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Danh gia su hai long cuia ngudi hénh
tai Bénh viG[l huyén Dan Phuong
Thanh pho Ha Néi nam 2021

ASSESSMENT OF PATIENTS SATISFACTION AT DAN PHUONG
DISTRICT HOSPITAL IN HANOI IN 2021

DPoan Quang Huy, Nguyén Binh Vi
Hoc vién Y Duoc hoc cb truyén Viét Nam
Bénh vién huyén Ban Phwong thanh phé Ha Noi

TOM TAT
Muc tiéu: Danh gia sy hai long cua nguoi bénh tai Bénh vién Huyén Pan Phuong nam 2021.
Déi twong va phwong phdp: Nghién ciru mé td cdt ngang dwoc thue hién trén 880 nguoi bénh va ngueoi

nha ngwoi bénh diéu tri ndi trii tai Bénh vién Huyén Pan Phirong nam 2021. Thoi gian nghién civu tir thang
03/2021 d@én thang 09/2021.

Két qua: Mirc do hai long chung ciia ngieoi bénh vé cong tac kham chita bénh rat hai long va hai long
chiém 97,04%, cu thé:hai long vé thoi gian cho doi ciia nguwdi bénh dé dwge cham séc va diéu tri (>90%);
hai long ciia nguoi bénh doi véi giao tiép va twong tac véi nhdn vién y té (>98,8%); hai long ciia ngurdi
bénh vé thii tuc hanh chinh (>96%); hai long vé cung cdp théng tin cho nguwoi bénh (>99,5%).

K&t luan: Hau hét ngueoi bénh hai long vé cong tac kham chita bénh ciia bénh vién.

Tir khoa: Sy hai long cua nguoi bénh, kham chiva bénh, Bénh vién Huyén Pan Phuong.

SUMMARY

Objective: Assess patient satisfaction at Dan Phuong District Hospital in 2021.

Subjects and methods: A cross-sectional descriptive study was carried out on 880 patients and their

families inpatient treatment at Dan Phuong District Hospital in 2021. Study period from March 2021 to
October/ 2021.

Results: The overall satisfaction level of patients about the medical examination and treatment is

very satisfied and satisfied accounted for 97.04%, specifically: Satisfied with the patient's waiting time

Ngay nhdn bai: 23/7/2021
Ngay phan bién: 29/7/2021
Ngay chdp nhin ding: 16/8/2021
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for care and treatment. >90%), patient satisfaction with communication and interaction with medical
staff (>98.8%); patient satisfaction about administrative procedures (>96%), satisfied about providing

information to patients (>99.5%).

Conclusion: Most of the patients are satisfied with the medical examination and treatment of the

hospital.

Keywords: Patient satisfaction, medical examination and treatment, Dan Phuong District Hospital.

DAT VAN BE

Su hai long ctia nguoi bénh (NB) 1a mét thai do
hudng t6i mot trai nghiém vé cham soc ste khoe.
Khai ni¢m nay nhéan manh dén khia canh tdm Iy ctua
NB, ma diéu nay phu thudc vao tam trang NB tai
thoi diém diéu tra. Sy hai long cia NB dugc xem la
phin khong thé thiéu cua chit lugng cham soc st
khoe (CSSK)[8].

Su hai long cia NB la “tai san” va “thudc do”
dé danh gia chat luong dich vu y té ciia bénh vién.
Vi vay chi s6 hai long ctia NB 14 tiéu chi ding dé do
luong su dap tmg cta cac co so y té dbi v6i nhimg
mong doi cia NB vé cac dich vu y té. Sy kém hai
1ong ciia NB c6 quan hé nhan qua vai khiéu kién va
1 nguyén nhén thic day y dinh khiéu kién. Noi cach
khac sy hai long cua NB 14 thude do cao nhét cua
chat luong hoat dong cua cic co sd y té chir khong
phai nhitng hinh thtrc ton vinh nao khac[2],[5].

Nhiéu két qua thu dugc tir cac nghién ctru vé su
hai 1ong ctia NB cho thdy nhu cau hanh vi ciia NB
bi anh hudng truc tiép tur tinh trang stre khde cua ho.
NB duoc ton trong va dugc tham gia vao cac quyét
dinh trong qua trinh diéu trj thi ¢6 mirc hai 1ong cao
hon so véi viée chi tudn theo y 1énh cua thay thube
[6]. Nghién ctru cia Nguyén Thi Phi Linh (2002)
khao st trén 533 ngudi bénh ndi tra nham xac dinh
céc yéu t6 lién quan dén sy hai long cua NB ndi tra
vé chit lugng CSSK tai Bénh vién Trung tdm Dai
hoc Nancy (Phap) cho thdy nam gidi ¢6 xu hudng
hai long hon nir gidi [8].

TAP CHi Y DUGC CO TRUYEN VIET NAM

Tai Viét Nam cling da c6 nhiing nghién ctu
danh gia sy hai long ciia NB nhdm danh gia chat
luwong dich vu y té tai mot s6 bénh vién. Phung Van
Tan (2016), nghién ctru sy hai 1ong ciia NB vé cong
tac kham chira bénh tai Bénh vién Da khoa Son Tay
(Ha No¢i) [2], NB hai long chung vé dich vu bénh
vién chiém ty 1€ 91,5%, khong hai long vé cac mat
nhu thoi gian cho doi lau, tha tuc nhap vién va xuét
vién cham, kham bénh nhanh, so sai, huéng din

nguoi bénh chua rd rang,...

Bénh vién Huyén Dan Phuong 1a bénh vién
chuyén khoa thuéc S¢ Y té Thanh phd Ha Noi.
Bénh vién dang nd luc v& moi mat dé hudng t6i su
hai long ctia NB. Tuy nhién, cho téi nay chua co
nghién ctru nao danh gia thuc té mirc do hai long
ciia NB vé cac hoat dong dich vu ctuia bénh vién. Do
d6, dé co cac so liéu, bang ching nham gitp bénh
vién thuc thi hiéu qua “Dbi méi phong cach, thai do
phuc vu cta can bo y t& hudng t6i sy hai long cua
nguoi bénh”, ching toi tién hanh nghién ctru nay
voi muc tiéu: danh giad su hai long cua ngudi bénh
tai Bénh vién Huyén Pan Phugng nam 2021. Két
qua nghién ctru s& gop phan gitp nang cao hiéu qua
hoat ddng ctia Bénh vién noi riéng va cong tac cham

soc va bao vé stic khoe nhan dan néi chung.
DOI TUONG VA PHUONG PHAP NGHIEN CUU
*P6i twgng nghién ciru.

Nguoi bénh, nguoi nha nguoi bénh dicu tri ndi

trt tai Bénh vién Huyén Pan Phuong nam 2021.

* Tiéu chuan lua chon:
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- Nguoi bénh, nguoi nha ngudi bénh dang didu
tri noi tra tai Bénh vién Huyén Pan Phuong trong

khoang thoi gian nghién cuu.

- Dbi tugng nghién ctru dong ¥ tham gia nghién
va du kha nang tham gia nghién ctru.

* Tiéu chudn logi triv:

- Khong phai la nguoi bénh hoac khong phai
ngudi nha nguoi bénh dang diéu tri noi tru tai bénh
vién.

- Khong dong y tham gia nghién ciru va khong
¢6 kha nang tham gia nghién ctru.

*Pja diém va thoi gian:

Nghién ctru dugc tién hanh tir thang 3/2021 dén
thang 09/2021 tai Bénh vién da khoa Huyén Pan
Phuong.

*Phwong phap nghién ciru.
+Thiét ké nghién ciru:
Nghién ctru mé ta cit ngang.
C& miu va phwong phap chon miu:
* Co mau:
C& mau dugc tinh theo cong thirc: n = %M
-1 1a s6 d6i twong can nghién ciru.
-Y=1,96 tuong tmg véi a=0,05 (xac suat 95%).
- p la ty 1¢ hai long cta ngudi bénh, gia dinh p
=50%.
- ¢ 1a sai s6 Iwa chon = 0,05.
-1=(1,96)2x 0,5 x 0,5/(0,05)2 = 384,16 z 385
Nhu vay mau t6i thiéu la 385.
*C¢ mau thye té:

Bénh vién Huyén Pan Phuong dugc S¢ Y té
thanh phd Ha Noi giao diéu tri ndi tra 170 giwdng

bénh. BV gém 4 khoa Lam sang, mdi khoa tir 42
- 48 giudng bénh. Ching t6i phong van mdi khoa
220 nguoi bénh, nha ngudi bénh, tong sb 1a 880
phiéu diéu tra, nhu vy mdi khoa duoc phong vén
sO ngudi bénh gap 5 1an sb chi tiéu givong bénh
duogc giao.

*Phwong tién nghién ciru:

Phiéu khao sat tu dién v6i bo cau hoi duoc thiét
ké sdn, gom cac ndi dung lién quan:Thoi gian cho
ctia ngudi bénh; Cham soc cua diéu dudng; Didu
tri cia Bac sy; Gido duc stic khoe cua bénh vién;
Thoéng tin cua bénh vién; Nhu cAu cla ngudi bénh;
Co s6 vat chit va Trang thiét bi cta bénh vién.
*Phwong phap danh gia:

Danh gia theo tiéu chi trong b cau hoi:

+ Hai long hay khong hai long.

+ Mirc d6 hai 1ong: Rét hai long, hai long, chua
hai long.

*Phwong phap thu thap thong tin:

- Lién hé cac khoa lam sang, chon NB, nguoi
nha NB du tiéu chi dé trao doi, giai thich, bao dam
giit bi mat thong tin dé ddi trong nghién ctru an tam
hop tac.

- Phét phiéu khao sat, huéng din ndi dung va
cach chon tra 161 cac cau hoi.

*Pao dirc trong nghién ciru.

Nghién ctru duge théng qua Hoi dong Y dirc
Hoc vién Y Duoc hoc ¢b truyén Viét Nam.

*Xir ly va phan tich.

Cac sb liéu nghién ctru dugc phan tich theo
chuong trinh SPSS 20.0. M6 ta va so sanh sy khac
nhau gitra cac ty I¢.

KET QUA

Théng tin chung ciia d6i twong nghién ctru
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Bang 1. Thong tin chung vé ddi twong nghién ciru (n=880)

Pic diém S6 lwgng % Ty 1é
tudi 29 - 18 59 6,7
Tudi tudi 39 - 30 82 9,3
tudi 49 - 40 147 16,7
tudi 50< 592 67,3
Nir 504 57,3
Gi6i Nam 376 42,7
Khong biét chir 13 1,5
Trinh do Tiéu hoc 262 29,8

Nhom tudi > 50 c6 ty 16 tham gia nghién ctru cao nhit (67,3%), thip nhat 1a nhom tudi 18 - 29 (6,7%).
Nguoi bénh 1a ni chiém 57,3%, cao hon nam (42,7%). Trinh do hoc van Trung hoc co so chiém ty 1€ cao
nhat chiém 52,0%.

*Syr hai long ciia ngudi bénh ndi tru tai bénh vién.

Bang 2. Sy hai long ctia ngudi bénh vé thoi gian tiép can cong tac kham chita bénh

Yéu t6 hai long S6 lrgng (n=880) Ty 1é %
Thoi gian cho doi dé duge kham bénh cua NB 664 75,45
Thoi gian cho doi dé duoc diéu tri cua NB 863 98,07
Thoi gian cho doi dé duoc cham soc cua NB 863 98,07

Ty 1& ngudi bénh hai long vé thoi gian cho doi dé duge didu tri va chim séc kha cao (98,07%) va ty 1¢

hai 1ong ctia ngudi bénh vé thoi gian chd doi dé duge kham bénh 14 75,45%

Bang 3. Su hai 1ong cua ngudi bénh dbi vai giao tiép va twong tac véi NVYT

Yéu t6 hai long S6 lwgng (n=880) | Ty 1é %
Su tiép don ctia nhan vién y té dbi v6i ngudi bénh 870 98,86
Loi néi, thai dd cta nhéan vién y té v6i nguoi bénh 872 99,09
Nhan vién y té gay kho khin/cau gét véi ngudi bénh 878 99,77

Hai 1ong ctia nguoi bénh vé nhan vién y té gay kho khin/cau gt v6i nguoi bénh chiém ty 1¢ cao nhét
(99,77%).

Bang 4. Su hai 1ong ctia ngudi bénh vé thu tuc hanh chinh

Yéu t6 hai long S6 lrgng(n=880) Ty 1§
Thu tuc hanh chinh cua khoa 863 98,07
Thu tyc hanh chinh ciia bénh vién 846 96,14

SO DAC BIET LAN 2 - 20/11 [BRYS
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Mtrc d6 hai long ctia nguoi bénh vé thu tuc hanh chinh cua khoa chiém ty 1€ cao nhat (98,07%).

Bang 5. Sy hai 1ong cua ngudi bénh vé cung cép thong tin cho ngudi bénh

Yéu t6 hai long S(‘l’ll‘;‘é'g)g TV 18 %
Giai thich day du vé bénh va phuong phép diéu tri 876 99,55
Giai thich vé thudc va hudéng dan cach sir dung thude 877 99,66
Cong khai thude va vat tu tiéu hao sir dung hang ngay 878 99,77

Hai 10ng vé cong khai thudc va vat tu tiéu hao sir dung hang ngay chiém ty 18 cao nhat(99,77%).

Bang 6. Mtrc d6 hai long chung ctia nguoi bénh (n=880)

Yéu t6 hai long | R4t hai long Hai long Chua hai
long
SL % % SL %
Cong tac kham
chira bénh tai 70 7,95 784 89,09 26 2,95
Bénh vién

Mite do hai 1ong chiém ty 1¢ cao nhét (89,09%).

BAN LUAN
*Pic diém cia di twong nghién ciru

Trong s6 880 ngudi bénh va ngudi nha ngudi
bénh diéu tri ndi tra tai cac khoa lam sang cua bénh
vién Y duoge ¢ truyén va Phuc hdi chue nang tinh
Phu Tho, ngudi bénh nhém tudi > 50 chiém ty 1¢
cao nhét (67,3%). Ngudi bénh 1a nit chiém 57,3%,
cao hon nam (42,7%). Nguoi bénh Trinh d6 hoc
van Trung hoc co s& chiém ty 1€ cao nhat (S2,0%).
Két qua nghién ciru nay tuong dong véi nghién ciru
Phung Van Téan [2] khi nghién ctru su hai long cta
ngudi bénh noi tru tai Bénh vién Pa khoa Son Tay,
ngudi bénh Trinh d6 hoc van Trung hoc co s& chiém
ty 16 cao nhét (54,0%).

*Syr hai 1ong ciia nguoi bénh vé cong tic kham
chira bénh.

Su hai long cua nguoi bénh duge danh gia qua
cac yéu td nhu: Thoi gian tiép can cong tac kham
chira bénh; giao tiép va twong tac voi nhan vién y té;
thu tuc hanh chinh; thong tin cho nguoi bénh.

Két qua danh gia theo timg yéu t6 tai bénh vién
cho thiy ngudi bénh chwa thyc sy hai long véi thoi
gian tiép can kham chita bénh. Trong do6, ngudi
bénh chua thyc sy hai long véi thoi gian cho doi
dé duge kham bénh, ty 1¢ hai long chi dat 75,45%.
Mot trong nhitng 1y do cua tinh trang nay thiéu bac
sy kham bénh. Thoi gian cho doi dé duogc diéu tri va
chiam soc ciia NB ¢6 sy hai 1ong rat cao (98,07%).
Nhu vay, sau khi ngudi bénh duge tham kham thi
chi dinh diéu tri va cham soc cho ngudi bénh duoc

thue hién khan truong.

O hau hét nhimg qudc gia trén Thé gisi thi
nguoi bénh khi dén véi co so y té thuong khong hai
1ong nhat voi thoi gian cho doi. Theo nghién ctru
ciia Margaret SWestaway tai Nam Phi, da s6 nguoi
bénh déu phai dén cac co so y té cong lap khi co
nhu ciu CSSK. Nhiing co s& nay thuong qua dong
ngudi bénh va thiéu thén NVYT ciing nhu nhiing
ngudn lyc can thiét nén da dan dén thoi gian cho
doi dé duoc kham bénh thuong 14 1 gio tro 1én[7].
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Két qua nghién ctru cta ching toi thip hon so
v6i két qua nghién ctru cua tic gia Nguyén Pic
Thanh vé su hai long cua nguoi bénh ndi tru tai cac
bénh vién tinh Hoa Binh, ty 1¢ hai long 1a 85%[3],
nhung cao hon so véi nghién ctru tai Bénh vién
Bach Mai cuia tic gia Pham Nhat Yén (51%). Diéu
nay cé thé 1a do Bénh vién Bach Mai 1a bénh vién
tuyén Trung wong, ddu nganh thuong bi qua tai dan
dén ngudi bénh phai cho doi 1au dé duoc tiép can
véi dich vu CSSKJ1].

Giao tiép cua NVYT véi ngudi bénh hién nay
dang la véan dé ton tai ¢ nhidu bénh vién, Iy do la
cac NVYT ciing khong dugc thuong xuyén dao tao
vé k¥ ning giao tiép, khong dugc cung cip kién
thie vé chit luong phuc vu va mébi lién quan gilra
cac linh vuc nay. Trong nghién clru cua chung toi,
su hai 1ong ciia nguoi bénh vé giao tiép va tuong
tac voi NVYT rit cao ¢ tat ca cac tiéu muc (trén
98,8%), cao hon nhiéu so v&i nghién ctru ciia tac gia
Pham Nhat Yén (83,7%) [4]. Pay cling dugc coi la
mat thanh cong cua bénh vién nhd sy quan tdm cua
Ban giam dbc bénh vién luon quan tri¢t “Ddi méi
phong céch, thai d§ phuc vu ctia can bg y té huéng
to1 su hai long cua nguoi bénh”.

Thu tuc hanh chinh ¢ cac linh viyc, nganh nghé
ctia Viét nam noi chung va nganh y té noi riéng con
nhiing han ché nhét dinh. Tuy nhién, trong nghién
ctru cua ching t6i, ty 16 hai long vé thu tuc hanh
chinh ctia khoa 1am sang va ciia Bénh vién la rat cao
(>96%). Diéu nay co thé 1a do su nd luc trong cac
hoat dong ting dung cong ngh¢ thong tin ciia Bénh
vién trong thoi gian qua giup cho céc thu tuc hanh
chinh dwoc cai thién 13 rét, gop phan ngay cang dap

ung tot hon nhu cau cua nguoi bénh.

4
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Bén canh d6, két qua nghién ctru ciing cho thdy
nguoi bénh rat hai 1ong vé& cac mit cung cip thong
tin (déu trén 99,5%). Pidu nay cho thay su giai thich
day du vé bénh va phuong phép diéu tri ciia Bac s,
su giai thich vé thudc va hudng dan cach sir dung
thudc cta Bac sy, diéu dudng bénh vién va sy Cong
khai thudc va vat tu tiéu hao sir dung hang ngay ciia
cong tac cham soc, diéu dudng cua bénh vién da
dugc thyc hién rat tot. Pac biét, khi danh gia mirc
d6 hai 1ong chung ctia ngudi bénh vé cong tac kham
chita bénh tai Bénh vién, murc do rat hai long va hai
1ong chiém ty 18 rit cao (97,04%), day 1a didu dang
mung va 1a yéu td gop phan cho thanh Cong ciia
Bénh vién trong cong tac cham soc va bao vé suc
khée nhan dan.

KET LUAN

Qua nghién ctru 880 nguoi bénh va nguoi nha
nguoi bénh didu tri ndi tra vé muc do hai long,
ching t6i c6 mot s két luan sau:

Mirc d6 hai 1ong chung ctia ngudi bénh vé cong
tac kham chita bénh rat hai 1ong va hai long chiém
97,04%, cu thé:

Ty 18 hai long vé thoi gian chd doi ciia ngudi
bénh dé duoc chiam soc va diéu tri chiém trén 90%.

Ty 1& hai 1ong clia ngudi bénh déi véi giao tiép
va tuong tac v6i nhan vién y té chiém >98,8%.

- Ty 1& hai 1ong cua ngudi bénh vé thu tyc chinh
chiém trén 96%.

- Ty 18 hai 10ng vé cung cép thong tin cho ngudi
bénh chiém trén 99,5%.
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