
ISMoPHS 2020
The 2nd International Scientific Meeting on Public Health and Sports
(ISMoPHS 2020)
Volume 2021

Conference Paper

Impact of Effective Communication on the
Quality of Excellent Service and Patient
Satisfaction in the Outpatient Department
Dwi Ratna Sari1, Dhian Kartikasari2, and Nurnaningsih Herya Ulfah2,3

1Muslimat General Hospital, Ponorogo, East Java, Indonesia
2Department of Public Health, Faculty of Sport Science, Universitas Negeri Malang, Malang, East
Java, Indonesia
3College of Public Health Science, Chulalongkorn University, Bangkok, Thailand

ORCID:
Dhian Kartikasari: https://orcid.org/0000-0001-9101-7526
Nurnaningsih Herya Ulfah: https://orcid.org/0000-0002-9339-3493

Abstract
Effective communication is crucial to support nurses in providing excellent service,
including a caring attitude towards patients to help facilitate their needs and to realize
patient satisfaction. The purpose of this literature review was to describe the impact
of effective communication on the improvement of the quality of excellent service
and patient satisfaction in outpatient departments. This review was conducted by
searching published articles on Google with selected keywords including “effective
communication,” “excellent service” and “patient satisfaction.” The search was limited
to publications between 2009 and 2019. The result of the study showed that effective
communication can significantly impact the improvement of excellent service quality,
thereby increasing patient satisfaction with the health care they receive. The study
recommends a collaboration between the HR and the Head of Nursing to conduct
effective communication training. Nurses are expected to be able to improve their
effective communication skills with patients, and further studies are needed to dig
deeper into the impact of effective communication on improving the quality of excellent
service and patient satisfaction.
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1. Introduction

The era of globalization boasts intense competition in almost all sectors, including
hospital business which serves to provide health service for its surrounding community.
Health service aims to establish health standard that satisfy expectations and the
needs of the community by providing effective services [1]. The higher the demands
of the community for quality health services, the better the service must be to provide
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satisfaction to clients. Hospitals must be able to meet these needs by increasing the
quality of services, by applying customer-oriented or customer-focused strategies.

Outpatient Department as the first entrance in a hospital plays an important role
in determining the overall quality of the hospital. If the first impression disappoints a
patient, it is likely that they will look for other health care facilities. This will have an
impact on the reduction in visit rates. Administrative service factors, location access,
cost and facilities, and medical personnel are factors that influence outpatient services.
Nurses are medical personnel responsible for the quality of services in hospitals, as
patients essentially seek outpatient services to get consultations/opinions from medical
staff about their health problems, and whether they need any treatment [2].

One of the important and fundamental aspects in improving excellent service and
patient satisfaction is effective communication between nurses. It must be efficient,
accurate, complete, clear, and understood by the recipient of the message. Effective
communication is one important component in the healing process of a patient that
must be maintained by the medical staff. Nurses need to maintain good relations and
cooperation with patients, because nurses are the closest people who can comprehend
the problems experienced by patients comprehensively [3].

Ineffective communication between nurses and a patient will certainly have an impact
on patient dissatisfaction. This will lessen patient trust and loyalty which eventually leads
to decreasing number of visits. The result of a cross sectional research conducted by
Hanafi & Richard reports the impact of interpersonal communication on the level of client
satisfaction with (p = 0,000), claiming that nurses’ high interpersonal communication
skills with patients will provide satisfaction to them [4]. This result is also supported
by Indriyanti’s study, which uses the Spearman test, reporting the relationship between
nurse communication quality and the level of satisfaction in health services [5].

Additionally, health services require a good quality of service. This is supported by the
result of a research by Arianto, stating that creating a good interpersonal relationship
is a prerequisite for medical nurses. Numerous studies have shown that successful of
nurse-patient communication will have a positive impact on patients, including knowl-
edge satisfaction and understanding, adherence to treatment and measurable health
outcomes. The affective quality of the nurse-patient relationship is a major determinant
of patient satisfaction and medication adherence [6].

In the world of health increasingly tight with competition, various strategies are
needed to generate patient satisfaction. Each hospital seeks for various ways to remain
competitivewith other hospitals, including by improving the quality of service for patients
to provide satisfaction to every customer who uses the products or services of the
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hospital. What can be done to provide satisfaction for patients includes providing
excellent service for patients. This is advised by Fatmawati’s research, stating that
quality health care is needed by the community, and it is highly determined by the
health care providing health services at reasonable prices. The success of a hospital
cannot be reviewed just from the revenue; the quality must also be considered. When
there is quality, the service will be guaranteed to bring customer satisfaction and this
is profitable for the hospital. To maintain the loyalty of service users, many hospitals
continue to develop quality health care programs to generate patient satisfaction of
excellent health services [7].

An excellent service may revolve around the way service providers carrying the
duties, which affect patient satisfaction. According to Lassere, creating excellent service
does not have to be expensive. Being polite, always smiling, and being friendly to clients
do not cost service providers a dollar. Excellent service makes quality and will have an
impact on client satisfaction [8]. A research conducted by Dewi et al (2013) found that
service quality affects patient satisfaction positively by 99% [9]. Amin and Nasharuddin
in their research also found that by implementing a good quality of service would lead
to the service users feeling great satisfaction [10].

Patients usually have confidence in the attributes of a product from the image of the
product. Effective communication between the medical staff and patients can increase
their confidence in the information provided by the medical staff. Patients’ trust and the
ability of the medical staff in explaining various information relating to patients’ history of
illness are included in the factors supporting patient satisfaction. A research by Wahyuni
et al. mention several reasons why the patients do not come back to the hospital/clinic
where they have been treated: 1% of them died, 3% of them states that it is due to
relocation, 5% of them states that they are satisfied with other hospital’s/clinic’s, 9% of
them states that it is due to competitors’ persuasions, 14% of them states that it is due
to dissatisfaction with the hospital’s/clinic’s products, and 68% of them states that it us
due to poor service quality [11].

Based on the background above, this study focuses on the impact of effective
communication on the improvement of the quality of excellent service and patient
satisfaction in outpatient department.

2. Material and Method

This research uses the literature review method, which is started by searching for
articles published on Google Search with the inclusion criteria as follows: (1) effective
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communication, (2) excellent service (3) patient satisfaction. The search was limited to
publications from 2009-2019.

3. Results

Nurses’ ability to perform effective communication is the key to creating a therapeutic
relationship between them and patients. It will help nurses in providing excellent service
with regard to increasing patient satisfaction with the health services provided.

3.1. Impact of effective communication on the improvement of
quality of excellent service

Excellent service is in accordance with applicable standards in a hospital, and is
the kind that is compatible with patient expectations. Hospitals are the place where
multi-disciplinary services may have the potential to overlap one another, cause
inter-professional conflicts and delays in examinations and actions [12]. Errors in the
implementation of health services (70-80%) might be caused by poor communication
and understanding among the staff. Good teamwork and effective communication can
help reduce patient safety problems [13]. Good communication is a strategy to effectively
and efficiently achieve the desired quality of results. Communication in collaboration is
an important element to improve the quality of service and patient safety [14].

3.2. Impact of effective communication on patient satisfaction

Nurses are medical personnel responsible for the quality of services in hospitals,
as patients essentially seek outpatient services to get consultations/opinions from
medical staff about their health problems, and whether they need any treatment [15].
One of the important and fundamental aspects in improving excellent service and
patient satisfaction is effective communication between nurses. It must be efficient,
accurate, complete, clear, and understood by the recipient of the message. Effective
communication is very important in the process of establishing a therapeutic relationship
that can support the healing of patients and protect patients from potential dangers due
to miscommunication.
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3.3. Analysis of the impact of effective communication on the
improvement of the quality of excellent service and patient
satisfaction

Effective communication has an impact on the quality of excellent service provided by
nurses, and it affects the level of patient satisfaction with the services provided. Accord-
ing to Suwarto, the quality of excellent health services may include perfect performance
health staff when giving services. Not only does it generate satisfaction for patients in
accordance with the average satisfaction of the population, but also in accordance
with established standards and professional codes of ethics. Patient satisfaction is a
behavioural reaction after receiving health services. It affects the decision to repeat or
re-purchase the same service, and the delivery of messages or impressions to others
about the health services provided [16].

4. Discussion

The following is the discussion related to the analysis of the impact of effective commu-
nication on the improvement of the quality of excellent service and patient satisfaction:

4.1. Impact of effective communication on the improvement of
quality of excellent service

According to Anita, nurses are required to be able to communicate effectively with
other health staff and patients to integrate safe and effective care, which will lead
to excellent service for patients. Communication plays an important role in creating
quality of services, affecting on patient outcomes [17]. A research conducted by Diane,
et al. states that failed effective communication is one of the main causes of sentinel
events by 65%, which might result in the decrease in the quality of excellent service
[18]. This is supported by a research by Rokhmah & Anggorowati, stating that effective
communication between nurses and the entire healthcare team and patients can sig-
nificantly improve the quality of excellent service in patient care. Therefore, effective
communication must be mastered by nurses to improve the quality of excellent service
[19].

A nurse must be able to apply effective communication when taking care of patients.
According to Almond P. & Yardley J., effective communication requires nurses to coor-
dinate well with patients. This study claims that giving a typology ability to work in
collaboration with patients is based on egalitarian and ethical principles. To be able
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to do this, nurses need a solid moral framework to help their practice be ethical and
sensitive. This framework includes the development and understanding that all patients
have the right to obtain good quality health services, to be assisted and facilitated, to
eliminate all barriers in order to access good health services [20]. According to Jahromi
M. K. & Ramezanli S., the main barrier in nurses-patients communication is the lack of
time to pay attention to the patients’ needs. This study also explains the relationship
between fatigue, lack of appreciation of the performance of nurses, and the workload
of nurses as the barriers to effective communication with patients, thereby reducing the
quality of excellent service. Thus, support for nurses is needed to help them improve
effective communication with patients to realize excellent service [21].

Effective communication between nurses and patients will affect the improvement
of the quality of excellent service. A research by Kurniawati includes 46 respondents
(65.7%) at the Panglima Sebaya Regional Hospital in Paser Regency who repeat their
visit. This is the impact of good quality of service supported by therapeutic communi-
cation, making the patients in the polyclinic of Panglima Sebaya Regional Hospital of
Paser Regency to feel that the treatment at the hospital is successful in curing their
illnesses, thus deciding to repeat the visit when they fall sick in the future [22]. Patients
will feel satisfied with the services if health staff can establish good relations with them
through good communication techniques and attitudes while providing care [23].

Effective communication between nurses and patients will enhance the therapeutic
relationship between them so that nurses can provide the best service. EAn excellent
service may revolve around the way service providers carrying the duties, which affect
patient satisfaction. According to Lassere, creating excellent service does not have to be
expensive. Being polite, always smiling, and being friendly to clients do not cost service
providers a dollar. Excellent service makes quality and will have an impact on client
satisfaction. This certainly will affect one’s trust in nurses and in the image of a nurse.
Given the important role of nurses in generating patient satisfaction, it is important for
nurses to provide excellent service in hospitals [8].

4.2. Impact of effective communication on patient satisfaction

Effective communication is the basis for creating interpersonal relationships between
nurses and patients by focusing on communicating to understand the emotional
response of patients. It is the main method of implementing the care process [24].
The result of a cross sectional research conducted by Hanafi & Richard reports the
impact of interpersonal communication on the level of client satisfaction with (p =
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0,000), claiming that nurses’ high interpersonal communication skills with patients will
provide satisfaction to them [4]. This result is also supported by Indriyanti’s study, which
uses the Spearman test, reporting the relationship between nurse communication
quality and the level of satisfaction in health services [5].

Pujiastuti states that patient satisfaction is affected by nurses’ attitudes and behaviour
in communication, individual interest and good service delivery. Patient satisfaction
is generally about a person’s attitude when having an experience in health services.
Satisfaction is felt in the mind as it is an emotional condition, with regard to previous
experiences, hopes, and social networks. Satisfaction is achieved when patients’ per-
ceptions about the quality of health services they receive are positive, satisfying, and
meeting their expectations. Eventually, satisfaction at a certain level can lead to patient
loyalty. This shows that effective communication by nurses is very influential on patient
satisfaction and loyalty to the hospital [25].

Effective communication includes verbal and nonverbal factors. Verbal communica-
tion includes words that are clear and easy to understand. Whereas nonverbal com-
munication includes physical appearance, posture, facial expressions, and skin-to-skin
interaction. Purwanto, et al. uses a cross sectional approach in their study, focusing
on whether there is a relationship between verbal communication and non-verbal
communication with patient satisfaction (r = 0.705, p = 0,000), with the level of significant
of 5% (0,000 <0.05). It can be concluded that verbal communication and non-verbal
communication have a significant relationship with patient satisfaction [26]. The result
of the study by Gunawan, et al. shows that there is a significant relationship between
verbal and non-verbal communication by nurses on the decreasing level of Intensive
Care patients’ family anxiety [27].

The process of effective communication between nurses and patients is affected
by several factors. Tay, et al. shows that the factors affecting effective communication
include nurses, clients and the environment [28]. While Suryani claims that psychological
and social factors affect communication, including age, gender, cultural background
(ethnic and language), social class level, and social role [29]. Patient characteristics
include gender, age, occupation, income and economic status, education, and source
of fund for medical treatment [30].

Based on a variety of literature, effective communication consists of several impor-
tant components including: respect, empathy, audible, clarity, and humble, or com-
monly knowns as the five inevitable laws of effective communication, abbreviated as
REACH(31)]. These five conditions are important indicators of effective communication,
enabling patients to collaborate with health staff, to improve their own functional and
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psychological status, and to increase their satisfaction with the health services they
receive.

Additionally, Kusminarti mentions that another important aspect in conducting effec-
tive communication is the attitude of empathy that nurses must have when taking care
of patients’ needs [32]. A research by Syagitta, et al. states that there are several
things to consider in conducting effective communication: the obstacles perceived
by nurses when conducting effective communication and effective patterns of nurse-
patient communication that can affect the level of patient satisfaction with the health
services [33].

Patients who are satisfied with the health services provided will be loyal to a hospital.
Loyalty encourages patients to repeat visiting the hospital. Patients will feel satisfied if
health staff can foster good relations with them through communication techniques
and attitudes while providing health care [23]. This is supported by a research by
Kurniawati, revealing that there is a relationship between therapeutic communication
and the interest in return visits (p-value = 0.013) [22].

4.3. Analysis of the impact of effective communication on the
improvement of the quality of excellent service and patient
satisfaction

Implementation of good effective communication can increase the satisfaction felt by
patients. Communication plays a very important role in excellent service. Moreover,
communication is an absolute necessity for the relationship or interaction between
nurses and patients to support their recovery. Interpersonal communication relationship
between nurses and patients determines the satisfaction felt by patients. Patient satis-
faction is greatly affected by nurses’ interpersonal communication when they undergo
treatment, as they often compare services among hospitals [34].

Patients’ perceptions of the quality of hospital services affect their intention to go to
the hospital. This is in accordance with the opinion of Adiwidjaja & Dhuhaniyati about
principles of excellent service quality, including: reliability, responsiveness, assurance,
empathy, and tangibility. These principles simultaneously, positively, and significantly
affect patient satisfaction [35]. According to Kelana, et al. based on the Spearman Rho
statistical test they conducted showing a significance value of 0,000 (p <0.05), the
application of excellent service by nurses affect the level of patient satisfaction [36].

According to Anggarawati & Wulan Sari, nurses must provide excellent health ser-
vices. The quality depends on how the nurses take care of the patients and how
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patients feel the satisfaction of the service. A neat outlook, sufficient knowledge and
skills, friendly and polite attitude, quick response to the problems of patients, doctors
and peers, ability to communicate well, ability to provide convenience, understanding
about the needs of doctors in providing services are what the nurses must have when
providing health services. Doctors and patients must feel satisfied with their quality of
services. This satisfaction is the capital to increase commitment and performance of
internal customers (doctors and other health staff), needed to impact on improvement
of the quality of customer service (patients and families) [12].

Effective and responsible communication will help nurses to provide the best patient
care. In the research by Tjiptono & Chandra, statistically significant result shows a
relationship between nurses’ collaboration perceptions and satisfaction with decision
making. This is implied by increasing the professionalism of nurses and doctors in
providing customer satisfaction-oriented services [37]. Various events can be arranged
to improve the quality of services such as excellent service training to improve patient
satisfaction with health care. Fong Ha et al. found a convincing evidence suggesting
that when patients feel their nurses are effective communicators, then they will consider
them to be technically competent in providing excellent service, and appropriate and
effective care [38].

Patients who come to the hospital need medical treatment and a moral support
in dealing with and coping with their illnesses, and the psychological impact of it. If
someone is sick, they will usually feel anxiety, fear, worry and possible stress to depres-
sion. As stated by Chahaal, et al. patients in hospitals show psychological symptoms,
especially anxiety and depression, and it will only aggravate the patient’s condition.
In this case, nurses play a crucial role in effective and empathetic communication
to deal with these unfavourable psychological conditions and create a supportive
psychological atmosphere to help the patients recover by providing excellent service
without eliminating professionalism [39].

The application of effective communication by nurses is needed due to the increasing
awareness of nurses about the importance of fostering effective and open communi-
cation, to establish a trusting relationship with patients. It will help them understand
the patients’ problems and properly handle them. Nurses as the front liners of health
services need to apply effective communication skills to be able to convince patients
that the service they are receiving is of great quality. Hopefully, it can have an impact
on increasing patient satisfaction.
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5. Conclusion

A hospital is a health service provider. Health services aim to create the standard that
can satisfy the expectations and needs of the surrounding community by providing
excellent service. The higher the demands of the community for the quality of health
services, the better the service must be, to improve client satisfaction. Included in a
health service provider team is a nurse. Nurses must have the knowledge of services,
good attitude and appearance when providing services to patients. They especially
must have the skills needed for effective communication. The application of effective
communication between nurses and patients will create a sense of patient confidence
in nurses, with regard to their ability to help patients with their health problems. Effective
communication can support the development of quality health care programs by provid-
ing excellent service. Excellent service in the context of hospital business is provided to
patients based on quality standards to meet their needs and desires, to generate their
satisfaction, ultimately increasing their trust in the hospital. Effective communication
can significantly affect the delivery of excellent service quality, suggesting that it has
an impact on increasing patient satisfaction.
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