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NGHIEN CUU KHOA HOC

KHAO SAT SU HAI LONG CUA NGUOGI BENH VA NGUGI NHA
NGUGI BENH DOI VOI PIEU DUGNG VIEN, BAC SY KHOA
KHAM BENH, BENH VIEN TWQD 108 NAM 2018

TOM TAT

Lam théa man sy hai long cua ngudi bénh va nguoi
nha nguoi bénh 1a mot tidu chi quan trong hang dau cua
cac co sd dich vu kham chira bénh. Nang cao chét luong
kham, chita bénh lam hai long nhu cdu ngudi bénh, ngudi
nha nguoi bénh dang 1a vu tién ciia Pang ty, Ban Giam
ddc Bénh vién TWQD 108, cua lanh dao, chi huy Khoa
kham bénh hién nay, xung dang vdi vi thé, uy tin cua
mot bénh vién tuyén cudi toan quan - hang déc biét cép
quéc gia.

Twr khoa: Khoa Kham bénh, Bénh vién TWQD 108;
su hai long.

SUMMARY

EXAMINING THE  SATISFACTION OF
PATIENTS AND FAMILY MEMBERS FOR NURSES
AND DOCTORS OFTHE 108-YEARARMY MEDICAL
EXAMINATION AND CENTRAL HOSPITAL

Satisfying the satisfaction of patients is an iomportant
criterion of medical service facitites. Improve the quality
of hams treatment to satisfy the needs of the sick, the
patient’s family members are the priority of the director
board of the 108 central military hospital, the leader of the
current medical examination department, deserves with
the position and prestige of a hospital of all levels, the
special rank at the national level.

Key word: Department of examination, 108 Central
Military Hospital; satisfaction.

I. PAT VAN PE

Bénh vién Trung wong Quan doi 108 (TWQD 108) 1a
tuyén y té kham chita bénh cudi toan quan- hang dic biét
cap qudc gia (2010). Trong nhitng nim qua, duoc s quan
tam lanh dao, chi dao sat sao cia Quan uy Trung uong,
Thi truong Bd Qudc phong nén bénh vién duge dau tu

1. Bénh vién TWQD 108
Email: Hongnguyenv108@gmail.com;

Ngay nhan bai: 10/02/2019 |

Ngay phdn bién: 20/02/2019 |

Nguyén Thi Hong Nguyén!

xdy dung co so ha tang khang trang, chinh quy, hién dai;
chit luong dich vu y té tai bénh vién da tung budc duoc
dugc nang 1én; tinh than, thai do, trach nhiém phuc vu cua
d6i ngii didu dudng, bac si dd co nhitng budc chuyén bién
13 rét, dap Gmg twong ddi tét v6i nhu cau kham, chira bénh
ctia bd do6i va nhan déan. Tuy nhién, danh gia tong quan thi
chét lugng dich vu y té c6 mat van chua thuc su dap ung
t6t yéu cau ngay cang cao, da dang, phong phii ciia can bo,
chién si va nhan déan (khach hang).

II. MUC TIEU, PHUONG PHAP NGIEN CUU

1. Muc tiéu:

Trong xu thé hoi nhap va phat trién dich vu y té chim
soc, bao v¢ stc khoe con nguoi hién nay, cac co so'y té ca
nude dang hudng t6i nang cao toan dién chét lugng cham
soc va bao v¢ strc khoe nhan dan. Theo do, viéc nghién ctru
vé “chét luong cung tmg dich vu y t&” dap ung nhu cu
theo cac ti€u chi danh gia ctia nguoi bénh, ngudi nha ngudi
bénh (khach hang) dbi voi chat lwong dich vu y té dong vai
tro dac biét quan trong, gitip nguoi lanh dao, quan ly Khoa
kham bénh, Bénh vién TWQD 108 ¢6 co s¢ dé kiém dinh,
danh gid chinh xac cac muc d6 hai long ctia khach hang
v61 cac dich vu cham soc, bao vé strc khoe ma bénh vién
cung ng. Tir d6 c¢6 sy diéu chinh, bd sung chét luong dich
vu nhdm cai thién tot nhat diéu kién kham, chita bénh cho
céc dbi tugng khach hang.

Vi nhitng tiéu chi cu thé, ching ti tién hanh noi
dung khao sat nay véi cac ddi tuong khach hang nhim
thuc hién hai muc tiéu sau:

(1) DBanh gia sy hai long cua nguodi bénh va nguoi nha
ngudi bénh vé sy tiép don, huéng dan ciia didu dudng, bac
sy Khoa kham bénh.

(2) Danh gia sy hai long cua nguoi bénh va nguoi nha
ngudi bénh vé chit lwong kham chita bénh ctia Khoa kham
bénh, Bénh vién TWQD 108 hién nay.
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2. Phwong phap ngién ciru:

Tac gia su dung phuong phap nghién ctru gitta ly
thuyét vé sy hai 1ong két hop v6i quan sat thyc tidn hanh
dong lam viéc chuyén mon cia diéu dudng, bac sy; khao
sat thuce té phan 4nh miu dai dién ctia 120 (NB + NNNB);
sir dung cong thirc théng ké toan hoc, tinh diém trung binh
(PTB) cac muc do biéu hién cua céac tiéu chi sau khi thu
duogc két qua khao sat ciia cac ddi tugng khach hang.

1. KET QUA BAN LUAN

Khoa kham bénh, Bénh vién TWQD 108 la noi don
tiép ngudi bénh ban dau, néu duoc t6 chirc sip xép khoa
hoc, hop 1y cung voi thai d9, trach nhiém lam viéc tan
tuy, tim 10ng d6n hau, bao dung, ludn quan tim dén ngudi
bénh cia doi ngii didu dudng, bac si s& giy an tuong tot,
lam tdng su hai 1ong ctia nguoi bénh, nguoi nha nguoi
bénh véi bénh vién. Thuc hién chi truong ciia Thuong vy
Dang uy, Ban Giam ddc Bénh vién TWQD 108, véi muc
tiéu xay dung, hoan chinh cac tiéu chi dé ngay cang dap
ung tdt hon cac dich vu kham, chira bénh, 1am hai long cac
ddi tugng khach hang. Tu thyc té trén, nam 2018 Khoa
kham bénh xac dinh cac ndi dung, xay dung bo tiéu chi va
tién hanh khao sat su hai long, muc d6 tin nhiém cia nguoi
bénh, ngudi nha ngudi bénh vé chét lugng dich vu kham,
chita bénh cuia Khoa, 1am co s¢ duy tri phat huy nhitng uvu
diém dang co6, kip thoi rat kinh nghiém, khéc phuc triét
dé cac ton tai han ché, bao dam tét nhat cac dich vu cho
khach hang.

Thuc té cho thdy, mdi ngay Khoa kham bénh c6 hang
chuc nghin lugt khach hang dén kham, chira bénh, vdi su
da dang, phong phu vé d6 tudi, gidi tinh, dac diém tam ly,
tich cach c4 nhan, tinh chét loai bénh. .. cung vai sy phat
trién chuyén mon, hién dai hoa trang thiét bi, co s& vat cht
ctia bénh vién, doi ngii didu dudng, bac sy cua Khoa kham
bénh duoc dao tao co ban vé chuyén mon, co6 thai do trach
nhiém lam viéc chdm chi, phuong phéap tac phong lam viéc
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khoa hoc, ludn nd luc hoan thanh tét chire trach nhiém vu
duogc giao, gop phan nang chét lugng dich vu theo hudng
ngdy cang dap tng t6t hon nhu cu cic dbi twong khach
hang. Tuy nhién, dé chat lugng dich vu kham chita bénh
ctia Khoa kham bénh dat chuan khu vuc va thé giodi.

Qua cac cong trinh nghién ctru cho thay sy hai long
clia mdi ngudi bénh va nguoi nha ngudi bénh & bat ky
mot co s& kham chita bénh nao do ciing ludn la diéu duoc
cac bénh vién phin ddu huéng t6i. Trong cong tac kham
chita bénh, sy hai long cua ngudi bénh, ngudi nha nguoi
bénh (NB + NNNB) lai cang c6 gia tri, d6 1a tiéu chi phuc
vu quan trong dat ra cho cac bénh vién. Qua tim hiéu, co
nhiéu quan niém khac nhau vé mirc d6 danh gia sy hai long
cua nguoi bénh vai tu cach ho 1a khach hang ctia bénh
vign: Theo Formell (1995) va Hoyer (2001), sy hai long
dugc gin lién v6i cam giac chdp nhan, hanh phuc, gitp
da, phén khich, vui suong; Theo Hansemark va Albinsson
(2004), su hai 1ong ciia khach hang 1a mot thai do tong thé
cia ho ddi v6i mot nha cung cép dich vu hoac mot cam
xuc phan ung véi su khac biét gitra nhiing gi ho du doan
trudc va nhitng gi duge tiép nhan d6i véi sy dap ung cta
mot nhu ciu, muc tiéu hay mong muén; Theo Zeithaml va
Bitner (2000), su hai long cua khac hang 1a sy danh gia cia
ho vé mot san phém hay mot dich vu nao d6 da dap tng
dugc nhu cau va mong doi cua ho.

Tt nhiing quan ni€m trén, theo tac gia: sy hai long
ctiia nguoi bénh 1a mdt cam giac khi ho dugc thdéa man vé
két qua kham, chita bénh tai bénh vién. Dé khao sat sy hai
long ciia (NB + NNNB) vé chat luong dich vu kham chita
bénh cia Khoa kham bénh, Bénh vién TWQD 108 trong
nam 2018. Can cir vao diéu kién co s& vat chit, dic diém
nhiém vu cua Khoa kham bénh; chirc trach, nhiém vu ctia
d6i ngii diéu dudng, bac sy va nhu cau kham chita bénh
cia (NB + NNNB) hién nay. Téc gia tién hanh xdy dung
bd cong cu gdm 04 ticu chi dé 1am co s khao sat, danh gia
su hai 10ng cua (NB + NNNB) nhu trong bang két qua sau:
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Két qua khao sat sur hai 1ong cia( NB + NNNB)
STT Noi dung tiéu chi Tét(4) | Khi(3) | Trungbinh | Han ché
(S (S Q) a)sé | pTB
nguoi/%) | nguoi/%) | (SO nguodi/%) | ngudi/%)
Thai d¢ ton trong, vui vé, co1 mo, than
Tiéu chi 1 |thién, cim thong va Iong nhiét tinh 3 42 21 04 3.20
#h, camml Thong va Iong nhie (44,16%) | (35%) (17,50%) | (3,33%) |
cua diéu dudng, bac sy.
n i Chét lugng chuyén mon tdt, hidu qua 56 43 19 03
Tidu chi2 | v i cao, 46,66%) | (35.83%) | (1583%) | 2.50%) | 328
Tiou chi 3 Diéu kién co so vat cht, trang thiét bi 62 47 10 01 341
RS 1 qdy du, hien dai. (51,66%) | (39,16%) | (833%) | (0.83%) |
A i Thu tuc don gian, nhanh gon, chi phi 41 38 34 07
Tiuchid | oy (G4,16%) | (31.66) | (2833%) | (5.83%) | **4

Tu sb liéu & bang trén, tic gia tién hanh xay dung Biéu dd minh hoa két qua khao sat, danh gia thuc trang sy hai
long cia (NB + NNNB) ¢ Khoa kham bénh, Bénh vién TWQD 108 nam 2018 nhu sau:

Biéu do: Két qud khdo sdt sw hai long ciia khdch hang tai Khoa khdm bénh, Bénh vign TWQOD 108

Tiéu chi 3 Tiéu chi 4

Tiéu chi 2

Tiéguchi 1l

Két qua trao doi 08 khach thé: da sb cac (NB +
NNNB) déu danh gia kha t6t vé “Thai d6 ton trong, vui
vé, cd1 md, than thién, cam thong va nhiét tinh cua diéu
dudng, bac sy d6i vi (NB +NNNB)”. Tuy nhién, ¢6 thoi
diém con c6 mot sd diéu dudng biéu hién khudén mit chua
thuc sy co1 md, than thién véi (NB + NNNB). Bén canh
do6, cac y kién ciing déu danh gia cao vé “Chat lugng

chuyén moén tot, hi¢u qua di€u tri cao cua Khoa kham

bénh”; “Piéu kién co s& vat chit, trang thiét bi déy du,
hién dai, Bénh vién di kip thoi tng dung nhiéu tién bod
khoa hoc y hoc vao kham chita bénh” va co ban cac y
kién khi dugc héi déu thira nhan thoi gian dwoc dang ky
vao kham chira bénh da co sy cai thién déng ké, c6 nhidu
thi tuc dugc tinh gian,... Tuy nhién, mot sb loai vién phi
¢6 chidu hudng ting gia dich vu (gia s loai thudc, xét

nghiém, phi giwdng, phong nam...).
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IV. KET LUAN

Cin cr két qua phan 4nh ¢ Biéu d6 1, cho thay két qua
nhan xét, danh gia cia mau dai dién 120 (NB +NNNB) 1a
kha hai long voi chét luong céc dich vu kham, chita bénh
cua Khoa kham bénh, Bénh vién TWQD 108 hién nay.
Tiéu chi 3 “Diéu kién co s& vat chét, trang thiét bi day du,
hién dai”, duoc danh gia cao nhat (DTB: 3.41), thip nhat
la Tiéu chi 4 ”Thu tuc don gidn, nhanh gon, chi phi hop
1y”. Theo d6, van dé dit gia ddi voi Pang uy, Ban Giam
ddc Bénh vién va lanh dao, chi huy Khoa kham bénh can
ling nghe, tiép thu nhitng phan anh, dong gop cua cac dbi
tuong khach hang, qua d6 1am tot hon cong tac lanh dao,
chi dao, két hop hai hoa, hop 1y gitta dam bao co s& vat
chit, trang bi y té v&i nang cao chit luong doi ngii didu
dudng, bac si; can cha trong cai tién vé thi tuc hanh chinh,
giam thoi gian cho doi dugc kham va tra két qua; tiép tuc
cai thién gia cac dich vu theo hudng uu tién cac dbi tuong
quan, d6i twong chinh sach ngudi ¢6 cong voi cach mang
va bao hiém xa hoi. Cung voi d6, 1anh dao chi huy Khoa
kham bénh can tham khao, nghién clru, tng dung mot )
ndi dung bién phap co ban sau:

1. Thuc hién hiéu qua ndi dung gido duc y duc, k¥
ning giao tiép, tng xir v6i ngudi bénh va ngudi nha bénh
nhan cho diéu dudng vién, bac si. Pay la nhi€ém vu chinh
tri quan trong hang dau gép phan nang cao chat lwong doi
ngii, nhitng ngudi tryc tiép tham gia kham, chira bénh cho
cac ddi twong khach hang.

TAI LIEU THAM KHAO

Can bam sat ké hoach gido duc cua trén, lanh dao, chi
huy Khoa ¢ ndi dung gido duc cu thé can ¢t vao nhu cau
cua don vi va dic diém tung ddi tuong.

2. Thuong xuyén kién toan bo sung ngudn nhan lyc,
dac biét 1a doi ngii bac sy cho Khoa kham bénh, bao dam
du sb luong, co chét luong tdt. Kién toan du quan sb tao
su chu dong cho thyc hién cac nhiém vu cua don vi. Tién
hanh ra soét lya chon bao dam t6t chét lugng ngudn cung
cép vao, theo hudng bam sat chi tiéu ciia Bénh vién va dam
bao tinh cong khai, khach quan, chu trong chat lugng vé
pham chit ¥ dirc, ning lyc y thuat, k§ nang y 1y.

3. Tiép tuc dau tu co s& vat chit, mo rong pham vi
hoat dong Khoa kham bénh dap g nhu cau thyc té cho
cac ddi tugng khach hang. Bao dam co s¢ ha tang khang
trang, chinh quy “Xanh, Sach, Pep” s& tao ngudn cam xiic
tich cuc cho cic ddi twgng khach hang khi ho tiép xtic véi
Khoa kham bénh- noi tiép don ngudi bénh ban dau. Mg
rong quy md, pham vi kham bénh s€ tao diéu kién thuén
tién vé thoi gian, khong gian, lam thoa méan nhu cau cic
khach hang.

4. Lam t6t cong tac thi dua khen thudng véi cac diéu
dudng, bac si va xir ly nghiém céac ca nhan vi pham dao
dirc nghé nghiép. S& phat huy tinh tich cyc, ning cao y
thirc, thai d¢ va trach nhiém cia can by, nhan vién trong
cong tac chuyén mon; kich thich dong co nghé nghiép, lam
cho d6i ngii y, bac si chuyén tdm cong tc, nd lyc hoan

thanh tbt chuc trach nhiém vu dugc giao./.

1. Khoa kham bénh, Bénh vién TWQD 108, Bdo cao ddanh gid két qud cong tac kham, chita bénh nam 2017-2018;

(tr, 3- 24).

2. Nguyén Khanh Chi, Poan Céng Khanh, Bui Vin Diing - Dé tai khoa hoc (2012), Panh gia sy hai 10ng ctia ngudi
bénh va chat lugng dich vu kham, chita bénh tai khoa kham bénh, Bénh vién Pa khoa huyén Pong Anh, thanh pho”' Ha

N6, (tr, 8-16).

3. Chuong trinh s6 52/CTr-BYT (18/6/2009) “Vé néing cao chdt hrong kham, chita bénh tai cic co sé kham chita
bénh vi muc tiéu dép vmg sw hai long ciia nguoi bénh bao hiém y té” do Bo Y té ban hanh./.
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Treat Calibrated Gray as Device Gray: yes
Remove embedded non-CMYK Profiles: no
Remove embedded CMYK Profiles: yes

Applied Miscellaneous Settings:
Colors to knockout: yes
Gray to knockout: yes
Pure black to overprint: no
Turn Overprint CMYK White to Knockout: yes
Turn Overprinting Device Gray to K: no
CMYK Overprint mode: set to OPM1 if not set
Create "All" from 4x100% CMYK: no
Delete "All" Colors: no
Convert "All" to K: no





