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Dt vin dé: Cham séc sitc khée ludn 1a mét van dé x& hgi mang tinh chién liroc va thiét yéu.
Vdn dé nay cang dac biét quan trong doi Véi cdc nuwée dang phdt trién, noi ma cdc dich vu y té con
mang nhicu han ché do ca vdn dé quan Iy va kinh té x& hgi. Chat lugng bénh vién 1a mgt trong nhiing
thdng tin quan trong noi lén chat lwong cua dich vu'y té ma nguoi dan co thé thu huong, moi nguoi
c6 thé can cir vao két qua tu cong bo chdt hiong bénh vién ciia cdc co s¢ khdm chiza bénh dé danh
gia va lya chon cho minh dich vu cham séc suc khoe. Muc tiéu nghién ciru: Xdc dinh ty I¢ hai 1ong
Va CAC yéu to lién quan dén sy hai 10ng ciia nguweoi bénh ngi tri tai Bénh vién Da khoa tinh Ca Mau
nam 2019-2020. Déi twong va phuong phdp nghién cru: Nghién ciu cat ngang md ta cd phan
tich. C& madu 1a 420 bénh nhan ngi trii duoc chon ngau nhién tir cac khoa, phong cua Bénh vién ba
khoa tinh Ca Mau trzr khoa cap cizu va khoa hoi sirc tich cuc chong dgc. S hai long ciia nguwoi bénh
dwge danh gia dwa trén 5 phan va 31 tiéu chi. Théng tin dwoc thu thdp va danh gia dya trén bé cau
héi dueoc thiét ké san. So liéu duroc phan tich bang phan mém SPSS 26.0. Két qud: Ty 1é doi tirong
nghién cizu khong hai 1ong la 13,6%. Nghién cizu ghi nhdn mai lién quan giiza sy hai 10ng ciia nguoi
bénh va tudi, gici tinh, ngay diéu tri tai bénh vién va mitc dé khoi bénh ciia nguroi bénh. Nghién citu
ghi nhdn su thay doi vé d@iém hai 10ng trung binh ciia nguwoi bénh sau 1 nam can thiép. Két lugn:
Khong ngirng nang cao chdt lwong cham séc, doi méi phong cdch, théi d¢ phuc vu cia NVYT.
Thuong xuyén danh gia sw hai 10ng ciia nguoi bénh, can thiép cai tién chat lirong KCB.

Tar khoa: sy hai long cua nguoi bénh, nguoi bénh ngi tra

ABSTRACT

THE SATISFACTION OF INPATIENTS AND RELATED FACTORS
AT CA MAU GENERAL HOSPITAL IN 2019-2020
Dang Thuy Trang'", Le Thanh Tai 2, Nguyen Minh Phuong?
1. Ca Mau General Hospital
2. Can Tho University of Medicine and Pharmacy
Background: Healthcare has always been a strategic and essential social issue. This issue
is particularly important for developing countries, where health services are limited by both
management and socioeconomic problems. Hospital Quality is one of the crucial information that
shows the quality of medical services that citizens can enjoy. People also can base themselves on
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the hospital quality self-declaration results of medical facilities to evaluate and choose for
themselves health care services. Objectives: The objectives of this study were to determine the
satisfying proportion of patient and related factors at Ca Mau General Hospital in 2019-2020.
Materials and methods: This was a descriptive cross-sectional study with the sample size was
randomly chosen 420 inpatients from several departments of Ca Mau General Hospital (excepted
for the Department of Emergency and Intensive Care and Anti-Poison). Patient satisfaction was
assessed based on 5 parts with 31 criteria, which is evaluated based on a pre-designed
guestionnaire. The collected data and information were analyzed by SPSS 26.0 software. Results:
The percentage of people who were not satisfied was 13.6%. There was an association between
patient satisfaction and the feature of patients such as age, gender, date of treatment at the hospital,
and degree of cure. This study also recorded a change in the average satisfaction score of patients
after 1 year of intervention. Conclusions: In order to improve the quality of medical care the service
behavior and attitude of the medical workers should be changed constantly, and patient satisfaction
should be evaluated regularly and intervened if needed.
Keywords: patient satisfaction, inpatients

I. PAT VAN PE

Cham soc sizc khoe ludn [a mot van dé xa hoi mang tinh chién lugc va thiét yéu. Van
dé nay cang dic biét quan trong d6i voi cac nude dang phat trién, noi ma cac dich vu y té
con mang nhiéu han ché do ca van dé quan ly va kinh té xa hoi. Chat luong bénh vién 1a
mét trong nhitng théng tin quan trong ndi l&n chit lwong caa dich vu y té ma ngudi dan co
thé thu huong, moi ngudi ¢ thé cin ctr vao két qua tu cong bd chat lwong bénh vién cua
cac co sé kham chira bénh dé danh gia va wa chon cho minh dich vu chim séc stic khoe.

B6 Y té ban hanh chinh thac Bo tiéu chi Chat lwong bénh vién nhiam d6i méi va
hoan thién hé théng y té theo huéng céng bang, hiéu qua va phat trién, nham tao co hoi
thuan loi cho moi ngudi dan dugc bao vé, chim soc va nang cao sic khoé vai chit luong
ngay cang cao, phil hop véi sy phat trién kinh té - xa hoi caa dat nude va dap tng nhu cau
cham soc sirc khoe nhan dan trong tinh hinh méi, huéng dén su hai long nguoi bénh.

Nganh Y té Ca Mau hudng dén nang cao chat lugng kham chira bénh trén pham vi
toan tinh, phan dau hang nim mdi bénh vién ting mirc dat diém trung binh theo Bo tiéu chi
cua Bo Y té tir 7% so voi ciing Ky tré 1én. Pén nam 2020, 100% bénh vién trén dia ban tinh
dat tir mtc 3 tro 18n theo Bo tiéu chi danh gia chat luong cia Bo Y té.

Muc tiéu nghién cuu:

- Xac dinh ty 1¢ hai Iong ctia nguoi bénh noi trd tai Bénh vién Pa khoa tinh Ca Mau
nam 2019-2020.

- Tim hiéu cac yéu t6 lién quan dén sy hai long cua nguoi bénh ndi tri tai Bénh vién
Pa khoa tinh Ca Mau nam 2019-2020.

II. POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Poi twong nghién cieu: ngudi bénh diéu tri noi tra tai Bénh vién Pa khoa tinh Ca
Mau nam 2019-2020. i .
Tiéu chuan chon mau: Nguoi bénh noi tra tir 18 tudi tra 1én, ¢o thoi gian nam vién
it nhat 48 gio, tinh téo va dong y tham gia phong van ‘ ’
Tiéu chuan loai trir: Nguoi bénh & khoa cap ctru, khoa Hoi suc tich cuc- Chong doc.
2.2. Phwong phap nghién ciu
- Thiét ké nghién cieu: Nghién ciru cit ngang mo ta cd phan tich.
- Co mau: Ap dung cong thirc udc lugng 1 ty 1€
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p(1-p)
d2
p: Ty I€ hai long ude lugng. Chon p=54,2%. theo nghién ctru cia L€ Thanh Mong,
vé nguoi bénh noi tra cé ty 1é hai 1ong chung 1a 54,2% [58]. Chon d=0,05.
Thay vao cong thic, n = 369. Cong 10% hao hut, ¢c& mau duoc lam tron 1a 410. Thyc té
nghién cuu trén 420.
- Phwong phap chon miu: Béc thim chon ngiu nhién cac giudng bénh tai moi
khoa 1dm sang cho dén khi du 420 mau thi dung lai.
- N§i dung nghién ciru:
+ Ty I¢ hai 1ong ctia ngudi bénh: Pugc danh gia dya trén 5 phan va 31 tiéu chi gom:
Kha ning tiép can: ¢ 5 tiéu chi;
Sy minh bach thdng tin va thi tuc khdm bénh, diéu tri: ¢6 5 tiéu chi;
Co s vat chat va phuong tién phuc vu nguoi bénh: ¢d 9 tiéu chi;
Thai do ung xtr, nang luc chuy&n mon cua nhan vién y té: co 7 tiéu chi;
Két qua cung cap dich vu: ¢6 5 tiéu chi;
+ Mot s6 yéu t6 lién quan dén su hai long nguoi bénh: Tudi, gisi, thoi gian

N =Z%a) X

diéu tri ] , ,
- Phwong phap thu thap so ligu: phong van tructiep
-Phwong phap xw ly: s6 liéu duoc phén tich bang phan mém SPSS 26.0

I1l. KET QUA NGHIEN CUU

3.1. Théng tin ddi tweng nghién ciru
Bang 1. Pic diém chung cua dbi twong nghién cau (n=420)

Pic diém chung | Tinsé (n) | Ty 18 (%)
Nhom tudi

< 60 tudi 309 73,6
Giéi tinh

Nam 259 61,7
Nt 161 38,3
Thoi gian diéu tri

< 3 ngay 19 4,5
3-7 ngay 308 73,3
8-14 gay 76
>14 ngay 17 4,0
Tinh trang siv dung BHYT

COBHYT 405 96,4
Khoéng c6 BHYT 15 3,6

Nhan xét: Trong nghién cau, phan Ién doi twong < 60 tuoi (73,6%), ty 16 nam gici
cao hon nir gidi (61,7% va 38,8%), c6 dén 73,3% doi twong nghién ciu dieu tri tr 3-7 ngay
va chi ¢6 3,6% doi tuong nghién cau la khdng stir dung BHYT.
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3.2. Su hai long cia nguwoi bénh ndi tru

Bang 2. Sy hai long cua nguoi bénh

Hai long Khéng hai long

Sw hai long ve Tan sé (n) T(&)')‘-’ Tan so (n) TV 18 (%)
Kha niang tiép can 376 89,5 44 10,5
Minh bach théng tin va tha tuc 386 91,9 34 8,1
Co s& vat chat 334 79,5 86 20,5
Thai d6 tng xtr, nang lyc chuyén mon

cia NVYT 387 92,1 33 7,9
Két qua cung cap dich vu 385 91,7 35 8,3

Nhan xét: Trong nghién cau, ty I¢ doi twgng nghién cau hai long vé kha ning tiép
can la 89,5%, sy minh bach,trong thong tin 1a 91,9%, co s¢ vat chat la 79,5%, thai d6 ung
xu cua NVYT la 92,21%, két qua cung cap dich vu 1a 91,7%
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86.4%
n=363)

Biéu do 1: Su hai long chung cua ngudi bénh noi tr

Nhan xét: Ty I¢ hai long chung cta nguoi bénh ndi tra 1a 86,4%.

3.3. Yéu t6 lién quan dén nguoi bénh ni tru
Bang 3. Lién quan giita sy hai long va dic diém chung cua dbi twong nghién cau

Néi dung Khr?”g h|a' '?)29 nHa' ;0”9% OR (KTC 95%) P
Giéi tinh
Nam 28 10,8 | 231 | 89,2
Ne % 5o i e 0,552 (0,315-0,967) | 0,036
Nhém tuoi
<60 tUdi 29 94 | 280 | 90,6
S o8 s T 83 18 0,307 (0,173-0,545) | <0,001
Thoi gian diéu tri
<3 ngay 7 368 | 12 63,2
3-7 ngay 33 10,7 | 275 | 89,3 | 4,861 (1,789-13,209) | 0,002
8-14ngay 15 197 | 61 | 80,3% | 2,372(0,798-7,055) | 0,120
>14 ngay 2 11,8 | 15 88,2 | 4,375(0,764-25,056) | 0,097
Téng 57 136 | 363 | 864

Nhan xét: Nghién cttu ghi nhan sy khac biét Ve ty Ié khong hai long & nhitng bénh
nhan nam thap hon nit, moi lién quan gilra sy hai long va tuoi, ty I¢ hai long gitra nhitng
ngudi 0 thoi gian diu tri < 3 ngay va nguoi c6 thoi gian diéu tri 3-7 ngay (p<0,05).
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Bang 4. Lién quan giita sy hai long va mirc d6 diéu tri khoi bénh

N dung Khéng hai 1ong Hai long OR 0

: n % n % (KTC 95%)
<80% 1 50,0 1 50,0 0,138 (0,009-2,249) 0,164
80-89% 7 46,7 8 53,3 0,158 (0,055-0,455) 0,001
>90% 49 12,2 354 87,8 1 -
Tong 57 13,6 363 86,4

Nhan xét: Nghién ctu ghi nhan su khac biét vé ty 1é hai long gitra bénh nhan c6 mic
d6 khoi bénh gitra nhitng bénh nhan c6 muac @6 khoi bénh tir 90% tré 1€n va nhirng bénh
nhan c6 mirc d6 khoi bénh 80-89%. Ty s6 chénh 14 0,158 (KTC 95%: 0,055-0,455).

IV. BAN LUAN
4.1. Théng tin d6i twong nghién ciru

Trong nghién cau, phan I6n ddi tuong cb tudi < 60 tudi (73,6%). Tuy nhién, theo
nghién ctru Ha Nam Khéanh Giao va céng su (2011) véi ty 1& ngudi bénh > 55 tudi 1a 35,2%
[4]. Theo nghién ctru cua Yeshambel Agumas Ambelie va cong su (2014) véi ty 1é ddi tuong
nghién ciru <48 tudi chiém 81,8% [11].

Trong nghién ctu, phan 16n ngudi bénh diéu tri ndi trd 1a nam giéi vai ty 18 12 61,7%.
Két qua nghién ciru cua chiing toi tuong tu nghién ciu cua Surg va cong si (2014) vai ty 1é
nam gigi trong nghién cuu la 56% [1]. Tuy nhién, theo nghién cttu cua Chu Hung Cuong
(2012) thi ty & nam va nix giGi trong nghién ctru twong d6i bang nhau (52,5% va 47,5%)
[2]. Nghién ctu cia Ha Nam Khanh Giao (2011) vai ty 1€ nam gigi la 51,9% [4]; Sisay va
cong sur (2011) véi ty 18 ddi twong nghién ciru nam va nir 1a bang nhau (50%) [9].

Chuing tdi nghién ctru trén 420 ddi tuong, ghi nhan 4,5% ngudi bénh cé thoi gian
diéu tri < 3 ngay; phan 16n dbi twong nghién ctu c6 thoi gian diéu tri 3-7 ngay (73,3%);
18,1% bénh nhan cd thoi gian diéu tri tir 8-14 ngay va chi 4,0% dbi tuong nghién ctiu co
thoi gian diéu tri > 2 tuan.

Trong nghién ctru caa ching toi, ty 1€ nguoi bénh ndi trd ¢6 sir dung BHYT la 96,4%.
Két qua nghién ctru cta chung toi cao hon nghién ctu cua tac gia L& Dan va cong su cho
thy ty I& d6i twong tham gia bao hiém y té 1a 70,9% [3].

4.2. Sy hai long ctia ngwoi bénh ngi tru

Sy hai 1ong chung 13 86,4% tuwong tu két qua nghién ctiu cua cua Pang Thi Thanh
Nh4 va céng sw (2017) thi ty 1¢ hai long chung cua ddi twong nghién ciu cia ddi tuong
nghién cau la 88,8% [6]; Theo nghién cuu cua Nguyén Thi Minh Thy va céng su (2014),
Vai tong cong c6 1097 bénh nhan, trong s nay c6 826 (75,3%) hai long va 271 (24,7%)
khong hai long [7]. Theo nghién ciru cua Yeshambel Agumas Ambelie va cong s (2014)
ty lé ddi twong tham gia nghién ctu hai long véi dich vy kham chita bénh la 57,4% [11].
Theo nghién ciru cua tac gia nay c6 khoang 70% d6i twong nghién ciu hai long khi giao
tiép, tuong tac Vi bac si; 60% dbi twong nghién ciu hai 1dng V& co sé vat chat, trang thiét
bi ciia phong kham; 79,6% ddi tuong nghién ctiu hai long vé két qua kham chira bénh [36].
Trong nghién ctu cia chang toi, ty 1é dbi tugng nghién ctiu hai 1ong vé kha ning tiép can
la 89,5%, Nghién ciru ctia Tran Thi Cam T va cong su (2012), hai 1ong vé kha ning tiép
can dich vy 12 86,9% [8]. Két qua cia Bang Thi Thanh Nha va céng sw (2017) ciing cho két
qua tuong tu vai ty 1& hai 1ong vé kha ning tiép can dich vu cua ddi twong nghién ciru cua
dbi twong nghién ciru 12 82,2% [6].
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Sy minh bach trong thong tin 12 91,9%, két qua cung cap dich vu 1a 91,7%. Nghién
ctu caa Tran Thi Cam Ta va céng s (2012), hai 1ong vé cung cap két qua diéu tri 1a 86,4%
[8]. Két qua cua Bang Thi Thanh Nha va céng sir (2017) ciing cho két qua twong tu voi ty
18 hai long két qua cung cap dich vu cua dbi tueong nghién ctu cia dbi twong nghién cau la
87% [6]. Tuy nhién sy hai long vé su minh bach trong thong tin thi tc gia nay tuong ddi
thip hon nghién ctru ciia chiing toi véi 72,6% [6].

Tuy nhién ti 1é ngudi dan chua hai 10ng vé co s vat chat con cao (79,5%). Nghién
ctru cua Tran Thi Cam T va céng s (2012), ty & dbi twong nghién ciu hai 1ong vé co so
vat chat 1a 82% [8]. Va nghién ctru ciia Ngd Thi Thanh Hoa va cgng si (2018) thi ty Ié hai
long Vé co s vat chat vé co s kham chita bénh ciia ddi tugng nghién ciu ciing chi 52, 1%
[5]. Két qua nghién cau cua Bang Thi Thanh Nha va cong sy (2017) thi ty I¢ hai long vé
co so Vat chat co s kham chita bénh ciia doi twong nghién ctu cua dbi tuong nghién ciu la
la 76% [6].

Ty lé hai long thai d6 tng xir cia NVYT Ia 92,21%. Nghién ciru caa Tran Thi Cam
TG va céng s (2012), ty 1 hai 1ong khi giao tiép voi bac si, nhan vién y té 1a 87,9% va
83,9% [8]. Va nghién ctu cia Ngb Thi Thanh Hoa va cgng su (2018) thi ty I¢ hai long
chung vé thai do caa NVYT cua ddi teong nghién ctu 1a 81% [5]. Két qua nghién cau caa
Ding Thi Thanh Nha va cgng sir (2017) thi ty I¢ hai long vé thai ¢6 ung xtr caa NVYT cua
d6i twong nghién ciru cua dbi twong nghién cau 1a 77,8% [6].

4.3. Yéu t6 lién quan dén su hai Iong ciia ngudi bénh ndi tru

Theo nghién ctru caa chung t6i, ty 1€ hai long & nhitng ngudi bénh la nam giai la
89,2% cao hon nir 12 82,0%. Ty sé chénh chi ra su khac biét 13 OR= 0,552 (KTC 95%:
0,315-0,967), su khéc biét ghi nhan ¥ nghia thong ké p=0,036. Tuy nhién, mot sé nghién
ctru khac chua ghi nhan méi lién quan nay. Két qua nghién ctru caa Sisay va cong su (2011)
va Chu Hung Cuong (2012) ciing chua ghi nhan méi lién quan giita su hai long cua di
tuong nghién ctru va gidi tinh caa dbi twong nghién cau [2], [10].

Trong nghién cru caa ching tdi ghi nhan su khéc biét vé hai long gitta 2 nhoém dbi
tuong < 60 tudi va nhom tir du 60 tudi (p<0,001). Cu thé, ty 1é ngudi bénh ndi tri < 60 tudi
hai long 90,6%, & dbi twong nghién cau tir da 60 tudi & 74,8%. Ty s6 chénh chi ra su khac
bist 12 OR= 0,307 (KTC 95%: 0,173-0,545), su khac biét ghi nhan ¥ nghia thong ké
(p<0,001). Két qua nghién ciru cua Sisya (2011) ciing ghi nhan két qua tuong ty (p<0,005)
[10]. Tuy nhién, nghién ctu caa Chu Hung Cuong va cong sy (2012) chua ghi nhan méi
lién quan nay [2].

Nghién cttu ghi nhan sy khac biét vé su hai long gitra nhém dbi twong cé thai gian
diéu tri < 3 ngay va nhom ddi twong cé thoi gian diéu tri 3-7 ngay (p=0,002).

Trong nghién ciu ciia chdng toi, ty 18 ngudi bénh diéu tri nai tri c6 muc do khoi
bénh it hon 80% co ty Ié khong hai long cao nhat (50%) va ty 1é khdng hai l1ong thip nhat ¢
nhitng d6i twong tham gia c6 mirc do khoi bénh > 90%. Nghién cttu ghi nhan su khac biét
vé sy hai 1ong chung giira nhirng nguoi bénh c6 mic d6 diéu tri >90% va nhom ddi tuong
duogc diéu tri & muc do 80 -89% (p=0,001).

V. KET LUAN

Ty Ié nguoi bénh noi trii hai long vé kha nang tiép can la 89,5%, sy minh bach trong
thong tin 1a 91,9%, co s vat chat 1a 79,5%, thai do ung xtr cua nhan vién y té 1a 92,21%,
ket qua cung cap dich vu 12 91,7% va sy hai long chung la 86,4%. Nghién ctru ghi nhan mot
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s6 yéu t6 lién quan dén sy hai 10ng cua ngudi bénh nhu: Tudi, gisi, b ngay diéu tri, muc
do6 khoi bénh.

TAI LIEU THAM KHAO

1. Bo Y Té(2012), Chi thi s6 09/CT-BYT ngay 10 thang 9 nim 2012 vé viéc ting cuong thuc
hién cac giai phap nang cao chat lwong kham bénh, chita bénh sau khi diéu chinh gié dich
vuy té.

2. Chu Hung Cudng va Pham Tri Diing (2013), Panh gia sy hai 1ong ciia ngudi bénh vé dich
vu khdm, chira bénh tai khoa khdm bénh, bénh vién da khoa huyén Ninh Giang, Tinh Hai
Duong, nam 2012, Y Hoc Thuc Hanh (856), tr 5-8.

3. Lé Dan va Nguyén Thi Kim Phuong (2011), Panh gia mtrc d¢ hai long cia ngudi bénh doi
vai chit luong dich vu khdm chita bénh tai Bénh vién da khoa Pa Néng, tr 13-17.

4. Ha Nam Khanh Giao va cs (2011), Cac yéu té tac dong dén d6 thoa mén vé chat lwong dich
vu khoa khdm bénh theo yéu cau tai Bénh vién Théng Nhat, TP. HS Chi Minh, Tap chi Phat
trién Kinh T¢é, S6 252, Thang muoi, nim 2011.

5. Ngb Thi Thanh Hoa, Truong Viét Diing (2018), Panh gia sy hai long cua ba me nguoi bénh
tai Bénh vién Nhi Trung Uong nam 2017, Tap chi Nhi khoa 2018, 11, 1, tr 67 — 74.

6. Bang Thi Thanh Nh&, Tran Thi Thanh Nhan (2018), Nghién ciru sy hai 1ong cta ngudi bénh
dén khéam chira bénh bao hiém y té tai khoa kham bénh, bénh vién truong Pai Hoc Y Dugc
Hué Nam 2017, Khoa Y té cdng cong, Pai hoc Y Duoc Hué.

7. Nguyén Thi Minh Thy (2015), Panh gia sy hai 10ng ciia ngudi bénh tai Bénh vién da khoa
trung tim An Giang nam 2014, Bénh vién da khoa trung tim An Giang.

8. Tran Thi Cam TG (2014), Nghién ciru su hai long cua ngudi bénh vé cong tac kham chira
bénh tai Bénh vién Trung Uong Hué nim 2012, Y hoc thuc hanh 1 (903), tr 54 — 60.

9. Sisay Gizaw Geberemichael et al (2011), Patient satisfaction with outpatient neurology
services: A momentum for improvement, Journal of the Neurological Sciences 303 (2011)
pp 128-132.

10.Surg Lt Cdr Athar Mohd and et al (2014), Patient satisfaction with services of the outpatient
department, Medical journal armed forces India 70 (2014 ) 237e242.

11.Yeshambel Agumas Ambelie et al (2014), Patients satisfaction and associated factors
among private wing patients at Bahirdar Felege Hiwot Referral Hospital, North West
Ethiopia, Science Journal of Public Health 2 (5): pp 417-423.

(Ngay nhgn bai: 10/08/2020 - Ngay duyét dang: 18/09/2020)

154



