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Experience as an Internal Customer
The healthcare organization is one of the customer service organizations that champion the quality of care offered to the patients as well as coordinated interactions among the stakeholders (Coughlin, Wordham, & Jonash, 2015). In that regard, every employee in any healthcare company is considered a potential customer service representative whose task is to aim for quality patient care. As an employee at Joh Hopkins hospital, I was thrilled by the managerial system. The organization adopted an intranet that would be used to disseminate pertinent information to all employees. In so doing, the rate of employee’s compliance with the procedures and policies was boosted. Also, the process would create a collective brand of all employees. The refined and robust system made employees feel like internal customers of the institution hence improving patient care. Therefore, the experience made me feel part of an internal customer of the organization.
When an organization fails to consider employees as internal customers
Healthcare organizations should always aim at the establishment of long-term patient relationships. As University of Twente (2019), the stakeholders ought to work in a coordinated manner that leads to improved patient care. While in one of the healthcare organization as an internal consumer, I realized that the employees were not considered as internal customers. The incomplete records, errors, and the staff's inability to have access to the required data were a clear manifestation of the lack of proper coordination among the healthcare stakeholders. The total disarray and confusion in this organization eventually led to inaccurate data generation which saw me receiving the wrong treatment and diagnostic recommendations. I, therefore, resorted not to recommend any of my family members, friends, and co-workers to the organization. 
Consumer’s perspective of Healthcare quality
Healthcare consumers: patients, requires excellent services characterized by refined and robust systems and processes of an organization. To achieve quality healthcare, healthcare organizations need to bank more on staff training, process efficiencies, and data quality (University of Twente, 2019). Nonetheless, consumers will still have different definitions of what constitutes healthcare quality. Some healthcare consumers would argue that avoidance of costly mistakes and the treatment as the constituents of quality healthcare. On the same line, I would buy such sentiments. However, I would consider a more advanced definition of what constitutes quality healthcare. The care for an individual's needs and the concern for the well-being of a healthcare consumer is the perfect definition of quality healthcare.
Innovations in Healthcare
[bookmark: _GoBack]Healthcare organization is one such industry that is always on its toes on avenues to improve health outcomes and care. The organization champions such policies with the intention to reduce their costs and spending. Therefore, it is only through innovations that the organization can realize such goals. According to Coughlin et al. (2015), innovations are the best way forward to transforming the healthcare system. Such innovations like artificial intelligence, immunotherapy, 3D- printed devices, and telehealth among other programs will see the healthcare industry soar higher. Therefore, going forward, I would be happy to use one of such healthcare innovations such as the telehealth program. The program will increase the efficiency of access to healthcare services by the consumers. Also, the consumers will stand a better chance of increased self-care services thereby minimizing traveling costs and emergency room visits.


Passive and Active Consumer
I consider myself a passive healthcare consumer. As Coughlin et al. (2015) states, passive healthcare consumers are patients who take the recommendations from a healthcare practitioner. As a passive consumer, I often consider the doctor's recommendations ideal for my recovery. I consider being a passive consumer for I believe that healthcare practitioners have robust knowledge and experience in their area of specialization which is ideal for any medical recommendation. 
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