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ABSTRACT

This study aimed to recognize the level of the health personnel skills in
dealing with the public in the primary health care centers at the Palestinian
Ministry of Health and its impact on the effectiveness of the provided
health service and to detect the differences in the level of these skills
resulting from the difference in the features and general characteristics of
the respondents. So the researcher used the analytical descriptive approach
for its relevance and suitability for this study. The population of the study
included on the public enrolled in the target primary care centers; they are
about (89358) persons ,while the sample of study is about 768 person. To
achieve the objectives of this study, a questionnaire was designed to study
the variables of the study and to test the hypotheses. the questionnaires
were distributed to the sample of study by using the stratified random
sample.

The study reached to a set of results and the most important of it:

e The level of the health personnel skills in dealing with the public
(verbal communication and non-verbal, listening, asking questions,
Self-control, persuasion) and the level of effectiveness of the health
service (public satisfaction and the improvement of health outcomes)
is good, but it needs more improvement and development.

e There is a direct and positive statistically significant relationship at
a=0.05 between the health personnel skills in dealing with the
public and the effectiveness of the health service in the primary
health care centers.

The study concluded several recommendations such as :

1. The need to develop and refine the health personnel skills in dealing
with the public through courses, workshop, seminars and others.

2. Doing periodical researches to study the level of public satisfaction
about the provided services in all facilities of the ministry of health
to assess the current situation and address the deficiencies.

3. Paying more attention to the activities that enhance the relationship
between the health personnel and the public like visits, meetings,
celebrations and others.

4. Focus on the level of the candidate skills in dealing with the public at
the process of selection and appointment, whether in written tests or
interviews.
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