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THU'C TRANG SU' HAI LONG CUA NGU'O'l NHA BENH NHI
PIEU TRI NGOAI TRU TAI BENH VIEN NHI PONG 2

Nguyén Huy Ngoc!, L& Cao Anh Huy?, Thai Thi Thanh Thiiy?,

TOM TAT

Pat van dé: banh gia sy hai long cua ngudi
bénh va ngugi nha la quy dinh trong bo tiéu chi dénh
gia chat lugng bénh vién. Nghlen cltu nay tiép can
danh gia hai long theo hu’dng mdl s dungthang do
SERVPERF, két qua ngh|en cltu cd thé ap dung ngay
tai don vi. Muc ti€u: MO ta thuc trang su hai long cla
ngudi nha bénh nhi diéu tri ngoai trl tai khoa Tam Iy -
VLTL, Bénh vién Nhi dong 2 ndm 2022. Pdi tugng va
phuang phap nghién clru; Nghién clru cat ngang
trén 250 ngerl nha bénh nhi thuc hién tai khoa Tam Iy
- VLTL, Bénh vién Nhi dong 2 tr thang 03/2022 dén
thang 07/2022 Két qua Piém hai long trung binh
chung 4,47. Ty |é hai long chung dat 94,9%. Diém hai
long trung binh riéng ting nhom tidu  chi: sy hitu
hinh: 4,45, ty |é hai long chung 95,2%; su tin tudng:
4,51 ty I€ hai long chung 94,8%; su dap ung: 4,39 ty
I€ hai long chung: 93,1%; sy dam bao: 4,50; ty I hai
16ng chung: 95,5%; su cam thong 4,51; ty Ie hai long
chung: 95,9% Két luan: Diém hai Iong cta ngu‘d| nha
bénh nhi dleu tri ngoai trd dat ty 1€ cao. Diéu nay cho
thay Khoa Tam ly - VLTL clGa bénh vién Nhi dong 2 da
dugc bénh nhan va ngudi nha bénh nhan tin tuéng,
dap ing dung tuan thu thuc hanh vé bé mé thirc giao
ti€p da ban hanh, nang luc chuyén mén, qua do gop
phan xdy dung hinh anh, uy tin va thugng hiéu cla
bénh vién Nhi dong 2.

Tur khoa: Thang do SERVPEREF, su hai long, diéu
tri ngoai trd, bénh vien Nhi dong 2.
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PEOPLE'S HOUSEHOLDERS OUTCOME
TREATMENT AT CHILDREN'S HOSPITAL 2

Introduction: Patient and family satisfaction is a
requirement in the hospital quality evaluation criteria.
This study approaches the evaluation of satisfaction
with a new method using the SERVPERF scale, and the
results can be applied directly in the department. Aim
of study: To describe the level of satisfaction of
family outpatient treated at Department of Psychiatry
and Physical Therapy in Nhi Dong 2 Hospital in 2022.
Methods: The cross-sectional study was conducted
on 250 family outpatient treated at Department of
Psychiatry and Physical Therapy in Nhi Dong 2
Hospital from March to July 2022. Results: The
overall average satisfaction score was 4.47, with a
94.9% overall satisfaction rate. Average scores for
each criterion: Tangibles score: 4.45, 95.2%
satisfaction rate; Reliability score: 4.51, 94.8%
satisfaction rate; Responsibility score: 4.39, 93.1%
satisfaction rate; Assurance score: 4.50, 95.5%
satisfaction rate; Empathy score: 4.51, 95.9%
satisfaction rate. Conclusion: The level of satisfaction
of family outpatient treated at the Department of
Psychiatry and Physical Therapy was great. This study
showed that the Department of Psychiatry and
Physical in Nhi Dong 2 Hospital has been highly
trusted and responsive to the patients and their
family, following the Professional Communication
Standards, thus contributing to achievement in the Nhi
Dong 2 Hospital.

Keywords: SERVPERF scale, satisfaction,
outpatient treatment, Nhi Dong 2 hospital.
I. DAT VAN DE

Sy hai long cla ngudi bénh va ngudi nha
nguGi bénh la moét trong nhitng tiéu chi quan
trong dé danh gia chat lugng bénh vién (1). Poi
vGi Bénh vién Nhi dong 2, viéc khao sat va danh
gia su' hai long cla bénh nhi va ngudi nha lién
quan dén cong tac quan ly va nang cao chat
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lugng bénh vién, xay dung uy tin va thuong
hiéu, phat trién ky thudt va trién khai cac dich vu
mdi. Trong nhiéu nam via qua, khoa Tam ly -
Vat ly tri liéu (TL-VLTL) thudng xuyén ti€p nhan
bénh nhi & nhiéu tinh xa TP. H6 Chi Minh va phai
diéu tri dai ngay. Khoa TL-VLTL chuyén cham sdc
va diéu tri cac bénh vé tdm ly va sr dung cac ky
thudt vat ly tri liéu dé giup bénh nhi phuc hoi,
can bang vé tinh than va chdc ndng hoat dong
cta hé than kinh. Tuy nhién, do dac thu bénh
nhi va mot s6 khé khan khach quan nén su hai
long clia bénh nhi vé dich vu kham chira bénh tai
Bénh vién Nhi dong 2 ndi chung va tai Khoa TL-
VLTL noi riéng ludn la van dé dugc bénh vién
guan tam.

Hang nam, Bénh vién Nhi dong 2 déu tién
hanh danh giad su hai 1ong clia ngudi bénh va
ngudi nha ngudi bénh. Tuy nhién, so liéu nghién
cttu nay kha chung chung cho toan bénh vién,
chua l1am ndi bat cu thé su’ danh giad hai long cla
bénh nhi va ngudi nha tai khoa TL - VLTL. Vi
vay, d€ c6 cd s& khoa hoc danh gia su’ hai long
cla bénh nhi va ngudi nha bénh nhi doi véi khoa
TL-VLTL, ching t6i ti€n hanh nghién clu dé tai:

"Thuc trang su’ hai long cda nguoi nha bénh nhi

diéu tri ngoai tru tai Bénh vién Nhi dong 27 véi
muc tiéu mo ta sy hai long cla ngudi nha bénh
nhi, diéu tri ngoai trd tai khoa Tam ly — VLTL,
Bénh vién Nhi dong 2.
Il. BOI TUQONG VA PHU'ONG PHAP NGHIEN CUU

2.1. Paoi tuogng nghién cliru

- Ngudi nha bénh nhi gom: bd, me, nguGi
chdam soc truc ti€p ngudi bénh dang diéu tri
ngoai tra tai khoa Tam ly - VLTL, Bénh vién Nhi
dong 2.

- Bong y tham gia tra IGi khao sat, nghién c(u.

2.2. Théi gian va dia di€m nghién ciru

Dia diém: khoa Tam ly - VLTL, Bénh vién Nhi
dong 2.

Thoi gian tur03/2022 - 07/2022.

2.3. Thiét ké nghién ciru. Nghién cltu cat

ngang.
2.4. C3 mau. Xac dinh theo cdng thirc
Z? « P(1— P)
1—7
n= = =
d-

Trong do: n: C8 mau t6i thiéu

Z(1 —a/2) = 1,96: hé s0 tin cay, xac suat sai
[dm loai 1 1a a = 0.05

p = 0,815, la udc tinh ty 1€ hai long chung
cla ngudi nha bénh nhi. Theo Nghién cltu cla
Nguyen Thi Kim Dung (2018) vé cac yéu t6 anh
hudng dén su hai long clia ngudi nha bénh nhi
dang diéu tri tai Bv Nhi dong TP H6 Chi Minh.

220

d = 0,05 la sai sb tuyét d6i cho phép

Ap dung cong thirc ta dugc n= 232, du
phong 10% - n = 250.

Thuc t& ¢& mau thu thap dugc trong nghién
cltu nay 13 250 d6i tugng, dam bao tiéu chuin
lya chon.

2.5. Phu’dng phap chon mau. Chon mau
thuan tién, moi ngay lay trung binh 15 mau,
b&ng phat van bd cau hdi chuan bj san cho déi
tugng nghién cuu, thai gian hoan thanh khao sat
l&y mau trong 4 tuén.

2.6. NGi dung nghién ciru

- Thong tin chung clia d6i tugng nghién cuu:
tudi, gidi tinh, trinh do hoc van.

- Su hai long cliia ngudi bénh dugc danh gia
theo thang do SERVPERF, gom:

+ Sy hitu hinh (Tangi-bles): hinh thic bé
ngoai V€ cd s vat chat, trang thi€t bi, phuong tién.

+ Su dap Ung (Responsibility): San sang gilp
dd khach hang va kip thdi cung cap dich vu.

+ Su cam thong (Empathy): Su quan tam
chung va ting ca nhan khach hang.

+ Su tin tudng (Reliability): Khd nang thuc
hién dich vu chinh xac va tin cay.

+ Su dam bao (Assurance): Kién thirc va su
lich su cia nhan vién, kha nang tao niém tin vgi
khach hang

2.7. Phuong phap thu thap so6 liéu.
Nhom nghién clu truc ti€p thuc hién diéu tra,
phong van thong gua bb cau héi dugc thiét ke
san. Cac chi s6 danh gia hai long dua theo
hudng dan ctia quyét dinh s6 6859/QD BYT (1)

DGi tugng nghién clru dugc giai thich day du
trudc khi tham gia phéng van, tra I6i cac cau héi.

Cach ti€p can doi tugng: Sau khi két thac
cac qua trinh tham kham va diéu tri, cac doi
tugng nghién clru dugc mgi tham gia nghién cliu
tai quay cap phat thudc.

2.8. Tiéu chuén va phuong phap danh gia

Thang do danh giad: bd cau héi gom 22 cau,
theo 5 khia canh cla thang do SERVPERF. V@i
thang do Likert 5 muc do tir 1-5.

Diém hai 16ng trung binh: Gid tri trung binh
cla tirng bd cong cu dudc tinh bang cach lay
téng diém chia cho tong s6 tiéu muc clia bd cong
cu do.

Ty 1& hai 1dng: chon diém cit 4 trg 1én 13 hai long.
(T6ng s6 cau tra I18i 4 va 5/ Téng s6 cau tra 15i).

2.9. Phuong phap xir ly so liéu. SO liéu
nghién cifu sau khi thu thap dugc ti€én hanh lam
sach, ma hod, nhap li€éu vao phan mém Epidata 3.1
va phan tich bdng phan mém SPSS 20.0. Ky thuat
thdng ké mé ta dugc st dung dé tinh cac gia tri
tan sd, tan suét, trung binh, d6 I&ch chudn.
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Il. KET QUA NGHIEN cU'U hocvdn | THCS 14 5,6
3.1. Théng tin chung vé déi tugng THPT 102 40,8

nghién ciru . TrAen THPT 129 51,6
Bang 1. Thong tin chung cua déi tuong Tong cong 250 100,0

nghién ciu

Ngugi than, gia dinh bénh nhan nhi tham gia

Pac diém SG Iugng (n)[Ty I (%) Nnghién ciu c6 do tudi chu yéu 30-39 tudi chiem
19 — 29 tudi 83 332 56,4%, 19-29 tuodi 33,2%, mot so it tu 40-60 tudi.
30 = 39 tud; 141 56,4 Pa s6 la nir gi6i chiém 66,8%. Trong do, trinh dd
Tudi 40 =29 tu; 21 8,4 hoc van trén THPT 14 51,6% va THPT [a 40,8%.
50 — 59 tudi 4 1,6 3.2. Panh gia su hai long cua khach
>= 60 tudi 1 0,4 hang vé chéat lugng dich vu kham chira
L Nam 83 33.2 bénh qua cac khia canh trong thang do
Gigi tinh — 167 66,8 SERVPERF
Trinh d6 | Tiéu hoc 5 2,0
Bang 2. Su’ hdi long cua ngudi nha bénh nhi vé su’ hitu hinh (n=250)
- M{rc @6 hai long (%)[ Ty Ié hai| Diém
Sy hiru hinh 1 (2|3 | 4| 5 |long (%)) trung binh
Bénh vién dudc trang bi trang thiét bi hién dai, tién
ti€n, dap ing da nhu cau khach hang 0,010,0/5,6|34,4/60,0| 94,4 4,37
Trang thié€t bi, phong lam viéc, nha vé sinh, dugc vé
sinh sach s€, gon gang, c6 nha xe riéng dap ing nhu| 0,0 |0,4| 4,8 |33,6/61,2| 94,8 4,40
cau khach hang.
NVYT an mac dep, sach s€, gon gang 0,0 (0,0| 3,2 |26,8/70,0| 96,8 4,57
Bénh vién trang bi day du nhirng tai liéu, hinh anh,
dep mét, ndi dung dé hiéu, lién quan dén nhiing van| 0,0 |0,8| 4,4 |27,6/67,2| 94,8 4,46
dé bénh ly ma khach hang quan tam
Su hai long vé su hiru hinh 95,2 4,45

Diém hai 16ng & khia canh su hitu hinh dat 4,45/5, 6 muc tét. Ty 1€ hai long chung cua ngudi nha
bénh nhi vé nhdm chi s6 su hitu hinh la 95,2%. Diém hai lIong trung binh & nhom tiéu chi su” hitu hinh

dat 4,45.

Bang 3. Sur’ hai Iong cua nguoi nha bénh nhi vé su' tin tudng (n=250)

. . Mirc d6 hai long (%) | Ty 1& hai|[Piém trung
Sy tin tuong 112]3] 4 | 5 long (%) binh
Bénh vién luon thuc hién ding nhu nhitng gi da cam
k&t vdi khach hang khi khdm chifa bénh 0,010,0/4,0123,6 724/ 96,0 4,54
NVYT ludn tu van tan tinh vé tinh hinh bénh cla
khach hang mot cach rd rang dé hiéu 0,010,0/3,6/22,8 73,6/ 96,4 4,59
Thai gian KCB, thuc hién xét nghiém luén dung thai
gian hen tr,u‘éc (thuan tién, nhanh chdng). 0,0 0,064/ 26,0 67,6/ 93,6 4,42
Cac két qua chan doan bqeunéh chinh xac, diéu tri hiéu 0,0 [0,06,0| 25,2 |68,8] 94,0 4,45
Khi ra vé khach hang dugc dan do ky luGng cach sir
dung thudc, va ché dé an udng luyén tap bao vé sic| 0,0 |0,4|5,6| 24,4 |69,6| 94,0 4,50
khoe tai nha
Su hai long vé su tin tuédng 94,8 4,51
Diém sé hai long & khia canh su' tin tudng dat dat 4,51 & mdc tét. Ty 1é hai Ibng & nhém chi s&
nay la 94,8%.
Bang 4. Su’ hdi long cua ngudi nha bénh nhi vé su’ dap irng (n=250)
.. Mirc dé hai long (%)| Ty Ié hai| Piém s6
Su dap g 1| 2 3| 4 | 5 |long (%)|trung binh
Khach hang ti€p can dich vu KCB, mét cach de dang,
thd tuc hanh chinh khong gay phién ha cho khach hang 0424961240636/ 87,6 4,14
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Nhan vién y té luén héi dap nhanh chdng cac yéu cau
ma khach hang can 0,4] 0,4 |4,8(27,2/67,2| 94,4 4,45

Khach hang cé thé nhanh chong lién lac, trao déi vdi
nhan vién y t€ mot cach de dang 0,010,0152/26,0/68,8 94,8 4,48
Nhan vién y t€ co ludn sig tsr?gg ho trg khach hang khi 0,0/ 0,0 |4,4[28,8|66,8| 95,6 4,49
Su hai long vé su dap 'ng 93,1 4,39

Piém hai long trung binh trong nhém tiéu chi nay dat 4,39 & muc tét. Ty Ié hai long chung &

nhom chi s6 nay la 93,1%.

Bang 5. Su’ hdi long cua ngudi nha bénh nhi vé su’ dam bao (n=250)

. . Mirc d6 hai long (%)| Ty 1é hai | Diém s
Sy dam bao 1| 2 3| 4| 5 |long (%)|trung binh
Nhan vién y té€ ludn than thién vgi khach hang 0,4/ 0,8 |4,0/26,8| 68 94,8 4,47
Tac phong ctia NVYT cé chuyén nghiép, cach cu xtr
cla nhan vién y té ludn dang muc, tao dudc niém tin |0,0| 0,4 |5,2(27,6/66,8| 94,4 4,44
va su tin tudng cho khach hang
Khach hang lubn cam thay an tadm, tin tuéng nhirng
dich vu ma bénh vién cung cip 0,0/0,0 |4,8(27,6/67,6| 95,2 4,48
Khach hang cam thay NVYT du kién thdc chuyén mon
dé kham diéu tri, tu’ van sirc khde, va tra I5i ddng cac|0,0| 0,0 |2,4|28,0/69,6| 97,6 4,60
cau héi ma minh quan tam
Su hai long cua ngu'di nha bénh nhi vé su dam bao 95,5 4,50

Diém hai 1dng trung binh & nhdm tiéu chi su’ dam bao dat 4,50, & mdrc tét. Ty 1& hai 1ong nhém

tiéu chi sy dam bao la 95,5%.

Bang 6. Su’ hai long cua nguoi nha bénh nhi vé su’ cam théong (n=250)

. A Mirc dd hai long (%)]| Ty I1é hai| Diém s6
Su’ cam thong 123 ] 4] 5 |long (%)|trung binh
NVYT luén thé hién su’ quan tdm dén tinh hinh siic
khoe clia khach hang (Bac si kham bénh nhiét tinh,
tu’ van trao déi giai thich cac thdc méc vé bénh, dé 0,010,0/3,2127,6/63,2) 96,8 4,56
dang lién lac véi bac si, ky thuat vién khi can)
Khach hang luén cdm nhan dugc su’ quan tam cla
NVYT d8i vai minh 0,0/0,0/3,6 |29,6|66,8| 96,4 4,52
Co6 bo tri khung thdi gian phu hgp dap Ung nhu cau
khach hang (lam thém ngoai giG hanh chinh) 0,0/0,4|4,0/284/67,2) 95,6 449
NVYT hiéu dugc nhitng nhu cau dac biét cta khach
haing, théng cam véi nhithg khé khan clia khach hang |20|%/0| 6,0 [28,0166,0 94,0 4,42
Khach hang cam nhan thay NVYT thuc sy mong
muodn ho an toan va manh khoée 0,00,0/3,2127,2/636) 96,8 4,57
Su hai long vé su cam thong 95,92 4,51

Diém hai 16ng trung binh cho nhém tiéu chi
su' cam thong dat 4,51 & mdc t6t. Ty Ié hai long
hai long chung vé khia canh sy cam théng la
95,92%.

IV. BAN LUAN

Chat lugng cham soéc stic khoée dang trg
thanh van dé toan cau, doi hoi nganh cham séc
stic khde phai trai qua quéd trinh chuyén déi
nhanh chong dé dap (ng nhu cau va doi hoi
ngay cang cao cla ngudi bénh va ngudi nha
ngudi bénh. K&t qua danh gia hai long thuc hién
trén 250 ngudi nha bénh nhi sir dung dich vu
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kham bénh ngoai tri tai Bénh vién Nhi dong 2
dua trén 5 nhom tiéu chi gom: su hitu hinh, su tin
tudng, su’ dap Ung, su dam bao, su’ cam thong.

Su hiru hinh. Theo két qua nghién clu,
diém hai 16ng trung cla ngudi nha bénh nhi vé
su hitu hinh la 4,45. Ty 1€ hai long chung dat
95,2%. Nghién ctru clia Nguyen Thi Kim Dung tai
Bénh vién Nhi dong thanh phd (2018) vé cd sd
vat chadt va phugng tién phuc vu bénh nhan la
85,1% (2). Theo bao cdo két qua vé su hai long
ngudi bénh ngoai trd nam 2021 tai Bénh vién Nhi
doéng 2, tai khoa Tadm ly — VLTL diém trung binh:
4,73. Tai khoa kham bénh: 4,43 (3).
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Su tin tudng. Két qua nghién cru cho thay
ty |é hai Iong chung ngugi nha bénh nhi vé su tin
tudng la: 94,8%. Diém trung binh hai long dat
4,51 & muc t6t. Theo nghién clftu ctia Nguyéen Thi
Tuyét Nga, danh giad su hai long clia ngudi bénh
ngoai tr tai khoa Y Dugc cd truyén — Bénh vién
Quén 2 (Bénh vién L& Van Thinh). Piém s6 hai
Iong trung binh & nhdém chi s6 sy tin tudng la
4,53, ty 1é hai long chung 95,3% (4). Tiéu chi
danh gia murc do tin tudng vé chat lugng dich vu
y t€ diém sb hai long chung 1a 4,58. Diém danh
gia theo khoa: khoa Kham bénh 4,41, khoa Tam
ly — VLTL 4,76 (3). K&t qua nghién cttu & khia
canh tin tudng, dat ty |é hai long 94,8%. Cho
thay uy tin cta Bénh vién trong long ngudi dan
kha cao, xuat phat d6 ngii y t€ chat lugng cao,
nhiéu kinh nghiém, la két qua clta su no luc cla
tap thé nhan vién bénh vién.

Su dap ng. K&t qua nghién cltu vé su hai
lbng & nhom tiéu chi nay diém hai long trung
binh 4,39, ty 1€ hai long 87,6%. Nghién c(fu cua
Nguyén Thi Tuyét Nga (2019), v@i thang do
SERVPERF danh gia su hai long tai Bénh vién Lé
Van Thinh cho biét diém trung binh su' hai long
cla bénh nhan ngoai trd 8 nhédm chi s6 su dap
&'ng 1a 4,59 (4). Diém hai ldng trung binh & mdc
tot, tuy nhién thap hon cac khia canh khach, cé
thé do tinh trang qué tai, phuc vu lugng bénh
nhén déng, tir cac tinh thanh khac dé vé. Phan
nira, vao nhitng thang dau ndm 2022, con nhiéu
quy dinh vé phong dich COVID, nén khia canh
nay chua dugc danh gia cao.

Su dam bao. Két qua nghién clru vé su hai
long & nhém tiéu chi nay vai diém sd trung binh
hai 1ong 13 4,5 va ty I& hai long dat 95,5%. K&t
qua nghién cffu cla L& Thanh Tai, Dugng Hitu
Nghi va Nguyén Ngoc Thao (2008) tai Bénh vién
Tai — Miii — Hong Can Tha, cho biét mirc d6 hai
Iong chung cta bénh nhan vé thai do phuc vu la
81,5%, viéc kham bénh cla bac sy chu dao tan
tinh la 69,8% (5). Nghién cltu cia Nguyén Thi
Kim Dung tai Bénh vién Nhi dong Thanh pho
(2018), 87,5% hai long vé thai d6 ng xUr, nang
luc chuyén mon clia nhan vién y té (2). Bao cao
khdo sat hai long ngudi bénh ngoai trd ndm
2021 tai Bénh vién Nhi déng 2 diém hai long
chung vé thai do (ng xUr, nang luc chuyén mon
cta NVYT la 4,5. Riéng tung khoa, khoa Kham
bénh diém hai ldng trung binh 1a 4,41, khoa Tam
ly — VLTL diém hai ldng trung binh 4,59 (3).
Diém hai long & mirc cao, nguén nhan luc chat
lugng cao, day kinh nghiém, nén viéc tu van cho
phu huynh vé tinh hinh stfc khoe cla bé, nghién
cltu chi ra chi s6 kién thifc chuyén mén ctia nhan

vién y t& dé tu van, tra I8i cac cau hoi cia khach
hang diém s6 trung binh & mic cao nhat 4,6.
Dong thai thuc hién tét bd quy tac ing xr danh
cho NVYT, ciing gép phan nang cao su hai long.

Su’ cam thong. Két qua nghién clu vé su
hai lbng & nhém tiéu chi su’ cam thdng, diém hai
long trung binh 4,51 & muc tot. Ty Ié hai long
chung dat 95,9%. Nghién c(fu cla Nguyen Thi
Tuyét Nga tai BV Quan 2 (Bénh vién Lé Van
Thinh) ndm 2019, diém trung binh hai ldong
nhdm tiéu chi sy cdm thong 4,6. Ty Ié hai long
95,0% (4). Bao cdo két qua khao sat hai long
ngudi bénh ngoai trd 2021 tai Bénh vién Nhi
doéng 2. Piém trung binh tiéu chi: Dugc NVYT tdn
trong, ddi xr cong bdng, quan tam, gilp dd la
4,56. khoa Tam ly — VLTL diém trnng binh 13
4,57 (3). Chi s6 hai long & mdc t6t, cd sy tuang
dong giifa cac nghién ctu.

Han ché cua dé tai. Nghién cltu thuc hién
trong khoan thdi gian ngan, chua dai dién hét
thuc trang hai long & cac khu vuc khac cua khu
vuc kham chita bénh ndi trd.

B6 cong cu danh gid dugc nhom nghién ciu
tham khao tir nhiéu nghién clru trong nudc, sau
dé xay dung, chinh sta phu hgp véi nglr canh
clia dia ban nghién c(tu, chua qua chuén hda.

V. KET LUAN

Diém trung binh mirc dé hai long l1a kha cao,
6 mic 4,47. Ty |é hai long chung dat: 94,9%.
Nhén thdc rdng su phét trién cua bénh vién gdép
phan tur sy tin tudng cda bénh nhan bang cach
tudn thua thuc hién bé mé thitc giao ti€p da ban
hanh, khong ngirng nang cao nang luc chuyén
mon, qua dé xay dung thuong hiéu bénh vién va
thuong hiéu ca nhan.
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