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The Local Health Unit of Reggio Emilia 
(AUSL RE)

In the Province of Reggio Emilia there are:
• 532.575 inhabitants
1 LOCAL HEALTH UNIT (AUSL of Reggio Emilia)
• 1 City hospital – Research institute (800 beds)
• 5 minor (district) hospitals (817 beds)
• 6 health districts (primary and secondary care)
• 6,737 employees (470 general practitioners)

In the Emilia-Romagna Region there are
• 4.452.629 inhabitants

17 HEALTH AUTHORITIES:
• 11 Local Health Units
• 5 Hospital Trusts
• 1 Orthopaedic Institution
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Reggio Emilia 
12.3% of the population –non-national residents

More than 140 nationalities:
64,000 settled migrants (with residence permit)
1,800 asylum seekers/refugees
Irregular migrants?

More than 200 languages:
Arabic 10.700 (Morocco, Tunisia, Egypt)
Albanian 6.250
Romanian 6.200
Chinese 5.760
Indi  5.400
Urdu   4.900

ISTAT 01.01,2018
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Health service management

Overall organizational development
Developing migrant-friendly health care services

Steering committee

Migrant-friendly service 5. 
User and community 
involvement

Migrant-friendly service 1. 
Dedicated service for 
undocumented migrants

Migrant-friendly service 2. 
Intercultural mediation 
service

Migrant-friendly service 3. 
Information and health 
promotion 

Migrant-friendly service 4. 
Staff training and 
education

The Migrant-friendly health care strategy 
(AUSL RE)

Chiarenza, A & Chiesa, V. (2018) The provision of migrant-friendly health care in Reggio Emilia. In Compendium of health system responses 
to large-scale migration in the WHO European Region. Copenhagen: WHO Regional Office for Europe.
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Intercultural mediation services in the 
Local Health Services of Reggio Emilia

INTERCULTURAL MEDIATION SERVICE

• An external agency provides for intercultural mediators 
(a social cooperative)

• Responding to the needs of hospitals, primary care 
and social services

• Networking with other services of the local authority 
(e.g.: education, employment, housing)

SERVICE COORDINATION 

• Both at central and district level
TRAINING

• For IMs and health professionals
GUIDELINES

• For health professionals on service use
SYSTEMATIC DOCUMENTATION

• For monitoring and evaluation
• Socio-linguistic research 
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Intercultural mediators and types of 
interventions

Face-to-face interventions for clinical encounters, prevention and 
health promotion activities, social services:

• On site presence of the intercultural 
mediator (in hospitals and health districts)

• Weekly scheduled intervention
• Urgent intervention (within 2/3 hours)
• Interpreting and translations
• Intervention over the phone (24H, 100 languages)  

§ Arabic and French (7 IMs)
§ Chinese and English (6) 
§ Hindi, Urdu, Punjabi, Creole and 

English (8)
§ Russian, Ukrainian and eastern 

European languages (4)
§ Bengali (4)
§ Nigerian (3)

§ Albanian (2)
§ Romanian (1)
§ Ghanian (2)
§ Tamil (1)
§ Turkish (1)
§ Mandingo, Wolof, Sousou, Jola

Fonyi and English (1)
§ Amarico, French and English (1)
§ English and French (2)

6 HOSPITALS AND 6 HEALTH DISTRICTS
43 intercultural mediators (8 males) cover the most common languages: 
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Additional roles of intercultural mediators in AUSL 
of Reggio Emilia

Service access and utilisation • Cultural mediators help migrants accessing and navigating the 
health system.

• Cultural mediators accompany migrant patients (refugees) across 
services and departments

Health care delivery • Cultural mediators participate in clinical meetings and discussion 
of clinical cases. 

• Cultural mediators help patients to understand inform consent.

Patient’s information and 
education

• Cultural mediators have a role in patients’ education programmes

• Cultural mediators ensure cultural adaptation of written 
information.

Staff education and training • Cultural mediators are involved in staff training

Community information and 
participation

• Cultural mediators provides information in the community on 
health promotion and prevention interventions 

• Collect migrants needs and facilitate migrants’ participation
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The profile of the intercultural-mediator 
in the health care system 

(Regional decree of Emilia-Romagna, N.152, 10th November 2004)
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Description Tasks

An intercultural mediator is able :
1.to accompany relations between migrants 

and the specific health and social context, 
fostering
§ the removal of linguistic and cultural barriers
§ the understanding and the enhancement of 

one’s own culture and
§ the access to services. 

2.to assist organisations in the process of 
making the services offered to migrant users 
appropriate.

Understanding 
migrants’ needs and 
resources
Linguistic mediation: 
interpreting & 
translation
Intercultural mediation:
culturally competent 
communication
Orientation of relations 
between migrant 
users/services
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Regional definition of the profile of Intercultural mediator
(Regional decree of Emilia-Romagna, N.141  26th february 2009)
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Description Tasks
An intercultural mediator is able :

1.To identify and convey the needs of migrant users

2.To assist them and facilitate their integration in the 
host country 

3.To connect the user to the network of services 
available in the local context 

4.To promote interventions to spread interculturalism

Welcoming migrant users

Accompany the relations 
between migrant users and 
services
Cultural/linguistic mediation 
service

Development of social 
integration interventions

Regional definition of the profile of the 
Intercultural mediator

(Emilia-Romagna Regional Council Resolution N.141  26th february 2009)
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Profile of  the Intercultural mediator 
in the AUSL of Reggio Emilia

(AUSLRE- technical document for the selection of IMs ,  2013)
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ART. 2
The linguistic-cultural mediation service have to ensure qualified and competent personnel, 
in accordance with the following definition of role: The linguistic-cultural mediator is a 
"bridge" figure that favours the removal of linguistic and cultural barriers, the knowledge and 
promotion of cultures of belonging, as well as access to services.
In carrying out his specific skills the mediator must have a high level of competence both in 
the language they belong to, and in the Italian language (written and oral). In the social-
health field, he has to provide the necessary skills to support the staff of social and health 
services in planning interventions aimed at specific groups, in facilitating relations and 
managing information with migrants, and in orientation to appropriate services for the needs 
expressed or implicitly expressed. In particular, the competences required to the linguistic-
cultural mediator have to agree with those described in the Regional decree of Emilia-
Romagna, N.152, 10th November 2004 and further developed in the Emilia-Romagna 
Regional Council Resolution No. 141, 16th February 2009
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Development of Intercultural mediation 
Hours per years 2006 – 2018 

7232

8850
9828

12237 12307
13152 13562 13695 13341 13153

15410

16973
16122

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

Annual economic investment

• 2006: €  191.146 
• 2015: €   256.646 
• 2018: €   366.646
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Intercultural mediation service utilisation in 2018

Total number of
hours: 16.122 
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Intercultural mediation service utilisation in 2018

Languages 
mostly used in 2018
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In conclusion (some research dreams)

• We need research demonstrating that 
intercultural mediation:

– Reduce communication barriers
– Enhance the quality and safety of care
– is cost-effectiveness 

• We also need to evaluate the efficacy/quality 
of linguistic/cultural mediation interventions

15
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Information and documents

http://www.ausl.re.it
antonio.chiarenza@ausl.re.it

HPH-Task Force Migration, Equity & Diversity
Azienda Unità Sanitaria Locale di Reggio Emilia
Direzione Generale
Ricerca e Innovazione
Via Amendola, 2
42100 Reggio Emilia


