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ABSTRACT

Objective: To analyze factors associated with the experience of patients and caregivers utilizing
otorhinolaryngology services at the General and Occupational Health Clinic, Hanoi Medical
University, in 2024.

Method: A cross-sectional descriptive study was conducted on 242 individuals aged 18 and
above, including both patients and caregivers who visited the otorhinolaryngology department
of the clinic from June 2023 to June 2024. Data were collected using a structured questionnaire
adapted from the SOPEQ instrument (Eliza Lai-Yi Wong et al., 2014), modified to 44 items with
a Cronbach’s alpha reliability of 0.962. Data were analyzed using SPSS 20.0 with descriptive
statistics and multivariate logistic regression; statistical significance was set at p < 0.05.

Results: The overall satisfaction rate was 94.2%. Men were more likely to report positive
experiences both before arriving at the clinic and overall compared to women (OR = 3.44 and
OR = 3.13, respectively). Participants with a monthly income of less than 20 million VND/
month reported more positive experiences regarding the clinic’s environment and facilities than
those with an income of 20 million VND/month or higher (OR = 2.09; p = 0.01). Patients who
had visited the clinic multiple times had more positive interactions with doctors than first-time
visitors (OR = 2.45; p = 0.04). Patients who directly used the services had better experiences
than accompanying family members during both the examination process (OR = 3.81) and
overall experience (OR = 2.10; p = 0.045).

Conclusion: Patient experience was influenced by gender, income, number of visits, and user
role. Improving patient experience should focus on enhancing physician - patient communication
, optimizing the clinical environment, and ensuring continuity of care to strengthen service
quality.

Keywords: General and occupational health clinic, outpatient experience, Hanoi Medical
University, otorhinolaryngology.
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TOM TAT
Muc tiéu: Phan tich mot s yéu td lién quan dén trai nghiém ctia nguoi bénh va ngudinha khi st

dung dich vy kham tai miii hong tai Phong kham Da khoa va Kham bénh nghé nghiép, Truong
Pai hoc Y Ha Noi nam 2024.

Phwong phap: Nghién ctru mé té’cét ngang duoc thuc hién trén 242 ddi tuong tir 18 tudi tré
1€n, 1a nguoi bénh va ngudi nha dén kham chuyén khoa tai mii hong tai phong kham tir thang
6/2023 dén thang 6/2024. Dt liéu duoc thu thép béng bang héi dua trén bd cong cu SOPEQ
(Eliza Lai-Yi Wong et al, 2014), diéu chinh con 44 tiéu muc, v6i d9 tin cdy Cronbach’s alpha =
0,962. S liéu dugc phan tich bang phan mém SPSS 20.0; str dung thong ké mé ta va hoi quy
logistic da bién v6i ngudng y nghia thong ké p < 0,05.

Ket qua: Ti 1¢ hai long chung la 94,2%. Nam g101 c6 kha nang trai nghiém tich cuc trudc khi
dén phong kham va Ve tong thé cao hon nir gidi (OR = 3, 44 va OR = 3,13 twong ung). Nhom
thu nhap < 20 triéu dong/thang c6 trai nghiém tich cuc vé moi truong, co sG vat chat cao hon
nhom thu nhép > 20 triéu dong/thang (OR =2,09; p=0,01). Ngudi bénh da dén kham nhiéu lan
c6 tuong tac tich cuc hon voi béc si so voi ngudi kham lan dau (OR 2,45; p = 0,04). Nguoi
tryc tiép sir dung dich vu c6 trai nghiém t6t hon nguoi nha trong ca qua trinh kham (OR=3,81)
va trai nghiém tong thé (OR = 2,10; p = 0,045).

Ket luan: Trai nghlem cua nguoi bénh chiu anh hudng boi cac yeu t6 nhur glO’l tinh, thu nhép,
s6 1an kham va vai tro tiép can dich vu. Cai thién trai nghiém can tap trung vao giao tlep bac
sT - nguoi bénh, moi trudng kham va tinh lién tuc trong cham soc, nham nang cao chét luong
dich vu trong tuong lai.

Tir khéa: Phong kham da khoa va kham bénh nghé nghiép, mdi lién quan trai nghiém nguoi
bénh ngoai tru, Truong Pai hoc Y Ha Noi, tai miii hong.

1. PAT VAN PE

Trong nhiing nim gan ddy, cai thién trai nghiém ngudi
bénh da tr¢ thanh mot trong nhiing uwu ti€n hang dau trong
chién lugc nang cao chét luong dich vu y t& cua Vict Nam.
Theo Quyet dinh s6 2151/QD-BYT ngay 04/6/2015 clia
Bo Y té vé d6i moi phong cach, thai d¢ phuc vy huéng t6i
su hai long cua nglrorl bénh, cac co so'y t& khong chi can
dam bao hi€u qua chuyén moén ma con phai nang cao su
hai long va trai nghiém tich cuc ctia nguoi st dung dich
vu [1].

Mot khao sat quic gla nam 2021 cho thay, du ti 1€ hai long
cla nguoi bénh tai cac bénh vién tuyén trung wong dat

*Tac gia lién h¢

khoang 85,3%, nhung nhiéu khia canh nhu thoi gian cho
kham, tlrorng tac voi nhan vién y té, va sy minh bach trong
thong tin van chua dap ung dugc ky vong ngay cang cao
ctia ngudi dan [2]. Phong kham Da khoa va Kham bénh
nghé nghiép thudc Truong Pai hoc Y Ha Noi [a mot trong
nhimg don vi c6 chirc ndng kham, tu van va giam dinh sirc
khoe nghé nghiép cho nhiéu nhém lao dong khac nhau,
trong do chuyen khoa tai miii hong la mot trong nhing
chuyén khoa c6 sb lwong bénh nhan dong, véi dic dlern
bénh 1y da dang, thuorng kéo dai va anh hudng truc tlep
dén chat luong cudc sdng ngudi bénh. Nghién ctru cua
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Redding T.S va cong su & Hoa Ky cho thdy, ¢ nhimg lugt
kham chuyén khoa tai miii hong mdi 10 phut cho thém
lam giam dén 43,4% kha nang hai 1ong ctia ngudi bénh (p
<0,001). Ngoai thoi gian cho doi, giao tiép va thai do cua
nhén vién y té, cling v6i chét luong co so vat chat va su
hop 1y trong quy trinh kham bénh ciing dugc xac dinh la
nhing yéu t6 quan trong anh huong dén trai nghiém tong
thé ctia ngudi bénh [3].

Trong bdi canh Viét Nam, noi chat lugng dich vu y té ngay
cang dugc nguoi dan quan tam va ky vong cao hon, thi
viéc phén tich cac yéu t anh huong dén trai nghiém nguoi
bénh tai Phong kham Pa khoa va Kham bénh nghé nghiép,
Truong Pai hoc Y Ha Noi 1a rat can thiét. Vi vay, chung
t6i tién hanh nghién ctru nay voi myc tiéu: phan tich mot
s0 yéu td lién quan dén trai nghiém ctia nguoi bénh, nguoi
nha kham tai miii hong tai Phong kham Pa khoa va Kham
bénh nghé nghiép, Truong Dai hoc Y Ha Noi.

2. POITUQNG VA PHUONG PHAPNGHIEN CUU
2.1. Thiét ké nghién ciru

Nghién ctru mé ta cat ngang tai Phong kham Da khoa
va Kham bénh nghé nghiép, Truong Pai hoc Y Ha Noi
(35 Lé Van Thiém, Thanh Xuan, Ha Noi) nam 2024.

2.2. Poi twgng nghién ctru

Nghién ctru thye hién trén nguoi bénh/nguoi nha > 18
tudi st dung dich vu kham tai miii hong, dong y tham
gia vao nghién cuu.

2.3. Thoi gian va dia diém nghién ctru

Nghién ciru dugc thuc hién tir thang 6/2023 dén thang
6/2024 tai Phong kham Da khoa va Kham bénh nghé
nghiép, Truong Pai hoc Y Ha Néi.

2.4. C& miu va phuong phap chon miu

- Ap dung céng thic chon mau cho mot ti 1é:

p(1 -p)

Trong do:
+n 13 ¢& mau toi thiéu can dat trong nghién ciru;

+27?, ,1amuc do chinh x4c ctia nghién ctru can dat du

kién 95% (0.=0,05), gia tri Z = 1,96 thu duoc tir bang Z;
+d 1a sai sb tuyét dbi:
+ p la ti 1€ udce tinh ngudi bénh c6 trai nghiém tich cuec.

C& mau tdi thiéu tinh toan duoc 1a 227 nguoi dua trén
ket qua trai nghiém nguoi bénh ngoai tra tich cuc cua

m 90 www.tapchiyhcd.vn

Bénh vién quan Thu Ptc nam 2020 1a 82% [4]. Trén
thuc té c6 242 dbi tuong tham gia nghién ctru.

- Phuong phéap chon mau toan by ngudi bénh, ngudi
nha (phi hop véi tidu chuan lya chon) dén kham tai
mii hong tai phong kham trong thoi gian nghién ctu.

2.5. Bién s0 nghién ciru

Nghién ctru thu thap thong tin ¢4 nhan (tudi, gidi tinh,
nghé nghiép, hoc van, thu nhdp, quing duong, thoi
gian, phuong tién dén phong kham, sé 1an kham, kénh
thong tin, dbi tuong su dung dich vu).

Bién sd, chi s§ dugc chia theo 10 yéu td trai nghiém
(trudc khi dén, dén phong kham, méi truong, tuong tac
v6i bac si, tham kham/tha thuat, cung cap thong tin/hd
trg, mua/nhan thudc, chi phi y té, roi khoi phong kham,
trai nghiém chung).

B6 cong cu SOPEQ cua Eliza Lai-Yi Wong va cong su
(2014) gdbm 10 yéu td, 47 tiéu muc (diéu chinh con 44
tiéu muyc; do tin cay Cronbach’s alpha = 0,962), chia
thanh 2 phan: phan I (13 cau) thu thap thong tin chung,
phan II (44 tiéu muc) danh gia trai nghiém.

2.6. Phuong phap thu thép s6 liéu

5 diéu tra vién duogc tap huin 1 ngay, diéu tra thir 30
phiéu dé hiéu chinh cong cu trude khi thu thap chinh
thire. Piéu 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 gid va 14-17
gio, dén khi du s6 phiéu.

2.7. Phan tich sb liéu

Nhap sb liéu, 1am sach s6 liéu bang phin mém Epidata
3.1 va xur 1y s6 liéu bang phan mém SPSS 20.0. Thong
ké mo ta bang phan phdi tan sudt, ti 16 va diém trung
binh nham mé ta ddc diém chung va murc do trai nghiém
theo thang Likert 5 muc (1-3 diém 1a “chua tich cuc”,
4-5 diém 1a “tich cuc”). Hdi quy logistic da bién duoc
sir dung dé xac dinh cac yéu té lién quan; két qua co
y nghia thong ké khi p < 0,05 va khoang tin cay 95%
khong chira gia tri kiém dinh.

2.8. Dao dirc nghién ctru

Dbi tuong dugc giai thich ddy du vé muc dich cua
nghién ctru va ty nguyén tham gia nghién ctru. Thong
tin ctia dbi twgng nghién ctru dugc bao mat va chi ding
cho muc dich nghién ctru. Thong tin thu thap trung thuc,
khach quan. Cac két qua nghién ctru s& duoc théng bao
cho co so noi tién hanh nghién ctru va c6 nhitng khuyén
nghi thich hop.
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3. KET QUA NGHIEN CUU
3.1. Pic diém d6i twong nghién ciru

Trong 242 d6i twong tham gia nghién ctru, tudi trung
binh cua dbi twong 1a 30,19 + 9,7. Ti 18 ddi tugng >
30 tudi (49,2%) va < 30 tudi (50,8%). V& gidi tinh,

nam gidi chiém da sd (55,4%). Trinh d6 hoc van cua

da s6 ddi tuong 1a dai hoc/trung cap/cao dang (62,4%).
Vvé nghé nghiép, can bo nha nudc chiém ti 1é cao nhét

= Tich cuc

= Chua tich cuc
(19%). Thu nhap cua ddi tuong trén mirc 20 triéu dong/
thang chiém ti 1& cao (56,6%). Hon mét nira (57,4%) 1a
1an dau str dung dich vu tai phong kham. C6 57,4% dbi

Biéu db 1. Trai nghiém chung vé phong kham ciia
doi twong nghién ciru (n = 242)

Nhan xét: Biéu dd 1 cho thdy, c6 94,2% (101 tuong
nghién ciru c6 trai nghiém tich cuc chung vé phong
kham.

tuong la nguoi bénh, 42,6% la nguoi nha.

Bang 1. Cac khia canh trai nghiém ciia d6i twong nghién ciru trong budi kham (n = 242)

Khia canh o Trai nghiém tich cuc
trai ng- Yéu to lién quan OR 95%CI p
hiém Cé Khong
Truéc khi Nir 105 (97,2%) | 3 (2,8%) 1
dén phong Giodi 1,09-5,81 0,02
kham Nam 122 (91,0%) | 12 (9,0%) 3,34
Moi truong, > 20 triéu/thang | 132 (96,4%) | 5 (3,6%) 1
co sO vat Thu nhap 1,02-3,45 0,01
chét <20 triéu/thang | 89 (84,8%) | 16 (15,2%) 2,09
. Nguoi nha 101 (98,1% 2 (1,9% 1
Tham kham | Déi tuong guor ma 8,1%) | 2{1.9%) 06531 0.02
va thu thuat | trai nghiém Neusi banh 133 6 (4.3%) 381 ’ ’ ’
guo1 be (95,78%) 70 ’
. s Lan dau 135 (97,1%) | 4 (2,9%) 1
Tuong tac | T6i kham ’ ’
Vi bic si lin T . . 1,34-4.26 | 0,04
Nhiéu lan 96 (93,2%) 7 (6,8%) 2,45

Nhan xét: Bang 1 cho thiy giéi tinh co lién quan dén trai nghlem trude khi dén phong kham, khi nam g101 c6 kha
nang trai nghiém tich cyc cao hon 3,44 lan so véi nit gidi (95%ClL: 1,09-2,81; p = 0,02). O khia canh méi trudng
va co so vat chat, nhom c6 thu nhap dudi 20 triéu dong/thang cho thdy mirc do trai nghiém tich cyc cao hon 2,09
1an so v6i nhom cé thu nhap ttr 20 tri€u/thang tro 1€n (95%CI 1,02-3,45; p =0,01). Di véi trai nghiém vé twong
tac voi bac si, nhiing nguoi da ting dén kham nhiéu lan c6 kha nang danh gid tich cuc cao hon 2,45 1an so véi
nguoi di kham lan dau (95%CI 1,34-4,26; p = 0,04). O khia canh trai nghiém trong qua trinh tham kham va thyc
hién tha thuat, nhém ngudi truc tiép sir dung dich vu ¢ trdi nghi¢m tich cyc cao hon 3,81 1an so v6i nhom ngudi
nha di ciing (95%CI: 1,06-5,31; p = 0,02). Tat ca cac mdi lién quan néu trén déu co y nghla thong ké véi p < 0,05.

Bang 2. Trai nghiém chung ciia ddi twong nghién ciru vé budi kham (n = 242)

. Trai nghiém tich cuc
DPic diém ca nhéin OR 95%CI p
Co Khong
Nir 105 (97,2%) 3 (2,8%) 1
Gioi 1,12-5,81 0,012
Nam 123 (91,8%) 11 (8,2%) 3,13

2 Crossrefd 9] -
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. Trai nghiém tich cuc
Pic diém ca nhan OR 95%Cl1 p
Cé Khoéng
i N \ 0 0
DPéi mhg_l}g trai Ngudi nha 101 (98,1%) 2 (1,9%) 1 12371 0.045
nghiem Nguodibénh | 127 (94.8%) | 7 (5,2%) 2,10

Nhan xét: Bang 2 cho thdy c6 mdi lién quan c6 ¥ nghia thong ké gitra gidi tinh va d01 tuong trdi nghiém voi trai
nghi¢ém chung vé phong kham. Cuy thé, ddi turong 14 nam c6 trai nghlem chung vé budi thim kham cao gap 3,13
lan so voi nir gidi (95%CI 1,12-5,81;p=0 012) Nhom nguoi bénh c6 trai nghiém tich cuc chung vé phong kham
cao gap 2,10 1an so véi nhom dbi tugng ngudi nha (95%CI: 1,23-7,19; p = 0,045).

4. BAN LUAN

Nghién ctru thyc hi¢n tai Phong kham Da khoa va Kham
bénh nghé nghiép, Truong Dai hoc Y Ha Noi cho thay
doi tuong nghlen ctru kha da dang va dong déu. Co
94,2% ngu’ol bénh, ngudi nha c6 trai nghiém tich cuc
chung vé phong kham. Céc yéu t6 anh huong dén trai
nghlem duogc xem xét qua phén tich mdi lién quan glua
céc dac diém c4 nhan cua ddi twong nghién ctru véi cac
yeu t6 trai nghiém ctia nguoi bénh.

Giditinh la yéu td c6 lién quan dén trai nghiém truge khi
dén phong kham va trai nghiém chung tong thé. Cu thé
nam gidi cé trai nghiém tich cuc gap 3,44 1an (95%CI:
1,09-2,81, p=0,02) so v&init truge khi téi phong kham.
Su khac biétnay co the do nam gidi thuong coxu huong
itlo lang hon khi dén kham bénh, hodc c6 thé ho it thé
hién lo lang hon so véi nit glO‘l Trong chuyén khoa tai
miii hong, noi nam gidi c6 thé c6 ngudng chiu dung
triéu chung cao hon, it the hién sy kho chiu hon va cung
c6 mirc do ky vong thip hon vé dich vu y té. Dleu nay
¢6 thé 1am cho trai nghiém cta ho trudc khi dén phong
kham tich cyc hon. Chinh tam ly thoai mai, cung sy ky
vong it hon, trong qua trinh trai nghiém chung, nguoi
bénh la nam gidi cling c6 trai nghiém tich cyc gap 3,13
1an (95%CI: 1,12-5,81; p = 0,012) so véi nir gidi. Két
quéa ndy twong dong voi nghién ctru ciia Chandra S va
cong su tai Fiji vao nam 2018 [5].

Nghién ctru ciing chi ra mdi lién quan gitra thu nhap
c4 nhan va trai nghiém vé moi trudong, co s¢ vat chat:
nhom thu nhép dudi 20 triéu dong/thang danh gia tich
cuc vé moi truong va co so vat chat tai phong kham cao
gap 2,09 lan so voi nhém thu nhap cao hon (95%CI:
1,02-3,45, p= 0,01). bay la mot phat hién dang chuy,
nhiing nguon c6 thu nhap thap c6 thé c6 mirc ky vong
khiém ton hon, va cam thdy “nhan lai nhiéu hon” tir
dich vy, tr do6 de hai 1ong hon. Tuy nhién, m01’hen quan
nay khong pho bién ¢ tat ca cac nghlen ctry, két qua nay
khac so vai két qua cua nghlen cuu cua Lé Thi Hanh tai
Trung tam Y hoc C6 truyén Vinmec Sao Phuong Dong
khi yéu t6 thu nhap khong phai 1a yéu t6 lién quan toi
trai nghiém cta ngudi bénh [6].

Vé trai nghiém tuong tac voi bac si, co mdi lién quan ¢
y nghia thong ké voi s6 lan t6i kham tai phong kham.
Nhom ddi twong dén kham nhiéu lan c6 trai nghiém
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tich cuc gap 2,45 lan (95%CI: 1,34-4,26, p = 0,04) so
v6inhom lan dau t6i kham vé trai nghlem tuong tac voi
bac si. Ket qua nay 1am noi bat vai tro cua tinh lién tuc
trong rn01 quan hé bac si - nguoi bénh. Viée tai kham
hodc tlep xuc 13p lai cung mot co s¢ kham chira bénh,
c6 thé tao diéu kién hinh thanh sy gan két, tin tuong va
thdu hiéu 1An nhau. ‘Ngoai ra, vige quen thugc voi moi
truong, quy trinh tiép dén, c6 thé giam thleu sulo lang,
lung ting hay gdp ¢ nhung bénh nhan lan dau dén véi
phong kham. Két qua nay tuong dong v6i nghién ctu
cua Dang Ngoc Quang tai Bénh vién Da khoa Qudc té
Vinmec Nha Trang nam 2023, nghién ciru trén nguoi
bénh ngoai tri st dung dich vu chup cong huong tur tai
bénh vién [7].

Ngu'oi bénh truc tiép su dung dich vu c6 trai nghiém
tot hon nguoi nha gap 3,81 lan (95%CI 1,72-7,41,p <
0,001) trong qué trinh kham va gap 2,10 lan (95%CI
1,23-7,19, p= 0,045) vé trai nghiém chung Diéu nay co
the do nguoi bénh truc tlep nhén dugc sy cham soc va tu
van tir béc si, ¢6 cam giac dugc 1ang nghe va tham gia
va0 qué trinh ra quyét dinh, dan dén trai nghiém tich cyc
hon. Ngoa1 ra, ho dugc thong tin chi tiét vé tinh trang
va qua trinh diéu tri ctia minh, trong khi ngu’ol nha co
thé khong nhan duoc thong bao day du va cam thiy lo
lang cho nguorl than c6 thé anh huong dén trai nghlem
Nghién ctru ciia Chandra S va cong sy cho thdy nguoi
bénh truc tlep su dung dich vu thuong c6 trai nghiém
t6t hon so vai ngudi nha. Dleu nay duoc giai thich do
ngudi bénh c6 thé truc tlep danh gia dich vu va hiéu
qua diéu tri, trong khi ngudi nha thuong quan tam nhiéu
hon dén céc yéu to nhu thoi gian cho doi va moi truong
bénh vién [8].

5.KET LUAN

Cac yeu t6 anh huong dén trai nghiém cua ngudi bénh,
ngudi nha dén kham tai miii hong tai Phong kham Da
khoa va Kham bénh nghé nghlep, Truong Daihoc Y Ha
Noi chiu anh hu’ong boi mot so yeu t6 ca nhén nhu gidi
tinh, thu nhap, s6 1an dén kham va vai tro tlep can dich
vu. Ti 1€ hai long chung 13 94,2%. Nam gii, nguoi ¢o
thu nhap thap (< 20 tri€u/thang), ngum bénh truc tiép st
dyng dich vu c6 xu hu’ong danh gia trai nghiém tich cuc
hon. Cac yéu t6 nhu méi trudong kham bénh, tuong tac
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v0i bac si va quy tinh tlep doén dugc xac dinh la nhiing
diém c6t 16i anh huong dén sy hai long.
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