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Dit van dé: Suc khoe tam than dang ngay cang tr¢ thanh van dé quan trong hon trong xa hoi hién dai,
cac thu tuc hanh chinh vé strc khoe tam than cing dugc quan tam thuce hién nhiéu hon. S6 luong d6i
tuong tim dén cac co s¢ y té chuyén nganh tdm than véi muc dich kham stc khoe tim than dé bo sung ho
so 1am ngay mot tang, ké tir luc thanh 1ap va di vao hoat dong cho dén nay s6 luong nguoi dén kham sirc
khoe tam than tang 1én dang ké.

Muc tiéu: Xac dinh cy thé mirc d6 hai long cua ca nhan dén 1ién hé kham strc khoe tam than - M6 ta mot
s6 yéu t6 lién quan dén sy hai long ctia ca nhan dén lién hé kham strc khoe tim than

Phuong phap nghién ciru: Nghién ctru mo ta cit ngang két hop tién ciu.

Két qua: Nhom tu01 ctia dbi twong nghién ctru tap trung chu  yéu tu 60 tudi tro 1én, chlem 50,8%.

; nir gioi chiém da s6 59,55% so v&i 40,45% & nam gidi; phan 16n ¢o trinh d6 hoc van tir trung hoc co s
tro xudng chiém 60,7% so v&i 39,3% tir phd thong trung hoc trd 1én; 60,3% khong c6 nghé nghiép,
11,5% 1a tri thire, 5,7% 13 cong nhan; 1y do dwa ddi twong dén kham stc khoe tim than 57,3% dé lam di
chuc, 34,4% dé dang ky két hon, 8,4% dé bo sung ho so 1am thi tyc hanh chinh; Cac tiéu chi ddnh gia ¢
tat ca cac muc khdao sat dat diém trung binh, cao nhét 13 tinh than thai do phuc vu ctia nhan vién 4,83
diém (98,09%), thap nhat la thoi gian chd doi lam céc thi tuc hanh chinh ciing nhu nhan tra két qua 4,62
diém (92,74%).

Két luan: Xac dinh duge mirc d6 hai 10ng va mo ta mot sé yéu td lién quan dén su hai 1ong cua c4 nhan
dén lién hé kham strc khde tam than
I. Piit van dé

Stc khoe tam than dang ngdy cang tr¢ thanh van dé quan trong hon trong xa hoi hién dai, cac thu
tuc hanh chinh vé sirc khoe tam than ciing dugc quan tdm thuc hién nhiéu hon, ké tir luc thanh 1ap va di
vao hoat dong cho dén nay s6 luong ngudi dén kham sirc khoe tam than ting 1én dang ké. Nham co co s
khoa hoc chung cur gitip Ban Giam dde ¢ ké hoach cu thé nham nang cao chét luong cac dich vy, va doi
moi tinh than thai do phuc vu ctia nhan vién y té tai don vi, gop phan nang cao hiéu quéa cong viéc, ching
t6i tién hanh thuc hién dé tai nghién ctru khoa hoc: “Khdo sdt su hai long ciia cd nhan dén lién hé kham
sikc khoe tam than tai Trung tam Phdp y Tam than khu viee Tay Nam Bé nam 2018, véi hai muc tiéu:

1. Xéc dinh cu thé murc do hai long cua ca nhan dén lién hé kham stc khoe tim than.

2. Mb ta mot sd yéu td lién quan dén sy hai long ctia ca nhan dén lién hé kham sirc khoe tam than.
I1. P6i twong va phwong phap nghién ciru

1. Déi twong nghién ciru

TAt ca c4 nhan dén lién hé kham stc khoe tam than tai Trung tam thoda tiéu chuan chon miu va
nam ngoai tiéu chuan loai trir, tir thang 6/2018 dén hét thang 9/2018.

2. Phuong phdp nghién citu

Nghién ctru mé ta cat ngang két hop tién ctru.
III. Két qua va ban luin
3.1. Thong tin chung vé ddi tugng nghién ciru

Thong tin chung Sir;é; Ty 1€ %
Nhom tuoi
<18 1 0,4
18 - 39 71 27,1
40 - 59 o7 21,8
>60 133 50,8
Gi61 tinh
Nam 106 40,45




N 156 59,55
bia chi
Thanh thi 146 55,73
No6ng thon 116 44,27
Hoc van
Mu chir 27 10,3
Cip 1 83 31,7
Cap 11 49 18,7
Cép III 56 21,4
Trén cap 111 47 17,9
Nghé nghiép
NoOng dan 17 6,5
Cong nhan 15 5,7
Tri thire 30 11,5
Khéc 42 16
Khong 158 60,3
Ly do dén kham
Két hon 90 34,4
Di chic 150 57,3
Thu tuc hanh chinh 22 8,4
S6 1an dén kham strc khoe tAm than trong 12 thang
Lan dau 227 86,85
Lan tht 2 tro 1én 35 13,15

Nhom tudi ctia ddi tugng nghién ctru tap trung chil yéu tir 60 tudi trd 1én, chiém 50,8%, két qua phu hop
v6i thyc té do da s cac truong hop dén kham strc khoe tam than dé bd sung hd so lam di chuc.

Péi twong nghién ctru nit gidi chiém da s6 59,55% so vdi 40,45% & nam gidi.

Péi tugng nghién ciru phan 16n c6 trinh @6 hoc véan tir trung hoc co s& trd xudng chiém 60,7% so véi
39,3% tir pho thong trung hoc trd 1én.

V& nghé nghiép nhém nghién ciru c¢6 60,3% khong c6 nghé nghiép, 11,5% la tri thire, 5,7% la cong nhan.
Nhitng 1y do dua dbi twong dén kham strc khoe tim than 57,3% dé lam di chic, 34,4% dé dang ky két
hén, 8,4% dé bo sung ho so lam thu tuc hanh chinh.

Trong tong s6 dbi twong dén Trung tim dé kham strc khoe tam than thi c¢6 35 dbi tuong (13,15%) kham
tir 1an tht 2 tro 1én.

3.2. Mirc d9 hai long ciia ca nhin véi cac yéu td

V@ co sé vt chit, trang thiét bj



Mirc d6 hai 1ong chung vé co s& vat chét, trang thiét bj c6 diém trung binh 1a 4,73. Trong d6 ty 18 rat hai

74.

LTD

23%

B Khdng y kién

M Hai long

R4t hailong

10ng 74,23%, hai long 24,05%, khong ¥ kién 1,72%, khong ¥ kién khong hai long.

Vé thoi gian

Qua khao sat cac dbi twong rat hai 10ng vé thoi gian chd 1am thi tuc thanh toan chi phi 71 ,76%, hai long

1.917

.53%

24.81%

B Khong hai long
m Khéng y kién
Hai long

B R4t hai long

24,81%, khong y kién 1,53 %, khong hai 1ong 1,91%. Diém trung binh dat 4,75 diém.
Veé thai do giao tlep cua nhén vién

Murc d¢ hai long vé N X ) 1A 0 biém trung | DO léch
ThiildolE aoitiop Sommn | yle s binh chun
Hai long voi
thai do giao tiép cua bac si 260 99,23 4.8 0.4
Hai long véi thai do giao tiép 261 99 6 484 0.38
cua dieu dudng/y sy ' ' '
Hai long voi thai do giao tiép 260 99 23 48 04
cua nhan vién hanh chinh ’ ’ ’

Qua khdo sat cac doi tuong hai long vé thai do giao tiép cia nhan vién y t€ cling nhu nhan vién hanh

chinh chiém ty 1€ cao >99%. biém trung binh dat 4,8 diém.

V& thi tuc hanh chinh

Qua khao sat cac d6i tuong rat hai 10ng vé thi tyc thanh toan chi phi 79,01%, hai long 19,47%, 1,53%

79.01%

B Khéng y kién

M Hai long

Rat hai long

khong y kién, khong c6 'y kién khong hai long.
Vé thi tuc nhén tra két qua




0.38%
29%
19.08%

m Khong hai long
m Khéng y kién
Hai long

M R4t hai long

Qua khao sat c6 0,38% khong hai 1ong, 2,29% khong c6 ¥ kién 19,08% hai long, 78,24% rat hai

long vé thu tuc nhan tra két qua kham strc khde tam than.

Vé gia thanh kham strc khée tim thin

Mirc d6 hai long vé . - 1ao, | Diémtrung | Do léch
gia thanh kham Coim || 7IE binh dhin
Hai long vé gia kham sirc khoe
tam than dé lam 261 99,61 4,72 0,47
thu tuc két hon
Hai long vé gia kham strc khoe
tam than dé lam di chic 259 98,85 4,74 0,55
Hai long v& gid kham strc khoe | 4, 99,23 4,41 0,80
tam than d€ bo sung ho so

DPéi voi gia cac dich vu kham strc khoe tam than tai Trung tam, qua khao sat ghi nhéan da s6 cac doi tuong

hai long, dat diém s trung binh cao, cao nhat 1 4,74 va thép nhat 4,41.

Ve trang phuc ctia nhin vién

80.15%

B Khéng y kién
M Hai long

R4t hai long

Pbi voi trang phuc, ty 1& rat hai long 80,15%, hai long 18,32%, 1,53% khong ¥ kién, khong co v kién

khéng hai long.
Mirc do hai long chung

78.24%

2.299
B Khong y kién

M Hai long

R4t hai long

Qua khao sat sy hai 1ong chung, khong c6 ddi tuong rat khong hai long va khong hai long, 78,24% rat hai

long, 19,47% hai long, 2,29% khong ¥ kién.
3.3

.Y Kién gép y:
Y kién gop y n %
Nén c6 bang huéng din cu thé 1 0,38%
Bang hudng dan hoi khuét, kh6 tim 1 0,38%
Cén c6 bang huéng dan quy trinh lam y 1 0,38%
chirng d€ nguoi dan chuan bi tot hon




Dich vu rat t6t 1 0,38%

Lich sy va huéng dan chu d4o 1 0,38%
Nén phat huy nhiing diém t6t dé thu hat 1 0,38%
nhiéu bénh nhan
Kho tim thiy Trung tim, nén ¢6 bang chi 1 0,38%
dan cu thé
Rét hai 1ong v6i toan thé nhan vién 1 0,38%
Su phuc vu rat tuyét voi 1 0,38%
Van phong sach s§, nh’é}n vién nhi’ét tinh, 1 0,38%
than thién d¢ lai an tugng tot
Tong 10 3,8%
3.2.9. Su hai long ciia c4 nhan theo tirng yéu to
Yéu t6 anh hudng su hai 1ong Sglili(é:u C& mau Diég‘llnt;u ne T?;)lé
Co s vit chat, trang thiét bi 3 262 4,73 94,65
Thoi gian cho 3 262 47 92,74
Théi d6 giao tiép clia nhan vién 3 262 4,83 98,09
Thu tuc hanh chinh 3 262 477 93,89
Gia cac dich vu kham strc khde tam than 3 262 4,62 97,7
Trang phuc cua nhan vién 2 262 4,78 96,95

Qua khao st ghi nhan mirc d6 hai long cua do6i tugng dén kham strc khoe tam than tai Trung tm & mirc
cao > 90% & tat ca cac muc danh gia, cao nhét 14 tinh than thai do phuc vu cta nhan vién 98,09%, thép
nhéat 1a thoi gian chd doi lam céc thu tuc hanh chinh cling nhu nhén tra két qua 92,74%. Céc tiéu chi danh
gia & tit ca cac muc khao sat dat diém trung binh, cao nhét 1a tinh than thai d6 phuc vu ctia nhan vién
4,83 diém, thép nhét 1a thoi gian chd dgi lam cac thu tuc hanh chinh cling nhu nhan tra két qua 4,62
diém.
IV. Két luan
Mirc d¢ hai long ciia doi twong nghién ciru
- Vé co s& vat chflt, trang thiét bi: Mtrc d¢ hai long chung vé co s& vat chat, trang thiét bi 1a 4,73 diém,
trong d6 hai 1ong ddi v6i khu vuc phong kham 1a 4,75, con ddi voi khong gian xung quanh 14 4,72.
- V& thai d9 giao tiép ctia nhan vién: Qua khao sat cac hau hét cac d6i tuong hai 1ong va rat hai 1ong vé
thai do giao tiép ctia nhan vién y té cling nhu nhan vién hanh chinh 98,09%, khong c6 khong hai long,
1,91% khoéng ¥ kién. Diém trung binh dat 4,8 diém.
- V& thoi gian chd thuc hién cac thi tuc kham sirc khée tAm thian: Qua khao sat da s6 ddi tuong déu
rt hai long va hai long 97,68%, 1,23% khong ¥ kién, khong hai long 1,09%. Diém trung binh chung 4,77
diém.
- Vé trang phuc: Qua khao sat da s6 d6i tugng déu rat hai long va hai long 98,47%, 1,53% khong ¥ kién,
khéng c6 d6i twong khong hai long. Piém trung binh chung 4,8 diém.
- Vé gia thanh kham: Qua khao sat ghi nhan da s6 cac ddi tugng hai long va rat hai 1ong 97,7%, 2,3%
khéng v kién, khong c6 dbi twong khong hai 10ng. Piém sb trung binh 4,62 diém.
- Sw hai 1ong chung: Mirc d6 hai 10ng chung duoc quy udce tinh bang trung binh cong cac diém sd trung
binh cua timg mirc d6 hai 10ng. Qua khao sat sy hai 1ong chung, khong c6 dbi trong rat khong hai long
va khong hai 1ong, ¢6 2,3% khong ¥ kién, 19,5% hai long, 78,2% rat hai long.
Céc ti€u chi danh gid ¢ tat ca cac muc khao sat dat diém trung binh, cao nhét 13 tinh than thai do phuc vu
ctia nhan vién 4,83 diém, thap nhét 1a thoi gian chd doi 1am cac thi tuc hanh chinh ciing nhu nhan tra két
qua 4,62 diém.

- Qua nghién ciru, chiing toi thu thip dwoge 10 y Kién gop y chiém 3,8%, bao gf)m
Trung tdm nén c6 bang hudng dan cu thé; bang hudng dan hoi khuat kho tim thdy; can co bang huéng
dan quy trinh 1am y ching dé nguoi dan chuan bi tot hon; dich vu rét t6t; lich sy va hudéng dan chu déo;



nén phat huy nhimng diém tot dé thu hut nhiéu bénh nhan; khé tim thay Trung tdm, nén c6 bang chi din
cu thé; rt hai long véi toan thé ‘nhan vién; sy phuc vu rat tuyét voi; van phong sach s&, nhan vién nhiét
tinh, than thién dé lai 4n twong tot.

IV. KIEN NGHI

Nghién ciru ctia chung t6i dwa ra mot cai nhin tong quat, khach quan vé su hai 1ong cta cac ca nhan dén
thuc hién kham stc khoe tdm than tai Trung tam. Qua qué trinh thyc hién va dya trén két qua dat duoc,
chung t6i xin dwa ra mot s6 kién nghi nhu sau:

- Tiép tuc nghién cuu vé sy hai long cta céc cd nhan dén thuc hién cac dich vu kham stre khoe tam than
tai Trung tAm trong nhitng nam sau. Viéc khao sat sy hai long nén dugc tién hanh thudng xuyén va lién
tuc dé gitp Ban giam ddc biét dugc tinh hinh thyc té va c6 hudng diéu chinh hop 1y.

- Tang cuong bod sung thém co s& vat cht, trang thiét bi phuc vu tbt cong tac chuyén mon tai don vi, dao
tao nang cao kién thirc chuyén mén cho ngudn nhan luc hién hitu, ling nghe ¥ kién déng gdp dé nang cao
chét luong phuc vu, ting cuong sy hai long.

- Tang cuong quang ba vé chirc nang nhiém vu, b6 sung thém cac bang chi dan vé Trung tim, cac bang
huéng dan quy trinh kham sirc khoe tam than 1a mot trong s cac tiéu chi co y kién dong gop.

- Tang cuodng cai cach thi tyc hanh chinh déng theo quy dinh nhdm rit ngan thoi gian chd doi va nhan
két qua cua dbi tuong.

TAI LIEU THAM KHAO

Tiéng Viét

1. Bé lugt dén sw s6 91/2015/QH13 ctia Qudc hoi ngay 24/11/2015.

2. Lé Thanh Tai va cong su (2008), “Khdo sat sy hai long cua bénh nhan noi tru tai Bénh vién Tai — Miii -
Hong Cdn Tho”, Tap chi y hoc TPHCM.

3. Nghi dinh 24/2013/ND-CP cta Chinh phu quy dinh chi tiét thi hanh mot sb diéu cua Ludt Hén nhén va gia
dinh vé quan h¢ hon nhdn - gia dinh co yéu 16 nuweée ngodi.

4. Nguyén Thi Tuyet Nhung va cong su (2013), Khao sdt sw hai long cua nguoi bénh va than nhéan
nguoi bénh ngi trii vé chdt lwong y té tai Bénh vién da khoa tinh Binh Dinh nam  2013.

5. Nguyén Thi Tuyét Mai (2014), “Bdnh gid sw hai long ciia nguot benh dén kham va diéu tri ngoqi trii tai
khoa Khdm bénh - Bénh vién Pa khoa Trung taim An Giang”, dé tai nghién ciru cap co so.

6. Nguyén Thién Bao (2011), “Khdo sat sy hai long ciia bénh nhén vé dich vu kham chita bénh tai phong kham
gia dinh Ha Ngi”, tap chi 'y hoc.

7. Nguyén Tri Duén (2014), “Khdo sdt sw hai long ciia ngueoi nha chim séc bénh nhdn diéu tri ndi trii tai Bénh
vién Tam than thanh phé Can Tho nam 2014, dé tai nghién ctru cip co so.

8. Pham Tri Diing va cong su (2011), “Nghién citu s hdi long ciia nguoi bénh ngogi trii vé dich vu khdm chita
bénh tai khoa Kham bénh cua ba bénh vién hang 111", Pai hoc Y té cong cong, 756 (3), 25 - 28.

9. Phan Thi Thanh Thuy, HO Nhu va cong su, “Khao sat miec do hai long cua nguoi bénh ngi tru tai Bénh vién
Nam Péng, tinh Thira Thién Hué nam 2012, Tap chi y hoc TPHCM.

10. Phung Thi Hong Ha cung cong sy (2000) “Ddnh gid su hai long cua khach hang sw dung dich vy y 1é tai
Bénh vién Viét Nam Cu ba Pong Héi — Qudng Binh”, Tap chi y hoc Hué.

11. Tang Thi Luu (2011), “Nghién ciru sy hai long cua bénh nhan doi véi Bénh vién Pa khoa Pa Ncing”, Luan
van thac si, Pai hoc Pa Nacing.

12. Tran Sy Thang (2015), “Khdo sdt hdi long ciia bénh nhén ndi trii doi voi sw phuc vu cia diéu dudng tai
Bénh vien Da khoa tinh Ha Tinh”, tap chiy hoc.

13. Quyét din s6 1624/QD-BYT, ngay 06/3/2018 cta BO Y & vé viéc ban hanh chirong trinh hanh déng ciia B6
Y té thiee hién nghi quyét s6 20-NO/TW ngay 25/10/2017 ciia Héi nghi lan thit 6 Ban chdp hanh Trung wong
ddang khéa XII vé ting cuong céng tdc bdo vé, chdm séc va ndng cao sirc khoe nhén dan trong tinh hinh mdi.

14. Vuong Ngoc Hai Va cong su (2017) “Khdo sdt su hai long ciia cd nhén, dai dién t6 chirc dén gidm dinh
tai Trung tam Phép y Tam than khu viee Tdy Nam B, d@ tai nghién ctru cap co so.

Tiéng Anh

15. Andaleeb S et al (2007), “Patient satisfaction with health services in Bangladesh” Published by Oxford
University Press in association with The London School of Hygiene and Tropical Medicine.

16. Choi K, Cho W, Lee S, Lee H, Kim C (2004), “The relationship among quality, value, satisfaction and
behavioral intention in health care provider choice: a South Korean study”, Journal of Business Research, 57,
913 - 921.

17. Cronin J J, Taylor S A (1992), “Measuring service quality: a re-examination and extension”, Journal of
Marketing, 56, 55 - 68.



https://luatduonggia.vn/nghi-dinh-so-24-2013-nd-cp-ngay-28-thang-03-nam-2013

