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Muc tiéu: Nham danh gia sy hai long ciia nguoi bénh ddi véi cac dich vu y té tai Bénh vién Réang Ham
Mat Trung wong Ha Noi, dong thoi 1a co s& dé dua ra cac giai phap dong bd dé nang cao chat lugng
kham chira bénh tai bénh vién. Chung t6i tién hanh nghién ctru voi muc tiéu: Panh gia mirc d6 hai long
cua nguoi bénh ngoai tra dén kham va dicu tri tai Bénh vién Rang Ham Mat TW Ha No¢i nam 2021-2022

Phwong phap nghién ciru: Nghién ciru mé ta cit ngang, tién hanh tir thang 8/2021 dén thang 6/2022.
Str dung bang cau hoi ctia Mau phiéu khao sat y kién nguoi bénh ngoai tra ciia Bo Y Té theo quyét dinh
3869/QD-BYT nam 2019 trén 320 nguoi bénh dicu tri tai 8 khoa ngoai tri ctia bénh vién.

Két qua: Két qua nghién ctru cho thay ty 1 hai long chung dat 98,1%, trong d6 vé Théi d¢ g xir, ning
luc chuyén moén ctia nhan vién y té chiém ty 1& cao nht vi 98,7%. Ty 18 hai long thap nhat vé Co sé vat
chat va phuong tién phuc vu chiém 97,5%. Su hai long ctra ngudi bénh vé Kha ning tiép can, Sw minh
bach théng tin va thu tuc kham bénh, diéu tri c6 ty 1€ hai long lan luot 13 97,7% va 98,1%. Ngoai ra, danh
gia su hai 1ong vé6i bac si Rang ham mit, hau hét nguoi bénh cam thay hai 1ong v6i chuyén mon va ky
ndng cua bac si 98,7%.

Két ludn: Nguoi bénh dén kham va diéu tri tai Bénh vién Réang Ham Mat Trung wong Ha Noi ¢o ty 1€

hai long cao trén 90% ¢ tat ca cac tiéu chi. Bénh vién nén bo sung céc tu giltu d6 cho nguoi bénh ngoai
trtt dén kham va dicu tri d€ nang cao sy hai long ciia ngudi bénh voi bénh vién.

Tir khoa: Hai long, bénh vién, nguoi bénh, ngoai tru, khao sat, bénh vién Rang Ham Mat.
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PAT VAN PE bénh vién, trong d6 nhom tiéu chi bao dam hai
long nguoi bénh 1a mot trong ndm nhoém tiéu
chi phuc vu danh gia chét luong bénh vién.
(Thoéng tu 19/2013/TT-BYT ngay 12/07/2013

do B6 truong Bo y té ky) (1).

Trong nhitng ndm gan day, Chinh phu d co
nhitng cam két manh mé trong viéc ting cudng
cai cach chat luong dich vu cong, hudng toi
xay dung Chinh phu phuc vy, kién tao. Trong
linh vuc y té, BO Y té d4 ban hanh nhiéu chinh
sach quan trong dé thuc diy qua trinh cai cach

Trong bdi canh dich vu nha khoa hi¢n nay, dac
biét 1a cac dich vu ngoai tri dugc cung cép boi

nganh y theo huéng “lay ngudi bénh 1am trung
tam”, pht hop v6i xu huéng chuyén dich tién
bo cua y té thé gioi. Tir nam 2013, BO Y té
d3 ban hanh bo tiéu chi danh gia chét luong
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nhiéu co sé y té cong 1ap ciing nhu dan 1ap
ngay cang dugc nang cao chat lugng, nhiing
nim gan day Bénh vién RHM Trung wong Ha
Noi da tich cuc 4p dung nhiéu giai phap hudng
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to1 viée nang cao chét lugng cua dich vu kham
chita bénh nham néng cao sy hai 1ong cta ngudi
bénh. Dé thyc hién Quyét dinh 4939/QD- BYT
ctia B truong Bo y té (2), trién khai Dé an Do
ludng su hai 1ong cia ngudi dan ddi véi dich vy
y té cong va danh gid nhan xét khach quan cia
nguoi bénh déi véi cac dich vu y té tai Bénh vién
Ring Ham Mt Trung wong Ha Noi, dong thoi
13 co s& dé dé ra cac giai phap dong bo dé nang
cao chat lugng kham, chita bénh tai Bénh vién,
chiang t6i tién hanh nghién ctru dé tai: “Pdnh
gid mike d6 hai long va mot s6 yéu 16 lién quan
cua nguoi bénh ngoqi tru dén khdm va diéu tri
tai Bénh vién Rang Ham Mat trung wong Ha
Noi nam 2021-2022” vo1 muc ti€u sau: Panh
gia murc do hai long cua nguoi bénh ngoai tru
dén khém va diéu tri tai Bénh vién Rang Ham
Mat TW Ha Néi nam 2021-2022.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ctru: Nghién ciru mo ta cit
ngang.

Thoi gian va dia diém nghién ciru: Tir thang
8/2021 dén thang 6/2022 tai 8 khoa ngoai tra cua
Bénh vién Rang Ham Mat Trung wong Ha Noi.

Poi twgng nghién ciu: Nguoi bénh truong
thanh (>18 tudi) vira két thuc dot didu tri
ngoai tru.

Tiéu chuan lya chon: Nguoi bénh c6 du nang
luc dé tra 101 cac cau hoi diéu tra va dong ¥
tham gia vao nghién clru va tu nguyén tham
gia nghién cuu.

Tiéu chudn logi trir: Cac ngudi bénh dudi
18 tudi; nguoi bénh méc cac bénh tdm than,
khong c6 kha ning kiém soat hanh vi.

C& miu va phuong phap chon miu: Co
mau nghién ctru dugc tinh theo cong thirc:

. p(1-p)
(1-a/2) p82
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Trong do:
-n: ¢& mau can thict.

-o: mirc y nghia théng ké (chon a=0,05 tmg
voi do tin cdy 95% thay vao bang ta dugc
=1,96.

-p: ty 1¢ nguodi bénh hai long voi dich vu
kham, chita bénh dya trén nghién ctru trudc
d6 cua Nguyén Thi Ha véi p= 0,569*

-&: khoang sai 1éch turong ddi, bang 0,1.

Thay vao cong thuc, ta dugc n=291. Nhom
nghién ctru da thu thap sb liéu ciia 320 ngudi
bénh.

Bién s nghién ctru chinh: 1/ Bién s6 dac diém
dbi twong nghién ctru: tudi, gidi tinh, trinh do
hoc vén,...; 2/ Bién s6 danh gia tong quan; 3/
Bién s6 muc do hai long cia ngudi bénh: Kha
ning tiép can (Bién bao chi dan d& nhin; 16i
di hang lang béng phéng...); Su minh bach
thong tin va thu tuc kham bénh, diéu tri (quy
trinh niém yét 15 rang; gia niém yét rd rang. ..);
Co s& vat chat va phuong tién phuc vu nguoi
bénh (Phong cho dii ghé ngdi; dam bao riéng
tu...); Thai do ung x1r, nang lyc chuyén mon
ctua nhan vién y té (thai ¢ cta nhan vién y té;
nhan vién phuc vu...); Su hai long véi bac si
Rang Ham Mat (Béc si ludn ding hen; Bac si
¢6 chuyén mén...); Két qua cung cip dich vu
(Két qua dap ung dugc mong doi; ...).

Phuong phap thu thap s6 liéu: Phuong phép
chon mau: chon mau thun tién. Mau nghién
cuu gém 320 nguoi bénh; dugc thu thép tai 08
khoa ngoai tri; mdi khoa tién hanh chon ngau
nhién nguoi bénh dén diéu tri ngoai tru tai khoa,
phong véan cho dén khi dii 40 ngudi bénh.

B0 cong cu dua trén bang ciu héi ctia Mau
phiéu khao sat y kién nguoi bénh ngoai tra
ciia Bo Y Té theo quyét dinh 3869/QD-BYT
nam 2019 @; sira d6i mot sé ndi dung cua
bang cau hoi dé phu hop hon véi chuyén
nganh Rang Ham Mat.
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Xir Iy va phén tich s6 liéu: S6 liéu thu thap
dugc tir cac phiéu s& duoc nhap vao may tinh
va phan tich bang phan mém SPSS 20.0 v&i
mot sd thuat toan thong ké. Thang do sy hai
long sir dung thang do ctia B Y T¢é theo quyét
dinh 3869/Qb-BYT nam 2019 (3).

Pao dirc trong nghién ctru: Nghién clru tuan
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thi quy dinh vé dao dirc nghién ctru va dugc
thong qua Hoi dong dao dirc Bénh vién Ring
Ham M3t Trung wong Ha Noi theo quyét dinh
56 669/QD-BVRHMTW ngay 05/8/2021.

KET QUA

Pic diém chung cua cac doi twong nghién ciru

Biang 1. Thong tin chung vé déi twong nghién ctru

<. 3% Tan sb Ty 1€
Dac diem (n=320) (%)
18 — 20 tudi 97 30,3
a 20 - 40 tubi 170 53,1
Tuoi (nam) .
41 — 60 tudi 35 10,9
> 61 tudi 18 5,6
Nam 109 34,1
Gidi tinh
Nir 211 65,9
R Kinh 318 99,4
Dan toc
Khac (Tay) 2 0,6
Tinh trang hon Ddc than 224 70,0
nhén ba 1ap gia dinh 96 30,0
Chua di hoc bao gio 0 0
Tiéu hoc 0
Trinh do b Trung hoc co s& 2,8
V;{:ln @ nec Trung hoc pho thong 80 25,0
Trung cap 20 6,3
Cao déng va Pai hoc 185 57,8
Sau Pai hoc 26 8,1
Hoc sinh, Sinh vién 134 41,9
Nong dan 7 2,2
Cong nhan 17 5,3
Nghé nghiép  Kinh doanh tu do 60 18,8
Vién chuc 32 10,0
Tri thirc 54 16,9
Khac 16 5,0
. Dudi 100 triéu 256 80,0
Thu nhap trung =157 00 tricu 48 15,0
binh hang nam
Trén 200 triéu 2 0,6
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Dbi tuong nghién ctru c¢6 ngudi bénh 1 nir
giéi chiém ty 1& cao hon véi 65,9%, ngudi
bénh 1a nam giéi chiém ty 1& thap hon vai
34,1%. Trong s ngudi bénh dén kham, nhom
tudi 21 — 40 chiém ty 18 cao nhat, v6i 53,1%;
nhoém ngudi bénh > 60 tudi, chiém ty 18 thap
nhit v6i 5,6%. Dbi tugng nghién ciru chu yéu
1a dan toc Kinh chiém 99,4% con cac dan
toc khac chi 1a 0,6%. Trong nhom ddi tugng
nghién ctru, nhém c¢6 trinh do cao dfmg va dai
hoc chiém ty 1 chinh (57,8%), khong c6 dbi
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tuong nao chua di hoc va trinh do tiéu hoc.
Téng s6 dbi tuong tu trinh do cao déng tro 1én
1a 211 ngudi, chiém 66%, trinh do tir trung
hoc phd thoéng tré 1én 13 311 ngudi, chiém
t6i 97,2%. Vé nghé nghi€p, nhom hoc sinh,
sinh vién chiém ty 1¢ cao nhét (41,9%), nhoém
nghé nghiép nong dan it nhat vai 2,2%. Mic
thu nhéap trung binh hang nam cia nhom dbi
tugng nghién ctru tip trung chi yéu & nhom
dudi 100 tri¢u/nam (80%).

Bang 2. Su hai 1ong ciia nguoi bénh dbi véi mot so tiéu chi

Sw hai long ctia ngwoi bénh voi Piém TB Ty 1€ hai long
Kha ning tiép can 43 97,7
Su minh bach thong tin va thu tuc kham bénh, diéu tri 43 98,1
Co s& vat chat va phuong tién phuc vu 4,1 97,5
Théi d6 tmg xir, nang luc chuyén mon cua nhan vién y té 4,6 98,5
Bac si Rang Ham Mt 4.5 98,7

Danh gia vé kha nang tiép can thong tin,
muc do thuan tién khi di chuyén dén cac
dia diém tham kham cua ngudi bénh, ty 18
ngudi bénh cam thay hai long khé cao, trén
95%. Panh gid vé sy minh bach thong tin
va thu tuc kham bénh, diéu tri, ty 1€ nguoi
bénh cam thiy hai 1ong chiém ty 18 rét cao,
trén 95%. Hau hét ngudi bénh cam thay hai
long véi cac co sé vat chat, trang thiét bi
phuc vu cta bénh vién, vdi muc do hai long
cao nhét vé sanh, phong chd sach sé&, thoang
mat; khu kham bénh dam béao an ninh trat
tu va dung cu duogc tiét trung véi 98,7%.
Nguoi bénh nhan xét hai long vé thai do
ung xu, nang lyc chuyén moén cua nhan
vién y té chiém ty 1¢ rit cao, véi hon 97,8%.
Danh giad sy hai long vdi bac s Rang ham
mat, hau hét nguoi bénh cam thay hai long
v61 chuyén mon va k§ nang cua bac si (véi
ty 1€ >98%). Tu cac tiéu chi trén, ty 1¢ hai
long chung ctia ngudi bénh ngoai tri dén
kham tai bénh vién 1a 98.1%.

Bén canh do, trong bo cau hdi c6 cau hoi
“Ong/Ba c6 ¥ kién gi khac, xin ghi r3?”, nhom
nghién ctru da thu thap dugc mot sé gop ¥ cua
nguoi bénh nhu sau: Bénh nhan ngoai tra tr
cac tinh thanh khac dén khong c6 khu vuc gt
dd; Khu vyc tréng giit xe clia bénh vién con
chat choi.

BAN LUAN

Danh gia sy hai 10ng ciia nguoi bénh vé kha
nang tiép can co so dich vu gdm 5 tiéu chi,
tidu chi c6 d6 hai long cao nhat 1a nguoi bénh
c6 thé tim hiéu cac thong tin va dang ky kham
qua dién thoai, trang tin dién tur (website) cia
bénh vién mot cach thuan tién (98.4 %). Két
qua nay cao hon hin két qua trong nghién
ctru nam 2020 cua Bui Thi Hai, ¢6 té1 9,4 %
ngudi bénh khong hai 1ong vé kha nang tiép
can thong tin tir xa va tai thoi diém d6(4). Cac
co s6¢ nha khoa cong 1ap chua c6 dat hen qua
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dién thoai, day 1a thay dbi cho thy sy vuot
troi ro rét cia bénh vién. Viée c6 thé tim hiéu
thong tin va dat hen qua dién thoai, trang web
da gitip nguoi bénh chu dong sip xép lich
trinh kham chira bénh an toan cung bac si,
giam thiéu nguy co lay nhiém trong dai dich
cho ban than va cong dong.

Céc tiéu chi lién quan dén quy trinh kham
chita bénh, bang gia dich vu dugc niém yét ro
rang, nhan vién y t& dén tiép hudng dan niém
nd, tan tinh déu dat ti 1¢ hai long rat cao, trén
98%. So sanh vai két qua cta cac nghién ctru
tuong tu cua Bui Thi Hai nam 2020 danh gia
su hai long co s& cong 1ap, cac ti€u chi tuong
tu chi dat 88 % (4). Cac tiéu chi nay cho thdy
bénh vién da dat dugc mirc minh bach thong
tin quan trong.

Trong nghién ctru cua ching t6i, danh gia thoi
gian cho doi lam tha tuc kham va xét nghiém,
chd doi bac si kham, chd két qua tai Bénh
vién RHMTW déu nhan duoc su hai long tu
96,9% dén 98,7%. Ty 1é nay cao hon dang ké
so v6i nghién ctru ctia Nguyén Thi Ha nim
2014 ciing duoc thuc hi¢n tai bénh vién véi ty
1¢ hai long vé mbi khia canh: thoi gian phu hop
59,3%, hen lich dé dang 53, 7%, cho kham
bénh 43,8%, hen diing lich 46%, trao doi khi
can thiét 44,1%. Trong nghién ciru nam 2014,
ty 16 hai long trong nghién ctru néu trén c6 thé
bi anh hudng do mdt ty 1€ cao nguodi bénh co
danh gia khong rd rang (tir 25,2% dén 39,8%)
(5). Mot trong nhitng li do giai thich sy khac
biét vé két qua duoc bao cdo giita hai nghién
cuu do cac nguyén nhan nhu: ky thuét thu
thap thong tin (cau hoi 10 rang, tao diéu kién
dé dbi twong tra 101 va danh gia) va nhit 1 do
chit lugng dich vu thuc sy duoc cai thién tot
hon so v6i nam 2014. Diéu nay 1a két qua cua
chién luoc nang cao chét luong dich vu tai
bénh vién nhitng nim gan day.

Céc tiéu chi vé sy hai long ciia ngudi bénh
v€ co sO vat chat va phuong tién phuc vu
nguoi bénh dat ty 1€ hai long trén 94% cao
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hon két qua khao sat cia Tran Thi Hong Gam
nam 2017 cho thay mirc do hai long vé co s
vat chit ctia bénh vién tuyén trung wong chi
dat 67 %, tac gia giai thich do tinh trang qua
tai bénh vién ¢ cac bénh vién da khoa trung
wong nay. La bénh vién tuyén trung wong
voi chuyén khoa sau rang ham mat, Bénh
vién RHM trung wong d c6 nhiing cai tién
cO y nghia dé dat duge mirc do hai long vuot
bac nay.

Trong nghién ctru ctia ching t6i, cac tiéu chi
vé thai d6 img xr cia nhan vién y té, bao gdm
ca y bac si diéu dudng va cac nhan vién thu
ngan, bao v¢ ... déu nhan duoc su hai long &
mirc trén dudi 98%. Pay chinh 1a két qua cua
viée thuong xuyén cé 16p tap hudn véi chu
dé nang cao nhén thirc tng xtr giao tiép cua
nhan vién y t& do chinh giam ddc bénh vién
giang day.

Danh gid su hai long cua bénh nhan vdi bac
si Rang Ham Mat thi ti 1¢ hai long v&i chuyén
moén va k¥ ning cua bac si 1a kha cao dén
98%, cao hon so v6i nghién ctru ciia Nguyén
Thi Ha ndm 2014 “DPéanh gia sy hai long cua
bénh nhan tai Bénh Vién Rang Ham Mat
Trung wong, thanh phd Ha No6i nam 2014”
chi chiém khoang 60,6% (5). Su hai long cta
bénh nhan c6 thé théy la do cong tac dao tao
va ky nang ngay cang dugc nang cao trong
qua trinh dao tao y khoa noi chung va Rang
Ham Mait ndi riéng.

Két qua nghién ctru cia ching t6i cho thay
98,8% sb ngudi bénh duoc hoi cam thiy hai
long voi két qud khadm bénh, dap ung duoc
mong mudn va nguyén vong ciia ngudi bénh
khi dn tham kham tai Bénh vién. Ty 1€ hai
long vé két qua cung cép dich vu y té trong
nghién cru cua chung t6i kha twong dong
so két qua cuia mot sé nghién ctru khac nhu:
nghién ctru thuc hién trén mot s co s& nha
khoa cong lap tai Ha Noi cua Bui Thi Hai
(2020) (89,75%); nghién ctru cua Pham Nhat
Yén tai khoa Kham, chira b¢nh theo yéu ciu
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bénh vién Bach Mai (91,7%); nghién ctru cua
Pham Hitu Trung tai Bénh vién Phdi Ha Noi
(94%) (4, 6, 7). Két quia nay ciing cao hon han
s0 v&i nghién ctru cia mot s tac gia thyc hién
tai cac don vi y té cong lap khac nhu nghién
ctru cua Tran Thi Ha Giang tai khoa Kham
bénh, Bénh vién Da liéu Trung wong (58,3%)
(8). Co thé giai thich sy khac biét vé ty 1& hai
long gilra cac nghién ctru la do sy kha nhau
vé thoi diém thyc hién khao sat, dia ban, cong
cu, thoi diém phong van.

Trong quéa trinh khao sat, chung tdi nhan
duoc mot sb phan hdi cua nguoi bénh vé van
dé khong co chd giri d6 cho ngudi bénh dén
kham va diéu tri ngoai tru tai bénh vién. Vi
bénh vién Rang Ham Mt Trung wong Ha Noi
1a bénh vién tuyén cudi, vi vay co rat nhiéu
ngudi bénh tir cac tinh thanh trén khip ca
nude dén thim kham va diéu tri. Vi vay nhu
cau guri gitr dd ctia ngudi bénh 1a rat 16n.

Han ché nghién ciru 14 NVYT phong van
nguoi bénh, ngudi bénh c6 thé khong dam tra
101 cau hoi phong van chinh xac nhét do c6
thé 1o s cdu tra 101 c6 thé anh huong dén qua
trinh diéu tri tai bénh vién. NVYT duoc tap
huin dé c6 thé tao cho nguoi bénh tham gia
phong van co thé chia sé chinh xac nhat suy
nghi cua ban than ho khi tham gia kham chira
bénh tai bénh vién.

KET LUAN

Déi twong nghién ctru ctia chiing toi gdbm 320
nguoi bénh. Banh gia sy hai long cta nguoi
bénh vé kha nang tiép can co sé dich vu gdm
5 tiéu chi déu dat két qua cao, trén 97,7%.
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Két qua nghién ciru cta chung t6i cho thiy
98,8% sb nguoi bénh dugc hdi cam th?iy hai
long vé6i két qua kham bénh, dap ung duoc
mong mudn va nguyén vong clia ngudi bénh
khi dén tham kham tai Bénh vién. Bénh vién
nén bd sung cac ti gitru dd cho ngudi bénh
ngoai tra dén kham va diéu trj dé nang cao sy
hai long ctuia nguoi bénh véi bénh vién.
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Evaluation of satisfaction of outpatients who come for examination and
treatment at National Hospital of Odonto-Stomatology in 2021-2022

Pham Thanh Ha', Nguyen Thi Thuy Nga', Nguyen Le Ngoc Khanh', Tran Hai Ha',
Nguyen Thi Lan Anh', Le Thu Huong'
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ABSTRACT

Evaluate the satisfaction of outpatients who come for examination and treatment at Hanoi Central
Hospital of Odonto-Stomatology in 2021-2022. Methods: A cross-sectional descriptive study,
conducted from August 2021 to June 2022. Using the questionnaire of the Outpatient Survey
Form of the Ministry of Health according to Decision 3869/QD-BYT 2019. Research subjects:
320 patients treated at 8 outpatient departments of the hospital. The study results showed that
the overall satisfaction rate reached 98.1%, in which attitude, professional capacity of medical
staff accounted for the highest rate with 98.7%. The lowest satisfaction rate for facilities and
service facilities accounts for 97.5%. Patient satisfaction about Accessibility, Transparency of
information and medical examination and treatment procedures has the satisfaction rate of
97.7% and 98.1%, respectively. In addition, assess the satisfaction. Most of the patients are
satisfied with the doctor’s expertise and skills 98.7%. Patients who come for examination and
treatment at the Hanoi Central Odonto-Stomatology Hospital have a high satisfaction rate of
over 90% in all criteria. Hospitals should add lockers for outpatients to come for examination
and treatment to improve patient satisfaction with the hospital.

Keywords: Satisfaction, hospital, outpatient, survey, Odonto-Stomatology.
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