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TOMTAT

Muc tiéu: X4c dinh cic y&u t8 4nh huéng dén trai
nghiém tich cuc, trdi nghiém tiéu cuc ¢ bénh nhan
diéu tri ndi trd tai Bénh vién Pa khoa Xanh Pon nim
2022.

Doi tugng va phuong phap: Nghién ctu mo ta
cit ngang trén 390 ngudi bénh va ngudi nha ngudi
bénh diéu tri ndi trd tai Bénh vién Pa khoa Xanh Pon
niam 2023, str dung "Phiéu kh4o sét trii nghiém ngudi
bénh trong thdi gian nim diéu tri ndi tri tai bénh
vién".

K&t qua: Ty 1¢ trdi nghiém tich cuc cao nhat doi
v6i tiéu chi ludn c6 dung dich rita tay, chi€ém 72,6%,
thap nhat ddi vdi tiéu chi nha vé sinh 39,9%. Céc tiéu
chi ¢6 ty 1& trdi nghiém tich cuc cia ngudi bénh tir
64,6% - 69,7%, vé hoat dong kham chita bénh, ty 1&
trai nghiém tich cuc cao nhit doi véi tieu chi dugc giai
thich 1y do st dung thudc 70,0%. Cac y€u tac dong
tiéu cuic dén trai nghiém ngudi bénh con bao gdm s6
ngiy nim vién nhiéu, nha vé& sinh chua sach s&, s6
lugng nhan Iyc trong khoa con thi€u do c4c li do khac
nhau.

K&t luan: Tiéu chi "ludn c6 dung dich rira tay”
dugc danh gia cao nhat, tiéu chi "nha vé sinh" danh
gi4 thap nhat. Y&u td tiéu cuc 4nh hudng dén trii
nghiém gdm: nam vién dai, nha vé& sinh khdng sach
s&, thi€u nhan luc.

Tu khéa: Trdi nghiém nguoi bénh, ndi tri, dich
vuyté
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STUDY ON FACTORS AFFECTING POSITIVE AND NEGATIVE EX-
PERIENCE OF INPATIENTS AT SAINT PAUL GENERAL HOSPITAL

Objective: To identify the factors affecting positive and
negative experiences of inpatients at Xanh Pon General Hos-
pital in 2022.

Subjects and methods: A cross-sectional descriptive
study was conducted on 390 inpatients and their family
members at Saint Paul General Hospital in 2023, using "Pa-
tient Experience Survey during Hospitalization."

Results: The highest proportion of positive experiences
was related to the criterion of always having hand sanitizer
available, accounting for 72.6%, while the lowest proportion
was related to the criterion of restroom cleanliness at 39.9%.
The proportion of positive experiences for other criteria
ranged from 64.6% to 69.7%. Regarding healthcare activities,
the highest proportion of positive experiences was related to
the explanation of medication use at 70.0%. Negative factors
that affected patient experiences included extended hospital
stays, unclean restrooms, and insufficient staff.

Conclusion: The criterion of always having hand sanitizer
available was rated the highest, while the criterion of rest-
room cleanliness was rated the lowest. Negative factors that
affected patient experiences included long hospital stays,
unclean restrooms, and staff shortages.

Keywords: Patient experience, inpatient, healthcare serv-
ices
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1. DAT VAN BE

Hién nay, tai nhiéu nudc trén thé
gidi c6 hé thong y t& phat trié€n, khi n6i
dén 13y ngudi bénh Iam trung tAm thi
3 muc tiéu cu thé déu dugc nhic dén,
do6 1a: 1) Hiéu qua diéu tri t6t hon; 2)
Ngudi bénh an toan hon, 3) Trai
nghiém cda ngudi bénh theo hudng
tich cuc hon.

Theo TS chiic Y t& Thé gisi (WHO),
“Trai nghiém ngudi bénh” (TNNB) la
bi€u hién va phan 4nh su tuong tic clia
ngudi bénh (NB) vdi cic dich vu cung
ting clia c4c cd s§ y t€ (CSYT), bao
gbm tir k& hoach cham soc cia CSYT
so v6i thuc t&, dén tuong tic véi cic bac
sT (BS), di¢u dudng (PD), va cic nhan
vién y t&€ khac trong Bénh vién (BV),
c4 vé thuc hanh clia thiy thudc va cac
tién ich phuc vu NB, co sd ha ting clia
BV [1]. TNNB lién quan dén két qua
qua trinh CSSK va da tr& thanh mot chi
s0 chat lugng quan trong trong CSSK,
gin lién v6i an toan NB va hiéu qua
lam sang [2].

Tai Viét Nam, nhitng nghién citu vé
kh4o st TNNB tai cic CSYT chua phd
bién rong rdi, tuy nhién viéc ning cao
cai thién chat lugng dich vu CSSK dua
trén TNNB da dugc quan tam thong
qua cc van ban qui dinh vé huéng din
chiam s6c NB [3]. S3Y t€ thanh phd HO
Chi Minh da yé&u ciu cic BV truc thude
b4o cio TNNB trong thdi gian diéu tri
n0i tri tai BV dinh ky 2 An/nam [4]. BV
da khoa Xanh Pon va BV hang I cia S§
Y € Ha Noi, la trung tim khdm chita
bénh ctia thanh phd, Khdi diéu tri noi
trd hang nam dén hang chuc nghin lugt
BN vao diéu tri, do dic diém bénh ly
nén NB phai trai qua qua trinh cham s6c
va diéu tri v6i rat nhidu giai doan tirkhi
nhap vién theo doi, chd phiu thuat, thi
thuat, cham s6c sau phau thuat, tap phuc
hoi chiic ning, d&n thanh toén xuat
vién... nén NB s& trai nghiém phan 16n
nhiing dich vu CSSK va cd sy tuong tic
v6i nhan vién y t€ rit nhiéu cling nhu
¢6 nhiing trai nghiém vé thuc hanh clia
ngudi thay thudc, khong gian, co s& vat
chit tai BV.

Véi muc dich nang cao chat lugng
BV, ndm dudc sy trii nghiém céc dich
vu y t&€ ca NB noi tr, nhan dién
nhitng han ch€ va bat cip trong qua
trinh hoat dong va cung cap dich vu,
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chiing t6i thuc hién nghién cttu nay véi
muc tiéu nhdm: Xac dinh cc yéu 6
4nh hudng dén trdi nghiém tich cuc,
trai nghiém tiéu cuc & bénh nhin diéu
tri ndi tra tai BV Pa khoa Xanh Pon
nam 2022.

I1. D01 TUGNG VA PHUGNG PHAP

2.1. B6i tugng nghién citu: Ngudi
bénh va ngudi nha ngudi bénh dugc
diéu tri tai cac khoa ndi trd tai BV Pa
khoa Xanh Péon ra vién trong khodng
tor 1/9/2022 — 30/9/2022. Lya chon
ngudi bénh dd tinh tdo d€ tra 16i cac
cu hoéi; tv nguyén tham gia vao
nghién cttu. Tiéu chudn loai trir:
Khong dong y tham gia nghién ctiu;
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chuyén vién trong qué trinh diéu tri;
16 loan ¥ thitc, khong thé hop tac.

2.2. Thdi gian va dia diém nghién
ctru: Thai gian: 1/5/2022 — 30/9/2022.
Pia diém nghién cttu: BV Pa khoa
Xanh Pon.

2.3. Phuong phép thu thap s6 liéu:
Str dung bd cau hdi phdng van” Phi€u
khao sat trdi nghiém ngusi bénh trong
thdi gian nim diéu tri ndi tri tai BV”
ctia S§Y t€ Thanh phd H6 Chi Minh.

2.4. Phuong phap phan tich s3 liéu:
Nhap liéu trén Google biéu mau. Phan
tich s6 liéu trén phan mém SPSS 20.

Il KET QUA
(Noi dung la bang 1, 2, 3, 4)

Bang 1. Mdi lién quan giita mot s6 thong tin chung ctia nguvi bénh va
di€ém danh gia trai nghiém

Trainghiém | Trai nghiém
. s khong tich cuc tich cuc
Cau hoi Cau tra loi P
n % n %o
Ong/ ba Ngudi bénh 101 25,9 89 22.8 0.035
la Théan nhan 85 | 21,8 | 115 | 295 |~
77 19,7 61 15,6
Gidi tinh Nam % 10,018
N 109 27,9 143 36,7
16-30 tudi 18 4.6 44 11,3
Nhom 31-45 tudi 83 21,3 69 17,7 0,008
tudi 46-65 tudi 67 | 172 | 74 | 190 |
Trén 65 tudi 18 4.6 17 4.4
Khong biét chir 0 0 0
Tiéu hoc 1,5 13 3,3
. Trung hoc ¢d s& 27 6,9 38 907
Tanhdo - ehocphdthong | 43 | 110 | 46 | 118 |0,000
hoc van
Trung cap, cao ddng| 48,6 | 149 44 11,3
Pai hoc 38 9,7 62 15,9
Sau dai hoc 14 3,6 1 0,3
BHYT thanh [ -4 159 | 408 | 192 | 492
toan trong lan 0,005
nim vién nay | Khong 27 6,9 12 3,1
Lin tht mdy LAn diu tién 116 | 29,7 143 36,7
ong/ ba nim| Lan thir 2-4 49 12,6 50 12,8 (0,077
dieu tri Nhiéuldnkhongnhs| 21 | 54 | 11 | 28

Mbi lién quan giita doi tuong duoc phong van, gidi tinh, nhém tudi, trinh do
hoc vén, duwgc BHYT thanh todn, khoi diéu tri ciia nguoi bénh véi diém danh gid
trdi nghiém khi diéu tri ndi trii tai BV. C6 sy khdc bi¢t giita cdc nhém doi tuong
trong do, su khdc biét niry cé ¥ nghia thong ké véi p < 0,05.
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Bang 2. Moi lién quan giita Cd sé vat chat — Tién ich phuc vu ngudi bénh
va diém danh gia trai nghiém

. Trai nghiém | Trai nghiém
Cau hoi Cau tra 16i khong tich cuc tich cyc P
n % n %
Nam ghép trong sudt
qué tinh didu ti 4 1103 2 ) 56
Phai ni S
hal nar.rllm Toi nam ghép trong
NS SRS | oay, sau d6 duige 23 | 59 25 | 64 |0013
V01 nguol nam giudng riéng
bénh khic -
Toi dugebo i 1 gidng | o3 | 315 | 157 | 403
riéng ngay tir diu ’ ’
Rét bdn, hoi va khong
dti nha vé sinh 2 05 1 03
. Ban va khong di nha vé 18 46 3 0.8
Panh gia sinh
tinh trang Chap nhan dudc, thinh
nha v¢ sinh | thoéng bi ban trong thoi 128 32,8 77 19,7 | 0,000
tai BV gian ngin
Nha vé sinh khé do,
ludn sach s& 34 8,7 121 31,0
Toi khong d€ 4 1,0 2 05
Khong c6 1 03 0 0
Lic cd, lac khong 12 3,1 0,5
BV cotrang | Cg, nhung vi trf dat chua
bi dung dich | dugc thuan tién 63 16,2 21 5.4
ru’aA\ tay tfu Ludn ¢6 dung dich rita
buongbenh | ibudngbenhva | 103 | 264 | 180 | 462
thuan tién cho st dung
Toi khong d€ ¥ 7 1,8 1 03
A~ C6 ngudsi bi mat trom
Ong/ba cim gUO1 bl C 1 0,3 1 0,3
thﬁfy tinh C6 ngudi budn ban hang 7 18 0 0
hinh an rong ra vao khoa ’
ninh, trat 6 qui dinh it ra v3
L I8 C6 qui dinh gid ra vao 109 27.9 64 16,4
tucia BV Kkhoa 0,000
nhv the \n'ao Khé yén tam vé& an
trong %101 ninh, trit tw, BV c6
glan nam kiém sodt ngudi ra vao 66 16,9 137 35,1
vién? khoa
Toi khong dé ¥ 3 0,8 2 0,5
+ | Khdngcd gica 1 0,3 0 0
Nhan xét ve geoe
cacdichvy | C6 1-2dich vu, gi cao 39 10.0 2 56
tiénichctia | honbén ngoai ’ ’
BV (Can Dich vu da dang nhung
tin, siéu thi | gid cao hon bén ngoai 9 244 71 18,2
DU i 0.000
an, nu)’dc Kha yén tam ve an
uong... ninh, trdt tw, BV c6
ki€m sodt ngudi ra vao 38 97 %0 231
khoa
Toi khong dé § 13 33 21 54
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IV. BAN LUAN

Trong t8ng s6 390 miu nghién ciiu,
s0 lugng NB 1a nam gi6i chi€ém 35,4 %,
it hon s6 luong NB 1a nif gi6i chi€ém
64,6 %. Bén canh d6, NB chii y&u & do
tubi 31 - 65 tudi, chi€m 75,2 V& trinh
d6 hoc van, da phan doi tugng nghién
cttu c6 trinh @ tr THPT trd 1én chi€ém
78,4%, chi c6 21,6% NB c6 trinh do tir
THCS tr§ xudng. Pa phan NB déu c6
va stt dung BHYT chi€m 90% va chi
¢6 10% NB khong dudc chi tra BHYT.

Theo mdt s6 nghién ctiu thi cic y&u
t0 c4 nhan nhu tudi, tinh trang stic khoe
clia ngudi bénh khi nhép vién, thdi gian
nam vién, tudi, hiéu qua diéu tri ciing
¢6 4nh huéng d&én TNNB va ciing dugc
nhic dén trong c4c nghién cifu khac tai
Viét Nam va trén th€ gi6i [5], [6].
Nhitng ngudi mic cac bénh 1y ning
phic tap, bénh nén nhiéu thudng c6 trai
nghiém thi€u tich ciic hon nhém nhifng
ngudi khac. Pong thdi nhitng ngudi
bénh 16n tudi va thdi gian nim vién
kéo dai thudng c6 trai nghiém kém tich
cuc hon nhitng ngudi khic diéu nay c6
thé 1y gidi do nhitng ngudi 16n tudi ho
thuding mic cac bénh 1y nén kem theo
cling nhu y&u t& tim I vé bénh tat dan
t6i trai nghiém kém hon cdc nhém con
lai [7]. Tuy nhién trong nghién ciu cia
chiing t6i cho thiy cic y&u to vé& nhan
khiu hoc chua ¢c6 mdi lién quan cé
nghia thong ké vdi TNNB.

Ciing gidng nhu cic co s6 y t€ khéc,
hién tai BVDK Xanh Pon dang thuc
hién quén ly chét lugng BV theo 83
tiéu chi clia BO Y t& huéng dén su hai
long clia ngudi bénh hang nam BV déu
¢6 tién hanh khao sat sy hai long clia
NB theo quy dinh ctia B Y t€. Cdc
cudc khao sat d6 BV ciing da rat ra mot
s& vin dé cAn phai nang cao chat lugng
phuc vu cho nguti bénh song song

Moi lién quan gitta trdi nghiém
trong thoi gian nam vién vé Co s vat
chdt - Tién ich phuc vu ciia nguoi bénh
véi diém danh gid trdi nghiém khi diéu
tri noi trii tai BV. Co su khadc biét giita
cdc nhém doi tuong trong dé, su khdc
biét nay ¢ ¥ nghia thong ké véi p <
0,05.
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Bang 3. M@i lién quan giita tinh than thai do phuc vu ctia nhan vién y t& va diém danh gia trai nghiém

Trdi nghiém Trdi nghiém p
Cau héi 6 I5i khéng tich cuc fich cuc
n %0 n %0
NI}leu nhan vién kEong | 03 0 0
mic trang phucy té
Nhan vién dn mac ludm
. , .. | thudbm (quin 4o ngi
?ﬁ;m;learazuc }Y dcl mau, nhidn, khong deo 5 1,3 0 0
ne/ba, ang PAC | yang ten) 0,000
cua nhan vién y té
Chép nhan dugc 98 25,1 25 6,4
Nhin vién mic trang 77 19,7 176 45,1
phuc dep, lich su
Toi khong c6 § kién 5 1,3 3 0,8
Khong dugc gidi thich 0 0 0 0
Khong dugc giai thich,
phai hdi nhung dugc giai 7 1,8 2 0,5
Trong thdi gian ndm thich ciing chua 16
vién, ong/ba c6 dugc .
BS, diéu dung thong | Khong dugc gidi thich, 85 218 . -
tin, gidi thich ro rang | Phai hoi nhung dudc giai ’ ’ 0,000
v& tinh trang va dién | thichrd
bién bénh .
BS, diéu dudng ludn cha
dong giai thich rd rang 85 21,8 187 47,9
vé tinh trang bénh
Toi khong nhé 9 2,3 3 0,8
Khong bao gid nhan
: 0 0
dugc cau tra 16 ! 0.3
Trong thdi gian nim J .
vién, dng/ba c6 duge 51?);1 I(l;;l]l]'ng tra 161 chua 17 4,4 1 0,3
BS, didu dudng thong &
tin, gii thich 1o rang | C6, chdp nhan dugc 86 2.1 24 6.2 0,000
vé tinh trang va dién -
bi&n bénh BS, di€u dudng ludn tra
1671 thda dang nhitng thic 77 19,7 175 449
mic clia ngudi bénh
Khong ¢6 thic mic gi 6 1.5 3 0.8

Méi lien quan giita trdi nghi¢m trong thoi gian ndm vién vé Tinh than thdi do phuc vu ciia nhan vién y € véi diém
ddnh gid trai nghiém khi diéu tri ndi trii tai BV. C6 sy khdc biét gifta cdc nhém doi tuong trong do, su khdc bigt néry co y
nghia thong ké véi p < 0,05.
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Bang 4. Méi lién quan giita hoat dong kham chita bénh va diém danh gia trai nghiém
Trdi nghiém Trdi nghiém P
Cau hdi T4 IGi khéng tich cuc tich cuc
n %0 n %
Khong dugce giai thich 2 0,5 1 0,3
Chi néi tén thude 8 2.1 0 0
Ong/ba c¢6 duge BS ) U
thong tin va gidi thich | ©0; 1iuing gidi- thich ) g5 21.8 15 38 0,000
. , - chua rd ’
ly do str dung thudc BS lubn eii thich div i
o ron stmEn ey o 88 226 185 474
va 10 rang cho ngudi
bénh biét 1y do phdi sir
dung thudc
Toi khong nhé 0,8 3 0,8
Khong dudc giai thich 0 0 1 03
Chi dugc thong bdo di
lam xét nghiém, cin lam 38 9,7 33 8,5
Ong/ba c6 duge BS | sang
thong tin va gidi thich , o
1¢ do s& thyc hién x¢¢ | €O nhung. gidi thich 82 21.1 13 33 0,000
o A A chua o ’ ’
nghiém, can Iam
sang? BS gidi thich day du, ro
rang cho ngudi bénh 1y 65 16,7 155 39,7
do phai lam xét nghiém
Toi khong nhé 1 0,3 0,5
Khong dugc hudng dan 2 0,5 0 0
C.(:)’ nl\urng k\hf)ng thuc 31 79 1 03
Trong thdi gian nim | hién hang ngay
vién, ong/ba ¢6 duge | Puge hudng din hang 1 2
diéu dudng hudng | ngay 8 08 31 7.9 0,000
din st dung thudc ity dudne hudne di
hane nei icu dudng hudng dan
gneay hang ngdy rit rd rang 70 17,9 168 43,1
cach st dung
Toi khong nhé 2 0,5 4 0,0
Khong c6 BS d&n khim
lai, cling khdng c6 diéu 0 0 0 0
Khi c¢6 nhitng triéu | dudng dén hoi
chitng bit thudn PNPRN X
(daug bun s5§ Cv}%l ?OA’d - du'(sng:i - 33 8.5 1 03
ing, > | héi va 1ay mach, huyét ap
mét...), ong/ba cb L X
duge BS khim benh | BS ¢0 khdm lai, nhung - 45 123 16 4.1 0,000
. R khong kip thoi ’
lai ngay khong?
BS c6 kham lai, kip thoi 76 19,5 131 33,6
Toi khong co tri¢u chiing
bt thuding nao can béo BS 29 74 56 144

Mbi lien quan giita trai nghiém trong thoi gian nam vién vé Hoat dpng khdm chita bénh véi diém ddnh gid trdi nghiém
khi diéu tri ni trii tai BV. C6 su khdc biét giita cdc nhém déi tuong trong do, su khdc biét nay cé Y nghia thong ké véi p

< 0,05.
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ngudi bénh cling dugc BV quan tim hon thong
qua viéc hop hdi ddong NB thudng quy vao mdt
budi c¢6 dinh hang tuan. Tai ddy ngudi bénh hoic
¢6 thé phan 4nh tryc ti€p nhitng van dé cn cai
thién ctia khoa phong, gitip cho khoa phong hoan
thién hon nita trong viéc TNNB. Tai mdi khoa cac
ngay trong tuan déu c¢6 BS Trudng hodc pho khoa
di budng d€ nim dugc bénh 1y clia ngudi bénh
cling nhu nhitng vin dé ma ngudi bénh cin lam
cho thda ddng. Cong tic di budng hang ngay clia
biéu dudng Trudng cling cin ti€n hanh chit ché
thong qua viéc di budng Didu dudng sé ki€m tra
gidm sat viéc thuc hién cong tdc kham chita bénh
va cham séc cia NVYT.

Vé cd s& vat chit, trang thiét bi, cic nghién
cttu nay chi ra rang chiing c6 mdi lién quan mat
thi€t v6i TNNB. Co s vat chat &nh hudng truc
ti&p t6i hoat dong kham chita bénh, cong tac ddm
b4o an toan cho NVYT, khu vic phong diéu tri
c6 phong 6c¢ thodng mat nhiéu ciy xanh, tuy
nhién, khi Ngusi bénh dong thi van con tinh trang
thi€u giudng bénh nha vé sinh chua sach s& va
con bi tic gy 4nh huéng phan nao dé€n TNNB.
K&t qua nghién cttu clia chiing toi cling tuong
dong véi két qua nghién ctiu clia tac gia Reiling.
Chinh vi vdy, cAn c6 nhifng gii phép kip thoi dé
cdi thién nhitng y&u 5 nay [8].

Nguon nhan lyc va trinh d6 chuyén mon 1a
diéu kién tién quyét tao nén so lugng va chat lud-

_ng cta dich vu y t€ va ¢6 4nh hudng nhit dinh dén
TNNB. Viéc bd tri nhan luc phit hgp véi nang luc
trinh do s& gidp gidi quyét cong viéc mot cach
nhanh chéng va hiéu qua. Lanh dao khoi Noi tri
ludn ¢ géng dé can doi sd lugng cdn bd va phan
b6 khdi lugng cong viec d& phi hop véi trinh do
chuyén mon clia cdn bo d& ddm bio s6 lugng
NVYT phuc vu NB. S& lugng va trinh d chuyén
mon clia NVYT véi khdi lugng cong viéc rit quan
trong trong cong tic Chiam séc va diéu tri bénh
néu s6 lugng cén bd can ddi vdi chi tieu giudng
bénh va nhan cong phut hgp véi trinh do chuyén
mon thi cong viéc sé gidi quy&t nhanh, gidm bét
4p luc cho nhan vién y t& tir d6 gitp cho cong tic
diéu tri va chim soc hiéu qua hon.

V. KET LUAN

Tiéu chi "ludn ¢6 dung dich ria tay" dugc
danh gi4 tich cuc nhat, chi€ém 72,6%, trong khi
tiéu chi "nha vé sinh" dugc danh gid thap nhat,
chi 39,9%. Cac tiéu chi dat ty 1€ trai nghiém tich
cuc tir 64,6% - 69,7%. Tiéu chi "dugc giai thich
1y do stt dung thudc" dat ty 1€ tich cuc cao nhat 1a
70,0%. Yé&u t& tiéu cuc Anh huéng dén trai nghiém
bénh nhan bao gdbm: s& ngay niam vién dai, nha
vé sinh khong sach s&, thi€u nhan Iyc trong khoa
do céac ly do khic nhau.®
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