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Does a good patient-physician relationship enhance patient loyalty
to a hospital?

Ruay-Hung WENG]’*, CHING-YUAN HUANGZ, JiN-AN Huang’

Objectives: The purpose of the current study was to explore the impact that patient-physician
relationships have on patients’ loyalty to hospitals. We hypothesized that the quality of the patient-
physician relationship has a direct link with a patient’s loyalty to a hospital, as well as an indirect
links via the quality of the patient-hospital relationship and a patient’s loyalty to their physician.
Methods: Self-administered questionnaires were used to collect all data. The sample consisted
of 339 ambulatory patients from three regional hospitals in Taiwan. A structural equation model
was used to validate the research model. Results: The measure reliability, construct validity, and
model fitness of the research model were satisfactory. In addition to having a direct negative
influence, two factors (i.e., the quality of the patient-hospital relationship and a patient’s loyalty to
their physician) positively effected the impact of the quality of the patient-physician relationship
on a patient’s loyalty to a hospital. The total effect of the quality of the patient-physician
relationship was 0.66. Conclusions: Overall, the quality of the patient-physician relationship not
only enhanced patient loyalty to their physician, but strengthened a patient’s loyalty to a hospital.
(Taiwan J Public Health. 2006;25(4):293-302)

Key Words: Patient loyalty, Relationship quality, Relationship marketing, Patient-physician
relationship
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