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Customer Focus
Baldridge Criteria’s customer focus is a critical category since it examines how organizations identify the expectations and requirements of markets and customers. It also seeks to build close relationships with customers such that they are satisfied and retained. When an organization focuses on the customer, it can establish a mutual agreement, which is used to increase more profits and revenue (Thompson & Blazey, 2017). Also, it is imperative to ensure that the organization accommodates a customer-oriented mindset as well as customer-oriented behaviour. Baldridge Criteria’s customer focus will be examined using similarities in the two texts such as the voice of the customer and use of SWOT analysis and the difference of the need to build relationships as highlighted in Tillingate Living Study and the use of technology for Harrison text as well as positives such as customer satisfaction and voice of the customer and opportunities such as customer engagement and effective management.
Upon reviewing Baldridge Criteria’s customer focus in Harrison text and Tillingate Living Study, there are notable similarities and differences that arises. One similarity between the Baldridge Criteria’s customer focus in Harrison text and Tillingate Living Study is the acknowledgment of the voice of the customer. For TL, it is fundamental to ensure that the organization have a proper understanding of the requirements as well as the expectations of customers. Organizations should also seek to provide quality services to customers as a way of motivating or encouraging them to continue conducting business. Organizations should also launch communication with customers using face-face and electronic means. As a result, the organization can provide customer-centred services to its services. For Harrison's text, Baldridge Criteria’s customer focus is also emphasized in the context of healthcare. It is fundamental to ensure patient-centred care using technology innovations such as Telehealth (Harrison & Association of University Programs in Health Administration, 2016). In this case, Telehealth enables healthcare givers to provide care based on the preferences and needs of patients. As a result, there is the creation of an ongoing connection between healthcare givers and patients. Both texts show that an organization will grow and expand after providing customer focus services.
Another similarity of Baldridge Criteria’s customer focus in the Harrison text and Tillingate Living Study is the use of SWOT analysis. The SWOT analysis can be used by organizations to ensure that all services benefit the customers. On the same note, organizations should seek to use their strengths for the benefit of the customers. For TL, interviewing community members to provide feedback in regards to the types and quality of services or products offered. Feedback is vital since organizational managers can reflect and study what customers want as well as the entire market (Harrison & Association of University Programs in Health Administration, 2016). For Harrison Text, one strength is to ensure that community-oriented health is provided. In this case, feedback will be vital since patient-centred care will be provided. For that reason, customers in businesses and clients in healthcare facilities will receive service based on their needs.
Contrary, Baldridge Criteria’s customer focus in Tillingate Living Study emphasizes the need to build relationships while Harrison text backs the use of technology. The use of relationships may be vital towards providing services that are along with the preferences and needs of the patient (Madhani, 2017). Strong relationships will ensure better communication, and this will ensure that organizational managers focus on the customer’s needs. On the other hand, Harrison's text emphasizes the importance of technology. Through healthcare informatics, healthcare providers can provide patient-centred care for all patients. As such, they can access the needs of patients before providing care.

Tillingate Living Case Study Positives and Opportunities in Customer Focus
One notable positive Tillingate Living Case Study is customer satisfaction. Health organizations must provide care based on the overall satisfaction of the patients. In other words, adequate care is aimed towards increasing the quality of care, quality of life, as well as the quality of services. On the same note, information on the competitors who occupy the market may also be essential upon the provision of care related to the preferences and needs of patients. Another positive from of Tillingate Living Case Study is upholding the voice of the customer (Thompson & Blazey, 2017). In this context, healthcare facilities provide consider different needs as well to patients and stakeholders. With the use of face-to-face communication and electronic methods, customer focus is promoted. Customer engagement is an opportunity for any healthcare facility to improve its delivery of services. 
Attaining geographic and demographic information is essential because it will allow better providence of services. Patients who have been diagnosed with chronic conditions such as Alzheimer’s disease will benefit since care will be patient-centred. Also, customer engagement should be used as an opportunity to complement trends in healthcare. Healthcare provides able to apply insights and knowledge as they provide care. Better management is also another opportunity highlighted in the study (Madhani, 2017). With effective management in healthcare facilities, it is easy to provide services that support the preferences and needs of clients in the community.
	Positives
	Opportunities

	Customer satisfaction
	Customer engagement

	Voice of the customer
	Effective management
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