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ABSTRACT  

This systematic review aims to explore the influence of service quality on patient satisfaction and loyalty in 

clinics. With the growing need for healthcare services and increasing competition among healthcare 

providers, understanding the key determinants of patient satisfaction and loyalty becomes crucial. The 

review analyzed multiple studies on service quality in clinics, focusing on key service dimensions such as 

reliability, responsiveness, assurance, empathy, and tangibles. These dimensions are critical in forming 

patient perceptions and determining the overall patient experience. Our findings reveal that service quality 

significantly impacts patient satisfaction, which in turn fosters loyalty. Satisfied patients are more likely to 

return to the clinic for future services and recommend it to others. Factors such as the professionalism of 

healthcare providers, the cleanliness of the facilities, and efficient communication contribute to patient 

loyalty. However, not all patients react similarly, as individual demographic and clinic-specific factors can 

influence their responses. This review concludes with recommendations for clinics to enhance service 

quality and patient-centered care to maintain a competitive edge. 
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INTRODUCTION 

Healthcare services play a critical role 

in enhancing the quality of life for individuals 

and communities. Clinics, as one of the 

fundamental healthcare facilities, are 

responsible for delivering both medical and 

non-medical services that cater to the diverse 

needs of patients. In recent years, the 

competition among healthcare providers, 

particularly clinics, has intensified due to 

increased public awareness of the importance 

of health and the growing demand for high-

quality healthcare services. Patients are now 

more informed and have higher expectations, 

not only in terms of medical treatment but also 

in terms of the overall experience they receive 

during their visits to healthcare facilities. 

Service quality is a multi-dimensional 

concept that encompasses various aspects of 

healthcare delivery. These dimensions include 

tangible factors such as the physical facilities, 

medical equipment, and staff professionalism, 

as well as intangible factors such as empathy, 

communication, and responsiveness. Clinics 

are expected to maintain a high standard of 

service quality to ensure patient satisfaction, 

which in turn influences patient loyalty. 

Satisfied patients are more likely to return to 

the clinic for future healthcare needs and 

recommend the services to others, 

contributing to the clinic's reputation and 

success in the long term. 

However, maintaining service quality 

in clinics presents significant challenges. 

Clinics often have to balance between 

providing efficient, patient-centered care and 

managing operational costs. Factors such as 

the availability of skilled healthcare 

professionals, the level of investment in 

medical technology, and the ability to manage 

patient flow effectively all contribute to the 

overall quality of care. Moreover, the non-

medical aspects of service, such as the attitude 

of the staff, cleanliness of the facilities, and 

waiting times, play a crucial role in shaping 

the patient's experience. 
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The importance of patient satisfaction 

in healthcare cannot be overstated. Research 

has consistently shown that satisfied patients 

are more likely to adhere to medical advice, 

return for follow-up care, and remain loyal to 

the healthcare provider. Patient satisfaction is 

influenced by various factors, including the 

quality of the interaction with healthcare 

professionals, the clarity of the information 

provided, and the overall environment of the 

clinic. Positive experiences lead to increased 

trust and confidence in the clinic, while 

negative experiences can result in 

dissatisfaction, loss of trust, and a decline in 

patient loyalty. 

In a highly competitive healthcare 

market, clinics that fail to meet patient 

expectations risk losing patients to 

competitors who can provide better services. 

Therefore, it is imperative for clinics to 

continuously evaluate and improve their 

service quality to meet the evolving needs of 

patients. By focusing on both medical and 

non-medical aspects of care, clinics can create 

a more patient-centered approach that fosters 

long-term patient loyalty and enhances their 

competitive advantage in the healthcare 

industry. 

This review aims to explore the 

relationship between service quality, patient 

satisfaction, and loyalty in the clinic setting. It 

will analyze the key dimensions of service 

quality and their impact on patient 

perceptions, satisfaction levels, and loyalty. 

The findings will provide insights into how 

clinics can improve their services to meet 

patient expectations and build a loyal patient 

base. 

 

LITERATURE REVIEW 

Service quality has long been 

recognized as a critical determinant of patient 

satisfaction and loyalty in healthcare settings, 

particularly in clinics. Various studies have 

sought to define and measure service quality 

using different models, the most prominent 

being the SERVQUAL model developed by 

Parasuraman et al. (1988). This model breaks 

down service quality into five key 

dimensions: tangibles, reliability, 

responsiveness, assurance, and empathy. Each 

of these dimensions plays a significant role in 

shaping the patient’s perception of the service 

they receive at clinics. 

 

Service Quality Dimensions 

The first dimension, tangibles, refers 

to the physical aspects of the service, such as 

the clinic’s facilities, cleanliness, and 

equipment. Patients tend to associate well-

maintained, modern facilities with higher 

service quality. In contrast, clinics with 

outdated equipment or poor hygiene can 

negatively affect patient perceptions and lead 

to dissatisfaction (Juwita et al., 2022). In 

healthcare, these tangible elements contribute 

to a patient's sense of trust and security, which 

are vital for satisfaction. 

Reliability is the second dimension 

and is defined by the clinic’s ability to 

consistently provide accurate and dependable 

services. This includes the accuracy of 

diagnoses, the effectiveness of treatments, and 

the timely delivery of care. Inconsistencies in 

service delivery can erode patient trust, 

resulting in lower satisfaction and reduced 

loyalty (Frihatni et al., 2021). For clinics, 

reliability is essential, as healthcare outcomes 

depend heavily on the trust patients place in 

their healthcare providers. 

Responsiveness, the third dimension, 

relates to how quickly and effectively 

healthcare providers respond to patient needs. 

This includes both medical and administrative 

responses, such as waiting times for 

appointments, the ability of staff to answer 
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questions, and the speed with which test 

results are delivered. Studies show that 

responsiveness is particularly important in 

urgent care situations, where delays can 

significantly impact patient satisfaction 

(Sonza et al., 2021). 

The fourth dimension, assurance, 

encompasses the knowledge, competence, and 

courtesy of healthcare providers and their 

ability to instill confidence in patients. 

Assurance is particularly critical in healthcare, 

where patients often feel vulnerable. 

Healthcare providers’ ability to communicate 

clearly, demonstrate professionalism, and 

offer reassurance can significantly affect 

patient satisfaction (Bonache et al., 2020). 

Clinics that focus on continuous staff training 

and maintaining a professional atmosphere 

are more likely to achieve higher patient 

satisfaction scores. 

Finally, empathy is defined as the 

degree of individualized attention and care 

provided to patients. Empathy involves 

understanding patient concerns, showing 

compassion, and creating a comfortable and 

caring environment. This dimension is 

essential in building a strong emotional 

connection between patients and healthcare 

providers, which fosters loyalty. Research 

indicates that clinics that prioritize empathy in 

patient interactions are more likely to see 

higher patient satisfaction and retention rates 

(Kadwa & Alshenqeeti, 2020). 

 

Relationship Between Service Quality and 

Patient Satisfaction 

Service quality and patient satisfaction 

are closely intertwined. High service quality 

generally leads to higher patient satisfaction, 

as patients feel their needs are being met. In 

healthcare, where emotional and 

psychological aspects often play a significant 

role in patient experiences, service quality can 

be a determining factor in whether patients 

perceive their overall care positively (Hafidz 

& Muslimah, 2023). Studies by Mulyadi et al. 

(2022) demonstrate that patients are more 

likely to adhere to medical advice, return for 

follow-up care, and recommend the clinic to 

others when they feel satisfied with the quality 

of care. 

Patient satisfaction is a subjective 

measure influenced by both the quality of 

medical care received and the overall patient 

experience, including factors such as 

communication with healthcare providers and 

the physical environment of the clinic. 

According to Rupani et al. (2020), patients 

who have positive experiences tend to exhibit 

higher levels of trust and confidence in the 

healthcare system, leading to greater loyalty. 

 

The Importance of Patient Loyalty 

Patient loyalty is crucial for the long-

term success of clinics. Loyal patients are 

more likely to return for future services and 

are more inclined to recommend the clinic to 

others, which can reduce marketing costs and 

increase patient retention. According to 

studies by Wantu et al. (2021), patient loyalty 

is strongly influenced by their satisfaction 

with service quality. Clinics that invest in 

improving service quality across all 

dimensions tend to see higher levels of patient 

loyalty, leading to stable revenue streams and 

a stronger market position. 

Moreover, loyal patients are more 

tolerant of potential service failures, as they 

have established a level of trust with the clinic. 

Research by Barros & Alcadipani (2023) 

indicates that loyal patients are more likely to 

give clinics a second chance after a negative 

experience, provided that the clinic promptly 

addresses the issue and works to regain patient 
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trust. This highlights the importance of 

continuously monitoring and improving 

service quality to maintain long-term patient 

relationships. 

 

Challenges in Maintaining Service Quality 

While the benefits of high service 

quality are clear, clinics often face challenges 

in maintaining these standards. One of the 

major challenges is balancing cost-efficiency 

with quality improvement. Upgrading 

facilities, investing in staff training, and 

implementing new technologies to enhance 

service quality require significant financial 

resources. Smaller clinics, in particular, may 

struggle to meet these demands, leading to 

discrepancies in the quality of care provided 

(Bonache & Festing, 2020). 

Another challenge is managing patient 

expectations. As patients become more 

informed and empowered, their expectations 

of healthcare services continue to rise. Clinics 

must therefore continuously adapt to these 

changing expectations by offering more 

personalized care and improving 

communication between healthcare providers 

and patients (Owolabi et al., 2021). 

 

Recommendations for Improving Service 

Quality 

To improve service quality and foster 

patient satisfaction and loyalty, clinics should 

focus on the following strategies: 

1. Investing in Staff Training: Clinics should 

regularly provide training programs to 

enhance the communication and 

interpersonal skills of healthcare 

providers. This will ensure that patients 

feel heard and valued, ultimately 

increasing satisfaction (Rohman et al., 

2022). 

2. Upgrading Facilities: Improving the 

physical environment, including 

cleanliness and modern medical 

equipment, can significantly enhance the 

patient experience and boost satisfaction 

(Hati et al., 2019). 

3. Enhancing Communication: Clinics 

should prioritize clear and effective 

communication with patients at every 

stage of their care. Providing patients with 

timely information about their diagnosis, 

treatment plans, and follow-up care is 

essential for building trust and ensuring a 

positive experience (Mulyadi et al., 2022). 

4. Implementing Patient Feedback 

Mechanisms: Regularly collecting and 

analyzing patient feedback allows clinics 

to identify areas for improvement and 

address potential issues before they 

impact patient satisfaction and loyalty 

(Damayanti, 2021). 

 

METHOD 

The studies were selected based on 

predefined inclusion criteria, which required 

that they be peer-reviewed, clinic-focused, 

and examine the link between service quality 

and patient outcomes. Exclusion criteria ruled 

out hospital-focused studies and research not 

directly tied to satisfaction or loyalty. The 

initial search identified 85 articles, of which 

30 were deemed relevant after a detailed 

screening process. 

Data from the selected studies were 

extracted using a structured form, including 

study design, sample characteristics, measures 

of service quality, and outcomes related to 

patient satisfaction and loyalty. The results 

were synthesized to identify common themes 

and patterns across studies. The quality of the 

studies was assessed using the CASP 

checklist, ensuring that only high-quality 

research was included. 

In summary, this review followed a 

systematic process to assess the influence of 

https://doi.org/10.47353/bj.v4i5.407
http://www.ojs.berajah.com/


Berajah Journal 
Jurnal Pembelajaran dan Pengembangan Diri 

ISSN (p): 2797-1805 | ISSN (e): 2797-1082 
 

 

DOI: https://doi.org/10.47353/bj.v4i5.407      1079 
Website: www.ojs.berajah.com  

service quality on patient satisfaction and 

loyalty, ensuring a rigorous analysis based on 

reliable and relevant research. 

 

RESULTS AND DISCUSSION 

This section presents the findings from 

the systematic review and explores how 

different dimensions of service quality impact 

patient satisfaction and loyalty in clinics. The 

results are categorized based on key service 

dimensions such as reliability, 

responsiveness, assurance, empathy, and 

tangibles. The discussion further links these 

findings to practical implications for clinics. 

 

Impact of Service Quality on Patient 

Satisfaction 

The reviewed studies consistently show that 

service quality plays a significant role in 

determining patient satisfaction. Specifically, 

patients who perceive higher levels of service 

quality—measured through dimensions like 

reliability, responsiveness, and empathy—are 

more likely to report satisfaction with their 

clinic experiences. 

• Reliability: The studies indicate that 

reliability, or the consistency of services 

provided, is one of the most influential 

factors for patient satisfaction. When 

clinics deliver accurate diagnoses and 

timely care, patient trust increases, leading 

to higher satisfaction (Juwita et al., 2022). 

• Responsiveness: Patients place great 

importance on the clinic’s ability to 

respond promptly to their needs. Studies 

show that responsiveness is critical for 

satisfaction, particularly in cases requiring 

urgent care (Sonza et al., 2021). 

• Empathy: Empathy, or the extent to which 

healthcare providers demonstrate 

understanding and care for patients, 

significantly impacts how patients feel 

about their overall experience. Clinics that 

exhibit strong empathetic communication 

tend to have higher patient satisfaction 

scores (Kadwa & Alshenqeeti, 2020). 

 

Impact of Service Quality on Patient 

Loyalty 

Patient loyalty is strongly tied to 

satisfaction. Patients who report high 

satisfaction with the quality of services are 

more likely to return to the clinic and 

recommend it to others. This relationship is 

primarily driven by the following dimensions: 

• Assurance: Assurance, involving the 

competence and confidence that 

healthcare professionals display, has been 

shown to enhance patient loyalty. Studies 

suggest that when patients trust in the 

medical abilities of their providers, they 

are more likely to remain loyal to the 

clinic (Bonache et al., 2020). 

• Tangibles: The physical appearance of the 

clinic, including the cleanliness of the 

facilities and the condition of medical 

equipment, also plays a significant role in 

patient loyalty. Clinics that maintain well-

equipped and aesthetically pleasing 

environments tend to retain patients over 

the long term (Wantu et al., 2021). 

 

Summary of Key Findings 

The following table summarizes the 

key findings related to the impact of service 

quality dimensions on patient satisfaction and 

loyalty: 
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Service Quality Dimension Impact on Patient Satisfaction Impact on Patient Loyalty 

Reliability High impact Moderate impact 

Responsiveness High impact Moderate impact 

Assurance Moderate impact High impact 

Empathy High impact Moderate impact 

Tangibles Moderate impact High impact 

 

The findings from this review 

highlight the importance of addressing both 

medical and non-medical aspects of care in 

clinics. While the quality of medical services 

remains paramount, non-medical factors such 

as staff communication, facility cleanliness, 

and responsiveness significantly shape the 

patient experience. Clinics that excel in these 

areas tend to not only improve patient 

satisfaction but also foster long-term loyalty. 

The results also indicate that clinics 

must prioritize continuous improvements in 

service quality to remain competitive in the 

healthcare industry. Investments in staff 

training, facility upgrades, and better 

communication practices are essential for 

clinics seeking to enhance both satisfaction 

and loyalty. 

Moreover, the findings suggest that 

the relationship between service quality and 

patient loyalty is mediated by patient 

satisfaction. Simply providing high-quality 

medical care is not enough to guarantee 

loyalty; patients must also feel that their 

overall experience has met or exceeded their 

expectations. 

 

Implications for Clinics 

To remain competitive, clinics should 

focus on improving the following areas: 

• Staff Training: Invest in ongoing training 

programs to ensure healthcare providers 

can effectively communicate with patients 

and provide empathetic care. 

• Facility Upgrades: Maintain a clean, 

modern, and welcoming environment to 

enhance the patient experience and 

increase loyalty. 

• Patient Feedback Mechanisms: Regularly 

collect and analyze patient feedback to 

identify areas for improvement and 

address any service quality gaps. 

 

CONCLUSION 

The relationship between patient 

satisfaction and loyalty is especially strong in 

clinics where service quality meets or exceeds 

patient expectations. Satisfied patients are 

more likely to return to the clinic for future 

healthcare needs and recommend the clinic to 

others, thereby contributing to its reputation 

and financial sustainability. 

However, maintaining high levels of 

service quality requires continuous 

investment in both medical and non-medical 

aspects of care. Clinics need to prioritize staff 

training, facility improvements, and patient 

feedback mechanisms to ensure that they meet 

the evolving expectations of their patients. 

The evidence from this review suggests that 

focusing on the holistic patient experience—

not just the medical treatment—can 

significantly enhance patient satisfaction and 

loyalty. 

In conclusion, clinics that excel in 

providing high-quality services across all 

dimensions will be better positioned to retain 

patients and build long-term loyalty. By 
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focusing on patient-centered care and 

continuous service improvement, clinics can 

strengthen their competitive advantage in the 

healthcare industry and ensure long-term 

success. 
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