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SU’ HAI LONG CUA NGU'O'l BENH VOTDICH VU Y TE TAI KHOA PIEU TRI
THEO YEU CAU, BENH VIEN PHU SAN TRUNG WO'NG NAM 2021

Do Duy Quan*, Nguyén Trong Hung**, L& Thi Thu Ha***,

TOM TAT.

P&t van dé: Su hai long cla ngudi bénh la mot
trong nhitng yéu t0 quan trong nhat dé quyét dinh
chat lugng dich vu clla mot cd sé kham, chira bénh.
Khoa diéu tri theo yéu cau la mét trong nhitng khoa
tién phong trong cung cap dich vu kham, chita bénh
theo nhu cau cla ngudi bénh thudc bénh vién Phu san
Trung udng. M6t khao sat sG bd trén toan bd bénh
vién cho thay ty € hai long tai khoa hién nay chi dat
murc kha. Viéc thuc hién nghién cru la can thiét nhdm
thu thap thém bang chitng xac dinh ty Ié hai long clia
ngudi bénh tai day, tir d6 xay dung cac giadi phap cai
thién sy hai long nguGi bénh. Muc tiéu: Mo ta sy hai
long ngudi bénh doi vdi dich vu y té tai Khoa diéu tri
theo yéu cau cta Bénh vién Phu san Trung udng nam
2021. Thiét ké nghién ciru: Md ta cit ngang. Két
qua: Nghién clfu trén 200 ngudi bénh ghi nhan: ty Ié
hai long chung cla ngudi bénh la 76,5%. Ty |é hai
long theo tirng khia canh: tin tudng la 82,5%; phan
hoi 1a 80%); dam bao la 83%; cam thong la 83,5%,
cac yéu to hitu hinh la 74,5%. K&t luan: Mdc dé hai
long ctia ngudi bénh & mirc kha, can thuc hién mot s6
gidi phap nang cao chat lugng dich vu cua khoa diéu
tri theo yéu cau trong thdi gian tdi.

Tur khoa: Sy hai long, nguGi bénh
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most important factors to determine service quality.
The Department for required services is one of the
pioneering departments in providing medical
examination and treatment services according to the
needs of patients at the National hospital of obstetrics
and gynecology. A preliminary survey of the entire
hospital shows that the satisfaction rate at the
department is currently only good. It is necessary to
conduct research to collect more evidence to
determine the satisfaction rate of patients here,
thereby building solutions to improve patient
satisfaction. Objectives: Describe patient satisfaction
with medical services in the department for required
services, National hospital of obstetrics and
gynecology in 2021. Study design: cross-
sectionaldescription. Results: The study on 200
patients recorded: the overall satisfaction rate of
patients was 76,5%. The satisfaction rate by aspect
is: reliability (82,5%); responsiveness (80%);
assurance (83%); empathy (83,5%), tangible
(74,5%). Conclusion: The satisfaction level of the
patients is quite good, it is necessary to implement
some solutions to improve the service quality of the
treatment department as required in the coming time.
Keywords: satisfaction, patient

I. DAT VAN PE

Theo TS chic Y t& Thé gidi, su’ hai ldng cua
ngudi bénh 1a ddng luc thic day cac cd s6 kham
chita bénh nang cao dich vu chdam sdc ngudi
bénh [1]. Su hai long cla ngudi bénh la mot
trong nhitng yéu t6 quan trong nhat dé quyét
dinh chat lugng dich vu clla mot cd s& kham
chita bénh [2]. Trén thé gidi, nhiéu bo cong cu
danh gid su hai long cla ngugi bénh da dugc
xay dung va phat trién, trong dé bd cdéng cu
SERVQUAL d3 dudc ngudi phat trién cdng cu
nay, Parasuman va cong su, tuyén bd rang day
la cong cu mang lai két qua dang tin cay va
chinh xac nhat trong danh gia chat lugng dich vu

155


https://doi.org/10.3389/fpubh.2021.649152

VIETNAM MEDICAL JOURNAL N°1 - MARCH - 2022

[3]. Trong bGi canh nganh y té dang ting budc
tu chu hod, dé€ canh tranh véi cac bénh vién khac
cung chuyén khoa, nang cao, cai thién chat
lugng dich vu la nhiém vu quan trong hang dau
clia Bénh vién Phu san Trung udng trong thdi ky
méi. D& c¢d dugc bang ching cip nhét nhat vé
mic do hai long cua nguGi bénh, nghién clu
danh gia mot cach khoa hoc mdc d6 hai long cua
ngudi bénh la rat can thi€t. Khoa Diéu tri theo
yéu cau (PTTYC) la mét trong nhitng Khoa tién
phong trong cung cdp dich vu kham chifa bénh
theo nhu cau cta ngugi bénh chat lugng cao.
Theo khao sat s¢ bd tai 09 Khoa Iam sang cua
Bénh vién Phu san TU ndm 2019 thi Khoa H6i
sUic cap ctu co ty Ié hai long cao nhat chiém
94%, trong khi Khoa BTTYC cé mic do hai long
chung chi dat 86,0%. Mac du khao sat nay mang
tinh chat danh gia so bd chat lugng dich vu va
cG mau khao sat cho Khoa BTTYC chi cd 55
ngudi bénh, két qua nay cling da cho thay ngudi
bénh tai khoa DTTYC c6 mirc hai long chi ¢ mdc
kha. Vi vay, trong thdi gian tdi can thém bang
chitng nghién clu dé& xac dinh ty 1& hai ldbng vé
dich vu y t€ ¢ Khoa DTTYC hién nay ra sao?
Chuing t6i thuc hién nghién ciru véi muc tiéu: Mo
ta su hai Iong nguoi bénh doi vdi dich vu y té tai
Khoa diéu tri theo yéu cdu cua Bénh vién Phu
san Trung uong nam 2021,

Il. DOI TUONG VA PHUONG PHAP NGHIEN CU'U

2.1. Thiét ké nghién ctru: Nghién cllu mo
ta cat ngang

2.2. Thoi gian, dia di€ém nghién ciru: TUr
thang 3 dén thang 6/2021 tai khoa biéu tri theo
yéu cau, Bénh vién Phu san TU.

2.3. Doi tugng nghién ciru: Ngudi bénh
gom san phu (dé thudng, dé md), ngudi bénh
md phu khoa, lam tha thudt san phu khoa, dinh
chi thai quy II dugc cham soc y t€ tai Khoa
DTTYC clia Bénh vién Phu san TU.

- Tiéu chudn lua chon

e Ngu@i bénh goém san phu, ngudi bénh diéu
tri phu khoa, pha thai.

e Tui > 18 tudi, khéng phéan biét dan toc

e D3 diéu tri va lam xong thl tuc xuat vién tai
Khoa DTTYC ctia Bénh vién Phu san TU.

- Tiéu chuan loai trir

e Ngusi bénh diéu tri cac bénh phu khoa ac
tinh (ung thu).

e Khdng dong y tham gia nghién ciru

e Ngusi bénh dang cd cac bénh ly khac di
kém: r6i loan tdm than, khong lam chd dugc
hanh vi, tram cam... .

2.4. C@ mau va phudng phap chon mau:
SU dung cong thic tinh ¢d mau udc lugng 1 ty 1€
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Trong do:

ep la ty 1€ udc lugng ty Ié ngudi bénh hai
long vé dich vu y té€. Theo khao sat nhanh cla
bénh vién quy I1I/2019 thi ty Ié hai long & khoa
DTYC la 86,0%, tic p=0,86.

eZ = 1,96 (a = 0,05, do tin cdy 95%, thu tir
bang 2)

o d = 0,05 la sai sO tuyét ddi cho phép

Thay vao cong thuc ta dugc n = 185. Dy ki€n
c6 khoadng 5% bo cudc, vi vay mau trong nghién
ctru la 194 bénh nhan. Trén thuc t€, ching t6i da
khao sat dugc trén 200 bénh nhan.

Chon mau thuan tién nhirng bénh nhan du
diéu kién tham gia nghién c(u.

2.5. Bién s0 nghién cltu

- Nhém bién s6 thdng tin chung vé ddc diém
cla ngugi bénh

- Nhom bién s6 vé su’ hai long cla ngusi bénh
bao gém 05 khia canh: Su tin tudng; Su phan
hoi; Su dam bao; Su' cam thong; Yéu té hitu hinh.

2.6. Phuong phap xur ly s6 liéu. SO liéu
thu thap bdng bénh an nghién clru, dugc ma
hda, nhap liéu bang phan mém Epidata 3.1. S8
liéu dugc xr ly bdng phan mém SPSS 20.0

Ill. KET QUA NGHIEN cU'U

3.1. Thong tin chung vé doi tugng
nghién cfu. Vé cac dac cua DTNC, phan Ién
ngudi bénh cd do tudi >30 tudi, chiém 74,5%,
dd tudi trung binh 1a 33 £ 6,4 tudi. Hau hét
DTNC hién dang sinh sdng tai thanh ph6 Ha Noi,
tai khu vuc ndi thanh la 43%, ngoai thanh la
30,5%. VEé trinh d6 hoc van, dGi tugng tir cao
dang tra |1én chiém ty 1& 87,5%. V& nghé& nghiép,
doi tugng la cong chirc, vién chirc chiém hon
mét nira s6 DTNC (51%). C& 64,5% s8 dbi
tugng chia sé minh c6 mirc thu nhap ca nhan tu
5-10 triéu dong, nhom thu nhdp tir 10-20 triéu
chiém 31%, dugi 5 triéu chiém ty Ié thap nhat la 4,5%.

3.2. Su hai long cia ngu'Gi bénh

23_‘
— |

76.5
= Hai long = Khong hai long

Biéu db 3.1: Ty Ié hai Iong chung vé dot
nam vién nay
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Bang 3.1. Su’ hai long cua nguoi bénh vdi khia canh tin tudng

Mirc dd HL Hailong | Khong hai long Piém
NGi dung n % n % TB+SD
Khi bénh vién htfa sé lam viéc gi thi ho s€ hoan thanh | 183 91,5 17 8,5 4,38 + 0,63
Cac nhan vién y té rat ky luat 190 95 10 5 4,46 £ 0,59
Cung cap dich vu theo dung th(f tu xép hang 183 91,5 17 8,5 | 429 +0,61
Cung cap dich vu ngay khi dugc yéu cau 172 86 28 14 4,09 £ 0,60
Ghi lai théng tin vé ngugi bénh chinh xac, day du | 186 93 14 7 4,43 £ 0,62
Hai long chung 165 | 82,5 35 17,5 | 4,32 £0,40
Bang 3.2. Su hai long cua ngudi bénh vdi khia canh phan hoi
Mirc d6 HL Hai long Khéng hai long | Piém
NGi dung n % n % TB+SD
Cac thong tin dudc cung cap trudc khi
thuc hién cac dich vu 189 94,5 11 5,5 4,37 £ 0,58
Dich vu dugc thuc hién ngay 172 86 28 14 4,04 +£ 0,56
Nhan vién y té€ lubn lubn san long gitp dé 179 89,5 21 10,5 4,13 + 0,56
Co thé goi dudc nhan vién y té khi can 180 90 20 10 4,14 £ 0,56
Hai long chung 160 80 40 20 4,15 + 0,33
Bang 3.3. Su’ hai long cua nguoi bénh vdi khia canh dam bao
Milrc do HL| Hailong [Khéng hailong| Piém
NOQi dung n % n % TB+SD
Cam thay an toan va dugdc bao vé khi g bénh vién | 195 | 97,5 5 2,5 4,52 £ 0,54
Pugc giai thich day du cac thong tin vé tinh trang
bénh Iy ctia minh 175 87,5 25 12,5 | 4,27 £ 0,66
Nhan vién y t& c6 du kién thirc d€ tra I8i cac cau
hoi cia ngut bénk 172 | 86 28 14 | 4,26 + 0,68
Nhan vién y t€ cd thai do nha nhan vdi nguGi bénh | 178 89 22 11 4,09 + 0,55
Hai long chung 166 | 83 34 17 4,20+ 0,41
Bang 3.4. Su hai long cua ngudi bénh vdi khia canh cam théng
Mircdd HL | Hailong [Khéng hailong] Piém
NQi dung n % n % TB+SD
Nhan vién y t€ quan tam dén ngudi bénh 194 92 16 8 4,12 £ 0,51
Gig giac phuc vu ngugi bénh phu hgp 167 | 83,5 33 16,5 | 4,12 £ 0,66
Nhan vién quan tdm dén tirng tinh trang bénh 169 | 84,5 31 15,5 | 4,27 + 0,66
Nhan vién th3u hi€u méi quan tam cla ngugi bénh | 170 85 30 15 3,99 + 0,54
Nhan vién thau hiéu caé:ér:]r;]u cau cu thé cua ngudi 169 | 81,5 31 15,5 | 3,98 + 0,52
Hai long chung 167 | 83,5 33 16,5 | 4,02+0,34
Bang 3.5. Su’ hai long cua ngudi bénh vdi cac yéu té hiru hinh
Mirc d6 HL Hai long Khong hai long | Piém
Noi dung n % n % TB+SD
Nhan vién y t€ an mac dong phuc dun
qu;,’ dinh ci bénh%ign 9 | 200 100 0 0 4,44 £ 0,49
M0i truGng bénh vién sach sé 168 84 32 16 4,07 £ 0,62
Day du trang thiét bi 178 89 22 11 4,13 + 0,57
Cg s@ vat chat cam thay hai long 149 74,5 51 25,5 3,87 £ 0,59
Hai long chung 149 74,5 51 25,5 4,12 + 0,41

IV. BAN LUAN

4.1. Su hai long vé khia canh tin tuéng.
D&i véi khia canh tin tudng, diém trung binh hai
long la 4,32 +0,4 va c6 82,5% DTNC danh gia
hai long, thap han két qua cua tac gia Nguyen
Thu HuGng (2016) la 84,5% [4] va cao han danh
gid cia ngudi bénh tai bénh vién & Malaysia

(2017 — 2019), ty Ié hai long vé khia canh tin
tudng la 68,9% [5]. K&t qua nay cho thay, phan
I6n ngudi bénh hai long véi chat lugng dich vu
tai khoa DTTYC. Diéu nay phlu hgp vdi dic diém
bénh vién Phu san TW la bénh vién tuyén dau
cla ca nudc, la tuyén cudi ti€p nhan cac ca bénh
nang nén trinh d6 chuyén mén va kha ndng x&r
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tri, chdn doan cla dd ngli y bac sy & day rat tot.
Mat khac, khoa Diéu tri theo yéu cau la khoa
dinh hudng cta bénh vién véi dic diém hau hét
khach hang s dung dich vu theo goéi, chi tra
m(c cao nén cac y bac sy & day la nguGi dugc
tuyén chon ky luBng vé chuyén mén va thai do
vGi ngusi bénh nén ty Ié hai long vé khia canh
tin tudng cao la hap ly.

4.2. Su hai long vé khia canh phan hoi.
Su phan héi hay dap ng thé hién mic dd trao
doi, chia s, cung cap thdng tin cho ngudi bénh
va viéc thuc hién cac dich vu cia NVYT. Khia
canh nay co ty Ié hai long chung cla ca khia
canh la 80% kha tugng dong véi két qua nghién
clfu tai bénh vién Nhi TW cla tac gia Nguyén Thi
Hién (2017) [6], su tuang déng nay cd thé do 2
bénh vién déu la bénh vién chuyén khoa tuyén
cudi nén co su tuang dong trong viéc cung cap,
phan hoi dich vu. Mdt khac, ty 1& nay thap hon
so V@i nghién cru clia tac gia Nguyen Thu HuGng
(2016) V6i ty 1& 93,1% [4] ,tuy nhién diém TB
khia canh nay cta nghién cltu la 4,15 £0,33 cao
han so véi 2 nghién clru con lai va cao hon diém
B danh gia vé khia canh phan héi clia nghién cru
tai Nigeria (2020) la 3,6+0,63 [7]. Ty Ié nay thap
han ¢ thé do nghién cltu thuc hién tai cac bénh
vién tuyén khac nhau, trén cac nhom doi tugng
khac nhau nén két qua danh gia hai long vé kha
ndng phan hoi khdng giéng nhau.

4.3. Su hai long vé khia canh dam bao.
Su dam bao la vé kién thlc, ky nang va chuyén
mon cla nhan vién y té€ lién quan dén viéc cung
cap dich vu va kha nang tao niém tin va su tin
cay cho ngudi bénh. Trong 6 nhém tiéu chi danh
gia hai long, khia canh dam bao la nhém dudc
danh gid hai 16ng cao nhéat vai diém TB la 4,2 +
0,41 va ty Ié hai long chung la 83%. Két qua cho
thdy su hai long cla ngugi bénh vdi khia canh
nay 6 mirc kha cao. Cao han nghién clru cua tac
gid Umoke M va cdng su véi diém danh gia trung
binh la 3,07+0,63 diém [7]. Cao hon ty 1& ngudi
bénh hai long trong nghién clu clia Nguyen Thu
Hudng (2016) [4] la 81,6%, va thdp haon két qua
trong nghién ctu cta Nguyén Thi Hién (2017) la
94,2% [6]. VGi déc diém la bénh vién chuyén
mon tuyén dau, doi ngli CBYT dudc dao tao bai
ban, cé trinh d6 chuyén moén cao nén két qua
nay la hoan toan phu hgp.

4.4. Su hai long vé khia canh cam thong.
Su’ cam théng thé hién su kha nang hiéu biét vé
tam sinh ly cling nhu nhu cdu cda ngudi bénh
khi ndm diéu tri tai khoa. TU d6 NVYT ndm bat
dugc nhu cau cta ngugi bénh va quan tdm dén
nhitng diém can luu y d6i v8i cac nhdm ngudi
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bénh s dung dich vu khac nhau dé cé phuang
an phuc vu cho phu hgp. Trong nghién cru cua
chung t6i, cd 83,5% s6 BPTNC danh gia hai long
vé khia canh cdm théng trong dot diéu tri nay, ty
I€ hai long cua ting tiéu chi nhd trong khia canh
nay déu trén 80%. K&t qua nay kha tuong dong
vGi két qua nghién cru cla Nguyén Thu HuGng
(2016) [4]. Diéu nay cho thay, phan I6n NVYT da
¢ su' quan tdm, thdu hi€u dén tinh trang tir do
cd hiéu biét v& nhu cau clia ngudi bénh, tuy
nhién ban lanh dao khoa van can chd trong nang
cao ky ndng giao ti€p, trao ddi, tuong tac Vi
ngudi bénh dac biét la do6i ngli Bac sy, diéu
duBng nhitng ngudi thudng xuyén ti€p xuc vdi
ngudi bénh va ngudi nha ngudi bénh.

4.5. Su hai long véi cac yéu to hiru hinh.
Yéu t6 hitu hinh la nhitng yéu t6 vé cd sg vat
chat, trang thiét bi, trang phuc cla NVYT, moi
trudng xung quanh. Ty |é danh gia hai long
chung clia cac BTNC & khia canh nay la 74,5%,
thap nhat trong toan bd cac khia canh danh gia.
Ty 1& nay thap hon nhiéu két qua nghién cltu cia
tac gia Nguyén Thu Hutng (2016) 1a 76,4% [4],
Nguyén Thi Hién (2017) 13 96,3% [6]. Ty I& ndy
dugc danh gid thdp da phan anh ddng nhiing
kho khan vé cd sd vat chat, trang thiét bi cla
khoa trong thdi di€ém nghién cfu. Toa nha cla
khoa dugc xay dung tir 2001, da cé trén 20 nam
st dung, dang dan xudng cap va hién nay khong
dap Ung dugc nhu cau ngu@i bénh. Toa nha
khéng cé thang mdy, phong diéu tri nhd, chat
chdi, khu vé sinh chi c6 bé ngbi xbm ma ngudi
bénh vao khoa phan 16n la c6 chi dinh phau
thuat nén di vé sinh cd nhan rat khé khan...
Ngoai ra, cac phuang tién phuc vu ngudi bénh
cling cii, hong héc nhu diéu hoa, ti ca nhan cho
budng bénh, khong cé chubéng goi nhan vién tai
budng bénh... chua mang lai su thuan tién cho
ngudi bénh khi st dung dich vu. Bénh nhan diéu
tri tai khoa DTTYC c6 gid dich vu cao han cac
khoa khac, nén khi so sanh véi co s vat chat
cla toa nha BC va gia dich vu bénh vién thi
ngudi bénh thudng cam thdy khong hai long.

4.6. Panh gia hai long chung cia ngudi
bénh vé dot nam vién. Theo két qua nghién
cttu, ¢ 76,2% ngudi bénh hai long vé dgt diéu
tri nay. K& qua nay thdp hon so véi két qua
nghién cfu cla tac gia Nguyén Thu Hudng
(2016) la 84%, Nguyen Thi Hién (2017) Ila
87,1% [4, 6], két qua nay cd thé dugc ly giai la
do tiéu chi hai long vé cd sé vat chat, moi trudng
cla khoa khong dugc danh gid cao nén tir do
anh hudng dén két qua danh gid hai long cla
cac tiéu chi khac va hai long chung clia nghién
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clfu. Khi so sanh v@i cac bénh vién tuyén trung
ugng chuyén nganh san, phu khoa, mot nghién
cltu dugc thuc hién nam 2016 ciling tai khoa
DTTYC cho két qua trai ngugc, véi ty 1€ hai long
chung Ién t&i 91%, tai thai diém dd, khoa DTTYC
van la khoa c6 cg s@ vat chat tot, ty 1€ hai long
dat 89,2% va dap ('ng kha t6t yéu cau cla ngudi
bénh [8]. Tuy nhién, véi su xuat hién cla cac toa
nha mdi, ngudi bénh sé cé su so sanh nhat dinh.
Chinh vi vay, két qua hai long chung trong
nghién cltu cla chung toi cé két qua chi dat mic
trung binh kha (76,2%), thap hon rat nhiéu so
vGi nghién ctu cung dia diém ndm 2016 [8].

V. KET LUAN

Két qua nghién cliu da cho thdy, muic do hai
long chung cta ngudi bénh tai khoa DTTYC,
Bénh vién Phu san TU dat mic khad (76,2%),
trong dé ty 1€ hai long clia cac khia canh: tin
tudng la 82,5%; phan hoi la 80%; dam bao la
83%; cam thong la 83,5%, cac yéu t6 hitu hinh
la 74,5%. D& cai thién su hai 1dng cla ngudi
bénh trong thdi gian t&i, ban 1anh dao bénh vién
can co phuaong an cai tao, duy tu cc sé ha tang;
stfa chifa, thay thé cac trang thiét bi phuc vu
ngudi bénh tai khoa.
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KET QUA PIEU TRI SOC PHAN VE TAI KHOA HOI SU'C TiCH CyC -
CHONG POC BENH VIEN SAN NHI NGHE AN TU’ NAM 2018 PEN 2019

TOM TAT

Muc tiéu: danh gia két qua diéu tri s6c phan vé
tai khoa hdi stc tich cuc - chong doc Bénh vién San
nhi Nghe an. Doi tugng va phu’dng phap nghlen
clru: mo ta cat ngang trén 28 bénh nhan dugc chan
dodan s6c phan vé va diéu tri tai Khoa Hdi strc tich cuc
- chdng dbc, Bénh vién San nhi Nghé an tir thang
1/2018 dén thang 9/2019. Két qua khang sinh la
nguyén nhan chinh gay soc phan vé (82,1%), tlep
theo la vaccine (14, 3%) Phan vé do III chiém da s6
(64,3%) va 10,7% trudng hdp co tién sur di Ung. Vé
diéu tri: co 25 bénh nhan on dinh - ra vién chiém
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89,3%, 3 bénh nhan tu vong chiém 10,7%. Tat ca
bénh nhan déu dugc xUr tri ban dau bang adrenalin
tiém bap va déu dudc hd trg hd hap. Tat ca bénh
nhan t&r vong déu 13 phan vé do III va déu do di
nguyén khang sinh ding dudng tinh mach. K&t luan:
Can phat hién sém tinh trang s6c phan vé va xr tri kip
thdi. SUr dung adrenalin tiém bap ngay khi phan vé tur
do II tra Ién.
Keyword: sGc phan vé, két qua diéu tri, tré em

SUMMARY
RESULT OF TREATING ANAPHYLAXIS IN
INTENSIVE CARE & TOXICOLOGY UNIT AT
NGHE AN OBSTETRICS AND PEDIATRICS
HOSPITAL FROM 2018 TO 2019
Purpose: Evaluate treatment results of
anaphylaxis in intensive care and toxicology unit at
Nghe An Obstetrics and Pediatrics hospital. Methods:
A cross-sectional study on twenty-eighth patients
diagnosed with anaphylaxis and was treated in
intensive care and toxicology unit at Nghe An
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