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Danh gia sy hai long ctia nguoi bénh kham ngoai tra
tai Bénh vién Mat Ha Noi co s¢ 2D Nguyén Viet Xuan nam 2025

Hoang Thi Kim Ngdn', Nguyén Khdanh Huyén', Pao Kiéu Anh?
IBénh vién Mat Ha Noi co so 2D Nguyen Viet Xudn, *Tram Y té phuong Hai Ba Trung

TOM TAT

Muc tiéu: Nghzen cteu dege tién hanh nham danh gid sw haz long cia nguedi bénh kham ngoai trii tai Bénh vién mdt Ha Néi
co s6 2D Nguyén Viét Xudan trong nam 2025 va xdc dinh mét s yeu 16 lién quan. Déi twgng vi phwong phdp: Nghzen ciru mo ta
cdt ngang diroc tién hanh trén 1080 bénh nhén ngoaqi tru tir 18 1uéi tré 1én, dén kham tai phong kham Bénh vién Mt Ha Néi co sé
2D Nguyén Viét Xudn, tir thang 4 dén thang 9 nam 2025. Chon mau theo phwong phdp thudn tién. Bién sé s hai long dige ddanh
gid trén thang Likert tiv 1-5 diém. Thu thp s6 liéu qua phong van bang phiéu khdao sat, nhdp liéu bang Epidata 3.1, cdc phdn tich
dieoe thiee hién bang phan mém Stata 13.0. Két qua: Két qua nghién ciru cho thdy 82,9% nguoi bénh hai long véi dich vu khdam,
chita bénh ngoqi trit. Mt s6 ndi dung dwoe danh gid hai long & mire cao: Nhdn vién y té tiép don, hudéng dan ngueoi bénh lam cdc
thii tuc niém né, tan tinh (4,45 £0,55); Khu kham bénh bao dam an ninh, trdt tu, phong ngira trom ctfp cho nguoi dan (4,50 £0,52);
Két qua kham bénh da dap iing dwgc nguyén vong ciia nguedi bénh (4,63 + 0,59). Ngieoc lai, ty 1é hai long & nguoi bénh thap hon
V&i mét 56 tiéu chi nhu: khd néing tiép can théng tin (3,82 % 0,84); Thoi gian cho nhdn két qua xét nghiém, chiéu chup (3,58 = 0,99).
Mot $6 yéu 16 lién quan dén suw hai long ciia nguoi bénh vé két qua kham chita bénh la: tuéi, s6 lan di kham, thoi gian di kham va sur
tin tuong khi di kham bénh. Két lugn: Phan 1ém nguot bénh hai long khi toi kham, chita bénh ngoai tru tai khoa kham bénh, bénh
vién Mt Ha Ngi co s¢ 2D Nguyén Viét Xudn, chiém gan 83% s6 hrong doi twong khdao sdt. Tuy nhién, van can cé nhitng bién phdp
ndng cao chdt heong dich vu va sw hdi long ciia bénh nhén khi dén kham va diéu tri trong ngdy, va can luu ¥ cde doi tiegng nguoi
bénh tuoi cao, s6 lan di tdi kham nhiéu lan, va doi twong quan tam tim hiéu nguon thong tin trude khi di kham

Tir khoa: Dich vu kham, chita bénh ngogi tri, sy hai long cia nguoi bénh, Bénh vién Mt Ha Néi co sé 2D NguyéNn Viét Xudn.

Outpatient satisfaction at Hanoi Eye Hospital-2D Nguyen Viet Xuan facility in 2025

Hoang Thi Kim Ngan', Nguyen Khanh Huyen!, Dao Kieu Anh?
'Ha Noi eye Hospital facility 2D Nguyen Viet Xuan; *Hai Ba Trung Health station

ABSTRACT

Objective: This study aimed to assess the level of satisfaction among outpatients at Hanoi Eye Hospital, 2D Nguyen Viet
Xuan facility, in 2025 and to analyze factors associated with patient satisfaction. Methods: A cross-sectional descriptive study
was conducted among 1,080 outpatients aged 18 years and older who attended the outpatient clinic of Hanoi Eye Hospital, 2D
Nguyen Viet Xuan facility, between April and September 2025. Participants were selected using convenience sampling. Patient
satisfaction was measured using a 5-point Likert scale (ranging from 1 to 5). Data were collected through face-to-face interviews
using a structured questionnaire, entered using Epidata version 3.1, and analyzed with Stata version 13.0. Results: Overall, 82.9%
of respondents reported being satisfied with outpatient healthcare services. High levels of satisfaction were observed for several
service domains, including courteous and supportive guidance provided by healthcare staff during administrative procedures (4.45
+ (0.55), security and orderliness in the outpatient area (4.50 + 0.52), and the extent to which medical examination outcomes met
patients’ expectations (4.63 + 0.59). In contrast, lower satisfaction scores were reported for access to healthcare-related information
(3.82 £ 0.84) and waiting time for laboratory test and imaging results (3.58 + 0.99). Factors significantly associated with patient
satisfaction regarding examination outcomes included age, frequency of visits, time of visit, and patients’level of trust in healthcare
services. Conclusion: The majority of outpatients were satisfied with healthcare services at the outpatient department of Hanoi Eye
Hospital, 2D Nguyen Viet Xuan facility, with an overall satisfaction rate of nearly 83%. Nevertheless, further efforts are needed to
improve service quality, particularly in enhancing information accessibility and reducing waiting times. Special attention should
be given to older patients, those with frequent follow-up visits, and individuals who actively seek information prior to attending
outpatient services.

Keywords: Outpatient healthcare services; patient satisfaction; Hanoi Eye Hospital, Vietnam.

Téc gid: Hoang Thi Kim Ngan Ngay nhan bai: 21/10/2025
Email: nganyenchil389@gmail.com Ngay hoan thi¢n: 03/3/2026
DOI: 10.54436/jns.2026.02.1211 Ngay dang bai: 04/3/2026

24



Tap chi Khoa hoc Diéu dudng - Tap 09 - S6 02 (2026)

PAT VAN DE

Trong bdi canh hé thong y té ngay cang
phat trién va hoi nhap, chat lugng cham soc
strc khoe tot & cac ndi dung: c6 hiéu qua,
khoa hoc, viéc cham soc phai thuc hién
theo tiéu chuan di quy dinh; thich hop véi
ngudi bénh; an toan khong giy bién
ching va nguoi bénh tiép cén duoc va
chép nhan voi sy hai long, it tén kém so
v6i cach diéu tri khac '. Panh gia sy hai long
trong nhiing thap ky gan diy duoc sy quan
tAm rat 16n tai nhidu nudc, va trd thanh quy
trinh dinh ky hang thang hodc hang quy ¢
mot s6 bénh vién 16n 2. Vi quan diém “Lay
nguoi bénh la trung tdm”, ngay 03/12/2013,
Bo Y té da ban hanh thi diém B¢ tiéu chi
danh gia chét lugng bénh vién kem theo
Quyét dinh sb 4858/2013/QD-BYT 3. Dén
nam 2015, Bo Y té da xay dung ké hoach
“Poi moi phong céch, thai do phuc vu cta
can bl y té, hudng tdi sy hai long cua nguoi
bénh” ban hanh kém theo Quyét dinh sb
2151/2015/QD-BYT ngay 04/06/2015 *.
Niam 2024, Quyét dinh s6 56/QD-BYT cua
B0 Y té ban hanh Bo tiéu chi ddnh gia murc
chét luong bénh vién, trong do6 nhan manh
viéc ldy nguoi bénh 1am trung tim va coi su
hai long ctia nguoi bénh 1a mot trong nhirng
chi s6 quan trong dé danh gia chat luong
dichvuy té 5. Tai Viét Nam nghién ctru cua
Nguyén Thanh Binh nim 2024 tai bénh vién
Mit — Da Liéu cho thay ty 1¢ hai long chung
vé dich vy kham chira bénh khong cao véi
77,8% ¢, twong tu nghién ctru ciia Nguyén
Minh Ngoc tai Bénh vién Mit — Da liéu Hai
Duong nim 2022 cho thdy chi c¢6 64,5% sb
ngudi bénh hoan toan hai long véi tat ca cac
dich vu’.

Bénh vién Mt Ha Noi co sd 2D Nguyén
Viét Xuan 1a bénh vién chuyén khoa tuyén
co ban vé nhan khoa, dong vai trd quan
trong trong cong tac kham, chita bénh va
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chiam soc strc khoe mét cho ngudi dan tha
do6 va cac khu vuc 1an can. Viéc danh gié sy
hai long ciia nguoi bénh khong chi gitip Ban
Giam dbc va cac bod phan lién quan nhan
dién rd diém manh, diém yéu trong cong tac
kham chira bénh ngoai tri, ma con la co so
khoa hoc dé dua ra cac giai phap can thiép,
nang cao hiéu qua phuc vu nguoi bénh trong
thoi gian toi. Pong thoi, viéc tim hiéu cac
yéu t6 lién quan ciing gbp phan cung cip
thong tin thuc tién cho qua trinh hoach dinh
chinh sach va quan 1y chét luong tai bénh
vién.

POI TUQONG VA PHUONG PHAP
NGHIEN CUU

Poi twong nghién ciru: Nguoi bénh dén
kham tai Bénh vién Mat Ha Noi co so 2D
Nguyén Viét Xuan.

Tiéu chuan lya chon: Nguoi bénh tir 18
tudi trg 1én. C6 thoi gian kham bénh ngoai
tra trong ngay. C6 kha ning giao tiép thong
thuong.

Tiéu chudn logi trir: Nguoi bénh dang
trong tinh trang cap clru hoic khong thé
giao tiép dugc. Nguoi bénh tir chdi tham gia
nghién ctru.

Thoi gian va dia diém nghién ctru: Tir
thang 4/2025 dén thang 9/2025 tai Khoa
Kham bénh.

Thiét ké nghién ctru: Nghién ciru mé
ta cat ngang.
Co mau: Ap dung cong thuc:

o p(1 —p)
n=ZG-a gz
Trong do:

n: S6 ngudi bénh ngoai tri can khao sat
chua hi¢u chinh. Z: H¢ s6 tin cdy (voi do
tin cay 95% thi gia tri ctua Z 1a 1,96). p:
Ty 1€ nguoi bénh hai long vé dich vu y t€
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(Ty 1€ udce tinh dat 78% nguoi dan hai long
vo1 dich vu kham chira bénh tai cac co so
y té cong lap theo nghién ctru ctia Nguyén
Thanh Binh, p = 0,78). d: Sai sb chép nhan,
xac dinh d = 0,025. C& mAu t6i thiéu tinh
dugc 1a 1055 nguoi bénh.

Trén thuc té, khi tién hanh thu thap sé
li¢u, chung t6i thu thap dugc 1080 phiéu tra
101.

B cong cu thu thip sb liéu: Phiéu
khao sat trong nghién ctru cia ching toi 1a
mau phiéu s6 2 trong Quyét dinh sé 56/Qb-
BYT ® ban hanh ngay 08/01/2024.

No6i dung nghién ctru: Danh gia su hai
long cua bénh nhan thong qua 5 ndi dung:
kha nang tiép can; sy minh bach théng tin
va thii tuc khdm bénh, diéu tri; co s& vat
chat va phuong tién phuc vu ngudi bénh;
thai d§ ing xu, nang luc chuyén mon cua
nhan vién y té; két qua cung cap dich vu.

Tiéu chi ddnh gia: Cac bién sd danh gia
su hai 1ong duoc do bang thang diém Likert
v6i 5 mue do tir diém 1 — 5 diém: rat khong
hai long: 1 diém, khong hai long: 2 diém,

KET QUA

binh thuong: 3 diém, hai 1ong: 4 diém, rat
hai long: 5 diém. Mirc d6 hai 10ng cta khach
hang bat dau tir mic 4 diém, vi thé thang
diém Likert dugc ma hoa thanh 2 nhom:
nhom chua hai long (1-3 diém) va nhom hai
long (4-5 diém) dbi véi timg tiéu muyc, tir d6
tinh ty 18 hai long theo timg tiéu muc va ty
1€ hai long chung.

Phwong phap phén tich s6 liéu: S liéu
duoc thu thap bang phiéu khao sat, nhap
liéu bang Epidata 3.1, cic phan tich duoc
thuc hién bang phan mém Stata 13.0.

Dao dic nghién ciru: Céc khia canh
dao duc cua nghién ctru duogc thong qua
theo Quyét dinh sé 362/QD-BVMHN vé
viéc phé duyét thuyét minh dé tai cip co so
nam 2025 ctia Bénh vién Mat Ha Noi. Déi
tugng nghién ctru dugc giai thich vé muc
dich va ngi1 dung ctuia nghién ctru trudc khi
tién hanh nghién ctru va chi tién hanh khi
¢6 su chdp thuan tham gia cia d6i tuong
nghién ctru. Két qua ctia nghién ctru nay da
dugc nghiém thu theo Quyét dinh sb 1483/
Qb-BVMHN ngay 31/10/2025 cua Bénh
vién mat Ha Noi.

Bang 1. Su hai long ciia nguwoi bénh vé kha ning tiép can (n = 1080)

Piém Dj 1éch
Mi ne inh si4 D le
A Noi dung danh gia trung binh chuan
Al Cac bién bao, chi din duong dén bénh vién rd rang, dé nhin, 4,32 0,61
dé tim
A2 Céc so d0, bién bao chi ddn dudng dén cac khoa, phong trong 4,18 0,68
bénh vién 13 rang, d& hiéu, d& tim
A3 Céc khdi nha, cdu thang dugc danh $6 1o rang, dé tim 4,10 0,73
A4 Cac16i di trong bénh vién, hanh lang béng phéng, dé di 4,45 0,55
A5 C6 thé tim hiéu cac thong tin va ding ky kham qua dién thoai, 3,82 0,84

trang tin dién tr cua bénh vién (website) thuan tién

Nguoi bénh nhin chung danh gia cao kha nang tiép can cta bénh vién véi diém trung
binh cac ti€u chi dao dong 3,82 — 4,45 diém. Trong do6 yéu to A4 “cac 161 di trong bénh vién,
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hanh lang bang phang, dé di” dat diém cao nhét (4,45 + 0,55). Cac tiéu chi vé bién bao, so
dd va danh sé khu vuc (A1-A3) cling duge nguoi bénh danh gia tich cuc, voi diém trung
binh trén 4,0. Tuy nhién, tiéu chi A5 “tim hiéu thong tin va ding ky kham qua dién thoai
hodc website” c6 diém thip nhit (3,82 + 0,84).

Bang 2. Sy hai long ciia nguwdi bénh vé sy minh bach théng tin
va thi tuc kham bénh, diéu tri (n = 1080)

Piém P léch

Ma  Noi dung danh gia trung binh  chuin

Bl  Quy trinh khdm bénh dugc niém yét rd rang, cong khai, dé hiéu 4,32 0,61
B2  Cac quy trinh, thua tuc khdm bénh don gidn, thuan tién 421 0,66
B3 Giadichvuy té niém yét r0 rang, cong khai 4,18 0,70
B4 Nhanviény té tiép don, hudng din nguoi bénh 1am cac tha tuc 4,45 0,55
niém nd, tan tinh
B5 Dbuoc xép‘ hang theo thir tu trude sau khi ’1arn cac thu tuc dang 4,10 0,73
ky, ndp tién, khdm bénh, xét nghi€m, chiéu chup
B6  Danh gia thoi gian cho doi 1am thu tuc dang ky kham 3,75 0,92
B7  Danh gia thoi gian cho téi lugt bac sy kham 3,68 0,95
B8  Danh gia thoi gian duge bac sy kham va tu van 4,05 0,70
B9  DPanh gia thoi gian cho 1am xét nghi¢ém, chiéu chup 3,60 0,97
B10 Danh gia thoi gian chd nhan két qua xét nghiém, chiéu chup 3,58 0,99

Ngudi bénh danh gia cao sy minh bach thong tin va thai d6 huong dan ctia nhan vién y
té, thé hién qua diém s6 cao & cac muc B1, B3, B4 voi két qua 1an luot 1a 4,32+0,61;4,18
+ 0,70; 4,45 £ 0,55. Nguoc lai, diém hai long vé thoi gian cho tai mat s6 khau con thap,
(muc B6-B10).

Bang 3. Sw hai long clia nguoi bénh vé co sé vat chit
va phwong tién phuc vu ngudi bénh (n = 1080)

Piém Do léch

M Noi dung danh gia trung binh  chuén

Cl1 Co ph(‘)pg/ sanh cho kham sach s€, thoang mat vao mua he, kin 428 0,63
gi6 va am ap vao mua dong

C2  Phong chd c6 du ghé ngdi cho ngudi bénh va sir dung tt. 3,85 0,82

C3  Phong chd c6 quat (diéu hoa) day du, hoat dong thuong xuyén 3,92 0,77

C4  Phong cho c6 cac phuong tién giup ngu/c‘)i bénh c6 tdm ly thoai 4,05 0,70

mai nhu ti-vi, tranh anh, to roi, nudc uong,...
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Piém Do léch

M A inh si4 :
A Noidung danh gia trung binh  chuan

C5  Dugc bao dam su riéng tu khi kham bénh, chiéu chup, lam 4,40 0,56
thu thuat

C6  Nha vé sinh thuan tién, st dung tbt, sach s& 4,25 0,61

C7  Moi truong trong khuon vién bénh vién xanh, sach, dep 4,35 0,58

C8  Khukham bénh bao dam an ninh, trat tu, phong ngtra trom cép 4,50 0,52

cho nguodi dan

Nguoi bénh nhin chgng hai long y(’yi co s& vat chat ciia bénh vién, thé hién qua diém
trung binh cac ti€u chi déu trén 4,0 diém. Pac bié¢t 1a an ninh C8 (4,50 £ 0,52), riéng tu lghi
khéam C5 (4,40 + 0,56) va moi truong bénh vién C7 (4,35 £ 0,58) dugc danh gia cao nhat.

Bang 4. Sy hai 1ong ciia ngwoi bénh vé thai dd éng xir,
niang luc chuyén mén cia nhan vién y té (n = 1080)
Piém Do léch
trung binh chuén

Ma N¢i dung danh gia

D1 Nhanviény té (bac s¥, diéu dudng) c6 101 noi, thai do, giao tiép 4,60 0,50
dang muc

D2  Nhan vién phuc vu (ho ly, bao vé, Kké todn,...) 6 101 noi, thai do, 4,45 0,58
giao tiép dung muyc

D3  DPugc nhan vién y té ton trong, ddi xu cong béng, quan tam, 4,55 0,52
giup do

D4  Ning luc chuyén mén cua béac sy, didu dudng dap ing mong 4,62 0,48
doi

Nguoi bénh danh gia rat cao thai do va nang luc cua doi ngil nhan vién y té, thé hién qua
diém trung binh cua céc tiéu chi déu trén 4,40 diém. Trong do, ning luc chuyén mén cua
béc si va diéu dudng D4 dat diém trung binh cao nhat 4,62 + 0,48. Thai d¢ giao tiép, ing
xir dung myc D1, D3 duoc ghi nhan tich cuc v6i diém s6 1an luot 1a 4,60 £ 0,50 va 4,55 +
0,52. Nhan vién phuc vu ciing duoc nguoi bénh danh gia tét, tuy nhién diém trung binh thap
hon mot chut (4,45 + 0,52).

Bang 5. Su hai long ciia ngudi bénh vé két qua cung cip dich vu (n = 1080)

X A s Piém Do 1éch
Ma  Noi dung danh gia trung binh  chuin
El  Két qua kham bénh da dap ung duoc nguyén vong ciia Ong/Ba 4,63 0,59
E2  Cac hoa don, phiéu thu, don thude va két qua kham bénh duoc 4,52 0,66

cung cap day du, rd rang, minh bach va duoc giai thich néu co
thic mac
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Piém Do léch

Ma  Noi dung danh gia trung binh  chuin

E3  Panh gia mirc d6 tin twong vé chat luong dich vu y té 4,68 0,57

E4  Panh gia mirc d6 hai long vé gia ca dich vu y té 4,43 0,74

E5 Ong/Ba cho nhan xét vé s tién chi tra c6 tuong xung voi chét 4,46 0,72
lwong dich vu y té khong?

Nguoi bénh c6 mirc d6 hai 1ong va tin tudng cao dbi voi chat luong dich vu y té cua
bénh vién. Tiéu chi E3 “danh gia mirc dg tin tudng vé chat luong dich vu y t&” chiém diém
sO cao nhat 4, 68 + 0,57. Cac tiéu chi khac nhu E1 (4,63 + 0,59) hay E2 (4,52 + 0,66) ciing
dat mirc diém so cao. Tuy nhién, hai tiéu chi lién quan dén gia ca va twong xtng chi phi (E4,
E5) ¢6 diém thip hon, dao dong 4,43 — 4,46.

—

= Hai long = Khong hai long
Biéu dd 1. Ty 18 hai long chung véi dich vu kham chira bénh (n = 1080)
Biéu d0 1 cho thay 82,9% ngudi bénh hai 1ong voi dich vy kham chita bénh.

Bang 6. Mot s6 yéu t6 lién quan dén sy hai 1ong ciia ngwdi bénh (n = 1080)

Hai long
Yéu td OR value
Co Khéng ©5%cn P
(n, %) (n, %)
Tudi 18-29 tudi* 110 73,83 39 26,17 1 -
30-49 tudi 180 78,60 49 21,40 0,76 0,342
’ ’ (0,47 — 1,24) ’
> 49 tudi 605 86,18 97 13,82 0,45 < 0,001
’ ’ (0,30 — 0,69) ’
Solandenkham y A, 43, 330 7857 90 2143 0.62
’ 0,003
>1 1an 565 85,61 95 1439 (0.45-0.85)
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Hai long
Yéu td OR value
Cé Khéng ©s%cn P
(n, %) (n, %)
Thoi gian di _ gjon 543 819 120 18,10 1 -
chuyén
1-3 gio 272 8242 58 17,58 0,96 0,909
& : 2% (0,68-136)
. 0,40
>
3 gio 80 9195 7T 805 "0 0028
Ly do chon noi  py 44y douy tin* 368 87,62 76 12,38 | -
kham
Bénh vién khac 0,59
chuyén dén 285 7946 35 2054 (0”00 002
Nguoi quen gioi 1,29
hicu N2 8308 30 1692 (T 0 0339
Gin nha 69 8583 24 14,17 1,68 0,072
: 4 0,99-2,85)
Khac 61 775 22 225 1,75 0,062
: > (1,01-3,02)

Ghi chii: *: bién tham chiéu, Kiém dinh y*

Tubi 1a dic diém anh huong dén su hai long chung cua nguodi bénh ngoai tra vé dich vu
y té&. Nguoi bénh ngoai tri trong do tudi > 49 tudi c6 kha nang hai long vé dich vu y té thap
hon 0,45 1an so voi nhom tudi 18 — 29 tudi (OR = 0,45; 95%CI: 0,30 — 0,69). S6 lan dén
kham 13 yéu t6 lién quan 16 rét dén sy hai 1ong. Ngudi bénh dén kham l1an thir hai tré 1én co
kha nang hai long thép hon so v6i nhom di kham 1an dau (OR =0,62; 95%CI: 0,45-0,85; p
=0,003). Nhom c6 thoi gian di chuyén dudi 1 gio, nguoi bénh di chuyén trén 3 gio c6 kha
nang hai 1ong thap hon rd rét (OR = 0,40; 95%CI: 0,19-0,88; p = 0,0128), nhom nguoi bénh
tu dén kham do uy tin ciia bénh vién, nhom ngudi bénh duge bénh vién khac chuyén dén co
kha nang hai long thap hon rd rét (OR = 0,59; 95%CI: 0,38-0,91; p = 0,022).

BAN LUAN

Két qua khao sat 1080 nguoi bénh ngoai
tri tai Khoa kham bénh Bénh vién Mt Ha
Nbi co s6 2D Nguyén Viét Xuan co ty 1é hai
long chung dat 82,9%. Day 1a mot két qua
rat tich cuc, cho thiy sy dénh gia cao cta da
) nguoi bénh ddi vé6i chat luong dich vu tai
bénh vién. Con s6 nay khong chi phan anh
nd lyc cua doi ngii nhan vién y té ma con
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12 minh ching cho thiy bénh vién da dap
g tot ky vong ciia phan 16n ngudi bénh.
Két qua cta ching t6i twong ddng so véi
nghién ctru ctia Nién Thi Thién My (nam
2021-2022) * voi 87,28% nguoi bénh hai
long. Tuy nhién, két qua ctia chung toi cao
hon nghién ctru cia Duong Thi Thuy Ha
ndm 2023 vadi 62,3% nguoi bénh hai long
vé chat luong dich vu kham chita bénh °.
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Su khac biét nay cé thé 1a do viéc ap dung
Quyét dinh 56/QD-BYT gitp chuan hoa
quy trinh danh gia sy hai long, tir d6 tao ra
su nhat quan va khach quan trong viéc do
luong chat luong dich vu. Mot yéu td nita
cling c6 thé dan toi sy khac biét 1a nghién
ctru ctia chung t6i duoc tién hanh tai bénh
vién chuyén khoa Mat, trong khi nghién ctru
cua Duong Thi Thuy Ha ® dugc thuc hién tai
mot bénh vién da khoa, noi tiép nhan ca cac
truong hop cip ctru va cac truong hop bénh
man tinh ndng hon nén mtrc dJ hai long vé
kham bénh ngoai trt ciing c¢6 su khac biét.

Kha ning tiép can 1a mot trong nhiing
thanh phan quan trong anh huong dén su hai
long chung ctia ngudi bénh ngoai tra. Két
qua cho thay bénh nhan danh gia kha cao
ndi dung nay, dac biét la yéu td lién quan
dén co s ha tang. Tuy nhién, kha ning tiép
can thong tin va dang ky kham tir xa qua
dién thoai hoic website con han ché, cho
thiy can tiép tuc cai thién cac kénh dich vu
y t& s6 nham nang cao trai nghiém ctia ngudi
bénh ngay tir giai doan trude khi dén kham.

Déi véi tiéu chi minh bach thong tin va
thu tuc kham bénh: bénh vién ¢ thé manh
rd rét vé thai do tiép don, su tan tinh cua
nhan vién y té va viéc cong khai quy trinh,
gia dich vu. Nguoc lai, thoi gian cho doi
& cac khau van 1a vin dé ndi bat lam giam
mirc d6 hai 1ong chung, nhiéu kha ning lién
quan dén qua trinh chuyén d6i va thich @mg
v6i phan mém quan ly moi. Dleu nay cho
thdy han ché cha yéu khong chi nam & con
ngudi ma con & to chire, quan 1y.

V& co s& vat chit va phuong tién phuc
vu: ngudi bénh ghi nhan cao cac yéu t6 an
ninh, sy riéng tu, v€ sinh va canh quan moi
truong. Tuy nhién, tinh trang thiéu ghé ngdi
tai khu vuc phong cho, dac biét vao gio cao
diém 12 han ché déng chu ¥, phan anh ap luc
qua tai cuc bo.
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Thai d6 ing x1r va nang luc chuyén mén
ciia nhan vién y té 13 nhom tiéu chi duoc
danh gia cao nhat, v6i mtc do dong thuan
rat 16n. Nang lyc chuyén mén cta béac si
va diéu dudng, cung véi thai do giao tiép
chuan muyc, ton trong va cong bang, duogc
xem 14 yéu t6 cbt 16i tao nén niém tin va uy
tin ctia bénh vién, gbp phan duy tri sy hai
long cua ngudi bénh ngay ca khi van con
ton tai nhitng bét tién trong qué trinh kham
chira bénh.

Cudi cung, két qua cung cap dich vu 1a
khia canh khang dinh rd nét nhét chét luong
bénh vién. Ngudi bénh thé hién mirc do tin
tuong rit cao vao chét luong kham chira
bénh va sy phu hop gitta chi phi va gia tri
dich vu nhan duoc. Tinh minh bach trong
cung cip hoa don, don thubc va giai thich
rd rang giup hoan thién trai nghiém dich vu,
cing cb sy hai long va niém tin cua ngudi
bénh d6i voi bénh vién.

Nghién ctru x4c dinh c6 mdi lién quan
thu@n chicu giira tudi tac va su hai long cia
nguoi bénh. Két qua phan tich h01 quy cho
thdy, nhom ngudi bénh trén 49 tudi co kha
nang hai long cao thap hon so véi nhém
tham chiéu 13 18-29 tudi so v6i (95%CI:
0,30 — 0,69; p < 0,001). bay khong phai la
mot két qua riéng 1¢ ma hoan toan tuwong
ddng va cung cb thém cac bang chimg tir
nhiéu nghién ctru uy tin trudc day tai Viét
Nam cho thdy day 1a mot xu huéng mang
tinh quy luat trong bdi canh y té hién nay,
nhu nghién ctru cua Ngo6 Thi Kim Giau tai
Bénh vién Pa khoa tinh Tién Giang nam
2023 ' va nghién ctru cua Tran Vin Thién
tai Bénh vién Pai hoc Qudc Gia nim 2021
1 Su tuong dong nhat quan nay co thé duoc
ly giai sau sac qua lang kinh vé ky vong va
trai nghiém thé hé. Ngudi bénh nhiéu tudi
¢6 thé c6 nhiéu bénh két hop nén can trai
nghiém ¢ nhiéu khau kham hon hoic tinh
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trang bénh thuong lap lai dan dén nhiing lo
ngai vé két qua dich vu kham chira bénh.

S6 lan dén kham 1a yéu td lién quan 1d
rét dén su hai long, trong d6 ngudi bénh da
timg dén kham nhiéu hon 1 lan c6 kha ning
hai long thép hon so v6i nguoi dén kham lan
dau, cho thdy su mong doi ciia ngudi bénh
vao két qua kham va diéu tri. Nguoi bénh
lo s¢ vi¢c phai di kham va diéu tri nhiéu 1an
lam anh huéng dén kinh té ciing nhu viéc
giam dan sy tin tuong vao két qua diéu tri.
Thoi gian di chuyén ciing anh hudng dén su
hai long, v6i mic do hai long giam rd rét
& nhom nguoi phai di chuyén trén 3 gio so
v&i nhom dudi 1 gid, phan anh tac dong cua
kha nang tiép can va su thuén tién dén khai
nghiém kham chira bénh. Ngoai ra, nguoi
bénh ty lya chon noi khdm do uy tin c6 murc
do hai long cao hon so voi cac nhom con
lai, co thé lién quan dén ky vong va nlem
tin ban dau dbi véi co so y té. Mot sb yéu
khac trong nghién ctru cua chung t61 nhu
gidi tinh, dan tdc, noi sinh séng, tinh trang
hén nhan, trinh d6 hoc van, nghé nghiép,
hinh thure sir dung dich vu khong c6 y nghia
thong ké.

Han ché ctia nghién ciru: Nghién ctru
cit ngang chi phan anh cam nhan cta ngudi
bénh tai mot thoi diém nhét dinh, trong khi
mirc do hai long c6 thé thay doi theo tién trién
bénh 1y va két qua diéu tri, chua xac dinh mdi
quan hé nhan qua gifta cac yéu té dich vu y
té (nhu thoi gian cho doi, thai d6 nhan vién y
té) va sy hai long cta nguoi benh. Ngoai ra,
tam 1y ngudi bénh tai thoi diém khao sat, dac
biét sau khi vira dugc kham hodc can thi¢p
thu thuat mat, c6 thé anh huong dén tinh
khach quan cua cau tra 101.

KET LUAN

Ty 1€ hai long chung cua ngudi bénh
kham ngoai tri 1a 82,9%, trong do nguoi
bénh danh gia cao van dé tiép don va hd trg
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lam tha tuc. Trong khi kham nguoi bénh
hai long vé viéc dam bao an ninh, trat tu va
két qua kham dap ung dugc mong doi cta
ngudi bénh. Bén canh dé, van con mot sb
van dé can phai cai thién dé dap tmg mong
doi ctia nguoi bénh 1a kha ning tim kiém
thong tin va thoi gian cho nhan két qua can
lam sang.

Céc yéu to tudi, sb lan dén kham, thoi
gian di chuyén, 1y do chon noi kham c6 lién
quan dén su hai long chung cua ngudi bénh
ngoai tru vé dich vu y té.
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