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Executive summary

This case study report on Apollo Hospitals was developed to analyze the organizational operations, their challenges and possible recommendations to address these problems. Analysis of the case study highlighted the current operations of the organizations in its attempt to maintain a competitive advantage in the healthcare industry. The organization objective of Apollo Hospitals was to provide quality and safe care to the patients. The organization leveraged its operational capabilities to promote the achievement of hospitality as part of its competitive advantage. Analysis of the operations involved in enhancing hospitality services included the development of benchmarks, a collection of feedback from patients, real-time action, analysis and finally the implementation of recommendations. The problems identified and resolved included complaints from housekeeping department followed by the food and beverages department addressed through the use of real-time corrective action. The reports highlight the outstanding problems such as the outstanding problems evidenced include the lack of a feasible benchmarking model for the organization, the inability to develop organization-wide benchmarks and metrics differences in each department safety standards. The report provided recommendations such as the development of conscience benchmarks and metrics throughout the organization with its implementation being carried out by an Interdepartmental Quality Improvement team.

Business, organizational objectives, and competitive advantage

Apollo Hospitals is defined as a chain of healthcare organizations in India. Dr. Prathap C. Reddy developed Apollo Hospitals with the objective of providing quality and safe care to the patients in the country (Kulkarni, Makhija & Dinesh, 2013). The approach to providing quality care was based on the use of developing technology with the ability to provide healthcare services equivalent to those provided in Western countries. Apollo Hospital objective has to be aimed at providing safe and the world-class healthcare services. Apollo Hospitals have been able to gain a competitive advantage in the industry by leveraging their services to promote hospitality within the healthcare environment in addition to quality clinical services (Kulkarni et al., 2013). Differentiation through the provision of hospitality services has been key to developing a competitive advantage for the organization that has translated into increased patient loyalty as well as increased patient numbers that had a positive impact on the hospitals' bottom line. The alignment of hospitality with the clinical services has worked to enhance the experience of the patients during their recovery within the hospital.

Analysis of operations involved

The operations involved in the promotion of hospitality within the healthcare organization include the development of benchmarking standards, the collection of patient feedback as well as real-time action, analysis of data and implementation of recommendations. The development of the standards of hospitality through the identification of areas of complaints to be addressed by the healthcare organization are identified within the organization (Kulkarni et al., 2013). For instance, the standard delivery time for food was identified to be between 10 to 20 minutes for the patients and thus used to drive the measures of hospitality within the healthcare organization. The process and the each service provided within the healthcare organization was identified as well as defined in regards to the timelines, procedures and required output (Kulkarni et al., 2013). The use of Sigma metrics was used in defining the measurement process. 
The collection of patient feedback was done through the use of surveys and interviews with the objective of identifying specific areas of the hospital where patients felt that services were poorly provided (Al-Abri & Al-Balushi, 2014). As noted by Kulkarni et al. (2013) the objective of collecting feedback was to ensure consistent in the quality of services provided in addition to the clinical services. During the collection of patient feedback, the Quality Department professionals were charged with communicating the errors or complainants identified to the responsible department and getting the errors resolved immediately thus enhancing patient satisfaction due to real-time response (Kulkarni et al., 2013). From this step, similar errors are checked in each area within the organization to ensure that the problem is not resolved in isolation. Feedback analysis of patient complaints was critical to the development of the greater understanding of the quality levels thus enabling the hospital to effectively implement measures designed to address these problems consequently enhancing the level of hospitality at Apollo Hospitals. Analysis of the feedback was carried out using quantitative analysis and cause analysis to provide the decision makers with key insights on quality improvement.

Identification of problem

Based on the hospitality issues faced in each department within Apollo Hospitals it was identified that the departments with more complaints were the housekeeping department followed by the food and beverages department (Kulkarni et al., 2013). The level of service provided in these departments had not met the quality standards of the patients and had to be addressed. Apollo Hospitals outlined the process in each service and the quality standards expected before feedback was collected. Patient feedback helped to identify the complainants of the patients and have the related departments immediately address the issue (Kulkarni et al., 2013). For instance in the case in which a patient complained that the door was not locking properly, saw the Housekeeping department consulted who consequently repaired the doors and conducted a check of the hospitals ensuring that all doors were working effectively. The provision of real-time response ensured that hospitality problems were well highlighted and addressed. The service problems experienced by the patients were addressed through the use of the feedback mechanism that provided adequate knowledge of the problems being experienced and the development of quick repo sense through the relevant departments to address the issue. Real time response to problems facing hospitality services was thus identified as the key to resolving underlying service problems within the organization (Kulkarni et al., 2013). Another problem evidenced within the organization is the need to identify a balance between the hospitality services and the bottom line. Apollo Hospitals identified the implications of the hospitality services on the bottom line could not be feasible in all patient rooms and thus the quality of service provided for patients in the Platinum Suites was differentiated from those in other rooms but still provided the same level of quality.

Outstanding problems

Apollo Hospitals face a series of outstanding problems related to the promotion of hospitality services with the first being the lack of feasible benchmarks designed specifically for the healthcare industry. The Kano Model for instance implemented by Apollo Hospitals is not exhaustive and thus is only capable of highlighting a few services or complaints that need to be addressed (Kulkarni et al., 2013). The lack of benchmarking models makes it difficult to implement quality improvement programs across the departments effectively. Benchmarking models would have been effective at determining the extent to which services in healthcare organization need to be provided and thus identifying problem areas effectively and developing a mechanism to address the problem. 
Since each hospital within the healthcare system is responsible for developing its benchmarks as well as Sigma metrics, it may result in a new challenge that of failing to adequately quantify the level of hospitality being provided within the healthcare system. Another outstanding problem is that each department has its own process aligned to each service and thus identifying the difficulty of implementing standardized quality improvement models for all departments (Kulkarni et al., 2013). It is inefficient for Apollo Hospitals to implement the collection of patient feedback and implement real-time action without accurate standards defined by each department in its approach to promoting hospitality services to the patients. The quality improvement program thus needs to be implemented at the departmental level to ensure that it is aligned to the specific objectives and goals of each department within the healthcare organization. Thus the inability to develop and implement feedback collection methodologies for each department is a problem for the quality improvement measures at Apollo Hospitals.

Recommendation and implementation plans

Apollo Hospitals has no well-defined benchmarking model to guide its quality improvement activities to promoting hospitality services to patients. There is a need for a substantive benchmark for measuring the quality of hospitality services provided by the healthcare organization (McLaughlin, McLaughlin & Kaluzny, 2004). Apollo Hospitals needs to develop a unique benchmarking model for the hospitals that will guide the effective quality implement measures across the entire healthcare system. A comprehensive and well-defined benchmarking model will help to outline the standards to be achieved in each service are and the processes involved thus enhancing the overall efficiency of the Quality Department and its approach to enhancing the provision of hospitality services. Another recommendation to address the outstanding problems at Apollo Hospitals is the development of unified and systematic benchmarks for hospitals and Sigma Metrics thus making it easier to evaluate the progress of each hospital towards providing hospitality services as compared to other healthcare organizations within the healthcare system. The development of comprehensive yet systematic benchmarking protocols in regards to hospitality will be key to enhancing service delivery. The development of benchmarks for each department needs to be implemented as part of the recommendations. Each department is defined by a different set of processes and services, and thus there is a need for the development of benchmarks aligned to the demands of each department. This act will see the alignment of the benchmarks with departmental goals and objectives.

An implementation plan to resolve these problems involves the development of an Interdepartmental Quality Improvement team comprised of healthcare professionals and employees from each department from the various hospitals. The Interdepartmental Quality Improvement team will analyze the quality standard within each department and hospital and develop a comprehensive and unified system of benchmarks and metrics for Apollo Hospitals (Wu, Robson & Hollis, 2013). The team will be charged with training the Quality Department in each hospital on how to effectively implement a collection of feedback and corrective real time measures based on these benchmarks, standards and metric.

Conclusion

Apollo Hospitals is healthcare system in India that specializes in the provision of quality and safety healthcare services. To gain a competitive advantage, the organization has leveraged its innovative capabilities to differentiate itself through the provision of hospitality services. The operations implemented within the organization to maintain the competitive advantage involves the development of quality benchmarking standards, the collection of feedback from the patients coupled with real-time action, analysis of data and finally the implementation of recommendations. Problems experienced include increased complaints in departments such as housekeeping as well as food and beverages department. The outstanding problems evidenced include the lack of a feasible benchmarking model for the organization, differences in each department safety standards and the inability to develop organization-wide benchmarks and metrics. Recommendations include the development of substantive benchmarks that are unique to the organization and the alignment of departmental goals and objectives with the benchmarks set for quality improvement. The development of an interdepartmental Quality Improvement team was necessary to address the development of a unified system of benchmarks and metrics designed specifically to address the demands of the Hospitals.
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