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DANH GIA HIEU QUA HUAN LUYEN KI NANG
GIAO TIEP CHO PIEU DUONG THEO MO HINH AIDET,
TAI BENH VIEN QUAN Y 354

Cao Thi Thu Héng'™ va céng sw

TOM TAT

Muc tiéu: Banh gia hiéu qué huén luyén ki ndng giao tiép cho diéu dudng theo mé hinh AIDET, tai Bénh
vién Quén y 354.

DP6i twong va phwong phap: Nghién ciru mé ta cat ngang, cé can thiép 560 bénh nhan, diéu tri tai 14
khoa l&m sang, Bénh vién Quén y 354, tir thang 6 dén thang 8/2022. Danh gia hiéu qué huén luyén ki ndng
giao tiép cho diéu dudng thong qua sw hai long cta nguoi bénh.

Két qua: Sau khi duoc huén luyén theo mé hinh AIDET, ti 1é diéu dung 4p dung cac ki nang giao tiép
tao méi quan hé: 96,43%; gici thiéu ban thén: 95,71%; théng tin vé thoi gian: 89,64%; gidi thich cong viéc:
94,64%; cam on bénh nhéan: 88,57%. Ti Ié bénh nhan hai long vé giao tiép cua diéu dudng theo mé hinh
AIDET sau huén luyén (tir 91,79-96,01%) cao hon so véi trirée huén luyén (tir 85-91,43%), khéc biét véi p <
0,05. Sau huén luyén, ti 1é bénh nhan hai long cao nhét la ndi dung diéu duding tao mdi quan hé (96,01%);
thap nhét la néi dung diéu dudng néi loi cdm on bénh nhan (91,79%); ti 16 bénh nhéan théy duoc diéu dudng
tén trong va déi xt lich sw: 97,86%; duoc diéu dudng lIdng nghe va chia sé: 97,14%; dwoc diéu dudng gidi
thich, huéng dan va cung cép théng tin: 95,0%.

Tir khéa: Huan luyén giao tiép, md hinh AIDET, sy hai long cha bénh nhan.

ABSTRACT

Objectives: To evaluate the effectiveness of communication skills training for nurses using the AIDET
model at Military Hospital 354.

Subjects and methods: A Cross-sectional, interventional descriptive study of 560 patients treated in
14 clinical departments of Military Hospital 354 from June to August 2022. Evaluate the effectiveness of
communication sKills training for nurses through patient satisfaction

Results: After training using the AIDET model, the proportion of nurses applying communication skills to
build rapport was 96.43%, self-introduction, 95.71%; time information: 89.64%, job explanation: 94.64%,
and expressing gratitude to patients, 88.57%. Patient satisfaction rates with nurses’ communication using
the AIDET model after training (ranging from 91.79% to 96.01%) were higher than before training (ranging
from 85% to 91.43%), with a difference of p < 0.05. After training, the highest patient satisfaction rate was for
rapport-building communication (96.01%), the lowest was for expressing gratitude to patients (91.79%). The
proportion of patients who perceived nurses as respectful and courteous was 97.86%; felt listened to and
shared with by nurses, 97.14%, and received explanations, guidance, and information from nurses, 95.0%.
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1. DAT VAN BE

Giao tiép la phwong tién dé trao ddi thong tin
gitra con ngwoi véi nhau, nham thiét 1ap cac méi
quan hé trong x& hoi. Trong méi truwdng y té, giao
tiép da tré thanh mot trong nhitng thwéc do chéat
lwong vé cham soc strc khde toan dién va gitp
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thiét 1ap t6t mdi quan hé gitra nhan vién y té voi
bénh nhan (BN). Cac nghién ciru cho thay, cé méi
quan hé tich cwc, manh mé gitra ki nang giao tiép
clia cac thanh vién trong nhém cham soéc strc khde
véi kha nang tuan tha diéu tri va tw cham séc cla
BN [3]. Trong subt qua trinh diéu tri, diéu dwéng
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(BD) la ngwoi tiép xtc véi BN nhiéu nhat. Cung voi
viéc thyre hién y Iénh clia bac s1, DD con thyc hién
chirc ndng tw van, hwéng dan BN cach tw chdm
séc, theo ddi bénh, gitp BN hop tac tét véi nhan
vién y t&, nang cao hiéu qua diéu tri [4]. Vi thé,
ngoai kién thirc v& chuyén mén, DD can trau doi ki
nang giao tiép, ki nang I&ng nghe va déng cam véi
BN, tir d6 gia tdng mlrc do hai long ctia BN dbi véi
dich vu cua bénh vién.

Hién c6 nhiéu cong cu dwoc ap dung dé tang
hiéu qua giao tiép, trao ddi thong tin gitra DD va
BN. Trong d6, md hinh AIDET d4 cu thé hoéa tirng
buéc trong glao tiép; mdi budc lai cé nhivng huwéng
dan cu the dé thuc hién, dé dang ng dung, dwa
vao 5 yéu td co ban la: tao méi quan hé - gidi
thiéu - thong tin thoi gian - gidi thich - cam on.
Thwc hién theo mé hinh nay, nhan vién vy té co
duwoc mét khuén mau co ban dé giao tiép, don gian
nhwng day dd cac théng tin, gép phan lam tang sw
hai long ctia BN va phat trién méi quan hé tét gitra
BN va nhan vién y té [7], [8].

Tai Bénh vién Quéan y 354, cac BD dwoc dao
tao tir nhidu co s& khac nhau, cp hoc chuyén mén
khac nhau. Vi vay, nang lwc chuyén mén va ki nang
giao tiép véi BN & cac BD ciing cé nhitng diém
khac biét. Nhdm bao dadm chét lwong dong déu va
gia tang sy hai long cta BN, Bénh vién Quéan y
354 |ludn chu trong cong tac huén luyén, bdi dwéng
nang cao nang lwc chuyén mén va ki ndng giao tiép
cho d6i ngli BD toan bénh vién; trong do, lwa chon
m6 hinh AIDET dé huén luyén, (rng dung trong giao
tiép hang ngay cta BD.

Chung t6i thwe hién nghién ctvu nay nham danh
gia hiéu qua huén luyén ki nang giao tiép cho D
theo moé hinh AIDET tai Bénh vién Quan y 354.

2. bOI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. Béi tweng nghién clru

560 BN diéu trj ndi tra tai 14 khoa lam sang
cla Bénh vién Quan y 354 t thang 6 dén thang
8/2022. Lwa chon ngéu nhién cac BN da diéu tri ndi
tru it nhat 1 ngay va chwa ra vién; BN déng y tham
gia nghién ctru va cé du nang luc giao tiép, tra |oi
cau hdi phéng van. Cac BN gébm 2 nhém:

- Nhém 1: gdm 280 BN, tai thoi diém trudc khi
PD dwoc huan luyén ki nang giao tiép theo mod
hinh AIDET.

- Nhém 2: gébm 280 BN, tai thoi diém sau khi
PD da dwoc huén luyén ki néng giao tiép theo mo
hinh AIDET.

2.2. Phwong phap nghién ctru

- Thiét ké nghién clru: mé ta cat ngang, cé can thiép.

- Co6ng cu thu thap sb liéu: xay dwng dwa vao 5
yéu t6 clia mo hinh AIDET va 3 cau hdi danh gia
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s hai long clia BN trwéce - sau khi DD duoc huan
luyén giao tiép theo mé hinh AIDET. Cu thé:

ot Bo cau hdi khdo sat nhém 1: gébm 6 cau hdi
vé thong tin BN va 8 cau héi danh gia sy hai long
cua BN v&i giao tiép ctia BD trwdc khi huan luyén.
Sw hai long dwoc danh gia theo 5 mire: rat khong
hai long, khéng hai Iong, binh thuwdng, hai long va
rat hai long.

+ B6 cau héi khdo sat nhém 2: twong ty nhém
1, c6 thém phan danh gié murc d6 DD ap dung md
hinh AIDET khi giao ti,ép v&i BN (v&i 5 mirc danh
gia: khong bao gi®, hiém khi, thinh thoang, thwong
xuyén va luén luén).

- Phuong phap thu thap s6 liéu: xay dung noi
dung huén luyén ki ndng giao t|ep theo mé hinh
AIDET; st dung phley khao sat dé danh gia sw hgl
long cla BN; tap huan cho nhém nghién ctru biét
cach |4y mau, thv nghiém bd cdng cy, hwéng dan
cach thirc khao sat BN, dién thong tin vao phiéu va
céach tién hanh thu thap sé liéu.

- Cac bwdc tién hanh:

+ Trwdc hudn Iuy‘én: khdo sat BN nhém‘1 (chi
khao sat méi BN 1 1an trong ca qué trinh diéu tri).
BN dwgc gidi thich muc dich nghién clru va huéng
dan cach dién, trd 16i cau hoi. Sau khi BN hoan
thanh khao sat, nhém nghién ctru thu phiéu kiém
tra va lam sach va thu thap so liéu.

+ T6 chirc huan luyén: t6 chirc huén luyén tap
trung cho BD vé ki nang giao tiép theo mé hinh
AIDET v¢&i ndi dung da xay dwng.

+ Sau huén luyén: khdo sat BN nhém 2 va thuc
hién thu thap sé liéu.

- Banh gia ti 1é DD ap dung mo hinh AIDET dwa
trén y kién ctia BN tham gia khao sat:

+ DD c6 ap dung md hinh AIDET khi dat mirc
do: thwong xuyén hoac luén luén.

+BD khoéng ap dung mo hinh AIDET khi dat mire
do: khéng bao gi®, hiém khi hoac thinh thoang.

- Banh gia va so sanh tilé hai long clua BN yé
giao tiép cua DD trwdc va sau huan luyén giao tiép
theo mo hinh AIDET:

+ BN hai Iong khi danh gia dat mic dé: hai long
hoé&c rét hai long.

+ BN khong hai long khi danh gia dat mac do: rat
khoéng hai long, khéng hai long hoac binh thudng.

- Pao q@c nghién ctru: nghién pL’PU dwoc thong
qua Hoéi dong Khoa hoc va Héi dong Y dire ‘Bénh
vién Quan y 354. BN dwoc gidi thich va dong y
tham gia nghién ctru, thong tin BN dwoc bdo mat
va chi str dung cho muc dich nghién ctru.

- Xt Ii s6 lieu bang phan mém SPSS 20.0 lam
sach sb liéu va phan tich két qua.
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3. KET QUA NGHIEN CcUU
3.1. Pic diém chung cua BN nghién ctru

Bang 3.1. Tudi, gi&i tinh, trinh dd hoc van, nghé nghiép, noi &, thoi gian ndm vién

Dac diém Phan nhém Nhém 1 (n =280) | Nhém 2 (n = 280) p
18-44 tudi 34 BN (12,14%) 36 BN (12,86%)
Tubi 45-60 tudi 99 BN (35,36%) 102 BN (36,43%) | 1,034
> 60 tudi 147 BN (52,27%) | 142 BN (50,71%)
S N?mgigi 192 BN (68,60%) | 188 BN (67,14%) 257
NG gisi 88 BN (31,4%) 92 BN (32,86%)
Dai hoc, sau dai hoc 96 BN (34,26%) 104 BN (37,14%)
Trinh d6 hoc van | Cao dang, trung cap 162 BN (57,86%) | 152 BN (54,29%) | 3,67
Trung hoc phé théng tré xubng | 22 BN (7,86%) 24 BN (8,57%)
Huwu tri 146 BN (52,14%) | 136 BN (48,57%)
Nghé nghiép Cong chirc, vién chire 102 BN (36,43%) | 108 BN (38,57%) | 0,72
Khac 32 BN (11,43%) 36 BN (12,86%)
TG Thanh thj 246 BN (87,94%) | 245 BN (87,50%) 0.68
Néng thén 34 BN (12,06%) 35 BN (12,50%)
Thoi gian ndm vién (ngay) 6,2+1,6 6,0+1,8 0,32
3.2. Danh gia hiéu qua huan luyén DD ky ning giao tiép theo mé hinh AIDET
Bang 2. Ti 1é DD ap dung mé hinh AIDET khi giao tiép v&i BN sau huan luyén (n = 280)
TT N6i dung giao tiép ctia DD theo mé hinh AIDET Ket qua
: Cé Khéng

Tao mbi quan hé v&i BN (gd ctra khi vao phong bénh, mim
cwoOi va chao)

270 BN (96,43%)

10 BN (3,57%)

2 | Gi¢i thiéu ban than (tén, chirc danh, vj tri cong tac)

268 BN (95,71%)

12 BN (4,29%)

Théng tin vé thdi gian (théng bao cong viéc sé thwc hién,
khodng th&i gian thye hién cong viéc hoac cho doi)

251 BN (89,64%)

29 BN (10,36%)

Giai thich rd cac cong doan, hwdng dan BN cach hop tac va

& nhirng khé chiu BN c6 thé gap trong va sau thwc hién ki thuat

265 BN (94,64%)

15 BN (5,36%)

5 |Cam on BN sau khi thyc hién xong céng viéc

248 BN (88,57%)

32 BN (11,43%)

3.3. Sw hai long ctia BN vé giao tiép cta DD trwéc va sau huan luyén theo mé hinh AIDET

Bang 3. Sy hai long cia BN vé giao tiép ctia DD trwéc va sau huan luyén theo mé hinh AIDET

TT No6i dung Nhém 1 (n =280) | Nhém 2 (n =280) p
. L. Hai long 256 BN (91,43%) | 269 BN (96,01%)
1 | DD tao moi quan hé voi BN - — 0,045
Khoéng hai long 24 BN (8,57%) 11 BN (3,99%)
. R Hai long 253 BN (90,36%) | 268 BN (95,71%)
2 | BD gioi thiéu ban than - - 0,043
Khong hai long 27 BN (9,64%) 12 BN (4,29%)
3 DD théng tin vé thoi gian, Hai long 238 BN (85,00%) | 260 BN (92,86%) 0.034
cong viéc sé thire hién Khéng hailong | 42 BN (15,00%) 20 BN (7,14%) '
4 DD giai thich ré cac cong Hai long 249 BN (88,93%) | 264 BN (94,29%) 0.035
doan ky thuat sé thic hién Khéng hai long 31 BN (11,07%) 16 BN (5,71%) '
5 DD cam on BN sau khi thwe | Hai long 244 BN (87,14%) | 257 BN (91,79%) 0.045
hién xong cong viéc Khéng hailong | 36 BN (12,86%) 23 BN (8,21%) '
86 Tap chi Y HOC QUAN SV, SO 369 (3-4/2024)
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Ti 1& BN hai long treéc khi DD dwoc huén luyén (tr 85-91,43%) thdp hon sau khi DD dwoc huén luyén
ki nang giao tiép theo md hinh AIDET (tr 91,79-96,01%), sw khac biét cé y nghia théng ké véi p < 0,05,
trong d6 cach BD tao mdi quan hé khién BN thay hai long nhat (91,43-96,01%).
Bang 4. Panh gia chung sw hai long ctia BN vé ki nang giao tiép ctia D

T No6i dung Nhém 1 (n =280) | Nhém 2 (n = 280) p
. BN dworc ton trong va déi x» | Hai long 252 BN (90,00%) | 274 BN (97,86%) 0.01
lich sw Khéng hai long | 28 BN (10,00%) 6 BN (2,14%) '
> BN dwoc PD lang nghe va Hai long 245 BN (87,50%) | 272 BN (97,14%) 0.001
chia sé Khéng hai long | 35BN (12,50%) 8 BN (2,86%) ’
. B[\l duoc giai t,h"Ch’ hwéng Hai long 246 BN (87,86%) | 266 BN (95,00%) 0.04
dan va cung cap thong tin Khéng hailong | 34 BN (12,14%) 14 BN (5,00%) '

Ti I& hai long cta BN trwéc khi DD dwoc huén
luyén va sau huan luyén khac biét cé y nghia théng
ké (p < 0,05), trong d6 da s6 BN thay dwoc D ton
trong va déi xt lich sw (> 90%); dwoc BD lang nghe
va chia sé (> 87%); dwoc DD gidi thich, hwéng dan
va cung cép théng tin (> 87%).

4. BAN LUAN
4.1. Pac diém chung ctia BN nghién ctru

Nghién ctru clia chiing t6i cho thay, khéng c6 sw
khac biét vé tudi, gi¢i tinh, trinh d6 van héa, nghé
nghiép, noi & va thdi gian nam vién gitka 2 nhém
BN (p > 0,05). Da s6 BN clia chung téi sinh séng tai
thanh thj (87,5-87,94%), twong dwong nghién ctru
clia Vo Thi Thay (87%), nhwng cao hon nghién ctru
ctia Nguyé&n Thi Anh Nhung (44,2%) [4], [9]. Diéu
nay la do Bénh vién Quan y 354 ndm ngay & trung
tam thanh phd Ha Noi, nén it tiép nhan BN sinh
sbng tai ndng thén. Két qua nay phu hop véi tinh
hinh thwc té cia bénh vién.

4.2, Hiéu qua huan luyén BD ki nidng giao tiép
theo mé hinh AIDET

Nghién cru nay ghi nhan da s6 BD ¢ng dung mé
hinh AIDET khi giao tiép v&i BN (88,57-96,43%),
pht hop véi nhiéu nghién ctru da thuwe hién trén thé
gi¢i va trong nwéc, nhw nghién cltru clia Varghese
A.S (88,3-96,7%), V6 Thi Thuy (66,7-86,6%),
Nguyén Thi Anh Nhung (87,9-97,4%) vé cac noi
dung gidi thiéu va giai thich; nhwng cac ndi dung
chao héi va cam on trong nghién ctru clia cac tac
gia trén chiém ti 1 thap (43,3% va 36,7%), c6 thé
do s lwong BN qua déng nén BD chwa thwc hién
thwdng xuyén [3], [4], [10].

Trong nghién clru cla chung t6i, ndi dung
tao mdi quan hé véi BN cia PD dat ti 1& kha cao
(96,43%), tuy nhién van con mét sb BD (3,57%)
chwa gbé ctra trwdc khi vao phong, cé thé do clra
cac budng bénh déu lam bang kinh trong subt nén
DD cho réng BN da nhin thdy minh nén thwong bd
qua budc nay.
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Chung t6i ghi nhan da s BD c6 gidi thiéu ban
than (95,71%), cao hon so v&i nghién clru cua
Nguyén Thi Anh Nhung (87,9%) [3]. Tuy nhién, van
con 4,29% DD chwa gi¢i thiéu ban than day du,
c6 thé do BD thweng gia dinh BN da biét minh,
ho&c cho rang BN da nhin thdy bang tén trén o,
nén bé qua viéc tw gidi thiéu. Tuy nhién, viéc tw
gigi thiéu ban than cua BD la viéc lam quan trong,
nhdm cung cép théng tin cho BN va tao sw tin cay
can thiét, giup BN yén tam diéu tri, tranh viéc nhan
vién y t& chi quan tam dén cac hoat ddng chuyén
mén cla minh ma chwa quan tam dén suy nghf,
cam xuc cua BN.

Ti 1é BD thoéng tin v&i BN vé thoi gian thyc hién
cong viéc (89,64%), thap hon két qua nghién ciru
ctia Nguyén Thi Anh Nhung (97,4%) [3]. Két qua
nay cho thay, mét s6 BD chwa thau hiéu dwoc tam
li sét rudt cia BN khi ho phai chd doi. Viéc cap
nhat thong tin diéu tri cho BN la diéu cong bang va
can thiét, goép phan lam tang su hai long cta BN
véi qua trinh diéu tri tai bénh vién.

Ti 1& DD giai thich cac cong doan, ki thuat diéu tri
(94,4%) twong dwong véi nghién clru clia Nguyén
Thi Anh Nhung (94,64%) [3]. Viéc huéng dan, gidi
thich cho BN hiéu va hop tac thwe hién cac ki thuat
didu tri sé mang lai hiéu qué cong viéc cling nhw
sy hai long cia BN. Mot sb BD chwa thwc hién
diéu nay cé thé do BN qua déng hodc BD cho
rang BN da biét minh dang dwoc lam gi nén khéng
gidi thich.

Ti 1&6 BD cam on BN sau khi thyc hién xong
cOng viéc (88,57%) twong dwong v&i nghién ctu
cta Nguyén Thi Anh Nhung (88,9%) va cao hon
nghién ctru cta Vo6 Thi Thay ( 43,3%) [4], [9]. Viéc
cam on BN sau khi tiép xuc, tham kham, cham séc
hau nhw da tré thanh quy wéc chung trong nganh
y. Qua |&i cdm on, nhan vién y té thé hién sy cam
két s& cung cap dich vu tét nhat trong kha nang cta
don vi minh. Chinh vi vay, viéc cdm on BN la viéc
lam khoéng thé thiéu cia méi nhan vién y té, dac
biét la trong ki nang giao tiép v&i BN clia ngwdi BD.
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4.3. Sy hai long ctia BN vé giao tiép cua BD
trwéc va sau huan luyén ki nang giao tiép theo
mo hinh AIDET

Ti I& BN hai long vé giao tiép ctia DD theo md
hinh AIDET trwéc huén luyén (85-91,43%) thap
hon sau huén luyén (91,79-96,01%), khac biét co
y nghia théng ké (p < 0,05). Trwéc va sau huan
luyén, ti 16 BN hai long cao nhét 1a ndi dung BD
tao méi quan hé (91,43% va 96,01%); thap nhét
la ti 1&8 BN hai ldng v&i BD vé thong tin thoi gian
(85% trwdc huén luyén) va BD cadm on (91,79%
sau huan luyén). Diéu nay cho thay viéc huan luyén
ki ndng giao tiép cho BD dat hiéu qua tét, sy hai
Iong clia BN c¢6é s cai thién ro rét, phu hop véi sw
hai long cta BN khi lay y kién BN qua dién thoai
hang thang ctia Bénh vién Quany 354 [2].

Ti 1& hai long cta BN dbi véi DD trwdc huan
luyén va sau huan luyén khac biét cé y nghia théng
ké (p < 0,05) vé& cac ndi dung: BN duoc ton trong
va déi xt lich sy (90-97,86%), BN dwoc lang nghe
va chia sé (87,5-97,14%), BN duwogc giai thich,
hwéng dan va cung cép théng tin (87,86-95%). Sy
hai long ctia BN vé giao tiép ctia DD déu tang khi
BD dwoc huén luyén va trng dung mo hinh AIDET.
Két qua nay phu hop véi nhiéu nghién ciru truéc &
trong nwéc va nwéc ngoai. Nghién clru clia Scott
J thdy sy hai long BN ting 1én 2,4% [9]. Nghién
clru clia Pramote T thdy sw hai long BN tang ti
46,1-54,8% lén 56,4-62,2% [8]. Sw hai long BN
trong nghién ctru ctia Nguy&n Thi Anh Nhung téng
tw 88,7-97,4% [3]. Tai Bénh vién Cho Ray, V6 Thi
Thay khao sat 30 BN & 1 khoa ngoai ciing cho thay
ti 1é hai long cia BN tang tlr 23% lén 60% [4]. Cac
két qua nay déu cho thay viéc ap dung m6 hinh
AIDET - mét mo hinh giao tiép chuén trong nganh
y, gitp cho méi quan hé gitra nhan vién y té va BN
tré nén tét hon.

5. KET LUAN

Nghién ctru 560 BN diéu trj tai Bénh vién Quan
y 354 tlr thang 6-8 nam 2022 vé ki nang giao tiép
ctia BD, chang t6i rut ra két luan:

- Sau khi dwoc huén luyén ki nang giao tiép theo
mo hinh AIDET, ti 1&é DD ap dung mo hinh nay trén
cac ndi dung: tao méi quan hé cta BD (96,43%),
gidi thiéu ban than (95,71%), thong tin vé thoi gian
(89,64%), gidi thich cong viéc (94,64%), cdm on
BN (88,57%).

- Ti 1é BN hai Idng vé giao tiép cta DD theo md
hinh AIDET sau huén luyén (t 91,79-96,01%) cao
hon trwdc huén luyén (t 85-91 ,43%), khac biét co
y nghia théng ké (p < 0,05). Sau huén luyén, ti 1é
BN hai long cao nhét la ndi dung BD tao mébi quan
hé (96,01%); th&p nhét 14 ndi dung BD néi l&i cdm
on BN (91,79%); ti 1& BN thay dwoc DD t6n trong
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va dbi xtr lich sw: 97,86%; dwoc BD I&ng nghe va
chia sé: 97,14%; duoc DD gidi thich, huéng danva
cung cap thong tin: 95%.

Tl két qua nghién ciru nay, chung téi kién nghi:

- Nhan rong huén luyén mé hinh AIDET ra cac
khoa, ban va cac dbi tuic_mg can b, nhan vién khac
c@a bénh vién, gop phén hinh thanh “van hoa giao
tiep” va nang cao chat lwgng cham séc, phuc vu
BN tai Bénh vién Quany 354.

- Moi can b6, nhan vién Bénh vién Quérj y 354
tiép tuc tw hoc tap, rén luyén ki nang giag tiép theo
md hinh AIDET, tao nén théi quen khi tiép xuc voi
BN thwc hién nhiém vu chuyén mén.
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