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My healthcare setting is a non-profit private hospital located in a community with the low-income population. Over the past few years, the hospital management has strived to improve the care and safety of patients to offer high-quality medical services. However, the hospital still experiences several challenges including poor patient experience. The hospital has received low ratings regarding patients’ experience especially their care and safety. The leaders of the hospital have decided to transform the hospital by investing in improving the healthcare provided and security. The investment will ensure that patients can easily access all the medical services that they require at an affordable price. The implementation of this project needs the help of an effective leadership strategy with qualified personnel. Therefore, the person leading this performance improvement project can manage both human and financial resources effectively to ensure that the hospital generates adequate income while offering excellent quality services to members of the society. The main aim of the project is to improve patients experience by focusing on quality care and safety.
The person leading this healthcare reform as well as other leaders of medical organizations showcases teamwork qualities that enable them to unite and convince other employees to stay committed to their work. Patience is also a significant skill because most of the projects require a lot of time, planning and coordination from employees at different levels of the organization. Other essential skills are professionalism and emotional intelligence. The capabilities enable leaders to identify the needs of patients and employees and how the project is likely to conform to their cultural requirements (Lewis et al., 2016). Practical communication skills make it easier for the team leader to explain to the stakeholders the significance of the project and how it is likely to improve the customer experience, safety, and care.
After conducting adequate research, the management team realized that what gives the hospital life is good patients experience. Therefore, the discovery phase of the project includes investing capital in the construction of a state-of-the-art surgical center, an emergency center, a new ICU and completing all the other units within the hospital to create more room for patients. The changes will ensure better healthcare services and improve the patient's experience. The Appreciative Inquiry approach to the project begins with the development of a useful framework that accommodates the available resources to avoid incurring unnecessary losses. This utilization of positive inquiry first identifies the aspects of the organization that the stakeholders value and appreciate as well as how to improve it. 
The hospital will organize a one-week training period for executives alongside junior employees involved in direct patient care to oversee the implementation process. After mutual discussion and understanding, the team has set aside a working plan to implement the project. The program is broken down into ten initiatives that are likely to improve customer experience as well as their safety and care. Each leader appointed to oversee the achievement of the ten initiates works with a team of employees who are in direct contact with the patients. The initiatives include the development of the organization culture, definition of patient experience, creating a healing environment, promoting cultural diversity, engagement of physicians, bedside rounding and improving the emergency department among others (Smolowittz et al., 2015). All these goals ensure that the organization makes a step towards enhancing customer experience.
During the dream phase of the approach, the employees at the hospital managed to share some stories from the past that proves the Appreciative Inquiry approach works effectively to improve care and safety. For instance, during one of the training seminars, the care providers decided to develop a set of practices that can be used to improve communication with patients thus making it easier to understand their needs and the challenges. These practices included sitting beside the patient's bed to communicate after the hourly rounds, explaining to them the medication plan. Nurses reported that these practices enabled them to understand the patients better and respond to their need effectively. The patients also said that they were feeling happy and contented after such interactions. The nurses were also motivated and able to return to the patients’ call bells on time. Therefore, the group believes that the hourly round is a very effective method of creating a suitable communication channel between patients and nurses thus is one of the essential values of the hospital.
 The SWOT analysis approach is also used to identify the strengths, weaknesses, and opportunities available in an organization to implement a change project. After analyzing the clinical environment, I realized that the hospital has various advantages that can be used to improve the patient's experience. The practitioners working at the patient’s affair office possess excellent communication skills that make it easier to interact with the patients. This department also encourages teamwork thus making the decision-making process less time-consuming. The organization also has adequate equipment in the emergency department thus able to handle urgent medical attention cases effectively. Also, the referrals department coordinates with some specialists who can take care of a large number of patients. The facility also has an adequate amount of nurses who provide excellent care at the wards thus making in-patient tasks easier. The nurses who are well-trained keep the hospital wards clean at all times.
The hospital also has several weaknesses that have contributed to the existing problems. For instance, some employees do not know how to communicate effectively when their patients approach them seeking help. The slow decision-making process in various departments makes it difficult to eliminate problems at the early stages to avoid future complications. After 12 am, most nurses retire for the night thus there is a shortage at the emergency department, a factor that leads to slow service and preventable compilations. Some of the machines available at the emergency room are also outdated thus useless. Even though the specialists are readily available, the employees at the referral department are less thus delaying the referral process. As a result, the patients are forced to wait for up to one month before seeing a specialist. 
Despite the challenges, the hospital has several opportunities that can be fully explored to improve patients care and safety. The organization can improve patients experience by training the employees to equip them with practical communication skills. Also, the hospital can establish a partnership with medical training colleges to offer the students a chance to do part-time jobs at the hospital. The arrangement will help to eliminate the problem of understaffing thus improve patients’ safety and care. 
The hospital can use the government grants to improve the emergency room especially purchase of new equipment. Referrals often delay patient care if not managed effectively. The hospital should establish an active referral schedule to ensure that patients can quickly meet with the specialists on time to avoid further complications. Another opportunity is the hospital’s ability to re-design the wards to create more space for patients as well as nurses. Re-designing will improve patient care and safety. One of the threats experienced by the hospital is stiff competition. The management finds it difficult to generate adequate revenue to offer quality services to patients because it is a non-profit organization. The hospital is also located in a community of people with low income thus the hospital must ensure that the services are offered at affordable prices. As a result, the hospital is unable to generate adequate revenue for purchasing equipment and construction of additional infrastructure. 
An organization’s culture often has an impact on the successful implementation of change projects. Therefore, cultural considerations help to understand the needs and desires of employees as well as how they will have to adjust to the new system (Norwood et al., 2015). The organization has an inappropriate culture that has made it difficult to achieve desirable results regarding customer experience. Caregiver burnout is one of the cultural factors. The caregivers are reluctant to provide care to the complex groups of people within the society such as those who are very ill or the elderly. The hospital will set clear goals that are in line with the vision of the hospital to ensure that all patients with diverse needs receive quality care. 
The goals will be achieved using evidence-based practices that are in line with the ethical standards of the nursing profession. The managers will take part in formulating methods for measuring the effectiveness of the project to monitor progress. The safety improvement goals will include training nurses on how to communicate effectively with the patients during the hourly bed rounds (Watkins et al., 2016). This program makes it easier to understand the needs of the patients thus allowing nurses to improve their safety and care. Hospital managers will use the strengths mentioned as well as the available resources to enhance the quality of care and patient safety. For instance, they are deploying more nurses to the emergency department after midnight to help patients who need urgent medical attention.
The last aspect of the implementation is communicating with stakeholders to ensure that they all understand the significance of the project and participate actively. The management will use evidence-based practices that are already working for other organizations or have been proven to be effective. The team of leaders will explain to all stakeholders how to accomplish various roles related to the project to ensure that it is successful. The physicians and specialists will be directly involved in the implementation process because of their long duration of contact with the patients. The physicians will then communicate with the patients and understand their views and the areas that need.
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