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ABSTRACT

The literature has found that loyalty is recognized as the dominant Juctor in a
bussiness organization’s succes. The author investigafe the relationship between
hospital image, customer satisfuction and customer loyalty. The purpose of this
research is to analyze the fuctor of image and customer satisfaction that are
related to customer loyalty.

Using data collected from a private hospital, the findings indicate that hospital
image and customer satifaction with receptions, adminisirative procedures and
hospital services as a whole are positively related to customer loyalty. This
findings support the previous theory that altough loyal customer are most

typically satisfied, satisfaction does not universally translate into loyalty.
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