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ABSTRACT

Objective: Evaluation of the inpatient experience of breast cancer patients treated at
Department of Internal Medicine 6, K Hospital in 2024.

Materials and methods: A cross - sectional descriptive study was conducted on 210 breast
cancer inpatients at Department of Internal Medicine 6, K Hospital, using the ‘“Patient
Experience Survey During Inpatient Hospitalization™ as the data collection tool.

Results: The median age of participants was 50 years (range: 23 - 79). Patients reported a high
level of positive experience, with a positive response rate of 92.8%. All participants (100%)
confirmed they would return to the hospital if they needed treatment in the future. The positive
experience rate during the discharge process was 88.1%. High levels of satisfaction were
recorded regarding hygiene and security - related factors, including restrooms (99%), availability
of hand sanitizer (100%), and visitor access control (89.5%). However, there were areas of
dissatisfaction: 11% of patients reported negative experiences with the waiting time for hospital
admission procedures; only 4.8% felt they received adequate explanations upon admission;
and 13.3% were dissatisfied with information related to medical service pricing. Infrastructure,
security, and utility services also showed limitations, with 26.7% reporting a negative
experience. Average waiting times for some procedures were as follows: admission procedures
(mean 40.6 = 10 minutes); initial examination upon ward entry (29 + 13.6 minutes); and
discharge process (122 + 52 minutes).

Conclusion: Most breast cancer patients at Department of Internal Medicine 6, K Hospital
reported a positive inpatient experience, particularly during the discharge process, with 100%
willing to return for future treatment. However, improvements are still needed in information
provision, infrastructure, and support services. The waiting time for certain procedures -
especially admission and discharge - remains lengthy. The study results provide a basis for
proposing solutions to improve service quality and optimize patient experience.
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Bénh vién K - 43 Qudn Sit, P. Hang Béng, Q. Hoan Kiém, Tp. Ha Ngi, Viét Nam
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TOM TAT
Muc tiéu: Panh gia trai nghiém cia nguoi bénh ung thu va diéu tri ndi tra tai khoa Noi 6 Bénh
vién K nam 2024.

DPoi tu’(rng va phu’(rng phap nghién ctru: Nghlen clru mo ta cat ngang trén 210 nguoi bénh
ung thu v diéu trj noi tra tai khoa No6i 6 Bénh vién K, sir dung bo cong cu “Phiéu khao sat trai
nghi¢ém nguoi bénh trong thoi gian diéu tri nodi tra tai bénh vién”.

Két qua: Trung vi do tudi trong nghién ctru la 50 (23 79). Nguoi bénh c6 trai nghiém t6t voi
ty 1¢ tich cuc dat 92,8%. 100% nguoi bénh tham gia nghién ctru khang dinh s& quay lai bénh
vién khi c6 nhu cau dleu tri trong tuong lai va ty 1€ trai nghiém tich cuc trong qua trinh ra vién
12 88,1%, Trai nghiém tich cuc voi cac yéu tb vé sinh va an ninh nhu nha vé sinh, dung dich ria
tay va kiém soat nguoi ra vao lan luot la 99%, 100%va 89,5%. Ty 1€ trai nghlern chua tich cuc
ve thoi glan cho thu tuc vao vign 1a 11%, glal thich ngudi bénh khi vao vién 4,8%, thong tin li€n
quan gia dich vu y t& 13,3%. Con han ché vé co s ha tang, an ninh trat ty va dich vy tién ich véi
ty 1¢ chua tich cuc 1én t6i 26,7%. Thoi gian cho doi & mot s6 quy trinh nhu vao vién (trung binh
40,6 £ 10 phat); vao khoa dugc kham (29 + 13,6 phut); ra vién (122 phat + 52 phut).

Két luan: Phan 16n ngudi bénh ung thu va tai 'khoa Noi 6 Bénh vién K ¢6 trai nghi€m tich cyc
va thé hién 16 & qua trinh ra vién, voi 100% san sang quay lai khi can diéu tri. Tuy nhién, van
can cai thién quy trinh cung cap thong tin, co s¢ ha tang va dich vy hd trg. Thoi gian cho mot
s6 thi tuc con dai, dic biét 1a nhdp vién va ra vién. Két qua nghién ctru giup dé xuét giai phap
nang cao chat lwong dich vu, t6i wu héa trai nghiém ngudi bénh.

Tir khoa: Ung thu vu, trai nghiém nguoi bénh, diéu tri ndi tra.

1. PAT VAN PE

Ung thu v (UTV) 1a mét trong nhu’ng bénh Iy phd bién
toan cau. Theo Globocan 2022 moi ndm c6 khoang 2.3
tri¢u ca méic méi va 665.700 ca tir vong do UTV trén
the gidi. Tai Viét Nam, hang nam gh1 nhén 24.563 ca
mac méi [7]. Tai Bénh vién K mdi nam sb luot diéu
tri noi trd UTV 1én dén 7.800 luot [1]. Didu tri UTV la
qua trinh kéo dai, ap dung phuong phap da mo6 thirc nhu
phau thudt, hoa tri, xa tri, gay anh hudng nghlem trong
den thé chat va tim 1y nguoi bénh. Diéu nay cho thay su
can thiét ctia cac nghién ctru vé trai nghiém ngum bénh
trong qué trinh diéu tri. Bénh vién K 14 bénh vién tuyén
cudi chuyén nganh ung thu tai Viét Nam. Trudc nhu
cau kham chira bénh ngay cang tang, Bénh vién K luon
hu’ong to1 myc ti€u lay nguoi bénh 1am trung tam va
nang cao chit luong dich vu'y té. Danh gia trai nghlem
cua nglr(n bénh diéu tri ndi tra 12 yéu td quan trong gitp
dé xuét cac bién phap cai thién phu hop.

*Tac gia lién h¢

Trai nghlern cua ngu(n bénh 1a mot chu01 cac tuong tac
glua nguoi bénh va co sdy te bao gom quy trinh cham
soc, thai do cua nhan vién y té va viéc tiép can cac dich
vy tién ich trong bénh vién. Day la mot trong ba tru
cot quan trong danh gia chat Iu(yng cham soc suc khoe,
bén canh hi€u qua 1am sang va sy an toan cua ngucn
bénh [8]. Trong nhiing nim gan day, nghién ctru V€ trai
nghlern ngudi bénh ngay cang dugc chi trong nham cai
tién chat lu’ong dich vu y t€. Tuy nhién, dén nay, Bénh
vién K chua c¢6 nhiéu nghién ctru vé trai nghiém ngudi
bénh UTV.

Chung t6i tién hanhnghién ctru “Trai nghiém cuia nguoi
bénh ung thw vu diéu tri ngi tru tai khoa Noi 6 Bénh vién
K nam 20247 véi muc tiéu:

M6 ta trdi nghiém ciia nguoi bénh ung thie vii diéu tri
noi tru tai khoa Noi 6 Bénh vién K.
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2.POI TUQNG VA PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ctru: Nghién ctru m6 ta cat ngang.
2.2. Dia diém va thoi gian nghién ctru

- Dia diém nghién ctru: Khoa N§i 6 Bénh vién K.

- Thoi gian nghién ctru: 04/2024 - 11/2024.

2.3. Pbi twong nghién ciru

Nguoi bénh dugc xac dinh méc bénh UTV, diéu tri noi
tra tai khoa N§i 6 Bénh vién K trong thoi gian nghién
cuu.

- Tiéu chuan lya chon: ngudi bénh duge chan doéan xéac
dinh méc bénh UTV, di€u tri ndi tru tai khoa Noi 6
Bénh vién K. Nguoi bénh > 18 tudi, dong y tham gia
nghién cuu.

- Tiéu chuan logi trir: nguoi bénh khong du kha nang
hiéu va tra 101 cau hoi.

2.4. C& miu, chon miu

Chon maflu thun tién tit ca cac nguodi bénh théa man
tiéu chuan trong thoi gian nghién ctru, chiing toi thu
thap duoc n =210 ngudi bénh.

2.5. Noi dung nghién ciru

Su dung bd cau hoi c6 san dé phong van truc tiép
ngudi bénh, tham khao bo cong cu “Phiéu khdo sat trai
nghiém ngum bénh trong thoi gian dzeu tri noi tri tai
bénh vién” ctia S6'Y té Thanh phd H6 Chi Minh (2).

2.6. Tiéu chi danh gia
Trai nghiém tich cuc/khong tich cuc tai mot s6 tiéu chi:
- Trai nghiém cia nguoi bénh luc nhap vién;

- Trai nghiém cta nguoi bénh vé co s¢ vat chat va tién
ich phuc vu nguoi bénh;

- Trai nghiém cta nguoi bénh vé tinh than va thai do
cua nhan vién y té;

- Trai nghiém cua nguoi bénh vé hoat dong kham chiia
bénh;

- Trai nghiém ctia ngudi bénh vé thanh toan vién phi;

- Panh gia chung vé trai nghiém ctia ngudi bénh;

- Trai nghiém ctia nguoi bénh qua tirng giai doan bénh;
2.7. Xir Iy va phan tich s6 liéu

Phan tich sb liéu bang SPSS 18.0.

2.8. Dao dirc nghién ciru

Nghién ctru dugc thong qua hoi dong de cuong co s&
Bénh vién K. Nghién ctru cam két cac s6 liéu thong tin
thu dugc chi phuc vu cho muc dich nghién ctu, khong
phuc vu muc dich nao khac.
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3. KET QUA NGHIEN CUU
3.1 Trai nghiém ciia nguoi bénh ung thw va diéu tri
noi tra

Gom 210 nguol bénh dugc xac dinh mic bénh UTV,
diéu tri noi tra tai khoa N¢i 6 Bénh vién K, ty 1€ ngum
bénh nir 13 100%. Tudi trung binh 14 50 tudi, do tudi tir

40 - 60 tudi chiém 68 ,6%.

3.2.1. Tradi nghiém cvia ngwoi bénh liuc nhdp vién

Bang 1. Traii nghiém ciia ngwoi bénh lic nhép vién

Khéng
Chuwa Tich cuc c6 y kien/
Noi dung tich cuc n n (0/5 khong
(%) ¢ nhé n
(o)
Puoc giai thich 10 190 10
1y do nhap vién | (4,8%) | (90,4 %) | (4,8%)
Thoi gian cho | 24 (11%) 186
thu tuc nhap | (40,6 =10 (89%) -
vién phut) 0
Khi nhép vién 21
nguoi bénh co (10%) 189 )
dugcbacsi | (29+13,6| (90%)
kham ngay phut)
Pugc giai thich
tinh trang bénh 7 201 2
va hudng dieu | (3,3%) (95,7%) (1%)
tri
Cong khai gia
cac loai dich 19 162 29
vu k¥ thuat cua | (9,1%) (77,1%) | (13,8%)
bénh vién
DPuoc NVYT
giai thich cac 28 169 13
khoan BHYT.
<40 khoan phai | (133%) | (80.5%) | (6.2%)
tu chi tra
Thai d6 cta
PSR 3 203 4
NVYT d
ngudi b"éln;‘“ (1,4%) | (96,7%) | (1,9%)

90,4% hai long v&i cach bac si giai thich Iy do nhap
vién. Thu tuc vao khoa ndi tra thuan 1gi véi 89%, trong
khi s6 con lai cho trung binh 40,6 = 10 phut. 10% nguoi
bénh chua dugc tham kham ngay, thoi gian chd trung
binh la 29 + 13,6 phut. Ty 1€ hai 1ong véi viéc giai thich
tinh trang bénh va hudng diéu tri dat 95,7%, con viéc
giai thich chi phi BHYT va ty chi tra dat 80,5%. Thai d6
nhan vién y t€ va su minh bach gia dich vu dugc 96,7%
danh gia tich cuc.
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3.2.2. Trdi nghiém ciia nguwoi bénh vé Co 56 vit chit
va tién ich phuc vu nguwoi bénh

Bang 2. Trai nghlem ciia nguoi bénh vé Co sé vat
chét va tién ich phuc vu ngudi bénh

3.2.3. Trdi nghi¢m ciia nguwoi bé¢nh vé tinh than va thdi
do ciia nhan vién y te
Bang 3. Trai nghiém ciia nguoi bénh vé tinh than
va thai do ctia nhan vién y té

Khong
Noi dun Chua tich | Tich cuc | co y kién/
: & |cwen(%)| n(%) khéng
nhé n (%)
Day di
giuong nam,
khong phai 56 154 0
nam chung (26,7%) (73,3%)
vOi nguoi
bénh khac.
Nha v¢€ sinh
. : 2 208
tai kh;)él sach (1%) (99%) 0
Day du dung
dich rtra tay, 0 210 0
sat khuan (100%)
nhanh
bam bao an
. A 22 188
minh. B (10.5%) | (89,5%) 0
Pay du cac
dich vu tién 1 209
ich: cang tin, 0
e udng, (0,5%) (99,5%)
Hoat dong
ho trg nguoi 53 109 48
bénh luc gap | (22,2%) (51,9%) (22,9%)
khé khan
Bénh vién 199 1
én tinh va 0
buditi O48%) | (5:2%)
Bénh vién dat
tiéu chuan 5 203 2
“xanh — sach (2,4%) (96,6%) (1%)
_ d@P”

Trai nghlem tich cuc khong phai nam ghép 1a 73,3%.
Céc y€u t0 v€ sinh va an ninh nhu nha v¢ sinh, dung dich
rua tay va kiém soat ra vao duoc danh gia cao véi ty 18
lan luot 99%, 100% va 89,5%. Méi truong yén tinh va
canh quan bénh vién nhan dugc sy hai long tu 94,8%
va 96,6% nguoi bénh. Hb tro khi gip kho khin dugc
phan héi tich cue tir 51,9% ngudi bénh. Trai nghi¢m véi
cac dich vu tié€n ich dat muc hai long cao nhat, 99,5%.

Khong
Néi dun Chua tich | Tich cuc | c6 y kién/
: 8 cuc n(%) n(%) khong
nho n(%)
Trang phuc
NVYT gon 6 201 3

gang, sach s& (2,9%) (95,7%) (1,4%)

NVYT than
thién va tén 1 209 0
trong nguoi (0,5%) (99,5%)

bénh

NVYT giai
thich ro rang 7 203
vé tinh trang
va dién tién (3,3%) (96,7%)

cua bénh

NVYT phan
hoi céc thac
mac cua 13 197 0
nguoi bénh (6,2%) (93,8%)
kip thot,
chinh xac

Béc si va diéu
dudng thong
chch s 15 I 203 6
vé tinh trang | (4% | 06.7%) | (2.9%)
bénh, dién
tién bénh

Tiéu chi vé trang phuc nhén vién y té duoc 95,7% ngum
bénh danh gia tich cuc. Sy ton trong va ddi xir tir té dat
muc hai long 99,5%. C6 96,7% hai long voi cach nhin
vién y té giai dap thac mac vé tinh trang va dién tién
bénh, trong d6 su thong nhét trong cau tra 10i ciing dat

96,7%.
= Crossrefd-)) 739 -
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3.2.4. Trdi nghiém ciia ngwoi bénh vé hoat dpng khdm ~ 3.2.5. Trdi nghiém ciia ngwoi bénh vé thanh todn vién
chita bénh phi

Béng 4. Trai nghiém ctia nguoi bénh
vé hoat dgng kham chira bénh

Bang 5. Trai nghiém ciia nguoi bénh vé thanh toin
vién phi

Chura tich | Tich Kh?(ng / S ong
Bi wa tic ich cwe | céy kién . Chua tich | Tich cwe | c6 y kién/
NOtdung | cyen (%) | n(%) | khong Noidung | Cren (%) | n(%) | khong
nhé n (%) nhé n (%)
Puoc bac si L
giai thich Iy | = 27 1 4 Eﬁf’ ik N 27 179 4
dosidung | (129%) | (85.2%) | (1.9%) dosudung | (12,9%) | (852%) | (1,9%)
thuoc day du thudc day du
Puoc bac si L~
giai thich 1y Dugc bac s
do thuc hicn L o 0 § e hich 11 199
¢t nghié 5,29 94,89 IC g
can o Sing (5:2%) | (54.8%) xétnghiém, | (5.2%) | (94.8%) 0
T Ay dr can lam sang
day du day du
Puoc bac
s giai thich Bugc bac
trude khi thue 5 204 1 s giai thich
hién phau 24%) | 97,1%) | (0,5%) trude khi thuc 5 204 1
thuat day du, hién phau (24%) | 97.1%) | (0,5%)
rd rang thuat day du,
rd rang
Duogc huong
dan su dung 3 201 6 Dugc hu'o’ng
thI}OC hang (1,4%) (95,7%) (2,9%) dan st dung 3 201 6
ngay day du thudc hang (1,4%) (95,7%) (2,9%)
ngay day du
Puoc kham
lai khi c6 5 205 ;
.-A , 0 Pugc kham
wiéu ching | - (24%) | (O7.6%) lai khi c6 5 205 0
at thuong triduchimg | (24%) | (97,6%)
; bat thuong
DPuoc tu van
Iya chon .
i A 1 209 9 Pugc tu van
phuong phap 0 0 0 ;
diéu tr1 day (0,5%) (99,5%) (5,4%) hlllI‘Io’anCh()}I:él 1 209 9
du P trgjl()iﬁyp 0,5%) | (99,5%) | (5.4%)
bam bao du
riéng tu cho N
ngudi bénh Dam bao
khi bac si 23 187 0 rrlgr% ek
b1 A o o v
tham kam - (11%) ) (89%) Khi bc si 23 187 .
dudne cham tham kham (11%) (89%)
& hodc diéu
dudng cham
Trai nghlem ctia ngudi bénh vé hoat dong kham chira s0¢

bénh chu y€u lién quan dén viéc cung cap thong tin Ve
qua trinh chan doan, diéu tri, hd tro va giai dap thac méic
cho ngudi bénh voi ty 1€ trai nghiém tich cyc dao dong
tir 85,2% dén 99,5%.
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Tét ca ngudi bénh déu déanh gia tich cyc vé viéc khong
phai chi thém ti€n boi dudng cho nhén vién y t€, dat ty
1€ 100%. V& cong khai cac khoan vién phi, ty 1€ danh
gia tich cuc dat 96,2%.
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3.2.6. Pdnh gid chung vé trii nghi¢m ciia ngwoi bénh

Béng 6. Panh gia chung vé trai nghiém ciia ngudi bénh

Piém
trung
binh

Chura tich
cuc n(%)

Tich cuc
n(%)

Trai nghiém
tich cuwe

Dbéanh gia tich
cuc chung
cua trai
nghiém nguoi
bénh vé bénh
vién (trén 7
diem)

185
(88,1%)

8,89 (DLC 25
+0,72) | (11,9%)

Quay lai diéu
tri tai bénh -
vién

0% 100%

Tét ca ngudi bénh san sang quay lai diﬂéu tri, thé hién sy
tin tuong vao chat lugng dich vy. Diém danh gia tong
thé v¢ trai nghiém dat 8,89 + 0,72.

3.2.7. Diém trung binh trdi nghiém ciia ngwoi bénh
qua tirng giai doan
Bang 7. Piém trung binh trai nghi¢m
cia ngudi bénh qua tirng giai doan

Piém
As - trung Chua .
Noi dupﬁg trai binh tich cue Tlc(l,l
nghiém (thang (% )' cuc (%)
diém 4)
Trai nghiém luc
nhap vién 3,75 20% 80%
Co s vat cht -
Tién ich phuc vu 3,79 23,9% 76,1%
ngudi bénh
Tinh than, thai d¢
phuc vu cua nhan 3,75 27,7% 72,3%
vién bénh vién
Hoat dong kham
chita bénh 3,79 19,9% 80,1%
Chi tra vién phi 3,61 40,4% 59,6%
Trude khi xuat vién | 3,92 72% | 92,8%
Tong cong
6 cAu phan 3,76

Ty 1€ ngudi bénh co trai nghlem tich cuc khi nhap vién
1a 80%. V& co so vat chat va tién ich phuc vu nguoi
bénh, ty 1¢ ngu’m bénh co trai nghiém tich cuc 1a 71,1%,
v&i 28,9% cam thay chua tich cuc. Trude khi xut vién,
ty 1¢ nguoi bénh co trai nghiém tich cuc dat 92,8% va
7,2% c6 trai nghi¢ém chua tich cuc.

4. BAN LUAN

4.1. Trai nghiém ngudi bénh ung thw va diéu tri ndi
tra

Trai nghlem cua ngudi bénh dong vai tro quan trong
trong viéc néng cao chat lugng dich vu y té, cung cap
cai nhin rd nét Ve qua trinh diéu tri. Viéc thu thap va
phan tich phan hdi ciia nguoi bénh glup cai thién quy
trinh cham soc, tang cuong su hai long va cung cbuy tin
ctia bénh vién. Trén thé gidi, nhidu bd cong cu dugc st
dung dé khao sat trai nghiém nguoi bénh nhu HCAHPS,
PEE - 15. Tai Viét Nam, SO0 Y te TP.HCM cung bai hoc
Y Pham Ngoc Thach di phat trién mot bo cong cu danh
gia hi¢u qua trai nghiém nguodi bénh. Nghién ctru nay
st dung bd cong cu do, tap trung vao 6 khia canh chinh
cua trai nghiém noi tra [2].

Nghié€n ctru khao sat trai nghiém cua 210 nguoi bénh
ung thu v ndi tra tai khoa Noi 6 Bénh vién K cho thy
88,1% ngudi bénh co trai nghiém tich cyc. Tuy nhién,
ty 1€ nay thap hon so véi nghlen ctiru trude do nhu cua
Tran Thi Qué tai Bénh vién Ung budu Hung Viét nim
2021 (88,4%) [3].

Trai nghiém tich cyc nhat lién quan dén qua trinh xuét
vién vai ty 1€ > 90%, tuong duong véi nghién ciru cua
Tran Thi Qué tai Bénh vién Ung budu Hung Viét nam
2021 (94,4%) [3]. Diéu nay phan anh nhiing cai thién
trong thu tuc xuét vién tai Bénh vién K, khoa N6i 6, nhu
rut ngén thoi gian cho doi, don gian hoa thu tuc va tang
cudng hd tro tir nhan vién y té.

Nguoi bénh trude khi Xuét vién duoc huO’ng dan ky vé
su dung thudc, ché do an udng va chdm soc tai nha. Ty
1€ ngudi bénh nhéan duge huorng dan vé st dung thudc,
ché do an ubng va chiam soc tai nha dat 85,2%, trong
khi ty I¢ nhan duogc huong dan vé dau hiéu bét thuong
can quay lai bénh vién 1a 99,5%. Két qua nay tuong
dong vai nghién ctu tai Benh vién Truyén mau Huyet
hoc TP.HCM nam 2022 (huéng dan st dung thuoc va
ché d6 an ubng dat 92%, hudng din diu hiéu bat thuong
dat 93,2%) [4].

Ty 1€ ngudi bénh co trai nghiém tich cuc vé tha tuc
trude khi xut vién dat 74,7%, cao hon so véi nghién
clru cua Nguyen Thanh Tam nam 2023 (56, 7%) [5].
Picu nay cho thdy quy trinh chuan hoa ctia Bénh vienK
da gitip cai thién trai nghiém nguoi bénh khi xuat vién.
Viée tuan thu quy trinh khong chi dam bao day du cac
bude can thiét ma con giam bét phién ha, cing thing.

Bén canh d6, bénh vién lién tuc cap nhat va chuan hoa
quy trinh tr dang ky, kham bénh, xét nghlem den diéu
tri, tao su dong b trong chét lugng cham soc. Diéu nay
gop phan nang cao trai nghlem tong thé cla ngucn bénh
va khang dinh hiéu qua ciia cac bién phép cai tién dich
vu y té tai Bénh vién K.

Céc nghlen ctiu quoc té da chung minh rang thai do va
ky nang giao tiép ctia nhan vién y té co anh huong lon
dén trai nghiém va mirc d6 tuan tha diéu tri ctia ngudi
bénh. Nghién ciru chia thanh sau cau phan chinh: trai
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nghlern nhép vién, co s¢ vat chit va tién ich, thai do
nhénviény té, thanh toan chi phi, va qué trinh Xuét vién.
Ket qua khao sat cho thay nhi€u van dé ton tai lién quan
dén thai do, ky ning giao tiép clia nhan vién y té va chat
lucrng cung cap thong tin cho ngu0’1 bénh. Nhung han
ché nay tac dong dén sy hai long va mirc d¢ yén tdm cua
ngudi bénh trong qua trinh diéu tri.

80% ngudi bénh co trai nghlem tich cuc khi nhap vién,
thap hon so v&i nghién ciru ciia Lé Phuong Linh (2023)
1a 82,9% [6]. Bén canh do, 95,7% ngu(n bénh tai khoa
Noi 6 Bénh vién K cam thay duoc giai thich rd vé bénh
tinh va hu'ong diéu tri. Tuy nhién, do dic thi bénh ung
thu, qua trinh xét nghiém chan doan thuong kéo dai,
gdy ra sy cham tré trong cung cap thong tin, khién nguoi
bénh lo lang va giam murc do hai 1ong.

Ty 1¢ danh gia tich cyc vé thai d6 va glao tlep cua nhan
vién y té dat 96,7%. Bénh vién K da c6 nhi€u cai tién
trong vigc dao tao ky nang giao tiép va chuén héa quy
trinh tu van nham cai thién trai nghiém nguoi bénh.
Mic du dat nhiéu tlen bd, van ton tai nhu’ng khoang
cach so voi ti€u chuan dac biét la trong cung cap thong
tin chi tiét va nhat quan. Viéc dao tao nhan vién y té vé
k¥ nang truyen dat thong tin rd rang, nhay cam va hd
tro tinh than can duoc day manh nham dam bao su dong
nhit trong giao tiép véi ngudi bénh.

Do 100% nguoi bénh trong nghlen curu la nt, viéc chu
trong dén thai do va ky nang giao tiép la rat quan trong.
Phu nit méc ung thu va dé bi ton thu'ong vé tinh than,
do do, mot moi truong cham soc nhay cam va ton trong
s€ giup giam lo lang, tang niém tin vao diéu tri. Dé cai
thién trai nghi€ém nay, bénh vién can to chtre cac khoa
dao tao chuyén siu vé giao tiép, cung cap cac chu’o‘ng
trinh hd tro tdm 1y va hé théng phan hoi tir ngudi bénh
dé nang cao chat luong dich vu.

Thoi gian cho trung binh khi nhép vién la hon 40 phut,
tuy nhién, thoi gian cho tir khi thong bao dén khi nhan
glay xudt vién 14 hon 120 phit, cao hon so véi Bénh
vién Nhan Dén 115 (65 phut) [S]. Nhiéu nguoi bénh
van gip kho khén v6i thu tuc hanh chinh (25,3%). Bénh
vién K da trlen khai nhiéu bién phap giam tai, ti wu hoa
quy trinh tiép nhan, st dung cong nghe quan ly thong tin
nham giam thoi gian chd doi va nang cao trai nghiém
nguoi bénh.

Co so vat chat tai Bénh vién K dugc danh gia cao véi
diém trung binh 3,76/4 va ty 1€ hai long dat 76,1%,
tuong duong Bénh vién Truyen mau Huyet hoc TP.HCM
(77,1%) [4]. Bénh vién c6 khong gian rong rai, nhiéu
cay xanh, ghe da, va dich vy xe dua don mién ph1 trong
khuoén vién glup ngudi bénh cam thay thoai mai hon.
Tuy nhién, van ton tai mot s6 van dé nhu tinh trang nam
ghep (26,7%), an ninh chwa dam bao (10,5%), thiéu
quay photocopy va thang may qua tai.

Nghién ctru cho thay da s ngudi bénh tai khoa Noi 6,
Bénh vién K c6 trai nghi¢m tich cuc va san sang quay
lai diéu tri khi cAn. Qua trinh ra vién dugc danh gia tt,
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trong khi mét s6 khia canh nhu cung cap thong tin, thoi
gian lam thu tyc va co s¢ ha tang van co thé cai thign
thém. Viéc tdi wu héa cac quy trinh nay s& gbp phan
nang cao hon nita sy hai long ctia nguoi bénh.

5. KET LUAN

Nguoi bénh co trai nghlern t6t voi ty 1€ tich cuc 92,8%,
ty 1€ quay lai vién khi c6 nhu cau diéu tri 1a 100%.
Ngudi bénh con mét thoi gian cho doi thi tuc vao vién
(40,6 = 10 phut), ra vién (122 £ 52 phut).

Can cai tién quy trinh vao vi¢n, ra vign, giam thu tuc
hanh chinh dé giam thoi gian cho doi nang cao sy hai
long cho nguoi bénh.
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