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Objective: This research aimed to examine the relationship between the communication
skills of nurse managers and the quality of caring behaviors among nurses.

Materials and Methods: This is a cross-sectional study. Participants were 44 nurse
managers selected via census sampling, and 209 nurses selected via convenience sampling
from teaching hospitals affiliated with Birjand University of Medical Sciences, Birjand,
Iran, in 2023. The Nurse Leader Communication Behaviors (NLCA) scale and the 42-item
Caring Behavior Inventory (CBI-42) were utilized to collect data. Descriptive statistics and
inferential statistics, including Pearson’s correlation test, chi-square test, Fisher’s exact
test, independent t-test, and regression analysis, were used to analyze the collected data.

Results: The mean age of nurse managers and nurses was 44.64+6 and 34.22+7.72 years.
The total NLCA score according to nurse managers was significantly different from the score
based on nurses’ perspectives (129.11+17.96 vs 94.24+41.52; P=0.001). According to the
nurses’ reports, the mean CBI-42 score was 181.42+18.34, which was significantly (P=0.001)
higher than the score reported by nurse managers (172.23+23.64). There was no significant
relationship between the total NLCA and CBI-42 scores, as reported by nurse managers
and nurses. From the perspective of nurse managers, among the NLCA domains, only the
“feedback delivery” could significantly predict the CBI-42 score (f=0.3, 95% Cl; 0.05%, 6.36%,
P=0.04), while from the perspective of nurses, only the empathy domain could predict the
CBI-42 score (B=0.2, 95% Cl; 0.49%, 2.24%, P=0.002).

Conclusion: There is a positive, significant correlation between some domains of nurse

Keywords: © managers’ communication skills and nurses’ caring behaviors. This highlights that enhancing
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Nurses, Nurse manager : improving patient outcomes.
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e Caring behavior reflects nurses’ professional competence, and many factors can affect its quality.

e We found a positive, significant correlation between some components of nurses’ care behaviors and nurse man-

agers’ communication skills.

e There is no significant correlation between the total NLCA and CBI-42 scores.

Plain Language Summary

Caring behavior is not only a reflection of nurses’ professional competence but also a defining and distinctive fea-
ture of the nursing profession. Nurse managers play a significant role in shaping nurses’ caring behaviors. This re-
search examined the relationship between the communication skills of nurse managers and the caring behaviors of
nurses. It was found that some components of nurse managers’ communication skills had a significant correlation
with nurses’ care behaviors. Therefore, hospital officials should take appropriate measures to improve nurse manag-
ers’ communication skills to improve the nurses’ caring behaviors.

Introduction

he nursing practice is a core element of pa-

tient care [1]. The theoretical principles of

nursing are rooted in an understanding of

care and caregiving behaviors [2]. Patient

care is synonymous with nursing care [3].
Given the significant impact of quality nursing care on
patients’ well-being and overall health, caring behav-
iors are an important element of nursing practice [2].
Caring behavior is not only a reflection of nurses’ pro-
fessional competence but also a defining and distinctive
feature of the nursing profession [4, 5]. Caring behavior
has two components: Physical and psychosocial. Physi-
cal caring behaviors include performing daily tasks,
diagnostic interventions, treatments, procedures,
education, and problem-solving, all aimed at achiev-
ing desired outcomes and physical improvement. On
the other hand, psychosocial caring behaviors involve
building trust, accepting the patient’s emotions, being
transparent and honest, fostering a sense of hope in
patients, establishing effective communication with pa-
tients, and providing emotional support to patients [6].

According to a study conducted in Taiwan, although
the majority of patients are satisfied with the caring be-
haviors of nurses, there is still a need to enhance the
quality of nursing care, particularly in addressing ethi-
cal issues such as respect and effective communication
with patients [7]. The studies conducted in Iran in this
field have reported conflicting results. A study focusing
on nurses working in intensive care units found that,

while nurses had higher scores in the physical and tech-
nical aspects of care (e.g. ensuring patient safety and
administering medications), their scores were lower in
the psychosocial aspect. This is concerning due to the
importance of addressing patients’ psychosocial needs
[8]. A cross-sectional study in Iran found that nurses
placed greater emphasis on technical and routine care
than on social and emotional aspects. However, this ap-
proach was insufficient to meet all patients’ needs [3].
Salimi et al. reported that Iranian nurses gave equal at-
tention to both the physical and psychological aspects
of care [9].

Various factors associated with the development and
reinforcement of caring behaviors in nurses, including
care competence, sense of duty, work experience, reli-
gious beliefs, and supervision of nursing care behaviors
[10]. Factors such as work shift delivery process [4] and
training programs for nurses also contribute to nurturing
caring behaviors [6]. Inadequate organizational support
and nurse dissatisfaction are intra-organizational fac-
tors that indirectly affect the provision of proper nurs-
ing care [3]. A study conducted in Indonesia found that
nursing management not only contributed to nurses’
personal and professional satisfaction but also played
a significant role in shaping their caring behaviors [4].
Nurse managers have a wide range of tasks, including
identifying the training needs of nurses [11]. However,
the primary and most crucial task of a nurse manager
for achieving caring goals is to establish an effective
intra-organizational communication with nurses [12].
Garon highlighted the significant role of nurse manag-
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ers in cultivating a culture of communication among
nurses, which directly correlates with improved patient
care [13].

Recognizing the significance of delivering high-quality
nursing care to patients and acknowledging the poten-
tial impact of nurse managers’ communication skills on
nurses’ caring behaviors, and given the conflicting find-
ings in the existing studies regarding the level of com-
munication skills, quality of nursing care, and the limited
research conducted in Iran, this study aimed to explore
the relationship between the communication skills of
nurse managers and the quality of caring behaviors in
nurses.

Materials and Methods

This is a descriptive-analytical study with a cross-sec-
tional design that was conducted in teaching hospitals
affiliated with Birjand University of Medical Sciences
in 2023. The nurse managers of these hospitals were
selected using a census sampling method, while the
nurses were selected using a non-random convenience
sampling method. In this regard, 44 nurse managers
(including supervisors, matrons, and head nurses) with
at least two years of work experience in managerial po-
sitions were selected. Also, 209 nurses with at least 2
years of experience in providing direct patient care from
various departments were selected for the study. The
sample size of nurses was determined using the formula
of correlation considering the Standard Deviation (SD)
of nursing caring behavior (0.64) in Hosseinzadeh et al.’s
study [2], 95% Confidence Interval (Cl), and 5% margin
of error. All nursing managers of the educational and
treatment center where the research was conducted
(n=44), participated in the study.

The recorded sociodemographic characteristics in-
cluded: Age, sex, marital status, work experience, and
education level. The Nurse Leader Communication Be-
haviors (NLCA) scale, developed by Hopkinson et al. in
2020 [14], was used to collect data on nurse managers’
communication skills from both managers’ and nurses’
perspectives. The questionnaire was first translated into
Persian using the back-translation method, and its face
validity and content validity were evaluated and con-
firmed (Content Validity Index [CVI] >0.79). It had high
internal consistency (Cronbach’s a=0.85). It consisted of
35 items and 8 subscales, including comprehensibility,
method of communication, listening, feedback delivery,
empathy, non-verbal communication, meta-linguistic
communication, and participation. Each item is rated
on a five-point Likert scale, ranging from 0 (never) to
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4 (always). The total score ranges from 0 to 140, with
higher scores indicating better communication skills.
The 42-item Caring Behavior Inventory (CBI-42), devel-
oped by Wolf et al. in 1998 [15], was used to assess the
quality of caring behaviors from the perspective of both
managers and nurses. The CBI-42 has five subscales,
including respectful deference to others, assurance of
human presence, positive connectedness, professional
knowledge and skills, and attentiveness to others’ ex-
periences. Each item is rated on a six-point rating scale
from 1 (never) to 6 (always). The total score ranges from
42 to 252. Previous studies have reported its favorable
validity (face and content) [16, 17]. To assess the reliabil-
ity of this tool in our study, Cronbach’s a was calculated
and obtained at 0.83.

Data were collected over two months. They were ana-
lyzed in SPSS software, version 26. Descriptive statistics
(MeanSD, and frequency) were used to describe demo-
graphic and main study variables. Also, inferential statis-
tics including Pearson’s correlation test, stepwise linear
regression analysis, chi-square test, Fisher’s exact test,
and independent t-test were applied to analyze the col-
lected data. Since the significance levels of demographic
variables in the univariate regression model were not less
than 0.1, none of them entered the multivariate regres-
sion model. Significance level was set at 0.05.

Results

The participants included 44 nurse managers and 209
nurses working in teaching hospitals in Birjand. The
mean age of nurse managers and nurses was 44.64+6.00
and 34.22+7.72 years, and their mean work experience
was 20.36+7.72 and 10.06+7.72 years, respectively. Ta-
ble 1 presents the sociodemographic characteristics of
both groups.

The mean total NLCA score based on the nurse man-
agers’ perspectives was 129.11+17.96, while the score
based on the nurses’ perspectives was 94.24+41.52.
This difference in scores was statistically significant
(P=0.001). The results for the NLCA domains are shown
in Table 2. According to the nurses’ reports, the mean
total CBI-42 score was 181.42+18.34, which was signifi-
cantly (P=0.01) higher than the score reported by nurse
managers (172.23+23.64).

The results of Pearson’s correlation test indicated no sig-
nificant relationship between the total NLCA and CBI-42
scores according to nurse managers and nurses. Accord-
ing to nurse managers, there was a positive and signifi-
cant relationship between the feedback delivery domain
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Table 1. Sociodemographic characteristics of participants in two groups

Variables

Male
Sex
Female
Married
Marital status
Single

High school diploma
Education level Bachelor’s degree

Master’s degree

No. (%)
P
Nurse Managers (n=44) Nurses (n=209)
16(36.4) 52(24.9)
0.12°
28(63.6) 157(75.1)
43(97.7) 159(76.1)
0.001"
1(2.3) 50(23.9)
0(0) 5(2.4)
36(81.8) 186(89) 0.11™
8(18.2) 18(8.6)

“Chi-square test, “Fisher’s exact test.

of NLCA and the total CBI-42 score (r=0.30, P=0.05). No
significant relationships were found for other domains of
NLCA. The feedback delivery domain of NLCA had a posi-
tive relationship with professional knowledge and skills
(r=0.31, P=0.04), attentiveness to others’ experiences
(r=0.31, P=0.04) and positive connectedness (r=0.39,
P=0.008) domains of CBI-42, from the perspective of
nurse managers (Table 3).

Based on the results of Pearson’s correlation test, ac-
cording to nurses’ perspectives, there was a positive and
significant relationship between the comprehensibility
domain of NLCA and total CBI-42 score (r=0.21, P=0.002).
Additionally, the attentiveness to others’ experiences
domain of CBI-42 had a positive and significant relation-

ship with the listening (r=0.16, P=0.02), feedback delivery
(r=0.14, P=0.04), and empathy (r=0.17, P=0.01) domains
of NLCA. The professional knowledge and skills domain of
CBI-42 had a positive and significant relationship empa-
thy domain of NLCA (r=0.15, P=0.03). No significant rela-
tionship was found between the total NLCA score and its
other components, and the total CBI-42 score (Table 4).

In order to determine which NLCA domains can predict
the CBI-42 score according to nurses, a multiple regres-
sion analysis was used. According to Table 5, the regres-
sion model significantly predicted 3% of the variance in
the CBI-42 score. Only the empathy domain could pre-
dict the CBI-42 score based on the perspective of nurses
(B=0.2,95% Cl; 0.49%, 2.24%, P=0.002). Also, according to

Table 2. Mean scores of NLCA domains according to nurses (n=209) and nurse managers (n=44)

MeanSD
Variables P
Nurse Managers Nurses

Comprehensibility 11.2434.2 8.2+19.8 0.001
Mode and method of communication 27.6x77.23 19.6%56.19 0.001
Listening 27.3+25.79 19.5+43.88 0.001
Feedback delivery 16.2+73.22 11.4+72.24 0.001
Empathy 12.2491.02 8.3395.51 0.001
Non-verbal communication 29.5+09.3 23.6+20.56 0.001
Meta-linguistic communication 4.1+02.21 3.1+35.62 0.01
Total 129.11+17.96 94.24+41.52 0.001

“Independent t-test.
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Table 3. Pearson’s correlation matrix for NLCA and CBI-42 scores from the perspective of nurse managers (n=44)

) Respectful Def- Assurance Of Positive Con- Professional Attentnteness Fo Total CBI-
Variables Human Pres- Knowledge and  Others’ Experi-
erence to Others nectedness . 42
ence Skills ences
r 0.13 0.29 0.21 0.24 0.2 0.23
Comprehensibility
P 0.40 0.06 0.17 0.12 0.20 0.14
-0.1 0 -0.04 0.09 0.01 -0.04
Mode and method f
of communication 051 0.99 0.81 0.58 0.98 0.82
r 0.13 0.29 0.19 0.27 0.23 0.23
Listening
P 0.41 0.06 0.22 0.07 0.14 0.14
r 0.16 0.29 0.39 0.31 0.31 0.3
Feedback delivery
P 0.30 0.05 0.008 0.04 0.04 0.05
r 0.11 0.23 0.13 0.11 0.08 0.16
Empathy
P 0.19 0.13 0.41 0.47 0.59 0.31
r -0.01 0.06 0.01 0.1 0.01 0.03
Non-verbal com-
munication P 0.98 0.70 0.97 0.53 0.97 0.86
. - r 0.02 0.06 0.03 -0.04 0.02
Meta-linguistic
communication 0.89 0.69 1.00 0.87 0.81 0.88
r 0.04 0.18 0.12 0.2 0.12 0.13
Total NLCA
P 0.81 0.25 0.46 0.20 0.45 0.42

NLCA: Nurse Leader Communication Behaviors; CBI: Caring Behavior Inventory.

the perspective of nurse managers, only the feedback de-
livery domain could predict the CBI-42 score (B=0.3, 95%
Cl; 0.05%, 6.36%, P=0.04). This regression model account-
ed for 7% of the variance in the CBI-42 score (R?>=0.07).
These results were shown in Table 6.

Discussion

The purpose of this study was to investigate the re-
lationship between the communication skills of nurse
managers and the quality of caring behaviors in nurses,
according to the perspectives of nurses and nurse man-
agers. The findings indicated that the quality of caring be-
havior in nurses working in the study hospitals was higher
than the average level. This is against the results of some
studies [3, 8, 18], which suggested that nurses tended to
prioritize technical routine care over emotional-social
care. This discrepancy can be due to the use of different
measurement tools to assess the communication skills
of nurse managers, or due to the difference in the study
duration/time. Given the importance of nurses’ caring

behaviors (with physical and psychological aspects) in
enhancing professional competence, it is recommended
that further studies be conducted in this area.

Although the caring behaviors of nurses were perceived
as favorable by both nurse managers and nurses, there
was a statistically significant difference in the scores given
by nurses and nurse managers. This difference is con-
sistent with the findings of Tohidi et al. [19], suggesting
that individuals often assess themselves more favorably
and want to maintain a positive self-image. However, this
can hinder improvements in conditions and personal and
professional growth. The results revealed that the mean
score of caring behaviors given by female nurses was sig-
nificantly higher than that given by male nurses. However,
the score of caring behaviors showed no significant differ-
ence between male and female nurse managers. These
findings are consistent with those of Tarbiyat Nazloo and
Salimi [18], but are against the findings of Hosseinzadeh
et al., which suggested that gender was the least im-
portant factor influencing caring behaviors [2]. This dis-
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Table 4. Pearson’s correlation matrix for NLCA and CBI-42 scores from the perspective of nurses (n=209)

Respectful  Assurance of Professional Attentiveness

Variables Deference to Human Pres- Positive Con- Knowledge to Others’ petalicel
nectedness . . 42
Others ence and Skills Experiences
r 0.13 0.24 0.19 0.14 0.17 0.21
Comprehensibility
P 0.05 0.001 0.005 0.04 0.01 0.002
Mode and method r 0.13 0.11 0.06 0.09 0.13 0.12
gDy 0.06 0.11 0.39 0.20 0.06 0.09
r 0.08 0.12 0.11 0.12 0.16 0.13
Listening
P 0.24 0.09 0.12 0.08 0.02 0.07
r -0.03 0.03 0.11 0.08 0.14 0.06
Feedback delivery
P 0.66 0.65 0.12 0.25 0.04 0.38
r 0.05 0.09 0.14 0.15 0.17 0.12
Empathy
P 0.43 0.19 0.05 0.03 0.01 0.07
Nermsarte] @i r 0.06 0.02 -0.02 0.1 0.06 0.04
T P’ 0.41 073 0.77 0.17 0.41 0.59
Meta-linguistic r 0.03 -0.02 -0.09 0.03 -0.02 -0.02
communication P’ 0.68 0.78 0.22 0.68 0.77 0.76
r 0.09 0.11 0.09 0.13 0.16 0.12
Total NLCA
P 0.21 0.12 0.19 0.06 0.03 0.08
NLCA: Nurse Leader Communication Behaviors; CBI: Caring Behavior Inventory.
*P<0.05.
Table 5. Regression coefficients for factors predicting the quality of caring behaviors based on the nurses’ perspectives
. Unstandardized Standard Standardized 95% Cl
Variables . . .. t P
Coefficient (b) Error Coefficient (B) Lower, Upper
Constant 170.21 3.84 - 44.22 0.001 162.62,177.8
Empathy 1.36 0.44 0.2 3.07 0.002 0.49,2.24
Note: R*0.04; Adjusted R*0.03; F=9.46; P=0.02.
crepancy may be due to cultural differences in different among nurse managers. It is possible that different study

regions of Iran where studies were conducted. The study settings contributed to this discrepancy. Given the vital
revealed that both nurse managers and nurses perceived role of nurse managers in fostering a healthy work envi-
nurse managers’ communication skills as above average. ronment in hospitals, it is crucial to prioritize the mainte-
This finding is consistent with the results of other studies nance or improvement of their communication skills.

[12, 20] but in disagreement with those of other studies

[21, 22], which reported moderate communication skills

Table 6. Regression coefficients for factors predicting the quality of caring behaviors based on the nurse managers’ perspectives

Variables Unstandardized Standard Standardized . p 95% CI
Coefficient (b) Error Coefficient (B) Lower, Upper
Constant 118.54 26.37 - 4.49 0.001 65.30,171.77
re el 3.2 1.56 0.30 2.05 0.04 0.05, 6.36
delivery

Note: R>=0.09; Adjusted R?>=0.07; F=4.21; P=0.02.
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Based on the results, according to nurse managers’
perspectives, there was a positive and significant re-
lationship between feedback delivery (as a domain of
communication skills) and all components of caring be-
haviors, except for the component of respectful defer-
ence to others. Other domains of nurse managers’ com-
munication skills and nurses’ caring behaviors showed
no significant relationship. These results are not consis-
tent with the findings of Ahanchian and Monideri, who
highlighted the managers’ recognition of the effective-
ness of proper communication with human resources
in facilitating the achievement of organizational goals
[23]. Providing appropriate feedback is an important
principle in behavior modification; therefore, to achieve
quality caring behavior in nurses, it seems necessary to
receive feedback from nursing managers.

According to the perspective of nurses in this study,
several significant relationships were found between
the components of communication skills and caring be-
haviors. These findings are somewhat consistent with
the results of Rouse and Al-Magbali, which emphasized
that nurse managers should maintain positive and con-
structive relationships with nurses, providing feedback
privately and respectfully, as embarrassing nurses in
front of colleagues can have a negative impact on nurs-
ing care [24]. According to the perspective of nurses and
nurse managers, no significant relationship was found
between the total scores of communication skills and
caring behaviors. This finding is not consistent with the
results of Jankelova and Joniakovd, who reported the
direct effect of nurse managers’ communication skills
and leadership style on nurses’ job satisfaction [25].
Given the impact of nurses’ caring behaviors on pa-
tients’ physical and mental well-being, it is necessary to
enhance the quality of nursing care. Putra et al. [4] sug-
gested that improving components such as listening and
feedback delivery can be beneficial in this regard.

This study had some limitations. The questionnaires
were distributed only in teaching hospitals in Birjand
city. Future studies should also include nurses and
nurse managers from non-teaching and private hospi-
tals in other cities of Iran. Since there is a positive and
significant relationship between specific components of
nurses’ caring behaviors and nurse managers’ commu-
nication skills, and given the crucial role of nurses’ car-
ing quality in enhancing patient outcomes and expedit-
ing the treatment course, hospital officials are strongly
advised to take appropriate measures to improve nurse
managers’ communication skills.
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