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BAI BAO NGHIEN CU'U GOC

Sw hai long ctia nguoi dan khi sir dung dich vu tiém ching tai trung tam
kiém soat bénh tat thanh pho Ha Ngi nam 2021
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bénh tat thanh phé Ha N¢i nam 2021.

bénh tat (TTKSBT) thanh phé Ha Noi.

-

Muc tiéu: M6 ta sy hai 1ong cua khach hang khi sir dung dich vu tiém ching tai Trung tim kiém soat

Phwong phap nghién ciru: M6 ta cét ngang, st dung bo cong cu ‘Hudng dan khao sat sy hai long bénh
nhan ngoai tril » ciia BY Y té trén 300 khach hang str dung dich vu tiém ching tai Trung tam kiém soat

Két qua: Ty 1¢ hai 1ong chung ciia khach hang sir dung dich vu tiém chiing ciia Phong tiém ching chiém téi
97,7%; Céc dich vu cua Phong tiém chiing dap mg trung binh dugc 95,5% so véi sy mong doi cua khach
hang. C6 99% s0 nguoi tham gia phong van chac chan s€ quay lai va/hodc s€ gidi thi¢u cho ngudi khac.

Két luan: Nghién ctru nay da néu duoc sy hai long ctia khach hang vé dich vy tiém chiing tai TTKSBT
thanh pho Ha Nai. De tang thém sy hai long cua khach hang dang su dung dlCh vu tiém chung, TTKSBT
thanh pho Ha Noi can xay dung ké hoach hang nam sat voi thyc té va nhu cau sir dung véc xin ctia khach
hang dé trinh 1én S¢'Y té tién hanh d4u thau; Cép nhat thém h¢ thong nhic lich tiém cho khach hang da
va dang st dung dich vu tiém chung tai trung tam.

Tir khoa: Sy hai long, dich vu tiém chung, Trung tam Kiém soat bénh tdt thanh phd Ha Noi.

~

J

PAT VAN PE

Tiém vic xin phong bénh c6 vai trd quan trong
trong viéc ngan ngira cic bénh truyén nhiém
nguy hiém ddi véi tré em (1). Tai Viét Nam,
chuong trinh Tiém ching mo rong (TCMR) bat
dau tir ndm 1985 trén toan qudc véi 4 loai vic
xin phong 6 bénh co ban cho tré dudi 1 tudi la
lao, bach hau-ho ga-udn vén, bai liét va soi (2).
Déi tuong tiém chung ciing duwoc mod rong hon
(tré em, phu nit, ngudi gia...). Cac véc xin nay
khong nam trong chuong trinh tiém ching mo
rong. Hién nay, trén thé gidi c6 rat nhiéu nghién
ctru vé su hai long ctia nguoi bénh/khach hang
vé dich vu Y té chiing, va tiém chung cling 1a
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chi1 dé duoc cac tac gia quan tam. Tai phia Bac
Nigeria, ty 1¢ hai long ctua khach hang — nhiing
nguoi cham soc tré voi dich vu tiém chung tai
Trung tdm khdm sirc khoe ban dau & Calabar
chi dat 49% (3). Tai Vi¢t Nam, theo khao sat
sy hai 1ong ctia nguoi dan dbi véi dich vu Y
tuyén xa tinh Dién Bién ctia Unicef, nam 2013,
cho thay sy hai long dbi voi dich vu tiém ching
kha cao chiém 87,9% (4).

Gitra bdi canh ngay cang c6 nhiéu dich vu tiém
ching tu nhan mo ra, dé canh tranh, thu hut
nguoi su dung ct tiép tuc st dung dich vu va
nguoi st dung moi, Trung tam kiém soat bénh tat
(TTKSBT) thanh phd Ha Noi dang ¢6 dé 4n nang
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cao chét luong dich vu tiém chung cua Trung
tam, dé tim giai phap, chiing toi tién hanh dé tai
v&i muyc tieu Mo ta sy hai long cta khach hang
khi st dung dich vu tiém chung tai Trung tam
kiém soét bénh tat thanh phd Ha Noi nam 2021.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ctru: Nghién ciru mo ta cit
ngang.

Pia diém va thoi gian nghién céu: Tai
Trung tim Kiém soat bénh tat thanh phd Ha
Noi tu thang 03/2021 — 09/202, trong do, thoi
gian thu thap s6 liéu Tir thang 6 — 7/2021

Poi twong nghién ciru

Dbi tugng nghién ciru 1a khach hang sir dung
dich vu tiém chiing (nguoi truc tiép tiém hoic
la ngudi cham soc tré tiém ching) tai Trung
tam Kiém soat bénh tat thanh phd Ha Noi.

C& miu, chon miu

Cé mébu: C& mau duoc tinh theo cong thirc
uoc luong mot ty 1€:

p(1-p)

n=2%_un &

Trong do:
e n: S6 khach hang téi thiéu can nghién ctru.

® o Muc ¥ nghia thong ké, nghién ctru nay
chon a=0,05 v&ido tin cdy 95% a Z =1,96.

(1-a2)

e d: sai sb tuyét dbi chép nhan duoc, chon
d=0,02.

® p: Udc tinh ty 1€ khach hang hai long véi
dich vu tiém chung. Ty 1€ hai long cta khach
hang st dung dich vu tiém chung tai phong
tiém chung Vién Dao tao y hoc du phong va'y
té cong cong p=0,971 (6).

Ap dung vao cong thirc cho két qua n =270
khach hang. Trén thyc té, nhom nghién ciru
d3 phat van dugc 300 khach hang.
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Chon mau

Nghién ctru st dung phuong phap chon
mau thuan tién, do hién nay tinh hinh dich
COVIDI19 phirc tap, lwong khach dén st dung
dich vy tiém chung giam, mdi ngay c6 khoang
40 khach hang stir dung dich vu tai phong tiém
chung. Dé giam thiéu viéc bdo hoa thong tin
néu phong van qua nhiéu trong ngay hodc
thong tin trung 1ap, cr 4 khach hang dén sir
dung dich vu tiém chung, chiing t6i phong van
1 ngudi, cu thé, mdi ngay ching toi tién hanh
phong van ngudi dau tién dén tiém chung, sau
d6, chung toi phong van tiép 1a ngudi tha 5, 9,
13,17,21,25,29, 33, 37. Dbi v6i tré nho c6 2
ngudi 16n di kém, tién hanh phong van ngudi
thuong xuyén cham soc bé.

Bién so6 nghién ciru

Nhoém nghién ctru da tham khao “Hudng dan
khao sat sy hai long cta ngudi bénh ngoai
tra” ciia B Y té dang 4p dung phu hop voi
khach hang dén st dung dich vu tiém chung
tai phong tiém chung dich vu thuoc TTKSBT
thanh phé Ha Noi dé xac dinh cac bién sd
nghién ctru (5). Bién s6 vé danh gia sy hai
1ong cta khach hang, bao gom:

- Su hai 1ong vé kha nang tiép can: 5 bién sb -
Su hai long vé Sy minh bach thong tin va thu
tuc hanh chinh: 10 bién sb

- Su hai long vé co s vat chat: 8 bién sb

- Su hai 1ong vé thai d¢ tmg xu, k¥ ning lam
viéc ctia NVYT: 4 bién sb

- Sy hai 1ong vé két qua cung cap dich vu: 4
bien so

- bBanh giad chung-Sy tin nhiém cia khach
hang: 2 bién s6

Phwong phép thu thap sb liéu

Dbi tuong nghién ctru duge tiép can va phat
van truc tiép sau khi st dung xong dich vu
tiém chung va dang trong thoi gian cho theo
doi sau tiém.
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Xir Iy va phén tich sb liéu

S6 liéu sau khi duge thu thap s€ duoc kiém
tra, lam sach va nhap vao may tinh bang phan
mém Epidata 3.1 sau d6 dugc xir Iy bang phan
mém SPSS 18.0. Thong ké mé ta dugc su
dung dé tinh tan suat va ty 1¢ phan tram. D6i
v6i tirng nhom tiéu chi, khach hang dugc cho
1a hai long khi ¢6 tong diém tir 20 diém tro
1én voi nhom tiéu chi kha nang tiép cap; 40
diém tré 1én véi nhém tiéu chi sy minh bach
thong tin va thi tuc kham bénh, diéu tri; 32
diém tro 1én véi nhom tidu chi co s¢ vat chat
va phuong tién; 16 diém tré 1én v6i nhom tiéu
chi thai do ung XU, nang luc chuyén mon cta
nhan vién y té; 16 dlem tr¢ 1én vé1 nhom tiéu
chi két qua cung cap dich vu.

Dao dirc nghién ctru

bé cuong nghién ctru da duoc Hoi déng bao
duc — Truong Pai hoc Y té Cong cong phé
duyét theo Quyét dinh s6 291/2021/YTCC-
HD3 ngay 07 thang 6 nam 2021. Di tuong
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nghién ctru da duoc giai thich ro muc dich va
ndi dung cua nghién clru, viéc tham gia ctia
khéch hang 1a hoan toan tu nguyén.

KET QUA

Dac diém cia doi twgng nghién ciru

Béng 1 cho thiy trong 300 dbi twong nghién
ctru, d0 tudi tham gia nhiéu nhét 14 nhom
tudi tir 31-40, chiém 48%. Chu yéu 1a nir gi6i
(76,7%), ¢b 92,7% dbi tugng nghién ciru cd
trinh d6 hoc van tir trung cip trd 1én. Pa s6 1a
lam can b, cong nhan, vién chuc, van phong
(51,3%) va c6 muc luong thu nhap tr 5 tri¢u
tro 1én (chiém 86%). Hau hét nguoi tham gia
phong vén chéc chin s& quay lai hodc gidi thicu
cho nguoi khac (99,0%) st dung dich vu tiém
chung tai phong tiém chung cia TTKSBT. Co
65,3% khach hang dén v6i TTKSBT 1a vi tin
tuong trinh d§ chuyén moén va 46,3% la do thai
d6 phuc cta nhan vién y té tai déy.

Bang 1. Pac diém cua cac doi twgng nghién ciru

Pic diém S6 lwong Ty 18 (%)
Tur 18-30 tudi 88 29,3
o Tir 31 — 40 tudi 144 48,0
Nhom tuoi —
T 41 — 50 tudi 44 14,7
Tur 51 tudi tro 1én 24 8,0
Tubi trung binh 35,49 £ 0,52 (Max: 19; Min : 62)
. Nam 70 233
Gioi tinh
Nit 230 76,7
Cén by CNVC, van phong 154 51,3
Nong dan 17 5,7
Nghé nghiép Lao dong tu do 119 39,7
Hoc sinh, sinh vién 6 2,0
Khac 4 1,3
Tiéu hoc 1 0,3
Trung hoc co so 1 0,3
Trinh d§ hoc vén Trung hoc phd thong 21 7,0
Trung cip, cao ding 95 31,7
Pai hoc va sau dai hoc 182 60,7
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Pic diém S6 lwong Ty 18 (%)

<3 tri€éu 3 1,0

Thu nhip trung binh  3-5 tricu 39 13,0

mdi thang 5-10 triéu 176 58,7

>10 triéu 82 273

Thai do phuc vu t6t 139 46,3

. Tin tudng trinh d¢ chuyén mon 196 65,3

Lydolyachondén —p o hiem y t6 3 1,0
TTKSBT

Do nguoi quen gidi thiéu 105 35,0

Gan nha 7 2,3

Sw quay tré lai hoic Co thé s& quay lai 3 1,0

gi6i thiu vé co'séy  Chéc chic s quay lai hoic gi6i thidu 507 99,0

te cho ngudi khac

Sw hai long ciia khach hang

Bang 2 trinh bay ty 1¢ hai long cta khach

hang véi kha ndng tiép can, trong do, cao nhat

1a cac 16i di trong hanh lang c6 bang phang,
d& di (99,0%), thip nhat 14 tiéu muc Céc bién
béo, chi dan duong dén TTKSBT 16 rang, dé
nhin, dé tim (87%).

Bang 2. Ty 1¢ hai 1ong ciia khach hang véi kha niing tiép cin

A Hai long
Noi dung

n %
Céc bién béo, chi din duong dén TTKSBT rd rang, dé nhin, dé tim. 261 87,0
Céc so dd, bién bao chi d§1~n ducmg~ dén phong dich vu tiém ching 7 90.7
trong TTKSBT ro rang, dé hiéu, dé tim. ’
Céac khéi nha, cau thang dugc danh s6 10 rang, dé tim. 290 96,7
Céc 16i di trong TTKSBT hanh lang bang phang, dé di. 297 99,0
C6 thé tim hiéu cac thong tin va ding ky kham qua dién thoai, trang 93 977
tin dién tir cia TTKSBT (website) thuan tién. ’
Hai long vé tiéu chi kha ning tiép can 270 90,0

Nhin chung, khach hang da tirng stir dung dich
vu ti€ém chung tai TTKSBT Ha N¢éi kha hai
long véi sy minh bach thong tin va thu tuc
hanh chinh, ty 1& hai 1ong & tat ca cac tiéu muc
kha cao, trong do, cao nhét 1a tiéu muc Gia
dich vy tiém ching niém yét 16 rang, cong

khai (99,7%) va thip nhat 1a tiéu myuc Panh
gi4 thoi gian chd ti luot bac sy kham va tiéu
muc DPanh gié thoi gian dugce bac sy kham va
tu van (98,7%). Tuy nhién, sy chénh léch vé
su hai 1ong giita cac tiéu muc 1a rat thap.
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Bang 3. Ty 1€ hai long ctia khach hang véi Sy minh bach thong tin va thi tuc hanh chinh

. Hai long . Hai long
Noi dung —_— Noi dung —_—
n % n %
Quy trinh tiém chung dugc niém yét Panh gia thoi gian cho doi
rd rang, cong khai, dé& hiéu. 298 99,3 lam thu tuc dang ky tiém 297 99,0
chung
Cac quy trinh, thu tuc tiém ching Panh gia thoi gian cho téi
duogc cai cach don gian, thuan tién. 298 99.3 lugt bac sy kham. 296 98,7
(jna d;cAh vu t1§m chung niém yét rd 209 997 D’anh~ gla’ th(r} glanA, dugc 296 98,7
rang, cong khai. bac sy kham va tu van.
Nhan vién y té tiép dén, huéng dan banh gia thoi gian cho
khach hang lam cac thu tuc niém nd, 297 99,0 tiém ching 297 99,0
tan tinh.
Dugc xép hang theo thir ty trude sau Panh gia thoi gian cho
e < A A N A e \ 298 99,3
khi [am céac thu tuc dang ky, ndp tién, nhan két qua tiém chung
kham va thyc hién cac budc tiém 298 99,3 Hai long vé tiéu chi Sw
chung minh bach théng tin va 295 983

thi tuc hanh chinh

Bang 4 cho thy c6 96,7% khach hang hai long
vé co so vat chat phong tiém, cao nhat 13 tiéu
muc dam bao an toan, an ninh, trat ty phong
ngira trom cip, yén tdm khi tiém va theo ddi

sau tiém (99,0%), thap nhét 13 tiéu muc Phong
cho co6 cac phuong tién giup khach hang cé
tam 1y thoai mai nhu goc truyén thong, o roi,
nuée udng... (88,3%).

Bang 4. Ty 1¢ hai long ciia khach hang vé Co sé vt chat va phwong tién phuc vu nguoi

bénh
. Hai long N¢i dung Hai long
Noi dung _ 7
n % n %

C6 phong/sanh chd kham sach Puoc bdo dam sy riéng tu khi
s¢, thoang mat, thuan tién 295 983 kham bénh, tiém ching 293 977
Ph9ng c‘ho c? Ctu ghé nA’g01 cho 204 98,0 N‘haﬂvc smhAthuan tién, sach sé 202 973
khach hang va st dung tot va st dung tot
Phong chd ¢6 quat (diéu hoa) day Mai truong trong khuén vién
du, hoat dong thuong xuyén 294 980 TTKSBT xanh, sach, dep 294 98,0
Phong cho cé cac phuong tién Khu tiém ching bao dam an
gn’lp khacl} hang Aco taﬂm ly ‘thoag 265  88.3 ninh, trat tu: th)ng ngua trdm 297 99,0
mai nhu goc truyén thong, to roi, cap cho nguoi dan
nudc uong...
Hai long vé tiéu chi Co sé vat
chat va phwong tién phuc vu 290 96,7

nguoi bénh

64



Cao Thi Anh Tuyét vi cong sw
Ma DOI: https://doi.org/10.38148/JHDS.0605SKPT21-097

Ty 18 hai 1ong cua khach hang vé hai yéu t6
“Thai do ung xur va k¥ nang lam viéc cua
nhan vién y t¢ (NVYT)” va “Két qua cung
cap dich vu” nay gan nhu tuyét d6i (99,7%).
Yéu t6 Thai do tng xir va ky niang lam viéc
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cia NVYT ca 4 tiéu muc déu c6 ty 1¢ hai long
cao va dong nhat (99,7%). Con trong yéu to
Két qua cung cip dich vu, c6 2 tiéu muc co ty
1¢ hai long dat tuyét dbi (100%).

Bang 5. Ty 1¢ hai 1ong ciia khach hang vé Thai dd wng xir va k§ niing 1am viéc ciia nhén
vién y té va Két qua cung cap dich vu

Thai d§ éng xir va ky ning Hai long P £ Hai long
R A A oA 2 ——————— Keétqud cung capdichvu ————

lam viéc cua nhan vién y té n % n A
Thfu do g xir cua bac si, dieu 299 99,7 Két qua tlefn ching <?a Qap g 50, 100.0
dudng ding myc dugc nguyén vong cua Ong/Ba.
Nhan vién phuc vu (ho 1y, ké Cac hoa don, phiéu thu, don thudc
tf)fm’ t’16p don) c6 thai do giao 299 99,7 V? ke‘i qua tlefn Fhung F‘quc cung‘ 300 100,0
tiép diing muc cap day du, 10 rang, minh bach va

duoc gidi thich néu c6 thac mac.

Bac si, diéu dudng hop tac tot va Dénh gia mirc d tin tudng vé
xtr ly cong viéc thanh thao 299 99,7 chét lugng dich vu tiém ching 299 99,7
NVYT ton trong, ddi xir cong Panh gia mirc d6 hai long vé
bang, quan tam toi tré so sinh, 299 99,7 gia ca dich vu ti€ém ching 299 99,7
tré nho va nguoi gia dén tiém
Hai 1ong vé tiéu chi Thai d§ Hai long vé tiéu chi Két qua
ng xir va k§ nang lam viéc 299 99,7 cung cap dich vu 299 99,7

cia nhan vién y té

Bang 6 cho thiy céac dich vu tiém chung cua
phong tiém chung dap tng duoc 95,53 + 3,86

(%) so voi su mong doi cia khach hang.

Bang 6. Sw dap ing mong doi ciia co s6' y té v6i ky vong ciia khach hang (n=300)

Noi dung Mirc do dap @ng
% dap tng su mong doi cua khach hang 95,53 + 3,86
Min 70
Max 100
BAN LUAN van dé ma Lanh dao TTKSBT va phong tiém

Ty 1& hai 1ong ctia khach hang vé yéu t6 Kha
nang tiép can dich vu 1a 90%. Trong do, thip
nhat 13 su hai long vé tiéu muc Céc bién bao,
chi dan dudng dén TTKSBT 13 rang, dé nhin,
d& tim, chiém 87%. Pay 1a mot trong nhing

chung dich vu nén xem xét va thay dbi.

Su minh bach thong tin va thu tuc hanh chinh
tur trude té1 nay 1a ndi dung thuong bi nguoi
st dung dich vu Y té than phién. Tiéu muc
“Panh gia thoi gian cho tdi luot bac sy kham”
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va tiéu muc “Panh gia thoi gian dugc bac sy
kham va tu van” c6 ty 1¢ hai long thip nhat
(98,7%). Két qua nay kha tuong dong so voi
nghién cutu cua Mai Pai Thanh (2018) tai
Lao Cai ciing cho két qua sy hai 1ong ¢ tiéu
muc thoi gian chd téi lugt kham 13 thap nhat
(91,2%) (7). Van dé nay c6 thé giai thich 1a do
trong tinh hinh dich bénh COVID-19 c6 dién
bién cang thang, nhan vién tai phong tiém
chung déu phai ting cuong di chng dich, nén
lam anh huong dén thoi gian cho va thoi gian
duogc bac sy kham va tu véan.

Ty 1é hai long vé yéu t6 Co sé vat chit va
phuong tién phuc vu cua khach hang 1a 96,7%,
két qua nay cao hon nghién ctru ciia Mai Dai
Thanh (2018) va nghién ctru ciia Nguyén
Quang Minh (2017) (6,7). C6 su chénh 1éch nay
la do nghién curu ctua ching t6i thuc hién sau
cac nghién ctru trén 4 nam, vi vay, chiing toi da
c6 nhiing kinh nghiém duoc dic két va dua ra
nhiing phuong an cai thién, phong tiém ching
dich vu cia TTKSBT Ha Noi dugc ban Lanh
dao quan tam, dau tu dap tmg duoc mot phan
nhu cau cua khach hang hi¢n dai. Con nghién
clru ciia Mai Pai Thanh duge tién hanh nam
2018, thoi diém phong tiém chung Safpo Lao
Cai dua vao hoat dong chua lau sau xay dung..

Ty 1& hai long ciia khach hang dbi voi yéu
t6 “Thai do ing xr va ning lyc chuyén mon
ciia NVYT” gin nhu tuyét d6i, chiém 99,7%.
So sanh v6i nghién ctru khac nhu nghién ctru
cua Mai Pai Thanh (2018), nghién ctru cua
Nguyén Quang Minh (2017), nghién ctru ctia
Vién Chién luge va Chinh sach Y té (2017)
v6i ty 18 hai long vé thai do ing xir cia nhan
vién y té 1an luot 13 91,5%; 91% va 89,9%
(6,7,8). Két qua nghién ctru ctia chiing t6i cao
hon cac nghién ctru ké trén, giai thich cho van
dé nay c6 thé 1a do TTKSBT da chii trong tap
huin k¥ niang giao tiép, tmg xir cia NVYT,
bén canh do, chinh ban than NVYT cling hiéu
duoc day 1a nganh dich vy, can phai c6 thai
d6 dung muc véi khach hang, nhiing diéu nay
da lam tang ty 18 hai long cua khach hang vé
thai do cia NVYT.
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Ty 1& hai 1ong vé yéu t Két qua cung cap dich
vu trong nghién ctru cua ching to6i 1a 99,7%.
Két qua nghién ciru ctia ching toi cao hon
so v6i két qua cua mot sé nghién ciru trude
nhu nghién ctru cia Mai Pai Thanh (93,4%),
nghién ctru cia Nguyén Quang Minh (68,9%),
(6,7). Co6 su chénh Iéch nay la do nghién ctru
ctia chung t6i duogc tién hanh trong bbi canh
ngudi dan da 6 thoi gian tim hiéu va tiép xtic
v6i dich vu tiém chung, vi vay, ho da dé dang
chap nhan hon.

Dich vu tiém chung cua Trung tdm da dap
ung trung binh duogc 95,5% su ky vong cua
khach hang, nhu vdy c6 thé thay, Phong tiém
chung da dap ung kha t6t mong mubn cua
khach hang, diéu dé con dugc thé hién rd
hon ¢ 99% khach hang chéc chén s& quay tr&
lai/giGi thiéu nguoi than dén sir dung dich
vu tiém ching cua phong tiém, két qua cua
chiing t6i cao hon nghién ctru ctia Nguyén
Quang Minh (89,4% dap tng ky vong va
97,9% quay lai) (6). Ty 1¢ nay cting da phan
anh dwgc mot phan vé tinh hinh cung cép
dich vu tiém chung tai TTKSBT thanh phd
Ha Noi. Nho ¢6 sy quyét liét trong viéc thay
ddi, cap nhat theo xu huéng cua thi truong,
dén nay, dich vy tiém chung ctia TTKSBT
thanh phé Ha No¢i da dugc nguoi dan tin
tudng su dung va gidi thi€u cho nguoi quen
cua ho.

Nghién ciru ctia chung t6i con ¢6 mot sb han
ché, nhu nghién ctru duoc tién hanh trong
thoi diém dich bénh, phai dam bao quy tic
gian cach trong dich, nén sy hai long cua
khach hang sé& bi anh huong so voi thoi diém
trudc khi c6 dich. Thém vao do, nghién ctu
méi chi duge tién hanh tai phong dich vu
tiém chung thuéoc TTKSBT thanh phd Ha
Noi. Vay néu mudn c6 ké hoach phat trién
mo rong can phai tién hanh cac nghién ctru
vé nhu cau thém. Tuy nhién, két qua nghién
ctru ndy phan nao s& gitp cho Ban Lanh dao
Trung tim Kiém soat bénh tat c6 nhitng giai
phap thich hgp nhdm hoan thién dich vu tiém
chung t6t hon nita.
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KET LUAN

Nghién ctu nay da néu dugc sy hai long
ciia khach hang vé dich vy tiém chung cua
TTKSBT thanh phd Ha Ngi. Ty 1é hai long
chung cua khach hang st dung dich vu tiém
chung cta Phong tiém chung chiém t6i
97,7%; Cac dich vu ctia Phong tiém chuing
dap ung trung binh dugc 95,5% so véi su
mong doi ctia khach hang. C6 99% sb ngudi
tham gia phong van chic chén s& quay lai va/
hodc s€ gidi thiéu cho nguoi khac.

Khuyén nghi: Dya vao két qua va muc tiéu
nghién ctru, nhom nghién ctru c6 mot sd
khuyén nghi nhu sau: (1) Xem xét vi tri cam
céc bién huéng din dén TTKSBT dam bao
tam nhin thoang ding, d& quan sat thiy; (2)
Cap nhat thém hé théng nhéc lich tiém cho
khach hang da ting sur dung tiém chung tai
Trung tim; (3) B tri, sap xép khu giai tri tién
ich cho nguoi di tiém chung.
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People’s satisfaction when using importation services at Hanoi center for
Disease Control in 2021

Cao Thi Anh Tuyet', Bui Thi Tu Quyen’
! Hanoi Center for Disease Control
’Hanoi University of Public Health

Objective : Describe customer satisfaction when using vaccination services at Hanoi Center for
Disease Control in 2021. Methods: Cross-sectional description of more than 300 customers using
vaccination services at Hanoi Center for Disease Control. Main findings: Overall satisfaction
rate of customers using vaccination services of Immunization Department accounted for 97.7%;
The services of the Immunization Department meet an average of 95.5% of the customer’s
expectations. 99% of the interviewees will definitely come back and/or recommend to others.
Conclusions: This study has stated customer satisfaction according to each group of factors.
From there, the Center can offer appropriate solutions and policies to maintain and increase
customer satisfaction with vaccination services.

Keywords: Satisfaction, vaccination services, Hanoi Center for Disease Control.
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