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SU’ HAI LONG CUA NGU'O'1 BENH NGOAI TRU
TAI KHOA KHAM BENH, BENH VIEN PA KHOA TiNH TIEN GIANG

TOM TAT

Pat van dé: danh gia su hai 1ong clia ngudi bénh
la mét tiéu chi quan trong trong viéc danh gia chat
lugng kham, chifa bénh tai cac cd sd y t€. Muc tiéu:
mo ta ti 1€ su’ hai long cla ngudi bénh ngoai tru tai
khoa Kham bénh, Bénh vién Da khoa tinh tinh Tién
Giang nam 2022. Phudng phap: nghién clu cét
ngang mo ta, phat van trén 229 ngudi bénh ngoai tru
tai khoa Kham bénh, Bénh vién Pa khoa tinh tinh Tlen
Glang, tu thang 7/2022 dén thang 12/2022. Két qua:
ti 1€ nguGi bénh hai long chung dat 81,1%, cao nhat la
ti Ié héi Ic‘)ng Ve théi dé ing x0r va néng Ve chuyén
mon cua nhan vién y té (86,81%), thap nhat la co sG
vat chat va phudng tién phuc vu nguGi bénh
(68 24%). Két luan: bd sung nhan luc cho phong
Cong tac xa hoi, day manh tuyén truyén vé dang ky
kham bénh qua tong dai.

Tur khoa: su hai long ngusi bénh, Bénh vién Da
khoa tinh Tién Giang.

SUMMARY
THE SATISFACTION RATE OF
OUTPATIENTS AT THE DEPARTMENT OF
EXAMINATION, TIEN GIANG GENERAL

HOSPITAL IN 2022

Background: Asseessing patient satisfaction is
an important criterion in Asseessing the quality of
medical examination and treatment at medical
facilities. Objective: Describe the satisfaction rate of
outpatients at the Department of examination, Tien
Giang General Hospital in 2022. Methods: Descriptive
cross-sectional study, interviewing on 229 outpatients
at the Department of examination, Tien Giang General
Hospital, from July 2022 to December 2022. Results:
the overall patient satisfaction rate reached 81.1%,
the highest rate was the satisfaction rate about the
attitude and professional competence of medical staff
(86.81%), the lowest was the grassroots level
materials facilities to serve patients (68.24%).
Conclusion: soon relocate the hospital, add human
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resources to the social work deparment, promote
propaganda on registration of the medical examination
through the switchoboard.

Keywords: patient satisfaction,
General Hospital.

I. DAT VAN DE

Panh gid su hai long ctia ngudi bénh la mot
tiéu chi quan trong dé danh gid chat lugng
kham, chira bénh tai cac cd s y t€. Nang cao
chat lugng kham, chira bénh la nhiém vu trong
tam va xuyén subt nhdm nang cao chat lugng
phuc vu, dap Ung su hai long clia nguGi bénh.
Khi nguGi bénh hai long ti 1€ thuan vgi chat
lugng kham, chita bénh clia bénh vién. Su hai
long cua ngudi bénh ngay moét tang cao dong
nghia vdi viéc bénh vién da dugc dau tu phat
trién vé moi mat, ndng cao chat lugng kham
chira bénh, dap Ung dugc nhu cau, nguyén vong
cla ngudi dan. Khao sat su hai long cla ngudi
bénh dugc tién hanh dinh ky dé€ lam co s& khac
phuc nhitng han ché, yéu kém, cai tién chat
Ierng _bénh vién nang cao chat lugng chuyén
mon 1an chat lugng phuc vy, phat huy vai trd
chl dao cua hé théng y té cong trong cong tac
chdm sdc, bao vé va nang cao sic khoe cua
ngudi dan [1]. Muc tiéu nghién clu: Mo ta t /é
su’ hai long cua nguoi bénh ngoai trd tai khoa
Kham bénh, Bénh vién Pa khoa Trung tdm Tién
Giang nam 2022

Il. DOI TUONG VA PHUONG PHAP NGHIEN CUU

Poi tugng nghién ciru:

Tiéu chudn lua chon: ddi tugng nghién
cltu dugc luva chon la nhitng ngudi bénh dén
kham tai khoa Kham bénh clia Bénh vién Da
khoa tinh Tién Giang, tUr d0 18 tudi trd lén, co
day du nang luc, hanh vi theo quy dinh cla phap
luat hién hanh, doc va viét dugc chdr.

Tiéu chudn loai tra: than nhan ngudi
bénh, ngudi bénh tir chdi tham gia nghién ctru.

Thiét k€ nghién clru: nghién clru cat ngang
mo ta.

Tien Giang
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C8 mau: ¢ mau dugc tinh theo cong thirc
udc lugng mot ti 1€ nhu sau
n=2Z%1-qp2) p((ljzp)

Trong do: - n: C8 mAu nghién ctru (don vi
tinh la ngui)

- @: Murc y nghia, chon a = 0,05 vdi do tin
cdy 95% thi Zi-o2 = 1,96

- d: Sai so toi da cho phép, du kién 5% sai
s6, d = 0,05 (db tin cay 95%)

- p: Tri s6 mong mudn cua ty I&, & nghién
clru nay tac gia chon p = 82,3% dua vao nghién
clfu cla tac gia Nguyén Ngoc Tuy (2021) vdi ti 1€
hai Iong chung cla ngudi bénh la 82,3% [6].
Thé vao cdng thirc dugc ¢d mau téi thi€u la 224.
Thuc t& nghién clru da thu dugc 229 mau.

Phuong phap chon mau: S dung phucng
phap chon mau thuan tién, ngusi bénh sé dugc
phét van sau khi hoan tét viéc anh thudc bao hiém
y t€ hodc sau khi mua thu6c tai nha thudc bénh
vién. M ngay chung t6i chon ngau nhién 20 ngudi
bénh dat tiéu chuan Nhu vay, sau 12 ngay ching
t6i da thu thap du mau cho nghlen cu.

Phuong phap danh gia: bé tai s dung
thudc do Likert 5 mic d6 Rat khong hai long;
Khong hai long; Binh thudng; Hai long; Rat hai
Iong. Diém trung binh xac dinh hai long theo 5
nhom tiéu chi: kha nang ti€p can; su’ minh bach
thong tin va thu tuc kham bénh, diéu tri; Cg s@
vat chat va phuong tién phuc vu ngudi bénh;

thai d6 ng xr va nang luc chuyén mon cua
nhan vién y t€; két qua cung cap dich vu. Cach
tinh diém hai long: tinh theo Quyét dinh
3869/QD-BYT ngay 28/8/2019 cua BO Y té€ vé
Ban hanh cac mau phleu va ero'ng dan khao sat
hai long ngudi bénh va nhan vién y té [2].

Phuong phap phan tich so liéu. Toan b0
cac thong tin dudc ma hoa, lam sach trudc khi
nhép s6 liéu badng phdm mém Excel, tinh diém
trung binh, cac ti 1€ hai long trén phan mém
Excel, phan tich cac yéu t6 vé ca nhan ngudi
bénh bang phan mém SPSS 18.0.

Il. KET QUA NGHIEN cUU

Vé kha nang ti€p can. Két qua nghién clru
cla chung t6i cho thay & yéu t6 vé “kha nang
ti€p can” cua ngudi bénh doi véi dich vu dat
diém trung binh 1a 3,9, ti I& hai 1dng chung dat
77,29%. Trong dd, diém trung binh hai ldng cao
nhat la 4 + 0,417 & muc “Cac blen bao, chi dan
dudng dén bénh vién rd rang, dé nhin, dé tim”
dat ti 18 89,1%. Muc “C6 thé tim hiéu cac thdng
tin va déng ky kham bénh qua dién thoai, trang
tin dién tr cta bénh vién (website) thuan tién” cd
diém trung binh 1a 3,7 + 0,529, dat ti 1& 65,9%.
Céc muc con lai déu c6 diém trung binh [an luct 1a
3,9 +0,439; 3,9 + 0,0,446; 3,9 + 0,471 (ti Ié [an
luct la 86,9%; 83,8% va 83,8%).

Vé su’ minh bach théng tin va tha tuc
kham bénh, diéu tri

Bang 1. Su’ minh bach théng tin va thu tuc kham bénh, diéu tri

(e Hai long |Khong hai long
N&i dung fiem E’S‘I';‘)g Tansd | Til& | Tansd | Ty I8
n) [(%)| (n) | (%)
Quy trinh kham bénh dugc niém yét rd rang, cong
khai, d& hiéu 4,1(0,366) 226 | 98,7 3 1,3
Cac quy trinh, thu tuc kham bénh cai cach don gian,
thuan tién 4,1(0,352) 226 98,7 3 1,3
Gia dich vu y t€ niém yét r6 rang, cong khai 4,1(0,354) | 227 | 99,1 0,9
Nhan vién y té ti€p don, hudng dan ngugi bénh lam
cac thd tuc niém nd, tan tinh 4,1(0,406) | 224 | 97,8 > 2,2
bugc xép hang theo thir tu’ khi lam cac tha tuc dang
ky, nOp tién, kham bénh, xét nghiém, chi€u chup 41(0,411) | 218 ) 95,2 11 4,8
Dénh gia thdi gian chd dgi lam thu tuc d&ng ky khdm | 3,8(0,576) | 167 | 72,9 | 62 27,1
Danh gia thdi gian chd tdi luot bac si kham 3,9(0,492) | 196 | 85,6 33 14,4
Danh gia thdi gian dugc bac si kham va tu van 4,1(0,383) | 223 | 97,4 6 2,6
Panh gia thdi gian chd lam xét nghiém, chi€u chup | 4,1(0,376) | 221 | 96,5 8 3,5
Panh gia thdi gian chd nhan két qua xét nghiém,
chiéu chup 4,1(0,371) 221 96,5 8 3,5
Piém trung binh hai long 4,1
Ty I hai long 81,07%

Vé cg sé vat chat va phucng tién phuc vu ngudi bénh
Bang 2. Co so vat chat va phuong tién phuc vu nguoi bénh
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Di&m trun Hai long |Khong hai long
Néi dung binh (SD)g Tan s6 [Ty 1&| Tans6 | Ty Ié
(n) [(%)| (n) | (%)
C6 phong/sanh chgd kham sach s&, thoang mat vao
mUa hé; kin gidé va am ap vao mua dong 3,1(0,571) 44 19,2] 185 80,8
Phong chd cd du ghé ng6i cho ngudi bénh va sirdung tot | 3,3(0,689) | 101 |44,1| 128 55,9
Phong chd cd quat (diéu hoa) day du, hoat dong
thuing xuy@n 3,4(0,643) 116 |50,7| 113 49,3
Phong chd cé phuang tién gilp nguGi bénh co tam ly
thodi mai nhu ti-vi, tranh anh, td rgi, nuéc udng,... 3,2(0,661) 69 30,1 160 69,3
Pugc dam bao riéng tu khi kham bénh, chi€u chup,
lam thi thudt 4,0(0,449) 210 (91,7 19 8,3
Nha vé sinh thuan tién, sir dung t6t, sach sé 3,0(0,731) 54 |23,6| 175 76,4
M0i trudng trong khudn vién bénh vién xanh, sach, dep| 3,5(0,646) 127 |55,5| 102 44,5
Khu kham bénh bao dam an ninh, trat tu, phong ngira
trdm c3p cho ngudi dan 3,8(0,500) 178 |77,7 51 22,3
Pi€m trung binh hai long 3,4
Ty 18 hai long 68,24%

Vé thai do &'ng xir va nang luc chuyén
mon cia nhan vién y té. Két qua nghién ciu
cho thay yéu t6 “Thai d0 ing x& va nang luc
chuyén mén cta nhén vién y t&” c6 diém trung
binh hai long la 4,3, ti I& hai long dat 86,81%.
Trong d6, “Nhan vién y té (bac si, diéu dudng)
6 16i ndi, thai d6, giao ti€p dung muc” cd diém
trung binh 4,4 + 0,506 (ti I& 99,6%), cac tiéu
muc con lai déu dat diém trung binh 1a 4,3.

Vé két qua cung cap dich vu. Két qua

nghién clu cho thay ti I1é hai long vé két qua cung
cap dich vu cd diém trung binh hai Iong dat 4,2 (ti
Ié 84,48%). Trong d6 “Cac hda dan, phi€u thu,
dan thubc va két qua kham bénh dugc cung cap
day du, ro rang, minh bach va dugc giai thich néu
c6 thdc mac” dat diém trung binh 4,3 + 0,479 (i 1&
98,3%), cac tiéu muc con lai déu dat diém trung
binh 4,2 (ti I& [an Iugt 93,9%, 96,9% va 96,5%).

Vé su hai long cia ngudi bénh theo 5
yéu to danh gia hai long

Bang 3. Su’ hai long cua nguoi bénh theo 5 yéu té danh gia hai long

- S6 tiéu | Piém trung | Ti Ié hai
Noi dung muc binh long %
Kha nang ti€p can 5 3,9 77,29
Sy minh bach thong tin va thu tuc khdm bénh, diéu tri 10 4,1 81,07
Cd sG vat chat va phuang tién phuc vu ngugi bénh 8 3,4 68,24
Thai d6 'ng x{r va nang luc chuyén mon clia nhan vién y t€ 4 4,3 86,81
Két qua cung cap dich vu 4 4,2 84,48
Piém hai 10ng trung binh chung 3,9
Ti 1€ hai long chung 81,10
Ti & hai long toan dién 12,23

Vé ti |Ié phan tram dap &ng mong dgi
cua ngudi bénh. Két qua danh gia chung bénh
vién da dap Ung 86,1% so vdi mong dgi cla
ngudi bénh trudc khi dén kham bénh.

Vé nhu cau kham bénh hoac gidi thiéu
cho ngudi khac dén kham. Két qua nghién
cltu cho thdy 49,78% cd thé s& quay lai bénh
vién kham bénh va 39,3% chdc chan sé quay lai
hoac gigi thiéu cho ngudi khac. Chi co 0,87%
ngudi bénh chdc chan khéng bao giG quay lai,
4,8% ngudi bénh khéng mudn quay lai nhung cé
it lua chon va 5,68% ngudi bénh mudn chuyén
sang bénh vién khac.

IV. BAN LUAN

Su hai long vé kha nang tiép can. Két
gua nghién cltu cho thay, ti I€ hai lobng cla ngudi
bénh vé& kha ndng tiép can la 77,29% véi diém
trung binh la 3,9. Két qua nay thap han nghién
clfu cla tac gia Nguyen Thanh Trung (nam
2021) tai phong kham Y hoc cd truyén Bénh vién
Pa khoa Trung tam Tién Giang vdi ti 1€ hai long
81,73% [7] va nghién clru cua tac gia Vi Tra
Thanh (2018) tai khoa Phuc hoi chifc nang, Bénh
vién Da khoa Trung tam Tién Giang vdi ty I€ hai
long vé kha nang tié€p can dat 82,1% [8].

Su hai long vé minh bach thong tin va
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tha tuc kham bénh, diéu tri. K&t qua nghién
cltu cltu cho thdy su hai long vé minh bach
thdng tin va thu tuc khdm bénh, diéu tri cd diém
trung binh la 4,1 dat ti 1€ hai long 81,07%. Ty |é
nay tuong dong vdi nghién clu clia tac gia
Nguyéen Thanh Trung (nam 2021) vdi ti 1€ hai
long 80,50% [7]. Tuy nhién, két qua nay thap
han nghién clitu cia tac gida Nguyen Ngoc Tuy
(2021) vdi ti 1& hai Iong 13 84,4% [6]. Di sau
phan tich tirng yéu t6 thi yéu t6 "Panh gid thdi
gian chd dgi lam tha tuc dang ky kham” cé ti 1é
hai long thap nhat 76,16%, ti€p dén yéu t6
“Banh gid thai gian chd t6i lugt bac si kham” dat
ti 1€ hai long 78,78%, cac yéu t6 con lai dat tlr
81,05 % dén 82,79%.

Su hai long vé co sé vat chat va phuong
tién phuc vu ngudi bénh. Theo két qua
nghién cru thi ti 1€ hai Iong vé cg sé vat chat va
phuong tién phuc vu ngudi bénh rat thap, chi
dat 68,24% vdi di€m trung binh 3,4. K&t qua nay
thap han so vdi nghién clu cla tac gia Nguyen
Ngoc Tuy (2021) véi ti 1& hai 1ong 13 76,3% [6],
gan bang véi nghién ciiu trudc do cua tac gia
Nguyen Thanh Trung (ndm 2021) vdi ti 1€ hai
long 69,66% [7]. Di sau vao tUng yéu to thi
“Pugc dam bao su riéng tu khi kham bénh, chi€u
chup, lam thu thuat” chi€m ti 1é hai long cao
nhat 80,35%, ti€p theo la “Khu kham bénh bao
dam an ninh, trdt tu, phong ngira trom cap cho
ngudi dan” ti 1€ hai long dat 75,63%, cac yéu to
con lai dat ti 1é thap: ti 1€ hai Iong 63,84%, “Nha
vé sinh thuan tién, st dung tot, sach sé&” ti 1€ hai
Iong 60,00%, “Moi trudng xung quanh bénh vién
xanh, sach, dep” ti |é hai long 69,87%....

Su hai long vé thai do ing xi&r va nang
luc chuyén mon cua nhan vién y té. Két qua
nghién clu vé thai do6 Ung xr va nang luc
chuyén mdn cta nhan vién y té€ dat diém hai
long trung binh 4,3 vdi ti I1€ hai long dat 86,81%.
K&t qua nay tuong dong véi nghién clfu cla tac
gid Nguyén Ngoc Tay (2021) vdi ti 1€ hai long la
86,3% [6] nhung thap han két qua nghién ciu
clia tac gid Dinh Tan Phuong (2021) tai khoa
Cap clu, Bénh vién Nhi D6ng 1 nam 2021 dat
96,7% [3]. Theo két qua nghién clru thi su hai
long vé két qua cung cdp dich vu dat diém trung
binh 4,2 vdi ti |1é 84,48%, gan vdi két qua cla tac
gia Hoang Thi Vugng Phi (2019) tai Bénh vién ba
khoa Buu Dién vdéi ty |1€ 84,2% [5] va két qua
nghién clru cla tac gia Nguyen Ngoc Tuy (2021)
Vi ti 18 hai long 13 86,3% [6].

Su hai long ciia ngu'di bénh theo 5 yéu
té danh gia hai long. Ti |é hai Iong chung cua
ngudi bénh theo 5 yéu t6 trong nghién clu dat
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81,10%. K&t nay nay gan vdi két qua cla tac gia
Nguyén Thanh Trung (nam 2021) véi ti I1& hai
long 80,94% [7], tuy 2 nghién ctu khac thgi
diém nhung clng dia ban nghién cfu nén két
qua tuong dong la phu hgp. Két qua cao hon
nhiéu so vdi nghién cru cla tac gia Nguyen Ngoc
Tdy (2021) v6i ti 18 hai Idng 1a 72,2% [6] nhung
lai thdp hon cia Hoang Thi Vuang Phi (2019), ty
I hai long chung dat 84,6% [5], dudc tac gia ly
giai la khu kham bénh dugc dau tu mdi, sach sé,
khang trang.

Su quay lai hoac gidi thiéu cho ngudi
khac khi cé6 nhu cau kham chira bénh. Két
qua nghién cltu cho thdy cé dén 49,78% ngudi
bénh c6 thé s& quay lai va 39,3% ngudi bénh
chac chan sé quay lai hodc gidi thiéu cho ngudi
khac, chi ¢ 0,87% ngudi bénh chac chan khdng
bao giG quay lai. Tuy ti 1€ hai Iong chung chiém
81,10% va bénh vién da 86,1% mong clia ngudi
bénh nhung s& ngudi bénh ludng Iu khi quay lai
kham bénh van chiém ti |é cao nhat. Diéu nay
chirng té ngudi bénh con nhiéu van dé chua thoai
mai: thdi gian chd dai lau, khu chG nhap may chat
hep, nha vé sinh do, do d6 can sém khac phuc dé
nang cao su hai long ctia ngudi bénh.

Nhan luc y té. Vé chat lugng clia ngudn
nhan luc y t€ bao gom trinh d6 chuyén mon; ky
nang chuyén mon va c6 dao dic nghé nghiép.
Nghién clftu clia Feyyaz Cengiz Dikmen (2014) &
bénh vién tu nhan Kocaeil, Thd Nhi Ky chi ra
rang thai do cta bac si, diéu dudng trong qua
trinh diéu tri, chdm soc ngudi bénh sé &nh
hudng dén nhan thiic vé chat lugng dich vu y té€
va su hai long clia ngudi bénh [4]. Trong nghién
cru chdng toi cling ghi nhan ngudi bénh hai long
vé chat lugng chuyén mén cla nhan vién y té
nhung thai do giao ti€p chua tét gay anh hudng
tiéu cuc dén su hai long cla ngudi bénh.

Quan ly diéu hanh. Cong tac quan ly diéu
hanh co vai tro quyét dinh két qua hoat dong va
phat trién cla bénh vién, bao goém viéc td chirc,
sap x&p, quan ly, gidm sat qua trinh thuc hién
bén canh viéc ’ng dung céng nghé thong tin vao
khdm chita bénh. Cong tac kiém tra, gidm sat
hoat dong tai khoa Khdm bénh dugc thuc hién
thudng xuyén. Bén canh kiém tra giam sat cla
lanh dao khoa Kham bénh, Ban Giam dd6c bénh
vién cling cd cac phong chifc nang va cac khoa
lién quan kiém tra dinh ky, ngoai ra con cd kiém
tra dot xudt theo yéu cadu cua Ban Giam doc
nhdm dam bao nhitng ndi quy, quy tac dugc
thuc hién day du, lién tuc gilp cong tac kham
chira bénh dat két qua cao nhat dap U'ng su hai
long clia ngudi bénh.
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V. KET LUAN

Ty € hai long chung cta ngudi bénh tai khoa
Kham bénh la 81,10%.

Yéu t6 vé thai do ng xur, nang luc chuyén
mon cla nhan vién y té€ dat 86,81% cao nhat
trong cac yéu to; ké dén la két qua cung cap
dich vu dat 84,48%.

Ty 1€ hai long thap nhat & nhém tiéu chi cg
s@ vat chat va phuang tién phuc vu ngudi bénh
dat 68,24%.
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PO CHINH XAC CUA PHAU THUAT PAT IMPLANT
CHO PHUC HiNH €O PINH TOAN HAM VOI1 Sy HO TRO
CUA MANG HUONG DAN PHAU THUAT

TOM TAT .

Muc tiéu: Danh gid do chinh xac cta phau thuat
dat |mplant VGi mang hudng dan phau thuat ché tac
bang céng nghé in 3D trong cac trudng hop dit
implant cho phuc hinh ¢6 dinh toan ham. Péi tugng
va phucong phap nghién ciru: Nghién clfu bao cao
loat ca trén 9 ham mat rdng toan ham hodc ban ham
c6 chi dinh lam phuc hinh ¢& dinh toan ham trén
implant. 40 implant dugc dat voi su hd trg cia mang
hudng dan phau thuat che tac b&ng cong nghé in 3D,
danh gia do chinh xac cia mang thong qua do sai Iech
Vé goc dd va khoang cach gilia vj tri implant thuc t&
so vGi ké hoach. Két qua: Do léch goc trung binh
gitfa implant thuc te va ké hoach 13 4,54 + 1,31 do, dd
léch trung blnh & c6 va chop implant Ian Iert lai, 33 +
0,48 mm va 1,92 £ 0,63 mm. Theo chiéu dLrng, doé
Iech trung b|nh & cod |mplant la 0,26 + 0,09 mm va &
chép 13 0,51 + 0,18 mm. D Iech o] nhom mat rang
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toan ham I6n hon so v8i nhém mat rdng ban ham &
tat ca cac bién s6. K&t luan: Phau thuat dat implant
cho phuc hinh ¢& dinh toan ham dudi su ho trg cla
mang hudng dan phau thuat van cé do sai léch nhat
dinh, tuy nhién d6 l&ch nam & gidi han chdp nhan
dugc trén lIam sang. O cac trudng hgp mat rang ban
ham, vi tri implant c6 do Iéch it han so véi mat rdng
toan ham.

SUMMARY

THE ACCURACY OF SURGICAL GUIDE-
ASSISTED IMPLANT PLACEMENT SURGERY
FOR FULL-ARCH FIXED IMPLANT
REHABILITATION

Objectives: The aim of the present study is to
evaluate the accuracy of implant placement surgery
using surgical guide fabricated with 3D printing
technology in cases of full-arch fixed implant
rehabilitation. Materials and methods: This case
series study on 9 fully or partially edentulous arches
indicated for full-arch fixed implant rehabilitation. A
total of 40 implants were placed using 3D printed
surgical guide, the accuracy of the surgical guide was
evaluated by measuring the deviations in angle and
distances between virtually planned and actual placed
implant positions. Results: The mean deviations
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