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Implementing Protocols and Improving Guest Service
a. i. Management Issues Concerning New Protocols
A major issue of concern in alignment with the new protocols is that while HCOs strive hard to offer quality service while at the same time ensuring safety of patients, the new protocols have had harmful outcomes for the patient at some instances (White & Griffith, 2016). The second issue aligns with the difficulties in developing a culture where every healthcare provide is reliable. This means that while the new protocols might be successful in enabling nurses to expand their knowledge base and act in the capacity of a physician, there are risks to be anticipated and which require a contingency plan to ensure that patients visit a HCO with confidence that their problem will be resolved successfully. 
ii. Criterion to Guide a Manager’s Course of Action
in alignment with the above management issues, there is a criterion which guides a manager’s course of action to ensure improvements in the quality of service and eradicate harm for the patient. First, there is need to ensure that patients are handled by skilled healthcare practitioners who can effectively offer a diagnosis based on the symptoms of a disease. Second, interdisciplinary training is necessary to ensure the availability of a workforce that can address the needs of patients. Third, the healthcare practitioners should be sensitized to keep accurate records in alignment with the service offered to a patient. Fourth, managers should ensure that the healthcare practitioners rely on evidence-based care practices in addressing the patients’ needs. Fifth, listening skills should be a prerequisite of every healthcare practitioner to ensure that every patient gets the care that aligns to his or her special needs. Sixth, there is need to ensure the availability of functional protocols through which uniformity in care provision is actualized. Seventh, managers should ensure that there is collaboration within the workforce as a way of ensuring successful implementation of the other six guidelines and yielding effectiveness in care provided to the patients (White & Griffith, 2016).
b.  Should an HCO focus clinical measurement in an office of quality management? 
Yes, a HCO should focus clinical measurement in an office of quality management since the diagnostic process of every disease entails further improvements until a patient completes the treatment. Clinical measurement is part of the diagnostic procedure in alignment with a specific disease and is, therefore, essential in identifying areas that may require improvement in the future. The work of the quality management office is to gather information that may enhance the provision of service to patients and boost the quality and efficiency of treatment. 
Clinical measurement can be considered as part of an outcome measure that helps in the accurate identification of an ailment and informs the healthcare practitioner about the diagnostic process that is appropriate for the specific condition. As an outcome measure, clinical measurement is critical in the quality improvement process of a HCO as it becomes part of the evidence-based practice in alignment with a specific disease (Hashjin, et al., 2014). The implication is that a specific clinical measurement, coupled with other symptoms, can be used to accurately identify a specific disease and, therefore, determine an accurate diagnostic procedure for patients who present with such measures. This would be one way through which to enhance the safety of patients while at the same time ensuring efficiency in patients’ outcomes.   
c. Lessons in Hospitality that Might be Learnt from the Hotel Industry
Whenever the idea of the hotel industry is mentioned in alignment with hospitality, the Ritz-Carlton Hotel Company comes to sight. These hotels operate in alignment with the prerequisites for quality service with efficiency being an element that is visible in every employee. All the hotels affiliated to the Ritz-Carlton Hotel Company are guided by what they call The Credo which emphasizes kindness and comfort for the clients. Their motto is particularly interesting: “We are ladies and gentlemen serving ladies and gentlemen” (Ritz-Carlton 2018, para.3). The notion of care is further emphasized in the principles that guide an employee in offering service to a guest, what they call “Three Steps of Service” (Ritz-Carlton, 2018, para. 4). Under this, an employee is supposed to greet the guest warmly and sincerely; call him or her by name in anticipation to offer the required service; and then ensure a farewell that depicts appreciation of the visit. With these three steps, a guest is definitely expected to make a comeback at some point to get such a service where care is evidenced not only by the presence of a caregiver but his or her capacity to anticipate the needs of the client before he or she speaks to make an order.
In alignment with the biblical applications, hospitality was started by the Hebrews’ community where they emphasized care for the foreigners, the orphans, widows, and any other individual who was perceived as deserving help (Poe, 2012). According to the Bible, hospitality is a desirable aspect of an individual’s way of life and should be offered willingly and joyfully. As stated in 1 Peter 4:9: “Offer hospitality to one another without grumbling” (NIV). There are several instances where the Bible upholds hospitality as part of strengthening relations and ensuring a harmonious co-existence. In Romans 12:13, the Bible states” Share with the Lord’s people who are in need. Practice hospitality” (NIV). 
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