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Abstract

Introduction: Knowledge and skill of human resources is the most important source of competitive advantage
of the organization. Paying attention to each of these skills and abilities shows that each of them has been
created and strengthened in a long-term process and by combining individual capabilities and efforts in the
context of the environment.

Methods: The research method is qualitative and with a descriptive phenomenological strategy. Based on this,
in the first part, for the in-depth examination of the desired concepts, the method of document study and the
theoretical basis was used, and then the semi-structured interview design was used and the initial model was
obtained. The participants were 10 faculty members and lecturers with a long history in Lorestan University of
Medical Sciences in the academic year of 1402-1403, who were selected using the purposeful sampling method
and the snowball method up to the limit of theoretical saturation. The inductive content analysis technique
was used in the data analysis. To check the validity of the findings, the member review method was used. To
determine the reliability, the reliability method between two coders (intra-subject agreement) was used.
Results: The final combination of findings showed empathic communication skills in the final model in four
categories; 1- cognitive skills, 2- emotional skills, 3- moral skills and 4- behavioral skills are mentioned.
These components can be used in improving the performance of the health system, education and treatment in
universities of medical sciences and play a significant role.

Conclusions: In the present study, based on the results obtained, four main dimensions of empathetic
communication skills have been identified and categorized, including emotional, cognitive, behavioral, and
ethical skills.

Keywords: Empathic communication skills, Cognitive skill, Emotional skill, Behavioral skill, Moral skill.
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Extended Abstract

Introduction

Empathy, as the most important human trait that
is important in every aspect of life, is essential for
human health. Empathy is the ability to put oneself
in the shoes of others to understand their pain as
they walk. Empathy is an important human trait
in many aspects of life. Empathetic people can
identify and understand situations, recognize the
feelings, motivations, perspectives, and attitudes
of another person (1). Recently, researchers have
shifted their focus from stating limited dimensions or
distinguishing between these dimensions to providing
a more integrated approach to empathy (2).
Empathy is the most effective component of good
communication. In building relationships with others,
empathy skills play a very effective and accelerating
role. In fact, empathy provides a shortcut to building
relationships with others and, in addition, improves the
quality of the relationship (3). Empathetic interaction
prepares the ground for a relationship based on trust.
Studies have shown that empathy can create a space
where people’s defensiveness is eliminated and they
are able to talk about their feelings and needs (4).
Since there is a gap in studies regarding the provision
of a comprehensive and integrated model for
empathetic communication skills in government
and integrated organizations, and also considering
the importance and continuity of the subject, and in
order to help improve and develop existing studies
in this field, this study was conducted. The purpose
of this study is to identify the components and
provide a model for the development of empathetic
communication skills among professors and faculty
members of the universities of medical sciences in
Lorestan province. It also seems that the results of
this study can help relevant managers and officials to
pay more attention to empathetic skills in their unit or
the relevant organization and provide the conditions
for health and promotion of desired productivity.

Methods

Discovering and extracting the pattern of dimensions
of empathetic communication skills among university
lecturers requires the use of a method that provides
a detailed understanding of the subject. Qualitative
method is the most appropriate way to achieve this
goal. Therefore, content analysis method was used in

AY

this study.

Participants

Participants included lecturers and faculty members
of Lorestan University of Medical Sciences, from
whom 10 people were selected using the snowball
method. The criteria for selecting participants were
higher work experience and expertise in the field in
question. Also, in selecting individuals, their different
views on the phenomenon under study and their
interest in the interview were given priority, and also
the educational degree, field of study, and field of
work of individuals were also criteria for selecting
participants. For this reason, samples in different
groups related to the subject were used.

Instrument

was conducted in the collection of data from semi-
structured face-to-face interviews with faculty
members of the University of Medical Sciences who
were selected in 1402-1403.

Method

All interviews were conducted after coordination
with the participants in a private setting (office) or a
room in the hospital and treatment environment. The
interviews were recorded and taped. Immediately after
the initial interviews, data analysis was performed
and formed the decisions for subsequent interviews,
and interviews were conducted until data saturation,
that is, until no new information was obtained. The
recorded data were read and listened to several times,
and semantic units and initial codes were extracted.
The initial codes obtained were reduced by merging
similar codes (with codes extracted from theoretical
foundations - content categories), and eliminating
duplicate codes.

Results

Inorderto presentamodel and identify the components
of empathetic communication skills among professors
and faculty members of Lorestan University of
Medical Sciences, related themes were obtained
using axes and indicators identified from a review
of the research literature (items and codes extracted
from five questions of standard questionnaires used
in similar studies including; Jefferson’s Standard
Physician Empathy Questionnaire (7), Queendam’s
Communication Skills Questionnaire (20), Barton’s
Communication Skills Questionnaire (22), Jarabak’s
Communication Skills Questionnaire (21, 23), and
Manjmizadeh’s Interpersonal Communication Skills
Questionnaire (24) and other materials presented in



the research literature and analysis and interpretation
of semi-structured and in-depth interview data with 10
lecturers and faculty members of Lorestan University
of Medical Sciences in the academic year 1402-
1403. In the first step, open codes were extracted and
conceptualized from the theoretical basis and open
extracted codes from the interviews (as described
in Table 2). After removing duplicate and similar
items, all remaining extracted codes (as described in
Table 3) were extracted and then the selected codes
were identified as themes (main components) based
on the highest level of abstraction and conceptual
commonality. And they were presented in the form of
four categories of empathetic communication skills
including cognitive skills, emotional skills, ethical
skills, and behavioral skills. In the present study,
the method of review by members and participants
was used to validate the qualitative data obtained.
For this purpose, the components of the empathetic
and the obtained
model were returned to the members and several of

communication skills model

them were spoken to and asked to identify possible
ambiguities and provide their suggestions.

Conclusions

In the present study, in addition to the holistic
skills,
relationship with each other has also been shown. This

identification of these their conceptual
work allows managers, professors, policymakers,
and decision-makers to take appropriate strategic
measures in this field in order to strengthen these
skills, eliminate and deal with challenges and
obstacles, and identify the origin and main place
of creating and strengthening these skills. Based
on the results obtained, four main dimensions of
empathetic communication skills have been identified
and categorized, including emotional, cognitive,
behavioral, and ethical skills. In a nutshell, the goal of
any organization or institution is to achieve the highest
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level of productivity. The lack of skilled employees
and professors with empathetic communication skills
and the lack of appropriate cognitive, emotional,
and moral skills and behavioral skills with students,
patients, and the target community as a whole can
create challenges, obstacles, and limitations in the
organization and make it unsuccessful.
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