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DANH GIA SU HAI LONG CUA NGUGI BENH RA VIEN POI VOI
CHAM SOC CUA PIEU DUGNG VA MOT SO YEU TO LIEN QUAN
TAI BENH VIEN BONG QUOC GIA LE HUU TRAC NAM 2022

Nguyén Thi Thu Hang, Nguyén Thi Thu Ha,
Pham Thj Huyén Trang, Nguyén Thij Lién
Bénh vién Béng Qudc gia L& Hiu Trac

TOM TAT

Muc tiéu: Panh gia sw hai long nguoi bénh ra vién dbéi véi chdm séc cia diéu dudng
va xac dinh mét sé yéu té lién quan tai Bénh vién Béng Qudéc gia Lé Hiu Tréc ndm 2022.

Déi tweong va phwong phdp nghién ciru: Tién hanh trén 373 nguoi bénh/ than nhan
lam thd tuc ra vién tir thang 08/2022 dén thang 01/2023 tai Bénh vién Béng Quéc gia Lé
Hiu Trac. Nghién ciu cdt ngang, mo td cé phan tich, phéng vén truc tiép dbi tuong
nghién ctiu bang bé cau hdi thiét ké sén.

Két qua: Piém hai long trung binh 4,3/5 diém, cao nhét la tiéu chi théng béo, huéng
déan cda diéu duéng véi 4,32/5 diém trong dé ty 1é hai 1dng va rat hai long chiém 86,5%, ty
1é r4t khong hai long va khong hai long chi chiém 4,8%, binh thuong chiém 8,6%, tiép
theo la quan tdm, giip d&, hé tror cua diéu dudng véi ngudi bénh (4,31/5 diém) trong do ty
I hai long va rat hai long chiém 86,3%, binh thuong chiém 8%, khong hai long va rat
khéng hai long chi chiém 5,6% va thap nhét la giao tiép than thién cda diéu duéng véi
4,29/5 diém trong dé ty 1é hai ldng va rat hai long chiém 86,4%, ty 16 rat khong hai l1ong va
khéng hai long chi chiém 5,9%. C6 72,6% nguoi bénh chdc chdn sé quay lai hodc gioi
thiéu cho nguoi khac.

Chua tim thdy méi lién quan gidra cac yéu té véi mie do hai long toan dién vé didu
duéng, trong méi lién quan gidka cac yéu té véi mire dé hai long chung vé bénh vién chi co
yéu t6 nghé nghiép c6 méi lién quan chat ché véi mae dé hai long chung vé diéu dudng
V6i p = 0,034, con cac yéu té con lai chua tim thdy méi lién quan.

Két ludn: Nguoi bénh va thdn nhan ngudi bénh diéu trj néi trd tai Bénh vién Bdéng
Quéc gia Lé Hiu Trac tin nhiém cao véi chdm séc cua diéu duéng tai Bénh vién. Tuy
nhién, can tiép tuc déi maéi thai dé6 va phong cach phuc vu, tiép tuc té chirc cac I6p tap
huén vé ky ndng giao tiép img xtr cho toan thé can bd, nhan vién, ké cg nhan vién vé
sinh, cang tin.

Ter khoa: Hai long

Chiu trach nhiém: Nguy&n Thu H&ng, Bénh vién Béng Quédc gia Lé Hivu Trac
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ABSTRACT

Objective: Evaluate discharged patients' satisfaction with nursing care and identify
some related factors at the Le Huu Trac National Burn Hospital in 2022.

Research subjects and methods: Conducted on 373 patients/relatives undergoing
discharge procedures from August 2022 to January 2023 at Le Huu Trac 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 criteria for
notification and guidance of nurses with 4.32/5 points, of which the rate of satisfaction
and very satisfaction accounts for 86.5%. Very dissatisfied and dissatisfied only
accounted for 4.8%, normal accounted for 8.6%, followed by care, help and support of
nurses to patients (4.31/5 points) of which The percentage of satisfied and very satisfied
accounts for 86.3%, normal accounts for 8%, dissatisfied and very dissatisfied accounts
for only 5.6% and the lowest is friendly communication of nurses with 4.29/ 5 points, in
which the rate of satisfied and very satisfied accounts for 86.4%, the rate of very
dissatisfied and dissatisfied accounts for only 5.9%. 72.6% of patients will come back or
recommend it to others.

Conclusion: Patients and relatives of patients receiving inpatient treatment at Le Huu
Trac National Burn Hospital have high trust in the care of nurses at the Hospital. However,
it is necessary to change the attitude and service style, continue to organize training
courses on communication skills for all officials and employees, including cleaning and
canteen staff.

Keyword: Satisfied

1. DAT VAN PE ddi twong thwdng xuyén tiép xdc voi nguoi
' bénh, gép phan quan trong vao hiéu qua
diéu tri cia nguoi bénh. Do d6, d& danh
gia lai nhivng gi da dat dwoc va ton tai hién
nay cta cobng tac cham séc ngudi bénh
cta diéu dwdng, chang tdi nghién ctu dé
tai nay v&i hai muc tiéu sau:

Sw hai long cua nguwdi bénh la tiéu chi
quan trong dé danh gia chét lwong cung
cép dich vu y té tai cac co s& y té. Khi sw
hai 1ong cua ngwdi bénh dwgc tang 1én
chirng té Bénh vién da co bwéc phat trién
vé moi mat, chat lwong kham chira bénh
dwoc nang cao, nhu cau cla nguwdi bénh -
dwoc théa man [1]. Bénh vién Bdng Quéc nguwoi bénh ra vién voéi chén’w sOc cua dieu
gia L& Hru Trac 1a bénh vién chuyén khoa, dwong Bénh vién Bong Quoc gia Lé Hiu
tuyén cudi va dau nganh v& Bong, trong Trac nam 2022.
nhitng nam qua Bénh vién da va dang Muc tiéu 2: Xac dinh mét sb yéu té lién
khong nglrng nang cao trinh do chuyén quan dén sw hai long clia nguoi bénh ra
mén, thai do phuc vy, co so vét chat d&  vien v&i cham séc cla didu duéng tai Bénh
dap ng v&i nhu cau cua bénh nhan trong \an Bang Quéc gia Lé Hivu Trac.
giai doan hién nay. Mat khac diéu dwdng la

Muc tiéu 1: Banh gia sw hai long cua
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2. DOI TUGNG VA PHUGNG PHAP NGHIEN CUU
2.1. Pai tugng nghién ciiu

373 nguwoi bénh/ than nhan lam tha tuc
ra vién déng y tham gia khao sat tai Bénh
vién Bdng Quéc gia Lé Hiru Trac to thang
08/2022 dén thang 01/ 2023.

Tieu chuan Iwa chon déi twong
nghién cuou:

- Nguwoi bénh/ than nhan ngwdi bénh
>= 18 tubi

- Tinh than tinh téo, c6 kha namg doc
va viét bang tiéng Viét, di kha nang tra 1oi
cau hdi trén phiéu khao sat va déng y tham
gia nghién ctru.

2.2. Phuong phap nghién ctu
2.2.1. Thiét ké nghién cuu

- Nghién ctu cét ngang, mé ta co
phén tich

- Phuwong phap chon mau: Tién hanh
phéng van ngau nhién nguoi bénh/ than
nhan lam tha tuc ra vién tai quay thanh
toan cta Ban Tai chinh, cé du tiéu chuan
lwa chon dbi twong nghién clru va déng y
tham gia nghién ctu tlr thang 8/2022 dén
thang 01/2023.

- Cbng cu thu thap théng tin: Khai thac
s hai ldng ngudi bénh bang phiéu thiét ké
sén theo biéu mau sb 1 theo Quyét dinh
3869/QD-BYT clia Bo Y Té ngay 28/8/2019
(Phén phu luc) két hop véi mau Khao sat
hai long clGa bénh nhan noi tra déi voi sw
phuc vu cla diéu duwéng tai BVDK tinh Ha
Tinh cha Tran Sy Thang. Mbi dbi twong
nghién ctru la nguwdi bénh hoac than nhan
ngudi bénh twong (rng véi 1 phiéu khao
sét [2], [5].

- Phuwong phap thu thép théng tin:
Phéng véan truc tiép ngwdi bénh ho&c than
nhan ngwdi bénh theo bd cau héi soan san
trong phiéu “Phiéu danh gia sw hai long
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bénh nhan ra vién tai bénh vién béng
quéc gia nam 2022”, sau khi da giai thich
ré rang muc dich, n6éi dung cua viéc khao
sat didu tra. ngwdi bénh hodc than nhan
nguwoi bénh trd 1o phiéu khdo sat dwoc
phép dau tén va trd I&i bang cach danh
d4u (X) vao 6 da lwa chon.

2.2.2. Chi tiéu nghién cuu

* Céch tinh diém hai long (a4p dung
chung cho cac chi tiéu):

- Cac lwa chon tra 1&i cha ngwdi bénh
tr 1 dén 5 trong cac cau hdi khdo séat 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
tbng sb diém/tbng sbé cau hoi.

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

* Céach tinh ty 1é hai long (4p dung
chung cho cac dbi twong khao sét):

- Céch tinh ty 1& hai long chung (téi
da 100%):

Diém hai long trung binh thu duoc lai
dwoc tirng tiéu muc phan loai thanh 5 mirc
doé dang liker theo buéc nhay (5-1)/5 = 0.8
nhw sau:

T 1.00 - 1.80: R4t khdng hai long ho&c
rat kém

Tw 1.81 - 2.60: Khéng hai long hoac kém

T 2.61 - 3.40: Binh thwdng hoac
trung binh

T 3.41 - 4.20: Hai long hoac tét

T 4.21 - 5.00: R4t hai long hodc rét tbt

- 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
s6 = Téng sb nguwdi co6 toan bo cau tra Ioi
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& mérc 4 hoac 5 x 100/M3u sb = Téng sb
nguwdi dwoc khado sat. (Tk sb loai trw
nhitng nguwdi cé bat ky cau trd 1oi nao &
murc 1, 2, 3).

2.2.3. Phuong phap xt' ly 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 lé theo cac dic diém
cla ngwdi bénh, kiém dinh bang kiém
dinh X2, p < 0,05 dwoc coi la co6 y nghia
théng keé.

3. KET QUA NGHIEN cUu

Bang 3.1. Téng hai long theo cac chi sé

(n=373)
Tiéu chi Két qua
Diém hai long trung binh 4,30
Ty 1é hai long 86,6%
Chi s hai long toan dién 59,5%

DPiém hai long trung binh 1a 4,30 trén
tdng 5 diém. Ty lé hai long chung 1a 86,6%.
Chi sé hai long toan dién 1a 59,5%.

Bang 3.2. Biém hai long trung binh theo tirng khia canh (n = 373)

Tiau chi Ml];c 1 Ml];c 2 Mt];c 3 Ml];c 4 Mt];c 5 Téxng B

diem diem diem diem diem diem
Giao tiép than thién 177 52 499 1063 2312 17590 4,29
Théng bao, hwéng dan 172 38 435 1125 2333 17718 4,32
Quan tam, giup do, ho tro 94 36 227 609 1272 9643 4,31

Théng bdo, hwéng dan cua diéu
duéng dwoc danh gia cao nhét (4,32) tiép
theo 14 quan tdm gitup d& hd tro cta diéu

duwéng (4,31), thap nhat la giao tiép than
thién cla diéu duwéng (4,29).

A. Giao tiép than
thién

4.32

4.315

C. Quantam, gidp

d&, hé trg

B. Théng bao,
hwéng dan

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

Nhan xét: Biém hai long khia canh B la cao nhét, tiép d6 1a khia canh C, thap nhét 1a

khia canh A.
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Bang 3.3. Mirc do hai long vé giao tiép than thién cta diéu dwéng (n=373)

Mirc dd hai Iong (sé lwong, ty 18)
Tiéu chi R4t khong | Khong Binh Hai R&t hai
hailong | hailong | thwong long long

Léng nghe khi ngudi bénh can hoi 16 (4,3%) | 5 (1,3%) |41 (11,0%) | 99 (26,5%) | 212 (56,8%)
Gi¢i thiéu tén véi nguwdi bénh, ngudi 0 10 0 0 0
13 ki cham s6c 18 (4.8%) | (7o, |52(13.9%) | 91(24.4%) |202 (54,2%)
Cung cap thong tin, huong dan, day dd | 45 4 o6y | 6 (1,6%) | 71 (19,0%) | 84 (22,5%) | 197 (52,8%)
va ro rang
Giai thich r6 khi nguoi bénh, nguoinha | ) 200y | 1 (0,30) | 48 (12,9%) | 88 (23,6%) | 220 (59,0%)
chwa hiéu
Tra loi day dd cac cau hoi cuanguot | g ) 306y | 2 (0,506) | 40 (10,79%) | 97 (26,0%) | 218 (58,4%)
bénh, ngudi nha.
Thai d6 an can, than thién 16 (4,3%) | 4 (1,1%) |51 (13,7%) | 89 (23,9%) | 213 (57,1%)
Xung héd dung muc véi ngudi bénh 14 (3,8%) | 4 (1,1%) | 37 (9,9%) | 101 (27,1%) | 217 (58,2%)
Déi x&r cong bang véi moi ngudi bénh 18 (4,8%) | 3 (0,8%) | 39 (10,5%) | 107 (28,7%) | 206 (55,2%)
S&n sang giup d& ngudi bénh, nguoi 0 o o 0 o
ha nguo bénh vl trach nhiem cao, | 16 (4:3%) | 5 (1.3%) | 38 (10,2%) | 96 (25,7%) | 218 (584%)
Ton trong nguwdi bénh, ngudi nha 16 (4,3%) | 4 (1,1%) | 35 (9,4%) | 107 (28,7%) | 211 (56,6%)
Khong cau gat voi nguaibenh, nguot | ¢ 4 300 | g (2,106) | 47 (12,6%) | 104 (27,9%) | 198 (53,1%)
nha
Hai long vé giao tiép than thién 15 (4,0%) | 7 (1,9%) | 29 (7,8%) | 98 (26,3%) |224 (60,1%)

Nhan xét: Ty I& hai Idbng va rat hai
long vé giao tiép cua diéu duwédng chiém
86,4%, binh thwdng chiém 7,8%, c6
5,9% ty 1& khéng hai long va rat khong

hai 1ong trong dé c6 6,4% ty I& khéng hai
long va rat khéng hai long vé tinh trang
cau gat véi ngwdi bénh va nguwdi nha
cla diéu duwéng.

Bang 3.4. Mirc do hai long vé théng bao, hwéng dan cua diéu dwéng (n = 373)

Mtpc do hai long (sé lwong, ty 18)

Tiéu chi

Réat khong | Khéng Binh Hai Rét hai
hailong | haildong thwong long long
Ché d6 an, uéng, vé sinh c& nhan 17 (4,6%) | 2 (0,5%) | 51 (13,7%) | 106 (28,4%) | 197 (52,8%)
Van dong, luyén tap 14 (3,8%) | 6 (1,6%) | 49 (13,1%) | 103 (27,6%) | 201 (53,9%)
Céch diing thubc 16 (4,3%) | 6 (1,6%) | 38 (10,2%) | 103 (27,6%) | 210 (56,3%)
Nhi*ng d4u hiéu can theo doi 14 (3,8%) | 2 (0,5%) | 42 (11,3%) | 100 (26,8%) | 215 (57,6%)
Hudng dan cach phong tranh bien 14 (3,8%) | 6 (1,6%) | 42 (11,3%) | 102 (27,3%) | 209 (56,0%)

chirng
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Mtrc do hai long (sé lwong, ty 1)

Tiéu chi Rat khong | Khong Binh Hai RAt hai
hai long | hailong thwong long long

Hwéng dan giai thich rd rang khi thwe . o . o .
hign ky thut chém séc 16 (4,3%) | 3(0,8%) | 37 (9,9%) |102 (27,3%) | 215 (57,6%)
Dam bao kin ddo cho ngwoi bénh khi 0 0 0 0 0
lam ky thuat 16 (4,3%) | 2 (0,5%) | 33 (8,8%) |105 (28,2%) |217 (58,2%)
céng khai thuéc hang ngay 16 (4,3%) | 4 (1,1%) | 38 (10,2%) | 99 (26,5%) |216 (57,9%)
Nai quy khoa phong 17 (4,6%) | 1(0,3%) | 37 (9,9%) |103 (27,6%) | 215 (57,6%)
Chudn bj trwéc phau thuat 16 (4,3%) | 3(0,8%) | 33(8,8%) |102 (27,3%) | 219 (58,7%)
Thoi gian thay bang, tiém truyén, o o o 0 .
thur hisn the st 16 (4,3%) | 3(0,8%) | 35 (9,4%) |100 (26,8%) | 219 (58,7%)
Hai long v& théng bao, hwéng dan 15 (4,0%) | 3 (0,8%) | 32 (8,6%) |102 (27,3%) | 221 (59,2%)

Nhén xét: Ty I& hai long va rat hai long
chiém 86,5%, binh thwdng chiém ty &
8,6%, khong hai long va rat khéng hai long
chiém ty 1& 4,8% trong d6 c6 5,9% khoéng

Bang 3.5. Mirc do hai long vé quan tam

hai long, rat khdng hai long vé théng bao
hwéng dan cach dung thubc cua diéu
dwdng cho nguwdi bénh.

, giup d&, hé tro cua diéu dwdng (n = 373)

Mtrc do hai long (sé lwong, ty 1)

Tiéu chi R4t khong | Khong Binh Hai RAt hai
hailong |hailong | thwong long long
Pén ngay budng banh 15 (4,0%) | 9 (2,4%) | 35(9,4%) | 94 (25,2%) |220 (59,0%)
Péng vién, gitp d& 15 (4,00%) (21910 4 | 36007%) | 99(265%) |212 (56.8%)
Sc,'ft“lghl';:gm tinh hinh bénh dé 18 (4,8%) | 5 (1,3%) | 34 (9,1%) | 103 (27,6%) |213 (57,1%)
CGJZ' ;Z'S?yirg ; 2:%;%’3; t:ﬁ; Mac 1 15 4,0%) |2 (0,5%) | 39 (10,5%) | 106 (28,4%) |211 (56,6%)
gs;‘%g‘:‘;‘lﬁ;i;’:;h nhan trong 16 (4,3%) | 4 (1,1%) | 46 (12,3%) | 103 (27,6%) |204 (54,7%)
2,’:23%?‘”0” cua bénh nhan trong 15 (4,0%) |5(1,3%) | 37 (9,9%) | 104 (27,9%) |212 (56,8%)
Hailong ve quan tam, gitp d6, ho | o 500 | 6 (1.6%) | 30 (8,0%) | 99 (26.5%) |223 (59,8%)

cla diéu dwéng

Nhdn xét: Ty I& hai long va rat hai long
chiém 86,3%, binh thuwéng chiém 8%, rat
khéng hai long va khdng hai long chiém ty &

5,6% trong do6 c6 6,9% ty 1&€ khdng hai long
va rat khéng hai long vé tiéu chi "ddng vién
gilp d& cla diéu dudng dbi véi ngudi bénh".
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Bang 3.6. Méi lién quan gitra cac yéu té véi mirc dd hai long chung vé diéu dwéng (n = 373)

Hai long chung vé diéu dwéng
héna tin ch OR
Thong tin chung Khong hai long Hai long (95% Cl) P
n (%) n (%)
. Tré em 18 (13,7) 113 (86,3) 1,05
Khoa diéu tri 0,889
Khoa khac 32 (13,2) 210 (86,8) (0,56 - 1,95)
\ Cong chirc 13 (22,0) 46 (78,0) 212
Nghée nghiép - 0,034
Nghé khéac 37 (11,8) 277 (88,2) (1,05 - 4,28)
~ |STHPT 18 (14,1) 110 (85,9) 1,09
Trinh d6 hoc van 0,788
> THPT 32(13,1) 213 (86,9) (0,59 - 2,03)
>30 38 (15,2) 212 (84,8) 1.66
Tubi 0,147
<30 12 (9,8) 111 (90,2) (0,83 - 3,30)
Nam 31 (16,3) 159 (83,7) 1.68
Gigi tinh 0,093
N@ 19 (10,4) 164 (89,6) (0,91 - 3,10)
. =1 thang 13 (13,8) 81 (86,2) 1,05
Tho&i gian dieu tri 0,889
<1 thang 37 (13,3) 242 (86,7) (0,53 -2,07)
S6 13n ndm didu >2lan 4 (14,3) 24 (85,7) 1,08 0587
tr Lan du 46 (13,3) 299 (86,7) (0,36 - 3,27) '
) Cé 8 (11,6) 61 (88,4) 0,82
Bénh ly mac kem 0,625
Khéng 42 (13,8) 262 (86,2) (0,37 -1,83)
Khé khan trong | KNG khan 20 (13,7) 126 (86,3) 1,04 080
sinh hoat Binh thuong 30 (13,2) 197 (86,8) (0,57 - 1,92) '

Nhan xét: Chwa tim thdy méi lién quan  diéu dwéng, chi duy nhat yéu t& nghé nghiép
gitva cac yéu té v&i mirc dd hai long chung  c6 mdi lién hé chat ché véi p = 0,034.
clia nguoi bénh/ than nhan nguwdi bénh voi
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Bang 3.7. M6i lién quan giira cac yéu té véi mirc do hai long toan dién vé diéu dwdng

(n=373)
Hai long toan dién vé bD
A OR
Thong tin chung Khéng hailong | Hailong (95% Cl) p
n (%) n (%)
. Tré em 56 (42,7) 75 (57,3) 1,16
Khoa diéu tri 0,512
Khoa khac 95 (39,3) 147 (60,7) (0,75-1,78)
. Cong chirc 30 (50,8) 29 (49,2) 1,65
Nghé nghiép T 0,077
Nghé khac 121 (38,5) 193 (61,5) (0,94 - 2,89)
) < THPT 45 (35,2) 83 (64,8) 0,71
Trinh d6 hoc van 0,130
> THPT 106 (43,3) 139 (56,7) (0,46 -1,11)
) > 30 107 (42,8) 143 (57,2) 1,34
Tubi 0,194
<30 44 (35,8) 79 (64,2) (0,86 - 2,10)
Nam 75 (39,5) 115 (60,5) 0,92
Gi6i tinh 0,686
Np 76 (41,5) 107 (58,5) (0,61 -1,39)
. =1 thang 36 (38,3) 58 (61,7) 0,89
Thoi gian diéu tri 0,618
<1 thang 115 (41,2) 164 (58,8) (0,55-1,43)
Sé 13N nam didu > 2 |an 11 (39,3) 17 (60,7) 0,95 0603
tri Lan dau 140 (40,6) 205 (59,4) (0,43 - 2,08) '
. Co 30 (43,5) 39 (56,5) 1,16
Bénh ly mac kem 0,574
Khoéng 121 (39,8) 183 (60,2) (0,69 -1,97)
Khé khan trong Kho khan 57 (39,0) 89 (61,0) 0,91 0640
sinh hoat Binh thuong 94 (41,4) 133 (58,6) (0,59 - 1,39) '

Nhan xét: Chwa tim thdy mdi lién quan
gitra cac yéu td ctia ngudi bénh/ than nhan
nguwdi bénh véi mire d6 hai long toan dién
vé diéu dwéng.

4. BAN LUAN

4.1. Vé su hai long clGa ngudi bénh va
than nhan ngudGi bénh diéu tri ndi tra
vGi cham séc cua diéu dudng tai Bénh
vién Béng Quédc gia Lé Hiiu Trac

Ladng nghe phdn hdi cha nguoi st
dung dich vu trong linh virc cham séc 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
phat trién, khdo sat hai long ngwdi bénh
mang tinh b&t budc va dwoc tiéu chuan
hoa, ap dung déng bd tai cac bénh vién
cong trong toan qudc ciing chi méi bat dau
ttr thap Ky 1990.

O Viét Nam, ké tir thoi diém Bo trwdng
B6 Y t& ky ban hanh Théng tw sb
19/2013/TT-BYT ngay 12 thang 7
nam2013, nganh y té da trién khai do
lwdng sw hai long cla nguwdi bénh dbi voi
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chét lwong phuc vu kham, chira bénh &
cac co s& kham chira bénh cong lap, chu
trong danh gia va quan ly chat lwong theo
Bo tiéu chi chat lwong clia BO Y té.

Hién nay, ching ta da théng nhét 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 nam 2019 clha Bo Y té. V& ndi
dung, nam linh vyc dwoc khao sat da bao
pht cac noéi 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 toi trai
nghiém cla ngwdi bénh trong co s y té.
Cau héi dwoc dat khoa hoc, ngan gon, cac
théng tin thu thap dwoc cb gia tri giup cac
bénh vién tiép tuc cai tién chat lwong phuc
vu kham, chira bénh [2]. Nhan thay vai trd
r4t quan trong clGa diéu duéng dbdi voi
ngwdi bénh ndm didu tri tai bénh vién,
chang t6i dwa vao mau phiéu nay két hop
véi mau phiéu khédo séat Tran Sy Thang da
xay dwng phiéu khao sat sy hai long cla
ngw®i bénh/ thdan nhan ngudi bénh voi
cong tac cham séc diéu dwéng [5].

Nghién ctru cta ching téi tién hanh
trén 373 ngwoi nha/ than than ra vién sau
qué trinh nam diéu tri tai Bénh vién Béng
Quéc gia Lé Hiru Trac trong thoi gian tw
thang 08/2022 dén thang 01/2023. V&i dac
thu 1a bénh vién chuyén khoa tuyén cubi
cung nén cac déi twong dwoc khao sat da
dang vé do tudi, nghé nghiép, trinh d6 hoc
van, va dén tir nhiéu khu vuwc khac nhau
trong ca nwéc.

Két qua nghién cru ctia ching tdi cho
thdy diém hai long trung binh 4,3/5 diém, ty
l& hai long chung la 86,6%; chi s6 hai long
toan dién la 59,5%; cao nhat la tiéu chi
thdng bao hwéng dan cla diéu duéng voi
4,342/5 diém, tiép theo la quan tam giGp
d® cia ngudi bénh voi 4,31/5 didm. Thap
nhét 1a giao tiép than thién ca diéu dwéng
vGi 4,29/5 diém, c6 72,6% nguwdi bénh
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chac chan sé quay lai hoac gigi thiéu cho
nguoi khac cao hon két qua nghién ctu
cia Vi Thuy Nguyén (2023): 74,29%
nguwdi bénh co ty Ié hai Iong chung voi
cham séc cla diéu dwéng [3].

Nghién ciru cla Nguyén Thi Nguyét
(2021): Biém trung binh vé sw hai long cta
nguwoi bénh dbi véi cong tac cham séc cua
didu duéng 1a 79,56 + 10,54 diém. Phan
I&n ngudi bénh danh gia sw hai long ddi
v&i cdng tac cham séc cla diéu dudng &
murc tot va rat tét chiém 71,51%, mirc kha
chiém 26,54%, chi c6 1,96% danh gia &
muc trung binh. Nguwoi bénh danh gia sw
hai long cao nhéat dbi véi cau hdi lién quan
dén “biéu dwéng vién cé ky nang tay nghé
thanh thao khi thic hién cham séc éng/ba
vi du nhw thwe hién thubéc cho 6ng/ba”, tuy
nhién nguwdi bénh danh gia sy hai long
thap nhat v&i cau héi vé “biéu dudng vién
tao méi trwdng yén tinh cho 6ng/ba” va
“Diéu dwéng vién tao méi trwong riéng tw
cho 6ng/ba” [4].

Két qua nghién ctru ctia chang tdi thap
hon nghién ctru cia Tran S§ Thang: Yéu td
hai long va rat hai long ctia nguwdi bénh vé
giao tiép than thién cta diéu dwéng co ty &
92,59%: Yéu td hai long va rat hai long vé
viéc thdng bao, hwéng dan cho ngudi bénh
co ty l& 87,85%, thdp nhat trong cac noi
dung khao sat; Yéu td hai long va rat hai
long vé sy gilp d&, hé tro cha diéu dwdng
khi ngwoi bénh can chiém ty & 92,7% [5].

Nghién ctu ctia Qué Anh Tram (2022):
Ty I& hai long chung clia ngwdi bénh vé cac
hoat déng clia diéu dwdng dat 97,1%, trong
dé c6 98,8% sb ngudi bénh hai long vé
céng tac cham soéc tinh thadn coa déu
dudng, 96,9% hai long v&i viéc thwc hién
hoat dong cham séc cuia diéu dwdng, 97%
nguwdi bénh hai long vé méi quan hé voi
diéu duéng, 96% hai long vé hoat dong tw
van, gido duc sirc khoé cla diéu dudng
trong th&i gian diéu tri va sau khi ra vién [6].
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Nghién ctru cita Pham Van Thanh
(2023): 89,4% nguodi bénh/ngudi nha
ngwdi bénh hai long chung vé cham séc
didu dwéng. TAt ca cac yéu té déu co ty lé
hai long cao trén 90%, trong do yéu td
“Thai dd, ky ndng giao tiép cua diéu
dwéng” co ty & hai long cao nhat chiém
97,7%, yéu tb c6 ty 1é hai long thap nhéat la
“Tha tuc hanh chinh” véi ty 1& 92,4%. Co6
dén 97% nguwdi bénh/nguwdi nha ngudi
bénh déng y sé quay tré lai hodc gidi thiéu
cho ban bé dén bénh vién, va 93,4% déng
y tiép tuc tai kham va diéu tri tai Khoa Phau
thuat Tao hinh Thdm my, Bénh vién Dai
hoc Y Ha Noi [7].

C6 su khac biét vé két qua nghién ciru
clla chdng t6i so v&i cac nghién clru khac
do thoi diém khao sat, c&@ mau, mau thiét
ké khao sat, tai cAc bénh vién khac nhau,
ddi twong khao sat khac nhau khoéng co sw
ddng nhat. Chinh vi vay cling rat khé so
sanh chét lwong chdm séc ngwdi bénh cla
diéu duéng tai cac bénh vién. Nghién ctru
cla chung téi dwoc tién hanh ngay sau thoi
diém dich Covid-19 chadm dut, c6 rat nhiéu
khé khan d& dam bao coéng tac chdm séc
ngw®i bénh. Mat khac, véi dac thu la bénh
vién chuyén khoa bdng, nguoi diéu dwdng
c6 vai trd rat quan trong va giao tiép
thwong xuyén véi ngudi bénh, ngwdi nha
trong quéa trinh diéu tri, do d6 sé khong
tranh khdi nhitng hiéu 1dm, va cham voi
nguw®i bénh va ngwoi nha.

Tuy nhién, nghién cltru ctia chdng toi
cling cho thay ty 1&é hai long cta nguoi
bénh vé cham séc cla diéu dwdng kha cao
va c6 72,6% nguwdi bénh chic chan quay
lai hoac gidi thiéu cho nguwdi khéc, khia
canh giao tiép than thién cla diéu duwéng
c6 diém hai long thap nhat véi 4,28/5 diém,
trong 112 y kién dong gop thém ctia ngudi
bénh/ than nhan ngwdi bénh c6 05 y kién

phan anh thai do tiéu cwc cua nhan vién y
t&, 02 phan (rng tiéu cyc cta nhan vién ké
toan, 01 phan anh thai do tiéu cwc cla
nhan vién cang tin, véi két qua thu dwoc tir
nghién clru clia ching téi hy vong trong
thoi gian t&i Bénh vién sé cé nhivrng 1&p tap
huén vé k§ nang giao tiép trng xt& cho toan
bd can bd, nhan vién y té, cling nhw cac
déi twong khac dang cong tac va lam viéc
tai Bénh vién, d& cé nhirng thay ddi trong
thai dé va phong cach phuc vu huwéng toi
sy hai long ctia nguwdi bénh.

4.2. Méi lién quan giiia cac yéu to dén
su hai long clGa ngudi bénh/than nhan
ngudi bénh vGi bénh vién

Két qua nghién cru cla ching t6i cho
thay chwa tim thay méi lién quan gitra cac
yéu t6 v&i ty 1& hai long toan dién va ty 1&
hai long chung cta ngwoi bénh/ than nhan
ngudi bénh véi cham séc diéu duéng, chi
c6 mbi yéu td nghé nghiép c6 mdi lién hé
ché&t ché véi voi mire d6 hai 1ong chung vé
diédu duéng véi p = 0,034, nhitng bénh
nhan/ than nhan ngwoi bénh la céng chirc
hai l1dng thap hon so véi dbi twong khac vé
cham séc cha diéu dwdng dbi voi ngudi
bénh, khac biét so v&i nghién ciru Nguyén
Thi Nguyat (2021): Ngwoi bénh khang c6
bénh man tinh kém theo c6 m&rc d6 hai
long thap hon so véi nhém c6 1 bénh man
tinh v&i OR = 0,34 (95%CI: 0,19 - 0,62) va
mirc do hai long thdp hon so véi nhém co
ttr 3 bénh man tinh tré 1én véi OR = 0,29
(95% CI: 0,11 - 0,77) [4]. C6 su khac biét
nay cling la didu dé hidu, d6 1a do dia diém
nghién ctru, khu vwe, ¢& mau, phuwong
phéap, thoi diém khac nhau...

M&c du nghién ctu dwoc tién hanh
trong th&i gian ngén, sé liéu diéu tra con
kh& nhd nén chwa c6 mot két luan chinh
xac vé chat lwong cung cép dich vu y té
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va cham soéc nguwoi bénh clha bénh vién,
cing nhv tim ra yéu té lién quan, tuy
nhién qua nghién clru ctia chung t6i ciing
gitp cho bénh vién cé danh gia tdng quan
vé chét lwong cung cép dich vu y té va
ciling 1a co s& dé diéu chinh va nang cao
chat lwong diéu tri, déi méi phong céch,
thai do phuc vu, dé hwdng téi sy hai long
cla ngudi bénh.

5. KET LUAN

Qua khao sat 373 nguwdi bénh/ than
nhan lam tha tuc ra vién tir thang 08/2022
dén thang 01/2023 vé cham séc cla diéu
dwdng tai Bénh vién Béng Quéc gia Lé Hivu
Tréac, chang téi rat ra mot sé két luan sau:

DPiém hai Iong trung binh 4,3/5 diém,
cao nhét |4 tiéu chi thdng bao, hwéng dan
cla diéu dwdng voi 4,32/5 diém trong dé
ty 1& hai Iong va rét hai long chiém 86,5%,
ty & rat khong hai long va khéng hai long
chi chiém 4,8%, binh thuwéng chiém 8,6%;
tiép theo la quan tam, giup d&, hé tro cla
diéu duéng vé&i ngudi bénh (4,31/5 diém)
trong d6 ty 1& hai long va rat hai long
chiém 86,3%, binh thwdng chiém 8%,
khéng hai ldng va rat khéng hai long chi
chiém 5,6% va thap nhét 1a giao tiép than
thién cha diéu dwdng voi 4,29/5 diém,
trong do ty 1é hai long va rat hai long
chiém 86,4%, ty 1& rat khong hai long va
khéng hai ldng chi chiém 5,9%. C6 72,6%
nguoi bénh chic chan sé quay lai hoac
gi¢i thiéu cho ngudi khac.

Chuwa tim thdy méi lién quan gitra cac
yéu t6 v&i mirc d6 hai long toan dién vé
diéu dwéng, trong mébi lien quan gitra cac
yéu tb v&i mirc d6 hai long chung vé bénh
vién chi c6 yéu té nghé nghiép c6 méi lién
quan chat ché véi mire dd hai long chung
vé diéu dwdng véi p = 0,034, con cac yéu
t6 con lai chwa tim thay méi lién quan.
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*KIEN NGHI:

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

- T6 chirc thwdng xuyén, dinh ky cac
I&p tap hudn vé k§ nang, giao tiép rng xt
cho toan bé nhan vién trong Bénh vién.
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PHU LUC
BENH VIEN BONG QUOC GIA
LE HO’U TRAC
PHONG BIEU DUONG

PHIEU DANH GIA S HAI LONG BENH NHAN RA VIEN VOl CHAM SOC CUA PIEU DUONG
TAI BENH VIEN BONG QUOC GIA NAM 2022

(Anh (chj) vui ldng dién théng tin theo huéng dan sau day, danh déu (x) vao lua chon cda
anh (chj), Vui long dién chinh xéc théng tin dé giip bénh vién nang cao chat lvong kham
va diéu trj cho bénh nhan!)

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

HAI LONG BENH NHAN VE CHAM SOC CUA PIEU DUGNG TAI BENH VIEN

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

Ré&t khong hai long Khoéng hai long Binh thwdng Hai long

e a o , N o hodgc: Rét tbt
hodc: Rat kém hodc: Kém hoé&c: Trung binh hodc: Tot

Mirc dé hai long

STT Néi dung Rat . Binh £ £ LA
Kém Kem thwong Tot Rat tot

Sv hai long clia ngudi bénh vé giao tiép than thign
cla diéu dudng

La&ng nghe khi ngwdi bénh can hdi @

Gidi thiéu tén voi ngudi bénh, ngwdi nha khi cham séc

Cung cép thong tin, hwéng dan, day da va rd rang

Giai thich ré khi ngwoi bénh, nguwdi nha chwa hiéu.

SHCRICHS
SN
SACHCHCHS
SHONCHCNC,
© 000

Tra |1 day da cac cAu héi ciia ngwoi bénh, ngudi nha.
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Murc d6 hai 1ong

STT Néi dung Rat | . Binh

Kém thwong Rat tot

Thai do an can, than thién

Xwng hé dung myc véi nguwdi bénh

Déi xtr céng bang véi moi ngwdi bénh.

S&n sang gitp d& ngwoi bénh, ngwdi nha ngudi bénh
v&i trach nhiém cao.

Tén trong nguwdi bénh, nguwdi nha

CSRISRICRISHES
SEESEESEESEESEES,

Khéng cau gét véi ngudi bénh, nguoi nha

Sy hai long yé viéc théng bao, hwéng dan cho ngudi
bénh cla dieu dwéng

Ché d6 an, uéng, vé sinh ca nhan

Van déng, luyén tap

Céch dung thuéc

Nhirng d4u hiéu can theo dbi

Hwéng dan cach phong tranh bién chivng

Hwéng dan giéi thich rd rang khi thye hién ky thuat
cham séc

Dam bao kin dao cho nguwi bénh khi lam ky thuat

Cong khai thuéc hang ngay

Noi quy khoa phong

Chuén bi trwéc phau thuat

OO 00000 e 00000000000 e
DSOS ®®d OO B
©OOvovovouv ©0voo

@0 00|00 |0 0 |0|0
ORICEICAICAICAICRICRICRICAICRES,

Thoi gian thay bang, tiém truyén, thwc hién tha thuat
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Murc d6 hai 1ong

STT N@i dung Rat | em | BINh 1 18 | Rét tét
thwong

Sy hai long vé quan tam, gitp d&, hé tro cia diéu
dudng khi ngwdi bénh can

Dén ngay budng bénh

bong vién, giup d&

3 | Giai thich rG tinh hinh bénh dé bot lo 1ang

Giai thich rd rang, day da thac mac cla ngudi bénh
va ngudi nha

Mong muén cla bénh nhan trong sinh hoat hang ngay

CRICAICRICRIS
SRCAICHCAS
SHCACAHCHCHE

CHSACSHCICHS,
SCHCHCGHGHS

Mong mudn cla bénh nhan trong diéu tri @

®

Gop y cta anh (chj) d& nang cao chét lwong diéu tri tai bénh vién:
SALHEN N&: oo
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