
 

_____________________________________________________________________________________________________ 
 
*Corresponding author: E-mail: ramadhania@ekonomi.untan.ac.id; 
 
Cite as: Sukmawati, Taryati, Ramadania, and Wenny Pebrianti. 2024. “Enhancing Patient Satisfaction by Healthcare Service 
Providers: A Systematic Literature Review”. Asian Journal of Economics, Business and Accounting 24 (12):342-56. 
https://doi.org/10.9734/ajeba/2024/v24i121613. 
 

 
 

Asian Journal of Economics, Business and Accounting 
 
Volume 24, Issue 12, Page 342-356, 2024; Article no.AJEBA.127989 
ISSN: 2456-639X 

                                    
 

 

 

Enhancing Patient Satisfaction by 
Healthcare Service Providers: A 

Systematic Literature Review 

 
Taryati Sukmawati a,b, Ramadania b* and Wenny Pebrianti b 

 
a Institut Bisnis dan Ekonomi, Indonesia. 

b Tanjungpura University, Indonesia. 
 

Authors’ contributions 
 

This work was carried out in collaboration among all authors. Author TS designed the study, 
performed the statistical analysis, wrote the protocol, and wrote the first draft of the manuscript. 

Authors Ramadania and WP managed the analyses of the study and managed the literature 
searches. All authors read and approved the final manuscript. 

 

Article Information 
 

DOI: https://doi.org/10.9734/ajeba/2024/v24i121613 
 

Open Peer Review History: 
This journal follows the Advanced Open Peer Review policy. Identity of the Reviewers, Editor(s) and additional Reviewers, peer 

review comments, different versions of the manuscript, comments of the editors, etc are available here: 
https://www.sdiarticle5.com/review-history/127989 

 
 

Received: 08/10/2024 
Accepted: 12/12/2024 
Published: 18/12/2024 

 
 

ABSTRACT 
 

Aims: The aim of this study is to identify the primary determinants and emerging trends that 
influence patient experiences patient experiences. 
Study Design: Through a systematic review of scholarly literature, an investigation examines the 
pivotal elements that drive patient satisfaction outcomes in innovative healthcare service delivery 
contexts. 
Place and Duration of Study: The study was conducted in healthcare service innovation. The 
duration of the study around six months by analyzing articles published between 2019 and 2023 in 
Scopus-indexed academic journals. 
Methodology: Following the PRISMA guidelines, this study analyzed 54 peer-reviewed articles to 
examine the relationship between service quality, communication, digital transformation, physical 
environment, waiting time, and healthcare accessibility on patient satisfaction. 

Systematic Review Article 
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Results: The findings emphasize the increasing trend toward patient-centered care and the 
integration of technology to improve service delivery. These results underscore the importance of 
continuous service improvement and innovation in healthcare to meet patient expectations and 
enhance satisfaction. The study concludes that addressing these key factors is essential for 
healthcare providers to achieve higher patient loyalty, better health outcomes, and a competitive 
advantage. Future study should focus on further integrating digital solutions and patient-centered 
approaches to drive improvements in customer satisfaction in healthcare settings. 
Conclusion: The review indicates that service quality, characterized by reliability, responsiveness, 
and empathy, is the most significant determinant of customer satisfaction. Communication between 
healthcare providers and patients is also identified as a critical factor, with clear and empathetic 
interactions significantly enhancing patient trust and satisfaction. Digital transformation, including 
telemedicine and electronic health records, emerges as a key innovation in improving service 
efficiency, reducing waiting times, and expanding access to care. The physical environment and 
waiting times are also noted as important contributors to patient satisfaction, influencing their overall 
experience in healthcare facilities. 

 

 
Keywords: Customer satisfaction; healthcare service; service quality; patient-centered care; digital 

transformation; PRISMA. 
 

1. INTRODUCTION 
 
Customer / patient satisfaction has emerged as a 
critical measure of service quality in the 
healthcare sector, influencing patient outcomes 
and the overall reputation of healthcare providers 
(Ali & Dzandu, 2023; Gonzalez, 2019). As 
healthcare systems worldwide face increasing 
pressure to improve efficiency and effectiveness, 
a deeper understanding of the factors driving 
patient satisfaction is essential to achieving these 
goals (Chatterjee et al., 2021). Study indicates 
that patient satisfaction is shaped by a 
combination of factors, including healthcare 
accessibility, the quality of interactions between 
patients and healthcare professionals, and 
service delivery efficiency (Moher et al., 2009; 
Wood & Siegel, 2021). For instance, trust in 
healthcare providers has been highlighted as a 
key determinant of satisfaction, emphasizing the 
importance of personalized care and empathy in 
modern healthcare systems (Gok & Burckin, 
2020; Kot & Syaharuddin, 2020). 
 
In recent years, numerous studies have explored 
how enhanced customer orientation can lead to 
improved patient satisfaction and better health 
outcomes (Dogra & Sharma, 2021). For 
example, the paradigm shift towards more 
patient-centered care has been recognized as a 
crucial factor in enhancing patient experiences, 
particularly in complex healthcare environments 
(Akthar et al., 2022; Velmurugan et al., 2019). 
The role of efficient healthcare delivery, 
especially in terms of reducing wait times and 
improving care coordination, has also been noted 

as critical for increasing satisfaction levels 
(Ahmad et al., 2020). 
 

The study aims to review and analyze the key 
factors influencing customer satisfaction in 
healthcare innovation strategies, such as building 
patient trust and healthcare accessibility. It will 
examine the methodologies used to assess 
patient satisfaction through a systematic 
literature review approach and identify emerging 
trends in healthcare service quality improvement, 
such as patient-centered care and enhanced 
service delivery, and their impact on patient 
satisfaction (Rastogi & Sharma, 2020). A review 
aims to provide healthcare organizations with 
insights into the drivers of patient satisfaction, 
which are crucial for improving service quality 
and enhancing patient outcomes. The findings 
intend to contribute to ongoing efforts to enhance 
patient-centered care and healthcare service 
delivery, ultimately leading to better patient 
experiences and higher satisfaction levels. 
 

2. MATERIALS 
 

This study employs a systematic review 
methodology to identify, review, and synthesize 
literature on the determinants of consumer 
satisfaction with healthcare services. The review 
was conducted following the Preferred Reporting 
Items for Systematic Reviews and Meta-
Analyses (PRISMA) guidelines (Moher et al., 
2009). 
 

Identification: The literature identification 
process was carried out through a search in the 
Scopus database using the search string: 
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Table 1. The search term employed in the study of literature 
 

Search String 

TITLE-ABS-KEY (customer AND satisfaction) AND TITLE-ABS-KEY (healthcare) AND PUBYEAR > 
2014 AND PUBYEAR < 2024 AND (LIMIT-TO (LANGUAGE, "English")) 

Source: Author based on Scopus preview 

 
Table 2. Inclusion and Exclusion Criteria 

 

Inclusion and Exclusion Criteria 

Inclusion Criteria Empirical studies focused on customer satisfaction in the healthcare 
service 
published in English 
Between 2019 and 2023 
Sourced from peer-reviewed journals. 

Exclusion Criteria Study not focusing on healthcare topic 
Study not explicitly measuring customer satisfaction 
Study not in publication type 
Study not in study duration 
Source: Author based on Scopus preview 

 
This search strategy aims to capture a 
comprehensive and up-to-date body of literature 
on customer satisfaction in healthcare 
innovation, focusing on recent developments in 
the field while ensuring the inclusion of 
internationally recognized studies 
 
Screening: Following initial literature 
identification, the implementing a rigorous 
screening protocol to remove duplicate entries 
and evaluate adherence to established inclusion-
exclusion parameters. The selection criteria 
prioritized both empirical investigations and 
secondary analyses that specifically addressed 
healthcare service innovations targeting 
improved customer satisfaction metrics. 
Publications falling outside the healthcare 
domain or lacking robust data were excluded 
from consideration. The screening methodology 
incorporated automated analytical tools to 
efficiently process the extensive volume of 
scholarly materials. These criteria are detailed in 
Table 2. 
 
Selection: In the selection stage, articles that 
passed the initial screening process were                  
further evaluated based on their relevance to the 
study topic. The evaluation was conducted 
through a review of the title, abstract, and 
conclusions of each article to ensure that the 
study's focus was directly related to customer 
satisfaction in the context of healthcare services. 
In cases where doubts arose regarding an 
article's relevance, a full-text assessment                  
was conducted to determine its eligibility for 
inclusion. 

A selection stage ensured that only high-quality 
studies closely related to the review's theme 
were considered in the final analysis. The 
selected articles encompassed various 
methodological approaches, allowing for a more 
holistic view of the factors influencing customer 
satisfaction. 
 
Synthesis: The synthesis aimed not only to 
organize information from various studies but 
also to reveal new trends in healthcare practices 
and service quality that contribute to improved 
patient satisfaction. This synthesis provides a 
comprehensive overview of key factors and 
relevant recommendations for healthcare 
providers. 
 
The synthesis process extends beyond mere 
information organization, seeking to uncover 
emerging trends in healthcare practices and 
service quality that contribute to enhanced 
patient satisfaction. This approach allows for a 
holistic understanding of the key factors 
influencing customer satisfaction in healthcare 
settings and provides relevant recommendations 
for healthcare providers 
 

3. METHODS 
 

3.1 Keyword Co-Occurance 
 
A co-occurrence analysis was conducted to 
identify key terms or authors from the literature 
corpus underlying this study. The analysis, 
performed using VOS viewer, aimed to reveal 
how specific topics or keywords are 
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interconnected, or how certain authors 
collaborate in this study field. Understanding 
these keywords or topics provides insight into the 
central themes or subjects within the study 
scope. This co-occurrence analysis provides a 
visual representation of the key themes and their 

relationships within the literature, offering a 
comprehensive overview of the study landscape 
in customer satisfaction in healthcare services. 
Fig. 1 presents a visualization of keyword co-
occurrence, with the results organized into three 
clusters, each distinguished with a different color. 

 

 
 

Fig. 1. Network Visualization of Co-occurred Keywords 
 

Table 3. Co-occurrence Keywords summary 
 

Cluster 1 (Red) *Occ **TLS 

Care 12 63 
Customer Satisfaction 24 110 
Factor 16 86 
Healthcare Service  9 37 
Quality 22 115 
Study 41 209 
Time 13 59 

Cluster 2 (Green) Occ TLS 

Context 11 62 
Design Methodology Approach 10 69 
Expectation 9 52 
Order 8 45 
Originality Value 11 73 
Paper 14 81 

Cluster 3 (Blue) Occ TLS 

Healthcare 17 90 
Healthcare Sector 10 54 
Patient 31 165 
Patient Satisfaction 22 124 
Service Quality 21 116 

*Occ = Occurance **TLS = Total Link Strength 
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Fig. 2. PRISMA Flowchart 
 
The co-occurrence analysis using Vos Viewer 
software revealed 18 keywords/items, with each 
piece of literature containing at least seven or 
more keywords. Table 3 provides a summary of 
the co-occurrence keywords along with their total 
link strength (TLS). The most frequently 
occurring keywords in this study include: study 
(Occ = 41, TLS = 209), patient (Occ = 31, TLS = 
165), customer satisfaction (Occ = 24, TLS = 
110), patient satisfaction (Occ = 22, TLS = 124), 
quality (Occ = 22, TLS = 115), service                      
quality (Occ = 21, TLS = 116), healthcare                   
(Occ = 17, TLS = 90), and factor (Occ = 16, TLS 
= 86). 
 
This co-occurrence analysis provides both a 
visual and quantitative representation of the key 
themes and their relationships within the 
literature, offering a comprehensive overview of 
the study landscape in customer satisfaction in 
healthcare services. The high occurrence and 
total link strength of keywords such as "patient," 
"customer satisfaction," and "service quality" 
underscore the central focus of the reviewed 

literature on patient-centered approaches and 
quality of care in healthcare services. 
 

3.2 Prisma Model 
 

This study explains how the minimum topics to 
be reviewed in this systematic review were 
selected using the PRISMA methodology 
(Haddaway et al., 2022). The chart below (Fig. 2) 
presents the PRISMA flow diagram created for 
this study. 

 
Fig. 2 illustrates the PRISMA flow diagram for the 
document exclusion and selection process. After 
removing duplicates, a total of 603 records were 
identified from the Scopus database. Of these, 
603 records were excluded after a step-by-step 
screening of titles and abstracts. Exclusions were 
made based on the following reasons: (1) 
irrelevant topics (n = 194); (2) unsuitable 
population (n = 180); (3) inappropriate study 
duration (n = 148); and (4) inappropriate study 
design (n = 27). Ultimately, 54 remaining 
documents were deemed eligible for inclusion 
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(Barfar et al., 2021; Materla & Cudney, 2020; 
Tóth et al., 2020). 
 

3.3 Sample Characteristics 
 

The initial search yielded 615 Scopus                      
articles, of which 54 met the inclusion                       
criteria after screening for relevant topics, 
abstracts, full texts, and publication            
duration (Fig. 2. PRISMA Flowchart). The 
resulting data were analyzed based on three 
variables: region, year of publication, and data 
collection methods. This study utilized                  
articles spanning a five-year period, from 2019 to 
2023. 
 

Fig. 3 shows that studies related to 
customer/patient satisfaction in healthcare 
innovation services have seen an upward trend 
year by year, indicating that this topic continues 
to attract significant interest for further 
investigation. Although there have been some 
declines, the number of publications 
demonstrates a stable trend, with a peak in 2023, 
reflecting the relevance and importance of 
customer/patient satisfaction as a study topic. 
The consistent recovery in publication numbers 
suggests that academics and practitioners 
continue to pay considerable attention to this 
field, highlighting its lasting appeal and critical 
role in business strategy. 

 
 

Fig. 3. Sample Characteristic based on Year of Publication 
Source: Author based on Scopus Preview 

 

 
 

Fig. 4. Sample Characteristic (Geographic Region) 
Source: Author based on Scopus Preview 
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Fig. 5. Sample Characteristic (Data Collection Method) 
Source: Author based on Scopus Preview 

 
Fig. 4 illustrates the distribution of articles by 
continent. Asia accounts for the largest 
proportion of articles, at 61%, indicating that the 
majority of studies originate from this region. 
Europe ranks second, contributing 20%, which 
signifies that studies on customer satisfaction in 
healthcare service innovation are widely 
discussed in Europe. America contributes 11%, 
while Africa contributes 6%, and Australia 
accounts for 2%, making it the continent with the 
fewest articles in this distribution. This figure 
provides an overview of how the reviewed study 
predominantly focuses on Asia compared to 
other continents. 
 
Fig. 5 shows that the majority of articles, 81%, 
used primary data collection methods, while only 
19% utilized secondary data. The indicates that 
most of the studiers analyzed in this study relied 
on data collected directly from original sources, 
with only a small portion drawing from pre-
existing data. 
 

4. RESULTS 
 
Several factors are mentioned as influencing 
customer satisfaction in the 54 articles                
including: 
 

4.1 Service Quality 
 
Anabila et al. (2020); Singh and Dixit (2020) 
mention Service quality has been identified as 
the most critical factor influencing patient 

satisfaction in various studies. Service quality 
encompasses several dimensions, such as 
reliability, responsiveness, and empathy. 
Reliability reflects the consistency and timeliness 
of healthcare services, where patients expect 
services that meet their needs without errors or 
delays. Responsiveness relates to the ability of 
healthcare providers to respond promptly and 
effectively to patient requests, including response 
times to questions or complaints. Empathy is 
another crucial dimension, where patients feel 
cared for, understood, and treated with respect 
by healthcare staff. The studies show that when 
these dimensions are consistently present, 
patient satisfaction levels increase significantly 
(Al-hilou & Suifan, 2023; Mohammed & 
Mahmood, 2022; Shie et al., 2022). This confirms 
that healthcare services focused on interpersonal 
and procedural quality will have a positive impact 
on patient perceptions. 
 

4.2 Communication 
 
Effective communication between healthcare 
providers and patients is also identified as a 
crucial factor in improving customer satisfaction. 
Study indicates that clear explanations, active 
listening, and empathetic interactions are 
strongly correlated with higher patient 
satisfaction (Bux et al., 2023; Irfan & Baig, 2023). 
Patients expect open and honest communication 
from doctors or other medical professionals 
regarding their health conditions, upcoming 
procedures, and the associated risks and 
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benefits. Additionally, when healthcare 
professionals listen to patient concerns or 
questions fully and respond appropriately, it 
fosters trust and confidence in the quality of care 
received. According to Al-Daoar and Munusamy 
(2019) Empathetic interactions are also 
essential, as they demonstrate to                          
patients that they are being treated as individuals 
rather than just medical cases, ultimately 
enhancing their satisfaction with the services 
provided. 
 

4.3 Digital Tranformation 
 
The use of digital technology in healthcare 
services has become a central theme in recent 
years, with significant impacts on the 
accessibility and convenience of services 
(Budiman et al., 2019; Chatterjee, 2021). 
Mention by Chatterjee et al. (2019) Technologies 
such as telemedicine, electronic medical records, 
and digital communication tools like health apps 
offer patients the convenience of interacting with 
healthcare providers without the need for 
physical presence. This greatly improves access 
to services, particularly for patients living in 
remote areas or those with mobility limitations. 
Telemedicine enables patients to receive virtual 
medical consultations, reducing travel time and 
providing a sense of security during                   
pandemics. Furthermore, electronic medical 
records allow better coordination between 
different providers, increasing efficiency and 
reducing the risk of medical errors, which 
ultimately has a positive impact on patient 
satisfaction (Li et al., 2020; Ravinder Rao & 
Sucharita, 2019). 
 

4.4 Physical Environment 
 
The physical environment of healthcare                   
facilities, including ambiance, cleanliness, and 
comfort, significantly influences patient 
perceptions and satisfaction (Sofianos, 2023; 
Vigolo et al., 2020). A clean, well-                     
maintained, and comfortable environment 
creates a positive impression of the quality of 
care received. Study shows that comfortable 
facilities, such as tidy waiting areas and 
adequate sanitation, provide patients with a 
sense of calm, which is essential in creating a 
pleasant healthcare experience. Additionally, a 
comfortable physical atmosphere can reduce 
patient anxiety while waiting or receiving 
treatment, which overall improves their 
satisfaction with the healthcare services provided 
(Braimah et al., 2023). 

4.5 Waiting Time 
 
Long waiting times are a major factor that 
negatively impact to patient satisfaction (Ahmad 
et al., 2020; Li et al., 2021; Lu et al., 2022). 
Several studies indicate that patients tend to feel 
dissatisfied when they have to wait too long for 
care, whether for consultations, diagnostic tests, 
or other procedures. Extended waiting times can 
lead to increased stress and frustration, 
especially when there is no clear explanation for 
the delay. Therefore, according to Al-hilou and 
Suifan (2023) innovations that reduce waiting 
times, such as improving administrative process 
efficiency or using technology to schedule and 
manage patient visits, are crucial to enhancing 
patient experience and satisfaction. 
 

4.6 Healthcare Service Accessibility 
 
Healthcare service accessibility is an important 
factor influencing customer satisfaction, 
particularly in healthcare service innovation. 
Accessibility includes the ease of physically 
accessing healthcare facilities, as well as the 
availability of services that facilitate interaction 
between patients and providers (Guglielmetti 
Mugion et al., 2020). Study indicates that good 
accessibility, such as easily reachable healthcare 
facility locations, significantly increases patient 
satisfaction. Patients feel more satisfied when 
they do not face significant barriers, such as long 
distances, in accessing healthcare services (Ali & 
Dzandu, 2023; Haber & Fargnoli, 2019). 
 

5. DISCUSSION 
 

5.1 Impact of Customer Satisfaction 
 
The study by Ai et al. (2022); Apaolaza et al. 
(2020); Ren et al. (2021) aims to examine the 
critical determinants shaping patient satisfaction 
outcomes, encompassing four primary 
dimensions such as experiential value derived 
from customer interactions, technological 
infrastructure implementation, subjective 
assessment of service delivery, and tangible 
facility provisions by healthcare institutions. 
Furthermore, the study seeks to establish robust 
metrics for evaluating hospital-based customer 
satisfaction through a multifaceted framework. 
The study encompasses patient perceptions of 
clinical care delivery, effectiveness of healthcare 
professional communications (incorporating 
physician, nursing, and support staff 
interactions), architectural environmental factors, 
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sanitization protocols, alignment with patient 
expectations, and infrastructure standards 
assessment (Nguyen et al., 2021; Xie et al., 
2022). Creating customer satisfaction in the 
healthcare service industry has become 
essential, as this satisfaction stems from 
customers' experiences with their previous 
purchasing decisions. In the study Lugosi et al. 
(2022) where this study on healthcare services in 
cancer clinics indicates that customer satisfaction 
can be derived from the experiences customers 
have had. According to Nikolaeva et al. (2020); 
Oliver (2014) customer satisfaction is the level at 
which expectations align with the perceived 
outcomes, meeting the customer’s expectations. 
Customer satisfaction can have several impacts, 
including: 
 
Customer Loyalty Improvement: High 
customer satisfaction leads to stronger loyalty 
toward healthcare services. Satisfied patients are 
more likely to return and use the same services, 
as well as recommend them to others, thereby 
strengthening the long-term relationship between 
healthcare providers and patients (Ali & Dzandu, 
2023; Khaleel et al., 2022). This loyalty also 
becomes the foundation for successful 
innovation, as satisfied customers are more 
willing to try new services offered by healthcare 
providers (Mandala et al., 2021). 
 
Enhanced reputation and image of healthcare 
services: Healthcare organizations that 
successfully maintain customer satisfaction build 
a positive reputation within the community. This 
reputation reflects the quality of services and 
innovations implemented by the organization 
(Braimah et al., 2023; Singh & Dixit, 2020). 
Satisfied patients are more likely to share their 
experiences positively, either through word of 
mouth or online reviews, thereby enhancing the 
organization’s image. A good reputation makes it 
easier for healthcare providers to gain greater 
trust from the public and strategic partners 
(Cacciotti et al., 2022). 
 
Adoption and success of healthcare service 
innovation: Customer satisfaction drives the 
adoption of new technologies and healthcare 
service innovations such as telemedicine, health 
apps, and electronic medical records (Sodhro et 
al., 2021). Satisfied patients are more likely to 
support and accept changes offered by 
healthcare providers, particularly related to 
technologies that facilitate access and care 
efficiency. This also reduces resistance to 
innovation, allowing providers to continue 

evolving and improving the quality of care more 
rapidly (Al-hilou & Suifan, 2023). 
 
Operational efficiency and cost savings: 
Healthcare services that ensure customer 
satisfaction often demonstrate better operational 
efficiency (Moore, 2021). Efficient systems can 
reduce patient waiting times, expedite 
administrative processes, and increase 
healthcare staff productivity (Bux et al., 2023). 
Based on study by Ha et al. (2023), Customer 
satisfaction also impacts cost savings by 
reducing the number of complaints, the need for 
problem resolution, and post-service remediation 
efforts. 
 
Positive impact on patient health: Patient 
satisfaction in healthcare services directly 
impacts health outcomes. Satisfied patients are 
more likely to adhere to medical instructions, pay 
attention to doctors' recommendations, and 
actively participate in the health care programs 
provided. This contributes to better clinical 
outcomes, reduces the risk of complications, and 
improves patients’ overall quality of life (Dayan et 
al., 2022). 
 
Competitive advantage development: 
Healthcare providers that maintain high levels of 
customer satisfaction can develop a competitive 
advantage in the market. In a competitive 
environment, customer satisfaction is one of the 
key factors that differentiates healthcare 
providers. Study in Dayan et al. (2022) providers 
focusing on innovation and customer satisfaction 
will more easily attract new patients and retain 
existing ones This allows the organization to 
grow more rapidly and innovate more efficiently 
than its competitors. 
 

5.2 Customer Satisfaction and Healthcare 
Service 

 
Driving digital technology adoption: Customer 
satisfaction is a key factor in the successful 
adoption of digital technology in the healthcare 
sector. When patients are satisfied with the 
technology used in healthcare services, such as 
telemedicine systems, health apps, or electronic 
medical records, they are more likely to embrace 
and feel comfortable using it. This is crucial, as 
the integration of technology often faces 
obstacles, particularly in communities less 
familiar with digital tools. Customer satisfaction 
plays a critical role in sustaining digital 
transformation across various industries, 
including healthcare (Zhang et al., 2022). The 
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study demonstrated that successful technology 
adoption requires a deep understanding of 
customer needs and expectations, which should 
be accommodated through tailored services 
(Nobile et al., 2019). 
 
Improving operational efficiency and patient 
experience: Healthcare industries adopting 
technology-based innovations can significantly 
enhance operational efficiency and the patient 
experience. Patients who are satisfied with 
shorter wait times, easier access to services 
through digital platforms, and improved 
communication with healthcare providers tend to 
be more loyal to the service. Huetten et al. 
(2019) highlighted that the barriers to 
digitalization in healthcare can be mitigated by 
focusing on improving customer satisfaction. The 
study found that when customers perceive the 
service as more efficient and convenient, 
especially through digital platforms, they are 
more likely to support the transformation. This 
indicates that customer satisfaction also serves 
as an indicator of operational success in an 
increasingly digitized healthcare environment 
(Braimah et al., 2023). 
 
Increasing patient loyalty and trust: Customer 
satisfaction is closely related to patient loyalty. 
Satisfied patients are more likely to return to the 
same healthcare services and recommend them 
to others (Mandala et al., 2021). In the context of 
innovative healthcare services, patient trust in 
new technologies, such as artificial intelligence 
(AI) for diagnosis, depends on their positive 
experiences in receiving these services. 
Technology-based services are well-received by 
customers, it boosts patient loyalty and drives 
greater adoption of innovation. Technologies like 
IoT, which monitor patients’ health in real-time, 
also provide them with a sense of security, 
leading to higher trust in healthcare providers 
(Dayan et al., 2022; Mhasnah et al., 2020). 
 
Improving patient outcomes through service 
innovation: Customer satisfaction not only 
affects patients’ direct experiences with the 
healthcare system but also impacts health 
outcomes. Patients satisfied with the services 
they receive are more likely to follow medical 
instructions, participate in long-term care 
programs, and undergo preventive healthcare. 
Innovations in patient-centered health 
management, such as the use of big data for 
health predictions, enable more effective 
healthcare delivery (Epaminonda et al., 2020). A 
study by Braimah et al. (2023) highlighted that 

the use of integrated digital knowledge 
management systems can enhance data-driven 
decision-making in healthcare, ultimately 
improving patient outcomes. When patients 
experience the direct benefits of these 
innovations, they are more satisfied and more 
likely to comply with medical advice, contributing 
to better health outcomes overall. 
 
Enhancing patient experience and active 
engagement: High customer satisfaction fosters 
active patient engagement in managing their 
health (Irfan & Baig, 2023). Innovations such as 
mobile applications that allow patients to monitor 
their health conditions or access real-time health 
information provide a more interactive and 
controlled experience for patients (Bordoloi, 
2020; Srivastava & Prakash, 2019). Patients who 
feel more involved in the decision-making 
process about their health tend to be more 
satisfied and achieve better outcomes. Chang et 
al. (2021); Nikolaeva et al. (2020) emphasized 
the importance of integrated digital models in 
improving the customer experience. The result 
indicated that active patient engagement with 
digital healthcare services can increase 
satisfaction and create a greater sense of 
responsibility for their health. 
 

6. CONCLUSION 
 
This systematic literature review highlights the 
critical factors influencing customer satisfaction 
in healthcare service innovation. Key 
determinants such as service quality, 
communication, digital transformation, physical 
environment, waiting time, and accessibility have 
been consistently shown to impact patient 
satisfaction positively. The integration of these 
factors, particularly the shift toward patient-
centered care and the increasing use of digital 
technology, has emerged as a significant trend in 
enhancing healthcare services. The findings 
underscore the importance of personalized care, 
empathy, and responsiveness in meeting patient 
expectations, while the role of technology in 
improving access and efficiency is equally 
crucial. Furthermore, this review illustrates that 
innovations such as telemedicine and electronic 
health records contribute to reduced wait times, 
improved care coordination, and ultimately higher 
patient satisfaction. 
 
These conclusions have important implications 
for both healthcare providers and policymakers. 
For providers, the need to focus on continuous 
improvements in service quality, communication, 
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and digital adoption is paramount to achieving 
higher patient satisfaction. Policymakers, on the 
other hand, should prioritize initiatives that 
promote digital literacy and incorporate patient 
satisfaction metrics into healthcare quality 
assessments. Overall, this review offers valuable 
insights for future study and practical applications 
aimed at enhancing patient experiences and 
outcomes in healthcare services. 
 

DISCLAIMER (ARTIFICIAL INTELLIGENCE) 
 
Author(s) hereby declares that generative AI 
technologies such as Large Language Models, 
etc. have been used during the writing or editing 
of manuscripts. This explanation will include the 
name, version, model, and source of the 
generative AI technology and as well as all               
input prompts provided to the generative AI 
technology 
 
Details of the AI usage are given below: 
 
1. The authors use option 2. The AI called 
Claude use for as Translator and Paraphrasing 
tools. 
 

COMPETING INTERESTS 
 
Authors have declared that no competing 
interests exist. 
 

REFERENCES 
 

Ahmad, J., Iqbal, J., Ahmad, I., Khan, Z. A., 
Tiwana, M. I., & Khan, K. (2020). A 
Simulation Based Study for Managing 
Hospital Resources by Reducing Patient 
Waiting Time. IEEE Access, 8, 193523-
193531. 
https://doi.org/10.1109/ACCESS.2020.303
2760  

Ai, Y., Rahman, M. K., Newaz, M. S., Gazi, M. A. 
I., Rahaman, M. A., Al Mamun, A., & Chen, 
X. (2022). Determinants of patients' 
satisfaction and trust toward healthcare 
service environment in general practice 
clinics. Frontiers in psychology, 13.  

Akthar, N., Nayak, D. S., & Pai P, D. Y. (2022). 
Can Positive Emotions Predict Consumer 
Satisfaction in Adverse Services? 
F1000Research, 11, 347. 
https://doi.org/10.12688/f1000research.110
256.2  

Al-Daoar, R. M. A., & Munusamy, S. (2019). 
Effect of personnel care quality of private 
healthcare providers on arab patients’ 

satisfaction and word-of-mouth 
communication:An empirical Research in 
India. International Journal of Engineering 
and Advanced Technology, 9(1), 5374-
5383. 
https://doi.org/10.35940/ijeat.A3072.10911
9  

Al-hilou, M., & Suifan, T. (2023). The mediating 
effect of patient trust on the relationship 
between service quality and patient 
satisfaction. International Journal of Health 
Care Quality Assurance, 36(1), 1-16. 
https://doi.org/10.1108/IJHCQA-05-2023-
0028  

Ali, N., & Dzandu, M. D. (2023). A paradigm shift 
for medical health care to focus on a 
service-value approach to achieve greater 
patient satisfaction. Journal of Health 
Organization and Management, 37                      
(2), 133-157. 
https://doi.org/10.1108/JHOM-06-2022-
0180  

Anabila, P., Anome, J., & Kwadjo Kumi, D. 
(2020). Assessing service quality in 
Ghana’s public hospitals: evidence from 
Greater Accra and Ashanti Regions. Total 
Quality Management and Business 
Excellence, 31(9), 1009-1021. 
https://doi.org/10.1080/14783363.2018.145
9542  

Apaolaza, V., Hartmann, P., Fernández-Robin, 
C., & Yáñez, D. (2020). Natural plants in 
hospitality servicescapes: the role of 
perceived aesthetic value. International 
Journal of Contemporary Hospitality 
Management, 32(2), 665-682. 
https://doi.org/10.1108/IJCHM-03-2019-
0240  

Barfar, A., Padmanabhan, B., & Hevner, A. 
(2021). Peak cubes in service operations: 
Bringing multidimensionality into decision 
support systems. Decision Support 
Systems, 140. 
https://doi.org/10.1016/j.dss.2020.113442  

Bordoloi, S. (2020). Modelling patient satisfaction 
in healthcare. International Journal of 
Services and Operations Management, 
35(3), 339-358. 
https://doi.org/10.1504/IJSOM.2020.10537
5  

Braimah, A., Aninanya, G. A., & Senu, E. (2023). 
Proportion and factors influencing client 
satisfaction with delivery services in health 
facilities in the Sissala East Municipality, 
Ghana: A cross-sectional study. Health 
Science Reports, 6(4). 
https://doi.org/10.1002/hsr2.1166  



 
 
 
 

Sukmawati et al.; Asian J. Econ. Busin. Acc., vol. 24, no. 12, pp. 342-356, 2024; Article no.AJEBA.127989 
 
 

 
353 

 

Budiman, A., Bačík, R., Fedorko, R., Ivanková, 
V., Turáková, A., & Kovaľová, E. (2019). 
Healthcare facilities website and their 
impact on customer satisfaction from the 
perspective of customer relationship 
management (CRM). Polish Journal of 
Management Studies, 19(2), 75-88. 
https://doi.org/10.17512/pjms.2019.19.2.06  

Bux, C., Zizzo, G., & Amicarelli, V. (2023). A 
combined evaluation of energy efficiency, 
customer satisfaction and food waste in 
the healthcare sector by comparing cook-
hold and cook-chill catering. Journal of 
Cleaner Production, 429. 
https://doi.org/10.1016/j.jclepro.2023.1395
94  

Cacciotti, A. R., Parrocchia, S., Sorbara, D., 
Battisti, G., D'Onofrio, O., & Ruta, F. 
(2022). Analysis of Customer Satisfaction 
relating to the vaccination campaign aimed 
at extremely vulnerable people in the Asl of 
Latina. Professioni infermieristiche, 75(1), 
39-43. 
https://doi.org/10.7429/pi.2022.751039  

Chang, C. W., Huang, H. C., Wang, S. J., & Lee, 
H. (2021). Relational bonds, customer 
engagement, and service quality. Service 
Industries Journal, 41(5), 330-354. 
https://doi.org/10.1080/02642069.2019.161
1784  

Chatterjee, S. (2021). Adoption of artificial 
intelligence-integrated CRM systems in 
agile organizations in India (Vol. 168). 
https://doi.org/10.1016/j.techfore.2021.120
783  

Chatterjee, S., Giri, A., Paul, P., & Bag, M. 
(2019). Impact of ‘customer relationship 
management (CRM) software’ on patient 
satisfaction in public hospitals of urban 
West Bengal, India: An empirical analysis. 
International Journal of Engineering and 
Advanced Technology, 8(5), 521-526. 
https://www.scopus.com/inward/record.uri?
eid=2-s2.0-
85069922000&partnerID=40&md5=c21511
9278171551861da9f4a1c6819f  

Chatterjee, S., Goyal, D., Prakash, A., & Sharma, 
J. (2021). Exploring healthcare/health-
product ecommerce satisfaction: A text 
mining and machine learning application. 
Journal of Business Research, 131, 815-
825. 
https://doi.org/10.1016/j.jbusres.2020.10.0
43  

Dayan, M., Al Kuwaiti, I. A., Husain, Z., Ng, P. Y., 
& Dayan, A. (2022). Factors influencing 
patient loyalty to outpatient medical 

services: an empirical analysis of the 
UAE's government healthcare system. 
International Journal of Quality and 
Reliability Management, 39(1), 176-203. 
https://doi.org/10.1108/IJQRM-11-2020-
0373  

Dogra, A. K., & Sharma, S. K. (2021). Effect of 
effective patient communication and 
customer orientation on service quality 
leading to patient satisfaction: A study of 
multi-specialty hospitals of North India. 
International Journal of Management 
Practice, 14(3), 368-385. 
https://doi.org/10.1504/IJMP.2021.115097  

Epaminonda, E., Chaanine, J., Vrontis, D., 
Thrassou, A., & Christofi, M. (2020). 
Information communication technology, 
knowledge management, job and customer 
satisfaction: a study of healthcare workers 
in Lebanon. Journal of Knowledge 
Management, 25(3), 618-641. 
https://doi.org/10.1108/JKM-12-2019-0760  

Gok, S., & Burckin, E. (2020). Strategic brand 
model proposal for patient satisfaction and 
private healthcare preferences. Revista de 
Cercetare si Interventie Sociala, 68, 223-
249. https://doi.org/10.33788/rcis.68.16  

Gonzalez, M. E. (2019). Improving customer 
satisfaction of a healthcare facility: reading 
the customers’ needs. Benchmarking, 
26(3), 854-870. https://doi.org/10.1108/BIJ-
01-2017-0007  

Guglielmetti Mugion, R., Musella, F., Di Pietro, 
L., & Toni, M. (2020). The “service 
excellence chain”: an empirical 
investigation in the healthcare field. The 
TQM Journal, 32(6), 1623-1663. 
https://doi.org/10.1108/TQM-11-2018-0181  

Ha, M. T., Nguyen, G. D., & Doan, B. S. (2023). 
Understanding the mediating effect of 
switching costs on service value, quality, 
satisfaction, and loyalty. Humanities and 
Social Sciences Communications, 10(1). 
https://doi.org/10.1057/s41599-023-01797-
6  

Haber, N., & Fargnoli, M. (2019). Prioritizing 
customer requirements in a product-
service system (PSS) context. TQM 
Journal, 31(2), 257-273. 
https://doi.org/10.1108/TQM-08-2018-0113  

Haddaway, N. R., Page, M. J., Pritchard, C. C., & 
McGuinness, L. A. (2022). PRISMA2020: 
An R package and Shiny app for producing 
PRISMA 2020-compliant flow diagrams, 
with interactivity for optimised digital 
transparency and Open Synthesis. 
Campbell Systematic Reviews, 18(2), 



 
 
 
 

Sukmawati et al.; Asian J. Econ. Busin. Acc., vol. 24, no. 12, pp. 342-356, 2024; Article no.AJEBA.127989 
 
 

 
354 

 

e1230. 
https://doi.org/https://doi.org/10.1002/cl2.1
230  

Huetten, A. S. J., Antons, D., F. Breidbach, C., 
Piening, E. P., & Salge, T. O. (2019). The 
impact of occupational stereotypes in 
human-centered service systems. Journal 
of Service Management, 30(1), 132-155. 
https://doi.org/10.1108/JOSM-12-2016-
0324  

Irfan, M. I., & Baig, M. K. (2023). SEVEN 
ASPECTS OF HEALTHCARE 
CUSTOMER SATISFACTION AND 
FACTORS AFFECTING IT WITHIN 
EMERGENCY DEPARTMENT. Asia 
Pacific Journal of Health Management, 
18(2). 
https://doi.org/10.24083/apjhm.v18i2.1743  

Khaleel, M., Ilkhanizadeh, S., & Khrais, H. 
(2022). Impact of healthcare service quality 
on patient satisfaction and loyalty in a 
Jordanian private hospital. International 
Journal of Productivity and Quality 
Management, 37(3), 422-                                
434. 
https://doi.org/10.1504/ijpqm.2022.126936  

Kot, S., & Syaharuddin, S. (2020). The 
government reform on healthcare facilities 
from the standpoint of service quality 
performance. International Journal of 
Economics and Finance Studies, 12(1), 
16-31. 
https://doi.org/10.34109/ijefs.202012102  

Li, N., Li, X., Zhang, C., & Kong, N. (2021). 
Integrated optimization of appointment 
allocation and access prioritization in 
patient-centred outpatient scheduling. 
Computers and Industrial Engineering, 
154. 
https://doi.org/10.1016/j.cie.2021.107125  

Li, Y., Cao, L., Han, Y., & Wei, J. (2020). 
Development of a Conceptual 
Benchmarking Framework for Healthcare 
Facilities Management: Case Study of 
Shanghai Municipal Hospitals. Journal of 
Construction Engineering and 
Management, 146(1). 
https://doi.org/10.1061/(ASCE)CO.1943-
7862.0001731  

Lu, Y., Jiang, Z., Geng, N., Jiang, S., & Xie, X. 
(2022). Appointment window scheduling 
with wait-dependent abandonment for 
elective inpatient admission. International 
Journal of Production Research, 60(19), 
5977-5993. 
https://doi.org/10.1080/00207543.2021.197
7407  

Lugosi, P., O’Brien, C., Olya, H., Pink, R. C., & 
Lavender, V. (2022). Evaluating impacts of 
the physical servicescape on satisfaction in 
cancer care waiting experiences. 
International Journal of Hospitality 
Management, 103386. 
https://doi.org/https://doi.org/10.1016/j.ijhm
.2022.103386  

Mandala, G. N., Desai, K., Jose, J., Koshy, E. R., 
& Bhagyalakshmi, M. (2021). Patients' 
Perception about the Influence of CRM 
Factors in Selected Health Care Units. 
Universal Journal of Public Health, 9(6), 
410-417. 
https://doi.org/10.13189/UJPH.2021.09060
8  

Materla, T., & Cudney, E. A. (2020). An 
integrated methodology for evaluating 
patient service quality. Total Quality 
Management and Business Excellence, 
31(15), 1738-1759. 
https://doi.org/10.1080/14783363.2018.150
5494  

Mhasnah, A., Salleh, S. F., & Yazid, A. S. (2020). 
The linkage between patient satisfaction 
and patient loyalty: Evidence from health 
care sector in Jordan. Journal of Advanced 
Research in Dynamical and Control 
Systems, 12(5), 116-122. 
https://doi.org/10.5373/JARDCS/V12I5/202
01695  

Mohammed, A. H., & Mahmood, M. M. (2022). 
Quality Service, Customer Retention, and 
the mediating role of customer satisfaction 
on: an exploratory study in healthcare 
institutions in Mosul City. Quality - Access 
to Success, 23(187), 87-92. 
https://doi.org/10.47750/QAS/23.187.10  

Moher, D., Liberati, A., Tetzlaff, J., & Altman, D. 
G. (2009). Preferred reporting items for 
systematic reviews and meta-analyses: the 
PRISMA statement. PLoS Med, 6(7), 
e1000097. 
https://doi.org/10.1371/journal.pmed.10000
97  

Moore, C. B. (2021). Consumer directed care 
aged care reforms in Australia since 2009: 
A retrospective policy analysis. Health 
Policy, 125(5), 577-581. 
https://doi.org/10.1016/j.healthpol.2021.03.
012  

Nguyen, N., Trần, K., & Nguyen, T. (2021). 
Impact of Service Quality on In-Patients’ 
Satisfaction, Perceived Value, and 
Customer Loyalty: A Mixed-Methods Study 
from a Developing Country. Patient 
Preference and Adherence, Volume 15, 



 
 
 
 

Sukmawati et al.; Asian J. Econ. Busin. Acc., vol. 24, no. 12, pp. 342-356, 2024; Article no.AJEBA.127989 
 
 

 
355 

 

2523-2538. 
https://doi.org/10.2147/PPA.S333586  

Nikolaeva, A., Demyanova, O., & Pugacheva, M. 
(2020). The applying of QFD-analysis to 
increase patient satisfaction in helthcare 
organisations. Archivos Venezolanos de 
Farmacologia y Terapeutica, 39(7), 859-
869. 
https://doi.org/10.5281/zenodo.4424970  

Nobile, M., Luconi, E., Sfogliarini, R., Bersani, 
M., Brivio, E., & Castaldi, S. (2019). 
Regione Lombardia: A tool for improving 
quality in hospitals. Journal of Preventive 
Medicine and Hygiene, 60(4), E394-E399. 
https://doi.org/10.15167/2421-
4248/jpmh2019.60.4.1298  

Oliver, R. L. (2014). Satisfaction: A behavioral 
perspective on the consumer: A behavioral 
perspective on the consumer. Routledge.  

Rastogi, S., & Sharma, A. (2020). Expectations 
from a private multi-speciality hospital: a 
moderated-mediation analysis. 
International Journal of Pharmaceutical 
and Healthcare Marketing, 14(2), 325-                
348.  
https://doi.org/10.1108/IJPHM-06-2019-
0040  

Ravinder Rao, P., & Sucharita, V. (2019). A 
framework to automate cloud based 
service attacks detection and prevention. 
International Journal of Advanced 
Computer Science and Applications, 10(2), 
241-250. 
https://www.scopus.com/inward/record.uri?
eid=2-s2.0-
85063591571&partnerID=40&md5=94a35
02711b591b06b0d21a0849cac71  

Ren, W., Sun, L., Tarimo, C. S., Li, Q., & Wu, J. 
(2021). The situation and influencing 
factors of outpatient satisfaction in large 
hospitals: Evidence from Henan province, 
China. BMC Health Services Research, 
21(1), 500. https://doi.org/10.1186/s12913-
021-06520-2  

Shie, A. J., Huang, Y. F., Li, G. Y., Lyu, W. Y., 
Yang, M., Dai, Y. Y., Su, Z. H., & Wu, Y. J. 
(2022). Exploring the Relationship 
Between Hospital Service Quality, Patient 
Trust, and Loyalty From a Service 
Encounter Perspective in Elderly With 
Chronic Diseases. Frontiers in Public 
Health, 10. 
https://doi.org/10.3389/fpubh.2022.876266  

Singh, D., & Dixit, K. (2020). Measuring 
Perceived Service Quality in Healthcare 
Setting in Developing Countries: A Review 
for Enhancing Managerial Decision-

making. Journal of Health                 
Management, 22(3), 472-                                                        
489. 
https://doi.org/10.1177/0972063420963407  

Sodhro, A. H., Pirbhulal, S., Luo, Z., Muhammad, 
K., & Zahid, N. Z. (2021). Toward 6G 
architecture for energy-efficient 
communication in iot-enabled smart 
automation systems. IEEE Internet of 
Things Journal, 8(7), 5141-                            
5148. 
https://doi.org/10.1109/JIOT.2020.3024715  

Sofianos, C. (2023). Factors affecting patient 
satisfaction at a plastic surgery outpatient 
department at a tertiary centre in South 
Africa. BMC Health Services Research, 
23(1). https://doi.org/10.1186/s12913-023-
10050-4  

Srivastava, S., & Prakash, G. (2019). Internal 
Service Quality: Insights from Healthcare 
Sector. Journal of Health Management, 
21(2), 294-312. 
https://doi.org/10.1177/0972063419835127  

Tóth, Z. E., Árva, G., & Dénes, R. V. (2020). Are 
the ‘illnesses’ of traditional likert scales 
treatable? Quality Innovation Prosperity, 
24(2), 120-136. 
https://doi.org/10.12776/QIP.V24I2.1439  

Velmurugan, G., Shubasini, R., 
SaravanaBhavan, N., & Selvam, V. (2019). 
A study on service quality of a health care 
organization. International journal of online 
and biomedical engineering, 15(10), 91-
106. 
https://doi.org/10.3991/ijoe.v15i10.10906  

Vigolo, V., Bonfanti, A., Sallaku, R., & Douglas, 
J. (2020). The effect of signage and 
emotions on satisfaction with the 
servicescape: An empirical investigation in 
a healthcare service setting. Psychology & 
Marketing, 37. 
https://doi.org/10.1002/mar.21307  

Wood, F. B., & Siegel, E. R. (2021). Are we 
making a difference? Outreach evaluation 
in practice. Information Services and Use, 
41(3), 241-254. 
https://doi.org/10.3233/ISU-210126  

Xie, Q., Xie, X., & Guo, S. (2022). The Factors 
Influencing Public Satisfaction with 
Community Services for COVID-19: 
Evidence from a Highly Educated 
Community in Beijing. International Journal 
of Environmental Research and Public 
Health, 19(18). 
https://doi.org/10.3390/ijerph191811363  

Zhang, Z., Zhu, H., Zhou, Z., & Zou, K. (2022). 
How does innovation matter for 



 
 
 
 

Sukmawati et al.; Asian J. Econ. Busin. Acc., vol. 24, no. 12, pp. 342-356, 2024; Article no.AJEBA.127989 
 
 

 
356 

 

sustainable performance? Evidence                     
from small and medium-sized                  
enterprises. Journal of Business    

Research, 153, 251-265. 
https://doi.org/https://doi.org/10.1016/j.jbus
res.2022.08.034 

 
Disclaimer/Publisher’s Note: The statements, opinions and data contained in all publications are solely those of the individual 
author(s) and contributor(s) and not of the publisher and/or the editor(s). This publisher and/or the editor(s) disclaim responsibility for 
any injury to people or property resulting from any ideas, methods, instructions or products referred to in the content. 

_________________________________________________________________________________ 
© Copyright (2024): Author(s). The licensee is the journal publisher. This is an Open Access article distributed under the terms 
of the Creative Commons Attribution License (http://creativecommons.org/licenses/by/4.0), which permits unrestricted use, 
distribution, and reproduction in any medium, provided the original work is properly cited. 
 
 

 

Peer-review history: 
The peer review history for this paper can be accessed here: 

https://www.sdiarticle5.com/review-history/127989 
 

https://www.sdiarticle5.com/review-history/127989

