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Introduction
The selected topic for this assignment is customer service in Health and Social Care. In the Uk, a healthcare professional is a person with discipline or a speciality which is allowed and qualified by regulatory bodies to provide healthcare service to a patient. The service includes medical and dental staff, nurses, midwives, professions allied to medicine, accident and emergency staff/paramedics and other professionals who have contact whit the patient directly. In the research included in this assignment, I will explain the research method including the qualitative, quantitative aspect of the research. Also, I will define the population method. I will include samples and sample frame explaining the collected data whit generated graph. 

1.1 Different aspect factors of the customer service in healthcare 

Most of the time the customer service aspect of the healthcare in a hospital is not devotion, and the patient satisfaction score is different from another patient. If a patient has a negative experience, they are not likely to change their mind. Thanks to the Internet and social media a customer will give feedback for all the purchases. In this situation also the patient will use the Internet not just for feedback but also for finding out information about their doctor and facilities. Most of the cases the patient will see also the feedback given by another patient for the doctor in search. Having accurate online information is a way to increase patient customer service. Also, it’s indicated to keep the patient informed about the practice and the doctor. 
Implementing affordable medical insurance, we can educate the patients to take control of oftheir healthcare. The healthcare customers are patients and most of the time seeing a doctor can be a scary experience. From the time that a patient contacts a scheduling staff to the visit with the doctor, all the employers play a part to make sure that the patient is comfortable and at ease. 
“Each staffer’s purpose is deeper than the day-to-day functions required of their jobs, and it ties into the hospital’s whole overarching goal to achieve the best outcomes for patients by treating them as well as possible. If giving high-quality customer service to a patient means that an employee’s function must be temporarily postponed, it should be done. And staff should be rewarded for going that extra mile instead of scolded for not completing their day-to-day duties right away. (http://www.healthcarebusinesstech.com 2019)”


1.2 Research Methodology
A lot of time those who undertake research don’t realise the difference from Qualitative research from Quantitative research. Most of the time people think that the two terms can be used interconvertible. 

1.3 Qualitative 
The qualitative data is information that we can’t measure, but we can observe. It’s used to accumulate primary information from opinions, reasons, and motivation. It helps us to provide inside information from a problem or helps to create ideas or hypotheses.
“Qualitative data collection methods vary using unstructured or semi-structured techniques. Some common methods include focus groups (group discussions), individual interviews, and participation/observations. The sample size is typically small, and respondents are selected to fulfil a given quota. (www.snapsurveys.com 2019)” 

1.4 Quantitative Research 

[image: ]“Quantitative Research Definition: Quantitative research, is defined as the systematic investigation of phenomena by gathering quantifiable data and performing statistical, mathematical or computational techniques. Quantitative research gathers information from existing and potential customers using sampling methods and sending out online surveys, online polls, questionnaires etc., the results of which can be depicted in the form of numerical. After a thorough understanding of these numbers to predict the future of a product or service and make changes accordingly.  (www.questionpro.com 2019)”
The quantitative data is used to generate numerical data or data that we can transform into useful statistics. It’s used to create numeric information from opinions, behaviours, and attitudes from a large group of people. While quantitative research we can create measurable information, discover patterns and formulate facts.  
“Quantitative data collection methods are much more structured than Qualitative data collection methods. Quantitative data collection methods include various forms of surveys – online surveys, paper surveys, mobile surveys and kiosk surveys, face-to-face interviews, telephone interviews, longitudinal studies, website interceptors, online polls, and systematic observations. (www.snapsurveys.com 2019)”
Because quantitative research is very helpful in healthcare, also quantitative research helps and improve the facilities. The Quantitative research measure and describe the level of manifestations from numbers and calculations. In quantitative studies, the most used questions are “how often” and “how many”. Therefore, quantitative data collection is based on numbers and mathematical calculation.  
“Quantitative research aims to answer a specific research	question; it is tangible and countable 
And the	designs	are predetermined and structured, remaining consistent throughout the study making them potentially reproducible. They involve the researcher(s) either intervening in participants’ healthcare in some way, for example, administering	a treatment to test its effect; or observing participants without manipulating their behaviour or course of treatment. There are lots of different types of interventional	and observational studies; the study design is chosen based on how well it can answer the research question of interest while being ethical and cost-effective. (www.ncor.org.uk 2019)”	
 
1.5 Primary Quantitative Research Methods
The most widely used research method is the primary quantitative research. How the name is saying is the first step to collect data directly rather than using data from a previously made study. 
There are three main distinctive tracks of primary quantitative research such as:
Techniques and Types of Studies 
Data Collection Metrologies 
Data Analysis Techniques 

1.6 Secondary Quantitative Research Methods
The second Quantitative research method is a research method that uses existing data which is collected and summarised and with the ability to increase the overall effectiveness of the quantitative research.
“This research method involves the collection of quantitative data from existing data sources like the internet, government resources, libraries, research reports etc. Secondary quantitative research helps to validate the data that is collected from primary quantitative research as well as aid to strengthening or proving or disproving previously collected data. (www.questionpro.com 2019)”
The amount of data available on the internet it’s makes quantitative research easy to conduct. Also, we can use government and non-government sources. The data collected from the government is the most reliable, and we can increase the validity of quantitative research. To conduct a quantitative study, we can use public libraries where we can find the copies of important research which were conducted earlier. In-depth Research on multiple topics we can use educational institutions; these are a vital source of validation in quantitative analysis. Local newspapers magazines journals and TV stations and radio are a great source to collect data for secondary quantitative analysis mainly this first hand in formations on political legends market research demographic segmentations and similar subject or have a deep source.
The characteristics for quantitative research must use very structured tools such as surveys polls or questionnaires. We must follow the steps from a single size; close-ended questions, prior studies, quantitative data end generalisation of the results. 

1.7 Quantitative research advantage 
The main advantage is the reliability and accuracy of the data collected. The data is presented in numbers, and the numbers do not lie. Quantitative research is conducted in situations where research predict conflicts. I must mention that quantitative research results are less time consuming and quite straightforward data collection methods.
“Wider scope of data analysis: Due to the statistics, this research method provides a wide scope of data collection.
Eliminate bias: This research method offers no scope for personal comments or biasing of results. The results achieved are numerical and are thus, fair in most cases. (www.questionpro.com 2019)”

1.8 Population 
“Population health has been defined as "the health outcomes of a group of individuals, including the distribution of such outcomes within the group". It is an approach to health that aims to improve the health of an entire human population. This concept does not refer to animal or plant populations. It has been described as consisting of three components. These are "health outcomes, patterns of health determinants, and policies and interventions". A priority considered important in achieving the aim of  Population Health is to reduce health inequities or disparities among different population groups due to, among other factors, the social determinants of health (en.wikipedia.org 2019)”
“Population health signals a change in the way health care is accessed, provided and utilised — a move away from reactive responses to an individual's health needs. The concept marks a fundamental shift towards outcomes-based, proactive approaches to a given population with attention directed toward larger, socially grouped needs and prevention efforts while reducing disparity and variation in care delivery. (www.healthcareitnews.com 2019)”
1.9 Sample 
“An example of a survey is short customer satisfaction (CSAT) survey template that can quickly be built and deployed to collect feedback about what the customer thinks about a brand and how satisfied and referenceable is the brand.
Using Polls for Primary Quantitative Research
Polls are a method to collect feedback with the use of close-ended questions from a sample. The most commonly used types of polls are election polls and exit polls. Both of these are used to collect data from a large sample size but using basic question types like a multiple-choice question. (www.questionpro.com 2019)”
2.0 Analysis and Discussion
A survey was done regarding the Effects of poor communication in a hospital and Health Care Centre. The data collecting it was made by questionnaires and HR it was involved in creating a calm and secure environment respecting the company’s policy regarding the data protection. 
Medical error 
Public opinion about medical errors. Most of the people think that the numbers of medical error are high.



Long waiting time
A group of people was questioned after living the accident and emergency (A&E) about the waiting time until they were attended. Most of them were unhappy. 



Workplace conflict
In a Health care centre, a survey was performed to find out if the workers are happy. In conclusion, all the employees admitted that the HR team is involved, and the solution is made for every conflict.



	Poor decision-making


A Health Care team was questioned about the poor decision-making situation. The team disagreed with the affirmation made. 





Increased stress 

The affirmation was raised to a team of Health Care employees. The team agreed whit the affirmation made underlining the fact that the Health Care System is short whit workers. 



In all the research we must find the most affordable and the most efficient to reach the objective of the study. In Health care, customer service is very important to analyse the results of the research. 
2.1 Conclusion
Qualitative and Quantitative research should be used in research, as they generally complement each other and provide diverse perspectives. Both research method we are using to create mass media opinion and to improve life quality. 
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Disagree	Stronglee Disagree	I don’t Know 	Agree	Stronglee agree	5500	2500	560	12500	10000	
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Disagree	Stronglee Disagree	I don’t Know 	Agree	Stronglee agree	45	40	25	80	10	
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Disagree	Stronglee Disagree	I don’t Know 	Agree	Stronglee agree	35	40	25	80	20	
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