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ABSTRACT

Introduction: The study aims to describe the current situation of the in-patient experience
at the studied hospital.

Methods: We applied a cross-sectional design to perform direct interviews with 180 in-
patients at Department of cancer, People’s hospital 115, Ho Chi Minh City during May-
August, 2023. The tool “In-patient experience assessment tool” of Ho Chi Minh Provincial
Health Center was applied for data collection.

Findings: 62.8% of inpatients had a positive assessment of the overall inpatient
experience. The three aspects thatinpatients have the lowest rate of positive assessments
are the Experience of Facilities - Utilities to serve patients (46.1%), Experience when
paying hospital fees (56.7%) and Experience on attitude and service provided by health
professionals (60%) and. The three remaining aspects of the experience have a high rate
of positive assessment ranging from 63.9% to 73.3%.

Conclusions: Researchresults showthatitis necessaryto strengthen the service provision
for cancer patients, support training staff to improve capacity, and support elderly patients,
patients with long hospital stays, and seriously ill patients, and low-income patients; and
strengthen service monitoring and evaluation.
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TOM TAT
Pat van dé: Trai nghiém ngudi bénh (TNNB) nhan manh t6i cung cép dich vu tét nhat cho
ngudi bénh. Pay la chu dé dugc quan tdm tir han 30 nam trd lai day. Nghién cru nham
mo ta thuc trang trai nghiém ngudi bénh (NB) diéu tri ndi tra tai Khoa Ung budu, bénh vién
Nhan Dan 115 (BVND 115) nam 2023.

Phuong phap nghién ctru: Nghién clu s dung thiét k& cat ngang thu thap trong 3 thang
(05-08/2023) trén 180 NB diéu tri ndi trd tai Khoa Ung budu, BVND 115. B cong cu dinh
luong la “Phi€u khdo sat trai nghiém ngudi bénh trong thoi gian diéu tri ndi tra tai bénh
vién” clia SGY té€ Thanh phé H6 Chi Minh, phién ban 3.0 gom 49 cau hdi

K&t qua: Ty & danh gia TNNB tich cuc chung clia nghién ctru nay la 62,8%. Ba khia canh
ma NB c6 ty l& danh gia tich cuc thap nhat theo th tw tir dudi &n la Trai nghiém vé Co
s& vat chgt - Tién ich phuc vu NB (46,1%), Trai nghiém khi chi trd vién phi (56,7%) va Trai
nghiém vé thdi dd va tinh thdn phuc vu ctia NVYT (60%). Con 3 khia canh con lai vé trai
nghiém va Danh gia tich cuc chung déu cd ty & ngudi danh gia tich cuc dat dao dong tir
63,9% dén 73,3%.

K&t luan: Ty &8 TNNB con dat & murc thap. D& tang cudng TNNB, BVND 115 can tang cudng
hé trg nhan vién dio tao nang cao nang luc, hé trg cac NB cao tudi, ngudi cé thoi gian nam
vién lau, ngudi bénh nang va ngudi c6 kinh t& khé khan va tang cudng giam sat va kiém tra
hoat dong KCB

Tirkhéa: Trai nghiém ngudi bénh, ung thu, bénh vién nhan dan 115, thanh phé H6 Chi Minh.

1. DAT VAN DE

Ngay nay, ngudi bénh (NB) ngay cang mong muén
dugc nhan trai nghiém vdi dich vu cé chéat lugng cao.
Trai nghiém ngudi bénh (TNNB - patient experience)
& “bi€u hién va phan anh su tuong tac cla ngudi
bénh véi cac dich vu cung ing clia céc co sdy té,
bao gobm tir cac hoat dong cham soc clia cac bac si,
diéu dudng, va cac nhan vién y té khac trong bénh
vién, cé vé thyc hanh clia thay thudc va céc tién ich
phuc vu ngudi bénh, ca sd ha tang ctia bénh [1]. Sy
tap trung vao viéc danh gia trai nghiém clia nguoi
bénh da thuc day tang tinh canh tranh va khuyén

*Tac gia lién hé

khich st dung céac dich vu trong linh viic cham séc
strc khoé [2].

Trén thé gidi, TNNB la mot chd dé dugc quan tdm
tr hon 30 nam tr@ lai day. Nam 1992, Vién Nguai
bénh va Gia dinh (Institute of Patient and Family
Centered Care) ctia Hoa Ky dua ra 4 nguyén tac
huéng dan trong TNNB & phdm gid va sy tén
trong, chia sé théng tin, tham gia va su hgp tac
[3]. TaiViét Nam, nganh Y té dang tirng budc tiép
can TNNB qua viéc xay dung “phiéu khao saty
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ki€én ngudi bénh ndi tri” trong dé c6 khao sat tinh
hudng trai nghiém thuc té cla ngudi bénh trong
thai gian diéu tri tai bénh vién. SG Y té thanh phé
H®6 Chi Minh (TPHCM) la don vi dau tién & Viét
Nam xay dung va ap dung danh gia TNNB thudng
ky v&i phién ban b6 cau hoi version 3.0 vao nam
2019 [4]. Phién ban nay da dugc s dung dé danh
gia TNNB noi trd tai 93 bénh vién (BV) & TPHCM.
K&t qua clia danh gia cho thdy TNNB & céc BV tu
tot hon & cac BV cong [5]. BDéng thoi, cac van dé
ma NB c6 trai nghiém chua tich cuc bao gom thai
gian nhap vién va thu tuc xuét vién clia ngudi bénh
néi trd (NBNT) cling nhu thi€u hoé tro cho NB néi
trd c6 hoan canh khé khan va thai gian chd kham
lau khi md&i nhap vién [5], [6].

Bénh vién Nhan Dan (BVND 115) 115, thanh pho
H® ChiMinh tién than la bénh vién K52 dugc thanh
lapvaongay 25/12/1968. Ngay nay BEnh vién Nhan
dan 115 da trd thanh Bénh vién Da khoa hang 1.
Quy mo hién tai ca BVND 115 la 1600 givgng vdi
42 khoa, phong va 2000 cén b6 (387 bac si vdi ty
€ 68,5% co trinh d6 sau dai hoc). Khoa Ung budu
c6 tong s6 41 can bo, trong d6 c6 12 bac siva 18
diéu dudng. Theo quy dinh ctia SYT TPHCM, danh
gia TNNB da dugc tién hanh dinh ky tai bénh vién
nam 2019-2020. V3i s6 lugng NB ngay cang tang
va dac thu ctia bénh ung thu, NBNT phai trai qua
nhiéu thu tuc, cling nhuw phudgng phap chdam sécy
té khac nhau nhu: kham, diéu tri, trudc cho dén
sau phau thuat, hoa tri va xa tri, cham séc phuc
h6i chirc ndng, cham soc tai nha... Phong dich vu
cham so6c khach hang ghi nhan nhiéu phan anh
tiéu cuc vé ché do dinh dudng trong thuc don,
quy trinh huéng dan NB sau phau thuat, quyén
lgi BHYT, v.v.... Do vay, nghién clru dugc thuc hién
nham mé ta thuc trang tradi nghiém ngudi bénh
(NB) diéu tri ndi tra tai Khoa Ung budu, bénh vién
Nhan Dan 115 (BVND 115) nam 2023.

2. PHUO'NG PHAP NGHIEN CU'U

2.1. Thiét k& nghién ciru: Nghién ctu cat ngang
2.2. Thoi gian va dia diém nghién ciru: T thang 5
dén thang 8/2023 Khoa Ung buéu, Bénh vién Nhan
Dan 115, thanh phd H6 Chi Minh.

2.3. C& mau, cach chon mau va tiéu chuan mau:
C& mau: Ap dung cong thiic tinh ¢c& mau cho mot ty
& chia quan thé cho tirng huyén nghién cltu:

n=72 x Px(1-p)

1-a/2 d2
Trong dé:
n: ¢c& mau nghién ciu

p: ty l& du doan. Chung t6i chon p=0,825 la ty L& trai
nghiém tich cuc chung 8y tr nghién ctru cta SYT
TPHCM nam 2020 [5]

d: d6 chinh xac tuyét ddi. O’ déy chiing toi chon d = 6%
Z, ;= 1,96 v8i hé s tin céy 95% va a=0,05

Thay vao cong thirc va du tri mot s6 NB khong dongy
tham gia hodc bo cudc, cudi cung nghién cfu nay thu
thap dugc trén 180 NB noi trd dang diéu tri ung thu.
Nghién cttu chon mau thuan tién toan bé NB ndi tru
chuan bi xuat vién dua trén 10 -15 NB ra vién & Khoa
Ung budu hang ngay. S6 lieu dugc thu thap lién tuc
trong cac ngay cho dén khi dd 180 ngudi thi dirng.

2.4. Phuong phap thu thap:

B6 cong cu trong nghién cltu nay duwro'c sir dung dua
trén “Phiéu khéo sat TNNB trong thdi gian diéu tri
néi trd tai bénh vién” ctia SYT TPHCM, phién ban
3.0 [5]. Bay la b6 cong cu da dugc SYT TPHCM phé
duyét va cong bo rong rai cho phép cac nghién clu
phi lgi nhuéan & Viét Nam str dung. B6 cong cu dugc
thir nghiém trude khi ti€n hanh trién khai trong thuc
t€. B6 céng cu phat van gom 49 cau hoi.

Céch tinh diém va phén loai

Viéc danh gia TNNB tich cuc va chua tich cuc dugc
thuc hién theo huéng dan danh gia ctia B6 céng cu
do S3&Y t& TPHCM phat hanh [5].

Panh gia TNNB cho tirng cau:

Céc cau hoi TNNB dudgc téng hgp thanh 5 nhom. Sy
TNNB dugc mo ta tirng cau trong tirng nhém, cu thé:

Céc cau hoi cé 5 lya chon dugce té hop thanh 4 nhom:
lwa chon 1 va 2 la trdi nghiém chua tich cuc, lwa chon
3 a luva chon Tam chép nhén, lwa chon 5 la Khong cé
y kién va lua chon 4 1a trai nghiém Tich cuc.

Céc cau hdi dugc danh diém tr 1-5 (1 va 2 diém cho
lira chon chua tich cuc, 3 diém cho lua chon Khong
cé y kién, 4 diém cho lua chon Tam chédp nhan va 5
diém cho lua chon Tich cuc). Trai nghiém cua tirng
cau dugc chia thanh:

e Trai nghiém tich cuc la NB tuong duong vdi tra Loi
tich cuc
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e Trai nghiém chua tich cuc bao gom chua tich cuc,
tam ch&p nhén va khéng coy kién

e Caccauhdico2luachonthimodtitheo 2 lwachon
Tich cuc va Chua tich cuc

e Céac cau hoi trai nghiém veé thdi gian dugc mo ta
theo nhu s6 liéu dinh lugng

e Danh gia TNNB theo khia canh va ca b6 céng cu

» Diém danh gia trai nghiém tich cuc cua tirng khia
canh dugc danh gia dua trén diém trung binh trai
nghiém clia céc cau thanh phan. Tuong ty, bd céng
cu clang dugc tinh trén diém trung binh trai nghiém
clia tirng khia canh.

e Diém trung binh nay dugc chia thanh 2 nhém:
Trung binh tir 4-5 diém (& “trai nghiém tich cuc” va
trung binh <4 diém & “trai nghiém tiéu cuyc”

2.5. Phan tich sé liéu

S6 lieu dugc xtr ly va phan tich bang phan mém Stata
12. Théng ké mo ta dugc sir dung

2.6. Dao dirc nghién ciru

Nghién ctru da dugc théng qua hoi dong dao dirc
Truong Pai hoc Y t€ cong cong (s6 421/2023/YTCC-
HD3 ngay 01 thang 08 nam 2023).

3. KET QUA

3.1. Théng tin chung cuia ngwdi bénh ung thu diéu
tri noi tru

Bang 1. Dac diém chung clia ngu'di bénh ung thu
diéu tri ndi tru

S8 |11
Dic diém (n=180) wong | V'€
(%)
(n)
Ngi sinh Tai TPHCM 45 25
sdng Tinh khac 135 | 75
Nam 105 |58,3
Gigi tinh
N 75 (41,7
18 - 40 16 | 8,9
Nhém tudi 41 - 60 65 |36,1
Trén 60 99 55,0
THCS tr&@ xudng 45 |25,0
Trinh dé THPT 62 [34,4
hoc van Cao dang/ Dai hoc
o 73 40,6
tré lén

S8 Ty lé
Dic diém (n=180) wong | V'€
(%)
(n)
honnhan | chya két hon/géa/lydi| 18 [10,0
Cong nhan/ Néng dan 37 20,6
Nghé Can bd nha nudc 62 (34,4
nghiép Congviéc ty do/ 81 45.0
Chua coéviéc lam ’
Ngheo/Can ngheo 35 (19,4
Tinh trang \
kinh t& Trung binh 92 |51,
Kha 53 29,4

Nghién clru vé trai nghiém ctia NB diéu tri ndi tru tai
Khoa Ung budu, BVND 115 ndm 2023 dugc ti€én hanh
V@i téng s6 mau ctia NB 1a 180 ngudi trén 18 tudi va
(& NB néi trd tai Khoa Ung buGu va chuén bi xuét vién
trong thdi gian tham gia phat van (thuc hién thu thap
s6 liéu) cla nghién ctru. Bang 1 cho thay ngudi bénh
tham gia nghién cltu chl yéu la nam gidi vdi 58,3%
doi tugng la nam gidi (cao hon so vdi 41,7% la ni¥
gidi). B8i tugng chd yéu & nhém tudi trung nién tir 60
tudi trd l&n vdi ty l& cao nhéat véi 55%).

Vé trinh dd hoc van, NB ¢6 trinh dé trung cép/cao
dang/dai hoc trd lén chiém ty l& cao nhat dat 40,6%,
ti€p theo & nhém THPT vdi ty & 34,3%. Vé tinh trang
hon nhén, da s6 doi twgng 90% thudc nhom da két
hoén. Nguoi bénh cé nghé nghiép lam tu do/ tu kinh
doanh/ chua c6 viéc lam chiém 45%, tiép theo a
nhém cén bd nha nudc 34,4%. Vé tu danh gia tinh
trang kinh t&€, nhom danh gid minh c6 kinh té trung
binh trd l&n chi€ém 80,6%.

Bang 2: Tién sur tinh trang khi diéu tri ndi trd cua
ngudi bénh ung thv

e e _ Sé lwong [Ty lé
Pac diém (n=180) (n) (%)
Co 155 86,1

BHYT
Khéng 25  [13,9
Kha nang chi tra Co 131 72,8
cholandiéutrinay | Khong 49 27,2
Pa tirng diéu tri tai Chua 61 33,9
bénh vién Ting 119 |66,1
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. e _ Sé lwong | Ty lé
Pac diém (n=180) (n) (%)
Séngaydidut | —ongy | S1 283
noi tru 215 ngay 129 | 71,7
Quakhoa | 16 g9 4

Capcuu

Tinh trang nhap vién i

Jam 70 38,9

nhap vién
Khoi 7 3,9
Tinhtrangkhi |D&/Ondinh| 167 92,8

Xuat vién Chuyén
vién/ Bién 6 3,3

chiing nang

Bang 2 chi ra hau hét (86,1%) s6 d&i tugng diéu tri
ndi trd cé sir dung bao hiém y té. Twong tu nhu vay,
hau hét cho rang minh c6 kha nang chi tra vién phi
cho lan diéu tri nay. Pa s6 (66,1%) d6i tugng da tirng
diéu trj tai BV. Vé thdi gian ndm vién, ty l& NB nam
vién dudi 15 ngay chiém ty & thdp hon nhém ndm
vién tr 15 ngay trd lén (28,3% so vGi 71,7%). Bén
canh do, tinh trang nhap vién cta déi tugng chu yéu
qua khoa cép ctru (61,1%) trong khi két qua khi xuat
vién chiém hau hét 1a d&/8n dinh vdi 92,8%. Ty &
chuyén vién va khoi chiém ty & kha tuong duong
dao dong trong khoang 3,3%-3,9% s6 doi tugng.

3.2. Thue trang Trai nghiém ngudi bénh

Bang 3: Trai nghiém chung clia ngu'di bénh diéu tri
ndi trd tai Khoa Ung buéu, BVND 115

Chwa| _,
o - . ; Tich
No6i dung trai nghiém tich oue
STT cuc -
(n=180) N (%) | N (%)
65 115
1 | Trai nghiém lic nhap vién
36,1 | 63,9
Trai nghiémvé Cosdvatchat—| 97 | 83
2 |ra
Tién ich phuc vu NB 53,9 | 46,1
3 Trai nghiém vé thai do va tinh| 72 | 108
than phuc vu ctia NVYT 40,0 | 60,0
Trai nghiém vé hoat dong 48 | 132
4 . L
kham chira bénh 26,7 | 73,3
78 102
5 |Trai nghiém khi chi tra vién phi
43,3 | 56,7

Chua| _.
o . i a , Tich
Noi dung trai nghiém tich cue
STT cuc :
(n=180) N (%) | N (%)
; 44 136
6 |Trai nghiém trudc khixuat vién
24,4 | 75,6
. 67 113
7 |banh gia tich cuc chung vé BV
37,2 | 62,8

Bang 3 cho thay toan bo trai nghiém chung ctia NB
vdi ting khia canh chinh va ty & Banh gia tich cuc
chungva BV. Ty l& danh gia TNNB tich cuc chung ctia
nghién clru nay la 62,8%. Ba khia canh ma NB co ty
& danh gia tich cuc thap nhat theo thir ty tlr dudi 1én
& Trdi nghiém vé Co s& vat chét — Tién ich phuc vu
NB (46,1%), Trai nghiém khi chi tra vién phi (56,7%)
va Trai nghiém vé théi dé va tinh thdn phuc vu cla
NVYT (60%). Con 3 khia canh con lai vé trai nghiém
va Panh gia tich cuc chung déu co ty & ngudi danh
gia tich cuc dat dao dong tlr 63,9% dén 73,3%.

4.BAN LUAN

Nghién cltu vé trai nghiém cta NB diéu tri ndi trd
tai Khoa Ung budu, BVND 115 nadm 2023 dudgc tién
hanh véi téng s6 mau ctia NB & 180 ngudi trén 18
tudi va da két thac dgt diéu tri ndi trd tai Khoa Ung
budu. Ngudi bénh tham gia nghién ctru chd yéu la
nam gidi véi 58,3% doi twgng la nam gidi (cao hon
S0 V3i 41,7% la ni gidi). PGi twgng chll yéu & nhom
tudi trung nién tir 60 tudi trd l&n vdi ty L& cao nhat vai
55%). Diéu nay la phu hgp véi moé hinh bénh tat Ung
thu & Viét Nam. Nhom ngudi cao tudi la nhom cé
nguy cd cao hon trong mac cac bénh man tinh trong
dé c6 ung thu nén ty L& nam vién diéu tri cao hon so
vGi cac nhém tudi khéac.

Nghién cltu cho thay ty & danh gid TNNB tich cuc
chung clia nghién cltu nay la 62,8%. Ba khiacanh ma
NB c6 ty & danh gia tich cuc thdp nhéat theo thir tuw
tlir dudi 1én & Trai nghiém vé Co s@ vat chat - Tién ich
phuc vu NB (46,1%), Trai nghiém khi chi tra vién phi
(56,7%) va Trai nghiém vé thai do va tinh than phuc
vu clia NVYT (60%). Con 3 khia canh con lai vé trai
nghiém va Danh gia tich cuc chung déu cé ty |& ngudi
danh gia tich cuc dat dao dong tlr 63,9% dén 73,3%.
K&t qua nay clia chung téi thap hon so vdi cac nghién
cltu tuong tw nhu >85% trong khao sat ciia SYT
TPHCM nam 2019 [5] hay 83,9% ngudi bénh cé murc
do danh gia tich cuc vé trai nghiém tai Khoa Ngoai,
Bénh vién da khoa Nong Nghiép nam 2022 [7].

TNNB diéu tri ndi tri vé hoat dong kham chira bénh &
BVND 115 thap hon nhiéu so vdi ty & tra L tich cuc
trén 90% trong nghién ctru ctia SYT TPHCM [5]. Cac
cau hoivé van dé dam bao riéng tu cho NB va hudng
dan s dung thudc cla diéu dudng dugc NB danh
gia cao vdi ty & trai nghiém vdi han 80% [5]. Két qua
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clia chung toi clng thap hon so vdi két qua nghién
clru tai My nam 2014 véi ty lé la 76% [8] cling nhu
twong dong véi nghién cliru tai Anh ndm 2017 vaGity &
& 67% [9]. VGi két quéa nay, BVND 115 sé can tich cuc
thay d6i hon nira viéc giao ti€p va tu van ctia NVYT
vGi NB ndi tra. Diéu nay la rat can thiét khi xu huéng
ti€p can mdi vé mo hinh tap trung nguon luc tuang
tac trong dé dat NB lam trung tam.

K&t qua nghién clru clla chung t6i cho thay trai
nghiém tich cuc (7,83) thap hon so vdi nghién clru
clia SYT TPHCM vi du véi khia canh Danh gia tich cuc
chung vé BV thi diém trung binh trong nghién clu
nay (8,31) cho diém tuong duong vdi cac co sd Y té
tuyén quan/huyén ctia thanh pho (8,29) va thap hon
nhiéu BV tuyén thanh pho (8,44), va BV ngoai céng
lap cao hon (8,77) [5]. Twong tw nhuw nghién cltu cua
chung t6i, két qua nghién ctu vé trai nghiém tai BV
Paihoc Y TPHCM ciing cho ty & tich cuc thdp hon so
vGi mot s6 cac nghién clru trén thé gidi véi b cong
cu clia AHRQ [10], [11]. Viéc trai nghiém tich cuc &
nhiéu khia canh th&p hon ty & chung cho thay day
& mot thuc trang cén co sy can thiép phu hop, dac
biét vao nhitng khia canh hoac cau hdi cé ty (& trai
nghiém tich cuc thap. Bén canh dé, trong cong tac
cham séc NB do déc thu qua trinh diéu tri ndi tra tai
Bénh vién, NVYT ma NB ti€p xtc nhiéu nhat la diéu
duéng nén cac can thiép nhdm tang cudng su giao
ti€p va chadm séc cua diéu dudng cé anh hudng lén
t@i trai nghiém dich vu tai BV. Trong nghién clu vé
thyc trang cham séc NB néi tri clia diéu dudng nam
2018 tai tinh Thanh Héa ciing cho thay diéu dudng
cling chuva hoan thanh ca 9 ndi dung nhiémvu cham
s6c theo quy dinh, v&i nhiéu ndi dung dat yéu cau
vé ky thuét, chdm séc mdi chi dat khoang 50% [12].

5. KET LUAN

Nghién cttu cho thay ty & danh gia TNNB tich cuc
chung ctia nghién cltu nay la 62,8%. Ba khiacanh ma
NB c6 ty & danh gia tich cuc thdp nhéat theo thir ty tir
dudi |&n |a Trai nghiém vé Co s& vat chat — Tién ich
phuc vu NB (46,1%), Trai nghiém khi chi tra vién phi
(56,7%) va Trai nghiém vé théi dé va tinh than phuc
vu ctia NVYT (60%). Con 3 khia canh con lai vé trai
nghiém va Danh gia tich cuc chung déu co ty |& nguoi
danh gia tich cuc dat dao déng tir 63,9% dén 73,3%.

Dua trén két qua nghién cltu, can tang cudng xay
dung quy trinh trong diéu tri ngudi bénh ung thu, hd
tro nhan vién dao tao nang cao nang luc, hd trg cac
NB cao tubi, ngudi c6 thdi gian nam vién lau, nguoi
bénh nang va ngudi c6 kinh té€ khé khan va tang
cudng giam sat va kiém tra hoat dong KCB.
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