JKoreanAcad Nurs Vol.40 No.1, 99-109
oistztssts|X| M40¢ M1E, 20104 2& DOI: 10.4040/jkan.2010.40.1.99

= [
ZIe X
O O

Nurse-Patient Interaction Patterns and Patient Satisfaction in the Emergency
Department

Kim, Eun Jung

Full-time Lecturer, College of Nursing, Eulji University, Seongnam, Korea

Purpose: The purpose of this study was to identify effective nurse interaction patterns with patients in the emergency
department. Methods: For this study, video technology was used to record complete conversations between the nurse
and patient. The participants were 28 nurses and 63 patients in the emergency department at one university hospital locat-
ed in Seoul. The data were collected from November, 2002 to April, 2003. The video recordings were observed for 4 hr
for each case and coded using an adapted version of Roter’s Interaction Analysis System (RIAS). The data were ana-
lyzed using cluster analysis to identify the patterns of nurse-patient interaction. Results: Cluster analysis revealed 4 dis-
tinct nurse interaction patterns; 1) “closed” characterized by orientation and negative talk, 2) “positive” characterized by
positive affective talk, 3) “informative and directing” characterized by task-focused behavior including data gathering, and
giving information about medical condition and treatment, 4) “facilitative” characterized by balance of psychosocial and
biomedical topics. Patient satisfaction was highest in the facilitative interaction pattern. Conclusion: The patient centered
interaction pattern, balancing information exchange and psychosocial exchange are the most effective interactions in the
emergency department, suggesting that effective interaction skill is a core clinical nursing intervention in acute care.
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Table 1. Emergency Nurse-Patient Interaction Analysis System

Category

Interaction behavior

Positive talk

Negative talk

Orientation
Facilitative talk

Information about nursing/therapeutic/process

Information about lifestyle/psychosocial

Question about nursing/therapeutic/process

Question about lifestyle/psychosocial

Request for service or medication
Not categorizable

Personal remarks, social conversation
Laugh, tells jokes

Approval and compliment

Agreement and understanding

Shows concern or worry

Reassurance, encouragement
Empathy, legitimizes

Partnership and support

Ask for reassurance-client
Self-disclosure-nurse

Disapproval, criticism

Ignoring and interruption

Orientation

Paraphrase/check for understanding
Bid for repetition

Ask for understanding

Ask for opinion

Gives information-medical, nursing condition
Gives information-therapeutic regimen
Gives information-procedure, process, environment
Counsels nursing/therapeutic behavior

Gives information-lifestyle

Gives information-psychosocial

Counsels lifestyle/psychosocial

Closed question-medical, nursing condition
Closed question-therapeutic regimen

Closed question-procedure, process, environment
Open question-medical, nursing condition

Open question-therapeutic regimen

Open question-procedure, process, environment

Closed question-lifestyle

Closed question-psychosocial
Open question-lifestyle

Open question-psychosocial
Request for service or medication
Not categorizable
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Table 2. Percentage of Nurse Interaction Behavior Categories according to the Interaction Pattern of Nurses (N=2,315)
Interaction pattern of nurses
Category Closed Positive Informative & directing Facilitative F p
% % % %
Positive talk 4.2 21.6° 8.8 17.9° 523 .003 (a<b,d)*
Negative talk 7.1 1.1 1.8 25 1.22 312
Orientation 34.4 8.5 9.3° 11.2¢ 18.12 <.001 (a>b,c,d)*
Facilitative talk 3.1 43 2.7 6.7 253 .066
Information about nursing/therapeutic/process 371 39.2 52.5° 36.3¢ 474 .005 (c>d)*
Information about lifestyle/psychosocial 1.2 4.1 0.9 4.0 1.91 138
Question about nursing/therapeutic/process 129 16.4 16.7 15.6 0.23 878
Question about lifestyle/psychosocial 0.0 0.6 1.6 1.8 1.21 1915)
*Scheffe’s test.
Table 3. Percentage of Patient Interaction Behavior Categories according to the Interaction Pattern of Nurses (N=1,297)
Interaction pattern of nurses
Category Closed Positive Informative & directing Facilitative F p
% % % %
Positive talk 0.0° 10.9 3.0 10.3¢ 452 .006 (a<d)*
Negative talk 0.0 6.4 30 1.6 2.82 047
Question about nursing/therapeutic/process 27.4 216 29.8 16.7 147 233
Question about lifestyle/psychosocial 0.0 2.8 48 14 2.05 17
Information about nursing/therapeutic/process 46.2 28.2 28.0 345 1.49 227
Information about lifestyle/psychosocial 6.5 8.0 45 9.2 1.00 400
Request for service or medication 4.7 23 24 36 0.38 767
*Scheffe's test.
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Table 4. Patient Satisfaction with Interaction (N=63)
Interaction pattern of nurses
Satisfaction Closed Posive ~ Informative & directing  Facilitative F p
M=SD M=+SD M=+SD M=+SD
Nurse attitude 15.0+6.7° 20.6+5.9 19.9+33 222 £2.6° 7.24 <.001 (a<d)*
Interaction anxietyT 77124 9.3+15 9.2+0.8 9.4+13¢ 342 023 (a<d)*
Problem solving level 6.2+18 7.3x2.1 6.8+19 7.8+16 3.41 109
e e e TR SRR T oo (a< bd)
*Scheffe’s test; 'the inverse value.
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