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TOM TAT: Nghién ctru thuc trang giao tiép, (ing xir ctia can b, nhén vién y té théng qua phéng véan
250 nguoi bénh kham, diéu tri ngoai trii va 250 nguoi bénh diéu tri néi tra tai Bénh vién Quéan y 87, to
thang 11/2017-4/2018, két qua: 88,2% nguoi bénh thdy dugc don tiép ‘chu dao, niém nd”; 79,0%
nguoi bénh duoc nhén vién y té “gidi thiéu day dd” tén va chirc danh; 88,4% nguoi bénh duoc nhan
vién y té ‘hudng dén déy di” lam céc thd tuc kham bénh, vao/ra vién; 92,4% nguoi bénh duoc nhéan
vién y té “tw van giéo duc strc khde va tra Ioi, gidi thich ré rang, day di”: 63,6% nguoi bénh thay thai dé
nhén vién y té “nhiét tinh, lich su” khi trd I0i cac cau héi: 86,8% nguoi bénh duoc nhan vién y té “huéng
dan céach dong thube, céc véan dé céan theo dbi truée va sau khi dung thubc rat day da”; 90,4% nguoi
bénh duoc nhan vién y té “tw véan, gidi thich ro rang, day du truée khi tién hanh céc ki thuét, tha thuat’:
84,4% nguoi bénh thdy nhéan vién y té “cé sw cam théng, chia sé véi bénh tat va dau dén”: 96,2%
nguoi bénh “chura bao gio” bi nhan vién y té to tiéng. Panh gia chung: c6 44,6% nguoi bénh rat hai
Iong, 44,3% nguoi bénh hai long va 3,2% nguoi bénh chuwa hai Iong vé thuec trang giao tiép, tng xir cla
can bd, nhan vién y té Bénh vién Quan y 87 trong qué trinh kham, chira bénh tai bénh vién.

Tir khéa: Giao tiép, ’ng xt, sy hai ldng ctia ngudi bénh.

ABSTRACT: Study on the real situation of communication and behavior of health workers through
interviews of 250 outpatients and 250 patients treated at the Military Hospital 87, from November 2017
to April 2018. Results: 88.2% of patients feel welcome “attentive, affable”; 79.0% of patients were “fully
introduced” their names and titles by medical staff; 88.4% of the patients were “fully instructed” by the
medical staff to do procedures for examination, hospitalization/discharge; 92.4% of patients were
consulted by health workers “health education advice and clear and complete explanation”; 63.6% of
patients found the attitude of health workers “enthusiastic, polite” when answering questions; 86.8% of
patients were consulted by health workers “instructions for use drugs, problems to watch before and
after taking drugs very well”; 90.4% of patients were “consulted, explained clearly and fully by medical
staff before conducting the techniques”; 84.4% of patients found health workers “sympathetic, sharing
with illness and pain”; 96.2% of patients “never” were loud voiced by medical staff.

General evaluation: There were 44.6% of patients very satisfied, 44.3% of patients were satisfied
and 3.2% of patients were not satisfied with the situation of communication and behavior of the health
workers at the Military Hospital 87 during process of medical examination and treatment.
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1. DAT VAN DBE.

Tai cac co sO y té, phan lon thoi gian lam viéc
(kham bénh, cham séc, trao dbi, thao luan...) cla

vira thé hién trinh d6 nghiép vy, vira thé hién dao
dirc nghé nghiép clia NVYT. Vi vay, dé nang cao
chat lwvgng phuc vu NB, doi héi cac NVYT phai cé

nhan vién y té (NVYT) danh cho hoat dong giao
tiép, (’ng Xt VG ngu’o’l bénh (NB) va déng nghlep
Giao tiép, rng xir gitp NVYT thu thap, chia sé
théng tin, nang cao chéat lwong chan doan, diéu tri
va cham séc NB. C6 thé ndi, giao tiép, &ng X0
ctia NVYT dbi véi NB c6 tac dong rat Ion dén chéat
lwong kham chira bénh néi chung, dén tinh trang
strc khée NB ndi riéng. Giao tiép, ng x&r véi NB
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ki nang giao tiép, trng xt tot.

Tai Bénh vién Quan y 87, van dé giao tiép,
ng x& ctGa NVYT dbi v&i NB va than nhan NB
duwoc lanh dao, chi huy bénh vién dac biét quan
tam. Bénh vién da trién khai nhiéu hoat déng
nhdm nang cao nhan thirc va thay déi hanh vi
trong giao tiép, ’ng x&r ctia NVYT ddi v&i NB, nhw
t6 chirc tap huéan, hoi thdo, ra cac van ban huwéng
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dan, thiét lap “dwérng day nong” tiép thu phan anh
cla NB...

Dé& c6 co s& danh gia, trién khai cac bién phap
hwdng toi sy hai long ctia NB, ching t6i thuc
hién dé tai nay nham danh gia thyc trang giao
tiep, rng x&r cla NVYT déi v&i NB tai Bénh vién
Quéany 87.

2. DOl TUQNG, PHUONG PHAP NGHIEN CUrU.

2.1. Béi twong nghién cru:

500 NB du 18 tudi tré 1én, gdbm 250 NB dén
kham, diéu‘ tri ngoai tra tai Khoa Kham bénh va
250 NB diéu tri ndi tru tai cac khoa Iém sang,
Bénh vién Quan y 87, tir thang 11/2017 dén thang
4/2018.

Loai trte NB la NVYT, NB khéng da nang lwc
hanh vi tra 161 cau hoi nghién cteu, NB khong hop
tac hoac khéng déng y tham gia nghién clru.

2.2. Phwong phap nghién ctru:

- Thiét ké nghién ctu: diéu tra x& hoi hoc, mé
ta phan tich.

- Phuwong phép tién hanh nghién ciru:

ot Chuén bi phiéu nghién ciru theo cac tiéu chi
vé giao tiép, tng xt» ctia NVYT quy dinh tai Thong
tw s6 07/2014/TT-BYT.

+ Nghién ctru vién gidi thich muyc dich, y nghia
cla nghién ctru cho NB.

+ Nghién ctru vién ~hwc’yng déq va dé NB ty tra
|&i cac cau hdi theo mau phiéu diéu tra.

+ Thu thap va x& |i sé lieu két qua diéu tra.

- C4c chi tiéu nghién ctru:

~+ Dac diém NB: tudi, giéi tinh, nghé nghiép,
doi tweng phuc vu.

+ Thyc trang giao tiép, (rng x& ctia NVYT v&i
NB.

- X ly sb liéu bang phwong phap théng ké y
hoc.

3. KET QUA NGHIEN cUru.

3.1. Pic diém déi twong nghién cteu (n = 500):

- Tubi va gidi tinh:

Tudi Nam N Téng

18-25 52 35 87 (17,4%)
26-39 64 56 120 (24,0%)
40-59 58 68 126 (25,2%)
> 60 89 78 167 (33,4%)
Téng | 263 (52,6%) | 237 (47,4%) | 500 (100%)

- Béi twong phuc vu:
+ Bao hiém y té quan: 142 NB (28,4%).
+ Bao hiém y t& dan sw: 206 NB (41,2%).
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+ Dich vu y té: 152 NB (30,4%).

- Nghé nghiép:

+ Quén nhan tai ngl: 142 NB (28,4%).

+ Cong chirc: 24 NB (4,8%).

+ Cong nhan: 70 NB (14,0%).

+ Hwu tri: 112 NB (22,4%).

+ Nbéng dan, ngw dan: 78 NB (15,6%).

+ Lao dong tw do: 74 NB (14,8%).

~3.2. Thyee trang giao tiép, trng xtr ctia NVYT

doi véi NB (n = 500):

- Thai d6 ctia NVYT khi NB dén kham va diéu
tri tai bénh vién:

+ Chu dao, niém né, s8n sang gidp d&: 441
NB (88,2%).

+ Binh thwong: 58 NB (11,6%).

+ Th& o, lanh nhat: 01 NB (0,2%).

88,2% NVYT co thai d6 giao tiép,~ trng x& chu
dao, niem né chao haéi, dén tiép, san sang giup
d® NB va nguoi nha NB.

- NVYT gi6i thiéu tén va chirc danh dé NB biét:

+ C6 gi¢i thiéu day da: 395 NB (79,0%).

+ Chuwa gi¢i thiéu day da: 87 NB (17,4%).

+ Khéng gi¢i thiéu: 18 NB (3,6%).

79,0% NVYT ChCI,dC)ng gioi thiéu déy da tén va
chirc danh dé NB biét.

- NVYT hwéng dan lam cac thd tuc kham
bénh, nhap vién, ra vién cho NB:

+ C6 hwdng dan day da: 442 NB (88,4%).
+ Chwa huwéng dan day dd: 58 NB (11,6%).

88,4% NVYT huwong dan lam cac tha tuc
kham, nhap vién va ra vién mot cach day du.

- NVYT tw van gido duc strc khde va tra 1o,
giai thich cac cau héi ctia NB:

+ Tra |&i, gidi thich ré rang, day da: 462 NB
(92,4%).

+ Tra |&i, gidi thich chwa rd rang, day du: 38
NB (7,6%).

7,6% NB danh gia NVYT chua giai thich rd
rang, day du cho NB va khéng NB nao cho rang
NVYT khong tw van gido duc sirc khde hoac
khong tra |&i, gidi thich cac cau hdi cliia NB.

- Thai do ctia NVYT khi tra i cac cau hdi ciia NB:

+ Nhiét tinh, lich sw: 318 NB (63,6%).

+ Binh thwong: 137 NB (27,4%).

+ Khéng nhiét tinh: 45 NB (9,0%).

63,6% NB danh gia thai dé cta NVYT la nhiét
tinh, lich sw.
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- NVYT huwong dan NB cach dung thude, cac
van dé can theo déi trwwéc va sau khi dung thudc:

+ Hwéng dan rat day da: 434 NB (86,8%).

+ Hwéng dan chwa day da: 48 NB (9,6%).

+ Khéng hwéng dan: 18 NB (3,6%).

86,8% NB thay NVYT huéng dan rat day da
khi cho NB khi dung thudc, qéc van dé can theo
déi trwdc va sau khi dung thudc.

- NVYT tw van, giai thich trwéc khi tién hanh
lam ki thuéat, tha thuat trén NB:

+ R& rang, day dd: 452 NB (90,4%).

+ Chwa rd rang: 48 NB (9,6%).

9,6% NB nhan xét ’NVYT tw van, giai thich
chwa rd rang trwée khi tién hanh ki thuat, tha thuat.

- Thai do ctia NVYT déi véi bénh tat va dau
dén clia NB:

+ Cam théng: 422 NB (84,4%).

+ Binh thwong: 72 NB (14,4%).

+ Khéng cam théng: 6 NB (1,2%).

1,2% NB cho rang NVYT khéng cam théng véi
bénh tat va dau d&n ctia minh.

- NVYT to tiéng v&i NB:

+ Chuwa bao gio: 481 NB (96,2%).

+ Chuwa, nhwng ngudi nha thi bi: 18 NB (3,4%).

+ [t nhat 2 1an: 1 NB (0,4%).

- 96,2% NB danh gia chua bao gio NVYT to
tieng v&i minh.

- Sy hai ldng ciia NB vé giao tiép, irng xt clia
NVYT:

+ RAt hai long: 223 NB (44,6%).

+ Hai long: 167 NB (33,4%).

+ Binh thwong: 94 NB (18,8%).

+ Chuwa hai long: 16 NB (3,2%).

3,2% NB chwa hai ldng vé thai do giao tiép,
trng xt clia NVYT.

4. BAN LUAN.

4.1. Dac diém déi twong nghién clru:

Ti 1&é NB nam (52,6%) nhiéu hon NB no
(47,4%) song khong dang ké. Nhém NB 2 60 tudi
chiém ti 1& cao nhat (33,4%), nhom NB twr 18-25
tudi chieém ti 1€ thap nhat (17,4%). Boi twong bao
hiém y té quan chiem 28,4%; bao hiém y té dén
sy chiem 41,2% va dich vu y té chiém 30,4%.
Trong so cac NB nhém dich vu y té va bao hiém y
té dan sw, NB [é cér] bd hwu tri chiém da sb. Cac
ti 1& nay cho thay phan nao s tin twdng cda nhan
dan doi voi Bénh vién Quér] y 87. Vé&i dac thu
bénh vién quan déi, cac thay thudéc Bénh viép
Quan y 87 luén xac dinh nhiém vu bdo dam tot
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cbng tac ,khém chira bénh cho can bd, chién si
thuéc tuyén va nhan dan khu viee Nam Trung bd.

4.2. Thyc trang giao tiép, (rng xtr ctia NVYT
v&i NB:

Khi NB dén kham va diéu tri tai Bénh vién
Quan y 87, chi 88,2% NB danh gia NVYT co6 thai
dd “chu déo, niém né, sdn sang giup d&” dbi voi
NB la chwa cao so v&i yéu cau cia Bénh vién.
Tuy nhién, ti 16 NB danh gia thai dé6 ctia NVYT
con thd o, lanh nhat chi chiém 0,2% va danh gia
NVYT c6 thai dd binh thuwéng 1a 11,6%. Diéu nay
cho thay, tinh than thai do6 va ki ‘nang giao tiép
cla mdt sd it NVYT con han ché, hodc cé tinh
than phuc vu tét, nhwng thé hién hanh vi chua
khéo léo, chwa thuyét phuc, lam cho NB hiéu
chwa dung.

Khi tra |&i cac cau hai ctia NB, thai d6 NVYT
“nhiét tinh, lich sy” la 63,6%, “binh thuwdng” la
27,4% va “khéng nhiét tinh” 1a 9,0%. Két qua
nay cho thdy, van con nhiéu NVYT chua chu
trong dén thai do6 cta minh trong giao tiép voi
NB, tao cho NB an twong chua tét, anh hwéng
xau dén su hai long cia NB. Pay la van dé
Bénh vién can tiép tuc quan tam, khac phuc
theo tinh than “déi méi phong cach, thai do
phuc vu clia can bd y té, hwéng téi sy hai long
clia NB” ma Bo Y té da dé ra.

Tilé NB cho rdng NVYT da hwéng dan ho “day
dd” khi lam cac thu tuc kham, nhap vién, ra vién la
88,4%; hwdng dan “chua déy aa” la 11,6%. bay
cling la thyec trang can dwoc Bénh vién quan tdm
ding murc, tranh gay phién ha, khé chiu, mét thoi
gian cho NB.

NVYT ty gi&i thiéu tén va chirc danh “day du”
véi NB chiém 79,0%, gidi thiéu “chwa day du” la
17,4% va “khéng gioi thieu” la 3,6%. Piéu nay
cling can dwoc khac phuc ngay, tao sw than
thién, gan gii git)a NVYT v&i NB ngay to thoi
diém tiép nhan phuc vu.

NVYT huwéng dan dung thubc, cac van dé can
theo ddi trwéc va sau khi dung thubc mure “rat day
dd” chiém 86,8%; muirc “chwa day du” chiém 9,6%
va “khéng hwéng dan” la 3,6%. Khi tw van, gido
duc strc khde va tra |, gidi thich vé bénh tat, ché
dod an ubng, sinh hoat, nhixng thac méc lién quan
dén bénh tat ctia NB trong thdi gian kham, diéu tri
tai bénh vién, thai dd “ré rang, day d0” chiém
92,4%; “chwa r6 rang, day di” 1a 7,6%. Phan lon
NB duwoc tw van, giao duc strc khde, dugc giai
quyét kip thoi cac van dé chuyén mén, song van
con sb it NB thdy minh chwa dwoc phuc vu tét.
Diéu nay co6 thé do sb lwong NVYT con thiéu,
trong khi lvu lwong NB c6 thoi diém qua déng,
khéi lwong cong viéc Ion. Ciing ¢c6 thé do tai mot
s6 khoa chwa trién khai md hinh cham séc NB
theo nhém (van ap dung md hinh cham séc NB
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theo cong viéc); mot sé it NVYT lam viéc chua
nang dong, kha nang chuyén mén chwa dong
déu, chwa cé ki nang tw van strc khde cho NB.

Viéc tw van, gidi thich truéc khi tién hanh cac
ki thuat tha thuat trén NB clla NVYT dwoc danh
gia “ré rang, day dd” 1a 90,4%. Diéu nay cho thay
NVYT da nhan thirc va thé hién kha tét yéu ciu
chuyén mén nay. Cam nhan NVYT tw van, giai
thich “chwa ré rang” 1a 9,6% cho thdy NB con hoai
nghi, chwa tin twédng vao NVYT. Chung t6i cho
rang, dé& NB tin twéng, gidm sy dau dén, lo lang,
NVYT can lam tbt khau giai thich trwdc khi tién
hanh lam cac ki thuat, tha thuat dé NB an tam
diéu tri, phdi hop véi NVYT.

Thai d6 cta NVYT dbi v&i bénh tat va dau dén
cla NB mirc “cdm théong” 1a 84,4%, mrc “binh
thuwdng” la 14,4% va “khéng cdm thong” 1a 1,2%.
Diéu nay cho thdy van con NVYT chuwa that sw
thdu hiéu sy lo Iang, chwa cdm nhan dwoc noi
dau clia NB, chwa xem ndi dau ctia NB nhw chinh
néi dau ctia minh. Tinh trang bi NVYT quat mang
“chwa bao gi®” xay ra dbi voi 96,2% NB, song
“ngudi nha NB bi quat mang’ Ia 3,4% va NB bi
NVYT quat méng 1a 0,4%. Pay la ti 1& hét sic
dang lwu y va can dwoc kip thoi ra soat, rat kinh
nghiém nghiém tuc.

Ti 1& NB danh gia vé thai do giao tiép, ng x(
ctia NVYT mirc “rat hai long va hai long” chiém
78,0%, muc “binh thuwong” chiém 18,8% va
“khéng hai long” l1a 3,2%. So v&i mot sé nghién
cu khac vé marc d6 hai long ctia NB tai cac co
s& y té, Van dé nay can phai thay ddi som va
khac phuc triét d&, nang cao ki nang giao tiép,
(ng x&r dé tao s hai long cao nhét clia NB.

5. KET LUAN:

Nghién ctru thuc trang giao tiép, ng x& cla
NVYT dbi véi NB théng qua phdng van 250 NB
kham, diéu tri ngoai tri va 250 NB diéu tri ndi tra
tai Bénh vién Quan y 87, twv thang 11/2017-
4/2018, két qua nhu sau:

- Tiéu chi tiép don NB dén kham, chira bénh:
88,2% NB thdy NVYT “chu dao, niém né”, 11,6%
NB thdy NVYT tiép dén “binh thwong” va 0,2%
NB thdy NVYT tiép dén “the o, lanh nhat”. Tiéu
chi giéi thiéu tén va chirc danh, 79,0% NB thay
NVYT “gi¢i thiéu day dd”, 17,4% NB thdy NVYT
“chuwa gidi thiéu day d0” va 3,6% NB thay NVYT
“khéng gi¢i thiéu”. Tiéu chi lam cac thad tuc kham
bénh, vao/ra vién, 88,4% NB thay NVYT “hwéng
dan day du”, 11,6% NB thay NVYT “chwa hwéng
dan day dd”. Tiéu chi tw van gido duc strc khde
va tra |&i, gidi thich cho NB, 92,4% NB thay NVYT
“trd |&i, gidi thich rd rang, day dd”, 7,6% NB thay
NVYT “trd 1&i, gidi thich chwa rd rang, day dd’.
Tiéu chi thai do ctia NVYT khi trd 1&i cac cau héi
cia NB, 63,6% NB thdy NVYT “nhiét tinh, lich
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sw”, 9,0% NB thdy NVYT “binh thwdng” va 9,0%
NB thdy NVYT “khéng nhiét tinh”. Tiéu chi hwéng
dan NB céach dung thuébc, cac van dé can theo dbi
trwdc va sau khi dung thudc, 86,8% NB thay
NVYT “huwéng dan rat day da”, 9,6% NB thay
NVYT “hwéng dan chwa day du” va 3,6% NB thay
NVYT “khéng hwéng dan”. Tiéu chi duwoc tw véan,
gidi thich trwdc khi tién hanh lam ki thuat, thad
thuat, 90,4% NB thay da “ré rang, day dd”, 9,6%
NB thay con “chwa rd rang”. Tiéu chi chia sé voi
bénh tat va dau dén cta NB, 84,4% NB thay
NVYT da “cdm thong”, 14,4% NB thdy NVYT t6
thai dd “binh thwong” va 1,2% NB thdy NVYT
“khdng cam thong”. Cé 96,2% NB “chwa bao gid”
bi NVYT to tiéng, song 3,4% NB “chwa bj, nhung
nguoi nha bi” va 0,4% NB bi NVYT to tiéng it nhat
2 lan.

- Panh gia chung vé thuc trang giao tiép, rng
x&¢ cla NVYT, cé 44,6% NB thay rat hai long,
44,3% NB thay hai long va 3,2% NB thay chua
hai long.

T két qua nghién ctru nay, chang téi kién nghj
Bénh vién:

- Thworng xuyén kiém tra, dén dbc, nhéc nhé
NVYT vé giao tiép, tng xt (d6n tiép chu déo,
niém n&; huwéng dan ti mi; giai thich rd rang khi
tham kham, diéu tri, cham sdc...).

- Thwong xuyén cap nhat va nang cao kién
thirc chuyén mén, tap huan ki ndng giao tiép cho
NVYT, gop phan thay dbi thai do, hanh vi giao
tiép, tng xt t6t hon véi NB.

- Trién khai cudc van déng “Nang cao ki ndng
giao tiép, wng x&r dbi v&i NB, than nhan NB,
hwéng téi sy hai long ctia NB tai Bénh vién Quan
y 87” v&i cha dé “Ba xin, hai dot pha” (ba xin: xin
16i; xin chao; xin phép va hai dot pha khi giao tiép:
nu cwoi twoi, I&i néi nhe nhang).
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