DANH GIA S HAI LONG VE CHAT LUQNG
KHAM VA DPIEU TRI TAI KHOA KHAM BENH,
PHAN VIEN QUAN Y 7, NAM 2019

CNDD. NGUYEN THI BIEU, CNPD. NGUYEN THI THU HPONG
Phén vién Quény 7

Phan bién khoa hoc: (1) BSCKIL. NGUYEN QUOC THINH

(2) ThS. PHAM THU HA

TOM TAT: Nghién ctru mé ta cat ngang 494 nguoi bénh va 36 nguoi nha dura ngudi bénh dén khém
bénh tai Khoa Kham bénh, Phén vién Quén y 7, tir thang 6-12/2019.

Két qua: 81,2% nguoi bénh va 91,6% nguoi nha ngudi bénh réat hai long véi théi do dén tiép, phuc vu
cla nhéan vién y te Khoa Kham bénh. 77,9% nguwoi bénh hai long va 88,9% nguwoi nha nguoi bénh hai long
vigc nhén vién y té huong dan, giai thich nhitng thac mac. 63,7% nguoi bénh va 69,4% nguwoi nha nguoi
bénh rat hai long vé qua trinh giai thich tinh trang bénh, hudng dan phuwong phap diéu tri. 55,9% nguoi
bénh va 22,2% nguoi nha nguoi bénh hai long vé danh gia cong tac tw van giao duc strc khoe. 14,2%
nguoi bénh va 2,8% nguwoi nha ngudi bénh khéng hai long vé thoi gian cho doi kham.

Tir khéa: Hai long nguoi bénh, chat lwong bénh vién, bénh nhan ngoai tru.

ABSTRACT: Cross-section descriptive study of 494 patients and 36 family members of patients at the
Department of medical examination, Military medical sub-institute 7, from June to December 2019.

Results: There were 81.2% of patients and 91.6% of their family members very satisfied with the
welcoming and service attitude of health workers at the Department of medical examination, 77.9% of the
patients were satisfied and 88.9% of the patient’s family members were satisfied with the guidance and
explanation of questions by the health workers. 63.7% of the patients and 69.4% of the patient’s family
members were very satisfied with the process of explaining the disease status and guiding treatment
methods. 55.9% of the patients and 22.2% of the patient’s family members were satisfied with the
assessment of health counseling and education. 14.2% of the patients and 2.8% of their family members
were dissatisfied with the waiting time for examination.
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1. DAT VAN BE.

Nang cao chét lwgng kham, chira bénh la yéu
cau cap thiét dat ra cho cac co s& y té, dong thoi
cling la niém mong doi cla ngudi bénh (NB) va
ngwdi nha NB. Sy hai long ctia NB vé chét lwong
phuc vu va cham séc strc khde clia cac co s& y té
la van dé rat quan trong trong giai doan hién nay.
C6 cai nhin téng thé, danh gia dung nhitng mat
manh, nhitng han ché, yéu kém trong cong tac
kham va diéu tri, lam co s& cho cac don vij diéu
chinh, khéc phuc, dap ng nhu ciu cham séc sirc
khde ngay cang cao clia bé ddi va nhan dan trong
cong tac kham, chira bénh.

Chét lvgng kham va diéu tri 13 yéu t6 rat quan
trong, quyét dinh su ton tai cGa bénh vién, thé hién
& cac khia canh, nhw c6 hiéu qua khoa hoc, viéc
cham soc phai thuc hién theo tiéu chuan da quy
dinh; thich hop véi NB; an toan va khéng gay bién
chirng; NB cdm nhan thay hai long, it tén kém so
v&i cach diéu tri khac.
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Nhing nam gan day, Phan vién Quan y 7 (Bénh
vién Quan y 7) da cé nhirng thay doi toan dién
nham nang cao chat lwgng chuyén mon cpa doi
ngld y té trong diéu tri, cham s6c NB. Viéc t6 chirc
cac quy trinh kham bénh ngoai trl,] hLyé’ng toi sw
hai Ibng cla NB dwgc Ban Giam doc rat quan tam,
bwéc dau nhan dwoc nhirng phan anh tich cwe.

Chung t6i trién khai nghién cru nay nham danh
gia sy hai long ctia NB vé chat lwgng kham va dieu
tri tai Khoa Kham bénh, Phé‘n vien Quany 7. Tt
do, dé xuat cac giai phap nham nang cao mic dé
hailong cla NB trong kham chira bénh nhirng nam
tiép theo.

2.DOI TUQNG, PHWONG PHAP NGHIEN CUU.

2.1. Péi twong nghién ciru:

494 NB va 36 nguoi nha NB dén kham bénh tai
Khoa Kham bénh, Phan vién Quan y 7 cac ngay trong
tuan (trtr thir Bay va Chu nhat), ttr thang 6-12/2019.

Loai trir NB khong c6 kha nang hiéu va ty dién
tra 161 vao phiéu cau héi; NB bd vé, chuyén vién,
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trang thai tam li khéng 6n dinh...; NB va ngwdi nha
NB khdéng dong y tham gia nghién ctru.

2.2. Phuwong phap nghién ctru:

- Thiét k& nghién ctru: mé t& cat ngang.

- Phwong phap tién hanh: xay dwng phiéu céu
hai va danh gia mtec do hai long dwa trén mau
phieu khao sat y kien NB ngoai tri do BO Y t€ ban
hanh [4], [5]. Phiéu cau hai thiét ké phu hop v&i dac
diém cta Phan vién Quan y 7 va dwoc Ban Gidm
doc phé duyét, ap dung trong Phan vién.

- N6i dung khéo sat (gédm 5 van dé chinh):

+ Thai do don tiép clia nhan vién Khoa Kham bénh.

+ Hwéng dan, hd trg NB thwe hién quy trinh
kham bénh.

+ Th&i gian chd kham bénh va lam xét nghiém.

+ V& trinh d& chuyén mon cla nhan vién y té.

+ Tw van clia nhan vién y t& vé& bao vé, chadm
soc strc khde cho NB.

- NB tra 1o céac phiéu cau hdi va danh gia sw hai long
& ba mirc d¢: rat hai long, hai long va khéng hai long.

- JE‘)ao dirc nghién ctru: dwgc ban Giam déc va
héi ddng dao dwrc Phén vién théng qua.

- X li s6 liéu: bang phan mém SPSS 18.0.

3. KET QUA NGHIEN cUu.

- Banh gia thai do don tiép, phuc vu NB cua
nhan vién y t&é Khoa Kham bénh.

MUC DO HAI LONG VO'I THAI DO BON TIEP

®RAthailong  ® Hai long

Khéng hai ldng

91,6%

Ngudibénh Nguwdinha nguodi bénh

Biéu dé 1. Mirc dé hai long vé thai d6 don tiép NB.

81,2% NB va 91,6% nguoi nha NB rat hai long
véi thai do don tieép, phuc vu clia nhan vién y té
Khoa Kham bénh.

- Mtrc d6 hai long cta NB vé’viéc’nhén viény té
hwéng dan, gidi thich nhirng thac mac:

Bang 1. Danh gia vé viéc nhan vién y té huéng
dan, giai thich nhirng thdc mac.

No6i dung danh gia NB Nguw&i nha NB
R4t hai long 93 (18,8%) 4 (11,1%)
Hai long 385 (77,9%)| 32 (88,9%)
Khéng hai long 16 (3,2%) 0

Téng 494 (100%) | 36 (100%)
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Van con 3,2% NB khong hai long vé viéc nhan
vién y té hwéng dan, giai thich nhirng thac mac.

- Banh gia théi gian cho doi kham:

Bang 2. Banh gia thoi gian ché doi kham.

No6i dung danh gia NB Nguwoi nha NB
RAt hai long 106 (21,4%)| 9 (25,0%)
Hai long 318 (64,4%)| 26 (72,2%)
Khdéng hai Iong 70 (14,2%) 1(2,8%)
Téng 494 (100%) | 36 (100%)

14,2% NB va 2,8% nguoi nha NB khong hai
Iong vé thdi gian chd doi kham.

-Danh giavé qua trinh gidi thich tinh trang bénh
va hwéng dan diéu tri ciia nhan vién vy té:

Bang 3. Panh gia vé qua trinh giai thich tinh
trang bénh va huéng dan diéu tri.

Noi dung danh gia NB Nguoi nha NB
R4t hai long 315 (63,7%)| 25 (69,4%)
Hai long 158 (32,0%)| 10 (27,8%)
Khong hailong | 21(4,3%) | 01(2,8%)
Téng 494 (100%) | 36 (100%)

63,7% NB va 69,4% ngudi nha NB rat hai long
vé qua trinh gidi thich tinh trang bénh ciing nhw
hwéng dan phwong phap diéu tri.

- Danh gia vé cong tac tw van gido duc strc khde
cho NB va nguw¢i nha NB:

MUC DO HAI LONG VE CONG TAC TU VAN GIAO DUC SK

®R&thailong  ® Hai long

Khéng hai long
66,7%

55,9%

Nguw&ibénh Nguw&inha nguoi bénh

Biéu do 2. Banh gia vé cong tac tw van,
giao duc strc khde cua nhén vién y té.

Ti 1& NB va nguoi nha NB hai long vé cong tac
tw van, giao duc strc khée clia nhan vién y te khong
cao, lan lwot 1a 55,9% va 22,2%.

4. BAN LUAN.

- Khao sat 494 NB va 36 nguwdi nha NB thi co
t&i 81,2% NB va 91,6% nguwdi nha NB danh gia
réat hai long vé thai dd don tiép, phuc vu cla nhan
vién y té phong kham. Két qua nay phu hop voi
nghién cru ciia Ngé Thi Ngoan nam 2012, thyc
hién trén 1.250 NB va ngwdi nha NB tai phong
kham bénh clia 5 bénh vién khu vwc phia Bac;
nghién ctru danh gia mc d6 hai long ciia NB trén
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nhiéu khia canh, nhu tinh than, thai d& phuc vu
cla thay thuéc; tb chirc dén tiép NB; gia ca dich
vy; thoi gian cho doi. Két qua, ti 1é hai long chung
vé chat lvong diéu tri dat 90,6%.

- Cong tac kham, gidi thich vé tinh trang bénh va
cac ché do chinh sach luén dwoc nhan vién phong
kham chu trong. D&c biét, viéc hwdng dan st dung
thudc cho NB ludn can than va chu dao. Két qua,
c6 77,9% NB va 88,9% nguwdi nha NB thay hai long
véi cong tac hwéng dan, giai thich day da, tan tinh,
chu dao cha nhan vién y té. Tuy nhién, con ti lé
danh gia khong hai ldng vé thoi gian che doi kham
& NB (14,2%) va ngudi nha NB (2,8%). Mat trong
nhirng |i do cha tinh trang nay |a thiéu ngudn nhan
Iwc. Ngay cé bac si chi huy ciling phai tham gia
cong tac kham va diéu tri. Nén khi NB dong hoac
chi huy phan vién di véng thi NB van phai che 1au,
dan t&i khéng hai ldng. Cac nghién clru khac cho
thy, phan I6n NB chwa that sy hai long vé thoi
gian cho doi kham tai cac bénh vién. Tam |i moi
ngwdi khi dm dau can dwoc quan tam kip thei. Khi
NB hay nguwdi nha NB phai ch¢ dgi qua lau, ho
thwerng khong hai long va sé danh gia khat khe vé
van dé chét lwong tai bénh vién. Day ciing la van
dé cac nha quan |i cAn c6 nhirng gidi phap phu hop
dé han ché dén mic thp nhét sw khong hai long
ctia NB. Nghién ctru ctia Pham Nhat Yén vé sy hai
long ctia NB tai Bénh vién Bach Mai cho thay, ti &
hai ldng vé thoi gian chd doi kham chi dat 30,1%,
trong khi do ti 1& hai long chung vé chét lwong dich
vu la 91,7%.

Tai cac bénh vién tuyén trung wong, cé thé
thdy NB chwa hai long vai thei gian chd doi kham.
Nguyén nhan dwgc xac dinh la do tinh trang qua tai
bénh vién. Hién nay, kinh t& ngay cang phat trién,
nhu cau vé cac dich vu y té cé chat lwong cao ciing
tang theo. NB cé xu thé chuyén I&n cac bénh vién
tuyén trung wong dé st dung cac dich vu tét nhét,
gay nén tinh trang qua tai tai cac bénh vién. Vi thé,
NB chuwa that sw hai long khi phai chd dgi qua lau.
Con tai Phan vién Quan y 7, van dé mau chét lién
quan dén thoi gian chd doi kham dé 14 ngudn nhan
lwe it, co s& vat chat xudng cép, trang thiét bj con
thiéu va chwa ddng bo dé dap &ng yéu cau nhiém
vy, gay anh hudng rat nhiéu dén thoi gian kham
bénh.

- Ti1& NB hai long véi cong tac tw van gido duc
strc khde cGa nhan vién y t& chi chiém 55,9%,
ngwdi nha NB 1a 22,2%. Diéu nay cho thay, trinh d6
diéu dwdng chwa doéng déu, day la mot kho khan
trong coéng tac kham chira bénh. Ddong thdi, nhan
lwe y té dwoc coi la mot thanh phan rat quan trong
trong hé thdng y té, la yéu t6 chinh bdo ddm hiéu
qué va chat lwong dich vu y té. Thiéu nhan luc y té
chac chén sé lam giam chét lwong trong qua trinh
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kham chira bénh, gidm chét lwong dich vu, dan dén
gidm uy tin cda bénh vién va gidm thu dung NB la
diéu khong thé tranh khéi. So sanh két qua véi cac
nghién ctru khac thwc hién tai Hoa Binh va mét sb
bénh vién & Phu Tho nam 2006-2007 cla tac gia
Ha Thi Soan, thay két qua ciing twong duong voi
nghién clru nay.

5. KET LUAN.

Nghién ctru sw hai long NB vé chét lwong kham
va diéu tri tai Khoa Kham bénh, Phan vién Quan y
7, két qua:

81,2% NB va 91,6% ngu®i nha NB rat hai long
vé&i thai dd dén tiép, phuc vu clia nhan vién y t& Khoa
Kham bénh. 77,9% NB hai long va 88,9% ngudi
nha NB hai Idng viéc nhan vién y t& hwéng dan, giai
thich nhirng thédc mac. 63,7% NB va 69,4% ngudi
nha NB rat hai long vé qua trinh gidi thich tinh trang
bénh, hwéng dan phwong phap diéu tri. 55,9% NB
va 22,2% ngudi nha NB hai long vé cong tac tw van
gido duc strc khée. 14,2% NB va 2,8% nguwoi nha
NB khong hai ldng vé thoi gian chd doi kham.

Qua nghién ctu, chiang t6i kién nghi:

- Can tang cwdng nhan lwc, bd sung cac bac
si ¢co trinh dd chuyén mon tdt, mé rébng hop tac,
thu hat tiém lwc kham chira bénh phuc vu cac dbi
twong bd ddi va nhan dan tai Phan vién Quany 7.

- Nhan vién y té Phan vién Quan y 7 can tang
cuwong cong tac gidao duc strc khde cho NB.
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