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DIFFERENCES IN NURSES’ PERCEPTION AND PATIENTS’ SATISFACTION ABOUT
NURSES’ COMMUNICATION SKILLS

TOM TAT

Muc dich: So sanh tw lwong gia cta Diéu
dudng (BD) va sy hai long nguwdi bénh vé kj
nang giao tiép cta biéu dwéng.

Phwong phap: Nghién clru so sanh st dung
thiét ké twong quan khao sat 15 DD Khoa Kham
bénh va 120 bénh nhan dén kham bénh tai BV Pa
Khoa Sai Gon.

Két qua: Mrc do hai long ctia ngudi bénh vé
ky nang giao tiép ctia BD (M = 4,16, SD = ,50)
cao hon so v&i mie ty lwong gia Diéu duwdng (M
=41, SD = ,36) va su khac biét nay cé y nghia
thdng ké (t = -6,93, p < 0,05) c6 nghia la BD cang
tuan tha ky ndng giao tiép tét véi ngudi bénh thi
murc do hai long clia ngwoi cang cao.

Khoéng ¢ sw khac biét cé y nghia thdng ké
dwoc tim thay gitra hai long bénh nhan va dac
diém cuta déi twong nghién ctru (p> 0,05).

Két luan: Bénh nhan cé mirc do hai long cao
vé k§ nang giao tiép cia BD. Cac BD c6 mic
dd nhan thire tir trung binh dén cao vé hiéu qua
trong viéc thwc hanh cac kj nang giao tiép. Sw
khac biét gilra nhan thirc BD va hai 1dong bénh
nhan |4 rat dang ké.

Khuyén nghi: Hang nam can c6 chuong trinh
cai thién ky ndng giao tiép, v&i nghién ciru sau
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hon dé danh gia hiéu qua rén luyén kj ndng giao
tiép cla Diéu dwdng.

T khéa: Ky néng giao tiép, tw lwong gia cta
didu duéng, hai long NB,

ABSTRACT

The purpose: To examine the difference
nurses’ perception and patients’ satisfaction
about nurses’ communication skills

Methods: Comparative study utilizing
correlational design utilized a sample of 15 nurses
and 120 patients from Saigon General Hospitals.

Results: Patients had higher levels of
perception of effectiveness in practicing
communication skills (M = 4.16, SD = .50) than
theirnurses (M=4.10, SD = .36) and this difference
was statistically significant (t = - 6.99, p <.05),.
No statistical differences were found between
patients and nurses in regards to personal and
demographic characteristics (p > .05).

Conclusions: Patients had high level of
satisfaction about their nurses’ communication
skills. Nurses had moderate to high level of
perception of their effectiveness of practicing
communication skills. The difference between
nurses’perception and patients’ satisfaction was
significant.

Recommendations: there should be program
to improve communication skills, with further
research to evaluate its effectiveness every year.

Keywords: Communication skills,

nurses’perception, patients’ satisfaction.
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1. DAT VAN DE

Giao tiép cta diéu dwdng (BD) v&i ngudi bénh
(NB) la mdt khia canh quan trong va mét thanh
phan thiét yéu trong cham séc diéu duéng [7].

Sw hai Idng ngwdi bénh (NB) la mét chi sb co
y nghia d& dam bao chét lwgng clia cham séc
diéu dwéng (BD) [6]. C6 nhiéu yéu tb &nh hwdng
dén sy hai long cla nguwoi bénh, trong dé giao
tiép cla diéu dwdng vién véi NB la yéu t6 khong
kém phan quan trong trong viéc nang cao chét
lwong phuc vu, mang dén sw hai Iong, tin twéng
va hop tac gan bo, diéu tri lau dai cta NB véi
BV [2]. Cac nghién clru trwdc day cho thay thuc
hanh giao tiép hiéu qua gitra cac diéu dudng da
go6p phan chdm séc diéu dwdng an toan va chét
lwong cao [5].

Nham danh gia hiéu qua cta viéc thwc hién
“Doi Mo phong cach, thai d6 phuc vu clia can b6
y t& huéng téi sy hai long cla ngwoi bénh’[1],
Bénh vién Da khoa Sai Gon da tb chirc cac lop
tap huan k§ ndng giao tiép va dwa ra cac qui dinh
khi giao tiép v&i bénh nhan trong qua trinh tiép
don, kham va diéu tri; dac biét 1a d6i ngl diéu
dwdng vién, - nhitng ngudi thwong xuyén tiép
xUc v&i bénh nhan, va 2018 da tién hanh khao sat
so sanh sy hai long trwéc va sau tap huén. Tuy
nhién chwa c6 nghién clru so sanh vé& nhan thtrc
ctia BD va bénh nhan vé rén luyén kj nang giao
tiép ctia BD. Vi vay, ching t6i thyc hién nghién
ctru “So sanh tw lwong gia cha diéu dwdng va hai
lobng ngudi bénh vé k§ ndng giao tiép cta didu
dwdng khoa kham bénh” nham muc tiéu:

- Mg‘) ta rpu’c do sw hai long clia ngwoi bénh va
giao tiép dieu dwdng.

- Xac dinh méi lién quan gitra giao tiép diéu
dwdng va s hai long clia ngudi bénh.

- Tim hiéu céac yéu tb anh huwdng dén su hai long
ngudi bénh vé ki nang giao tiép cla diéu dwéng.

2. D01 TUGNG VA PHUONG PHAP

DP6i twong: NB dén kham tai khoa Kham
bénh, BV Pa khoa Sai Gon.

Tiéu chudn chon mau: Nguoi bénh cé do
tudi tir 16 tré 1én dén diéu tri tai khoa KB. Dong y
tham gia nghién ctru. C6 kha néng doc hiéu bang
cau haéi.
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Tiéu chudn loai trir: BN néng phai nhap vién,
khéng dap &ng dwoc tiéu chudn chon, Khong
hoan tat bd cau hoi.

Cong cu thu thap sb liéu

- B6 cau héi khao sat sy hai long ctia NB gdm
2 phan:

+ Phan 1: Dac diém, thong tin cta dbi twong
tham gia NC.

+ Phan 2: B6 cau hdi khado sat ciia NB vé ky
nang giao tiép cta DDV theo thang diém Likert 5
mirc do 1-5. Mirc diém hai long trung binh:1 |a rét
thap (1,0 - 1,80), 2 1 thép (1,81 - 2,60), 3 I trung
binh (2,61 - 3,40), 4 14 cao (3,41 - 4,20), va 5 Ia
R4t cao (4,21 - 5,0).

Bang kiém tw lwong gia ctia DDV: La phan 2
clia bd cau héi danh cho NB.

Cac bwéc thu thap sé liéu: Bang tw luwong
gia sé phat cho bDV tai khoa Kham bénh ngay
sau khi nguwoi bénh két thic viéc kham bénh. Va
nguwdi bénh ciing dwoc phdng van dé khao sat vé
k§ nang giao tiép ctia DDV nay.

Phwong phap xt ly va phan tich sé liéu:
Sé lieu dwoc xt ly bang phadn SPSS 22.0 bao
gdm: Théng ké mo t&: Ty 1& %, diém trung binh va
do léch chuan duoc sir dung dé mo ta cac bién
di lieu; Thdng ké phan tich: Hé sé twong quan
Pearson (Pearson r), T test dwoc dung dé kiém
tra méi twong quan.

3. KET QUA VA BAN LUAN
3.1 Dac diém cua déi twong tham gia NC

Bang 1. Dac diém cua déi twong tham gia NC

. Tansé | Tylé
Pac diem chung (n=120) %
Nam 45 37,5
Gigi tinh
NG 75 62,5
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.z Tansé | Tyle . i Tansé | Tyle
Déc diem chung (n=120) o Déc diem chung (n=120) o
Tir 16-25 tudi 24 20,0 Tiéu hoc 5 5,0
Tir 26-35 tudi 34 28,3 Trung hoc 12 5,0
Tt 36-35 tudi 14 12,0 Trinh @6 hoc | Pho thdng trung hoc 36 333
Nhém tudi Tir 46-55 tui 24 | 200 vén Trung cAp chuyén nghiép | 15 84
Trén 55 tui 24 20,0 Cao dang/Dai hoc 47 40,0
Tudi trung binh: 42; SD: 15,3; Sau dai hoc 5 8,3
Min: 18, Max: 75 N N
Tw 1-51an 58 56,7
) BHYT 97 81,2 - N
Doi twong —— » 93 Sé 1an dén T 6-10 lan 28 21,7
u pni s 5 s
P kham Twr 1-15 lAn 11 83
TPHCM 103 | 85,84 it A
Noi & Trén 15 1an 23 13,3
Nong thén 17 14,16
X > > X > ~ ~ 0,
Cong nhan 16 1333 .i(et qua bang 1 cho thay t3’/ é BI:I- niv (62,5‘4)
nhiéu hon nam (37,5%), nhém tudi trung binh
Vién chire 31 25,83 dén kham 42 tudi, tudi tham gia nghién ctu nhé
L Sinh vién/hoc sinh 10 8,33 nhéat a 18 tudi, I&n nhat & 75 tudi. Déi twong cé
Nghé nghiép K doanh % 267 BHYT chiém ty l& &}1,2%. Cén‘g nhan vién Chl.'f’C
: chiém ty 1é cao nhat (40%). Vé trinh d6 hoc van
N@I TI’Q? 26 21,66 PN Kq s 2 . N . N
nhiéu nhat la cao dang, dai hoc va sau dai hoc la
Huu tri 1 9,16 48,3% ké dén trung hoc phd thong la 33,3%. Sb

[An dén kham nhiéu nhat I3 ttr 1-5 13n 13 56,7%.

Bang 2. So sanh mirc tw lwong gia ctia DDV va sw hai long ctia ngwdi bénh vé ky ning giao tiép

o7 Ni dung Diédu dwéng Bénh nhan Dié’m T8 Test thong ké
X sD X | sp | khacbict t r

K§ néng giao tiép 4,10 0,36 4,16 0,50 -0,06
| | Ky nang néi 414 | 035 | 421 | 049 -0,07
1 | Phong cach lich s 425 | 053 | 426 | 063 -0,01
2 | Xung hé thich hop 426 | 057 | 430 | 054 -0,04
3 | N6i chinh xAc, 1 rang, day di 415 | 072 | 420 | 0,70 -0,05
4 | Thc @6, am lwong viva A nghe 4,02 0,50 4,20 4,58 -0,18 693 0,404
5 | N6i tap trung chd & chinh 405 | 058 | 420 | 064 0,15 p=0006 | p=0,001
6 | Dung tir ngi phit hop 409 | 065 | 414 | 059 -0,05
Il | Ky nang ling nghe 407 | 038 | 414 | 049 -0,07
1 | Thé hién s I&ng nghe 4,11 0,47 4,16 0,52 0,05
2 |Khong lam viéc khéc khi giao tiép | 4,03 | 061 | 409 | 067 -0,07
3 |Khong ngét 161 NB 408 | 036 | 416 | 057 -0,08
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4 | Than thién khi tiép xtc NB 4,05 0,46 417 0,59 0,12
Il | Ky néng dat cau hoi 4,10 0,35 4,20 0,50 0,10
1 | Cau hdi dé hiéu 411 0,41 4,19 0,62 -0,08
2 | Cau héi phu hop trinh d6 NB 4,12 0,45 4,18 0,57 -0,06
3 | Cau héi pht hgp muc dich NB 411 0,43 4,19 0,65 -0,08
4 | Danh thoi gian cho NB tra 1o 411 0,45 4,24 0,56 0,13
IV | K§ ndng cung cip théng tin 4,10 0,35 411 0,50 -0,01
1 Cung cép thdng tin chinh xac 4,11 0,41 4,21 0,42 -0,10
2 | Tém tét théng tin viva cung cAp 4,12 045 | 412 | 049 0

3 | Khuyén khich NB dt cau hoi 3,84 0,43 4,11 0,61 0,13
4 | Traloitat ca cau hoi 4,10 0,45 4,12 0,46 -0,02
5 | Kiém tra thong tin vira cung cép 402 | 035 | 41 0,42 -0,08

Vé ty lwong gia cta DD vé k§ nang giao tiép,
(bang 2) cho thay diém trung binh cltia cac muc
dao ddng trong khoang 3,84 (SD = 0,43) cho muc
3 “Khuyén khich NB dat cau héi” cla ky nang
cung cap thong tin d&n muc “Xwng hé thich hop”
4,26 (SD = 0,57) cla ky nang néi. Phan tich néi
chung cho thdy cac BD tw lwgng gia vé thuc hanh
cac ky nang giao tiép c6 mrc d6 tir trung binh
dén cao va tdng diém trung binh cla thang do Ia
4,10 (SD = 0,36), va ky nang lang nghe c6 diém
TB th&p nhét 14 4,07 (SD = 0,38) va cao nhét Ia ky
nang noi: 4,14 (SD = 0,35).

V& sy hai long ctia bénh nhan vé ky nang giao
tiép cta PD, phan tich (bdng 2) cho thay diém
trung binh cGia cac muc ndm trong khodng tw
4,10 (SD = 0,42) “Khdng lam viéc khac khi giao
tiép” cho muc 2 cliia Ky néng lang nghe dén 4,30
(SD =0,54) cho muc 2 “Xwng ho thich hgp” cta ky
nang ndi. Phan tich cho thy bénh nhan cé mic
dd hai long cao va rat cao vé ky nang giao tiép
DD, va diém trung binh ctia mirc d6 hai long BN
la 4,16 (SD = 0,50) cao hon diém trung binh cla
tw lwong gia ctia BD |4 4,10 (SD = 0,36). Diéu nay
cho thay rang cac bénh nhan cé mirc do tin twéng
cao hon cac BD thwe hanh cac ky nang giao tiép,
twong déng nghién cru [4] la nhan thirc clia NB
(M = 4,3, SD = ,23) cao hon cla Diéu dwdng
(M = 4,1, SD = ,20). két qua nay khac véi nghién
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ctru [8] la nhan thirc cia DD (M = 4,03, SD = ,22)
cao hon nhan thire ctia BN (M = 3,63, SD =,21)

So sanh s khac biét gitra tw lwong gia cla
Diéu Duéng va sy hai long ctia bénh nhan vé ky
nang giao tiép ctia DD, dung Pearson r dé kiém
dinh mirc d6 twong quan, phan tich cho thay cé
méi twong quan ché&t ché va tich cuwc (r = 0,404",
p = 0,01) gitra diém TB cla cac Diéu Duéng va
diém TB clia cac bénh nhan. Twong déng nghién
ctru [4] (r=0,80, p = <,001).

Dung t test dé kiém tra sy khac biét gitva diém
TB cla bénh nhan va BD, (bang 2) cho thay sw
khac biét dang ké gitra diém TB clta BD va BN
(t =-6,93, p < 0,05). Biéu nay cé nghia la BDV
cang tuan tha ky ndng giao tiép tét véi nguoi
bénh thi mdc dé hai long clia ngwoi cang cao.
Twong déng nghién ctu [4] (t = - 5,99, p < ,05),
va nghién ctru [8] (t = - 10,84, p <,001).

Sw khac biét cao nhét gitra cac DD va bénh
nhan 1a muc 4 “Téc d6, am lwong vira A nghe”
cta ky nang néi (- 0,18). Suw khac biét thap nhat
vé diém sb trung binh 1a muc “Tém tat théng tin
vira cung cap” & muc 2 cta Ky ndng cung cap
thong tin.

Cac yéu tb anh huéng sw hai long ctia bénh
nhan vé thyc hanh kj nang giao tiép cta BD:
Phan tich cho théy khong cé sy khac biét gitra
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cac bénh nhan vé tudi tac, gi¢i tinh, cé BHYT hay
khoéng c6 BHYT, noi &, trinh d6 hoc van, nghé
nghiép va sb lan dén kham (p> 0,05). Diéu nay
cho thdy dac diém cua ddi twong nghién ctru
khéng c6 anh huwéng dén su hai long cta BN.
Twong ddng véi nghién ctru [2] va [5]. Két qua
nay khac véi két qua nghién ctu [3],

4. KET LUAN VA KIEN NGHI

- Mlrc d6 hai long clia nguoi bénh vé ky ndng
giao tiép cta BD dat mirc d6 cao (M = 4.16,
SD = .50) cao hon so vé&i mire tw lwong gia BD
(M=4.1,SD =.36).

- Cé mbi lien quan chat ché va tich cuc gitra
giao tiép diéu dwdng va sw hai 1dong ngudi bénh,
sw khac biét nay cé y nghia thdng ké (t = -6.93,
p <0,05).

- Khéng c6 s khac biét cé y nghia théng ké
dwoc tim théy gitba hai long bénh nhan va dac
diém cla dbi twong nghién clru vé tudi tac, gidi
tinh, c6 BHYT, noi &, trinh d& hoc van, nghé
nghiép va sb lan dén kham (p> 0,05).

- Kién nghi: Hang ndm can cé chwong trinh
cai thién ky ndng giao tiép, v&i nghién ciru sau
hon dé danh gia hiéu qua rén luyén kj ndng giao
tiép cla diéu dwéng.
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