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ABSTRACT

This study examines the factors influencing customer loyalty to the brand
through a field study conducted at 7 Stars Clinic. A quantitative approach
was adopted using an electronic questionnaire distributed to a sample of
the clinic’s customers, with data analysed using SPSS. The independent
variables include service quality, brand trust, brand image, marketing
efforts, and digital experience, while customer loyalty represents the
dependent variable. The findings reveal statistically significant positive
relationships between all independent variables and customer loyalty.
Results indicate that service quality and brand trust are the most
influential factors in enhancing customer loyalty in the healthcare sector.
The study recommends adopting an integrated customer experience

strategy to sustain customer loyalty.
Keywords:

Customer Loyalty, Brand Loyalty, Service Quality, Brand Trust, Digital

Experience, Healthcare Sector.
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