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The organization which will be analyzed in this discussion is the Accredo Health Group, which is a pharmaceutical and service provider for patients suffering from chronic health conditions. The organization provides specialty medications that are very costly to patients each month. The drugs are given to either cure or treat such conditions as cancer, hemophilia, and multiple sclerosis among other chronic illnesses. Accredo was formed in 1983 and since then it has been improving depending on the technology (Acuna, Sanchez & Soler, 2015). Just like any other organization, Accredo is faced with some challenges and the primary issue is a poor track record of customer service. The call center, which is managed by the customer service supervisor, has not been on target in terms of providing quality customer service to its clients.  According to research, the organization is among the leading suppliers of medicines nationwide, but currently, their failure to service customers properly is having a negative effect on the company’s business. 
 The corporate culture of Accredo is based on their pledge “to provide patients and payers with a better experience in the most critical area of the pharmacy benefit” (Accredo, 2018).  The company has a long-standing commitment to quality as well as patient safety.  They believe that this is evidenced by their continued accreditations and validations.  The company has a number of specialty-trained staff, including the customer service representatives who have promised to give customers the personalized care and guidance needed to manage their medications.  Because of the seriousness of the client’s medical conditions, the company promises to make sure patients have their medication when needed, help them manage any side effects of the medicine, and help them as they work through their insurance coverage.  These are just a few of the company’s promises.  
As an outsider looking in, the current corporate culture of this organization can be defined as being very poor in terms of customer service and their treatment of customers.  A review of the Accredo Health Group revealed more negative assessments of the company than positive ones. In the majority of the responses, the complaint was regarding the failure to receive adequate customer service.  These complaints ran the gamut from medications going to the wrong address, too long of a wait to speak with a representative, the rudeness of the representative, being hung up on, and the inability to understand what the representative was saying.  Good customer service is achieved by first having proper communication channels as well as competent customer service representatives.  If customer service representatives at Accredo are not able to provide the kind of service promised customers, there should be revamping of the Call Center.  Currently, the call center is portraying a bad image of the company to the general public, including patients, their family members, and company shareholders. Many customers currently have a bad perception of this company because of the attitude of the customer service representatives which is an indication that they simply don’t care about the patient.

One of the areas of weakness in this organization is the employees. The employees who work in the call center should be held responsible for this problem since they are the ones hired to service the customers.  Their failure to exercise their duty to provide quality care to customers could have a devastating effect on Accredo’s position in the marketplace.    Another area of weakness and concern is the communication channels which are currently being used.  Many of the complaints received concern the lack of communication between employees and management or between employees and supervisors.  While there are many modern communication methods, none is as good as the old fashion, face-to-face method. 
Of course one of the solutions to this problem is the employment of some new customer service representatives.  There happen to be a significant number of people looking for employment, they just need to be given an opportunity. However, this alone is not enough to bring the company back to their mission of providing safe and prompt delivery of medications.  The call center needs a complete overhaul in terms of training, beginning with the supervisors.  It is a sure fact that you can’t lead, where you won’t follow.  The supervisors have obviously been given a responsibility from upper management, which many are not being diligent about.  If there is failure in the call center to provide quality service, it is incumbent upon every supervisor to properly train their staff with the tools necessary to provide this service.  Regular monitoring of the employee's performance should be done by the management to ensure each individual does his/her part accordingly (Womack& Jones, 2015). Of course there should be no hesitation in removing those staff members who continually fail to comply.  The company should continue to motivate employees by introducing incentives to those workers who go over and beyond the company expectations.
 The organization can help with the issue of communication by ensuring that the company website is updated in such a way that all customers can receive assistance at any time without necessarily having to call the customer representatives. There should also be included ways for employees to interact with upper management in a private and secure manner.  
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