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ABSTRACT

Objectives: To assess outpatient satisfaction with the quality of medical services at the Department
of Rehabilitation, Hue University of Medicine and Pharmacy Hospital.

Method: A cross-sectional descriptive study was conducted on 400 outpatients using the survey tool
issued under Decision No. 3869/QD-BYT. Data were analyzed using SPSS 20.0.

Results: The overall satisfaction rate was 84.4%. The highest-rated aspect was “attitude and
professional competence of medical staff” (92.9%), while the lowest was “transparency of
information and administrative procedures” (80%). The rate of comprehensive satisfaction was
25.5%. Notably, 89.5% of patients stated they would definitely return or recommend the service to
others.

Conclusion: Patients were generally satisfied with the service quality. However, further
improvements in administrative procedures, waiting time, and service accessibility are needed to
enhance comprehensive satisfaction.
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TOM TAT
Muc tiéu: Danh gid mic do hai long cia nguoi bénh dbi vai chat lugng dich vu kham chita bénh
ngoai tru tai Khoa Phuc hoi chirc nang, Bénh vién Truong Pai hoc Y Dugc Hué.
Phuong phap: Nghién cru md ta cit ngang dugc thug hién trén 400 bénh nhan ngqai tra. Di I[éu
thu thap bang bd cbng cu khao sat theo Quyét dinh s6 3869/QD-BYT, phan tich bang phan mém
SPSS 20.0.
Két qua: Ty 1¢ hai 1ong chung dat 84,4%. Yéu t6 dugc danh gia cao nhat 2 “thai do va chuyén mon
nhan vién y t&” (92,9%), thap nhat 12 “minh bach thong tin va thu tuc hanh chinh” (80%). Ty I¢ hai
Iong toan dién dat 25,5%. Co6 89,5% nguoi bénh chac chan sé quay lai hoac gidi thiéu nguoi khac st
dung dich vu.
K&t luan: Nguoi bénh hai long tuong dbi cao vai chat luong dich vu tai don vi. Tuy nhién, can tiép
tuc cai tién cac yeéu to lién quan dén thu tuc hanh chinh, thoi gian cho doi va kha nang tiép can, nham

nang cao muc do hai long toan dién.

Tir khoa: Hai 1ong, bénh nhan, phuc hdi chirc ning, chat luong dich vy y té.

1. PAT VAN BE

Panh gia tir phia ngudi bénh, dac biét la bénh nhan
ngoai trii, dong vai trd quan trong trong phan anh chét
lugng thuc té va dinh hudng cai tién dich vu y té. Tai
Viét Nam, nhiéu nghién ciru di ghi nhan mac do hai
10ng ctia ngudi bénh & cac co s¢ kham chira bénh, véi
ty 1& dao dong tir 75,3-87,3% theo Tran Vin Thién va
cong su (2023) [1] va Ién t6i 95,7% trong nghién ctu
cua Nguyén Vin Han va cong su (2024) [2]. Cac yéu
t6 anh hudng chu yéu bao gdm: chi phi dich vy, thai do
giao tiép, co s vat chat va thoi gian cho doi [1], [3].
Khoa Phuc hdi chire nang, Bénh vién Truong Pai hoc
Y Dugc Hué 1a don vi cung cip dich va phuc hdi chirc
nang cho khu vuc mién Trung - Tay Nguyén. Tuy
nhién, hién chua c6 nghién cttu cu thé nao danh gia muc
d6 hai long cua bénh nhén ngoai tra tai khoa, dac biét
trong bdi canh yéu ciu ngay cang cao vé chit luong
dich vu y té cong lap.

Tir thyc tién d6, nghién ctu ndy duoc thuc hién nham
danh gia mirc d6 hai 1ong ciia ngudi bénh ngoai tra ddi
véi chat luong kham chira bénh tai Khoa Phuc héi chac

*Tac gia lién h¢

ning, Bénh vién Truong Pai hoc Y Dugc Hué. Két qua
nghlen cuu 1a co so quan trong gidp nha quan ly dé xuat
cac giai phap nang cao chit lwong dich vu, huéng dén
su hai long va an toan ctaa nguoi bénh.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ciu

Str dung thiét ké nghién ciru mo ta cat ngang.

2.2. Pia diém va thai gian nghién ciu

Nghién ciu thyc hién tai Khoa Phuc hdi chirc ning,

Bénh vién Truong Dai hoc Y Dugc Hué tir thang
1/2025 dén thang 5/2025.

2.3. Péi twong nghién ciru

Nguoi bénh tir 18 tuoi trer 1én, dén kham ngoai trd, co
kha nang tra loi phong van va dong y tham gia nghién
cuu.

Loai trir cac truong hop dugc chi dinh nhap vién hoac
khong hoan tat quy trinh kham.

2.4. C& mau va phuong phap chon mau

- C& mau dugc tinh theo cong thic:
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N=2Z2 o/, p(L - p)ld?
Trong d6: Zi-o2 = 1,96 (a = 0,05); d = 0,05 Véi sai s6
cho phép 1a 5%; p = 0,658 la ty 1¢ hai long cta nguoi
bénh diéu tri ngoai trd theo nghién ciru caa Nguyén
Minh Quén (2019) [4].

Nhu vay ¢& mau téi thiéu 1a 345 bénh nhan; dy phong
thém 10% phiéu khong hop 1¢; do d6, ¢& mau nghién
ctru 12 380 bénh nhan. Trén thuc té, cd 400 bénh nhan
tham gia vao nghién ctu.

- Str dung phuong phap chon mau ngau nhién ngudi
bénh du diéu kién tham gia nghién ctru cho dén khi du
Cc& mau.

2.5. Bién sé nghién ciu

- Bién s6 vé dic diém cua d6i twong nghién ciru: tudi,
gidi, khoang cach tir noi sinh song dén bénh vién, st
dung bao hiém y té.

- Bién s v& mirc d6 hai 1ong caa ngudi bénh trén 5 khia
canh: kha nang tiép can; su minh bach thong tin va thu
tuc kham bénh, diéu tri; co s¢ vat chat va phuong tién
phuc vu nguoi bénh; thai d6 tng xu, nang luc chuyén
mon cua nhan vién y té; két qua cung cap dich vu. Cach
tinh diém hai long, ty I& hai 1ong va hai long toan dién,
va ty I¢ dap ing so v&i mong doi theo hudéng dan cua
Bo Y té [5].

2.6. K¥ thuat, cong cu va quy trinh thu thap sé liéu
Str dung bo phiéu khao sat hai 1ong ngudi bénh va nhan
vién y té theo Quyét dinh sé 3869/QD-BYT ngay 28
thang 8 nam 2019 caa Bo truang Bo Y té [5].

Phong van truc tiép duoc thuc hi’én ngay sau khi nguoi
bénh hoan tat kham va nhan thuéc.

2.7. Xir li va phan tich sé liéu

Dir ligu duoc nhap bang phan mém Epidata 3.1 va phén
tich bang phan mém SPSS 20.0.

2.8. bao dirc nghién cau

Nghién ctru dugc Hoi dong Pao duc trong nghién cuu
y sinh hoc Truong Pai hoc Y Dugc Hué phé duyét.
Nguoi tham gia dugc giai thich rd myc tiéu nghién ctu
va cam két bao mat théng tin.

3. KET QUA NGHIEN CcUU

3.1. Pic diém thong tin chung cia déi tweng nghién
cuu (n =400)

Bénh nhén Ia nix gisi chiém 60,3%. D¢ tudi trung binh
1a 48,0 + 19,4 (18-86) tuoi.

Nhom 18-45 tudi chiém ty Ié cao nhit (44,8%).

Pa s6 sinh song cach bénh vién dugi 15 km (81%).
100% bénh nhén c6 sur dung bao hiém vy té.

3.2. Mire d9 hai long ciia bénh nhan vé dich vu kham chira bénh

Bdng 1. Hai 10ng vé khd ndng tiép can (n = 400)

Ndi dung Hai long Chua hai long X+SD

Céc bién béo, chi dan duong dén bénh vién 285 (71,3%) 115 (28,8%) 3,86 + 0,65
Cag so do, ble[] baO_SIhl dan duong dén cac khoa, 335 (83,8%) 65 (16,3%) 4,05+ 0,61
phong trong bénh vién
Cac khdi nha, cau thang 327 (81,8%) 73 (18,3%) 4,02 +0,63
Céc 16i di trong bénh vién, hanh lang 329 (82,3%) 71 (17,8%) 3,92 + 0,52
Céc théng tin va dang ky kham qua dién thoa, 356 (89,0%) 44 (11,0%) 4,34+0,67
trang tin dién tir (website)

Hai long chung 81,6% 4,04 +0,35

Ty Ié hai long chung vé kha nang tiép can dat 81,6%, dao dong tir 71,3-89,0%. Noi dung dugc dénh gia cao nhét
la “c6 thé tim hiéu thong tin va dang ky kham qua dién thoai/trang tin dién ta” (89%; 4,34 + 0,67 diém). Bién

bao, chi dan dén bénh vién c6 ty Ié hai long thap nhét (71,3%).
Bdng 2. Hai 1dng vé minh bach thang tin va thi tuc kham, chéza bénh (n = 400)

Noi dung Hai long Chua hai long X+SD
Quy trinh kham bénh 330 (82,5%) 70 (17,5%) 4,03+0,62
Céac quy trinh, thi tuc kham bénh 325 (81,3%) 75 (18,7%) 3,93+0,57
Giadich vy y té 308 (77,0%) 92 (23,0%) 3,89 +0,58
Nhan vién y té tiép dén va huéng dan 358 (89,5%) 42 (10,5%) 418+0,6
Pugc xép hang theo thir ty trudc sau 377 (94,3%) 23 (5,7%) 4,08 +0,43
Thai gian cho doi diang ky kham 285 (71,3%) 115 (28,7%) 3,82+ 0,63
Thoi gian cho téi Tuot bac sy kham 289 (72,3%) 111 (27,7%) 3,85 +0,67
Thoi gian dugc bac s§ kham va tu van 331 (82,8%) 69 (17,2%) 3,96 + 0,62

m 296 www.tapchiyhcd.vn




N.H. Nam et al / Vietnam Journal of Community Medicine, Vol. 66, Special Issue 12, 294-299

Noi dung Hai long Chua hai long X +SD
Thoi gian chd 1am xét nghiém, chiéu chup 287 (71,8%) 113 (28,2%) 3,88 £ 0,68
Thai gian chd nhan két qua 311 (77,8%) 89 (22,2%) 3,96 + 0,66
Hai long chung 80,0% 3,96 + 0,42

Ty 18 hai 1dng chung caa bénh nhan vé minh bach théng tin va thu tuc kham, chira bénh Ié} 80,9%; dao dong tur
71,3-94,3%. Noi dung “xép hang theo tha tu” cé ty I€ hai 1ong cao nhat (94,3%). Cac yéu to6 veé thoi gian cho doi

c6 ty 1& hai long twong ddi thap hon, dao dong tir 71,3-77,8%.

Bdng 3. Hai 10ng Vé co sé vt chit va phwong tign phuc vu ngwoi bénh (n = 400)

Noi dung Hai long Chura hai long X+SD

Phong, sanh chd khdm 354 (88,5%) 46 (11,5%) 4,1+0,63
Ghé ngoi 363 (90,8%) 37 (9,3%) 4,1+0,56
Quat (diéu hoa) 362 (90,5%) 38 (9,5%) 4,13 +0,55
Céc phuong tién khac 318 (79,5%) 82 (20,5%) 4,02 0,66
Bao dam sy riéng tu 375 (93,8%) 25 (6,3%) 4,16 +0,51
Nha vé sinh 304 (76,0%) 96 (24,0%) 40+0,71
Moi treong trong khudn vién 359 (89,8%) 41 (10,3%) 4,12 £ 0,56
Bao dam an ninh, trat ty 330 (82,5%) 70 (17,5%) 4,07 £ 0,65

Hai long chung 86,4% 4,09 + 0,53

Ty lé hg}li long chung vé m[nh pach théng tin’va th}i tuc dat 86,4%, dao dong tir 76,0-90,8%. Ngudi bénh hai long
cao nhat ¢ noi dung c6 ghé ngoi (90,8%), thap nhat la nha vé sinh (76%).

Bdng 4. Hai 10ng Vé thdi dj vng xit, ndang lwc chuyén mon cia nhan vién y té (n = 400)

Noi dung Hai long Chua hai long X +SD
Nhan vién y té 374 (93,5%) 26 (6,5%) 4,19 +0,53
Nhan vién phuc vu 359 (89,8%) 41 (10,3%) 4,13 +0,59
Thai d6 cua nhén viény té 371 (92,8%) 92,8 (7,3%) 4,16 + 0,56
Ning luc chuyén mon cia nhan vién y té 382 (95,5%) 18 (4,5%) 4,20 +0,50
Hai long chung 92,9% 417 +0,50

Ty Ié hai 1ong chung vé thai do va chuy@n mén nhén vién y té dat 92,9%, dao dong tir 89,8-95,5%. Noi dung dugc
danh gia cao nhat la nang luc chuyén mon cua bac si, diéu dudng (95,5%), tiép theo la giao tiep dang muc (93,5%).
Cac yéu t6 khac nhu thai d6 caa ho ly, bao vé (89,8%) va su ton trong, cong bang (92,8%) ciling dat muc hai long
cao.

Bdng 5. Hai 10ng vé két qud cung cdp dich vu (n = 400)

Noi dung Hai long Chua hai long X +SD
Két qua kham bénh 337 (84,3%) 63 (15,8%) 4,10 +£0,64
Céc hoa don, phiéu thu, don thudc va két qua kham bénh | 379 (94,8%) 21 (5,3%) 4,22 +0,53
Luong dich vu y té 342 (85,5%) 58 (14,5%) 4,14 +0,64
Gidcadichvuy té 320 (80,0%) 80 (20,0%) 4,11 +0,70
Hai long chung 86,1% 4,14 + 0,57

Ty l¢é hai long chung vé két qua cung cap dich vu dat  3.3. Ty I hai Idng chung va toan dién caa ngudi
86,1%, dao dong tir 80-94,8%. Ty I¢é hai long cao nhat  bénh (n = 400)
1a “cac hoa don, phiéu thu, don thudc 16 rang va dugc Ty ¢ hai 1ong chung dat 84,4%, trung binh 1a 4,06 +
giai thich khi can” (94,8%; 4,22 + 0,53). Gia cadichva 0,35 trong khi ty I& hai long toan dién chi dat 25,5%,
1a yéu t6 c6 mirc hai 1ong thap nhit (80%). diém trung binh 12 4,38 + 0,26.
; Crossrefd 297 “




N.H. Nam et al / Vietnam Journal of Community Medicine, Vol. 66, Special Issue 12, 294-299

3.4. Sw dap wng ky vong va mirc do quay lai (n =
400)

C6 57,5% nguoi bénh danh gid muc dap ung dat 60-
80% so vai ky vong, 42,5% danh gia tr 81-100%. Gia
tri trung binh dat 82,6 + 10,74 (%), cho thay muc dap
ng kha cao. Ty I¢ “chac chan s& quay lai hodc gioi
thi¢u” 1a 89,5%, trong khi 10,5% “c6 thé s€ quay lai”.
4. BAN LUAN

4.1. Pic diém thong tin chung cia bénh nhan
Nghién ctu trén 400 bénh nhan ngoai trd tai Khoa Phuc
hoi chue néng cho thay nit gidi chiem 60,3%, cao gap
1,5 lan nam gidgi (39,7%), phu hgp vai nghién ctu cua
Vil Duy Tung va cong s (2023) la 60,2% [6], nhung
cao hon dang ké so voi nghién ctu cua Nguyen Van

Han va cong su (2024) 12 37,6% [2], co thé do khac biét
vé dic diém dan cu.

Tudi trung binh bénh nhan 12 48,0 + 19,4; nhdm tudi tir
18-45 tudi chiém ty I& cao nhat (44,8%), twong dong
vé6i nghién ciru cua Nguyén Vin Han va cong su (2024)
Vai ty 18 55,2% [2].

Pa s6 bénh nhan sinh sng trong pham vi cach bénh
vién duéi 15 km (81%), phan anh dic diém dia ly cua
bénh vign chii yéu phuc vu nguoi dan tai thanh phd
Hué.

4.2. Mire d hai long ciaia bénh nhan vé dich vu kham
chira bénh

Muc d6 hai 1ong vé kha ning tiép can dat ty 1& cao véi
81,6%, trong dé viéc tim hiéu théng tin va dang ky
kham qua dién thoai/trang web dat toi 89%. Diéu nay
phu hgp véi nghién ctu tai Indonesia cua Viegas |
(2020) bao céo viéc sir dung cdng nghé thdng tin trong
dang ky kham gidp rat ngan thoi gian cho va 1am ting
sy hai 10ng cua nguoi bénh [7]. Tuy nhién, van con
28,8% chuwa hai long véi bién béo chi dan dén bénh
vién, cho thiy cin cai thién cong tac dinh hudng truc
quan trén cac tuyén duong dan dén bénh vién.

Thong tin minh bach va thu tuc hanh chinh ¢ ty 1€ hai
Iong chung dat 80%, ty I¢ hai long cao & c&c ndi dung
nhu xép hang dung thir tw (94,3%) va thai do tiép don
(89,5%), twong tu két qua cia Ngd Thi Kim Giau
(2020) va cong su [3]. Tuy nhién, thoi gian cho doi chi
dat 71,3-77,8%, cho thay tdn tai diém ngh&n trong van
hanh, phu hop voi cac nghién ctru cia Tran Vin Thién
(2023) va Alrasheedi K.F (2019) [1], [8]. Nguyén nhan
c6 thé do qua tai tai cac khoa can 1am sang nhu xét
nghiém, chan doan hinh anh. Bénh vién can cai tién quy
trinh, ting nhan lyc gio cao diém va ung dung cong
ngh¢ ding ky kham truc tuyén dé giam thoi gian cho
nham nang cao mirc d6 hai long cua nguoi bénh.

Ty l¢ hai l1ong chung vé co s& vat chat dat 86,4%, cao
nhat la yéu t6 bao dam riéng tu khi kham bénh (93, 8%)
Céc yéu té nhu phong cho, diéu hoa, ghé ngdi déu c6
muc danh gia tdt, trong tu véi nghién ciru caa Nguyén
Van Han va cong su (2024) [2]. Tuy nhién, nha vé smh
va C4c tién ich phy trg nhu nude udng, tranh anh. .
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ty |& chua hai 10ng trén 20%. Nghién ciru ciia Tran Vin
Thién va cong su (2023) cho thiy c6 dén 50,7% bénh
nhan chwa hai 1ong vé phuong tién trang bi trong cac
phong chd, nha vé sinh [1]. Bénh vién can chi trong
dén cong tac bao dam cung cap du nudc udng, phong
cho, nang cép co so vat chat, dam bao khu nha vé sinh
nham cai thién trai nghiém ctaia bénh nhan.

Thai d6 va ning luc cua nhan vién y té duoc danh gia
cao nhat dat 92,9%, dao dong tir 89,8-95,5%, tuong
ddng véi cac nghién ciru caa Tran Van Thién (2023) va
Nguyen Vin Han (2024) [1], [2]. Két qua nay phan anh
niém tin 16n cua ngudi bénh vao chat lwong chuyén
mon. Poi ngii bac si, diéu dudng ciia Bénh vién Truong
Pai hoc Y Duoc Hué phan Ion 1a giang vién giau kinh
nghiém, dugc dao tao bai ban va thuong xuyén cap nhat
kién thirc, ki nang giao tiép thdng qua cac khoa tap
huan.

Ty 18 hai long chung v& két qua cung cip dich vu dat
86,1%, trong d6 minh bach héa don, hd so kham
(94,8%) va chat luong diéu tri (84,3%) dugc ngudi
bénh danh gia cao. Két qua nay twong déng vai nghién
ctru caa Ngb Thi Kim Giau va cong su (2023), trong d6
98,3% nguoi bénh hai 1ong véi hoa don, don thube va
két qua kham [3]. Tuy nhién, chi 80% hai long véi gia
dich vu y té, cho thay chi phi van 1a yéu t6 anh husng
dén sy hai 1ong chung. Biéu nay phan anh nhu cau minh
bach bang gi4, ting hd tro bao hiém y té va trién khai
cac chinh sach giam phi cho nhém yéu thé, nham nang
cao muc do hai long, dong thoi dam bao cong bang
trong tiép can dich vu y té.

Mtrc d6 hai long chung cta nguoi bénh dat 84,4%, véi
diém trung binh 4,06 + 0,35, cho thay ngudi bénh danh
gia tich cuc vé chat luong dich vu tai dia ban nghién
ctru. Két qua nay cao hon nghién ctru ciia Vii Duy Tung
va cong su (2023) ghi nhan ty 1é nay la 82,5% [6],
nhung thap hon nghién ctu cia Nguyén Vian Han va
cong su (2024) voi ty 1é 95,7% [2], ¢6 thé do khac biét
vé phan tuyén bénh vién. Tuy nhién, ty 18 hai long toan
dién chi dat 25,5%, phan anh su chénh Iéch gitra danh
gi4 ting yéu té va cam nhan tong thé. Pay 1a xu huéng
thuong gap, khi nguoi bénh dé hai long V6i cac yeu t6
riéng lé nhung khat khe hon khi danh gia tong thé [9].
Két qua danh gia chung cho thay bénh vién di dap tng
dugc 82,6 + 10,74 (%) so v&i mong dgi ctia nguoi bénh
khi dén kham bénh. Co6 42,5% nguoi bénh danh gia
dich vu dap ting tir 81-100% ky vong, trong khi 57,5%
danh gia tir 60-80%. V& nhu cau kham bénh hoic gigi
thiéu cho ngudi khac dén kham, c6 89,5% nguoi bénh
cho biét chic chin s& quay lai hoic gigi thiéu nguoi
khéc; chi 10,5% nguoi bénh cho biét c6 thé s quay lai.
Diéu nay phan anh mirc d6 cao san long tiép tuc su
dung dich vu cta nguoi bénh. Pay Ia tin hiéu tich cuc
nhung van can duy tri va cang cé bang cac bién phap
cai tién dich vu hudng dén nguoi bénh.

5. KET LUAN

Nghién cttu cho thay nguoi bénh c6 muc do hai long
kha cao véi dich vu kham chita bénh ngoai trti, dac biét
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1a v& nang luc chuyén mén va thai do wng xt cia nhan
vién y té. Tuy nhién, ty I& hai long toan dién con thap,
phan anh sy ton tai khoang céach giira ky vong va trai
nghiém thuc té.

*

* *

Nhém tac gia xin chan thanh cam on Ban Giam déc va
vién chirc, nguoi lao dong Khoa Phuc hdi chiic ning,
Bénh vién Truong Pai hoc Y Duoc Hué da tao diéu
kién thuan lgi trong qua trinh trién khai nghién ctu.
Chung t6i cling xin trin trong cam on tat ca ngudi bénh
da tham gia va cung cap théng tin mot cach trung thuc,
day du cho nghién ctru nay.
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