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ABSTRACT

Objective: Describe the satisfaction of and some factors at the Department of Traditional
Medicine — Saint Paul General Hospital in 2022

Subjects and Methods: Cross-sectional descriptive study of 330 outpatients treated at the
Department of Traditional Medicine — Saint Paul General Hospital from July 2022 to December
2022.

Results: The overall patient satisfaction rate was 84.5%, the highest satisfaction score for the
treatment cost factor was 4.84 £+ 0.28 and the lowest for the waiting time factor was 4.24 £ 0.69.
The average satisfaction score for the factors of procedures - processes, facilities, and medical
staff were 4.69 + 0.39, 4.65 £ 0.27, 4.80 + 0.25, respectively.

Conclusion: Most patients are satisfied with the quality of expertise and services when
receiving outpatient at the Department of Traditional Medicine.
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TOM TAT
Muc tiéu: Mo ta sy hai long cia nguoi bénh diéu tri ngoai tra tai Khoa Y hoc dan tdc - Bénh

vién Da khoa Xanh P6n nam 2022.

Poi tuwgng va phu’o’ng phap: Nghién ctru mo ta cit ngang dugc thyc hién trén 330 nguoi
bénh didu tri ngoai trt tai Khoa Y hoc dan toc - Bénh vién Da khoa Xanh Pén tir 1/7/2022 dén

31/12/2022.

Ket qua Ty 1¢ hai long chung cua ngucn bénh la 84,5%, trong do diém hai long cao nhét véi
yeu t6 chi phi diéu tri 13 4,84 + 0,28 va thap nhat dbi véi yéu tb thoi gian cho doi la 4,24 +0,69.
Diém trung binh hai long cho cac yéu tb thi tuc — quy trinh, co so vat chat, nhan vién y té lan

luot 14 4,69 + 0,39, 4,65 + 0,27, 4,80 £+ 0,25.

Két luan: Hau hét bénh nhan déu hai long voi chat lwong chuyén mén va dich vu khi diéu tri

ngoai tra tai Khoa Y hoc dan tdc.

Tir khoa: Sy hai long, nguoi bénh diéu tri ngoai tru, Khoa Y hoc dan tdc.

1. PAT VAN DPE

Chat hIO’ng dich vu y té tic dong dén sy hai long cua
nguoi bénh va ngugc lai sy hai long c6 thé danh gia
duoc hi€u qua cta cac dich vy do bénh vién va nganh y
té cung cap. Su hai long ctia ngu’m bénh la dong luc thuc
day cac co sé kham chira bénh nang cao dich vu cham
soc nguoi kham chita bénh [1]. Tai Viét Nam, thang 11
nim 2016 BO Y té da ban hanh “B9 ti€u chi chat lu'cmg
Bénh vién Viét Nam” bao gom 83 tiéu chi trong do co
19 ti€u chi huong téi sy hai long cua ngum bénh [2].
Nghién ctru sy hai l0ng cua nguoi bénh voi dich vy y té
da dugc thyc hién ¢ nhiéu bénh vién trén thé gidi cho
thdy khach hang hai long v6i céac dich vu ma ho nhan
duogc song van con mot sd han ché [3].

B0 'Y té d ban hanh Quyet dinh 3869/QD - BYT vé viée
ban hanh cac mau phleu va hudng dan khao sat hai long
ngu’0’1 bénh va nhan vién y té, nham xac dinh nhiing
van de ngu:m bénh chua hai 10ng khi kham va dleu tri
tai bénh vién, tirng budc phuc vu nguo’l bénh tbt hon,

déap ng sy hai long va mong doi cua ngudi bénh [4].

Duya trén by cong cy nay, nghlen ctru da d1eu chinh lai
dé phu hop ddi tuong ngu:(n bénh va dic diém cia Khoa
Y hoc dan tdc - Bénh vién Da khoa Xanh P6n, mo hinh
nghién ctru dugc thiét ké gom cac nhom chinh sau: thu

*Tac gia lién h¢

tuc — quy trinh, co s¢ vat chat, thai dg giao tiép, trinh do
chuyen mon cua nhan vién y té (NVYT), thoi gian cho,
vién phi, sy hai 10ng sau qué trinh diéu tri.

Cung véi sy phét trién cua Bénh vién Da khoa Xanh
Pon, Khoa Y hoc dan toc co s6 luong ngu’0’1 bénh dén
khéam tang dan qua mdi nam. Viée danh gia sy hai long
cua nguoi bénh nham phat hién ra cac van dé con ton tai
cap khic phuc dé dua ra cac chinh sach phu hop (;Ie cai
tién quy trinh va néng cao chat lugng phuc vu la rat can
thiét. Tuy nhién chua c6 nghién ctru nao mang tinh hé
thong dugc tién hanh d€ danh gia sy hai 1ong cua ngudi
bénh diéu tri tai Khoa Y hoc dan toc trude do.

Vi vay ching t6i thuc hién nghlen clru ndy voi muc
tiéu: M6 ta sw hai long cia ngwoi bénh diéu tri ngoai
tru tai Khoa Y hoc dan toc - Bénh vién Pa khoa Xanh
Poén nam 2022.

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

Nghién ctru dugc thyc hién trén cac dbi tuong la nguoi
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bénh diéu tri ngoai tr tai Khoa Y hoc dén toc - Bénh
vién Pa khoa Xanh Pon tai thoi diém két thic diéu tri
tur thang 1/7/2022 dén 31/12/2022.

- Tiéu chuan lya chon:

+ Ngudi bénh ¢6 do tudi tir 18 tudi tro 18n, tai thoi diém
két thuc diéu tri.

+ Nguoi bénh khong c6 cac dau hiéu cua rdi loan tim
than, kich dong, ton thuong vé tinh than va nhan thic
anh huong dén viéc tra 101 bo cau hoi.

+ Nguoi bénh dong ¥ tham gia nghién ciru.
- Tiéu chudn loai trir:

Nguoi bénh khong thoa man mot trong cac lya chon
trén.

2.2. Phuwong phap

2.2.1. Thiét ké nghién ciru: Nghién ciru mo ta cat
ngang.

2.2.2. C& méu nghién ciru
C& mau duogc tinh theo cong thuc:
p(l - p)

AZ

n=27?

1-a/2

Trong do6:
+ n: C& mau cua nghién ctru

+ a: Mirc y nghia théng ké (chon o = 0,05 tng véi mic
tin cay 95%)

Thay vao bang Z tng véi gia tri o dugc chon, thu dugc
Z =196

1-0/2

+p: Theo ty 1¢ hai long tur nghien cliu cua tac gia Truong
Vian Ut “Déanh gid sy hai long ciia ngudi bénh ngoai tra
tai khoa Da liéu Bénh vién Pa khoa Trung tim Tién
Giang nam 2021”7, véi p = 0,742 [5].

+ A: Khoang sai 1éch mong mudn = 0,05

Thay vao cong thire ta duge n =294. Du phong 10% sai
s0 thi ¢c0 mau s€ 1a n = 324.

Thuc té nghién ctru di ¢6 330 ngudi bénh tham gia.
2.2.3. Chi tiéu nghién ciru

- Cac blen s6 v& dic diém chung cua dbi tuorng nghlen
ctru: Tudi, gidi, nghé nghiép, trinh d6 hoc vén, s6 lan
dén kham trude day, hinh thire chi tra.

- Céc chi tiéu nghién cliru mirc d6 hai 10ng Dua trén bd
cong cu ‘Phleu khao sat y kién  nguoi bénh ngoai tra”

ciaBO Y té ban hanh trong Quyét dinh 3869/Qb-BYT
[4], sau do tién hanh loai bo nhu’ng yeu t6 khong phu
hop va bd sung nhirng yeu t6 con thiéu dé xay dung
nén thang do cho dé tai, sir dung 32 céu hoi thudc 6 tiéu

chi: thu tyc — quy trinh, co s& vat chit, thai do va trinh
do chuyen mon cua NVYT, thoi gian cho doi, chi phi,
qué trinh diéu trj.

2.2.4. Pdnh gid két qua
- Banh gia mac d¢ hai long theo tung cau hoi

banh gia mtc d6 hai long & moi cau hoi bang thang
diém Likert voi cac muc do tir 1 “rat khong hai long”,

2 “khong hai long”, 3 “binh thuong”, 4 “hai long”, 5
“rat hai long” [6].

- Diém hai 1ong ctia ngudi bénh & mdi cau hdi duge chia
thanh 2 nhom:

+ Nhom hai 1ong: 4 diém, 5 diém
+ Nhém chua hai long: 1 diém, 2 diém, 3 diém

- Banh gia mtc do hai long theo tirng tiéu chi

Tong diém

Diém Trung binh ‘c cAu hd
trungbinh _  diémcuacac _ _ caccauhol
cua mot cay hoi trong Tong so cau
tiéu chi moi ti€u chi hoi

- Banh giad mtc d6 hai long tat ca cac tiéu chi

Téng diém tat

Diém olig die ;

trung binh Trung binh ca cac tiéu chi
ctamau = diémcuatatca = ] ;
nghién céc tiéu chi Tong so
ctru cau hoi

2.2.5. Xur Iy va phdn tich so ligu
X 1y s6 liéu bang phan mém SPSS 22.0.
2.3. Dao dirc nghién ciru

Pé tai nghién clru hoan toan phuc vu muc dich khoa
hoc, khong vi muc dich khac.

Déi tuong tham gia nghién ctru duoc giai thich vé muc
dich va ndi dung cua nghién ctu trude khi thu thap
thong tin va chi tién hanh khi c6 sy chap nhan tham gia
ctia dbi twong nghién ciru.

Moi thong tin ca nhan vé doi twong nghién ctru s€ dugc
gitr kin.

3. KET QUA

3.1. Pic diém chung ciia cac ddi twong nghién ciru

Trong 330 ddi twong tham gia nghién ctru, tudi trung
binh ctia miu nghién ciru 13 63,0 + 11,8. Trong do6 sb
lwong nguoi bénh nit chiém 75,5%, ty 1€ nit/nam xép
xi 3/1, ngudi bénh thudc nhém huu tri chiém ty 16 cao
nhat 13 60%.
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3.2. Mirc do hai long ciia ngwdi bénh

Bang 1. Mirc d hai long vé thii tuc - quy trinh

Tiéu chi
Ch’lra hai long ’Hz‘li long Trung
lw?yf:lg T?:’ Ig llf?,)’f:lg T?:’ I¢ ()_?:::Iéli))
(n) (%) (n) (%)
Qua trinh dang ky kham bénh
330 100 | 4,56 +0,49
Tim kiém dwong di dén cac khoa, phong

3 0,9 327 99,1 |4,61+0,51

Thuye hién kham theo thit tw cong bing

330 100 | 4,78+0,41

Thuye hién diéu tri theo thir ty cong bing

330 100 | 4,81+£0,39
Téng
330 100 | 4,69 £0,39

Nhan xét: D6i véi thu tuc - quy trinh, diém trung binh
hai 1ong v6i viéc thue hién dicu tri theo thu ty cong
bang la cao nhat 4,81 + 0,39.

Bang 2. Mirc d9 hai long vé co sé vit chat

Tiéu chi
Chura hai long Hai long
x ; Trung binh
So - So - <
Ty 1 Tyl X+SD
gl vl R
n n
May dién cham
9 2,7 321 97,3 4,85+ 0,47
Ong gidc hoi
14 4,2 316 95,8 4,83 +0,55

Sw riéng tw khi thuc hién thu thuat

151 46,6 179 53,4 3,66 = 0,99

Sw sach sé ciia nha vé sinh

98 29,6 232 70,4 4,02+1,13

Khuén vién méi truong

0 0 330 100 4,89 £0,30
T(Z)ng
3 0,9 327 99,1 4,65+0,27

Tiéu chi
Chua hai long Hai long
x x Trung binh
So - 1a So . E
Tyl Tyl X+SD
e | e o] T
n n
Phong kham
0 0 330 100 4,97+0,18
Phong diéu tri
1 0,3 329 99,7 4,95+0,23
Phong cho diéu tri
4 1,2 326 98,8 4,81 £0,43
Trang thiét bi y té
Kim cham ciru
0 0 330 100 4,94 £ 0,24

- Nhén xét: Diém trung binh hai long chung vé co sd vt
chat 1a 4,65 + 0,27. Trong do6 cao nhat la phong kham
v6i diém trung binh 4,97 + 0,18, thap nhat 1a mirc do
hai long vé su riéng tu khi thuc hién tha thuat véi diém
trung binh 3,66 + 0,99.

Bang 3. Mitrc d hai long vé thai d9, trinh do

chuyén mén cia NVYT
Tiéu chi
Chura hai long Hai long
_ _ Trung
So o 1A So - binh
lwgng ](13} l)g lwgng rl(}} l)g (X£SD)
(n) ° (n) ’
Trang phuc cia NVYT
| | 330 | 100 [499+0,09
Thai d§ cia NVYT
Thai d¢ giao tiép
| | 330 | 100 [495+021

Thai d¢ khi nguoi bénh can hé tro
| | 330 | 100 [488+032
Trinh d§ chuyén moén ciia NVYT
Hoi bénh, kham bénh
| | 330 | 100 [486+034
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Tiéu chi
Chua hai long Hai long
, } Trung
So - So - binh
Ty I Ty | <
lwong (3;0 )@ lwong (3}0 )@ (X£SD)
(n) (n)
Chén dodn
| | 330 | 483+0,37
Loi khuyén cho bénh nhan
1| 03 | 329 | 997 |444=098

Ky nang cham curu

63 | 191 | 267 | 809 |461+072
K7 ning xoa bop bam huyét
25 | 75 | 305 | 925 |461+072
Ky nang gidac hoi
4 | 12 | 326 | 988 |482+044
Thong bao trudce khi thue hién thu thuit
26 | 79 | 304 | 921 [478+057
Tong
5 | 15 | 325 | 985 [480+025

Nhén xét: Diém trung binh hai 10ng chung vé tiéu chi
thai d9g, trinh d§ chuyén mén cua NVYT la 4,80 +0,25.
Trong do, nguoi bénh hai long 100% doi vdi trang phuc
va thai d6 cua NVYT.

B Chua hai long = Hai long

Tiéu chi dénh gid
Cho lam thit tye kham - 78.8%
Che dén hrot didu tri - 80,6%
Ché duge hd trg khi ¢o véu chu ‘9% 96,1%

0% 20% 40% 60% 80% 100% Ty lé %

Biéu do 1. Mirc dd hai long vé thoi gian cho doi

Nhan xét: Ty 1€ ngudi bénh chua hai long khi cho dgi
dén luot diéu tri 1a 19,4%, chd doi 1am thu tuc kham 1a
21,2%.

Bang 4. Mirc d§ hai long chung

hai ?grlfgc gl(i)ung > ?ST e Ty g (%)
Chua hai long 51 15,5
Hai long 279 84,5
Tong 330 100

Nhan xét: Co 84,5% ngudi bénh hai long va 15,5%
chwa hai 1ong sau qua trinh diéu tri ngoai trii.

4. BAN LUAN

Trong nghién ctru ndy, tudi trung binh cta mau nghién
ctrula 63,0 + 11,8, nhom tudi trén 60 tu01 chiém 66,7%,
nhom ngudi trong do tudi tr 18 —45 tudi chi chiém ty 1€

8,8% la do diéu tri y hoc c6 truyen thuong kéo dai nhiéu
ngay nén nhiing ngum ¢ d9 tudi lao dong s€ it co thoi
gian dén bénh vién trong gid hanh chinh de tién hanh
diéu tri va thuong nhiing ngu01 tré tudi cho rang nén wu
tién tim hiéu théng tin vé thudc va cac phuorng phép
dleu tri y hoc hién dai vi chung cho hi¢u qua nhanh hon.
Dé thu hut nhoém dbi tuong trong d6 tudi nay dén dleu
tri, khoa c6 thé két hop gilra dét trude lich hen va b tri
nhan lyc tryc trwa dé tan dung duoc t6i da

Nghlen ctru cho két qua ty 1€ nir gidi 1a 75,5%, cao xap
xi 3 1an so voi nam gi6i, gan tu:ong dong véi két qua
nghién ctru cua Vil Duy Tung voi ty 1€ nit cao hon nam
[7]. Ty 1€ nguoi bénh hai 1ong 1a 84,5%, mue diém hai
long chung trung binh 1a 4,64 + 0,25. Trong céc y€u
to dé danh gia su hai long, y€u to chi phi diéu tri duge
ngudi bénh danh gia cao nhat véi 4,84/5 diém, ty 1€
ngudi bénh chi tra bang bao hiém y t€ 14 99,4%. Do cac
mat bénh dugc dicu tri thuong xuyén tai Khoa Y hoc
dén toc thuong la cac bénh co xwong khp man tinh, tai
phat nhiéu dot va phai diéu tri nhiéu lan viéc sir dung
bao hiém y té giam bét ganh nang vé kinh té khién
ngudi bénh yén tim hon trong viéc diéu tri.

Tai Khoa Y hoc dan tgc, ngum bénh tham gia nghlen
ctru hai long 100% d6i voi trang phuc thai do cua
NVYT khi ho can duoc hd trg. Khoa ¢6 doi ngd NVY'T
voi chuyen mon cao bao gom Tién s1, Thac si, Bac
si ndi tru, Bac si Chuyen khoa I, phdi hop véi giang
vién kiém nhiém cua anong Dai hoc Y Ha Ngi. Khoa
lu6n luén chu trong nang cao trinh do chuyen mon cho
nhan vién bang cach cir di hoc cic cap hoc cao hon
nhu Chuyén khoa I, Chuyen khoa II, Thac si.. Ngoal
ra, khoa thuong xuyén giao ban chuyén mon de cing
cb kién thirc vé ly thuyét cung nhu thyc hanh trong Xt
tri nguoi bénh, cap nhat cac lién tyc kién thirc méi vé
chuy€n mén nghi€p vu ciing nhu quy trinh hanh chinh.
Vé tiéu chi co s& vat chat, mic diém hai 1ong thap nhit
1a 3,66 = 0,99 ddi véi sy kin déo, riéng tu ciia phong
bénh khi 1am thu thudt. V6i quy m6é mot phong diéu tri
ngoal tra gdm 12 glu(mg, phong chi ¢6 thé ngin cach
nguoi bénh nam va nit bang rém, trong nhiing ngdy
dong bénh nhan thi vi¢c ddm bao tuyét doi sy riéng tu
la rat kho. Bén canh d6 van con mot t}"/ 1€ khong nho
ngu’(n bénh chua thyc sy hai long voi sy sach s€ cua
nha vé sinh. Hé thong nha vé sinh cua Khoa Y hoc dan
toc cd, dién tich khoa phong cling han ché dé co thé
b6 sung thém nha vé sinh mai, chi c6 mot nha vé sinh
dung chung cho nguoi bénh ngoai tr, nhén vién v sinh
phai don dep cung lac nhiéu khoa... nén rat kho gitr vé
sinh sach s& lién tuc, dic biét ddi voi nhung ngay dong
nguoi bénh hodc nhimg ngay thoi tiét am thap, mua
nhleu Khoa nén dé ra nhiing gidi phap dé cai thién hé
thdng vé sinh, c6 thé bd sung nhén vién, tang s6 lan
don dep trong ngay dé nang cao chit luong, nang cao
su hai 1ong ctia nguoi bénh. Mic di hién nay viée thiéu
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thén trang thiét bi 1a kho khin chung cua ca nganh y té,
nhung Bénh vién Xanh Pon noi chung va Khoa Y hoc
dén toc noi riéng Van b gang cung cap cho ngudi bénh
trang thiét bi ti thiéu can thiét. Khoa c6 nhirng de an
nghlen clru cong cu hd trg cho qua trinh diéu tri hang
ngay, dién hinh la dung cu ké goi trong dién cham diéu
tri thodi hoa khop goi. Dung cu nay giup rut ngan thoi
gian chuan bi ctia ngucn bénh, xac dinh huyet dé cham
ctru chinh xac hon va tao cam giac thoai mai trong subt
qué trinh cham ctru. Khi st dung dung cu ké goi phong
bénh va givong bénh cling gon gang va sach dep hon.

Diém trung binh hai 10ng d6i vai thoi gian cho doi 1a
thap nhat trong tat ca cac tiéu chi, trong do thap nhat 1a
thoi gian ngudi bénh phai cho doi dé 1am thu tuc khdm
tai khoa Kham bénh cua bénh vién, mic du da c6 nhidu
bién phap khac phuc nhu'ng hang ngay bénh vién pha1
tiép nhan rat dong ngudi bénh kham va diéu tri ngoai
tri nén viéc phai cho doi la diéu khong thé tranh khoi.
Két qua nay tuong dong voi cac nghién ctiru khac tai
Viét Nam nhu nghlen ctru cua Ly Thi Thuy cho ty 1€
hai long véi thoi gian cho dgi khi tiép can cac dich vu
la rat thap chiém 28 ;4% [8]; Nghién ctru cia Vi Duy
Tung cling cho thay két qua su hai long vé thoi gian cho
kham 1a thip nhét trong céc tiéu chi danh g1a chiém ty
1€ 76,75% [7]. Cac nghién clru trén thé giGi cling cho
thay rang ngudi bénh xem thoi glan cho doi lau 1a rao
can trong sy hai 1ong vé dich vu va khién ngudi bénh
phai chd dgi mot cach khong can thiét c6 thé 1a nguyen
nhén gay cang thang choca ngum bénh vabacsi[9]. Tu
céc két qua trén co thé thay rang thoi gian cho doi van
la mot trong nhung yeu t0 quan trong anh huong dén
su hai long cua ngu01 bénh d6i v6i chat luong dich vu
y té. Viéc téi gian thoi gian cho doi cling 1a mdt trong
nhitng muc tiéu ma cic co so'y té hudng dén nham dap
Umng sy hai long cta ngudi bénh. Pé khic phuc tinh
trang nay khoa nén dé ra mot s6 giai phap tam thoi nhu
¢6 thé bo sung thém nhan luc dé ho tro bac si chinh
hodc thay phién cac bac si & phong kham, tang nhan
lyc vao nhiing gio hodc nhﬁ'ng ngay dong bénh nhan.
Giai phap lau dai ¢6 thé mo rong dién tich khoa phong,
tang sO gluong diéu tri dé t6i wu hoa thoi gian cho doi
cua nguoi bénh.

Vi¢c khong ngu’ng cai, tién trang thiét bi va quy trinh t6
chirc khong chi gitp t6i uu hoa hidu qua diéu trj ma con
dam bao chit luong dich vu va cham soc stic khoe cong
dong, huong toi nang cao sy hai long cuia nguoi bénh.
Tu nhung ket qua trén cho thdy ngudi bénh tin tuong
vao viéc diéu tri tai Khoa Y hoc dan toc. Su hai long ciia
nguoi bénh khong chi la thudc do danh g1a muc dg hai
long ma con glup CSYT glu chéan nguoi bénh, tao su
tin tuong la tién dé dé nguoi bénh quay lai trong nhiing
dot diéu tri tiép theo.
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5.KET LUAN

Qua két qua nghién ciru trén 330 di twong nguoi bénh
diéu tri ngoai tré tai Khoa Y hoc dén tdc trong thoi gian
to 1/7/2022 den 31/12/2022 cho thay: Ty 1é hai long
chung cua mau nghlen ctru la 84,5%, trong do diém hai
long cao nhat voi yeu to chi phi didu tri 1a 4,84 + 0,28
va thap nhat d6i voi yéu t6 thoi gian cho doi 1a 4,24 +
0,69. Piém trung binh hai long cho céac yéu t6 th tuc —
quy trinh, co s& vat chat, NVYT lan luot 14 4,69 + 0,39,
4,65+0,27,4,80 + 0,25.
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