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Introduction   
The COVID-19 pandemic has shaped a noteworthy load on healthcare organizations, but progressive leaders are already 

influencing the technology to speak the labor concerns they are facing. In retort to the COVID-19 contagion, many healthcare 
societies executed new treatment approaches to manage with the rapidly growing patient populaces. Burdened with tradition of 
employee communication and patient arrangement tools that were unable to be ascended, those at the lead quickly started accepting 
digital solutions toward a halt on speed with the increased loads upon staff and clinical squads. 

 
Health of a person is the prime issue. With the rapid changes in work environment presently people are suffering from 

various types of health-related problems. Rising level of pollution, changes in the lifestyle due to technology etc. are few of the 
reasons which are posing the difficulty in managing the health. Therefore, health care forms the basic necessity in the society. Today, 
with the advent technology health care scenario is fast changing all over the world.  

 
Using CRM in healthcare increases effective patient outreach and improves efficiencies through automated workflows across 

multiple parties. Coordination is effectively improved making it possible to be cost-effective without compromising the quality 
of healthcare delivered to patients. 
 
Covid Hospital: Care center 

Hospital is an institution for the treatment and care of sick or injured people (Oxford Dictionary). Hospitals are most 
important elements in any health care delivery system. But the story in pandemic is altogether different. A hospital provides services 
for maintaining and restoring the health of the people. It involves providing care facilities to the sick and injured, preventive health 
care and also where research about health is carried out. It is also a center for training of medical and paramedical staff. It involves the 
outpatient and inpatient hospital services and on many occasions’ emergency medical services during this covid pandemic. 

 
The beginning of, software, and real-time communications and digital chatbots, WhatsApp etc. has drastically changed the 

healthcare sector during this ongoing covid pandemic. This cemented the way for a considerable development in environment for the 
Global Healthcare CRM Market, is predictable to reach USD 21.46 Billion by 2025, which was valued at USD 8.90 billion in 
2018 and is expected to record a CAGR of 13.4% IN (2019 to 2025). 

 
A Patient – Ultimate Customer of a Hospital: 

A Hospital is a center where a person is diagnosed and treated for his health. And a patient is a person having health related 
need. Thus, a patient is the ultimate consumer of the hospital. He is the person in pain and anguish. He expects from hospital comfort, 
care and cure.  

 
Improved socioeconomic status and easier access to medical care has led to high expectations and demands from consumers 

of hospital services. Patient forms certain expectations prior to visit. He not only expects proper environment in the hospitals, but also 
various services offered in the hospitals.  

 
Customer’s/Patients satisfaction in covid pandemic 

Patients Satisfaction is a combination of psychological, physiological and other health care related factors that make a patient 
to feel happy. Patient satisfaction has been considered as a state where patients express their feelings, prepares to attend for the same 
hospital more number of times, accept the services and promote the image and goodwill of the hospital more happily. Satisfaction of 
patients is an emotion, a feeling and a matter of perception. It starts from the patient’s assessment of experience in hospital and its 
services; it involves likes and dislikes which are internal and external to the patients. 
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The hospitals witnessed the level of patient satisfaction was very low throughout in COVID-19 pandemic. The existence of 
sign and direction indicators, availability of drugs, social distancing, availability of alcohol, and sanitizer were factors associated 
with patient satisfaction 

 
Review 

In the opinion of Pascoe (1983) patient satisfaction as a health care recipient’s reaction to salient aspects of the context, 
process, and results of their service experience. In the words of Jones and Sasser (1995), “Complete customer satisfaction is the key to 
securing customer loyalty and generating superior long-term financial performance”.  

 
Personal evaluation of health care services and providers. In the discourse concerning satisfaction, there are other terms that 

need differentiation, which include desires, expectations, requests, goals, patient choice and priorities. patient’s satisfaction has 
defined as meeting the patient’s request. This definition provides a different angle of meeting the clients need. 

 
Aydin, S., Özer, G. and Arasil, Ö. (2005) understanding the customer’s satisfaction in a hospital have said that in the present 

time, one of the key issues for the companies is the factor of customer satisfaction and is one of the main objectives of every business. 
Businesses have identified that retaining present customers is more profitable that having to succeed new ones to substitute those 
vanished. Management and marketing theorists emphasize the magnitude of customer satisfaction for a business accomplishment. 
Once the patient come to the hospital and experience the facilities, they may become either satisfied or dissatisfied. With the changing 
lifestyle, and developments that taking place in health care, patients place more importance on the quality of services offered than 
before. Therefore, understanding patient’s satisfaction is becoming more important. 

 
Pihlström, Minna. (2008) opines that quality is perceived satisfaction and also adds quality as continually satisfying patient 

requirements, on two aspects of healthcare – one being the technical aspect of care and the other interpersonal aspect of care. 
Patient satisfaction is one of the established yardsticks to measure success of the services being provided in the hospitals. For health 
care organization to be successful monitoring of customer’s perception is a simple but important strategy to assess and improve their 
performance.  
 

It is well known fact that high customer satisfaction leads to the strengthening of the relationship between a customer and a 
company, and this deep sense of collaboration has been found to be profitable says Storbacka et al. (1994).  Tom Peter, a famous 
American author of Corporate Management and Leadership books has quoted that “Listening to customers must become everyone’s 
business. With most competitors moving ever faster the race will go to those who listen and respond”. 

 
Advantages of customer satisfaction: There are numerous advantages of satisfying the customer. Organizations with best customer 
service practices have proved profitable in the most competitive market places; such practices pave their way to (Sarah Cook, 1995): 
 Minimize price sensitivity  
 Differentiate themselves from the competition  
 Improve profitability  
 Improve staff morale  
 Foster internal customer/supplier relationships  
 Increase customer satisfaction  
 Improve their image in the eyes of the customer  
 Achieve a maximum number of advocates for the company  
 Ensure products and services are delivered 'right first time'  
 Enhance its reputation  
 Encourage employee participation  
 Reduce costs  
 Increase productivity  
 Create a reputation for being a caring, customer-oriented company  
 Bring about continuous improvements to the operation of their companies 

 
Software in CRM Healthcare: An Example 

The healthcare industry is massive and progressively competitive in current periods. The uninterrupted rise of consumer-
driven health care and the cumulative consumer call for perfect and on-time customer service procedures have enforced health care 
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establishments to emphasis on CRM systems and tools to update all the processes and increase customer satisfaction. The hospital 
CRM system supports to combine and manage all healthcare activities using a single stage. Example: a customer can collect and 
manage his complete druggist’s prescription through a single platform. The healthcare CRM manages the task and can list entire 
medical team on a single cloud-based platform. For each new task, the corresponding personnel can view the task through their 
customer relationship management. 
 
Conclusion. 

The continuous rise of consumer-driven health care and the increasing consumer demand for perfect and on-time customer 
service processes have forced health care organizations to focus on CRM systems and technologies to streamline all the processes and 
increase customer satisfaction. 

 
The hospital or healthcare CRM system helps you combine and optimally manage all healthcare activities using a single 

platform. Giving an example, a customer can collect and manage his entire pharmacy prescription through a single platform. The 
healthcare CRM lets you manage the task of a list of your entire medical team on a single cloud-based platform. For each new task, 
the corresponding personnel can view the task through their customer relationship management. 
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