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Empathy is closely related to the field of Health and 

plays an important role in patient health 

relationships. Empathy is the standard of the 

therapeutic relationship between doctors and 

patients, according to research it has been proven 

that empathy affects patient care outcomes. By 

using a literature study approach to various 

research results and other literature, this journal 

aims to provide an overview of doctors' empathy 

factors in treating patients based on various 

scientific literature related to research results that 

have been carried out. Based on the results of the 

study, it can be seen that the attitude of doctors 

towards patients when performing treatment is one 

of the keys to the success of patient care. If doctors 

experience obstacles in showing empathy, the 

success of patient care will decrease, and vice versa. 
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INTRODUCTION 
Competition in the health sector, especially Indonesian medicine in the era 

of globalization, is increasingly rapid, competition occurs due to the large 
number of patients who tend to seek treatment abroad or with foreign doctors 
working in Indonesia. According to the Singapore Ministry of Health and the 
Singapore Tourism Board, in 2011 Indonesia accounted for 47.2% of patients 
while according to the Malaysia Healthcare Tourism Council 2012, using 2011 
data, there were 57% of the total medical tourists or more than 330,000 
Indonesians who seeking treatment in Malaysia. Poor doctor-patient 
communication and disappointing quality of care are reasons patients prefer to 
seek treatment abroad. Due to these problems, doctors and dentists in Indonesia 
are expected to provide empathy, care and build good relationships good for 
patients. The core element in effective communication is the doctor's sense of 
empathy for the patient. Empathy is the basis of the therapeutic relationship 
between doctor and patient. Over the last decade the concept of clinical empathy 
has undergone significant changes, empathy has been aimed at improving 
communication, trust, and outcomes. 6,7 According to the Society of General 
Internal Medicine (SGIM) clinical empathy is defined as an act of understanding 
one's emotional state without having to experience it. 

The core element in effective communication is the doctor's sense of 
empathy for the patient. Empathy is the basis of the therapeutic relationship 
between doctor and patient. Over the last decade the concept of clinical empathy 
has undergone significant changes, empathy has been aimed at improving 
communication, trust, and outcomes. According to the Society of General 
Internal Medicine (SGIM) clinical empathy is defined as an act of understanding 
one's emotional state without having to experience it. According to Piasecki M 
(2003) doctors who understand patients are more important than other 
communication factors for a significant doctor-patient relationship. By 
understanding the opinions and complaints of patients first, we can build the 
openness and trust that we need in building cooperation or synergy with 
patients. Haryanto SY (2013) said that to get empathic communication, an 
approach can be done by listening as a sign of empathy. Empathy can be seen as 
interpersonal interaction behavior that is directly related to patients by reducing 
anxiety and can be directly accepted by patients. 

Empathy is known to be useful for improving the doctor-patient 
relationship and also has an effect on the patient's recovery rate. Initially a doctor 
used empathy to focus on listening to patients, but that priority shifted to being 
a doctor who was more concerned with getting his job done without listening to 
the patient properly. It is known that doctors prefer to keep their distance from 
patients to avoid emotional feelings and focus more on  In addition, other 
problems also arise due to the long waiting time for patients caused by doctors 
arriving late. These problems have an impact where patients feel that the 
examination time is too short compared to the time spent waiting for calls in the 
waiting room.  
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The results of the research by Hojat et al (2011) stated that the doctor's 
empathy can affect the success in the treatment of patients who have diabetes, 
which can be shown by the controlled hemoglobin ALC in these patients.15 
Meanwhile, according to the results of research from Canale et al (2012), diabetic 
patients from doctors who showed moderate and low empathy attitudes did not 
show a significant difference in patient care. Refers to the description above, this 
journal aims to provide an overview of the doctor's empathy factor in treating 
patients based on various scientific literature related to the results of research that 
has been done. 

 

LITERATURE REVIEW 
In the section below, some Health terms related to empathy and Health 

are explained. 
Empathy in Health 

Empathy is closely related to the field of health, empathy is the standard 
of the therapeutic relationship between doctors and patients, according to 
research it has been proven that empathy has an effect on patient care outcomes. 

Empathy is often cited as a core aspect of health consultation, especially in 
primary care settings. According to Coulehan et al., empathy is the ability of 
doctors to be able to understand the situation, perspective and feelings of the 
patient, and also to make communication that can be understood by the patient. 
When performing health services, it is usually followed by empathy 
(understanding the patient's concern) as a response to the suffering of others and 
the desire to relieve their suffering. According to Zin (1993) through empathy, 
not only doctors enter the patient's world, but also patients can share the world 
and its burdens. with an empathetic doctor. Zin also mentions this method is at 
the root of the therapeutic potential of empathy. According to a double-blind 
study, it was also stated that when highly empathetic doctors gave patients a 
placebo, the results were as effective as the treatment usually given by doctors.  

Clinical Empathy 

Health professionals reach agreement on translating the word empathy 
clinically. The definition itself has many ranks ranging from simply borrowing 
the patient's feelings about their illness to actually understanding and 
permeating those feelings. Halpern explains how empathetic doctors produce 
care. effectively through “associative understanding”, which will involve doctors 
not only dealing with patients emotionally, but also cognitively. The definition 
for clinical empathy, using Halpern and Morse's opinion is to care about 
someone's suffering in order to care for that person. Caring is the root of an 
empathetic response. 

Clinical empathy can be divided into two systems: affective and cognitive. 
Cognitive clinical empathy, is the rational (logical or conceptual) ability to judge 
the reasons for the suffering of others and to alleviate that suffering. While 
affective clinical empathy, is an emotive reaction (feeling or passion) for the 
suffering of others. Therefore, it involves not only a feeling for or an emotional 
response to one's suffering but also a more basic arousal for those who suffer. 



Binarti, Pindobilowo, Reformatika 

2238 
 

Affective clinical empathy has two dimensions. The first is rational, which is 
related to logical and conceptual analysis as the reason for a person's pain and 
suffering. The second is behavior, which includes the ability to act in order to 
reduce one's pain and suffering. 

 
Empathy in the Doctor-Patient Relationship and Its Barriers 

Empathy plays an important role in the doctor-patient relationship and is 
known to have a positive impact on patient health. Empathy is shown to be at 
the core of success in the medical world which results in many benefits for both 
patients and doctors. Doctors who show empathy towards their patients are 
known to be more few complaints of malpractice. Empathy is one of the strong 
communication skills, which combines a relationship and understanding that 
includes mind, body, and spirit. Studies show that empathetic doctors will get 
professional success due to improved patient outcomes. 

Through the attitude of a doctor who understands the patient's 
experience, empathy will increase doctor-patient interaction, therefore the doctor 
will understand how to treat the patient properly and accurately. Patients will 
tend to trust an empathetic doctor and also patients are easier to understand the 
treatment options provided by doctors, because patients see doctors really care 
about the patient's situation. Empathy is also known to reduce patient anxiety 
and make patients feel empowered. According to Eikeland et. al, the advantage 
of an empathetic attitude is to increase accuracy in diagnosing patients and 
reduce burnout symptoms in doctors.43 Doctors who show empathy towards 
patients will feel their work is well fulfilled compared to doctors who cannot 
empathize. 

Empathy in the medical world is defined as the doctor's ability to 
understand the patient's situation, perspective and feelings, communicate 
accurately to patients and behave with understanding in a supportive 
therapeutic atmosphere. The doctor-patient relationship is a personal interaction 
between service providers and service recipients, empathic has covered the 
doctor-patient relationship. Expressing empathy can be divided into two 
different ways. The first is to listen to the patient attentively and the second is to 
try to give a good response to the problems that the patient is talking about. 
Empathy has been considered to be an important thing in the development of a 
therapeutic relationship. Verbal and nonverbal communication plays an 
important role so that patients can accept and understand doctors well 

Positive results in patient care are usually also related to the quality of the 
doctor-patient relationship and communication. Communication between 
doctors and patients is needed to obtain optimal results, in the form of solutions 
to health problems that can be resolved and patient recovery. According to 
Marheni A (2008) In addition to being empathetic, doctors need to provide 
feedback to patients about something they understand so that patients know that 
the doctor understands them.  Positive effects of relationships based on empathy 
are found on both sides, both doctors and patients. Showing empathy towards 
patients can be done in an informal way. provide new information too quickly, 
do not impose views and do not make assumptions. As explained above about 
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how important empathy is and its benefits for the success of patient care, 
empathy still has obstacles that cause a decrease in doctors' empathy attitudes 
towards patients, some of which are: 

 
Workload Barriers 

When the doctor's workplace environment has a heavy workload, it 
causes doctors to fatigue which causes doctors to not have the emotional energy 
to show their empathy towards patients. Tight working hours can also cause 
doctors to fatigue which will affect the doctor's physical condition. 

 
Burn out Factor 

Doctors who have a high empathy attitude are indeed very good for 
patients, but on the other hand it also brings negative effects to the doctor. 
Sometimes the doctor's empathy can actually lead to high causes of doctors 
experiencing depression. Therefore, the doctor's empathy towards patients has 
decreased due to emotional exhaustion and physical exhaustion which in 
medical terms is called burnout. Burnout can make a person feel depressed and 
hopeless, usually will be associated with increased physician failure and reduced 
empathy for patients. Finally, rather than being drawn into patient suffering, 
physicians prefer to remain emotionally detached from their patients. 
 

Patient Attitude Barriers 
Patients sometimes have a disturbing attitude due to fear in dealing with 

their illness, resulting in patients saying inappropriate language, demanding 
things that are unreasonable, even leading to physical violence against medical 
personnel. friendliness, concern, and sensitivity depending on the type of 
emotion and thought expressed by the patient . 

 
How long the patient waits 

When a patient wants to go to a doctor, it is certain that the patient will 
wait before being called for an examination, but when the waiting time is more 
than 30 minutes, the patient will feel uncomfortable. The length of time waiting 
usually occurs in the outpatient department. because of the large number of 
patients waiting in line to be examined by a doctor. In addition to the large 
number of patients, the lack of medical personnel, old equipment, and the length 
of the registration process are also factors in the length of time patients wait. 

 
Lack of Inspection Time 

Sufficient consultation time will have a good impact on the patient because 
the doctor gives more time so that the patient can feel the doctor's empathy and 
explain his complaint well. But in reality, the patient feels a lack of this when 
consulting the doctor. and examining patients produces an obstacle, this occurs 
due to the large number of patients waiting which results in doctors conducting 
consultations in a short and hasty manner. 
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METHODOLOGY 
This journal was compiled using the Library study method approach. 

Author Prepares the analysis referring to various research results, journals, and 
other supporting literature in accordance with the journal's objectives. Data 
collection is done through databases Medline (PubMed), Ebsco etc.; as well as 
various international and national textbooks and journals with reference priority 
criteria in the last 10 years, namely from 2010 to 2020. 
 
RESULT AND DISCUSSION 

The word empathy comes from the German 'Ein-fühlung', which can be 
interpreted in a feeling. Empathic communication shows that there is mutual 
understanding between the communicator and the communicant, so that 
empathic communication is created, the communicator must show the 
communicant such as showing interest in the communicant, not interrupting the 
conversation, having a calm attitude, not having bad prejudice, being open to 
suggestions, having an understanding attitude, and have good morals. Empathy 
has a close relationship in the health sector because it is known that the higher 
the empathy shown by the doctor, the higher the success of treatment for 
patients. In the health field, empathy is likely to improve patient outcomes by 
improving doctor-patient communication which makes doctor consultations 
more effective. Delivering empathy is divided into two different ways, first 
listening to the patient attentively and the second trying to give a good response 
to the problems told by the patient. 

But the doctor's empathy can be affected by several obstacles, namely the 
heavy workload of doctors causing doctors to be exhausted which causes doctors 
to not have the emotional energy to show their empathy towards patients, the 
burnout factor can make a person feel depressed and hopeless, usually will 
related to the increasing failure of doctors and reduced empathy for patients, the 
patient's attitude towards doctors also becomes a barrier to empathy due to the 
patient's fear of dealing with his illness, resulting in patients saying inappropriate 
language, demanding unreasonable things, even leading to physical violence 
against medical personnel, Another obstacle is the length of time the patient 
waits, and the lack of time for a doctor's examination makes the short time of 
patient consultation resulting in an obstacle, this occurs due to the large number 
of patients waiting which results in doctors. 

 
RECOMMENDATIONS 

Based on the description above, it can be concluded that the doctor's 
attitude towards the patient when performing treatment is one of the keys to the 
success of patient care. If doctors experience obstacles in showing empathy, as 
described above, the success of patient care will decrease, and vice versa. 
Therefore, every doctor or other medical personnel must be able to work with 
patients using an empathetic attitude such as showing a calm attitude, being 
prejudice-free towards patients, being aware of patient choices or suggestions, 
having an understanding attitude, trying to understand and understanding 
patients. 



Formosa Journal of Applied Sciences (FJAS) 
Vol.2, No.9  2023: 2235-2242 

  2241 
 

REFERENCES 
Alamsyah A, Raksanagara A.S, Arya I.F.D. Empati Dokter Di Layanan Primer: 

Pengukuran Menggunakan Kuesioner Consultation and Relational Empathy 
(CARE) Versi Indonesia. Majalah Kesehatan FKUB. 2017;4(2):35-38 

Anonim. Kamus Besar Bahasa Indonesia. Tersedia di: 
https://kbbi.web.id/empati [Diakses 18 April 2020] 

Bayne H, Neukrug E, Hays D, Britton B. A Comprehensive Model For 
Optimizing Empathy In Person-Centered Care. Elsevier. 2013; 93:120 

Bustani N.M, Rattu A.J, Saerang J.S.M. Analisis Lama Waktu Tunggu Pelayanan 
Pasien Rawat Jalan Di Balai Kesehatan Mata Masyarakat Propinsi Sulawesi 
Utara. Jurnal EBM. 2015;3;3:2-3. 

Canale S, Louis D, Maio V, Wang X, Rossi G, Hojat M. The Relationship Between 
Physician Empathy and Disease Complications: An Empirical Study of 
Primary Care Physicians and Their Diabetic Patients in Parma, Italy. 
Academic Medicine. 2012;87(9):1246. 

Cuff B.M, Brown S.J, Taylor L, Howat D.J. Empathy: A Review Of The Concept. 
Emotion Review.2016;2(8):144 

D, Jeffery. Emphaty, Symphaty and compassion in healthcare. The Royal society of 
medicine. 2016;109:1. 

David, Hariyanti T, Widayanti E. Hubungan Keterlambatan Kedatangan Dokter 
terhadap Kepuasan Pasien di Instalasi Rawat Jalan. Jurnal Kedokteran 
Brawijaya. 2014; 28: 2-4. 

Derksen, F, and T Hartman. Managing Barirers to empathy in the clinical 
encounter. British Journal General practice, 2016:1 

Edward N. Zalta. The Stanford Encyclopedia of Philosophy. Tersedia di: 
https://plato.stanford.edu/ [ Diakses 17 Mei 2020] 

Edwin Rustch. Center for Building a Culture of Empathy. Tersedia di: 
cultureofempathy.com/references/history.htm [ Diakses 17 Mei 2020] 

Harahap, M A, and R Graharti. Teknik Peran Empati Dalam Praktik Kedokteran.Medula. 
2018;8:2. 

Hojat M, Louis D, Markham F.W, Wender R, Rabinowitz C, Gonella J.S. 
Physicians’ Empathy and Clinical Outcomes for Diabetic Patients. Academic 
Medicine. 2011;86(3): 361. 

Jani B.D ,Blane D.N, Mercer S.W. The Role of Empathy in Therapy and the 
Physician- Patient Relationship. Karger.2012:1-2 

Jani B.D ,Blane D.N, Mercer S.W. The Role of Empathy in Therapy and the 
Physician- Patient Relationship. Forschende Komplementärmedizin. 2012;19: 252 

Jeffery D. Debate and Analysis Clarifying Empathy: The First Step to More 
Humane Clinical Care. British Journal of General Practice. 2016:143. 

Kourakos, M, V Vlachou, and M Kelesi. Emphaty in health proffesion: an ally in the care of 
patients with chronic diseases. IJHSR. 2018;8;2:4 

Lian, Y, and Y Yan. The Impact Of trust, Interaction, and empathy in doctor-
patien Relationship on patient satisfication. Jurnal Nursing and Health studies. 
2017;2:1 

 

https://kbbi.web.id/empati
https://plato.stanford.edu/


Binarti, Pindobilowo, Reformatika 

2242 
 

Liow D, Himpong M, Waleleng G. Peran Komunikasi Antara Dokter dan Pasien 
Dalam Pelayanan Medis di Klinik Reci Desa Sinisir Kecamatan Modoinding. 
Actra Diurna Komunikasi. 2020;2(1):9. 

Prihanti, G.S. Empati dan Komunikasi. 5th  ed. Malang: UMM; 2015 
Prihanti, G.S. Empati dan Komunikasi. UMM. Malang; 2015  
Setyaningsih I. Analisis pelayanan rumah sakit terhadap pasien. Spektrum Industri. 

2013;11(2):134 

Silaen, D J,Alferraly. Hubungan komunikasi efektif dokter-pasien terhadap 
tingkat kepuasan pasien dalam pelayanan medik. Intisari sains medis. 
2019;10(2):335. 

Utrankar, A. Emphaty In The Physician-Patient Relationship How Physician 
Define, Develop, And Demonstrate Emotional Work In Clinical Practice. 
SOCI 381: Research Methods. 2012;2:2 

Wahyuni, T, A Yanis, and Erly. Hubungan Komunikasi Dokter-Pasien Terhadap 
Kepuasan Berobat di Poliklinik RSUP DR. M Djamil Padang. Jurnal Kesehatan 
Andalas. 2013;2(1):175 

 
 


