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ABSTRACT

Objective: To assess patient satisfaction with service quality at the Department of General
Examination, 108 Military Central Hospital and finding out some related factors.

Subjects and research methods: A cross-sectional descriptive study on 433 patients going to the
hospital from April 2022 to July 2022. Tool for data collection was structure questionaire. Solfware
SPSS 26.0 was used to data analysis.

Research results: The average overall satisfaction score of patients is 3,54 + 0,54, belonging to the
level of satisfaction. Patients were highly satisfied with 4 contents: Medical examination results,
staff’s skills and attitudes, medical examination and treatment costs, and landscape environment.
Up to 89.9% of patients said they would return for medical examination. In 9 subjects about the
characteristics of research subjects, the average satisfaction scores differed statistically significantly
between groups with different levels of education, occupation and distance to the hospital.(p < 0.05).

Conclusion: Patients have an overall satisfaction level of service quality at the Department of
Examination is 3.54 = 0.54, belonging to the level of satisfaction (5-level scale). The remaining four
items on parking service, waiting time for medical examination, toilet, and waiting area reached
acceptable levels.

Keywords: Satisfied, service quality, department of general examination, 108 Military Central
Hospital.
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SU HAI LONG VA MOI LIEN QUAN CUA NGUOI BENH DEN
KHAM BENH TAI KHOA KHAM BENH PA KHOA
BENH VIEN TRUNG UONG QUAN DOl 108, NAM 2022

Bui Thi Thanh Van"

Bénh vién Trung wong Qudn ddi 108 - 1B Tran Hung Pao, Hai Ba Trung, Ha Néi, Viét Nam

Ngay nhan bai: 06 thang 10 ndm 2022
Chinh stra ngay: 14 thang 11 ndm 2022; Ngay duyét dang: 08 thang 12 nam 2022

TOM TAT

Muc tiéu: Banh gia sy hai long cua nguoi bénh vé chét luong dich vu tai khoa Kham bénh da khoa,
Bénh vién Trung vong Quan Do6i 108 (TUQD 108) va tim hiéu mot sb yéu t6 lién quan.

Poi twong va phwong phap nghién ciru: Nghién ciru mo ta cit ngang trén 433 ngudi bénh di kham
bénh tir thang 04/2022 dén thang 07/2022. Céng cu thu thap s6 liéu 12 bd cau hoi dam béo tinh gia tri
va do tin cdy. Phan tich s6 liéu bang phan mém SPSS 26.0.

Két qua nghién ciru: Diém trung binh hai long chung ctia ngudi bénh (NB) 1a 3,54 + 0,54, thudc
murc hai 1ong. NB hai long cao vé 4 ndi dung: Két qua kham bénh, k§ ning thai do cua nhan vién y té
(NVYT), chi phi kham chita bénh va méi truong canh quan. Co dén 89,9% NB cho biét s& quay lai
kham bénh. Trong 9 ndi dung vé dic diém ddi twong nghién ciru, diém sb hai long trung binh khéc
biét c6 y nghia thong ké giita cac nhdém c6 trinh do hoc van, nghé nghiép va khoang cach téi bénh
vién khac nhau (p < 0.05).

Két luan: NB c6 diém sd hai long chung vé chat luong dich vu tai khoa kham bénh 1a 3,54 = 0,54,
thugc mirc hai long (thang 5 mtic). Con 4 ndi dung vé dich vu gui xe, thoi gian cho kham bénh, nha
vé sinh va khu vuc nha cho dat mirc chép nhan duoc.

Tur khoa: Hai long, chét luwgng dich vy, khoa Kham bénh, Bénh vién Trung wong Quan doi 108.

1. DAT VAN PE nguoi khac dén co so y té dé duoc nhan dich vu cham
soc stre khoe hodc kham chira bénh ma ho can.

Hién nay nhu cau cham séc stc khoe va kham chira Khoa khém bénh da khoa ciia Bénh vién T
R N A AL, . Z . oa kham bénh da khoa ctia Bénh vién Trung won
bénh da tr¢ thanh nhu cau can thiét cia dai da s6 ngudi ; ; ; g g

dan. Chi sb hai long cia ngudi bénh vé chét lugng dich  Quan doi 108 (BVTPQD 108) 1a nori,d(')n tiep ‘fé kham
vu ciia bénh vién 1a tiéu chi do luong sy dap ung cua  bénh cho bo doi tur cap trung ta tro xuong, cac doi tuong
bénh vién dé ddi vai nhitng mong doi cua ngudi bénh  bao hiém y té (BHYT) va nhan dan thu vién phi. Hang
(NB). Khi NB hai long, ho s& quay lai va gidi thiéu ngay sd luong kham bénh trung binh tir 2500 dén 3000
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luot ngudi. Bénh vién da khong nglmg cai tién quy
trinh kham chira bénh, dau tu nang cap hé thong cong
nghé thong tin, ting cudng trang thiét bi y &, doi ngil
nhan lgc phuc vu cé chét lwong va nang cép co sO ha
tang...Tuy nhién, van ¢ nhitng ndi dung chua thé dap
g hét dugc nhu cau cua NB. Vi vdy, dé nang cao va
duy tri chét luong phuc vy, dem lai su hai long cho NB
dén kham, ching t6i thuc hién nghién ciru nay voi 2
muc tiéu:

1. Banh gia sy hai long cuia nguoi bénh téi kham tai khoa
kham bénh da khoa, bénh vién TUQD108, nam 2022

2. Tim hiéu mot s6 yéu t6 lién quan dén sy hai long cua
nguoi bénh khi di kham tai khoa kham bénh da khoa,
bénh vién TUQD108, ndm 2022.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU

2.1. P6i twong, thoi gian, dia diém

- Pbi tugng: NB dén kham bénh, ddng y tham gia
khao sat, co kha ning giao tiép va tra 16i cac cau hoi
trong phiéu.

- Thoi gian: thang 4 dén thang 7/ 2022

- bia diém: Khoa Kham bénh da khoa (C1.1-A), Bénh
vién TUQD 108

2.2. Phwong phap nghién ciru
- Thiét ké nghién ctru: M6 ta cit ngang
- Cong thire tinh mau:

Cong thirc tinh ¢& mau udc lugng cho mot ty 1¢:

p(1-p)
(1-a/2) T

n=27?
Trong do:
n: 1a ¢& mau nghién ciru
p: Chiing t6i chon p = 0.5 dé ¢6 s6 lwong mau 16n nhét

0.: Xac xudt sai 1am loai I 14 0,05

56

Z: 1a hé sb tin cdy bang 1,96 tuong Gmg voi do tin
cay 95%

d: 1a d sai sd, duge chon 14 0,05

Thay vao cong thic trén dugc: n= 384 dbi tuong.
Chung t6i di tién hanh khao sat dwoc 433 ddi twong
nghién ctru (BTNC), du didu kién nghién ciru.

- Cach chon mau: chon mau thuan tién

- B phiéu khao sat: dya trén mau phiéu cua Bo Y té [1]
ching toi rat gon dé NB c6 thé tra 10i trong khoang 10
phut trong thoi gian cho 1dy thude va mot s6 noi dung
ma khoa quan tim dé cai tién cong tac phuc vu. Gom
3 phan:

+ Pic diém dbi tugng nghién ciru

+ 8 nhén t6 do sy hai long

+ Kha nang quay tr¢ lai kham bénh tai khoa

- Thang do va khung diém nhén dinh, d4nh gia
+ Str dung thang do likert 5

+ Danh gia khai quat su hai 1ong theo 3 muec:
Khong hai long < 2,60

Binh thuong: tir 2,61 dén 3.40

Hai long: > 3,4

+ Piém hai long chung duoc thuc hién theo cach “tao
nhan t6 dai dién bang trung binh cong trong SPSS”
(Transform > Compute Variables)

2.3. Xir Iy s6 liéu

S6 lidu duoc nhap vao ph?lrn mém excel, sau d6 mo ta
phan tich, kiém dinh bang phan mém SPSS phién ban
26.0. Cac thuat toan théng ké dugc st dung: tan sd, ty
1€ %; sur dung cac kiém dinh Independent — Samples T
Test, One - Way ANOVA véi mirc y nghia thong ké
duogc xac dinh khi p <0,05.

3. KET QUA NGHIEN CUU

3.1. Pic diém d6i twong nghién ciru
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Bing 1: Dic diém chung ciia doi twong nghién citu (n = 433)

Pic diém Tén s6 Ty 18 %
Nam 214 494
Gidi tinh
N 219 50,6
Tir 18 tudi tré xudng 5 1,2
Nhom tudi Tir 19 dén 60 tudi 254 58,7
Trén 60 tudi 174 40,1
+SD 55,08 + 15,76 (11-87)
B0 doi tai ngli 25 5,8
Déi twong khdam bénh BHYT 210 48,5
DVYT 198 45,7
Tiéu hoc tro xudng 80 18,5
Hoc vén Trung hoc, trung cép 275 63,5
Cao dé“ing dai hoc 78 18,0
B6 doi 25 5.8
Huu tri c6 thé¢ BHYT 79 18,2
. Nong dan, ngu dan 15 3,5
Nghe nghiép
Cong nhan vién chuc 39 9,0
Kinh doanh 23 5,3
Khac 252 58,2
3 Ty di lai dugc 343 79,2
Khd nang di chuyén khi di KB - -
Can ¢6 ngudi ho tro 90 20,8
Mot lan 191 44,1
So lan di Kli tai khoa trong 1 Hai 13n 77 17.8
nam nay
Ba lan trg 1én 165 38,1
Duéi 15 km 175 40,4
Khodng cach t'lf nha déen bénh Tt 15 dén 50 km 75 173
vién
Trén 50 km 183 42,3
Thir 2 84 19,4
Thu 3 140 32,3
Ngay thir khdm trong tuin Thir 4 82 18,9
Thu 5 64 14,8
Thir 6 63 14,5
Tong 433 100,0
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Nhan xét: NB nam va nir gan twong duong nhau. Nhom tudi 19-60 chiém 68,7%. Tudi trung binh ctia BN 14 55,08
+15,76.

Biéu db 1: Co ciu doi twong khdm bénh

POI TUQGNG KHAM BENH

457

" B) dditaingi ~ BHYT =DVYT =

Nhén xét: Doi tuong BHYT chiém ty 1€ cao nhat 48,5%.

3.2. Sy hai long ciia ngudi bénh véi 1 s6 dich vu tai Khoa Kham bénh

Bing 2: Diém trung binh hai long chung va cu thé ciia 8 néi dung tai khoa Khdm bénh. (n = 433)

Yéu td, diéu kién, ndi dung S6 lwong Téi thiéu Téi da X SD

Vé thoi gian cho khdam bénh 433 1 5 3,36 0,92
V& ky nang thai d6 cia CBYT 433 2 5 3,73 0,69
Khu vye chd KB, XN 433 1 5 3,41 0,77
Nha vé sinh 433 2 5 3,35 0,75
Moi trudong canh quan KKB 433 2 5 3,75 0,66
Chi phi kham bénh 433 2 5 3,70 0,63
Két qua kham bénh va xét nghiém 433 2 5 3,71 0,63
Dich vu giri xe BV 433 2 5 3,30 0,68
Piém hai long chung 433 1.88 5 3,54 0,54

Nhén xét: Diém trung binh hai long chung ctia NB la 3,75+ 0,66 va thép nhét 12 noi dung dich vu gtri xe 3,30
3,54 £ 0,54, thudéc mac hai long. Trong d6, ndi dung =+ 0,68.
moi trudng, canh quan co diém trung binh cao nhat
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Bdng 3: Phdn logi sy hai long ciia bénh nhdn theo 3 mirc

Phén loai Tén s6 Ty 1é %
Chura hai 1ong (< 2.60) 15 3,5
Mirc d9 hai long chung vdi cic Chép nhan dugc (2.61 — 3.40) 157 36,3
dich vu
Hai long (> 3.41) 261 60,3
Téng 433 100,0

Nhan xét: C6 60,3% NB hai long véi cac ndi dung khao sat. 36,3% chép nhap duoc. Chi ¢6 3,5% chua hai long.

Bdng 4: Kha nang quay lai khoa khdam bénh

Khi ning quay lai KB lin sau Tén s6 Ty 1é %
Chic chin khong bao gio quay tro lai 11 2,5
Khéng mudn quay lai nhung khong c¢6 lwa chon nao khac 8 1,8
Mubdn chuyén tuyén sang BV khac 25 5,8
C6 thé t6i s& quay lai khoa 125 28,9
Chéc chén t6i s& quay lai va gidi thiéu cho ngudi khac 264 61,0
Téng 433 100,0

Nhan xét: Trong s6 433 BN, c6 89,9% c6 thé va s& quay
lai kham bénh; 10,1% NB khéng mudn quay lai hodc
chuyén sang bénh vién khac.

3.3. Moi lién quan giira diém so hai long véi mot so

dic diém cia PTNC

Bing 5: Méi lién quan giiva diém sé hai long véi mgt sé déc diém ciia PTNC

Pic diém Phin loai S6 lwgng X SD p

Nam 214 3,56 0,53

Gi6i tinh ® p>0,05
Nir 219 3,51 0,56
Tir 18 tudi tré xudng 5 3,40 0,63

Nhom tudi ® Tir 19 d&n 60 tudi 254 3,59 0,56 p>0,05
Trén 60 tudi 174 3,47 0,50
B0 doi tai ngii 25 3,74 0,64

Déi tugng kham bénh ® BHYT 210 3,55 0,54 p>0,05
DVYT 198 3,51 0,53
Tiéu hoc tré xubng 80 3,60 0,42

Hoc vAn Trung hoc, Trung cép 275 3,48 0,55 p <0,05
Cao déng, dai hoc tré 1én 78 3,69 0,60
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Dic diém Phan loai S6 lwgng X SD p

Boi doi tai ngii 25 3,74 0,64
Huu tri ¢6 thé BHYT 79 3,57 0,49
. Nong dan, ngu dan 15 3,58 0,34

Nghé nghiép ® p < 0,05
Cong nhan vién chiic 39 3,72 0,43
Kinh doanh 23 3,68 0,47
Nghé nghiép khac 252 3,47 0,57

Kha ning di chuyén di Tu di lai duoc 343 3,56 0,54 oo

KB* Cin 6 ngudi hd trg 90 3,44 0,54 P

Mot lan 191 3,55 0,54

S6 1an KB trong 1 nam ® Hai lan 77 3,50 0,61 p>0,05
Tir 3 1an tro 1én 165 3,54 0,51
Du6i 15 km 175 3,62 0,54

Khodng cdch tir nha dén Tir 15 dén 50 km 75 3,53 0,55 p <0,05
Trén 50 km 183 3,47 0,54
Thir 2 84 3,64 0,55
Thu 3 140 3,45 0,54

Ngdy kham bénh trong The 4 82 3,55 0,62 p>0,05

tuan

Tha 5 64 3,56 0,50
Thir 6 63 3,57 0,46

* independent -Samples T- test. °: One — Way ANOVA

Nhan xét: Trong 6 ddi tuong nghé nghiép, bo doi tai
ngii ¢6 diém hai long cao nhat. Diém sb hai long cao
hon & nhom dbi tuong cé trinh do hoc van tir cao drfmg
trg 1én, diém sb hai long thdp hon & nhom c6 khoang
cach tir nha dén vién 16n hon, khac biét co ¥ nghia
thdng ké vai p < 0,05.

4. BAN LUAN

4.1. Pic diém doi twong nghién ctru

Tai khoa Kham bénh da khoa, NB la nam va nit gﬁn
tuong dwong 49,4 va 50,6%. Nghién ctru ctia Nguyén
Hong Minh s liéu nay 1a 45% va 55% [2]. Vé nhom
tudi tir 19 dén 60 c6 ty 18 cao nhat (58,7%): ddy 1a nhom
tudi lao dong. Tiép dén 1a nhém tudi trén 60, chiém
40,2%: day 1a nhom tudi nghi huu. Nhom tudi dudi 18

N

60

chi chiém 1,2%. So sanh v&i nghién ctru cia Nguyén
Hoéng Minh [2], ¢6 nhém tudi 18 dén 60 1a 81,45%, thi
cung nhom tudi cua chung t6i thip hon. Co cdu theo
nhom tudi nhu trén 1a phu hop véi nhiém vu cua khoa
kham bénh da khoa. Tubi trung binh cia dbi tugng
nghién ctru la 55,08 + 15,76 tudi, so sanh véi nghién
ctru ciia Tran Thi Ngoan [3] tudi trung binh 13 64,41 +
15,13 cao hon nghién ctru cua ching t6i. Nguoi bénh
BHYT chiém ty 1¢ cao nhat 48,5%, tiép dén 1a NB thu
vién phi chiém 45,7%. Theo nghién ctru ctia Ngo Thi
Lan Anh [4], s6 NB ¢6 thé BHYT chiém dén 93,2%, c6
su khac biét giira bénh vién tuyén tinh va trung wong
vé chi s6 nay.

4.2. Sy hai 1ong ciia bénh nhan véi 1 s6 dich vu tai
Khoa kham bénh da khoa

Trong nghién ctru nay, chung t6i tap trung khao sat 8
noi dung ma trong cic nghién ciru trude [2] thay con
tdn tai hodc theo phan anh cua NB théy chua thuc su
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hai long. Muc dich c6 co sé khoa hoc dé xuat cac giai
phap hd tro cho NB, ting sy hai long. Diém trung binh
hai long chung cua NB 1a 3,54 £ 0,54, thuéc mirc hai
long theo thang diém 5 khoang. C6 thé thdy NB hai
1ong v& 4 ndi dung: két qua kham bénh dat 3,71 + 0,63,
ky nang thai d6 cia NVYT dat 3,73 + 0,69, chi phi
kham chita bénh dat 3,70 £ 0,63 va mdi truong canh
quan 1a 3.75 £ 0.66. Con 4 noi dung NB chip nhan
duogc trong d6 dich vy gui xe co diém trung binh thép
nhét 3,30 + 0,68. So sanh vai nghién clru cua Tran Thi
Ngoan [3], cac chi sé twong tu déu trén 4,21 (mirc rat
hai long) cao hon cua chiing t6i do nghién ctru ¢ nhiing
thoi diém khac nhau va sy ky vong ctia NB & bénh vién
tuyén trung wong cao hon tuyén tinh.

Nghién ctru ciia ching t6i cho thay ty 1¢ NB hai long
chiém 60,3%, chua hai long chi chiém 2,6%. Két qua
phtt hop vai s6 liéu cho thiy 61% sd NB tra 10i chéc
chan s& quay lai day kham bénh. Diéu nay cho thiy
¥ nghia cta viéc nang cao su hai 10ng cua NB ddi voi
DVYT cua co s y té, dic biét trong bdi canh hudng
t6i ty cha tai chinh bénh vién. Két qua nay thap hon
két qua nghién ctru cua cac tac gia trong nude nhu Tran
Vin Thé, Nguyén Vin Dong véi ty 1¢ hai long chung
cua NB ngoai tra lan lwot 1a 79,15% va 75,4% [5,6].
So sanh voi nghién ctru ctia Ha Thi Thu Trang, khoa
VLTL-PHCN, Bénh vién 105 [7] c6 ty 1€ hai long 1a
82,86% va chua hai long 1a 0,95%. Nghién ctu cua
Pham Thi Lé Hang tai khoa VLTL-PHCN, Bénh vién
108 [8] co ty 1¢ hai long 1a 84,05%. Su khac biét nay
c6 thé do tinh chét khoa kham bénh va diéu tri VLTL-
PHCN khac nhau.

Vé kha nang quay lai khdm bénh, 89,9% NB cho y kién
s& quay lai kham bénh va gi6i thiéu cho nguoi khac dén
kham. Tuy nhién van con 10,1% khong quay lai, day
la mdt ndi dung ma khoa va bénh vién can tim hiéu ly
do. So sanh véi nghién ctru cia Tran Thi Ngoan [3],
s6 NB cho ¥ kién s& quay lai kham bénh va giéi thiéu
cho nguoi khac dén kham chiém dén 99,61%, cao hon
nghién ciru cia ching toi.

4.3. Méi lién quan giira diém s6 hai long véi mot s6
diic diém ciia ddi twong nghién ciru

Trong nghién ctru nay, ching t6i str dung Independent-
Samples T Test khi so sanh 2 gid tri trung binh va One
— Way ANOVA d¢é so sanh trén 2 gia tri trung binh vé
diém hai long ctia 9 ndi dung dic diém DTNC. Trong
do, c¢6 3 dic diém 1a hoc van, nghé nghiép va khoang
cach dén bénh vién c6 ¥ nghia thong ké (p < 0,05).

Nguodi bénh c6 hoc van tir cao dfmg trd 1én, ho dé dang
hiéu dugc cac quy trinh, thu tuc kham chra bénh, su
huéng dan cia NVYT nén c6 diém hai long cao nhat
(3.69 £ 0.60). Bénh vién TUQD 108 1a bénh vién tuyén
cubi ciia nganh Quan y, d6i twong phuc vu chinh van 1a
bd doi, nén dugc chu trong va quan tam hon ca. Vi vay
diém sb hai long cua déi twong bd doi tai ngil ciing cao
hon so véi dbi tuong khac. Piém s6 hai long thap hon
& nhém dbi twong c6 khoang cach tir nha dén vién 16n
hon (>50km), do ho phai di quing dudng xa dén vién,
mudn duge kham nhanh chéng, rat ngén thoi gian chd
doi nén yéu cau vé chit lugng DVYT ciing cao hon. 6
ndi dung con lai, tuy c6 sy khac biét gia tri trung binh
vé diém hai 1ong, nhung khong c6 y nghia théng ké (p
> 0.05).

5. KET LUAN

Trong 8 ndi dung khao sat y kién ngudi bénh dén kham
tai khoa Kham bénh da khoa Bénh vién 108, cho théy:
diém trung binh hai 1ong chung ciia NB 14 3,54 + 0,54.
Ngudi bénh hai long vé 4 ndi dung: két qua kham bénh
(3,71 £0,63), k¥ nang thai do cia CBNV (3,73 + 0,69),
chi phi kham chita bénh (3,70 £ 0,63) va moi truong
canh quan (3.75 £ 0.66). Phan loai sy hai long theo 3
mtc: hai long chiém 60,3%: 2,6% chua hai long. 89,9%
NB sé quay lai kham bénh.

Trong 9 ndi dung vé dic diém DTNC, c6 3 dic diém 1a
hoc véan, nghé nghiép va khoang cach dén bénh vién co
su khac biét c6 ¥ nghia thong ké (p < 0.05).
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