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(English Studies)

e Study: Al-Dmour et al. (2020) - "The Impact of Social Media Marketing on Patient
Emotional Loyalty: A Case of Private Hospitals."

e Objective & Methodology: This study investigated how healthcare social media
marketing activities—specifically informative, educational, and awareness content—
affect patients' emotional and behavioral loyalty toward private healthcare providers.
The researchers utilized a quantitative approach, applying structural equation
modeling (SEM) to data collected from private healthcare clients.

e Findings: The study revealed that informative and high-value healthcare content
significantly enhances electronic word-of-mouth (eWOM) and direct organizational
trust. This trust sequentially transforms into long-term customer loyalty and
attachment to the healthcare brand.

o How to benefit: This study serves as an excellent theoretical benchmark for the
current research framework. It provides validated indicators to measure "loyalty" in a
specialized medical context and demonstrates how educational content acts as a
primary psychological driver for customer retention.
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