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TOM TAT

Muc tiéu: Nghién clfu danh gia mic do hai long
cla ngudi bénh khi dén kham tai khu Kham bénh AB
thuéc Khoa Kham bénh da khoa - Bénh vién Trung
uong Quéan doi 108. POi tudgng va phuong phap
nghién cru: Pugc thuc hién tir thang 9 dén thang 10
ndm 2024, khao sat da thu thap dir liéu tir 303 ngudi
bénh ngoai trd thdng qua nén tang Google Form bang
cach quét md QR sau khi hoan thanh kham bénh.
Nghién clru tap trung, vao cac yéu to nhu thdi gian chg
ddi, chat lugng tu van bac si, thai do nhan vién y t€,
va cd sG vat chat. Két qua nghlen cu’u Két qua cho
thdy mic doé hai Iong téng thé cua nger| bénh Ia
85 86%, trong do nang luc chuyen mdn cua nhan vién
y té dat 89,43% va thai do giao tlep dat 88.11%. Tuy
nh|en thdl gian ¢ chd dai lam va tra két qua xét nghiém
can Iam sang van con Ia diém yéu, véi ty 1& hai Iong
chi 1an luot ia 63,03% va 61,05%. K&t luan: Nghién
cGu da danh gia erc doé hai Iong clia ngudi bénh khi
dén kham tai khu Kham bénh AB thudc Khoa Kham
bénh da khoa - Bénh vién Trung udng Quan doéi 108.
Két qua cho thdy mdc do hai long tong thé dat
85,86%, vdi danh gid cao vé nang luc chuyén mon
(89,43%) va thai d6 giao ti€p cla nhan vién y té
(88,11%). Tuy nhién, thai gian chG ddgi lam va trd két
qua xét nghié_m can lam sang van la vé'n dé can cai
thién, khi ty Ié hai Iong chi dat 63,03% va 61,05%. Do
do, can cé cac_giai phap nhdm t0| uu quy tr|nh xét
nghlem rat ngan thdl gian chd dagi dé& nang cao hon
nlra trai nghiém clia ngudi bénh. Tir khoa: Khao sat
hai 1ong, Ngudi bénh ngoai trdi, Chat lugng dich vu y t&
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who completed their consultations. Data collection was
performed through a Google Form, accessed via a QR
code scan upon completion of the medical visit. The
study focused on key factors, including waiting time,
physician consultation quality, healthcare staff
attitude, and facility conditions. Results: The findings
indicated an overall patient satisfaction rate of
85.86%, with 89.43% satisfaction regarding the
medical staff’s professional competence and 88.11%
satisfaction with their communication skills. However,
prolonged waiting times for laboratory testing and
result retrieval remained notable concerns, with
satisfaction rates of 63.03% and 61.05%, respectively.
Conclusion: This study assessed patient satisfaction
at the Outpatient Clinic AB, Department of General
Outpatient Clinic, 108 Military Central Hospital. The
results demonstrated a high overall satisfaction rate of
85.86%, with particularly strong evaluations of
healthcare professionals’ competence (89.43%) and
communication skills (88.11%). However, delays in
laboratory testing and result reporting were identified
as key areas for improvement, given their lower
satisfaction rates (63.03% and 61.05%). Therefore,
strategic interventions are necessary to optimize the
laboratory workflow, reduce waiting times, and
enhance the overall patient experience.

Keywords:  Patient  satisfaction survey,
Outpatients, Healthcare service quality.
I. DAT VAN DE

Trong nhitng nam gan day, viéc nang cao
chat lugng dich vu y té€ va dam bao su hai long
clia ngudi bénh da trd thanh mot trong nhing
muc ti€éu quan trong cla cac cd s@ y t€ trén toan
thé gidi. Mlrc d6 hai long cua ngudi bénh khong
chi phan anh hiéu qua cta hé thdng chdm soéc
suc khde ma con la thudc do quan trong trong
viéc cai thién cac quy trinh kham chira bénh va
dich vu cham séc khach hang'?. biéu nay dac
biét quan trong tai cac bénh vién I6n, nai lugng
ngusi bénh dén kham va diéu tri ngay cang
tang, dat ra thach thdc vé hiéu qua va chat
lugng phuc vu. Tai Viét Nam, vdi su gia tdng dan
sO va nhu cau cham soc stic khde tdng cao, cac
bénh vién, dac biét la cac bénh vién cong, phai
d6i mat vai ap luc rat I6n trong viéc cung cdp
dich vu chat lugng cao3. Theo nhiéu nghién clry,
su’ hai long clia ngudi bénh cd mGi quan hé chat
ché vdi nhiéu yéu t6 nhu cd sG vat chat, thai
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gian ch@ dgi, thai d6 cia nhan vién y t€ va két
qua diéu tri*>. MGt s6 nghién cltu tai cac bénh
vién Viét Nam da chi ra rang yéu t6 thdi gian chg
dagi la mot trong nhitng yéu t6 gay ra su khong
hai long 16n nhat do6i véi nguGi bénh®7,

Khao sat su hai long ciia ngudi bénh la mot
cbng cu hitu ich gitp Bénh vién ndm bat dugc
nhitng danh gia, phan hoi tir phia ngugdi bénh vé
cac dich vu ma ho cung cap. Qua do, cac cd sG y
t&€ cé thé nhanh chdng phat hién cac van dé va
tim ra nhiing bién phap cai thién®. Bénh vién
Trung ugng Quéan do6i 108 trong nhifng ndm qua
lubn chu trong tdi viéc nang cao chat lugng
kham, chita bénh d& mang lai su' hai ldng cao
nhat cla ngudi bénh. Khu Kham bénh AB thudc
khoa Kham bénh da khoa la ngi kham chira bénh
cho BO doi cd quan ham tir trung ta tré xubéng
dang cong tac hoac da nghi huu, va ngudi bénh
dén tai kham sau diéu tri tai Bénh vién. bay la
nhém ngugi bénh dugc lanh dao Bénh vién xac
dinh la do6i tuong A can tdp trung phuc vu té6t
nhat. Chinh vi vay, viéc khao sat su hai long cla
ngudi bénh dén kham tai Khu vuc nay cé vai tro
quan trong dé Bénh vién lién tuc tién hanh cai
ti€n chat lugng. Vi vay, ching toi ti€n hanh
nghién clu nay vdi muc tiéu danh gia mdc do
hai long cla ngudi bénh tai khu kham bénh AB
thong qua cac yéu t6 nhu thdi gian chd dgi, chat
lugng tu’ van cla bac si, thai d6 cla nhan vién y
té va cd s@ vat chat tai Khu kham bénh AB.
Nhirng két qua tir nghién cliu sé cung cdp thong
tin hiru ich d& dé xuét Bénh vién diéu chinh, cai
thién dich vu va nang cao chat lugng cham soc y
té tai bénh vién.

Il. DOl TUONG VA PHUONG PHAP NGHIEN CU'U

2.1. P6i tugng nghién ciru. bGi tugng cua
nghién ctu la cac ngudi bénh dén kham tai khu
kham bénh AB trong khoang thdi gian tir thang 9
dén thang 10 nam 2024. Cac tiéu chi luva chon
déi tugng bao gobm: Ngudi bénh cd du nang luc
hanh vi va dong y tham gia khao sat; Ngudi
bénh da hoan thanh quy trinh kham bénh tai khu
kham bénh AB; Tudi > 18 tudi, khdng phan biét
gidi tinh, hodc ly do kham bénh. Tiéu chi loai trir
bao gom: Ngugi bénh khong dd nang luc hanh vi
hodc khéng c6 kha nang tu’ dién khao sat, chang
han nhu nhiing ngudi mac cac van dé vé tam ly
hodc thé€ chat nghiém trong; Ngudi bénh khdng
dong y tham gia khao sat hodc khong cung cap
dl thdng tin can thiét; Ngudi bénh dudi 18 tudi;
Ngudi bénh khéng hoan tat quy trinh kham bénh
tai khu kham bénh AB; Ngugi bénh gap khd
khdn ky thudt, chdng han nhu khdng thé truy
cap vao Google Form hodc khdng cé thiét bi phu
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hgp dé& hoan thanh khao sat. _

2.2. Thiét ké c6 mau nghién cu.
Nghién cttu dugc thuc hién dudi hinh thdc moé ta
cat ngang, st dung phuong phap khao sat truc
tuyén qua nén tadng Google Form. Ngudi bénh
dudc yéu cau quét md QR code dé truy cép
phi€u khao sat ngay sau khi hoan tat qua trinh
kham bénh. Phuang phap nay dam bao tinh tién
lgi, giam thi€u thdi gian chd dgi va dé dang thu
thap dir liéu.

CG mau nghién ctu la 300 ngudi bénh dua
theo Quyét dinh s6 3869/QD-BYT ngay
28/8/2019 cla BO Y té°. Trong nghién cltu nay
ching t6i thu thap dugc 303 ngudi bénh.

2.3. Phuong phap thu thap dir liéu

e Cong cu khao sat: Phiéu khao sat dugc
thiét ké trén Google Form véi 11 cdu héi danh
gia vé cac tiéu chi khac nhau cuta dich vu y t€ tai
khu kham bénh AB. Cac cau hdi bao gém cac tiéu
chi nhu hudng dan chi dudng, thgi gian chg ddi,
thai do cla nhan vién y t€ va cd s@ vat chat dua
trén phi€u khao sat su hai long clla ngugi bénh
dén kham ngoai tru ctia BO Y té€. Phi€u khao sat
s dung thang diém Likert tr 1 (rat khong hai
long) dén 5 (rat hai Iong) cho mai tiéu chi.

e Quy trinh khao sat: Sau khi hoan tat
kham bénh, nguGi bénh dugc gidi thiéu vé
nghién cffu va hudng dan quét ma QR code dé
truy cdp vao phi€u khao sat trén Google Form.
Ho cé thé hoan thanh khao séat truc tiép trén
dién thoai di ddng, va mét tor 5 dén 10 phat dé
hoan tat. Phuong phéap nay gilp giam thiéu su
ti€p xuc vat ly va tao su tién Igi cho ngudi bénh.

2.4. Phuong phap phan tich dir liéu. DI
liéu tir Google Form dudc tu ddng téng hop va
xuat ra dinh dang bang tinh (Excel/CSV). Sau do,
dit liéu dugc nhap vao phan mém thong ké SPSS
(phién ban 22.0) dé phén tich. Cac thong ké md
td nhu tan suat, ty 1€ phan tram, trung binh va
dd léch chudn dudc sir dung dé md ta dir liéu
khao sat.

2.5. Pao dirc nghién ciru. Nghién clu
tuan tha cac quy dinh vé dao dic trong nghién
cltu y té. Tat ca ngudi bénh tham gia khao sat
déu dugc giai thich r6 vé muc dich cla nghién
ctiu va quyén Igi clia ho. Thong tin ca nhan cua
ngudi bénh dugdc gilr bao mat, va ho cd thé tir
chdi tham gia ma khéng anh hudng dén quyén
Igi kham chifa bénh. Nghién c(tu dugc thuc hién
theo ké hoach s6 6021/KH-BV ngay 17 thang 09
nam 2024 cla Bénh vién TWQD 108.

Il. KET QUA NGHIEN cU'U
3.1. Dic diém ddi tugng khao sat
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Phan bé gidgi tinh clia d&i tugng tham gia khao sat

— N

Biéu do 1: Phan bé gidi tinh cua déi tuong
tham gia khdo sat
Nhan xét: S6 nguGi bénh tham gia khao sat
la nam giGi 56,4%, nit giGi la 43,6%.
Bang 1: Pé tudi cua déi tuong tham gia
khao sat

PO tudi Sé lugng %
<20 10 3,3
21 -40 98 32,3
41 - 60 105 34,7
> 60 90 29,7
Tong 303 100

Nhéan xét: Ngusi tham gia khao sat cé do
tudi chu yéu tir 21 — 60 tudi chiém 67%

3.2. Su hai long ciia ngudi bénh theo
turng tiéu chi

Tiéu chi cé ty 1€ hai long dudi 80%

Thoi gian cha dang ky 74.58%

Thi gian ché téi lugt kham

Thai gian chd lam xét nghiém

Thai gian chi nhan két qua

0 20 40 60 80 100
Ty 18 hai long (%)

Biéu dé 2: Nhifng tiéu chi cé6 mirc dé hai
long cua nguoi bénh dudi 80%

Nhdn xét: Biéu do 1 cho thady cac tiéu chi
cd ty 1 hai long dudi 80%, ndi bat 1a thdi gian
chd nhan két qua va thoi gian chd lam xét
nghiém, déu dudi 65%. Diéu nay chi ra rang cac
quy trinh lién quan dén xét nghiém la nhitng
diém yéu chinh can dudc cai thién dé nang cao
su hai long ctia ngugi bénh.

Bang 2: Nhirng tiéu chi co su hai long
cua nguoi bénh trén 80%

Tiéu chi Ty I hai Iong (%)
Nang luc chuyén moén 89,43
Thai d6 nhan vién y té 88.11
Thai d6 nhan vién phuc vu 87.45
DGi xUr cong bang 87.45
Két qua kham bénh 85.8

Nhén xét: Bang 2 cho bi€t nang luc chuyén
mon va thai d6 nhan vién Bénh vién dang lam
viéc tai Khu Kham bénh AB & mirc do tot, vai tat
ca cac tiéu chi déu cd ty 1é hai long trén 85%,
cho thady mirc d6 cam két vé chat lugng dich vu
y té tot tai Bénh vién.

IV. BAN LUAN

Két qua nghién clru, cho thdy mic do hai
Iong téng thé clia ngudi bénh tai khu kham bénh
AB la tugng doi cao, dac biét la vé nang luc
chuyén mén va thai d6 cla nhan vién y té. Theo
Parasuraman va cong su?, su hai long cla ngudi
bénh phu thudc vao nhiéu yéu t6 bao gém chat
lugng dich vu, thai gian chd dgi va su két ndi vdi
nhén vién y t&. Vé dic diém nhén khiu hoc,
nghién cdu cho thay ty 1€ nam gidi tham gia
khao sat chiém 56,4%, nif giéi chiém 43,6%
(bi€u @b 1), v8i phan I6n ngudi tham gia thudc
nhém tudi 21 — 60 d6 tudi lao dong chiém 67%
(bang 1). biéu nay dugc ly giai vi khu kham
bénh AB la chd yéu gianh cho d6i tugng Quan co
quan ham tl trung ta tré xudng, bén canh doé lao
dong thudng cd yéu cau cao haon vé toc do va
hiéu qua cla dich vu y té.

4.1. Thai do va nang luc cua nhan vién
y té. Két qua khao sat cho thay ty Ié hai long vé
thai do6 ctia nhan vién y t€ & muc cao (bang 2),
dat 88,11% (mlc 4 va 5) va nang luc chuyén
mon cla bac si va diéu dudng dat muc 89,43%.
Thai do cta nhéan vién y té€ anh hudng truc ti€p
dén trai nghiém cla ngudi bénh va dugc xac
dinh la yéu t6 quan trong trong viéc nang cao su
hai Iong. Nhiéu nghién clru® ° d3 chi ra rang
chat lugng chdam soéc khong chi dua trén cac ky
ndng chuyén mén ma con phu thudc vao cach
ma dich vu dugc cung cap. Su than thién va kha
nang giao ti€p tét cla nhan vién y t€ gilp ngudi
bénh cam thay an tdm han trong qua trinh kham
bénh va chifa bénh.

4.2. Théi gian ché dgi. TU két qua nghién
cltu cho thay, thgi gian chd dgi bao gom dgi
dugc bac si kham bénh, dgi lam xét nghiém, dgi
k&t qua 1a nhitng yéu t6 can cai thién dé nang
cao han nifa sy hai long cla ngudi bénh khi trai
nghiém dich vu kham chifa bénh tai Bénh vién.
Chi c6 63,03% ngudi bénh hai long vé thai gian
chd lam xét nghiém va 61,05% hai long vé thdi
gian chd nhan két qua (Bi€u dd 1). Nguyén nhan
lam cho nguGi bénh phai chd dgi lau la su qua
tai clia xét nghiém chan doéan hinh anh nhu siéu
am, cat I8p vi tinh...médc du ngudi bénh dén
kham tai khu vuc nay da cé quy trinh vGi phiéu
kham uu tién, nhung nang luc phu vu dap ang
clia cac khoa chan doan hinh anh chua dap kip
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nhu cau cta ngugi bénh. Bén canh dé chua ap
dung cong nghé thdng tin trong viéc phan luong,
phan sb, hen gidi, ngay chup.... Cac két qua nay
cho thdy can c6 nhitng bién phap cai thién nhdm
giam thdi gian chdG ddi, vi thdi gian chd dgi qua
ldu la mot trong nhitng yéu t6 chinh gay ra su
khong hai long & ngudi bénh trong qua trinh
kham chira bénh. Chinh vi vay, viéc cai thién lam
giam thdi gian chg dgi cla ngugi bénh & bat ky
khau nao trong quy trinh kham chita bénh ciing
lam tdng su hai 1dng clia ngudi bénh dé ngudi
bénh quyét dinh quay trd lai hoac gidi thiéu
ngudi khac dén Bénh vién. Bén canh do, cai
thién quy trinh xét nghiém va trd két qua sém
khong chi gitp gidm bét su khod chiu clia ngudi
bénh ma con nang cao hiéu qua lam viéc cla
Bénh vién. Theo cac tac giai thi giadi phap trudc
mat can ddy manh ¢ng dung céng nghé thdng
tin trong xép s, hen gid chup cho ngugi bénh
ngay khi bac si chi dinh, vé& 1au dai cdn b& sung
nhan luc cho céc khoa chan doan hinh anh ddng
thdi kiém soat chat ché viéc chi dinh ding, hgp
ly ctia bac si.

4.3. Ca sé vat chat. banh gid vé cd sd vat
chat, dac biét la vé nha vé sinh, cho thay ty Ié
hai long tugng dbi cao véi 79,2% ngudi bénh
cho biét ho hai long. Biéu nay phu hgp vdi cac
tiéu chudn qudc té€, ndi cac bénh vién can dam
bao méi trudng sach sé va an toan cho nguoi
bénh. Tuy nhién, van ¢ khoang 20% ngudi
bénh danh gid & mikc trung binh hodc dudi trung
binh, diéu nay cho thdy can cai thién hon nira
trong viéc duy tri chat lugng co sd vat chat.

4.4. Panh gia tong thé. Két qua cho thiy
85,8% ngudi bénh cho biét két qua kham bénh
da dap Ung dudgc nguyén vong cla ho, phan anh
muic dd hai long chung rat cao vé dich vu y té.
Tuy nhién, van can cha trong cai thién nhirng
khia canh nhu giam thdi gian chg dgi kham, lam
xét nghiém va tra két qua xét nghiém dé nang
cao trai nghiém clia ngudi bénh. Theo Oliver, su
hai long cua khach hang la yéu t6 quan trong
trong viéc xay dung long tin va gilt chan khach
hang. Qua khao sat cho thdy c6 dén 75,6%
ngudi bénh khdng dinh ho s& quay lai hodc gidi
thiéu nguGi khac dén Bénh vién la minh chirng
rd rang cho uy tin cia Bénh vién vé cung cdp
dich vu y té.

V. KET LUAN

Nghién clru nay, cho thady muic do hai long
cla ngudi bénh tai khu kham bénh AB la tucng
dbi cao, dac biét vé nang luc chuyén mén va thai
do cda nhan vién y té. Tuy nhién, mot s6 yéu to
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nhu thdi gian chg dgi lam va nhan két qua xét
nghiém can dugc cai thién. Pa s6 ngusi bénh
cam thdy két qua kham bénh da dap Ung
nguyén vong cla ho va san sang quay lai hodc
gidi thiéu bénh vién cho ngugi khac. Viéc cai tién
quy trinh xét nghiém va nang cap cd sé vat chat
s€ gilp nang cao trai nghiém ngudi bénh. Nhin
chung, bénh vién da cung cap dich vu y té chat
lugng nhung van can ti€p tuc cai thién ¢ mot s6
van dé dac biét la thdi gian chg lam xét nghiém
va tra két qua xét nghiém.
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