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ABSTRACT 
This literature review analyzes and synthesizes the relationship between employee performance, 
service quality, the use of artificial intelligence (AI), and the use of social media in efforts to increase 
patient numbers in the healthcare sector. Using a systematic literature review approach, this research 
examines various studies that discuss the contribution of each variable to increasing patient 
accessibility and interest. A total of 20 empirical journal articles published between 2018 and 2024 
were analyzed thematically. Data were collected from various academic databases using keywords such 
as "employee performance," "service quality," "number of patients," "patient volume," "artificial 
intelligence in healthcare," "social media in healthcare," "patient acquisition," and "patient retention." 
Most of the reviewed studies used quantitative methods, applying statistical tools such as linear 
regression analysis. The results indicate that social media and AI influence performance and the 
number of visits. This review highlights the need for healthcare facilities to utilize social media and AI 
to improve employee and patient performance. Future research should explore the relationship 
between social media and AI, as the digital era challenges every organization to be more creative and 
innovative in order to stay up-to-date.  . 

Keywords: Service Quality, Patient Volume, Artificial Intelligence, Social Media, Employee 
Performance. 

 
INTRODUCTION 

The healthcare industry in Indonesia, particularly hospitals, is facing increasingly 
fierce competition driven by public demands for better service quality and broader 
information accessibility. Increasing patient numbers is a key indicator of a healthcare 
facility's success, reflecting not only public trust but also operational sustainability. In 
this context, internal factors such as employee performance and service quality are key 
foundations. Performance is defined as the quality and quantity of employee output 
while carrying out their assigned work responsibly. The quality of healthcare services 
serves as an indicator to measure the extent to which patients' needs and expectations 
are met during their hospital stay [1]. As patient demands and needs increase, the 
quality of healthcare services provided also improves [2]. Optimal employee 
performance and excellent service quality directly contribute to patient satisfaction, 
which in turn can encourage repeat visits and word-of-mouth recommendations. 

The dynamic development of information and communication technology has 
introduced a new dimension in strategies to increase the number of patients. As 
technology developments in the field of computer science have also given rise to 
artificial intelligence which is used as a technological tool that is easy and fast to use in 
everyday life, even without humans realizing that they are always interacting with AI 
[3], AI can be applied in various aspects of hospital operations, from scheduling, 
diagnosis, medical record management, to personalization of services, all of which have 
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the potential to increase efficiency and effectiveness. 
Furthermore, social media can play a crucial role in accessing and disseminating 

health information. Social media has the potential to promote health and provide 
interventions. The effectiveness of social media in health promotion has been proven to 
increase public understanding and support healthy living [4]. A strong social media 
presence can enhance a hospital's reputation and ability to attract patients. Therefore, 
social media plays a crucial role as a supporting medium in maximizing hospital 
performance. Indonesia, with a population of 278,696,200, has data on the five most 
widely used social media platforms, including YouTube (93.8%), WhatsApp (87.7%), 
Instagram (86.6%), Facebook (85.5%), and Twitter (63.6%)[5]. Furthermore, a survey 
conducted by the revealed that the penetration rate of internet users based on region is 
still highest in urban areas, contributing 69.5%, and in rural areas, contributing 30.5% 
[6].  

Despite the growing body of research examining the roles of employee 
performance, service quality, artificial intelligence, and social media in healthcare 
settings, existing studies remain fragmented and often focus on these factors in 
isolation, resulting in inconsistent findings regarding their combined impact on patient 
numbers and hospital performance. Some studies emphasize the dominant role of 
service quality and human resources in shaping patient satisfaction and loyalty, while 
others highlight the transformative potential of digital technologies and social media 
engagement in influencing patient decision-making and healthcare utilization. Given 
this diversity of perspectives and methodological approaches, a comprehensive and 
integrative review is necessary to synthesize current evidence and identify how these 
factors interact in increasing patient numbers. 

Therefore, the objective of this article is to systematically review and synthesize 
findings from peer-reviewed studies that investigate the relationships between 
employee performance, service quality, artificial intelligence, and social media in the 
context of increasing patient numbers in healthcare organizations. This review aims to 
identify dominant research themes, methodological trends, and areas of convergence 
and contradiction in the literature, while also highlighting research gaps and 
underexplored dimensions. In particular, future research should further examine the 
synergistic and mediating roles of patient satisfaction, trust, perceived service value, 
and digital engagement, conduct comparative analyses across public and private 
hospitals as well as different regional or cultural contexts, and adopt longitudinal and 
mixed-method designs to better capture the dynamic effects of technological adoption 
and service innovation on patient behavior over time. 

 
RESEARCH METHODS  

This literature review was conducted using a systematic approach to identify, 
evaluate, and synthesize relevant research related to the impact of employee 
performance, service quality, AI, and social media on patient volume growth. The 
literature search focused on scientific articles published in reputable journals and 
conference proceedings. Searches were conducted on various leading electronic 
databases, including PubMed, Scopus, Web of Science, Google Scholar, ScienceDirect. 
The keywords used in the search include a combination of the following terms, both in 
Indonesian and English, using Boolean operators (AND, OR): "Employee performance" 
OR "Employee performance", "Service quality" OR "Service quality", "Number of 
patients" OR "Patient numbers" OR "Patient volume" OR "Patient acquisition" OR 
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"Patient retention", "Artificial intelligence" OR "Artificial intelligence" OR "AI" OR "AI in 
healthcare", "Social media" OR "Social media" OR "Social media in healthcare", 
"Hospital" OR "Hospital") 

 
Inclusion criteria: 

1. Relevant scientific journal articles, conference proceedings, or books. 
2. Articles discussing employee performance, service quality, AI, social media, 

and/or increasing patient numbers in the healthcare sector. 
3. Publications published within a relevant timeframe (e.g., 2010-2024, to capture 

the latest trends, especially related to AI and social media). 
4. Articles available in full-text. 
5. Publication languages is Indonesian and English. 

 
Exclusion criteria: 

1. Articles that are not relevant to the research topic. 
2. Opinions, editorials, or abstracts without full text. 
3. Non academic reports or news. 

 
PRISMA Flow Summary:   

1. Records identified through database searching: 145   
2. Records after duplicates removed: 80   
3. Full-text articles assessed for eligibility: 40   
4. Studies included in final review: 20   
5. Articles excluded due to irrelevance or non-empirical design: 60 

 

 
Picture 1. PRISMA flow chart 

 
Data extraction and synthesis 
The initial data search yielded 145 records. Duplicates were removed and titles 

and abstracts were screened for relevance, leaving 80 articles. A full-text review was 
conducted for 40 studies, and 20 articles met all inclusion criteria. Each article was 
assessed for quality and relevance based on methodological clarity, operationalization 
of variables, and statistical rigor. Data from the selected studies were synthesized 
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thematically to identify patterns, methodological approaches, and inconsistencies in 
the relationships between employee performance, service quality, AI, social media, 
and patient volume growth. The screening and selection process was conducted 
independently by two reviewers, and disagreements were resolved through 
discussion to ensure the findings reflect a comprehensive overview of the latest 
empirical evidence in the field. 
Definition of variables:   
1. Employee performance refers to  The level of employee success in completing 

tasks based on quality, quantity, time, and contribution to organizational goals. [7] 
2. Service quality refers is the patient's perception of how good the health services 

provided are, there are five variables including, tangibles, reliability, 
responsiveness, assurance, and empathy, based on the SERVQUAL model [8].   

3. Social media is a platform that can be used to share opinions, information, 
educational content, informative content, satire and criticism [9]. 

 

RESULTS AND DISCUSSION  
This literature review synthesized findings from 20 peer-reviewed journal 

articles published between 2018 and 2024, focusing on the integration of employee 
performance, service quality, artificial intelligence, and social media in relation to 
patient volume growth within healthcare and service-related contexts. The majority of 
the studies were conducted in Indonesia, while several others were based in Malaysia, 
Turkey, Saudi Arabia, the United Kingdom, and other international settings, reflecting 
both developing and developed healthcare systems. Most studies employed 
quantitative research designs, commonly utilizing structural equation modeling 
(SEM), PLS-SEM, multiple regression analysis, and SERVQUAL-based measurement 
models to examine relationships among variables. Sample sizes generally ranged from 
100 to over 400 respondents, with research subjects predominantly consisting of 
hospital patients, healthcare employees, or social media users interacting with 
healthcare organizations. In addition, several studies extended their analysis to non-
healthcare service sectors, such as e-commerce, hospitality, and public organizations, 
to explain how digital technologies, service quality, and employee performance 
influence customer engagement and demand, thereby providing conceptual insights 
applicable to patient volume growth in healthcare settings. 

Tabel.1  
Fifteen Cited Articles on the Integration of Employee Performance, 

Service Quality, Artificial Intelligence, and Social Media in Increasing the 
Number of Patients in 2018-2024 

Author 
(year) 

Research purposes Research methods Research result 

Ratih 
Kusuma 
Wardani 
(2019) 

To find out the 
influence of service 
performance and 
service quality 
together on patient 
satisfaction at the 
Gunung Sugih 
Community Health 
Center UPTD. 

Quantitative 
approach with 
questionnaires 
analyzed through 
regression 

Service performance and 
service quality together 
have a significant influence 
on patient satisfaction. 
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Author 
(year) 

Research purposes Research methods Research result 

Pingkan 
Evangelista 
Komaling, 
Adisti A, 
Rumayar, 
Sulaemana 
Engkeng 
(2023) 

To determine the 
relationship 
between each 
dimension of health 
service quality and 
patient satisfaction 
at the Modoinding 
Community Health 
Center, South 
Minahasa Regency. 

quantitative 
research with 
analytical survey 
and cross-
sectional study 
approach 

There is a relationship 
between the quality of 
health services and the 
satisfaction of outpatients 
at the Modoinding 
Community Health Center, 
South Minahasa Regency. 

Widyana 
Dini 
Maylinda, 
Sonja 
Andarini 
(2024) 

Analyzing the 
influence of 
customer 
experience and 
Artificial 
Intelligence (AI) 
Personalization on 
Shopee e-commerce 
consumer loyalty in 
Surabaya. 

This quantitative 
research uses the 
explanatory 
research method 
through 
questionnaires. 

Customer experience and 
Artificial Intelligence (AI) 
personalization 
simultaneously influence 
Shopee e-commerce 
consumer loyalty in 
Surabaya significantly 

Claire 
Laetitia 
Fernende 
Nleng 
Aloma, 
Murat Basal 
(2024) 

investigate the 
impact of social 
media activities 
used by hospitals in 
promoting their 
healthcare services 
on patient 
perceptions, 
specifically 
referring to the 
physical stimuli 
experienced by 
patients through 
their sensory 
organs 

Quantitative 
approach with 
questionnaires 
analyzed through 
regression 

The use of social media 
marketing in the hospital's 
digital environment has a 
positive impact on patient 
perceptions of health. 

Arif Marsal, 
Fitri 
Hidayati 
(2018) 

The influence of 
social media usage 
on employee 
performance at UIN 
Sultan Syarif Kasim 
Riau 

Quantitative 
descriptive study 
using path 
analysis 

The use of social media has 
a significant influence on 
employee performance at 
UIN Sultan Syarif Kasim 
Riau. 
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Author 
(year) 

Research purposes Research methods Research result 

Cheerful 
Febiana, 
Anita Putri 
Wijayanti, 
Wiwin 
Winarti, 
Mutiafani 
Hanafi 
(2024) 

to see the influence 
of promotion 
through social 
media and word of 
mouth on the 
interest in repeat 
visits by patients at 
PINDAD Hospital 

Quantitative 
approach with 
Google form and 
also observations 
analyzed through 
multiple linear. 

Promotion through social 
media carried out by RSU 
PINDAD has a positive and 
significant effect on patient 
interest in visiting with a 
regression coefficient of 
0.344, while word of mouth 
also has an effect with a 
regression coefficient of 
0.362. 

Ratih 
Kusuma 
Wardani 
(2019) 

To find out the 
influence of service 
performance and 
service quality 
together on patient 
satisfaction at the 
Gunung Sugih 
Community Health 
Center UPTD. 

Quantitative 
approach with 
questionnaires 
analyzed through 
regression 

Service performance and 
service quality together 
have a significant influence 
on patient satisfaction. 

Pingkan 
Evangelista 
Komaling, 
Adisti A, 
Rumayar, 
Sulaemana 
Engkeng 
(2023) 

To determine the 
relationship 
between each 
dimension of health 
service quality and 
patient satisfaction 
at the Modoinding 
Community Health 
Center, South 
Minahasa Regency. 

quantitative 
research with 
analytical survey 
and cross-
sectional study 
approach 

There is a relationship 
between the quality of 
health services and the 
satisfaction of outpatients 
at the Modoinding 
Community Health Center, 
South Minahasa Regency. 

Widyana 
Dini 
Maylinda, 
Sonja 
Andarini 
(2024) 

Analyzing the 
influence of 
customer 
experience and 
Artificial 
Intelligence (AI) 
Personalization on 
Shopee e-commerce 
consumer loyalty in 
Surabaya. 

This quantitative 
research uses the 
explanatory 
research method 
through 
questionnaires. 

Customer experience and 
Artificial Intelligence (AI) 
personalization 
simultaneously influence 
Shopee e-commerce 
consumer loyalty in 
Surabaya significantly 

Claire 
Laetitia 
Fernende 
Nleng 
Aloma, 
Murat Basal 
(2024) 

investigate the 
impact of social 
media activities 
used by hospitals in 
promoting their 
healthcare services 
on patient 

Quantitative 
approach with 
questionnaires 
analyzed through 
regression 

The use of social media 
marketing in the hospital's 
digital environment has a 
positive impact on patient 
perceptions of health. 
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Author 
(year) 

Research purposes Research methods Research result 

perceptions, 
specifically 
referring to the 
physical stimuli 
experienced by 
patients through 
their sensory 
organs 

Arif Marsal, 
Fitri 
Hidayati 
(2018) 

The influence of 
social media usage 
on employee 
performance at UIN 
Sultan Syarif Kasim 
Riau 

Quantitative 
descriptive study 
using path 
analysis 

The use of social media has 
a significant influence on 
employee performance at 
UIN Sultan Syarif Kasim 
Riau. 

Cheerful 
Febiana, 
Anita Putri 
Wijayanti, 
Wiwin 
Winarti, 
Mutiafani 
Hanafi 
(2024) 

to see the influence 
of promotion 
through social 
media and word of 
mouth on the 
interest in repeat 
visits by patients at 
PINDAD Hospital 

Quantitative 
approach with 
Google form and 
also observations 
analyzed through 
multiple linear. 

Promotion through social 
media carried out by RSU 
PINDAD has a positive and 
significant effect on patient 
interest in visiting with a 
regression coefficient of 
0.344, while word of mouth 
also has an effect with a 
regression coefficient of 
0.362. 

Ratih 
Kusuma 
Wardani 
(2019) 

To find out the 
influence of service 
performance and 
service quality 
together on patient 
satisfaction at the 
Gunung Sugih 
Community Health 
Center UPTD. 

Quantitative 
approach with 
questionnaires 
analyzed through 
regression 

Service performance and 
service quality together 
have a significant influence 
on patient satisfaction. 

Pingkan 
Evangelista 
Komaling, 
Adisti A, 
Rumayar, 
Sulaemana 
Engkeng 
(2023) 

To determine the 
relationship 
between each 
dimension of health 
service quality and 
patient satisfaction 
at the Modoinding 
Community Health 
Center, South 
Minahasa Regency. 

quantitative 
research with 
analytical survey 
and cross-
sectional study 
approach 

There is a relationship 
between the quality of 
health services and the 
satisfaction of outpatients 
at the Modoinding 
Community Health Center, 
South Minahasa Regency. 



Journal of Public Health Science (JoPHS) 
Volume 2, No 4 – Desember 2025 
e-ISSN : 3047-3632    
 

Hal. 642 

 

Author 
(year) 

Research purposes Research methods Research result 

Widyana 
Dini 
Maylinda, 
Sonja 
Andarini 
(2024) 

Analyzing the 
influence of 
customer 
experience and 
Artificial 
Intelligence (AI) 
Personalization on 
Shopee e-commerce 
consumer loyalty in 
Surabaya. 

This quantitative 
research uses the 
explanatory 
research method 
through 
questionnaires. 

Customer experience and 
Artificial Intelligence (AI) 
personalization 
simultaneously influence 
Shopee e-commerce 
consumer loyalty in 
Surabaya significantly 

 
  Following the PRISMA-based systematic review process, the synthesis of 20 
empirical studies published between 2018 and 2024, Employee Performance, Service 
Quality, Artificial Intelligence, and Social Media were found to significantly influence 
Increasing Patient Numbersin healthcare settings. 
1. Employee Performance and Service Quality in increasing the number of patient 
visits  

Employee performance and service quality significantly influence the increase in 
patient attendance at healthcare facilities, such as hospitals or community health 
centers. This relationship is generally indirect, where good employee performance and 
high service quality will increase patient satisfaction, which in turn will encourage 
patient loyalty and positive recommendations to others, potentially increasing the 
number of patients. Many studies confirm that high employee performance will 
influence patient satisfaction, which will have an impact on increasing the number of 
patients. For example, research at the Gunung Sugih Community Health Center 
concluded that service performance and service quality together significantly influence 
patient satisfaction [10]. Other research also concluded that service quality and facilities 
simultaneously significantly influence the number of patient visits at K General Hospital, 
Bandung [11]. In line with this research, research at the Modoinding Community Health 
Center in South Minahasa Regency also proved a relationship between the quality of 
healthcare services and outpatient satisfaction [12]. The relationship between employee 
performance and service quality is symbiotic. Good employee performance directly 
contributes to improving the quality of service, which in turn increases patient 
satisfaction and patient numbers. 

2. Artificial Intelligence (AI) in Increasing the Number of Patients. 
The implementation of AI in the healthcare sector shows great potential as a 

mediator in improving operational efficiency and service quality, which indirectly 
impacts the number of patients. This is in accordance with research on the influence of 
customer experience and Artificial Intelligence (AI) personalization on the loyalty of 
Shopee e-commerce consumers in Surabaya, with the results of customer experience 
and Artificial Intelligence (AI) personalization simultaneously significantly influencing 
the loyalty of Shopee e-commerce consumers in Surabaya [13]. Another study 
examining how the application of AI in the retail sector can increase customer loyalty 
through a better customer experience, resulting in personalized content and product 
recommendations having a significant positive impact on customer loyalty [14]. 
Research related to the implementation of AI that has been proven to significantly affect 
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the number of patients in hospitals is still limited, this is because AI is a new technology, 
but there is a lot of research on AI can improve the quality of hospital services. In the 
medical world, AI significantly outperforms humans in terms of accuracy, efficiency, and 
timeliness in terms of medical decisions [15]. The capabilities of AI algorithms are 
utilized to process and analyze data, especially in radiology, pathology, and dermatology 
units [16]. In addition to being accurate, AI has also been proven to reduce costs [17] by 
simplifying administrative tasks and supporting clinical decision-making [18], efficiency 
of managerial activities [19] so that AI indirectly has an impact on increasing the 
number of patients. 
 

3. Social Media in Increasing the Number of Patients 
Social media has become a powerful tool for healthcare facilities (hospitals, 

clinics, community health centers, and private medical practices) to increase patient 
numbers. In this digital era, social media presence and activity are no longer optional 
but rather a necessity to reach a wider audience, build a positive image, and attract new 
patients. This is in line with research that concluded that the use of social media 
marketing in a hospital's digital environment has a positive impact on patient 
perceptions of health [20]. Promotion through social media conducted by PINDAD 
Hospital has a positive and significant effect on patient visit interest with a regression 
coefficient of 0.344, while word of mouth also has an effect with a regression coefficient 
of 0.362 [21]. Social media significantly influences tourist visits to Sumedang Island, 
Belitung [22]. Further research implementing a marketing mix strategy for healthy 
services at Yadika Hospital, Pondok Bambu, by utilizing online electronic media and 
maintaining service quality has an impact on patient visit interest [23]. The use of 
Instagram is effective in increasing public awareness and patient visits through targeted 
marketing strategies and engaging visual content [24]. Various studies, both in the 
healthcare and tourism sectors, have shown a positive impact on patient/customer 
numbers. Research conducted by identified reviews at hospital’s Facebook is an 
indicator of service quality [25]. This information can help hospital managers in 
Malaysia develop strategies to increase patient numbers. Social media had powerfll 
effect to consumer involvement in improving hospital services. [26] [27] 

Synthesis of relationships between variables are holistically, employee 
performance, service quality, AI and social media implementation will increase the 
number of patient visits, can be explained by the diagram below 

 
 
 
 
 
 
 
 
 
 
 
 

Figure 1.  Synthesis of relationships between variables 
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Employee performance & service quality: Competent, responsive, friendly, and 
communicative employees (doctors, nurses, administrative staff) are the face of a 
healthcare facility. They create positive interactions at every point of contact. excellent 
performance ensures every patient feels valued and well-cared for, and service quality 
is the collective result of employee performance, supported by clean facilities, modern 
equipment, reliable diagnoses, and guaranteed treatment. High service quality directly 
results in patient satisfaction. Therefore, the synergy of employee performance and 
service quality impacts patient satisfaction, resulting from superior employee 
performance and service quality as the primary drivers. Satisfied patients become loyal 
patients and, most importantly, spread positive word-of-mouth recommendations. 
These recommendations are the most effective and trusted form of marketing. 

AI: By improving internal efficiency and the quality of medical services, AI 
directly supports hospitals' ability to provide excellent care rooted in optimal employee 
performance. This creates a better patient experience, ultimately increasing patient 
volume. 

Social Media: These platforms serve as a bridge for hospitals to communicate the 
quality of their services, manage their reputation, and interact with the public. Positive 
experiences resulting from employee performance and excellent service quality are 
shared widely through social media, attracting more patients. Conversely, social media 
also allows hospitals to proactively respond to feedback, thus maintaining a positive 
image that contributes to increased patient numbers. 

In contrast, several studies revealed variations in the dominant factors 
influencing patient volume growth. While a number of studies emphasized employee 
performance and service quality as the most influential determinants through their 
impact on patient satisfaction and loyalty, other studies highlighted the growing 
importance of artificial intelligence and social media as strategic enablers that shape 
patient decision-making and access to healthcare services. These differences may be 
attributed to variations in organizational readiness, technological adoption levels, 
patient demographics, and contextual factors, such as whether healthcare services are 
delivered in public or private institutions, as well as differences in regional digital 
literacy and infrastructure. 

The synthesis of findings suggests that employee performance, service quality, 
artificial intelligence, and social media function as interconnected components rather 
than independent drivers of patient volume growth, but each plays a distinct role: 

1. Employee performance and service quality form the foundational elements of 
patient experience, directly influencing patient satisfaction, trust, and loyalty 
through consistent, responsive, and empathetic service delivery. 

2. Artificial intelligence enhances operational efficiency, service accuracy, and 
personalization, indirectly supporting patient volume growth by improving 
patient flow, reducing waiting times, and strengthening overall service 
effectiveness. 

3. Social media acts as an external amplification mechanism, communicating 
service quality and organizational reputation to a wider audience, shaping 
public perceptions, and facilitating patient engagement and acquisition. 

Together, these elements create an integrated patient-centered strategy in which 
human resources, service excellence, and digital innovation mutually reinforce one 
another. This integration is critical for healthcare organizations seeking to sustainably 
increase patient numbers, strengthen competitiveness, and adapt to the evolving 
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demands of the digital healthcare environment. 
 

CONCLUSION 
Based on the various literature reviewed, it was concluded that employee 

performance and service quality are the most significant factors that have a major 
influence on the number of patients, and it is based on the satisfaction, loyalty, and 
intention of patients to return and use the services of the healthcare facility. It was 
found that employee performance is positively related to the quality of services, and it 
has a positive influence on the perception of service quality, which results in an increase 
in the number of patients seeking healthcare services. 

However, it was found that artificial intelligence and social media play a 
supporting role, and they are considered enabling factors that have an indirect influence 
on the number of patients, based on the presence of employee performance and service 
quality factors. It was found that there was a significant gap in the literature, as most of 
the studies reviewed focused on the human, service, and technology factors, and it was 
found that there was a lack of integrative studies, particularly focusing on the 
developing countries context. Overall, the findings underscore the central role of 
employee performance and service quality as core drivers of patient volume, while 
highlighting opportunities for future research to explore integrated models that capture 
the combined effects of organizational and technological variables. 

Addressing these research gaps will not only enrich the theoretical 
understanding of how human and technological factors intersect in healthcare 
management but also provide practical insights for hospital leaders seeking to optimize 
strategies for competitiveness, patient satisfaction, and long-term sustainability. 
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