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Abstract - The study deals with the variables that have a notable impact on customer retention in healthcare industry. Impact 
of customer relationship management on customer retention and other related variables like loyalty, satisfaction is also dealt 
in the research. Including the dimensions of service sector that measure the performance of a service, variables according to 
Indian context are also taken into consideration .Healthcare industry is considered to be the most developing and fast 
growing service sector with new technologies in present era. The base upon which this sector runs is, its customers (patients) 
and the relation that exists between the physician and the patient. The methods used for analysis were factor analysis that 
reduced the various factors and multiple regression analysis to test the significance and impact of customer relationship 
management on customer retention. Findings of the research are the CRM factors that contribute most to the retention of 
customers in health sector are empathy, assurance and affordability and the health sector has to improve and update its 
training procedures in order to understand patients need in specific and better way. 
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I. INTRODUCTION 
 
This study deals with the effect of Customer 
Relationship Management (CRM) on Customer 
Retention and including variables such as 
satisfaction, Trust and Loyalty. CRM helps 
companies make sense of customer needs and helps 
companies manage relations more intelligently and 
helps predict future needs. It helps in creating a 
competitive edge to gain market share and reduce 
their operational costs with their retaining customers. 
It is a methodology used to learn more about 
customer needs and behaviors in order to develop 
strong relationships with them. 
Health care industry these days in ultimate rise and is 
listed one among the fastest growing worldwide. And 
it evident that the reason behind this sudden rise in 
the industry are customers (patients) and their 
updated and increases expectation of services by 
passing days. CRM has a major role in managing the 
customers and keep the organizations going. So the 
major problem which arises in implementing the 
CRM techniques is failing to understand the daily and 
emerging needs of customers so as to serve them 
better. 
This study is to try and find out the CRM factors that 
determine the retention of customers and also the 
impact of those factors on it. This study also involves 
some elements that are reviewed according to Indian 
context. It mainly focuses on the areas that are to be 
improved so as to satisfy customers and gain their 
loyalty. 
 
II. OBJECTIVES OF THE STUDY 
 

 To identify various determinants of 
customer retention in health sector. 

 Impact of customer relationship 
management in customer retention. 

 
III. RESEARCH METHODOLOGY 
 
In the research study, questionnaire survey method is 
used as the primary data collection method and as the 
main sources of information. 200 copies of 
questionnaire through online method and manually 
were distributed randomly to young respondents aged 
within 18-60 in Warangal area that has been chosen 
as the area of study. The target population of young 
adult is surveyed by 150 questionnaires that were 
distributed randomly in and around Nit Warangal and 
adjoining areas such as Kazipet, Warangal etc. 
 
A questionnaire was developed on the basis of 
SERVQUAL model which consisted of 21 questions 
and they were based on the dimensions of service 
sector such as reliability, responsibility, empathy, 
assurance and tangibility. Questions were based on 
key themes discussed in the literature review and 
previously valid instruments. Respondents were 
asked questions about their visits to hospitals and 
their entire experience with the staff and their attitude 
towards them. 
 
IV. DATA ANALYSIS 
 
Factor analysis was used to reduce the 28 variables 
into 8 variables for further analysis. The factors that 
were taken into consideration for analyzing the effect 
on CRM on customer retention. Factor analysis was 
done through SPSS to analyze KMO and Bartlett’s 
test, Communalities and pattern matrix. Bartlett’s test 
of Sphericity and Kaiser-Meyer-Olkin Measure 
(KMO) of sampling adequacy were performed on the 
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data to conform the suitability of the data for factor 
analysis. In order to analyze the collected data factor 
analysis was performed on the items of the instrument 
by Principal Component Analysis as the extraction 
method. 
The Bartlett’s test of sphericity results indicates a 
0.00 score whilst and the KMO score is 0.748. 
According to Kenova and Johansson for a factor 
analysis to be considered appropriate the KMO score 
should be above 0.05. As the obtained result is more 
than 0.05, it is considered that the collected data is fit 
to perform factor analysis. 
 
The factors that were reduced through factor analysis 
are 
 
Factor 1 - EMPATHY 

 When you have a problem hospital shows 
sincere interest in solving it (0.735) 

 Personnel in the hospital are always willing 
to help you (0.581) 

 The hospital gives you individual attention 
(0.703) 

 Personnel in the hospital have the 
knowledge to answer your questions (0.752) 

 Hospital has your best interest at heart 
(0.662) 

 Satisfied with facilities provided (0.603) 
have large positive factor loadings on factor 
1, so this factor describes Empathy. 

 
Factor 2 - ASSURANCE 

 Personnel in the hospital shows courtesy 
towards you (0.635) 

 Hospital provides the services at the time it 
promises to do so (0.766) 

 The hospital has personnel who give you 
attention (0.702) have large positive 
loadings on factor 2, so this factor relates to 
Assurance. 

 
Factor 3 - RELIABILITY 

 Hospital gets the things right first time itself 
(0.505) 

 The hospital has operating hours convenient 
to all its patients (0.608) 

 Fee charged is nominal (0.821) have large 
positive loadings on factor 3, the factor has 
been named as Reliability. 

Factor 4 -PRECAUTIONARY MEASURES 
(SAFETY) 

 Premises is clean (0.798) 
 You feel safe in dealings with the hospital 

(0.683) have large positive loading on factor 
4, the factor indicates safety and 
precautionary measures taken by the 
hospital. 

 
Factor 5 - TANGIBILITY 

 Hospital ambience felt hygienic (0.721) 
 Staff are well dresses (0.641) 
 When the hospital promises to do something 

by a certain time it does (0.522) have large 
positive loading on factor 5 , the factor 
indicates tangibility of the service. 

 
Factor -6 RESPONSIVENESS 

 Hospital insists on error free records (0.826) 
 The personnel in the hospital understands 

your specific needs (0.668) have large 
positive loading on factor 6 , the factor 
contributes to responsiveness. 

 
Factor - 7 CONVENIENCES 

 Prescription given is easy to understand 
(0.742) 

 The behavior of the personnel in the hospital 
instills your confidence (0.604) 

 Service provided is worth the money spent 
(0.528) have large positive loading on factor 
7, and it has been described as convenience. 

 
Factor - 8 AFFORDABILITY 

 Consultation charges are affordable (0.711) 
 The staff in the hospital will tell you exactly 

when the services will be provided (0.638) 
have large positive loading on factor 8, and 
it had been given as affordability. 

 
Model Summary 
Regression resulted in the values that are shown in 
the table 2 where the values obtained are R square is 
0.570 and adjusted R square value has been ended as 
0. 415. The significance value obtained from the 
analysis is 0.00 and it is significant. 

 

 
Table 2: Regression Result 
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RESULT 
 

 The first objective is proved as some among 
the factors that are taken into consideration 
to determine the customer retention in health 
sector are proved to be the determinants for 
retaining the customers. 

 The factors that determine the customer 
retention in healthcare industry are found out 
to be 

o Responsiveness 
o Empathy 
o Affordability 
o Tangibility 
o Assurance 

 

MULTIPLE REGRESSIONS: 
DEPENDENT VARIABLE – 

 Satisfied by the personalized care taken by 
the staff. 

 
INDEPENDENT VARIABLES 

 Empathy 
 Assurance 
 Reliability 
 Precautionary Measures(safety) 
 Tangibles 
 Responsiveness 
 Convenience 
 Affordability 

 
RESULT 
 
After analyzing it is found out that the 8 factors that were taken to be the independent variables, three of them 
have been found significant to the hypothesis considered and the other four were not significant among them. 
The table 3 below shows the factors that were significant i.e. less than 0.05. 
 

Model 
Unstandardized 

Coefficients 
Std.Error 

Standardized 
Coefficients 

Beta 
Sig. 

1 (Constant) 
BART factor score   1 

for analysis 1 
BART factor score   2 

for analysis 1 
 

BART factor score   3 
for analysis 1 

 
BART factor score   4 

for analysis 1 
BART factor score   5 

for analysis 1 
BART factor score   6 

for analysis 1 
 

BART factor score   7 
for analysis 1 

 
BART factor score   8 

for analysis 1 

3.269                  .057 
.254                    .057 

 
0.653                  .057 

 
0.123                  .057 

 
0.126                  .057 

 
0.07                    .057 

 
0.254                     .057 

 
0.07                       .057 

 
-0.15                     .057 

 

 
.268 

 
.689 

 
.129 

 
.133 

 
.007 

 
 

0.268 
 

0.007 
 
 

.000 

.000 
 

.000 
 

.035 
 

0.30 
 

0.908 
 

.000 
 

0.906 
 

0.795 

 
From the above table the four factors that are 
significant and can be considered and they are 

 Empathy 
 Assurance 
 Responsiveness 

Therefore, the analysis of how much significant the 
independent variables are with respect to the 
dependent variables is given by the equation 

 3.269+F1X0.254+F2X0.653+F3X0.254 = 
Satisfied by the personalized care taken by 
the staff 

 
MODEL SUMMARY 
In the below mentioned table 4 the values of R and 
adjusted R square are shown and the values are more 
than 50% which indicates that the values are 
appropriate 
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TABLE 4 

Model R 
R 

Square 

Adjusted 
R 

Square 

Std. Error of 
the Estimate 

1 .808a .654 .624 .581 

 
The values of R is 0.654 and that of R square is 0.624 
 
RESULT 
 

 The impact of variables on customer 
retention mentioned  in the objective 2 is 
obtained in the above analysis. 

 So the factors that are responsible for the 
impact on customer retention are Empathy, 
Responsiveness and Assurance. 

 
SUGGESTIONS 
 

 Hospital management should consider 
reasonable rates because present days below 
middle income group of people prefer 
private hospitals for their treatment. 

 Proper training to staff should be given so 
that they will be able to take care of the 
preliminary screening and understand 
procedures so as to follow them correctly. 

 The hospital should take every effort to keep 
the surroundings hygienic. Proper systems 
for disposal of waste should be evolved. 

 Staff orientation along with training ads to 
the security of the employee by enhancing 
his effectiveness and his ability to meet 
should be standardized. 

 Efficient services in hospitals today not only 
limit to providing only advanced medical 
technology, also upgrading of support 
services. 

 
CONCLUSION 
 
Customer Relationship Management is significant for 
hospital services as it has been for any other 
businesses. A hospital is restoring and maintaining 
the health of people. This study brought important 
observation that there can be a high level of 
agreement in perception of quality between patients 
and health care providers, if it is analyzed in proper 

and transparent manner. The level of agreement 
possibly reflects the departments dedication towards 
superior education and training in patient care and 
constant efforts for improvement. Patients are 
generally treated over a longer duration once they 
develop a rapport with the staff. For retaining a 
customer one has to concentrate much on assurance 
and empathy factors mainly. 
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