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Figure: Physician Selection Criteria
The third criterion for selecting a primary
care physician is his proximity to the
house. In cases of emergency of course
proximity is a major advantage and a
need too.
This bit leads us to an
inference that every physician has a
catchment area of his own. Other criteria
to take note of are; time spent with the
patient and clinic ambience.
For a specialist, personal attention paid to
the patient is a very crucial differentiating
factor and probably that is also a driver of
this rapidly growing trend. As even our
respondent profile suggests, when a
crowd that's well read and belongs to an
affluent class that can afford services
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well, v1s1ts a specialist for a common
disease; then such a patient would
always be demanding with respect to the
time given to him which would eventually
contribute to overall satisfaction.
Also, the age group of 20 - 35 is keen on
gathering information. Hence, whether
really needed or not but the level of
concern and self awareness has gone so
high that a specialized care is what they
feel is a must.
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Overall satisfaction determination is a
complex approach due to the number of
variables involved. To understand what
drives patient satisfaction, six crucial
parameters have been considered. One set
of parameters focuses on tangible facts,
while the other is focused on experiential
parameters and relationship elements like
trust
and
perception.
Leading
practitioners focus on
both the
parameters - satisfaction drivers as well
as relationship elements,
to
provide
an optimum "Complete Experience".
Patient retention and loyalty today is
an outcome of both clinical and
experiential satisfaction parameters.
How satisfied is the consumer today? Our
research suggests that 91 % of the
patients
are
satisfied
with
the
treatment they are receiving / have
received. Of these 26% patients are very
satisfied, while 65%; just satisfied. This
indicates that when it comes to the
treatment given, majority of physicians in
India are just meeting the needs and
expectations of patients. The 65%
respondent population can be considered

to be a floating consumer. Seeking
different health care solutions, they
may
switch
at
the
slightest
improvement in offerings elsewhere.
88% of the respondents who are satisfied
with the time spent can transform into
loyal consumers if other satisfaction
parameters are adhered to.
But, in this era of modern medicine with
well informed patients residing in urban
cities, they cannot be satiated with mere
prescriptions. With patients like these, as
our respondents, maintaining patient
loyalty with so many evaluative criteria is a
certain challenge before the physicians.

"1 in every 4 patient is not satisfied
with the personal attention he gets
from his physician"
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Figure: Patient's satisfaction with Physician
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The percentages reflect that patients are
reasonably satisfied with the treatment;
however, that certainly isn't suggestive of
the fact that patients will remain satisfied
likewise in the long-run. Dissatisfaction
fuels patients to float.
25% of the patients think they are not
getting personal attention, 21% perceive
that their physician is overcharging them
while some 15% are of the view that they
are not being examined thoroughly. Let us
first look at various reasons for
dissatisfaction among patients 1. Lack of time with the physician
2. Physician's lack of knowledge
3. Physician is not motivated enough to
share additional information related to
the disease
4. Lack of clarity in explaining
treatment followed for a disease

the

5. Patients raising the expectation bar
because of easy access to online
information

With respect to the information shared by
the physician, nearly 23% of the
respondents think, they are not getting
sufficient information to manage their
disease while 54% are just satisfied with
the information. This is a cause of concern
for both the physicians as well as
pharmaceutical executives. Both are
among the biggest financial stakeholders
in the healthcare delivery chain. This gap
can be bridged with the physicians
spending more time on providing
information and pharmaceutical firms
providing credible information repositories.
For e.g. Cipla's "Breathefree" initiative
helped establish their leadership in the
asthma segment, reduced patient's
anxiety and eased the counseling burden
of Chest Physicians. Focused efforts by
pharmaceuticals can oil the healthcare
machinery well.

Discussion
There is growing awareness of
consumer choices and their large impact
on the ultimate outcomes of health
service usage. The role of consumers in
shaping the health care delivery system
will expand over time with rapid increase
in the availability of health care
information online.
Primary care is where there is most
immediate impact in affecting patients'
lives by managing their health. Or so one
thought till now. The consumer is
however making a choice away from the
convention. He is seeking specialist as
an entry point care even for regular
ailments. The Indian healthcare which
has used the family physician as a
gatekeeper to control referrals to
specialist care in order to contain costs
may find itself unduly burdened.
It is important to understand the process
by which consumers evaluate and choose
health care providers and treatments. The
study suggests that information seeking
may well have reached the levels of a
typified consumer. However selection
behaviour for a physician is still restrained
and rationally driven by consumer's own
experience or recommendations from
family and friends.

Satisfaction with the health care system,
overall, is seen to be steady. Patient
satisfaction is one of the important goals
of any health system. It needs to take into
consideration responsiveness at both
clinical and non-clinical outcomes which
influence the overall satisfaction. Patient
satisfaction depends on many factors
such as previous experience with the
physician, the physician's behaviour, time
devoted and information shared.
With shift towards a more informed
patient, the trust parameter takes a new
meaning. The way in which physicians
interact with consumers needs a revamp.
Providing information and supporting
their participation in decision-making of
course requires greater communicative
competence on the part of clinicians.
This may result in longer or more
consultations.
The healthcare consumer is transforming.
The system, inclusive of physicians,
practices and policies, needs to follow suit.
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