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Chapter  72

Dimensions of Culture in 
Hospital Teamwork

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 patient 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 under-
taken later and which would result in improving 
the quality of health care service in medical units 
in Poland. Besides that, the significant structural 
changes in the social and economic systems in 
Poland have led to transformation and commer-
cialization of many aspects of life, including the 
medical service sector. The changes affected not 
only structures, but also the patients’ thinking 
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 cus-

tomers (clients) and expect the same quality of 
service as in the case of consumer goods.

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

Specifics of medical service – its professional 
and interpersonal aspects – are extremely impor-
tant in health care. Those specifics concern the 
highest values, that is: health and human life. 
However, concentrating on providing high qual-
ity medical service in its technical aspect is not 
sufficient in contemporary market environment. 
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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 feelings and 
experience in previous contacts with a health 
care organization, his/her trust and satisfaction 
and also the commitment of the whole organiza-
tion to the treatment process and improvement 
of patient’s physical and psychological state. 
Those factors, as peculiar determinants of medi-
cal service, have direct influence on shaping the 
image of a health care unit on the service market. 
Emphasizing this issue is 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. Furthermore, the managers of health 
care units, focused on solving system problems, 
often forget that an organization’s success lies 
in 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, a need for specific indica-
tion and appreciation of medical personnel 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 a patient; 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 increasing expectations of customers (pa-
tients). 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 described in the following 
specific aims:

•	 The analysis of the process of shaping and 
evaluation of the definitions of medical 
service quality as perceived by a patient.

•	 Determination of rational and emotion-
al factors which influence the quality of 
medical service and hospital’s image in the 
light of offered medical service.

•	 Creating a model of medical service in a 
health care unit, which would allow the ef-
fective building of hospital’s image.

•	 Determination of differences between a 
medical service provider and a patient’s 
expectation as far as quality in medical ser-
vice is concerned.

2. WELL-BEING ACROSS CULTURES

2.1. The Quality of Medical Service

The quality of medical service is the basis of a 
health care organization aiming at perfection. 
Orienting a hospital’s goals at quality improve-
ment is the basis of its functioning and requires 
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