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Introduction

Hospitals and health facilities are judged on clinical outcomes, but patients and families
experience them through hospitality and transport: how they are received, how they are
moved between departments, how comfortable their stay is, and how reliably they are
transferred. Poor coordination in these areas damages satisfaction scores and can delay
treatment. This Excellence in Hospitality and Transportation Management in Health Sector
Training Course gives hospital managers, support services leaders, and health
administrators a complete working method for both functions. Participants learn patient
journey mapping, hospitality standards, patient transport systems, medical fleet
management, staff training, and performance measurement. Furthermore, the course links
these services to safety, infection control, and accreditation requirements.

Excellence in Hospitality and Transportation
Management in Health Sector Course Objectives

- Map the patient journey and identify hospitality and transport touchpoints.

- Set hospitality standards for reception, wards, catering, and housekeeping.

- Design patient transport systems: porters, wheelchairs, beds, and trolleys.

- Plan medical fleet operations: ambulances, transfer vehicles, and service cars.

- Apply infection control and safety rules to transport and handling.

- Manage ambulance readiness, equipment checks, and response times.

- Train and assess hospitality and transport teams on service behaviour.

- Coordinate support services with clinical departments and scheduling.

- Measure performance with satisfaction, response time, and reliability indicators.

- Prepare hospitality and transport functions for accreditation and audit.

Course Methodology
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- Facilitated sessions built on real patient journeys, service data, and transport logs.
- Patient journey mapping and touchpoint analysis exercises.

- Case workshops on transport delays, service complaints, and ambulance readiness.
- Simulation of a support services coordination meeting with clinical feams.

- Group exercise on a hospitality and transport improvement plan with targets.

Who Should Take This Course

- Hospital support services and hospitality managers.

- Patient transport and ambulance service supervisors.

- Facility and accommodation managers in health facilities.
- Patient experience and quality officers.

- Patient relations and complaints handling staff.

- Fleet and driver supervisors in health organizations.

Excellence in Hospitality and Transportation
Management in Health Sector Course Outlines

Day 1: Patient Journey and Service Touchpoints

- The patient journey from arrival to discharge and follow-up.

- Hospitality touchpoints: reception, wayfinding, waiting areas, and wards.

- Transport touchpoints: interdepartmental moves, transfers, and discharge.
- Service standards and behaviour expectations for support staff.

- Patient rights, dignity, privacy, and cultural sensitivity.

- Complaint handling and service recovery practice.

- Mapping and prioritising improvement opportunities.
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Day 2: Hospitality Standards and Operations

- Reception, registration, and wayfinding standards.

- Ward hospitality: cleanliness, comfort, noise, and visiting rules.
- Catering services: dietary requirements, safety, and timing.

- Housekeeping standards and infection control linkage.

- Accommodation management for VIP and long-stay patients.
- Customer service training and service behaviour.

- Monitoring satisfaction and acting on feedback.

Day 3: Patient Transport Systems

- Portering services and internal patient movement design.

- Wheelchair, trolley, and bed transport procedures and safety.
- Interdepartmental transfers and handover documentation.

- Discharge transport planning and coordination.

- Infection control requirements for equipment and vehicles.

- Handling bariatric, paediatric, and vulnerable patients.

- Response time standards and priority rules.

Day 4: Medical Fleet and Ambulance Management

- Ambulance types, capability levels, and equipment specification.
- Vehicle readiness checks, equipment inventory, and consumables.
- Response time targets and deployment strategy.

- Driver training, medical competence, and licensing.

- Non-emergency patient transport fleet management.
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- Vehicle maintenance, hygiene, and infection control.

- Coordination with emergency departments and dispatch centres.

Day 5: Performance, Safety, and Accreditation

- KPIs: patient satisfaction, response time, on-time transport, and complaint rate.
- Service level agreements with clinical departments.

- Staff training records, competence, and appraisal.

- Safety and risk management in transport and handling operations.

- Accreditation requirements and survey preparation.

- Reporting to management and quality committees.

- Building a support services excellence roadmap.

Conclusion

By successfully completing the Excellence in Hospitality and Transportation Management in
Health Sector Training Course, participants will have acquired a thorough working
knowledge of patient journey mapping, hospitality standards, patient transport systems,
medical fleet and ambulance management, infection control, and service performance
measurement. They will leave able to run support services that patients notice for the right
reasons, respond reliably to clinical needs, and satisfy accreditation requirements. Gentex
Training Center delivers this programme with health sector and support services
practitioners who manage these functions in live facilities.
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FAQs for the Excellence in Hospitality and
Transportation Management in Health Sector course

Q1 What is the "Excellence in Hospitality and
Transportation Management in Health Sector” course
about?

It is a five-day programme on running hospitality and transport services in health facilities.
It covers the patient journey, hospitality standards, patient transport systems, medical fleet
and ambulance management, infection control, safety, and performance measurement.

Q2 What are the key benefits of the "Excellence in
Hospitality and Transportation Management in Health
Sector” course?

Participants raise patient satisfaction by improving every touchpoint from reception to
discharge, cut tfransport delays that affect clinical schedules, and keep ambulances and
vehicles ready and compliant. They also gain reporting and records that support
accreditation surveys.

Q3 What skills will I gain from the "Excellence in
Hospitality and Transportation Management in Health
Sector"” course?
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You will gain patient journey mapping and touchpoint improvement, hospitality standards
design and service delivery control, patient transport and medical fleet management, and
infection control, safety, and service performance measurement.

Q4 What tools, methods, or standards are covered in
the "Excellence in Hospitality and Transportation
Management in Health Sector” course?

The course works with patient journey mapping and touchpoint analysis, hospitality service
standards for reception, wards, catering and housekeeping, wayfinding standards, service
recovery practice, portering and internal transfer procedures, wheelchair, trolley and bed
handling safety, handover documentation, discharge transport planning, infection control
requirements for equipment and vehicles, ambulance capability levels and equipment
specification, vehicle readiness checks, response time targets and deployment strategy,
driver licensing and competence records, service level agreements with clinical
departments, and KPIs including patient satisfaction, response time and complaint rate.

Q5 How is the "Excellence in Hospitality and

Transportation Management in Health Sector” course
applied in real-world practice?

Teams apply it when redesigning a discharge transport process, setting response time
targets for portering, running an ambulance readiness inspection, training reception and
ward staff on service standards, reviewing patient complaints, and preparing evidence for
an accreditation survey.
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