Journal of University of Raparin CrAly 388 s 88 E-ISSN: 2522 — 7130 P-ISSN: 2410 — 1036

Client’s Satisfaction toward Communication Skills among Doctors in
Primary Health Care Centers in Erbil City

Zhian Mueen Shekho

Department of Community, College of Nursing, Hawler Medical University, Erbil, Kurdistan Region,
Irag.

E-mail: zhyan.moen@gmail.com

Kareem Aziz Fatah

Department of Community, College of Nursing, Hawler Medical University, Erbil, Kurdistan Region,
Irag.

E-mail: drkareem2009@yahoo.com

ABSTRUCT:

Back ground and Objectives: Effective communication is important at all steps of human life, most especially in
healthcare organizations because it enables good relationships between doctors and clients and helps them in challenging
healthcare choices. This study aimed to identify level of satisfaction of clients with communication of doctors in primary
health care centers and to find out the association between client’s satisfaction and their socio-demographics.

Methods: Quantitative design, cross-sectional descriptive study was conducted to determine the level of client’s
satisfaction toward communication skills of doctors in four primary health care centers. The data were collected at the
period of 15™ of April, 2019 to 1% of July, 2019. So, 300 clients were chosen randomly.

Result: The mean age + SD was 35.0 + 10.8 years, ranging from 19 to 70 years. The median was 33 years. The majority
(71%) of the clients aged less than 40 years. Around two thirds (64.3%) of the clients were females, and 80.3% of the
clients were Muslims. Around one third (34.3%) of the clients attended the PHC centers for immunization, 32% for
checkup, and 23% for medical treatment. 34.4% of the clients visit the PHC center more than four times per year, 26%
visit the center four times per year, and 25% of the clients visit the center three times per year. There was no significant
association between the communication skills of doctors with the following variables: age of the client (p = 0.096),
gender (p = 0.315), religion (p = 0.653), educational level (p = 0.615), type of health care services (p = 0.469), and
number of visits per year (p = 0.089).
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Conclusion: study revealed that 26% of clients who were very satisfied with physician’s communication skills, and
36.3% were satisfied, and 6.7 % dissatisfied. There were no significant association between the client satisfactions of
doctors with their socio-demographical characteristics.

Key words: communication skill, client satisfaction, doctors.

INTRODUCTION:

Communication skills between doctors and clients are one of the most important issues for improving clients’
satisfaction. In the health setting, communication not only concentrates on sharing information regarding problems,
causes, and possible treatments but also acknowledges the clients’ emotional needs. (1)

Studies surrounding the effectiveness of client-centered care have emerged during the last decade. However, it does not
appear that the idea that a doctor’s purpose is to relay information and heal clients as best he/she can with as little
interaction as possible has gone by the wayside. (2)

Good communication skills are essential to therapeutic and other healthcare practice. Communication is important not
only to client interaction but also within the healthcare team. The benefits of communication include good functioning
relationships and increased client satisfaction. Active communication may increase client understanding of treatment,
improve compliance and lead to improved health outcomes.(3)

However, a recent study indicates that health maintenance organizations, doctors, and insurance companies have begun
to take an interest in this field of communication because effectively communicating with one’s clients may be the
difference between getting sued and not getting sued.(4)

Therefore, client satisfaction and the mutual benefits to clients and healthcare systems particularly to physicians have
been widely researched and emphasized recently. (5)

Client satisfaction is influenced by several factors that include different aspects of healthcare services such as increased
primary health care centers facilities, increased number of personnel, and accessibility to primary healthcare services
and reduced wait time for receiving healthcare services.(6)

However, effective communication skills are one of the important tools providing doctor’s ways to treat clients,
determine their problems, care for and help them. Effective communication is a vital characteristic of high-quality client
care. Through effective communication, doctors are able to meet client needs and improve their well-being. (7)

To succeed in this work, the professionals need to practice good communication skills. provision of basic healthcare as
well as emotional and psychological support is enhanced through effective communication during health care.(8) The
purpose of this study was to determine the level of satisfaction of clients with communication of doctors in primary
health care centers and find out the association between client’s satisfaction and their socio-demographic
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METHOD:

The study is descriptive study/cross sectional design was conducted to assess the level of client’s satisfaction towards
doctor’s communication in primary health centers in Erbil city. The data were collected during the period of 15" April,
2019 to 1% July, 2019. the setting of the study was included four primary health care centers (Nazdar Bamarni,
Muhammad Bajalan, Tayrawa,and Mala Fandi) in Erbil city according to geographical area a of Erbil city. A non-
probability (purposive) sampling technique was based to determine sample size,which include 300 clients out of 1350
as a total population who attend to primary health care centers during period of data collection, depend on online sample
size calculator and para meters of calculation sample size included (confidence level =95%, Margin of error= 5%.).
Inclusion and exclusion criteria: Client who had desire to participate with study and18 years and older. And exclusion
all clients who wasn’t desire to participate in the study and those clients who had psychological problem. Data was
gathered through interview technique (face to face style) by using the questionnaire format which prepared by
investigator. The standard questionnaire was used for data collection. The questionnaire included the following parts:
Part one: Socio demographic characteristics, this part is concerned with socio demographical characteristics of clients
were included age, gender, religion, level of education, type of health care services and number of visited per year. Part
two: client’s satisfaction towards communication skills among doctors. Therapeutic communication skills measured using
the Communication assessment tool (CAT)(9).CAT measures client perceptions of communication with doctors. The
CAT includes 14 items and Assessment of level client satisfaction by using Likert scale. To standardize satisfaction,
were adopted the scale developed by Likert (2009) which measured satisfaction 5-point response scale (1= very
dissatisfied, 2= dissatisfied, 3= neutral, 4= satisfied, 5= very satisfied). It was originally designed to assess a client's
communication.

Ethical consideration was a main principle of data collection. Permission was taken from ethical committee in college
of nursing/hawler medical university and was approved from general director of health in Erbil.

Data were analyzed by using the Statistical Package for Social Sciences (SPSS, version 22). Numerical variables were
summarized as means and standard deviations. Categorical variables were presented as proportions. Chi square test of
association was used to compare proportions. Fisher’s exact test was used when the expected count of more than 20%
of the cells of the table was less than 5. A p value of < 0.05 was considered statistically significant.
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RESULT:

Three hundred clients participated in the study. Their mean age + SD was 35.0 + 10.8 years, ranging from 19 to 70
years. The median was 33 years. The majority (71%) of the clients aged less than 40 years as presented in Table 1.
Around two thirds (64.3%) of the clients were females. The table shows that 80.3% of the clients were Muslims.

It has evident in Table 1 that around one quarter (24.3%) were graduates of institutes, 22% were illiterate, and 20.7%
were college graduates.

Table 1. Socio-demographic characteristics of the samples (frequency and percentage).

Variable frequency (%)
Age (years)

<30 110 (36.7)
30-39 103 (34.3)
40-49 54 (18.0)
>50 33 (11.0)
Gender

Male 107 (35.7)
Female 193 (64.3)
Religion

Muslim 241 (80.3)
Christian 48 (16.0)
Others 11 (3.7)

Educational level

Illiterate 66 (22.0)
Able to read and write 19 (6.3)
Primary school graduate 32 (10.7)
Secondary school graduate 48 (16.0)
Institute graduate 73 (24.3)
University and above 62 (20.7)
Total 300 (100.0)
16
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Around one third (34.3%) of the clients attended the PHC centers for immunization, 32% for checkup, and 23% for
medical treatment as presented in Table 2. The table 2 shows that 34.4% of the clients visit the primary healthcare center
more than four times per year, 26% visit the center four times per year, and 25% of the clients visit the center three times
per year.

Table 2. type of health care services

Frequency (%)
Type of health care services
Medical treatment 69 (23.0)
Checkup 96 (32.0)
Immunization program 103 (34.3)
Family planning 31 (10.3)
Others 1 0.3)
No. of visits per year
Once 5 1.7
Twice 39 (13.0)
Three times 75 (25.0)
Four times 78 (26.0)
More than four times 103 (34.3)
Total 300 (100.0)

*Very dissatisfied score is less than 15; dissatisfied score = 15-28; neutral scores = 29-42; satisfied scores = 43-56; and
very satisfied scores = 57-70.

According to the Likert’s scale that have been used in the study, 4 and 5 scores were given to the ‘satisfied’ and ‘very
satisfied’. By multiplying 4 by 14 (which is the total number of communication skills items), the result is 56 (out of 70
scores). Accordingly, those who scored 56 and more were considered as ‘satisfied’ and the rest were less satisfied. Table3
shows that 26% of patients who were very satisfied with doctor’s communication skills (p = 0.002).
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Table 3. level of total satisfaction with doctor’s communication skills.

clients’ Doctors P value
satisfaction* frequency (%)
Dissatisfied 20 (6.7)
Neutral 93 (31.0)
Satisfied 109 (36.3)
Very satisfied 78 (26.0) 0.002
Total 300 (100.0)

Table 4 shows also that there was no significant association between the CS of doctors with the following variables: age
of the client (p = 0.096), gender (p = 0.315), religion (p = 0.653), educational level (p = 0.615), type of health care
services (p = 0.469), and number of visits per year (p = 0.089).

Table 4. Degree of satisfaction with doctors’ communication skills by the studied factors.

Satisfaction with Communication skills
of doctors

Less satisfied Satisfied Total

Frequency (%) frequency (%) frequency (%) P

Age (years)

<30 49 (445) 61 (55.5) 110 (100.0)

30-39 55 (53.4) 48 (46.6) 103 (100.0)
40-49 18 (333) 36 (66.7) 54 (100.0)

> 50 13 (39.4) 20 (60.6) 33 (100.0)  0.096
Gender

Male 44 (41.1) 63 (58.9) 107 (100.0)
Female 91 (47.2) 102 (52.8) 193 (100.0)  0.315
Religion

Muslim 107 (44.4) 134 (55.6) 241 (100.0)
Christian 24 (50.0) 24 (50.0) 48 (100.0)
Others 4 (36.4) 7 (63.6) 11 (100.0)  0.653

Educational level
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Iliterate 28 (42.4) 38 (57.6) 66 (100.0)

Read and 5 (26.3) 14 (73.7) 19 (100.0)

write

Primary 16 (50.0) 16 (50.0) 32 (100.0)
Secondary 22 (45.8) 26 (54.2) 48 (100.0)
Institute 34 (46.6) 39 (53.4) 73 (100.0)
University 30 (48.4) 32 (51.6) 62 (100.0)  0.615

Type of health care services

Medical 28 (40.6) 41 (59.4) 69 (100.0)
treatment

Checkup 45 (46.9) 51 (53.1) 96 (100.0)
Immunization 50 (48.5) 53 (51.5) 103 (100.0)

Family 11 (35.,5) 20 (64.5) 31 (100.0)
planning

Others 1 (100.0) © 0.0 1 (100.0) 0.469

No. of visits per year

One 2 (40.0) 3 (60.0) 5 (100.0)

Two 12 (30.8) 27 (69.2) 39 (100.0)

Three 28 (37.3) 47 (62.7) 75 (100.0)

Four 41 (52.6) 37 (47.4) 78 (100.0)

More  than 52 (50.5) 51 (49.5) 103 (100.0) 0.089
four

Total 135 (45.0) 165 (55.0) 300 (100.0)

*By Fisher’s exact test.
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Key for Table 5.

Questions and items of communication skills

Q1 | Start communication with greets talks with face beaming and smiling.

Q2 | Having integrity and privacy in communication.

Q3 | Asking you about your health problems properly.

Q4 | Attention to physical space conditions (light, sound and ventilation) and comfort.

Q5 | Should be concentrated on you during interview.

Q6 | Atthe end of the communication ending a polite manner.

Q7 | Not talking tough and dignified.

Q8 | Use appropriate words simple and understandable.

Q9 | Explain for you about referring you to other hospital on need

Q10 | Discussing the goals of consultation and education regarding your health problems.

Q11 | Letting you tell your story; listening carefully, not interrupting you while you’re talking.

Q12 | Maintained appropriate eye contact throughout interview with you

Q13 | Summarize the discussion at the end of interview to better understand the problem.

Q14 | Give you sufficient time to answer all question.

DISCUSSION:

Successful healing process requires that health care professionals, particularly doctors, feel and practice effective
therapeutic relationship with their clients. The communicating effectively with clients is considered the heart of all
clients’ care parts. This requires that physicians and clients should have an agreement on what and how communication
skills can be real. One tactic is through finding clients’ satisfaction about physicians’ communication skills.

The study was conducted among clients that attended in primary health care centers their mean age + SD was 35.0 +
10.8 ranged from 19 to 70 years old. Result of the study showed that the majority of samples were the median was 33
years. The majority (71%) of the patients aged less than 40 years, and this result was similar with a study carried by
Narinja and Highhat in 2012, which mentioned the range of and the mean (SD) age of patients were 18-80 and 38 + 14
years.(10)
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In current study showed around two thirds (64.3%) of the patients were females and (35.7%).

This finding similar with study that carried by Biglu and Natiq in 2017. (11)

In same study we found that (80.3%) of the clients were Muslims, and (16.0%).

Around one quarter (24.3%) were graduates of institutes, 22% were illiterate, and 20.7% were college graduates. This
study similar with a study that carried by Hamdan-Mansour and Aboshaigah in 2014.(12).

Around one third (34.3%) of the clients attended the PHC centers for immunization, 32% for checkup, and 23% for
medical treatment. shows that 34.4% of the clients used to visit the PHC center more than four times per year, 26% visit
the center four times per year, and 25% of the clients visit the center three times per year. This study discovered that the
most of the clients were satisfied about physician’s communication skills were represented 26% of clients who were
very satisfied with physician’s communication skills and (36.3%) of clients were satisfied. Therefore (31.0%) of clients
were indicated neutral level, and (6.7%) dissatisfied about their communication skills. this study was similar with a study
carried by Robert and Hellen in 2013, which found that 70% of the clients were satisfied with the existing
communication skills except 30% who were dissatisfied.(13)

Therefore, there doctors and clients should entirely agree on be satisfied about doctor’s communication skills at the
same level to avoid confusion and disagreement on other element of care plan. Moreover, the results in this study infer
that clients were able to evaluate doctors’ communication skills better than doctors do for themselves.

In a current study revealed that 56.3% of the clients were satisfied with the communication skills of the doctors. This is low
compared to other similar studies. A study in Pakistan showed 79% clients’ satisfied with communication done Ashref,in
2012.(14) This discrepancy might be due to the difference of subjective natures of respondents, availability of safe
working environments and sample size. But this finding is higher as compared to the study conducted in Ghana (35%)
don by Hildingsson in 2005. (15)

This result agrees with the study that carried by Kei in 2013 that found that 70% of the clients were satisfied with the
existing communication skills except a significant number (30%) who were dissatisfied. Quality face to face
communication between health providers and clients lead to information transfer that affects compliance, adherence,
clinical outcomes and satisfaction Halls in 2003. Supports the findings by observing that addressing issues of satisfaction
may influence the client’s willingness to reduce high risk behavior during pregnancy which ultimately impact on the
health of the mother and the newborn. Also, parizadehin 2004, argues that effective human communication process is
the main ingredient in the doctors-client relationship. (16) This phenomenon was found to be true in this study in that
the satisfaction levels for (doctors) were nearly equal. We agreed that this could have been because the doctors showed
more empathic responses and more concern as perceived by clients, which had an impact on clients’ understanding of
their illnesses and health outcomes. Concerned providers are more likely to tell their clients the names and causes of
their illnesses to increase their understanding, thus helping them to manage their illnesses, leading to increased
satisfaction levels.
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CONCLUSION :

Current studies evaluating the helpfulness of initiatives to improve the communication between doctors and clients in
primary healthcare centers suggest a positive effect on client satisfaction.

Clients should be educated in asking information and expressing their preferences, and doctors must recognize the need
to attain suitable communication skills to better understand clients’ overall needs, teach information in a sensitive
manner, and respond to more assertive clients.

This study found that patients had high level of satisfaction about their doctors’ communication skills. Consequently,
there is a possibility that doctors might be unable to adequately meet clients’ needs and improve their clients’ wellbeing
and provide a quality of health care. Doctors need to improve their communication skills and have to use their clients’
feedback and evaluation as indicators for their performance. Communication is the mean in which doctors know the
outcome of their care, thus; doctors need to appropriately consider seriously their effective practice of communication
skills with their clients.
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