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MOT SO YEU TO LIEN QUAN DPEN Sy HAI LONG CUA NGU'O'T BENH
PEN KHAM TAI BENH VIEN NOI TIET TRUNG UONG NAM 2023

Trinh Thi Lan', Bui Hoai NamZ2, Ngo Thi Thu Hién?

TOM TAT

Muc tiéu: Phan tich mét sO yéu t6 lién quan dén
sy hai long cla ngudi bénh dén kham tai bénh vién
Noi tiét trung uong. POi tugng va phuong phap
nghién ciru: Nghién clru m6 ta cdt ngang dugc thuc
hién trén 405 nguGi bénh tir 18 tudi dén kham tai
bénh vién Noi tiét trung uong. K&t qua nghién ciru:
Két qua nghién clru cho thay, nguGi bénh hai long khi
dén kham tai Bénh vién NGi ti€t Trung uong chiém ty
Ié 78,8%. NguGi bénh dén kham [an thir 2 va lan tha
3 trd lIén c6 mic do hai long chung cao han so vdi
ngusi bénh dén kham lan dau tién lan lugt Ia 1,8 [an
(AOR: 1,8; 95%CI: 1,15 — 3,4) va 2,11 [3n (AOR:
2,11; 95%CI: 1,17 — 5,2). Ngugi bénh cd nghé nghiép
cong chuc/vién chiic/vdan phong co mic do hai long
chung cao han 1,98 lan so véi d6i tugng lao dong tu
do (AOR: 1,98; 95%CI: 1,1 — 4,3). Két luan: NguGi
bénh hai long chung vdi chat lugng dich vu kham chira
bénh tai Bénh vién NOi ti€t Trung uong dat ty 1€ la
78,8%. Cac yéu t6 s6 lan dén kham va nghé nghiép cd
li€n quan dén su hai long chung clia nguGi bénh. Bénh
vién can ti€p tuc nang cao chat lugng dich vu dé dap
(ng tét hon nhu cau cla ngudi bénh. Twr khoa: Su
hai long cla ngudi bénh; yéu to lién quan.

SUMMARY
FACTORS RELATED TO PATIENT

SATISFACTION AT THE NATIONAL

HOSPITAL OF ENDOCRINOLOGY IN 2023
Objective: To analyze some factors related to
patient satisfaction with outpatient care at the National
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Hospital of Endocrinology. Subjects and methods:
The study description is conducted by over 405
patients from 18 years old at the the National Hospital
of Endocrinology. Results: The research results
showed that the patient was satisfied with 78.8%. The
patient came to the second and the 3rd and higher
time to be satisfied than the patient who came to the
first examination for the first time of 1.8 (AOR: 1.8;
95%CI: 1.15 - 3.4) and 2.11 (AOR: 2.11; 95%CI: 1.17 -
5.2). Civil servants/officials/offices are 1.98 times higher
than the free laborer (Aor: 1.98; 95%CI: 1.1 - 4.3).
Conclusion: 78,8% Patients were satisfied with the
quality of outpatient care at the National Hospital of
Endocrinology. The number of exams and occupations
is related to the satisfaction of the patients. The hospital
should continue to improve the quality of services to
better meet the needs of patients. Keywords: Patient
satisfaction; related factors.

I. DAT VAN DE

Su hai long cla nguGi bénh la mot trong
nhitng tiéu chi quan trong dé danh gid chat
lugng dich vu y té. Tai Viét Nam, su’ hai lIong cla
ngudi bénh da dudc nghién cu & nhiéu bénh
vién. MOt s6 nghién clru trong va ngoai nudc cho
thdy su hai long cta ngudi bénh c6 nhiéu khac
biét, tac gia Truong Van Hi€u (2022) tai Bénh
vién Rang ham mat trung uong cho thay ty 1é hai
long clia ngudi bénh la 91,11% [1], nghién ctu
cla Dao Duy Quan tai bénh vién Phu san Trung
uong la 75,6% [2], nghién clu cla Berhanu
Senbeta Deriba la 44,6% [3]. Cung vGi viéc xac
dinh ty € hai Iong cla ngugGi bénh, viéc xac dinh
cac yéu t6 lién quan dén sy hai long cla ngudi
bénh c6 tam quan trong trong viéc nang cao
chat lugng dich vy, thu hat va gilr chan ngudi
bénh. Theo nghién clru téng hgp cla tac gid
Nahima Akthar tai khu vuc Chau A cac yéu t6 co
mdi lién quan chat ché dén sy hai long clia ngudi
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bénh la gidi tinh, trinh d0 hoc van, nghé nghiép,
thu nhap clia ngudi bénh va thdi gian chd dgi [4].

Tai Bénh vién Noi tiét trung uong hang nam
cling thuc hién danh gia su hai long cla ngudi
bénh, tuy nhién cac khao sat nay chu yéu tap
trung vao viéc danh gid tong quat su hai long
clia ngudi bénh nham dap ing cong tac béo cdo,
chua di sdu phan tich cac yéu t6 lién quan dén
su' hai l1ong cta ngudi bénh. Xuat phat tir nhirng
ly do trén, chidng t6i ti€n hanh nghién clu dé tai
vGi muc tiéu: Danh gid su’ hai long va phén tich
mot s6 yéu té lién quan dén su’ hai long cua
nguoi bénh dén kham tai Bénh vién NOIi tiét
Trung uong nam 2023.

II. DOl TUONG VA PHUONG PHAP NGHIEN CUU

2.1. Pdi tuong, dia diém, thoi gian
nghién c&ru. Ngudi bénh tir 18 tubi dén Khoa
kham bénh, Bénh vién Noi tiét Trung uong kham
va s dung dich vu y té.

Pia diém nghién clu: Khoa Kham bénh
bénh vién Noi tiét Trung udng. Budng Nguyen
BO - T& Hiép - Thanh Tri - Ha Noi.

Thai gian nghién ciru: tur thang 03/2023
dén thang 09/2023.

2.2. Thiét ké nghién ciru. Nghién cltu st
dung thiét k& nghién ciu mod td cdt ngang cd
phan tich. C8 mau trong nghién ciu dugc tinh
bang céng thi'c mau udc lugng mot ty 1é:

— Zz . p.(l1-p)
l_E d:

Dua trén két qua nghién cltu cla cua tac gia
VO T Cudng nam 2020, ty |& ngudi bénh ngoai
trd hai long chung vé dich vu kham va xét
nghiém tai bénh vién da Khoa Ti€u Can, Tra Vinh
la 47,2% [5]. Vi vay lay ty I1é uc doan p=0,48, d
= 0,05. C8 mau udc tinh cua nghién clu toi
thiéu n = 384. Tang 5% c8 mau dé dy phong va
¢G mau cho nghién cru lam tron n = 405.

2.3. Thang do va cach danh gia chat
Iugng cudc sdng. BO cau hoi nghién clfu dugc
xay dung dua trén Quyét dinh s6 3869/QD-BYT
2019 vé khao sat hai 1ong Ngu@i bénh va Nhan
vién y t&, dong thdi dugc diéu chinh, b sung dé
phU hgp véi dac thu, cac quy trinh kham chita
bénh riéng tai Bénh vién Néi tiét Trung ucng.

Thang do m(c do hai long cla ngudi bénh
d6i véi ting cdu hoi dua trén thang diém Likert
V@i cac murc do tir 1-5:

- Réat khéng hai long hodc rat kém: 1.

- Khong hai long hoac kém: 2.

- Binh thudng hodc trung binh: 3.

- Hai long hodc tét: 4.

- R&t hai long hoac rét tot: 5.

Tiéu chi danh gia

- CAc tiéu chi danh gia dat > 4 diém la: Hai long.

- Céc tiéu chi dugc danh gid < 3 diém la:
Khong hai long

- Hai ldng chung dugc danh gid bang diém
trung binh cong cla cac tiéu chi va cling danh
gid dua trén thang diém trén.

2.4. Phuong phap thu thap thong tin:
Nghién cu s dung phuong phap phat van
(phdng van gidn tiép) dé thu thap théng tin.

2.5. Phuong phap xir ly so liéu: SO liéu
dudc nhap bang phan mém Epidata 3.1 va x& ly
bang phan mém SPSS 20.0. Théng ké mo ta gém
sO lugng, ty I€ (bién dinh tinh), gia tri trung binh,
trung vi, dd 1éch chuan (bién dinh lugng) cua céc
thong tin chung, thuc trang hai long cla ngudi
bénh. Théng ké& phan tich sir dung kiém dinh x2
vGi khoang tin cdy 95%, a = 0,05 dé tinh toan
cac chi so p, ty suat chénh OR, 95%CI. Gia tri p
< 0,05 dudc xem xét d€ danh gia mai lién quan
cd y nghia thong ké; s dung hoi quy logistic da
bién dé phan tich méi lién gitta cac yéu td la su
hai long chung cua doi tugng nghién clu.

Ill. KET QUA NGHIEN CU'U

Bang 1. Thong tin chung cua déi tuong

nghién cuu (n=405)

Pac diém cua doi twgng nghién| S& [Ty lé
ciu lugng|(%)

DuGi 30 tudi 66 16,3

Nhém tudi | TUr30-60tubi | 254 [62,7
Trén 60 tuoi 85 |21,0

e s Nam 102 |25,2
Gidi tinh NG 303 [74.8

\ ~ < THCS 102 |25,2
Trinh 40 hoc THPT | 138 [34,1
Trungcaptrélén | 165 |40,7

CC/VC/Van phong 96 |[23,7

~ ‘n Lao dong tu do 173 42,7
Nghe nghiep — - d0ann 64 [15.8
Khac 72 (17,8

S« dung bao Co 133 [32,8
hiémy té Khong 272 67,2
Théi gian L”ég d”éultién 145 |35,8
diau tri _ Laq thu‘g A 186 45,9

. Lan tha 3 tré 1én 74 |18,3

Nguyén nhan| Kham dinh ky 114 28,1
dén kham | Co van deé suic khde | 291 |71,9

Theo két qua nghién clru, da s6 bénh nhan
dén kham tai bénh vién la ngudi trudng thanh tur
30-60 tudi (chiém 62,7%), trong do ni gidi
chiém 74,8%. Bénh nhan coé trinh d6 hoc van
cao (Trung cap trG lén) chiém 40,7%, st dung
bao hiém y t& chiém 32,8% va dén kham lan dau
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tién chiém 35,8%. Da s6 bénh nhan dén kham

c6 van dé stc khoée (71,9%).

Bang 2. Danh gia su’ hai long cua nguoi bénh dén kham (n=405)

. en : az < x Hai long Khong hai long
Nhom ti€u chi danh gia TBSD | SL(%) | TB+SD | SL (%)
Hai long vé kha nang ti€p can 4,15+ 0,96 | 325(80,2) | 2,89 £ 0,23 | 80 (19,8)

Hai long vé su’ minh bach thong tin, tha tuc
kham bénh, didu tri 43 +0,95 | 338(83,5) | 2,87 0,27 67 (16,5)
Hai long vé CSVC va phuang tién 4,56 £ 0,83 | 358 (88,4) | 2,92 +£0,18 | 47 (11,6)
Hai long vé thai do U'ng xur, nang luc

chuyén mén cia NVYT 4,7 £0,78 | 368 (90,9) | 2,95+ 0,17 37 (9,1)
Hai long vé cung cap dich vu 4,6 £ 0,82 | 359 (88,6) 2,9+0,2 46 (11,4)
Hai Iong chung 4,39 + 1,07 | 319(78,8) | 2,9+0,21 | 86 (21,2)

Nhin chung, bénh nhan hai long vé&i chat
lugng dich vu kham chita bénh tai cg sG y t€
nay. Mdc doé hai long chung dat 4,39/5 vdéi
78,8% bénh nhan hai long va 21,2% bénh nhan
khong hai long. Trong cac tiéu chi danh gia,
ngudi bénh hai long nhat véi thai do Gng xu,
nang luc chuyén mon cla nhan vién y té€ (4,7
diém), tiép theo 1a cung cép dich vu (4,6 diém)
va cd sd vat chat, phuong tién (4,56 diém).
Nhém tiéu chi kha nang tiép can (4,15 diém) la
nhém cé muc hai long thap nhat.

Bang 3. HOi quy da bién su hai long cua
nguoi bénh va sé yéu té lién quan (n=405)

P Hai long chung
Yéu to lién quan AOR | 95%CI
Tuoi

DUGi 30 tudi 1,21 0,4-3,1)
30 — 60 tudi 1,17 (0,5=2,4)

Trén 60 tudi 1 1

Gigi tinh
N{T
Nam 1,41 (0,9-2,9)
Trinh d6 hoc van

< THCS 161 0,8 -3,1)

THPT 1 1
Trung cap trg lén 1,27 (0,6 —2,3)

Nghé nghiép

Van phong 1,98* (1,1-43)

Lao dong tu do 1 1
Kinh doanh 1,24 (0,5-3,0)
Khac 1,42 (0,6 -3,2)

Su dung bao hiémy té
Co
Khong 1,31 (0,7 -2,4)
S0 lan dén kham

Lan dau tién 1 1
Lan th 2 1,8* (1,15-3,49)
Lan th 3 tré Ién 2,11%* (1,17 -5,2)

Nguyén nhan kham

Kham dinh ky B

Cd van dé suc khde 11 (05-23)

(Ghi chu: *p<0,05; **p<0,01; ***p<0,001)

180

Theo két qua phan tich h6i quy da bién, hai
yéu t6 co lién quan dén mirc d6 hai long chung
cla ngudi bénh vé chat lugng dich vu kham
chita bénh tai bénh vién 1a s6 lan dén kham va
nghé nghiép. Cu thé, ngudi bénh dén kham lan
thr 2 c6 mic do hai long chung cao hon 1,8 [an
so v3i ngudi bénh dén kham lan dau tién,tucang
tu ngudi bénh dén kham lan th 3 trd 1én cd
mc d6 hai long chung cao hon lan dau tién 2,11
lan. Ngud@i bénh cé nghé nghiép cong chirc/vién
chirc/van phong cé murc d6 hai long chung cao
han 1,98 [an so vdi dGi tugng lao dong tu do.

IV. BAN LUAN

Su hai long cia nguGi bénh la mot trong
nhiftng muc tiéu quan trong clia cac cd sd kham
chita bénh. Su hai ldng cla ngudi bénh thé hién
chat lugng dich vu kham chita bénh, gép phan
nang cao uy tin va vi thé cla cd sd y té. Két qua
nghién cu cla chung t6i vé su hai long cla
ngudi bénh dén kham tai Bénh vién NOi tiét
Trung udng da thu dugc nhitng két qua dang ghi
nhan. Ty Ié hai long chung cla nguGi bénh la
78,8%, tuong doi cao. Cac nhom tiéu chi danh
gia déu dat diém trung binh kha cao, tir 4,1 dén
4,7. biéu nay cho thdy ngudi bénh hai long véi
cac yéu t6 cc ban cua dich vu kham chira bénh
tai bénh vién, bao gébm kha nang tiép can, su
minh bach thong tin, cg sd vat chat va phugng
tién, thai d6 'ng xif va nang luc chuyén mon cua
nhan vién y t&. Tuy nhién, cling can luu y rang
van con mét sd yéu t§ can dugc cai thién dé
nang cao su hai long cla ngudi bénh, chang han
nhu tang cudng su minh bach thong tin, cung
cap day du va chinh xac thong tin vé cac dich vu
kham chita bénh cho ngugi bénh, ndng cao chat
lugng chdm sdc khach hang, chu trong dén thai
d6é (ng x&r ctia nhan vién y té&, dap ng cac nhu
cdu va mong mudn cla ngudi bénh. Két qua
nghién clru cla chang t6i phu hgp véi két qua
nghién c(fu cla tac gia Dao Duy Quan vdi ty Ié
hai long chung cla ngudi bénh la 76,5% [2],
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thap hon so vdi nghién clfu cla tac gid Trugng
Van Hiéu tai bénh vién Rang ham mat Trung ugng
(91,11%) [1]. Su khac biét cb thé do nghién cliu
cla tac gia Truong Van Hiéu tap trung vao ngugi
bénh ndi trd, trong khi nghién clu ching toi la
nguGi bénh kham chita bénh ngoai tri. Ngudi
bénh ndi trd thudng cb thdi gian luu tru tai bénh
vién, c6 nhiéu thugi gian trai nghiém dich vu
cham séc y t€ va ti€p xdc véi nhan vién y té€ nén
su' hai 1dng cd thé dugc cai thién.

Két qua nghién cllu cla chdng toi cho thay
hai yéu t6 cd lién quan dén muc do hai long
chung clia ngudi bénh la s6 lan dén kham va
nghé nghiép. Ngu@i bénh dén kham lan thdr 2 va
[an thr 3 trd l1én c6 muc do hai long chung cao
hon so vdi ngusi bénh dén kham [an dau tién.
Diéu nay co thé giai thich la do ngudi bénh cd
kinh nghiém hgn khi dén kham [an th(r hai hoac
th ba, ho hiéu rd hon vé& quy trinh khdm chira
bénh va biét cach tudng tac véi nhan vién y té.
NguGi bénh cé nghé nghiép cobng chlc/vién
chirc/van phong ¢ muirc d6 hai long chung cao
han so véi dbi tugng lao dong tu do. Piéu nay co
thé giai thich 1a do ngudi bénh c6 nghé& nghiép
céng chirc/vién chiic/van phong thudng co trinh
dd hoc van cao han, c6 hiéu biét tdt hon vé dich
vu y t€ nén cach ti€p can va st dung dich vu sé
tot hon. Két qua nghién clru ctia ching toi khac
so véi nghién ctu cla tac gid Nguyen Ky Anh,
nghién clfu cua tac gia cho thay yéu to6 trinh do
hoc van va khoang cach tir nagi ¢ dén bénh vién
c6 lién quan dén su hai long cla ngudi bénh.
Ngudi bénh cd trinh d6 hoc van cao hon va
khoang cach tlr ngi & dén bénh vién gan hon co
mic do hai 16ng chung cao han [6]. Két qua
nghién clu cla ching t6i phu hgp vdi két qua
nghién cru cla tac gia Chandra Swastika (2019)
tai Fiji, két qua phan tich hoi quy cho thdy cd
mai lién quan gilra trinh d6 hoc van, gidi tinh va
sO lan dén kham vai sy hai long clia ngusi bénh,
tuy nhién khong tim thady mai lién quan véi nghé
nghiép cua d6i tugng nghién cltu [7]. Nghién
clru tdng hgp cla tac gia Nahima Akthar tdng
hop két qua 43 nghién cfu tUr ndm 1980 dén
2021 tai Chau A ciing chi ra cac yéu t6 cé mai
lién quan chat ché dén su hai long cla ngudi
bénh la gidi tinh, trinh d0 hoc van, nghé nghiép
va muc thu nhap cta ngudi bénh [4].

Nhin chung, két qua nghién clru cla ching
tdi va cac tac gia khac déu cd nhirng diém tuong
dong va khac biét nhat dinh. Tuy nhién, tdt ca
cac nghién cttu déu cho thay su hai long cla
ngudi bénh dobi vai chat lugng dich vu y té chiu
anh hudng cla nhiéu yéu t6. Cac cd sé y té can

quan tdm dén cac yéu td nay dé nang cao chéat
lugng dich vu, dap ng nhu cau clia ngudi bénh.

V. KET LUAN

Két qua nghién clru cho thay, ngugi bénh hai
long v@i chat lugng dich vu kham chira bénh tai
Bénh vién Noi tiét Trung udng, vdi ty |€ hai long
chung dat 78,8% (diém hai long trung binh 4,39
+ 1,07). Hai yéu to cd lién quan dén murc do hai
long chung cta ngudi bénh la s6 [an dén kham
va nghé nghiép. Ngugi bénh dén kham [an thir 2
va lan thr 3 trd 1én cé mic do hai long chung
cao han so vGi ngugi bénh dén kham lan dau
tién [an luct la 1,8 lan (AOR: 1,8; 95%CI: 1,15 —
3,4) va 2,11 1an (AOR: 2,11; 95%CI: 1,17 — 5,2).
Ngudi bénh cé nghé nghiép céng chlc/vién
chirc/van phong cé murc d6 hai long chung cao
hon 1,98 lan so véi d6i tugng lao dong tu do
(AOR: 1,98; 95%CI: 1,1 —4,3).

TAI LIEU THAM KHAO

1. Truong Van Hiéu, Lé Thi L|en, Nguyen Thi
Lan Anh (2022). Thuc trang vé su hai long va
cac yéu t8 lién quan & ngudi bénh diéu tri noi trd
tai Bénh vién rang ham mat Trung uong Ha Noi -
ndm 2021. Tap Chi Y hoc Viét Nam, 517(1).
https://doi.org/10.51298/vmj.v517i1.3128.

2. Pao Duy Quan, Nguyén Trong Hung, Lé Thi
Thu Ha & CS (2022). Sur hai Iong cla ngu’dl benh
VGi dich vu y te tai Khoa diéu tri theo yéu cau,
Bénh vién Phu san Trung uong ndm 2021. Tap ch|
Y hoc Viét Nam, 512(1), tr 155-159. https://doi.
org/10. 51298/va v512i1.2219.

3. Berhanu Senbeta Deriba, Tinsae Abeya
Geleta, et al (2020). Patient Satisfaction and
Associated Factors During COVID-19 Pandemic in
North Shoa Health Care Facilities. Patient
Preference and Adherence, 14, pp. 1923-1934,
https://doi.org/10.2147/PPA.S276254

4. Nahima Akthar, Smitha Nayak, Yogesh Pai P
(2023). Determinants of patient satisfaction in
Asia: Evidence from systematic review of
literature. Clinical Epidemiology and Global Health,
Volume 23, 101393. https://doi.org/10.1016/
j-.cegh.2023.101393

5. V6 T&r Cudng, Luu Quoc Toan, Bang Van
Giang & CS (2020). Sy hai long cua bénh nhan
ngoai tru tai khoa kham bénh, benh vién da khoa
Tiéu Can, Tra Vinh ndm 2020. Tap Chi Y hoc Cong
dong, 62(1) https://doi.org/10.52163/jcm. v62i1.17

6. Nguyen Ky Anh (2022). Mot s6 yéu t6 lién quan
dén su hai long cua nguGi bénh dén kham chita
bénh tai Khoa kham bénh, Bénh vién xay dung.
Tap Chi Y hoc Cdng dong, 63(2). https://doi.org/
10.52163/yhc.v63i2.316

7. Chandra Swastika, Ward Paul,
Mohammadnezhad Masoud (2019). Factors
Associated With Patient Satisfaction in Outpatient
Department of Suva Sub-divisional Health Center,
Fiji, 2018: A Mixed Method Study. Frontiers in
Public Health, volume 7 — 2019. https://doi.org/
10.3389/fpubh.2019.00183

181


https://doi.org/10.51298/vmj.v517i1.3128
https://doi.org/10.51298/vmj.v512i1.2219
https://doi.org/10.51298/vmj.v512i1.2219
https://doi.org/10.2147/PPA.S276254
https://doi.org/10.1016/j.cegh.2023.101393
https://doi.org/10.1016/j.cegh.2023.101393
https://doi.org/10.52163/jcm.v62i1.17
https://doi.org/10.52163/yhc.v63i2.316
https://doi.org/10.52163/yhc.v63i2.316
https://doi.org/10.3389/fpubh.2019.00183
https://doi.org/10.3389/fpubh.2019.00183

