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ABSTRACT

Objective: To assess the satisfaction of international (Lao) patients receiving treatment at the
International Department of 108 Military Central Hospital in 2025.

Subjects and Methods: A cross-sectional descriptive study was conducted using a 5-point Likert
scale to collect data from 207 inpatients treated at the International Department of 108 Military
Central Hospital from January 2025 to December 2025.

Results: Among 207 Lao patients, the highest overall satisfaction was observed in the domain of
service outcomes (93.2%, mean score 4.55 + 0.52/5), followed by healthcare workers’ attitude and
professional competence (92.3%, 4.48 + 0.58), facilities and infrastructure (91.8%, 4.40 + 0.58),
accessibility (89.8%, 4.19 = 0.58), and the lowest in transparency of information and
administrative procedures (84.5%, 4.03 + 0.58). The highest-rated indicators included modern
medical equipment (96.1%) and adequate hospital beds (95.7%). In contrast, lower satisfaction
was reported for service costs (87.9%), hospital canteen services (85.0%), explanation of medical
conditions (82.1%), and transparency of medication and treatment costs (80.2%). Multivariable
logistic regression analysis revealed that a length of stay >7 days was associated with lower patient
satisfaction (OR = 0.58; p = 0.01), whereas 22 treatment episodes were associated with higher
satisfaction (OR=2.47; p =0.04).

Conclusion: Lao patients reported a high level of satisfaction with treatment quality at the
International Department of 108 Military Central Hospital. However, improvements in information
transparency, cost management, and cafeteria services are needed to enhance the overall patient
experience.
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TOM TAT

Muc tiéu: Danh gia su hai long clia ngudi bénh Quéc té (Lao) diéu tri tai Khoa Qudc té Bénh vién
TWQD 108 trong nam 2025.

Pai tuwgng va phuong phap: Nghién clru mé ta cit ngang, st dung thang do Likert 5 mirc d6 dé tién
hanh thu thap sé liéu tlr 207 ngudi bénh diéu tri tai Khoa Quéc t€, Bénh vién TWQD 108 tir thang
01/2025 dén thang 12/2025.

K&t qua: Nghién clru trén 207 ngudi bénh Lao cho thay ty & hai long chung cao nhéat & khia canh
két qua cung cép dich vu (93,2%, diém trung binh 4,55+0,52/5), ti€p dén la thai do &ng xif va nang
luc chuyén mén clia nhan vién y té (92,3%, 4,48+0,58), cd sd vat chat (91,8%, 4,40+0,58), kha nang
ti€p céan (89,8%, 4,19+0,58) va thap nhat la minh bach thong tin va thu tuc (84,5%, 4,03+0,58).
Trong do, céc chi s6 dugc danh gia cao nhat gom trang thiét bj hién dai (96,1%) va giuvdng bénh
day du (95, 7%). Ngugc lai, ty & hai long ctia nguGi bénh thép hon vé gia dich vu (87,9%), cang tin
(85 0%), giai thich tinh trang bénh (82,1%) va cong khai théng tin thubc, chi phi (80,2%). Phan tich
hoi quy logistic da bién cho thay thdi gian nam vién >7 ngay lam gidm (OR=0,58; p =0,01) va s6 an
diéu tri=2 lam tang (OR = 2,47; p = 0,04) kha nang hai long clia ngudi bénh.

K&t luan: Ngudi bénh Lao co ty l& hai long cao vdi chét lugng diéu tri tai Khoa Qudc té Bénh vién
Trung wong Quan doi 108. Tuy nhién, can cai thién minh bach théng tin, chi phi va dich vu cang tin

dé nang cao trai nghiém ngudi bénh.

Ttr khéa: Su hai long clia ngudi bénh, ngudi bénh Lao, khoa Quéc té.

1. DAT VAN BE

Sy hai long clia ngudi bénh ngay cang dugc xem la moét
chisé quan trong phan anh chat lwgng dich vu y té va hiéu
qua hoat déng clia cd sd kham chira bénh. Nhiéu nghién
cltu cho thdy danh gia suw hailong khéng chi gitip do luong
chat lwgng cham séc ma con A co s& dé cai tién dich vu
va hoach dinh chinh sach y té [1]. Cac yéu t6 anh hudng
dén sy hai long clia ngudi bénh bao gobm co sd vat chét,
chéat luogng diéu tri, thai do giao tiép clia nhéan vién y té,
kha nang ti€p can dich vu va tinh minh bach trong thi tuc
hanh chinh [2].

Trong bGi canh hoi nhap qudc té€, nhu cau kham chira
bénh clia nguoi bénh nudc ngoai tai Viét Nam ngay cang
gia tang, dac biét tai cac co sd'y té tuyén trung uong cé
chét lugng cao. Nhém ngudi bénh qudc té cé nhirng dac
diém riéng vé ngdn ngi, van héa va ky vong dich vu, do dé
viéc danh gia muirc do hailong clia nhom déi tugng nay co
y nghia quan trong trong viéc nang cao chat lugng cham
séc toan dién. Tuy nhién, cac nghién clru chuyén sau vé
su hai long ctia nhém ngudi bénh nay van con han ché.
Vivay, ching toi tién hanh nghién ctu ndy nham déanh gia
sy hai long clia ngudi bénh Quéc té (Lao) diéu tri tai Khoa
Quéc té Bénh vién TWQD 108, tr dé lam ca s& cai tién
chat lugng dich vu kham bénh va diéu tri.

*Tac gia lién hé

2. pOI TUQNG VA PHUO'NG PHAP NGHIEN CU'U

2.1. Béi twgng nghién ciru

Ngudi bénh tir 18 tudi trd lén dén kham va diéu tri tai
Khoa Quéc t&, BEnhvién TWQD 108 tirthang 01/2025 dén

théng 12/2025.
- Tiéu chuén lva chon
+ Ngudi bénh trén 18 tudi
+ Kham va diéu trj tai Khoa Quéc té&, Bénh vién
TWQD 108 trong nam 2025.
+Pongy tham gia nghién clru.
- Tiéu chuén loai trir
+ Khoéng dap ung dugc céc diéu kién trén
+ TUr chdi tham gia nghién clu.
2.2. Thoi gian, dia diém nghién ciru
Nghién clruthuc hiéntlrthang01/2025 dénthang12/2025
tai Khoa Quéc té&, B&nh vién TWQD 108.
2.3. Thiét ké nghién ctru
- Nghién cttu mé ta cat ngang.
- C& mau: C& mau dugc tinh theo cong thirc tinh c&
mau cho mot ty Lé:

P(1-p)
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Trong do:

+n la c& mau t8i thiéu can thiét.

+Z, ,lahésdtincay, bang 1,96, vGidotin cay 95%.

+d la sai s6 tuyét déi, ldy d =0,08.

+ p la ty lé udc dodn sy hai long, do chua c6 tai
liéu tuong déng nén ching t6i chon p=0,5 dé bao dam
c@ mau lén nh)ét. TU cong thurc trén, thay vao tinh dugc
cd mau t6i thiéu khoang 150. Dy’ phong thém 10% sai s6
nghién cltu, nhu vay ¢ mau t8i thi€u khoang 165.

- Phuong phap chon mau: chon mau thuén tién, tién
hanh khao sat ngudi bénh da diéu kién tham gia nghién
cltu diéu trj tai Khoa Qudc t&€, Bénh vién TWQD 108 tur
thang 01/2025 dénthang 12/2025. Thuc té€ chiing téi khao
sat dugc 207 ngudi bénh.

2.4. Phwong phap nghién ciru

Po lwong mirc do hai long clia ngudi bénh dua trén bo
coéng cu la “Phi€u khao sat y ki€n ngudi bénh ndi tru” chia
BO Y té theo Quyét dinh s& 3869/QD-BYT ngay 28 thang 8
nam 2019 ban hanh cac mau phiéu va hudéng dan khao
sat hai long ngudi bénh va nhan viényté [3]. Danh gia cac
bién s6 bao gom: kha nang ti€p can; su minh bach théng
tin va thd tuc kham, diéu tri; ca s@ vat chat va phuong tién
phuc vy; thai dé 'ng xr va nang luwc chuyén mon clia nhan
viény té, két qua cung cép dich vu.

Mlrc do hai long cua ngudi bénh véi tirng chi s6 thanh
phan sé dugc do ludng theo thang do Likert 5 murc, tU
murc thdp dén mitc cao nhét, cu thé: (1) hoan toan khéng
hai long, (2) khong hai long, (3) binh thuding, (4) hai long;
(5) rat hai long.

- Diém hai long (tinh theo diém trung binh): M&i muc
dugc cham diém tir 1 dén 5. Biém trung binh dugc tinh
bang gia tri trung binh clia tat ca céc céu tra lgi cho tirng
muc hodc tirng nhém tiéu chi.

-Dénh gia ty |& hai long (%): Bign “hai long” dugc dinh
nghta la cac cau tra loi @ muc (4) “hai long” va (5) “rat hai
long”. Ty L& hai long dugc tinh theo cong thirc:

S6 ngudi chon mic 4
hoac 5

Ty & hai long (%) = x 100

T6ng s6 ngudi tra Lo

Ty & hai long dugc tinh riéng cho tirng muc, tirng nhém
tiéu chi va toan b thang do.

- Ty L& hai long chung: dugc xac dinh theo ty & ngudi
bénh c6 diém trung binh chung = 4 (tuvong &rng murc “hai
long”) trén toan bd cac muc khao sat. Cu thé, véi moi
ngudi bénh, diém trung binh cua tat ca cac cau hoi dugc
tinh; sau do6, nhirng ngudi cé diém trung binh = 4 dugc
phén loai la “hailong chung”. Ty l& nay dugc tinh trén toan
b6 mau nghién cuu.

Thu thap bang bang hdi qua hinh thirc phdéng van truc
tiép. Ngudi thu thap la cac diéu tra vién dugc tap hudn dé
huéng dan déi tugng tra L8i cau hoi trong phiéu khao sat.
Diéu tra vién giai thich rd rang muc dich va noi dung trudc
khi phong van, qué trinh phdng van ¢ phién dich vién di
cung dé giai thich rd cho ngudi bénh quéc té (Lao) hiéu va
dua ra lua chon phu hop.

2.5. Xtr ly sé liéu

S6 liéu dugc lam sach va nhép liéu vao phan mém
Microsoft Excel 2016, phan tich bang phan mém SPSS 22.0.

3. KET QUA NGHIEN cU'U
Bang 1. Pac diém chung ctia ngudi bénh (n = 207)

Pac diém Két qua
Tudi trung binh (nam) 54,33 £ 14,57
18-45 54 (26,1)
Nhém tudi, n (%) 45-60 73 (35,3)
>60 80 (38,6)
Nam 121 (58,5)
Gi6i tinh, n (%)
N 86 (41,5)
<7ngay | 119(57,5)
Thoi gian diéu tri, n (%)
>7ngay | 88(42,5)
B Landau | 134 (64,7)
SO lan diéu trj -
>2 (an 73(35,3)

Bang 2. Su hai long vé kha nang ti€p can, tinh minh
bach théng tin va thu tuc kham bénh, diéu tri (n = 207)

Chi sé n % X+SD

Su hai long vé kha nang ti€p can

Céc so do, bién bao chi dan
dudng dén cac khoa, phong

trong bénh vién ré rang, dé 182 87,9 | 4,12+0,67
hiéu, dé tim.
Thoi gian vao tham ngudi bénh
dugcthongbaorgrang, | 120 | 91,8 | 4,26=0,59

Céc khai nha, cau thang,
budng bénh dugc danhsé | 178 | 86,0 | 4,05+ 0,73

rd rang, de tim.

Céc 16i di trong bénh vién, .
hanh lang bang phang, dé di. 186 | 89,9 | 4,18+0,64
Ngudi bénh hai va goi dugc
nhan vién y té khi can thiét. 195 94,2 1 4,34£0,52

Chung 186 | 89,8 | 4,19+0,58

Su hai long vé tinh minh bach théng tin va thi tuc
kham bénh, diéu tri

Quy trinh, thi tuc nhap vién

ro rang, cong khai, thuan tién 179

86,5 | 4,08 £0,69

Pudgc phd bién vé néi quy
va nhitng thong tin can thiét
khi ndm vién ré rang, day du

185 | 89,4 | 4,20+0,62

Dugc giai thich vé tinh trang

bénh, phuong phap va thoi

gian du kién diéu tri ré rang,
day du

170 | 82,1 | 3,95+0,78

Pudgec giai thich, tu van
trudc khiyéu cau lam cac
xét nghiém, tham do, ky
thuét cao ré rang, day du

174 | 84,1 | 4,02+£0,74

Pugc cong khai va cap nhat
théng tin vé dung thudc va
chi phi diéu tri

166 | 80,2 | 3,88 0,81

Chung 175 | 84,5 | 4,03+0,69

g Crossrefd)) 5 31 -
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Bang 3. Su hai long vé co s& vat chat
va phwong tién phuc vu ngudi bénh (n =207)

Bang 5. Sy hai long
vé két qua cung cap dich vu (n =207)

Chisé n % X +SD Chisé n % X +SD
Budng bénh n&m diéu tri Cép phat thutc va hudng
khang trang, sach s&, c6 | 196 | 94,7 | 4,52+ 0,58 dan strdungthu6e day du, | 194 | 93,7 | 4,58 = 0,54
day du céc thiét bi chat lugng
Trang thiét bi, vat tu'y té
Giuding bénh, ga, gdi day du day du, hién dai, dép Gng | 199 | 96,1 | 4,72+ 0,46
cho mo6i ngudi métgiuong, an | 198 | 95,7 | 4,58 0,52 nguyén vong
toan, chac chén, str dung tét —
K&t qua diéu tri dap ting
. A 191 | 92,3 | 4,50+ 0,58
Nha vé sinh, nha tam thuén 190 | 9181 4380864 dugc nguyén vong
tién, sach sé, sir dung tét ’ R T . e .
T ’ i banh gia mdc doé tin tudng
. L2 ; ps 197 | 95,2 | 4,66 + 0,50
» e R vé chat lugng dichvu y té
Puoc bao dam antoan, an
ninh, tratty, phong nglratrém | 193 | 93,2 | 4,45+ 0,60 Pénh gid muc do hailong
cap, yén tam khi nam vién vé gid cadichvuyté 182 1 87,9 | 4,28+0,66
5 AN An A4 Chung 193 | 93,2 | 4,55+0,52
Pugc cung cap quan ao day ’ ’ 4
dd, sach sé 185 | 89,4 | 4,28 + 0,66
Bang 6. Cac yéu té lién quan dén su hai long chung
5p day do clia ngudi bénh (hoi quy logistic da bién, n =207
Bugc cung cép day du 101 | 92,3 | 4,40+ 0,59 g enh (ho6i quy log , )
nudc udng néng, lanh OR higu chinh
oo bao 2 » Bién doc lap (95% CI) | P
Lgc bkah‘? damsuriéngtu | 1a5 | 90 8 | 4,35+0,63 —
rnamyvien 18-45 | 1 (tham chiéu)
Cang-tin bénh vién phuc vu Nhom tudi 45-60 | 1,12(0,38-3,32) | 0,84
anudngvanhucausinhhoat | 176 | 85,0 | 4,12+ 0,75
thiétyéu day du va chét lugng >60 1,68(0,52-5,41) | 0,39
y o Nam 1 (tham chiéu)
Oi trudng trong khudn vién Gidi tinh 0,31
bénh vién xanh, sach, dep 194 193,71 4,48=0,56 NG 0,64 (0,27-1,53)
<7 nga 1 (tham chiéu
Chung 190 | 91,8 | 4,40=0,58 Thoi gian ndm vién £y ( ) 0,01
>7 ngay | 0,58 (0,38-0,88)
Bang 4. Su hai long vé thai dé (rng xur, nang lu'c Landau | 1 (tham chiéu)
chuyén mén cla nhan viény té (n = 207) S6 an digu tri 0,04
— - >2an | 2,47 (1,05-5,79)
Chi so n % X+SD
Bac sy, dieu dudng 197 [ 95,2 | 4,62+0,51 | 4, paN LUAN
Nghién clru trén 207 ngudi bénh Lao ddi vGi chat lugng
Nhan vién phuc vu 185 | 89,4 | 4,30+ 0,67 dich vu tai Khoa Qudc t€, Bénh vién Trung wong Quan doi
108, két qua cho thay: Ty l& nam gidi (58,5%) cao hon ni
o han vie o gidi (41,5%), nhém tudi trén 60 chiém 38,6%. Két qua
ugc gf‘”,\"eﬁ yt;z‘vton 194 | 937 | 45550 nay tuwong dong véi nghién ctru ctia Nguyén Thi Thuy Linh
trong, O'Axu’ cong da~ng, ’ 950,55 va cong sy (2022) tai Bénh vién 108 (nam 59,6%, nhom
quan tam, giup do 41-60 tudi chidm 39,6%) [4], phu hop véi d&c diém ngudi
B divu N bénh ndi trd néi chung.
ac sy, dieu dudng hop tac TV 1& hai 1¢ N N N o) 4K
PG S N y & hai long chung & muc cao, dao dong tu 84,5% dén
totva Xt“r’]ly cong vise thanh | 196 | 94,7 1 4,58+ 0,53 | ' g3 594 {1y theo tirng linh vuc. So véi cac nghién ciu trong
ao, Kip thoi nudc, mdc dé hai long nay tuong duong hodc cao hon so
L i véi mat bangchung NguyenTthhuyLlnh(2022)gh|nhan
Buogcbacsythamkham, | 141 | g5 3| 448+060| 1V 16 hailongvé chidan, tuvén thong tin dat 73,0-92,9%
dong vién tai phong diéu tri [4], tuong dong véi két qua cuia ching téi & linh vuc tiép
] ! canvaminhbachthéngtin. Mot nghién clru khéc trén 185
Pugc tuvan ché dé an, van ngudi bénh ndi trd tai BEnh vién Ba khoa Phuc Yén ghi nhan
dong, Fheo'slf)i vé’phbng 179 | 86,5 | 4,15+0,72 ty & hai long chung 90,8% (diém trung binh 4,28/5) [5].
ngira bién chiing V& phan bé hai long theo tirng khia canh, nghién ctiu clia
o o ] chung téi ghi nhan mdc d6 hai long cao nhat § “Két qua
Nban_\{\len yt,e Igl:lpng~co 198 | 95.7 | 4.65+0.48 cung Cép dich vu” (93,2%; 4,55/5) va “Thai d6 ung XU,
biéu hién ggiy boi dudng ’ ’ ’ nang luc chuyén mén ctia nhanviény t&” (92,3%; 4,48/5).
Nghién clru tai Bénh vién Phuc Yén cling ghi nhan khia
Chung 191 | 92,3 | 4,48 0,58 canh nay c6 ty & hai long cao nhéat (95,7%; 4,36/5) [5],
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trong khi nghién ctru trén nhiéu bénh vién tai Ha Noi clia
Phuong va coéng su (2023) clng cho thay ty & hai long
hoan toan vdi thai do cla bac si dat 64,8%. Tuy nhién,
trong nghién clu clia Phuong, ty & hai long vé thai do
nhan vién y t& (40,7%) [6] lai thdp haon dang ké, didu nay
c6 thé do khac biét v tiéu chi danh gia (thang do) va déi
tugng ngudi bénh (ngudi bénh Viét Nam néi chung so vdi
nguoi bénh Lao).

V& murc dé hailong vé co sdvat chat (91,8%; 4,40/5) trong
nghién clu cla ching t6i cao hon nhiéu so véi mot s6
nghién cttu khac. Tai Bénh vién Phuc Yén, khia canh nay
c6 ty L& hai long thap nhat (89,8%:; 4,2/5) [5]. Su khac biét
nay c6 thé dugc gidi thich bdi Bénh vién 108 la mét trong
s0 cac bénh vién tuyén cudi hang dau véi Khoa Quéc té
dugc dau tu bai ban, trang thiét bi hién dai va co sd vat
chat khang trang, dap (ng t6t ky vong clia ngudi bénh
qudc té.

Diém th&p nhat trong nghién clu clia ching t6i la “Tinh
minh bach théng tin va thd tuc kham bénh, diéu tri”
(84,5%; 4,03/5), dac biét & cac chi sd nhu “giai thich tinh
trang bénh” (82,1%) va “céng khai thong tin vé dung thubc
va chi phi” (80,2%). Xu huéng nay phu hgp vdi phat hién
clia Phuong va céng sy (2023) trén nhiéu bénh vién tai Ha
N&i, ndi sy hai long v@i chat lugng dich vu y t€ & mirc trung
binh thap, dac biét la vé tinh minh bach trong théng tin va
thu tuc (chi 26,9% ngudi bénh hai long) [6].

Vé yéu to gia ca dich vy, mac du chi s6 nay co ty & hai
long thap nhat trong linh vuc “Két qua cung cap dich vu”
(87,9%; 4,28/5), nhung van & ml’c cao so vGi cac nghién
clru khéc. Trong nghién cltu ctia Nguyen Thach Phuong, ty
(& ngudibénh hailong hoan toan vai gia dich vu y té chi dat
13,0% [6]. Su khac biét lén nay co thfi do Bénhvién Trung
vong Quén déi 108 thudng xuyén ho trg chi phi, chuyén
mon va ky thuat cho ngudi bénh Lao, dac biét la cac ca
bénh nang, theo tinh than hgp tac qudc té.

Khi phan tich ma&i lién quan dén hai long clia ngudi bénh,
k&t qua cho thay ndm vién >7 ngay lién quan dén muc do
hai long thap hon so véi nhém ndm vién <7 ngay. Két qua
nay phu hgp véi xu hudng trong y van quéc té hién nay.
Nghién cttu cia Diwan va céng su (2020) chi ra rang thoi
gian ndm vién kéo dai lién quan dén ty l& hai long thap
hon va gidm kha nang nguoi bénh gigi thiéu bénh vién
cho nguoi khac [7]. Mot nghién clitu gan day tai Israel
nam 2025 cling ghi nhan maoi tuong quan nghich gilra thoi
gian ndm vién va su hai long clia ngudi bénh (r = -0,19;
p=0,012) [8].

Ngudi bénh diéu tri tlr 2 lan trd l&n co6 kha nang hai long
cao han gép 2,47 lan so v&i nhdm diéu trj lan dau. K&t qua
nay tuong tu nghién clu clia Fenton va cong su (2014)
bdo cdo rang ngudi bénh cé it nhat mot dgt ndm vién tu
chon trude dé cé mire do hai long cao hon trong nam ti€p
theo (OR hiéu chinh = 1,21; KTC 95%: 1,11-1,32) [9].

5. KET LUAN

Nghién cltu ghi nhan ty L& hai long cao & ngudi bénh Lao
cao & cac nhiéu linh vue, phan anh chat lugng dich vu clia
Khoa Quéc té€ Bénh vién TWQD 108 trong cham sdc strc
khde d6i tugng qudc té la kha tot. T do, can cé cac giai
phéap tap trung xay dung quy trinh truyén théng song ngit
chuén hoa, ing dung cong nghé théng tin trong céng khai
chi phi va nang cao chat lugng dich vu dé déap rng toan
dién nhu cau ngudi bénh Lao.
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