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Abstract 

Objective: To compare the patient satisfaction levels before and after conducting a short course of one month on 
communication skills. 

Methods: A Quasi-experimental study was conducted at CMH Chunian from January till June 2023.Two hundred 
patients admitted to the hospital for at least 48 hours were selected. All patients provided their feedback by filling 

out a questionnaire. Feedback was taken from 100 patients before the communication skills course. After the 

communication skills course, all nurses were advised to follow the instructions and guidelines taught during the 
course. Feedback was taken from 100 patients after the course. Both groups were compared in terms of age, 
gender, hospital stay and questionnaire score.  

Results: In group A, duration of admission ranged from 2 to 14 days with a mean and standard deviation of 

4.69±2.11 days. In group B, duration of admission ranged from 2 to 9 days, with a mean and standard deviation 

of 4.22±2.13 days (p-value 0.07). Group B patients were more satisfied as compared to the group A patients with 
scores of 85.31±10.0 and 73.34±9.82 (p-value 0.00). 

Conclusion: It is concluded in our study that there was a great improvement in the patient satisfaction level after 
the conduct of the short-duration course on communication skills for nurses of our institute. 
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Introduction  

Communication is the process of exchanging ideas, thoughts, information, and sentiments between 

two or more individuals.1 It could be done via verbal or non-verbal means and can involve 

speaking, active listening, as well as non-verbal cues through body language and gestures.  

Effective communication skills play an important role in any profession, but their importance 

cannot be emphasised more for healthcare professionals. Various studies have proved that effective 

communication skills play a vital role in the effective management of any patient. Efficient 

communication not only plays a key role in reaching a diagnosis and managing any illness, but 

also in improving patient outcomes and satisfaction.2,3 Effective communication skills also help 

build a positive patient-doctor or patient-nurse relationship.4 Miscommunication between the 

health professionals and patients has resulted in adverse patient outcomes, and it’s well-

documented.5 Effective communication skills also reduce the chances of medical errors and enable 

healthcare workers to provide high-quality patient care in any institute.6 

Curricula taught to healthcare workers worldwide either do not cover this subject or the curriculum 

taught does not cover this subject thoroughly, and the taught curriculum is not implemented in 

clinical practice.7,8 Unfortunately, most of the healthcare training institutes in Pakistan have failed 

to implement any communication skills curriculum. This has adversely affected the healthcare 

system in general.9 
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Not many institutes in Pakistan carry out communication workshops for their healthcare workers. I devised a short course of one 

month duration on communication skills for nurses of our institute. This course included workshops, demonstrations and lectures. 

This study was carried out to observe the positive effects of this course on patient satisfaction. 

Materials And Methods 

This quasi-experimental study was conducted at CMH Chunian from January 1st 2023, till June 30th June 2023. Permission from 

the Ethical Review Board of the institute was taken before beginning this study (Permission letter no. 01 dated 18 Jan 2023). A 

short course of one month was devised on effective communication skills for nurses of this hospital. The course consisted of 

lectures, workshops and demonstrations. All participants of the course had to pass the test to qualify to participate in this study.  

Non-probability convenient sampling technique was used. A sample size of two hundred was calculated using an online sample 

size calculator. With a confidence level of 95%, a margin of error of 5%, population proportion of 14%.  The sample size came out 

to be 186, and it was rounded off to two hundred. Two hundred patients aged between 18 to 50 years of either gender admitted to 

the hospital for at least 48 hours were selected for this study. Patients with any mental disability, low Glasgow Coma Scale (GCS), 

with any active psychiatric illness were excluded from this study.  Patients who could not read and write were also excluded from 

this study. A consent form was signed by all patients willing to participate in this study. All patients were requested to provide their 

feedback before discharge from the hospital. And it was done by filling a questionnaire which was designed for this study (Table 

I). This Questionnaire was translated into Urdu as well for those patients who opted to fill out the Urdu proforma. The questionnaire 

consisted of eleven queries, and in response, patients had to give points to each query on a scale of 1 to 10. 1 meant extremely 

dissatisfied, and 10 meant extremely satisfied. Feedback was taken from one hundred patients before the communication skills 

course. This group of patients was labelled as Group A. After the communication skills course, all nurses were advised to follow 

the instructions and guidelines taught during the course. Feedback was taken from one hundred patients after the course. This group 

of patients was labelled as Group B. All the data collected was entered on a specially designed proforma. 

Collected data was entered and analysed in Statistical Package for Social Sciences (SPSS) version 24 for Windows. Quantitative 

variables like age, duration of hospital stay and questionnaire score were presented as mean and standard deviation. Qualitative 

variables like gender were presented as frequency and percentage. Both groups were compared in terms of age, gender and 

questionnaire score. Age was compared with the help of an independent t-test, gender was compared with the help of a chi-square 

test, and questionnaire score was compared with the help of Mann Mann-Whitney U test. A P-value of 0.05 or less was taken as 

significant. 

 

Table 1: Patient Feedback Proforma 

Name: ___________   Age: _______________ Gender: _________________ 

Duration of admission: ________________ 

On a scale of 1 to 10, how would you rate the behaviour of nurses? 10 means strongly agree, and 1 means strongly disagree. 

S. No Question Points 

1 Did the nurses greet before starting a conversation?  

2 Did nurses introduce themselves?  

3 Did the nurses call you by your name?  

4 How was the body language and gestures of nurses while communicating?  

5 How satisfied were you with the attentiveness shown toward your concerns?  

6 Did the nurses actively listen to you when you were talking?  

7 Did the nurses convey all instructions to you?  

8 Did the nurses answer your questions and queries to your satisfaction?  

9 Were you allowed to convey your concerns without interruptions?  

10 Did nurses take consent before doing any procedure?  

11 How satisfied are you with the overall communication of the staff of this hospital?  

Total Points  

Results 

Our main measure for this study was a comparison of the satisfaction level of patients before and after the conduct of a short course 

on communication skills. The age range of the patients selected for this study was from 18 to 60 years, with a mean and standard 

deviation of 37.3±10.98 years. The mean age of the patients in group A was 35.97±10.85 years, while for group B it was 

38.63±10.83 years. The difference between the two groups in terms of age was not significant, with a p-value of 0.084. 

Out of 200 patients, 98 (49%) were male and 102 (51%) were female, with a male-to-female ratio of 1:1.04. In group A, out of 100 

patients, 45 (45%) were male and 55 (55%) were female, with a male-to-female ratio of 1:1.22. In group B, out of 100 patients, 53 
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(53%) were male and 47 (47%) were female, with a male-to-female ratio of 1:0.89. The difference between the two groups in terms 

of gender was not significant, with a p-value of 0.258. 

Table 2. Comparison of two groups in terms of age, gender and duration of admission 

Parameter Group A Group B P value 

Age (Years) 35.97±10.85 38.63±10.83 0.084 

Gender (Male/Female) 45/55 53/47 0.258 

Duration of admission (Days) 4.69±2.11 4.22±2.13 0.07 

 

In group A, duration of admission ranged from 2 to 14 days with a mean and standard deviation of 4.69±2.11 days. In group B, 

duration of admission ranged from 2 to 9 days, with a mean and standard deviation of 4.22±2.13 days. The difference between the 

two groups in terms of duration of hospital stay was insignificant, with a p-value of 0.07. Comparison of two groups in terms of 

age, gender and duration of admission is shown in Table 2 below. 

The short-duration course on communication skills had a significant impact on the patient satisfaction level. Group B patients were 

more satisfied as compared to the group A patients, as shown in Table 3 below.  

Table 3. Comparison a satisfaction Levels 

Group Scores P-value 

Group A 73.34±9.82  

0.00 Group B 85.31±10.0 

Discussion 

In this era of information, internet and social media and mass media, patients have become well aware of their rights and privileges, 

and today, patients demand time, full information about their treatment options, their adverse effects, and they want their questions 

to be addressed properly. They expect empathy, politeness and humane behaviour from the medical staff as well. All this could be 

achieved with a good set of communication skills. However, due to a lack of training, knowledge, time constraints, increased burden 

of work and language barrier, this is not always possible. This leads to medical errors, patient dissatisfaction and litigations.12-14 

In our study, we found out that a short course on communication skills conducted for nurses of our institutes brought out a positive 

change in terms of increased levels of patient satisfaction, which was measured with the help of a specially designed questionnaire. 

A similar study was conducted by researchers Visser et al. They conducted 3 3-year in-service communication training program in 

a cancer ward. They concluded that the training raised the quality and quantity of communications of healthcare providers with 

patients and colleagues. It also resulted in an increased level of patient satisfaction and an increased level of patient care.15 Kerr D 

et al in their study concluded that communication skills training for nurses has long been overlooked, resulting in nurses deficient 

in communication skills. This leads to nurses avoiding difficult conversations with patients and their families, causing detrimental 

effects on patient care, carers, clinicians and the health care system.16 No such local study has been done, but many other 

international studies have reached to conclusion that communication skills training for nurses improves patient satisfaction.17,18 

One possible limitation of this study is that we could not measure the long-term effects of the short course on communication skills 

training. It is suggested that a study should be conducted to observe the long-term effects as well as the effects of regular training 

sessions. 

Conclusions 

It is concluded in our study that there was a great improvement in the patient satisfaction level after the conduct of the short-

duration course on communication skills for nurses in our institute. 

References 

1. Chafii M, Bariah L, Muhaidat S, Debbah M. Twelve scientific challenges for 6G: Rethinking the foundations of 

communications theory. IEEE Communications Surveys & Tutorials. 2023 Feb 10;25(2):868-904. 

https://doi.org/10.1109/COMST.2023.3243918 

2. Allenbaugh J, Corbelli J, Rack L, Rubio D, Spagnoletti C. A brief communication curriculum improves resident and nurse 

communication skills and patient satisfaction. J Gen Intern Med. 2019;34(7):1167–73. https://doi.org/10.1007/s11606-019-

04951-6 

3. Gavurova B, Dvorsky J, Popesko B. Patient satisfaction determinants of inpatient healthcare. Int J Environ Res Public 

Health. 2021;18(21):11337. https://doi.org/10.3390/ijerph182111337 



                                                                      Open Access Original Article                            DOI: 10.37939/jrmc.v29i2.2734 

211 
 

Journal of Rawalpindi 

Medical University 

4. Del Vecchio A, Moschella PC, Lanham JG, Zavertnik JE. Acting to teach communication skills to nurses. Clin Teach. 

2022;19(4):289–93. https://doi.org/10.1111/tct.13489 

5. Foronda C, MacWilliams B, McArthur E. Interprofessional communication in healthcare: an integrative review. Nurse Educ 

Pract. 2016;19:36–40. https://doi.org/10.1016/j.nepr.2016.04.005 

6. Alhur A, Alhur AA, Al-Rowais D, Asiri S, Muslim H, Alotaibi D, et al. Enhancing patient safety through effective 

interprofessional communication: A focus on medication error prevention. Cureus. 2024;16(4):e57991. 

https://doi.org/10.7759/cureus.57991 

7. Heier L, Schellenberger B, Schippers A, Nies S, Geiser F, Ernstmann N. Interprofessional communication skills training to 

improve medical students’ and nursing trainees’ error communication-quasi-experimental pilot study. BMC Medical 

Education. 2024 Jan 3;24(1):10. https://doi.org/10.1186/s12909-023-04997-5 

8. Badr OE, Shehata YM. Examining nursing students' communication skills development: A descriptive study. Egypt J Health 

Care. 2021;12(3):1242–1251.  

9. Junaid A, Rafi M. Communication barriers between doctors, nurses and patients in medical consultations at hospitals of 

Lahore Pakistan. Pak Armed Forces Med J. 2019;69(3):560–5.  

10. Epstein AM, Jha AK, Orav EJ. The relationship between hospital admission rates and rehospitalizations. N Engl J Med. 

2011;365(24):2287–95. https://doi.org/10.1056/NEJMsa1101942 

11. Alqenae FA, Steinke D, Keers RN. Prevalence and nature of medication errors and medication-related harm following 

discharge from hospital to community settings: a systematic review. Drug Saf. 2020;43(6):517–37. 

https://doi.org/10.1007/s40264-020-00918-3 

12. Tiwary A, Rimal A, Paudyal B, Sigdel KR, Basnyat B. Poor communication by health care professionals may lead to life-

threatening complications: examples from two case reports. Wellcome Open Res. 2019;4:7. 

https://doi.org/10.12688/wellcomeopenres.15042.1 

13. Kearney L, Concannon E, Rolle C, Hynes M, Malesevic V, Kelly J. Influence of socioeconomic factors on litigation in 

surgery: addressing the gap in malpractice literature. J Plast Reconstr Aesthet Surg. 2020;73(2):376–82. 

https://doi.org/10.1016/j.bjps.2019.09.030 

14. Visser A, Wysmans M. Improving patient education by an in-service communication training for health care providers at a 

cancer ward: communication climate, patient satisfaction and the need of lasting implementation. Patient Educ Couns. 

2010;78(3):402–8. https://doi.org/10.1016/j.pec.2010.01.011 

15. Kerr D, Martin P, Furber L, Winterburn S, Milnes S, Nielsen A, et al. Communication skills training for nurses: is it time 

for a standardised nursing model? Patient Educ Couns. 2022;105(7):1970–5. https://doi.org/10.1016/j.pec.2022.03.008 

16. Dehghani A, Sobhanian M, Faseleh Jahromi M. The effect of communication skills training on nurses’ moral distress: A 

randomized controlled trial. Electron J Gen Med. 2022;19(6):em404. https://doi.org/10.29333/ejgm/12313. 

17. Lindig A, Mielke K, Frerichs W, et al. Evaluation of a patient-centered communication skills training for nurses (KOMPAT): 

study protocol of a randomized controlled trial. BMC Nurs. 2024;23(1):2. https://doi.org/10.1186/s12912-023-01660-8. 

 


