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BAI BAO NGHIEN CU'U GOC

Thuc trang trai nghiém nguoi bénh ndi tri tai Bénh vién Pa khoa Go Vap,

thanh phd Ho Chi Minh nim 2024

Nguyén Pirc Thanh' , Vii Thi Huong?*, Tran Thi Van Anh?
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TOM TAT

Muc tiéu: Mo ta thyc trang trai nghi€ém cua nguoi bénh ndi tra tai khoa Noi, Bénh vién
Pa khoa Go Vép, Thanh phé Ho Chi Minh nam 2024.

Phuong phap nghlen ctru: Nghién cliru mo ta cit ngang 285 ngum bénh da hoan thanh
qué trinh diéu trj noi tra va chuan bi xut vién tai khoa Noi, Bénh vién Da khoa Go Vap
theo bo cong cu dugc xay dyng va phat trién boi Co quan Nghlen ctru Suc khoe Hoa Ky
CAHPS ¢6 san phién ban tiéng Viét da dugc chuan hoa.

Két qua: Ty 18 bénh nhén ¢6 trai nghiém tich cyc chung 1a 26,7%. Ty 1€ nguorl bénh co
trai nghlem tich cuc vé khia canh khi nhap vién (93,5%) co ty 1€ cao nhat va khia canh
trong qua trinh dicu tri ty 1€ ngudi bénh ¢ trai nghlem tich cuc thap nhét (13, 7%) Co
mbi lién quan c6 ¥ nghia thong ké giira s6 ngay ndm vién véi trai nghiém ciia ngudi bénh.

Ket luén: Ty 1€ bénh nhén ¢¢ trai nghlem tich cuc kha thap Yéu t6 lién quan c6 \ nghla
thong ke dén trai nghiém ciia ngudi bénh 1a s6 ngay ndm vién (OR= 3,4-17,1). Dé nang
cao chat luong cta bénh vién ciing nhu trai nghlem cua nguorl bénh can cai thién thu tuc
va dich vu y te ho trg trudc, trong va sau qua trinh ndm vién; Dao tao k¥ ning g1ao t1ep
cho nhan vién y té, bao vé&; Xay dung ké hoach glam sat, danh gia thuong xuyén nham

-

nang cao chat luong chuyén mén va tuong tic v4i nguoi bénh.

Tir khoa: trai nghiém nguoi bénh, bénh vién, diéu tri ngi tri,, CAHPS
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PAT VAN PE

Trai nghiém nguoi bénh (TNNB) 1a thude
do cua viéc ldy nguoi bénh (NB) lam trung
tam, cung voi hi¢u qua diéu tri va an toan
nguoi bénh 1a ba tru cot vé chat luong cham
so¢ cta bénh vién duoc dé xuit boi Vién
Y hoc Hoa Ky (IOM). O Viét Nam, B6 Y
té (BYT) da ban hanh quyét dinh s 7051/
QD-BYT ngay 29/11/2016 huéng dan xiy
dung thi diém mot s6 chi s co ban dé do
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luong chét lugng bénh vién véi muc ti€u
“Lay ngudi bénh 1am trung tim”. Do do,
viéc danh gia két qua trai nghiém cta nguoi
bénh s& dua ra cho nha quan 1y nhiing thong
tin quan trong dé cai tién chat lugng trong
bénh vién va dem dén sy hai long cho nguoi
bénh (1).

Bénh Vién Go Vép la mdt co sO'y té hang
II thudc S6'Y té (SYT) Thanh phd (TP) H6
Chi Minh. Trong nhitng nam vira qua, mac
du Bénh vién Pa khoa Go Vap da c6 nhiéu
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quan tdm dén cai thién, ting cuong chat
lugng dich vy khém, diéu tri bénh cho nguoi
dan nhung van con mot sb ton tai. Theo két
qua khao sat sy hai long ngudi bénh, ty 1&
nguoi bénh ndi tru hai long 2023 1a 91,6%,
tuy nhién c6 sy gidm so voi nam 2022.
Nguoi bénh c6 nhitng gop ¥ vé cac van
dé lién quan dén thong tin huéng dan cua
nhan vién, thu tuc thanh toan, thai d6 cua
nhan vién, kha nang hd tro nguoi bénh khi
can thiét... (2). Vay thyc trang trai nghi¢ém
ctia ngudi bénh diéu tri ndi tra hién nhu thé
nao? Nhimg yéu td ndo anh huong dén trai
nghiém tich cuc ctia nguoi bénh diéu tri noi
tra? Chung ti tién hanh dé tai voi muc tiéu
mo ta trai nghiém cua ngudi bénh diéu tri
noi tra tai Bénh vién Pa khoa Go Vép, thanh
phd HO Chi Minh ndm 2024 va mot s6 yéu
t6 lién quan.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: Phuong phap nghién
clru cat ngang.

Pia diém va thoi gian nghién ciru: Thoi
gian nghién ctru tir thang 04/2024 dén thang
11/2024 tai khoa Noi, Bénh vién Pa khoa
Go Vap, thanh phd H6 Chi Minh.

Poi twgng nghién ctru: Nguoi bénh tir 18
tudi tro 1én su dung cac dich vu y té noi
tra tai diéu tri ndi tra tai khoa Noi, dd hoan
thanh qua trinh diéu tri ndi tra va chuan bi
xuat vién tai khoa Noi, Bénh vién Pa khoa
Go Viép, thanh phé H5 Chi Minh trong thoi
gian thu thap dir liéu. Nguoi bénh c6 kha
nang giao tiép va tra 16i phong van.

C& mau va phuong phap chon miu:

Cé mdu: tinh theo cong thirc tinh ¢& mau
udce tinh mot ti 1€:

2 p(1 - p)
N T

Trong do:
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n: La ¢& mau nghién ctru

p: Udc tinh ty 1€ ngudi bénh co trai nghiém
tich cuec.

d: P9 chinh xac tuyét d6i mong mubn
Z(1-0/2): La khoang tin cdy phu thudc méc
y nghia thong ke.

Ta cd: Z= 1,96 voi a.= 0,05. Chon d = 0,06;
Chon p = 0,54 ty 1€ trai nghiém tich cuc
chung liy tir nghién ctru vé Trai nghiém
ctia ngudi bénh diéu tri ndi tra tai bénh vién
San Nhi Ninh Binh (3). Nghién ctru da tham
khao cac nghién ctru qubc té va Viét Nam
vé trai nghiém ngudi bénh va quyét dinh Iya
chon tham khao ty I¢ trai nghiém tich cuc
chung cia nghién ctu bénh vién San Nhi
Ninh Binh — nghién ctru gan nhat st dung bo
cong cu CAHPS do luong trai nghiém nguoi
bénh. Thay vao cong thirc ta tinh dugc c&
miu n = 265. Thyc té nghién ciu da tién
hanh phong van 285 ngudi bénh.

Chon méu: Chon mau thuan tién. Trung
binh mdi ngay c6 tir 10 - 15 ngudi bénh nodi
tri xuat vién, nghién ctru tién hanh chon tat
ca nguoi bénh ndi tra xuat vién dap Gng tiéu
chi, dong y tham gia nghién ctru dé thu thap
¥ kién trai nghiém nguoi bénh cho dén khi
du s6 luong.

Bién so va chi so0 nghién ctru

Bién s6 dic diém chung cta nguodi bénh
gom: tudi, gidi, TDHV, loai bénh diéu tri,
s6 lan diéu tri, s6 ngay diéu tri, tinh trang
BHYT.

Bién s nghién ctu vé trai nghiém ngudi
bénh qua 8 khia canh: khia canh khi vao gui
xe, khia canh khi nhap vién, khia canh cham
soc cua diéu dudng, khia canh cham soc cua
bac si, khia canh moi truong bénh vién, khia
canh trong qua trinh diéu tri, khia canh khi
lam tha tuc thanh toan, khia canh khi xuét
vién

Chi s0 ty 1¢ ngudi bénh ndi tri ¢ trai nghiém
tich cuc vé 8 khia canh. Chi s6 moi lién quan
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gitta dac diém chung va dac diém dicu tri
cia nguoi bénh véi trdi nghiém chung cua
nguoi bénh diéu tri ndi trd véi bénh vién.

Cong cu va quy trinh thu thap s6 liéu

Cong cu st dung trong nghién ctru la b
cong cu dugc xay dung va phat trién boi Co
quan Nghién ctru Strc khoe Hoa Ky CAHPS
(Consumer Assessment of Healthcare Providers
and Systems) c6 sin phién ban tiéng Viét da
chuén héa boi SYT TP. H6 Chi Minh nam
2019 (4). Khao sat trai nghiém cua bénh nhan
v&i 34 tiéu muc & 8 khia canh: khia canh khi
vao gui xe (4 tiéu muc), khia canh khi nhap
vién (6 tiéu muc), khia canh cham soc cua
diéu dudng (5 tiéu muc), khia canh cham s6¢
cuabacsi(3 tiéu muc), khia canh mdi truong
bénh vién (2 tiéu muc), khia canh trong qua
trinh diéu tri (7 tiéu muc), khia canh khi lam
thu tuc thanh toan (4 tiéu muc), khia canh khi
xuat vién 3 tiéu muc). Tuy nhién, & nghién
clru nay, chiing t61 cling c6 hiéu chinh lai cach
str dung tir ngir dé phu hop véi dia diém NC.

Xir 1y va phin tich s6 li¢u

S liéu duoc quan 1y nhap liéu bang Epidata
3.1; Xur ly s0 liéu bang SPSS 22.0. Cac so
li¢u dugc tong hop, tinh tan so, ti I¢ va xép

Tap chi Khoa hoc Nghién ciru Sirc khée va Phat trién (Tap 10, S6 5V-2026)

Journal of Health and Development Studies (Vol.10, No.5V-2026)

loai mirc d¢ trai nghiém ngudi bénh theo
huéng dan bo cong cu CAHPS (4).

Céch tinh diém trai nghiém: Thang diém cho
mdi tiéu muc trai nghiém 1a 1 dén 4 (1: thap
nhat, 4: cao nhat). Ngudi bénh duoc danh
gid 1a c6 trai nghiém tich cuc cho mdi ticu
muc néu cu tra 161 dat diém 3 hodc 4, trai
nghiém chua tich cuc cho mdi ndi dung néu
cau tra 1i dat diém 1 — 2. Piém trung binh
dat < 2,99 diém la trai nghiém chua tich
cuc, trai nghiém tich cuc néu diém trung
binh timg tiéu muc dat > 3,0 diém. Ty 1¢ trai
nghiém tich cuc cua nguoi bénh chung voi
bénh vién 1a ti 1¢ danh gia tich cuc vé lan
diéu tri nay chia cho s6 nguoi tra 10i.

Phan tich mdi lién quan giita mot s6 yéu t6
vOi trai nghiém nguoi bénh st dung mat )
thdng ké mé ta 1a trung binh ty 18, thong ké
lién quan su dung OR, 2.

Pao dirc nghién ctru: Nghién ctru da dugc
phé duyét bdi Nghién ctru dugce thong qua
ciia Hoi dong Pao dic ciia Trudng Dai hoc
Y té cong cong theo quyét dinh s6 122/2024/
YTCC HD3 ngay 26/04/2024.

KET QUA
Bang 1. Thong tin chung ciia d6i twgng nghién ciru (n=285)
Dic diém Tinsé (n) Ty 18 (%)
Nam 149 52,3
Go r.e tl h 9
fortin Ni 136 477
Tudi 18-50 tudi 98 34,4
uol >
>50 tudi 187 65,6
Trinh @5 hoe vin THPT tro 1én 221 77,5
T Du6i THPT 64 22,5
Lin dén kham tai  Lan dau 67 23,5
bénh vién Nhiéu lan 218 76,5
Tinh trang bao Co 266 93,3
hiém y te Khong 19 6,7
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Pic diém Tansé (n) Ty 1é (%)
Kinh doanh, lao dong tu do 92 323
Hoc sinh, sinh vién 4 1,4
Cong nhan 71 24,9
Nghé nghiép Néng dan 42 14,7
Nghi huu 29 10,2
Can bg, vién chic 29 10,2
Khac 18 6,3
S6 ngay diéu tri 1-5 ngdy 190 66,7
o 6-10 ngay 75 26,3
ngi tru NB Trén 10 ngay 20 7.0

Trong s6 285 bénh nhan tham gia nghién 65,6%. Hau hét bénh nhan dén kham déu c6
ctru: Ty 1& nam gii (52,3%) va nit giGi BHYT (93,3%). 76,5% ngudi bénh da dén
(47,7%) kha tuong ddng nhau. Ngudi bénh  kham, diéu tri tai bénh vién nhiéu lan.
nhiéu nhit & do tudi trén 50 tudi chiém

Bang 2. Két qua trai nghiém tich cue trong tirng khia canh ciia nguwoi
bénh véi bénh vién

Noi dung Trai nghiém tich cuc (%)
Trai nghiém ctia NB vé khia canh khi vao gl xe 41,8
Trai nghiém ctua nguoi bénh vé khia canh khi nhép vién 93,5

Trai nghiém ctua nguoi bénh vé khia canh cham soc cua

diéu dudng 34.4
Trai nghiém ciia nguoi bénh vé khia canh chim soc cua 46.2
bac si )
T‘r’é:li nghiém ctia nguoi bénh vé khia canh moi truong bénh 437
vién

Tr:éli nghiém cuia nguoi bénh vé khia canh trong qua trinh 137
diéu tri )
Trai nghiém cia nguoi bénh vé khia canh khi lam thu tuc

thanh toan 76,0
Trai nghi¢m cua nguoi bénh vé khia canh xuét vién 20,8

* Mot s6 khia canh ¢é méu khéc nhau do nguoi bénh khong trai nghiém khia canh do
hodac khong danh gia, vi vay khong co két qua so bénh nhan danh gia tung muc két qua
trai nghiém.

Trai nghiém ctia nguoi bénh khi nhap vién 93,5%; ty 1€ trai nghiém tich cyc thép nhat
co ty l¢ trdi nghiém tich cuc cao nhat 1a & khia canh trong qua trinh diéu tri 13,7%.
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Tich cuc
27%

Chua tich
cuc
73%

Biéu d6 1. Két qua trai nghiém tich cwe chung ciia ngudi bénh véi bénh

vién (n=285)

Két qua trai nghiém chung cua ngudi bénh qua  tich cuc dat 26,7%. Ty 18 ngudi bénh co trai
8 khia canh: ty 1¢ ngudi bénh c6 trai nghiém nghiém chua tich cuc 1a 73,3%.

Béang 3. Moi lién quan giira dic diém chung va dic diém diéu tri cia

nguoi bénh voi trai nghiém chung (n=285)

Trai nghiém

Trai nghiém

tich cuc khong tich cuc OR (p)
Giai tinh
Nam 42 (28,2%) 107 (71,8%) 1,2 (0,7 -2,0)
Nir 34 (25,0%) 102 (75,0%) p=0,6
Trinh d§ hoc vin
Dudi THPT 12 (18,8%) 52 (81,3%) 0,6 (0,3-1,1)
THPT tré 1én 64 (29,0%) 157 (71,0%) p=0,14
Tudi
18-50 tudi 19 (19,4%) 79 (80,6%) OR=0,5 (0,3 -1,1)
>50 tubi 57 (30,5%) 130 (69,5%) p=0,06
BHYT
Co 74 (27,8%) 192 (72,2%) 3,3(0,7-14,5)
Khong 2 (10,5%) 17 (89,5%) p=0.2
S6 ngay nam vién
<5 ngay 33 (17,4%) 157 (82,6%) 1

OR =3,4 (1,9-6,1)

6-10 ngay 31 (41,3%) 44 (58,7%)

p < 0,001
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Trai nghiém

Trai nehiém
SIe OR (p)

tich cuec khong tich cuc
OR=7,1(2,7-
>10 ngay 12 (60,0%) 8 (40,0%) 18,8)
p <0,001

Két qua cho thay khong c6 mbi lién quan
gitra trai nghi¢ém cua ngu(‘yi bénh véi cac yéu
t6 gioi, trlnh d6 hoc van, tuoi, BHYT (p>
0,05). C6 moi lién quan giita s6 ngay nam
vién voi trai nghiém chung cua ngudi bénh.
Nhitng ngudi c6 thoi giam nam tir 6-10 ngay
¢6 xu hudng co trai nghiém tich cuc gip
3,4 1an nhitng ngudi ¢ thoi gian nam tir 5
ngay tré xudng (OR = 3,4, p<0,001). Nhitng
nguoi c6 thoi gian ndm tir trén 10 ngay c6
xu huéng co trai nghiém tich cuc gap 7,1 lan
nhing ngudi c6 thoi gian nam tir 5 ngay tro
xubng (OR = 7,1, p<0,001).

BAN LUAN

Thue trang trai nghiém nguoi bénh diéu
tri tai khoa N§i, Bénh vién Pa khoa Go
Vap, thanh pho Ho Chi Minh niam 2024

Nghién ciru ctia ching t6i thu dugc két qué danh
gia kha thp cta nguoi bénh vé trai nghiém tai
bénh vién. Trai nghiém chung theo 7/8 khia
canh co ty I¢ trai nghiém tich cuc dudi 80%, tap
trung vao giao tiép va hudng dan clia nhan vién
y té. Két qua clia chung toi thap hon nhiéu ng-
hién ctru, vi du ctia Tran Thi Diép tai bénh vién
Thanh Nhan (2021) véi 71,6% bénh nhan c6 trai
nghié¢m tich cuc (5).

Nghién ctru cho thay tai bénh vién Go Vap,
nguoi bénh ¢ trai nghiém tich cuc vdi bac
s va nhan vién y té khi duoc cung cap thong
tin chi tiét vé thi tuc nhap vién va tinh trang
bénh, véi 99,3% nguoi bénh trdi nghiém
tich cuc vé viéc dugc hudng dan chi tiét
thu tuc nhdp vién, hay 97,5% nguodi bénh
trai nghiém tich cuc vé ndi dung nhan vién
kham, gidi thich tinh trang bénh. Ty 1€ nay

cao hon so véi cac nghién ctru khac ¢ Viét
Nam nhu cta Tran Thi Diép tai bénh vién
Thanh Nhan (2021), Nguyén Thi Thuy Anh
tai bénh vién San Nhi tinh Ninh Binh (2021)
(3,5).

Nghién ctru ghi nhan mot ty 16 rat thip ngudi
bénh c6 trai nghiém tich cuc trong qua trinh
diéu tri, dao dong tir 10,5% dén 16,7%. Ty
1¢ nay thdp hon rat nhiéu cac nghién ctru
khéc ¢ Viét Nam ve trai nghiém nguoi bénh
(3, 5). Thap nhit 1a tiéu muc “Nhén vién y
té giai thich vé thuéc méi” véi chi 10,5%
nguoi bénh co6 trai nghiém tich cuc vé van
dé nay. Diéu dudng giai thich thudc méi cho
nguoi bénh 1a vé cung quan trong va co tac
dong lén dén hiéu qua diéu tri cling nhu trai
nghiém cta ngudi bénh. Khi diéu dudng
cung cap thong tin 15 rang vé cac loai thude
moi, ngudi bénh ¢ kha ning tuan thu diéu
tri cao hon, gilip cai thién két qua diéu tri
tong thé. Pidu dudng giup ngudi bénh hiéu
rd vé cach dung thudc, ly do tai sao thube
duogc chi dinh, va cac tac dung phu tiém an
ctia thudc. Piéu dudng c6 vai trd quan trong
trong viéc quan 1y thudc, dic biét 1a trong
cac tinh hudng phtc tap nhu ¢ ngudi bénh
giai doan cudi. Ho chiu trach nhiém giai
thich vé thudc, hudng dan ngudi bénh va gia
dinh cach quan 1y cac loai thude, tir d6 gitip
giam thiéu rii ro va ting cudng su an toan
trong qué trinh diéu tr (6).

Trong khi nhiing trai nghiém cua nguoi bénh
vé khia canh thu tuc thanh toan co ty 1é cao
& hudng dan quy trinh va cac khoan thu phi
dugc cong khai thi ndi dung “Nhan vién y
té thuong ton trong va lich su” c6 ty 1€ trai
nghiém tich cuc thip, chi 36,8%. C6 thé thiy,

117



Nguyén Pirc Thanh va cong sw
DOI: https://doi.org/10.38148/JHDS.105V/SKPT 26_070_V

& bénh vién Go Vip, cac quy dinh, thu tuc
vao vién va xudt vién duge bénh vién cong
khai va huéng dan, ph6 bién toi chi tiét. Tuy
nhién mdt 1an nita, thai do cua nhan vién y té
v6i ngudi bénh van 1a van dé can duoc luu
y. Thai do khong ton trong trong qua trinh
thanh toan c6 thé gy ra sy bat man va lam
giam sy hgp tac ciia nguoi bénh trong viée
tuan thi cac hudéng dan y té sau xuit vién.
Nghién ctru chi ra ring qué trinh thanh toan
xudt vién va huéng din chim séc sau xuét
vién can duge thuc hién mot cach ton trong
va chuyén nghiép dé dam bao sy hop tac cua
ngudi bénh véi cac liéu phap tiép theo (7).

Ty 1€ trai nghiém tich cuc chung cua nguoi
bénh 13 26,7%. Ty 1¢ nay thap hon cac nghién
ctru khac tai Viét Nam vé trai nghiém nguoi
bénh (3, 5, 8). Piu nay c6 thé giai thich do
mot sb nghién ctru su dung bg cong cu khac cua
Tang Chi Thuong nén c¢6 thé murc trai nghiém
dugc do luong thuong cao hon so voi nghién
clru cda chung toi. Ty 1€ 26,7% trai nghiém
tich cuc ciia ngudi bénh cho thay nhiing thach
thirc sdu xa va phuc tap hon trong hé théng
y té, doi hoi phai c¢6 cach tiép can toan dién
va mang tinh hé théng hon dé cai thién. Trai
nghi¢m tich cuc cia nguoi bénh thuong g'fln
lién v6i mo hinh cham soc ldy nguoi bénh
lam trung tdm. Tuy nhién, ty 1¢ thip nay cho
thdy rang nhiéu h¢ thong y té van chua thuc
su dat duoc diéu nay. biéu nay co thé xuét
phat tir viéc thiéu ngudn luc, quy trinh hanh
chinh phurc tap hoac thiéu su tap trung vao
nhu cau cia nguoi benh. Mot bao cdo cho théy
rang cac hé théng y té chua tap trung da vao
viéc tao diéu kién dé ngudi bénh va gia dinh
tham gia vao qua trinh chiam séc va ra quyét
dinh (9). Hé qua cua viéc thiéu tap trung vao
nguoi bénh 1a nguoi bénh cam thay khong
duoc ling nghe va quan tim ding mic.

Vé mot so yéu to lién quan dén trai nghiém
Trong nghién ctru cua chung to6i khong tim

thay moi lién quan gitta yeéu t6 nhan khau
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hoc (gioi, tudi, trinh d6 hoc van, c6 BHYT
hay khong) véi trai nghiém cua nguoi bénh
tai khoa Noi bénh vién Go Vip. Véi yéu tb
vé diéu tri, sb ngay nam vién duoc phat hién
nhu yéu t6 lién quan véi trai nghiém tich
cuc cua nguoi bénh. Nhitng nguoi bénh ¢
thoi gian nam vién lau (6-10 ngady va trén
10 ngay) c6 xu hudng co trai nghiém tich
cuc cao gap 3,4 1an toi 7,1 14n so v6i nhitng
nguoi bénh ¢ thoi gian nam vién dudi 5
ngay. Két qua du’a ra mot goc nhin tha vi vé
tac dong ciia s6 ngay nam vién ddi voi cam
nhdn cua nguoi bénh vé chat luong cham
soc. Dicu nay c6 thé giai thich boi nguoi
bénh nam vién lau hon co nhiéu thoi gian
dé thiét 1ap mdi quan hé véi doi ngii y té. Su
tuong tac kéo dai va lap lai gitra nhan vién y
té va ngudi bénh gitp tao nén cam giac tin
tuong va thodi mai. Khi ngudoi bénh c6 thoi
gian dé giao tiép, trao doi véi cac bac si va
diéu dudng, ho co thé cam thay rang minh
dugc quan tim va chim soc tot hon (9).
Ngudi bénh véi thoi gian ndm vién lau hon
c6 thé trai qua qua trinh chim séc ca nhan
hoa hon, diéu nay gitip ning cao trai nghiém
ctia ho vé hé thong y té (6). Ngoai ra, nhiing
nguoi bénh nam vién lau thuong c6 céac tinh
trang suc khoe nghiém trong hon hoac phirc
tap hon. Piéu nay doi hoi mot mirc d6 cham
soc cao hon va theo doi lién tuc tir doi ngii
y té. Khi nguoi bénh cam théy réng ho nhan
duogc sy chu y va cham séc dédc biét, trai qua
nhiéu giai doan ctia diéu tri trong thoi gian
dai, ho ¢c6 thé cam nhan rd rang hon vé tién
trinh hoi phuc, tir d6 tao cam gidc an toan va
hai 10ng hon vé cham séc y té (6).

Han ché nghién ciru: Nghién ctru ctia chiing
t61 con c6 mot s6 han ché nhu: vi mot s6 NB
chua céi mé trong van dé dua ra y kién danh
gi4 chu quan khi danh gia trai nghiém cua
ban than. Ngoai ra nhitng nguoi bénh ndng
thuong c6 xu hudng né tranh nghién cuu
do vay tac gia gip phai nhiéu tro ngai trong
viéc thu thap dir lidu va y kién.
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KET LUAN

Ty 1€ trai nghiém tich cuc chung cua nguoi
bénh thap, chi dat 26,7%. Trai nghiém cia
ngudi bénh vé khia canh khi nhap vién c6 ty
1¢ trai nghiém tich cuc cao nhét dat 93,5%.
Khia canh thap nhét 12 trai nghiém qua trinh
diéu tri voi ty 18 trai nghiém tich cuc dat
13,7%. 7/8 khia canh c6 ty 1¢ trai nghiém
tich cuc dudi 80%, tap trung vio giao tiép
va huéng dan ctia nhan vién y té.

Céac yéu t6 lién quan c6 y nghia thong ké
den trai nghiém cua nguoi bénh la so ngay
nam vién (OR=3,4 — 7,1). S6 ngdy nam vién
nhiéu hon thi xu huéng trai nghiém tich cuc
hon.

KHUYEN NGHI: Ban lanh dao bénh vién
can chu trong hon vao viéc cai thién cac dich
vuy té hd tro cho nguoq bénh trong qua trinh
nam vién va sau khi xuét vién, bao gdm cac
dich vu hd tro kip thoi khi nguoi bénh cin
va dich vu hd trg hau xuét vién thong qua
ban hanh quy trinh, kiém tra gidm sat chit
ché céc khau trong qua trinh trai nghiém cua
NB; Déng thoi, 1én ké hoach giam sat va
danh gia can dwoc xdy dyng va thyc hién
thuong xuyen cd vé chuyén mon va chat
luong giao tiép, ing xir cia nhan vién y té,
bao v€, va cong nhan v¢ sinh ddi voi nguoi
bénh va gia dinh; Nhan vién y té nhit 1a diéu
dudng, nhan vién bao v€ va cong nhan v¢
sinh can dugc dao tao vé k¥ ning giao tiép
va g xir dé nang cao chat luong tuong tc
v6i nguoi bénh va gia dinh ho.

Loi cam on: Nhom tac gid xin chan thanh
cam on ban giam ddc Bénh vién Pa khoa
Go Vip, thanh phé H6 Chi Minh d tao diéu
kién cho nhom tac gia thuan loi trong qué
trinh thu thap thong tin cho nghién ctru nay.

Xung dét vé loi ich lién quan dén nghién
ciru: Cac tac gia bai bao cam két khong c6
xung dot loi ich vé cac mdi quan h¢ ca nhan,
tai chinh hodc ngudn hd tro. ... lién quan dén
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nghién ciru gde cling nhu bai bao nay.
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ABSTRACT

Objective: To describe the current status of inpatient experiences at the Internal Medicine Department,
Go Vap District General Hospital, Ho Chi Minh City in 2024. Methods: A cross-sectional descriptive
study was conducted on 285 patients who had completed their inpatient treatment and were preparing
for discharge at the Internal Medicine Department, Go Vap District General Hospital. The study
utilized the standardized Vietnamese version of the Consumer Assessment of Healthcare Providers
and Systems (CAHPS) toolkit, originally developed by the U.S. Agency for Healthcare Research and
Quality (AHRQ). Results: The overall rate of patients with positive experiences was 26.7%. The
highest rate of positive experience was observed in the admission process (93.5%), while the lowest
was recorded in the treatment process dimension (13.7%). A statistically significant association was
found between the length of hospital stay and patient experience. Conclusion: The proportion of
patients with positive experiences was relatively low. The length of hospital stay was identified as a
factor significantly associated with patient experience (OR = 3.4 — 7.1). To enhance hospital quality
and patient experience, it is essential to improve medical procedures and support services before,
during, and after hospitalization. Furthermore, communication skills training for medical staff and
security personnel should be prioritized, alongside establishing a regular monitoring and evaluation
plan to improve clinical quality and patient interaction.

Keywords: patient experience, hospital, inpatient treatment, CAHPS
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