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Abstract

The professional relationship between dentists and patients encompasses the provision of medical care
and needs to be completed by an ethical and accurate communication. This highlights the significant emphasis
placed on the interaction between medical staff and patients in medical practice. The success of dental treatments
also hinges on the dentist's ability to establish a connection through communication with patients, paying attention
to their needs, and demonstrating empathy and care towards them. Materials and Methods: For this
observational-prospective study it was developed a questionnaire consisting of 10 closed-ended questions. The
aim is to assess patients' opinions regarding the role and impact of communication in their relationship with
dentists and on the success of medical treatment. Results and Discussions: The results indicate that the majority of
patients evaluate their collaboration with dentists from a medical perspective but also through the way of
communication and interaction quality. There is a strong emphasis on how healthcare providers are aware by their
patient’s needs, demonstrating empathy and skills in their professional collaborations. Conclusions: The primary
conclusion of this study centers on the development of communication skills among dentists to achieve successful
therapeutic outcomes, given the increasing needs of patients in the present context.
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INTRODUCTION

In the past three decades, communication has become an effective tool for improved
outcomes in our society and moreover in medical field. Communication improves health,
medical education and influence the social and behavioral changes that aime patient health.
Population’s behavior regarding oral health may change through an effective transmission of
medical information being dependent on the dentist's communication skills and a strategic
approach in communication [1,2].

In the context of health issues, most patients feel helpless and vulnerable but gaining
their trust is essential for their confort and complaince. It is important that each interaction to
be viewed as an opportunity for bidirectional information exchange and as a chance to
establish a partnership with the shared goal of healing or safeguarding health [3,4].
Communication skills ensure the efficient time management, comprehension of
recommendations and treatments, optimal health outcomes, and a high level of patient
satisfaction [5].

For effective communication between dentist and patient, it is crucial to analyze the
interaction process from the perspective of both parties involved. The patients' perspective on
their interaction with the dentist will be influenced by how they understand and internalize
their health issue, how they manage the uncertainty regarding the progression of their
condition, and the extent to which they are involved in decision-making and complaince with
the medical staff [6,7].

Patients' perspectives on communication are influenced, on one hand, by the content
of the interaction and, on the other hand, by variables related to their perception of health [8].
It is challenging to determine which variables are most crucial for improving communication
between dentists and patients. None of the investigations, dental treatments, or technology
cannot be use to its maximum potential for patient if it is not accompanied by effective
information exchange, coordination, and collaboration between patients and healthcare
providers [9,10]. Studies show that dentists and patients attribute different meanings to the
concept of "competent medical personnel." While dentists consider that a key criteria for a
competent dentist is the ability to accurately diagnose. Patients prioritize how well their
health needs are met through effective communication, which is grounded in empathy [11,
12]. The information and explanations provided by dentists form the core of the
communication in their relationship with patients. Through the communicated information,
the dentist clarifies various aspects related to the patient's health status, thereby reducing
their level of uncertainty and anxiety regarding the medical procedure [13].

It is evident that the provision of information holds significant importance, and
studies indicate that patients who receive clear and relevant information through effective
communication exhibit higher levels of treatment adherence, thereby achieving the
anticipated medical outcomes [14,15].

Aim and objectives

The aim of this study is to highlight the benefits of effective communication in the
patient relationship, which can ensure optimal therapeutic compliance in the medical field
characterized by numerous diagnostic and therapeutic manoeuvres.

MATERIAL AND METHODS

The research of the role of communication in dental medical practice focuses on
conducting an observational-prospective study, which involves a questionnaire composed of
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10 closed-ended questions. The questionaire evaluate patients' opinions regarding the role
and implications of communication in their relationship with dentists and its impact on the
success of therapeutical dental procedures.

The time allocated for responding to the questionnaire was one week, and it was
distributed to 50 patients from various dental practices in Timis County. The responses were
compiled and analyzed statistically and the questionnaire was distributed in both printed and
electronic formats via different social media platforms.

Patients completed an appendix to the questionnaire, which included their consent to
participate in the study, after being informed about the purpose of the research. They had the
right to ask any questions they considered necessary regarding the study and were informed
that they could withdraw from the study at any time without facing any adverse
consequences.

The questionnaire developed began with a section providing general information
about the patients' background (Urban/Rural). The first question aimed to assess patients'
opinions about the benefits of integrating the three forms of communication—verbal, non-
verbal, and para-verbal —during their interaction with the dentist in medical practice. We
sought to examine if patients use not only verbal communication but also non-verbal and
para-verbal communication when interacting with their dentist, and how these forms of
communication have assisted them in the interaction.

The second question in the questionnaire was based on the premise of language
barriers in medical communication, considering that most patients lack specialized medical
knowledge. We aimed to evaluate their opinions on the extent to which dentists should be
attentive and strive to simplify the terminology used when conveying messages, so that the
information communicated is understood correctly.

The third question in the questionnaire addresses a crucial element of the
communication process: active listening. We aimed to evaluate if patients understand the
concept of active listening and to gauge how this understanding contributes to improving the
communication process in their relationship with the dentist.

The fourth question analyzed the implications of effective communication in dental
medical practice concerning the increase in patients' trust in the healthcare system. We aimed
to assess if patients feel more confident in collaborating with dentists when their interactions
are effective and free from communication barriers.

For question number five, patients were asked about the role of empathy in
communication. Specifically, they were inquired if they believe a dentist who demonstrates
empathy can develop a closer connection with them, thereby fostering cohesion. The aim was
to explore whether dentists should exhibit empathy in their relationship with all patients or
whether it should be more pronounced when interacting with minor or elderly patients.

The sixth question aims to analyze potential dysfunctions that may arise in the
communication process between dental practitioners and patients when using closed-ended
questions. It is based on the existence of two types of questions that can be posed during an
interaction: closed-ended and open-ended questions, each serving its specific purpose. We
seek to explore from the patients' perspective whether open-ended questions are preferable in
interactions with dentists, as they might allow for more effective communication.
Additionally, we aim to investigate whether closed-ended questions are more suitable for
interactions with emotionally distressed patients or if, in these cases as well, open-ended
questions would be more beneficial.

Question number seven was included to analyze the extent to which a dentist should
adapt and individualize their communication style for each patient, given that each patient is
unique. We aim to investigate whether the communication rules in medical practice can be
universally applied to all patients or if it is beneficial for the dentist to adjust their
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communication style to meet the needs of each individual patient. Additionally, we seek to
explore whether patients consider it beneficial for them to take into account the type of
dentist they are interacting with during the course of their professional relationship.

Question number eight in the questionnaire addresses a highly relevant and current
topic in dental medical practice: the usefulness of organizing professional training courses in
medical communication sciences. Given that the dental profession today requires not only
medical knowledge but also the development of communication skills, we analyzed how
beneficial it would be for dentists to receive training and guidance from specialists in
communication regarding the rules and techniques they should consider when interacting
with patients.

Question number nine examines one of the most important elements of non-verbal
communication: eye contact. We aim to evaluate the extent to which dentists use eye contact
as a form of non-verbal communication when interacting with patients and how this
contributes to conveying a sense of security in the medical encounter.

Question number ten aims to analyze the feedback in the communication between
dentists and patients. We determined whether providing feedback from patients at the end of
the conversation contributes to enhancing communication in medical practice and if is
helping the dentist to understand whether the information conveyed was correctly
understood by the patient or not.

RESULTS

The collected data were analyzed based on the patients' background. For question 1,
according to the results, out of 50 patients, 12 from rural areas and 34 from urban areas
believe that using verbal, non-verbal, and para-verbal communication is effective during the
medical procedure in interactions with the dentist. They hold the view that integrating these
three forms of communication is much more beneficial for accurately conveying messages.
Two patients from rural areas and two from urban areas, believe that this approach is
beneficial in communication with the dentist, but not in all cases. None of patients rejected the
usefulness of employing these three forms of communication.

Question 1:

I o
LI

Count

Rural Urban
Area

Figure 1. Statistical results for question 1 acording to urban and rural environment

Question 2, upon compiling the questionnaires, it was found that 13 from rural and 32
from urban areas believe it is very important for the dentist to minimize specialized language,
particularly when dealing with patients who lack specialized medical knowledge or
education. This practice helps facilitate a correct understanding of the conveyed information
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and removes potential communication barriers. Only 1 patient, one from rural and 4 from
urban areas, stated that minimizing specialized language does not always eliminate
communication barriers, but only in certain situations, thus not allowing for a general
conclusion. It is notable that no patient considered this measure to be unhelpful, indicating
that all patients prefer medical staff to communicate information in a clear, coherent manner,
avoiding ambiguities caused by complex terminology.
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Figure 2. Statistical results for question 2 acording to urban and rural environment

Question 3: Do you believe that active listening represents one of the most important
rules in the communication process between the dentist and patients? 0 - Yes; 1 - I lack
knowledge about what active listening represents in the communication process, and
therefore cannot provide a pertinent opinion on this subject; 2 - No. Among the 50 patients
surveyed, 13 from rural areas and 32 from urban areas consider active listening to be one of
the most important rules in the communication process between the dentist and patients.
Three patients from urban areas did not provide an opinion on this matter due to their lack of
understanding of what active listening entails in communication. Additionally, two
patients —one from rural areas and one from urban areas —do not believe that active listening
improves the relationship in dental medical practice.
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Figure 3. Statistical results for question 3 acording to urban and rural environment
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Question 4: Do you believe that effective communication between medical staff and
patients will increase the patients' trust in the healthcare system? 0 - Yes, in all situations; 1 -
Yes, but not in all situations; 2 - No. 10 subjects from rural and 31 from urban areas stated
that effective communication in medical practice with all medical staff would increase their
trust in the healthcare system. Patients would approach specialists with greater opening. A
small number of patients (4 from rural and 3 from urban areas) believe that effective
communication with medical staff does not automatically lead to increased trust in the
healthcare system in all cases. Additionally, only 2 patients from urban areas responded
negatively to this question.
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Figure 4. Statistical results for question 4 acording to urban and rural environment

The results for question 5 show that out of the 50 patients surveyed, 4 from rural areas
and 19 from urban areas believe that it is very important for the dentist to show empathy
during communication, particularly when dealing with elderly patients or minor patients
accompanied by their guardians. They feel that an empathetic approach facilitates
communication. Nine patients from rural and 16 from urban areas consider empathy to be
very important in the communication process, regardless of the patients' age. Only 2
participants in the study (one from rural and one from urban areas) do not believe that
empathetic dentists will interact and communicate more effectively in practice.

Rural Urban
Area

Figure 5. Statistical results for question 5 acording to urban and rural environment
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Question 6: Do you believe that asking closed-ended questions by the dentist during
communication with patients somewhat hinders interaction by limiting patients' ability to
express their ideas and feelings? Out of the 50 patients surveyed, 9 from rural areas and 22
from urban areas believe that asking closed-ended questions by the dentist can somewhat
hinder interaction by restricting patients' ability to express their ideas and emotions. A
smaller number of patients (4 from rural areas and 14 from urban areas) stated that closed-
ended questions can be useful when the dentist is dealing with emotionally expressive

patients. Only one patient from rural areas felt that closed-ended questions do not create any
dysfunctions in the communication process.
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Figure 6. Statistical results for question 6 acording to urban and rural environment
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Question 7: Do you believe that for effective collaboration, communication should be
adapted to each type of patient? Regarding the importance of adapting communication in
dental practice depending by each patient, 10 from rural and 26 from urban areas believe that
the dentist should adapt their communication style to the needs of each patient for effective
interaction. Three patients from rural and 10 from urban areas felt that not only should the
dentist adapt their communication style, but patients should also adjust their communication
approach based on the type of dentist they are interacting with. Only one patient from rural
area did not consider this aspect important in their interaction with the dentist.
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Figure 7. Statistical results for question 7 acording to urban and rural environment
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Question 8: Do you consider professional training courses in communication useful in
medical practice? Eleven patients from rural areas and 36 from urban believe that professional
training courses focused on communication in medical practice, conducted by specialists in
the field, are extremely useful. One patient from rural areas consider that these courses are
useful, but not in all situations. Additionally, 2 patients from rural area do not believe that
participating in these courses adds value to medical communication.
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Figure 8. Statistical results for question 8 acording to urban and rural environment

Question 9: Does eye contact during the communication of information by the dentist
capture the patient's attention regarding the message being conveyed and simultaneously
convey a greater sense of security about the medical procedure? Regarding this question, 12
subjects from rural areas and 34 from urban areas consider that eye contact during the
communication of information by the dentist effectively captures the patient's attention to the
conveyed message and conveys a greater sense of security about the medical procedure. Only
three patients, 2 from rural areas and 1 from urban areas, believe that this aspect of non-
verbal communication is not beneficial in all situations, particularly with emotionally

sensitive patients. Additionally, one patient from urban areas answered negatively to this
question.
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Figure 9. Statistical results for question 9 acording to urban and rural environment
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Question 10: Do you consider that feedback provided by patients at the end of the
consultation is an important element in communication with dentists? According to the last
question of the questionnaire, 12 subjects from rural areas and 36 from urban areas believe
that feedback is extremely important and should be provided by patients at the end of the
interaction with the dentist. This allows the dentist to see if the information given was
understood and perceived correctly by the patients. Only one patient from the rural area does
not think that feedback ensures effective communication in all situations, and one patient
from the rural area also gave a negative response to this question.
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Figure 10. Statistical results for question 10 acording to urban and rural environment

DISCUSSIONS

In recent years, there has been a decline in patients' trust in the healthcare system in
Romania. This is not only because some dentists may lack the competence and knowledge but
because, in many cases, they fail to give time and importance to the relational needs of
patients, often downplaying their importance. This is precisely what should be avoided in
dental practice, and it can be achieved when dentists are aware of the need for effective
communication with patients [16,17].

In the medical field, communication has its own specific characteristics, determined by
the needs of patients. Medical professionals must develop a range of relational skills [18].

It is crucial for dentists to realize that most of the time, patients coming to the clinic are
unfamiliar with the field, having various concerns and uncertainties. Minimizing the use of

specialized terminology will positively influence their anxiety about dental procedures
[19,20].

CONCLUSIONS

In recent years, there has been a decline in patients' trust in the healthcare system in
Romania. This is not only because some dentists may lack the necessary competence and
knowledge but also because, in many cases, they fail to address the relational needs of
patients, often downplaying their importance. This is precisely what should be avoided in
dental practice, and it can be achieved when dentists are aware of the need for effective
communication with patients [16,17].
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In the medical field, communication has its own specific characteristics, determined by

the needs of patients. Medical professionals must develop a range of relational skills [18]. It is
crucial for dentists to realize that most of the time, patients coming to the clinic are unfamiliar
with the field, having various concerns and uncertainties. Minimizing the use of specialized
terminology will positively contribute to the control of their anxiety about dental procedures

[19,20].

REFERENCES

1. Barbos MC: Comunicarea in domeniul sanatatii. Teorii, modele explicative, aplicatii, Editura
Universitatii Alexandru Ioan Cuza, Iasi, 2020: 67

2. Sinadinovi¢ D, Hajdukovié 1A, Mijomanovié¢ S. Doctor-patient communication in medicine and
dental medicine, Serbian Dental Journal, 2020; 1 (67): 50-54

3. Hasson G: Cum sa-ti dezvolti abilitatile de comunicare: ce stiu, fac si spun expertii in
comunicare, Editura Polirom, Iasi, 2012: 34

4. Smith AJE. Communication in the dental practice. Building a good dentist-patient relationship
with communication, Ned Tijdschr Tandheelkd, 2019; 126(1): 37-44

5. Dinu G: Strategii ale comunicdrii in cabinetul stomatologic. Un model cultural si organizatoric,
Editura Eikon, Bucuresti, 2021: 31

6. Josan L: Relationarea medic-pacient. Modelul medicului formator, Institutul European, lasi,
2018: 60

7. Gasparik Al: Aspecte teoretice ale comunicarii medic-pacient, Ed. University Press, Bucuresti,
2020:80

8. Nastasiu S, Esanu-Dumnazev D. Elemente structurale in comunicarea interpersonalda medic-
pacient, Revista Acta et Commentationes, Sciences of Education, 2019; 2(16): 54-55

9. Iorgulescu G: Elemente de stiinte comportamentale si neurostiinte in medicina dentard, Editia I,
Editura Medicald, 2017: 102

10.  Popa-Velea O: Comunicare. Comunicare medicald, Editura Universitara Carol Davila, Bucuresti,
2023: 230

11. Mahler B: Comunicarea medic-pacient in cuvinte si dincolo de ele, Editura Humanitas,
Bucuresti, 2023:70

12.  Fathima SA. Communication - An Effective and Efficient Tool in Dentistry, Acta Scientific
Dental Sciences, 2019; 8 (3): 74-76

13.  Kadanakuppe S. Effective Communication and Empathy Skills in Dentistry for Better Dentist-
Patient Relationships, Journal of Dental Problems and Solutions, 2015; 2 (3): 58

14. Easson E. Communicating effectively with patients, British Dental Association, 2020; 7 (21): 50

15.  Narita I: Comunicare si comportament, Editura de Vest, Timisoara, 2019: 76

16. Drdcsineanu C. Reconsidering the role of language to improve the doctor-patient
communication, Romanian Journal of Oral Rehabilitation, 2020; 2(12): 229-234

17.  Oand SC: Relatia medic-pacient in practica medicald, Editura All, Bucuresti, 2021: 119-120

18.  Popescu CA, Armean SM: Curs de comunicare medicald pentru studentii de la Medicina
Generald, Editura Medicald Universitara Iuliu Hatieganu, Cluj-Napoca, 2019: 25

19. Sabika Saeed HS, Muraikhi A, Khalid Esmael MER, "et al". Attitudes Of Dentist Towards
Communication Skills Learning, International Journal of Dentistry and Oral Science (IJDOS),
2020; 7(12): 1187-1192

20. Popovici RA, Levai MC, Podariu AC, Rusu L.C., Faur A.: Particularitati ale comunicdrii in
medicing, Editura Mirton, Timisoara, 2016: 50-53

21.  Pop D. M, Negrutiu M. L., Tanase A. D., Craciunescu E. L., Novac A. C., Bojoga D. E., Miok K,,

Popa M. Importance of Communication for the Dental Treatment of ASD Patients, Medicine in
Evolution Volume XXX, No. 1, 2024

453



