








DIGITAL SKILLS AND RESEARCH METHODS ARE IMPORTANT IN ALL ORGANISATIONS


Executive Summary
The entire study has been focused on the importance of modern technology and social media in health care sector. In this context, it is noticed that though social media is helpful for gathering information, privacy or appropriateness of information is very low. Modern technology helps to develop the service quality of healthcare sectors. In this study, Riverview Care Home is selected. Different theories such as social network theory and gap model of service quality are used for getting fruitful outcome. 
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[bookmark: _Toc6664131]Introduction 
Digital technology helps to bring improvement in the business operation as using technology; organisations are able to give quality service in a quick manner. In addition to this, in case of health care organisations, they use various technologies such as online appointment system as people can book appointment at any time. It helps to meet the sudden problem of service users. On the other hand, social media is an effective tool for marketing purpose so that it can reduce the expenditure of the venture related to this genre. Riverview Care Home will be selected for understanding the issue and based on which, effectiveness of using modern technology will be negotiated. In addition to this, importance of social media for marketing purpose will also be evaluated along with various theories such as Gaps Model of Service Quality and Social Network Theory.      


[bookmark: _Toc6664132]Evaluation of the effectiveness of using modern technologies in workplace along with practical example 
As per the viewpoint of Boyce (2016), modern technology brings improvement in the work process and as a result, in workplace, workers are able to give quick service to the users. In case of health and social care, various modern technologies are there, such as-
1. Software based diagnosis
2. Doctor appointment application 
3. Online monitoring system
4. Healthcare education using augmented reality 
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Figure 1: Modern technology of health care sector helps to increase economic status 
(Source: getreferralmd.com, 2017) 
It is quite evident from the graph that modern technology helps to increase the business growth in health and social care sector. As physicians and support providers are able to receive 3D training, it brings improvement in their service quality. As a result, support users recover as early as possible and it leaves positive impact on them. Other effectiveness of using modern technology in health care is followed by-
Better service to users
In the opinion of Adyrkhaev (2016), in health care sector, 3D training tools are used in anatomy section, which helps to increase the service quality of physicians. Thus, in health care sector, using modern technology, service providers are able to get clear idea related to their work such as knowledge in anatomy department. Thus, they give best service to users. It helps to increase the satisfaction level of users. 
Reduction in death rate
On the other hand, Kayser et al. (2015) mentioned that using the concept of CCTV camera, support providers are able to observe constantly the activities of users. As a result, if any critical situation for users arises, the health care authority can take immediate action, which decreases the death rate in contemporary market. 
Quick service
As suggested by Muennig and Bounthavong (2016), using modern technology such as internet, health care professionals are able to give online service to the users. Many a times, it is noticed that not all patients are able to come at the hospital. Therefore, instead of visiting the users’ place, physicians can give online service to them. It helps the support providers to save their time. Therefore, in the workplace, workers are able to increase the number of users, whom they provide their services. 
Thus, in the workplace, using modern technology, workers are able to improve their service level in an efficient manner and at the same time, it assists to increase the profit level of the organisations in the contemporary merchandise market.  
Analysis 
In the opinion of Lambin et al. (2015), modern technology such as online appointment, or software based diagnosis system helps to increase the service quality of the healthcare sector. For example, using online appointment system, users can easily take appointment of doctors at any time. This saves the time of users. On the other hand, Abelson et al. (2016) mentioned that using chatting option, in time of emergency, users could communicate with physicians easily. If physician of Riverview Care Home gives proper online service, it can earn positive result for the workplace. In comparison with it, Kayser et al. (2015) argued that in software-based diagnosis physicians need to have proper knowledge otherwise; they cannot give effective treatment to users, which can leave negative impact on the health care organisation.       
[bookmark: _Toc6664133]Importance of social media in marketing, information collection and creating online presence along with practical example 
Social media as a tool of marketing
It is noticed that people are more active in social media and using this, they are able to get information of all over the world. As per the report of UK government, 89% adults and 82% senior citizen use social media (ons.gov.uk, 2018). Therefore, health care organisations clearly understand that if they use social media for marketing purpose, it will be very much effective. For example, Riverview Care Home, a UK based health care organisation, advertises their services such as dementia care through social media for increasing their numbers of users in market (mmcgcarehomes.co.uk, 2019). Dwivedi et al. (2015) suggested that using social media, health care organisations are able to decrease their expenditure in marketing purpose.  
Social media as a tool of information gathering
Finch et al. (2016) commented that, at present people are too much busy and they are not able to collect information by roaming. In this context, health care organisations try to collect information related to business or services users by using social media. For example, using social media, Riverview is able to gather information related to their competitors such as Jasmine Care home with Nursing and it helps them to develop their strategy of giving support to needy people properly for holding their position in market. 
On the other hand, Jalali et al. (2015) argued that many a times, proper information of users is not found out in social media, which can lead the workers in wrong way. According to Social Network Theory, everyone can access the social media account and the privacy is very low. It also reduces the expenditure of the business organisations (Vismara, 2016). For example, many a times, support providers of Riverview stalk the users’ account for getting view about their regular activity. In this way, if they cannot understand, which is real and which is not, proper information cannot be collected. It can leave negative impact on the giving treatment to the users.
Thus, it is stated that though social media is an effective tool for collecting information, organisations should cultivate information personally for understanding its appropriateness. 
Social media as a tool of creating online presence
In the workplace, many a times it is noticed that support providers are not able to present physically in front of users due to emergency case. In this context, using social media such as Whatsapp, users can text about their difficulties and support providers give solution as quick as possible. Therefore, it clearly indicates their online presence in the professional area. 
In comparison with the scenario, Rolls et al. (2016) stated that, many users are there, who are not in that stage of sending message to workers. In this context, using messenger or Whatsapp video app, support providers constantly observe the scenario of the room. Thus, using social media, support providers are able to create their professional online presence in the hospital.  
For example, in case of Riverview Care Home, they connect CCTV camera link in their mobile phone so that they can easily observe the status of the users. It helps to give proper service to the users in time of requirement (mmcgcarehomes.co.uk, 2019). Thus, Riverview tries to hold their position in the contemporary competitive market.   
[bookmark: _Toc6664134]Practical application and limitation 
Current situation 
As per the report of Guardian, it is noticed that support providers do not give standard service to the users and as a result, care users do not want to take service of the providers repeatedly. Many a times, it is observed that care providers dragged user in time of taking him to the toilet. In addition to this, care providers do not create care plan, which creates barrier for getting success as early as possible. Care Quality Commission (CQC) has found out this scenario, and according to inspection, it is observed that 82% care homes are ranked only good, whereas 3% get outstanding mark (theguardian.com, 2019). In case of Riverview, they are also under the good ranked care home and using modern technology, it is necessary for them to develop their position in UK market.   
Plan for removing issue
As it is noticed that around 82% healthcare organisations including Riverview are not able to achieve outstanding standard, it can leave negative impact on the service of the healthcare sectors (theguardian.com, 2019). In this context, gap model of service quality can be used in order to remove the issue in an effective manner. 
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Figure 2: Gaps Model of Service Quality
(Source: Influenced by Lee et al. 2016)
According to Lee et al. (2016), gap model reflects that organisation can gather review or feedback from the users in order to understand their service related gap effectively. It helps to bring improvement in the service quality of the healthcare organisations. For example, in case of Riverview Care Home, it is found out that support users do not pay equal attention to the users. In addition to this, they cannot diagnose the disease properly for giving best service to users.  
	Plan
	Activity

	Equal attention to users 
	· Constant observation by using CCTV camera
· Maintaining a Whatsapp group as user can contact with providers in time of requirement

	Proper diagnosis about the disease of users
	· Using diagnostic software 

	Time management
	· Creating proper plan using excel before giving service to users  


Table 1: Planning for Riverview Care Home
(Source: Created by learner)
It is expected from the above-mentioned plan will be helpful for Riverview in order to bring development in the service standard in contemporary society.  
Implementation and limitation of model
As mentioned by Muennig and Bounthavong (2016), if organisations are able to complete their work following the plan, they can finish it with in time. In case of Riverview Care Home, as users complain that workers do not provide proper attention to the needs of them, service workers can constantly monitor through CCTV camera. Thus, they can easily find out patients’ needs. In addition to this, service users can communicate with physicians using social media such as Whatsapp, Facebook as they can express their issue to physician at any time. It ensures that support providers pay equal attention to the users. On the other hand, workers of Riverview can use diagnostic tool in time of providing treatment to the users. They also make effective plan before giving service so that they can cure users as early as possible (mmcgcarehomes.co.uk, 2019).     
In time of focusing on the limitation of the gap model, it is found out that if users do not give proper review, healthcare sector cannot implement effective strategy in their organisation. Hence, in case of Riverview, they try to follow their present rating, which is around 4.2, for bringing improvement in their services (mmcgcarehomes.co.uk, 2019).   
Recommendation 
1. Constantly review the feedback of users 
2. Continuous improvement 
Riverview needs to gather feedback from their users so that they can constantly understand their issue. It helps them to bring development in their service quality. Thus, the organisation will be able to fulfil the demand of customers. On the other hand, concept of continuous improvement can be included for developing the service structure of healthcare sector. Riverview can use excel for creating plan before giving service to users. It can bring fruitful outcome.  


[bookmark: _Toc6664135]Conclusion 
In time of drawing the end line of study, it can be deduced that modern technology is the boon in the service development section of healthcare sector. Modern technology such as online appointment, 24*7 hours assistance of physicians helps to give proper service to the users. It reduces the number of death in present era. Riverview also uses technology for developing their service in market. Using gap model, issue of Riverview has been understood and plan has been developed. Importance of social media is also analysed throughout the study so that health care organisations can develop their business position in market.    
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Health Care Grows as a Share of GDP
For decades, health care has been taking up an increasing piece of the U.S. economy, and
totaled a record 17.5 percent of GDP in 2014, up from 17.3 percent the year before.
0
18
16
14
2
10
8

6
4
2
0

1960 1963 1966 1969 1972 1975 1978 1981 1984 1987 1990 1993 1996 1999 2002 2005 2008 2011 2014




image2.png
Gaps Model of Service Quality

== e





