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Abstract
The doctor–patient communication is an important clinical function in building the
doctor–patient relationship that becomes the heart and art of the medicine. There are
many doctors who have no effective doctor–patient communication and no longer
have consultation time that creates complaints and dissatisfaction for the patient.
Patient satisfaction is strongly influenced by the quality of communication between
him and the doctor. This is a systematic review showing PRISMA flowchart using online
databases such as ProQuest and Google Scholar with Doctor–Patient Communication,

Patient Satisfaction, and Consultation Length as the keywords, restricting the academic
journals and articles published between 2002 and 2016. Research showed that the
average consultation length of doctor–patient communication appears to be positively
related to the patient satisfaction. The length of consultation time was on average
6.9–12.4 minutes. Increasing effective communication is generally associated with
increased patient satisfaction with consultation time. It is essential that doctors spend
time with patients to communicate adequately in relation to their illness.
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1. Introduction

The doctor–patient relationship (DPR) is one of the most important subjects in medical
sociology and health policy. Due to mutual understanding, undistorted DPRs not only
result in satisfaction of both doctors and patients, but also help to reduce financial
burdens for patients and the health care system [1].

Effective communication enables doctor to be better clinically, effective commu-
nication also improves patient care and disease outcome. The three main goals of
doctor–patient communication are creating a good interpersonal relationship, facilitat-
ing exchange of information and including patient in decision-making. The benefits

How to cite this article: Erita Fitri Surbakti and Kurnia Sari, (2018), “The Relationship Between Consultation Length and Patient Satisfaction: A
Systematic Review” in The 2nd International Conference on Hospital Administration, KnE Life Sciences, pages 41–49. DOI 10.18502/kls.v4i9.3556 Page 41

Corresponding Author:

Kurnia Sari

kurniasari.phui@gmail.com

Received: 17 October 2018

Accepted: 5 November 2018

Published: 5 December 2018

Publishing services provided by

Knowledge E

Erita Fitri Surbakti and Kurnia

Sari. This article is distributed

under the terms of the Creative

Commons Attribution License,

which permits unrestricted use

and redistribution provided that

the original author and source

are credited.

Selection and Peer-review under

the responsibility of the 2nd

ICHA Conference Committee.

http://www.knowledgee.com
mailto:kurniasari.phui@gmail.com
https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/


The 2nd ICHA

of effective communication for patients are (1) patients problem can be identified
more accurately; (2) helping patients to recall information and comply with treatment
instruction; thereby, providing patient satisfaction; (3) increasing patients understand-
ing about the treatment; (4) increasing compliance which leads to improve health
and better outcomes; (5) promoting better emotional health for resolution and symp-
toms and pain controls; and (6) improving quality of care by involving patients in
decision-making. Effective communication is also beneficial for doctors, it improves
doctor patient relationship and enables seeking the relevant information and recog-
nizing the problems of patients by way of interaction and attentively. Good doctor–
patient communication has the potential to help regulate patient’s emotions and allow
for better identification of patient’s needs, perception and expectation. Effective com-
munication reliefs doctors of some pressures when dealing with the difficult situation
and counters emotional demanding profession and enhance job satisfaction. Last but
not least, effective communication can help to reduce the incidence of clinical error
[2].

Patient satisfaction is a multi-dimensional healthcare construct affected by many
variables. Patient satisfaction is predicted by factors relating to caring, empathy, reli-
ability and responsiveness [3].

2. Methods

2.1. Search strategy

This study used a systematic review based on the PRISMA-P Protocol. Articles were
searched by keywords ‘Doctor–Patient Communication’, ‘Patient Satisfaction’ and ‘Con-
sultation Length’ in online database ProQuest and Google Scholar.

2.2. Filtering process

We searched ProQuest, Google Scholar and were limited to articles published between
2002 and 2016, with no language restriction. We identified 6112 articles, which then
screened for inclusion.

In ProQuest, we searched the following keyword ‘Doctor–Patient Communication’
and no year restriction, actually we found 6112 articles. First restriction we choose
academic journals because a scientific articles present research results and is written
by researcher and aimed for academic reader. The articles must have been reviewed
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by experts within the same subject area before publication. From the first, we found
2372 articles.

After that, we restrict only 2002–2016 journals and found 1987 articles, we take
the last 14 years to limit the time span of study. Next we restrict only English journal
only found 1958 articles. For eligibility we add second keyword into ‘Doctor–Patient
Communication’ AND ‘Patient Satisfaction’ to filter all the journals thus getting closer
to the tittle and research purpose, so the author get 725 articles. Then we add third
keyword into “Doctor–Patient Communication’ AND ‘Patient Satisfaction’ AND ‘Consul-
tation Length’ to filter all the journals thus getting closer to the tittle and research
purpose, so we get 37 articles. And then, for the final article we found 5 articles
searched by hand. Figure 1 shows the selection process of this research.

3. Results

The variation in consultation length between countries was finding of this study. The
six countries could be divided into three pairs that differed significantly from each
other with respect to total consultation time. Belgium and Switzerland had the longer
consultation time, Germany and Spain had the shortest consultation times, and con-
sultation times for Netherland and United Kingdomwere in between. The mean length
of consultation for all consultation was 10.7 minutes [4].

Psychosocial problems in the consultation was an important factor influencing the
length of consultation. When doctors perceived a psychosocial problem, the duration
of the consultation was increased.

From this journal also found that consultation timewas longer in city based practices
than in rural practices. Consultation length in city practices lasted 1,5 minutes longer
than rural practices.

4. Discussion

From several journals, it is found that there is direct relationship between patients
satisfaction and consultation time. According to Wilson & Child, 2002, doctors with
9 minutes or more consultation length were more likely than doctors of less than 7
minutes. In Gorgan City, Islamic of Iran, doctors with longer consultation time more
precisely, prescribe fewer drugs and present better health advice to the patients. The
total mean consultation was 6.9 minutes, and mean consultations time for GP’s in the
city were shorter than those in village (6.7 versus 7.5) minutes [5].

DOI 10.18502/kls.v4i9.3556 Page 43



The 2nd ICHA

T˔
˕˟
˘
1:
Re

su
lts

of
st
ud

y
se

le
ct
io
n.

No
.

JO
UR

NA
L
TI
TL
E

AU
TH

OR
S

M
ET

HO
DS

VA
RI
AB

LE
AN

AL
YS

IS
RE

SU
LT

1
Co

ns
ul
ta
tio

n
le
ng

th
in

ge
ne

ra
l

pr
ac
tic

e:
cr
os

s-
se

ct
io
na

li
n

si
x
Eu

ro
pe

an
co

un
tr
ie
s

De
ve

ug
el
e
et

al
.,

20
02

Cr
os

s-
se

ct
io
na

l
Co

ns
ul
ta
tio

n
le
ng

th
of

ge
ne

ra
l

pr
ac
tit
io
ne

rs

Co
ns

ul
ta
tio

n
le
ng

th
is
de

te
rm

in
ed

by
va

ria
bl
es

re
la
te
d
to

th
e
do

ct
or

an
d
th
e

do
ct
or
’s
co

un
tr
y
as

w
el
la

s
by

th
os

e
re
la
te
d
to

pa
tie

nt
s.
W
om

en
co

ns
ul
tin

g
in

an
ur
ba

n
pr
ac
tic

e
w
ith

pr
ob

le
m
s

pe
rc
ei
ve

d
as

ps
yc
ho

so
ci
al

ha
ve

lo
ng

er
co

ns
ul
ta
tio

ns
th
an

ot
he

rp
at
ie
nt
s.

Th
e
m
ea

n
le
ng

th
of

co
ns

ul
ta
tio

ns
w
as

10
.7

m
in
ut
es

2
Th

e
re
la
tio

ns
hi
p

be
tw

ee
n

co
ns

ul
ta
tio

n
le
ng

th
,p

ro
ce
ss

an
d
ou

tc
om

es
in

ge
ne

ra
lp

ra
ct
ic
e:

A
sy
st
em

at
ic

re
vi
ew

W
ils
on

&
Ch

ild
s,

20
02

Ob
se

rv
at
io
na

l
Co

ns
ul
ta
tio

n
le
ng

th
Th

er
e
w
er
e
co

ns
is
te
nt

di
ff
er
en

ce
s
in

se
ve

ra
le

le
m
en

ts
of

pr
oc

es
s
an

d
ou

tc
om

e
be

tw
ee

n
ge

ne
ra
l

pr
ac
tit
io
ne

rs
w
ho

co
ns

ul
ta

td
iff
er
en

t
ra
te
s.
Al
th
ou

gh
av

er
ag

e
co

ns
ul
ta
tio

n
le
ng

th
m
ay

be
a
m
ar
ke

ro
fo

th
er

do
ct
or

at
tr
ib
ut
es

,t
he

ev
id
en

ce
su

gg
es

tt
ha

tp
at
ie
nt
s
se

ek
in
g
he

lp
fr
om

a
do

ct
or

w
ho

sp
en

ds
m
or
e
tim

e
w
ith

th
em

ar
e
m
or
e
lik
el
y
to

ha
ve

a
co

ns
ul
ta
tio

n
th
at

in
cl
ud

es
im

po
rt
an

t
el
em

en
ts

of
ca
re

Do
ct
or
s
w
ith

an
av

er
ag

e
co

ns
ul
ta
tio

n
le
ng

th
of

le
ss

th
an

7
m
in
ut
es

,w
er
e

le
ss

lik
el
y
th
an

do
ct
or
s
w
ith

an
av

er
ag

e
co

ns
ul
ta
tio

n
le
ng

th
of

9
m
in
ut
es

or
m
or
e,

to
re
co

gn
iz
e
an

d
de

al
w
ith

lo
ng

te
rm

pr
ob

le
m
s
an

d
ps

yc
ho

so
ci
al

pr
ob

le
m
s,
ev

en
w
he

n
co

nt
ro
lle

d
fo
ri
nd

iv
id
ua

lc
on

su
lta

tio
n

le
ng

th
.

3
Re

la
tio

ns
hi
p

be
tw

ee
n

co
ns

ul
ta
tio

n
le
ng

th
an

d
pr
es

cr
ib
in
g
of

dr
ug

s
in

Go
rg
an

ci
ty
,I
sl
am

ic
Re

pu
bl
ic
of

Ira
n

Kh
or
iV

et
al
,.
20

12
Cr
os

s-
se

ct
io
na

l
st
ud

y
Co

ns
ul
ta
tio

n
le
ng

th
Pa

tie
nt

fa
ct
or
s
th
at

w
er
e
si
gn

ifi
ca
nt
ly

as
so

ci
at
ed

w
ith

a
lo
ng

er
m
ea

n
du

ra
tio

n
of

co
ns

ul
ta
tio

n
tim

e
w
er
e:

hi
gh

er
nu

m
be

ro
fh

ea
lth

pr
ob

le
m
s,

ol
de

ra
ge

an
d
fe
w
er

ite
m
s
of

pr
ev

io
us

ly
us

ed
dr
ug

s.
Ph

ys
ic
ia
n

fa
ct
or
s
th
at

w
er
e
si
gn

ifi
ca
nt
ly

as
so

ci
at
ed

w
ith

a
lo
ng

er
m
ea

n
co

ns
ul
ta
tio

n
tim

e
w
er
e:

yo
un

ge
ra

ge
,

hi
gh

er
nu

m
be

rs
of

ite
m
s
pr
es

cr
ib
ed

an
d
in
je
ct
ab

le
dr
ug

s
pr
es

cr
ib
ed

,
fr
eq

ue
nc

y
of

in
te
rr
up

tio
n
an

d
hi
gh

er
w
or
kl
oa

d

Th
e
to
ta
lm

ea
n
co

ns
ul
ta
tio

n
tim

e
w
as

6.
9
m
in
ut
es

.T
he

m
ea

n
co

ns
ul
ta
tio

n
le
ng

th
fo
rf
em

al
e
pa

tie
nt
s
w
as

si
gn

ifi
ca
nt
ly

lo
ng

er
th
an

fo
rm

al
e

pa
tie

nt
s:
7.
5
m
in
ut
es

ve
rs
us

6.
3

m
in
ut
es

.

DOI 10.18502/kls.v4i9.3556 Page 44



The 2nd ICHA

No
.

JO
UR

NA
L
TI
TL
E

AU
TH

OR
S

M
ET

HO
DS

VA
RI
AB

LE
AN

AL
YS

IS
RE

SU
LT

4
Co

ns
ul
ta
tio

n
le
ng

th
,

pa
tie

nt
-e
st
im

at
ed

co
ns

ul
ta
tio

n
le
ng

th
,a

nd
sa
tis

fa
ct
io
n
w
ith

th
e
co

ns
ul
ta
tio

n

Ca
pe

,2
00

2
Qu

es
tio

nn
ai
re
s

Co
ns

ul
ta
tio

n
le
ng

th
Pa

tie
nt

sa
tis

fa
ct
io
n
w
ith

th
e

co
ns

ul
ta
tio

n
w
as

re
la
te
d
in

th
is
st
ud

y
w
ith

pa
tie

nt
s
ov

er
es

tim
at
in
g
th
e

le
ng

th
of

th
ei
rc

on
su

lta
tio

ns
,b

ut
no

t
w
ith

ac
tu
al

m
ea

su
re
d
co

ns
ul
ta
tio

n
le
ng

th
.

Th
e
m
ea

n
du

ra
tio

n
of

th
e
co

ns
ul
ta
tio

n
w
as

9,
9
m
in
ut
es

;6
0%

pa
tie

nt
s

ov
er
es

tim
at
ed

th
e
le
ng

th
of

th
ei
r

co
ns

ul
ta
tio

n
an

d
40

%
un

de
re
st
im

at
ed

th
e
co

ns
ul
ta
tio

n
le
ng

th
.P

at
ie
nt

sa
tis

fa
ct
io
n
w
as

no
ts

ig
ni
fic

an
tly

as
so

ci
at
ed

w
ith

co
ns

ul
ta
tio

n
le
ng

th
,

bu
tw

as
as
so

ci
at
ed

w
ith

pa
tie

nt
-e
st
im

at
ed

co
ns

ul
ta
tio

n
le
ng

th
an

d
w
ith

pa
tie

nt
pe

rc
ep

tio
n
of

co
ns

ul
ta
tio

n
le
ng

th
re
la
tiv

e
to

its
ac
tu
al

le
ng

th
.

5
Ou

tp
at
ie
nt

sa
tis

fa
ct
io
n
an

d
qu

al
ity

of
he

al
th

ca
re

in
N
or
th

In
di
an

M
ed

ic
al

in
st
itu

te

Pu
ri
et

al
.,
20

12
Cr
os

s-
se

ct
io
na

l
st
ud

y
Pa

tie
nt

sa
tis

fa
ct
io
n
an

d
co

ns
ul
ta
tio

n
tim

e

Pa
tie

nt
sa
tis

fa
ct
io
n,

pr
es

cr
ip
tio

n
qu

al
ity

,a
va

ila
bi
lit
y
of

fa
ci
lit
ie
s,
si
gn

ag
e

di
sp

la
y
an

d
pa

tie
nt
–d
oc

to
r

co
m
m
un

ic
at
io
n
w
er
e
de

sc
rib

ed
in

th
is

st
ud

y.

Th
e
m
ea

n
sc
or
e
fo
rp

at
ie
nt
–d
oc

to
r

in
te
ra
ct
io
n
w
as

fo
un

d
si
gn

ifi
ca
nt
ly

lo
w
er

(3
.6
/5
)a

m
on

g
di
ss
at
is
fie

d
pa

tie
nt
s
co

m
pa

re
d
to

th
e
sa
tis

fie
d

pa
tie

nt
s
(4
.7
/5
)S

at
is
fie

d
pa

tie
nt
s

re
po

rt
ed

a
si
gn

ifi
ca
nt
ly

hi
gh

er
co

ns
ul
ta
tio

n
tim

e
(1
2.
4
m
in
ut
es
)w

ith
a

do
ct
or

co
m
pa

re
d
to

di
ss
at
is
fie

d
pa

tie
nt
s
(8
.5

m
in
ut
es
)

DOI 10.18502/kls.v4i9.3556 Page 45



The 2nd ICHA

 

 

Figure 1: Flow chart of study selection.

A research by Cape found that the mean durations of the consultations was 9.9 min-
utes; 60% patients over-estimated the length of their consultations and 40% patients
under-estimated the length of consultations. In this study, patient’s satisfaction was
not significantly associated with consultations length [6].
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In North Indian medical institute, a research by Puri et al. found that the mean score
for availability of patients convenience facilities and for doctor’s patients interaction
was above 90% of the maximum score. Mean quality scores for prescription quality,
facilities availability, signage display, and total quality scores of satisfied patients was
not significantly difference from that of the dissatisfied patients. However, the man
quality score for doctor patients interaction was found to be significantly lower (3.6/5)
among the dissatisfied patients compared to the satisfied patients (4.7/5). It was found
that the factors such as sex, age, education, monthly income and occupation had no
significant influence on the mean quality score [3]. Satisfied patients reported a signif-
icantly higher consultation time (12.4 minutes) with a doctor compared to dissatisfied
patients (8.5 minutes) [3].

Consultation time for rural GPs was longer than those practicing in urban areas.
It is perhaps because of the presence of more psychosocial problems, self-therapy
and delay in submission, complicated patients with several diseases and lower work-
load (as measured in the waiting room) caused longer consultation times among rural
patients this study.

While actual consultation time is undoubtedly important to patients and outcomes,
how the time is used to best help patients feel listened to, understood, and helped is
also important [6].

4.1. Gender differences

Therewere differences betweenwoman patients andmen patients. From several jour-
nals, consultation times were longer for woman patients than men patients. Women
patients are often described as more talkative than men, and they are more likely
to discuss psychosocial problems. It is also found that female doctors have longer
consultation time than male doctors.

4.2. Patient satisfaction

Patient satisfaction score is high in the previous as well as in the current visit. Despite
of long waiting times of two and a half hours and difficulties securing consultation,
patient satisfaction is high. This may be due to patients perceiving the doctor–patient
interaction as good and it can be argued that it met their expectations. Overall satisfied
patients had higher doctor–patient interaction scores than dissatisfied patients. The
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time spent with the physician may be strongly associated with patient satisfaction
than the waiting time [7].

Another research indicates that patient satisfaction may be enhanced when doc-
tors spend time explaining things to patients and professional experience of doctors
may also affect satisfaction. Patients prefer doctor with longer consultation time than
doctor with shorter consultation time. In addition, patients who completed the written
communication form reported higher doctor–patient communication score in under-
standing their health, communicating their health concerns, and feeling that they were
partners with their physician.

5. Conclusion

Many things could influence the patient satisfaction, including waiting time, hospital
facilities, and doctor–patient communication or interaction. Doctor–patient communi-
cation is one of the important things to increase patient satisfaction. Many things could
be assessed from communication between doctor and patient, including patient satis-
faction. Length of consultation is one of the things to increased patient satisfaction.

Increasing consultation length is generally associated with increased patient satis-
faction with consultation time. To run satisfactory outpatient departments it is impor-
tant, not only to reduce waiting times, but also to ensure a good doctor–patient com-
munication process.

In five journals were obtained, the length of time the consultation was average 6.9–
12.4 minutes. From that score, we can assumed that is essential for doctors spending
time with patients to communicate adequately in relation to their illness. For the sum-
mary at all, responsiveness, friendliness, and attentiveness are things that assessed
patient of a doctor. So, doctors with a warm and friendly style are more effective than
doctors with rigid style.
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