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A Research of the key factors influencing of doctor-patient
relationship and hospital image -- Using the XX Hospital as a Case
Study

Shue-Tien Juang Chien-Chung Lin  Sheng-Lin Chiu  Ching-Hsien Soong

Objective:

This research is a study's medical treatment organization to patient's satisfaction
and the customer loyalty of carry out degree. Since the culture ~ vision and industry
features of health medical institutes are quite different from the enterprise, the
patients-centering shall become the core value of customer relationship
management ,customer loyalty and patients’satisfication of health medical
institutions..

Materials and Method:

Adopt a case study method, carry on high, medium and low rank etc.different
level personnel's field interview and questionnaire,then make use the idea of the
valuate system of the doctor-patient relationship + hospital image and internal
customer(medical personnel) and final customer(patient) organize implementation
factor to carry on analysis and give suggestions of the response and detection of
above-mentioned subject.

Result:

Promote five kinds of methods of self image in the individual case hospital, look
after the patient's actual situation modus by individual case hospital, 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 hospital authorities.
Conclusion:

The customer relationship management, customer satisfaction and loyalty
already extensively other medical treatment industry adoption, and maintain
effectively important to doctor-patient relationship, the hospital image and customer
relation of hospital.lt can last long management , also play count for much role as
possible.

Keywords : customer relationship management - customer loyalty ~
patients’ satisfication ~ doctor-patient relationship - hospital image
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