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ABSTRACT

This research paper aims to expand the knowledge regarding the issue of the influence of human
resource management on patient satisfaction, considered a priority for safety and quality of life.
The present study structures, synthesizes and analyzes relevant information from the literature in
the field of human resources management in the health sector, as well as possible correlations
between it and patient satisfaction. The approach is multilevel: studying the particularities of the
health system, especially in Romania, identifying alternative solutions to amplify the role of human
resources management in order to improve patient satisfaction and thus the quality of health
services. It study aims to contribute to the development of literature on this topic and, in conclusion,
highlights how human resource management can capitalize on its potential influence on the quality
of health services.
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1. INTRODUCTION

Quiality services and customer satisfaction have become increasingly important phrases nowadays,
and management has developed so that it can meet these requirements they incur. However,
important shortcomings regarding customer satisfaction are still present and one of the branches of
management that can help fill the gaps is human resources management.

The presence of human resources management in the life of organizations is necessary for the
development of effective strategies that lead to achieving the objectives of organizations by
preparing, retaining and capitalizing on human potential. Human resource management is also
present in all national systems of society, and one of the most important systems whose operation is
based on human capital is the health system.

Therefore, to function, health systems need staff, financial resources, information, technology but
also general guidance and regulations so that they can provide services appropriate to the needs of
patients.

The importance of the health system is well known in society and all states admit that to improve
the health of the world’s population, political regulations are needed to support health systems to
strengthen them and make them effective and able to cope with prevention. and the fight against
various diseases and to be able to offer quality medical services regardless of the type or age of the
population and regardless of the area in which they live (Cooke and Bartram, 2015).

The current health care crisis caused by the COVID 19 pandemic, which has affected almost every
country in the world regardless of the area, has highlighted the shortcomings and limitations of the
health care system around the world.
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The purpose of this article is to investigate the likely influence of human resource management on
patient satisfaction and to identify new methods related to this field that can improve the quality of
health services.

In accordance with the proposed purpose, the article is structured in two major chapters: the first
chapter is dedicated to the presentation and explanation of the basic concepts used in the study,
according to the literature. The second chapter resumes the basic idea of the study, that of the
probable influence of human resources management on patient satisfaction by presenting the
position of the Romanian health system at the EU level, following that in the second part of the
chapter to establish a series of priorities for human resource management that could help to improve
patient satisfaction.

2. CONCEPTUAL CLARIFICATIONS NECESSARY FOR THE STUDY

70 years ago, the first health system based on the Bismarck insurance model was created, a few
years later the right to health was included in the Universal Declaration of Human Rights (1948)
highlighting the fact that everyone has the right to a level adequate living, health and well-being for
himself and his family. As health is the most valuable of each of us, the features of the health
system have been some of the most important and controversial reasons to study.

That is why it is important to understand what a health system consists of, what is the interaction
between management and the health system and what is the impact of human resource management
on the health system. So when we talk about the health system we do not only refer to medicine,
diagnosis and treatment of patients but also to management, communication, administration, and
among the branches of management that has a strong impact on the quality of medical services is
human resources management, the process following which employees achieve the desired level of
satisfaction, and the organizations to which they belong achieve their goals by harmonizing four
elements: environment, organization, position and employee (Deaconu et al., 2004), because the
main resource is human capital, the individual, the productive potential of his knowledge,
behaviors, experience and intelligence (Brindusoiu, 2012), in our case, the specialist.

An overview requires mentioning the features of human resources management. Human resources
management is strongly influenced by value systems, social devices, labor legislation, or the
structure of the organization (Radu et al., 2003). Among the influencing factors of human resources
management, we would like to mention employee competence, employee satisfaction, employee
performance, organizational climate, etc.

From previous research, we found that there is a close link between customer satisfaction and the
influencing factors of human resources management such as employee job satisfaction, employee
performance, employee attitude. Through studies conducted in education systems with data
collected from 298 schools in the USA, a direct correlation was observed between the satisfaction
of beneficiaries and organizational performance, through the performance of the organization
understanding a factor under the influence of human resources management (Ostroff, 1992).

From another study based on investigations in 351 small companies belonging to the same market
segment, we find that the results highlighted the significant indirect effects that human resource
management has on customer satisfaction and identified a social context model as an impact of
human resources management practices on organizational objectives (Rogg et al., 2001).

The influence of human resources management on customer satisfaction was also studied in the
hotel and restaurant sector, the result of the study being focused on the impact that human resources
practices have on customer satisfaction, through a positive influence of the work environment,
positive emotions resulting from work experience (Charles-Pauvres, 2020).

Another interesting research on human resource management was conducted at Cornell University’s
Center, which highlighted the link between satisfaction and human resource management. The
features based on which this analysis was performed being based on the facial expression of the

858



PROCEEDINGS OF THE 14th INTERNATIONAL MANAGEMENT CONFERENCE
“Managing Sustainable Organizations”
5th— 6th November, 2020, BUCHAREST, ROMANIA

employees, the choice of words, the ethical nuances that the staff uses can create a good impression
on the clients. So the conclusion was that the human success strategy used to obtain customer
satisfaction depends on attention to detail (Kiger, 2002).

Another recent study of a Taiwanese company with more than 28,000 employees revealed the
crucial capability that human resource management has for improving the organization’s
performance by achieving customer satisfaction (Chuang et al., 2015). The study aimed to propose
an integrated model that highlights the causal variables of human resource capacity and customer
satisfaction. The model is based on the results obtained from the study based on the distribution of
400 questionnaires sent by e-mail to the employees of the analyzed company; the response rate was
85.25%. The model thus obtained was materialized by the diagram illustrated in the figure below
which highlights the direct link between the capacity of human resources management and the
organization’s objectives, customer satisfaction, the efficiency of the organization, all these three
factors being generators of service quality.

Organization’s

objectives \

HR Customer Service quality

_H
Management > satisfaction

\ Organization’s /

efficacy

Figure 1. Research model
Source: adapted from Chuang et al. (2015, p.5)

In order to understand the concept of quality, we retain all the characteristics of a good or service
through which it responds to the customer’s need given its destination and the customer’s intention
to use it. Quality is considered to have several elements: staff quality, performance, practical
application of management and human resources policies. To ensure a high quality, human
resources management ensures a high quality of recruitment, training of human resources
evaluation and setting of objectives (Torrington, 2003).

We also know quality cannot be achieved without competent human resources. Implementing a
quality management system without having well-trained employees is useless, but by practicing a
strategy in the field of human resources management to ensure quality human resources then we can
get the expected result (Rusu & Voicu, 2001). In this context, quality management was very
successful through its implementation in organizations, from a specialized study conducted in
production factory we find a direct link between human resource management and quality: a quality
management model was created based on human resources, on control processes, on the
connections with the clients and the result of these tests highlighted the existence of some direct,
prominent influences on the clients’ satisfaction as well as on the conformity of the quality (Forza
& Filippini, 1998).

Customer satisfaction was explained based on two philosophical perspectives: through marketing
and total quality management. Marketing refers to a company that serves its employees while its
internal services focus on employees who help each other (Marshall et al., 1998). Mohrw-Jackson
(1991) later argued in his studies that in fact internal marketing and internal services are
complementary with a common goal that is to improve the level of employee satisfaction. He
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investigated how human resource management can develop and maintain a customer-oriented
employee attitude.

Another study by David E. Bowen (1996) showed how human resource management can
simultaneously influence internal and external factors, customer satisfaction. The study was based
on the characteristic factors of human resources management such as employee motivation and
performance of employees able to provide quality services.

Because we are talking about motivating employees, Mihaela Dogaru and Valentina Zaharia (2016)
reminded that in order to ensure the motivation of the staff, it is required first of all to act on the
satisfaction of the primary needs. Motivation must start by solving the factors of dissatisfaction:
salary and working conditions.

From the research done by Narcis Copca (2020) we find that both the motivation and satisfaction of
specialists in the hospital system are factors that must be regularly monitored and evaluated, finding
out the opinion and proposals of employees regarding working conditions, the problems they face in
the job, to the shortcomings encountered, to the internal but also external changes that impacted the
development of the activity, as well as any other external or internal changes that influence the
activity of the hospitals, influence the level of professional satisfaction of the specialists. If all these
aspects are followed to have a positive impact on the medical staff, then it also spreads on the
quality of the services they provide for their patients. This information collected from the staff,
corroborated with studies on patients’ opinions on medical services are vital for the motivation and
professional satisfaction of medical staff and are supported by ensuring a very good medical
endowment, good working conditions, safety and comfort, medical staff, sustained health,
continuous professional development, modern leadership style, participatory, flexible, valorizing,
collaboration, understanding, respect, participation in projects.

The correlation between service quality and customer satisfaction was also studied and
demonstrated through the study of Chuang et al. (2015), who explains how employees who have a
positive attitude are inclined to show altruistic behaviors, support and attention to the customer. In
opposition to this study, another feature is highlighted by Jerry D. Rogers’s study (1994) shows that
unhappy, dissatisfied employees are unable to deliver excellent quality services to achieve customer
satisfaction.

The purpose of this study is to identify ways in which human resource management could improve
patient satisfaction, which is why we sought the results of specialized studies conducted in health
systems.

Patient satisfaction is one of the main goals of health systems, thus its importance has increased
over time, while the system has to deal with increasingly demanding demands such as lack of
specialized personnel, lack of equipment, etc. Therefore, a recent study aimed to analyze how
human resource management can help reduce shortages of hospital staff and how it can influence
increased patient satisfaction (Wild et al., 2017). Another analysis was to establish the extent to
which human resource management decisions to fill short-term vacancies through temporary
staffing may affect patient satisfaction. The study was based on questionnaires sent to 732 hospitals
in Germany, comprising 436,848 patient satisfaction assessments. The result was that human
resource management reduces the rate of specialized staff shortages in the medical field while
demonstrating the direct link between the lack of specialists and patient satisfaction. Also, the use
of temporary employees decreases patient satisfaction (Charles-Pauvers, 2020).
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SHRM Staff Shortage Problems

Patient Satisfaction

Temporary Staffing

Note. SHRM = Strategic Human Resource Management.

Figure 2. Theoretical model for improving patient satisfaction
Source: adapted from Wild et al. (2017, p.58)

Another study conducted in the hospital system (Ott, 2005), on a sample of 3,542 patients and
12,193 employees, highlighted the correlation between human resource management and patient
satisfaction based on the characteristic features of human resource management such as employee
satisfaction at work, on the employees’ performances but the most important being the staff’s
training.

The World Health Organization (2016) has tried through various projects to support the importance
of good human resource management and implicitly the importance of specialists in hospital
systems. Health systems cannot function without medical staff, and the improvement of health
provided by health systems and the realization of patients’ right to a good level of health depends
largely on the availability and quality of medical staff (World Health Organization, 2016). The
importance of human resources in hospital systems was even discussed at the United Nations
General Assembly, the goal being to increase the recruitment of medical specialists, improve them,
train them, and, very importantly, keeping them from leaving developing countries, especially in
underdeveloped countries, this being a goal of sustainable development for the 2016-2030 period.
Given the brain drain phenomenon that strongly impacts the hospital sector by migrating staff to
other foreign countries, we can say that motivating staff through good human resource management
and successful management of health organizations is already a vital necessity for many countries,
and the individual/ hospital staff is the most valuable resource of the system.

3. ANALYSIS OF THE INFLUENCE OF HUMAN RESOURCES MANAGEMENT ON
PATIENT SATISFACTION

3.1 Presentation of the Romanian health system

About health services we can say that they have special features, they cannot be tested before the
patient benefits from the medical service, they address a wide and complex range of clients whose
needs and demands can vary greatly, are influenced by financial resources, technology as well as
medical science. The importance of health services is also high due to the importance of the quality
of services in all its dimensions, so we can look at quality as a universal standard when compared to
the real conditions of the services we want to benefit from. Safety, patient interest, effectiveness,
punctuality and team are components of the quality of the health service (Hasegawa &
Karandagoda, 2013).

So when we talk about the quality of medical service we think about both the accuracy of the
diagnosis and treatment, and about the human factors of health care, namely the social relationship
between the patient and the medical specialist. It also refers to the waiting time of the patient and
the continuity of medical care.

In order to connect to the current context of the Romanian health system and to understand its
evolution, 1 will make a brief review of its significant transformations.
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Romania has undergone over time numerous health system reforms since 1989, marked by major
changes in the entire system, the 2002 reform when exceptions to the payment of contributions to
the health insurance budget were introduced, the 2006 reform which wanted to increase financial
control and develop managerial capacity, the controversial 2012 project that involved the
reorganization of hospitals and the development of a quality management system for health
services.

The establishment of a legal framework for outlining responsibilities such as planning, organizing,
coordinating and monitoring hospital activities was necessary to improve the quality of hospital
services and patient safety.

Another transformation refers to the remuneration of medical staff which increased on average in
2018 by 27% compared to the previous year and 2.2 times compared to 5 years ago. This
transformation is an important goal for human resource management because one of the influencing
factors of human resource management is employee motivation, and, in turn, employee motivation
is influenced by the level of staff remuneration. Therefore, given the legislative context, the
financial motivation of the staff within the hospital system has reached a level comparable to that of
comparable countries in the EU, also representing an alternative in terms of retention of medical
specialists. The number of doctors who left the country in 2018 is 2,312 compared to 2,795 in the
previous year (Ghiorghian, 2019). The current remuneration formula helps to improve the
professional satisfaction of medical teams, a satisfaction that can also be improved by developing
working conditions and environment, safety, psychological comfort. The most recent
transformation is the current one in which we face the new coronavirus, a pandemic that marks a
new transformation of the health system in terms of technology and skills.

In order to improve health services, action plans have been set up at EU level on the health system,
such as providing patients with access to their medical records and telemedicine, recommendations
on a common set of practices, supporting EU health standards, electronic health certification
(European commision, 2020).

Table 1. Demographic and socioeconomic context in Romania

Demographic factors Romania UE
Population size 19,587,000 | 511,876,000
Share of population over age 65(%) 17.8 19.4
Fertility rate 1.7 1.6

Socioeconomics factors

GDP per capita (EUR) 18,800 30,000
Relative poverty rate (%) 23.6 16.9
Unemployment rate (%) 4.9 7.6

Source: adapted from European Commission (2019)

Regarding Romania, according to statistics on demographic factors, the population of our country
has 19,587,000 inhabitants for which analyzes show that although since 2000 and until now life
expectancy has increased from 71.2 years to 75.3 years in 2017, Romania has among the lowest life
expectancy in the EU, the EU average being 80.9 years, so a difference of about 5 years in our lives
of the inhabitants of this country, which we do not benefit from due to an inadequate health system.
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According to the European Consumer Health Index of 2018, we notice that Romania has the
weakest health system in Europe, for completing the index were used questionnaires completed by
patients and aimed at patients’ rights and information, waiting time for treatment and prevention.
The European Commission in its reports highlights Romania both in 2018 and in 2019 as the
country with the largest discrepancies between life expectancy among men and women.
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Figure 3. Life expectancy in Romania is amoung lowest in the EU
Source: adapted from European Commission (2019)

The study also shows that Romania ranks last in the EU in terms of health spending, with only 983

euros per capita per year, at the opposite pole being Norway with over 4,000 euros per capita while
the EU average is almost 2,773 euro.
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Figure 4. Health spending is lower in Romania than in any other EU country
Source: adapted from European Commission (2019)

In the chart below we can see that Romania is at an alarmingly large difference from the European
average in terms of the effectiveness of medical services, one of the factors influencing the quality
of hospital services. This is explained by a much higher mortality rate than the European average,
deaths that could have been avoided either by proper treatment or by preventive methods.
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Figure 5. Age standardisation mortality rate per 100,000 population
Source: adapted from European Commission (2019)

Premature mortality is another point to improve for the hospital system in Romania and one of the
solutions aims at access to medical services, an important and difficult goal to achieve due to the
uneven distribution of specialists by regions of the country. If in the Bucharest-1lfov region the
country has 5.53 doctors per 1,000 inhabitants, in regions such as the north-east or south-east, the
number of doctors barely exceeds 2 per 1,000 inhabitants.
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Figure 6. Uneven distribution of doctors in Romania
Source: adapted from European Commission (2019)

European statistics show that from 2007 to February 2013, Romania lost 28,000 doctors and 17,000
nurses (Ciurea et al., 2014), so another area for improvement is the brain drain phenomenon and
one of the methods by which this phenomenon could be reduced among healthcare professionals
could be the involvement of specialists from the hospital system in medical centers where they can
benefit from conditions and resources similar to those in developed countries so that they can offer
treatments to patients at high-quality standards (Gheorghian, 2019).

In conclusion, these indicators of analysis of the Romanian health system show that it is at a
standstill and needs immediate remedial measures because the price of these deficiencies can be
reflected in the number of lives saved.

For this, the management of human resources can support the Romanian health system by
implementing measures aimed at improving the quality of medical services and also improving
patient satisfaction with the services they receive.

Recent research shows that some of the solutions that could improve the quality of medical services
bring to the forefront the management of the hospital sector because of good management of human
resources based on leadership that requires vision, dedication, concern for people, seriousness,
knowledge, professionalism, experience, permanent efforts, all this leading to the well-being of the
medical team and their continuous development (Copca, 2020).

From the specialized studies presented in the previous chapter, we know that staff ruptures directly
affect patient satisfaction, so the uneven territorial distribution of specialists in Romania is one of
the factors that prevent obtaining patient satisfaction.
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The alarming number of deaths in Romania can be explained by a low quality of hospital services.
Drawing a parallel with specialized studies we mention the correlation between patient satisfaction
and the quality of services, according to the model developed by Huan-Ming Chuang, Mao Jen Liu
(2015), thus being able to explain the existence of an increased mortality rate and low life
expectancy.

In conclusion, human resource management strategies can help improve the health system in
Romania by increasing patient satisfaction which will be reflected in an improvement in the quality
of medical services.

3.2 The contribution of human resources management to improving patient satisfaction,
beneficiaries of health services

Over time, numerous studies have been conducted on the quality of medical services. The
researchers suggest that the essence of the challenge regarding the quality of medical services is the
lack of effective leadership and good human resources practices at the local level. In the United
States, where there is a significant shortage of medical staff, especially in nurses, studies have
shown that reducing the mortality rate in hospitals is attributed to the following factors: medical
practice (King et al., 2013). Also, the reactivity of human resources management to patient-related
problems has a strong impact on the quality of medical services. Studies in the United Kingdom
(West et al, 2006) have also found many positive correlations between low mortality and human
resource management factors such as: performance appraisal, teamwork, training and hospital staff
development (Cooke & Bartram, 2015).

Another factor in human resource management that plays an important role in the hospital sector is
proactive work behavior. We analyzed how proactive work can mediate the relationship between
staff capacity and quality of health services, for this we analyzed the relationship between staff
capacity in the hospital sector to service quality, the relationship between proactive staff work and
service quality, and indirect relationships among the capabilities of the staff in relation to the quality
of services. The importance of the study was to gain a better understanding of the mechanism by
which employee motivation impacts the quality of health services provided to patients. The result of
the study came to support the crucial role that human resources management has on the quality of
hospital services, highlighting that the positive relationship between staff capacity and service
quality is mediated by the proactive behavior of staff in the hospital sector (Khatri et al., 2017).

In recent decades technology has changed a lot, the so-called “fourth industrial revolution” after
steam technology, mass production and electronics, technology gives rise to a wide range of
applications, some of which can be used in HR management. The latest studies on HR technology
in the healthcare sector are limited to technologies such as artificial intelligence, or technological
transformations related to the way an organization works and management, including: accelerating
HR management systems and cloud-based solutions, introducing a continuous performance
management process, reinventing learning, innovation in the field of recruitment, innovations at the
HR level.

The conventional technology generally used among the hospital sectors for communication is that
using mobile phones, representing both a very high cost and an outdated procedure. But young
people employed in the health sector are very familiar with new devices and applications to
streamline communication and collaboration. The world’s first health organization, Tan Tock Seng
Hospital in Singapore, said after using the Facebook workplace that their daily tasks were greatly
simplified, such as requests for repairs or equipment needs, maintaining communication between
trainers and students, performing surveys among employees, public thanks to employees. The result
obtained through this implementation in the field of human resources management was that the
employees considered that it helps both the hospital in achieving the professional objectives and
that of serving and treating the patients in a much more efficient way.
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Another influencing factor of human resource management with an impact in ensuring patient
satisfaction is the evaluation of the performance of hospital staff. Some of the most common causes
of this influencing factor are the lack of standard procedures, the lack of measurable objectives, and
inconsistent reviews of employee performance.

For example, the implementation of an HR performance management system in one of the private
health institutions in Singapore (Farer Park) resulted in the elimination of errors regarding the
incorrect transmission of specific documentation or even their loss, reduction of errors due to
manual interventions, and reduction of costs and improving efficiency by increasing productivity.
Another functionality of the system was to be able to align the objectives of the employees with
those of the hospital and to monitor in real-time the achievements of the employees (Tursunbayeva,
2019).

Cathy Martin, vice president of labor policy for a California Hospital Association, said “the most
successful organizations will seek out lifelong learners, and then invest in them,” which will result
in “the best performing workforce and likely the best patient outcomes” (Gedeon, 2019).

Another problem often encountered in the hospital sector is not only to attract leaders in the field of
health but also to identify how to retain them, and one of the solutions for this problem is that of
leadership development. To attract new talent, human resources management must provide
candidates with a concrete vision of the professional development plan as well as leadership
opportunities. In order to retain valuable specialists, a solution would be to offer them the
opportunity for continuous learning (by facilitating access to various platforms, organized training,
courses, etc.) as well as by increasing their responsibilities. For this, continuous learning platforms
can be used, adapted according to the module that the medical staff wants to go through and
depending on the type of learning chosen, face to face type teacher-student or self-taught through
video mix, and finally the stage of measuring the level of knowledge acquired by the student
follows so that he knows at what level of knowledge he falls and what is the next step in his axis of
progress (Gedeon et al., 2019).

At the EU level, some countries have begun to develop a constant eHealth environment in a digital
transformation through various tools to support the health sector to improve the quality of health
services, such as applications that are classified by EU regulations as medical devices (European
Commision, 2019). With the help of such applications, the staff in the hospital sector can request
training to support them in their continuous training, to support the management by integrating
these digital tools and to verify the data obtained with their help in their daily practice for to
monitor the activity of the employees and the level of training. Through the eHealth project,
numerous measures have been taken to accelerate the transformation of the health system through
digitization, by developing platforms for electronic medical records as well as for e-prescriptions.
Another example of an application developed to support human resource management is called
“employee voice,” an application with multiple features such as the ability of the employee to
provide constant feedback on both the activity and the organization or team, is an employee
tracking app developed in the US that developers say provides the “right place at the table” for
human resource management. It is a solution that can be applied in any field of activity, which can
be used to facilitate short and long term decision making by the management of organizations by
issuing predefined questionnaires for the board of the organization such as “what impact does
employee engagement have on critical employee behaviors and the organization “,” how we can
enlist our leaders in increasing customer satisfaction,” questionnaires designed to help them
position themselves towards the organization’s objectives, to help them coordinate employees by
involving them in decision making.

These digitalization strategies pave the way for innovation, also taking into account its side effects,
they are necessary transformations to allow the digital age to penetrate as much as possible in the
health system, coming to the aid of both specialists and patients.
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Based on the information obtained from the literature, the analysis of the Romanian health system
and the news on human resources management, | set the following priority actions to enhance the
role of human resources management to improve patient satisfaction and quality of health services:

- the implementation of a strategy for measuring customer satisfaction by applying a questionnaire
sent by SMS or e-mail and centralizing them on the online platform;

- the implementation of a tool to count the free, anonymous opinions of the hospital staff towards
the climate within the hospitals, towards the attitude of the colleagues as well as of the
management, towards the satisfaction at the workplace;

- establishing clear and well-defined working procedures to support new employees, so that they
can quickly adapt to the work environment in order to provide an activity that allows patient
satisfaction;

- the implementation of an application at territorial/ county/sectoral level through which to monitor
the number of specialists to ensure a uniform distribution of specialists;

- the implementation of a methodology regarding the attitude that the hospital staff must have
towards the patients;

- the introduction of a continuous training system for specialists, which ensures linear concordance
with the new methodologies to be used for the health sector, with the annual obligation to review
and evaluate the knowledge acquired to ensure the competence of hospital staff to obtain a
improvements in the quality of health services;

- the elaboration of a guide for emergencies/force majeure, to be constantly reminded (at least every
6 months) to all employees, so that in case of a situation of force majeure each employee knows
concretely what are his duties;

- the involvement of medical specialists who have obtained very good results in new projects or by
involvement in dealing with complex cases, to help increase the motivation of employees and retain
specialists;

- the implementation of a transparent communication within the hospitals, with the help of IT
platforms so that all the managerial decisions, as well as the objectives of the organization, are
known by each employee in real-time;

- the digitalization of specific medical documentation such as medical prescriptions, medical
certificates, analysis results, etc.

4. CONCLUSIONS

The results of the study highlight patient satisfaction as being in a direct relationship with human
resource management through the influence of specific factors of human resource management such
as employee competence, employee job satisfaction, employee performance, employee attitude,
employee motivation.

This study proposes a series of priorities that can be considered relevant for the management of

human resources in the health sector, aiming to improve patient satisfaction by:

- the use of new IT technologies for the development of platforms for human resources management
to help with the continuous training of employees, to monitor their performance;

- elaboration of a series of internal procedures, which will help improve the organization of human
resources as well as to facilitate their adaptation to the working environment;

- streamlining specific processes for human resources management, by facilitating internal and
external communication with the help of social platforms known as enterprise connectivity
platform;

- the development of a special regulation for the management of emergency situations such as the
pandemic period, in which the responsibilities of the employees should be explicitly described and
which can be easily accessed online, at any time, by every employee;
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- the involvement of specialists with outstanding merits in new projects or in the treatment of
complex cases — a process that can help increase the motivation of employees in order to retain
specialists;

- improving effectiveness by digitizing the documentation specific to the healthcare system.

This study is a preliminary stage for a scientific research paper focused on the management of

human resources in the health sector that aims to help design a model of the relationship between

patient satisfaction and human resources management.

I will continue the analysis with an in-depth research on the shortcomings currently present in the

management of human resources, so it can reach its full potential in terms of influencing the quality

of hospital services in a positive way. The research paper involves the following steps: a

quantitative and qualitative validation of the designed model, a research on patients’ perception of

service quality and managerial competence by analyzing influencing factors such as their
knowledge and behavior, and finding a set of solutions that make use of the specialists’ competency
in order to increase the quality of health services.
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