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TOM TAT

Muc tiéu: Déanh gia ky ndng giao tiép cia diéu dudng vién va nhan vién chdm soéc khach hang tai khu
vuc tiép dén - khoa Kham bénh, bénh vién Nhi Trung wong.

Doi twong va phwong phap nghién ciru: M6 ta cét ngang; quan sét 97 tinh hubng.

Két qua: Ky ndng giao tiép co ban: diéu dudng vién va nhén vién chdm séc khéch hang st dung
nhiéu phuong tién khéc nhau dé giao tiép véi bénh nhén, giao tiép bdng mét 68,04%, ci chi dat
42,27%, théng tin cung cép 89,69%, giong ndi 95,88%, céch dung tir 80,41%, sy cam théng 89,69%,
sw l&ng nghe 87,63%.

Xt ly tinh hubng giao tiép mirc do tét: chao than thién 53,61%; khdi ddu cudc giao tiép 79,38%; gidi
dép théc méc/gidi thich lai khi khdch hang chuwa hiéu 82,47%; dit cdu héi dé x4c nhan khéch hang da hiéu
thong tin minh truyén dat 37,11%; d&t cdu hdi dé xac nhan nhu cdu khach hang 43,30%;

Tt khéa: ky ndng giao tiép; khach hang; diéu dudng vién; tinh huéng

ABSTRACT
OBSERVING COMMUNICATION SKILLS OF NURSES AND CUSTOMER CARE STAFF
AT OUTPATIENT DEPARTMENT- VIETNAM NATIONAL CHILDREN HOSPITAL
Pham Thu Hien', Do Manh Hung', Le Thi Huan',
Nguyen Thi Kim Phung', Doan Thi Thu My*

Objectives: To evaluate communication skills of nurses and customer care staff working at reception
area of outpatient Department, Vietnam National Children Hospital

Subjectand method: A cross-sectional study was performed. We took an observing on 97 real situations

Results: Basal communication skill: nurses and customer care staff apply various techniques to
communicate with patients. 68,4% of the paticipants had eye-contact, 42.27% using gestures, 89.69% using
information supply, 95.88% using tone, 80.41% applying word choice, 89.69% showing their sympathy,
87.63% having listening skill.

Nurses and customer care staff were good at dealing with difficult situation: 53.61% expressing warm
greeting, 79.38% showing introduction, 82.47% explaining customer’s questions, 37.11% re-checking the
customer's understanding, 43.4% making question to confirm customer’s demand.
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Quan sdt kij ndng giao tiép cia diéu duong vién...

1. PAT VAN PE

Theo Wilkinson va cdng sy (2009) thi sy quan
trong ctia giao tiép hiéu qua nhu 12 mot thanh t6
co ban trong chiam séc diéu dudng va dugc néi
dén nhu 14 cung cdp cho ngudi bénh dich vy ¢
chét lugng cao v&i viée tip trung vao chim séc
diéu dudng [7].

Giao tiép giira diéu dudng — bénh nhéan khong
chi cung cép cac thong tin ma né con biéu 1§ tinh
thuong, sy cam thong, dong vién va k¥ ning giao
tiép cta didu dudng dbi véi ngudi bénh va gia
dinh.

Mot s nghién ciru da dé cap dén van @ giao tiép
& ngudi bénh va gia dinh & mdt s6 bénh vién cho
" thdy nhin chung c6 dén trén 80% bénh nhin dugc
hoi y kién déu tra 161 “hai 1ong” véi thai do tiép don,
huéng din va chim séc ngudi bénh cia diéu dudng
vién [2], [3], [4].

Nhimng két qua nghién ciru nay ciing chi ra ring
v&n con mot ty 18 nhit dinh ngudi bénh/ngudi nha
chua hai long voi thai 4§ cia diéu dudng vién:
khéng chao héi lich syr; ndi tréng khéng; khong ty
gidi thiéu v& ban thin; chua giai thich thoa dang
hodc khong gii thich cho bénh nhan. Ty 1é nay bién
dong tir 11,7 dén 22,58% [2), [5), [6].

Bénh vién Nhi Trung wong, theo nghién ciru cia
Lé Thanh Hai, D5 Manh Hung va cdng sy trudc dé
cho thay ty I¢ hai long v&i thdi do phuc vu ciia diéu
- dudng vién tai khoa Kham bénh sau khi ap dung 7
nhém gidi phap can thi¢p 1a trén 90%. Tuy nhién,
van con hién tugng quat thdo/ndi to vai bénh nhin/
ngudi nha v&i 22,8% c6 phan anh trude can thiép va
5,8% sau can thiép [1].

Nhim d4nh gi4 thuong xuyén vé k¥ ning giao
tiép ctia didu dudng qua d6 c6 bién phéap can thiép
" nhim néng cao k¥ nang giao tip ciing nhu cai
thién chat lugng dich vu hudng dan, tiép dén tai
bénh vién. Chung t6i tién hanh nghién ciru nay
nhim myc tiéu: Panh gia ky nang giao tiép cua
diéu dudng vién va nhan vién chim séc khach
hang tai khu vyc tiép d6n - khoa Kham bénh,

bénh vié¢n Nhi Trung uvong.
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II. POI TUQONG VA PHUONG PHAP
NGHIEN CcUU

2.1. D6i twong nghién ciru:

Piéu dudng vién va nhén vién chim séc khach
hang tai 06 vi tri tiép don, huéng din tai khoa
Kham bénh - bénh vién Nhi Trung wong thang
1-2 ndm 2016.

2.2. Phwong phap nghién ciru

C& miu va phwong phap chon mau:

C& mau theo cong thirc:

p(1- p)zf _l::!t

n= 2

Trong d6: p=50%=0,5 1a ty 18 gia dinh sb tinh
huéng ma diéu dudng vién/nhin vién CSKH c6 k¥
nang giao tiép dat.

2
Zl_%=1, 962 1a gia trj tra bang v&i khoang tin

95% cdy 2 phia

d =0,1 la gié tri sai s6 cho phép

Thay c4c gia tri trén dugc c& méu can cho
nghién ciru n = 97 tinh hudng.

Quan sat ky nang giao tiép

- K¥ ning giao tiép co ban ching t6i 4p dung
tiéu chuan trong nghién ciru ciia tac gia Crawford
va cong su (2009) [8].

K¢ ning bao gbm c6 danh gia vé k¥ ning giao
tiép co ban gbm c6 6 tiéu chudn: Giao tiép bing mit,
cir chi, théng tin cung c4p, giong ndi,sw cam thong
va sy ling nghe. Theo thang do nay gdm khéng higu
qua (mirc 39 kém), hiéu qua mét phan (trung binh),
hiu qua va rat hidu qua (mirc do tot).

Viéc danh gia dya vao bang kiém c6 sin, thong
qua sy cam nhén cta hoc vién 16p “Dbi méi phong
céch, nang cao ning luc cia Piéu dudng vién” khi
tiép xfic v6i didu dudng vién/nhan vién CSKH tai vi
tri tiép d6n, huéng din tai khoa Kham bénh.

- Quan st viéc xir ly tinh hubng: dua trén cac
quy trinh cung cp thong tin, huéng din va céc tinh
huéng giao !iép gitta didu dudng vién/nhdn vién
CSKH véi ngudi bénh/gia dinh.

- Mot s6 chi s6 quan sat gdm:

+ Chao ngudi bénh/ngudi nha
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ae A ~ . Iy
+ Khéi dau cude giao tiép.

+ Giéi dap thic mic/ giai thich lai khi khach

hing chwra hiéu.

+ it cdu héi dé xdc nhin khach hang da hiéu

thdng tin minh truyén dat.

III. KET QUA NGHIEN CUU

+ D3t cau hoi dé xac nhan khach hang di hiéu

théng tin minh truyén dat.

- Vige danh gia dya trén cac miac dd cam nhin

theo timg mirc khac nhau.

Bang 1. Quan sat k§ ning giao tiép co ban

ctia khach hang thong qua quan sat cia hoc vién

Két qua Tot Trung binh Kém
Chi s6 dénh gid n =97 % n =97 % n=97 %
Giao tiép bing mit 66 68,04 31 31,96 0 0
Cir chi 41 42,27 26 26,80 30 30,93
Théng tin cung cip 87 89,69 8 8,25 2 2,06
Giong néi 93 95,88 4 4,12 0 0
Sw cam thong 87 89,69 10 10,31 0 0
Ling nghe 85 87,63 5 12,37 0 0

Quan st k§ ning giao tiép cua didu dudng vién va nhan vién chim séc khach hang thdng qua bang kiém
véi 7 k¥ ning giao tiép: giong néi chiém ty 1¢ tot chiém ty 18 cao nhit véi gan 96%, tiép dén la su cam thong
va viéc cung cap thong tin v6i gin 90%, thap nhét 1a mirc dd tt qua giao tiép bing cir chi véi 42,27%.

Quan sat ciing chi ra sy tdn tai yéu kém trong giao tiép bing cir chi va cung cip thong tin.

Bang 2. Quan sat xt ly tinh hudng trong giao tiép

Két qua Tét Trung binh Kém
Chao than thién 52 53,61 35 36,08 10 10,31
Khéi ddu cudc giao tiép 77 79,38 20 20,62 0 0,00
Giai dap thic mic/giai thich
lai khi khach hang chira hidu 80 [®47 15 (1546 2 [ 206
Dit cdu hoi dé x4c nhan khach hang
d4 hiéu théng tin minh truyén dat 26 i 29 4021 2 200
Dit cdu héi de x4 nhan nhu cau 34 | 3505 | 31 |319 | 32 |329
cua khach hang
Két thuc budi n6i chuyén 42 43,3 47 * | 48,45 8,25
Khi BN khéc lién tuc,khdng hop tic 60 | 61,86 37 38,14 0,00
Xir ly tinh hudng
khi khéch hang lam sai S |0 2 [ @2 0 | o0
X Iy tinh hudng khi nhan vién y té sai 79 81,44 18 18,56 0 0,00
Xir ly tinh hubng khi ;
khéach hang khiéu kién, xung dot <0 Rt ! Tl ¢ 30
Xir Iy tinh hudng
khi khach hang lo ing, bt an S8 P02 | 2 1 B8 &
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Quan sdt kij ning giao tiép cia diéu duong vién...

V& xir Iy tinh hubng mirc dot tét dat cao nhét 1a
xtr ly khi khac hang 1am sai va khi khach hang bt
an v6i gan 91%. Trong khi d6 viéc dit cau hoi xac
dinh nhu ciu clia khac hang chiém ty 18 thip nht
v&i mitc do tbt 1a 35,23%.

Quan sét ciing chi ra sw han ché: chao khach
hang, giai dap thac mic, xac dinh nhu ciu khach
hang va két thic budi néi chuyén.

Hai long, 52.58

Biéu d3 1. Biéu hién su hai long ciia khéch hang

Két qua nghién ctru ciia ching tdi cho thdy ¢6
52,58% khach hang c6 biéu hién hai long (cudi, gat
déu, cam on,...), trong khi d6 47,42% sé khach hang
binh thudng (khong c6 biéu hién), nghién ctu ciing
chua tim thdy truong hop nao cé biéu hién khé chiu.

"IV. BAN LUAN

Theo Crawford dénh gia k¥ ning giao tiép co
ban bao gém cac k¥ nang giao tiép c6 15i nhu cir
chi, 4nh mét, cac k§ ning giao tiép c6 15i bao gdm
théng tin dwoc cung cap, giong noi, sy cam thong
va ling nghe [7].

Nghién ciru cta ching tdi cho thiy ty giao tiép
khéng 10i clr chi ¢6 30,93% la kém, trong khi d6
mirc d§ tot bang mit 14 68,04%. V& giao tiép 6
161 phan anh khac hang vé mirc d6 tét viéc cung
cép théng tin 1a 89,69%; giong néi 95,88%, cach
- ding tir 80,41%; su cam thong 89,69%; ling nghe
4 87,63%.

Diénh gia xtr ly tinh hudng chao than thién muc
dd t6t chiém 53,61%; khéi ddu cude giao tiép mirc
do t6t 79,38%; giai dap thic méc/giai thich lai khi
khach hang chua hiéu mirc do tét 82,47%; dat cau
héi dé xac nhan khach hang da hiéu thong tin minh
 truyén dat mirc d6 tdt 37,11%; dit cau hoi dé xac
nhin nhu cdu coa khach hang, két thic budi néi

1%

chuyén muc dat mirc d6 tot 43,30%; khi bénh nhén
khoc lién tuc, khong hop tac dat mirc do t6t 61,86%,
xtr Iy tinh hudng khi khach hang 1am sai dat mirc
d6 t&t 90,72%, xir Iy tinh hudng khi nhan vién y té
sai mic do t6t 81,44%, xir ly tinh hudng khi khach
hang khiéu kién, xung dét mirc d t6t dat 92,78%,
xir Iy tinh huéng khi khach hang lo ling, bt an mirc
6 t6t dat 90,72%.

Trong quan st cia ching toi ty 1€ hai long néi
chung vé ky ning giao tiép cua diéu dudng vién/
nhén vién cham séc khach hang van con chiém ty
18 thip 52,58%.

Theo L& Thanh Hai, D5 Manh Hung va cdng su
trude d6 tai ciing tai khoa kham bénh cho thiy didu
dudng chi dong don tiép véi thai do niém nd trude can
thiép la 93% sau can thi€p 1 99,1%,; thudng xuyén tra 1o
khéch hanh trude can thiép 94,4%, sau can thiép 98,6%;
thuong xuyén cung cap thong tin day du vé cac dich
vu diéu tr tai bénh vién trude can thiép 86,4%, sau
can thiép 97,7%; thudng xuyén ling nghe 15i ké cua
cha me bénh nhi va 4n can giai thich trudc can thiép
14 88,3% sau can thiép 96,3%, lich su, hoa nha, dong
vién, an i, ton trong khach hang trudc can thiép la
86,9% sau can thi€p la 98,6%; nghién ciru ciing cho
thay ty 16 quét thao trwdc can thiép 1a 22,6% va sau
can thiép 14 5,8% [1].

Su khac biét nghién ciru cia chiing tdi so véi clia
D& Manh Hung la & thang do véi cac thang diém
12 khac nhau. Do viy, trudc thuc trang giao tiép
con han ché & diéu dudng vién/nhan vién cham séc
khach hang, thi viéc thudong xuyén tp huin nang
cao k¥ ning giao tiép ciia diéu dudng vién/nhan
vién chim séc khach hang 1a hét sirc cén thiét.

Tham khao nghién ctru cia Nguyén Thi Ha [4],
khi tién hanh can thiép tap huin danh gia trudc va
sau cho thay giao tiép cia didu dudng c6 sy thay
dbi. Két qua nghién ciru cho thdy ty 16 DDV c6 thai
dd dén tiép tan tinh, chu déo ting tir 50,27% lén
51,22%; DDV giai thich v& cac tha tuc hanh chinh,
ndi quy tang tir 89,21% lén 96,74%; DDV giai thich
cho ngudi bénh biét v& tinh hinh bénh tat va huéng
diéu trj ting tir 75,5% 1én 92,77% [4].
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Theo nghién ciru ctia Ha Kim Phugng tai Nam
Dinh ¢6 sur cai thién dang ké vé ky nang giao tiép khi
cac DDV dugc hoc tip cac van ban do b y té ban
hanh; Tap huin c4c ndi dung vé didu dudng vién do

* S&y té hudng din; Thi giao lwu giita c4c khoa trong
bénh vién. Két qua cho thiy: DDV dén tiép niém nd
tai khoa diéu trj ting tir 90% Ién 98,3%; DDV giai
thich khi lam thu thut tang tir 83,4% lén 98,3%; Sy
thdng cam clia DDV v&i bénh nhan ting tir 83,4%
1én 95% [2]. -

V. KET LUAN VA KIEN NGHI

Két qua nghién ciru cho thdy ky ning giao tiép
co ban mirc d6 tdt c6 ty 18 tir 42,27% dén 95,88%,
xir ly tinh hudng giao tiép murc do tét tir 35,05%
dén 90,72%.

Vén con mét sé ky ning chua dat trong giao

tiép bao gdm: giao tiép bing cir chi, thong tin
duge cung cip, chao khich hang, giai dap thic
méc, x4c dinh nhu ciu khach hang va két thac
budi n6i chuyén. Piéu nay c6 thé do cong viéc
dic thu tai khoa Kham bénh, sb lwgng bénh nhén
va ngudi nha déng va thudng ¢6 nhiu nguoi cling
tham gia tinh hudng giao tiép nén diéu dudng vién/
nhén vién CSKH s& khé c6 thé phat huy tit ca céc
k¥ nang giao tiép can co.

Tir két qua nay cho thiy cin thudng xuyén duy
tri tdp hudn nhdm nang cao k¥ ning giao tiép cla
diéu dudng vién, bén canh d6 thyuc hién tét cong tic
kiém tra, gidm sat va nhfic nho viée thyc hién ky
niang & didu dudng vién va cac vi tri tiép doén, hudng
din tai bénh vién. Chiing t6i s& c4n nhéc va sir dung
bang kiém quan sat phii hop véi cong viée dic thi
ctia nhdn vién y té tai khoa Kham bénh.
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