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TOM TAT
Dat vin dé: Sy hai long ciia nguoi bénh phdan anh két qua dau ra cia cdc dich vu cham séc
sikc khée y té. Muc tiéu nghién civu: Xdc dinh 1y 16 hai long ciia ngieoi bénh va cdc yéu to lién quan
tai cdc khoa lam sang, Bénh vién Pa khoa tinh Séc Tring. Péi twong va phwong phdp nghién civu:
Nghién ciru cdt ngang mo ta ¢ 796 bénh nhan noi tru tqi nhiéu khoa lam sang, Bénh vién Pa khoa
tinh Séc Trang tir thang 6/2020 dén thang 10/2020, diwa theo bo cdu héi chinh ciia “Phiéu khdo sat
sw hai long cua nguwoi bénh diéu tri ndi trii” mau sé 01 cia B Y té ban hanh theo quyét dinh so
3869/0D-BYT ngay 28/08/2019. Két qua: Ti Ié hai long ciia bénh nhdn ndi trii la 85,9%, trong do,
bénh nhan hai long cao nhat la thdi dg vng xik, ndng lwc chuyén mén ciia nhan vién y té chiém 94,8%
va ti ¢ hai long thap nhat la khia canh co sé vt chat va 1 phwong tién phuc vu ngueoi bénh la 74,3%.
Tim thay méi lién quan giita khoa lam sang diéu tri, c6 bdo hiém y té va noi o voi sy hai long nguoi
bénh. Két lugn: Nghién ciru danh gid ti 16 hai long ngueoi bénh va cdc yéu t6 lién quan la mot cong
cu hitu ich giup cdc nha quadn ly dwa ra cac chinh sach, chuwong trinh hoat dong, can thiép ¢ muc
dé va quy mé cao hon nham khéng ngieng cdi thién chdt lwong chiam séc y té cho bénh nhan.
Tir khéa: sw hai long bénh nhén ndi tri, cdc yéu té lién quan.

ABSTRACT

SATISFACTION OF INPATIENTS ABOUT QUALITY OF DISEASE
EXAMINATION SERVICES AND RELATED FACTORS

AT SOC TRANG GENERAL HOSPITAL IN 2020
Lam Ky Sanh'*, Nguyen Van Lam?
1. Soc Trang General Hospital
2. Can Tho University of Medicine and Pharmacy
Background: Inpatient satisfaction has an important role in the quanlity of care reforms
and health care delivery. Objectives: To determine the patient satisfaction rate and some relateted
factors at the clinical departments of Soc Trang General Hospital. Materials and methods: A cross
sectional study was conducted on 796 inpatients of all deparment after being charged from hospital
from June to December 2020. Tool for data collection was structured questionaries and based on
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form No. 01 “Inpatient satisfaction survey” of Ministry of Health. Results: The overall inpatient
satisfaction rate at Soc Trang General Hospital was 85.9%. The rate of inpatient satisfaction about
evaluated categories: behavioral attitude of medical staff and professional capacity accounted for
94.8%. The lowest rate of satisfaction was the aspect of facilities and facilities to serve patients at
74.3%. Multivariable regression analysis showed the three factors strongly associated with global
inpatient satisfaction were. health insurance, treatment, and location (urban/rural). Conclusions:
The study on inpatient satisfaction and related factors definitely help Hospital Managers to provide
policy to improve the quality of their services.
Keywords: inpatient satisfaction, related factors.

I. PAT VAN PE

Theo t6 chirc y té thé giGi, chat luong dich vu y té va sy hai long nguoi bénh co tac
dong qua lai. Hién nay, mac du chét lugng cham soéc suc khde nguoi bénh tai cac bénh vién
da dugc nang 1én nhung van con d6 nhimng ton tai lam anh huong dén chat luong phuc vu
nguoi bénh. Vi vay, khong ngung cai thién chét luvong dich vu y té dé thu hut nguoi bénh la
viée lam can thiét ciia moi co sO y té. Két qua cua su cai thién nay dugc danh gia bang mot
s6 tiéu chi, trong d6 c6 tiéu chi vé mirc do hai long cta ngudi bénh. BO Y Té ciing rat quan
tam dén van dé nay, khdo sat sy hai long ngudi bénh ndi tru va ngoai tri da dugc tién hanh
rong rai ¢ cac bénh vién, cac co sé cung cép dichvuy té tir nam 2015 va thu dugc mot sd
két qua quan trong. Diéu nay di timg budc tao ra nhimg chuyén bién tich cuc trong tur duy,
tinh than, thai d6 phuc vu cua can b, vién chire bénh vién, cing nhu chat luong dich vu
kham chira bénh. V61 tam quan trong cuia viéc danh gia hai long nguoi bénh, nham muc
dich phuc vu tét nguoi bénh, va tim hiéu nhitng mong muén, nhu cau cua nguoi, chung toi
thuc hién dé tai: ‘Nghién curu sy hai long ctiia bénh nhan ndi tra vé chit lugng dich vu kham
chira bénh va cac yéu tb lién quan tai Bénh vién Pa khoa Tinh S6c Trang nam 2020” voi 2
muc tiéu:

1. X4c dinh ti 18 hai 10ng ctia nguoi bénh diéu tri ndi tra vé chit luong dich vu kham
chira bénh tai Bénh vién Pa khoa Tinh So6c Trang nam 2020.

2. Tim hiéu mot sd yéu tb lién quan dén su hai long cua nguoi bénh diéu tri ndi tra
vé chat lugng dich vy kham chita bénh tai Bénh vién Pa khoa Tinh S6c Trang nam 2020.

I1. POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Poi twgng nghién ciru: bénh nhan noi tra tai tai bénh vién da khoa tinh S6¢ Trang
tir thang 06/2020 - 10/2020
Tiéu chudn chon bénh:
-Bénh nhan dang diéu tri ndi tra tai bénh vién da khoa tinh S6c Trang
-Tinh trang strc khoe cho phép tiép xtc va tra 11 dugc cac cau hoi phong van.
- Pdng ¥ tham gia nghién ctru.
Tiéu chuan logi trir:
- Ngudi mic bénh tam than.
- Bénh nhan khiém thinh, khiém thi.
2.2. Phwong phap nghién ciru
Thiét ké nghién ciru: cit ngang mo ta
C& mau va phirong phdp chon mdau: Cong thirc tinh ¢& mau cho nghién ciru cit ngang

a, p(1-p)
n=27%(1- ) —
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Trong d6: n: C& mau tdi thiéu

Z: Hg s6 tin cy, v6i o= 5%, d tin cdy 95% thi Z(1 — ) = 1.96

p: Ti 1¢ hai long. Chon p = 0,92 (theo nghién ciru B6 Y T& 06 - 2019) [1].

d: Sai s0 tuong doi, chon d = 0,02.
= n=>707. 3
Nghién ctru ching t6i thyc hién trén ¢& mau 1a 796 bénh nhan ,
Phuwong phap thu thap so liéu: bd cau hdi dugc thiét ké san theo mau cua Bo 'Y Tée [2].

2.3. Phwong phap xir Iy va phén tich s6 li¢u

So liéu duoc xur ly bang phan mém SPSS 20. 0. Dung test y 2 (hoac Fisher) dé so sanh

cac bién s, phan tich hdi quy da bién dé xac dinh mdi lién quan giira cac dic diém cua nguoi
dwoc phong van va su hai 1ong ngudi bénh. C6 y nghia thong ké khi gia tri p <0,05.

III. KET QUA NGHIEN CUU

Qua nghién ctru 796 bénh nhan ndi tra ching toi c6 két qua sau:

3.1. Pic diém chung ciia miu nghién ciru
Tqéi trung binh,cﬁa dan sb nghié;n ctru 13 54,7 tudi, nhom tuéj tap trung nhiéu nhét
la tir 61 dén 80 tuoi chiém hon 1/3 dan s6 nghién ctru. Ti 1€ nam/ nir gan xap xi 1/1. Dan tdc
Kinh chiém hon 1/2 dan s6 nghi€ém ctru. Da s6 bénh nhén song ngoai khu vyc thanh pho
Séc Trang (81,1%). B tudi dang lao dong (cédn bo cong nhan vién, nong dan, cong nhan,
buodn ban kinh doanh) chiém gan 60%, c6 22,4% bé&nh nhan mu chit. Ti 1€ bénh nhan kham
duoc bao hiém y té chi tra chiém ti 1€ hon 95%, ti 1€ bénh nhan nhép vién lan dau la 54,9%.
Thoi gian ndm vién trung binh 1a 5,76 ngay.
3.2. Ti I¢ hai long cia bénh nhan néi tra
Ti 1€ hai long ctia bénh nhan diéu tri ndi tra 1 kha cao, chiém 85,9%.

Ti 1€ hai long tirng khoa

Khoa lam sang

rang ham mat “ﬁ 97.5
tai miii hong W 98.3
mat 97.9
ngoai ung budu W 78.5
ngoai chén thuong 85.4
ngoai téng quat 84.2
noi 1 84.7
noi 2 86.8
noi tim mach W 85.3 %
T ; T T ;
0 20 40 60 80 100

Biéu dd 1: Ti 1€ hai 1ong timg khoa lam sang ’
~ Nhén xét: ti 1¢ hai long cao nhat 1a cac khoa Mat, Tai Mui Hong. Ti 1¢ hai long thap
nhat 1a khoa Ngoai Ung Budu, chi 78,5%.
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% Ti 1€ hai long tirng tiéu chi khio sat
100

NERA e VWAl

A1 A2 A3 A4 A5B1B2B3B4B5C1C2C3C4C5C6C7C8C9D1D2D3D4D5D6D7E1E2E3E4ES
tiéu chi

Biéu dd 2: Ti 1é hai 1ong ting tiéu chi khao sat
Nhén xét: ti 1¢ hai long thap nhit ¢ tiéu chi C5, (dudi 50% nguoi bénh hai long)-
duogc cung cdp quan 4o sach sg, day du 12 37,8% va tiéu chi B2-duoc phd bién vé ndi quy
va nhitng thong tin can thiét khi nam vién rd rang, day du (chi 53,6%).

Piém hai long tirng khia canh

A. Kha nang tiép can

4.16 .
B. Sy minh bach

thong tin va thu tuc
kham bénh va diéu...

E. Két qua cung clp ’

dich vu
4.66

. Co s& vat chit va
204 Pphuong tién phuc vu
nguoi bénh

D.Thai d¢ ung xir,
nang lyc chuyén
mon ctia nhan vién.. 47>

Bi¢u do 3: Diém hai long trung binh ting khia canh
Nhén xét: diém trung binh thap nhét 1a khia canh C-co s& vt chat va phuong tién phuc
vu nguodi bénh chiém 4,04/5 diém, cao nhat 1a khia canh D-thai d ung xu, nang lyc chuyén
mon cua nhan vién y té chiém 4,75/5 diém.
3.3. Céc yéu to lién quan dén sy hai 1ong nguoi bénh
Bang 1. Cac yéu t6 lién quan dén sy hai 10ng ngudi bénh

Yéu to Khong hai long Hai long P
2. <45 38(15,5) 207(84,5)
Tudi > 45 58(10,5) 493(89,5) 0,032
Gi6i | Nam 41(10,8) 337(89,2) 0329
tinh Nir 55(13,2) 363(86,3) ’
Dan  |Kinh 49(11,3) 385(88,7)
o Khmer 34(12,3) 242(87.7) 0,601
: Hoa 13(15,1) 73(84.,9)
Mu chix 19(10,7) 159(89,3)
Trinh do Lop 1-5 34(11,7) 256(88,3) 0.164
hoc vén Lop 6-12 32(12,2) 231(87.8) ’
Trung cap, cao dang 4(10) 36(90)
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Pai hoc, sau dai’ hoc 7(28) 18(72)
. Trong thanh pho 24(16,6) 121(83,4)
Noto Ngoai thanh phd 72(11,1) 579(88.,9) 0,048
Buon ban, kinh doanh 14(14,4) 83(85,6)
Can bd vién chirc 7(9,5) 67(90,5)
A ga Huu tri, gia 23(10,8) 189(89.2)
Nghenghi€p 5 o dan. cong nhan | 36(11.7) 273(883) 0,347
Hoc sinh, sinh vién 6(26,1) 17(73,9)
Noi tro 10(12,3) 71(87,7)
Co 85(11,2) 674(88,8)
BHYT Khong 11(29,7) 26(70,3) 0,003
S6 lan Lan dau tién 54(12,4) 383(87,6) 0.827
nhap vién Tu 2 lan trd 1én 42(11,7) 317(88,3) ’
Thoi gian nam | < 5 ngay 46(13,3) 300(86,7)
vién 5-10 ngay 41(11,6) 311(88,4) 0,517
>10 ngay 9(9,2) 89(90,8)
Chuyén khoa ndi 43 (10,2) 378 (89,8)
Khéi 1am sang | Chuyén khoa ngoai 53 (17,5) 249(82,5) 0,000
Chuyén khoa 1¢ 2(2,1) 71 (97, 9)

Nhéan xét: sau khi phan tich h01 qui logistic da bién, cho thay con 4 yéu t6 c6 moi
lién quan v6i su hai 1ong ngudi bénh gom tudi, noi &, bao hiém y té va khdi lam sang diéu
tr1 (p <0,05).

IV. BAN LUAN

Ti 1¢ hai long trong nghién ciru cua chung t61 1a 85,9%, twong dwong v6i nghién ciru
Nguyén Thanh Loc (84, 6%) [6], cao hon so voi tai Bénh vién da khoa trung wong Can Tho
1a77,6% [7]. Tuy nhién van thap hon so v&i v&i bao céo cia B Y té nam 06/2019 13 91,58%
[1] nghién ctru cta Luu Qubc Hung (94,2%) [5], Truong Ngoc Hai (98,04%) [4]. Su khac
biét nay c6 thé do bd cau hoi xay dung theo nhiéu tiéu chi khac nhau. So sanh mit bang
chung cho thay ti 18 hai long tai Bénh vién da khoa tinh Séc Tring 13 kha cao. Tuy nhién,
Vﬁn c6 mot s6 ¥ kién khong hai long vé viéc giai thich, tu vin cho bénh nhan chwa 13 rang
vé tinh trang bénh tat va diéu tri. Bénh nhan cling con than phién vé chat luong, tién nghi
trong phong bénh, nha v¢ sinh, viéc cung cap quan 4o sach. Trong 3 nim gan day, voi viée
dau tu xay dung bénh vién moi, ching t6i da ap dung nhiéu quy trinh cai tién chét luong
nhu cai tao co s¢ ha tang, phat trién dich vu k¥ thuat cao theo yéu cau...budc ddu da dap
ung duoc nhu cAu kham chita bénh va ki vong cua bénh nhan. Cac khoa 1am sang co ti 1€
hai 1ong cao nhit 13 cac khoa thudc khdi chuyén khoa 1é nhu Mit, Tai Miii Hong, Ring Ham
Mait va khoa co ti 1¢ hai long thép nhét 1a khoa Ngoai Ung Budu. That vay, khi so sanh ti 1€
hai 1ong ¢ Bénh vién Tai Miii Hong Can Tho 1a 91,5% [8], Bénh vién Mat Pa Ning la
98,2% [3], cao hon nhiéu so véi nghién ciru tai khoa noi hay cac khoa khac [4], [6], [9].

Xét vé ting khia canh danh gia sy hai 1ong, diém trung binh tirng khia canh khao sat
khé cao va ¢ su chénh léch diém gitra cac khia canh. Thap nhét 1 khia canh co s& vat chat
va phuong tién phuc vu nguoi bénh (4,04/5 diém) cao nhat 1a khia canh thai d6 tmg xur,
nang lyc chuyén mon cua nhén vién y té (4,75/5 diém).

Xet vé cac tiéu chi, ti 1¢ hai long thap nhét & tiéu chi C5-duoc cung cap quan ao sach
s&, day du 1 37,8%. Didu nay c6 thé giai thich do bénh vién it duge ddu tw méi vé ga, gbi
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va quan 4o bénh nhan. Tiéu chi B2-dugc phd bién vé ndi quy va nhitng thong tin can thiét
khi ndm vién o rang, day du ciing c6 ti 1& hai long rat thap (chi 53,6%), ghi nhan thuc té ¢6
tinh trang khi nhéan vién y té chi phd bién qui dinh chi cho 1 nguoi nha trong khi d6, bénh
nhan c6 kha nhiéu nguoi tham nudi, do do, than nhan nguoi bénh s€ khong nam hét cac qui
dinh. Chung t6i s& khic phuc bang cach phat to roi qui dinh khi nam vién. Nguoi bénh,
nguoi nha nguoi bénh danh gia cao vé so dd, bién bao, cac khéi nha, budng bénh danh sb
rd rang d& hiéu cac cac 16i di, cau thang bang phing va dé di; Mbi truong trong khudn vién
bénh vién xanh, sach, dep. Bénh nhan cling rat hai long & céc tiéu chi thudc khia canh D
nhu D1-bac s§, diéu dudng c6 10i noi, thai o, giao tiép ding muc (96,2%), D4- bac s7, diéu
dudng hop tac t6t va xir Iy cong viéc thanh thao, kip thoi (95, 6%), so voi nghién clru cua
Nguyén Qubc Tuin 14 91,5% [9]. Khong co6 d6i tuong nao cho rang nhén vién y té ¢ biéu
hién ban on, goi ¥ tién qua, két qua nay tuong ddng véi két qua nghién ctru khac [7], [9],
day 1a két qua dang mumng bénh vién can ¢ nhiing bién phap thich hop dé phat huy. Véi
nhing ti€u chi c6 ti 1¢ hai long thap, chung t6i s& tiép tuc tién hanh nghién ctru can thiép
nham nang cao chat lwong va sy hai 1ong nguoi bénh.

Sau khi phan tich hoi qui da bién, nghién ctru cua ching t6i tim thay cac yéu té co
mdi lién quan c6 y nghia thong ké v6i sy hai 1ong ngudi bénh gom: noi ¢, bao hiém y té va
khoa 1am sang diéu tri. Nghién ctru cua chung t6i twong duong v6i két qua cua Nguyén
Thanh Loc, nguoi bénh c6 thé BHYT c6 mtrc d6 hai long 93,5%, cao hon ngudi bénh khong
c6th¢ BHYT 85,2% [6]. Viéc BHYT chi tra vién phi la gidm ganh lo kinh té, trong khi bénh
nhan khong c6 BHYT phai chi tra nhiéu hon, do d6 yéu cAu cao hon vé chit luong dich vy,
va diéu nay gian tiép dan dén giam su hai 10ng néu chét lwong dich vu khéng dat dung ki
vong mong mudn.

Nghién ctru ctia ching t6i xac dinh c6 mdi lién quan giira khoa 14m sang diéu tri va
su hai long nguoi bénh, cé thé giai thich do su qua tai tai cac khoa hé ndi vdi ti 1€ giwdong
thuc ké lIuc nao cling cao hon giudong ké hoach. Mit khac, vi cac bénh noi khoa thuong 1a
cac bénh man tinh, va anh hudng nghiém trong dén chat lugng cude séng cua bénh nhan,
do do, ti 18 hai 1ong tai cac khoa nay twong d6i thap. Chung t6i chua ghi nhan méi lién quan
gitra nghé nghiép va trinh d¢ hoc vén va sy hai long ngudi bénh, nhan dinh nay mau thuan
so v6i nghién ctru khac [4], [6]. Nghién ctru ctia ching t6i ciing khong tim thdy mdi lién
quan giita thoi gian nim vién va sy hai 10ng, mau thudn véi nghién ciru ciia Truong Ngoc
Hai [4], mot s6 nghién ctru ciing khong tim thay mdi lién quan nay [7], [9]. Piéu nay cho
thdy, tiiy vao diéu kién thyc té ctia timg bénh vién va ddc thu cua timg dia phuong s& xac
dinh nhitng yéu t6 khac nhau anh hudng c6 y nghia thdng ké dén sy hai long ngudi bénh.

Tir két qua va thyc trang nghién ctru, chiing t6i dé xuat mot sd bién phap nham cai
thién va nang cao su hai lIong nguoi bénh, cu thé:

(1) Tang cuong sb luong 13n chat lugng ngudn nhan lyc.

(2) Nang cao co so vat chat va phuong tién phuc vu ngudi bénh: phd bién vé nodi quy
va nhimg thong tin can thiét khi nam vién rd rang; cong khai va cap nhat thong tin vé ding
thudc va chi phi diéu tri; bd sung thong bao thoi gian thdm bénh ¢ tai cac khoa; dau tu thém
va thay méi dd qué cii nhu ga, gbi, chian, man, a0 quan nguoi bénh theo co sd bang 1,5
giudng bénh thuc ké; lam rém che va cung cip thém giuong bénh cho nguoi bénh nim
riéng; ting cudng bao tri va don dep nha vé sinh sach s&; dau tu thém ngudn cung cip nudc
nong lanh cho nguoi bénh.

(3) M6 rong quy md khoa va trang bi ddy du giuong bénh dbi voi nhitng khoa bi qua tai.
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(4) Pbi méi phong cach, thai d6 phuc vu cia can b y té.

V.KET LUAN

Ti 1¢ hai long nguoi bénh ndi tra tai Bénh vién da khoa tinh Séc Trang 1a 85,9%.

Nguoi bénh cam thdy hai long nhat vé co sO' vat chit va thai d¢ tinh than cuia nhén vién y
té, nhan vién y té ¢ 10 noi, thai do, giao t1ep dang myc, dugc nhan vién y té ton trong, d6i
xr cong bang, quan tim, giup d, bac si, diéu dudng hop tac tot va xur Iy cong viéc thanh
thao, kip thoi. Ti I¢ hai long thép nhat vé duoc phd bién vé ndi quy va nhing thong tin can
thiét khi nam vién o rang, day du, dugc cong khai va cép nhat thong tin vé dung thuoc va
chi phi diéu tri, dugc cung cap quan 4o day du, sach s&, dugc cung cap day du nudc udng
nong, lanh, dugc bao dam sy riéng tu khi nam vién nhu thay quéan 4o, kham bénh, di v€ sinh
tai giwong co rem che, vach ngan hoac nam riéng. C6 mdi lién quan giira sy hai long ngudi
bénh va noi &, c6 bao hiém y té va khoa 1am sang diéu tri.
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