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Abstract: Quality of service is an essential factor in consumer loyalty, as is informal correspondence.
There is an immediate link between the quality of service and the realization, because the quality of service is
the precursor of the realization. It has been found that their instrument can be used to assess the central
place of value elements in customers' perception of convenience. Steadfast quality and sympathy are the
unimportant noteworthy measures compared to a seemingly broad exposure of types of services. The
responsiveness of personnel to respond intentionally and in a timely manner to key opportunities, overtures
and hazards, particularly due to external conditions, for the establishment or maintenance of superiority. As
research in advertising and transactions indicates, the methodology of compassion presents colossal
contrasts. The old methodology of sympathy described compassion as an individual character or ability,
which may very well be psychological, full of feelings, or both. The intellectual point of view on compassion,
also described as ""point of view"", is the understanding of someone else's behavior in a subjective dimension.
This paper attempts to identify the role of different dimension on customer loyalty.
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I Introduction: The history of the development of the medical services industry in India is growing in
tandem with the country's pharmaceutical and product sectors. Much has been done in the field of medical
services to bring about improvement, but about 12% of the extension proposed by the company has been taken
advantage of. In the coming years, the social insurance sector in India should be the engine of the Indian
economy. Today, the health care sector in India is worth $ 17 billion. It is expected to grow by 13% steadily.
The personal services sector includes social insurance instruments, medical services in the retail ad, emergency
Hospitals associated with medical Hospital systems

Indian social insurance industries include settings such as Ayurveda and homeopathy, which are
gradually acquiring undeniable quality abroad. Health sector exploration activity is another area of real interest
in India. In India, there are enormous opportunities with a huge pool of skills and the rise of biotechnology and
bioinformatics. India is a growing and growing goal for the travel industry. With moderate therapeutic costs and
strong innovation, the establishment of the developing division is very beneficial for the social insurance
industry in India

The framework for the sale of Indian social insurances is organized in two distinct segments: open and
private. The government, for example, has put in place an open social insurance framework that involves
organizations subject to facultative and tertiary constraints in key urban areas and that emphasizes the role of
essential medical services offices as central services for essential services in the regions of the country. The
private space represents the lion's share of the foundations to the auxiliary, tertiary and quaternary
considerations with a remarkable fixation in the urban zones of subways, level I and level II.

Il. Literature survey

SubramaniaBalaJeshurun and R. KarthiKeyan (2017)said that, the development and rapid expansion of
the field of medical services with the nature of the service has turned into a vital ascept for patients who go to
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emergency hospital for treatment. The survey was conducted among patients who visit the multi-claim
emergency hospital in Madurai, where four unique medical hospital are selected for the exam. The exam was
finished with SPSS. The result of this review shows that quality service is a key factor in consumer loyalty.

Rula Al-Damen (2017)The purpose of this review was to assess the effect of the perceived quality of
social services on patient fulfillment in a prominent government medical hospital in Jordan. For this reason, the
survey developed a 'SERVQUAL' dependent instrument fitted using five measures of quality of service,
namely: compassion, substantial and unshakable quality, responsiveness and affirmation.

Anamika Sharma (2017) stated that over the past two decades, Indian social insurance cooperatives have
expressed the need to build consumer loyalty along with quality treatment. In any case, it is unlikely that Indian
specialists will push Indian specialists to try their luck with drug clients, as in different areas of the service
areas. The document also distinguishes the components influencing social insurance clients and their level of
achievement

K. R. Pillai and AlpikaKumari (2016) reported that improved patient satisfaction may ultimately help to
improve well-being outcomes. The measures of hierarchical execution of medical hospital were related to
related elements of patient realization. The reason for this review is to duplicate the KQCAH scale to assess the
nature of service of a multi-strong emergency hospital in South India. The investigation was focused on patients
with four months of release from the medical hospital in 2014.

Johnson (2013) inspected service quality measures in Thai hospitals. We have seen that reactivity had
the most impact pursued by compassion, effects, confirmation; finally an unshakable quality. It was found that
the quality of service was better in private hospitals than in open hospitals. Anyway, measuring the
responsiveness of well-being Quality of service is the most minimal of quality of service measures in open and
private areas.

111 . Objectives of the study

» To identify the role of service dimension on customer loyalty at select retail outlets.
» To study and understand the literature on customer loyalty.

IV Research methodology

Cross sectional Descriptive design deemed to be appropriate for this study .convenience sampling is used to
collect data from the respondents by structured questionnaire.

V Analysis and Interpretation

Reliability statistics.

VARIABLES CRONBACHE ALPHA Substance
Reliability 0.822 3
Tangibility 0.858 5

Responsiveness 0.852 3
Assurance 0.840 3
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Empathy 0.821 3
Patient satisfaction 0.821 3
Patient loyalty 0.861 4

Reliability test has been used in the direction of experiment the consistency of the scale used intended for data
collection cronbache alpha index was calculate to measure reliability of the questionnaire. The item having the
coefficient value of 0.70 and more are considered as adequate. In this study 4,5,and 3 items are considered for
each variables , since the reliability,tangibility,responsiveness,assurance,empathy,patient satisfaction ,patient

loyalty. Factors are more then 0.7 which means the result of all variables are reliable for further study

Correlation
Reliabilit | Tangelbili | Responsivene | Assuran Empath
vy ty Ss ce y
Pearson
Correlatio 1 744 .662™ 677" 741"
nn
Reliabilit . .
y Sig. (tail) 0 0 0 0
150 150 150 150 150
Pearson
Correlatio 744 1 .645™ .670™ .682™
nn
Tangibilit . .
g y Sig. (tail) 000 000 .000 000
150 150 150 150 150
Pearson
Correlatio 662" .645™ 1 .794™ .670™
nn
Responsivenes
S Sig. (tail) .000 .000 .000 .000
matrimoni
;I ' 150 150 150 150 150
Pearson
Correlatio 677 .670™ .794™ 1 .743™
nn
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Assurance Sig. (tail) .000 .000 .000 .000
149 149 149 149 149
Empathy Pearson 7417 682" 670" 743" 1
Correlatio
Regression
Model , Adjusted R? Std. error of the
R R estimate
1 .8462 715 .703 50224
a.Predictors: (Constant), patent satisfaction,
reaction, tangibility, empathy, reliability,
declaration
Statistics
relability | Tangibility Responsiveness | assurance | Empathy
N applicable 150 150 150 150 150
misplaced 0 0 0 0 0
represent 2.4027 2.3477 2.6219 2.4922 5.7114
medium 2.3333 2.2000 2.3333 2.3333 5.6667
method 2.33 2.00 2.33 1.67 5.67
Std. Deviation .87016 .85816 1.04670 1.03511 2.14408
Skewness 1.522 1.257 .804 1.285 1.261
Std. Error of
SKEWNess 199 199 199 199 199
Kurtosis 3.498 1.500 228 1.010 2.356
Std. blunder of
Kurtosis .395 395 395 395 .395
VI Findings

» 26.66% of respondents are men and 73.33% are women.
» 66.66% of respondents are married and 33.33% of respondents are single.
» 60% of respondents belong to the under-30 age group, 30% belong to the age group 30-

39, 10% belong to the 40-49 age group, and there are no respondent. for the age group

above 50 years.

» 56.66% of respondents graduated, 33.33% of respondents are graduates, 6.66% of

respondents are PGs, 6.66% were not disclosed.
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» 16.66% of respondents 'monthly income is less than 20000.20% of respondents' monthly
income is between 20,000 and 40,000;

» 65% of respondents clearly spoke about hospital reliability. Reliability means keeping
medical records up-to-date, the hospital provides all the services to the patient as
promised, and the medical staff has a genuine interest in solving patients' problems.

» | noticed that in statistics table, the empathy has the highest mean value that is 5.714
and the tangibility has the lowest value that is 0.85816. So it considered as responses are
consistence and most of the respondents have same opinion.

» The reliability, tangibility, responsiveness, empathy are fall in less than -1 and 1,then it
represent or considered as highly skewed.

» The kurtosis value should be more then 3, so here 4 variables (tangibility ,responsiveness ,assurance,
empathy) falls less than 3.So the kurtosis is in negative distribution .
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e In tangibility 60% of the respondents agree for the statement hospital maintain neat

appearance ,polyHospital services , professional looks ,visually appealing, and modern
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equipments,40% of the respondents are disagree towards these statements.

70% of the respondents strongly agree statements hospital doctors are responding quickly, providing good
quality services and doctors are willing to help patients problems,30% of the respondents are strongly
disagree towards these statements
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