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TOM TAT

Muc tiéu: Mo ta trai nghiém ctia nguoi nha bénh nhi diéu tri ndi trG tai Bénh vién San Nhi tinh Ninh
Binh nam 2021.

Phwong phap nghién ciru: Mo ta cit ngang thuc hién trén 245 ngudi nha bénh nhi diéu tri ndi tru tai
Bénh vién San Nhi tinh Ninh Binh tir thang 7/2021 dén thang 04/2022. Nghién ctru sir dung bd céu
hoi danh gia trai nghiém ciia ngudi sir dung dich vu vé cic co sé y té va hé thdng cham soc strc khoé
(Consumer Assessment of Healthcare Providers and Systems — CAHPS) dugc phat trién boi Co quan
nghién ctru chit luong Y té My (AHRQ).

Két qua: Ty I¢ trai nghiém tich cuc ciia nguoi nha bénh nhi chung vé bénh vién dat 54,7%. Trai nghiém
tich cuc vé xudt vién chiém ty 1é cao nhit (trén 64%). Khia canh cham soc ctia bac si va diéu dudng c6
trai nghiém tich cuc trén 40%. Ty 1€ nguoi nha bénh nhi trai nghi¢m tich cuc vé kinh nghiém trong lan
diéu trj nay cao nhat v6i 43,8%. V& moi truong bénh vién, nguoi nha trai nghiém tich cuc chiém ty 1€
tir 30 — 35%. Khia canh hiéu biét cua nguoi nha vé cham soc bénh nhi sau khi roi bénh vién co ty 1¢ tich
cuc thip nhat <30%.

Ket luan: Ty 1€ trai nghiém tich cuc chung ciia nguoi bénh ¢ muc trén 50%. Can c6 cac nghién clru sau
hon dé tim hiéu nguyén nhan, qua trinh ma ngudi nha bénh nhi trai nghiém chua tich cyc vé bénh vién.

Tir khoa: Trai nghiem, CAHPS, nguwoi nha bénh nhi, diéu tri néi trii, Bénh vién San Nhi tinh Ninh Binh.

PAT VAN PE

Trai nghiém ngudi bénh (TNNB) 1a chudi tuong
tac gitra nguoi bénh véi cac co so'y té, bao gdom
cac quy trinh cham soc, thyc hanh ctia nhan
viény té trong bénh vién, tuong tac voi cac dich
vu tién ich trong bénh vién (1). TNNB la mot
trong ba tru cot quan trong cua chat luong bénh
vién cung vdi: an toan nguoi bénh va hi¢u qua
diéu tri 1am sang (2). Hé thong y té tai cac nudc
phat trién trén thé gidi da dac biét chu trong dén
vén dé nay, xem ddy 1a mot vin d& wu tién hang
dau goép phan dinh huéng cai tién chat luong
dich vu kham chira bénh (3).
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2 Truong Pai hoc Y Ha Noi

CAHPS 1a bg cong cu danh gia TNNB duya trén
7 linh vuc: chim soc cua diéu dudng, cham
soc cua bac si, méi truong bénh vién, trai
nghiém nguoi bénh trong bénh vién, xuat vién,
danh gia tong thé vé bénh vién, hiéu biét nguoi
bénh sau khi roi bénh vién. B cong cu lién
quan chat ch& t6i muc tiéu “Lay ngudi bénh
lam trung tim”, dugc phién dich ra nhiéu ngon
ngir va duoc thir nghiém trén nhiéu qubc gia
tai Pong Nam A (4-6). Viéc str dung bod cong
cu nay gop phan cung cip thong tin so sanh doi
chiéu mot cach toan dién va xép hang cac co
so vy té dé giup ngudi bénh co thé lwa chon cac
dich vu (4, 5, 7, 8).
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Bénh vién San Nhi tinh Ninh Binh la bénh
vién tuyén tinh hang II v&i hai chuyén nganh
chinh la san phy va nhi khoa. Nam 2020, bénh
vién da diéu tri 38.729 ngudi bénh ndi tru,
trong d6 c¢6 21.776 nguoi 1a bénh nhi (chiém
56,2%). Nhan thay sy can thiét cia viéc danh
gia TNNB noi tra dé dua ra dinh huéng dap
mg nhu cdu ngudi bénh nédi chung va bénh
nhi noi riéng, chung téi st dung bd cau hoi
CAHPS tién hanh nghién ciru voi muc tiéu mo
ta trai nghiém ciia ngudi nha bénh nhi diéu tri
ndi tra tai Bénh vién San Nhi tinh Ninh Binh
nam 2021.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ctru: Mo ta cit ngang st dung
phuong phap dinh lugng.

Dia diém va thoi gian nghién ctru: Tir thing
07/2021 dén 04/2022 tai cac khoa Noi nhi,
Truyén nhiém, Ngoai nhi, Bénh vién San Nhi
tinh Ninh Binh.

Poi twgng: Nguoi chim soc chinh ctia bénh nhi
diéu tri ndi tra tai cac khoa 1am sang thugc Bénh
vién San Nhi tinh Ninh Binh.

Tiéu chudn lwa chon: Ngudi chim soc chinh
cho bénh nhi ndm vién tir 3 ngdy tro 1én, di c6
chi djnh xuat vién va chuan bj hoan tit thu tuc
xuét vién; do tudi 18 tro 1én, cung bénh nhi trai
nghiém cac dich vu bénh vién khi diéu tri.

Tiéu chuan logi trir: Nguoi nha bénh nhi con
dang diéu tri hoac bo diéu tri ndi tra.

Co mau va chon mau

Cé mdu: Ap dung cong thirc tinh ¢& miu woc
lugng cho mot ty 1¢:

, p(1-p)

n= (1-a/) 42

Chon p = 82,5% (ty 1€ trai nghiém tich cuc
chung tir khdo sat ctia S6' Y té Thanh phé H
Chi Minh nam 2019.°).C& mau tinh duogc n =
222, thyc té thu thap ¢& mau n = 245.
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Chon méu: Chon mau thuan tién. Thu thap
trén toan by nguodi bénh xuét vién cta 1 khoa
dam bao du tiéu chuan lua chon, khao sat lan
lugt cac khoa theo thur tu (NOi nhi, Ngoai nhi,
Truyén nhiém) cho dén khi du ¢& mau.

Bién so nghién ctru

V¢é nhan khau hoc: Tuoi, gidi, trinh do hoc van,
khu vuc sinh song, khoang cach tr nha dén
bénh vién.

Vé dic diém tinh trang khi diéu tri ndi tra cua
bénh nhi: khoa diéu tri, s6 lan diéu tri, bénh
dang diéu tri, tinh trang khi nhap vién, tinh
trang khi Xuét vién, viéc st dung bao hiém y té.

V¢ trai nghi¢m cua ngudi nha bénh nhi theo 7
khia canh cta b cong cy.

Thu thdp théong tin: Phong van truc tiép sir
dung bo cau hoi duoc thiét ké sin. Diéu tra vién
12 nhan vién phong Quén 1y chit lwong bénh
vién da duogc tap huén.

Xir Iy s6 ligu: S lidu duoc 1am sach, nhap phan
mém Epidata 3.1 va phan tich bang phan mém
Statal4. Str dung phwong phéap phan tich thong
ké md ta nhdim mo ta cac bién sé va dap ung
muc tiéu nghién ctru.

Tinh diém bd cong cu: Panh gia 22 tiéu muc
theo 7 khia canh véi cac dang cau hoi c6 cau
tra 1oi 1a “Khong bao gio” (1 diém), “Thinh
thoang” (2 diém), “Thudng xuyén” (3 diém),
“Luén luén” (4 diém) va dang cau hoi ¢ cau
tra 101 1a “Rét khong dong y” (1 diém), “Khong
dong y” (2 diém), “Pong ¥” (3 diém), “Rét
déng vy’ (4 c’[iém); duoc phan loai chua tich cuc
(1-3 diém), tich cuc (4 diém); Dang cau héi c6
cau tra 101 “Co” (tich cuc), “Khoéng” (chua tich
cuc). Trai nghiém tich cuc chung dua trén cau
hoi danh gia tong thé vé bénh vién tinh theo
thang diém tir 0—10 (t6i nhat dén tot nhét) c6
phan loai: chua tich cuc (0-8 diém), tich cuc
(9-10 diém). Ty 1€ trai nghiém tich cuc chung
clia ngudi nha bénh nhi 1a sé nguodi danh gia
tich cuc chung vé bénh vién =9 diém)/ téng sb
nguoi danh gia.
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Pao dirc nghién ciru: Nghién ctru thyc hién
theo quyét dinh 229/QD-YHDP&YTCC vé
thong qua dé cuong luan van Thac si cho hoc
vién Vién dao tao Y hoc dy phong va'y té cong
cong, Truong Pai hoc Y Ha Néi va duoc su
ddng y cua Ban ldnh dao Bénh vién San Nhi
tinh Ninh Binh. Di tugng nghién ctru duoc
giai thich rd rang vé muc dich, phuong phap va
tu nguyén dong y tham gia. Tt ca cac dit lidu
thu thap dugc bdo mat va chi phuc vu cho muc
dich nghién ctru.

KET QUA
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Pac diém chung cua doi twong nghién ciru

Nghién ctru thyc hién trén 245 nguoi nha bénh
nhi didu tri ndi tra tai Bénh vién San Nhi tinh
Ninh Binh. C6 45,3% ddi tugng thudc nhém tudi
18-29; 40,0% thuoc nhom 30-39 tudi, con lai 1a
dbi tuong tir 40 tudi trd 1én. Ty 16 dbi twong 1a
nit nhiéu hon chiém 89,8%:; 74,3% ddi tugng c6
trinh d6 tir THPT tr6 1én. Chu yéu nguoi nha bénh
nhi séng & khu vic nong thon (73,5%) va khoang
cach tir nha toi bénh vién > 10km (72,2%).

Trai nghiém ngwdi nha bénh nhi diéu tri ndi
tra tai Bénh vién San Nhi tinh Ninh Binh
nam 2021

57.6%

50.0% 44 5%

40.0%
30.0%
20.0%

10.0%

0.0%

45.7% 46,1%

Thurdmg ling nghe nhitng didu Thuong giai thich mot cach dé Thutmg t6n trongva lich sy
bay to hiéu nhitng diéu can biét

0 Trai nghiém cia ngwdi nha BN véi chim soc cia bic st

O Trai nghidm ciia ngwdi nha BN véi cham soc cia diéu dudng

Biéu do 1. Trai nghiém vé chim séc ciia bac si va dieu duéng

Ty 1& NB co trai nghiém tich cuc d6i véi su
cham soc ctia bac si cao hon so véi didu dudng.
Trong do, tiéu muc bac si, diéu dudng ton trong
va lich sy c6 ty 1€ NB trai nghiém tich cuc cao

nhit (57,6% va 46,1%); ty 1& NB c6 trai nghiém
tich cuc d6i véi viéc bac sy va diéu dudng ling
nghe bay t6 chiém ty 1¢ thap nhat (51,0% va
44.5%). (biéu dd 1)
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Bang 1. Trai nghiém vé mai trwdng bénh vién va kinh nghiém ciia nguwoi nha bénh nhi trong

dot diéu tri nay
Trai nghiém Trai nghiém
Noi dung trii nghiém tich cuc chua tich cuc
n (%) n (%)
Vé méi truomg bénh vién
Phong nam va phong vé sinh ctia bénh nhi thuong duoc lau don 88 157
sach s€ (n=245) (35,9) (64,1)
Moi truong xung quanh phong nam ctia bénh nhi duoc gitt yén 74 171
tinh vao ban dém (n=245) (30,2) (69,8)
Kinh nghiém trong dot diéu tri nay
Khi cén, bénh nhi thuong dugc nh@n vién bénh vién gitp di vao 10 23
phong v¢€ sinh hodc gitip dung bo ti€u mét cach kip thoi (n=33) (30,3) (69,7)
Nhan vién bénh vién c6 giai thich vé tac dung ctia thube méi trude 92 118
khi cho bénh nhi uong (n=210) (43.8) (56,2)
Nhé}n vién bénh vién c6 giai thich c}é hiéu vé phan tng phu cia 83 127
thuoc mai trudce khi cho bénh nhi uong (n=210) (39,6) (60,4)

Bang 1 cho thiy vé méi truong bénh vién, ty 16 dém 1a 30,2%. Bén canh d6, voi khia canh kinh
nguoi nha c6 trai nghiém tich cuc vé phong nam  nghiém ctia ngudi nha trong 1an diéu tri nay, tiéu
va phong vé sinh ctia bénh nhi thuong dugc lau  muc nhan vién bénh vién giai thich vé tac dung
don sach s& 14 35,9% va vé mdi truong xung quanh ~ thudc méi chira bénh gi trude khi cho bénh nhi
phong nam ctia bénh nhi dugc giit yén tinh vaoban  udng ¢ trai nghiém tich cuc cao nhét véi 43,8%.

Béang 2. Trai nghiém khi xuat vién va hiéu biét ciia ngwoi nha vé chim soc bénh nhi sau khi
roi bénh vién

Trai nghiém Trai nghiém

N¢i dung trai nghiém tich cuc chua tich cuec
n (%) n (%)
Khi xuit vién
Nhan vién bénh vién hoi can nguoi hay dich vu can thiét dé hd trg 154 86
sau khi xuat vién (n=240) (64,2) (35,8)
Puoc cung cap thong tm bang gidy to hodc van ban vé cac triéu 203 37
chig hay van dé y té can luu y sau khi bénh nhi xuét vién (n=240) (84,6) (15,4)
Hiéu biét sau khi roi bénh vién
Nhén vién bénh vién dya trén ¥ kién ciia nguoi nha dé xac dinh 39 206
nhu cau cham soc y t€ cia bénh nhi khi roi bénh vién (n=245) (15,9) (84,1)
Khi roi bénh vién, ngudi nha da hiéu rd nhimg viée phai lam dé 55 190
cham séc strec khée cho bénh nhi (n=245) (22,4) (77,6)
Khi roi bénh vién, nguoi nha da hiéu rd muc dich cia mdi loai 64 170
thuoc ma bénh nhi phai dung (n =234) (27,4) (72,6)
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Béng 2 cho thiy, c6 64,2% ddi tuong dugc nhan
vién bénh vién hoi xem can ngudi hay dich vu can
thiét dé hd tro sau khi xuét vién va 84,6% dugc
cung cap thong tin bang gidy to hodc vin ban vé
céc triéu chimg hay van dé y té can luu ¥ sau khi
bénh nhi xuét vién. Khia canh hiéu biét sau khi roi
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bénh vién ¢6 tiéu muc nguoi nha da hiéu rd muc
dich ciia mdi loai thuéc ma bénh nhi phai ding c6
ty 16 TNTC cao nhat (27,4%) va tiéu muc nhan
vién bénh vién dua trén y kién cua ngudi nha dé
xac dinh nhu cAu chim soc y té ciia bénh nhi khi
11 bénh vién c6 ty 18 TNTC thap nhét (15,9%).

33.5%

35.00%

30.00%

33 1%

25.00%

20.00%

21.2%
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10,2%

10.00%

5.00% 2.0%

0.00% L . :

Piém 6 Piém 7
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Biéu d6 2. Ty 1¢ danh gia chung vé bénh vién theo thang diém 10

Biéu d6 2 cho thiy, khi dénh gia chung vé& bénh
vién, ddi tugng déu danh gia bénh vién tir 6
diém dén 10 diém. Trong do, ty 1& ngudi nha
bénh nhi cho diém 9 1a nhiéu nhét (33,47%),
cho diém 6 14 it nhat (2,04%). Ty 1é trai nghiém
tich cuc chung ciia ngudi nha bénh nhi vé& bénh
vién dat 54,7% (ty 16 DTNC cho diém bénh
vién tir 9 trd 1én).

BAN LUAN

Két qua nghién ciru cho thdy, ty 1é ngudi nha
bénh nhi c6 trai nghiém tich cuc vé cham soc
ctia diéu dudng dao dong tir 44,5% dén 46,1%.
V& thai d6 ton trong, lich sy va léng nghe tir diéu
dudng, két qua thap hon so véi nghién ctru tai
Bénh vién Pai hoc Y Ha Noi nam 2018 (57,7%
va 50,2%) (10) va nghién ctru cia tac gia Fadi
Hachem (84,7% va 75,4%) (11). Trong do, nji
dung diéu dudng thuong ling nghe nhimg diéu
bay to dat ty 18 thdp nhét co thé giai thich do diéu
dudng 1a nhom NVYT c6 khdi luong cong viée

kha 16n khi diéu trj bénh nhi: cham soc, hudng
dan, giup do NB, hoan tat cac thu tuc HSBA.. ..
, hon nita viéc cham socs ddi twong 13 bénh nhi
cling phtrc tap hon so véi nguoi 16n. Pac biét
vao thoi diém bénh nhan déng, viéc diéu dudng
c6 thé bi qua tai cong viée khién viée ling nghe y
kién nguoi nha bénh nhi c6 phan bi han ché hon.

Ngoai ra, ty 18 trai nghiém tich cuc vé sy cham
soc cua bac si trong nghién ctru cao hon so vdi
két qua nghién ctru ciia tac gia Nguyén Thi
Huyén Tram vé6i cac ty 18 1an luot 1a 54,7%;
453% va 47,6% (10) va thap hon so véi két
qua cua Fadi Hachem véi ty 1€ 86,5%; 79,0% va
76,0% (11). Su khac biét nay c6 thé giai thich
do Bénh vién Dai hoc Y Ha Noi la bénh vién
tuyén dau, sd luong bénh nhan diéu trj thudng
qua tai do d6 su chdm soc cua bac si dbi véi
ngudi bénh co thé chua dugc sat sao so véi
bénh vién tuyén tinh.

V& moi trudong bénh vién, két qua cho thiy chi
¢6 30,2% d6i tugng cam thdy moi trudng xung
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quanh phong nam ciia bénh nhi dugc giit yén
tinh vao ban dém. Ty 1é nay twong duong két
qua nghién ctru ciia Nguyén Thi Huyén Tram
(10), va Cao Ngoc Anh tai bénh vién Pa khoa
tinh Nam Dinh (12), tuy nhién thip hon nghién
cuu cua Geoffrey va Jonathan tr nam 2007 —
2011 khi cho biét ty 16 nay ctua ho cao nhat
la 64,8% (13). Hién nay, bénh vién da c6 quy
dinh mdi nguoi bénh mot ngudi nha, dic biét
viéc tham hoi cling han ché trong bdi canh
dich bénh COVID-19, tuy nhién do diac thu
bénh vién diéu tri dbi tuong bénh nhi nén vi¢e
gii yén tinh ban dém 1a van dé twong ddi kho
khién ty 1¢ trai nghiém tich cyc vé ndi dung
nay con chua cao.

Vé kinh nghiém ciia ngudi nha bénh nhi trong
dot diéu tri nay, ty 16 TNTC vé noi dung bénh
nhi thuong dugc nhan vién bénh vién gitp di
vao phong vé sinh hodc giup ding bd tiéu mot
cach kip thoi chiém thdp nhat (30,3%). Diéu
nay c6 thé 1a do diéu dudng nhi c6 khdi luong
cong viéc kha nhiéu, cong viéc chim soc tré
nho ciing yéu cau ti mi hon, dic biét tinh trang
qua tai vao cac thoi diém giao mua, nhan lyc
thi han ché... din dén cong tic chim séc nguoi
bénh toan dién nhu gitp do vé sinh do6i khi con
chua kip thoi.

Dbi véi trai nghiém khi xuat vién nhin chung
nguoi nha bénh nhi cé trai nghiém tich cuc
tuong ddi cao so véi cac khia canh khac véi
cac ty 1€ 1a 64,2% va 84,6%. Nghién cuu cling
da chi ra, trong s6 245 DTNC c6 64,2% nguoi
nha bénh nhi dwgce nhan vién bénh vién hoi can
ngudi hay dich vu can thiét dé hd trg sau khi
xuat vién. So sanh véi két qua trong nghién ctru
clia tac gia Nguyén Thi Huyén Tram (6,8%) thi
ty 1& ndy cao hon nhiéu. Két qua nay c6 thé giai
thich do ddi twong ngudi bénh 14 tré em nén khi
ra vé mot ngudi nha vira phai giit tré vira phai
mang theo hanh 1y thi rat bat tién nén NVYT
tai cac khoa da chu dong hoi xem nguoi nha
bénh nhi ¢6 can trg gitp khong. Bén canh do,
6 84,6% dugc cung cap thong tin bang gidy to
hodc vin ban vé cac triéu ching hay van dé y té
can luu ¥ sau khi bénh nhi xuit vién. Céac gidy
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to & day chii yéu 1a don thude, cac thong tin vé
triéu chirg can luu ¥ ctia bénh...

V& n6i dung hiéu biét vé cham séc bénh nhi sau
khi roi bénh vién, két qua nghién ctru cho théy,
chi c6 15,9% DTNC rit dong y rang nhan vién
dwa trén y kién cta ngudi nha dé xac dinh nhu
ciu cham soc y t& ctia bénh nhi khi roi bénh
vién. Pong thoi chi c6 trén 20% DTNC rat dong
¥ rang da hiéu 15 nhitng viéc phai lam dé cham
soc stre khoe cho bénh nhi va muyc dich ciia moi
loai thuéc ma bénh nhi phai ding sau khi xut
vién. Két qua nay thap thap hon nhiéu so véi
nghién ctru tai bénh vién Pai hoc Y Ha Noi nam
2018 (10). Qua day co thé thdy rang tai Bénh
vién San Nhi tinh Ninh Binh chua thuc sy [am
t6t cong tac huéng dan cho ngudi bénh sau khi
roi bénh vién ciling nhu chua thyc sy quan tdm
dén nhu cau cham soc y té cua ho.

Danh gia tong thé vé Bénh vién c6 54,7% nguoi
nha bénh nhi c6 trai nghiém tich cuc vé bénh
vién. Két qua nay tuong dwong véi nghién ctru
tai Bénh vién Pai hoc Y Ha No§i nam 2018 véi
59,1% va cao hon nhiéu so v6i két qua tai Bénh
vién Pa khoa tinh Nam Dinh nam 2019 véi
16,04% (10, 12). Nhin chung, d4y 14 thang diém
t6t, cho thdy da phan DTNC di c6 danh gia kha
t6t vé& bénh vién.

V& han ché, nghién ctru méi chi khao sat trai
nghiém cta ngudi nha theo phuong phap dinh
lugng ma chua st dung phuong phép dinh tinh
dé tim hiéu sau hon vé nhiing nguyén nhan,
qua trinh ma nguoi nha bénh nhi c6 nhiing trai
nghiém chua tich cyc. Thém vao d6 nghién curu
cling mai chi thyc hién trén ddi twong nguoi
nha bénh nhi diéu tri ndi tra ma chua c6 nguoi
nha bénh nhi ngoai tra. Viéc thyc hién diéu tra
cit ngang nén két qua chi danh gia duoc tai thoi
diém nhét dinh.

KET LUAN

Nhin chung, trai nghiém nguoi bénh cua nguoi
nha bénh nhi tai Bénh vién San Nhi tinh Ninh
Binh khé tét véi trén 50% DTNC cho diém tir
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9 tré 1én. Tuy nhién, bénh vién can ¢o nhirng ké
hoach nham cai thién mot s6 ndi dung co ty 16
trai nghiém tich cuc chua cao nhu moéi truong
bénh vién, hiéu biét cia ngudi nha vé chiam soc
bénh nhi sau khi ro1 bénh vién.
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The experience of inpatient pediatric patients’ relatives at Ninh Binh
Obstetrics and Gynecology Hospital in 2021

Nguyen Thi Thuy Anh', Nguyen Thi Hoai Thu’, Le Thi Thao Ly*, Nguyen Thi Thu Ha’
INinh Binh Obstetrics and Gynecology Hospital
? Hanoi Medical University

Objective: Describe the experience of inpatient pediatric patients’ relatives at Ninh Binh Obstetrics
and Gynecology Hospital in 2021. Methods: A cross-sectional descriptive study carried out on 245
inpatient pediatric patients’ relatives at Ninh Binh Obstetrics and Gynecology Hospital from July
2021 to April 2022. In this study, we used a set of questionnaires to assess service users’ experience
of medical facilities and health care systems (Consumer Assessment of Healthcare Providers and
Systems — CAHPS) developed by the US Agency for Healthcare Research and Quality (AHRQ).
Results: Overall assessment of the hospital, the rate of positive experiences of the patients’ relatives
at the hospital reached 54.7%. In which, positive experience on hospital discharge accounted for
the highest rate (over 64%). The aspect of doctor and nursing care accounted for over 40% of
positive experiences. The subsection on experience in this treatment of the patients’ relatives had
the highest positive experience rate with 43.8%. Besides, the hospital environment were positively
experienced by relatives of pediatric patients, from 30 to 35%. The understanding of care after
leaving the hospital had the lowest positive rate <30%. Conclusion: The overall positive experience
rate of patients’ relatives were above 50%. Further studies are needed to understand the causes and
processes by which the patient’s family members have negative experiences at the hospital.

Keywords: Experience, CAHPS, Family members of pediatric patient, Inpatient treatment, Ninh
Binh Obstetrics and Gynecology Hospital.
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