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[bookmark: _Toc5484602]Introduction:
With the revolution of information technology and in its massive coverage, the business and even voluntary organisations are operating using the information technologies and social media. Health care services are usually a non-profitable organisation that usually operates from their brick and mortar physical evidence. Using social media and mobile application their service and consultations can be provided to the patient avoiding the hassles of the queue at the clinic when the symptoms are not so serious to check up being present simultaneously at the same place. Therefore, most of the UK based health care service providers are availing their consultation service through social media being connected with their patients; it is named as e-medicine. However, the discussion followed is going to assess the effectiveness of the use of social media and the mobile application to improve the health care service of Care UK that is a private health care provider of the UK, supervised by National Health Care service of the UK. 
[bookmark: _Toc5484603]Company background:
Care UK is a private healthcare service provider of the UK that started the journey in 1982 as Anglia Secure Homes and in 1994 it has been registered as Care UK offering support for the older and disabled population along with providing a range of health care services for the NHS. It also works with councils and Clinical Commissioning Groups. The company has 114 care homes with a capacity of 8,000 beds supporting over 17,000 older people and those with disability. Moreover, its NHS support, out of hours primary cares, and 111 services are providing healthcare services to 18 million patients every year. To serve the young population with serious eating order, the care centre has established 18 homes and hospitals. The company is regarded as the largest out of hours service provider and it also provides with home care service. The annual revenue in 2018 was 324.6 million pounds in residential care and in health care service its revenue was 360 million pounds.

[bookmark: _Toc5484604]The aim of the research:
The following research aims at assessing the effectiveness of using social media and the mobile application to improve the services provided by Care UK. 
[bookmark: _Toc5484605]Objectives:
	To evaluate the convenience of providing the consultancy service using social media and mobile application 
To investigate the effectiveness of assessing the symptoms of disease through social media and application from the patient’s perspective
To assess whether social media and mobile application will be helpful for quick and continuous service delivery network 
To understand the contribution of social media and mobile application to the community of the service providers and the service user in helping them to lead a healthy life


[bookmark: _Toc5484606]Literature review:
With the involvement of information technology in all sector of life, it can greatly contribute to the health services too with the massive coverage of internet and the rapidly increasing use of social media as introduced by Valiquette (2012). Verdusco (2016) has added to the discussion and said that providing healthcare service using social media and mobile application has enhanced the efficiency of service with the prompt service delivery process at the patients’ home. He further discussed that the mobile application also helps the consultants to assess the diagnosis report of the patients and provide suggestion and prescription to the patients. Jang, et al. (2016) have out pined that patients can avoid the queue and serial to get the appointment of the doctor and the service delivery process to become faster with the mobile application. They have also added that the application can provide some general consultancy using the automated answering service for the frequently asked questions as well as availing an option of creating a community of the patients with similar diseases to understand and accesses the performance of the doctor and consultants. The review system of the doctor and the healthcare service provider on the mobile application contributes to the performed measurement process for NHS as denoted by Uratnik (2016). He also has delineated that the convenience of attending the service users at any time at any place avoiding the hassles of the queue and the self-assessment system increases the efficiency of e-medicine that resulted in the increasing demand of this service. Haron, et al. (2018) have described that to communicate any caution of new epidemic disease, the service organisation can use social media that contributes to creating consciousness among the general mass. Lewis (2018) has mentioned that the extensive diagnosis is not possible using social media or mobile application, that must be operated by direct check-up and assessment; therefore, it is not effective for the healthcare services. 
[bookmark: _Toc5484607]Research methodology:
All the research problems can be categorised into two sections, such as marketing research problem and managerial problem. The assessment of the effectiveness of using social media in the health care service of Care UK is a marketing research problem. In this research, the positivism philosophy will be followed. It is deductive research with the formulation of research hypotheses. The research will be performed using mixed research method including both qualitative and quantitative research (Malhotra, 2019). Using only quantitative data cannot represent the overall scenario of the environment and the respondents’ perception. Therefore, to clarify the reason behind the option of the close-ended question chosen, the qualitative research will be conducted, and it is believed that it will be helpful to analyse the data collected. Only the primary research will be conducted to analyse the research aim and objectives (Cooper and Schindler, 2014). Primary data will be collected from a direct survey from the patients of Care UK in the presence of the researcher with the full consent of the respondents. The questionnaire has been prepared using the Likert chart and considering the level of understanding of the respondents. 
[bookmark: _Toc5484608]Sampling method: 
The company is serving millions of patients annually, therefore the population base is vast and it is not possible to cover all of them from all the regions where 114 homes are serving. Therefore, the convenience sampling method is going to be used with a 5% error rate (Hair, 2014). The sampling size for this research will be 100 respondents. Primary data will be collected from them using direct survey method. 
[bookmark: _Toc5484609]Ethical consideration:
The research will be performed with the full consent of the respondents, none of the respondents is going to be harmed with the research. Before conducting the research, they will be informed and educated about the aims and objectives of the research. The privacy and security of the respondents will be considered by the researcher. No confidential data of the organisation or the respondents will be published. The identity of the respondents will be concealed because of the security and privacy issue (Hair, 2014). 
[bookmark: _Toc5484610]Data collection and questionnaire:
As stated above, the five dimensions Likert scale will be used to assess the data collected from the primary research and a set of close-ended questions (Survey questionnaire is added in Appendix I) related to the objectives of the research are going to be used to operate the survey. 
[bookmark: _Toc5484611]Survey result:
	Sl no. 
	Questions 
	Strongly agree 
	Agree 
	Neutral 
	Disagree
	Strongly disagree 

	1.
	Is it convenient to avail the consultancy service using social media and mobile application? 

	30
	30
	10
	15
	15

	2.
	Do you think it is effective to assess the symptoms of disease through social media and application from the patient’s perspective?
	
	
	
	
	

	3.
	Are social media and mobile application helpful for quick and continuous service delivery network? 
	
	
	
	
	

	4.
	Do social media and mobile application contribute to create the community of the service providers and the patients and help you to lead a healthy life?
	
	
	
	
	


 
[bookmark: _Toc5484612]Survey data analysis and interpretation
[bookmark: _Toc5484613]Quantitative research result:
[bookmark: _Toc5484614]Question no. 1:
[image: ]
Figure 1 The survey result of the first question
The above figure shows that 70% of the respondents have opined positively and agreed that it is convenient to avail the healthcare service with the social media and mobile application as it reduces the cost of time and labour to go to the hospital, stand in a queue, and show the report. On the contrary, the rest 30% of the respondents have opposed because there is still an acute shortage of digital skill among the aged generation the physical, mentally and disable patients.
[bookmark: _Toc5484615]Question no. 2:
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Figure 2 The survey result of the second question
The chart delineates that 60% of the respondents are agreed to the statement that it might be effective to assess the symptoms of the disease through the video conferencing in social media and mobile application as they can record their history of treatment in the application in their account and the doctor can observe the progress easily. On the hand, the rest of the patients has disagreed to the point and opined that the physical presence is a part of the check as the doctor can assess the symptoms more effectively with an extensive investigation. 
[bookmark: _Toc5484616]Question no. 3:
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Figure 3 The survey result of the third question
In case of quick response to the health care need, social media and mobile application are more helpful as pined by 80% of the respondents. They have agreed and added that they got almost instant response to the questions asked. In the case of randomly asked questions, within the shortest possible time, the authority responses to the question of the patients. However, the rest of the respondents has opposed to the statement, as they don’t think live chat is not effective and often they have to wait in the queue when the customer service of Care UK is busy to consult with other service user.
[bookmark: _Toc5484617]Question no. 4:
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Figure 4 The survey result of the fourth question
The above statement has focused on the application of the social media and mobile application in creating the community of the patients who has availed different services from the organisation. The result shows that 75% of them has opined that it is very effective to connect with each other and share their experience and often helps to choose the doctor to take service. It also helps the prospects to understand the quality and standard of the service provided by the organisation. One-fourth of the respondents has opposed in this regard and opined that the aged persona and the disable patients are hardly interested in socialisation in the social media presence of the organisation.. 
[bookmark: _Toc5484618]The result of the qualitative research:
The qualitative research has used the same participants focusing on the convenience of the service, community effect, diagnosing diseases, and checking the symptoms. the survey result shows that most of the respondents thought that the mobile application and the social media is helpful for them as they don’t need to go for the hospital to show the report to the doctor waiting in a queue, they can share their experience with one another and choose the consultant serves better. The research has also shown that the respondents opined that the ease of recording history and the observation of progress help the doctors to assess the patients and treat them effectively. Some has opposed that the diagnosis in the social media and using the mobile application can never be effective as the personal observation and psychological satisfaction are not possible in this communication channel.
[bookmark: _Toc5484619]Findings of the research:
The qualitative and the quantitative research shows that the social media and the mobile application can be used as the channel of communication, taking the report of assessment. In case of instant service needed it serves better. With the frequently asking service, the prospects can be know about the information needed and can avail free consultation. Moreover, the convenience of taking service without being physically present at the hospital and the sharing information facility building community of the brand, the patients are optimistic to the effectiveness of the usage of social media and mobile application in serving the patients.
[bookmark: _Toc5484620]Conclusion:
The above research has focused on the effectiveness of using social media and mobile application to improve the service of the Care UK Health care service and the respondents have responded to the statement of the researcher positively. It shows that they are hopeful about the increment of the value of service with the involvement of social media in the health care service. However, as the aged person and the disabled people are less concerned about the use of social media, the organisation can train them or access the guardians of the patient as the target market. 
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