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A Research of the relationship influencing of the Value of
Feeling,Customer Satisfaction and Loyalty -- Using the XX Region
Hospital as a Case Study

Shue-Tien Juang Yao-Ming Chu Ke-xun Hu Ching-Hsien Soong

Objective:

The main purpose of this study is to find the realizability of customer loyalty and
patients’satisfication for the health medical institution. By using the ACSI(American
customer satisfaction index ) system, it can not only help the hospital manager
distinguish the vision, target of hospital and patients’satisfication with a relationship,
but also inspect a patient satisfied the system doing effectively.

Materials and Method:

Adopt across-sectional study, apply a case study method, carry on high, medium
and low rank etc.different level personnel's field interview and questionnaire, and
make use of index ACSI system of the customer satisfaction to evaluate the idea of
system to carry on analysis to the value of feeling ~ customer loyalty ~
patients’satisfication in the hospital, and give suggestions of the response and
detection of above-mentioned subject.

Result:

Promote the key factor of the influencing of the value of feeling,customer
satisfaction and loyalty that customer in the individual case hospital is includeing the
perceptive quality, customer expectation, the value of feeling, customer satisfaction
and customer complain and customer loyalty...etc., then promote the management
of the customer relationship and patients’satisfication in the hospital.to be satisfied
with the modus of the key factor and several suggestionses of index system, in
order to provide the method for a region hospital authorities.

Conclusion:

Making use of the research of index ACSI system,the important point is first goal
with the "patient for center” , the medical really carry out the value of feeling -
customer loyalty - patients’satisfication. That not only can significantly improve the
customer satisfaction of patient from out-patient service in hospital and loyalty, in the
meantime, but raise service quality in the hospital, and seek medical advice the
promoting of patients’satisfication value also have in order to the benefit.

Keywords : the value of feeling - customer loyalty ~ patients’satisfication
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