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ABSTRACT

Background, objectives: A cross-sectional study was conducted on 406 inpatients at the Gastrointestinal Surgery
Department of Viet Duc Hospital in 2023 to investigate how satisfied patients undergoing gastrointestinal surgery
were and what factors influenced their satisfaction.

Results: The overall patient satisfaction rates were as follows: general satisfaction, satisfaction with admission
and discharge procedures, satisfaction with physician’s medical treatment, satisfaction with nursing care and
communication, satisfaction with medication instructions, satisfaction with facilities and equipment, and
satisfaction with service activities were 65.5%, 91.9%, 96.8%, 60.6%, 97.3%, 95.1%, and 93.8%, respectively.
Factors such as surgical complications, preoperative and operative counseling, complications due to intervention,
and cancer diagnosis were found to be related to patient satisfaction.

Conclusion: The overall patient satisfaction rate with the quality of service at the Gastrointestinal Surgery
Department was 65.5%; 91.9% of patients were satisfied with admission and discharge procedures; 96.8%
were satisfied with physician’s medical care; 60.6% were satisfied with nursing care and communication with
healthcare staff; 97.3% were satisfied with medication instructions; 95.1% were satisfied with facilities and
equipment, and 93.8% were satisfied with maternity services. Factors related to patient satisfaction consisted
surgical complications, preoperative and operative counseling, and cancer diagnosis.
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TOM TAT

bat van deé, muc tiéu: Nghién ctru cat ngang thuc hién trén 406 bénh nhan diéu tri ndi tra tai khoa
Phau thuat tiéu hoa, Bénh vién hitu nghi Viét Dirc nim 2023 nhim tim hiéu sy hai long cia nguoi
bénh va nhitng yéu t6 anh hudng dén su hai 10ng ctia ngudi bénh phiu thuét tiéu hoa.

Két qua: Ty 18 ngudi bénh hai 1ong chung; hai 1ong khi dén 1am thu tuc nhap vién va xuét vién; hai
1ong vé cong tac kham chita bénh cua bac si; hai long vé cong tic chdm soc va giao tiép cia NVYT;
hai 1ong vé hudéng dan sir dung thudc; hai long vé co s& vat chét, trang thiét bi; hai 1ong vé cong téc
phuc vu sinh 1an luot 13: 65,5%; 91,9%; 96,8%; 60,6%; 97,3%; 95,1%; 93.8%. Yéu t6 nhu: nguoi
bénh bj bién ching phau thuat; nguoi bénh duge tu van trude mo, thi thuat; ngudi bénh duoc chan
doén ung thu, 1a nhitng yéu té lién quan dén sy hai long ctia nguoi bénh.

Két luan: Ty 18 nguoi bénh hai 10ng chung véi chat lugng dich vu ciia khoa Phiu thuat tidu héa 1a
65,5%; c¢6 91,9% ngudi bénh hai 10ng khi dén lam thu tuc nhap vién va xuét vién; 96,8% hai long vé
cong tac kham chita bénh cuia Béc si; 60,6% hai long vé cong tac cham soc va giao tiép ciia NVYT
voi NB; 97,3% nguoi bénh hai long vé hudng dan st dung thudc; 95,1% hai long vé co SO vat chét,
trang thiét bj va 93,8% hai long vé cong tac phuc vu sinh hoat. Nhing yéu té lién quan dén sy hai
long cua ngudi bénh: ngudi bénh bi bién chiing ph5u thuat; ngudi bénh duogc tu van truge mo, thu
thuat; nguoi bénh duoc chan doan ung thu.

Tir khéa: Bénh vién Viét P, Phau thuat tiéu hoa, sy hai long.
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1. PAT VAN PE

Chat luong bénh vién la toan b cac khia canh li€n quan
dén nguoi bénh, nguoi nha nguoi bénh, nhan vién y té,
nang lyc thyc hién chuyén mon ky thuat; cac yéu td
dau vao, yéu td hoat dong va két qua déau ra cua hoat
dong kham, chita bénh. Sy hai long cia nguoi bénh,
than nhan nguoi bénh 14 tiéu chi quan trong nhét dung
dé do luong su dap Gmg cua co sé y té dbi v6i nhimng
mong doi ctia ngudi bénh dbi véi cac dich vu y té [4].

Trén thé gi6i cling nhu tai Viét Nam, da c¢6 nhidu nghién
ctru vé sy hai long va cac yéu t6 lién quan dén sy hai
1ong cua khach hang ddi véi dich vu y té. Nghién ctru
clia Anita Karaca tai Tho Nhi Ky xac nhan phan 16n
nguoi bénh hai 1ong véi sy quan tdm va cham soéc cua
ngudi diéu dudng, 63.9% ngudi bénh cho biét s cham
soc trong qué trinh ngudi bénh ndm vién cta ngudi diéu
dudng 1a rat t6t[8]. Tac gia Ekpe EE va cong su nghién
ctru tai mién Nam Nigeria cho két qua: 86.85% bénh
nhén hai long véi chat luong dich vu cua bénh vién. Vé
khia canh cac nha cung cép dich vy, 91.90%, 93.7%,
90.63%, 92.30% va 84.20% hai long véi sy giao tiép
cua Bac sy, biéu dudng, Dugc sy, Ky thuat vién xét
nghiém va nhan vién hanh chinh khoa. Tai Viét Nam,
nghién cta Truong Vian Hiéu va cong sy tién hanh tai
Bénh vién Rang Ham Mat Trung wong nam 2021 cho
thiy, ty 16 ngudi bénh ndi tra hai 1ong chung 14 91,11%,
diém hai long cao nhét (4,62/5diém) & nhom thai do
tmg x1, ning luc chuyén mén cua nhan vién y té [1].
Thong tu s6 13/2023/TT-BYT quy dinh khung gia va
phuong phép dinh gia dich vu kham, chita bénh theo
yéu cau cia co sé kham s& kham chira bénh cua nha
nude cung cap [5]. Boi vay danh gia su hai long cua
ngudi bénh nham cai thién chat luwong cung cép dich vu,
ting cuong tng dung nhiing tién bd khoa hoc ki thuat
moi 12 nhu cau cép thiét va ciing 1a tiéu chi dé danh gia
chat lugng Bénh vién.

D3 c6 nhiéu nghién ctru vé sy hai 1ong ciia ngudi bénh
tai cac bénh vién cac tuyén [1, 3, 7] nhung chua cé
nhiéu nghién ctru dugc thuc hién trén ngudi bénh phiu
thuat tiéu hoa. Dé tra 161 cdu hoi su hai 10ng ciia nhitng
nguoi bénh phiu thuat tiéu héa nhu thé nao? Nhimng
yéu t6 nao anh huong dén sy hai long cta ngudi bénh
phau thuat tiéu h6a? Vi vay chung toi tién hanh nghién
ctru dé tai “Sw hai long ciia nguwoi bénh diéu tri ndi
trii tai khoa Phdu thudt tiéu héa Bénh vign Hivu nghi
Viét Pikc nidm 2023 va mét sé yéu té lién quan”, dé tai
thuc hién véi hai muc tiéu:

1. M6 ta su hai long ciia nguoi bénh diéu tri néi tri tai
khoa Phéu thudt tiéu héa Bénh vién Hitu nghi Viét Duc
nam 2023.

2. Phén tich mot s6 yéu t6 lién quan dén suw hai long ciia
nguoi bénh diéu tri noi tri tai khoa Phau thudt tiéu hoa
bénh vién Hivu nghj Viét Diec nam 2023.

2. PHUONG PHAP NGHIEN CUU

2.1. Poi twgng nghién ctru

Nguoi bénh dang nam diéu tri ndi tra tai khoa Phiu
thuat tiéu hda Bénh vién Viét Dtic trong thoi gian tién
hanh thu thap so liéu.

2.1.1. Tiéu chudn lwa chon

- Nguoi bénh dang ndm diéu tri tai khoa Phiu thuat tiéu
hoa tir 18 tudi trd 1én, da c6 chi dinh, du kién ra vién.

- Nguoi bénh nam vién tdi thiéu 3 ngay tro 1én
- Pong y tham gia nghién ctru.
2.1.2. Tiéu chudn logi trir

- La nhan vién y té dang cong tac tai Bénh vién Hitu
Nghi Viét Dirc

- Nguoi khong du khé nang nhén thuc va tra 161 dugc
cac cau hoi phong van.

2.2. Thiét ké nghién ciru: Mo ta cit ngang

2.3. Thoi gian va dia diém nghién ciru

- Thoi gian: Tir thang 03/2023 dén thang 6/2023.

- bia diém: Khoa Phau thuat tiéu hoa Bénh vién Viét Duc
2.4. C& miu nghién ciru

Sir dung cong thirc tinh c& mau cho nghién ciru wéc

lwong mot ty lé:

p(1- p)

=72
n=17 (1-0/2) &

- n: C& mAau tdi thiéu can cho nghién ciru

-Z,-0/,: HE sb tin cy, voio=0,05taco Z -a/,= 1,96
- p: 0,5 (chon ¢& méu tbi da)

- d: D6 chinh xac mong mubn 13 0,05.

Thay vao ta c6 n =384 nguoi bénh. Sau khi lam tron va
thém 5% ty 18 bo nhom nghién ciru du kién 14y ¢& mau
12 400 ngudi bénh diéu tri ndi tra. Thuc té thu thap duoc
406 phiéu tra 10i.
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2.5. Phuwong phip chon miu
Nghién ciru tién hanh ldy mau thuan tién.
2.6. Cac buée tién hanh thu thép sb liéu

- Budi sang hang ngay, Diéu tra vién nhan danh sach
bénh nhan xut vién tir nhan vién hanh chinh khoa.

- Khi nguoi bénh lam xong hét cac tha tuc xuat vién,
chuén bj ra vé thi Diéu tra vién xin phép phat van.

- Khi nguoi bénh dong y, Diéu tra vién dua phiéu phat
van dé nguoi bénh doc va tu dién, cho khi nao xong thi
Diéu tra vién thu lai phiéu, trung binh mdi cudc phat
van mat khoang 15-20 phit.

2.7. Xay dung bd céng cu, thwéc do, tiéu chuin
danh gia

2.7.1. Céng cu thu thap sb liéu

Bo cau hoi phat vin c6 ciu tric duoc xay dung dua
trén co s& ctia khung 1y thuyét va c6 tham khao, tai liéu

nghién ctru Phiéu khao sat y kién nguoi bénh noi tra
ciia BO Y té nim 2019 ban hanh kém theo Quyét dinh
s6 3869/QD —BYT ngay 28 thang 08 ndm 2019.

2.7.2. Panh gia mirc do hai long

M3di tiéu myc do luong sy hai long ¢6 05 mic do danh
gia. Thang do mirc d6 hai l1ong ctia nguoi bénh dbi véi
chat lugng cham soc sire khoe duoc dira trén thang diém
Likert voi cac mirc tir (1 diém) “rat khong hai long”,
(2 diém) “khong hai long”, (3 diém) “binh thuong”, (4
diém) “hai 1ong”, va (5 diém ) “rat hai long”, trong d6
mirc d6 hai 16ng dugc phén ra thanh 2 nhom:

- Nhom chua hai long: tir 1 dén 3 diém.

- Nhém hai long: tir 4 d&én 5 diém.

Su hai long cua NB, nguoi nha NB d6i véi timg nhom
linh vyc (5 nhém) va sy hai 1ong chung dbi vé6i dich vu
KCB duoc tinh bing cong thirc: 4 diém X Sé tiéu muc/
nhém, theo d6 ta c6 muc diém nhu sau:

Yéu t6 hai long Mikc diém hai long Chura hai long Hai long

Nhém A: Thu tyc nhép vién va Xut vién 4 diém x 4 = 16 diém <16 diém > 16 diém
Nhém B: Cong tac kham chita bénh ciia bac si 4 diém x 04 = 16 diém < 16 diém > 16 diém
Nhom C: Cong tac giao tiép cia NVYT 4 diém x 05 =20 diém <20 diém >20 diém
Nhom D: Huéng dén sir dung thube 4 diém x 05 =20 diém <20 diém >20 diém
Nhom E: Co so vat chét, trang thiét bi 4 diém x 06 = 24 diém <24 diém > 24 diém
Nhém F: Cong tac phuc vu sinh hoat 4 diém x 02 = 08 diém < 08 diém > 08 diém

Hai long chung 4 diém x 26 = 104 diém <104 diém > 104 diém

2.8. Xir Iy va phén tich s6 liéu

S6 lidu duge 1am sach va nhap bﬁng phﬁn mém Excel,
phan tich bang phan mém SPSS 18.0.

Phan tich mé ta: Tinh ty 1¢ phan tram, gia tri trung
binh, d6 1éch chuan dé mo ta dic diém, sy hai long cua
nguoi bénh va nguoi nha nguoi bénh. Phan tich suy
luan: kiém dinh %2 dugc sir dung dé xem xét mdi lién
quan giita cac bién. Moi khac biét c6 ¥ nghia théng ké
khi p < 0,05.

2.9. Pao dirc nghién ciru

Nghién ciru da dugc Hoi dong tham dinh dé cuong vé
chuyén moén cta Truong Pai hoc Thiang Long thong
qua theo Quyét dinh sé 23021302/QD-DHTL ngay
21/02/2023.
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Nghién ctru duoc su dong ¥ cia Lanh dao Phong ké
hoach tong hop va Lanh dao khoa Phau thuat tiéu hoa
- Bénh vién Hiru nghi Viét Buc.

3. KET QUA NGHIEN CUU

3.1. Thong tin chung vé dbi tweng nghién ciru

Trong 406 dbi tuong duoc phong vén thi trinh do hoc
trung hoc co sd chiém 38,9%, hoc phé thong trung hoc
chiém 36,2%, thip nhit 1a trinh d6 sau dai hoc chiém
1,0%, da s6 ngudi bénh 13 dan toc Kinh (chiém 97,5%);
gin 2/3 ngudi bénh dang cu trd tai cic tinh thanh khac
ngoai Ha Noi. Vé nghé nghiép, 37,5% sd cac dbi tugng
co nghé nghiép khac nhu ndi trg, lao dong tu do... Vvé
BHYT thi ¢6 dén 95,3% cac dbi tugng co BHYT.
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Bing 1: Mt s6 dic diém vé phéu thudt ciia déi twong nghién ciru

Théng tin chung n =406 TV 1§ % Tl:fl‘l‘li;i“ n =406 TV 1§ %
Lan kham Thoi gian ndm vién
Lan dau 329 81,0 <7 ngay 173 42,6
Tai kham 77 4,7 > 7 ngay 233 57,4
Chén doan ung thu Nhén vién tu vén trude phau thuat/thu thuat
Khéng 287 70,7 Co 354 87,2
Co 119 29,3 Khéng 52 12,8
Chi dinh phau thuat Bién chirng do can thiép
Khong 166 40,9 Khong 374 92,1
Co 240 59,1 Co 32 7.9
Thoi gian chd phau thuat
<7 ngay 355 87,4
> 7 ngay 51 12,6

Nhan xét: Ty 1é bénh nhan tdi kham dén khdm 1an ddu  nhéan dugc tu van trude phiu thuat va 92,1% bénh nhan
13 81,0%. C6 29,3% s bénh nhan dugc chan doan ung  khong c6 bién chimg do phau thuat.

thu, gan 2/3 s6 bénh nhan (59,1%) c6 chi dinh phiu
thuét, 87,4% bénh nhan co6 thoi gian cho dudi 7 ngay,
57,4% bénh nhan nam vién trén 7 ngay, 87,2% bénh

3.2. Mirc d¢ hai long chung ctia nguwdoi bénh theo
tirng nhém linh vuc

Bing 3: Mikc dj hai long ciia tirng yéu t6 va hai long chung ciia ngwoi bénh

Mirc do hai long ciia ngwoi bénh Piém trung binh | P 1éch chuén SL (%)
(n =406) hai long (SD)
Nhém A: Hai long chung vé thu tuc nhap vién va xuét vién 4,54 0,55 380 (93,6)
Nhém B: Hai 1ong chung vé cong tac kham chira bénh cta bac si 4,59 0,51 401 (98,8)
Nhom C: Hai long chung vé cong tac giao tiép cia NVYT 4,15 0,93 249 (61,3)
Nhom D: Hai 1ong chung vé hudng dan sir dung thude 4,56 0,53 397 (97,8)
Nhom E: Hai 1ong chung vé co s& vt chit, trang thiét bi 4,52 0,52 388 (95,6)
Nhom F: Hai long chung vé cong tac phuc vu sinh hoat 4,46 0,61 381(93,8)

Nhan xét: Linh vyc c6 ty 1& nguoi bénh hai long cao  10ng thip nhat Nhém C - Hai 1ong chung vé cong tac
nhit Nhém B - Hai 1ong vé cong tac kham chita bénh  giao tiép cia NVYT (61,3%).
cua bac si (98,8%). Linh vuc cé ty 1€ ngudi bénh hai
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3.3. Mot s yéu t6 lién quan dén sy hai long ciia ngudi bénh

Bdng 4: Méi lién quan giita cdc yéu t6 dic diém vé phdu thudt véi hai long ciia ngwoi bénh

Bién phu thudc
Bién dc 13p Hailong | Khong hai OR (95% CI) p
SL (%) long SL (%)
Hai Iong vé cong tac kham chita bénh ciia bac sT (n = 406)
) . Co 29 (90,6) 3(9,4)
Bién chirng phau thuét 0,26 (0,69 - 1,01) P <0,05
Khong 364 (97,3) 10 (2,7)
Hai long v& cong tac giao tiép cia NVYT (n = 406)
. _ Co 25(78,1) 7(21,9)
Bién chirng phau thuat 0,26 (0,69 - 1,01) P <0,05
Khong 221 (59,1) 153 (40,9)
) . Co 203 (57,3) 151 (42,7)
NVYT tu van trude phau thuat 3,6 (1,68 -7,51) P<0,01
Khong 43 (82,7) 9(17,3)
Hai ong vé co s& vat chét (n = 406)
) Co 109 (91,6) 10 (8,4)
Chan doan ung thu 0,39 (0,15-0,97) p <0,05
Khong 277 (96,5) 10 (3,5)
Hai long vé cong tac phuc vu sinh hoat (n = 406)
. Co 107 (89,9) 12 (10,1)
Chan doan ung thu 0,42 (0,18-0,95) p<0,05
Khong 274 (95,5) 13 (4,5)
Hai long chung (n = 4006)
. _ Co 224 (63,3) 130 (36,7)
NVYT tu van trudc phau thuat 1,43 (1,18 -5,02) P<0,05
Khong 42 (80,8) 10 (19,2)

Nhian xét: Co mdi lién quan c6 y nghia thong ké giita
céc yéu t6 nhu: Nguoi bénh c6 bién chimg phau thut,
ngudi bénh dugce nhan vién y té tu van trudec mo/thi
thudt, nguoi bénh bi bién ching do can thiép va nguoi
bénh duoc chan doan ung thu voi sy hai long vé chat
lugng dich vu cua Bénh vién, p < 0,05.

4. BAN LUAN

4.1. S hai 1ong ciia ngudi bénh véi chét lwong dich
vu ctia khoa Tiéu hoa, Bénh vién Hiru nghi Viét Pirc

Két qua nghién ctru trén 406 bénh nhan diéu tri ndi tra tai
khéa Tiéu hoa, Bénh vién hitu nghi Viét Durc cho thdy,
ty 1& nguoi bénh hai long chung véi chét lugng dich vu
ctia khoa Tiéu hoa 13 65,5% véi diém trung binh hai long

N

270

chung 4,46/5 diém. Két qua nay cua ching toi thap hon
cac nghién ctru cua Truong Vin Hiéu (2021) tai BV noi
tiét Trung wong va nghién ctru cua Bui Tuén Khoa nim
2017 tai BV Trung uong Quan doi 108 [1, 2].

4.2. Mot s6 yéu t6 lién quan dén sy hai long caa
ngudi bénh ndi tri tai khoa Phiu thuit tiéu hoa

Qua phan tich mot s6 yéu td lién quan véi cac khia canh
hai 1ong, két qua nghién ctru ciia chiing toi cho thiy co
mdi lién quan giita yéu t6 nguoi bénh bi bién ching
phau thuat voi hai 1ong cong tac kham chira bénh cua
béc si (p<0,05). Nhitng ngudi bénh c6 bién ching phau
thuat thi sy hai long véi cong tac kham chita bénh cua
béac sy chi bang 0,26 1an so v&i nhitg ngudi khong cd
bién chimg phiu thuat. Két qua nay tuong ty nhu nghién
ctru ctia Rachel Berkowitz tai My nam 2021[10]. Két
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qua nghlen ctru cuia ching t6i cho thay co m01 lién quan
giita yéu t6 ngudi bénh duoc tu Van trude mo, thu thuat
v6i hai 10ng chung (p<0,05) va mdi lién quan voi hai
1ong vé cong tac giao tiép cia NVYT (p < 0,01). Theo
d6, nhiing nguoi bénh duoc tu van trude mo, thu thuét
co xu hu(')rng hai long chung cao gip 1,43 lén va hai
1ong vé cong tac giao tiép ctia NVYT cao gip 3,6 lan
S0 VOl nhung ngudi bénh khong duoc tu van trude md,
th thuat. Két qua nghién ctru cua chung toi twong tu
nhu nghién ciru cia Anastasios Merkouris tién hanh tai
cong hoa Sip[9] va cao hon trong nghién ciru cua tac
gia Mehrnoosh Akhtari-Zavave tién hanh tai Iran [6].
Nghién ctru ctia ching t6i ciing cho thay mdi lién quan
giita bién chung do can thiép v6i hai long vé cong tac
giao tiép cua NVYT (p < 0,05). Nhirng ngudi bi bién
ching do can thiép c6 xu hudng hai long véi cong tac
giao tiép ctia NVYT chi bang 0,26 lan so voi nhiing
nguoi khong bi bién chimg can thigp. Két qua nghién
cliu cua chung t6i ciing xac nhan nhiing nguoi bénh
duoc chan doan ung thu c6 xu hudng hai long vé co s
vét chat chi bﬁng 0,39 1an va hai long phuc vu sinh hoat
chi bang 0,42 1an so véi nhitng ngudi duge chan doan
khong bi ung thu, véi P < 0,05. Két qua nghién ctru nay
trong ty nhu nghién ctru cia tic gia R. Samant tién
hanh tai Canada nam 2020 [11].

5. KET LUAN

Két qua phan tich trén 406 nguoi bénh diéu tri ndi tra
tai khoa Phau thuat tiéu hoa, Bénh vién hitu nghi Viét
Durc ching toi rat ra mot s6 két luan sau:

Ty 18 ngudi bénh hai long chung véi chét lwong dich vu
ctia khoa Phau thuat tiéu hoa 1a 65,5%; c6 91,9% ngudi
bénh hai 1ong khi dén lam thi tuc nhap vién va xuét
vién; 96,8% hai long vé cong tac kham chita bénh cua
Bac si; 60,6% hai long vé cong tac chim sdc va giao
tiép ciia NVYT véi NB; 97,3% ngudi bénh hai long
vé hudng dan st dung thube; 95,1% hai long vé co SO
vat chit, trang thiét bi va 93,8% hai long vé cong tac
phuc vu sinh. Nhitng yéu t6 lién quan dén su hai 1ong
cua ngudi bénh: ngudi bénh bi bién ching phﬁu thuat;
nguoi bénh duoc tu van truéc mo, tha thuat va nguoi
bénh duge chan doan ung thu.
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