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SU’ HAI LONG CUA KHACH HANG VE DICH VU KHAM BENH
TAI BENH VIEN PHU SAN HA NOI CO SO’ 3 NAM 2021

Trén Thi Thay', Nguyén Duy Anh’
'Bénh vién Phu san Ha Noi

TOM TAT

Muc tiéu: Khdo séat mirc dé hai long cta khéch hang vé chét lwong dich vu kham tai
Bénh vién Phu sén Ha Noi co sé 3 ndm 2021. Péi twong va phwong phap nghién ciru:
Nghién ctru mé ta cét ngang trén 400 khach hang dén kham tai Bénh vién Phu sén Ha Noi
co sé 3 trong thoi gian tir 12/2020 dén hét thang 06/2021. Sw hai long cua khach hang
duwoc danh gia dua trén bo cdu hdi vé nhitng hoat déng cta bénh vién bao gébm: sw thuén
tién trong kham, chi phi kham, thoi gian cho doi kham, co sé vat chét phuc vu kham, théi
do va huong dén cda nhén vién y té va danh gia chung cua khach hang sau khi kham.
Két qua: 400 khéch hang la déi twong cda nghién ciru, chi yéu tir 18-35 tudi (83,5%), va
h&u hét trong s6 ho da két hon. Ty 1é hai long vé cac tiéu chi thudn tién trong khém, chi
phi kham, thoi gian cho doi, co sé& véat chét, thai d6 hudng dan cla nhan vién y té déu dat
trén 50%. Vé trang théi tinh than sau khi kham strc khée xong, 63 khach hang danh gia
mirc d6 hai long la hai Iong va 33,5% dénh gia la rat hai long. Két ludn: Hau hét céc khach
hang dén kham chira bénh tai Bénh vién Phu sén Ha No6i co' sé 3 danh gia hai long dén
rat hai long chat lurong céc dich vu 1&n co s& véat chat. Thoi gian cho doi khém bénh va &y
két qua, cac céch bé tri tai khoa khém va chi phi céc dich vu tai Bénh vién la yéu té6 duwoc
déanh gia véi sw hai Iong thdp hon so véi cac yéu tb khéc. Do d6, can cé su thay dbi trong
phén lubng khém chira bénh va phéi hop chét ché hon nira giltra Diéu duéng va Bac sT tai
phong khéam dé giam thiéu thoi gian cho doi cho khéch hang va tir dé ndng cao chét luong
dich vu kham chira bénh.

Ttr khéa: Hai Iong, dich vu kham bénh, chét luong dich vu.

THE CURRENT SATISFACTION
OF CUSTOMER SATISFACTION ABOUT MEDICAL EXAMINATION SERVICES AT
HANOI OBSTETRICS AND GYNECOLOGY HOSPITAL 3 IN 2021

ABSTRACT

Objective: To examine customer satisfaction levels about the quality of examination
services at Hanoi Obstetrics and Gynecology Hospital 3in 2021. Method: A cross-sectional
descriptive study of over 400 customers who visited the Hanoi Obstetrics and Gynecology
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Hospital 3 during the period from 6/2021 to the end of November 2021. Customer satisfaction
was assessed based on a set of questions about the hospital’s activities: convenience
in the examination, cost of the examination, waiting time for examination, facilities for
examination, attitude and direction instructions of medical staff, and general assessment
of customers after the examination. Results: 400 customers were the subjects of the
study, mainly from 18-35 years old (83.5%), and most of them were married. Satisfaction
rate on the criteria of convenience in the examination, examination cost, waiting time,
facilities, and guiding attitude of medical staff were all over 50%. Regarding mental status
after completing a medical examination, 63 customers rated their satisfaction levels as
satisfied and 33.5% rated as very satisfied. Conclusion: Most of the customers who came
for medical examination and treatment at the Hanoi Obstetrics and Gynecology Hospital at
the 3 facility rated their satisfaction levels from satisfied to very satisfied with the quality of
services and facilities. Waiting time for medical examination and results, the arrangements
at the examination department and the cost of services at the Hospital Waiting time were
factors rated with lower satisfaction levels than other factors. Therefore, there needs to
be a change in the stream of medical examination and treatment and closer coordination
between nurses and doctors at the clinic to reduce waiting time for customers and hence,
improve the quality of medical examination and treatment services.

Keywords: Satisfaction, medical examination service, service quality.

1. DAT VAN BE dwoc quan tdm va viéc dap (rng nhu cau,
mong mudn cla KH dwoc coi 1a mét trong
nhirng nhiém vu quan trong cla toan thé

can bd nhan vién y té.

Trong hé théng y té cta cac qubc gia,
bénh vién chiém mét vi tri quan trong trong
cong tac cham séc va bao vé sirc khde cla
nhan dan. Theo céac tai liéu cia Té chirc
Y té Thé gi&i thi bénh vién la mét té chire
rat phire tap, moi trwedng lam viéc phire tap.

Bénh vién Phu sén Ha No6i co sé& 3
duwoc thanh 1ap thang 2/2017 trén phuwong
dién sap nhap 2 trung tdm Cham soéc Strc

B&i 18, nhirng tién bd trén nhiéu mat trong
xa hoi da khién ngwdi dan y thire rd hon vé
quyén loi ctia minh. Ho ngay cang doi hoi
cao hon dbi véi hé théng bénh vién, vi thé
trach nhiém chirc nang clia bénh vién ngay
cang nhiéu hon, tinh phirc tap do d6 ciing
tang Ién [1], va vai tro nhiém vu cla cac can
bd, nhan vién lam trong bénh vién cling tr&
nén nang né hon. Su hai long cla khach
hang (KH) chinh 1a néi dung duoc dé cap
nhidu trong cong tac quan ly chat lwong
bénh vién. Hién nay, v&i sy phat trién manh
mé clia nganh y t&, chat lwgng cham séc
KH tai cac bénh vién ngay cang dwoc nang
cao, tinh than phuc vu cling ngay cang

khde sinh san Ha No6i va Trung tdm Cham
soc strc khée sinh san Ha Béng vao Bénh
vién Phu san Ha Néi. Luc dau, Bénh vién
chi tiép nhan 30 KH/ngay, cung cip cac
dich vu co ban nhw kham chira bénh phu
khoa don thuan, k& hoach hoéa gia dinh.
Sau hon 3 nam hoat doéng, hién nay trung
binh mot ngay Bénh vién dén tiép khoéng
100 KH va trién khai hoat dong day di cong
nang kham, diéu tri san phu khoa, siéu am,
xét nghiém, thwc hién cac phau thuat, tha
thuat trong ngay. Tuy nhién, tinh dén thoi
diém hién tai, Bénh vién Phu san Ha Noi
co s& 3 ciling chwa c6 nghién ctu chinh
thtr'c phan anh mot cach téng thé vé sw
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hai long clia khach hang dbi véi hoat dong
kham bénh tai bénh vién va cac yéu tb anh
hwéng dén sw hai long do. Xuat phat tir a9,
chung toi tién hanh dé tai: “Thuc trang sw
hai Iong cta khach hang vé dich vu khém
bénh tai Bénh vién phu san Ha Néi co s&
3 nam 2021”7 v&i muc tiéu nghién clu la:
“Khao sat mirc do hai long cta khach hang
vé chét luong dich vu khdm tai Bénh vién
Phu san Ha Noi co s& 3 ndm 2021

2. DOl TUONG VA PHUONG PHAP
NGHIEN cUU

2.1. B6i twong nghién clru

Céac khach hang dén kham tai Bénh
vién Phu san Ha Néi co s& 3.

- Tiéu chuén lwa chon: Céac khach hang
dén kham tai Bénh vién Phu san Ha Noi co
s& 3 va ddng y tham gia nghién ctru.

- Tiéu chuan loai trr: Khach hang nhap
vién trong tinh trang cip ctru san khoa;
khéng déng y tham gia nghién ciru.

2.2. Dia diém va thi gian nghién ctru

- Pia diém: Bénh vién Phu san Ha Noi
co s& 3.

- Thoi gian: thang 12/2020 - 6/2021.
2.3. Thiét ké nghién ctru

Nghién ctru mbd ta cat ngang.

2.4. Mau va phwong phap chon mau
2.4.1. C& mau

Ap dung céng thirc tinh c& mau:
px(1-p)
d2

— 72
N=Z7 g2 X

Trong do:
- n: ¢& mau can thiét

- a: Mrc y nghia théng ké (Chon a=
0,05 (rng v&i do tin cdy 95% thay vao bang

ta dwoc Z2 = 1,96).

- Chon p = 0,5 (dé dat dwoc c& mau lon
nhét).

Dw phong 10% sai s6, vay c& mau dwoc
chon la 400 khach hang.

2.4.2. Phwong phap chon méu

Phwong phap chon mau 1a phwong phap
l4y mau thuan tién, tit ca cac dbéi twong dén
kham tai Bénh vién da tiéu chuan lwa chon
déu dwoc dwa vao nghién ctru cho dén khi
da c& mau.

2.5. Phwong phap thu thap sé6 liéu

2.5.1. B6 céng cu thu thap théng tin

Tham khao t&r bd cong cu nghién clru
cua tac gia Ward va cong s [2] va phu hop
v&i KH dén kham va dac thu ctia Bénh vién
Phu San Ha Noi co s& 3.Thang do sy hai
long cGia KH bao gébm 38 tiéu muc thudc 5
yéu t6:

- Sy thuén tién trong kham: 4 tiéu muc.
- Chi phi kham: 4 tiéu muc.
- Thoi gian ched doi kham: 8 tiéu muc.

- Co s& vat chat phuc vu kham: 7 tiéu
muc.

- Théi d6 va hwéng dan clia nhan vién y
té: 15 tiéu muc.

Thang do mirc dd hai long ctia KH dbi
v&i chat lwong cham soéc strc khde dwoc
dwa trén thang diém Likert Scale vé&i cac
mirc do to “rt khong hai long” (1 diém),
“khéng hai long” (2 diém), “binh thudng” (3
diém), “hai long” (4 diém), “rét hai long” (5
diém).

2.5.2. Phwong phdp thu thap sé liéu

Nghién clru vién phat cho dbi twong
nghién ctru bd cau hdi da duoc thiét ké sn,
dbi twong tham gia nghién ctu tw dién vao
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phiéu diéu tra, nghién ctru vién c6 nhiém
vu tiép can KH va chon KH theo phuong
phap chon mau da théng nhat bang bo cau
hoi da dwoc chudn bj san. Nghién ctru vién
kiém tra va lam sach sé liéu ngay sau khi
dbi twong nghién ctru dua lai phiéu diéu tra,
trwong hop thdng tin khéng day da, nghién
clru vién gi lai phiéu @& KH bé sung ngay
trwéc khi ra vé.

2.6. Phwong phap xtv ly sé liéu

Sé liéu sau thu thap dwoc x ly bang
cobng cu SPSS. Phéan tich trong nghién
ctru la: thébng ké mo ta, kiém tra thang do
Cronbach’s alpha, phan tich twong quan,
kiém dinh hoi quy tuyén tinh boi.

3. KET QUA

Chang téi chon ra 400 khach hang lam
déi twong nghién ctru véi do tudi tap trung

tr 18 — 35 tudi (83,5%), tudi trung binh la
29,81+2,13. Da phan cac KH déu thudc dan
toc Kinh va 55,4% c6 trinh do hoc van la dai
hoc va trén dai hoc. C6 84 % dbi twong da
c6 gia dinh. Hai nghé nghiép chiém phan
I&n trong nghién ctru 1a budn ban kinh
doanh (36,5%) va lao dong tw do (32,5%).
Trong sb khach hang tham gia nghién ctru,
c6 62% mai lan dau dén kham tai Bénh vién
va 38% da dén kham trén 2 1an. Ly do chon
noi kham dwoc nhiéu khach hang chon
nhét la thai d6 phuc vu tét (97,5%) va tin
twdng vao trinh d6 chuyén moén (95,25%).

Sau khi thu thap cac thong tin vé sw hai
long cua KH dbi véi vai dich vu kham theo
yéu ciu tai Bénh vién Phu san Ha Noi co
s& 3, chung toi théng ké cac két qua duoi
dang bang nhu sau:

3.1. Sw hai long cta khach hang vé
thuan tién khi kham

Bang 1. Sw hai long ctia KH vé thuan tién trong kham bénh

Rat khéng  Khéng Binh - Rét hai
. . . Hai long .
hai long hai long Thwéng long
Mcrc do hai long *SD
n % n % n % n % n %

o by A > > +
Hailongvebang chi 5 4 03 21 53 246 615 130 325 2%
dan 0,78
Hai long vé sw thuan 414 +
tién khi kham bénh 0O 00 1 03 24 60 241 602 134 335 0.80
Hai long vé viéc nhan
vién y té dwa méau 4134
bénh phdm dén khu 0 0,0 0 0,0 16 4,0 237 592 147 36,8 678_
vwe xét nghiém gilp ’
KH
Hai long vé viéc nhan

ién y t& dwa két qua 413 +
vienyteduaxetqua 93 1 03 13 32 238 595 147 367
xét nghiém vé phong 0,76
kham ban dau
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Rat khong Khéng Binh . Rat hai
hailong hailong Thwong 10N a0
Mdrc dd hai long X+SD
n % n % n % n % n %

Hai long vé viéc bénh 415+
vién trien khailam ho 1 0,3 1 0,3 16 4,0 242 60,4 140 35,0 0 56_
so sinh tai co' s& 3 ’
Hai long vé cach bb 4934
tri trong khu vwc glvi 0 0,0 4 1,0 43 10,8 234 58,5 119 29,8 (’),45_
xe
Hai long vé cach bb 405 4
tri trong khu viec dén 1 0,3 0 0,0 17 43 254 635 128 32,0 0 35_
tiep ’
Hai long vé cach bb 404+
tri trong cac khu vwc 0 0,0 0 0,0 23 58 251 62,7 126 315 o

R . 0,30
phong kham
Hai long vé céach 496 +
bd tri trong khu vwc 0 0,0 1 0,3 20 50 253 633 126 315 (')32_
phong siéu &m ’
Hai  long vé céach 430+
bo tri trong khu viec 0 0,0 0 0,0 25 6,3 260 650 115 28,0 621_
phong xét nghiém ’
Hai long vé cach bb 426 +
tri trong cac khu vec 1 0,3 1 0,3 21 52 257 64,2 120 30,0 0 32_
phong tha thuat ’
Hai long vé céach bb
tri trong cac khu vyc
ngoichotaicacsanh o6 4 g3 18 44 253 633 128 320 0F
va khu vwc udng 0,31
nuéc chd két qua xét
nghiém tai tang 5
Hai long vé viéc gidi 431+
quyét cac thad tuc O 0,0 0 0,0 20 50 260 650 120 30,0 o

. . 0,31
hanh chinh

Cac y kién dbi voi su thuan tién khi kham bénh phan I&n la hai long (trén 58,5%) va
rat hai long (trén 28%). Tuy nhién van con mét s trwéng hop cam thay khong hai long
ho&c rat khoéng hai l1ong vé su thuan tién khi dén kham tai day. Dac biét vé nhirng y kién
rat khong hai long, bang chi d&n cé 2 KH, viéc nhan vién y t& dwa két qua xét nghiém vé
phong kham ban dau cé 1 KH, viéc bénh vién trién khai lam hd so sinh tai co sé 3 co 1
KH, cach bé tri trong khu virc don tiép co 1 KH va cach bé tri trong cac khu vie phong tha
thuat cé 1 KH.
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3.2. Sw hai long cuia KH vé chi phi kham

Bang 2. Sw hai long ctia KH vé chi phi kham

| Rétkhéng | Khéng Binh Hai lon R4t hai
Hailongcua | i 15ng | hailong | thwéng 9 long | x+SD
khach hang
n % n % n % n % n %
Hai long vé chi 3,890%
ohi Khm 10 25 | 5 | 13 104 260 213 532 68 | 17,0 "
Hai long vé 3.92 +
chiphicacxét| 1 | 03 | 3 | 07 98 245 222 555 76 190 "
nghiém ’
5i 1ong vé chi 3,96 &
Hailong vechi |, | 5 | 7 | 15| 83 | 208 | 231 | 577 | 75 | 187
phi siéu &m 0,42
Hai long vé 413+
chiphicactha| 2 | 05 3 | 08 83 | 208 243 607 69 | 172 %
thuat 0,39

Ty l& hai long vé cac loai chi phi tai bénh vién kha cao, cu thé: vé chi phi kham co
53,2% KH, chi phi cac xét nghiém c6 55,5% KH, chi phi siéu am c6 57,7% KH va chi phi
cac thd thuat c6 69% KH. Riéng vé chi phi kham c6 10 KH (chiém 2,5%) rat khong hai long
va 5 truong hop cdm thay khong hai long. O chi phi siéu am cé 1% cam thay rat khong

hai long.

3.3. Sw hai long cta KH déi véi thei gian che doi kham

Bang 3. Sw hai long ctia KH déi vé&i thei gian che doii kham va xét nghiém

Mdrc dd hai lIong thei gian che doi tai phong tiép dén, cac phong kham va
phong déng tién
khéiathéi Khéng Binh .. Rithai
Hai long cua ng hailong thwong g long X + SD
khach hang long =
n % n % n % n % n %
Thoi gian chd doi 3,79 £
88 dang ky kham 3 08 2 05 82 205 216 540 97 24,2 0.67
Thoi gian che dé 3,81%
duoc kham 1 03 5 12 81 202 223 558 90 225 0.75
Thoi gian cho dé 376 +
bac sj két luan 4 10 6 15 98 245 207 518 85 21,2 T
i 0,65
bénh
Thoi gian chd doi 378+
dé dong tién vien 0O 00 1 03 40 10,0 231 57,8 128 320 (’) 78‘
phi ’
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Mdrc dd hai long th&i gian ch® doi tai cac phong xét nghiém
Rt  Khéng Binh o R4t hai
- 5 khéng hai s N Hai long R
Hai long cua 1 hailong  thwong long X + SD
khach hang ong =
n % n % n % n % n %
Thoi gian chd doi 3.91 +
dé lam siéu &m 0 00 1 0,3 63 16,5 237 62,0 81 21,2 o
0,81
(n=382)
Thoi  gian cho 391+
dé ldy mau xét 0 0,0 1 0,3 39 122 221 686 61 189 691_
nghiém (n=322) ’
Thoi gian che dé
lam tha thuat hat 361
T 7 27 2 '
thai, nao hat buéng 0 0.0 0 0.0 8 0 80 695 3,5 0,91
tlr cung (n=115)

V& mirc do hai ldng thoi gian che doi tai phong tiép don, cac phong kham va phong
dong tién: da sb cac khach hang trong nghién ctru déu ca thay hai long hodc rat hai long
v&i cac thoi gian chdr & day. Tuy nhién, c6 3 KH cam thay rat khong hai long véi thoi gian
ch& dé dang ky kham, 4 KH rat khong hai long véi thei gian che dé bac sy két luan bénh
va 1 nguoi rat khong hai long voi thoi gian cher d& kham.

Vé mirc do hai long thoi gian chd doi tai cac phong xét nghiém: ty & hai l1ong vé thoi
gian ch& doi dé lam siéu am, thoi gian chd dé 1dy mau xét nghiém, théi gian chd dé lam
tha thuat hat thai, nao budng t&r cung lan lwot 14 62,0%, 68,6% va 69,5%.

3.4. Sw hai long cua KH vé co’ sé vat chat cta Bénh vién

Bang 4. Sw hai long ctia KH vé co’ s& vat chat cua Bénh vién

Rat khong Khéng Binh Hai lon Rat hai
Hailongcia  hailong hailong  thwong 9 long
. . X*SD
khach hang
% n % n % n % n %
Hai long vé co s& 4014
vat chat tai bénh 5 1,3 1 0,3 25 6,3 257 64,2 112 99,8 (’)45_
vién )
Hai long vé su sach 4014
sé tai phong tiép 1 0,3 0 0,0 2 0,5 255 63,7 142 355 o
oA . 0,65
don Bénh vién
Hai long vé sw sach 309 +
sé va trang thiét bi 0 0,0 2 0,5 12 3,0 248 62,0 138 345 667_
trong phong kham ’
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Ratkhéng Khéng Binh Hai lon Rat hai
Hai long cua hailong hailong  thwong 9 long
e X + SD
khach hang
n % n % n % n % n %
Hai long vé sw sach
~ ~ « K . +
sevatang thistbi 5 0 o 00 21 52 252 630 127 318 oOF
trong phong siéu 0,68
am
Hai long vé su sach
sé va trang thiét 3,90 %
bi trong phong Xt 0 00 0 00 18 44 255 638 127 318
nghiém
Hai long vé sw sach
sé va trang thiét bi 3,95+
' 1 2 2 12

rong phong _thi 0 00 O 00 15 38 265 66, 0 300 0
thuat
H\- |‘ A Y h 7 i
al long ve tin 00 0 00 9 23 232 580 159 397 9
trang nha vé sinh 0,89

Phan I&n dbi twong nghién clru clia ching toi déu cdm thay hai long va rat hai long vé
co s& vat chat ciia Bénh vién. Bén canh do, van con 5 trudng hop cé v kién rat khong hai
long vé co s& vat chat va 1 KH cam thay rat khdng hai l1dng vé sw sach sé tai phong tiép

don.

3.5. Sw hai long cuia KH vé thai do, hwéng dan ctia nhan vién y té

Bang 5. Sw hai long ctia KH vé thai d6, hwéng dan ctiia nhan vién y té

_ kh(:\athéi Khéng Binh ... Rétha
Hai long cua nd hailong  thwéng 9 lng  xisp
khach hang long
n % n % n % n % n %
Hai 1ong vé thai do
va hwéng dan cla 3,88 +
Ahan y t6 & Khu vire 0 00 0 00 9 23 232 580 159 398 .
tiép don
Hai 1ong v& thai do
va hwdng dan cla 3,86
: 1 2 75 1 7
Ahan y 18 & khu vire 0O 00 O 00 15 38 230 57,5 155 38, 003
quay hwéng dan
Hai long vé thai do
By h s = > i
va huong dan cla 5, o 50 47 43 243 608 140 350
dieu dwéng & trong 0,89
phong kham
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RAt .
khénz ha Khong  Binh L Rétha
Hai 16 Y S:rs N s
ai long cua long hai long thwong long X + SD

khach hang
n % n % n % n % n %

Hai long vé thai do

+

cla cac bac si & 0 0,0 1 03 1 2,7 245 61,3 143 357 3,782

R . 0,73
trong phong kham
Hai long vé céach
tham kham cda cac 6 o o0 15 38 241 602 144 360 o °F
bac si trong phong 0,45
kham
Hai long vé sy giai
thich va chan doan 3,74 +
bénh ban diu cia 0 0,0 1 0,3 13 3,3 251 62,7 135 33,7 0.46
bac si
Hai long vé thai do
va hwéng dan cla 3,84 +

dibu dung & trong 0o 00 O 00 1 28 249 623 140 350 0.67

phong siéu am

Hai long vé thai do

va huong dan cia o, 5 04 13 30 257 642 131 328 orof
dieu dwdng & trong 0,69
phong thu thuat

Vé thai d6, hwéng dan ctia nhan vién y té, hau hét cac khach hang déu cam thay hai
long va rat hai long. Dac biét, khéng cé ai cho y kién rat khong hai long vé cac phwong
dién nay.

Bang 6. BPanh gia chung

Ratkhéong Khéng Binh Hai Ion R4t hai
Hai long cua hailong hailong  thwong 9 léng
s X£SD
khach hang
n % n % n % n % n %

Hai long vé tinh

trang tinh than sau 3,78 +
khi  hoan thanh 0 0,0 0 0,0 14 3,5 252 63,0 134 33,5 0.78

kham bénh

Panh gia chéat 388 +
lweng dich vu kham 1 0,3 0 0,0 11 28 244 61,0 144 36,0 (’) 81

bénh tai B&nh vién

V& tinh trang tinh than sau khi hoan thanh kham bénh, c6 63% KH cam thay hai long va
33,5% KH cam thay rat hai long. Vé chét lwong dich vu kham tai bénh vién, c6 61% tredng
hop cdm thay hai long, 36% KH rat hai long, 0,3% (1 KH) cdm thay rat khéng hai long.

118 Khoa hoc Diéu dwéng - Tap 04 - S6 04




NGHIEN ClPU KHOA HOC

4. BAN LUAN

Cac khach hang tham gia nghién ctru
hau hét déu co hoc van cao kém theo
do,nhirng yéu cau vé céac dich vu, thai do,
sw thuan tién khi kham bénh ciing nhw chéat
lwvong kham chira bénh cho ho cling dugc
nang cao.

4.1. Sw hai long ctua khach hang vé
thuan tién khi kham

Theo nhw két qua da néu & trén, hau
hét cac y kién déu tap trung vao mrc do
hai ldng. Hon nira van con sb it cho y kién
rat khéng hai long hoac khéng hai long &
nhirng s thuan tién khi dén kham. Trong
nghién ctru clia chang t6i, cac y kién khong
hai ldng/rat khdng hai long déu dén tr cach
bd tri khéng gian va thai dd cla cac nhan
vién y té. Diéu nay cé thé giai thich rang
s6 lwong khach hang trong bénh vién ngay
cang nhiéu, do d8, can co nhiéu khéng gian
cling nhw chd ngdi cho khach hang trong
thdi gian chd. Thuc té& cho thdy, nhirng
cach bd tri trong Bénh vién chuwa thuc sy
hop li vé mét khéng gian, khién cho nhiéu
khach hang cam thay khéng du chd hoac
phai dirng qua lau trong thoi gian ho chd
kham. Bén canh dé, cac tha tuc 1am hd so
cho nguoi bénh kha cham, gay mét thoi
gian cta khach hang dén kham. Trong
nghién ctu ctia Nguyén Thi Diu, c6 75,8%
khach hang cdm thay hai long vé cach bd tri
tai khoa kham bénh va 83,3% cam théy hai
long vé& bai tri clia khoa noéi tru [3]. Nghién
ctru ctia Tran Thi Cam Tu (2012) cling cho
thdy rang da phan sw phan nan cla khach
hang vé sy thuan tién trong bénh vién déu
c6 lién quan dén thai dd ctia nhan vién y té
va cach bd tri tai bénh vién khi co 15 KH rat
khong hai long véi sy hwdng dan khi vao
khoa va 1 trwdng hop rat khéng hai long vé
céach bd tri [4].

4.2. Sw hai long cua khach hang vé
chi phi kham

Chi phi kham chira bénh luén la mot
trong nhi*ng van dé ma khach hang quan
tam khi dén kham tai cac Bénh vién, Bénh
vién Phu san Ha Néi co s& 3 cling la khéng
ngoai 1&. Khach hang ludn quan tam dén sy
phu hop cla chi phi véi chét lwgng dich vu.
Trong nghién ctru cGa chung t6i, hau hét
cac khach hang déu ca thay kha hai long
vé cac loai chi phi ma chung t6i dua ra (trén
53%) nhwng ty |& rat hai long lai khéng cao,
cac loai chi phi nhw kham, xét nghiém, siéu
am va cac thu thuat co ty 18 1an luot 1a 17%,
19%, 18,7%, 17,2%. Bén canh do, co 17
khach hang cam thdy rat khéng hai long
vé cac chi phi ké trén. Diéu nay cho thay,
nhirng chi phi di kém véi trng dich vu van
chwa thyc sy théa man dwoc khach hang.
C6 thé do chat lwong dich vu khéng tuwong
xrng voi gia ca hoac chi phi kham & Bénh
vién con cao so véi mat bang chung. Két
qua cla chung t6i kha twong dong voi két
qua nghién ctru cta Tran Thi CAm Tu, ty
& 65,7% nguwoi bénh hai long véi chi phi
kham chira bénh, 67,8% nguw®i bénh hai
long v&i cac khoan vién phi khac phai ndp.
Ty 1& ngwdi bénh hai long chung vé chi phi
kham chira bénh, xét nghiém 67,4% [4].
M6t nghién clru khac ctia Nguyén Thi Thu
Thiy nam 2005 nghién clru khach hang
dang nam vién tai bénh vién huyén Hoa
Thanh, Tay Ninh cho thdy cé 70,3% khéach
hang hai Iong v&i gia dich vu tai day va cho
rang gia dich vu y té & day phu hop véi ho

[3].

4.3. Sw hai long cta khach hang d6i
véi thei gian ché doi kham

Th&i gian KH che doi tai phong tiép don,
cac phong kham va phong doéng tién cling
nhw thdi gian chd tai cac phong can lam
sang nam phan Ién déu dwéi 30 phut. Vi
vay, y kién vé sy hai long va rat hai long dat
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gia tri kha cao. Tuy nhién, van con mot sb
y kién rat khéng hai ldng vé thoi gian che
doi dang ky kham, thoi gian cher dé kham
va thoi gian che bac sy két luan bénh. Day
la cac thoi gian quan trong khi khach hang
dén kham tai bénh vién. Do tam Iy mudn
biét dwoc tinh trang strc khde ctia ban than
nhanh chéng, nén th&i gian cho doi lau hon
binh thuwéng rat dé lam ho khéng vira y.
Hon ntra, voi dia diém tai mot trong nhirng
thanh phé 1&6n cla c& nwdc, moi nguodi
thwong rat quy trong théi gian ctia minh,
cac khach hang co thé ché nhuwng thdi gian
chd qué lau sé khién ho cadm thay rat méat
thdi gian cta ho. Theo Tran Thi Cam Tu,
thoi gian cho doi dé dwoc kham bénh va
st dung cac dich vu y té nhw xét nghiém,
chup phim, siéu am... c6 dén 14,8% nguoi
bénh khéng hai long [4]. Ngoai ra, nghién
clru clia chung téi cling kha phu hop véi
mot sb nghién clru clia Chu Hung Cudng
tai bénh vién da khoa huyén Ninh Giang,
tinh Hai Dwong nam 2012 [6] va nghién
c?u Nguyén Québc Tuén tai bénh vién da
khoa huyén Quang Ninh, tinh Quang Binh
nam 2013 [7].

4.4. Sw hai long cuia KH vé co s& vat
chéat ctia Bénh vién

Co s& vat chat ciia Bénh vién ludn la
mot trong nhirng yéu té tac dong Ion dén sw
hai long cua nguwdi bénh. Trong nhirng nam
qua, Bénh vién Phu san Ha Né6i co s& 3
lubn khéng ngrng tan trang lai nhirng trang
thiét bi hién dai véi muc dich dap trng nhu
cau ngay cang cao cla cac khach hang.
Dac biét, trong nghién ctru cla chung toi
co t&i 99,8% khach hang tham gia nghién
ctu cdm thay rat hai long véi co sé vat chéat
tai bénh vién. Tuy vay, & phuong dién nay,
cling ¢6 5 trwong hop cadm thay rat khong
hai long va cé 1 khach hang phan nan rang
ho rat khoéng hai long voi s sach sé tai
phong tiép don. Theo két qué nghién ciru

t Phan Van Hop (2019), ty 1& déi twong
nghién clru hai long vé phuwong tién phuc
vu ngudi bénh, co sé vat chat va trang thiét
bi bénh vién la 75%. Trong d6 sy hai long
ngwdi bénh, ngwdi nha ngudi bénh vé co
s& vat chat, trang thiét bj va phwong tién
phuc vu ngudi bénh la 60%. Sw hai long
cla ngwdi bénh, ngudi nha ngwdi bénh vé
so d6, bién bao va khéng gian trong bénh
vién la 98,6% [8].

4.5. Sw hai long cua KH vé thai do,
hwéng dan cta nhan vién y té

Trong cbng viéc cling nhw trong cudc
sbéng hang ngay giao tiép 1a mot nghé thuat
cling nhw la mét trong nhirng nhu cau cla
méi con nguoi. Giao tiép gitra nhan vién y
té v&i cac khach hang nham dap (rng viéc
tw van, hwéng dan, chia sé théng tin. Theo
quy chudn vé dao dirc nghé nghiép cla
Quyét dinh 29/2008/QP-BTY, théng tw sb
07/2014/TT-BYT, Quyét dinh 2151/Qb-BYT
“Dbi méi phong cach, thai dd ctia can bd y
t& hwéng téi sw hai long cla ngudi bénh”
cta Bo Y té Quy dinh vé& Quy téc tng xir
cua cOng chtrc, vién chirc, nguwoi lao déng
lam viéc tai cac co s& y té yéu cau nhan
vién y té khi tiép xuc v&i nguwdi bénh va gia
dinh can phai lich sw, hda nha, van minh
ddng thoi niém né dén tiép, tan tinh hwéng
dan céac tha tuc can thiét [9]. Trong nghién
clru cua chung t6i, ty 1é khach hang hai long
v&i thai dd hwdng dan ctia cac nhan vién y
té kha cao, hon nira, khéng cé trudng hop
nao cam thay rat khong hai long khi tiép
xuc v&i nhan vién y té tai bénh vién. Theo
nghién ciru cla Lé Tién Tung, “Panh gia
sy hai long cua khach hang tai trung tam
Y khoa s 1 Tén Théat Tung, bénh vién Pai
hocY Ha Noi ndm 2016” thi thai d6 giao tiép
&rng Xt cla bac si, diéu duwdng dat 96,5%
hai 1ong [10].

V& danh gia chung, két qua cla ching
téi hoan toan phu hop v&i nghién clru cua
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tac gid Nguyén Thu “Danh gia sw hai long
vé chét lwong chdm soéc strc khdée cla
bénh nhan noi tra diéu tri tai bénh vién diéu
dwdng va phuc hdi chirc nang tinh Binh
Dinh” thi ty 1& hai long 1a 83,3% [11].

5. KET LUAN

Theo danh gia chung vé tinh trang
tinh than sau khi hoan thanh kham bénh,
c6 63% KH cam thay hai long, 33,5% réat
hai long. Vé chét lwong dich vu kham tai
Bénh vién, c6 61% y kién la hai long, 36%
rét hai long va 0,3% cam thay rat khéng hai
long. Thoi gian chd doi kham bénh va lay
két qua, cac cach bd tri tai khoa kham va
chi phi cac dich vu tai Bénh vién van dang
khién mot s6 khach hang cdm thay chua
that sw hai long. Do d6, can c6 su thay ddi
trong phan lubng kham chiva bénh va phdi
hop chat ché hon niva gitra Diéu dwéng va
Bé4c si tai phong kham dé gidm thiéu thoi
gian cho doi cho khach hang va tr dé nang
cao chét lwong dich vu kham chira bénh.
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