86 Phan Binh Vi, Neuyén Ngoc Lan Chi / Tap chi Khoa hoc va Céng nghé Pai hoc Duy Tén 03(76) (2026) 86-95

TAP CHI KHOA HQC VA CONG NGHE DAI HOC DUY TAN @ PAI HQC DUY TAN

DTU Journal of Science and Technology 03(76) (2026) 86-95 SR

Truyén thong ndi bd trong to chirc khu vuc cong dudi goc nhin
hai 1ong truyén thong: nghién clru truong hop mot bénh vién cong 1ap

Internal Communication in Public-Sector Organizations from a Communication Satisfaction
Perspective: A Case Study of a Public Hospital

Phan Pinh Vii**, Nguyén Ngoc Lan Chi
Phan Dinh Vu @, Nguyen Ngoc Lan Chi

“Khoa Khoa hoc Xa héi va Nhan van, Truong Ngén ngit - Xa héi Nhan vin, Pai hoc Duy Tdan, Da chng, Viet Nam
“ Faculty of Social Sciences and Humanities, School of Languages, Humanities and Social Sciences,
Duy Tan University, Da Nang, 55 000, Vietnam

(Ngay nhdn bai: 24/02/2026, ngay phdn bién xong: 22/04/2026, ngay chap nhdn dang: 13/5/2026)

Tom tat

Bai viét tiép can truyén thong ndi bo (TTNB) nhu mot qué trinh giao tiép td chic trong khu vuc cong dudi goc nhin
1y thuyét hai 1ong truyén thong. Dua trén khung 1y thuyét ciia Downs va Hazen, bai viét str dung phuong phap nghién ctru
truong hop mot bénh vién cong lap, két hop phuong phép khao sat bang hoi, phong vén sau va quan sat thyc dia nham
nhan dién ddc diém van hanh TTNB va trai nghiém giao tiép cua nguoi lao dong trong bdi canh t6 chirc cu the Két qua
chi ra, trai nghiém TTNB dugc danh gia theo huéng tich cuc; trong tdm khia canh khao sat, mic d6 hoi nhép t6 chirc ghi
nhén gia tri cao nhét trong khi truyén thong ngang khong chinh thitrc ¢6 mtrc danh gia thép nhét Dt liéu dinh tinh cho
thdy hé thong truyén thong van hanh theo mé hinh t6 chure ban tép trung va chiu anh huong cua cu triic thir bac. Nghién
ctru g6p phan 1am rd TTNB nhu mot trai nghiém giao tiép gén vé6i cu trac t6 chirc, ddng thdi bd sung bang chimg thuc
nghiém cho nghién ciru truyén thong trong t6 chirc khu vuc cong tai Viét Nam.

Tir khéa: truyén thong nodi bo, truyén thong td chirc, hai 1ong truyén thong, khu vuc cong, t6 chirc y té

Abstract

This article approaches internal communication as an organizational communication process in the public sector
through the lens of communication satisfaction theory. Drawing on the framework developed by Downs and Hazen, the
study adopts a case study approach in a public hospital, combining a questionnaire survey, in-depth interviews, and field
observations to examine how internal communication operates and is experienced by employees within a specific
organizational context. The findings indicate that internal communication is generally perceived positively by employees.
Among the eight examined dimensions, organizational integration records the highest mean score, whereas informal
horizontal communication records the lowest mean score. Qualitative evidence further suggests that internal
communication operates within a semi-centralized communication structure shaped by hierarchical organizational
structures. The study contributes to a better understanding of internal communication as an experiential process embedded
in organizational structures, while providing empirical evidence for research on organizational communication in
Vietnam’s public sector.
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1. it van dé

Trong céc to chirc, TTNB giit vai trd quan
trong trong duy tri dong chdy thong tin, hd trg
phéi hop cong viée va dinh hinh méi trudng giao
tiép ctia nguoi lao dong. Tuy nhién, trong boi
canh cac to chirc cong van hanh theo cau trac thi
bac va quy trinh hanh chinh, cach thuc TTNB
dugc trién khai khong chi lién quan dén kha nang
tiép can va sir dung thong tin, ma con dén cach
cac hoat dong giao tiép duoc to chirc trong cong
viéc. Vi vay, phan tich TTNB can duoc dat trong
méi lién hé v6i bdi canh van hanh va diéu kién
giao tiép cua to churc.

Bénh vién cong 1ap 1a méi truong co dic diém
giao tiép dic thu, v6i yéu cau phdi hop lién
nganh cao va ap lyc chuyén mén 1én, khién
TTNB tro thanh mét thanh t6 quan trong trong
qua trinh van hanh t6 chirc. Trong bdi canh nay,
su thiéu hut co ché giao tiép hi€u qua va lam viéc
nhom khong chi can tré hoat dong ma con lién
quan dén cac sai s6t 1am sang va rai ro ddi véi
an toan nguoi bénh [5].

Tai Viét Nam, TTNB d3 duoc dé cap trong
mot s6 nghién ctru gin voi quan tri to chire, vin
hoa doanh nghiép va nang cao sy gin két cia
ngudi lao dong. Tuy nhién, cac tiép can ndy chu
yéu xem TTNB nhu hé théng kénh thong tin hodc
cong cu hd trg didu hanh, trong khi phan tich
TTNB nhu mdt qua trinh giao tiép to chirc va trai
nghiém ctia nguoi lao dong trong bdi canh cu thé
chua dugc chu y déy du, dac bi¢t & khu vuc cong.

Trén co s& d6, nghién ciru nham 1am rd cach
TTNB duoc van hanh va trai nghiém bdi nguoi
lao dong trong mgt bénh vién cong lap. Nghién
clru tap trung phén tich mdi lién hé giira cu trac
truyén thong, cach trién khai TTNB va trai
nghiém giao tiép cta nguoi lao dong, tir d6 bd
sung bang chimg thuc nghiém cho nghién ciru
truyén thong td chie trong khu vuc cong tai Viét
Nam, dong thoi lam rd khoang tréng vé viéc dat
hai 10ng truyén thong trong mdi quan hé véi cau
tric giao tiép va diéu kién van hanh cua t6 chuc.

2. Co'sé 1y thuyét va phwong phap nghién ciru
2.1. Co 56 Iy thuyét

TTNB duoc xem 1a mot qua trinh giao tiép
gdn véi cach thire t6 chtrc van hanh, phbi hop va
duy tri quan h¢ ndi bd. Theo cach tiép can nay,
TTNB khéng chi 14 hoat dong truyén dat thong
tin ma con bao ham céc tuong tac dap tmg nhu
cau thong tin va quan hé giita cic thanh vién
[12], déng thoi né dugc dat trong mot hé théng
giao tiép tich hop nhidu cdp d6 va hinh thic khac
nhau [4]. Cac nghién ctru trong linh vuc truyén
thong to chire ciing cho thay viéc chia sé va dién
giai thong tin trong to chirc chiu anh hudng cua
cdu tric quyén luc, quan hé giira cac cap va bdi
canh t6 chirc cy thé [8], [10].

Trong bbi canh d6, 1y thuyét hai 1ong truyén
thong do Downs va Hazen phat trién cung cép
mot khung phan tich nham nhan dién cach cac
thanh vién cdm nhan hoat dong giao tiép trong
t6 chirc. Theo Downs va Hazen [2], hai 10ng
truyén thong phan anh mac d6 ma hé thong giao
tiép trong t6 chirc dép img nhu ciu thong tin lién
quan dén cong viéc va hd trg cac mdi quan hé
giao tiép giita cac thanh vién. Khai niém nay
dugc xdy dung nhu mot cAu trac da chiéu, bao
gdm nhiéu thanh phan phan 4nh cac khia canh
khac nhau cta qua trinh giao tiép trong t6 chc,
nhu hdi nhap td chuc, phan hdi ca nhan, méi
truong truyén thong, truyén thong ngang khong
chinh thuec [2], [1].

Duya trén co so d6, bang hoi hai long truyén
thong (Communication Satisfaction
Questionnaire — CSQ) dugc str dung rong rai
trong nghién ctru truyén thong to chirc nhu mot
cong cu do luong cac khia canh cua trai nghiém
giao tiép trong to chirc [2]. Cac nghién ciru tiép
theo khong chi cai tién cong cu do ludong nay [3],
ma con chi ra hai 1ong truyén thong c6 lién hé véi
cac yéu to nhu kénh truyén thong va phong cach
lanh dao [7], trong khi cac nghién ciru vé TTNB
cling nhin manh vai trd ctia bdi canh to chirc
trong dinh hinh cac qué trinh giao tiép ndi b [11].



88 Phan Binh Vi, Neuyén Ngoc Lan Chi / Tap chi Khoa hoc va Céng nghé Pai hoc Duy Tén 03(76) (2026) 86-95

Trong t6 chic khu vuc cong, TTNB thuong
chiu anh hudng cua bdi canh hanh chinh, quy
trinh ra quyét dinh va cac dic diém t6 chirc, tir d6
dinh hinh céch thong tin duoc tiép can va sir dung
trong cong viéc [9]. Cac yéu t6 lién quan dén moi
trudng va qua trinh ra quyét dinh nay ciing dugc
nhén manh trong cac md hinh truyén thong khu
vuc cong [6]. Tir goc nhin truyén thong t6 chic,
nhitng dic diém nay gin véi cau triic thi bac va
quan hé quyén lyc, qua d6 dinh hinh cac diéu kién
tham gia giao tiép trong to chirc [8].

Trén co sé d6, van dung 1y thuyét hai 1ong
truyén thong cho phép tiép can TTNB khong chi
nhu mot hé théng cong cu hay kénh thong tin, ma
nhu mot trai nghiém giao tiép dugc hinh thanh
trong bdi canh to chirc cy thé. Theo cach tiép can
nay, mirc d hai 1ong truyén thong phan anh cach
thirc cac thanh vién cam nhan va dién giai cac qua
trinh giao tiép trong to chirc, gin véi vi tri tham
gia va diéu kién tuong tac cua ho, thay vi duoc
xem nhur chi béo tryuc tiép ciia hidu qua TTNB.
2.2. Phwong phap nghién ciru

Bai viét dugc trién khai theo thiét ké nghién
ctru truong hop tai Bénh vién Phuc hdi chuc
nang thanh phd Hué nham phan tich TTNB trong
bbi canh mot to chirc y té cong lap cu thé. Pong
thoi, bai viét sir dung phuong phap nghién ctru
hon hop, trong d6 dir li¢u dinh luong gitp nhan
dién xu hudng trai nghiém truyén thong cua
nguoi lao dong, con dir liéu dinh tinh gop phan
dién giai két qua khao sat va lam rd cach thic
véan hanh cta hé thong giao tiép trong t6 chc.

Dir liéu dinh luong duoc thu thap qua khao
sat bang hoi dbi véi 90 vién chire va nguoi lao
dong (khoang 75% tong nhan sy). Cong cu khao
sat duoc xdy dung dya trén khung 1y thuyét hai
1ong truyén thong ctia Downs va Hazen, st dung
thang Likert 5 muc d¢ dé do luong cac khia canh
TTNB. Céc khia canh duoc diéu chinh & muc do
phtt hop bdi canh bénh vién, dong thoi bo sung
noi dung vé sy hai long trong cong viéc nham
phan anh trdi nghiém giao tiép gan voi moi

truong lam viée cu thé. Do tin cdy cua cac nhom
bién duogc kiém tra bﬁng hé s6 Cronbach’s Alpha
nhu budc ra soat ky thuat ddi voi cong cu do
ludng. Dit liéu duoc xir Iy bang théng ké mo ta,
trong do so sanh gi4 tri trung binh gitra cic nhom
nhan sy dugc su dung nham nhén dién cac khac
biét trong cam nhén truyén thong. Cach tiép can
nay phu hop véi dinh huéng kham pha cua
nghién cuu truong hop, cho phép mo td xu
hudéng va goi mé khac biét trong trdi nghiém
giao tiép giira cac nhom, thay vi kiém dinh gia
thuyét suy dién.

D@ li¢u dinh tinh dugc thu thap thong qua
phong van sau ban ciu tric véi mot dai dién lanh
dao va hai can bo truyén thong, két hop quan sat
thuc dia tir thang 9 dén thang 10 nam 2025. Thiét
ké phong vAn ban cau tric duoc lua chon dé bao
dam dinh huéng ciia chii dé nghién ctru, dong
thoi duy tri tinh linh hoat trong khai thac trai
nghiém va quan diém ctia nguoi tham gia. Cac
dbi tugng dugc lya chon cé chu dich, tép trung
vao nhitng vi tri lién quan tryc tiép dén hoat dong
truyén thong dé cung cip goc nhin tir cdp quan
1y dén cap trién khai trong hé théng giao tiép noi
bd. Céc trich din duoc ma hoa nhim bao dam
tinh 4n danh, v6i hé ky hiéu gém loai dit liéu va
nhom ddi tugng (PVS — phong van sau; LD —
lainh dao; NV — nhan vién phu trach truyén
thong) kém s thit ty twong ing (PVS-LD, PVS-
NVI, PVS-NV2).

Viéc két hop hai ngudn dit liéu cho phép ddi
chiéu gifra xu huéng trai nghiém truyén thong tir
khao sat bang hoi va bang chimg dinh tinh vé
thuc tidn van hanh hé théng giao tiép, tir d6 gop
phan lam rd mdi lién hé giita cdu tric truyén
thong, co ché trién khai va trai nghiém ctia nguoi
lao dong.

3. Két qua nghién ciru
3.1. M hinh té chirc bg phén truyén thong

Phan nay trinh bay két qua phan tich cau tric
va cach thire van hanh TTNB nham lam 3 bdi
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canh giao tiép, day la co s de lién két dac diém
cau truc giao ti€p voi két qua veé trai nghiém

89

truyén thong cia nguoi lao dong duoc trinh bay
& phan tiép theo.

[ BAN GIAM BOC ]

[

TO TRUYEN THONG - MANG LUGI TRUYEN THONG
GIAO DUC SUC KHOE CAC KHOA/PHONG

1

PHU TRACH

( PHY TRACH BIENTAP ) ( CONG NGHE THONG TIN

) ( PHU TRACH TIN BAI )

Hinh 1. Mb hinh t6 chtc bd phan truyén thong tai Bénh vién Phuc hdi chirc nang thanh phé Hué

[Ngudn: Nhom tac gia khao sat]

Két qua nghién ctru cho thiy truyén thong
dugc to chirc theo mo hinh béan tap trung, trong
d6 quyén dinh huéng va kiém soat thong tin tap
trung & cap lanh dao. Ban Giam déc gitr vai tro
trung tdm trong diéu phdi va dinh hudng noi
dung, thé hién muc do tap trung quyén luc giao
tiép twong ddi rd. Viéc trién khai va truyén tai
thong tin dugc thyc hién thong qua T Truyén
thong — Gido duc stc khde va mang luédi cac
khoa, phong.

Hoat dong truyén thong gan véi co ché diéu
hanh va thyc thi nhiém vu chuyén mon. Céc
thong tin quan trong dugc théng nhit & cap quan
1y trude khi chuyén xudng cic don vi nham bao
dam tinh nhat quan trong chi dao va phdi hop
cong viéc: “cdc thong tin noi bo chu yéu duoc
théng nhat tir Ban Gidm déc réi méi trién khai
xuong cdc khoa, phong dé thuc hién” (PVS-LD).

O cép trién khai, T6 Truyén thong — Gido duc
suc khoe hoat dong theo co ché kiém nhiém véi
quy md nhan sy han ché. Phé giam dbc bénh
vién kiém nhiém chirc vu to trudng, phy trach
bién tap va kiém duyét ndi dung; nhiing thanh
vién khac déu dam nhiém vi tri chuyén mon tai
céc don vi va tham gia hoat dong truyén thong
theo hinh thirc ki€ém nhiém. Theo can bd phu
trach, viéc trién khai phu thudc dang ké vao su
phéi hop gitta cac don vi va ngudn luc sn co:
“phdn I6n hoat dong truyén théng do cdc don vi

phéi hop thuec hién, vi khéng cé b phdn chuyén
trach rieng” (PVS-NV1).

Bén canh dau mdi trung tim, mang ludi
truyén thong tai cac khoa, phong giit vai tro
chuyén tai thong tin va hd tro lién két giita cac
don vi. Dong thong tin cha yéu dién ra theo
chiéu doc tir cdp lanh dao xudng cac don vi
chuyén mon, trong khi tuong tac ngang va céc
trao doi khong chinh thirc phu thudc nhiéu vao
quan h¢ cong viéc va sy chu dong cd nhan. Nhu
chia sé ciia can bo phu trach truyén thong, “trao
doéi giita cdc khoa chii yéu dwa vao sw chii dong
lién hé truc tiép, chia cé co ché phéi hop thuong
xuyén” (PVS-NV2). O goc nhin quan ly, lanh
dao bénh vién cling ghi nhan “van con khoang
cach trong giao tiép giita cic khoa/phong va
gitta cdc cdp quan 1y” (PVS-LD). Ciu tric ban
tap trung cho thay truyén thong gan chit véi hé
théng quan 1y va diéu hanh, qua d6 duy tri tinh
thong nhét thong tin va hd trg pho bién chi dao
chuyén mén, dong thoi tao ra nhimg khuén mau
nhat dinh trong to chtrc dong thong tin va hinh
thire tuong tac gitra cac bd phan.

Bén canh pham vi TTNB, cu triic ndy ciing
chi phéi cach trién khai truyén thong bén ngoai.
Trong diéu kién khong c6 bd phan chuyén bi¢t,
viéc xdy dung ndi dung, cung cp thong tin va
phéi hop véi cac dbi twong bén ngoai dugce thuc
hién qua ciing hé thong dau méi va co ché diéu
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hanh. Diéu nay cho thdy truyén théng t6 chic  mirc do tap trung va co ché phdi hop khong chi
van hanh nhu mot mang ludi twong dbi thdng  anh huong dén TTNB ma con dinh hudng cach
nhét, gan voi cdu triic quan 1y va didu kién hoat 6 chirc twong tac voi cac ddi tuong bén ngoai.
dong chung. Theo d6, dic diém dong thong tin,

3.2. Két qud khdo sdt cong chiing nji by

3.2.1. Pdc diém mau nghién ciru

Bang 1. Dic diém mau nghién ciru

Pic diém S6 lwong Ty 18 (%)

Gidi tinh

Nam 28 31,1
Nit 62 68,9
Thdm nién

Duéi 5 nam 37 41,1
Tir 5 nim dén dudi 10 nam 30 33,3
Tir 10 nam dén dudi 20 nim 17 18,9
Tur 20 nam tré 1én 6 6,7

Vi tri cong tac

Béc si 29 32,2
Y st 14 15,6
Duoc si 3 33
Diéu dudng 16 17,8
K§ thuat vién 19 21,1
Nhan vién hanh chinh 5 5,6
Khac 4 4,4
Trinh do

Sau dai hoc (SBH) 23 25,6
Pai hoc (PH) 34 37,8
Cao dang (CD) 21 233
Trung cip (TC) 12 13,3

Mau khéo sat chiém khoang 75% tong nhan Su phan bé mau cho thiy lyc lugng lao dong

su, phan anh twong d6i day du cac nhém chirc  ¢6 chuyén mén twong ddi cao va kinh nghiém
ning trong t6 chirc. Co cdu mau da dang vé giéi ~ nghé nghiép da dang, tao diéu kién dé quan sat
tinh, thAm nién, vi tri cong tac va trinh dd hoc  céch thirc cdc nhém nhan su tiép can, dién giai
van cho phép ghi nhan trai nghiém TTNB tir  va trai nghiém céc hoat dong giao tiép trong moi
nhiéu vi tri khac nhau trong hé thong t6 chirc. truong lam viéc. Trong pham vi nghién ctu
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truong hop, co cdu mau nay cho phép phan anh
tuong dbi r6 dic diém trai nghiém TTNB cia
cong ching ndi ba.
3.2.2. Trdi nghiém truyén théng ndi bé cia cong
chung ngi bo

Cac khia canh TTNB dugc do luong dua trén
khung 1y thuyét hai 1ong truyén thong. Két qua

kiém tra do tin cay cho tha‘iy hé s6 Cronbach’s
Alpha cua cac nhom chi bao dao dong tir 0,738
dén 0,849, phan anh muac do nhét quan noi tai
chép nhan dugc dbi véi muc tiéu mé ta trong
pham vi nghién ctru trudng hop. Cac chi s6 nay
duogc st dung nhu mot bude ra soat ki thuat ddi
v6i cong cu do luong, khong nham khang dinh
gia trj cAu tric cua thang do.

Bang 2. Kiém tra murc d§ nhat quan ndi tai ciia cdc nhom chi bao

Cac khia canh TTNB S6 bién quan sat | Cronbach’s Alpha
Mirc do gan két va thong tin vé to chirc 3 0,764
Quan h¢ giita cac thanh vién trong t6 chirc 3 0,799
Chat luong kénh TTNB 3 0,835
Muc do hoi nhap cua td chuc 3 0,849
Phén hoi c4 nhan 3 0,840
Moi trudng truyén thong 4 0,843
Truyén théng ngang cép khong chinh thirc 3 0,738
Su hai long trong cong viéc 3 0,834

Béng 3. Két qua danh gia ctia cong ching noi

bd d6i vdi cac khia canh truyén thong ndi bd

Cic khia canh TTNB Gid tr trung binh | D9 léch c,h'fén
i (Mean) (Std. Deviation)
Mirc d6 gan két va thong tin vé to chirc 3,97 0,833
Quan hé giira cac thanh vién trong t6 chtic 3,89 0,897
Chat luong kénh TTNB 3,91 0,871
Mirc d6 hoi nhap cua t6 chirc 4,00 0,847
Phan hoi ca nhan 3,90 0,879
Moi trudng truyén thong 3,87 0,907
Truyén thong ngang cap khong chinh thirc 3,74 0,878
Su hai long trong cong viéc 3,96 0,922

Két qua thong ké mo ta cho thdy, trai nghiém
TTNB cua nguoi lao dong nhin chung dugc ghi
nhan & muc tich cyc trén thang do Likert 5 muec,
gia tri trung binh cia cac khia canh dao dong tu
3,74 dén 4,00. Trong d6, mac do hoi nhap to
chic ¢o gia tri trung binh cao nhit (Mean =
4,00), trong khi truyén thong ngang cip khong

chinh thirc ghi nhan muc thap nhit (Mean =
3,74).

Su khac biét gifra cac khia canh cho théy cac
chiéu canh ciia TTNB khong duoc trai nghiém
dong déu, phan anh dic diém véan hanh cua hé
thdng giao tiép. Cac ndi dung lién quan dén
thong tin chinh thirc va kha nang tiép can thong
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tin phuc vu cong vi¢c (nhu hoi nhap td chuc, chat
luong kénh TTNB) c6 xu huéng dugc danh gia
cao hon, cho thay vai tro chii dao ciia kénh giao
tiép theo chiéu doc trong cung cip thong tin va
hd trg hoat dong chuyén mén. Viéc truyén dat
thong tin twong dbi 6n dinh tir cp quan 1y dén
céc don vi gop phan ciing ¢ cam nhén vé su két
nbi véi to chirc va kha ning tiép can thong tin
can thiét cho cong viéc.

Nguoc lai, cac khia canh lién quan dén tuong
tac ngang va phan hdi khong chinh thirc ¢ muc
danh gi4 thip hon, ddc biét ¢ truyén thong ngang
cap khong chinh thirc. Piéu nay cho thay céc
hinh thirc trao ddi giira cic c4 nhan va don vi
chua tro thanh mot co ché phdi hop on dinh. Két
qua nay c6 thé duogc 1y giai tir cach t6 chire dong
thong tin trong don vi, trong d6 giao tiép ngang
chua giir vai tro trong tim trong hé thong TTNB.

Dit liéu phong véan cho thiy cac han ché trong
giao tiép ngang va phan hoi hai chiéu xuat hién
1d trong thuc tién lam viéc. Khoang cach giao

tiép gitra cac cdp va giira cac khoa/phong, cling
ap luc cong viéc va tam 1y ngai gop v (“con han
ché do dp e cong viée va tam 1y ngai gép y” —
PVS-NV1, PVS-NV2) dugc ghi nhan nhu nhiing
biéu hién cu thé trong qua trinh trao doi va phdi
hop. Nhiing bang chimg nay cung cp thém bdi
canh dé dién giai cac xu hudng danh gia tir dir
liéu khao sat.
3.2.3. Sy khdc biét trong trdi nghiém truyén
thong noi bo giita cac nhom nhan sy

Céc phan tich so sanh nham nhan dién khac
bi¢t trong trai nghi¢m TTNB gitta cac nhom,
theo dinh huéng mé ta — kham phé thay vi kiém
dinh suy dién. Cac khia canh duoc lya chon so
sanh 1a nhirg thanh phan c¢6 ¥ nghia 16n d6i véi
viéc dién giai cau triic giao tiép trong to chirc,
thay vi bao quat toan bd tam khia canh cua thang
do. Cach tiép can nay cho phép xem xét TTNB
nhuy mot qua trinh giao tiép dwoc trai nghiém
khéc nhau tity theo vi tri tham gia va mirc d6 gén
két ctia cac nhom.

Bang 4. Trai nghiém truyén thong ndi bo theo gidi tinh

Khia canh TTNB Mean (Nit) | Mean (Nam) Al\_l;‘:n(ll)w"
Mirc do hoi nhap t6 chirc 4,17 3,63 +0,54
Phan hoi ca nhan 4,03 3,61 +0,42
Truyén théng ngang cap khong chinh thirc 3,85 3,50 +0,36
Moi trudng truyén thong 4,00 3,58 +0,42

Nhém nit 6 xu hudng ghi nhan mirc danh gia
tich cuc hon trén hau hét cac khia canh, dic biét
& khia canh muc d6 hoi nhap t6 chire. Xu hudng
nay goi ¥ khac biét vé cach cac nhom tham gia
va tiép nhan céac hinh thirc giao tiép chinh thirc
trong t6 chirc. Trong khi d6, khia canh truyén
thong ngang cap khong chinh thirc ghi nhan muc

chénh léch thip hon giita hai nhém, cho thay cac
trai nghiém lién quan dén giao tiép ngang it chiu
anh hudng ciia yéu to gidi tinh hon so véi cac
hinh thirc giao tiép chinh thirc. Mtic chénh léch
gitra hai nhém dao dong tir nho dén trung binh
(AMean =~ 0.36 — 0.54), cho thdy khac biét chu
yéu & xu hudng trai nghiém.
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Béng 5. Trai nghiém tmyén thong ndi bd theo trinh d hoc van

Khia canh TTNB (Clg-e:;lC) (DII\I/E;]I;H) AMe};‘FIJ(r(s:glgc )
Mirc d6 hoi nhap to chirc 4,17 3,97 +0,20
Phan hdi ca nhan 4,17 3,86 +0,31
Truyén thong ngang cap khong chinh thirc 3,92 3,72 +0,20
Méi trudng truyén thong 4,13 3,83 +0,30

So sanh theo trinh d6 hoc van, nhom c6 trinh
do BH va SDH c¢6 xu huéng danh gia than trong
hon so v&i nhom con lai, dac biét & cac khia canh
phan hoi ¢4 nhan va méi trudng truyén thong. Su
khac biét nay khong phan b dong déu gitra cac
khia canh, ma tap trung rd hon & cac ndi dung
lién quan dén phan hoi va didu kién twong tac
trong to chirc, trong khi cac khia canh khac ghi
nhan murc chénh léch thép hon. Cac chénh léch
quan sat nhin chung & mtrc nhé (AMean = 0,20
— 0,31), phan anh khéac biét vé xu hudng trai
nghiém hon 1a sy phan hoa 13 rét vé mic d6 hai
long gitra cac nhom.

Nhin chung, cac khac biét quan sat dugc gitra
céc nhom chu yéu thé hién dudi dang trai nghiém
giao tiép, thay vi phan hoa rd rét ¢ timg khia
canh riéng 1¢. Nhiing két qua nay cho thay trai
nghiém TTNB c6 lién h¢ vai vi tri tham gia va
mirc d6 gan két cua cac nhom trong hé thong
giao tiép cua t6 chirc, ddng thoi cung cap co sd
dé phan tich sau hon trong phan thao luan.

4. Théo luan

Két qua nghién ciru cho thdy TTNB dugc ghi
nhan & muc tuong ddi tich cuc trén cac khia canh
co ban. Tuy nhién, mirc d6 hai 1ong can duoc
hiéu nhu mot chi bao vé cach nguoi lao dong
cam nhan qua trinh giao tiép trong t6 chtc, thay
vi 1a bang ching truc tiép cho hiéu qua truyén
thong theo nghia chién luge. Cach dién giai nay
phu hop véi 1ap luan cua Downs va Hazen [2],
theo d6 hai 1ong truyén thong phan anh mirc do
dap ting nhu ciu thong tin va quan hé giao tiép,
chtr khéng dong nhat véi hidu qua van hanh
truyén thong.

Trong bdi canh t6 chirc y té cong lap voi dic
diém hanh chinh — chuyén mén 3 nét, cac danh
gia tich cyc c6 thé dugc 1y giai tir cach dong
thong tin dugc to chic va didu phdi. Viée truyén
dat twong d6i nhat quan tir cip quan 1y dén cac
don vi gbp phan bao dam kha ning tiép cén
thong tin phuc vu cong viée va ciing cd cam nhan
vé sy két nbi véi to chirc. Quan sat ndy tuong
thich véi cac nghién ctru vé truyén thong khu
vuc cong, vén nhan manh vai tro cia ciu trac
hanh chinh va quy trinh ra quyét dinh trong dinh
hinh céach thirc théng tin dugc phan phdi va sir
dung [6], [9], qua d6 gin Vi cac quan hé quyén
I va céu trac tht bac trong to chirc [8].

Tuy nhién, sy chénh 1éch gitia cac khia canh
TTNB, dic biét giita giao tiép chinh thic va giao
tiép ngang khong chinh thirc, cho thiy khoang
cach giira kha ning tiép cén thong tin va kha
nang tham gia vao cac tuong tac giao tiép. Diéu
nay goi ¥ rang hé thong TTNB vén hanh tét &
chirc ning truyén dat va diéu phdi thong tin,
nhung chua tao lap duogc cac diéu kién tuong
g cho twong tac ngang va phan hoi hai chiéu.
Tir goc do truyén thong cau thanh [10], han ché
nay cho thay cac qua trinh giao tiép khong chi to
chirc dong thong tin ma con gop phan hinh thanh
cach cac thanh vién tham gia vao cac qua trinh
phéi hop trong 6 chirc.

O goc d6 bang chung dinh tinh, cac két qua
nay tiép tuc duoc ciing ¢ khi cac trong tac ngang
va phan hoi hai chiéu dugc ghi nhan 1a phy thuge
nhiéu vao quan h¢ cong viéc va su chu dong ca
nhan, thay vi dugc chuan hoéa thanh quy trinh.
Diéu nay goi y rang giao tiép ngang chua dugc
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van hanh nhu mot thanh phﬁn 6n dinh cua hé
thong TTNB, qua d6 cho thdy méi trudng tuong
tac va cac chuan muc giao tiép dong vai tro quan
trong trong dinh hinh cac qua trinh phdi hop, vuot
ra ngoai ciu trac dong thong tin chinh thirc.

Trong boi canh to chirc sir dung cac kénh
TTNB da dang, bao gdm ca nén tang céng nghé,
két qua khao sat cho thay chat luong kénh duogc
danh gia twong ddi cao. Tuy nhién, viéc tng
dung cong nghé chi yéu cai thién toc do va kha
nang tiép can thoéng tin, nhung chua cai thién
tuong tng chat lugng tuong tac & cip do to chirc.
Diéu nay cho thiy cong nghé dong vai tro hd trg
qua trinh truyén dat, nhung khong thay thé cac
didu kién can thiét dé duy tri giao tiép hai chiéu
va dbi thoai, qua d6 1y giai su chénh léch gitta
danh gi4 tich cuc d6i véi kénh TTNB va mirc
thap hon & cac hinh thirc tuong tic ngang.

Khéc biét trong danh gid gifra cdc nhom chu
yéu phan 4nh su da dang trai nghiém giao tiép
hon 1a sy phan hoa o rét vé mirc do hai long.
Nhom c6 trinh @6 chuyén mon cao c6 xu hudng
danh gia than trong hon, goi y khac biét vé ky
vong d6i v&i chat luong thong tin va muac do
tham gia vao cac qua trinh giao tiép. Két qua nay
phul hop véi cac tiép can xem TTNB nhu mot
qua trinh giao tiép da chiéu, gin voi nhu cau
thong tin va twong tac ciia cac nhom trong to
chtrc [11], dong thoi twong thich véi cac nghién
ctru cho thay hai 1ong truyén thong co lién hé véi
kénh truyén thong va phong cach lanh dao trong
td chirc [7].

Tir goc d6 1y thuyét, nghién ctru cung cb kha
ning van dung mo hinh hai 1ong truyén thong
ctia Downs va Hazen trong bdi canh t6 chtc y té
cong lap, ddng thoi nhan manh viée dién giai cac
thanh phan cia mo hinh can dugc dat trong mbi
lién hé véi cau truc giao tiép va diéu kién van
hanh cu thé cua t6 chirc trong khu vuc cong.

5. Két luan va ham y quan tri
5.1. Két lugn

Nghién ciru cung cdp thém bang ching thuc
nghi¢m vé TTNB trong bénh vién cong lap, lam

rd moi lién hé giita céu tric truyén thong, trai
nghiém giao tiép va mac d6 hai long ctia nguoi
lao dong. Két qua cho thidy, TTNB nhin chung
dap ung nhu cau thong tin phuc vu van hanh;
trong d6 hoi nhép t6 chirc duoc danh gia cao
nhét, giao tiép ngang khong chinh thirc dugc ghi
nhan thép nhat, phéan anh dac diém ctia mé hinh
t6 chirc truyén thong ban tip trung va co ché
kiém nhiém.

Khéc biét giita cac nhoém nhan sy cho thay trai
nghiém va ky vong truyén thong khong dong
nhat, qua d6 gop phan 1y giai xu huéng danh gia
tich cuc trong bdi canh to chiic cu thé. Két qua
dong thoi 1am rd cach tiép can hai long truyén
thong nhu mot chi bao vé trai nghiém giao tiép,
dit trong boi canh t6 chire khu vuc cong.

Bén canh cic dong gop, nghién ciru ton tai
mot s han ché. Thir nhat, dit liéu khao sat dua
trén ty bao céo c6 thé chiu anh huong cta bdi
canh van hoa to chirc c6 tinh thir bac, noi céc
danh gia c6 xu hudng mang tinh thich nghi véi
co ché van hanh hon 1a phan 4nh day du cac
chiéu canh phé phan. Thit hai, nghién ctru truong
hop tai mdt bénh vién cong 1ap con han ché vé
kha nang khai quat héa cho cac boi canh to chirc
khac. Nhitng han ché nay goi md huéng nghién
ctru tiép theo c6 thé mé rong pham vi khao sat
hoic két hop cac cach tiép can khac nham 1am 16
hon dic diém TTNB trong khu vuc cong.

5.2. Ham y quan tri

Céc ham ¥ quén tri dwoc rat ra tir dic diém
cau tric truyén thong va trai nghiém giao tiép
ctia nguoi lao dong trong t6 chirc nghién ctru.

Thir nhdt, v6i dac diém cau trac truyén thong
ban tap trung va vai tro chu dao cua céc kénh
chinh thuc theo chiéu doc, TTNB can dugc xem
nhu mot thanh té ciia hé thong giao tiép t6 chirc,
gdn véi qua trinh diéu phdi cong viée va chia sé
thong tin chuyén mén, thay vi chi 1a kénh truyén
dat thong tin hanh chinh.

Thir hai, giao tiép ngang khong chinh thirc
dugc danh gia thip hon so vdi cac khia canh
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khac cho thiy nhu cau ting cuong cac co ché
phdi hop va twong tac gitra cac khoa, phong. Céac
hinh thtrc khuyén khich trao d6i cong viéc, phan
hoi hai chiéu va chia sé thong tin giita cac don vi
g6p phan cai thién trai nghiém giao tiép va hd tro
van hanh lién nganh trong moéi truong bénh vién.
Diéu nay déc biét quan trong vi viéc thiét 1ap cac
ciu tric giao tiép chuan hoa va kénh phan hoi
lién tuc dugce xem 1a yéu t6 gop phan giam thiéu
rii ro con ngudi va nang cao chat lugng chim
soc y té [5].

Thir ba, mé hinh van hanh dva vao céc dau
mdi truyén thong kiém nhiém cho thiy vai tro
két ndi thong tin tai cap khoa, phong cé y nghia
quan trong. Viéc 1am rd chic nang tong hop
thong tin, chuyén tai ndi dung va phan hoi cta
cac dau mdi co thé ting cudng giao tiép ngang
va phan hoi hai chiéu ma khong doi hoi thay d6i
16n vé co cau td chirc hay ngudn lyc.

Thir tir, sy khac biét trong trai nghiém truyén
thong goi v rang nhu cau va ky vong thong tin
ctia cac nhom nhan sy khong hoan toan dong
nhat. Vi vay, thiét ké noi dung va kénh truyén
thong can linh hoat, phu hop vé6i dac diém cong
viéc, muc do tham gia va nhu cAu thong tin cua
tung nhom.

Thir nim, mtc d6 hai 10ng twong dbi tich cuc
chua phan anh day di chat luong tuong tac va
phan hoi trong hé thong giao tiép. Bén canh chi
bao hai 1ong, cic co sd y té cong 1ap cb thé bd
sung cac chi bao danh gia TTNB gan véi mirc do
tuong tac, kha niang phan hdi va hiéu qua phdi
hop gitta cac don vi, nham phan anh sat hon vai
tro cia truyén thong trong van hanh to chic.
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