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Designing the model of patients’ satisfaction in hospitals:
Impact of medical staff’s emotional intelligence, spiritual
intelligence, and affectivity
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Abstract

Background: Although there is consensus on importance of Emotional Intelligence (EI) and
dispositional to patients’ satisfaction, there are a few researches that have been performed in this area.
To cover the theoretical gap, the aim of current study is reviewing the empirical research in linking
emotional intelligence, spiritual intelligence, and positive & negative affectivity related to patients’
satisfaction, in order to propose a comprehensive model.

Materials and Methods: This is a descriptive study. Statistical population included nurses,
physicians and their patients in two public and two private hospitals. Data gathered from the total
number of 228 participants. Random sampling procedure was conducted to select individuals in each
hospital. The data gathering instrument was questionnaire that reliability for all of items was greater
than 0.70. Kolmogrov-Smirnov test, T-test and path analysis is applied to data analyze.

Results: The results suggest that spiritual and emotional medical staff’ characteristics explained 71
per cent of the variance in the rate of patients’ satisfaction (R*=0/39) that is a sizeable amount in
behavioral studies. Emotional intelligence, positive affectivity, and spiritual intelligence, have positive
effects and negative affectivity which has negative effects on patients’ satisfaction. Also effective
communications with patient, job performance, and cohesiveness among medical staff, have a mediator
role in the model.

Conclusion: Since nurses and physicians frequently suffer from stressful hard work, they should
have particular intelligence and disposition to gain in both performance standards and the ultimate
patients’ satisfaction.

Keywords: Patients’ satisfaction, Emotional intelligence, Affectivity, Spiritual intelligence, Hospital
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