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TOM TAT

Chi s6 hai long nguoi bénh duoc nhidu co s& kham, chira bénh trén thé giGi st dung dé hoach dinh chién
lwoc xdy dung thuong hiéu va gia téng ndng lwc canh tranh. Thoi gian cho la mét trong nhiing chi sé hai long
nguoi bénh ma nhiéu co s& kham chira bénh quan tam. Muc tiéu: Danh gia thoi gian cho kham va mic d6
hai long cua nguoi bénh tai khoa Khéam bénh, Bénh vién Da khoa tinh Kontum. Déi twong va phwong phap
nghién ceu: thuc hién phuong phap nghién ciu mé té cét ngang trén tat ca nguoi bénh dén kham tai khoa
Kham bénh, Bénh vién da khoa tinh Kontum vao thang 11 nam 2016. Banh gia sw hai long theo thang diém
Likert. Két qua: Thoi gian chd kham cda ngudi bénh dén kham va lam céc ky thudt can lam sang déu dat
So voi tiéu chudn, tuy nhién kham va thuc hién 3 ky thuét tro 16n c6 nhiéu hon so véi tiéu chuédn la 15.1
phat. Mic dé hai long chung cda ngudi bénh 1a 3,69; mirc do hai long cta nguwoi bénh déi voi nhan vién
ytéla 3,7 vé thoi gian cho la 3,69; voi méi truong bénh vién la 3,64. Két ludn: Tang cuong ky ndng giao
tiép, thai do tmg xcr dang muec khi cung cép dich vu, xay dung quy trinh khdm bénh hop ly khoa hoc, giam
thoi gian cho kham bénh, Ia viéc lam cén thiét nhdm cai thién sw hai long ctua nguwoi bénh.

Twr khoa: sw hai long cua nguoi bénh, thoi gian cho doi

ABSTRACT '
EVALUATE PATIENTS IS WAITING TIME AND SATISFACTION
AT THE EXAMMINATION DEPARTMENT, KONTUM GENERAL HOSPITAL
Le Thi Loan', Nguyen Thi Nga', Le Thi Thuy Van',
Huynh Thi Lan Huong', Vo Thanh Hung’

The patients satisfaction index is used by many clinics in the world to branding strategies and increase
competitiveness. The waiting time is one of the patient satisfaction indicators that many clinics are interested
in. Objectives: Evaluate patients’s waiting time and satisfaction at the Exammination department, Kontum
General hospital. Subjects and Methods: A cross-sectional, descriptive study on all patients who were
examined at the Exammination department, Kontum General hospital in November 2016. Satisfaction
was evaluated by Likert scale. Results: Comparing the standard criteria, patients’s waiting time for clinical
examination and laboratory work was well. However, the time of examination and performance of three or
more techniques was more than the standard 15.1 minutes. The overall satisfaction level was 3.69: the

patient satisfaction level for medical staffs was 3. 7, for the waiting time was 3.69; for the hospital environment
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was 3.64. Conclusions: To improve the patient satisfaction, we need to enhance the communication skills,
attitudes and behaviors when providing services, develop a scientific examination procedure, reduce

waiting time for medical examinations.
Key words. Patient satisfaction, waiting time

1. PAT VAN PE

Trong nhitng ndm gan day, hai l1ong ngudi bénh
(HLNB) la muc tiéu hang diu cua tit ca cac co sO
diéu tri, ddc biét la cac bénh vién cong lap va tu
nhan trén toan qude, khi ma yéu td chat lugng ngay
dugc quan tdm cai thién; trong do, thoi gian cho
kham la yéu té tac dong dugc nhan thdy dé dang
nhit dé lam hai long hodc khong hai long nguoi
bénh khi dén kham tai cac phong kham cta cac bénh
vién [5]. Nhim tim hiéu va phat hién nhiing van dé can
cai tién, ching toi tién hanh thyc hién nghién ctu
nay nham muc tiéu: Danh gia thoi gian cho kham va
mue do hai long ctia ngudi bénh tai khoa Khdm bénh,
Bénh vién Da khoa tinh Kontum.

II. POI TUQNG VA PHUONG PHAP
NGHIEN CUU

2.1. Di twong nghién ciru: Toan bo nguoi bénh
dén kham tai khoa Kham bénh trong thang 11 nam
2016 tai Bénh vién da khoa tinh Kon Tum.

L KET QUA NGHIEN CU'U

2.2. Phuong phap nghién ciru: Nghién ciru mo
ta cit ngang

Cé mau: cong thirc tinh Co mau N =C / ES?

N = 7,85/ (5/37)* = 436. Du kién c6 10% nguoi
tham gia tra 101 cau hoi sau do ¢6 thé tir chdi tham
gia NC; cong thém 10%, cd mau sé la 480.

Phuwong phap tién hanh: Chon mau ngau nhién,
str dung bang cau hoi soan san dé nguoi bénh tham
gia nghién ctu, trd 101 diy du bang céu hoi mot cach
tu nguyén - ho co thé ngung tham gia tra 10i cdc cau
hoi & bat ky thoi diém nao.

Néi dung va bién sé nghién civu chinh:

- bic diém nhan khéu BN dén kham bénh: tudi;
gidi; dan toc; noi o nghé nghiép.

- Thoi gian cho kham.

- Cac murc hai long ngudi bénh (HLNB) chung va
riéng dbi voi timg nhom yéu t6:

+ HLNB vai thoi gian cho;

+ HLNB dbi voi NVYT khi cung tng dich vu;

+ HLNB v&i moi truong ctia bénh vién.

3.1. Thoi gian chd kham trung binh ciia BN tai khoa Kham bénh

Bang 1. Bang so sanh thoi gian cho khdm bénh cua Bénh vién da khoa Kon Tum

Noi dung Thoi gian cho Thoi gian cho Dg 1éch
kham theo QD khiam ctia Bénh chuan
1313/Qb- BYT vién

(phat) (phat)
Thoi gian cho kham lam sang don thuan <2 gio (120 ph) 48,18 28,62
Thoi gian cho kham lam sang + 01 KT <3 gio (180 ph) 104,2 52,55
Thoi gian cho kham 1am sang + 02 KT < 3,5 gio (210ph) 170,08 74,42
Thoi gian cho kham lam sang +> 03 KT <4 gio (240ph) 255,1 115,4

Thoi gian cho trung binh ddi voi nguoi bénh kham don thuan 1a 48,18 phut; kham lam sang + 1 ky thuét

(KT) 1a 104,2 phat; kham [am sang + 2 ky thuat la 170,08 phat va kham lam sang + 3 k¥ thudt trd 1én la

255,1 phat.
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3.2. Cac yéu to lién quan va mire d§ hai long cia nguoi bénh

Bang 2. Cac nhoém yeu to lién quan va mac do hai long ngudi bénh

Noi dung RAt khong hai | Khong hai | Binh thuong Hai long RAt hai long
l(‘)llg (0 o) l(‘)llg ((%)) (0 o) (0 o) (00)

Thoi gian cho 0,57 4,41 30,14 54,22 10,66

Thai do cua 0,72 3,25 25,7 55,47 11,86

nhan vién

Moi trudng 1,45 5,05 33,4 47,51 12,59

bénh

Vé thoi gian cho dang ky, kham va lam céc dich
vu cdn lam sang ¢o ty 1¢ hai long va rat hai long [a
(64,88%) ty 1¢ rat khong hai long 1a 0,57% va ¢o
4,41% khong hai long.

Hai long nguoi déi véi NVYT khi cung cip céc
dich vu ¢6 ty 1¢ hai long va rat hai long tuong ddi
ca0 (67,33%). Bén canh do ty 1 co y kién rat khong
hai long 12 0,72% va y kién khong hai long la 3,25%.

Hai long voi moi truong bénh vién ¢6 diém trung
binh thap nhit (3,64) trong do ty 1¢ khong hai long
va rat khong hai long con chiém ty 18 cao (6,5%).

1V. BAN LUAN

4.1. Thoi gian cho kham trung binh ciia Bénh
vién da khoa tinh Kon Tum

Thoi gian chd kham (cho kham don thuan, kham
lam sang + 1 ky thudt; kham 1am sang + 2 ky thuét)
déu dat so v&i thoi gian cho kham theo Quyét dinh
56 1313/QD-BYT ciia BO Y té [1]. Riéng chor kham
lam sang + 3 ky thuét chua dat, co thé giai thich la
do dic diém cia mau trong dot khao sat ¢6 16,7%
bénh nhi kham va thuc hién 3 ky thuét tré 1én, bénh
nhi thuong lam cdc ky thuat mét nhiéu thoi gian
thuc hién hon. Song day ciing 12 yéu té dé chung toi
xem x¢ét va cai thién.

Thoi gian trung binh cho khdm cia ngudi bénh

trong nghién ctru ctia chiing t6i 1a 145 phat, két qua_Kkhidcn kham la dugce gdp thay thude gidiva duoe =

nay tuong duong voi tac gia Tran Hoa Van khi khao
sat thoi gian cho kham cua bénh nhan c6 BHYT tai
khoa kham bénh, Bénh vién da khoa Tién Giang la
tr 135 dén 251 phut [4].

Trong nghién ciru ctia chiing t6i, thoi gian trung
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binh chd kham don thuan 1a 48,18 phut, két qua nay
thap hon khi so voi nghién cru ctia tic gia Tran Thi
Quynh Huong tai Bénh vién da khoa Théng Nhét
nam 2014 (thoi gian cho kham la: 1gio 87= 61,27
phat) [2].

4.2. Danh gia mirec d) HLNB ciia cac BN khi dén
kham tai BV da khoa tinh Kon Tum

Diém trung binh cta hai long chung ctua nguoi
bénh dén kham tai cac phong kham Bénh vién da
khoa tinh Kon Tum la 3,69

Mic hai long nay ciing tuong duong so véi
nghién ctu vé thoi gian cho doi dé thyuc hién cac
dich vu chdm séc sirc khoe tai bénh vién truong
Dai hoc Tay Nguyén ciing cé diém s trén 3,5/5
(theo nghién ciru cta Nguyén Manh Tuyén va
cOng su tai Bénh vién truong dai hoc Tay Nguyén
nam 2012) [3].

4.3. Cac nhoém yéu t6 lién quan va mie do hai
long nguwoi bénh

Thoi gian cho doi cta nguoi bénh trong nghién
ctu cia ching toi tuvong duong véi tiéu chuén
cia Bo Y té [1], tuy nhién mirc do hai long cia
ngudi bénh van & mac binh thuong, di¢u nay
chirng to mong doi ciia ngudi bénh ¢é thoi gian
cho kham, lam cac ky thudt can lam sang cén

nhanh chong hon nira, boi tim ly cta ngudi bénh

kham bénh ngay.

Vé thoi gian cho dang ky, kham va lam cac dich
vu cén 1am sang c¢6 0,57% rét khong hai long va ¢6
4,41% khong hai long, dé dap tmg mong doi cla
nguoi bénh can ¢6 giai phap cai thi¢n giam thoi gian
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chd kham dic biét 1a thoi gian cho doi la tha tuc
dang ky kham bénh.

Hai long cGia nguoi bénh d6i véi NVYT khi cung
cép cac dich vu co ty 1¢ hai long va rat hai long
la (67,33%) ty 1¢ nay thip hon so voi nghién ciru
cua Nguyén Manh Tuyén va cOng sy tai bénh vién
truong Dai hoc Tay Nguyén nam 2012 (72,5% - 92,8%)
[3], cO thé do su khac biét trong cong cu khao sat
(bd cau hoi), tuy nhién day cling l1a mot vin dé dé
chiing ta quan tam cai tién.

Hai long véi moi truong (sur tién nghi) bénh
vién, co ty 18 hai long (60,10%) tuong duong so voi
nghién ctru ctia Nguyén Manh Tuyén va cong sy tai
Bénh vién truong Dai hoc Tay Nguyén nim 2012
vGi su hai long vé co s vat chat va trang thiét b

phuc vu kham chira bénh ctia nguoi bénh chiém tur
62,9% - 88,0% [3].

Trong cac nhom yéu t6, tuy mue do hai long
khong co su chénh 1¢ch cao tuy nhién sy hai long
ngudi bénh vé yéu té méi truong bénh vién co diém
trung binh thap nhit (3,64) trong do ty 1¢ khong
hai long va rat khong hai long con chiém ty 1& cao
(6,5%).

V. KET LUAN

Tang cuong k¥ nang giao tiép, thai do Gng xu
dung muyc khi cung cép dich vy, xdy dung quy trinh
kham bénh hop Iy khoa hoc, giam thoi gian cho
kham bénh, la viéc lam can thiét nham cai thién su

hai long ctia nguoi bénh.
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