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TOM TAT: Nghién ctru mé ta cét ngang, khdo sét sw hai Iong va xéc dinh mét sé yéu lién quan dén sw
hai Iong ctia nguoi bénh diéu tri ndi tru tai Bénh vién Quén dén y 16. Két qua: Nguoi bénh niy (64,1%)
nhiéu hon nguoi bénh nam (35,9%). Ba s6 nguoi bénh tir 40-60 tudi (44,1%) cé thé béo hiém y té (91,5%),
nghé nghiép la néng dan va lao dong tw do (58,2%), diéu tri néi tri Ian dau (65,6%). Piém hai long trung
binh cta nguoi bénh twong dbi cao (4,1 diém). Tilé nguoi bénh hai long chung so véi mong doi la 92,7%,
trong do6, ti Ié nguoi bénh hai long cao nhét tai Khoa Phéu thuéat - Hoi strc cép ciru (98,0%). C6 68,8%
nguoi bénh khéng dinh sé quay lai hodc gidi thiéu cho nguoi khac dén kham, chira bénh tai Bénh vién
Quéan dan y 16; 27,0% nguoi bénh tré I6i c6 thé quay lai khi cé nhu céu turong tw. Chua thdy méi lién quan
gitta murc d hai long ctia ngudi bénh diéu tri ndi tri véi gidi tinh, thé bao hiém y té va sé Ian diéu tri néi tru.

Tw khéa: Sy hai long ngwdi bénh, Bénh vién Quéan dany 16.

ABSTRACT: Cross-sectional descriptive study, surveying the satisfaction and identifying some related
factors to satisfaction of inpatients at the Military-civil hospital 16. Results: The female patients (64,1%)
were more than male patients (35.9%). The majority of patients aged 40-60 years (44.1%) have health
insurance cards (91.5%), the occupations were farmers and self-employed laborers (568.2%), treated in
hospital first time (65.6%). The average patients’ satisfaction score was relatively high (4.1 points). The
percentage of patients who were satisfied in general compared to the expectation was 92.7%, of which, the
percentage of patients who were satisfied highest at the Department of Surgery - Emergency and Intensive
care (98.0%). 68.8% of patients confirmed that they would return or referred other people for medical
examination and treatment at the Military-Civil hospital 16; 27.0% of the patients answered that they will
return when have requirements. There was no relationship between the satisfaction of the inpatients with
gender, health insurance cards, and the number of treatments in the hospital.
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1. DAT VAN DBE.

Theo T6 chirc Y té thé gidi (WHO), chét lwong
dich vu y té tac dong dén sy hai long clia ngudi
bénh (NB); ngwoc lai sy hai long clia ngudi bénh
c6 thé danh gia dwoc hiéu qua cla dich vu do Bénh
vién cung cap. Nang cao chat lwong kham chira
bénh (KCB) la yéu cau cép thiét dat ra cho cac co
s& KCB, dbng thoi, ciing la niém mong doi ctia NB.
V&i tinh hinh thwe té hién nay, gia dich vu y té tang,
nhwng chat lwvgng bénh vién chwa twong x&ng,
nhiéu bénh vién xudng cap. Thai d6 nhan vién y té
chwa tan tinh chu dao, tht tuc KCB con rwdom ra.
Bdi vay, cai thién chat lwong KCB, tang cwdng tng
dung nhirng tién bd khoa hoc ki thuat méi 1a nhu
cau céap thiét va ciing 1a tiéu chi d& danh gia chét
lvong bénh vién.

Sw hai long cta NB |a muc dich chinh clia céng
tac quan li chat lwong bénh vién (BV). Cai tién chét
lwong KCB, tuan thi nguyén téc t6 chirc, thuc hién
quan li chat lwong la l4y NB 1am trung tam, |a nhiém
vu trong tam, xuyén subt ctia bénh vién, duoc tién
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hanh thwong xuyén, lién tuc va on dinh dwa trén co
s& phap luat, co s& khoa hoc v&i cac bang chirng
cu thé va dap ng nhu cau thye tién, nang cao chat
lwong ctia bénh vién nham théa man mong doi clia
NB. Bo Y té da trién khai xac dinh va cong bd chi
sb hai long vé sw phuc vu hanh chinh; chi s6 hai
long vé chat lwong y té cong, nham han ché nhirng
ton tai, bat cap, mot sb vi pham dao dlrc nganh y
da gay blrc xuc trong xa hoi, lam anh huéng dén
danh dy, uy tin va gidm niém tin cia NB déi voi
thay thuéc.... BO Y té quy dinh, Bénh vién thuc hién
l4y y kién thdm do va danh gia sw hai long ctia NB,
ngwdi nha ngwdi bénh (NNNB), nhan vién y t& mot
cach thuweng xuyén, it nhat [a 3 thang mét 1an, lam
co s& cho viéc cai tién nang cao chét lwong phuc
vu NB va SHL cta nhan vién y té, bén canh do, bd
cbng cu do lwdng s hai long dwgc xay dwng voi
sb lwong cac chi sb twong thich véi tirng ndi dung
va phu hep véi tieng linh vee dich vu y té cbng lap
ma cac don vi trong nganh y t& dang thyc hién [6],
[7]. Tai Viét Nam cling da co6 nhi&u bénh vién thuc
hién nghién ctu vé sy hai long ctia NB va két qua
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ciing da dang, phu thudc vao cac yéu td danh gia
cula ttrng nghién clru.

Bénh vién Quén y 16 la Bénh vién hang 2 truc
thuéc Binh doan 16, dwoc bién ché 100 giwdng
bénh phuc vu cong tac KCB cho can b, nhan vién
trong toan Binh doan va nhén dan trén dia ban
déng quan. Chinh vi vay, chat lwgng cong tac KCB
cla Bénh vién cé lién quan ch&t ché dén strc khde
cla cac quan nhan va nhan dan 2 tinh. Cai thién
chét lwong KCB théng qua nang cao sy hai long
cta NB va than nhan NB la mét trong nhirng nhiém
vu cap thiét clia Bénh vién. Bénh vién Quan dan
y 16 chwa c6 khao sat hay nghién ctru nao chi ra
xem NB va than nhan NB da thwc sy hai long voi
dich vu KCB cua Bénh vién hay chwa. Chung toi
trién khai nghién ctu nay nham khéo sat sy hai
long ctia ngwdi bénh diéu tri noi tru tai Bénh vién
Quan dan y 16; xac dinh mot s6 yéu lién quan dén
sy hai long ctia NB ndi tru.

2.DOITUQNG, PHUONG PHAP NGHIEN CUPU.

2.1. Béi twong nghién ciru:

340 NB/ngu®i nha NB (dbi véi NB nang hoac
NB nhi) = 18 tudi (goi chung NB), diéu tri ndi tru tw
ngay thir 3 tré nén tai Bénh vién Quan dan y 16, tw
ngay 01/5/2020 dén 30/5/2020.

- Loai trte NB khong du nang lwce tra 161 cau hai,
ngwdi méc cac bénh rdi loan tam than, cam, diéc...;
NB chwa st dung dich vu bénh vién tai thoi diém
khao sat hodc khong ddng y tham gia nghién ctru.

2.2. Phuwong phap nghién ctru:

- Thiét ké nghién ctvu: mé ta cat ngang, st dung
phwong phap nghién ctru dinh lwong

- C& mau nghién clru: toan bd NB/nguwdi nha
NB, diéu tri ndi tru tai Bénh vién Quan dan y 16
trong thang 5. NB dap (r‘ng muc tiéu nghién ctru

- Ki thuat va cong cu thu thap théng tin: phat
phiéu tw dién vao bd cau hdi khdo sat sw hai long
ctia NB ndi tri theo quy dinh ctia B Y té. Bo cong
cu thu thap théng tin 1a bd cau héi diéu tra xa hoi
hoc theo thang do cép d6 tirng bac, do ca hai chiéu
tr tich cwec dén tieu cwc hodc nguoc lai véi thang
do 5 bac.

- Quy trinh thu thap sé liéu: chd nhiém dé tai
huwéng dan va giam sat tryc tiép cac cdng s,
cong tac vién (diéu duéng trwdng va cac diéu
duwdng vién, hd sinh vién cla cac khoa lam sang
thuéc Bénh vién Quan dan y 16) vé cach thu thap
thong tin.

Trwéc khi phat phiéu dién vao bo cau hoi, NB
dwoc giai thich rd vé muc dich, y nghia cia viéc
khao sat, dwoc hwéng dan tw tra 1&i. Trong trwdng
hop NB khdéng biét chir thi nghién ctu vién doc
rd trng ndi dung clia bd cau hdi sau doé déi twong
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lwa chon cau tra 161 dé diéu tra vién ghi lai dang
két qua. NB tra I&i xong thi nghién ctru vién thu lai
phiéu tién hanh ra soat, kiém tra bao dam khong bi
bd sét cau tra 0.

- Pao drc nghién ciru: dwoc Ban Giam dbc
bénh vién cho phép tién hanh. NB dwoc gidi thich
ré ndi dung, y nghia clia viéc tham gia nghién ctru
va tinh nguyén tham gia tra |0i. Théng tin NB dwgc
bdo dam gilr bi mat va chi st¢ dung cho muc dich
nghién ctru khoa hoc.

- Xt li s6 liéu: sb lieu dwoc ma hoa lam sach va
nhap bang phan mém Epidata 3.1.

3. KET QUA NGHIEN CcUU.

Trong thang 5/2020, tbng s6 NB diéu tri ndi tri
tai Bénh vién Quan dan y 16 la 370 NB, trong do,
da phat 350 phiéu diéu tra cho 350 déi twong bao
dam tiéu chuan Iwa chon, sau khi kiém tra va lam
sach thi nhom nghién ctru chon 340 NB.

3.1. Pac diém NB nghién ctru:

- Phan bb NB theo khoa va sb 1an nhap vién:
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Biéu db 1. Phan bé NB theo khoa va
sé 1&n nhép vién.

65,59% NB diéu tri 1an dau tai Bénh vién Quan
dany 16, 34,41% NB diéu tri noi tra tir 2 14n tré 1&n.
Da s6 NB diéu trj tai Khoa Néi chung (27,94%) va
Khoa Ngoai chung (27,06%).

- Phan bd NB theo tudi va qii tinh (n = 340):
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Biéu d6 2. Phan b6 NB theo tubi va gi6i tinh.
NB ni¥ (64,12%) nhiéu hon NB nam (35,88%).
Da s NB tir 40-60 tudi (44,12%).

- Phan bé NB theo nghé nghiép va thé bao hiém
y té (n = 340):
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Biéu d6 3. Phan b6 NB theo
thé béo hiém y té va nghé nghiép.

Da s6 NB c6 thé bdo hiém y t& (92,49%), la

néng dan, nghé ty do (58,24%).

3.2. Sw hai long cua NB diéu tri ndi tra tai
Bénh vién Quéan dany 16:

- Biém hai long trung binh céc tiéu chi khao sat:
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Biéu db 4. Piém hai long trung binh theo
cac tiéu chi khao sat.
- Biém hai Idng trung binh ctia NB theo céc tiéu
chi khao sat tai cac khoa:
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Biéu d6 5. Piém hai long trung binh ctiia NB
theo cac tiéu chi khao sat tai cac khoa.
Diém hai long cﬂq NB tai Khoa Chuyé,n khoa va
Khoa Phau thuat - Hoi strc cé,p ctru c6 s6 diém hai
long theo cac tiéu chi cao nhat, Khoa Ngoai chung
c6 diém hai long trung binh th&p nhét.
- Ti I& hai long clia NB theo cac mirc hai long:
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Biéu dé 6. Ti Ié hai long ctia NB theo
cac mure hai long.
58,9% NB hai long & mirc 4 (hai long) va 28,7%
NB hai ldng & murc 5 (rat hai long).
- Ti 1& hai ldng so v&i mong doi ctia NB diéu tri
ndi tru theo cac khoa:
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Biéu db 7. Ti Ié NB hai long so véi mong doi

theo cac khoa.

Ti € hai 1ong chung so v&i mong dgi cia NB la
92,72%, trong d6, Khoa Phau thuat - Hoi strc cap
ctru NB hai long chiém ti 1é cao nhat (98%) trong
cac khoa 1am sang.

- T 1é NB tra 16 cau hdi “Néu cé nhu ciu kham,
chira nhirng bénh twong tw, C)ng/Bé c6 quay tré lai
hoac gidi thiéu cho ngudi khac dén khéng?”:
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Biéu db 8. Tilé NB tra Ioi cau héi “Néu c6 nhu céu
kham, chira nhirng bénh twong tw, Ong/Bé co
quay tré lai hodc gidi thiéu cho nguoi khac
dén khéng?” theo céc khoa.
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68,76% NB khang dinh chéc chan sé& quay lai
hodc gi¢i thiéu cho ngudi khac dén Bénh vién
Quan dan y 16; 27,02% NB tra 1&i c6 thé quay
tr& lai khi cé nhu cau twong tw; 3,58% NB muén
chuyén bénh vién khac va 1 NB tra & khéong muén
quay lai nhwng it c6 Iwa chon khac.

3.3. Mot s6 yéu té lién quan dén sw hai long
cua NB diéu tri néi tra:

Bang 1. Méi lien quan gitra sw hai long cla
ngwoi bénh ndi tra va gidi tinh.

Hai long Gidi tinh N
< Tong
cua NB Nam NG
Khéng 9 (7,4%) 17 (7,8%) | 26 (7,65%)
Hai lon 103 201 304
9 (92,6%) (92,2%) (92,35%)
Toéng | 122 (100%) | 218 (100%) | 340 (100%)

Ti 1€ hai long NB nam (92,6%) cao hon so voi
NB n@ (92,2%).

Bang 2. Méi lién quan gitra s hai long ctia NB
v6i thé bao hiém y té.

Hai long Thé Bao hiémy té .
N Tong
cua NB Cé Khong
Khong | 24 (7,7%) | 2(6,9%) | 26 (7,65%)
Hai Ion 287 28 304
91 (92,3%) | (93,1%) | (92,35%)
Tdng | 311 (100%) | 29 (100%) | 340 (100%)

NB c6 thé bao hiém y t& cam thay hai long
(92,3%) thap hon so véi NB khéng c6 thé bao
hiém y t& (93,1%), khac biét khéng c6 y nghia
théng ké.

Bang 3. Méi lién quan gitra sy hai long ctia NB
va s6 1an nhap vién

- S6 1an nhap vién
Hallong Tor 2 14n Téng
ciaNB Lan dau tré 1én
Khn 19 7 26
9 | (6,28%) | (598%) | (7,65%)
Hai o 204 110 304
9| (93,78%) | (94,12%) | (92,35%)
T 223 117 340
9 (100%) (100%) (100%)

Ti 1 hai long ctia NB diéu tri noi trd 1an dau tién
(93,78%) th&p hon so v&i NB diéu tri ndi tra tir 2 1an
tré nén (94,12%).
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4. BAN LUAN.

- D&c diém cla NB diéu tri ndi tra:

Trong sb6 340 NB ngudi khdo sat trong thang
5/2020, c6 65,59% NB diéu tri ndi trd lan dau,
34,41% NB diéu trj ndi tra tiv 2 1&n tré 18n. Khoa Noi
chung va Khoa Ngoai chung tiép nhan sé lwot NB
cao nhét (1&n luot 1a 27,94% va 27,06%).

NB ni¥ (64,12%) nhiéu hon NB nam (35,88%).
Pa s NB tir 40-60 tudi (44,12%) c6 thé bao hidm y
t& (91,5%), 1a néng dan va lao déng tw do (58,24%).

- Sw hai long ciia NB diéu tri noi tru:

Diém trung binh hai long ctia NB diéu tri noi
tri hai long twong dbi cao (4,16 diém). NB noi tri
hai long cao nhat dbi véi tiéu chi thai d6 (rng st
va nang luwc chuyén mén cla nhan vién y té (4,3
diém). Diém hai Idng thdp nhét |4 co s& vat chét
va phuong tién phuc vu NB (3,99 diém). Két qua
nay thAp hon két qué nghién ctru clia Hoang Long
Quan (mrc d6 hai long chung 1 4,9 didm). Ti & NB
hai long so v&i mong doi chung la 92,72%, trong
dé, NB hai long so véi mong doi tai Khoa phau
thuat - Hoi strc cAp clru (98,0%) cao nhét trong cac
khoa lam sang.

- Mot sé yéu td lién quan dén sw hai long ctia NB
diéu tri ndi tru:

NB didu tri ndi trd 14n dAu thdy hai long
(93,78%) thap hon so véi NB diéu tri ndi tra tir 2
lan tré 1&n (94,12%), khac biét c6 y nghia thdng
ké. NB Ian d3u dén vién diéu tri noi tra thi tam
li mong dogi cung cép dich vu y té bao gi® ciing
mong dgi va cé yéu ciu cao hon so véi nhirng
nguwdi da dwoc trdi nghiém. Ti 1€ hai long ciia NB
diéu tri noi trd cé thé bao hiém y té (92,3%) thap
hon so v&i NB didu tri ndi trd khéng cé thé bao
hidm y t& 1&n 1a 93,1%).

Déi v&i cac yéu td khac lién quan téi sy hai long
ctia NB diéu tri ndi trd déu coé sy khac biét nhung
khong cé y nghia théng ke.

5. KET LUAN.

Nghién ctru 340 NB diéu tri noi tra tai Bénh vién
Quan dan y 16, tir ngay 01/5/2020 dén 30/5/20201,
két luan:

- NB ni (64,12%) nhiéu hon NB nam (35,88%).
Pa s NB tir 40-60 tudi (44,12%) c6 thé bao hidm y
t& (91,5%), 1a néng dan va lao déng tw do (58,24%),
didu tri nGi trd 1an dAu (65,59%)

- Biém hai long trung binh ctia NB twong dbi cao
(4,12 diém). Ti I& NB hai long chung so véi mong
doila 92,72%, trong dé, Khoa Phau thuat - Hoi strc
cép ctru NB hai long so v&i mong doi chiém ti1é cé
cao nhét trong cac khoa (98,0%). O
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- C6 68,76% NB khang dinh chac chan sé quay
lai hoac gi¢i thiéu cho ngwdi khac dén KCB tai
Bénh vién Quan dany 16, 27,02% NB tra oi cé thé
quay tré lai khi c6 nhu cau twong tu.

- Chwa thay méi lién quan gitra mirc d6 hai long
ctia NB diéu tri noi tra véi gidi tinh, thé bao hiémy
té va s6 1an diéu tri noi tru.

Qua nghién ctu chang téi kién nghi:

+ Nang cao chat lwong chdm séc, d6i méi phong
cach, thai dd phuc vu ctia nhan vién y té; dao tao
tiéng dan téc ban dia, phat trién nguén nhan lucy
té va huy dong va st dung c6 hiéu qua cac ngudn
von dau tw. Cai thién chat lwong vé sinh bénh vién
dé dap ng nhu cau thuc té cho NB dén KCB.

+ Tiép tuc duy tri nghién cru twong tw hang quy
tai Bénh vién, hwdng toi khdo sat 100% mau NB
diéu tri noi tra tai Bénh vién Quan dan y 16.
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