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ABSTRACT

Along with the improvement of technology, the popularity of network, the growth of
consumers’ consciousness and the raise of knowledge level, requirement of medical
information and medical quality have been increasing day by day. To keep better managing
achievement, hospitals not only need to have fine equipments and medical staff, but also have
to make benign mutual communication with the masses, inner staff, patients and their family
members through an effective service marketing communication strategy, which is the main
concern of the hospital management to strengthen staffs’ coherence to hospital, to improve
doctor-patient relationship, and to promote hospital image and managing achievements.

Under the great competitive managing surroundings, the issue of how to increase
competitiveness has become the focus of hospital managers. Hence, this text plans to study the
influence of hospital service marketing on the doctor-patient relationship, hospital image, staff
cohesion and management effectiveness. This study will mainly focus on several public
medical centers in Taichung, Chia-yi and Tainan, and take its internal and clinic customers as
samples through questionnaires to make essence research in reality. The results are the
followings :

1. Customer-oriented services, advisory services to ease the waiting pressure and care strategy
are the top three most influential strategies on customer satisfaction and hospital evaluation
among all service marketing strategies.

2. Hospital service marketing will not only affect the willingness of internal customers to
actively serve and improve the doctor-patient relationship, but also enhance the hospital
image and business performance.

Keywords : hospital service marketing, doctor patient relationship, hospital image, business
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