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Influences of Interpersonal Problems and Character of Nurses on
Quality of Nursing Service

Yeom, Eun-Yi' - Seo, Kawoun?

'Department of Nursing, Chungwoon University
2Department of Nursing, Hoseo University

Purpose: In this descriptive correlation study, an investigation was done of the effects of interpersonal problems and
character of nurses on the quality of nursing service. Methods: The participants were 154 clinical nurses working
in hospitals located in C province and D city. Data were collected from February 1 to May 31, 2018. Data analysis
was performed using descriptive statistics, t-test, ANOVA, Pearson correlation coefficient, and hierarchical
regression. Results: Interpersonal problems correlated negatively with character and quality of nursing service.
Character was positively correlated with quality of nursing service. Participants' age, marital status, education level,
position, interpersonal problems and character explained 52.0% of variance in quality of nursing service. Conclusion:
The findings indicate that interpersonal problems and character are important factors to be considered in working
to improve nursing service quality. Therefore, systematic programs to reduce interpersonal problems and enhance
nurses' character level should be developed.
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Table 1. General Characteristics (N=154)
Characteristics Categories n (%) or Range
' B M£SD &
Gender Male 12 (7.8)
Female 142 (92.2)
Age (year) <29 74 (48.1) 21~51
30~39 47 (30.5)
>40 33 (21.4)
32.21+£7.87
Marital status Single 4 (61.0)
Married 0 (39.0)
Religion Yes 1 (39.6)
No 3 (60.4)
Education level =~ College 6 (42.9)
Bachelor 79 (51.3)
> Master 9(5.8)
Employment <1 4(9.1) 1~30
career (year) 2~3 6 (23.4)
4~6 7 (17.5)
>7 77 (50.0)
8.8517.12
Work General ward 60 (39.0)
department Special unit 94 (61.0)
Position Staff nurse 131 (85.1)
Charge nurse 11 (7.1)
Head nurse 12 (7.8)

o] 357404474, Q1A A< 3.77+0.438 0]tk xp7] =}
Al 999] s1g0le W] 3.79+0.52, T 3.58+0.62, B3
3.5610.48, A2} 3.34+0.602] &0] 11, Tl T o] sHa
QL A8 3.9240.67, A= 3.87+0.57, AAS-3AA 3.86+0.89,
A 3.82+0.54 420 2 =9Fo o, o] A 3.68+0.49, & o] 3.62
10512 F-2 J4F B 7hEAH| A F2 57 7] 3.69
105074, H22Qe T4 3.79+0.59, A 24 3.76+0.54,
uh-2-A 3.7140.54, RAA 3.6940.50, -84 3.474+0.59 $0]
QI TH(Table 2).
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Table 2. Degree of Independent Variables (N=154)
Characteristics Categories M=SD Min~Max Range
Interpersonal problem (total) 2.41+0.55 1.13~3.67 1~5

Nonassertive 2.65%+0.81 1.00~4.80
Overly accommodating 2.49+0.72 1.00~4.80
Self-sacrificing 2.851+0.66 1.00~5.00
Domineering/controlling 2.03£0.57 1.00~3.60
Self-centered 2.15%0.63 1.00~3.80
Intrusive/needy 2.27+0.66 1.00~3.80
Cold/ distant 2.40+0.75 1.00~4.20
Social inhibited 2.44+0.74 1.00~4.20
Character (total) 3.67+0.40 2.61~5.00 1~5
Self related 3.57+0.44 2.58~5.00
Responsibility 3.79£0.52 2.40~5.00
Enthusiasm 3.56+0.48 2.60~5.00
Industriousness 3.58+0.62 2.00~5.00
Composure 3.34+0.60 2.00~5.00
Interpersonal related 3.77£0.43 2.23~5.00
Integrity 3.82+0.54 2.50~5.00
Reliability 3.9240.67 2.00~5.00
Kindness 3.72£0.55 2.17~5.00
Listening 3.76£0.49 1.83~5.00
Empathy 3.74%0.52 2.00~5.00
Teamwork 3.62%0.51 2.00~5.00
Civility 3.87£0.57 2.33~5.00
Etiquette 3.68+0.49 2.00~5.00
Interactional justice 3.86£0.89 2.00~5.00
Nursing service quality (total) 3.69£0.50 2.60~5.00 1~5
Tangibility 3.47£0.59 2.00~5.00
Reliability 3.76%0.54 2.25~5.00
Responsiveness 3.71+0.54 2.50~5.00
Assurance 3.69%£0.58 2.25~5.00
Empathy 3.79+0.59 2.50~5.00
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Table 3. Differences of Interpersonal Problem, Character and Nursing Service Quality according to General Characteristics

(N=154)
Interpersonal Character Nursing service
Characteristics ~ Categories problem Self related Interpersonal related quality
M*SD torF (p) M£SD torF (p) M£SD torF (p) M#£SD  torF (p)
Gender Male 2371056  -0.28 3.77£0.23  0.65 3.79%£0.36 .169 3.67+0.44  -0.12
Female 2424055 (783) 3551045 (100)  3.77+044 (869)  3.69+0.50  (.905)
Age (year) 29> 241+0.57  0.00 350+041° 3.72 3.72£039 292 357+042° 925
30~39 2424056  (.997) 3.54+0.42° (.026) 3.74+0.39  (.057) 3.65+0.46" (<.001)
40< 2.41+0.47 3751048 a<c 3.93+0.52 400£0.59° a<c
Marital status ~ Single 244+056  0.83 3531043 -1.21 3724040 -1.85 3.60£045  -2.62
Married 2374053 (407)  3.62+044 (225)  3.86+046 (066)  3.82+0.53  (.010)
Having Yes 2.40+0.55  0.31 3.62v0.44 -1.08 3.78£0.45 -0.17 3.74£050  -0.77
religion No 2424055 (754) 3541043 (282) 3774042 (861)  3.65+049  (.321)
Education College 2451052 337 3524040 3.85 3.71£047° 347 3.56+046" 1035
level Bachelor 243+057° (087)  3.56+045° (023)  3.79£0.39"° (033)  3.72+048" (<.001)
> Master 1.96+0.35° a, b>c 3.95+0.44° a,b<c 410%£0.35° a<c 431%+0.36° a,b<c
Employment <1 2391056  0.27 3.53+£0.53  0.70 3.80+£0.43 047 3.69£0.37 1.47
career (year) ~ 2~3 2354057 (842) 3494039 (548)  371+035 (699) 3561039  (.223)
4~6 2.46+0.62 3.56+0.43 3.7410.42 3.63+0.43
>7 2.43%0.52 3.61+0.44 3.81£0.47 3.76%0.57
Work General ward ~ 2.35+0.61  -1.10 3.61+045  0.99 3.851042  1.66 3.76x048 146
department  Special unit 2454050 (272) 3541042 (323)  3.73+043 (099)  3.64+050  (.146)
Position Staff nurse 2441055  1.36 352+040° 9.87 3.73£0.41  8.02 3.63+0.46" 1041
Chargenurse 2254062 (259)  3.61+046" (<.001) 3.77+035 (<.001) 3.68+050° (<.001)
Head nurse 2.23+0.41 4.081£0.50° a,b<c 4231043 a,b<c 428+048° a,b<c
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Table 4. Correlation among Interpersonal Problem, Character ] £Z R HESLS HojRl Atz YA A 713 )
and Nursing Service Quality (N=154)
AL AN SO 2 6 3 F TR LT 4
Interpersonal ~ Nursing service -
1 SR
Variables orcbieot ity 2 918522 A A A A AT ko] o P2 w9
) ) F3p) QA Gk g HYAT12] Aok AT A]o] 2t
Interpersonal problem -.35 (<.001) o = Favt Uk H3ARY 2 QA S e wTt=A 2
= } ] 23 ©
Character (total) -45 (<.001) 68 (<.001) Fojop g 7| & A o] SRS ] £ Tkt ti At S
Self related -45 (<.001) 59 (<.001) 2251 A 017 A2 FASIE o] R FEE A9k[14]S
Responsibility -.39 (<.001) 49 (<.001) ola} )
2} 7k 5 o Bul o 22 A Sl %
Enthusiasm -.38 (<.001) 52 (<.001) A ), oA e g o Rt o ek B A=A of w2
Industriousness -.33 (<.001) 42 (<.001) P5S 7F3fsl] Yt =2 o] HaghS AJAkek= A dtolth o
Composure -.31 (<.001) 45 (<.001) U7 F A A F7EEALY] SA gk 2 Bt s AL 95t
Interpersonal related -41 (<.001) 65 (<.001) 88 71 S A A B, A TS AL A8 A AR R Aol o
Integrity -.31 (<.001) 45 (<.001) _ - =
Reliability 43 (<.001) 42 (<.001) 24959, 5 712 43 Agd dadAd g = =
Kindness 34 (<001) 52 (<.001) S ol gt 715 BelA] Q14 o] AFTHEARRTE e 5
Listening -39 (<.001) .58 (<.001) = A 745 790 SH I EE AbS] oA
Ermpathe 29 (<o01) 5 (co0) Zolti12]. Waka 7+ @-So] SHELIYoH e K157
Teamwork -31 (<.001) 59 (<.001) o ZA Ztxojor g 7| E o gfo] 3t =2 A4S 214 A]7]H,
Civility -.21 (.006) 26 (.001) S15
FS A B0l 9] 213 733 E 9%t A W eI ET2
Etiquette -25 (.001) 61 (<.001) A AP A Feh sy K el b
Interactional justice ~ -.23 (.003) 19 (.018) < v Qote T Y QTGS SR e T
<05, 2 BAlshs Zlo] Yasithn AbEch B B do)A 7
Table 5. Factor Influencing Nursing Service Quality (N=154)
Model 1 Model 2 Model 3
Model
B B SE t p B B SE t P B B SE t p
(Constance) 3.04 021 1396 <.001 3.71 024 1531 <.001 0.68 041 1.66 .201
Age 001 22 000 19 051 001 .28 000 270 .008 0.01 .23 000 268 .007
Marital status (ref: single) 007 .07 010 075 454 0.03 .03 0.09 .039 .91 0.02 .02 007 029 .59
Education level (ref: college)
Bachelor 024 24 008 3.04 .003 024 24 007 332 .001 018 .18 006 295 .010
Master or above 043 20 019 227 024 027 .12 018 150 134 032 .15 014 220 .030
Position (ref: staff nurse)
Charge nurse -0.11 -05 015 -075 452 -017 -09 014 -125 211 -014 -07 011 -1.25 170
Head nurse 026 14 018 147 142 024 12 016 143 153 -0.06 -03 014 -047 .539

Interpersonal problem

Character
Self related
Interpersonal related

R’=18, F=6.73, p<.001

-031 -34 006 -499 <.001 -0.07 -08 006 -1.30 .296

025 22 009 269 .019
044 38 0.09 4.60 <.001

R’=.29, F=10.27, p<.001 R’=52, F=19.43, p<.001
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