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ABSTRACT

Objective: To assess patient satisfaction with healthcare at the Tien Giang provincial General
Hospital.

Method: Cross-sectional descriptive study.

Results: The overall patient satisfaction rate with the mental care provided by nurses at Tien Giang
provincial General Hospital was 98.4%; satisfaction with the execution of nursing care activities was
98.7% (the highest); satisfaction with the relationship between patients and nurses was 96.6%. The
overall patient satisfaction rate for all nursing care activities was 98.4%.

Conclusion: The patient satisfaction rate is very high (all from 96.6% and above), with the highest
being 98.7% of patients satisfied with the nursing care activities. There was no significant difference
in patient satisfaction rates between inpatient and outpatient groups, with p-values > 0.05. The overall
patient satisfaction rate for all nursing care activities was 98.4%.
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TOM TAT
Muc tiéu: Panh gia su hai 10ng cua ngudi bénh vé chiam séc diéu dudng tai Bénh vién Pa Khoa tinh

Tién Giang.
Phuong phap: Nghién cau cat ngang md ta.

Két qua: Ty Ié hai long chung caa ngudi bénh vé sy cham soc tinh than cua diéu dudng tai Bénh
vién Da khoa tinh Tién Giang la 98,4%:; hai 1ong vé thyc hién hoat dong cham séc cua diéu dudng
98,7% (dat cao nhat); hai 1ong vé mdi quan hé gitra nguoi bénh va diéu dudng 1a 96,6%. Ty Ié hai
long chung caa ngudi bénh vé tat ca cac hoat dong cham soéc cuia diéu dudng 1a 98,4%.

Két luan: Ty 18 hai long cua ngudi bénh rat cao (déu tir 96,6% tro 1én), trong d6 cao nhat 1a 98,7%
ngudi bénh hai 1ong viéc thuc hién hoat dong cham soc cua diéu dudng. Khong co su khac biét vé ty
1 hai long cia nguoi bénh khi noi va khdi ngoai vai p > 0,05. Ty 1¢ hai 1ong chung ciia ngudi bénh
Vé tat ca cac hoat dong cham soc cua diéu dudng 1a 98,4%.

Tir khoa: Hai long, diéu dudng, cham soc.

1. PAT VAN BPE

Hién nay chua c6 su thong nhét gitra cac khai niém vé
su hai long cua bénh nhan trong cham soc suc khoe.
Trong mé hinh do luong chat luong cia Donabedian A,
su hai long cta bénh nhan dugc dinh nghia la thudc do
két qua do bénh nhan bao céo trong khi quy trinh chim
s6c c6 thé dugc do lwdng bang kinh nghiém cua bénh
nhan [6]. Ngoai ra, Jenkinson C va cong su chi ra rang
su hai 1ong cia bénh nhan hau nhu 1a thé hién thai do
ddi véi su cham soc hodc cac khia canh cua su cham
s6c [7]. Trong khi d6, Normand C va cong su cho rang
su hai long cta bénh nhan la cam xuc, tinh cam va nhan
thuc cta ho vé cac dich vu cham soc stc khoe duoc
cung cap [8]. Mat khac, cac tac gia khac dinh nghia sy
hai 1ong cua bénh nhéan la mac d6 phu hop gitra ky vong
ctia bénh nhan vé dich vu chiam soc 1y tudng va nhan
thire cua ho vé dich vu cham soc thuc sy nhan duoc.
Do d6, c6 thé thay chim soc diéu dudng (PD) la chia
khéa quan trong trong viéc han ché sy phan nan cua
bénh nhan, duy tri, hoi phuc tinh trang stc khoe cua
bénh nhéan va gilp nang cao su hai long caa bénh nhan.

Viéc hiéu rd v& mong doi, dé xuét va phan hdi cua bénh
nhén s& la chiéc chia khoa gidp bénh vién biét nhiing
hang muc nao nén dugc wu tién va nhitng hang muc nao
can thay ddi trong dich vu, tir d6 dam bao sy hai long
cho tit ca bénh nhan. Do d6, chung t6i thuc hién dé tai
nghién ctru danh gia sy hai 1ong cia nguoi bénh vé
cham soc stcc khoe tai Bénh vién Pa Khoa tinh Tién
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Giang. Déy s& la tién d& gidp cho cac hoat dong can
thi¢p cai thién sy hai Iong cua ngudi bénh tai bénh vién
trong tuong lai.

2. POI TUQONG, PHUONG PHAP NGHIEN CUU
2.1. Péi twong nghién ciru

- Tiéu chi lya chon:

+ Bénh nhan > 18 tudi diéu tri noi trd tir 5 ngay tre
1én va duoc thong bao ra vi¢n tai Bénh vi¢n Da khoa
tinh Tién Qiang (thudc céac khqa: Noi A, Léo; Nhiém,
Ngoai Chan thuong, Ngoai Than kinh, Noi tiét va Pai
th&o duong).

+ Céc DD cdng tac tai Bénh vién Da khoa tinh Tién
Giang (cting thugc cac khoa trén).

- Tiéu chi loai trir: nguoi bénh tir chéi tham gia nghién
cau, nguoi bénh hon mé 'hoac ¢6 tinh than khdng tinh
téq, nguoi bénh khdng biét chir, khéng cd kha nang doc
hiéu.
2.2. Phuwong phap nghién ciru
- Thiét ké nghién ctru: nghién ctu cat ngang mo ta.
- C& mAu &p dung theo cdng thirc tinh ¢& mau dé xéac
dinh 1ti lé:
(1-p)

d2
Trong d6: n 1a sé nguoi tham gia vao nghién ctu; Zi.»
= 1,96 voi o = 5%; p la trj s6 mong muén cua ty 1& (p

n= Zf—a/z xp
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= 0,445 dya vao két qua nghién ctu cua Huynh Anh
Diing nam 2018 [3]); d la sai 6 t6i da cho phép, du kién

5% sai s6, d = 0,05 (d9 tin cay 95%).

Ap dung vao cong thirc xéc dinh ¢ mau trén, tinh dugc
n = 384. Trong nghién ctu nay, ching tbi chon c& mau

3. KET QUA NGHIEN CUU
Bdng 1. Ty 1¢ hai 10ng ciia nguwoi bénh vé sw chim séc tinh than ciia DD

384, trong d6 c6 256 bénh nhan khdi noi va 128 bénh

nhan khdi

ngoai.

2.3. Xir Iy va phén tich s liéu
S6 lieu dwoc quan 1y va xir 1y bang phan mém
Microsoft Excel va SPSS 20.0.

Khéi ndi Khéi ngoai Téng cong
) (n = 256) (n=128) (n=384)
Noi dung " = " = " 1 P
Khéng Hai | Khong | Hai | Khong | Hai
hailong | long |hailong| long |hailong| ldng
Hai 1ong véi viéc theo ddi dién bién, hoi
) ¥ ' 256 128 384
tham ve tinh hinh bénh tat cua nguoi bénh 0 0 0 -
hang ngay trong thai gian nam vién (100%) (100%) (100%)
Hai long vai su ton trong cua BD (qua loi 1 255 2 126 3 381 0.22
noi, thai dg, cu chi) trong khi cham soc (0,4%) {(99,6%)| (1,6%) |(98,4%)| (0,8%) |(99,2%)|
Hai long véi su don tiép va sap xép giuong 2 254 0 128 2 382 | o
bénh ciia DD (0,8%) |(99,2%) (100%) | (0,5%) |(99,5%)|
Hai 1ong vé mtrc d9 cam thong, chia sé vé 2 254 2 126 4 380 0.47
bénh tat cia DD véi nguodi bénh (0,8%) [(99,2%)| (1,6%) |(98,4%)| (1,0%) |(99,0%)|
Hai long v6i sy dong vién, an ui, khich 1¢ 7 249 2 126 9 375 0.47
tinh than ctia BD trong thoi gian dicu tri (2,8%) [(97,2%)| (1,6%) |(98,4%)| (2,3%) |(97,7%)| '
Hai 10ng chung vé su chim séc tinh than cia 5 251 1 127 6 378 0.38
bD (2,0%) [(98,0%)| (0,8%) |(99,2%)| (1,6%) |(98,4%)|

Nhdn xét: Ty I& hai 1ong chung cia ngudi bénh vé sy cham soc tinh than cia PD tai Bénh vién Pa Khoa tinh Tién
Giang 1a 98,4%. Trong do ty I¢ hai long cua nguoi bénh cic khoa ngoai cao hon cac khoa ndi, tuy nhién sy khac
biét khong c6 ¥ nghia thong ké voi p = 0,38 (p > 0,05).

Bdng 2. Ty 1¢ hai 10ng ciia ngwoi bénh vé thuc hign hoat dgng chim séc ciia PD

Khoi nji Khéi ngoai Téng cong
_ (n = 256) (n = 128) (n = 384)
Noi dung Khé Kho Kho P
oNg || s 1s oNg |, s s 6ng s
hai tong | F19N9 | haj tong | 31109 | pajjeng | Hailong
Hai long vé viéc thuc hién cac quy 1 255 0 128 1 383 0.47
trinh ky thuat DD (0,4%) | (99,6%) (100%) | (0.3%) | (99.7%) |
Hai long voi vigc PD dén va xir tri
kip thoi cac dau hiéu bat thuong 256 128 384
. . R : 0 0 0 -

(qué lanh, qua dau, non...) khi (100%) (100%0) (100%)
dugc théng béao
tuc hanh chinh (vién phi, bao hiém 0,61
Hai long vai sy gitp do cia PD
khi thyuc hi¢n cac hoat dong (ho tro 6 250 2 126 8 376 061
an udng, dilai, vé sinh than thé, | (2,4%) | (97.6%) | (L6%) | (98.4%) | (21%) | (97.9%) |
dai tiéu tien...)
Hai long voi sy huéng dan va 6 250 128 6 378
trang bi ddy du do vai (ga giuong, 0 0,08
quan 40) khi vao khoa diéu tri (2,4%) | (97,6%) (100%) | (1,5%) | (38,5%)
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Khoi ndi Khéi ngoai Téng cong
) (n = 256) (n=128) (n=384)
Noi dung Khé Kho Kho P
oNg || x:1s oNg |, x: s 6ng -
hai ong | F1ON9 | hajong | 31109 | pajjeng | Hallong
Hai long vé sy sip xép ciia BD khi 5 251 4 124 9 375 0.47
ngudi bénh ra vién (2,0%) | (98,0%) | (3,2%) | (96,8%) | (2,3%) | (97,7%) ’
Hai long vé thyc hién cong khai 4 252 2 126 6 378 10
thuoc hang ngay ciia DD (1,6%) | (98,4%) | (1,6%) | (98,4%) | (1,6%) (98,4%) ’
xét nghiém (chup X quang, siéu 0,20
am...) trong thoi gian nam vién (0.8%) | (99.2%) | (2,3%) | (97,7%) | (L1.3%) | (98,7%)
Hai long vé thoi gian cho doi DD 9 947 4 124 13 371
(cham soc, thuc hién thudc, thay 0,84
dich trayen...) (3.5%) | (96,5%) | (3.2%) | (96,8%) | (3.4%) | (96,6%)
Hai 1ong vé thuc hién cham soc S 251 0 128 5 379 011
ciia D (2,0%) | (98,0%) (100%) | (1,3%) | (98,7%) |

Nhdén xét: Ty 18 hai 1ong chung ciia ngudi bénh vé thuc hién hoat dong cham séc ciia DD tai Bénh vién Da Khoa
tinh Tién Giang 1a 98,7%, trong d6 ty 1& hai long cao nhat 1a DD dén va xu tri kip thoi cac ddu hiéu bat thuong
(qua lanh, qua dau, nén...) khi duoc thong béo (100%) va thap nhat 1a hai long vé thoi gian chd doi PD (chim
séc, thuc hién thude, thay dich truyén...) chiém 96,6%.

Bdng 3. Ty 1¢ hai 10ng ciia ngwoi bénh vé méi quan hé giira ngwoi bgnh va PD

Khoi ngi Khéi ngoai Tong cong
. (n =256) (n=128) (n=384)
Noi dung " = " = A p
Khéng Hai Khong Hai | Khong NN
N . N . N Hai long
hailong | long | hailong | long |hailong

Hai long véi sy huéng dan vé céc noi 5 251 4 124 9 375
guy khoa phong, bénh vién va quyén lgi 0,47
ciia ngudi banh (2,0%) |(98,0%)| (3,2%) |(96,8%)| (2,3%) | (97,7%)
Hai long véi su than thién, vui vé cua 2 254 4 124 6 378 0.08
bD (0,8%) |(99,2%) | (3,2%) |[(96,8%)| (1,6%) | (98,4%) |
Hai 10ng véi su giai dap nhirng ban 6 250 5 123 11 373 0.38
kho@n thac mac cua bD (2,4%) |(97,6%)| (3,9%) [(96,1%)| (2,9%) | (97,1%) |
Hai 1ong vé théi do quan tam, ling nghe 2 254 3 125 5 379 |03
cua bD (0,8%) |(99,2%) | (2,3%) |[(97,7%)| (1,3%) | (98,7%) |
Hai 1ong vé viéc BD khong gay kho 3 953 1 197 4 380
khan, phién ha trong qua trinh chim soc 0,72
va didu tri tai khoa (1,2%) |(98,8%)| (0,8%) |(99,2%)| (1,0%) | (99,0%)
Hai long vé viéc PD chao hoi va ty gii 14 242 9 119 23 361 0.54
thiéu ve ban than moi khi ticp xuc (5,4%) | (94,6%) | (7,0%) |(93,0%)| (6,0%) | (94,0%) |
Hai long chung vé méi quan hé gitra 7 249 6 122 13 371 0.31
nguoi bénh va D (2,7%) |(97,3%) | (4,7%) |[(95,3%)| (3,4%) | (96,6%) |

Nhgn xét: Ty 1¢ hai long chung cua nguoi bénh vé mdi quan hé giira ngudi bénh va PD la 96,6%, trong d6 PD
khoi noi c6 ty 1€ hai long cao hon khdi ngoai, tuy nhién su khac biét khéng cé y nghia thong ké véi p = 0,31 (p >
0,05).
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Bdng 4. Ty 1¢ hai 10ng ciia nguwoi bénh vé cong tic chim séc ciia PD theo tirng néi dung (n = 384)

Khbi ndi Khéi ngoai Téng céng
- (n = 256) (n = 128) (n = 384)
Noi dung Kho Kho Kho P
oNg | | i s oNg | | i s ONg | | i s
hai long | 8 10N9 | paitang | M3110MG | paijong | Hailong
o 5 251 1 127 6 378
Chim séc tinh than 2.0%) | (98,0%) | (0.8%) | (99.2%) | (1.6%) | (98.4%) | ©8
- o 5 251 128 5 379
Thuyc hién hoat dong cham soc (2.0%) | (98.0%) 0 (100%) | (1.3%) | (98.7%) 0,11
N - o 7 249 6 122 13 371
Moi quan hé gitra BD va nguoi bénh 27%) | (973%) | (4.7%) | (953%) | (3.4%) | (96.6%) 0,31
o 5 251 1 127 6 378
Hai long chung 2.0%) | (98.0%) | (0,8%) | (99.2%) | (1.6%) | (98.4%) | O8

Nhdn xét: Ty 1& hai 10ng cua ngudi bénh rat cao (déu tir
96,6% tro 18n), trong d6 cao nhét 1a 98,7% ngudi bénh
hai long viéc thyc hién hoat dong cham soc cua PD.
Khoéng co su khac biét vé ty 1¢ hai long ciia ngudi bénh
khéi noi va khdi ngoai (déu cé p > 0,05).

Ty I hai 1ong chung cta ngudi bénh vé tat ca cac hoat
dong cham so6c cua PD 1a 98,4%.

4. BAN LUAN

Qua két qua nghién ctru cua ching tdi cho thdy, ty 18
ngudi bénh hai 1ong vé cham soc tinh than caa PD tai
bénh vién rét cao; dac biét ty 18 ngudi bénh hai long voi
viéc theo di dién bién, hoi tham vé tinh hinh bénh tat
ctiia ngudi bénh hang ngay trong thoi gian nam vién
chiém ty Ié cao nhat (100%), trong khi d6 ty ¢ thap
nhét 1a hai 16ng véi sy dong vién, an ai, khich 1¢ tinh
than caa DD trong thoi gian nam diéu tri tai khoa ciing
dat 97,7%. Khéng ghi nhan c6 su khac biét su hai long
vé chiam séc tinh than cua DD tai khdi ndi va khbi ngoai
(deu c6 p >0,05). Ty I¢ hai Iong chung cta nguoi bénh
vé sy cham soc tinh than cua DD tai Bénh vién Da Khoa
tinh Tién Giang la 98,4%, trong do6 ty Ié hai long cua
nguoi bénh ¢ cac khoa ngoai cao hon cac khoa noi, tuy
nhién su khac biét nay khong c6 y nghia thong ké voi
p = 0,38 (p > 0,05). Nghién cau caa Nguyén Ngoc Ly
tai Khoa Noi tong hop, Bénh vién DPa khoa tinh Tuyén
Quang thiy 92.6% ngudoi bénh hai long vai sy dong
vién khich I¢ tinh than cua BD [4], thdp hon khao sat
cua ching téi cua ching téi. Ngoai ra, nghién ciru cua
BUi Thi Bich Nga (2011) tai Bénh vién Y hoc 6 truyén
Trung uong ciing co ti 1& thap hon nghién ctu cua
ching téi [5].

Két qua phan tich cua ching t6i ghi nhan > 96,6%
ngudi bénh hai 1ong vé viéc thuc hién cac hoat dong
cham soc nguoi bénh cua PD, trong d6 ty € hai long
cao nhét 1a DD dén va xtr tri kip thoi cac dau hiéu bat
thuong (qua lanh, qua dau, nén...) khi dugc théng béao
vGi 100% va thap nhat 12 hai Iong vé thoi gian cho doi
DD (chiam soc, thuc hién thudc, thay dich truyén...)
chiém 96,6%. Ty 1& hai long chung cua ngudi bénh vé
thyc hién hoat dong cham soc cia BD tai Bénh vién Da

Khoa tinh Tién Giang la 98,7%, trong d6 ty 18 hai long
ctia ngudi bénh cac khoa ngoai dat tuyét d6i (100%) so
véi cac khoa noi la 98%; tuy nhién su khac biét nay
khong c6 y nghia thong ké véi p =0, 11 (p>0,05). Nhu
vay, khong ghi nhan sy khéc biét vé muc do hai long
V& viéc thyc hién céc hoat dong cham séc ngudi bénh
cua DD khdi noi va khdi ngoai (déu c6 p > 0,05).

Ty I& hai 1ong vé cac hoat dong chiam séc ciia PD trong

nghién ciu cua chdng tdi cao hon so vai cac nghién ciru

ctia Nguyén Ngoc Ly (2013) tai Bénh vién Pa khoa tinh

Tuyén Quang (64,4%) [4], caa Ngb Thi Lan Anh (2017)
tai Bénh vién Da khoa tinh Théi Binh (83,5%) [2] va

cia Nguyén B4 Anh (2012) tai Bénh vién Hiru nghi

Viét buc (95,8%) [1].

Ngoai ra, trong nghién ciru cua chung t6i cé 99,73%
ngudi bénh hai long vé BD thuc hién quy trinh ky thuat
chuyé&n mén. Két qua nay cao hon so vdi cac nghién
ctru caa Nguyén Ba Anh (89,9%) [1], Nguyén Ngoc Ly
(89,4%) [4] va Ngb Thi Lan Anh (90,5%) [2].

Qua két qua khao séat cia chung toi cho thay, ty 1¢ hai
long vé mdi quan hé giita ngudi bénh va BD kha cao,
déu trén 94%, trong do ty 1& hai long cao nhat 1a su than
thién, vui vé va khong gy kho khin, phién ha trong
qué trinh cham soc diéu tri tai khoa khi tiép xuc voi
nguoi bénh (99%); ty l¢ thép nhat 13 hai long véi chao
hoi, gigi thiéu tén khi tiép xdc Vi nguoi bénh (94%).
Khong ghi nhan su khéac biét vé ty 1€ hai long ve moi
quan hé giira nguoi bénh va BD khdi noi va khbi ngoai
(déu c6 p > 0,05). Ty 18 hai ldng chung caa ngudi bénh
vé mdi quan hé gitra nguoi bénh va BD 1a 96,6%, trong
do ty 1¢ hai long véi DD khéi noi cao hon DD khdi
ngoali, tuy nhién sy khac biét khong c6 y nghia thong
ké véip=0,31(>0,05). Ket qua cua ching toi vé ty 1é
nguoi bénh hai long vé mdi quan hé gitra DD va nguoi
bénh cao hon két qua ciia Ngd Thi Lan Anh tai Bénh
vién Pa khoa tinh Thai Binh (80,5%) [2].

Trong 3 ndi dung khao sat sy hai long cta ngudi bénh
vé chiam soc DD tai Bénh vién Pa khoa tinh Tién Giang,
ghi nhan: ty 18 hai 1ong cua nguoi bénh rat cao (déu tir
96,6% tro 1€n), trong d6 cao nhét 12 98,7% nguoi bénh
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hai long viéc thuc hién hoat dong chim soc ctia BD.
Khoéng c6 su khéc biét vé ty I hé 1ong cia ngudi bénh
khéi noi va khdi ngoai (p > 0,05). Ty Ié hai 1ong chung
cuia ngudi bénh vé tit ca cac hoat dong chim soc cua
DD 1a 98,4%. Ty l¢ hai long cia nguoi bénh vé cham
s6c PD cua chung t6i cao hon nghién ctru caa Nguyén
B4 Anh (2012) tai Bénh vién Hiru nghi Viét Buc vai ty
I& hai 1ong 1a 93,5% [1], d6ng thoi cao hon nghién ciu
cia Nguyén Ngoc Ly (2014) tai Bénh vién Pa khoa tinh
Tuyén Quang (65,0%) [3]. Su khéc biét nay c6 thé do
dic trung ctia moi bénh vién khac nhau va trong moi
nghién ctru céc tac gia su dung thang do danh gia khac
nhau.
5. KET LUAN
Qua danh gia su hai 1ong cua nguoi bénh vé chim soc
DD tai Bénh vién Da Khoa tinh Tién Giang nam 2022
trén 384 nguoi bénh diéu tri noi trd, c6 két qua nhu sau:
ty & hai long cua nguoi bénh rat cao (déu tir 96,6% tro
I&n), trong d6 cao nhat 1a ngudi bénh hai 1ong viéc thuc
hién hoat dong cham séc cua BD (98,7%), khdng c6 su
khéc biét vé ty & hai 1ong cua ngudi bénh khéi noi va
khéi ngoai véi (p > 0,05). Ty & hai long chung cua
ngudi bénh vé tat ca cac hoat dong cham séc ciia BD 1a
98,4%.
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