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Abstract 
Healthcare systems worldwide face challenges in ensuring high-quality care and patient safety. In Saudi Arabia, the 
integration of nursing technicians, social workers, pharmacy technicians, and medical secretarial technicians plays 
a crucial role in addressing these challenges. This qualitative study aimed to explore the challenges and 
opportunities for improving quality of care and patient safety through effective integration of these healthcare 
professionals in Saudi Arabian healthcare settings. Semi-structured interviews were conducted with 24 
participants, including nursing technicians, social workers, pharmacy technicians, and medical secretarial 
technicians. Thematic analysis revealed four main themes: (1) communication and collaboration challenges, (2) 
role clarity and scope of practice, (3) professional development and training opportunities, and (4) organizational 
support and resources. Participants identified barriers such as hierarchical structures, lack of interprofessional 
education, and limited career advancement opportunities. They also highlighted the potential for improved 
patient outcomes, enhanced teamwork, and increased job satisfaction through effective integration and support. 
The findings suggest the need for interprofessional education, clear role delineation, career development 
pathways, and organizational policies that foster collaboration and recognition of the contributions of these 
healthcare professionals. 
 

1. Introduction 

Quality of care and patient safety are paramount concerns in healthcare systems worldwide. In Saudi 

Arabia, the healthcare system has undergone significant reforms to improve the quality of care and meet 

the growing demands of the population (Almalki et al., 2011). Nursing technicians, social workers, 

pharmacy technicians, and medical secretarial technicians play essential roles in the delivery of healthcare 

services and contribute to the overall quality of care and patient safety (Alboliteeh et al., 2017; Alsulami 

et al., 2013). 

Nursing technicians provide direct patient care and support nurses in various healthcare settings 

(Alboliteeh et al., 2017). Social workers address the psychosocial needs of patients and families, 

facilitating their adaptation to illness and treatment (Albrithen&Yalli, 2015). Pharmacy technicians assist 

pharmacists in the safe and efficient dispensing of medications (Alsulami et al., 2013). Medical secretarial 

technicians handle administrative tasks and support the smooth functioning of healthcare teams (Aldhahir 

et al., 2020). 
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Despite their crucial roles, these healthcare professionals often face challenges that can impact the quality 

of care and patient safety. These challenges include communication barriers, role ambiguity, limited 

professional development opportunities, and lack of recognition (Aldossary et al., 2008; Alsulami et al., 

2013; Lamadah& Sayed, 2014). Effective integration and support of these healthcare professionals are 

essential for optimizing their contributions and improving patient outcomes. 

This qualitative study aimed to explore the challenges and opportunities for improving quality of care and 

patient safety through effective integration of nursing technicians, social workers, pharmacy technicians, 

and medical secretarial technicians in Saudi Arabian healthcare settings. The study sought to answer the 

following research questions: 

1. What are the communication and collaboration challenges faced by nursing technicians, social 

workers, pharmacy technicians, and medical secretarial technicians in Saudi Arabian healthcare 

settings? 

2. How do role clarity and scope of practice influence the effectiveness of these healthcare 

professionals in delivering quality care and ensuring patient safety? 

3. What professional development and training opportunities are available for these healthcare 

professionals, and how can they be enhanced? 

4. How can organizational support and resources be optimized to facilitate the effective integration 

of these healthcare professionals and improve quality of care and patient safety? 

2. Literature Review 

The integration of nursing technicians, social workers, pharmacy technicians, and medical secretarial 

technicians in healthcare settings has been recognized as crucial for the delivery of high-quality care and 

ensuring patient safety (Alboliteeh et al., 2017; Alsulami et al., 2013). However, these healthcare 

professionals often encounter various challenges that can hinder their effectiveness and impact patient 

outcomes. 

Communication and collaboration among healthcare team members are essential for the delivery of safe 

and effective care (Almalki et al., 2011). However, hierarchical structures, power imbalances, and 

professional silos can create barriers to effective communication and collaboration (Al-Hamdan et al., 

2017). A study by Al-Hamdan et al. (2017) found that nurses and physicians in Saudi Arabia reported 

moderate levels of collaboration, highlighting the need for strategies to enhance interprofessional 

teamwork. 

Role clarity and scope of practice are also important factors influencing the effectiveness of healthcare 

professionals. Ambiguity in roles and responsibilities can lead to confusion, duplication of efforts, and 

potential patient safety risks (Aldossary et al., 2008). A study by Lamadah and Sayed (2014) found that 

role ambiguity and role conflict were significant stressors for nurses in Saudi Arabia, impacting their job 

satisfaction and performance. 

Professional development and training opportunities are crucial for maintaining and enhancing the 

competencies of healthcare professionals. However, access to these opportunities may be limited, 

particularly for nursing technicians, social workers, pharmacy technicians, and medical secretarial 

technicians (Alsulami et al., 2013). A study by Alboliteeh et al. (2017) highlighted the need for ongoing 

education and training programs for nursing staff in Saudi Arabia to improve the quality of care. 

Organizational support and resources play a vital role in the effective integration and performance of 

healthcare professionals. Adequate staffing, supervision, and recognition of the contributions of nursing 

technicians, social workers, pharmacy technicians, and medical secretarial technicians are essential for 

their job satisfaction and retention (Almalki et al., 2011). A study by Alsulami et al. (2013) found that 

pharmacists in Saudi Arabia reported high levels of job stress and dissatisfaction, emphasizing the need 

for organizational support and resources. 

While these studies provide valuable insights into the challenges faced by healthcare professionals in 

Saudi Arabia, there is a limited focus on the specific experiences and perspectives of nursing technicians, 

social workers, pharmacy technicians, and medical secretarial technicians. This study aims to address this 
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gap by exploring their challenges and opportunities for improving quality of care and patient safety 

through effective integration in healthcare settings. 

3. Methods 

3.1 Study Design 

This study employed a qualitative descriptive design using semi-structured interviews to explore the 

challenges and opportunities for improving quality of care and patient safety through the effective 

integration of nursing technicians, social workers, pharmacy technicians, and medical secretarial 

technicians in Saudi Arabian healthcare settings. Qualitative research is appropriate for gaining an in-

depth understanding of individuals' experiences, perceptions, and perspectives (Creswell & Poth, 2018). 

3.2 Participants and Sampling 

Purposive sampling was used to recruit 24 participants, including six nursing technicians, six social 

workers, six pharmacy technicians, and six medical secretarial technicians from various healthcare 

settings in Saudi Arabia. Inclusion criteria were: (1) current employment as a nursing technician, social 

worker, pharmacy technician, or medical secretarial technician; (2) at least one year of work experience in 

a healthcare setting; and (3) willingness to participate in the study. Participants were recruited until data 

saturation was achieved, indicating that no new themes emerged from the interviews (Saunders et al., 

2018). 

3.3 Data Collection 

Data were collected through semi-structured interviews conducted by the first author, who has experience 

in qualitative research. The interviews were conducted in Arabic and lasted approximately 45-60 minutes 

each. An interview guide was developed based on the research questions and existing literature, covering 

topics such as communication and collaboration challenges, role clarity and scope of practice, 

professional development and training opportunities, and organizational support and resources. The 

interviews were audio-recorded and transcribed verbatim for analysis. 

3.4 Data Analysis 

Thematic analysis was used to analyze the interview data, following the six-phase approach outlined by 

Braun and Clarke (2006). The analysis involved familiarization with the data, generating initial codes, 

searching for themes, reviewing themes, defining and naming themes, and producing the report. Two 

researchers independently coded the data and discussed any discrepancies to reach a consensus. The 

analysis was conducted in Arabic, and the final themes and quotes were translated into English for 

reporting. 

3.5 Trustworthiness 

Several strategies were employed to ensure the trustworthiness of the study findings, including credibility, 

transferability, dependability, and confirmability (Lincoln & Guba, 1985). Credibility was enhanced 

through member checking, where participants were asked to review the transcripts and themes for 

accuracy. Transferability was addressed by providing detailed descriptions of the study context and 

participants. Dependability was ensured through an audit trail and regular discussions among the research 

team. Confirmability was achieved through reflexivity and the use of verbatim quotes to support the 

findings. 

4. Results 

The thematic analysis revealed four main themes related to the challenges and opportunities for 

improving quality of care and patient safety through the effective integration of nursing technicians, 

social workers, pharmacy technicians, and medical secretarial technicians in Saudi Arabian healthcare 

settings: (1) communication and collaboration challenges, (2) role clarity and scope of practice, (3) 

professional development and training opportunities, and (4) organizational support and resources. Each 

theme is discussed in detail below, with supporting quotes from the participants. 

4.1 Theme 1: Communication and Collaboration Challenges 

Participants described various communication and collaboration challenges they faced in their work, 

which could impact the quality of care and patient safety. These challenges included hierarchical 

structures, professional silos, and language barriers. 
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"Sometimes, there is a lack of respect and understanding between different healthcare professionals. 

Doctors may not value the input of nursing technicians or social workers, which can lead to poor 

communication and collaboration." (Nursing Technician, Participant 3) 

"Each profession tends to work in isolation, focusing on their own tasks and responsibilities. There is 

limited interprofessional collaboration and teamwork, which can result in fragmented care and potential 

safety risks." (Social Worker, Participant 9) 

"Language barriers can be a significant challenge, especially when working with patients or colleagues 

who speak different languages or dialects. This can lead to misunderstandings and errors in 

communication." (Medical Secretarial Technician, Participant 22) 

4.2 Theme 2: Role Clarity and Scope of Practice 

Participants highlighted the importance of role clarity and well-defined scopes of practice in promoting 

effective integration and quality care. They identified role ambiguity and overlap as challenges that could 

lead to confusion and potential patient safety risks. 

"There is often a lack of clarity regarding the roles and responsibilities of nursing technicians. We may be 

asked to perform tasks that are beyond our scope of practice or training, which can compromise patient 

safety." (Nursing Technician, Participant 5) 

"The roles of social workers in healthcare settings are not always well-defined or understood by other 

healthcare professionals. This can lead to underutilization of our skills and expertise in addressing 

patients' psychosocial needs." (Social Worker, Participant 12) 

"Pharmacy technicians sometimes face challenges when their roles overlap with those of pharmacists. 

Clear delineation of responsibilities and effective collaboration are essential for ensuring safe and 

efficient medication management." (Pharmacy Technician, Participant 16) 

4.3 Theme 3: Professional Development and Training Opportunities 

Participants emphasized the need for ongoing professional development and training opportunities to 

enhance their competencies and improve the quality of care. They identified limited access to such 

opportunities as a challenge and expressed the desire for more support in this area. 

"Nursing technicians often have limited opportunities for professional growth and advancement. We need 

more training programs and workshops to update our skills and knowledge." (Nursing Technician, 

Participant 2) 

"Social workers in healthcare settings require specialized training to effectively address the complex 

needs of patients and families. However, access to such training is often limited, which can impact the 

quality of care we provide." (Social Worker, Participant 11) 

"Pharmacy technicians need ongoing education and training to keep up with the latest developments in 

medication management and safety. Organizational support for attending conferences and workshops 

would be greatly beneficial." (Pharmacy Technician, Participant 18) 

4.4 Theme 4: Organizational Support and Resources 

Participants highlighted the importance of organizational support and resources in facilitating effective 

integration and improving quality of care and patient safety. They identified inadequate staffing, lack of 

recognition, and limited career advancement opportunities as challenges. 

"Inadequate staffing levels can lead to increased workload and stress for nursing technicians, which can 

impact the quality of care we provide. Organizations need to ensure adequate staffing to support safe and 

effective care delivery." (Nursing Technician, Participant 6) 

"Social workers often feel undervalued and unrecognized in healthcare settings. Greater recognition of 

our contributions and inclusion in decision-making processes would enhance our job satisfaction and 

motivation to provide high-quality care." (Social Worker, Participant 14) 

"Pharmacy technicians have limited career advancement opportunities within their field. Organizations 

should provide clear career pathways and support for professional development to attract and retain 

skilled pharmacy technicians." (Pharmacy Technician, Participant 20) 
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Table 1 summarizes the main themes and subthemes identified in the study. 

Themes Subthemes 

1. Communication and Collaboration Challenges - Hierarchical structures 
 - Professional silos 
 - Language barriers 

2. Role Clarity and Scope of Practice - Role ambiguity 
 - Role overlap 
 - Clear delineation of responsibilities 

3. Professional Development and Training 

Opportunities 
- Limited access to training programs 

 - Need for specialized training 

 - Organizational support for professional 

development 

4. Organizational Support and Resources - Inadequate staffing levels 
 - Lack of recognition 
 - Limited career advancement opportunities 

5. Discussion 

This qualitative study explored the challenges and opportunities for improving quality of care and patient 

safety through the effective integration of nursing technicians, social workers, pharmacy technicians, and 

medical secretarial technicians in Saudi Arabian healthcare settings. The findings highlight the 

importance of addressing communication and collaboration challenges, ensuring role clarity and 

appropriate scopes of practice, providing professional development and training opportunities, and 

offering organizational support and resources. 

Participants identified hierarchical structures, professional silos, and language barriers as communication 

and collaboration challenges that can hinder effective teamwork and impact the quality of care. These 

findings are consistent with previous studies that have highlighted the need for strategies to enhance 

interprofessional collaboration and communication in healthcare settings (Al-Hamdan et al., 2017; 

Almalki et al., 2011). 

Role ambiguity and overlap were identified as challenges related to role clarity and scope of practice. 

Participants emphasized the importance of clear delineation of responsibilities and appropriate utilization 

of skills to ensure safe and effective care delivery. These findings align with previous research that has 

identified role ambiguity as a significant stressor for healthcare professionals, impacting their job 

satisfaction and performance (Aldossary et al., 2008; Lamadah& Sayed, 2014). 

Participants expressed the need for ongoing professional development and training opportunities to 

enhance their competencies and improve the quality of care. Limited access to such opportunities was 

identified as a challenge, highlighting the importance of organizational support for professional growth. 

These findings are consistent with previous studies that have emphasized the need for education and 

training programs for healthcare professionals in Saudi Arabia (Alboliteeh et al., 2017; Alsulami et al., 

2013). 

Organizational support and resources were identified as crucial factors in facilitating effective integration 

and improving quality of care and patient safety. Participants highlighted the challenges of inadequate 

staffing, lack of recognition, and limited career advancement opportunities. These findings are in line with 

previous research that has emphasized the importance of organizational support and resources for the job 

satisfaction and retention of healthcare professionals (Almalki et al., 2011; Alsulami et al., 2013). 

The findings of this study have several implications for practice and policy. Healthcare organizations 

should prioritize strategies to enhance interprofessional collaboration and communication, such as 

promoting a culture of teamwork, providing interprofessional education, and establishing clear 
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communication protocols. Role clarity and appropriate scopes of practice should be ensured through clear 

job descriptions, regular performance evaluations, and ongoing feedback and supervision. 

Healthcare organizations should invest in professional development and training opportunities for nursing 

technicians, social workers, pharmacy technicians, and medical secretarial technicians to enhance their 

competencies and improve the quality of care. This may include providing access to workshops, 

conferences, and online learning resources, as well as offering mentorship and career development 

programs. 

Adequate staffing levels, recognition of contributions, and career advancement opportunities should be 

prioritized to support the effective integration and retention of these healthcare professionals. 

Organizations should regularly assess staffing needs, provide competitive compensation and benefits, and 

establish clear career pathways and promotion criteria. 

Future research should explore the perspectives of other healthcare professionals, such as physicians and 

nurses, regarding the integration of nursing technicians, social workers, pharmacy technicians, and 

medical secretarial technicians in healthcare teams. Additionally, interventional studies could evaluate the 

effectiveness of strategies to enhance interprofessional collaboration, role clarity, professional 

development, and organizational support in improving quality of care and patient safety outcomes. 

6. Conclusion 

This qualitative study explored the challenges and opportunities for improving quality of care and patient 

safety through the effective integration of nursing technicians, social workers, pharmacy technicians, and 

medical secretarial technicians in Saudi Arabian healthcare settings. The findings highlight the 

importance of addressing communication and collaboration challenges, ensuring role clarity and 

appropriate scopes of practice, providing professional development and training opportunities, and 

offering organizational support and resources. 

Healthcare organizations should prioritize strategies to enhance interprofessional collaboration, ensure 

clear role delineation, invest in professional development, and provide adequate staffing and recognition 

to support the effective integration of these healthcare professionals. By addressing these challenges and 

leveraging the opportunities identified in this study, healthcare organizations can improve the quality of 

care and patient safety outcomes in Saudi Arabia. 
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