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Abstract

Background and Objectives: The patient relationship management is a comprehensive strategy
and process of reception, maintenance, cooperation and maximum acquisition of information
about the customers and their attitudes to create additional value for both the organization and the
customer. The achievement of this goal in hospitals leads to the fulfilment of patients’ perceived
needs, and the increase of patient's satisfaction, trust and commitment. Therefore, this study was
implemented aiming to investigate the condition of patient relationship and his perceived value in

the educational hospitals of Kerman university of medical sciences in 2015.

Methods: The current study is a cross-sectional descriptive-correlation research with a
combinational approach. First, the phenomenology of the dimensions of PRM was identified
through qualitative method, and then the obtained data was shaped into a questionnaire and
together with a Patient perceived value questionnaire. The questionnaires were filled out by 258
hospitalized patients in Shafa, Afzalipour, and Bahonar hospitals.

The method of Sampling in the qualitative section was purposive sequential and in the qualitative
section stratified sampling was applied. Finally the data was analyzed by the means of SPSS 22,
Stata, and Amos software.

Results: Six dimensions of the identification and attraction of the patient, the variables of patient
cooperation, personal confrontation with the patient, patient empowerment, understanding the
expectation of patients, and patient relationship were specified.

The founding of the research revealed a strong correlation between PRM and Patient perceived
value. Moreover, a significant relationship was found among PRM and Patient perceived value,
type of the hospitals and also the hospitalization section.

Conclusio: According to the results, familiarization of hospital managers with the importance of
PRM must be implemented by the University of Medical Sciences. The provision and
implantation of scientific and practical guidelines to apply PRM strategy in three areas of staffs,

equipment and procedures were suggested.

Key Words: Patient Relationship Management, Customer Preceved Value, Kerman Educational

Hospitals, Phenomenology
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