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Muc tiéu: Nghién ctru nhim dénh gia sy hai 1ong cta ngudi bénh kham bénh ngoai trii tai khoa Kham
bénh-Bénh vién Quan Dan'Y 16 nam 2023.

Phwong phép nghién ciru: Thiét ké nghién ctru mo ta cit ngang thu thap trén 147 ngudi bénh kham
ngoai tri bang phuong phap phong van dinh lugng, st dung bang kiém ctia B§ Y té theo Quyét dinh
3869/Qb-BYT.

K#ét qua: Nghién ciru cho thiy diém trung binh su hai 10ng chung dat 4,09 + 0,71 diém, v&i 78,9% hai
1ong (gom rét hai 1ong va hai long). Két qua sy hai long theo cac khia canh nhu sau: Kha ning tiép can
(74,15%), Thi tuc kham chira bénh (80,14%), Co so vat chit kham chira bénh (75,94%), Thai do trng xur,
nang lyc chuyén mén nhan vién y té (89,29%), Két qua cung cap dich vu (81,29%). Mot sb yéu t lién
quan dén sy hai long duoc chi ra trong nghién ciru 1a gidi tinh nit, ¢6 sir dung bao hiém y té va thu nhap
binh quan ¢4 nhan >5 triéu/thang, su khac biét c6 ¥ nghia thong ké véi p<0,05.

Két luan: Két qua nghién ctru cho thy thuc trang su hai 1ong ciia ngudi bénh kham bénh ngoai tri tai
khoa Kham bénh con thap hon so vdi ky vong cia bénh vién va so v6i cac nghién ctru khac, dac biét 1a

khia canh Kha ning tiép can va Co s vat chit kham chita bénh.

\T w khod: Sy hai long; Diéu tri ngogi tru; Nguoi bénh. )

PAT VAN PE

Sy hai 10ng c6 nhiéu cach hiéu khac nhau, véi
quan diém duogc nhiéu su déng thuan, sy hai
long 1a mdt trang théi cua khach hang khi ho
dugc thoa man tham chi vuot qua nhitng gi ho
mong mudn tir san pham hay dich vu. Véi xu
hudng kinh té-xa hoi phat trién, nhu cau cham
soc bdo vé suc khoé cua nguoi dan ngay mat
nang cao, bén canh chét luong kham va diéu
tri, viéc xay dung cac dich vu y té trong cong
tac tham kham nham dat dugc sy hai long cua
nguoi bénh dan duge chii ¥ hon. Ban chit ctia
su hai long la sy viéc dap tng dugc cac mong
doi cua dbi tuong, trong pham vi dac thu dbi
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tuong nghién ctru 1a nguoi bénh, sy mong doi
ctia ngudi bénh c¢6 nhiéu dic diém mang tinh
dic trung khéac so voi nhu cau cua cac nganh
nghé khéac (1). Do d6 nghién ctru dénh gia su
hai 10ng trong nhimg thap ky gan day dugc sy
quan tam rat 16n tai nhiéu nudc, va trd thanh
quy trinh dinh ky hang thang hodc hang quy ¢
mot s6 bénh vién 16n (2). Két qua sy hai long
chung mét s6 nghién ctru tai Pai Loan nim
2009 1a hon 80% (3) va tai Buc nam 2011 la
80,1% (4). Mot s6 nghién ctru béo céo trong
nuée c6 két qua da dang tir mirc do hai long
cao voi 91,1% (5) hoac chi dat & mirc thép
45,65% (6). Co thé thay két qua sy hai long
nguoi bénh vé dich vu y té co su phan hoa trén
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khoang rong duoc 1y giai do sy khac biét vé
thoi gian, dia diém nghién ciru. Viée danh gia
thuc trang su hai long nguoi bénh 1a hoat dong
quan trong trong chién lugc ning cao chat
lwong dich vu y té trong nude. Bénh vién Quéin
DanY 16 la bénh vién hang II, thyc hi¢n kham
diéu tri ngoai tri hang ngay dao dong tir 300-
600 bénh nhan, doi hoi ning cao chat luong
dam bao su hai 1ong cta ngudi bénh vé chat
lwong dich vu y té. Do vy, chiing t6i tién hanh
nghién ctru ndy nham mo ta thuc trang hai long
cua nguoi bénh kham ngoai tra tai khoa Kham
bénh bénh vién Quan Dan y 16 nam 2023 va
mot sb y té lién quan.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ctru: Nghién ctru mé ta cat ngang.

Thoi gian va dia diém nghién ciru: Nghién
ctru duoc tién hanh tai khoa Kham bénh-Bénh
vién Quan Dan y 16 v&i thoi gian thu thap sd
lidu tir thang 6/2023 dén hét thang 7/2023.

Poi trgng nghién ciru: Nguoi bénh ngoai tra
dén kham tai bénh vién Quan Déan y 16.

Tiéu chudn lya chon: Pu 18 tudi, hé dan su,
dt nhén thuc tham gia nghién ctru va da thuc
hién du cac dich vy y té cho lan kham bénh.

Tiéu chuan logi tru: Nhitng nguoi bénh la
nhan vién hodc c6 nguoi nha 1a nhan vién
bénh vién.

C& mau va phuong phap chon miu: Ching
t6i sir dung phuong phap udc luong c¢& mau
cho mot ty 18 v6i két qua ty 18 nguoi bénh
hai long chung cua tac gia Nguyén Ngoc Tuy
(2021) (7) 1a 72%.

, p(1-p)

n= (1-a/2) &

Z = 1,96 v6i do tin cay 95%, p=0,72 va sai
s6 chip nhan d=0,05 va ¢& mau tbi thiéu 1a
n=121; v&i phuong phap chon mau toan bo
ngudi bénh dén kham theo mot s6 ngay cd
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dinh chung t6i da thu thap dugc 147 d6i twong
pht hop trong khoang thdi gian chon mau.

Bién s0 nghién ctru chinh

Bdc diém chung doi twong nghién ciru: Tudi,
gidi tinh, trinh do hoc van, nghé nghiép, ty 1¢
st dung bao hiém y te.

Sw hai long ngwoi bénh: Panh gia trén 5 khia
canh Hai long vé Kha ning tiép can (5 yéu
t6), Hai long vé Thu tuc kham chira bénh (10
yéu t6), Hai long vé Co sd vat chat kham
chira bénh (8 yéu té), Hai long vé Thai do
ung Xt’r nang luc chuyén mon nhan Vién y té
(4 yéu to) Hai 1ong vé Két qua cung cap dich
vu (4 yéu t6). Panh gia két qua diém hai long
chung, ty 1€ hai long chung.

Tiéu chudn danh gia

Céch tinh ty 18 hai long chung bang cach tinh
tong sd cau tra 10i muc 4 (hai long) va muc
5 (rat hai long) cta tong toan bd DTNC chia
cho tong s cau tra 1oi.

Céch tinh diém trung binh bang cach tinh
tong diém trung binh cua timg DPTNC chia
cho tong s6 DPTNC (8).

Phuwong phap thu thap sé liéu: Sau khi ddi
tugng nghién ctru hoan tt kham dén 1ay thudce
tai quay duoc, didu tra vién (02 diéu dudng
khoa kham bénh) tién hanh giai thich muc
dich ¥ nghia va phat phiéu phong van cho dbi
tuong nghién curu tra 101, trong qua trinh tra
101 diéu tra vién hd trg giai dap cac thac mac
ctia ddi tuong nghién ctru. Cong cu danh gia
la bénh an nghién ctru xay dyng dya trén bang
kiém cua BO Y té theo Quyét dinh 3869/QD-
BYT Ban hanh cac mau phiéu va huéng dan
khao sat hai long ngudi bénh va nhan vién
y t& (Mau phiéu s 2 ap dung cho ddi twong
ngudi bénh dén kham ngoai tra) (8).

Phwong phap phén tich s6 lidu: Xir 1y s6 liéu
dinh luong (gia tri trung binh, do 1&ch chuén),
xtr 1y s6 lidu dinh tinh (ty 1¢ %), dénh gia lién
quan tinh ty suat chénh (OR 95%CI), két qua
c6 ¥ nghia thong ké véi p-value <0,05.
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Pao dirc trong nghién ciru: Nghién ciru mo ta
cat ngang dam bao chép hanh 13 quy tic nghién
ctu Y sinh hoc va dugc thong qua hoi déng dao
dire trudng Pai hoc Y té Cong cong theo hd so
ma s6 023-268/2023/Y TCC-HD3. PTNC duoc
quyén rat khoi nghién ctru bt ky thoi diém nao

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 07, S6 06-2023)

Journal of Health and Development Studies (Vol.07, No.06-2023)

va dugc bao mat thong tin ca nhan.

KET QUA

Pic diém chung ddi twong nghién ciru

Bang 1. Két qua dic diém chung ddi twong nghién ciru (n=147)

Pic diém S6 lwong Ty 18 (%)
<40 tudi 49 33,3%
Tudi >40 tudi 98 66,7%
X + SD (tudi) 37,4+ 123
. Nam 43 29,3%
Gidi
N 104 70,7%
Trung hoc co so/trung hoc phd thong 120 81,6%
Trinh d6 hoc van  Pai hoc/cao déng 25 17,0%
Sau dai hoc 2 1,4%
Nong dan/cong nhan 98 66,7%
Nghé nghiép Cong churc/vién chirc 17 11,6%
Khac 32 21,7%

Két qua nghién ctru trén 147 déi tuong nghién
ctru véi tudi trung binh 1a 37,35 + 12,25 tudi,
chu yéu 13 nhom tudi <40 tudi (33,3%). C6
70,7% la nit véi ty 18 nam/nit 13 1/2,4. Vé trinh
d6 hoc van, c6 81,6% DTNC dat trinh do trung
hoc co so/trung hoc phd thong, 17% trinh do

dai hoc/cao déng va 1,4% trinh d6 hoc van sau
dai hoc. Vé dac diém nghé nghi¢p, chu yéu
DTNC c6 nhom nghé Nong dan/cong nhan voi
66,7%, cong chuc/vién chuc 1a 11,6%.

Panh gia sy hai long ngwoi bénh ngoai tra

Bang 2. Két qua s hai 1ong trén tirng khia canh (n=147)

Piém Hai long chung

Khia canh

Trung binh D§ léch chuin S6 lwong Ty 1 %

Hai Iong vé Kha nang tiép can (5 yéu t6) 4,05 0,87 109 74,15
Hai 1ong vé Thu tuc kham chirabénh (10 yéu td) 4,15 1,21 118 80,14
Hai long vé Co s6 vat chit kham chita bénh 4,12 0,94 112 76,19
(8 yéu t0)

Hai long vé Thai d6 tmg xir, ning luc chuyén 4,28 1,75 131 89,11
mon nhan vién y t€ (4 yeu t0)

Hai long vé Két qua cung cap dich vu (4 yéutd) 4,18 0,19 132 89,79
Diém trung binh hai 1ong chung 4,09+0,71
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Két qua vé diém va ty 16 hai long chung trén timg (4 yéu t6) véi 89,79%, thap nhat 1a Hai long vé
khia canh cho thdy khia canh dat ty 1¢ hai long ~ Kha ning tiép can (5 yéu t6) v6i 74,15% tuong
cao nhét 1a Hai 1ong vé Két qua cung cip dich vy tmg 4,18 £ 0,19 diém va 4,05 + 0,87 diém.

Bang 3. Két qua danh gia ctia ngudi bénh (n=147)

Nhin dinh Két qua

Dap img mong doi ngudi bénh (theo thang diém 100) 78,18 + 19,21 diém
Nhu ciu quay lai va/hoic giéi thiéu nguoi khac t6i kham (n=147)

Chiéc chan khong bao gio quay lai n(%) 2 (1,36%)
Khong mudn quay lai nhung c6 it lwa chon khac n(%) 18 (12,24%)

C6 thé s& quay lai n(%) 31 (21,09%)
Chéc chin s& quay lai hodc gi6i thiéu cho ngudi khac n(%) 96 (65,31%)

Trén thang diém 1-100, diém s6 ngudi bénh 19,21 diém. Trong d6 c6 2 DTNC chic chin
danh gia chat lugng dich vu y té cua khoa  khong bao gio quay lai va 18 DTNC khéng
Kham bénh dap ung mong doi 1a 78,18 £ mudn quay lai nhung it lya chon khéc.

Rat hai long,
Chua hai long, 8.2
21.1

Hai long. 70.7

Biéu dd 1. Két qua sy hai l1ong chung ciia ngudi bénh (N=147)

Két qua danh gia ty 1& hai long chung cua
nguoi bénh ngoai tra trong nghién ctu cho o )
thiy c6 8,2% rat hai long va 70,7% hai long, M@t s0 yéu to lién quan dén sy hai long
¢6 21,1% chua hai 1ong (binh thuong, khong ~ Ngwoi bénh ngoai tra

hai 1ong, rat khong hai 1ong).
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Bang 4. Mot s6 yéu t6 lién quan dén s hai 1ong clia ngudi bénh (N-147)

Yéu t6 Két qua OR (95%CI)
Hailong  Chua hai long p
Tudi >40 tudi 77 21 0,94 p=0,418
<40 tudi 39 10 (0,71-2,11)
Gidi tinh Nit 85 19 1,73 p=0,001
Nam 31 12 (1,19-3,41)
Bao hiém y té Co 111 24 6,48 p=0,021
Khong 5 7 3,58-8,31
Thu nhdp binh  >5 tri¢u/thang 100 22 2,56 p=0,014
quan <5 triéu/thang 16 1,89-3,41
Khoang cach <3km 19 0,56 p=0,084
dén bénh vién >3km 97 23 0,18-1,02

Mot s6 yéu td lién quan dén su hai 1ong lién
quan ngudi bénh bao gdbm Gidi tinh nit (OR
1,73 95%CI 1,19-3,41) p=0,001, Co str dung
bao hiém y té (OR 6,48 95%CI 3,58-8,31)
p=0,021 va Thu nhdp binh quan c4 nhan
>5 tri¢u/thang (OR 2,56 95%CI 1,89-3,41)
p=0,014. Sy khac biét cac nhom lién quan dén
3 yéu t6 trén c6 ¥ nghia thong ké véi p<0,05.

BAN LUAN

Két qua nghién ctru vé dic diém chung ngudi
bénh, nghién ctu ctia ching t6i cho thay
tudi trung binh 37,35 + 12,25 tudi vi nhom
tudi cao nhit 1a >40 tudi (66,7%). Tuong tu
v6i nghién ctru ciia Tran Thi Ly (2023) (9)
voi 42,0% doi tugng <40 tudi, nghién cuu
cua Huigang Liang (2021) (10) véi 48%
dbi twong <35 tudi, khac so v6i nghién ctru
Truong Vin Hiéu (2022) (5) véi 68,6% do
tudi tir 25-60 tudi. C6 70,7% la nit véi ty 1&
nam/nir 1a 1/2,4, khac so v6i Huigang Liang
(2021) v6i 43,19% nit, Tran Thi Ly (2023) (9)
v6i 34,4% nit va Truong Van Hiéu (2022) (5)
v6i 46,9% nit. V& dic diém trinh d6 hoc van
c6 81,6% dat trinh do trung hoc co so/trung
hoc phé thong, 17% trinh do dai hoc/cao dfmg
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va 1,4% trinh do hoc vén sau dai hoc. Vé dic
diém nghé nghiép chu yéu 1a nhém nghé
Noéng dan/coéng nhan véi 66,7%, cong chic/
vién chirc 1a 11,6%.

Két qua vé diém va ty 1 hai long chung trén
ting khia canh cho thdy khia canh Hai long vé
Kha ning tiép can (5 yéu td), Thu tuc kham
chira bénh (10 yéu td), Co s& vat chat kham
chita bénh (8 yéu t5), Thai d6 ung xir, ning
luc chuyén mon nhén vién y & (4 yéu t6), Két
qué cung cap dich vu (4 yéu t) co két qua sb
diém lan luot 1a 4,05 + 0,87; 4,15 + 1,21; 4,12
+0,94; 4,28 + 1,75; 4,18 £ 0,19. Két qua cho
biét s6 diém trung binh tong toan b cac khia
canh 124,09 + 0,71. Két qua cta chiing t6i thap
hon so véi Truong Vin Hiéu (2022) (5) véi
4,52 £ 0,49 diém khi nghién ctru & bénh vién
Ring ham mit Trung uong, thip hon so véi
nghién ctru cua Pao Duy Quan (2022) (11) véi
4,32 £0,4 diém. Sy khéc biét budc dau duoc
giai thich do su khac biét vé dic diém phéan
cap bénh vién khi bénh vién chung toi nghién
ctru 1a Bénh vién Quan Dan Y 16 tuong duong
bénh vién hang B-C gap nhiéu khé khian hon
s0 Vi cac bénh vién tuyén trung uong cia tac
gia Truong Vian Hiéu (2022) va tac gia Pao
Duy Quan (2022) (5),(11). Trong d6 danh gia
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két qua sy hai 10ng trén 5 khia canh cho thay
khia canh diém thap nhat 1a Kha nang tiép can,
véi dac thu bénh vién Quan Dan y chung to6i
chua xdy dung dugc quy trinh dua hinh anh
bénh vién va dua su thuan tién tiép can bénh
vién dén nguoi bénh t6t nht trong khi co ché
thi truong khién hau hét cac bénh vién khac
thay d6i tu duy tiép can bénh nhan ngay mot
khéc. Panh gia két qua vé ty 18 hai long chung
ctia 5 khia canh 1an luot nhu trén 13 13 74,15%;
80,14%; 76,19%; 89,11% va 89,79%. Vi ty
1€ hai long chung dat 78,9%. Nghién cuu cua
ching t6i cho thay vé ty 1& hai long chung
trong dong véi Pao Duy Quan (2022) (11)
v6i 76,5% nguoi bénh hai long, con sd nay &
Truong Vin Hiéu (2022) (5) ghi nhan két qua
cao vai 91,1%. Trong d6 yéu té thap nhat van
la Kha nang tiép can. Do d6 bénh vién can
xdy dung quy trinh tiép can cho nguoi bénh
bang cach nao dé gitip cho nguoi bénh dé tiép
can dén bénh vién bang cac phuong phap day
manht truyén thong, thong tin, xdy dung hé
thdng bién béao, dudng 16i di trong, ngoai bénh
vién, tir d6 nang cao ty 1¢ hai long nguoi bénh
vé kha nang tiép can bénh vién. Chung t6i khao
sat danh gia mrc d¢ dap ung cua bénh vién so
v6i ky vong ngudi bénh khi dén kham, két qua
cho thiy sb diém trung binh dat dwoc 1a 78,18
+ 19,21/100 diém, trong d6 co 13,6% ngudi
bénh cho biét khong mudn quay lai kham hoac
khong giéi thiéu cho ngudi khac dén kham.
Két qua nay cao hon nhiéu so v6i nghién ciru
ctia Tran Thi Ly (2023) (9) vdi 1,1%.

Panh gia mot s yéu t6 lién quan dén sy hai
long ctia nguoi bénh ngudi bénh, két qua cho
thdy nguoi bénh nir (OR 1,73 95%CI 1,19-
3,41), C6 str dung bao hiém y té (OR 6,48
95%CI 3,58-8,31) va Thu nhap binh quan ca
nhan >5 tri¢u/thang (OR 2,56 95%CI 1,89-
3,41) c6 muc hai 1ong vé dich vu kham bénh
cao hon nhém con lai, cac yéu td gidi tinh, co
sir dung bao hiém y té va thu nhap binh quéan
ca nhan két qua sy lién quan co ¥ nghia thong
ké v&i p<0,05. Két qua cho thay yéu t6 co
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sir dung bao hiém y té c¢6 tac dong dén murc
d6 mong doi va két qua hai long ngudi bénh.
Trong khi nghién ctru cua tac gia Truong Van
Hiéu (2022) (5) bao cdo chi co yéu tb dia cu
anh huong dén kha niang hai long c6 ¥ nghia
thong ké. Két qua cho thay trong nghién ciru
ctia chung t6i DPTNC c6 nhiéu dic diém lién
quan anh huong dén tam Iy hai 1ong hon so
v6i cac nghién ctru khac.

Két qua nghién ciru con gip han ché do ¢&
mau nghién ctru chua 16n, thoi gian nghién ctru
ngén thu thap dit liéu trong 2 thang, chua mang
tinh dai dién cho bénh vi¢n trong khoang thoi
gian dai va chua dai di¢n cho cac bénh vién
khac trong khu vyuc tinh Binh Phudc.

KET LUAN

Nghién ctru danh gia sy hai long nguoi bénh
kham ngoai tra tai khoa Kham bénh-Bénh
vién Quan Dan Y 16 cho thy két qua vé sy
hai long ngudi bénh con thip véi sb diém
trung binh 1a 4,09 + 0,71 diém véi ty 1& hai
long chung 1a 78,9%. Trong do6 khia canh Kha
nang tiép can va Co s vat chat kham chira
bénh 13 2 khia canh c¢6 ty 1& hai long thap
nhat. Mot sb yéu t6 lién quan dén két qua hai
1ong 14 gi6i tinh nir, c6 str dung bao hiém y té
va thu nhap binh quan ca nhan >5 tri¢u/thang.

Két qua nghién ctru cho thiy can c6 sy cai
thién dé nang cao kha nang tiép can dich vu,
giam thoi gian cho doi kham va tra két qua.
Can cai thién diéu kién co s& vat chit cung
cép cac thong tin chi dan rd rang hon dé nang
cao chat lugng diéu tri, cai thién sy hai long
ctia nguoi bénh dén kham.

Loi cdm on: Chung t6i gtri 16 cam on dén ban
giam ddc bénh vién, lanh dao khoa Kham bénh
tao diéu kién cho chiing t6i hoan thanh nghién
clru va cam on dén nhitng ngudi bénh da tham
gia nghién ctru gian tiép gép phan nang cao
chét luong kham bénh ngoai trii cho bénh vién.
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Evaluation of OQutpatient satisfaction at the Department of Medical
Examination, 16th Military Hospital, in 2023

Nguyen Van Vuong', Pham Viet Cuong’
']16th Military Hospital
’Hanoi University of Public Health

The study aimed to evaluate the satisfaction of outpatients at the Department of Examination -
Military Hospital 16 in 2023. The design of a cross-sectional descriptive study was collected on
147 outpatients by quantitative interview method, using the checklist of the Ministry of Health
according to Decision 3869/QD-BYT. Research results show that the average overall satisfaction
score is 4.09+0.71 points, with 78.9% satisfied (including very satisfied and satisfied). Satisfaction
results according to the following aspects: Accessibility (74.15%), Medical examination and
treatment procedures (80.14%), Medical examination and treatment facilities (75.94%), Thai
Behavior and professional capacity of medical staff (89.29%), Service delivery results (81.29%).
Some factors related to satisfaction indicated in the study are female gender, using health
insurance and average personal income >5 million/month, the difference is statistically significant
with p<0.05. Research results show that the satisfaction status of outpatients at the Outpatient
Department is lower than the hospital’s expectations and compared with other studies, especially
in terms of Accessibility and Medical examination and treatment facilities.

Keywords: Satisfaction, Outpatient treatment, Patient.
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