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— Abstract

Introduction:

Effective communication between physician and patient has a positive effect on different
aspects of medicine and increases patient's satisfaction. Nowadays, communicative skills
training to medical professionals in order to foster knowledge, attitude and communicative
skills is emphasized. Now, overfocusing on technical cares and its expansion leads to use of
ineffective communication methods traditionally, therefore key problems and main patient’s
issues remain unclear. This study was done in order to assess and analyze dental graduate
students' communicative skills and the related effect on patients’ satisfaction.

Materials and Methods:

30 first year graduate students of dentistry and 30 patients of them were selected randomly.
Film taking, interaction analysis system (IAS) and observation checklist were used for
gathering data. A questionnaire was used for patient’s satisfaction. Content validity was used
for validity and Alfa test for reliability. Data were analysed by descriptive, analytical
statistics using SPSS software.

Results:

According to results, 43% of students in all of the communication skills fields, 63% in the
socio-emotional skills, 20% in diagnostic field and 27% in the consultation & education field
were in a desired level. In all of the assessment fields, by increasing communication skills,
the patients’ satisfaction increased. ANOVA test showed significant difference between
mean of patients’ satisfaction by communication skills leveling the all of fields. ANOVA in
all the fields and in every 3 fields showed significant difference between mean of patients’
satisfaction score (P<0.05). Correlation test also showed linear correlation between
communication skills and satisfaction. Correlation coefficient for communication skills in all
of the fields and socio-emotional field was 0.01 and in the other two fields of diagnosis and
consultation was 0.05 and significant. The linear equation supported this correlation too.
Conclusion:

Communication skills are integral parts of physicians’ clinical skills. We can increase the
patients’ satisfaction by proper use of verbal and nonverbal communication skills such as
respect to patients, sympathy, using open-ended questions, active listening and using
understandable vocabulary. These skills can also increase effectiveness of medical interview
and treatment too. It is obvious that medical education administrators and instructors should
plan training courses for fostering communication skills for medical students and staff.

Key words:

Interpersonal communication, communication skills, patients' satisfaction.

* Corresponding Author




Y5V o5kt YA o \WAY Jlo gl (ST o sle o815 (S5 510 6

S 5 Mol 4o 5 p e 4 1) Sledst leslazal 5 45,8
5 Bk 4 o Sl Jool S Olinls) ol L ST
Oblew 35 (G500 uld) plual il (o 6T ol
Sl 5.7l B 0L sy Cadla 5 okt o]
o2 R3Sl S das e 0L skt el
13 Sley el et Sl 56 Hlen 5 K5
B S w93 a p OS5 Sl Sl 5)se 5o adl
Soshe Fasna ASTT (635 o DL, CiS 5 bl e
5 Obygws 5l Ga,m oDl 55Tl Gl Culs,
b 5o obe O jfjlfcbﬂﬁfﬁf" Jlis  glays sledy,
Shles w0 s BUS1 Sy 5 &S5 falad 0
b g 0l (Glen Coale (a5 3l Oledbl CuST L &S
O Sy 8 Lidims 5 Ligh o st T Ol
ol Ol b i 5 16T (gl 5 ST 2Dl Cons s
Jaf 5 Lm0 Ol C8l e 1 (6 ri Culis) Cnl 56
5 s S Ty 0dd an 5 Dl s 45T 3505 3y (5 b
Sl gl A aner e ods Codl 0 5 235 51
Ohley gla ColSa 51 gz 5 BB Loys a5 das e Ol
Oy o g Sy gs Gyl 6,8 SIS 5 oS,
Pl IS ) Sl 0355 Sy (5 TS s
5 Bl Sl S wliee 8 e el

Lele d&":‘j.’.)\ &)L:.w&g;.w‘ AMWQT@»_’ 03 gld>ee

")

Jo omer 4 il 5L sy (LU Dslee 5 A
oslital jige e (DLl leds) 3 s sk 4 0SS5
G O caylae b 5 4 3 5 S
o Plew gl a4 Ohlay 5 odid Ladin Ol
oSl ol il Ky skt Jason. Vanls e 8T
slas sy )3 9L sla Lasls 5 w8 . Kolorado

* Empathy
** Satisfaction
***|nterpersonal communication

HETE VT

3 ok o clie B skl 6l (B3 el

Caltes gls aix Wslge opl At (55,0 oSSl
Olew Ganlo; (5,8 Jl 0 b amlan Ll ol
Sloss Caliee Slgdny 4 5 50T 5 0sslhe i ]
S Cwl dzee Aldrich aas o 13 30 S )
sloul (gl 503 Ladeid do e dsl S gl a-lias
5,8 ol eslimal ayse iy s Slen o
S bt 4 Bisel la asl, Cueal , Faulkner
OG5 sl epslie 5 am-lae o bl (655,5 Glgisles
T s aban pulul ale o a5 5l B4 AST 0 USTU
o e 53040 Dyg 0 Wl (F o i esland 5J:fdl>-
(28 T i s O Oley glaaly axlan g0
Slp ol Condy 5 Luld 035 alp 5 05 (B
el 4038 Jlgw 0313 555 cambae (b s 4les
A NS e (Bl lgsles 5 slen OV g 4 b
camlas OLL Al e 3 5% Jdan 5 sley B udy 5 a5
S50 53 Jlen o 5 Okl 5 aliae (lyme 5
kS oipel il g Camal 5 RS
558 o Jola ) Lgdl e 1 b Sleys - il Sleds
e by ,ls st Sleas 8 dias w150 51 5 31 oS
Sl a8 ez 4ol 5550 53 Sleds 08 kas &1l g
SU Al o5 B il Hlay 5 ST S IS
ENE P G s S I ST
s (b ol dzsl awdls dules o 3L ys oS
Coenl LGT (g1 48 Candst 51 ols 4 3590 53 umal e
ES shenls, 5 pd e skl FFodianls, o)l
S 4T Tl Sl S i 3 e el
4550 o T 4ol Gl s 1 ODley tienls
IS o T Gy, S Cul ate SILSE e
oxlial Sledst 3l pgle sk 358 (o o St abes

)\g.j@:wi}la{ Iy ol oals Lgl.g.i)'}a'\'jo\)}?.w: s



/. . . T e Fy . . e - -
Mgt (S5 e olSCals s Olles szl 5 OT 56 5 (S8 3515 paaiss Ollaws (b5l Gl ke (o 2

gl Okaes S o e 5l oS5 o anlllas
Szt glalles 51 (o, 8 glo ) late 4 i Ozl ol
Cprarl e dmal 5l Azils OS5 Ladaly andlles j5 457 (ol 3
g oplpls L S Codo anllas 540 a1 31 St (gl
s 250 Y Gm Ollen 1 L8 & jlaws e sl
Sloler wn) 52 b els )T mex Sl s 813
Colb) 5 P L g)ls s ok LSS S oblaes (bl
S ol R C}‘}I L eslanal el e g Olslaws
ST Giw ol Oda 4 S Ollew 5 Ol jLzs
P Sl sl S S ol daliie b e Bl
3 olizwl s ACGME e sla cund ¢S 3l osbinul L a5
Lo *RIAS (2 0ty 5 IAS Calin (Glgatonw
dasly 55 g Y8 Jols S S opl s 8 oslinal A3
Sl o e SSE 4 BSL el b
5 ooslie Slgls 5 i SlE )l (lal - Sl
i bus b Cad s eSS Sl
S31 o Slp o plrdl GBS 5 Cdlig 5 5Tl
ke ssp b Ohlay e Culs) 4 by e Dol
b s S eslial U Ul by ezt (6 aslitn
WIS 5)5m 53 pdy Olbmil ambas fg) b 55 aeliien
2ok o3l (gl gl 5 8 oSG L S a5 Ol lecy
@?5!354,:5.\;«;,&u~)5\wongﬁ¢§iw,
Oblen uld) JS7 ope edlsm 2 4 Lgp 0 e 055
ST o Sl sl e A3 S ks
oslzwsl (Content validity) fse Hlael 5, 1 Sledb!
SNl paaiie Sl iy mlie aalllas b 5 A
WT 0505T Gk 3 8 olpl bl T Jas @ oY
225 AV (Bl Gl les Cud S 550 3 FLILS
los IVE e Sold) il aslile 34

L5 SPSS LIl o5 abs & ba e3ls s 5 4 525 5 5

* Roters Interaction Analysis System

BB 3l 5 et b (B35 oyl Sl pldSamn Ll 305 552
okd O o Olaj e 5 (bl sleinles 4 5L Hlie o
S50 93 s (S 38 4 sl ol 25507 (1
IPLE Sy bl e e sl S S byl
Sleoles 4 Ll 5 il o Osllas e SLI L oy
Soler 2 5l e 5 Sl s el (S 53 sl (bl
D53 £ e 5 s

28 sl (PL Glgsler Cow Caenl 4 g L
3,5 o bLi LI S )y addllan pl 5l s S,
Gl ot 6 el Ol b (S 5515 s Ol jliws
u.b\)s{i-}q}\..\bu.»rpo)jz45‘531}‘6%@)!‘5[45)\@»
BU Glgolee ae) 5o oS 5, (oo st 5 Ll es S
ol 03 3,8 Sl g 3 pge LBl ails | Y SN
Olge 4 Ohlaws B lgslee lamte I g
e s edd sdaline (63 o LU ClS esls
o2l Ol Olhlaws Jaled oo I Oiles giezll)
el 0y S oslimal os 573 (63 5 o Lol CliS

Ty ey 9300
b i 5 aadllas bl gl 5L 3550 e esls
dgie (S psde o8ty (S0t 0aSuils cavais
AT (Bl sleslee o Hskiie 4 s S (6557 -
ey A S 3 s 3550 ol Qo s O jlzs |
S Wy ¥ Ohlies sl JS & il s o
o p Sy Bl S adlas s (V) T L8 oSS
o5k a Ohlaws I8 Hlear Il 5o el e Culs, Ol e
I A 350 53 Sulb) et p b g Sl Salas
ok Szl ol gy 4 S T e a el e
el el o Sile s b s 5 LSS s
Oljee 23 51 487 s jaseis ANOVA (53T 0sls plnil
Sy Db pa el o O (fae OV Culs,

Clz.a\ 6\}3 ;.:3'; U‘i\ LU <P<'/'O 3)‘}& MJJ) RN



Y3 o5kt YA o \WAY Jlo gl (ST o e o815 S

Ul 458 13 Lo e 5 Cind Zumdy )3 INYIE 35 5aT
) dgd)

OF odias Ol s il ol o gbianils) i 5o
A2l oV OT Bl 5V Sl o0 ST oS Sl
ol 03l ok T G ME £ YY Culis ) 0,0 S0k
B A ST S PR I N N A LA TS
(Y Jgdar Dails ol

Sl 0mi S0l odeT s S 4 45 L
3 JS 03 Oblaws (LU lgisles Cunds g b Olles
T g0 ol wl lPl de 4w SSE
Sle w1y 6l gme DN 3,050 407 55 ANOVA
P Dol Candy e el CulS) o
Solge 0dd g b &K sk (P</00)sls Ol O laws

(V 515 gad) ol Bl a3l 35 Caldy 0 j0 S0k Lo

(S5 s dshr) o s ST gl iy 3 eslizul
GoleT 0T plasdl 5 Ol Ol il oS sl
5 S lsel ((Sieed o 4l ANOVA

A il 0 g 85 T

Dl b
05700 Ollaws 6,8 55 edal Cewdds 2 ol
3,0 YAmYA" 9 Q) VAAVAR Q\)L«f a};)z Y| 034 3,0 '/.O'_,
oy gl ol 03 YAV T 2 S0l 5 03
Okews ( bl Gl e € 53 48 ol OT Kby o
da 93 b oawlie yo slart -l Gleisles da>
op) oo T ey Syl Amily (6 e Carnds Jiiz
BL) 4@\:— )JJJ\ 63 g )\JJ‘}S-J.: u‘,l]a.n Cere jl 4.]4._:-

3 ossbie Gl e db 5 g TAY i Gl Hlge db

Ao dw SO @ 9 57 50 Olkiws (bLisT Slglge 40 Y Jou

P Sleles du
5 oigeT 909k (i Sloil - Jla) bW O slge 4253
EW-Pr Sloxy WP Sy WP Slaxy Ao yd Slawy
Y. 1 Y'uy A Yy Al \D 1 e
A% " [AVid V¢ [AdAd 4 A% 0 twgio
[AvAd v Yy A A 1 Ty 4 Sgllas
Yoo Y. Yoo Y. Voo Y \ ¥ o>
12
10 = ] [+ e . . 2 . w
Saatilo 3 0 505 s 3 0 1919 I T Jguer
8 o
W e
-6 T (o oo Lo R
oo Y-S Sl S o) o oo
a4 o
, Y/ \e (5,10 cslsy) ¥=1
0 L Y/ \e (Gyls Culy - ) V=)
wla s .v»u‘-ﬁfn g
o e o Ve Gls Suls) 118
F=1evy F=yvs F=o/ F=yvey \ v
P=u/v 0y P=./:y P=1/43 P=./u1 <




~,~;(.,19.t§_m,>;,|,uﬁ‘5_u@_uuoTJ;u,‘_g,:)-.vsu;;‘_;.a_as.:;,l,l:mL;awé%l@f)ﬂ

e (bl Ol
Jo Sleisles o B! diae) 50 B odls sy F Hlages
S Loy 0 y0d 9 o

Szl

16

14 = -

o5l s osslie (Bl les
9 059Lio Slgislgo cow BLIHl diun) so B 0310  Fusl 10 sldges
Sy Lo y 0y

Lol oo G (Soman il e ) g like 4

23 8 s Soan 5 sianly 00 5 (US|
L S 00 (Bl lesles o oteT Gty s ol
L slert= Slay Ll cr=/V gzl 0 a0
L i (bLi s Ojlge =0 /VF gzl
ST s eoslie (LU les s T /A1 Sl 0 s
33 (Smad g 8) AT Cmwdy T=2/80 ezl b
g o3 (lat Sy ada 3 5 IS B sl )l
V00 e 53 05lhe 5 paseiS Gl lge da 53 50/

(Sl o5 g 43 e
& da 4w S 45 S 55 Stan ot SYoles
T ey 5
Sl Gl 0,03 SYTAY +0 /¥ (S5 (bl sl & ylga 0 ,00)
Sles ke lb 5 003 YA 40 VY ((olazat Jlgy (b, Hlga o ,00)

Dlen Gl ld ) 0 0l VYV /81 (padets L)1 O Hlga 0 00)
Dl (ke Lb 0 503 =0/AVH+ /20 (o 5Lt b3, o ylge o 00)

Curdg > 3 Ol low (SN0 Lo ) © 503 (9Tl 1) 515903
Obbiws (bl Sl sl
On s daly s o)l alST s ST lased
Ol ) Ohlen sohan sy OFjee b Oylaws (Bl & )les

.(O}f,}Y‘}Y 6&)\)}«5))\)

Sl
16
144 -
12 - PO : -
10 4
o
6 .
ad .
i 5 o )
I3 (bl ol
B Sl sles o ST Lisod 35 By 0318 ST 1Y 3405
Sailoy o y0i g J5 0
stezls,
16
144 .
N .

10 4

el Sl (blisl oolee
9 (Able Sleislgs oo BLII o) 50 Iy 0310 TSl i 510905
Sl 0 08 9 (Llokr!

Stals,




Y5V o5kt YA o \WAY Jlo gl (ST o sle o815 (S5 510 6

ol S Oblaws sdeT G ml ol easis
Solee ! 85 ol b 3 ol 5 il 5 510, 5 5 (6 S
u@wslﬁ(;Y,wlng\uw@&f@T@
Gl ST ol Sjlge pl il ST ) Dl S
G 3008 S w ey it Sy g ey
S 1y omasints DS ) Caltbeo e AEL o Jlab 051
A3 o (609, e 5 €5 a3 Jben sl
g5 o S Col o3ls Ol s ool Gl gw ) mb
ol S 5 s Glaw Sollus| gl ol bl
5 S o e el 4 0o 55 o S Olils
S os,S s P

Ol oS ol da opl ol gla Solgs (S Hlew

el (15 53 4T ol )3 Lol 03 45 Ol jliws 7 3550
Oy 4 OS5 S1/VE/0 L oS s § et 35 db
5 L asls sliel bl ¢SS oK Olge 4 Jige
A 53 (one SRS (0 S Sl OV Oy
Oy SHUY/A am g 5y5e boid il il Hlew S
5 2y sl &S5 Ko Jl0s 5 28 et ey
S Wt osls Ol (6 ks Dl Lol JHlgs da ! 5o
3 Sl Bl Sl el o 5 SET 51 (S 008 28
ol JSs Sl S35 Jb 0557 28 Sl S
S s Hlew 3 Sl 5L 5o Jols iz 05 87 58
onlin groly S50 gl p3Y Lol 0557 oal 5 0T 1 fege
Sl gme gl a dl g S0 055 55 sl &
235 Al ar g gl 4 S s s Olebl Jlew 4 oS5
s imen 5 A S ool S s Dhegh S
oKin 5o el ot VST e Sl Sl
oled il NS 8 (sl wilss bzt Jbb 03 87 58
o o) @l Sl Sl s 93b) ol Sl el
Candy o sl 5 0sslhe lgilge a3 &S 51> Ol
2 TV 5 iy &6o5b 4 0358 opllan 5L Olyliws

P

T |V LIS B -1 T 11
Cand s sl (bLisl slgslge i 5l anlas 5 50 Ol jlaws
Soles S 51 T 700 5l mS 4 sh dina g pllas
22 A eag oy gl Cunds ST s (bl
Loy odd r\;u'\ s a5 sdae Oldlae
Slods 38 dias il Cans 5 Delavaux 5 Razavi
ok AT bl Glgisles ae) 5 Sleys milig
33 il il pde WIS o el cal Y T
5 Coenl (S5 2 by (BL sl Ssles as
0355 delas (Il (SUS dn Al he ASTS
dralr 280 5 Culg 53 5,5 L Sl 5 S Ll
Sl 5 S5 el Oy 54h o Sl ST UAL
5 el b 55 Oy 5 03 5ad Ol & Cod (6 20y
Kol gibses dalyd dipdo |y dlas ol Lol 51 5,00
2= S AU A e e DS A
4 Al iy (0 S ) Slen 55558 Ll
Ol il &S Shlew ol Olas anlas ¢S Jle Olge
O Hled 3 dmsls oL i oyl 1) 3 sl 1SS
L3I ) gl el e &S (el Bl 4 Cad 65 ol
il 035 515 gmn SVl gl 5 0340 1y 05

SR ol 03 (PL sleles adlae Sl 4 a5 L
e ol = Gl Sl b an S8 4
BB Sl ki gl BigeT 5 epslie 5 (St fo)
o 53 Olylaws Sla Oojlgs 457 das o Ol odkeT s
b 0391 13,57 (6 alie Cond s S (elel -Gl
S aph o aST Syl elaml— i, bl s
Ciliten (Sin b Sloo et b Ol 4 ol ocins 0L
Co o Olylew o 1y &K 5 @ slezsl e bL51 ol ol
A G 3500 1 0L 23 3500 55 T 1SS 5 03 50
LUl elazl = Gloy DL )l 35 sl das (o
LUl dhs 53 55 olial Culse SIS L8 5 N



/o . . T e Fy . . e - -
.xwé.h}:(.,lsali:gbﬁubhﬁéxqb)ﬂmJ._..L.}éwﬁlx:@a.mgl)p:gblf)\é@)@f)ﬁ

Slolgs da aw a ys el danls) b Ohlaes
el a g Loy (p<0/00) ol ey Hls gae DS
SWoler Cords el U5 (b peites o San
S ol 35 G ey 1 Olan ol (b5
Sl Solge 55 ey o Il sl 4 odd dnloee ot
SHanldy Olse 4 o,ui WV S 53 Ohlaws (b))
S SWler 2550 53 i ol 338 (e 0353 Ol
Sl 5 eslie sla Slee 3)e 53 5 VY el
555 o8l 53 el plonil Sliiod B (0 +/0 35
Sl b Sy (bl slajts ) 51 gk o7 515 Ol
50 SV 1 eslizad Jlie Ol gie 4 el L5 3 Olyles
Ole sl b 1 (6503 gne (e S5 a5
SV g o o5 bl (635l g0 pimman (P<0/00) sy OLL
OLas 1y 6ols mn )y Sy Culi) b 5 oS85 o e

(Vo)
als

W) 53 Ol 5o WV Jle 5 & ags s .
Pl T izl » fom Julse 550 53 Olole 25
5 slew Culd, e 5 e Jele ol OUT 1Y s
S Loy sl 4 5 1) e b &K 5, Al Szl

T 03 505 0l g6 51 (5lgh 4 0305 25

PSS o
paia ol iagh 3 Jol gl asl el
J,i..'\il} ‘53.\-.«\> e )L«.ﬁ L g.gw‘ :.J"f: LLJ)‘ ny b.}; <

. é & 3 - . .
C;iL,aJ 2 Lgﬂs.g.w:_- K r@sﬂ;b 3 Sl é.wj._’: g_;.:ﬁ\f
Gl asbp 6,8 K il s leys = 5 Ol
Sl b 35 g0 T Caliies slgdigy Sl ealinad b 55507
Slp LUl Dolee ai o lad 5 (G5l and (i
3 I 53 (egr Dl 4 e L5 gr Ol
P sl Sl 6,50k o ss LT bl sl les
T3 5 ot pladl (g) 425 Sy & Ol d b L
.mpo\)t,».w;>,<L.,“,fﬁ,,>-,'wt,tp¢\;6,5>g

Ly il Gy b DLl la jlgn 55T sla oy

S5 UK s Ohlaes S 55 blmdd e
Ohlew sy o JB SLalS Sl eslizal [l Lo eSS
Gl 5 e o8 (g ST 5 g SN 1SS
Jsd Sl cmy 5 sle o cegdls POl o)l &
Cals 4 g b Ll wlll B8 O Hlee Hlew L 5 e
G omie Sl g epslie (BLil gl Sl ol oS
FB 5 Jes gla o oy Szl 5 $LET @fmw;
Sl S Z3L Dbkl Ol5 (o amS 5o 5 s sl
s 8l I T 4 b e Gle el 5 Slaenas
Shanloy o ke o 3ls 0L eeT oy il
oSl a8l ol 31 OLaws (P slasks) 55 b Ole
o 0 53 s PLl Gleslee dae an a5 Sk
b b gie (Cind ey Oliley L) o e S0
Sols gma Ot Olaws (B Sl 03 o gllas
o A Slads s PV odd edalis
Yo Gl sles S bl S A8 e LB, padsn
oty 1y Y Slles (Bl 5l oS o7
350 3 Olslag 58S 5 6 s Jalse i asl 0,57
las ol Jowe 5 st S35 (gl 5l Ol ¢ e
Ol Slaaod opl ol s i 5e Ollesy Zubld) 5o 5
Ly bl b Ol moeo S5 & Ll
33581 ks G<i oyl sl (gl & odsld 93 éi:»ﬁ
Sl 3 e el oS (605 5 0beps e s
s Lambert law g odi C\”‘" Stas Vons rlqd‘
booay byl gl opd & sl Ol O Ken
S ol gz e s b daly Ohles lzls,
JP Oy ar s oy el o Jley (bL
slowl 6y Ll 3 o ege 55 Bower & Mead (s,
ol s adls o Dlew @FIal 1 Ol Cols,
S &5 0357 Sonly 5 0232 |y Joli ) (5515
@ el Tl e 0l bl s b SIS &
B Sl G (Sear G ol ekl o



Y5 o5kt YA s VAT Lo gie (ST e olSCiils (S8 505

Slesler Uil 3 S Olse 4 sl T 45,5 5L

335 plonil an ysh g odd 8 8 i 55 L

iy g SuES
Slia gdio ([SB5000 suSlils o ias Gl sse )
sl ayias LLtil alKe il SNu G
O (Sl J Jl slgiians, ( Sanalag
G sl pudie @A 5 a8 BT 355 M50 mla
o S8 Ll wade 5 dlares olSea 5 claa dlo

‘J}cin «° Lé‘d_)d;

0)33&.‘}\)30-1&.{Mdb&j‘ﬂ%)éogﬁb6

U,ZJ‘}.AT C)‘JB" iy BuT J\ Sm 69> L: ol

* Patient — Centered
bl e e Ohss Jsb 0 b Ol
Cosh skie 4 polde 25T by asly ol oY
>3 s> 0553 Job 53 0L eiils (LU sle S )lgs
371 RGO PR S A WS 5 IS S o
25y el sl L5 L L (Ll sl les

S0 5 O il (Bl sl Soles ool s T ol

*hkkkhkhkhkkiik

1. Ogawa T, Taguchi N, sasahara H. Assessing
communication skills for medical interviews in a
postgraduate clinical training course at Hiroshima
University Dental Hospital. Eur J Dent Educ 2003; 7:
60-3.

2. O’conner SJ, Shewchuck RM, Carney LW. The
great gap. J Health care Marke 1994; 14: 32-9.

3. Kane R, Maciejewski M, Finch M. The
relationship of patient satisfaction with care and
clinical outcomes. Med Care J 1997; 35: 714-30.

4. Hughes J.Satisfaction with medical care. Available
from: WWW changesufer. Com/hlth /patsat. html.
2003.

5. Diperte Brown L, Denegri B, Hernadez O, et al.
An evaluation of the impact of training
Honduran health care providers in interpersonal
communication. Int J Quality Health care 1999; 12:
459-501.

6. Backer DA, Fitch ML, Gray R, et al. Patient-
Health care provider communication during
chemotherapy treatment. Patient Educ Counse
2001; 45: 67-71.

7. Maguire P. Communication skills for doctors.
Arnold, London. 2000: 1-7.

8. Jason H. Communication skills are vital in all we
do as educators and clinicians. Educ Health 2000; 13:
157-60.

9. Buyck D, Lang F. Teaching medical
communication skills :A call for greater uniformity.
Fam Med 2002; 34(5): 337-43.

P &b
10. Baker R. Development of a questionnaire to
assess patient satisfaction with consultations in
general practice. Br J Gen Pract 1990; 40: 487-90.
11. Ishikawa H, Takayama T, Yamazaki Y, et al.
physician-patient ~communication and  patient
satisfaction in Japanese cancer consultations. Soc
Science Med 2002; 55: 304.
12. Razavi D, Delavaux N. Communication skills and
psychological training in oncology. Eur J Cancer
1997; 33: 215-25.
13. Lloyd M, Bor R. communication skills for
medicine. 5" ed. London: Elsevier science. 2002. P.3.
14. Ong LM, Hoos AM, et al. Doctor- patient
communication. Soc Science Med 1995; 40(7): 903-
18.
15. Ishikawa H, Takayama T, Yamazaki Y, et al.
Physician-patient communication and  patient
satisfaction in Japanese cancer consultations. Soc
Science Med 2002; 55: 306-11.
16. Lloyd M, Bor R. Communication skills for
medicine. 5" ed. London: Elsevier Science; 2002. P.
17.
17. Piascki M. Clinical communication Handbook. 1%
ed. Massahustts: Blackwell Publishing; 2002. P. 5.
18. Lambert BL, Street RL, et al. Provider patient
communication, Patient-centered care and the mangle
of practice. Health communication 1997; 9:27.
19. Mead N, Bower P. Measuring patient-
centeredness: A comparison of three observation-
based instruments. Patient Educ Counse 2000; 39:
71-80.



¥5) ooled YA W WYAY Jlo dgin S5

21. Dent JA, Ronald HM. A practical guide for
medical teachers. Harcourt 1% ed. London: Harcourt
pub; 2001. P. 247.



