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[ Abstract]

ment, the improvement of hospital service capacity is a vital step to raising the patient’ s experience. Therefore, building a “serv-

With the national medical health system reform entering a new stage of public hospitals’ high-quality develop-

ice center” providing non-medical technical services has become a new development path to expanding the connotation of hospital
services, which can effectively make up for the shortcomings of decentralized hospital services. Xiangya Hospital of Central South
University actively responded to relevant national policies, focused the service management mode of patients in a large tertiary
general hospital and the orientation of patients’ needs, integrated the development elements of patients’ service under the back-
ground of high-quality development, explored and practiced the organizational structure, operation management and system con-
struction of the “service center”. The non-medical technical services of the hospital are extended to “non-clinical services”,
which refers to all the services required by patients in and out of hospital except for clinical diagnosis and treatment services inclu-
ding medical nursing. The services run through the whole process of “pre-hospital, in-hospital and post-hospital” , and the system
establishment theory of “diversified, multidimensional and full-process” is proposed with profound significance to comprehensive-

ly improve the patients’ experience, elevate hospital management efficiency and service quality, and promote high-quality devel-

opment of hospitals.
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