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Abstract

This article aims to unveil the pivotal factors influencing the development of customer
loyalty models in Thailand's private hospital sector. It provides executives and
stakeholders with valuable insights for enhancing customer loyalty through an exploration
of four key determinants: customer experience management, digital marketing strategies,
service quality, and customer satisfaction. These factors collectively elevate the
probability of nurturing customer loyalty within private hospitals. The article concludes by
presenting a comprehensive model for understanding customer loyalty in Thai private
hospitals. This model includes dimensions such as positive attitudes, word-of-mouth
referrals, repurchase intentions, reduced consideration of alternatives, and top-of-mind
brand awareness. It offers practical utility for healthcare management, streamlining the

assessment and quantification of customer loyalty within the private hospital context

Keywords: customer experience management, digital marketing, service quality,

customer satisfaction, customer loyalty
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