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SU’ HAI LONG CUA NGU'O'l CHAM SOC TRE BENH DIEU TRI NOI TRU TAI
KHOA NHI BENH VIEN PA KHOA QUOC TE VINMEC HAI PHONG NAM 2023

TOM TAT

Muc tiéu clia nghién clru la danh gia su hai long
va mét sO yéu to lién quan cla ngudi cham soc tré
bénh diéu tri noi trd tai khoa Nhi — Bénh vién da khoa
quoc te Vinmec Hai Phong nam 2023. Thiét k€ nghién
clu md ta cat ngang tren 258 doi tugng. S6 liéu dugc
thu thap bang phong van tryc ti€p bo cau héi ¢ cau
tric. SO liéu dugc xUr ly bang phan mém SPSS phién
ban 20.0. Két qua nghién clru cho thay ty Ié chung vé
muc d6 hai long cla ngudi cham soc tre vé thai gian
ho pha| chG ddgi tai bénh vién la 84 /1%); hai long vai ky
nang va thai do cla nhan vién y té€ Ia 93,4%; su’ hai
long V& cd s@ vat chat va t& chirc cac khoa phong 13
93,4%; hai long cGia ngudi bénh vé tinh minh bach chi
phi va BHYT la 94,6%; hai long vdi chat lugng dich vu
cung cdp tai bénh vién la 88,4%; hai long chung vé
dich vu y t€ la 74,4%. Mot s6 yeu to lién quan dén sy
hai long cua ngu‘d| chdm séc tré bao gom nghe
nghiép, trinh d6 hoc van, cé bao hiém tu nguyen gldl
tinh (p<0,05). Dua trén ket qua nghién clru chung toi
dua ra mét sO ki€n nghi sau: duy tri va phat huy chat
lugng cham séc vé thai do va trinh dé chuyén mon
cla biéu dutng va bac s¥; tinh gién hoéa tha tuc hanh
chinh trong céc khau gdp phan glam thdi gian chd cla
khach hang, chd trong thém cong tac cham séc diéu
tri ndi trd, tuyén thém nhan luc chdt lugng cao, md
rong thém s lugng glu‘dng nam diéu tri d&€ gop phan
gidm thdi gian chd nhap vién noi tra cta khach hang.
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Nguyén Thi Thin!?2

T|ep tuc duy tri I|en két thanh toan véi cac td chic
Bao hiém tu nguyen tha tuc nhanh chong thuéan tién
glup ngerl bénh dugc hd nhanh nhat vé chi ph| khi
nam vién. Tu’khoa sy ha| long, ngudi chdm soc tré
bénh, khoa nhi ctia bénh vién

SUMMARY
SATISFACTION OF CAREGIVERS OF SICK
CHILDREN WITH INPATIENT TREATMENT
AT THE PEDIATRIC DEPARTMENT OF
VINMEC HAI PHONG INTERNATIONAL

GENERAL HOSPITAL IN 2023

The aim of the study is to evaluate the
satisfaction and some related factors of caregivers of
sick children receiving inpatient treatment at the
Department of Pediatrics - Vinmec Hai Phong
International General Hospital in 2023. Cross-sectional
descriptive study design was conducted on 258
subjects. Data were collected using a face-to-face
interview with a structured questionnaire. Data were
analyzed using SPSS software version 20.0. Research
results show that the overall satisfaction rate of
caregivers about the time they have to wait at the
hospital is 84.1%; satisfaction with the skills and
attitudes of medical staff is 93.4%; Satisfaction with
facilities and organization of departments is 93.4%;
Patient satisfaction with cost transparency and health
insurance is 94.6%; satisfaction with the quality of
services provided at the hospital is 88.4%; Overall
satisfaction with medical services is 74.4%. Some
factors related to caregiver satisfaction include
occupation, education level, having voluntary
insurance, and gender (p<0.05). Based on the
research  results, we make the following
recommendations: maintain and promote the quality
of care in terms of attitudes and professional
qualifications of nurses and doctors; streamlining



TAP CHi Y HOC VIET NAM TAP 534 - THANG 1 - SO 1B - 2024

administrative procedures in all stages contributes to
reducing customer waiting time; pay more attention to
inpatient care, recruit more high-quality human
resources, expand the number of treatment beds to
contribute to reducing waiting time for inpatient
hospitalization of customers. Continue to maintain the
link payment with voluntary insurance organizations,
quick and convenient procedures help patients receive
the fastest support for hospital expenses.

Keywords: satisfaction, caregivers of sick
children, hospital pediatrics department
I. DAT VAN DE

Khi x& hdi ngay cang phét trién nhu cau con
ngudi ngay cang cao, viéc dap ing nhu cau con
ngudi trong cong tac kham, chita bénh, diéu tri
va cham sdc tai BV lai cang can phai hoan thién
va phat trién v&é moi mat. Theo td chiic Y t& thé
giéi (WHO) chat lugng dich vu y té tac dong dén
su hai long (SHL) clia ngugi bénh (NB) va ngugc
lai SHL ctia NB 6 thé danh gia dugc hiéu qua clia
cac dich vu do bénh vién va nganh y té cung cap.

BV Vinmec Hai Phong da trai qua 5 nam hoat
dong, trén 70 giudng bénh chi tiéu, véi han 200
can bo nhan vién (CBNV), Tuy nhién van chua co6
nghién clfu cu thé nao phéan tich cu thé vé su hai
Iong clia ngudi bénh va phan tich cac yéu to lién
quan dén su hai long cua ngudi cham soc tré
bénh. Vi vay ching t6i thuc hién ti€n hanh
nghién cru “Su hai long cta ngudi cham soc tré
bénh diéu tri noi tru tai khoa Nhi, bénh vién Da
khoa qudc té€ Vinmec Hai Phong nam 2023" vdi
muc tiéu: "Panh gid su hai Iong va phén tich mot
SO yéu t6 lién quan vdi su’ hai long cua nguoi
cham soc tré bénh diéu tri ndi tru tai khoa Nhi —
Bénh vién da khoa qudc té Vinmec Hai Phong
nam 2023".

Il. DOl TUONG VA PHU'ONG PHAP NGHIEN CU'U
2.1. P6i tugng nghién ciru. Ngusi cham

INl. KET QUA NGHIEN CU'U
Bang 1. Su’ hdi long cua ngudi bénh

soc chinh tré bénh dang nam diéu tri tai khoa
Nhi, bénh vién DKQT Vinmec Hai Phong,

Tiéu chuén lua chon. Ngudi chdm soc
chinh cta tré bénh (tré c6 dd tudi > 1 thang
tudi) da cd chi dinh ra vién va hoan thién tha tuc
thanh toan, ngudi >18 tudi, khéng cd rdi loan vé
tdm than, nhan thurc, nghe ro.

Tiéu chudn loai tri. Ngudi nha cla ngudi
bénh c6 thdi gian luu vién < 1 ngay, ngudi nha
bénh nhi khong dong y tham gia nghién clu,
ngudi nudc ngoai.

2.2. Thiét ké nghién clru: nghién cltu mo
ta, cdt ngang _ o

2.3. CG mau va chon mau: Ap dung cong
thirc cho nghién cliru mot ty 1€

p+(1-p)
Nn=272%1-g2X 4

Trong do:

n: cd mau tdi thi€u can cho nghién clru

Z: Hé sb tin cay vdéi do tin cay 95%, Z =
1,96; p: p=0.817 (trong nghién clu cta Vi Thi
Xuan Hoan nam 2020 ty |& ngugi bénh danh gia
chung vé hai long khi sinh con tai Vinmec la
81.7% )[3]. d: sai s6 mong mudn. Trong nghién
ctu nay chon d = 0,05 3

Ap dung cong thirc ta tinh dugc ¢ mau toi
thi€u la 230, thyc t& ching toi thu thap dugc
258 mau

2.4. Phuong phap thu thap so liéu:
Phang van sl dung b cdu hoi cau tric

2.5. Phuong phap xir ly s0 liéu: S6 liéu
dugc xr ly bang phan mém SPSS phién ban 20.0.

2.6. Pao dirc nghién cru: Nghién cltu chi
thuc hién & nhitng d6i tugng dong y tham gia,
dé cuong dé tai nghién cltu da dugc thong qua
hoi dong dao duic clia Trudng Dai Hoc Thang
Long, cac thong tin thu thdp chi phuc vu cho
muc dich nghién clu

P Hai long |Khong hai long |

YeuTo n % n %

Thai gian chd dé dudc bac sy khdm 239 | 92,6 19 7,4

Thai gian chd thuc hién cac xét nghiém cén lam sang 239 | 92,6 19 7,4

Thai gian chd d€ dudc nhan vao vién 234[90.7| 25 9,3

Thdi gian chd nhan vién y té€ khi ngudi bénh cé yéu cau 247 | 95,7 11 4,3

Thdi gian chd thanh toan vién phi khi lam thu tuc ra vién 248 | 96,1 10 3,9

Hai long chung Vvé thdi gian chg 217 | 84.1 41 15.9

Thai d6 phuc vu cla Bac si trong khi tham kham, tu van diéu tri 256 | 99,2 2 0,8
Thai d6 phuc vu clia biéu duBng trong khi tiém, truyén, cham soc

ngui bénh. 255 | 98,8 3 1,2

Thai d6 phuc vu clia Dudc si trong khi cap phat thudc tai khoa hoac 250 | 96.3 8 31

ban thudc tai nha thudc bénh vién. ! !
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Thai d6 phuc vu cla can B0 Y té khi nguGi bénh can ho trg (dau ddn,
mat ngu, hét thudc truyén,...) 2551 98,8 ) 1,2
Hai long vé ky nang va thai d6 cia nhan vién y té 241 | 93.4 17 6.6
Giudng bénh va khong gian phong bénh 252 | 97.7 6 2.3
Hé thGng nha vé sinh tai khu diéu tri 249 | 96,5 9 3,5
M0i trudng trong khuon vién bénh vién 2511 97,3 7 2,7
NguGi bénh dugc quan tam chia sé, cam thong, ton trong 257 | 99,6 1 0,4
NguGi bénh nhan thay su khac biét, thodi mai hon so véi ¢g sé vy t€ khac| 255 | 98,8 3 1,2
Hai long Vé cd sé vat chat ( CSVC) va td chirc cac khoa phong 241 | 93.4 17 6.6
Gia ca dich vu y t€ so vdi chat lugng dich vu y t€ la phu hgp? 244 | 94,6 14 5,4
Cac thu tuc bao hiém y t€ tai bénh vién thuan tién, minh bach va hgply | 254 | 98.4 | 4 0,4
Hai long cla vé tinh minh bach chi phi va BHYT 244 | 94.6 14 5.4
Két qua diéu tri bénh cé t6t khong? 255 | 98.8 3 1.2
Dich vu tai Cang tin bénh vién cé t6t khong? 234 | 90.7 24 9.3
Dich vu an udng tai bénh vién cé t6t khong? 236 | 91.5 22 8.5
Dich vu tai Nha thudc bénh vién c6 tot khong? 249 | 96.5 9 3.5
Dich vu tai Nha gui xe bénh vién cd t6t khong? 252 | 97.7 6 2.3
Su hai 1ng vé chat lugng dich vu 228 88.4| 30 11.6
Ty |é hai long chung 192 1744 | 66 25.6

Nhan xét: Nhin chung ty 1€ hai long dat mutc cao > 90%. Trong d6 dugc danh gia ty 1€ hai long
cao nhat thudc vé cac tiéu muc ngudi bénh dugc quan tam chia sé (99.6%), thai do phuc vu cta bac
sy (99.2%), thai do phuc vu cla diéu duBng, ngudi bénh cam thay thoai mai an toan, hay két qua

didu tri bénh (98.8%).

Thp nhét 13 thdi gian chd dé dugc nhap
vién (90.7%), dich vu an udng tai cang tin bénh
vién (90.7%) va dich vu an ubng tai bénh vién
(91.5%). Thdi gian chd dé dudc khdm va thdi
gian chd thuc hién cac xét nghiém can lam sang
déu dat ty I€ hai long la 92.6%

7
8 9 9 9 8
1 1 2

CSVC,t6  Minhbach Chét lwong  Hailong
chitckhoa véchiphiva dichvu chung
phong BHYT
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chey thai do

NVYT

B Khong hai long B Hailong

Biéu db 1. Ty Ié hai Iong CLDV Y té BVDKQT
Vinmec Hai Phong
Bang 2. Lua chon tiép tuc kham, diéu
tri tai bénh vién DKQT Vinmec Hai Phong

Gigi thiéu dén kham, diéutri| N %
Chac chan sé quay lai 218 | 84.5

Khdng, mudn chuyén tuyén 0 0
Co thé sé quay lai 40 | 15.5

Nhén xét: Trong tong s6 258 d6i tuong
tham gia thi c6 dén 218 d6i tugng (84.5%) dong
y chac chan sé& quay lai va gidi thiéu cho ngudi
khac, cé 40 d6i tugng (15.5%) tra I8i cd thé sé
quay lai. khong co6 déi tugng nao tra IGi khong
quay lai hodc muén chuyén tuyén khac.

Bang 3. Yéu to'lién quan dén su’ hai long cua ngudi bénh

Hai long chat luvgng dich vu \ .
Yéu to lién quan Hai long |Khong hai long| OR go?ggo;:; p
(n,%) (n,%) i
Gidi tinh tlam 22062(238353) 255((1161',18) 0,64 | 0,23-1,83 | 0,38
Khu vuc sinh Thanh thi 177 (88,1) 24 (11,9) _
séng NGng thon 51 (89,5) 6(i05) | %87 | 034-224 1
Ph& théng 55 (94,8) 3(5,2) -
Trinh dd hoc van | Cao dang, dai hoc | 150 (90,4) 16 (9,6) 1,96 | 0,55-6,97 | 0,30
Sau dai hoc 23 (67,6) 11(32,4) | 8,77 | 2,24 - 34,38 0,02
NOng dan, cong nhan| 18 (100,0) 0(0,0)
Nghé nghiép CBNV 75 (78,9) 20 (21,1) 0,01
Lao dong tu do, khac| 135 (93,1) 10 (6,9)
Su dung BHTN co 208 (90,0) 23 (10,0) 3,17 | 1,21-8,29 |0,024
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cho lan nay khong 20 (74,1) 7 (25,9)
Sir dung BHYT cho b 184 (88,5) 24 (11,5) _
fan didu tri nay Khong 44 (88,0) 6(12) 105 040-27 1 1
S6 lan nam vién <3 187 (87,8) 26 (12,2)
trong ]agsm gan >3 41 (91,1) 4 (8,9) 0,70 | 0,23-2,12 | 0,62

Két qua nghién ctru tim thdy mdi lién quan
gitra nghé nghiép clia ngudi cham soc tré véi
mic do hai long cua ho vé chat lugng dich vu
dudc cung cdp tai khoa Nhi (p=0,01). Cu thé,
ngudi cham sdc tré la cong nhan, néng dan co
mic d6 hai long cao nhat (100%), ti€p theo la
nhoém nghé nghiép tu do (93,1%), thap nhat la
nhoém nghé CBCNV (78,9%)

Bén canh dd, vdi nhdom cham soc cho tré co
trinh d6 hoc van trinh d& phé théng (94,8) cb
m{c hai long cao han 8,37 lan so véi nhém doi

tugng cham sdc co trinh do sau dai hoc (67,6)
v@i (KTC 95%: 2,24 — 34,38; P = 0,02); nhung
chi cao gap 1,96 lan nhém d6i tugng cham séc
tré c6 trinh d cao dang, dai hoc (KTC 95%:
0,55-6,97; P =10,3)

Ngoai ra, nhém ngugi cham sdc c6 s dung
BHTN cé mdc d6 hai long vé chat lugng dich vu
cao hon so v8i nhdm ngudi cham séc co tré
khong sr dung BHTN (OR=3,17; KTC 95%: 1,21
— 8,29), va su khac biét nay cd y nghia théng ké
(p =0,024).

Bang 4. Moi lién quan giira su hai Iong cua nguoi cham soc tré vé tinh minh bach cua

chi phi, BHYT va cdc yéu té nhan khdu hoc

Hai long tinh minh bach cha
PPV chi phi, BH Khoang tin
Yeu to lien quan Hailong |Khéng hailong] O | cay (95%) | P
(n,%) (n,%)

o ot Nam 26 (83,9) 5 (16,1) -
Gigi tinh NG 318 (96.0) 3 (4.0) 0,22 | 0,07-0,69 | 0,017
Trinh d6 Prlo thong 57(98,3) 1(1,7) -
hoc van Cao dang, dai hoc 159(95,8) 7 (4,2) 2,51 0,3 -20,84 0,39

g Sau dai hoc 28(82,4) 6(17,6) 12,21 | 1,4- 106,42 | 0.023

Két qua nghién clru cho thay ngudi cham séc
tré la nam gidi c6 mic do hai long vé tinh minh
bach cta chi phi, BH cao gap 0,22 [an so Vdi
ngudi cham séc la nir (KTC 95%: 0,07 — 0,69;
p=0,023). Su hai long cla ngudi cham sbc tré
v@i vé tinh minh bach cia chi phi, BH cé lién
guan vdi trinh d6 hoc van
IV. BAN LUAN

Su hai long ciia ngudi cham soc tré
bénh tai khoa Nhi bénh vién Vinmec Hai
Phong. Két qua bang 1 thdy ty Ié chung vé mirc
dd hai long clia ngudi cham soc tré vé thdi gian
ho phai chd dgi tai bénh vién kha cao (84,1%).
Két qua nay cao han han so vdi nghién clru cla
Beshir va cong su, véi 76,4% [4], va ciing cao han
nghién clftu ctia Alberto tai Mexico (33.6%) [10].

Cb 93,4% ngudi cham sbc tré hai long véi ky
nang va thai do cia NVYT, két qua nay ciing cao
hon hdn so véi két qua nghién c(iu ctia Nguyén
Phuang Ha, Beshir, hay trong nghién citu cla
Selvarajah tai Malaysia.

V& CSVC va t& chiic khoa phong trong
nghién clu cua chiang téi dugc ghi nhan la
93.4% déanh gid hai long, cao han & nghién cliu

clia Hoang Thi Bich Cha (88,4%) [1], va Nguyéen
Phuong Ha. Diéu nay deé ly gidi vi bénh vién toi
tién hanh nghién clu la mét bénh vién quoc té
V@i cd s@ vat chat hién dai.

Bang 1 cho thdy c6 88,4% (n=228) ngudi
cham séc tré hai long véi chat lugng dich vu
cung cap tai bénh vién. K& qua nay cao hon
nghién cu cla Nguyén Phuang Ha (67%) [2],
nghién cu clia Beshir (76%) [4] va nghién clu
cla Dawin (61,5%) [6], tuy nhién, khi so sanh
v@i nghién cru ctia March chénh léch nay khong
dang k& ( 92,5%) [7]. Su khac biét vé mdrc dd
hai long clia ngudi cham soc tré doi véi chat
lugng dich vui tai cdc bénh vién cd thé dugc ly
giadi bai sy khac biét gilra diéu kién kinh té va
van hoa & moi nudc.

Nghién clfu cla ching t6i trén 258 ngudi
cham séc tré bénh tai khoa Nhi da ghi nhan mdc
dd hai long chung cta doi tugng nghién clu la
(74,4%). Két qua vé mic do hai long chung
trong nghién cru nay thap hon véi nghién clru
Dawin T va clia Hoang Thi Bich Cha (92,8%) va
nghién clftu ctia Kaur ( 100%) [5], tuy nhién ty I€
nay cling cao han so v&i moét s6 nghién citu khac
[Nguyén Phuang Ha] [Beshir],[Dawin].
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Nguyén nhan cé su khac biét nhu vy cd thé
giai thich bai ti€u chi danh gia trong luan van nay
kha chat ché, toan bd 5 tiéu chi phai dat “hai long”
thi mdi dat danh gia la “hai long chung”. Trong do
toan bd cac ti€u muc nhd cla tiéu chi I6n phai dat
muc “hai 1bng” (tU 4 diém trd 18n) thi méi duoc
danh gia tiéu chi I16n 1a “hai long”.

Mot sO yéu to lién quan véi su hai long
cua ngudi cham séc tré bénh diéu tri noi
tra tai khoa Nhi — Bénh vién da khoa qudc
té Vinmec Hai Phong. Su hai long chung cua
ngudi cham sdc tré cé lién quan véi nghé nghiép
(p=0,001).

Két qua nay tuong dong vdi nghién ctu cla
Kaur va cong su (p=0,0013)

Su hai long cua ngugi cham sdc tré bénh
cling c6 lién quan vdi yéu t6 st dung bao hiém
tu nguyén (BHTN). Két qua nay tugng dong vdi
nghién clfu cta Thinakaran tai Thai Lan, cu thé
tac gia cling tim thay mai lién quan gitta mdc do
hai long va su chdp nhan cla cac nha cung cap
dich vu bao hiém suc khoe

Ngoai ra nghién cru con chi ra mot s6 yéu td
lién quan dén su hai long cia ngudi cham sbc
tré bao gém trinh d6 hoc van, gidi tinh, do tudi.

V. KET LUAN

Két qua nghién clu cho thay ty |é chung vé
m(c do hai long clia ngudi cham sdc tré vé thdi
gian ho phai chd dgi tai bénh vién la 84,1%; hai
Iong véi ky nang va thai do ctia nhan vién y té la
93,4%; su hai 1bng vé co sG vat chat va té chirc
cac khoa phong la 93,4%; hai long clia ngudi
bénh vé tinh minh bach chi phi va BHYT la
94,6%; hai long vdi chat lugng dich vu cung cap
tai bénh vién la 88,4%; hai long chung vé dich
vu y t€ 1a 74,4%. VGi két qua ty Ié hai long cla
ngudi nha bénh nhi tuong U’ng vGi ty 1€ ngudi
doéng y chdc chan sé quay lai 1a 84.5%, chi co
15.5% tra 18i ¢ thé s& quay lai, khéng cd y kién
khdng hodc muén chuyén tuyén.

MOt s6 yéu to lién quan dén su hai lbng cua
ngudi cham soc tré bao gom nghé nghiép, trinh
dd hoc van, co6 bdo hiém tu nguyén, gidi tinh
(p<0,05).

VI. KHUYEN NGHI

Duy tri va phat huy chat lugng cham séc vé
thai d6 va trinh d0 chuyén mon cla nhan vién
bénh vién, tiép tuc t6 chirc cac 16p tap huén
nang cao ky ndng mém, thai do giao ti€p ing xr
khi ti€p xuc véi khach hang.

Nang cao chat lugng phuc vu cdng tin cla
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bénh vién: Bénh vién nén cai ti€n chat lugng
phuc vu ctia cang tin, bép, da dang hda bira an
Tinh gian hoda thd tuc hanh chinh trong cac
khau gop phan giam thdi gian chd clia khach hang,
ma rong thém s6 lugng giudng ndm diéu tri
Tiép tuc duy tri lién két thanh toan véi cac t&
chirc BHTN
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