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Abstract: The field of staff motivation represents a very complex one, studied 
intensively in the last years. Its importance is given not only by the practical 
dimension related with the optimization and performance objectives of every 
organization but it relies also on the different implications that staff motivation can 
have in time on different layers, at the level of business strategy or marketing 
strategies. Applying principles of staff motivation in the field of healthcare services 
is a demanding endeavour because of the very specific features and peculiarities of 
healthcare services, work processes and relationship between the healthcare 
services customers and employees. The present article is proposing a research 
aimed to explore the possible correlation between staff motivation and the 
dynamic of consumer behaviour in the field of healthcare services. It have been 
identified characteristics variables for medical staff motivation and consumer 
behaviour from the point of view of the loyalty degree evolution toward the specific 
healthcare services analysed in the context – dental, ophthalmology and E.N.T. The 
results of the research show that both intrinsic and extrinsic motivational variables 
groups are influencing positively the degree of consumption recurrence. 

Keywords: employee motivation, consumer behaviour, attitudes, perception, 
healthcare marketing. 
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Introduction  
The concept of staff motivation represents a complex notion which takes into account the 
amount of factors that are triggering certain behaviour and the ability to measure the 
intensity of a constant effort made by a person in order to achieve a specific goal. 
Motivation can be analysed from the perspective of three fundamental elements: 
persistence, the intensity of the behaviour, envisaged direction and goals. Mechanisms for 
motivation manifestation and the factors that determine its expression are captured with 
the help of various theories of motivation such as: Herzberg's motivational theory, 
Adams's motivational theory, theory of rewards, theory of stimulation, "X, Y" theory or “Z 
theory. Staff motivation from the level of any organisation presupposes interrelation of 
three distinct tiers: individual motivation seen from the position of the employee, working 
teams’ motivation and global motivation from the level of the entire organization. 
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Each tiers involves different motivation process peculiarities determined by the type of 
relationships, the size of the activity in which the employees are implied, the level of 
assumed objectives and comparison with the organization goals and interests. 
In the general context of staff motivation, motivating the medical employees will hold a 
special place determined by the labour relations nature from the medical field, healthcare 
services organizations goals, the strong social character of this type of services, as well as 
by the very special interaction between employees from the medical field and healthcare 
services customers. 
The lack of explicit policies regarding human resources management has determined in 
majority of the countries imbalances that threaten the health systems capacity to achieve 
their own objectives (Lambrou, Kontodimopoulos & Niakas, 2010, p. 2). Therefore, 
identifying ways to optimize the employees’ response in relation with the existing 
requests at the level of health systems becomes a priority for any medical institution or 
government decision factors. 
Motivating staff in the medical field will have particularities determined on one hand by 
the specific of healthcare services in relation with other services or human activities types 
and on the other hand by the relationships established between employees and between 
those and the consumers of healthcare services. 
The social dimension of healthcare services, the complexity of the benefits associated with 
these services, the complexity of the skills required to practice in the field determines a 
complex of needs and processes specific for the medical employees. Thus, identifying 
motivations, the job satisfaction will be the results of a specific process. Specialists have 
tried to identify to what extent, in the context of this personnel category motivation, the 
motivating factors are mainly put in the extrinsic or intrinsic motivation zone or a 
combination of the both. 
Studies have revealed that motivational mechanism can vary across personnel types and 
because of the socio – cultural environment. Also, motivation can be influenced by the 
size of medical institution to which we refer (Dieleman, Cuong, Anh & Martineau, 2003, p. 
3).  
Another element that determines the customization of medical staff motivating processes 
refers to its heterogeneity in terms of various medical specializations and also from the 
perspective of different functions performed by these different employees’ categories. 
The conclusions of a survey conducted on a sample of 67 doctors and 219 nurses in the 
Nicosia General Hospital showed that factors grouped in the category of performances 
have been classified as been the first in relation to the four categories of measured 
factors, followed by remuneration, work colleagues and job attributes (Lambrou, 
Kontodimopoulos & Niakas, 2010, p. 2). 
The performances which are representing a group of factors referring to the intrinsic 
nature ones have been the main motivators for both subgroups of nurses and doctors.  
Thus the delegation of authority, recognition of personal efforts, promotion opportunities 
and increasing complexity of the job must be a part of the hospital's human resources 
strategy. Also, the study revealed the great importance given to the income related 
factors.. However, non-financial factors were also revealed as being important, by other 
researches cited by the authors in the context. 
The healthcare services consumer behavior will be customized in comparison with other 
type of services, starting from the specific of the needs that are the base of healthcare 
services, the way that these needs are forming and self-actualizing, and also for the 
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decisional process of choosing amongst different providers, or the capacity of each 
individual to modify his perception upon the need to follow a treatment. 
Healthcare services consumers’ satisfaction represents a complex construct, being directly 
connected with the way in which medical provisions are succeeding to improve or restore 
the health of consumers. In the context of healthcare services consumption, this 
satisfaction may fluctuate depending on multiple factors - the patient perception 
regarding the medical staff involvement, the effective effort made by them, the objective 
modification of the health status, the improvement of the symptoms, the perception 
changing over the treatment, of its necessity, the modification of the patients medical 
culture degree, etc. The present research will  

1. Methodology of Research 
In order to achieve the research goal, it has been developed a field research in the form of 
a survey. The main goal of the research was to identify, describe and analyse the degree in 
which the medical staff motivation determines modifications at the level of healthcare 
services consumers’ behaviour. We present in a brief objectives and hypothesis of the 
research, which are eloquent for the purpose described above. 
As objectives of the research we can enumerate: 
- Determining the consumer’s perception regarding the importance of intrinsic and 

extrinsic motivation degree of the medical staff. 
- Determining the consumer’s perception regarding the importance of medical staff 

labour satisfaction degree 
- Determining the consumer’s perception regarding the importance of medical staff 

organisational loyalty for their own institution degree 
- Identifying the correlation between variables referring to the consumers perception 

upon the importance of intrinsic motivation and the consumption recurrence for the 
medical organisations analysed 

- Identifying the correlation between variables referring to the consumers perception 
upon the importance of extrinsic motivation and the consumption recurrence for the 
medical organisations analysed 

The chosen data gathering method is the online survey, applied in the location of medical 
offices or clinics selected for the survey. The information sources for the research are 
primary, especially gathered in order to achieve the objectives stated, being any person 
aged 18 years, residing in Bucharest and Constanta who had at least one specialized 
medical consult (dentistry, ophthalmology, E.N.T.) in the last three months. Data were 
collected with the help of a specific questionnaire, information being processed with IBM 
SPSS 20.0 software package. The number of final valid questionnaires is 357, the modality 
of completion being the direct online one, in the location of medical offices or clinics, by 
the patients, with the help of a laptop. 

2. Results and Discussion 
In the following we will present a series of results of the data analysis obtained by the 
research, results considered eloquent from the perspective of the research goal. 
The respondents are considering that the possibility of achieving experience represents 
the most important intrinsic motivational factor which has influenced the way in which 
they have been treated by the doctors, followed by the self-content and the responsibility 
of the work done. 
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Table 1: The average scores for the respondents’ perception regarding intrinsic motivation aspects of the 

medical staff (doctors) which are considered influential from the point of view of the way in which they have 

been treated 

Intrinsic motivation aspects which are influencing the 
treatment received by patients  

Average 
score 

The possibility to achieve experience 4,510 
Self-contented 4,118 
The responsibility associated to the work done 4,118 
The possibility to be creative during the tasks fulfilment 
(the lack of routine) 

4,022 

Personal values 4,020 
The work itself (the desire to treat patients) 4,014 
Self - development 3,994 

Source: own research 

From the point of view of the extrinsic motivation, respondents consider that the wage 
was the most motivational factor, followed by working conditions (how loaded is the 
doctors program), managers recognition, labour relations based on trust. 

Table 2: The average scores for the respondents’ perception regarding extrinsic motivation aspects of the 

medical staff (doctors) which are considered influential from the point of view of the way in which they have 

been treated 

Extrinsic motivation aspects which are influencing the 
treatment received by patients  

Average 
score 

wage 4,415 
Work conditions (working hours loading) 4,221 
The recognition (esteem) from the manager 3,930 
Colleagues labour relations based on trust 3,919 
The status, the position within the organization 3,835 
The recognition (esteem) from the colleagues  3,826 
A good communication with the management 3,611 

Source: own research 

For the respondents, doctors labour satisfaction is very important in order those to be 
able to do a proper activity (90% from the respondents considered the job satisfaction 
degree being important, obtaining in the same time a average score of 4,218 on a 
differential semantic scale from 1 to 5). Also, a percent of 71% of the patients appreciate 
that the loyalty degree of the doctors about the medical institution in which they are 
currently working is very important from the perspective of the motivation and of quality 
benefits being obtained an average score of 3,899. 
From the perspective of the connection of doctors to the institutions values and 
organisational culture, patients consider that the biggest impact on the quality of benefits 
is attributed to the support received by the doctors from the institution (4,507 score) 
followed by the liberty of expression (4,221 score), interpersonal relations (3,297 score) 
and integration in the values and organizational culture of the institution (3,801 score). 
Under the hypothesis advanced in the research methodology, it was intended to 
determine the presence of the correlation between variables that are defining the intrinsic 
motivation of the employees (doctors) and variables that are describing consumption 
behaviour associated with the loyal healthcare services consumers.  
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Measurement of the correlations between the independent variables group referring to 
the factors that are determining the intrinsic motivation of medical staff and the 
dependent variable characteristic for consumption behaviour of loyal patients 
(consumption recurrence) has pointed out with the help of multiple linear regression 
models the fact that patients believe that the higher is the level of doctors intrinsic 
motivation and that influence the benefit, the higher is the availability to return for 
consumption.  
 The variable with the greatest influence is the possibility to gain experience (regression 
coefficient of 0,627, followed by self- content (regression coefficient of 0,443), the work 
itself (regression coefficient of 0,349) and the possibility to be creative during the 
fulfilment of the tasks (regression coefficient of 0,344). 
 

 
 
 
 
 
 
 
 
 
 
 
 

Figure 1: Regression model scheme regarding the relationship between the dependent variable – the recurrence to 

the same specialist doctor and independent variables regarding intrinsic motivation of the doctor 

Source: own research 

The regression model was made through the steps inclusion of each independent variable, 
depending on the capacity to explain the variation of dependent variable. As regarding the 
results of the regression models (table 3) it becomes obvious the fact that for the last 
model there are seen the biggest values as well as for the multiple correlation coefficient 
R, and multiple determination coefficient R2. 

Table 3: The regression models resulted after the step by step introduction of each independent variable 

corresponding to the values of multiple determinations  

Regression model R  

(multiple 

correlation 

coeficient) 

R
2  

(multiple 

determination 

coeficient) 

R
2  

adjusted 

1. ��� =  �� + �	 ∗ �� +  � 0,576 0,332 0,330 

2. ��� =  �� + �	 ∗ �� + �� ∗ �� +  � 0,633 0,401 0,397 

3. ��� =  �� + �	 ∗ �� + �� ∗ �� +  �� ∗ ��� +  � 0,658 0,433 0,428 

4. ��� =  �� + �	 ∗ �� + �� ∗ �� +  �� ∗ ��� + �� ∗ �� +  � 0,664 0,441 0,435 

5. ��� =  �� + �	 ∗ �� + �� ∗ �� +  �� ∗ ��� + �� ∗ �� +  �� ∗

�� +  � 
0,693 0,480 0,473 

6. ��� =  �� + �	 ∗ �� + �� ∗ �� +  �� ∗ ��� + �� ∗ �� +  �� ∗

�� + �� ∗ ��� +  � 
0,737 0,543 0,535 

7. ��� =  �� + �	 ∗ �� + �� ∗ �� +  �� ∗ ��� + �� ∗ �� +  �� ∗

�� + �� ∗ ��� + �� ∗ ��� + � 
0,788 0,621 0,613 

Source: own research 

Self development (DP) 

Work itself (desire to treat the patients) (MIS) 

Personal values (VP) 

Possibility to gain experience (PDE) 

Self content (MS) 

Responsibility associated with the job done 
(RAME) 

The possibility to be creative during the 
fulfilment of the tasks (lack of routine) (PCS) 

Consumption recurrence to 

the same doctor (RMS) 



   
 

109 
 

Table 4: Detailed information corresponding to the multiple linear regression model  

R R
2
 R

2 

adjusted 
Standard 
error of 

the 
estimated 
variable 

R
2
 

modification 
F 

modification 
Degrees 

of 
freedom 

F statistical 
significance 

level 
modification  

Durbin-
Watson 

0,788 0,621 0,613 0,125 0,046 42,353 350 0,000 1,988 

Source: own research 

 

The multiple correlation R coefficients indicate the sense of the bound between the 
observed vales and the provisioned ones through the regression model of the dependent 
variable. In our case the value of R is 0,788 which indicates the positive direction and the 
strong relationship between the forecasted values and the observed ones, which 
represents an argument for the considered regression model consistency. Because the 
fact that the value of R2 adjusted is close to the one of R2, we may extend the proposed 
regression model to all the researched population. 
In a similar way the measurement of the correlations between the group of variables 
referring to the factors that are determining the extrinsic motivation of the medical staff 
and the dependent variable characteristic for consumption behaviour of the loyal patients 
(consumption recurrence) has been highlighted with the help of multiple linear regression 
models the fact that patients are considering the higher is the intrinsic motivation and 
more influential upon the benefits, the consumption recurrence will rise. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 2: Regression model scheme regarding the relationship between the dependent variable – the 

recurrence to the same specialist doctor and independent variables regarding extrinsic motivation of the 

doctor 

Source: own research 

Working conditions (working hours loading) 
(CM) 
 

Good communication with the manager (BCM) 
 

Status, position within the organisation (SO) 
 

Wage (S) 

Recognition (esteem) from the colleagues (RC) 
 

Recognition (esteem) from the management 
(RM) 
 

Colleagues labor relationships based on trust 
(RMCI)  

Consumption recurrence to 

the same doctor (RMS) 
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The regression function is this case is: (RMS) = f(S, CM, BCM, SO, RC, RM, RMCI), being 
noted with: (RMS) = β0 + β1* S + β2*CM + β3*BCM + β4*SO + β5*RC + β6*RM + β7*RMCI 
where β0, β1,…, β7 are the regression function estimated parameters. 
The model of multiple linear regressions takes the form: 
(RMS) = β0 + β1* Si1 + β2*CMi2 + β3*BCMi3 + β4*SOi4 + β5*RCi5 + β6*RMi6 + β7*RMCIi7  (i varies 
from 1 to n because of the sample). 

Table 5: Information reffering to the regression model estimate coeficients value 

Model variables Unstandardized 
coefficients 

Standardized 
coefficients 

t Sig. 

B Std. Error Beta 

 

(Constant) 5,645 0,311  17,817 0,000 

 S (X1) 0,846 0,058 0,822 14,588 0,000 

CM (X2) 0,623 0,047 0,612 13,259 0,000 

BCM (X3) 0,143 0,044 0,121 3,253 0,001 

SO (X4) 0,422 0,042 0,403 10,067 0,000 

RC (X5) 0,247 0,037 0,225 6,035 0,003 

RM (X6) 0,193 0,032 0,173 6,033 0,001 

RMC (X7) 0,363 0,024 0,339 15,127 0,000 

   Source: own research 

Least squares method was used to estimate regression model parameters resulting the 
following final form of the regression equation: 

��� =  5,645 + 0,846 ∗ � +  0,623 ∗ �� +  0,143 ∗ "�� +  0,422 ∗ �# +  0,247 ∗ ��

+ 0,193 ∗ �� + 0,363 ∗ ���� 

 
In the case of this model the biggest influence is of the variable referring to wage 
(regression coefficient of 0,846) followed by the working conditions (working hours 
loading), (regression coefficient of 0,623), the status and position within organisation 
(regression coefficient of 0,422) and good labour relations with colleagues based on trust 
(regression coefficient of 0,363). 
It can be observed that like in the case of intrinsic factors variables the adjusted value of 
R2 is closed to the R2 value meaning that the influence of independent variables - variables 
corresponding to the extrinsic motivation degree is significant in order to explain the 
variation of the dependent variable – the return of the patient to the same doctor. 
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Conclusion  
The consumption behaviour modification as a result of the effect which intrinsic or 
extrinsic specific variables have at the level of medical staff motivation represents a 
complex phenomenon which can be nuanced depending on the medical specialization 
investigated or because of the consumers type (if it is considered the situation in which we 
have analysed the private professional healthcare organisations in comparison with the 
governmental ones). 
Because of the very special involvement of the personnel in the case of healthcare 
services, in relation with other type of services from the economy, the modification of 
motivation degree will cause visible changes at the level of the way in which the 
employees will implement the healthcare services. 
The identified variables can be the base for a human resource management strategy 
aimed at the optimization and improvement of overall efficiency of the medical act.  
For future research directions, in –depth investigations of the problem involve the use of 
nationally representative samples and substantiate the longitude research to elucidate 
how the dynamic behaviour can evolve correlated with the dynamic motivation of staff.  
The correlation study for many types of medical specialties or differentiated types of 
health / medical categories of organizations providers (clinics, public hospitals, private 
etc.) may reveal entirely different variables and correlations in relation to the proposed 
initial set. 
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