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KHAO SAT SU HAI LONG CUA NGUGI BENH
VA THAN NHAN NGUGI BENH DPIEU TRI NOI TRU TAl
BENH VIEN BONG QUOC GIA LE HGU TRAC NAM 2020

D6 Quang Hiéu, Pham Thi My, Hoang Anh Dwong
Bénh vién Béng Quéc gia Lé Hitu Trac

TOM TAT,

Muc tiéu: Mé ta sw hai Iong ctiia ngudi bénh va than nhan nguoi bénh diéu tri néi tri
tai Bénh vién Béng Quéc gia Lé Hiru Tréc ndm 2020, xac dinh mét s yéu té lién quan.

Déi twong va phwong phdp nghién cteu: Tién hanh trén 326 ngudi bénh va than
nhan nguoi bénh diéu tri noi tru tai Bénh vién Béng Quéc gia Lé Hiru Tréc tir thang 4 dén
théng 8/2020. Nghién ctru cét ngang, mé té c6 phan tich; phdng vén truc tiép déi tuong
nghién ctru bang bé cau hdi thiét ké sén.

Két qua: biém hai Iong trung binh la 4,55/5 diém, cao nhét Ia tiéu chi Két qué cung
cép dich vu (4,66/5 diém), tiép theo la Thai d6 tng xtr, ndng lwc chuyén mén cua nhéan
vién y té (4,63/5 diém), Khé néng tiép can (4,58/5 diém), Sw minh bach théng tin va thu tuc
khém chira bénh (4,55/5 diém), thdp nhét la Co sé& vét chéat, phuong tién phuc vu nguoi
bénh (4,42/5 diém).

Ty 1é hai Iong chung la 97,5%; chi sb hai long toan dién 71,5%,; muc dé dap (ng cla
Bénh vién so v&i mong doi ctiia ngudi bénh dat 96,8%; c6 86,2% ngudi bénh chdc chan
sé quay lai hodc gidi thiéu cho nguoi khéc. Chua thdy méi lién quan giita dic diém dbi
twong (nguoi bénh/thdn nhdn nguoi bénh), dé tudi, thoi diém khdo sat, thoi gian ndm
vién, c6 bdo hiém y té (BHYT) hay khdng, khoa diéu tri véi sw hai Iong chung cla ngudi
bénh, thadn nhén nguoi bénh (p > 0,05). Riéng ty s6 hai long toan dién c6 mbi lién quan
mét thiét véi khoa diéu tri: Cao nhét la tai Trung tdm Lién vét thuong (80,2%), tiép dén lan
luot Ia Khoa Hbi sirc Cép ctru (78,3%), Khoa diéu tri Béng Nguoi Ién (77,1%), thdp nhéat &
Khoa Vat Iy tri liéu - Phuc héi chirc néng (VLTL-PHCN) (38,7%, p = 0,001).

Két luan: Nguoi bénh va than nhan nguoi bénh didu tri noi tra tai Bénh vién Béng
Quéc gia Lé Hitu Tréc tin nhiém cao véi chét lwong chdm séc y té tai Bénh vién. Tuy
nhién, cén tiép tuc déu tw hon vé co sé ha tang (nha tdm, nha vé sinh, dich vu &n ubng,
dam bao sw riéng tw clia nguoi bénh) va tap huén ky néng giao tiép, tmg xi cho toan thé
can bd, nhén vién trong toan Bénh vién.

Ter khéa: Sy hai long cta ngudi bénh

Chiu tréch nhiém chinh: D& Quang Hiéu, Bénh vién Bdng Quéc gia Lé Hiru Trac
Email: hieuvbgg@gmail.com
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ABSTRACT

Objective: Describe the satisfaction of patients and relatives of patients in inpatient
care at the Le Huu Trac National Burn Hospital 2020, identifying some relevant factors.

Subjects and methods: Performed on 326 patients and relatives of patients inpatient
treatment at the Le Huu Trac National Burn Hospital from April to August 2020. The
Cross-sectional study, analytical description; directly interviewing research subjects with
pre-designed questionnaires.

Results: The average satisfaction score is 4.55/5 points, the highest is the aspect of
service delivery results (4.66/5 points), followed by the Behavior and professional capacity
of health workers. (4.63/5 points), Accessibility (4.58/5 points), Information transparency
and curative care procedures (4.55/5 points), the lowest is Facilities and facilities patient
service (4.42/5 points).

The overall satisfaction rate is 97.5%, the comprehensive satisfaction index 71.5%;
the response level of the hospital compared to an expectation of patients reached 96.8%;
86.2% of patients will return or refer to others. No relationship has been found between
subject characteristics (patient/patient's relative), age, time of the survey, length of
hospital stay, health insurance or not, department of treatment and general satisfaction of
the patient. relatives of the patient (p > 0.05). The comprehensive satisfaction ratio has a
close relationship with the treatment department: the highest is at the Wound healing
center (80.2%), followed by the Intensive care department (78.3%), and Adult burns
department (77, 1%), the lowest one in the Physical therapy and rehabilitation department
(38.7%) (p = 0.001).

Conclusion: Patients and relatives of patients inpatient treatment at a highly trusted
Le Huu Trac National Burn Hospital with the quality of medical care provided at the
hospital. However, it is necessary to continue to invest more in infrastructure (bathrooms,
toilets, food services, to ensure the privacy of the patient) and to train in communication
Skills and behavior for all staff throughout the hospital.

Keywords: Patient satisfaction.

Theo té chirc Y té thé gidi (WHO), chét

1. DAT VAN DE

Xa hoi ngay cang phat trién nhu cau
con ngudi ngay cang cao, viéc nang cao
chét lwgng cham soc ngudi bénh ludn 1a
muc tiéu cao nhéat cla nganh y té, 1a yéu
cau cap thiét clia cac co s& y té, ddng thoi
cling la niém mong doi cla ngwdi dan. Sw
hai 1ong cla nguwdi bénh dwoc xem la tiéu
chi quan trong trong danh gia chét lwong
cham soc src khoe.

lwong dich vu y té tac ddng dén sw hai long
cla nguwdi bénh va nguoc lai sy hai long
cua nguwdi bénh cé thé danh gia duoc hiéu
qua cua cac dich vu do bénh vién va nganh
y t& cung cép. N& lwc cai thién chét lwong
kham, chira bénh tr goéc nhin cua nguoi
bénh la yéu cau cap thiét dbi voi cac bénh
vién tr ca khia canh dao dwc, chuyén mon
va kinh doanh. Ngay nay trong xu thé phat



30

TCYHTH&B sb 5 - 2020

trién cda xa hoi thi viéc danh gia sy hai
long cla nguwdi bénh tai cac bénh vién la
vé cung quan trong, mét thach thic dang
ké cla cac co s& y té, dé xac dinh duwoc
nhu cdu thiét yéu nhat & nguoi bénh va
than nhan nguwdi bénh, kip thdi khac phuc
nhirng ton tai d& bénh vién hoan thién va
phat trién [1].

Bénh vién Bdng Qudc gia Lé Hiu
Trac la bénh vién chuyén khoa tuyén cubi,
dau nganh bdng va lién vét thwong trong
ca nwdc. Cai thién chat lwgng kham, chiva
bénh théng qua nang cao sw hai long cua
ngwoi bénh va than nhan nguwdi bénh la
mot trong nhitng nhiém vu cép thiét cla
bénh vién. Hang nam, ngoai viéc dao tao
nang cao trinh d6 chuyén mén cho can b,
nhan vién y té, Bénh vién luén chu trong
dau tw trang thiét bi, cai thién co s& vat
chat phuc vu diéu tri cham séc nguoi
bénh, duy tri dao tao lién tuc cac ndi dung
vé y dirc va quy téc rng x&r cla nhan vién
y t&. Nhdm muc tiéu nang cao chét lvong
kham, chira bénh, dap ng sy hai Iong
ngwdi bénh, Bénh vién thuwdng xuyén to
chirc khao sat d& tim hiéu nguyén vong
nguwoi bénh.

Trong nghién clru nay, chdng toi tién
hanh “Khao sat sw hai long cua nguwoi
bénh va than nhan ngwoi bénh diéu tri
néi tra tai Bénh vién Béng Quéc gia Lé
Hdu Trac nam 2020” v&i 2 muc tiéu:

- Mb ta sw hai long clia ngudi bénh va
than nhan nguwdi bénh diéu tri noi tra tai
Bénh vién Béng Qubc gia Lé Hivu Trac
nam 2020.

- Xac dinh mét sé yéu t6 lien quan dén
sy hai long cua nguwdi bénh va than nhan
nguwdi bénh diéu tri nodi trd tai Bénh vién
Bang Quéc gia Lé Hiru Trac nam 2020.

2. D0l TUONG VA PHUONG PHAP NGHIEN CUU
2.1. Béi twong nghién ctru

326 ngudi bénh (NB) va than nhan
nguwoi bénh (TNNB) diéu tri ndi tra tai Bénh
vién Bdng Quéc gia Lé Hiu Trac, trong
thoi gian tir thang 4 dén thang 8/2020.

Tiéu chuan Iwa chon dbéi twong
nghién ciru (PTNC):

- NB/TNNB = 18 tudi

- Tinh than tinh tdo, c6 kha ndng doc
va viét bang tiéng Viét, di kha nang tra
I&i phéng van va déng y tham gia vao
nghién ctru.

2.2. Phwong phap nghién ciru
2.2.1. Thiét ké nghién ctru

- Nghién ctu cat ngang, mdé tad cé
phan tich.

- Phuong phap chon mau: Tién hanh
phdng van NB hodc TNNB tham gia cudc
hop Hoi déng ngwdi bénh cdp Bénh vién
vao cac thang 5, 6, 7 va 8, co6 du tiéu chuén
lwa chon BDTNC. Cu thé: thang 5: 80; thang
6: 103; thang 7: 71; thang 8: 72. Téng cong:
c6 326 NB, TNNB dwoc khao sat.

- Cbng cu thu thap thdng tin: Khai thac
sw hai lIong (SHL) bang bd phiéu “Khao sat
SHL ngu®i bénh” theo biéu mau sb 1 theo
Quyét dinh 3869/QD-BYT cla Bo Y té ngay
28 thang 8 nam 2019 cha B6 Y té (Phén
phu luc) [2]. Méi dbi twong nghién ciru la
BN hodc TNNB twong (rng v&i mét phiéu
khao sat.

- Phuong phap thu thap théng tin:
Phéng van truc tiép NB hodc TNNB theo
bd cau hdi soan san trong phiéu “Khao sat
SHL nguwoi bénh”, sau khi da giai thich rd
rang muc dich, ndi dung cla viéc khao sat,
diéu tra. NB hodc TNNB tra 16 phiéu khao
sat dwoc phép dau tén va tra 1oi bang cach
danh dau (x) vao 6 da lwa chon.
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2.2.2. Chi tiéu nghién ctru

* C4ch tinh céc chi sé hai long: Méi chi
tiéu theo cac khia canh A, B, C, D va E
dwoc danh gia 5 mrc: R&t khong hai long
hodc rat kém; Khong hai long hodc kém:;
Binh thwdng hoac trung binh; Hai long
ho&c tét; R4t hai long hoac rat tot.

* Cach tinh diém hai long (4p dung
chung cho céc chi tiéu):

- Cac lya chon tra 1&i clia ngudi bénh
tr 1 dén 5 trong cac cau hdi khdo sat hai
long dwoc tinh diém twong ng tir 1 dén 5
theo thang do Likert 5 mure [2].

- Biém hai long trung binh chung: Bang
tbng sb diém/tdng sé cau hai.

- Piém trung binh cda tirng khia canh
bang diém trung binh cac cau hadi thudc
trng khia canh cla tat ca cac mau phiéu
khao sat.

* Céach tinh ty 1é hai long (ap dung
chung cho céac déi tuong khdo sat):

- C4ch tinh ty I& hai ldng chung (t6i da
100%):

+ Tl s6 = {[(Tdng sb cau hdi co tra |oi
murc 4 + Tong 6 cau hoi tré 11 mie 5 clia
ngudi thir 1)/(Téng sb cau hdi)] + [(Téng sb
cau héi co tra 16i mirc 4 + Tdng sb cau hdi
trd 1&i merc 5 cla nguwdi thir 2)/(Tong sb
cau hoi)] + [(Tong so cau hdi co tra 167 mirc
4 + Tbng sb cau hadi tra 161 mirc 5 cha ngudi
thir n)/(Téng sb cau héi)]} x 100.

Mau sb = Téng s6 ngudi duwoc khao
sat.

- Ty 1& hai Iong theo tirng khia canh: Ap
dung cach tinh twong tw.

* Chi s6 hai long toan dién:

~ Céch tinh chi s6 hai long toan dién: T
s6 = Téng sb nguoi cod toan bd cau tra 1o
& mirc 4 hodc 5 x 100/M3u sb = Téng sb
nguoi dwoc khao sat.

(TG sb loai trlr nhirng ngudi co bat ky
cau tra 10 nao & mirc 1, 2, 3).

2.2.4. Phuong phép xu ly sé liéu

Sb lieu dwoc tinh cac chi sé hai long
trén cac tiéu chi va trén cac khia canh,
phan tich so sanh ty 1é theo cac dac diém
khoa diéu tri va dac diém cla ngwdi bénh,
kiém dinh bang T-Student, p < 0,05 dwoc
coi cé y nghia théng ké.

3. KET QUA NGHIEN cUU

Bang 3.1. Pac diém déi twong tham gia
nghién ctru (n = 326)

Dic didm So Ty Ié
lwong
nghién cu | TNNB 242 74,2%
Khoa diéu tri 0
Bong NL 48 14,7%
Khoa diéu tri o
Bong TE 62 19,1%
\ Khoa VLTL-
Noi diéu tri PHCN 31 9,5%
Khoa HSCC 46 14,1%
TT LVT 101 30,9%
TTPTTH TM 0
&TT 38 11,7%
. Nam 186 57,1%
Gioi
N 140 42,9%
] .. |18 -60 tubi 263 80,7%
Nhom tuoi =
> 60 tuoi 63 19,3%
<7 ngay 53 16,3%
8 - 14 ngay 63 19,3%
Ngay diéu tri | 15 - 21 ngay 65 19,9%
22 - 30 ngay 54 16,6%
= 30 ngay 91 27.9%
Cé 310 95,3%
BHYT
Khéng 16 4,7%

Nhén xét: S6 ngudi tham gia khao sat
phén I&n la TNNB (74,2%); dwoc tién hanh
tai tAt cd cac khoa, trung tam lam sang,
trong d6 nhiéu nhét Ia tai Trung tam Lién vét
thwong (30,9%); déi twong tham gia khéo
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sat nam (57,1%) nhiéu hon niv (42,9%);
phan I&n trong d6 tudi lao déng (80,7%),
95,3% sb NB c6 BHYT; s6 ngay nam diéu

tri thAp nhét 1a 5 ngay, s6 nam > 30 ngay
chiém ty |é cao nhét (27,9%).

Bang 3.2. Téng hai long theo cac chi sé (n = 326)

Tiéu chi Két qua
Diém hai long trung binh 4,55
Ty 1€ hai long 97,5%
Chi s6 hai long toan dién 71,5%
Pap rng trung binh clia Bénh vién theo mong doi clia ngwdi bénh 96,8%

Nhén xét: Diém hai long trung binh 14
4,55 trén tdng 5 diém. Ty 1é hai 16ng chung
la 97,5%. Chi sb hai long toan dién la
71,4%. Tuy nhién, con mét vai y kién bic

xtc cta NB, TNNB phan anh truc tiép voi
nhém nghién clru. Dap rng ctia Bénh vién
so v&i ky vong ciia NB, TNNB dwoc danh
gia & mirc rét cao (96,8%).

Bang 3.3. Diém hai long trung binh theo tirng khia canh diéu tra (n = 326)

Tidu chi Méc | Mikc | Mikc | Mirc | Mrc | Téng B
1 diém | 2 diém | 3 diém |4 diém | 5 diém | diém
Kha nang tiép can 0 0 30 625 975 7465 4,58
S minh bach thong tin va thu tuc KCB 0 0 44 646 940 7416 4,55
Co s& vat chét, phuwong tién phuc vu NB 2 8 160 1350 1414 | 12968 | 4,42
Thai do tng x, ndng lyc chuyén moncua |, 17 34 | 728 | 1503 |10.563 | 4,63
nhan vién y té
Két qua cung cAp dich vu 0 0 20 | 515 | 1095 | 7595 | 4,66
Nhén xét: Bang 3.3 cho thay, két qua A Kha nang tidp
cung cap dich vu dwoc danh gia cao nhét i
(4,66), tiép theo la thai do &ng x&, ndng 4.6
~ ~ > ~ N X . B S minh bach
lc chuy@&n mén cla nhan vién y té (4,63); |k ket quacung thora tin v Bl
tuy nhién, van con 10 phiéu danh gia | “P%"W tye KCB
khong hai long va réat khong hai long vé co
s& vat chat, phuong tién phuc vu nguoi D Thai 86 ing C Co sé vt
bénh, 17 phiéu khdéng hai Iong vé thai dé uir, nang hre chat, phuong
chuyén mon tidn phuc vy NB

¢ng Xt cGa nhan vién y té, chi yéu la doi
ngl phuc vu.

Biéu do 1: Diém hai long trung binh theo
tirng khia canh

Nhan xét: Diém hai long khia canh E 13

cao nhét, tiép d6 |a khia canh D, A, B, thap
nhét Ia khia canh C.
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Bang 3.4. Ty Ié hai long chung theo cac dic diém nghién ctru (n = 326)

. Chuwa tét Tét
Pac diem o]
n, (%) n, (%)

NB (n = 84) 8(9,5) 76 (90,5)

DTNC 0,617
TNNB (n = 242) 27 (11,2) 215 (88,8)
Thang 5 (n = 80) 7 (8,8) 73 (91,2)

sat Thang 7 (n = 71) 8 (11,3) 63 (88,7) ’
Thang 8 (n = 72) 9 (12,5) 63 (87,5)
Khoa BNL (n = 48) 4 (8,3) 44 (91,7)
Khoa BTE (n = 62) 7 (11,3) 55 (88,7)

\ Khoa VLTL-PHCN (n = 31) 5(12,1) 26 (83,9)

Khoa diéu tri 0,054
Khoa HSCC (n = 46) 5(10,9) 41 (89,1)
TT LVT (n = 101) 9(8,9) 92 (91,1)
TTPTTHTM & TT (n = 38) 5(13,2) 33 (86,8)
Nam (n = 186) 16 (8,6) 170 (91,4)

Gidi 0,165
N@ (n = 140) 19 (13,6) 121 (86,4)
18 - 60 tudi (n = 263) 28 (10,6) 235 (89,4)

Nhom tudi 0,921
> 60 tudi (n = 63) 7 (11,1) 56 (88,9)
< 7 ngay (n = 53) 6 (11,3) 47 (88,7)

. 8 - 14 ngay (n = 63) 8(12,7) 55 (87,3)

Ngay diéu trj

(tinh dén thdi |14 - 20 ngay (n = 65) 7 (10,8) 58 (89,2) 0,462

diém khao sat)
21-30 ngay (n = 54) 5(9,3) 49 (90,7)
> 30 ngay (n = 91) 9(9,9) 82 (90,1)
Co6 (n = 310) 33 (10,6) 277 (89,4)

BHYT 0,314
Khéng (n = 16) 2 (12,5) 14 (87,5)

Nhéan xét: Ty & hai Iong chung khéng phu thudc cac dac diém nghién ciru da néu

(n > 0,05).
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Bang 3.5. Chi sé hai long toan dién theo cac dic diém (n = 326)
5 i Hai lon
Dic diém Khong hai g p
long n, (%) n, (%)
NB (n = 84) 27 (32,1) 57 (67,9)
Ngui tra |oi 0,777
TNNB (n = 242) 66 (27,3) 176 (72,7)
Thang 5 (n = 80) 19 (23,8) 61 (76,2)
sat Thang 7 (n = 71) 20 (28,2) 51 (71,8) ’
Thang 8 (n = 72) 18 (25) 54 (75)
Khoa Bang Nguwdi Ion (n = 48) 11 (22,9) 37(77,1)
Khoa Béng Tré em (n = 62) 18 (29) 44 (71)
. Khoa VLTL- PHCN (n = 31) 19 (61,3) 12 (38,7)
Khoa diéu tri 0,001
Khoa HSCC (n = 46) 10 (21,7) 36 (78,3)
TT LVT (n =101) 20 (19,8) 81 (80,2%)
TTPTTHTM & TT (n = 38) 15 (39,5) 23 (60,5%)
Nam (n = 186) 56 (30,1) 130 (69,9)
Gidi 0,537
N@ (n = 140) 38 (27,1) 102 (71,8)
. 18 - 60 tudi (n = 263) 71 (27) 192 (73)
Nhom tuoi - 0,168
> 60 tudi (n = 63) 22 (34,9) 41 (65,1)
<7 ngay (n = 53) 18 (33,9) 35 (66,1)
. |8-14ngay (n=63) 16 (25,4) 47 (74,6)
Ngay diéu tri
(tai thoi diém |14 - 20 ngay (n = 65) 14 (21,5) 51 (78,5) 0.595
khao sat)
21 - 30 ngay (n = 54) 18 (33,3) 36 (66,7)
= 30 ngay (n =91) 27 (29,7) 64 (61,3)
C6 (n = 310) 69 (28,4) 222 (71,6)
BHYT 0,314
Khong (n = 16) 5(31,2) 11 (68,8)

Nhan xét: Chi sb hai long toan dién
khéng phuc thudc cac yéu td BPTNC Ila
NB/TNNB, thoi diém khao sat, gidi tinh, Ira
tudi cia BTNC, ngay nam diéu tri (tai thoi
diém khao sat), NB c6 BHYT hay khéng,

nhuwng co6 sy khac biét (p = 0,001) gilra cac
khoa diéu tri: Trung tdm LVT ¢4 chi sb hai long
toan dién cao nhéat (80,2%), tiép dén lan Iwot la
Khoa HSCC (78,3%), BNL (77,1%), thdp nhét
& Khoa VLTL-PHCN (38,7%).
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Bang 3.6. Kha ning quay lai diéu tri
va gi®i thiéu bénh nhan khac (n = 326)

Nhan dinh ciia nguéibénh | S0 | Ty e
lwong

Chac chan khong bao gi& 3 0.9%
quay lai
!(hong muon quay lai nhwng c6 0 0.0%
it lra chon khac
|\/.|’l:|0n chuyen tuyén sang bénh 01 0.3%
vién khac
C6 thé s& quay lai 41 12,6%
Ch?c chan sé ‘q-uay’lal hoac gioi 281 86.2%
thiéu cho nguoi khac

Nhén xét: Da sb bénh nhan déu hai
long véi Bénh vién, c6 dén 86,2% NB,
TNNB danh gia chac chan sé quay lai hodc
gi¢i thiéu cho ngwoi khac.

Bang 3.7. Cac y kién khac cdia bénh nhan

Y kién S6 lwong

Bac sy nhiét tinh quan tam t&i

. o 02
bénh nhan
Cam on bac s§ rat nhiéu, chac chan 03
sé quay lai 1an sau
Cam on khoa diéu tri 02
Com clia ngwoi bénh chwa hop ly,

04

chwa da dang

Nhén xét: C6 11 y kién thém clia nguoi
bénh, trong d6 07 y kién phan hdi tich cuc
(63.6%) va 04 y kién (364%) v& chét
lwong com phuc vu NB chua tét.

4. BAN LUAN

4.1. Vé sy hai long cta ngwdi bénh va
than nhan ngwoi bénh diéu tri néi tra tai
Bénh vién Béng Quéc gia Lé Hiru Trac
Ladng nghe phan héi cha ngudi s
dung dich vu trong linh virc cham soc sirc
khée dé cai thién chat lwong dich vu y té

van la mot cach tiép can méi mé véi nhiéu
quéc gia trén thé gidi. Ngay & cac nuéc
phat trién, khdo sat hai long nguoi bénh
mang tinh bt budc va dwoc tiéu chuan
hoéa, ap dung déng bd tai cac bénh vién
cong trong toan quédc ciing chi méi bat dau
ttr thap ky 1990.

Nam 1985, Irwin Press va Rod Ganey,
hai gidao sw cua Dai hoc Notre Dame da
lan dau tién gioi thiéu va tién hanh khao
sat hai long nguwdi bénh cho cac bénh
vien. O Viét Nam, ké tir thoi diém Bo
trwdng BO Y té ky ban hanh Théng tw sb
19/2013/TT-BYT ngay 12 thang 7 nam
2013, nganh y té da trién khai do luwéng sw
hai ldng ctia ngwdi bénh déi véi chat lwong
phuc vu kham, chi*a bénh & cac co s&
kham chira bénh cdng lap, chu trong danh
giad va quan ly chat lwong theo bd 83 tiéu
chictaBo Y té.

Hién nay, ching ta da théng nhéat st
dung cac méau phiéu va huwéng dan khao
sat hai long ngwdi bénh ban hanh kém
theo Quyét dinh 3869/QD-BYT ngay 28
thang 8 nam 2019 cha Bo Y té. Vé noi
dung, nam linh vyc dwoc khdo sat da bao
phl cac ndi dung tbng hop vé cac van dé
ma ngw®i bénh ndi trd quan tadm, cling nhw
cac van dé cé kha nang anh hwéng toi trai
nghiém cla ngwdi bénh trong co s& vy té.
Cau hoi dwoc dat khoa hoc, ngén gon, cac
thong tin thu thép dwoc cé gia tri giup cac
bénh vién tiép tuc cai tién chét lwong phuc
vu kham, chira bénh [1].

Nghién ctru clGa ching t6i dwoc tién
hanh trén 326 NB, TNNB dang diéu tri noi
trd tai cac khoa lam sang cua Bénh vién
Bdng Quéc gia Lé Hou Trac trong thoi
gian tir thang 4 dén thang 8/2020. Vé&i déc
thu 14 bénh vién chuyén khoa tuyén cudi
nén cac dbéi twong dwoc khado sat da dang
vé dd tudi, nghé nghiép, trinh dd hoc van
va dén tlr nhiéu khu vwc khac nhau trong
ca nwoc.
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Két qua nghién clru ctia chung téi cho
thdy, diém hai long trung binh 1a 4,55/5
diém, ty 1& hai long 1a 97,5%, ty 1& hai long
toan dién 1a 71,5% twong dwong vo&i két
qua nghién ctru cla nhiéu tac gid khac nhw
Hoang Ngoc Trung la (96,83%) [3] va Ngb
Thi Tuyét (97,4%) [4].

Theo Bao cdo chinh sach chi sb hai
ldng nguoi bénh cla B Y té thang 3/2018:
Két qua khao sat gan 3000 bénh nhan noi
trd va nguwdi nha di theo cham séc & 29
bénh vién ndm 2017 cho thay, chi sé hai
lbng nguwdi bénh trung binh dat 3,98/5
diém, trong dé c6 nhitng bénh vién dat
murc cao nhw Bénh vién Ba Rija - Ving Tau
(4,65 diém), Bénh vién Tw D{/Tp. HCM
(4,4 diém) [1].

Két qua nghién ctru cha ching téi cao
hon mot sb tac gid khac nhw Nguyén
Ngoc Phudéc (2014): Ty Ié hai 1ong cla
ngwdi bénh ndi trd va ngwdi nha ngudi
bénh vé chét lwong dich vu y té tai Vién
Tim mach - Bénh vién Bach Mai nam
2014 1a 84,1% [5].

Theo Nguyén Thi Lwu Héng (2018),
diém hai ldng trung binh cla ngwdi bénh
néi trd tai Bénh vién Da khoa tinh Quang
Tri nam 2017 theo 5 khia canh diéu tra t
3,5 - 4,6/5 diém [6].

Tran Thi Hong Cam (2017), tién hanh
khao sat nguwoi bénh ndi trd tai 12 bénh
vién bao gébm tuyén trung wong (4), tuyén
tinh (4), tuyén quan, huyén (4) trai khdp ca
nwdc trong nam 2015 cho thdy: Ty 18 hai
long v&i chét lwgng dich vu KCB (mUrc 4, 5)
chiém 67,8%; diém hai long chung trung
binh 1a 3,82 + 0,74 [7].

Tuy nhién, ciling rat khé so sanh chét
lwvgng dich vu kham chira bénh gilra cac
bénh vién vi do thoi diém khao sat, tiéu chi
khdo sat, cling nhw ddi twong khao sat &
cac bénh vién la khac nhau, khéng cé sw
ddng nhat. Quan diém cho réng viéc so

sanh chét lveong dich vu kham chira bénh
gilta cac khoa trong mét bénh vién hay
gitra cac bénh vién v&i nhau rat khé khan,
vi bénh nhan cla cac khoa, cac bénh vién
khac nhau co cac dac diém nhan khau hoc,
tinh trang bénh tat khac nhau, tlr dé co tac
dong tich cwe hodc tiéu cwc dén danh gia
va mrc do hai long clia ngwdi bénh trong
khi nhirng nhan t& nay nam ngoai kha nang
kiém soat cta bénh vién [1].

Nghién clru cla chung t6i cling cho
thdy, mirc dd dap ng cla Bénh vién so
vé&i mong doi clia nguwdi bénh la 96,8%; co
dén 86,2% phiéu khao sat khang dinh chac
chan sé quay lai hodc gi¢i thiéu cho nguoi
khac cho thay sy tin nhiém cao ctia nguoi
bénh va than nhan v&i Bénh vién.

Theo Bd Y té (2018), khdo sat tai 29
bénh vién trong cd nwéc nam 2017 cho
thdy mrc do hai Iong cla nguwoi bénh ndi
trd v&i chat lwong phuc vu kham, chira
bénh dat mc 79,6% so véi ky vong. Nhiéu
nha nghién clu gan day dinh nghia hai
long ngwdi bénh la mirc dd twong déng
gitra ky vong cla nguwdi bénh vé dich vu
kham, chira bénh ly twéng va két qua thuc
té ngwdi bénh nhan thirc [1]. Cac nghién
ctu trién khai tai My cho thdy méi quan hé
tich cwc gilva sw hai long va ki vong:
Nhirng khach hang cé nhiéu ki vong dbi
v&i cac dich vu cham séc stre khde co chéat
lwong va hai l1ong véi dich vu kham chiva
bénh nhan dwoc sé c6 xu huwéng quay tré
lai va gidi thiéu co s& KCB nay v&i nguoi
khac hon so v&i nhitng nguwdi cé ki vong
thap hon [7].

Trong khia canh Thai d6 tmng xt, ndng
luc chuyén mén cta nhén vién y té, tuy
nhan dwoc diém hai long 4,63/5 diém,
dirng hang th& hai, nhiéu y kién phan hoi
cdm on khoa diéu tri, cdm on bac sy diéu
tri, tuy nhién van con 17 phiéu danh gia
muc 2, 34 phiéu danh gia mic 3 dbi voi
cac tiéu chi khao sat; cha yéu la tiéu chi
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D2. Nhén vién phuc vu (ho ly, bao vé, ké
toan...) c6 loi noi, thai dj, giao tiép dung
muc, két qua nay ciing twong dwong Vi
két qua cta cac nghién ctru khac [3], [5],
[8]. Piéu nay ddi héi Bénh vién phai chu
trong, thworng xuyén tap huén, nhac nhé vé
y dirc, vé giao tiép ng x&r khong chi cho
doi ngl nhan vién y té, ma cho ca ddi ngi
ho ly, bao vé, ké toan,... ctia Bénh vién.

DPéi voi khia canh Co’ sé& vat chat va
phuwong tién phuc vu ngwoi bénh, diém
hai long |a thap nhét, dat 4,42 diém, vdi 2
phiéu rat khéng hai long, 8 phiéu khong hai
long va 160 phiéu danh gia trung binh, chd
yéu la cac tiéu chi vé nha vé sinh, nha tam,
cang-tin bénh vién phuc vu &n uéng va nhu
cau sinh hoat thiét yéu va bdo dam suw
rieng tw; phan anh dung thwc trang co s&
vat chat cia Bénh vién hién nay. Hy vong,
nhirng bat cap vé co sé vat chat sé duoc
I&nh dao Bénh vién quan tam thao g& trong
th&i gian téi.

4.2. Mot sé yéu to lién quan dén sw hai
long cua ngwei bénh va than nhan
ngwi bénh diéu tri noi tra

Két qua nghién clru cla chung téi cho
thay, ty 1& hai Iong chung ctia NB va TNNB
trong khéo sat chwa thay c6 mbi lién hé voi
d&c diém déi twong nghién ciru 1a NB hay
TNNB, gi&i tinh, Ira tudi, thoi diém khao
sat, thoi gian ndm vién (tinh dén thoi diém
nghién ctu), khoa didu tri, NB co6 BHYT
hay khoéng (bang 3.4).

Tuy nhién, déi véi ty sb hai long toan
dién thi c6 méi lien hé mat thiét voi khoa
diéu tri (p = 0,001), trong d6 ty 1& hai long
toan dién cao nhat |4 tai Trung tam Lién vét
thwong (80,2%), tiép dén Ian Iwot la Khoa
Hoi strc Clp clru (78,3%), Khoa Diéu tri
Bang Nguwoi I6n (77,1%), thp nhat & Khoa
VLTL-PHCN (38,7%) (Bang 3.5). C6 thé
thdy, sw hai long 1& mot khai niém twong
ddi, né la sy danh gia cla nguwdi bénh vé

dich vu nhan dwoc so véi tieu chudn danh
gia chi quan trwdc khi tiép can va s dung
dich vu. Do d6, viéc quan tam t&i truyén
thong cho khach hang vé viéc cham séc
hop li dé diéu chinh nhitng ki vong cla ho
sao cho phu hop hon véi diéu kién thuyc té
tai cac bénh vién cé thé cung cép dwoc 1a
can thiét [7]. Nhw & trén ching t6i da phan
tich quan diém cho rang viéc so sanh chét
lwgng dich vu kham chira bénh gilra cac
khoa trong mét bénh vién hay gilta cac
bénh vién véi nhau rt khé khan [1].

Mét khac, trong khuén khé nghién ctru
nay, sb liéu diéu tra con kha nhd, trong thoi
gian ngén nén cling chwa thé danh gia chat
lwong cung cép dich vu y té va cham séc
strc khée gilra cac trung tdm, khoa lam
sang cla Bénh vién. Tuy nhién, diéu nay
cling giup cho Bénh vién, cling nhw cac
don vi ty diéu chinh nham nang cao hon
nira chat lwong diéu tri, ddi méi phong
cach, thai d6 phuc vu clGa can bo y té
hwéng téi sy hai long ctia ngwoi bénh.

5. KET LUAN

Qua khao sat hai long cua 326 nguoi
bénh, thdn nhan nguwdi bénh diéu tri ndi tru
tai Bénh vién Béng Québc gia Lé Hiru Trac
tr thang 4 dén thang 8/2020, chung téi rut
ra mot sé két luan sau:

- Diém hai long trung binh & 4,55/5
diém, cao nhét tiéu chi Két qua cung cép
dich vu (4,66/5 diém), tiép theo la Théi do
tng xw&, nang lwc chuyén mén cua nhan
vién y té (4,63/5 diém), Kha nang tiép cén
(4,58/5 diém), Sw minh bach théng tin va
tha tuc KCB (4,55/5 diém), thap nhét Ia Co
s& vét chat, phuong tién phuc vu nguoi
bénh (4,42/5 didm). Ty I& hai long chung 1a
97,5%; chi s6 hai long toan dién 71,5%;
mic d0 dap rng cua Bénh vién so voi
mong doi cla ngwdi bénh dat 96,8%; cé
86,2% ngudi bénh chic chan sé quay lai
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hoac gi¢i thiéu cho ngudi khac.

- Chwa thdy mdi lien quan gitra dac
diém dbi twong (ngwdi bénh/than nhan
nguwdi bénh), do tudi, thoi diém khao sat,
thdi gian nam vién, cé BHYT hay khong,
khoa diéu tri v&i sy hai long chung cla
nguwoi bénh, than nhan nguwdi bénh (p >
0,05). Riéng ty sd hai ldng toan dién c6 mai
lién quan mat thiét voi khoa diéu tri: cao
nhét la tai Trung tam LVT (80,2%), tiép dén
lan lwot 1a Khoa HSCC (78,3%), BNL
(77,1%), thdp nh&t & Khoa VLTL-PHCN
(38,7%) (p = 0,001).

*. KIEN NGHI

- Duy tri thwdng xuyén coéng tac khao
sat danh gia sy hai long ctia nguwdi bénh
tai Bénh vién theo dung quy dinh.

- Tang cwdng dao tao vé gido duc strc
khée cho nguwdi bénh, tdp huin ky nang
giao tiép cho toan thé can bo, nhan vién,
chién sy trong toan Bénh vién.

- Dau tw nang cép co s& vat chat ha
tang, trang thiét bi, chi trong nha vé sinh,
nha tdm, cang tin &n ubng va cac diéu kién
dam bao sw riéng tw cliia nguwoi bénh, ...

TAI LIEU THAM KHAO

1. Bd Y té (3/2018), Bao cao chinh sach chi sb hai
Idng ngwdi bénh, thang 3/2018.

2. BO Y té (2019), Quyét dinh 3869/QD-BYT ngay
28 thang 8 nam 2019 ban hanh cac mau phiéu

va hudng dan khao sat hai long ngudi bénh va
nhan vién y té.

Hoang Ngoc Trung (2016), “Khdo sat sy hai
long clia ngwoi bénh ndi tra tai bénh vién da khoa
Trung wong Thai Nguyén nam 2015”, Tap chi
diéu dudng Viét Nam, sb 14-2016, tr 118-123.

Ngé Thi Tuyét (2016), “Khdo sat suw hai long
cla nguwdi bénh dén kham bénh tai khoa kham
bénh bénh vién da khoa Thai Nguyén®, Tap chi
diéu duong Viét Nam, s6 14-2016, tr 56-60.

Nguyén Ngoc Phuwéc va CS (2014), Panh gia
sy hai long clia ngwdi bénh ndi tri va nguwdi nha
ngudi bénh vé chat lwong dich vu y té tai Vién
Tim mach - Bénh vién Bach Mai nam 2014,

http://vnha.org.vn/upload/hoinghi/dh152016/ngu
yenngocphuoc.

Nguyén Thi Lwu Hong (2018), Nang cao su hai
long clia bénh nhan st dung dich vu diéu tri noi
tra tai Bénh vién da khoa tinh Quang tri, Luan
van thac sj quan ly kinh té, Trwong Dai hoc
Kinh té/Pai hoc Hué.

Tran Thi Hong Cam (2017), Danh gia sy hai
long clia bénh nhan vé st dung dich vu kham,
chira bénh tai mot s6 bénh vién cong lap, Luan
an tién sT chuyén nganh xa hoi hoc, Hoc vién
Chinh tri qudc gia H6 Chi Minh.

Nguyén Hiru Thang va CS (2018), Su hai long
clia ngudi bénh déi véi chat lwong bénh vién tai
Viét Nam: Nghién cu téng quan cé hé théng
2000 - 2015, Tap chi Y té Cong cong, sb 45.



