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TOM TAT

Pit van dé: Nghién cau su hai 1ong ciia ngudi bénh doi
vai co s& khdm chira bénh ngay cang dugc quan tdm rong
rdi & cac bénh vién, sy hai long cua nguoi bénh anh
huong dén viéc hop tac caa ho trong diéu tri va nang cao
chat luong diéu tri. Muc tiéu: Nghién cru nham mo ta su
hai 10ng cia ngudi bénh vé dich vu khdam/chira bénh tai
Khoa Rang Ham Mit - Bénh vién Truong DPai hoc Y
Dugc Thai Nguyén nam 2021. Phwong phap: 430 nguoi
bénh duoc khao sat su hai 1ong vé dich vu kham/chira
bénh tai khoa biang bo cdu hoi Dental Satisfaction
Questionnaire. Két qua: Ty ¢ hai long vé su tiép don cia
nhan vién; Phong cho, ghé ngdi, mdi trudng cho; Kha
nang goi dién dé nhan su tu van va trang thiét bi cua co so
lan luot chiém 96,0%; 96,7%; 97,2% va 95,8%. Ty 1& hai
long véi cac yéu té thuan tién vé thoi gian tai khoa lan
luot véi thoi gian khdm chira bénh; Sy thuan tién trong
viéc hen lich kham; Thoi gian cho doi dé duoc kham chira
bénh va viéc hen thoi gian kham, tai kham lan luot chiém
89,1%; 96,5%; 90,2% va 93,7%. Ty I¢ hai long vai théi
d6 can bo khi kham chita bénh; Giai thich vé quy trinh
diéu tri; Su can trong cua can bo y té trong kham chira
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bénh; Trinh 6 chuy&n mén cua can bo y té va phuong
phap diéu tri lan luwot chiém 99,3%; 97,7%; 98,6%;
98,4% va 98,8%. Ty I¢ hai long lan luot 12 97,2%:; 97,9%:;
95,3% va 96,7% vai su quan tam téi phan ung dau; Viéc
tranh céac thu thuat thé bao; Tuan thu quy trinh gay té
giam dau va c6 cac bién phap giam dau hiéu qua. Két
luan: Hau hét nguoi bénh hai long vai dich vu khdm/chira
bénh dugc cung cip tai khoa. Tat ca cac yéu td 1a sy thuan
tién, chat luong kham chira bénh, kiém soat dau, chi phi
diéu tri déu c6 muc hai long tro 1én dat rat cao (Dao dong
tur 67,7 - 99,3%).

Tuw khoa: Hai long; Nha khoa; Dental Satisfaction
Questionnaire; Bénh vién Truong Pai hoc Y Dugc Théi
Nguyén

PATIENTS SATISFACTION SURVEY ON DENTAL
CARE SERVICES AT THE ODONTO -
STOMATOLOGY DEPARTMENT - THAI NGUYEN
UNIVERSITY OF MEDICINE AND PHARMACY
HOSPITAL IN 2021

Bui Hong Hanh*, Luu Thi Thanh Mai, Le Thi Hoa
Thai Nguyen University of Medicine And Pharmacy
* Author contact: buihonghanh@tnmc.edu.vn

ABSTRACT

Background: Research on patient satisfaction with
medical facilities is increasingly interested in hospitals,
patient satisfaction affects their cooperation in treatment
and improvement high quality treatment. Objective: The
study aims to describe patient satisfaction with dental care
services at the Odonto-Stomatology Department-Thai

202

Tap chi KHCN YD | Tap 2, s6 04 - 2023


mailto:buihonghanh@tnmc.edu.vn

Nguyen University of Medicine and Pharmacy Hospital in
2021. Methods: 430 patients used Dental services at the
dental department were surveyed on satisfaction with
dental care services at the department by the Dental
Satisfaction Questionnaire. Results: Satisfaction rate on
the reception of employees; about waiting rooms, seats,
waiting environment; the facility's ability to call to receive
advice and equipment accounted for 96.0%, respectively;
96.7%; 97.2% and 95.8%. Satisfaction rate with
convenience factors in terms of time at the department in
turn with the time of medical examination and treatment;
convenience in making an appointment; about waiting time
for medical examination and treatment and about
appointment time for medical examination and re-
examination accounted for 89.1%; 96.5%; 90.2% and
93.7%. Satisfaction rate with staff attitude factors when
providing medical examination and treatment; explanation
of the treatment procedure; the prudence of medical staff in
medical examination and treatment; professional
qualifications of medical staff and treatment methods
account for 99.3%, respectively; 97.7%; 98.6%; 98.4% and
98.8%. Satisfaction rate is 97.2% respectively; 97.9%;
95.3% and 96.7% for pain response and analgesic
treatment; the avoidance of rough tricks; comply with the
procedure of analgesia and effective pain relief measures.
Conclusions: Most patients are satisfied with the dental
care provided at the department. All factors in all 4
contents: convenience, quality of medical examination and
treatment, pain control, treatment cost all had very high
satisfaction levels (ranging from 67.7 to 99.3%).

Keywords: Satisfaction; Dentistry; Dental Satisfaction
Questionnaire; Thai Nguyen University of Medicine and
Pharmacy Hospital
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PAT VAN PE

Cham séc stiic khoe véi quan niém lay ngudi bénh 1a trung
tam ngay cang dugc chl trong trong nganh y té. Viéc
nghién ciru su hai 10ng cua nguoi bénh ddi véi co sé kham
chira bénh ngay cang dugc quan tdm rong rai ¢ cac bénh
vién. Sy hai 16ng cta ngudi bénh anh hudng dén viéc hop
tac cua ho trong diéu tri va nang cao chat luong diéu tri.
Nhitng hinh thirc danh gia sy hai long cta nguoi bénh dang
trg thanh mot tiéu chi duoc ap dung rong rdi nham nang
cao chét lugng dich vy cham séc sirc khoé ciing nhu nang
cao trach nhiém cua cong dong trong viéc dong gop xay dung
nén y té quéc gia.

Sy hai 1ong caa ngudi bénh vé dich vu cham soc stic khoé
rang miéng la mot khai niém da chiéu, trong d6 murc do hai
long phu thudc nhiéu vao su ky vong cia ngudi bénh, nhan
thire cha quan va trai nghiém vé dich vu cham soc ring
miéng. Ngoai ra c6 mdi lién quan chat ché giira su giao
tiép cia nha si va ngudi bénh, sy thiéu tu tin cia nha si, su
khong hai long voi dich vu tiép don va chi phi ciing nhu
hiéu qua caa diéu trj.

Tai Viét Nam, nhitng nghién ciru danh gia vé sy hai long
cua nguoi bénh trén cac co s& cham soc stc khoe dang 1a
maot hudng nghién ctru dugc quan tim. Nam 2014, Nguyén
Thi Ha da danh gia su hai long cta nguoi bénh tai Bénh
vién Rang Ham Mat Trung vong st dung bd cau hoi danh
gi4 su hai long ctia ngudi bénh DSQ. Két qua cho thay: Ti
1€ ngudi bénh hai long khi thdm kham 1a 56,9%; Muc do
khong chéc chin vé su hai long chiém 36,9% va 6,2% ngudi
bénh khong hai 1ong sau khi diéu tri tai bénh vién'. Nim
2018, Ta Thi Tuoi khao sat sy hai long trén 460 nguoi su
dung dich vu tai Trung tam ky thuat cao Rang Ham Mat -
Vién dao tao Ring Ham Mit cho két qua hau hét nguoi
bénh hai long hodc rat hai long v6i dich vu cham séc nha
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khoa tai Trung tadm, tuy nhién bén canh do6 van con mot
lugng nhd nguoi bénh khong hai long?.

Tai Bénh vién Truong Dai hoc Y - Dugc Thai Nguyén noi
chung ciing nhu tai Khoa Rang Ham Mat noi riéng nghién
ctru vé sy hai long cua nguoi bénh gan nhu khong c6. Vi
vy chang toi tién hanh nghién ctru dé tai: “Khdo sdt sw
hai long cua nguwoi bénh vé dich vu khdm chita bénh tai
khoa Rang Ham Mat - Bénh vién Truong Pai hoc Y Duoc
Thai Nguyén nam 2021” véi muc tiéu: MO ta sy hai long
cuia ngudi bénh vé dich vu kham chita bénh tai Khoa Rang
Ham Mat - Bénh vién Truong Pai hoc Y Dugc Théi
Nguyén nam 2021.

PHUONG PHAP NGHIEN CUU

Poi twong, thoi gian va dia diém nghién ciru

Doi twong: Nguoi bénh st dung dich vu kham chita bénh
tai Khoa Rang Ham Mit - Bénh vién Truong Pai hoc Y
Duogc Thai Nguyén.

Thoi gian: 01/01/2021 - 31/12/2021.

Dia diém: Bénh vién Truong Pai hoc Y Duoc Thai
Nguyén.

Phwong phap nghién ctru

Thiét ké nghién cizu: Nghién ciu mé ta, thiét ké cit ngang trén
nguoi bénh st dung dich vu khdm/chira bénh tai Khoa Rang
Ham Mat - Bénh vién Truong Pai hoc Y Dugc Thai Nguyén.
Cé# mau: Doi véi nghién ciu dinh luong, sir dung cong
thire uwdc tinh mot ty 1€:

Zzl-uﬂp(l_l})

d'}:

Trong do:
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- n = C& mau téi thiéu nghién ctu.

- a: Ngudng tin cay. a = 0,05 thi Z%.4» = 1,96.

- p = 0,5: Ty 1é khong hai long caa ngudi bénh vé dich vu
kham chtra bénh tai Khoa Rang Ham Mat.

-d = 0,05: Sai s6 twong dbi.

Thay sb vao cdng thuc ta ¢6 n = 385, thuc té ching toi liy
duoc n =430.

Phwong phdp chon mdu: Chon miu c6 chu dich tat ca ddi
tugng thoa man tiéu chuan lya chon dua vao nghién cau
cho t6i khi di ¢& mau.

Chi sé nghién ciru:

- Ty 18 % vé tudi, nghanh nghé, thoi gian diéu tri cia nguoi
bénh.

- Ty 1& % vé su hai 1ong cta nguoi bénh dbi véi cac dich vu
(Yéu t6 thuan tién, yéu t6 chat luong, yéu t6 kiém soét dau, yéu
t6 lién quan dén chi phi diéu tri, su hai 1ong chung).

Phuong phdp thu thdp thong tin: St dung bd cau hoi DSQ da
duoc dich ra tiéng Vieét.

Ky thudt thu thdp thong tin:

- Budc 1: Phong van thir va chinh sira bo cau hoi.

- Bu6c 2: Thu thap thong tin bang bd cau hoi DSQ.

Thu thép va xir Iy s6 liéu: SO lidu duge nhép lidu va xtr 1y
bang phan mém SPSS 16.0.

Dao dirc nghién ciru

Nguoi bénh dong ¥ tu nguyén tham gia nghién ctru. Céc
thong tin ca nhan s€ dugoc dam bdo gitr bi mat tuy¢t ddi.
Nghién ctru duge sy dong ¥ cua Hoi dong dao dic y sinh
Truong Pai hoc Y Duogc, Pai hoc Thai Nguyén. Nghién
ctru nay nhiam muc dich gép phan khao sat su hai long ciia
ngudi bénh dé nang cao chat lvong kham/chira bénh.

KET QUA

Théng tin chung ciia ddi twong nghién ciru
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Bdng 1. Phén bé mét sé déc trung cd nhén cia doi twong nghién ciru (n=430)

Pic diém n %
Tudi
18-29 144 33,5
30-39 124 28,8
40-59 97 22,6
60-65 65 15,1
Nganh nghé
Kinh doanh 65 15,1
HS-SV 88 20,5
Cong nhéan vién chac 198 46
Nghi huu 45 10,5
Tu do 34 7,9
Tong 430 100

Két qua Bang 1 cho thay: Di twong nghién ciu cha yéu 1a
nhoém 18-29 tudi chiém 33,5%. COng nhan vién chic
chiém gan mat nira s6 d6i tugng nghién ciu (46%).

Bdng 2. Phdn bo s6 lan dén kham va khoang thoi gian dwoc diéu tri tai khoa

S6 lan n %
Lan dau 176 40,9
Lan thir 2 72 16,7
T lan tha 3 tro 1én 182 42,4
Thai gian n %
Duéi 1 nam 342 79,5
1-5 nam 85 19,8
Trén 5 nam 3 0,7
Téng 430 100,0

Két qua Bang 2 cho thiy: Nhitng nguoi quay tro lai kham
lan tha hai (16,7%) hodc tir lan tha ba tro 18n (42,4%)

Tap chi KHCN YD | T4p 2, s6 04 - 2023 207



chiém ty 1& khé cao. Hau hét déi twong nghién ciu c6 thoi
gian sir dung dich vu tai khoa dudi 5 nam. Chi 0,7% s6 ddi
tuong da trai nghiém céc dich vu tai day tir trén 5 nam.

Sw hai 10ng ciia nguwoi bénh vé dich vu kham/chira bénh
tai Khoa Ring Ham Mat

® Rit hai long

= Hai long
Khéng r6

= Khong hai long

Biéu d6 1. Ty 1& nguoi bénh hai long chung

Két qua Biéu d6 1 cho thdy: Ty Ié “hai 1ong” va “rat hai
1ong” chiém tGi 40,5% va 54,2% sé dbi twong nghién ciu.
Ty Ié khong hai long khong c6 ddi twong nao.

Bang 3. Sy hai long cua nguoi bénh vé cdc yéu 16 thudn tién tai khoa

Mikc dg hai long

Noi dung Hai long tl?nlg’zg Kh?bnngghai
n (%) n (%) n (%)
Bién chi dan dén khoa 291 (67,7) 116 (30) 23 (5,3)
Su tiép don ctia nhan vién 413(96,0) 14 (3,3) 3(0,7)
Phong chd, ghé ngdi va méi trudng 416 (96,7) 14 (3,3) 0 (0)
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Kha nang goi dién cho béc sy dé dugc  44g 97.2) 10 (23) 2(0.,5)
tw van ’ ’ '

Trang thiét bi cua co s& 412 (95,8) 18 (4,2) 0 (0)
Thoi gian khédm chira bénh 383(89,1)  43(10) 4(0,9)
Su thuan tién trong viéc hen lich khdam 415 (96,5) 15 (3,5) 0 (0)
Thoi gian cho doi KCB 388(90,2)  40(9,3) 2 (0,5)
Viéc hen thoi gian kham/ tai kham 403 (93,7)  27(6,3) 0(0)

Két qua Bang 3 cho thay: Ty 1& hai long vé su tiép don cua
nhan vién; V& phong cho, ghé ngdi, méi truong cho; Vé
kha niang goi dién dé nhan sy tu van va trang thiét bj cua
co s6 lan luot chiém t&i 96,0%; 96,7%; 97,2% va 95,8%.
Ty 1€ hai 1ong véi thoi gian khdm/chita bénh, su thuén tién
trong viéc hen lich kham, thoi gian cho doi dé duoc khdm
chira bénh va vé viéc hen thoi gian kham, tai kham lan luot
chiém 89,1%:; 96,5%; 90,2% va 93,7%.

Bdng 4. S hai long ciia nguoi bénh vé cac yéu t6 chat lwong kham chita bénh
tai khoa

Mure d9 hai long

Binh Khéng

N9i dung Hai long thwong  hai long

n (%) n (%) n (%)

Théi d6 cua can bo y té khi kham chitabénh 427 (99,3)  3(0,7) 0 (0)

Sy giai thich vé quy trinh diéu trj 420 (97,7) 10(2,3) 0 (0)
Eérn(t:]an trong cua CBYT trong kham chira 423(986) 7 (L4) 0(0)
Trinh d6 chuy@&n mén cua can bo y té 423 (98,4)  7(1,6) 0 (0)
Thoi gian diéu tri 383(89,1) 38(88) 9(2,1)
Phuong phap diéu tri 425(98,8) 5(1,2) 0 (0)
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Két qua Bang 4 cho thay: Ty 1& hai 1ong véi cac yéu t thai
d6 can bo khi khdm chira bénh, giai thich vé quy trinh
diéu tri, sy can trong cua can bo y té trong kham chira
bénh, trinh d6 chuyén mén cua can bo y té va phuong
phap diéu tri lan luot chiém téi 99,3%; 97,7%:; 98,6%:
98,4% va 98,8%.

Bang 5. Sw hai long ciia ngueoi bénh véi cac yéu té kiém sodt dau tai khoa

Mire A9 hai long

Noi dung Hai long thBuI’r‘;Eg hlz<‘aih:)0nngg

n (%) n (%) n (%)

\{iéc kiém soat dau cho anh/chi tqi khoa

tot hon vdi nhitng lan kham va diéu tri 415 (96,5) 15 (3,5) 0 (0)

trudce day tai co so khac

b s 03 g 610 2@ 00

Tranh céc tha thuat thé bao 421 (97,9) 9(21) 0 (0)

Tuén tha quy trinh gay té giam dau 410 (95,3) 20 (4,7) 0 (0)

C0 bién phép giam dau hiéu qua 416 (96,7) 14 (3,3) 0 (0)

Két qua Bang 5 cho thay: Ty I¢& hai 1ong lan luot 14 97,2%:;
97,9%; 95,3% va 96,7% ddi véi sy quan tam téi phan Gng
dau va diéu tri giam dau, viéc tranh céc thu thuat thd bao,
tuan thu quy trinh gay té giam dau va c6 cac bién phap
giam dau hi¢u qua.

BAN LUAN

Théng tin chung cia dbi tweng nghién ciu

Nghién ctu khao st sy hai long cta 430 nguoi st dung
dich vu kham chira bénh tai Khoa Rang Ham Mit - Bénh
vién Truong Pai hoc Y Dugc Thai Nguyén. Pdi tuong
nghién ciru nam trong d6 tudi tir 18 téi 65 tudi, cha yéu la
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nhom tir 18-29 tudi (33,5%). Két qua nay khac voi nghién
ctu caa Ta Thi Tuoi nam 2018 tai Vién dao tao Rang Ham
M3t Ha Noi dbi twong nghién ciu tap trung nhém 30-39
tu6i®. Su khac biét nay c6 thé do Khoa Riang Ham Mit nim
trong khuoén vién Truong Pai hoc Y Duogc, Pai hoc Thai
Nguyén nén sé luong sinh vién tai Truong dén kham bénh
nhiéu hon.

Hau hét dbi twong nghién ciru 1a nhitng ngudi cé trinh do
tir dai hoc tro 1én chiém 89,5%. Ty 1& c6 trinh do hoc vén
la THPT tro xudng chi chiém 10,5%. Vé nghé nghiép,
cdng nhan vién chic kha phé bién vaéi gan mot nira sé doi
tugng nghién ctu (46%). Ty 1& hoc sinh, sinh vién chiém
20,5%, ngudi kinh doanh chiém 15,1% con lai 1a can bo
nghi huu (10,5%) va ngudi lam nghé ty do (7,9%). C6 thé
thdy, ngudi bénh sir dung dich vy tai khoa thudng 1 nguoi
c6 trinh d6 hoc van cao va nghé nghiép 6n dinh vi nhiing
ngudi c6 trinh do cao hon, céng viéc 6n dinh hon thuong
c6 hiéu biét va thu nhap tét hon nhom con lai, do d6 ho ¢6
diédu kién dé cham soc stirc khoe ring miéng tét hon.

Két qua nghién cau cho thay, dbi tugng nghién ciu bao
gom ca nhitng nguoi kham lan dau (40,9%) va nhiing
ngudi quay tro lai kham lan tht hai (16,7%) hoac tir lan
ther ba tré 1én (42,4%). Nhu vay, hon mot ntra sb nguoi
bénh duoc khao sat ngau nhién tai khoa la nhiing ngudi
bénh da st dung dich vu va quay tro lai. Bén canh dac
diém cua nhiéu dich vu nha khoa phai téi phong kham
nhiéu lan, két qua ciing phan nao thé hién dugc chat luong
dich vu cua khoa du tét dé c6 kha niang thuyét phuc khach
hang quay lai. Piéu nay ciing duoc thé hién ¢ s6 liéu khach
hang da trai nghiém va stir dung dich vu vai thoi gian tor 1
nam trd 1&n chiém tai trén 20%.

Hai 1ong ciia ngwoi bénh vé dich vu chim séc nha
khoa tai khoa
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Trong nghién ctru nay, ching toi st dung bd cong cu DSQ
gdm céac cau trac da chiéu vé sy hai 1ong dwoc phan theo
céc linh vuc: Sy tién 1oi, chét lugng, kiém soat dau, va chi
phi. DSQ da duoc tién hanh ¢ nhitng ngudi trudng thanh
su dung hau hét cac dich vu nha khoa. Thang do da duoc
kiém tra do tin cdy va gid tri trong cac quan thé khac
nhau®*,

Hai 1ong ciia nguwoi bénh vé cac yéu 6 thuin tién tai khoa
Két qua nghién ctu cua ching tdi cho thay, da s6 nguoi
bénh hai 1ong véi cac yéu t6 cham soc khach hang, ty I¢ hai
long vé su tiép don cua nhan vién; Vé phong chd, ghé ngdi,
moi trudng cho; Vé kha nang goi dién dé nhan su tu van va
trang thiét bi cua co sé lan luot chiém toi 96,0%; 96,7%:
97,2% va 95,8%. Két qua nay twong dong voi nghién cau
cua Ta Thi Tuoi bao cao sy hai long cua nguoi bénh khi sir
dung dich vu nha khoa tai Vién dao tao Rang Ham Mat
nam 20182 R rang, két qua cua ching toi cho thay céc
yéu té cham soc khach hang da duoc thuc hién kha tot.

Tuy nhién, mot khia canh cta sy thuan tién 1a “bién chi din
t6i khoa” van c6 ty Ié hai 1ong chua cao. Van con 5,3% s6
d6i twong khong hai 16ng vé chi s6 nay va téi 30,0% khong
tra 1o hai long hay khong hai long. Do dic diém vi tri cua
khoa nam trong khuon vién truong dai hoc, bén canh do,
khu vuc khdm chira bénh ciing nim sau trong gdc cua
Truong Pai hoc Y Duogc, Pai hoc Thai Nguyén. Pé khic
phuc nhimg khé khin nay, khoa ciing da trién khai hé
thdng chi dan tuy nhién hiéu qua chua cao.

Thoi gian danh cho viéc giai quyét cac van dé nha khoa
trong bénh vién ciing tré thanh mét trong nhirng ly do anh
hudng dén mirc d6 hai long cua ngudi bénh®. Trong nghién
ctru ndy, ty 1é hai long véi cac yéu td thuan tién vé thoi
gian tai khoa rat cao; Lan luot ty 18 hai 16ng véi thoi gian
kham chira bénh, su thuan tién trong viéc hen lich kham,
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hai 1ong vé thoi gian chd doi dé duoc kham chita bénh va
vé viéc hen thoi gian kham, tai kham lan luot chiém
89,1%: 96,5%; 90,2% va 93,7%. Ty I¢ kha twong ddng so
véi mot nghién ciru nam 2018 duoc thuc hién tai Vién dao
tao Rang Ham Mit?. Piéu nay ciing 1a d& hiéu do nhiing nim
gan déy, viéc nang cao chét luong dich vu y té dang trd thanh
xu thé va khdng ngimg duoc quan tim & tat ca cac co so'y té
noi chung va cac khoa, phong kham Rang Ham Mat noi
riéng.

Hai long vé cac yéu td chat lwong tai khoa

Két qua nghién cau cho thay, ty 1 nguoi bénh hai 1ong véi
yéu t6 chat lugng kham chira bénh tai khoa rat cao. Ty Ié
hai 10ng véi cac yéu té thai d6 can bo khi kham chita bénh,
giai thich vé quy trinh diéu tri, sy can trong cua can bo y té
trong kham chira bénh, trinh d6 chuyén mén cua can bo y
té va phuong phap diéu tri lan luot chiém toi 99,3%;
97,7%; 98,6%; 98,4% va 98,8%. Két qua nghién ciru tuong
dong véi diéu tra, danh gia doc 1ap, ngiu nhién do Vién
Chién lugc va Chinh sach y té thuc hién tai 29 bénh vién
vé mirc d6 hai 1ong cia ngudi bénh d6i véi tinh than théi
d6 phuc vy cua can bo y té tir thang 11/2016 dén thang
1/2017, cho thdy c6 89,9% sé nguoi hai 1ong vé phong
cach, thai d6 phuc vu cua nhan vién y té. Chi sé nay lan
luot & tuyén tinh 1a 92,3%, tuyén trung wong 1a 87,9% va
tuyén huyén 1a 89,1%°. Két qua nghién ctu cua ching toi
cao hon so vadi khao sat trén 250 nguoi bénh ngoai tra quy
I nam 2017 cta bénh vién khu vuc Hoc M6én khi ty 1€
ngudi bénh hai 1ong va rét hai 1ong chi dat 66,0%’. Pay 1a
két qua tich cuc, dac biét trong béi canh nhan lyc y té
chinh 14 luc lwong nong cét quyét dinh phan Ion dén chat
luogng dich vu y té va tao nén danh tiéng cho cosdy té.
Trong bang hoi DSQ, “thoi gian diéu tri” ciing 1a mot trong
c4c yéu t6 danh gia chét luong. Két qua nghién ciu cho
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thy ty 1¢ hai long vé thoi gian diéu tri thdp hon so voi cac
yéu t6 khéc. C6 89,1% sé dbi tuwong hai long, 2,1% sb
nguoi khong hai long va ¢6 8,8% chua c6 danh gia rd rang.
Trén thyc té, nhiéu can thiép nha khoa doi hoi phai thuc
hién kéo dai trong nhiéu gio, 1ap lai nhiéu lan dan téi thoi
gian diéu tri thuong kéo dai. Mac di mot nghién ciu gan
day da chi ra rang 3 yéu té it anh huong nhat 1én su hai
Iong cua nguoi bénh la thoi gian hoat dong cua phong
kham, thoi gian cho doi va thoi gian diéu tri trong mdi lan
dén kham. Mot nghién ciru khac cho thay thoi gian cho doi
cho cudc hen, hay thoi gian chd tai phong kham dé duoc
gap bac si it anh huong tai sy kho chiu r6 rang cta nguoi
bénh trong khi nhitng ngudi bénh s& to ra khéng may hai
long khi khdng c6 sy giai thich hop Iy cia bac si vé qué
trinh diéu tri, tinh bao mat caa bénh &né. Tuy nhién, vai ty
1& ngudi bénh hai long vé yéu t6 thoi gian diéu tri con chwa
cao, khoa ciing can c6 nhitng giai phép cai thién nhu giai
thich ré rang hon dé nguoi bénh c6 thé udc lugng thoi
gian diéu tri, thuan loi cho viéc 1én ké hoach ciing nhu
chuan bi tam 1y d6i véi nhitng trudng hop o thoi gian
diéu tri kéo dai.

Quan ly dau 1a mét khia canh khac dugc dé cap boi nhiing
nguoi tham gia khi ho néi vé su hai long. Chién lugc quan
ly dau trong qua trinh diéu tri va str dung thudc giam dau
sau phau thuat da anh huong dén sy hai long cua ho voéi
nha si. Ty 1¢ hai 1ong I4n luot 12 97,2%; 97,9%; 95,3%
va 96,7% d6i véi sy quan tam téi phan ung dau va diéu
tri giam dau, viéc tranh céac thua thuat thd bao, tuan thu
quy trinh gay té giam dau va cé cac bién phap giam dau
hiéu qua.

Sw hai long chung ciia nguwoi bénh

V& su hai long chung véi chat lugng dich vu tai khoa,
khong c6 ddi tugng nao “khong hai long”. Ty 1é “hai 1ong”
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va “rit hai long” chiém téi 40,5% va 54,2% sb ddi twong
nghién ctru, két qua nay twong tu voi nghién ctu dwa vao
bang hoi DSQ tién hanh tai phong kham nha LASUTH
cling cho két qua: Piém sb hai 1ong dao dong tir 19-75 Vi
trung binh 55,3 +11,55 diém. Da sé ngudi tra 15i (87,4%)
hai 10ng véi cac dich vu nhan dugc. Cac yéu t co diém hai
long trung binh cao nhét va thip nhat 1a su sach s&, thoai
mé&i cua co s& va chi phi dich vu trong tng®. Két qua nay
cling da cho thay nhimg tac dong tich cuc trong viéc cai
cach phong cach khdm chira bénh, hudng téi nguoi bénh la
trung tam.

KET LUAN

Hau hét ngudi bénh hai 10ng hoic rat hai long véi dich vu
cham séc nha khoa duoc cung cap tai khoa. Tat ca cac yéu
t6 ¢ ca 4 noi dung: Su thuan tién, chat luong kham chira
bénh, kiém soat dau, chi phi diéu tri déu c6 mirc hai long
tro 1én dat rat cao (dao dong tir 67,7 - 99,3%). Van con
mot lwong nhé nguoi bénh khong hai long véi mot sé
tiéu chi nhu sy rd rang vé bién chi dan (5,3%), thoi gian
kham chira bénh/ diéu tri (0,9% va 2,1%), va chi phi diéu
tri (0,7%).

KHUYEN NGHI

C6 bién phap cai thién hé thong bién chi dan, chi duong
gitup ngudi bénh dé dang tim duoc vi tri cua khoa.

Qua trinh tu van rd rang, cu thé hon, dic biét vé thoi gian
diéu tri dé ngudi bénh c6 ké hoach va chuan bi tam ly.
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