers
 Psychiatric centers
 Junior Nursing School 
 1200 employees
 400/day in A&E
 7000 outpatients/month
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 Ioannina City: Capital of Epirus Region, administrative 
capital of Northwestern Greece

 City of 150.000 people
 Region of 350.000 people
 Meeting demand of 700.000 people
◦ + periodic demand (summer increase)
◦ + south Albania (350.000 people)

A&E dept operating on a 1/1 basis with University hospital
Competing a University Hospital of 800 beds

2nd largest hospital of the Area covered, out of 13 
4th largest hospital of 6th Region out of 32 

◦ Google Maps
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Board

Executive 
Director

Medical Division

Pathology Sector

Surgery Sector

Psychiatric Sector

Nursing Division

Pathology Sector

Surgery Sector

Labs Sector 

Managerial 
Division

Administrative, 
Managerial, 

Financial Sector

Technical Sector
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 Make maximum use of IT and new media (ERPs, 
LIS, MIS, social media etc)

 Renew medical equipment
 Operate new psychiatric center
 Adjust on the reforms on primary care
 Staffing
 Extroversion 
 Communicate the huge work 
 Motivate staff 
 Maintaining quality of health services
 Find new sources of funding
 Creating a smart hospital
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 Diagnosis
 Setting S.M.A.R.T. targets
 Listen to people
 Involve employees 
 Lead by example! 
 Be as active as possible.
 Publicly speak the hard work done by employees
 Say the truth
 Hard work!
 Burn fat!
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 2014
◦ Hospital ranked in the top 5 medium sized Greek 

Hospitals
◦ Personally ranked in the top 5 hospital directors 
◦ Within budget
◦ Improved the hospitals brand name
◦ Improved quality and volume in specific clinics
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 Esy.net   (national health system net)

 Presentation of esy.net

 Advantages
 Disadvantages
◦ - credibility of data?
◦ - interconnection with ERPs
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 The Cardio problem
◦ Minus 3 doctors
◦ In operation: 
 Clinic
 Intensive Unit
 Cardiovascular operations unit

 Action: ?
 Results: ?  
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 How does an HRM dept of a hospital works?

 List (bullet points)
 How do u think we hire?

 1/5 rule
 2009 applications examined in 2010
 Handling of staff with mental problems?
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 Resistance to chance!
 Lack of skilled educated staff 
 Performance measurement system
 E-hrm software
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 A reform never implemented! 
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◦ € 220K/month for Hospital & Health Centers
◦ Allowance to exceed by 9%
◦ Submitted schedules of €260.000
◦ Health centers: 4 doctors seeing on average 0-10 

incidents… 
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◦ Procurement back in 2006
◦ €1.5 million for an ERP
◦ SLA could not be signed
◦ Expensive LIS to balance
◦ Clinics not connected to admissions
◦ A&E not connected with labs
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 130 hospitals
◦ 8 different main ERPs
◦ Lack of a holistic approach

 Every month a demand of new 
◦ Eg. E-procurement, blood donors registry

 €20m for patient records software
◦ Only 50.000 records to be scannned
◦ Records have to be kept for 20 yrs
◦ No software to connect to existing ERPs

 # IT staff oh hospital???
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 Triage system
 Manually keeping patients record
 If admitted
◦ Data entry to ERP (5 mins)
◦ Data entry to e-admissions platform of the national 

insurance organization

◦ Customer experience? Doing well on medical 
time…but not on administrative. 
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 Cost/year: €240k
 Oligopoly…almost monopoly of suppliers
 Cost of expanding network: €20k
 Cost of lquid oxygene generator:  €80k

 Why not implemented?
◦ 1. time + allocation of budget
◦ 2. resistance to change
◦ 3. …corruption?
◦ 4. legislation? 
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