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TOMTAT
Muc tiéu:
e M0 ta ty 16 hai 10ng ciia nguoi bénh dsi véi bénh vién quan Tha Pc.
e Xdc dinh céc yéu té lién quan dén cac ty 1é hai 10ng cia nguoi bénh.
Phuwong phdp nghién ciru: Mé ta cdt ngang. C& mau 302 nguwoi bénh ngoai trii. Cong cu thu
thdp di liéu la bg cdu hoéi dam bdo tinh gid tri va dé tin cdy. Phan tich s liéu bang phan mém
SPSS 22.0. Su hai long ciia nguoi bénh vé timg khia canh sé dwoc tinh diém theo thang 5
Likert va dwoc phan thanh 2 muec: hai long va khong hai long.

Két qua nghién ciru: Mirc dg hai long ciia nguoi bénh va than nhan nguoi bénh doi véi bénh
vién dat 91,93%. Trong dé, cac nhan té kha ndng tiép cdn, minh bach théng tin — thi tuc
kham bénh diéu tri, co sé vat chat - phwong tién phuc vy nguwoi bénh, thdi dé vmg Xir - ndng
lec chuyén mdn nhan vién y té, két qua cung cdp dich vu déu cé y nghia quan trong ciing
nhuw anh hwéng den sy hai long ciia nguoi bénh.

Két lugn: Can tié}? tuc cdi tiéen moi mat dé sw hai long cua nguoi bénh voi bénh vién ngay
cang dwoc nang cao hon nira.

ABSTRACT

A SURVEY OF PATIENTS’ SATISFACTION TO THE THU DUC DIST. HOSPITAL

Background: Levels of patients’ satisfaction to the hospital are a important information
source help the hospital develop.

Objectives:

o To identify the ratios of patients’ satisfaction to the Thu Duc district.
¢ To identify the factors related to the ratio of patients’ satisfaction.

Method: A cross-sectional descriptive study was conducted with sample size about 302
inpatients. Tool for data collection was structure questionaire. Software SPSS 22.0 was used
to data analysis. Levels of patients’ satisfaction were marked by Liker 5 scale and divided into
2 groups: satisfactory and unsatisfactory.

Results: Patients ‘satisfaction was 91,93%. In particula, important factoraccessibilities, the
transparency information medical, the facility - serving patients, behavioral factors -
professional competencies, the outcome of is service delivery factors.

Conclution: continuing to correct hospital totally to improve levels of patients’ satisfaction
IS needed.



1. PAT VANDE
Dai sdng kinh té xa hdi ngay cang phat trién, nhu cau nguoi dan ngay cang da dang
trong d6 c6 nhu cau vé cham soc stirc khoe. Chit luong cham séc khong chi phu thudc vao
may moc, vat tu — trang thiét bi ma con phu thudc vao rat nhiéu yéu té di kém nhu kién
thirc — thai do nhan vién y té, ky nang tay ngh¢, quy trinh cham soc hiéu qua,.... Muc do
hai 1ong cia nguoi bénh, than nhan ngudi bénh 12 nguon thdng tin quan trong gop phan
phat trién bénh vién. Cai tién chat luong kham chira bénh ludn 1a muc tiéu trong tam, xuyén
sudt va dugc bénh vién tién hanh lién tuc nham dap (ng nhu ciu ngay cang cao cua ngudi
bénh, ngudi dan trén dia ban Quan Tha Buc. Bénh vién duoc thanh 1ap tir ndm 2007 dén
nay cling vai su phat trién tirng ngay - chét luong kham chira bénh ciing da duoc nang Ién
rat nhiéu so voi mat bang chung nhung van con dé nhiing ton tai anh huong dén chét lugng
phuc vu ngudi bénh dng thoi nham ting uy tin, thwong hiéu, chat luong dich vu cia ngudi
bénh danh cho bénh vién. Bénh vién tién hanh “Khao sat sy hai 10ng cua nguoi bénh ngoai
trG va than nhan tai bénh vién quan Thu Dac Thanh phé H6 Chi Minh quy 1 nim 2022”
véi 02 muc tiéu nhu sau:
e M0 td ty I¢ hai 10ng ciia nguroi bénh doi véi bénh vién quédn Thu Dic.
e Xdc dinh céc yéu té lién quan dén cac ty 1é hai 10ng cia nguoi bénh.
2. POI TUQNG - PHUONG PHAP NGHIEN CUU
21. Pdi twong nghién ciu
- Nguoi bénh da két thuc dot kham chita bénh ngoai tri tai bénh vién
- Do tudi tir 18 tudi tro 1én, co di nang huc hanh vi dan su, ¢6 kha niang doc hiéu noi dung van
& khao sét.
> Tiéu chuan loai trir
- Déi tugng tir chdi tham gia khao sét
- Pbi tuong nguoi bénh 1A NVYT bénh vién
2.2.C# mau
C& mau 1a 302 nguoi.
2.3. Cong cu thu thap dir liu
Thu thap dir liéu theo mAu phiéu s6 2 cia BYT; bo cau hoi dam bao tinh gid tr va do
tin cay.
2.4. Phuong phap nghién ciru

Thiét ké nghién cu: Nghién cu mo ta cat ngang.



Phwong phap thu thap dir li¢u:
+ Tiép xdc voi nguoi bénh, than nhin ngudi bénh dé hudng dan tra loi khao séat
+ Thu thap di liéu thdng qua cac hinh thirc nhu: Phat van, phong van truc tiép bang
gidy, khao sat trén App, dién thoai, may tinh bang c6 két ndi internet.
+ Thoi diém khao sat: Budi sang 7h30 — 11h30, budi chiéu 13h30 — 16h30, vao cac
ngay tir thir 2 dén th 6 trong tuan cua Quy 1 nam 2022.
Xir Iy két qua: Phan tich va xtr 1y s6 liéu bang phan mém SPSS 22.0
2.5. Cach danh gia sy hai long
> Cach tinh diém hai long:
- Céc lya chon tra loi ciia nguoi bénh tir 1 dén 5 trong cac cau hoi khao sét hai long
dugc tinh diém twong Gng tir 1 diém dén 5 diém.
- Piém hai 10ng trung binh chung bing diém trung binh cua tat ca cac mau phiéu
khao sat (so voi diém t6i da 1a 5).
- Cong thirc tinh diém hai 16ng trung binh chung:

+ Tir s6 = [(Tong sé diém cua tat ca cac cau hoi khao sat hai 1ong cua ngudi thir
1) / (Téng sb cau hoi)] + [(Tong sé diém cua tat ca cac cau hoi khao sat hai 1ong caa nguoi
tha 2) / (Tong sé cau hoi)] + [(Tong sé diém cua tat ca cac cau hoi khao sat hai 1ong cua
ngudi thir n) / (Tong s6 cau hoi)].

+ Mau s6 = Tong sé nguoi duoc khao sat.

- Biém trung binh cua tirng khia canh bang diém trung binh cac cau hoi thudc tirng
khia canh cua tat ca cac mau phiéu khao sat (so véi diém tdi da 1a 5).
» Céch tinh ty 1€ hai long:
- Céch tinh ty I¢ hai 1ong chung (t6i da 100%):

+ Tir s6 = {[(Tong sb cau hoi c6 tra 161 mirc 4 + Tong s cau hoi tra 101 muc 5
ctia ngudi thir 1) / (Toéng s6 cau hoi)] + [(Tong s6 cau hoi ¢ tra 101 mirc 4 + Tong sb cau
héi tra 1oi mire 5 cta ngudi tht 2) / (Tong s6 cau hoi)] + [(Tong sd cau hoi b tra 161 mire
4 + Tong s cau hoi tra 161 mirc 5 ctia ngudi thir n) / (Tong s6 cau hoi)]} x 100.

+ MAu s6 = Tong s6 ngudi dugc khao sat.

- Ty I¢ hai long theo tirng khia canh: &p dung cach tinh tuong tu.
> Chi s6 hai long toan dién
+ Tt s6 = {(Nguoi thtr 1 c6 toan bo cac cu tra 1o hai long ¢ mirc 4 hodc 5) +

(Nguoi thu 2 ¢6 toan b cac cau tra 101 hai long & mtc 4 hoac 5) + (Nguoi thtr n c6 toan



bd cac cdu tra 10 hai 10ng & muc 4 hodc 5)} x 100. Luu ¥: tir s6 loai trir nhitng ngudi ¢6

tra 161 bat ky cdu nao ¢ muc 1, 2, 3.

+ Mau s6 = Tong s6 ngudi duge khao sat.

2.6. C4c yéu t6 lién quan dén sy hai long

- Bién sb phu thugc: Bién hai long chung

- Bién doc lap: tudi, gisi, co sir dung the BHYT.

3. KET QUA NGHIEN CUU
3.1. Pic diém ciia ddi twong nghién ctru

Bdng 3.1. Bdc diém ciia doi twong nghién ciu (n=302).

£ % Tan so Ty I8
Bien so (n) (%)
136 45,0
Gisi tinh Nam
Nit 166 55,0
Tur 30 tudi tré xudng 108 35,8
Tudi Tu 31 — 60 tudi 163 54,0
Trén 61 tudi 31 10,3
Sir dung the BHYT |0 295 .7
Khong 7 2,3
Khoang cach trung binh tir nha téi bénh vién: 7,25Km, GTNN: 01Km; GTLN: 90Km

Nhan xét: Trong cac d6i twong tham gia nghién ctu, ty 1é nira gigi chiém 55,0%, nam
gidi chiém 45%. Ty & nguoi bénh sir dung thé BHYT dé kham bénh cao 97,7%, khong c6

the BHYT la 2,3%.

Nhom tudi tham gia khao sét: ty 1¢ dong nhat tir 31-60 tudi chiém 54%, tiép dén nhom
tudi tir 18-30 tudi chiém 38,1%; nhom dudi 30 tudi chiém 35,8%, thap nhat 1a nhom tuoi
trén 61 tudi chi chiém 10,3%.

Khoang céch tir noi sinh sdng téi bénh vién: Khoang cach trung binh ma ngudi bénh

di tir nha téi bénh vién khoang 7,25km, khoang cach ngan nhat 01km, khoang céch dai

nhat 90km diéu d6 cho thay du cach bénh vién rat xa nhung nguoi bénh van tin tuong vao

chat lugng lwong kham chira bénh caa bénh vién dé dén kham.

3.2. DPanh gia bang héi
3.2.1. Hé so tin cay Cronbach Alpha cho bién déc lap
Bang 3.2: Két qua kiém dinh Cronbach’s Alpha cho bién déc Idp.

TT

Thang do

Bién dic trung

Cronbach’s
Alpha




1 | Kha ning tiép can Al, A2, A3, Ad, A5 0,961

Su minh bach thdng tin va thu tuc | B1, B2, B3, B4, B5, B6, B7,

2 . o 0,960
kham bénh, diéu tri B8, B9, B10
Co s& vat chat va phuong tién | C1, C2, C3, C4, C5, C6, C7, 0,976

3| phuc vu ngudi bénh cs !
Thai d6 (rng Xur, nang luc chuyén

4| T D1, D2, D3, D4 0,945
mon cua nhan vién y té

5 | Két qua cung cap dich vu E1, E2, E3, E4 0,957

Qua kiém dinh Cronbach Alpha, mé hinh c6 5 thang do véi 31 bién dic trung.
3.2.2. Hé thong kiém dinh cho EFA

Kiém dinh tinh thich hop: Hé sé Cronbach Alpha cta thang do = 0.927 cho thay
thang do c6 d6 tin cdy cao, thich hop cho dit liéu thuc té.

Kiém dinh twong quan cua cac bién quan sat trong thudc do dai dién: Sig = 0.000 <
0.05, céc bién quan st co twong quan tuyén tinh voi nhan t dai dién.

Kiém dinh muac d6 giai thich cua céc bién quan séat voi nhan to: 81,23 % thay doi
ctia cac nhan té duoc giai thich bai cac bién quan sat.

3.3. Mire d9 hai 1ong khi sir dung dich vu y té
Muc 1 = Rat khéng hai long Muc 4 = Hai long
Muc 2 = Khong hai long Mtc 5 = Rét hai long.

Mtc 3 = Chap nhan duoc
3.3.1. Kha ning tiép can

Khong
Bién sb hai long
n % n %

Hai long

Céc bién béo, chi dan duong dén bénh vién rd rang, dé
nhin, dé tim.

Céc so d, bién béo chi dan duong dén cac khoa, phong
trong bénh vién r6 rang, dé hiéu, dé tim.

Al 24 | 7,9 | 278 | 92,1

A2 22 | 7,3 | 280 | 92,7

A3 | Cac khéi nha, cau thang dugc danh sb rd rang, dé tim. | 24 | 7,9 | 278 | 92,1

A4 | CAc 16i di trong bénh vién, hanh lang bang phang, dé di. | 25 | 8,3 | 277 | 91,7

C6 thé tim hiéu cac thong tin va dang ky kham qua dién
A5 | thoal, trang tin dién tir cta bénh vién (website) thuan | 35 | 11,6 | 267 | 88,4
tién.




Nhdn xét: Trong nhom kha ning tiép can, ty 1& hai 10ng cao nhét vé cac so dd, bién
bao chi din dudng dén cac khoa, phong trong bénh vién rd rang, dé hiéu, dé tim 92,7%.
Thap nhat 1a ty I¢ hai 1ong vé viéc ¢ thé tim hiéu cac thong tin va dang ky kham qua dién
thoai, trang tin dién tir ciia bénh vién (website) vai 88,4%.

3.3.2. Sw minh bach thdng tin va tha tuc khdm bénh, diéu tri
Khong
Bién sb hai long
n % n %

Hai long

Quy trinh khdm bénh dugc niém yét rd rang, céng khai,

Bl ~ s 25 | 8,3 | 277 | 91,7
de hiéu.

B2 C.ac quy trm_h, thu tuc kham bénh duoc cai cach don 22 | 73 | 280 | 92.7
gian, thuan tién.

g3 | Giddichvuy té niém yét rd rang, cong khai. 30 | 99 | 272 | 90,1

B4 Nhan vién y té ticp don, hudng dan nguoi bénh lam cac 14 | 46 | 288 | 954

tha tuc niém na, tan tinh.

DPuoc xép hang theo thu tu trude sau khi 1am cac thu
B5 | tuc dang ky, nop tién, khdm bénh, xét nghiém, chiéu | 40 | 13,2 | 262 | 86,8
chup.

B8 banh glé thoi gian duoc bac Sy kham va tu Vén. 21 7.0 | 281 | 93,0
Bg | Panh gia thoi gian chd 1am xét nghiém, chiéu chup. 43 142 | 259 | 858

Panh gia thoi gian cho nhan két qua xét nghiém, chiéu

B10 chup.

51 16,9 | 251 | 83,1

Nhdn xét: Trong nhém sy minh bach théng tin va kham bénh diéu tri, ty 1 hai long
ngudi bénh cao nhat 1a hai 10ng vé nhan vién y té tiép don, hudng dan nguoi bénh lam cac
thu tuc niém no, tan tinh 95,4%. Ty I hai long thap nhat 13 vé thoi gian chd nhan két qua

xét nghiém, chiéu chup 83,1% va thoi gian chd 1am xét nghiém, chiéu chup 85,8%.

3.3.3. Co sé vat chat va phwong tién phuc va nguoi bénh

Khéng
Bién sb hai long
n % n %

Hai long




c1 C‘o prjong_]{Saf]hA ch(,)r kh\am sa}ch sAe, thoang mat vao mua 28 | 93 | 274 | 907
hé; kin gio va am ap vao mua dong.

o E;ong cho co du ghé ngoi cho ngudi bénh va sir dung 31 103 271 | 897

c3 Ph0[19 cho ¢6 quat (dicu hoa) day du, hoat dong thuong 30 | 99 | 272 | 901
Xuyeén.

ca P,hongo .Cho’ .co cac_ph_u:ong tl?n glu}c) ngu’dl Pcnhﬂ co tam 36 | 11.9 | 266 | 88.1
ly thoai mai nhu ti-vi, tranh anh, to roi, nuéc uong...

C5 I—?u:qc li)ao dflm su riéng tu khi kham bénh, chiéu chup, 37 | 123 | 265 | 87.7
lam thua thuat.

C6 | Nha vé sinh thuan tién, sir dung tét, sach sé. 51 |16,9 | 251 | 83,1

C7 | Moi truong trong khudn vién bénh vién xanh, sach, dep. | 23 | 7,6 | 279 | 92,4

c8 KPu ktlam bénh b‘e%o <Aiam an ninh, trat tu, phong ngua 30 | 9.9 | 272 | 90.1
trom cap cho nguoi dan.

Nhdn xét: Trong nhom co s& Vat chat va phuong tién phuc vu nguoi bénh, ty 18 hai

long cao nhat 1a phong/sanh cho kham sach s&, thoang mat vao mia hé, kin gié 4m ap vao
mua dong 90,7%. Thap nhat Ia ty 1& hai 10ng vé nha vé sinh chi dat 69,8%.

3.3.4. Thai d$ wng xir, niing lwc chuyén mon cia nhan vién y té

Khon .
e . O\ 9 Hai long
Bién so hai long
n % n %
D1 Nhan _\ﬁlen y te (bac sy, dicu dudng) co 101 noi, thai do, 12 | 40 | 290 | 96,0
giao tiép ding muc.
D2 Nrjgn )/ler_1 phl,_lf vu’(hc_) ly, bao vé, ké toan...) c6 1oi noi, 20 | 66 | 282 | 934
thai dg, giao tiép ding muc.
D3 E?u:qc p,han ylen y té tén trong, doi xir cong bang, quan 13 | 43 | 289 | 957
tam, giap do.
~ l h ~ F3 2 r4 ~ ':\ ~ /4 4
D4 Nang uc_ chuy&n mon cua bac sy, dicu dudng dap ung 17 | 56 | 285 | 94.4
mong doi.

Nhdn xét: Trong nhom thai do wng xur, ning luc chuyén mén cua nhan vién y té, ty

1& hai 1ong cao nhat vé nhan vién y té (bac sy, diéu dudng) co 1oi noi, thai do, giao tiép

dung muc 96%. Thap nhat ty 1 hai 1ong vé nhan vién phuc vu (ho 1y, bao vé, ké toan...)

c6 161 noi, thai do, giao tiép ding muc 93,4%.

3.3.5. Két qua cung cap dich vu



Khé .
e . .or\1g Hai long
Bién sb hai long
n % n %

£1 Ifet qu? kham bénh da dap ing duoc nguyén vong cua 13 | 43 | 289 | 957

Ong/Ba.

Céac héa don, phiéu thu, don thudc va két qua kham
E2 | bénh duoc cung cip ddy du, rd rang, minh bach vadwge | 21 | 7,0 | 281 | 93,0

giai thich néu co thac mac.
E3 | Panh gia mirc do tin twdng vé chat luong dichvuy té. | 17 | 56 | 285 | 94,4
E4 | Panh gia mirc do hai 1ong vé gia ca dich vu y té. 23 | 76 | 279 [ 92,4

Nhdn xét: Trong nhém két qua cung cap dich vu, ty 18 hai 10ng cao nhat vé két qua

kham bénh dap Gmg duoc nguyén vong cta nguoi bénh 95,7%. Thap nhat ty & hai long vé

gia ca dich vu y té 92,4%.

, | Khong muon Chic chin s&
, . ha han lai , , i has
Néu cé nhu cau kham c Aac chan | quay . ?I Co thé sg|Quay lai hoac
A C, khong  bao | nhung c6 it : gii thiéu cho
bénh, Ong/Ba c6 quay | .. . quay lai .
_ . o2 |gioquay lai | lva chon ngudi khac
tro lai hoac giagi thiéu Khac
cho nguoi khic dén
khong n % n % n % n %
0 0,0 5 1,7 60 199 | 237 | 785

Nhdn xét: Trong s6 ngudi bénh dugc khao sét, ty 16 nguoi bénh s& quay tré lai bénh

vién néu c6 nhu cau kham bénh 14 rit cao chiém 98,3%

GTNN GTLN B bLC
(%0) (%) (%0) (%0)
banh gia chung, bénh vién da dap ung
duoc bao nhiéu % so véi mong doi cua 40 100 84,14 8,67
Ong/Ba trudc khi téi kham bénh.

Nhdgn xét: Panh gia chung, bénh vién dap tng khoang 84,14% so v&i mong doi cua

ngudi bénh trude khi ndm vién diédu tri tai bénh vién.

3.3.6. Piém trung binh vé chit lweng dich vu kham chira

bénh

Tong diém trung binh = (Tng sé diém cua tat ca cac cau hoi khao st cua cac phan
A, B, C, D, E) / (Tong sb cau hoi). Két qua diém trung binh chung dat 4,11 + 0,44 diém.

Trong d6 diém trung binh cao nhat 1a thai d6 ung X, ning lyc chuyén mén caa NVYT

4,17 + 0,48 diém; tiép dén két qua cung cap dich vu 4,14 + 0,549 diém, kha nang tiép can
4,12 + 0,52 diém; sy minh bach théng tin va tha tuc khdm bénh, diéu tri 4,07 + 0,46 diém.



Thap nhat 1a diém trung binh vé co so vat chat va phuong tién phuc vu nguoi bénh 4,03 +

0,47 diém.
Muc Khia canh danh gia Trung binh | P léch chuan

A | Kha ning tiép can 4,12 0,52
Su minh bach théng tin va tha tuc kham bénh,

B . 4,07 0,46
diéu tri
Co so vat chat va phuong tién phuc vu ngudi

C 4,03 0,47
bénh
Thai do ung X, nang Iuc chuyén mon cua

D 4,17 0,48
NVYT

E | Két qua cung cap dich vu 4,14 0,49

Piém trung binh 4,11 0,44

3.3.7. Ty Ié hai l1ong vé chat lwong dich vu kham chira bénh

Ty Ié hai long chung = (T6ng sb cau hoi ¢o tra loi mic 4 + Tong sé cau hoi tra 1oi

muc 5) / (Tong s cau hoi). Két qua ty 18 hai long chung dat 91,93%. Trong do, ty 18 hai

long cao nhat vé khia canh thai d6 (ing i, nang luc chuyén mdn cia nhan viény té 94,87%;

tiép dén ty 1¢ hai long vé khia canh két qua cung cap dich vu 93,87%, khia canh kha ning
tiép can 91,59%, khia canh su minh bach thdng tin va thi tuc kham bénh diéu tri 90,33%.

Thap nhat ty Ié hai 10ng vé co s& vat chat, phuong tién phuc vu ngudi bénh 14 88,89%.

] . . Hai long Khéng hai
M Kh h h
uc la canh danh gia (%) long (%)
A Kha nang tiép can 91,59 8,41
5 SEI mln.hk bac.h thong tin va thu tuc kham 90,33 9,67
bénh, diéu tri
C Co so \iat chat va phuong ti¢n phuc vu 88 99 11,01
nguoi bénh
D Thfll dciung XlI nang luc chuyén mon cua 94,87 513
nhan viény te
E Két qua cung cap dich vu 93,87 6,13
Hai long chung 91,93 8,07




3.3.8. Ty I¢ hai long theo khoa
Bdng 3.3 : Ty I hai long ciia ngwoi bénh ngogi tra theo khoa
Don vi tinh: %

Nhom - | Nhom - | Nhdém - | Nhom - | Nhom - Il(;lr?l
TT KHOA KNTC | MBTT | CSVC | TPNV | KQCCDV Chur?g
‘ (a) (b) (c) (d) (e) (H)
1 Eﬁﬁa Noi Than | gy 09 | g158 | 7829 | 9474 | 9474 | 8587
2 hlfh.;a NoOi tong | g651 | 8465 | 8401 | 9012 | 8895 | 86,85
Khoa Ngoai
3 | long nguc mach | 90,00 89,00 88,75 90,00 90,00 89,55
mau
4 | Khoa Da lidu 89,00 | 8350 | 91,88 | 92,50 91,25 89,63
5 |KhoaUngbuéu | 89,23 | 84,62 | 81,73 100 94,23 89,96
Khoa Ngoai
6 |chén  thuong | 87,00 | 91,00 | 83,12 | 95,00 95,00 90,23
chinh hinh
7 ﬁ?a Rangham | o544 | 9778 | 9167 | 90,28 88,89 91,39
8 | Khoa San 87,86 | 9036 | 9152 | 94,64 92,86 91,45
9 | Khoa Mét 86,15 | 87.69 | 84,62 100 100 91,69
10 | Khoa Nhi 93,33 | 9546 | 9002 | 94,28 93,47 93,46
11 glfga Tal mit | ga07 | 9500 | 9554 | 8750 | 9286 | 93,89
1p | Khoa NOi tim | o7 p0n | 9390 | 8900 | 9800 95,00 94,56
mach- Lao hoc
13 |KhoaNgoaitiet | ga o7 | 9357 | 9018 | 0821 | 9286 | 94,68
ni¢u nam khoa
14 | Khoa = Ngoai | 44, 97,69 | 91,35 100 100 97,81
tong quat
15 | Khoa Noi tiét 98,46 | 9615 | 96,15 100 100 98,15
16 | Khoa = Ngoai | ., 08,46 | 96,15 100 100 98,02
than kinh
17 | Khoa Noi than - |, ) 100 100 100 100 100
Than nhan tao
Ch thich:

= (a): Ty Ié hai 16ng trung binh cia nhém nhan t6 “Kha ning tiép can”.

= (b): Ty 18 hai 16ng trung binh ciia nhém nhan té “Minh bach théng tin va thir tuc kham
bénh diéu tri”,

= (c): Ty I& hai ldng trung binh ciia nhém nhan té “Co s vat chat va phuong tién phuc

vu nguoi bénh”.
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= (d): Ty I& hai long trung binh ciia nhém nhan t6 “Thai ¢6 ¢ng xur. nang lyc chuyén

mén caa nhan vién y té”.

= (e): Ty Ié hai long trung binh ciia nhém nhan t6 “Két qua cung cap dich vu”.

= (f) = (a+b+c+d+e)/5: Ty Ié hai l1dng trung binh chung ciia 5 nhém nhan té.

Biéu dé 1: Ty 1¢ hai long ngwoi bénh theo tirng khoa

Khoa Than [ 100
Khoa Ngoai TK - [y 98.92
Khoa Noi tiét [ 98.15
Khoa Ngoai TQ [y o7.81
Khoa TNNK [ 94.68
KhoaNTM_LH I 9456
Khoa Tai miii hong [ 93.89
Khoa Nhi [ 9346
Khoa Mét [ 91.69
Khoa San [ 91.45
Khoa Ring ham mat [ 91.39
Khoa CTCH I 90.23
Khoa Ung busu I 89.96
Khoa Da lidu [ 89.63
Khoa LNMM [ 89.55
Khoa Noi tong hop [T 86.85
Khoa Noi Than kinh [N s5.87

75 80 85 90 95 100

105

Nhén xét: Cac khoa c6 ty ¢ hai long cao nhat khoa Than véi ty 18 hai 1ong nguoi
bénh dat 100%. Thap nhat Ia ty Ié hai 1ong nguoi bénh cua khoa Noi than kinh 85,87%.
3.4. Mai lién quan giira diém hai 10ng trung binh véi cac yéu to vé dic diém doi

twong khao sat.

Yéu to Trung binh SD GiatriP
Gidi tinh:
Nam 4,18 0,42 0,231
Nit 4,16 0,45
Nhém tudi:
: 0,142
< 18 tudi 4,27 0,34
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Tir 18-30 tudi 4,11 0,44

Tir 31- 60 tudi 4,20 0,45

Trén 61 tudi 4,14 0,45

Nhém BHYT:

C6 BHYT 4,16 0,44 0,321
Khoéng c6 BHYT 4,27 0,40

Két luan: Sir dung kiém dinh T-Test, ANOVA test. C4c yéu td dic diém ca nhan véi
dén diém hai 1ong trung binh: Khoéng c6 méi lién quan giita gisi tinh, nhém tudi va nhom
BHYT véi diém hai long trung binh ctia nguoi bénh dén kham ngoai trd tai bénh vién quan
Thu buc.

4. TONG HQP CAC VAN PE, Y KIEN

- Nén c6 bang chi dan cac phong kham rd rang dé ngudi bénh dé tim kiém, cai thién
khu kham r rang hon va c6 ban dd huéng dan cu thé cho ngudi toi kham.

- Nhan vién vé sinh c6 thai d6 kho chiu, quat nat nguoi bénh

- Nguoi bénh phai cho doi ldu méi dugce vao kham bénh

- Tinh trang thudng xuyén hét thudc diéu tri, khong cé dé phat cho ngudi bénh nén
ngudi bénh phai di ra ngoai mua thudc trong khi ngudi bénh khdam bénh c6 bao hiém.

- Nén sap xép bd tri phong kham thai hop 1y hon vi phu nir dang mang thai ma di leo
cau thang dé 1én kham bénh thi hoi vat va.

- Tai khu vuc nhap thong tin dang 1y kham bénh rat 16n xon, nguoi bénh chen chuc
dang ky khong xép theo hang gay mat trat tu, dé xay ra tinh trang mat trom.
5. XAC PINH CAC VAN PE UU TIEN CAN GIAI QUYET

- Nhan vién v¢ sinh c6 thai d6 kho chiu, quat nat nguoi bénh.

- Tai khu vuc nhap thong tin dang 1y kham bénh rat 16n xon, ngudi bénh chen chic
dang ky khong xép theo hang gay mat trat tu, dé xay ra tinh trang mat trom.

- Nén c6 bang chi din cac phong kham rd rang dé nguoi bénh dé tim kiém, cai thién
khu kham rd rang hon va c6 ban dd huéng dan cu thé cho ngudi toi kham.

- Nguoi bénh phai cho doi lau méi dugce vao kham bénh

- Tinh trang thudng xuyén hét thudc diéu tri khong c6 dé phat cho nguoi bénh nén
ngudi bénh phai di ra ngoai mua thude trong khi ngudi bénh kham bénh ¢ bao hiém.

- Nén sap xép bé tri phong kham thai hop 1y hon vi phu nir dang mang thai ma di leo

cau thang dé 1&n kham bénh thi hoi vat va.
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6. GIAI PHAP KHAC PHUC

- Nhan vién vé sinh da khic phuc su viéc, da xin 16i nguoi bénh. Cam két khong tai
pham su viéc va dong thoi ky cam két thuc hién giao tiép tng xir dung muc voi nguoi
bénh.

- Bénh vién trién khai tap huan quy tic giao tiép &tng xir cho toan bo NVYT, noi dung
tap huan wu tién thuc hanh xu 1y cac tinh hudng cu thé da tirng xay ra cho toan bo NVYT
dugc nam va rat kinh nghiém cho ban than.

- Tai khu ding ky kham bénh da phan cong thém bao vé, bd phan hudng hudng dan
diéu tiét, xir tri, phan ludng trong cac trudong hop dong bénh, tranh Un & gay mat trat tu.

- Bénh vién da thiét ké, xay dung thém bang chi dat tai cac vi tri chét chan, nga ré dé
nguoi bénh dé quan sat, tim kiém céac khoa/phong dé dang. Bénh vién b tri thém bo phan
huéng dan bénh dé kip thoi hd trg ngudi bénh khi can thiét.

- Céc khoa déu phai xay dung ké hoach phuong an hd trg ngudi bénh trong thoi gian
cao diém, dong ngudi bénh. Xay dung quy trinh cu thé trong truong hop ngudi bénh dong
thi khoa can bé tri thém bac si kham bénh dé giam bét thoi gian cho doi cho nguoi bénh.

- Pdi véi cac trudng hop hét thude va nguoi bénh phai mua ngoai thi bénh vién da
giai thich rd. Bénh vién da khac phuc khong dé cho tinh trang ngudi bénh phai mua thube
ngoai nta.

- Bénh vién dang quy hoach sap xép lai vi tri cac phong kham sao cho ngudi bénh
duogc thuan tién nhat khi kham bénh. Trong thoi gian nay bd phan huéng dan ngudoi bénh
thudc P.CTXH s& gitip d&, hd tro ngudi bénh bat ¢t lac nao khi ngudi bénh can su tro gidp.
7. KET LUAN

Két qua hai 1ong chung vé dich vu kham chira bénh tai bénh vién quy 1 nim 2022 1a
91,93%. Ty I¢ hai long so véi mong doi cua nguoi bénh 1a 84,14%. Ty 1€ nguoi bénh sé
quay tré lai bénh vién kham chita bénh khi c6 nhu cau 1a 98,3%.

Ty I¢ hai 1ong d6i véi tig tiéu chi nhu sau:

- Hai Iong vé kha ning tiép can: 91,59%

- Hai 16ng vé su minh bach théng tin va thu tuc khdm bénh, diéu tri: 90,33%

- Hai long Vé co s& vat chat va phuong tién phuc vu nguoi bénh: 88,99%

- Hai long vé thai d6 tng xtr, nang luc chuy@n mén cua nhan vién y té: 94,87%

- Hai long vé két qua cung cap dich vu: 93,87%.
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