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Ðåôåðàò
Ìåòîþ ðîáîòè ôîðìóâàííÿ ìåäèêî-ïñèõîëîã³÷íîãî
ïîðòðåòó íåçàäîâîëåíèõ ïàö³ºíò³â ð³âíåì íàäàííÿ ä³-
àãíîñòè÷íî¿ ðàä³îëîã³÷íî¿ äîïîìîãè ï³ä ÷àñ ïàíäåì³¿
COVID-19 íà ï³äñòàâ³ âèâ÷åííÿ ¿õ äóìêè ùîäî ÿêîñò³
ðîáîòè ñëóæáè ïðîìåíåâî¿ ä³àãíîñòèêè ó ìåäè÷íèõ
çàêëàäàõ ì. Ëüâîâà òà îáëàñò³.
Ìàòåð³àë ³ ìåòîäè. Ó ðîáîò³ ïðîâîäèëîñü ñîö³îëî-
ã³÷íå äîñë³äæåííÿ ìåòîäîì àíêåòóâàííÿ 409 ïàö³ºí-
ò³â, ÿê³ çâåðòàëèñü ç ïðèâîäó ìåäè÷íî¿ ðàä³îëîã³÷íî¿

Abstract
The study aims to form a medical and psychological
portrait of patients who are dissatisfied with the level of
diagnostic radiological care during the COVID-19
pandemic, based on the study of their opinion on the
quality of work of radiological diagnostics services in
medical institutions of Lviv city and region.
Material and Methods. The study involved a
sociological survey using the questionnaire method of 409
patients who applied for medical radiological diagnostics
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Âñòóï
Íà ñó÷àñíîìó åòàï³ çíà÷íèõ çì³í ó ñèñòåì³
îõîðîíè çäîðîâ'ÿ, ó òîìó ÷èñë³ ïîâ'ÿçàíèìè
ç³ ñêëàäíèìè âèêëèêàìè, ÿê³ ïîñòàëè ïåðåä
íàøîþ êðà¿íîþ, äîòðèìàííÿ ³ êîíòðîëü ÿêîñ-
ò³ ìåäè÷íî¿ äîïîìîãè º êëþ÷îâèìè àñïåêòàìè
ä³ÿëüíîñò³ óñ³º¿ ìåäè÷íî¿ ñï³ëüíîòè. Çà ðåêî-
ìåíäàö³ÿìè ÂÎÎÇ, ïðè êîìóí³êàö³¿ ë³êàðÿ ³
ïàö³ºíòà íåîáõ³äíî âðàõîâóâàòè 4 ñêëàäîâ³
ÿêîñò³ ìåäè÷íî¿ ïîñëóãè, òàê³ ÿê ïðîôåñ³îíà-
ë³çì ë³êàðÿ, åôåêòèâíå âèêîðèñòàííÿ ðåñóð-
ñ³â, ðèçèêè äëÿ ïàö³ºíò³â òà çàäîâîëåí³ñòü ïà-
ö³ºíòà îòðèìàíîþ ìåäè÷íîþ äîïîìîãîþ [1,
2]. Âëàñíå, çàäîâîëåí³ñòü ïàö³ºíòà ìåäè÷íîþ
ïîñëóãîþ º îäí³ºþ ³ç êëþ÷îâèõ ñêëàäîâèõ
ÿêîñò³, îñê³ëüêè äàº óÿâëåííÿ ³ ïðî òðè ³íøèõ
âèùåíàâåäåíèõ êîìïîíåíòè. ×åðåç ïðèçìó
áà÷åííÿ ïàö³ºíòà ìîæíà îö³íèòè ñîö³àëüíó
åôåêòèâí³ñòü ðîáîòè çàêëàä³â îõîðîíè çäîðî-
â'ÿ (ÇÎÇ). Âàæëèâà ðîëü â³äâîäèòüñÿ äóìö³ ïà-
ö³ºíò³â ïðî ð³çí³ àñïåêòè ìåäè÷íîãî îáñëó-

ä³àãíîñòèêè ó ìåäè÷í³ çàêëàäè ì. Ëüâîâà òà îáëàñò³
ó 2023 ðîö³. Çà ðåçóëüòàòàìè îïèòóâàííÿ áóëî âèî-
êðåìëåíî 2 ôîêóñ-ãðóïè: ãðóïà 1 "Íåçàäîâîëåí³" - 26
ïàö³ºíò³â (6,36%), ÿê³ âèñëîâèëè ïåâíèé ð³âåíü íåâäî-
âîëåííÿ îòðèìàíèìè ïîñëóãàìè ï³ä ÷àñ ïàíäåì³¿
COVID-19, ãðóïà 2 "Çàäîâîëåí³" - 383 ïàö³ºíòè
(93,64%), ÿê³ â ö³ëîìó áóëè çàäîâîëåí³ íàäàíèìè ïîñ-
ëóãàìè ó öåé æå ïåð³îä.
Ðåçóëüòàòè é îáãîâîðåííÿ. Íà ï³äñòàâ³ îòðèìàíèõ
äàíèõ âèîêðåìëåíî ïåâí³ ïñèõîëîã³÷í³ òà ìåäè÷í³
îñîáëèâîñò³, ïðèòàìàíí³ îñîáàì, ÿê³ áóëè íåçàäîâî-
ëåí³ ÿê³ñòþ íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè ï³ä ÷àñ
ïàíäåì³¿ COVID-19 òà ñôîðìîâàíî ¿õ ìåäèêî-ïñèõî-
ëîã³÷íèé ïîðòðåò. À ñàìå: öå îñîáà, ÿêà âæå ìàëà â
ìèíóëîìó íåóñï³øíèé äîñâ³ä â³äâ³äóâàííÿ äåðæàâíèõ
ÇÎÇ, çâåðòàºòüñÿ ç ïðèâîäó ìåäè÷íîãî îãëÿäó äëÿ ðî-
áîòè/íàâ÷àííÿ, ïåðåâàæíî äëÿ ä³àãíîñòèêè îðãàí³â
äèõàëüíî¿ ñèñòåìè, íåçàäîâîëåíà òðèâàëèì ïåð³îäîì
î÷³êóâàííÿ äî ïðèçíà÷åíîãî äíÿ äîñë³äæåííÿ òà âå-
ëèêîþ æèâîþ ÷åðãîþ íà îáñòåæåííÿ, ââàæàº íåäîá-
ðîçè÷ëèâèì ñòàâëåííÿ ë³êàðÿ àáî ³íøîãî ñï³âðîá³ò-
íèêà, íåçàäîâîëåíà ðîáîòîþ ôàõ³âöÿ ä³àãíîñòèêè òà
ìîæëèâ³ñòþ â³ëüíî çàäàâàòè íåîáõ³äí³ çàïèòàííÿ ë³-
êàðþ, íå âëàøòîâóº íèçüêà ÿê³ñòü ìåäè÷íîãî îáëàä-
íàííÿ òà ÷èñòîòà ³ êîìôîðò ó êàá³íåò³ ë³êàðÿ ÷è ó
â³ää³ëåíí³.
Âèñíîâêè. Îòðèìàí³ äàí³ ùîäî õàðàêòåðíèõ îñîá-
ëèâîñòåé îñ³á, ÿê³ áóëè íå çàäîâîëåí³ íàäàíîþ ìåäè÷-
íîþ äîïîìîãîþ ï³ä ÷àñ ïàíäåì³¿ COVID-19, áóäóòü
âàæëèâèìè ïðè óäîñêîíàëåíí³ ðîáîòè ñëóæáè ïðî-
ìåíåâî¿ ä³àãíîñòèêè.

to medical institutions of Lviv city and region in 2023.
According to the results of the survey, 2 focus groups were
distinguished: group 1, "Dissatisfied" - 26 patients
(6.36%), who expressed a certain level of dissatisfaction
with the services received during the COVID-19
pandemic, group 2, "Satisfied" - 383 patients (93, 64%),
who were generally satisfied with the services provided
in the same period.
Results and Discussion. Based on the obtained data,
certain psychological and medical features characteristic
of individuals who were dissatisfied with the quality of
medical diagnosis during the COVID-19 pandemic were
identified, and their medical and psychological portrait
was formed. Specifically, it is an individual who has
already had an unsuccessful experience of visiting state
health care facilities in the past, applies for a medical
examination for work/study, mainly for the diagnosis of
respiratory system organs, and is dissatisfied with the
long waiting period until the appointed day of the
examination and the long live queue for the examination,
considers the attitude of the physician or another
employee as unkind, is dissatisfied with the work of the
diagnostic specialist and the opportunity to freely ask the
physician the necessary questions, is dissatisfied with the
low quality of medical equipment and cleanliness and
comfort in the physician's office or the department.
Conclusions. The obtained data on the characteristic
features of individuals who were not satisfied with the
medical care provided during the COVID-19 pandemic
will be important in improving the work of the radiation
diagnostics service.

ãîâóâàííÿ, íåâ³ä'ºìíèì êîìïîíåíòîì ÿêîãî º
ìåäè÷íà ä³àãíîñòèêà [3, 4]. Àíàë³ç îö³íêè çà-
äîâîëåíîñò³ àáî íåçàäîâîëåíîñò³ ïàö³ºíò³â
ìàº áóòè âðàõîâàíèì ïðè ïðèéíÿòò³ óïðàâ-
ë³íñüêèõ ð³øåíü ïðè ôîðìóâàíí³ ìåäè÷íî¿
ïîñëóãè ó êîæíîìó ÇÎÇ, ùî äîçâîëèòü äîòðè-
ìóâàòèñü ïàö³ºíò-îð³ºíòîâàíîãî ï³äõîäó â
êë³í³÷í³é ïðàêòèö³ [5, 6].

Ìåòîþ äîñë³äæåííÿ º ôîðìóâàííÿ ìå-
äèêî-ïñèõîëîã³÷íîãî ïîðòðåòó íåçàäîâîëåíèõ
ïàö³ºíò³â ð³âíåì íàäàííÿ ä³àãíîñòè÷íî¿ ðà-
ä³îëîã³÷íî¿ äîïîìîãè ï³ä ÷àñ ïàíäåì³¿
COVID-19 íà ï³äñòàâ³ âèâ÷åííÿ ¿õ äóìêè ùî-
äî ÿêîñò³ ðîáîòè ñëóæáè ïðîìåíåâî¿ ä³àãíîñ-
òèêè ó ìåäè÷íèõ çàêëàäàõ ì. Ëüâîâà òà îáëàñò³.

Ìàòåð³àë ³ ìåòîäè
Ó ðîáîò³ ïðîâîäèëîñü ñîö³îëîã³÷íå äîñë³-
äæåííÿ ìåòîäîì àíêåòóâàííÿ 409 ïàö³ºíò³â,
ÿê³ çâåðòàëèñü ç ïðèâîäó ìåäè÷íî¿ ðàä³îëî-
ã³÷íî¿ ä³àãíîñòèêè ó ìåäè÷í³ çàêëàäè ì. Ëüâî-
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âà òà îáëàñò³ ó 2023 ðîö³. Çà ðåçóëüòàòàìè îïè-
òóâàííÿ áóëî âèîêðåìëåíî 2 ôîêóñ-ãðóïè:
ãðóïà 1 "Íåçàäîâîëåí³" - 26 ïàö³ºíò³â (6,36%),
ÿê³ âèñëîâèëè ïåâíèé ð³âåíü íåâäîâîëåííÿ
îòðèìàíèìè ïîñëóãàìè ï³ä ÷àñ ïàíäåì³¿
COVID-19, ãðóïà 2 "Çàäîâîëåí³" - 383 ïàö³-
ºíòè (93,64%), ÿê³ â ö³ëîìó áóëè çàäîâîëåí³
íàäàíèìè ïîñëóãàìè ó öåé æå ïåð³îä.

Îïèòóâàí³ ó ôîêóñ-ãðóï³ íåçàäîâîëå-
íèõ áóëè ó â³ö³ â³ä 19 ðîê³â äî 67 ðîê³â, ìå-
ä³àííèé â³ê ñòàíîâèâ 37,50 ðîê³â (25% ïðî-
öåíòèëü - 25,0 ðîê³â; 75% ïðîöåíòèëü - 50,0
ðîê³â). Ó ãðóï³ çàäîâîëåíèõ ìåä³àííèé â³ê áóâ
íåñóòòºâî âèùèì - 42 ðîêè (31,0; 50,0), ïàö³-
ºíòè áóëè ó â³ö³ â³ä 18 ðîê³â äî 76 ðîê³â.

Ðîçïîä³ë çà ñòàòòþ íå âèÿâèâ ñóòòºâèõ
â³äì³ííîñòåé ì³æ ãðóïàìè, õî÷à ó ôîêóñ-ãðóï³
íåçàäîâîëåíèõ æ³íîê áóëî íåçíà÷íî á³ëüøå:
73,08%, 95% äîâ³ð÷èé ³íòåðâàë [95%Ä²] ñòàíî-
âèâ 54,76-88,03%, í³æ ó ôîêóñ-ãðóï³ çàäîâîëå-
íèõ - 69,45 [64,75-73,96]%. ×îëîâ³ê³â ó äîñë³-
äæóâàíèõ ãðóïàõ â³äïîâ³äíî áóëî 26,92 [11,97-
45,24]% òà 30,55 [26,04-35,25]%, (ð>0,05).

Ó ðîáîò³ áóëè âèêîðèñòàí³ ìåòîäè îïè-
ñîâî¿ ñòàòèñòèêè. Â³äíîñí³ ïîêàçíèêè ïðåä-
ñòàâëåíî ó âèãëÿä³ ÷àñòîê ³ç 95% äîâ³ð÷èì ³í-
òåðâàëîì, îáðàõîâàíèì çà ìåòîäîì êóòîâîãî
ïåðåòâîðåííÿ Ô³øåðà (Ð [95%Ä²], %) àáî ³í-
òåíñèâíèõ ïîêàçíèê³â íà 100 îïèòàíèõ. Ñå-
ðåäí³ çíà÷åííÿ ïîäàíî ó âèãëÿä³ ìåä³àíè òà 1
³ 3 êâàðòèë³â (Me (Q1; Q3)). Ñóòòºâ³ñòü ð³çíèö³
ì³æ â³äíîñíèìè ïîêàçíèêàìè äîñë³äæóâàëè
çà äîïîìîãîþ êðèòåð³þ Ï³ðñîíà χ2, ì³æ ñå-
ðåäí³ìè ó íåçàëåæíèõ ãðóïàõ - çà äîïîìîãîþ
êðèòåð³þ Ìàííà-Ó¿òí³ (U), ì³æ ñåðåäí³ìè ó
ïîâ'ÿçàíèõ ãðóïàõ - çà äîïîìîãîþ êðèòåð³þ
Â³ëêîêñîíà (W). Ì³í³ìàëüíèì çíà÷åííÿ äî-
ñòîâ³ðíî¿ ð³çíèö³ ì³æ ïîêàçíèêàìè ïðèéìàëè
íà ð³âí³ ð<0,05 [5].

Ðåçóëüòàòè é îáãîâîðåííÿ
Ïåðåâàæíà á³ëüø³ñòü îïèòàíèõ ôîêóñ-ãðóïè
íåçàäîâîëåíèõ ïðîõîäèëè îáñòåæåííÿ ó äåð-
æàâíèõ ïîë³êë³í³êàõ ì. Ëüâîâà - 80,77 [63,75-
93,30]%, òîä³ ÿê ó ôîêóñ-ãðóï³ çàäîâîëåíèõ
òàêèõ áóëî ëèøå áëèçüêî ÷âåðò³ (26,11 [21,84-
30,62]%, ð<0,001). Ó ìèíóëîìó ïðàêòè÷íî óñ³

(96,15 [85,57-100]%) îïèòóâàí³ ç ãðóïè íåçà-
äîâîëåíèõ ìàëè ïîïåðåäí³ äîñë³äæåííÿ ó
äåðæàâíîìó ìåäè÷íîìó çàêëàä³ (ó ãðóï³ çà-
äîâîëåíèõ òàêèõ áóëî íåçíà÷íî ìåíøå - 85,64
[81,95-88,97]%, ð>0,05) òà á³ëüøå ïîëîâèíè
(61,54 [42,45-78,94]%) - ó ïðèâàòíîìó ìåäè÷-
íîìó çàêëàä³ (ó ãðóï³ çàäîâîëåíèõ ëèøå 42,56
[37,65-47,54]%, ð>0,05).

Îö³íêà ÿêîñò³ ìåäè÷íîãî îáñòåæåííÿ
ó öèõ ìåäè÷íèõ çàêëàäàõ çà 10-òèáàëüíîþ
øêàëîþ ïîêàçàëà, ùî ðåñïîíäåíòè ôîêóñ-
ãðóïè íåçàäîâîëåíèõ îö³íþþòü çíà÷íî íèæ÷å
ÿê³ñòü îáñëóãîâóâàííÿ ó äåðæàâíèõ çàêëàäàõ,
í³æ ó ïðèâàòíèõ (Ðèñ. 1).

Çîêðåìà, íàéíèæ÷å ó äåðæàâíèõ ÇÎÇ
áóëè îö³íåí³ îïåðàòèâí³ñòü òà êîìôîðò - 4,00
(3,0; 10,0) áàë³â, òîä³ ÿê â ïðèâàòíèõ ÇÎÇ ö³
ïîêàçíèêè îòðèìàëè â³ä îïèòóâàíèõ 9,00 (8,0;
10,0) áàë³â (ð=0,003). ßê³ñòü ä³àãíîñòè÷íî¿
ïîñëóãè ó äåðæàâíèõ ÇÎÇ áóëà îö³íåíà ó 7,00
(5,0; 9,0) áàë³â ïðîòè 9,00 (8,0; 9,0) áàë³â
(ð=0,012) ó ïðèâàòíèõ ÇÎÇ, òàê ñàìî ÿê ³ ð³-
âåíü ï³äãîòîâêè äî îáñòåæåííÿ - 7,00 (4,0; 9,0)
áàë³â ïðîòè 9,00 (8,0; 9,25) áàë³â â³äïîâ³äíî
(ð=0,005). Êîìóí³êàö³ÿ ç ôàõ³âöåì ç ä³àãíîñ-
òèêè ó äåðæàâíèõ ÇÎÇ îòðèìàëà íàéâèùèé
áàë ñåðåä ãðóïè íåçàäîâîëåíèõ - 8,00 (5,0;
10,0) áàë³â, ùî íåçíà÷íî â³äð³çíÿëîñü â³ä
îö³íêè äëÿ ïðèâàòíèõ ÇÎÇ - 8,50 (7,75; 10,0)
áàë³â, ð>0,05.

Îïèòóâàí³ ôîêóñ-ãðóïè çàäîâîëåíèõ
òàêîæ âêàçàëè íà âèùó ÿê³ñòü íàäàííÿ ìåäè÷-
íî¿ ä³àãíîñòèêè ó ïðèâàòíèõ ÇÎÇ ïîð³âíÿíî
ç äåðæàâíèìè ÇÎÇ: ìåä³àíí³ çíà÷åííÿ áàë³â
ÿêîñò³ ó äåðæàâíèõ ÇÎÇ áóëè íà ð³âí³ 9,0 áà-
ë³â, ó ïðèâàòíèõ - 10,0 áàë³â (ð<0,05).

Ïîð³âíþþ÷è äàí³ îö³íþâàííÿ ÿêîñò³
íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè ïîì³æ ãðóïà-
ìè íåçàäîâîëåíèõ òà çàäîâîëåíèõ, âñòàíîâ-
ëåíî, ùî îïèòóâàí³ ôîêóñ-ãðóïè íåçàäîâîëå-
íèõ äîñòîâ³ðíî íèæ÷å (ð<0,05) îö³íèëè âñ³
ïîêàçíèêè îö³íêè ÿêîñò³ ó äåðæàâíèõ ÇÎÇ òà
ÿê³ñòü ä³àãíîñòè÷íî¿ ïîñëóãè ó ïðèâàòíèõ
ÇÎÇ, í³æ ðåñïîíäåíòè ãðóïè çàäîâîëåíèõ.

Îñíîâíîþ ïðè÷èíîþ çâåðíåííÿ äëÿ
ïðîâåäåííÿ ìåäè÷íî¿ ä³àãíîñòèêè ïîëîâèíà
(50,00 [31,25-68,75]%) äîñë³äæóâàíèõ ç ãðóïè
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íåçàäîâîëåíèõ âêàçàëè ìåäè÷íèé îãëÿä äëÿ
ðîáîòè /íàâ÷àííÿ, òîä³ ÿê ó ãðóï³ çàäîâîëåíèõ
ç ö³ºþ ìåòîþ çâåðòàëèñü ëèøå 30,29 [25,79-
34,98]% îïèòàíèõ (ð=0,036). Îêð³ì òîãî, ç ìå-
òîþ ïðîô³ëàêòèêè ïðîõîäèëè îáñòåæåííÿ
38,46 [21,06-57,55]% îïèòàíèõ ç ãðóïè íåçà-
äîâîëåíèõ òà 24,02 [19,88-28,42]% (ð>0,05) ç
ãðóïè çàäîâîëåíèõ, à òàêîæ ç ìåòîþ ä³àãíîñ-
òèêè çàõâîðþâàííÿ - 11,54 [2,36-26,33] ç ãðó-
ïè íåçàäîâîëåíèõ òà 45,69 [40,73-50,69]%
(ð=0,001) ç ãðóïè çàäîâîëåíèõ.

Çâåðíóëèñü ó çàêëàäè îõîðîíè çäîðîâ'ÿ
(ÇÎÇ) äëÿ ïðîâåäåííÿ ðåíòãåíîä³àãíîñòèêè
61,54 [42,45-78,94]% îïèòàíèõ ç ãðóïè íåçà-
äîâîëåíèõ, äëÿ ôëþîðîãðàô³¿ - 34,62 [17,90-
53,58]%, ìàìîãðàô³¿ - 7,69 [0,79-20,77]%, êîì-
ï'þòåðíî¿ òîìîãðàô³¿ (ÊÒ) - 3,85 [0-14,43]%,
³íøèõ ä³àãíîñòè÷íèõ ïðîöåäóð - 15,38 [4,38-
31,44]% îñ³á. Ó ãðóï³ çàäîâîëåíèõ ñïîñòåð³-
ãàëîñü ïîä³áíå ñï³ââ³äíîøåííÿ çà ïðè÷èíàìè
çâåðíåííÿ, ñóòòºâèõ â³äì³ííîñòåé ì³æ ãðóïà-
ìè íå ñïîñòåð³ãàëîñü (ð>0,05).

Á³ëüø³ñòü (76,92 [59,16-90,76]%) ñåðåä
ðåñïîíäåíò³â ãðóïè íåçàäîâîëåíèõ ïðîõîäè-

ëè îáñòåæåííÿ îðãàí³â äèõàëüíî¿ ñèñòåìè, ùî
ïîâÿçàíî ç³ çíà÷íèì ïîøèðåííÿì ãîñòðîãî ðå-
ñï³ðàòîðíîãî çàõâîðþâàííÿ COVID-19, ñïðè-
÷èíåíîãî êîðîíàâ³ðóñíîþ ³íôåêö³ºþ SARS-
CoV-2, òà éîãî íàñë³äêàìè, õî÷à ó ãðóï³ çàäî-
âîëåíèõ çâåðòàëîñü ç ïðèâîäó îáñòåæåíü äè-
õàëüíî¿ ñèñòåìè ñóòòºâî ìåíøå (47,78 [42,8-
52,79]%, ð=0,004).

Ñåðåä îñíîâíèõ ïðîáëåì ïðè îáñòå-
æåíí³, âêàçàíèõ íåâäîâîëåíèìè îïèòàíèìè,
42,31 [24,34-61,40]% ç öèõ ïàö³ºíò³â â³äçíà-
÷èëè âåëèêó æèâó ÷åðãó íà îáñòåæåííÿ (ó ãðó-
ï³ çàäîâîëåíèõ - ëèøå 18,02 [14,33-22,02]%,
ð=0,003), à 26,92 [11,97-45,24]% - òðèâàëèé
ïåð³îä î÷³êóâàííÿ äî ïðèçíà÷åíîãî äíÿ äî-
ñë³äæåííÿ (ó ãðóï³ çàäîâîëåíèõ 9,40 [6,69-
12,52], ð=0,005) (Ðèñ.2).

Õî÷à îá'ºêòèâíî ñåðåäèííå çíà÷åííÿ
òðèâàëîñò³ î÷³êóâàííÿ äî îáñòåæåííÿ ñòàíî-
âèëî 7,00 (6,0; 25,0) äí³â ó ãðóï³ íåçàäîâîëå-
íèõ ³ áóëî íàâ³òü íåçíà÷íî ìåíøèì, í³æ ó ãðó-
ï³ çàäîâîëåíèõ ïàö³ºíò³â (12,00 (5,0; 14,0)
äí³â, p>0,05). À ìåä³àíà ÷àñó î÷³êóâàííÿ â
÷åðç³ â îáîõ ãðóïàõ áóëà îäíàêîâîþ ³ ñòàíî-

Ðèñ. 1
Îö³íêà ÿêîñò³ ìåäè÷íîãî îáñòåæåííÿ ó äåðæàâíèõ òà ïðèâàòíèõ ìåäè÷íèõ çàêëàäàõ çà 10-òèáàëüíîþ

øêàëîþ ó ôîêóñ-ãðóï³ íåçàäîâîëåíèõ (áàëè)
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âèëà 30,00 (18,75; 45,0) õâ òà 30,00 (21,25;
40,0) õâ â³äïîâ³äíî (ð>0,05).

Ñåðåä ³íøèõ ïðîáëåì ñóòòºâî ÷àñò³øå
â³äì³÷àëè îïèòóâàí³ ç ãðóïè íåçàäîâîëåíèõ
òàê³ ïðîáëåìè, ÿê ë³êàð íå äàâàâ íàïðàâëåííÿ
íà îáñòåæåííÿ - 5,38 [4,38-31,44]% ïðîòè 2,87
[1,44-4,78]% ó ãðóï³ çàäîâîëåíèõ, ð=0,001; íå-
äîáðîçè÷ëèâå ñòàâëåííÿ ë³êàðÿ àáî ³íøîãî
ñï³âðîá³òíèêà - 7,69 [0,79-20,77]% ïðîòè 1,83
[0,73-3,41]%, ð=0,049, â³äïîâ³äíî. Íå âêàçàëè
æîäíî¿ ç âèùåíàâåäåíèõ ïðîáëåì 38,46
[21,06-57,55]% ó ãðóï³ íåçàäîâîëåíèõ òà 62,92
[58,03-67,69]% ó ãðóï³ çàäîâîëåíèõ, ð=0,013.

Ïîíàä ÷âåðòü (26,92 [11,97-45,24]%)
ðåñïîíäåíò³â ôîêóñ-ãðóïè íåçàäîâîëåíèõ íå
âëàøòîâóâàëà ÿê³ñòü ìåäè÷íîãî îáëàäíàííÿ,
ÿêå âèêîðèñòîâóºòüñÿ ïðè ìåäè÷íîìó îáñòå-
æåíí³, òîä³ ÿê ó ãðóï³ çàäîâîëåíèõ óñ³õ ïàö³-
ºíò³â ÿê³ñòü ìåäè÷íîãî îáëàäíàííÿ ö³ëêîì
âëàøòîâóâàëà (ð<0,001) (Ðèñ. 3).

Íå âëàøòîâóâàëà ÷èñòîòà ³ êîìôîðò ó
êàá³íåò³ ë³êàðÿ ÷è ó â³ää³ëåíí³ 15,38 [4,38-
31,44]% ïàö³ºíò³â ç ãðóïè íåçàäîâîëåíèõ ïðî-
òè 0,52 [0,05-1,49]% îïèòàíèõ ç ãðóïè çàäî-
âîëåíèõ (ð<0,001); ðîáîòà ôàõ³âöÿ ä³àãíîñ-
òèêè - 7,69 [0,79-20,77]% òà 0,26 [0-1,02]%
â³äïîâ³äíî (ð<0,001). Â ö³ëîìó íàäàíîþ ïîñ-

ëóãîþ ìåäè÷íî¿ ä³àãíîñòèêè íåçàäîâîëåíèìè
áóëè 11,54 [2,36-26,33]% ïàö³ºíò³â ç ôîêóñ-
ãðóïè íåçàäîâîëåíèõ, òîä³ ÿê ó ãðóï³ çàäîâî-
ëåíèõ óñ³õ ïàö³ºíò³â îòðèìàí³ ïîñëóãè ìåäè÷-
íî¿ ä³àãíîñòèêè âëàøòîâóâàëè (ð<0,001).

Àíàë³ç ðîáîòè ë³êàðÿ, ÿêèé ïðîâîäèâ
îáñòåæåííÿ, ïîêàçàâ, ùî ëèøå 42,31 [24,34-
61,4]% ïàö³ºíò³â ôîêóñ-ãðóïè íåçàäîâîëåíèõ
âêàçàëè, ùî ìàëè ö³ëêîì  äîñòàòíüî ìîæëè-
âîñòåé ñï³ëêóâàííÿ ç íèì. Öåé ïîêàçíèê áóâ
äîñòîâ³ðíî íèæ÷èì ïîð³âíÿíî ç ãðóïîþ ïà-
ö³ºíò³â, çàäîâîëåíèõ ÿê³ñòþ ðàä³îëîã³÷íîãî
ä³àãíîñòè÷íîãî îáñòåæåííÿ ï³ä ÷àñ ïàíäåì³¿
COVID-19 (63,71 [58,83-68,45]%, ð=0,029).

Âîäíî÷àñ ëèøå 38,46 [21,06-57,55]%
ïàö³ºíò³â ç ãðóïè íåçàäîâîëåíèõ â³äïîâ³ëè â
àíêåò³, ùî ìàëè ìîæëèâ³ñòü ö³ëêîì â³ëüíî çà-
äàâàòè çàïèòàííÿ, ùî áóëî äîñòîâ³ðíî íèæ-
÷èì ó ïîð³âíÿíí³ ç ôîêóñ-ãðóïîþ çàäîâîëå-
íèõ ïàö³ºíò³â äàíîãî äîñë³äæåííÿ (63,45
[58,56-68,19]%, ð=0,011). Â òîé æå ÷àñ ó ãðóï³
íåçàäîâîëåíèõ âêàçàëè íà òå, ùî ìàëè ìîæ-
ëèâ³ñòü ëèøå äóæå ìàëî çàäàâàòè ïèòàíü
11,54 [2,36-26,33]% îïèòóâàíèõ ïðîòè 2,87
[1,44-4,78]% (ð=0,019) ó ãðóï³ çàäîâîëåíèõ.

Ö³ëêîì çàäîâîëåíèìè çðîçóì³ë³ñòþ ³
äîñòóïí³ñòþ âèêëàäó ïîÿñíåíü ë³êàðåì çàëè-

Ðèñ.2
Îñíîâí³ ïðîáëåìè ïðè îáñòåæåíí³ ó ãðóïàõ äîñë³äæóâàíèõ (%)

* - äîâåäåíà ð³çíèöÿ ì³æ ïîêàçíèêàìè ãðóï (ð<0,05)
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øèëèñü 42,31 [24,34-61,4]% ïàö³ºíò³â ç ãðóïè
íåçàäîâîëåíèõ, ùî ïîêàçóº ñòàòèñòè÷íó çíà-
÷óù³ñòü ð³çíèö³ ïîð³âíÿíî ç ãðóïîþ ðåñïîí-
äåíò³â, çàäîâîëåíèõ êîìïîíåíòîì äàíî¿ ïîñ-
ëóãè (65,27 [60,44-69,96], ð=0,018).

Ó õîä³ îïèòóâàííÿ ðåñïîíäåíòè òàêîæ
âèñëîâëþâàëè ñâîþ äóìêó ùîäî çàõîä³â, ÿê³
á ìîãëè ïîêðàùèòè ÿê³ñòü íàäàííÿ ìåäè÷íî¿
ä³àãíîñòèêè ïðîìåíåâî¿ ñëóæáè. Çîêðåìà, ïî-
íàä ïîëîâèíà (57,69 [38,6-75,66] íà 100 îïè-
òàíèõ) ðåñïîíäåíò³â ôîêóñ-ãðóïè, ÿê³ âèñëî-
âèëè íåâäîâîëåííÿ íàäàíèìè ìåäè÷íèìè
ïîñëóãàìè ï³ä ÷àñ ïàíäåì³¿ COVID-19, äëÿ
ïîêðàùåííÿ ÿêîñò³ íàäàííÿ ìåäè÷íî¿ äîïî-
ìîãè ââàæàþòü íåîáõ³äí³ñòü âïðîâàäæåííÿ
îðãàí³çàö³¿ çàïèñó íà îáñòåæåííÿ  ³ç âêàçàí-
íÿì ÷³òêî¿ äàòè òà ãîäèíè, à òàêîæ ñòâîðåííÿ
ñèñòåìè íàãàäóâàííÿ ïðî îáñòåæåííÿ øëÿõîì
çä³éñíåííÿ òåëåôîííèõ äçâ³íê³â, íàäñèëàííÿ
SMS òà åëåêòðîííèõ ëèñò³â. Ó ãðóï³ çàäîâî-

ëåíèõ òàê³ ïðîïîçèö³¿ ï³äòðèìàëî ñóòòºâî
ìåíøå îïèòàíèõ: 33,68 [29,04-38,49] íà 100
îïèòàíèõ (ð=0,013) òà 33,16 [28,54-37,95] íà
100 îïèòàíèõ (ð=0,011) â³äïîâ³äíî (Òàáë. 1).
Òàêîæ âäâ³÷³ á³ëüøå ðåñïîíäåíò³â ãðóïè íå-
çàäîâîëåíèõ, í³æ çàäîâîëåíèõ, ï³äòðèìàëè
çàõîäè ùîäî ñêîðî÷åííÿ òðèâàëîñò³ î÷³êóâàí-
íÿ äîñë³äæåííÿ ³ ïîïåðåäæåííÿ óòâîðåííÿ âå-
ëèêèõ ÷åðã (50,00 [31,25-68,75] íà 100 îïèòà-
íèõ ïðîòè 23,50 [19,39-27,87] íà 100 îïèòàíèõ
(ð=0,003), â³äïîâ³äíî.

Âèñíîâêè
1. Íà ï³äñòàâ³ îòðèìàíèõ äàíèõ âèîêðåìëåíî
ïåâí³ ïñèõîëîã³÷í³ òà ìåäè÷í³ îñîáëèâîñò³,
ïðèòàìàíí³ îñîáàì, ÿê³ áóëè íåçàäîâîëåí³
ÿê³ñòþ íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè ï³ä ÷àñ
ïàíäåì³¿ COVID-19 òà ñôîðìîâàíî ¿õ ìåäèêî-
ïñèõîëîã³÷íèé ïîðòðåò. À ñàìå: öå îñîáà, ÿêà
âæå ìàëà â ìèíóëîìó íåóñï³øíèé äîñâ³ä â³ä-

Òàáëèöÿ 1
Ðåêîìåíäàö³¿ ðåñïîíäåíò³â ùîäî ïîêðàùåííÿ ÿêîñò³ íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè ïðîìåíåâî¿ ñëóæáè

(íà 100 îïèòàíèõ)

Незадîâîлеíі Задîâîлеíі Пîêазíèêè Р 95%ДІ Р 95%ДІ р 

Оðãàí³çàö³ÿ çàïèñó íà îáñòåæåííÿ  ³ç ÷³òêîþ äàòîþ (ãîäèíîþ) 57,69 38,6-75,66 33,68 29,04-38,49 0,013 
Сòâîðåííÿ ñèñòåìè íàãàäóâàííÿ ïðî îáñòåæåííÿ  
(òåëåôîíí³ äçâ³íêè, SMS, åëåêòðîíí³ ëèñòè) 57,69 38,6-75,66 33,16 28,54-37,95 0,011 

Оíîâëåííÿ ñó÷àñíîãî îáëàäíàííÿ 50,00 31,25-68,75 41,51 36,63-46,48 0,40 
Сêîðî÷åííÿ òðèâàëîñò³ î÷³êóâàííÿ äîñë³äæåííÿ 
(ïîïåðåäèòè óòâîðåííÿ âåëèêèõ ÷åðã) 50,00 31,25-68,75 23,50 19,39-27,87 0,003 

Пîêðàùåííÿ êîìôîðòó î÷³êóâàííÿ ïðîöåäóðè 
(ñòâîðåííÿ ê³ìíàòè î÷³êóâàííÿ) 15,38 4,38-31,44 18,02 14,33-22,02 0,74 

Çàïèñ äî ë³êàðÿ áåç ïîñåðåäíèöòâà ñ³ìåéíîãî ë³êàðÿ 7,69 0,79-20,77 0  <0,001 
Оðãàí³çàö³ÿ ñóïðîâîäó ìàëîìîá³ëüíèõ ãðóï ïàö³ºíò³â 
(ñïåöòðàíñïîðò ÷è ³íøå) 0  13,32 10,10-16,90 0,047 

Ðèñ. 3.
×àñòêà íåçàäîâîëåíèõ ïåâíèìè âèäàìè ìåäè÷íèõ ïîñëóã ó äîñë³äæóâàíèõ ãðóïàõ (%)

Äîâåäåíà ð³çíèöÿ ì³æ óñ³ìà ïîêàçíèêàìè ãðóï (ð<0,001)
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Introduction
At the current stage of significant changes in the
health care system, including those related to
complex challenges facing our country,
compliance, and quality control of medical care
are key aspects of the entire medical community.
According to the recommendations of the WHO,
when communicating between a physician and a
patient, it is necessary to take into account 4
components of the quality of medical services, such
as the professionalism of the physician, effective
use of resources, risks for patients and patient
satisfaction with the medical care received [1, 2].
Actually, the patient's satisfaction with the medical
service is one of the key components of quality, as
it gives an idea of the other three components
mentioned above. Through the prism of the patient's
vision, it is possible to evaluate the social efficiency
of the work of health care institutions. An important
role is given to the opinion of patients about various
aspects of medical care, an integral component of
which is medical diagnosis [3, 4]. The analysis of
the assessment of patient satisfaction or
dissatisfaction should be taken into account when
making management decisions when forming a
medical service in each health care facility, which
will allow adherence to a patient-oriented approach
in clinical practice [5, 6].

The aim of the study is forming a medical-
psychological portrait of patients who are
dissatisfied with the level of diagnostic radiological
care during the COVID-19 pandemic, based on the

MEDICAL AND PSYCHOLOGICAL PORTRAIT OF PATIENTS DISSATISFIED
WITH THE LEVEL OF DIAGNOSTIC RADIOLOGICAL CARE DURING
THE COVID-19 PANDEMIC

â³äóâàííÿ äåðæàâíèõ ÇÎÇ, çâåðòàºòüñÿ ç ïðè-
âîäó ìåäè÷íîãî îãëÿäó äëÿ ðîáîòè/íàâ÷àííÿ,
ïåðåâàæíî äëÿ ä³àãíîñòèêè îðãàí³â äèõàëüíî¿
ñèñòåìè, íåçàäîâîëåíà òðèâàëèì ïåð³îäîì
î÷³êóâàííÿ äî ïðèçíà÷åíîãî äíÿ äîñë³äæåííÿ
òà âåëèêîþ æèâîþ ÷åðãîþ íà îáñòåæåííÿ,
ââàæàº íåäîáðîçè÷ëèâèì ñòàâëåííÿ ë³êàðÿ
àáî ³íøîãî ñï³âðîá³òíèêà, íåçàäîâîëåíà ðî-
áîòîþ ôàõ³âöÿ ä³àãíîñòèêè òà ìîæëèâ³ñòþ
â³ëüíî çàäàâàòè íåîáõ³äí³ çàïèòàííÿ ë³êàðþ,

íå âëàøòîâóº íèçüêà ÿê³ñòü ìåäè÷íîãî îáëàä-
íàííÿ òà ÷èñòîòà ³ êîìôîðò ó êàá³íåò³ ë³êàðÿ
÷è ó â³ää³ëåíí³.
2. Îòðèìàí³ äàí³ ùîäî õàðàêòåðíèõ îñîáëèâîñ-
òåé îñ³á, ÿê³ áóëè íå çàäîâîëåí³ íàäàíîþ ìå-
äè÷íîþ äîïîìîãîþ ï³ä ÷àñ ïàíäåì³¿ COVID-
19, áóäóòü âàæëèâèìè ïðè óäîñêîíàëåíí³ ðî-
áîòè ñëóæáè ïðîìåíåâî¿ ä³àãíîñòèêè.

Êîíôë³êò ³íòåðåñ³â - â³äñóòí³é.

study of their opinion on the quality of work of
radiological diagnostics services in medical
institutions of Lviv city and region.

Material and Methods
The study involved conducting sociological
survey using questionnaire of 409 patients who
applied for medical radiological diagnostics to
medical institutions in Lviv city and region in
2023. According to the results of the survey, 2
focus groups were distinguished: group 1,
"Dissatisfied" - 26 patients (6.36%), who
expressed a certain level of dissatisfaction with
the services received during the COVID-19
pandemic, group 2, "Satisfied" - 383 patients (93,
64%), who were generally satisfied with the
services provided in the same period.

The age of respondents in the dissatisfied
focus group ranged from 19 to 67 years of age, the
median age amounted to 37.50 years (25%
percentile - 25.0 years; 75% percentile - 50.0 years).
In the group of satisfied patients, the median age
was slightly higher - 42 years of age (31.0; 50.0),
the patients' ages ranged from 18 to 76 years.

The distribution by gender showed no
significant differences between the groups,
although there were slightly more dissatisfied
women in the focus group: 73.08%, 95%
confidence interval [95% CI] amounted to 54.76-
88.03%, while in the focus group of the satisfied -
69.45 [64.75-73.96] %. There were 26.92 [11.97-
45.24] % and 30.55 [26.04-35.25] % men in the
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studied groups, respectively (ð>0.05).
Descriptive statistics methods were used

in the study. Relative indicators are presented in
the form of shares with a 95% confidence interval
calculated by the method of Fisher's angular
transformation (P [95% CI], %) or intensive
indicators per 100 respondents. Mean values are
presented as median and the 1st and 3rd quartiles
(Me (Q1; Q3)). The significance of the difference
between relative indicators was investigated
using the Pearson χ2 test, between means in
independent groups - using the Mann-Whitney
test (U), between means in related groups - using
the Wilcoxon test (W). The minimum value of
the reliable difference between indicators was
taken at the level of p<0.05 [5].

Results and Discussion
The vast majority of respondents in the
dissatisfied focus group were examined in state
polyclinics in Lviv - 80.77 [63.75-93.30] %,
while in the satisfied focus group there were only
about a quarter of them (26.11 [21.84 -30.62]
%, p<0.001). In the past, almost all (96.15

[85.57-100] %) respondents from the dissatisfied
group had previous studies in a state medical
institution (in the satisfied group there were
slightly fewer of them - 85.64 [81.95-88.97] %,
p>0.05) and more than half (61.54 [42.45-78.94]
%) - in a private medical institution (only 42.56
[37.65-47.54] % in the satisfied group, p >0.05).
The assessment of the quality of medical examination
in these medical institutions on a 10-point scale
showed that the respondents of the dissatisfied
focus group rate the quality of service in state
institutions as significantly lower than in the
private ones (Fig. 1).

In particular, efficiency and comfort were
rated the lowest in public HCIs, amounting to
4.00 (3.0; 10.0) points, while in private HCIs
these indicators received 9.00 (8.0; 10.0) points
(p=0.003) from the respondents. The quality of
diagnostic service in public HCIs was estimated
at 7.00 (5.0, 9.0) points versus 9.00 (8.0, 9.0)
points (p=0.012) in private HCIs, as was the level
examination preparation from the respondents
7.00 (4.0; 9.0) points vs 9.00 (8.0; 9.25) points,

Fig. 1.
Evaluation of the quality of medical examination in public and private medical institutions on a 10-point scale in the

focus group of the dissatisfied (scores)
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respectively (p=0.005). Communication with a
diagnostic specialist in public HCIs received the
highest score among the dissatisfied group - 8.00
(5.0, 10.0) points, which slightly differed from
the score for private HCIs - 8.50 (7.75, 10.0)
points, p>0.05.

The respondents of the satisfied focus
group also indicated a higher quality of medical
diagnostics in private HCIs compared to public
HCIs: the median value of quality points in
public HCIs was at the level of 9.0 points, in
private ones - 10.0 points (ð<0.05).

Comparing the data on the quality assessment
of the provision of medical diagnostics between
the dissatisfied and the satisfied groups, it was
found that the respondents of the dissatisfied
focus group rated all indicators of quality
assessment in public HCIs and the quality of
diagnostic service in private HCIs significantly
lower (p<0.05) than the respondents of the
satisfied group.

Half (50.00 [31.25-68.75] %) of the
subjects from the dissatisfied group indicated a
medical examination for work/study as the main
reason for applying for a medical diagnosis,
while only 30.29 of respondents of the satisfied
group [25 .79-34.98] % (ð=0.036) applied with
this purpose. In addition, 38.46 [21.06-57.55] %
of respondents from the dissatisfied group and
24.02 [19.88-28.42] % (p>0.05) from the
satisfied group underwent examinations with the
aim of prevention, as well as diagnosing the
disease - 11.54 [2.36-26.33] from the dissatisfied
group and 45.69 [40.73-50.69] % (p=0.001) from
the satisfied group.

Health care institutions (HCIs) were
visited by 61.54 [42.45-78.94] % of respondents
of the dissatisfied group for X-ray diagnostics,
by 34.62 [17.90-53.58] % - for fluorography, by
7.69 [0.79-20.77] % - for mammography, by 3.85
[0-14.43] % - computed tomography (CT), by
15.38 [4.38-31.44] % - for other diagnostic
procedures. In the satisfied group, a similar ratio
was observed regarding the reasons of
appointment, no significant differences between
the groups were observed (p>0.05).

The majority (76.92 [59.16-90.76] %) of

the respondents of the dissatisfied group
underwent an examination of the respiratory
organs, which is associated with a significant
spread of the acute respiratory disease COVID-
19, caused by the SARS-CoV-2 coronavirus
infection, and its consequences, although in the
satisfied group there were significantly fewer
requests for examinations of the respiratory
system (47.78 [42.8-52.79] %, p=0.004).

Among the main problems during the
examination indicated by the dissatisfied
respondents, 42.31 [24.34-61.40] % of these
patients noted a long queue for the examination
(in the satisfied group - only 18.02 [14.33-22.02]
%, p=0.003), and 26.92 [11.97-45.24] % - a long
waiting period until the appointed day of the
examination (9.40 [6.69-12.52] in the satisfied
group, p=0.005) (Fig. 2).

However, objectively the median value of
the waiting time before examination was 7.00 (6.0;
25.0) days in the dissatisfied group and was even
slightly less than in the satisfied group (12.00 (5.0;
14.0) days, p>0.05). And the median waiting time
in the queue in both groups was the same and
amounted to 30.00 (18.75; 45.0) min and 30.00
(21.25; 40.0) min, respectively (p>0.05).

Among other problems, respondents
from the dissatisfied group significantly more
often noted problems such as the physician not
giving a referral for examination - 5.38 [4.38-
31.44] % versus 2.87 [1.44-4.78] % in the satisfied
group, p=0.001; unkind attitude of a physician or
other employee - 7.69 [0.79-20.77] % versus 1.83
[0.73-3.41] %, p=0.049, respectively. 38.46 [21.06-
57.55] % in the dissatisfied group and 62.92 [58.03-
67.69] % in the satisfied group did not indicate any
of the above problems, p=0.013.

More than a quarter (26.92 [11.97-45.24]
%) of the respondents of the dissatisfied focus group
were not satisfied with the quality of the medical
equipment used during the medical examination,
while in the satisfied group all patients were
completely satisfied with the quality of the medical
equipment (p<0.001) (Fig. 3).

Regarding the cleanliness and comfort of
the physician's office or the department, 15.38
[4.38-31.44] % of patients of the dissatisfied
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group were not satisfied, versus 0.52 [0.05-1.49]
% of the respondents from the satisfied group
(ð<0.001); regarding the work of a diagnostic
specialist - 7.69 [0.79-20.77] % and 0.26 [0-1.02]
%, respectively (ð<0.001). In general, 11.54
[2.36-26.33] % of patients of the dissatisfied
focus group were dissatisfied with the provided
medical diagnostic service, while in the satisfied
group, all the received medical diagnostic
services were satisfactory (p<0.001).

Analysis of the work of the physician who
conducted the examination showed that only 42.31
[24.34-61.4] % of the patients of the dissatisfied focus
group indicated that they had enough opportunities
to communicate with them. This indicator was
significantly lower compared to the group of
patients satisfied with the quality of radiological
diagnostic examination during the COVID-19
pandemic (63.71 [58.83-68.45] %, p=0.029).

Meanwhile, only 38.46 [21.06-57.55] %

Fig.2.
The main problems when examining the studied groups (%)

* - a proven difference between the indicators of groups (ð<0.05)

Fig. 3.
The share of those dissatisfied with certain types of medical services in the studied groups (%)

Note. * - a proven difference between the indicators of groups (ð<0.001)
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of patients from the dissatisfied group answered
in the questionnaire that they had the opportunity
to ask questions quite freely, which was
significantly lower in comparison with the
satisfied focus group of this study (63.45 [ 58.56-
68.19] %, p=0.011). At the same time, in the
dissatisfied group, 11.54 [2.36-26.33] % of
respondents indicated that they had the
opportunity to ask very few questions versus 2.87
[1.44-4.78] % (ð= 0.019) in the satisfied group.

Regarding the comprehensibility and
accessibility of the physician's explanations,
42.31 [24.34-61.4] % of patients from the
dissatisfied group remained completely satisfied,
which shows the statistical significance of the
difference compared to the group of respondents
satisfied with the component of this service
(65.27 [60.44- 69.96], p=0.018).

In the course of the survey, the respondents
also expressed their opinion on measures that could
improve the quality of medical diagnostics provided
by the radiation service. In particular, more than
half (57.69 [38.6-75.66] per 100 respondents) of
the focus group respondents who expressed
dissatisfaction with the medical services provided
during the COVID-19 pandemic believe that in
order to improve the quality of medical care, it is
necessary to implement the organization of the
record for the examination with a clear date and
time, as well as creating a system of reminders
about the examination by making phone calls,
sending SMS and e-mails. In the satisfied group,
significantly fewer respondents supported such
proposals: 33.68 [29.04-38.49] per 100 respondents
(ð=0.013) and 33.16 [28.54-37.95] per 100
respondents (ð=0.011) respectively (Table 1).

Moreover, twice as many respondents of
the dissatisfied group than of the satisfied group
supported the measures to reduce the duration
of waiting for research and prevent the formation
of long queues (50.00 [31.25-68.75] per 100
respondents against 23.50 [19.39-27.87] per 100
respondents (p=0.003), respectively.

Conclusions
1.Based on the obtained data, certain psychological
and medical features characteristic of individuals
who were dissatisfied with the quality of medical
diagnosis during the COVID-19 pandemic were
identified, and their medical-psychological portrait
was formed. Specifically, it is an individual who
has already had an unsuccessful experience of
visiting state health care facilities in the past, applies
for a medical examination for work/study, mainly
for the diagnosis of respiratory system organs, is
dissatisfied with the long waiting period until the
appointed day of the examination and the long live
queue for the examination, considers the attitude
of the physician or another employee as unkind, is
dissatisfied with the work of the diagnostic
specialist and the opportunity to freely ask the
physician the necessary questions, is dissatisfied
with the low quality of medical equipment and
cleanliness and comfort in the physician's office or
in the department.
2. The obtained data on the characteristic features
of individuals who were not satisfied with the
medical care provided during the COVID-19
pandemic will be important in improving the
work of the radiation diagnostics service.

Conflict of interest. There is no conflict of interest.
Table 1

Recommendations of respondents regarding the improvement of the quality of providing medical diagnostics by the
radiation service (per 100 respondents)

Dissatisfied Satisfied Indicators 
Р 95%CI Р 95%CI 

р 

Organization of the appointment for examination with a clear date (time) 57.69 38.6-75.66 33.68 29.04-38.49 0.013 
Creation of an examination reminder system (phone calls, SMS, e-mails) 57.69 38.6-75.66 33.16 28.54-37.95 0.011 
Update of modern equipment 50.00 31.25-68.75 41.51 36.63-46.48 0.40 
Reducing the duration of waiting for the examination 
(prevent the formation of long queues) 50.00 31.25-68.75 23.50 19.39-27.87 0.003 

Improving the comfort of waiting for the procedure 
(creating a waiting room) 15.38 4.38-31.44 18.02 14.33-22.02 0.74 

An appointment with a physician without the mediation of a family doctor 7.69 0.79-20.77 0  <0.001 
Organization of accompanying groups of patients with reduced 
mobility (special transport or other) 0  13.32 10.10-16.90 0.047 
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