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Innovative Customer Service Programs
Customer service programs in healthcare allow for quality interactions between the customers and the healthcare organizations. Excellent customer service makes the difference in that it enables healthcare providers to understand the experiences of their patients as well as treat and make them feel as comfortable as possible. The programs are useful for healthcare data privacy as well as supporting the staff in healthcare organizations to deliver excellent customer service experience (Abbasi, 2017). Internal customers refer to anyone in an organization who needs assistance and interactions from others within the organization so as to fulfill their job responsibilities. In healthcare, they consist of every healthcare employee who participates in the business, such as nurses and staff physicians. External customers, on the other hand, are parties who use or are directly related to the products and services a company offers. Customers external to healthcare include referring physicians, patients, patients’ families, blood donors, third party payers, and visitors (Alonso, 2017). 
Patient Relationship Management (PRM)
A customer relationship management program is also known as Healthcare relationship management, a program that allows hospitals and healthcare systems to manage all the relationships and interactions with customers. It helps to streamline processes and improve connectivity with customers, both internal and external. CRM programs help the healthcare industry transition from the institution-centered care to customer-centered care that focuses on continuity of care from prevention to rehabilitation. It allows for the managing of relationships with customers such as patients in that it incorporates various health information systems to enable attraction and retention of customers (Dixit, 2019). In the rehab sphere, a new program is gaining popularity, the patient relationship management system, which is a more specific program under customer relationship management. It is being used to account for the entire care journey of patients—the program shepherd patients from new referrals to a satisfied fanatic.
The PRM program works by providing a means to increase and nurture the engagement of patients by facilitating effective and meaningful patient-provider interactions. PRM is mostly used in the rehab therapy sphere and helps such agencies by allowing patients to take active roles in therapy care, which ultimately results in better health outcomes. An example is sending patients targeted messages relating to their treatment hence giving them a chance to take part in the treatment process. Moreover, by using this program, patients’ experiences can be tracked, and meaningful action taken based on the feedback received hence ensuring a great patient experience is created, which limits patients switching to other agencies (Mohiuddin, 2019). Besides, agencies can use this system to obtain online patient reviews, which are not only helpful in boosting visibility but also allows these agencies to identify shortcomings that they should improve on in terms of customer service.
Enterprise Resource Planning (ERP)
Employee engagement is not only about getting people to do things differently but also about getting them to do fundamentally different things. In the healthcare industry, a professional’s lack of engagement can be considered a matter of life and death. The modern enterprise resource planning software (ERP) is an innovative program that does not only manage business processes across healthcare organizations but can also be used to create a more engaged workforce. The cloud ERP creates an employee-centric healthcare organization by improving workflows across the organization. Also, by focusing on employee’s core needs, they are given the ability to do their jobs in a more effective manner, which translates to satisfaction, and ultimately, they become more engaged (Davenport, 2019). This program also increases transparency by connecting systems so that technology can simplify administrative tasks that take professionals away from patient care.
 It also reduces the chances of burnout as health professional focus on the main task, which is serving patients hence creating a better experience which allows agencies to attract and retain top talent. Agencies can use it to look at the processes from the employee’s perspective and understand the pain point they experience, which limits engagement (Dixit, 2019). Understanding this allows for differences in plans and actions, which lead to an increase in engagement and, ultimately, high productivity and satisfaction.
 In a case where there are no barriers to implementation of the ERP system, then creating a professional paradise for employees would be the ultimate goal. It would begin by making sure that the healthcare facility has enough professionals to avoid constraints brought about by long working hours, among other things. Adopting a clear engagement strategy that aligns with the cloud technology program would be one of the ways to put in place a centralized employee management system. Such a system would ensure that engagement is demonstrated at all levels of the healthcare organization. Also, I would provide lucrative development opportunities for the employees, such as conferences and seminars, to improve their ability to do their jobs hence boost confidence and productivity.
Moreover, employees would be involved in the entire implementation process of the ERP while considering the cultural changes that arise. The process would also include the establishment of multiple, diverse, and repetitive lines of communication so as to give employees a sense of belonging and cohesion. Generally, the implementation would start by selling the value of the new system to employees, after which old unhelpful habits are broken. Lastly, frequent training would be done to ensure all employees align with the program.
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