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Experience of Verbal Abuse, Emotional Response, and Ways to Deal with
Verbal Abuse against Nurses in Hospital
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Purpose: This study tries to identify experience of verbal abuse, emotional response, and ways to deal with verbal
abuse against nurses in hospitals. Methods: This study was a descriptive research and conducted from April to
July 2011. One hundred and seventeen nurses with over one-year experience in general wards were selected
and evaluated. The data were analyzed using descriptive analysis, independent t-tests, and one-way ANOVA.
Results: The nurses’ experience rate of verbal abuse during the entire period of work in hospitals was 98.3%. The
majority of the nurses were verbally abused by patients (70.9%), followed by patients' relatives (65.8%),
physicians (61.5%), and coworkers (58.1%). Overall negative emotional response score of nurses after verbal
abuse was 38.82+8.28. Ways to deal with verbal abuse were as follows: suppression was 74.4%, complaining
of an injustice to close people, 67.5%, and ignoring, 43.6%. Conclusion: Nurses have significantly been exposed
to verbal abuse while working in hospitals. Therefore, hospital managers and nurse managers are required to
inform other staff and visitors in hospitals the real condition of verbal abuse against nurses and provide a safe
work environment by developing the report and disposal system of verbal abuse.

Key Words: Verbal abuse, Nurse, Emotional response, Coping method
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= AojEE, LA 91, AAA e T s veRA|
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WE dolF FYe) ARE FlHAER BAE 2
] o

5 5o W oate] clojFelo] fols)

S5 HA],

fa ==
=55
=

EU|(F=4.164, p<.03), Scheffe test A3} A} - Ao}la} HE
o] 2+ AH27.401+8,99)7F WA 1FEAH(18.79+6.43)1
Q)7 A FEAH18.69+6.48) KT} F2]3H = AR
Bl o] AAojFHe Ao F4 o] E3hth(Table 3).,

Table 1. The Experience of Verbal Abuse (N=117)
Variables Categories n(%) VY3 AF A 011 S A -a‘jl 3} :BT‘_o]] = 7§}\1 A=
The experience of verbal Yes 115(98.3) Z ‘g3h 7 3.1710. 7802 7 =2 A5E B
abuse during entire No 2(1.7) om 79 ¥g oz wzo| U} 7} 3.14+1.00%, A}
working period ’ ’ ) ’
Zstar A7 3.13+1,027, ‘371 Wb 7} 3,101,067
The experience of verbal Yes 95(81.2) el _
=2 HY J Lo x2~2 Qo Ho Urd N
abuse in the past No 22(18.8) o Mg Bt 7P e e vl @ A
one month =274 1.65£0.904, oAzl IAE 7} 1.86+1.10
The number of experienced  Once 19(20.0) Holglon, dojZd B F FAA A vk T4
verbal abuse in the past Twice 35(36.8) 607 T of] 38.83 8,287 0|1t (Table 4)
one month 3 times 11(11.6) : ’ :
4 times 13(13.7)
=5 times VAT cAmriARiolAl HoiZ2(0 0jxls PEt chagot
Source of verbal abuse ' Patients 83(70.9)
Patients' relatives  77(65.8) - _ _ = _
Physician 72(6]‘5) odoi;i?_a% 76] Ex’j' Zl'i ]'7]' *gZJ]'“o‘]- 01;—'1{_ g] % 601:
Coworkers 68(58.1) 2 ‘o HtEr o] 7FA7) 787 (66.7%) 0.2 71 weko
PMultiple responses, o, ke Aolmg7t o] 673(57.3%), A1l 1A
Table 2. The Level of Verbal Abuse by Attacker
. Patients Patients' relatives Physicians Coworkers
Variables
M=SD M=SD M=SD M=SD
Abusive anger 1.94£0.89 1.81+0.81 1.44%+0.67 1.52+0.70
Talking down 2.50%+1.07 2.26£1.06 1.91+0.99 2.02+1.07
Underestimating my occupation 1.87£0.87 1.76£0.87 1.66%0.85 1.38+0.67
Compulsive command 1.96+0.96 1.76+0.90 1.81+0.96 1.84+1.01
Threatening 1.59+0.78 1.50%+0.68 1.26£0.48 1.42+0.73
Sexual insult 1.48+0.64 1.30%0.53 1.19%0.43 1.19%0.41
Sarcastic remark about my appearance 1.38%+0.58 1.26%0.49 1.16+0.39 1.30£0.55
Criticizing my personality 1.51%£0.75 1.36+0.68 1.26£0.56 1.50+0.84
Underestimating my ability 1.79%0.88 1.68£0.93 1.62£0.84 1.73+0.98
Underestimating my educational background 1.33+0.49 1.25+0.47 1.23+0.55 1.37%£0.76
Creating a warlike atmosphere 1.65%+0.80 1.56%0.80 1.45%+0.76 1.77%£1.05
Speaking to me ill of other coworkers 1.90%+0.89 1.74%0.84 1.52%+0.79 1.80%+1.01
Ranting at other coworkers in front of me 1.91+0.87 1.75%0.80 1.621+0.84 1.80+0.99
Total 22.81%£8.29 21.00£7.87 19.14+6.72 20.63+8.47
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Table 3. The Level of Verbal Abuse by Nurses' Characteristics

Patient Patients' relatives Physicians Coworkers
Variables Categories
M=ESD t or F M=ESD tor F M=ESD t or F M=ESD torF
Age(year) <25 21.76£8.10 1,503 20.07%£7.78 2.245 19.39+6.90  0.145 20.39£8.74 0.116
26~30 22.78+8.62 20.73%7.67 18.84+6.71 20.95£8.57
=31 26.31%+06.66 25.23%8.39 19.79%6.66 19.85+7.61
Department Medicine ward" 22.88+£8.46 1.478 21.05+t7.70 1.082 18,79%+6.43  4.164* 20.55+8.58 0.473
Surety ward” 21.50+7.36 19.96+£8.00 18.69+6.48 (c>a,  20.23+813
OBGY/pediatrics ward  28.40+9.07 25.60%8.65 27.40+8.99  b)' 24.30+9.23
Education Associate 22.62£8,70 -0.469 21.05£8,18 0.107 18.91£6.96 -0.625 21,37+8.93 1.857
Bachelor 23.37%+7.06 20.87£7.06 19.80%6.07 18.501+6.64
Marital status ~ Unmarried 22.64%£8.57 -0.586 20.70%£7.88 -0.923 19.07%£6.80 -0.238 20.24£8.27 -1.125
Married 23.68%6.77 22,53%7.89 19.47£6.47 22.63%9.41
*p< .05 *p<.01; **p< 001,
TScheffe test,
Table 4. The Level of Negative Emotional Response EIE gl

Variables M=SD

I felt sadness 2.79%1.01
I felt depressed 3.17%0.78
I felt anger 3.10£1.06
I felt anxious 2,15%£0.99
I felt shocked 2.45%1.14
I want to deny the incident 2.22%+1.06
I did not think of anything 1.86%£1.10
I felt guilty 1.65%0.90
I was sorry to become a nurse 2.81%1.14
I felt humiliated 2.71+1.03
I felt powerless 3.02%0.93
I wanted to resign 3.13+1.02
The incident annoyed me 3.14+1.00
I felt fear 2.11%+1.07
I felt hostility 2.50%+1.15
Total 38.82t8.28

7} 5678 (47.9%), ‘- akd o) A
© 2 YEelgtH(Table 5),

27} 527 (44.4%) 9] <=

3 Aol el AP AP Ak U
o] Abgahs e et 87'8(74.4%), ‘5

=
golA R3S st 7} 7978(67.5%), ‘FAIEY

7} 519(43.6%) 0] I tH(Table 5).
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Table 5. Behaviors of Abused Nurses and the Impact of Verbal Abuse on Work Productivity

Variables Categories n (%)
The effect of verbal abuse Decrease of job satisfaction 78 (66.7)
Low self-esteem 67 (57.3)
Negative interpersonal relationships 56 (47.9)
Decrease of job performance 52 (44.4)
Complaint against workplace 28 (23.9)
Faithless work attitude 26 (22.2)
Increase of work accidents 26 (22.2)
Distrust among colleagues 19 (16.2)
How to deal with verbal abuse Suppressing 87 (74.4)
Complain to close people of an injustice 79 (67.5)
Ignoring 51 (43.6)
Reporting to superior person or department 42 (35.9)
Walking away from the situation 38 (32.5)
Trying to understand an attacker 30 (25.6)
Trying to forget the incidents 28 (23.9)
Apologizing 23 (19.7)
Discussing the situation directly 23 (19.7)
Staying calm/quiet 21 (17.9)
Behaving similarly 21 (17.9)
Crying 17 (14.5)
Drinking 15 (12.8)
Overcome by religious belief 11 (9.4)
Talking with an attacker later 7 (6.0)
*Multiple responses.
= 2az e RS ARshs Aol obde  wEA ALEIE 9B Lkl Selubeke) Batela A1
A SN AoFHE Thshe HlEo] T EokAle o 2 A9E YEh7] flal WS AR e 24 A
Aom A, tae] sllet BRTbaAlel g ¢lo] o AEALG £, LEALIA AH|AE 2 FEe
2] 9 o4 61.5%9) 58.1%0) B &S HAL2H, B HAON AN aTE wolEelr) 3] flsl AA
st AT 7137 B2 TR oAbt AR R I BEE ARk d7) 7] Wi e g2 oA
B s Ao Z e ulg oA HA e S XU, AojEL AP ThaAlE ARle) LA 7}@}
AolZ el 3 W 20 that Al EAE 2 Qo] BE 9RE F F Ak 2AA AL
4 ol ATE AolEele Aokl 435k A4gel  THDIar & Modilin, 1991 A £ AT Qo
EE o] 7P 2 HFE Bt ole A NS & AR AL &S, Aol dd, Sk '
o) 2ol B AT SungR008)E HEAL AW S Shdon, vl AHskn A e gile] gl
e dolFeo] §3 F g F43] o] FPF IS ], Kisa(2008)9} Celik 5(2007) GA| Aol&H& et
AP7E 36,602 71 BTHL 9o, Park 5(2001) & &A= 3 &%, T4, =84, 1Y 58 =oAL st
A gAY RaHQ) B B Aol g 2huAle) u] o] e 7haAlEo] $AH 1HE A AL ¢ 5 3
%o 90 00l AT AT fAT AL & 5 Aok oA A AL AR DA B FFE v
At L ol Ak, oA R hEARE YA ¥R A=, Yangd Jung(2009)2 HHWHS-& BT oA}
o ol F AR e A5 HAoM, REAL BB Y o B g v} ¥ 279 AEE FolAn
W, 48 9 497 T ORI B W58 JeRiITh o] 3 5h9Lem (1= 649, p(.001), Kisa(2008) @A) Q1ojF o]
© el 66,2003 B UH S48 S A9 7hEAle) 2HE 2RATITAIE ASATIH, Qs
(53.9%)7 718 e ol el folla g 9= A & 3aAA 4 AP AT ¥ AT E BBAIEL
F(Kisa, 2008) Aok 23 Aol7l QUwl, W B9l lojEede] Tk dako HY MEEe] 3, We A
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