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SU HAI LONG CUA NGUGI CO THE BAO HIEM Y TE KHAM
CHUA BENH TAI TRAM Y TE XA HOI AN, HUYEN CHQ MO,
TINH AN GIANG NAM 2020 VA MOT SO YEU TO LIEN QUAN

Nguyén Thanh Hai', Phiing Thanh Hung?, Pham Quynh Anh?

TOM TAT

Nghién ctru dugce thue hién vdoi 2 muc ti€u nhim mo
ta va phan tich mot sb yéu t6 lién quan sy hai long cia
ngudi bénh. Thiét ké nghién ciru 13 mé ta cit ngang, két
hop dinh lugng va dinh tinh, nghién ctru st dung bd cong
cu SERQUAL, phong van 288 nguoi bénh dén kham chira
bénh tai Tram y té xa Hoi An. Két qua cho théy ty 1€ hai
long chung v6i dich vu kham chita bénh 1a 81,2%, trong
d6 ty 1 hai 1ong chung vé yéu té cam thong 1a cao nhat
vGi 74,7%, va thap nhét 1a ty 18 hai long chung vé yéu t&
tin tuong 12 60,1%. Yéu té lién quan dén sy hai 1ong ngudi
bénh 1a nghé nghiép (OR = 2,1), sé 1an kham chira bénh
trong nam (OR = 2,5), muc do sir dung thé bao hiém y té
(OR =2,0), va nguoi bénh c6 dugce tu van vé dich vu bao
hiém y té (OR = 2,6). Két qua nghién ciru cung cp bing
chung khoa hoc tham muu cho lanh dao tram y té dé ra
cac giai phap nang cao chat lugng kham chita bénh va
tang su long ctia ngudi bénh.

Tir khéa: Sy hai 1ong, ngudi bénh bao hiém vy té,
dich vu kham bénh, chira bénh.

ABTRACT

SATISFACTION OF INSURED PATIENTS
GETTING DIAGNOSIS AND TREATMENT
SERVICES IN HOI AN HEALTH STATION, CHO
MOI DISTRICT, AN GIANG PROVINCE IN 2020:
STATUS AND SOME ASSOCIATED FACTORS.

Research was conducted with two objectives which
are to describe and to analyze some factors affecting
the satisfaction of insured patients getting diagnosis
and treatment service in Hoi An health station, Cho
Moi district, An Giang province. The research design is
cross-sectional description, combining quantitative and
qualitative. The research used SERQUAL questionaire,
interviewed 288 inpatients. The research results show

1. TYT Hdi An, Chg Méi, An Giang
2. Truwong Pai hoc Y té cong cong
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that 81.2% insured patients satisfied with diagnosis and
treatment service in Hoi An health station, in which the
overall satisfaction rate of insured patients with sympathy
factor is 74.7%. Factor having lowest satisfaction rate
of insured patient is trust factor (60.1%). Our study also
found some factors related to patient satisfaction. They
are occupation (OR = 2.1), number of visits per year (OR
= 2.5), number of times using health insurance card (OR
= 2.0), health insurance services counseling (OR = 2.6).
The research results provide scientific evidence to advise
the Board of Directors to propose solutions to improve
the quality of medical examination and treatment and
increase patient confidence.

Key words: Satisfaction, insured inpatient, health
service.

I. PAT VAN PE

Hién nay, hé théng kham chita bénh (KCB) bao hiém
y t& (BHYT) duoc bao phu rong khip tir tuyén trung wong
cho dén tuyén co s¢. Viéc nang cao cht lwong KCB trong
d6 ¢ chét lugng KCB cho nhitng ngudi ¢6 thé BHYT
ludn 12 myc tiéu hang dau ciia Nganh Y té. Trén thuc té
nhiéu ngudi c6 thé BHYT néi ho khong sir dung BHYT
khi di KCB vi qui trinh KCB BHYT phtic tap, ruém ra.
Néu céc co s y té khong cai thién dich vy KCB thi viéc
thu hut ngudi dan dén kham sé khong nhu mong doi.

Tram y t& (TYT) nam trong hé thong cac co sé cham
soc stre khoe ban ddu cho ngudi din va c6 vai tro vo cling
quan trong. Dé nang cao chat lugng dich vu kham va diéu
tri BHYT tai Tram y té (TYT), viéc tim hiéu mirc do hai
long ctia ngudi bénh 14 vo cung quan trong. Vi vy, chung
t6i tién hanh nghién ctru dé tai: “Sy hai long ciia ngieoi c6
thé bdo hiém y té kham chita bénh tai tram y té xa Hoi An
huyén Chg Méi tinh An Giang nam 2020 va mt s6 yéu
16 lién quan” véi myc tiéu: (1) M6 ta sy hai 1ong vé cong
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HWJ CUU KHOA HOC

tac kham chira bénh cua ngudi co thé bao hiém y té dén
kham bénh, chita bénh tai tram y té xa Hoi An, 6 thang
dau nam 2020. (2) Xac dinh mot s6 yéu t6 lién quan dén
su hai long vé cong tac kham chira bénh cta ngudi bénh
¢6 thé bao hiém y té dén kham bénh, chita bénh tai tram
y té xa Hoi An.

IL. POI TUQNG VA PHUONG PHAP NGHIEN
cuu

Poi twong nghién ciru

Ngudi co thé BHYT trén 18 tudi dén KCB tai TYT
Hoi An, 6 thang dau nam 2020.

Tiéu chuan loai trir: Nguoi bénh 1a nhan vién cua
TYT hodc 1a ngudi nha NVYT.

Thiét ké nghién ctru

Nghién ctru mé ta cit ngang.

Phuong phip chon miu va ¢& miu

C& mau:

Theo cong thirc:

p(1-p)
dZ

n: 6 ¢ mau toi thiéu trong nghién ciru

n=27?

(1-a/2)

: hé s6 véi d6 tin o= 0.05, vy Z =1,96

(1 -a/2)" (1-0/2)

P: Nghién ctru ciia Tran Thi Kim Thoa vé sy hai long
nguoi ¢6 thée BHYT kham chita bénh tai TYT xa Binh
Thanh, huyén Cao Lanh, tinh Déng Théap nam 2015 (p=
0,75).

d: sai s6 cho phép (d= 0,05).

Thay vao cong thurc ta c6 n=288

Dé dam bao cé mau phan tich cong thém 10% ngudi
bénh bo cudc, nén ta cd: n =316

Bién s6 nghién ctru:

X2 h¢i nhan khau hoc: 9 bién sb

Su hai 1ong (Khia canh hitu hinh: 4 bién sd, khia
canh tin twong: 5 bién sd, khia canh dap tmg: 4 bién s,
khia canh dam béao: 4 bién sb, khia canh cam thong: 5
bién sb).

Phuong phap thu thip phén tich so liéu

B0 cau héi gém 22 cau v6i 5 khia canh dugc tham
khao cua tac gia Truong Thi Bich Ngoc va Bui Thi Thu
Huong.

Sé liéu dinh luong sau khi Iam sach dugc nhap va xi
1y bang SPSS 20.0.

III. KET QUA NGHIEN CUU
3.1 Théng tin chung caa ddi twong nghién ciru

Bing 1: Thong tin chung ciia doi twong nghién civu

Pic diém Tén sb Ty 18 (%)
, <40 74 25,7%
Tuoi
> 40 214 74,3%
<Cap3 199 69,1%
Trinh d6 van hoa .
>Cap 3 89 30,9%
) Ho ngheo 32 11,1%
Kinh té
Khong nghéo 256 88,9%
. Lam rudng 183 63,5%
Nghé nghi¢p
Khac 105 36,5%
. >3 1an 246 85,4%
S0 lan di khdm trong ndm -
<3lan 42 14,6%
Mbc d6 st dung BHYT Thuong xuyén 184 63,9%
KCB Thinh thoang 104 36,1%
. Co 222 77,1%
Tu van dich vu KCB BHYT
Khong 66 22,9%
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Bang 1 cho thdy nhitng ngudi trén 40 tudi chiém (85,4%). Mirc d6 sir dung thé¢ BHYT thudng xuyén la
da sb (74,3%). Trinh d6 van hoéa dudi cép 3 chiém ty  63,9%. Cac ddi tuong dugc tu van dich vu KCB BHYT
1& cao (69,1%). Pa s 1a nghé nghiép 1am rudéng chiém chiém 77,1%.

63,5%. Nhimng ngudi KCB BHYT trén 3 lan c6 ty 18 cao 3.2 M6 ta su hai long ngudi bénh

Bdng 2. Ty 1¢ hai long ciia nguwoi bénh

STT N6i dung Ty 1€ hai long
Khia canh hitu hinh 67,7%
1 Su vé sinh sach s€é cua TYT 68,4%
2 |INVYT an mac lich sy, gon gang 63,2%
3 Su hoat dong tdt cia TTB may moc dé phuc vu KCB 57,6%
4 |Tranh, anh, bang huéng dan rat dé hiéu 52,1%
Khia canh tin twéng 60,1%
5 Su quan tam cia NVYT tai tram 64,9%
6 NVYT KCB khoéng c6 sai s6t nao 63,9%
7 | Chén doan, diéu tri cia NVYT thuong chinh xéac 62,1%
8 [NVYT KCB véi thoi gian phu hop theo quy trinh KCB 59,2%
9 | Chi phi cac dich vu y té 1 rang, minh bach 57,6%
Khia canh dap ung 72,2%
10 | Céc dich vu kham chira bénh luén dugc dap ung kip thoi 74,1%
11 [NVYT khong t6 ra ban ron khi ngudi bénh nho giup do 65,7%
12 |NVYT nhiét tinh dap tmg cic yéu cu ciia ngudi bénh 64,3%
13 |Thoi gian kham bénh phu hop nhu da dugc thong bao 63,6%
Khia canh ddm bao 68,1%
14 |NVYT ludén cu xur ton trong cac véan dé riéng tu, tao sy tin cdy 62,5%
15 | Nguoi bénh KCB cam thay an toan tai TYT 61,2%
16 |NVYT c6 kién thuc t6t Tu van tra 16i cdu hoi ciia ngudi bénh 60,8%
17 |NVYT c6 trinh d6 chuyén mon gidi 54,1%
Khia canh cam thong 74,7%
18 | Thoi gian thuc hién KCB phu hop, thun tién cho nguoi bénh 77,0%
19 |NVYT luén quan tam dén nguoi bénh 73,3%
20 |[NVYT chim soc y té phit hop cho ngudi bénh 72,9%
21 |NVYT luén déi xir hoa nhd, chdm séc nhiét tinh, chu déo 69,1%
22 |NVYT luén hiéu dugc cac van dé lo ling cta ngudi bénh 66,7%
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Ty 1¢ hai long chung cua khia canh hitu hinh la
67,7%. Trong o, ty 1¢ hai long cao nhat 1a tiéu chi TYT
luén dugc vé sinh sach s€ (68,4%). Tiéu muc ¢ ty 1€ hai
1ong thip nhét 1a hai long vdi tranh, anh, bang chi dan rat
d& hiéu (52,1%).

Ty 1& hai long chung vé khia canh tin tuong la
60,1%. Trong do6, ty 18 hai 1ong cao nhét 1a vé su quan
tam cia NVYT tai tram co ty I¢ hai long 64,9%. Ty 1€
hai Iong thap nhét 1a vé chi phi cac dich vu 16 rang, minh
bach 57,6%.

Ty 1& hai long chung vé khia canh d4p tng 1a 72,2%.
Ngudi bénh hai long ddi v6i dich vu KCB luén duge dap
tng kip thoi c6 ty 1¢ hai 1ong cao nhat (74,1%). Ty 1¢ hai

1ong thap nhét 1a tiéu myc thoi gian kham bénh phu hop
nhu da dugc thong bao (63,6%).

Ty 1¢ hai 1ong chung vé khia canh dam bao 12 68,1%.
Trong d6, ty 1¢ hai 10ng cao nhat 1a NVYT luén cu xir ton
trong cac van dé riéng tu, tao sy tin cdy cho nguoi bénh
(62,5%). Tiéu muc c6 ty 1¢ hai long thip nhat thudc vé
NVYT c6 trinh d§ chuyén mén gioi (54,1%).

Ty 1& hai long chung vé khia canh cam thong 1a
74,7%. Trong d6, ty 1& hai long cao nhét 1a thoi gian
thuc hién KCB phu hgp, thuén tién ddi véi nguoi bénh
(77%). Tiéu muyc c6 ty 1& hai long thap nhat 1a NVYT
luén hiéu duoc cac van dé lo ling cua ngudi bénh
(66,7%).

Hinh 1: Ty Ié hai long cdc nhém yéu t6 va ty 1¢ hdi long chung
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YT htuhinh YT tintwdng YT dapung YT dam bao YT cadm thong

Ty 1¢ hai long chung ciia ngudi bénh vé dich vu KCB
tai TYT xa Hoi An, huyén Chg M, tinh An Giang 13 81,2%.

HL CHUNG

3.3. Mt s6 yéu tb lién quan dén sy hai long cia
nguwoi bénh

Bing 3: Mt s6 yéu té lién quan dén sw hai long ciia ngwoi bénh

Hoat dong KCB ctia TYT
Yéu t6 Hai I¢ Khong hai I¢ P; OR;
ai long ong hai long 95% KTC
n % n %
. Lam rufng 157 85,8% 26 14,2% p=0,01; OR=2,1
Nghe nghiép > ’
Khac 77 73,3% 28 26,7% KTC (1,2-3,9)
. >3 lan 206 83,7% 40 16,3% ~001: OR =
So lan di kham - p=0,01; OR =25
<3lan 28 66,6% 14 33,4% KTC (1,2-5,3)
Mikc d9 sir dung Thuong xuyén 157 85,3% 27 14,7% p=0,02; OR =2,0
BHYT Thinh thoang 77 74% 27 26% KTC (1,1 -3,7)
. |Co 189 82,4% 33 17,6% p=0,04; OR =2,6
Co6 dwge tw van 7 ’
Khéng ¢ 45 68,1% 21 31,9% KTC (1,4 -5,0)
) Khéng nghéo 205 80,1% 51 19,9% —02:O0R=04
Kinh té gia dinh p=02; 0R=0,
Nghéo 29 90,6% 3 9,4% KTC (0,1 - 1,4)
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Hoat dong KCB cia TYT
Yéu tb Hai 16 Khéone hai Id p; OR;
pone ong 1l ons 95% KTC
n % n %

<Cap3 159 79,9% 40 20,1% —04: OR =
Trinh @9 vin héa —— p=04;0R=07
>Cap 3 75 84.2% 14 15,8% KTC (0,3 -1,4)
. =40 178 83,1% 36 16,9% p=02;0R=15

Nhom tuoi

<40 56 75,6% 18 24.,4% KTC (0,8 - 3,0)

Bang 3 cho thay mbi lién quan giita nghé nghiép ciia
ngudi bénh dén sy hai long vé cong tac KCB tai TYT cé
su khac biét co y nghia thong ké vé sy hai 1ong véi cong
tac KCB cua TYT gilta nhitng nguoi lam ruéng véi nhém
nghé nghiép khac, trong d6 nhitng ngudi & nhom nghé
nghiép 1am rudng c6 kha ning c6 su hai long cao gip 2,1
1an so v&i nhitng nghé nghiép khac (p < 0,05).

Vé mbi lién quan giita sb 1an di kham chita bénh
trong ndm ciia nguoi bénh dén sy hai long vé cong tic
KCB tai TYT, nhitng nguoi bénh c¢o s6 lan di kham trén
3 lan trong nam c6 xu hudng hai long gip 2,5 1an nhitng
ngudi c6 s 1an di kham tir 3 1an trd xudng (p < 0,05).

Vé mbi lién quan gitra mirc d6 sir dung BHYT dé
KCB ciia ngudi bénh véi sy hai long vé cong tac KCB
tai TYT, nhitng ngudi bénh c¢6 mirc d6 st dung BHYT dé
KCB thudng xuyén c6 kha niang hai long cao gip 2 1an so
v6i nhitng ngudi bénh sir dung thé¢ BHYT dé KCB khong
thuong xuyén (p < 0,05).

Bang 3 ciing cho thdy mbi lién quan giira ngudi bénh
¢ duge tu van vé dich vu BHYT dén su hai long vé cong
tac kham chira bénh tai tram y té, nhitng nguoi bénh dugc
tu van vé dich vu BHYT c6 kha ning hai long cao gip 2,6
1an so voi nhitng nguoi bénh khong duoc tu van vé dich
vu BHYT (p <0,05).

IV. BAN LUAN

Mo td sw hai long cviia nguwoi bénh

Khia canh hitu hinh: NVYT an mac lich sy, gon
gang, tiép don hoa nha lich sy ¢6 ty 1€ hai long 63,2%, Kkét
qua nay thip hon so v&i nghién ctru tai TYT x4 ciia tac gia
Dinh Vin Ngoc An nam 2012 (76,9%) [2].

Khia canh tin twong: Ty 1€ nguoi bénh hai long
chung 13 60,1%, thip hon so v&i nghién ciru cua tac gia
bang Hoang Dii nam 2014 (89%) [1].

Khia canh dap ung: Ty 1€ hai long chung 1a 72,2%,
cling pht hop so voi nghién ctru clia tac gia Tran Thi Kim
Thoa nim 2015 (74,6%) [6]. Dé ngudi bénh hai 1ong hon
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nira, trong thoi gian t6i phai sap xép thoi gian kham chira
bénh va cho doi hop 1y 1a rit quan trong, nham lam cho
ngudi bénh hai 1ong khi ¢én KCB BHYT tai TYT.

Khia canh dam bdo: V& trinh do chuyén mon
gioi clia can bo tai TYT c6 ty 1& hai long 54,1%, thap
hon so v6i nghién ctru cua tac gia Pinh Vin Ngoc An
nam 2012 (68,9%) [2], va cling thép hon nghién ctu
cua tac gia Hra Thanh Liém nam 2011 (88,6%) [4],
thap hon nghién ciru ctia tac gia Ha Thi Thi Thiiy nim
2012 (74,6%) [3], cao hon so véi nghién cilru cta tac
gia Nguyén Thi Oanh nim 2013 (35,2%) [5]. Dé ting
cuong su hai Iong cua nguoi bénh, 1anh dao TYT can
quan tdm ting cudng nhan luc va cir can bo di tap huan
va boi dudng kién thire thudng xuyén.

Khia canh cam théng: Ty 18 hai long vé ngudi bénh
luén dugc cham séc y té nhiét tinh va chu dao khi KCB
69,1%, ty 1& hai long v& NVYT ludn hiéu dugc cac nhu
cau lo ling ciia nguoi bénh 66,7%, thip hon nghién ctru
cua tac gia Pang Hoang Dl nam 2014 (76,5%), (83,5%)
[1]. Va thdp hon nghién ctru ciia tac gia Vwong Quan
Thanh nam 2016 (86,5%) [7].

Cic yéu t6 lién quan dén sw hai long ciia nguwoi bénh

Yéu t6 vé& nghé nghiép c6 lién quan dén sy hai long
chung (OR: 2,1, p<0,05), nhém ngudi c6 nghé nghiép lam
rudng co6 sy hai 1ong cao gip 2,1 14n so véi cac nghé khac,
cling twong tu nhu nghién ciru cla tac gia Pinh Van Ngoc
An nam 2012 [2], nghién ctru cua tac gia Ha Thi Thay
nam 2012 [3], nghién ctru cua tac gid Vuong Quan Thanh
nam 2016 [7].

S6 1an KCB trong nam ciing c6 lién quan dén sy hai
long chung (OR: 2,5, p<0,05), nhitng ngudi bénh cé sb
1an di KCB trén 3 1an c6 mirc d6 hai 1ong cao hon gip 2,5
1an nhitng nguoi bénh c¢6 s6 1an KCB tir 3 1an tré xudng.
Két qua nay ciing twong ty nhu nghién ctru cua tac gia
Tréan Thi Kim Thoa nim 2015 [6].

Mirc d6 str dung thé BHYT ciing ¢6 mdi lién quan
dén sy hai long chung (OR: 2,0, p<0,05), nhém ngudi cd
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muc do su dung thé BHYT thuong xuyén thi ho c6 sy
hai long cao hon so v&i nhom nguoi it khi sir dung thé
BHYT dé kham chira bénh. Két qua nay ciing tuong tu
nhu nghién ctru cua tac gia Tran Thi Kim Thoa nim 2015
[6], va cling gidng nhu nghién ctru cua tac gia Hira Thanh
Liém nim 2011 [4]. Piéu nay cho thiy c6 thé do nhiing
nguodi di KCB thuong xuyén ho quen véi quy trinh KCB
nén ho dé dang hai 1ong hon, dong thoi nhitg ngudi di
KCB thuong xuyén thuong l1a nhitng ngudi bénh man
tinh, nén tdm trang cta ho ciing d& dang chip nhan hon
nhitng nguoi khac.

V. KET LUAN

- Ty 1& hai 1ong chung vé coéng tac KCB BHYT
12 81,2%.

- Ty 18 hai lIong chung vé khia canh cam thong 1a
cao nhit 74,7%.

- Ty 1& hai long chung vé khia canh tin twong la thip
nhit 60,1%.

TAI LIEU THAM KHAO

- Mot s6 yéu t6 lién quan dén sy hai long bao gom:

v/ Nguoi bénh co nghé nghiép 1am rudng c6 kha
nang hai 10ng cao gép 2,1 14n so véi ngudi bénh c6 nganh
nghé khac (OR: 2,1, p<0,05).

v Ngudi bénh c6 sb 1an KCB trén 3 1an trong nim
¢6 kha nang hai long cao gip 2,5 1an so v6i ngudi bénh c6
s6 1an KCB tir 3 1an tré xudng (OR: 2,5, p<0,05).

v/ Nguoi bénh ¢6 mirc do st dung thé BHYT
thuong xuyén c6 kha ning hai 10ng cao gap 2 lan so voi
nguoi bénh khong st dung thé BHYT thuong xuyén (OR:
2,0, p<0,05).

v/ Ngudi bénh c¢6 duoce tu van vé dich vy BHYT
¢6 kha niang hai 1ong cao gap 2,6 1an so v6i ngudi bénh
khéng duoc tu van vé dich vu BHYT (OR: 2,6, p<0,05).

Tu nhiing két luan trén, nhom dé& xudt mot sd
khuyén nghi:

- TYT can quan tam v& TTB, co s6 vat chit

- NVYT can KCB mdt cach ti mi, toan dién, cung
cap ddy du thong tin va hudng diéu tri cho nguoi bénh

1. Pang Hoang Dii (2014), Sy hai 1ong ciia ngudi bénh st dung bao hiém y té vé dich vu kham va diéu tri ngoai
tru tai khoa Kham bénh Bénh vién da khoa Sa Péc tinh Déng Théap 2014, Luan van Thac sy Y té cong cong, Truong

Pai hoc Y té cong cong.

2. Pinh Vin Ngoc An (2012), Su hai 1ong ciia ngudi c6 thé bao hiém y té dén kham bénh, chita bénh tai Tram
y té x4 Long Hung A, huyén Lap Vo, tinh Péng Thap 2012, Lun vin Thac sj Y té cong cong, Trudng Dai hoc Y té

cong cong.

3. Ha Thi Thiiy (2012), Su hai 1ong bénh nhan sir dung thé bao hiém y té tai Bénh vién da khoa thanh phé Can
Tho ndm 2012, Luan van Thac s§ Y té cong cong, Truong Pai hoc Y Duogc Cén Tho.

4. Htra Thanh Liém (2011), Sy hai long ctia bénh nhan KCB ngoai tru sir dung BHYT tai khoa Kham bénh ctia
Bénh vién Nguyén Trai TPHCM 2011, Luan van ctr nhan y té cong cong, Pai hoc Y Dugc TP Hb Chi Minh.

5. Nguyén Thi Oanh (2013), Panh gi4 sy hai long cta ngudi bénh ngoai trii vé& dich kham chira bénh tai khoa
Kham bénh, Bénh vién Nong Nghiép 2013, Luén van thac sy quan ly bénh vién, Pai hoc Y té Cong cong.

6. Tran Thi Kim Thoa (2015), Panh gi4 su hai 1ong ngudi c6 thé bao hiém y té kham chita bénh tai Tram y té
xd Binh Thanh, huyén Cao Lénh, tinh Dong Thap nim 2015, Ludn vin Thac sy Y t& Cong cong, Truong Pai hoc Y té

Coéng cong.

7. Vuong Quan Thanh (2016), Su hai long ctia nguoi bénh vé dich vu kham bénh ngoai tra tai khoa Kham
bénh va giai phap cai thién tai Bénh vién Quan déan y Béng Thap 2016, Luan van chuyén khoa II, Truong Pai hoc
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