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BAI BAO NGHIEN CU'U GOC

Trii nghiém céia ngudi nha bénh nhi diéu tri ndi tri tai Bénh vién Nhi
Trung Uong

Nguyén Thi Hoai Thu'", Nguyén Thién Thu Anh?, Tran Minh Tuén?
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Muc tiéu: M6 ta trai nghiém ctia ngudi nha bénh nhi diéu tri ndi tra tai Trung tim Quéc té, Bénh vién
Nhi Trung wong

Phwong phap nghién ctru: Nghién ctru mé ta cit ngang trén 230 ngudi nha bénh nhi diéu tri noi tri theo
bd cau hoi CAHPS (Consumer Assessment of Heathcare Providers and Systeams) - BO cau hoi danh gia
trai nghiém cua ngudi st dung dich vu y té va hé théng chiam soc sirc khoe) trong thoi gian tir 1/9/2022
—31/12/2022 tai Trung tdm Qudc té, Bénh vién Nhi Trung wong.

Két qua: Trai nghiém cta ngudi nha bénh nhi chung ddi voi dich vu y té: 93,9% dbi twong co trai
nghiém tich cuc vé chat lugng dich vu chung tai bénh vién; diém trung binh 1a 8,8 + 0,9 diém. 82,6%
nguoi nha bénh nhi chéc chin 1a c6 gidi thi€u bénh vién véi ban bé va nguoi than. Co mot s6 khia canh
gém: Huéng dan va tiép doén ciia nhan vién y té, moi truong bénh vién, tha tyc thanh toan vién phi va trai
nghiém khi Xuét vién co ti 18 nguoi nha bénh nhi ¢o trai nghiém tich cyuc théip, tr 70%-80%.

Két ludn: Dé nang cao ty 18 trai nghiém tich cuc chung cia ngudi nha bénh nhi vé dich vu cham séc sirc
khoé, Bénh vién can ¢o bién phéap nang cao chét lrong moi truong bénh vién, nhu cac buéng bénh, nha
vé sinh va gitr yén tinh moi truong bénh vién. Bén canh do, can don gian hoa cac hinh thtc thanh toan
vién phi nham han ché t6i da thoi gian 1am tha tuc va thoi gian cho xuat vién; Tang cudng tap hudn cho
nhan vién y té v& thai do ton trong, lich sy v&i nguoi bénh.

Tir khod: Bénh vién Nhi Trung Uong, Trai nghiém nguoi bénh, nguoi nha nguoi bénh, CAHPS.
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T chirc Y té thé gigi (WHO) da nhdn manh
dé dam bao chat lugng y té& can phai 1y nguoi
bénh (NB) lam trung tam. (1) Tt do, 3 muc
tiéu cu thé di duoc dé ra dé dam bao nguoi
bénh 14 trung tim bao gém: 1) Hiéu qua diéu
tri tot hon, 2) Ngudi bénh an toan hon, va 3)
Trai nghiém cua nguoi bénh theo hudng tich
cuc hon.(2) Hién nay, doi song kinh té ngay
cang phat trién, y thirc ctia ngudi dan vé tim
quan trong cua cham soc, bao vé suc khoé
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ngdy mot nang cao. Nhiéu co s¢ kham chita
bénh dang dan dit trai nghiém ngudi bénh
lam trong tdm dé chu dong ndm bt phan hoi,
g0p y cua nguoi bénh, giup bénh vién c6 dugce
cac thong tin c6 gia tri thiét thuc, kip thoi tap
trung ngudn luc dé cai tién chat lugng. Thuét
nglt “trai nghiém cta nguoi bénh” (patient
experience) ngay cang dugc phd bién va sir
dung rong rai. (3) Cac bang chimg cho thay
cac danh gi trai nghiém gitip co so y té nhan
ra dugc cac van dé chat lugng con tdn tai, rat
ra cac bai hoc kinh nghi¢m. (4,5)
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Tai cac don vi cham soc va diéu tri tré em,
chiam séc bénh nhi ldy gia dinh nguoi bénh
1a trung tAm cho thay hi¢u qua trong cai thién
chét lugng diéu tri, han ché cic nhu cau cua
ngudi bénh khong dugc dap ung, giam sb 1an
nhép vién cép ctru ciia bénh nhi va tang sy tin
tudng quay tro lai diéu tri khi bi bénh cua gia
dinh tré. Theo nghién ctru cuia Jeremy Y.Feng
va cOng su tai 69 bénh vién ¢ 34 bang tai Hoa
Ky cho thay trong s6 nhimng ngudi dugc hoi,
84% tan thanh viéc sin sang gidi thiéu bénh
vién. Cam gidc thoai mai cuia bénh nhi trong
thoi gian 6 tai bénh vién va giao tiép giira diéu
dudng — cha me 1a dong luc quan trong nhat
khién cha me sin sang gidi thi¢u bénh vién
sau khi tré diéu tri noi trd, tiép theo la chuan
bi xuat vién, lién lac véi bac si — cha me va
thong bdo cho cha me. Do do, danh gia trai
nghiém ctia nguoi nha bénh nhi la dac bi¢t
quan trong dé nang cao chét lugng dich vu tai
cac co so cham soc va diéu tri tré em. (6)

Trung tam Quéc té thudc Bénh vién Nhi Trung
uvong la don vi kham va diéu tri chat lugng cao
dau tién dugc xay dung trong Bénh vién cong
dau nganh tuyén cudi. Cau hoi dit ra 13 hién
tai nguoi nha bénh nhi dén st dung dich vu tai
BV c¢6 trai nghiém nhu thé nao? Po luong trai
nghiém cua nguoi nha nguoi bénh tai Trung
tam Qudc té s& cung cip thong tin gitp Bénh
vién Nhi Trung wong chu dong ra soat, cung
cd va cai tién chét luong dich vu cham soc
sttc khoé. Vi vay, chung t6i tién hanh nghién
ctru “Trai nghiém ctia nguwoi nha bénh nhi
duoce diéu tri ndi tra tai Trung tAm Qudc
té, Bénh vién Nhi Trung wong nim 2022”.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: Nghién ctiru dugc thiét
ké theo phuong phdp mo ta cit ngang.

Pia diém va thoi gian nghién ctru: Tai khoa
Ngoai - Hoi sirc, khoa Nhi tong quat 1, khoa
Nhi tong quat 2, khoa Nhi tong quat 3 thudc
Trung tdm Qudc té, Bénh vién Nhi Trung
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uong. Thoi gian thu thap thong tin: thang
1/9/2022-31/12/2022

Po6i twong nghién ciru: D6i tuong nghién
cuu la ngudi cham soéc chinh cua bénh nhi
duoc diéu trj noi tra tai Trung tam Québc té
thugc Bénh vién Nhi Trung wong trong thoi
gian khao sat.

Tiéu chuan lwa chon

- Pbi twong 1a ngudi chdm séc chinh bénh
nhi, do tudi tir 18 trd 1én; La ngudi cham
soc chinh bénh nhi c6 thoi gian nam vién tir
3 ngay tré 1én, da co chi dinh xuat vién va
hoan tat thu tuc xuét vién; Tu nguyén tham
gia nghién curu.

Tiéu chudan logi trir

- Dbi twong 1a nguoi cham séc chinh bénh
nhi con dang diéu tri hodc bo diéu tri ndi tru;
Dbi twong khong dam bao di sic khoé va
tinh than dé tham gia nghién ciru.

C& miu va phuong phap chon miu

C& mau: Ap dung cong thire tinh ¢& mau wéc
lugng cho mot ty 1€

p(1-p)
(ep)’

2
(1-al2)

Trong do:

- n: La ¢& mau nghién ciu

- p: Ty 1€ tu nghién ctru trudc

- € Khoang sai 1éch twong d6i mong mudn
giita tham s6 mau va tham s quén thé.

- Z, ) La khoang tin cdy phu thudc mde y

nghia thong ké.

Ta co : Z(l_wz) = 1,96 voi o = 0,05. Chon €
= 0,1 ; p 1a udc tinh ty 1¢ nguoi bénh co trai
nghiém tich cyc. Chon p = 0,719 1a ty 1€ trai
nghiém tich cuc ldy tir nghién ctru cta tac gia
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Tran Thi Di¢p tai b¢nh vién Thanh Nhan nam
2021(7)

- Sau khi thay cac con sd vao cong thirc ta
tinh dugc ¢& mau n = 150. Thuc té thu thap
230 phiéu.

Chon mau: Chon mau thuin tién. Dua vao
phan mém quan 1y ngudi bénh dé trich xut
danh sach nguoi bénh tai khoa, thoi gian nhap
vién, du kién ngay xuat vién. Tham khao hd
so bénh 4n ctia bénh nhi dé xac dinh ddi tuong
nghién ctru phu hgp vai tiéu chi lya chon va
loai trur.

Diéu tra vién phat van tit ca nhitng ngudi
nha bénh nhi tai 4 khoa, mdi khoa trung binh
58 nguoi nha bénh nhi dugc chon dén khi du
s6 luong.

K¥ thuit, cong cu va quy trinh thu thip
50 liéu

Nghién ctru sir dung bo cong cu danh gia trai
nghiém cua nguoi bénh nodi tra CAHPS duoc
phat trién boi Co quan nghién ctru chét lugng
Y t¢ My AHRQ (Agency for Healthcare
Research and Quality) va duoc cong bd trén
website cua ho. BO cau hdi dugc xdy dung
dua trén thang do CAHPS véi phién ban
thang do danh gia trai nghiém dich vu cham
soc stc khoe trong bénh vién danh cho nguoi
l6n (HCAHPS). (4,5)

Céch tinh diém: Panh gia 10 tiéu muyc theo
2 khia canh. Mbi cau hoi do ludong dua trén
4 thang diém: khong bao gid/ thuong xuyén/
ludn ludn hodc co/ khong. Ty 1€ trai nghiém
tich cuc chung cua ngudi nha bénh nhi dbi
v6i bénh vién 1a ty 18 s6 ngudi danh gia tich
cuc chung vé bénh vién (> 8 diém)/ tong sd
nguoi danh gia.

Quy trinh thu thép sé liéu:

- Budc 1: T6 chirc 1 budi tap hudn cho diéu
tra vién trude thoi diém thu thap so6 li¢u dé dieu
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tra vién nam dugc ndi dung bd cau hoi, ki thuat
va cach thirc tién hanh thu thap so li¢u.

- Bué6c 2: Thuc hién diéu tra tht trén 20
phiéu phong van dé danh gia, chinh stra b
cong cu cho phu hop trude khi trién khai
chinh thrc.

- Budc 3: Lua chon dbi tuong thu thap
thong tin.

- Buoc 4: bicu tra vién gidi thi€u vé muc
dich va y nghia cua cudc phong van cho doi
tugng nghién ctru.

- Budc 5: Sau khi phat van, di€u tra vién kiém
tra lai phiéu phong van va dam bao da day du
cac ndi dung theo yéu cau ctia nghién curu.

Xir Iy va phén tich s6 liéu

- S liéu dugce kiém tra, lam sach, ma hoa
va nhap liéu vao may vi tinh bang phin mém
EPI DATA 3.1.

- Xt Iy va phan tich sb liéu bang phin mém
STATA 16.0.

- Phén théng ké mé ta: sir dung cac phép
thong ké mo ta nhu ty 1é %, diém trung binh
dé mo ta cac bién sd va dap tmg muc tiéu
nghién curu.

Pao dirc nghién ciru: Nghién cuu da dugc su
ddng y va thong qua cua Hoi dong xét duyét
dé tai co s& Vién dao tao YHDP&YTCC
theo Quyét dinh 1102/QD-BPHYHN, ngay
25/04/2022, dong thoi dugc chip thuan cua
Ban Giam ddc Bénh vién Nhi Trung uong.
Tat ca cac dbi twong nghién ciu duoc giai
thich cu thé vé muc dich, ni dung nghién
ctru; thong tin cung cp dugc bao mat va chi
phuc vu cho muc dich nghién curu.

KET QUA

Théng tin chung vé ddi twong nghién ciru
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Thong tin chung S6 lwong (n) Ty 1€ (%)
Tubi
<30 tudi 60 26,0
30-40 tubi 105 45,7
> 40 tudi 65 28,3
Mean + SD (tudi) 38,0+ 11,8
Gidi
Nam 31 13,5
Nit 199 86,5
Trinh d hoc vén
THCS tré 1én 3 1,3
THPT 17 7,4
Trung cip/CB/DH/Sau BPH 210 91,3
Noi song
Ha Noi 105 45,7
Khac 125 54,3

Nghién ctru tién hanh danh gia trén 230 dbi

tuong

binh 1a 38,0 + 11,8 tudi, do tudi chu yéu la
30 — 40 tudi chiém 45,7%. Hau hét di tuong

tham gia nghién ctru 14 nit gii chiém 86,5%.

nghién cu (PTNC) ¢6 do tudi trung ~ 54,3% doi twong dén tir céc tinh thanh khac

Bang 2. Trii nghiém nguwdi bénh vé dich vu tai bénh vién

ngoai Ha Noi.

Trai nghiém cia ngwoi bénh diéu tri nfi tra

Trai nghiém tich

Trai nghiém

STT Trai nghiém dich vu giri xe cure khong tich cyc
n % n %

Trai nghiém nguoi bénh vé dich vu gui xe (n=106) 81 76,4 25 23,6

2 Trai nghiém chung vé thii tuc nhap vién (n=230) 201 87,4 29 12,6

3 TI‘EI nghiém chung vé sy cham séc ctua dieu dudng 215 93.5 15 6.5
(n=230)

4 Tl”il nghiém chung vé su cham séc ctia bac si 214 93,0 16 7.0
(n=230)

5 TI’EI nghiém chung vé mdi truong bénh vién 193 83.9 37 16.1
(n=230)

6 Trfu nginﬁm chung vé qua trinh lam thu tuc thanh 159 69.1 71 30,9
toan (n=230)

7  Trai nghiém chung khi xuét vién (n=230) 180 78,3 50 21,7
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Nghién ctru danh gia 230 nguoi nha bénh nhi,
trong d6 c6 106 ddi tuong st dung dich vu
giri xe chiém 46,1%, 96,2%% ddi tuong dugc
nhan vién bao vé huéng din noi giri xe danh
cho nguoi bénh; 80,2% bao vé co6 thai do ton
trong va lich sy va 100,0% dbi tuong tra 1o
ho dugc bénh vién cong khai gia trong xe.

90,4% DTNC duoc nhan vién khoa phd bién vé noi
quy bénh vién va khoa phong. 87,4% (201/230)
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NB c¢6 trai nghi¢m tich cyc ve thu tuc nhap vién.

Két qua cho thay 88,3% ddi tuong c6 trai
nghiém tich cuc vé phong bénh va phong vé
sinh. 89,1% trai nghiém tich cuc khi dugc héi
bénh vién dugc gitt yén tinh. 83,9% (193/230
doi tuong) doi tugng co6 trai nghiém tich cuc
vé tit ca cac yéu t ctia moi trudng bénh vién.

Panh gia chung ciia ngwdi nha bénh nhi vé
bénh vién

Bang 3. Piém trung binh trai nghiém chung cia PTNC

Piém Tén s6 (n) Ty 18 (%)
7 14 6,1
8 72 31,3
9 93 40,4
10 51 22,2

Trung binh £ Pj léch chuin

8,8+0,9

Diém trung binh trai nghiém chung nguoi bénh vé chat luong bénh vién la 8,8 + 0,9 diém.
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Chéc chin 1a khong Co thé 1a khong

82,6

17,4

Co thé 1a co Chéc chén co

Biéu d6 1. Phan b6 kha ning quay lai hodc giéi thiéu bénh vién

82,6% ngudi bénh chic chin co quay lai hodc
gi6i thiéu bénh vién dén nguoi than cta ho.

BAN LUAN

Nghién ctru ctia chung t6i cho thdy ty 16 ngudi
bénh trai nghiém tich cuc vé cac yéu t6 cua
khia canh dich vu guri xe va thu tuc nhap vién

tir 80,2% dén 100%. Két qua nay cao hon hau
hét cac nghién ciru, cu thé nghién ciru ciia Tran
Thi Diép tai bénh vién Thanh Nhan 7 va Nguyén
Thi Thuy Anh tai Bénh vién San Nhi tinh Ninh
Binh. (8) Két qua nay c6 thé duoc 1y giai do tir
nam 2017 Bénh vién Nhi Trung wong da thyuc
hién trién Khai cong khai thu gid dich vu theo
dang Quyét dinh sb 44/2017/QD-UBND ngay
15/12/2017 cia Uy ban nhan dan Thanh phé Ha
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Noi ban hanh gia dich trong giir xe dap, xe may,
xe 0 t0 trén dia ban thanh pho Ha Nai. (9)

Trén 95% ngudi nha bénh nhi trong nghién ctru
cta chiing toi c6 trai nghiém tich cuc vé cac yéu
td cua khia canh su chim soc cta diéu dudng.
Két qua nay c6 su tuong dong véi nghién ciru
cua Pang Tan Duy danh gia trai nghiém tai Vién
Y dugc hoc dan toc Thanh phd Ho Chi Minh
vé sy cham soc ciia diéu dudng cho thay ty 18
trai nghiém tich cuc ¢ nguoi bénh tai cac khia
canh 1an luot 1a: nguoi bénh dugc diéu dudng
ton trong lich sy 1a 96,7%; nguoi bénh dugc diéu
dudng ling nghe nhimg didu ho bay to 13 97,6%
va diéu dudng giai thich dé hiéu nhimg diéu
ngudi bénh can biét 1 98,0%.(10)

Nghién ctru nay chi ra trén 90% nguoi bénh co
trai nghiém tich cuc vé cac yéu t6 cta su cham
soc cta béac si. Két qua nay tuong dong véi mot
s6 nghién ctru nhu Nghién ctru cua Bui Thi My
Anbh tai bénh vién 198 B§ Cong an chi ra réng
trén 90% ngudi bénh ¢o trai nghiém tich cyc veé
céc khia canh cham soc ctia béc si. Cu thé, ty 1€
trai nghi¢ém cua cac khia canh: bac si ton trong
va lich sy déi voi nguoi bénh 14 98%; bac s lang
nghe nhing diéu ngudi bénh bay t6 1a 95,6% va
bac si giai thich mot cach dé hiéu nhing didu
ngudi bénh can biét 13 96,8%.(11)

Ty 18 trai nghiém tich cuc vé cic yéu té moi
truong bénh vién dugc chi ra c6 ty 1€ tir 88,3%
dén 89,1%. Két qua nay trong dong vaoi nghién
ctru cua nghién ctu khac cua Tran Thi Hién tai
Bénh vién da khoa Quéc Té Hoan My Thu buc
voi 100% ngudi bénh duge ndm giwong riéng
trong qué trinh diéu tri; 91,9% BN déanh gi4 da
¢6 nhing trai nghiém tich cuc vé nha vé sinh
bénh vién; 96,8% BN co6 trai nghiém tich cuc
vé dung dich sat khuan tay tai cac budng bénh;
ty 1€ c6 trai nghiém tich cuc cao cling thé hién
trong vén dé an ninh trat tu tai bénh vién véi ty
18 12 96,4%; hai trai nghiém c6 ty 1¢ thap hon
trong qua trinh nhap vién 1a sy yén tinh trong
bénh vién va bénh vién xanh sach dep véi ty 1€
1an luot 12 80,2% va 84,2%.(12)
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Nghién ctru chi ra nguoi nha bénh nhi danh gia
cac yéu t6 vé trai nghiém trong dot diéu trj co ty 18
trai nghiém tich cuc trén 90%. Két qua nay tuong
d6ng v6i mot sb nghién ctru nhu tai bénh vién da
khoa Qudc té Hoan My Thu Bic véi trén 90%
ngudi bénh ¢ cac trai nghiém tich cuc vé hoat
dong kham chita bénh ciia bénh vién. Cu thé, ty
1€ DPTNC c6 trai nghiém tich cuc ¢ viée giai thich
day du 1y do sir dung thudc 1a 95,9%; thong tin
va giai thich ly do thuc hién xét nghi¢m, can lam
sang 13 95,9%; vé thuc hién phau thuat thu thuat
14 97,3%; hudng dan st dung thude hiang ngay
14 92,4%; bac si kham ngay khi c6 dau hiéu bat
thuong 1a 97,3%; sy riéng tu 13 96,4% va tu van
lwa chon phuong phép diéu tri 13 98,6%.'> Nghién
ctru cua Pang Tén Duy tai Vién Y dugc hoc dan
toc thanh phé H6 Chi Minh cho thay ty 18 ngudi
bénh co trai nghi¢m tich cuc vé NVYT c6 mit
kip thoi khi NB bi dau chiém 97,6%; NVYT co
phuong an x tri kip thoi chiém 95,9%. (10)

Két qua nghién ctru cua ching t6i cho thfiy ty 1€
nguoi bénh c6 trai nghiém tich cuc vé cac yéu
t6 thii tuc thanh toan cao. Nghién ctru cta Dinh
Ngoc Anh tai bénh vién Hiru Nghi Viét Buc
voi ty 1€ trai nghi€m tich cuc ¢ khia canh cong
khai tit ca khoan thu trén hoa don thanh toan
vién phi 1 91,43%.(13) Két qua niy cao hon so
v6i nghién ciru cia Nguyén Thi Thuy Anh va
cong su tai Bénh vién San Nhi tinh Ninh Binh
danh gi4 trai nghiém ngudi bénh vé trai nghiém
khi 1am thu tuc thanh toan chi ra 80,0% nguoi
nha khong gip bat tién nao trong qua trinh lam
thu tuc xuét vién cho bénh nhi. Tiép dén 1a trai
nghiém tich cuc vé nhan vién bénh vién thuong
ton trong va lich sy chiém 38,8% va duoc nhan
vién huéng dan chi tiét vé thu tuc thanh toan
vién phi 1a 25,7%. Ty 1€ trai nghiém tich cuc
thap nhét 1a dugc cong khai cac khoan thu trong
hoé don thanh toan vién phi voi 24,9%. (8)

Hau hét nguoi nha bénh nhi trong nghién ciru
ctia chung t6i duoc cung cip thong tin bang gidy
td vé cac triéu chimg hay van dé y té can luu y
sau khi xuit vién. Két qua nay twong dong véi
Nghién ctru ctia Nguyén Thi Huyén Trim tai
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khoa Ngoai bénh vién dai hoc Y Ha Noi chi ra
99,6% trai nghiém tich cuc vé NB dugc cung cép
thong tin bang gidy td vé cac triéu chimg hay van
déyté.(14)

Két qua danh gia trai nghiém chung ctia nguoi
bénh trong nghién ctru ctia ching t61 trén thang
diém 10 cho thay 93,9% nguoi nha ngudi bénh
danh gia tir 8 diém tro 1én va 82,6% ngudi nha
ngudi bénh chic chin 14 ¢6 gioi thiéu bénh vién
voi ban bé va ngudi than. Tuong dong véi nghién
ctru cia Nghién ctru ciia Nguyén Thi Huyén
Tram trén 225 nguoi bénh diéu tri ndi trt tai khoa
Ngoai bénh vién dai hoc Y Ha Noi. Nghién ctru
cta Tran Thi Hién tai bénh vién da khoa Qudc
té Hoan My vé trai nghi¢ém chung tai bénh vién
trén thang diém 10 1a 8,77+0,92 diém; 89,6% BN
chic chan quay lai va c6 thé gi6i thi€u ban dén;
10,4% c6 thé co, c6 thé khong.(12) Két qua nay
cao hon so v&i Nghién ciru cia Nguyén Thi Thuy
Anh va cdng sy tai Bénh vién San Nhi tinh Ninh
Binh cho thdy trén thang diém 10 nguoi bénh
danh gia diém dao dong tir 6 diém dén 10 diém.
87,5% ngudi bénh ¢6 diém s6 tir 8 diém tro Ién.

Han ché nghién civu: Nghién ciru cia ching i
str dung phuong phap dinh lugng do do cac yéu
td vé& phia bénh vién nhu quy trinh kham, diéu tri
bénh nhi; nguén lucy té: co' s& vat chat hién tai
cua bénh vién, chua dugce danh gia nén chua thé
cung cép birc tranh toan dién vé cac yéu t§ anh
huong dén trai nghiém ngudi nha bénh nhi. Ngoai
ra, nghién ctru 1a nghién ctru cit ngang nén két
qua nghién ctru chua thé dwa ra mdi quan hé nhan
qua gitra cc yéu t6. Tuy nhién, két qua nghién
ctru hinh thanh gia thiét vé mdi lién quan gitta mot
s yéu t6 dén trai nghiém ctia ngudi nha bénh nhi,
day 1a co s dé tién hanh cac nghién ctru tiép theo
va xdy dung chuong trinh can thiép phu hop dé
nang cao trai nghiém cua nguoi nha bénh nhi.

KET LUAN

Trai nghiém ctia nguoi nha bénh nhi chung dbi
voi dich vu y té: 93,9% ddi trong c6 trai nghiém
tich cuc vé& chat lugng dich vu chung tai bénh

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 08, S6 03-2024)
Journal of Health and Development Studies (Vol.08, No.03-2024)

vién; diém trung binh 1a 8,8 + 0,9 diém. 82,6%
ngudi nha bénh nhi chic chin 14 ¢ gioi thiéu
bénh vién vdi ban be va nguoi than. Co mot s0
khia canh gdm: Hudng dan va tiép dén cua nhan
vién y t&, méi truong bénh vién, thi tuc thanh
toan vién phi va trai nghiém khi xuét vién c6 ti
1€ nguoi nha bénh nhi c6 trai nghiém tich cuc
thap, tir 70%-80%. Dua trén két qua nghién ctru,
chiing t6i dura ra nhitng khuyén nghi sau: 1) Bénh
vién can ¢6 bién phap nang cao chat luvong moi
truong bénh vién, chit luong phong bénh, nha
v¢ sinh va gilr yén tinh moi truong bénh vién; 2)
Pon gian hoa cac hinh thitc thanh toan vién phi;
3) Tang cuong tap hudn va nhic nhé nhan vién y
té can co thai do ton trong, lich sw véi ngudi bénh
va nguoi nha nguoi bénh; 4) Xay dung quy dinh
vé gido duc sirc khoé di v6i nhimg ngudi bénh
nam l4u ngay, tinh trang strc khoe kém.
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Experience of caregivers of pediatric patients at the International
Center, National Children’s Hospital

Nguyen Thi Hoai Thu', Nguyen Thien Thu Anh’, Tran Minh Tuan’
'Hanoi Medical University

? National Children's Hospital

SMilitary Hospital 175

Objective: Describe the experience of caregivers of pediatric patients receiving inpatient
treatment services at the International Center, National Children’s hospital. Method: Cross-
sectional descriptive study on 230 caregivers using the CAHPS questionnaire (Consumer
assessment of health care providers and systems - Questionnaire evaluating the experience
of users of medical services and the health care system) during the period from January, 2022
to December, 2022 at the International Center, National Children’s Hospital. Results: 93.9%
of caregivers had positive experiences about general service quality of the hospital with the
average score is 8.8 + 0.9 points. 82.6% of caregivers confirmed to recommend the services
to their friends and relatives. Several aspects including Instruction of health staff, hospital
environment, payment procedure and discharge experience have a low percentage of caregivers
reporting positive experiences, from 70% to 80%. The remaining aspects have a quite high rate
of caregivers reporting positive experiences, from 85% to 100%.

Conclusion: To increase the experience of caregivers about service quality, the hospital needs to
improve the quality of the hospital environment, patient wards, toilets and keeping the hospital
environment quiet to proive patients with comfortable environment. In addition, it is necessary
to simplify hospital fee payment methods to minimize procedure time and waiting time for
hospital discharge. Educate and supervise health staff to make sure patients and their families
receive respectful and polite attitude during their stay in hospital.

Keywords: Vietnam National Children s hospital, Patient experience, caregivers, CAHPS.
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