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THU'C TRANG GIAO TIEP CUA PIEU DUONG, KY THUAT VIEN
VOINGU'O'T1 BENH TAI CAC KHOA CAN LAM SANG

TOM TAT

Muc tiéu: M0 ta thuc trang giao ti€p cua diéu
duBng, ky thuat vién (DD-KTV) v6i ngudi bénh tai cac
khoa Huyét hoc, Hoa sinh, Chan doan hinh anh, Tham
do chic nang va noi soi cia Bénh vién Thong Nhat
nam 2022. Poi tugng va phucng phap: DD-KTV sl
dung tlr nglr xung ho lich su, khoang cach phu hgp va
hudng dan cung cdp thong tin cho ngudi bénh dugc
danh gid la cao nhat. Tuy nhién, viéc gidi thiéu tén,
chirc danh ctia PD-KTV chi thuc hién 5% va viéc si
dung cau giao ti€p c6 cum tir “cam an” BD-KTV chi
dat 48,5%. DD-KTV cé ky nang giao ti€p ndi chung
dat yéu cau khoang 80,4%.. Két qua: DD-KTV su
dung tlr nglr xung ho lich su, khoang cach phu hgp va
hudng dan cung cdp thong tin cho ngudi bénh dugc
danh gid la cao nhat. Tuy nhién, viéc gidi thiéu tén,
chirc danh ctia PD-KTV chi thuc hién 5% va viéc si
dung cau giao ti€p c6 cum tur “cam an” BD-KTV chi
dat 48,5%. DD-KTV co k¥ nang giao ti€p ndi chung
dat yéu cau khoang 80,4%. Két ludn: Thuc trang
giao ti€p DD-KTV vGi nguGi bénh dat chuan chung
tucng doi cao 80,4%, tuy nhién viéc tu gidi thiéu tén,
nai IGi “cam an” thuc hién rat thap 5%.

Tu khoa: Diéu dudng, ky thudt vién, khoa can
lam sang, giao ti€p ng xu.

SUMMARY
THE STATUS OF COMMUNICATION OF
NURSES, TECHNICIANS WITH PATIENTS

AT POLICYAL DEPARTMENTS

Objectives: Communication between nurses and
technicians in patient service is an indispensable
indicator in evaluating hospital quality. The study was
carried out to describe the current state of
communication between nurses and technicians and
patients at the Departments of Hematology,
Biochemistry, = Diagnostic  Imaging,  Functional
Exploration, and Endoscopy of Thong Nhat Hospital.
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Method: The study was carried out from December
2021 to October 2022 with a cross-sectional
descriptive study design, the researcher observed 138
communication sessions of 46 nurses and technicians
in direct contact with patients at the hospital.
Paraclinical departments use checklists. Results: The
use of honorifics, appropriate spacing, and instructions
to provide information to the patient is rated as the
highest. However, according to the standards of the
Ministry of Health, the general regulations for health
workers regarding the introduction of names and titles
are very low (only 5%) and the use of communication
sentences with the polite phrase "thank you" by
nurses and technicians is rarely used (only 48.5%).
There 80.6% of nurses and technicians with
satisfactory communication skills.Conclusions: The
reality of communication between nurses, technicians
and patients is relatively high 80.4%, but the self-
introduction of names, saying "thank you" is very low
5%. Keywords: Nursing, technician, paraclinical
department, communication, and behavior.

I. DAT VAN DE

Giao ti€p dong vai tro quan trong trong cudc
s6ng hdng ngay, bénh vién la mdi truong dac
biét, khi nguGi bénh dén bénh vién, diéu dudng,
ky thuat vién (BD, KTV) la ngugi thuGng xuyén
ma ho ti€p xic [1]. S6 liéu th6ng ké cua
Westbrook J va cong su' tai mot bénh vién & Uc
cho thay diéu duBng danh khoang 1/3 thdi gian
lam viéc d€ giao tiép vdi ngudi bénh [2]. Tai Viét
Nam, theo s6 liéu théng ké clia PO Thi Ngoc va
cdng su nam 2012 cho thay trung binh mot ngay
nguGi bénh nhan dugc su ti€p xuc tir 15 -20
phut véi bac sy, nhung nhan dugc gap 6 - 8 lan
sy ti€p xdc véi diéu duBng (khoang 2h - 2,5h)
[3], dac biét la khdi can lam sang (CLS). BD,
KTV khdi CLS tiép xuc vdi rat nhiéu ngudi bénh
trong mét ngay vi vay giao ti€p cla hé thong
DD, KTV khdi CLS can dugc chi trong hon dé
hudng dén su chuyén nghiép.

Viéc khdo sat danh gia vé giao ti€p ctia DD,
KTV gilp cho bénh vién cé co s@ dé cai thién
giao ti€p Ung xur ctia BD, KTV v&i ngudi bénh, c6
cach danh gia chinh xac hon qua dé khac phuc
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cac ton tai dong thdi xay dung mé thirc giao ti€p
cho BD, KTV thuc hanh tét han trong giao ti€p
{'ng xur. D& gdp phan tim hiéu van dé nay, ching
tdi trién khai nghién c(u nay véi muc tiéu: Mé ta
thuc trang giao tiép cua biéu dubng, Ky thuat
vién voi nguoi bénh tai cac khoa Cin 1dm sang
Bénh vién Thong Nhdt nam 2022,

Il. DOI TUONG VA PHUONG PHAP NGHIEN CUU

2.1. PG6i tugng. DD, KTV cOng tac tai 4
khoa CLS: khoa Hda sinh, Huyét hoc, Chan doan
hinh anh, Tham do chdc nang va ndi soi. Tiéu
chuan Iua chon: thdi gian céng tac tir 3 thang trg
Ién, co ti€p xuc truc ti€p vGi nguGi bénh. Tiéu
chuan loai trir: ngudi di hoc, nghi dai han, nghi
thai san.

2.2. Phuong phap nghién ciru

2.2.1. Thoi gian va dia diém. Nghién ciu
dugc tién hanh tir thadng 12/2021 dén thang
10/2022 tai 4 khoa Hdéa sinh, Huyét hoc, Chan
doan hinh anh, Tham do chi’c nang va noi soi
clia Bénh vién Thong Nhat.

2.2.2. Thiét ké nghién cuu: Nghién clu
mo ta cat ngang

2.2.3.Co mau, chon mau

C8 mau dugc tinh theo cdng thirc mau udc
lugng cho mot ty Ié:

n = DE x (Z(1-o/2)* x [p x (1-p)]/d?

Trong do: n: S6 lugt quan sat tdi thi€u can
cho nghién ctu; DE: hiéu lyc thiét ké (DE=1,5,
do mau cé tinh chat cum); Z: tri s6 phan phdi
chuén tuong ng 1,96 véi a = 0,05; p = 0,6 (theo
NC cua tac g|a Nguyen Thi Nhan nam 2017, ty Ié
giao ti€p bang IGi cia BD, KTV dat 100%, giao
ti€p khong IGi dat 60%); g = 0,1 la sai sO tuyét
doi chap nhan dugc. C3 mau tinh dugc la 138 lugt
quan sat, trén thuc t&€ nhém NC da thu dugc 152
mau, sau khi lam sach, x{r ly s6 li€u, c6 14 lugt
quan~sa't khong dat do thi€u thong tin, cudi cling
s6 mau dugc phan tich la 138.

Tong s6 c6 46 BD-KTV lam viéc tai 4 khoa
CLS cé tiép xlc truc ti€p véi ngufcﬂ bénh. Mbi
PD-KTV dudc quan sat 3 [an, cudc ti€p xdc dugc
chon la 2 cubc vao budi séng va 1 cubc vao budi
chiéu, ngudi bénh c6 nam va nit, tai 4 khu vuc
xét nghiém CLS do 4 khoa trén phu trach.

2.2.4. Cac nhom bién sé chinh trong
nghién cuau. Gom 4 nhdm thong tin: thong tin
chung cuia clia BD-KTV va ngudi bénh; ky nang
ndi va lang nghe; k¥ ndng giao ti€p khéng IGi; ky
nang cung cap théng tin.

2.2.5. Thu thap sé liéu. B6 cong cu gom:
bang thu thap théng tin chung cta BD-KTV va
bang kiém quan sat giao ti€p cua DD-KTV vdi
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ngudi bénh dua trén tai liéu “Hudng dan thuc
hién giao ti€p, 'ng x(r clla can bo y té”.

biéu tra vién: 4 ngudi la Diéu duBng trudng
cac khoa Kham bénh A, Kham bénh theo yéu
cau, Y hoc cd truyén, Ngoai Chan thuang - Chinh
hlnh dugc tap huan va thuc hanh vé ky nang
quan sat. Moi DTV bdc thdm mdi ngdy quan sat
thuc hién tor thr hai dén th{r sau, DTV & vi tri
gan ndi quan sat, quan sat truc tié’p thai do, cir
chi clia BD, KTV va ndi dung cudc thoai gilra DD,
KTV véi ngudi bénh tir lic nhan ngudi bénh thuc
hién xét nghiém dén khi tra két qua cho ngudi
bénh, su hién dién cla diéu tra vién sao cho
khéng anh hudng dén BD, KTV va ngudi bénh va
co thé kh6ng nghi la dang quan sat giao tié’p ma
giam sat cac chu dé khac (glam sat vé vé sinh,
chéng nhiém khuadn hay so sach hanh chinh,.. )
DTV xac dinh cudc thoai va dién thong tin vao
bang kiém quan sat. Mot DTV trong mot ngay
quan sat 2 diéu derng, k¥ thuat vién va xac dinh
2 cudc thoai dién vao bang kiém (moi diéu
duGng, ky thuat vién 1 cudc hdi thoai tuong (rng
véi 1 bang kiém). Trudng hgp khdng cd du cudc
thoai thi ngay hém sau quan sat ti€p.

2.2.6. Tiéu chi va tiéu chudn dinh gia.
Mdi tiéu chi vé ky nang noi va Iang nghe, ky
nang giao ti€p khong IGi va ky nang cung cap
thdng tin dugc tinh nhu sau: 0 diém: khdng thuc
hién; 1 diém: chua tét; 2 diém: dat yéu ciu; 3
diém: tét. PD-KTV dat & 2/3 a4n quan sat thi
dugc danh g|a chung 1a giao tiép “dat chuan”.
Cac tiéu chuan danh gia dugc dya trén quy dinh
hudng dan thuc hién g|ao ti€p Ung XU cla can
b0 y té€ [4]va cac nghién cru tuang tu' [1, 5, 6].

2.2.7. Phan tich sé liéu. 506 liéu du’dc nhap
vao phan mém Epidata 3.0, quan ly va phan tich
s6 liéu bang phan mém SPSS 25.0.

II. KET QUA VA BAN LUAN

3.1. Thong tin chung vé diéu dudng, ky
thuat vién va lugt quan sat

Bang 3.1: Pdc diém nhan khiu hoc cua
diéu duéng, ky thuat vién tham gia nghién
ctru (n=46)

v Tan [Ty lé

Pbac diem s6 (n) (},’/o)-

aar Nam 23 |50,0
Gidi tinh NG 23 50,0
DudGi 30 tudi 7 15,2

Nhém tudi TU 30 — 40 tudi | 24 [52,2
Trén 40 tudi 15 (32,6

Trung cap 6 |13,0

Hoc vén Cao dang 13 [28,3
Pai hoc 25 |54,3




TAP CHi Y HOC VIET NAM TAP 530 - THANG 9 - SO 1 - 2023

Sau dai hoc 2 4,3 Trén 15 triéu 2 4,3

Tinh trang hon D3 két hon 38 |82,6 MUrc d6 hai long Hai long 24 |52,2
nhan Doc than 8 |17,4 vGi cOng Vviéc Binh thuGng 22 |47,8
Chirc danh nghé | Biéu duBng 14 |30,4 Nghién clu ti€n hanh phat van va quan sat
nghiép Ky thuat vién 32 |69,6| giao ti€p cua BD-KTV thudc 4 khoa CLS. Trong
S6 ndm cong tac| DuGi 10 ndm 15 [32,6] do, ty Ié nam nif ngang nhau, ¢ nghién ctru cua
tai Bénh vién T 10 ndm trg 1én 31 [67,4| tac gia Nguyen Thi Nhan, Nguyeén Thi Cam Thuy,
SG ndm cong tac| DuGi 10 ndm | 17 [37,0] ni chi€m nhiéu hon nam [1,5], chd yéu & d6 tudi
tai Khoa/phong [T 10 ndm tr& 18n 29 |63,0| 21-40 tudi, trinh d6 dai hoc chiém phan 16n, chu
A DuGi 10 tricu 18 [39.1] VYEu la khéng theo ton gido. Gan 2/3 la déi tugng

Thu nhap 10 d@n 15 tiéu | 26 56,5 KV thudt vién, chii y&u thdm nién trén 10 ném.

Bang 3.2: Bic diém cua cdc Iin quan sat giao tiép d 4 khoa Cin Idm sang (n=138)

A A Tan so (n) Ty Ié (%)
Bac diem benh nhan Huy&t hoc[Héa sinh]| COHA TDCN&NS| Téng
Gigi tinh
Nam 10 (47,5) [19 (52,8)[22 (56,4)] 22 (52,4) | 73 (52,9)
NG 11 (52,4) [17 (47,2)[17 (43,6)[ 20 (47,6) | 65 (47,1)
Nhém tudi
DUGi 40 tubi 2(9,5) [12(33,3)]9 (23,1)| 4(9,5) [27 (19,6)
TU 40 tudi trd Ién 19 (90,5) |24 (66,7)|30 (76,9)| 38 (90,5) [111 (80,4)
Hinh thirc diéu tri
NGi tri 0(0,0) | 0(0,0) 20 (51,3)] 7 (16,7) |27 (19,6)
Ngoai tri 21 (100,0) [36(100,0)/19 (48,7)| 35 (83,3) |111 (80,4)
Loai bénh
Bénh cap tinh 3(14,3) |15 (41,7)[18 (46,2)] 9 (21,4) |45 (32,6)
Bénh man tinh 18 (85,7) |21 (58,3)[21 (53,8)| 33 (78,6) | 93 (67,4)
Chi dinh CLS tai thgi diém quan sat
X&t nghiém mau 21 (100,0) [36(100,0) 0 (0,0) | 0(0,0) [57 (41,3)
Chup XQ, CT, MRI, dién tim, siéu am, ndi soi,..| 0 (0,0) | 0(0,0) 39(100,0)42 (100,0)| 81 (58,7)
Théi diém quan sat
Sang 14 (66,7) |24 (66,7)[21 (53,8) 28 (66,7) | 87 (63,0
Chidu 7(33,3) |12 (33,3)| 46,2) | 14(33,3) |51 (37,0)

NguGi bénh dugc ti€p xuc truc ti€p véi bD-
KTV trong nghién cfu nay chd yéu la ngoai tru,
V@i ty 1& nam ni xap xi bang nhau, da s6 ngudi
bénh tir 40 tudi tré 1&n, kham chita bénh man

sat giao tiép (n=138)

tinh. Ky thudt 18y mau xét nghiém chiém phan
I6n, thdi diém quan sat chd yéu |a budi sang.
3.2. Thuc trang giao tiép cha diéu
dudng, ky thuat vién véi nguci bénh tai 4
khoa can lam sang Bénh vién Thong Nhat

Bang 3.3: Ky ndang ndi va ling nghe cua diéu dudng, ky thuit vién qua cdc luot quan

Pat chuan (n, %) |Khéng dat chuan (n, %)
. Thuc | Thuc hién A
' Noi dung Ih‘-rcN hién,' dat khéng cfat' Khon_gl
hién tot yéu cau yéu cau thuc hién
Al Chao va héi ho tén ngudi bénh 26 (18,8) |86 (62,3) | 18(13,0) 8 (5,8)
A2 Gidi thiéu tén, chlc danh nghé nghiép 1(0,7) | 6(4,3) 31(22,5) 100 (72,5)
A3 |SUr dung kinh ngir phu hgp khi giao ti€p vdi NB| 76 (55,1) | 59 (42,8) 214 1(0,7)
A4 T6C dd ndi, am lugng vira du 113 (81,9)[ 23 (16,7) | 1(0,7) 1(0,7)
A5 Khong lam viéc khac khi dang lang nghe  |126 (91,3)| 12 (8,7) 0(0,0) 0(0,0)
A6 Khong ngat 16i ngudi bénh khi giao ti€p 124 (89,9)| 14 (10,1) 0(0,0) 0(0,0)

K¥ nang ndi va lang nghe, viéc st dung kinh
ng(r phu hop khi giao ti€p vGi ngusi bénh, téc do
noi, am lugng vira du dat ty 1€ cao tir 97,9% dén

98,6%. K&t qua nay tuang ty két qua nghién cau
cia Nguyén Thi Nhan, Nguyen Thi Cam Thu “I6i
noi thé hién su trong sang, minh bach khi ti€p
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xuc vGi ngu‘dl bénh” dat 98,3% va 100% [1, 5],
g thai d6 lang nghe cla diéu derng G 4 khoa
Idm sang trong nghién clfu ctia Nguyén Thi Cam
Thu dat 80,1%. Diéu nay cho thay hau hét bD-
KTV da nhén thirc dudc trach nhiém va nghia vu
cla minh trong céng tac cham séc ngudi bénh,
thay thé tu tudng sai [dm nhu “ban 6n” ma trudc
day thudng gdp bang y thlc “phuc vu” ngudi
bénh. Diém thdp nhét trong ky nang ndi va l&ng
nghe cta BD-KTV theo quan sat la gidi thiu tén,

chirc danh nghé nghiép v@i nguGi bénh, chi dat
5%. Nghién cfu ciing cho thady tiéu chi khong
lam viéc khac khi dang ldng nghe dat cao nhat
100%, day la mdt diém tSt vi néu DD-KTV noi
chuyén riéng trong khi dang thuc hién ky thuat
trén ngudi bénh sé lam cho ngudi bénh khéng
yén tam vé su tap trung cla NVYT, trudc dé
NVYT ¢ nhac nhd ngudi bénh gilr yén lang
trong phong lam viéc, nhu vay ngudi bénh cam
thay khong dugc ton trong.

Bang 3.4: Ky nang giao tiép khéng Ioi cua diéu dudng, ky thudt vién qua cac luot quan

sat giao tiép (n= 138)

Pat chuan (1|_1|; :/o) K%?:g :gt chuan (n, %)
. rc rc hién, ~
l
B1| ''ang pqhulﬁécncggl %gaggn?g?é%%‘gﬂf‘h: ¢ 104 (75,4)| 20 (14,5) | 14 (10,1) | 0(0,0)
B2 CUr chi, nét mat, genghn;itukaggé'p xUc vdi ngudi 74 (53,6) | 57 (41,3) 6 (4.3) 1(0,7)
p3| Dam bao “tChTJ:'tjtrlng ggfrd'fhb';:;rc hienthd 1135 9579 6(43) | 0(0,0) 0 (0,0)
B i L T TR T T

Ky nang giao ti€p khong I6i, ddm bao lich su
kin ddo, khoang cach phu hgp khi thuc hién thu
thudt trén ngudi bénh thuc hién dat chuan
100%. “CUr chi nét mat, anh mat” khi ti€p xuc vdi
ngudi bénh phu hgp dat ty 1€ cao 94,9%. O
nghién clu tuong tu cla tac gia Nguyen Thi

Nhan tai Bénh vién Chg Ray, ky nang giao ti€p
khdng 16i cb ti€u muc “nu cudi” dat 54,5% [1].
Co 10,1% diéu duBng, ky thuat vién khong tuan
tha deo bang tén, ngudi bénh khong biét ho
chtrc danh gi.

Bang 3.5: Ky nang cung cdp théng tin cua diéu du’a’ng, ky thudt vién (n=138)

Pat chuan (n,%) [Khéng dat chuan (n,%)
STT NGi dung Thuc Thyc | Thuc hien, Khong
hién tot [NEN dat khong dat | ., . “Hia
; yéu cau| yéu cau ; -
Co quan sat thai do, phan l'rng cla ngudi bénh
C1 Khi giao tiép 51 (37,0)|67 (48,6)| 16 (11,6) 42,9
Hu’dng dan, cung cap thong tin chinh xac ngan
C2 gon, dé hleu, khong sur dung tr ngu’ chuyén mon 76 (55,1)[58 (42,0)]  4(2,9) 0(0,0)
C3 ] Tra IGi cac cau hdi clia nguGi bénh 76 (55,1)|61 (44,2) 1(0,7) 0 (0,0)
c4 Kiém tra lai théng tlnbg;rﬁ cung cap cho ngudi 63 (45,7)| 45 (32,6 | 13 (9,4) 17 (12,3)
C5 Cam on ngudi bénh 14 (10,1)|53 (38,4)| 19 (13,8) 52 (37,7)
C6 Chao tam biét ngudi bénh 12 (8,7) 145 (32,6)| 37 (26,8) | 44 (31,9)

Ky nang cung cap thong t|n hu‘dng dan,
cung cap thong tin chinh xac ngdn gon dé hiéu;
tra IGi cac cau hoi clia ngudi bénh thuc hién dat
chun 97,1%, c6 14,5% DD-KTV chua thuc hién
hoac thuc hién khéng dat viéc quan sat thai do,
phan (’ng cua ngudi bénh khi giao tiép. Tiéu chi
ki€m tra lai thong tin vira cung cdp cho ngudi
bénh dat 78 3%, c6 thé do BD-KTV cho rang da
huéng dan rdi, khdng can kiém tra lai vi 1am viéc
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nay khong can thiét, mat thdi gian cla ho va
ngudi bénh néu khdng hiéu, ho sé tu hai lai.
Diém y&u nhét la tiéu chi “cadm on” va “chao
tam biét” ngu@i bénh chi dat 48,5% va 39,3%,
két qua nay tudng doéng véi cac tac gia khac [1,
5, 7]. biéu nay cho thay tinh lich sy van minh
trong giao ti€p cla DD-KTV da dugc chd y
nhung ty I€ st dung chua nhiéu mac du da dugc
hoc I8p “Nang tam dich vu” nhung moi ngudi
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chua thuc hanh nhiéu, nén mdi dau chua quen.

Bang 3.6: Thuc trang giao tiép cua diéu dudng, ky thudt vién dat chuén theo 3 ky

nang tai bén khoa can Idm sang

Néi dung Ky néng néi va | Ky néng giao ti€p | Ky néng cung cap | Giao tiép dat

: lang nghe khong lai thong tin chuan chung
Ty lé (%) 82,6% 71,7% 71,7% 80,4 %
Giao ti€ép cia PD-KTV la mot trong nhirng Bénh vién Chg Ray ndm 2017. Luan van Thac sy Y

yéu t6 quan trong dem lai su' hai long clia ngudi
bénh, phan anh chat lugng cung cap dich vu cla
bénh vién. Nhitng quy dinh cGa BYT trong linh
vuc nay la nhitng chuan muc vé giao tiép, Uing
X, la trach nhiém va nghia vu cla moi nhan
vién y té.

Nghién clfu cla chung t6i con mot sd han
ché nhu chi tién hanh & 4 khoa I6n trong khdi
CLS, cG mau tuong d6i nho nén khong khai quat
dugc cho tat ca cac khoa CLS tai bénh vién. Mat
khac, nghién cu mgi chi thuc hién & mét thdi
diém, chua thuc hién dugc nhiéu thdi diém khac
nhau trong nam do do két qua phan quan sat
chua co tinh dai dién cao vi giao ti€p cia DBD-
KTV con phu thubc vao s6 lugng ngudi bénh,
tinh trang ngudi bénh, tinh trang nhan luc BD-
KTV diéu kién cd sd vat chat cla bénh vién.

IV. KET LUAN

Két qua nghién cru cho thay thuc trang giao
ti€p cua DD-KTV véi ngudi bénh & cac khoa can
I&m sang dat chudn chung vé giao tiép tuong déi
cao 80,4%. Tuy nhién viéc ky thuat vién tu gidi
thiéu tén, ndi 1Gi “cdm on” con chua thuc hién
tot, chua hinh thanh théi quen.
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sau khi chup phim X quang rang kiém tra. Tién st
bénh chua ghi nhdn cé tén thudng chdn thuong &
xudgng ham dudi. Lam sang khong ghi nhan triéu
cerng sung, dau, t& méi cam, thir d6 séng tuy rang
vGi thir ngh|em dlen cac rang lién quan dap Ung
duong tinh. Ton thuong dugc chan dodn I3 nang
xugng chan thudng xuong ham dudi, phuong phap
diéu tri la phau thuat cat bo nang xuong chan thuang
xudng ham dudi va thuc hién giai phau bénh ly.

T khoa: nang xuong chén thuong, nang don
doc, phau thuat cit nang xuong ham dudi.
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