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TOM TAT

Muc tiéu: Panh gia sw hai long ctia ngudi bénh dén kham va diéu tri tai mot sé bénh vién phia Béc.

DP6i twong va phwong phap: Nghién ctru mé té cat ngang 21.579 ngudi bénh va ngudi nha ngudi bénh,
dén kham va diéu tri ngoai trt tai 13 bénh vién khu vuc phia Bac, tt thang 4/2018-4/2019.

Két qua: Pa sé nguoi bénh trén 18 tudi (98,1%), sbéng & thanh thi (56,1%), trinh d6 hoc van phé théng
(44,2%), c6 bao hiém y té khac (53,2%). Ti Ié ngudi bénh nam (47,9%) va ngudi bénh ni¥ (52,1%) tuong
dwO’ng nhau. Ngudi bénh diéu tri ngoai tri & cac bénh vién nghién ctru co ti 16 hai long chung theo thang
diém Linkert dat 94,3%. Diém trung binh mdre dd hai long chung clia nguoi bénh diéu tri ngoai tri vé céc
néi dung nghién ciru déu trén 4 diém va dat mirc hai Iong. Diém trung binh mirc do hai long chung cua
nguoi bénh theo céc tiéu chi nghién ciru dat 4,22 diém.

Tir khéa: Bénh vién, chat lwong dich vu, bénh nhan ngoai trd, mirc d6 hai long.

ABSTRACT

Objectives: To assess the satisfaction of patients who come for examination and treatment at a number
of hospitals in the North of Vietnam.

Subjects and methods: A cross-sectional descriptive study of 21,579 patients and their family members
who visited and received outpatient treatment at 13 hospitals in the Northern region, from April 2018 to
April 2019.

Results: The majority of patients were over 18 years old (98.1%), lived in urban areas (56.1%), had a high
school education (44.2%), had other health insurance (53, 2%). The proportion of male patients (47.9%)
and female patients (62.1%) were similar. Outpatients at the research hospitals had the overall satisfaction
rate according to the Linkert scale of 94.3%. The average point of overall satisfaction of outpatients on
the research contents was above 4 points and reached the satisfaction level. The average point of overall
satisfaction of patients according to the research criteria reached 4.22 points.
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'Bénh vién Trung wong Quéan déi 108.

1. DAT VAN BE cu thé héa trong B6 tiéu chi chat lwong Viét Nam

Sy hai long cua ngwdi bénh (NB) Ia mét trong
nhirng tiéu chi do lwong kha nang dap (rng mong
doi clia NB & cac co s y té. Thuc hién chi dao cua
B& Y té vé viéc nang cao chat lwong dich vu kham,
chira bénh néi riéng va chat lwong dich vu chdm
séc slrc khde noéi chung, tai cac bénh vién trén ca
nwdc, viec dap ng sw hai long clia NB vé chét
lweng dich vu da dwoc cac don vi quan tam nhiéu
hon. Khdo sat mirc do hai long ctia NB dén kham,
diéu trj tai bénh vién la viéc lam can thiét, nham lién
tuc cai tién, phat trién chuyén mén, nang cao hiéu
qua hoat déng clia co s& y té va da duwoc Bo Y té
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nam 2016.

Tl ndm 2018, Ban Quan li chat lwong Bénh
vién Trung wong Quan déi 108 bat dau thuc hién
khao sat mirc d6 hai long clia NB tai cac bénh vién
khu vwc phia Bac. Day 1a mot phan trong dw an cép
nha nwéc vé khao sat sy hai long cia NB tai mot
sb bénh vién trén toan quéc.

Chung téi thwe hién nghién ctru nay nham danh
gia két qua khao sat sy hai long ctia NB dén kham
va diéu trj tai mot s6 bénh vién khu vwc phia Bac
nwéc ta, nam 2018-2019.
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2. DOl TUQNG, PHPONG PHAP NGHIEN CUrU
2.1. Béi twong nghién ciru

21.579 NB va nguoi nha NB (goi chung la NB)
dén kham va diéu tri ngoai tr tai 13 bénh vién khu
vurc phia Bac, tir thang 4/2018-4/2019.

- Tieu chuén Iya chon:

+ NB diéu tri ngoai tri da két thic kham hodc co
nhap vién diéu tri.

+ NB trén 15 tudi, cé kha nang giao tiép tét hodc
NB dwai 15 tudi va NB I&n tudi, kha ndng giao tiép
khong tét, nhwng c6 ngudi nha thuwdng xuyén bén
canh, truc tiép cham séc NB.

- Tiéu chuan loai trir: NB khdéng co chi dinh lam
cac xét nghiém; NB trong tinh trang cép ctru; NB
khéng hop tac trong qua trinh phéng van hodc
khéng déng y tham gia nghién ciru.

2.2. Phwong phap nghién ctru

- Thiét ké nghién ctru: mé ta cat ngang.

- C& mAu: chon mau thuan tién.

- Phwong tién nghién cru:

+ B6 cau hadi khao sat sw hai long ciia NB ngoai
tri do BO Y té bién soan nam 2015, véi 33 cau hdi
(bién quan sat) thudc 5 nhém ndi dung chinh: (A)
Kha nang tiép can (cau héi A1-A5); (B) Sw minh
bach théng tin va th tuc kham bénh, diéu tri (cau
hai B1-B10); (C) Co s& vat chat va phwong tién
phuc vu (cau héi C1-C8); (D) Thai d6 (rng xt&, nang
lwc chuyén mén cha nhan vién y té (cau héi D1-
D4); (E) Két qua cung cép dich vu (cau hoi E1-E4).

+ Danh gia chung: dap ng dwgc bao nhiéu %
so v&i mong doi (1 cau hoi).

+ Xac dinh nhu cdu kham bénh cho nhirng lan
tiép theo: 1 cau hai.

- Banh gia mrc @6 hai long clia NB theo thang
diém Likert v&i 5 mtrc Iwa chon tir rat khéng hai
long dén rat hai long:

+ Ty 1,00-1,80 diém: rat khong hai long.

+ T 1,81-2,60 diém: khong hai long.

+ T 2,61-3,40 diém: khong y kién.

+ T 3,41-4,20 diém: hai long.

+ Trén 4,21 diém: rat hai long.

- Banh gia chung theo tirng nhém ndi dung
chinh, chung t6i chia thanh 3 khoang: khong hai
long (dwdi 2,60 diém); khoang trung gian (tir 2,61-
3,40 diém); hai long (tr 3,41-5 diém).

- Thu thap va x@ i s6 liéu: té chire tap huan cho
cac nhan vién tai co quan quan li chat lwong hoac
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ké hoach tdng hop cac bénh vién dé thyc hién
khao sat tai bénh vién minh.

- Céch thirc khao sat: phat phiéu khdo sat va
hwéng dan NB cach dién vao phiéu khi ngdi chd
kham bénh; thu lai phiéu khi NB da kham xong,
dang chd 14y thubc. Phiéu khdo sat thu héi, gwi
vé Ban Quan li chat lwgng Bénh vién Trung wong
Quan doi 108.

- Pao dlrc: nghién ctru tién hanh trén nguoi tw
nguyén tham gia nghién ctru. NB va ngudi nha NB
dwoc tw van, giai thich rd muc dich nghién ctru. Moi
thong tin NB dwgc bado mat va khong anh hwéng
dén qua trinh kham, diéu tri.

- X li s6 liéu: bang phan mém R Statistic 4.0.
3. KET QUA NGHIEN cUU
Bang 1. Phan bd NB khao sat tai cac bénh vién
nghién ctru

T Tén bénh vién S6 NB
1 Bénh vién da khoa tinh s 1 530
2 Bénh vién Quan y sb 1 1.970
3 Bénh vién da khoa tinh s6 2 530
4 Bénh vién hang 1 sb 1 1.505
5 Bénh vién da khoa tinh s6 3 1.293
6 Bénh vién Quan y sb 2 1.051
7 Bénh vién Quany sb 3 4.438
8 Bénh vién tw nhan sb 1 3.182
9 Bénh vién da khoa tinh s6 4 799
10  [Bénh vién Quany sb 4 1.200
11 |Bénh vién Quany sb 5 1.540
12  [Bénh vién Quany s 6 1.540
13 |Bénhvién Quany sb 7 2.001
Tbng 21.579

Cac bénh vién nghién clru dwoc chiang té6i ma
héa tir 1 dén 13 nhdm bao dadm thong tin trong dw
an khao sat (bang 1). Trong sb d4, c6 7 bénh vién
quan y (1 bénh vién hang dac biét, 5 bénh vién
hang 1, 1 bénh vién hang 2); 6 bénh vién dan y (4
bénh vién da khoa cép tinh, 1 bénh vién hang 1, 1
bénh vién tw nhan). Sé lwgng NB tham gia khao
sat tai mdi bénh vién dd 1&6n, bdo ddm yéu cau
nghién ctru.
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Bang 2. Théng tin chung vé NB

Pic diém séNB| Tile |SOPphieucé
thong tin

Duai 18 306 | 1,9%

Tw 1829 | 2.937 |17,9%

T 30-39 | 2.943 [ 18,0%
Tudi |Tw40-49 | 2.579 |15,7%| 16.380

Tw50-59 | 2.922 |17,8%

Trén 60 4693 |28,7%

Trung binh 46,9 tudi
Gisi |Nam 7.938 |47,9% 16,560
tinh  IN@ 8.622 [52,1% '
Khu |Thanhthi | 8.956 |56,1%
vuwe 15.971
séng [Nong thon | 7.015 [43,9%

Phé thong | 6.729 |44,2%
Trinh -
do Trungcap | 4.452 [29,2% 15.999
hoc | pai hoc 3.395 |22,3% '
van

Sau dai hoc| 653 ([4,29%

Khong c6 | 4.857 [29,9%
Loai [Quan 674 |4,15%
bao 16.231
hiém [Quan hwu | 2.063 |[12,7%

Khac 8.637 |53,2%

Trong 21.579 NB tham gia nghién c(ru, sb phiéu
dién du théng tin chinh dat tir 70-76%, bao dadm cho
nghién ctru. Trong dd, théng tin vé tudi 1a 16.380

Diém

A1 AZ A3 A4 AS B1 B2 B3 B4 BS BE BT BB B9B10C1 C2 C3 C4 C5 C6 C7T C8 D1 D2 D3 D4 E1 E2 E3 E4

phiéu; gi&i tinh la 16.560 phiéu; khu vuc séng la
15.971 phiéu; trinh d® hoc van 15.229 phiéu va
loai bao hiém la 16.231 phiéu. Hon nira, cac ndi
dung hanh chinh nay khéng anh hwéng dén két
qua danh gia mirc dd hai long chung cia NB trong
nghién ctru.

Bang 3. BPanh gia mirc d6 hai long cia NB theo
thang diém Likert

Mirc hai long theo S6 NB Tile
thang diém Likert (n =21.532) ;
R4t khong hai long 22 0,10%
Khéng hai long 34 0,16%
Binh thuwdng 1.174 5,45%
Hai long 9.469 44,0%
R4t hai long 10.833 50,3%

Trong s6 dbi twong tham gia nghién ctru, co

21.532 phiéu dién du thdng tin ndi dung (diém)
danh gia mirc do hai long cltia NB.

- Mrc @6 hai long clia NB theo ttrng nhém ndi
dung nghién ctru (n = 21.532):

+ Nhém A (kha néng tiép can): 4,21 diém.

+ Nhém B (sw minh bach théng tin va tha tuc
kham bénh, diéu tri): 4,19 diém.

+ Nhém C (co s& vat chat va phwong tién phuc
vu NB): 4,24 diém.

+ Nhém D (thai d6 (rng xt&, nang Iwc chuyén
mon cla nhan vién y té): 4,28 diém.

+ Nhom E (két qua cung cép dich vu): 4,22 diém.
+ Mtrc hai long chung: 4,22 diém.

- Biém hai long ctia NB ngoai tri & tirng tiéu chi
tr A1 dén E4:

Cau hoi

Biéu db 1. Piém hai long ctiia NB ngoai tri & nhém tiéu chi tir A1 dén E4.
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Tiéu chi A5 (c6 thé tim hiéu théng tin va dang ki kham qua dién thoai, trang dién tt&r thuan tién) va B10
(thoi gian chd nhan két qua xét nghiém, chiéu chup) tai cac bénh vién cé diém danh gia trung binh thap
nhét (dat 4,0 diém va 4,1 diém). Tiéu chi B4 (c6 nhan vién y té tiép don, hwéng dan NB lam céac tha tuc
hodc s8n sang tra 1o khi dwoc hdi) dwoc danh gia cao nhat (dat 4,32 diém), tiép dén la tiéu chi D3 (dwoc
nhan vién y té& ton trong, déi xtr cong bang, quan tam, gitp d&) dat 4,3 diém.

- Ti 1& hai ldng va khéng hai ldng ctia NB diéu tri ngoai tru:

B Hailong

100% —

Khéng ¥ kién

B Khbong hai long

2 3 4 5 6

Ty 1& — — e
75% —|
50% —|
25% =
0% —
- T T T T T T I T T T I T

7 8 9 10 11 12 13

Biéu d6 2. Ti Ié hai Iong va khéng hai Iong cda NB diéu tri ngoai trd.

- Biém hai long chung ctia NB diéu tri ngoai tru:

Bénh vién cong

7] I

- Quan y

; —
Y + [—

34 ! - - ‘ I :
2 : Pt
3 3

i 2 3 4 5 6 7 8 9 10 11 12 13
Bénh vién
Biéu dé 3. Piém hai Iong chung ctia NB diéu tri ngoai tru.
4. BAN LUAN

Nghién clru khao sat mirc do hai long ctia NB
diéu tri ngoai tru tai 13 bénh vién khu vuc phia Bac
c6 21.579 NB tham gia. Bénh vién c6 sb lwvong NB
khao sat thdp nhét 1a 530 NB, cao nhét 1a 4.438
NB. Pay la s6 lwong mau di Ién, bao dam yéu ciu
khao sat theo hwdng dan cta Bo Y té [1] va yéu
cau cla dy an.

Bang 1 cho thay, trong sb 21.579 NB tham gia
nghién ctru, sb lwong phiéu dién dd cac thong tin
hanh chinh tir 15.229-16.560 phiéu (dat 70-76%).
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Trong sb phiéu dién du théng tin, da s NB trén
18 tudi (98,1%), sbng & thanh thj (56,1%), trinh d6
hoc van phd théng (44,2%), c6 bao hiém y té khac
(53,2%). Ti 1& NB nam (47,9%) va NB n& (52,1%)
twong dwong nhau.

Chung téi st dung mau phiéu khao sat mirc do
hai 1ong NB diéu tri ngoai tri do Bo Y té ban hanh
nam 2015 [1], [2], v&i 33 cau hdi thudc 5 nhédm ndi
dung. Bang 3 cho thdy mirc dd hai long chung cla
NB theo thang diém Linkert dat 94,3%; mdc dd hai
long chung theo cac tiéu chi nghién ctru dat s6 diém
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trung binh 13 4,22 diém. Trong d6, nhém ndi dung
“Sw minh bach théng tin va tha tuc kham bénh, diéu
tri” dat diém thap nhét (4,19 diém), nhém ndi dung
“Kha nang tiép can” dat 4,21 diém, nhém néi dung
“Két qua cung cép dich vu” dat 4,22 diém, nhém
ndi dung “Co s& vat chat va phwong tién phuc vu
NB” dat 4,24 diém, nhédm ndi dung “Thai dd rng
x&r, ndng lwc chuyén mén cla nhan vién t&” dat
diém cao nhéat (4,28 diém). Nhirng ndm gan day,
cac bénh vién da chu trong dau tw co s& vat chét,
trang thiét bi phuc vu kham, chi*a bénh nén da
dwoc NB danh gia cao. Cung voi viéc nang cao
chét lwgng kham bénh va diéu tri, cac bénh vién
da quan tdm chu trong gidao duc, nang cao y duc
va nang luc giao tiép cta ddi ngl nhan vién y té
v@i NB va ngu¢i nha NB, nhw dao tao cac ki nang
mém, xay dwng céac tinh hudng rng x& giao tiép
cla diéu dwdng hang ngay. Két qua s hai long
ctia NB vé nhém tiéu chi nay cho thdy hwéng di
dung dan cla cac bénh vién.

Két qua chung cho thdy, vé co ban, cac bénh
vién duwgc khao sat da dap ng dwoc ki vong cla
NB va yéu ciu ctia Bo Y té vé nang cao chat lwong
dich vu tai cac co s& y t&, hwéng téi sw hai long
ctia NB. Tuy nhién, mirc d6 hai long ciia NB diéu tri
ngoai tri khéng déng déu gitra cac bénh vién khao
sat. Mrc do hai long chung van cé tir 1-2 bénh
vién thap hon 4 diém (biéu dd 3), song co ban van
dat diém hai long (trén 3,41 diém). Diém hai long
ctia NB khac nhau gitra cac bénh vién co thé do
chét lwong dich vu clia cac bénh vién khéng dong
déu; ciing cé thé do cach tién hanh khéo st tai cac
bénh vién chwa thdng nhéat hodc ki vong ciia NB &
mdi bénh vién cé sw khac nhau. Két qua nay khac
so v&i nghién clru cia Pham Nhat Yén danh gia sw
hai long ctia NB vé chat lwong kham, chira bénh
tai Khoa Kham chira bénh theo yéu cau, Bénh vién
Bach Mai nam 2008 (ti 1é hai Iong cua NB kha cao,
tuy nhién ti 18 NB hai long v&i kha nang tiép can
dich vu chi dat 30,1% [5]); hay nghién ctru ctia Ngo
Thi Ngoan va céng su (nam 2002) danh gia sy hai
long cta 1.250 NB tai Khoa Kham bénh cac Bénh
vién Bach Mai, Bénh vién Nhi Trung wong, Bénh
vién Déng Pa, Bénh vién Da khoa tinh Hai Duong,
Bénh vién Da khoa tinh Yén Bai (i |é hai long cua
NB dat 91%, chi 9% hai long it hodc chwa hai long
[3]). Nghién ctru ciia Nguyén Thi Héng Thai trén
500 NB diéu tri ndi tru tai Bénh vién Phdi Trung
wong, nam 2009, cho thdy 91% NB hai long chung
ddi v&i bénh vién, 96% hai long vé Khoa Kham
bénh, 92% hai long vé& Khoa Diéu tri, 90% hai long
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vé Khoa Can 1am sang [4]. Sy khac nhau nay cé thé
do th&i gian thwe hién cac nghién clru cach nhau
xa, cong cu ciing nhw cach danh gia khong déng
nhéat. Tuy nhién, két qua nghién clru cla ching toi
twong tw khdo sat sy hai long ctia NB diéu tri ngoai
tra tai Bénh vién Nhi Da Nang nam 2016 (ti I&é NB
hai long vé kha nang tiép can |a 87%, diém trung
binh la 4,35 diém [2]).

5. KET LUAN

Khéo sat sy hai long cta 21.579 NB diéu tri
ngoai tru tai 13 bénh vién khu vwc phia Bac, twr
thang 4/2018 dén thang 4/2019, két luan:

- Ti 1& hai long chung ciia NB diéu tri ngoai tru
& cac bénh vién nghién ctru, danh gia theo thang
diém Linkert dat 94,3%.

- Biém hai ldong trung binh chung ctia NB diéu
tri ngoai trd vé cac nodi dung nghién clru déu trén
4 diém va dat mirc hai long. Diém trung binh mirc
dd hai long chung clia NB theo cac tiéu chi nghién
clru 13 4,22 diém.
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