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KHAO SAT KY NANG GIAO TIEP TAI NHA THUOC DAT CHUAN GPP
TREN DJA BAN PHUONG HUNG DUNG, THANH PHO VINH NAM 2024

Poan Thi Ngoc Han, Tran Van Anh, D6 Viét Thang, Nguyén Thi Minh Thay
Trwrong Dai hoc Y khoa Vinh

Nghién ctu dwoc thuc hién nhdm khao sat thuc trang k§ nang giao tiép clia dwoc si tai cac nha thudc dat
chudn GPP trén dia ban phwéng Hung Diing, thanh phd Vinh nam 2024 va cac yéu t6 lién quan. Nghién clru
duoc thiét ké theo phwong phap quan sat truc tiép tir thang 10/2024 — 04/2025. Két qua thu dwoc, hdu hét dbi
twong tham gia nghién clru déu bét dau 1an tw van bang cau hdéi mé. Phan Ién dwoc si tai cac nha thube dat
chuan GPP trén dia ban phwéng Hwng Diing dam bao thuwe hanh tét tiéu chi 5S trong qua trinh phan hdi bénh
nhan, cé k§ nang giao tiép trén trung binh. Tuy nhién, van tdn tai mét sb trudng hop thwe hanh ky néng giao
tiép kém, chi yéu gap & nhém dwoc si co tham nién céng tac dwdi 5 nam. Nhirng han ché nay cho thay sy can
thiét ca viéc xay dwng cac chuong trinh dao tao chuyén mén lién tuc, nhdm nang cao nang lwc giao tiép thuc

hanh trong hoat déng nghé nghiép clia dwoc si.

T khéa: K§ nang giao tiép, dwoe si, ngwoi ban 1é thuéc, nha thuéc, dat chudn GPP.

I. DAT VAN BE

Giao tiép la mét trong nhirtng kj ndng mém
quan trong giup dwoc st nha thude tw van cho bénh
nhan mot cach cé hiéu qua. Ngay 01/12/2021, Cuc
Quan ly Dwoc da ban hanh Quyét dinh sb 696/QD-
QLD vé “Sé tay thuc hanh tai co s& ban 1é thudc”.
Trong do, ki ndng giao tiép 1a mét trong cac kj
nang thuc hanh ma ngudi ban 18 thubc can phai
ren luyén va ngay cang dwoc tich Ily thdng qua
qua trinh hanh nghé [1]. Hién nay, trén thé gi6i da
c6 mét sb nghién ctru tién hanh theo phwong phéap
doéng gia bénh nhan dé danh gia ky nang giao tiép
clia dwoc si, nhv nghién ctru clia K. Berger va
cong sy (2005) tién hanh trén 49 nha thubc cong
ddng & Berlin, hiéu qua ctia cudc giao tiép dwoc cai
thién khi nhan vién s dung cau hdi mé nham thu
thap thém thong tin va tw van vé viéc tw dung thudc
hop 1y [2].

Tai Viét Nam, cdc nghién ctu twong ty nhw
nghién ctu ctia Lé Thu Thady va céng sw (2022)
tai hé théng nha thubc tai bénh vién Dai hoc Y
Ha Noi, diém trung binh danh gia tiéu chi “Nhan
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vién sén sang lang nghe y kién nguoi bénh” la
4,71 [3]; nghién ctru ctia Nguyén Thi Nnw Quynh
nam 2023 tai mot s6 nha thudc & TP. Tha B,
diém danh gia trung binh cho tiéu chi “Nhan vién
ban thubc danh dd thoi gian dé trao ddi, tw van,
hwéng dan s dung cho anh/chj” 1a 3,96 [4]; hay
cac nghién ctru khac [5], [6], [7], [8].

Theo théng ké cia S& Y té Nghé An nam
2024, phwdng Hung Diing 1a khu vie tap trung
nhiéu nha thubc nhét véi 70 nha thubc dat
chuan GPP. Vi nhitng ly do trén, nhém nghién
ctu tién hanh thuc hién dé tai: “Khao sat ky
nang giao tiép tai cac nha thubc dat chudn GPP
trén dia ban phuong Huwng Diing, thanh phd
Vinh nam 2024”.

II. DOI TUONG VA PHUONG PHAP NGHIEN CUU
1. B6i twong nghién clru

Duworc si dang lam viéc & bd phan ban hang
trwc tiép tai nha thuéc dat chudn GPP trén dia
ban phudng Hwng Diing, thanh phé Vinh

Tiéu chuén lia chon: Duoc si, nguwdi ban 1é
thubc dang lam viéc & thdi diém tién hanh khao
sat, ddng y tham gia nghién ctu va cé kinh
nghiém téi thiéu 1 nam.
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Tiéu chuén loai trir; Nhan vién khéng lam &
bd phan tryc tiép ban thudc cho khach hang.
2. Phwong phap nghién ctru

Thiét ké nghién ctru: quan sét true tiép, khong
can thiép.

Thoi gian va dia diém nghién ciu: tv thang
10/2024 - 04/2025 tai cac nha thubc dat chuén GPP
trén dia ban phwéng Hung Diing, thanh phé Vinh.

Phuwong phép chon m&u: Lya chon mau toan
bd cac nha thudc trén dia ban phwong Hung
Diing thda man tiéu chuan lwa chon.

C& méu nghién ctu: 36 dwoc si dang lam
viéc tai 21 nha thuéc.

N&i dung nghién caru

Déc diém nhan khau hoc: Cac dac diém gidi
tinh, tudi, tham nién cong tac, trinh d6 hoc van,
loai hinh nha thubc dang lam viéc va noi/ngudi
dao tao giao tiép

Khao séat thwe hanh céc k§ ndng giao tiép vao
nghé nghiép: Xay dwng bd cau héi khdo sat thuc
hanh cac ky nang giao tiép géom 4 k§ nang: Hai
ll. KET QUA NGHIEN clru

1. Pac diém chung

(6 cau); 1dng nghe (5 cau); phan hdi (3 cau);
khuyén (7 cau).

Quy trinh tién hanh nghién ccu

Buwéc 1: Xac dinh muc tiéu quan sat.

Budc 2: Thanh 18p nhém quan sat véi 3 thanh vién.

Buwdc 3: Thiét ké xay dwng phiéu khao sat,
tién hanh khao séat thiv, tlr do, dwa ra cac lwu y.

Buwdc 4: Lap ké hoach quan sét cu thé.

Buwérc 5: Tiép can nha thudc, tién hanh quan sét.

X ly sé liéu: Sé lieu dwoc x& ly bang phan
mém SPSS 25.0. Dung kiém dinh X2 dé so sanh
cac ty lé quan sat dwoc. Sy khac nhau cé y nghia
théng ké néu p < 0,05.
3. Pao durc nghién ciru

Moi théng tin cta déi twong nghién ciru dwoc
gitr kin. Céac sb liéu thu thap dwoc chi phuc vu
cho muc dich nghién ctru, khdng phuc vu cho
muc dich nao khac. Nghién clru dwgc bdo mat.
Két qua nghién ctvu phuc vu cai thién hoat dong
tw van thudc va nang cao chét lwong diéu tri.

Béng 1. Pac diém chung cta nhém déi tong nghién ciu (n = 36)

Dic diém n %
210 nam 19 52,8
Tham nién cong tac 5 nam dén 10 n&m 6 16,7
< 5 nam 11 30,6
Trung cép 2 5,6
Trinh d6 hoc van Cao dang 18 50
Bai hoc 16 44,4
i Bénh vién 3 8,3
Theo loai hinh nha thuéc dang lam viéc clia Dwoc sT
Tw nhan 33 91,7
Hoc tai trwong 23 63,9
i Nguw&i quan i 8 22,2
Nguwoi/Noi dao tao giao tiep - -
Bong nghiép 1 2,8
Chuyén gia 4 11,1

S6 lwong duwgc si cd tham nién cong tac tlr 10 ndm chiém ty 1é cao nhét.
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2. Khao sét viéc thwe hanh cac ky nang giao tiép vao nghé nghiép

Bang 2. Khao sét thuc hanh ki ndng héi ciia céc duoc sitai nha thuée (n = 36)

TAP CHI'Y DUQICDAIHOC Y KHOA VINH

A1z Cé Khéng

Cau hoi n (%) n (%)
C6 bat dau bang cau héi mé khi khai thac théng tin 34 (94,4) 02 (5,6)
C6 str dung cau hdi dong hodc tham do sau d6 dé xac nhan lai théng tin
ho&c kham pha sau hon théng tin vé tinh trang bénh 28 (77.8) 08 (22,2)
Dam bao bdo ngui bénh hidu dwgc y nghia ctia cau hoi 34 (94,4) 02 (5,6)
C6 tranh str dung cau héi dan dat 19 (52,8) | 17 (47,2)
Cé t‘rgntl str dung cac thuat nglr chuyén nganh kho hiéu khi giao tiép voi 19 (52.8) 17 (47.2)
ngui bénh
Céc cau héi dwoc dwa ra theo mét trat tw logic 34 (94,4) 02 (5,6)

HAu hét cac dwoc s déu bat dau 1an tw van bang cau hdi mé dé khai thac théng tin (94,4%).

Bang 3. Khao sat thuc hanh ky ndng ldng nghe clda céac duwoc sitai nha thuéc (n = 36)

cau hai n(if@ ﬁhg,z)‘-]’
Danh th&i gian pht hgp cho khach hang chia sé thong tin 30 (83,3) 06 (16,7)
Lang nghe cham chu va khoéng ngét 16 khach hang 32(88,9) | 04(11,1)
Nghe mét cach cha dong khuyén khich khach hang chia sé théng tin 29 (80,6) 07 (19,4)
Nghe va hiéu day di théng tin khach hang dwa ra 35(97,2) 01 (2,8)
Tao khdng khi thodi mai cho khach hang chia sé thong tin 36 (100) 0 (0)

83,3% dwoc si danh thi gian phu hgp cho khach hang chia sé théng tin.

Béng 4. Khdo sét thuc hanh ki ndng phan héi cia céc duoc sitai nha thuéc (n = 36)

A L2 Co Khéng
Cau hai n (%) n (%)
Phan hdi vé& noi dung | Tém tat lai véi khach hang nhirng théng tin viva nghe | 22 (61,1) | 14 (38,9)
Phan hdi va cam xdic Thc,a h|er\1 sw ton trorjg,‘ chia sé va cam théng voi 34 (94,4) 02 (5.6)
khach hang trong qua trinh nghe
Ttwa’i d6d chan thanh, Am &p va céi mé khi trao ddi, tw 36 (100) 0(0)
van
SL,J’ dungj nhirng Pgon r’19u’, cAau dczn g|§? va tryee tiép, 28 (77.8) 08 (22.2)
N tranh str dung cau phirc khéng can thiét
Pt\an hoi dat theo k¥ | can nhic trao d@di nhitng théng tin gi 1a quan trong 29(80,6) | 07 (19.4)
nang 5S nhat di véi tiing ngudi bénh, khach hang ’ ’
Théng tin trao ddi cu thé, rd y nghia 35(97,2) 01 (2,8)
Tém tat nhivng théng tin da truyén dat cho nguoi
. . ‘ 24 7 12
bénh, khach hang nam bat va ghi nh¢ tot hon (66,7) (33,3)

Sé lwgng dwoc sT cé tém tat lai nhirng théng tin vira tw van cho khach hang chiém 61,1%. Hau

hét cac dwoc si déu c6 phan hdi vé mét cdm xic (94,4%).
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Béng 5. Khao sét thuc hanh ky ndng khuyén ctia céc duoc sT tai nha thuée (n = 36)
Cé Khéng
n (%) n (%)
26 (72,2) 10 (27,8)

Céau hai

St dung ngon ngtk bang 1o va ngdn ngr khong 1oi (viét, lam mau...) dé
hwéng dan st dung thudc cho khach hang

Cac thong tin quan trong c6 duoc dwa | Ngwdi bénh 1an dau st dung thude | 33 (91,7) 03 (8,3)
ra & thoi diem phu hop Ngwdi bénh da quen véithuéc do | 19 (52,8) | 17 (47,2)
Sé lwong théng tin cung cap phu hop véi 1 1an giao tiép 34 (94,4) 02 (5,6)
C6 danh gia mtrc dd lo 1ang ctia khach hang va lwu y khi tw van nhivng théng
tin guan trong

Nhirng tw van cho ngwdi bénh c6 rd rang, dé hiéu 34 (94,4) 02 (5,6)
Vi treong hop don thude phirc tap hoac khi can thiét co tw van ngudi bénh
cac bién phap giup tang cwéng tuan tha dieu tri hoac str dung thuoc ding
cach nhui lap ke hqach st dung thu6c phu hgp véi lich sinh hoat, b6 dung
cu chia liéu, lam mau...

22 (61,1) | 14(38,9)

13 (36,1) 23 (63,9)

C6 nhitng luu ¥ khi giao tiép véi khach | N9WO1 €ao toi 25(694) | 11(306)
hang dac biét: ngudi cao tgéi, khach | Khach hang kho tinh 09 (25) 27 (75)
hang kho tinh, khach hang tram cam... Khach hang trdm cam 22 (61,1) 14 (38,9)

Phan 16n dwoc s st dung két hop ngdn nglr bang I&i va khéng Idi (viét, 1am mau...) trong quéa
trinh hwéng dan diéu tri cho khach hang (72,2%). Véi trwdng hop don thube phirc tap hoac khi can
thiét co tw van, chi cé 36,1% dwoc si cé s dung cac bién phap gidp tang cwéng tuan tha diéu tri
ho&c s dung thudc ding cach.

3. banh gia méi quan hé gitra dic diém nhan khau hoc va thwe hanh k¥ nang giao tiép

Bang 6. Mdi quan hé gida dic diém nhan khdu hoc va thuc hanh ki néng giao tiép

DPanh gia thwc hang ky nang giao tiép
DPic diém Kém > Trung binh p
n % n %
210 nam 0 0 19 100
Tham nién cbng tac 5-10 nam 0 0 6 100 0,006
<5nam 4 36,4 7 63,6
Trung cap 0 0 2 100
o . Cao déng 1 5,6 17 94,4 0,415
Trinh d6 hoc van -
Pai hoc 3 18,8 13 81,3
Sau dai hoc 0 0 0 0
, Bénh vién 0 0 3 100 0522
Theo loai hinh nha thubc Tw nhan 4 12,1 29 87,9 '
Cong déng 0 0 0 0
Hoc tai trwong 1 4.3 22 95,7
, Nguc‘yi quan li 2 25 6 75 0.316
Nguwoi/Noi dao tao giao tiep | Bong nghiép 0 0 1 100
Chuyén gia 1 25 3 75
Hoc tir Internet 0 0 0 0

Ty lé dwoc si dwgc danh gia thwe hanh k§y nang giao tiép kém & nhém dbi twong cé tham nién
cbng tac dwdi 5 nam (36,4%).
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IV. BAN LUAN
1. Pac diém nhan khau hoc

Theo két qua nghién ctru clta ching tdi, s
lwgng dwgc sicéd thdm nién cong tac tr 10 nam
chiém ty & cao nhat v&i 52,8%. Khac véi nghién
ctu cta Lé Thu Thay va cong sw nam 2024, sb
nam kinh nghiém trung binh la 9,61+7,82 nam
[8]. Phan I6n dwoc sT thira nhan dwoc dao tao
giao tiép tai trwdng (63,9%). Khac véi nghién
ctru clla Lé Thu Thay va céng sy nam 2024,
phan I&6n déi twong tham gia nghién ctru dwoc
dao tao giao tiép b&i chuyén gia (95,4%) [5].

2. Khao séat thwec hanh k§ néng giao tiép

Khdo sat thuc hanh ky ndng héi: Cac dé tai
nghién ctru trvdc day da thye hién trén phwong
dién noi dung cau hdi, nhwng chwa cé dé tai nao
khai thac dang cau hdi ma dwoc sT str dung trong
giao tiép [7], [8], [9]. Két qua nghién clru thu duwoc,
hau hét cac déi twong tham gia nghién ctu déu
bat dau Ian tw van bang cau hdi mé. Theo nghién
ctru cla K. Berger NPH va cong s, hiéu qua cla
cudc giao tiép dwoc cai thién khi nhan vién st
dung cau héi mé& nham thu thap thém théng tin va
tw van vé viéc ty dung thuéc hop 1y [2].

Khao sét thuc hanh ky ndng ldng nghe: Phan
I&n dwoc si danh thoi gian phu hop cho khéach
hang chia sé thong tin (83,3%). Twong dwong v&i
két qua nghién ctru cla tac gia Nguyén Thi Nhw
Quynh, & goc dd khach hang, diém danh gia trung
binh cho tiéu chi “Nhan vién ban thudc danh da
thoi gian dé trao ddi, tw van, hwéng dan st dung
cho anh/chi” 1a 3,96, [4]. Két qua nghién ctru cla
chung t6i c6 80,6% dwogc si tham gia nghién ctru
nghe mot cach chi dong, khuyén khich khéch
hang chia sé thong tin. Twong ty v&i nghién cltru
clia Lé Thu Thly va coéng sw nam 2022, diém
trung binh danh gia tiéu chi “Nhan vién sén sang
lang nghe y kién ngwoi bénh” 1a 4,71 [3].

Khdo séat thuc hanh ky ndng phén héi: S6
lwong dwoc sT o tém tét lai nhirng thong tin vira

TAP CHI'Y DUQCDAI HOC Y KHOA VINH

tw van cho khach hang chiém 61,1%. Diéu nay
cho thay, phan Ién ngwdi ban 1é thube tham gia
nghién ctru da thwc hién tét quy dinh vé k§ ndng
phan hoi theo Quyét dinh sé 696/QD-QLD [1].
HAau hét cac dwoc s thé hién s ton trong, chia
sé va cam thdng v&i khach hang trong qua trinh
nghe (94,4%). Twong dwong v&i nghién clru clia
Nguyén Thj Song Ha nam 2020, sé lwong nha
thudc coé nhan vién [udn thé hién thai do vui vé,
niém né khi tiép xuc (chiém 91,7%) [6].

Khao sat thuc hanh ky ndng khuyén: Két qua
nghién ctru cé 72,2% dwoc si cod stir dung ngdn
nglr béng |61 va ngdn nglr khéng o1 d& huwéng
dan s dung thuéc cho khach hang. Tuwong
dwong véi nghién ciru cia Nguy&n Thi Song Ha
nam 2021, c6 69,6% nguwoi ban thube viét hwdng
dan st dung thudc 1én hop/ vi thubc dbi véi nhivng
khach hang cé don thubc [6]. Theo két qua quan
sét, véi trudng hop don thudc phire tap hodc khi
can thiét co tw van, chi c6 36,1% dwoc si cod s
dung cac bién phap gitp tang cwdng tuan thi
diéu tri. K&t qua cla chang t6i thAp hon so véi
nghién ciru ctia Nguy&n Thi Song Ha nam 2021,
6 39,1% nhan vién ban thubc tw van diéu chinh
vé ché dd sinh hoat, dinh dwéng dbi véi khach
hang cé don thubc [6].

3. Méi quan hé gitra dic diém nhan khau hoc
va thwe hanh k¥ néng giao tiép cta déi twong
nghién clu

Trong nghién ctru cGa chung t6i, dac diém
tham nién cong tac co lién quan dén thwc hanh
ky nang giao tiép cha dbi twong nghién ctu
(p<0,05). C6 04 duwoc si co thadm nién cong tac
dwdi 5 nam dugc danh gia thywc hanh ky nang
giao tiép kém. Luan giai cho két qua nay, tham
nién céng tac thadp déng nghia véi sb luong
khach hang dwoc si da tirng tiép can it, k§ ndng
giao tiép clia cac dworc s khong duoc thue hanh
va rén luyén nhiéu.

Trong 04 dwoc si dwge danh gia thyc hanh
kém k¥ nang giao tiép, 02 dwoc si dwoc dao tao
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giao tiép tlr ngwdi quan ly. Piéu nay cho thay,
ngwdi quan ly mét sé nha thubce tham gia nghién
clru chwa hoan thanh t6t nhiém vu dao tao nhan
vién theo quy dinh ctda Théng tw 02/2018/TT-
BYT [10]. C6 25% dwoc sT dwgc dao tao giao tiép
tr chuyén gia thwe hanh k§ nang giao tiép kém.
Giai thich cho két qua nay, dwoc si nay dang lam
viéc tai nha thubc tw nhan, khéi lwong thei gian
lam viéc Ién hon cac loai hinh nha thuéc khac
doéng nghia vé&i khéi lwgng thdi gian tham gia dao
tao bi han ché, vi thé dwoc si chwa dwoc dao tao
toan dién vé ky nang giao tiép khi tham gia khéa
dao tao cung chuyén gia.

V. KET LUAN

Qua nghién ctru bang hinh thirc quan séat 36
dworc si/ngwdi ban 18 thudc, nhém nghién clru rat
ra mot s két luan nhuw sau: hau hét cac dbi twong
tham gia nghién ctru déu bat dau 1an tw van bang
cau hdi mé& dé khai thac thong tin; phan Ién dwoc
sT danh thoi gian tw van phi hop va nghe mot
cach cha dong nham khuyén khich khach hang
chia sé théng tin. Trong qua trinh phan héi théng
tin, hau hét cac dwoc si ddm bao thwc hién theo
tiéu chi 5S. Nhin chung, phan 1én dwoc s dang
lam viéc tai cac nha thubc dat chuan GPP trén dia
ban Hwng Ding, thanh phd Vinh thwc hanh ky
nang giao tiép trén trung binh. Chi cé 04 duoc st
dwoc danh gia thuc hanh k§ nang giao tiép kém
¢6 tham nién cbéng tac dwéi 5 nam.

Trong th&i gian t&i, mé& réng pham vi nghién
ctru dé co thé thu dwoc két qua mang tinh dai
dién cho quan thé. Viéc t6 chirc chwong trinh
dao tao lién tuc vé thwe hanh ky ndng giao tiép
cho cac Dwoc si/ngwdi ban 18 thube & hét sirc
can thiét.
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TAP CHI'Y DUQICDAIHOC Y KHOA VINH

SUMMARY

SURVEY ON COMMUNICATION SKILLS AT GPP — STANDARDS PHARMACIES
IN HUNG DUNG WARD, VINH CITY IN 2024

This study was conducted to survey the current status of communication skills among pharmacists at GPP-
standards pharmacies in Hung Dung ward, Vinh city, in 2024, and related factors. The study was designed using
a direct observation method from October 2024 to April 2025. The results showed that most study participants
initiated consultations with open-ended questions. The majority of pharmacists ensured good practice of 5S
criteria during patient interactions. Pharmacists assessed as having poor communication skills all had less than
5 years of work experience. It was concluded that most pharmacists at GPP- standards pharmacies in Hung
Dung ward generally possessed above-average communication skills. However, there were still some cases of
poor communication skill practice, primarily observed among pharmacists with less than 5 years of work
experience. These limitations highlight the necessity of developing continuous professional training programs to

enhance practical communication competence in pharmacists' professional activities.

Keywords: Communication skills, Pharmacist, Patient counseling, Pharmacy, GPP standards.
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