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PANH GIA CUA NGU'O'I BENH TRONG QUA TRINH PIEU TRI NOI TRU
TAI BENH VIEN HG'U NGHI VIET PU’C NAM 2023

TOM TAT

Viéc danh gia két qua trai nghiém cla ngudi bénh
s€ dua ra cho nha quan ly nhitng thong tin quan trong
dé cai tién chat lugng trong bénh vién va dem dén su
hai long cho ngudi bénh. Muc tiéu: MO ta trai nghiém
clla ngudi bénh vé khia canh trong qua trinh diéu tri
va khi lam thu tuc thanh toan khi diéu tri ndi tru tai
Bénh vién H{u Nghi Viét Bdc nam 2023. Phuong
phap: Nghién clru md ta cdt ngang 208 ngudi bénh
diéu tri ndi tra tai Bénh vién Htu Nghi Viét Bdc theo
bd cong cu dugc xay dung va phat trien bdi Co quan
Nghién c(ru Stic khoe Hoa Ky CAHPS c6 san phién ban
tiéng Viét da dudc chuan hda. Két qua: Ty |é bénh
nhan co trai nghiém tich cuc vé khia canh trong qua
trinh diéu tri la 67,5%, ty 1€ bénh nhan cé trai nghiém
tich cuc vé khia canh lam thd tuc thanh toan la
97,6%. Nhiing khé khan ma bénh nhan gap phai khi
lam thu tuc xudt vién la: thdi gian chd thanh toan vién
phi lau, thai gian chd gidy xuat vién lau va ngi thanh
toan vién phi xa hoac khé khan. Két luan: Bénh nhan
c6 trai nghiém tich cuc chiém ti 1€ cao & ca 2 khia
canh trong qua trinh diéu tri va khi lam tha tuc thanh
toan, tuy nhién con mot s6 kho khan khi lam thu tuc
xuat vién. Tar khoa: trai nghiém nguGi bénh, bénh
vién, diéu tri n6i trd, CAHPS.
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Evaluating patient experience outcomes provides
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hospital quality and patient satisfaction. Objective:
To describe patient experience regarding aspects of
the treatment process and payment procedures during
inpatient treatment at Viet Duc University Hospital in
2023. Methodology: A cross-sectional descriptive
study of 208 inpatients at Viet Duc University Hospital
using a tool developed by the United States Agency
for Healthcare Research and Quality CAHPS with an
available standardized Vietnamese version. Results:
The percentage of patients with a positive experience
regarding aspects of the treatment process was
67.5%, while the percentage of patients with a
positive experience regarding payment procedures
was 97.6%. Difficulties faced by patients during
discharge procedures included long waiting times for
payment, long waiting times for discharge papers, and
distant or difficult payment locations. Conclusion:
Patients reported a high percentage of positive
experiences in both aspects of the treatment process
and payment procedures; however, there were still
some difficulties during discharge procedures.

Keywords: patient experience, hospital, inpatient
treatment, CAHPS.

I. DAT VAN DE

Trai nghiém clia ngudi bénh la cac tuong tac
gilta ngusi bénh va hé théng chdm soc suic
khoe, bao gom cac quy trinh, thuc hanh cham
sOc cla nhan vién, moi trudng vat chat cla cg s6
y t€ cling nhu cac thong tin co lién quan dén qua
trinh cham soc ngudi bénh. [8][9]. Hién nay, ddi
séng kinh t€ ngay cang phat trién, y thlc cla
ngudi dan vé tam quan trong cta cham sdc, bao
vé stc khoé ngay mot nang cao va chu trong
vao chat lugng dich vu chdm sdc sic khoe va
trai nghiém s dung dich vu cham sdc suic khde.
Bang cach xem xét cac khia canh khac nhau cua
trai nghiém ngudi bénh, ching ta ¢ thé danh
gia mirc d6 ma ngudi bénh dang dugc cham sdc,
ton trong va dap (ng vdi s@ thich, nhu cau va
gia tri cla tirng nguGi bénh.
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Trai nghiém cla ngudi bénh trong qua trinh
diéu tri la trai nghiém quan trong gop phan tao
dung su uy tin, chat lugng, su tin tudng cua
ngudi bénh vgi bénh vién. Bén canh do, trai
nghiém vé thud tuc thanh toan cung cap thong tin
gilp Bénh vién cai tién giam thdi gian chg, téng
hai long nguGi bénh. Nang cao trai nghiém tot
clia ngudi bénh 13 cdn cr d€ cac nha lanh dao va
quan ly bénh vién cd cai nhin bao quat hon va tir
do thay dudc nhitng khia canh can cai thién,
nang cao chat lugng cia bénh vién. Ching toi
ti€én hanh dé tai véi muc tiéu sau: Mo t3 trai
nghiém cua nguoi bénh vé khia canh trong qua
trinh diéu tri va khi lam thu tuc thanh toan khi
diéu tri ndi tru tai Bénh vién Hiu Nghi Viét buc
nam 2023.

Il. DOI TUONG VA PHUO'NG PHAP NGHIEN CU'U

2.1. Poi tuong nghlen cfu. Ngudi bénh
tlr 18 tudi tré 1én s dung cac dich vu y t€ ndi
tr tai khoa Ph3u thuat Gan mat, khoa Ung budu
va xa tri cia Bénh vién Hitu Nghi Viét Dic trong
thdi gian nghién c(ru. Bénh nhan da két thdc qua
trinh diéu tri ndi trd, nhap vién >03 ngay da
hoan thanh thi tuc xuét vién va chuén bi ra vé.

2.2. Thdi gian va dia di€m nghién ciru

- Thai gian nghién clu tir thang 07/2023
dén thang 07/2024.

- Dia diém: khoa Ph3u thudt Gan mat, khoa
Ung budu va xa tri cia Bv Hitu Nghi Viét Ddc.

2.3. Phuang phap nghién ciru

* Thiét ké nghlen ciru: Phuong phap
nghién ciu mo ta cdt ngang.

*Co mau va céch chon mau

C8 mau: tinh theo cdng thirc tinh cd mau
udc tinh mot ti Ié:

Trong do: n: s6 ngudi bénh can nghién clru

p : 0,838: ti |é trai nghiém tich cuc chung Idy
tur nghlen cllu cua Lé Tru’dng Bdo tai 3 khoa
Ngoai clia bénh vién Chg Ray nam 2020 [2].

Zi-o/2: hé s6 gidi han tin cay, vGi 95% > Zi-
of2 = 1,96

d: d6 chinh xac mong mudn, ldy d = 0,05.

Thay vao cbng thic: n = 208.

II. KET QUA NGHIEN cU'U

* Phuong phap chon mau. Viéc 18y mau
thuc hién theo phudng phap chon thuan tién.
MOi ngay lva chon ngudi bénh ndi tri chudn bi
xudt vién dua trén danh sach NB ra vién hang
ngay, dap u‘ng du tiéu chi lya chon. Tién hanh
thu thap s6 liéu cho dén khi dd c¢§ mau.

2.4. Chi s6 nghién clru

- Phan b8 mét s6 déc diém chung cla ngudi
bénh: tudi, giGi, s6 lan diéu tri, s6 ngay diéu tri.

- Ty Ié ngugi bénh cd trai nghiém tich cuc vé
khia canh trong qua trinh diéu tri, khi lam thu
tuc thanh toan.

2.5. Cong cu va phuong phap thu thap
s0 liéu. Cong cu s dung trong nghién cru la bo
cdng cy dugc xdy dung va phat trién bdi Cd
guan Nghién cltu Surc khoe Hoa Ky CAHPS cd san
phién ban tiéng Viét da chudn hda va dugc s
dung dé danh gia trai nghiém clia ngudi bénh tai
bénh vién Thanh Nhan nam 2021 trong nghién
ctftu cta Tran Thi Diép [5]. Khao sat trai nghiém
clia bénh nhan véi 34 tiéu muc & 8 khia canh.
Trong nghién clftu t6i chinh sira mot s6 cau tu
cho phu hgp véi van hda clia ngugi Viét Nam va
thém mot s6 trai nghiém phu hgp véi bénh vién.

2.6. Phuong phap xtr ly so liéu

- Quan li nhap liéu bang Epidata 3.1; XU ly
s0 liéu bang SPSS 22.0

- Céc s6 liéu dugc tdng hdp, tinh tan sut ti
Ié, trung binh va x€p loai mic d6 trai nghiém
ngudi bénh theo hu‘dng dan bd céng cu CAHPS.

- Phan tich két qua:

Cach tinh diém trai nghlem

+ Thang diém cho méi tiéu muc trai nghiém
la 1 dén 4 (1: thap nhat, 4: cao nhat). NguGi
bénh dugc danh gla la co trai nghlem tich cuc
cho mdi ti€u muc néu cau tra I5i dat dlem 3 hoac
4, trai nghiém chua tich cuc cho mdi ndi dung
néu cau tra 10i dat diém 1 - 2. Piém trung binh
dat < 2,99 diém la trai nghiém chua tich cuc,
trai nghiém tich cuc néu diém trung binh ting
ti€u muc dat > 3,0 diém.

+ NguGi bénh cd trai nghiém tich cuc vdi
ting khia canh khi nguGi bénh co trai nghiém
tich cuc dong thdi & tat ca cac ti€u muc trong
khia canh doé.

Bang 1. Théng tin chung cua do6i tuong nghién ciu (n=208)

Pac diém Tan sd (n) Ty 1é (%)
e s Nam 108 51,9
Gidi tinh NG 100 48,1
Tudi 18- 59 tudi 144 69,2
> 60 tuoi 64 30,8
S0 [an diéu tri cua nguci 1lan 109 52,4
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bénh tai Bénh vién > 2 lan 99 47,6
N a e < 14 ngay 156 75,0
S0 ngay dieu tri > 14 ngay 52 25,0

Trong s6 208 bénh nhan tham gia nghién ctu: Ty I&€ nam gigi (51,9%) va nir gidi (48,1) kha

tugng déng nhau. Hon moét nlra s6 bénh nhan tham

gia nghién ciu ¢4 do tudi tir 18-59 tudi (69,2%).

SO lan diéu tri cta bénh nhan tham gia nghién clfu c6 han 50% la diéu tri [an 1 (52,4%), s6 lan diéu
tri > 5 [an chiém 23,1%. Da s dbi tugng cd s6 ngay diéu tri < 14 ngay chiém 75,0%.

Bang 2. Két qua trai nghiém cua nguoi bénh trong qua trinh diéu tri (n=157)
Trai nghiém| Trai nghiém [Piém trai nghiém
NGi dung tich cuc |[chua tich cuc| trung binh
n (%) n (%) TB + PLC
Ngudi bénh can NVYT gilp dd di vao phong vé sinh
hoac dung bo tiéu kip thai trong dot diéu tri 126 (78,7) 34 (21,3) 29+0,8
(n=160)
NVYT gidi thich vé thuc méi va huédng dan sir
dung thudc cho ngugi bénh (n=157) 141 (89,8) 16 (10,2) 3,2+0,6
NVYT giai thich vé tac dung phu va cach st dung
thudc cho nguGi bénh (n=157) 139 (88,5) 18 (11,5) 3106
Trai nghiém cta ngugi bénh vé khia canh trong qua
trinh didu tri (n=15) 106 (67,5) | 51 (32,5) 3,0+0,5

C6 160/208 bénh nhan tham gia nghién cltu
cd trai nghiém can NVYT gilp dd di vao phong
vé sinh hodc duing bd ti€u kip thdi trong dgt diéu
tri, da s6 (78,7%) bénh nhan cd trai nghiém tich
cuc vGi trai nghiém nay. Trai nghiém vé “NVYT
giai thich vé thu6c mdi va hudng dan st dung

thudc cho ngui bénh” va “NVYT giai thich vé tac
dung phu va cach st dung thubc cho ngudi
bénh” cé 157/208 bénh nhan trai nghiém ca 2
ti€u muc nay va cd ty I trai nghiém tich cuc cao
lan lugt la 89,8% va 88,5%.

Bang 3. Két qua trai nghiém cac dich vu khac & bénh vién cua nguoi bénh trong qua

trinh diéu tri

Dich vu Khong bao gié|Thinh thoangThudng xuyén|Ludn ludn
; - ) n(%) n(%) n(%) n(%)
St dung dich vu dudng day ndng, ho trg
ngudi bénh 24/7 123 (59,1) 39 (18,8) 26 (12,5) 20 (9,6)
NVYT ho trg nguGi bénh cac thd tuc
kham va thuc hién cac chi dinh Idam sang 1(0,3) 30 (14,4) 89 (47.1) 72 (38,0)

VEé st dung dich vu dudng day ndng, ho trg
ngudi bénh 24/7, c6 hon mot nra bénh nhéan
khong bao gid s dung dich vu nay (59,1%) co
thé day la dich vu mdi nén nhiéu bénh nhan
chua biét dén dé trai nghiém, c6 18,8% bénh
nhan thinh thoang, cé 26,5% bénh nhan thudng
xuyén con lai 9,6% bénh nhan lu6n ludn st dung

dich vu nay. Vé dich vu NVYT ho trg ngugi bénh
cac tha tuc kham va thuc hién cac chi dinh lam
sang, da s bénh nhan thudng xuyén (47,1%)
va luén ludn (38,0%) s dung dich vu nay, giup
bénh nhan rit ngdn thdi gian thuc hién cac thu
tuc khi dén bénh vién.

Bang 4. Két qua trai nghiém cua nguoi bénh khi lam thu tuc thanh toan (n=208)

Trai nghiém| Trai nghiém [Piém trai nghiém
NGi dung tich cuc |chua tich cuc| trung binh
n (%) n (%) TB + PLC
NVYT thudng ton trong va lich su khi lam tha tuc
thanh toan 201 (96,6) 7 (3,4) 34+0,5
Ngugi bénh dugc NV hudng dan thud tuc thanh toan
vien phi 200 (96,2) 8 (3,8) 3,4+ 0,6
NguGi bénh dugc cong khai cac khoan thu trong
hoéa dan thanh toan vién phi 200 (96,2) 8(3.8) 34+0,6
Trai nghiém cla ngugi bénh vé khia canh lam thu
tuc thanh todn 203 (97,6) 52,4) 34+0,5
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Két qua trai nghiém lam thu tuc thanh toan
cla bénh nhan cho thay trai nghiém tich cuc cua
bénh nhan rat cao & ca 3 ti€u muc >95% lan
lugt 1a (96,6%; 96,2%; 96,2%). Ty |€ trai
nghém tich cuc vé khia canh lam thu tuc thanh
toadn 1a 97,6%; diém trai nghiém trung binh
trong khia canh nay la 3,4 = 0,5.

Biéu dé 1. Kho khan cua bénh nhén khi lam
thu tuc xuat vién

64.4

2
I - [

Khong dugclurdmg  Théi gian chorthanh Noi thanh todn vign phi  Théi gian ché gi
an lam thil tue xuat todn vién phi i xa hodc kho kha xuat vién lan

Haon mot nira s6 bénh nhan khong gap bat
tién trong qua trinh lam thd tuc xuat vién
(64,4%). Tuy nhién cling c6 moét phan bénh
nhan gdp khdé khan nhu sau: cé 24,0% bénh
nhan gap khé khan khi thai gian chg thanh toan
vién phi 1au, 7,7% bénh nhan thay thai gian chg
gidy xudt vién 1au va 3,8% thdy rang ndi thanh
todn vién phi xa hodc khé khan.

IV. BAN LUAN

Pac diém cua ddi tugng nghién ciru.
Nghién cltu cta ching t6i c6 su tham gia cua
208 DTNC trén 18 tudi, la ngudi bénh diéu tri noi
tru tai khoa Phau thuat Gan mat, khoa Ung budgu
ctia Bénh vién Hitu Nghi Viét bBdc. Ty 1€ nam gidi
(51,9%) va nir giGi (48,1) kha tuong déng nhau.
Hon mot nira s6 bénh nhan tham gia nghién clru
c6 dd tudi tir 18-59 tudi (69,2%). DTNC tir 18 —
59 tudi chiém da s6 vai 69,2%, gap 2 lan so Vi
DTNC > 60 tudi (30,8%). K&t qud nay tuong
d‘c“)ng v@i nghién cru cua Lé Truong Bao (2020)
vé khao sat trai nghiém ctia ngudi bénh diéu tri
noi trd tai khoa Ngoai cla bénh vién Chg Ray,
thanh phd H6 Chi Minh véi 77,2% DTNC tur 18 —
60 tudi [2]. V& 3 [an didu tri cla bénh nhan
tham gia nghién cru, c6 hon 50% la diéu tri lan
1 (52,4%), s6 lan diéu tri = 5 lan chi€ém 23,1%,
két qua nay ciing tuong déng vdi nghién clfu cla
Nguyéen Thi Tot (2021) vé su khac biét giira trai
nghiém cla ngudi bénh va ky vong cla diéu
duGng vé chat lugng dich vu cham séc tai Bénh
vién da khoa Bac Liéu vdi 53,9% DTNC diéu tri 1
[an [6]. Trong nghién clru cla ching t6i cac doi
tugng cd s6 ngay diéu tri nhd hon 14 ngay
chiém 75,0%, nghién cltu clla Nguyen Thi Tot
(2021) véi 97,8% DTNC diéu tri it hon 15 ngay
cling tuong dong vdi nghién clru nay [6].
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Trai nghiém cia ngudi bénh trong qua
trinh diéu tri. Trong thdi gian diéu tri tai bénh
vién, ty |é trai nghiém tich cuc cia ngugi bénh la
67,5%. Chlng t6i ghi nhan da s6 (78,7%) bénh
nhan cé trai nghiém tich cuc khi can NVYT gilp
dd di vao phong vé sinh hodc dung bd tiéu kip
thai trong dot diéu tri, trai nghiém vé “"NVYT giai
thich vé thuéc mdi va hudng dan st dung thudc
cho ngu@i bénh” va “NVYT giai thich vé tac dung
phu va cach s dung thubc cho ngudi bénh” cd
ty |é trai nghiém tich cuc cao lan lugt la 89,8%
va 88,5%. Két qua cua ching tbi tuang duang
vGi nghién clu cia Tran Thi Diép (2021) véi
67,5% DTNC danh gia tich cuc vé khia canh
trong qua trinh diéu tri [5].

Vé sir dung dich vu dudng day néng, ho trg
nguGi bénh 24/7, c6 han moét nlra bénh nhan
khong bao gid s dung dich vu nay (59,1%),
diéu nay co thé giai thich bdi day 1a dich vu mdi
nén chua tiép cdn dugc dén nhiéu bénh nhan dé
st dung. Bénh vién can quang ba rong rai hon
nifa dé ngudi bénh tié€p can viéc sir dung tién
ich. Dich vu NVYT ho trg ngudi bénh cac thu tuc
kham va thuc hién cac chi dinh Idam sang gidp
bénh nhan rit ngdn thdi gian thuc hién cac thu
tuc khi dén bénh vién. Vi vay, bénh nhan thudng
Xuyén va ludn luén s dung dich vu nay chi€ém ty
|é cao lan lugt la 47,1% va 38,0%.

K&t qua trai nghiém cua ngudi bénh khi
lam thua tuc thanh toan. Ty |€ trai nghém tich
cuc vé khia canh lam tha tuc thanh toan cla
ching téi la 97 6%, diém trai nghiém trung binh
trong khia canh nay 1a 3,4 = 0,5. O ca 3 tiéu
muc déu cho ty 1€ hai long cao: “NVYT thudng
ton trong va lich sy khi lam thd tuc thanh toan”,
“Ngudi bénh dugc NV hudéng dan thl tuc thanh
toan vién phi”, “Ngugi bénh dudc cong khai cac
khoan thu trong hda dan thanh toan vién phi”
déu >95% lan lugt la (96,6%; 96,2%); 96,2%).
Két qua nay cling dugc chi ra trong nghién cla
cla Tran Thi Diép (2021) vdi cac ty 1€ [an luct la
90,5%, 89,3%, 96,2% [5]. Trong nghién clu
cla Bang Tan Duy tai Vién Y Dugc hoc dan toc
thanh ph6 HO Chi Minh, cling chi ra ty Ié ngudi
bénh co trai nghiém tich cuc & khia canh dugc
nhan vién hudng dan vé céc thl tuc xuat vién 1a
100% [4]. Nghién clru cta Farley va cong su
khdo sat sy hai long cia bénh nhan va chat
lugng cham so6c nam 2014 tai My ciing chi ra
tam quan trong cla trai nghiém tich cuc cua
ngudi bénh trong thanh toan vién phi cdé anh
hudng I6n t6i bénh vién [71. Nghién clu cua
chiing téi thu dugc két qua trai nghiém tich cuc
cao. Trén thuc t&, cdng tac hd trg ngerl bénh
khi lam tha tuc thanh toan tai bénh vién Hiu
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nghi Viét Blc dugc nang cao trong giai doan gan
day. Trong qua trinh hudng dan va thuc hién
thanh toan, bénh vién d3 cai tién trong khau to
chic nhan su. Bén canh do, bénh vién da dién
tr hoa cac hoat déng thanh toan. Trong nam
2023, bénh vién hgp tac véi mét s6 ngan hang
trién khai, ddy manh dich vu thanh todn khdng
dung tién mat [3].

Hau hét cac nghién clhu tuong dong vdi
nghién clftu cta chung toi bao cdo vé mot so khéd
khan trong qua trinh lam thu tuc thanh todn bao
gom: cé 24,0% bénh nhan gap kho khan khi thai
gian chd thanh toan vién phi lau, 7,7% bénh
nhan thdy thdi gian chd gidy xuat vién lau va
3,8% thdy rang nai thanh todn vién phi xa hodc
khé khan. Nghién clru cia Nguyén Thi Thuy Anh
va cOng su tai Bénh vién San Nhi tinh Ninh Binh
chi ra thai gian chd gidy xuat vién l1au la 9%; ngi
thanh toan xa khd tim la 9,4%; thdi gian chd
thang toan vién phi lau la 7,4% va khong dugc
hudng dan 1am tha tuc xuat vién 1a 1,2% [1] TU
két qua trén bénh vién can cd nhitng giai phap
dé cai thién han quy trinh thanh todn va xuét vién
dé dat dugdc danh gid & mlc do tot nhét, tir d6
dem dén trai nghiém t6t nhat cho ngudi bénh.

V. KET LUAN

Ty |é bénh nhan cd trai nghiém tich cuc vé
khia canh trong qua trinh diéu tri la 67,5%, ty 1é
bénh nhan cé trai nghiém tich cuc vé khia canh
lam thd tuc thanh toan la 97,6%. Nhitng khoé
khan ma bénh nhan gap phai khi lam thu tuc
xuat vién la: thdi gian chg thanh toan vién phi
Idu, thdi gian chg gidy xudt vién ldu va nai thanh
toan vién phi xa hodc khd khan. Tir két qua trén
chdng t6i dua ra mét s6 khuyén nghi sau: NVYT
duy tri thuGng xuyén cap nhat ky thuat mdi,
nang cao trinh do chuyén moén nham dap (ng

t6t hon nita hiéu qua diéu tri. Ung dung phudng
phap quan tri tinh gon tich hgp s6 hda dich vu
kham chifa bénh. Ban gian hda tha tuc va hinh
thic thanh toan vién phi nhdm han ché t6i da
thai gian chg xuat vién.
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(MRRD). Béi tugng va phucng phap nghién ciru:
Mo ta hang loat ca tién cltu trén 47 tré s sinh MRRD
tai Bénh vién Nhi dong 2t ngay 1/10/2023 dén ngay
30/6/2024 Két qua Trung vi tudi thai la 37 tuan Vi
48,9% sinh non, can nang lic sinh la 2800g. Tré dugc
MRRD khi trung vi 2 ngay tudi do di tt hdu mdn truc
trang (34,0%) va viém rudt hoai tir (25,5%). Hoi
trang (61,7%) (nhdm 1) la vi tri md théng thuGng gap
nhat, k€ dén la dai trang (36,2%) (nhém 2). Tré md
thong h0| trang va hong trang (2,1%) cé chleu dai
rudt con lai trung binh 13 92,6 cm. Sau mé6, nhiém
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