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Hasta Giiveninin iliski Pazarlamasi Agisindan Etkileri

The Effects of Patient Trust in Terms of Relationship Marketing

Songil CINAROGLU®

OzZET

Hasta ile doktor arasindaki iliski saglik hizmetleri pazari igin temel teskil etmektedir. Bu iligkinin dayandigi en glgli duygu ise giiven
duygusudur. Bu nedenle bu arastirmada hasta glveninin, iliski pazarlamasinda 6n plana ¢ikan konular itibariyle incelenmesi
hedeflenmistir. Bunun amagla yapilan literatlr taramasinda hastalarin hizmet saglayicilara olan glivenlerinin; hasta memnuniyeti,
hastalarin tedaviye devam niyeti ve tedaviye katilimi, hasta bagliligi ve sadakat yaratma, maliyetler, kullanim ve etkinlik, agizdan
agiza pazarlama, doktor ile olan iliskinin strdirtilmesi ve hasta sikdyet davraniglarina nasil yansidigi konularini ele alan galismalar ele
alinmistir. incelenen arastirmalarda hasta giiveninin saglk hizmetleri alaninda iliski pazarlamasinin gelistiriimesine temel teskil
ettiginin vurgulandigi gérulmustir. Bu arastirmalardan gikarilabilecek en genel sonug ise, saglik kuruluslarinda hasta guiveninin
farkinda olunmasi durumunda etkinligi artirmak, takim galismasini gelistirmek, ¢alisanlarin is memnuniyetini artirmak ve saghk
sisteminde sosyal faydanin artirilmasi prensiplerine uygun davranmanin saglanabilecegidir.
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ABSTRACT

The relationship between doctor and patient is a basis for health services market. Trust is the most stronger feeling in this
relationship. Because of this it was aimed in this study to investigate patient trust in terms of forefront factors in relationship
marketing. Fort this aim, studies examined which have addressed how patients trust to health service providers reflects on; patient
satisfaction, patients intention to contiuning and participation to treatment, patient loyalty and commitment, costs, utilization
and efficiency, word of mouth marketing, continuing the relationship with doctor and patient complaint behaviour. It was seen
that examined studies emphasized that patient trust is an underlying concept for development of relationship marketing in health
services. General conclusion that can be drawn from this studies is that, if health institutions are aware of the importance of
patient trust, they can improve the efficiency of health services providers, improve personel job satisfaction and act for improving
social benefits of the health system.
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