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BAN CHAT CUA XUNG POT

v/
%
Goc do Tam ly

Qua trinh moét bén
nhan ra quyén loi cla
minh bi anh hudng tiéu
cuc bai bén khac.

Goc do Xa hoi
Phuong tién dé dat
két qua... no luc vuon

|én bang cach can tré
dai tha.

Insight: Xung dot |a suw va cham gitra cac xu hudng tam ly trong mot co cau thong nhat.




CAC MUC PO XUNG POT

Nghiém trong

Xung dot ca nhan kéo dai,
can thi¢p chuyén sau

Trung binh

Thao lun nhém, diéu
chinh quy trinh

Nhe
Doi thoai nhanh, giai
thich rd rang




CAC GIAI POAN PHAT TRIEN CUA XUNG POT

5
¥ AP~ NGl

Tién xung dot: Xung dot cam Xung dot nhan Xung dot boc
Nhirng mam méng nhan duoc: thady duoc: phat:
bat dong ngam dinh. Cac bén bat dau thdy Sy bat dong 1 dong Tranh cai tryc tiép Pro-Tip: Can thiép
cang thang nhung da ro rang trong bang 16i néi, ngén ngay tu giai doan
chua bdc phat. quan diém. ngdn ngir ca thé, "Sinh higu" bat
hodc hanh dong dau bat thucn‘g(.h‘
dinh tré céng viéc. dimg chd dén

"Boc phat”. y/
Bocp ) 4




TAC PONG HAI MAT CUA XUNG POT

Mat Tich Cuc (Chiua lanh)

© 24 e (&
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- Bdc 16 cac van dé - Thic day doéi méi - Can bang quyeén lyc - Tang cudng hiéu biét
khé:ét |ap trong hé quy trinh y khoa. gilra cac khoa phong. vé sur khac biét.
thong.

Mat Tiéu Cuc (Gay hai)

o & & @

- Gay hao phi nguén - Lam suy giam uy tin - Chia ré bé phai - Gé'y sao nhang trong
Iyc y té quy gia. bénh vién. trong kip truc. viéc ra quyét dinh
diéu tri.




PHAN TICH NGUYEN NHAN

Yéu to To chuc

(Systemic)

Yéu t6 Ca nhan
(Individual)

- Nguon luc khan hiém
(Thiéu trang thiét b,
nhan luc).

- Co cau quan ly bat
hap ly.

- Thi€éu minh bach trong
phan cdng tryc va danh
gia thi dua.

- Su khéc biét vé dong ([
co va nang luc. |
-Binh kién ca nhan

ctia ngudi quan ly.

-Tam Iy s thay @6 (O
clia nhan vién y té. ar




BA PHAM VI XUNG POT PIEN HINH TRONG BENH VIEN

u%ﬁ:\ '3' Gilra cac nhém
7 (Intergroup)

* Gilra cac khoa phong
(VD: Khoa Xét nghiém va
Khoa Lam sang).

* Bat ngudn tir sy phan

b6 ngudn Iuc va quyén

*han khong déu.

Lién ca nhan
(Interpersonal) '

* Phd bién nhat.

» Thudng xay ra gilra Bac
si - Bac si, hodc Bac si -
Piéu dudng do khac

biét tinh cach, phong

cach lam viéc.

Xung dot vai tro g
(Role-based)

Xay ra do sir chong chéo
hodc thiéu rd rang trong
trach nhiém chuyén mon




CHUYEN DICH TU “POI PAU” SANG “PAM PHAN NGUYEN TAC”

Gidi thiéu 4 nguyén tac
cot 16i cia Phurong
phap Harvard:

1. Tach con nguoi

2. Tap trung vao lgi ich

3. Win-Win

4. Tiéu chuan khéch quan

(e e ———

Poi Pau (Confrontation)
- Thang/Thua
- Bao mon cam xuc
- Can trd chuyén mon

-—

Pam Phan Nguyén Tac
(Phuong phap Harvard)
- Hop tac
- Bao vé mai quan hé
- T6i wu hiéu qua y té




Nguyén tac 1: Tach con ngudi khdi van dé chuyén mon.

Thau hiéu tam ly: Nhan thirc rang d6i phuong 1a nguoi cé gia tri, van hda va cam xdc riéng.
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s e D3t minh vao vi tri clia ho dé hiéu
Nhan there (“Put yourself in their shoes").

» Phan xét géc nhin cla ho.

Car et e Cho phép ho giai toéa burc xic vé e Ngan can hoac phu nhan cam xdc
ap luc ca truc. cua ho.
Giao tiép e Ling nghe chd dong dé thau hiéu. | ° Il;éé:g nghe chi dé tim cach phan
\ Y,
: 't win |&i ot ctr chi mang
“Tip: Str dung 1 xin 16i nhu mot cU ¢ o
't,i:\?\.‘l;ii%usttfrqr‘:g%é Iam diu tinh hinh, khéng phai

d& nhan 16i chuyén mon.




Nguyén tac 2: Phan tich Loi ich (Interest)
thay vi ket lai & Lap truong (Position).
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Phan N6i - Lap trudng /
Position: Cai ma cac bén doi hoi.

"T6i muon dugc xép truc ca sang.”

— Phan Chim - Lgi ich Interest:
SA LRI/ ddang sau doi hoi.

Toi can thaoi gian dua con di hoc”
Nhu cau vé su an toan

_gi fch kinh té
SU ton trong

Muc tiéu ctia dam phan la tim kiém va giai quyét cac nhu cau

co ban an sau dudi “tang bang chim”.



Nguyén tac 3 & 4: Sang tao giai phap Win-Win dua
dua tren Tieu chuan khach quan.

Win-Win & So d6 hinh tron

Phén tich Y tudng
Vén dé Hanh dong
Thyc té ~ Cythé

)|
B trg Théa man
Lgiich Ca

- Di tir phan tich van dé
hanh dong cu thé.

Hai Bén

thurc té dén cac y tudng

- Tim kiém sy bd trg gilra cac lgi ich khac nhau
dé ca hai bén thda man.

Tiéu chuan khach quan

. — =

—l‘\t’ Mé neo khéch quan rj_

- Tuyét doi khong ap dat y chi ca nhan.

- S&r dung cac "mo neo" khach quan: Quy dinh
chuyén mon, phac do diéu tri, tién |é ctia bénh
vién, hodc gia tri thi trudng.



QUI TRINH 7 BUOC GIAI QUYET XUNG POT

MGi budc doi hdi su chinh xac va kiém soat cam xuc nhu mét ca phau thuét.




QUI TRINH 7 BUOC GIAI QUYET XUNG POT

Budc 1: Doi dién xung dot. Budc 3: Hen lich d6i thoai.
= + Nhin nh&n mau thuan 13 co hdi » Chon dia diém trung 1ap va thoi
()00 hoc hdi, khdng phai su de doa. 5571) gian thich hgp, khdng anh hudng
dén kip tryc cla ca hai.

Budc 2: Kéu goi doi phuong dai dién. Budc 4: Tao dung bai canh.

* Xé4c dinh ro va dap (rng nhu cau © * Don gian hda van dé trong tam;
dugc tdn trong, an toan clia doi LA déi tranh thai d6 do 16i hodc dé
phuong trudc khi bat dau. % cam xuc chi phdi bai canh.



QUI TRINH 7 BUOC GIAI QUYET XUNG POT

=Y Budc6: Cam két thuc hién.

@ Xac dinh r6 rang trach nhiém chuyén
man: Ai lam gi? Khi nao hoan thanh?

Budc 5: DGi thoai tim giai phap.

- S(r dung cau hdi md: "Diéu gi that sy da xay Budc 7: Duy tri hiéu qua.
ra?", "Ban cd suy ngh thé nao?" + Lién tuc theo doi va no luc bao vé
- Tap trung giai quyét van dé hién tai va cac két qua, thoa thuan da dat

hudng téi tuong lai. dugc.




XU LY SU CHENH LECH QUYEN LUC TRONG BENH VIEN

Mau thuan gila cac cap bac
(Vi du: Diéu dutng vs. Bac si
trudng khoa).

( Phat trién BATNA (Best Alternative To a Negotiated Agreement)

- / - BATNA la giai phap thay thé tot nhat néu dam phan that bai. A
"/ -Biétrd BATNA cua ban than giup ban tutin khong chap nhannhimgthoa L.
thuan toi té hoac bi ép budc bdi quyén Jyc.




“NHU THUAT” DPAM PHAN

Diéu tri:

Nhu thuat (Jujitsu)
Vﬁ'} de: - e Khong phan cong (Don't push
Thu thuat ban back).

Poi phuong tan cong, o TUr choi phan Urng tiéu cuc.

lra doi, gay ap luc. » Mi chi trich va huréng né vao

VAN BE, khong phai con nguoi.

o S dung su im lang nhu mot v khi.




HGi chan

Khi nao can "Hoi chan"?

- Thiéu kinh nghiém.

- B& tac hoan toan.

- Cam xuc qua cao (mat kiém soat).
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@3 Hoa giai (Mediation)
(1) m Giup cac bén tu tim giai phap.
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Phan xr (Arbitration)
Bén thir ba ra quyét dinh.




Muc tiéu toi thudng cua quan tri xung dot

"Hoa binh trong y té khdng phai la su vang bdng clia mau
thuan, ma la su hién dién clia cac giai phap sang tao..."
...dé dam bao muc tiéu cao nhat: Sirc khoe va su an

toan cua bénh nhan.



Xung Dot La Co Hoi Hop Tac
Trong mol truong bénh vién

"Xung ddt khdng phai 1a cudc chién can thang —
thua, ma Ia van dé can dwoc gidi quyét mot cach
hop tdc dé mang lai lgi ich t6t nhat cho nguoi
bénh."
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Ap dung phwong phap Harvard gidp xay dyng van Nl |f’iiiii T S LN
héa giao tiép tich cwe, bao vé moi quan hé dong e —
nghiép, va quan trong nhat 1a ddm bao chat lwong . |
cham soc nguwdi bénh khédng bi anh hwdng bdi — m - ‘—\‘

T
xung dot. y
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