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In marketing literature satisfaction is considered core to the
theory and practice of marketing. It is believed that retaining
customer may be more profitable than attracting one. In healthcare,
patient’s satisfaction plays more important role not only to patients’
retention and referral, but also to other aspects. This short review
will be arranged starting with satisfaction in general and then
followed by role of patient’s satisfaction in healthcare.

Satisfaction

The marketing literature originally saw consumer satisfaction
as being an outcome resulting from the consumption experience.
Currently, the most dominant of the conceptual models of consumer
satisfaction is disconfirmation. Oliver [1] defines satisfaction
as “the consumer’s fulfilment response” a post consumption
judgment by the consumer that a service provides a pleasing
level of consumption-related fulfilment, including under- or overfulfilment”. Satisfaction is consumer positive affective response to
relationship exchange [2].
Consumer satisfaction is at the very core of marketing theory
and practice [3]. Since retaining customers may be more profitable
than attracting new ones, dissatisfied customers may lead to
unfavorable behavior intentions such as negative word of mouth,
doing less business or switching to alternative service provider [4].

Most prominent concept of antecedent of satisfaction is service
quality. It is said that satisfaction will be influenced by how service
provider deliver the RATER factors (Zeithalm et al. 1990). The first
factor is reliability. It concerns how organization deliver the agreed
upon services consistently, accurately and on time. The second
factor is assurance. It concerns how employee able to communicate
their knowledge to customer convincingly. Third factor is tangible.
It talks about how the physical aspect of the service appealing. Forth
factor is empathy. Are employee having the ability to empathize and
give attention to customer? Last one is responsiveness. It concerns
about how quick the organization respond to customer inquiries.
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Researchers have found that besides quality evaluation,
fairness is another important factor which influences satisfaction
[1]. Oliver and Swan (1988) in [5] confirm that as disconfirmation
of expectation, fairness has been considered as an important
predictor of satisfaction. Generally speaking, we can assume that
patients are satisfied when they perceived treatment is being fair.
Customer develop attitude toward products or services if they
have consumed or having experience with products or services.
Previous consumption and experiences will develop the like
or dislike to the products and services. Therefore, satisfaction
play important role to the behavior post-consumption such as
repurchase intention [1].

The intimate relationship connecting satisfaction to loyalty is
widely acknowledged in the marketing literature. Studies show
that satisfied customers are more likely to be loyal than dissatisfied
ones ((Fornell, 1992; Fornell and Wernefelt,1987; Parasuraman et
al.,1991; Reichheld and Sasser,1990) in [6]). Indeed, satisfaction
has proved to be a major antecedent to loyalty (Bitner, 1990; Dick
and Basu, 1994; Fornell et al, 1996) in [6]. Satisfaction has been
suggested to be a direct antecedent of loyalty in studies from
various industry (Poujol et al, 2013; Lee, Moon, Kim and Yi, 2015;
Kandampully and Zang, 2014; Kim, Vogt and Knutson, 2015; Orel
and Kara, 2014). The impact of satisfaction of patients will be
discuss in the following section.

Impact of Patient’s Satisfaction in Healthcare

Patients’ satisfaction is an important indicator to evaluate the
achievement of public service system [7]. The most common way
to evaluate the new program initiatives or get public confirmation
for policy innovation is with investigating public satisfaction.
Understanding how satisfy patients’ are with new program, link to
the effectiveness of program implementation.
Greater involvement of consumer in this case, patients, in
the healthcare process is important. Studies show that there is

371

Op Acc J Bio Eng & Bio Sci.

exist relationship demonstrated between satisfaction and patient
compliance. That patient compliance includes in areas such as
appointment keeping, intentions to comply with recommended
treatment and medication use. The more satisfied the patients
are, the more compliance they will be. Since it is shown that the
high-quality clinical outcome is influenced by compliance, which
indirectly, it depends on patients’ satisfaction. Therefore, patients’
satisfaction should be seen as the ultimate healthcare goal and thus
a pre-requisite of quality care. Or it can be said simply that “care
cannot be high quality unless patient is satisfied “[3]. Patients’
satisfaction is also important to improve treatment outcome [8].
Patients’ satisfaction affects healthcare providers financially
through referral and reimbursement. Satisfied patients will be
loyal customers which means sustainable flow of income. Retaining
patients is also more profitable than attracting one. Other advantage
of loyal patients is good word-of-mouth. Patient can be expected to
‘promote’ healthcare facility and produce referral.

Patients’ satisfaction has also been linked to unsolicited
complaints and medical malpractice lawsuits [9]. In their study, it is
showed that the decreases in physician’s satisfaction rate associated
with the increased rate of unsolicited patients’ complaints.
Compared to physicians with high satisfaction rating, middle and
bottom satisfaction rate have 26% and 110% higher malpractice
lawsuits [10-13].

Conclusion

In marketing literature satisfaction is considered core to the
theory and practice of marketing. It is believed that retaining
customer may be more profitable than attracting one. In healthcare,
patient’s satisfaction plays more important role. Studies show
that patients’ satisfaction is not only important to keep patients
coming back, but it is also as a tool to evaluate how effective one
particular program being implemented; it also plays important role
since patients’ satisfaction link to treatment outcome; Patients’
satisfaction has also been linked to unsolicited complaints and
medical malpractice lawsuits.
This work is licensed under Creative
Commons Attribution 4.0 License

To Submit Your Article Click Here:

Copyrights @ Diena Dwidiemawati, et al.

Volume 3 - Issue 5

Submit Article

DOI: 10.32474/OAJBEB.2020.03.000173

References
1. Oliver RL (2015) Satisfaction A Behavioral Perspective on Consumer.
Routledge, Oxon and New York, USA.

2. Kashyap V, Sivadas E (2012) An exploratory examination of shared
values in channel relationships. Journal of Business Research 65(5):
586-593.
3. Newsome PR, Wright GH (1999) A review of patient satisfaction:
Concepts of satisfaction. British Dental Journal 186(4): 161-165.

4. Ramsaran-Fowdar RR (2008) The relative importance of service
dimensions in a healthcare setting. International Journal of Health Care
Quality Assurance 21(1): 104-124.
5. Neves HVJ (2010) Emotional Predictors of Consumer’ s Satisfaction with
Healthcare Public Services. International Journal of Health Care Quality
Assurance 23(2): 209-227.

6. Poujol JF, Siadou-martin B, Vidal D, Pellat G (2013) The impact of
salespeople’s relational behaviors and organizational fairness on
customer loyalty: An empirical study in B-to-B relationships. Journal of
Retailing and Consumer Services 20(5): 429-438.
7. Roberts MJ, Reich MR (2002) Getting Health Reform Right. Oxford
University Press, UK.

8. Gill L, White L (2013) A critical review of patient satisfaction. Leadership
in Health Services 22(1): 8-19.
9. Stelfox HT, Gandhi TK, Orav EJ, Gustafson ML (2005) The relation of
patient satisfaction with complaints against physicians and malpractice
lawsuits. The American Journal of Medicine 118(10): 1126-1133.
10. Cho Y, Rutherford BN, Park J (2013) The impact of emotional labor in a
retail environment. Journal of Business Research 66(5): 670-677.
11. Gao Y, Mattila AS (2014) Improving consumer satisfaction in green
hotels: The roles of perceived warmth, perceived competence, and CSR
motive. International Journal of Hospitality Management 42: 20-31.

12. Hosany S, Prayag G (2013) Patterns of tourists’ emotional responses,
satisfaction, and intention to recommend. Journal of Business Research
66(6): 730-737.

13. Su L, Hsu MK (2013) Service Fairness, Consumption Emotions,
Satisfaction, and Behavioral Intentions: The Experience of Chinese
Heritage Tourists. Journal of Travel & Tourism Marketing 30: 786-805.

Open Access Journal of Biomedical
Engineering and Biosciences
Assets of Publishing with us
•

Global archiving of articles

•

Authors Retain Copyrights

•
•
•

Immediate, unrestricted online access
Rigorous Peer Review Process
Unique DOI for all articles

Citation: Diena Dwidiemawati, Ichsan Ibrahim TM. Patient’ Satisfaction is More than Achieving Business Goal. Op Acc J Bio Eng & Bio Sci
3(5)- 2020. OAJBEB.MS.ID.000173. DOI: 10.32474/OAJBEB.2020.03.000173.

372

