KHAO SAT SU'HAI LONG CUA KHACH HANG
TAI PON VI TTTON - BENH VIEN TU DU

INVESTIGATE THE SATISFACTION OF CLIENTS
AT IVF CENTER - TU DU HOSPITAL

NHS. Phan Thj Thiy Vién
ThS.BS Hoang Thj Diém Tuyét
BS. C6 Phi Thi Y Nhi
NHS. Diang Thi Doan Trang
NHS. Huynh Thi Kim Thu
NHS. Nguyén Thi Kim Tuyén
CNXN. Lai Van Tam
I PAT VAN PE
Hién nay, bénh nhan khi dén kham va diéu tri khong chi tim hiéu vé hiéu qua diéu tri
ma con quan tdm dén chat lugng phuc vu dé quyét dinh noi dén diéu tri. Khi cac k¥
thuat dléu tri tai cac co so y té hién dai da dat muc tién bo cao, chat lugng phuc vu try
thanh Van de dugc quan tam hang dau dé tang tinh canh tranh. Chinh vi vdy, cac co
SOy te cling mudn cai tlen dé ngay cang nang cao chét lugng phuc vu. Dé dap ung
nhu cau do, chung to6i tién hanh khao sat sy hai long cia bénh nhan dén diéu tri tai
don vi TTTON Bénh vién Tur Dii. Qua sy khdo sat nay ching ta co thé biét duoc murc
dd hai long cta ngudi bénh sau khi dén diéu tri tai don vi minh, tung budce cai thién
chat lugng phuc vu dé 1am hai 10ng ngudi bénh, nang cao chit luong diéu tri.
Summary
Clients who are looking for a medical clinic do not only pay attention on quality of
treament but the nursing service they would obtain during the treatment process. For this
reason, improving the quality of nursing service is now focused at advanced medical
centers in order to perfect their quality of service. Therefore, we conducted a survey to
investigate the satisfaction of our clients who have been undergoing an IVF procedure at
Tu Du Hospital.
Obijectives: Investigate how satisfied clients felt with present service and what they
expected for a future service.
Design: a descriptive survey on 51 clients who came from 10 July, 2011 to 15 July, 2011
at Department of Infertility, Tu Du Hospital. These clients include people coming for
ShCG result, after oocyte pick-up, after embryo transfer or for prenatal check. The data
were analysed by Excel 2003.
Results: 51/51 cases were content with registration section and instructions for using
medication. Most of the cases were satisfied with the services while some complained of
long waiting time for ultrasound check, pain caused by injections, and inadequate
counselling after oocyte pick-up and embryo transfer. 1/51 considered the procedure
illogically complicated. Overall, 51/51 felt satisfied with the staff's attitude.
Conclusions: The staff’s attitude was our strength although a straightforward treatment
procedure associated with good counselling are both essential. More research should be
done to find out the way to simplify the treatment procedure and to evaluate clients’
demands for a perfect service.

IL.  MUCTIEUNGHIEN CUU:
1. Tim hiéu sy hai long ctia bénh nhan vé cac qui trinh dich vy hi¢n dang ap dung tai
don vi TTTON tai Bénh vién Tu Dil.



2. Tim hiéu nhitng mong doi ctia nguoi bénh vé thai d6 phuc vu ctia nhan vién y té.

III. THIET KE NGHIEN CU'U:

1. Thiét ké: théng ké mo ta

2. Thoi gian: tu 10/7/2011 — 15/7/2011

3. Quan Iy sd lidu: 51 bénh nhan sau khi diéu tri tai khoa TTTON Bénh vién Tir Dii
dugc phat mot bang cau héi tric nghiém va cdu héi mé. Nhitng bénh nhan nay
bao gdm bénh nhan dén iy két qua BhCG, sau choc hut trimg, sau chuyén phdi,
va bénh nhan dén kham thai tai don vi TTTON.

4. Phan tich sb liéu: Excel 2003

IV. KET QUA VA BAN LUAN:
1. PAC PIEM DAN SO NGHIEN CUU:

b. Nghé nghiép:

» Nhan vién hanh chanh: 19 (37%)
> Nhan vién san xuat: 02 (4%)
> Noi tro: 18 (35%)
» Buon ban: 06 (12%)
> Tri thuec: 05 (10%)
» Khac: 01 (2%)

C. Trinh dd van hoa: q
» Trung hoc pho thong va du6i TH: 22 (43%)

» Trung cap: 09 (18%)
» Cao dang: 20 (39%)
d. Dia chi: .
» TP. HO chi minh: 22 (43%)
» Cac tinh mien Bac: 05 (10%)
» Céc tinh mién Trung: 08 (16%)
> Cac tinh mién Nam: 15 (29%)
» Nguoi Viét song ¢ nudc ngoai: 01 (2%)
e. Tién si:
Lo | Ditimg c6 thai 11(22%) | Thaitenhien: 08 (73%)
Tién su thai .
Thai TTTON: 03 (27%)
Chua ting c6 thai 40 (78%)
Chu ky thu T 36 ( 71%)

Tién sir diéu tri | Chu ky the 11 09 (18%)
TTTON Chu ky thir I1I 03 (6%)
>3 chu ky 04 (8%)

Nhitng chu ky | Bénh vién Tu Dii:  14(87.5%)
trude diéu tri tai: | Bénh vién khac:  02(12.5%)




2. MUC PO HAI LONG CUA BENH NHAN:

a. Tai cac khau dich vu: ’ - ‘ _
DANH GIA CUA NGUOI BENH
CAC KHAU RAT TOT TOT CHUA TOT
n (%) n (%) n (%)
Tu van 19 (37%) 31 (61%) 01 (2%)
Hanh chanh 18 (35%) 33 (65%) 00
Hudng din st dung thude 24 (47%) 27 (53%) 00
Siéu am 23 (45%) 27 (53%) 01 (2%)
Tiém thudc 18 (35%) 32 (63%) 01 (2%)
Choc hut trimg va theo ddi sau CHT 23 (45%) 27 (53%) 01 (2%)
Chuyén phéi va theo ddi sau CP 21 (41%) 26 (51%) 01 (2%)

Céc diéu bénh nhan chua hai long:
> O phong siéu 4m, bénh nhan con phai chd doi lau.
> O phong tiém thudc, bénh nhan cho rang bi dau do 15i ngudi tiém thude.
» MOt bénh nhan than phién chua dugc hudng din va tu vén cin ké sau khi choc
hut trang.
> O phong chuyén phoi, bénh nhan mudn duoc tu vin va dong vién tot hon nita
cho tirng truong hop.

b. Qui trinh dich vu cta khoa:

36

don gian, hop . _—
Iy don gian,

khénghop Iy phure tqp. hop

phire tap,
khénghop Iy




c. Thai d6 phuc vu cua nhan vién:

POl TUGNG DANH GIA CUA BENH NHAN
RAT TOT n (%) | TOT n (%) CHUA TOT n (%)
Béc si 29 (57%) 22 (43%) 00
Nit ho sinh 26 (51%) 25 (49%) 00
Ho 1y 22 (43%) 29 (57%) 00

Qua khao sat sy hai 1ong ctia bénh nhan, thai d6 phuc vu la thé manh cua nhan vién
don vi TTTON tai Bénh vién Tir Dil. Hau hét khach hang déu hai long voi chat luong
phuc vu cta don vi TTTON ¢ thai d6 phuc vu cta nhan vién rat than thién, an can;
cac khau dich vu déu duogc tu van 18 rang, cdn k& va qui trinh dich vy cua khoa hop
ly, rd rang. Bén canh do6, bénh nhan van mong mubn qui trinh cac dich vu cua khoa
don gian hon, thoi gian chd siéu Am ngin hon, k¥ thuat tiém thudc ém diu hon.

Tuy nhién, nghién ciru cua chung to1 voi mau nho, c6 thé chua phan anh chinh xac va
day du mic do hai long cua khach hang voi dich vu y té ma ching t6i cung cap
Chung t61 mong rang nhiing nghién ciu tiép theo s& thyuc hién véi quy md 16n hon de
c6 thé danh gia duoc nhimg yéu t6 anh hudng 1én sy chon lwa dich vu y té cta khach
hang.

V.  KET LUAN:

Qua nhitng g6p ¥ chén thanh cua khach hang, chung téi cang y thirc r6 hon vai tro
cua dich vu cham soc trong danh gia chat luong diéu tri ciia mot o' s6'y té. Trong do,
thai do phuc vu niém nd 13 vu diém ma mdi can bd y té can phat huy. Viéc to chiic
quy trinh dich vu hop 1y va tu van chu dao cho khach hang ciing 13 thé manh nén
duogc duy tri. Bén canh do, chiing ta ¢ thé phat trién chat lugng phuc vu khach hang
bang cach cai tién quy trinh dich vu don gian hon, rat ngin thoi gian khach hang chd
doi phuc vu va ting cuong huan luyén k¥ thuat chuyén mon cho nhan vién.

Tai liéu tham khao:

- Bdo c4o nhan thirc vé dich vu sanh va mé
cua khéch hang tai Bénh vién Tu Di
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