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Abstract. The effectiveness of patient management in hospitals is influenced by transformational leadership, patient safety culture, and
employee satisfaction. In the digital era, technology plays a crucial role in improving managerial efficiency. This study examines the
relationship between these factors and patient management effectiveness, with service digitalization as a moderating variable. This study aims
to analyze the influence of transformational leadership, patient safety culture, and employee satisfaction on patient management effectiveness
while exploring the role of service digitalization as a moderator. An explanatory approach with a quantitative research design was used. Data
were collected through a Likert-scale questionnaire from 207 employees of Dian Husada Hospital Mojokerto and analyzed using Partial Least
Squares Structural Equation Modeling (PLS-SEM). The findings show that employee satisfaction positively affects patient management
effectiveness, while patient safety culture has a negative influence. Transformational leadership positively impacts employee satisfaction but
does not directly affect patient management effectiveness. Meanwhile, service digitalization does not show a significant moderating effect.
These results suggest that hospitals should focus on improving employee satisfaction and managing safety culture effectively. Strengthening
transformational leadership is essential to creating a supportive work environment, while optimizing service digitalization can enhance
employee performance. This study fills a gap in the literature on factors influencing patient management effectiveness and the role of
digitalization in hospital settings. However, its cross-sectional design and limited hospital sample restrict generalizability. Future studies
should use longitudinal approaches with broader samples for better external validity.

Keywords: Employee Satisfaction, Patient Management Effectiveness, Patient Safety Culture, Service Digitalization, Transformational
Leadership.

1. INTRODUCTION

Hospitals are crucial healthcare institutions, strategically positioned to improve public health through the
provision of quality healthcare services. They fulfill a vital role in delivering comprehensive inpatient, outpatient,
and emergency care (Irawan et al, 2024) and (Amran et al., 2022). To meet their objectives, hospitals must
effectively manage human resources, technologies, and systems that underpin patient management processes.
These processes, both administrative and clinical, ensure timely, accurate, and high-quality services to patients
(Duvald et al, 2025). Among the factors influencing the efficiency and quality of these processes,
transformational leadership has emerged as a pivotal element. Transformational leaders provide vision,
motivation, and inspiration, fostering a culture that prioritizes safety and continuous improvement, ultimately
enhancing the quality of care (Jo & Shin, 2025) and (Onigor, 2015).

A strong patient safety culture complements transformational leadership in driving hospital effectiveness.
Patient safety culture reflects the institution's commitment to minimizing risks, preventing medical errors, and
managing incidents proactively. Studies have shown that a robust safety culture can foster open communication,
improve trust, and reduce errors, thereby improving healthcare outcomes and patient satisfaction (Catania et al.,
2021) and (Nurprilinda et al., 2021).

In the digital era, healthcare technology integration plays an instrumental role in improving service delivery.
Digitalization strategies such as electronic medical records (EMR), online patient registration systems, and
advanced data management solutions are increasingly vital. These technologies reduce wait times, enhance data
accuracy, and streamline coordination among departments. Research by (Hustad & Olsen, 2021) highlights that
digital systems can amplify the positive impact of transformational leadership and patient safety culture on
patient management effectiveness.

Employee satisfaction is another critical variable in optimizing patient management. Healthcare workers who
are content with their working conditions, supported by effective leadership and technology, are more likely to
exhibit high productivity and commitment to quality service (Wiljer & Hakim, 2019). Satisfied employees
contribute to fostering a patient-centered culture, enhancing both safety and service quality (Soyer Er & Giil,
2024). Therefore, employee satisfaction serves as a mediating factor linking transformational leadership, patient
safety culture, and effective patient management.

Dian Husada Hospital, a prominent healthcare provider in Indonesia, exemplifies the challenges hospitals face
in enhancing service quality. Surveys through suggestion boxes and online reviews revealed several complaints,
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including non-informative communication, long wait times, and cleanliness issues. These challenges underscore
the need for effective management approaches rooted in transformational leadership, patient safety culture, and
digitalization to improve patient management outcomes.

This research aims to address gaps in existing literature by exploring the synergistic relationship between
transformational leadership, patient safety culture, employee satisfaction, and service digitalization. While prior
studies (Kola Olayiwola et al., 2024) and (Catania et al., 2021) emphasized the importance of effective
communication and wait-time management, they did not adequately incorporate the role of transformational
leadership or digitalization. Similarly, research by (Ogbonnaya et al., 2023) and (Nurprilinda et al., 2021)
highlighted service quality dimensions like reliability and responsiveness but overlooked the mediating role of
employee satisfaction. This study seeks to integrate these factors into a cohesive model, offering practical
recommendations for improving patient management effectiveness in Indonesian hospitals.

1.1. Hypothesis Development

H.. Transformational leadership has a positive and significant effect on employee satisfaction. (Saputro, 2021) found
that transformational leadership style enhances job satisfaction.

H.. Patient safety culture has a positive and significant effect on employee satisfaction. The study by (Jacobus et al,
2022) shows that a strong safety culture increases employees' sense of security and job satisfaction.

H.. Transformational leadership has a positive and significant effect on employee satisfaction. The study by (Tintami et
al., 2012) indicates that transformational leadership influences employee job satisfaction.

H. Patient safety culture has a positive and significant effect on employee satisfaction. The study by (Arini, 2018) found
that a strong safety culture, where all safety procedures and protocols are properly implemented, enhances employee
satisfaction.

H; Employee satisfaction has a positive and significant effect on patient management effectiveness. The study by
(Pawerangi et al., 2023) indicates that satisfied employees tend to provide more effective services.

Hs Service digitalization has a positive and significant effect on patient management effectiveness. A study by
Awaluddin, A. (2023) suggests that digital transformation has emerged as a key element in creating inclusive and effective
technology-based services.

H: Transformational leadership has a positive and significant effect on patient management effectiveness, with employee
satisfaction as an intervening variable. The study by (Winarto & Purba, 2018) shows that transformational leadership
significantly influences service effectiveness, mediated by employee satisfaction levels.

H. Patient safety culture has a positive and significant effect on patient management effectiveness, with employee
satisfaction as an intervening variable. The study by (Dianvayani et al., 2024) suggests that a strong safety culture enhances
employee satisfaction, which idirectly contributes to management effectiveness.

H.. Service digitalization positively and significantly moderates the relationship between transformational leadership
and patient management effectiveness. According to Gading et al. (2024), service digitalization, such as the implementation
of technology-based information systems, strengthens the relationship between visionary leadership and improved service
effectiveness.

H.. Service digitalization positively and significantly moderates the relationship between patient safety culture and
patient management effectiveness. The study by Savira, A. (2022) found that digitalization enhances the impact of safety
culture on time management and service quality, particularly through more efficient data management. Figure 1. Conceptual
Framework.
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Conceptual Framework.
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2. METHODOLOGY
2.1. Research Design

This study employs an explanatory approach to analyze the relationships between transformational
leadership, patient safety culture, employee satisfaction, and patient management effectiveness, with service
digitalization as a moderating variable. The hypothesis testing approach facilitates the exploration of direct and
indirect relationships among these variables, offering insights into how leadership and safety culture influence
patient management in hospitals.

A cross-sectional design is used, deemed appropriate for the exploratory nature of this research and resource
limitations. As supported by (Harrison et al., 2020), cross-sectional studies map relationships between variables at
a specific point in time. This design allows a quick analysis of current conditions without the time and resource
demands of longitudinal research (Gomm, 2008). However, the limitations of this design in capturing long-term
dynamics are acknowledged. Future research is recommended to adopt longitudinal methods for understanding
changes in these relationships over time.

2.2. Sampling Strategy

The study was conducted at Dian Husada Hospital in Indonesia using a total sampling technique, including
all 207 employees as respondents. This comprehensive approach ensured that the perspectives of both medical
and non-medical staff contributing to patient management were captured. The use of total sampling increased
data representativeness and minimized potential biases compared to smaller sample sizes.

Total sampling aligns well with the Partial Least Squares Structural Equation Modeling (PLS-SEM) method,
which allows complex model testing even with smaller sample sizes (Hair et al., 2014). The study's focus on a
single hospital enables an in-depth exploration of the relationships between transformational leadership, patient
safety culture, employee satisfaction, and patient management effectiveness, including the moderating role of
service digitalization. Future research could expand to multiple hospitals to enhance generalizability.

2.3. Data Collection

Data collection took place from November to December 2024 at Dian Husada Hospital in Indonesia using
Likert scale-based questionnaires. The indicators were developed based on prior literature: transformational
leadership (Riggio & Mhatre, 2014), patient safety culture (Alrasheeday et al., 2025), employee satisfaction
(Edmans, 2011), patient management effectiveness (Taloba & Matoog, 2025), and service digitalization (Hair et
al,, 2019).

Challenges such as respondents' busy schedules were mitigated by flexible questionnaire and interview
arrangements (Harrison et al., 2020). A pilot test ensured clarity and validity of questionnaire items (Gomm,
2008).

2.4. Data Analysis Techniques

Data were analyzed using PLS-SEM, suitable for complex models, small sample sizes, and non-normal
distributions (Sarstedt et al., 2020). The measurement model was assessed for validity and reliability, while the
structural model evaluated relationships between variables using bootstrapping techniques. This robust
framework provides insights into how leadership, safety culture, and digitalization affect patient management,
offering practical recommendations for improving hospital performance.

3. RESULTS
3.1. Measurement Model Assessments

Based on Table 2, the results of the measurement model assessment indicate that all variables in this study
meet the criteria for convergent validity and reliability. The Average Variance Extracted (AVE) values for all
variables are greater than 0.50, indicating that each variable explains more than 50% of the variance in its
indicators. Additionally, the Cronbach's Alpha and Composite Reliability (CR) values for each variable exceed
0.70, demonstrating good internal consistency in the measurements.

521



Journal of Management World 2025, 2: 519-529

Table 1: Measurement Model Testing Convergent Validity, Composite Reliability and Cronbach’s Alpha.

Variable A Cronbach's a rho A CR AVE
Transformational Leadership (TL) 0.924: 0.928 0.942 0.766
TL1 0.757

TL2 0.919

TL3 0.925

TL4 0.878

TL5 0.841

Patient Safety Culture (PS) 0.957 0.986 0.966 0.850
PS1 0.953

PS2 0.871

PSs 0.908

PS4 0.944

PS5 0.941

Employee Satisfaction (ES) 0.915 0.923 0.937 0.750
ES1 0.862

ES2 0.884

ESs 0.912

ES4 0.879

ES5 0.838

Service Digitalization (SD) 0.985 0.985 0.988 0.942
SD1 0.971

SD2 0.978

SDs 0.971

SD4 0.981

SDs5 0.951

Patient Management Effectiveness (PM) 0.929 0.930 0.947 0.780
PM1 0.918

PM2 0.883

PM3 0.835

PM4 0.930

PMs 0.845

Moderating SD & TL 0.832 1.000 1.000 1.000 1.000
Moderating SD & PS 0.942 1.000 1.000 1.000 1.000
Moderating SD & ES 0.928 1.000 1.000 1.000 1.000

The results of the convergent validity, composite reliability, and Cronbach’s Alpha tests in Table 1 show that
all constructs in the study exhibit excellent measurement quality. All Cronbach’s Alpha and Composite
Reliability (CR) values are above the 0.7 threshold, indicating very good reliability for all constructs, namely TL
(Transformational Leadership), PS (Patient Safety Culture), ES (Employee Satisfaction), SD (Service
Digitalization), and PM (Patient Management). Additionally, the Average Variance Extracted (AVE) values for
all constructs exceed 0.5, indicating that convergent validity is met. This means that each construct explains
most of the variance of its indicators.

Each indicator has a factor loading (A) value above 0.7, indicating that the indicators are valid in measuring
the constructs they represent. Specifically, the SD construct has the highest reliability and validity with a CR
value of 0.988 and an AVE of 0.942, showing that the variance of the construct is almost entirely explained by its
indicators. For the moderation aspects (SD & TL, SD & PS, and SD & ES), the reliability and validity values
reach the maximum (1.000), emphasizing a very strong relationship in the model. Therefore, all research
instruments meet the necessary validity and reliability criteria for further analysis
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Table 2: Discriminant Validity

Moderating Moderating Moderating

Variable ES SD*ES SD*PS SD*TL PM PS
Fornell-Larcker Criterion

ES 0.875

Moderating SD*ES -0.150 1.000

Moderating SD*PS -0.199 0.655 1.000

Moderating SD*TL -0.033 0.799 0.170 1.000

PM 0.857 -0.187 -0.184 -0.138 0.883

PS 0.463 -0.202 -0.185 -0.091 0.122

SD 0.969 -0.180 -0.174 -0.017 0.870

TL 0.781 -0.080 -0.080 0.038 0.858 0.888
Heterotrait-Monotrait Ratio (HTMT)

ES

Moderating SD*ES 0.160

Moderating SD*PS 0.209 0.655

Moderating SD*TL 0.078 0.799 0.170

PM 0.823 0.195 0.140 0.148

PS 0.498 0.207 0.190 0.091 0.184

SD 0.817 0.131 0.176 0.020 0.810

TL 0.841 0.056 0.088 0.062 0.823

3.2. Discriminant Validity

The results of the discriminant validity analysis in Table 2 show that the research instruments possess good
discriminant validity based on two evaluation methods: the Fornell-Larcker Criterion and the Heterotrait-
Monotrait Ratio (HTMT).

In the Fornell-Larcker method, the square root of the Average Variance Extracted (AVE) values (shown on
the diagonal of the table) is greater than the correlations between constructs. For example, the square root of the
AVE for ES (0.875) is higher than its correlation with PS (0.463) and PM (0.857). Similarly, the square root of
the AVE for other constructs, such as PM (0.883) and PS (0.888), also meets this criterion, indicating that each
construct can be empirically distinguished.

Additionally, the HTMT method shows that the ratio between constructs is below the threshold of 0.85, such
as the HTMT value between ES and PM (0.823) or ES and PS (0.498). This confirms that discriminant validity is
achieved, as there are no excessive cross-construct correlations. Overall, these results indicate that the constructs
used in the study are unique and reliable for measuring different concepts, thus supporting the accuracy of turther
analysis.

3.3. Structural Model Testing Results

Test the Inner Model. Structural models focus on hypothesized relationships or paths between variables. The
results of the inner model testing can be seen in Figure 2.
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Figure 2: Structural Model.

Based on Figure 2, the analysis confirms good measurement validity, with all factor loadings above 0.7, such
as TL3 (0.925) and PS1 (0.953), which strongly represent their constructs. TL significantly affects ES (coefticient
0.830), while ES positively impacts PM (coefficient 0.288). SD directly influences PM (coefficient 0.605),
highlighting its critical role. Additionally, PS significantly impacts PM (coefficient 0.539), reinforcing its
importance in management effectiveness. SD moderates relationships such as TL-PM, PS-PM, and ES-PM,
enhancing their effects. The R? values (0.898 for ES and 0.882 for PM) indicate a strong explanatory model.

3.4. Hypothesis Testing Results
The results of hypothesis testing in Table 3

Table 3: Hypothesis Testing.

Original Sample Mean Standard T Statistics Decision

Variable Sample (O) ™) Deviation (|]O/STDEV P Values
P (STDEYV) )

Direct Effects
ES -> PM 0.288 0.285 0.117 2.453 0.014 Signiﬁcant
PS -> ES 0.539 0.538 0.083 16.171 0.000 Significant
PS -> PM -0.286 -0.283 0.051 5.638 0.000 Significant
SD -> PM 0.605 0.606 0.108 5.870 0.000 Signiﬁcant
TL -> ES 0.830 0.829 0.031 26.452 0.000 Signiﬁcant
TL-> PM 0.142 0.146 0.075 1.911 0.056 Not Significant
Indirect Effects (Mediating)
PS -> ES -> PM 0.155 0.153 0.064 2.436 0.015 Signiﬁcant
TL-> ES -> PM 0.239 0.236 0.097 2.474 0.013 Significant
Effects Moderating
IP\)/Il\(;Ideratmg SD*ES -> 0.195 0147 0.091 1569 0171 Not Significant
lf\,/ll\(/)lder ating SD*PS >, 156 0.039 0.059 0.952 0.341 Not Significant
IP\)/II\(/)Ideratmg SD*TL -> 0,074 0.047 0.109 0.650 0.497 Not Significant
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Based on the hypothesis testing results in Table 3, several significant relationships were identified. First, ES
positively influences PM with a coefficient of 0.288 (p = 0.014, T = 2.453), confirming that higher employee
satisfaction leads to improved patient management. A strong PS also has a significant positive effect on employee
satistaction (coefficient 0.539, p = 0.000, T = 16.171), suggesting that a safety-focused work environment
enhances employee well-being. However, the direct effect of PS on PM was found to be negative (coefficient -
0.286, p = 0.000, T = 5.638), indicating that excessive focus on safety may reduce management effectiveness,
potentially due to other factors.

SD showed a positive effect on PM (coefficient 0.605, p = 0.000, T = 5.870), indicating that digital tools
improve patient management. TL significantly enhances ES (coefficient 0.830, p = 0.000, T = 26.452), but its
direct impact on PM was not significant (coefficient 0.142, p = 0.056, T = 1.911), suggesting its effect on PM is
mediated by ES.

Indirect effects show that PS and TL influence PM through ES, confirming its mediating role. However, the
moderation effect of SD on these relationships was not significant, with p-values > 0.05.

Overall, these results emphasize the importance of transformational leadership in enhancing employee
satisfaction, which in turn contributes to the improvement of patient management effectiveness, as well as the
direct role of service digitalization in supporting patient management effectiveness.

Table 4: Presents the outcomes for Koefisien Determinasi (R*) and Relevansi Prediktif (Q?)

Variabel Re Q*
ES 0.898 0.895
PM 0.882 0.865

Based on Table 4, the analysis of the Coefficient of Determination (R?) and Predictive Relevance (Q?) shows
that the research model has excellent explanatory and predictive capabilities. The R* value for the ES variable is
0.898, meaning that the independent variables in the model, such as TL, can explain 89.8% of the variance in ES.
Similarly, the R? value for PM is 0.882, indicating that variables such as ES, SD, and PS explain 88.2% of the
variance in PM.

Additionally, the Q* values for ES (0.895) and PM (0.865) demonstrate that this model not only explains the
variance in the dependent variables but also has very strong predictive relevance. The Q? values close to the R?
values indicate that the model can predict observation values accurately. Overall, the combination of high R* and
Q? values proves that this research model is of high quality and effective in explaining the relationships between
variables as well as predicting outcomes

Table 5: Presents the outcomes for f Square (f*).

. Moderating Moderating Moderating

Variable ES SD*ES SD*PS SD*TL PM PS SD TL
ES 0.030

Moderating SD*ES 0.004

Moderating SD*PS 0.005

Moderating SD*TL 0.011

PM

PS 2.810 0.172

SD 0.181

TL 6.675 0.021

Table 5 shows the results of the f-Square (f*) analysis, which indicates the contribution of each independent
variable to the dependent variables in the research model. The TL variable has a very large effect on ES with an
t* value of 6.675, suggesting that TL plays a key role in improving ES.

For the PM variable, the largest contributions come from SD (f* = 0.181) and PS (f* = 0.172), indicating that
service digitalization and patient safety culture are important factors in enhancing patient management
effectiveness. Meanwhile, the ES variable has a small effect on PM (f2 = 0.030), and TL also contributes
minimally to PM (f* = 0.021).

The moderating role of SD on the relationships between ES, PS, and TL with PM has very small to small
values (ranging from 0.004 to 0.011), indicating that the moderating effect of SD is not significant in this model.
Overall, these results emphasize the importance of TL, PS, and SD in fostering ES and improving PM.

4. DISCUSSION
4.1. Direct Effects

The study highlights significant relationships between employee satisfaction, patient safety culture,
transformational leadership, and patient management effectiveness. Employee satisfaction was found to positively
impact patient management effectiveness, consistent with (Alsalem et al., 2023) and (Chang et al,, 2012), who
emphasize that satisfied employees deliver higher-quality service. Patient safety culture also positively influenced
employee satisfaction, aligning with (Bonus et al., 2025), who found that a safety-focused environment fosters
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well-being. However, an unexpected finding was the negative impact of patient safety culture on patient
management effectiveness. This suggests that excessive focus on safety procedures, without adequate support,
may increase employee stress, reducing efficiency a phenomenon noted by (Duijkers et al., 2024).

Service digitalization positively affected patient management effectiveness, affirming (Kruse et al., 2022), who
highlight the role of technology in enhancing clinical decision-making and operational outcomes.
Transtormational leadership directly improved employee satisfaction, supporting (Luthans et al., 2007) and
(Younis et al., 2024). However, its direct impact on patient management effectiveness was insignificant, indicating
its influence is primarily indirect, mediated through employee satisfaction, as suggested by (Windlinger et al,,
2025).

The findings emphasize the need for hospitals to focus on leadership development, balanced safety culture,
and digital technology adoption. These strategies collectively enhance employee satisfaction and patient
management effectiveness, optimizing healthcare outcomes.

4.2. Indirect Effects (Mediating)

The study also found that patient safety culture influences patient management effectiveness through
employee satisfaction. This reinforces the idea that a safe work environment enhances employee well-being,
which motivates them to work more efficiently, thus improving patient management outcomes. This result aligns
with (Prentice et al., 2024) and (DiCuccio, 2018), who showed that a safe environment positively affects service
quality by enhancing employee satisfaction.

Similarly, the mediating effect of employee satisfaction was evident in the relationship between
transformational leadership and patient management effectiveness. Transformational leadership enhances
employee satisfaction, which then boosts productivity and organizational efficiency, as noted by (Lee Kah Yan et
al., 2024) and (Luthans et al., 2007). Furthermore, (Khan et al., 2021) found that transformational leadership
significantly impacts organizational outcomes by improving employee motivation and well-being. Thus,
employee satisfaction plays a crucial role in bridging leadership and management effectiveness.

4.3. Effects Moderating

The moderating effect of service digitalization was not significant in this study, as indicated by non-
significant p-values for the moderating relationships. This suggests that service digitalization did not
significantly strengthen or weaken the relationships between employee satisfaction, patient safety culture,
transformational leadership, and patient management effectiveness. Several factors may explain this result. First,
the uneven adoption of technology within healthcare organizations may limit its effectiveness. (FFerreira et al.,
2024) argue that immature digitalization often fails to impact organizational performance due to poor integration
with existing systems.

Additionally, the interpersonal nature of healthcare and the importance of leadership and safety culture may
outweigh the direct influence of technology on management effectiveness. (Kadir & Broberg, 2020) suggest that
while technology enhances efficiency, emotional and motivational factors, such as leadership and safety culture,
remain more critical in improving effectiveness. The complexity of healthcare technology, including the steep
learning curves and resistance to change, could also reduce its impact (Alnemer et al., 2022).

However, some studies, such as (Chaudhuri et al., 2024) and (O’Kane et al., 2024), suggest that when
digitalization directly supports employees, it can enhance relationships between employee satisfaction and
organizational outcomes. To strengthen the moderating effect of service digitalization, healthcare organizations
must optimize technology integration into work processes, provide adequate training, and create an environment
where technology supports human interaction. Digitalization alone is not enough; its success relies on how it is
applied within the existing organizational context.

4.4. Research Implications
4.4.1. Theoretical Implications

This research significantly contributes to the development of theories in hospital management and healthcare
services, particularly concerning transformational leadership, patient safety culture, employee satisfaction, and
patient management effectiveness. The findings strengthen several key theories while providing new insights
into the relationship between digital technology and managerial effectiveness.

First, the study supports transformational leadership theory (Monje-Amor et al., 2020) and (Luthans et al,,
2007), which emphasizes that leaders who inspire and empower employees create a supportive environment,
boosting motivation and job satisfaction. This study reinforces the notion that transformational leaders enhance
employee satisfaction through clear communication and recognition, contributing to improved organizational
effectiveness (Jo & Shin, 2025) and (Luthans et al., 2007).

Second, the research upholds the organizational culture theory, specifically the connection between a strong
patient safety culture and employee satistaction (Sexton et al., 2021) and (Schein, 1990). This study confirms that
a robust safety culture not only improves health outcomes but also enhances employee engagement, which
directly impacts service quality and patient management.
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Furthermore, the research highlights the significant role of employee satisfaction in improving patient
management eftectiveness, in line with the two-factor motivation theory (Rehman Khan et al, 2022) and
(Suthatorn & Charoensukmongkol, 2023). Satisfied employees are more likely to deliver high-quality care and
contribute to positive healthcare outcomes (Yaqoob et al., 2024) and (Alsalem et al., 2023).

Although service digitalization did not significantly moderate the relationships in this study, the findings
align with organizational technology theory (Ghaleb et al., 2021) and (Kulkarni et al., 2024), emphasizing that
technology's success in healthcare relies on its integration with human work processes. (Aswin Rahadi et al,
2021) argue that technology must support employees directly to improve organizational outcomes.

Finally, the study enriches social systems theory in healthcare (Apascaritei & Elvira, 2022) and (Etemad et
al.,, 2001), illustrating that the interplay between leadership, safety culture, and employee satisfaction shapes
patient management effectiveness. The findings suggest that while technology is a key factor, its success depends
on human elements and organizational culture, providing a more nuanced understanding of service
digitalization's role in healthcare.

4.4.2. Managerial Implications

The findings of this study provide several practical implications for hospital managers and stakeholders in the
healthcare sector. First, it is crucial for managers to focus on enhancing employee satistaction, which has been
shown to have a positive impact on patient management effectiveness. Managers can improve employee
satisfaction through the development of transformational leadership that inspires and empowers employees to
achieve organizational goals. Additionally, patient safety culture should be continually reinforced to create a
supportive work environment where employees feel safe and valued.

On the other hand, while service digitalization has the potential to improve patient management
effectiveness, the results of this study suggest that technology must be well-integrated into work processes and
supported by adequate training. Managers should ensure that technology does not replace human interaction but
instead supports and accelerates work processes, which in turn can enhance employee satisfaction and patient
management effectiveness.

5. CONCLUSIONS

This study demonstrates that employee satisfaction, patient safety culture, and transformational leadership
have a significant direct impact on patient management effectiveness, with employee satisfaction acting as an
important mediator. Although service digitalization shows potential to improve patient management
effectiveness, the moderating effect of digitalization was not found to be significant in this study. These findings
emphasize the importance of creating a supportive work environment, with employee well-being and inspirational
leadership as key factors in improving hospital performance in the modern era.

This study is limited by its cross-sectional design, which captures relationships at a single point in time, and
its focus on one hospital, restricting generalizability. The reliance on Likert scale-based questionnaires may
introduce response bias. Future research should adopt longitudinal designs to explore variable dynamics over
time and include multiple hospitals with diverse characteristics to improve external validity. Additionally, further
investigation into service digitalization's role should consider factors such as technology readiness, employee
training, and barriers to technology adoption.
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