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TOM TAT

Nghién ctru duwoc tién hanh véi muc tiéu mé
ta thuc trang sw hai long cta khach hang nha
khoa vé chét ltong khdm, chira bénh tai mét sé
co s& céng lap tai Ha Noi trong ndm 2019-2020,
qua viéc phéng véan truc tiép 320 nguoi dén
kham, chira bénh. S6 liéu thu thdp bdng bod céu
héi mé roéng dwa trén co sé bo cau hdi “Khao sat
y kién nguoi bénh ngoai tri” cua B Y té. Két
qua cho théy ty 1é chung nguoi bénh hai long vé
chét lwong kham, chira bénh la 91,9%. Trong
do, ty 1é nguoi bénh hai Iong vé kha nang tiép
cén la 91,0%, vé tha tuc hanh chinh la 89,1%,
vé co s& vat chét la 86,0%, vé thai do tmg xi,
ndng luc chuyén mén la 92,2% va vé két qué
cung cép dich vu la 91,8%. Ngoai ra, van con
mét sb yéu tb ton tai khac lam anh huwdéng dén
sw hai long ctia ngudi bénh. Vi vay cén day
manh céng tac cai cach thd tuc hanh chinh,
néng cép co sé ha tang dé tang mirc dé hai long
cla nguoi bénh.

Twr khéa: Bénh vién, dich vu kham, chira
bénh, hai long ctia khach hang.

SUMMARY
AN EVALUATION ON DENTAL CUSTOMER
SATISFACTION AT SOME PUBLIC

HOSPITALS IN HANOI DURING 2019 - 2020
The study of dental customers' satisfaction
for the quality of medical examination and
treatment in some state hospitals in Ha Noi,
2019-2020 through interviews with 320 people
who had finished the treatment. Data collected
by the expanded questionnaire was based on
the Ministry of Health questionnaire "outpatients
survey". The results showed that the percentage
of outpatients who generally satisfied with the
quality of examination and treatment was 91.9%.
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2Bénh vién Pa khoa Péng Pa

Including the rate of patients who satisfied with

accessibility was 91.0%, satisfied with
information transparency, administrative
procedure  was  89.1%,  satisfied  with

infrastructure and service facilities was 86.0%,
satisfied with the attitude of the staffs and
doctors and professional capability was 92.2%,
and satisfied with effectiveness of health care
services was 91.8%. There were still a number
of other factors that affected patient satisfaction.
Therefore, it is necessary to promote monitoring,
administrative  reform and  upgrade the
infrastructure to increase the level of satisfaction
of patients.

Keywords: Hospital, medical examination and
treatment service, customer satisfaction

DAT VAN BE

Theo T chirc Y té Thé gidi (WHO) chat
lwong dich vu y té tac dong dén sy hai long cla
khach hang va ngwoc lai sy hai long ctia khach
hang co6 thé danh gia dwoc hiéu quad cla cac
dich vu do bénh vién va nganh y té cung cép [1].
Sw hai long cla khach hang phan anh két qua
dau ra cla cac dich vu cham séc stc khoe y té.
Chi s6 hai long ctia khach hang giup do lwdng
sw dap (ng cla cac co s y té dbi voi nhirng
mong doi cta khach hang khi tham gia cac dich
vu y té, gilp co s& y té cai tién chat lwong phuc
vu va chét lwong chuyén mén [2].

Tai Viét Nam, theo Quyét dinh 4939/QD-BYT
ngay 15 thang 9 nam 2016 clta B6 trwédng BO Y
té, thuc hién do lwong sy hai long cla nguodi
dan déi véi dich vu y té céng hang nam nham
xac dinh chi s6 va mrc d hai ldng clia nguoi
dan dbi véi dich vu y té coéng, qua dé danh gia
chat lwong va hiéu qua cla dich vu y té cong,
ddng thdi ndm bat duwoc yéu cau, mong mubn
clia nguoi dan dé xay dung cac bién phap cai
thién chét lwong dich vy, dap rng nhu cau cham
s6c va nang cao strc khde clia nhan dan [3].

Hwéng (rng quyét dinh nay cta Bo Y té, da
c6 rat nhiéu nghién ctru vé sy hai long cla
khach hang duwoc tién hanh theo tiéu chi cia
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tirng bénh vién va két qua ciing da dang va phu
thudc vao cac yéu td danh gia cda tirng nghién
ctu, tlr nhitng két qua nghién clru d6 da dwa ra
dwoc cac giadi phap nham cai thién dwoc phan
nao chét luong bénh vién [4-6].

Cung nam trong hé théng cham séc y té quéc
gia, tuy nhién hién nay cac nghién ctru vé danh
gia sw hai long clia nguoi bénh trong linh vwe
nha khoa 1a rat it [7,8]. Nham thuc hién Quyét
dinh 4939/QD-BYT va danh gia nhan xét khach
quan cuta khach hang déi v&i cac dich vu y té
nha khoa tai co s& cong lap, dong thoi cé gidi
phap cai thién nang cao chat lwgng kham, chiva
bénh, ching t6i nghién ctu dé tai: “Danh gia
murc d6 hai long clia khach hang nha khoa tai
mot sé co s& cong lap & Ha Noi nam 2019-
2020” v&i muc tiéu: Khdo sat sw hai long cua
khach hang nha khoa tai mét s6 co sé& céng lap
& Ha N6i nédm 2019-2020.

DOI TWONG VA PHUONG PHAP NGHIEN CU'U

1. Péi twong nghién clru

Tiéu chudn Iwa chon:

T4t ca khach hang trén 18 tubi dén kham va
diéu tri ngoai trd tai Khoa Rang Ham Mat cda
mot sb bénh vién cong lap tai Ha Néi tlr thang
6/2019 dén thang 6/2020.

Khéach hang cé da nang lwc dé tra 1&i cac cau
hdi diéu tra va déng y tham gia vao nghién ctu.
Déi voi tré em dbi twong chinh la than nhan
khach hang di kém.

Ty nguyén tham gia nghién ctru.

Tiéu chuén loai trce:

DPéi twong méac cac bénh tam than, tw ky.

Déi twong khong dién day du phiéu thu thap
thong tin.

2. Dia diém nghién ctru

Khoa Rang Ham Mat ciia mot mot sb bénh
vién cong lap tai Ha Noi, cu thé 1a Bénh vién Pa
khoa Bbng Pa, Bénh vién Thanh Nhan va Bénh
vién Da khoa BDlrc Giang.

3. Phwong phéap nghién ciru

3.1. Thiét ké nghién ctru: Nghién cliru mo ta
céat ngang

3.2. C&r méu

Ap dung céng thtre tinh ¢& mau cho viéc xac
dinh mét ty 1& trong cdng déng trong nghién ctru
mo ta cat ngang.

_72 p(1-p)

N=Z o X ey

Trong dé:

N & c& m&u mau tdi thiéu can diéu tra = 291.

a 1a mire y nghia thédng k&, chon a=0,05 thi

1-3)

p la ty Ié khach hang hai long v&i dich vu
kham, chi*a bénh dwa trén moét nghién citru
truwdc d6 cla Nguyén Thi Ha [7] bang 0,569.

¢ la khoang sai léch twong dbi, bang 0,1.

Trén thuc té, nhém nghién civu da tién hanh
nghién ciru véi c& mau la 320.

3.3. Phwong phdp chon méau

Chon mau cé cha dich, lwa chon ddi twong
thod man yéu cau lya chon déi twong nghién
ctu dén khi d0 c& mau nghién clru.

3.4. Xay dwng bé céng cu thu thap sé liéu

3.4.1. Thiét ké bang cau hoi

3.4.1.1 Nguyén tac thiét ké bang cau hai

Nhirng nguyén tdc chung dwoc ap dung
trong nghién ctru dang bang cau hai:

Bang cau héi phai phu hop véi muc dich clia
nghién ctru.

Bang cau haéi phai phu hgp v&i nguoi tra 16i.

Bang cau héi phai rd rang, don gian va khéng
chira qua nhiéu ndi dung.

Thiét ké bang cau hdi phai han ché téi thiéu
nhirng phan hdi sai hay nham lan tir phia nguoi
tra |&i va lap trinh vién.

Muc dich clia bang cau héi nén gay duwoc sw
quan tdm cua nguwoi tham gia nghién ciu,
khuyén khich ho hop tac va dua ra nhirng cau tra
I&i chan thuec.

Nhirng ttr nglr dwoc st dung trong bang cau
hdi dwoc lwa chon can than, khdng nén st dung
nhirng tir khé hiéu.

Nhirng tr nglr trong bang cau héi nén giup
cho ngwdi tham gia nghién ctru cdm thay co
trach nhiém tra 1&i theo mot cach cu thé nao dé.

Bang cau héi khong nén gay hiéu nham cho
ca nguwdi nghién clru va nguwdi tham gia.

Dé& dang phan tich di¥ liéu mét cach hiéu qua
va c6 y nghia tr nhirng théng tin thu thap dworc.

3.4.1.2 Céc budec tién hanh thiét ké bang cau
hoi

Thiét ké ndi dung bang cau hai.

Lwa chon cau hai.

Sap xép ndi dung bang cau héi.

Hinh thirc cho bd cau héi.

Lwa chon thang do st dung cho b6 cau héi.

Ap dung thi diém bang cau héi.

Danh gia do tin cay ctia bang cau hai.

Hoan thanh bang cau hai.

Thiét ké noi dung bang cau hdi

N6i dung dwoc nghién clru dwa trén bang
cau héi clia mau phiéu khdo sat y kién nguoi
bénh ngoai trd ctia Bo Y t& theo Quyét dinh
4939/QD-BYT - 2016. Nhirng stva ddi ctia bang

7. a =196
2
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cau héi d& phu hop hon véi chuyén nganh réng
ham mat. N&i dung dwoc chia thanh ba hang
muc:

Théng tin nhan khau hoc: Tubi, giéi, dan toc,
nghé nghiép, tinh trang hoc van, tinh trang hén
nhan, mc chi trd nha khoa trung binh hang
thang.

Panh gia tdng quan: Ly do dén kham, cach
biét dén trung tam, gia ca, ly do diéu tri, kinh
nghiém diéu tri.

Danh gia sy hai Iong: Sy hai ldng cda khach
hang vé kha nang tiép can: sw hwéng dan - chi
dan, s di chuyén thuan tién khi di kham bénh,
cach bé tri cac diém kham hop ly, viéc gidi
quyét cac tha tuc hanh chinh nhanh chéng.

Su hai ldng clia khach hang vé sy minh bach
théng tin va tha tuc kham bénh, diéu tri: Khach
hang cdm thay hai long vé thoi gian chd doi
dang ky kham, kham bénh, ddng tién vién phi,
thwe hién cac xét nghiém, siéu am, X quang, tra
két qua xét nghiém, gap lai bac si kham bénh
ban dau, hai long vé chi phi kham bénh va cac
chi phi xét nghiém, siéu @&m, X quang, chi phi
cung chi tré bao hiém y té.

Sw hai long cta khach hang vé co s& vat
chét va trang thiét bi y t&: Sy hai long clia ngudi
bénh vé&i co sé vat chat & phong cho, trang thiét
bi, cdnh quan clia co s& kham chira bénh.

Sy hai long cla khach hang vé thai do,
hwéng dan cta nhan vién y t& & cac bd phan
lién quan dén hoat dong kham bénh: Tai khoa
kham bénh, tai noi thu vién phi, tai phong xét
nghiém, siéu am, X quang.

Sy hai long v&i chinh bac si rang ham mat
kham va diéu tri: Day 1a mau chét van dé, nhiéu
ngudi bénh dén kham vi sy tin twdng tay nghé
cla bac sT.

Sw hai long v6&i két qua diéu tri: Danh gia két
qua kham chira bénh da dap wng dwoc nguyén
vong clia bénh nhan, mirc d6 hai long vé cac
héa don, phiéu thu, don thubc va két qua kham
bénh dwoc cung cép day du.

Lira chon céu hoi

S& dung cht yéu cac cau hdi dong dé tiét
kiém thoi gian cho khach hang. Trong do s
dung thém mét s6 cau héi mé cé dwa ra mot sé
lwa chon s8n dé tim hiéu thém thong tin vé mot
s6 thong tin c& nhan.

Sap xép cau tric béng céu héi

Trang 1: Tim hiéu cac théng tin chung bao gém
tudi gi&i, tinh trang hén nhan, trinh d& hoc vén,
nghé nghiép va thu nhap binh quan hang thang.

Trang 2 dén 5: Danh gia sw hai long cla
khach hang, gdm hai phan:

3.4.2. Banh gia tébng quan

banh gia sw hai long

Hinh thire b6 céu héi

Bo cau hdi duoc thiét k& dang bang chia cot
trong d6 cac ndi dung cung chi dé duwoc sép
xép thanh tng phan riéng. Trong d6 cac cau
héi déng s& cé nam murc d6: rat hai long, hai long,
khong ré rang, khong hai long va rat khong hai
long. Cau hdi mé cé kém theo cac phwong an Iwa
chon duwoc dwa kém bén canh c6 huwéng dan tra
I rd rang.

Thang do st¥ dung trong bd céu hdi

Bang cau hdi dwoc danh gia s dung thang
do truyén thdng cla Likert trén mot ménh dé dé
nguwoi tham gia nghién cru cé nam sy lwa chon
rat hai long, hai long, khong ré rang, khong hai
long va rat khong hai long.

Ap dung thi diém bang cau hai

Viéc ap dung thi diém bang cau héi nhdm
muc dich:

- banh gia sw phu hop cla phwong phap
trong qua trinh thu thap sb liéu.

- Kiém tra tinh dung dén cla bang cau hdi.

- Danh gia tat ca cau hdi co rd rang hay dé
hiéu v&i ngudi tra 16 cau héi.

Déanh gia do tin cdy cta bang cau héi

Danh gia tinh gia tri cGa bang cau héi: Tinh
gia tri ctia nghién ctru la mét pham tru phan anh
khd nang quan sat va thu nhadn nhi*rng hién
twong dang lwu y dién ra trong thuc té. Tinh gia
tri chung bao gém gia tri ndi dung, gia tri muc
dich va gia tri hiéu lwc tire thi.

Gia tri vé n6i dung bao gdm kha ndng danh
gia tinh thwc thi ca quy mé co twong quan voi
nhirtng van dé dang quan tam. D6 & mot sw
lien d&i ma co thé dwoc thwec hién mot cach
nghiém chinh.

Gia tri hiéu lyc lien quan t&i nhitng méi
twong quan ly thuyét va kha nang thwc hién trén
thuc tién cling nhu kha nang dwa nhirng van dé
ra dé& md xé& phan tich.

D6 tin cay phdi bao gém hai loai: dé tin cay noi
suy va do tin cdy ngoai suy.

Do tin cay ndi suy phan anh nhirng khac biét
gitta nhitng két qua thu dwoc bdi cung mot
ngudi quan sat trong nhitng tinh huéng khac
nhau.

Do tin cay ngoai suy phan anh nhirng khac
biét gitra nhitng két qua thu dwoc bdi it nhat hai
ngwdi quan sat riéng biét.

Chinh stra va hoan thién cédu hoi

Sau khi ap dung thi diém bang cau hdi cho
mot sb ca nhan, loai bd nhitng ndi dung khéng
lién quan va nhirng cau héi khéng rd rang.
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3.5. Bién sé nghién ctru

3.5.1. Thang danh gia mirc do hai Iong

DPuwogc sl dung va dwa trén thang do Likert
[9]. Thang do Likert v&i cau héi ddng mot ménh
dé va nam Iwa chon.

Thang diém phén loai mirc d6 hai long:

R4t hai long: 5 diém

Hai long: 4 diém

Khong y kién: 3 diém

3.5.2. Céc bién sé, chi sb nghién ciru

Khoéng hai long: 2 diém

R4t khong hai long: 1 diém

Theo phan tich, suy luan logic véi thang diém
cua Likert, thi mirc d6 hai Iong cda khach hang
bat dau tr mirc bén (4 diém), vi thé thang diém
Likert ma hoa thanh hai nhdm: nhém chwa hai
long (1-3 diém) va nhém hai long (4-5 diém) ddi
voi tirng tiéu muc, tir do tinh ty 1& hai long theo
tirng tidu muc.

Nhom bién sb Bién cu thé Loai bién Chi s0/ Binh nghia/ Phan | Phuong phap
loai/Gia tri thu thap
Tubi Binh Ivgng Lay sO nam dieu tra triv di Phoéng van
nam sinh (theo dwong lich)
Gigi Binh tinh nhj phan Nam/ ni¥ Quan sat, héi
Dan toc Binh tinh danh muc Kinh/ dan toc khac Phéng van
Déc diém cta | Tinh trang hén nhan | Binh tinh danh muc | Bdc than/ba 1ap gia dinh/Li Phéng van
déi twong hén/ Géa bua
nghién clru Trinh d6 hoc van Dinh tinh danh muc Theo cap hoc Phoéng van
Nghé nghiép Binh tinh danh muc Chia theo nhém nghé Phéng van
Mtrc chi trd nha khoa Dinh lvong La sb tién co thé chi tra cho Phoéng van
trung binh hang thang dich vu nha khoa trung binh
hang thang
Kha nang tiép can Binh tinh Rat hai Iong, hai long, binh Phéng van
thwong, khéng hai long, rat
khong hai long
Sy minh bach théng Binh tinh Rat hai long, hai long, binh Phoéng van
Mtrc d6 hai tin va tha tuc kham thwong, khdng hai long, rat
long clia khach bénh, diéu tri khéng hai long
hang Co s@ vat chat va Binh tinh Rat hai long, hai long, binh Phéng van
phwong tién phuc vu thwong, khéng hai long, rat
khach hang khdng hai long
Thai do ng xtr, ndng Binh tinh Rat hai long, hai long, binh Phéng van
Iwc chuyén mon clia thwong, khdng hai long, rat
nhan viény té khong hai long
Sw hai long v&i bac st Binh tinh Rat hai long, hai long, binh Phéng van
Mutrc dd hai rang ham mat thwong, khéng hai long, rat
long cua khach khdng hai long
hang Két qua cung cap dich Binh tinh Rat hai long, hai long, binh Phéng van
vy thwong, khdng hai long, rat
khong hai long

3.6. Xtr li va phan tich sé liéu

S6 liéu dwoc nhap vao may tinh, phan tich
béng phan mém SPSS 20.0.

4. Pao durc trong nghién ctru

Bay la nghién ctru quan sat, do d6 nguy co
véi déi twong nghién ctu la tbi thiéu hodc gan
nhw khong co. Khach quan trong danh gia,
phan loai, trung thyc trong x& Ii so ligu. Bam
bdo quyén riéng tw cia dbi twong nghién ciru,
thong tin thu thap chi phuc vu muc dich nghién
ctru va gilp cho cong tac dy phong, diéu tri dat
két qua tot.

KET QUA

1. Pic diém déi twong nghién ctru

Nghién ctru da tién hanh trén 320 déi twong,
do tudi tap trung chd yéu la nhém trén 60 tudi
chiém 56,9%. Nhom nguwoi ttr 41 - 60 tudi va 21-
40 tubi chi chiém lan lwot 18,4 % va 21,3%. Ty
lé nguoi bénh tré 18-20 tudi thap nhét, chiém
3,4% (Béng 1).

Trong sb dbi twong nghién ctru, cd 207 khach
hang 1a ni chiém 64,7 % va 113 khach hang la
nam chiém 35,3%. Dan toc chi yéu la dan toc
Kinh chiém 90,9%. Cac dan téc khac chiém
9,1%. Trong dé c6 258 ngudi cé gia dinh (80,6%)
va 62 nguwdi doc than (19,4%) (Bang 1).
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Hau hét cac déi twong déu co trinh dd hoc Hai | Khong
vén 1a trung hoc phd théng (44,1%) va Dai Noi dung long | hailong | p
hoc/Sau dai hoc (34,7%). Nghé nghiép chi yéu - (%) (%)
cia cac ddi twong la lao dong tw do (34,1%), Khanangtiepcan | 910 | 9.0
tiép theo Ia can bd nha nuéc (28,8%), cac | Sy Minh bachthong tin
N A . N n ~ . va thu tuc kham bénh, 89,1 10,1
nganh nghé khac (21,9%), néng dan, cdng nhan didu tri
(10,9%) va hoc sinh sinh vién (4,4%) (Bang 1). Co & Vat chat va
Bang 1. Bac diém doi twong nghién ctru phuong tién phuc vu 86,0 14,0
khach hang
Noi dung Déc diém S6 | Tylé p Thai do (rng x&, nang lwc <0.01
lvong | (%) chuyén mén cia nhan 92,2 7,8 ’
Nam 113 | 353 viény té
Gioi NG 207 | 647 | 901 [Kétqua cungycép dichvu| 918 | 82
i Ty |é dap &ng dugc so
Dan toc ELZ'L 22991 990,’19 0,01| | o1 nﬁongpdc_vigc&a khach | 89,8 | 10,2
18-20 11 34 hang khi t&i khdm bénh.
21-40 68 | 21,3 Ty 1& khach hang sé quay
Tuoi 41-60 50 | 184 |00 _ tro lai %1 19
Trén 60 182 | 56,9 Chi square test
Tinhtrang | Doc than 62 | 194 | oo, BAN LUAN o
hén nhan | Palapgiadinh | 258 | 80,6 ' Cac doi twong trong nghién clru cua chung
Chwa di hoc 0 0,0 t6i phan bo khong déng déu theo gidi tinh, ty 1€
bao giv nir gi¢i cao hon nam gidi, cho thay niy gidi co 18
Tiéu hoc 14 | 44 quan tam nhiéu hon dén strc khoé rang miéng.
Trunghocco sé | 18 5,6 C6 thé thay rang, trong nhém nguoi trwdng
Trinh d6 Trung hoc 141 | 441 | 91| thanh, ty 18 nguoi trung tudi co cac van dé rang
hoc van pho thong ' miéng di gap nha sy kha cao. Dac biét, theo két
Trungcap | 36 | 11,3 qua nghién ctru clia ching t6i, hon mét nira s6
Cao da;ng vabai| 92 | 288 déi twong la ngudi trén 60 tudi. Co thé gii thich
Sau DQ; hoo 19 59 rang, trong s6 nhirng nguoi thwong gap cac vén
Hoc sinh va Sinh | 14 44 dé rang miéng, nhém trung tudi tin tuo’ng vao
vién cac bénh vién cong lap va co bdo hiém y }e tai
Nghé Nong dan 10 3.1 day. Trl‘nh dg hgc van tap trung nh|el~1 & doi
gnhe Céng nhan 25 7.8 |<0,01| twong trinh d6 dai hoc va trén dai hoc, cling nhw
nghiép -7 dongtwdo | 109 | 341 trung hoc pho théng. Diéu nay co thé gidi thich
Can bd nha nwéc| 92 | 28,8 do tac dong cia phd cap gido duc, ty I& tbt
Khac 70 | 21,9 nghiép trung hoc phd théng tré Ién trong cong

Chi square test

2. Sw hai long cua khach hang

Nghién ctru thu duoc két qua ty 1é hai long
cua khach hang nha khoa & céc bénh vién la cao
(91,9%). Céc ty lé cAu thanh cla yéu td hai long
cling & mirc cao. Trong dé ty I& khach hang hai
long cao nhét 1a vé thai dd &ng xr, nang luc
chuyén mén cla nhan vién y té (92,2%) va thap
nhét 14 ty 1& hai long vé co s& vat chat va phuong
tién phuc vu khach hang (86%) (Bang 2).

Sw hai long ciing thé hién & ty 1é dap tng
dwgc so v&i mong doi cla khach hang khi t&i
kham bénh va ty 1&é sé quay tr& lai rat cao la
89,75% va 98,4% (Bang 2).

Bang 2. Sw hai long cta khach hang

ddng cao. Mat khac, nhitng ngudi cé trinh do
cao hon, coéng viéc 6n dinh hon thweng cé hiéu
biét va thu nhap tét hon nhédm con lai, do d6, ho
c6 didu kién dé cham soc strc khde tét hon khi
c6 van dé vé rang miéng.

Vé sw hai long chung cla khach hang khi
dén kham tai mot s6 co' s& nha khoa cong lap &
Ha Noi, ty I&é khach hang hai Iong theo nghién
clru clia chang t6i kha cao, cao hon dang ké so
v&i ty 1&é nguwdi bénh hai long khi tham kham tai
Bénh vién Rang Ham Mat Trung wong theo
nghién clru ciia Nguyén Thi Ha [7] ndm 2014 1a
56,9%, mirc dd khong chéc chan vé sy hai long
chiém 36,9% va 6,2% nguoi bénh khong hai
long sau khi dwoc diéu tri tai bénh vién, va cao
hon so véi nghién clru cta Vién Chién lwoc va
Chinh sach Bo Y té [10] nam 2017 |a 80%. Tuy
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nhién, ti 1& nay thap hon so v&i con s6 95,4%
clla nghién cu cta Ta Thi Twoi [8] cung linh
vic nam 2018 tai Trung tdm Dich vu Ky thuat
cao cla Vién Pao tao Rang Ham Mat. Co thé
gidi thich, sy khac biét nay do nghién ctru cla
chung t6i thyc hién sau bao céo tai Vién Rang
Ham Mat Trung wong 5 nam, trdi qua mét thoi
gian dai hudng (ng phong trao nang cao tinh
than thai dd vé quy tac ing xr, dap ng sw hai
long clia ngudi bénh do B Y té khéi xwéng. Mat
khac, Trung tdm Dich vu Ky thuat cao cta Vién
Pao tao Rang Ham Mat c6 quy md nhd hon, dé
kiém soat tinh hinh kham chira bénh va chét
lwong dich vu hon nhitng co s& khac. Két qua
nay ciing da cho thay nhirng tac dong tich cuc
trong viéc cai cach phong cach kham chira bénh,
huwéng t&éi nguwdi bénh 1a trung tdm. V&i mét moi
trwdng lam viéc chat chdi, ap lwc cdng viéc hang
ngay rat Ién véi lwu lwong 16n khach hang mét
ngay va tam ly khach hang luén mubn duoc doi
héi, chdm séc, phuc vu tdt hon véi chi phi ma ho
da phai bd ra nén dé 1am thda man va hai long
khach hang ciing la mét thach thirc khdng nhd.

Trong s6 cac yéu t6 cAu thanh nén ty 1 hai
long chung cé sw hai long voi thai do rng xir,
nang lwc chuyén mén clia nhan vién y té la cao
nhat. Dé dat dwoc két qua nhw vay, cling nho
cha trwong cla lanh dao cac bénh vién da quan
tam, chu trong dén thai do tiép xuc, k§ nang giao
tiép, cach thdm kham, tw van bénh tat cho
khach hang va diéu nay da dwoc Ban lanh dao
Trung tdm quan triét dén trng can bd, nhan
vién. Thadm nhuan tw two’ng nay méi can bd
nhan vién déu cb gang, phan dau va quyét tam
thwe hién moét cach nghiém tuc dé mang dén sw
tin twdng cling nhw s hai long clia khach hang.
V& chuyén mén, lanh dao cac bénh vién ciing
rat chu trong dén viéc dao tao, cap nhat nang
cao kién thirc chuyén mén cho can bo. Véi loi
thé Vién - Truwong véi cac thdy co, cac chuyén
gia dau nganh trong linh vwc y khoa, viéc cap
nhat kién thirc, sinh hoat khoa hoc hang tuan
cling giup cho cac bac si, dac biét l1a cac bac si
tré c6 nhidu co hoi hoc hdi, trao ddi kinh nghiém
tr cac chuyén gia trong va ngoai nwéc, giup cho
kién thirc chuyén mén ky thuat ctia can bod bénh
vién ngay cang dwoc nang cao va dan dan da
tao dwoc thwong hiéu cho bénh vién. Chinh vi
vay, cac bénh vién céng Iap ndéi chung va phong
kham rang ham mat ndi riéng da gianh dwoc sw
tin twdng nhat dinh dbi véi khach hang, diéu nay
cling dwoc thé hién & két qua nghién cru cla
ching t6i v6&i ty 1& hai long cta khach hang vé
bac si trong phong kham dat murc trén 90%.

Ngoai ra, nghién ctru nay dwgc thwc hién
trong khi phong trao di méi thai do chat lwong
cham séc ngwdi bénh clia nganh y té dién ra, do
do, cac két qua vé sw hai long cé thé da duoc
cai thien dang ké so v&i nhitng nghién citru
trudc d6. DU vay, cé thé ndi rang, yéu td chat
lwong clia bac s§ co ty 18 hai long rat tét. Pay Ia
mot két qua tich cwc, dac biét trong bbdi canh
nhan lyc y té chinh 1a lwc lwong nong cbt quyét
dinh phan I&n dén chét lwgng dich vu y té va tao
nén danh tiéng cho co sé& v té.

Vé&i mét méi trwdng lam viéc chat chdi, ap
lwc cong viéc hang ngay rat Ién véi lwvu lwong
I&n khach hang mét ngay va tadm ly khach hang
lubn mudn dwoc ddi hdi, cham séc, phuc vu tot
hon v&i chi phi ma ho da phai bé ra nén dé 1am
thda man va hai long khach hang ciing la mét
thach thirc khong nhd. Sy hai long nay thé hién
ré & ty Ié dap rng dwoc so véi mong doi cla
khach hang khi t&i kham bénh va ty 1& khach
hang sé& quay tré lai 1a rat cao, gan nhu 13 tuyét
ddi. Sw hai long cua khach hang 1a rat quan
trong trong viéc danh gia chat lwong cham séc
tdng thé, co thé tac dong lam cai thién cac dich
vu cham séc y t& ndi chung va nha khoa ndi
chung. Sy hai ldng cla khach hang cé thé dwoc
coi la mot két qua cla dich vu y té bén canh cac
két qua lam sang [11].

Lang nghe phan hdi ctia ngudi st dung dich
vu trong Iinh vwc cham séc stic khde dé cai
thién chét lwong dich vu y té la cach tiép can
phu hop véi xu thé cla thdi dai va chi trwong
xay dwng Chinh phu kién tao, hanh déng, phuc
vu, liém chinh & Viét Nam. Bd Y té& da 1a mot
trong nhirng B6 tién phong xay dwng va thé ché
héa hé théng danh gia chat lwong bénh vién néi
chung, thu nhan phan héi tr nguwei dan st dung
dich vu kham, chira bénh ndi riéng trong nhirng
nam gan day theo triét ly ctia quan tri hién dai
“Cai gi khong do dwoc, thi khong thé quan ly
dwoc” (Peter Drucker).

KET LUAN

Mrc d6 hai long cda khach hang nha khoa tai
mot s6 co s& cong lap & Ha Noi la cao, thé hién
sw nd lyc phan dau nang cao suw hai long cla
ngwoi bénh cla lanh dao cling nhw nhan vién y
té. Ngoai ra, van con mét sb yéu té ton tai khac
lam &nh hwéng dén sy hai ldng cha khach
hang. Vi vay can diy manh cong tac kiém tra
gidm sat, cai cach tha tuc hanh chinh, nang cap
co s& ha tAng dé ting méc d6 hai long cla
khach hang.
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HIEU QUA DIEU TRI VET TRANG TREN RANG
BANG PHU'ONG PHAP VI MAI MON
PHOI HOP VECNI FLUOR SAU CHINH NHA

CAO THI HANG, TRINH THI THAI HA, NGUYEN THANH HUYEN
Vién Pao tao Rang Ham Mat, Trwong Dai hoc Y Ha NJi

TOM TAT

Nghién ctru thiy nghiém l1dm sang c6 nhém
ching trén réng ctra trén cda 30 doi twong co
tén thuwong vét tréng va danh gié két qua diéu tri
clia phuong phédp vi mai mén phéi hop véi vecni
fluor trén nhém réng ctra sau 1 tuén va 3 thang.
Két qua: nghién ctru cho thdy: O' nhém diéu tri:
Vi 48 réng ctra, hiéu qué diéu tri vét trdng D2
qua khém 1&m sang truc quan la gidm sé luong
vét tréng D2 xubng con 10,42% sau lan khém lai
thir nhét va con 2,08% & 1an kham lai the 2;
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danh gia trén sw thay doi chi sé Diagnodent cho
két qua la gia tri thang diém Diagnodent & lén
hen 1 va 2 la gidm so v&i ban dau, sw khac biét
c6 y nghia théng ké véi dé tin cay 99%; danh gia
qua ty 1é dién tich tén thuong cho thay ty Ié dién
tich tén thuong gidam & L2 so véi L1 va, L1 so
v6i ban dau, sw khéc biét cé y nghia théng ké
v6i do tin cdy 99%. O nhém chung: véi 44 rang
clra, hidu qué diéu tri vét trdng D2 qua kham
I&m sang truc quan la gidam sé lwong vét tréng
D2 xuéng con 86,36%, danh gia trén sw thay doi
chi sé Diagnodent cho két qua la gié tri thang
diém Diagnodent & l4n hen sau la tuong tw ban
déu, sw khac biét khéng cé y nghia théng ké voi
do tin cay 95%, danh gia qua ty Ié dién tich ton
thuong cho thay ty 1é dién tich ton thuong khéng
khac biét & L2 so vé&i ban dau.
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