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Abstract

This study aimed to explore the impact of medical staff communication skills on healthcare
service quality and patient satisfaction in emergency departments, focusing on identifying the key
verbal and non-verbal communication skills, listening, question directing, persuasion, and self-control
in enhancing patient experience. The results revealed a significant positive effect of all communication
skills on service quality and patient satisfaction, with verbal communication showing a correlation
coefficient of (R = 0.778) and explaining approximately 60.5% of the variation in service quality and
patient satisfaction. Non-verbal communication, listening, question directing, and persuasion skills also
demonstrated strong and statistically significant effects, indicating that effective communication
between medical staff and patients is essential for enhancing patient satisfaction and improving

healthcare quality.

Based on these findings, the study recommended several practical measures to improve patient
experience, including developing training programs for medical staff focused on effective
communication skills, enhancing hospital communication mechanisms through instructional messages
and signage, applying modern healthcare management practices to ensure timely response and high-
quality care, regularly monitoring and evaluating patient experience to address weaknesses, and
fostering a supportive work environment by providing necessary resources and a comfortable setting
for medical staff. These recommendations highlight the importance of integrating communication skills
with modern management practices to provide comprehensive healthcare that meets patient needs and

ensures satisfaction.
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