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HAI LONG CUA NGU'O'I BENH BAO HIEM Y TE VA MOT SO YEU TO
LIEN QUAN TAI KHOA KHAM BENH, BENH VIEN PHAM NGOC THACH
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TOM TAT

Pit van dé: “Sy hai 10ng cia nguoi bénh” 1a
mot “thudc do” chat lwong dich vu khém chira
bénh (KCB), dong thoi ciing 13 chi sé danh gia
hiéu qua trong quan ly tai cac co s y té. Pi c6
nhiéu nghién ciru danh gia su hai 1ong cua ngudi
bénh da duoc bdo cdo, két qua rat khac nhau giita
chc co so Y té va gitra cac tuyén, gitra tu nhan va
cong lap. Tuy nhién chua c6 nghién ctru day du
tai Bénh vién Pham Ngoc Thach - don vi déau
nganh thuc hién khdm chira bénh va chi dao
tuyén v& lao va bénh phéi cho cac tinh thanh
mién Nam.

Muc tiéu: M6 ta thyc trang hai long va phan
tich mot s6 yéu t6 lién quan dén hai long cua
ngudi bénh kham bao hiém y té tai khoa Kham
bénh, Bénh vién Pham Ngoc Thach, Thanh phé
H6 Chi Minh nim 2023.

Poi twong va phwong phap: Cit ngang mo
ta, két hop dinh luong va dinh tinh. Phong vén
nguoi bénh kham bénh ngoai trd dya trén bo cau
hoi ¢6 cau tric soan sin, két hop phong van sau
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va thao luan nhom. Két qua: Ty Ié hai long
chung cua nguoi bénh 1a 78,7%. Ty I¢ hai long
cuia nguoi bénh cao nhat ¢

tiéu chi co so vat chit va phuong tién phuc
vu nguoi bénh (91,5%) va thap nhat 1a tiéu chi
kha nang tiép can (74%). Mot sb yéu té lién quan
dén sy hai l1ong cta nguoi bénh BHYT ngoai tra:
nghé nghiép, hoc van, noi cu tra, sé lan kham
bénh tai bénh vién (p<0,05). Két luan: Ty & hai
long chung ciia ngudi bénh 1a 78,7%. Qua két
qua nghién ciu, dé xuat mot sb bién lam tang su
hai long cta nguoi bénh khdm bénh tai bénh vién
Pham Ngoc Thach.

Ter khéa: su hai long, ngudi bénh ngoai trd,
kham bénh

SUMMARY
SATISFACTION OF HEALTH
INSURANCE PATIENTS AND SOME
RELATED FACTORS AT THE
DEPARTMENT OF MEDICAL
EXAMINATION, PHAM NGOC THACH
HOSPITAL IN HO CHI MINH CITY
IN 2023
Background: "Patient satisfaction” is a
"measure” of the quality of medical examination
and treatment services, and is also an index to
evaluate the effectiveness of management at
medical facilities. There have been many studies
evaluating patient satisfaction reported, the
results are very different between medical
facilities and between levels, between private and
public. However, there has not been adequate
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research at Pham Ngoc Thach Hospital - the
leading unit performing medical examination and
treatment and directing tuberculosis and lung
diseases in the southern provinces.

Objectives: Describe the current state of
satisfaction and analyze some factors related to
satisfaction of patients with health insurance
examinations at the Examination Department,
Pham Ngoc Thach Hospital, Ho Chi Minh City
in 2023.

Methods: Cross-sectional study, combining
guantitative and  qualitative.  Interviewing
outpatient patients based on a set of pre-prepared
structured questions, combined with in-depth
interviews and group discussions.

Results: The overal patient satisfaction rate
was 78.7%. The highest patient satisfaction rate
is in the criteria of facilities and patient service
facilities (91.5%) and the lowest is in the criteria
of accessibility (74%). Some factors related to

satisfaction of outpatient health insurance
patients:  occupation, education, place of
residence, number of medical examinations
(p<0.05).

Conclusions: The overall patient satisfaction
rate is 78.7%. Through the research results, we
propose some measures to increase patient
satisfaction at Pham Ngoc Thach hospital.

Keywords: satisfaction, outpatients, medical
examination

I. DAT VAN DE

“Sy hai 10ng ciia nguodi bénh” 1a mot
“thudc do” chit lwong dich vu kham chita
bénh (KCB), dong thoi ciing 1a chi s6 danh
gia hiéu qua trong quan ly tai cac co so y té
[8], [9], [10]. Viéc khao st sy hai long ngudi
bénh dong vai tro dac biét quan trong trong
viéc cung cép cho co so y té (CSYT) nhitng
phan hdi cia ngudi bénh vé cam nhan trong

qua trinh cham soc sic khoe. Day 1a co sé dé
cac CSYT xay dung va hoan thién céac dich
vu cham séc stic khoe nham dap tng tét hon
nhu cau ngay cang cao cua ngudi bénh.

Tai Viét Nam, su hai long cta nguoi
bénh dang dugc cac nha quan 1y y té rat quan
tam, nhitng nim gan day, Bo Y té (BYT) da
ban hanh nhiéu vin ban chi dao vé nang cao
chat luong dich vu va khao séat su hai long
ngudi bénh [2], [3]. Ngoai ra ciing di c6 rét
nhiéu nghién ctru danh gia sy hai long cua
ngudi bénh da duoc bao céo, két qua rat khac
nhau gita cac co sd y té va giita cac tuyén,
gitra tu nhan va cong 1ap. Tuy nhién chua co
nghién ctru day di tai Bénh vién Pham Ngoc
Thach - don vi diu nganh thuc hién kham
chira bénh va chi dao tuyén vé lao va bénh
phdi cho cac tinh thanh mién Nam, trong béi
canh Bénh vién thuong xay ra tinh trang qua
tai va thuc hién quy trinh khdm chira bénh
van c6 mot sé han ché nhét dinh.

Viéc qué tai khién nguoi bénh phai cho
doi lau hon va dan dén viéc nguoi bénh
khéng hai 1ong, khéng muén quay lai voi
bénh vién, anh huong truc tiép dén chat
lwong caia bénh vién. Ngoai ra mot s yéu tb
lién quan dén su hai 10ng cua nguoi bénh
ngoai tru trén goc do quan Iy y té chua duoc
lam rd. Nham cung cap théng tin quan trong
trong cac dé an cai tién chat luong cua Bénh
vién va cua khoa, dé tai nghién cuu: “Hai
long cta ngudi bénh bao hiém y té va mot sb
yéu t6 lién quan tai khoa Kham bénh, Bénh
vién Pham Ngoc Thach Thanh phd H6 Chi
Minh nam 2023 duoc thuc hién véi 2 muc
tiéu: (1) M6 ta thuc trang hai lIong cta nguoi
bénh khadm bao hiém y té tai khoa Kham
bénh, Bénh vién Pham Ngoc Thach, Thanh
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phé H6 Chi Minh nam 2023 va (2) Phan tich
mot sd yéu té lién quan dén hai long cua
ngudi bénh khadm bao hiém y té tai khoa
Kham bénh, Bénh vién Pham Ngoc Thach,
Thanh ph H6 Chi Minh nim 2023

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

Thiét ké nghién ciu: Cit ngang mo ta,
két hop dinh lugng va dinh tinh.

Thoi gian va dia diém nghién ciu: T
thang 3 nam 2023 dén thang 11 nam 2023,
tai Khoa Kham bénh, Bénh vién quan Pham
Ngoc Thach, Thanh phé H6 Chi Minh

Poi twong nghién ciu:

- Nghién ctru dinh luong: Nguoi bénh
BHYT ngoai tru tai bénh vién Pham Ngoc
Thach: 18-75 tudi, c6 thoi gian kham tur
07gio 30 phat dén 16 gio 30 phat, di hoan
thanh quy trinh kham bénh trong ngay

Tiéu chi loai:

+ Nhiing nguoi bénh khong d¢éng y tham
gia nghién cuu;

+ Nguoi nha di cung ngudi bénh.

Nghién ctru dinh tinh: Nhan vién y té co
tham gia vao quy trinh khdm bénh BHYT
ngoai tra (Pang ky hudng dan, kham bénh,
xét nghiém, CDHA, TDCN, Thu phi, phat
thudc), lanh dao phong, lanh dao khoa tham
gia quy trinh khdm bénh BHYT ngoai trq,
ban 1anh dao BV. Nguoi bénh BHYT ngoai
trd tai BV hoan thanh kham bénh trong ngay
tir 18-75 tudi

Tiéu chi loai:

+ Nguoi bénh BHYT ngoai trd hoic
nguoi nha nguoi bénh tir chdi tham gia
nghién ctru. Nguodi bénh BHYT ra vé khi
chua két thtc quy trinh kham bénh, nguoi
bénh BHYT duoc hen tra két qua ngay hém
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sau.
+ Truong hop déi twong la nhan vién
bénh vién dang di cong, nghi ém, nghi thai
san va khong tu nguyén tham gia nghién ctu.
+ Nguoi nha di cung ngudoi bénh
C& mau va chon mau:
- C& mau cho nghién ctru dinh luong:
S6 ddi twong nghién ciu duoc tinh theo
cong thuc:
, p(l—p)

1= /2 2

Vi p = 0,90 (p 1a ty 1& ngudi bénh hai
Iong chung véi dich vy khdm chira bénh cua
Bénh vién nam 2022)

d 1a Sai s6 cho phép la 4%, d=0,04.

Tinh dugc n = 217 nguoi bénh, du phong
10% sai s6. Vay tong s mau cho nghién ciu
duoc 1a 242 ngudi bénh. Thuc té nghién ctu
da khao sat 258 ngudi bénh ngoai tra.

Sir dung phuong phap chon mau thuan
tién, nhém nghién ciru da tiép can bat ky
ngudi bénh ndo téi ding ky kham bénh
BHYT tai quiy dang ky kham bénh BHYT
cua bénh vién trong thang 5-6 nam 2023,
diéu tra vién (PTV) trinh bay vé muc dich
nghién ctu va moi nguoi bénh tham gia
nghién ctru, mdi ngudi bénh ddng y tham gia
déu ky vao gidy déng y tham gia nghién cuu.

C& mau cho nghién ctru dinh tinh: bao
gom 14 ngudi cho cac cudc phong van sau
(PVS) va thao luan nhém (TLN)

Phuong phap thu thap sé ligu:

- Thu thap thong tin dinh luong:

+ St dung phiéu khao st xay dung dua
trén bo cau hoi khao sat hai long cua nguoi
bénh ngoai trd cua Bo Y té [3]. Pay la thang
do hai long cta nguoi bénh da dugc danh gia
cO gi4 tri va tin cdy nham danh gid chét
lugng khdm chira bénh, duoc Bo Y té
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khuyén céo st dung dé khao sat hai long
nguoi bénh hodc than nhan ngudi bénh hang
quy tai cac bénh vién trén ca nudc [2].

+ Nghién cau thuc hién phong van truc
tiép ngudi bénh trong vong 15-20 phit theo
bo cau hoi cau trac.

- Thu thap théng tin dinh tinh: Phong
van sau va thao luan nhém. NCV giri thu ngo
qua email ddi voi nhitng dbi tugng tham gia
PVS gom 1 ldnh dao BV, 1 c&n bo quan ly 1a
Truong phong, 2 can bo quan Iy la truong
cac khoa truc tiép tham gia va quy trinh
kham bénh, con dbi véi 9 nhan vién truc tiép
tham gia vao quy trinh khdm bénh (3 cugc
PVS, 1 TLN — 6 nguoi), NCV lién hé dat lich
qua dién thoai. B véi dbi tuong 1a nguoi
bénh di hoan tat quy trinh khdm bénh thi
DTV sé& chu dong tiép can va moi tham gia
nghién ctru. Thong tin thu thap dua vao cac
cau hoi goi y dd duoc soan san, dinh husng
truge. Xin phép dugc ghi chép/ghi &m trong
budi PVS va thao luan nhém dé ting tinh
khach quan, thu thap théng tin chinh x&c
nhat.

- Sy hai 1ong caa nguoi bénh ¢ méi tiéu
muc duoc danh gid theo thang do Likert 5
(twong Gng Vv4i cac muac do rat khong hai
long dén rét hai long.

- Piém trung binh cua ting tiéu chi bang
diém trung binh cac cau hoi cau thanh nén
tiéu chi d6. Nguoi bénh cé hai long vai tiéu
chi khi diém trung binh >3,5 diém.

- Piém hai long trung binh chung bang
diém trung binh cua tit ca 31 cau hoi trong
thang do. Nguoi bénh hai long chung khi
diém trung binh cia 31 cau hoi dat >3,5
diém.

Phan tich va xir Iy sé liéu

Xu |y va phan tich sé liéu nghién cau
dinh lugng: S6 liéu dwgc lam sach trudc khi
nhap liéu. Nhap sb liéu bing phan mém
EPIDATA 3.1, phan tich duoc tién hanh dua
trén phan mém théng ké SPSS 20.0.

Théng ké md ta st dung tan sb, ty 1é dé
phan tich va trinh bay cac bién dinh tinh.
Trung binh, do léch chuan hoic trung vi
duoc st dung dé phan tich va trinh bay céac
bién dinh luong.

Thong ké phan tich: Nghién ctu phan
tich su lién quan gitta mot sé dic diém cua
nguoi nha ngudoi bénh vai sy hai 1ong caa ho
qua hdi quy logistic va méi tuong quan giira
nhan dinh cia nguoi bénh vé mot s6 yéu té
thuoc vé& quan 1y dwoc xac dinh bai phép
kiém chi binh phuong (hoic kiém dinh chinh
xé&c Fisher thay thé khi hon 20% sb 6 vong tri
nhé hon 5) véi ngudng v nghia thong ké 1a
p<0,05, s6 do két hop dé biéu thi d6 manh
cua yéu to lién quan 12 OR va 95%Cl.

S6 liu nghién ctu dinh tinh duoc g&
bing va phan tich bang phwong phap mi hoa
va trich dan 1oi.

Pao dic nghién ciru

Nghién ctu c6 su chap thuan cua Hoi
ddng xét duyét dé& cuong truong Pai hoc
Thing Long. Nghién ctru duoc sy chap thuan
cia Ban Giam d6c Bénh vién vé viéc cho
phép trién khai nghién ctu va thu thap sb
liéu truge khi tién hanh.

Péi tugng nghién ciru duoc giai thich vé
muc dich va ndi dung caa nghién cuu va tu
nguyén tham gia. P4i twong nghién ciu co
thé ngung tham gia bat ct giai doan nao.
Pam bao bi mat cac thong tin ma d6i tugng
tham gia nghién ciu cung cap, chi phuc vu
cho muc dich nghién ctu.
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Il. KET QUA VA BAN LUAN

Thong tin chung vé déi tweng nghién cieu

Bdng 1. Pdc diém ciia déi twong nghién criru (n=258)

Pic diém S6 lwong Ty 18 %
<30 tudi 32 12,4
Nhom tudi 30-59 tudi 173 67,1
>60 tudi 53 20,5
o N 88 34,1
Giéi tinh Nam 170 65,9
Can bo, vién chuc 21 8,1
Cong nhan 38 14,7
Nghé nghigp Ty do, kinh doanh 107 41,5
Gia/huu 53 20,5
Khac 39 15,1
. . < Tiéu hoc 36 14,0
T““g;‘-’ hoc THCS, THPT 156 60,5
> THPT 66 25,6
Noi i tr TP.HCM 229 88,8
Noi khac 29 11,2

Nguoi bénh mac cac bénh phdi da sd
ngudi bénh nam boi vi day 1a dbi tugng
thudng mac cac bénh vé phoi do c6 nhiéu
yéu t6 nguy co. Pay ciing 1a diéu ly giai vi
sa0 ty Ié nhom tudi 30 — 59 chiém ty Ié cao
nhat 67,1% va thap nhat & nhom tudi 18 — 29
tudi (12,4%), trong khi d6 nhém > 60 tudi
cling twong ddi cao (20,5%). Dbi twong tham
gia nghién cau la gidi tinh nam cao hon nir
(65,9% s0 vai 33,1%). Két qua nay khac voi
nhiéu nghién ctru trude, vi du nghién ciu cua
Truong Long Vi tai BV quan Tha Buc, nam
chi 43% [6] va tac gia V6 Chi Thuong
(2018) tai BV Quan Tan Phu khi cho ty 1¢ nir
gidi la 59,44% [7]. Nguoi bénh 1a lao dong
tu do, kinh doanh chiém ty 18 41,5%, ngudi
bénh c6 nghé nghiép 1a cong nhan chiém ty
1& 14,7%, can bo vién chic chiém ty 1é 8,1%,
ngudi bénh gia huu 13 20,5% va cac nghé
nghiép khéc chiém ty 18 15,1%. Ty Ié nguoi
bénh c6 trinh d6 hoc van la THCS hoic
THPT chiém ty ¢ 60,5%, < tiéu hoc 14% va
trén THPT la 25,6%.
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Sw hai long cia nguoi bénh kham bao
hiém y té tai khoa Kham bénh, Bénh vién
Pham Ngoc Thach

Hai long chung cua nguoi bénh dat
78,7%. So sanh vé&i bao céo két qua khao séat
hai long ctia nguoi bénh ngoai trd cta chinh
BV niy trong nim 2022, chiing toi thay rang
su hai long cua nguoi bénh thip hon, boi vi
trong bao cdo nam 2022 cho thiy ty 1¢ hai
long cua nguoi bénh ngoai tra d6i véi dich
vu kham chira bénh Ia 95% [1]. Khi so s&nh
vGi mot s6 nghién ctu trude day, thiy ring
két qua nghién ctu cua chiing t6i cling twong
ddng voi nghién ctu cua tac gia Nguyén Thi
Hong Hoa nam 2020 tai Bénh vién Buu Dién
co so 1, ty 1€ hai long chung cta nguoi bénh
ngoai trd vé dich vu kham chita bénh Ia
80,4% [5].

Ty 1& hai 10ng ciia nguoi bénh cao nhat ¢
tiéu chi co s& vat chat va phuong tién phuc
vu ngudi bénh (91,5%) va thap nhat 1a tiéu
chi kha ning tiép can (74%).
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Hai long chung

Két qua cung cap dich vu & S 1 10.5%

Thai do img xtr, nang Ivc chuyén mon cua
nhan vién y te

Co so vat chat va phuong tién phuc vu
ngwoi bénh

Sw minh bach thong tin va thu tuc kham
benh, dieu tri

Kha nang tiep can R
@Hai long ©Khong hai long
Biéu dé 1. Hai 10ng chung ciia ngwoi bénh vé dich ve kham chiza bénh (n=258)
CA4c yéu td lién quan
Mét sé diic diém ciia ngwoi bénh lién quan dén hai 10ng ciia ngwoi bénh
Bdng 2. Mgt sé ddc diém ciia nguwoi bénh lién quan dén ty 1¢ hai 10ng chung qua phan
tich hai quy logistic

Hai long
Pic diém Co Khong | OR (95%CI) | p
SL| % [SL| %

<30 tuoi 25 (78,1 7| 219 1
Nhom tudi 30-59 tudi 131 75,7 | 42 | 24,3 |0,82(0,22-3,03)| 0,770
>60 tudi 47 |188,7| 6 | 11,3 1,92 (0,41-8,94) | 0,404

Gigi tinh Nt 65 | 73,9 |23 | 26,1 1
Nam 138 81,2 |32 | 18,8 |1,79 (0,88-3,64)| 0,111

Tinh trang hon nhan Chuakéth(?nllidi/géa 35 |795| 9 | 205 1
- Pi két hon 168 | 78,5 | 46 | 21,5 |1,30 (0,41-4,14) | 0,651

CB-NV 11 | 52,4 |10 | 47,6 1
Cong nhan 29 176,3| 9 | 23,7 |3,49(0,93-13,1) | 0,063
Nghé nghiép Ty do 91 | 85,016 | 15,0 |5,37 (1,70-16,92) 0,004
Gid/huu 46 (86,8 | 7 | 13,2 |7,04(1,91-25,9) | 0,003
Khéc 26 | 66,7 | 13| 33,3 |2,06 (0,60-7,05) | 0,249
< Tiéu hoc 32 1889| 4 | 11,1 |1,67(0,50-5,63) | 0,406

Trinh d6 hoc van THCS, THPT 132|846 |24 | 154 1
> THPT 39 59,1 |27 | 40,9 |0,26 (0,13-0,54) |<0,001

Noi et i TP.HCM 183|799 | 46 | 20,1 1
Noi cu tri 20 [ 69,0 | 9 | 31,0 |0,25(0,09-0,70) | 0,008

S6 lan KCB tai BV Lan dau 56 | 83,6 |11 | 16,4 1
nim qua > 2 [an 147 | 77,0 | 44 | 23,0 |0,35(0,14-0,87) | 0,023

Khoang cach dén <5km 83 [ 82,218 17,8 1
BV >5km 120 | 76,4 | 37 | 23,6 |0,74 (0,36-1,51) | 0,404
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Cac nhom nghé nghiép tu do, gia/huu
déu c6 kha ning hai long cao hon so véi
nhém cén b nhan vién (OR lan luot 13 5,37
va 7,04; p <0,05). Trong nghién ctu cua
Nguyen Thanh Binh va cong su ciing thiy
rang nhém nghe can bo nhén vién co trai
nghiém tét thip hon, tai Bénh vién quan 2,
TPHCM [4]. Nghé nghiép anh huéng téi su
hai 1ong cua nguoi bénh, thuc té cho thay
nghé nghé nghiép thuéc nhém cé thu nhap
cao thuong c6 muc chi tra tot dbi voi cac
dich vu y té caia bénh vién.

Nhom hoc van >THPT cd kha ning hai
long chung thap hon so véi nhdm THCS va
THPT (OR=0,26; 95%CI: 0,13-0,54;
p<0,05). Mot sé Iy giai cho van dé nay c6 thé
do nhitng ngudi co trinh d6 hoc van thap cé
thé cam thay kho khian hon trong viéc hiéu
va 4p dung cac thong tin lién quan dén vy té.

Bdng 3. Lién quan

Do d6, khi ho cam thay hai long vé cac khia
canh cua dich vu y té, didu nay c6 thé gay ra
mot su hai long toan dién hon.

Nhom nguoi bénh cu trd & tinh thanh
khac c6 kha nang hai long chung thap hon so
véi nhom cu tra tai TP.HCM (OR=0,25;
95%Cl: 0,09-0,70; p<0,05). Nhom nguoi
bénh dén lan dau tai BV c6 kha niang hai
Iong chung thap hon so v&i nhém kham tir 2
lan tro 1én (OR = 0,35; 95%ClI: 0,14-0,87;
p<0,05). Cac dic diém nhu gidi tinh, tinh
trang hon nhan, va khoang cach dén bénh
vién khdng ¢ mdi lién quan co6 y nghia
thong ké dén ty 18 hai 16ng chung cua nguoi
bénh (p>0,05).

Mot ) yeu t6 vé quan ly lién quan dén
hai long ngudoi bénh

Thei diém kham trong ngay

if¥a thoi diem kham trong ngay va ty 1¢ hai 1ong cita nguwoi bénh

e R . Hai long
Th;’:;‘;?g‘;gam o Khong OR (95%CI) 0
SL % SL %
Budi sang 146 | 74,9 49 25,1 1
Buodi chiéu 57 90,5 6 9,5 3,19 (1,26-9,56) 0,009
Tong cong 203 | 787 55 21,3

Ty 1& hai 1ong & nhém ngudi bénh dén
kham vao budi chiéu c6 kha ning cao hon
nhiéu so véi nhém dén kham vao budi sang
(OR=3,19; p<0,05). Vi su tap trung 16n vao
budi sang tai khu khdam bénh caa bénh vién,
dan dn tinh trang qua tai va kéo dai thoi
gian cho doi cia ngudi bénh. Mot sé nguoi

bénh tham chi phai chd tir budi sang dén
budi chiéu dé duoc kham. Qua nghién ctu
dinh tinh, thdy rang khi nguoi bénh quyét
dinh thoi diém kham bénh, d6 ciing dong
nghia vai viéc xac dinh liéu ho nén dén sém
hay muon.

Hgp 1. Y kién ciia ngwoi bénh va NVYT vé s lién quan gida thei diém kham va s hai
long doi voi dich vu kham chiza bénh ngoai tru

trugc budi chiéu”(TLN NB).

nhat” (TLN-NVYT).

“T6i thay vao budi sang, bénh vién thuong rat dong duc, va viéc phai cho lau 1a diéu dé hiéu.
Mac du téi biét rang vao thoi diém d6 van phai chon, bai vi ban can tranh thu dé lam xét
nghiém va cac kiéu, cong thém viéc co nhitng nguoi than ¢ xa muon khdm sém dé coé the ve

“Thuong thi thir hai va thir sau vao budi sang s& rat dong, diéu nay 1a do ngudi bénh thuong
s€ kham vao dau tuan trudce khi va sau khi bénh vién nghi hai ngay cudi tuan thtr bay va chu
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Yéu té thugc vé nhan vién y té

Bdng 4. Nhdn xét ciia nguwoi bénh vé sé lwgng NVYT lién quan dén sw hai 1ong cia

ngwoi bénh

Hai long chung
Nhan xét cia NB vé s6 lwong NVYT C6 Khong OR (95%Cl) | p
SL | % | SL | %
Khong du dé phuc vy tétchoNB | 119 | 71,7 | 47 | 283 1
Du dé phuc vy tot cho NB 84 | 913 | 8 8,7 |4,15 (1,81-10,6)/<0,001
Tdng cong 203 | 78,7 | 55 | 213

Ty I¢ hai long chung ¢ nhém nguoi bénh
nhan xét rang s6 luong NVYT tai khoa
Kham bénh da dé phuc vu tét cho ngudi
bénh c6 kha ning cao hon nhiéu so véi nhoém
nhan xét nhan luc khoéng du (OR=4,15;
p<0,05).

Qua nghién ctu dinh tinh, cac y kién
cling cho biét s6 luong nhan vién day du, dap

{mg duoc nhu cau cia ngudi bénh ciing gitp
ting ning sudt cdng viéc va sy hai long cua
ngudi bénh. Bénh vién dam bao c6 du lugng
nhan vién dé xu ly ca céng viéc hang ngay
va phan cong thém khi can thiét. Diéu nay
gitip dbi pho véi tinh trang qua tai va giam
thoi gian cho doi cho nguoi bénh.,

Hgp 2. Y kién ciia ngwoi bénh va NVYT vé lién quan giia yéu té sé lweng nhan luc tgi
khoa khdm bénh véi su hai long cia ngwoi bénh ngoai tru

“T6i thay khi di kham téi bo phan nao ciing rat déng nhan vién, phong nao nhiéu bénh cho thi
ciing nhiéu nhan vién, goi vao maot luc vai nguai, vi thé thiy ciing nhanh chir khdng phai chd
lau Iim” (TLN NB).

“Bénh vién d3 bo sung nhan sy dé phuc vy cho cong tac kham bénh BHYT, vi cac khoa co
kham bénh s& chu dong diéu dong nhan su kham theo phuong an phan cong ting cuong nhan

su cua khoa” (PVS dai dién P.QLCL).

Trinh d¢ chuyén mon

Bdng 5. Nhdn xét cita ngwoi bénh vé trinh dp NVYT lién quan dén sy hai 1ong cia

nguwoi bénh

A e PR Hai long
e €| iaowg | or@we) | p
i SL % SL %
Chuyén moén binh thuong 25 54,3 21 45,7 1
Trinh d6 chuyén mén cao 178 84,0 34 16,0 (4,40 (2,07-9,21)| <0,001
Tong cong 203 78,7 55 21,3

Nhimng nguoi bénh nhan xét vé trinh do
chuy&n mén cao cua nhan vién y té c6 kha
nang hai long chung cao hon so v&i nhom
nhan xét vé trinh d6 chuyén mén binh
thuong (OR = 4,40, p<0,05).

Qua nghién ciru dinh tinh, cac y kién cho
rang chat luong nhan lyc tdt, nhiéu y bac si

6 trinh d§ sau dai hoc lam viéc tai day voi
tay nghé chuyén mon gioi, di co kinh
nghiém 1am viéc lau nam. Pay 1a yéu t6 anh
huong tich cyc dén sy hai 1ong cua nguoi
bénh kham BHYT tai Bénh vién.
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Hgp 3.3. Y kién ciia cdc NVYT va ngwoi bénh vé chit lweng nhan luc tgi BV lién quan
dén sw hai 1ong ciia nguoi bénh
“D01 ngii bac s tai bénh vién déu gioi vé chuyén moén va da cé kinh nghiém lam viéc lay|
nam, do d6 khi kham chita bénh thi nguoi bénh yén tdm hon, hai long hon” (PVS dai di¢n P.
QLCL)
“BV c6 chit luong thim kham tot, doi ngii tay nghé cao. Bén canh chuyén mén, thi t6i ciing
danh gia cao vé su tan tinh cta cac y bac si & day” (TLN NB)
“Chuing t6i luon tao diéu kién, to chirc cac khoa hoc ngén han, dai han cép chung chi vvv cho
can bd nhan vién, nhdm nang cao trinh do, nang cao chuyén mén. Vira rdi cling méi td chirc
xong Khoa hoc Quan ly van hanh an toan bénh vién thoi hdu COVID-19, néi chung dugc sy
hudng tmg tot” (PVS LD khoa).

Hé théng thong tin y té

Qua nghién ciru dinh tinh, ngudi bénh cho rang viéc cong khai quy trinh kham bénh gitp
ngudi bénh nam bt cac giai doan khdm bénh va tiét kiém thoi gian cho kham, thoi gian tim
kiém céc khu vuc trong bénh vién. Pay 14 yéu té 1am ting su hai 10ng cia ngudi bénh.

Hgp 3.4. Y kién cita ngwoi bénh vé cong khai quy trinh va théi gian che kham lién
quan dén sw hai 10ng ciia nguwoi bénh
“Toi rat vui khi nghe ban chia sé réng bénh vién c6 bang 16n trudc 161 vao khu kham bénh,
hién thi quy trinh khdm dich vu va quy trinh kham bénh BHYT mét cach rd rang va dé hiéu.
Viéc nay khong chi gitip ngudi bénh d& dang nim bét quy trinh ma con tao ra sy minh bach
va ting sy tin tuong trong hé théng y t&” (TLN NB).

Bdng 6. Nhdn xét ciia ngwoi bénh vé thoi gian che lien quan dén sw hai long cia
nguwoi bénh

T TR Hai long
Nhan Xf]t.f“a NBt"F :]hli'cgéa” thye 5 Khong | OR (95%Cl) | p
Ien quy trin SL % SL %
Thai gian cho binh thuong 151 | 839 | 29 | 16,1 1
Phai chd doi lau 52 | 66,7 | 26 | 33,3 |0,38(0,20-0,75) | 0,002
Tdng cong 203 | 787 | 55 | 213

Nhitng ngudi bénh nhan xét vé thoi gian
cho doi lau thi kha nang ty 1& hai long thap
hon nhiéu so v&i nhém nhan xét thoi gian
cho doi binh thuong (OR = 0,38, p<0,05).

Yéu té quan 1y, diéu hanh

Chinh sach mé rong dich vu y té phuc vu
ngudi dan va lay nguoi bénh lam trung tam
la yéu t6 c6 anh huéng tich cuc va quan
trong nhat dén viéc nang cao su hai 1ong cua
ngudi bénh vé BV Pham Ngoc Thach. Chit
luong cham soc khong chi phu thugc vao
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may mac, vat tu - trang thiét bi ma con phu
thugc vao rit nhiéu yéu t6 di kém nhu kién
thic - thai d6 nhan vién y té, ky ning tay
nghé, quy trinh cham soc hiéu qua,... mic do
hai long cia nguoi bénh, than nhan nguoi
bénh la ngudn thdng tin quan trong gép phan
phéat trien BV. Chinh vi vay, cai tién chat
luong khdm chra bénh ludn la muc tiéu
trong tam, xuyén sudt va dugc BV tién hanh
lién tuc nham dap Gng nhu ciu ngay cang
cao cua nguoi bénh.
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Hgp 3.5. Y kién ciia ngwoi bénh va nhan vién y té vé yéu té qudn Iy diéu hanh trong BV

lién quan @én sw hai 10ng ciia ngwoi bénh

chuyén nghiép, tan tinh" (TLN NB).

“Trudc khi vao vién, ctr lo khong quen dudng biét 16i, gip nhiéu kho khin, nhung thyc té thi
khi diéu tri tai day, t6i da bot lo lang hon vi c6 su huéng dan ciia nhan vién ngoai sanh, thay

“Sau khi diéu tri vé thi thinh thoang tui cling dugc cic nhan vién téng dai cua BV goi dién hoi
tham tinh hinh bénh cta con, ciing nhu hoi xem c6 nhiing diéu gi chua hai 1ong” (TLN NB).
“Ngudi bénh, gia dinh ngudi bénh cing dua ra quyét dinh diéu tri khi thich hop va duoc tu
quyét dinh phuong phép diéu tri qua su tu vin huéng din cia NVYT” (TLN NVYT).

IV. KET LUAN

Ty 1€ hai long chung cua ngudi bénh la
78,7%. Ty Ié chic chin s& quay lai hoic gigi
thiéu cho nguoi khac 1a 83,6%, c6 thé s&
quay lai la 16%.

Mot s6 yéu té lién quan dén su hai long
cua nguoi bénh BHYT ngoai trd: Cac nhom
nghé nghiép tu do, gia/huu déu c6 kha ning
hai long cao hon so vai nhom can bo nhan
vién; Nhém hoc van >THPT c6 kha nang hai
long chung thap hon so v&i nhdm THCS va
THPT; Nhém nguoi bénh cu tra ¢ tinh thanh
khéc c6 kha ning hai long chung thap hon so
véi nhoém cu tra tai TP.HCM; Nhom nguoi
bénh dén lan dau tai BV c6 kha ning hai
long chung thap hon so vi nhém kham tir 2
lan tré 18n (p<0,05)

Yéu t6 vé t6 chuc, quan ly: Ty 18 hai long
& nhom ngudi bénh dén kham vao budi chiéu
¢6 kha niang cao hon nhiéu so v&i nhom dén
kham vao budi sang; Ty 1é hai long chung &
nhom ngudi bénh nhan xét rang s lugng
NVYT tai khoa Khdam bénh da dé phuc vu
t6t cho nguoi bénh cd kha ning cao hon
nhiéu so v&i nhém nhan xét nhan luc khdng
du (p<0,05)

V. KIEN NGHI

BV can ra soét c4c bién bao, huéng dan,
chi dan trong bénh vién va bé tri cac 16i di
mot cach phi hop dé cai thién su hai long

ciia nguodi nha nguoi bénh vé tiéu chi kha
nang tiép can.

Khoa Kham bénh can cht y dam bao cac
phuong tién phuc vu nguoi bénh mot cach
day da hon nhu nuéc ubng, diéu hoa, sanh
cho,... tai khoa Bénh phoi khong lao va cac
Khoa/don vi khac dé ting ty 1& hai long vé
tiéu chi nay.

Phong CNTT: Tang cuong trién khai,
truyén thdng cac tng dung dat lich kham,
nhiac hen qua tin nhin dién thoai, thong tin
cho nguoi bénh céc gio cao diém nham gidp
nguoi bénh chu dong trong qué trinh kham
chtra bénh cua ban than.

Phong Quan ly chat lwong: Tang cudng
t6 chic cac hoat dong nang cao nhan thic
cua NVYT, cai tién quy trinh tai khoa Kham
bénh nham lam giam thoi gian cho, nang cao
su hai long ctia ngudi bénh.
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