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ABSTRACT

Introduction: Patient experience during service use is one of the important factors that enhance the
quality of the services.

Objectives: This study was conducted to assess the current outpatient experiences with magnetic
resonance imaging (MRI) services and its associated factors in Vinmec Nha Trang International
Hospital in 2023.

Methods: We applied a cross-sectional design to perform self-administered interviews with 185
outpatients in Vinmec Nha Trang International Hospital during May-June, 2023.

Results: 77.9% of outpatients had a positive assessment of the MRI services. The two aspects
that outpatients have the lowest rate of positive assessments are the Experience of performing MRI
(563.4%) and the Experience of communication skills of health workers (74.6%). The four remaining
aspects of the experience have a high rate of positive assessment ranging from 80-88%. 91.4%
of outpatients reported that they could come back to re-use the services if needed. Regarding
associated factors, having health insurance and used MRI services were positively related to
experiences with MRI services.

Conclusions: Outpatients had a high rate of positive assessment of the MRI services. Our study
recommends improving the consultancy and patient support before and after performing MRI.

Keywords: Patient experience, Outpatient, Magnetic resonance imaging (MRI), Vinmec Nha Trang
international Hospital.
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TOM TAT

bat van dé: Trai nghiem nguoi bénh (TNNB) vé dich vu 1a moét trong nhing yéu té quan trong giup
tang cuong chat lugng va thu huat nguai bénh.

Muc tiéu: Mo t& trai nghiém cua ngudi bénh (NB) ngoai tru st dung dich vu chup cong hudng tu
(MRI) va xac dinh mot s6 yéu t6 lién quan tai khoa chédn doan hinh anh Bénh vién da khoa (BVDK)
quoéc té Vinmec Nha Trang nam 2023

Phudng phap nghién cudu: Nghién cuu st dung thiét ké cat ngang thu thap qua phiéu tu dién trong
2 thang (05-06/2023) trén 185 ngudi bénh ngoai tru st dung dich vu chup MRI tai BVDK qudéc té
Vinmec Nha Trang.

Két qua: Ty Ié danh gia tich cuc chung clia ngudi bénh ngoai tru st dung dich vu chup MRI dat
77,9%. Hai khia canh ma NB co ty |é danh gia tich cuc thdp nhét theo thu tu tu dudi lén la Trai nghiem
vé Qua trinh chup MRI (53,4%) va Trai nghiem vé Giao ti€p cta NVYT (74,6%). Con 4 khia canh con
lai vé trai nghiém déu co ty 1& ngudi danh gia tich cuc dat cao dao dong tu 80-88%. 91,4% NB co
mong mudn quay trd lai st dung dich vu tai BV. Vé yé&u t6 lien quan, cé BHYT va da tung chup MRI
cO mai lien quan ty 1& thuan vai TNNB chup MRI

Két luan: NB ngoai tri cé muc do danh gia rét tich cuc vé trai nghiéem chup MRI. Nghién ctu khuyén
nghi can tang cudng tu van va hé trg NB trudc va sau khi chup MRI.

Tt khoa: Trai nghiém nguai bénh, Ngoai tra, chup cong hudng tu, Bénh vien da khoa quéc té Vinmec
Nha Trang.
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1. DAT VAN DE

Trai nghiém ngudi bénh (TNNB - patient experience)
bao gém tat ca cac tuong tac gida NB va hé théng cham
soc suc khée bao gébm cac qui trinh, thuc hanh cham
soc cla nhan vién, co sd vat chat cia co sd y té cang
nhu cac thong tin lien quan dén qua trinh cham soc
ngudi bénh [7]. Chup céng hudng tu (MRI - Magnetic
Resonance Imaging) la mot trong nhing phuong phap
chdn doan hinh anh can lam sang hién dai va hiéu
qua, mang dén hinh anh ré nét va chan doan chinh
xac trong chdn doan cac bénh ly vé than kinh so nao,
cot s6ng, xuong khdp... [16]. Tuy vay, nhiéu NB co trai
nghiém chua tich cuc trong qua trinh chup MRI. Dau
tien, NB phai trai qua thoi gian nam béat dong trong
suét qua trinh chup keo dai trung binh 30 — 90 phut cho
mot lan chup [16]. Chi moét ci dong nhd cing co thé
khién toan bé hinh anh bi bién dang. Vi vay, nhiéu NB
chup MRI cam thay lo lang va héi chiing sg khong gian
kin (claustrophobia) [10], [18]. Trong nghién cuu cua
Funk E va céong su, nhiéu NB chup MRI c6 cam giac
maét kiém soat (cam giac bi méac ket, lac 16i trong thoi
gian va khong gian chat hep) [11]. NB c6 nhiéu cau
héi trong dau ma ho khong thé hoi trong qua trinh chup
[11]. Nghién cuu cling chira cac yéu t6 anh hudng dén
TNNB chup MRI nhu yéu t6 ca nhan (nhu dac diém lam
sang va tién su chup), yéu té thudc vé bénh vién (hoat
dong ho trg trong qua trinh chup nhu deo tai nghe, thé
hé may chup, v.v... ) va yéu t6é thudéc vé nhan vién y té
(hoat dong tu van trudc va sau khi chup MRI) [10], [11],
[18]. Hién tai, chua co nghién cuu & Viet Nam vé trai
nghiém cua ngudi bénh vai chup MRI.

Bénh vién da khoa (BVDK) quéc té Vinmec Nha Trang
la bénh vién thu tu trong Hé théng Y té tu Vinmec trén
toan qudc. Hién nay bénh vien co 01 may MRI (3 Tesla
cla hang GE) vadi khoang 20 luot dich vy chup hang
ngay. Du da tu van va ho trg nguoi bénh trudce khi chup
MRI, trai nghiém nguai bénh (NB) khi chup MRI van noi
rang ho luén cam thay lo lang, chua dugc tu van day
du va khong muén chup MRI vai 1an tham kham sau. Vi
thé&, chung téi thuc hién nghién cliu nay nham muc tiéu
mo t& trai nghiém cua ngudi bénh ngoai tru sd dung
dich vu chup cong hudng tu (MRI) va xac dinh mét s6
yéu 16 lien quan tai Bénh vién da khoa quéc té Vinmec
Nha Trang nam 2023.

2. PHUONG PHAP NGHIEN cUU

2.1. Thiét ké nghién cuu: Nghién cuu cat ngang

2.2. Thdi gian va dia diém nghién cdu: Tu thang 5
dén thang 6/2022 tai bénh vién da khoa qudc té Vinmec
Nha Trang

2.3. C6 mau, cach chon mau va tiéu chuan mau:

C6 méau: Ap dung cong thuc tinh ¢ mau cho mot ty e
cua quan thé cho tung huyén nghién cuu:

p(1—p)

n= le—a/z FE

Trong do:
n: ¢6 mau nghién cuu
p: 0,5 laty | ngudi bénh ngoai tru co6 trai nghiém
tich cuc vdi dich vu. Do chua c6 nghién cuu
tuong tu veé trai nghiem chup céng hudng tu tai

Viet Nam nén chon p = 0,5 dé co ¢cd méau Ién
nhat

d: sai s6 mong mudn. G day chung téi chon d =
7%

Z 1.on= 1,96 v3Gi hé s6 tin cay 95% va a = 0,05

Thay vao cong thuc va du tru 15% ti chéi, cd mau cudi
cung cua nghién cuu la 185 NB ngoai tru chup MRI.

2.4. Phuong phap thu thap

Bo6 cong cu dugc su dung trong nghién cuu dugc xay
dung dua trén can cu vao cac bo cong cu tai Viet Nam
va dac thu cua dich vu chup MRI, chung toi xay dung
b6 cong cu trong nghién cuu nay dua trén bo cong cu
lien quan nhu “Khao sat trai nghiém nguci bénh ngoai
tru” cua Huynh My Thu [4] va cac nghién cuu vé tréi
nghiém chup MRI & mét s6 khia canh nhu hai long va
sulolang chup MRI ctia Munn Z. [18], Evans R. [10] va
Hyde L. [12]. Cac bién s6 danh gia TNNB ndi tru bao
goém:

1. Trai nghiém vé Thu tuc — Quy trinh chuén bj chup
MRI

2. Trai nghiém vé Co sG vat chat

3. Trai nghiém vé Giao tiép cia NVYT

4. Trai nghiém vé Qua trinh chup MRI

5. Trai nghiém vé chi tra chup MRI

6. Trai nghiém trudc khi xuat vien
Céch tinh diém va phan loai

Cac cau hdi trai nghiem vé thdi gian dugc mo ta theo
nhu s6 lieu dinh luong. Cac cau hoéi TNNB bao gém 5
luya chon va danh diém tu 1-5 (1 va 2 diém cho lua chon
chua tich cuc, 3 diém cho lua chon Khéng cé y kién, 4
diém cho lya chon Tam chédp nhan va 5 diém cho lua
chon Tich cuc). Trai nghiém cua tung cau dugc chia
thanh:

Trai nghiém tich cucla NB tuong duong véi danh gia
Tich cuc (4 diém)

Trai nghiém chua tich cuc tuong duong véi danh gia
chua tich cuc (1-2 diém), tam chdp nhan (3 diém) va
khéng cd y kién (5 diém).
biém danh gia trai nghiem tich cuc cla tung khia canh
dugc danh gia dua trén diém trung binh trai nghiém cta
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cac cau thanh phan. Tuong tu, bd céng cu cing dudc
tinh trén diém trung binh trai nghiéem cua tung khia
canh. Diém trung binh nay dugc chia thanh 2 nhém:
Trung binh tu 4-5 diém la “trai nghiém tich cuc” va trung
binh <4 diém la “trai nghiém tiéu cuc”.

2.5. Phan tich sé liéu

S6 lieu duge xu ly va phan tich bang phan mém Stata
12. Ca théng ké mo ta dudc thuc hién.

2.6. Dao duc nghién cuu:

Nghién cuu da ducgc thong qua hoi déng dao duc
Trudng Dai hoc Y té cong cong (s6 157/2023/YTCC-
HD3).

3. KET QUA

3.1. Thong tin chung cua cac déi tugng nghién cuu

Béng 1. Ddc diém chung cta ngudi bénh ngoai tri chup MRI

Déc diém (N=185) Se 2;’;—’"9 T(V/o')e

o Tinh khac 65 35,1
Noi sinh song Tai Nha Trang 120 64,9
. Nam 97 52,4
Gidi tinh NG a8 476
18- 40 50 27,0

Nhém tuéi 41-60 88 47,6
Trén 60 47 22,8

THCS tré xuéng 30 16,2

Trinh d6 hoc van THPT 70 37,8
Trung céap tré lén 85 459

o Da két hon 152 82,2

Tinh trang hon nhan Chua keét hon/goa / ly di 33 17.8
Cong nhan/ Néong dan 23 12,4

Nghé nghiép Can bo nha nudc 29 15,7
Cong viec tu do/ Chua co viec lam 133 71,9

Ngheo/Can nghéo 4 2,2

Tinh trang kinh té Trung binh 145 78,4
Kha 36 19,5

Bang 1 cho thdy phan b8 kha déng déu ngudi bénh vé
gidi tinh nam va nt (52,4% la nam gidi so vai 47,6% la
nd gidi). B6i tugng nghién cuu chd yéu 6 nhom trung
nién 41-60 vai ty 1€ cao nhét véi hon 47,6%. Vé trinh do
hoc véan, déi tuong nghién cuu co trinh do tu THCS trd

xuéng chiém ty & thdp nhat (16,2%) con lai chu yéu la
nhom co trinh do trung cédp/cao dang/dai hoc (45,9%),
THPT (37,8%)

3.2. Thuc trang trai nghiém ngudi bénh

Bang 2: Trai nghiém chung ctia NB chup MRI tai BVDK quoéc té Vinmec Nha Trang

STT NGi dung trai nghiém (N=185) Chua tich cuc % Tich cuc %
1 | Trai nghiém vé Thu tuc — Quy trinh chudn bj chup MRI 18,3 81,7
2 | Trai nghiem vé Co sé vat chat 18,6 81,4
3 | Trai nghiém vé Giao tiép cua NVYT 25,4 74,6
4 | Trai nghiém vé Qué trinh chup MRI 47,6 53,4
5 | Trai nghiém chi trd chup MRI 12,1 87,9
6 | Trai nghiém tu van sau khi chup MRI 11,4 88,6
7 | Danh gia tich cuc chung vé BV 22,1 77,9
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Bang 2 cho thay toan b¢ trai nghiém chung cua NB
chup MRI véi tung khia canh chinh va ty 1& danh gia
tich cuc chung vé BV dat 77,9%. Hai khia canh ma NB
co ty & danh gia tich cuc thdp nhat theo thu tu tu dudi
len la Trai nghiem vé Qua trinh chup MRI (563,4%) va
Trai nghiem vé Giao tiép cua NVYT (74,6%). Con 4 khia
canh con lai vé trai nghiem déu co ty lé ngudi danh gia
tich cuc dat cao dao dong tu 80-88%.

Bang 3: Danh gia tich cuc chung vé bénh vién cua
NB chup MRI tai BVDK quéc té Vinmec Nha Trang

DPac diém (N=185) Chi sé
Panh gia tich cuc Trung binh 8,8
chung vé chup MRI Do lech chuén 0.6
Quay trd lai diéu tri/ Co 169 (91,4)

Bang 3 chi ra diém danh gia téng thé trung binh & muc
8,8 (do lech chudn 0,6). Vdi tiéu chi du kién quay tré lai
BV dé tiép tuc diéu tri néu tuong lai can st dung dich
vu thi c6 91,4% ddi tuong tra I6i ho cd mong muén quay
trd lai.

Bang 4: Méi lién quan gidia mét sé ddc diém nhan khau hoc ctia NB véi ddnh gia tich cuc chung

vé hoat déng chup MRI
TNNB OR 95% ClI p*
Pac diém nhan khau hoc Chua tich cuc Tich cuc KT?. KTC
dudi trén
n % n %
3 Nam 22 22,7 75 77,3 Nhom tham chiéu
Gidi tinh

No | 19 | 216 | eo | 784 | 107 | o053 | 214 | osse

THPT tré xuéng 24 24,0 76 76,0 Nhom tham chiéu

Trinh dé hoc ——

vén frungeap o | 47 20,0 68 800 | 126 | 063 | 255 | 0514

Tu <40wé | 16 | 320 | 34 | 680 Nhom tham chiéu

uol

>0t | 25 | 185 | 110 | 815 | 207 | 099 | 432 | oos

Tinh trang kinh Ngheof Trb‘?lp]% 37 248 112 752 Nhom tham chiu

t6

Knatrslen | 4 11,1 32 | 889 | 264 | 088 | 797 | oors

Khong 37 29,8 87 70,2 Nhom tham chiéu

BHYT

Co | 4 6,6 57 | 934 | 628 | 212 | 18 | <0,001

C6 kha nang chi Co | 85 | 204 | 121 | 776 Nhom tham chieu

tra MRI Khong | 6 207 | 23 | 793 | 111 | o042 | 294 | 08

Da tiing chup Chua | 3 | 323 | e | 677 Nhom tham chiéu
MRI Tung | 9 105 | 77 | 895 | 409 | 182 | 917 | <0,001

- <3lan | 39 | 241 | 123 | 759 Nhom tham chiéu

S6 lan chup MRI

>3lan | 2 8,7 21 913 | 333 | 075 | 1484 | 0097

Bang 4 cho thay mdi lien quan gitga TNNB tich cuc va
tinh trang nhan khdu hoc cuia ngudi bénh chup MRI tai
bénh vien. Cu thé, cé BHYT va da tung chup MRI co
y nghta théng ké vsi TNNB chup MRI. Cu thé, NB co
bao hiém vy té co ty e danh gia TNNB tich cuc cao hon
6,28 lan so voi nhom khong cé bao hiémy té& (p=0,000;
Cl95% = 2,12-18,58). Nhom da tung chup MRI co ty 1&

*p<0,05 — Co y nghia thong ké

danh gia TNNB tich cuc cao hon 4,09 lan so véi nhom
chua tung chup (p=0,000; CI95% =1,82-9,17).

4. BAN LUAN

Nghién cuu cho thay 77,9% NB co danh gia tich cuc vé
tradi nghiém ma ho da trai qua trong qua trinh st dung
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dich vu chup MRI. Béng thoi 91,4% déi tuong tra 16i ho
co mong mudn quay trd lai. Hai khia canhma NB co ty 1€
danh giatich cuc thdp nhat theo thu tu tu dudi lén la Trai
nghiém vé Qua trinh chup MRI (63,4%) va Trai nghiem
vé Giao tiep ctia NVYT (74,6%). Con 4 khia canh con lai
vé trai nghiém déu co ty l1é ngudi danh gia tich cuc dat
cao dao dong tu 80-88%. K&t qua nay cua chung toi rat
dang khich [& khi so sanh vaéi cac nghién cuu tuong tu
4 cac nudc khac. Nhing trai nghiém tiéu cuc co thé la
nhtng NB su dung dich vu chup MRI khong thich/ cam
thdy khong can cac khia canh cua quy trinh lam tang
chat luong hinh chup. Ngucdi dang chup MRI thudng
trai qua nhiéu cam xuc tiéu cuc, chang han nhu thiéu
kiém soat, sg bi giam cam, lo lang va mong muén trén
thoat. NB cing chia sé cam giac khi chup c6 thé thay
xau hé, thiéu su rieng tu [17]. Nghién cuu cta Funk E
va cong su chi ra rang TNNB chinh la cam thay mat
kiém soat (cam giac bi mac ket, lac I16i trong thai gian
va khong gian chat hep). NB c6 nhiéu cau hoi trong
dau ma ho khong hoi [11].

Theo hiéu biét cua chung toi, day la nghién ctu dau
tien ¢ Viet Nam danh gia cac khia canh cua trai nghiem
chup MRI cho ngudi bénh ngoai tru. Truéc day, cac
nghién cuu va khao sat TNNB thuong thuc hién trén déi
tuong NB kham ngoai tru hoac NB naéi tra [1], [2], [15].
Vi thé nghién clu nay giup cung cdp nhiéu thong tin
han, cé thé can, do, dong, dém dugc lién quan tsi viec
cung cép dich vu chup MRI. Banh gia TNNB clng can
két hop ca khao sat muc do hai long cua NB vi day la
hai hoat dong céan thiét trong né luc chuyén déi chat
luong phuc vu theo huéng ldy NB lam trung tam. Su
két hgp nay chac chan sé gilp cho hoat dong cai tién
chat luong BV ngay cang co hiéu qué thiét thuc hon
[13], [15].

Phan tich mdi lien quan tdi trai nghiém cua NB cho
thay co BHYT va da tung chup MRI c6 y nghia théng
ké voi TNNB chup MRI. Cu thé, NB co bao hiém y té co
ty 1é danh gia TNNB tich cuc cao hon 6,28 1an so véi
nhom khong co bao hiémy té (p=0,000; C195% = 2,12-
18,58). Nhom da tung chup MRI co ty 1€ danh gia TNNB
tich cuc cao hon 4,09 lan so véi nhém chua tung chup
(p=0,000; CI95% =1,82-9,17). Két qua nay cung tuong
déng cac NC khac khi kha nang chi tra hay st dung
bao hiémy t& déu cé anh hudng téi TNNB tich cuc hoac
khong tich cuc [14].

Cac yéu t6 nhan khdu hoc khac bao gébm muc do nang
cua bénh, két qua chup, tinh trang kinh té va kha nang
chi tra chua dudc chira trong phan tich thong ké nhung
nhing yéu t6 nay ctng duoc dé cap trong nhiéu NC
tuong tu tai Viet Nam va trén thé gidi [9]. Khong co bao
hiémy t&, khong co kha nang chi tra, thai gian nam vien
lau déu la cac yéu t6 anh hudng tai TNNB thiéu tich cuc
[14], [19]. NB co6 bénh ly phuc tap, mac nhiéu bénh
hoac yéu té tam ly vé bénh tat cling la déi tuong can luu
y Vi ho thudng co trai nghiém kéem tich cuc hon nhom
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con lai [9]. Vé tinh trang kinh té cang nhu kha nang chi
trd, BVDKQT Vinmec Nha Trang la BV tu nén chi phi
cang cao hon so vaéi cac BV tuyén dudi va BV cong lap
khac trén dia ban. Do vay khi tén chi phi diéu tri, nhém
tu co kha nang chi tra sé khong bi ganh nang ap luc
nhu nhém phai vay mugn, day co thé la yéu té lién quan
truc ti€p toi trai nghiém cda ngudi bénh. Chi phi y té
cao co thé gay ra tham hoa vé tai chinh cho NB va gia
dinh ho. Trong cac NC khac, trai nghiem vé chi phiy té
thuang coé diém sé thdp nhét trong cac khia canh danh
gia TNNB [3], [5], [6], [8].

5. KET LUAN

Nghién cuu vé trai nghiém ngudi bénh ngoai trd su
dung dich vu MRI tai Khoa chén doan hinh anh, BVDK
qudc té Vinmec Nha Trang nam 2023 dugc tién hanh
véi téng s6 mau déi tugng nghién cuu la 185. NB co
ty lé danh gia tich cuc vé trai nghiém st dung dich vu
chup MRI dat 77,9%. 91,4% NB tr& I16i c6 mong mudén
quay trd lai. Hai khia canh ma NB ngoai trd co ty Ié danh
gia tich cuc thap nhat theo thu tu tu dudi 1&n la Trai
nghiém vé Qua trinh chup MRI (53,4%)va Trai nghiém
vé Giao tiép ctua NVYT (74,6%). Con 4 khia canh con lai
vé tradi nghiém déu co ty 1é ngudi danh gia tich cuc dat
cao dao dong tu 80-88%. Vé yéu té lien quan, cé BHYT
va da tung chup MRI co mdéi lien quan ty lé thuan vdi
TNNB chup MRI.

Dua trén két qua nghién cuu, bénh vien va khoa chén
doan hinh anh can tang cudng tu van va hé trg NB trudc
va sau khi chup MRI (uu tien nhom NB khong cé BHYT
va NB chua tung st dung dich vu chup MRI do day
la nhém thudng co ty 1é trai nghiém chua tich cuc cao
hon). Bénh vién can tang cuong giam sat dam bao chi
dinh dung cho chup MRI va tang cudng dao tao va tap
hu&n cho NVYT vé tang cudng chup MRI.
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