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TOM TAT: Khéo sét sw hai Iong ctia 200 ngudi bénh diéu tri noi trd tai Bénh vién Quan y 268, thoi gian
ttr thang 5 dén thang 7/2020 bdng phéng véan truc tiép. Két qua: Vé kha nang duoc tiép can céc dich vu y
té: 75,5% nguwdi bénh hai long; 7,4% khéng hai long. Vé sw minh bach théng tin va tha tuc kham bénh, diéu
tri: 74% nguoi bénh hai long; 3,2% khéng hai long. Vé sw minh bach théng tin diéu tri: 68,3% ngudi bénh
hai long; 8,2% khéng hai long. Vé co sé véat chat phuc vu nguoi bénh: 65,5% nguoi bénh hai long; 8%
khéng hai long. Vé théi do ung xtv, ndng luc chuyén mén cia nhén vién y té: 70,6% nguoi bénh hai Iong
(7,6% rat hai Iong); 2,34% khéng hai long (0,04% dénh gié rat kém). Panh gia chung cta nguoi bénh vé
dichvuy té ctia bénh vién: 79,9% nguwoi bénh hai long va 1,3% nguwoi bénh khéng hai long; 78,9% nguoi
bénh cho rang bénh vién dép tng véi mong doi truée khi diéu tri.

Tw khéa: Sy hai long clia ngwoi bénh, dich vu y té.

ABSTRACT: Survey of satisfaction of 200 inpatients at the Military hospital 268, from May to July 2020
by direct interviews. Results: About the ability to access health services: 75.5% of patients were satisfied;
7.4% were not satisfied. Regarding transparency of information and procedures of medical examination
and treatment: 74% of patients were satisfied; 3.2% were not satisfied. Regarding the transparency of
treatment information: 68.3% of patients were satisfied; 8.2% were not satisfied. About facilities to serve
patients: 65.5% of patients were satisfied; 8% were not satisfied. In terms of behavior, professional capacity
of health workers: 70.6% of patients were satisfied (7.6% very satisfied); 2.34% were not satisfied (0.04%
assessed very poor). The general assessment of the patients about the hospital’s medical services: 79.9%
of the patients were satisfied and 1.3% of the patients were not satisfied; 78.9% of patients believed that
the hospital meets the expectations before treatment.
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1. DAT VAN BE. cham soc va phuc vu nhu cau thiét yéu cho NB va

Theo Tb chirc Y t& thé gioi, chét lwgng dich ~ NGwoi nha NB; qua do, kip thoi khac phuc nhirng
vu y té tac dong dén su hai long cia ngudi benh  han che, phat huy mat manh da co, nham phuc vy
(NB): nguoc lai, su hai long cia NB c6 thé danh  NB ngay cang tot hon.
gia dwoc hiéu qua cla dich vu y té do bénh vién va Bénh vién Quany 268 la bénh vién hang Il thudc
nganh y té cung cap. Quan khu 4, thu dung dieu tri cho quan nhan tai 3
tinh Quang Binh, Quang Tri, Thira Thién - Hué va
NB trén dia ban don vi déng quan. Viéc danh gia
sy hai long ctia NB dbi véi chat lwong dich vu y
té clia bénh vién gitip cho bénh vién c6 ké hoach
cong tac sat voi thwc tién, nang cao chét lwong
phuc vu b6 déi va nhan dan.

Chung t6i thwe hién dé tai nghién clru nay nhadm

Theo Bo Y té, d& d6i méi toan dién vé phong
céach, thai do phuc vu NB, can bd y té can phai thay
déi nhan thire, quan diém, coi NB la khach hang
va co s& y té la don vi cung cap dich vu cho khach
hang va phai cung cép dich vu tét. Cac co s& y té
da hwdng *’ng manh mé va canh tranh 1an nhau
UG GVl ) FelTl) (U NS el MRS MM o o teny a1 2 e ) [ (i) Gt DI R (i

khach hang cua minh ngay cang lon hon. noi trd tai Bénh vién Quan y 268 (tir thang 5 dén
Viéc nghién cru danh gia sy hai long cua NB thang 7/2020).

tai bénh vién la vé cung quan trong. Két qua cac - n . o o
nghién ctru la co s& khoa hoc giup cac bénh vién Zonel I_UONG o PI-!EJ’O’N,G AP el (0
xac dinh dwoc nhitng nhu cau thiét yéu cia NB, 2.1. boi tirong nghién ctru:

nhirng mat manh va han ché trong céng tac diéu tri, 200 NB diéu tri ndi tra tai Bénh vién Quéan y 268,
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tr thang 4/2017-6/2017. Lwa chon NB t&r 18 tudi
tréy 1én, co du kha nang giao tiép, da diéu tri trén 5
ngay, dong y tham gia nghién ctru.

2.2. Phwong phap nghién ciru:

- S dung bd phiéu khéo sat y kién NB ndi trd
(mAu phiéu khao sat 4n danh cha Bo Y té, c6 bd
sung).

- Phat phiéu khdo sat; giai thich, hwéng dan NB
tra 16 vao phiéu khao sat theo nhan dinh chi quan
cua NB.

- Noi dung khéo sat gdm céc chi tiéu:

+ Sy hai long ca NB vé kha nang tiép can cac
dich vu y té cia bénh vién; sy minh bach théng tin
va thd tuc kham bénh, diéu trj ciia bénh vién.

+ Panh gia cta NB dbi v&i co s& vat chat phuc
vu NB cta bénh vién.

+ Panh gia ctia NB vé thai dd tng x(r, nang lwc
chuyén mén clia nhan vién y te.

+ Danh gia chung cia NB vé dich vu y té cla
bénh vién.

- Téng hop sb liéu, x ly théng ké bang chwong
trinh Excel.

3. KET QUA NGHIEN cUu.
3.1. Sw hai long ctia NB vé kha ning tiép can cac dich vu y té ciia bénh vién:

Noi dung khao st RAthailong| Hailong | Binhthwong | Khong hailong | Rat kém
Céc so o, bién bao chi dan duong dén
cac khoa, phong trong bénh vién r6 rang, | 17 (8,5%) [129(64,5%)| 37 (18,5%) 17 (8,5%) 0
dé hiéu, dé tim (n = 200)
Thoi gian kham chira bénh, xét nghlem
vao tham ngu®i bénh ducyc niém yét rd| 14 (7%) 126 (63%) | 49 (24,5%) 11 (5,5%) 0
rang, thuan tién (n = 200)
Cac khoi nha, cau thang, bubng bénh
dwoc danh sb ré rang, dé tim (n = 200) 17(8,5%) | 124 (62%) 30 (15%) 29 (14,5%) 0
Cac 16 di  trong bénh vién, hanh lang béng
ohang, dé di (n = 200) 7(8,5%) | 160 (80%) | 21(10,5%) 2 (1%) 0
Tbng (n = 800) 65 (8,1%) |539(67,4%)| 137 (17,1%) 59 (7,4%) 0
3.2. Panh gia sw minh bach théong tin va tha tuc kham bénh, diéu tri cia bénh vién:
3.2.1. Banh gia s minh bach théng tin va tha tuc kham bénh cta bénh vién:
Noi dung khao sat RAthailong | Hailong Binh thwong | Khong hailong | Rat kém
Quy trinh, thi tuc vao vién rd rang, cong 0 o 0 0
khai, thuan tién (n = 200) 14 (7%) |133(66,5%)| 50 (25%) 3(1,5%) 0
Tha tuc ra vién rd rang, cong khai, thuan o o o o
tien (n = 200) 12 (6%) | 129 (64,5%)| 53 (26,5%) 6 (3%) 0
C6 quy dinh xép hang va dai phan cach
khong ché ting ngudi mot lam tha tuc| 15(7,5%) | 125(62,5%)| 51(25,5%) 9 (4,5%) 0
theo tht tw, bdo ddm cong bang (n = 200)
Gia dich vu y t& niém yét rd rang, cong o 0 o .
khai (n = 200) 14 (7%) |121(60,5%)| 52 (26%) 13 (6,5%) 0
Cac chi dinh xét nghiém,chiéu chup, tham T o g 0
dd dBu can thiét (n = 200) 12 (6%) |165(82,5%)| 22 (11%) 1(0,5%) 0
Tong (n = 1.000) 67 (6,7%) |673(67,3%)| 228 (22,8%) 32 (3,2%) 0
3.2.2. Banh gia sw minh bach théng tin diéu tri cGa bénh vién:
NG6i dung khdo sat Re}t b I\-Ieu B"\]h K‘ho‘ng R,at
long long thwong | hailong | kém
Nhan vién y té ph bién G rang, day du cho NB, nguoi nha vé 14 112 51 22 1
ndi quy va nhirng thdng tin can thiét khi nam vién (n = 200) (7%) (56%) | (25,5%) | (11%) | (0,5%)
Nhan vién y té gidi thich tinh trang bénh tat rd rang, day du 17 135 42 5 1
(n=200) (8,5%) | (67,5%) | (21%) | (2,5%) | (0,5%)
Nhan viény te théng bao, gidi thich phwong phap diéu tri 15 130 45 9 1
va cac viéc can lam rd rang, day dd (n = 200) (7,5%) | (65%) | (32,5%) | (4,5%) | (0,5%)
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Noi dung khéo sat Renlet | b)) Bl ) ey | R
long long thwong | hailong | kém
Nhan vién y t& hwéng dan si dung thuéc can than, rd rang 13 125 47 15 0
(n = 200) (6,5%) | (62,5%) | (23,5%) | (7,5%)
Nhan vién y t& cong khai thudc trwéc khi str dung cho NB 13 109 |z (25%) 28 0
(n = 200) (6,5%) | (54,5%) N (14%)
2 _ 72 611 235 79 3
i = 112210 7.2%) | (61.1%) | (23,5%) | (7.9%) | (0,3%)

3.3. Panh gia cia NB déi véi co s& vat chat phuc vu NB cutia bénh vién:

. . s - Binh | Khéng Rat
NGéi dung khao sat Rat hai long | Hai long thuong | hailong | kém
5 n S oaa < 17 130 48 5
Buong bénh nam diéu tri khang trang, sach sé (n = 200) (8,5%) (65%) | (24%) | (2.5%) 0
C AA A . . - £ 17 124 33 26
Co6 day du quat trong budng bénh va sir dung tot (n = 200) (8,5%) (62%) | (16,5%) | (13%) 0
Dén chiéu sang day du, st dung tét trong budng bénh, 17 125 43 14 1
hanh lang, nha vé sinh (n = 200) (8,5%) (62,5%) | (21,5%) | (7%) | (0,5%)
S S . £ 18 143 38 1
Hé thong O dién, cong tac an toan, st¥ dung tot (n = 200) (9%) (715%) | (19%) 0 (0,5%)
S U £ _ 13 116 51 20
Trang thiét bj y té day du, st dung t6t (n = 200) (6,5%) (58%) | (25,5%) | (10%) 0
5 o A S _ 12 94 55 38 1
Budng bénh c6 day du nwéc ndng, lanh cho NB (n = 200) (6%) 47%) | (27.5%) | (19%) | (0.5%)
Giwvong bénh day di cho mdi ngudi mot giwdng, an toan, 15 128 50 7 0
chac chan, str dung t6t (n = 200) (7,5%) (64%) | (25%) | (3,5%)
£ x . « ah o < 16 109 54 21
G0i, ga (chiéu), dém, chan day du, sach sé (n = 200) (8%) (545%) | (27%) | (10.5%) 0
TG dau givong day dd cho méi nguoi mot chiéc, st dung 15 97 78 10 0
tot (n = 200) (7,5%) (48,5%) | (39%) (5%)
C A A ia £ < 17 67 80 36
Nha vé sinh thuan tién, str dung tot, sach sé (n = 200) (8,5%) (33.5%) | (40%) (18%) 0
CeE £ R _ 13 64 85 37 1
Nha tam st dung tot, sach sé, cé di nwée (n = 200) (6,5%) (32%) | (42.5%) | (18,5%) | (0.5%)
Quén a0 NB dwoc cung cap day du, viva van, lanh 13n, 14 119 61 6 0
sach sé (n = 200) (7%) (59,5%) | (30,5%) | (3%)
Bao dam sw riéng tw cho NB thay quan 4o, kham bénh, vé 12 119 53 16 0
sinh... hodc bd tri nam riéng phong nam va niv (n = 200) (6%) (59,5%) | (26,5%) | (8%)
Méi trwdng trong khudn vién bénh vién xanh, sach, dep 25 153 20 2 0
(n=200) (12,5%) | (76,5%) | (10%) (1%)
Bénh vién tgéo dam an ninh, trat tw cho NB, nguoi nha NB 19 137 44 0 0
va khach dén tham (n = 200) (9,5%) (68,5%) | (22%)
2 _ 240 1.725 793 238 4
g {1 = S10.00) (8%) | (57.5%) | (26.4%) | (7.9%) | (0.1%)

3.4. Panh gia cia NB vé thai dé (rng xtr, ndng lwc chuyén mén ctia nhan vién y té:

NGi dung khao sét e el Binh —Khong hai| — Rat
hai long long thwong long kém
Bac si ¢6 161 ndi, thai do, giao tiép dung myc voi NB 18 135 46 1 0
(n=200) (9%) (67,5%) | (23%) (0,5%)
Bac si ¢6 trinh dd chuyén mdn va xt ly cong viéc tbt 18 122 57 3 0
(n =200) (9%) (61%) | (28,5%) | (1,5%)
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Diéu dudng cé |61 néi, thai dg, giao tiép dung muc véi 19 126 51 4 0
NB (n = 200) (9,5%) (63%) | (25,5%) (2%)
Djéu dwéng co trinh d6 chuyén mén va x ly cong viéc 16 114 64 6 0
tot (n = 200) (8%) (57%) (32%) (3%)
Nhan vién hanh chinh, ké toan c6 16i ni, thai d9, giao 13 129 57 1 0
tiep dung myc voi NB (n = 200) (6,5%) | (64,5%) | (28,5%) | (0,5%)
NhérJ vién hénh chinh, ké toan c6 trinh d6 chuy&n mon 13 121 66 0 0
va xtr ly cong viéc tot (n = 200) (6,5%) | (60,5%) | (33%)
Nhan vién bao vé, trong xe co thai do, |&i ndi ding myc 11 140 48 1 0
(n =200) (5,5%) (70%) (24%) (0,5%)
NB tim, goi dwoc hodc hdi dwoc nhan vién y té khi can 15 106 56 22
(n =200) (7,5%) (53%) (28%) (11%) (0,5%)
Nhan vién y té tan tinh tra &1, gitp d&, hé tro NB 16 120 56 8 0
(n =200) (8%) (60%) (28%) (4%)
Nhan vién y t& khong cé biéu hién ban on, goi y tién 14 139 47 0 0
qua (n = 200) (7%) (69,5%) | (23,5%)
Nhan vién y té déi xt cong bang gitra cac NB (n = 200) 15 135 48 2 0
(7,5%) | (67,5%) | (24%) (1%)
B i A, 7 7 059 [asim| gy | o
Cac b phan trong bénh vién hop tac tot véi nhau trong 14 115 64 7 0
qua trinh dieu tri cho NB (n = 200) (7%) (57,5%) (32%) (3,5%)
2 1 1637 704
Tong (n =2600) (7,2094) (6?33%) (27,01%) (2?3%4) (0,04%)
3.5. Panh gia chung cta NB vé dich vu y té ciia bénh vién:
3.5.1. Pénh gia ctia NB vé dich vu y té ctia bénh vién:

NI LU DET hé?l?btng IbHr?gI; th?,l:g’:g hg??(‘)nr?g 153?:1
Bénh vién cap phat thubc diéu tri day du, chat lwong 16 151 31 2 0
(n =200) (8%) [(75,5%)((15,5%)| (1%)
Két qua diéu tri da dap ng dwo'c nguyén vong cltia NB 13 153 32 2 0
(n =200) (6,5%) | (66,5%)| (16%) (1%)
NB danh gia mirc do tin twdng vé chat lwong dichvuyté | 13 132 52 3 0
(n =200) (6,5%) | (66%) | (26%) | (1,5%)
NB danh gia mic do hai long vé gia ca dich vu y té 13 142 42 3 0
(n =200) (6,5%) | (71%) | (21%) | (1,5%)
NB danh gia mrc do hai ldng chung vé dot didu tri nay 12 154 31 3 0
(n =200) (6%) | (77%) [(15,5%)| (1,5%)

iy (0= TR 67 | 7a2%) | (188%)| (1.o%) | °

3.5.2. Pénh gia sw dap (g cta bénh vién so véi mong doi ctia NB trurée khi diéu tri:

> 90% 46
> 80-90% 67 78.9%
> 65-80% 75

<65% 12
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4. BAN LUAN.

4.1. Mirc dd hailong ciia NB vé kha ning tiép
can cac dich vu y té caa bénh vién:

Nhin chung NB hai long v& kha nang tiép can
céac dich vu y té clia bénh vién chiém ti1é trung binh
75,5% (8,1% rat hai long va 67,4% hai long); NB
khoéng hai long chiém 7,4%.

NB hai long nhét vé cac 16i di trong bénh vién
béng phang, dé di (88,5%); khéng hai long nhat
la cac khdi nha, budng bénh kho tim (14,5%)
va cac so dd, bién bao chi dan dworng dén cac
khoa, phdong trong bénh vién (8,5%). Theo chung
t6i, sw khéng hai long la do diéu kién dia ly cta
Bénh vién Quan y 268 trai dai, tr phong kham
dén cac khoa xa nhau va ky hiéu cac khéi nha
cla quan doi xa la véi kién thirc clia nhirvng NB 1a
nhan dan.

4.2. Mirc do hai long cua NB vé sw minh
bach théng tin va tha tuc kham bénh, diéu tri
cua bénh vién:

Vé& sy minh bach théng tin va tha tuc kham bénh
clia bénh vién, NB hai long chiém ti 1& trung binh
74% (6,7% rét hai long va 67,3% hai 1ong). NB hai
long nhét vé “cac chi dinh xét nghiém, chiéu chup,
tham do ddu cin thiét’ (88,5%), didu nay ching
t6 NB rat tin twdng vé cac chi dinh cla bac si. NB
khéng hai long chiém ti 1& 3,2%, trong d6 NB khéng
hai long vé “gia dich vu y té niém yét rd rang, cong
khai” chiém ti 1& cao nhét (6,5%).

V& sy minh bach théng tin diéu tri ctia bénh vién,
NB hai long chiém ti 1& trung binh 68,3% (7,2% rét
hai long va 61,1% hai long). NB khéng hai long
chiém 8,2% (7,9% khang hai long va 0,3% rat kem),
trong d6 cac ndi dung NB khong hai long chiém ti
|&é cao la: “nhan vién y té cong khai thubc truéc khi
st dung cho NB” (14%); “nhan vién y t& phd bién
ndi quy va nhirng théng tin can thiét khi ndm vién
ré rang, day dd” chiém 11,5% (11% khoéng hai long,
0,5% rat kém); “nhan vién y t& hwéng dan st dung
thudc can than, rd rang” (7,5%). Piéu nay cho thay,
mot s6 hoat ddng cham soc tai budng bénh cua
nhan vién y té thuc hién chwa day da theo quy dinh
clia bénh vién. Nguyén nhan mét phan cé thé do
nhan lyc diéu dwéng tai cac khoa con thiéu, nhan
lwc diéu duwéng hop ddng phan nao chwa dap &ng
yéu cau nhiém vu tai cac khoa.

4.3. Mirc do hai long cia NB vé co s& vat
chéat phuc vu NB ctia bénh vién:

Nhin chung NB hai ldng vé co s& vat chat phuc
vu NB ctia bénh vién, chiém ti1& trung binh 65,5%
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(8% réat hai long va 57,5% hai long). NB hai long
nhét “mdi trwdng trong khudn vién trong bénh vién
xanh, sach, dep” (89%), diéu nay cho thay cong
tac vé sinh méi trwdng, ngoai canh cla bénh vién
duwgc quan tam.

NB khoéng hai long dbi véi co s& vat chat cla
bénh vién chiém ti 1&é 8% (7,9% khong hai long va
0,1% rat kém), trong d6 NB khong hai long vé muc
“budng bénh c6 day du nwéc néng, lanh cho NB”
chiém ti 18 cao t&i 19,5% (19% khong hai long va
0,5% rat kém); muc “nha tdm s dung tbt, sach sé,
c6 da nuwée” chiém 19% (18,5% khoéng hai long va
0,5% rat kém); muc “nha vé sinh thuan tién, st
dung tét, sach s&” chiém 18%; muc “c6 day du
quat trong budng bénh va st dung tét” chiém ti
l& 13%; muc “gbi, ga (chiéu), dém, chan day du,
sach s&” chiém ti 1& 10,5%. Ly do clGa sy khong
hai 1ong ctia NB la béi co s& ha tang xubng cap,
héng héc...

4.4. Mirc do hai long caa NB vé thai do rng
X, ndng lwc chuyén mén cta nhan vién y té:

Nhin chung NB hai long vé thai do6 &ng xu,
nang lwc chuyén mén clGa nhan vién y té, chiém
i 18 trung binh 70,6% (7,6% rat hai long va 63%
hai long). NB hai lIdong nhét v& cac muc “nhan vién
y té khéng co biéu hién ban on, goi y tién qua”
(76,5%) va “nhan vién y té déi x&r cong bang gitra
cac NB” (75%).

NB khéng hai long chiém ti 18 2,34% (2,3%
khéng hai long va 0,04% rat kém), trong dé NB
khéng hai 16ng vé muc “NB tim, goi dwoc hodc héi
dwoc nhan vién y té khi can” chiém ti 1&é cao nhat
v&i 11,5% (11% khong hai 1ong va 0,5% rét kém).

4.5. Mrc do6 hai long ctia NB vé dich vu y té
cua bénh vién:

NB hai ldng vé dich vu y t& ctia bénh vién chiém
ti 1& trung binh 79,9% (6,7% rat hai long va 73,2%
hai long). Ti 1& NB khong hai long chiém 1,3%.

Nhin chung bénh vién dap (rng kha tét so véi
mong doi ctia NB truwéc khi diéu tri vai £ 1é trung
binh 1a 78,9%.

5. KET LUAN.

Bang phuong phap phdng van truc tiép, NB tw
nguyén tra |&i véi tam ly thodi mai cho két qua khao
sat sw hai long ctia NB diéu tri noi tru tai Bénh vién
Quan y 268 trong th&i gian tir thang 5/2020-7/2020
dat ti1é 78,9%.

(Xem tiép trang 108)
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