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Panh gia su hai long cha ngudi dan déi véi dich vu khdm chira bénh

ngoai tru tai cac cd s& y té tai tinh Thira Thién Hué
Lé H6 Thi Quynh Anh, Dwong Quang Tudn, Nguyén Vii Thanh,
Nguyén Thi Phuwong Anh, Ngé Thi Méng Tuyén, Tran Thi Triic Ly, Nguyén Minh Tém
Trwdng Bai hoc Y - Duoc, Bai hoc Hué

Tém tat:

Su hai long clia ngudi bénh 1a mot trong nhitng chi s6 quan trong trong viéc danh gid va nang cao chat
lvgng khdm chita bénh cla co s& y té (CSYT). Muc tiéu: Xac dinh mdrc d6 hai long cla ngudi dan d6i vai cac
dich vu kham chita bénh ngoai trd va phan tich mirc d6 hai long d8i vdi céc tuyén chdm sdc y té khac nhau.
Pai twong va phrong phap nghién ctru: Nghién clru mo ta cit ngang thuc hién & 886 nguwdi dan theo hudng
dan clia B6 Y t& vé khao sat hai long vé chdm séc ngoai tr, dua trén 5 chi s& chinh: diém hai long trung binh
(PSI), ty 1& hai long chung, chi s& hai long toan dién (CSl), ty 1& dap (r’ng mong doi va ty |18 tiép tuc st dung dich
vu tai CSYT. K&t qua: PSI va ty |& hai long chung cla ngudi dan dat 3,75/5 diém va 64,8%. Trong d6, mirc do
hai long khac nhau gitra cac loai hinh CSYT (tir 3,69/5 diém & CSYT tuyén huyén dén 3,92/5 diém & CSYT tu
nhan). CSI dat 13,5%, ty lé tiép tuc s& dung dich vu dat 96,2% va ty 1& dap (ng mong dgi dat 81,5%. Tuyén
cham séc ban dau cé mirc d6 hai long thap hon so védi cac co s& tuyén tinh, trung wong va tu nhan (p<0,05).
K&t luan: Can nd lyc ting cwong dau tu co s& vat chat va nang cao hoat dong clia tuyén chdm séc ban dau,
cai tién quy trinh thd tuc hanh chinh & cdc CSYT cong 1ap. Ngoai ra, viéc quang ba tu van céc dich vu sdn cé
cla tuyén cham séc ban dau ciing can dugc chid trong dé thu hit ngudi dan dén trai nghiém dich vu y té tai
tuyén ban dau.

Tir khéa: mirc dé hai long, khdm chita bénh ngoai tru, tuyén chdm séc ban déu

Abstract
Assessment of patient satisfaction of out-patient services at some

health care facilities in Thua Thien Hue province
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Patient satisfaction has been considered an important metric to measure and improve the quality of health
care services. Aims: This study aimed to capture patient satisfaction of the quality of services and explore the
disparities in patients’ satisfaction by different type of health facilities. Methods: A cross-sectional investigation
was conducted in 886 participants following the guidelines of Ministry of Health on assessment of patients’
satisfaction of out-patient services with 5 main indices: the average patient satisfaction score (PSl), the
average patient satisfaction percentage, comprehensive satisfaction index (CSl), percentage of continuing
to utilize health services, and percentage of perceiving health care expectaion. Results: The PSI of out-
patient services among all partcipants reached 3.75 out of 5 points, corresponding to a satisfaction
percentage of 64.8%. Of which, the PSI on different attributes of healthcare settings varied from 3.69/5
(lowest for district-level health facilities) to 3.92/5 (highest for private health settings). CSI was at 13.5%,
the percentage of continuing to utilize health services reached 96.2% and people perceived 81.5% of
their expectation. Primary care facilities have lower levels of satisfaction than the provincial, central
and private facilities (p<0.05). Conclusion: Robust efforts should be taken in investing the infrastructure
and performance of primary care settings, and improving the administrative procedures of public health
settings. Furthermore, local authority should pay attention to promote the awareness of community to
availability of health services at primary care settings.
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1. DAT VAN DE

Trong nhirng ndm gan day, sy hai long cla nguoi
bénh ludn la mét trong nhitng chi s8 quan trong
trong viéc danh gia chat lvgng cla co sy té (CSYT).
Dénh gid chi s6 hai long ngwoi bénh duoc coi la nd
Iwc trong viéc “lay ngwdi bénh lam trung tdm”, tao
co hdi cho ngudi bénh tham gia tich cyc, thé hién
quan diém cla minh trong qua trinh chdm sdc surc
khoe, tir d6 gdp phan quan trong cho viéc nang cao
chat lwogng cham séc va cung cap dich vu strc khée
clia CSYT [1]. & mét s nudc phat trién, khao sat hai
long ngudi bénh mang tinh bat budc va duoc tiéu
chuan hoa, dp dung ddng bo tai cac bénh vién céng
trong toan qudc, chang han nhu & Phap danh gia
hai long ngudi bénh dwoc yéu cau bat budc tir nam
1996 hay & Birc tlr ndm 2005. Nhiéu nghién clru d3
xay dung, dp dung cadc phuong phap do lvdng khac
nhau, tinh dén cac yéu t& nhu khodng céich, thoi
gian cho doi, co s& vat chat, chuyén mén nhan vién
y t& [2-4]. O cac nudc dang phét trién, khi xu hudng
chuyén dich mé&i quan hé thay thudc — ngudi bénh
sang mdi quan hé ngudi cung cdp dich vu - khach
hang, viéc Iang nghe va ghi nhan nhitrng quan diém
cla ngudi bénh vé chat lwgng cung rng dich vu cling
nhu xac dinh nhu cdu cham séc cla ngudi bénh ngay
cang duoc quan tam hon.

Trong thoi gian qua, Viét Nam da cé nhiéu chinh
sach va giadi phap nang cao chat lwgng dich vu tai cac
CSYT. Trong d6, nhiéu chinh sach d6i méi da duoc
ban hanh nham nang cao sy hai long cla ngudi
bénh. Pac biét, vao ndm 2018, su ra doi clia “Chi s6
Hai ldong ngudi bénh Viét Nam” do BO Y t&, Cuc Quan
ly khdm chira bénh phdi hop véi cac chuyén gia tir
nwdc ngoai da tao tién dé quan trong trong danh
gia sy hai long cla ngudi bénh trong bdi cdnh kham
chira bénh (KCB) ndi trd, ngoai trd tai cac CSYT cla
Viét Nam [5]. Tir khi b3t dau thyc hién dén nay, hon 6
triéu phiéu nghién ciru da dugc thuc hién trén toan
quéc. Trong nam 2021, da c6 hon 722.000 phiéu
khao sat hai long, tai nhiéu CSYT khac nhau, vdi cac
thong tin hai long cba bénh nhan ndi trud, ngoai truy,
nhan vién y té, sinh con tai bénh vién va nudi con
bang stta me. Cac két qud danh giad nay duoc cong
khai va cap nhat thudng xuyén thong qua hé théng
website clia BO Y té. Tuy nhién, cdc di¥ liéu théng ké,
danh gid chd yéu tir cac bénh vién da khoa va S& Y
té, cac dit liéu danh gia tir cdc phong kham da khoa,
tram y t& van con chuwa day dd. Cac nghién ctru vé sy
hai ldbng cla ngudi bénh hién chd yéu khao sat khu
trd & moét CSYT, thi€u nhitng nghién cliru danh gid
hai long cha ngudi bénh & cac tuyén cham séc y té
khéc nhau. Bén canh d6, cac khao sat nay duoc thuc
hién trong béi cadnh tai CSYT, phan nao anh hudng

khach quan dén viéc ngudi bénh dua ra cac danh
gid, nhan xét mot cach chinh xdc va thang than. Xuat
phat tir nhitng thyc tién trén, ching t6i ti€n hanh
nghién clru ndy nham xac dinh mdrc do hai long cta
nguwdi dan d6i véi cac dich vu KCB ngoai tru, déng
th&i phan tich mc dd hai long cla ngudi dan déi
V@i cac tuyén cham sdc y té khdc nhau trén dija ban
tinh Thira Thién Hué.

2. DOI TUQONG VA PHUONG PHAP NGHIEN cU'U

2.1. Thoi gian nghién clru: T thang 3/2020 dén
thang 12/2020

2.2. Pdi twong nghién clru: Nguodi dan tir 18
tudi tré Ién dang sinh séng tai tinh Thira Thién Hué.

2.3. Phurong phap nghién ctru

2.3.1. Thiét ké nghién ctru: Nghién ciru mo ta cit
ngang.

2.3.2. Phwro'ng phdp chon méu

Chung t6i sir dung phuwong phap chon miu
nhiéu giai doan dé chon mau nghién cru. Pau tién,
ching t6i s&¢ dung phuong phap chon mau ngiu
nhién phan ting dé chon huyén, thanh phé. Cac
huyén, thanh phé thudc tinh Thira Thién Hué duoc
chia thanh 3 khu vuc: thanh phé, huyén viung déng
bang va huyén vung ndi. Ching tdi chon ra dwoc 01
thanh phd (Thanh phé Hué), 01 huyén déng bing
(Huyén Phu Loc) va 01 huyén vung nui (Huyén A
Ludi). Tiép dén ching tdi dung phuong phap chon
mau ngau nhién don dé chon & mdi huyén 6 xa/
phudng/thi trdn. Cudi cung, phwong phap chon
mau ngau nhién don, ching t6i thu thap dwoc s6
liéu cla 898 ngudi dan thudc 18 xa/phudng/thi
trdn & tinh Thira Thién Hué.

2.3.3. Néi dung nghién cuu

Nguwdi tham gia nghién ciru dugc phdng van truc
ti€p véi bd cau hdi soan san dé khao sat vé sy hai
long khi s&r dung dich vu KCB ngoai trd tai CSYT ma ho
thuwong xuyén dén kham nhat khi xuat hién cdc van dé
strc khde trong khoang thoi gian 6 thang trudce thoi
diém khao sat. B& cdu hoi phéng van duoc thiét ké
theo hudng dan clia BO Y t& tai Quyét dinh 3869/QD-
BYT ngay 28/8/2019 [5], bao gdbm 5 nhém ndi dung
chinh: Kha nang tiép can, di chuyén trong CSYT (v&i
5 cau héi), Sy minh bach théng tin va thua tuc kham
bénh, diéu trj (10 ciu héi), Co s& vat chat va phuong
tién phuc vu ngudi bénh (8 cau hdi), Thai do irng xt,
nang lwc chuyén moén cla nhan vién y té (NVYT) (4
cau hoi), K&t qua cung cap dich vu (4 cau hdi). Mdi
ciu hoi c6 sb diém tir 1 dén 5, twong rng v&i muc
tang dan cla mirc dd hai ldong. Ngoai ra, nguwdi dan
cling dwoc hdi vé ty 1é ddp rng so véi mong doi va
kha nang quay tré lai CSYT hodc gidi thiéu cho ngudi
khac dén kham va chira bénh tai CSYT.
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Theo hudng dan clia B Y t€, trong nghién ctru
nay, ching téi chd trong dén 5 chi s6 chinh dé danh
gia mirc d6 hai long cla ngwdi dan ddi vai dich vu
KCB ngoai tru:

- Diém hai Idng trung binh chung (diém t6i da 1 5)

Duoc tinh bang {(Tng s6 diém cla tat ca cac cau
hoi khdo sat clia cdc phan A, B, C, D, E) / (Tong sb cau
hoi)}/ (Téng s6 d6i tugng duwoc khao sat).

- Ty Ié hai ldng chung (t6i da 100%)

Duoc tinh bang {(Téng s6 cau hoi cé tra loi mic 4
+ T6ng s6 cau hai tra |6i mirc 5) / (T6ng s6 cau hoi)}/
(Téng s6 d6i tugng dwoc khao sat)

- Chi sé hai long toan dién (t6i da 100%)

Tl s6 = {(Ngwoi thir 1 cé toan bd cac cau tra loi
hai long & mirc 4 hodc 5) + (Nguoi thir 2 ¢6 toan bd
cac ciu tra 101 hai long & mirc 4 hodc 5) + (Nguoi thi
n co toan bd cac cau tra 107 hai long & mirc 4 hodc 5)}
x 100; (Tt s6 loai trir nhirng ngudi co tra |oi bat ky
cdunao & mucl, 2, 3);

Mau s6 = Tong s6 nguoi duoc khao sat

- Ty lé ddp trng so v&i mong doi (t6i da 100%)

Duoc tinh bang ty 1é trung binh chung ctda toan
b6 d6i twong dwoc khao sat.

- Ty lé ngurdi dén sé quay tré lai KCB (t6i da 100%)

Duoc tinh bang = (Tong s6 cau tra 16i mic 3 +
Téng s6 cau tra |&i mirc 4) / (Toéng s6 d6i twong duoc
khao sat).

2.4. X li va phan tich s6 liéu:

S6 liéu duwoc nhap vao phan mém Epidata 3.1, x{
ly s6 liéu bang phan mém SPSS 20.0 va MS. Excel 2010.

3. KET QUA

Nghién ctru tién hanh khao sat trén 886 ngudi
dan hién dang sinh séng tai 3 huyén/thanh phé
thudc tinh Thira Thién Hué. D6 tudi trung binh cla
ddi tugng nghién clru 13 54,5+14,9. Ty 1é hd nghéo
va can nghéo dat 13,5%, ddi tuong la ngudi dan toc
thiéu s chiém 1/4 s6 ngudi tham gia nghién ctu,
55,9% d6i twgng nghién clru séng & vung ndng thén.
Vé nghé nghiép, ddi twong nghién ciru chd yéu 13
néng dan, tho tha cong/budn ban/dich vu va gia
yéu/nghi huu.

Bang 1. Phan bd CSYT noi ngudi dan dang ki KCBBD va CSYT thudng dén kham khi 6m dau

CSYT dang ki KCBBD

CSYT thuérng dén kham (n=886)

Loai hinh CSYT (n=872)
n % n %
Tram Y té 555 64,3 375 42,3
Phong kham da khoa khu vuc 85 9,8 53 6,0
CSYT tuyén huyén 133 15,4 200 22,6
CSYT tuyén tinh, trung wong 23 2,7 147 16,6
Phong kham/ bénh vién tw nhan 67 7,8 111 12,5

Ty |& ngudi dan tham gia bao hiém y t& trong quan thé nghién clru dat 98,4%. Trong do, loai hinh BHYT
tham gia theo hé gia dinh va Ngan sach nha nudc déng chiém da s6, [an luot 1a 48,6% va 35,3%. Phan 1én
ngudi dan dang ky bdo hiém y t& & cdc Tram Y té xa, phuwdng, thi tran. C6 hon 1/3 s6 ngudi dan thudng dén
kham & CSYT khéng phai la noi dang ki KCB ban d3u. Trong s6 d6, ty 1é cao nhat [a dén khdm & CYT tuyén
huyén (33.8%), tuyén trung vong (20,5%), tuyén tinh (19,2%) va phong kham/ bénh vién tw nhan (19,2%); ty
|& d&n khdm & cac tram y t& ddng tuyén chi chiém 5,8% (p<0.000).

Bang 2. Nhan thirc clia ngudi dan vé su sdn ¢ cac dich vu chdm séc co ban tai CSYT dang ky KCB ban
dau va CSYT thudng dén kham

CSYT diing ki KCBBD (n=872)

CSYT thuwdng dén kham (n=886)

Loai hinh CSYT

Khong Khéng

n (%) cé chéc Khong Kh.oA’ng Cé chdc  Khong Kh-oNng
9 biét ‘ biét
chan chan
N6i khoa 240 35 11 585 822 49 8 7
| (27,6) (4,1) (1,3)  (67,2) (92,8) (5,5) (0,9) (0,8)
Quan ly bénh khéng 212 54 15 590 781 67 17 21
lay nhiém (24,3) (6,2) (1,7) (67,7) (88,1) (7,5) (1,9) (2,4)
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So b ety 230 48 11 582 783 69 21 13
P (26,4) (5,5) (1,3)  (66,8) (88,4) (7,8) (2,4) (1,4)

Cham séc trwdc sinh, 201 72 8 590 728 91 13 54
theo dai thai sdn (23,1) (8,2) (0,9) (67,7) (82,1) (10,3) (1,5) (6,1)

Chim séc sau sinh 177 72 25 597 680 113 35 58
(20,3) (8,2) (2,9)  (68,5) (76,7)  (12,7) (4,0) (6,5)

Cham sé¢ nhi khoa 201 67 13 590 723 93 35 35
(23.1) (7,7) (1,5) (67,7) (81,6)  (10,5) (4,0) (4,0)

Tiem chin 243 32 11 585 730 88 35 33
& (27,9) (3,7) (1,3) (67,2) (82,4) (9,9) (4,0) (3,7)

Y hoc c8 truvén 194 59 12 606 684 118 29 55
) y (22,3) (6,8) (1,4)  (69,6) (77,2)  (13,3) (3,3) (6,2)
Phuc hdi chirc ning, 120 67 620 624 422 193 121 150
vat ly tri liéu (13,8) (7,7) (6,9) (71,6) (47,6) (21,8) (13,7) (16,9)

Bang 2 cho thay sy khac biét vé nhan thirc clia ngudi dan déi véi cac dich vu chdm séc co ban sdn c6 tai
CSYT cham séc ban dau ctia ho va CSYT thudng dén khdm. Ty 1é rat cao ngudi dan trd 161 khong biét vé sy sdn
¢6 cla cac dich vu co ban tai CSYT chdm séc ban dau cda minh.

Bang 3. M(rc d6 hai long cla d6i twong nghién clru theo cdc nhém chi s6 danh gid

Chi sd danh gia (n=886)

Piém trung binh hai long

Ty l& hai long chung

Mean (SD) %
Kha nang tiép can 3,73 (0,6) 63,0
Sy minh bach théng tin va thi tuc 3,65 (0,6) 60,2
kham, diéu tri
Co s& vat chat va phuong tién phuc vu 3,7 (0,6) 61,3
nguwoi bénh
Théi do6 &rng x{, ndng luc chuyén moén 4,01 (0,6) 79,7
NVYT
K&t qua cung cap dich vu 3,85 (0,7) 70,5
Tat ca chi sd 3,75 (0,5) 64,8

Diém hai long va ty 1& hai ldong chung cla d6i
tuong nghién ciru vé céc dich vu KCB ngoai trd 13
chua cao, [an lugt 1a 3,75/5 diém va 64,8%. Trong
do, ndi dung dugc danh gid hai long & mdic do cao
nhat trong tat ca cac ndi dung |a vé thai d6 va nang
Iwc nhan vién y t& (NVYT,) tiép dén la mirc do hai
long vé két qua cung cap dich vu. Sw minh bach va
thuan tién trong tha tuc KCB va co s& vat chat va
phuong tién phuc vu ngudi bénh co ty 1& hai long
thap nhat.

—o—Tram Y té

=%+ BV tuyén tinh, trung wong

= PKDKKV,BV huyén

++@+ Phong khiam/ BV tr nhin

Kbinang fiép cin Sirminh bachthing Cosovitchitva  Thii doimgxii, Kétquicngep  Hai long chung

fin v thil tye kbém, plwong fién phyc vy - ning lye chuyén
dién trj ngurdibéh mén NVYT

Biéu d6 1. Phan bd mirc dd hai ldong cla d6i tuwong
nghién clru theo loai hinh CSYT

dich vy
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Cac Phong kham da khoa khu vyc va bénh vién
tuyén huyén dugc nhan xét cé6 mc dd hai long
chung thap nhat trong tat ca cdc CSYT, dac biét & ndi
dung vé s minh bach va thuén tién trong thud tuc
KCB. Tram Y té€ duwoc danh gid hai long thap nhat so
V@i céc loai hinh CSYT khéc vé kha nang tiép can dich
vy, di chuyén trong CSYT, co s& vat chat va phuong
tién phuc vu ngudi bénh, va két qua cung cap dich
vu. Phong khdm, bénh vién tu nhan duoc danh gid

cé mirc d6 hai ldong cao nhat & céc ndi dung vé kha
nang ti€p can, sy thuan tién trong thu tuc va co s&
vat chat phuc vu KCB, trong khi bénh vién tuyén tinh
va trung uvong duoc dénh gia cao & thai do (ng xu,
nang lwc cda NVYT va két qua cung cap dich vu. Co
sw khdc biét cd y nghia thdng ké vé murc dd hai long
ddi vdi s minh bach théng tin va th( tuc KCB va thai
do &ng xtt, nang lwc chuyén mon cda NVYT giira céc
loai hinh CSYT khac nhau (p<0.05).

Bang 4. Cac chi s6 hai long cla nguwdi dan vé KCB ngoai tru theo loai hinh CSYT

o L s . BV tuyén Phong
Tieu Chl‘ (.ila‘nh gia Tram Y té PKDKKY' tinh, trung  kham/ BV Chung P
sv hai long BV huyén A
wong tw nhan
Diém trung binh —hai 3,7 3,69 3,36 3,92 3,75 0,037
long chung, Mean
Ty |é hai long chung, % 60,9 63,1 69,6 75,7 64,8 0,000
Chi s6 hai long toan dién, % 12,5 12,3 14,3 18,9 13,5 0,003
Ty 1é tiép tuc s&r dung DVYT
tai CSYT hoac gidi thiéu 96,5 94,1 97,3 98,2 96,2 0,000
nguoi khac, %
Ty Ié dap g so voimong g 81,9 84,6 83,9 81,5
doi, %
<70%, n (%) 114(31,1) 50(20,2) 17(119) 22(20,2)  203(23,5 0,000
70 - 80%, n (%) 134 (36,6) 111(44,9) 50(350) 38(34,9)  333(38,5)
>90%, n (%) 118 (32,2) 86 (34,8) 76 (53,1) 49 (45,0) 329 (38,0)

Trong 886 d6i twong dugc phdng van, mac du ty
|é dap ng so véi mong doi cha ngudi dan va ty lé
tiép tuc st dung DVYT tai CSYT hodac gidi thiéu cho
ngudi khac 13 cao, chi s6 hai long trong quan thé
nghién clru dat ty 1& rat thap, 13,5%. Nhin chung,
tuyény té co s& cb céc chisd dénh gid vé mirc dé hai
long & mirc d6 thap nhat trong céc loai hinh CSYT;
trong khi cac phong kham va bénh vién tu nhan dat
cac chi s& dadnh gid mirc d6 cao nhat. Vé ty & dap
rng mong doi cla ngudi dan khi dén kham chira
bénh tai tuyén tinh, trung wong dat ty & cao nhat,
V@i 53,1% dép ¢ng trén 90% mong dgi cla nguoi
dan trong quad trinh khdam chita bénh. Nhirng khac
biét nay cé y nghia théng ké (p<0,05).

4. BAN LUAN

Su hai long ngudi bénh dugc xem la mot tiéu
chi quan trong trong dénh giad chat lvong cham séc
y t& hién nay. Trong nhitng ndm gan déy, sy da dang
hda cac loai hinh cham séc strc khoe (cong lap, tw
nhan,...) da gidp dap &ng kip thoi va hiéu qua nhu
cau chadm sdéc cla ngudi dan, déng thoi cling tao
nén déng co cho cadc CSYT khdng ngirng nang cao
chat lvgng khdm chita bénh, cd vé co s& vat chat,
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trang thiét bi, mdi trudng, nang lwc chuyén mén, k§
ndng giao tiép,... dé thu hit ngudi dan dén kham
chita bénh tai CSYT. Nghién clru cla chdng toi da
phan ndo cung cip théng tin tdng quat vé sy hai
ldbng cha ngudi dan vé céc dich vu cham sdéc ngoai
trd & cac phan tuyén CSYT khac nhau trén dia ban
tinh Thira Thién Hué, chi ra nhitng diém manh, diém
can cai thién twong &ng véi mdi phan tuyén. Két qua
nghién cru cla chung tdi cho thay phan I&n ngudi
dan dang ky kham chira bénh ban dau tai tuyén y té
co' s& (65,1%), tuy nhién ty |é thudong st dung DVYT
tai tuyén y té& co s& khdng qud cao (48,3%). C6 dén
1/3 ngudi dan thudng dén kham & CSYT khéng phai
|3 noi d8ng ki KCB ban dau. Luat bao hiém y té sira
d6i, b sung tir 01/01/2016 vé viéc théng tuyén xa
huyén da tac dong tich cuc dén viéc s dung DVYT
cla ngudi dan trén ca nudc [6]. Cu thé, s6 liéu kham
chita bénh bdo hiém y t& toan quéc nam 2016 cho
thay xu huwdng tang lwot kham chira bénh tai tuyén
huyén va gidm s6 lwot khdm chita bénh tai tuyén xa.
Bén canh d4, sy phat trién manh mé& clay t& tw nhan
trong thoi gian vira qua cling d3 d&t ra nhiéu thach
thirc va sy canh tranh d&i véi cdc CSYT cong lap. Hon
nita, két qua nghién ciru cla ching t6i, cling cho
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thay ty 1& ngudi dan khong biét vé cac dich vu san cé
tai co’ s& KCBBD clia minh 13 khé cao (trén 60%). Day
cling chinh |a mot yéu t6 gy can tré cho viéc ngudi
dan tiép can va sir dung DVYT tai cic co s& KCBBD
da dang ki cling nhw anh huwéng dén danh gia cda
ngudi dan vé chat lwgng cha cadc DVYT. Nhiéu nghién
clru d3 cho thay viéc ngudi dan thudng xuyén tiép
xuc hodc dén KCB tai CSYT s& cé mirc do hai long
cao hon so v&i nhitng ngudi it tiép xdc, ndm thdong
tin hay d&n kham & CSYT [7]. Do d6, cé thé thay bén
canh viéc khéng ngirng nang cao chat lvgng cac dich
VU cung cap, cac co s& KCBBD ciing can tang cuwong
cbng tac truyén thong, tu van, cong khai cdc DVYT
san c6 clia don vi d&n ngudi dan trén dja ban.

Téng quan tai liéu cho thdy da cé nhiéu nghién
clru vé mirc do hai ldong cla ngudi dan tai Viét Nam
vai két qua mirc d6 hai long vé chat lugng DVYT déu
& mic trung binh trd 1én. Tuy nhién, khi d&i chiéu
gitta cac nghién ctru da trién khai cho thdy sy chénh
l&ch dang ké gitra cac nghién clru véi nhau. Diém hai
Idbng trung binh va ty 1& hai long chung cla céc dai
twgng tham gia nghién clru nay dat & mdrc do trung
binh, [an lwot 1a 3,75/5 diém va 64,8%. K&t qua cla
chung t6i kha twong déng véi nghién clru thuc hién
@ 69 bénh vién coéng lap trong nam 2017-2018 [8].
M6t s6 nghién clru khdac cling cho ty |1& hai long cla
ngudi bénh déi vdi cac dich vu khdm chita bénh
ngoai tru kha thap [9,10,11]. Trong khi do, sd liéu
théng ké dén thang 12/2020 vé mirc d6 hai long vdi
quy md toan quéc do BA Y t& thyc hién cho thay ty 1é
hai long chung dat 93,13%, diém hai long trung binh
dat 4,37/5 diém [12]. Nghién ctru tai Trung tam y té
quan T Lién thanh phd Ha N&i (2013), Bénh vién da
khoa Pan Phugng (2018), Tram y t& x3 H6i An, tinh An
Giang (2021) cho thay ty I& hai long cao, 80-98% [13-
14]. Ti 1é hai long & céc khia canh trong nghién ctru
cla chung téi cling ¢ su khac biét so vdi cac nghién
clru trudc day [9,12,14]. Sy khac nhau gitta mau
nghién ctu, dia diém nghién clru, dic thu déi tuwong
nghién ctru va bd cong cu nghién clru cé thé giai thich
cho sy khac nhau nay. Mot ly do nita la nghién ctru
cla ching téi danh gid trén nhiéu déi twong nguoi
dan khac nhau, trai nghiém tai cdc CSYT khac nhau
Ve vi tri, phan tuyén, loai hinh,... M(rc dé hai long véi
DVYT cao la mét chi s8 quan trong anh hudng dén
viéc quay trd lai tiép tuc sir dung DVYT tai CSYT hodc
gidi thiéu cho ngudi khac vé CSYT [16]. Sy hai long
cao hon cé thé anh huwdng béi méi quan hé 1au dai
va két néi gitra ngudi bénh va NVYT, CSYT dwoc hinh
thanh qua cdc dot KCB ho3c tdi kham. Diéu nay cling
c6 thé ly gidi vi sao két qua nghién cru clia ching toi
cho thay ty |& hai long thap hon so véi nhiéu nghién
clru & cac CSYT khac, bai 1€ cac nghién clru thuc hién
tai CSYT thi khéng hodc it phdng van duoc nhitng

nguwdi dan it dén kham hodc da dén kham va khong
quay trd lai tai kham tai CSYT.

Nghién ctru clia chiing tdi cho thay céc co s& cong
lap dwoc danh gid mirc d6 hai long thap hon vé kha
ndng tiép can, di chuyén trong CSYT, sy thuan tién,
minh bach trong th{ tuc KCB va co s& vat chat, dic
biét tuyén y té& co s& cé ty 18 hai long thap hon so véi
cdc loai hinh CSYT khéc. K&t qua cta ching toéi hoan
toan phu hgp vdi nghién ciru thyc hién & cac trung
tdm y té tuyén huyén tinh Binh Duong ndm 2019,
cho thay ty I& hai long chung dat 63,1%, trong d6
hai ldbng vé sy minh bach va tha tuc hanh chinh, va
co s& vat chat dat ty 1& hai long thap nhat (lan luot
13 72,4% va 74,7%) [17]. Két qua nay cd nhiédu diém
tuwong déng vdi nghién clru cta Tran Thi Ha Giang
(2014), khi chi ra nhitng nguoi dang ky kham theo
yéu cau c6 ty 1& hai long chung cao hon kham théng
thuwong hon 2,8 [an [18]. DBiéu nay ciing dé hiéu khi
cdc CSYT tw nhan rat chu trong trong viéc nang cao
sw hai long cla bénh nhan & tat ca cac chi sé nhu
kha nang tiép can, sy minh bach théng tin, co s&
vat chat, thai do, chuyén mon. Cac CSYT tuyén tinh,
trung wong cé diém hai long va ty 1& dap &rng mong
doi cling nhu ty 1& chic chdn quay lai cao hon véi
nhitng nhédm khac. Cac CSYT tuyén tinh, trung uwong
c6 thé manh vé co s& vat chat, ndng luc chuyén mén
nhan vién y t& va két qua cung cap dich vu nén cé thé
13 y&u t6 thuan loi gitip chi s6 diém trung binh hay ty
I& hai long cao hon céc CSYT tuyén ban dau.

So sanh vé co s& y t& tuyén huyén va Tram Y té,
k&t qua nghién cru nay cé thé thay Tram Y té it dat
duoc sy hai long cha ngudi dan vé kha nang tiép can,
di chuyén trong don vi va co s& vat chat trong khi thai
dd &ng xt, nang lwc chuyén mon, sy minh bach trong
quy trinh, tha tuc KCB lai dwoc danh gid hai long cao
hon va két qua cung cap dich vu dat tuwong duwong
5o vGi tuyén huyén. K&t qua cta ching tdi cling phu
hop vdi két qua phan tich trong Khao sat co so' y té
nam 2015 cta BO Y t& khi ty 1& ngudi dan hai long vé
céc dich vu cla tuyén x3 cao hon so vai tuyén huyén
[7]. M3c dU céc chi s6 nhuw diém hai long trung binh,
ty 18 hai long chung, chi s6 hai ldbng toan dién cla
nguwdi dan déi véi DVYT tai Tram Y té€ 13 thap nhung
ty |é tiép tuc quay trd lai st dung DVYT tai Tram van
rat cao. Diéu nay hoan toan phu hop khi Tram Y té 13
CSYT gan dan nhat, co chirc nang cung cap cac dich vy
cham séc dé& dang tiép can, lién tuc va toan dién cho
nguwdi dan trong cong déng. Nhiéu nghién ctru d3 chi
ra viéc dé dang ti€p can vé dia ly va san cé tai noi sinh
s8ng clia tuyén chdm séc ban dau khéng nhirng anh
huwéng dén sy hai long ciia bénh nhan ma con anh
huwéng nhiéu téi hanh vi tim kiém va s dung dich vu
kham, chita bénh [3,19]. Do d6, cac nha hoach dinh
chinh sach can tiép tuc nang cao chat lwgng, cai thién
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kha nang ti€p can cdc DVYT trong khudn vién CSYT, sy
minh bach va thuan tién trong thl tuc KCB, dau tu co
s& vat chat cho cac CSYT & tuyén cham sdc ban dau
ddc biét 1a Tram Y t€ nhdm dat hiéu qua chiam séc va
huwéng dén bao phu y té toan dan.

5. KET LUAN

Nghién clru cGa chung t6i chi ra ty & hai long &
cac co s& y té trén dia ban tinh chua cao, dic biét &
cdc tuyén y t& co sd. Can tang cwdng dau tu co s&

vat chat va nang cao chat lwgng hoat dong cla cac
co s& y t&€ & tuyén chdm sdc ban dau cling nhu cai
thién quy trinh tha tuc kham chita bénh tai céc co
sy té cdng |ap. Bén canh d4, 1anh dao cdc co séy
t& chdm soéc ban dau cling can ddy manh cong tac
truyén thong, tw van cac géi kham hodc dich vy sdn
c6 cla don vi dé tdng cwdng nhan thic cla ngudi
dan vé céc dich vu chdm sdc strc khoe, tir d6 tao
diéu kién thu hat nguwoi dan dén kham va cai thién
sy hai long cta ngudi dan.
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