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ABSTRACT

Objective: Describe customers satisfaction with nutritional counseling services at the Nutrition
Institute in 2023.

Subject and method: A descriptive cross-sectional survey was conducted, gathering quantitative
data from 270 clients receiving nutritional counseling services. Surveys were administered
based on Decision 3869/QD-BYT issued on August 28, 2019, by the Ministry of Health.

Results: The average satisfaction score among clients was 4.54 + 0.43, with an overall
satisfaction rate of 87.8%. The highest satisfaction rate was observed in "Healthcare staff's
attitude and skills," at 97.4%, scoring 4.76 + 0.43. The lowest satisfaction rate was in
"transparency of information and administrative procedures,” at 80.7%, scoring 4.41 + 0.48.
There was a statistically significant difference in satisfaction levels between urban and rural
areas (p < 0.05).

Conclusion: It is essential to invest in and improve the factors with lower satisfaction ratings
to enhance service quality and attract more regular customers to the nutritional consultation
services at the National Institute of Nutrition.
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TOM TAT
Muc tiéu: Mo ta sy hai long cua khach hang stir dung dich vy kham dinh dudng tai Vién Dinh
dudng nam 2023.

P6i twong va phwong phap nghlen curu: Dleu tra cat ngang mo ta, thu thap thong tin dinh
lugng tir 270 khach hang tai cac khoa kham tu vén dinh dudng thong qua phiéu phat van duoc
ban hanh theo Quyét dinh 3869/QD-BYT ngay 28/8/2019 ciia B Y té.

Két qua: Diém trung binh hai long ctia khach hang 144,54 +0,43 diém, ty 1€ ha1 long la 87,8%.
Trong do ti 1€ khach hang hai long cao nhét voi yéu to “Thai do vmg xir va ky nang lam viéc
ciia nhdn vién y té” chiém 1a 97,4%, v6i4,76 +0,43 diém va thap nhat 1a yéu to “Sw minh bach
thong tin va thu tuc hanh chinh” chlern 80,7% véi 4,41 + 0,48 diém. Sy khac biét co y nghia
thong ké & mirc d6 hai long khac hang cir tra & thanh thi va néng thon (p < 0,05).

Két luan: Can dau tu, hoan thién cac yéu t6 c6 mirc hai long thap nhu su minh bach thong tin
va thu tuc hanh chinh, kha ning tiép can dich vu, co so vat chat va phuong tién phuc vu nguoi
bénh, dé nang cao chat luong phuc vy va thu hit nhiéu khach hang thudong xuyén dén kham tai
trung tdm dich vu kham du van dinh dudng cua Vién Dinh dudng.

Tir khoa: Muc d6 hai long, khach hang, Vién Dinh dudng.

1. PAT VAN PE

Su hai long cua nguoi bénh 1a thude do quan trong dé
danh gla chat luong dich vu dbi v6i co so y té, vi no
danh g1a truc tiép dich vu y té tir goc d6 cia ngudi bénh
dbi v6i viée cham soc sirc khoe [1]. Dich vu y té tai
cac co s& kham chita bénh co thé bi anh huong boi sy
khong hai long cua cac khach hang dén kham hodgc st
dung dich vu nay. Tuy nhién, cic co s¢' y te cac bénh
vién véi tu cach 1a nha cung cap dich vu y té truc tlep,
c6 kha nang nang cao sy hai 1ong ctia nguoi bénh bang
cach cai thién chat lugng dich vu y té tir phia ho [2]. Mat
khac, céac chinh sach lién quan c6 tac dong han che hon
dén viéc cai thién sy hai 1ong ctia nguoi bénh. Bé dbi
pho voi muce do nghlem trong cua xung dot gilra bac si
va bénh nhan, cac co s¢ y t€ kham dich vu dang dich
chuyen xu hudng la sur dung céac nguyen tac chim soc
lay nguoi bénh lam trung tam, didu nay co thé cai thién
chat lugng va hiéu qua dich vu ctia ho vé cham soc strc
khoe. Do d6, mot s6 lwong 16n céc co so'y té da dic biét

*Tac gia lién h¢

coi trong vi¢e danh gia sy hai long cua ngudi bénh voi
trai nghlem y té ctia ho va di tién hanh nhiéu cudc khao
sat vé su hai long thuong xuyen e k1p thoi khac phuc
va dinh hudéng cho phu hop voi thi yéu cua khach hang.

Vién Dinh dudng 1a mét Vién nghién cuu thuge B
Y t€ ngoai chirc nang nghién ctru va dua ra céac chién
luge cho nganh Dinh dudng, Vién con ¢ chirc ning
kham chira bénh va cung cap mot so dich vu khac. Dinh
hu(’mg xay dung 1a mot Vién kiéu mau vira nghién ctru
vura kham stre khoe cho ngudi dan, ndng cao chat lu:ong
kham va diéu tri cac bénh vé dinh dudng cho ngu:orl
dan ca nuéc. Dé nang cao chat luong dich vu thi vin
dé hai 10ng cua khach hang la van dé rat quan trong can
cai thién, do d6 chung t6i tlen hanh nghién cuu de tai
“Khdo sdt thie trang va mot sé yeu 16 lién quan vé mic
dé hai long ciia khdach hang tai cdc Khoa khdam tw van
dinh duwong cua Vién Dinh duwong nam 2023
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2.POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Thiét ké nghién ciru: Nghién ciru cit ngang c6
phén tich, m6 ta sy hai long cua khach hang va mét so
yéu t0 lién quan.

2.2. Pia diém va thoi gian nghién ciru

- Pia diém nghién ctru tai Trung tim kham tu vin Dinh
dudng, Vién Dinh dudng.

- Thoi gian nghién ctru tir thang 4 nam 2023 dén thang
12 nam 2023.

2.3. Péi twong nghién ciru

La ngudi bénh hodc ngudi nha dua tré dén kham (goi tt
l1a khach hang) tai Trung tdm kham tu van Dinh dudng
cua Vién Dinh dudng.

Tiéu chuén lya chon: Ba me hodc nguoi nha cua tré (0-
16 tudi) va ngudi tir 16 tudi tré 1én di kham; Ty nguyén
tham gia, c6 di nang luc tra 161 cac cau hoi va dong y
tham gia vao nghién ctu.

Tiéu chuan loai trir: Nguoi khong c6 kha nang cung cap
thong tin sau khi da gidi thi¢éu muyc dich nghién ctru.

2.4. C& miu, chon miu

Co mau duogc tinh theo cong thic tinh ¢ mau nghién
clru cat ngang udce tinh mot ty 1€:

p(1-p)

n= Zl-a/2 dz

Trong do6:

n: C& mau ti thiéu can thiét cta nghién cuu; Z: HE )
tin cdy. Voi o = 0,05 thi Z, , = 1,96; p: Ly p=0,913,
(Ty 1€ 91,3% khach hang hai long khi dén kham tai
Trung tam Y khoa s6 1 Ton That Tung, bénh vién Dai
hoc Y Ha Noi nam 2016) [3]; d: Mt sai sd tuyét d6i
chép nhén, d=0,034; Thay cac gia tri vao cong thic, ta
c6 n =264 dbi twong, 1am tron 270 ddi twong. Nhu vay
tong mau can ldy 1a 270 khach hang toi kham tai Vién
Dinh dudng.

2.5. Bién s6 nghién ciru

Thong tin chung cta khach hang: Tudi, noi 6, trinh d6
hoc van, nghé nghiép, thu nhap.

Céc thong tin vé kham tu van dinh dudng: Kham lan
thr may, Khoang cach tir nha dén Vién Dinh dudng,
Ly do biét dén Vién Dinh dudng, Ly do chon dén Vién
Dinh dudng.

Céc yéu to danh gia mic do hai long cta khach hang:
Kha ning tiép can; Sy hai 1ong vé sy minh bach théng
tin va thi tuc hanh chinh; Sy hai 1ong vé co s6 vt chat;
Su hai long v& Thai d6 Gmg xtr, k¥ ning lam viéc cua
NVYT; Su hai 1ong vé két qua cung cép dich vu; Panh
gia chung- Su tin nhiém cua khach hang
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2.6. K§ thuit, cong cu va quy trinh thu thép so liéu

Nghién ctru st dung mau phiéu khao sat y kién cua
NVYT do B6 Y té ban hanh (mau sb 2) trong tai liéu
huéng din kiém tra bénh vién, theo Quyét dinh sb 3869/
QDb-BYT ngay 28/8/2019 cia Bo Y té v6i 31 tiéu muc
thudc 5 yéu t6 [4].

+ Kha nang tiép can: 5 tiéu muc.

+ Sy minh bach thong tin va thi tuc khém, diéu tri: 10
tiéu muc.

+ Co s& vat chit va phuong tién phuc vu nguoi bénh:
8 tiéu muc.

+ Thai d0 Gng xtr va nang luc chuyén mon cta nhan
vién y té: 4 tiéu muc.

+ Két qua cung cap dich vu: 4 tiéu muyc.

Tong diém trung binh = (Tong s6 diém cua tat ca cac
cau hoi khao sat cua cac phén A,B,C,D,E) (Téng sb
cau hoi).

banh gia mtrc d6 hai long ctia khach hang theo thang
diém Likert v6i cac mirc d6 cu thé: mac do 1 - “rat
khong hai long”, 2 - “khong hai long”, 3 - “binh
thuwong”, 4 - “hai long” va 5 - “rat hai long”. Mirc hai
long cua khach hang véi dich vu kham tai Vién Dinh
dudng khi diém trung binh cta cac nhom yéu t6 dat
trung binh tir 4 diém tro 1én.

B cau hoi s& duge chung ti phat van thir nghiém cho
10 khach hang dé dénh gia mirc d6 nhan thic ctia khach
hang, xem xét tinh kha thi, tir 46 ¢6 nhitng diéu chinh
thich hop trude khi dua vao str dung. Tét ca cac khach
hang dén kham c6 du tiéu chuén lua chon déu duoc dua
vao nghién ctru, mdi ngay hoi ngau nhién theo thir ty s6
1¢ 10 khach hang dau tién cho dén khi du c¢& mau.

2.7. Xir Iy va phan tich s6 liéu

- Lam sach, ma hoa va nhap bang phin mém Epi Data
3.1, sau do xu ly thong ké bang phan mém SPSS 26.0.

- Kiém dinh Chi-Squared test () - test) hodc kiém dinh
Fisher exact test néu > 20% s6 6 ¢6 tan s ky vong nho
hon 5, dé kiém dinh su khéc biét giita hai nhoém. Test
t doc 1ap dé so sanh gi tri trung binh gitra hai nhom.
Gié tri cta p dugc thong nhét lay 3 chir thap phan sau
dau phay. Cac kiém dinh c6 y nghia thong ké khi gia
tri p < 0,05.

2.8. Pao dirc nghién ciru

Nghién ctru da duoc thong qua boi Hoi dong Pao dirc
trong nghién ctru Y Sinh hoc cta Vién Dinh dudng so
609/QLKH-VDD ngay 22 thang 06 nam 2023.
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3. KET QUA NGHIEN CUU

Béang 1. Cac thong tin ciia khach hang vé kham tw
van dinh dudng (n=270)

Cic dic diém vé kham tw vin | Tanso | Tylé
dinh duéng (n) (%)

o Lan thy 1 175 | 64.8
Kham Jan Lan tht 2 50 | 185

thr may _

>2 lan kham 45 16,7

Ly do dén Co Vaglfgn\ée dinh 256 94.8

kham —

Van dé khac 14 5,2

Trong tong s6 270 khach hang dén kham hoic dua con
dén kham tai khoa kham tu van dinh dudng cia Vién
Dinh du’orng 6 64,8% khach hang dén kham lan dau,
94,8 % c6 van dé vé dinh dudng.

P ting st dyng dich vy khae
ta1 day

Puge bac si gidi thidu

Buogc nguoi than, ngudi quen,

2i6i thiéu 38,1%

Théy théng tin trén Internet 47.8%

(IJ IIO ZIO 3IU 4I0 SIO '60
Hinh 1. Ly do khéach hang biét dén dia chi
Vién Dinh dwong (n = 270)

C6 47,8% khac hang biét dén dia chi Vién Dinh dudng
thong qua Internet, 38,1% duoc nguoi than, nguoi quen
gidi thiéu, 11,5% da tung st dung dich vu khac tai day
va 2,6% dugc bac si gidi thiéu.

Gia ca hop Iy 27(10.0%)

Gén nha 25(9.3%)
Do durge nguroi quen gidi thiéu 92 (34,1%)
Tin twong trinh d6 chuyén moén

181(67,0%0)

Thai d6 phuc vu tét 133 (49,3%)

(I) 2I0 4I0 6IO SIO I(I)O
Hinh 2. Ly do lya chon dén Vién Dinh dudng (n=270)

Ly do Iya chon dén Vién Dinh dudng, trong tong s6 270
khach hang ¢6 67,0% khach hang chon 1y do tin twong
trinh do chuyén mén, tiép theo chon Thai d phuc vu tot
chiém 49,3% khach hang va thp nhat chon 1y do gan
nha chiém 9,3%.

Diém trung binh hai long chung 4542043

diém
S minh bach théng tin va thu tye hanh 441 =048
chinh diem
i 4,46+ 0,54
Kha nang tiép cén dich vu ditm
Co s& vit cht va phrong tién phuc vu 4,50+0,53
nguoi bénh diem

4,55+0.53

Két qua cung cap dich vy didm

4,76 =043

Thai dg ung xir va ky nang lam viéc cua -
NVYT diem

4 42 44 46 48 3 5.2

Hinh 3. Piém hai long ‘trung binh cia khach hang
theo 5 yéu t6 danh gia

Diém trung binh hai long chung 1a 4,54 + 0,43 diém.
Trong d6 “Thai do tmg xur va ky nang lam vigéc cua
nhén vién y té” €O dlem hai long cao nhit véi 4,76 +
0,43 diém va thap nhat 13 “Sy minh bach thong tin va
thi tuc hanh chinh” véi 4,41 + 0,48 diém.

A s 237
bieém hai long chung (87.8%)
Sy minh bach thong tin va thu 218
tuc hanh chinh (80,7%)

Kha nang tiép can dich vu 232(85,9%)

Co s& vit chét va phuong tién 239
phue vu ngudi bénh (88,5%)
245

Két qua cung cép dich vu (90.7%)
N
Thai d6 ung x1r va ky nang
lam viée cia NVYT 263(97,4%)

B

70 80 90 100 110

Ti 1é khach hang hai long %
Hinh 4. Phin b6 mtrc d9 hai long clia khach hang
theo 5 yéu t6

Trong 270 khach hang duoc hoi ¢6 232 khach hang
hai 16ng chung véi dich vu kham tu van tai Vién Dinh
dudng chiém 85,9%, va 38 khach hang chua hai long
chiém 14,1%.

Bang 2. Khac bigt giira ty 1¢ hai long
vo6i cac dic diém cia khach hang

Khong Hai OR
N¢i dung | hailong | long n p
n (%) (%) 95% CI)
Gioi
18 142
Nam 1
4
(54,5 | (59.9) 0.556
Nit 15 95 0,80
(45,5 | (40,1) |(0,39-1,67)
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Khong Hai OR
N¢i dung | hailong | long n p
n (%) (%) (95% CI)
Nhém tudi
2. 10 91 0,70
<30 tudi ;
9,9 90,1 0,32-1,53
09) | 00 L0321 |
> 30 tuoi (13.6) | (86.4) 1
Noi &
]gﬁhﬂlﬂgfﬁ 32 190 7,92
i x3, thi g
tthn (14,4) | (85,6) |(1,05-5942) 0,009
Nong thon, 1 47 |
mién nti 2,1) (97,9)
Trinh d hoc vén
THPT tr¢ 5 50 0,70
xuong 9,1) (90,9) |(0,25-1,82) 0.427
A 28 187 ’
Trén THPT (13,0) (87,0) 1
Nghé nghiép
17 115
CNVE 1 (12,9) | 87.1) !
Cong nhan, 4 28 0,86 0715
nong dan | (12,5) | (87,5) |(0,39-1,90) | ™
. 12 94 0,89
Khac* | 1173y | (88,7) | 0,27-2.90) | 9833
S6 con duéi 5 tudi trong gia dinh
1 con 13 78 1,33
14,3 85,7 0,63-2,80
14) | ©57) L0520 |
Z2con | (112) | (88,8) !
Thu nhép binh quin nim 2022
A 12 119 0,57
<20 tricu ]
- : 9,2 90,8 0,27-1,20
02 | 605 021120 |5
>20 triéu (15,1) (84.9) 1
Kham lin thir miy
A 1o 20 155 0,81
Lan tha 1 s
11,4 88,6 0,39-1,72
(LY | (56) 03017 | g,
>2 lan (13,7) | (863) 1
Khoang cach tir nha dén Trung tim
2 44 0,28
sSkmo 143y | (95.7) | (0,65-123) 0052
31 193 ’
R I CEX I e N

Khac*: Noi tro, lao dong tw do, nghi huu

Khao sat mot s6 dic diém chung anh hudng dén muc do
hai long ctia khach hang, két qua su khac biét c6 ¥ nghia
thdng ké voi noi & cia khach hang, voi OR=7,92 (95%
CI: 1,05-59 42) p<0,05. Cac yéu tb khac chua thay su
khéc biét c6 y nghia.
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4. BAN LUAN

Su hai long cua nguoi bénh la thude do quan trong daé
danh gla chat lugng dich vu d6i voi co so y té, vi nd
danh g1a truc tiép dich vu y té tir goc dd cua nguoi benh
601 v6i viée cham soc stre khoe [1]. Két qua nghlen cuu
diém trung binh hai long cua khach hang véi dich vu
kham tu van tai Vién Dinh dudng 1a 4,54 + 0,43 diém
vOi ti 1€ hai long 1a 87,8%. Nghlen ctru cua chung toi
cho két qua cao hon nghién ctru cia Nawaf Amro va
cOng sy ndm 2018, ctia ngudi bénh tai khoa cap cuu ¢
Palestine, két qua diém tmng binh hai long 1a 3,77 diém
[5]. Cao hon nghién ctru ctia Nebsu Asamrew va cong
su nam 2020 tai Ethiopia, két qua ti 1¢ hai long 12 46,2%
[6] Cao hon nghién ctru cia Pham Chi Linh tai Bénh
vién Da khoa Ca Mau véi ty 1€ nguorl bénh cam thay hai
1ong 65,68%. Thap hon két qua nghién clru cua Lé Tlen
Tung nam 2016, tai Trung tim Y khoa s6 1 Toén That
Tung, Bénh vi¢n Dai hoc Y Ha Noi, ty 1€ khach hang
hai 1ong chung vé dich vu kham bénh la 91,3% [3], cling
thap hon nghién ciru ciia Pham Van Han va cong su tai
Bénh vién Da khoa 115 Ngh¢ An nam 2020 véi diiém
hai long trung binh 1a 4,75 diém [7].

So sanh 5 yeu t6 danh gla muc d hai long cho thay
diém thap nhét 1a yéu t& “Sw minh bach thong tin va
thii tuc hanh chinh” véi 4,41 + 0,48 diém voi 80,7%.
Su minh bach théng tin va thu tuc hanh chinh tir trudc
to1 nay 1a ndi dung thuong bi ngudi sir dung than phién.
Dich vu kham tu van dinh dudng 1a mot loai dich vu
hang hoa dic biét, nguoi su dung khong thé 'hoan toan
chu dong trong lyc chon dich vy theo y mudn ma phu
thudc rat nhiéu vao bén cung tng. khi khach hang c6
nhu cau kham, ho mong mué6n gap bac si i dé dugc kham,
tu van, chi dinh diéu tri. Tuy nhién dé dat duoc diéu nay
thuong phai trai qua mot giai doan thu tuc hanh chinh,
néu thu tuc ruom ra s€ kéo dai thoi gian cua khach hang,
dan toi tang viéc lo ling va kho chiu [8]. Bén canh do,
khach hang dén kham thuorng mong doi nhiing diéu tot
dep va kho chip nhan cac van dé rui ro phat sinh, nén
khi béc si chi dinh thém cac lidu dung hd trg, hodc can
phéi kham cac giai doan phat sinh, lam tang thém sO
tién ma trude d6 khach hang khong nghi dén, d6 ciing
la nguyen nhan lam khach hang cam thay chua hai long
Yéu to yeu t6 “Thdi d¢ irng xir va ky nang lam vi¢c cua
nhdn vién y té” c6 diém hai 1ong cao nhat voi 4,76 +
0,43 diém va ti 1¢ hai long 1a 97,4%. Dé tao duoc niém
tin cua nguoi bénh yén tdm thi nang lyc chuyén moén
ciia NVYT ludn 1a yéu t6 hang dau. Vién dinh dudng co
ddi ngti bac si, co chuyen mon cao va ludn cha trong dén
dao tao lién tuc, cung véi do, co s¢ cung da c6 nhimg
dao tao va tiéu Chuan yéu cau dbi voi thai do, giao tiép
ctia nhan vién y té trong qua trinh phyuc vu khach hang,
nén ty I¢ hai long chung v€ nang lyc chuyén mén va
thai do mg xtr cua can b y t€ dat murc cao. Day ciing
la mot két qua tich cyc anh huong dén két qua dichvuy
té  trong | bbi canh nhan luc 'y té chinh la lyc lugng nong
cot quyet dinh phan 16n dén chat luong dich vu y té va
tao nén thuong hi¢u riéng cho Vién.

Khao sat mot so ddac diém chung anh huéng dén muc
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dd hai long cua khach hang, két qua sy khac biét c6 y
nghia thong ké ¢ noi & ctia khach hang, khéch hang ¢
thanh thi chua hai long v6i dich vy kham tu van tai Vién
Dinh dudng cao gip gan 8 lan so v&i nhém khach hang
ndng thon véi OR=7,92 (95% CI: 1,05-59,42), p<0 05.
C6 thé do nhém khach hang thanh thi dugc tiép can dé
dang vé6i cac trung tim c6 dich vu chit lugng tai cac
thanh pho 16n, do d6 chua cam nhan khac biét gi nhiéu
khi dén kham tai Trung tam tu van dinh dudng so voi
nhom khach hang tir nong thon.

Toém lai, Vién dinh dudng c6 ddi ngii bac si, c6 chuyén
mon cao va ludén chu trong dén dao tao lién tuc. Cung
v01do co s6 cling yéu cau ti€u chuan cao vé thai do giao
tiép cia NVYT trong qua trinh phuc vu khach hang, nén
ty 1€ hai long chung vé nang luc chuyén mon va thai do
tng xu cua NVYT dat mue cao. Day cling 1a mot két
qua tich cyc anh huong dén két qua dich vu y te trong
bdi canh nhan lyc y té chinh 1a lyc lugng nong cdt quyét
dinh phan 16n dén chat luong dich vu y té va tao nén
thuong hiéu riéng cho Vién.

5. KET LUAN

Qua nghién ctru trén 270 nguoi bénh den kham hoac
dua con dén kham tai khoa kham tu van dinh dudng
cta Vién Dinh du’ong tham gia nghién cou: D1ern trung
binh hai long ctia nguoi bénh la 4,54 + 0,43 dlem ty 1¢
hai long 1a 87,8%. Su khac biét cd y nghia thong ké &
muc do hai long khac hang ct tru & Thanh pho thi xa,
thi trdn véi Nong thon, mién nui (p<0,05). Can dau tu,
hoan thi¢n cac yeu t6 c6 mirc hai long thip dé nang cao
chat lugng phuc vu va thu hit khach hang thuong Xuyén
dén kham tai trung tdm dich vu kham tu van dinh dudng
cua Vién Dinh dudng.
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