@)y | Scientific Cooperation Center "'Interactive plus™
VIIK 61
DOI 10.21661/r-530702

C. Paoesa

BHYTPEHHASA OPTAHU3ALIMOHHASA ITOJIMTUKA
I ®POPMUPOBAHUSA KOMMYHUKATUBHbBIX METO/10B
BKVIIOYEHUSA ITEPCOHAJIA B MEJULHUHCKHUE CTPYKTYPbI

AHHOmMauua: cmamuvs NOC8AWEHA PACCMOMPEHUIO BONPOCO8, CEA3AHHBIX C Bbl-
cmpauearuem 3QoexmusHol 0peaHuU3AyUOHHOU NOAUMUKYU 8 MeOUYUHCKOM Yupe-
arcoenuu. Kaoicoas opeanusayus 0ondcna nocmpoums c8or0 cmpameuro ynpaeienus
opeaHusayuel, OCHO8AHHYI0 HA MOM, 4mMobObl peanu3oeams (8 3a8UCUMOCTU OM ee
cghepbl pabomvl) ps0 Memooo8 0 CO30AHUS KAHALO8 CBA3U CO CBOUMU COMPYOHU-
kamu. Opeanuzayusi Kaxcoou oesmenbHOCmuy mpebyem pacnpeoeneHus 3a0ay u pe-
CYPCOB MeAHCOY YUACMHUKAMU U KOOPOUHAYUU UX YCUIULL NYMeM Pearu3ayuu YemKou
cucmemul npasui. Ilocmpoenue xopouieii opeanu3ayUOHHOU KYIbMmypsbl pecyiupyen
omuoweHus 8 opeanuzayuu. OpeanuzayuonHas Kyaismypa — omo guiocoghus, 3ano-
JHCEHHAsl 8 NOAUMUKE OP2AHU3AYUU, 8 NPABUNAX USPbL U NOBEOCHUs, 8 4Y8CMBAX UL
KaumMame, KOMopwvlll CONPo8oicoaem husuueckoe cywecmeosanue camol opeaHu3a-
yuu. Kynemypa pabomwi, omnowienus, omuowieHue K pasiuyHulM KOHMPALEHMam
ungopmupyem u oaem G03MONCHOCIb 0OMEeHA MHEHUAMU, ONbIMOM, NO3UYUAMU,
yoexcoenuamu. Ona packpvieaem cucmemy ybexcoeHul u yeHHocmetl, 0OHAPYHCeH-
HbIX, YCMAHOBNEHHBIX U PA3PAOOMAHHBIX KOJIEKMUBOM, CHOPMUPOBAHHBIMU KOMAH-
oamu, compyOHUKamu OOJbHUYHOU CIPYKIYPbl, ONPeOesIIOUUMU, KAK 8Ce 0enaemcsl
8 NpuHyune, a He KOHKPEMHbIMU OMHOWEHUAMU, CEA3AHHLIMU C peanu3ayuell KOH-
Kpemuou 3a0aqu. IPhekmuenas KOMMYHUKAYUSL C COMPYOHUKAMU MAKH#Ce 0OCMU-
2aemcs nymem opeaHu3ayuu U NOOWPeHUst pe2yiapHuIX 6Cmped Mexcoy pyKosooume-
JIAMU U COMPYOHUKAMU, 8 OMHOUEHUU NPOOIEM, C8A3AHHBIX C PAOOUUM NPOYECCOM,
opeanusayuell 0essmeibHOCHU, d9P2OHOMUKOU HA pabouem mecme U, HAKOHeY, cO30a-

HUs 2¢pexmusnbix Kanaros cesazu u gopm obwenus. Odbwenue — d5mo cpeocmeo
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ynpaeneHus 0751 00CMUdACeHUs yenel U 3a0ay 8 8blCOKOKOHKYPEHMHOU cpede, maKou

KaK 00JIbHUYHAS Me()ulxﬂlHCKCl}Z nomouys.

Knroueevie cnoea: opeanuzayus, obwjenue, cCompyoHuKu, Kyivmypa, cmpame-

cuu, ynpaeienue.
S. Radeva

INTERNAL ORGANIZATIONAL POLICY FOR THE FORMATION
OF COMMUNICATION METHODS INCLUDING STAFF
IN MEDICAL STRUCTURES

Abstract: in this article, the issue of creating an effective organizational policy
in a medical facility is considered. Each organization should build its own strategy
for managing the organization, based on implementing (depending on its field of
work) a number of methods for creating channels of communication with its employ-
ees. Organizing each activity requires allocating tasks and resources among partici-
pants and coordinating their efforts by implementing a clear system of rules. Building
a good organizational culture regulates relationships in the organization. Organiza-
tional culture is a philosophy embedded in the organization’s policies, rules of play
and behavior, and the feelings or climate that accompany the physical existence of
the organization itself. The culture of work, relationships, and attitude to various
contractors inform and enable the exchange of opinions, experiences, positions, and
beliefs. It reveals a system of beliefs and values discovered, established and devel-
oped by the team, formed teams, and employees of the hospital structure that deter-
mine how everything is done in principle, rather than specific relationships related to
the implementation of a specific task. Effective communication with employees is also
achieved by organizing and encouraging regular meetings between managers and
employees, regarding issues related to the workflow, organization of activities, ergo-
nomics in the workplace and, finally, creating effective communication channels and
forms of communication. Communication is a management tool for achieving goals

and objectives in a highly competitive environment, such as hospital care.
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Introduction

The levels at which communication can be structured in a hospital organization
depend on the size and scope of the activity. Amplifiers are targeted at the micro-
level (interpersonal) and macro-level (mass, or between structures) [4]. Each of these
forms of communication covers a different number of people and specific interactions
between them [2]. Micro-level communications have a great impact on people, while
messages at the macro level are not related to people, but to the structure of people —
social networks, organizations, companies, and cultures (external contractors for the
hospital [5]). In interaction with other people, ethics and morals are built, different
types of behavior are manifested, and each participant of the interaction is subject to
certain rules and forms of control related to the workplace and structure [5; 8]. The
ability to communicate correctly should be managed by hospital managers. This is
extremely important for healthcare professionals and users of hospital services (pa-
tients, loved ones, providers, etc.). They should not only be able to understand their
patients correctly, but also explain, for obvious reasons, vital information related to
their health problems [3; 6]. A number of factors can create problems in the relation-
ship between the doctor and the patient, which are associated with the ability to
communicate — negative attitude, strong emotions, environment, etc. [6]. In a short
period of time, when there is communication between doctors and patients, the main
means of establishing partnerships is verbal and non-verbal communication. Com-
munications function in a hierarchy where the lowest levels are influenced and even
predetermined by higher levels [1; 7].

Exposition: for effective communication between patients and medical special-
ists, we need only words. The entire process should be predictable, be able to be
guided, and when changes occur, introduce corrective measures in a timely manner.
The process of managing and forming internal policy and communication requires
decision-making, which, in turn, requires collecting, understanding, analyzing and

synthesizing any information, and then formulating, operationalizing and bringing the
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information processed in the decision to the knowledge of the performers, etc. con-
tinuous active communication with various employees in the hierarchy. In-house
communication in structures and in offices is carried out in the course of work and
professional councils are expected to know and understand the characteristics, fea-
tures and processes of both interpersonal and service communication. One of the
main features of intra-organizational communication is that it combines both types of
communication.

On the one hand, mediated communication is very often used for large organiza-
tions of size, such as hospitals, and the size and nature of users is such that it often
approximates the characteristics of mass communication as much as possible. On the
other hand, in any organization, even in hospitals, interpersonal relationships have
always played a role. Surveyed and a survey among 17 managers at different hierar-
chical levels SMAGALA «Prof. Dr. etc. Stamatov " EOOD, city of Varna for the pe-
riod January-February 2020. Define the objectives of the study: to assess the level of
communication culture studied persons; determine the scope and content of the com-
munication activities of respondents at the level of professional activities; Identify
priority areas with opportunities to improve communication skills by implementing
internal policies to develop communication methods for integrating employees into
the work environment and organizational culture.

Tasks were set to study thinking about creating stable communication channels,
empathy with the tasks set, responsibility and importance of the organizational struc-
ture for these managers.

Important for the organization itself are the people and their competencies,
which can be used to evaluate the head of the structure or medical institution. For
94,12% of respondents who have a certain set of knowledge and skills that, along
with organizational and personal values, attitudes and behavior, allow them to

achieve optimal results (Fig. 1).
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Fig. 1. Factors of modern organizational behavior
Only 58,82% think they can handle information and communication methods,
and 41,17% think they manage their teams well. An interesting self-assessment that
they make for their management, and only 11,76% are rated with distinction (accord-

ing to the six-point system, Table 1.)

Table 1
Self-assessment of managers for their management
estimation quantity %
6 (excellent) 2 11,76%
5 (very good) 5 29,41%
4 (good) 7 41,19%
3 (average) 2 11,76%
2 (weak) 1 5,88%

The internal policy of each head of the medical structure should include real co-
ordination of the overall communication process in the hospital; planning and imple-
mentation of the design and actual communication within the organization and out-
side it; communication training of employees at all levels in the institution, imple-
mentation using specialized software or various forms of business correspondence
and business communication. You need to implement strategic thinking requires that

managers participate in the implementation of the sector strategy and structure as a
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whole; to be part of an organization, participating in the decision-making process; to
be part of the management team, working towards a higher market share in a highly
competitive environment. In order to build this and become a model of behavior, it is
necessary to use, in accordance with the activity of economic and marketing analysis
models (PEST, SWOT, product marketing, consumer opinion research, and much
more analysis). Knowing and handling SWOT analysis reveals internal conditions:
strengths and weaknesses, and external ones: opportunities and threats that need to be
carefully identified, analyzed, and factor-based strategies to improve communication,
improve performance, apply methods to attract users, and achieve good economic
well-being.

All managers at different levels will be able to understand how internal factors
in the work of the hospital and its structures are of equal importance with external
factors in the formation of the organizational structure and culture (Fig. 2). In this
way, possible risks are identified and ways to address and eliminate future problems
or negative impacts without spending time studying the problems, the causes that led

to them, and possible consequences.
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Fig. 2. The factors relevant to the formation of the policy
of inter-organizational relationships

The study showed that elements of organizational culture cannot handle 76,47%
of operational managers of structures, such as the propensity to change; commitment;
indicators and values; rituals that stimulate the value system; care for people; rewards
and punishments; openness, communication, control; conflict resolution; market and
consumer orientation; enthusiasm, pride, solidarity; dedication to organizational
goals; collectivism. For half a dozen of them, the fear of change, innovation, or com-
paction of the work process indicates that this is accompanied by resistance, with the
avoidance of decisions by the Manager and challenging the tasks set. This requires an
authoritarian form of management that establishes a stable hierarchical system, stable
communication channels, and good feedback. In order to comply with the organiza-
tional structure, it is necessary that communication between the individual levels be
conducted only by competent and qualified employees directly related to the activi-
ties of the individual divisions, while orders are made exclusively and unambiguously
from the positions assigned in accordance with the regulations.

Problems of concomitant communication in hospital structures are defined in the
Table 2.

Table 2
Certain problem
Problems associated with o The problems associated with the o
communication 0 workplace 0
Deleting tasks in an available language | 29,41% Load in the workplace 58,82%
Interpersonal conflict 41,17% | Organization of the working process | 23,52%
Communication breakdown health 17,65% Lack of protection in emerging 17,66%
care specialist-patient conflicts
Active listening and understanding 11,77%

Adequate motivation of staff is also at the heart of any quality program of a
medical institution, since it gives people the opportunity and incentive from the base
of the hierarchical pyramid to cooperate and be sensitive in improving the quality of
medical services. One of the conditions for participation at all levels of the hierar-

chical structure of the health organization in order to achieve better quality as a
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common goal is to provide financial motivation to staff. The environment and scope
of the treatment structure require managers, since they determine 88,23% of the abil-
ity to independently determine the form and content of communication, so that they
can adequately answer questions related to pay, labor discipline, employee develop-
ment opportunities within the team and structure, the implementation of tasks, im-
proving the quality of service and increasing satisfaction, to social acquisitions, im-
proving the image of the hospital, and many others.

While part of the issues are handled by the human resources Department, the
other part is the task of hospital managers or internal communications, while the most
Important hospital and economic tasks are often communicated to employees person-
ally by the first head of the organization (or, nevertheless, often by his authoritative
qualified Deputy). It is necessary to constantly conduct training in the development of
competencies, forms of communication of employees and their managers, while the
acquired skills are evaluated, use the acquired knowledge in managing structures of
different directions, communicate successfully, use various sources of information
and work independently with them. This gives grounds to argue that it is necessary to
create a specific educational competent model, as well as a policy of forming a stable
internal organizational culture and communication.

Each of the operational and tactical level managers must be a specialist Manager
and must know the basic guiding principles of management and economic theory and
practice, strategic planning, personnel management, organizational theories, econom-
ic macro- and micro-theory, finance, accounting, the basics of law, computer science,
business communications, and public relations.

Having a planned communication policy is not enough in itself. This should be
implemented first of all, and it should be timely (rather high-speed) and move pur-
posefully and continuously, so that it reaches the minds of employees at any time and
leads to increased motivation and feedback. Feedback, in turn, should contain ideas
and suggestions from employees themselves aimed at achieving the organization's
goals. In 94,11%, it is absent or modified in form and content. Respondents want to

have an unambiguous system for reducing the set operational tasks (76,47%) — one
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Manager consolidated and received information about the set tasks, task specification
and hierarchical distribution of management communication (88,23%), clear and cor-
rect feedback (100%). At least once a month, the head of the medical institution must
inform all his subordinates about the state of the medical institution, about the oppor-
tunities and threats of the internal and external environment-personally, not through
intermediaries, or only orders are reduced to them. It is also important to have a regu-
lated time frequency and form of discussions and questions from employees to show
commitment to them and their problems that accompany the workflow.

The development of internal organizational policies and communication meth-
ods for staff inclusion should include:

1. Defining employee beliefs and values (how people think about themselves,
others, and the world in general affects their behavior). If knowledge and / or a set of
skills are clearly defined and presented as socially relevant and useful, the likelihood
that they will be mastered will increase.

2. Defining the organization's goals and forms of motivation for implementing
the corporate culture and personnel management policy.

3. Defining expectations, claims, and emotions. It is necessary to identify and be
guided by unfounded expectations and claims, as well as emotional barriers (fear of
mistakes, embarrassment, etc.) that prevent the acquisition and improvement of a
number of competencies. It is necessary to take into account personality traits-it is
necessary to identify their strengths to employees, help them self-knowledge and take
responsibility, which will give them the opportunity to adapt more successfully and
realize themselves fully in the working environment.

4. Determine the intellectual capacity of managers and employees, because each
person has certain abilities to perceive, master, and therefore apply knowledge and
skills in a specific subject area. Thus, the best communication strategies will be im-
plemented, and successful communication channels will be formed.

5. Develop staff skills from a certain preset skill level in various fields to update

their knowledge, skills and constantly improve the skills of employees.
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6. Evaluate the experience gained fairly. Knowledge, skill, and experi-
ence/execution are in complex, dynamic relationships with each other, since no one
can pinpoint exactly what it is based on and builds on.

Recommendations:

1. To be able to build a stable internal organizational policy for the formation of
organizational culture and clearly defined communication channels, it is necessary to
implement them in the form of beliefs, patterns of thinking and behavior, organiza-
tional stories, etc. It is mastered through the ability to create symbols.

2. To create a stable and unified organizational culture, it is important that em-
ployees and managers have a value-based attitude to important things, not only for
their activities, but also for the employees themselves. This is the result of the efforts
of all employees and managers (today) and all in the hierarchy. It is necessary to de-
termine the activities and directly responsible persons for their implementation. Each
of the employees must comply with their obligations and, if necessary, support the
activities of other structures in accordance with their job description. It is important
to provide specific feedback to a qualified Manager responsible for employees in or-
der to complete the tasks.

3. In order to have a thriving, given healing structure, it is necessary to give em-
ployees the time and opportunity to offer and implement, which will improve the
workflow, the motivation to work, with which they will feel sympathy for the struc-
ture itself. Thus, they will sympathize with the development of the organization
mainly in the long term, because the management directs and determines sustainable
labor orientations of people in the organization; it regulates relations through a sys-
tem of written and unwritten laws, norms, and rules.

4. Employees should feel protected and have the opportunity to build trust in
their direct managers, observing the hierarchy of established communication channels
that control the processes of activity in the medical structure for the daily activities of
employees and managers, working units, and management bodies.

5. It is necessary that, if necessary, clear recommendations should be adopted to

change the organizational culture (when changing the normative norm; to gain new
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market positions; to provide new services, etc.) for development by attaching certain
values, rules,and criteria.
Conclusion

It is of paramount importance for the hospital as an organization to realize the
huge role of proper internal communications, as a result of which the benefits will be
directed to the effectiveness of management and results of the organization. The con-
struction of the system and the rules of internal communication is important not only
for hospitals but also for employees. They allow individual hospital departments to be
more efficient and be an integral part of employee interaction. Internal communica-
tions are a tool that can best manage the staff in the ward and the healing structure as
a whole. Thus, employees can be motivated, despite the objective inability to some-
times get what they want (pay, promotion, ergonomic work environment, stress re-
duction, and more). Using internal communication methods, negative responses can
sometimes be used and transformed into an engine for the development and profes-
sional improvement of employees, to improve performance, and to achieve good eco-
nomic performance. The adoption of a standard for effective communication in the
healing structure will allow management to make the necessary changes in activities,
in the organization, in the structure in a timely manner and will be able to regulate not
only employees, input processes, activities and output, but also can assume a clear
vision of achieving the image. The standard for effective communication should seek
clear results from the application management functions of responsible employees,
especially line management. In this way, the opinions of employees and their prob-
lems will be monitored, and reliable information will be passed to top managers.

Peters, Waterman, Jr., determined that a company's culture is a visible and vi-

brant value system of an organization that collectively programs consciousness.
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