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Nurses' Experience of Incivility in General Hospitals

Kim, Se Young' - Park, Kwang-0k? - Kim, Jong Kyung®

'Department of Nursing, Mokpo National University, Muan
*Department of Nursing, Sunchon National Universtiy, Sunchon
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Purpose: This study was done to describe nurses’ experience of incivility in hospitals and to consider nurses’ work environ-
ment. Methods: Data were collected through in-depth interviews and analyzed using Colaizzi' phenomenological analysis
methodology. Participants were seven experienced clinical nurses working on a general ward (2 nurses), or in an intensive care
unit (2 nurses), emergency room (2 nurses), or operating room (1 nurse). Results: The incivility that nurses experienced was
categorized as follows: ‘being afflicted as a weak person’, ‘being treated as less than a professional’, ‘being overwhelmed by

shock and anger’,

‘experiencing an untenable situation’, ‘struggling to survive’, and ‘pursuing professional growth’. Conclu-

sion: Behavior guidelines should be developed to reduce incivility, and incivility cases should be continuously monitored by the
nursing department. Also, to handle incivility problems in clinical nursing areas, a reporting and counseling system and educa-

tion programs are needed.

Key words: Nurse, Anger, Hospital
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Table 1. Themes, Sub-themes, and Meaningful Statements

Themes Sub-themes

Meaningful statements

Being afflicted asa  Being unduly scolded
weak person

Being controlled in the
workplace

Taking anger out on
others' and being
falsely charged by
others

Being publicly shamed

Enduing verbal abuse
and being physically
mistreated

Being treated Being called a low-
aslessthana grade title
professional

Being distrusted as a
nurse

Accepting excessive
demands

Being ignored and
disregarded

Nurse was scolded by senior nurses

Nurse was scolded for answering back while explaining reasoning
Nurse received extensive criticism for little mistakes

Nurse was scolded for giving no spoken response

Nurse was scolded in front of patient despite a weak reason
Nurse manager scolded nurse based on broad interpretation
Patient private care giver became angry and scolded nurse

Nurse manager yelled about nurse’s mistake

Nurse manager treated nurse with reverse discrimination

Nurses formed a clique in the workplace

Nurse was isolated from clique intentionally by other nurses

Nurse was discriminated against despite being in the same situation

Patient’s private care giver introduced the patient to the new nurse, indicating that the new nurse was not an expert
Patient’s private care giver tried to manage the new nurse

Doctor dismissed nurses if something was done wrong

Doctor got angry and threw operating instruments away

Doctor scolded nurses and became vexed

Patient and family sought revenge on nurse

Patient went around the nurses’ station, talking to nurses continuously, and increasing pressure
Patient in the room threw ice pack away

Patient complained to nurse instead of doctor

Nurse had to listen to patient's complaints during doctor’s arrival in the patient's room
Patient yelled until the doctor’s order was fulfilled

Nurse covered up doctor’s mistake

Doctor lied about nurse’s notes

Nurse fulfilled doctor’s order, but doctor examined the situation too closely

Nurse was shamed publicly in front of patient and doctor

Sometimes nurse was blamed in front of patient, even if nurse didn’t know what was happening
Nurse manger repeated emotional disclosure publicly

Doctor yelled at nurses in front of the nursing station

Doctor ignored nurse in front of patient

Doctor didn't respond to question and yelled

Doctor didn’t answer the phone and hung up

Doctor yelled and hung up upon receiving nurse’s call
Doctor only hung up after talking to another doctor while nurse reported about a patient
Nurse manager made nurse feel bad through verbal abuse
Doctor yelled at nurse manager in front of nurses

Doctor talked to nurse rudely

Nurse manager yelled and hung up

Patient yelled at nurses

Nurse was punched

Nurse was amost hit in the cheek

Nurse was hit in the abdomen by a drunken person

Patients called nurse, ‘lady’, ‘sister’, ‘hello’, and ‘you’
Doctor called nurse ‘you’
Drunken visitor called nurse ‘lady’

If the nurse was a new nurse, patients ignored her more frequently

Sometimes patient and family didn't trust nurse

Patient’s private care giver tried to teach the new nurse a different way of performing a task
Everyone doubted the new nurse, assuming something was wrong

Nurse manager did not trust the nurse’s word

Patient didn’t listen to the nurse’s explanation

Patient ignored nurse’s care

Patient wanted nurse to do everything

Patient and care giver requested a change in assigned nurse

Patient and family’s requests are accepted all the time

Doctor wanted to change to another scrub nurse during an operation

Nurse was insulted for her appearance

Nurse was not looked at, no eye contact was made

Nurse made a cynical remark and avoided eye contact

Nurse was treated with coldness

Nurse was threatened that she should quit her job if the work is hard
Nurse didn't get a response upon saying ‘hello’

Patient treated nurse as a servant

Patient ignored and ridiculed nurse

http://dx.doi.org/10.4040/jkan.2013.43.4.453 www.kan.or.kr
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Table 1. Themes, Sub-themes, and Meaningful Statements (Continued)

Meaningful statements

Themes Sub-themes
Being overwhelmed Being frozen in shock
by shock and and absurdity
anger
Having difficulty dealing
with anger
Experiencing Demonstrating an
an untenable expectant, exclusive
situation atmosphere
Lacking support

Struggling to survive Feeling self-humiliation

Pursuing
professional
growth

with a defensive
attitude

Feeling frustrated by
efforts to improve
relationships

Making effort to
enhance abilities

Progressing in
assertiveness

Nurse was shocked

Nurse felt faint

Nurse felt absurdness

Nurse could’t say anything about it

Nurse felt increased anger, injured self-esteem
Nurse tried to ignore bad feelings

Nurse felt insutted

Nurse had bad feelings

Nurse felt frustration and abandonment

Nurse had dull feelings

Nurse felt depression

Nurse felt severe isolation

Nurse experienced dishonor

Nurse wouldn't leave inexperienced nurse alone

Nurses argued in ward corridor

Some people didn’t know the name of the new nurse

Rumors were spread about the new nurse, no personal privacy offered

Nurse experienced a delicate relationship between nurse and patient’s private care giver through expectant attitude
Nurse manager caused a tense atmosphere through fury and inferiority complex

Nurse manager listening and accepting doctor’s side and feeling bad about it.
Nurse manager didn’t to try to stop an argument

Nurse department also didn’t give feedback about argument

Nurse manager listened to problems but treated them as insignificant

Nurse exaggerated little problems

Nurse engaged in idle talk such as ‘l am sorry’

Nurse made sure herself by talking and behaving with caution
Nurse ignored yelling but with shame

Nurse accepted impolite treatment of doctors

Nurse forgot bad circumstances related to patient and family
Nurse tried to read patient’s private care giver's mind
Sometimes nurse didn’t say anything during work

Nurse didn't offer a greeting, knowing it would be unanswered
Nurse tried to improve the relationship, but was treated with hostility
Nurse gave up upon receiving bad feedback

Nurse had difficulty establishing a relationship

Nurse had unresolved feelings after reconciliation with doctor

Nurse decided to act as an expert

Nurse decided to endeavor to do more

Nurse decided to exercise power

Nurse can talk about everything and has gathered experience after a few years
Nurse can express ideas more eloquently

Nurse can raise objections and receive apologies from other people

Nurse can request to the patient’s family, ‘don’t do that’

Nurse can request, “call me a nurse”
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