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MD Anderson Cancer Center
M.D. Anderson Cancer Center is regarded as one of the best and most respected cancer centres focused on cancer patient care, education, research, and prevention. Its mission and focus are on cancer treatment and elimination. The centre has been working towards achieving this goal for decades and has often been ranked as one of the best hospitals for cancer care (U.S. News & World Report's, 2018). It is commonly known as one of the pioneers of diagnostic technology and being able to tailor patient treatment to achieve the best possible outcomes. 
The Baldrige criteria for performance excellence provide a strategic framework that helps organizations align strategy and operations. The framework helps in the integration of various improvement tools, techniques, and processes. The criteria help ensure that organizational teams and efforts are coordinated. Baldrige assessment combined with self-assessment creates an in-dept evaluation for organizations, thus enabling progress to be measured and monitored. Baldrige programs seek to improve the performance competitiveness in the United States of America organization through organizational development and assessment. The performance excellence focus is customer-focused, developing and disseminating evaluation criteria, promoting performance excellence, and providing global leadership in learning and sharing of successful strategies, principles, performance practices, and methodologies. Baldrige assessment criteria are a framework that organizations use to improve their performance. The assessment criteria cover several categories, and they include; leadership, strategic planning, customer focus, measurement, analysis, and knowledge management, workforce focus, process management, and results. Many organizations have often used the assessment criteria for training and self-assessment as a tool for developing performance and business processes. 

Customer Focus
[bookmark: _GoBack]	Customer focus is a category in the Baldrige performance assessment criteria. Customer focus examines how organizations identify customer and market requirements and expectations. It is an organization’s orientation towards serving its clients' needs. Having a customer focus is essentially an active contributor to the success of an organization. Customer focus often entails ensuring organizational aspects put their customer satisfaction fast. Organizations also seek to build close relationships with their customers to satisfy their needs and retain them. Parast & Golmohammadi (2019) assert that organizations focusing on customers create a mutual understanding and agreement that enhances its finances. Health organizations often operate under the old paradigm where healthcare professional’s needs drive the organization's activities. However, the healthcare market has changed over the years, and currently, there is a high competition that is experienced in the market. Therefore, there is a need for healthcare organizations to focus on increasingly knowledgeable and assertive patient customers. Grube & Crnkovich (2017) state that putting customer needs first in healthcare can be a very crucial component to achieving success. Patients are becoming more knowledgeable and aware of healthcare options. As the patients become more assertive in defining their health needs, they become more aware and increasingly vocal when healthcare organizations are using the traditional paradigm of care (Parast & Golmohammadi, 2019). Grube and Crnkovich (2017) argue that a lack of customer focus presents a significant challenge for successful healthcare activities. M.D Anderson's customer focus will be explored based on the healthcare organization’s SWOT analysis. 
Having a customer service entails how the healthcare organization in these case MD Anderson Cancer Center listens to the voice of customers, build customer relationships, determine customers satisfaction levels and the use of customer feedback to identify opportunities for improvement. MD Anderson conducts polls and survey on its customers' preferences. A customer focus should always strive to go beyond the products and services they provide to the way customers prefer to interact with them. Through these surveys and customer feedback, MD Anderson acquires customer preferences from various sources. MD Anderson provides value-added services such as patient support and education; therefore, establishing a direct relationship with customers. A good customer focus should understand what the customers are unwilling or unable to provide to themselves and providing these services for them. Leveraging these services improves customer satisfaction and loyalty. Patient support and education are help retain and gain new customers. In customer service, MD Anderson is efficient. Their model puts patient customers as the very centre. Their priority is in customer-centred care because they believe that focus on customer experience creates positive experiences which will influence customers decisions to return and refer other friends. 

	Positives 
	Opportunities

	Quality healthcare
Patient support. Patients are assisted in navigating through the cancer centre system. Helping in the management of patient medication and assistance offered in the management of patient health. 
	Convenience




Strategic Planning
	Strategic planning is an organization’s process of defining its strategy, direction, and making essential decisions to pursue the strategy. Strategic planning examines how organizations develop objectives and actions to achieve their goals. A formal and hospital-wide strategic planning process provides structure for a healthcare organization’s plans for implementing its healthcare services. M.D Anderson began its strategic planning process in 1981. In 2016 developed a system-wide population health strategic plan. MD Anderson has set aside an institutional wide steering committee that regularly provides guidance and consultation on the strategic plan’s deliverables and vision. MD Anderson Cancer Center seeks to eliminate cancer prevalence in the world through an exceptional program that integrates research, patient care and prevention (Vogus& McClelland, 2016). The vision of the healthcare organization is guided by the need to promote health as it is often associated with cancer prevention, treatment, and control. There are four priority areas to the institution's health strategic plan, and they include; reducing health disparities, increasing vaccination rates for cancer-related diseases, eliminating tobacco use, and promoting healthy eating and physical activity. These priority areas are integrated into measurable objectives and indicators. The healthcare organization prepares a planning report every two years covering three two-year periods; the planning report drives the healthcare organization’s budget. 
SWOT Analysis
	Just like in any industry, healthcare organizations are required to make continual adjustments, which will enable them to maintain optimum functionality. However, SWOT analysis has often been extensively used in other industries and can be useful in healthcare organizations. The SWOT analysis enables leaders to assess an organization’s strengths, weaknesses, opportunities, and threats. SWOT analysis is a valuable and time-tested tool. It is a structured and systematic way of thinking that explores areas for development, and areas of vulnerability that requires improvements. 

	Strengths
1. Cutting edge research
2. Quality services
3. Patient support
	Weaknesses
1. Competitive positioning

	Opportunities 
1. Funding and grants
2. Technological innovations
3. Strategic initiative
	Threats
1. Competitive market
2. Federal healthcare reform




Strengths
Strengths are the cancer disease capabilities that MD Anderson Cancer Center can leverage to build a competitive advantage in the market place. They are achieved from the positive aspects of essential resources and capabilities that are human resources, physical resources, activities, and processes. MD Anderson Cancer Center strengths include; quality healthcare services; the healthcare organization focuses its research on cancer treatment and elimination; therefore, they have developed products that are helping in cancer treatment and elimination. The organization has highly qualified health experts who are offering their services diligently, thus, enhancing healthcare services offered. Healthcare around the world is fast changing to a more patient-centric focus, and it is, however, essential to ensure that unmet patient needs are attended. Patient support that M.D Anderson provides includes; advanced care planning, spiritual support, and psychiatry service. With the patient support programs and services, the healthcare organization helps better cater to products and services, which is crucial in meeting patient needs.
Weaknesses
Weaknesses, on the other hand, are capabilities, areas, and skills in which cancer diseases lack. The weaknesses limit the ability of M.D Anderson Cancer Center to build a strong and sustainable competitive advantage. The weakness of the centre is as a result of lack of enough resources and capabilities to further research on cancer treatment and elimination. Sometimes project management is focused too much on internal delivery instead of considering the interests of external stakeholders. In the long run, this may result in poor public relations or even backlash from customers. Even though demand for cancer products from the organization have not gone down, customer dissatisfaction.
Opportunities
Opportunities are macro-environment factors; the cancer disease can leverage or consolidate its market position or used them for further expansion. The opportunities are made up of technological innovations, funding, economic growth, and policy changes. Cancer treatments are not just about developing and testing of cancer drugs; it involves finding what is causing the diseases and how they can be stopped or cured. Research has proven to identify specific causes of different phenomena in society. Research helps develop new technology and effective treatment for cancer. It plays a significant role in understanding the causes of cancer and how it can be prevented. There are opportunities for strategic initiatives that will enhance Anderson’s mission of eliminating cancer.
Threats
Threats are macro-environment factors and developments that may affect cancer treatment. Threats can emerge from various factors, for instance, policy changes, technological innovations, and economic growth. Laws are subject to changes, and around the world, government regulations are changing under the growing pressure from non-governmental organizations and protest groups, especially regarding labor safety aspects.
Action Plan
An action plan is a plan that contains details on how to achieve an objective or goals. It often entails an outline of the target, objective, action steps and responsibilities of each step. A funding action plan can be referred to as a strategic document on a grant application that influences the organization’s decision-making process over a set period. The top priority for an opportunity in the SWOT analysis is funding and grants. Whereas some grants and funding are given to address or conduct research trials for a specific issue, others are broader in scope and carry an expectation that programs begun with start-up funds will continue once funds have been expended.
	Action Plan: Obtain funding for research

	Action
	Objective
	Accountable

	Identification of goal area for funds
	Identify the reason for funding
Assess the level of goal or problem to be funded
	management

	Find Prospective Grants
	Learn various funder’s program interests, granting philosophy and criteria.
Consider making contact with prospective funders.
Check for grants the funders offer.
Check for restrictions
	management

	Develop general proposal and budget
	Develop a specific grant proposal
	Management

	Submit the proposal before the deadline
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