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Panh gia sw hai l1ong ciia ngwoi bénh vé dich vu chim séc
sau phiu thuit tai Bénh vién Trung wong Quén doi 108,
nam 2019

Evaluating satisfaction of injured patients with nursing care after
surgery at 108 Military Central Hospital in 2019

Ta Pirc Chung*, *Bénh vién Trung wong Quan doi 108,
Tran Quéc Kham** **Truong Dai hoc Thang Long
Tom tét

Muc tiéu: Xac dinh sy hai long vé dich vu cham séc & bénh nhan chan thwong sau phau
thuat tai Bénh vién Trung wong Quan déi 108, ndm 2019. Péi tuong va phuong phép: Nghién ctru
mo ta cat ngang, st dung thang do SERVQUAL c6 chinh slra. Két qué: Hé sb Cronbach’s alpha
la 0,9523. Piém trung binh cao nhat & Iinh vwe cac chi sb hivu hinh (4,74 dén 4,87) va diém trung
binh thdp nhat & cac chi s6 dam bao (tir 4,15 dén 4,51) va tbng diém la 98,19 + 13,055, trong do,
87,18% bénh nhan hai long v&i chét lwgng cham séc. Phan tich cho thay gidi tinh, thoi gian che
phau thuat, loai phau thuat va cham séc khéng day du trwdc phau thuat anh huéng 1én diém cla
thang do (p<0,05). Két luédn: Cam nhan chét lwong dich vu vé cham séc diéu dwdng & bénh nhan
chan thuwong sau phau thuat tai Bénh vién Trung wong Quan doi 108 13 rét tbt.

Tir khod: Hai long, bénh nhan chan thuwong, cham séc.

Summary

Objective: To determine satisfaction of injured patients with nursing care after surgery at 108
Military Central Hospital, in 2019. Subject and method: We conducted a cross-sectional study,
used modified SERVQUAL as the survey instrument. The data was collected from 117 injured
patients after surgery. Result: The study showed Cronbach’s alpha was 0.9523. The highest mean
score in tangibles domain (ranged 4.74 to 4.87) and while the lowest mean score in assurance
domain (ranged 4.15 to 4.51) and total mean score was 98.19 * 13.05, of which, 87.18% patients
were satisfied with quality of the nursing care. The analysis found gender, waiting time for surgery,
surgery classification and insufficient nursing practice before surgery affected on total score of the
instrument (p<0.05). Conclusion: Overall perceived service quality of nursing care among injured
patients after surgery in 108 Military Central Hospital was very good.
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1. Dat van dé

Hang ndm c6 khoadng 5,8 triéu ngudi chét,
hon 100 triéu nguwdi bi tan tat do thwong tich[7],
[9]. Tai Viét Nam, ty suit mac tai nan thwong tich
dao déng duy tri & mdrc 7,2/100.000, ty suét tr
vong binh quan chung la 12 [2]. Cung v&i cac
bénh vién tuyén trung wong, Bénh vién Trung
wong Quan doi 108 phai nhan nhiéu bénh nhan
chan thwong gébm ca quan nhan va nhan dan, do
vay nhu cau chdm séc sau chan thuong ciling
ngay cang tang. Tai Viét Nam, d& c6 nhiéu nghién
clru danh gia chét lwong dich vu va sy hai long
clla ngudi bénh, dwa trén co sé thang do chat
lwong dich vu (Service and quality - viét tat la
SERVQUAL) [3], [5], [4]- Tuy vay hién chua cé
nghién cru nao danh gia hai long ngwoi bénh
chan thuwong sau phau thuat bang thang do nay.

Nham danh gia thuc sw hai long clia nguoi
bénh chan thwong sau phau thuat tai Khoa Chan
thwong chinh hinh téng hop, Bénh vién Trung
wong Quan déi 108, qua dé tim ra cac giai phap
can thiép kip thoi nhdm dap (rng nhu ciu chdm
séc diéu tri clia ngwdi bénh. Do vay, ching t6i tién
hanh nghién ctru v&i dé tai: “Danh gia sw hai long
clia nguwdi bénh vé dich vu cham séc sau phau
thuat, tai Khoa Chan thwong - Chinh hinh téng
hop, Bénh vién Trung wong Quan déi 108”. Nghién
ctru duoc tién hanh véi muc tiéu sau: Po luong sw
hai Iong ctia ngudi bénh vé viéc cung cép dich vu
chdm soc sau phdu thuét tai Bénh vién Trung uong
Quéan doi 108, ndm 2019. Xac dinh mét sé yéu tb
lién quan dén hai long cia nguoi bénh vé viéc
cung cép dich vu chdm séc sau phéu thuét tai
Bénh vién Trung wong Quan di 108, ném 2019.

2. béi twong va phwong phap
2.1. Béi turong

Ngwoi bénh (NB) sau khi diéu tri ndi tra.

Tiéu chuén Iwa chon: NB tir 18 tudi tré lén:
NB sau phau thuat tai Khoa Chan thuwong chinh
hinh tdng hop va dong y tham gia nghién ctu.

Tiéu chuén loai trir: NB nwédc ngoai, NB
khéng cé kha nang giao tiép hodc chuan bj
chuyén vién.

Pia diém va thoi gian: Khoa Chén thwong
chinh hinh tbng hop - Vién Chén thwong Chinh
hinh, Bénh vién TWQD 108 tir thang 01 dén
thang 6 nam 2019.

2.2. Phuvong phap

Thiét k& nghién ctru: M6 ta cét ngang.

C& méu
n — Z2 > M
a2 d?
n: C& mau cho bénh nhan diéu tra sy hai
long.

Z(1 - a/2): Hé sb tin cay véi nguéng xac xuat
a=95% la 1,96.

d: Khoang sai léch 10%, d = 0,1.

p=50%=0,5: Ty |& gia dinh chéat lwong va sw
hai 16ng ngudi bénh dat 50%.

Thay vao cong thirc dwoc n = 96, thuc té
chung t6i thu thap dwoc 117 NB.

Tiéu chudn danh gia: Phéng van st dung
thang do SERVQUAL gbém 22 cau, cé diéu chinh
theo tinh hinh thwc té dich vu chdm séc nguoi
bénh chéan thuwong sau phau thuat tai Khoa Chéan
thwong - Chinh hinh tdng hop, Bénh vién Trung
wong Quan déi 108.

Thang SERQUAL qua trinh thiét k& cé su
diéu chinh theo cac ndi dung vé cham séc sau
phdu thuat chan thwong chinh hinh. Nhwng van
gitr cac yéu ciu cua thang do theo mé hinh ly
thuyét SERVQUAL.

2.3. Xtr ly sé liéu

Sb lieu nghién cru dwoc nhap bang phan
mém EPIDATA 3.1 va phan tich bdng phan mém
Stata 12.0.

3. Két qua
Bang 1. Do tin cay thang do danh gia hai long ngwei bénh
T 5 khia canh thang do Twong quan téng Hé sé tin cay Cronbach’s
SERVQUAL bien Alpha
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1 Su tin twéng 0,9285 0,9313
2 Kha nang dap tng 0,9307 0,9302
3 Sw bao dam 0,9505 0,9265
4 Sy cam théng 0,9259 0,9356
5 Yéu t6 hivru hinh 0,8190 0,9507

Thang do 0,9523

Cronbach’s alpha 1a 0,9523, cac hé sb twong quan tdng cac bién quan sat trong thang do déu >
0,4 va khéng cé khia canh nao cua thang do bi loai bd.

Bang 2. Sw tin twéng ctia NB vé chat lwong dich vu

Mdrc hai long | Binh thwéng | Hai long/tét | Rét hai long/tét

% +
Chiso n % n % N % Mean + SD
Nhan vién y té thyc hién ding cam
két, 20 17,09 15 12,82 82 70,09 453 +0,77
htra hen.

Nhan vién y té cta khoa tw van tan
tinh, 16 13,68 16 13,68 85 72,65 459+0,72

dé hiéu, chan thanh.

Nhan vién y té nhan ra ding nhirng
nhu cau cta NB.

Céc két qua chan doan tai khoa ludn
rd rang, chinh xac.

Nhan vién y té tai khoa da lwu y
khéng 13 11,11 | 40 |[34,19| 64 54,70 4,44 + 0,69
dé xay ra sai s6t chuyén mén.

10 8,55 30 | 2564 | 77 65,81 4,57 £ 0,65

24 20,51 | 16 | 13,68 | 77 65,81 4,45+ 0,81

Chi sb c6 mirc diém cao nhat 13 nhan vién y t& (NVYT) cla khoa tw van tan tinh, dé hiéu, chan
thanh cho NB v&i mirc diém 4,59 + 0,72 va thp nhét la chi s6 NVYT tai khoa da lwu y khong dé xay
ra sai s6t chuyén mén nao cho NB mirc diém 4,44 + 0,69 diém.

Bang 3. Kha nang dap trng nhu cau NB

Binh Rat hai
thwong long/tot Mean + SD
n % n % n %

Mtrc hai long Hai long/tét

Chisd

NVYT tiép xtic va cham soc sau phéu
thuat cho nguwdi bénh ngay khi cé thé.
NVYT ludn héi dap nhanh cac yéu cau,
mong muon cla ngwdi bénh.

NVYT ludn gidi thich, hwong dan, tw van
ré rang ve tinh trang strc khée vaco bién | 27 | 23,08 | 23 | 19,66 67 57,26 | 4,34 +0,83
phap diéu tr.

Nguoi bénh c6 thé lién lac, trao ddi, yéu
cau NVYT dé dang.

12 10,26 | 16 | 13,68 89 76,07 | 4,66 + 0,66

17 | 14,53 | 16 | 13,68 84 71,79 | 4,57 +0,73

27 | 23,08 | 21 | 17,95 69 58,97 | 4,36 £ 0,84

Chi sé c6 mirc diém cao nhat 1a NVYT tiép xuc va thwc hién dich vu chdm séc sau phau thuat
cho NB ngay khi c6 thé mirc diém 4,66 + 0,66 va thap nhat 1a NVYT ludn giai thich, hwéng dan, tw
van rd rang vé tinh trang strc khde va cé bién phap diéu tri cho ngwdi bénh véi mirc diém 4,36 + 0,84
diemr.
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Bang 4. Sw dam bao vé chat lwong dich vu sau phau thuat

R Binh s £ Rat hai

chi o Mdpc hai long thwong Hai long/tot long/tét Mean + SD

Iso n % n % n %
Cach cw xi» cua NVYT ¢6 tao dugce 25 |2137| 25 | 2137 | 67 | 5726 | 436+081
sw tin twong doi voi NB.
NVYT tai khoa c6 Iun t6 ra than thién, 21 |1795| 15 | 1282 | 81 | 6923 |451+078
cdi m&, chia sé v&i NB.
NB cam thay an toan khi st dung dich 34 |2006| 32 | 2735 | 51 | 4359 |4.15+084
vu cham séc sau phau thuat tai day.
NVYT tai khoa co dd kien thi, 25 |2137| 46 | 3932 | 46 | 39,32 |4,18%0,76
c6 chuyén mon.

Chi s ¢ mirc diém cao nhat 1a NVYT tai khoa co ludn td ra than thién, cdi mé, chia sé véi NB
v&i 4,51 + 0,78 diém, chi s6 c6 mirc diém thap nhéat 1a NVYT tai khoa cé du kién thirc, cé chuyén méon
dé tra 161 dung cac cau hoi ctia NB véi 4,18 + 0,76 diém.

Bang 5. Mlrc dé cam théng cua NVYT

e hai 12 Binh Hai 1ong/tét Rat hai

chich Mrc hailong | thipong 9 long/tét Mean + SD
n % n % n %

NVYT tai khoa |uon the hién si quan 24 |2051| 13 |1111| 80 | 6838 |4,48+0,82
tdm dén ca nhan moi NB.
NB cam nhan duwgc sw than thién cda
Ny ga o <L 28 2393 | 46 |3932| 43 | 36,75 |4,13+0,77
NVYT hiéu dwoc nhirng nhu cau dac
Ehe; vathong cam voi nhimg kho khan 27 |2308| 20 [1709| 70 | 59,83 |4,37+0,84
nguwoi bénh.
NB cam thay NVYT thuc s mong muon | 5, | 5735 | 35 | 2735| 53 | 4530 | 4,18+ 0,84
cho ngwoi bénh manh khoe.
Thoi gian tham kham, dieu trithuantién, | g | 5479 | 48 |41.03| 40 | 3419 |4,09+077
kip th&i va phu hop.

Chi sb c6 mrc diém cao nhét [a NVYT tai khoa ludn thé hién sw quan tdm dén ca nhan mdi NB
v&i 4,48 + 0,82 diém va chi s6 co diém thap nhét la thdi gian thdm kham, didu tri thuan tién, kip thoi
va phu hgp véi nhu cau ctia NB v&i 4,09 + 0,77 diém.

Bang 6. Piém vé sw cam nhan cac chi sé hiru hinh

Binh Hai long/tét Rat hai Mean +
TT Mirc dd cam nhan thwong [ong/tot SD -
n % n % n %
1 | Khoaco trang thiét bj hién dai, 0o | o | 25 |2137| 92 | 7863 | 478041
tién tién.
May moc, trang thiét bi, d6 ding
2 | vaphong oc cua khoa ludn sach 0 0 15 | 12,82 | 102 87,18 | 4,87 £ 0,34
sé, ngan nap.
3 NVYT an mac gon gang, sach sé. 0 0 31 26,50 86 73,50 | 4,74 £ 0,44
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Day du séch, tai liéu hwong dan,
tw van lién quan dén van de NB 0
can tim hiéu.

19 |16,24 98 83,76 | 4,84+ 0,37

‘ :

Chi s6 c6 mirc diém cao nhat la may moc, trang thiét bi, d& dung va phong bc ctia khoa luén sach
s&, ngan nap véi 4,87 + 0,34 diém va chi s6 c6 mirc diém thap nhét 14 nhan vién y té &n méac gon
gang, sach sé v&i 4,74 + 0,44 diém.

Binh thwong

12,82%
Hai long
;' 17,95%
R4t hai long
69,23%

Biéu dé 1. Panh gia chung vé hai long NB

Danh gia chung vé hai long ctia NB c6 mirc diém 98,19 + 13,05, diém thap nhét 1a 70 va cao nhét
la 110. Khéng cé trwérng hop nao NB cdm nhan khéng hai long, da s6 NB cam nhan rat hai long
(69,23%), trong khi ty 1& hai long chiém 17,95%.

Bang 7. Hoi quy da bién xac dinh cac yéu té anh hwéng dén hai long cua NB

Pic diém Hé sé R p 95% Cl
Gidi tinh nam -3,29 0,010 -5,77 -0,80
< 60 tudi -0,89 0,561 -3,93 2,14
< phd théng trung hoc 0,67 0,645 -2,20 3,53
Nghé nghiép tw do 0,75 0,600 -2,08 3,58
Vét thwong mé mém 0,12 0,932 -2,69 2,93
Che phau thuat < 24 gioy -4,42 0,003 -7,36 -1,49
Phau thuat cip ctu 1,55 0,380 -1,94 5,05
Tén thwong phéi hop 0,43 0,853 -4,20 5,06
Phau thuat dac biét, loai 1 -7,10 <0,001 -10,67 -3,54
Khéng cham séc day da trwdc phau thuat -8,23 0,033 -15,78 -0,69
:ﬂ;%rt]g cham so6c day du trong, sau phau 301 0.140 11,00 7.01
NB khéng hop tac day dud trong diéu tri -34,29 <0,001 -43,31 -25,27
Tién trién bénh cham -6,76 0,261 -18,62 5,10
Hoa nhap cudc séng cham 1,12 0,690 -4,42 6,65
Khéng c6 hwéng dan ra vién 4,28 0,103 -0,88 9,44
Hé sb Ro 10,83 0,340 -11,56 33,22

Céc yéu to nhw gioi tinh, thoi gian cho phdu 4 Ban luan
thuat, loai phau thuat, diéu dwdng thwc hién o ’ o
cham soc tai khoa trwéc phau thuat, sw hop tac D¢ tin cdy cua thang do
day du cta NB trong diéu tri va diém chét lwong Twong tw véi két qua nghién ctu st dung
c6 anh hwéng deén diem hai long cla NB  thang do danh gia mirc do hai long cia cac tac
(p<0,05).
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gid khac. Theo tac gid Tran Ta Anh (2018) tai
Bénh vién Phu San Trung wong trong viéc xay
dwng thang do danh gia chat lwong dich vu sau
mé |4y thai, két qua hé sb twong quan cla téng
bién déu I&n hon 0,4 va hé s6 Cronbach’s alpha
culia thang do la 0,847, phan tich cac nhan t trén
déu c6 hé sb Cronbach’s Alpha > 0,6 [4]. Nghién
clru cua chung téi cling twong tw Pham Ngoc
Hwng tai Bénh vién Phu san Ha N§i, danh gia
chéat lwong dich vu sang loc chan doan truéc
sinh, két qua hé sé Cronbach’s alpha cta kiém
dinh 0,928, hé s6 Crobbach’s alpha cla cac
nhan td sy tin twéng 1a 0,668, khd nang dap (ng
la 0,643, sy dam bao la 0,928, sy cam thong la
0,833, yéu t6 hivu hinh 14 0,687 [3].

S tin tudng ctia NB vé chét luong dich vu

Thyc hién dang cam két, htra hen: Nghién
clru cla chung téi cao hon TrAn Tu Anh (2018)
murc diém 1a 4,2 + 0,7 [4], cao hon Pham Ngoc
Hwng (2017) mic diém 3,9 + 0,8, ty I& mirc do
tbt chiém 59,6%, rat tét chiém 18,9% [3], cao
hon so v&i két qué nghién ctu tai Nigeria mirc
diém 4,16 + 0,96 [8]. NVYT tw van tan tinh, dé
hiéu, chan thanh: Thap hon Tran Tu Anh (2018)
mdrc diém 4,3 + 0,7, cao hon Pham Ngoc Hung
(2017) mirc diém la 3,96 + 0,66 [3]. NVYT nhan
ra nhu cau ngay tr 14n dau tiép xic: Twong tw
Tran Tu Anh (2018) mirc diém 4,0 + 0,8 [4], cao
hon Pham Ngoc Hwng (2017) c6 mirc diém la
4,0 £ 0,82 [3], cao hon nghién ctru tai Nigeria,
mirc diém 4,37 + 0,55 [8]. Két qua chan doan r
rang, chinh xac, twong tw v&i Tran TG Anh
(2018) mtrc diém 4,4 + 0,6 [4], cao hon Pham
Ngoc Hwng mirc diém 4,05 + 0,64 [3], thap hon
Vi Thi Ta Uyén ty Ié hai long véi viec dap rng
dwoc nguyén vong cla khach hang vé két qua
kham bénh chiém ty 1& 98,25% [5]. NVYT khong
dé sai sot vé chuyén mén: Twong tw Tran Ta
Anh (2018) mic diém 4,4 + 0,6 [4], két qua tbt
hon Pham Ngoc Hwng mirc diém 1a 4,26 + 0,6
[3]. Diéu nay phan anh thuc té bénh vién la don
vi kj thuadt chuyén sau vé chan thwong chinh
hinh.

Kha ndng dap tmg nhu cau NB
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NVYT sén sang gilp d&: Két qua cao hon
Tran T4 Anh (2018) 14 4,2 + 0,6, twong tw Pham
Ngoc Hwng mirc diém la 4,26 + 0,61 [3]. NVYT
hdi dap nhanh yéu cau: Két qua cao hon Tran Tu
Anh (2018) muc diém 4,1 + 0,6 [4], cao hon
Pham Ngoc Hung ¢ mirc diém 4,25 + 0,6 [3].
Dé& dang trao ddi, lién lac: Két qua cao hon Tran
TG Anh (2018) c6 mirc diém 4,0 + 0,7 [4], cao
hon Pham Ngoc Hwng, c6 mirc diém 3,81 + 0,78
[3]. Ly gidi két qua cao hon, vi bénh vién da
khéng ngirng nang cao chét lwong dich vu dap
&ng nhu ciu ngudi bénh.

Sw ddm béo vé chét luong dich vu sau phéu
thuat

NVYT tao sw tin twédng: Cao hon Tran Tu
Anh (2018) mirc diém 4,2 + 0,6 [4], so sa&nh
Pham Ngoc Hwng c6 mirc diém 4,31 + 0,64 [3].
NVYT than thién, céi mé&: Cao hon Tran T4 Anh
(2018) c6 murc diém 4,2 + 0,7 [4], thdp hon
Pham Ngoc Hwng tai Bénh vién Phu san Ha Noi,
c6 mirc diém 4,38 + 0,65 [3]. Ngwdi bénh cam
nhan an toan: Thdp TrAn T4 Anh (2018) mlrc
diém nay la 4,4 + 0,6 [4], thAp hon Pham Ngoc
Hwng c6 mrc diém 4,37 + 0,6 [3]. NVYT c6 kién
thirc, chuyén mén: Thap hon Tran Ta Anh (2018)
c6 mirc diém 4,3 + 0,6 [4], so sanh Pham Ngoc
Huwng c6 muc diém 4,35 + 0,63 [3]. Két qua
nghién clru cla chung tdi cao hon vi Bénh vién
TWQPD 108 la don vi cé nhiéu chuyén gia dau
nganh, phwong tién ky thuat hién dai trong diéu
tri chan thwong chinh hinh.

Mdre dé cam théng cia NVYT

NVYT thé hién sy quan tdm dén méi ca nhan
NB: Nghién ctu cta ching t6i cao hon Tran Tu
Anh (2018) murc diém 3,8 + 0,8, cao hon Pham
Ngoc Hwng cé mirc diém 4,16 + 0,73 [3], so sanh
véi Vi Thi Tu Uyén cé ty 1€ khach hang duoc
nhan vién y té tén trong, dbi x& céng bang, quan
tam, giup d& mc do hai long/rat hai long chiém
98,25% [5]. Sw than thién cia NVYT: Cao hon
TrAn T4 Anh (2018) c6 mirc diém 4,1 + 0,7 [4],
thdp hon Pham Ngoc Hung c6 mirc diém 4,18 +
0,71 [3], theo Vi Tu Uyén cho thdy NVYT co 1&i
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nai, thai dé phuc vu lam bénh nhan hai long chiém
99,25% [5]. NVYT hiéu dwoc nhitng nhu cau va
théng cdm khé khan NB: So sanh v&i Tran Ta Anh
(2018) c6 mirc diém 3,9 + 0,8 [4], thdp hon Pham
Ngoc Hwng c6 mirc diém 4,16 + 0,67 [3]. NVYT
mong mudn NB an toan, khoé manh: Tuwong ty
v&i TrAn Ta Anh (2018) co muc didm 4,3 + 0,6 [4],
twong tw Pham Ngoc Hung cé mic diém 4,32 +
0,63 [3]. Thi gian NVYT tham kham, didu tr
thuan tién, kip thdi va pht hop: Thap hon Tran Tu
Anh (2019) v&i mrc didm 4,2 + 0,6 [4], twong tw
Pham Ngoc Hung c6 mic diém 4,07 + 0,75 [3].
Két qua nay c6 duoc la do Bénh vién Trung wong
Quan doi 108 hang nam ludn ra soat va yéu cau
thue hién day da y dire ctia ngudi thay thube.

Sw cdm nhén céc chi sé hitu hinh

Trang thiét bi hién dai, tién tién: Cao hon Tran
Ta Anh (2018) c6 mirc diém 4,3 £ 0,6 [4], cao hon
Pham Ngoc Hung véi mirc diém 4,14 + 0,69 [3].
May mdc, trang thiét bi, d ding va phong 6c sach
s&, ngan nap: Cao hon Tran Tu Anh (2018) véi
mirc diém 4,3 + 0,7 [4], so v&i Pham Ngoc Hung
v&i mire diém 4,12 + 0,76 [3], so sanh Vi Thi Tu
Uyén hai lobng NB chiém 96,5% v&i viec ¢
phong/sanh chd kham sach sé, thoang mat vao
mua hé, kin gié va &m ap vao mua déng [5]. NVYT
&n mac gon gang, sach sé&: Cao hon Tran Tu Anh
(2018) c6 mirc diém 4,4 + 0,6 [4], cao hon Pham
Ngoc Hung mirc diém 4,37 + 0,62 [3]. Sach, tai
liéu hwéng dan tw van: Két qua cao hon Tran Tu
Anh (2018) c¢6 mirc diém 3,7 + 0,9 [4], thdp hon
clia Pham Ngoc Hwng cé mirc diém la 4,15 + 0,83
[3]. Trong nhirtng nam qua, dwoc sy quan tdm cua
DPang, Nha nwéc, bénh vién da duwoc dau tw nang
cép, nhiéu trang thiét bi hién dai dap &ng nhu cau
NB.

Dénh gig chung vé hai long NB

Thép hon khi so sanh véi Can Manh Hung
(2018) trong d6 danh gia chung vé sy hai long
cua nguwdi bénh ndi trd véi viéc sir dung dich vu
y té cho két qua, ty 1& ngudi bénh khdi ndi thay
hai long 1a 95,6% va khéi ngoai la 91,2%, ty &
hai long chung cua ca nghién ctu la 93,3% [1].

Tuy vay, két qua cha ching t6i cao hon Tonio
Schoenfelder va céng sy 80% ngudi bénh hai
long [6]. Sw khac biét trén mot phan do khéac biét
& thang do va cach danh gia gitra nghién ctru
cua chung t6i v&i cac tac gia khac.

Phan tich hdi quy da bién cho thdy cac yéu
td: Gii tinh, thoi gian chd phau thuat, loai phau
thuat, diéu duéng thwc hién chadm séc tai khoa
trwédc phdu thuat, sy hop tac day du cia NB
trong diéu tri va diém chat lwong c¢é anh hwéng
dén diém hai long cta NB (p<0,05). Nghién ctru
cho thdy NB giéi tinh nam cé nguy co diém hai
long gidm 3,29 diém so véi NB gigi tinh niv (95%
Cl: -5,77 dén -0,80). NB chd phau thuat < 24 gio
c6 diém hai long gidm 4,42 diém so véi NB phau
thuat > 24 gid (95% Cl: -7,36 dén -1,49). NB phai
phau thuat loai dac biét, loai 1 c6 diém hai long
giam 7,10 diém so v&i NB phai phau thuat loai =
2 (95% CI: -10,67 dén -3,54). Piéu duéng vién
khéng thwe hién day da cham séc tai khoa trwée
phau thuat, diém hai ldng ctia NB giam 8,23 diém
so v&i viec didu duéng vién thwc hién day da
cham sdéc sau tai khoa trwéc phau thuat (95% Cl:
-15,78 dén -0,69). NB khéng hop tac day du
trong qua trinh diéu tri diém hai long gidm 34,29
diém so v&i NB hop tac day da (95% ClI: -43,31
dén 25,72. Diém chét lwong tang 1 diém thi diém
hai long tang 1,32 diém (95% ClI: 1,11 dén 1,53).

5. Két luan

Nghién ctu cho thay viéc danh gia chét
lwong dich vu chdm séc ngudi bénh chén
thwong sau phau thuat tai Khoa Chén thuwong -
Chinh hinh, Bénh vién Trung wong Quan déi 108
cho thay thang do SERVQUAL c6 d6 tin cay cao.

Tbéng diém cla thang do 1a 98,19 + 13,55,
diém trung binh cac linh vuc cho thdy sw cam
nhan dich vu Ia tét. Két qua ciing cho thay gidi
tinh, thoi gian chd phau thuat, loai phau thuat va
cham séc khéng day du trwdc phdu thuat anh
hwéng 1én diém cua thang do.

T két qua nghién cru cho thdy cac chi sb
vé dam béo chat lwong c6 mic diém thdp nhéat
bao gébm (cw xt, than thién, NB cam thay an
toan, ngwdi bénh cdm thdy NVYT cé da kién

73



JOURNAL OF 108 - CLINICAL MEDICINE AND PHARMACY Vol.14 - N°7/2019

thérc chuyén mén). Do vay can tang cwong dao 7. WHO (2014) World health statistics.

tao vé giao tiép, (rng xt, k§ néng truyén théng g Ogunnowo BE, Olufunlayo TF, and Sule SS
gido duc strc khoé cho dieu dudng vien. Nh:'” (2015) Client perception of service quality at
chung khi phuc vy nguoi bénh can quan tam dén the outpatient clinics of a General hospital in
nguwdi bénh giéi tinh nam, thoi gian chd phau Lagos, Nigeria. Pan Afr Med J 22.

thuat hop ly, loai phau thuat, chdm séc day du .
trréc phau thuat, su hop tac ddy dd cia NB 9. WHO (2008) The global burden of disease.

trong diéu tri.
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