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DANH GIA SU'HAI LONG CUA NGUGI BENH NOI TRU
VE GIAO TIEP UNG XU’ CUA NHAN VIEN ¥ TE BENH VIEN
TRUONG PAI HOC Y KHOA THAINGUYEN NAM 2016

TOM TAT

Dinh Ngoe Thénh‘ Ngnyén Thi Thiy Ha’ s
L2 Thj Tha Trang?, Ngnyen Thj Hwomg Giang®
Truing Dai koe ¥ Dicgc - DH Thiy Nguyén,

*Benh vign Truimg Das hoc ¥ koo Thit Nguyén

Muc tién thlEh ciu: Xac dinh mirc d hai long cia ngudi bénh ngi i vé giao tidp wng X cha
nhan vién y té Bénh vién Tnn‘mg Dai hoc ¥ khoa Thai Nguyén.

Phuomg phap: Thibt ké mé ta cit ngang d4 duge thye hién dé x4c dinh mirc d3 hai long <la ngudi
bénh né: tria & bgnh vign Truémg Bai hoc Y khoa Thai Nguyén 138 ddi fugng ta ngudi bénh nbi wi
trrée khi ra vign 33 duoc khao sit sy hai [ong cia ho voi 36 khia canh giao lrep ng x\ cia nhan
vién y té Bénh vign bling b6 cau hoi tur dién, thang diém (ir | (rét khéng hai 1ong) dén 5 (tdt hai  15ng)
Két qué phin tich chi ra ring diém hai lbng trung binh ma ngudi bénh danh gid vé giao tiép img
Xif cda cin by y wé Bénh vién Truong 12 rat cao (Mean = 4,27; SD = 0,49). Tuy nhién t{ 1¢ ngudi

bénh chua thyc s hai long v%n con & muc 8,3%.

Két Iugn: Ti 1§ nguai bénh rdt hai long 37,6%; hai long 54,1%; hai long chit it 6,7%, khong hai

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

Tir khéa: Hai long, ngwdr bénh ni o, hanh vi giao tidp, chidt hegng cham soc, giaa tdp cia

rhan viény 1é

DAT VAN bE

Hax long cia ngudi bénh la mot trong cac chi
sbco ¥ nghfa dé Gam bao chit lweng cia dich
vu chim séc y t€ 13 sy hai long ciia ngudi
bénh [4].

€6 nhiéu yéu 16 lign quan dén sy hai long cia
ngudi bénh, trong d6 héi long vdi giao tiép
lng xi cla nhan vién y té 1a mdt yéu to dic
biét quan trong. Sir hai long cla ngudi bgnh
véi giao tiép img x\¥ cha nhin vién y t€ dugc
xic djnh 1a mt chi din phin anh cac nhu ciu
cia ngudi bénh duge dap {mg boi sy chim
séc oda oo sé dich va v 6 [5].

Nhan thirc duge vai rd quan trong cda giao
tiép ing xo, By Y ban hanh théng tr
07/2014/TT-BYT quy dinh v& auy tic img xur
clia ¢ong chire, vién chirc, ngudi lac dfng lam
viée tai ¢ac co s¢ y 1€ [3). Dong thoi, BO Y té
ciing d3 ra quyét dinh s5 2151/QD-BYT ngiy
04 thing 06 nim 2015 v& vige Phé duyét Ké
hogeh trién khai thye hién “D&i mdi phong
céch, théi do phyc va céa cén bd y 1€ hudng
16i sw hai long cia ngudi bénh” [2] Bénh vién
Trwéng Pai hoc Y khoa Théi Nguyén dd trién

* Tet- 0942 805089, Ematl: thanhgldd2003@gmail.com

khai thyc hién cdc thong tu va quyét dinh nay
ngay tir khi co kiéu lyc.

D& c¢6 thém thdng tin gdp phin vac vite
khéng ngimg c&i thién néng cao chit lugng
dich vu kham chita bénh tai Bénh vién
Truong Dai hoc Y khoa Thédi Nguyén chiing
t5i thuc hién &8 tai: “Danh gia su hai long cua
ngudi bénh n01 tri vé giao tlep Gng x cla
nhén vién y € Béuh vién Trudng Pai hoc Y
khoa Thai Nguyén”.

Muc tiéu nghién ciu: Xac dinh mic dd hai
1ong cia ngudi bénh ndi tra vé giao tiép ung
XU cuia nhin vién y & Bénh vién Trudng Dai
hoc Y khoa Thai Nguyén.

Péi twgng va phwong phap nghién cirn

Péi tugng nghién ciu la Ngodi bénh néi tri
tai cac khoa 1am sing cta Bénh vién Trudng
Pai hoe Y khoa Thai Nguyen cd di céc tiéu
chuan chon mau, bao gdm: D 18 tudi tre lén;
da ndm vién ft nhét 48 gid; c6 kha ning giao
tiép, doc, viét, nghe va hiéu tiéng Viét; sau
phéu thujt it nhit 72 gid, sn sang tham gia
vio nghlcn ciru. Nhimg ngudsi b§nh trong tinh
trang cap ciu hofic ¢6 rdi loan v& nhan thic
duoc loai ra khoi danh sach khao sat.

7


mailto:thanhqldd2008@gmail.com

Dinh Ngoc Thanh va Pig

Tap chf KHOA HOC & CONG NGHE

165(05): 117 - 122

Thiét ké nghién céa: Mo ta cit ngang

C& miu: Céng thirc véc tinh c& miu téi thidu
cho mét ti 1¢ di duge sir dung d& c6 138 &4
arong da tham gia vao nghién ciu.

Chi tiéu nghién ciru

1. Chi tiéu thuge vé cac théng tin co ban ciia
461 twomg: Tudi, gidi, tinh trang hdn nhan,
trinh 43 hoc vén, sb ngay n3m vién, tinh hinh
sir dung Bao hiém y 1€ (BHYT)

2. Chi tidu dénh gia su hai long cjja ngudi
bénh: Cac chi tidu nghien ciru 13 mire d3 hai
long cia ngu'm bénh véi cac khia canh giao
tiép g it ciia nhin vién ¥ é du'qc do bai
thang dlem “Likert Scale” cd gid tef tir 1 dén
S:1lardt khong hai long dén 5 1a rit hai long
Céc¢ khia canh g\ao tiép Gng X cia nhan vién
y té, duge ngudi bénh danh gia bao ghm:

- Sir tiép dén

- Vlec Pho bién ndi quy va nhitng théng tin
ciin thiét khi ngu'crl bénh nhap vién.

- Gial thich vé tinh trang bénh va tr vén gido
duc sirc khoe

- Gidp ngudi bénh trong vige chim soc, in
uong, v¢ sinh hang ngay

- Giai thich dng vién trude khi lam tha thudy/
Phéu thuje.

- Viéc cong khai thudc

- Lo néi, cir chi, thai o thdn thién

- Khéng c6 thai 46 goi ¥ doi tién, qua, bidu
hién ban on

- Sy cnng bing trong chim séc, khéng phén
bigt déi xir

- Thit tuc hanh chinh

-8y h(!p tac ciia che Bdc 3, Didu dudmg khi
cham soc diéu tef cho ngudi bénh

- Cong tac cham séc phuc vy

Cbhng cy thu thip sb lidu:

Str dung b9 cu hoi tir dién gdm 2 phin:

Phdn Ihu nhdt: Hoi vé cac thong tin co ban
cba c4c dbi tugng nghién ciru gdm cdc chi s6:
Tudi, gxm, tmh trang hén nhién, trinh d6 vin
hoa 50 ngdy ndm vién va loai hinh bao hidm
y t& dang str dyng.

Phin thir 2: Hai v& su hai long cia ngu'm
bénh vé&i giao tiép tng xit ciia nhdn vién y t&
bénh vién Truomg Dai hoc Y khoa Thai
Nguyén. B§ céu hoi nay duge xiy dung dwa
trén “Thang do dinh gii giao tiep gilta céc ca
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nhén” cia Klakovich vi Cruz (2006) [6] va
Théng tr s5 07/2014/TT-BYT “Quy . dinh vé
Quy tic tmg x cia cong chirc, vién chie,
ng\rm lao ddng lam viée tai céc co 50 y 167,
B§ cdu hoi niy gbm co 36 cdu va dugc chia
lam 12 phan tuong ting voi cdc chi tidu
nghién ciru:

Cho mbi cau, ogudi tra 1oi s€ danh gla sy hai
long cba ho trong pham vi S diém coa thang
do “leen Scale” tir 1 1a rit khéng hai long
dén 5 1a rht hai long.

Thai gian nghigén ciu: S8 lidu duge thy thap
tir thang 8 d&n thang 10 nam 2016

Ky thnt thu thap s6 li¢u:

Cac didu dudng tredng cia 4 Khoa lim séng
(N6, Ngoai Phu - San, cac Chuyén khoa) cia
Bénh vxen Tnmng Bm hoe Y khoa duge méi
tham gia vio vigc lap Kké hoach thu t.hap di
ligu. Ho duge d& nghl cung cap chinh xac s&
ligs v& cac ngudi bénh c6 i tidu chuin
nghlan cliu truGe khi ngudi bénh cé ké hoach
ra vién mét ngay.

Nha nghién ciiu ra soat lai cic tidu chuEm
chon mau trude khi moi nmg dbi tuong dén
phong rigng de thu thép s6 ligu, & do khong
cocanbdy té qua lai.

Nguii bénh du:cc gxan thich 1o rang vé myc
dich cla nghién clu va duge khing dink chic
chiin ring sy tri 1oi cda ho s& chi duoe ding
véo muc dich nghién ciu khoa hoe, hoan toan
dwge gil bi mit. Ngudi tham gla nghién ciu
duge d8 nghi tr hoan thanh b§ cau hoi trong
thdi gian khoang 20 phut.

Trong sut thai gian di trong nghién cim tra
16i cac bd ciu hoi, nha nghién c({'u Iuén cb
mit trong phong thu thap dir ligu d¢ giai thich
nhitng céu héi ma ho khdng rd. Trude khi thu
lai cic b cau héi tr cic ddi tuong, nha
nghién ctu d& kiém tra cdn thin vé s hodn
thanh tra lbi 0 tt ¢ cde cdu cha b cau hoi.
Phan tich s§ ligu:

D li¢u thu thap duoc 43 duge nhip vao phan
mém quan Iy s6 ligu (hong ke Epidata 3.1 va
duge phan tich bing phin mém théng ké
SPSS 17.0. A

Théng k& mé ta, bao gém i 18 phén tram, gia
tri trung binh va 4§ léch chuln, dugc sir dung
d& mo ta cho cic thang tin co ban, su hai long
clia ngum bénh véi giao tiép g xur cfia nhan
vién y 1é bénh vién Trudng Dai hoe Y khoa
Thai Nguyén.
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KET QUA NGHIEN cUU
Die diém chung vé d8i tuwpng nghién ciu
Cic chi s6 v& di, gidi, tinh trang hon nhan,
trinh 3) hoc vén, st dung bao hidm y té va sb
ngdy nim vién ciia d6i fwong nghién ciru di
dwge dua ra phan tich.
Bang 1. Tudi va sd ngay ndm vién trung bink
Chishn=13)  Gidtri — Dflich

trung binh chuin

] T\Il).l 42,86 15,86
83 ngay nam vién 8,67 392

Nhdn xét bang 1: Tubi trung binh cia cdc déi
trong la twong d6i cao. 8§ ngiy ném vign
trung binh & mic vita phai.

Nhgn xét bing 2: Déi tugng tham gia nghién
ctm B nft (57,2%) chiém ti 1§ cao hon nam.
Débi tuomg dang c6 két hon chiém ti ¢ cao
nhét, va c6 ti 1¢ thap nhii 1a géa/ ly than. Cic
#6i tuong tham gia nghién ciu ¢5 hoc vén
twong d6i cao, chi yu ¢é trinh 46 phé thng
trung hoc (42%), chiém ti 1¢ it nhét la dbi
tugng ¢6 hoc vén tidu hoe (2,2%). Hau hét
cic dbi tuong c6 sik dung thé bio hidm y 4,
chi ¢6 5% khong c6 the bio hidm v 16.

Béng 2. Sy phan bd vé  gidi tinh, tinh (rang kdn
nhdn, trinh 46 hoc vén v su s dyng BHYT

Chisb (n~138) S8 lugng  TiE%
Gié1 tinh

Nam 59 42,8
Ni 79 572
Tinh trang hén nhin
_}mﬁahan_mo—n,s
Bgc Thin 31 22,5
Géa/ Ly than 7 5,1
Frinh d hoe vén
Tigu hoc 3 22
Trung hoc co s& 35 254
Phd théng trung hoc 58 42
Dai hoc/ Sau BH 42 304
Bao hitm y [

C$BHYT 131 95

Khong ¢¢ BHYT ki 3

Mice dp hai Iang ciia ngmh bénh voi giao
ttep trng xir ciia cdn bd y @
Biing 3. Mizc A5 hai long chung ciia ngudt bénk
vai giao nép img xi ca cdn bg y 1&

Ngudibnh  Diém  Dplich Mic dp
hailong  tugbih  chudn  hailong

Mitc 4 hai

ong chung 57 0,49 Cao

Nhdn xét: Sy hai long cla ngudi bénh co
diém trung binh rét cao dat 427 trén 5 (5 1a
diém trung binh cao nhét).

Bing 4. Mitc dg ngudi bénh hin long theo cde khia cank giao tidp tmg xé ciia cdn bé y 1

Ni dung khio sit

Rat khong Khing
hailong haildng  chutit long  long

Ti1é % ngudi bénh hai ldng (n = 138

Hailong Hai Rat hai

1. Sy tiép don ciia nhdn vién y 1€ 0,3 ¢ 6,2 563 372
2, Phé bicn ndi quy va nhitng théng tin can thiét .

kb ngudi binb nhip vién 90,7 12 33 553 345
3. Gidi thich v& tinh trang bénh v tw vin GDSK 14 16 6.9 52,1 38,6
4. Gitp nguoi bgnh trong viéc cham sdc, In

ubng, vé sch hing ngdy 1,0 1,6 17 600 297
5. Glal thich ddng vién trude khi lam thu thugt

(hay Phiu thust) 0,7 0,7 37 56,4 38,5
6. Viée cong khai thudc 0 24 8.8 54,6 34,2
7. Surthe hagn i ndi, ¢ ¢hi, théi 46 thén thién 0 0,5 53 56,5 37,7
8. Khng c6 thai 4 ggi ¥ 401 tién, qua, bidw hign o 2s SL1 464
ban on. > ! M
9,6Céng bang trong cham séc, khéng phén bigt 0 10 22 $14 45.4
480 xi ’ i ’ d
10. Tha e hanh chinh 0,7 14 10,7 51,1 36,1
11. Sy thong nhét gitta céc Bdc 5§ va Diéu dudng

trong khi iéu tri - Cham s6c cho ngwdi bénh o7 0 8 B6 37
12, Cﬁng thc chim sé¢ phuc vy 0,4 1,6 87 513 38,0
Ti ¥ phan trim chung 04 12 6,7 34,1 376

119



Dinh Negoe Thanh vé Drg

Nhgn xér: Ngudi bénh di danh gié hai long
va rét hai long voi ti 18 rét cao (91,7%). Ti 1&
duge coi 13 chura hai long chiém 8,3%. Pang
lru ¥ hon cé 1 ¢6 1% ngudr bénh rat khong hai
long vé viéc cn bf y t6 “Gitip ngwoi bénh trong
viéc chim séc, in uéng, vé sinh hing ngay”.
BANLUAN
Két qua nghién ciru & Bang 4 thé hign mirc &
hai 1ong clia ngudi bénh voi giao tidp ung xir
cua nhdn vién y té bénh vién Trudmg Dai hoc
Y khoa Thai Ng,uyen 12 rat cao. Két qua nay
phu hop vm két qua sau can thuep tAng cudng
vé gino tiép ng xir cho céc didu dudng vién
cha Bénh vién Da khoa Trung wong Thii
Nguyén nitn 2014 [1]. D giai thich cho Kbt
qué nay, ching ti cho ring ¢é hai Iy do
chinh: Thit nhét 14, nguoi Viét Nam thudng
rht ton trong Lhay thude, bai vi ho nght can b
v té dd lam vigc rét Vat va dém ngiy dé dem
lz_u stic khoe va cudic mng cho ho, cung uz‘\p
cdc kién thire cham sée stre khoe cho ho, nén
ho cho diém hai long véi cin b6 y té thudmg
13 cao nhit; thir hai 14, theo tic gia Ozsoy and
Alkyol (2007} [7] héi long con chiu anh hudng
rét nhidu boi edc yéu 16 o nhan, trong, nghién
clru ndy, tudi trung binh cta cic a8i tugng
nghién ciru 13 twong déi cao (42,9 tudi) va
nhiing ngudi dang 6 két hon chiém dgi da &
(72,5%), nhitg dac diém nay phi hop voi
vigc cho diém dénh gid vé sur hai long ciia ho
I3 cao nhét [5]. Hon nifa, cdc ddi twong hiu
hét c6 thé bdo hidm y & moi chi phi cua ho
da duge co quan bao hiém chi «a nén diém
hai long ciia ho véi giac tip dng xir clia cin
b3 y 1€ cao 13 phit hop.
Tuy nhién, khi xem xét k¥ timg chi tiét cia
céic khia canh thi van con c6 dén 8,3% ngudi
bénh chua thue sy hai long voi giao tiép ang
xi¥ cita cdn b v té. Dic bidt, nawdi béah dénh
gid 13 rét khidng hii long con chiém 0,4% va
khong hai long {3 1,2%. Tuy ti g khong {én
nhung didu d6 anh hudmg rht xdu dén hinh
anh t6t dep cia ngudi can bd y té cling nhur
thuong higu ciia bénh vign.
Ngudi can bd y 8 thudmg xuyén tiép xic véi
nhiing Khich hiang “dic biét” dé la ngudi
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benh Ng\rm c6 bénh thi tim Iy lo lang, s¢ hai

vé nhidu mat khién cho ho tr& nén kho tinh,
tét d& trach méc, than phidn. Do d6 Jam hai
long moi ngudi 1a khé, lai cang kho hon khi
ngudicdn bl y 1é phai thuong xuyen niém ng,
vui toi, 4n cin, quan tim dén ngudi bénh,
tranh sy vé cam, thos o voi ngudi bénh. Muén
lam hii 1ong ngudi bénh, ngudi ¢dn bd y té
phai ¥ thirc dugc vige “Xéy dung thuong hidy
don vi”. Phai thuc hifn thuong xuyén thyc
hién tSt, ddy di céc néi dung ciia ké hoach
“P6i mi phong cich, thal db phuc vu caa
can bd y té, hudng i sw hai long cla ngudi
bénh”, Mot tap thé ¢bt, uy tin va duge kinh
treng khéng hoan toan nim & ban lanh dao,
ma & & tt ca moi thanh vién cua bénh vién
ké < ngudi bao ve, lao cdng don v§ sinh,
ngudi gilt xe cling <n ¥ thite xdy dung hinh
inh thuong hiéu cho chinh don vi miah.
Mudn lam duoc dida nay, truéce tién trong tap
thé phai Gog xit véi nhau cd su ton trong, ¥
thire 1am trén trdch nhiém ctia minh. Phai
thue su y thic dwoc ngudi bénh la khach
hing la ngudi trd luong cho can b y t6.
Nguti can bd y té phal fusn nho bénh tit
khéng phai la “cii toi”, nén phai biét cim
théng va chia sé voi ngudi béuh. Phal ludn ¥
thire ring ngudi bénh khong bao gi sai, chi
6 minh lam chua 16, bdi viy, khing bao gio
duge phép tie gidn vai nguoi bénh.

Két qua nghién ctiu chi ra ring, sy “Glai thich
vé tinh trang bénh va t vén gido duc sic
khoe” 1a vn ¢é ngubi bénh khong hai fong
nhiéu nhét. Quan diém vé ngudi bénh da khac
xua, ngudi bénh phai la trung tdm, nguol
bénh phax duge tham gm vao vide ra quyét
dinh vé phuong phap didu tri vi chim soe suc
khoe, boi siic khoe la cta ho. Bot vay, néu
cén b3 y té gidi thich khong dén noi dcn chén
thi ngwdi bénh khong hiéu chinh xac vé bénh,
mirc dd ning cla bénh, din 1di o6 thé ngudi
bénh lwya chon cach chita bénh khéng phit
hop. Thém nita, khong phai lic ndo cén b y
1 ciing bén canh chim séc cho ngudi bénh,
do d6 v}iéc quan rong méa cdn bg y té phai lam
12 wr van gido duc ste khée cho ngudi bénh,
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gilp ho nhan ra stic khoe hign tai cua ho,
ddng thoi cung cip cho ngIIUl bénh phuong
phép tr chim séc dé ho phén ddu cai thién
nang cao suc khde cho ban thin ho.
“Gilp ngudi bénh trong viéc cham séc, in
ubng, vé sinh hang ngdy” va “Thi tyc hanh
<hinh” cling Ia nhimg vén dé nguti bénh chua
hii [dng nhidu. Gitip ngudi bénh in udng va
vé sinh 13 céng vige thudmg ngay cia ngudi
didu dudng. Mudn cho ngudi bénh mau khéi
bénh thi chim séc thudc chu ddo la chua da
ma con phai dam bao dinh dudng va dam bio
vé sinh thi méi ca thé khoi bénh vi mau hdi
phyc stc khoe. Day [a vin d& mi can b6 lam
<Ong tdc quan Iy & cic Khoa/ Phéng v lanh
dao bénh vién phai thyc sy quan tam, phai
ting cudmg cong tic kiém tra gidm sat.
KET LUAN
Ngurdi bénh diku trj tai Bénh vién Trudmg Dai
hoc Y khoa Thai Nguyén co didm hai long
chung véi giao tiép img xir cia c4n bo y té rit
<a0 (Gid tri trung binh = 4,27; D8 lich chudn
=0,49). Ti I& ngudi bénh rit hai long 37,6%;
hdi l6ng 54,1%; hai long chit it 6,7%, khong
hai ldng 1,2% va rit khong hai long 12 0,4%.
KHUYEN NGH]
Dé lam tang ti 1§ nguoi bénh hai long, hon
nira, Bénh vién Trudmg Bai hoe y khoa Théi
Nguyen cin co ké hoach cii thién ngay vé
céc vén dé:

Tang cwdng gitlp ngudi bénh wong viée
chim séc, an udng, vé sinh hang ngay

- Cai tién v& thi tuc hanh chinh

- Dam bdo sw théng nhit gita Bac Sy va Didu
dudng trong khi Diéu tfj - Chim séc cho
ngudi 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

Dioh Ngoc Thanh', Nguyen Thi Thuy Ha’, :

Le Thi Thu Trang’, Nguyen Thi Huong Giang®
{Colfege of Medicine and Pharmacy,
2Hospital of That Nguyen Universuy 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 ccmmunication questionnaire before leaving
the hospital. A 5-likert scale self-reported i ire was designed to collect data

Resulrs: The findings of this study mdlcmed that inpatients asranged their satisfaction fevel 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:

inpatie ication behavior, quality of care, medical staff.
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