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Q’E b KY NANG GIAO TIEP
I i NANG CAO
HIEU QUA - CHAT LUQNG
KHAM BENH NGOAI TRU

TS.BS V6 Thanh Liém



Muc tiéu

» Hiéu vai tro giao tiép tot trong kham bénh
» Trinh bay mot so k¥ thuat giao tiép tot




K§ nang giao tiép

» Giao tiép tot GIUP nang cao hiéu qua va
cai thién chat luong di€u tr1 ?

Hi¢u qua

Chat luwgng diéu tri




K§ ning giao tiép

» K¥ ning giao tiép: can thiét
> Moi quan hé nhan vién y té - nguoi bénh
> Giao tiép thong thuong hang ngay

 La nghé thuat cua y khoa
o Khong chi la nghé thuat -> la khoa hoc
o Nghién ctru: khang dinh vai tro k§ niang giao
ti€p
> Nang cao hiéu qua, cai thién chat lugng




Quan diém ctia bac si

« 250.000 khdm bénh/bac st (500.000)
> 50 kham/ngay ; 5 ngay/tuan
> 50 tuan/ndam : 40 nim nghé/ BS

o Kham bénh: kho khan va thach thace
> 33% BS nhan xét: >25% lan khdm = that bai

> 8% BS nhan xét; >50% lan kham = kho,
khong hop ly




Quan diém cua bAc si

» Y kién thong thuong
o Khong dugc trang bi du dé dap tmg nhu cau BN
Kién thtrc, kinh nghiém, k¥ ning
Trang thiét bi, thoi gian....
> Tinh cach va thai d6 cua BN: khac nhau, kho
khan, kho xtr
Tinh cach, thai do
Mong mu6n cua BN
> Tinh t‘lnh, boi canh cong viéc, van hoa: anh
hudng dén glao tiép
Nhan vién y té
Ap luc cong viéc




Quan diém ctia bénh nhan o5

» 80%BN: BS thuong qué ban dé lang nghe
BN

» 27%BN: BS TQ khong dap tng dugc nhu
cau BN

» 32%BN: BS CK khong dap ung dugc nhu
cau BN, khdng giai thich du théng tin
bénh cho BN



Bing chung y vin

» K¥ ning giao tiép hiéu qua gilp:
o Cai thién su hai long cia BN va NVYT
o Cai thién ty 1é tuan thu diéu tri
> Hop Iy hoa can thiép diéu tri

o Cai thién két qua diéu tri
e Y van:
o “Patient physician communication” + PubMed

=391

Hughes CM. Medication non-adherence in the elderly: how big is the problem?
Drugs & Aging. 21(12):793-811, 2004.

Suarez-Almazor ME. Patient-physician communication. Current Opinion in
Rheumatology. 16(2):91-5, 2004 Ma.




Bing chung y vin

» Gan day, nghién ctru da chi ra moi tuong
guan gitta giao tiép hiéu qua va su giam
tan suat kién tung do sai st y khoa.

e More recently, research has revealed a
relationship between effective
communication and decreased Incidence
of malpractice claims

Lussier MT. Richard C. Doctor-patient communication: complaints and legal
actions. Canadian Family Physician. 51:37-9, 2005 Jan




K§ ning tot cho phép

 Thu thap thong tin hi¢u qua

» Cai thién chat luong diéu tri

» Nang cao tuan tha diéu tri

e Cai thién su hai long bénh nhan
e Giam sal sOt y khoa

o Cai thién su hai long cia NVYT




Giao tiép hudng nguodi bénh

1. Xay dung moi quan hé : PEARLS

2. Thu thap thong tin — thuong thao:

o Lang nghe tich cuc va phan hoi

o Truy van va ban luan vé van deé stc khoe

> Tom tat va hoi lai

3. Giao duc nang cao suc khoe

o MO0 hinh Hoi — Noi — Hoéi (Ask —Tell — Ask)




Giao tiép hudng nguodi bénh

1. Xay dung moi quan hé : PEARLS

2. Thu thap thong tin — thuong thao:

o Lang nghe tich cuc va phan hoi

o Truy van va ban luan vé van deé stc khoe

o TOm tat va hoi lai

3. Glao duc nang cao suc khoe

o MO hinh Ho1 — NOI — Hoi (Ask —Tell — Ask)
e 3 M0 hinh

> Dién ra song song

o Thuc hién linh hoat




1-Xay dung moi quan hé

» P — Partnership: Hop tac

» E — Empathy: Thau cam

» A—Apology: Xin 16i

» R — Respect: Ton trong

o L — Legitimation: Cong nhan
» S — Support: Ho tro

%



1-Xay dung moi quan hé

» P — Partnership: Hop tac
> Cling hop téc v6i nhau dé xac dinh va can
thi€p gia1 quyét van dé suc khoe
e Thuc hién
> Dung tir “ching ta”
o Cam on khi BN thuc hién theo yéu cau




1-Xay dung moi quan hé

 E — Empathy: Thau cam
> Hiéu dugc nhitng gi BN dang cam nhan, thé
hién cho BN thay nhitng gi chlng ta nghi

e Thuc hién
> Goi tén BN khi gap
> Chu y lang nghe
o Tu nhu: “t6i mubn hiéu”
> Giao tiép: thé hién théng tin da hicéu
o TOm tat nhanh: “co phai 1a ...”




1-Xay dung moi quan hé

» A—Apology: Xin 16i
> Thé hién sw nghiém tlc trong cong viéc, trong
khoa hoc, san sang chap nhan han ché néu co.
e Thuc hién
o Chap nhan sai sot: “xin 10i t0i da lam dau...”
o Str dung hop Iy tir “XIN LOI” khi can

o Thé hién long trac an, khong hai 1ong néu
bénh dién tien khong theo du kién




1-Xay dung moi quan hé

* R — Respect: TOn trong
o Thé hién sy tén trong doi véi cam nhan,
ki€n, quy€t dinh cling nhu con nguoi cua BN.
e Thuc hién
o “Anh/chj dau nhu thé nao!”
0 “Uéng thudc co bét dau khong? B6t duoc méy
phan?”
> “Anh/chi co thé cho toi khdm bung...?”




1-Xay dung moi quan hé

o L — Legitimation: Cong nhan
> Pong tinh véi y kién va quyét dinh ctia bénh
nhan.

e Thuc hién
> “Quyét dinh ctia anh/chi la hop ly...”




1-Xay dung moi quan hé

» S — Support: Ho trg
o Thé hién su cOng tac, gitp dd, ho tro lién tuc.
e Thuc hién

o “Néu bénh dién tién nang, Xin cu dién thoai
lién cho tolI...”

o Giai thich bénh va thudc diéu tri

o Giai thich tac dung ngoai V can theo doi




1-Xay dung moi quan hé

» P — Partnership: Hop tac

» E — Empathy: Thau cam

» A— Apology: Xin 16i

* R — Respect: Ton trong

o L — Legitimation: Cong nhan
» S — Support: Ho tro

PEARLS




Cau hoi — thic mic

“F - “T6m lai, t6i c0
| thé ndi anh bi
mot mui tén
xuyen qua
dau. Tuy
nhién, dé chac
an, t0l sé dé
nghi val chuc
e  Xetnghiém bo

"Olf hand, I'd say you're sufferng from an sung”
arrow through your head, but jusl 10 play
1 sale. 'm ordenng a bunch of tests”




2-Thu thap thong tin — thuong thao

» Lang nghe tich cuc va phan hoi
» Truy van va ban luan vé van dé stc khoe
o Tom tat va hoi lai




2-Thu thap thong tin — thuong thao

» Lang nghe tich cuc va phan hoi
> Bénh nhan ludn mudn dugce nghe
Bénh nhan: nhiéu théng tin dé noi
Bac si: it thoi gian kham bénh
Nhu cau khdm bénh c6 trong tam
o Ngit 101 1am thay doi ndi dung bénh sir

> Pinh hudng no1 dung hoi bénh




2-Thu thap thong tin — thuong thao

» Lang nghe tich cuc va phan hoi
> Can thai do:
To mo
Khong phan xét
C6 hiéu théng tin BN
o Can k¥ ning:
Lang nghe chu dong
bat cau hoi mé
T6ém tat y chinh ctia bénh s
Khuyén khich ké bénh
Dung ngdn ngit nguoi bénh




2-Thu thap thong tin — thuong thao

» Truy van va ban luan van deé stc khoe
> 1 1an khdm > 2 VDSK

> Yéu cau danh sach tat ca VDSK vao dau budi
kham

o Pat cau hdéi1 mo
> Pung bi ap dit bai gia thuyét ban dau (bénh
an, BN, BS)




2-Thu thap thong tin — thuong thao

» Truy van va ban luan van deé stc khoe
> 1 1an khdm > 2 VDSK

> Y8u cau danh sach tat ca VPSK vao dau bubi
kham

o Pat cau hdéi1 mo

> Pung bi ap dit bai gia thuyét ban dau (bénh
an, BN, BS)

o V1 du:

Anh/chi dén kham vi ly do gi? (tranh ding TAI
SAO?)

Con van dé gi nita khéng?




2-Thu thap thong tin — thuong thao

» Truy van va ban luan van deé suc khoe
> Tong hop thong tin
o Lua chon van dé strc khoe wu tién
> BN tham gia quyét dinh
o X&c 1ap gidi han, muc tiéu lan kham/diéu tri




2-Thu thap thong tin — thuong thao

» Truy van va ban luan van dé suc khoe
> Tong hop thong tin
o Lua chon van dé strc khoe wu tién
> BN tham gia quyét dinh
o X&c lap gidi han, muc tiéu 1an kham/diéu tri
> Vi du:

“Hién nay, anh/chi c6 nhiéu bénh. Nhung bénh A I3 uvu
tién nhat vi..”

“Rat kho dé chinh thude clng luc nhiéu bénh, vay tol de
nghi wu tién diéu tri bénh A trude, anh/chi c6 dong y
khong?”

“Anh /chi muon wu tién diéu tri bénh ndo trudc?”



2-Thu thap thong tin — thuong thao

e Truy van va ban luan van dé stc khoe
> BN nir, 56t, (22/05) mét, dau thuong vi, chudéng hoi 3
tuan
o Chan doan da co: suy tim d6 11, nhiém trung tiéu
o Thuoc dang dung: Digoxin; Lonlor(loratadin); Doren
o Kham:
Mach 100l/phut; HA 130/80 mmHg
tho nhanh 261/phat, SpO2 99%
Rale rit day 2 phé truong
An dau thuong vi
Tiéu binh thuong, khéng ngira
o PTD: thi€u mau moém, that T
Khong day that



2-Thu thap thong tin — thuong thao

e Truy van va ban luan van dé stc khoe

> BN nir, 56t, (22/05) mét, dau thuong vi, chudéng hoi 3
tuan

o Chan doan da co: suy tim d6 11, nhiém trung tiéu
o Thuoc dang dung: Digoxin; Lonlor(loratadin); Doren

o Kham: VAn d? sirc khoe
Mach 100l/phat; HA 130/
thd nhanh 261/phat, SpO!
Rale rit day 2 phé truong
An dau thuong vi
Tiéu binh thuong, khéng |

o DTD: thiéu Mau mom, 1
Khong day that




2-Thu thap thong tin — thuong thao

o TOM tat va hoi lai
> Phan biét: than phién — van dé strc khoe — bénh

Than phién: giéi han triéu chiung, dau ching

Van dé strc khde: nhom triéu ching, dau chung, chua rd
bénh

Bénh: héi du tiéu chuan chan doan
o TOmM tat thdng tin quan trong
> Phan hoi théng tin:
DPam bao hiéu chinh xac
Thé hién su quan tim nhimg gi BN noi
St dung ngon ngtr BN da dung
Han ché diing théng tin dién giai



3- Giao duc nang cao stc khoe

» Hoi: Hoi bénh nhan di hiéu duoc tinh trang
bénh?
Theo anh/chi thi bénh tiéu duong nguy hiém nhu thé
nao?
» NGi: trinh bay vé muc tiéu diéu tri
Hién bénh canh khdng cu thé, tuy nhién tdi nghi
dén....?

Muc tiéu trude mat 1a 1am cho chitc ning giap on
dinh..?

e Hoi: y kién, cam nghi, mong muodn cia BN
An b6t mudi c6 gay khé khin nao khéng?
Anh/chi c6 mudn theo ddi huyét ap tai nha khong?




Cam on da theo doi



