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ABSTRACT

Objectives: (1) Determine the satisfaction level of patients and their family members with outpatient
medical services at Duc Giang General Hospital in 2019; (2) Identify a number of factors affecting the
satisfaction of patients and their family members with outpatient medical examination and treatment
services and propose intervention solutions.

Subjects: As a patient, the patient’s family members came for examination and treatment at Duc
Giang General Hospital in 2019, excluding patients who are not eligible for subclinical indications
and patients who are in an emergency or are about to be transferred.

Result: Among the 438 patients interviewed, the majority of patients interviewed were insured (in
and out of network a), accounting for 94%. The target group of hospital fees accounts for only a small
part of 6%. This difference was statistically significant with p < 0.05. In terms of patient satisfaction,
the satisfaction level of patients and their family members with the hospital’s services was assessed
as satisfied, with an average of 4.28/5. The use and experience of different services was the most
appreciated in the level of behavior, professional capacity of medical staff as well as service delivery
results with an average rating of 4. ,4/5. However, the transparency of information and procedures
for treatment and treatment reached the lowest level compared to the average of other services, with
an average score of 4.1/5.

Conclusion: The majority of outpatients feel satisfied and very satisfied with the corresponding rate
0f 63,22% : 30,81% and the overall average satisfaction level in all aspects is above 4.

Keywords: Satisfaction; outpatients services.
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SU HAI LONG CUA NGUOGI BENH, NGUGI NHA
NGUGI BENH POI VOI DICH VU KHAM CHUA BENH NGOAI
TRU TAI BENH VIEN DA KHOA PUC GIANG NAM 2019

Pham Quéc Tuén®, Pham Anh Ngoc, Ngo Hiru Phuong, Tran Minh Tuén,
Hoang Thi Thuy Duong

Bénh vién da khoa Puc Giang - 54 Truwong Lam, Puc Giang, Long Bién, Ha Noi, Viét Nam

Ngay nhan bai: 30 thang 06 nam 2023
Chinh stra ngay: 25 thang 07 nam 2023; Ngay duyét dang: 15 thang 08 nam 2023

TOM TAT

Muc tiéu: (1) Xéc dinh muc d6 hai long ciia ngudi bénh, ngudi nha ngudi bénh déi véi dich vu kham
chita bénh ngoai tri tai Bénh vién da khoa Ptic Giang nam 2019; (2) Xéac dinh mot sb yéu td anh
hudng dén su hai 1ong ctia ngudi bénh, ngudi nha ngudi bénh ddi véi dich vu kham chita bénh ngoai
tra va dé xudt giai phap can thiép.

Doi trgng nghién ciru: La ngudi bénh, ngudi nha ngudi bénh dén kham va diéu tri tai Bénh vién da
khoa Buc Giang nam 2019 loai trir nguoi bénh khdng duge 1am chi dinh can ldm sang, ngudi bénh
dang trong tinh trang cdp ctru hodc chuan bi chuyén vién.

Két qua: Trong s6 438 ngudi bénh duge phong van c6 412 (94%) ngudi bénh duge phong vén 1a doi
tuong c6 tham gia bao hiém (trai tuyén + dung tuyén), con lai 1a khong tham gia bao hiém (chiém
6%). Su khac biét ndy c6 y nghia thong ké véi p < 0,05. Vé mirc do hai long ctia nguoi bénh, nhin
chung, mirc d6 hai 1ong cta ngudi bénh va ngudi nha ngudi bénh ddi véi cac dich vu cia bénh vién
dugc danh gia la hai long voi mire trung binh dat 4,28/5. Trong do, viéc sir dung va trai nghiém cac
dich vu khac nhau dugc danh gia cao nhét & thai do ung xur, ndng luc chuyén mon cia nhén vién y té
cling nhu két qua cung cap dich vu v6i mic danh gid trung binh dat 4,4/5. Tuy nhién, sy minh bach
thong tin va thu tuc kham bénh, diéu trj dat mirc thép nhét so véi trung binh ctia cac dich vu khac véi
diém trung binh 4,1/5.

Két luan: Da s6 khach hang ngoai trii cim thay hai 1ong va rat hai long vdi ti 1é tuong ting 63,22% :
30,81% va trung binh chung mirc d¢ hai 1ong trén cac khia canh déu trén mirc 4.

Tw khoa: Sy hai long, dich vu kham chira bénh ngoai tr.

*Tac gia lién h¢
Email: tuanphamdg@gmail.com
Dién thoai: (+84) 946 001 968
https://doi.org/10.52163/yhc.v64i5.787
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1. PAT VAN PE

Su hai long 1a thude do danh gia chét luong ciia mot
co s& cung cap dich vu y té. Xac dinh mirc d6 hai long
clia ngudi bénh va cac yéu td lién quan dé c6 thé cong
bd va tim giai phap cai tién 1a muc tiéu ma nhiéu bénh
vién hudng t6i. Hai 1ong bi chi phdi boi nhiéu yéu td,
n6 gin voi nhimg mong doi cia ngudi bénh, tinh trang
strc khoe, dic diém ca nhan ciling nhu nhiing dic trung
& mdi hé thong y t& qudc gia [1]. Theo bio cao clia Bo
Y té M§¥ nam 2002 cé 1,53% nguoi bénh gédp tai nan
do su cd y khoa trong bénh vién, trong d6 c6 12% cac
truong hop khiéu kién phai dua ra Toa va dudi 2% nhan
duoc dén bu ciia cac co so y té. Xu hudng khiéu kién
gia tang ludn 1a mdi quan tdm khong chi d6i véi nguoi
lanh dao bénh vién ma con tat ca cac can bd y té 1am
sang [2]. Khi ngudi bénh khong hai long thi ban than
ngudi bénh, ngudi nha ngudi bénh, nguodi than quen
cua nguoi bénh cling s€ khong tin dung dich vu cham
soc cua bénh vién cho nhimg 1an kham tiép theo [3].
Vi vay, su hai long cua ngudi bénh 14 tai san ciia bénh
vién trong nd lyc nang cao chét luong dich vu va duy tri
nguoi bénh/khach hang than thién.

Trén thé gidi, da c6 nhiéu nghién ctru vé sy hai 1ong ctia
ngudi bénh, tir cac nude kinh té di va dang phat trién,
d6 1a nhu ciu tat yéu phai co, véi nhiéu dé nghi cach
nghién ctru nhy md hinh SERVQUAL, va nhiéu mé
hinh khéc, nhung déu véi muc dich nang cao chat lugng
phuc vu [4],[5],[6],[7].

DPau ndm 2016, BO Y té dd ban hanh bo phiéu khao sat
hai long nguoi bénh ndi trd, ngoai tri va nhéan vién y
té dé danh gia chi s6 hai long va 1a tidu chi quan trong
trong viéc danh gia chat lugng ciia cac bénh vién. Tuy
nhién ciing chwa c6 mot phuong phap nghién ciru cu thé
gitip phan tich nguyén nhan gbc ré.

Bénh vién da khoa Dirc Giang véi st ménh “Cham séc
suc khoe cua ban 1a hanh phuc cia ching t6i” va cam két
“Khong ngimg nang cao chit lugng kham bénh, chira
bénh” chung t6i da tién hanh nghién ctru dé tai “Khdo
sat sy hai long cua nguoi bénh, nguoi nha nguoi bénh
doi véi dich vu khéam chita bénh ngoai tru tai Bénh vién
da khoa Pirc Giang nam 2019” nham 2 myc tiéu sau:
Xac dinh mirc do hai long cua nguoi bénh, nguoi nha
nguoi bénh déi véi dich vu khém chita bénh ngogi tru
tai Bénh vién da khoa Puc Giang nam 2019.

Xdc dinh mot s6 yéu t6 anh hwéng dén sw hai long cia
nguoi bénh, nguoi nha nguoi bénh doi véi dich vu kham
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chita bénh ngoai trii va dé xudt gidai phdp can thiép.

2.POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Poi twgng nghién ciru

La nguoi bénh, nguoi nha nguodi bénh dén kham va
diéu tri tai Bénh vién da khoa Buc Giang nam 2019.

2.1.1. Tiéu chudn lwa chon

Nguoi bénh, ngudi nha ngudi bénh da két thic kham
hodc ¢6 y 1énh nhép vién diéu tri;

Ngudi bénh trén 15 tudi c6 kha ning giao tiép tot. Dbi
v6i ngudi bénh tir 15 tudi tré xudng va nguoi trén 15
tu6i khong co kha ning giao tiép tét, tién hanh phong
van nguoi nha (Luu y: phai 1a nguoi thuong xuyén bén
canh, theo sat nguoi bénh trong qua trinh kham);
Ngudi duoc phong van dong ¥ tham gia nghién ciru.
2.1.2. Tiéu chudn logi trir

Nguoi bénh khong dugc lam chi dinh can 1am sang;

Nguoi bénh dang trong tinh trang cp ctru hodc chuin
bi chuyén vién.

2.2. Phuong phap nghién ctru
2.2.1. Thiét ké nghién ciru
Diéu tra cit ngang

2.2.2. Co miu

Viéc chon mau ngudi bénh ngoai tra 4p dung cin cir
trén sO lugt nguoi bénh ngoai tra dén kham trung binh
trong 1 ngay. C& mau t6i thiéu cta nghién ctru 1a 266
phiéu.

2.2.3. Phwong tién nghién ciru

B0 phiéu khao sat sy hai long ctia bénh nhan ngoai trii
ctia BO y t& v6i 33 bién quan sat dé do luong cac khai
niém trong dé tai nghién ciru gdm 5 nhén t6 chinh: kha
nang tiép can, sy minh bach thong tin va thu tuc kham
chita bénh, diéu tri, co s& vat chit va phuong tién phuc
vu ngudi bénh, thai dd tng xur va nang lyc chuyén mon
ctia nhan vién y té, két qua cung cip dich vu. Su hai
long duwgc mo ta theo thang do Likert véi 5 muc lua
chon khéc nhau tir rit khong hai 1ong (1 diém) dén rat
hai long (5 diém)

2.2.4. Phan tich sé li¢u

Toan bd dir li¢u thu thap sé dugc ma hoa, nhap li€u va
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lam sach véi su hd tro cua phén mém SPSS 20. Lap
bang tan sb v& biéu d6 dé mé ta theo cac dic trung ca
nhan nhu gidi tinh, thu nhap hang thang, nghé nghiép,s6
14n ndm vién va loai hinh bao hiém tham gia. HE s6 tin
cdy Cronbach’s Alpha la phép kiém dinh thng ké vé
mirc d6 chit chd ma cac bién quan sat trong thang do
twong quan véi nhau va phép kiém dinh vé sy phu hop
cta thang do dbi véi ting bién quan sat, xét trén mbi
quan h¢ véi mot khia canh danh gia. Phuong phap nay
cho phép loai bo cac bién khong phu hop va han ché
cac bién rac trong qué trinh nghién ctru. Déi voi dé tai
nghién ctru nay dugc xem 1a méi vi di twong nghién
ctru 1a nguoi bénh tai Bénh vién da khoa Puc Giang
vao thoi diém diéu tra, do d6 thang do hé s6 Cronbach’s

Alpha tir 0.6 tro 1€n co thé sir dung dugc.

3. KET QUA

3.1. Mirc do hai long ciia ngudi bénh va ngwoi nha
bénh nhin

3.1.1. Thong tin chung

S4 lidu khéo sat cho th:?iy, ty 1€ nguoi bénh nir cao hon
han so v6i ngudi bénh nam (57.1% va 42.9%). Phan
16n ngudi bénh trong do tudi lao dong tir 18 dén dudi
60 (49.5%) va tir 60 tudi trd 1én (45.2%). Su khac biét
¢ y nghia thong ké véi p < 0,05 (c2-test).

Bing 1: Phin bé theo tudi va gidi

Theo d9 tudi X
Gi6i Tong
<18 18-60 > 60
N 9 113 128
Nu (3.5%) (45.2%) (51.2%) 250
14 104 70
Nam (7.4%) (55.3%) (37.2%) 188
s 23 217 198 438
Tong 0, 0 0, 0,
(5.3%) (49.5%) (45.2%) (100%)

Nhin chung, da s khach hang ngoai tri déu cam thay hai
1ong va rat hai long ddi voi cac dich vu kham chita bénh
tai bénh vién dat ty 1¢ twong tng la 63,22% : 30,81%.
Tuy vy, van con mot ty 1é rat nho ddi tuong khach hang

cam thdy khong hai 1ong vé cac dich vu kham chita bénh
tai bénh vién (chiém 0,01%). Tét c4 nhitng ddi twong niy
d3 duoc khai thac ki hon dé phan tich nguyén nhéan gbc
1& nhim dua ra cac giai phap cai tién.

Hinh I: Ty I¢ phin tram mikc d hai long

63.220%
J0.51%
3050
0.00%  0.01% I
Mzl M2 Mied Mocd  Mocs
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3.1.2. Déi véi khd ndng tiép cin dich vu

Trong tong sb 5 bién quan sat dbi voi kha ning tiép dich
vu, cac thong tin ding ky dich vu va 16i di trong bénh

vién déu duge danh gia & muc d6 hai long tr¢ 1én dat
100%, cac dich vu khac co mirc hai 1ong twong dbi cao
trong khoang 98,4 - 99,8%.

Hinh 2: Mikc hai long vé khd néng tiép cgn

Al
5

A5

AL

Trong khia canh nay, van dé dugc quan tim nhiéu nhét
12 bién bao, chi dan trong vién. Céc bién bao ddng nhat
phom mau nhung con nhé, chwa phu hop véi cong ning
cua phong.

3.1.3. Péi v6i sw minh bach thong tin va thii tuc khdm
bénh, diéu tri

Céc bién quan sat vé su minh bach thong tin va thu tuc
kham bénh, diéu tri co ty I¢ danh gia muc d6 hai long

Al

e £} €1 CAO MHET
Biém thapnhat
s TrUNZ binh thang do

A3

trung binh 87,2%. Quy trinh kham chita bénh ro rang,
cong khai va dé hiéu 1a tiéu chi duoc danh gia hai long
nhit v6i tong s6 438/438 bénh nhan danh gia hai long
va rat hai long, chiém 100%. Tuy nhién, dich vu duoc
danh gia thdp nhat vé muac do hai long can ké dén 1a
thoi gian chd lam xét nghiém, chiéu chup va cho két
qua véi gia tri thang do trung binh chi dat lan luot 1a
3,7 va3.,8/5.

Hinh 3: Mivc d¢ hai long déi véi sw minh bach théng tin va thii tuc khdm bénh, diéu tri

B4

B8

a1 Em ca0 nhat
Biém thapnhat
e Trung binh thang do

biéu nay cho théy viéc cho doi két qua hodc cho dugc
tham kham l4u ciing 13 yéu t6 can dugc cin nhic co giai
phap, nham tranh tinh trang qua tai bénh vién do luong
bénh nhan doi két thic viéc thim kham ngoai tra tdn
dong 16n va kéo dai.

3.1.4. Poi véi co sé vit chit va phwong tién phuc vu
nguwoi bénh

N
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Gia tri thang do trung binh vé mirc d6 hai long dbi véi
co s& vat chat va phuong tién phuc vu ngudi bénh tuong
dbi cao vai 4,3/5. Mitc d6 hai 1ong cao nhét d6i véi tiéu
chi nay la sy hai long vé khuén vién bénh vién, an ninh
trat tu va khu vuc sanh cho thoang mat, sach sé véi )
lwong bénh nhan hai long dat 97% - 100%.
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Hinh 4: Mirc @6 hai long doi véi co sé vit chit va phwong tién phuc vu nguwoi bénh

-

«««««« Biém cao nhit
Biém thapnhat

Trung binh thang do

Tuy nhién, theo sé liéu thong ké, sé luong ngudi tham
gia khdo sat hai long v6i khu v€ sinh sach s€, thuan tién
chi dat 53,7% va c6 chi sé danh gia thip nhét trong sd
cac chi s6 danh gia vé murc d6 hai long (3,7/5 diém).

3.1.5. Mirc dp hai long déi véi thdi d irng xir, ning

(]
=

.
]
.

.
s pa ke sln
.

lwc chuyén mon cua NVYT

Két qua khao sét cho thdy, 99,5% ngudi tham gia hai
long hodc rat hai long ddi véi thai do ing xir va ning
luc chuyén mén ctia nhan vién y té voi gia tri trung binh
thang do hai long dat 4,4/5.

Bdng 3: Ty 1¢ danh gida cdc tiéu chi vé thai dp wng xir va ndang luc chuyén mén cviia nhan vién

Tiéu chi danh gia Binh thwong | Hailong | Rét hailong Téng
Nhan vién y té (bac sy, diéu dudng) co 161 néi, thai do, giao 5 240 193 100.0%
tiép dung muyc. 1.1% 54.8% 44.1% e
Nhan vién phuc vu (ho 1y, bao v¢, ké toan. . .) ¢6 161 ndi, thai 0 271 167 100.0%
do, giao tiép ding muc. 0% 61.9% 38.1% e
Pugc nhan vién y té ton trong, dbi xir cong bang, quan 2 257 179 100.0%
tam, gitp da. 0.5% 58.7% 40.9% e
Ning lyc chuyén mén cua bac sy, diéu dudng dap tng 2 282 154 100.0%
mong doi. 0.5% 64.4% 35.2% e
Ty 18
‘ 0.5% 59.9% 39.6% 100.0%
trung binh

Tuy nhién, c6 mot lugng nho nguoi bénh (0,5%) con
chua hai long vé thai do mg xu ciing nhu ning luc
chuyén mén ctia nhan vién y té. Vi vy, day ciing 1a mot
yéu to can phai dwa vao kién nghi chung dé cai cach
thai do phuc vu ciling nhu kiém tra danh gia nang lyc
chuyén mén ciia nhan vién y té dinh ky.

3.1.6. Déi véi két qua cung cap dich vu

Nhin chung, két qua dich vu cung cdp dugc danh gia
tuong ddi ddng déu & tat ca cac tidu chi quan sat duoc
v6i mic diém chung 13 4,4/5. Ty 1& ngudi tham gia
nghién ciru hai 1ong hodc rat hai long véi cac yéu to
trong két qua cung cap dich vu dat trung binh 99,8%.
Cu thé, murc do tin tuong vé chat lugng dich vu y té dat
99,3%, con lai déu dat 100%.
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Bing 4: Mirc hai long vé két qud dich vu

Tiéu chi danh gia Binh thuwong Hai long/ Rt hai long
Két qua kham bénh da dap img dugc nguyén vong ctia Ong/Ba. 0.0% 100.0%
Cac hoéa don, phiéq thu, don thube va .kef:t qua khg'tm bénh duqc cung cip 0.0% 100.0%
day du, o rang, minh bach va dugc giai thich néu c6 thac mac.
Danh gia mirc d6 tin tuong vé chit lugng dich vu y té. 0.7% 99.3%
Danh gia mirc d6 hai long vé gia ca dich vu y té. 0.0% 100.0%
Trung binh chung 0.2% 99.8%

3.2. Mt s yéu t6 anh hwéng dén sw hai long cia
nguoi bénh va nguoi nha bénh nhan déi véi dich vu
kham ngoai tru

Dung thuat toan EFA dé phan tich cac nhan t6 kham
pha di chi ra dugc 7 nhém nhan t6 lién quan gdm 5 bién
ddc 1ap: Kha néng tiép can; minh bach thong tin; Co s&
va phuong tién phuc vy; thai d¢ Gng xu; thoi gian cho
doi va hai nhan t6 phu thudc: Két qua cung cap; phan
tram hai long ctia nguoi bénh. Trong d6 nhéan t6 “Thoi
gian cho doi” 1a nhan t& moi dugc tach ra tir cac bién
quan sat va dang ky kham qua dién B9, B10 (thoi gian
cho lam xét nghiém si€u am, x quang va thoi gian cho
két qua xét nghiém).

Két qua phan tich twong quan cho thay tat ca cc nhan
t nay déu c6 tuong quan mét thiét véi nhau va déu anh
hudng dén két qua cung cap dich vu va phan tram hai
long ctia ngudi bénh. Phan tich ciing cho thiy trong s6
cac nhan t6 nay thi hién tai nhan t6 “thoi gian chd doi”
c6 mbi twong quan mat thiét nhat véi két qua cung cp
dich vu va phan trim hai long ciia ngudi bénh. Day
cling 12 nhan t6 can phai wu tién cai tién khi d& xuat cac
giai phap khic phyc.

3.3. Cac gidi phap can thiép:

Tang cuong cac phuong tién giup ngudi bénh co tam ly
thodi mai, man hinh tivi luoén bat cac chuong trinh phu
hop voi tung vi tri kham, c6 thém cay xanh va tranh anh
to roi, xay dung cang tin mini tai sanh...

Xay dung quy trinh kham vién phi va kham BHYT 1o
rang va sinh dong treo ¢ cac khu vuc kham.

Khao sat lai hé théng san, céng thoat nudc nha vé sinh
khic phuyc tinh trang & nude va boc mui, bd sung day du
cac phuong tién v¢ sinh tay, nha vé€ sinh co chd bam cho
ngudi cao tudi, cdy xanh va tinh dau khir mui.

Ra soét lai toan bo 16i di duong giita cac khoa phong,

N
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giita cac toa nha, diém giao cit giita nguoi di bo va
phuong tién giao thong. C6 ké hoach khic phyc.

4. BAN LUAN

4.1. Mirc do hai long ciia ngwoi bénh va ngwoi nha
bénh nhan

4.1.1. Danh gia chung

Hinh 1 cho thiy da s6 khach hang cam thiy hai 1ong va
rat hai long ddi v6i cac dich vu kham bénh, chita bénh
tai bénh vién tuong tng 1a: 63,22% : 30,81%. Diéu nay
chimg to Bénh vién da ngay mot phat trién, khing dinh
chét lugng dich vu dép ing dugc sy mong doi cia nguoi
bénh. Tuy vdy van con mot sb it khong thay hai long
tham chi rat khong hai long voi chét luong dich vu va tap
trung & nhom bién quan sat vé thoi gian cho doi két qua
xét nghiém, chd kham bénh, cac van dé vé tu van dinh
dudng va phong tranh bénh. Mic du ti 18 rat khong hai
long chi chiém mét phan rat nhé (0,02% : 4.16%) nhung
d6 ciing 14 van dé bénh vién phai can thiép nham dap tng
duoc sy hai long cia tat ca nguoi bénh.

4.1.2. Khd ndng tiép cin

Nhom dbi twong khach hang c6 cam nhan tot vé khia
canh nay véi mic do cam nhan cao. Pidu niy ciing
phtt hop véi viée co s& ha ting hién tai cia bénh vién
va cling ching té bénh vién da b tri, st dung cac toa
nha va cac diém tiép don rat phu hop giup khach hang
c6 thé d& dang tiép can cac dich vu (hinh 2). Trong
khia canh nay van dé vé 16i di trong bénh vién nhan
dugc nhiéu y kién dong gop clia ngudi bénh, nguoi nha
ngudi bénh nhit.

4.1.3. Sw minh bach théng tin va thii tuc khdm, diéu tri

O khia canh nay khach hang danh gia cao vé gia dich
vu dugc niém yét r0 rang, cong khai (4,24). Con sy
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chua hai 1ong ciia ngudi bénh tap trung vao nhiéu
thoi gian cho 1am xét nghiém chiéu chup va nhan két
qua (3,8/5).

4.1.4. Co 56 vt chit va phuwong tign phuc vu nguoi bénh

V& khia canh nay Bénh vién ciing di dap tng rat tot
so voi mong doi ciia ngudi bénh (hinh 4). Két qua nay
cang ching té bénh vién ngay mot khang trang hién
dai hon. Tuy vy van dé vé nha vé sinh ban, hoi, thiéu
phuong tién vé sinh tay van con la diéu dang quan tim
va dat su hai long thap nhét (3,65/5). Didu d6 cho thiy
can c6 su thay doi trong cong tac don dep, vé€ sinh, kiém
tra gidm sat thuong xuyén.

4.1.5. Thdi dj vrng xir va nang lwc chuyén mon

O khia canh nay khach hang ciing c6 cam nhan tuong
dbi tot vé cac dich vu tai bénh vién (bang 3). Diéu nay
cho thiy bénh vién di tru trong dén cong tic dio tao,
nang cao trinh d6 chuyén moén ciing nhu cong tac thay
d6i phong cach, thai do img xir ctia nhan vién y té voi
nhiéu budi tap huin cho toan bd nhan vién bénh vién.
Bén canh d6 van con nhimg ¥ kién gop ¥ vé mot sé can
bo y té chwa c6 thai d6 dung muc v6i ngudi bénh.

Thay d6i phong cach thai d6 tng xir ciia nhan vién y té
s& 1a cong viéc xuyén sudt ma bénh vién khong ngimg
trién khai dé nang cao chét lugng dép tmg sy hai long
cua khach hang.

4.1.6. Két qud cung cdp dich vu

Bang 4 cho thiy ¢ khia canh nay khach hang ciing duoc
dap Ung rat tot voi mic cam nhan cao. Két qua nay
ciing khiang dinh chat luong ciia bénh vién ngay dugc
nang cao phu hgp véi nhitng trai nghiém trude do.

Chui thich

4.2. Mt s6 yéu té anh hwong dén sw hai long ciia
nguwoi bénh va ngwoi nha ngwoi bénh doi voi dich vu
kham ngogi tru

Tur nhiing khach hang c¢6 nhiing cam nhan binh thuong,
khong hai 1ong, rit khong hai 1ong chung toi da tién
hanh khai thac thém thong tin, x4c dinh nhimng yéu cau
cling nhu mong doi cta khach hang khi dén st dung
dich vu kham chira bénh tai bénh vién. Tat ca nhiing y
kién déng gop di duoc chiing t6i phén tich tong hop va
dé xuat ngay céac giai phap can thiép néu c6 thé va xac
dinh dugc cu thé hon cac muc tiéu can cai tién.

Céc giai phap do6 ciing duoc ching té bang ty 18 hai
long ctia nguoi bénh ngay cang cao ¢ nhimng thoi diém
khao sat sau.

5. KET LUAN

Mirc d6 hai 1ong va rat hai long ctia khach hang d6i véi
dich vu kham chira bénh tai Bénh vién da khoa Dirc
Giang dat 63,22% : 30,81% v&i trung binh chung trén
4. Pa sb khach hang déu thé hién 1ong trung thanh 14 s&
quay lai hodc gidi thi€u nguoi than dén sir dung dich vu
tai bénh vién cho nhirng 1an sau véi ty 1 ngoai tri 1a:
77.3%. Tuy nhién theo két qua nghién ctru, can luu y
mot s6 nhéan t6 dé khic phuc cac yéu t6 anh huong dén
su hai 1ong ctia bénh nhan nhu kha nang tiép can (16i di
tron trugt, chi dan chua rd rang hay sy minh bach thong
tin (thoi gian chd két qua xét nghiém) con & mirc chua
cao d6i voi bién quan sat trén. V& nhan té anh hudng
dén su hai long, can tap trung chu y cai thién cac van
dé lién quan dén vé sinh xung quanh khuén vién bénh
vién, bién chi din/ phuong tién chi dan va yéu t6 vé thoi
gian cho doi.

Al | Céc bién bao, chi din duong dén bénh vién rd rang, dé nhin, dé tim.

A2 | Céc so d0, bién bao chi dan dudng dén cac khoa, phong trong bénh vién rd rang, dé hiéu, d& tim.

A3 Céac khdi nha, cau thang dugc danh $b 1o rang, dé tim.

A4 | Cac 16i di trong bénh vién, hanh lang bang phing, dé di.

AS C6 thé tim hiéu cac thong tin va dang ky kham qua dién thoai, trang tin dién tu cua bénh vién (website) thuan tién.

B1 Quy trinh kham bénh dugc niém yét rd rang, cong khai, d& hiéu.

B2 Céc quy trinh, thu tyuc khdm bénh dugc cai cach don gian, thuan tién.
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B3 | Giadich vu y té niém yét rd rang, cong khai.

B4  |Nhan vién y té tiép don, hudng din nguoi bénh lam cac thi tuc niém nd, tan tinh.

B5 Puoc xép hang theo thur ty trude sau khi lam cac tha tuc dang ky, ndp tién, kham bénh, xét nghiém, chiéu chup.

B6 DPanh gia thoi gian cho doi lam thu tuc dang ky kham.

B7 Panh gia thoi gian cho tdi lugt bac sy kham.

B8 Panh gi4 thoi gian dugc bac s§ kham va tu van.

B9 Danh gia thoi gian cho 1am xét nghiém, chiéu chup.

B10 |Pénh gia thoi gian cho nhan két qua xét nghiém, chiéu chup.

C1 C6 phong/sanh chd kham sach s&, thoang mat vao mua heé; kin gié va 4m 4p vao mua dong.

C2 Phong chd ¢6 du ghé ngdi cho ngudi bénh va st dung tbt.

C3 | Phong cho co quat (didu hoa) ddy dii, hoat dong thuong xuyén.

C4 Phong chd ¢ cac phuong tién gitp ngudi bénh 6 tdm 1y thoai mai nhur ti-vi, tranh anh, to roi, nudc udng...

C5 Puogc bao dam sy riéng tu khi khdm bénh, chiéu chup, lam thu thuét.

Co6 Nha v¢ sinh thuan tién, st dung tdt, sach s&.

C7 Moi truong trong khuodn vién bénh vién xanh, sach, dep.

C8 Khu khdm bénh bao dam an ninh, trat tw, phong ngira troém cip cho ngudi dén.
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