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TOM TAT
Dat vin dé: Chat heong bénh vién 1a véan dé nhiéu tranh cai, tap trung vao chat leong la
gi, muc tiéu cua chat heong, 1am thé nao danh gid va ndng cao chat lwong, nhiing tiéu chudn nao
1a can thiét va mize dé nao la dii @é mét bénh vién duwroc cong nhan 1a mét bénh vién bao d@am chdt
lirong. Muc tidu nghién citu: Xdce dinh ty 16 v mize dg hai 1ong, cac yéu té lién quan dén sw
khong hai 1ong ciia nguoi bénh vé chdt lirong phuc vu nguoi bénh tai Bénh vién Trieong Pai hoc Y
diroc Can Tho nam 2018-2019. Déi twong va phwong phdp nghién cieu: la ngueoi bénh dén diéu
tri ngi tri tai Khoa Ngogi va Khoa Ngi tir thang 5/2018 dén thang 5/2019. Thiét ké nghién cizu:
nghién cizu mo ta cat ngang ¢ phan tich. Cé# mdu: 262 nguoi bénh. Phwong phdp chon mau:
Chon mau toan bg, tat ca nguoi bénh ddp dmg tiéu chi chon vao mai ngay khi ra vién. Phuong
phap thu thdp s liéu: Phong vdn truc tiép bang bé cau héi sogn sdn. Phuwong phap xir ly so liéu:
So liéu duoc nhdp va xir Iy bang SPSS 18.0. Ngi dung nghién ciu: dac diém chung Clia doi twong
nghién cizu, ty 1é va mic dé hai 1ong ciua nguoi bénh vé chdt lirong phuc vu, cac yéu té lién quan
dén s khong hai 1ong vé chat lwong phuc vu nguoi bénh. Két qua: Ty Ié hai long chung vé chat
lirong phuc vu chiém 92,1%. Ty 16 95,0% hai long chung vé kha ndng tiép cdn, thi tuc kham chiza
bénh 1a 94,0%, co sé vt chat phuc vu nguoi bénh 12 85,0%, thdi dé vng xir 1a 96,0% va két qua
cung cdp dich vu 14 93,0%. C6 mai lién quan giza nghé nghiép, khoa diéu tri va sir khéng hai long
vé chat liong phuc vu ciia nguoi bénh. Két lugn: Ty 1¢ hai long chung vé chdt lwong phuc vy
chiém 92,1%, khong hai 16ng chung chiém 7,9% va cé mi lién quan giiza nghé nghiép, khoa diéu
tri va s khdng hai long vé chdt lirong phuc vu ciia nguoi bénh.
Tir khoa: Hai 1ong, chdt lwong phuc vu nguoi bénh.

ABSTRACT

ASSESSMENT SATISFACTION OF QUALITY OF SERVICE PATIENT
AT THE HOSPITAL CAN THO UNIVERSITY OF MEDICINE AND
PHARMACY IN 2018-2019

Nguyen Thi Hong Nga, Pham Thi Tam, Lai Van Nong

Can Tho University of Medecine and Pharmacy

Background: Hospital quality is a matter of controversy, focus on quality, quality
objectives, how to identify, evaluate and improve quality, what standards are needed, and what
level is sufficient for a hospital to be recognized as a quality assurance hospital. Objectives:
Determining the rate and level of satisfaction, finding out the factors related to dissatisfaction at
the hospital CTU of Medicine and Pharmacy in 2018-2019. Materials and methods: The research
was carried out on 262 inpatients treated at internal medicine and surgery Department in the
hospital CTU of Medicine and Pharmacy from May 2018 to May 2019. Research design: Cross-
sectional research with analysis. Sample size: 262 patients. Sampling: All samples were selected,
all patients met the criteria on each day of discharge. Data collection method: Direct interview
with prepared questionnaire. Data processing: Data were entered and processed using SPSS 18.0.
Research content: general characteristics of subjects, rate and satisfaction of patients on quality
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of service, factors related to dissatisfaction in quality of service for patients. Results: The general
satisfaction rate for hospital services was 92,1%. The rate 95,0% of the general satisfaction about
the accessibility of patients, the transparency of information and procedures for medical
examination and treatment were 94,0%, infrastructures and facilities for patients with 85,0%,
attitude of behavior, professional capacity of health workers with 96,0% and service delivery
result with 93,0%. There is an association between occupational groups, treatment departments
and dissatisfaction in quality of service for patients. Conclusion: The general satisfaction rate for
hospital services was 92,1%, the dissatisfaction rate was 7,9% and there is an association between
occupational groups, treatment departments and dissatisfaction in quality of service for patients.
Keywords: Satisfied, Quality of service for patients.

I. PAT VAN PE

Nim 2000, Geneva dua ra bdo cdo nghién ctru Vvé cai thién hé thong y té thé gisi
trong B&o c&o Y té thé gioi: tién toi chdm soc chéat lwong cao hon, can phai co cac quy
dinh rd rang vé y té. Ngudi bénh can phai duoc thdng tin tot hon vé nhitng gi tét va xau
cho stc khoé, ho ¢6 quyén duogc ton trong [9]. Chat lwong bénh vién 1a van dé nhiéu tranh
cai, tap trung vao chit lwong la gi, muc tiéu cua chat luong, 1am thé nao xac dinh, danh gia
va nang cao chat lugng, nhitng tiéu chuan nao l1a can thiét va miac do nao 1a di dé mot
bénh vién dugc cong nhan la mot bénh vién bao dam chat luong [1]. Theo két qua nghién
clru cua tac gia Nguyén Thanh Lap nam 2017 [5]: 76,14% hai long chung vé chét luong
don tiép hudng dan nguoi bénh, 86,57% hai long chung vé co s vat chat phuc vu nguoi
bénh. Hién tai chua c6 mot nghién ctiru ndo vé danh gia su hai long vé chat luong phuc vu
ngudi bénh tai Bénh vién Truong Pai hoc Y dwoc Can Tho, xuét phét tir ton tai do, ching
t6i thuc hién nghién ciu nham muc tiéu:

1. Xéc dinh ty 1& va mirc do hai long vé chat lugng phuc vu nguoi bénh

2. Tim hiéu yéu to lién quan su khéng hai long vé chat lwong phuc vu nguoi bénh

II. POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Péi twong nghién ciru: ngudi bénh diéu tri ndi trd tai Khoa Ngoai va Khoa Noi.
Tiéu chudn chen mdu: Ngudi bénh diéu tri noi tr tai Khoa Ngoai va Khoa Nai,
ddng y tham gia nghién cau, thoi gian nam vién diéu tri tdi thiéu tir 3 ngay, do tudi > 18
tudi. Tiéu chudn logi trir; Nguoi bénh nang, hon mé, tri giac va tam than khong binh
thuong, nguoi bénh 1a nhan vién bénh vién.
Thoi gian va dia diém nghién ciu: tir thang 5/2018 dén thang 5/2019 tai Bénh
vién Trudng Pai hoc Y Dugc Can Tho.
2.2. Phwong phap nghién cuu
Thiét ké nghién crzu: nghién ciru md ta cat ngang co phan tich.
Co' madu: 262 nguoi bénh. N ’
Phwong phdp chon mau: Chon mau toan bg, tat ca ngudi bénh dap tng tiéu chi
chon vao moi ngay khi ravign ’ o i
Phuwong phap thu thdp so ligu: Phong van truc tiep bang bo cau hoi soan san.
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Ngi dung nghién ciru: dac diém chung caa d01 tuong nghién cau, ty 1€ va muc do
hai 1ong cua ngudi bénh vé chat lugng phuc vy, cac yéu té lién quan su khdng hai long vé
chét lugng phuc vu nguoi ben'h ’ ‘

Phuwong phap xi ly so liéu: So liéu dugc nhap va xu ly bang SPSS 18.0. 7

Ty 1€ va mic do hai long cua NB dugc tham khao do luong theo thang diém
Likert. Thang diém Likert cd thé la thang diém 3,4,5,6,7,8,9. Chung ti chon thang diém 4
cho nghién cuu:

1 = rat khong dong y = rat khong hai long
2 = khéng dong y = khdng hai long

3 = dong y = hai long

4 = rat d@ong y = rat hai long

*Hai ty I hai long chung

- Hai 1ong (R4t hai long, hai 1ong): s6 lwong cu tra loi hai long dat tir 80% tré 1én
(ttr 4 cau tro Ién).

- Khong hai Iong (R4t khdng hai long, khdng hai 1ong sb Tugng cau tra 1oi hai long
dudi 80% (tir 3 cau tro xudng).

I1l. KET QUA NGHIEN CUU

3.1. Pic diém chung cia déi twong nghién ciu
Bang 1. Bic diém chung vé nhoém tudi, gisi tinh, dia chi, nghé nghiép (n=262)

bic diém chung Tan sb (n) Ty 18 (%)
Tu 18-40 85 32,4
Tuodi Tir 41- 59 20 34,4
> 60 87 33,2
Gigi tinh N 100 38,2
Nam 162 61,8
Dia chi Can Tho 125 47,7
Tinh khac 137 52,3
Can bd, vién chuc 60 22,9
Nghé nghiép Lam rudng, vuon 35 13,4
Hét tudi lao dong 75 28,6
Khac 92 35,1

Nhan xét: Bdi tuong nghién ciu c6 do tudi 41-59 tudi chiém nhiéu nhat 34,4%. Ty
16 nam chiém nhiéu nhat 13 61,8%. NB cu trd tai tinh khac ngoai Tp Can Tho chiém nhiéu
nhat 52.3%. Nhém nghé khéc chiém nhiéu nhat 35,1%.
Bang 2. Pic diém chung vé kham, chira bénh cia ngudi bénh (n=262)

bic diém chung Tan sé (n) TV 18 (%)
Khoa diéu trj Khoa Ngoai 155 59,2
Khoa Noi 107 40,8
Téng sé ngay didutri | 1U 37 NOdY 226 86.3
Trén 7 ngay 36 13,7
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BHYT Co 219 83,6

Khong 43 16,4

Nhan xét: NB chu yéu dicu trj tai Khoa Ngoai chiém nhiéu nhét 59,2%. NB c6 thoi
gian dieu tri tr 3 dén 7 ngay chiém nhicu nhat 86,3%. NB st dung th¢ BHYT khi kham
chira bénh chiém nhiéu nhat 83,6%.

3.2. Ty Ié hai long ciia nguwoi bénh vé chit lwong phuc vu

Y S 95%
: .
A. Kha nangtiép can (n=249)

94%
(n=246)

B. Sy minh bach thong tin

85%
(n=223)

C. Co so vat chét, phuong tién
96%
(n=252)

93%
(n=244)

78% 80% 82% 84% 86% 88% 90% 92% 94% 96% 98%

D. Thai d9, nang lyc chuyén mon

E. Két qua cung cap dich vu

Biéu d6 1. Ty 1& hai Idong vé chat luong phuc vu
Nhan xét: Ty 1& hai long chung vé kha ning tiép can chiém 95,0%, minh bach
thong tin va tha tuc kham bénh, diéu tri chiém 94,0%, co s& vat chat, phuong tién phuc vu
ngudi bénh chiém 85,0%, thai 6 (mg xir, ning luc chuyén mdn cuia NVYT chiém 96,0%,
két qua cung cap dich vu chiém 93,0%.

7.9%

m Hai long
m Khéng hai long

Biéu do 2. Ty I& hai long chung cua NB
Nhan xét: Két qua khao sat c6 241 ngudi bénh hai long chung vé chét lugng phuc
vu chiém ty 1¢ 12 92,1% va 21 NB khong hai long chiém ty I¢ 7,9%.
3.3. Mikc d hai long vé chit lugng phuc vu
Bang 3. Mirc d6 hai long vé chit luong phuc vu

Hai long vé Mirc d hai long (%)
chét lwgng phuc vu Rit khong hai long | Khong hai long | Hai long | Rét hai long
Két qua cung cap dich vu 3,8 11,5 41,6 43,1
Thai d6 g xit NVYT 1,9 5,7 2,3 90,1
Co so vat chat 1,9 5,0 9,2 83,9
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Hai long vé Mikc dd hai long (%)
chét lrgng phuc vu Rit khong hai long | Khong hai long | Hai long | Rét hai long
Thu tyc diéu tri 2,7 6,1 42,7 48,5
Kha nang tiép nhan 1,9 7,6 40,6 50,0

Nhan xét: Muc do hai long vé kha ning tiép can la 90,5%, minh bach thong tin va
tha tuc khadm bénh, diéu tri 12 91,2%, co sé vat chat, phuong tién phuc vu ngudi bénh 1a
93,1%, thai do (ng xir, nang lyc chuyén mdn cia NVYT 13 92,4%, két qua cung cap dich
vu la 84,7%.

3.4 Céc yéu té lién quan sy khong hai long vé chat lwgng phuc v
Bang 4. Cac yéu to lién quan sy khéng hai long vé chat lugng phuc vu nguoi bénh

Hai long Khéng hai long OR
Yéu td lien quan | Tansé . 1A (0 Tan so Ty I8 0 p
(n) Ty 1€ (%) (n) (%) (C1 95%)
Nhém nghe

Can bo, vién chirc 50 22,7 10 2338 1
Lam ruong, vuon 30 13,6 5 11,9 0,999 <0,001

I . 65 29,6 10 23,8 1,34 0,503
Hét tuoi lao dong (0,576-3,086)

. 75 34,1 17 40,5 1,024 0,938
Khac (0,443-2,415)
Hinh thirc khdm chira bénh
BHYT
C6 thé BHYT 180 84,1 39 81,2 1,222 0,628
Khong the BHYT 34 15,9 9 18,8 (0,542-2,752)
Khoa Diéu tri
Khoa Ngoai 125 60,9 30 52,6 2,136 0,017
Khoa Noi 80 39,1 27 47,4 (1,13-4,042)
Tong s6 ngay diéu tri

Tur 3 dén 7 ngay 196 86,7 30 83,3 0,676 0,459
Trén 7 ngay 30 13,3 6 16,7 (0,252-1,868)

~ Nhan xét: C6 méi lién quan gira nhém nghé, khoa diéu trj va sy khong hai long vé
chat luogng phuc vu ctia ngudi bénh (c6 y nghia thong ké).
IV. BAN LUAN
4.1. Pic diém chung cia ddi twong nghién ctru
Bang 1 Nhdm NB c6 do tudi 41-59 tudi chiém ty 1é cao nhat chiém 34,4% khac
v6i Huynh Ngoc Thanh nidm 2012 [7] chiém 19.94% va da s6 & ngoai Tp Can tho chiém
52,3% khac vai Nguyén Thanh Lap nam 2017 [5] lan luot chiém 93,53% va 79,62%. NB
gigi tinh nam chiém 61,8% so v&i nir giéi chiém 31,2%, két qua nay khéc véi Pham Thi
Tan My nam 2011 [8] nir chiém 64.96% so voi nam chiém 35.04%. Vi ngay nay moi
truong séng nhiéu khoi bui, 6 nhiém, nam 1am viéc nhiéu hon nit va ganh véc nhiéu viéc
nang né hon nit dan dén nam bénh nhiéu hon nix, diéu tri nay lam cho nam tham gia
nghién ctru nhiéu hon. Pidu ndy co thé giai thich do ngay nay méi trudng séng nhiéu khoi
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bui, 6 nhiém, nam lam viéc nhiéu hon nit va ganh vac nhiéu viéc niang né hon nit dan dén
nam bénh nhiéu hon ni, diéu nay l1am cho nam tham gia nghién ctru nhiéu hon. Nha nudc
ta dang hudng dén bao hiém y té toan dan voi muc tiéu cung chia sé nhitng ganh ning
bénh tat cho cac dbi tuong chinh sach, hét tudi lao dong,...nén ddi tugng cé the BHYT
tham gia nghién ctru nhiéu hon. Mot trong hai nguyén nhan: mét 1a nguoi bénh mac céc
bénh ly thudc hé Ngoai, hai 1a do trinh do chuyén mdn cia Bac si diéu tri gioi nén ngudi
bénh mau khoi bénh hay néi cach khac tong sé ngay ngudi bénh nam vién diéu tri tuong
dbi ngan.
4.2. Chit lwong phuc vu nguoi bénh
Ty 1& hai long chung vé kha nang tiép can caa ngudi bénh chiém 95,0%, su minh
bach thdng tin va tha tuc kham bénh, diéu tri chiém 94,0%, co s& vat chat, phuong tién
phuc vu nguoi bénh chiém 85,0%, thai d6 Gng xt, nang luc chuyén mdn caa NVYT chiém
96,0%, két qua cung cap dich vu chiém 93,0% va ty Ié hai 1ong chung chiém 92,1%. Khao
sat sy hai long cua ngudi bénh 1a sy danh gia mot cach tong quat. Trong nghién ciru nay
su hai 10ng ctia ngudi bénh 1a rat cao. Khac voi Nguyén Thanh Lap ndm 2017 [5] chiém
72,78%. Mot s6 it nguoi bénh khdng hai 1ong vé so d6 bénh vién thiét ké kho hiéu, mot s6
thii tuc hanh chanh con gay phién ha, mot sé phong bénh chua c6 may diéu hoa, nha vé
sinh, nha tdm riéng, cang-tin phuc vu chua tot. Day ciing 1a cac thang diém kém trong két
qua danh gia chit lwong nim 2018, bénh vién can c6 giai phap can thiép khic phuc céc
nhuogc diém trén dé nang cao chat lugng phuc vu dap tng su hai 1ong cho nguoi bénh.
4.3. Cac yéu lién quan dén sy khong hai long ciia nguoi bénh
4.3.1 Lién quan vé d¢ tudi
Nguoi bénh dén kham chita bénh ¢ d6 tudi 41-59 tudi chiém ty 1& nhiéu nhat
VGi 34,4 % (bang 1), ty 1¢ hai long chiém 88,9% nhung khong tim thdy mbi lién quan dén
su khong hai long ctia ngudi bénh.
4.3.2 Lién quan vé giéi tinh
Nguoi bénh gisi tinh nam dén kham chita bénh nhiéu hon chiém 61,8% so Véi
nit chiém 38,2% (bang 2). Ty 1& hai 1ong caa NB nam chiém 81,5% so véi ty 1& hai long
caa NB nit chiém 80,0 %.
4.3.3 Lién quan vé cwr ngu
Nguoi bénh séng tai tinh khac ngoai dia phan Tp Can Tho dén khém chira
bénh chiém 47,7% so véi trong Tp Can Tho chiém 52,3% (bang 1), ty 1& hai long chiém
87,6% nhung khong tim thiy mdi lién quan dén sy khong hai 1ong ctia ngudi bénh.
4.3.4 Lién quan vé nghé nghi¢p
Tim thay mdi lién quan giita nghé nghiép va su khdng hai 1ong vé chit luong
phuc vu caa NB (p<0,001). Nguoi bénh dén kham chira bénh thuoc nhom nghé khac: hoc
sinh, sinh vién, noi trg,.. chiém ty I& nhiéu nhat véi 35,1% tiép dén hét tudi lao dong vai
28,6% (bang 2). Theo nghién ctu ty 1& hai Iong cua NB thuoc nhom hét tudi lao dong
chiém ty 1é cao nhat vai 86,7% tiép dén la nhdm lam rudng, vuon véi 85,7%. Khac vai két
qua nghién ctu Duong Xuan Chir nam 2015 [3] ty Ié hai Iong cua nguoi bénh thugc nhom
nghé lam rudng, vuon chiém ty 1é cao nhit vai 87,2%, hét tudi lao dong chiém 79,4%. C6
thé do nhu cau vé chat luong phuc vu cia nhdm hét tudi lao dong va nhém nghé 1am
ruong, vuon thip hon cac nhom nghé khac nén ho dé dang chip nhan va hai long.
4.3.5 Lién quan vé hinh thirc kham, chira bénh
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C6 su khéc biét vé hinh thirc kham, chita bénh BHYT va khéng BHYT. Tim
thdy mdi lién quan giira nghé nghiép va su khong hai long vé chat luong phuc vu cia NB
(p<0,001). Nguoi bénh c6 thé BHYT dén diéu tri tai bénh vién nhiéu hon chiém ty 18 18
83,6% (bang 3). Ty 1¢ hai Idong cua ngudi bénh ¢6 the BHYT dén diéu tri tai bénh vién
cling cao hon chiém 84,1%. Nguoi bénh dén diéu tri tai Khoa Ngoai nhiéu hon Khoa Noi
chiém ty 1& 59,2% (bang 4). Ty 1& hai l10ng ctia nguoi bénh dén diéu tri tai Khoa Ngoai cao
hon Khoa Nbi chiém 80,6%. Ngudi bénh dén diéu tri tai khoa c6 thoi gian diéu tri tir 3 dén
7 ngay chiém ty 1 nhiéu nhat voi 86,3% (bang 4).Ty 18 hai long nguoi bénh c6 thoi gian
diéu tri tir 3 d&én 7 ngay chiém ty 1& nhiéu nhat vai 80,7%. Khac vai Huynh Ngoc Thanh
nam 2012 [7] chiém 100,0%. Ddi tuong c6 the BHYT thudng 13 nhitng ddi tugng: hét tudi
lao dong, ho gia dinh, d6i tuong chinh sach, nghi huu, cong nhan,...ho chi quan tam dén
van dé diéu tri cho mau khoi bénh, d& dang, thong cam, chap nhan va hai Iong véi cac dich
vu y té. Piéu tri ndy do NB thudc chuyén khoa Ngoai khong phai bénh man tinh c6 s6
ngdy diéu tri ngdn hon NB diéu tri tai Khoa Noi, ho dé dang chap nhan va hai long véi cac
dich vu y té.

V. KET LUAN

Ty I¢ hai long chung vé chét lwong phuc vu tai bénh vién Truong Pai hoc Y Dugc
Can Tho chiém ty I 12 92,1% va khdng hai long chiém ty ¢ 7,9%, trong do ty ¢ hai long
chung vé kha ning tiép can cua nguoi bénh [a 95,0%, ty I¢ hai long chung vé sy minh
bach thong tin va thu tuc kham bénh, diéu tri 12 94,0%, ty 1& hai long chung vé co s& vat
chat, phuong tién phuc vu nguoi bénh la 85,0%, ty 1é hai long chung vé thai d6 ung xir,
ning luc chuyén mén caa NVYT [a 96,0% va ty Ié hai Iong chung vé két qua cung cap
dich vu 12 93,0%. Muc d6 hai 1ong vé kha ning tiép can 1a 90,5%, minh bach thong tin va
tha tuc kham bénh, diéu tri 12 91,2%, co s& vat chat, phuong tién phuc vu nguoi bénh la
93,1%, thai do ttng X, ndng luc chuyén mon cua NVYT la 92,4%, két qua cung Cap dich
vu 13 84,7%. Chua tim thidy méi lién quan gitra nhom tudi va sy khong hai long ve chat
lwong phuc vu cia ngudi bénh. C6 méi lién quan giira nghé nghiép, khoa diéu tri va su
khong hai long vé chit luong phuc vu caa ngudi bénh.
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