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Abstract *Corresponding ~ Author:  Seyed

: Given the vital role of nurses in providing Esmaeil Hashemi

healthca_re service§, their well-being requ.ires attention. Acc_ordingly, th_e _present Address: Department of Psychology,
study aimed to investigate the effectiveness of assertiveness training on Shahid Chamran  University of
workplace incivility, interpersonal conflict, and voice behavior. Ahvaz, Ahvaz, Iran.

: This quasi-experimental study was conducted with a
pre-test-post-test design and a control group. The statistical population were all
nurses working in one of the teaching hospitals of Mashhad, Iran. Using a multi-
stage random sampling method, 40 nurses were selected and randomly assigned E-mail: esmaeil @scu.ac.ir
to two experimental and control groups, considering the inclusion criteria. The
instruments used in this study included the Workplace Incivility Experience
Scale and the Interpersonal Conflict and Voice Behavior Scale. In the
experimental group, the intervention consisted of 8 sessions of assertiveness
training, while the members of the control group received no intervention.
Multivariate analysis of covariance was used to analyze the data.

: The results showed that assertiveness training led to a significant
reduction in the experience of workplace incivility (P<0.001, 11>=0.903) and
interpersonal conflict (P<0.001, 11>=0.824), and a significant increase in voice
behavior (P<0.001, 1>=0.763) in the experimental group compared to the control

group.
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: The findings demonstrate that assertiveness training is an effective
intervention for healthcare organizations to mitigate workplace incivility and
interpersonal conflict among nurses, while simultaneously promoting their voice Keywords Incivility, Conflict,
behavior for improved patient safety and care quality. Voice behavior, Assertiveness.
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INTRODUCTION

Nurses, as key members of the healthcare
system, play a vital role in delivering health
services. However, the stressful nature of their
job, including  high  workloads and
organizational challenges, significantly impacts
their physical and mental health. In recent years,
particularly during the pandemic, organizational
and environmental factors have been identified
as major contributors to these issues.
Disrespectful behaviors such as violence,
bullying, and incivility are common in
healthcare settings and have widespread
negative effects on nurses' performance and
well-being.

Workplace incivility, though low in intensity,
can lead to interpersonal conflicts, reduced
service quality, increased medical errors, and
decreased job satisfaction. To address these
challenges, it is essential to enhance skills such
as assertiveness and self-care among nurses.
Assertiveness enables nurses to respond more
effectively to incivility and conflicts, while
speaking-up  help  improve the work
environment.

Therefore, given the rise in incivility and
interpersonal conflicts in healthcare settings,
strengthening skills like assertiveness becomes
crucial not only for improving nurses'
performance but also for enhancing the quality
of healthcare services and fostering a healthier
work environment.

METHODOLOGY

This study was an applied, quasi-experimental
research project utilizing a pre-test-post-test
design with a control group. The statistical
population consisted of 1,360 nurses working in
an educational hospital in Mashhad, Iran, in
2024. After applying the inclusion criteria, 782
nurses were deemed eligible. From this pool,
300 nurses were selected via random number
table sampling from different hospital
departments and completed Cortina’s (2001)
Workplace Incivility Scale. Subsequently, 40
individuals who scored equal to or above the
mean (>42) on this questionnaire were selected
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using simple random sampling (i.e., a lottery
draw) and assigned to either the experimental or
control group (n=20 each group). Both groups
then completed the study questionnaires as a
pre-test.

Inclusion criteria were >3 years of experience,
bachelor’s degree or higher, age 25-35 years,
high incivility scores, no prior interventions, no
psychological/physical illnesses, and no
substance abuse. Exclusion criteria were
unwillingness to continue or missing two
sessions.

The experimental group received 8 sessions (60
minutes each) of assertiveness training, while
the control group received no intervention.
Sessions were held in spring/summer 2024, with
active participation in role-playing. Post-
intervention, both groups completed posttest
questionnaires. No sample attrition occurred due
to researcher follow-ups and retraining credits.
Ethical approval (IR.SCU.REC.1403.006) was
obtained from Shahid Chamran University of
Ahvaz, Iran.

RESULTS

Based on the results obtained from this study,
assertiveness training has been effective in
reducing workplace incivility, interpersonal
conflict, and improving voice behavior. The eta
squared (n?) value for workplace incivility
indicates a large effect size of this
intervention(n?>=0.903). Additionally, the eta
squared values for interpersonal conflict and
voice Dbehavior are 0.824 and 0.763,
respectively, suggesting a high effect size.

A comparison of means revealed a significant
difference between the pre-test and post-test
stages in the experimental group for all three
variables, while no such difference was
observed in the control group. Therefore, the
main hypothesis of the study, which posits the
effectiveness of assertiveness training on
workplace incivility, interpersonal conflict, and
voice behavior, is confirmed.
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DISCUSSION

Based on the findings of this study, it can be
argued that assertiveness training significantly
reduced workplace incivility and interpersonal
conflict while increasing voice behavior. Given
the inherently stressful nature of nursing work,
the occurrence of incivility and interpersonal
conflicts is inevitable and can lead to physical,
psychological, and negative behavioral
consequences for both nurses and patients.
Considering the detrimental effects of
dysfunctional interpersonal relationships in the
workplace, assertiveness training was chosen in
this study to help nurses by teaching assertive
behaviors to address incivility, control
aggressive behaviors to reduce conflicts, and
decrease passive behaviors to promote voice
behavior.

This training enables nurses to maintain their
ethical boundaries, assert their rights without
violating the rights of others, and courageously
exhibit voice behaviors. Specifically, it
empowers employees to identify incomplete or
dangerous actions of their colleagues in
healthcare teams and draw the attention of
authorized individuals to these issues, ensuring
patient safety and care quality. Ultimately, this
approach helps moderate the tensions inherent
in the nursing profession.

CONCLUSIONS

In this way, this training leads to the
improvement of interpersonal relationships and
the enhancement of service delivery. One of the
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limitations of the current study is the self-
reporting nature of the instrument used, which
may lead to bias in responding to the
questionnaires. Another limitation is the
restriction of the study population to nurses
working in an educational hospital in Mashhad,
Iran. Therefore, caution should be exercised
when generalizing the results to other
populations and groups.

Given that reducing workload may not always
be feasible for nurses, it is possible to teach them
strategies for better managing it. Thus, it can be
concluded that implementing such interventions
for nurses working in hospitals can provide a
significant opportunity to promote their well-
being and increase their efficiency. Therefore,
the primary objective of this quasi-experimental
study was to determine the effect of a structured
assertiveness training program on reducing
nurses’ experience of workplace incivility and
interpersonal conflict, as well as enhancing their
voice behavior.
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