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TOM TAT

S hai long cua nguwdi bénh ti /e thuéan voi swphat trién va tang trudng ctia bénh vién. Ta/ bénh
vién Pa khoa tinh Ha Tinh trong nhitng ndm gén day méc du hoat déng giao tiép da duwoc quan
tam bang céc hinh thirc tép huén, héi thi nhung vén con khéng it sy phan nan ctia ngudi bénh,

" ngwoi nha ngudi bénh, vé van dé giao tiép. Muc tiéu: Khéo sét sy ha/ long cla ngui bénh vé ky
néng giao tiép ctia nguoi diéu dudng dbi véi bénh nhan.

Phwong phéap nghién cteu: 120 bénh nhan dang diéu trj ndi trd, duoc chon ngéu nhién tir ngay
ther 3 tré di, tai céc khoa 1am sang Bénh vién Pa khoa tinh Ha Tinh. phuong phdp nghién ctru mé
ta cat ngang. Phéng vén dién phiéu diéu tra sw hai long ctia nguoi bénh vé ky ndng giao tiép cia
ngudi diéu duwdng.

- Két qua Théi d diéu duong tiép dén bénh nhén tén tinh chu déo 50%; Diéu dudng khéng tw
givi thigu vé minh 60%; Piéu dudng khéng gidi thich tha tuc hanh chinh va ndi quy bénh vién la
57%,; 60% bénh nhan cho rdng ngudi diéu dudng dé khdng huong dén; 50% diéu dudng huéng
dén cu thé si» dung thuéc.
Két lugn: Mirc d6 hai Iong clia ngudi bénh vé ky néng giao tiép la chua tét déi véi da sb didu
dubng trong cac khoa Idm sang. Diéu dudng qué coi trong vé cong tac chuyén mén ma it dé y toi
tinh than théi do ky ndng giao tiép voi ngudi bénh va ngudi nha ngudi bénh.

ABSTRACT
SURVEY OF PATIENT SATISFACTION ON COMMUNICATION SKILLS OF NURSES TO PATIENTS
Nguyen Hong Lam?, Tran Thi Thao', Tran Sy Thang'

Patient satisfaction is proportional fo the development and growth of the hospital. At the General .
Hospital of Ha Tinh province in recent years although the interaction was interested in the forms of training, :
the contest but still not a few complaints from patients, family members of patients, the communication
problems. :

Objective: Survey of patient satisfaction on commun/cat/on skills of nurses to patients.

Methods: 120 patients receiving inpatient treatment, were randomly selected from the 3rd day -
‘back at the clinical department of Ha Tinh province Hospital. Method of cross-sectional descriptive
study. Interview fill out satisfaction surveys of patients about the communication skills of nursing.

Results: The attitude of nurses caring welcome thoughtful patients: 50%. Nursing does not
introduce their own: 60%. Nursing does not explain the administrative procedures and internal
rules of the hospital was 57% and 60% of the nursing staff that were not guided and 50% nursing
specific guidance on the drug.

1. Phong didu dudng, BVDK tinh Ha Tinh

Y Hoc Lam Sang - $§ 11/2012 107



Bénh vién Trung wong Hué

Conclusion: The level of patient satisfaction on communication skills is not good for the
majority of nurses in the clinical departments. Nurses work so seriously that few noticed the
professional attitude to communication skills with patients and the patients.

I. PAT VAN PE

Viéc hai long cia ngudi bénh 1a tai san cta bénh
vién. Su hai long cua nguoi bénh ti 1€ thudn véi su
phat trién va tang truéng ctia bénh vién. Khong lam
hai long, bénh vién s& nghéo dan vi mat nguoi bénh

tiém nédng, uy tin suy giam va khiéu ki¢n gia tang.

Giao tiép 1a qua trinh trao ddi, su chia sé thong
tin, y nghi, tinh cam véi mot hoac nhidu nguoi. Giao
* tiép 1a mot nghé thut ciing gidng nhu bét ky ning lyc
nghé thuat khac, n6 doi hoi huén luyén va ky luat. Qua
* qua trinh thuc hanh s& nang cao k§ ning giao tiép.
Viéc khong nging nhén biét & chd nao nhiing 15i 1am
giao tiép co thé méc phai, ciing gitip ning cao nghé
thuat giao tiép.

Tai bénh vién Pa khoa tinh Ha Tinh trong nhiing
nim gin day mic dir hoat dong giao tiép da duoc
quan tdm bang céc hinh thtc tap huén, hdi thi nhung
van con khong it sy phan nan cla ngudi bénh, ngudi
nha ngudi bénh, v& vin dé giao tiép. Xuat phat tir
ly do d6 t6i tién hanh nghién ctru dé tai ndy nhim
khao sét sy hai 1ong clia ngudi bénh vé k¥ ning giao
tiép cia ngudi diéu dudng ddi véi bénh nhan.

1L POITUQNG VA PHUONG PHAP NGHIEN
cUu

2.1. Poi twong nghién ciru

Tiéu chuin chon dbi tugng: 120 bénh nhén dang
diéu tri ndi tra, duge chon ngau nhién tir ngay thir 3
trd di, tai cac khoa 1am sang Bénh vién Da khoa tinh
Ha Tinh. Tir ngay 5 thang 8 nam 2011 dén ngay 5
thang 9 nam 2011.

2.2. Phwong phap nghién ctru

°

Ap dung phuong phap nghién ciru mé ta cét
ngang. '

Xtr ly sb lidu theo phuong phap théng ké Y hoc
thong thudng. )

Phong van dién phiéu diéu tra sy hai long cua
ngudi bénh vé& k§ ning giao tiép cua ngudi didu
dudng nhu sau: Thai do tiép don cia didu dudng
dbi v6i bénh nhan, Diéu dudng gidi thiéu vé minh,
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giai thich thd tuc hanh chinh, noi quy cua bénh vién
va huéng din va giai thich vé& ché do cham séc va
phong bénh. Piéu dudng huéng dan cach s dung
thudc, thong bio giai thich va dong vién ngudi bénh
khi tiém thudc va thuc hién cac ky thuat cham séc.

III. KET QUA VA BAN LUAN
3.1. Dic diém doi twong nghién ctiu
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Biéu dé 1. Phén bé gii tinh
Nhén xét: Ti 1& nam gidi dugc phong van (56%)
cao hon so véi nit gidi.
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Biéu dé 2. Phdn b6 nghé nghiégp
Nhan xét: Sb ngudi bj bénh chiém ty 1& cao nhét
1a nong dén (50%). C6 thé do lao dong ning, nhitng
cong viéc nguy hiém, cdc.tai nan gy thuong tich .
chii quan vé bao ho lao ddng, diéu kién cham séc
stic khoe khong tét, thudng it quan tim vé bénh tat
va va cach phong bénh cho ban than minh vi diéu
kién kinh té.
3.2. Sw hai long ciia ngwdi bénh vé ky ning
giao tiép ciia ngwoi diéu dudng.
Bang 1. Théi dj tiép don nguwoi bénh

Thai 4 ciia nguoi dicu dwong n %
Khan truong nhanh chéng 14 12
Tan tinh chu dao 60 50
Tho 0, lanh ling 10 | 08
Binh thudng khéng c6 biéu cam 36 30
Téng cong 120 | 100 | -

Nhdn xét: Thai d6 diéu dudng khin truong,
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nhanh chéng 12%, tan tinh chu ddo 50%, binh

thuong khong c6 biéu cam 30%, tho o lanh lung 8%.

N6i 1én ngudi didu dudng tan tinh, chu ddo nhung

trong d6 c6 mot s6 tuong dbi 16n diéu dudng chua

khén truong va binh thuong khong c6 biéu cam.
Bang 2. Piéu dwéng gidi thiu vé minh

‘Piéu dwdng gioi thitu véminh | n | %
Py du, cu thé ‘ 19 | 16
Khéng rd rang, khong day du 29 24

| Khéng gi6i thiéu 72 60

120 | 100
Nhén xét: Didu dudng ty gidi thidu vé minh diy

di cu thé 16%, khong rd rang 24%, khong gidi thiéu

60%, ndi lén ring nguoi diéu dudng chua coi trong tur

gidi thiéu va e ngai gidi thiéu vé minh 12 diéu dudng.

Bang 3. Thdi d¢ phd bién thii tuc hanh chinh va
ndi quy cua bénh vién cho nguoi bénh

Tong cong

Thai d@’phé bién vé thi tuc n %
hanh chinh

Giai thich d& nghe, d& hiéu 40 33
Giai thich dai dong 12 | 10
Khéng giai thich 68 57
Téng cong 120 100

Nhdin xét: Didu dudng giai thich thi tuc hanh chinh va

ndi quy bénh vién, cu thé rd rang 33%, dai dong khé hiéu -

10%, khong giai thich 13 57%, chimg to ring da s nguoi
diéu dudng khong 1am tbt nhiém vu nay.
Bang 4. Ky niing hieéng dén cho nguweoi bénh
ché dg chdm séc va phong bénh

Bang 5. Huong ddn cdch sir dung thuéc
cho nguoi bénh

Huwong din n %
Huéng ddncy thé. 60 50
Huéng dan khong rd ring 24 20
Khoéng huong dan 36 30
Téng cong 120 | 100

Huwéng din n %

Cy thé dé thyc hién 24 20
Hudng din khong cu thé 24 20
Khong huéng dan ) 60
Tong cfng 120 100

Nhén xét: 20% bénh nhan cho ring ngudi diéu
dudng da huéng din va giai thich cho bénh nhan vé
ché d¢ chim soc va phong bénh, 20% chua hudng
dan cu thé, 60% khong huéng din. Diéu ndy ching
t6 rang ngudi diéu dudng chua lam tbt cong tac
hudng dan ché d6 cham séc va phong bénh.
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Nhén xét: 50% diéu dudng huéng din cu thé
sir dung thubc, 20% huéng din khong rd rang va
khong huéng din 30%. Nhu viy 50% ngudi didu
dudng chua hoan thanh nhiém vy dic biét quan
trong nay.

Bang 6. Thai dj théng bdo, gidi thich,
déng vién nguoi khi tiém thudc va thyec hién
cdc ky thudt chdm soc
Thai d¢ n %
Thong bao glal thich r6 rang | 60 50
nhiing viéc sap lam

Pong vién, an i ngudi bénh 24 20 .

Khong giai thich, ddng vién 36 30

Lanh ling, cau gt 0 0
120 100

Nhén xét: Théng bo giai thich rd rang nhiing
viée sép lam 50%, dong vién, an ui nguoi bénh
20%. Khong gidi thich, dong vién con kha nhiéu
chiém dén 30%.

Téng cong

IV. KET LUAN

Qua khao sat 120 ngudi bénh didu tri ndi tra tai
cac khoa lam sz‘mg Bénh vién Pa khoa tinh Ha Tinh,
t6i rat ra mot s6 két luan nhu sau:

- Théi d¢ diéu dudng tlep d6n bénh nhan tan tinh
chu dao 50%. ‘

- Diéu dudng khéng ty gidi thiéu vé minh 60%.

- Diéu dudng khéng giai thich thii tuc hanh chinh
va ndi qLiy bénh vién 1 57%;

- 60% bénh nhan cho ring ngudi didu dudng da
khéng hudng dan.

- 50% diéu dudng hudng dan cy thé sir dung
thubc.
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