NGHIEN ClPU KHOA HOC

6. Trinh Van Nghinh (2009), Kién thirc
thai do thuc hanh vé phong chéng bénh
viém gan B clia nguoi dan thj trén Yén Vién,
Gia Ld&m Ha N¢i Luan van thac si, Pai hocy
té cong cong, Ha Noi.

7. Pham Song (2009), Viém gan virus B,
D, C, A, E, GB co ban, hién dai va cap nhét,
Nha xuét ban Y hoc, Ha Noi.

8. Duwong Dinh Thién (2001), “Viém gan
B”, Dich té hoc cac bénh truyén nhiém, Nha
xuét ban Y hoc, Ha Noi.

9. Vi Bich Van va cac cbng sw. (2008),
“Nghién ctru tinh hinh nhiém HBV, HCV,
HIV, Giang mai trén ngwdi hién mau tinh

nguyén tai Thai Nguyén trong 5 nam 2003 -
20077, Tap chi Y hoc Viét Nam. tap 344(2),
tr. 592-598.

10. Nguyén Thi Thay Vinh (2005), Kién
thire, thai do, thuc hanh vé phong chéng
viém gan B cla sinh vién ndm th& nhét
trirong dai hoc Néng Nghiép Ha No6i Luan
van thac si chuyén nganh y té céng cong,
Dai hoc y té céng cong, Ha Noi.

11. Liaw YF et al. (1991), “Incidence,
determinants and significance of delayed
clearance of serum HBsAg in chronic
hepatitis B virus infection: a prospective
study.”, Hepatology. Apr;13(4), 627.

KHAO SAT SU HAI LONG CUA NGUO'l BENH VA THAN NHAN BDEN KHAM VA PIEU
TRI NOI TRU TAI BENH VIEN DA KHOA HUYEN MY LOC, TINH NAM BINH NAM 2016

TOM TAT

Muc tiéu: Danh gia sw hai long cua
nguoi bénh va thadn nhan dén kham va diéu
tri néi tra tai bénh vién da khoa huyén My
Léc. Péi twong va phwong phap: M6 ta
cét ngang duoc thuc hién trén 347 ngudi
bénh va than nhan nguoi bénh diéu tri ndi
tra tir thang 10/2015 dén thang 10/2016.
Str dung méau Phiéu khéo sét sw hai long
cua nguoi bénh dwa theo huéng dan cia
Bo Y té. Két qua: Suw hai long tiép can dich
vu ter 71,07% - 90,05%, déc biét huwong dan
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tha tuc hanh chinh dat 90,05%. Hai long
vé céng tac diéu dubng dat tir 65,58%-
93,94% trong dé vé céng khai thubc dat
93,94%. Hai long véi cong téc diéu tri cla
Béac si dat tir 81,02% - 91,32% trong do hai
Iong réat cao véi cach thdm kham cia Béac
sTla 91,32%. Hai long véi co sé vt chét va
dich vu dat tir 81,78% - 92,38% trong do hai
Iong cao nhét véi viéc diéu trj tai Bénh vién
la 92,38%. Két luan: Can thuong xuyén
gigo duc néng cao y dirc, ky ndng giao tiép,
ky ndng chdm séc cho nhén vién y té, ting
cuong nhén luc vao céc khoa trong diém,
day manh céng téc kiém tra giam sét, cai
céch tha tuc hanh chinh, ndng cép co sé
ha tang dé tdng mirc do hai long cta ngudi
bénh va than nhéan nguoi bénh dén kham
va diéu tri néi trd tai Bénh vién Da khoa
huyén My Léc tinh Nam Binh.
Ter khéa: Sw hai long cta nguwoi bénh
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A SURVEY ON THE SATISFACTION OF IN-PATIENTS AND THEIR RELATIVES
IN MY LOC DISTRICT GENERAL HOSPITAL, NAM DINH PROVINCE IN 2016

ABSTRACT

Objectives: To evaluate the satisfaction
of patients and their relatives who come
to the hospital and clinic at My Loc district
general hospital. Subjects and methods:
Cross-sectional descriptive study was
conducted on 347 patients and inpatients
from 10/2015 to 10/2016. Use the sample of
the Patient Satisfaction Survey based on the
guidance of the Ministry of Health. Results:
Service satisfaction from 71.07% - 90 , 05%,
especially the administrative procedures
are 90.05%. Satisfaction about nursing care
reached from 65.58% -93.94% of which
publicity reached 93.94%. Satisfied with the
treatment of doctors from 81.02% - 91.32%

1. DAT VAN PE

Nang cao chat lwong kham chira bénh
(KCB) la yéu cau cép thiét dat ra cho cac co
s& KCB dbng thoi cling 1a niém mong doi
clia nguoi bénh [6],[8]. Theo tb chirc y té
thé gidi (WHO) chat lwong dich vu y té tac
dong dén sw hai long clia ngudi bénh (NB).
Nguwoc lai sy hai long clia ngudi bénh cé thé
danh gia dwoc hiéu qua cta dich vu do Bénh
vién cung cép [6]. Panh gia chat lwong dich
vu y té ctia NB gilp cho ban Ianh dao Bénh
vién Da khoa huyén My Loc co co s& dé
lap k& hoach, cai thién sw hai long ctia NB,
nang cao chat lwong phuc vu NB. Vay lam
thé nao dé nang cao sy hai long clia ngudi
bénh tré thanh mét trong nhirng nhiém vu
chinh cua bénh vién Da khoa huyén My Léc
hién gid. Xuat phat ti tinh hinh thuc té d6
va nhirng dinh hwéng nang cao chat lwong
dich vu y té cling nhw sw hai long NB cla
bénh vién PBa khoa huyén My Léc cung v&i
nhi*rng quan sat cé duwgc trong hon 5 nam
lam trong nganh y t&, chang t6i quyét dinh
chon va nghién ctiru dé tai “Khao sat sy hai
long clia nguwdi bénh va than nhan nguwoi
bénh dén kham va diéu tri ndi tru tai bénh

of which very satisfied with the way doctors
visit is 91.32%. Satisfied with the facilities
and services from 81.78% - 92.38% of which
the highest satisfaction with the treatment
at the hospital is 92.38%. Conclusion: It is
necessary to regularly improve the medical
ethics, communication skills, care skKills for
health workers, strengthen the staff in the
key faculties, promote the inspection and
supervision Upgrading infrastructure to
increase the level of satisfaction of patients
and relatives of patients coming to the
hospital and medical treatment in My Loc
General Hospital in Nam Dinh province

Keyword: patient satisfaction

vién Pa khoa huyén My LOc” nham muc
tieu: Danh gia sy hai long cua nguwdi bénh
va than nhan dén kham va diéu tri noi tru tai
bénh vién da khoa huyén My Léc.

2. bOI TUQGNG VA PHUONG PHAP

2.1. Béi twong, thei gian va dja diém

Ngwoi bénh diéu tri ndi trd va than nhan
ctia ho da lam tha tuc ra vién, dt 18 tudi tre
Ién, dong y va c6 du nang lwc, tra 161 cau hoi
dieu tra (loai t,rtv doi twong la nguwoi than cua
nhan vién y té). Thoi gian tir thang 10/2015
dén thang 10/2016 tai cac khoa Lam sang
Bénh vién da khoa huyén My Léc.

2.2. Phwong phap nghién ctru

2.2.1. Thiét ké nghién ctru: S dung
phwong phap mé ta cat ngang.

2.2.2. M3u va chon mau

Chon mé&u toan bo, chon tat cad nguoi
bénh va than nhan ciia ngwoi bénh phu hop
véi tiéu chudn nghién clru déu duoc lya
chon theo thoi gian dén kham va diéu tri tai
bénh vién tir 10/2015 - 10/2016. Thyc té, da
c6 347 dbi twong ddng y tham gia.
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2.2.3. Cong cu va phwong phap thu
thap sé liéu

S dung bd cau héi phdng van cé clu
tric gdm 18 cau héi ty dién dwoc xay dung
phu hop v&i bénh nhan néi tri va bdi canh
cua Bénh vién da khoa huyén My Loc.
Thang do sy hai lIong cia bénh nhan bao
gdm 18 tiéu muc thudc 4 yéu té: (1) Tiép
can dich vu; (2) Céng tac cham séc cla diéu
duéng (PD); (3) Céng tac diéu tri ctia bac
sT; va (4) Co sé vat chat va dich vu ctia bénh
vién. Str dung phwong phap tw dién phiéu
dé thu thap thong tin

Dai diém chay tlr 1 dén 4 diém v&i mirc
thap nhét 1a chwa hai long dworc tinh 1 diém
va hai long cao nhét duoc tinh 4 diém. Diém
hai ldbng chung ctia méi yéu t6 1a diém trung
binh clia cac tiéu muc, trong dé nhém hai
long cao tir = 3 diém, nhém hai long trung
binh tir 2 - < 3 diém nhom khéng hai long
tr 1 - < 2 diém. Bd cau hdi trwde khi trién
khai nghién ctru da dwoc thlr nghiém trén
10 bénh nhan dén diéu tri tai khoa Noi cla
Bénh vién da khoa huyén My Loc. Sau do,
da dwoc diéu chinh nhirng cau héi khéng ré
rang hodc 1am cho nguoi duwoc phdng van
hiéu khac.

2.2.4. Xr ly va phén tich sé liéu: S6 liéu
sau khi lam sé dwoc nhap vao may tinh va
xt ly bang Excel. St dung diém trung binh
va do 1énh chudn d& mo ta cac sé liéu theo
muc tiéu nghién ctru.

3. KET QUA NGHIEN cl'U

3.1. Sy hai lébng ctia ngw®i bénh déi
v&i tiép can dich vu

Bang 3.1. Diém hai long clia nguei
bénh vé&i tiép can dich vu ctia bénh vién

No6i dung danh gia X +SD
Poén tiép cla nhan vién| 3,53 +0,71
bénh vién
Hwéng dan thd tuc hanh| 3,65 + 0,66
chinh
Hwéng dan tha tuc thanh| 3,05+ 0,83
toan

Hwéngdantha [ ... .. ...
tuc thanh toan T 712
Huong dén tha T
tuc hanh chinh  [tititit il il il il ] 00
Tiépddnclanhan [ .
viénbanhvien [ | 8as

0 20 40 60 80 100
Biéu 66'3.1. Ty lé ngw®i bénh hai long
véi tiep can dich vu cta bénh vién
~Da s6 doi twgng nghién clru dwoc hoi
déu c6 sy hai long véi viéc huéng dan thu
tuc hanh chinh (90,05%) va don tiép nguoi

bénh (84,58%).
3.2. Sw hai long ctia ngwoi bénh doi
v&i céng tac cham séc cua diéu dwéng
Bang 3.2. Diém hai long cua nguoi
bénh v&i cong tac cham soéc cua dieu
dwdng (n=347)

Noi dung danh gia X +SD

3,45+ 1,01

Hwéng dan sir dung va trang
bi day da do vai
Thoéng bao va giai thich trwéc
khi thwe hién cham séc
DPiéu duwdng thuc hién cac
quy trinh ky thuat cham séc
Thyc hién cong khai thude
hang ngay cua diéu duwdng
Diéu dwédng dua di thwe hién
cac xét nghiém can lam sang
Hau hét cac ndi dung trong tiéu chi hai
long v&i cong tac cham séc cua dieu dwdng
dat mirc cao trén 3 diém, ngoai trq= ndi dung
thong bao va giai thich cia dieu duwdng
trwdc khi cham séc dat mirc trung binh la
2,88 + 0,65 diém.

Ty 1& ngudi bénh,héi long voi viéc thye
hién cong khai thuoc hang ngay lén t6i
93,94% véi diém trung binh 3,78. Két qua
cu thé‘cﬂa ndi dung nay dwoc trinh bay tai
biéu d6 3.2 sau day.

2,88 + 0,65

3,07 £ 0,47

3,78 £ 0,54

3,17 £ 0,85
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100 94
83.9
80 SR 71 [ "
65.6
o 60 —
Q.
= 40
20
0
Huwéng dan st Giai thich cha diéu Diéu duéng thwc  Coéng khai thubc Diéu duwéng dwa di
dung va trang bi  dwdng tredce khi hién quy trinh hang ngay thwe hién xét
day du do vai cham séc cham séc nghiém

Biéu d6 3.2. Ty lé ngw®i bénh hai long vé&i cong tac cham séc cua diéu dwdng
3.3 Sw hai long cta ngwi bénh déi véi cong tac diéu tri cta bac si
Bang 3.3. Piém hai long ctia ngwoi bénh véi cong tac diéu tri ctia bac sy (n=347)

Noi dung danh gia X +SD
Cach thdm kham cla bac si diéu tri 3,69 + 0,66
Giai thich tinh trang bénh tat va diéu tri ciia bac si 3,35+0,79
Hwéng dan cuia bac si vé st dung thudc 3,57 + 0,91
Giai thich vé xét nghiém can |am sang cla bac si 3,48 + 1,06
Thai d6 cta bac si trong qua trinh diéu tri 3,39+ 0,95
100 91.3
80 T
2 60
Q.
£ 40
20
0

Cach tham kham  Giai thich tinh Hu’c'mg‘dén clia  Giaithich vé xét Thai do clia bac si
cla bac si diéu tri trang bénh tat va bac sive §l’f dung nghiém can lam trong qua trinh
diéu tri ctia bac st thuoce sang cua bac st diéu tri

Biéu d6 3.3. Ty lé hai long ctia ngwei bénh véi cong tac diéu tri ctia bac sy (n=347)
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3.4. Sw hai long cua ngwi bénh déi véi co s& vat chat va dich vu
Bang 3.4. Piém hai long clia ngwi bénh véi co s& vat chat va dich vu (n=347)

Noéi dung danh gia X + SD
Cong tac vé sinh tai khoa diéu tri 3,43+ 0,64
Dung cu, trang thiét bi tai khoa diéu tri | 3,68 + 0,71
Co s& vat chat trong phong bénh 3,07 £ 0,85
Vién phi va cac chi phi dich vu 3,69+ 0,85
Viéc diéu tri chung tai bénh vién 3,73+0,72
100 90.1 878 90.1 924
81.8
80 s
2 60
Q.
= 40
20
0
Cong tac vé sinh Dung cy, trang Co s& vatchat Vién phivacac  Viéc diéu tri
tai khoa diéu tri  thiét b| tai khoa trong phong chi phi dich vu  chung tai bénh
diéu tri bénh vién
Biéu d6 3.4. Ty 1é ngwoi bénh hai long vé&i co’ s& vat chat va dich vu (n=347)
4. BAN LUAN

Tw két qua nghién clru sw hai lobng cua
nguw®i bénh khi kham chira bénh tai Bénh
vién da khoa huyén My Loc chung toi thay
rang: Néu mudn tang ty 1& hai long cla
nguwdi bénh hon niva, khau don tiép nguoi
bénh va hwéng dan cac tha tuc lién quan la
mot méat xich quan trong ma bat c& co s& y
té nao ciing can dau tw va hoan thién.

Ty 1é hai long chi dat mdrc trung binh khi
ngudi bénh cho rang déi khi diéu duéng van
thiéu sy gidi thich truwéc khi thye hién cham
séc (chi 65,58% hai long). Diéu nay cé thé
do diéu dwdng qua tap trung lam ky thuat,
thiéu ky nang giai thich véi ngwdi bénh va
nguwoi nha. Bén canh do, diéu dwdng phai
cham séc ddng thdi nhiéu bénh nhan, dan
dén thoi gian cho mdi bénh nhan giam di,
khéng du thei gian dé gidi thich kj lwéng
trong qua trinh lam viéc ciing la mot yéu t6
can xem xét. B4 sung nhan luc diéu duéng

cho bénh vién co thé gép phan cai thién tinh
trang nay. Ngoai ra, diéu dwéng vién can
phai cb gdng hon niva trong viéc trau dbi kj
nang chuyén mén dé mang lai sy an toan
ciing nhu sy hai long tdi da clia ngudi bénh.

Ty lé hai ldng cao nhat & cach tham kham
cla bac si va sy hwéng dan cua bac si dbi
vOi ngwoi bénh va nguwdi nha trong cach st
dung thudc diéu tri (91,32% va 86,90%). Do
do sy hai long ctia nguwdi bénh voi yéu td
twong tac véi bac si 1a rat quan trong.Tuy
nhién, viéc bac sT giai thich bénh tat va diéu
tri cho ngwdi bénh cling chwa dat sy hai
Iong cao (81,02%).

Dich vu vé sinh trong Bénh vién da khoa
My Loc can cai thién hon niva d& nang cao
chat lwgng phuc vu nguwdi bénh. Ciing theo
nhiéu nghién ctu cho thay chi phi y té tai
cac co s& diéu tri la diéu ma bénh nhan it
hai ldng nhat. Tuy nhién, trong nghién ctu
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cla t6i, da s6 bénh nhan hai ldng v&i mirc
vién phi ctia Bénh vién (87,89%). C6 thé do
NB dwoc BHYT chi trd mot phan hodc toan
bd chi phi KCB nén nguwdi dan dé hai long
v&i van dé vién phi hon.

Khi so sanh v&i mot sb nghién ciru twong
tw tai mot sd bénh vién, két qua nghién ctru
cta chung t6i cho thdy vé co ban diém sb
va mirc d6 hai long dat mirc cao hau hét
cac ndi dung déu dat trén 3 diém va cao hon
so vOi cac nghién ctru trede day [1],[2]. Sw
khac biét nay co 18 mot phan 14 do thoi diém
khao sat ciia chung téi trong nhirng nam
gan day, va sy tac dong cua chinh sach va
yéu cau cla nganh y té [6],[7],[8].

Tiéu chi “Thoéng bao va giai thich trwéc
khi thue hién cham soc” lién quan dén cong
tac cham séc clha diéu duéng chi dat mirc
hai long trung binh (2,88 *+ 0,65). Mac du
nhw da ly giai & trén, song diéu nay cho thay
can cé sy quan tam dung mirc, tim hiéu
nguyén nhan mét cach thiu déo, trén co s&
do cé bién phap dé cai thién.

5. KET LUAN

Phan I&n ngudi bénh va ngudi nha dén
KCB tai Bénh vién da khoa huyén My Léc
déu co ty 1& hai long cao dbi véi Bénh vién,
trong d6 cao nhéat la hai long véi viéc tiép
don cha nhan vién (85,58%); cong khai
thudc (93,94%) va cach thdm kham cla
bac s (91,32%). Ty I& hai long thap cla
ngwdi bénh & coéng tac chdm séc cla diéu
dwdng, trong do6 chi c6 66,44% ngwoi bénh
hai long vé&i viéc gidi thich trwdc khi thyc
hién cham séc; va 71,04% ngudi bénh hai
Iong v&i viéc thyc hién quy trinh ky thuat
cla diéu duo’ng Trong sb cac cong viéc
clia bac si, da sb ngudi bénh hai long voi
cach tham kham (91,32%), nhwng van con
15,17% chwa thyc sy hai long véi sy giai
thich tinh trang bénh tat va diéu tri. Nguwoi
bénh va ngwdi nha hai long cao dbi vai viéc
didu tri tai Bé&nh vién (92,38%), chwa hai
Iong I&m v&i dich vu vé sinh trong Bénh vién
(18,22%).
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