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Definition and information about customer service
This essay is about customer services as it relates to care industry therefore, according to (Doyle, 2018) customer service can be defined as an ability or skill to interact with customers with the aim of assisting and providing them with satisfactory service from customers point of view that guarantees their loyalty. There are different definitions of customer service activities in respect of other organisations, but the case study of this report will focus on Medway hospital Kent under the auspices of national health insurance NHS.  The report will also will show what organisations perceive as customer service, but the report will focus on the peculiar significance and definition of customer service in care sector as a case study. Furthermore, this introduction contains what can affect customer satisfaction, customer value, and the advantages of customer value, factors influencing customer royalty will be disclosed in this report. The report is structured in a way to show table of contents, introduction, findings of the case study, conclusions and recommendation. There will be secondary and primary research coupled with analytical references from healthcare sector while the recommendation will be based on deductive reasoning 
 The reason for doing this assignment
 Doing this assignment gives me the opportunity to learn how to use service quality model and close the gap of what service a customer expects and what is expected as a service to a customer. Choosing Medway hospital as a case study gives me leverage information as a worker in care sector to research and provide quality information regarding how customer service works in care sector The  first body of this report will be focuse on analysing the clinical processes involved, clinical appointments, discharge procedure, protocol, internal process, customer preferences and patients segmentation, how customer service works in these units and  the second  body will analyse how the systems helps to  provide customer value. Remarkedly, it is pertinent to distinguish between institutional  perception of customer service and how it relates to care sector therefore, in care sector customer service is known as health care quality thereby according to (Richard, 2016) the institute of Medicine health care quality is defined as the extent to which health care services for persons and people increase the possibility of anticipated health results and are constant with present trained knowledge. This shows that the staffs of any company must have strong knowledge of the company’s services, a good attitude to protect the company’s image, resources to main professional standard and cultivating customer practice must be the obligation of  the whole group  and it is not only  the responsibility client service section therefore, it is necessary that  Groups generate an atmosphere of motivating, supporting and recognising workers for steadily acting to create value for clients and contemporaries (Kaufman, 2018)  
The importance of customer service
Customers are the most important assets of every company. Every organisation is functioning because of its customer and because of this, no organisation can be sustainable in the long term if their main focus is not on providing good services to its customers (Fuller, 2016). In all cases, a company’s size doesn’t really matter. As long as you are dealing with customers, your success is rooted on your ability to understand and manage the expectation of your customers. However, it must be stated that, very large organisations will have to manage very complex customer services issues and concerns as opposed to smaller organisations. In addition, because customers and clients interact with members of the public without the knowledge of the company, they are the first the first point of contact for any organisation in terms of referral. So every organisation must be proactive and try to ensure that they can take advantage of this first point of contact as an opportunity and a marketing tool to ensure that customers through their word of mouth can help the company present a positive image of their organisation to the public. According to Adams (2016), the way companies or organisations treat their customers provides an indication of the organisation’s value. This can influence the company’s image or add to their success and for this reason, organisations are mandated to centre all interaction on customers in order not to be outperformed by their competitors, so it is very important that organisations learn to place their customers on pedestal. 
The reason to treat a customer good
customers like they are the most important asset of a company means that the Treating organisation is certain to avoid the common problems that leads to customer service crises (Adams, 2016) A customer for example who is given wrong information deliberately regarding the quality of a product by a company can sue the company. This means that to ensure good customer services, organisations need to ensure they provide the right information to customers because customers are the first point of call so, the information they get about products and services should be accurate and in line with the legal requirements to attract new customers. Segmentation and profiling of customers are very important because organisations now try to profile and keep a record of their customers because the information helps them to predict the habits of each customer (Davies, 2017).  More broadly, customer relationship management, is a very important issue and has far reaching implications for a business success. As discussed above and in line with prior academic findings, Information gathered about customers can be used to predict their behaviour and loyalty, though a company may decide to ditch a customer if there are no clear benefits (see Gallino (2016) and Tibolli (2017)). There are three major issues that normally influence the way customer relationships is being managed and they are the basis of competition of every company. They are product quality, price, and time but each organisation chooses the aspect of the customer expectation that they want to use as the basis of their competition. For instance, Medway hospital competes with quality because it is not profit oriented organisation while other organisations may choose to compete based on time, price and this depends of their mission, vision, goals and objectives. 
Description of Medway hospital as a case study/its history/customer service issue
Medway maritime hospital
Based on secondary research, Medway hospital is otherwise known as Medway maritime hospital a single site hospital based in Gillingham Medway Kent. Medway maritime hospital serves up to a population of 450,000 across Medway and Swale districts respectively. This is a hospital committed to protect personal information for instance, the staff of Medway hospital have been to be trained on work ethics that makes mandatory not to disclose the personal details of patients without permission. Disclosing personal details of patients without permission can lead to dismissal according to the ethics of Medway Maritime hospital foundation trust. Medway Maritime hospital has up to 400 staffs and treats up to 500, 000 patients a year and extends its service to rural areas. Medway Maritime hospital is unique that it has given foreign health care personnel the opportunity to work in the United Kingdom and this element of multi culturalism has really brought something new to Medway Maritime hospital foundation trust. This hospital has opened a new accident and emergency building in November 8, 2018 though, it cost a fortune within the neighbourhood of 11,5 million pounds but the value is more than what it costed to build. The hospital offers several services like surgical, medical, and there is regulation in place against free therefore, Medway Maritime hospital in a smoke free environment. Medway Maritime hospital is situated in Gillingham, near the Army barrack in Medway and not far away from the city centre. There are different citizens of different academic background working in Medway Maritime hospital thereby encouraging multi culturalism and sharing different experiences. It is quite amazing the glaring experience a visitor to Medway Maritime hospital can get, ranging from the modern aerodynamic building, clean vehicles for official duties, different units and well-trained staff (NHS, 2014)
History of Medway maritime hospital
This hospital was a Royal Naval hospital in 1932 to serve as the naval personnel based in Chatham Dockyard and assumed a new status in 1905 as a Medway union workhouse and opened by King Edward Vii with the cost of 800. 000 pounds and boasted of only a main corridor to serve as a military hospital. In 1932 the previous Medway union workhouse was given a new name Medway hospital up till 1936 when it was given a new name Medway county hospital to serve the interest of Medway surroundings and this development was applauded by entire localities of Medway. In 1948, following the engagement of Medway hospital into the National Health Service, it assumed the name All saint hospital up till its closure in 1999 and the idea of the closure was to redevelop the hospital building to suit the test of time. The site has recently been redeveloped and many of the original buildings demolished.  The national health service NHS took over the hospital in 1961 from the Navy and converted it to public hospital. The modernisation of the hospital started immediately as part of modernisation excise and the hospital was reopened in 1965 and called Medway hospital. The hospital became Medway maritime hospital in 1999 to respect the hospital’s naval custom and followed by an expansion programme that saw the hospital increased in size. During the expansion programme in 1970, there was a creation of orthopaedic department together with accident and emergency unit followed by mental health service and elderly block in 1990. In 1999 Medway Maritime hospital doubled in size because the services provided by neighbouring hospitals namely Saint Bartholomew hospital in Rochester and All saint hospital in Chatham were brought under the umbrella of Medway hospital (NHS, 2014)
Customer service issues in Medway Maritime hospital
All patients on admission or outpatients in Medway Maritime hospital and even the relatives of the patients are advised to go the ‘Complaints and Comment’ units to report their concerns if they are not happy with the service they are getting for instance, a patient is not given the daily hygiene, ignored when attention is needed, late meals, lack of dignity during treatment, late drug or any kind of neglect by the staff  Medway Maritime hospital is obliged  according to the work ethic to deal with all complaints or compliments by patients or the relatives of patients and the complaints made by patients become the strength of the hospital to improve. According to the ethics of Medway Maritime hospital all patients are entitled to be treated with dignity and respect for instance, bed bound patients must be washed every day and  their bed sheets  must be clean at all time therefore, if a patient or the relative of a patient makes complaint, there will be no negative consequence that affects the care given to the patients because the patients have the right to complain. Patients are encouraged to complain within three working days if they do not feel happy with the service given to them while the Medway Maritime hospital is obliged to deal with complaint within twenty-five working days. There is still customer service in place in a situation where a patient or the relatives of a patient is not satisfied with the outcome of their complaint and in this, there can be further step to the local government Ombudsman for further handling (Lewis, 2018)
Challenges facing Medway Maritime hospital
Insufficient Funding:
One of the challenges facing Medway Maritime hospital is what can be described as insufficient funding by the government. It is affecting the organisation and operation of the hospital so much that there is multi- tasking for instance, a ward contains twenty-seven patients meant to be looked after by five nurses and four nurse assistants, but the number is now two nurses and two nurse assistants. The problem started because of the government withdrawal of adequate funding without minding the consequences. The pressure is more on the staff and Medway Maritime hospital to work under the hectic environment without compromising quality healthcare service. The staffs of Medway Maritime hospital are working under this strenuous environment without expressing their concern to avoid reprisal, but the consequence is subtle on the patients who might not be getting the quality care they deserve.  The ongoing funding issue has even affected the recruitment new staff and the temporary healthcare workers whose hours of work are reduced. The government needs to source finance from other avenues to make sure that priority is given to the care sector because of life involved.  The consequence of lack of proper funding of the hospital by the government is severe on the patient safety because of multi-tasking (Schweizer, 2013) for instance, it takes a longer time to attend a patient call for attention because the staffs are always in the middle of a circle.
Poor skill mix:
Poor skill mix is another challenge facing Medway Maritime hospital and a lot of things like the services of Doctors, Nurses are affected. There are no good number of doctors and nurses on a shift and this is affecting the much-desired quality care service. There are many foreign healthcare professionals who are willing to work in Medway Maritime Hospital but the government policy on visa issuance to foreign doctors and nurses is not friendly so there is a serious gap. Furthermore, there is problem of  insufficient bed in Medway Maritime hospital  and this affects quick admission of patients into the hospital for instance, admission that is supposed to take place in seven days is postponed to three weeks thereby infringing the rights of patients according to (NHS, 2014) Judging from my personal experience, there are occasions patients from accident and emergency  after initial assessment lie in the corridor because there are no beds in the ward. This is one of the reasons the hospital was assessed ‘special measure’ meaning below standard by care quality commission (NHS, 2014)  Distinguishing sufficient bed in Medway Maritime hospital from the insufficiency, patients will be admitted and discharged quickly to make way for the new ones. and It will be easy for the accident and emergency unit to clear backlog.
Language/ Culture:
In Medway Maritime hospital, there are many patients and relatives of patients who cannot understand or speak English and because of this communication is very difficult to flow. This challenge slows down the process of administration and treatment for instance, in Medway Maritime hospital communication is very vital because nothing can be done with or to a patient without first passing on communication.  The nurses in the hospital are not even allowed to attend to the patients like giving drugs or injection without first seeking the permission of the patient and if the patient cannot speak English, it is often too difficult to handle such situation. The doctors are also facing serious challenges of language especially during examination that mandates the doctor to ask the patient certain questions before any physical examination (NHS, 2018)  Based on my experience, it takes more time and money to attend to patients who cannot understand English, sometimes the hospital goes as far as hiring an interpreter to stand for the hospital and the patient. The hospital is also facing challenges because of different patients from different cultural background, there are patients who do not accept regular meals but prefer local meal which is difficult to source for example, Asian patients prefer Asian food instead regular meal.
Factors that influence Medway hospital’s ability to maximise patient value
Timely and friendly Appointment
 It is pertinent to define the meaning of value in straight context coupled with what it means in health care especially to a patient. There is need to outline and elaborate on the number of systems available Medway Maritime hospital to maximise patient value with reference to the ethical standard of the hospital. The generally accepted meaning of value is the extent of regard attached to somebody or something however to a patient or in health care “Value” means the health result attained in measure of the money and time spent (Porter, 2010) I n Medway Maritime hospital ‘ Timely and friendly appointment’ serve a useful purpose to maximise patient value. There is usually no cancellation of any appointment time already given to the patient and secondary research shows that every appointment given to a patient in Medway Maritime hospital comes with phone calls or postage remainder to justify the friendliness of the foundation trust (NHS, 2014) Many bodies are still stressed to remedy customer service issues  but Medway Maritime hospital has succeeded in building a solid customer service foundation by making sure that patients visiting the hospital are happy. Analytically, it is very important to achieve value in health care because not achieving value will lead to fear and anxiety not only among patients, but it will affect even the public. Judging from my experience for instance, if a patient on admission in a hospital dies, before the porters remove the corpse all the doors and curtain must be closed to shield other patients away from such ugly sight of a dead person and to avoid creating fear and anxiety which can psychologically affect other patients in the ward. 
However, there are patients who sometime expect more value than required especially the patients in public hospitals funded by the government for example, in public hospitals like Medway Maritime hospital, there are patients who expect the same value of health care given to those patients in the private hospitals without minding that occasionally lack of funding of public hospitals by the government affect quality health care nevertheless, there is need for quality healthcare service to avoid  early death as the basic right of the people (WHO, 2018) Comparing public and private hospitals, the cost of health care services in the private hospitals is more expensive than the public hospitals, though public hospital like Medway Maritime hospital is subsidised while the services of private hospitals like, clinical appointments are quicker for example, there is no payment expected from a patient upon discharge, no payment for consultation as a long the patient is a qualified person. Explanation of treatment is another way a good customer service is implemented in Medway Maritime hospital for example, the consent of a patient or the relative of the patient is being sought after explaining the treatment before surgery is done.  Happy patients because of solid customer service in place who visit Medway Maritime hospital value the healthcare personnel who value their Individuality by providing quality healthcare.
Communication tool
Effective communication is used as a customer service tool in Medway Maritime hospital to maximise patient for instance, in verbal communication, there is need for clarity when passing on message to patients, relatives, or the public. Staffs are encouraged to be good listeners when communicating to patients, relatives or public so that their response will be understood. Moderate and concise communication style are used to provide a good customer service to the client for example abbreviation or hand gesture is not allowed. Secondly, non-verbal communication especially, body language like smile or eye contact is used as a customer service tool in Medway Maritime hospital (Markides, 2011) Judging from my experience as a worker in Medway Maritime hospital, communication as a customer service tool is a very important aspect of work with  patient. It is a necessary instrument of interaction with people because a good and reliable communication involving people helps them understand the view point of the person and ensures a better relationship between two or more people. Generally, the staffs of Medway Maritime hospital are more attentive than talking during communication with patients as a customer service tool because it is imperative to get clearly what message is the patient passing. This is a way of allowing the patient to pour out his or her worry and avert the danger of anger that worsens the condition of the patient (Markides, 2011)
There are several ways that patients quality care are achieved in Medway hospital and one of the ways is the employment of “Good Doctors” for instance the availability of foreign Doctors from different medical background has brought something new to the trust such as  positive competition, sharing of professional experience and the foreign Doctors undergo internal training courses  in order to learn the united kingdom internal medical process before qualifying to practise, and  a lot of experiences are gathered from their different medical backgrounds  and shared among the  Doctors.
The availability of “Excellent Nurses” in Medway hospital is a force to reckon with in terms of the factors that influence the patient’s value. Based on my experience as an insider with first-hand information, a newly qualified nurse employed by the Medway hospital works under an experienced nurse for several months as an internal process precaution to gain experience before starting to work on his or her own. The outcome of this internal arrangement has been tremendous in achieving a great deal of patient value for example, during this learning experience, the newly qualified nurse watches the experienced one during drug round and medication to avoid a detrimental mistake against patients.” 
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Medway Maritime hospital is unique amongst its categories in the United Kingdom and this is the reason the hospital takes patients requirement into consideration by using ‘SERVQUAL MODEL’ service quality model like ‘Tangible’ ‘Reliability’ ‘Responsiveness’ ‘Assurance’ and ‘Empathy’ to meet patient’s quality care requirement. This model is all about customer centredness and that means pleasing the customer from their own point of view because making the clients happy encourages client retention (McGurgan, 2018) though, judging from my perception, customer service is a two-way satisfaction. TANGIBLE: In Medway Maritime hospital the sensibility of customers is taken into consideration in terms of cleanliness of the waiting rooms and the arrangement of seats and avoid ugly sight that can attract client’s complaint. This information is coming me as a staff of Medway Maritime hospital who is privy to the work ethics and culture of the hospital. Examination rooms are kept tidy and sanitised to protect the clients from cross infection for instance, according to secondary research, a total of 5000 people in the United Kingdom and 25000 people in the United States of America die every year because of cross infection from the hospitals (NHS, 2014) Equipment’s are cleaned and sanitised at the end of every shift and comparing cleaning the equipment’s  or not it is better to clean it to avoid cross infection passing on to the clients  who might have contact with it.
Reliability:  This is another tool used to meet patient’s requirement in Medway Maritime hospital. Appointments are kept on time and any re schedule of clinic appointment is being communicated to the patient both in writing and telephone. It breaches clients right if there is no communication when appointments are not kept on schedule (Woogara, 2005) and this is very detrimental to the image of the hospital. Patients who are already depressed expect their appointments not to be rescheduled and that is why it is important to communicate on them on time officially if the appointment is cancelled. In Medway Maritime hospital, any re schedule appointment is being treated with urgency and next appointment is not always far too long to have a balance in the appointment handling (NHS, 2014)  Research shows that Medway Maritime hospital is very reliable in terms of accurate diagnoses. This is because of modern technology equipment available in the hospital coupled with excellent Medical personnel working in the hospital for instance, according to research equipment’s are being changed every two year and the hospital is very strict in terms of selecting the Personnel to work in certain sensitive units like diagnostic section. It is very disheartening if patients do not rely on the hospital and this gives them no confidence to get well soon.
Responsiveness: This is another form of evidence that Medway Maritime hospital cares about meeting the expectation of their patients and this is achieved by making sure that the staffs of the hospital are accessible and approachable by patients or the relatives of patients.  This serves as a preventive measure in case a patient is in danger and needs immediate attention for instance, my experience shows that sometimes patients ask certain question that needs an answer regarding their stay in the hospital   and in this case a staff needs to be accessible to answer the question. It is without doubt that the members of staff of Medway Maritime hospital are trained to listen attentively to patients or their relatives and no listening carefully will make it difficult for the patient to be understood (Dougall, 2017)  It is a sign of safe and effective care to exercise patience and listen very attentively to patients as it is obtainable in Medway Maritime hospital because patients  who are in pain or frail need close attention for instance, Stroke or patients of different frail conditions need someone who can pay a good attention because they speak slowly and all these are no problem in Medway Maritime hospital because the staffs are responsive.
Assurance:  Knowledge is a very important factor and applicable to Medway Maritime hospital and that is the reason a good knowledge gives one an advantage over others in terms of recruitment.  The patients and the visitors to the trust foundation have no problem of ‘Trust’ because of the good knowledge of doctors, nurses and other healthcare personnel for instance, a Medical consultant with a team of doctors, nurses and healthcare assistant are attached to a bay in a ward that contains few patients, and this gives the patients assurance that the Medical personnel are knowledgeable. There are a lot of internal skill training in Medway Maritime hospital and all the staff of the hospital are mandated to continue upgrading their skill because Medical practise changes like the way technology changes (Gen, 2015)  Good reputation is considerable requirement for every staff of Medway Maritime hospital to protect the image of the foundation trust against public distrust for example, every staff of Medway Maritime hospital must come clear of disclosure and barring service ‘DBS’ so that the patients and the relatives of patients are assured that there is no problem of reputation.
EMPATHY:  This is one quality which everyone working with the Medway Maritime hospital must possess because it is dangerous if the staffs are not showing empathy towards the patients. Empathy is a good personality trait that distinguishes between the good hearted and the bad hearted for example, a good heat man see the need to help one who does not have money to buy   while the bad heart one does not see such a need. Healthcare is the kind of profession that requires empathy and without it there will be no balance between the patients and the staffs. It requires that at times the doctors, nurses, care assistant and the patients need to stand in each other’s shoe and see things from each other’s point of view (Horton, 2016) for instance, a nurse needs to know the pain that accompanies sickness while the patient should equally understand the pressure of work and this balance will protect one another against abuse or bulling. Empathy is very important because doctors and nurses who are empathic will provide quality healthcare service whish is primarily the much-expected services of all the healthcare service providers. 
[bookmark: _Hlk534583545]Summary of finding, conclusion and recommendation
 Having engaged in research and many discoveries made, it cannot be over emphasized that lack of empathy in healthcare can deprive patient’s quality healthcare service as shortfall of the healthcare personnel, therefore there is need for more deliberation on compassion. It is true that assurance is the compliment of a good knowledge and one of the service quality models in use by the Medway Maritime hospital, it is important to motivate the healthcare personnel because of the exigency of healthcare service. Reliability gives confidence in healthcare and there is need to combat cross infection since research shows that there are 50000 cross infection cases traceable to the hospital visit every year. The communication tool in use by the foundation trust as an instrument of customer service should be diversified to suit different categories of patients in the foundation trust and finally, the barriers of culture in the Medway Maritime hospital because of personnel from different religious belief should be tackled.
Reference lists:
A., D. R.,( 2016.) 13 septmber. 
Adams, R. L.,( 2016.) Contributor. 
Aileron,( 2012.) 15 nov. 
Davies, P.,( 2017.) 
Dougall, D., (2017.) organisational culture. 27 may. 
Doyle, A., (2018.) 
Fuller, D., (2016.) 
Gallino, J.,( 2016.) 
Gen, J.,( 2015.) The pace of change in Medical practise and Health policy. Spriger, Issue 10.1007/s11606-015-3182-0.
Horton, T., (2016.) The importance of empathy. 12 december. 
improvement, N.,( 2018.) Guild to special measures. 10 july. 
Kaufman, R.,( 2018.) Surpassing rising expectation. 
Lewis, M., (2018.) Medway Maritime hospital complaints. Resolver. 
Maddox, A., (2018.) Definition of customer service from a certified Nursing Assiatant. Chron. 
Markides, M. M., (2011.) The importance of good communication between patients and health professional. Pediatric hematology/ Oncology, Volume 33, pp. S123-S125.
Maund, A., (2018.) Metrics for Engaging. i ed. London: SAGE.
McGurgan, H.,( 2018.) What is customer responsiveness. 
NHS, (2014.) Overview. JULY. 
NHS,( 2018.) Guild to special measure. 10 jully. 
organisation, W. h., (2018.) Maternal, Newborn, child and adolescent health. 
Porter, M.,( 2006.) 
Porter, M. E., (2010.) 8 December. 
Richard, D., (2016.) 13 september. 
Ronald M, E.,( 2018.) 
Schweizer, E., 2013. The best hospitals are safe hospitals. 18 april. 
Tibolli, v., (2017.) 
WHO, (2018.) Maternal, Newborn, chile and adolescent health. 
Woogara, J.,( 2005.) Nursing Ethics. 1 may. 
Worcester, R., (1961.) 15 Jan. 



 





 

image1.gif




image1.jpeg




