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DPANH GIA SU'HAI LONG CUA NGUOI BENH NOI TRU
VE GIAO TIEP UNG XU CUA NHAN VIEN Y TE BENH VIEN
TRUONG PAI HOC Y KHOA THAI NGUYEN NAM 2016
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Lé Thi Thu Trang’, Nguyén Thi Hwong Giang®
lTrwdng Dai hoc Y Dugc - DH Thai Nguyén,

2Bénh vién Truong Pai hoc Y khoa Thai Nguyén

Muc tiéu nghién ciru: Xac dinh mic d6 hai 1ong cta ngudi bénh ndi tra vé giao tiép tng xir ctia
nhan vién y t& Bénh vién Trudng Pai hoc Y khoa Thai Nguyén.

Phirong phdp: Thiét ké mo ta cat ngang da dugc thuc hién dé xac dinh mic do hai 1ong ciia ngudi
bénh ndi tri & bénh vién Truong Pai hoc Y khoa Thai Nguyén. 138 ddi tuong 1a nguoi bénh ndi tra
trude khi ra vién da duoc khao sat sy hai long cua ho v6i 36 khia canh giao tlép ung xUr cia nhan
vién y té Bénh vién bang b cau hoi tur dién, thang diém tir 1 (rat khong hai long) dén 5 (rat hai long)
Két qua phdn tich chi ra rang diém hai long trung binh ma nguoi bénh danh gia vé giao tiép tmg
Xir cia can bo y té Bénh vién Truong la rét cao (Mean = 4,27; SD = 0,49). Tuy nhién ti 1& nguoi

bénh chua thyc su hai long van con ¢ mirc 8,3%.

Két lugn: Ti 1& ngudi bénh rt hai long 37,6%; hai 1ong 54,1%; hai 1ong chit it 6,7%, khong hai

1ong 1,2% va rat khong hai long 13 0,4%.

Tir khéa: Hai long, nguoi bénh ndi trit, hanh vi giao tiép, chat lwong cham séc, giao tiép ciia

nhén vién y té

DAT VAN BE

Hai long cua nguoi bénh la mot trong cac chi
s6 c6 ¥ nghia dé dam bao chit lwong cua dich
vu chim soc y té 1a sy hai long cta ngudi
bénh [4].

C6 nhiéu yéu td lién quan dén sy hai long ciia
ngudi bénh, trong d6 hai long vai giao tiép
g xir cia nhan vién y té 1a mot yéu 6 dic
biét quan trong. Su hai long cia ngudi bénh
v6i giao tiép Gmg xr ciia nhan vién y té dugc
xéc dinh 12 mot chi dan phan anh cac nhu cau
cua nguoi bénh dugc dap tng bdi sy cham
soc cua co so dich vu y té [5].

Nhéan thiec duoc vai tro quan trong cua giao
tiép tmg xtr, BO Y té ban hanh théng tu
07/2014/TT-BYT quy dinh vé& quy tic (mg xtr
cua cong chtrc, vién chuc, nguoi lao dong lam
viée tai cac co sy té [3]. Dong thoi, BO Y té
cling d4 ra quyét dinh s6 2151/QD-BYT ngay
04 thang 06 nam 2015 vé& viéc Phé duyét Ké
hoach trién khai thyc hién “D6i méi phong
cach, thai d6 phuc vu ctia can bd y té hudng
to1 sy hai long cua nguoi bénh” [2] Bénh vién
Truong Dai hoc Y khoa Thai Nguyén da trién

* Tel: 0912 805089, Email: thanhqgldd2008@gmail.com

khai thuc hién cac thong tu va quyét dinh nay
ngay tur khi c6 hiéu lyc.

Pé c6 thém thong tin goép phan vao viéc
khong ngimg cai thién nang cao chit lugng
dich vu kham chra bénh tai Bénh vién
Truong Pai hoc Y khoa Thai Nguyén ching
t6i thuc hién dé tai: “Danh gia su hai long cta
nguoi bénh n01 tra vé giao tiép ung xur cua
nhan vién y té Bénh vién Truong Pai hoc Y
khoa Thai Nguyén”.

Muc tiéu nghién ciru: Xac dinh mrc do hai
long cua ngudi bénh nodi tra vé giao tiép ung
xir ciia nhan vién y té Bénh vién Truong Dai
hoc Y khoa Thai Nguyén.

Poi twong va phwong phap nghién ciru

Déi tuong nghién ctru 1a Nguoi bénh ndi tri
tai cac khoa lam sang cua Bénh vién Truong
Pai hoc Y khoa Thai Nguyén, cé du cac ti€u
chuén chon mau, bao g(‘Bm: bu 18 tudi trd 1én;
d3 nam vién it nhat 48 gid; co kha ning giao
tiép, doc, viét, nghe va hiéu tiéng Viét; sau
phiu thuat it nhat 72 gio; sdn sang tham gia
vao nghién ctru. Nhiing nguoi bénh trong tinh
trang cép ctru hodc ¢6 rdi loan vé nhan thirc
duoc loai ra khoéi danh sach khao sat.
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Thiét ké nghién ctru: M6 ta cat ngang

C& miu: Cong thirc uwdc tinh ¢ mau tbi thleu
cho mét ti 1& di duoc st dung dé c6 138 dbi
tuong da tham gia vao nghién curu.

Chi tiéu nghién ciru

1. Chi ti€u thugc vé cac thong tin co ban cia
dbi tugng: Tu01 gl(n tinh trang hon nhan,

trinh d¢ hoc Van $0 ngay nam vién, tinh hinh
sir dung Bao hiém y t& (BHYT)

2. Chi tiéu danh gia sy hai long cua nguoi
bénh: Céac chi tiéu nghién ciu 1a muc @6 hai
long cua nguoi bénh vai cac khia canh giao
tiép Ung xu cua nhan vién y té duoc do bai
thang dlem “Likert Scale” c6 gia tri tir 1 dén
5: 1 1a rat khong hai long dén 5 1a rat hai 10ng
Céc khia canh g1a0 tiép ing xu ctia nhén vién
y té, duoc nguoi bénh dénh gia bao gdom:

- Sy tiép don

- Viée h6 bién nodi quy va nhung thong tin
can thiét khi ngum bénh nhép vién.

- Giai thich vé tinh trang bénh va tu van gido
duc strc khoe

- G1up ngum bénh trong viéc cham soc, dn
uong, v¢ sinh hang ngay

- Giai thich dong vién truge khi 1am thu thuat/
Phau thuat.

- Viéc cong khai thude

- Lo1 noi, ctr chi, thai d6 than thién

- Khong co thai do goi y doi tién, qua, biéu
hién ban on

- Sy cong bang trong chim soc, khéng phan
biét dbi xtur

- Thu tyuc hanh chinh

- Su horp tac cua cac Bac sy, Diéu dudng khi
cham soc diéu tri cho ngudi bénh

- Cong tac cham so6c phuc vu

Cong cu thu thap s liéu:

Str dung bd cau hoi ty dién gdm 2 phan:

Phan thit nhat: Hoi ve cdc thong tin co ban
cua cac doi tugng nghién ciru gobm cac chi so:

Tudi, gioi, tinh trang hén nhén, trinh d6 van

hoa, s6 ngay nam vién va loai hinh bao hiém
y té dang sir dung.

Phan thir 2: Hoi vé su hai long cua nguoi
bénh v&i giao tiép Gmg xtr ctia nhan vién y té
bénh vién Truong Pai hoc Y khoa Théi
Nguyén. Bg céu hoi nay duge xay dung dya
trén “Thang do danh gia giao ti€p giira cac ca
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nhan” cua Klakovich va Cruz (2006) [6] va
Thong tu s6 07/2014/TT-BYT “Quy dinh ve
Quy tac ung xu cua c6ng chire, vién chue,
nguorl lao dong lam vi€c tai cac co s6 y t&”.
B0 cau hoi nay gdm c¢6 36 cau va dugc chia
lam 12 phan twong Ung vdoi cac chi tiéu
nghién ctru:

Cho mdi cAu, ngudi tra 10i s& danh gla su hai
long cua ho trong pham vi 5 diém cua thang
do “Likert Scale” tur 1 1a rat khong hai long
dén 5 1a rat hai long.

Thoi gian nghién ciru: S6 liéu duge thu thap
tur thang 8 dén thang 10 ndm 2016

K§ thuit thu thap s liéu:

Céc diéu dudng truong cua 4 Khoa 1am sang
(Noi, Ngoai Phu - San, cac Chuyén khoa) ctia
Bénh vién Truorng bPai hoc Y khoa dugc moi
tham gia vao viéc lap ké hoach thu thap dix
li€u. Ho duoc dé ngh1 cung cap chinh xac s6
liéu vé& cac ngudi bénh co du tiéu chudn
nghlen ctru trude khi nguoi bénh co ké hoach
ra vién mot ngay.

Nha nghlen clru ra sodt lai cac ti€u chuan
chon mau trude khi moi tu’ng dbi tuong dén
phong riéng de thu thap so liéu, & do khong
¢6 can bd y té qua lai.

Nguoi bénh duoc g1a1 thich rd rang vé muc
dich cta nghién ctru va duoc khang dinh chic
chén rang sy tra 11 cua ho s& chi duge dung
vao muc dich nghién ctru khoa hgc, hoan toan
dugc gilr bi mat. Nguoi tham gla nghién ciru
dugc dé nghi ty hoan thanh bd ciu hoi trong
thoi gian khoang 20 phut.

Trong subt thoi gian ddi tugng nghién ctru tra
101 cac by cau hoi, nha nghién ctru ludn cod
mit trong phong thu thap dit liéu dé giai thich
nhiig cau hoi ma hg khong ro. Trudce khi thu
lai cic bd cau héi tir cic ddi tugng, nha
nghién curu da kiém tra cAn than vé& su hoan
thanh trd 101 dii tit cd cac cAu clia b cau hoi.
Phin tich s6 li¢u:

Dt liéu thu thap duoc da duoc nhép vao phén
mém quan 1y s6 lidu thong ké Epidata 3.1 va
dugc phan tich bang phan mém théng ké
SPSS 17.0.

Thong ké md ta, bao gom ti 1¢ phan tram, gia
tri trung binh va d6 1éch chuén, duoc sir dung
dé mo ta cho céac thong tin co ban, sy hai long
clia ngudi bénh véi giao tiép tmg xir cia nhan
vién y té bénh vién Truong Pai hoc Y khoa
Théai Nguyén.



binh Ngoc Thanh va Dtg

Tap chi KHOA HQC & CONG NGHE

165(05): 117 - 122

KET QUA NGHIEN CUU

Diic diém chung vé doi twong nghién ciru
Céc chi s6 vé tudi, gioi, tinh trang hon nhan,
trinh d hoc vén, sir dung bao hiém y té va sd
ngdy nam vién cia ddi twong nghién ctru da
duogc dua ra phan tich.

Bang 1. Tudi va so ngay nam vién trung binh

e Gia tri Pj Iéch
Chi's0 (n =138) trung binh chuin
T 42,86 15,86
SO ngay nam vién 8,67 3,92

Nhdn xét bang I: Tudi trung binh cua cac ddi
tuong 1a twong d6i cao. S6 ngdy nim vién
trung binh & muc vua phai.

Nhdn xét bang 2: Ddi tugng tham gia nghién
ctru 14 nit (57,2%) chiém ti 16 cao hon nam.
Pbi tugng dang co két hon chiém ti 18 cao
nhit, va c6 ti 16 thap nhat 1a goéa/ ly than. Cac
dbi twong tham gia nghién ctru c6 hoc vin
tuong d6i cao, chu yéu co trinh d6 pho thong
trung hoc (42%), chiém ti 1& it nhat 1a ddi
tuong c6 hoc vén tiéu hoc (2,2%). Hau hét
cac d6i tuong co st dung thé bao hiém y té,
chi c¢6 5% khong co thé bao hiém y té.

Bang 2. Su phdin bo vé" gidi tinh, tinh trang hon
nhdn, trinh d¢ hoc van va sw sir dung BHYT
Chi s0 (n =138) So lwgng  Tilé %

Gidi tinh
Nam 59 42,8
Ni 79 57,2
Tinh trang hén nhian
Dang c6 két hon 100 72,5
Doc Than 31 22,5
Goa/ Ly than 7 51
Trinh d¢ hoc vén
Tiéu hoc 3 2,2
Trung hoc co s& 35 25,4
Pho thong trung hoc 58 42
Pai hoc/ Sau BH 42 30,4
Bio hiém y té
Co BHYT 131 95
Khong c6 BHYT 7 5

Mirc dj hai Iong ciia nguwoi bé¢nh voi giao
tiép teng xir ciia cdn bj y té

Bang 3. Mirc do hai long chung cia nguoi bénh
vOi giao tzep ing xi cua can b y 1é

Nguwoi bénh Piém bolgch  Muc d§

hai long trungbinh  chuan  hai long
Micdohai 5 0,49 Cao
lIong chung

Nhgn xét: Sy hai long cua nguoi bénh co
diém trung binh rat cao dat 4,27 trén 5 (5 la
diém trung binh cao nhat).

Bang 4. Mitc dé nguwoi bénh hai long theo cdc khia canh giao tiép vmg xik ciia can bd y té

Noi dung khao sat

Ti 1§ % nguoi bénh hai long (n = 138)

Rit khong
hai long  hai long

Khong Hailong Hai Rat hai
chutit  long long

L. Sy tiép don cua nhan vién y té 0,3 0 6,2 56,3 37,2
2. Pho t{l_enAnc_)l quy va_ﬂnhung thong tin can thiét 0.7 12 8.3 55.3 345
khi nguoi bénh nhap vién

3. Giai thich vé tinh trang bénh va tu van GDSK 14 1,6 6,9 52,1 38,6
4.; G1upA nguol bénh ‘trong viéc cham sb6c, an 1,0 16 7.7 60,0 29,7
uong, vé sinh hang ngay

5. Giai thich dong vién truéc khi lam thu thuat

(hay Phau thuat) 0,7 0,7 3,7 56,4 38,5
6. Viéc cong khai thuoc 0 2,4 8,8 54,6 34,2
7. Su thé hién 16i n6i, cir chi, thai d¢ than thién 0 0,5 5,3 56,5 37,7
8. Khong co thai ¢ goi y doi tien, qua, biéu hién 0 0 25 511 46,4
ban on.

géiCX(g]g bang trong chdm soc, khong phan biét 0 1,0 22 51,4 45.4
10. Thu tyc hanh chinh 0,7 14 10,7 51,1 36,1
11. Sy thong nhat giira cac Bac Sy va Piéu dudng

trong khi Diéu tri - Cham soc cho nguoi bénh 0.7 0 8 53,6 31,7
12. Cong tac cham soc phuc vu 0,4 1,6 8,7 51,3 38,0
Ti I¢ phén trim chung 0,4 1,2 6,7 541 37,6
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Nhdn xét: Nguoi bénh da danh gia hai long
va rat hai 1ong véi ti 18 rat cao (91,7%). Ti 1¢
duoc coi 1a chua hai long chiém 8,3%. Pang
lwu ¥ hon ¢ 14 c6 1% ngudi bénh rat khong hai
1ong vé viéc can bd y té “Gitp nguoi bénh trong
viée cham soc, dn udng, vé sinh hang ngay”.
BAN LUAN

Két qua nghién ctru & Bang 4 thé hién mirc d6
hai long ctia nguoi bénh véi giao tiép tng xur
cua nhan vién y té bénh vién Truong Dai hoc
Y khoa Thai Nguyén la rat cao. Két qua nay
phu hop véi két qua sau can thiép ting cuong
vé giao tiép ung xur cho cac didu dudng vién
cua Bénh vién Pa khoa Trung wong Thai
Nguyén nam 2014 [1]. D¢ giai thich cho két
qua nay, chung toi cho rang c6 hai ly do
chinh: Thir nhat 13, nguoi Viét Nam thudng
rat ton trong thﬁy thudc, boi vi ho nghi can bo
y t& da lam viéc rat vat va dém ngay dé dem
lai strc khoe va cudc séng cho ho, cung cép
cac kién thirc cham soc strc khoe cho ho, nén
ho cho diém hai long v6i can bd y té thuong
1a cao nhat; thir hai 13, theo tac gia Ozsoy and
Akyol (2007) [7] hai long con chiu anh huong
rat nhiéu boi cac yéu td ca nhan, trong nghién
clru nay, tudi trung binh ciia cac déi tuong
nghién ctru 13 twong dbi cao (42,9 tudi) va
nhiing ngudi dang c6 két hon chiém dai da sd
(72,5%), nhiing dic diém nay phu hop véi
viéc cho diém danh gia vé su hai long cta ho
1a cao nhét [5]. Hon nita, cac ddi tuong hau
hét c6 thé bao hiém y t&, moi chi phi cua ho
dd duoc co quan bao hiém chi tra nén diém
hai long cta ho véi giao tiép mg Xir ctia can
bd y té cao 1a phu hop.

Tuy nhién, khi xem xét k¥ timg chi tiét ciia
cac khia canh thi van con c6 dén 8,3% ngudi
bénh chua thyc sy hai long véi giao tiép tng
XU clia can bd y té. Pac biét, nguoi bénh danh
gia 1a rt khong hai long con chiém 0,4% va
khong hai long la 1,2%. Tuy ti 1&¢ khong 16n
nhung diéu d6 anh huong rat xdu dén hinh
anh tot dep cua ngudi can bd y té ciing nhu
thuong hi€u ctia bénh vién.

Ngudi can bo y té thuong xuyén tiép xac véi
nhiing khach hang “dac biét” d6 la nguoi
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bénh. Nguoi ¢6 bénh thi tam 1y lo ling, so hai
vé nhiéu mit khién cho ho tré nén kho tinh,
rat dé trach moc, than phién. Do d6 lam hai
long moi nguoi la kho, lai cang kho hon khi
ngudi can b y té phai thudng xuyén niém na,
vui tuoi, 4n can, quan tam dén ngudi bénh,
tranh sy vo cam, tho o voi nguoi bénh. Muén
lam hai 10ng ngudi bénh, nguoi can bo y té
phai y thire dugc viée “Xay dung thuong hiéu
don vi”. Phai thyc hién thuong xuyén thuc
hién tdt, dﬁy du cac ndi dung cua ké hoach
“Pbi mai phong cach, thai do phuc vu cia
can b y té, hudng t6i sy hai long cua nguoi
bénh”. Mot tap thé tot, uy tin va dugc kinh
trong khong hoan toan ndm & ban lanh dao,
ma la & tit ca moi thanh vién cta bénh vién
ké ca nguoi bao vé, lao cong don vé sinh,
ngudi giir xe ciing can ¥ thirc xay dung hinh
anh thuong hiéu cho chinh don vi minh.
Mubdn lam duoc didu nay, trude tién trong tap
thé phai ung x{r voi nhau cé sy ton trong, y
thirc 1am tron trach nhiém cua minh. Phai
thuc sy y thuc dugc nguodi bénh la khach
hang 1a ngudi tra lwong cho can bd y té.
Ngudi can bd y t& phai luén nhé bénh tat
khong phai 1a “cai tdi”, nén phai biét cam
thong va chia sé voi nguodi bénh. Phai luén y
thirc rang ngudi bénh khong bao gio sai, chi
¢6 minh 1am chua tot, boi vy, khong bao gio
dugc phép tuc gidn voi nguoi bénh.

Két qua nghién ctru chi ra rang, sy “Giai thich
vé tinh trang bénh va tu vAn giao duc stic
khoe” 1a van dé ngudi bénh khong hai 1ong
nhiéu nhat. Quan diém vé ngudi bénh da khac
xua, nguoi bénh phai 1a trung tdm, nguoi
bénh phai dwoc tham gia vao viéc ra quyét
dinh vé phuong phap diéu tri va chim séc st
khoe, bdi stc khoe 1a cua ho. Boi vay, néu
can bo y té giai thich khong dén noi dén chén
thi ngudi bénh khong hiéu chinh xac vé bénh,
mirc d9 ning ciia bénh, din t6i co thé nguoi
bénh lgya chon cach chita bénh khong phu
hop. Thém nira, khong phai lic nao can bg y
té cling bén canh chiam s6c¢ cho nguoi bénh,
do d6 viéc quan trong ma can bo y té phai lam
1a tu van gido duc strc khoe cho ngudi bénh,
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gitp ho nhan ra suc khdée hién tai ctua ho,
ddng thoi cung cip cho ngudi bénh phuong
phap tu chim soc dé ho phan déu cai thién
nang cao sttc khoe cho ban than ho.

“Giiup nguoi bénh trong viéc chdm soc, an
ubng, vé sinh hang ngay” va “Thi tuc hanh
chinh” ciing 13 nhitng van dé ngudi bénh chua
hai 1ong nhiéu. Giup ngudi bénh in udng va
v¢ sinh la cong viéc thuong ngay cia nguoi
diéu dudng. Mudn cho ngudi bénh mau khoi
bénh thi cham soc¢ thude chu d4o 1a chua du
ma con phai dam bao dinh dudng va dam bao
vé sinh thi méi c6 thé khoi bénh va mau hoi
phuc stic khoe. Pay 1a van dé ma can bo 1am
cong tac quan ly ¢ cac Khoa/ Phong va lanh
dao bénh vién phai thuc sy quan tdm, phai
tang cuong cong tac kiém tra giam sat.

KET LUAN

Ngudi bénh diéu tri tai Bénh vién Truong Dai
hoc Y khoa Thai Nguyén c6 diém hai long
chung véi giao tiép tng xir clia can bo y té rat
cao (Gi4 trj trung binh = 4,27; P 1éch chuén
= 0,49). Ti 1¢ ngudi bénh rat hai long 37,6%;
hai long 54,1%; hai long chat it 6,7%, khong
hai long 1,2% va rt khong hai 1ong 14 0,4%.
KHUYEN NGHI

Pé 1am ting ti 16 nguodi bénh hai long, hon
nita, Bénh vién Truong Dai hoc y khoa Thai
Nguyén can co ké hoach cai thién ngay vé
cac vén dé:

- Tang cuong gitp nguoi bénh trong viéc
cham séc, an udng, vé sinh hang ngay

- Cai tién vé thu tuc hanh chinh

- Pam bao su thdng nhét giita Bac Sy va Piéu
dudng trong khi Piéu tri - Cham séc cho
nguoi bénh.
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SUMMARY

A SURVEY ON INPATIENT’S SATISFACTION WITH COMMUNICATION OF
HEALTH PERSONNEL IN HOSPOTAL OF THAINGUYEN UNIVERSITY OF
MEDICINE AND PHARMACY

Dinh Ngoc Thanh", Nguyen Thi Thuy Ha?,

Le Thi Thu Trang?, Nguyen Thi Huong Giang®
ICollege of Medicine and Pharmacy,

2Hospital of Thai Nguyen University of Medicine

Research objective: To determine the satisfaction level of inpatients on communication behavior
of health personnel in Hospital of Thai Nguyen University of Medicine

Research methodology: A cross sectional design was used to examine satisfaction level of
inpatients in Hospital of Thai Nguyen University of Medicine. A sample of 138 patients were
selected to answer 36 items of medical staff-patient communication questionnaire before leaving
the hospital. A 5-likert scale self-reported questionnaire was designed to collect data.

Results: The findings of this study indicated that inpatients arranged their satisfaction level at very
hight score (Mean = 4.27; SD = 0.49). But the rare of unsatisfied patient was till 8.3).

Conclution: The rate of inpatients who arranged their satisfaction level at very satisfied, satisfied,
Slightly satisfied, dissatisfied and very dissatisfied were 37.6%; 54.1%; 6.7%, 1.2% and 0.4%
respectively.

Key words: Satisfaction, inpatients, communication behavior, quality of care, medical staff.
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