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Hizmet-i¢i Egitim Ihtiyaclarinin Belirlenmesi:
Hastane Personeli Uzerine Bir Vaka Analizi

Ulvi Cenap Topgu!®®  Umut Eroglu®*
Ozet

Bu calisma bir doniisiim siirecinde olan Canakkale Onsekiz Mart Saglik, Uygulama ve
Arastirma Hastanesi’'nde gerceklestirilen hizmet-i¢i egitim ihtiyaglarini belirleme ve baslatma
stirecini icermektedir. Calisma gergeklestirildigi esnada personel ve siirecler yeni insa edilen
binaya tasinmaya hazirlanmakta ve hastane yonetimi bdylece siireclerin gelistirilmesi ve
yenilenmesi i¢in bir firsat dogdugunu diisiinmiistiir. Insan kaynagmin dogru yonetimi bu
yenileme ve biliylime siireci i¢inde 6nemini daha da artirmistir. Nitekim gelismekte olan
hastanede hem gelisimden kaynaklanan hem de olagan sikintilar tespit edilmistir. En acil
sorunlar1 tespit etmek amaciyla hastane paydaslariyla iki odak goriisme gerceklestirilmistir. Bu
goriismelerde orgiit ici iligkiler, problem ¢dzme teknikleri ile ilgili sorunlar, tibbi sekreterlerle
ilgili egitim eksikleri ve siireclerin netlestirilmesine ihtiya¢c oldugu belirlenmistir. Daha
dogrudan gozlemleyebilmek amaciyla cesitli boliimler “gizli miisteriler” tarafindan ziyaret
edilmistir. Bu c¢alismanin sonuclar1 yonlendirme, isaret ve bilgi notlarinin hasta ve hasta
yakinlar1 i¢in karmasayi artirdigi; boylelikle is yiikiiniin artmasina ve siireclerin ¢alisanlar i¢in
bile daha karmasik hale gelmesine neden oldugu sonucuna varilmistir. Bu c¢alismada,
gozlemlenen tuhaf sahnelere iliskin fotograflar ¢ekilerek notlar tutulmus, bunlar sonrasinda
toplamda biitiin tibbi sekreterler ve diger yardimei personelin katilim gdsterdigi dort oturumda
tartisilmistir. Bu tartismalar randevu sisteminin isleyisi ile ilgili daha uygun yonlendirmeler
yapilmasina, ¢alisanlarin hasta haklar1 konusunda egitilmesine gérev ve dinlenme siirelerine
iliskin stireglerin berraklastirilmasina ihtiya¢ oldugunu ortaya koymustur. Ayrica 6zellikle
problem ¢6zme teknikleri acisindan hasta ve hasta yakinlari ile iletisim konusu iizerinde
durulmasi gereken bir sorun olarak aciga ¢ikarilmistir. En sonunda bulgular yonetimle
paylasilarak bir hizmet-i¢i egitim plan1 dnerilmistir.

Anahtar Kelimeler: Hizmet-i¢i egitim, Hastane personeli, Tibbi sekreter.
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Determining in-Service Training Needs:
A Case Study Analysis on Hospital Staff

Abstract

This study represents the effort on determining and beginning of in-service training needs at a
transforming university hospital, Canakkale Onsekiz Mart University Medicine, Research and
Practice Hospital. The study was performed when the staff and operations were getting ready
to move to a new building, while the management had the chance to improve and renew its
processes. During this renovation and fast expansion of the hospital, importance of management
of human resources became even more important. The developing hospital was subject to both
ordinary problems and problems of development. To identify most immediate problems at the
hospital, two focus group discussions were conducted with different stakeholders. Organization
of relationships, absence of problem-solving practices, absence of enough training for medical
secretariats and requirements of process clarifying were noted during meetings. For a direct
observation, several departments were visited by “mysterious shoppers” in same day. This
revealed the fact that guidance, signs and informative notes were practically puzzling for
patients, which automatically expand workload, and processes seemed confusing even for the
staff. Pictures of peculiar scenes were taken and these pictures and noted issues were then
discussed in four bigger sessions in which all medical secretaries and clerks in the hospital
attended. These discussions revealed the need of better guidance for patients concerning
appointments, training of the staff on patient rights and better clarification of duties and resting
times. Also effective communication with patients, especially in respect of problem solving,
was found to be a common problem to be handled. The findings were shared with the
management and an in-service training plan was offered at the end.

Keywords: In-service training, Hospital staff, medical secretaries.
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