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Abstract

This study aimed to evaluate the impact of employee training programs—specifically
in the areas of communication skills, patient interaction, and technical/practical skills—on
improving the patient experience within the healthcare sector in the Eastern Province of Saudi
Arabia. The study adopted the descriptive-analytical method and employed a questionnaire
as the primary data collection tool, targeting a sample of 420 male and female employees
working in healthcare institutions in the Eastern Province. The collected data were analyzed
using appropriate statistical methods, including means, standard deviations, and multiple

regression analysis to test the hypotheses.

The results revealed that training programs have a statistically significant effect on
improving the patient experience. Communication skills training was found to play a major
role in increasing patient satisfaction and enhancing positive interaction. Training in patient
interaction contributed to reducing tension and misunderstandings between patients and
staff. Moreover, technical and practical training proved effective in enhancing service delivery

efﬁciency and enabling faster and more accurate responses to patient needs.

The study recommended integrating the patient experience as a core objective within
training programs, adopting interactive and continuous training models, and developing
regular evaluation mechanisms to measure the actual impact of training on employee

performance and its reflection on the quality of the patient experience.

Keywords: Communication skills training, patient interaction training, technical and

practical training, patient experience, healthcare services, Eastern Province.

75



sy

CPL ORI

& otleladl olal e o pdliy canyatdl Adlad Sloumas (2022) e Juls Jads ccndll JT @
Sradlae Gl daoles (ol Anladl Bleasdl S50 e Aapdas )y idoall clolaid
382-346 . 1§ 44za letll Eigell dls

&3S Amaall 3)15Y1 allas 595 .(2024) .7 e dazma & ccblie § .0 ASi cpp cda] ™
(415 ity almal) laolyull Apalall aleell Agdidas Aaalys il &y aludl s
https://doi.org/10.21608/jces.2024.414796 .2645—2621

o Ailage Ay opleladl elol cpanss 3 copunll (31 .(2023) . (ald cad plas Bullgsdl @
18 9za «fagmdll UMb oy rence] Aaaler Aima . (ylan Lgnal @alatlly A1 yate 3 cnalosl
577 -544 .

G 00 .(2024) 2 (ot Oliany & s ol JLS Gilas p bl I dame Ao @
Al oz W S i e Adadas Ay oniatadl Loy e 2 ASIY1 clensd|
1232-1209 (4)15 Al ER(PR| oyl Lalall
https://doi.org/10.21608/jces.2024.414606

Bylo) lal e &yl oyl Balall 31.(2023) yolallase ¢ oy Ab 9 e o plus (salal @
Buz Aladleey Lzl (95-ad) ey ol naball e Al dulys span,ll &yl
206 - 185 ¢ 35 437a <3l 50 & yall Azl

Sluosl] § ool el e Byl ol adeld 31.(2023) sl sl eoolaly 39a e cJsall ™
M Anleadly Loladyl aglall lzo gadl ubilb 3850 e 2apdas 2ulys dumall

31-7.22¢

76



Lmiall Sleasdl pglas 595 .(2025) ¢ Mo deme & o) el UL o (gl Alage 7,6 @
Wadleay Ado¥l Lmuall 3SLA e Aapdas 2y topasaiad] Loy Gotun Cres § 2ulo¥)
570-527 (14  Buolall Aolui¥ly LgAll aslall Zdoudl Axll  easll
https://doi.org/10.12816/ijches.2024.345050.1056

Lmaall Loyl 5og> et § SeelSY slain¥l Glas¥l o5 (2025) Jle illazeall ™
& Slalys 22030 Ly, 389 Duogaudl dopall ALl § Zllall pulae Gadatd dliloes dulyo
doi: 10.21608/dss.2025.353287.1377 .570-535 ,(3)69 , 4uc Laxa¥| dau!

Ao garma dulys i aBall deastl Baga e oyl J31.(2023) auyd o 5sS 9 Jole (Jel S
161 — 147 . 4 34z Aplud¥l pslall Alme Cadase ¥ Haniall Goliall oy

i) &yt Al Aaalys sonals bl Cals o3 b8 Aais § eyl ,31.(2023) gl og303,8 ™
ALl Sl Aaisy dupelivall dlend! uSalgy H3los 5l sy duasll 33Lsl0
78-58 28 12z

Slaazll 23,01 Jzill adeld sue (2024) Ly c35azma 9 coazms izl ol cguall ™
Aruzrbe Uluy) oLyl dalaie plall agall adiue § ol Lymi (i (e miall
obldl ya> (bl yi> dasle (3y5dde s

Ul 2y 3, idl 5ylell A e syl H31.(2023) B cfluvgass 9 c5ukd cdguna @
- 118 ¢ 2§ bze cmluslyldly Eigom ) 3181 Alma Aiilniind CBlisgy dozme Auladilud] dusl

135
Zt..gu.a-‘zﬂ a.a-bl‘ LyL‘i

® Abdelhamied, H. H. S. (2019). The Impact of Training Activities on Quality of Service,
Customer Satisfaction and Behavioral Intention. Tourism Hospitality Management, 7(1).

https://doi.org/10.15640/JTHM.V7N1A14

77



Adjei, B. (2018). Assessing the impact of training on the performance of healthcare
professionals: a case study at the Holy Family Hospital, Nkawkaw.

https://ir.ucc.edu.gh/xmlui/handle/123456789/3389

Alkahtani, A. S., Abbas, A. H., Rsheed, A. M. B., Alabood, A. F., Alqahtani, A. A, Alkahtani
Sr,A.S., ... & Alqahtani, A. (2023). Assessing the impact of a service excellence program
on improving patient experience at primary health care centers. Cureus, 75(8).

Alsabri, M., Boudi, Z., Lauque, D., Dias, R. D., Whelan, J. S., Ostlundh, L., ... & Bellou, A.
(2022). Impact of teamwork and communication training interventions on safety culture
and patient safety in emergency departments: a systematic review. Journal of patient
safety, 18(1), e351-e361.

Azis, A, & Lahindah, L. (2024). Effectiveness Of Team-Based Training Programs In

Hospitals. Eduvest, 4(10), 9126—9143. https://doi.org/10.59188/eduvest.v4i10.43134

Barakat, B., Milhem, M., Naji, G. M. A, Alzoraiki, M., Muda, H. B., Ateeq, A., & Abro, Z.
(2023). Assessing the impact of green training on sustainable business advantage:
exploring the mediating role of green supply chain practices. Sustainability, 15(19),
14144,

Cavanaugh, K.|., Johnson, M. A, & Holladay, C. L. (2021). The effect of service excellence
training: Examining providers' patient experience scores. Patient Experience Journal, 803),
109-116.

Chou, C. L., Cooley, L., Pearlman, E., & White, M. K. (2014). Enhancing Patient Experience
by Training Local Trainers in Fundamental Communication Skills. Patient Experience

Journal, 1(2), 36—45. https://doi.org/10.35680/2372-0247.1027

78



Dixit, R. (2019). Enhancing Service Experience through Excellence in Patient relationship
(EPR) Training Programs. Indian Journal of Public Health Research and Development,
10(5), 771-776.

http://www.indianjournals.com/ijor.aspx?target=ijor:ijphrd&volume=10&issue=5&arti

Elsafty, A., & Oraby, M. (2022). The impact of training on employee retention: An
empirical research on the private sector in Egypt. /nternational Journal of Business and
Management, 175), 58-74

Graupner, C, Kimman, M. L, Mul, S,, Slok, A. H., Claessens, D., Kleijnen, |., ... & Breukink,
S. 0. (2021). Patient outcomes, patient experiences and process indicators associated
with the routine use of patient-reported outcome measures (PROMs) in cancer care: a
systematic review. Supportive Care in Cancer, 29, 573-593.

Khanbhai, M., Anyadi, P., Symons, |., Flott, K., Darzi, A, & Mayer, E. (2021). Applying
natural language processing and machine learning techniques to patient experience
feedback: a systematic review. BMJ Health & Care Informatics, 28(1), e100262

Liu, S., Li, G, Liu, N., & Hongwei, W. (2021). The impact of patient satisfaction on patient
loyalty with the mediating effect of patient trust. INQUIRY: The Journal of Health Care
Organization, Provision, and Financing, 58, 00469580211007221.

Mehner, L., Rothenbusch, S., & Kauffeld, S. (2025). How to maximize the impact of
workplace training: a mixed-method analysis of social support, training transfer and
knowledge sharing. Furopean Journal of Work and Organizational Psychology, 34(2),

201-217.

79



MORCOMB, E., SCHLECHT, K., & MALONE IlI, E. D. W. A. R. D. (2022). Improving the
patient experience: 14 tips. Fam/[v Practice Management, 292),27-32

R, D. K. (2024). A study on the effectiveness of batch training towards the performance
of customer relationship officers with reference to bank bazaar. International Scientific
Journal of Engineering and Management, 03(05), 1-9.

https://doi.org/10.55041/isjem01849

Rosen, M., Nguyen, B. A, Khetarpal, S., & Sgro, G. (2022). What do you want us to know?:
learning from life stories to improve veterans” healthcare experiences. Journal of Patient
Experience, 9,23743735211069833

Schenkel, L. S., Wilkniss, S., Savitz, A, Spaulding, W. D., & Silverstein, S. M. (2020). The
effects of a staff-training program in behavior management and social-learning principles
on staff-patient interactions within a psychiatric rehabilitation inpatient unit. American

Journal of Orthopsychiatry, 90(4), 419—431. https://doi.org/10.1037/ORT0000443

Vardan, V. (2024). Impact of Employee Training Programs on Service Performance in
Restaurants. Journal of Hospitality and Tourism, 4(3), 10-20.

https://doi.org/10.47672/jht.2381

Wolf, ). A, Niederhauser, V., Marshburn, D., & LaVela, S. L. (2021). Reexamining “Defining
Patient Experience”: the human experience in healthcare. Patient Experience Journal,

8(1),16-29

80



S|




MIDOCEA|]
LJNi\/LQSlTvl
89 il dasmyg oSele alud!

Lo, SO 551/ @, ST1 (5
ey dlo Apms

oy (s e bl cyuts el 3T pds Golid Jo Blys ela by cni> Ll asay

2yl Balaill § gesadl ULl e Adedas dalys syl

Jabs el g g0 Aiall l3 Aleall splly Apalall 2o all (e @Soud U Tylass
elaly 0, Sl M5 e cumdl (21,8 2wl cloglall adg5 3 Bucluldly gall e 08 Jgsaxl]

RS Ay e Al LY e il oS

of Lele oLl 1 ad § @Sz Aealuald jaanlly Sl Josoms 0S5l ind o uasly
lia polpel aid pusiad oy (el Ly dolaiw 0Sie Lele Jgiamdl @i @ ULl puex

Al e o) LIS Il Aalydl s geslaty @393 cdgang ozl

plAoY g yadull 518 Joudy Iglindsy

82



Aasadl Ll Y]

0 SO slas¥ipeddl 1
130 - 40 0 Jsle i 30 O seall 22
S8 2 50 ¢ [ 140 - 50 [
‘Aj_l.g.b O Jéi 33 g;y\_’i 0 ‘.5&.‘.:." J.Q}U -3
Lde clulys L 39l L
.10 -35 ol Jils lgand [ bl Olgis -4
L 15 o ST 1wlS =10 0
s [ ol I adsgll gl -5
e ol Lnpan [ oyl ]
Sz 45 Sl L]

83




Ol yoleo Lall

ey sy Colill aayl 8 (V) 8180 s « cytill ol i ¥ 59l €8

31 o

sl wlme 3310 sadl

Buday
elgdl Sl (e oy
ol e Jao 5l iyl iyl oo
gadl g Uadll 3 coolald Aual3I¥1 Augiudl
Jaall ¢ L) codland (he copuid) 38,5
s a9 ol peliia oidy
S Ao las colla al oty oyl p 53
81 51 Juaally 3Ll
By et A 59305 3 oyl onn
RPESR U PN [T ORI JEROIN |
S ooyl Adlad s cnaly gl 7 L4
NP TYAL N CAWZIPL RO E S
antis § b gl lpbis e cunyottd] uSiaiy
oegolgs Ao Akl Zpdall ciloglal
w2kl ae daladdl e syl
il lardl &yl aad cyoid] S
Liaidl (o bl Sl b eiaill
Aelaizdly
a3l oLl 8yls] e caliall s i
Adslmag s Aduylay (ovyll a Aasall
Jolaild &adl o il gyl cuyud! (st
Al ol ylls agyls § (ol aw
SLSoludl o adl 3 il e Ly
3 31 ol alams Al

84



IRy
ol wlme 38 dadl
By

e blast! e als gl l By eyl 330
Logiall oLl bloailg ¢ gl
Ao graiell al s 50505 § oyl s
EVNES| PR AE BN (WS
Aeloadly daddl o)Ll e coyual!
Sloanlly A8yl l G eyl Joda
deadl § ol | Ay ! Fedall 32¥ls
Wkl slely| e caalagll coyus o
Al goaall (o 2alEgllg il
ENE INRES IR IRAT S P T (199
(9 ASTY glall ALl Jie Aol
plaialy ol By U1 oyl JA5
B Bl of Acdidzdl oluall
sl iy Aol dielaS s cabs gall 7 L
syl alidl
Waladl Sgiun ady § syl palud
JUacd! o gl hatl ¥l § aianl

<]

85



el skl 3 (V) 880 i« ol g Laall § i yh Zupms 23N saell 4

BARTY

ooslre  dulme 38 Lol

KAPWES | XY RN ‘zLa.N L;aj-"-i).!_:ui
Aeddl Amall
Sy Bzmsall ladgs Gl Aanill deusl]

>

ISy Byqmag Adalad Azesall 331 L,
csalie
e 33glls Adall pulally alAYI e
gle, I g3
3 iy 8oLyl lall w3lal
Jalasl
ol B9 o e lodl ) Jguas ]!
il
Ol ey wayilly o lie zesall lousel
g5
Ading dalaie Jldiwd gyl dclos
Aol e Josaml) ylaxs¥) ool

Algdae

86



ol il
by
‘abbeﬁ.\.é'ﬂ‘ ua.n.& 2o

Ay 33,00 Jila olalayle olisdll
Aagedag
sy plAsb o2kl Oglelay Ogalogl
e Ladsls dslel fuay glall @l
VS [ PUSN
d Dl dasy pase ddd) musss ol
A oy i i ylmindl oy
Adelsy
Floslas Ay Grogias alisl o2y

A id|

87



Mid-Ocean University

College of Management I

MIDOCEA

UNIV\F&:]TY"

Specialization Healthcare Management

Assessment of the Impact of Employee Training Programs on
Improving Patient Experience: An Applied Study on the

Healthcare Sector in the Eastern Region

Preparation:
HANEEN SALEH HARGAN

241000321

Supervision:
Dr. Al faisal Abdelhameed Mohamed

1446 — 2025


http://www.tcpdf.org

