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SU HAI LONG CUA NGU’O'I BENH NGOAI TRU
TAI KHOA PHUC HOI CHU’C NANG BENH VIEN CHQ' RAY NAM 2022
VA MOT SO YEU TO ANH HUONG

Trwong Vin Hién!, Vii Thuy Nam Phwong?, Téng H6 Ngoc Anh!

TOM TAT

Pit van dé: Sy hai 10ng cua ngudi bénh 1a
thudc do quan trong dé danh gia chat luong dich
Vu Cua cac co sd Yy té. Khao sat sy hai 1ong va tim
hiéu cac yéu té anh huéng dén su hai long cua
ngudi bénh, 1am co s& dé dua ra cac giai phap
nham nang cao chit lugng kham, chita bénh cua
khoa Phyc hdi Chirc nang bénh vién Cho Ray la
diéu can thiét.

Muc tiéu: M0 ta su hai ldng va phéan tich cac
yéu t6 anh huong téi sy hai 1ong ciia nguoi bénh
ngoai trl tai khoa Phuc hdi Chtrc nang bénh vién
Cho Ray nam 2022.

Po6i twong va phwong phap nghién ciru:
Thiét ké md ta cit ngang. Phong van 175 nguoi
bénh ngoai tr dén diéu tri tai khoa Phuc hoi
chte nang tir thang 3/2022 dén thang 8/2022, sir
dung b cdu hoi Sy hai long cta nguoi bénh
ngoai tri do Bo y té ban hanh nam 2017 (mau 2)

Két qua: Tudi trung binh caa nhém nghién
cau la 54 £ 12. Ti I¢ nam /nix 12 0,59. Ti 1é nguoi
bénh c6 BHYT la 84,6%. Ti Ié hai long vé kha
ning tiép can 1a 82,1%, vé sy minh bach théng
tin va tha tuc kham, diéu tri VLTL la 82,3%, vé
co s& vat chit va phuong tién phuc vu nguoi
bénh 1a 80,5%, vé& thai do ung xir, ning luc
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chuy@n mén caa nhan vién y té 1a 89,1%, vé két
qua cung cap dich vu 1a 89,7%. Sy hai long
chung ¢ 5 khia canh nghién ctu la 84,7%

Két luan: Ti Ié hai long chung cua nguoi
bénh dén diéu tri tai khoa PHCN kha cao. Céc
yéu t6 anh huong dén sy hai 10ng cua ngudi bénh
c6 thé ké dén 1a: tudi, gisi, thoi gian dugc bac si
kham va tu van, thai do giao tiép va ning luc
chuy@n mén ciia nhan vién y té.

Tir khoa: sy hai long, khoa phuc hdi chic
nang, nguoi bénh ngoai tru.

SUMMARY

SATISFACTION OF OUTPATIENTS IN

REHABILITATION DEPARTMENT OF
CHO RAY HOSPITALAND

ASSOCIATED FACTORS IN 2022

Introduction: The satisfaction of patients is
an important measurement to evaluate the
medical service. Surveying the satisfaction and
affected factors is necessary for improving the
quality of examining and treating in the
Rehabilitation department.

Objectives: Described the satisfaction of
outpatients in Rehabilitation department in 2022
and determined some associated factors.

Methods and Materials: a cross - sectional
study. 175 outpatients were interviewed in the
department of Rehabilitation, from March, 2022
to August, 2022. We used the questionnaire of
Ministry of Health which issued in 2017 (form 2)

Results: The average age 54 + 12. Ratio
male/female was 0,59. Ratio of patients have
heath insurance was 84,6%. The satisfaction of
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inpatients about the approaching was 82,1%,
about specific information and examining
procedure was 82,3%, facilites was by 80,5%,
attitude and skills of medical staff was 89,1%, in
terms of service delivery results was 89,7%. The
overall satisfaction in 5 research aspects was
84,7%

Conclusion: The overall satisfaction rate of
patients coming to the rehabilitation department
is quite high. Factors affecting to patient‘s
satisfaction can be mentioned as: age, gender, the
duration to be examined and consulted by

doctors, attitude and professional skills of
medical staff.
Keywords: satisfaction, Rehabilitation

department, outpatients.

I. DAT VAN DE

Cung véi sy phat trién kinh té - xa hoi,
nhu ciu cta con ngudi V& nang cao chat
luong cudc sdng ciing ngay mot nang tam,
dic biét nhat 12 nang cao stic khoé caa chinh
con nguoi. Vi vay, khoa hoc ky thuat khéng
ngumg cai tién, trong d6 cac co s¢ kham chira
bénh ciing thay d6i theo huéng tich cuc.
Bénh vién (co s¢ khdm chira bénh) 1a noi
cung cap dich vu y t& va ngudi bénh 12 khéach
hang dic biét, do d6, ngudi bénh cd quyen
yéu cau duoc cung cap dich vy y té tét nhat,
hiéu qua nhat, thai d6 phuc vu an can nhat
cta nhan vién y té. Xem ngudi bénh 1a trung
tam va nhu cau cua ho can duoc dap tng mot
cach tét nhat, d6 chinh 1a muc tiéu hang dau
ma dich vu y té can phai huéng dén.

banh gia sy hai long cta nguoi bénh la
thuéc do vé chit lwong cua viéc cung cip
dich vu y té, va ciing chinh 1a d6ng luc thic
day phét trién co sé cung cap dich vu y té.
Trén thé gi6i ciing nhu ¢ Viét Nam di co
nhiéu nghién cau vé danh gia su hai long
ngudi bénh trén tong thé nguoi bénh nai tra,
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ngoali tru va su hai long ciua ngudoi bénh trong
linh vuc kham va diéu tri phuc hdi chuc
nang.

Bénh vién Cho Ray la bénh vién hang
dic biét, truc thuoc Bo Y té. Trong nhiing
nam qua, bénh vién khéng ngung néng cao
chat lugng cung cap dich vu khdm chita bénh
cho ngudi bénh, ¢6 nhiéu nghién cau vé su
hai long ctaa nguoi bénh theo tiéu chi caa Bo
Y té, nhung chua c6 tac gia ndo nghién cau
riéng vé khia canh hai long cia ngudi bénh
kham va diéu tri phuc hdi chirc nang tai bénh
vién Cho Ray. Vay nguoi bénh ngoai tri cua
khoa Phuc héi Chuc niang c6 hai long vé dich
vu ndy khong? Va nhitng yéu té nao anh
huong dén su hai 1ong cua nguoi bénh vé
dich vu tai khoa Phuc hoi Chtc ning? Nhim
xac dinh mae do hai long ciaa nguoi bénh va
tim hiéu mot sé yéu té anh hudng dén sy hai
long ddi vai viéc cung cap dich vu kham va
diéu tri phuc hdi chirc ning tai bénh vién, tir
d6 1am co s¢ dé tim ra giai phap nham nang
cao chit lugng kham, diéu tri cia khoa Phyc
hdi Chirc ning néi riéng va cta bénh vién
Cho Riy noi chung. Thiét nghi, day 1a viéc
can thiét nén ching t6i tién hanh thyuc hién
nghién ciru dé tai “Sw hai 10ng cia nguoi
bénh ngoai tri tai khoa Phyuc héi chite nang-
bénh vién Cho Rdy nam 2022 va cdc yéu té
anh huong”.

II. DOI TUONG VA PHU'O'NG PHAP NGHIEN CU'U

Poi twong nghién ciru

Tat ca nguoi bénh dugc diéu tri ngoai trd
tai khoa Phuc hdi Chuc nang - bénh vién
Cho Ray. Nghién ciou dugc thuc hién tur
thang 03/2022 dén thang 08/2022.

Tiéu chuan lwa chon

Ngudi bénh trén 18 tudi dén diéu tri
ngoai trd tai khoa Phuc héi Chuc ning - bénh
vién Cho Ray.
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Nguoi bénh dong y tham gia vao nghién
ctru.

Ngay ther 2 sau khi nguoi bénh dén diéu
tri ngoai tru.

Tiéu chuan loai trir

Ngudi bénh han ché nghe néi, khdng
hiéu duoc cau hoi cua ngudi phong van

Phwong phap nghién ciu

Thiét ké nghién cau: Nghién ctu mo ta
cit ngang

C& mau: thuan tién cho nghién cuu, trong
thoi gian tr thang 03/2022 dén thang
08/2022, tac gia da chon ra dugc 175 bénh
nhan phi hop dé dua vao nghién cuu.

Dé thu thap théng tin su hai long cua
ngudi bénh kham va diéu tri tai khoa Phuc
hoi Chirc ning- bénh vién Chg Riy, nghién
ctru tién hanh tim hiéu trén ddi twong diéu tri
ngoai tru vai bo céng cu tham khao la bo cau
hoi Su hai long cia nguoi bénh ngoai trd
(miu 2 - B Y té: phiéu khao sét sy hai long
nguoi bénh ngoai trd)

Céc bién s6 nghién ciéu

Thdng tin chung c6 9 bién sb

Céc cau hoi phét van trong bo cau hoi sy
hai long cua Bo Y té, gom 31 bién sé.

Bo cong cu: Banh gia sy hai long sé dya
trén 5 muc 16n trong d6 ¢6 31 tiéu muc cua
Bo Y té ban hanh.

Sir dung thang diém Likert

Thang do mtc do hai long cua nguoi
bénh ddi véi chét luong chim soc stc khoe
duoc dya trén thang diém Likert vai cac muac
tir “rat khong hai 1ong” (1 diém), “khong hai
1ong” (2 diém), “binh thuong” (3 diém), “hai
long” (4 diém), cho dén “rat hai long” (5
didm).

- Nhom chua hai long gobm 3 mirc do:
Muc 1, mtc 2 va muc 3 (tir 1 dén 3 diém).

- Nhém hai long gom 2 mirc ¢o6: Muc 4
vamuc 5 (tir 4 dén 5 diém)

Thang do su hai long ctia ngudi bénh bao
goém 31 tiéu muc, thuoc 5 nhém yéu té, tong
cong 155 diém. Tur diém, nhém nghién cau
tinh ti 1¢ hai long chung va ti I¢ hai long cho
tirng nhom yéu té.

- Nhém chua hai long dat tir 31 diém dén
dudi 124 diém.

- Nhom hai 1ong dat tir 124 diém dén 155
diém.

Xir ly va phan tich s liéu

X ly sé ligu: Sb lidu duoc xu 1y trén
may tinh bang phan mém SPSS 20.0, c4c s6
liéu duwgc ma hoa dang sé hoic theo thang
diém cua ting bién sd.

Phdn thong ké md td: st dung phuong
phép théng ké mo ta, tinh ti 1¢ phan tram, gia
tri trung binh d6 Iéch chuin dé md ta sy hai
1ong qua thang diém Likert 5 khia canh.

Y dic: Nghién cau chi duoc tién hanh
sau khi hoi dong Y duc cua bénh vién Cho
Ray chap nhan.

INl. KET QUA NGHIEN CU'U

C6 175 bénh nhan dang diéu tri ngoai tri
tai khoa Phyc hdi chirc niang thoa man tiéu
chi lya chon nghién ciu va dugc tién hanh
phong van tir ngay diéu tri thir 2 sau nhap
vién. Toan bo phiéu khao sat dugce duoc tra
loi day du thdng tin.

Két qua nghién cau cho thay, tai thoi
diém nghién cau, ti 1& hai long chung ¢ 5
khia canh chiém ti & cao nhat 1a 66,04%, ti
& rat hai long chiém 18,7%, ti I& binh thudng
chiém 14,08% va ti 16 khong hai long & 5
khia canh chung chiém 1,18% (Bang 1).
Trong d6 ti 1& hai l1ong chung & ndi dung két
qua cung cap dich vu c6 ti 1¢& hai long cao
nhét 89,7% (Bang 2), con ndi dung co s Vat
chat va phuong tién phuc vu ngudi bénh c6 ti
I¢ hai long chung theo danh gia ctia nguoi
bénh 1a thap nhat chiém ti 1 80,5% (Bang 3).
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Bdng 1: Sw hai long chung ¢ 5 khia cegnh nghién ciru (n=175)

Noi dun Tilg %
¢ g RKHL|KHL| BT | HL |RHL|HLC
Hai long chung cua 5 khia canh 0 |1.1814,08/66,04| 18,7 |84,74
Kha ning tiép can 0 |12 |16,7|70,8|11,3|821
Minh bach théng tin va thu tuc kham bénh, diéu tri 0 1,7 | 16 |69,8|12,5 82,3
Co sé vat chat va phuong tién phuc vu ngudibénh | 0 | 24 |17,1]62,8|17,7|80,5
Thai d6 ung Xxur, nang lu(;(iguyen mon cua nhan vién 0 0 109|628 263891
Két qua cung cap dich vu 0 |06 |97 | 64 |257|897
Bdng 2: Két qud cung cdp dich vu (n=175)
Noi dung cau héi Tilg %
0! dung calho RKHLKHL] BT | HL [RHL]HLC
Két qua cung cap dich vu 0 | 06|97 64 |257|89,7
Két qua khdm bénh da} dap ung duoc nguyén vong 0 06 | 51 |57.1 (371|942
Ong, Ba
Céc hoa don, phiéu thu va két qua kham bénh duogc
cung cap day du, rd rang, minh bach va duoc giai 0 0 |57 [594|349 943
thich néu c6 thic mic
Danh gia mirc d tin twong vé chat lugng dichvuyté] 0 | 0,6 | 6,9 | 56 |36,6 92,6
Pénh gid muc do hai 1ong vé gia ca dich vy y té 0 0 |63 [543[394937
Bing 3: Co sé Vit chit va phwong tién phuc vu nguwoi bénh (n=175)
Noi dun Ti1¢ %
¢ g RKHL/KHL| BT | HL |[RHL|HLC
Co s& vat chit va phuong tién phuc vu ngudi bénh 0 24 |17,1162,8|17,7|80,5
Co phopg/s\a_nh,chq,kh?r? saf:h S‘e, tho‘angAmat vao 0 06 | 91 |583| 32 |903
mua he; Kin gio va am ap vao mua dong
Phong cho ¢6 da ghé ngoigtho nguoi bénh va st dung 0 17 | 74 | 60 | 30,9909
Phong cho c6 quat (cfleu hoa)A day du, hoat dong 0 29 | 91 |503|37.7]880
thudng xuyén
Phong cho ¢6 cac phuong tién giup nguoi bénh co
tam ly thodi méi nhu ti-vi, tranh anh, to roi, nuéc 0 51| 8 |589| 28 |86,9
uong...
Puoc bao dam su riéng tu lfhl kl}am bénh, chieu 0 0.6 | 6.9 577349926
chup, lam thu thuat
Nha vé sinh thuan tién, sir dung tot, sach s& 0 51 121,1|47,4|26,3| 73,7
Moi truong trong khuond\élr()an bénh vién xanh, sach, 0 17 | 126537 32 | 857
Khu kham bénh Pao dgm an nmh,_tre{t tu, phong ngua 0 17 | 86 531|366 89,7
trom cap cho nguoi dan

82




TAP CHI Y HOC VIET NAM TAP 536 — THANG 3 — SO CHUYEN DE - 2024

IV. BAN LUAN

Khoa Phuc héi Chirc ning - bénh vién
Cho RAy hién nay duoc biét dén nhu khoa
dac thu, hd trg va diéu tri bénh mén tinh, chi
yéu nguoi gia. Véi tién bo cua khoa hoc,
khoa gop phan diéu tri cho nhiéu dang bénh:
sau tai bién, chan thuong, phau thuat, va ca
suy tim, suy than..., nhét la cac bénh thodi
hod cot séng that lung, c6, khop vai, khép
g6i. Khoa da gop phan diéu tri cho NB ciing
nhu dem lai thu nhap cho bénh vién, vi vay
viéc danh gia sy hai long cia NB dé lay do
lam thudc do cung cb, phét trién khoa va
bénh vién. Khoa Phuc hdi Chtic nang 1a mot
trong nhirng khoa caa bénh vién c6 sb luong
NB ngoai trii dén kham va diéu tri rat dong.
Mdi ngdy c6 dén hang tram NB diéu tri tai
khoa, nén ap luc cong viéc cua khoa ciing rat
nang né.

Nghién ctu trén 175 nguoi bénh dén
kham va diéu tri tai khoa Phuc hdi Chuc
nang — bénh vién Cho Ry, ¢ c4c yéu td anh
huong tich cuc nhu: nang lyc chuyén mon
ciia nhan vién y té: Ti 1& nay dat kha cao
95,5%, nhan vién khoa Phuc hdi Chiic ning
c6 thai do giao tiép tét, cling nhu ton trong,
xir sy cdng bang véi tat ca nguoi bénh. Vi
vay khoa Phuc hdi Chirc ning can duy tri va
phét huy vé niang luc chuyén mén, nang cao
chat luong diéu tri nguoi bénh. Theo su danh
gia ciia ngudi bénh nhan vién khoa Phuc hdi
Chuc nang c6 thai @6 hoa nhd, nhe nhang,
gitp d& tan tinh timg ngudi bénh, dbi xir
cdng bang va hoa dong ting nguoi bénh,
gitip ngudi bénh x6a di tam 1y e ngai khi tiép
xuc véi nhan vién y té, vi nguoi bénh dén
khoa Phuc hoi chiic ning da phan Ia nhiing
bénh nhan co6 bénh ly lau ngay nén anh
hudng dén tam Iy rat nhiéu.

Ngoai nhiing yéu té tich cuc thi trong
nghién ctu 175 nguoi bénh thi tac gia cling

ghi nhan mot s6 van dé con ton tai trong
khoa Phuc hdi Chuc ning bénh vién Cho
Ray khi phong van truc tiép ting nhom
ngudi bénh nhu: khoa Phuc hdi Chic ning
c6 co s vat chat va phuong tién phuc vu (ti
¢ hai long chung 80,5%) khong dap tmg di
nhu cau cua ngudi bénh, khéng c6 phong
kham riéng, khong c6 bac sy truc thuong
xuyén, tiéng 6n phat ra tir &m thanh tap 1op
dudng sinh anh huéng dén nhimg nguoi
xung quanh.

Viéc danh gia sy hai l0ng cua ngudi bénh
dd chi ra duoc nhitng wu, khuyét diém,
nhitng viéc con ton dong tai khoa Phuc hoi
Chtre nang, n6 lam co s& cho phuong hudng
stra ddi trong twong lai vi day la thuéc do
kha ning, phuong thirc cung cap dich vu y té
ctia khoa Phuyc hdi chirc niang. N6 ciing chi ra
phéat trién theo hudng nao la tét nham dap
ng nhu cau nguoi bénh trong thanh phd
cling nhu cac tinh 1&n can. Pay la thudc do
vé viéc cung cip dich vu y té ciing 1a dong
lyc thiic day bénh vién phat trién vé moi mit:
co so vat chat, trang thiét bi, thai do ung xir,
giao tiép ciing nhu kha ning chuyén mén cua
nhan vién y té va nhan vién phuc vu, ké ca
quy trinh quan ly va viéc quan ly bénh vién
theo da phat trién cua xa hoi.

V. KET LUAN

Tur két qua khao sat 175 d6i twong dén
khdm va diéu tri tai khoa Phuc hoéi Chuc
niang — bénh vién Cho Riy nam 2022 cho
thiy: ddi twong nghién cau cha yéu & nhém
tudi trén 50, nit nhiéu hon nam, phan Ién ddi
tugng c6 gia dinh, nghé nghiép nhiéu nhat Ia
néng dan dén kham, diéu tri VLTL tai bénh
vién chu yéu 1a tin tudng vao trinh do chuyén
mon, thai do phuc vu caa nhan vién y té.

Sw hai 1ong va cac yéu té cia sw hai
long
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Ti I€ hai long chung ¢ 5 khia canh cua
ngudi bénh khi dén kham va diéu tri tai Khoa
Phuc hdi chtc ning, Bénh vién Cho Riy la
84,74%, trong do:

- Ti 18 nguoi bénh hai l1ong vai yéu té kha
ning tiép can la 82,4%.

- Ti & ngudi bénh hai long vé yéu té
minh bach théng tin va thu tuc kham bénh,
diéu tri 12 82,5%.

- Ti 1& nguoi bénh hai 1ong vé yéu té co
s& vat chat va phuong tién phuc vu ngudi
bénh la 80,5%.

- Ti 1& nguoi bénh hai 10ng vé yéu té thai
d6 ung xtr, nang lyc chuyén mon cua nhan
viény té 12 89,2%

- Ti 18 ngudi bénh hai long vé yéu td két
qua cung cap dich vu 12 89,7%

VI. KIEN NGHI

- Khoa Phyc hoi Chiérc ning nén co
phong kham riéng cho bénh nhan, dé thuan
tién trong qué trinh kham va tu van diéu tri
cho tirng nguoi bénh

- CO6 bac sy lubn tac truc tai phong
kham, gitp bénh nhan dwoc tiép can dich vu
nhanh hon

- Sép xép 16p dudng sinh mdi budi sang
phl hop hon hodc diéu chinh &m thanh cho
phd hop, tranh anh huong dén nhiing nguoi
bénh khac dang diéu tri tai khoa.
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