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ABSTRACT

Background: Patient satisfaction survey is one of the crucial tasks, playing a significant role in
improving the quality of diagnosis and treatment at the National Lung Hospital (NLH).

Objective: To assess the level of inpatient satisfaction and propose intervention solutions to
enhance the quality at NLH in 2023.

Methods: Cross-sectional descriptive study, surveying 832 inpatients treated at 13 Clinical
Departments at NLH, from March 2023 to December 2023.

Results: The survey results help find issues where patients are not really satisfied/the level of
satisfaction is not high: Food quality, daily menu changes, signage, advice on medication
regimen... provide a basis for timely intervention solutions, increasing the satisfaction of
patients and their families.

Keywords: Patient satisfaction, inpatients, improving the quality of medical examination and
treatment.
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KHAO SAT HAI LONG NGUOI BENH NOI TRU VA MOT SO GIAI PHAP CAN THIEP
CAI TIEN NANG CAO CHAT LUONG TAI BENH VIEN PHOI TRUNG UONG NAM 2023

Nguyén Thi Hoai Thu*

Bénh vién Phoi Trung wong - S6 463 dwong Hoang Hoa Tham, qudn Ba Pinh, Ha Néi, Viét Nam

Ngay nhan bai: 26/02/2024
Chinh stra ngay: 18/03/2024; Ngay duyét dang: 11/04/2024

TOM TAT

Pit van dé: Khao sat hai long nguoi bénh la mot trong nhitng nhiém vy, ¢6 vai tro quan trong
trong hoat dong cai tién nang cao chit luong kham, chita bénh tai Bénh vién.

Muc tiéu: Déanh gia mirc d hai long ctia nguoi bénh ndi tra va dua ra cac gidi phap can thiép
cai tién nang cao chat lugng tai Bénh vién Phoi Trung wong, nim 2023.

Phwong phap M6 ta cit ngang, khao sat 832 nguoi bénh diéu tri noi tré tai 13 khoa Lam sang va
Trung tim c6 giwdng bénh tai Bénh vién Phdi Trung wong, tir thang 3/2023 dén thang 12/2023.

Két qua: Khao sat giap tim ra cac van dé nguoi bénh chua thuc sy hai long/murc dg hai long
chua cao: Chat hIO’ng Xudt an, thay d6i thyc don hang ngay, bang bién chi dan, tu van ché do

thudc. .
nguoi nha nguoi bénh.

. dé 1am can ctr dwa ra giai phap can thiép kip thoi, ting sy hai long cua nguoi bénh va

Tir khoa: Hai long nguoi bénh, nguoi bénh ndi tri, nang cao chét luong kham chira bénh.

1. PAT VAN PE

Xa hoi ngay céng phat trién thi nhu cu chim soc sic
khoe ctia nguoi dan doi hoi tang cao hon nira. Vi Vay,
mdi quan tam hang dau tai cac co sO y té do 1a viec
cung cap cac dich vu 'y té dam bao chat luong, n6 anh
huong truc tlep dén két qua diéu tri va ciing 1a sy lya
chon wu tién cua ngudi bénh/ngudi nha ngudi bénh tai
co sO'y te do.

Thuc hién nhiém vu ciia BO Y té va nang cao chét luong
kham chita bénh, chdam so6c, phuc vu nguoi bénh tot
hon, dap ung sy hai long va mong doi ctia nguoi bénh;

Bénh vién Phoi Trung uong trién khai hoat dong khao
sat hai 1ong nguoi bénh thuong quy hang quy/dot xuat,

voi muc dich theo doi liéq tuc muc do hai lc‘mg cua
nguoi bénh dén kham va di€u tri, bén canh do xac dinh
dugc nguyén nhan, van dé nguon bénh thac mic, y kién
hodc chua hai long dé giai quyét, can thiép kip thoi
nham nang cao chét luong cham soc va phuc vu nguoi
bénh tai Bénh vién.

*Téac gia lién hé

Email: Nghoaithu58@gmail.com
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2. PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ciru

Nghién ctru ap dung thiét ké mo ta cat ngang, thuc hién
tai Bénh vién Phoi Trung wong tir thang 3/2023 dén
thang 12/2023. Nghlen ctru thye hién trén ngudi bénh,
ngudi nha NB di€u tri ndi tru tai 13 khoa 1am sang va
trung tdm co6 giwong bénh vai tiéu chuén lya chon 1a tur
18 tudi tro 1én (ri€ng khoa Nhi chi khao sat ngudi nha
bénh nhi); du nang lyc hanh vi, di€u kién suc khoe dé
tham gia khao sat; di€u tri tai Bénh vién it nhat 03 ngay
(tinh dén ngay khao sat), ¢ chi dinh xuat vién trong
ngay/tién luong xuat vién trudc 01 ngay.

Nghién ctru thuc hig¢n phuong phap chon miu toan bg.
Theo do, tat ca nguoi bénh, ngucn nha dap ung tiéu
chuén lya chon dugce tlep can, gioi thiéu ve nghlen clru
va moi tham gia. Tong cong, da co 832 nguoi bénh va
nguoi nha tham gia khao sat.

2.2. Noi dung nghién ciru

« Cung cép ma QR riéng cho tirmg don vi; Khao sat chéo
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gilra cac don vi

* Phong vén va dién thong tin vao phdn mém tryc tuyén
bang sir dung may tinh bang/di¢n thoai; Phan mém s¢
tinh toan va cung cap két qua (Ap dung mau phiéu khao
sat ban hanh kém Quyét dinh s6 3869/QD-BYT ngay
28 thang 8 nam 2019)

« Déi voi truong hop khong thé sir dung phuong tién
dién tur (may tinh bang/dién thoai thi c¢6 thé st dung
phiéu gidy dé khao sat).

» Khao sat su hai long vdi 05 ndi dung: Kha nang tlep
can; Sy minh bach thong tin va thii tuc kham bénh, diéu
tri; Co s& vat chat va phuong tién phuc vu nguoi bénh;
Tha1 do tmg xu, nang luc chuyén moén cta nhan vién y
té va Két qua cung cap dich vu; Twong Gng v6i 5 mirc
do hai long:

Mirc d6 1: Rat khong hai 1ong/rat kém

3. KET QUA NGHIEN CUU
3.1. Théng tin chung

Murc d¢ 2: Khong hai long/kém

Murc d6 3: Binh thudng/Trung binh

Mirc d6 4: Hai 1ong/Tot

Mirc d6 5: R4t hai long/RAt tdt

2.3. Phuong phap phén tich va quén 1y s6 liéu

Sb ligu duge gh1 nhan va nhép vao hé théng dit liéu dién
tu bang phan mém Dr5-Survey. Dir ligu sau d6 duge ra
soat va lam sach dé dam bao tinh tin ciy va 10g1c cua by
s6 lidu. Qué trinh phan tich su dung cach tiép can thong
k€ mo ta. Cac chi s0 tan s, ti 1& duogc sir dung cho b1en

s6 dinh tinh. Gia tri trung b1nh trung vi, 6 1éch chudn
dugc sir dung dé bao cao cho cac bién dlnh lugng.

Bang 1. Thong tin chung ciia nguwdi bénh (n= 832)

Théng tin chung | n@832) | Ty (%)
1. Gi6i tinh
Nam 365 30,4
Nir 467 69,6
Khong tra 1o1 0 0
2. Sir dung thé BHYT cho dot diéu tri
Co 806 97
Khéng 26 0,3
Khong tra 101 0 0
3. Khoa diéu tri
Nbi tong hop (Noi TH) 87 10,5
Bénh phdi man tinh (BPMT) 60 72
Bénh phdi nghé nghiép (BPNN) 61 7,4
Ung buéu 1 (UB1) 83 10
Ung budu 2 (UB2) 83 10
Lao ho hap (Lao HH) 80 9,6
Hb hap (HH) 81 9,1
Ngoai tong hop (Ngoai TH) 41 5,0
Phau thuat 16ng ngyuc (PTLN) 39 4,7
Hoi stre tich cuc (HSTC) 38 4,6
Nhi 39 4,7
Trung tam Ghép phéi (TTGP) 76 9,5
Trung tdm diéu tri theo yéu cau cong nghé cao (TTTYC) 64 7,7

Nhan xét: Trong tong s6 832 ngudi duoc khao sat ¢
467 nguoi bénh 1a Nir va 365 1a Nam, chiém ty I¢ tuong
ung la: 69,6% va 30,4%. Ngoai ra, c6 806 ngudi bénh

str dung thé bao hiém y té cho dot diéu tri chiém ty 1é
cao 97% va 26 nguoi (0,3%) khong su dung thé bao
hiém y té.
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3.2. Diém hai 1ong trung binh va ty 1¢ hai long chung
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Biéu d6 1. Piém hai l1ong trung binh va Ty 1¢ hai long chung theo tirng don vi khao sat

Nhan xét: Nam 2023, thyc hién theo yéu cau ciia B6  rong dich vu budng bénh theo yéu cau dap mg mong
Y té, tiép tuc ing pho linh hoat viéc phong chong dich  doi ciia ngudi bénh va nguoinha; Két qua duoc thé hién
Covid 19 trong tinh hinh méi, vira ddm bao thyc hién  qua sy danh gia mirc diém hai long trung binh chung dat
t6t quy trinh kham chita benh an toan hiéu qua, Bénh  cao nhit 5, 0/5,0 diém (tai khoa Nhi) va ty 1& hai long
vién da thay ddi co ché quan 1y, mo rong dich vu kham  chung dat t6i da 100%.

chita bénh, tap trung chi dao cac khoa Lam sang mo

3.3. Két qua hai long so véi mong dgi ciia 13 don vi dwge khao sat

100 995

98.3

N6i TH BPMT BPNN UBIL UB2 LaoHH Hoéhip Ngoai PTLN HSTC Nhi TTGP TITYC
TH

ON6i TH @BPMT OBPNN @UBL OUB2 BLao HH OH6 hip @Ngogi TH @PTLN OHSTC @Nhi @ TTGP BTTTYC
Biéu d6 2. Ty 1¢ hai long so véi mong dgi truéc khi nim vién
Nhan xét: Biéu d0 trén cho thay, NB, ngucn nha NB da duoc su dung va trai nghiém cac dich vy trong qua trinh

nam d1eu tri tai Bénh vién, thé hién v6i két qua dat ty 18 hai long cao nhat (99,5%) tai Trung tim Ghép phdi va
thip nhét tai khoa Ung budu 2, ty 18 93%
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3.4. Két qua khao sat theo dich vu kham kham bénh

Bang 2. Piém trung binh chung cac khia canh chit lugng

Loai thong ké Piém trung binh
A - Kha ning tiép can 4,44
B - Su minh bach théng tin va thu tuc kham, diéu tri 4,49
C - Co s& vat chat va phuong tién phuc vu nguoi bénh 4,42
D - Thai d6 ung xtt, nang luc chuyén mén cua nhén vién y té 4,53
E - Két qua cung cép dich vu 4,52

Nhéan xét: Trong téng s6 832 nguorl dwoc khao sat déu
danh gid & murc hai long cao vé cac khia canh chit luorng
cua Bénh vién; muc dlem trung binh tr 4,42 diém vé
khia canh “Co s¢ vat chat va phuong tién phuc vu NB”
dén mirc 4,53 diém vé khia canh “Thai d u g XU, nang
luc chuyen mon cua nhan vién y t€”; két qua nay cling
phi hop véi tinh hinh thyc té nam 2023 Bénh vién tiep

3.4.1. Sw hai long ciia NB vé khd néng tiép cin
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tuc cai tao co so vat chét, cai cach thu tyc hanh chinh,
l'mg dung c6ng ngh¢ thong tin, thue hién t6 chire lam
viéc hi¢u qua tinh gon, dong thoi ra soat, xdy dung va
bd sung cac quy trinh chuyen mon, chuan hoa quy trinh
ki thudt cao, phat trién cac ki thuat chuyén sau, dau
nganh cac bénh vé phoi.
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Biéu dé 3. Mirc do hai long ciia NB vé khi ning tiép can

Nhén xét: Ket qua Bleu dd trén, cho thay su hai long
ctia NB vé Kha nang tlep can: Cac so dd, bién bao chi
dan rd rang, dé hiéu, dé tim; Hanh lang bang phang de
di lai, sach s& Khi NB can hoi va goi nhédn vién y té

dap ung ngay, dat muc diém trung binh tur 4,20 tr¢ 1€n,
cao nhat la khoa Nhi dat 4,91 dlem thap hon la tai khoa
Ung budu 1, dat 4,20 diém déu tuong ung mirc d6 Rt
hai long.
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3.4.2. Sw hai long ciia NB vé sw minh bach théng tin va thii tuc khdam bénh, diéu tri
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Biéu dd 4. Mirc dd hai 1ong ciia NB vé sy minh bach théng tin tai 13 don vi

Nhan xét: Bang trén cho thay NB noi tra tra 10 vé Quy cau lam céac xét nghiém, tham do, ky thuat cao, dat mure
trinh kham, gla dich vy duoc ni€ém yét cong khai, 16 diém tdi da 13 5,0 tai khoa Nhi, con lai dat mirc diém rat
rang, Nhan vién y té pho bién noi quy, cac thong tin  cao tur 4,22 tro len.

can thiét diy du, duoc giai thich, tu van trudc khi yéu

3.4.3. Sw hai long ciia NB vé co s6 vit chit va phwong tién phuc vu NB

4.72

Noi TH BPMT BPNN UB1 UB2 Lao HHHé hap Ngoai PTLN HSTC Nhi TTGP TTITYC
TH

Biéu dd 5. Mirc d hai 1ong ciia NB vé co sé vat chit va phwong tién phuc vu
Nhan xét: Qua s6 liéu Biéu dd trén cho ta thiy mirc  long; Bén canh do, Van con 1 sb y klen phan anh van dé
diém trung binh NB danh gia vé Co so vat chit va tuorng, tran nha cua 1 s6 khoa bi am méc, bong troc, mot

phuong tién phuc vu NB dbi v6i Bénh vién ¢ muc cao,  s0 khu vyc trong Bénh vién con bi ngép, hé théng thoat
tir 4,14 - 4,92 diém, thé hién muc 46 Hai long va Rat ha1 nude cham khi troi mua to, gip kho khan khi di chuyén.
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3.4.4. Sw hai long ciia NB vé thdi d¢ irng xik, ning lwe chuyén moén ciia nhén vién y té
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Biéu dd 6. Mirc dd hai 1ong ciia NB vé co' s¢ vat chét va phwong tién phuc vu

Nhan xét: Sy hai long cia NB diéu tri tai 13 khoa lam

sang va Trung tim c6 giudong bénh vé khia canh Thai
dd tmg xu, nang lyc chuyén mon cua nhén vién y té
dugc nhén xét ¢ mirc di€ém trung binh cao trong cac
linh vuc cung cap dich vu, cu thé 1a tir mirc 4,23 dlem
tai khoa Ung buéu 1, cao nhit tai khoa Nhi dat diém t6i
da 5,0/5,0 diém. Ket qua nay thé hién viéc Bénh vién

3.4.5. Sw hai long ciia NB vé két qud cung cip dich vu
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N
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thuong xuyén va chi trong dao tao, glarn sat, don dbc
nhic nho nhén vién y t€ vé k¥ nang giao tlep, ung xu,
cong tac tu van, g1ao duc stic khoe, tu van ché do an
udng tai Bénh vién ngay cang lam tang su hai long cta
NB, nguoi nha NB. Tai 1 s6 don vi NB danh gla muc
d6 Rét hai long v6i Bac sy, diéu dudng c6 151 noi, thai
do, giao tiép dang muc.
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Biéu do 7. Mirc dd hai 1ong ciia NB vé két qua cung cip dich vu ciia 13 don vi

Nhén xét: Theo Biéu do trén cho thay NB ndi trit danh
gia vé khia canh cung cAp dich vu ctia Bénh vién rat tot,
thé hién & mirc diém trung binh tai cac don vi dat muc
cao, twong ung (4,81/5,0 diém va 5,0/5,0 diém); Tuy

vay Van con 1 s6 y kién mong mudn suat an cia NB can

thay ddi cac mon cho phong phu va can chi y hon vé

chat luong cac sudt an cua nguoi bénh.
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3.5. Sw hai l(‘)ng S0 voi mong doi trwée khi nim vién va ty 1¢ NB quay tr¢ lai/giéi thi¢u cho ngudi khac
gitra nhom co sw dung va khong sir dung thé bao hiém y té:

- So ngucn co st dung bao hiém:
- S6 ngudi khong st dung bao hiém:

100
80
60
40

20

1y 1é hai long so véi mong doi
® Khong co BHYT

Co BHYT

806 nguoi
26 nguoi

Ty Ié NB sé quay tro lai

Biéu do 8. Ty 1¢ hai 1ong so véi mong doi va ty 1é NB quay lai
gitra nhom sir dung BHYT va khong BHYT

Nhan xét: Két qua ciia Biéu dd trén cho thay NB noi tra
tu danh gia mic d¢ Bénh vién da dap tng so voi mong
doi cua ho va ty 1¢ NB s€ quay 1a1/g101 thi€¢u cho nguoi
khac rat cao, khong co sy khac biét gitra nhom su dung
va khong st dung the BHYT, cu thé: Nhém c6 BHYT
dat 95,7% va 100%; nhém khong BHYT chiém ty 1&
cao hon 96,6% va 100% NB chéc chan s€ quay lai/gioi
thiéu cho ngudi khac khi ¢6 nhu cau kham, chita bénh
tuong tu tai Bénh vién.

4. BAN LUAN

Qua két qua khao sat tai 13 khoa lam sang va Trung
tam c6 nguoi bénh ciia Bénh vién Phoi Trung uong nam
2023, cho thdy diém hai long trung binh cac tiéu chi
cung cap dich vu déu dat muc cao tir 4,14/5,0 diém
dén muc tdi da 1a 5,0/5,0 dlem tuong dong voi két qua
khao sat tai Bénh vién Noi tiét Trung uong, nam 2022 la
4,8/5,0 diém [5] ; cao hon so v&i nghién ctru ciia Trung
tam kiém soat bénh tat tinh Thanh Hoéa nam 2020, chi
dat 3,3 diém [4]. Diéu nay khing dinh Bénh vién Phoi
Trung wong la dia chi déng tin cay dé nguoi bénh va
ngudi nha yén tdm tin tudng lya chon, dong thot phan
anh thyc té nhan vién y té dang thuc hién rat tot veé viéc
cong khai, minh bach trong qua trinh cung cap dich vu
cho ngudi bénh, ngoaira vé co so vat chat ciing dap tmg
dugc mong mudn, nhu cau ctia ngudi bénh khi ndm dleu
tri tai Bénh vién cong lap nhu hién nay ; Va mét yéu to
quan trong hon nita d6 14 nguoi bénh rat tin tuorng vao
trinh d§ chuyén mon cao cua cac chuyen gia, bac si,
diéu dudng, nhan vién y té ciia Bénh vién.
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5. KET LUAN

Tu nhu'ng Kkét qua khao sat sy hai long cua NB ndi trt tai
13 don vi Lam sang, ndm 2023, Bénh vién Phéi Trung
uong danh g1a duoc nhung yéu tb tac dong dén su hai
long cua nguorl bénh va c6 nhiing chinh sach vu tién can
thiép theo mdi khia canh chat luvong nhu sau:

1. Duy tri van hanh t6t co so ha ting va trang thiét bi
san co, b sung, tang cuong c4c trang thiét bi méi, hién
dai dé dap ung véi phat trién ctia xa hdi qua do s€ tang
thém sy hai long cia NB voi Bénh vién.

2. Thuong xuyén cai tién, cap nhat bién bao, so dd
huéng dan, chi dan nguoi bénh dén kham chita bénh
tai bénh vién.

3. Lién tyc cai tién cac qui trinh kham chta b¢nh, giam
thoi gian chd doi kham bénh bang cach thiét 1ap mot
quy trinh kham va diéu tri hop 1y phu hop voi dac thu
ciia Bénh vién dé dap ung nhu cau kham chira bénh
ngay cang cao cua nguoi dan.

4. Tang cuong tu van, huéng dan st dung thudc, vé
bénh tan tam, nhiét tinh hon ntta; Thyuc hanh ké don
chuan tai cac khoa, di€u phoi nhan luc phu hop...

5. Ung dung cong nghé thong tin trong quin ly diéu
hanh bénh vién; Dao tao nang cao trinh d6: To chiic
hoc tap nang cao trinh d¢ chuyén mon. Tang cuong dao
tao cong ngh¢ thong tin. Cai thi¢n k§ nang glao tiép voi
NB: Ty dao tao/ dao tao vé quy tic tng xur va k¥ ning
giao tiép v6i NB cho nhéan vién tai BV.
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