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TOM TAT

Muc tiéu: Danh gia mot nam déi moi phong céch hudng toi sw hai long cia ngudi bénh tai Bénh vién
Nhi Bong 2. Déi twong va phwong phap nghién ciru: Nghién ciu mo ta cdt ngang 624 didu duéng tai
Bénh vién Nhi Béng 2. Chang téi thu nhan théng tin béng céch st dung béng kiém va bo cau hoi khdo sat.
X1y s6 liu bang phan mém SPSS 19.0. Két qué: Qua phan tw danh gia cia nhan vién y té (NVYT) thi c6
31,7% diéu dudng nghT réng minh da thay déi duoc 100%, 54,3% nghi réng dé thay déi duoc 70%, 12.5%
nght la thay doi duoc 50% va 1,4% nghi ring da thay ddi duoc 30%. C6 55,4% NVYT thdy chao héi bénh
nhén la dé, 39,3% NVYT thudng chao héi bénh nhén, 42,5% thdy gioi thiéu tén cta minh 1a dé lam, trong
ltc thue hién chuyén mén nhan vién tro chuyén véi bénh nhan la 45,9%, 54,8% thay xin 16i bénh nhan khi
¢O truc tréic la dé va co 54,3% thdy rdng cam on bénh nhan khi két thuc Ia d&. Khdo sét NVYT giao tiép truc
tiép v&i bénh nhi thi ¢ 18,4% nhéan vién c6 chao héi bénh nhén, 9,3% cé gioi thigu tén cia minh, 80,8%
nhan vién tro chuyén véi bénh nhan trong lic thue hién chuyén mén, 4,3% cé xin 16i bénh nhan khi gap truc
tréc va ¢6 9,3% co cam on khi két thuc. Két luan: NVYT tw nhan thdy minh dé thay déi nhiéu, to 50% tré
lén. Chi c6 1,4% ngh la thay déi duoc 30%. C6 nhiing thanh phén cia cau giao tiép, NVYT nghi réng Ia
dé lam, nhung thuc té khong duoc thuc hién nhidu. Nhw vay, can phai dong vien NVYT tiép tuc thuc hién,
tang cwong hudn luyén va cé khen thudng, nhdc nhé dé viéc déi méi duoc tét hon.

Tw khéa: Nhan vién y té, hai long nguoi bénh, déi moi phong céch.

ABSTRACT:
EVALUATION ONE YEAR WORKING STYLE RENEWING TOWARDS SATISFACTION
OF PATIENTS IN CHILDREN’S HOSPITAL 2
Nguyen Thi Kim Lien', Hoang Thi Ngoc Cha’, Tran Thi Thu Suong’,
Ngo Thi Minh Dieu’, Nguyen Thi Anh Thoa'

Objectives: Evaluation one year working style renewing towards satisfaction of patients in Children’s
Hospital 2. Methods: Cross-sectional study on 624 nurses in Children’s Hospital 2. Information were
collected by check lists and questionaires. Data were analysed by SPSS 19.0 sofware. Results: By self-
evaluation of staff, there was 31.1% nurses they thought that they themselves have renewed 1 00%, 54.3%
nurses they thought that they themselves have renewed 70%, 12.5% have > changed 50% and 1.4% have

renewed 30%. 55.6 % healthcare staffs felt that greeting patients was easy, 39.3% staff often say hello to
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patients, 42.5% felt that introduction of their name was easy, there was 45.9% staff, whe were talking during
perform tasks, 54.8% healthcare workers found that saying sorry patients when catching problems was
easy and 54.3% staffs felt that saying thank patients at the end was easy. Observation directly contacting
between patients and staff, there was 18.4% staffs have greeting patients, 9.3% have introduced their
names, 80.8% talking patient during perform tasks, 4.3% have saying sorry when catching problems and 9.3%
have thank patients at the end. Conclusions: Healthcare workers found that they have changed so much, more
than 50%. There are only 1.4% thought that they have changed 30%. Parts of conversation sentences, staff felt
that it's easy to carry out, in reality it has not been done like that. Therefore, it's necessary to encourage staff
continuing, enhancing training and giving commendations, reminding to renewal in staff better and better.
Key words: Healthcare staffs, patients’satisfaction, working style renewal.

I. PAT VAN PE

Nguoi bénh khi bi bénh phai ndm vién thi gap rat
nhiéu kho khan, vé tinh trang Séng, tai chanh, dic biét
[a bénh nhi. Khi gia dinh ¢6 tré bi bénh, sinh hoat cua
ca gia dinh s& bi xdo trdn, tham chi dng ba cling lo
lang. Bénh tat khong chi anh hudng dén bénh nhi ma
con anh huéng nhiéu dén cha me, ong ba. Ho lo lang
khong biét tinh trang con minh bénh thé nao, ho khong
biét bénh con minh ¢6 duge chita khéi khong, con
minh ¢6 phai nam vién lau khong. Thém nira, co s&
vat chit ctia bénh vién doi khi khong dugc d?ly da nhu
mong mudn cua gia dinh, ngay ca khi gia dinh bénh
nhan ¢6 diéu kién vé kinh té. Phong, givong doi khi
phai nam chung do bénh dong. Nhan vién y té, phan
thi bénh dong, cong viéc nhiéu, ph?m thi cling chua
nhan thire duoc hét nhitng kho khan ctia gia dinh phai
dbi mat khi con ctia minh nam vién, nén phﬁn cham
soc v& tinh than chua duoc chi trong, lam cho bénh
nhi cting nhu than nhan chua dugc hai long khi dén
diéu tri, cham soc tai cac co sd'y té. Nhan ra duoc
van dé nay, BO Y t¢ da ban hanh qtlyét dinh 2151/
QD-BYT ngay 4-6-2015 trién khai thuc hién Doi mai
phong cach, thai do phuc vu ciia can bd y té hudng toi
s hai 1ong cta ngudi bénh [3]. Theo do, thay thudc va
nguoi bénh déu can thay dbi dé huong téi sy hai long
tir hai phia. Tai Bénh vién Nhi Dél)g 2, Ban Giam de

-efing danhan thay tam-quan-trong-ctia sy-thay-doi, can-

phai thay ddi tich cuc hon nhiam tao sy hai long cho
nguoi bénh va than nhan bénh nhi, bénh vién da t6
chie nhidu dot huén luyén nham nang cao nhan thirc
cho nhan vién y t& va dé ra nhiing thay ddi cu thé trong
giao liép véi than nhan bénh nhi va bénh nhi. Qua mdt
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ndm thyc hién nhing thay doi duogc dé ra, dé danh gia
cong tac thay ddi mot nam qua, phong d idu dudng tién
hanh nghién ctu nay nhim muc tiéu: Danh gia mot
nam déi mai phong cach hudng t6i su hai long clia
ngudi bénh tai Bénh vi¢n Nhi d611g 2.

I. POI TUQNG VA PHUONG PHAP
NGHIEN CUU

2.1. P6i twong nghién ciru: 624 diéu dudng da
tham gia tap hudn va dong y tham gia nghién ctu.

2.2. Phwong phap nghién etru: Mo ta, cét ngang

- Phuong phép thu thap s6 li¢u

+ Dién B cau hoi khao sat [1], [2]

+ Khao sat qua bang kiém [1], [2]

- Phuong phép kiém soat sai Iéch: Nhom khao
sat dugc tip hudn va thng nhét phuong phap quan
sat, thuc hién ding céc chi tiéu dé ra. Kiém soat sai
lach cia ngudi quan sat bang cach tap huén that ki
cho giam sat vién, khao sat thu dé xem x¢ét, chinh
stra bang khao sat cho phu hop.

- X Iy s6 liéu: bang chuong trinh phan mém
SPSS 19.0

1L KET QUA NGHIEN CUU

3.1. Diic diém chung ciia ddi twong nghién ciru

Trong nghién ctu cia ching toi, s6 lugng didu
dudng (DD)-trwe tiép-cham séc-bénh-nhan-1a-502,
chiém ty 1¢ 80,4%; trong khi s6 luong DD hanh
chanh 1a 122, chiém ty 18 19,6%.

V¢ trinh do: DD so cap, trung cap la 517 ngudi
(82,9%), cao déng [a 9 nguoi (1,4%) va dai hoc la
98 nguoi (15,7%).
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3.2. Dicu dudng tw danh gia

Bang 1: Danh gia da thuc hién d6i maéi phong céach

Muc do tu danh gia doi mai (%) n %
30 9 1,4
50 78 12,5
70 339 54,3
100 198 31,7

Nhan vién tu danh gia ddi moi duge 100% 1a 31,7%, 70% la 54,3%, 50% la 12,5% va 30% la 1,4%.

Bang 2: Mac d thay doi c¢6 lam hai long bénh nhan/than nhan bénh nhan

Muic do thay doi n %

Rét nhiéu 517 20,5
Nhiéu 9 67,9
it 98 9,9
khong 5 0,8
Y kién khac 5 0,8

Su thay ddi lam cho bénh nhan/than nhan bénh nhan hai long rat nhidu, chiém ty 1€ 20,5%. Mirc do hai

long it chi chiém 9,9%.

Bang 3: Danh gia qua goi loa

Yéu tb Thuong lam Thinh thoang Khong bao gio Hay quén
n % n % n % n %
Tén khoa 471 85,3 63 11,4 9 1,6 9 1,6
Xin moi 528 95,6 22 4,0 0 0 2 0,4
Dia diém cu thé 526 | 953 23 4,2 1 0,2 2 0,4
Gap ai cu thé 419 75,9 123 22,3 4 0,7 6 1,1
Xin cam on 500 90,6 48 8,7 2 0,4 2 0,4

Khi giao ticp qua loa, xin moi dugc nhan vién lam thuong xuyén 95,6%, noi dia dieém cu thé 95,3%, xin

cam on 90,6% .

Bang 4: Cam nhan khi goi loa

Yéu th Dé Binh thuong Kho Hay quén
n % n % n % n %
Tén khoa 385 69,2 165 29,6 1 0,2 6 1,0
Xin moi 421 75,4 135 24,2 2 0,4 0 0
-Dia-di¢m cu thé 413 74,1 142 25,5 i 0,2 i 0,2
Gap ai cu thé 369 66,1 172 30,8 3 0,5 14 2,5
Xin cam on 386 69,2 157 28,1 5 0,9 | 1,8

€6 69,2% nhan vién cam thay dé khi két thic cau thdng bao bang “xin cam on”, 75,4 thay dé khi st dung
tr “xin moi” trong cau thong bao, c6 0,9% nhén vién cam thay khé khi noi “xin cam on”.
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Bang 5: Danh gia viéc thuc hi¢n khi giao tiép truc tiép

Yéu to Thuong lam Thinh thodng Khong bao gio Hay quén
n % n % n % n %

Chao hoi bénh nhan 427 68,4 178 28,5 10 1,6 9 1,4
Gidi thi¢u tén ctia minh 287 46,0 283 45,4 31 5,0 23 3,7
Tro chuyén trong luc thuc 332 53,2 251 40,2 37 5,9 4 0,6
hién

Xin 18i khi c6 truc tric 474 | 76,0 139 | 223 3 0,5 8 13
Cam on khi két thuc 442 70,8 162 26,0 10 1,6 10 1,6

C6 68,4% nhan vién thuong chao hoi bénh nhén khi giao ticp truc ticp, 46% nhan vién gidi thi¢u tén cua

minh, 53,2% tro chuyén véi bénh nhéan trong lic thue hi¢n chuyén mén, 76% xin 16i bénh nhan khi ¢o truc

triic va 70,8% c6 cam on bénh nhan khi két thac.

Bang 6: Cam nhan cua dic¢u dudng

Y éu td D& Thuong lam Khoé Hay quén
n % n % n % n %

Chao hoi bénh nhan 346 55,4 245 39,3 22 3,5 92 14,7
Gi6i thiéu tén cua minh 265 42,5 245 39,3 22 3,5 92 14,7
Tro chuyén trong lic thuc 281 45,0 274 439 44 7,1 25 4,0
hién
Xin 16i khi ¢6 truc tric 342 54,8 253 42,1 10 1,6 9 1,4
Cam on khi két thic 339 54,3 234 37,5 15 2,4 38 5,8

C6 55,4% nhan vién y té thay chao hoi bénh nhan la d¢, 39.3% nhan vién y t& thuong chao hoi bénh

nhan, 42,5% thay gi¢i thi¢u tén cta minh la d€ lam, trong lic thye hién chuyén mon nhan vién tro chuyén

v6i bénh nhan 1a 45,9%, 54,8% théy xin 16i bénh nhan khi ¢ truc trac la dé va ¢ 54,3% théy r?mg cam on

bénh nhéan khi két thac 1a dé.

3.3. Danh gia qua khio sat

Bang 7: Khao sat truc tiép

Thoi diém Co Khoéng
n % n %
Chao hdi 93 18,4 412 81,6
Gidi thiu tén 47 9,3 458 90,7
Tro chuyén 408 80.8 97 19,2
Xin 16i 18 4,3 398 95,7
Cam on 47 9,3 458 90,7

C6 80,8% nhan vién trd chuyén voi bénh nhéan trong lac thye hign chuyén mon, 18,4% nhan vién co chao

hoi bénh nhan, 9,3% c6 gidi thidu tén cua minh, 4,3% co xin 16i bénh nhan khi gap truc tric va c6 9,3% co

cam on khi két thac.
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IV. BAN LUAN

Hau hét Piéu dudng (BD) dang cong tac déu
tham gia nghién ctu, DD chiam séc la chu yéu,
80,4%, phi"m con lai 1a DD hanh chanh. Phan I6n 1a
bD so cép, trung cﬁp- 82,9%, cao déng 1,4% va dai
hoc 15,7%..

Nhén vién ty danh gia:

Phan tu danh gid vé& sy ddi mai, nhan vién tu
danh gia da déi méi duoc & murc cao, chi co 1,4%
nghi rﬁng minh ddi mai duge 30% , con lai la o
50% tr¢ Ién, trong do ddi méi 100% 1a 31 1%, 70%
la 54,3%, va 50% 12 12,5% .

Véi su ddi moi cua minh, NVYT nghi réng su
thay d6i cia minh s& lam bénh nhan cam thay hai
long nhidu va rt nhiéu, trong d6, bénh nhan hoic
than nhan hai long rat nhiéu 20,5%, nhiéu 12 67,.9%,
it 12 9,9%, khong va y kién khac 1a 0,8%.

Khi giao tiép qua loa, cac yéu t6 xin moi, dja
diém cu thé dé than nhan dén va xin cam on duoc
lam thuong xuyén. Cu thé tén khoa 85,3%, xin moi
95,6%, dia diém cu thé 95,3% va xin cam on la
90,6%. Gdp nguoi cu thé trong théng béo qua loa
la 75,9%.

Khi goi loa théng bao mdi BN hodc than nhan
BN ¢6 69,2% nhan vién cam thdy dé khi két thac
cau thong bao bang “xin cam on”, 75,4 thdy d& khi
str dung tir “xin moi” trong cdu thong bao, ¢6 0,9%
nhén vién cam thay khé khi n6i” xin cam on.”

Khi giao tiép truc tiép véi bn, Co 55,4% nhan
vién y té thdy chao hoi bénh nhén la d&, 39.3% nhan
vién y té thuong chao hoi bénh nhan, 42,5% thay
gi6i thiéu tén cta minh 1a dé lam, trong luc thuc
hi¢n chuyén moén nhan vién trd chuyén véi bénh
nhan 1a 45,9%, 54,8% thfiy xin 16i bénh nhan khi ¢
truc tric 1a dé& va c6 54,3% théy 1'5“111g cam on bénh
nhan khi két thac 1a dé.

Khdo sat thue té:

Két qua cho thiy khi quan sét tryc tiép c6 80,8%

Trong mdt bao céo so két 6 thang thuc hién “Doi
ma&i phong cach, thai do phuc vu cia can bo y té
huéng téi su hai long ctia ngudi bénh” theo Quyét
dinh s6 2151/QD-BYT, B6 Y t, tac gia Pham Vian
Téac dd c6 nhan xét: ¢6 71% nguoi bénh nhan xét
nhan vién y té 6 thai do ctr chi an can, than thién
hon; 69,2% nhén thdy tac phong lam viéc ciia nhan
vién y té nghiém tac hon; 69,9% cho ring nhan vién
y té d ton trong ngudi bénh hon; 71% cho biét nhan
vién y té c6 k¥ niang giao tiép tot hon va trang phuc
gon gang, sach dep hon [6]

Hién nay, cht dé nay dang dugc trién khai trong
mot s co so y té, tuy nhién chua c6 s6 liu cu thé,
cac bai bao cdo chi mang tinh tham luan [4], [5].

V. KET LUAN

D6i méi phong cach lam tang sy hai long cua
nguoi bénh va nang cao chit lugng bénh vién. Sur thay
doi khong thé nhanh chéng ma c6 dugce cho du ¢o su
ung hd ctia cac cap, c6 su dong tinh va quyét tm cao cia
NVYT. Nhung théi quen cin phai co thoi gian thay di
va can phai duoc hudn luyén thuong xuyén cho NVYT.
NVYT nght ring minh da thay ddi duoc nhiéu, nhung
thue & khao sat két qua chua dugc nhu mong doi.

VI KIEN NGHI

= Cin ¢6 khao sat va danh gia dinh ky dé kip thoi
khen thuong, dong vién nhiing khoa, ca nhan thuc
hién tot & diéu chinh nhiing diéu chua phu hop.

= M6 rong doi tuong dugc khao sat nhu bac s,
nhan vién ctia cdc phong ban dé c6 su ddi mai dong
bo, toan dién dé nang cao chat lugng cham soc & diéu
tri, ting su hai long cta nguoi bénh, tang su hai long
cho nhan vién y té, ning cao chét luong bénh vién.

* Tiép tuc hudn luyén & nhéc nhé nhan vién vé
viée dbi moi phong cach nham tang su nhan thirc vé
nhitng kho khan ma BN va gia dinh phai chju dung,
tang su thau hiéu, chia sé, d(ing cam dé ho tro bénh

‘nhan vién trd chuyén véi bénh nhan trong luc thuc
hién chuyén mon, 18,4% nhan vién cé chao hoi
bénh nhan, 9,3% c6 gidi thiéu tén cta minh, 4,3%
¢6 xin 16i bénh nhan khi gap truc trac va ¢6 9,3% co
cam on khi két thac.
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nhan khi ndm vién mot cach tét nhat.

* Tang cuong phd bién cho ngudi bénh hogc than
nhan hiéu duoc trach nhiém cua gia dinh khi didu
trj tai bénh vién dé cung hop tac, chia sé, 61611g trach

nhi¢m voi bénh vién, lam tang sy hai long tir ¢a 2 phia.
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