
Medicine based on evidence has provided the most suitable scientifi c basis for 
patient diagnosis and treatment. However, not only technical scientifi c information 
is enough to satisfy the customer-patients expectations. Medicine based on 
relationship is inspired by social changes and, under the infl uence of the knowledge 
of business and marketing areas, it studies trends and provides concepts and 
alternatives to fascinate these customer-patients.
Along the years, customer satisfaction has become more difficult to achieve. 
Nowadays, the customers are very well informed, their expectations have increased 
and they are more meticulous on where and how to spend their money. Therefore, 
customer satisfaction can be understood as always setting higher standards.
Nowadays, it is noticed that the main trend in marketing is focused on relationship 
and in this context, customer satisfaction as the main topic of the marketing 
concept, has become a very dynamic area.
Without customers, there is not medical practice. Most of the times, customers 
don’t actively complain to their doctors or their secretaries. Instead, they talk 
about their dissatisfaction to other doctors or comment with other potential or 
current customers on how badly they were treated. Moreover, negative news 
run faster than positive news. So, it is important to invest in a pro-active way 
when evaluating the medical service offered, maximizing the importance of the 
satisfaction for patients and their relatives.
Generally, the professionals of the health area, as well as the large companies, 
do not get to listen to most of their dissatisfied customers. Dissatisfied customers 
talk about their problems to an average of 10 people, whereas customers who 
have their complaints solved only talk to an average of 5 other people about the 
treatment they have had.
On the other hand, doctors and clinics that effectively deal with the customers 
complaints have a positive word of mouth. Customers who complain are 
free sources of marketing information and these complaints must be seen as 
opportunities to improve the service offered. Positive stories told by customers 
who had their problems solved, can eventually be translated into customer’s 
loyalty and into new customers. Pleasing the customers and their family is not an 
impossible task!
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The Present
Besides the serious budget and management problems of public medicine and the 
increase of competition in the large urban centers, nowadays we can easily notice 
that in the doctor’s offi ces patients and relatives have a higher level of demand, due 
to the easy access to information. In this context, the quality of medical service is 
an important differentiating factor, which can lever the individual medical practice, 
as well as that of the company or of the health service provider institution.
Domains of Medical Practice
For a better evaluation, medical practice can be divided into two different domains: 
technical domain and interpersonal domain.
Technical domain is better evaluated by the own colleagues. Thus, the professional 
competence has to do with the criteria defi ned by the professionals of each 
specialty. Technical domain can also be evaluated by the customer-patients and 
their families. However, the way customers evaluate differs from the way doctors 
are evaluated by other colleagues.
In interpersonal domain, empathy has been considered the main quality. Empathy 
means putting yourself in the patient’s shoes. Besides, in this domain, the amenities 
are found (such as the offi ce location, the comfort offered by the offi ce, the quality 
of the secretaries, punctuality and others).
Medical Service Quality Evaluation 
Doctors and patients have very different point of views regarding quality. To 
achieve an accurate evaluation concerning the quality of medical services, it is 
necessary to evaluate from the patient’s point of view or in other words, listening 
to the patient’s opinion.
Patients evaluate the technical quality of a doctor, taking into account qualities 
from the interpersonal domain. The patient evaluates this quality in an indirect way, 
through evidences of the professional’s interest and concern with his/her health 
and well-being (comfort). What in fact the patient wishes from this relationship 
can be summarized as: words, gestures, physical contact (in the adequate and 
correct manner and intensity), and adequate environment (not only the physical 
environment) and a responsible commitment with his/her community. Thus, the 
professional service offered is also able to be related to socially responsible service, 
and this situation may also be valued by patients.
Some health care managers have studied this relationship. In a study done in one of 
the main Brazilian capitals, Belo Horizonte – Minas Gerais – a list of values was 
identifi ed for the patients (URDAN, 2001):
• Doctor and Diagnosis Interactions: the doctor listens to what the patient has 

to say, the doctor gives the patient enough information about his/her health; 
the doctor is quite careful during the appointment; the doctor dedicates the 
necessary time for the appointment …

• Professional Competence: the doctor should prescribe only the necessary 
medicines; the doctor must not take unnecessary risks during the treatment, 
there mustn’t be anything else better than the doctor’s treatment …
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• Interaction with Assistants: the secretaries must show personal interest for the 
patient; the secretaries should know the patients individually and be nice to 
them.

• Convenient schedules and localization: the doctor should rarely be late for the 
appointment, the appointment and the offi ce location should be convenient for 
the patient’s needs.

• Professional Responsibility and Professionalism: the doctor mustn’t ask for 
laboratory or radiology examinations more than necessary; the doctor mustn’t 
have as main interest to earn as much money as possible; the doctor shouldn’t 
talk to the colleagues or secretaries as if the patient weren’t in the offi ce.

Medical service quality can be based on placebo effect. This effect doesn’t mean 
the inert effect of the drug acting as placebo, but it is related to the quality of the 
service offered inside the offi ce. Being heard and getting appropriate explanations, 
receiving the doctor and his team’s attention and care and having the feeling of 
being in control of the problem is what the patient, and those responsible for 
them, look for during an appointment. Therefore, the medical appointment and the 
diagnostic procedure show a therapeutic value because it alters the understanding 
the patient has about the disease (Ovchinsky, 2004).
Conclusion
Customer-patients have signifi cantly infl uenced the changes noticed in the medical 
practice. Performing evidence based medicine and, at the same time, satisfying 
expectations will promote a complete and special relationship between the doctor 
and his/her customer-patient.
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