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Abstract

This study aimed to identify the communication challenges between
citizens and hospital administration. It was conducted at EI Hadi Ben Jedid
Hospital in El Tarf. The research population consisted of hospital visitors,
including patients and their companions. The sample comprised 60
individuals. A questionnaire was developed based on two variables: the
independent variable, the communication challenges, and the dependent
variable, the hospital.

To achieve the study's objectives, a descriptive methodology was employed.
The questionnaire served as the primary data collection tool, with observation
as a secondary tool. The questionnaire questions were formulated based on
the following central question: How does the communication process, both
formal and informal, between citizens and hospital administration affect the
quality of services provided and the level of patient satisfaction and trust?

The following sub-questions were also addressed:

1. What is the nature of the communication relationship between citizens
(patients and their families) and hospital administration in public healthcare
institutions?

2. What are the main communication barriers that hinder effective
communication between citizens and hospital administration? 3. How does
this communication problem affect patient satisfaction and institutional trust
in healthcare services?

In light of this study, after collecting and tabulating the data, calculating
frequencies and percentages, and then interpreting and analyzing them, we
arrived at the following results:

We conclude from the study's findings that the communication relationship
between citizens and administration within the healthcare institution is
existing and relatively effective, but it suffers from some shortcomings
primarily related to organizational aspects such as procedural complexity,
lack of information, and long waiting times. Conversely, the results show that
good communication plays a pivotal role in enhancing trust and improving the
institution's image, making improving the quality of communication a
prerequisite for raising the level of citizen satisfaction and improving
performance within the healthcare institution.
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Keywords: Communication problem, citizen, administration, healthcare
institution
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