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Ganh niing chim séc, chit lwong cude séng va mot sé yéu to lién quan caa [8]
ngwoi cham séc chinh ngwoi bénh ung thw tai Bénh vién Pa khoa Thai
Binh nam 2025
Nguyén Vin Tién, Tran Phuong Linh, Nguyén Thu Hién, Vi Minh Phuong,
Lé Viét Cuong, Hoang Minh Phu, Khamthon Sengchan, Mai Thi Pao

Trai nghiém cia nguwoi bénh kham ngoai tra tai Phong kham da khoa [18]
Quoc té Ngoc Lan nam 2025
Ngo6 Minh B¢ , Hoang Ngoc Hung, Ca p Van Ninh

M&i lién quan giira phoi nhiém pm2.5 va cing thing tim ly trong cong [25]
dong tai thanh phé H6 Chi Minh

Dinh Thi Giang, Nguyén Ngoc Nhat Thanh, Tran Ngoc Dang, Truong Thi
Thuy Dung

Kién thirc, thai d9 va thue hanh ciia ba me c¢6 con gai tir 9-17 tudi vé tiém [38]
vic xin HPV tai thanh phd Cin Tho nim 2024

Lé Minh Hiru, Nguyén Thi Kim Phuong, Tran Thi Huynh Nhu, Truong
Thi Thity Nguyét, Nguyén Ngoc Diém Quynh, Lé Thai Phuong Thao

Khao sat kién thirc, thai dd va cac yéu t6 lién quan vé phong ngira kiém [47]
soat bénh séi ciia nhan vién y té tai bénh vién San - Nhi Séc Tring nim
2025
Lé Cam Thuong, Ly Quéc Trung, Hb Gia Hao, Truong Thi Thu Thao,
Nguyén Vin Phuong, Lé Thi Anh Thu
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Ti 18 Kiét sirc va cac yéu t6 lién quan 6 sinh vién y da khoa truwong Pai hoc
y khoa Pham Ngoc Thach
Nguyén Thi Quynh Giang, Tran Tién Tai, Cao Nguyén Hoai Thuong

Thue trang thai do ddi véi nghién ciru khoa hoc ciia sinh vién diéu dudng
nim cudi tai truomg Pai hoc Y Ha Noi nim 2026

Lé Thi Thao Nguyén, Lé Dinh Tung, Truong Quang Trung, Nguyén Hong
Luong, Lé Thi Thuy Linh, Vi Thi Bao Ngan, Luong Tuin Anh
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TRAINGHIEM CUANGUOIBENHKHAM NGOAI
TRU TAI PHONG KHAM PA KHOA QUOC TE
NGOC LAN NAM 2025

Ngo6 Minh D¢’, Hoang Ngoc Hung', Cap Van Ninh?

TOM TAT
Muc tiéu: Muc tiéu cua nghién curu la mo ta trai nghiém cua nguoi bénh kham ngoai tru tai Phong
khdam Pa khoa Quoc té Ngoc Lan niam 2025.

Déi twong va phwong phdp nghién civu: Nghién ciru mé ta cdt ngang trén 200 nguoi bénh ngoai
tru duwoc chon bc%ng phwong phap chon mau thudn tién. Sir dung b cdu hoi khdo sat go”‘m cac nhom

yeu to vé quy trinh, co so vdt chat, thoi gian cho, thdi do nhan vién y te, ket qua dich vu va vién phi.

Két qua: Két qua nghién ciru cho thdy ty 1é trdi nghiém chung tich cwc dat 87%. Trong dé, nhém
c6 trai nghiém tot nhat la vé thai d giao tiép (84,5%) va chi trd vién phi (81,5%). Nhém ¢6 ty 1é
trdi nghiém thap nhat la thii tuc — quy trinh (56%) va thoi gian cho cdn lam sang (94% nguwoi bénh
phai cho). Trinh dé hoc van, sit dung thé BHYT va so6 lan kham tai phong khdm 1a yéu té ¢6 lién
quan ré rét dén trdi nghiém (p = 0,01). Do vdy can tdp trung cdi thién quy trinh vdn hanh, thoi

gian cho va cac dich vu tién ich dé nang cao chat luwong dich vu.

Két lugn: Nguoi bénh dén kham tai Phong kham da khoa Quéc té Ngoc Lan cé trdi nghiém véi
dich vu y 1é tich cuc & nhiéu khia canh. Trinh d6 hoc van, sir dung the BHYT va s6 lan kham tai

phong kham la yéu té ¢6 lién quan ré rét dén trai nghiém.

Tir khoa: trai nghiém, kham ngoai tru.

PATIENT EXPERIENCE OF OUTPATIENT
CONSULTATION ATNGOC LAN INTERNATIONAL
GENERAL CLINIC IN 2025

Ngo Minh Do’, Hoang Ngoc Hung', Cap Van Ninh?

ABSTRACT

Objective: The objective of this study is to describe the experience of patients seeking outpatient

care at Ngoc Lan International General Clinic in 2025.

Materials and Methods: A cross-sectional descriptive study of 200 outpatient patients selected by
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convenience sampling. A survey questionnaire was used, covering factors such as processes,

facilities, waiting time, healthcare staff attitudes, service outcomes, and medical fees.

Results: The research results showed that overall positive experience rate was 87%. The areas

with the best experiences were communication attitudes (84.5%) and payment for medical fees

(81.5%). The areas with the lowest experience rates were procedures (56%) and waiting time for

paraclinical tests (94% of patients had to wait). Education level, use of health insurance cards,

and the number of visits to the clinic were factors significantly related to the experience (p = 0.01).

Patients had a relatively good experience with the clinic's services. There is a need to focus

on improving operational procedures, waiting times, and additional services to enhance service

quality.

Conclusions: Patients visiting Ngoc Lan International Clinic report positive experiences in

various aspects. Education level, use of health insurance cards, and number of visits to the clinic

are factors that are clearly associated with their experience.

Keywords: experience, outpatient consultation.

Tac gia:

1. Bénh vién Phéi Trung Uong

2. Truong dai hoc Kinh doanh va Cong nghé Ha N1

Email: minhdotb@gmail.com

Ngay nhan bai: 19/09/2025
Ngay guri phan bién: 27/10/2025
Ngay duyét bai: 06/01/2026
DOI: 10.53522/ytcc.vi75.02

1. PAT VAN PE

Trong nhitng nim gan day, trai nghiém ngudi
bénh ngay cang tr¢ thanh mot chi tiéu duoc
nhén manh trong quéan 1y va danh gia chat luong
dich vu y t&.! Theo nghién ctru & Thuong Hai
cho thay c¢6 91,4% ngudi bénh co trai nghiém
tich cuc vé giao tiép gitra bénh nhan va nhan

vién y té va 91,9% nhan duoc su ton trong.?

Tai Viét Nam, nam 2021, theo khao sat tai bénh
vién Quan 2 TP HO Chi Minh cho thay ngudi

bénh co trai nghiém t6t vé thoi gian chd (trung
binh 14 11,74+9,69 phut, kha ngan) (28% khong
phai cho).? Yéu t6 thoi gian chd 1a mot yéu td
quan trong dbi voi kham bénh ngoai trd, 13 yéu
t6 gitta chan bénh nhan gin bé véi bénh vién.

Phong kham Pa khoa Quéc té Ngoc Lan duoc
thanh 14p tir nam 2018 tai thanh phd Lang Son,
12 mot trong nhitng co s y té tu nhan c6 quy
mo trung binh, phuc vu khoang 300400 luot
kham mdi ngay. Viéc xay dung trai nghiém tich
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cuc cho nguoi bénh dong vai tro quan trong
trong viéc tao dung niém tin va nang cao stc
canh tranh cho bénh vién. Hién nay van chua
c¢6 nghién ctru hé thdng nao danh gia toan dién
vé muc do trai nghiém cua ngudi bénh & cac
phong kham thudc khu vuc trén. Cau héi vu
tién dit ra 1a: Thyc trang trai nghi¢m cua nguoi
bénh diéu tri ngoai tra 1a gi? Nhing yéu t nao
anh hudng tich cyc dén trai nghiém nguoi bénh

diéu tri ngoai tra?

Viéc thyc hién nghién ctru nay vi thé khong chi
nham do ludng mirc do hai 1ong, ma con giup
nhén dién cac diém manh, diém yéu trong cung
g dich vu, tir d6 1am co sé hoach dinh chién
luoc nang cao chat lwong trong thoi gian toi.
Vi vay chiing t6i tién hanh nghién ctru nay véi
muc tiéu: M0 ta trai nghiém cua nguoi bénh
kham ngoai trii tai Phong kham da khoa Quéc
té Ngoc Lan nam 2025.

2. POI TUQONG VA PHUONG PHAP
NGHIEN cUU

2.1. Péi twong nghién ciru

Ngudi bénh tir 18 tudi tré 1én dén kham ngoai
tr tai Phong kham, da hoan thanh toan b quy
trinh kham chira bénh ngoai tra va déng ¥ tham
gia khao sat. "Hoan thanh toan by quy trinh"
dugc dinh nghia 1a nguoi bénh da thuc hién
xong cac budce tir dang ky, kham 1am sang, thuc
hién can 1am sang (néu c6), thanh toan vién phi,
dén nhan thudc (néu co) va sin sang roi khoi

phong kham.
2.2. Thoi gian va dia diém nghién ciru

Nghién ctru dugc thyc hién tai Phong kham da
khoa Qudc té Ngoc Lan, thanh phd Lang Son
tir ngay 01/01/2025 dén 20/01/2025.

2.3. Thiét ké nghién ciru:
Nghién ciru mé ta cit ngang.
2.4. C& mdu va phwong phdp chon méu

C& miu: tinh theo cong thirc mau ude tinh mot

ty 1€ nhu sau:

n: ¢& mau nghién ciru tdi thiéu can phai c6

Z: hé s tin cay 0 muc xac sut 95% (a=0,05)
tuong ung véi Z=1,96.

p: p = 0,856 1a ty 1& ngudi bénh trai nghiém t6t
theo nghién ctru ctia Tran Thi Phuong Lan va
cong su (2023) tai Bénh vién quan 2*

d: 1a sai sb chép nhén dugc. Ching t6i chon
d=0,05

Vay ¢& mau t6i thiéu 1a n = 189. Thuc té, chiing
to1 nghién cuu trén 200 ngudi bénh.

Phwong phap chon miu: Nghién ctru sir dung
phuong phap chon mau thuan tién. Phong van
mdi ngay 10 ngudi bénh bat ky thoa man diéu
kién chon mau, lién tuc cho dén khi du s6 lugng
méiu 200 nguoi bénh trong 04 tuan (20 ngay
lam viéc).

2.5. Bién sé nghién ciru

bic diém chung cua do6i tuong nghién cuu:

tudi, gioi tinh, nghé nghiép.,...

Trai nghiém cua ngudi bénh ngoai tri: thu tuc
— quy trinh; Thoi gian cho: Thoi gian cho kham
bénh, thoi gian cho can lam sang, thoi gian
cho lanh thube. Céac yéu tb lién quan dén
trai nghiém nguoi bénh:co sd vat chét, thai
do phuc vu, két qua kham chira bénh, cung cép
cac dich vu tién ich, chi tra vién phi. Cac bién
sb khac: trinh d6 hoc van, st dung thé¢ BHYT

va s6 1an kham tai phong kham.
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2.6. Phwong phap thu thdp thong tin

Bo cong cu sir dung chinh “Phiéu khao sat trai
nghiém nguoi bénh ngoai trt” da dugc tac gia
Tran Thi Phuong Lan hi€u chinh dya trén bd
cong cu khao sat trai nghi¢ém cua nguodi bénh
ctia S& Y té thanh phd H6 Chi Minh, két hop
v6i cac bd cong cu khdo sat trai nghiém nguoi
bénh ngoai tra PEPAP-Q va OPEQ. Phiéu khao
sat duoc thiét ké véi 32 cau hoi va 05 phuong
an tra 101 theo thang thtr bac tir thip dén cao
tang dan twong Gng v4i chat luong trai nghiém.
PEPAP-Q 1a BS cau hoi dugc phan tich danh
gia phuong sai va ty 1¢ khong phan hoi cho cac
muc, cAu trac nhan to cua bang cau hoi va céac
thudc tinh sb liéu cua thang do. Cac thang do
c6 tinh nhat quan ndi bd va gia tri hoi tu va
phan biét. Tat ca cac thang do déu khac biét
va don chiéu. OPEQ duoc chimg minh 1a mot
bang cau hdi dang tin cdy va hop 1€, c6 do nhat
quan cao.

2.7. Phwong phdp thu thdp va xir Iy sé liéu

Phuong phap thu thap s6 liéu: Toan bd quy
trinh thu thdp dugc thuc hién thong qua phong
van truc tiép nguoi bénh bing bd cong cu da

duoc chuan hoa.

Trudce khi tién hanh thu thap sb liéu chinh thuc,
cac nghién ctru vién s€ dugc dao tao ky ludng

v&:Noi dung nghién ctru, k¥ niang phong van.

Trai nghiém cua nguoi bénh dugc khao sat véi
bd cau hoi thiét ké 32 cau hoi va 05 phuong an
tra 101 theo thang thr bac tir thip dén cao ting

dan twong mg v6i chat luong trai nghiém:

- Mirc V: Trai nghiém rit tot (twong
duong 5 diém)

- Murc IV: Trai nghiém tét (twong duong
4 diém)

- Muc III: Trai nghiém binh thuong
(tvong duong 3 diém)

- Muc II: Trai nghiém khong tét (twong
duong 2 diém)

- Muc I Trai nghiém rat kém (twong

duong 1 diém).

Xt 1y s6 liéu theo huéng dan xt 1y va phan
tich s6 liéu ctia bo cong cu thu thap s liéu dinh
luong nham phuc vu cho muc tiéu nghién ctru.
Céac cau hoi déu co phuong an tra 16i theo 5
mutc (tir mtc 1-3: trai nghiém khong tt/ chua
tich cuc, muc 4-5: trai nghiém tt), trir cac cau
hoi trong nhém bién thoi gian cho.

Dir liéu dugc phan tich bang SPSS 22.0. Phan
tich thong ké mo ta, kiém dinh Chi binh phwong,
OR voi khoang tin cay 95%.

2.8. Dao dirc nghién ciru

Déi tugng nghién ciru hoan toan ty nguyén tham
gia sau khi da duoc giai thich rd vé muc dich
va y nghia ctia nghién ctru. Nghién ctu dugc
tham dinh khoa hoc va dao duc trong nghién
ctru boi Hoi dong tham dinh dé cwong luan vin
thac singanh Quan ly bénh vién truong Pai hoc
Thing Long theo Quyét dinh s 241000806/
QD-DHTL ngay 08 thang 10 nam 2024.

3. KET QUA

Trong tong s6 200 ngudi bénh tham gia nghién
ctru, nir gidi chiém ty 1é cao hon nam gidi (59%
so voi 41%). Nhom tudi dudi 60 chiém da sb
(58.,5%). Ty 1& nguoi song ¢ thanh thi cao hon
(56,5%) so véi nong thon (43,5%), ti 1€ trinh
d6 hoc van dudi THPT 14 61%. Trong s6 ngudi
bénh tham gia khao sat, 62,5% c6 str dung thé
BHYT trong dot kham nay. Ty I¢ nguoi bénh
ting dén kham tai phong kham tir 2 1an tro 1én
chiém 51,5%.
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Bing 1. Dic diém chung ciia doi twong nghién

nhat (9,5 phit) va c6 ty 1& ngudi khong phai

ciru (n=200) chd cao nhit (33,5%).
Pic diém T%E)Sé 1(“;01)@ Bing 3. Ty I¢ trdi nghigm tot chung ciia nguwoi
U 82 41.0 bénh ngogi tri
101 tIn
N 118 59.0 Trai nghiém | Trai ng-
~ 5 khong tot | hiém tot
N <60 tudi 117 | 585 Nhém s n il
Tudi Ty = e SL | % | sL | %
- ' Tha tuc quy trinh 88 | 44 | 112 | 56
Trinh 4 Duci THPT 122 | 610 Co s vt chat a8 | 24 [152] 76
OC van \ 1A -
i Tu THPT tro lén 8| 390 Thai do giao tidp 31 | 155 169 | 845
. Thanh thi 113 56.5 : . ~
Noi séng : D}ch vu kham chira 44 2 | 156 | 78
Néng thon 87 43.5 bénh
Hinh thite Kham dich vu 75 37,5 Dich vu tién ich 49 24,5 | 151 | 75,5
kham Kham bao hiém 125 62.5 Chi tra vién phi 37 185 | 163 | 81,5
S5 1An Kham lan dau tai o7 485 Trai nghi€ém chung 26 13 | 174 | 87
kham tai PK ’ £ . AL X fsoaa - A,
hong T - Trong s6 cac nhom yeéu td, thai do giao ti€ép cua
puong Kham tir 1an 2 tai 103 515 . ) ‘ ' . )
kham PK ’ nhan vién y t€ co ty 1€ trai nghiém tot cao nhat

Bing 2. Trdi nghiém ngwoi bénh vé thoi gian

(84,5%), tiép theo 1a chi tra vién phi (81,5%)
va dich vu kham chita bénh (78%). Nhom c6

cho
ty 1¢ trai nghi¢m tot thap nhat la thu tuc — quy
Khong Phai cho Thi gian inh (56%). cho thiv dav 13 khau .
Thoi gian phai cho doi chir trung trin ( 0), cho thay day ’a au can uu tién
SL | % | SL | % [binh(phit)| caitién. Ti 1€ trai nghiém tot chung la 87%.
Thoi gian - ~ , 5 5 X e
chodangki | 41 | 205|159 | 795 | 12,682 Bdng 4. Nhdn xét chui quan cua NB vé dich vu
kham bénh va khd nang quay lai
Thoi gian S5
cho kham 35 | 17,5165 82,5 | 154+12,7 < 6lwong | Tilé
bénh Dac dicm ™ | (%)
Thoi gian Qua t¢, t6i khong mudn quay 0 0
chothue = 113 | 6 | 188 94 |454+308 wolai PR
1en can lam T6i diéu tri tai PK nay vi 4 2
Sang khong con Iya chon Khac
Thoi gian T 1R A ox
chor dong 67 33,5]133]665| 95114 ll;?m duge, c6 thé 101 s& quay 81 40,5
tién — - — -
Thoi gian T(A)F, c~ha.c ?ha.nA toi s€ quay .1'411 73 36,5
cho linh 54 27 | 146 | 73 15,4 +£109 TO} s€ gioi thiéu cho nguoi 0 71
thuoc khac

Phéan 16n ngudi bénh phai chd doi & tit ca cac
khau trong quy trinh kham bénh. Dac biét, ty 1€
phai chd doi cao nhat 14 & khau thyc hién cin
lam sang (94%), véi thoi gian cho trung binh
1én dén 45,4 phat — cao nhét trong tit ca cac

bude. Nguoc lai, thoi gian chd dong tién 13 thap

Khi duge hoi vé mirc d6 hai long tong thé, 87%
ngudi bénh c6 trai nghiém chung tdt, trong do
36,5% khang dinh “chic chin s& quay lai” va
21% cho biét s& gidi thiéu phong kham cho
ngudi khac. Chi 2% ngudi bénh cho rang dén
kham vi khong con lya chon khac va khong co
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ai danh gia dich vu 13 “qua t&”.
4. BAN LUAN

Két qua phan tich nghién ctru cho thay nit gidi
chiém ty 1& cao hon nam gidi (59% so voi
41%), twong dong véi xu hudng tiép can dich
vu y té cao hon & nit gidi duoc ghi nhan trong
nhiéu nghién ctru trude day.>® Phu nit thudng
c6 xu huéng quan tdm dén strc khoe ca nhan
cling nhu gia dinh, dac bié¢t 6 do tudi trung nién
— vbn 1a nhom dén kham chu yéu tai phong
kham. V& d6 tudi, nhém dudi 60 tudi chiém ty
1¢ 16n hon (58,5%), cho thdy nguoi bénh chi
yéu niam trong do tudi lao dong. Nhom ngudi
bénh tir 60 tudi tre 1én chiém 41,5%, phan anh
mot ty 1é dang ké nguoi cao tudi tim dén phong
kham dé quan 1y bénh Iy man tinh hodc kham
dinh ky. Ti 1¢ trinh d6 hoc vin dudi THPT la
61%. Nhom ngudi c¢6 trinh do hoc van thap
hon thuong st dung dich vu y té dua trén su
tin twdng vao nhan vién y té hodc truyén miéng

hon Ia dich vu chuyén sau.

Xét vé diac diem kham chita bénh, c6 62,5%
ngudi bénh sir dung thé BHYT trong 1an kham
nay, phan anh xu hudng tan dung quyén loi bao
hiém khi khim tai co s& tu nhan c6 lién két
BHYT. Tuy nhién, ty 1é nay van thdp hon mat
bang cac bénh vién cong lap, cho thiy ngudi
bénh van lya chon song song ca kham dich vu
hodc tu chi tra, dé rGt ngan thoi gian hodc ¢
trai nghi¢m thodi mai hon. Pang chu y, c6 téi
51,5% nguoi bénh da dén kham tir hai 1an tro
1én. Ty 18 quay lai cao 1a yéu t6 quan trong doi
v6i mo hinh phong khdm tu nhan, vén hoat
dong dua vao sy hai long va trung thanh cua
khach hang. Két qua nay phu hop vdi cac nhin

dinh trong nghién ctru tai Bénh vién Hiru nghi

Viét Ptc voi 99,8% ngudi bénh cho biét s&
quay lai va gi6i thiéu nguoi than néu co trai ng-
hiém t6t.° Cac nghién ctru trén thé gidi ciing chi
ra rang mirc d6 quay lai cia ngudi bénh thuong
cao hon & cac co sé tu nhan néu dich vu dap
tmg dugc 3 yéu td: thoi gian hop 1y, giao tiép
rd rang va chi phi doan dinh dugc.”™

Két qua nghién ctru cho thay da phan ngudi
bénh phai chod ¢ tat ca cac khau, trong do6 thoi
gian chd trung binh cao nhét 1a tai khau thyc
hién cdn lam sang (45,4 phut). Thoi gian cho
kham bénh tuong dbi dai (15,4 phat) va chi
c6 khoang 17,5% ngudi bénh khong phai cho.
Céc nghién ctru trén thé gidi ciing cho thiy
rang ngudi bénh xem thoi gian chd doi lau 1a
rao can dé thuc sy nhan duoc dich vu va khién
ngudi bénh phai chd doi mot cach khong can
thiét c6 thé 1a nguyén nhan gay cang thang cho
ca nguoi bénh va bac si.' Thoi gian cho lau
lién quan dén kha nang gidi thiéu, trai nghiém
bi anh huong ti€u cuc ma thoi gian chd ting
1én ciing anh hudng dén nhan thirc vé thong tin,
hudng dan va diéu tri do bac si va nhitng ngudi

cham soc khac cung cap."

Nhin chung, trai nghi¢m ctia nguoi bénh & mirc
tich cuc voi 87% nguoi bénh co trai nghiém
chung t6t. Twong tu, nghién ctru ctia Tran Thi
Phuong Lan (2023) tai Bénh vién quén 2 cling
chi ra rang trong khi cac yéu t6 nhu thai do
phuc vu dat trén 86% trai nghi¢m tdt, thi dich
vu tién ich va thoi gian chd van con han ché,
v6i ty 18 trai nghiém thap hon 60%.*

5. KET LUAN

Ngudi bénh dén kham tai Phong kham da khoa

Qudc té Ngoc Lan c¢o6 trai nghiém tich cuc &

nhiéu khia canh. Ty 1€ trai nghiém tbt chung
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dat 87%, trong d6 cao nhat 1a giao tiép nhan
vién (84,5%), thap nhat 1a thu tuc — quy trinh
(56%). Thoi gian cho tai can lam sang con
kéo dai. Phong kham can cai tién thu tuc quy
trinh, dich vy va cai tién thém co s¢ vat chat.
6. XUNG POT LQI ICH

Céc tac gia tuyén bd khong co xung dot loi ich.
7. TAI TRQ

Nghién ctru nay khéng nhan ngudn tai trg bén

ngoai nao.
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