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Giao tiép giira nhan vién nha thudc va ngudi bénh trong
thuc hanh: Nghién ciru két hgp dinh tinh va dinh lwgng
tai Bénh vién Bach Mai

Pharmacy professional - patient communication in practicing: A mix
method study at Bach Mai Hospital
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P46 Xuin Thing' va Nguyén Quynh Hoa>"
Tom tat

Muc tiéu: Danh gia thuc hanh giao ti€ép ctia nhan vién nha thudc bénh vién Bach Mai. Béi tuong va
phuong phdp: Dt liéu dugc thu thap ti cad quan ly va nhan vién clia nha thuéc bénh vién théng qua
nghién ctu dinh lugng bang bo cau hdi va nghién ctu dinh tinh bang phéng van sau. Téng cong c6 88
ngudi tham gia tra I6i bd cau hoi, 3 quan ly va 8 nhan vién nha thuéc tham gia phdng van sau. Két qua:
Théng tin dugc nhan vién cht dong cung cap thudng xuyén cho khach hang nhu liéu dung, thoi diém
dung; bdo quan vdéi ti 1é trén 95%. Trong qua trinh giao ti€p vGi ngudi bénh, nhan vién nha thuéc két
hgp 2 hinh thic tu van bang 16i va viét. Méi hinh thic c6 lgi ich riéng, nhan vién hé théng nha thudc sé
Iua chon hodc két hgp cac hinh thic phu hgp phu thudc vao thai diém va déi tugng giao tiép. Théng tin
Vé liéu (98,9%), thai diém (96,5%), bao quan (98,8%), thudc c6 cach st dung dac biét (87,2%) va luu y khi
dung thuéc (79,1%) la nhing thong tin dugc nhan vién chi dong cung cap cho ngudi bénh thudng
xuyén. Két ludn: Can thiét trién khai 4p dung phan mém quan ly tuong tac thudc, tra ctu théng tin thudc
dé hé trg nhan vién nha thudc cung cap théng tin cho khach hang dam bao hiéu qua diéu tri.

Tirkhod: Bénh vién Bach Mai, giao tiép, nha thuéc, thuc hanh.

Summary

Objective: The purpose of this study was assessing communication practice of pharmacy
professionals in Bach Mai Hospital Pharmacy. Subject and method: The data were collected both from
managers and staff of hospital pharmacies through self-administered questionnaire and in-depth
interview. There were in total 88 participants answered the questionaire, 3 managers and 8 staff of
hospital pharmacies participated in-depth interview. Result: More than 95% staffs provided to customers
infomartion such as dosage, time of use, storage condition regularly. Pharmacy staffs combine verbal
and written consultation during the communication with patients. Each form had its own benefits,
pharmacy system staff would choose or combine appropriate forms depending on the time and object

Ngay nhdn bai: 13/9/2024, ngay chap nhin ding: 25/9/2024
*Nguoi lién hé.: hoa.nguyenquynh@phenikaa-uni.edu.vn - Truong Dai hoc Phenikaa
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of communication. Information on dosage (98.9%), time (96.5%), storage (98.8%), drugs with special
usage (87.2%) and notes when using drugs (79.1%) was information that staff proactively provide to
patients regularly. Conclusion: It is necessary to develop drug interaction management software to
support pharmacy staff in providing information to customers to ensure effective treatment.

Keyword: Bach Mai hospital, communication, pharmacy, practice.

I.DAT VAN DE

Xu huéng cham séc stc khoé hién nay la lay
ngudi bénh lam trung tdm véi su phoéi hop da
nganh. Dugc si cling tham gia vao nhém da nganh
nay dé diéu tri va cham soc cho ngudi bénh vdi
nhiém vu chinh lién quan dén van dé st dung thudc.
Dé thuc hién dugc nhiém vu nay t6t thi doi hoéi dugc
si phai giao tiép tot va&i khach hang. Giao tiép tot sé
giup dugc si xay dung dugc méi quan hé tot dep vai
khach hang tu dé gidp khai thac cling nhu truyén
dat thong tin mét cach phu hgp, chinh xac dén
ngudi bénh. Nghién ciu da chdng minh, dugc si
giao tiép tot khong chi cai thién két qua diéu tri ma
con giup nang cao vi thé cta dugc si, tang su hai
long va tang doanh thu'.

Bénh vién Bach Mai la bénh vién da khoa, tuyén
cudi, hang déc biét vai hé théng gébm 6 nha thudc
bénh vién. Hé thong nha thudc trung binh méi ngay
phuc vu khoang hon 5000 ngudi bénh kham va diéu
tri ngoai trd. Ngudi bénh ngoai trd dich vu la nhém
khach hang quan trong véi tat ca cac bénh vién trong
d6 c6 Bénh vién Bach Mai dé ddm bao bai toan kinh
té& hoat ddng va phat trién, thé hién dugc uy tin va vi
thé ca bénh vién. Chinh vi vay, viéc giao tiép véi
nhém khach hang nay ctia nhan vién bénh vién noi
chung va nhan vién khoa Dugc thuéc hé théng nha
thu6c ndi riéng rat dugc quan tam. Do d6, ching toi
tién hanh nghién ctu véi muc tiéu phan tich thuc
hanh giao tiép gita nhan vién hé théng nha thudc va
khach hang tai Bénh vién Bach Mai.

Ill. KET QUA

3.1. Ddc diém déi tuong tham gia nghién ciu

I. DOl TUGNG VA PHUONG PHAP

Déi tugng nghién ctu: Nhan vién dang lam viéc
tai hé théng nha thudc Bénh vién Bach Mai; déng y
tham gia nghién cldu va da c6 kinh nghiém ban
hang va thuc hanh giao thuéc cho ngudi bénh it
nhat 1 thang; loai trir nhiing nhan vién khong lam &
b6 phan truc tiép ban thuéc cho khach hang.

Thiét ké nghién ctu la m6 ta cat ngang két hop
dinh lugng va dinh tinh. Dinh lugng tién hanh khao
sat toan bo nhan vién hé théng nha thuéc Bénh vién
Bach Mai dap ung tiéu chuan. Thuc té da khao sat
dugc 88 nhan vién hé thong nha thudc bang bo cau
héi tu dién. Nghién ctu dinh tinh tién hanh phong
van sau cé ghi am bang bé cau hoi ban cau tric ca
quan ly va nhan vién. Thuc té da phong van sau
dugc 3 quan ly va 8 nhan vién tai hé thong nha
thuéc Bénh vién Bach Mai. V&i nghién clu dinh
lugng thuc hién phan tich mé ta: doi vai bién phan
loai thi tinh tan suat, ty 1& %; déi vai bién lién tuc, s6
liéu dugc tinh gia tri trung binh (hodc trung vi), d6
léch chuan (SD) hodc gia tri khodng tu phan vi. Véi
nghién ctu dinh tinh s& dung phuong phdp phan
tich theo ndi dung.

Nghién ctu dugc thong qua dé cuang va Hoi
déng dao durc tai Bénh vién Bach Mai va dugc chap
thuan cho phép trién khai nghién ctu theo quyét
dinh 5501/QD-BM ngay 25 thang 9 nam 2023. Tat
ca doéi tugng tham gia nghién ctu déu dugc giai
thich ré vé muc dich, néi dung nghién ctu va chi
phdng van khi ky vao gidy cam két déng y tham gia
nghién cuu.

DPac diém nhan khau hoc ctia d6i tugng tham gia nghién ctiu & Bang 1.
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Bang 1. Dac diém ddi tugng tham gia nghién ctiu

T Noi dung Gia tri
1 Tudi, trung binh (SD) (ndm), n = 88 34,77 (5,00)
Gidi tinh, n (%), n =88
2 Nam 5(17,0)
NG 73 (83,0)
Trinh d6 hoc van, n (%), n = 82
3 Trung cdp duoc 2(2,4)
Cao dang duoc 74(90,2)
Dai hoc dugc 6(7,3)
4 Nam kinh nghiém, trung binh (SD) (nam), n =80 8,97 (3,22)
Tan suat cap nhat kién thic vé thudc, n (%), n = 88
Luén luén 0(11,6)
5 Thuong xuyén 60 (69,8)
Thinh thodng 15(17,4)
Hiém khi 1(1,2)
Nguén cap nhat kién thiic vé thudc, n (%), n = 88
T& huéng dén strdung 4(84,1)
Huéng dan diéu tri 2(36,4)
Sdch 6 (29,5)
6 Dao tao tai trudng 1(35,2)
Ban tin théng tin thubc 16 (18,2)
Internet 66 (75,0)
Sinh hoat khoa hoc 2(93,2)
Héi thdo, héi nghi 0 (45,5)
Ban be/Ngudi khdc 7 (30,7)
7 Da tung dao tao kién thic vé giao tiép, n (%), n = 88 7 (98,9)
Nguai/Noi dao tao giao tiép, n (%), n =87
Hoc tai truong 7 (31,0)
Ngudiquan Ii 4 (27,6)
8 Dong nghiép 7 (42,5)
Chuyén gia 3(954)
Hoc turinternet 7 (31,0)
Khdc 3(34)

83,0% ngudi tham gia khao sat la nir v6i do tudi trung binh la 34,77 tudi (SD = 5,00) va s6 nam kinh
nghiém trung binh la 8,97 nam (SD = 3,22). Trinh d6 hoc van clia hau hét ngudi tham gia khao sat la cao
dang duac (90,2%). 69,8% ngudi tham gia khao sat thudng xuyén cap nhat kién thiic chuyén mén, cha yéu la
tu sinh hoat khoa hoc tai vién hodc khoa (93,2%); t& hudng dan st dung (84,1%) va tu internet (75,0%).
98,9% nhan vién déu da dugc dao tao kién thiic vé giao tiép véi ngudi bénh, va dugc dao tao chl yéu tu
chuyén gia dugc vién hodc khoa mai vé giang day (95,4%).
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Thuc hanh giao tiép giira nhén vién hé théng nha thuéc va khdch hang

K&t qua khao sat nhan vién vé thuc hanh giao tiép bang |6i & Bang 2.

Bang 2. Thuc hanh vé giao tiép bang I&i gitia nhan vién - khach hang

Cha dong tu phia nhan vién, n (%) Chu dong tu phia khach hang, n (%)
Thon . 0 0
T . 9 Luon | Thuong | Thinh | Hiém Khéng Luén | Thuéng | Thinh | Hiém Khong
tin luon | xuyén | thoang | khi | °2° | luén | xuyén |thoang | khi | °2°
y g i gic y g gic
: Lidu 36 49 1 18 46 17
dung | (41,9 | (57,0 (1,2) 22,2) | (56,8 | (21,0)
Thoi
X 31 51 10 51 19
2 diém 3(3,5)
diing (36,5) | (60,0) (12,5) | (63,7) | (23,8
Thudc cod
5 | cachsu | 31 44 11 6 23 51
dungdac | (36,0) | (51,2) (12,8) (7,5) (28,7) (63,7)
biét
A Lﬁ‘;zsu 30 38 16 2 6 15 47 9 4
NI\ 349) | @42 | (186) | 23) 74 | (185 | 580 | (11,1) | 49)
thudc
s | Bioquan | 28 55 1 4 20 37 18
q 333) | 655 | (1,2 G1) | 253) | 468 | (228
¢ tﬁg‘i’g?agn 9 21 50 6 14 47 16 3
diéu tri (10,5) (24,4) (58,1) (7,0) (17,5) (58,8) | (20,0) (3,8)
, | Tacdung | 7 23 43 8 1 18 33 23 1
phu (8,6) (28,4) (53,1) (9,9) (1,3) (23,7) (43,4) | (30,3) (1,3)
g | Hieuqua | 5 18 37 22 3 1 10 43 27
didutri | (59 | (1,2 | 435 |59 | 35 | (1,2 | (123) | (53,1 | (333)
o | Tacdung | 4 19 31 25 7 7 42 15 15
duogcli | 47) | 21 | 360) | (29,1) | 8,1) (8,9) (53,2) | (19,0) | (19,0)
10 | Thaythé | 18 16 19 19 10 ¢ 16 30 29
thusc | (220) | (195 | (23,2 | 23,2 | (12,2) ' 20,00 | (37,5) | (36,2
Di ting, 4 25 27 29 10 46 25
11 | gidm dap
tng (4,7) (29,4) (31,8) | (34,1) (12,3) (56,8) | (30,9)
Tuong
1o | (T 9 27 37 13 1 43 32 4
thuéc- | (10,5) | (31,4) | 43,00 | (15,1) (1,2) (53,8) | (40,0) | (5,0)
thuéc
13 | TTthusc 8 32 25 21 4 40 36
~thdcan | (93) | (37,2 | (29,1) | (24,4) (5,0) (50,0) | (45,0)
14 | TTthudc 9 30 27 20 1 3 38 38
-déudng | (10,5) | (349) | (31,4) | (23.3) (1,2) (3,8) 47,5) | (47,5)
Chéng 37 23 19 11 25 28 13
15 chidinh |39 wa0) | @74 | 226 | 234 (143) | (325 | 364) | (169)
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Chua dong tu phia nhan vién, n (%) Chu dong tu phia khach hang, n (%)
Thon . 0 v 0
™ "9 | | uén | Thuong | Thinh | Hiém | XM®"9 | | an | Thuong | Thinh | Higm | KPoN9
tin luén | xuyén | thoan khi e luén | xuyén | thoan khi e
y 9 ! gio y g gio
6 'fhr?”gnt‘-‘ 6 48 20 10 2 2 5 27 31 13
YIT9 | o | (6558 | @33) | (116) | 23) | 26) | (64) | (346) | (397 | (167)
17 | Thay doi 30 33 14 9 4 25 35 11
16i s6ng 349 | (384) | (163) | (10,5) (5,3) (333) | (46,7) | (14,7)
5 );‘é;“1 2 31 29 20 1 8 33 33 2
4 lidu (2,4) (37,8) (354) | (244) (1,3) (10,4) (42,9) | (42,9 (2,6)
Phan hoi
1o | auatinh | 5 40 23 16 2 3 4 29 34 8
dung (5,8 (46,5) (26,7) | (18,6) | (2,3) (3,8 (5,1) (37,2) | (43,6) | (10,3)
thuéc
Lo | Tudntha | 9 45 25 7 8 11 26 34
stdung | (10,5) | (523) | 9,1) | (86) 10,1) | (13,9 | (329 | 43,0
Khi can
51 | timiei 29 31 24 451) 33 41
khuyén y (345 | (369) | (284) ' 423) | (52,6)
té

Nghién ctu dinh lugng cho thay nhiéu théng tin dugc nhan vién chd déng cung cap & muc dé ludn
ludn va thudng xuyén cho khach hang nhu liéu dung, thai diém dung; bao quén vai ti 1é > 95%. Cac thong
tin vé thudc co cach sir dung dac biét la 87,2% va luu y khi s& dung thudc la 79,1%. Ly giai cho viéc chi déng
cung cap théng tin thuéc cho khach hang da dugc giai thich trong nghién ctu dinh tinh.

Théng tin quan trong dam bdo st dung thuéc
hodc dam bdo chdt lugng thuéc

Nhan vién nhan thic dugc rang tén thudc, cach
dung, liéu dung la nhing théng tin quan trong véi
ngudi bénh dé st dung thudc an toan va hiéu qua.

“Théng tin vé st dung thudc la théng tin bdt budc,
cdn thiét phdi trao doi véi ngudi bénh. Cdc théng tin
trén anh hudng truc tiép dén hiéu qua diéu tri bénh,
ddp ung tdc dung cua thubc véi ngudi bénh. Tudn thu
diéu tri c6 thé gitp thudc phdt huy téi da tdc dung nhd
dé nhanh khdi bénh.”- Quan ly (QL)1

Thuéc ¢6 luu y trong st dung hay c6 dang dung
dac biét thi cing dugc danh gia la nhimng thudc can
chua y tu van cho nguai bénh.

“Thuéc ma cdch dung ddc biét thi sé luu y cho
ngudi bénh, huéng dén cu thé hon. Con lgi sé huéng
dan cdch uéng nhu la trong don thuéc hodc ghi trén
hép thubc cho ngudi bénh.” - Nhan vién (NV) 6
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Thudc yéu cau bdo quan lanh nhu bat tiém
insulin cng dugc nhan vién chu y trao d6i dé dam
bado chat lugng thudc cho khach hang.

“Thuéc insulin can phdi bdo quan ngdn mdt tu
lanh. Mta hé phdt thuéc bao gid cling phdi kém cuc dd
khé cho nguoi bénh.”- NV 2

Giao tiép bdng 16i gitip ngudi bénh hiéu ding
cdch st dung don thuéc

Ngudi bénh tu doc don thudc cé thé sé hiéu
chua ding don thu6c do d6 nhan vién nha thuéc tu
van lai bang 18 sé gitp hiéu chinh xac don thudc.

“Ngudi bénh clng chua hiéu duoc luén thi minh
cung cdp lai vé liéu ding, cdch st dung cho an toan, dé
hiéu hon. Kiéu giao tiép mét cdch truc tiép...Cé tinh
huéng ngudi bénh hiéu sai théng tin ghi liéu trén don
thudc. Ghi liéu ¥z vién tic ubng nia vién nhung nguoi
bénh lai hiéu la 1 dén 2 vién. Viét thé ciing rdt ré rang
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réi nhung ngudi bénh van cé thé hiéu sai nén van phdi
tu'vdn bdng li n6i.” - QL 2

Nhén thdc duoc tdm quan trong cta tudn tha
diéu tri va tdc hai cia khéng tudn tha diéu tri

Pay la nhiing théng tin dugc danh gia la quan
trong gilip ddm bao van dé sir dung thudc hiéu qua,
an toan va tang tuan tha.

“Anh hudng truc tiép dén muc dé tuan tha va hiéu
qua diéu tri cia ngudi bénh. Thudc can phai duoc su
dung ding cdch, ding liéu, dung thoi diém dé giam
thiéu cdc rdi ro, tdc dung khéng mong muén khi sir
dung thuéc.”- QL1

Do nhan thic dugc nhing tac hai néu tu y
ngling thudc nén nhan vién thudng tu van hoac tim
gidi phap phu hgp cho ngudi bénh.

“Trong qud trinh phdt thudc thi cing hay ddn
ngudi bénh la khéng duoc tu'y ngiing thudc tai vi bon
em cting hiéu la c6 nhiing thuéc ma ding dét ngét thi
khéng thé dugc. Khdng sinh vi du ngdi tit mdy thi bdc
¢6 nhu cdu chi mua mét, hai ngay, bon em van tu vdn
cho ngudi bénh la khdng sinh la nén dang da liéu dé cé
két qua diéu tri cao nhdt réi bdc ding mét, hai ngdy
nhu nay thi khéng cé tdc dung dau. Bdy la tha nhdt.
Thir hai la anh hudng suc khoé cua bdc.” - NV1

“Minh huéng dédn ngudi bénh vi du thiéu tién thi
mot s6 thu6c ma & ngoadi c6 thé mua dugc thi cdc bdc
¢6 thé mua nhung véi khdng sinh thi mua du liéu trinh
diéu tri.”- QL2

Dd c6 kinh nghiém vé viéc nguéi bénh khéng
tudn tha diéu tri

Nhan vién tai nha thu6c cé kinh nghiém tur viéc
chia sé lai cila ngudi bénh khi mua thuéc nén biét
ngudi bénh cé thé khéng tuan thu st dung thudc.

“Nhiéu truong hgp ngudi bénh quay lgi bao khdi
r6i khéng uéng hét thuéc. Ngudi ta chi uéng mot, hai
ngdy chdng han thdy hét triéu ching thi ding.” - NV2

La trdch nhiém, nghia vu ctia nhén vién nha thuéc

Viéc cung cdp thong tin can thiét gidp ngudi
bénh dam bao van dé s dung thuéc dugc xem la
trach nhiém va nghia vu ctia nhan vién nha thuéc.

“Dady la trdch nhiém, nghia vu cua nhdn vién nha
thuéc khi tu vdn st dung thubc cho ngudi bénh.” - QL1

Trao déi véi khdch hang vé nhing quy dinh tai
nha thuéc

Bdo quan thuéc ¢o ti Ié dugc tu van cao dé
nham dam béo chat lugng va théng tin dé khach
hang biét quy dinh nha thudc sé khéng nhan tra lai
vGi cac thubc co diéu kién bao quan dac biét nhu
bdo quan mat.

“Théng tin thudc hang lanh ra khéi qudy sé khéng
nhdn trd lai nira.” - NV2

Ngudi bénh ch dong hoi théng tin vé thubc
v&i nhan vién.

Nghién cttu dinh lugng cling chi ra ngudi bénh
cling cht dong hoi nhan vién cac thong tin nhu liéu,
thoi diém dung. Nguyén nhan ma khach hang
thuong chd dong hoéi cac thong tin vé thudc véi
nhan vién la:

Nguéi bénh c6 théi quen hodc mong muén
duoc nhén vién tu'vén

Thong tin ghi trén don dugc danh gia la tuong
déi day du nhung ngudi bénh doéi khi khéng cha y
dén nhiing théng tin nay va thudng xuyén hoi. Khi
dé, nhan vién nha thudc sé hudng dan don thudc
cho nguai bénh.

“Ngudi bénh chi chdm chdm vao viéc la minh
hudéng dan ding thé nao. Ngudi ta khéng doc don cta
bdc si, ct héi théi. Thé nén ngodi huéng dan doc don
thi con phadi néi qua dé ngudi bénh phai hiéu va doc
thém don cta bdc si” - NV2

Mét sé théng tin trén don chua ghi nén ngudi
bénh thdc mdc

Khéng phai béac si nao ciing ghi rd thai diém
dung trong don dan dén ngudi bénh thudng thac
mac théng tin do.

“Trén don thudc bdc si chi ghi la ngay 4 vién chia
lam 2 ldn nhung khéng ghi la trudce dn hay sau dn dén
dén ngudi bénh 10 ngudi vao thi 10 ngudi héi luén la
uéng truéc hay sau dn. Néu ma bdc si da ghi thi ghi
luén cdch uéng bén canh cho ngudi bénh la thoi diém
dung.”- NV3
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K&t qua khao sat nhan vién vé giao tiép bang hinh thic viét & Bang 3.

Bang 3. Thuc hanh giao ti€p bang hinh thiic viét giita nhan vién - khach hang

Chua dong tur phia nhan vién, n (%) Chu dong tu phia khach hang, n (%)
TT | Théngtin | Luén | Thudng | Thinh | Hiém K:::*” Luén | Thudng | Thinh | Hiém K:;Zzg
luén | xuyén | thoang | khi .s luén | xuyén | thoang | khi .s
gio gio
69 16 18 45 16
1| Ten,STT 22,
en (793) | (184) 23) 228 | (5700 | (203)
‘ 58 26 24 39 16
2 Lié 4
e | og | 2B (304)| (494 | (203)
Ny 47 31 18 32 29
3 | Tansust 782
ansuat | 553 | 3es) | 12 (228)| 405 | (367)
, 54 24 23 31 25
4 | Thoidié 10,
oidiem o | @re |21 01| 392 | G168
5 | Lwuydac | 20 14 11 13 33 24 9
biét 235 | 165 | (129 (165 | 41,8 | 304 | (11,4

Két qua nghién ctu dinh lugng cho thay tén
hodc s6 thu tu thudc trong don, liéu, thoi diém, tan
suat dung la théng tin dugc nhan vién luén luén cha
dong cung cap bang hinh thic viét cho khach hang
(véi ti 1é trén 55%).

Theo danh gia ctia nhan vién nha thudc, thong
tin o trén don thudc ¢ dl cac thong tin can thiét.

“Trén don thubc dang c6 cdc théng tin vé tén
thudc, biét dugc, cdch ding, va luu y déi véi cdc thube
ddc biét, c6 ché d6 dn udng. .. thiem nghila da.” - NV5

Tuy nhién, nhan vién van thudng tu van bang
hinh thurc viét cac thong tin cho khach hang do:

Két hop 2 hinh thd’c sé tdng hiéu qud cua tu'vdn

Két hop ca 2 hinh thic sé dem dén hiéu qua tét
han trong giao tiép gitta nhan vién véi ngudi bénh.

“Thudc diéu tri viém gan B thi em ddn ngudi bénh
uéng. Em phai ghi vao vi du nhu sdng 1 vién vao gid
nhdt dinh xong em ddn miéng thém..., em con gach
chdn ché gio nhdt dinh.” - NV1

Méi hinh thirc néi va viét cé uu diém riéng nén
cdn két hop cd hai

NGi sé giup ngudi bénh hiéu ddng. Tuy nhién,
néu chi noi bang IGi c6 thé ngudi bénh sé quén va
hinh thuic viét ¢ thé hé trg cho ngudi bénh nhd lai.
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“Thong thudng thi ca noi va viét. Ngudi thi bao
la viét khéng doc dugc, ndi thi vé lai quén” - NV2

Tuy theo nhém déi tuong lua chon cdch tu vdn
phu hop

Tu van thong tin thuéc bang hinh thic viét cho
ngudi bénh sé dugc nhan vién thuc hién phu hgp
vGi tiing nhom déi tugng.

“Str dung ca viét, ca néi. Béi véi ngudi tré thi sé
ddnh sé, d6i véi ngudi cao tudi néu ma cdc bdc tu
nhan thudc thi sé ghi ddy da trén hép thudc con néu cé
ngudi nha di ctng sé hudng dan ngudi nha luu y viéc
strdung thuéc.” - NV5

V6i ngudi bénh khong biét doc, biét viét thi
nhan vién sé tu van bang hinh thiic néi.

“Truong hop khéng biét chi, khdng biét doc thi sé
nhdc miéng.” - NV2

Tuy theo thai diém lua chon cdch trao déi hodc
ghi théng tin phu hop

Viéc tu van cho ngudi bénh sé dugc thuc hién
khi giao thudc. Tuy nhién, vao thoi diém nhiéu
ngudi bénh thi hoat dong tu van c6 thé thuc hién
ngan gon hon dé tiét kiém thai gian.

“Thudong phdt thudc thi sé trao déi luén... Néu ma
thoi diém déng thi chi viét s6 thu tu théi. Bon em sé
trao déi véi ngudi bénh la cdc bdc doc don.” - NV7
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Mot sé théng tin thudc it hoac khéng dugc
trao déi véi khach hang

K&t qua nghién ctru dinh lugng chira mét s6 cac
thong tin vé khoang thoi gian, hiéu qua diéu tri,
tuong tac thuéc (thudc, thiic an, d6 uéng), van dé st
dung thudc, thay thé thuéc va thay déi 16i s6ng it
dugc cung cap hon. Diéu nay dugc giai thich c6 thé
la do danh muc thuéc ctia nha thudc nhiéu, s6 lugng
bénh nhan dong, hang ngay ban rat nhiéu don nén
nhan vién thudng chi cung cap céac théng tin duoc
danh gia la quan trong trong st dung thudc hoac
hay dugc ngudi bénh héi va gap khé khan trong
cung cap thong tin vé tuong tac thudc, tac dung
phu clia thudc

“Khi trao d6i théng tin vdi ngudi bénh, nhan vién
nha thuéc thuéng cam thdy khé khdn khi trao déi mét
sé théng tin lién quan dén tuong tdc thudc va tdc dung
phu khi st dung thuéc.”- QL1

“Cang ¢6 thé ngudi ta khéng thé biét hét dugc.” - QL2.

IV. BAN LUAN

Nhan vién tai hé théng nha thuéc Bénh vién
Bach Mai da cé nhan thic vé lgi ich cta tu van bang
|Gi va viét nén thudng thuc hanh tu van bang ca hai
hinh thic cho ngudi bénh. Viéc tu van bang 16i cling
cho thdy nhan vién hé théng nha thuéc bénh vién
da chap hanh t6t quy dinh vé GPP?. Phan 16n nhan
vién nha thuéc thudng xuyén cap nhat kién thic
chuyén mén, chl yéu la tir sinh hoat khoa hoc tai
vién hoac khoa dugc (93,2%); t& huéng dan st dung
(84,1%) va tu internet (75,0%).

Cac nguon kién thiic chuyén mén ma nhan vién
cap nhat hau hét déu la cac nguon tai liéu chinh
thong, dac biét phan I6n ti nguén sinh hoat khoa
hoc cla bénh vién hodc khoa Dugc. Nhan vién ban
thu6c dugc tham du tap huan, sinh hoat chuyén
mon cla bénh vién dinh ky hang thang da cdp nhat
dugc nhiéu kién thiic chuyén nganh, kién thic phap
luat va ky nang hanh nghé dugc. Hau hét nhan vién
déu da dugc dao tao kién thiic vé giao ti€p véi nguoi
bénh bdi cac chuyén gia. Tuy nhién van c6 mét ti lé
nhan vién cap nhat kién thuc ti internet (75%) cho
thay nhu cau b6 sung kién thiic chuyén mén cho doi
ngl nhan vién la rat can thiét. Trong boi canh phat

trién manh mé vé cong nghé thong tin thi viéc tra
clru théng tin ti internet la rat quan trong nhung
can dam bao théng tin d6 chinh xac va khoa hoc. bé
nhan vién nha thuéc bénh vién c6 thé thuc hanh tét
cung cap théng tin thudc va giao tiép tét véi ngudi
bénh can c6 nhiing bién phap tang cudng tap huan,
hudng dan, giam sét va cé giai phap khuyén khich,
khen thuéng dong vién kip thai.

VGi théng tin vé liéu dung, trén 96% nhan vién
cung cap cho khach hang bang ca hinh thuc tu van
bang 16i va viét. Mot s6 nghién clu & Ethiopia ciing
cho két qua tuong dong®*>. Théng tin vé tan suat
dung thudc (91,8%) cling thudng dugc nhan vién cha
dong cung cap cho khach hang. Cac nghién cliu &
Mekele, bénh vién Tikur - Anbessa va Bahir Dar cling
cho két qua kha tuong déng lan lugt 1a 79%; 93,7% va
99,2%**°. Thong tin vé bao quan thudc dugc nhan
vién cht déng cung cap cho khach hang vai tan suat
cao (98,8%). Trong khi do, thong tin vé bao quan lai it
dugc cung cap hon trong cac nghién cltu & Ethiopia
nhu Mekele va Bénh vién Tikur - Anbessa la 28%° va
Bahir Dar 14 4,5%”.

Cac thudc c6 dang bao ché dé dam bao dugc
hiéu qud st dung thi phai s& dung dung cach.
Nghién ctu ctia ching t6i cling cho thdy nhan vién
c6 su chu y véi thudc cé cach st dung dac biét. C
thé 1a do nhan vién nhan thuc dugc tdm quan trong
cla viéc st dung cac thubc nay diang cach va cé
dugc kién thuc vé thudc. Diéu nay cé thé la két qua
tu viéc thuong xuyén dao tao kién thic cho nhan
vién trong cac budi sinh hoat khoa hoc vé st dung
thudc. Khi so sanh véi nghién ctu & Bénh vién Tikur -
Anbessa thi két qua nghién clu clia ching t6i la kha
tuong dong (> 70%)°, trong khi dé nghién ctu &
Bahir Dar lai thap hon (30%)°.

Tuan thd s dung thuéc cé vai trd quan trong
trong quan ly va diéu tri bénh. Nhan vién cliing da
nhan thic dugc van dé nay nén luu y khéng tu y
nguing thudc (63,8%) la théng tin cling thuong duoc
nhan vién nhac nhé ngudi bénh. Nghién cltiu & Bénh
vién Tikur - Anbessa cling cho két qua tuong déng
véi nghién ciu clia ching t6i’. Nhu vay cé thé thay
van dé tuan tha st dung thudc & ngudi bénh la mot
van dé dugc quan tam chd y tai nha thudc.
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Théng tin vé khoang thai gian diéu tri la thong
tin thuong it dugc nhan vién chd déng cung cap
(34,9%), trong khi d6 cac nghién cttu & Ethiopia thi
day lai la théng tin thudng dugc nhan vién cung cap
cho ngudi bénh, khoadng 70%**°. Diéu nay c6 thé la
do don thuéc cua bac si tai Bénh vién Bach Mai da
ghi d0 thdng tin vé khoang thai gian diéu tri, dung
trong bao lau nén nhan vién nha thuéc khéng dé
cap dén thong tin d6 véi khach hang.

Tuong tac thudc va tac dung phu cta thuéc
cing la nhiing théng tin ma nhan vién it cht déng
cung cap cho khach hang (<50%). Két qua trong
nghién ctu tai Mekele ndm 2016 cling cho két qua
tuong déng (<40%)°. Piéu nay c6 thé do la tuang tac
thudc la mot thong tin khé c6 thé phat hién khi s6
lugng thudc va don thubc tai bénh vién rat nhiéu
ma khéng c6 phan mém théng tin thuéc hé trg.
Thuc té viéc phat hién tuang tac thuéc bang phan
mém khi ké don da cho thay mang lai hiéu qua va
chinh xac hon.

V. KET LUAN

Trong qua trinh giao tiép véi ngudi bénh, nhan
vién nha thu6c két hop 2 hinh thic tu van bang 16i
va viét. M6i hinh thic co lgi ich riéng, nhan vién hé
théng nha thudc sé lua chon hoac két hgp cac hinh
thuc phu hgp phu thudc vao thai diém va déi tugng
giao ti€ép. Thong tin vé liéu (98,9%), thai diém
(96,5%), bao quan (98,8%), thudc c6 cach s dung
dac biét (87,2%) va luu y khi dung thuéc (79,1%) la
nhiing thong tin dugc nhan vién chd déng cung cap
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cho ngudi bénh thudng xuyén. Can thiét trién khai
ap dung phan mém quan ly tuong tac thuéc, tra ctiu
thong tin thudc dé hd trg nhan vién nha thudc cung
cap théng tin cho khach hang dam bao hiéu qua
diéu tri.
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