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TOM TAT: Muc tiéu: Panh giéd mic do hai long cta ngudi bénh dén kham tai Khoa Kham bénh,
Bénh vién Quan y 354. Péi twong va phwong phdp: Nghién ciru tién ciru, mé ta cat ngang 568 ngudi
bénh bang bd céu héi tw dién, thiét ké dwa trén biéu mau B Y té ndm 2016. Két qua: Nguoi bénh hai
I6ng vé kha nang tiép cén dich vu kham bénh la 89,3%; minh bach théng tin, thu tuc kham bénh la
86,2%; vé co s& vt chat phuong tién phuc vu nguoi bénh la 86,4%; thai do tmg xtr va ndng luc chuyén
mén cla nhéan vién y té la 88,9%; két qué cung cép dich vu dap tng nguyén vong cta ngudi bénh la
85,9%; hai long chung vé dot kham bénh la 82,6%; nguoi bénh khéng hai long chiém 2,6%. Nhu céu
khém bénh lan sau dat 69,0%. Nguoi bénh cé sé diém hai long chung vé dich vu kham bénh ctia bénh
vién dat 4,0 diém. Ti Ié ngudi bénh hai long chung la 82,6%.

T khéa: Hai long nguwoi bénh, chét lwong bénh vién

ABSTRACT: Objectives: Evaluate the satisfaction level of patients who come to the Department of
medical examination, Military hospital 354. Subjects and methods: Prospective study and cross-
sectional description of 568 patients with the self-filling questionnaire, which designed based on the
Ministry of Health's form in 2016. Results: The rate of patients who have been satisfied with the
accessibility of medical services was 89.3%, with the information transparency, examination procedures
was 86.2%; with the material base and facilities to serve patients was 86.4%,; with the behavioral
attitude and professional capacity of health workers was 88.9%; with the results of providing services to
meet patients' aspirations was 85.9%, general satisfaction with the medical examination was 82.6%;
dissatisfaction patients accounted for 2.6%. The demand for the next medical examination reached
69.0%. Patients had a general satisfaction score of the medical services at the hospital was 4.0 points.
The overall rate of patients satisfaction was 82.6%.
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1. DAT VAN BE.

X& hoi ngay cang phét trién, nhu cau duwoc
cham séc sirc khde, kham chira bénh cé chéat
lwong cla con nguwdi cling ngay cang cao. Sy hai
ldng clia ngwdi bénh (NB) 1a van dé dwoc xa hoi
ndi chung, cac don vi y té va quan li y t& néi riéng
ngay nay dang hét sc chu trong. Theo T chirc
Y té Thé gi¢i (WHO), chét lwong dich vu y té tac
dong dén sy hai long cta NB va ngworc lai, sw hai
long ctia NB ¢6 thé danh gia duwoc hiéu qua cla
cac dich vy do bénh vién va nganh y té cung cép.
Chét lwvong bénh vién dwoc danh gia qua nhirng
néi dung chinh, nhw kha nang tiép can dich vu y
t&; sw minh bach thong tin va tha tuc kham chira
bénh; co sé& vat chat va phuong tién phuc vu NB;
thai d6 wng xtr, nang lwc chuyén moén cla nhan
vién y té; két qua cung cap céc dich vu...

Tai Viét Nam, da c6 kha nhiéu nghién ctru vé
sy hai long cua N‘B tai cac bénh vién, thu’g hién
danh gia theo nhiéu tiéu chi khac nhau, két qua
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ciing da dang va phu thudc vao céac yéu té danh
gia clia tirng nghién ctru. Tl do, cac don vi y té
da dwa ra dwoc nhirng gidi phap nham cai thién
chét lwong phuc vu NB.

Trwéc yéu cau kham chiva bénh ngay cang
cao cla NB hién nay, Bénh vién Quan y 354 da
khéng ngirng nang cao chét lwong cac dich vu y
té, ting cwdng (rng dung nhirng tién bd khoa hoc
ki thuat mei vao céng tac kham chira bénh. Nang
cao nang lwc, cai cach tha tuc hanh chinh nham
muc dich tdng thém murc d6 hai long cia NB dén
vOi bénh vién. Khoa Kham bénh trong thoi gian
qua ciing da cé nhitng dé& xuat va trién khai cai
cach mét sb tha tuc hanh chinh, tao thuan Igi cho
NB tham gia kham chira bénh. Dong thoi, Khoa
ap dung coéng nghé théng tin trong tiép dén, kham
bénh, tra thé bao hiém... da cai thién dang ké thoi
gian, cdng strc clia NB trong ch& doi kham bénh,
nhan két qua.

Chang t6i thwc hién nghién ctu nay nham
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danh gia sw hai long cia NB dén kham tai Khoa
Kham bénh, Bénh vién Quan y 354.

2. bOI TWQNG, PHYONG PHAP NGHIEN CUU.

2.1. Péi twong nghién ciru:

568 NB dén kham tai Khoa Khém bénh, Bénh
vién Quan y 354, tir 15/7/2017 dén 15/9/2017. NB
dong y tham gia nghién ctru.

Loai trir NB khdng c6 kha nang tra |oi phiég
khao sat (do bénh Ii nang, khiém khuyét ve the
chat va tinh than) hoac phiéu khao sat da tra Ioi
nhwng cac ndi dung khéng phu hgp v&i nhau.

2.2. Phuwong phap nghién ctru:

- Thiét ké nghién ctru: tién clru, mo ta cat ngang.

- Phuong phap tién hanh: chon ngéu nhién NB
dén kham tai cac phong kham cOe} Khoa Kham
bénh, Bé&nh vién Quan y 354 theo soO th&r ty kham
cho dén khi da c& méy nghién clru. Sau khi NB
khém bénh xong, chuén bi ra vé hoép vao Vién
diéu tri ndi tra thi bd tri phong riéng dé khao sat.
NB dwgc nhém nghién ctru gidi thich rd muc dich,
ndi dung cla nghién ctru; hwéng dan tra 16 cac
cau hoi trong phiéu nghién ctru in sén (bd cau hdi
chuan bi theo cac tiéu chi danh gia sy hai long
cua NB do BO Y te ban hanh [4]). NB tw thuc hién
tra 101 bang cach khoanh tron vao lwa chon cua
ca nhan minh trén phiéu nghién ctru.

- Cac chi tiéu nghién ctru:

+ Dac diém chung cla ddi twong nghién ciu:
tudi doi, gioi tinh, trinh dé hoc van, noi sinh sbng,
ché dd kham bénh, sb 1an kham tai Bénh vién
Quan y 354.

+ Mwrc do hai Iong khi NB tham gia dich vu y
té: kha nang tiép can cac dich vu y té, s minh
bach thong tin va thi tuc kham bénh, co sé& vat
chat va phuong tién phuc vu NB, thai d6 (ng x,
nang lwc chuyén mén cla nhan vién y té, két qua
cung cép dich vu.

- Phwong phap: danh gia mirc d6 hai long cla
NB vé dot kham bénh qua 45 cau hdi, mbi cau hoi
gbm 5 phwong an, tra 1o theo thang do Likert [5]:
(1) r&t khong hai long; (2) khéng hai long; (3) binh
thwong; (4) hai long; (5) rat hai long. Danh gia
murc d6 hai long ctia NB khi st dung dich vu y té
théng qua cac cau hdi nhé, mdi cau héi dwoc
danh gia tlr 1 dén 5 diém theo m&rc d6 hai long.
Diém trung binh (TB) cho méi nhém bang téng s6
diém cGia nhém trong tat c& cac mau phiéu nghién
ctru; diém TB chung bang tdng sb diém cda phiéu
trong tat c& cac mau phiéu nghién ciru.

- Chi sb danh gia hai long [7]:
+ Piém hai long chung = Téng sb diém/tdng sé
cau hoi.
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_+ Diém hai long chung cho tirng nhém = Téng
diém tirng nhém/tong so6 cau héi cia méi nhom.

+ Ti 1& NB hai long v&i tirng van dé = Tong s6
phi€u nhan xét diem 4 va 5 (trong tong sO phiéu
khao sat).

_+ Ti 16 NB khong hai long v6i tiing van dé =
Tong s06 phiéu nhan xét diem 1, 2 va 3 (trong tong
s0 phiéu khao sat).

- PDao dlrc nghién clru: NB’déng y tham gia
nghién clru va dwoc phép dau tén. Muc dich
nghién clru nham bado vé va nang cao strc khde
cho NB.

- X Ii s6 liéu: bang phwong phap toan théng
ké y hoc.

3. KET QUA NGHIEN CU'U VA BAN LUAN.

3.1. Pac diém cua déi twong nghién ciru:

Bang 1. Tudi, gi¢i tinh clia ddi twong nghién ctru.

Tubi Nam Nv Téng
Duwdi 29 | 29 (10,6%) | 34 (11,6%) | 63 (11,1%)
Tl 30-49| 71 (25,8%) | 51 (17,4%) | 122 (21,5%)
Tw 50-69 | 101 (36,7%) | 129 (44,0%) | 230 (40,5%)
>70 74 (26,9%) | 79 (27,0%) | 153 (26,9%)

Téng | 275 (100%) | 293 (100%) | 568 (100%)

NB nam (49,4%) twong dwong NB nir (51,6%).
Chu yéu NB ti 50 tudi tré 1én (67,4%). NB duwdi
29 tudi chi chiém 11,1%; day la nhom tubi tré, it
mac bénh va ciing la nhém tudi chiém ti 1& thap
trong s6 tham gia bdo hiém y té & Bénh vién
Quan y 354.

Bang 2. M6t s6 dic diém khac cua déi twong
nghién ctru (n = 568).

Déc diém S6NB | Tilé %
Tiéu hoc 15 2,6
Trung hoc co s& 60 10,6
Trinh d6 | Phd théng trung hoc | 141 24,8
hoc van | Trung cAp, cao déng| 150 26,4
Dai hoc 181 | 31,9
Sau dai hoc 21 3,7
| Thanh thi 495 | 87,1
SN(;]'QS'”h Néng thén 64 | 11,3
Khac 9 1,6
Bao hiém |Co 556 | 97,9
y té Khéng 12 2,1
L 1 1an 95 16,7
gé’n'i?]ém Tir 2:51n 241 | 424
Trén 5 lan 232 40,9
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Chu yéu déi twong nghién cteu c6 trinh dd phd
théng trung hoc dén dai hoc (chiém tir 24,8-
31,9%); séng & thanh thi (87,1%); c6 thé bao
hiém y té (97,9%); NB dén kham t&r 2 1an tr& nén
(83,3%). Diéu nay cho thdy, NB dén kham tai
Bénh vién Quan y 354 da sb co kién thirc, cé hiéu
biét vé bénh va kha tin twéng vao chét lwong
phuc vu ctia bénh vién.

Lwong NB cé trinh dd tiéu hoc chiém 2,6%; tir
néng thén va khu vuc khac chiém tir 1,6-11,3%;
khéng co thé bao hiém y t& chiém 2,1%. C6 thé
do Bénh vién Quan y 354 déng quan trén dia ban
thanh phé Ha Noi, bén canh nhirng bénh vién I&n,
bénh vién chuyén khoa sau, nén NB cé nhiéu sw
lwa chon khi kham bénh. Bénh vién can phai c6
nhiéu bién phap dé& nang cao hon nira sw thu hat
déi voi nhiéu dbéi twong dén kham va diéu tri tai
bénh vién.

3.2. Mlrc doé hai long khi NB str dung dich

vu y té:
Bang 3. Hai long chung ctia NB ddi véi bénh vién.
Noi dung Diém TB

Kha nang tiép can 4.0
Sy minh bach théng tin va 4.0
thu tuc kham bénh, diéu tri ’
Co s& vat chéat va phuong 40
tién phuc vu nguwdi bénh ’
Thai d6 ing xt, nang lyc 4.1
chuyén mén cltia nhan vién y té ’
Két qua cung cap dich vu 4.1

Diém hai long chung 4,04

Diém hai long chung ctia NB dbi v&i Bénh vién

Quan

354 dat & mirc cao (4,04 diém). Diém hai

long vé cac ndi dung khao sat déu tir 4,0 tré 1én;
trong do, két qua cung cap dich vu \{é thai doé tng
x cUa nhan vién y té deu dat 4,1 diém.

Bang 4. Kha néng tiép can dich vu y té (n = 568).

Cau hoi R4t khong | Khéng hai|  Binh Hai R4t hai
hai Iong long thwong | long long
Cac bién bao, chi dan duwong dén khoa kham 17 7 63 251 230
bénh rd rang, dé nhin, dé tim (3,0%) (1,2%) | (11,1%) | (44,2%) | (40,5%)
Cac so dod, bién bao chi dan dwong den cac khoa, 10 12 68 237 241
phong trong bénh vién rd rang, dé hiéu, dé tim (1,8%) (2,1%) (12%) | (41,7%) | (42,4%)
Cac 16i di trong bénh vién, hanh lang bang phang, 15 10 36 243 264
deé di (2,6%) (1,8%) | (6,3%) | (42,8%) | (46,5%)
Khoa kham bénh bd tri phong kham thuan tién, 9 1 64 253 231
khoa hoc (1,6%) (1,9%) | (11,2%) | (44,6%) | (40,7%)

Diém TB kha nang tiép can dich vu la 4,0 diém. Kha nang tiép can dich vu kham bénh cho thay phan
lon BN déu hai long va rét hai long vé so dd bénh vién, cach b tri kham bénh chiém ti 1& tir 84,1-
89,3%. Tuy nhién, van con 4,2% BN cho rang rat khéng hai long, cho rang bién béo chi dan cla bénh
vién chwa dwoc rdé rang gitra Khoa Kham bénh va kham Phuc hoi chirc nang, chup Xquang con qua
xa, khé tim. Két qua nay thap hon so v&i nghién clru cia Lé Thi Ngoc Lan va codng sw tai Bénh vién Y

hoc Phong khong-Khéng quan la (diém TB kha néng tiép can dich vu 1a 4,1 diém) [7].

Bang 5. Sw minh bach théng tin va thi tuc kham bénh, diéu tri (n =568).

Cau hoi R4t khéng | Khong hai | Binh Hai | Rathai
hai Iong long thwdng | 1ong Iong
Quy trinh kham bénh dwoc niém yét rd rang, cong 13 3 62 253 237
khai, d& hiéu (2,3%) (0,5%) |(11,0%)|(44,5%)|(41,7%)
Cac quy trinh, thd tuc kham bénh dwoc cai cach 7 10 73 262 216
don gian, thuan tién (1,2%) (1,8%) |(12,9%)|(46,1%) |(38,0%)
Gia dich vu y té niém yét rd rang, céng khai, 10 9 71 268 210
thuan tién (1,8%) (1,6%) (12,5%)|(47,1%)|(37,0%)
C6 nhan vién y té tiép don, hudng dan NB lam 10 9 77 250 222
cac thu tuc hodc san sang tra 1&i khi dwgc hoi (1,8%) (1,6%) [(13,6%)|(44,0%) | (39,0%)
Xép hang cong bang, trat tw khi lam tha tuc dang 12 16 73 244 223
ky, nop tién, kham bénh, xét nghiém, chiéu chup (2,1%) (2,8%) [(12,9%)|(43,0%) | (39,2%)
Thoi gian che doi lam tha tuc déng ky kham chap 7 15 126 266 154
nhan dwoc (1,2%) (2,7%) |(22,2%)|(46,8%) |(27,1%)
Gi¢ kham, tén ngwoi kham, chirc danh dwgc niém 11 6 73 240 238
yét rd rang, cong khai trudc cira cac buong kham (1,9%) (1,0%) |(12,9%)|(42,2%) |(41,9%)
Tap chi Y HOC QUAN SV, SO 336 (5/2019) 103



Cau hoi R4t khong | Khéng hai | Binh Hai | Réthai
hai long long thwdng | long long
Thoi gian chd dén lwot bac si kham chip nhan 10 17 103 267 171
duoc (1,8%) (3,0%) (18,1%)|(47,0%) | (30,1%)
Thoi gian dwoc bac sT kham va tw van chip nhan 10 11 94 261 192
dwoc (1,8%) (1,9%) |(16,5%)|(46,0%) |(33,8%)
Thoi gian cho lam xét nghiém, chiéu chup chép 8 21 117 251 171
nhan duwoc (1,4%) (3,7%) |(20,6%) |(44,2%) |(30,1%)
Thoi gian cho nhén két qua xét nghiém, chiéu 6 20 131 247 164
chup chap nhan duwoc (1,1%) (3,5%) |(23,1%)|(43,4%) |(28,9%)
Bénh vién ap dung céng nghé thong tin thuan tién 10 12 86 259 201
cho ngu&i bénh (1,8%) (2,1%) [(15,1%)|(45,6%) |(35,4%)
Thei gian 18y sé thi tw tir 6 gid sang chap nhan 15 8 83 279 183
dwoc (2,7%) (1,4%) |(14,6%)|(49,1%) |(32,2%)

NB hai long vé quy trinh kham bénh, gi&» kham, tén ngwdi kham, chirc danh dwoc niém yét ré rang
dat 4,2 diém, chiém tr 84,2-86,2%. Tuy nhién, NB khéng hai Iong va cho |a binh thwdng chiém ti 1é cao
& cac khau, nhw chd 1am tha tuc kham, chd bac si kham, ché 1am cac xét nghiém va nhan két qua
(chiéu chup la 3,9 diém, chiém tlr 21,0-26,6%); thoi gian tw van bénh it va khéng hai long chiém téi
20,2%; 16i cdng nghé théng tin chiém 19,0%. Két qua nay thap hon so véi nghién cteu ctia Nguyén Van
Chung nam 2014 [8]. Diém TB chung danh gia ti 1& hai lobng cla NB vé sy minh bach théng tin va tha
tuc kham chira bénh dat 4,0 diém; thép hon so v&i nghién ctru clia L& Thi Ngoc Lan va cong sw (dat
4,17 diém). Dé tdng thém sy hai long clia NB trong thoi gian tdi, bénh vién va Khoa Kham bénh can
tang thém phong kham, hoan thién thém phan mém céng nghé théng tin dé& NB bat thei gian che doi.

Bang 6. Co s& vat chat va phuong tién phuc vu NB (n = 568).

A Ré&t khéng |Khéng hai| Binh Hai | Réthai
Cau hoi s .\ . R .
hai Iong long thwdng | 1ong long
Co phong/sanh cho kham sach sé, thoang mat 13 9 66 252 228
vao mua he; kin gié va am ap vao mua déng (2,3%) (1,6%) [(11,6%)|(44,4%) | (40,1%)
. NS < £ 13 20 74 248 213
Phong cho cé du ghé ngdi cho NB va st dung tot (2.3%) (3.5%) | (13,0%)(43,7%)| (37,5%)
Phong ché cé quat (diéu hoa) ddy du, hoat dong 12 12 89 262 193
thuwdng xuyén (2,1%) (2,1%) [(15,7%)|(46,1%) | (34,0%)
Phong cho cé cac phwong tién giup NB co tam 9 22 119 253 165
ly thodi mai nhw tranh anh, to roi. (1,6%) (3,9%) [(21,0%)|(44,5%) | (29,0%)
B&o dam sw riéng tw khi kham bénh, chiéu chup, 13 9 88 274 184
lam tha thuat (2,3%) (1,6%) [(15,5%)|(48,2%) | (32,4%)
s A o gia o £ ~ 14 21 111 253 169
Nha vé sinh thuan tién, sir dung tot, sach sé. (2.5%) (3.7%) | (19,5%) | (44,5%)| (29,8%)
Mabi trwdng trong khudn vién bénh vién xanh, sach, 15 3 63 266 221
dep (2,7%) (0,5%) [(11,0%)|(46,8%) | (38,9%)
Bénh vién bao dam an ninh, trat tw cho NB, ngu&i 12 5 60 273 218
nha (2,1%) (0,9%) [(10,6%)| (48%) | (38,4%)
C A& A ia n £ 11 23 86 246 202
May lay so th ty thuén tién, hoat dong tot. (1,9%) (4.0%) | (15.1%) | (43,4%)| (35,6%)
Lpa goi bénh nhan vao lam tha tuc kham hoat déng 11 11 95 232 219
tot, rd rang. (1,9%) (1,9%) [(16,7%)|(40,9%) | (38,6%)
Man hinh ctra phong kham ré rang, dé doc khi goi 11 12 63 241 241
vao kham bénh (1,9%) (2,1%) [(11,0%)|(42,5%) | (42,5%)

NB hai long va rat hai long vé co s vat chat clia bénh vién chiém ti 1& cao (73,5-86,4%). NB danh
gia co s& vat chat binh thwéng va khong hai long, nhw loa goi NB vao lam tha tuc, may 14y sé the tw
kham, nha vé sinh ban, khong thuan tién cho NB con chiém ti 1é cao (19,1-23,2%). DPiém hai long TB la
3,9 diém. Diém hai long chung vé co s& vat chat phuc vu NB dat 4,0 diém. Két qua nay twong dong véi
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nghién ctru clia L& Thi Ngoc Lan va cong sy (NB hai long va rét hai long vé co s& vat chat clia bénh
vién tir 81-84,7%). Tuy nhién, NB cam thay binh thuwéng va khéng hai long vé phong cho thiéu tranh
anh quang cao, t& roi chiém 24,9%; rat va khong hai long do thiéu ghé ngoi chiém 5,8%.

Bang 7. Thai d6 trng x(r, ndng lwc chuyén mén ctia nhan vién y té (n = 568).

. R4t khéng | Khéng hai| Binh Hai | Rt hai
Cau hoi hai I¢ . . ; .
ai long long thwong | long long
Béc s c6 1&i néi, thai do, giao tiép dung muc voi 7 10 46 279 226
ngwoi bénh (1,2%) (1,8%) | (8,1%) | (49,1%) | (39,8%)
Bac si co trinh d6 chuyén mén va xt ly cong viéc 10 7 56 294 201
tot (1,8%) (1,2%) | (9,8%) | (51,8%) | (35,4%)
Nhan vién phong phat sé co thai dd giao tiép tét, 7 10 58 318 175
dung myc (1,2%) (1,8%) [(10,2%)| (56,0%) | (30,8%)
DPiéu dwéng phu bac si co I&i noi, thai do, giao tiép 9 9 62 299 189
dung muwc v&i nguoi bénh (1,6%) (1,6%) [(10,9%)| (52,6%) | (33,3%)
Diéu dwdng phu bac si co trinh d6 chuyén moén va 8 7 69 299 185
xt ly céng viéc tot (1,4%) (1,2%) |(12,1%)| (52,7%) | (32,6%)
Nhan vién tai chinh, ké toan c6 |i néi, thai do, giao 7 17 77 308 159
tiep dung myc v&i nguwdi bénh (1,2%) (3,0%) |(13,6%)|(54,2%) | (28,0%)
Nhan vién tai chinh, ké tqén c6 trinh d6 chuyén 7 11 87 287 176
mon va xt ly cong viéc tot (1,2%) (1,9%) [(15,3%)| (50,6%) | (31,0%)
Nhan vién khoa xét nghiém co6 |0 ndi, thai do, giao 7 11 87 287 176
tiep dung mwc v&i nguwoi bénh (1,2%) (1,9%) [(15,3%)| (50,6%) | (31,0%)
Nhan vién khoa X quang, siéu am, dién tim... co 12 10 73 287 186
I&1 ndi, thai dd, giao tiep dung mwc véi ngwdi bénh | (2,1%) (1,8%) [(12,8%)| (50,6%) | (32,7%)
Nhan vién Khoa Duoc, cap phat thudc co 10i noi, 7 14 74 297 176
thai do, giao tiép dung mwc v&i ngudi bénh (1,2%) (2,5%) [(13,0%)| (52,3%) | (31,0%)
Nhan vién ban hwéng dan c6 thai dé giao tiép 7 12 68 286 195
tot, tan tinh (1,2%) (2,1%) [(12,0%)|(50,4%) | (34,3%)
Nhan vién bao vé, tréng xe cé thai dg, i néi 10 10 87 288 173
dung myc (1,8%) (1,8%) [(15,3%)(50,7%) | (30,4%)

Ti 16 NB hai long va rat hai long vé thai dg rng xtr va trinh d chuyén moén cua nhan vién Khoa
Kham bénh chlem ti 1& cao, tr 81,1-88,9%. Dlem hai long chung vé thai do (ng x, ndng lwc chuyén
mon dat 4,1 diém. Tuy nhlen van con NB cho rang trinh d6 va thai dé & mirc binh thwdng va khéng hai
long chiém ti Ié khéng nhé (tw 16,6-17,2%), nhw thai d0 (rng x& clia nhan vién tai chinh, khoa xét
nghiém (17,2%), nhan vién bao vé, trong xe c6 thai do, I&i néi dang mwe (17,1%).

Bang 8. Két qua cung cép dich vu (n = 568).

Ay R4t khéng | Khéng | Binh Hai RAt hai
Cau hoi N s N . .

hai long | hailong | thuwdong | 1ong Iong

Két qua kham bénh da dap ng dwoc nguyén 7 13 64 304 180
vong culia 6ng/ba (1,2%) | (2,3%) |(11,3%)((53,5%)| (31,7%)

Héa don, don thude, két qua kham dugc cung cap day 9 12 62 305 180
du, rd rang, minh bach; dwgc giai thich néu cé thac mac (1,6%) | (2,1%) |(11,0%)((53,6%)| (31,7%)

Ong/ba danh gia mirc d6 tin twdng vé chét lvong 8 9 63 307 181
dich vy y té (1,4%) | (1,6%) |(11,1%)| (54%) | (31,9%)

Qng/bé danh gia marc do hai long vé gia ca dich vu y 6 9 75 302 176
té (1,0%) | (1,6%) [(13,2%)(53,2%)| (31,0%)

Diém TB vé két qua cung cép dich vi clia bénh vién dat 4,1 diém. NB hai long va rat hai long v&i két
qua cung cap dich vu ttr 84,2-85,9%; mtrc binh thudng tww 11,0- 13,2%. Nhin chung NB hai long voi két
qua cung cap dich vy cta bénh vién nhwng chuwa cao. Bénh vién can nang cao uy tin, céng khai minh
bach cac dich vu kham chira bénh nham thu hat sw tin twédng clia NB v&i bénh vién trong thoi gian téi.
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Bang 9. Banh gia hai long chung vé dot kham bénh (n = 568).

Cau hoi RAt khong hai 1dng | Khéng hai long | Binh thwong | Hailong | Rat hai long
Banh gia mure d hai long 3 10 86 335 134
chung vé dot kham bénh (0,5%) (1,8%) (15,1%) (59,0%) (23,6%)

NB hai long chung vé dot kham bénh tai Bénh vién Quan y 354 chiém 82,6%, diém TB chung dat
duwoc la 4,0 diem; twong dwong nghién ctru ctia Nguyén Thi Thu Thay va cong sw nam 2004, ti 1é hai
Iong ctia NB huyén Hoa Thanh - Tay Ninh la 82,16% [6].

Bang 10. Pap trng nhu cau kham bénh cho dbi twong nghién ciru (n = 568).

Cau hai 0-20% | 21-40% | 41-60% | 61-80% | 81-100% | > 100%
Nhan xét mét cach khach quan thi bénh vién 3 33 218 314
da dap ng dwoc bao nhiéu % so vé&i mon 0 0
doi cﬂpa c“m%/bé 'tru’c'wc khi dén lihém? k (0,5%} | (5:8%) (38,4%) | (55,3%)

NB danh gia bénh vién da dap (rng nhu cdu kham bénh tir 81-100% 1a 55,3%; tir 61-80% la 38,4%.
Khéng c6 NB nao danh gia & murc tir 0-20% va trén 100%.

Bang 11. Nhu cau kham bénh cta déi twong nghién ctru.

Chéc chén | Khéong mudn quay | C6 thé | Chac chan quay
Cau hai khéng bao |lai nhwng co it lwa | s€ quay | lai hoac gidi thiéu | Khac
gi& quay lai chon khac lai cho nguoi khac
Néu c6 nhu cau kham bénh, 6
| o | by o= | omo |
cho ngwoi khac dén khong? 270 70 70 e

Khao sat vé nhu cau kham bénh cla dbi twong
nghién ctu tai Bénh vién Quéan y 354 thay, s NB
sé quay lai vién kham chiém 69,0%, bén canh do
s6 NB chwa chac chan hodc cé thé sé quay lai
kham bénh chiém ti I& cao 24,3%. Vi vay, bénh
vién nén tim hiéu rd nguyén nhan tlr nhirng NB
nay va cé bién phap khac phuc dé& nang cao uy
tin ctia bénh vién.

4. KET LUAN.

Khdo sat y kién cia 568 NB dén kham tai
Khoa Khém,bénh, Bénh vién quén y 354, tw
15/7/12017 dén 15/9/2017, NB dong y tham gia
nghién ctru, ket luan:

- Ti 1& hai long vé kha nang tiép can dich vu
chiém tir 84,1-89,3%, dat diém TB 4,0 diém.

- Ti 1é hai long yé sw minh bach théng tip, tha
tuc kham bénh chiém 72,3-86,2%, dat 4,0 diém.

- Ti 18 hai ldng vé s& vat chat, phwong tién
phuc vu ngui bénh tr 73,5-86,4%, dat 4,0 diem.

- Ti 1é hai long vé thai do u”ng X, nang lwc
chuyén mén cda nhan vién y té tir 81,1-88,9%,
dat 4,1 diém.

- Ti 1& hai long Vvé két qua cung cép dich vu tir
84,2-85,9%, dat 4,1 dieém.

- Dap wng kham bénh tir 81-100% chiém
55,3%, tir 61-80% chiém 38,4%.

- 69,0% NB chac chan quay lai kham bénh.

- Ti I& hai Idng chung vé két qua cung cép dich
vu |a 82,6%, dat 4,0 diém.
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