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An examination of the emotional dissonance perceived by nurses
in their relationships with patients

— From the perspective of frequency and intensity of conflict —

Takiko Kaneko*, Masahiro Kodama**

Abstract

One of the main issues faced by nurses is patient interaction. Moreover, there are several difficulties
in building effective relationships with patients. This study aims to clarify how emotional dissonance
perceived by nurses in emotion work differs according to internal factors such as frequency and intensity
of conflict.

A questionnaire focusing on the difference between frequency and intensity of conflict was administered
to 395 nurses with less than five years of professional experience.

The result revealed that intensity of conflict was weakly correlated with frequency of conflict. Frequency
of conflict did not have a significant effect, but intensity of conflict was found to have a greater effect on
burnout in nurses with less than one year of experience.

Given that both factors were weakly correlated and had different effects, it was suggested that different

indexes be used to measure frequency and intensity of conflict.
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