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BAI BAO NGHIEN CU'U GOC

Thue trang va mdt s6 yéu té anh hwéng dén giao tiép ving xir giira bac si va
nguoi bénh tai khoa Kham bénh, bénh vién Nhan Dan Gia Pinh nam 2021
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Muc tiéu: Phéan tich mét s6 yéu t6 anh huong dén giao tiép tmg xir gitra bac si va nguoi bénh tai bénh
vién Nhan dan Gia Dinh nam 2021.

Phuwong phap nghién ciru: thiét ké mo ta cat ngang, phuong phap dinh lugng két hop dinh tinh. Nghién
cuiru da quan sat 288 luogt giao ti€p gitta bac si va nguoi bénh khi kham bénh tai khoa Kham bénh va 10
cudc phong van sau nhan vién y t¢ (NVYT) tur 03/2021 dén 6/2021.

Két qua: Diém trung binh cia 1 1an giao tiép ciia bac si v6i ngudi bénh dwoc quan sat 1a 1,53/2 diém.
Vigce giai thich vé thu thuat la cao nhét (1,93/2 diém). Tu gidi thi¢u va cam on sy hop tac va tin tudng cod
diém nhat (1,04 va 1,05/2 diém). Cac yéu t6 thuc déy viéc giao tiép tot nhw gidi tinh, do tudi ciia bac si
va nguoi bénh, chirc danh va tham nién cua béc si. Cac yéu té vé tam ly & béc si va ngudi bénh vira anh
hudng theo chidu hu(mg tich cuc va tiéu cyc dén cuoc giao tiép. Moi truong lam viéc, kiém nhiém cong
viée, s6 gio lam viée, s6 ngum bénh tham kham mdi ngay, mirc lwong tai bén vién dugc ghi nhan anh
huong tiéu cyc dén giao tiép giita bac si va ngudi bénh.

Két luan: Thyc trang giao tiép gitlra bac si va nguoi bénh tai bénh vién Nhan dan Gia Dinh nam 2021 dat
murc trung binh (<1,6 diém). Qua trinh giao tiép dugc ghi nhan anh hudng bai nhiéu yéu td tir phia bac st
va ngudi bénh. Cac bién phap chu dong dwoc bénh vién thyc hién nham nang cao k¥ ning giao tiép ctia
NVYT tang su hai long nguoi bénh va chét lugng cung cép dich vu tai bénh vién.

Tir khod: giao tiép irng xit, bdc si, nguoi bénh, bénh vién Nhan dan Gia Pinh
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chira bénh, mang lai hi¢u qua diéu tri 2), (3).
K§ ning giao tiép ciia bac si chua tét anh
huéng dén qua trinh giao tiép (4), dic diém
tam ly cua bac si va nguoi bénh anh hudng

PAT VAN PE

Giao tiep 1a hoat dong giao luu, tiép xtc gitra
con nguoi voi con nguoi. Trong qué trinh

giao tiép, cac bén tham gia tao ra hodc chia sé
thong tin, cam xuc voi nhau nham dat dugc
muc dich giao tiép (1). Pic biét trong y té,
giao tiép trong qua trinh kham, chita bénh
gitta NVYT va nguoi bénh 1a hoat dong quan
trong va co6 y nghia. Thong qua giao tiép,
gita NVYT va nguoi bénh hinh thanh nén
mdi quan hé, giup thu thap va chia sé thong
tin gitra hai bén phuc vu cho qué trinh kham,
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dén noi dung va thai do giao tiép, hiéu sai,
hiéu 1am 151 noi ciia d6i phuong (5), (6).

Trong nghién curu cta tac gia Ramin Shiraly
va cong su gan 80% bac si gia dinh c6 kién
thirc tot vé k¥ niang giao tiép gitra bac si va
nguoi bénh, tuy nhién, 55% sb nguoi tham
gia cho biét muc d6 thuc hanh trung binh
dén kém vé van dé nay (10). Mot s6 yéu to
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anh huong dén qua trinh giao tiép gitra bac
sT va nguoi bénh nhu cac yéu té bén ngoai tir
ngoai hodc nhing yéu t6 bén trong tir chinh
ca nhan bac si hodac nguoi bénh (11). Thong
tu s6 07/2014/TT-BYT ngay 25/02/2014 cua
Bo Y té quy dinh ndi dung Quy tic tng xir
cua cong chure, vién chure, nguoi lao dong lam
vi€c tai cac co sO'y té va trach nhiém t6 chirc
thuc hién ctua co quan, td chuc, ca nhan co
lién quan (12).

Ban Giam ddc bénh vién xéac dinh: “Giao tiép
gitta NVYT va nguoi bénh c¢6 anh huong 16n
dén hiéu qua ctia qua trinh kham, chira bénh”.
Cau hoi dat ra 1a diém giao tiép giita bac si
va nguoi bénh tai bénh vién Nhan dan Gia
Dinh 13 bao nhiéu va nhitng yéu té anh hudng
nao dén qué trinh giao tiép. Chinh vi Iy do
trén, nghién ctru cia chung t6i dugc thuc hién
nham 2 muc tiéu 1) M6 ta va 2) Phan tich cac
yéu té anh huong dén giao tiép tng xir gitra
bac si va nguoi bénh tai bénh vién Nhan dan
Gia DPinh nam 2021.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ctru: Nghién ciru mé ta cat
ngang, thuc hién song song phuong phap dinh
luong két hop dinh tinh. Nghién ctru dinh tinh
duoc thuc hién doc 1ap voi phén dinh lugng.

Pia diém va thoi gian nghién ctru: Tai khoa
Kham bénh, bénh vién Nhan dan Gia Dinh tir
thang 6/2020 dén 6/2021.

Poi twong nghién ctru

Nghién ctru dinh luong: (1) Cude giao tiép
gilra bac si va nguoi bénh tai khoa Kham
bénh; (2) Nguoi bénh khi dén kham bénh tai
khoa Kham bénh, trong thoi gian tir thang
03 - 06/2021.

Nghién ctru dinh tinh: (1) Béc si co hitu tai
bénh vién, c6 tham gia tham kham tai cac
phong kham thudc khoa Kham bénh; (2) Diéu
dudng truéng khoa Kham bénh; (3) Nhan
vién phong Quan ly chat lwong phu trach
mang an toan nguoi bénh.
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Co mau, chon mau

Nghién ctru dinh lugng: st dung cong thiic
co mau ude luong 01 ty 1é nhu sau

, p(1-p)

n= (1- /) &

Trong d6: n 1a ¢& miu t6i thiéu, V&i: o mirc
tin cdy, trong nghién ctru nay chona = 0,05 do
d6 Z ., 14 tri s6 tir phan phoi chuan. 7, =
1,96; p = 0,75 1a ty 1€ ngudi bénh dugce bac si
giai thich trudc lam thu thuat trong nghién ctru
cua tac gia Pham Thi Bach Mai thyc hi¢n tai
bénh vién Dong Nai (2014) (14); d: sai s6 cho
phép, chon d=0,05); Ap dung cong thirc trén
ta tinh dugc c& mau: n= 288 luot giao tiép.

Nghién ctru dinh tinh: sb lugng mau thyc
hién PV'S bao gdom 10 cudc: 01 Truong khoa
Kham bénh; 01 Piéu dudng truong khoa
Kham bénh; 02 Nhan vién phong QLCLBYV;
06 Bac si kham.

Bién s6/chi s6/ ndi dung/chi dé nghién ciru
Nghién ctru dinh lugng:

- Céc nhom bién chinh 1a: Yéu t6 lién quan
dén béac si (11 bién sd); Yéu t6 lién quan dén
ngudi bénh (7 bién s6); Cac bién s vé giao
tiép gitra Bac si va nguoi bénh (13 bién sd).

- Diém giao tiép ung x1r trung binh chung =
(Diém thiét 1ap mdi quan hé (2 diém) + Diém
tu gi6i thidu (3 diém) + Diém thong tin vé
thoi gian (2 diém) + Diém giai thich vé thu
thuat (5 diém) + Diém cam on sy hop tac va
tin tuong (1 diém))/5.

Nghién ctru dinh tinh:

- Nhom chu dé phong van dinh tinh gom:
Céc yéu t thuoc vé bac si anh huong dén
giao tiép ung xtr giira bac si va nguoi bénh tai
bénh vién, gilta bac si va ngudi bénh tai bénh
vién, gilta bac s va nguoi bénh tai bénh vién
va nhan dinh chung vé cic yéu té anh dén
giao tiép Gmg xur gitra bac si va ngudi bénh
tai bénh vién.
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Xir Iy va phén tich sb liéu

Nghién ctru dinh lugng: Dir liéu dugc nhap béng
phan mém Epidata 3.01 va phan tich bang phan
mém Stata 14.0. Phan tich mo ta bang tan suit,
ti 1¢ phan tram. Str dung kiém dinh phi tham s6
Mann Whitney nhim phén tich mdi lién quan
gitra diém giao tiép mg xur trung binh chung
véi bién doc 1ap nhi phan va kiém dinh phi tham
s6 Kruskal- Wallis phan tich mdi lién quan giira
diém giao tiép tmg xir trung binh chung véi bién
doc lap dinh danh. Mitc ¥ nghia théng ké nghién
ctru chon 1a a.=0,05.

Nghién ctu dinh tinh: Thong tin dinh tinh
dugc giai bang, ma hoa, lap bang ma tran
va phan tich theo chu dé. Cac ndi dung phu
hop dugc trich dan dap ng véi muc tiéu
nghién ctru.
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DPao dirc nghién ciru: Nghién ctru dugc dugc
thong qua Hoi dong dao dirc ciia Trudng Pai
hoc Y té Cong Cong sb 132/2021/YTCC-
HD3 ngay 01 thang 4 nam 2021 va hoi déng
dao dirc cua Bénh vién Nhan dan Gia DPinh
v6i quyét dinh ciia hoi dong sb 44/NDGD-
HDDD ngay 5/5/2021.

KET QUA

Dac diém chung cia cac lugt giao tiép

Da s luot giao tiép cua bac si v6i ngudi bénh
ghi nh@n nguoi bénh nit giéi cao hon nam
gidi (56 3% va 43,7%). Trén 65% luot bac si
g1ao tiép v6i nguoi bénh 46 tudi tro 1én. Pa
phan 1a dan toc Kinh (83%), chiém 12,1% la
dan toc Hoa va 4,9% dan toc Cham.

Bang 1. Pic diém chung ciia cac lwgt kham, chira bénh ngoai tri (n=288)

Bién s6 Noi dung Tan suat Tilé %
o Nam 126 437
Gioi tinh
Nit 162 56,3
Kinh 239 83,0
Dan toc Hoa 35 12,1
Cham 14 4,9
Cong nhan vién chiic 94 32,6
Huu tri, nguoi cao tudi 78 27,1
. » Kinh doanh tu do 60 20,8
Nghée nghiép - -
Nong dan 6 2,1
Noi trg 27 9,4
Sinh vién, hoc sinh 23 8
Lan dau tién 48 16,7
. Léan hai 36 12,5
Lan kham :
Lan ba 32 11,2
Nhiéu lan (tir lan tht 4 tro di) 171 59,6

71 bac si thuc hién 288 luot kham bénh,
chiém 18% trén tong sd 398 béc si ciia bénh
vién. Bang 2 cho thay 60,6% bac si thyc hién
cac luot giao tiép voi ngudi bénh 1 nam gidi.

Trén 75% bac si thuoc nhom 26-45 tudi. Da
s6 cac bac si 1a dan toc Kinh (98,6%), chiém
ty 18 cao nhat 1a bang cap chuyén khoa I voi
47,8%, trén 65% bac si cd tham nién cong tac
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trong nganh y 1a dudi 15 nam. Mot sb it Bac
si da cong tac trén 20 nam voi 6,2%. Nhan
dinh cua cac bac si khi BV can bo sung cac
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quy dinh khen thudng, xtr phat trong giao tiép
ung xu la rat can thiét chiem 43,7% va can
thiét chiem 56,3%.

Bang 2. Pic diém chung ciia bac si (n=71)

Bién s6 N¢i dung Tén suit Tilé %
. Nam 43 60,6
Gioi tinh
Nu 28 39,4
L 26-45 tudi 56 78,9
Nhoém tudi =
> 46 tudi 15 21,1
o Kinh 68 98,6
Dan toc
Hoa 1 1,4
Pai hoc 17 23,9
Trinh d6 chuyén mon Chuyén khoa 1 34 47,8
Chuyén khoa 2 20 28,1
<4 nam 18 27,7
LS ol i ) 5—-9nam 15 23,1
T f)'l glan cong tac trong 10 — 14 nam 10 15.4
nganh y
15— 19 nam 18 27,7
>20 nam 4 6,2
BV bé sung quy dinh v& Cén thiét 40 56,3
giao ti€p ing xwr Rét can thiét 31 43,7

M0 ti thye trang giao tiép (ng xir giira bac
si va nguwoi bénh tai bénh vién Nhan dan
Gia Dinh nam 2021

Bang 3 trinh bay diém trung binh chung mat
luot giao tiép cua bac si véi ngudi bénh, than
nhan nguoi bénh 1a 1,53/2 diém, chiém 76,5%
(D6 léch chuan 1a 0,07 diém). Piém trung
binh cua 5 muc c6 sy phan b6 chua déng déu,
v6i 3 muc c¢6 diém trung binh tir 1,5 diém tro
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1én va 2 muc c¢6 diém trung binh chi 16n hon
1 diém. Trong d6 myc giai thich vé thu thuét
¢6 diém trung binh cao nhat véi 1,93/2 diém
(chiém 96,5%). Muyc thiét 1ap mdi quan hé va
thong tin vé thoi gian c6 diém trung binh cao
thir 2 voi 1,52 va 1,49 diém (76% va 74,5%).
Hai muc vé tu gidi thiéu va cdm on sy hop
tac va tin tuong ghi nhan diém trung binh cac
luot giao tiép & muc thap véi 1,04 diém va
1,05/2 diém (52% va 53,5%).
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Biang 3. Piém trung binh chung va theo tirng muc giao tiép ciia bac si véi ngudi bénh,
than nhan ngwoi bénh (n=288)

Cic muc Truns binh Do léch Giatrinhé Gia trilén
‘ g chuén nhit nhit
Thiét 1ap mdi quan hé
: i 1,52 1 1 2
A — Acknowledge >3 0.16
Tu gi6i thicu 1,05 0,12 1 133
I — Introduction
Thong tin vé thoi gian 1.49 0.15 | )
D — Duration
Giai thich Ve.thu thuat 1,93 0.11 1.4 )
E — Explanation
Cam on su hop tac va tin tuéng
T — Thanks 1,04 0,2 1 2
Giao tiép chung 1,53 0,07 1,23 1,69

Phéan tich mdt s6 yéu té anh hwong dén
giao tiép g xir giira bac si va ngudi bénh
tai bénh vién Nhan dan Gia Pinh nam 2021

Cdc yéu to ca nhdn va tam Iy cua bdc si

Giao tiép giita bac si va ngudi bénh co thé
bi anh hudng boi nhitng yéu té bén trong tir
chinh ¢4 nhan bac si. Két qua phan tich dinh
tinh ghi nhan gi6i tinh, d6 tudi, chirc danh va
tham nién cua béc si 1a cac yéu t6 thuc day
viée giao tiép tdt gitta bac si va ngudi bénh.

“BS nit thong cé giao tiép nhe nhang, mém
mong hon so voi BS nam. BS co tham nién
trong nghé nhiéu hon sé cé kinh nghiém
khi gidi thich cho nguwoi bénh dé hiéu hon.
Thuong da trai qua quy trinh lam viéc truc
tiép véi nhiéu nguoi bénh, sé cé kinh nghiém
sw ly vu viéc {6t hon, tién néi cé trong luong
hon vé chuyén mén. Vi vay, nguwoi bénh dé tin
tuwong hon nhitng bac si tre” (PVS_06).

Céc yéu t vé tam 1y & bac si va ngudi bénh
vira thuc déy tdt, vira lam kém cudc giao tiép
nhu: ap luc vé thoi gian kham bénh, ap luc tir
phia gia dinh, tdm ly chu quan véi cac bénh
nhe va ap lyc nguoi bénh ctr 1ap di hoi lai
nhiéu lan...

“Tam Iy chu quan: bénh nhe nhung khong
gidi thich ré rang, cu thé, gidi thich qua loa.
Nguoi bénh chiea hai long khi héi dé nam
thém théng tin vé tinh hinh bénh cia bdn
than” (PVS_10).

Cdc yéu to ca nhan va tam ly cia nguwoi bénh

Mit tich cuc v6i qua trinh giao tiép gitta bac
st va nguodi bénh khi nguoi bénh c6 hoc van
cao va nghé nghiép tot hon duge ghi nhan qua
céc phan hoi ciia cac PTNC.

“Nghé nghiép ciia nguoi bénh phan lom la lao
dong chan tay nén sé anh huong mirc do giao
tiép mot cach ré rét. Trinh do hiéu biét ciia ngueoi
bénh con thdp nén ho sé héi nhiéu lan lam gdy
nén viéc giao tié}v voi bac st bi lap di lap lai sé
dan dén bac st tw van nhiéu lan” (PVS_04).

Ngudi bénh binh tinh, hop tac tot v6i bac si
trong qua trinh kham bénh anh hudng tich cuc
dén qua trinh giao tiép. Lo ling thai qua dugc
xem nhu nhiing truong hop ¢o rdi loan lo au
hodc c6 nguoi bénh c6 nhiing tri€u ching
tram cam nhe, bi quan vé bénh va tuong lai.
Nhiing diéu trén gdy nén nhitng han ché trong
qua trinh giao tiép. Nguoi bénh dit ban than
1a khach hang thuong co thai do giao tiép
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khéc vdi cac bac si. Ngoai ra, nguoi bénh co
tam ly rut ré, e s¢ vi bénh tinh minh mac phai
lam kém qua trinh giao ti€p.

“Ngueoi bénh cé tam Iy 6n dinh, viing vang ho
$€ dé nam bdt van dé hon, chii dong trao doi
dwoc nhiéu thong tin hon. Yéu té tam Iy ciia
nguweoi bénh nhw lo ldng qud mikc vé tinh trang
suec khoe cua minh, khong tin twong bac st
khdam cho minh, ... ¢6 anh hwéng kha lom dén
giao tiép ddc biét la s trao doi théng tin giita
Bac sivoi nguoi bénh” (PVS_06).

Moéi truwong lam viéc va to chirc

Moi truong lam viée tai bénh vién chua tot,
thuong xuyén cod tiéng on, diéu kién co so vat
chit chat hep, nong buc chua dép Umg du voi
luong bénh tham kham mot ngay. Béc si phai
kiém nhiém cac cong tac khac trén Khoa ndi tru,
mdt s it kiém nhiém thém céc cong tic quan Iy
Khoa, quan ly chat lugng trong bénh vién. S6
gid 1am viéc va s nguoi bénh phai chim soc
mdi ngdy theo chi tiéu qua nhidu do luong bénh
quéa doéng va muc lwong tai bénh vién con théap.
Qua d6 nhiing ton tai trén, qua trinh giao tiép
ctia bac s v6i nguoi bénh s& co phan bi tac dong.

“... dam bdo dwoc thoi gian nghi ngoi giup
bac st co ngay lam viéc moi that hiéu qua, tam
trang vui vé khi d6 bac s tan tinh va ldng nghe
nguoi bénh nhiéu hon. S6 gio lam viéc qud
nhiéu anh huong dén sirc khée ciing nhw tam
trang ciia bdc si, hdu qua la: Bdc si dé cdu
kinh, kho chiu, mét moi hay tho o voi nguoi
bénh trong bt ky hoan canh nao” (PVS_09).

BAN LUAN

Thue trang giao tiép wng xir giira bac si va
nguoi bénh

Diém giao tiép trung binh chung ciia cac luot
giao tiép giita bac siva ngudi bénh duoc quan sat
& murc trung binh (khi diém trung binh duéi 1,6
diém, tuong duong 80% cta 2 diém) vé6i 1,53/2
diém (chiém 76,5%). Két qua tuong ddng trong
khéo sat cat ngang ciia tic gia Ramin Shiraly va

94

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 06, S6 03-2022)
Journal of Health and Development Studies (Vol.06, No.03-2022)

cdng su (2019) tai Iran khi stir dung bang cau hoi
do cac nha nghién ctru tr quan 1y. Thiéu chuong
trinh do tao toan dién vé k¥ ning giao tiép va
khuyén nghi dua trén bang chimg dé cai thién
kha ning giao tiép hiéu qua cho nhéan vién y té
no6i chung va béac si néi riéng c6 thé dan dén
két qua twong dong trén. Cac bac si dudng nhu
khong phai 1a nhitng nguoi giao tiép gioi (19).
Tac gia Na Sun va Pei-Luen Patrick Rau chi ra
rang cac bac si Trung Qudc noi chung twong
tac kém trong giao tiép voi ngudi bénh va cach
thirc giao tiép cua cac bac si chu yéu dua vao
tinh cach va kinh nghiém cua ho (20). Nghién
ctru khic cua tac gia D6 Minh Thuy tai khoa
kham bénh — Bénh vién Nhi Trung wong nam
2019 danh gia trén nhom NVYT chung dugc
ghi nhan khéc biét vai nghién ctru ciia chiing t61
(4), cao hon so véi muc 76,5% ma nghién ctru
chiing t6i do Iudng. Sy khac biét vé nhom dbi
tuong 1a NVYT ndi chung tai khoa Kham bénh
cta tac gia PO Minh Thuy, ciing nhu s6 lugng
c& mau, cong cu thu thap dit liéu da dan dén su
khéc biét so voi két qua ciia ching toi.

Cac yéu to vé dic diém cia bac si, nguoi
bénh dnh huéng den lwgt giao tiep

Tac gia J Bernzweig va cac cong sy (1997)
cho thiy béc si nir tham gia vao trao ddi xa
hoi nhidu hon, déng vién va trdn an nhiéu
hon, giao tiép nhiéu hon trong khi kham strc
khoe va thu thap thong tin nhiéu hon vai tré
em (21). Trong khi Michael Linden va Guido
Kurtz (2009) khi ghi nhan ngudi bénh c6 do
tudi tré nhan duge 10 khuyén khich vé cac
liéu phap tam ly, duogc tri licu va chuyén dén
kham cac bac si chuyén khoa hodc diéu tri
noi tri tir bac si nhiéu hon nhitng ngudi bénh
16n tudi (22). Tuy nhién, C. H. Kindler va cac
cong su (2004) cho thiy su khac biét khi giéi
tinh cua bac si va nguoi bénh khong co tac
dong dang ké dén viéc trao d6i thong tin (23).

Su trai nghiém va thyc hanh nhiéu tinh hudng
giao tiép xdy dung 1én kinh nghiém trong giao
tiép va ing xtr cho NVYT (24). Mot nghién ciru
tai Hoa Ky ghi nhan nguoi bénh 16m tudi it mudn
tham gia vao qué trinh ra quyét dinh y t& (25).
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Nguoi bénh ¢6 hoc van cao co ki ning va
ning luc giao tiép tot, tiép nhan, trau doi
nhiéu thong tin hon. Tir d6 k¥ ning va ning
luc giao tiép dugc xay dung va phat trién hon
cac nhom ddi tugng nguoi bénh khac (26),
(27). Trong mot nghién cuu S Willems va
cong su (2005) tai Trung Qudc ciing ghi nhan
tam ly chi quan ¢ bac si khi nhin nhan va
twong tac véi nguoi bénh qua trinh d§ hoc
vén, thu nhap cua ngudi bénh (28).

Cic yéu té vé tim Iy ciia bdc si, ngwoi bénh
danh huwong dén lwot giao tiép

Theo két qua nghién ciru cia tac gia Ayoubi
Mahani Shahla va Salehi Shayesteh (2014)
nhén dinh kiém soat t6t cam xuc 13 mot ky
ning rat quan trong trong qua trinh giao tiép.
K¥ nang nay tai vai tro quan trong trong viéc
truyén thong thong tin lanh manh rat hiéu qua
(29). Tac gia Lé Minh Ngoc Huyen (2020)
cho thiy lam viéc cang thing, gap rit, qua
tai va phai chiu trach nhi€ém quan trong anh
hudng nhiéu dén giao tiép cuia NVYT. Trong
nhig tinh hudng qué tai cong viéc, ban ning
clia con ngudi s& thiy mét moi, kho chiu. Tir
nhitng tam ly, cam giac kho chiu anh hudng
1én qua trinh giao tiép vdi NB (16).

Theo két qua nghién ciru cia tic gia Ayoubi
Mahani Shahla va Salehi Shayesteh (2014)
nhan dinh kiém soat tot cam xuc 1a mot ky nang
rét quan trong trong qua trinh giao tiép. Ky
nang nay tai vai trd quan trong trong viéc truyén
thong thong tin lanh manh rat hiéu qua (29).

Cac yéu to moi truong lam viéc va to chirc

Yéu t6 moi truong lam viée 1a mot trong cac
yéu t§ anh huong rit nhiéu dén qua trinh bac
si giao tiép v6i nguoi bénh. Vi tri bénh vién
Nhan dan Gia Pinh nam tai 2 tuyén duong 16n
& TPHCM, luong xe tham gia giao thong mdi
ngay déu rat dong va tap nap. Ngoai ra, luong
bénh dong, nhon nhip, phong dc chat hep cong
thém co s vat chat da dugc xay dung tir 1au.

Qua phén tich dinh tinh cho thay cac bac si tai
bénh vién Nhan dan Gia Dinh c6 khdi luong

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 06, S6 03-2022)
Journal of Health and Development Studies (Vol.06, No.03-2022)

cong viéc nhidu, cudong do lam viéc 16n, thoi
gian lam vi¢c kéo dai, trach nhiém cong vi¢c
cao, tinh hinh ngudi bénh rat dong va ap luc
vé thoi gian kham. Do d6, ap luc cong viée
cang cang thang lam anh huong 1én tam Iy
cang thang, kho chiu & bac si, diéu ma c6 thé
1y gid vi sao kiém nhiém cong viéc anh huong
1én qua trinh giao tiép giira bac si va nguoi
bénh. Theo tic gia Lé Minh Ngoc Huyén
(2020) cho thay lam viéc cang thang, gap rit,
qua tai va phai chiu trach nhi¢m quan trong
anh huong nhiéu dén giao tiép cia NVYT.
Trong nhitng tinh hudng qua tai cong viéc,
ban nang cta con ngudi s& thdy mét moi, khod
chiu. Tt nhitng tam ly, cam giac kho chiu anh
huong 1én qué trinh giao tiép voi NB (16).

Bénh vién Nhan dan Gia Dinh la bénh vién da
khoa tuyén cudi, nén sé luong nguoi bénh ning
nhiéu. Do vay bac si chu trong hoi dén cac yén o
bénh 1y, cac bénh Iy nén. .. Lau dan tré thanh théi
quen tham kham cua bac si ma bo qua cac noi
dung khac trong khi giao tiép. Chapman (2009)
chi ra rang do khdi luong cong viéce qué 16n cliing
v6i viée thiéu hut nhan luc khién NVYT gap
nhiéu 4p luc va cang thing thuong xuyén, gy ra
sy hiéu 1am d6i véi nguoi bénh anh huong dén
qué trinh giao tiép voi ngudi bénh (30). Theo
théng ké nhiéu nim qua cho théy thu nhap cua
nganh y dimg thir gan thap nhat trong 18 nganh
nghé duoc khao sat. Khac biét giita cac bénh
vién cong 1ap va tu nhan, vdi lugng bénh va mure
luong cac bac si nhan dugc tai cac BV cong lap
chua du tac dong dén van dé giao tiép gitra bac si
v&i nguodi bénh that chuan muc.

KET LUAN

Thuyc trang giao tiép gitta bac si va ngudi bénh
tai bénh vién Nhan dan Gia Dinh nam 2021 dat
mirc trung binh (<1,6 diém). Cac yéu té anh
hudng theo chiéu hudng tich cyc viée giao tiép
nhur gidi tinh, d6 tudi cta bac si va ngudi bénh,
chirc danh va tham nién cua bac si; Cac yéu
t6 vé tam 1y & bac si va ngudi bénh vira anh
hudng theo chiéu hudng tich cuc va tiéu cuc dbi
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véi cudc giao tlep Mbi truong lam vige, kiém
nhiém cong v1ec s0 gior 1am viéc, s6 ngudi bénh
thim khdm mdi ngay, mic luorng cling duoc
ghi nhan anh huong tiéu cuc dén cudc giao tiép
gitra bac si va nguoi bénh. Céc bién phap chu
dong dugc bénh vién thuc hién nham nang cao
ky ning giao tiép cua bac si tang sy hai long
nguoi bénh va chat luong cung cap dich vu tai
bénh vién. Cu thé bénh vién dua ra nhiing quy
dinh chung vé k¥ ning giao tiép ddi voi NVYT,
tao moi truong giao tiép lich thiép, van minh.
Tap hun nang cao k¥ ning giao tiép cho can bd
y té. Pong loat bac si ky cam két thyuc hién noi
dung d6i méi phong cach phuc vu nguoi bénh
tir cap khoa phong dén cip So Y té.
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The current situation of doctor communication with patients and related
factors in outpatient department, Gia Dinh People hospital, 2021

Nguyen Ngoc Hanh', Nguyen Thi Trang Nhung’, Nguyen Thi Toan Thang'
'Gia Dinh People hospital
’Hanoi University of Public Health

Abstract

Objective: We measured behavior and some factors affecting doctor—patient communication
at Gia Dinh People Hospital in 2021. Methods: A cross sectional design used and combine
quantitative and qualitative method. The study observed 288 turn communication between
doctors and patients during medical examination at outpatient department and in-depth
interviewed with 10 health workers from March to June 2021. Main findings: The average point
of one time doctors-patients communication was observed to be 1.53/2 points. The content E
- Explanation had the highest average score (1.93/2 points). Contents as I — Introduction and
T — Thanks had the lowest average scores (1.04 and 1.05/2 points). The factors influenced in a
positive way doctors-patients communication such as gender, age of the doctors and patients,
title and seniority of the doctors; Psychological factors in doctors and patients both positive and
negative effected doctors-patients communication. Working environment, number of working
hours, number of patients per day, salary were also recorded as influencing in a negative doctors-
patients communication. Conclusions: The behavior of doctors-patients communication at Gia
Dinh People Hospital in 2021 was average (<80%). The communication process had seen to be
affecting by many factors from the doctors and the patients. Proactive measures taken by the
hospital to improve communication skills of health workers increase patient satisfaction and
quality of service delivery at the hospital.

Keywords: behavior, communication doctors-patient, Gia Dinh People Hospital
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