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Abstract

Objective : To elucidate the characteristics of how nurses respond to anger from patients and their
families.

Method : We conducted a multiple-case study research with nurses to examine the cases in which
patients’ or their families’ anger abated.

Result : We have collected 18 cases through interviews with seven nurses, and found the following
characteristics of their responses to patients’ or their families’ anger.

The nurses first accepted anger from patients or their families to promote calming. Moreover after
their anger calmed down, or in parallel with an effort to quell their anger, these nurses attempted to
find the cause of their anger to solve the problem. Then, they provided solutions they have developed
to the patients or their families and shared these solutions among their colleague nurses to facilitate
the resolution of the anger. In the final stage of the response, they confirmed with the patients or
their families that their anger abated. On top of that, they had routinely collected information from the
patients, their families, and colleague nurses to respond to the patients and their families in a timely
manner, as well as taking preventive measures to avoid adverse events that can cause anger.
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