i/
l:+,_l Vietnam Journal of Community Medicine, Vol. 65, No. 3, 204-212

GENERAL AND DISCHARGE EXPERIENCES OF INPATIENTS
AT THE DEPARTMENT OF SURGERY VINMEC TIMES CITY INTERNATIONAL
GENERAL HOSPITAL IN 2021 AND SOME RELATED FACTORS

Nguyen Huy Hoang!, Pham Tuong Van**

Winmec Times City International General Hospital - 458 Minh Khai Ward, Times City Urban Area, Hai Ba Trung,
Hanoi, Vietnam
’Hanoi Medical University - No. 1 Ton That Tung, Kim Lien, Dong Da, Hanoi, Vietnam

Received: 30/03/2024
Revised: 12/04/2024; Accepted: 20/04/2024

ABSTRACT

Objective: Describe the general experience and discharge experience of patients at the Surgery
Department of Vinmec Times City International General Hospital in 2021 and identify some related
factors.

Subjects and methods: Cross-sectional description of 228 patients in the Department of Surgery at
Vinmec Times City International General Hospital, data collected through an experience assessment
toolkit developed by the Medical Quality Research Agency. of American construction.

Results: Overall patient experience was 90.4% positive and 9.6% negative. Discharge experiences
were 82.5% positive and 17.5% negative. Of these, 11.8% of medical staff provided insufficient
information and 6.1% were not provided with information when discharged from the hospital. The
overall rating of service quality at very good and good levels is 74.1% and 22.8%, with 86.8%
definitely recommending the hospital to family and friends. Some factors related to overall experience:
patients with a high school education, never hospitalized, and a hospital stay of less than 2 days had a
higher positive experience than other groups. Some factors related to hospital discharge experience:
patients under 35 years old, with high school education, never hospitalized and with a hospital stay
of less than 2 days have a higher positive experience than other groups.

Conclusion: Patients have a very good overall experience when they leave the hospital, but it
is necessary to review and find the causes and improve service quality for patients’ less positive
experiences.
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TRAI NGHIEM CHUNG VA TRAI NGHIEM KHI XUAT VIEN
CUA NGUGI BENH NOI TRU TAI KHOA NGOAI BENH VIEN
DA KHOA QUOC TE VINMEC TIMES CITY NAM 2021
VA MOT SO YEU TO LIEN QUAN
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TOM TAT

Muc tiéu: M0 ta trai nghiém chung va trai nghiém khi xuét vién cua nguoi bénh tai khoa Ngoai bénh
vién Da khoa qudc té Vinmec Times City nim 2021 va xac dinh mot sd yéu td lién quan.

Poi twong va phuwong phap: M6 ta cit ngang trén 228 ngudi bénh nim tai Khoa ngoai Bénh vién
Pa khoa Qudc té Vinmec Times City, s6 liéu thu thip thong qua bd cong cu danh gia trai nghiém do
co quan nghién ctru chit luong Y té ciia My xdy dung.

Két qua: Trai nghiém chung ctia ngudi bénh ¢ muc tich cuc 1a 90,4% va chua tich cuc 1a 9,6%. Trai
nghiém khi xuét vién ¢ mirc tich cuc 1a 82,5% va chua tich cuc 1a 17,5%. Trong d6 11,8% la nhan
vién y té cung cip thiéu thong tin va 6,1% khong duoc cung cap thong tin khi ra vién. Ty 1& danh gia
chung vé chat lugng dich vu & mirc rat tot va t6t 1a 74,1% va 22,8%, c6 86,8% chic chin s& gidi thidu
bénh vién dén gia dinh va ban bé. Mot s6 yéu t6 lién quan dén trai nghiém chung: ngudi bénh c6 trinh
d6 trung hoc phd thong, chua timg nhap vién va thdi gian nim vién dudi 2 ngay c6 trai nghiém tich
cuc cao hon so véi nhém khac. Mot sd yéu td lién quan dén trai nghiém khi Xuét vién: nguoi bénh o
nhém dudi 35 tudi, ¢6 trinh d6 trung hoc pho thong, chua timg nhap vién va thoi gian nam vién dudi
2 ngay co trai nghiém tich cuc cao hon so vdi nhom khac.

Keét luan: Nguoi bénh ¢o trai nghiém chung va khi xuat vién rat cao, tuy nhién can ra soat tim nguyén
nhan va cai tién chat lugng phuc vu doi voi nhirng trai nghiém chua tich cuc cia ngudi bénh.

Tuwr khod: Trai nghi€m, ra vién, tich cuc, nguoi bénh.
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1. PAT VAN PE

Hi¢n nay khi néi toi chét luwong bénh vién, quan niém
“kha nang tiép can dich vy, an toan, nguoi bénh 1a trung
tam” dang rat phd bién. Sy hai 1ong ctia ngudi bénh
thuong dugc danh gia sau khi nguodi bénh da sir dung
dich vy té, dé hiéu duoc nhiing diéu xay ra v6i nguoi
bénh trong qua trinh st dung dich vu y t& va xay ra
& muc do thuong xuyén nhu thé nio, thuat ngir “trai
nghiém” dugc s dung kha rong rai trong cac nghién
cuu [2]. Do vay trai nghi€ém cua nguodi bénh thuong
dugc xem 1a phan tmg voi nhiing gi xay ra thuc té trong
sudt qua trinh cham soc strc khoé va cung cap thong
tin ctia nhan vién y té [1]. Theo nghién ciru cia mot s6
bénh vién cong 1ap & Thuong Hai cho thdy co 91,4%
ngudi bénh c6 trai nghiém tich cuc vé giao tiép gitra
bénh nhan va nhan vién y té, 83,5% vé viéc dugc tham
gia quyét dinh diéu trj 1am sang va 91,9% nhan dugc su
ton trong [3]. Géan day, theo khao sat trai nghiém cua
nguoi bénh tai bénh vién Quan 2 TP Ho Chi Minh ndm
2021 cho thay ty 1¢ ngudi bénh ndi tri c¢6 trai nghiém
tt luc nhap vién 1a 67,5%, lac ndm vién 14 59,8% va
trai nghiém t6t trudc lac xuét vién 1a 93,8% [4]. Khoa
Ngoai téng hop-Bénh vién Pa khoa quéc té Vinmec
Times City, nguoi bénh ndi trt ¢6 nhiing trai nghiém
chung, trai nghiém khi xuat vién ra sao va c6 nhiing yéu
t6 nao lién quan dén nhitng trai nghiém d6 van dang la
ciu hoi m& ? D& gop phan nang cao chit lugng dich vu
diéu tri nguoi bénh, dé tai nghién ciru v6i muc tiéu: Mo
ta trai nghiém chung va trai nghiém khi xuét vién ctia
nguoi bénh ndi tri tai khoa Ngoai Bénh vién Pa khoa
qudc té Vinmec Times City nam 2021 va mot sd yéu to
lién quan.

2.POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. P6i twong, dia diém, thoi gian nghién ciru
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Ngudi bénh tir 18 tudi tro 1én, dong y tham gia nghién
clru va nam diéu tri trén 24 gio tai khoa ngoai Bénh
vién Pa khoa Quéc t& Vinmec Times City. Thoi gian
nghién ctru tir thang 3 dén thang 8 nam 2021.

2.2. Phuong phap nghién ctru

Thiét ké nghién ctru theo phuwong phap mo ta cit ngang
2.3. C& miu va cach chon miu

C& mau trong nghién ciru dugc tinh bang cong thirc

tinh ¢& mau cho mot ty 1é:

p(1-p)

— 7
n Z(l—a/Z) D

Trong do:

n: C& mau tdi thiéu

Z1-0/2: Hé s tin cay véi do tin cdy 95%, Z=1,96)
o: Mitrc y nghia théng ké

p: Ty 1€ nguoi bénh co trai nghiém chung tich cuc
(89,8%). [5]

d: Sai sb chép nhan duogc cua udc luong (0,04)

Thay cac gi4 tri vao cong thirc, ¢ mau tdi thiéu tinh
duge n=225. Thyc té da lam n=228. Chon 228 mau
theo cach thuan tién v&i tiéu chuén chon nguoi bénh da
néu dén khi du ¢ mau.

2.4. Cong cu va phuwong phap danh gia

B cong cu dugc st dung trong nghién ciru la bo cau
hoi huéng dan ty dién do co quan nghién ctru chit
luong Y té ciia My xdy dung gém 27 tiéu muc véi 7
nhém khia canh (chim séc cua diéu dudng, bac si, dinh
dudng, moi trudng, xuit vién...). Mdi ciu hoi do luong
dwa trén thang diém 4 twong tmg voi cac mirc rat t6t/tot/
binh thuong/khong tdt hodc co/ khong hoac tich cuc/
chua tich cuec.
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3. KET QUA NGHIEN CUU

3.1. Pic diém ciia dbi tweng nghién ciru

Bing 3.1. Dic diém thong tin ciia ngwoi bénh (n=228)

Pic diém ciia d6i twong nghién ciru S6 lwgng (n) Ty 18 (%)
18-34 70 30,7
Tubi (Nam) 35-55 123 53,9
>55 35 15,4
Nam 102 44,7
Giégi
N 126 55,3
Nong thon 22 9,6
Noi cu tra
Thanh thi 206 90,4
Chua tung trudc day 71 31,1
S6 lan nhdp vién trong 3 thang gén I lan 109 47.8
day (lan) 2 1n 37 16,2
>3 lan 11 4,8
<2 ngay 127 55,7
Thoi gian ndm vién (ngay) 3 —7 ngay 97 42,5
> 7 ngay 4 1,8
Tu chi tra 37,7
Chi tra vién phi
Béo hiém dong chi tra 62,3

Nhén xét: Nhom nguoi bénh trong do tudi 35-55 chiém  vién trong khi doé ty 1€ ngudi bénh nhdp vién tur 1, 2, va
ty 18 cao nhat 53,9%, ngudi bénh 1a nit gidi chiém tir ba lan trd 1én chiém 47,8%; 16,2% va 4,8%. Thoi
55,3%. C6 90,4% ngudi bénh sdng ¢ thanh thi trong ba  gian nam vién cao nhit (55,7%) 1a < 2 ngay va thip
thang gan day, 31,1% ngudi bénh chua ting phai nhap  nhat (1,8%) 1a > 7 ngay.

207




N.H. Hoang, P.T. Van. / Vietnam Journal of Community Medicine, Vol. 65, No. 3, 204-212

3.2. Trai nghi¢m chung va khi xuit vién ciia ngudi bénh tai khoa ngoai BVPK Vinmec Time City nim 2021

Bdng 3.2. Trdi nghi¢m chung ciia nguoi bénh (n=228)

o Tich cue Chura tich cuc
Yéu to trai nghiém ctia nguoi bénh N
n % n %
Chim soc cua diéu dudng 228 206 90,4 22 9,6
biéu tri cta bac si 228 210 92,1 18 7,9
Cham s6c dinh dudng 228 204 89,5 24 10,5
Moi truong bénh vién 228 197 86,4 31 13,6
HO tro vé sinh kip thoi khi can 76 70 92,1 6 7,9
HJ trg vé dau 204 187 91,7 17 8,3
Cung cép thong tin dung thube 126 111 88,1 15 11,9
Trai nghiém khi xuét vién 228 188 82,5 40 17,5
Hiéu biét vé cham soc khi xuét vién 228 181 79,4 47 20,6
Trai nghiém chung ciia nguwoi bénh 228 206 90,4 22 9,6

Nhan xét: Ty 1€ nguoi bénh danh gia muc do trai
nghié€m chua tich cuc vé chim soc diéu dudng, bac si,
dinh dudng va méi truong bénh vién 1an luot 14 9,6%:
7,9%; 10,5% va 13,6%. Ty 1¢ ngudi bénh danh gia chua
tich cyc ndi dung hiéu biét vé cham soc khi xuét vién

14 10,6%, cung cap thong tin khi ding thudc 1a 11,9%.
Trai nghiém chung ctuia nguoi bénh ¢ muc tich cuc la
90,4%, chua tich cuc 1a 9,6%. Trai nghiém khi Xuét
vién & muc tich cuc 1a 82,5% va chua tich cuc 1a 17,5%.

Bing 3.3. Trdi nghi¢m ciia ngwoi bénh khi xudt vign (n=228)

Trai nghiém khi xuét vién Cé n (%) Khong n (%)
Puoc nhan vién y t& hoi vé dich vu can thiét 201 (88.,2) 27 (11,8)
Puoc cung cap thong tin cic van dé luu ¥ khi ra vién 214 (93,9) 14 (6,1)
C6 duge hoi vé nha riéng sau khi xuat vién 228 (100) 0 (0,0)

Nhan xét: 11,8% nguoi bénh cho ré“lng khong dugc nhan
vién y té hoi can nguoi hay dich vu can thiét dé hd tro
sau xudt vién. 6,1% ngudi bénh khong dugc cung cip
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thong tin bang gidy to vé cac triéu chirng hay van de
can luu y sau khi xuat vién.
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Bing 3.4. Ddnh gid ciia ngwoi bénh vé bénh vign (n=228)

Pinh gia ciia ngudi bénh vé bénh vién S6 lugng (n) Ty 18 (%)
RAt tot 169 74,1
Panh gia chung vé chét luong dich vy | TOt 52 22,8
cham séc cua BV Binh thuong 7 3,1
Khong t6t 0 0,0
Chic chan co 198 86,8
Gi6i thiéu bénh vién dén gia dinh va | CO thé co 22 9,6
ban be C6 thé khong 8 3,6
Chéc chin khong 0 0,0

Nhan xét: Ty 1€ danh gia chung vé chét lugng dich vu dén gia dinh va ban be
cham s6c & muc rat tot, tot, binh thuong lan luot 1a
74,1%:; 22,8% va 3,1%. Két qua bang trén chi ra ring
6 86,8% ngudi bénh chic chén s& gidi thiéu bénh vién

3.3. Mot s6 yéu té lién quan téi trai nghiém cia
ngudi bénh

Bing 3.5. Mjt s6 yéu té lién quan t6i trai nghiém chung ciia ngwoi bénh (n=228)

o Trai nghiém chung
Yéu tb lién quan OR (95%CI) P
Tich cue n (%) | Chua tich cuc n (%)
q <35 tudi 64 (91,4) 6 (8.6) 1.20

Tubi 7 ’ 0,714
>=35 tudi 142 (89,9) 16 (10,1) (0,45-3,21)
Nam 92 (90,2) 10 (9,8)

Gi6i 0,968 0,943
Nit 114 (90,5) 12 (9,5) (0,40-2,34)
Noéng thon 20 (90,9) 2(9,1) L075

Noi cu tri ’ 0,926
Thanh thi 186 (90,3) 20 (9,7) (0,23-4.94)
THPT 138 (93,9) 9(6,1) 2031

Trinh d6 ; 0,015
CD, PH, SDH 68 (84,0) 13 (16,0) (1,19-7,20)

S6 1an nhap vién (3 | Chua timg 69 97.2) 2(2.8) 5,037

: 0,035*

thang) Cé 137 (87.3) 20 (12,7) (1,14-22,17)

Thoi gian nam vién ’ 0,000%*
>2 ngdy 81 (80,2) 20 (19,8) (3,5-67,80)

(*) Fisher’s Exact Test c6 trai nghi€m tich cuc cao hon 5 lan nhom da tung

nam vién. Nhém thoi gian nam vién dudi 2 ngdy co ty
1¢ trai nghiém tich cuc cao hon 15,4 lan so v&i nhoém
con lai. Cac mbi lién quan nay déu ¢ ¥ nghia thong ké
véi p<0,05.

Nhén xét: Xét vé trai nghiém vé nam vién diéu tri noi
chung, két qua bang trén cho thdy nhém ngudi bénh c6
trinh d0 THPT c6 trai nghiém tich cuc cao hon 2,9 lan
so v6i nhéom CD, DH, SDH. Nhom chura timg nam vién
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Bing 3.6: Mt s6 yéu té lién quan tdi trdi nghiém khi xudt vién ciia ngwoi bénh (n=228)

o Trai nghiém
Yeu to lién quan OR (95%CI) p
Tich cue n (%) Chura tich cuce n (%)
N <35 tudi 64 (91,4) 6 (8,6) 2,93
Tuoi - 1.17-7.33 0,001*
>=35 tudi 124 (78,5) 34 (21,5) (1,17-7.33)
Nam 83 (81,4) 19 (18,6) 0.87
Gioi 04A1T3 0,699
Nir 105 (83,3) 21 (16,7) (0.44-1,73)
o Nong thén 14 (63,6) 8 (36,4) 0322
Noi cu tra 0.13-0.83 0,015%
Thanh thi 174 (84,5) 32 (15,5) (0,13-0,83)
THPT 130 (88,4) 17 (11,6) 303
Trinh do LSl 10 0,001%
CD,PH, SPH 58 (71,0) 23 (28,4) (1,51-6,10)
(3 thang) Co 128 (81,5) 29(18,5) (0,58-2,64) '
‘ <2 ngay 114 (89,8) 13 (10,2) 320
Thoi gian nam vién | 55’ 6.60 0,001*
>2 ngiy 74 (73,3) 27 (26,7) (1,55-6,60)

<0,05

Nhan xét: V& trai nghiém khi xuét vién. Nhom tudi
dudi 35 cd trai nghiém tich cyc cao hon 2.9 14n so v&i
nhom con lai. Nhom nong thon c6 trai nghiém tich cuc
chi bang 0,3 14n so voi nhém thanh thi. Nhém THPT
¢0 trai nghi¢m tich cuc cao hon 3 14n so v6i nhém CP,
DH, SPH. Nhém c6 thoi gian ndm vién tir 2 ngay try
xuéng ¢0 trai nghiém ra vién tich cuc hon 3,2 1an nhom
nam vién trén 2 ngay. Cac mdi lién quan nay c6 y nghia
thong ké vai p<0,05.

4. BAN LUAN

4.1. Trai nghiém chung va trai nghiém khi xuét vién
cia nguwoi bénh

Nghién ctru cho Kkét qua vé chat lugng dich vu cham soc
clia bénh vién 1a 74,1% & muc rét tot, 22,8% & murc tot
va 3,1% ¢ muc binh thuong. Cung voi do ty 1€ nguoi
bénh co trai nghiém tich cuc chung dat kha cao 90,4%,
ty 1¢ nay cao hon nghién ctru ciia Tran Thi Diép va
Cong su tai Bénh vién Thanh Nhan 1a 71,6% [7] va thép
hon nghién ctru ctia Mai Thi Kiéu Oanh va CS tai Bénh
vién Trung vong Quén ddi 108 cong bd ngudi bénh co
trai nghiém t6t dén 99% [9]. Pay chinh 1a phuong phap
quang ba thuong hi¢u mot cach hiru hi¢u boi ban than

N
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ho da trai nghiém dich vu ¢ bénh vién, do tin cay khi
gi6i thidu véi nguoi khac sé tot hon so véi cac phuong
phap truyén thong khéac. Trong twong lai, day co thé 1a
mot chi s6 tham khao dé dénh gia higu qua cta cai tién
chat luwong bénh vién.

Trai nghiém cua bénh nhan diéu tri ndi tra bat dau tur
lac bénh nhan nhap vién diéu tri cho dén khi bénh nhan
xuét vién, do vay dé dam bao chat lugong dich vu can
cht trong hon vao nhiing dich vy hd trg bénh nhan Xuét
vién, c6 nhu vay thi dichvuy té m&i dam bao hoan hao
va ddy du nhat, mang lai mot trai nghiém tron ven cho
bénh nhan. Két qua nghién ctru cho thiy sau khi xuat
vién 100% ngudi bénh trd lai nha riéng. Ty 1€ nguoi
bénh dugce nhan vién y té hoi can nguoi hay dich vu
can thiét hd trg sau xuat vién hay khong 1a 88,2%. Ty
1& ngudi bénh dugc cung cap thong tin bang gidy to vé
c4c tridu chimg hay van dé cn luu ¥ sau khi xuét vién
1a 93,9%. Két qua nghién ctru ctia ching t6i cao hon
rat nhiéu so voi nghién ctru tai bénh vién Pai hoc Y Ha
Noi khi xuét vién chi c6 6,8% bénh nhan dugc NVYT
hoi c6 can dich vu can thiét hd trg sau khi ra vién, c6
32% ngudi bénh duge NVYT duya trén y kién ctia ho va
ngudi nha dé xac dinh xem nhu cau cham séc y té khi
roi1 bénh vién [5]. Tai Bénh vién tinh Binh Phudc cho
thay ty 1¢ trai nghiém tot trude khi xuat vién 1a 69,6%,
¢6 61,4% khong gip khé khan gi khi 1am thu tuc xuét
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vién va 71,4% dugc nhan vién'y té hudng dan sur dung
thude, ché do an, cach tu chim soc khi vé nha [6]. Nhu
vay két qua cho thay dich vu y té sau khi xuét vién ciia
khoa Ngoai Bénh vién Vinmec 1a twong dbi ddy du tuy
nhién ciing can cai thién va hoan thién hon nita trong
tuong lai.

4.2 Mt s6 yéu t6 lién quan téi trai nghiém chung va
trai nghiém Kkhi xuét vién ciia ngudi bénh tai khoa
Ngoai bénh vién Pa khoa qudc té Vinmec Times
City nam 2021.

Két qua khao sat 1a nhitng phan 4nh trung thyuc cia bénh
nhan sau thoi gian nim vién vé moi hoat dong ctia bénh
vién, gitp cho cac nha quan ly bénh vién biét duoc
nhitng trai nghiém theo chiéu hudng tich cyc cua bénh
nhan dé phat huy, va nhimng trai nghiém theo chiéu
hudng tiéu cuc dé chu dong co cac giai phap dé chan
chinh. Két qua nghién ctru ciing cho thay trai nghiém
chung khi str dung dich vu va trai nghiém khi xuét vién,
nhom tudi dudi 35 c6 trai nghiém tich cuc cao hon
nhom con lai. Nhom thanh thi ¢6 trai nghiém tich cuc
hon nhém néng thon. Nhém THPT cao hon nhém CB,
bH, SbH. Nhom chua ting nam vién cé trai nghiém
tich cuc cao hon nhom da tirng nam vién. Nhom c6 thoi
gian nam vién tir 2 ngay tré xudng co trai nghiém ra
vién tich cyc hon nhom nam vién trén 2 ngay. Cac sy
khéc biét nay co y nghia thong ké véi p<0,05. Nghién
ctru nam 2021 tai bénh vién Thanh Nhan da chi ra rﬁng
nhom ngudi bénh d¢ tudi 18-30 tudi c6 trai nghiém tich
cuc cao hon so v6i nhém ngudi bénh trén 30 tudi voi ty
sb6 chénh hiéu chinh 1a 3,2 [7] va nghién ctu tai Bénh
vién Quén 2 TP H) Chi Minh ndm 2021 ciing cho thiy
yéu t6 lién quan dén trai nghiém trude luc xudt vién la
nhém tudi, nghé nghiép va so 1an diéu tri [4]. Tuy nhién
nghién ctru tai Bénh vién Viét Puc ndam 2021 cho tha"iy
ngudi bénh didu tri trén 5 ngay c6 trai nghiém tich cuc
cao hon dudi 5 ngay, su khac biét c6 y nghia théng ké
véi p<0,05 [8].

5. KET LUAN

5.1.Trai nghiém chung va tri nghiém khi xuit vién
cia ngwoi bénh ndi tra tai khoa Ngoai Bénh vién
Pa khoa quéc té Vinmec Times City nim 2021: Trai
nghiém chung cua nguoi bénh & muec tich cuc 1a 90,4%
va chua tich cuc 1a 9,6%. Trai nghiém khi xuat vién &
muec tich cyc 1a 82,5% va chua tich cuc 1a 17,5%. Trong
d6 11,8% 1a nhan vién y té cung cap thiéu thong tin va

6,1% khong duoc cung cip thong tin khi ra vién. Ty 1&
danh gia chung vé chit luong dich vu ¢ muc rat t6t va
t6t 14 74,1% va 22,8%, c6 86,8% chic chin s& gidi thiéu
bénh vién dén gia dinh va ban bé

5.2. Mot s6 yéu to lién quan dén trai nghiém cia
ngudi bénh tai khoa Ngoai bénh vién Pa khoa quéc
té Vinmec Times City nim 2021

Mot s6 yéu to lién quan dén trai nghiém chung: nguoi
bénh ¢6 trinh d6 trung hoc pho thong, chua timg nhap
vién va thoi gian nam vién dudi 2 ngay cé trai nghiém
tich cuc cao hon so v&i nhém khéc.

Mot sb yéu t6 lién quan dén trai nghiém khi xuét vién:
ngudi bénh ¢ nhom dudi 35 tudi, co trinh do trung hoc
pho thong, chua timg nhap vién va thoi gian nam vién
dudi 2 ngay co trai nghi€ém tich cyc cao hon so voi
nhom khéc.
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