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ABSTRACT

Objective: To evaluate outpatient waiting time, patient satisfaction, and related factors at the
Outpatient Department of Nghe An Eye Hospitalin 2025.

Methods: A cross-sectional descriptive study was conducted among 250 outpatients attending
the Outpatient Department of Nghe An Eye Hospital from April to September 2025. Data were
collected through face-to-face interviews combined with direct measurement of time spent
at each step of the examination process. Patient satisfaction was assessed using a three-level
scale. Data were analyzed using SPSS version 20.0 with descriptive statistics and chi-square tests;
statistical significance was set at p < 0.05.

Results: Females accounted for 58.0% of participants, and patients aged over 50 years comprised
the largest proportion (42.4%). Mean examination time increased with the number of paraclinical
services, from 20 minutes for consultation only to 85 minutes for those undergoing three or more
services. Overall, 76.0% of patients reported being satisfied or very satisfied. The proportion of
dissatisfaction was significantly higher among patients receiving two or more paraclinical services
compared with those receiving fewer services (32.6% vs. 13.4%; p < 0.05), and among those with
examination time 260 minutes compared with <60 minutes (34.4% vs. 14.1%; p < 0.05).

Conclusion: The waiting time for medical examination atthe Outpatient Department of Nghe An Eye
Hospital is associated with the number of paraclinical services, which affects patient satisfaction.
It is necessary to further improve the examination process, particularly in the organization and
coordination of paraclinical services, in order to enhance service quality and patient satisfaction.
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Tran Tat Thang', Tran Thi Thuy Dung’, Nguy&n Sa Huynh"
"Bénh vién Mat Nghé An, khéi 10 Nghi Phu, phudng Vinh Phd, tinh Nghé An

Ngay nhén bai: 15/02/2026
Ngay chinh stra: 12/03/2026; Ngay duyét dang: 23/07/2026

TOM TAT
Muc tiéu: Danh gia thdi gian chd kham bénh, mirc dé hai long cla ngudi bénh va phan tich mai
lién quan giira thoi gian chd kham bénh véi su hai long tai khoa Kham bénh, Bénh vién Mat Nghé
An nam 2025.
DPai twong va phuong phap: Nghién cliru mé ta cét ngang dugc thuc hién trén 250 ngudi bénh
ngoai tri d&n kham tai khoa Kham bénh, Bénh vién M&t Nghé An tir thang 4 d&n thang 9 ndm 2025.
S6 liéu dugc thu thap bang phong van truc tiép k&t hop do thdi gian chd kham, chd thuc hién cac
budc trong quy trinh khdm bénh. Mlc do hai long clia nguGi bénh dugc danh gia theo thang ba
murc. Phan tich sd liéu bang phan mém SPSS 20.0, sir dung théng ké mo ta va kiém dinh x* véi mirc
y nghia p <0,05.
Két qua: NI chiém 58,0% va nhém tudi trén 50 chiém ty & cao nhat (42,4%). Thoi gian chd kham
bénh trung binh tang theo s6 lwgng dich vu can lam sang, tir 20 phit & nhdom kham don thuén (én
85 phat & nhém thuc hién tir ba dich vu trd l&n. Ty & ngudi bénh hai long/rat hai long dat 76,0%. Ty
(& khong hai long/binh thudng cao han cé y nghia théng ké & nhom ngudi bénh thuc hién tir hai dich
vy can lam sangtrd lén so v&i nhdm con lai (32,6% so v6i 13,4%; p <0,05), cling nhuw & nhdm co thai
gian kham tr 60 phat tr@ lén so véi nhdm dudi 60 phat (34,4% so véi 14,1%; p < 0,05).
K&t luan: Thdi gian chd kham bénh tai khoa Kham bénh, Bénh vién Mat Nghé cé lién quan dén sé
lugng dich vu can ld&m sang, thoi gian chd anh hudng dén hai long clia ngudi bénh. Can ti€p tuc cai
tién quy trinh kham bénh, d&c biét trong t8 chiic va diéu phéi cac dich vu can lam sang, nhdm nang
cao chat lugng phuc vu va sy hai long cta ngudi bénh.
Tir khéa: thdi gian chd kham bénh; sy hai long; ngudi bénh ngoai trd; bénh vién chuyén khoa mat.

1. DAT VAN BE

Thoi gian chd kham bénh la mot trong nhitng chi s6
quan trong phan anh chéat lugng dich vu y t& va c6 anh
hudng truc ti€p dén sy hai long clia ngudi bénh. Trong
hoat dong kham chira bénh ngoai tru, thai gian chd kéo
dai khéng chi lam gia tdng cam giac mét mai, lo lang cla
ngudi bénh ma con tac dong tiéu cuc dén hinh anh va
hiéu qua hoat déng clia ca sGy té. [1][2]

Tai Viét Nam, nhiéu nghién ctu da cho théay thai gian
chd khdm bénh ngoai trd con & mdc cao, dac biét tai cac
bénh vién tuyén trén va cac ca sd kham chira bénh cé
lwong ngudi bénh l&n. Thoi gian chd dugc ghi nhan chiu
anh hudng bdi nhidu yéu t6 nhu sé lugng ngudi bénh dén
kham, s6 dich vu can lam sang phai thuc hién, quy trinh
t6 chirc kham bénh va kha nang diéu phéi ngudn luc y té.
Céc nghién cliu trong nudc ciing chi ra rang thai gian chg
kéo dai la mot trong nhitng nguyén nhan quan trong lam
giam murc dé hai long clia ngu'di bénh va la thach thirc 16n
trong cong tac quan ly chat lugng bénh vién.[3][4]

Nh&m cai thién thuc trang nay, Bo Y té da ban hanh
Quyét dinh s8 1313/QD-BYT nam 2013 vé& hudng dan quy
trinh kham bénh tai khoa Kham bénh ctia bénh vién, vai
muc tiéu rit ngan thoi gian chd, nang cao chéat lugng phuc
vu va su hai long clia ngudi bénh. Tuy nhién, hiéu qua trién

*Tac gia lien hé

khai cac giai phap cai tién quy trinh kham bénh con phu
thudc vao diéu kién thuc té€ clia tirng co sd y té€ va can
dugc dénh gia dinh ky dé cé nhirng diéu chinh phu hgp.[5]

Bénh vién Mat Nghé An la bénh vién chuyén khoa
tuyén tinh, dam nhiém kham va diéu tri cac bénh ly vé
mat cho ngudi dan trén dia ban tinh va cac khu vuc lan
céan. Trong nhirng n&m gan day, sé lugng ngudi bénh dén
kham tai bénh vién ngay cang tang, trong khi quy trinh
kham bénh ngoai tri thudong bao gom nhiéu budc ky thuat
va dich vu can lam sang déc thu clia chuyén khoa mat.
Diéu nay c6 thé lam gia tédng thdi gian chd kham va anh
hudng dén sy hai long clia ngudi bénh. Viéc danh gia thuc
trang thai gian chd kham bénh va su hai long cla nguoi
bénh tai khoa Kham bénh, Bénh vién Mt Nghé An la can
thi€t nham cung cép bang chiing khoa hoc cho viéc cai
ti€n quy trinh kham bénh, phlu hgp vdi dinh hudng ctia Bo
Y té va diéu kién thuc tién clia co sé.

2. DOI TUONG VA PHU'ONG PHAP NGHIEN CU'U
2.1. Déi twgng nghién ciru

Poi tuogng nghién clru & ngudi bénh ngoai tri dén
kham tai khoa Kham bénh, B&nh vién Mt Nghé An trong
thoi gian tir thang 4 dén thang 9 nam 2025, dong y tham
gia nghién cutru.
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Tiéu chuén lua chon

Ngudi bénh tir 18 tudi trd lén.

Dén kham ngoai tru tai khoa Kham bénh trong thoi
gian nghién curu.

C6 kha nang tra l3i phdong van va dong y tham gia
nghién cliu.
Tiéu chuén loai trtr

Ngudi bénh cdp clru, cé rdi loan y thirc hoac khong du
kha nang tra Loi phdng van.

Ngudi bénh thuéc nhém uu tién kham (tré em, ngudi
cao tudi dac biét, phu nit cé thai).

Ngudi bénh vao diéu tri ndi trd hoac kham bénh dinh ky
man tinh (Nhém bénh Glocom, Vong mac Daithdo dudng...).

Ngudi bénh tlr ch6i tham gia nghién clu.
2.2. Thiét ké nghién ctiru

Nghién clru mé ta cat ngang, dugc tién hanh theo
phuong phap tién ciu, nhdm danh gia thuc trang thoi
gian chd khdm bénh va mdc do hai long clia ngudi bénh
tai thoi diém khao sat.
2.3. Thoi gian va dia diém nghién cru

Pia diém: Khoa Kham bénh, Bénh vién Mat Nghé An.

Thai gian: T thang 4 dén thang 9 nam 2025.
2.4. C& mau va phuong phap chon mau
C&méu

C& méau dugc tinh theo céng thiic udc tinh mot ty &
trong quan thé:
p(1-p)

d2

2
n= Z‘I»a/2 X

Trong do:

Z(1_u/2)=2,58 V@i do6 tin cay 99%,

p=0,89 la ty l& ngudi bénh hai long v&i dich vu y té theo
cac nghién clu trudce [6],

d=0,05 & sai s6 cho phép.

C& mAu t6i thiéu tinh dugc |4 246 ngudi bénh. Thuc té
nghién cru da khao sat 250 ngudi bénh, dap ing yéu cau
¢ mau.

Phuong phdp chon mau

Ap dung phuong phap chon mau toan bo. Tat ca ngudi
bénh dud tiéu chuén lwa chon trong thdi gian nghién clu
dugc mditham gia cho dén khi dat di c& mau
2.5. Cac bién sé va dinh nghia bién sé nghién ciru
Nhém bién sé dac diém chung

e Giditinh: nam, n(.

e Nhém tudi: 18-30; 31-40; 41-50; >50 tudi.

e Trinh dé hoc van: mu chi, ti€u hoc, trung hoc co sd,

trung hoc phé théng.

e Nghé nghiép: néng dan, hoc sinh, nhom nghé khac.
Nhém bién sé lién quan dén qué trinh khédm bénh

S6 lugng dich vu can lAm sang:

e Kham don thuén (khdng thuc hién dich vu can ldm sang)

e 1dichvu

e 2dichvu

e >3 dichvu

Thai gian chd kham bénh: La tdng thoi gian tinh tir khi
ngudi bénh 8y s8 déng ky kham dén khi dugc kham, thoi
gian cho tirkhi cé chi dinh can lam sang dén khi dugc thuc
hién va tra k&t quéa can ldm sang, thdi gian chd hoan tat
qué trinh kham va nhan chi dinh diéu tri hodc don thudc

(dugc trich xuét trén hé théng bénh an dién tir va tinh don
vi: phut). Phan nhém: < 60 phut va = 60 phut
Nhém bién sé dénh gig sw hai long

Mlrc do hai long clia ngudi bénh vé thoi gian kham
bénh, dugc danh gia theo thang 3 murc:

* R4t hai long

* Hailong

e Khong hai long / Binh thuong

Trong phéan tich m&i lién quan, hai mic rat hai long va
hai long dugc gop thanh nhém hai long, mdc khéng hai
long/binh thudng dugc x€p vao nhém khong hai long.
2.6. Phan tich sé liéu

S8 lieu dugc nhap va xr ly bAng phan mém SPSS 20.0.
Sir dung thdng k& mé ta dé trinh bay dac diém chung, thoi
gian kham bénh va mdc do hai long. Kiém dinh )(2 duoc
sr dung dé danh gia mai lién quan gilta cac budc nghién
cttu. Ngudng y nghia théng ké dugc xac dinh véi p <0,05.
2.7.Pao dirc nghién cru

Nghién clru dugc suchap thuan ciia Hoi déng khoa hoc
Bénh vién M4t Nghé An (s 45/QD-BVM ngay 27/02/2025).
Ngudi bénh dugc gidi thich rd muc tiéu nghién clu va ty
nguyén tham gia bang phiéu dong thuan. Théng tin ca
nhan cla ngudi bénh dugc bdo méat va chi sir dung cho
muc dich nghién cuu.

3. KET QUA
3.1. Dac diém chung cua ddi twgng nghién ciru
Bang 1. Pac diém ddi twgng nghién cliu

Pic diém S6 lwong (n) TV 1& (%)
Gidi tinh

Nam 105 42,0

N 145 58,0
Nhém tudi (nam)

18-30 40 16,0

31-40 61 24,5

41-50 43 17,2

>50 106 42,4
Trinh dd hoc van

Mu chir 2 0,8

Tiéu hoc 18 7,2

THCS 120 48,0

THPT 110 44,0

Trong téng s6 ngudi bénh tham gia nghién ciu, nit
chiém ty & cao hon nam (58,0% so vGi 42,0%). Vé do
tudi, nhdm ngudi bénh trén 50 tudi chiém ty l& cao nhat
(42,4%), tiép dén la nhém 31-40 tudi (24,5%), trong khi
nhém 18-30 tudi chiém ty & th&p nhat (16,0%).

Xét vé trinh d6 hoc van, phan l&n ngudi bénh cé trinh do
trung hoc cd s& va trung hoc phé théng (1an luot 1a 48,0%
va 44,0%). Ngudi bénh mu chif chiém ty & rat thap (0,8%)
3.2. Thoi gian kham bénh

Bang 2. Thai gian chd kham bénh trung binh

Sé lwgng dich vu | S8 bénh nhén (n) | Th&i gian ché (phat)
Kham don thuan 15 20
1 dichvu 97 39
2 dichvu 100 60
=23 dich vu 38 85
= Crossrefd 293
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K&t qua cho thay thdi gian chd kham bénh tang dan
theo s6 lugng dich vu céan ldm sang dugc thuc hién. Nhom
ngudi bénh kham don thuén co thai gian chd kham trung
binh th&p nhat (20 phat). Thai gian chd kham trung binh
&n gt 1a 39 phut & nhom thue hién 1 dich vu, 60 phut &
nhom thuc hién 2 dich vu va cao nhat & nhdm thuc hién ti
3 dichvu trdén (85 phut).

3.3. Madi lién quan anh huéng dén sv hai long cua

nguwoi bénh

Bang 3. Mai lién quan sé lvgng dich vu thuc hién dén sy
hai long ctia ngudi bénh

Sagng | Kigngtaons | o’ |oone| b
: N n (%) n (%)
< 2dichvu 15(13,4) 97 (86,6) 112
>2dichwvu 45 (32,6) 93 (67,4) 138 [<0,05
Tong 60 (24,0) 190 (76,0) 250

Ty & ngudi bénh khéng hai long/binh thudng & nhém
thyuc hién dudi 2 dich vu la 13,4%, trong khi ty & nay &
nhém thuc hién tlr 2 dich vu trd 1én la 32,6%. Su khac biét
nay c6 y nghia thdng ké véi kiém dinh X’ (p < 0,05).

Bang 4. Mai lién quan thoi gian ch& dén sy hai long clia

ngudi bénh
Thoigian | T omg | Rathaitang | Tong |
; n (%) n (%)
<60 phut 18 (14,1) 110 (85,9) 128
2 60 phut 42 (34,4) 80 (65,6) 122 |<0,05
Toéng 60 (24,0) 190 (76,0) 250

& nhom ngudi bénh co thoi gian chd kham dudi 60
phut, ty & khéng hai long/binh thuong la 14,1%. Trong
khi d6, & nhédm c6 thai gian khdm tir 60 phut trd én, ty L&
nay tang lén 34,4%. Sy khac biét gitra hai nhdm cd y nghia
théng ké véi p < 0,05.

4. BAN LUAN

Nghién clru nay cho thay da sé ngudi bénh hai long/rat
hai long véi thai gian cho kham tai khoa Kham bénh, BEnh
vién M&t Nghé An ndm 2025 (76,0%). Tuy nhién, van con
24,0% ngudi bénh khdng hai long/binh thudng, cho thay
thoi gian chd khdm bénh van (3 van dé can duoc quan tdm
trong quan ly chat lwgng dich vu ngoai trd.
4.1.Thoi gian chd kham bénh.

K&t qua nghién cltu clia ching téi phu hgp vdi nhiégu
nghién ctru da dugc cong bd tai Viét Nam. Nghién clu
clia Tran TD va cs. tai Bénh vién Viét Dlc cho thay thdi
gian cho kham bénh ngoai trd c6 xu hudéng kéo dai, dac
biét & nhitng ngudi bénh phai thuc hién nhiéu dich vu
can lam sang, va day la yéu t6 quan trong anh hudng dén
viéc phan b8 ngudn luc y té.[7]this study aims to assess
patient waiting time in the outpatient clinic in Viet Duc
Hospital (Hanoi, Vietham Tuong tu, Nguyen STT va cs.
khi khao sat tai mot bénh vién tuyén trung uong cling ghi
nhan thoi gian chd kham trung binh tidng dang ké & céc
nhém ngudi bénh cé chi dinh xét nghiém va tham do chirc
nang, dong thai dé xuét cai tién quy trinh nhdm giam un
tac tai cac khau trung gian.[4]

& pham vi rédng hon, nghién cttu da co s& ctia Nguyen
DH va cs. cho thay thdi gian chd kham ngoai tri khac nhau
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dang ké gilra c4c tuyén y té tai Viét Nam, vdi thai gian chd
tai bénh vién tuyén trén thudng cao hon tuyén huyén va
tram y té.[8] Diéu nay cho thay tinh trang qua tai va cdu
trdc quy trinh kham bénh la nhirng yéu t6 mang tinh hé
théng, khong chi gidi han & mot ca sd cu thé.

K&t qua clia chlng t6i tai B&nh vién Mat Nghé An - mét
bénh vién chuyén khoa tuyén tinh — nam trong xu huéng
chung néu trén, phan anh dac thu clia cac co sd kham
chira bénh c6 sé lugng ngudi bénh L&n va quy trinh kham
gébm nhiéu budc ky thuat.

4.2. Anh huéng cua sé lwong dich vu can lam sang dén
thoi gian cho' va su hai long

Nghién clru ghi nhan thoi gian chd khdm bénh tang rd
réttheo s6 lugng dich vu can ldm sang, tlr 20 phut & nhom
kham don thuan l&én dén 85 phat & nhom thuc hién tir ba
dich vu tr@ lén. Pong thoi, ty & khéng hai long cao hon cé
y nghia thdng ké & nhém ngudi bénh thuc hién tir hai dich
vu can lam sang trd lén.

K&t qua nay hoan toan phu hgp vdi nghién cltu trong
nudc ctia Ha BT va cs. tai Vién Y dugc hoc Dan tdc TP. HO6
Chi Minh, trong do s6 lugng dich vu ky thuat dugc xac dinh
& mot trong nhirng y&u t6 quan trong kéo dai thdi gian chd
kham.[3] Céc tac gid nhan manh rang viéc ngudi bénh
phai di chuyén qua nhiéu khau, chd dgi két qua va quay lai
phong kham lam gia tdng dang ké téng thdi gian chd.

TU goc d6 quan ly, két qua clia chiang téi cling cling co
tinh thuc tién ctia Quyét dinh 1313/QD-BYT, trong d6 Bo Y
t€ nh&n manh viéc cai tién quy trinh kham bénh, dac biét
la sap x&p hop ly cac dich vu can lam sang va giam céc
budc trung gian khéng cén thiét.[5]

4.3. Thoi gian cho kham bénh va sy’ hai long ctia nguoi bénh

Nghién clru cia ching téi cho thay ngudi bénh c6 thoi
gian chd kham =60 phut cé ty & khdng hai long cao hon ro
rét so véi nhém cé thdi gian chd kham <60 phut. K&t qua
nay tuwang dong v@i nhiéu nghién ctu quéc té.

Tai Ethiopia, Biya M va cs. ghi nhan thdi gian chd dai la
y€u té lién quan chat ché dén sy khéng hai long clia ngudi
bénh ngoai trd, dac biét & cac bénh vién cong cé tai bénh
cao.[1] Tai Trung Qudc, Zhang H va cs. cho thay thdi gian
ch@ khéng chi danh hudng truc ti€p dén sy hai long ma con
tac dong gian ti€p théng qua cam nhéan vé chéat lugng dich
vy va hiéu qua cham séc.[9]

Ngoai ra, nghién cltu ctia Mehra P. tai An D6 cho thay
ngay ca khi thdi gian chd khéng thé rut ngén dang ké, viéc
cai thién giao tiép va cung cép théng tin trong thai gian
ch& van cé thé lam tdng muc dd hai long ctia ngudi bénh.
[10] Diéu nay goiy rang, bén canh viéc giam thdi gian chd
thuc t&, cac bién phap truyén théng va huéng dan ngudi
bénh cling déng vai tro quan trong trong cai thién trai
nghiém kham chira bénh.

Pac biét, nghién cru clia Zhang H va cs. vé diéu chinh
thoi gian chd ky vong cho thdy sy chénh léch gitra thai
gian chd thuyc té va thoi gian ngudi bénh ky vong cé anh
hudng dang ké dén su hai long.[2] Phat hién nay gilp giai
thich vi sao m6t s8 ngudi bénh van khéng hai long du thoi
gian chd chua qué dai vé mat tuyét doi.

4.4. Ham y thuc tién déi vdi cai tién quy trinh kham bénh

TU cac k&t qua trén, c6 thé thay ring ngudi bénh thuc
hién nhiéu dich vu can ldm sang va c6 thdi gian chd kham
kéo dai la nhom c6 nguy co khéng hai long cao. Piéu nay



N. S. Huynh et al. / Vietnam Journal of Community Medicine, Vol. 67, No. 7, 221-225

goi y rAng cac bién phap cai tién nén tap trung vao nhém
déi tugng nay, bao gobm: phan ludng ngudi bénh ngay tur
khau tiép dén, diéu ph&i hgp ly cac dich vu can lam sang,
rat ngén thdi gian cho tra két qua, va tang cudng truyén
théng vé quy trinh kham bénh.

Nhirng giai phap nay phu hgp véi dinh huéng cai tién
quy trinh kham bénh clia Bd Y té theo Quyét dinh 1313/
QD-BYT, ddng thoi phu hop va&i cac khuyén nghi tir nghién
clu trong va ngoai nudc.

4.5. Han ché cuia nghién ctru

Nghién cltu cé moét s6 han ché can dugc xem xét. Th
nhat, phuong phap chon mau thuan tién cé thé [am han ché
kha nang khai quat k&t qua. Thi hai, thang do hai long ba
murc c6 thé chua phan anh day dd cdc mic dd cdm nhan cla
ngudi bénh. Thi ba, nghién cltu chua phan tich siu céc yéu
t6 hé théng khac nhu thdi diém dén kham trong ngay hoac
hinh thirc thanh toan. Mét han ché nira ctia nghién ctiu la
chua thuc hién phan tich don bién, ma chuyéu dua trén kiém
dinh chi binh phuong, nén chua danh gia day du anh hudng
riéng & cua tirng bién va viéc nhan xét so sanh chua dong
nhét gira cac bénh vién chuyén khoa. Day (& nhitng hudng
nghién ctu can dugc xem xét trong cac nghién cliu tiép theo.

5. KET LUAN

Da s6 ngudi bénh hai long vai thdi gian chd kham bénh
tai khoa Kham bénh, Bénh vién Mat Nghé An nam 2025.
S6 lugng dich vu can lam sang la yéu to lién quan dén sy
khéng hai long clla ngudi bénh trong viéc chd dgi kham.
Viéc cai tién quy trinh khdm bénh, dac biét trong t& chirc
cac dich vy can ldm sang, phan luong kham va dat lich
kham (& can thiét dé ti€p tuc nang cao chat luong phuc vu.
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