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Health communication?



Impact of health communication
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 Quality of care

 Continuity
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 Treatment
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 Patient safety

 Referral follow-up

Online access to medical record 
leads to higher quality doctor’s visit

Surgeon and anethesist receive
warning for miscommunication

Women dies during surgery
because of spelling error
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Conceptual model of communication outcomes in a hospital

Agarwal R, Sands DZ, Schneider JD. Quantifying the economic impact of communication inefficiencies in U.S. hospitals. J Healthc Manag 2010; 55: 265–81; discussion 81-2.4
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Communication satisfaction: effects

5

 Job satisfaction*

• 22% of the Belgian nurses are dissatisfied about their job
• Comparable to rates in Sweden, Norway and Switzerland
• Less than rates in Spain (38%), UK (39%) and Greece (56%)

 Turnover intention
• Consciously and willingly leaving the work organization

 Burnout
• Reaction to chronic emotional and interpersonal stress experienced in the job**

* Aiken LH, Sermeus W, Van den Heede K, Sloane DM, Busse R, McKee M, et al. Patient safety, satisfaction, and quality of hospital care: cross sectional surveys of nurses and patients in 
12 countries in Europe and the United States. Bmj. 2012;344:e1717

** Maslach C, Schaufeli WB, Leiter MP. Job burnout. Annu Rev Psychol. 2001;52:397-422.



Results from literature



 Social networks & teams

 Leadership with strong authority tends to decrease
communication within a team

 Leadership able to handle hierarchy appropriately
by creating a trustworthy environment ensures
faster communication and more participation

Interprofessional communication in healthcare

7 Vermeir, P. et al (2017). Job Satisfaction in Relation to Communication in Health Care Among Nurses: A 
Narrative Review and Practical Recommendations. SAGE Open, 7(2).



 Complexity of medical care & limitations of human 
action reinforce the importance of standardized
communication and a secure environment 

 Medical errors are predominantly the consequence
of a system failure (82 %)

Deficits in communication and influence on patient safety

8 Vermeir, P. et al (2017). Job Satisfaction in Relation to Communication in Health Care Among Nurses: A 
Narrative Review and Practical Recommendations. SAGE Open, 7(2).



 Contributor to job satisfaction & job performance

 Downs & Hazen:
 Communication climate
 Supervisor communication
 Media quality
 Horizontal communication
 Organizational integration
 Personal feedback
 Organizational perspective
 Subordinate communication

Communication & communication satisfaction
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Downs CW, Hazen MD. A factor analytic study of communication satisfaction. Journal of Business Communication. 1977; 14(3): 63-73.



 Intrinsic factors
 Autonomy, good interpersonal relationships, appreciation
 Communication with supervisor and peers
 Job dissatisfaction ~ intention to leave
 Job dissatisfaction ~ burnout

Job satisfaction, intention to leave and burnout
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Results from the study in 
Flanders



Methods
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 Nurses from 3 hospitals
 Questionnaire

• Socio-demographics
• Job satisfaction VAS
• Communication Satisfaction Questionnaire
• Questionnaire on the Experience and Evaluation of Work
• Maslach Burnout Inventory

Vermeir, P. et al (2016). Intra-organizational communication satisfaction and job satisfaction among nurses. Workplace Health and Safety. Volume: 66 issue: 1, page(s): 16-23



Results
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Response rate 1452/3371 (43,2%)

Vermeir, P. et al (2016). Intra-organizational communication satisfaction and job satisfaction among nurses. Workplace Health and Safety. Volume: 66 issue: 1, page(s): 16-23



Communication Satisfaction Questionnaire

14 Vermeir, P. et al (2016). Intra-organizational communication satisfaction and job satisfaction among nurses. Workplace Health and Safety. Volume: 66 issue: 1, page(s): 16-23



Job and communication satisfaction
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 Job satisfaction
• 7,5/10

 Communication satisfaction
Items Satisfied Indifferent Dissatisfied

General organizational perspective 38.8 31.3 29.9

Organizational integration 68.5 19.5 12.0

Personal feedback 60.6 20.0 19.3

Relation with supervisor 73.5 13.9 12.5

Horizontal Informational Communication 58.8 25.4 15.7

Media Quality 53.2 25.6 21.1

Communication climate 50.3 26.1 23.5

Relation with employees 57.9 25.6 16.5



Turnover intention & burnout
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 Turnover intention

59.9% low (811/1355)

33.3% moderate (451/1355) 
6.9 % high (93/1355) 

 Burnout
41/1454 (2.9%) nurses have Maslach Burnout Inventory scores indicative for burnout
21.9% have low scores for ‘Personal accomplishment’
Emotional exhaustion (12.4%) and cynism (10.7%)



Associations
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• All dimensions of communication satisfaction ~ job satisfaction

• All dimensions of communication satisfaction ~ turnover intention
(except Relation with employees)

• All dimensions of communication satisfaction ~ burnout
(except Relation with employees)

GOP OI PF RSup HIC MQ CC REmp

Correlations 0.307 0.426 0.435 0.442 0.456 0.396 0.454 0.210



Recommendations



Educational factors

 Implement simulation training of interprofessional teams as
a first step in establishing improved communication skills
within practicing clinical teams.

 Pay particular attention to situations that are especially
vulnerable for or prone to communication breakdown, such
as handoffs and transfers in care. These can be dealt with
through trigger- or check-list structured protocolized
approaches.

 Embed standardized tools and behaviors into the care
process, such as the SBAR method (situation, background,
assessment and recommendation), in order to improve
safety.
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Psychological factors

 Underline the importance of the psychosocial work environment
and the relationship between burnout, role conflict, job satisfaction
and psychosomatic health.

 Acknowledge that cultural change is at the heart of this quest:
from the culture of the individual expert physician to a truly
collaborative team environment. The complexity of the care
system necessitates a change towards a culture of open
communication and collaboration and is essential for safeguarding
clinical outcomes.

 Improve work motivation by creating proper work environments
that enhance autonomy and enable nurses to work as specialists.
Work motivation can be increased by showing appreciation for
work performed well.
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Organizational factors (1)

 Acknowledge that improvements in this field should be a
priority. The implementation of interventions which focus
on the intrinsic values of nurses’ can help to prevent job
burnout, increase job satisfaction and reduce turnover.
Information on the psychosocial work climate is necessary
to provide a basis for such interventions.

 Create and maintain a work environment in which
participative management thrives. This can be achieved by
increasing empowerment, while reaffirming and
strengthening the role as well as the skills of nurse
leaders.
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Organizational factors (2)

 Aim to identify the factors involved within the particular
organization and explore their relation with job satisfaction
in order to support the development of management
interventions.

 It is imperative that hospital management acknowledge the
relevance of enhancing job and communication
satisfaction to clinical practice and organizational integrity.
Management must provide positive leadership and
understand the local issues that affect nurses in order to
enhance nurse retention, reduce intention to leave and
avoid nurse shortage.
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