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BAI BAO NGHIEN CU'U GOC

Trii nghiém ciia ngwdi bénh diéu tri ndi tri tai bénh vién Hiru Nghi Viét
Pirc nim 2023 va mét so yéu to lién quan
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TOM TAT

Muc tiéu: Mo ta trai nghiém cua nguoi bénh diéu tri ndi tra tai Bénh vién Hiru Nghi Viét Btic nam 2023
va phan tich mdt s6 yéu to lién quan.

Phwong phap nghién ciru: nghién ciru mo ta cit ngang 208 nguoi bénh diéu tri ndi tra tai Bénh vién
Hiru Nghi Viét Buc theo by cong cu duge xay dung va phat trién boi Co quan Nghién cuu Strc khoe
Hoa Ky CAHPS c6 san phién ban tiéng Viét da dugc chuan hoa trong thoi gian tir 07/2023 dén 05/2024.

Két qua: Ty I¢ bénh nhan cdé trai nghiém tich cuc chung la 80,0%. Trong cac khia canh trai nghi¢m, ty
1€ nguoi bénh ¢o trai nghiém tich cyc vé khia canh khi nhap vién (98,6%) co ty 1¢ cao nhét va khia canh
trong qua trinh diéu tri ty 16 nguoi bénh co trai nghiém tich cuc thdp nhit (67,5%). C6 méi lién quan c6
¥ nghia thong ké giita loai bénh diéu tri véi trai nghiém cua ngudi bénh.

Két ludn: Ty I¢ bénh nhan cé trai nghiém tich cuc kha cao, loai bénh diéu tri co lién quan dén trai
nghiém cua nguodi bénh diéu trj noi tri. Dé nang cao chét lugng cua bénh vién cling nhu trai nghiém cua
ngudi bénh can ting cuong kiém tra, giam sat, dao tao tap hudn vé giao tiép ing xr cho nhén vién. Duy
tri thuong xuyén cép nhat k¥ thuat méi, nang cao trinh d6 chuyén mén nham dap ung tét hon nira hiéu
qua diéu tri. Pon gian hoa thu tuc, hinh thirc thanh toan vién phi han ché t6i da thoi gian cho xuét vién.
Ung dung cong nghé thong tin trong qua trinh kham, diéu tri va thuc hién cac tha tuc hanh chinh dé rat
ngan thoi gian chd doi va nang cao trai nghiém ngudi bénh.

Tir khoa: Trai nghiém nguoi bénh, bénh vién, diéu tri ngi tri, CAHPS.
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PAT VAN PE thi diém mot sé chi s6 co ban dé do luong
chat lugng bénh vién voi muc tiéu “Lay nguoi
bénh lam trung tdm”. Do do, vi¢c danh gia két

qua trai nghiém cua ngudi bénh s€ dua ra cho

Trai nghiém nguoi bénh (TNNB) 1a thudce do
clia viéc 1y ngudi bénh lam trung tim, ciing

v6i hidu qua diéu tri va an toan ngudi bénh 1a
ba tru ¢t vé chat luong cham soéc ctua bénh
vién duoc dé xuit boi Vién Y hoc Hoa Ky
(IOM). O Viét Nam, cudi ndm 2016 Bo Y té
(BYT) da ban hanh quyét dinh s6 7051/Qb-
BYT ngay 29/11/2016 huéng dan xay dung
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nha quan 1y nhitng thong tin quan trong dé cai
tién chat lugng trong bénh vién va dem dén
su hai long cho nguoi bénh (1).

Bénh vién Hiru Nghi Viét Buc 1a bénh vién
Ngoai khoa hang dac biét, trong nhiing nam
gan day chét lugng dich vu kham chira bénh
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cua bénh vién ngay cang duoc nang cao. Do
12 bénh vién tuyén cudi nén sé nguoi bénh
dén tham kham va diéu tri thuong xuyén qua
tai, anh huong dén chat luong dich vu va trai
nghiém cua nguoi bénh. Po luong TNNB &
Bénh vién Hitu Nghi Viét Pac vé toan bod
qua trinh tr khi nhdp vién cho dén khi ra
vién la cong viéc rat can thiét nham cai tién
chét luong dé tao ra su khac biét, c6 loi thé
trong viéc thu hut ngudi bénh dén bénh vién
st dung dich vu cham soc sttc khde. Chung
toi tién hanh d¢ tai véi myc tiéu mo ta trai
nghi€ém cua nguodi bénh diéu tri nodi tra tai
Bénh vién Htu Nghi Viét Bttc nam 2023 va
phan tich mot s6 yéu té lién quan.

PHUONG PHAP NGHIEN CcUU

Thiét ké nghién céu: Phuong phap nghién
clru mo ta cit ngang.

Pia diém va thoi gian nghién ctu: Thoi
gian nghién ctru tir thang 07/2023 dén thang
05/2024 tai khoa Phau thuat Gan mat, khoa
Ung budu cua Bénh vién Hiru Nghi Viét Duc.
P6i twong nghién ciru: Nguoi bénh tir 18
tudi tré 1én st dung cac dichvuy té noi tra tai
khoa Phau thuat Gan mat, khoa Ung budu cua
Bénh vién Hiru Nghi Viét Puc trong thoi gian
nghién ctru. Bénh nhan da két thuc qua trinh
diéu tri ndi tra, nhap vién >03 ngay da hoan
thanh thu tuc xudt vién va chuén bi ra vé.

C& miu va phuong phap chon miu

Cé mau: tinh theo cong thire tinh ¢& mau udc
tinh mot ti 1¢:

ZZ(I - a/2) p( 1 _p)

D06 thigu = &
Trong do:
n: sO0 nguoi bénh can nghién ctru

p: 0,838: ti 1& trai nghiém tich cuc chung lay
tr nghién ctru cua Lé Truong Béo tai 3 khoa
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Ngoai cua bénh vién Chg Ray nam 2020 (2).

Z, .,-hé s6 gidi han tin cay, v6i 95% — Z, .

=1,96
d: @ chinh xac mong mudn, lay d = 0,05.

Thay vao cong thirc tinh duge ¢& mau can thu
thap la 208 nguoi bénh.

Viée ldy mau thyc hién theo phuong phap
chon thuan tién. Mdi ngay lua chon nguoi
bénh noi tri chuén bi xuét vién dua trén danh
sach NB ra vién hang ngay, dap ung du tiéu
chi lua chon. Tién hanh thu thap s6 liéu cho
dén khi da c& mau.

Bién s6/ chi s6 nghién ciru: Bién s nghién
chu vé trai nghiém ngudi bénh qua 8 khia
canh. Chi s6 ty 18 ngudi bénh ndi tra o trai
nghiém tich cuc vé 8 khia canh. Mdi lién quan
gitra dac diém chung va dac diém diéu tri cua
nguoi bénh véi trai nghiém chung cua nguoi
bénh diéu tri ni tra v6i bénh vién.

Ky thuﬁt cong cu va phuwong phap thu
thap sb liéu: Cong cu sir dung trong nghlen
ctru 14 bo cong cu duoc xay dung va phat trién
bdi Co quan Nghién ctru Stic khée Hoa Ky
CAHPS c6 sin phién ban tiéng Viét da chuan
hoa va dugc st dung dé danh gia trai nghiém
cua nguoi bénh tai bénh vién Thanh Nhan
nam 2021 trong nghién ctru cta Tran Thi
Diép (3). Khao sat trai nghiém ctia bénh nhan
v6i 34 tiéu muc ¢ 8 khia canh. Trong nghién
ctru t6i chinh sira mot s6 cu tir cho phu hop
voi van hoa cia nguoi Viét Nam va thém mot
s trai nghiém phu hop v6i bénh vién minh tir
khi nguoi bénh vao gui xe, lam tha tuc nhap
vién va lam thu tuc thanh toan khi xuét vién.

Xir Iy va phén tich s6 liéu

S6 lidu duge quan li nhap liéu bang Epidata
3.1; Xtr 1y s6 liéu bang SPSS 22.0. Céc s liéu
duogc téng hop, tinh tin sudt ti 18, trung binh
va xép loai mirc do trai nghiém ngudi bénh
theo huéng dan bo cong cu CAHPS.
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Céch tinh diém trai nghiém: Thang diém cho
mdi tiéu myc trai nghiém 1a 1 dén 4 (1: thap
nhit, 4: cao nhat). Ngudi bénh duoc danh gia
1a c6 trai nghiém tich cuc cho mdi tiéu muc
néu cau tra 161 dat diém 3 hodc 4, trai nghiém
chua tich cuc cho mdi ndi dung néu cau tra
101 dat diém 1 — 2. Piém trung binh dat < 2,99
diém 1a trai nghiém chua tich cuc, trai nghiém
tich cuc néu diém trung binh tung tiéu muc
dat > 3,0 diém.

Nguoi bénh ¢ trai nghiém tich cuc véi tiing
khia canh khi nguoi bénh c6 trai nghiém tich
cuc dong thoi & tit ca cac tiéu muc trong khia
canh do6. Trai nghiém tich cuc chung cua bénh
nhan véi bénh vién ching t61 quy udc nguoi
bénh c6 tong diém trai nghiém cua céac tiéu
muc >75% tong diém t6i da thi ngudi bénh co
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trai nghiém tich cyc va nguoc lai (tinh nhiing
nguoi bénh trai nghi¢m tat ca cac khia canh).

Phén tich mdi lién quan giita mot s6 yéu to
véi trai nghiém ngudi bénh st dung test Khi
binh phuong.

Pao dirc trong nghién ciru: Nghién ctu da
duogc phé duyét béi Hoi d(“)ﬁg khoa hoc cua
Truong Pai hoc Y Ha Noi thong qua theo
Quyét dinh S6 407/QD-PHYHN ngay 06
thang 2 nam 2024. Tat ca d6i tuong tham gia
nghién ctru déu duogc giai thich ré rang muyc
dich nghién ctru. Toan b thong tin dugc ma
hoéa, gilt bi méat va chi sir dung cho muc dich
nghién cuu.

KET QUA

Bang 1. Thong tin chung ciia di twong nghién ciru (n=208)

Pic diém Tén s6 (n) Ty 18 (%)
Nam 108 51,9
Gioi tinh
Nit 100 48,1
. 18 - 59 tudi 144 69,2
Tuoi T
> 60 tudi 64 30,8
< Tiéu hoc, THCS 81 38,9
Trinh d9 hoc vin  THPT 72 34,6
Trén THPT 55 26,4
. . Cép tinh/Cap ctru 67 32,2
Loai bénh diéu tri 3
Bao ton/PHCN 141 67,8
1 lan 109 52,4
S6 1an diéu tri cia 2 lan 29 13,9
nguoi bénh tai 3 lan 18 8,7
Bénh vién 4 1An 4 1,9
> 5 lan 48 23,1
Tinh trang bio hiém C0 200 96,2
y té Khéng 8 3.8
P <14 ngay 156 75,0
S0 ngay dieu tri -
> 14 ngay 52 25,0
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Trong s6 208 bénh nhan tham gia nghién ctru: Ty
1¢ nam gidi (51,9%) vanir gidi (48,1%) khé tuong
déng nhau. Hon mot ntra s& bénh nhan tham gia
nghién ctru ¢6 do tudi tir 18-59 tudi (69,2%). Co
54,3% dbi tuong 1a nong dan, cong nhan. S6 1an
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diéu tri cia bénh nhan tham gia nghién ctru co
hon 50% la diéu tri 1an 1 (52,4%), sb lan diéu
tri > 5 lan chiém 23,1%. Hau hét bénh nhan dén
kham déu co BHYT (96,2%). Pa s6 dbi tuong co
s0 ngay diéu tri < 14 ngay chiém 75,0%.

Bang 2. Két qua trai nghiém tich cuc trong tirng khia canh ciia nguwoi bénh véi bénh vién

Trai nghiém Trdi nghiém Diém trai nghiém

Noi dung tich cwe  chuwa tich cuc trung binh
n (%) n (%) TB + PLC
T‘ral nqg'hlern ciua nguoi bénh vé khia canh khi 134 (82.2) 29 (17.8) 31406
vao gui xe (n=163)
Trai nghiém cua nguoi bénh khi nhap vién 205 (98,6) 3(1,4) 3,0+0.,8
Tf‘al 17.1,<‘Agh16_:m~ cua nguoi bénh vé khia canh CS 193 (92.8) 15 (7.2) 33405
cua dieu dudng
Triu ng’hlelqn cu’a rigucn bénh vé khia canh 203 (97,6) 5(2.4) 34405
cham soc ctia Bac si
Trai nghiém ciia ngudi bénh vé khia canh méi
vIn Cl : : "

ruromg bénh vién 184 (88,5) 24 (11,5) 3,3+0,5
Trai nghiém ciia nguoi bénh vé khia canh
trong qua trinh diéu tri (n=157) 106 (67,5) S1B23) 3,0+0,5
Trai nghiém ctia nguoi bénh vé khia canh 1am
thii tuc thanh toan 203 (97,6) 524 34+0,5
Trai nghiém cia ngwoi bénh vé khia canh 164 (78,8) 44 21,2) 3.6+0,8

xuat vién

Trong 8 khia canh trai nghi€m tai bénh vién
deu dat ty 1€ bénh nhan c6 trai nghiém tich cyuc
cao. Trong do, trai nghiém cta nguoi bénh khi

nhap vién c6 ty 18 trai nghiém tich cuc cao nhit
1a 98,6%; ty I¢ trai nghi¢m tich cyc thap nhat &
khia canh trong qua trinh dicu tri 67,5%.

= Trai nghiém tich cyuc

= Trai nghiém chura tich cuc

Biéu d6 1. Két qua trai nghiém tich cwe chung ciia ngwdi bénh véi bénh vién
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Két qua trai nghiém chung cua nguodi bénh
qua 8 khia canh: ty 1€ ngudi bénh co trai
nghiém tich cuc dat 80,0%, v&i diém trai
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nghiém trung binh 78,6 + 8,7. Ty 1€ nguoi
bénh co trai nghiém chua tich cuc 1a 20,0%.

Bang 3. Moi lién quan giira dic diém chung va dic diém diéu tri clia
nguwoi bénh véi trai nghiém chung (n=155)

< 4.2 Tich cwe Chua tich cuc o
Pic diém n (%) n (%) OR (95%CI) p
o Nam 66 (84,6) 12(154)  0,55(0,2-1,2)
Gidi tinh 0,14
Nit 58 (75,3) 19 (24,7) 1
. Duéi 60 tudi 77 (77,0) 23 (23,0) 1,75 (0,7-4,2)
Tuoi — 0,21
Trén 60 tudi 47 (85,5) 8 (14,5) 1
Trinh d¢ <THPT 91 (80,5) 22(19,5) 0,88 (0,4-2,1) 078
hoc van > THPT 33 (78,6) 9 (21,4) 1 ’
. C6 119(79,9)  30(20,1) 1,26 (0,1-11,2)
Tinh trang BHYT 0,83
Khong 5(83,3) 1(16,7) 1
Loai bénh Cép tinh/Cép ctru 36 (70,6) 15(29,4) 2,29 (1,0-5,1) 0.04
diéu trj Bao ton/PHCN 88 (84,6) 16 (15,4) 1 ’
S6 1n didu tri ciia nguwdi Lan dau 63 (78,8) 17(21,3) 1,1 (0,5-2,6) 0.85
bénh tai Bénhvién > Jan 61 (81,3) 14 (18,7) 1 ’
s < 14 ngay 94 (80,3) 23(19,7) 0,92 (0,4-2,3)
SO ngay nam vién 0,85
> 14 ngay 30 (78.,9) 8 (21,1) 1

Két qua phan tich cho théy c6 mdi lién quan
gitra loai bénh diéu tri véi trai nghiém chung
cua nguoi bénh diéu tri ndi tra trong dot diéu
tri ndy, c6 ¥ nghia thong ké (p<0,05). Ti 1&
trai nghiém chua tich cuc cua nguoi bénh vao
vién diéu tri bénh Cf’lp tinh/ cép curu cao hon
nhoém bénh nhan vao vién diéu tri bao ton/
PHCN véi (OR; 95%CI) = (2,29; 1,0-5,1).

BAN LUAN

Pic diém chung ctia ddi twong nghién ciru

Nghién ctru ciia ching t6i c6 sy tham gia cua
208 PTNC, 1a ngudi bénh diéu tri noi tri tai
khoa Phau thuat Gan mat, khoa Ung budu cua
Bénh vién Hiru Nghi Viét Ptic. Vé trinh d
hoc vin, PTNC ¢6 trinh do tiéu hoc, THCS

chiém cao nhét (38,9%). DTNC c6 trinh do
trén THPT chiém thap nhat véi 26,4%, thap
hon ciia Nguyén Thién Thu Anh (2022) vé
trai nghiém ctia nguoi nha bénh nhi diéu tri
ndi tra tai Trung tam Quéc té, Bénh vién Nhi
Trung Uong vé&i 91,3% (4). Trinh d0, nghé
nghi¢p cua cac DPTNC phu thudc vao cac
khoang thoi gian va tai cac bénh vién khac
nhau. V& s6 lan diéu tri, c6 52,4% la diéu tri
lan 1,23,1% diéu tri > 5. Két qua nay phi hop
v6i nghién ciru ciia Nguyén Thi Tot (2021)
v6i 53,9% DTNC diéu trj 1 1an (5).

Trai nghiém cta ngwoi bénh dieu tri ngi tra

tai bénh vién Hiru nghi Viét Pirc nam 2023

Nghién ctru cua chung toi thu dugc cac mirc
do danh gia kha tich cuc cua nguoi bénh vé
trai nghiém tai bénh vién. Trai nghiém chung
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theo 8 khia canh c6 ty 1€ tich cuc dat 80,0%.
Két qua ciia chung t6i phii hop voi nghién
ctu cua Tran Thi Diép (2021) véi 71,6%
bénh nhén cé trai nghiém tich cuc (3). Piéu
nay cho thay phan 16n ngudi bénh hai long
v6i cac dich vu tién ich, cham séc, kham chira
bénh va moi truong tai bénh vién.

Trong 8 khia canh trai nghiém tai bénh vi¢n déu
dat ty 1¢ bénh nhan c6 trai nghi¢m tich cuc cao.
Trai nghiém vé mdi truong bénh vién cao véi
88,5%. Két qua nay cao hon so voi nghién ctru
cta Tran Thi Diép (2021) chi véi 27,1% (3).
Moi truong bénh vién véi co so vat chét khang
trang, sach s€, trang thiét bi hién dai tac dong
dén sy hai 1ong ctia ngudi bénh. Bénh vién Viét
Duc da tu kiém tra, danh gia chit luong bénh
vién nam 2023 theo Quyét dinh s6 6858/QP -
BYT thu dwoc danh gia vé& cung cip vat dung
canhan dﬁy du sach s€; hudng cac tién nghi bao
dam sirc khoé, nang cao; diéu tri trong khoa,
ngin nip déu & mirc 5, chat luong rat tot. Tiéu
chi vé nguoi bénh dugc st dung buéng vé sinh
sach s&, ddy du cac phuong tién va bao dam an
ninh, trat ty bénh vién dugc danh gia ¢ mic 4,
chat luong tot (6), (7).

V& khia canh cham soc cua bac si va diéu
dudng chiém ty 18 cao lan luot 13 97,6% va
92,8%. Két qua nay phu hop véi nghién ctru
cua Yuhua Bao va cac cong su (2017) voi cac
danh gia tich cuc sy cham soc cuia NVYT (8).
Bén canh d6, két qua ctia chiing t6i cao hon
nghién ctru cua Richards SE (2018) vai 64%
DTNC déanh gia tich cuc vé khia canh chim
soc cua bac sy (9). Bénh vién Viét Puc co cac
chuyén gia hang dau trong va ngoai nudc, véi
d6i ngil y bac sy gioi vé chuyén mon, chim
sOc tan tinh, ton trong lich sy, léng nghe, gidi
thich cho nguoi bénh chu ddo nén thu dugc
két qua khao sat hai 1ong cao tir nguoi bénh.

Tuy nhién, trai nghiém cta ngudi bénh vé khia
canh diéu tri thap nhat véi 67,5%. Két qua
nay twong dwong v&i nghién ctru ctia Tran Thi
Diép (2021) (3) v6i 65,7%. Mot trong nhitng
ly do dan dén danh gi4 chua tich cyc do 1a
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viéc qua tai bénh nhdn tai bénh vién. Diéu
nay dugc gidi thich bdi Bénh vién Hiru nghi
Viét Birc 1a bénh vién tuyén trung wong, dau
nganh vé ngoai khoa cua ca nude, vi vy sd
lugng bénh nhan vuot tuyén chiém ty 1€ cao,
tur do gia tang sy qua tai cho bénh vién.

V& trai nghiém thanh toan vién phi dugc danh
gia tich cuc cao voi 97,6%. Nghién clru cua
Farley H va cac CS vé khao sat sy hai long
ctia bénh nhan va chat lugng chim séc nim
2014 tai My ciing chi ra tAm quan trong cua
trai nghi¢m tich cyc ctia nguodi bénh trong
thanh todn vién phi c6 anh hudng 16n té1 bénh
vién (10). Bén canh do, ty 1€ nguoi bénh co
trai nghiém tich cuc vé khia canh xuét vién
1a 78,8%, thip hon so voi nghién ciru cia
Hoang Quang Dinh (2020) la 86,5% (11).
Mot s bénh nhan gip kho khan khi lam tha
tuc xuét vién nhu chd thanh toan vién phi lau,
chd gidy xudt vién lau hay noi thanh toan vién
phi ¢ xa hoac gap kho khan. Vi vay, bénh vién
can cai thién, ting cuong hd trg dé cai thién
chét lugng, dem lai trai nghiém chét luong,
dﬁy du va tron ven cho nguoi bénh.

Vé m{t s0 yéu to lién quan dén trai nghiém

Nghién ctru cta ching t6i chi ra rang cé
mdi lién quan gitta loai bénh diéu trj véi trai
nghiém chung ctia nguoi bénh diéu trj ndi tra
trong dot diéu tri ndy, co6 ¥ nghia théng ké
(p<0,05). Do bénh vi¢n thuong xuyén trong
tinh trang bi qué tai bénh nhan, nén viéc diéu
tri cap ctru kip thoi cho ngudi bénh con gip
phai han ché. Ngoai ra, NVYT khong hai
long hodc phai chiu cong viéc qua tai va ap
lyc cong viéc 16n, dac bi¢t 1a NVYT & céac
khoa cép ciru va hoi sirc cling gay ra céc trai
nghiém chua tich cuc t61 nguoi bénh (8).

KET LUAN

Ty 1€ bénh nhan c6 trai nghiém tich cuc
kha cao, loai bénh dicu tri co li€n quan dén
trai nghiém cua nguodi bénh di€u tri noi tru.
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Dua trén két qué nghién cuu chung toi dua
ra nhitng khuyén nghi sau: Tang cuo‘ng kiém
tra, giam sat, dao tao tap huén vé giao tiép
ung xu cho nhan vién bénh vién. NVYT duy
tri thuong xuyén cap nhat ky thuat maéi, nang
cao trinh d6 chuyén mén nham dap ung tot
hon nita hiéu qua diéu tri. Pon gian hoa thu
tuc va hinh thirc thanh toan vién phi nhim han
ché tbi da thoi gian chd xuét vién. Ung dung
cong nghé thong tin trong qua trinh kham,
diéu tri va thuc hién céac thu tuc hanh chinh
dé rat ngan thoi gian chd doi va ning cao trai
nghiém nguoi bénh.
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Inpatients’ experience at Viet Duc University hospital in 2023 and some
related factors
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ABSTRACT

Objective: Describe the inpatient’s experience at Viet Duc University Hospital in 2023 and
analyze some related factors. Methods: A cross-sectional descriptive study of 208 inpatients,
at Viet Duc University Hospital, using the CAHPS questionnaire according to the toolkit built
and developed by the US Agency for Health Research CAHPS with a standardized Vietnamese
version, from 07/2023 to 05/2024. Results: The percentage of patients with an overall positive
experience was 80.0%. Among the aspects of experience, the proportion of patients with a
positive experience was highest regarding the aspect of hospitalization (98.6%) and lowest
regarding the aspect of treatment (67.5%). A statistically significant relationship was found
between the type of disease treatment and the patient’s experience. Conclusion: The rate of
patients with positive experiences is quite high, the type of disease treated is related to the
experience of inpatients. To improve the quality of the hospital and the experience of patients, it
is necessary to strengthen inspection, supervision, and training on communication and behavior
for staff. Maintain regular updates on new techniques, and improve professional qualifications
to meet the treatment efficiency better. Simplify procedures and forms of hospital payment
to minimize waiting time for discharge. Apply information technology in the process of
examination, treatment, and implementation of administrative procedures to shorten waiting
time and improve patient experience.

Keywords: Patient experience, Viet Duc University Hospital, inpatient treatment, CAHPS.
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