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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 

 

Abstract 



     

              

 

07         

 

 

 

 

 Aldrich

Faulkner

 

*

 

 **

 

***

 

  

 

 

 

 

 

 
 Jason 

Kolorado

 

            
* Empathy 
** Satisfaction 
***Interpersonal communication 



     

              

 

              

 

 

 

 

 

 

ANOVA

 P<

 

 

ACGME

IAS*RIAS

 

 

 

Content validity) 

 

SPSS  

 

 
* Roters Interaction Analysis System 



     

              

 

07         

 

 

F=F=F=F=

 P=P=P=P=  

 

ANOVA

 

 

±

 

 

± 

ANOVA

P<

 

 

 

 

    

    

         

         

         

         

 

 

 

 
   

   

    

   

   

 



     

              

 

              

 

 

 

  

 

TOTAL

20100-10

TS
AT

IS
FY

16

14

12

10

8

6

4

2

SE

1086420-2

TS
AT

IS
FY

16

14

12

10

8

6

4

2

 

 

PS

6543210-1

TS
AT

IS
FY

16

14

12

10

8

6

4

2

CI

6543210-1

TS
AT

IS
FY

16

14

12

10

8

6

4

2

 

r 

r 

r

r

 



     

              

 

07         

 

 

 

RazaviDelavaux

 

 

 



     

              

 

              

 

 

 

 

P<

Lambert

*

Mead&Bower

p<

P<

 

 

 



     

              

 

07         

 

 

 

 

  
 * Patient – Centered 

 

 

  

 

 

********* 

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. 

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
th

 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
th

 ed. London: Elsevier Science; 2002. P. 

17. 

17. Piascki M. Clinical communication Handbook. 1
st
 

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. 



     

              

 

7         

 

 

 

21. Dent JA, Ronald HM. A practical guide for 

medical teachers. Harcourt 1
st
 ed. London: Harcourt 

pub; 2001. P. 247. 


