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ABSTRACT

Background: Asseessing patient satisfaction is an important criterion in Asseessing the quality
of medical examination and treatment at medical facilities.

Objective: Describe the satisfaction rate of outpatients at the Department of examination, Tien
Giang General Hospital in 2023.

Methods: Descriptive cross-sectional study, interviewing on 229 outpatients at the Department
of examination, Tien Giang General Hospital, from July 2032 to December 2023.

Results: The overall patient satisfaction rate reached 81.1%, the highest rate was the
satisfaction rate about the attitude and professional competence of medical staff (86.81%), the
lowest was the grassroots level materials facilities to serve patients (68.24%).

Conclusion: Soon relocate the hospital, add human resources to the social work deparment,
promote propaganda on registration of the medical examination through the switchoboard.
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SU HAI LONG CUA NGU'O'l BENH NGOAI TRU
TAI KHOA KHAM BENH, BENH VIEN DA KHOA TiNH TIEN GIANG
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Truong Pai hoc Y Dugc Can Tho - 179 Nguyén Van Cir, P. An Khanh, Q. Ninh Kiéu, Tp. Can Tho, Viét Nam

Ngay nhan bai: 26/02/2025
Chinh stra ngay: 15/03/2025; Ngay duy¢t dang: 25/04/2025

TOM TAT
Pit van dé: Panh gia sy hai 1ong cia nguoi bénh 1a mot ti€u chi quan trong trong vi¢c danh gia

chat luong kham, chita bénh tai cic co so'y té.

Muc tiéu: Mo ta ti I¢ sy hai [ong cua nguoi bénh ngoai tra tai khoa Kham bénh, Bénh vién Da

khoa tinh tinh Tién Giang nim 2023.

Phwong phap: Nghlen clru cit ngang mo ta, phat van trén 229 ngudi bénh ngoai tra tai khoa
Kham bénh, Bénh vién Da khoa tinh tinh Tién Giang, tir thang 7/2023 dén thang 12/2023.

Két qua Ti 1€ nguoi bénh hai long chung dat 81,1%, cao nhat 13 ti 1& hai long vé thai d6 ung
xUr va nang luc chuyen mon ciia nhan vién y té (86,81%), thap nhat 1a co s vat chit va phuong

tién phuc vu nguoi bénh (68,24%).

Két luin: B6 sung nhan luc cho phong Cong tac xa hdi, day manh tuyén truyén vé dang ky

kham benh qua tong dai.

Tir khoa: Sy hai long nguoi bénh, Bénh vién Da khoa tinh Tién Giang.

1. PAT VAN PE

Danh gia sy hai long cua nguoi bénh la mot tiéu chi
quan trong de danh gia chat luong kham, chira bénh tai
céc co 80y té. Nang cao chat lugng kham, chira bénh 1a
nhiém vu trong tim va xuyén sudt nham nang cao chét
lu'o‘ng phuc vy, dap tmg sy hai long cua nguoi bénh. Khi
ngudi bénh hai 10ng ti 1& thuan véi chat lugng kham,
chira bénh ctia bénh vién. Sy hai 1ong cua ngum bénh
ngay mot tdng cao dong nghla voi viéc bénh vién da
dugc dau tu phat trién vé moi mat, nang cao chat luong
khém chira bénh, dap iing dugc nhu cau, nguyen vong
cua nguoi dan. Khao sat sy hai long cua ngudi bénh
dugc tién hanh dinh ky de lam co so khic phuc nhung
han ché, yéu kém, cai tién chat luong bénh vién nang
cao chét 111’0’1’1g chuyén mén 14n chat luong phuc vy,
phat huy vai tro cha dao cia hé thong y t&€ cong trong
cong tac cham soc, bao vé va nang cao suc khde cia
nguoi dan [1].

Muc tiéu nghién ctru

Mo ta ti ¢ sy hai long cua nguoi bénh ngoai tri tai
khoa Khdm bénh, Bénh vién Pa khoa Trung tam Tién
Giang nam 2023.

*Tac gia lién h¢

2. POI TUQNG VA PHUONG PHAPNGHIEN CUU
2.1. P6i twong nghién ciru:

- Tiéu chudn lya chon: D4i tugng nghién ctru dugce lya
chon la nhiing ngu’m bénh dén kham tai khoa Khém
bénh cua Bénh vién Da khoa tinh Tién Giang, tur du 18
tudi tro 1én, co day du nang luc, hanh vi theo quy dinh
cua phap luélt hién hanh, doc Vz‘l viét dugc chir.

- Tiéu chuan logi trir: Than nhan nguoi bénh, ngudi
bénh tur chdi tham gia nghién ctu.

2.2. Pia diém, thoi gian nghién ciru: Nghién cuu dugc
thyce hién tai khoa Kham bénh — Bénh vién Pa khoa tinh
Tién Giang, tir thang 7/2023 dén thang 12/2023.

2.3. Thiét ké nghién ciru: Nghién ciru cit ngang mo ta.
2.4. C& mau: c& mau duoc tinh theo cong thic udc
lugng mot ti 1€ nhu sau

_ p(l - p)

n= Zz]-a/z 42

Trong do6:

+n: C& mau nghién ctru (don vi tinh 13 nguoi);

+ a: Muc y nghia, chon o = 0,05 vdi d6 tin cay 95% thi
Z, .,=196;
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+d: Sai s6 tbi da cho phép, du kién 5% sai s, d = 0,05
(d0 tin cay 95%);

+ p: Tri s6 mong mudn cua ty 1¢, & nghién ciru nay
tac gid chon p = 82,3% dua vao nghién cuu cua tac
gia Nguyén Ngoc Ty (2021) danh gia sy hai long cua
nguoi bénh ngoai trd va mot s6 yéu td anh hudng tai
khoa Kham bénh, Bénh vién Da khoa khu vuc tinh An
Giang vai ti 1€ hai long chung ctia nguoi bénh 1a 82,3%

[6].

The vao cong thirc dugc ¢ mau t01 thiéu 1 224. Thuc
té nghién ctru da thu duoc 229 miu.

2.5. Phu’o’ng phip chon miu: St dung phuong phap
chon mau thuén tién, ngudi bénh s€ duge phat van sau
khi hoan tat viéc lanh thudc bao hiém y té hodc sau khi
mua thuoc tai nha thudc bénh vién. Mbi ngay chung t6i
chon ngu nhién 20 ngudi bénh dat tiéu chuan Nhu vay,
sau 12 ngay chung toi da thu thap di mau cho nghién
cuu.

2.6. Phwong phap danh gia

Dé tai sir dung thudc do Likert 5 mtrc do

Rat khong hai

long Khoéng hai long Binh thuong Hai long Rit hai long
1 2 3 4 5
N N
N N
Chua hai long Hai long

Diém trung binh xac dinh hai long theo 5 nhoém ti€u chi:

kha nang t1ep can; sy minh bach thong tin va thu tuc
kham bénh, diéu tri; Co sé vat chét va phuong tién phuc
vu nguoi bénh; thal do v ung XU va nang luc chuyén mén
ctia nhan vién y té; két qua cung cép dich vu.

2.7. Cach tinh diém hai long: Diém hai long dugc tinh
theo Quyet dinh 38369/QD-BYT ngay 28/8/2019 ctia B
Y té vé Ban hanh cac mau phleu va huéng dan khao st
hai long nguoi bénh va nhan vién y te [2].

2.8. Phwong phap phan tich s6 lidu

Toan bg céac thong tin duge ma hoa, lam sach trude khi
nhap s6 liéu bang pham mem Excel, tinh diém trung
binh, céc ti 1¢ hai long trén phan mem Excel, phan tich
cac yéu t6 vé ca nhan nguoi bénh bang phan mém SPSS
18.0.

3. KET QUA
3.1. V& kha niing tiép cin

Két qua nghién cuu cua chung toi cho thay & yéu tb vé
“kha nang tiép can” ctia nguoi bénh ddi véi dich vu dat
diém trung binh 1a 3,9, ti 1€ hai long chung dat 77,29%.
Trong d6, diém | trung binh hai long cao nhit1a4 0,417
& muc “Cac bién bao, chi din duong dén bénh vién 1o
rang, d& nhin, d& tim” dat ti 1& 89,1%. Muc “C6 thé tim
hiéu cac thong tin va dang ky kham bénh qua dién thoai,
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trang tin dién tr cua bénh vién (website) thudn tién” co
diém trung binh la 3,7 0,529, dat ti 1€ 65,9%. Cac myc
con lai déu c6 diém trung bmh lan luot 12 3,9 0,439;
3,9 0,0,446; 3,9 0,471 (ti 1& 1an lugt 1a 86,9%; 83, 8%
va 83,8%).

3.2. Vé sw minh bach thong tin va tha tuc kham
bénh, diéu tri

Bang 1. Sw minh bach thong tin
va thu tuc kham bénh, diéu tri

2 N Khong
Diém Hailong | i 1ong
A run ; 5
Noi dung binh | Tn Ti [ Tan [Ty
SD SO (¢ SO €
OO T w | @] |
Quy trinh kham
bénh duoc niém 4.1
yét 10 rang, cong | (0,366) 226 | 98,71 3 1.3
khai, dé hiéu.
Céc quy trinh,
thu tuc kham ) |
bénh cai cach (o, 352) 226 | 98,7 3 1,3
don gian, thuan
tién.
Gifdichvpyte | 4,
niém yét ro rang, 0, 354) 227 199,11 2 |09
cong khai.
Nhan vién y té
tiép don, hudng
dan nguoi bénh 4,1
lam cac tha tuc | (0,406) | 224 [978 | 5 | 22
niém no, tan
tinh.
Pugc xép hang
theo thu ty khi
I%I;ln;aﬁ;?ﬁ(;gc (044} b | 218 |9s2] 11 | 48
tién, khdm bénh,
xét nghiém,
chiéu chup.
Panh gia thoi
gian cho dgi lam | 3,8
th tuc dang ky | (0,376 | 167|729 62 |27.1
kham.
Panh gia thoi
gian cho 161 luot (03432) 196 85,6 | 33 | 14,4
bac si kham.
Banh gia thoi 4.1
gian dugc bac si 0, 383) 223 1974 6 2,6
kham va tu van.
DPéanh gia thoi
gian cho lam xét 4,1
nghiém, chiéu | (0,376) | 221|963 | 8 |33
chup.
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2 . Khon 2 U Khoén
biem | Hailong | 5 l(‘)ngg biem | Hailong | 5 l(‘)ngg
Noi d trung X " X - Noi d trung X - X -
01 dung binh | Tan | Ti | Tan| Ty 01 dung binh | Tan | Ty | Tan| Ty
(SD) so | lé 0 1€ (SD) so | lé 0 1€
m) | (%) | ) | (%) m) | (%) | ) | (%)
Panh gia thoi Nha v¢ sinh 3,0
gian cho nhin 4.1 thudn tién, str 0, 731) 54 23,6 175|764
ké_t qua Xé_‘g 0, 371) 221 196,5| 8 3,5 dung tot, sach sé€
nghlg%pChléu MGJi truong trong
e khuon vién bénh 3,5
Piém trung binh il vién xanh, sach, | (0.646) | 127 |3 | 102 /44,5
hai long ’ dep
Ty 1¢ hai long 81,07% Khu kham bénh
bao dam an ninh,
O yéu to vé ”su’ minh bach thong tin va thu tuc kham trat tu, phong 3,8 178 | 77.7] 51 | 223
bénh, diéu tri” két qua dat diém trung binh 1a 4,1, ti 1¢ ngira trom cap (2 500)
hai 10ng chung dat 81,07%. C6 8/10 tiéu muc dat diém cho ngu:(‘)’i dan.
trung binh 4,1. O myc “Panh gi4 thoi gian cho doi lam Pidm trune binh
thu tuc dang ky kham” va “Danh gia thoi gian cho toi hai 1o r%g 3.4
luot bac si kham” dat diém trung binh lan luot 14 3,8 — .
0,576 (ti 16 72,9%) va 3,9 0,492 (ti 1¢ 85,6%). Ty 1€ hai long 68,24%

3.3. V@ co sé vat chit va phuong tién phuc vu ngudi
bénh

Bang 2. Co sé vat chat
va phwong tién phuc vu ngwoi bénh

x AN Khong
biem | Hailong | poion,
N¢i dun trung s T T Tan | T%
0 g binh Tz}n Ty Tg{n TAy
(SD) | SO (}g s0 (Eg
m | ()| m | (%)
Co phong/sanh
cho kham sach
s€, thoang mat 3,1
vio mua he; kin | (0,571) | 44 | 192 185|808
gi6 va am ap vao
mua dong
Phong cho co
du ghé ngoi cho 3,3
ngudi bénh va sit | (0,689) | 101 | 441 | 128 155,9
dung tot
Phong cho co
quat (dicu hoa) 3.4
day du, hoat 116 | 50,7 | 113 | 49,3
~ \ (0, 643)
dong thuong
xuyén.
Phong cho cé
phuong tién gitip
nguoi bénh co 32
tam ly thoai mai 0, 661) 69 |30,1] 160 | 69,9
nhu ti-vi, tranh
anh, to roi, nudc
uong,...
Puoc dam bao
riéng tu khi 4.0
kham bénh, 210 | 91,7 19 | 83
e 2 (0, 449)
chicéu chup, lam
thu thuat

Két qua hai long dat 68,24%.

3.4. Ve thai d) wng xir va nang luc chuyén mén cia
nhan vién y té

Két qua nghién ctru cho thiy yeu t6 “Thai d§ ing xu va
nang lyc chuyén mén ciia nhan vién y t&” c6 diém trung
binh hai long la 4,3, ti 1¢ hai long dat 86,31%. Trong
do, “Nhéan vién y té (bac si, diéu dudng) c6 10 noi, thai
do, giao tiép dung muc” ¢o diém trung binh 4,4 0,506
(ti 18 99,6%), cac tiéu muc con lai déu dat diém trung
binh [a 4,3.

3.5. Vé két qua cung cép dich vu

Két qua nghién ctru cho thiy ti 1¢ hai long vé két qua
cung cip dich vu c6 diém trung binh hai long dat 4,2
(ti 1¢ 84,48%). Trong d6 “Cac hoa don, phleu thu, don
thudc va két qua kham bénh dugc cung cap day dua, 1o
rang, minh bach va dugc giai thich néu c6 thic mac” dat
diém trung binh 4,3 0,479 (ti 1€ 98,3%), céac tiéu muc
con lai déu dat diém trung binh 4,2 (ti 18 1an lugt 93,9%,
96,9% va 96,5%).

3.6. Vé s hai 1ong ciia ngudi bénh theo 5 yéu t danh
gia hai long

Béng 3. Sy hai long cia ngudi bénh
theo 5 yéu t6 danh gia hai long

. sétidu | Diem | guiapa
N(,)l dung muc trung lon 'S (0/ )
: binh g7
Rk nang 5 3,9 77,29
ti€p can
Su minh bach
thong tin va
tht tuc khdm 10 4,1 81,07
bénh, diéu tri
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O DPiém s rA T xs
P So tiéu Ti 1€ hai
Noi dun trun L
. g muc binl;g long (%)
Co s& vat chat
va phuong 8 3.4 68,24
tién phuc vu ’ ’
nguoi bénh
Thai d6 Grng
XU va nang
lyc chuyén 4 43 86,81
mon cua nhan
vién y té
Két qua cung 4 42 84,48
cap dich vu ’ ’
Diém hai long
trung binh 3.9
chung
Ti 1€ hai long
¢hung 81,10
Ti 1€ hai long
toan dién 12,23

Két qua nghién ctru cho théy ti 1& hai 1ong chung cua
ngudi bénh ngoai tra tai khoa Kham bénh dat diém
trung binh chung la 3,9; ti 1€ hai long chung 1a 81,1%.
Ti I¢ hai long toan dién dat 12,23%. Trong do, yéu tb
vé Thai /do ung x1r va nang lyc chuyén mon cua nhan
viény té dat ti 1¢ cao nhat 86,81%. Yéu tb vé co so vat
chat va phuong tién phuc vu nguoi bénh c6 ti 1€ hai long
thap nhat 1a 68,24%.

3.7. Vé ti 1¢ phan trim dap Gng mong doi ciia ngudi
bénh

Két qua danh gla chung bénh vién da dap tng 86,1% so
v6i mong doi ctia ngudi bénh trude khi dén kham bénh.

3.8.Vé nhu cAu kham bénh hoic gi6i thiéu cho nguoi
khac dén kham

Két qua nghlen ctru cho thay 49,78% co the s€ quay lai
bénh vién kham bénh va 39,3% chic chin s& quay lai
hodc gidi thi€u cho ngudi khac. Chi ¢6 0,87% ngum
bénh chic chin khong bao gio quay lai, 4,8% ngum
bénh khong mudn quay lai nhung ¢ it 1u:a chon va
5,68% ngudi bénh mudn chuyén sang bénh vién khac.

4. BAN LUAN
4.1. Sy hai long vé kha ning tiép can

Két qua nghién ctu cho thay, ti 1€ hai long cua nguoi
bénh ve kha nang tlep can 1a 77,29% voi diém trung
binh 14 3,9. Két qua nay thap hon nghién ctru cua tac gia
Nguyen Thanh Trung (nam 2021) tai phong khamY hoc
¢6 truyén Bénh vién Pa khoa Trung tim Tién Glang voi
ti 1€ hai long 81,73% [7] va nghién ctru cua tac gia Vi
Tra Thanh (2018) tai khoa Phuc héi chirc ning, Bénh
vién Da khoa Trung tam Tién Giang voi ty 18 hai 1ong Ve
kha ning tiép can dat 82,1% [8]. Nguyén nhan 14 do ddi
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tuong nghlen clru cua chiing t6i da s6 & khu vic nong
thon, co the kham ¢ nhiéu phong kham khac nhau, di
chuyén nhleu khu vuc trong qua trinh kham bénh anh
huéng dén sy hai long, bén canh do khong duogc lién
hoan, mdc du ban giam déc bénh vién rat quan tam
chi dao lap dat bang chi din, so dd ducmg di (cac khoi
nha, khoa, phong, khu vyc cén lam sang, thu vién phi,
phat thudc bao hiém vy té), nguyén do truge day bénh
vién khong duoc xdy dung dong loat ma nang cap, cai
tao, xay dung thém nham dép tng s6 luong ngudi bénh
ngay cang tang.

4.2. Sy hai long vé minh bach théng tin va thi tuc
khéam bénh, diéu tri

Két qua nghién ciru ctru cho thay sy hai long vé minh
bach thong tin va thu tuc kham bénh, diéu trj c6 diém
trung binh 1a 4,1 dat ti 1¢ hai long 81,07%. Ty 1¢ nay
twong dong véi nghlen clru clia tic gia Nguyén Thanh
Trung (ndm 2021) voi ti 1€ hai long 80,50% [7]. Tuy
nhién, két qua nay thap hon nghién ctru cua tac gia
Nguyén Ngoc Tuay (2021) véi ti 1€ hai long la 84,4%
[6]. Di sdu phén tich ting yéu t6 thi yéu t6 “Danh gia
thoi gian cho doi lam thu tuc dang ky kham” co ti 1€
hai long thip nhit 76,16%, tiép dén yéu t6 “Danh gia
thoi gian cho t6i luot bac sT kham” dat ti 1€ hai long
78,78%, céc yeu t6 con lai dat tir 81,05 % dén 82,79%.
Ly gidi nguyén nhan la do khu vue ch0’ nhap may qua
chat hep, thiéu nhan lyc didu dudng so v6i luong bénh
dén kham, dac bi€t la sau dot bung phat dich Covid-19
nhu cau kham bénh ting cao hon; tai khu vyc cac phong
kham cting chat hep khong thé bo tri thém phong kham
dé giai quyét tinh trang qué tai.

4.3. Sy hai long vé co sé vat chit va phwong ti¢n
phuc vu nguoi bénh

Theo két qua nghién ctru thi ti 1¢ hai long vé co sé vat
chatva phu:orng tién phuc vu ngudi bénh rat thap, chi dat
68,24% v6i diem trung binh 3,4. Két qua nay thip hon
so v&inghién ciru cua tac gia Nguyen Ngoc Tay (202 1)
voi ti 1€ hai long 1a 76,3% [6], gdn bang v&i nghién ciru
trude d6 cua tac gia Nguyén Thanh Trung (ndm 2021)
voi ti 1€ hai 1ong 69,66% [7]. Di séu vao tung yeu to thi
“Dugce dam bao sy riéng tu khi kham bénh, chiéu chup,
lam thu thuat” chiém ti 1€ hai long cao nhat 80,35%, tiép
theo 12 “Khu kham bénh bao dam an ninh, trat ty, phong
ngura trom cap cho nguoi dan” ti 1€ hai long dat 75,63%,
cac yeu to con lai dat ti 1€ thap, cu thé: “C6 phong, sanh
cho sach s&, thoang mat vao mua he, kin gi6 va am ap
vao mua dong” ti 1€ hai long 61,14%, “Phong cho co du
gh€ ngdi cho nguoi bénh va sir dung tot” ti 1€ hai long
66,46%, “Phong chd c6 quat (dieu hoa) day du, hoat
dong thudng xuyén” ti 1€ hai long 68,65%, “Phong cho
c6 phuong tién giup nguoi bénh c6 tdm ly thoai mai
nhu ti-vi, tranh anh, to roi, nuge uong...” ti 1€ hai long
63,84%, “Nha v¢ sinh thuan ti€n, str dung tot, sach s&”’ ti
1¢ hai long 60,00%, “Moi trudng xung quanh bénh vién
xanh, sach, dep” ti 1€ hai long 69,87%.

Nhu vay, co thé nhan thay yéu td nha vé sinh, mdi
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truong bénh vién cling nhu cac yeu t6 tai khu vuc cac
phong cho anh huong rat nhiéu dén sy hai long cua
nguoi bénh vé dich vu y té.

4.4. Sy hai long vé thai do ung xir va nang luc chuyén
mon ctia nhan vién y té

Két qua nghlen ctru vé thai dd ng xu va nang luc
chuyén mon ctia nhéan vién y té dat diém hai long trung
binh 4,3 véi ti 1¢ hai long dat 86,81%. Két qua nay
twong dong voi nghién ctru cua tac gia Nguyén Ngoc
Tay (2021) voi ti 1€ hai long 1a 86,3% [6] nhung thap
hon két qua nghién ctu cua tac g1a binh Tan Phuong
(2021) tai khoa Cép ctru, Bénh vién Nhi Bong 1 ndm
2021 dat 96,7% [3]. Ti 1€ thap nhit 13 yeu to “Nhan
vién phuc vu (ho 1y, bao Ve, ké toan ...) co 161 noi, thai
do, giao tlep dung muyc” dat 85,24%, cao nhit 1a “Nhan
vién y té (bac si, diéu du’ong) co 101 noi, thai dg, giao
tiép dting muyc” dat 88,73%, con lai 2 yéu té 1an lu’ot dat
86,72% va 86,55%.

Theo két qua nghién ctru thi sy hai long vé két qua cung
cap dich vu dat diém trung binh 4,2 voiti1¢ 84,48%, gan
v6i két qua cua tac gia Hoang Thi Vuong Phi (2019) tai
Bénh vién Da khoa Buu Dién véi ty 1€ 84,2% [5] va két
qua nghién ctru cua tac gia Nguyeén Ngoc Tuy (2021)
véi ti 1€ hai long 1a 86,3% [6].

4.5. Sy hai long ciia nguwoi bénh theo 5 yéu t6 danh
gia hai long

Ti 1€ hai long chung cua nguoi bénh theo 5 yeu t6 trong
nghlen ctru dat 81,10%. Két nay nay gan véi két qua
cua tac gia Nguyen Thanh Trung (ndm 2021) voi ti 1€
hai long 80,94% [7], tuy 2 nghlen ctru khac thoi diém
nhung cung dia ban nghlen ctru nén két qua tuong dong
la phu horp Két qua cao hon nhiéu so v&i nghién ciru
ctia tac gia Nguyén Ngoc Tay (2021) vdi ti 1€ hai long
14 72,2% [6] nhung lai thap hon cta Hoang Thi Vwong
Phi (2019) ty 1€ hai long chung dat 84,6% [5], duoc tac
gia Iy giai 1a khu kham bénh duoc dau tw méi, sach s&,
khang trang.

Ngoai ra, két qua nghién ctu ti I¢ hai long toan dién
dat ti 1€ 12,28%, va bénh vién da dép ¢ ng 86,1% mong
doi cua nguol bénh. Nhin chung, két qua kha sat sy hai
long cuia nguoi bénh ¢ 5 nhoém tiéu chi ¢ mire chap nhan
duoc va tu:ong d01 kha quan. Bén canh két qua cting cho
thay bénh vién can tlep tuc phat huy hon céc thé manh
v€ con nguoi: nhén vién y t€ can dugc dao tao cao trinh
do, giao tlep Umg xtr, nghién ctru cai tién quy trinh va
khic phuc cac mat con ton tai khién ngudi bénh chua
hai long nhu thoi gian chd dang ky kham bénh, thoi
gian cho dugce bac si kham bénh, tang cuong an ninh
trat tu tai quay dang ky, van dé nha vé sinh.

4.6. Sw quay lai hoac gidi thi¢u cho ngudi khac khi
c6 nhu cau kham chira bénh

Két qua nghién ctru cho thdy c6 dén 49,78% ngudi bénh
c6 thé s& quay lai va 39,3% ngu0’1 bénh chic chin s&
quay lai hodc gidi thi€u cho ngudi khac, chi ¢6 0,87%
ngudi bénh chic chan khong bao gior quay lai. Tuy ti 18

hai long chung chiém 81 ,10% va bénh vién da 86,1%
mong ctiangudi bénh nhung sO ngudi bénh ludng lu khi
quay lai khdm b&nh van chlem ti 1€ cao nhit. Diéu nay
chung t6 ngudi bénh con nhiéu van dé chua thoai mai:
thoi gian chd doi 1au, khu cho nhap may chat hep, nha
vé sinh do, do d6 can sém khic phuc dé nang cao sy hai
long cua nguoi bénh.

4.7. Nhan luc y té

Vé chit 1u0'ng ctia ngudn nhan lyc y té bao gdm trinh do
chuyén mon; ky nang chuyén mén va c6 dao dirc nghé
nghlep Nghlen clru cua Feyyaz Cengiz Dikmen (2014)
¢ bénh vién tu nhan Kocaeil, Tho Nhi Ky chi ra rang
thai d6 cua béc si, diéu duong trong qua trinh didu tri,
chdm s6¢ nguoi benh s€ anh hudng dén nhan thic vé
chit lwong dich vu y té va sy hai long ciia ngudi bénh
[4]. Trong nghlen clru ching to1 cung ghi nhén nguol
bénh hai long vé chét lugng chuy€n mo6n cua nhén vién
y té nhung thai do glao tiép chua tot gdy anh hu’ong tiéu
cuc dén su hai long ctia nguoi bénh. Do do, tat ca nhén
vién Y. té va nhan vién phuc vu can tlep tuc trau doi y
dtec, nang cao ky nang giao tlep, quy tic ing xir dé phuc
vu ngudi bénh ngay cang tdt hon, ning cao su hai long
cua nguoi bénh.

4.8. Quan ly diéu hanh

Cong tac quan ly didu hanh c6 vai tro quyet dinh ket
qua hoat dong va phat trién cua bénh vién, bao gdm
viéc t6 chuc, sap Xep, quan ly, glam sat qua trinh thuc
hién bén canh viéc ung dung cong nghé thong tin vao
kham chira bénh.

Cong tac kiém tra, giam sat hoat dong tai khoa Kham
bénh dugc thyc hién thuong xuyén. Bén canh kiém tra
giam sat cta lanh dao khoa Kham bénh, Ban Giam dbc
bénh vién cling ¢6 céac phong chuc nang va cac khoa lién
quan kiém tra dinh ky, ngoai ra con ¢ kiém tra dot xuat
theo yéu cau cua Ban Giam d6c nham dam bao nhung
ndi quy, quy tic duoc thuc hién day du, lién tuc gitp
cong tac kham chita bénh dat két qua cao nhét dap tmg
su hai long cua nguoi bénh.

5. KET LUAN

Ty 1€ hai long chung ctia ngudi bénh tai khoa Kham
bénh 1a 81,10%.

Yéu td vé thai do Umg xu, nang luc chuyen mon cua
nhén viény té dat 86, 81% cao nhit trong cac yéu t6; ké
dén 1a két qua cung cép dich vu dat 84,48%.

Ty 1¢ hai long thap nhat & nhom tiéu chi co so vat chat
va phuong tién phuc vu ngudi bénh dat 68,24%.
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