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TOM TAT

M@ dau: Viéc cung cadp chat lugng cham sdc suc
khde hiéu qua va Idy bénh nhan lam trung tam la diéu
quan trong hang dau. Su hai Iong cua benh nhan la
mot trong nhu’ng ch| sO thi€t yéu cua quan ly sic
khoe cd thé glup cai thién chat lugng dich vu trong
cac cd sd chdm sdc stic khde. Do vay, nghién cltu xac
dinh mérc do hai long ctia bénh nhan dai véi cac dich
vu ngoai trd dugc cung cap tai bénh vién s& gitip nhan
V|en y t€ nhan thu’c dugc nhifng thi€u sot va cai thién
cong tac chdm soc cho bénh nhan t6t hon, dong thdl
phat trién chat lugng dICh vu y té€ tai benh vién noi
chung. Muc tiéu: Banh gid mic do hai long cta bénh
nhén ngoai tri ddi vdi dich vu xét nghiém tai Bénh
vién Dal hoc Y Du’dc TP.HCM & cac khau: Tiép nhan,
Idy mau, tra ket qua Doi tugng va phuong phap
Nghlen cu‘u md ta cdt ngang hang loat ca, danh gla
bang phi€u khao sat dugc tién hanh tai Khoa Xét
Nghiém — Bénh vién Dai hoc Y Dugc Thanh ph6 HG6
Chi Minh tLr 01/2021 dén 12/2021, Két qua: Qua
khao sat va danh gia su ha| Iong cla 487 lugt bénh
nhén véi ty & 67,89% nit va 32,11% nam vdi do tudi
trung binh la 45, 16 + 12,35. Ty Ie hai 1dng chung ndm
2021 dat 95 12%, trong do murc d6 hai Iong khau tlep
nhan, chuan bi 1a 96 ,95%; trong thdi gian Iay mau la
96,1 /o, vé thdi gian tra két qua la 96, 3%. Két luan:
Ty I€ hai long cua ngudi benh d6i vdi cac dich vu cla
khoa Xét nghiém — Bénh V|en Pai hoc Y dugc déu tang
so vdi ndm 2020. Ap dung cac tiéu chuan tai khoa xét
nghiém déu phu hgp véi thuc tién ma mang lai su hai
long cho bénh nhan

Tur khoa: dich vu xét nghiém, hai long khach
hang
SUMMARY

ASSESSMENT OF OUTPATIENTS
SATISFACTION OF THE QUALITY OF
TESTING SERVICES AT UNIVERSITY
MEDICAL CENTER IN HO CHI MINH CITY

Background: Delivering effective and patient-
centered quality care is of paramount importance.
Patient satisfaction is one of the essential indicators of
health management, which can help improve service
quality in healthcare facilities. Therefore, research to

determine the level of patient satisfaction with
outpatient services provided at the hospital will help
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medical staff to recognize shortcomings and improve
patient care. and at the same time develop the quality
of medical services at the hospital in general.
Objective: Assessing the satisfaction of outpatients
with testing services at the University of Medical
Center in Ho Chi Minh City at the following stages:
Register, collecting sample, returning results.
Materials and method: A cross-sectional descriptive
study of a series of cases, assessed by questionnaires,
was conducted at the Laboratory Department -
University of Medical Center in Ho Chi Minh City from
01/2021 to 12/2021. Results: Satisfaction assessment
of 487 patients with the rate of 67,89% female and
32,11% male with the average age of 45,16 + 12,35.
The overall satisfaction rate in 2021 will reach
95,12%, of which the level of satisfaction at the
reception and preparation stages is 96,95%; during
blood collection is 96,1%; on time to return results is
96,3%. Conclusion: The satisfaction rate of the
internal customer group for the services of the
Laboratory Department - University of Medical Center
Ho Chi Minh City has increased compared to 2020.
Applying the standards at the laboratory bring
satisfaction to customer.

Keywords: testing service, customer satisfaction

I. DAT VAN DE

Su hai long cua bénh nhan dugc dinh nghia
la bao gom ca thai do va nhan thirc tich cutc cla
bénh nhéan vé cac khia canh khac nhau ctia cham
soc sirc khoe va la mot yéu té quan trong trong
viéc danh gia dich vu clia bénh vién [6, 7]. DS la
mic d6 ma mét bénh nhan danh gid su trai
nghiém ctia ho d6i vdi viéc cham sdc sic khde cd
hiéu qua, mang lai Igi ich cho nhu cau va mong
dgi ctia ho. Su hai long cla ngudi bénh la thudc
do thanh cong cua dich vu do cd sé y té cung
cap. Néu bénh nhan khong hai long véi don vi
cung cap dich vu y té thi ho sé rgi bd sang nai
khac hodc chi dén khi thuc su’ bi bat budc. Do
ludng su hai long clia bénh nhan da trd thanh
mdt phan khéng thé thiéu trong cac chién lugc
quan ly bénh vién nham dam bao va céng nhan
chat lugng & hdu hét cac qudc gia [2]. MGt trong
nhitng cach hién dai nhat dé diéu tra chat lugng
chdm soc la do ludng y kién khach hang bén
trong vdi tu cach la ngugi sir dung dich vu. Viéc
danh gia su hai long clla ngudi bénh ngoai tru
nhu mot chi s& danh gid rat quan trong dé hiéu
dugc mong dgi cla ho, xac dinh nhu cau va
mong dgi véi hé thong y té€ [6]. Tai Viét Nam,
danh gia nay dugc thuc hién dinh ky hang ndm
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théng qua cbng tac ki€ém dinh chat lugng dich
vu, bdi cac Cap va don vi chuyén mon doéi véi
tirng bénh vién, co sG y t&€ nhdam nang cao chat
lugng phuc vu nguGi bénh néi chung [3]. Do vay,
moi bénh vién déu cd chuang trinh hay du an
noi bd cho viéc danh gid su hai long ctia khach
hang bén trong va khach hang bén ngoai ddi véi
cac dich vu xét nghiém. Tuy nhién, viéc do luGng
su hai long la han ché hoac khong dang tin cay &
nhiéu ngi, ma mot trong nhifng nguyén nhan cua
su han ché nay la do phuong thirc va st dung
céng cu danh gia chua phu hgp [3,5]. Dua trén
su' thi€t yéu trong viéc danh gia hai long cula
ngudi bénh doi vdi dich vu xét nghiém, moi nam,
Khoa Xét nghiém Bénh vién Dai hoc Y Dugc
TP.HCM déu thuc hién danh gia, thong ké khao
sat d€ cai tién chét lugng.

Il. DOI TUONG VA PHUONG PHAP NGHIEN CU'U

Poi tugng nghién ciru

Doi tuong nghién ciru: Tat cad ngudi tir da
18 tuGi trd lén, dén kham bénh ngoai tri va
dugc chi dinh thuc hién xét nghiém tai Khoa Xét
nghiém, bénh vién Pai hoc Y Dugc TP.HCM nam
2021. B

Tiéu chi chon mau:

— €6 chi dinh thut hién xét nghiém mau

— TUr 18 dén 70 tudi

- Dong y tham gia nghién ctru

Tiéu chi loai ra:

— Thubc cac déi tugng uu tién hodc bénh
ndng, nam bang ca, di chuyén bang xe I1&n.

— Khéng hoan thanh bo cau hdi.

— Rai khoi nghién ciu N

C3 mau: Ap dung cong thic tinh ¢ mau udc
lugng mot ti 1€ trong dan s6:

Zfl_fq_r]pil—p)
nz  d

Trong do: n: cd mau téi thi€u can thiét.

Zu-9 - 196 tuong (ng véi a = 0,05
(khoang tin cay 95%).

p: Ti Ié ngudi bénh hai long.

d: do mong muon chinh xac

m: d6 sai sO clia nghién clru

Hién tai, chua cé nghién cltu danh gia su hai
long clia ngudi bénh la khach hang bén ngoai doi
véi dich vu xét nghiém, do d6, nghién clru chon
p=0,5 cho ¢ mau I&n nhat véi ky vong két qua
nghién cltu c6 t6i thifu 50% bénh nhan (&
khoang tin cay 95%) hai long vdi tat ca dich vu

T cOng thirc trén, ¢ mau tinh dugc la 487
nguoi

Thiét ké nghién ciru. Cit ngang mo ta
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hang loat ca

Phuong thirc thu'c hién

— Thuc hién khdo sat doc lap, mu don.
Ngudi giam sat danh gia: khong truc thuéc Khoa
xét nghiém.

— Tat ca dir liéu déu dugc ma hoa.

— Xay dung bd cau hoi phéng ban cau truc,
tai cho véi thang Liker 5 diém lugng gia.

banh gia ca 3 bo phan: ti€p nhan, l1dy mau,
tra két qua.

Xt ly két qua. DT liéu dugc nhap bang phan
mém Excel va phan tich bang phan mém SPSS
20.0. Mai lién quan cé y nghia thong ké khi p <
0,05 vdi khoang tin cay 95%. Cac bién sd nén,
bién nhi gid dugc mé ta bang tan s6 va ti lé.

Van dé y dirc. Nghién cltu da thong qua hoi
dong y duc theo quyét dinh s6 49/GCN-HDDD
ngay 14 thang 6 nam 2022
IIl. KET QUA NGHIEN cU'U

Pic diém chung ¢ mau nghién ciru

Bang 1: Pic diém gidi tinh, nhom tuéi,
nghé nghiép

SO lugng| Ty Ié phan
(N) tram (%)
Gidi tinh
Nam 156 32,11
N{ 331 67,89
Nhém tudi
< 40 tudi 175 35,83
40 — 60 tudi 125 25,76
>60 tudi 187 38,41
Nghé nghiép
Nhan vién van phong 62 12,67
Lao dong tu do 210 43,12
Nghi huu, 18n tuoi 215 44,21

C6 487 Ilugt bénh nhan dugc dua vao nghién
ctu, ty 1é gidi tinh nit/nam la 3/1 véi phan tram
tuong Ung 67,89% va 32,11%; d6 tudi trung
binh la 45,16 + 12,35, trong dé ty |é phan tram
& cac nhdm tudi ¢ su’ phan bd dong déu (nhém
< 40 tudi la 35,83%; nhém 40 — 60 tudi la
38,41% va nhém > 60 tudi la 25,76%). Trong
phan nhém nghé nghiép, nhdm lao déng ty do
(bubn ban, lam rudng...) va nhdom bénh nhan Ién
tudi, gia yéu chiém ty & cao nhat tuong (ng la
43,12% va 44,21%

Mirc d6 thudng xuyén sir dung dich vu
tai Khoa Xét nghiém trong vong 12 thang.
Bi€u dd 1 cho th3y ty I1é phan trdm nhém bénh
nhan tai kham dinh ky (2-4 thang/lan) chi€m ty
Ié cao nhat trong nhém nghién clru véi 50,73%;
Nhém bénh nhan véi tan it (<1 [an/nam) chi€ém
ty & thap nhat vdi 8,78%. Két qua nay cling
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hoan toan phu hgp vdi tinh hinh thuc t€ kham
chira bénh tai Bénh vién Pai hoc Y Dugc Tp.HCM
Mirc dé thwérng xuyén sir dung dich vu

60 50.73%
50
40
30 19.51% 20.98%
20
8.78%
10
0 [ |
Thudng Doikhi(4-6  Dinhky(2-4 it (21 1&n/nam)
xuyén(s2 thang/Ian) thang/lan)
thang/lan)

Biéu db 1: Ty Ié tin sudt thuong xuyén su’
dung dich vu tai khoa Xét nghiém
Ty 1€ hai long é khau tiép nhan
Bang 1: Muc dé hai long trong thoi gian
chuén bi I3y mau

Ty Ié [Ty Ié hai
i3 ‘ hai long| long
STT Tiéu chi Sm g
2020 2021
Ty |€ hai long vé cac
quy dinh uu tién (>
L) 75 tudi, mang thai, 89,2 98,8
ngdi xe Ian...)
Ty 1€ hai long vé viéc
2 | xép hang theo s6 thir | 83,2 95,6
tu
Ty 1€ hai long vé vi tri
3 cho ngoi chd 1dy mau 91,4 97,3
Ty |é hai long vé thdi
4 | gian chd 1y méu 86,1 96,1

Ty |é hai long véi chat lugng két qua xét
nghiém: 1 |a rat hai long, 2 la chdp nhan dugc, 3
la khong hai long

Nhéan xét: Két qua khdo sat nam 2021 cho
thdy ty 18 hai long trong thdi gian chuan bi 18y
mau déu tang cao so vGi nam 2020 trén tat ca
cac tiéu chi: giai quyét cac ché do uu tién, xép
hang theo so th(r tu, vi tri cho ngbi chd, thdi gian
chd ldy mau, su khac biét cd y nghia thdng ké
V@i p < 0,05

Ty Ié hai long vé quy trinh lay mau

Bang 2: Muc dé hai long trong thoi gian
18y mau

2 Ty 1€ hai Iong vé tu' thé

ngoi lay mau 90,2 9.6

3 Ty lé chdp nhan cam

giac dau khi lay mau 85,4

96,3

Ty lé hai long vé thai

4 |d0 clia diéu duBng (an| 90,1 95,1

can, tran an, dan do...)

Tylé [Ty lé hai
Cn . hai long| long
STT Tiéu chi nam n3m
2020 2021
Ty I€ hai long vé cac
cau hoi doi chiéu thong
1 [tin tén, ndm sinh (tudi),| 82,2 97,3
dia chi trén phi€u chi
dinh

Nhén xét: Khao sat sO liéu nam 2021 cho
thdy, ty 1€ hai long cia bénh nhan trong qua
trinh 1dy mau thgi gian tra két qua xét nghiém
déu cai thién so véi nam 2020: 15,1% ty Ié hai
long vé viéc dbi chi€u cac thong tin trén phi€u
chi dinh; 5,4% vé tu thé thoai mai, thuan tién
khi ng6i lay mau; 10,9% ty lé chdp nhan cadm
giac dau khi Iay mau va 5% ty Ié hai long vé thai
do phuc vu cla diéu duGng

Ty I€ hai long vé thai gian tra két qua

Ty Ié hai long vé thei gian tra két qua

100.0 09

22

95.0

90.0 ® Khong hai long

Chép nhan dugc
85.0 B
M Rat hailong

80.0

750 *
Nam 2020 Nam 2021

Biéu db 2: Ty Ié hai long vé thoi gian tra
két qua

Nhan xét: Khao sat 487 Ilugt khach hang
ngoai tru sr dung dich vu xét nghiém trong nam
2020 va 2021, ty |é vé thdi gian tra két qua cé su
cai thién vugt tréi tr 86,3% Ién 96,3% trong
vong 1 nam. Bén canh do, ty Ié khong hai long
khdng ¢ su thay déi dang k& véi ty 18 tucng
Ung la 0,9% va 0,5%

IV. BAN LUAN

Pham vi nghién clfu clia chlng toi tap trung
vao nhom khach hang la nguGi bénh ngoai tru
dén kham va s dung dich vu tai khoa xét
nghiém Bénh vién Pai hoc Y dugc Tp. HO Chi
Minh. P&c diém phan b ty & theo dd tudi la
nhém < 40 tudi 1a 35,83%); nhém 40 — 60 tudi la
38,41% va nhdém > 60 tudi la 25,76%; nhom
bénh nhan thudng xuyén s dung dich vu (2-4
thang/lan) cling chiém ty 1€ cao nhat trong nhom
nghién ctu la 50,73%. Theo phan tich cla Pini
va cdng su (2014) [9], d3c diém v& nhom tudi va
trinh d6 hoc van c6 mdi lién quan cé y nghia véi
su danh gia cia ho dén chat lugng chat lugng
dich vu y t& Mot yéu t6 nita la thsi diém su
dung dich vu vao budi sang hay budi chiéu, cac
phéan tich déu cho thay trong cing mot khu vuc
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déu cd su khac biét I6n vé cam nhan cua ngudi
bénh vé co sé vat chét, diéu nay cd thé dugc cho
la s6 lugng tap trung déng vao budi sang tao ra
cam giac chat choi va khong gian chat hep.

Panh gia ty Ié hai long trong thai gian
chuan bi 1dy mau. Cic sb liéu khao sat ndm
2021 déu cho thay co su cai thién rd rét vé mic
dd hai 16ng trén tat ca cac tiéu chi, cu thé 13 tdng
dén 10% so v3Gi nam 2020 ty Ié khach hang hai
long vd&i thai gian chd Idy mau va thdi gian tra
két qua. Két qua nay cd dudgc la su no luc cla
viéc ap dung cac bién phap cai tién nhu tang so
ban &y mau, tang cudng giG md clra phong xét
nghiém, ddy manh 4p dung cdng nghé théng
tin... Trén thuc t&, van dé Idn trong té chilic cac
hoat dong kham chita bénh ngoai trd la danh
sach chd cac thu tuc hanh chinh va thdi gian chg
doi dén lugt, yéu té nay coé anh hudng truc tiép
dén su hai lIong khach hang va déng vai tro 16n
trong quyét dinh quay trd lai si dung dich vu.
Theo két qua bao cao clia mot sé khu vuc khac
nhu Hy Lap, An D0... khéng tim thdy m6i quan
hé ¢4 y nghia théng k& nao giita su’ hai l1dng tong
thé véi cac dic diém nhan khiu hoc, tuy nhién
viéc phan tich cac tham s6 riéng & cho thay xép
hang dich vu phu thudc phan I6n vao tinh trang
stic khoe cua bénh nhan. Cu thé, nhitng ca nhan
¢d tinh trang sdc khée t6t sé cd nhitng danh gia
tich cuc va cho diém s6 cao hon [5,7]

Panh gia ty Ié hai long trong thgi gian
1dy mau. Cic yéu t6 dé danh gid su hai long
trong qua trinh 18y mau chd yéu tap trung vao
thai do va ky ndng giao ti€p clia nhan vién y t€.
Nghién clru cua Asres va cong sy (2018) [3] cho
thdy phan I&n bénh nhan hai long véi thai do va
ky nang giao ti€p cla nhan vién cung cap dich vu
cham séc. Trdi lai, nghién clu ciia Kamra (2016)
[5] hay cla Melese (2014) [6] thé hién su danh
gid khong tot cia hau hét bénh nhan doi vdi
hanh vi cla diéu duGng.

Panh gia su hai long vdi nhan vién khoa xét
nghiém bénh vién Dai hoc Y dugc dugc khao sat
tap trung vé ti€p nhan thong tin va phan hoi
thong tin, ki€n thdc k§ nang dua ra I6i khuyén
tan tinh, chuyén nghiép va thai do phuc vu
(nhiét tinh, lich su, nha nhan). Cac so6 liéu thong
ké dugc thé hién & biéu d6 2 déu cho thay su cai
thién vé mirc d6 hai long clia khach hang trén tat
ca cac tiéu chi. Tuy nhién, c6 thé md rong hudng
nghién clu tdp trung cac tham sG danh gia
nhitng yéu to lién quan dén su hai long trong x&r
ly cac tinh hudng cdp clru hay su hai long vé
théng bao tur ch6i mau va cac van dé phat sinh
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cla bénh nhan. Bong thdi, can tang cudng han
nita cac khda tap hudn, dao tao lién tuc nham
cap nhat kién thirc, ren luyén thai do, hanh vi,
tac phong chuyén nghiép cho cla nhan vién y té

V. KET LUAN

Nghién ciru thuc hién khao sat 487 lugt bénh
nhan véi d6 tudi trung binh 1a 45,16 + 12,35. Ty
I& hai long chung nam 2021 dat 95,12%, trong
dd mirc dd hai long khau ti€p nhan, chuén bj la
96,95%; trong thdi gian lay mau la 96,1%; vé
thai gian tra két qua la 96,3%

Viéc khao sat cac yéu to riéng lé cd kha ndng
dua ra su danh gid téng thé cho cac dich wvu
ngoai tru
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