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ABSTRACT

Objective: This study aimed to assess the experiences of patients and their family members during
otorhinolaryngology consultations at the General and Occupational Health Outpatient Clinic.

Subjects and methods: A cross-sectional descriptive study was conducted on 242 patients and
accompanying family members aged 18 years and older who received otorhinolaryngology services
at the clinic in 2024. The survey instrument was adapted from the SOPEQ tool developed by Eliza
Lai-Yi Wong et al (2014), with modifications and additions to suit the specific context of the clinic.
The questionnaire comprised 10 dimensions and 44 items, with a Cronbach’s alpha reliability
coefficient of 0.962.

Results: Among the participants, 55.4% were male, and 77.4% lived within 5 kilometers of the clinic.
The overall positive experience rate was 94.2%. The highest-rated experience dimension was the
consultation process (96.5%), while the lowest was the experience upon leaving the clinic (90.9%).
The proportion of participants who were willing to return or recommend the service to their relatives
was 95%.

Conclusion: There is a need to further enhance patient and family experiences at the clinic. The
study also recommends conducting future qualitative studies and regular surveys to continuously
evaluate and improve service quality.

Keywords: General and Occupational Health Outpatient Clinic, outpatient experience, Hanoi
Medical University, otorhinolaryngology.
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TOM TAT
Muc tiéu: Nghién ciru nhdm danh gia trai nghiém cua nguoi bénh va ngudi nha khi kham tai mii
hong tai Phong kham Pa khoa va Kham bénh nghé nghiép.
Poi twong va phwong phap: Nghién ctru m6 ta cit ngang dugc tién hanh trén 242 nguoi bénh va
nguoi nha la nhirng nguoi trén 18 tudi dd kham tai mii hong tai phong kham trong nam 2024. Bo
cong cu dugc st dung dq'a trén b(:) cong cu SOPEQ cﬁg Eliza La}i—Yi Wong va cong su (2014), sau
khi dugc chinh stra va b6 sung d€ phu hop voi dac diém thyc t€ cua phong kham. B céu hoi bao
gom 10 yéu to va 44 tiéu muc, do tin cay qua chi s6 Cronbach’s alpha dat 0,962.
Két qua: Dbi tugng nghién ciru chiém 55,4% 1a nam, khoang cach tir nha dén phong kham duéi 5
km chiém 77,4%. Trai nghiém tich cuc chung cta doi twong nghién ctru dat 94,2%, trong d6 trai
nghiém trong qua trinh thadm kham dat murc cao nhit (96,5%), trong khi trai nghiém khi ro1 khoi
phong kham thap nhét (90,9%). Ti 1¢ ngudi tham gia sin sang quay lai hodc gidi thiéu cho ngudi
than la 95%.
Két luan: Can c6 giai phap tiép tuc tang cuong cai thién trai nghiém cua nguoi bénh va nguoi nha
tai phong kham. Dong thoi, nghién ctru khuyén nghi tién hanh cac nghién ctru dinh tinh va khao sat
dinh ky trong tuong lai dé lién tuc danh gid va nang cao chat lugng dich vu.
Tir khéa: Phong kham Pa khoa va Kham bénh nghé nghiép, trai nghiém ngudi bénh ngoai tru,

Truong Pai hoc Y Ha Néi, tai miii hong.

1. PAT VAN PE

Trai nghi€m cia nguoi bénh dugc xem 1a mot trong ba
tru ¢t quan trong quyét dinh chat luong cham soc sic
khoe, bén canh hiéu qua lam sang va an toan nguoi
bénh [1]. Viéc danh gié trai nghiém c6 vai trd thiét yéu
dbi véi ca nguoi bénh (gitp ting mirc df tuén thu diéu
tri, cai thién két qua 1am sang) 1an co s& y té, nham phat
hién va khic phuc nhirng han ché, nang cao chat lugng
dich vu [2]. Tai Viét Nam, tuy dd c6 mot sé nghién ctru
vé trai nghiém nguoi bénh ndi trii, nhung khao sat trai
nghi€m cua nguoi bénh ngoai trl, dac biét trong linh
vuc tai mii hong, con rat han ché. Trong sé 4 nghién
ctru vé linh vuc nay ma chdng t6i dugc biét, c6 3 nghién
ctru cia Huynh My Thu (2020) [3], Lé Thi Quynh Nga
(2021) [4] va Tran Minh Tuan (2022) [5].

Do anh hudng cua khi hau néng am, 6 nhiém dan toi sy
gia tang cac bénh tai miii hong tai Viét Nam. Theo $6
lidu thong ké ciia BO Y té, cac bénh ly tai miii hong
chiém khoang 15% tong s6 kham bénh tai cac co s6 y

*Téc gid lién h¢

té [6]. Pay la cac bénh thuong gap, it nguy. hiém tinh
mang, do do ti 1€ dleu tri ngoai tri chiém phan 16n, tuy
nhién thong tin vé trai nghiém ctia ngudi bénh va ngudi
nha khi kham tai cic co so'y té chua duge danh gia dy
du.

Phong kham Pa khoa va Kham bénh nghé nghiép thudc
Vién Pao tao Y hoc du phong va Y té cong cong,
Truong Pai hoc Y Ha Noi duoc BO Y té phé duyét thuc
hién 436 k¥ thuat, trong d6 c6 kham chuyén khoa tai
miii hong. Trung binh phong kham tiép don tir 20-30
luot ngudi bénh mdi ngay. Cau héi duoc dit ra 1a trai
nghiém cua nguoi bénh, ngudi nha kham tai mii hong
tai phong kham nay nhu thé nao?

Xuét phat tir thyc tién trén, ching t6i tién hanh nghién
ctru vé trai nghiém ctia ngudi bénh, ngudi nha kham tai
miii hong tai Phong kham Pa khoa va Kham bénh nghé
nghiép cua truong Pai hoc Y Ha Noi nam 2024 véi muc
tiéu mo ta trai nghiém cua ho khi kham tai miii hong tai
co so'y té nay.
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2. POI TUONG, PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ciru
Nghién ctru mo ta gét ngang tai Phong khadm Pa khoa
va Kham bénh nghé nghiép, Truong Pai hoc Y Ha Noi
(35 Lé Van Thiém, quan Thanh Xuan, Ha N6i) nam
2024.
2.2. Pbi twong nghién ciru
Nghién ctru thye hién trén ngudi bénh/ngu’éﬁ nha > 18
tudi sir dung dich vy kham tai miii hong, dong y tham
gia nghién ctru.
2.3. Thoi gian va dia diém nghién ctru
Nghién ctru dugc thyuc hién tir thang 6/2023 dén théng
6/2024 tai Phong kham Pa khoa va Kham bénh nghé
nghi¢p, Truong Pai hoc Y Ha Noi.
2.4. C& miu va phwong phap chon miu
Ap dung cong thic chon mau cho mot ti 1¢;
p(1-p)

dz
Trong dé: n 1a c& mau tbi thiéu can dat trong nghién
cuu; Z,Zl- w2 1& mirc d6 chinh xac ctia nghién ctru can dat
du kién 95% (a = 0,05), g@é tri Z = 1,96 thu duoc tir
bang Z; d 1a sai s6 tuyét doi; p la ti 1& ude tinh nguoi
bénh ¢o trai nghiém tich cyc.

n = ZZ1— a2

C& mau tdi thiéu tinh toan dwoc 1a 227 ngudi dya trén
ket qua trai nghiém ngudi bénh ngoai tru tich cuc cia
Bénh vién quan Thua Pic nam 2020 la 82% [3]. Trén
thuc t€ c6 242 doi tugng tham gia nghién cuu.

Phuong phap chon mau: chon mau toan b ngudi bénh,
nguoi nha (dat ti€u chuan lya chon) dén kham tai miii
hong tai phong kham trong thoi gian nghién ctru.

2.5. Bién s6 nghién ciru

Nghién ciru thu thap thong tin c4 nhan (tudi, gidi tinh,
nghé nghiép, hoc van, thu nhédp, quing duong, thoi
gian, phuong tién dén phong kham, s6 lan kham, kénh
thong tin, doi tugng sir dung dich vy).

Bién sd, chi s6 duoc chia theo 10 yéu td trai nghiém
(trudce khi dén, dén phong kham, méi truong, tuong tac
véi bac si, tham kham/thu thuat, cung cap thong tin/ho
trg, mua/nhén thuoc, chi phi y t&, ro1 khoi phong kham,
trai nghiém chung).

B cong cu SOPEQ cua Eliza Lai-Yi Wong va cdng sy
(2014) gom 10 yéu t6, 47 tiéu muyc (diéu chinh con 44
tiéu muc; do tin cdy Cronbach’s alpha = 0,962), chia
thanh 2 phan: phan I (13 cu) thu thap thong tin chung,
phan II (44 tiéu muyc) danh gia trai nghiém.

2.6. Phwong phap thu thép sb liéu

5 diéu tra vién dwoc tap huin 1 ngay, diéu tra thir 30
phiéu dé hiéu chinh céng cu trude khi thu thap chinh
thire. Diéu tra vién mic thuong phuc, phong van truc
tiép nguoi bénh/ngudi nha sau kham. Khao sat dién ra
tir thir 2 dén sang chu nhat, khung gio 8-11 gio va 14-
17 gio, dén khi du sd phiéu.
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2.7. Phan tich sb liéu

Nhap s6 liéu, 1am sach sb liéu bang phan mém Epidata
3.1 va xir 1y s6 liéu bang phan mém SPSS 20.0. Thong
ké md ta bang phan phdi tan suét, ti 1& va diém trung
binh nhim mé ta dic diém chung va mic d trai
nghiém theo thang Likert 5 mtrc (1-3 diém 1a “chua tich
cuc”, 4-5 diém 1a “tich cuc”).

2.8. Pao dirc nghién ciru

Pbi tugng duge giai thich diy du vé muc dich cua
nghién ctru va tu nguyén tham gia nghién ctru. Thong
tin ctia dbi tugng nghién ctru duoc bao mat va chi ding
cho muc dich nghién ctu. Thong tin thu thap trung
thuc, khach quan. Cac két qua nghién ctru s& duoc
thong bao cho co s& noi tién hanh nghién ciru va cé
nhing khuyén nghi thich hop.

3. KET QUA NGHIEN CUU
Bdng 1. Thong tin ciia doi twreng nghién cieu (n = 242)

< ez S6 | Tilé
Dac diém lwong | (%)
> 30 tudi 119 | 49,2
<30 tudi 123 | 50,8
Tuoi Trung binh (tudi) 30,19+9,7
(tudi)
L Nam 134 | 55,4
Giéi tinh
N 108 | 44,6
< :I'rung hoc pho 50 20,7
théng
Trinh d6 hoc - Z
vén Baihoc, trung cap, | 151 | g7 4
cao dang
Sau dai hoc 41 16,9
Can b0 nha nudc 46 19
Lao dong tu do 39 16,1
Hoc sinh, sinh vién 7 29
Ngh€ nghi€p | Noi tro 33 | 13,6
Huu tri 29 12
Nh\an vién van 88 36,4
phong
ca nhan Trén 20 tridu/thang | 137 | 56,6
Dudi 1 km 17 7
Quang duong |y 1.5 km 180 | 74,4
tir nha dén -
ph(‘)ng kham T 5-10 km 40 16,5
Trén 10 km 5 2,1
. . Oto 76 31,4
Phuong tién di s "oy 157 | 64.9
chuyén
bi bo 9 3,7
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— Sé | Tile | Nhdn xét: Trong 242’d6i tuong tham gia nghién ctru,
Dic diem lwong | (%) | tudi trung binh cua ddi tuong 1a 30,19 £ 9,7 tudi; ti 18
‘ doi tugng > 30 tudi (49,2%) va < 30 tuoi (50,8%). Ve

Thoi gian di | Trén 30 phat 67 | 27,7 | gi6i tinh, nam gioi chiém da s6 (55,4%).
chuyén Dusi 30 phut 175 | 72,3 Trinh d6 hoc van cua da sé do6i tuong 14 dai hoc, trung
S6 1an st dung |Lan diu 139 | 57,4 cép, cao dang (62,4%). V& nghé nghiép, can bo nha
dich vu tai — nuée chiém ti 18 cao nhét (19%). Thu nhap cua dbi
phong kham | Nhicu lan 103 | 42,6 | twong trén mirc 20 triéu dong/thang chiém ti 18 cao
0,
Nguoi than, gia 72 298 (56"6@' . .
dinh : Phan 16n doi tugng (74,4%) ¢6 quang duong tur nha dén

Ban bé, ngudi quen | 68 | 28.1 phong kham trong khoang tir 1-5 km. Phuong tién di

Biét dén phong i chuyén phd bién nhit 1a xe may (64,9%). Da s6 dbi
kham qua Nhén vién y té 19 7,9 tuong c6 thoi gian di chuyén dudi 30 phat dé gien phong
phuong tién Internet 42 17,4 kham (72,3%). Hon mét nua (57,4%) la lan dau su

dung dich vu tai phong kham. Vé cach biét dén phong
41 16,9 khadm, nguoi thér}/gia dinh (29,8%) va ban bé/nguoi
quen (28,1%) chiem ti 1€ cao.

Bién quang cdo cuia
phong kham

Trai nghiém chung vé phong kham [ 04,2
Trai nghiém khi roi khoi phong kham [N <09
Trai nghi¢m vé chi phi y té tai phong kham _ 95,0
Trai nghiém vé mua/nhan thubc _ 94,9
Trai nghiém vé cung cép thong tin va dich vu hd trg _ 95,2
Trai nghiém trong qua trinh tham khém va thuc hién _ 965
tha thuat :
Trai nghiém vé tuong tac véi bac si [N o555
Trai nghiém vé moi truf:(rrl]g, co s6 vat chat cta phong _ 91.2
am

Trai nghiém khi dén phong kham [N 03,7
Trai nghiém true khi dén phong kham [ 04,0

88 89 90 91 92 93 94 95 96 97
Ti 1€ trai nghiém tich cuc (%)

Biéu dé 1. Ti 1é ngwoi bénh co trai nghigm tich cuc (n = 242)

Nhdn xét: Biéu d6 1 cho thdy, ti I¢ trai nghiém chung vé phong kham Ia 94,2%. Qua trinh thdm kham va thuc hi¢n
thu thuat 1a yéu t6 c6 ti 1€ trai nghiém tich cuc cao nhat, khi roi khoi phong kham cé ti 1€ trai nghiém tich cuc thap

nhét (90,9%).
>
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5,8%

® Tich cuc

® Chua tich cuc

Biéu do 2. Trdi nghiém chung vé phong khdm
ciia ngwoi bénh, ngwoi nha (n = 242)

Nhdn xét: Biéu d6 2 cho thdy, c6 94,2% nguoi bénh,
nguoi nha cé trdi nghiém tich cuc chung v€ phong
kh&m tai miii hong.

Nhdn xét: Biéu dd 3 cho thay, c6 95% ngudi bénh,
nguoi nha c6 y dinh quay lai hodc gidi thiéu cho nguoi
quen v€ phong kham tai miii hong.

4. BAN LUAN

Trai nghiém ciia nguoi bénh, ngudi nha 1a mot yéu to
dong vai trd quan trong viéc danh gia chét lugng dich
vuy té. Nghién ctru thyc hién trén 242 dbi tuong tai
Phong kham Pa khoa va Kham bénh nghé nghiép,
Truong Pai hoc Y Ha Noi cho théy ddi tuong c6 do
tudi trung binh 14 30,19 £ 9,7, dao dong tir 18-79 tudi;
nam gidi chiém uu thé (55,4%). Day c6 thé 1a biéu hién
gian tiép cho thiy nam gigi dé mic cac vin dé lién quan
t6i tai miii hong hon so voi nit gidi, c6 thé do dic thu
nghé nghiép (tiéng dn, khéi bui, khoi thudc), 16i séng,
cling nhu murc d6 cha dong hon trong viée tiép can y té
trong nhém lao dong. Quan sat nay dong thuan véi
nhiéu nghién ciru cho thay ti 16 mac cac bénh tai mii
hong thudong cao hon ¢ nam gidi.

Vé mat xa hoi hoc, ph?m 16n ¢6 trinh d dai hoc, trung
cip, cao dang (62,4%), va hon mot nira c6 thu nhép trén
20 triéu dong/thang (56,6%), mot chi bao tich cuc phan
anh mirc do tiép can dich vu y té chét luong cao trong
nhom dan s6 c6 diéu kién kinh té va tri thire nhat dinh.
Két qua nay twong dong véi nghién ctru cia Huynh My
Thu ndm 2019, khing dinh vai tro ctia yéu t6 kinh té -
xa hdi trong hanh vi cham séc strc khoe [3]. Bén canh
do, vi tri dia 1y thuan tién cling dong vai tro quan trong
trong vi€c thu hit nguoi bénh: 74,4% séng trong ban
kinh duéi 5 km tmh tur phong kham. Dleu nay mot lan
nira ching minh tAm quan trong cua yeu t6 “sdn co”
(availability) va “kha nang tiép can” (accessibility)
trong mo hinh 5A cta chét lugng dich vu y té.

Két qua nghién ciru cho thdy 94,2% ngudi bénh va
nguoi nha cé trai nghi€ém chung tich cuc tai phong
kham, phan anh mirc 6 hai 1ong cao cua nguoi st dung
dich vu. Két qua niy cao hon so véi cac nghién ctru
trude ddy tai Viét Nam nhu Tran Minh Tuén (61%) [5],
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Chua tich
cuc 5%

Biéu d6 3. Ti Ié ngwoi bénh, ngwoi nha cé y dinh
S€ quay lai, givi thi¢u cho nguwoi quen (N = 242)

Huynh M¥ Thu (82%) [3] hoac Lé Thi Quynh Nga va
cong su (84,79%) [4]. Day 1a mot két quia dang ghi nhan
trong bdi canh nganh y té dang chuyén huéng manh mé
tir 1y nhéan vién y té 1am trung tim” sang “lay ngudi
bénh lam trung tam”, noi sy hai long, ton trong va d(“mg
hanh cung nguoi bénh 1a trong tam.

Trai nghiém trong qua trinh tham kham dugc danh gia
tich cuc nhit (96,5%), diéu nay co thé dén tir viée ngudi
bénh cdm nhan 16 vai trdo chuyén moén, sy tap trung va
hiéu qua truc tiép trong viéc giai quyét vin dé stc khoe
giai doan nay. Két qua nay twong dong so véi nghién
ctru cia Trinh Thi My Dinh tai Phong ti€ém chiing co s¢
2, Truong Dai hoc Y Ha Noi nam 2022 [7], trong do
tuong tac voi bac si(95,5%) va cung cap thong tin, dich
vu hd trg (95,2%) cho thiy ngoai van dé vé chuyén
moén, ngudi bénh cling cdm nhén dugc sy quan tim,
giao tiép r0 rang va thai d6 phuc vu tan tinh. Trong cac
dich vu hudng téi nguoi bénh, khong thé c6 sy hoan
hao tuyét dbi do cac anh huong tir yéu té da chiéu tir
ban than nguoi bénh, k§ nang va thai d6 nhan vién y té
kém theo cac yéu t6 khach quan.

Trong khi d6, trai nghiém khi ro1 khoi phong kham chi
con 90,9%. Theo Iy thuyét “Peek end Rule” cia
Kahneman D va cong su [9], trai nghiém ctia con ngudi
thuong bi anh huong nhiéu nhat boi thoi diém dinh
diém (tich cuc hodc tiéu cuc) va thoi diém két thuc.

Nguoi bénh co thé khong c6 co hoi chia sé nhimng
vuéng méc cudi cung, nhu chua r6 cach ding thudc,

chi dinh, hoic gap van dé hanh chinh, diéu nay cho thiy
viéc khong c6 kénh tiép nhan phan hoi cé thé khién co
sO'y té bo 1§ co hoi cai tién dich vu. Phong kham da ghi
nhan va nén trién khai mo hinh “Exit Interaction” twong
tac khi nguoi bénh roi co s, tao tién dé cai tién chat
lugng kham chira bénh hon nira trong tuong lai.

Xét vé moi trudng co s vat chat, su hai 1ong 1a 91,2%,
bao g(‘Sm khong gian vat 1y, co sd ha téng, khu vuc cho,
vé sinh va céac tién nghi hd trg. Pay la nhing diém
thuong bi danh gia thip hon so véi cac khia canh
chuyén mén [10]. Mic du muc do tich cyc van cao,
nhung két qua nay chi ra ring khu vuc khong gian cho,
phong vé sinh, ¢6 thé chua dép ung ky vong clia mot
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bd phan nguoi bénh, nhat 1a khi so véi chuan myc cua
cac co sO'y té tw nhan hoac quoc te.

Két qua nghién ctru cho thdy c6 dén 95% nguoi tham
gia san sang quay lai hodc gi6i thiéu cho nguoi than,
ban bé str dung dich vu cia phong kham. Ti I¢ nay vuot
xa muc trung binh ctia nhidu nghién ctru trong va ngoai
nuéce, dao dong tir 85%-90% & cic co so y té co chat
luong dich vu tét [11]. C6 thé thdy co so da tao dung
niém tin bén viing cua nguoi bénh danh cho co so0,
nhung viéc duy tri va phat huy két qua nay 1a mot thach
thirc cho Phong kham bénh da khoa va kham bénh nghé
nghiép Truong Pai hoc Y Ha Noi.

5. KET LUAN

Da s6 ngudi bénh va nguoi nha 6 trai nghiém tich cuc
khi kham chira bénh tai Phong kham Pa khoa va Kham
bénh nghé nghiép Truong Dai hoc Y Ha Noi véi ti 1€
trai nghiém tich cuc 1a 94,2%. Ti 1¢ tich cuc vé tuong
tac voi bac si (95,5%) va cung cap thong tin, dich vy
hd trg (95,2%). Ti 1¢ ngudi tham gia sin sang quay lai
hodc gidi thiéu cho ngudi than (95%). Tuy nhién, van
con mot s6 yéu td can cai thién nhur trai nghiém khi ro1
khoi phong kham va moi truong co s¢ vat chat. Viéc
duy tri chét lugng chuyén mén va nang cao dich vu hd
trg s& gop phan nang cao sy hai 10ng cua ngudi bénh
trong tuong lai.
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