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TOM TAT: Nghién ctru mé ta cat ngang bang bang hdi trén 339 ngudi bénh diéu tri néi tri tai Bénh vién Trung
wong Quén doi 108, ttr thang 01 dén thang 10/2021, nhdm dénh gia hoat déng gido duc strc khée gian tiép tai
Bénh vién.

Két qué: Ti Ié nguoi bénh hai long va rat hai long vé hoat dong gido duc stic khde gién tiép tai Bénh vién
Trung wong Quén ddi 108 nam 2021 dat 85,2%. Hinh thirc giao duc strc khde gidn tiép 0 i Ié ngudi bénh tiép
cén nhiéu nhét la qua hé théng man hinh néi bd Bénh vién (66,6%). Hinh thic gido duc strc khde gian tiép co ti
18 nguoi bénh hai Iong nhiéu nhét la qua tai liéu - to roi (62,2% hai long va rét hai Iong). N6i dung gido duc strc
khde gian tiép c6 ti 1é nguoi bénh hai long nhiéu nhét la céc khéi niém bénh Ii (85,5% hai long va rét hai long);
biéu hién mét bénh (77% hai long va rat hai long); nguyén nhan va cac yéu tb nguy co bénh Ii ( 76,1% hai long
va rét hai Iong). Tilé nguoi bénh quan tam dén hoat dong giéo duc strc khoe hinh thire gian tiép vé mat noi dung
I3 94,6%; vé mét hinh thirc la 92%; vé mét cach thire trién khai la 84,1%.

T khéa: Gido duc strc khée, hinh thic gian tiép.

ABSTRACT: A cross-sectional descriptive study by questionnaire in 339 inpatients treated at the Military
Central Hospital 108, from January to October 2021, aimed to evaluate the activities of indirect health education
in the hospital.

Results: The rate of patients satisfied and very satisfied with the activities of indirect health education
at the Military Central Hospital 108 in 2021 was 85.2%. A form of indirect health education with the highest
percentage of patients accessing it was through the hospital’s television system (66.6%). The form of indirect
health education with the highest rate of patient satisfaction was through documents - leaflets (62.2% satisfied
and very satisfied). The content of indirect health education with the highest rate of patient satisfaction was the
concept of pathology (85.5% satisfied and very satisfied); disease expression (77% satisfied and very satisfied);
causes and pathological risk factors (76.1% satisfied and very satisfied). The proportion of patients interested in
the activities of indirect health education in content was 94.6%, in form was 92%, in implementation was 84.1%.
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1. DAT VAN BE.
Sw hai long cta ngwoi bénh (NB) la thuwdc do

clia NB, gay dwng su tin cay cua ho dbi voi bénh
vién, lam cho NB yén tadm trong suot qua trinh dieu

danh gia chat lwong cung cép dich vu clia mét co
s& y té. Tai nhiéu quéc gia trén thé gidi, chi s hai
long clia NB vé chét lwong dich vu |a mét trong
nhirng c&n ct quan trong dwoc dung dé xép hang
bénh vién. Tai Viét Nam, chi sé hai long ctia NB da
va dang dwoc lanh dao cac co quan quan li nha
nwéc, co quan quan li nghiép vu vé y té va cac co
s& diéu tri hét strc quan tam. Tuy nhién, chi s hai
long clGa NB bi chi phéi b&i nhiéu yéu td, gén voi
nhirng mong doi clia NB, tinh trang strc khée, dac
diém ca nhan va dac trung clia hé théng y té & méi
quéc gia [1]. V&i ca nhan NB, sw ddng cam ddi voi
bénh vién cé &nh hwéng tich cwc dén sw hai long
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tri. Sy kém hai long clia NB cé quan hé nhan qua
véi khiéu kién, Ia nguyén nhan co ban thac day y
dinh khiéu kién.

Theo mét bao cao clia co quan quén li y té Hoa
Ky, wéc tinh co trén 1,5% NB gép cac sw ¢d y khoa
trong bénh vién; trong sé do, c6 12% cac trwéng hop
khiéu kién phai dwa ra toa va dwdi 2% nhan dwgc
dén bl clia cac co s& 'y té. Xu huwéng NB khiéu kién
gia tang ludn 1a mdi quan tam khong chi cda Ianh
dao cac bénh vién ma con la sw quan tam cla tat ca
cac can bo y té dang lam viéc tai co sé y té d6 [1].

Nghién cu clia Té chirc Technical assistance
research programs khi danh gia ton that ctia bénh
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vién do su khong hai long cda NB, thay Ighiéu kién
lam mat khach hang trung thanh, pha vé mdi quan hé
thay thuoc - NB, lam giam hinh éqh clia nganh y te.
Dong thoi, lam gia tang phi ton y t€ cho ca NB va co
s& y té bi khiéu kién. Khi NB khéng hai long, khéng
chi ban than NB, nguwoi nha NB ma nhirng nguoi
than quen khac clia NB ciing sé khong tin dung dich
vy cham séc clia bénh vién dé cho nhitng lan kham
tiép theo [2]. Vi vay, sw hai long clia NB la ‘:téi san”
ctia mdi bénh vién trong né lwc nang cao chéat lwong
dich vu va duy tri NB/khach hang than thién.

Hién nay, trén thé gioi va trong nuéc da co nhiéu
nghién ctru vé chat lwgng dich vu kham chira bénh,
nhuwng tai Khoa Néi tim mach, Bénh vién Trung
wong ’Quén ba6i 108, chL!’a ¢é nghién ctru danh gia
ve chat lwgng dich vu y jcé clia Khoa. Chung téi thuc
hién nghién clru nay nham danh gia s hai long clia
NB vé chat lwgng dich vu Khoa Néi tim mach, Bénh
vién Trung wong Quan doéi 108, nam 2021.

2. Ol TUQNG VA PHUONG PHAP NGHIEN
CUu.

2.1. i twong nghién civu:

200 NB diéu tri ndi trd tai Khoa Noi tim mach,
Bénh vién Trung wong Quan ddi 108, tir thang
3/2021 dén thang 9/2021.

Loai trir NB dudi 18 tudi; NB ¢ thai, dang mac
cac ching bénh roi Ioap tdm than hoac roi loan y
thirc; NB khong cung cap da thong tin nghién clru;
NB khong dong y tham gia nghién ctru.

2.2, Phwong phap nghién ctru:

- Thiét ké nghién ctu: mé ta cat ngang.

- C& méau: chon mau theo phuwong phap thuan tién.

- Chi 6 nghién ctru gom cac bién so chinh vé
chat lwgng dich vu:

+ Sy quan tam: la mdrc dé quan tam, ché,m sé,c
d?nh chq NB, nhw sy nhay cam va nhirng hiéu biét
vé nhu cau cla khach hang.

+ Sy tin cdy: 1a kha nang cung cép dich vu y té
chir]h xac va dang tin Cé_:ly, the hién nhi*ng mong
muén cta khach hang vé mot dich vu dwoc hoan
thanh dung théi han va dang tin cay.

+ Nang lwc phuc vu: 1a cac kién thirc, si hoa
nha cla nhan vién y té va kha nang cta ho trong
viéc tao long tin, sy tin nhiém cho khach hang.

+ Phu’qng tién hq’u hinh: 1a nhirng diéu kién co
s& vat chat, trang thiét bi, nhan luc, m@i trdng xung
quanh cac b phan trong co sé cung cap dich vu y té.

+ Kha nang tiép céan: la dich vu san co, dé tiép
can, lién quan den viéc tao ’mc_)i diéu kién dé dang
cho khéch hang trong viéc tiép can vai dich vu, n[\u’
rut ngan thoi gian chd doi clia khach hang, dia diém
phuc vu va gio mé ctra thuan loi cho khach hang.
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+ Hiéu qua: la cung cép dich vu y té dwa vao
bang chirng va dem lai cac két qua cai thién strc
khée cho khach hang dwa trén nhu cau.

- Quy trinh khao sat:

+ Buwéce 1: lap ké hoach khao sat. Nghién ctru
xay dwng bd cau héi khdo sat, th*r nghiém trén
10% s6 NB va thdng nhéat bo cau héi khao sat truéc
khi tién hanh nghién ctru.

+ Buéc 2: tap huén, dao tao nhan lwc. Té chirc
tap huan cho cac khao sat vién vé tiéu chuan chon
mau, nhiém vu khdo sat va cach thire 1ay y kién tr
NB mot cach tét nhat.

+ Buwdc 3: thwe hanh khao sat. Thwe hién khao
sat trwc tiép va tudn tw NB dang diéu tri tai Khoa
Néi tim mach, Bénh vién Trung wong Quan doi 108
theo bd cau héi da xay dwng.

+ Budc 4: thu thap, x Ii sé liéu. Sé liéu duoc
thu thap va x& li bang cac phan mém Epidata 3.1,
phan mém Stata® 15 (StataCorp LLC, USA); biéu
thi cac chi sé bang ti 1é %.

- Pao dwc: nghién cru duwoc chép thuan béi
Hoi ddng dao dirc Trweng Dai hoc Phenikaa va sw
ddng y cta Khoa Ngi tim mach, Vién Tim mach,
Bénh vién Trung wong Quan déi 108. NB tham gia
nghién ctu dwoc gidi thich ré rang vé muc dich va
tw nguyén tham gia nghién ctru. Cac thdng tin NB
chi phuc vu muc dich nghién ctru.

3. KET QUA NGHIEN cUU.

Bang 1. D&c diém NB nghién ctru (n = 200).

Dac diém S6NB|Tile %
o Nam 159 | 79,5
Gi&i tinh —
N 41 20,5
Duwéi 30 tudi 24 12,0
. Tw 30-60 tudi 83 415
Tudi — —
Trén 60 tudi 93 46,5
Trung binh 51,07 £ 10,34
o Duéi 7 ngay 48 24,0
Thoigian — Fe0 2 0 ngay 133 | 66,5
nam vién
Trén 10 ngay 19 9,5
Khu vuc Thanh thi 97 48,5
sinh song Néng thén 103 | 51,5
Can bo, vién chirc| 40 20,0
. .. |Cbng nhan 24 12,0
Nghé nghiép - -
Nong dan 47 23,5
Khac 89 445
. Lz . |Co 143 | 71,5
Bao hiémy té -
Khéng 57 28,5
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Da s6 NB |a nam gi6i (79,5%), trén 60 tudi (46,5%), nam vién tr 7-10 ngay (66,5%), co bao hiém y té
trong th&i gian nam viéq (71,5%), thuéc nhém nghé nghiép can b - vién chire, cong nhan va néng dan
(55,5%). Ti Ié NB sinh song & néng thén va thanh thi twong dwong nhau (51,5% so v&i 48,5%).

Bang 2. Banh gia cta NB trén khia canh tin cay (n = 200).
R4t khong| Khéng Binh Hai R4t
hai long | hailong | thwdng | long | hailong

Panh gia clia NB

Bénh vién thwc hién kham, chira bénh dung theo
lich da céng b, c6 nhan vién tiép don ngay. Kham
ding th tw, bdo dam wu tién theo tinh trang bénh
NB duogc bac s tw van va giai thich day dd vé tinh
trang strc khde, phwong phap diéu tri, két qua rai
ro dé lwa chon phwong phap diéu tri pht hop

6 14 49 62 69
(3,0%) | (7,0%) | (24,5%) |(31,0%)| (34,5%)

3 9 60 78 50
(1,5%) | (4,5%) |(30,0%) |(39,0%)| (25,0%)

NB dugc bac s tw van, giai thich va chi dinh cac 5 2 74 81 38
ki thuat phu hgp véi tinh trang bénh (2,5%) (1,0%) | (37,0%) | (40,5%) | (19,0%)
NB duoc b\é\C ST giéi‘thich :cinh ché’g, gia ca va sy 4 18 49 69 60
Iwa chon vé vat tw can thiét cho diéu tri (2,0%) (9,0%) | (24,5%) | (34,5%) | (30,0%)
NB dugc nhan vién y té cong khai thudc, vat tw, 3 5 57 93 42
cac dich vu kham, chira bénh khi thwc hién (1,5%) (2,5%) | (28,5%) | (46,5%) | (21,0%)
Su diéu tri bénh duoc tién hanh dung phuong 1 22 49 57 71
phap ma bac si va bénh nhan da lwa chon (0,5%) | (11,0%) | (24,5%) | (28,5%) | (35,5%)
Cac két qua xét nghiém, chan doan hinh anh 15 17 57 77 34
cla bénh vién la chinh xac (7,5%) (8,5%) | (28,5%) | (38,5%)| (17,0%)

Trén khia canh tin cay, NB hai long nhéat vé cac ciu phan “NB dwoc nhan vién y té céng khai thuéc, vat
tw, cac dich vu kham, chira bénh khi thuc hién”, “NB dwoc bac si tw van, giai thich va chi dinh cac dich
vu kham chira bénh phu hop véi tinh trang bénh”, va “NB dwoc bac si tw van va glal thich day da vé tinh
trang strc khoe, phwong phap diéu tri, két qua rdi ro dé lwa chon phwong phap diéu tri phu hop”. M d6
khong hai long vé cac cau phan khac la khong dang ké. Nhin chung mire d6 hai long clia NB (tir mirc binh
thudng dén murc rat hai Iong) trén khia canh tin cay dat twr 78,5-97,0%.

Bang 3. Banh gia ctia NB trén khia canh quan tam (n = 200).

e . R4t khéng| Khéng | Binh . R4t
Banh gia cua NB hailong | hailong | thueng | 72199 hailong
Nhan vién khoa luén dbi x& an can, lang nghe 4 7 52 71 66
quan diém cia NB (2,0%) (3,5%) | (26,0%) | (35,5%) | (33,0%)
Bac si c6 10 néi, thai dg, giao tiép dung myc 1 10 36 104 49
véi NB (0,5%) (5,0%) | (18,0%) | (52,0%) | (24,5%)
A a LA =, e 3 3 15 53 91 38
Nhan vién y té luén san sang giup d& khi NB can (1,5%) (75%) | (26.5%) | (45.5%) | (19.0%)
Nhan vién y té tra 1&i nhitng yéu cau clia NB 11 21 68 61 39
mét cach than thién. (5,5%) | (10,5%) | (34,0%) |(30,5%) | (19,5%)
£ s . A 5 19 24 59 28 70
NB dwgc doi xir mét cach cong bang ©5%) | (12,0%) | (29.5%) | (14.0%) | (35.0%)
NB dugc nhan vién y té quan tam dén diéu kién
an &, ton trong bi mat riéng tw, bao dam sy kin dao 4 2 29 65 100
’ ¥ 7 . 7 Y 0, (4] 0, 0, 0,
khi thwe hién cac dich vu diéu tri (2,0%) (1.0%) | (14,5%) | (32,5%) | (50,0%)

Trén khia canh quan tam, NB hai ldng nhat vé& cac cdu phan “Bac si cé |&i néi, thai dd, giao tiép ding
muwc véi NB”, va “NB dwoc nhan vién y t& quan tam dén diéu kién &n &, ton trong bi mat riéng tw, bdo dadm
sw kin dao khi thwc hién cac dich vu diéu tri”. NB khéng hai long nhét vé cAu phan “Giwdng bénh day du
cho méi ngudi mot givong, an toan, chac chan, st dung tét’, “Nhan vién y té tra |01 nhirng yéu cau cla

NB mét cach than thién”. Nhin chung ti 1& hai ldng clia NB (tr mire binh thwdng dén mure rat hai long) trén
khia canh quan tam dat tir 78,5-96,0%.
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Bang 4. Danh gia cta NB trén khia canh yéu té hiru hinh (n = 200).

, . R4t khong | Khéng | Binh Hai Rét
Banh gia cua NB hailong | hailong | thueng | long | hailong
A A KL La . 6 8 73 51 62
Bénh vién co trang thiet bi hién dai (3.0%) (4.0%) | (36,5%) | (25.5%) | (31,0%)
A e 6 12 49 97 36
BV c¢é cau truc xay dung dep, khang trang (3.0%) | (6.0%) | (24,5%) | (48.5%) | (18.0%)
Bai gilr xe ctia bénh vién thuan tién 3 15 91 53 38
9 i i T (1,5%) | (7,5%) |(45,5%)|(26,5%) | (19,0%)
R R R S N .z 11 21 68 61 39
Phong bénh sach sé véi day du tién nghi can thiét (5.5%) |(10.5%) | (34.0%)| (30.5%) | (19.5%)
Giwong bénh déy du cho mbi nguoi mét giwong, 19 24 59 28 70
an toan, chac chan, str dung tét (9,5%) |[(12,0%) |(29,5%) | (14,0%) | (35,0%)
A N . £ ~ 7 18 83 59 33
Nha vé sinh thuan tién, str dung tot, sach sé (3.5%) 9.0%) |(41.5%)|(29.5%) | (16.5%)
Méi triedng trong khuén vién bénh vién xanh,, sach, dep, 5 1 93 58 33
bao dam an ninh, trat tw, phong ngtra trom cap cho NB (2,5%) | (5,5%) |(46,5%)|(29,0%) | (16,5%)
N . X LA L% 3 5 57 93 42
Nhan vién c6 trang phuc lich sw, dé nhan biét (1,5%) (2.5%) | (28.5%) | (46.5%) | (21,0%)

Trén khia canh yéu tb hiru hinh, NB hai [dng nhat véi cAu phan “Méi trwéng trong khudn vién bénh vién
xanh, sach, dep, bao ddm an ninh, trat tw, phong ngira trém cép cho NB” va “Nhan vién c6 trang phuc lich
sw, d& nhan biét”. NB khong hai l1ong nhét véi cdu phan “Phong bénh sach sé véi day du tién nghi can
thiét”. Nhin chung ti 1& hai ldng ctia NB (tr mirc binh thuwéng dén mure rat hai long) trén khia canh yéu td

hiru hinh dat tir 78,5-96,0%.

Bang 5. Banh gia ctiia NB trén khia canh sy bdo dam (n = 200).

. R4t khéng | Khéng | Binh . R4t
Banh gia cua NB hailong | hailong | thuong | 72 10" hailong
C6 thé tim hiéu cac thong tin va dang ki kham qua 1 11 63 43 82
dién thoai, trang dién tlr clia bénh vién thuan tién (0,5%) (5,5%) |(31,5%)|(21,5%) | (41,0%)
Quy trinh, thd tuc kham chira bénh, nhap vién 6 32 74 63 25
ré rang, cong khai, thuan tién (3,0%) | (16,0%) |(37,0%)|(31,5%) | (12,5%)
Khoa c6 cong khai sé dién thoai dwdng day néng, 13 2 68 95 22
hoat dong hiéu qua, lién tuc 24/7 (6,5%) (1,0%) |[(34,0%)|(47,5%) | (11,0%)
Cac bién bao, chi dan dwdng dén Khoa r rang, 22 41 35 55 47
dé nhin, dé tim (11,0%) | (20,5%) [(17,5%)|(27,5%) | (23,5%)
Cac so do, bién bao chi dn dwong dén cac khoa, 24 31 74 32 39
phong trong Vién ré rang, dé hiéu, dé tim (12,0%) | (15,5%) | (37,0%) | (16,0%) | (19,5%)
Céc khéi nha, cau thang dwoc danh sé rd rang, 11 18 72 35 64
dé tim (5,5%) (9,0%) [(36,0%)|(17,5%) | (32,0%)
s R A s N z % 6 32 74 63 25
Cac 16i di trong bénh vién, hanh lang bang phang, dé di. (3.0%) | (16.0%) | (37,0%) | (31.5%) | (12.5%)
Nhirng vi tri dé tron trot dwoc canh bao va cé 16 27 88 56 13
bién phap phong ngtra (8,0%) | (13,5%) |(44,0%)|(28,0%) | (6,5%)
N‘B tim, goi dwoc hoac hdi dwgc nhan vién'y té khi 14 10 68 87 21
can (7,0%) (5,0%) [(34,0%) |(43,5%) | (10,5%)
Tinh Iié(\ hoan cuia cac khoa diéu trj 1a thuan loi 5 31 67 45 52
trong diéu tri (2,5%) | (15,5%) |(33,5%)|(22,5%) | (26,0%)
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Trén khia canh bao dam, NB hai ldng nhat vé cAu phan “NB tim, goi dwoc hodc héi dwoc nhan vién'y
té khi can” va “Bénh vién c6 cong khai sé dién thoai dwéng day néng, hoat dong hiéu qua, lién tuc 24/7”.
NB chi yéu khéng hai ldng vé cdu phan “Cac bién bao, chi dan dudng dén bénh vién ré rang, dé nhin, dé
tim”. Nhin chung ti I& hai ldng cia NB (tr mtrc binh thuweéng dén mire rét hai long) trén khia canh bao dadm
dat tir 68,5-94,0%.

Bang 6. Banh gia cia NB trén khia canh kha nang tiép can (n = 200).

Panh gia cia NB Ratkhong | Khong | Binh |- Hai ) Rt
hai long |hailong|thwdng| long | haildong
C6 thé tim hiéu cac thong tin va dang ki kham qua 22 41 35 55 47
dién thoai, trang dién t(r ciia bénh vién thuan tién (11,0%) |(20,5%) |(17,5%)|(27,5%)| (23,5%)
Quy trinh, thd tuc kham chira bénh, nhap vién 13 15 25 104 43
rd rang, cong khai, thuan tién (6,5%) (7,5%) |(12,5%)|(52,0%)| (21,5%)
Khoa c6 cong khai sb dién thoai dwéng day néng, 11 24 68 95 2
hoat déng hiéu qua, lién tuc 24/7 (5,5%) [(12,0%)|(34,0%)|(47,5%)| (1,0%)
Cac bién bao, chi dan dwdng dén khoa rd rang, 22 41 35 55 47
dé nhin, dé tim (11,0%) |(20,5%)|(17,5%)|(27,5%) | (23,5%)
Cac so do, bién bao chi dan dwong dén cac khoa, 24 31 74 32 39
phong trong Vién ré rang, dé hiéu, dé tim (12,0%) |(15,5%)|(37,0%)|(16,0%) | (19,5%)
Cac khéi nha, cau thang dwoc danh sé ré rang, 5 31 67 45 52
dé tim (2,5%) |[(15,5%)| (33,5) |(22,5%)| (26,0%)
Cac 16i di trong bénh vién, hanh lang béng phang, 6 32 74 63 25
dé di. (3,0%) [(16,0%)|(37,0%)|(31,5%) | (12,5%)
Nhirng vi tri dé tron trwot dwoc canh bao va 5 26 72 77 20
c6 bién phap phong ngtra (2,5%) [(13,0%)|(36,0%) |(38,5%)| (10,0%)
NB tim, goi dwoc hodc hoéi duwgc nhan vién 'y té 9 22 69 75 25
khi can (4,5%) [(11,0%) |(34,5%) |(37,5%) | (12,5%)
Tinh Iiér) hoan cuia cac khoa diéu trj 1a thuan loi 13 15 25 104 43
trong dieu tri (6,5%) (7,5%) [(12,5%)|(52,0%) | (21,5%)

Trén khia canh kha nang tiép can, NB hai ldng nhéat vé “Quy trinh, thi tuc, kham, chira bénh, nhap vién
rd rang, céng khai, thuan tién” va “Tinh lién hoan cutia cac khoa diéu tri 1a thuan loi trong diéu tri”. NB chd
yéu khong hai ldng vé “Céac so db, bién bao chi dan dwérng dén cac khoa, phong trong bénh vién ré rang,
dé hiéu, dé& tim”. Nhin chung ti I& hai I6ng ctia NB (tlr mtrc binh thwérng dén mure rat HL) vé khia canh kha
néng tiép can dat tir 68,5-86,0%.

Bang 7. Banh gia ctia NB trén khia canh hiéu qua (n = 200)

, . Rat khong | Khoén Binh Hai Rat
banh gia cua NB hai Ibngg hai I(‘)ngg thuong | long | hai long
Bidu dudng va béc ST thue hién tét cong vige ctiaho | 412% . 478% N 405?;% ) (306:8% e 1‘%% )
NB duoc cung cép thong tin ddy dt trong qua trinh 5 29 43 88 35
didu tri (2,5%) | (14,5%) | (21,5%) | (44,0%) | (17,5%)
Tinh trang strc khée cta NB duwoc cai thién sau 19 29 65 44 43
thoi gian didu tri tai Banh vién. 9.5%) | (14,5%) | (32,5%) | (22,0%) | (21,5%)
Két qua diéu tri da dap rng dwoc nguyén vong 3 5 57 93 42
clia 6ng/ba (1,5%) | (2,5%) |(28,5%)|(46,5%) | (21,0%)
Ong/ba cadm nhan chét lwong dich vu kham, 1 22 49 57 71
chira bénh Ia tét (0,5%) | (11,0%) | (24.5%) | (28,5%) | (35,5%)
Chét lvgng dich vu kham chira bénh tai Bénh vién 5 29 43 88 35
dap (rng dwoc ki vong clia 6ng/ba (2,5%) |(14,5%)|(21,5%)|(44,0%) |(17,5%)
Onglba sé tiép tuc st dung dich vu kham, chira bénh 15 17 57 77 34
ctia bénh vién khi ban than va nguoi nha co bénh (7.5%) | (8,5%) |(28,5%)|(38,5%)|(17,0%)
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Trén khia canh hiéu qua, NB hai long nhéat vé
“Chét lwvgng dich vu kham, chira bénh tai Bénh
vién dap tng duoc ki vong cla 6ng/ba”, “Két qua
diéu tri da dap (rng dwo'c nguyén vong ctia éng/ba”
va “NB dwoc cung cép thong tin day dd trong qua
trinh diéu tri”. Nhin chung, ti I& hai long cta NB (tir
mirc binh thuwéng dén mire rat hai long) trén khia
canh hiéu qua dat t&r 76,0-96,0%.

4, BAN LUAN.

Dé do lwong sw hai long clia NB véi chat lwong
dich vu y t&, rat nhiéu tac gia da thwc hién nghién
ctvu dwa trén cac phuong phap nghién ctru cét
ngang (chi dinh lwgng don thuan) ho&c cé thé két
hop gitra dinh lwong va dinh tinh sao cho van phu
hop v&i quy mé rong rdi & nhiéu tinh, thanh phd
khac nhau [8], [7] [5] [4] [6]. Trong méi nghién
clru, cac déc diém vé sé luong, tudi, gidi, trinh d6
hoc van... clia dbi twong nghién ciru déu dwoc xac
dinh ré rang. C6 thé nhan thay diém chung cua cac
nghién ctru la viéc xay dwng cac bd cong cu déu
bao gdm céac yéu td nhw thei gian che doi tiép can
dich vu, twong tac giao tiép véi nhan vién y té (diéu
duéng, ki thuat vién...), twong tac giao tiép véi bac
si, co' s& vat chat/méi triedng/trang thiét bi. .

Pé danh gia, phan loai mirc d6 hai long ctia NB,
hau hét cac nghién ctru déu dua trén thang diém
Likert v&i 5 mirc do: rat khong hai long (1 diém),
khéng hai long (2 diém), binh thwong/tam dwoc (3
diém), hai long (4 diém) va rat hai long (5 diém).
Tuy nhién, & mét sé nghién ctru khac, thang diém
Likert lai dwgc st dung theo nhiéu hinh thérc da
dang hon, nhw nghién ctru cia Mohammadreza
Hojat va cong sw da sr dung thang diém dao dong
tr 1 (rAt khong hai long) dén 7 (rat hai long) [9].

Phan I&n cac nghién ctru chd yéu dwa trén cac
yéu tb thoi gian che doi tiép can dich vu, twong tac
giao tiép v&i nhan vién y t&, twong tac giao tiép voi
bac si, két qua cham soc strc khde... dé xay dung,
hoan thién bd cau héi. Tuy nhién, sé lwong cac yéu
td va cac noi dung lién quan dé danh gia sy hai
long clia NB & tirng nghién ctru la khac nhau, nhw
nghién ctu cia Pham Nhat Yén [2] st dung 7 yéu
t6; nghién ctru clia Nguyén Thé Vinh [6] va Nguyén
Coéng Thinh [3] chi st dung 5 yéu t6. C6 thé noi
sw khac nhau 4y van hoan toan phu hop, vi méi
nghién ctru dwoc thc hién trén cac bénh nhan &
cac dia diém khac nhau (diéu kién, hoan canh tirng
noi sé tac dong dén quan diém va sw hai long cla
NB theo cac mwre dé, cach thirc khac nhau).

Cac nghién cru vé sy hai long cia NB & nwéc
ta giai doan 2000-2015 nhin chung dwgc thyc hién
tai nhitng dia diém, co s& y té kha da dang, nhuw
bénh vién cac tuyén (huyén, tinh, Trung wong),
trung tam y t&, phong kham... va tién hanh trén
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nhiéu déi twong nghién ctru khac nhau (NB néi tra,
NB ngoai tr, ngudi nha NB...). C6 thé nhan thay,
murc do hai long clia NB véi chét lwong dich vu y
t& nhin chung déu & mdc trung binh tré 1&n. Tuy
nhién, khi so sanh gitra cac nghién ctru thi van thay
sw chénh léch dang ké vé ti 1é hai long ctia NB. Vi
du: cung nghién ctru vé su hai long ctia NB dén
kham va diéu tri ngoai tru, nghién cru clia Pham
Nhat Yén [2] cho ti Ié NB hai long chung vé&i chét
lwong kham chira bénh dat 91,7%, cao hon nhiéu
so v&i két qua nghién ctru clia Nguyén Céng Thinh
(61,9%) [3].

Bén canh d6, mét diém chung niva ma phan I6n
cac nghién ctu déu chi ra, ti 1&é m&c do hai long vé
yéu tb thoi gian chd doi tiép can/cung cép dich vu
con & mirc thap. Diéu nay chirng té rang, tinh trang
qua tai & cac bénh vién van chwa duoc gidi quyét
tot, dac biét la & cac co s& y té tuyén Trung wong.
Chi khi giai quyét tét dwoc van dé nang lwc chuyén
mon cho cac bénh vién tuyén co s& dé han ché téi
da viéc NB vuot tuyén, chuyén tuyén nhu hién nay
méi bao dam duoc viéc cung cap dich vu y té cho
NB duwoc nhanh chéng hon, chat lwong hon & cac
tuyén cao hon.

Nhitng két qua khac nhau nay sé gilp cac co
quan quan li nha nwéc vé y té va mdi co sé y té co
dwoc nhirng can cir khoa hoc phu hop, dac biét la
nam ré ti 1& mirc do hai long clia NB vé chét lwong
dich vu y té trén dia ban, & tirng bénh vién. Tir do,
c6 cac bién phap, glal phap trwdc mét va lau dai,
diéu chinh céac nguon lwe, nang cao hon nira chét
lwvong céng tacy té, phuc vu tot nhat stre khoe cla
tirng déi twong NB, mang lai sw hai long cao nhét
cho NB vé chét lvgng dich vu tai cac co s& y té.

5. KET LUAN.

Nghién ctru danh gia sw hai long clia NB vé chét
lveng dich vu Khoa Néi tim mach, Bénh vién Trung
wong Quan ddi 108 trén 200 NB diéu tri noi tra tai
khoa, tir thang 3-9/2021, két luan:

- Pa sb NB la nam gi¢i (79,5%), trén 60 tudi
(46,5%), nam vién tr 7-10 ngay (66,5%), co6 bao
hiém y té trong thoi gian ndm vién (71,5%), nghé
nghiép can bd - vién chirc, cong nhén va néng dan
(55,5%). Ti 1& NB sinh sdng & néng thén (51,5%) va
thanh thi (48,5%) twong dwong nhau.

- Ti & NB hai long mirc binh thwdng dén mire rat
hai long trén khia canh tin cay dat tr 78,5-97,0%;
trén khia canh quan tam dat twr 78,5-96,0%; trén
khia canh yéu té hiru hinh dat tir 78,5-96,0%; trén
khia canh bdo dam dat tir 68,5-94,0%; trén khia
canh kha nang tiép can dat tir 68,5-86,0%; va trén
khia canh hiéu qua dat tir 76,0-96,0%.
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