ﬁ/ﬁ\ :
SWorldJournal Issue 7 / Part 3 \QQP‘

https://www.sworldjournal.com/index.php/swj/article/view/swj07-03-023

DOI: 10.30888/2663-5712.2021-07-03-023

YK 614.25:616-082:725.512
MEDICAL AND SOCIOLOGICAL RESEARCH ON PUBLIC
SATISFACTION WITH THE SERVICES PROVIDED BY THE

CONSULTATIVE AND DIAGNOSTIC CENTER
MEJUKO-COUIOJOI'TYHE JOCJ/IIKEHHA 3AJOBOJIEHOCTI HACEJIEHHSA
MNOCHYI'AMHU KOHCYJIBTATUBHO-AIATHOCTUYHOI'O HEHTPY
Kuleshov V.V./ Kyaemos B.B.
ORCID: 0000-0002-5940-4187
Shupyk National Healthcare University of Ukraine,
Kyiv, Dorohozhytska Street 9, 04112
Hayionanvuuii ynieepcumem oxoponu 300poe’s Yxpainu imeni I1.J1. IIynuxka,
Kuis, synuys {opocoorcuyvra,9, 04112

Anomauyia. Haoaumns MeOuyHuUX nociye OOHA 13 HAUBANCIUBIUUX COYIANbHUX cep.
3aoosonenicmev nayicumis AKicmio HAOAHHA MEOUYHUX NOCNY2 € HA2ANbHOW NPOONIEeMOI0 3aKNA0i8
OXOpOHU 300p08’a. 3 Memow GUSHAYEHHs pI6HA 3A0080JIeHOCMI HACENeHHA NOCTy2amu
Kouncynomamusno-oiacnocmuynoeo yenmpy Iloodinbcokoeo paiiony micma Kuesa (Oani K/L]) 6yno
npogedeHe ONuUmMy8awHs, OJisl peanizayii K020 po3pobreno anxkemy. AHKemy8aHHA 00360UNO
susuUmMU OYMKU NAYIEHMI8 Ma 3 ’Acy8amu pi6eHb 3A0080AEHOCMI BNPOBAONCEHHAM CUCEMU
eJIeKMPOHHO20 3anucy Ha npuuiom 00 aikaps. IIposedennss onumyeanHsi 00360J1UNO GUABUMU
YUHHUKU BHIUBY WOO0 CMABIEHHS NAyicHmie 00 pobomu chneyianicmié 3akiady ma YMo8
MeOUYHO20 00CY208YBAHHSL.

Kniouosi cnoea: meduxo-coyionociune O0CRIONCEHHS, AHKEMY8aHHs, JNiKap- cneyianicm,
KOHCYIbMamueHo-0ia2HOCMUYHULL YeHmp, eleKmpoHHa cucmema eHealth.

Berym.

[Tponecu pedopmyBaHHS CHCTEMH OXOPOHH 3J0POB’Ss, IO BiIOYBalOTHCS B
OCTaHHI pOKM B YKpaiHi, MPU3BEIHU 0 YITKOTO PO3MEXKYBaHHS pPIBHIB HaJaHHS
MEIMYHOI JTOMOMOTH MIX 3aKjaJaMM, 3alpOBAKCHHsS MNPUHIUIY (iHAHCYBaHHS
«TpOIIi 3a MaIli€EHTOM», BU3HAYEHHS Ta PO3MOoJAUTy (YHKINN JiKapiB MEPBUHHOI Ta
BTOPHMHHOI aMOyJIaTOPHO-IOIIKIIHIYHOI TOMOMOTH Ta iX PoJii y 3arajibHId CHCTEMI
HaJJaHHSI MEMYHOI JOTIOMOTH HACEJICHHIO.

Pedopma cucremu 0XOpoHHU 3740pOB’S, IO HUHI BOPOBAIKYETbCS B YKpaiHi,
BIJIMOBIZA€ TOJIOBHUM TEHJICHIIISIM PO3BUTKY Ili€l ragy3l B PO3BUHEHUX KpaiHax:
3a0e3eueH s 3araJibHOr0 OXOIUICHHSI HAceJIEHHS HauOUIbII HEOOXIJTHUMH BHIAMHU
MEJIUYHOI JOMOMOTH, 301IbIIeHHs ()IHAHCOBOI aBTOHOMHOCTI JIIKAPHSHUX 3aKJIafdiB,
nuBepcudikaiiis mkepen GhiHaHCYBaHHS Tally3i, MIABUIICHHS PIBHS ii aIanTUBHOCTI
(Konomiernp, 2018, c. 26).

[lutanHs  pedopMyBaHHS CUCTEMH OXOPOHM  3JI0pOB’S B  YKpaiHi
JOCTIKYIOTBCS B Tpangx HaykoBmiB  Boponenko FO.B., Toitma H.I'. (2013),
Konomiernps O.0. (2018), Cazonens 1. JI., 3uma 1. A. (2018), [itrommu M.1. (2015),
KOpucrosebka H. (2017) ta iH.

[Ipore, sKIIO y 3amponoOHOBaHIA MozeNl pe@opMyBaHHS CUCTEMHU OXOPOHHU
3I0pOB’s, MEpPBMHHA MEIUYHA JOMOMOra Mae€ 3pO3yMUTy 1 BHU3HAY€HY MOJENb
3aKpIIUICHY Ha 3aKOHOJIaBYOMY pIBHI, 3 PO3pOOJECHMMH Ta 3alpOBaIKECHUMU
CUCTEMOIO 1HIMKATOPIB AISUIBHOCTI JIIKApIB 3arajibHOi MPaKTUKU-CIMEMHUX JIIKapiB,
MEXaHI3MOM BHOOpY JIIKapsl MallEHTOM, BPETYJIbOBAHOIO CHUCTEMOIO (DIHAHCYBAHHS
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TUSJIBHOCT1  3aKjafiB TEPBMHHOI MEIUIIMHM, TO OpraHizaiis poOOTH JiKapiB-
CHEIIaNICTIB 3aKJIaiB BTOPUHHOT aMOyJIaTOPHOI MEAMYHOI JOTIOMOTH 3aJIMIIA€THCS
HEJIOCTaTHhO BPETYJHOBAHOIO HA 3aKOHOJABUYOMY PiBHI Ta Majo JOCHIKEHOIO Yy
Mparsix HayKOBIIIB.

Peanizaris BUMOT 1CHYI04Y0i MOZeJi aMOyJIaTOPHOI METUYHOT TOMIOMOTH, a CaMe:
OOOB’SI3KOBICTh ~ HAsBHOCTI  HAINpaBJCHHA BiJ JKaps, BBEACHHSI CHCTEMH
€JIEKTPOHHOTO 3aIKCY, MPU3BOAATH 10 3MEHIIIEHHS KUIBKOCTI HalpaBiieHb MAIll€HTIB
CIMEMHUMU JIIKapsIMU JI0 JIIKAPiB-CIEIIATICTIB Ta OOMEKEHHsI KUIBKOCTI TAaIli€HTIB,
0 MOXYTh OyTH TPUUHATI JikapeMm. SIK HACIIIOK, M0 CKOPOYEHHS KUIBKOCTI
3BEpPHEHb MAIIEHTIB B aMOyJaTOPHI-MOMIKIIHIYHI 3aKJIaJd BTOPUHHOTO PIBHS, MPH
TOMY, IIIO 3aITUT Ha iX MOCAYTH 3 OOKY HACEIeHHS He 3MEHIUBCA. B mbomy pasi s
MIJBUIICHHS €(QEKTUBHOCTI oOpraHizamii MNpolecy HadaHHd MEIUYHHUX TMOCIYT
JOLIJIBHO MOTr0 JOCHIAMTH HE JUIIe 3 TOYKH 30pYy OpraHi3auii poOOTH JiKapiB-
CHEIIAICTIB KOHCYJbTaTUBHO-IIarHOCTUYHUX IIEHTPIB, & ¥ BHUBYUTH JYMKY
MAaIll€EHTIB K CIOXHWBAa4YlB MEIUYHUX TOCIYyT TPO POOOTYy CHUCTEMH OXOPOHH
310pOB’ s, BU3HAYNTHU MOJKJIMBI HEJOJIKH Ta HAMITHTH IUISXHU BJIOCKOHAICHHS.

3a0e3reuynT 3BOPOTHUH 3B’SA30K B MAIli€HTIB IOJ0 SKOCTI HaJgaHHS
MEIUYHUX TOCIyT MOMJIMBO 3a JOMOMOTOI0 aHKEeTyBaHHS. B 0XopoHi 310poB’s
MEJIUKO-COIIIOJIOTIYHI JOCTIPKEHHS, & caMe aHKETyBaHHS MAIllEHTIB Ma€ BEJUKE
3HAUEHHS IS OIIHKM AisuibHOCTI 3akianmy. Lli gocnmimxkeHHS NMai0Th 00’ €KTUBHY
1H(opMaIlio 1OAO0 CTaHy SBUIA Ta AAIOTh MOKJIMBICTh BUSIBUTH HAsIBHI HEJOJIKH 1
poOIeMu.

OCHOBHUII TEKCT

Marepiasii 1 METOAM JOCHIKCHHS. 3 METOI0 BHBYEHHS 3aJ0BOJIEHOCTI
HaceneHHs nociayramu KJI[II, BkiIOYarOUM NUTAHHSA EIEKTPOHHOIO 3alHCy Ha
NpUAOM 10 JiKaps, HaMU MPOBEACHO COLIOJIOTIYHE JIOCHIIKEHHS METOI0M
AHKETYBaHHSI, SKUW € OJTHUM 13 HAUTIOMIUPEHIITUX Y MPAKTHUILIl MPUKIIATHOT COLI0JIOT1i
CIIOCOOOM OIUTYBaHHS.

PesynbraTty mociikeHHs Ta iX aHami3. AHKETYBaHHS MPOBOAMIOCSA Y OepesHi
2020 poky. Jlnmsa omuTyBaHHS OyJio po3poOsieHI aHKeTH. B omuTyBaHHI TPUNHSIO
yuacTh 100 pecrioHeHTIB. AHKETYBaHHS MMPOBOIUIOCS BUOIPKOBUM METOJIOM 1 0YJIO
OpraHi30BaHe ITCJIsl BIJIBIAyBaHHs MaiieHTaMu Ha Buxo/i 13 KJLI.

st anamizy moBepHyJiocs 82 anketu (82%). IlpuunHOI0O BIAHOCHO HU3BKOI
aKTUBHOCTI OMMUTYBAHUX CTaJlM OOMEKEeHHS, BUKIIMKaHl kapantuHoM COVID-19.

Cepen 82 ommranux mamientiB K1 - 20 oci6 (24,0%) domnoBikiB Ta 62 ocodu
(76,0%) >xiHOK.

3a BiKOM, 110 BKaszanu onutyBaHi: 10 30 pokiB — 4 ocoou (4,88%); Bim 31 mo 60
pokiB — 47 ocib (57,32%), crapmie 60 pokiB — 27(32,93%). Takum ynHOM, HalO1TBITIA
BikoBa rpyna — 1e nauientu K/IL Bikom Big 31 no 60 poxkis.

Cepen onuTtanux: cTyAeHTH -2 ocodu (2,44%), npawroroui -34 ocodu (41,46%),
He mpailtoroui -5 ocib (6,1%), nencionepu-38 ocid (46,34%).

3a3HaueHe ONMUTYBaHHS OyJI0 HaIliJIeHE Ha BU3HAYCHHS JYMKHU IMAIlI€HTIB 11010
JIBOX MaJIOJIOCTIKEHUX OCHOBHUX HaIPsIMIB.

[To-nmepmie, omutyBanHsa mnarieHTiB K/[I[ mo3Bommmo OIiHUTH pe3yiabTaTH
pedopmyBaHHS POOOTH CHCTEMH, BIPOBAKEHHS €JIEMEHTIB €JIEKTPOHHOI CHUCTEMU
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oxopoHu 3n0poB’s eHealth, a came — cyuyacHoi cucTemu 3amucy Ha NpPUIOM [0
JiKaps, BUSBUTH MOXJIMBI TpoOiieMu B 11 poOOTI Ta HAMITUTH IIISXH, OO
MOAAJTBINIOTO ToimmeHHs podoTtu cuctemu eHealth B K/ILI.

[To-npyre, npu aHkeTyBaHHI BuB4Yajiacs mymka mamientiB KJ[L[ momo ominkm ix
3BEPHEHb 3a KOHCYJbTATUBHO-AIarHOCTUYHOIO JIOMTOMOTOIO Ta 3’SICOBYBaBCS PIBEHb
iX 3a70BOJIEHHS MeTuIHUM 00cimyroByBaHHsIM B KJ[LI.

[Ipu mpoBeneHHI aHKETYBaHHS OCOOJMBA yBara 3BepTajiacs Ha BUSBICHHS
KOHKPETHUX TMPUYWH, [0 BIUIMBAJIM HA CTaBJIEHHSA NAIlI€EHTIB 10 JIKyBaHHS,
oOCTeXeHHSI B 3aKjafi. MeToro I1i€i YaCTUHU JOCIIKeHHsSI OyJ0 BUBYEHHS JyMKH
MAaIEHTIB Ta MPOIO3UINN I10/I0 BU3HAUYCHHS HANPSAMIB YJIOCKOHAJICHHSI OpraHizarii
HaJaHHS MEIUYHOI JOTIOMOTH.

[lepmia rpyna 3anuTanb cTrocyBajiacs iH(popMallii MOA0 HpUoMy JiKaps Ta
CHUCTEMHU 3amucy. 3a pe3yJbTaTaMHd ONMUTYBaHHS 3a IEPIIOK TPYMNOK 3allUTaHb
Maibke mojoBuHa onutaHux 40 ocib (48,78%) 3amucanuch Ha MPUITOM IO JIIKapiB-
CHELIaJIICTIB CAMOCTIHHO B 0COOMCTOMY KaOi1HETI eIEKTPOHHOT MEIUYHOT CUCTEMHU, B
TOM e dYac uepe3 peecTparypy 3akiany 3amnucaBcs 3lmarient (37,0%) ta 11
(13,41%) 3amucas mikap.

B pesynbpraTi anmkeryBaHHs 3’sicoBaHo, mo 50% pecnonaeHTiB (41 oco0a)
MO3UTHUBHO OIlIHWJIa POOOTY CHUCTEM €JIeKTPOHHOro 3amucy, 36,6 % omuTaHux
YaCTKOBO 3a710BOJIeHI. He3a10B0IeH1 CUCTEMOIO €JIEKTPOHHOTO 3aMKCy Ha IPUIOM 10
nikapsa 11 onuranux (13,41%), 3 axux 81,8% — namientu crapuie 60 pokiB, AJd IKUX
mpobsemMa epeBakKHO TMOJSITAE 3 YCKIATHEHUM JOCTYIIOM JI0 MEpExXi [HTepHeT.

Ha 3anutanus «mo Bac He 3a/10BOJibHSIE B pPOOOTI CUCTEMHU E€JIEKTPOHHOTO
3anucy?» OyJio BiAMIYEHE ICHYBaHHSI TPYIHOILIB, OB’ s3aHUX 13 3anucoM: « CKIIaJIHO
3aMucaTuCh Ha MpuiioM B peectpaTypi» — 12 ocid (14,63%), «CknaaHo 3anucaTucCh
Ha npuiiom B cuctemi Intepuer (Helsi.me)» — 19 oci6 (23,17%), 3 sxkux 36,84% —
namieHTu crapiie 60 pokis, «HemxocTtaTHbO yacy ajisi mpuiioMy maiiieHTa Jikapem (15
xBWIMH)» — 19 oci6 (23,17%), «barato wacy Ha npuiiom oaHoro mnarieHTta (15
XBUJIMH)» — 2 ocodu (2,44%), «Iumn npuanam» — 27 oci6 (32,93%), y Tomy yuci:
pobsieMu B poOOTI CalTy, Yepry B PEECTPATYPl, BIICYTHICTH MOOLILHOTO Telle(oHy
B peecTpaTypi.

Ha 3anuranns: «CkiabKY yacy TpUBaB MPUHOM Jikapsi?» Oyio0 HaJlaHO HACTYIHI
BIJIMOBIJIL: 10 5 xBUiUH - 1 ocoba (1,22%), 15-15 — 50 onuranux(60,98%), OiibIe
15 xBunuH - 30 onutanux (36,59%), He HamaHo BiANMOBIAL — 1 0coba .

Jlpyra Tpyma 3amuTaHb 0 TAIIEHTIB CcTocyBajacs iH(opMarii momo
3aJI0BOJICHOCTI POOOTOXO JTIKAPIB-CHEIIATICTIB, MOJOIINX MEIUIHUX CIICIIATICTIB Ta
3aKJIaqy B IIJIOMY. 3 BIAMOBIJCH, OTpUMaHUX IO 3alpONOHOBAaHUX BapiaHTax Ha IO
rpymny nuTaHb, poOoToro jdikapiB-crnenianictiB K/ B minomy 3amoBosieni — 70 ocid
a00 85,37%:; 3amoBoJieHl yacTkoBo — 11 oci0 a6o 13,41%; He3amoBoaeHi—1 ocoba —
1,22%. 1lpu 1pbOMy ONMTYBAHHI 3a3HAYMB, L0 HE 33J0BOJIEHUU POOOTOIO JIKaps-
OHKOJIOTA.

Ha 3amurtanns «Yu 3amoBosieHi Bu pobGotoro Memanunumx cectep KIL[?»
no3uTUBHO BiAnoBiIM 80 omutanux — 97,56%. 3amoBosieHI YacTKOBO POOOTOIO
MEJIMYHUX cecTep — 2 ocobu, abo 2,44% Bij 3arajabHOI KiIIBKOCTI ONTUTYBAHUX.

TakuM 4MHOM, MO3UTUBHO OIIHUIM PoOOTY nikapiB-cnemianictiB KL 98,78%
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pecnoHIeHTiB, MenuyHux cecrep -100%.

3aBepmiabHUMUA B WM Tpymi Oynu nurtanHa: «Yu 3amoBoneni Bu sxicTio
orpumanux B KLl menuunux mocmyr?», 3a pe3yjbTaTaMHd OMUTYBAaHHS YCl ONMMUTaHI
BKa3ajiM, IO 3aJ0BOJIeHI HagaHHsAM mnocayr B KL, B ToMy wuwMchi: HIJIKOM
3anmoBosieHi -59 ocib (71,95%) Ta wacTkoBo 3am0BoseH] — 23 ocodu (28,05%).

Ha 3amuranna «Illo came He 3amoBonpHHMIO Bac B MeanuHomy
oOciyroByBaHH1?» Oyl HacTymHI BapiaHTu BignoBigen: «CKIaAHICTh 3amucy Ha
npuiiom» -25 ocid (30,48% Bix ycix onutaHux), «HemocraTHiil piBeHb 11arHOCTUKH,
3HaHb JiKapiB» - 2 ocobu (2,44%), «CkinamHICTh MPOXOJKEHHS J1ab0opaTopHOTro
obctexxeHHs» - 8 ocid6 (9,75%), «CkIagHICTh NPOXOKEHHS J1arHOCTUYHOTO
oOcTexeHHs» - 2 ocobu (2,44%), «HeyBaxue craBieHHs, rpy0e BIJHOILIECHHS
nepcoHany Ao namieHta» - 0, iHme (Bmucatu) — 7 ocid (8,53%), a came craH
00J1alTHaHHS Y IIarHOCTUYHOMY IIEHTPI.

Pecnionentamu Oys0 HajgaHO MPOMO3UIIi 1o mokpamieHHo podotu KJIII, 1 yci
BOHM CTOCYBaJIHUCh IOKpalleHHs 3a0e3MeueHHs 3aKiagy  J11arHOCTUYHHUM
oOnmagHaHHSIM, 30KpeMa amaparaMi KOMITIOTepHOi Tomorpadii, MarHiTHO-
pe3oHaHcHOT Tomorpadii Ta 30UIBIIEHHS CHEKTPY A1arHOCTUYHHUX, JTAOOPATOPHUX
JOCHII)KEHb

BucHoBku.

3a pesynbraramu aHkeTyBaHHs mnamieHTiB KJII[ MoxHa 3poOWTH HACTYMHI
BHCHOBKH.

3miHu, mwo BiAOyiucs B podori KJIL[ B pe3ynbrari BOPOBaIKEHHS CHCTEMHU
€JIEKTPOHHOI MEIMIMHM 1 1i KOMIIOHEHTa — €JEKTPOHHOIO 3amucy Ha MPUHOM 0
JKaps HE MOTIPIIMIIN SIKICTh HaJJaHHSI MEIUYHUX MOCIYT Ta 3aJ0BOJICHICTh MAaIlIEHTIB
podororo KJ/II[ Ta cnemamictiB neHtpy. OpHak, ICHYIOTb HEIONIKA MpHU
BIIPOBA/P)KEHHI1 CUCTEMU Ta OpraHi3aliiiHi mpoOiemMu, 10 SKUX BIAHECEHO: CKJIAIHICTh
3aMucy Ha MPUMOM 0 JiKaps, HEJOCTATHICTh 4Yacy Ha mnpuiioMi Ta iHmm. lle
MPU3BOJUTH 0 OOMEXKEHHS MOXJIMBOCTI MAalll€EHTIB Y OTPUMaHHI aMOyJIaTopHOi
BTOPUHHOI MEIUYHOT JIOTIOMOTH y BUTJISIII MEIUYHOT TIOCITYTH - KOHCYJIbTAIIIT JTiIKapsi-
crerjamicra.

Bupimenns  BkazaHux mpoOJeM  MOXIMBE  LUISIXOM  CTBOPEHHS — Ta
3aMpoBaKEHHST MOOUIBHOT BepcCli-I0JaTKIB /10 YCIX (YHKIIOHYIOYMX B YKpaiHi
MEJIUYHUX-1HPOPMAIIIHHUX CHCTEM, IO JO3BOJUTH ONTHUMI3yBaTH MEXaHI3M 3aIlucy
710 JiKaps, 3MEHIINTH HABAaHTAKEHHS HAa PEECTPATOPIB Ta BIIMOBHUTHCS BiJl MOCITYT
3anucy Ha npuiiom koHcynsTanTamu Call-ientpiB. Kpim Toro, 3ampoBakeHHsS Ta
3aKpIMJICHHS B CHCTEMI pI3HOI TPHUBAJIOCTI MpHUMOMY JiKaps-clemniaiicTa, Mo
3aJIe)KUTh Bl BUIY NMpUioMy (IIEpBUHHUI, MOBTOPHUM, MEAOIVISA), OOCATY HaJAaHHS
nomomMord  (IpOBEACHHI  MaHIMynAWii,  omepamii) Ta  3ampoOBaHKEHHSIM
TuEepeHIiioBaHOTO MiIX0Ay 10 TPUBAIOCTI MPUHOMY JIKaps, B 3aJ€KHOCTI BiJ
CIELIIbHOCTI, JO3BOJUTh ONTHUMI3ZYBaTH BUKOPUCTAHHS POOOYOro yacy Jikaps Ta
AKICTh HAJ@aHHS MEANYHOI JOTIOMOTH.

OTpuMaHi pe3yJIbTaTH aHKETYBaHHS, MOXXYTh OyTH BUKOPUCTaHI KEPIBHUIITBOM
KL, coimpHO 3 TpeACTaBHMKAMHM OpraHizallif, 110 HaJalTh IMOCIyTH 3
3a0e3nedeHHs GyHKIIOHYBAaHHS MEIUYHUX-1HPOPMALIIMHUX CUCTEM, MTPH TUIAHYBaHHI
Ta onTUMI3alii poOOTH JiKapiB-creniamicTie; MiHICTEpCTBOM OXOPOHH 3/10POB’s, K
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perynsaropa 3 BrpoBajpkeHHs eHealth, y po3poOui HOpMaTHMBHO-TIPaBOBHUX
JOKYMEHTIB 100 POOOTHM 3aKjiajiB BTOPHHHOI aMOyJIaTOPHO-MOJIKIIHIYHOT
normomMoru; HarioHansHOIO ¢ciTy»k0010 370p0B’ st YKpaiHu JyIsl TPOTHO3YBAaHHS TOTPEO

HACCJICHHA Y MCINYHHX ITOCITyIax.
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Abstract. Patient satisfaction with the quality of health care services tends to be the top-
priority issue for health care facilities. The survey using questionnaires, making for the study of
patient opinions and finding out patient satisfaction with online medical appointment scheduling,
recognition of factors affecting patient attitude towards the efforts of providers at the facility and
the situation of health care, was conducted in order to identify public satisfaction with services
provided by the Kyiv City Consultative and Diagnostic Center of the Podilskyi District
(hereinafter referred to as CDC).

Introduction. Implementing the requirements of the existing outpatient care model in
Ukraine, namely: referral as a must, registration in the electronic eHealth system lead to a
decrease in the number of referrals by general practitioners to specialists and limits on the number
of admitted patients. In this case, in order to increase the effectiveness of structuring the process of
providing medical services, it is advisable to consider the opinion of patients, as health care
consumers, regarding the health care system functioning. The patient feedback on the health care
quality becomes possible due to a survey, providing unbiased data on this phenomenon and the
ability to identify existing drawbacks and troubles.

Body Text. The survey was conducted in March 2020 using the selective method and was
arranged after paying a visit to the CDC by the exit. One hundred respondents participated in the
survey. For the analysis, 82 questionnaires (82%) were handed back. COVID-19 restrictions served
as a reason for the relatively low activity of respondents. The questioning of CDC patients made for
the assessment of results coming after reforming the system and implementing the initial elements
of the electronic eHealth system, namely — the advanced online medical appointment scheduling,
the identification of potential issues and the ways to further improve the system. Secondly, we
studied the opinions of CDC patients, regarding the assessment of their applications for the
primary health care, and wondered about their satisfaction with health care. The first series of
questions included the info about the doctor’s appointment and online appointment scheduling,
50% of respondents (41 people) appreciated online appointment scheduling, 36% of respondents
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were partly satisfied. Eleven respondents (13.41%) were dissatisfied, of which 81.8% were the
patients aged over 60 years, who experienced the problem, mostly residing in internet access
difficulties. Difficulties with online appointment scheduling, website problems, queues near the
front desk, unavailability of a cell phone at the front desk dissatisfy when it comes to the functioning
of online appointment scheduling. The second series of questions concerned the info on satisfaction
with specialists, medical attendants and the facility on the whole, specialists of the CDC were
appreciated by 98.78% of respondents, nurses — by 100%. All respondents indicated their
satisfaction with the services provided in the CDC, including: completely satisfied — 59 patients
(71.95%), partially satisfied — 23 patients (28.05%). Principal reasons for dissatisfaction with the
service are related to the difficulties with fixing an appointment — 30.48% of respondents, lab
testing — 9.75%, diagnostic testing — 2.43%, dissatisfaction with the equipment status — 8.53%.
Proposals to improve the CDC functioning concerned improving the provision of a facility with
diagnostic equipment, increasing the range of examinations.

Conclusion. The implementation of the electronic eHealth system did not worsen the quality
of health services and patient satisfaction with the CDC functioning. However, there are some
drawbacks and logistics challenges: difficulties with fixing an appointment, lack of time during a
doctor’s visit. Dealing with these problems is possible by creating and implementing mobile apps
for all medical information systems functioning in Ukraine, fixing different durations for doctor’s
visits in the system, which depends on the type of visit (primary, second, medical check-up), range
of services (manipulations, surgical procedures) and adopting a differentiated approach to the
length of a doctor’s visit, depending on the specialty, it will make for optimization the use of
doctor’s working hours.

Survey results can be used by the top managers of the CDC when planning and optimizing the
performance of specialists; by the Ministry of Health of Ukraine, as a regulator responsible for the
adoption of the eHealth system and for the development of regulations concerning the functioning
of secondary outpatient care facilities; by the National health Service of Ukraine when predicting
population demands for health services.

Keywords: medical and sociological research, questionnaire, specialist, consultative and
diagnostic center, electronic eHealth system.
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