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TOM TAT

Dit vin dé: Chdt lrong dich vu kham chiza bénh 6 lien quan daen suw hai long cuia nguoi
bénh. Muc tiéu nghién ciu: M6 ta chat lwong kham chiza bénh ngogi tri va mgt so yeu to lién quan
tai Khoa Kham b¢nh, Bénh vién Da khoa Tan Hung. Doéi twgng va phwong phdp nghién ciu:
Nghién cizu m6 ta cat ngang trén 249 bénh nhdn den khém ngoai trd tai Khoa Kham bénh, Bénh
vién Da khoa Tan Hung. Két qud: Ty ¢ hai Ibng chung ve Chdt lwong dich Vi kham chira bénh‘du’o"i
goc dg nguoi bénh la 95,18%. Sy dam bdo chat luwong chiem ty I¢ cao nhat trong hai Iong vé chat
lwong dich vu yéi 93,98%. Sur hai long veé chat long q;'ch Vu Cia nguoi b,énh co sir dyng bao hiém
y te ¢ ty I¢ thap hon doi twong khong si dung bao hiemy te (p<0,05). Két lugn: Chat lwong kham
chzra bénh ngoaj tra tqi Bénh vién Pa khoa Tdn Hung chiémty 1é cao va co lién quan den viéc khdng

su dung bao hiemy te.

Tar khba: Chat luong dich vy, kham chiza bénh, ngoai tra.

ABSTRACT

QUALITY OF OUTPATIENT MEDICAL EXAMINATION AND
TREATMENT SERVICES FROM THE PATIENT'S PERSPECTIVE AND
SOME INFLUENCING FACTORS
AT THE DEPARTMENT OF MEDICAL EXAMINATION,
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Background: Patient satisfaction is closely linked to the quality of medical examination and
treatment services. Objective: To evaluate the quality of outpatient medical examination and
treatment services and explore associated factors at the Department of Examination, Tan Hung
Hospital. Materials and methods: A cross-sectional descriptive study was conducted on 249
patients who sought medical care at the Outpatient Department of Tan Hung Hospital. Results: The
study found that the overall satisfaction rate regarding the quality of medical examination and
treatment services, from the patient's perspective, was high at 95.18%. Quality assurance was the
most significant factor contributing to service quality satisfaction, accounting for 93.98% of positive
responses. Interestingly, patients with health insurance reported lower levels of satisfaction
compared to those without health insurance (p<0.05). Conclusion: The study concludes that the
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quality of outpatient medical examination and treatment services at Tan Hung Hospital is highly
rated, with the use of health insurance being a factor associated with lower satisfaction.
Keywords: Service quality, medical examination and treatment, outpatient.

I. PAT VAN PE

Chét luong dich vu (CLDV) kham chira bénh c6 lién quan dén sy hai long cia nguoi
bénh va nguoc lai sy hai long cua nguoi bénh c6 thé danh gia dugc CLDV kham chira bénh
do bénh vién va nganhy té cung cap [1]. .Trong nhitng ndm qua, danh gia CLDV kham chira
bénh lubn gén lién véi muc tiéu phat trién hé thong nganh y té, phat trién kinh té xa hoi, Bo
Y té Viét Nam da ban hanh nhiéu ké hoach, chuong trinh va trién khai thuc hién cac bién
phap cai thién tinh than, thai do phuc vu cua nhan vién y té, nang cao chat luong hoat dong
tai cac co s& kham, chira bénh nham nang cao sy hai long cua nguoi bénh [2]. Trén thé gidi,
C4C tAc gia da tién hanh nhiéu nghién ctru danh gia CLDV kham chira bénh véi cac khung
Iy thuyét, dan y nghién ciu hoan chinh va cac cong cu do luong dang tin cay. Thang do
SERVPERF la phan “cam nhan” cua thang do SERVQUAL phan anh CLDV théng qua su
danh gia cua khach hang, mang tinh khoa hoc, khach quan, trung thuc va dugc ap dung trén
nhiéu dbi trong ngudi bénh trong cac nghién ctu trén toan cau [3], [4], [5]. Tai Viét Nam,
nhiéu cdng trinh nghién ciru danh gia CLDV va cac yéu t6 lién quan & nguoi bénh theo
nhiéu thang do khac nhau, day la ngudn tai liéu tham khao 16n cho cac nha t6 chuac, quan Iy
y té tham khao va xay dung cac chién lugc nang cao chét lwgng bénh vién [6], [7], [8]. Khoa
Kham bénh, Bénh vién da khoa Tan Hung cé chirc nang kham va diéu tri ngoai tri cho gan
200 luot ngudi bénh mdi ngay véi 16 ban kham. Nghién ctu danh gia CLDV tir goc do
ngudi bénh s& 1a co sé dé bénh vién xac dinh nhiing van dé chat luong can cai thién, tiing
budc xay dung va hoan thién cac dich vu kham chira bénh (KCB) nham dap tng tot hon
yéu cau cang cao cua ngudoi bénh. Vi vay, “Nghién ctu chat luong kham chita bénh ngoai
trd va mot s yéu tb lien quan tai Khoa Kham bénh, Bénh vién Pa khoa Tan Hung nim
2023” dugc thuc hién voi muc tiéu: M@ ta chat luong kham chira bénh ngoai tri va mot sb
yéu té lién quan tai Khoa Kham bénh, Bénh vién Pa khoa Tan Hung niam 2023.

II. POI TUQNG VA PHUONG PHAP NGHIEN CUU
2.1. Péi twong nghién cieu

Ngudi bénh kham ngoai tra tir di 18 tudi tro 18n tai khoa Kham bénh, Bénh vién
(BV) ba khoa Tan Hung.

- Tiéu chi chon miu: Ngudi bénh khdm ngoai trd tai khoa Kham bénh, Bénh vién
Pa khoa Tan Hung; Nguoi bénh tir du 18 tudi tro Ién.

- Tiéu chi loai trir: Nguoi bénh khéng cé kha ning hiéu tiéng Viét (nguoi nudc ngoai).

2.2. Phwong phap nghién ciu

- Thiét ké nghién ciru: Nghién ciru cit ngang, két hop cé trinh ty nghién cau dinh
luong va nghién cuu dinh tinh theo 2 giai doan nghién ctu dinh lugng trudc va dinh tinh
sau. Nghién cttu dinh luong nhiam dap @ng muc tiéu sé 1 mé ta CLDV KCB ngoai tra tir
g6c do nguoi bénh theo thang do PSS. Nghién ciu dinh tinh (nguoi bénh) duoc tién hanh
ngay sau khi két thic phong van nghién ctiu dinh lugng. Sau khi danh gié nhanh két qua tra
loi nghién ciu dinh luong, dua vao két qua hai long CLDV theo tirng khia canh tac gia
chinh stra va b6 sung cac noi dung phong van sau (NVYT) nham dap @ng muc tiéu 1 1a mo
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ta CLDV KCB va muc tiéu s6 2 1a phan tich mét yéu té anh huong ¢én CLDV KCB ngoai
trd tir goc d6 nguai bénh.

- C& mau va phwong phap chon miu: Sir dung céng thuc tinh ¢d mau uéc luong
mét ty 1 v&i a=0,05, d: 1a sai sb tuyét ddi cho phép trong nghién cau nay d=0,05. p: la ti 18
hai long voi CLDV & ngudi bénh diéu tri ngoai tra, dua theo két qua nghién ciru cua tac gia
Nguy&n Minh Quan va cac cong su tién hanh tai Bénh vién Quan Thi Dirc ndm 2019 bang
cdng cu PSS, chon p=0,823 [5]. Ap dung c6ng thirc tinh ¢& mau, nghién ciu udce luong ¢
mau 1a n=224 ngudi bénh. Cong 10% do mat mau, c& mau can thu thap 1a n=246 nguoi
bénh. Thyc té trong qua trinh thu thap mAu, nghién ciru da phong van 249 ngudi bénh.

- Phwong phap chon miu:

Nghién ciru dinh lwong: Chon mau ngiu nhién hé théng.

+ T4t ca don vi mau trong mot thang: 4400 nguoi bénh. Trung binh mai ngay khoa
Kham bénh tiép nhan kham va diéu tri ngoai tra cho 200 bénh nhan (theo bao c4o hoat dong
niam 2022), khoa Kham bénh hoat dong tir thir 2 dén thi 6, do d6 tong luot kham khoang
4400 nguoi bénh.

+ Khoang mau k=N/n=4400/246=17,8 gan bang 18.

+ Mbi ngay, c mdi 18 ngudi bénh, nghién ciu vién chon ngau nhién mot nguoi
bénh trong s6 d6 va tién hanh phong van.

+ Néu ngudi bénh khong dat tiéu chi tham gia nghién ciu thi nghién ctiu vién chon
nguoi tiép theo trong cling nhém.

+ Nghién ctru da thu thap mau vao 2 khung gio: sang tir 9-11 gio, chiéu tir 13-16
gio, tir thir 2 dén tha 6, két thuc 1dy mau khi du sb luong ngudi bénh tham gia nghién ciu.

- Ngi dung nghién cieu: Bién s6 nghién ctru dinh luong: bién sé doc lap: Cac yéu
t6 ngudi bénh bao gém: tudi, gigi tinh, noi séng, trinh d6 hoc van, nghé nghiép, thoi gian
kham bénh, tan suat kham chita bénh, mac chi tra cua ngudi bénh, s6 nam st dung dich vu.
Bién s6 két cuc: Piém s6 trung binh CLDV, ty I8 hai long cua nguoi bénh va céc tiéu chi
CLDV: sy dam bao chat lugng, su dap ung, co so vat chat, su tin cay va su cam théng.

- Phuong phap thu thip s6 liéu: Cong cu thu thap s liéu: bang bd cau hoi nghién
curu da soan san.

- Phwong phap xir Iy s6 liéu: Sir dung phan mém théng ké Stata phién ban 14.2.

I1l. KET QUA NGHIEN CUU

3.1. Chat lrgng dich vu kham chira bénh
Bang 1. Mot s6 dic diém cua ngudi bénh (n=249)

STT Dic diém cua nguoi bénh Tan s6 | Ty 16 (%)

1 | Tudi (TB; PLC) 49,13;16,59
Gigi tinh

2 Nam 74 29,72
Nir 175 70,28
Noi song

3 | TPHCM 238 95,58
Tinh/thanh phé khac 11 4,42
Trinh d6 hoc van

4 | Tucp | tré xudng 8 321
Cap Il 27 10,84
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STT Dic diém cia nguoi bénh Tan s6 Ty 18 (%)

Cép I 122 49,00
T cép 11 tro 1én 92 36,95
Nghé nghiép

5 | Co6lao dong 169 67,87
Khoéng lao dong 80 32,13
Tan suat kham bénh
Tir dudi 1 tuan/ lan 2 0,80

6 2 tuan/lan 3 1,20
1 thang/ lan 96 38,55
Khéng xac dinh 148 59,44
S6 ndm st dung dich vu (ndm)

7 <1nam 34 13,65
2-4 nam 193 77,51
> 5 nam 22 8,84
Sir dung BHYT

8 | Co 190 76,31
Khéng 59 23,69

Nhan xét: Trung binh d6 tudi ciia NB 1a 49,13 tudi, d6 léch chuan la 16,59 tudi. Vé

dac diém gigi tinh, c6 khoang 70% NB 14 nir giéi va 30% nam gidi. Nguoi bénh chu yéu
sbng tai Thanh phé H6 Chi Minh (95,58%) va hau hét cé hoc van tir cap 111 trg 18n (85,95%).
Hon 2/3 s6 NB déu dang lao dong tao ra thu nhap (67,87%). Gan 60% ngudi bénh kham
bénh véi tan suat khong xac dinh 40% nguoi bénh dén kham theo lich dinh ki 1 tuan, 2 tuén,
1 thang. thoi gian str dung dich vy cua da sO tir 2-4 nam (77,51%), 13,65% dén kham tir 1
nam tr¢ XUOng va gan 10% s ngudi bénh ¢6 thoi gian trai nghiém dich vu tr 5 ndm tro [én.
Hau hét NB dén kham bénh déu dang sir dung BHYT (76,31%) dé chi tra va chi c6 23,69%
ngudi bénh khong co BHYT.
Bang 2. Chat luong dich vu kham chita bénh theo yéu té dam bao chat luong (n= 249)

Rat khong dong . \ Dong ¥, rat
STT Noi dung danh gia ¥, khong dong ¥ Bm(}:] ﬂ;}j)" ng dong y
(n, %) ’ (n, %)
Bac si to ra quan tim dé giai quyét
1 vén dé bénh tat 0(0) 48 (19,28) 201 (80,72)
o | Diéu dudng hogc ni ho sinh co 0(0) 39(15.66) | 210 (84,34)
chuyén mon tot
3 | Bac si chan doan bénh chinh xac 0(0) 36 (14,46) 213 (85,54)
biéu duong hoic nir ho sinh ludn
4 ludn lich sy, nha nhan 1(0,4) 34 (13,65) 214 (85,94)
Bac si lubn lich su, nha nhan véi
5 Onglba 1(0,4) 32 (12,85) 216 (86,75)
Cach cu xur ctia nhan vién Bénh
6 vién tao duot sy ty tin 0(0) 30 (12,05) 219 (87,95)
7 Belc 31ACua bénh vién co chuyén 0(0) 40 (16,06) 219 (87,95)
mon tot
8 | Bac sico quan tdm dén ngudi bénh 1(0,4) 36 (14,46) 212 (85,14)
g | Diéududng hogc n ho sinh ¢o 0(0) 34 (1365 | 215 (86,35)
quan tdm ngudi bénh
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Nhan xét: Trong yéu té sy dam bao chit luong, ty 1& dong y va rat dong y theo tung
tiéu chi déu dat trén 80%. Trong do, ndi dung “Bac si t6 ra quan tim dé giai quyét bénh tat”
co ty 16 ddng y, rat dong y thap nhét vaéi ty 1& 80,72%, va ndi dung “Cach cu xir cia nhan
vién bénh vién tao duogc su tu tin”, “Béc si bénh vién ¢ chuyén mén tt” cao nhit & mirc
87,95%. Nghién ctru dinh luong cho thay két qua 85,54% NB ddng Y vai cac chan doan cia
BS, két qua phong van sau dua ra bang chang rang ngudi bénh hai long khi bénh tat duoc
cai thién vai chi phi phi hop, yéu té chuyén mén ludn duoc danh gia cao va nhan duoc sy
tin tudng cua NB.
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Biéu d6 1. Ty & hai long céc tiéu chi cau thanh chat luong dich vy (n=249)

’ Nhan xét: Biéu do cho thy ty I¢ hai long (bao gom hai long va rat hai long) & NB
den khadm ngoai tru tai Bénh vién ba khoa Téan Hung theo tung khia canh déu dat t(én 85%.
Trong do, co so vat chat dat ket qua thap nhat khi ty I¢ hai long dat trén 86%, ké dén la yeu
to sw dap ung (87,55%), su cam thong (87,55%), su tin cay (89,96%) va sy dam bao chat
lugng dat ty 1€ cao nhat 93,98%. Ket qua ty I hai long chung qua toan bg thang do dugc
danh gia 1a 95,18% va van con 4,82% nguoi bénh chua thuc sy danh gia cao dich vu tai
Khoa Khadm bénh, Bénh vién Pa khoa Tan Hung.

3.2. Mt s6 yéu té lién quan dén chat lwong dich vu kham chira bénh
Bang 3. Phan tich cac yéu té nguoi bénh lién quan dén chat luong dich vu kham chira bénh
(n=249)

STT Pic diém cia ngudi bénh Hf‘n'fzgg mg”(% E‘Z; o
Nhom tuoi
1 | -Dudi 40 tudi 74 (94,87) 4 (5,12)
- Tir 40 dén 60 tudi 89 (96,74) 3(3,26) 0,614*
- Trén 60 tudi 72 (93,50) 5 (6,50)
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STT Pic diém ciia ngudi bénh H(ar:!;);'g :323”(% L‘Z; 0

Gidi tinh

2 | -Nam 69 (93,24) 5 (6,76) 0.353"
- Nit 168 (96,0) 7 (4,0) ’
Noi sdng

3 | - Thanh ph6 H5 Chi Minh 227 (96,18) 11(382) | 406°
- Tinh/thanh phé khac 10 (90,91) 1(9,09) '
Trinh d6 hoc van
- Tur cap | tré xubng 7 (8,75) 1(1,25)

4 | -Cépll 27 (100) 0 (0) 0.382°
-Cap Il 115 (94,26) 7 (5,74) ’
- Trén cap 111 88 (95,65) 4 (4,35)
Nghé nghiép

5 | -Colao dong 159 (94,08) 10(592) | 440~
- Khéng lao dong 78 (97,50) 2 (2,50) ’
Tan suat kham bénh

6 | -Cddinh 98 (97,02) 3(2,98) 0.370"
- Khéng ¢6 dinh 139 (93,92) 9 (6,08) ’
S6 nam st dung dich vy

2| - Dudi 1 nim 34 (100) 0(0) 0.356"
- Tir 1 d&én 4 nim 182 (94,30) 11 (5,72) '
- Tr 5 ndm tro 1én 21 (95,45) 1(8,33)
Str dung BHYT

8 |-Co 178 (93,68) 12 (5,85) | 0,048
- Khéng 59 (100) 0 (0)

* Kiém dinh chinh xac Fisher
** Kiém dinh Chi®

Nhan xét: Két qua thong ké phan tich cho thay ty Ié hai long vé CLDV cia NB khong
c6 su khac nhau gitra cac nhom NB khac nhau theo timg dic diém nhom tudi, gisi tinh, noi
séng, trinh do hoc van, nghé nghiép, tan suat kham bénh, sé nam st dung dich vu va CLDV.
Cu thé, khong c6 su khac biét vé ty Ié hai long & hay nhém nguoi bénh nam va ngudi bénh
nit (p=0,353), ngudi bénh séng tai TP.HCM va ngudi bénh dén tir dia phuong khac khong
c6 su khéc biét khi danh gia sy hai 10ng vé CLDV (p=0,426). Bén canh d6, két qua cho thay,
ty 18 hai long vé CLDV cua ngudi bénh khdng c6 sy khéc biét & nhém khach hang kham
bénh dinh ki va khéach hang kham bénh khong cb dinh (p=0,370). Vé dic diém s6 nam sir
dung, ty 1& hai 1ong vé CLDV khéng c6 su khéc biét gitta cac nhém nguoi bénh cd thoi gian
str dung dich vu khac nhau (p=0,359). Tuy nhién, ty 1€ hai long CLDV ¢ nhém nguoi bénh
khong st dung BHYT dat ty 1€ 100% va cao hon nhom ngudi bénh dang st dung BHYT
V6i ty 1¢ 93,68%, khac biét c6 ¥ nghia thong ké véi p=0,048.

V. BAN LUAN

4.1. Chat hrgng dich vu kham chira bénh

Ty |€¢ CLDV tai Khoa Kham bénh BV Da khoa Tan Hung duoc danh gia cao voi ty
1€ hai 10ng chung la 95,18%. Cung mét thang do CLDV, ket qua trén dugc Xep vao nhom
cac bénh vién cé CLDV tot, twrong duwong vai nghién ciru cua cac tac gia tai bénh vién Hoan
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M3 Binh Duong (98,8%), bénh vién Qudc té Hanh Phiic (94,0%) va cao hon cac bénh vién
cong l1ap khu vyc phia Nam [9], [10]. Két qua cho thiy cac bénh vién tu nhan va quéc té
ludn duoc ngudi bénh tin tudng va danh gia cao vé CLDV & nhiéu mat. Ly giai cho két qua
trén, cac bénh vién ngoai cong lap co sy dau tu toan dién nhim ning cao CLDV huéng toi
su hai 1ong caa khach hang, duy tri ngudn bénh va hoat dong cua bénh vién. Ciing véi muc
tiéu “lay ngudi bénh lam trung tim” cc bénh vién khu vuc cong 1ap ludn cé su cai tién, tuy
nhién vai s6 bénh dong, luc lrong nhan vién mong va co sd vat chat qué tai thi viéc duy tri
CLDV that sy con nhiéu khé khin (38-39). Trong cac yéu té ciu thanh CLDV tai Khoa
Khém bénh, nghién ctu ghi nhan yéu t6 su dam bao chit luong dugc danh gia tét nhat véi
ty 16 93,98%, hau hét cac nghién ctru khac ciing ghi nhan ty 18 hai long ¢ yéu té nay rit cao
tir 82,5% dén 98,6% [9], [11].
4.2. Mdt s6 yéu to6 lién quan dén chat lwong dich vu kham chira bénh

Két qua nghién cau dinh lugng cho thay yéu té nguoi bénh duy nhét lién quan dén
CLDV la ngudi bénh ¢6 st dung BHYT ¢6 ty 18 hai [ong CLDV thap hon ngudi bénh khéng
c6 BHYT. Clng voi quan diém trén, tac gia Ling Liu va Jinming Fang d3 dua ra két qua
nguoi bénh c6 BHYT thuong mai thi danh gia CLDV & moi mit thap hon cac nhém nguoi
bénh khdng c6 sir dung BHYT [12]. Tuy nhién, két qua nghién ctiu ¢d sy khac biét so voi
két qua cua tac gia Lé Tan Phang nghién ctu tai Khanh Hoa, ngudi bénh co sir dung thé
BHYT c6 diém hai long chung cao hon ¢ ¥ nghia so véi nhém khong c6 BHYT [13]. Ly giai
cho su khéc biét trén, tai Khoa Kham bénh, nguoi bénh kham BHYT thuong can phai lam
thém cac tha tuc hanh chinh, thoi gian cho doi dai hon va c6 mét s6 quy dinh vé thoi gian
kham ciing nhu thuéc BHYT, mét s6 ngudi bénh cho rang sir dung BHYT khong thé kham
sém hon so v6i lich kham da duoc hen. Két qua nghién ctru dinh luong ciing chua tim ra moi
lién quan giita cac dic diém cia ngudi bénh nhu tudi, giéi, trinh d hoc van, nghé nghiép, tan
suat kham bénh, thoi gian khdm bénh va sy hai 1ong vé chét luong dich vu.

V. KET LUAN

Ty 1¢ CLDV tai Khoa Kham bénh BV Da khoa Tan Hung c6 ty I¢ hai long chung la
95,18%. nguoi bénh cd st dung BHYT c6 ty 1€ hai l1ong CLDV thap hon nguoi bénh khéng
c6 BHYT.
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TOM TAT

Dt vin dé: Hién nay, Sam cau chu yéu duwoc thu hdi ¢ Yén Bai va sir dung cd nide nhing
chira dwoc nghién cizu day di vé thanh phan ciing nhur tac dung sinh hoc. O nuée ngoai, da c6 mét
vai cong trinh nghién cizu vé thanh phan héa hoc hay tac dung diroc ly cua loai nay. Muc tiéu
nghién cizu: Nghién cizu thanh phan héa hoc huéng tac dung chéng oxy héa cua than ré Sam cau.
Déi twong va phwong phdp nghién ciru: Than ré Sam cau thu hai tgi Yén Bai vao thang 5/2018 va
dwge TS. V6 Van Chi xdc dinh loai. Chiét xuat bdng con 96%, tach phdn dogn va sang loc tac dung
Chong oxy hoa cua cao toan phan, cao phan dogn va chat phan ldp bangphwongphap DPPH. Phdn
Igp cac hop. chat bang sdc ky cét nhanh, scc ky cé dién va xdc dinh cdu tric bang cdc phuong phap
pho hoc. Két qua: Qua sang loc, cao phdn doan ethyl acetat (tir cao con 96%) c6 hoat tinh chang
oxy héa manh nhdt, dé phan ldp va xdc dinh cdu tric 4 hop chat: orcinol, curculigosid, curculigosid
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