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TOM TAT: Nghién ctru mé ta cat ngang mure dé hai lIong cua 160 ngu’c}’i bénh diéu tri ndi trii tai Bénh vién
Quén y 15, thang 6/2019 lam co s& dé xuat cac giai phap tang cuong chat luong phuc vu, ndng cao mdrc dé
hai long ctia ngudi bénh.

Két qua: 81,5% nguoi bénh hai long vé kha nang tiép can; 73,3% nguoi bénh hai long vé sw minh bach
théng tin va tha tuc kham b,én]? diéu tri; 66,1% nguoi bénh hai long vé co sé vét chat va pﬁuong tién phuc vu;
76,1% nguoi bénh hailong vé thai do tng Xt va néng luc chuyén mén ctda nhén vién y té; 78,3% nguoi bénh
hai long vé két qua cung cap dich vu. Ti Ié hai long chung‘cda nguoi bénh la 75,1%. Bénh v,ién dg“z dap tmg
duoc 86,2% so v&i mong doi cia nguoi bénh trude khi diéu tri; 82,5% ngudi bénh tré I6i chac chan quay lai
hodc gidi thiéu cho ngwoi khac.

T khéa: Mirc dé hai long, ngudi bénh.

ABSTRACT: Cross-sectional descriptive study of the satisfaction level of 160 inpatients at the Military
hospital 15, June 2019 as a basis for proposing solutions to improve service quality, improve the satisfaction
level of patients.

Results: There were 81.5% of patients satisfied with the accessibility; 73.3% of patients were satisfied with
the transparency of information and procedures of medical examination and treatment; 66.1% of patients were
satisfied with the material facilities and service facilities; 76.1% of patients were satisfied with the behavior and
professional capacity of health workers; 78.3% of patients were satisfied with the results of service provision.
The general satisfaction rate of patients was 75.1%. The hospital had met 86.2% of the expectation of patients

before treatment; 82.5% of patients answered they will return to the hospital or referred others.
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1. DAT VAN BE.

Trong hé théng y t& ctia b4t ki qudc gia nao thi
bénh vién lubn déng vai trd quan trong trong céng
tac cham soéc va bao vé strc khée nhan dan. Bénh
vién co 7 chirc nang chinh, doé Ia kham bénh, chira
bénh; dao tao can bo; nghién clru khoa hoc; chi
dao tuyén; phong bénh; hop tac quéc té va quan li
kinh té y t& [1].

Ngay 18/11/2016, B6 Y té da ban hanh Quyét
dinh sb 6859/QD-BYT vé viéc danh gia chat lwong
cac bénh vién, ddng thdi, Cuc Quan |i Kham chiva
bénh da ban hanh céng van s6 1356 /KCB-QLCL
vé viéc yéu cau cac bénh vién tién hanh khao sat
murc d6 hai long cla NB va nhan vién y t& dinh ki
hang nam [2].

Khao sat sy hai long ctiia NB la cong cu hiru ich
gitip bénh vién xay dung cac chwong trinh cai tién
chét lwong phuc vu NB. Khao sat sw hai long cla
NB néi tra tai bénh vién theo 5 tiéu chi kha nang
tiép can, sy minh bach vé théng tin va tha tuc kham
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chira bénh, co s& vat chét, nang lwc chuyén mon,
thai d tng XUp gﬂa‘nhén viény te va ket qua cung
cap qich vu la rat can thiét, qua doé gi}]p bénh vi@n
co ke hoach phat trién, nang cao chét lvong diéu
tri, chat lwgng phuc vu NB.

Xuét phat tir thye té trén, chang t6i thuc hién
nghién clru nay nham khao sat mdic d6 hai long
ctia NB diéu tri ndi tra tai Bénh vién Quany 15 nam
2019; de xuat cac giai phap cai tien chat lvong
bénh vién nham nang cao mdrc d6 hai long clia NB.

2.D0I TWQONG VA PHUONG PHAP NGHIEN CUU.

2.1. Béi twong nghién ciru:

- 160 NB nam diéu tri ndi tru tlr ngay thi 03 tr&
Ién tai Bénh vién Quan y 15, thang 6/2019. Doi véi
NB nang hoac tré nhi sé khao sat qua nguwoi nha NB.

Loai trtr BN khong c6 kha néng néi, doc va hiéu
tieng viét; NB khong dong y tham gia nghién ctru.

2.2 Phwong phap nghién ciru:

- Thiét ké nghién ctru: mé ta cat ngang.
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- C& mau va quy trinh chon c& mau: ap dung
cong thire wée lvong 1 i lé:

22, P(1-p)
_ 2
n = 42

_ - Phuong phéap chon mau: s6 mau duoc phan
déu cho 4 tuan lam viéc trong thang.

- BY cong cu va tidu chuan danh gia: phong van
triwe tiép NB hoac ngwdi nha NB bang bd cau hoi
tw dién thiét ké sdn theo mau clia Bd Y té. Bd cau
hdi gém 2 phan:

+ Phan théng tin chung ctia NB.

+ Phan danh gia sy hai long clia NB trén 5 noi
dung: kha nang tiép can; sy minh bach vé théng
tin va thd tuc kham chi*a bénh; co s& vat chat va
p’hu’o"ng tién phuc vu NB; thai d0 clia nhan vién y
té; két qua cung cép dich vu. Mdi ndi dung t 5-9
cau hai.

Tiéu chuan danh gia: dén‘h gia trén tirng cau hoi
va mbi ndi dung NB tré 1o bang 5 m&rc do hai long:
murc d6 1: rat khong hai 1ong; mirc 46 2: khdéng hai
Iong; mirc d,(f) 3: binh thuwong; mrc d6 4: hai long;
mtrc d6 5: rat hai long.

- X li 80 ligu: bang phuong phap thong k8, st
dung phan mém SPSS 20.0.

3. KET QUA NGHIEN CcUU.

3.1. Thong tin chung cta déi twong nghién
clru:

Bang 1. Thong tin chung cla ddi twong nghién
clru.

Théng tin chung S6NB | Tilé %
e Nam 72 45,0
Gigi tinh NG 88 5.0
Dwéi 20 tudi 19 11,9
T 20-29 tudi 44 27,5
Tudi T 30-39 tudi 32 20,0
T 40-49 tudi 32 20,0
Trén 50 tudi 33 20,6
X . 3 ngay 25 16,0
Tongsd 4 5ngay 64 | 40,0
ngay diéu -

tri 6-7 ngay 53 33,0
Trén 7 ngay 18 11,0
. |Baohiémyte 140 | 875
thuéyrinbgr:h B?o hiém quéf: phong 7 44
ciia NB Bao hiem Quéan 9 5,6
Dich vu 4 2,5
Phé thong 146 | 913

Trinh do Trung c4p, cao dang,
hoc van dai hoc 6 37
Khac 8 5,0
Noi séng Thanh thi 44 27,5
Néng thén 116 72,5

NB ni (55,0%) nhiéu hon NB nam 45,0%). Pa
s& NB tir 20-49 tubi (67,5%), c6 dung thé bao hiém
(97,5%), sbéng & néng thén (72,5%), thoi gian ndm
vién 4-5 ngay (40,0%).

3.2. Két qua danh gia sw hai long NB:

- Sw hai long cGia NB vé kha néng tiép can:
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Biéu db 1. Sw hai Iong ctia NB vé kha néng tiép can

Ti 1& hai long chung cla NB vé kha nang tiép can la 81,5%.
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Bang 2. Biém trung binh hai Idng chung ctia NB vé kha n&ng tiép can.

Ma Noi dung cau hdi Diém trung binh | Do léch chuén (+ SD)

A1 Cac so dd, bién bao chi dan dwérng dén cac khoa,

phong bénh bénh vién rd rang dé hiéu, dé tim 4 + 0,64

A2 | Thoi gian vao tham nguwoi bénh dugc thong bao rd rang 3,73 + 0,652

Cac khdi nha, cau thang, budng bénh dwoc danh sb

A3 rd rang, dé tim 4,01 0,713
A4 | Cac 16i di trong bénh vién, hanh lang bang phang, dé di 4.21 +0,754
A5 | Nguwoi bénh héi va goi dwoc nhan vién y té khi can thiét 4,16 +0,6

Diém trung binh hai long chung ctia NB vé& kha nang tiép can 4,02 + 0,680

Diém trung binh hai long chung ctia NB v&i kha nang tiép can 13 4,02 + 0,680 (> 4 diém).
- S hai long ciia NB vé& sy minh bach théng tin va tha tuc kham bénh, diéu tri:

a1.9%

AAAA‘A

L 1
NEGEONEGRON

B1,. Quy az Ducu: phd B3, Ouwoc gldl B4, Duoc gldl BsS Ouwoc il long
trinky, thd tue eidn vé ndi thich vé tinh  thich, v van céng khai va ehung
Nnh@ép vién S quy v nhorng trang trurdrc Khi yéu cép nhiit

ring. oong thang tin cln Bénh, phuong chu lam cac thang tin vl

khal. thudn  thidét khi nAm  phap v thod xet dung thudc v
tidn vidin r& rding  glan dy kidn  nghdm. tham chi phi Sidua tr
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rérg. ddy a0

Biéu dé 2. Sy hai long ctia NB vé sw minh bach théng tin va thad tuc kham bénh, diéu tri.
Ti 1& hai long chung vé sy minh bach théng tin va thi tuc kham bénh, diéu tri 1a 73,3%.
Bang 3. Diém trung binh hai ldbng chung vé& sy minh bach théng tin va thi tuc kham bénh diéu tri

M3 NGi dung cau hoi D'egnt;“r‘g P6 16ch chuén (+ SD)
B1 | Quy trinh, tha tuc nhap vién ré rang, cdng khai, thuan tién. 3,84 + 0,64
B2 BPuoc pho bién v& ndi quy va nhirng thong tin can 3.8 £065
thiét khi nam vién rd rang, day du

B3 DPuoc gidi thich vé tinh trang bénh, phuo’ng phap va 3.98 £07
thoi gian dw kién diéu tri, ré rang, day dd

B4 Du’on’c giai }hICh‘, tu: vanhtru’o’c Ifhl‘yeu c:i\u Iapw cac xeét 3.94 £0.7
nghém, tham do ki thuat cao rd rang, day du

B5 Qu’o’g co’ng_ xkhal_va cap nhéat théng tin vé dung thudc 4,05 £0,6
va chi phi diéu trj

Diém trung binh hai long chung 3,92 + 0,66

Diém trung binh hai long chung vé sy minh bach théng tin va tha tuc kham bénh diéu tri la 3,92 + 0,66 diém.
- Sw hai long clia NB vé co s& vat chat va phuong tién phuc vu NB:

199 Ba.a96 21,.9%
a0 53 1 26 ‘38 LM ee 1
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Biéu d6 3. Sy hai long ctia NB vé co sé& vét chét va phuong tién phuc vu NB.
Ti 1& hai ldng chung co s& vat chét, trang thiét bi phuc vu NB 1a 66,1%.
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Bang 4. Diém trung binh sy hai long ctia NB vé co s& vat chat va phwong tién phuc vu NB.

< . A pa: Piém Do léch
Ma NGi dung cau hoi trung binh | chuan (+ SD)
o1 Budng bénh nam diéu tri khang trang, sach s&, c6 day du cac thiét bj 401 +0.66
diéu chinh nhiét d6 phu hop, nhw quat, may sw&i hoac diéu hoa. ’ -
co Giwong bénh ga, gbi day du cho méi ngwdi mét giwdng, an toan, 3.89 + 061

chac chan, st dung tbt
C3 | Nha vé sinh, nha tdm thuan tién, sach sé&, siv dung tbt 3,71 +0,77
Puoc bdo dam an toan, an ninh trat tw, phong ngira trom cap,

C4 | . Dy 4,02 + 0,62
yén tam khi nam vién.

C5 | Pwoc cung cip quan 4o day du, sach sé 3,4 +1,21

C6 | Pwoc cung cap day di nwdc udng néng, lanh 2,82 +1,23
DPuoc bdo dam su riéng tw khi ndm vién, nhw thay quan 4o, kham

C7 N s L . s . . Ly 3,64 + 0,96
bénh, di vé sinh tai giwdng... c6 rém che, vach ngan hoac nam riéng.

c8 C'i,ng ;tln E)enh}VI(‘_EH pt\uc vu an udng va nhu cau sinh hoat 318 £113
thiet yéu day du va chat lvgng.

C9 | Méi trudng trong khuan vién bénh vién xanh, sach, dep 4.5 + 0,70

Diém trung binh sw hai long ctia NB 3,69 + 0,81

Diém trung binh chung sw hai long vé co sé vat chat trang thiét bj phuc vu NB 14 3,69 + 0,81diém.

- Sw hai long clia NB vé thai do (rng xtr, nang lwc chuyén mén cltia nhan vién y té:
283,.2%
100 H

o TE. 1%
e
a0 T, 4% B7.7% 73,2% TO 7O,7% -
=18
L1
20
(=]
D1, Baoc D2, Mhan D3, Buorc 4. Bac DS, Buorc DG, BPuroa 7. Bham M g
af, Ao widin phyc A vidn y af, Tidhis EBive &t thimm o wiliin chdd widhm Tl ehung
ciur g o wia (G RT3 churdrrg P kKhaham, Adog S An, vl KIS g e
Iewi i, thali v, bdo trong, adi téo £SOt v Wil o d&ng, theo bidu Ridn
a6, gino lidp Wi, b AT Oy wor Iy edng phdng s I Wil oy b
B Dol WiV e By j L=l BN, quan WG thanh L] pPhdamg nglra cAur g
1wl M, thai tarn gQlap thao, kip Bir chormg
<Ay, giao tidhpr s L= thdri

e Tt Wy T
Biéu d6 4. Sw hai Iong ctia NB vé thai dé (rng xtr, ndng luc chuyén mén cta nhén vién y té.
S hai ldng chung vé thai dd &ng x&, nang lwc chuyén mén cla nhan vién y té 1a 76,1%.
Bang 5. Diém trung binh sy hai ldng ctia NB vé thai d6 ing xtr, nang lwc chuyén mén cltia NVYT.

. N A i Diém trung Do léch chuén
Ma N6i dung céu hoi binh (+ SD)
D1 |Bacsi, diéu dudng co 1&i ndi, thai dd, giao tiép dung myc 412 + 0,65
D2 ergn A\/le_n ph_t_ic vu’ (hé Ii, bao vé, ké toan...) cé 16i ndi, 3.96 £0.59
thai do giao tiep dung myc.

D3 l?u’(_yc .n’han~V|en y té ton trong, doi x&r cbng bang, quan 3,92 £065
tdm, giup do.

D4 Bac ST, dleu‘ fju’o’ng hop tac tot va x li céng viéc thanh 3.99 +064
thao, kip thoi

D5 | Bwoc bac sitham kham ddng vién tai phong diéu tri 3,95 + 0,642

D6 Du"o’c tw \{an gf)e dé 'an, van déng, theo dodi va 3.99 £071
phong ngtra bién chirng

D7 |Nhan viény té khong co biéu hién goi y bdi dwéng 4.47 + 0,62

DPiém trung binh sy hai long chung ctia NB 4,03 + 0,63
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Diém trung binh sy hai long clia NB vé thai do (ng x&r nang lwc chuyén mén ctia nhan vién y té 1 4,03

« R
+ 0,63 diem.
- Sw hai long cda NB vé két qua cung cap dich vu:
81,9%
az BO0% BO0%
80 78,3%
a 78, 7%
e 73.8%
74
72
7O
(=2
Chp phat Trang thidt  Két qua Sng/Ba Sing/Ba Hai ldng
thudc va  bj, vt tuy didéu trj dap  danh gia danh gia chung
hudrng dan té ethy ung dugre mdre 46 tin mdre d8 hal
a0 dyn au, hién nguyén tudng vé  long vé gia
thude day  dai, dap veang chit lugng ca dich v
e, chit ang dijch vy v w b
Ihwerng. nguyén té,

Yong.
Biéu db 5: Sy hai long cua NB vé két qua cung cép dich vu
Tilé NB hai long chung vé két qua cung cap dich vu la 78,3%.
Bang 6: Diém trung binh sy hai long ctia NB vé két qua cung cép dich vu.

Ma NGi dung cau hoi Diégi‘r:;“r‘g o 'a"gg)‘“é”

E1 | Cép phat thubc va hwéng dan st dung thubc day du, chat luong. 4,06 + 0,65

E2 | Trang thiét bi, vat tw y t& day du, hién dai, dap (r’ng nguyén vong. 3,83 + 0,64

E3 | Két qua diéu tri dap r’ng dwo'c nguyén vong 3,94 + 0,60

E4 | Ong/Ba danh gia mirc do tin twdng vé chéat lwong dich vu y té. 3,89 +0,61

E5 | Ong/Ba danh gia marc do hai long vé gia ca dich vu y té 3,92 + 0,56
Diém trung binh s hai long chung ciia NB 3,93 + 0,61

Diém trung binh sw hai ldng chung ctia NB vé thai dd (ng xt, nang lwc chuyén mén cla nhan vién y
té 14 3,93 £ 0,61 diém.

- Két qua tra I&i cau hdi (G2) “Néu cé nhu cau str dung dich vu y té, dng/ba cé quay tré lai hoac gidi
thiéu cho ngudi khac dén khong?”:

+ Co thé s& quay lai: 28 NB (17,5%).

+ Ché&c chan sé& quay lai hodc gidi thiéu cho ngudi khac: 132 NB (82,5%).

82,5% NB tra 1&i chac chan sé quay lai hodc gidi thiéu cho ngudi khac khi cé nhu cau.
Bang 7. Banh gia sy dap ng clia bénh vién so v&i mong doi ctia NB trwdc khi diéu tri.

Cau hdi Thap nh4t | Lénnhat | Trung binh | Do léch chuén (+ SD)

banh gia chung bénh vién da dap
trng dwo’p bao nhiéu % so vg’yi mong 40% 100% 86,2% 0,49
doi cia Ong/Ba trwéc khi nam vién

Trung binh bénh vién dap (rng khodng 86,2% so v&i mong dgi clia NB trwére khi nam diéu trj tai BV.
Bang 8. Ti Ié hai long chung cia NB:

Muc Tiéu chi danh gia Hai Iong chung
A | Kha nang tiép can 81,5%
B | Sw minh bach thong tin va thd tuc kham bénh diéu tri 73,3%
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C | Co sé vatchat va phuwong tién phuc vu ngudi bénh 66,1%
Thai dd &ng x&, nang lwc chuyén mén cla nhan vién y té 76,1%

E | Két qua cung cap dich vu 78,3%
Hai Iong chung (%) 75,1%

4. BAN LUAN

Ti 1é hai long chung véi két qua cung cép dich
vu cla NB tai Bénh vién Quan y 15 trong thang
6/2019 dat 75,1%; twong dwong v&i két qua khao
satctia Bo Y t& nam 2017 (dat 75,6% [4]). Didu nay
hoan toan ding véi thye trang clia bénh vién.

Ti & hailong chung vé co s& vat chat va phuong
tién phuc vu NB dat 66,1%, diém hai lIong chung la
3,69 diém. Day la tiéu chi NB cho diém thap nhat.
Tuy nhién, tr nhitng két quad khao sat trén, bénh
vién sé& cé hwédng cai tién vao cubi nam 2019, dau
nam 2020 va nhirng ndm tiép theo, nhw xay dwng
nha xe, xay dwng m&i khu cang-tin tién ich, cung
cap day du nhu ciu ctia NB va ngudi nha NB.

Ti 1&é NB hai long chung vé sy minh bach théng
tin va tha tuc kham bénh diéu tri dat 73,3%. Day la
ti 1&é nay chwa cao, can dat ra cho cac nha quan li
lam sao dé gia tang ti 1& hai ldng clia nhém tiéu chi
nay, nhw cai tién cac quy trinh kham bénh, gidm
thoi gian NB cho doi, lam cac thl tuc nhanh nhét.

Ti 1& NB hai long chung vé thai d6 (rng xt, nang
lwc chuyén mén cla nhan vién y t& dat 76,1%;
twong dwong véi két qua nghién ctru ctia Nguyén
Manh Tuyén va Bao Mai Luyén vé mirc d6 hai long
clia NB tai trwong Dai hoc Tay Nguyén nam 2012
(14 72,5-92,8%. [5]). V&i xu thé hién nay, bénh vién
dén tw cha vé tai chinh, thu hut bénh nhan la diéu
tat yéu. D& lam duwoc diéu nay, bénh vién can co
td chuyén trach quan li chéat lwong va tich cwc hon
nira trong van dé cai tién dé dap ng nhu ciu ngay
cang cao cla NB.

5. KET LUAN.

Nghién ctru khédo sat sy hai long 160 NB nam
diéu tri noi tru tr ngay th 3 tré 1én tai Bénh vién
Quan y 15, thang 6/2019. Két qua:

- NB n (55,0%) nhiéu hon NB nam 45,0%).
DPa s6 NB tir 20-49 tudi (67,5%), c6 thé bao hiém
(97,5%), sbng & nong thén (72,5%).

- Ti I& NB hai long chung vé kha nang tiép can
la 81,5%; sw minh bach théng tin va thd tuc kham
bénh, diéu tri 1a 73,3%; co s& vat chat va phwong

Tap chi Y HOC QUAN SU, SO 351 (3-4/2021)

tién phuc vu la 66,1%; thai d6 ng xt, nang lwc
chuyén mén clia nhan vién y té 1a 76,1%; két qua
cung cép dich vu |a 78,3%.

- Bénh vién da dap rng trung binh dwoc 86,2%
so véi mong doi clia NB truéc khi ndm diéu tri. Cé
82,5% NB tra |&i chdc chan sé quay lai bénh vién
hoac gid¢i thiéu cho ngwoi khac, 17,5% NB tra 1oi
c6 thé quay lai lan sau.

Qua nghién ctru, chang t6i dé xuét cac gidi phap
vé viéc cai tién chat lwong dich vu tai bénh dé nang
cao s hai long cta bénh nhan:

- Tiép tuc tuc bd sung hé théng chi dan giup
nang cao kha nang tiép can cho bénh nhan; Tiép
tuc dau tw cai tao, dau tw cac trang thiét bj thiét
yéu, nhw nha vé sinh, nwéc ubng, quan 4o, chan
man, tivi, wifi...

- Bb sung cac dich vu tién ich, nhw cang-tin
bénh vién, tb cbng tac xa hdéi trong bénh vién. Tap
huén ki ndng giao tiép (rng x&r thworng xuyén hon.
Tao khdong gian xanh cho bénh vién, tréng thém
cay xanh, bd sung cac chau cay canh trong khuén
vién bénh vién.
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