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Analysis of Feelings of Patients, Their Families, and Nurses towards
the Phrase “Wait a Minute, Please.”

Hirotaka TAKUSHIMA, Teruko YAMADA, Tomoko HAYASHI

Abstract

The purpose of this study was to clarify the feelings of patients and their families and the nurses towards
the phrase, “Wait a minute, please” in order to understand the concept of ideal patient service. Detailed
feelings and responses to the phrase “Wait a minute, please” were gathered from 100 patients and their
families by interview. Forty-six nurses were asked to respond by questionnaire.

Nurses reported 4.27 minutes as the average length of waiting time while the patients and their families
reported 12.98 minutes; this represented a significant difference for perceived waiting time.

Results were obtained through qualitative analysis as follows:

1. Patients and families “usually” had “dissatisfaction in not being able to have immediate response” after
they were told to, “Wait a minute, please.”
2. Patients and families experienced “unfocused anger” after being told to “Wait a minute, please.” They felt
that the “relationship was one-sided” and that the nurses “lacked foresight.”
3. Patients and families expected the nurses to provide “sale feelings,” “foresight,” and “hope for trust” after
they were told to, “Wait a minute, please.”
4. When patients and families were made to wait, the nurses suggested that this showed “foresight.”
However, patients and families felt that this “did not suggest foresight.”
6. When the nurses used “Wait a minute, please,” they experienced “guilt.” However, they felt they were
conveying “support to engender trust.”
7 Patients and families felt that “Wait a minute, please,” created a period of waiting that resulted in a “change
to distrust,” “compelled endurance,” “betrayal,” and they felt that there was “no answer or assistance

during the waiting time.”



