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Verbal communication skills of healthcare providers and their
impact on the level of healthcare service

A field study in the Internal Medicine Department of Misurata
Medical Centre

Abstract

Background:There is no enough information in Libyan hospitals
about the level of verbal communication skills of healthcare
providers while dealing with their patients and the potential effect
of this on the level of provided healthcare services to patients. The
aim of this study was to cover this knowledge gap. The researchers
postulated that there is a direct proportion between the level of
verbal communication skill and the level and effectiveness of the
provided healthcare services.

Methods: The study was conducted in the Internal Medicine
Department of Misurata Medical Centre (Ras Al-Toba), Misurata
City, Libya during the period from1/10to 31/12/2018.The
descriptive analytical method was used for its relevance to this
study. The study population included 600 patients registered in this
department during the study conduction period. A questionnaire
was distributed to 200 patients out of the 600 patients (the study
sample) in a random sampling manner to achieve the objectives
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and hypothesis of this study. The questionnaire was designed to
contain study indicators that included verbal communication skills
as an independent variable and contained four indicators: verbal
communication skill, non-verbal communication, asking questions,
and listening. The effectiveness of the healthcare services was
considered as a dependent variable that contained two indicators,
namely, patients' satisfaction and improving healthcare services
outcomes.

Results: The study reached a set of results, the most important of
which were: The level of verbal communication skill and the
effectiveness of the healthcare services were good, but they need
improvement and development. The results also showed a positive
relationship ~ with  statistical significance between verbal
communication skills and the effectiveness of the provided
healthcare services.

Recommendations: Based on the results, the study recommends
developing the verbal communication skills of healthcare
providers while dealing with patients and refining those skills via
courses, workshops, and seminars as part continuing medical
education programmes. The study also recommends encouraging
healthcare providers to make more effort to develop their verbal
communication skills with their patients to achieve a better
healthcare service.

Key words: Verbal communication, Skills, Healthcare providers,
Patients, Healthcare services, Effectiveness .
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