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ABSTRACT

Customer Relationship Management (CRM) in healthcare has emerged as an essential strategy for
improving patient engagement, service quality, and healthcare outcomes. In the rapidly evolving
healthcare sector, organizations are increasingly focusing on patient-centered care to meet the
growing expectations of patients. CRM systems enable healthcare providers to manage and analyze
patient information effectively, facilitating personalized communication and efficient service
delivery. Through features such as appointment scheduling, automated reminders, patient portals,
and follow-up services, CRM enhances patient engagement by encouraging active participation in
healthcare decisions and treatment plans. Increased engagement leads to better adherence to medical
advice, improved health awareness, and greater patient satisfaction. Moreover, CRM contributes
significantly to service quality by streamlining administrative processes, reducing waiting times, and
ensuring timely responses to patient inquiries and concerns. Healthcare organizations can use CRM-
generated insights to understand patient preferences, identify service gaps, and implement continuous
improvements. The integration of CRM with electronic health records further supports coordinated
care and informed decision-making among healthcare professionals. Effective CRM strategies also
have a positive impact on healthcare outcomes. By maintaining long-term relationships with patients,
healthcare providers can ensure continuity of care, monitor patient progress, and promote preventive
healthcare practices. This proactive approach helps reduce hospital readmissions, improve treatment
effectiveness, and enhance overall patient well-being. Therefore, CRM serves as a valuable
management tool that strengthens patient relationships, improves healthcare service delivery, and

contributes to better clinical and organizational outcomes.
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