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Abstract

Measurement of patients satisfaction about health
services quality and communication skills

The significance of this study is reflected in the importance of healthcare quality
and the role of communication skills in achieving patients’ satisfaction in hospitals as an
effective service sector in achieving social development by improving the quality of health
services, through continuous monitoring and optimization and applying effective
communication skill by developing the stuffs’ communication skills through continuous
training, and also measuring the effect of service quality and communication skills practice
on inpatients.The study hypotheses were based on the problem and formulated as follows:
There is no relationship between health services quality and inpatients satisfaction. There
is no relationship between communication skills practice and inpatients satisfaction. This
study aimed at identifying the effect of health services quality and the role of
communication skills as a mediator variable between quality and satisfaction. The quality
policies that organize the work in all departments of the hospital were developed. Job
descriptions were distributed to all employees, and they were trained in communication
skills by the Mental Health and Professional Behavior Development Department in
coordination with the Quality Administration. The study concluded (n = 70) inpatients at
Aliaa Specialist Hospital (26 males and 44 females) in all age groups and admission

reasons.

An arbitrated questionnaire was used to answer the research questions, and
statistical analysis was done using SPSS. The analysis revealed a number of results
including: High level of quality and the good treatment of the medical stuff with patients

led to increased inpatients satisfaction.

The study reached some conclusions including: Theg¢ need to pay attention to
health quality. Practicing communication skills in the hospital. Making patients feel
sympathy and safety, and meeting their needs in order to achieve general inpatient

satisfaction in the hospital.
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