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TOM TAT
Dit vin dé: Suw hai long ciia nguoi bénh \a chi s6 quan trong dnh hwdng dén két cap dich
vu chim séc sirc khée chdt heong kip thoi, sw thanh cong cua bac si va bénh vién. Muc tiéu nghién
ciru: Danh gia sw hai long cua nguoi bénh ngoai tri vé chat lwong dich vu kham chita bénh ciing
cdc yéu 1o lién quan. Poi tuwgng va phwong phdp nghién ciru: 250 nguoi bénh dén khdm tai khoa
khdm bénh véi ciru mé ta cdt ngang va can thiép trude sau khong nhém chirng. Két qua: Ti ¢ hai
long nguoi bénh la 63,00%. Trong dé minh bach thong tin, thoi gian cho kham, co so vit chat, kha
néng tiép cdn, thai do ung xi, cung cap dich vu 76,75%; 76,75%, 16,75%. 74,50%. 83,50%.
84,75%... Chira tim thdy yéu toi lién quan, Sau can thién c6 cai thién. Két lugn: Hai long nguoi
bénh ngoai trii tai bénh vién chua thap hon so véi mét sé nghién ciku trong nude va thé gici. Ngwoi
bénh hai long it nhat vé minh bach thong tin, thu tuc kham chita bénh,..
Tir khod: chat lwong bénh vién, hai long nguoi bénh, bénh vién.

ABSTRACT

STUDY ON PATIENT SATISFACTION IN THE QUALITY OF PATIENT
SERVICES AND ASSESSMENT OF INTERVENTION OUTCOME
AT BA RIA HOSPITAL IN 2021-2022

Vu Duy Tung®, Duwong Phuc Lam?

1. Ba Ria Hospital

2. Can Tho University of Medicine and Pharmacy

Background: Patient satisfaction is an important indicator affecting the timely delivery of

quality health care services and the success of doctors and hospitals. Objective: To assess the
satisfaction of outpatients about the quality of medical examination and treatment services and
related factors. Materials and methods: A cross-sectional descriptive study and intervention before
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and after without a control group were conducted on 250 patients at the clinic. Results: The patient
satisfaction rate was 63.00%. In which, transparency of information, waiting time for examination,
facilities, accessibility, attitude, and service provision: 76.75%; 76.75%; 74.50%; 83.50%; 84.75%.
No relevant factors were found. After the intervention, there was improvement. Conclusion:
Outpatient satisfaction at the hospital has not been lower than in some domestic and international
studies. Patients are satisfied with the least amount of transparency in information and medical
examination and treatment procedures.
Keywords: hospital quality, patient satisfaction, quality improvement.

I. DAT VAN DE

Trong bdi canh tu chi tai chinh caa bénh vién, viéc thu hat va gilr chan nguoi bénh
béng cach lién tuc cai tién chét lugng dich vu la mot yéu cAu séng con ddi véi cac bénh
vién. Bén canh viéc thuc hién cai tién theo céc tiéu chi, cai tién theo cac van dé ghi nhan
duoc tir khao sat hai 1ong 1a mot cach quan trong, don gian va c6 gia tri cao dé nhan duoc
tryc tiép y kién ting nguoi bénh vé chat luong kham chita bénh ciia nguoi bénh.

Ttr thang 7/2020, chi s6 hai long ngudi bénh ndi tri da duoc BO Y té Iya chon 12 1
trong 5 chi s6 ciia nganh y té dé bao cao lién thong véi Bang thong tin diéu hanh ciia Chinh
phu hang quy, hang nam. Co quan quan 1y cac cip ngay mot quan tim hon dén van dé hai
long ngudi bénh va c6 nhiéu hinh thirc dé danh gia doc lap. Ngoai viéc danh gia doc lap cua
co quan quan ly hang ndm va dot suét, co quan quan ly céc cap ciing da co su két hop voi
nhiéu t6 chire doc 1ap tién hanh danh gia bang nhiéu cach thirc khac nhau [2].

Kham chira bénh ngoai tri cling 1a mgt nhi€ém vu quan trong ctia bénh vién trong
viéc cham soc suc khoe cho nguoi dan [6]. Bén canh do, ngué)n thu tr phong kham 14 mot
ngudn thu quan trong dé dam bao tai chinh cho bénh vién va thu nhap tang thém cho nhan
vién. Nam 2020 nguén thu tr ngoai tra cia bénh vién Ba Ria chiém 33.45% so v6i ndi tri
66.56%, ti trong ngudn thu tir ngoai tri cang cao, thu nh@p nhén vién s& cang dugc cai thién.
Tai bénh vién Ba Ria, trong dot khao sat nim 2020, két qua KSHL ngoai tri deu co cai thién
nhung chi dat 80 [2]. Dya trén y klen ngudi bénh, bénh vién ciing da cai tién ngay cac van
dé lién quan. Cac nghién ctru chu yéu dimg & danh gia thyc trang va dua ra cac khuyén céo
chtr chua cai tién mot cach toan dién quy trinh 15i.

Nham 1am 13 cac yéu t6 ndo anh huong dén hai long ngudi bénh ngoai trii va lidu cac
bién phap can thiép c6 cai thién sy hai 10ng hay khong? Dé tai “Nghién ctru tinh hinh hai 1ong
ctia ngudi bénh ngoai tra vé chét luong dich vu kham chira bénh tai bénh vién Ba Ria nam
2021-2022” dugc thyc hién véi muc tiéu: (1) Xac dinh ty 16 hai 1ong va yéu t6 lién quan vé
chét luong dich vu kham chira bénh cua ngudi bénh ngoai trt tai bénh vién Ba Ria nam 2021
- 2022; (2) Panh gia hiéu qua sau 6 thang can thiép thay doi su hai long vé chét lugng dich
vu kham chira bénh cua ngudi bénh ngoai trt tai bénh vién Ba Ria nam 2021-2022.

I. POI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. Poi twgng nghién ciru

Nghién ciru dugc tién hanh trén bénh nhan dén kham va diéu tri tai khoa kham bénh,
da nhan thuéc tor 01/3/2021-01/01/2022. Nguoi nha bénh nhan néu la bénh nhan tré em,
ngudi cao tudi hay nguoi bénh khong du kha nang tra 101 phong van.

- Tleu chuin chon miu: Nguoi bénh hodc nguoi nha di kém da kha ning tra 10i
phong van va dong y tham gia vao nghién ciru.
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- Tiéu chun loai trir: Nguoi bénh kham phong kham strc khoé tdm than, do tram
cam va lo ling co6 thé tic dong tiéu cuc dén diém sb hai long, ngudi dan khong cu tra tai
tinh Ba Ria - Viing Tau, bénh nhan di dugc phong van (dd dugc khao sat) true ddy trong
cung dot khao sat.

2.2. Phwong phap nghién ctru
- Thiét ké nghién ctru: Nghién ctru m6 ta cit ngang két hop can thiép khong nhom chimg.
- C& miu:
Zf_% p(1-p)
n=ET

Trong do:

n: ¢& mau bénh nhan

p=0,5dé c6 c& miu cao nhit

d: sai s6 mong muén, chon d = 5%

z: gia tri tuong Gng vaoi do tin cdy, voi do tin cay 95% thi z1-0/2 = 1,96

Tinh duoc: n = 385. Thuyc té 1ay 400 mau.

- Phwong phéap chon miu: Chon mau ngiu nhién hé thong cho 2 muc tiéu 1 va 2.

- Noi dung nghién ciru:

+ Pic diém nhan khau hoc cua ddi tuong nghién ctru: béi tugng nghién ctru dugc
tién hanh thu thap cac thong tin tir d6 thong ké cac chi sd lién quan: Gidi tinh, tudi, tinh
trang hon nhan, trinh d hoc van, nghé nghiép, thoi gian méc bénh, ...

+ Xac dinh ti 1¢ hai long: Khao sat va danh gia su hai long bang bang cau hoi ctia
Bo Y té ban hanh theo Quyét dinh 3869/QD-BYT Ban hanh cdc mau phiéu va hudéng dan
khao sat hai 1ong Nguoi bénh va Nhan vién y té. Bang cau hoi gdm 34 cau hoi lién quan
dén 5 linh vuc. Céc lya chon trd 161 cia nguoi bénh tur 1 dén 5 trong cac cau hoi khao sat
hai 1ong duoc tinh diém tuong tng tir 1 dén 5. Str dung thang do Likert Nhém hai long: > 4
diém Nhom khong hai long: < 4 diém. Ngudi bénh duoc tinh 14 hai 10ng khi hai long véi tat
ca cac yéu td. Cu thé khi phiéu c6 toan b cic cau tra 10i hai long & muc 4 hodc 5. Bét ct
cau trd 101 nao trong phiéu ¢ muc 1, 2 hodc 3 thi ngudi bénh dugc xem nhu khong hai long
voi1 dich vu kham chita bénh ngoai tra.

- Phuong phip thu thap s6 li¢u: Thu thap sd liéu bang bo cau hoi da duoc thiét ké.

- Phwong phap phan tich s6 liéu: Dit liéu dugc thong ké, phan tich bang phan mém
Stata 8.0; tinh tan suét, ty 1& cho bién dinh tinh; trung binh, d6 1éch chuan cho bién dinh
luong. Panh gia mdi lién quan bang phan tich hdi quy don bién va hdi quy logistic da bién,
tinh OR, 95% khoang tin cay (KTC). DPanh gia két qua can thiép trén ty 1& hai long bang
kiém dinh chi binh phuong. Két qua c6 y nghia thong ké khi gia tri p < 0,05.

III. KET QUA NGHIEN CUU
3.1. Pic diém chung ciia ngudi bénh
Bang 1. Pic diém vé gidi tinh ctia ngudi bénh ngoai tra

o iR Trudc can thiép Sau can thiép Tong
biac diém n % 0 % n %
Nam 175 43,75 184 46,00 359 44,88
Nit 225 56,25 216 54,00 441 55,12
Tong 400 100 400 100 800 100
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Nhan xét: Trong mau nghién ctu ti I¢ nit trude nghién clru 1a 56,25%, sau nghién

ctru 1a 54,00%, tong 1a 55,12% cao hon nam tuong tmg la 43,75%, 46,00% va 44,88%.

Bang 2. Bac diém veé tudi cua cia ngudi bénh ngoai tra

o 4R Trudc can thiép Sau can thiép Tong

Pac diém n % 0 % n %
DPén 20 tudi 12 3,00 15 3,75 27 3,38
Tir 21-40 tudi 155 38,75 124 31,00 279 34,88
Tir 41-60 tudi 149 37,25 157 39,25 306 38,25
T 61-80 tudi 80 20,00 99 24,75 179 22,38
Trén 81 tudi 4 1,00 5 1,25 9 1,12
Tong 400 100 400 100 800 100

Nhén xét: Trong mau nghién ctru, ngudi bénh nhom tir 20-40 tudi va tir 41-60 tudi
xap xi bang nhau 1a 34,88% va 38,35%. D9 tudi tir 61-80 tuoi chiem 22,38%. Dudi 20 tudi

chi chiém 3,38%, thap nhat 1a trén 81 tudi 1,12%.
Bang 3. Pic diém veé st dung BHYT ciia nguoi bénh ngoai tr

o a2 Trudc can thi¢p Sau can thiép Tong
bac diem n % n % 0 %
C6o BHYT 353 88,25 367 91,75 720 90,00
Khoéng c6 BHYT 47 11,75 33 8,25 80 10,00
Tong 400 100 400 100 800 100

Nhan xét: Trong mﬂﬁu nghién ctru ti 1€ st dung thé BHYT trudce can thi¢p 1a 88,25%,
sau can thiép 1a 91,75%, tong 1a 90% cao hon ngudi bénh khong sir dung thé BHYT tuong

ung la 11,75%, 8,25% va 10,00%.
3.2. Ty 1€ hai long ctia nguwdi bénh ngoai tra

Khong hai

long
37%

Hai long

63%

v Hai long
m Khong hai long

Biéu d6 1. Ty 1¢ hai 1ong ctia ngudi bénh ngoai tri

Nhan xét: C6 63% bénh nhan hai 1ong vé chat luong dich vu kham chira bénh.

Bang 4. Ty 1¢ hai long nguoi bénh ngoai tra voi cac van dé cu thé

Nhom yéu t6 Hai long n (%) | Khdng hai long n (%)
A. Kha ning tiép can 298 (74,50) 102 (25,50)
B. Minh bach thong tin kham bénh, diéu tri 314 (78,50) 86 (21,50)
C. Thoi gian cho kham, thoi gian khdm 307 (76,75) 93 (23,25)
D. Co s¢ vt chat va phuong tién phuc vu 307 (76,75) 93 (23,25)
E. Théi d¢ ung xtr, ndng lyc chuyén moén 334 (83,50) 66 (16,50)
F. Két qua cung cip dich vu 339 (84,75) 61 (15,25)

_Nhan xet: Két qua bang 5 cho thay ngudi bénh hai 10ng nhét vé k’ét qua cung cap dich
vu chiém 84,75% sau do6 1a thai do ung xu, nang lyc chuyén mon chiém 83,50%, sy minh
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bach thong tin va thi tuc khdm bénh, diéu trj chiém 78,50%. Thap nhét 12 hai long v& thoi

gian cho kham, thoi gian kham va co s¢ vat chat, phuong ti€n phuc vu cung chiém 76,75%.
3.3. Xac dinh yéu t6 lién quan dén ty 1¢ hai long

Bang 5. Phén tich logistic da bién vé yéu t6 lién quan

Yéu td | Hailongn (%) | Khonghl (%) | Tysbchénh | KTC95% | p
Gi6i tinh

Nam 105 (60,00) 70 (40,00) 1 - -
Nit 147 (65,33) 78 (34,67) 1,22 0,80-1,85 | 0,363
Tuoi

Dén 20 tudi 9 (75,00) 3 (25,00) 1 - -
Tur 21-40 tudi 98 (63,23) 57 (36,77) 0,56 0,14-2,20 | 0,410
Tur 41-60 tudi 100 (67,11) 49 (32,89) 0,64 0,16 -2,51 | 0,520
Tir 61-80 tudi 42 (52,50) 38 (47,50) 0,35 0,09-142 | 0,143
Trén 81 tudi 3 (75,00) 1 (25,00) 0,82 0,06-11,52 | 0,885
Co su dung BHYT

Khéng 26 (55,32) 21 (44,68) 1 - -
Cé 226 (64,02) 127 (35,98) 1,54 0,80-2,97 | 0,194

~ Nhén xét: Phan tich hoi quy logistic da bién trudc can thiép, cac yéu td gidi tinh,
tudi, st dung BHYT khong c6 lién quan dén su hai long chung trudce can thiép (p>0,05).
3.4. Danh gia hi€u qua can thiép
Bang 6. Két qua cua can thiép 1én ty 1& hai long chung

Bién s6 Trudc can thiép Sau can thiép CSHQ p
Hai long 252 (63,00%) 261 (65,25%) 0,03% 0,507
Khdng hai long 148 (37,00%) 139 (34,75%)

Nhan xét: Sau can thiép, ty 1€ hai long chung cao hon trude can thi¢p (65,25% so
v6i 63,00%), chi s6 hidu qua = 0,03% , (p>0,05).
IV. BAN LUAN

4.1. Pic diém ctia ngudi bénh ngoai tri

Bénh vién Ba Ria la Bénh vién da khoa hang II, tuyén tinh c6 du cac chuyén khoa
ndi, ngoai, san, nhi, cdc chuyén khoa 1¢é. Do d6 khong c6 khac biét nhiéu vé gidi tinh. B
tudi cling c6 day du cac Ira tudi. Ty 1& ngudi bénh c¢6 BHYT 13 90% cao hon bénh vién
Trung wong Quan doi 108 1a 65,3% [6] va Bénh vién quan Thu Buc 1a 72,0% [4]. Ty 1€ nay
tuong ty bénh vién da khoa Tiéu Can, Tra Vinh la 91,2% [6], Bénh vién Da khoa Tay Ninh
nam 2022 14 90,1% [4], Bénh vién. Do d6 can nhiéu su quan tdm tGi quy trinh kham, chita
bénh cho ddi tuong nay dé dam bao thuén tién, nhanh chong. Cac ddi tuong c6 BHYT ciling
thudng da c6 san danh sach tir BHYT, Bénh vién ciing ¢ thé tmg dung CNTT dé lam tha
tuc dang ky kham chita bénh nhanh chong hon, giam thoi gian chd. Nhu luu sin dir liu
nguoi bénh, khong can kiém tra thong tin tham gia BHYT trén phan mém tryc tuyén.
Khoang cach dén bénh vién phan bb khong déu cho cac nhom khoang cach. Gan mot nira
ngudi bénh cach bénh vién trong pham vi 10km (47,00%). Tir 11-20km chiém 28,88%, tir
21-30km chiém 17,25%. Trén 3 1km chi chiém 17,25%. Nhu vay phan 16n nguoi dan tai cac
khu vy xa trén 20km khong lya chon Bénh vién Ba Ria cho céc van dé sirc khoé ciia minh.
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4.2. T¥ 1¢ hai 1ong ciia ngwoi bénh ngoai tri véi chit lwgng dich vu trwée can thiép

Ty 16 hai 1ong ngudi bénh dat 63,00%. Ty 18 hai 10ng nay thip hon cac nghién ctru

ctia Nguyén Ngoc Phudc (84,1%) [7], Nguyén Thi Minh Thy (75,3%) [10], Nguyén Thé

Vinh (64,09%) [11], Mohammadreza Hojat (85-96%) [14]. Cao hon Nguyén Cong Thinh
(61,9%) [8], Mohamed Dafaalla (60%) [13].

Ty 1€ hai long vo1 kha nang tiép can thap nhat dat 74,50% cao hon tac gia Nguyén
Vin Phi (41,3-82,5%) [5], Nguyén Vian Pong (73,2%) [3].

Ty 1€ hai long véi thong tin va thu tuc dat 78,50%. Nhom thoi gian cho kham, thoi
gian khdm va nhém co s vat chét va phuong tién dat 76,75%. Hai long vé co s vat chat cao
hon véi cac nghién ctru cia Nguyén Vin Pong (69,1%) [3], Pham Hitu Trung (75%) [9].

Ty 1€ hai long voi thai @6 va nang lyc chuyén moén dat 83,50% cao hon nhom van
dé khéc, ciing cao hon nguyén ctru ctia Pham Hitu Trung (76,5%) [9], va thap hon cua
Nguyén B4 Anh (93,5%) [1].

Trong nghién ctru, voi s6 mau va phuong phap nghién ctru thich hop, ti 1¢ ngudi bénh
hai 1ong khi dén kham chua cao Theo két qua gan day cua So'y té, ti 16 ndy tang tir nam 2019
dén ndm 2020, nhung sau d6 nam 2021 lai giam. Két qua nghién ciru ndy ciing thip hon nhiéu
so v6i kiém tra ctia SO Y té, ciing phu hop véi xu huéng giam hai long cua ngudi bénh. Diéu
nay co thé lién quan dén dai dich Covid, bénh vién trién khai nhiéu bién phap phong chéng dich
dan dén tang thoi gian chd doi cling nhu trai nghiém cua nguoi bénh. Déi twong dén kham chira
bénh cha yéu co xu hudng ning hon, nén ciing anh huong dén két qua khao sat. Yéu t6 quan
trong nhat cta bénh vién la cong tac chuyén mén. Viée hai long cao v6i cac yéu t6 chuyén mén
s0 vdi cac yéu to khac phan anh sy khong tuong xtng trong chuyen mon va quan ly, hanh chanh.
Tuy hai 1ong vé chuyén mon cao hon, nhung van can xem xét cai thién ciing cac yéu to khéc.

4.3. Yéu to lién quan

Phan tich hdi quy logistic don bién, logistic da bién trudc can thiép, cac yéu t6 gidi
tinh, tudi, khoang cach, sir dung BHYT khong c6 lién quan dén sy hai 1ong chung (p>0,05).
Két qua nay cung tuong duong voi nghién ciru ¢ TTYT thanh phd Tay Ninh Nghién ctru
khong tim thiy mdi lién quan giira sy hai 1ong NB ngoai trii véi cac bién s6 vé gidi tinh,
nhom tudi, hinh thirc thanh toan, véi gia tri p>0,05 [4].

Két qua nay khac voi tac gia Cap Duc Minh (2020) tai TTYT huyén Nghia Dan,
Ngh¢ An, nguroi bénh 1a bénh nhan dudi 50 tudi (OR =1,68; p <0,05). Cac yéu t6 gidng co
két qua giéng voi nghién ctru nhu gidi tinh, bao hiém y té khong lién quan dén sy hai long
cua nguoi bénh [4].

Giéi tinh anh huéng dén hai 1ong. Nghién ctru ciia Geberu, G. A, ni hai 1ong hon
nam 7,78 lan [12].

Khong c6 lién quan giita nhan khau hoc dén hai long nguoi bénh theo nghién ciru
cua Pini [15].

Su khéc biét gitra cac nghién ctiru phu thude vao dia phuong, dac diém mo hinh bénh
tat cua bénh vién, khoa phong khao sat. Pé 1am 16 cac mdi lién quan nay, bénh vién can co
cac khdo sat riéng cho céc ddbi tuong cu thé.

4.4. Hiéu qua can thi¢p dén sy hai long ciia ngudi bénh

Sau can thiép, ty 1¢ hai long chung cao hon trude can thi¢p (65,25% so voi 63,00%)
tuy nhién khong c6 ¥ nghia thong ké (p>0,05). C6 thé do tac dong khach quan khi nghién
ctru duoc thyc hién trong bdi canh dai dich COVID-19 khién két qua dau vao bi anh hudng,
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cac dé xudt cai tién khong dugc trién khai. Quy trinh kham chira bénh ngoai trt bi anh huong
béi to chirc sang loc phan luong phong chéng lay lan. Cac nguon luc kinh phi, con nguoi,
thoi gian dé cai tién déu bi cit giam tdi da phuc vu phong chdng dich.

V. KET LUAN

Nghién ctru cho thiy ty 1é hai long cua ngudi bénh ngoai tri con thip so véi cac

nghién ctru khéc trong nudc va thé giéi. Ngudi bénh hai 10ng it nhat vé kha nang tiép can,
thu tuc kham chira bénh va co s& vat chét phuong tién phuc vu. Ty 1€ hai long vdi cac linh
vuc khéc c6 cao hon nhung van thap hon cac nghién ctru khac. Chua tim thiy yéu t6 lién
quan, sau can thi€p cai thién con thép do anh huong dai dich covid 19.
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