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Abstract

In general speaking the hospitals agreed that to set up customer relation management (CRM) system is essential to
them. There were 5% completed, 33% were setting up, 47% were planning to set up and 15% not yet. The reagons to
induce CRM were to enhance the hospitals’ competition, keep the old patients and develop the new patients. The main
difficulties to induce CRM were in lack of the professionals of the CRM in the hospital (24%), high cost (20%),
difficult to integrate the old system (16%), employee issue (10%), the attitude of the manager (8%0), the effectiveness
were not obvious (5%) respectively.

The private hospital had the less resource than the public hospital and proprietary hospital so they paid more
attention to analyze the patients’ database to manage the hospital.

The private hospital participates in the public welfare activity, mails the outpatient schedule and the medical
discount to attract the new patients or to keep the old patients.
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