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Abstract
This study aimed to measure the effect of the skills of
dealing with patients (verbal communication, non-verbal
communication, listening, and persuasion) on the quality of
health service (responsiveness, reliability, empathy, tangibility,
and assurance). The study was applied on a sample of (264)
Patients attending Menoufia University hospitals, and the
primary data for conducting the study were collected using a
questionnaire, and to ensure the reliability and validity of the
measures used in the study, based on factor analysis and
Cranach's Alfa . The study reached that: There is a positive
significant effect of all the skills of dealing with patients (except
for non-verbal communication) on the quality of the health
service in the hospitals under study, and the arrangement of
these skills was in terms of impact: verbal communication,
listening, and finally persuasion. The results of the study also
showed the existence of a positive significant effect of the
dimensions of dealing with patients (verbal communication,
persuasion) on the responsiveness dimension as one of the
dimensions of health service quality. The results showed that all
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dimensions of dealing with patients skills (except for non-
verbal communication) had a positive significant impact on the
dimensions of reliability and empathy on the dimensions of
health service quality. And also the presence of a positive
significant impact on communication skills, whether verbal or
non-verbal, on the tangibility dimension of the dimensions of
health service quality, and finally, the results indicated a positive
impact for all dimensions of dealing with patients skills on the
dimension of assurance as one of the dimensions of health
service quality, and the arrangement of these dimensions was
Where the effect is: listening, then verbal communication,
followed by persuasion, and finally non-verbal communication
Key words: Skills of dealing with patients, Quality of health
service, the skill of verbal communication, the skill of non-
verbal communication, the skill of listening, the skill of
persuasion, the skills of dealing, the quality of service, the
dimensions of service quality, the dimensions of health service
quality
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