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Quality management systems can be defined as the process of a business that critically focuses on making sure that the operations of an organization can meet the needs of the consumers that are present in the market. It helps in aligning the business operations with the strategic direction and goals of the company which eventually helps in making sure that the maximum amount of customer satisfaction can be achieved along with a highly competitive advantage in any type of market. This particular paper will be critically focusing on analyzing the internal and external factors that affect the quality systems of MenCap. The analysis will critically focus on understanding how covid-1919 pandemic has influenced the quality systems of the organization that operates in the healthcare industry. In addition to this, the people will also focus on understanding different ways in which the company will be able to mitigate the challenges that are present in relation to the quality systems in the new environment. 
[bookmark: _Toc100173693]Overview of the company
MenCap charity-based organization that operates in the healthcare and charity industry of the United Kingdom. The company has been operating in the industry since 1946 and currently, the company has its headquarters in London. The primary focus of the organization is to develop a better environment and society for people with learning disabilities (Sahu and Aylott, 2019). The company has developed the vision in which it wants to make sure that society is developed in which every individual even if they have learning disabilities is equally respected and valued in the environment. England, Wales and North Ireland include more than 300 local groups which are working as a network for the organization in order to conduct the organizational operations. The company is considered to be one of the most effective charity organizations that are currently operating in the United Kingdom because over the years of the corporation the organization has been helping numerous families and individuals to live a normal life even with disabilities and complexities. 
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[bookmark: _Toc100173695]Key marketing theories
Marketing mix – The term marketing mix is a substructural model for business it is focused on product price place and promotion which also is known as 4P's. This can also be defined by the set of marketing tools that an organization uses to reach its marketing objectives in the target market (McCann, 2020). This also includes many areas to be focused on as a part of the plan of comprehensive marketing. The marketing mix is also known as the set of ways actions or tactics or a mixture of different kinds of ideas and plans that an organization or a market representative uses to promote its own brand company or product in the market.
The Ansoff Matrix – The Ansoff Matrix is also known to be a stepwise planning tool that provides a structural framework that helps the senior managers, market representative executives and market devise that will help the company's future growth (Durrant, 2020). This is named after the Russian American Igor Ansoff also known to be an applied mathematician creating this concept. The Ansoff Matrix Is a helpful tool for any organization which wants to identify and explore its growth options. Although the tension varies in the division, with multifariousness being the riskiest, it is also said that if an organization diversifies its benefaction successfully into multiple markets unrelated to the company, then the overall risk factor for the company gets lowered.
Communication Mix- The communication mix includes all kinds of tools that are used in communication with the company's potential customers, the portal could be through anything that may be social media, product packaging, direct marketing, websites, events, exhibitions and so on the list continues (Crompton et al., 2021). There can be more collaborative methods such as giving advertisements on television, Radios, and Press, these all are the current mode of entertainment in the present world. The occurrence of digital media did not only bring the impact of social media and online shopping. This benefits the company to approach its targeted audiences.
Stakeholder's Map- Stakeholder marketing is the procedure of indulging communities and perceiving the needs, motives, values and interests with the sole purpose of producing and keeping track which will be a mutually beneficial relationship all over the complete ecosystem while also harming as minimal as possible (Durbin et al., 2022). This can be said to the corrective method of customers focusing on markets, a new way of marketing designed for the environment.
Porter's five factors- Porter's five-factor is a way of observing the working surrounding of a competitive business environment. The factors are the threat of new entrants, competition, bargaining power of customers, bargaining power of suppliers and the threat of substitute products. It takes up information from Organizational industries economics which binds all the competitive intensity and therefore turns the company into ''attractive '' and an organization or company can be called ''unattractive '' only when the effects of these five forces reduce the company's overall profitability (Davies, 2018). Porter's five forces basically consist of three forces from 'horizontal' competition those are: the ultimatum of an entrenched adversary; substitution products or services and the threat of new recruits and the two others that belong from the 'vertical' vying are the negotiating power of provisioners; and the high powers of frequenters.
[bookmark: _Toc100173696]Internal and external factors affect the quality system of healthcare companies
Mencap qualities in healthcare are a definite mixture of cooperation between the healthcare providers and the patients which provides a very supportive environment. Quality is an essential and critical factor when it comes to healthcare services (Doody et al., 2019). For any patient, the outcome of the health care is more essential than the number of doctors or physicians that individuals visit during their ongoing treatment, this is a very crucial aspect under the health care services which undertakes every mission goal vision and objectives of the medical practice and services. Some objectives that matter in a healthcare company are: Strengthening and engaging the environment including customers, Supplier's; Safety of care, which involves 
diverging any kind of harm that can be caused during the healthcare delivery; Ensuring affordability; collaborating with more communities which will help in increasing living a healthy lifestyle, looking out for effective prevention and management of chronic illness.
Mencap healthcare can improve its quality through supportive leadership, availability of resources, collaboration and cooperation among the suppliers, proper planning, education, training and Quality in any healthcare system depending on its internal and external factors (Peacock-Brennan et al., 2021). Internal factors are considered to be those factors that are within the company whereas external are considered to be those factors that are outside the company's control.
Internal factors – In order to promote Mencap's quality of care include leadership management, organizational structure, Employee’s infrastructure and collaborative approach. The organizational structure looks upon the details of the systems and direct activities to meet the firms' objectives and targets (Ramsey et al., 2022). It comprises the firm's rules, regulations, responsibilities and roles. Mencap is a quality healthcare company there the structure is an essential factor as it is the decision-making process in care delivery. Mencap is impacted by the Ansoff matrix internally. This is usually used to recognize the strategic healthcare marketing process, it also helps to identify the overarching ways Mencap should follow and also use them in their marketing activities, this also somehow helps the company to come up with manufacturing of new products, this is also considered to the riskiest factor among all four (Drozd et al., 2021). But this risk can be improved by taking up some strategic decisions among the members of the healthcare company. The flat or horizontal structure is concerned with all the employee's involvement in the decision-making process which helps in increasing the quality of informed choices. Mencap cultural sites focus on the values norms beliefs assumptions of the facilities. Mencap quality is characterized by its supportive practice of quality and effective values which are already embedded in the firm's culture. Mencap another notable internal element is the working environment of the firm; The employee's management engagement and performance are rudiments and providing the health care practices is completely commendable.
External factors- These factors include legal economy sociocultural and technological elements. Mencap's healthcare facility should be more concerned about technological improvement in healthcare delivery (Bright et al., 2022). This gives the assurance to the firm that the employees are furnished With Adroitness 
Lined up with this kind of technology. For some particular moment, the firm uses artificial intelligence data and machine learning methods. Data are informatics from critical insurance of big data that amalgamated to deliver effective services. Under the heading of the sociocultural element, it includes all the societal characteristics and elements or such preferences with the diversity of the society. Mencap's healthcare staff should embrace themselves for delivering culturally Qualified or capable care (Herlitz et al., 2021). Mencap keeping aside all kinds of regardless affiliations such as gender ethnicity race age provides the best quality of healthcare to every single individual. The external factors of Mencap are highly impacted by Porter's 5 factors effect. In this segment, the customers hold a weak position in the bargaining zone, for the availability of healthcare services a price has to be paid, however, in the present time, customers are way more interested in taking up health insurance rather than paying a high price for any lifesaving operations if injured (Grindrod, 2021). According to Porter, Price is less important than value generation. The ultimate goal of Mencap is to produce an economically stable environment. Whereas suppliers in this segment have a high bargaining power rather than the customers as this part is totally dependent on the service that is provided, as in this case, the number of buyers is more than the suppliers. There is an intense rivalry that goes on between the healthcare industries, but this does not lead to any sort of losses as the industries have a high switching cost, they even gain better benefits out of this.
[bookmark: _Toc100173697]Impact of covid-19 on the quality system and control on customers in the healthcare industry
Worldwide, businesses are tested on different scales of quality. After the onset of the Covid-19 pandemic companies that were already fragile in quality, aspects have seen their production and process of work go from lacking to broken due to this unforeseeable crisis. Each industrial sector has been hit differently and one of the worst hits is the healthcare industry. The Indian healthcare sector was gravely affected in the financial year 2020-2021 thus adding to the pre-existing economic distress (Makkar et al., 2019). Covid-19 led to the death of thousands in the healthcare system. However, there were also additional layers of delayed and indirect treatment that was a result of deferred or cancellation of treatments.
The inevitable health crisis and the lack of preparedness added to the distress faced by the healthcare industry. Items such as personal protective equipment or PPE for healthcare workers, basic hospital equipment, supplies for sanitization, toilet paper and water were in very short supply (Tromans et al., 2020). These major deficiencies in the working of the industry have prompted healthcare organizations around the world to have better strategies and planning in place along with a better flow of hospital equipment. The problems faced by the healthcare industry during Covid-19 have made its customers less reliant on the effective working of the industry. Numerous issues faced by the Healthcare agencies during the pandemic have led to the current customer distrust in healthcare.
1. Severe shortage of testing supplies and extended wait for test results limited the ability to monitor the health of staff and patients:
Hospitals were unable to keep up with the massive testing demands because of the lack of proper and complete testing kits and the other supplies and components that was required at the time to complete the Covid-19 testing and help in detecting the virus. Hospitals were also reportedly short-staffed and unable to test patients and others in the community who were concerned about possible exposure (Nicholson et al., 2022). Usage of flu and step testing kits were done in order to properly conduct the testing. In addition to the above problems, there was also an extensive wait for the test results that sometimes took up to or more than 7 days. Public labs were overcrowded with the number of people coming in for testing along with delayed and often wrong test results.
2. Problems with bed availability, PPE supplies and staff shortages:
Hospitals stated that due to the delay of test results presumptive positive patients remained in the hospital for days thus causing a shortage in the availability of beds for other patients. The delayed test results also resulted in the depletion and massive shortage of PPE kits required for testing centers and treating other patients (Aftab and Anam, 2019). Due to the lack of results, 20-25% of the hospital staff were in self-quarantine and were unable to tend to other patients for fear of potentially being Covid positive and exposing others to the virus.
3. Shortage of specialized providers:
Many hospitals claimed that they either lacked properly trained staff or were short-staffed in regard to specialized doctors and nurses who could undertake other hospital operations that did not include Covid infected patients. There was a lack of operation slots, hospital equipment and beds for the other patients. The supply of ventilators and oxygen tanks was at an all-time low including the availability of ICU beds for critical patients. 
4. Misinformation created overcrowding in hospitals:
Misinformation that had proliferated among the public unnecessarily created an increased workload that was out of the hospital's control due to short staffing. More and more people turned to hospitals for testing and requiring oxygen tanks (Gates, 2019). All of this added to the chaos and mismanagement that the healthcare industry was currently facing.
Inability to receive proper healthcare, lack of basic hospital equipment, low bed availability, lack of specialized healthcare professionals, problems in the hospital administration and any other factors added to the poor quality of customer care within the healthcare industry leading to people losing trust in the current healthcare system. Since the pandemic, 95% of customers have shared bad experiences that they have undergone in the healthcare sector. Some of these include overcharging for tests, hiked medicine prices, inability to give proper healthcare, not accepting health insurance etc. Covid -19 has resulted in a radical shift in patient behavior and bad experiences in virtual care (Bur et al., 2021). The statistics regarding patient experience, care delivery, clinical research and reimbursements have continuously been taking hits since the onset of Covid -19 back in 2020. 
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The disability awareness charitable organization, Mencap, deals with spreading awareness and collaborating with disability research organizations, charitable communities& healthcare organizations for helping people with learning disabilities. Their objective is to fulfil a far-fetched goal of creating an aware and unbiased world that values and respects people with learning disabilities while providing them with equal opportunities in various work Fields, destigmatized medical help and accepting the diversity of this spectrum through customer communication and providing informative community services. Thus, making their success and reach rely on the quality of customer interaction included (Desroches et al., 2022). The crucial issue thus to be discussed are the effects of a worldwide pandemic on such an organization related to mental disability, Human resources and interactive services, mainly focusing on the changing customer behavior and adaptive measures taken towards betterment in services for the post-pandemic era. 
[bookmark: _Toc100173699]Health Care Organizations and customer services.
To Understand the influence the COVID-19 pandemic had on customer relationships maintained within the healthcare organizations, understanding the unconventional technique of how customer communication systems are maintained and set up by public healthcare organizations is important. 

The health care industry is a multi-faceted high paced sector for implementing innovations in human lifestyles and medical practices to ensure societal betterment (Doody et al., 2022). From the very ground level of medical centers, hospitals to lifestyle surveys to biotechnical research and development sectors to professional training and education sectors of health care professionals to medicine and instrument manufacturing organizations, to multi-dimensional level of socio-political government systems and economic conditions being directly and adversely related to healthcare, The industry is a crucial part of humanity. Thus, it requires a very well-connected communication and information database system to work smoothly. 
As the Industry Faced evolution, the included mass it worked on and the accuracy it worked with increased, As, early medical sciences practiced by untrained surgeons using ayurvedic medicines within the confinement of localities and villages having high mortality and less awareness, turned into a blooming government aided healthcare industry with trained professional and researched medical prospects working for countries and even continents (Glasby et al., 2021). This increased the requirement of keeping track of information from manual surveying about affected and deceased, to In-depth research-related surveys of symptoms shown, medical histories, and possible chances of being affected done by computerized information system software and artificial intelligence. Modern-day customer communication is managed by a renowned information system CRM.
Medical CRM - A medical CRM is a system helping health care managers to retain, acquire, and engage with patients and provide personalized services. This is not just limited to hospitality but also to medical suppliers and financial and pharmaceutical departments of the healthcare industry (Rand et al., 2020). These systems include powerful customer portals with tools like call log maintaining, prerecorded answering of queries through chat processes, and enabling contact to personalized suppliers and professionals to communicate complaints. All these features are accessible through a secured cloud and cannot be accessed by third parties. An Information system this flexible and multi-tasking, which provides secured and accurate data with a storage-retrieval process strong enough to be trusted by huge public health departments, works wonders in establishing customer relationships. 
Features implemented by CRM to enable customer interactions- Customer Relationship Management software can be mainly classified into three parts - Collaborative, Analytical and Operational. A powerful CRM software consists of high ended collaborative tools to help maintain appointments with patients, like email systems, Notes, Call logs, Document databases, and every other part requires to note down an appointment and arrange follow-ups. Well-designed Customer portals are also a part of collaborative tools, which provide well-informed websites with self-service applications and assistance teams contacts for better customer communication (Moreno et al., 2020). A CRM also contains powerful databases to manage all the collected information ranging from appointment dates to inquiries to medical histories to service history and personalizes stored information about individual customers to provide them with better service in future. Powerful operational software like Hospital websites, medical portals and pharmaceutical inquiry or retail applications are also a part of CRM which works on the analyzed database and provides simpler communication between the healthcare sectors and the individual asking for help. Examples of CRM software are VerioMed, Evariant, PlanPlus, Salesforce Health Cloud, etc. 
Importance of customer communication in healthcare-Healthcare is a spectrum word for a wide variant of human aspects, ranging from healthy lifestyles to economical insurances and care plans, covering a huge market of pharma, Hospitality, Insurance departments and communication helplines. The overall health of an individual requires the services of many different sectors, from food manufacturing industries to the general medicine industry to Hospitals and physicians to dieticians and therapists to economists and Insurance planners (Catterall, 2020). Thus, the most common link to it all is an efficient communication system providing awareness and information to the mass in this day and age of fast-paced societies. It ranges from as common outlets as a television advertisement of counter medicines for minimal issues, social media influenced sections of aesthetic health, skincare and diet cultures, a home remedy learnt from one's family to basic biology taught in schools, to more nuanced outlets like google-searched results, healthcare applications and helplines to attending a physician. All these forms of communication ensure a person's smooth and healthy lifestyle, making communication a crucial part of any form of healthcare (Adam et al., 2019). Public health care sectors like hospitals and survey departments use mainly mass communication to spread general awareness about personal care, symptoms of common diseases, control panic around myths related to issues and use more personalized portals and helplines to communicate with patients with specific requirements, to make a health care system run. The Importance of communication in healthcare is the utter requirement of it to run the entire system. 
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The Organization providing information about learning disabilities and addressing stigmas around it to ensure awareness in the families and people having such disabilities and society in general through their collaborative services and helplines is an integral part of healthcare as it ensures informing the mass with information about disabilities which are often overlooked due to biased social systems leading to later diagnosis and in people having this type of disabilities (Nicholson et al., 2022). The organization means to work on implementing awareness around the society and providing community services with other charitable communities helping with and spreading awareness about learning disabilities. 24/7 Helplines with customer interaction professionals ready to inform any interested individual about their queries related to learning disabilities and provide extra contact details of charitable funds and trained physicians and hospitals to help with any situation on hand are the main mode of operation for Mencap.
Thus, the organization Works on Customer management. The aim of this organization is to ensure- people with learning disabilities and families of those people are informed about their political and medical rights and thus not be abused in any sectors around them, people have the right amount of support and guidance they require and navigating them through tough situations to assist them into having a better life; And provide services by- collaborating with research mediums working on learning disabilities, working with communities to have better survey reports, work with mainstream healthcare systems to implement actions towards the betterment of people with such disabilities (Desroches et al., 2022). This requires an adequate amount of advertisement and maintaining a social media presence to maximize reach, have advanced CRM technologies to allow interactions and fund & data collection along with maintaining a database of information to fuel research. Mencap fulfils the requirements to become a trustable and well-valued health care sector for helping towards further innovational steps towards learning disabilities.
[bookmark: _Toc100173701]Covid-19 pandemic and its effect on Mencap's Communicational Strategies 
A worldwide Pandemic that hit the world in the mid of 2019, created a downward spiral in every possible aspect of society and has proven itself to be the biggest possible challenge for Human resource organizations to overcome. With more than 49.4 Crores affected and 61.6 lakh dead across the world, The mucous-Brone disease made its way up the list of worst possible pandemics to date. With the economical and public health care declines and worldwide isolation, life in its most basic conditions became impossible for several months, disabling communication, in-person retail, travelling, business and employment. The Healthcare sector faces massive challenges to handle thousands of people getting affected and thus requiring hospital services with limited resources and professionals to help, and thus other ailments requiring health services were not getting looked after (Salse‐Batán et al., 2022). With world isolation and rapid unemployment, the world population experienced the worst times for people to keep stable mental health. People with disabilities thus got further neglected and pushed down the list of top priority health services.
It thus affected the customer behaviour around Learning disability-related conditions along with the persisting problems with helpline services fueled by the pandemic. Mental disabilities of such sorts are already under such social biases and stigmatized scrutinizes, a pandemic thus, can very easily deteriorate the awareness of people struggling to have the level of understanding like their peers. The first hugely noticed effect is the shifting interest of the mass from being informed about disabilities to Pandemic and basic health-related topics. From a fear-mongered mass trying to save themselves and their families from facing serious damage, it is not surprising to expect such reactions. This led to other effects like a highly noticeable deterioration in funds and community services, and organizations ignoring such factors as they have to focus on battling the pandemic. This led to many undiagnosed cases and hardships faced by the patients requiring help. Covid-19 had far-fetched effects on such unnoticed disabilities and organizations helping with them.
[bookmark: _Toc100173702]How can Mencap deal with the consequences of Covid 19 pandemic
The pandemic will have immediate and farfetched collateral damages done to the health care systems. The more immediate ones range from a burnt-out medical system with overworked professionals and organizations facing severe economic losses, to the farfetched effects of furthering the successes of reformative implementations. Mencap has to face such challenges related to both their short term and long-term objectives, like having severe losses and getting their important collaborative services either delayed or cancelled. Managing those consequences of disastrous troubles becomes harder for organizations working with unnoticed and less informed fields like learning disabilities (Bright et al., 2022). With schools shutting down and normal learning procedures getting tougher for students collective of every genre, students and people with learning disabilities thus requires way more care than ever before to keep up with the newer education system and employment conditions. These conditions have to be dealt with patience and trust towards the future, as the weakening of a community's hope is the loss of the most valuable recourse towards reconstruction. Providing better customer support, and the basic care to manage panics across the communities are to be managed. Using newer technologies and collaborating with economically powerful organizations to further the reach and prevent economic breakdowns can be implemented. Over everything, getting prepared to deal with the post-pandemic generation should be where the focus of every organization should therefore be. The post-pandemic generation is more technologically aware, inclusive and understanding of adversities, sensitive and collaborative towards implementing reforms to make healthcare systems prepared for future disasters. Some strategies in use to help with the post-pandemic interactions are- 
Tech-based interactions- Collaborating and presenting on the infamous social media and hiring a team of media managers and mass communicators can be very helpful to repopulate a dying organization. 
Economic prepayment- Finding stronger economic collaborators along with fund-based services can help avoid bankruptcy and push through difficult situations. 
Advertisement- The more advertised any topic is, the more are the possibilities of it being worked upon by powerful mediums. 
Fueling research- The newer generation understands the importance of nuanced and newer information and research required for any unpopular fields (Glasby et al., 2021). Thus, fueling research works can help bring up the quality of information and thus the quality of decided actions to be made for the betterment of the community with learning disabilities.
[bookmark: _Toc100173703]Conclusion
From the analysis that has been conducted, it can be analyzed that there are different types of internal and external factors that are present in MenCap that influence the quality systems of the organization. Covid-19 pandemic had been one of the major factors that have resulted in a significant influence on the operations of the organizational system of the organization because the healthcare industry had to significantly world during the pandemic in order to ensure the safety of the people all around the world. It can be critically concluded that the environment of working in relation to charity within the United Kingdom has significantly changed after the covid-19 pandemic. There are different strategies that the company must focus on implementing in order to mitigate the challenges that are present in this particular new environment and also use the opportunities to provide maximum services to the people living in the UK. 
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