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TOM TAT

Muc tiéu: Pénh gié sw hai long nguoi bénh ra vién va xac dinh mét sé yéu té lién
quan tai Bénh vién Béng Quéc gia Lé Hiru Trac.

Déi twong va phwong phdp nghién cteu: Tién hanh trén 373 nguoi bénh/ thadn nhan
lam tha tuc ra vién tor thang 8/2022 dén thang 1/2023 tai Bénh vién Béng Quéc gia Lé
Hiru Trac. Nghién ciru cdt ngang, mé ta cé phén tich, phéng van truc tiép dobi tuong
nghién ctru bang bod céu hdi thiét ké sén.

Két qua: Diém hai long trung binh 4,3/5 diém, cao nhét la tiéu chi két qua cung cép
dich vu véi 4,34/5 diém va kha néng tiép can dich vu véi 4,33/5 diém, tiép theo la thai do
g xtr va néng luc chuyén mén véi 4,31/5 diém. Thép nhét la sw minh bach théng tin va
co s& vat chat, phuong tién phuc vu véi 4,28/5 diém.

Ty Ié hai Iong chung la 86,1%;, chi sé hai long toan dién la 50,7%; c6 72,6% nguoi
bénh chédc chan sé quay lai hodc gidi thiéu cho nguoi khac. Chua thdy méi lién quan giira
sw hai long chung va ty sb hai long toan dién véi mét sé déc diém chung nguoi bénh/ than
nhan (p > 0,05).

Két ludn: Nguoi bénh va than nhan nguoi bénh diéu tri ndi tri tai Bénh vién Bdng
Quéc gia Lé Hitu Tréc tin nhiém cao véi chét lwong chdm séc y té tai Bénh vién. Tuy
nhién, cén tiép tuc dau tw hon vé co sé ha tang (nha tdm, nha vé sinh, dich vu &n ubng,
dam bdo s riéng tw cia nguoi bénh) va cédn minh bach théng tin hon nita dap tng nhu
cau ngay cang cao cla nguoi bénh.
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National Burn Hospital. Cross-sectional, descriptive research with analysis, direct
interviews with research subjects using pre-designed questionnaires.

Results: The average satisfaction score is 4.3/5 points, the highest is the service
delivery results criteria with 4.34/5 points and service accessibility with 4.33/5 points, next
is behavioral attitude and professional capacity with 4.31/5 points. The lowest is
information transparency and facilities and service facilities with 4.28/5 points.

The overall satisfaction rate is 86.1%; Overall satisfaction index is 50.7%; 72.6% of
patients will definitely come back or recommend it to others. There was no relationship
between overall satisfaction and overall satisfaction ratio with general patient/relative
information (p > 0.05).

Conclusion: Patients and relatives of patients receiving inpatient treatment at Le Huu
Trac National Burn Hospital have high confidence in the quality of Medical care at the
Hospital. However, it is necessary to continue to invest more in infrastructure (bathrooms,
toilets, food services, ensuring patient privacy) and need more information transparency to

meet the growing needs. patient's height.

Keywords: Satisfied

1. DAT VAN DE

Sy hai long cia ngwdi bénh la tiéu
chi quan trong dé danh gia chat lvong
cung cap dich vu y té tai cac co s& y té.
Khi sy hai long cla nguwoi bénh duwoc
tdng lén chirng té co s& y t& da cé budc
phét trién v& moi mat, chat lwong kham
bénh, chira bénh dwoc nang cao, thda
man nhu ciu cla nguwoi bénh. Bénh vién
Badng quéc gia Lé hiru Trac la bénh vién
chuyén khoa, tuyén cudi vé chuyén
nganh Bong, trong nhirng nam qua Bénh
vién da va dang khéng ngirng phan dau
nang cao trinh dé chuyén mon, thai dé
phuc vu, co s& vat chat dé& dap wng voi
nhu ciu ngay cang cao clGa ngudi bénh
nhan. Khao sat sy hai long cia ngudi
bénh l1a viéc lam thwdng xuyén, nham
phan anh chét lwong dich vu kham, chira
bénh. Chang t6i tién hanh dé tai nay voi
hai muc tiéu sau:
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- Banh gia sy hai Iong nguwdi bénh ra
vién tai Bénh vién Béng Quéc gia L& Hiru
Trac nam 2022.

- Xac dinh mét sé yéu t6 lien quan dén
sy hai long cla ngwdi bénh tai Bénh vién
Bdng Quéc gia L& Hivu Trac ndm 2022.

2. D01 TUGNG VA PHUGNG PHAP NGHIEN CUU
2.1. D6i tugng nghién clu

373 nguwoi bénh/ than nhan lam tha tuc
ra vién déng y tham gia khao sét tai Bénh
vién Bdng Quéc gia Lé Hiru Trac tir thang
8/2022 dén thang 1/2023.

Tieu chuan Iwa chon déi twong
nghién coru:

- Ngwoi bénh/than nhan ngudi bénh >
18 tudi

- Tinh than tinh tdo, c6 kha nang doc
va viét bang tiéng Viét, da kha nang tra 1oi
cau hai trén phiéu khao sat va ddng y tham
gia nghién ctru.
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2.2. Phuong phap nghién ctu
2.2.1. Thiét ké nghién cuu

- Nghién cru cét ngang, mo ta co
phéan tich.

- Phwong phap chon mau: Lwa chon
mau ngau nhién. Nhirng trwéng hop dd
tiéu chuan lwa chon sé dwgc hwdng dan
thwe hién phiéu khao sat tai cac khoa vao
ngay hom trwé¢c bénh nhan lam tha tuc ra
vién, hodc vao budi sang ngwdi bénh lam
tha tuc ra vién.

- COng cu thu thap thdng tin: Khai thac
sy hai ldng ngwdi bénh bang phiéu thiét ké
s&n theo biéu mau sb 1 ban hanh kém theo
Quyét dinh 3869/QD-BYT cuia Bd Y té ngay
28/8/2019 (Phéan phu luc). Méi dbi twong
nghién ctu la nguwdi bénh hoac than nhan
ngwdi bénh twong tng véi 1 phiéu khao sat.

- Phuwong phap thu thép théng tin:
Phéng van truc tiép ngwdi bénh hodc than
nhan nguwoi bénh theo bd cau hoi soan sén
trong phiéu “Phiéu danh gia sw hai long
bénh nhan ra vién tai bénh vién bdng quéc
gia nam 2022”, sau khi da giai thich rd rang
muc dich, ndi dung cda viéc khdo sat diéu
tra. ngwdi bénh hoac than nhan nguoi
bénh trd 16i phiéu khao sat dwoc phép dau
tén va trd |&i bang cach danh dau (X) vao 6
da lwa chon.

- Sau khi thu thap dwoc toan bd thdng
tin, nghién ctru vién sé tién hanh théng ké.

- Céc sb liéu dwoc trinh bay dwéi dang
s6 lwong va ty 1& phan tram (%).

2.2.2. Chi tiéu nghién cuu

* Cach tinh cac chi sé hai long: M®i
chi tiéu theo cac khia canh A, B, C, Dva E
dwoc danh gia 5 mirc: Rat khdng hai long

hodc rat kém; Khong hai long hodc kém;
Binh thwdng hoac trung binh; Hai Ionghoac
tét; R4t hai long hoac rat tét.

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

- Cac lwa chon tra 1&i ctia nguwdi bénh
tr 1 dén 5 trong cac cau hdi khao sat hai
long dwoc tinh diém twong rng tir 1 dén 5
theo thang do Likert 5 mtrc [2].

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

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

* Céach tinh ty Ié hai Iong (4p dung
chung cho cac déi twong khao sat):

- Céch tinh ty |& hai long chung (t6i da
100%):

+ Tl s6 = {[(Tdng sb cau héi co tra |oi
mdrc 4 + Téng s cau hai trd 16 mie 5 cla
ngudi thir 1)/(Téng sbé cau hadi)] + [(Tdng sb
cau hai c6 tra 161 mirc 4 + Tdng sb cau hai
trd 1oi mirc 5 cla nguodi thir 2)/(Téng sb
cau héi)] + [(Téng sb cau hdi co tra 1&i mirc
4 + Téng sd cau héi trd 16 mirc 5 cla
ngudi thir n)/(Téng sb cau hai)]} x 100.

Mau sb = Tong sb ngudi dwoc khao sat.

- Ty |& hai 1ong theo tng khia canh: Ap
dung céach tinh twong tw.

* Chi s6 hai long toan dién:

Céch tinh chi sb hai long toan dién: T sb
= Tdng sb ngudi cé toan bd cau tra |61 & mire
4 hodc 5 x 100/MAu sb = Téng sb ngudi duoc
khéo séat (Tt sb loai trir nhitng ngudi c6 bét
ky cau tra 1o nao & mire 1, 2, 3).
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2.2.3. Phuwrong phép xirly sé liéu.

Sé liéu dwoc tinh cac chi sé hai long
trén cac tiéu chi va trén cac khia canh, phan
tich so sanh ty 1& theo cac dic diém cla
ngwoi bénh, kiém dinh bang T- Student, p <
0,05 dworc coi la c6 y nghia thdng ké.

3. KET QUA NGHIEN cUU

Bang 3.1. Nguon théng tin ctia ngwei bénh
vé Bénh vién (n = 373)

N Sé lwong | Ty lé

TT Nguon thdng tin ") (%)

1 Qu_a pt)uo’ng tién thong tin 139 372
dai chung

> N_gl_fo’l_guen, ngudi nha 234 62.8
gidi thiéu

Téng cong 373 100

Nhan xét: Ngudi bénh biét dén bénh
vién chd yéu qua ngudi quen, ngudi nha
gio¢i thiéu (62,8%), con lai la qua céc

phwong tién théng tin dai chung nhw: bao
in, ti vi, nghe dai, qua Facebook, Zalo va
doc bao dién t&r. Két quad nghién ctru cho
chaing ta thay chinh sw hai long va hiéu
qua diéu trj cia méi ngudi bénh sau khi ra
vién sé dwoc nguwdi bénh, thdn nhan ghi
nhan va sé san sang gioi thiéu cho ngudi
khac. Do do viéc khéng nging nang cao
nang lwc chuyén moén va thai dé phuc vu
nguwoi bénh thue sw rat can thiét.

Bang 3.2. Két qua khao sat hai long theo cac
chisé (n =373)

Tiéu chi Két qua
Diém hai long trung binh 4,30
Ty Ié hai long chung 86,1%
Chi sé hai ldng toan dién 50,7%

Nhan xét: Biém hai long trung binh,
cling nhu ty & hai Iong chung la kha cao.
Tuy nhién, chi sé hai ldong toan dién con
thap (50,7%).

Bang 3.3. Diém hai long trung binh theo tirng khia canh (n = 373)

Tiau chi Mc 1l | Mkc2 | Mc3 | Mlrc 4 | Mrc 5 | Téng B
diém diém diém diém diém diém

Kha nang tiép can dich vy 95 22 190 424 1134 8075 4,33
Sy minh bach thdéng tin 92 29 192 505 1047 7981 4,28
Co so vat chat va phuong tién 162 48 401 835 | 1911 | 14356 | 4,28
phuc vu
Thai do ng xt, nang lwc

~ A 155 45 365 822 1970 14478 4,31
chuyén mén
Két qua cung cép dich vu 86 8 186 487 1098 8098 4,34

Nhan xét: Két qud cung cap dich vu,
kha nang tiép can dich vu dwgc danh gia
cao nhat (an lwot 1a 4,34 va 4,33), tiép
theo la thai d6 ng xir, nang lwc chuyén

100

mén cta nhan vién y té (4,31), thap nhét la
sy minh bach théng tin va co s& vat chét,
phwong tién phuc vu (cung 4,28 diém).
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E. Két qua cung cap
dich vu

D. Thai dd &ng xtr,
nang lwc chuyén
mon

A. Kha nang tiép can
dich vu
4.34

4,33

B. Sw minh bach
thong tin

C. Co sd vat chat va
phwong tién phuc vu

Biéu do 3.1. Diém hai long trung binh theo tirng khia canh

Bang 3.4. Kha nidng quay lai diéu tri va gi&i thiéu ngwoi bénh khac (n = 373)

Stt  [Nhan dinh ctua ngwei bénh S6 lwong Ty 1é (%)
1 |Ché&c chan khong quay lai 05 1,3
2 |Khéng mubdn quay lai nhung it sy lwa chon khéc 08 2,2
3 |Mudn chuyén tuyén sang bénh vién khac 07 1,9
4 | C6 thé quay lai 82 21,9
5 |Ché&c chan quay lai, gi&i thiéu cho nguwdi khac 271 72,7
Téng 373 100

Nhan xét: Pa sb ngwdi bénh/than nhan
hai 1dong v&i Bénh vién, c6 72,7% sé khao
sat danh gia chac chén sé& quay lai hoac

gioi thiéu cho ngwdi khac. Tuy nhién, van
con 1 sé khéng mudn quay lai hodc mubn
chuyén tuyén sang bénh vién khac.

Bang 3.5. Méi lién quan giira cac yéu té véi mirc do hai long chung vé bénh vién (n = 373)

. Hai long chung vé bénh vién OR
Pac diem doi twong khao sat p
Khéng hai long n (%) | Hailong n (%) (95%CI)
. Codng chwrc 13 (22,0%) 46 (78,0%) 1,99
Nghé nghiép : 0,050
Nghé khéac 39 (12,4%) 275 (87,6%) (0,99 - 4,02)
. < THPT 19 (14,8%) 108 (85,2%) 1,12
Trinh d6 hoc van 0,716
> THPT 33 (13,5%) 212 (86,5%) | (0,61 -2,06)
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. . Hai long chung vé bénh vién OR
Pac diem doi twong khao sat p
Khoéng hai long n (%) | Hailong n (%) (95%Cl)
X > 30 37 (14,8% 213 (85,2%
Tubi (14,8%) (85,2%) 1.25 0,495
<30 15 (12,2%) 108 (87,8%) (0,66 - 2,38)
Nam 29 (15,3% 161 (84,7%
Gii tinh (15,3%) (84,7%) 1,25 0,453
NG 23 (12,6%) 160 (87,4%) | (0,70 - 2,26)
; > 1 than 14 (14,9% 80 (85,1%
Thoi gian diéu tri . g ( ‘) ( ‘) 1,11 0,758
< 1thang 38 (13,6%) 241 (86,4%) | (0,57 -2,15)
A \ >2lan 4 (14,3% 24 (85,7%
S6 1an n&m didu tr e (14,3%) (85,7%) 1,08 0,956
Lan dau 48 (13,9%) 297 (86,1%) | (0,34 -3,10)
. Co 8 (11,6% 61 (88,4%
Bénh Iy mé&c kem - (11,69%) (88,4%) 0.78 0,533
Khéng 44 (14,5%) 260 (85,5%) | (0,35-1,73)
Kho khan 24 (16,4%) 122 (83,6%) 1.40
Kho khan trong - . ’ 0,264
sinh hoat Binh thwong 28 (12,3%) 199 (87,7%) | (0,78 -2,52)

Nhén xét: Chwa tim thay méi lién quan
gitra cac dac diém dbi twong dwoc khao

sat v&i mirc dd hai long chung ctda nguoi
bénh/ than nhan ngwdi bénh vé Bénh vién.

Bang 6. Méi lién quan giira cac yéu td véi mirc dd hai long toan dién vé bénh vién

(n =373)

Hai long toan dién vé BV

R A= > 7 R
bac diem doi twong khao sat Khoéng hai long Hai long (950%C|) P
n (%) n (%)
X Céng chire 35 (59,3% 24 (40,7%
Nghé nghiép ? - ( ) ( ) 1,62 0,094
Nghé khéac 149 (47,5%) 165 (52,5%) (0,92 - 2,84)
) < THPT 60 (46,9% 68 (53,1%
Trinh d6 hoc vén (46,9%) (53,1%) 0.86 0,493
> THPT 124 (50,6%) 121 (49,4%) (0,56 - 1,32)
> 30 127 (50,8% 123 (49,2%
TUBi ( 0) ( 0) 1,20 0.418
<30 57 (46,3%) 66 (53,7%) (0,78 - 1,84)
Nam 90 (47,4% 100 (52,6%
Gigi tinh - (47,4%) (52,6%) 0.85 0,440
NG 94 (51,4%) 89 (48,6%) (0,57 - 1,28)
\ > 1 than 45 (47,9% 49 (52,1%
Thoi gian diéu tri - g ( ) ( ) 0,93 0,744
<1 thang 139 (49,8%) 140 (50,2%) (0,58 - 1,48)
L . >2lan 14 (50,0% 14 (50,0% 1
S6 13n nam didu tr £ (50,0%) (50.0%) 03 0,941
Lan dau 170 (49,3%) 175 (50,7%) (0,48 - 2,22)
. Co 34 (49,3% 35 (50,7%
Bénh Iy méc kem - (49,3%) (50.7%) 1,00 0,992
Khéng 150 (49,3%) 154 (50,7%) (0,59 - 1,68)
Kho khan trong sinh | Kho khan 72 (49,3%) 74 (50,7%) 1,00 0.996
hoat Binh thwng 112 (49,3%) 115 (50,7%) (0,66 - 1,51) ’
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Nhan xét: Chwa tim thay méi lien quan
gitra cac dac diém dbi twong dwoc khao
sat véi mrc dé6 hai long toan dién cla
nguwdi bénh/ than nhan vé Bénh vién.

4. BAN LUAN

4.1. Vé su hai long clia ngudi bénh va
than nhan ngudi bénh diéu tri ndi tra tai
Bénh vién Bong Quéc gia Lé Hiiu Trac

Lang nghe phan héi cla nguwdi st
dung dich vy trong linh virc cham soéc sirc
khée dé cai thién chat lwong dich vu y té
van la mét cach tiép can méi mé véi nhiéu
quéc gia trén thé gidi. Ngay & cac nuéc
phéat trién, khdo sat hai l1bng nguoi bénh
mang tinh bt budc va dwoc tiéu chuan
hoa, &p dung déng bo tai cac bénh vién
cong trong toan quéc cling chi méi bat dau
ttr thap ky 1990.

O Viet Nam, k& tir thoi diém Bo VY té
ban hanh Théng tw sb 19/2013/TT-BYT
ngay 12 thang 7 nam 2013, nganh y té da
trién khai do lwong sw hai long cha nguoi
bénh dbi v&i chat lwong phuc vu kham,
chira bénh & cac co s& kham chira bénh
cong lap, cha trong danh gia va quan ly
chét lwong theo B6 Tiéu chi chét lwong
bénh vién cta BO Y té.

Hién nay, ching ta da théng nhéat st
dung cac mau phiéu va hwéng dan khao
sat hai long ngwdi bénh ban hanh kem
theo Quyét dinh 3869/QD-BYT ngay 28
thang 8 ndm 2019 cua Bo6 Y té. Vé noi
dung, nam linh vyc dwoc khdo sat da bao
pht cac néi dung tdng hop vé cac van dé
ma nguw®i bénh ndi trd quan tadm, cling nhw
cac van dé c6 kha nang anh huéng téi trai
nghiém cla ngwdi bénh trong co s y té.
Cau héi dwoc dat khoa hoc, ngan gon, cac
théng tin thu thap dwoc c6 gia tri gilp cac

bénh vién tiép tuc cai tién chét lwong phuc
vu kham, chira bénh [2].

Theo B&o cao chinh sach chi sb hai
lobng ngwdi bénh ctia Bo Y té thang 3/2018:
Két qua khao sat gan 3000 bénh nhan noi
trd va ngudi nha di theo cham séc & 29
bénh vién nam 2017 cho thay, chi sé hai
Iobng nguwdi bénh trung binh dat 3,98/5
diém, trong d6 c6 nhirng bénh vién dat
murc cao nhw Bénh vién Ba Rja - Ving Tau
(4,65 diém), Bénh vién T D{/Tp. HCM
(4,4 diém) [1].

Nghién ctu clia ching téi tién hanh
trén 373 ngwdi nha/thdn nhan ra vién sau
qué trinh nam diéu tri tai Bénh vién Béng
Quéc gia Lé Hiru Trac trong thoi gian tw
thang 8/2022 dén thang 1/2023. V&i dac
thi & bénh vién chuyén khoa tuyén cuéi,
nén cac déi twong dwoc khdo sat da dang
vé do tudi, nghé nghiép, trinh d& hoc van
va dén tir nhiéu khu vwc khac nhau trong
ca nudéc.

Két qua nghién clru cla chung téi cho
thay diém hai long trung binh 4,3/5 diém, ty
Ié hai long chung la 86,1%; chi sb hai long
toan dién la 50,7%; cao nhét l1a tiéu chi két
qua cung cap dich vu v&i 4,34/5 diém va
kha nang tiép can dich vu vé&i 4,33/5 diém,
tiép theo la thai dd (rng x& va nang lwc
chuyén mén véi 4,31/5 diém. Thap nhét 14
sy minh bach théng tin va co s& vat chét,
phuong tién phuc vy voi 4,28/5 diém, co
72,6% ngudi bénh chac chén sé quay lai
hodc gi¢i thiéu cho nguwdi khac. Két qua
khao sat cia ching téi vé co ban cao hon
céng bd cta Ngd Tri Tuln tai Bénh vién
Than Ha Néi (2023): diém hai long chung
clia déi twong nghién clu vé chét lwong
kham chira bénh tai khoa Kham bénh Ia
4,24/5 diém. Hon 85% nguoi bénh co ty 1&
hai Iong chung véi dich vu y té tai khoa
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Kham bénh. Trong dé, 38,4% nguwdi bénh
hai 16ng toan dién v&i cac tiéu chi [6].

Két qua nghién ctu cla ching toi
twong dwong véi két quéa khao sat clia cac
tac gia nhuw Nguyén Van Bang (2022): Ty 1&
hai ldng chung vé dich vu kham chira bénh
80,1% [3]; cha Nién Thi Thién My (2021-
2022): Piém hai long trung binh chung
4.,1/5 diém:; tuy nhién chi sO hai Ibng toan
dién la 87,28% cao hon nghién clru cla
chung téi [5].

C6 sw khac biét vé két qua nghién ctru
cua chung t6i so v&i cac nghién clru khac
do sw khac nhau vé thoi diém khao sat, tai
cac bénh vién khac nhau, dbi twong khao
sat khac nhau khéng cé sy déng nhét.
Chinh vi vay ciing rat khé so sanh chat
lwgng dich vu kham chira bénh gilra cac
bénh vién. Mac du nghién clru cta ching
t6i ty & hai long cia nguoi bénh vé Bénh
vién kha cao va c6 72,6% nguwoi bénh chac
chan quay lai hodc gi¢i thiéu cho ngudi
khac, cho thay sw tin nhiém cao cla nguoi
bénh va than nhan v&i Bénh vién. Tuy
nhién, van con mot sb danh gia khong tét
vé thai do, giao tiép rng xir clia nhan vién
y t&; clia cac tiéu chi vé nha vé sinh, nha
tdm, cang-tin bénh vién phuc vu &n ubng
va nhu cau sinh hoat thiét yéu va bao dam
sw riéng tw; phan anh dung thuc trang co
s& vat chat cla Bénh vién hién nay. biéu
nay doi hdéi Bénh vién phai chu trong,
thwong xuyén tap huén, nhac nhé vé y
dlre, vé giao tiép (ng xt khdng chi cho ddi
ngd nhan vién y t&, ma cho ca ddi ngi ho
ly, bdo vé, ké toan,... cla Bénh vién. Trong
thdi gian t&i, Bénh vién sé& dan hoan thién
bénh an dién t&, thdo g& nhirng b4t cap dé
dam bao sy minh bach théng tin cho nguoi
bénh, cling nhw nang cip co s& vat chat,
phwong tién phuc vy, dé nguwdi bénh hai
long khi dwoc nam diéu tri tai Bénh vién.
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Pang chu y la két qua khdo sat cla
chdng toi thAp hon céng bb ctia D& Quang
Hiéu (2020) ciing tai Bénh vién Béng Québc
gia: Diém hai Iong trung binh 1a 4,55/5
diém, ty 1& hai long chung 1a 97,5%, chi s6
hai 1ong toan dién 1a 71,5% [4]. Theo chung
t6i, mét trong nhirng ly do cua sw khac biét
nay la P& Quang Hiéu (2020) khédo sat
ngwdi bénh, than nhan nguwdi bénh dang
nam vién, con chung téi 1a ngudi bénh ra
vién, luc nay, nguwdi bénh va than nhan co
thé phan anh mét cach chinh xac, khach
quan hon. Mat khac, diéu nay cling cho
thdy nhu ciu va ky vong ngay cang cao
cla ngudi bénh va ngwoi nha, doi héi
Bénh vién Bong Quéc gia va cac bénh vién
néi chung phéi khéng ngirng nd lwc cai
tién, nang cao chét lwong cong tac kham,
chira bénh hwéng téi sy hai long cla
nguwoi bénh.

4.2. Méi lién quan giiia cac yéu to dén
su hai long cla ngudi bénh/ than nhéan
ngudi bénh véi Bénh vién

Két qua nghién clru cla ching téi cho
thdy chua tim thdy méi lién quan gitra cac
yéu t6 véi ty 1& hai long toan dién, cling nhw
ty 1& hai long chung clia nguwdi bénh/ than
nhan ngudi bénh. Co thé thdy, sw hai long
la mét khai niém twong dbi, né la sw danh
gi4 clia ngwdi bénh vé dich vu nhan dwoc
S0 véi tiéu chuan danh gia cha quan trwéc
khi tiép can va st dung dich vu. Do do, viéc
quan tam t&i truyén thong cho khach hang
vé viéc cham soéc hop |i dé diéu chinh
nhirng ki vong cda ho sao cho phu hgp hon
voi diéu kién thuc té tai cac bénh vién co
thé cung cap dwoc 1a can thiét.

M&c du nghién ctu dwoc tién hanh
trong th&i gian ngén, sé liéu diéu tra con
kha nhd nén chwa c6 mdt két luan chinh
xac vé chat lwong cung cép dich vu y té
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va cham sé6c nguwdi bénh cha Bénh vién,
cling nhw tim ra yéu td lién quan, tuy
nhién qua nghién clru cta chung tbi cling
gilp cho Bénh vién c6 danh gia tdng
quan vé chét lwong cung cap dich vu y
té, cling la co s& dé diéu chinh va nang
cao chét lwgng diéu tri, déi mdi phong
cach, thai dé phuc vuy, dé hwéng toi sy
hai long cua ngwdi bénh.

5. KET LUAN

Qua khao sat 373 nguwoi bénh/ than
nhan lam thd tuc ra vién tir thang 8/2022
dén thang 1/2023 tai Bénh vién Bdng Quéc
gia Lé Hiru Trac, ching téi rat ra moét s
két luan sau:

- Diém hai long trung binh 4,3/5 diém,
cao nhat | tiéu chi két qua cung céap dich
vu V&i 4,34/5 diém va kha nang tiép can
dich vu v&i 4,33/5 diém, tiép theo |4 thai do
trng X va nang lyc chuyén mén véi 4,31/5
diém. Thap nhét Ia sw minh bach théng tin
va co s& vat chét, phwong tién phuc vu voi
4,28/5 diém.

- Ty l& hai long chung la 86,1%; chi sb
hai long toan dién la 50,7%; c6 72,6%
ngudi bénh chac chén sé quay lai hodc
gi&i thiéu cho nguoi khac. Chwa thdy mbi
lién quan gitra sy hai lIdong chung va ty sb
hai long toan dién véi mot sb déc diém cua
nguwoi bénh, than nhan ngudi bénh.

*KIEN NGHI:

- Duy tri thwdng xuyén cbng tac khao
sat danh gia sw hai long ngwdi bénh tai
Bénh vién theo dung quy dinh.

- Tang cwdng cong tac truyén thong vé
Bénh vién.

- Pau tw nang cép trang thiét bi, co s&
vat chét, ha tang ky thuat.
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PHU LUC
BENH VIEN BONG QUOC GIA LE HIPU TRAC

PHONG PIEU DUONG

PHIEU DANH GIA SU HAI LONG BENH NHAN RA VIEN
TAI BENH VIEN BONG QUOC GIA NAM 2022

(Anh (chj) vui Iong dién théng tin theo huéng dan sau day, danh dau (x) vao luya chon
cta anh (chj), Vui long dién chinh xac thdng tin dé gitp bénh vién nang cao chét luong
khém va diéu trj cho bénh nhan!)

Anh (chi) tw nguyén tham gia phiéu khao sat : Co o Khéng o

. THONG TIN CHUNG

1. Anh (chi) hoic ngudi nha da nam diéu tri tai khoa nao?

Khoa Hbi strc cap ciru o  Khoa Tré em o Khoa lién vét thwong O
Khoa phuc hdi cht)c ndng o Khoa nguoilon o Khoa phau thuat tao hinh o

2. Nghé nghiép cla anh(chi) hodc ngu&i nha

Coéng chuc o Nong dan Tw do O
Cong nhan o Kinh doanh

3. Trinh dd hoc véan cta anh(chi) hoic ngudi nha

Sau dai hoc o Cao dang Khéac O
Dai hoc o Trung cap

4. Tudi ctia anh(chi) ho#c ngudi nha

Du6i 20 tudi o T 30 dén 40 Trén 50 O
Tl 20 dén 30 o T 40 dén 50

5. Gidi tinh cuda anh(chi) hodc nguGi nha

Nam o N O

6. Tdng s& ngay diéu tri tai vién cta anh (chi) hodc ngudi nha ?

Duwai 1 thang o T 2 dén 3 thang O
T 1 dén 2 thang o Trén 3 thang O
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7. Anh (chi) hodc ngwei nha c6 st dung thé bao hiém trong dot diéu tri nay khong?

Co O Khoéng O

8. Anh (chi) hodac ngudi nha da tung diéu tri tai Bénh vién Bong qudc gia ?

Lan dau o Lanthe 2 o Lanthe 3 o Trén 3lan 0

9. Anh (chi) hoac ngudi nha cé nhiing bénh kem theo nao sau day?

Cao huyét ap o Bénhvé dwdng h6 hdp o  Khéng mac bénh kém theo O
Tim mach o Liét nlra ngudi o Bénhkhac O
Tiéu dwong o Liét toan than O

10. Anh (chi) hoac ngudi nha c6 nhiing khé khan nao trong sinh hoat hang
ngay?

Anbang miéng o Thilwc (mét) o Binh thwong o
Di lai o Thinh giac (tai) m
Cam nam o Khau giac (mii) O

11. Néu c6 nhu cau kham, chiia nhiing bénh tucng tu, Anh (chi) cé quay trd lai
hoéc gidi thiéu cho ngudi khac dén khéng?

Chéc chan khong O C6 thé quay lai O
Khéng muén nhung it lwa chon khac O Chac chan quay lai O
Chuyén sang vién khac O Gi&i thiéu cho ngwdi khac o

12. Anh (chi) biét dén bénh vién Bdng qua kénh théng tin nao sau day?

Doc bao in, xem ti vi, nghe dai o Nguwoi quen, nguwoi nha gidi thieu o
Xem facebook, zalo, doc bao dién ttr O

13. Anh (chi) Pa biét nhiing dich vu nao sau day dang trién khai tai bénh vién béng?

Pidu tri V&t Béng Diéu tri nam, tan nhang, seo r6, mun, da

|40 hoa,seo 16i... 0
Diéu tri vét loét lau lién Pr]au thuat nang mul, catbml, t20 hinh
thanh bung,ngwc, ham, cam... ]

Phuc héi chirc ndng bénh nhan sau béng o
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II. HAI LONG BENH NHAN VE BENH VIEN

Ong/Ba danh dau gach chéo vao mét sé tir 1 dén 5, twong rng vé&i mirc do hai
long hodc nhan xét tir rat kém dén rat t6t cho tirng cau hoéi dwéi day:

R4t khong hai long Khéng hai long Binh thwdng Hai long . <
o N i . R . . ho&c: Rat tot
hodc: Rat kém hodc: Kém ho&c: Trung binh hodc: Tot

Mirc dd hai long

Stt N&i dung RAt , Binh
) Kém

Kém thwong Tot Rat tot

Kha nang tiép can

Cac so do, bién bao chi dan dwong dén cac
khoa, phong trong bénh vién r6 rang, dé hiéu,
dé tim

Th&i gian vao tham ngudi bénh dwoc théng bao

rd rang @ @ @ @ @
1 7 A by PN A ~
Céc khéi nha, cau thang, budng bénh dwoc @ @
danh s6 rd rang, dé tim. @ @ ®
Céc 6i di trong bénh vién, hanh lang bang @ @
phang, dé di. @ @ ®
Nguoi bénh hdi va goi dwoc nhan vién y té khi @ @
can thiét @ @ ®
Sy minh bach thong tin va thd tuc kham bénh,
diéu tri
Quy trinh, tha tuc nhap vién ré rang, céng khai,
thuan tién
5 Buoc phd bién vé ngi quy va nhieng thong tin

can thiét khi nam vién rd rang, day du.

Puorc giai thich vé tinh trang bénh, phwong
phap va thoi gian dy kién diéu tri rd rang, day
da.

Puorc giai thich, tw van trwéc khi yéu cau lam
cac xét nghiém, tham do, ky thuat cao rd rang,
day du.

©© |©|6
® 000
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Buogc cong khai va cap nhat thong tin vé dung
thudc va chi phi diéu tri

S

@ @ ® G

Co s& vat chat va phwong tién phuc vu nguoi
bénh

Budng bénh nam diéu tri khang trang, sach sé,
c6 day du cac thiét bj dieu chinh nhiét dé phu
hop nhw quat, may swéi, hodc diéu hoa

Giwong bénh, ga, goi ddy di cho méi nguoi mot
giwvong, an toan, chac chan, st dung tot.

Nha vé sinh, nha tém thuan tién, sach s&, st
dung tot.

Buoc bao dam an toan, an ninh, trét tw, phong
ngwra trdm cap, yén tam khi nam vién

Puwoc cung cip quan 4o day du, sach sé

Puwoc cung cip day di nwéc udng néng, lanh

DPuwoc bdo ddm sy riéng tw khi ndm vién nhuw
thay quén ao, kham bénh, di vé sinh tai
giwdng... cé rém che, vach ngdn hodc nam
riéng.

Cang-tin bénh vién phuc vu an uéng va nhu cau
sinh hoat thiét yéu day da va chat lwgng

M6i trwong trong khudn vién bénh vién xanh,
sach, dep.

CRICRCERICRICRICRECRECHNS)
CACIECEICHCHCHOMCIRS,

Thai d6 (rng x, nang lwrc chuyén moén cta nhan
viény te

Bac s, diéu dwdng c6 1&i néi, thai d, giao tiép
dung myc

Nhan vién phuc vu (ho Iy, bdo vé, ké toan...) co
[0 ndi, thai do, giao tiep dung myc.

Buoc nhan vién y té ton trong, d6i xtr cong
bang, quan tam, gitp d&

Béc sy, diéu duwéng hop tac tdt va xt ly cong
viéc thanh thao, kip th&i

Buoc bac sy tham kham, dong vién tai phong
diéeu tri.

Buoc tw van ché do an, van dong, theo doi va
phong ngtra bién chirng.

Buoc tw van, huéng dan chuan bj trudc
phau thuat

© OO0 Vv e Ve e

SRR ARSI CHCINCRICHCHCHCOHCOINC,
©V0veee e 0 vvuvuv e

CRICRICRICRECHACHES
CHACHACHCHCHCHS,
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Puoc tw van, hwéng dan sau khi ra vién

Nhan vién y té khdng c6 biéu hién goi y boi
duwéng

Két qua cung cép dich vu

Cép phat thubc va hwéng dan st dung thuée
day du, chat lwgng

Trang thiét bi, vat tw y t& day dd, hién dai, dap
(rng nguyén vong

Két qua diéu tri dap tng dwoc nguyén vong

Ong/Ba danh gia mirc d6 tin twéng ve chat
lwong dich vu y té.

CRICRECRACHECRES

Ong/Ba danh gia mirc d6 hai long vé gia ca dich
vy yte.

CHCHCHCHCINICNT,
©O00 0 0
CHCHCHCHCINICHS)
@O 0

Gop y cta anh (chij) d& nang cao chét lwong diéu tri tai bénh vién:
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