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Abstract. Patient loyalty is one of the core things that hospitals must strive for. 

This is because increasing patient loyalty can provide long-term benefits. In 2022 

it will be 99,413 while in 2023 there will be a drastic decline where the number 

of outpatient visits will only be 78,989 the decrease in the number of outpatient 

visits a problem that cannot be left alone by the hospital. The condition of the 

result number of outpatients can result in reduced income hospital. The primary 

objective of this study is to examine the relationship between Customer 

Relationship Management (CRM) and outpatient loyalty at Hospital TK II 

Pelamonia Makassar. Methodologically, the research adopts a quantitative 

design with a cross-sectional approach, involving a population of 8,284 

individuals and a sample of 382 respondents. Data were analyzed using the chi-

square test. Results and discussion: in the research indicators continuity 

marketing, one-to-one, partnering program, technology, people, process, and 

knowledge and insight are related to outpatient loyalty with a chi-square value 

of 0.000< 0.05. Based on these results, it is recommended that the hospital 

strengthen its customer relationship management and service strategies, as 

organizational success highly depends on the quality of care provided to build 

and maintain patient loyalty. 
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clinical functions, hospitals also contribute to a nation’s socio
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directly influences patients’ judgments about hospital performance. Their study 
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The table below displays the distribution of respondents’ characteristics based on 
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respondents’

The table below presents the distribution of respondents’ characteristics by type of 
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term loyalty. The hospital’s educational 
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oriented institutions. The study’s alignment with 
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with patients. The hospital’s success in applying these components illustrates how a 
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In the broader context of Indonesia’s healthcare transformation under Law No. 17 
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Open Access This chapter is licensed under the terms of the Creative Commons Attribution-
NonCommercial 4.0 International License (http://creativecommons.org/licenses/by-nc/4.0/),
which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the
source, provide a link to the Creative Commons license and indicate if changes were made.
        The images or other third party material in this chapter are included in the chapter's
Creative Commons license, unless indicated otherwise in a credit line to the material. If material
is not included in the chapter's Creative Commons license and your intended use is not
permitted by statutory regulation or exceeds the permitted use, you will need to obtain
permission directly from the copyright holder.
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