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SU HAI LONG CUA NGUOI BENH NGOAI TRU TAl KHOA
VAT LY TRI LIEU- PHUC HOI CHUC NANG, BENH VIEN DA
KHOA HONG PHAT NAM 2020

TOM TAT

Nghién ciru sit dung phwong phap: Mo ta cit
ngang dugc tién hanh trén nhom 309 ngudi bénh diéu tri
tai khoa Vat ly tri liéu va PHCN, st dung b cau héi cta
BYT c6 bo sung. Két qua cho thay: Ty 1é hai long vé
thoi gian chd dé dugc phuc vu 1a 55.7%. Ty 1¢ hai long
vé k¥ nang va thai d6 cua nhan vién y té 1a 57.6%. Ty 1&
hai 1ong vé co so vat chat va to chiic khoa phong 1a thap
nhét: 8.7%. Ty 1& hai long vé tinh minh bach vé tai chinh
va BHYT cao nhat: 69.9%. Ty 1¢ hai long vé chét lugng
dich vu la: 42%.

Cac yéu yéu td lién quan dén hai long khong giéng
nhau tuy theo tudi, gidi, tinh trang dugc BHYT thanh
todn va c6 kha nang chi tra vién phi hay phai vay ng cia
ngudi bénh:

- V& gi6i, c6 xu hudng nit hai 1ong nhidu hon nam
gi6i vé thoi gian cho doi, ki nang, thai ¢ cta nhan vién y
té va co s& vat chat ctua bénh vién

- Vé tudi, c6 xu huéng nhom it tudi hon (dudi 35) co
ty 18 hai 1ong nhiéu hon nhém nhiéu tudi vé ca thoi gian
chd doi, ky nang thai d ctia nhan vién y té, vé co so vt
chét clia bénh vién

- V@ tinh trang dugc BHYT thanh toan, c6 quy luat
khé 1o réng ngudi bénh dugc BHYT thanh todn mot phén
s& hai 1ong nhiéu hon nhém khéng duge thanh toan

- Vé tinh trang vay ng khi diéu tri tai bénh vién nhan
thiy nhom phai vay ng nhiéu truong hop hai long hon
nhom khoéng vay ng.

Két ludn: Ngudi bénh hai long véi dich vu bénh
vién khac nhau, cao nhat 1a véi tinh minh bach tai chinh,
thip nhat 1a vé& co s& vat chat. Cac yéu tb tudi, gidi, dugc
BHYT thanh toan va vay ng c¢6 lién quan dén su hai long
cua nguoi bénh.

Twr khoéa: Vat 1y tri liéu — phuc hoi chire nang, hai
long ngudi bénh.

1. Trwong PH Thang Long

Trdn Vén Dan', Truong Viét Diing’

SUMMARY:
OUTPATIENT SATISFACTION AT THE
DEPARTMENT OF PHYSIOTHERAPY -

REHABILITATION, HONG PHAT GENERAL
HOSPITAL 2020

Study was conducted by cross-sectional description
design on a group of 309 patients treated in the Department
of Physiotherapy and Rehabilitation, using modified
questionnaires of the Ministry of Health. The results
showed that: The satisfaction rate in terms of waiting
time to be served is 55.7%. The satisfaction rate in terms
of skills and attitudes of health workers is 57.6%. The
satisfaction rate in terms of facilities and departmental
organization is the lowest: 8.7%. - About Age: tends to
be younger group (under 35) having higher satisfaction
rate than the older group in terms of waiting time, skills,
attitudes of health workers, and hospital facilities.

- Regarding the status of being covered by health
insurance, there is a fairly clear rule that patients with
partial health insurance payments will be more satisfied
than those who do not

- Regarding the debt situation when being treated at
the hospital, it was found that the group that had to borrow
in debt was more satisfied than the group who did not.

Conclusion: Patients are satisfied with different
hospital services, highest with financial transparency, and
lowest in facilities. The factors of age, gender, paid for
and borrowed by health insurance are related to patient
satisfaction. Satisfaction rate for financial transparency
and health insurance is the highest: 69.9%. The rate of
satisfaction of service quality is: 42%. Factors related to
satisfaction are not the same depending on age, gender,
status of being paid by health insurance and ability to pay
hospital fees or having to borrow debts of patients:

- Regarding gender, there is a tendency for women
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to be more satisfied than men in terms of waiting time,
skills, attitudes of medical staff and hospital facilities.

Key words: Physiotherapy - Rehabilitation, patients
satisfaction.

I. PAT VAN DPE

Hai long cua ngudi bénh 1a mot trong nhiing ti€u chi
danh gia két cuc dau ra cua bénh vién. Theo quan diém
cua céc tac gia Buchanan J., Dawkins P. va Lindo J.L.
(2015)[5] su hai long cua nguoi ti€u dung, theo nghia
rong nhét ctia nd, duoc xem nhu 1a sy mong doi ciia nguoi
tiéu ding trong qua trinh can bang véi nhan thic cta dich
vu hay san phim. Tac gia A. Karaca va Z. Durna (2019)
[4], cho ré’mg sy hai long cia NB 1a: “Su danh gia tich cuc
ctia c4 nhan ddi v6i cac khia canh khac nhau trong chim
soc y t&”.

Trén thé gidi dé khao sat mirc d6 hai long ciia nguoi
bénh véi cac van dé st khoe khac nhau can co cac bd
cong cu khac nhu véi nguoi bénh diéu tri 1y liéu phap
va PHCN néi chung [7] [ 8], hoac theo May S. st dung
bang cau hdi sy hai 1ong ctia bénh nhan noéi chung [6].
Tham chi mdi bénh vién khac nhau véi cac diéu kién khac
nhau ciing phat trién cac cong cu danh gia su hai 1ong cho
bénh vién hay tham chi cho khoa phong ctia minh. Trong
nghién ctru nay chung t6i su dung bd cau hdi khdo sat hai
1ong ngudi bénh ciia BO Y t& voi mot s6 cau hoi bd sung
cho phu hgp véi khoa vat 1y tri liéu va bénh vién tu nhan.

Bénh vién da khoa Hong Phat ciing di t6 chic cac
16p tap huin “Dbi méi phong cach, thai do phuc vu cua

can bo y té huéng t6i sy hai long ciia ngudi bénh” trong
chuong trinh ké hoach cta bénh vién. Muc tiéu:

1. M6 ta sy hai long ciia ngudi bénh diéu tri ngoai tri
vé chét luong chdm soc stic khoe tai Bénh vién da khoa
Hdng Phat, nam 2020.

2. Xac dinh mot sb yéu td lién quan dén sy hai long
clia ngudi bénh diéu tri ngoai tra tai bénh vién.

II. POI TUQONG VA PHUONG PHAP
NGHIEN CUU

Ngudi bénh dén kham va diéu tri ngoai tra tai phong
Vit 1y tri liéu Bénh vién da khoa Hong Phat, tir 18 tudi co
kha ning giao tiép t6t va tu nguyén tham gia nghién ciru.

Thiét ké nghién cibu: Nghién ciru mo ta cit ngang.

Cé& mdu va chon méu: Theo cong thic tinh ¢d mau
dé udc lugng mot ty 18, véi p = 75%, mau tbi thiéu tinh
dugc 1a 289. Trén thuc té trong thoi gian nghién ciru
chung t6i da tuyén chon duoc 309 ddi tugng thoa man
cac tiéu chi lya chon. Mau dugc chon thuan tién theo
tiéu chi.

Phwong phdp nghién ciru: St dung bd cau héi tu
dién trén nén ciia B6 phiéu tham do y kién hai 10ng ngudi
bénh cua Bo Y té [1] ¢6 didu chinh bd sung mot s6 cau hoi
phu hgp véi bénh vién ngoai cong lap.

86 li¢u dwgc xir Iy: Bang cac phép tinh thong ké mo
ta va thong ké phan tich trén phin mém SPSS-20.

III. KET QUA VA BAN LUAN
3.1. Tudi ciia ddi twong nghién ctru

Bing 3.1. Tudi ciia doi twong nghién civu (n = 309)

Tubi S6 lwong Ty 18 (%)
Duéi 35 tudi 23.3
36-59 tudi 131 42.4

>= 60 tudi 106 343

Téng 309 100

Dbi twong NB c6 do tudi tir 36 tudi dén 59 tudi 1a cao
nhét chiém 42.4%, va thap nhat tir 10 dén 35 tudi 14 23.3%.

Dbi twgng nghién ctru chu yéu 1a nit (84,1%) chiém
ty 18 cao hon so véi ddi twong nam (68,3%).
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3.2. Sw hai 1ong v6i bénh vién va nhén vién y té
ciia d6i twong nghién ciru

3.2.1. Mirc do hai long vé thoi gian cho doi dé
dwgc phuc vu
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Bing 3.2. Mt s6 yéu té lién quan dén hai long vé thoi gian cho doi

L, Hai long
Yéu to lién quan OR .. it P
Co Khong i

Nam 52.3% 47.7%
0.816 >0,05

N 58.2% 41.8%

Puoc BHYT thanh toan 58.5% 41.5%
2.657 <0,05

Khong dugec BHYT thanh toan 35.1% 64.9%

Khong vay ng¢ 35.1% 64.9%
.098 <0,05

Cé vay ng 54.2% 45.8%

Tudi dudi 35 61.1% 38.9%
- 1.541 >0,05

Tubi 35+ 54.0% 46.0%

Hai long chung 55,7 % 44.3%

Ty 18 hai long chung ctia nhém 1a 55,7%. Két qua
nay kha phi hop véi mot sb tac gia trong nuée khac gin
day [3] [2] va thdp hon cua tic gia nudc ngoai & khoa vat

ly tri lidu [6] [7] [8]

Nam bénh nhan ¢ xu huéng hai 1ong thap hon nit,

OR =0,816

Nguoi duge BHYT thanh toan hai 1ong nhiéu hon
nguoi khong duge thanh toan, OR= 2,6 sy khac nhau coé y

nghia thong ké (p<0,05)

Nguoi khong phai vay no nhung hai 1ong lai thip
hon so v&i ngudi phai vay ng, OR = 0,09, su khac nhau c6
¥ nghia thong ké (p<0,05)

Nhom tré tudi hon mire do hai 1ong c6 xu hudng cao
hon, OR = 1,5

3.2.2. Mirc d9 hai long vé k§ ning va thai dj cia
nhén vién y té

Bing 3.3. Mt s6 yéu té lién quan dén hai long vé kj nang thdi dp ciia NVYT

L Hai long
Yéu to lién quan OR .. ik p
Cé Khong ’

Nam 55.3% 44.7%
0.849 >0,05

Nir 59.3% 40.7%

Pugc BHYT thanh toan 58.1% 41.9%
1.198 >0,05

Khoéng dugc BHYT thanh toan 54.1% 45.9%

Khong vay n¢ 56.9% 43.1%
0.394 >0,05

Co vay ng 75.0% 25.0%

Tudi dudi 35 57.6% 42.4%
- 1.745 <0,05

Tudi 35+ 54.9% 45.1%

Hai long chung 576 % 42.4 %

Ty 18 hai long chung vé k¥ ning va thai do ctia nhan

vién y té 13 57,6%.

Tuoi 1a yeu to lién quan dén ty 1¢ hai long vé ky
nang, thai doi cia nhéan vién y té rd hon cac yéu to khac,

nhom tré hon co ty 1¢ hai long cao hon (OR = 1,7; p<0,05).

Nam hai 1ong vé trinh d6 va thai do caa NVYT
thdp hon nir ( OR=0,8); ngudi dugc BHYT thanh toan
hai 1ong nhiéu huon nguoi khong dwoec BHYT thanh toan
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3.2.3. Hai long vé co sé vat chit va to chirc khoa
phong

(OR=1,2); Nguoi c6 vay no lai hai long cao hon nguoi
khong va ng (75% so véi 56,9%)

Bdng 3.4. Mot s0 yéu 16 lién quan dén hai long Vé co sé vt chit va t6 chirc khoa phong

L, Hai long
Yéu to lién quan OR ... chinh P
Co Khong i

Nam 6.8% 93.2%
0.612 >0,05

Ni 10.2% 89.8%

Puoc BHYT thanh toan 8.5% 91.5%
782 >0,05

Khong dugec BHYT thanh toan 10.8% 89.2%

Khong vay ng .0% 100.0%
0 >0,05

Co vay ng 9.1% 90.9%

Tubi dudi 35 13.9% 86.1%
- 1.995 >0,05

Tudi 35+ 8.7% 91.3%

Hai long chung 8,7% 913 %

Co s& vt chit va t6 chirc khoa phong 1a yéu t6 it
dugc hai long nhat. Ty 1& hai l1ong chung cta nhom rat
thép: 8,7%. Chua c6 nghién clru trong nudc nao ty 1¢ lai
thap nhu ¢ bénh vién nay.

Nam hai 1ong vé cac tiéu chi trén thip hon nii: 6,8%
so voi 10,2%. Nguoi dugc BHYT thanh toan cling hai
long it hon nguoi khong duge BHYT thanh toan (8,5 so

v6i 10,8%). Khong ai hai long trong nhom nguoi khong
phai vay no trong khi 9,1% nhém c6 vay no lai hai long.
Nguoi tré ¢6 xu hudng hai 1ong vé& nhom tiéu chi nay cao
hon nhém 16n tudi hon. Tat ca sy khac nhau chua co ¥
nghia thong ké.

3.2.4. Mitrc d9 hai long vé tinh minh bach vé chi
phi va BHYT

Bing 3.5. Mt s6 yéu t6 lién quan dén hai long vé tinh minh bach trong chi phi va BHYT

. Hai long
Yéu to lién quan OR .. it p
Co Khong ’

Nam 67.4% 32.6%
0.842 >0,05

Nir 71.8% 28.2%

Puoc BHYT thanh toan 71.3% 28.7%
1.643 >0,05

Khong dugec BHYT thanh toan 59.5% 40.5%

Khoéng vay no 69.4% 30.6%
0.483 >0,05

C6 vay ng 83.3% 16.7%

Tudi dusi 35 66.7% 33.3%
- 0.871 >0,05

Tuoi 35+ 70.9% 29.1%

Ty 1€ hai long chung 69.9% 30,1%

Nhin chung ty 1& hai 1ong vé& tinh minh bach trong
tai chinh va BHYT ctia ngudi bénh kha tt: 69,9%. Day la
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ty 1& kha cao, nhung phu hop voi Nguyén Thi Viét Hang
(2019)[2].
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Nam hai 10ng vé tinh minh bach tai chinh va BHYT
thip hon nit, (OR=0,82), Twong ty nhu thé voi nhém
khong vay ng va nhém tudi dudi 35.

Nguoi dugec BHYT thanh toan c6 xu hudng hai long

nhiéu hon 71,3% so v6i 59,5% (OR = 1,6).

Su khac nhau giira cac yéu td déu khong c6 ¥ nghia
thdng ké (p>0,05)

3.2.5. Mirc dd hai long vé chét lwgng phuc vu

Bing 3.6. Mt s6 yéu té lién quan hai long vé chit lwong dich vu

L Hai long
Yéu to lién quan OR .. chinn p
Cé Khong )

Nam 43.2% 56.8%
1.060 >0,05

Nir 42.4% 57.6%

Pugc BHYT thanh toan 43.8% 56.2%
1.432 >0,05

Khoéng dugc BHYT thanh toan 35.1% 64.9%

Khong vay n¢ 42.1% 57.9%
0.524 >0,05

Co vay ng 58.3% 41.7%

Tudi dudi 35 41.7% 58.3%
- 0.990 >0,05

Tudi 35+ 43.0% 57.0%

Hai long chung 42,7%. 57.3%

Ty 1¢ hai long chung vé chat luong dich vu kha
thp: 42,7%. Ty 1& nay thip hon nghién ctru cia Nguyén
Thi Viét Hang (2019)[5], nhung cao hon ciia Vii Huong
Giang [3].

Chua thy sy khac biét c6 ¥ nghia thong ké vé gidi,
duoc BHYT thanh goan, tinh trang vay ng va gilta cac
nhém tudi véi chit luong dich vu( p déu >0,05).

C6 xu huéng nam hai long nhiéu hon nit, nguoi
duge BHYT thanh toan hai long nhidu hon, nhém c6 vay
no hai 10ng nhiéu hon nhom khéng phai vay no, tudi 1on
hon hai long nhiéu hon.

IV. KET LUAN

(1) Hai 1ong ciia ngudi bénh ddi véi Bénh vién Pa
khoa Hong Phat ¢ mirc khong cao.

- Ty 1é hai 1ong vé thoi gian chd dé duoc phuc vu
1a 55.7%,

- Ty 1& hai 1ong vé k¥ ning va thai d¢ ciia nhan vién
ytéla 57.6%,

- Ty 18 hai long vé co s& vat chit va to chic khoa
phong 14 thap nhat: 8.7%,

- Ty 1& hai long vé tinh minh bach vé tai chinh va
BHYT cao nhat: 69.9% .

- Ty 1& hai long vé chét luong dich vu 1a: 42%

(2) Céc yéu yéu t6 lién quan dén hai long khong
gidng nhau tity theo tudi, gi6i, tinh trang dwoec BHYT
thanh todn va cé kha ning chi tra vién phi hay phai
vay ng¢ cia nguwoi bénh.

- V& gidi, c6 xu hudng nit hai long nhiéu hon nam
gidi vé thoi gian chd doi, k§ ning, thai do cua nhan vién y
té va co s& vat chat cia bénh vién

- V& Tudi, c6 xu huéng nhom it tudi hon (dudi 35)
¢6 ty 18 hai 1ong nhidu hon nhom nhiéu tudi vé ca thoi gian
chd doi, ky nang thai d ctia nhan vién y té, vé co so vat
chét cta bénh vién.

- V& tinh trang dugc BHYT thanh toan, c6 quy
luat kha 1o rr?mg ngudi bénh dugec BHYT thanh toan
mot phan s& hai 1ong nhiéu hon nhém khéong dugc
thanh toan

- Vé tinh trang vay ng khi diéu tri tai bénh vién nhan
thdy nhom phai vay no nhidu trudng hop hai long hon
nhom khong vay ng.
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