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ABSTRACT

Objectives: To evaluate patient satisfaction regarding the quality of care and treatment at the
Department of Rehabilitation, Hospital 19-8, during the period from October 1, 2025, to May 31,
2026.

Methods: A comparative cross-sectional descriptive study was conducted on 220 patients using
a standardized survey tool.

Results: Patient satisfaction regarding the attitude and professional competence of healthcare
workers consistently remained at a high level (>90%). Satisfaction with physical infrastructure and
treatment rooms also remained above 65%. Discharge payment procedures recorded the lowest
satisfaction rate (<34%).

Conclusions and Recommendations: Upgrading the infrastructure has provided a positive
treatment environment experience. The department needs to implement digital transformation in
administrative procedures to facilitate patient convenience.

Keywords: Rehabilitation, Hospital 19-8, Patient satisfaction, Physical infrastructure, Treatment
process.
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TOM TAT

Muc tiéu: Danh gia su hai long clia ngudi bénh vé chat lugng chadm soc, diéu tri tai Khoa Phuc hoi
chirc nang — Bénh vién 19-8 trong giai doan tir ngay 01/10/2025 dén hét ngay 31/05/2026.

Pai twgng va Phuong phap: Nghién cltu mé ta cat ngang cé so sanh dugc thuc hién trén 220 ngudi

bénh bang bd céng cu khao sat chuin hoa.

K&t qua: Su hai long vé thai d6 va chuyén mon ctia NVYT luén duy tri & mirc cao (>90%).Su hai long
vé co s& vat chat va phong diéu tri cling ludn dat > 65%. Thu tuc thanh toan ra vién thap nhat (hai

long <34%).

K&t luan va Kién nghi: Viéc nang cap co sd ha tang da mang lai trai nghiém tich cuc vé moi trudng
diéu tri. Khoa can 4p dung chuyén ddi s6 quy trinh hanh chinh dé tao thuéan loi cho ngudi bénh.

Tt khéa: Phuc hoi chirc nang, Bénh vién 19-8, Su hai long clia ngudi bénh, Ca s& vat chat, Quy

trinh diéu tri.

1. DAT VAN DE

Phuc hdi chire ndng (PHCN) la mot chuyén nganh diéu tri
doihdiswkién tritrong thoi gian dai, ngi ngudi bénh khéng
chican céc can thiépy khoa chuyén sdu ma con can mot
moi trudng diéu tri thuén Lgi, an toan cung su hudng dan
sat sao tir doi ngl nhan vién y t&€ (NVYT). Trong béi canh
ddi mdi va nang cao chat lugng dich vu y t& hién nay, viéc
danh gia su hai long clia ngudi bénh la moét trong nhing
phuong phap khach quan va hiéu qua nhat dé cac co s@
kham, chita bénh nhan dién ré chat lwugng phuc vu va dinh
hudng cai tién quan ly.

Tai Khoa Phuc hoi chirc nang — Bénh vién 19-8, luu lugng
ngudi bénh diéu tri ndi trd va ngoai tri ludén & mic cao. TU
thang 1/2026, Khoa da chinh thirc chuyén [én cd s& mdi
vGi ky vong mang lai khdng gian buéng bénh khang trang,
sach sé va tién nghi hon cho ngudi bénh. Tuy nhién, qua
thuc tién hoat dong va phan anh ban dau, viéc dua co
s& mdi vao van hanh ciing bdc 16 mét s8 diém can luu
y: bén canh khong gian rong rai, thiét k& mot s6 khu vuc
chirc nang (dac biét la nha vé sinh) c6 dién tich tuong doi
han ché, gay ra it nhiéu b4t tién cho nhém ngudi bénh
di chuy&n bang xe l&n hodc nang. Bén canh do, cac van
dé vé t6i uu hda quy trinh thd tuc hanh chinh va nhu cau
dugc hudng dan tap luyén chitiét, truc quantainhavan 3
nhirng trén trd l&n clia ngudi bénh trong qua trinh diéu tri.
Péthuthap nhirng sé liéu thuc té, do ludng chinh xdc mic
do hai long clia ngudi bénh déi vdi co s vat chat va chat
lugng cham sdc tai co s& mdi, dong thdi nhan dién céc
"diém nghén" can khac phuc trong quy trinh van hanh,
chuing t6i tién hanh thuc hién dé tai nghién citu nay vdi
muc tiéu: Danh gia ty (& hai long clia ngudi bénh vé chéat
luvgng cham séc, diéu tri tai Khoa Phuc hbéi chic ndng -
Bénhvién 19-8 trong giai doan nam 2026 duya trén 4 nhém
tiéu chi (quy trinh thi tuc hanh chinh, tuong tac véi nhan
viény té, ca sd vat chat - méi trudng tri liéu, va nang luc
chuyé&n mén clia nhan vién y té).

*T4c gia lién hé

2. DOI TUQONG VA PHUONG PHAP NGHIEN CU'U

2.1. i twgng nghién ciru

Ngudi bénh dang diéu tri ndi trd/ngoai trd tai Khoa
PHCN - Bénh vién 19-8 tir ngay 01/10/2025 dén hét ngay
31/05/2026.

2.1.1. Tiéu chuén lwa chon: Ngudi bénh didu tri tir 3 ngay
trd lén, tinh tdo, déngy tham gia khao sat.

2.1.2. Bac diém déi tu'ong nghién ciu

- Nhém tudi: chia 4 nhém: Dudi 30 tudi, 30 - 50 tudi,
51 —70 tudi, trén 70 tudbi.

- Gidi tinh: nam, nir.

- Bénh ly chinh: chia 4 nhom: Tai bi€n mach mau nao,
thodi hdéa cot s6ng/khdp, sau phau thuat/ chan thuongva
cac bénh ly khac.

- Thai gian bi bénh: chia lam 3 nhém: < 1 tuén, tir 1-2
tuan, > 2 tuan.

2.2. Thiét ké va céng cu nghién ciru

- Thiét k&: Nghién cttu khao sat. Téng mau nghién clru
220 bénh nhan dang diéu tri ndi trd/ngoai tra tai Khoa
PHCN - Bénh vién 19-8 tir ngay 01/10/2025 dén hét ngay
31/05/2026.

- Cong cu: S&r dung Phi€u khao sat y kién ngudi bénh
vé chat lugng cham soc va diéu tri tai Khoa Phuc hoi chirc
nang-Bénhvién 19-8 vdi 4 nhom chi s6: Quy trinh thi tuc
hanh chinh, Tuong tac v&i NVYT, Co s& vat chat va Moi
truong tri liéu, Nang luc chuyén moén ctia NVYT.

- Danh gia: Thang do Likert: S& dung thang do 5 mirc
do (tir 1: Rt khong hai long dén 5: Rat hai long).

- Quy udc vé ngudng hai long:

+ Ty & "Hai long" dudc tinh bang t8ng s6 bénh
nhan danh gia & murc 4 (Hai long) va murc 5 (R4t hai long).

+ Ty & "Khéng hai long" dugc tinh bang téng s6
bénh nhan danh gid & mdc 1, mirc 2 va mdc 3.
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3. KET QUA NGHIEN cU'U
3.1. Pac diém déi twgng nghién ciru
Téng s8 220 bénh nhan dugc khao sat. Nhém bénh ly
thoai hda cot séng/khdp chiém ty & cao nhéat (41,8%),
ti&p dén la di chiing tai bién mach mau nao (34,5%). Co
122 bénh nhan (chiém 55,5%) c6 thai gian diéu tri kéo dai
trén 2 tuan.
3.2. Panh gia su hai long vé Quy trinh diéu tri va Tha
tuc hanh chinh

Bang 1. So sanh sy hai long vé quy trinh, thi tuc hanh chinh

Nhan xét: Giao tiép va thai do ctia NVYT lu6n dat mirc xuat
sac (ty L& hai long déu trén 85%). Diéu nay cho thay y dirc
va van héa &ng xf ctia khoa luén 14 diém sang, khéng bj
tédc dong bdi su' thay déi clia digu kién ngoai canh.
3.4. Panh gia su hai long vé Co sé vat chat va Maéi
trwong

Bang 3. So sanh sy hai long vé Co sé vat chat:

Tiéu chi S6BN | qy15 |, SOBN | s
dénh gia hai (%) khoéng hai (%)
long (n) long (n)
Thoi gian cha'tiép
nhén véio khoa 143 65% 77 35%
Thaoi gian cho
Bac sy kham, ra 158 71.82% 62 28,18%
phéc do
Thaoi gian cho
PD, KTV diéu tri 170 77,27% 50 22,73%
PHCN
Thoi gian cho
lam tha tuc ra 72 32,73% 148 67,27%
vién, thanh toan

Nhan xét: Sy hai long chung vé quy trinh hanh chinh
kh(“)ng cao.Dac biét, tiéu chi"Thdi gian chd lam thd tuc ra
vién va thanh toan" luén duy tri & murc rat thap (32,73%).
DPiéu nay ching minh rang thu tuc hanh chinh con ruGm
ra va ngudi bénh van mat rat nhiéu thoi gian x&p hang dai
thanh toan vién phi.

2.3. Déanh gia s hai long vé Twong tac véi Nhan viény té
Bang 2. So sanh sy hai long khi twong tac véi NVYT

Tiu chi S6BN | 1y |, SOBN | e
danh gia hai (%) khong hai (%)
long (n) long (n)
Khoa phong
khang trang, sach 151 68,64% 69 31,36%
s€, thoang mat
Phong diéu tri bé
tri khoa hoc, an 169 76,82% 51 23,18%
toan
Giuong diéu tri, 0 0
ga, goi sach sé 181 82,27% 39 17,73%
Nha vé sinh (tién o o
nghi va dién tich) 145 65,91% 75 34,09%
Phong diéu tri
dam bao anh
sang va nhiét do 174 79,09% 46 20,91%
phu hop.
Hé théng may
mac, trang thiét 182 82,73% 38 17,27%
bi t6t

Nhan xét: Da s6 ngudi bénh cé danh gia tich cuc (hai long)
G'tat ca cac tiéu chi (dat tlr65,91% dén 82,73%). Khoa da
dap Ung tot vé yéu t6 co sd vat chét, diéu kién vé sinh tai
khoa phong. Khu vé sinh dat mdc hai long thdp nhat do
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Tiéu chi S?‘;N Tylé khs(::\g':éi Tylé khong gian hep, thiéu thuén lgi cho bénh nhan sir dung xe
danh gia ng(n) | tong (n) (%) l&n hoac gay, nang.
3.5. Panh gia suw hai long vé Nang luwc chuyén mén cla
Thai dé hoa nha, NVYT g ) g g 4
chu ddokhitiép | 200 | 90,91% 20 9,09% . i o . o
doén BN Bang 4. So sanh sy hai long vé nang lu'c va chuyén mén
. . . S& BN ) A S& BN > 1A
NVYT xung hé Tiéu chi i Ty lé n . Ty lé
. 211 95,91% 9 4,09% . iyt hai N khoéng hai -
dung muc danh gia long (n) (%) long (n) (%)
Cungcép thong NVYT thuc hign
tin day du va bénh, thu thuAgt tr,! liéu 200 90,91% 20 9,09%
viéc tap luyén va 174 79,09% 46 20,91% chuan xac
GDSK choBNva , A
nguoi nha BN cam nhén cai
thién ro rétvé 199 90,45% 21 9,55%
L thé chat
NVYT giai thich
ro khi ngu"dj nha 187 85% 33 15% BS dua ra phac
chua hiéu do diéu tri phu
NVYT c6 tinh hop, giai thich ro 170 77,27% 50 22,73%
rang tinh tran
than trach nhiém 198 90% 29 10% bégnh nhéh.g
cao, san sang ho .
tro gitip d& BN. DD, KTV giai
thich ré cach tap 118 53,64% 102 46,36%
NVYT déi xtr luyén tai nha
cOng bang vai 209 95% i 5%
moi bénh nhan Nhan xét: Dis chuyén mén thuc hanh cac ky thuat tri ligu
NVYT ton trong dat diém réat cao, nhung khau tu van, hudng dan bai tép
BN va ngudi nha tai nha lai chua dap Ung dugc ky vong. Bénh nhéan luén co
khong cau gitva | 204 | 92,73% 16 7.27% nhu cdu mong mudn dugc hudng dan kicang, cu thé, truc
c6 thai dé khéng quan honthayvichidando bang &i. Ty & hai long tiéu chi
ddng muc. nay van & muc thap (53,64%)
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4. BAN LUAN

4.1. Nang cap ha tang la bwdc ti€n Llén

Viéc moi truong diéu tri chuyén nghiép va khang trang,
thé hién qua su hai long vé budng bénh va trang thiét bj.
Pai vGi nha vé sinh, du dién tich nho khi€n mot sé it bénh
nhan g‘ém lam quen, nhung sutién nghi va sach sé tai khu
mdi van dugc phan lédn ngudi bénh ghi nhan tich cuc.
4.2. Tiép tuc tdi wu héa quy trinh

K&t qua cho thay thi tuc hanh chinh va khau hudéng dan
bai tap tai nha a hai mang can tiép tuc dau tu thai gian
dé hoan thién. Viéc bénh nhan mong muén dugc hudng
dan bai tap chi tiét hon khéng phai la han ché ctia NVYT,
ma & d&u hiéu cho thdy bénh nhan dang rat quan tam
dén sutrc khoe ban than va ky vong cao vao sy déng hanh
sau sat tu khoa.

5. KET LUAN VA KIEN NGHI
5.1. Két luan

- V& cd s& vat chat: Khoa da co6 budc tién l&n khi
chuyén sang co sd khang trang, sach dep. M6t s6 diéu

chinh nho trong bd tri tién ich nha vé sinh sé gilp t6i wu
hoéa sy thoai mai cho bénh nhan sir dung xe lan.

- V& tuong tac va chuyén mon: Tiép tuc phat huy thé
manh von co.

- V& diém can cai thién: Bon gian hoéa thu tuc thanh
toan ra vién va xay dung thém tai liéu hudng dan tap tai
nha tryc quan hon.

5.2. Kién nghi

1. Kién nghi vé co sd vat chat: Ra soét lai mot s6 thiét ké
nhé trong nha vé sinh nhu lap thém thanh vin an toan dé
ho trg toi da cho bénh nhén di chuyén bang nang, giup
moi ngudi dé dang thich nghi hon véi co s@ mdi.

2. Kién nghj vé cai cach hanh chinh: Can nhac quy trinh
thanh toan nhanh cho cac truong hgp bénh nhan khé
khan trong di chuyén.

3. Kién nghi vé gido duc stic khoe: Trién khai cac bo cam
nang hinh anh hoéc video ngan (thong qua ma QR) dé
bénh nhan dé dang thuc hanh tai nha, nang cao hiéu qua
hoi phuc sau khi xuat vién.
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