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Relationship between Customer Satisfaction and Employee Satisfaction in
Healthcare Professional Services
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Many prior studies have demonstrated that employee satisfaction increases
customer satisfaction in service research. For this reason, in the service industries, companies
emphasize internal services to employees. However, it is suggested that the direction of the
causality is reversed in case of particular professional services.

In this study, we conducted a questionnaire survey for community pharmacists and patients, and
confirmed the direction of the causality.

As a result, it was shown that customer satisfaction affects employee satisfaction, especially job
satisfaction. From this point it was also thought of as a characteristic of medical professionals,
suggesting that policies that enhance patient satisfaction enhance employee satisfaction and
increase employee royalty to their organization.
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