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TOM TAT

Muc tiéu: Danh gia sw hai Iong cua ngum bénh ngoai trii vé dich vu khém chira benh tai khoa
Kham bénh Bénh vién Trung wong Hué.

Doi turong va phwong phap nghién ciru: 156 bénh nhan dén kham bénh tai khoa kham bénh
Bénh vién Trung uong Hue ter thang 4/2012 dén thang 6/2012. Nghién ctru thong ké mo t4, cét ngang.
Sé liéu xtr ly bang phdn mém théng ké SPSS for Windows 16.0.

Két qué: Nhém nghién ciwu gém 63 nam, 93 ni¥, tudi ttr 14 dén 85, tubi trung binh la 43,12, ¢6
BHYT chiém 83,3%, dén kham Ian d4u 50,6%. Ty I& hai long dbi véi huong dan vién la 91,7%, hai
long dbi véi diéu duding la 95,1%, hai long dbi véi béc sila 91,8%. Hai long va chép nhan duoc dbi-
VGi thoi gian chd kham bénh 1a 96,8%. Hai long va chap nhan dugc dbi voi thoi g/an cho két qua xét
nghiém ngoai tris khoa Kham bénh (trung binh 26,57 phat) la 92,1%, hai long va chép nhéan duoc dbi
v6i thoi gian chdr két qué cua céc khoa xét nghiém khéc la 84,0%. '

Két ludn: Ty 18 hai long déi voi co s& ha tdng kham bénh la 91,4%, hai long vé két quéa kham tai
khoa Kham bénh la 97,4%.

ABSTRACT
ASSESSMENT OF PATIENT’ SATISFACTION
AT THE OUTPATIENT DEPARTMENT OF HUE CENTRAL HOSPITAL
Tran Thang', Nguyen Phuc Vinh Phat!,
Le Thi Nhan' et al

Study objective: To evaluate outpatient’ satisfaction in medical examination and treatment
services at the Outpatient Department (OPD) of Hue Central Hospital.

Methods: Cross sectional descriptive statistics of 156 patients from April to June, 2012.

Results: The study included the median age was 43.12 years with a range of 14 to 85 years
old, 63 male and 93 femal patients. A total of 91.7% of the respondents were satisfied with guider,
95.1% of the respondents were satisfied with nurse,-91.8% of the respondents were satisfied
with doctor, 96,8% of the respondents found that the time required for consulting the doctor was
convenient for them, time taken for the outpatient investigations was satisfactory in 92.1% of
the respondents (average time: 26.57 minutes), time taken for the inpatient investigations was
satisfactory in 84.0% of the respondents.

Conclusions: The overall patient satisfaction level with /nfrastructures of OPD was 91,4% and

with the consulting services at OPD was 97.4%.

I. PAT VAN DK o y t&. Mot trong nhitng yéu t5 anh hudng dén chat
Chét lugng dich vy 1 mot yéu cdu chinh ddng  lwong dich vy 12 sy hai 1ong ctia ngudi bénh, trong

ciia x4 hdi va la myc tiéu ludn hudng téi cla nganh  d6 mirc d§ hai long phy thude nhiéu vao yéu t6 hiéu

qua cua dich vy, vao thai do clia nhan vién y té va

1. Khoa Kham bénh,‘ BVTW Hué thoi gian cho doi cia ngudi bénh.
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Tai bénh vién Bach Mai sau khi chinh trang mat
bang, Gmg dung cong nghé thong tin, hen gio kham
chira bénh... thi y kién thé hién sy hai long qua hom
thu gop y tang 1én r3 rét so véi trude €n tdi trén
70%. Tr nhiing 1y do trén ching t6i tién hanh khao
st voi muc tiéu: Ddnh gid si hai long ciia nguoi
bénh ngoai tri vé dich vu khdm chita bénh tai khoa
Khdm bénh, Bénh vién Trung wong Hué.

IL. POI TUQNG VA PHUONG PHAP NGHIEN
cUu |

2.1. ' P6i twong nghién ciru: - La nhiing bénh
nhéan dén kham va dleu tri ngoai tra tai khoa Kham
bénh Bénh vu;n Trung wong Hué c6 hogc khong c6
bio hiém y té tir 23/4/2012 dén 6/6/2012.

- Pdng y tr nguyén.tham gia vao nghién ciru va
du nang luc dé tra 18i cac chu hoi.

2.2. Phuwong phap nghién ciru: Théng ké md
ta, cét ngang. g

2.2.1. Cong cu ngliié‘n ciru: Phiéu khao sat véi
bo ciu hoi soan s&n dé danh gia sy hai long cia
* ngudi bénh. '

2.2.2. Thu thip so lidu: Té chirc tap huin cho
nhém khao sat. Phat phiéu khao sat.

3.2. Danh gia mirc d§ hai long ciia ngudi bénh

\-,

A

_\
2 2.3. Phén tich xiv Iy sé lidu: Béng phin mém \

thdng ké SPSS 16.0 for Windows.

II. KET QUA NGHIEN CU'U VA BAN LUAN
3.1. Dic diém ciia dbi twong nghién ciru
Bang 1. Pdc diém cua doi tiwong nghién ciru

Pic diém , n %
Can bd CNV 33 21,2
\ Huu tri 16 10,3
Ngh.eA Hoc sinh Sinh | . 16 10,3
nghiép | yign |
Lam rudng 19 12,2
Khéc 72 46,2
BHYT Co 130 83,3
Khong 26 16,7
Kham Lan déu 79 50,6
bénh Nhiéu lan 77 49,4

Bénh nhan kham ¢ bao hiém y té chiém 83,3%,
khong bao hiém y té 16,7%, kham lan dau 50,6% va
kham nhiéu I4n 49,4%. Két qua nay khong chénh
1éch nhiéu so v6i nghién ciru & Bénh vién Bach Mai
véi bénh nhan c6 bao hiém y té 1a 27%, bénh nhan
vao vién lan diu 14 59,8%. |

Bdng 2. Ddnh gid cia bénh nhdn vé co s¢ ha tang khdm bénh

n (%)
Ngi dung RAthal | oo Binh | Khong | Rétkhong
1ong & | thwong | hailong | hailong
Sép xép chd ngdi doi 56(35.9%) | 94(603%) | 6(3.8%) | 000%) | 0(0,0%)
Tinh trang vé sinh sach s& | 59 (37,8%) | 87(55,8%) | 10(64%) | 0(0,0%) | 0(0,0%)
Khu vé sinh cong cong 50 (32,1%) | 87(55,8%) | 18(11,5%) | 1(0,6%) | 0(0,0%)
Té roi, thong tin vé 0 0 ‘ .
site ke, bio chi, Tivi 44 (28,3%) | 97(62,2%) | 14(8,9%) | 1(0,6%) | 0(0,0%)
Céc bang, biéu huéng ddn | 5 o
Kham chtta bénh 48 (30,8%) | 95(60,9%) | 12(7,7%) | 1(0,6%) | 0(0,0%)
D& tim céc Phong kham chuyén
Khoa & khoa khitn bénh 45 (28,8%) | 94(60,3%) | 16(103%) | 1(0,6%) | 0(0,0%)
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Bé'tri sép xép chd ngéi doi duoc bénh nhan danh
gi4 cao nhét v6i hai 1ong va rét hai long 14 96,2%, ty
Ié ndy cao hon so véi Bénh vién Da lidu thanh phd
Hb Chi Minh (84,04%), tuy nhién thip hon Bénh
vién Pai hoc Y Mangalore An D6 (100%).

Tinh trang vé sinh khoa Kham bénh c6 ty 1€ hai
long va rat hai long 12 93,6%, cao hon céc Bénh
vién Tai Miii Hong Cén Tho (89,8%), Bénh vién
Nhi Pdng 2 Thanh phé H Chi Minh (85,6%) va thap
hon Bénh vién Dai hoc Y Mangalore Anbo (100%).

Két qua hai 1ong va rit hai long v& cac bang, biéu
huéng dan kham chita bénh ciia ching t6i 12 91,7%
tuwong duong ty 1€ hai long ciua Bénh vién Tai Mili

Bénh vién Trung wong Hué

Hong Can Tho, va cc phuong tién truyén thong,
thong tin v& sirc khoe 12 90,5% ciing cao hon & Bénh
vién Da liu thanh phé Ho Chi Minh (56,68%), tuy
nhién van ¢6 1 bénh nhan khong hai long vé céac
phuong tién thong tin stic khoe (0,6%). BS tri cac
phong kham chuyén khoa & khoa Kham bénh dé tim
théy va khu v¢ sinh cong céng bénh nhan ciing dugc
danh gia kha cao véi ty 18 gin 90%, ty 1& nay cao
hon & Bénh vién Mangalore vé d& tim céc phong
kham chuyén khoa (84%). Panh gia chung cua bénh
nhan vé sy hai long d6i v6i co s ha téng 1a 91,4%,
chi ¢6 0,4% bénh nhén khong hai long va 8,2% ch
14 binh thuong. '

Bang 3. Pdnh gid ciia bénh nhdn ddi-véi hudng dan vién

n (%)
Ngi dung Rat - Binh Khong | Ratkhong

hai 1ong € | thwomg | hailong | hailong

Thai d6 ctia HDV noi tiép'dén vé 61 85 . . o
thil tue kham bénh (39,1%) | (s4,5%) | 10(6:A4%) | 0(0,0%) | 0(0,0%)

Huéng dan ciia HDV noi tiép dén 60 89 7 . o
v thi tuc khém bénh (38,5%) | (57,1%) | (4a%) | @00 | 000.0%)

| Thai 46 va huéng din thi tuc kham 49 85 21 , .
bénh ctia HDV & phong kham G14%) | G45%) | (13,5% | 1 (©6%) | 000,0%)

Huéng dén vién tai noi tiép d6n bénh nhan diu tién dugc hai 1ong cao, tuy nhién sy huéng din duoc
danh gia cao hon la vé thai do gido tiép clia huéng dan vién véi ty 1¢ twong (g 12 95,6% va 93,6%. D&i véi
sy huéng dan céc thii tuc kham bénh va thai d6 cta huéng dén vién tai khu phong kham so véi hudng din
vién tai noi tiép qon thi sy hai long thap hon (85,9%) va c6 1 bénh nhan khong hai long (0,6%).

Bang 4. Pdnh gid cia bénh nhdn doi voi diéu dutng

n (%) |
N¢i dung Rat | Hal bn Binh Khéng hai | R4t khéng

hai long g thudng 10ng hai long
Théi d6 ctia didu dudng noi tiép o 90 . 0 o
d6n v& this tyc kham bénh 46 (29,5%) | (57995 | 12022%) | 1(0.6%) | 0(0,0%)
Hudng din cia didu dudng noi . 82 . . o
tiép d6n v& thit tuc kham benh | /2 A627%) | (55 cory | 2(12%) | 0(0,0%) | 0(0,0%)
Théi d ctia diéu dudng tai o 79 . . .
phong khém béah 74 (47,5%) (50.6%) 3(1,9%) | 0(0,0%) 0 (0,0%)
Hu¢ng dén thi tyc kham bénh 2
cta diéu dudng tai phong 54(8,3%) | (5590 5(3,5%) | 0(0,0%) 0 (0,0%)
kham bénh il
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Trong danh gia ciia bgnh nhén dbi voi diéu dudng
thi sy hudng dén ctia didu dudng noi tiép don dugc hai
long cao nhét 98,8%, tiép dén 1 thai do cia diéu dudng
tai phong kham 98,1%, huong din cua diéu dudng tai
phong kham 96,5%. Cac ty 1é nay cao hon so v6i &

Bénh vién Tai Mili Hong Cin Tho (95 6%), Bénh vién
Da liéu thanh pho Ho6 Chi Minh (80 78%) va Bénh
V|¢n Mangalore (88%). Thai do cua diéu dudng tai noi
tiép don c6 sy hai long thap hon 87,2% va c6 1 bénh
nhan khong hai long (0,6%).

Bang 5. Ddnh gid cia bénh nhdn déi véi bdc sy khdm bénh

n (%)
N¢i dung Rit . : . Khong | Ratkhong
hailong | Dailong | Binhthudng | yaipng | hailong

STyha‘ d giao tiep cia bic | 4g (31 gos) | 91(59,8%) | 13(8,6%) | 0(00%) | 0(0,0%)
e cabiesT\E | 35 | 92 | 160076 | 20.% | 00.0%
Giai thich cta bac sy ve 46 (31.0° 4 0 0 0 o
b oui xét nghiom 6(310%) | 84(568%) | 18(122%) | 0(0.0%) | 0(0.0%)
Ké don diéu tri clia bac ,
o5 sau khi hoan thtvide | 86 (55,1%) | 70(449%) | 0(00%) | 0(0.0%) | 0(00%)
kham bénh

Pa sb bénh nhan hai long khé cao dbi véi thai
do giao tiép cla bac s¥, dbi voi sur giai thich vé tinh
trang bénh va giai thich két qua xét nghiém véi cac
ty 16 tuong (mg 12 91,4%, 88,0%, 87 8%, ¢6 2 bénh
nhén khong hai long bac sy g1a1 thich vé tinh trang
bénh. Dbi véi thai do giao tiép clia bac s, két qua o
ching t6i thap hon & Bénh vién Tai Miii Hong Céan
Tho (98,5%), twong duong vdi Bénh vién Da li€u
thanh phd H6 Chi Minh (91,2%) va cao hon ¢ Bénh

vién Mangalore (81%).

Sy hai long vé giai thich bénh tit & ching
t6i (88,0%) nguoc lai cao hon ¢ Bénh vién
Tai Miii Hong Cén Tho (78,5%) va thdp hon
& Bénh vién Mangalore (97%). Dac biét 100%
bénh nhan hai long ddi véi diu trj ké don cia
béc si sau khi hoan tat kham bénh, ty 1 nay cao
hon hai long ké don thudc diéu tri & Bénh vién
Mangalore (83%).

Bang 6. Ddnh gid ciia bénh nhdn doi vdi cdc nhdn vién khdc

n (0/0)
N¢i dung RAt Hai i . Binh | Khénghai | Ratkhong
. ai long \ .
‘ hai long ' thwong long hai long

Thai 46 va huéng dén lam :

xét nghiém ciia ky thudt vién | 83 (53,2%) 72 (46,2%) | 1(0,6%) | 0(0,0%) 0 (0,0%)

& phong kham ngoai trii

'Huéng dén cia diéu dudng : |

tai céc khoa cén 1am sang 81(52.9%) | 68 (44,4%) | 42,7%) | 0(0.0%) 0(0,0%)

(siéu am, noi sol, xquang, . .

dién tim...)

Giao tiép ciia nhan vién thu : 0 0

tién & phong kham. 81 (52,? %) | 70 (45,8%) | 2 (1,3%) 0 (0,0%) 0 (0,0%)
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Déi v6i nhén vién & phong xét nghiém ngoai trii
ctia phong kham, bénh nhén ciing hai long cao vé
thai do va huéng dan cia ky thuét vién xét nghi¢m
(99 4%) so véi mot sb bénh vién khac. Dm v0i giao

- tiép clia nhan vién thu tién tai phong kham va su -

Bénh vién Trung wong Hué

huéng dan ctia didu dudng tai cée khoa can lam sang
khac cho th_éy_t}’/ 1€ hai long cao 98,7% va 97,3% so
véi hai long 84% vé didu dudng can 1am sang &
Bénh vién Mangalore va 76,55% -v& nhén vién thu
tién & Bénh vién Da liéu thanh pho Ho Chi Minh,

Bang 7. Cdc khodng thoi glan trong khdm bénh va xét nghiém

- Thoi gian 1am thit tyc kham bénh c6 két qua
trung binh 1a 11,36 phat, 1au hon & bénh vién Da

lidu thanh phé H& Chi Minh (3-5 phit), thip hon

& bénh vién Mangalore (12,6 + 6,87 ph) va két qua

thoi gian chd khdm bénh trung binh 13 13,56 phit

~ tuong duong & bénh vién Da liéu thanh phé Ho

Chi Minh (10-15 phut), cfing thip hon & bénh vién

Mangalore (46,5 = 20,9 ph). |

Bang 8. Ddnh gid ciia bénh nhdn déi véi thoi gian cho khém va thoi gian cho xét nghiém

Thei glan Tin sb “Téi tl’neu‘ Téi ’da Trung'b‘mh
(phut) (phut) (phuit)
Lam thu tyc khdm bénh 156 1 60 11,36
Ché kham bénh 156 2 99 13,56 |
C6 két qua xét nghiém ngoai tra 68 5 131 26,57
C6 két qua xét nghiém Sinh héa 76 42 360 97,17
| €6 két qua xét nghiém Huyét hoc 1 330,00 330,00 330,00
Hoan t&t kham bénh 156 9 520 173,54

Thoi gian ¢ két qua xét nghiém ngoai tra tai
phong kham trung binh 1a 26,57%, két qua xét -
nghi¢m Sinh héa 1a 97,17 phit, két qua xét nghiém
Huyét hoc chi c6 1 bénh nhan lam xét nghiém
HbsAg 12 330 pht, so véi két qua xét nghiém trung
binh & Bénh vién Mangalore (142,75 ph) thi sé lidu
ctia chiing t6i ciing kha phi hop.

. n (%)
Thoi gian Chio aha
- ap nhan A 1A

Hai lqng duge Lau Qua lau
Cho dugc béac sy kham 96 (61,5%) 55 (35,3%) 5(3,2%) 0(0,0%)
C6 két qua xét nghiém cia phong 0 o o o
Kham ngoai tri | 58 (50,9%) 47 (41,2%) 8 (7,0%) 1(0,9%)
€6 ket qua xét nghiém céc khoa 44 (28,2%) 87 (55,8%) | 24 (154%) | 1(0,6%)
cén lam sang khac

Thoi gian chd kham, bénh nhan hai long va chip
nhén dugc 12 96,8%, ¢6 5 bénh nhén y kién chd lau
(3,2%), khong céy kién cho qua lau, so vdi 73,2% y"
kién cho rng thdi gian chd kham pht hop va 26,8%
y kién 1au va qua lau & Bénh vién Tai Mii Hong
Can Tho thi két qua cua chiing toi ciing kha t6t.
Déi véi thoi gian chd két qua xét nghiém ngoai tra
(trung binh 26,57 ph), bénh nhan hai long va chip
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nhén dugc la 92,1%, cé 8 bénh nhan y kién chdlau
(7,0%) va 1 bénh nhan y kién qua lau (0,9%), két
qua nay hop ly vi thoi gian 1am xét nghiém mau
VSS twong dbi dai. Dbi vai thoi gian cher két qua xét
nghiém ctia cac khoa khac (Sinh hda, Huyét hoc),
bénh nhan hai long va chép nhan duoc 1a 84%, ¢6

24 bénh nhén y kién chd lau (15,4%) va 1 bénh nhan

y kién qua 1au (0,6%). Su hai long nay tuwong déi
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A o . vy . N r IRTY A
_ thap so véi cac danh gia khac va cé 16% y kién bénh
nhan chd 1au va qué lau canh gidc luu y ching ta

_ nén xem xét cdi tién quy trinh xét nghiém dé c6 két -

qua nhanh hon.
Bang 9. Pdnh gid chung cia benh nhdn
_ ddi véi két qua khdam bénh (n=156)

Y kién bénh nhén n %
R4t hai long 41 | 263
Hai long - 1 | 71,1
Chua hai long | 4 2,6

Da s6 bénh nhan hai long cao vé két qua kham
tai khoa Kham bénh véi ty 1€-1a 97,4%, tuy nhién

van con ¢6 4 bénh nhan chua hai 1ong chiém ty [é
2,6%.

"IV. KET LUAN

- Ty 1¢ hai long doi v&i co s ha ting kham bénh

12 91,4%; véi hudng dan vién 1a 91,7%:; véi diéu

dudng 1a 95,1%,; voi bac sy 14 91,8%. _
- Ty 1€ hai long va chép nhan duoc dbi véi thoi
gian chd kham bénh 12 96,8%; véi thoi gian chd két

qua xét nghiém ngoai tri tai khoa Kham bénh (trung.

binh 26,57 phut) 14 92,1%; vé&i thoi gian chd két qua
cta cac khoa xét nghiém khac 1a 84%. o

- Bénh nhan hai Iong cao vé& két qua kham tai
khoa Kham bénh v&i ty 1€ 12 97,4%.
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