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TOM TAT

Muc tiéu: PBanh gia sw hai long cua
nguoi bénh, ngudi nha nguoi bénh vé
phuwong tién phuc vu nguoi bénh, co sé vat
chét va trang thiét bi bénh vién va thai dé
trng xw, ndng luc chuyén mén cua can bo
y té tai bénh vién Tam than tinh Nam Binh.
Péi twong va phuong phéap: Nghién ciru
mé t& cat ngang tai 4 khoa léam sang Bénh
vién Tam than Nam Dinh tir 1.7.2017 dén
30.9.2017. Két qua: 126 dbi twong la bénh
nhén va nguoi nha bénh duwoc phéng van
trong d6 c6 64 nam, 62 ni¥ tudi tcr 20 tré Ién.
Ty 1é hai long dén réat hai long vé céc tiéu

chi phwong tién phuc vu ngudi bénh, co s
vat chét va trang thiét bj bénh vién va thai
dé trng xtk, nang lwc chuyén mén cua can
bo y té dat 37.3% tré Ién, tiéu chi vé cép
phét thubc va huwéng dan st dung thubc
cao nhét dat 100% sw hai Iong. Két luan:
Sw hai Iong vé phuong tién phuc vu nguoi
bénh, co s& vét chat va trang thiét bj bénh
vién cta doi tuong nghién ctru la 75%, vé
nédng luc chuyén mén cia nhéan vién y té la
97,84%.

Tur khéa: Bénh vién, dich vu, diéu tri ndi
trd, hai long

SATISFACTION OF PATIENTS AND THEIR FAMILY MEMBERS
AT THE NAM DINH MENTAL HOSPITAL

ABSTRACT

Objective: To assess the satisfaction
of the inpatient treatment and their careers
on the means of serving the patient;
hospital facilities; equipment and attitudes;
behaviors, professional capacity of medical
staff at Nam Dinh Mental Hospital. Method:
A Cross-sectional descriptive study was
conducted from July to September2017in
four Clinical departments of Nam Dinh
Mental Hospital. Results: The results
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showedthat 126 inpatients treatment and
their careers were interviewed including 64
male, 62 female aged 20 and above. The
satisfied rate up for the criterias: means of
serving the patient; infrastructure; hospital
equipment andattitudes; behaviors,
professional capacity of medical staff were
37.3% . The Criteria for drug distribution
and Using instructions reached the highest
of satisfactions (100%). Conclusion: the
satisfaction of the inpatient treatment and
their careers on the means of serving the
patient; hospital facilities; equipment were
75% and professional capacity of medical
staff was 97,84%.

Keywords: hospital, services, inpatient
treatment, satisfaction
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1. DAT VAN BE

Sy hai long cla khach hang la sy danh
gia ca khach hang vé mét san pham hay
mot dich vu da dap ng dwoc nhu cau va
mong doi clia ho.Theo tb chirc y té thé gisi
(WHO) chét lwong dich vu y té tac dong
dén sw hai long cua nguwdi bénh. Nguorc lai
sy hai long clia ngudi bénh cé thé danh gia
dwoc hiéu qua cua dich vu do bénh vién
cung cép.

Trong nhirtng nam gan day, tai Viét Nam
ciing da cé rat nhiéu nghién ctvu vé sy hai
long cda khach hang dwoc tién hanh theo
tiéu chi cta trng bénh vién. Véi nhirng
nghién ctru khac nhau, & cac khu vic khac
nhau, dwa trén nhirng mé hinh danh gia va
cac bo cong cu khac nhau, pham vi nghién
clru cach tiép can cac van dé lién quan
ciling khac nhau c6 thé dwa ra nhirng két
qua khong théng nhéat, nhwng da phan nao
dwa ra dwoc birc tranh tbng thé gilp céac
nha cung c4p dich vu y té cé cai nhin toan
dién hon, quan tam dén chét lwong dich vu
ma minh cung cép, tir 4 gép phan nang
cao hiéu qua hoat déng clia bénh vién. Dé
xem xét, nghién ctru mot cach nghiém tuc
va khoa hoc, l1am bang ching thuc té dé
tham mwu Ban Giam dbc bénh vién Tam
than quyét dinh cac bién phap thuc hién
nhiém vu theo ké hoach cua don vi, ké
hoach cta co quan quan ly cip trén giao,
dam bao chat lwong, tién dd déng thoi co
ké hoach cai tién va nang cao chét lvong
nhdm cung (ng dich vu y té an toan, chét
lwong, hiéu qua va mang lai sy hai long
cao nhét c6 thé cho ngwdi bénh phu hop
v&i tinh hinh thwe té cla don vi. Chang
t6i tién hanh nghién clru dé tai: “Panh gié
Sw hai long cta nguwoi bénh va nguoi nha
nguoi bénh diéu tri noi tri tai Bénh vién
Tam than tinh Nam Dinh” v&i muc tiéu:
Mb ta hai long cta nguwoi bénh, nguwoi nha
nguoi bénh vé phuong tién phuc vu nguoi
bénh, co sé véat chét va trang thiét bj bénh
va thai do trng xt&r va néng lurc chuyén mén
cla nhan vién y té

2. POl TUONG VA PHUONG PHAP
NGHIEN cU’U

2.1. Béi twong nghién ciru.

- Nguwdi bénh c6 cac triéu chirng tam
than da thuyén gidm, tam én dinh va hop
tac.

_- Nguwoi nha cia nguoi bénh dang dwoc
diéu tri néi tru tai cac khoa lam sang.

- Tieu chuan loai triv:

+ Ngwdi bénh, ngwdi nha nguwdi bénh
khéng hop tac nghién ctru.

+ Ngu’é’,i bénh, nguwdi nha nguwdi bénh
duéi 20 tuoi.

2.2. Phwong phap nghién ciru.

- Phuwong phap nghién ctru mé ta cét
ngang

- Phuong phéap chon mau: chon mau
toan bd (trong thdi gian tr 1.7.2017 dén
30.9.2017 chung t6i thu thép dwoc n= 126)

2.3. Phwong phap thu thap sé liéu.

Cong cu thu thap thong tin: B cau hoi
dwoc thiét ké san (do BO Y té ban hanh)
phat cho nguoi bénh va ngwdi nha nguoi
bénh tw dién.

Cach thu thap théng tin: Can bd thu thap
théng tin t6i tieng budng bénh: Gidi thiéu
muc dich budi lam viéc, gié:i thiéu phiéu
khao sat, cach tra Ioi va de nghi nguoi
bénh, nguwdi nha ngudi bénh hop tac, phat
but cho nguwdi bénh, ngudi nha ngudi bénh
ghi théng tin.

2.4. Phwong phap st ly sé liéu.

X0 ly s6 liéu bang phan mém Quan ly
chat lwgng bénh vién dung cho B Y té.

3. KET QUA

3.1. banh gia sw hai Iong cua ngwoi
bénh, ngw®i nha ngwei bénh véphwo’ng
tién phuc vu nguwoi bénh, co s& vat chat
va trang thiét bi bénh vién

3.1.1. Sw hai long ngwoi bénh, nguwoi
nha ngwoi bénh vé co so vét chat, trang
thiét bj va phwong tién phuc vu nguwoi
bénh
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Bang 3.1. Sw hai long ctia ngw®i bénh, ngwei nha ngwi bénh vé co sé vat chat
va phwong tién phuc vu ngw®i bénh

wrc d6 hai long| Rat khéng | Khéng hai| Binh Hai Ion Rat hai
Tiéu chi hai long long | thweng 9| long
N 0 1 78 21 26
Ve budng benh dicu tr (0%) (0.8%) | (61.9%) | (16.7%) | (20.6%)
Vé giwdng bénh, ga , gbi 0 2 65 33 26
girong benh, g2, 9 (0%) (1.6%) | (51.6%) | (26.2%) | (20.6%)
Vé quan 4o ngwoi bénh 0 0 20 7S 31
g gurot be (0%) 0%) | (15.9%) | (59.5%) | (24.6%)
1 2 28 59 36

venhatam, nhavesinh | o ger) | (1.6%) | (22.2%) | (46.8%) | (28.6%)

Ty & chung 0.2% 0.99% 37.9% 37.3% 23.61%

Vé givong bénh va ga, goi co 2 (1,6%) doi twong nghién ciru khong hai long, 59

(46,8%) doi twong nghién clru hai long tré 1én.
V& nha tam, nha vé sinh co 1 (0.8%) doi twong nghién ctru rat khong hai long; 2 (1.6%)

doi twong nghién ctru khéng hai long; 95 (75,4%) hai long tré 1én.

Ty 1é dbi twong nghién cru hai long vé tinh trang vé sinh clia quan 4o ngu®i bénh
(84,1%).

3.1.2. Sw hai Iong cua ngwoi bénh, ngwdi nha nguei bénh vé sor d6, bién bdo va
khéng gian trong bénh vién

Bang 3.2. Sy hai long clia ngwoi bénh, ngwoi nha ngwoi bénh vé so do, bién
bao, loi di va khéng gian trong bénh vién

Muwrc d§ hai long | R4t khéng | Khéng hai| Binh Hai lon Réat hai
Tiéu chi hai long long | thweng 9| long
Cac so d0, bién bao chi 0 0 1 84 41
dwong déen cac khoa/ phong (0%) (0%) (0.8%) | (66.7%) | (32.5%)
Cac khdi nha, cau thang, 0 0 3 71 52
budng bénh (0%) (0%) (2,4%) | (56,4%) | (41,2%)
T 0 0 1 69 56
Cac 161 di, hanh lang (0%) 0%) | (0.8%) | (54.8%) | (44.4%)
M@éi trwdng trong khudn vién 0 0 2 62 62
BV (0%) (0%) (1.6%) | (49.2%) | (49.2%)
Ty 1& chung 0.00 0.00 1.39 56.75 | 41.87

Pa sb dbi twong hai long vé vé so db, bién bao, 16i di va khéng gian trong bénh vién
>(92,2%)
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3.1.3. Sw hai Iong cda nguwdi bénh, ngwoi nha ngwdi bénh vé cac phwong tién

phuc vu khac

Bang 3.3. Sw hai long ctia ngw®i bénh, ngwei nha ngwi bénh vé cac phwong

tién phuc vu khac

rc do hailong| Ratko |Khénghai| Binh Hai Ion Réat hai
Tiéu chi hai long long thwong g long
VAn dé an toan, an ninh, 0 0 32 62 32
trat tu (0%) 0%) | (25.4%) | (49.2%) | (25.4%)
Vén dé cung cép nuoc 0 0 65 33 28
udng noéng lanh (0%) (0%) (51.6%) | (26.2%) | (22.2%)
Véan dé dam bao su riéng tw 0 0 63 37 26
khi n3m vién (0%) 0%) | (50.0%) | (29.4%) | (20.6%)
Cang tin bénh vién phuc vu 2 1 49 48 26
an ubng (1.6%) | (0.8%) | (38.9%) | (38.1%) | (20.6%)
A ; 0 0 3 75 48
Trang thiet bi, vat twy t& (0%) (0%) (2.4%) | (59.5%) | (38.1%)
Ty |é chung 0.32% 0.16% 33.65% | 40.48% | 25.40%

Ty 1€ hai long vé trang thiét biy té cao nhat chiem dén 97.6%
Riéng vé cang tin bénh vién phuc vu an udng ty I& hai long thap dat 58,7%,dang chu y
c6 1,6% rat khong hai long va 0,8% khong hai long
3.2. Panh gia sw hai long ngw®i bénh, ngwdi nha ngwei bénh vé thai dé rng xur,
nang lwc chuyén mén caa Nhan vién y té (NVYT)
Bang 3.4. Sw hai long ngwi bénh, ngw®i nha ngwei bénh vé nang lwc chuyén
mon cua NVYT

trc d6 hailong | Ratko | Khéng Binh | Loiion Rét hai
Tiéu chi hai long | hailong | thwong 9 long
Pho bién noi quy, thong tin 0 0 3 79 44
can thiét khi nam vién (0%) (0%) (2.4%) (62.7%) | (34.9%)
Giai thich vé tinh trang 0 0 3 69 54
bénh, phwong phap didu tri (0%) (0%) (2.4%) (54.8%) | (42.8%)
Giai thich, tw van trudc khi 0 0 3 76 47
lam xét nghiém (0%) (0%) (2.4%) (60.3%) | (37.3%)
BS, BD hop tac trong cong 0 1 1 65 59
viéc (0%) (0.8%) (0.8%) (561,6%) | (46.8%)
BS tham kham, dong vién 0 0 1 65 60
NB (0%) (0%) (0.8%) (561.6%) | (47.6%)
Tw van ché dd an, van 0 1 6 66 53
doéng (0%) (0.8%) (4.8%) (52.4%) (42.%)
C:é1p phat thubc va hwéng 0 0 0 75 51
dan st dung thuoc (0%) (0%) (0%) (59.5%) | (40.5%)
Ty 1é chung 0% 0.23% 1.93% 56.12% | 41.72%

V& nang lwc chuyén mon clia nhan vién y té ty 1& hai long tir dbi twong la rat cao, dac
biét vé tiéu chi cap phat thudc va hwéng dan sir dung dat 100%. Riéng tiéu chi tw van ché
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dd an, van dong va su hop tac trong cong viéc gira bac s§ va diéu dwdng c6 0.8% dbi
twong nghién ctru khdéng hai long
Bang 3.5. Sw hai long ciia ngwdi bénh, ngwei nha nguwei bénh vé thai dé ng
xtr cia Bac si/diéu dwéng va nhém nhan vién phuc vu

Mdrc d6 hai long | R4t ko hai | Khéng Binh Hai | Réathai
Déi twong lébng hailong | thwong | léng lébng
Bac sy/Diéu dudng 0 0 0 70 56
Nhan vién y té 0 0 2 67 57

Ty I& hai long, rat hai long cta déi twong dbi véi nhan vién y té 1a rat cao dat téi 100%
ddi vai bac sy, diéu duwéng, trong khi d6 déi véi nhan vién y té a 98,4%
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Biéu d6 3.1. Sw hai long ctia ngwoi bénh, ngwei nha ngwei bénh vé viéc dap
trng thong tin
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Biéu d6 3.2. SHL ctia DPTNC vé NVYT khong c6 hién goi y bdi dwéng
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Pa sb cac dbi twong nghién ciru hai long
va rat hai long khi goi dwoc nhan vién y té
khi can thiét (chiém 60 va 58 phiéu twong
&’ng vOi 48% va 46%). Co 1 dbi twong
nghién clru danh gid khong hai long khi
khéng hdi va goi dwoc nhan vién y té khi
can thiét (biéu dd 3.1).

Khéng cé déi twong nghién ctvu nao cho
réng nhan vién y té co biéu hién goi y bbi
dwéng (biéu dd 3.2).

4. BAN LUAN

Ty |é cac dbi twong nghién clru phan bd
theo gi¢i tinh c6 sy chénh l1éch khéng dang
ké (nam gidi 1a 51%, nlr gidi 1a 49%).

Phan 16n c6 do tudi tr 20 — 50 tudi
(chiém 92/126 trwdng hop), thap nhat 1a do
tudi <20 tudi (cé 5/126 trwdng hop)

4.1. Panh gia sw hai long ngw&i bénh,
ngw®i nha ngwdi bénh vé co s& vat
chat, trang thiét bi va phwong tién phuc
vu ngwei bénh

Ty lé hai long vé giwdng bénh va ga, gbi
|4 (46,8%) day la ty & twong déi thdp co 16
do it dwoc dau tw méi vé ga, gbi. Vé nha
tdm, nha vé sinh (75,4%), vé tinh trang vé
sinh cla quan &o ngudi bénh (84,1%). Ty
I& nay twong dwong véi nghién clru cla Ha
Thi Soan [3] (67,1% hai long v& didu kién
nghi ngoi tai buéng bénh). Tuy nhién con
0.8% dbi twong nghién ctru cho rang budng
bénh nam diéu tri khéng khang trang sach
sé va day du cac thiét bi nhw quat, may sudi,
diéu hoa; 1,6% dbi twong nghién ciru khdng
hai long vé giweng bénh, ga gbi; 2,4% danh
gia khéng hai 1dng va rat khéong hai long vé
tinh trang nha vé sinh va nha tdm. Ty |& ddi
twong khéng cé binh luan gi vé tinh trang
budng bénh kha cao, t¢i 61,9%.

Nguwdi bénh, ngwoi nha nguwdi bénh
danh gia cao vé so dd, bién bao, cac khéi
nha, bubng bénh danh sé rd rang dé hiéu;

céac cac 16i di, cau thang bang phang va dé
di; Méi trwong trong khudn vién bénh vién
xanh, sach, dep. Khong c6 dbi twong nghién
ctru ndo khoéng hai long vé ca 4 tiéu chi trén.

C6 3.4% rat khoéng hai long va khéng
hai long vé dich vu trong trong bénh vién
ty 1& nay thdp hon so sanh véi Nguyén
Van Chung [2] tai bénh vién Quan y 110 la
17,23%

Vé Trang thiét bi, vattw y té: 97,6% nguoi
bénh va ngwdi nha cho rang trang thiét bi,
vat y té clia bénh vién day du, hién dai, dap
(rng dwoc nguyén vong cla nguwdi bénh.

4.2. Panh gia sw hai long ngw&i bénh,
ngw®i nhangwdi bénh vé thai dé tng
xtr, nang lwc chuyén mén cua NVYT

V& nang lwc chuyén mén cla nhan vién
y té ty & hai long tir dbi twong 1a rat cao, déc
biét vé tiéu chi cap phat thudc va hwéng
dan st dung dat 100% ty & nay cao hon so
sanh v&i nghién clru cia Ha Thi Soan [3]
(90%). V& hoat ddng tham kham cla thay
thudc ty 1& hai long cuia dbi twong la 98,4%
trong khi dé cua Ha Thi Soan [3] la 90%,
cua Phan Thi Thanh Thay [5] la 95,96% va
ctia Nguyén Van Trung [2] |a 92,84%

Vé tiéu chi tw van ché do an, van dong
va s hop tac trong cong viéc gilra bac sy
va diéu duéng cé 0.8% dbi twong nghién
ctru khéng hai long. Ty 1& hai long, rat hai
long ctia dbi twong vé thai do tng xir dbi
véi nhan vién y té 13 rat cao dat téi 100%
ddi v&i bac sy, diéu dwdng, trong khi d6 déi
véinhan viény té |a 98,4%, ty 1& nay 1a 90%
theo Ha Thi Soan [3].

Nguwoi bénh dwoc gidi thich, tw van
trwde khi lam xét nghiém hai long va rat hai
long dat 97,6% khéng cé dbi twong nghién
clru cho rang khoéng hai long va rat khong
hai long. Két qué cao hon nghién clru cla
Pham Thi Nhuyén [4] |a 76% hai long.
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Ngw&i bénh va ngudi nha ngwdi bénh
danh gia cao vé nang lwc chuyén mén cla
can bo y té . Chi cé 1 phiéu khao séat (0.8%)
khéng hai long khi dwoc tw van vé ché do
an, van déng.

C6 0.8% dbi twong nghién ciru danh gia
khéng hai long khi goi NVYT khi can thiét.
Mac du day la ty 1é thAp nhung ciing can
cht y dé& nang cao chét lwong phuc vu cla
bénh vién.

Khong c6 dbi twong nao cho rang nhan
vién y té c6 biéu hién ban on, goiy tién qua,
két qua nay twong déng v&i két qua nghién
ctru cia Phan Thi Bich Thay [5] day Ia két
qua dang ming bénh vién can cé nhirng
bién phap thich hop dé phat huy.

5. KET LUAN

Ty 1& dbi twong nghién clru hai long
véphuwong tién phuc vu ngudi bénh, co sé&
vat chat va trang thiét bi bénh vién 1a 75%.
Trong d6 sy hai long NB, ngudi nha NB vé
co s& vat chét, trang thiét bj va phuwong tién
phuc vu NB la 60%.Sw hai long clia NB,
ngwdi nha NB vé so dd, bién bao va khéng
gian trong bénh vién la 98,6%. DBanh gia
SHL cta NB, ngwdi nha NB vé cac phuong
tién phuc vu khac la 66%

Su hai long NB, ngwdi nha NB vé nang
Iwc chuyén mén ciia NVYT la 97,84% trong
d6. SHL ctia NB, ngudi nha ngwdi bénh vé
thai d6 rng xtr clia Bac si/diéu duéng va
nhém nhan vién phuc vu la 100%. SHL cta
NB, ngudi nha NB vé viéc dap ¢ng théng
tin I1a 94%. SHL cua NB, ngudi nha ngudi
bénh vé NVYT khong c6 biéu hién goi y bbi
dudng la 98,4%
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