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Ðåôåðàò
Ìåòà. Îö³íèòè çàäîâîëåí³ñòü íàñåëåííÿ Ëüâ³âñüêî¿
îáëàñò³ ðîáîòîþ ñëóæáè ïðîìåíåâî¿ ä³àãíîñòèêè, âè-
ÿâèòè ïðîáëåìè òà øëÿõè ¿õ âèð³øåííÿ.
Ìàòåð³àë ³ ìåòîäè. Ïðîâåäåíî ñîö³îëîã³÷íå äîñë³-
äæåííÿ ìåòîäîì àíêåòóâàííÿ 409 îñ³á, ÿê³ ïðîõîäèëè
ðàä³îëîã³÷íå ä³àãíîñòè÷íå îáñòåæåííÿ íà áàç³ ìå-
äè÷íèõ çàêëàä³â ì. Ëüâîâà òà îáëàñò³.
Ðåçóëüòàòè é îáãîâîðåííÿ. Ïàö³ºíòè îö³íèëè ÿê³ñòü
îáñòåæåííÿ ó ïðèâàòíèõ ìåäè÷íèõ çàêëàäàõ âèùå,
àí³æ ó äåðæàâíèõ. Â ö³ëîìó, íàäàíèìè ïîñëóãàìè ìå-

Abstract
The aim of the study is to assess the satisfaction of the
population of the Lviv region with the work of the
diagnostic radiology service, to identify problems and
ways to solve them.
Materials and Methods. A sociological survey involved
409 individuals who underwent diagnostic X-ray
examinations at medical institutions in Lviv and the Lviv
region.
Results and Discussion. Patients rated the quality of
examinations in private medical institutions higher than
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äè÷íî¿ ä³àãíîñòèêè áóëè ïîâí³ñòþ çàäîâîëåí³ 64,79%
[60,1-69,34] îïèòàíèõ, ÷àñòêîâî çàäîâîëåí³ - 25,67%
[21,56-30,01]. Ó ïàö³ºíò³â áóëè çàóâàæåííÿ ùîäî
ÿêîñò³ ìåäè÷íîãî îáëàäíàííÿ, äîòðèìàííÿ ïðèâàò-
íîñò³ ï³ä ÷àñ îãëÿäó òà îáñòåæåííÿ, à òàêîæ ÷èñ-
òîòè ³ êîìôîðòó ó êàá³íåò³ / â³ää³ëåíí³. ²ñíóº ïîòðå-
áà ó ïîêðàùåíí³ êîìóí³êàö³¿ ì³æ ë³êàðåì òà ïàö³ºí-
òîì: áëèçüêî ÷âåðò³ ðåñïîíäåíò³â (23,72% - 28,61%)
íàãîëîñèëè, ùî íå â ïîâíîìó îáñÿç³ ìàëè ìîæëèâ³ñòü
ñï³ëêóâàòèñÿ ³ç ë³êàðåì òà â³ëüíî çàäàâàòè çàïèòàí-
íÿ, à ïîÿñíåííÿ ë³êàðÿ ùîäî îáñòåæåííÿ òà àëãîðèò-
ìó ïðîâåäåííÿ ïðîöåäóðè áóëè íå ïîâí³ñòþ çðîçóì³-
ëèìè òà äîñòóïíèìè. Âèçíà÷åíî, ùî ï³ñëÿ çàïðîâà-
äæåííÿ âîºííîãî ñòàíó (ç 24 ëþòîãî 2022 ðîêó) ïà-
ö³ºíòè ñòàëè ÷àñò³øå ñêàðæèòèñü íà íåçðó÷íèé ãðà-
ô³ê ïðèéîìó (10,02% [7,31-13,12]), íåìîæëèâ³ñòü àáî
ñêëàäí³ñòü çàïèñó íà ïðèéîì (11,25% [8,37-14,49]),
ñêëàäí³ñòü îòðèìàòè ñêåðóâàííÿ íà îáñòåæåííÿ
(12,71% [9,67-16,11]), ïñèõîëîã³÷í³ ïðîáëåìè (ñòðàõ,
òðèâîãà çà ðåçóëüòàò îáñòåæåííÿ) - 15,16% [11,85-
18,79], â³ääàëåí³ñòü íåîáõ³äíîãî ä³àãíîñòè÷íîãî çàê-
ëàäó â³ä ì³ñöÿ ïðîæèâàííÿ (15,40% [12,07-19,06]).
Íàòîì³ñòü, ìåíøå òóðáóâàòè ïàö³ºíò³â ñòàëè äîâã³
÷åðãè (12,96% [9,88-16,38]), íåîáõ³äí³ñòü ìàòè îñî-
áèñò³ äîìîâëåíîñò³ òà êîíòàêòè ç ë³êàðÿìè-ðàä³î-
ëîãàìè (4,16% [2,44-6,30]), íåçðó÷í³ñòü ì³ñöÿ î÷³êó-
âàííÿ (3,42% [1,88-5,40]), à òàêîæ äîâãîòðèâàë³ñòü
ñàìîãî îáñòåæåííÿ (2,69% [1,35-4,48]).
Âèñíîâêè. Ðåçóëüòàòè ïðîâåäåíîãî ñîö³îëîã³÷íîãî
äîñë³äæåííÿ çàñâ³ä÷èëè íàëåæíèé ð³âåíü äîñòóïíîñ-
ò³, îïåðàòèâíîñò³ òà äîòðèìàííÿ ñòàíäàðò³â ïðè
íàäàíí³ ïîñëóã ìåäè÷íî¿ ä³àãíîñòèêè. Âîäíî÷àñ, âè-
ÿâëåíî íèçêó ïðîáëåì ó ðîáîò³ ñëóæáè ïðîìåíåâî¿ ä³-
àãíîñòèêè. Íåîáõ³äíî àêöåíòóâàòè óâàãó êåð³âíèê³â ìå-
äè÷íèõ çàêëàä³â íà çàçíà÷åíèõ áëîêàõ ïèòàíü, îñê³ëüêè
á³ëüø³ñòü ç íèõ âèìàãàþòü îðãàí³çàö³éíîãî âèð³øåííÿ
òà íå ïîòðåáóþòü äîäàòêîâîãî ô³íàíñóâàííÿ.

in public ones. In general, 64.79% [60.1-69.34] of the
respondents were completely satisfied with the provided
medical diagnostic services, and 25.67% [21.56-30.01] were
partially satisfied. Patients had comments regarding the
quality of medical equipment, privacy during inspection and
examination, as well as cleanliness and comfort in the office/
department. There is a need to improve communication
between the doctor and the patient: about a quarter of the
respondents (23.72% - 28.61%) emphasized that they did
not have the opportunity to communicate with the doctor
and freely ask questions, and the doctor's explanation of the
examination and the algorithm of the procedure were not
fully understood and accessible. It was determined that after
the introduction of martial law (since February 24, 2022),
patients began to complain more often about the
inconvenient appointment schedule (10.02% [7.31-13.12]),
the impossibility or difficulty of making an appointment
(11.25% [ 8.37-14.49]), difficulty in getting a referral for
an examination (12.71% [9.67-16.11]), psychological
problems (fear, anxiety about the examination result) -
15.16% [11.85-18.79], the distance of the required
diagnostic facility from the place of residence (15.40%
[12.07-19.06]). Instead, long queues (12.96% [9.88-16.38]),
the need to have personal arrangements and contacts with
radiologists (4.16% [2.44-6.30]), the inconvenience of the
waiting room (3.42% [1.88-5.40]), as well as the duration
of the examination itself (2.69% [1.35-4.48]) became less
of a concern for patients.
Conclusions. The results of the conducted sociological
survey proved the appropriate level of availability,
promptness, and compliance with standards in the
provision of medical diagnostic services. At the same time,
several issues were identified in the work of the diagnostic
radiology service. It is necessary to focus the attention of
heads of medical institutions on the specified blocks of
issues since most of them require an organizational
solution and do not require additional funding.

Âñòóï
ßê³ñòü ìåäè÷íèõ ïîñëóã º êëþ÷îâèì ïðèíöè-
ïîì íàäàííÿ ìåäè÷íî¿ äîïîìîãè íàñåëåííþ.
Îäíèì ³ç ³íäèêàòîð³â îö³íêè ¿¿ ÿêîñò³ º çàäîâî-
ëåí³ñòü ïàö³ºíò³â íàäàíîþ ìåäè÷íîþ äîïîìî-
ãîþ [6]. Çàäîâîëåí³ñòü ïàö³ºíò³â º ñâîºð³äíèì
ì³ðèëîì ñîö³àëüíî¿ åôåêòèâíîñò³ ä³ÿëüíîñò³ ìå-
äè÷íèõ çàêëàä³â, îñê³ëüêè îá'ºêòèâíî â³äîáðà-
æàº ïîòî÷íó ñèòóàö³þ â ñèñòåì³ îõîðîíè çäî-
ðîâ'ÿ. Âîäíî÷àñ, ç'ÿñóâàííÿ ñòóïåíÿ çàäîâîëå-
íîñò³ ïàö³ºíò³â øëÿõîì ïðîâåäåííÿ ñîö³îëîã³÷-
íîãî îïèòóâàííÿ º îäí³ºþ ³ç ôîðì îòðèìàííÿ
çâîðîòíîãî çâ'ÿçêó (patient feedback) [1, 4].

Îö³íêà çàäîâîëåíîñò³ ïàö³ºíò³â âïëèâàº
íà ïðèéíÿòòÿ çâàæåíèõ óïðàâë³íñüêèõ ð³øåíü

â ìåíåäæìåíò³ çàêëàäó îõîðîíè çäîðîâ'ÿ äëÿ
ïîêðàùåííÿ ÿêîñò³ ìåäè÷íèõ ïîñëóã [8], à òàêîæ
äîòðèìàííÿ ïðèíöèïó ïàö³ºíò-îð³ºíòîâàíîãî
ï³äõîäó â êë³í³÷í³é ïðàêòèö³ [11].

Ìåòà ðîáîòè - îö³íèòè çàäîâîëåí³ñòü
íàñåëåííÿ Ëüâ³âñüêî¿ îáëàñò³ ðîáîòîþ ñëóæ-
áè ïðîìåíåâî¿ ä³àãíîñòèêè, âèÿâèòè ïðîáëå-
ìè òà øëÿõè ¿õ âèð³øåííÿ.

Ìàòåð³àë ³ ìåòîäè
Ïðîâåäåíî ñîö³îëîã³÷íå äîñë³äæåííÿ ìåòî-
äîì àíêåòóâàííÿ ñåðåä îñ³á, ÿê³ ïðîõîäèëè ðà-
ä³îëîã³÷íå ä³àãíîñòè÷íå îáñòåæåííÿ íà áàç³
ìåäè÷íèõ çàêëàä³â ì. Ëüâîâà òà îáëàñò³. Îïè-
òàíî 409 ðåñïîíäåíò³â, ñåðåä ÿêèõ 69,68 % -
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æ³íêè, 30,32 % - ÷îëîâ³êè. Ñåðåäí³é â³ê ðåñ-
ïîíäåíò³â - 41,56±13,70 ðîê³â.

Àíêåòóâàííÿ ïðîâîäèëîñü ç ãðóäíÿ 2022
ðîêó äî áåðåçíÿ 2023 ðîêó. Äëÿ çáîðó ³íôîðìàö³¿
áóëî ðîçðîáëåíî óí³ô³êîâàíèé îïèòóâàëüíèê.
Çàñòîñîâóâàëèñü äèõîòîì³÷í³ ïèòàííÿ, à òàêîæ
ïèòàííÿ çàêðèòî¿ òà íàï³âçàêðèòî¿ ôîðìè (áóëè
çàïðîïîíîâàí³ âàð³àíòè ãîòîâèõ â³äïîâ³äåé, à
òàêîæ ïàö³ºíò ìàâ ìîæëèâ³ñòü äîäàòêîâî
âèñëîâèòè ñâîþ òî÷êó çîðó òà ïðîïîçèö³¿).

Ðåòðîñïåêòèâíèé àíàë³ç äàíèõ ïðîâî-
äèâñÿ íà îñíîâ³ ³íôîðìàö³¿ ïðî ïîïåðåäí³ äî-
ñë³äæåííÿ, ÿê³ ïàö³ºíòè ïðîõîäèëè ðàí³øå.

Ó ìèíóëîìó ðåñïîíäåíòè íàé÷àñò³øå
ïðîõîäèëè ðåíòãåíîãðàô³þ (68,70%) òà
ôëþîðîãðàô³þ (45,97%). Êîìï'þòåðíó òîìî-
ãðàô³þ (ÊÒ) ïðîõîäèëè 22,00 % îïèòàíèõ, à
ÌÐÒ- 14,91%. Íàòîì³ñòü, 8,56% â³äçíà÷èëè,
ùî æîäíèõ ïîïåðåäí³õ ä³àãíîñòè÷íèõ äîñë³-
äæåíü ó íèõ íå áóëî. Ñåðåä ³íøèõ äîñë³-
äæåíü, ÿê³ ïðîõîäèëè 8,07 % ïàö³ºíò³â, îïè-
òàí³ âêàçàëè ìàìîãðàô³þ (2,69 %).

Çã³äíî ç îòðèìàíèìè äàíèìè, 38,63%
ðåñïîíäåíò³â ïðîõîäèëè ïîïåðåäí³ ä³àãíîñòè÷-
í³ îáñòåæåííÿ ó äåðæàâíèõ òà ïðèâàòíèõ ìå-
äè÷íèõ çàêëàäàõ, ò³ëüêè ó äåðæàâíèõ - 47,68 %
ïàö³ºíò³â, ëèøå ó ïðèâàòíèõ óñòàíîâàõ - 5,13%.

Ó ðîáîò³ âèêîðèñòàí³ ìåòîäè ñèñòåì-
íîãî ï³äõîäó òà àíàë³çó, ñîö³îëîã³÷íèé ìåòîä,
ñòàòèñòè÷íèé ìåòîä: àíàë³ç ñåðåäí³õ âåëè÷èí
(ïðåäñòàâëåíî ÿê ñåðåäíº àðèôìåòè÷íå òà
ñòàíäàðòíå êâàäðàòè÷íå â³äõèëåííÿ (Ì±SD),
ïîð³âíÿííÿ çà êðèòåð³ºì Ñòüþäåíòà) òà â³ä-
íîñíèõ âåëè÷èí (ïðåäñòàâëåíî ÿê ÷àñòêà òà
95% äîâ³ð÷èé ³íòåðâàë çà ìåòîäîì êóòîâîãî
ïåðåòâîðåííÿ Ô³øåðà (Ð [95%Ä²], %), ïîð³â-
íÿííÿ çà êðèòåð³ºì Ï³ðñîíà). Ñòàòèñòè÷í³ îá-
ðàõóíêè ïðîâîäèëèñÿ ³ç âèêîðèñòàííÿì ïðî-
ãðàìíîãî çàáåçïå÷åííÿ RStudio v. 1.1.442 òà
R Commander v.2.4-4.

Ðåçóëüòàòè
Çà ðåçóëüòàòàìè ïðîâåäåíîãî îïèòóâàííÿ
âñòàíîâëåíî, ùî îñíîâíèìè ïðè÷èíàìè çâåð-
íåííÿ çà ìåäè÷íîþ ä³àãíîñòèêîþ áóëî çàõâî-
ðþâàííÿ àáî òðàâìà (43,52% [38,75-48,35]) òà
ìåäè÷íèé îãëÿä äëÿ ðîáîòè ÷è íàâ÷àííÿ

(31,54% [27,13-36,12]). Âàðòî â³äçíà÷èòè, ùî
÷âåðòü îïèòàíèõ ïàö³ºíò³â (24,94% [20,87-
29,24]) ïðîõîäèëè îáñòåæåííÿ çà âëàñíèì áà-
æàííÿì, ç ìåòîþ ïðîô³ëàêòèêè.

Ó ïîëîâèí³ âèïàäê³â (49,63% [44,8-
54,47]) îáñòåæóâàëàñü äèõàëüíà ñèñòåìà, ùî
ìîæå áóòè ïîÿñíåíî ïîøèðåííÿì ãîñòðî¿ ðå-
ñï³ðàòîðíî¿ õâîðîáè COVID-19, ñïðè÷èíåíî¿
êîðîíàâ³ðóñîì SARS-CoV-2 òà ¿¿ íàñë³äêàìè.
×âåðòü (25,92% [21,79-30,27]) ðåñïîíäåíò³â
â³äçíà÷èëè, ùî îáñòåæóâàëè ê³ñòêîâî-ì'ÿçîâó
ñèñòåìó, ùî, éìîâ³ðíî, ñïðè÷èíåíî òðàâìîþ.
Ñåðåä ³íøèõ ñèñòåì îðãàí³çìó, ÿê³ äîñë³äæó-
âàëèñü, ïàö³ºíòè âêàçàëè ñåðöåâî-ñóäèííó
(11,98% [9,02-15,3]), ñå÷îñòàòåâó (6,11% [4-
8,64]) òà òðàâíó (5,62% [3,6-8,06]) ñèñòåìè.

Ó 60,64% [55,86-65,31] âèïàäê³â ïàö³-
ºíòè ïîòðàïëÿëè íà îáñòåæåííÿ çà íàïðàâëåí-
íÿì ñ³ìåéíîãî ë³êàðÿ / òåðàïåâòà / ïåä³àòðà, ó
13,69% [10,54-17,19] - çà íàïðàâëåííÿì ë³êà-
ðÿ-ñïåö³àë³ñòà ïîë³êë³í³êè. Áåç íàïðàâëåííÿ
çä³éñíþâàëè ìåäè÷íó ä³àãíîñòèêó 25,67%
[21,56-30,01] ïàö³ºíò³â.

Îïåðàòèâí³ñòü íàäàííÿ ïîñëóãè º îä-
íèì ³ç êðèòåð³¿â îö³íêè ¿¿ ÿêîñò³, òîìó îäíå ³ç
çàïèòàíü íàøîãî îïèòóâàëüíèêà ñòîñóâàëîñÿ
òðèâàëîñò³ ä³àãíîñòè÷íî¿ ïðîöåäóðè. Çã³äíî
ç ðåçóëüòàòàìè, 43,03% [38,27-47,86] â³äçíà-
÷èëè, ùî îáñòåæåííÿ òðèâàëî äî 15 õâ, à
31,30% [26,9-35,87] - äî 30 õâ. Òàêèì ÷èíîì,
3/4 ðåñïîíäåíò³â (74,33% [69,99-78,44]) îòðè-
ìàëè ïîñëóãó âïðîäîâæ ï³â ãîäèíè, ùî çàñâ³ä-
÷óº âèñîêó îïåðàòèâí³ñòü ðîáîòè ñëóæáè ïðî-
ìåíåâî¿ ä³àãíîñòèêè. Äî 1 ãîäèíè çàéíÿëî îá-
ñòåæåííÿ ó 17,11% [13,62-20,91], 1-2 ãîäèíè -
4,40% [2,63-6,6] ³ ëèøå 4,16% [2,44-6,3] ïà-
ö³ºíò³â âêàçàëè, ùî òðèâàë³ñòü ¿õíüîãî îáñòå-
æåííÿ áóëà á³ëüøå 2-õ ãîäèí.

Ùîäî ô³íàíñîâî¿ ñêëàäîâî¿, òî îáñòå-
æåííÿ áóëî ïîâí³ñòþ áåçêîøòîâíèì ó 64,79%
[60,1-69,34] âèïàäê³â, 29,58% [25,26-34,1]
ðåñïîíäåíò³â çä³éñíþâàëè îïëàòó â êàñó ìå-
äè÷íîãî çàêëàäó.

Ðåñïîíäåíòàì áóëî çàïðîïîíîâàíî ïî-
ð³âíÿòè ÿê³ñòü ä³àãíîñòè÷íîãî îáñòåæåííÿ ó
äåðæàâíèõ òà ïðèâàòíèõ ìåäè÷íèõ çàêëàäàõ
Ëüâ³âùèíè, îòðèìàíîãî ðàí³øå, çã³äíî ç 4
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êðèòåð³ÿìè: 1) ÿê³ñòü ä³àãíîñòè÷íî¿ ïîñëóãè;
2) ð³âåíü ï³äãîòîâêè äî îáñòåæåííÿ; 3) êîìó-
í³êàö³ÿ ç ôàõ³âöåì ç ä³àãíîñòèêè; 4) îïåðà-
òèâí³ñòü òà êîìôîðò. Ðåñïîíäåíòè âèñòàâëÿëè
îö³íêó çà 10-áàëüíîþ øêàëîþ, äå 1 - æàõëèâî,
10 - âñå áåçäîãàííî.

Çà âñ³ìà 4 êðèòåð³ÿìè ïàö³ºíòè îö³íè-
ëè ÿê³ñòü îáñòåæåííÿ ó ïðèâàòíèõ ìåäè÷íèõ
çàêëàäàõ çíà÷íî âèùîþ, àí³æ ó äåðæàâíèõ
(ð<0,01) (Òàáë. 1).

Ùîäî òåïåð³øíüîãî äîñë³äæåííÿ, òî
íà çàãàë, 61,37% [56,6-66,03] â³äçíà÷èëè, ùî
ó íèõ íå âèíèêàëî æîäíî¿ ïðîáëåìè ïðè ïðî-
õîäæåíí³ îáñòåæåííÿ. Íàòîì³ñòü, 19,56%
[15,86-23,54] âêàçàëè íà íàÿâí³ñòü âåëèêî¿ æè-
âî¿ ÷åðãè, à 10,51% [7,73-13,67] ïàö³ºíò³â äó-
æå äîâãî î÷³êóâàëè ñâîãî äíÿ äîñë³äæåííÿ,
6,36% [4,2-8,92] ìàëè äîäàòêîâ³ íåïåðåäáà-
÷óâàí³ âèòðàòè, à 4,65% [2,82-6,89] øóêàëè
äîäàòêîâ³ øëÿõè, ùîá ïîòðàïèòè íà äîñë³-
äæåííÿ. Ó 3,67% [2,07-5,7] âèïàäê³â ë³êàð íå
äàâàâ ñêåðóâàííÿ íà îáñòåæåííÿ, à 2,20%
[1,01-3,84] ç³òêíóëèñü ³ç íåäîáðîçè÷ëèâèì
ñòàâëåííÿì ë³êàðÿ àáî ³íøîãî ñï³âðîá³òíèêà.
Ó ö³ëîìó íàäàíîþ ïîñëóãîþ ìåäè÷íî¿ ä³àãíîñ-
òèêè ïîâí³ñòþ çàäîâîëåí³ 64,79% [60,1-69,34],
÷àñòêîâî çàäîâîëåí³ - 25,67% [21,56-30,01],

8,80% [6,25-11,74] îïèòàíèõ - âàæêî âèçíà÷è-
òèñü. Ïðàêòè÷íî íåçàäîâîëåíèìè áóëî 2 ïàö³-
ºíò³â (0,49% [0,05-1,4]) ³ ò³ëüêè 1 ïàö³ºíò (0,24%
[0-0,96]) âèÿâèâñÿ ïîâí³ñòþ íåçàäîâîëåíèì.

Îö³íêà çàäîâîëåíîñò³ ðîáîòîþ ñëóæáè
ïðîìåíåâî¿ ä³àãíîñòèêè ïðîâîäèëàñÿ ³ç âðà-
õóâàííÿì ðîáîòè ôàõ³âöÿ ä³àãíîñòèêè, îáñëó-
ãîâóâàííÿì ç áîêó ìåäè÷íî¿ ñåñòðè/ëàáîðàí-
òà, äîòðèìàííÿì ïðèâàòíîñò³ ï³ä ÷àñ îãëÿäó
òà îáñòåæåííÿ, ÿêîñò³ ìåäè÷íîãî îáëàäíàííÿ,
à òàêîæ ÷èñòîòè ³ êîìôîðòó ó êàá³íåò³ / â³ää³-
ëåíí³ (Òàáë. 2).

Íàéâèùèé ð³âåíü çàäîâîëåíîñò³ ñïî-
ñòåð³ãàâñÿ çà êðèòåð³ºì "Ðîáîòà ôàõ³âöÿ ä³-
àãíîñòèêè" (71,15% [66,67-75,43] ïîâí³ñòþ
çàäîâîëåíèõ ïàö³ºíò³â) òà "Îáñëóãîâóâàííÿ
ç áîêó ìåäè÷íî¿ ñåñòðè/ëàáîðàíòà" (69,44%
[64,89-73,8]). Íàéíèæ÷èé ð³âåíü - ó ÿêîñò³ ìå-
äè÷íîãî îáëàäíàííÿ: 61,37% [56,6-66,03] îïè-
òàíèõ ïîâí³ñòþ çàäîâîëåí³ íåþ.

Âàðòî â³äçíà÷èòè, ùî íå âèÿâëåíî
æîäíîãî ïàö³ºíòà (0,00 %), ÿêèé áè áóâ ïîâ-
í³ñòþ íåçàäîâîëåíèé ðîáîòîþ ôàõ³âöÿ ä³àã-
íîñòèêè òà ÿê³ñòþ ìåäè÷íîãî îáëàäíàííÿ.

×àñòêîâî çàäîâîëåíèìè îêðåìèìè ïàðà-
ìåòðàìè ä³àãíîñòè÷íî¿ ïîñëóãè âèÿâèëèñü
20,54-26,65% ðåñïîíäåíò³â. ×âåðòü îïèòàíèõ

Êðèòåð³ї 
Äåðжàâíèé 

ìåäèчíèé çàêëàä 
(n=353) 

Ïðèâàòíèé 
ìåäèчíèé çàêëàä 

(n=179) 
ð 

ßê³ñòü ä³àãíîñòè÷íî¿ ïîñëóãè 8,56±1,68 9,11±1,14 <0,0001 
Ð³âåíü ï³äãîòîâêè äî îáñòåæåííÿ 8,32±1,93 8,94±1,33 <0,0001 
Êîìóí³êàö³ÿ ç ôàõ³âöåì ç ä³àãíîñòèêè 8,49±2,03 8,90±1,61 <0,01 
Îïåðàòèâí³ñòü òà êîìôîðò 8,09±2,16 9,18±1,10 <0,0001 

Òàáëèöÿ 1
ßê³ñòü ä³àãíîñòè÷íîãî îáñòåæåííÿ ó ìåäè÷íèõ çàêëàäàõ Ëüâ³âùèíè  (ñåðåäí³é áàë çà 10-áàëüíîþ øêàëîþ)

Ð³âí³ 
çàäîâîëåíîñò³ 

Ðîáîòà 
ôàх³âцÿ 

ä³àãíîñòèêè 

Îáñëóãîâóâàííÿ 
ç áîêó ìåäèчíîї 

ñåñòðè/ëàáîðàíòà 

Äîòðèìàííÿ 
ïðèâàòíîñò³ 

ï³ä чàñ îãëÿäó 
òà îáñòåжåííÿ 

ßê³ñòü 
ìåäèчíîãî 
îáëàäíàííÿ 

×èñòîòà 
³ êîìôîðò 
ó êàá³íåò³ / 
â³ää³ëåíí³ 

Ïîâí³ñòþ çàäîâîëåíèé 71,15 
[66,67-75,43] 

69,44 
[64,89-73,80] 

66,99 
[62,36-71,46] 

61,37 
[56,6-66,03] 

65,04 
[60,35-69,58] 

×àñòêîâî çàäîâîëåíèé 20,54 
[16,77-24,59] 

22,49 
[18,58-26,66] 

20,78 
[16,99-24,85] 

23,23 
[19,27-27,44] 

26,65 
[22,48-31,04] 

Âàæêî ñêàçàòè 7,58 
[5,22-10,34] 

7,33 
[5,01-10,06] 

11,74 
[8,8-15,03] 

13,69 
[10,54-17,19] 

6,85 
[4,6-9,49] 

Ïðàêòè÷íî íåçàäîâîëåíèé 0,73 
[0,14-1,79] 

0,49 
[0,05-1,40] 

0,00 
[0,00-0,00] 

1,71 
[0,68-3,19] 

1,22 
[0,39-2,51] 

Ïîâí³ñòþ íåçàäîâîëåíèé 0,00 
[0,00-0,00] 

0,24 
[0,00-0,96] 

0,49 
[0,05-1,40] 

0,00 
[0,00-0,00] 

0,24 
[0,00-0,96] 

Òàáëèöÿ 2
Çàäîâîëåí³ñòü îêðåìèìè ñêëàäîâèìè ïîñëóãè ìåäè÷íî¿ ä³àãíîñòèêè (%)
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(26,65% [22,48-31,04]) áóëè ÷àñòêîâî çàäîâîëå-
íèìè ÷èñòîòîþ ³ êîìôîðòîì ó êàá³íåò³ / â³ää³-
ëåíí³. Òîìó ìåäè÷íèì çàêëàäàì ñë³ä àêöåíòó-
âàòè óâàãó íà ïîêðàùåíí³ ñàìå öüîãî ïàðàìåò-
ðà, àäæå â³í íå âèìàãàº çíà÷íèõ ô³íàíñîâèõ çàòðàò.

Îêðåìó óâàãó ìè ïðèä³ëèëè îö³íö³ ðî-
áîòè ë³êàðÿ, ÿêèé ïðîâîäèâ îáñòåæåííÿ. Ðåñ-
ïîíäåíòè îö³íþâàëè ðîáîòó ë³êàðÿ çà 5 ïîçè-
ö³ÿìè: 1) äîñòàòíüî ìîæëèâîñòåé ñï³ëêóâà-
òèñÿ; 2) ìîæëèâ³ñòü â³ëüíî çàäàâàòè çàïèòàí-
íÿ; 3) çðîçóì³ë³ òà äîñòóïí³ ïîÿñíåííÿ ùîäî
îáñòåæåííÿ; 4) ³íôîðìàö³ÿ ïðî ïîâíèé àëãî-
ðèòì ïðîöåäóðè îáñòåæåííÿ; 5) ââ³÷ëèâå òà ç
ïîâàãîþ ñòàâëåííÿ (Òàáë. 3).

Íàéá³ëüøå ïàö³ºíòè áóëè çàäîâîëåí³
ââ³÷ëèâèì ñòàâëåííÿì ë³êàðÿ (77,02% [72,82-
80,96]), íàéìåíøå - ìîæëèâ³ñòþ â³ëüíî çàäà-
âàòè çàïèòàííÿ (61,86% [57,1-66,5]).

Äëÿ 26,41% [22,25-30,78] ïàö³ºíò³â ïî-
ÿñíåííÿ ë³êàðÿ ùîäî îáñòåæåííÿ áóëè íå ïîâ-
í³ñòþ çðîçóì³ë³ òà äîñòóïí³, ùî âèêëèêàº ïî-
òðåáó ó ïîêðàùåíí³ êîìóí³êàö³¿ ì³æ ë³êàðåì
òà ïàö³ºíòîì. Òàêîæ 28,61% [24,33-33,08] çà-
çíà÷èëè, ùî íå â ïîâíîìó îáñÿç³ ìàëè ìîæ-
ëèâîñò³ ñï³ëêóâàòèñÿ ³ç ë³êàðåì.

Îñê³ëüêè ðîáîòà ñëóæáè ïðîìåíåâî¿
ä³àãíîñòèêè áóëà óñêëàäíåíà ïîøèðåííÿì
ãîñòðî¿ ðåñï³ðàòîðíî¿ õâîðîáè COVID-19,
ñïðè÷èíåíî¿ êîðîíàâ³ðóñîì SARS-CoV-2 òà
ïîâ'ÿçàíèìè ç íåþ êàðàíòèííèìè çàõîäàìè,
à çãîäîì ³ çàïðîâàäæåííÿì âîºííîãî ñòàíó (ç
24 ëþòîãî 2022 ðîêó), òî íàìè áóëî çàïðîïî-
íîâàíî ðåñïîíäåíòàì îö³íèòè âïëèâ çàçíà÷å-
íèõ ôàêòîð³â íà ÿê³ñòü òà ìîæëèâîñò³ íàäàííÿ

ìåäè÷íî¿ ä³àãíîñòèêè (Ðèñ. 1).
Ó â³äïîâ³äü íà çàïèòàííÿ ÿê çì³íèëèñü

ÿê³ñòü òà ìîæëèâîñò³ íàäàííÿ ìåäè÷íî¿ ä³àãíîñ-
òèêè ïðè ïàíäåì³¿ Covid-19 â Óêðà¿í³ ñóòòºâî
á³ëüøå (28,61% [24,33-33,08], ð<0,001) ðåñïîí-
äåíò³â â³äçíà÷èëè, ùî ÿê³ñòü ïîêðàùèëàñü, ³ ëè-
øå 6,36% [4,2-8,92] â³äì³òèëè, ùî ïîã³ðøèëàñü.

Ñõîæîþ áóëà â³äïîâ³äü îïèòàíèõ ùî-
äî âïëèâó âîºííîãî ñòàíó íà ÿê³ñòü òà ìîæ-
ëèâîñò³ íàäàííÿ ä³àãíîñòè÷íèõ ïîñëóã. Âäâ³÷³
á³ëüøå îïèòàíèõ (21,52% [17,67-25,63],
ð<0,001) â³äì³òèëè, ùî çà óìîâ âîºííîãî ÷àñó
ÿê³ñòü ìåäè÷íî¿ ä³àãíîñòèêè ïîêðàùèëàñü,
ïîð³âíÿíî ç òèìè, ÿê³ âêàçàëè íà ïîã³ðøåííÿ
ÿêîñò³ (10,27% [7,52-13,39]). Ðåøòà ðåñïîí-
äåíò³â àáî íå çâåðíóëè íà öå óâàãè, àáî âêà-
çàëè, ùî ÿê³ñòü íå çì³íèëàñü í³ ï³ä ÷àñ ïàí-
äåì³¿, í³ ï³ä ÷àñ âîºííîãî ñòàíó.

Ðåñïîíäåíòè îö³íèëè çàáåçïå÷åí³ñòü
ìåäïåðñîíàëó çàñîáàìè ³íäèâ³äóàëüíîãî çà-
õèñòó â óìîâàõ ïàíäåì³¿ Covid-19 íà
8,14±1,88 áàë³â ³ç 10 ìîæëèâèõ, à îðãàí³çàö³þ
ïðîòèåï³äåì³÷íî¿ ðîáîòè êàá³íåòó (ÓÇÄ, ðåíò-
ãåí-êàá³íåòó, ÊÒ ÷è ÌÐÒ) íà 8,58±1,64 áàë³â
(çà 10-áàëüíîþ øêàëîþ).

Íàñòóïíèì åòàïîì íàøîãî ñîö³îëîã³÷-
íîãî äîñë³äæåííÿ áóëî ç'ÿñóâàííÿ ïðîáëåì,
ÿê³ âèíèêàëè ó ïàö³ºíò³â ïðè ïðîâåäåíí³ ìå-
äè÷íî¿ ä³àãíîñòèêè, â ïîð³âíÿíí³ äî òà ï³ñëÿ
çàïðîâàäæåííÿ âîºííîãî ñòàíó (ç 24 ëþòîãî
2022 ðîêó).

Ç'ÿñîâàíî, ùî òðèâîæí³ñòü ïàö³ºíò³â
ùîäî â³äêëþ÷åííÿ ñâ³òëà ÷è ïîâ³òðÿíî¿ òðè-
âîãè ï³ä ÷àñ äîñë³äæåííÿ çðîñëà â 4,7 ðàçè (ç

Ð³âí³ 
çàäîâîëåíîñò³ 

Äîñòàòíüî 
ìîжëèâîñòåé 
ñï³ëêóâàòèñÿ 

³ç ë³êàðåì 

Ìîжëèâ³ñòü 
â³ëüíî 

çàäàâàòè 
çàïèòàííÿ 

Çðîçóì³ë³ 
òà äîñòóïí³ 

ïîÿñíåííÿ ë³êàðÿ 
щîäî îáñòåжåííÿ 

²íôîðìàц³ÿ ïðî 
ïîâíèé àëãîðèòì 

ïðîцåäóðè 
îáñòåжåííÿ 

Ââ³чëèâå 
(ç ïîâàãîю) 
ñòàâëåííÿ 

ë³êàðÿ 

Òàê, ö³ëêîì 62,35 
[57,6-66,98] 

61,86 
[57,10-66,50] 

63,81 
[59,10-68,40] 

66,26 
[61,61-70,76] 

77,02 
[72,82-80,96] 

Òàê, àëå íå â ïîâíîìó îáñÿç³ 28,61 
[24,33-33,08] 

24,69 
[20,64-28,99] 

26,41 
[22,25-30,78] 

23,72 
[19,72-27,96] 

15,65 
[12,29-19,32] 

Шâèäøå í³, í³æ òàê 3,91 
[2,25-6,00] 

7,82 
[5,42-10,62] 

4,40 
[2,63-6,60] 

5,13 
[3,21-7,48] 

3,91 
[2,25-6,00] 

Í³, äóæå ìàëî 3,42 
[1,88-5,40] 

3,42 
[1,88-5,40] 

3,42 
[1,88-5,40] 

2,93 
[1,52-4,79] 

1,47 
[0,53-2,86] 

Çîâñ³ì í³ 1,71 
[0,68-3,19] 

2,20 
[1,01-3,84] 

1,96 
[0,84-3,52] 

1,96 
[0,84-3,52] 

1,96 
[0,84-3,52] 

Òàáëèöÿ 3
Îö³íêà ðîáîòè ë³êàðÿ, ÿêèé ïðîâîäèâ îáñòåæåííÿ (%)
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7,82% [ 5,42-10,62] ïàö³ºíò³â äî âîºííîãî ñòà-
íó òà 36,92% [ 32,31-41,65] ïàö³ºíò³â ï³ä ÷àñ
âîºííîãî ñòàíó, ð<0,001).

Íàòîì³ñòü, íàìè âèîêðåìëåíî 4 ïðî-
áëåìè, ÿê³ ï³ä ÷àñ âîºííîãî ñòàíó ñòàëè òóð-
áóâàòè ïàö³ºíò³â ìåíøå, àí³æ äî 24 ëþòîãî
2022 ðîêó, à ñàìå:
- äîâã³ ÷åðãè (äî âîºííîãî ñòàíó öþ ïðîáëåìó
â³äçíà÷àëè 16,63% [13,18-20,39] ïàö³ºíò³â, à ï³ñ-
ëÿ 24 ëþòîãî 2022 ðîêó - 12,96% [9,88-16,38]);
- íåçðó÷í³ñòü ì³ñöÿ î÷³êóâàííÿ îáñòåæåííÿ
(8,07% [5,63-10,9] ïàö³ºíò³â ñêàðæèëèñü íà öþ
ïðîáëåìó äî âîºííîãî ñòàíó ³ ëèøå 3,42% [1,88-
5,40] - ï³ñëÿ 24 ëþòîãî 2022 ðîêó, ð<0,01);
- íåîáõ³äí³ñòü ìàòè îñîáèñò³ äîìîâëåíîñò³ òà
êîíòàêòè ç ë³êàðÿìè-ðàä³îëîãàìè (â³äçíà÷àëè
5,38% [3,41-7,77] ïàö³ºíò³â äî âîºííîãî ñòàíó ³
4,16% [2,44-6,30] ï³ñëÿ 24 ëþòîãî 2022 ðîêó);
- äóæå òðèâàëå ñàìå îáñòåæåííÿ (òóðáóâàëî
4,65% [2,82-6,89] ïàö³ºíò³â äî âîºííîãî ñòàíó
³ 2,69% [1,35-4,48] ï³ñëÿ 24 ëþòîãî 2022 ðîêó).

Âîäíî÷àñ, ³ñíóº ðÿä ïðîáëåì, íà ÿê³
ïàö³ºíòè ñòàëè ñêàðæèòèñü ÷àñò³øå ï³ñëÿ çà-
ïðîâàäæåííÿ âîºííîãî ñòàíó, çîêðåìà: íå-
çðó÷íèé ãðàô³ê ïðèéîìó, íåìîæëèâ³ñòü àáî
ñêëàäí³ñòü çàïèñó íà ïðèéîì, ñêëàäí³ñòü îòðè-
ìàòè ñêåðóâàííÿ íà îáñòåæåííÿ, ïñèõîëîã³÷í³

ïðîáëåìè (ñòðàõ, òðèâîãà çà ðåçóëüòàò îá-
ñòåæåííÿ), â³ääàëåí³ñòü íåîáõ³äíîãî ä³àãíîñ-
òè÷íîãî çàêëàäó â³ä ì³ñöÿ ïðîæèâàííÿ (Ðèñ. 2).

²ç îãëÿäó íà âèçíà÷åí³ ïðîáëåìè ³ñíóº
íåîáõ³äí³ñòü âíåñåííÿ çì³í â îðãàí³çàö³éíî-
óïðàâë³íñüêó ä³ÿëüí³ñòü çàêëàä³â ùîäî îðãà-
í³çàö³¿ çàïèñó íà ïðèéîì, âèïèñóâàííÿ ñêå-
ðóâàíü íà îáñòåæåííÿ òà áåçïîñåðåäíüî ñà-
ìîãî ãðàô³êó ïðèéîìó. Çàçíà÷åí³ áëîêè ïè-
òàíü âèìàãàþòü îðãàí³çàö³éíîãî âèð³øåííÿ ³
íå ïîòðåáóþòü äîäàòêîâîãî ô³íàíñóâàííÿ.

Çàâåðøàëüíîþ ÷àñòèíîþ íàøîãî äî-
ñë³äæåííÿ áóëî ç'ÿñóâàííÿ øëÿõ³â ïîêðàùåí-
íÿ ÿêîñò³ íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè ïðî-
ìåíåâî¿ ñëóæáè. Íà äóìêó îïèòàíèõ, äî òàêèõ
çàõîä³â íàëåæèòü:
- îíîâëåííÿ ñó÷àñíîãî îáëàäíàííÿ - 42,05%
[37,31-46,87] â³äïîâ³äåé;
- îðãàí³çàö³ÿ çàïèñó íà îáñòåæåííÿ ³ç ÷³òêîþ äà-
òîþ (ãîäèíîþ) - 35,21% [30,66-39,9] â³äïîâ³äåé;
- ñòâîðåííÿ ñèñòåìè íàãàäóâàííÿ ïðî îáñòå-
æåííÿ (òåëåôîíí³ äçâ³íêè, SMS, åëåêòðîíí³
ëèñòè) - 34,72% [30,18-39,4] â³äïîâ³äåé;
- ñêîðî÷åííÿ òðèâàëîñò³ î÷³êóâàííÿ äîñë³-
äæåííÿ (ïîïåðåäèòè óòâîðåííÿ âåëèêèõ ÷åðã)
- 25,18% [21,1-29,5] â³äïîâ³äåé;
- ïîêðàùåííÿ êîìôîðòó î÷³êóâàííÿ ïðîöåäó-

Ðèñ. 1
ßê³ñòü òà ìîæëèâîñò³ íàäàííÿ ìåäè÷íî¿ ä³àãíîñòèêè

ïðè ïàíäåì³¿ Covid-19 òà â óìîâàõ âîºííîãî ñòàíó (íà äóìêó ðåñïîíäåíò³â)
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ðè (ñòâîðåííÿ ê³ìíàòè î÷³êóâàííÿ)
- 17,85% [14,29-21,7] â³äïîâ³äåé;
- îðãàí³çàö³ÿ ñóïðîâîäó ìàëîìîá³ëüíèõ ãðóï
ïàö³ºíò³â (ñïåöòðàíñïîðò ÷è ³íøå)- 12,47%
[9,45-15,84] â³äïîâ³äåé.

Îáãîâîðåííÿ
Çàäîâîëåí³ñòü ïàö³ºíò³â çàëèøàºòüñÿ â öåíòð³
óâàãè áàãàòüîõ íàóêîâèõ äîñë³äæåíü ó âñüîìó
ñâ³ò³, àäæå âèçíà÷åííÿ òà ðîçóì³ííÿ òîãî, ÿê
îêðåì³ ôàêòîðè âïëèâàþòü íà çàäîâîëåí³ñòü
ïàö³ºíò³â, â ïîäàëüøîìó äîçâîëèòü ïîêðàùè-
òè ð³âåíü çàäîâîëåíîñò³ íàñåëåííÿ íàäàíîþ
ìåäè÷íîþ äîïîìîãîþ.

Çà ðåçóëüòàòàìè íèçêè äîñë³äæåíü
îòðèìàíî ïîä³áí³ äî íàøèõ ðåçóëüòàòè: îäíèì
³ç âèçíà÷àëüíèõ ôàêòîð³â çàäîâîëåíîñò³ ïà-
ö³ºíò³â º ôàêòè÷íèé ÷àñ î÷³êóâàííÿ [5, 7, 12].
Ïðîòå, ñòðåñ, òðèâîãà òà íàïðóãà, ÿêó ïàö³ºíòè
â³ä÷óâàþòü ïðè î÷³êóâàíí³ â³çèòó, òàêîæ çíà÷-
íî âïëèâàþòü íà ¿õ ñòóï³íü çàäîâîëåíîñò³ [2].
Âàæëèâó ðîëü òåæ â³ä³ãðàº ³ êîìóí³êàö³ÿ ç ë³-
êàðåì [5]: ïàö³ºíò, ÿê ïðàâèëî, çàäîâîëåíèé
â³çèòîì äî ë³êàðÿ, ÿêùî éîìó íàäàíî êîðîòêå,
çðîçóì³ëå ïîÿñíåííÿ, òà âêàçàíî ïîäàëüø³
êðîêè, ÿê³ éîìó íåîáõ³äíî çä³éñíèòè [9].
Äîäàòêîâ³ ³íñòðóìåíòè ñï³ëêóâàííÿ, îêð³ì
çâè÷àéíî¿ âåðáàëüíî¿ êîìóí³êàö³¿, ìîæóòü

ï³äâèùèòè çàäîâîëåí³ñòü ïàö³ºíò³â, ïîêðàùè-
òè ÿê³ñòü îáñëóãîâóâàííÿ òà âñòàíîâèòè êðàù³
ñòîñóíêè ì³æ ïàö³ºíòîì ³ ë³êàðåì [10]. Ñåðåä
³íøèõ ôàêòîð³â çàäîâîëåíîñò³ ïàö³ºíò³â âè-
îêðåìëåíî ïðèéíÿòíèé ð³âåíü ö³í [5], ðîçòà-
øóâàííÿ êë³í³êè [7], ÷èñòîòó â çàêëàä³ [5].

Íà íàøó äóìêó, ÿêà çá³ãàºòüñÿ ç òâåð-
äæåííÿì é ³íøèõ äîñë³äíèê³â [3], ñó÷àñíèì ìå-
õàí³çìîì âèâ÷åííÿ ïðè÷èí íåçàäîâîëåíîñò³
ïàö³ºíò³â îòðèìàíèìè ìåäè÷íèìè ïîñëóãàìè
â ë³êóâàëüíèõ çàêëàäàõ º êë³í³÷íèé àóäèò.

Âèñíîâêè
1. Âñòàíîâëåíî íàëåæíèé ð³âåíü äîñòóïíîñò³,
îïåðàòèâíîñò³ òà äîòðèìàííÿ ñòàíäàðò³â ïðè
íàäàíí³ ïîñëóã ìåäè÷íî¿ ä³àãíîñòèêè. Âîä-
íî÷àñ, âèÿâëåíî íèçêó ïðîáëåì ó ðîáîò³ ñëóæ-
áè ïðîìåíåâî¿ ä³àãíîñòèêè, ùî âèìàãàº âíå-
ñåííÿ çì³í â îðãàí³çàö³éíî-óïðàâë³íñüêó ä³-
ÿëüí³ñòü ìåäè÷íèõ çàêëàä³â.
2. Ïîäàëüø³ äîñë³äæåííÿ áóäóòü ñïðÿìîâàí³
íà âèâ÷åííÿ ôîêóñ-ãðóïè íåçàäîâîëåíèõ ïà-
ö³ºíò³â òà ðîçðîáêè ³íäèâ³äóàëüíèõ ï³äõîä³â
äî íàäàííÿ ìåäè÷íî¿ äîïîìîãè öèì êàòåãîð³-
ÿì íàñåëåííÿ.

Êîíôë³êò ³íòåðåñ³â. Êîíôë³êò ³íòåðåñ³â â³ä-
ñóòí³é.

Ðèñ. 2
Ïðîáëåìè ïðè ïðîâåäåíí³ ìåäè÷íî¿ ä³àãíîñòèêè, íà äóìêó ðåñïîíäåíò³â (%)
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IMPACT OF THE COVID-19 PANDEMIC AND MARTIAL LAW ON THE SATISFACTION
OF THE LVIV REGION RESIDENTS WITH THE DIAGNOSTIC RADIOLOGY SERVICE
(BASED ON THE RESULTS OF A SOCIOLOGICAL SURVEY)
Introduction
The quality of medical services is the key principle
of providing medical care to the population. One
of the indicators of its quality assessment is patient
satisfaction with the provided medical care [6].
Patient satisfaction is a unique measure of the social
efficiency of medical facilities, as it objectively
reflects the current situation in the health care
system. At the same time, determining the degree
of patient satisfaction by conducting a sociological
survey is one of the forms of receiving feedback
(patient feedback) [1, 4].

Assessment of patient satisfaction affects
the adoption of balanced decisions in the
management of a healthcare facility to improve
the quality of medical services [8], as well as
adherence to the principle of a patient-oriented
approach in clinical practice [11].
The aim of the study is to assess the satisfaction
of the population of the Lviv region with the
work of the diagnostic radiology service, to
identify problems and ways to solve them.

Materials and Methods
A sociological survey was conducted using the
questionnaire method among individuals who
underwent a diagnostic X-ray examination at
medical institutions in Lviv and the region. 409
respondents were interviewed, among whom
69.68% were female patients, and 30.32% were
male. The average age of respondents is
41.56±13.70 years.

The survey was conducted from
December 2022 to March 2023. A unified
questionnaire was developed to collect
information. Dichotomous questions were used,
as well as closed and semi-closed questions
(options of ready answers were offered, as well
as the patient had the opportunity to additionally
express his/her point of view and suggestions).
Retrospective data analysis was performed based
on information about previous studies that
patients had previously undergone.

In the past, respondents most often
underwent radiography (68.70%) and fluorography
(45.97%). Computed tomography (CT) was
performed by 22.00% of respondents, and MRI
by 14.91%. On the other hand, 8.56% noted that
they did not have any previous diagnostic studies.
The interviewees indicated mammography (2.69%)
among other studies, which were performed by
8.07% of patients.

According to the data received, 38.63%
of respondents underwent preliminary diagnostic
examinations in both state and private medical
facilities, 47.68% of patients - were only in the
state ones, and 5.13% - only in private facilities.
The study uses a system approach and analysis,
sociological method, and statistical method:
analysis of means (presented as the arithmetic
mean and standard square deviation (M±SD),
comparison according to Student's test) and
relative values (presented as proportion and 95%
confidence interval by Fisher's angular
transformation criterion (P [95%CI], %),
comparison by Pearson's test). Statistical
calculations were performed using the RStudio
v. 1.1.442 and R Commander v.2.4-4 software.

Results
According to the results of the survey, it was
established that the main reasons for seeking
medical diagnosis were illness or injury (43.52%
[38.75-48.35]) and medical examination for
work or study (31.54% [27.13-36.12]). It is worth
noting that a quarter of the surveyed patients
(24.94% [20.87-29.24]) were examined
voluntarily, for the purpose of prevention.

In half of the cases (49.63% [44.8-
54.47]), the respiratory system was examined,
which can be explained by the spread of the acute
respiratory disease COVID-19 caused by the
SARS-CoV-2 coronavirus and its consequences.
A quarter (25.92% [21.79-30.27]) of respondents
noted that they had examined the musculoskeletal
system, which was probably caused by an injury.
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Among other body systems that were studied,
patients indicated cardiovascular (11.98% [9.02-
15.3]), genitourinary (6.11% [4-8.64]), and
digestive (5.62% [3.6-8.06]) systems.

In 60.64% [55.86-65.31] of cases, patients
were examined by the referral of a family doctor/
physician/pediatrician, in 13.69% [10.54-17.19]
by the referral of a polyclinic specialist. 25.67%
[21.56-30.01] of patients underwent medical
diagnosis without a referral.

The promptness of service provision is one
of the criteria for assessing its quality. Therefore,
one of the questions in our questionnaire was about
the duration of the diagnostic procedure. According
to the results, 43.03% [38.27-47.86] noted that
the examination lasted up to 15 minutes, and
31.30% [26.9-35.87] - up to 30 minutes. Thus,
3/4 of the respondents (74.33% [69.99-78.44])
received the service within half an hour, which
proves the high promptness of the diagnostic
radiology service. The examination took up to 1
hour in 17.11% [13.62-20.91], 1-2 hours - 4.40%
[2.63-6.6], and only 4.16% [2.44-6.3] patients
indicated that the duration of their examination
was more than 2 hours.

Regarding the financial component, the
examination was completely free of charge in
64.79% [60.1-69.34] of cases, and 29.58%
[25.26-34.1] of the respondents made payment
at the pay office of the medical facility.
Respondents were asked to compare the quality
of diagnostic examination in public and private
medical facilities of Lviv region, performed
earlier, according to 4 criteria: 1) quality of
diagnostic service; 2) the level of preparation for
the examination; 3) communication with a
diagnostic specialist; 4) promptness and comfort.
Respondents scored on a 10-point scale, where
1 is terrible, and 10 is excellent.

According to all 4 criteria, patients rated
the quality of examination in private medical
institutions significantly higher than in public
ones (p<0.01) (Table 1).

Regarding the current study, in general,
61.37% [56.6-66.03] noted that they did not have
any issues during the examination. On the other
hand, 19.56% [15.86-23.54] indicated the
existence of a long live queue, and 10.51% [7.73-
13.67] of patients waited a very long time for
their examination day, 6.36% [4 .2-8.92] had
additional unexpected costs and 4.65% [2.82-
6.89] sought additional ways to access the
examination. In 3.67% [2.07-5.7] of cases, the
doctor did not give a referral for an examination,
and 2.20% [1.01-3.84] encountered an unfriendly
attitude from a doctor or another employee.

In general, 64.79% [60.1-69.34] are fully
satisfied with the provided medical diagnostic
service, 25.67% [21.56-30.01] are partially
satisfied, and it is difficult to decide for 8.80%
[6.25-11.74] of respondents. Two patients were
practically dissatisfied (0.49% [0.05-1.4]) and
only 1 patient (0.24% [0-0.96]) was completely
dissatisfied.

The evaluation of satisfaction with the
work of the diagnostic radiology service was
carried out taking into account the work of the
diagnostic specialist, service performed by a
nurse/laboratory technician, privacy during the
inspection and examination, the quality of
medical equipment, as well as cleanliness and
comfort in the office/department (Table 2).

The highest level of satisfaction was
observed according to the criterion "Work of the
diagnostic specialist" (71.15% [66.67-75.43] of
fully satisfied patients) and "Service performed
by a nurse/laboratory technician" (69.44%
[64.89-73.8]). The lowest level is the quality of

Criteria 
State medical 

facility 
(n=353) 

Private medical 
facility 
(n=179) 

ð 

Quality of diagnostic service 8.56±1.68 9.11±1.14 <0.0001 
Level of preparation for the examination 8.32±1.93 8.94±1.33 <0.0001 
Communication with a diagnostic specialist 8.49±2.03 8.90±1.61 <0.01 
Promptness and comfort 8.09±2.16 9.18±1.10 <0.0001 

Table 1
Quality of diagnostic examination in medical facilities of Lviv region (average score on a 10-point scale)
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medical equipment: 61.37% [56.6-66.03] of
respondents are completely satisfied with it.

It is worth noting that not a single patient
(0.00%) was completely dissatisfied with the
work of the diagnostic specialist and the quality
of the medical equipment.

20.54-26.65% of respondents were
partially satisfied with the individual parameters
of the diagnostic service. A quarter of the
respondents (26.65% [22.48-31.04]) were
partially satisfied with the cleanliness and
comfort in the office/department. Therefore,
medical institutions should focus on improving
this parameter, because it does not require
significant financial costs.

We paid special attention to the assessment
of the work of the doctor who conducted the
examination. Respondents evaluated the doctor's
work according to 5 criteria: 1) sufficient opportunities
to communicate; 2) the opportunity to freely ask
questions; 3) clear and accessible explanations
regarding the examination; 4) information on the
full algorithm of the examination procedure; 5)
polite and respectful attitude (Table 3).

The patients were most satisfied with the
doctor's polite attitude (77.02% [72.82-80.96]),
and the least satisfied with the opportunity to
freely ask questions (61.86% [57.1-66.5]).

For 26.41% [22.25-30.78] of patients, the
doctor's explanations regarding the examination
were not fully understood and accessible, which
causes the need to improve communication
between the doctor and the patient. Also, 28.61%
[24.33-33.08] noted that they did not fully have
the opportunity to communicate with the doctor.

Since the work of the diagnostic radiology service
was complicated by the spread of the acute
respiratory disease COVID-19 caused by the
SARS-CoV-2 coronavirus and related quarantine
measures, and later by the introduction of martial
law (from February 24, 2022), the respondents have
been offered to assess the influence of these factors
on the quality and possibilities of providing medical
diagnostics (Fig. 1).

In response to the question of how the
quality and possibilities of providing medical
diagnostics have changed during the Covid-19
pandemic in Ukraine, significantly more
(28.61% [24.33-33.08], p<0.001) respondents
noted that the quality has improved, and only
6.36% [4.2-8.92] noted that it has deteriorated.
The answers of the interviewees were similar
regarding the influence of martial law on the
quality and possibilities of providing diagnostic
services. Twice as many respondents (21.52%
[17.67-25.63], p<0.001) noted that the quality
of medical diagnostics has improved under
martial law, compared to those who indicated a
deterioration in quality (10.27% [7.52-13.39]).
The rest of the respondents either did not pay
attention to it or indicated that the quality did not
change either during the pandemic or martial law.

Respondents rated the provision of
medical personnel with personal protective
equipment in the conditions of the Covid-19
pandemic at 8.14±1.88 points out of a possible
10, and the organization of anti-epidemic work
of the office (ultrasound, X-ray room, CT or
MRI) at 8.58±1.64 points (on a 10-point scale).
The next stage of our sociological study was to

Levels of 
satisfaction 

Work of 
a diagnostic 

specialist 

Service performed 
by a nurse/laboratory 

technician 

Privacy during 
inspection and 
examination 

Quality of 
medical 

equipment 

Cleanliness and 
comfort in the office / 

department 

Fully satisfied 71.15 
[66.67-75.43] 

69.44 
[64.89-73.80] 

66.99 
[62.36-71.46] 

61.37 
[56.6-66.03] 

65.04 
[60.35-69.58] 

Partially satisfied 20.54 
[16.77-24.59] 

22.49 
[18.58-26.66] 

20.78 
[16.99-24.85] 

23.23 
[19.27-27.44] 

26.65 
[22.48-31.04] 

Hard to say 7.58 
[5.22-10.34] 

7.33 
[5.01-10.06] 

11.74 
[8.8-15.03] 

13.69 
[10.54-17.19] 

6.85 
[4.6-9.49] 

Practically dissatisfied 0.73 
[0.14-1.79] 

0.49 
[0.05-1.40] 

0.00 
[0.00-0.00] 

1.71 
[0.68-3.19] 

1.22 
[0.39-2.51] 

Totally Dissatisfied 0.00 
[0.00-0.00] 

0.24 
[0.00-0.96] 

0.49 
[0.05-1.40] 

0.00 
[0.00-0.00] 

0.24 
[0.00-0.96] 

Table 2
Satisfaction with individual components of the medical diagnostic service (%)
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find out the issues that patients encountered
during medical diagnosis, compared before and
after the introduction of martial law (from
February 24, 2022).

It was found that the patient's anxiety
concerning blackouts or air-raid alerts during the
study increased 4.7 times (from 7.82% [5.42-10.62]
of patients before martial law and 36.92% [ 32.31-
41.65] of patients during martial law, p<0.001).

Instead, we singled out 4 issues that became
less of a concern to patients during martial law than
until February 24, 2022, namely:
- long queues (before martial law, this issue was

noted by 16.63% [13.18-20.39] of patients, and
after February 24, 2022 - by 12.96% [9.88-16.38]);
- the inconvenience of the waiting room (8.07%
[5.63-10.9] of patients complained about this
issue before martial law and only 3.42% [1.88-
5.40] - after February 24, 2022, p<0.01);
- the need to have personal arrangements and
contacts with radiologists (noted by 5.38% [3.41-
7.77] of patients before martial law and 4.16%
[2.44-6.30] after February 24, 2022) ;
- the very long examination itself (4.65% [2.82-
6.89] of concerned patients before martial law
and 2.69% [1.35-4.48] after February 24, 2022).

Fig. 1
Quality and possibilities of providing medical diagnostics during the Covid-19 pandemic and under martial law

(according to respondents)

Social medicine, healthcare organization                                 Ñîö³àëüíà ìåäèöèíà, îðãàí³çàö³ÿ îõîðîíè çäîðîâ’ÿ

Levels of 
satisfaction 

Sufficient 
opportunities to 

communicate 
with the doctor 

Opportunity 
to freely ask 

questions 

Clear and accessible 
doctor’s explanations 

regarding the examination 

Information on 
the full algorithm 
of the examination 

procedure 

A polite 
(respectful) 
attitude of 
the doctor 

Yes, completely 62.35 
[57.6-66.98] 

61.86 
[57.10-66.50] 

63.81 
[59.10-68.40] 

66.26 
[61.61-70.76] 

77.02 
[72.82-80.96] 

Yes, but not completely 28.61 
[24.33-33.08] 

24.69 
[20.64-28.99] 

26.41 
[22.25-30.78] 

23.72 
[19.72-27.96] 

15.65 
[12.29-19.32] 

More likely no than yes 3.91 
[2.25-6.00] 

7.82 
[5.42-10.62] 

4.40 
[2.63-6.60] 

5.13 
[3.21-7.48] 

3.91 
[2.25-6.00] 

No, very little 3.42 
[1.88-5.40] 

3.42 
[1.88-5.40] 

3.42 
[1.88-5.40] 

2.93 
[1.52-4.79] 

1.47 
[0.53-2.86] 

Not at all 1.71 
[0.68-3.19] 

2.20 
[1.01-3.84] 

1.96 
[0.84-3.52] 

1.96 
[0.84-3.52] 

1.96 
[0.84-3.52] 

Table 3
Evaluation of the work of the doctor who conducted the examination (%)
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At the same time, there are several issues
that patients began to complain about more often
after the introduction of martial law, in particular:
an inconvenient appointment schedule, the
impossibility or difficulty of making an
appointment, the difficulty of getting a referral
for an examination, psychological problems
(fear, anxiety about the examination result), the
distance of the necessary diagnostic facility from
the place of residence (Fig. 2).

Given the identified issues, there is a need
to make changes in the organizational and
management activities of facilities regarding the
organization of appointments, the issuing of
referrals for examinations, and the appointment
schedule itself. The specified blocks of issues
require an organizational solution and do not
require additional funding.

The final part of our study was to find
out ways to improve the quality of providing
diagnostic radiology service. According to the
interviewees, such measures include:
- update of modern equipment - 42.05% [37.31-
46.87] of responses;
- organization of an examination appointment
with a clear date (time) - 35.21% [30.66-39.9]
of responses;
- creation of a system of reminders about the

examination (phone calls, SMS, e-mails) -
34.72% [30.18-39.4] of responses;
- reduction of waiting time for examination
(prevent the formation of long queues) - 25.18%
[21.1-29.5] of responses;
- improvement of the comfort of waiting for the
procedure (creation of a waiting room) - 17.85%
[14.29-21.7] of responses;
- arrangement of accompanying groups of
patients with reduced mobility (special transport
or other) - 12.47% [9.45-15.84] of responses.

Discussion
Patient satisfaction remains the focus of many
scientific studies around the world because
identifying and understanding how certain
factors affect patient satisfaction will further
improve the level of public satisfaction with the
medical care provided.

Based on the results of many studies,
results similar to ours were obtained: one of the
determining factors of patient satisfaction is the
actual waiting time [5, 7, 12]. However, the
stress, anxiety, and tension that patients feel
while waiting for the visit also significantly affect
their degree of satisfaction [2]. Communication
with the doctor also plays an important role [5]:
the patient, as a rule, is satisfied with the visit to

Fig. 2
Issues in conducting medical diagnostics, according to respondents (%)
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the doctor, if s/he is given a short, clear explanation,
and the next steps that s/he needs to take are
indicated [9]. Additional communication tools, in
addition to normal verbal communication, can
increase patient satisfaction, improve service
quality, and establish a better patient-physician
relationship [10]. Among other factors of patient
satisfaction, the acceptable level of prices [5],
the location of the clinic [7], and the cleanliness
of the facility [5] are singled out.

In our opinion, which coincides with the
statement of other researchers [3], a modern
mechanism for studying the reasons for patient
dissatisfaction with the medical services received
in medical facilities is a clinical audit.

Conclusions
1. The appropriate level of accessibility, promptness,
and compliance with standards in the provision
of medical diagnostic services has been established.
At the same time, several issues in the work of the
diagnostic radiology service were revealed, which
require changes in the organizational and
management activities of medical facilities.
2. Further research will be aimed at studying a focus
group of dissatisfied patients and developing
individual approaches to providing medical care
to these categories of the population.

Conflict of interest. There is no conflict of
interest.
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