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Abstract 
 
The communication between animal patient, owner and 
veterinarian proves to be a point of outstanding importance, 
which can influence many real developments that affect the 
general quality of all involved. A relatively high risk of 
interaction was described between veterinarians, which 
produced impacts on the relationship of these mentioned 
individuals, demonstrating how important the study and 
comprehensive research is to prevent certain relationships that 
influence the professional action of the veterinarian, the 
guardian, and the main individual, which is the animal patient. 
Seeking to elucidate these aspects, this article explains, in the 
light of psychobiology and psychopedagogy, factors such as 
perceived stress, anxiety, depression, emotional suffering, 
emotional exhaustion, personal fulfillment, secondary 
traumatic stress and satisfaction through compassion, looking 
for associations between satisfaction of the client and measures 
of welfare of the veterinarians, under the action of the 
treatment of the animal patients. The need for greater 
attention to this topic, so important and so present in the life 
of the veterinary medical  
professional, is highlighted. 
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1 Introduction 
 
relatively high risk of mental health problems has 
been described among veterinarians. However, few 
studies have been done and published addressing 

this reality and the impact that veterinary mental health 
can have on animal clients and patients. This association 
is important due to the many realities that animal health 
professionals are exposed to, which can lead them to 
stressful professional conditions that may interfere with 
the quality of the provided clinical care (FURTADO, 2020). 
 
Factors such as resilience, perceived stress, anxiety, 
depression, emotional suffering, emotional exhaustion, 
personal fulfillment, burnout (psychic disorder 
characterized by a state of emotional tension and stress 
caused by exhausting work conditions), secondary 
traumatic stress and compassion satisfaction bring 
situations that are problematic for people. This situation 
is not different with veterinarians. The associations 
between customer satisfaction and measures of mental 
health of veterinarians, as well as the health reality of 
animal patients, are strongly influenced by the well-being 
of the professional (KANJI et al., 2012; BAINS, 2015). 
 
Some works suggest an impactful relationship between 
the mental well-being of a veterinarian and the results 
experienced by his clients. In turn, customer satisfaction 
can influence customer adherence, and this is the revenue 
of the business in the veterinary sector (KANJI et al., 
2012; BAINS, 2015). 
 

2 Material and Methods 
 
An extensive literature review was carried out on the 
factors involved in the adaptation syndrome found in 
behavior, psychobiology and psychopedagogy, including 
the interpretations provided by veterinarians on this 
topic. 
 
This activity was carried out by a student of the 10th 
period of the UNINASSAU University, João Pessoa, Paraíba, 
from the course of Veterinary Medicine. 
 
This article represents a study based on the review of the 
specific literature that deals with ethology, psychobiology 
and psychopedagogy. 
 
It synthesizes information available in electronic 
databases such as GOOGLETM and GOOGLE SCHOLARTM, 
using keywords such as “Behavior”, “Tutors”, 
“Environmental perception”, and “Veterinary Medicine”. 
The relevant literature was read critically to extract the 
most important issues (GIL, 2008). 
 
 

3 Results and Discussion 
 
The described behaviors can be perceived by words and 
also by gestures of each professional, leading to reflection 
on the importance of the behavior of each veterinarian in 
his work environment. The personal accomplishment of 
the veterinarian is of great importance and is positive for 
the satisfaction of the client who is served. With regard 
to mental health, points such as perceived stress, anxiety, 
and emotional exhaustion are closely linked to the reality 
of the professional (ARGENTERO; DELL'OLIVO; FERRETTI, 
2007; HALBESLEBEN; RATHERT, 2008; WILLIAMS et al., 
2009). 
 
Even when the veterinarian is happy for being successful 
in the treatment, the points listed are present in the 
interaction, because all the effort and work done ends up 
having a side reaction, which in many cases is negative. 
These relationships are somewhat unexpected, given the 
more intuitive relationships reported in human health, 
where positive measures of mental health have commonly 
been associated with relatively high patient satisfaction; 
negative measures of mental health are often correlated 
with lower satisfaction (ARGENTERO; DELL'OLIVO; 
FERRETTI, 2007; HALBESLEBEN; RATHERT, 2008; WILLIAMS 
et al., 2009). 
 
The causes for these associations, once reflected upon, 
may be due to verbal and non-verbal behaviors of 
veterinarians. Observing the reaction of the owner, in a 
health context, it is noticeable that the attitude of the 
animal patient serves as a key attribute (or identifier) of 
the owner's satisfaction. Examples include the friendliness 
and approachability of the veterinarian. In addition, the 
tone of voice of the veterinarian reflects the level of 
anxiety or concern, and this is reported to be associated 
with a history of complaints by owners. Such 
unsatisfactory interactions also likely reflect 
dissatisfaction with the treatment of the animal patient 
in the place of care treatment (AMBADY et al., 2002; 
WILLIAMS et al., 2009; RUSSELL; BRICKELL, 2015; NG; LUK, 
2019). 
 
It is important to evaluate the satisfaction of the tutor 
and the veterinarian, considering measures of verbal and 
non-verbal behaviors, as possible indicators of satisfaction 
for both. Such factors may affect associations with 
measures of mental health of veterinarians (AMBADY et 
al., 2002; WILLIAMS et al., 2009; NG; LUK, 2019; RUSSELL; 
BRICKELL, 2015). 
 
Among veterinarians, empathy and empathetic behaviors 
have a well-documented association with owner 
satisfaction, but they are also hypothesized to increase 
the risk of burnout or compassion fatigue. This may result 
in an unexpected inverse association between the owner's 
mental health and the veterinarian's satisfaction.  
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Veterinarians with high levels of empathy may have higher 
levels of customer satisfaction, but they will also 
experience a higher risk of mental health issues due to 
emotional labor. This may also explain the higher level of 
customer satisfaction in veterinarians with high scores in 
anxiety and emotional exhaustion (POLLAK et al., 2011; 
NEWTON, 2013; LAFRENIERE et al., 2016; SAMRA, 2018). 
 
In contrast to negative measures of mental health, 
veterinarian compassion satisfaction has a negative 
relationship with client satisfaction at various time points, 
with a more positive association with compassion 
satisfaction. Recent research on sources of stress in the 
veterinary profession has drawn attention to the ethical 
conflict in the veterinarian-client-patient relationship, 
highlighting the importance of differentiating between 
the veterinarian-patient relationship and the 
veterinarian-client relationship (MOSES; MALOWNEY; 
WESLY BOYD, 2018). 
 
It is possible, for example, that while veterinarians derive 
satisfaction from empathizing with their animal patients, 
client satisfaction is more dependent on client-directed 
expressions of empathy. Other studies may focus on 
distinguishing veterinary feelings of compassion, 
satisfaction and empathy arising from their treatment of 
animal patients, and those feelings derived from their 
work with human clients (McARTHUR; FITZGERALD, 2013). 
 
Another relevant point in the interaction between 
veterinarians, guardians and animal patients is gender. It 
was observed that the interaction between age and 
gender of the veterinarian appears as an important factor 
in customer satisfaction, and often impacted the 
magnitude of the association between customer 
satisfaction and mental health measure. The age of the 
veterinarian emerges with a positive association with 
customer satisfaction. Research on physician-patient age 
suggests that the veterinarian's gender may impact 
guardian behavior (HALL; ROTER, 1998; BYLUND; 
MAKOUL, 2002). 
 
Female veterinarians are more likely to communicate a 
high degree of empathy, and their patients' satisfaction is 
more dependent on this display of empathy compared to 
male veterinarians (HALL; ROTER, 1998; BYLUND; 
MAKOUL, 2002). 
 
The veterinarian's age can be perceived as work 
experience or skill, which is associated with greater tutor 
satisfaction. Furthermore, the veterinarian's age seems to 
mediate the negative association between burnout, which 
is stronger among young physicians. As with gender, the 
veterinarian's age affects both the professional's behavior 
and the tutor's expectations, as well as the veterinarian's 
behavior and communication style.  
 
 

More experienced veterinarians may also experience less 
mental and emotional impact based on the satisfaction or 
dissatisfaction of their clients, compared to younger ones 
(CHEN; ZOU; SHUSTER, 2017; PANAGIOTI et al., 2018). 
 
Observations have shown that aspects of veterinarian-
tutor communication are strongly linked to the perception 
of social class. Owners with higher levels of education 
seem to place a greater value on pet-centered care and 
tend to be more active participants in pet care. On the 
other hand, tutors who perceive themselves as having a 
lower socioeconomic status than the veterinarian may be 
less likely to ask questions and participate in decisions 
about their Pet’s treatment (CHEN; ZOU; SHUSTER, 2017; 
PANAGIOTI et al., 2018). 
 
The time that the tutor has known the veterinarian has a 
strong relationship with the satisfaction of the tutor and 
has a strong impact on the mental health of the 
veterinarian. This fact can be explained by the patient 
always having the services of the same veterinary 
professional for many years and thus being more easily 
satisfied with the care. Veterinarians who interact with a 
long-term client may behave or communicate differently 
than with a new client. Veterinarians who are satisfied 
with their clinical environment may be less likely to seek 
employment elsewhere and are therefore more likely to 
develop long-term relationships with clients (SINGH et al., 
2018). 
 
Thus, general satisfaction of the client has a significant 
impact on the mental health of the veterinarian. This can 
be explained by the “psychopedagogical” nature of the 
relationship between the veterinarian and the tutor. 
Among veterinarians, several aspects of the physician-
guardian relationship have been associated with 
professional satisfaction with consultations, including the 
number of previous consultations with the same patient 
(SUCHMAN et al., 1993; SHAW et al., 2012; POLACHEK; 
WALLACE, 2018). 
 
Likewise, the satisfaction of veterinarians with the 
veterinarian-tutor-animal patient relationship predicts 
their overall satisfaction with the consultation. Building 
relationships between tutors and their assisted pets 
demonstrates a strong contribution to compassion 
satisfaction, but also provokes compassion fatigue in the 
professional. This may explain, in part, why the 
relationship between veterinary mental health and client 
satisfaction it is so complex (SUCHMAN et al., 1993; SHAW 
et al., 2012; POLACHEK; WALLACE, 2018). 
 
Conducted research suggests that if owner satisfaction 
affects veterinarian mental health, clinical-level 
interventions to improve client satisfaction would have 
the potential to positively impact veterinary mental 
health. 
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In this case, the clinic can have a valuable role to play in 
improving the mental health of the veterinarian, 
instituting practices that can increase the satisfaction of 
the owner and his pet (HORROCKS; ANDERSON; 
SALISBURY, 2002; KONDASANI; PANDA, 2015; PYATT et al., 
2017). 
 
For example, full integration for professionals such as 
health care team members has been suggested to improve 
service quality. Veterinary nursing professionals can play 
an important role in the primary care setting, providing 
care equivalent to that of veterinarians in many cases. 
These veterinary technicians could also assume a greater 
role in client communication, education and consultation 
(HORROCKS; ANDERSON; SALISBURY, 2002; KONDASANI; 
PANDA, 2015; PYATT et al., 2017). 
 
Most small animal veterinary practices rely heavily on a 
small business model and customer satisfaction is an 
important determinant of customer loyalty (HORROCKS; 
ANDERSON; SALISBURY, 2002; KONDASANI; PANDA, 2015; 
PYATT et al., 2017). 
 
Research results suggest that immediate customer 
satisfaction after consultation is based mainly on the 
quality of communication and interaction between 
veterinarian and tutor. On the other hand, customer 
satisfaction surveys carried out after the end of treatment 
are exposed by the results obtained in the health of the 
animal patient (JACKSON; CHAMBERLIN; KROENKE, 2001; 
BYLUND; MAKOUL, 2002). 
 
Faced with this reality, it is observed that other factors 
contribute to the mental health of the veterinarian, some 
of which are the structure of the work environment, 
accumulation of functions, and work overload (OLIVEIRA, 
2020). 
 
However, the need to obtain a source of income, even if 
incompatible with the performance of the professional, 
induces the submission of veterinary medical 
professionals to problematic working conditions, leading 
to personal and professional devaluation (OLIVEIRA, 
2018). 
 
Nonetheless, many veterinarians would not like to 
practice another profession, demonstrating satisfaction in 
practicing veterinary medicine because they experience 
contentment and well-being in the care of their patients, 
within the experience of “veterinarian, guardian and 
animal patient”. These feelings that professionals 
experience stand out from the negative feelings of 
professional devaluation. Under these conditions, 
rescuing the profile of veterinarians and feelings of 
professional appreciation, it is clear that satisfaction 
stands out in the theme related to direct dealing with 
animals, favoring their mental health (VELEDA; MÜLLER, 
2022). 

4 Conclusions 

 
In this article it is clear that there is variation in tutor 
satisfaction, in the potential for additional impacts on 
customer compliance, in the income from the veterinarian 
and/or the clinic, as well as in the satisfaction with the 
career of the veterinarian. 
 
The correlation of these factors with the well-being of the 
studied veterinarians corroborates the notion that greater 
attention must be given to this topic. This represents a 
very important aspect for the life of the veterinary 
professional. 
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