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ABSTRACT

Objective: To describe the experience of patients attending the internal medicine outpatient
service and to explore factors perceived by participants as influencing patient experience at the
Outpatient Department of Ba Vi General Hospital, Hanoi, in 2026.

Methods: A mixed-methods descriptive cross-sectional study was conducted from March to
September 2026. The quantitative component included 201 patients aged 18 years or older who
had completed the outpatient care process and were selected using systematic random sampling
over 20 working days. The qualitative component included 27 purposively selected participants.
In-depth interviews were conducted with five representatives of hospital and department
management and eight patients, while two focus group discussions were conducted with seven
physicians and seven nurses from the Outpatient Department. Patient experience was assessed
across seven dimensions usinga 5-point scale; scores of 4-5 were classified as positive experience.

Results: The overall patient experience score was 4.5 = 0.6, and 88.6% of patients were classified
as having a positive experience. The highest proportions of positive ratings were observed for
physical facilities (98%), medical examination and treatment services (97%), healthcare costs
(95.5%), and communication with healthcare staff (92%). Waiting time was the least favorably
rated dimension, with only 20.4% of patients reporting a positive experience; specifically, only
6.5% positively rated the waiting time for diagnostic test results. The qualitative findings identified
several facilitating factors, including improved physical facilities, generally clear care processes,
electronic payment options, and positive staff attitudes. The main challenges reported were the
concentration of patients during certain peak periods, uneven capacity across diagnostic services,
difficulties experienced by older patients in navigating the hospital, and limited time for providing
explanations and counseling.

Conclusion: Overall patientexperience was rated positively, although ratings varied markedly across
dimensions. Priority areas forimprovementinclude reducing waiting times throughout the outpatient
care journey, particularly for diagnostic services and the return of test results; strengthening support
for older patients and first-time attendees; and standardizing clinical explanations.
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TOM TAT
Muc tiéu: M6 ta trai nghiém clia ngudi bénh kham ngoai tri chuyén khoa ndi va tim hiéu mot sé yéu
t6 dugc ngudi tham gia nhan dién la ¢ anh hudng tai Khoa Kham bénh, Bé&nh vién Da khoa Ba Vi,
thanh phé Ha Noi, nam 2026.

Phuong phap nghién ctru: Mé ta cat ngang két hgp dinh lugng va dinh tinh tién hanh tir thang 3-9
nam 2026. Khao sat dinh lugng va nghién cliru mo ta cat ngang trén 201 bénh nhan tir 18 tudi trd
lén, da hoan tat quy trinh kham va dugc chon ngau nhién hé théng trong 20 ngay lam viéc. Phan
dinh tinh gbm 27 ngudi dugc chon chu dich, trong dé phong van sau vdi 5 dai dién lanh dao khoa
va bénh vién va 8 ngudi bénh, 2 thao ludn nhém véi 7 bac siva 7 diéu dudng Khoa Kham bénh. Trai
nghiém dugc danh gia badng thang diém 1-5 qua 7 khia canh; diém 4-5 dugc x&p vao nhém tich cuc.

Két qua: Diém trai nghiém chung 1 4,5 + 0,6; 88,6% ngudi bénh dugc x&p vao nhédm cé trai nghiém
tich cue. Ty l& danh gia tich cuc cao nhat thudc vé ca s vat chat (98%), hoat dong kham chira bénh
(97%), vién phi (95,5%) va giao ti€p vGi nhan vién y t& (92%). Thoi gian chd la khia canh han ché
nhéat, chi 20,4% ngudi bénh danh gia tich cuc; riéng thoi gian chd nhén két qua can lam sang chi
dat 6,5%. K&t qua dinh tinh ghi nhan mot sé thuan lgi nhu co s& vat chat dugc cai thién, quy trinh
c0 ban rd rang, thanh toan dién tlr va thai do phu hop ctia nhén vién. Nhirng khé khan dugc dé cap
chtiyéu la ngudi bénh tap trung vao moét sé khung gid, nang luc can lam sang chua déng déu, ngudi
cao tudi khé dinh hudng va thdi gian danh cho gidi thich, tu van con han ché.

K&t luan: Trai nghiém chung dugc danh gia tich cuc, nhung muic danh gia khac nhau ré gilra cac
khia canh. C4c wu tién cai tién la rat ngén thdi gian chd trén toan bé hanh trinh kham, nhat La tai
cac khau can lam sang va tra k&t qua; tang hb tro cho ngudi cao tudi, ngudi kham [an dau; dong thoi

chuén héa ndi dung giai thich lam sang.

Tir khéa: Trai nghiém ngudi bénh, khdm ngoai trd, thoi gian chd, Bénh vién Ba khoa Ba Vi.

1. DAT VAN DE

Trai nghiém ngudi bénh bao gobm nhirng tuong tac va
sy kiEn ma nguoi bénh thuc sy trdi qua trong qua trinh
ti€p can, s dung va két thuc dich vu y té. Khai niém nay
khéng dong nhat vai sy hai long, vén chiu anh hudng dang
ké bdi ky vong cé nhan; cling khong hoan toan gidng danh
gia chat luong dich vu dya trén tiéu chuén hoac khoang
céch gilra ky vong va cdm nhan. Do ludng trai nghiém gitp
x&ac dinh cu thé khau nao trong hanh trinh chdm séc dang
van hanh t6t va khau nao can cai thién, qua dé bd sung
cho céc chi bao lam sang va quan ly chat lugng [1-3].

O khu vu'c ngoai tru, trai nghiém duoc hinh thanh qua
nhiéu diém tiép xuc lién ti€p: dang ky, phan ludng, chd
kham, thuc hién can ldm sang, thanh toan, nhan thuéc va
ti€p nhan huéng dan sau kham. Do dé, ngudi bénh cé thé
danh gia tot thai do nhan vién va chéat lwgng chuyén mén
nhung van c6 cdm nhan chua tich cuc néu phai chd lau
hoac kho tim duong. Tai cac bénh vién cong, dac biét noi
c6 nhiéu ngudi bénh man tinh, sy tap trung theo gio' va sy
phu thudc gira cac khau dé tao ra un tic, dong thoi lam
thu hep thoi gian tu van.

*Tac gia lién hé

Bénh vién Da khoa Ba Vi la bénh vién tuyén co sd cua
thanh phé Ha Noi, phuc vu ngudi dan Ba Viva cac khu vuc
lan can. Khoa Kham bénh ti€p nhan khoang 1000-1500
gt ngoai trd mbi ngay, trong dé ngudi bénh ndi khoa va
ngudi méc bénh man tinh chiém ty trong l&n. Trudc nghién
cltu nay, chua c6 danh gia co hé thong vé trai nghiém cla
nguoi bénh & tirng khau trong mot lugt khdm chuyén khoa
néi. Vi vay, chung t6i thuc hién nghién cttu nay nhdm 2
muc tiéu: (1) M6 ta trai nghiém clia ngudi bénh kham
ngoai trd chuyén khoa néi tai Khoa Khdm bénh, Bénh vién
Pa khoa Ba Vinam 2026; (2) Tim hiéu mot s8 yéu t thuéc
vé ngudi bénh, nhan viény té va co sd'y té dugc cho la co
anh hudng dén trai nghiém.

2. POI TUQONG VA PHUONG PHAP NGHIEN CU'U
2.1. Thiét ké nghién ciru

Nghién cttu hén hgp theo trinh ty giai thich. Cu phan
dinh lugng dugc thuc hién trudc dudi dang nghién clu
ct ngang mo ta; cau phan dinh tinh dugc tién hanh sau
dé gidi thich sau hon céac k&t qua dinh lugng.
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2.2. Pia diém va thdi gian nghién ctru

Nghién ctu dugc thuc hién tai Khoa Kham bénh, Bénh
vién Da khoa Ba Vi, thanh phé Ha Noi, tir thang 3-9 nam
2026. S04 liéu dugc thu thap trong thai gian tir thang 5-8
nam 2026.

2.3. P4i twgng va c& mau nghién ciru

Cau phan dinh lugng gom ngudi bénh kham ngoai trd
chuyén khoa ndi, tir 18 tudi trg [&n, da hoan tat quy trinh
kham, cé kha nang giao tiép bang tiéng Viét va dong y
tham gia.

Ngudi bénh khéng dd kha nang tra Loi tai thdi diém
khao sat, nhan vién bénh vién va ngudi than clia nhan vién
bénh vién dugc loai tru.

C& mau la 201 ngudi bénh, dugc chon ngau nhién hé
théng trong 20 ngay lam viéc. Cau phan dinh tinh gom céan
b6 quan ly, bac si, diéu dudng truc ti€p cung cép dich vu
va ngudi bénh da tham gia khao sat dinh luong. Chon mau
chu dich 27 ngudi, gom 5 dai dién lanh dao khoa va bénh
vién, 7 bac si, 7 diéu dudng va 8 ngudi bénh.

2.4. Céng cuy va bién sé nghién ciru

Bd cau hoi ty dién dugc xay dung dua trén céng cu
clia Huynh My Thu [4] va diéu chinh cho phlu hop vdi béi
canh Bénh vién Da khoa Ba Vi. Ngudi bénh chdm diém
theo thang 1-5; nhirng cau hoi khdng pht hgp hodc khong
phat sinh trong lugt kham dugc dé trong va khong dua vao
tinh diém. Céng cu gdm 7 khia canh: co s& véat chéat; giao
tiép gitra ngudi bénh va nhan vién y t&; quy trinh - thd tuc;
vién phi; thdi gian ch0; dich vu tién ich; hoat dong kham
chira bénh. Diém cula tirng khia canh la trung binh céac
bién quan sat tuong ng; diém chung la trung binh cua 7
khia canh. Biém 4-5 dugc xép la tich cuc, diém 1-3 dugc
x&p la chua tich cuyc.

2.5. Thu thap, xt ly va phan tich sé liéu

Ngudi bénh tu dién phiu dudi sy huéng dan cua diéu
tra vién. V@i nhirng ngudi khong thé ty dién, diéu tra vién
doc nguyén van tirng cau hdi va ghi lai dung céu tra oi.
S8 liéu dudc nhap bang phan mém EpiData va phan tich
mo ta badng phan mém SPSS 20.0. C4c cudc phong van
sau va thao ludn nhom dugc ghi am khi cé su déngy, sau
d6 ma hda va téng hgp theo cédc nhém chu dé: cosdy té,
nhan vién y t&, ngudi bénh va cac diém nghén trong hanh
trinh kham.

2.6. Pao dirc nghién ctru

Nghién cltu da dugc Hoi dong Pao dirc Trudng Dai hoc
Y t&€ Cong cong thong qua va dugc lanh dao Bénh vién Da
khoa Ba Vi cung Khoa Kham bénh cua bénh vién chap
thuan. Ngudi tham gia dugc giai thich vé muc tiéu nghién
clu, tinh tu nguyén, quyén dirng tham gia va nguyén tac
bao mat théng tin.

3. KET QUA NGHIEN cU'U

3.1. Dac diém chung cua ngudi bénh
Bang 1. Dac diém chung cuia ngudi bénh nghién ciru (n=201)

Pic diém Tan s6 Ty & (%)

, < Trung hoc co s@ 21 10,4
Trinh d6 hoc van ~

= Trung hoc pho théng| 180 89,6
Khoang cach dén <10 km 174 86,6
bgnh vién >10 km 27 | 13,4
St dung bao hiém Co 199 99,0
yté Khéng 2 1,0
S6 lan kham tai Lan dau 17 8,5
bénh vién >2(an 184 | 91,5

Pic diém Tan sé |Ty L& (%)
Nam 76 37,8
Gi6i tinh
N 125 62,2
i < 60 tudi 98 | 48,8
Nhém tubi ~
> 60 tudi 103 51,2
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Trong 201 ngudi bénh, nit chi€ém 62,2% va nhom trén
60 tudi chiém 51,2%. Phan L&n ngudi bénh c6 trinh d6 hoc
van tirtrung hoc phé thong trg 1én (89,6%), séng cach bénh
vién khdng qua 10 km (86,6%), sir dung bao hiémy t& (99%)
va da tirng kham tai bénh vién tir 2 lan trd 1&n (91,5%).
3.2. Trai nghiém theo cac khia canh
Bang 2. Trai nghiém cua ngwdi bénh theo cac khia canh

(n=201)
Khia canh X +SD (diém)| Tichcwe |Chuwa tich cuc
Cosdvatchat | 4,9:0,3 |197(98,0%) 4 (2,0%)
Glaotiépvdinhan| /o 04 |185(92,0%)| 16(8,0%)
viényté
Quytrinh-thituc| 4,6%0,6 [178(88,6%)| 23(11,4%)
Vién phi 4,7+0,4 |192(95,5%)| 9 (4,5%)
Théi gian cho 3,1%1,2 | 41(20,4%) | 160 (79,6%)
Dichvutiénich | 4,6%0,8 [173(86,1%)| 28(13,9%)
Hoiﬁg‘znbgémém 4,8+0,3 |195(97,0%)| 6(3,0%)
Trai nghiém chung| 4,5%0,6 |178(88,6%)| 23(11,4%)

CJ s& vat chat la khia canh dugc danh gia cao nhéat;
rieng phong kham c6 99,5% ngudi bénh danh gia tich curc,
con quay phéat thudc c6 ty L& thap nhat trong nhdm nhung
van dat 96,5%. O khia canh giao tiép, trang phuc ctia nhan
viényté dugc danh gia tich cuc & 100% ngudi bénh va thai
do digu dudng & 99%; ngugc lai, ndi dung giai thich tinh
trang bénh chi dat 67,7%. Quy trinh - thd tuc nhin chung
dugc danh gia tich cuc, song kha nang tim dudng trong
bénh vién la ndi dung thap nhat, & mic 84,6%.

Thoi gian chd la khia canh han ché r6 nhat. Ty & danh
gia tich cuc déi véi thai gian chd dang ky, déng phiva nhan
thuc [an (UGt La 66,7%, 65,7% va 65,2%. Ty L& nay giam
con 32,3% déi véi chd kham, 38,3% dai véi chd thuc hién
cén lam sang va chi 6,5% déi v&i chd nhan két qua can
ldm sang. Dich vu tién ich dat 86,1%; an ninh trat tw dugc
danh gia cao nhat (94,5%), trong khi tién ich mién phithap
nhét (84,1%). Hoat dong kham chira bénh dat 97%; hudng
dan dung thudc dat 99%, con bao dam riéng tu c6 diém
trung binh thap nhét trong nhém nay (4,6 = 0,6).

3.3. Cac yéu td anh huéng qua két qua dinh tinh

Qua phong van va thao luan, ngudi tham gia ghi nhan
mot s6 thuén lgi: ca sd vat chat sach va khang trang hon
trude; mot s6 khu vure 6 ghé chd, quat va man hinh hién
thi; quy trinh cg ban dugc t8 chitc theo ludng; thanh todn
dién tlr gitp gidm b&t thao tac. Nhan vién cé trang phuc,
bang tén, thai dé lich sy va chi déng huéng dan; bac si
dudgc ngudi bénh ghi nhan vé hoat déng thdm kham va tu
van. Nhirng yéu t8 nay gép phén tao cam giac yén tam va
gilp ngudi bénh hoan tat quy trinh thuén lgi hon.
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Céc diém chua thuan lgi chi yéu lién quan dén sy
khoéng dong déu gilra cac thdi diém va gitra cac khau. Vao
dau bubi, lugng ngudi bénh tang lam khu vuc tiép doén,
phan ludng va phong kham dé qua tai; c6 thdi diém mot
diéu dudng phai hé trg nhiéu phong. Xét nghiém, X quang
va siéu &m chua phai ldc nao cling dap ing dugc nhu cau,
khién két qua trd cham, ngudi bénh phai quay lai phong
kham va tao ra un tdc day chuyén. Ngudi cao tudi va ngudi
kham [an dau gap nhiéu kho khan hon khi st dung may
8y s8, tim khu vyc can ld&m sang va hiéu phan doéng chi
trd bao hiém y té. Khi phong kham déng, nhan vién van
duy tri cac hudng dan thiét yéu, nhung thdi gian danh cho
giai thich sau, tu van ca thé héa va bdo dam riéng tu bi
thu hep.

4. BAN LUAN

Tai Khoa Kham bénh, Bénh vién Da khoa Ba Vi, 88,6%
ngudi bénh dugc xép vao nhém co trai nghiém tich cuc.
Tuy nhién, diém s8 khéng dong déu gilra cac khia canh.
K&t qua nay phu hgp véi cach tiép can coi trai nghiém a
mot cau tric da chidu: ngudi bénh c6 thé danh gia t6t co
s& vat chat hoac giao ti€p nhung van khéng hai long voi
quy trinh hay thai gian chd [1-3]. O Bénh vién Da khoa
Ba Vi, cac khia canh dugc danh gia cao la co sd vat chat,
hoat dong kham chira bénh, vién phiva giao ti€p; thdi gian
cho la diém yéu ndi bat nhat.

Co sd vat chat dat 98%, v& mat md ta cao hon mot
s6 nghién cltu tai cac ca sd co luu lugng ngudi bénh Lon,
nai vé sinh, nha vé sinh hodc su sin cé clia phuong tién
thudng la nhitng ndi dung bi dénh gia thap hon [6-7]. M6t
kha nang giai thich la bénh vién da c6 nhirng cai thién hiru
hinh, déng thdi 91,5% ngudi tham gia da tirng sir dung dich
vu tir 2 lan trd l8n nén c6 cd s& dé nhan ra thay déi. DU
vay, phong van cho thay diém danh gia cao trong diéu kién
thong thudng khéng dong nghia vdi kha nang dap tng day
du vao gid cao diém. Ghé chd, xe lan/xe ddy va cong suat
can lAm sang van coé thé thiéu khi nhu cau tang. Do do, co
sd vat chat nén duoc xem xét ca vé muc do hién dién, s6
lugng va tinh én dinh trong céc thdi diém déng ngudi.

Ty & danh gia tich cuc vé giao ti€p dat 92%, nhung noi
dunggidithich tinh trang bénh chidat67,7%. Khoang cach
nay ggi y rang i chao hai, thai dé lich sy va hudng dan
ngan dé dugc duy tri hon mét cudc giai thich ldAm sang day
du, vén doi hdi nhigu thai gian hon. Nhan dinh nay tuong
doéng véi bang ching thuc nghiém vé anh hudng cua ap
luc thoi gian di vdi viéc hoi bénh, kham va tu'van clhia bac
sT[9]. Ngudi cao tudi va ngudi mac b&nh man tinh thudng
can dudc giai thich vé bénh, thudc, xét nghiém, ché dé
sinh hoat va lich tai kham; t6ng quan & nhém cé nhiéu
bénh man tinh cling xac dinh thai gian va kha nang nhan
thdre 1& nhitng rao can déi vdi trao déi va cung ra quyét
dinh [10]. Vivay, két qua khong nén dugc quy vé thai do ca
nhan ma can dat trong b&i canh luu lugng ngudi bénh, bé
tri nhan luc va thoi luong mbi lugt kham.

Quy trinh - thu tuc dat 88,6%, trong doé tim duong la
ndi dung thap nhat. Ngudi da quen véi bénh vién cé thé
thuc hién cac budc dé dang hon; nguoc lai, ngudi kham
lAn dau va ngudi cao tudi thudng phai hoi lai nhiéu lan.
Céc nghién cltu vé dinh hudng trong bénh vién ciing cho
thay ngudi cao tudi phu thudc nhiéu hon vao bién chidan
dé nhan biét va théng tin truc quan [11]. Tai Bénh vién Pa

khoa Ba Vi, quy trinh da dugc t8 chic theo ludng nhung
chua phai lic nao ciing dé st dung tr géc nhin nguoi
bénh. Vi vay, cai tién nén tap trung vao bién chi dan, cac
diém hb tro va su lién théng gilra cac khau, thay vi chi bd
sung thém van ban huéng dan.

Vién phi dugc danh gia tich cuc & 95,5% ngudi bénh.
Thanh toan dién t&r va bao hiém y té la nhirng thuan gi
dugc ghi nhan, nhung mot s8 ngudi bénh van chua hidu rd
murc hudng va phan dong chitra. Ty 1& st dung bao hiémy
t& rdt cao (99%) c6 thé gép phan lam diém vién phi & murc
cao, dong thoi khién viéc so sanh gilta ngudi c6 va khéng
c6 bao hiémy té kém tin cdy do nhém khéng s dung bao
hiém y té€ qua nho. Vi vay, khdng nén xem két qua nay la
bang ching cho thay chi phi luén thap; phu hgp hon la
dién giai ring ngudi bénh nhin nhan quy trinh thu va thanh
toan tuong déi minh bach, phlu hgp.

Thoi gian chd la phat hién can dugc uu tién xar ly: chi
20,4% ngudi bénh danh gia tich cuc, trong dé ty Lé tich
cuc déi vdi thai gian nhan k&t qua can lam sang chi 6,5%.
K&t qua nay tuang déng véi nghién cliu tai Viet Nam, trong
dé téng thoi gian & khu vuc ngoai tri ting & ngudi cao
tudi, ngudi kham chuyén khoa ndi va ngudi phai lam xét
nghiém hodc chan doén hinh anh [8]. M6t nghién clu tai
Trung Qudc cling ghi nhan mai lién quan gitra moi truong
khu chd, ché ngdi, bién chi dan véi trai nghiém va thoi gian
chd cam nhan [12]. Tai Bénh vién Da khoa Ba Vi, thdng tin
dinh tinh cho thay thai gian chd'la van dé clia ca chudi: un
tac dau budi, cong suat xét nghiém/X quang/siéu &m han
ché va viéc nhiéu nguoi cuing quay lai phong kham sau khi
c6 két qua. Vi vay, chi rat ngén thai gian kham cla bac si
khé c6 thé lam giam dang ké téng thdi gian ngudi bénh &
lai bénh vién.

Dich vu tién ich dat 86,1%; an ninh trat tu va céac tién
ich c6 phi dugc dénh gia cao hon, trong khi tién ich mién
phi c6 ty 1& thdp hon. Qua phong van, ghé chd, bién chi
dan, nha vé sinh va xe lan/xe ddy duoc xem la dac biét
can thiét déi vdi ngudi cao tudi. K&t qua nay phu hgp vdi
nghién cltu cho thdy méi trudng khu chd, ché ngdi va bién
chi dan cé lién quan dén trai nghiém chd va thai gian chd
cam nhan [12]. Viéc nhac lich tai kham hién con chi yéu
thuc hién tha cong. Ung dung cong nghé cé thé hd trg
giam tai, nhung khéng nén thay thé hoan toan hé trg truc
tiép vi kha nang st dung dién thoai clia ngudi cao tudi
khong dong dau [13].

Hoat dong kham chira bénh dugc danh gia tich cuc &
97% ngudi bénh, trong dé huéng dan dung thudc dat 99%.
DPay la danh gia vé trai nghiém clia ngudi bénh, khéng phai
thdm dinh déc lap do chinh xac clia chdn doan hay tinh
phu hop ctia chi dinh diéu tri. B4o dam riéng tu cé diém
trung binh th&p nhat trong nhém; théng tin dinh tinh goi
y cac nguyén nhén lién quan dén méat dé ngudi bénh,
khoang cach va khéng gian trao déi. Giai phap vi vay can
k&t hgp chuén hoa ndi dung giao ti€p vdi diéu chinh khong
gian, cach goi va huéng dan ngudi bénh.

Nghién ctru ndy cé mot s6 han ché can luu y. Thiét ké
cat ngang va phuong phap tu bdo cdo khéng cho phép
khéng dinh quan hé nhan qua; viéc khao sat sau khi hoan
tat quy trinh ¢6 thé chiu anh hudng clia thién l&ch nhé lai
hoac tdm ly ngai phé binh. Nghién cu chi dugc thuc hién
tai mot bénh vién, trong khi phan l&n ngudi tham gia la
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ngudi bénh tai kham va co6 bao hiém vy té, nén kha nang
khai quat con han ché. Thai gian chd chua dugc do khach
quan bang d4u thdi gian clia hé théng; méi lién quan gitra
dac diém ngudi bénh va trai nghiém cling chua dugc phan
tich dinh lugng. Ngoai ra, viéc tinh trung binh dong déu
7 khia canh c6 thé lam giam muc do ndi bat cua diém
nghén thdi gian chd. Vi vay, can doc diém chung cung véi
tirng khia canh va céc chi bao thanh phan.

5. KET LUAN

Trai nghiém chung clia ngudi bénh kham ngoai tru
chuyén khoa néi tai Khoa Kham bénh, Bénh vién Da khoa
Ba Vi dugc danh gia tich cuc § 88,6%. Ca sd vat chat, hoat
ddng kham chira bénh, vién phiva giao ti€p la nhirng khia
canh dugc danh gia cao. Thai gian chd, dac biét la cho
nhan két qua can lam sang, chd kham va chd thuc hién
cén ldm sang, 1a han ché& ndi bat. Nhirng thuan Lgi dugc
ghi nhan gdbm cd s@ vat chéat ¢ cai thién, quy trinh co ban
ré, thanh toan dién tlr va thai dé phu hgp clia nhan vién.
Cac kho khan chi yéu la ngudi bénh phan bé khéng déu
theo thai diém, nhan luc va céng suét can ldm sang chua
dap ¢ng vao gid cao diém, khé dinh huéng & cac nhém dé
bi tén thuang va thi€u thdi gian cho giai thich chuyén sau.

Khuyén nghi:

Bénh vién Da khoa Ba Vi nén [4p ban do6 thai gian chd
cho toan bd hanh trinh kham, theo dai riéng céc diém
nghén tai cac khu vuc xét nghiém, X quang, siéu am va
khau tra két qua; dong thdi diéu phdi nhan luc linh hoat
hon vao gid cao diém va tang phdi hgp gitra Khoa Kham
bénh véi cac bd phan can ldm sang. Can clng cd quay
huéng dan, bién chi dan truc quan, ghé chd, xe lan/xe day
va hinh thiic hé tro danh cho ngudi cao tudi, ngudi kham
&n dau. Thong tin vé bao hiém y t&, phan déng chi tra va
cac budc sau kham nén dugc trinh bay ngén gon, théng
nhat. Bénh vién cling nén chuan hoa ndi dung giai thich
t8i thi€u vé tinh trang bénh, thuéc, ddu hiéu can theo doi
va lich tai kham; c6 thé tirng budc trién khai nhac lich dién
t&r nhung van duy tri hd trg truc tiép cho ngudi bénh chua
thanh thao cong nghé.

Nhom tac gia tran trong cdm on Ban Giam déc, Khoa
Kham bénh, ngudi bénh va nhan vién y té Bénh vién Da
khoa Ba Vi da phdi hgp va tham gia nghién ctu.
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Céc tac gia khéng c6 xung dot Loi ich trong nghién
cl’u nay.
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