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ABSTRACT

Background: Outpatient waiting time reflects service quality and patient satisfaction. To
better understand the influencing factors, a combination of quantitative and qualitative
methods is required.

Objective: To identify factors affecting outpatient waiting time at Ho Chi Minh City
Institute of Traditional Medicine.

Methods: A convergent mixed-methods study was conducted, including a quantitative
survey with 477 outpatients and in-depth interviews with 9 participants (Senior
healthcare staff and patients). Quantitative data were analyzed descriptively; qualitative
data were thematically analyzed.

Results: The average waiting time was 44.00 £ 16.29 minutes, increasing with the number
of paraclinical services. Factors associated with longer waiting time included first-time
visits, health insurance, morning sessions, and early weekdays. Qualitative findings
revealed that influencing factors included environment, system, human resources,
technology, and patient behavior. Some bottlenecks were identified, such as overlapping
technical services, local staff shortages, and lack of coordination during peak hours.

Conclusion: Waiting time is influenced by various factors such as procedures, human
resources, technology, and patient cooperation. It is necessary to maintain favorable
factors, optimize procedures, reallocate human resources during peak hours, and
enhance the effectiveness of information technology applications.
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ABSTRACT

Datvan dé: Thai gian cho kham bénh phan anh chat lugng dich vu va mirc do hai long clia
ngudi bénh. D& hiéu ré cac yéu td anh hudng, can phdi hgp gitra phan tich dinh lugng va
dinh tinh.

Muc tiéu: Xac dinh céc yéu t6 anh hudng dén thdi gian chd kham bénh ngoai tru tai Vién Y
dudgc hoc dan téc Thanh phd H6 Chi Minh.

Phuaong phap: Thiét k& phoi hgp, gom khao séat dinh lugng 477 ngudi bénh va phdng van
sau (PVS) 09 déi tugng (nhan vién y té va ngudi bénh). DI liéu dinh lugng dugc phan tich
mo té; dinh tinh phén tich ndi dung theo chi dé.

K&t qua: Thdi gian chd trung binh la 44,00 = 16,29 phut, tang theo sd luong ky thuat can
ld&m sang. C4c yéu t8 lién quan gdm: kham [an dau, c6 bao hiém y té (BHYT), khadm sang
va dau tuan. D liéu dinh tinh cho thay thai gian chd kham chiu anh hudng bdi nhiéu khia
canh nhu méi trudng, hé théng, quy trinh, nhan luc, cong nghé va ngudi bénh cing nhu
chdng lan ky thuat, thi€u nhan luc cuc bd va su phdi hgp chua ddong bd vao gid cao diém.

Két luan: Thai gian chd kham bénh ngoai trd chiu anh hudng bdi nhiéu khia canh trong to
chirc va van hanh, bao gom quy trinh, nhéan luc, i'ng dung céng nghé va su phdi hgp cua
ngudi bénh. Viéc duy tri cac yéu té thuan Lo, t6i vu hda quy trinh, phéan bd hgp ly ngudn luc
tai cac thai diém cao diém va nang cao hiéu qua ng dung cong nghé dugc xem la nhirng
hudng cai thién kha thi nham rat ngén thoi gian cha.

Ttr khéa: Thai gian chd, kham bénh, ngoai trd, nghién ctru phéi hap.

1. DAT VAN BE

Thoi gian chd kham bénh ngoai tru la mét chi bao
quan trong phan anh chéat lugng dich vu va sy hai
long clia ngudi bénh [1]. Nhiéu nghién cltu trong
nudc ghi nhan thdi gian chd thay doi theo bénh vién
va anh hudng bdi quy trinh t6 chirc, khoi lugng cong
viéc va co sd vat chat [2, 3]. Tuy da cé nhiéu nd luc
caitién quy trinh kham chira bénh tai cac casdy té,
tinh trang ch& dgi kéo dai va phan b6 khong déng
déu van ld mot van dé phé bién, dic biét & cac don
vi c6 luu luvgng bénh LEn hoéc t6 chire nhigu khau ky
thuat [4].

Céc nghién clru trude day & Viét Nam chu yéu s
dung phuong phap dinh lugng [2-3]. Trong khi dd,
phuong phép nghién ctru phéi hop, dinh lugng phdi
hop dinh tinh, cho phép két hgp phan tich théng ké

*Tac gia lién hé

V@i ly gidi boi canh, tlr dé dé xuét cai tién phu hgp vai
thuctién[5]. V&idinh huéng dé, nghién citu nay dugc
thuc hién nham phan tich cac yéu t6 anh hudng dén
thdi gian chd kham bénh ngoai tru tai Vién Y dugc
hoc dan téc TP.HCM, trén co sd& két hgp gilra khao
sat dinh lugng va phdng van sau.

2. POI TUONG VA PHUONG PHAP NGHIEN CU'U

2.1. Thiét ké nghién ciru: Nghién cltu phdi hgp, két
hgp khao sat dinh lugng va phong van sau. Trong do,
phan dinh lugng da dugc cong bé trudec ddy mo ta
thu'c trang thdi gian chG kham bénh ngoaitrataiVién
Y dugc hoc Dan téc TP.HCM nam 2020 [10] dugc
trinh bay lai tom t&t dé cung cép dit liéu nén. Phan
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dinh tinh dugc thuc hién nham phan tich sau céac
yéu t6 anh hudng dén thoi gian chd kham ngoai trd,
dua trén phong van chuyén gia va ngudi bénh.

2.2. Pia diém va thdi gian: Nghién cltu dugc thuc
hién tai Khoa Kham bénh, Vién Y dugc hoc dan téc
TP.HCM nam 2020.

2.3. Péi tuong va cd mau nghién ciu

- Dinh lugng: Ngudi bénh ngoai tra tir dd 18 tudi trd
lén, dén kham tai Khoa Kham bénh trong gio hanh
chinh va dong y tham gia nghién c(ru.

- Pinh tinh: Gém 04 cén bd y té (Pho Vién trudng
phu trach khai Y, Trudng phong Diéu dudng, Bac si
va diéu dudng trudng Khoa Kham bénh) va 05 ngudi
bénh da trai nghiém day du quy trinh kham bénh.

- C& mau dinh lugng dugc xac dinh theo cong thirc
udc lugng trung binh; tdng ¢& mau & 447 ngudi
bénh. Mau dugc phan tang theo k¥ thuat can lam
sang va chon mau thuan tién trong tirng tang. Mau
dinh tinh dugc chon theo muc dich nham bao ddm
sy da dang vé vai tro va trai nghiém.

2.4. Céng cu va phuong phap thu thap sé liéu

- Pinh lugng: B phi€u khao sat dugc st dung tir
nghién citu trude [7], gom thong tin chung va thoi
gian bat dau - k&t thuc cua tirng khau trong quy trinh
kham bénh. Thdi gian chd & mdi khau dugc ghinhan
tryc tiép bang déng hd bam gid bdi didu tra vién da
tap hudn. Quy trinh ghi nhan thai gian dugc chuén
héa v6i méc “bat dau — két thic” théng nhat cho

3.2. Thoi gian chd kham

tirng khau nham han ché sai sé do ludng. Théng ké
mo ta dugc s dung dé phan tich.

- Binh tinh: D liéu dugc thu thap bang phéng van
sau theo huéng dan ban cau truc, xoay quanh cac
chli dé: cdm nhan vé thdi gian chd, yéu td anh hudng
dénthoigian chg, thuan lgi, khé khan trong quy trinh,
va dé xuat cai tién. Mbi cudc PVS kéo dai khoang 60
phut. Cudc phdng van dudc ghi am, ghi chd. Phan
tich ndi dung dugc ap dung, mot sé trich dan tir phat
biéu thdng qua PVS dugc str dung dé minh hoa. Cac
ky thuat kiém tra dé tin cay nhu kiém tra chéo ma
hda, xdc nhan tlr ngudi tham gia khicédychuardrang
va trao ddi dong nghiép dugc ap dung nham tdng do
tin cay ndi tai va minh bach clia phéan tich dinh tinh.

2.5. Pao dirc nghién ctru: Nghién ctu dugc HOI
dong Dao duc Truong Dai hoc Y t€ cong cong phé
duyét (291/2020/YTCC-HD3). Nghién cttu vién tuan
thd céc quy dinh vé dao dic nghién ciiu.

3. KET QUA NGHIEN cU'U
3.1. Thong tin chung vé ngudi bénh

Téng s6 477 ngudi bénh ngoai trd tham gia khao sat
dinh lwgng. Nam gigi chiém 56,2%, nhém tudi tir
45-59 chiém 38,8%, phan l&n dén tai kham (82,6%)
va c6 BHYT (83,6%). Ngudi bénh chii yéu kham vao
budi sang (63,3%) va tap trung nhiéu vao th& Hai
(24,7%) va tho Nam (22,4%).

Thai gian cho trung binh theo quy trinh kham bénh
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Dwa trén muc do ky thuat can ldm sang, ngudi bénh
dugc phén thanh bon quy trinh kham bénh: ngudi
bénh khong thuc hién ky thuat (QT1), thuc hién mét
ky thuat (QT2), thuc hién hai ky thuat phéi hgp (QT3),
vathuc hién ba ky thuat phoi hgp (QT4). Két qua dinh
lugng trudc dé cho thay thoi gian chdtrung binh tang
dantlr34,35 phut 3QT1 dén 53,61 phut 8 QT4. Trung
binh toan bd mau (a 44,00 = 16,29 phut [10], dugdc
trinh bay lai tai Hinh 1.

3.3. YEu 6 lién quan dén thai gian ch&
3.3.1.Két qué nghién cttu dinh lvong

Bang 1. Thoi gian cho trung binh
theo dic diém ngudi bénh (n =477)

Pac diém TB PLC
. Lan dau 46,38 18,10
Lan kham
Tai kham 41,61 14,48
Th 2 46,70 15,06
Tha 3 44,15 16,74
Ngay kham Th 4 42,83 16,30
Tho 5 47,83 15,50
Th 6 38,49 17,85
Co BHYT 49,43 18,63
Loai hinh .
kham Khéng BHYT 45,41 13,90
Yéu cau 37,15 16,33
. Sang 53,87 19,95
Budi kham n
Chiéu 34,13 12,63

K&t qua cho thay thai gian chd c6 xu hudng cao hon
& nhom kham lan dau, c6 BHYT, kham budi sang va
vao th Hai, thir Nam. Ngudi kham theo yéu cau,
kham budi chiéu hodc vao cudi tuan (th& Sau) co
thoi gian cho thap han. DI liéu dinh lugng trong
nghién cltu nay dugc thu thap trén cung bd mau va
trong cung giai doan nghién ctru da dugc cong bo
chitiét trong mot bai bao trude [10]. Do do, trong bai
béo hién tai, cac két qua dinh lugng chi dugc trinh
bay & muc tdm lwge nham cung cdp bdi canh va lam
nén cho viéc phan tich dir liéu dinh tinh, thay vi trinh
bay lai hoac phan tich sau céac két qua dinh lugng.

3.3.2. Két qud nghién cttu dinh tinh

Phéan tich néi dung cac cudc phongvan sdu cho thay
nhiéu yéu t8 tlr méi trudng, quy trinh t6 chic, con
ngudiva cong nghé da gop phan duy tri thoi gian cho
& muirc hgp ly va cai thién trai nghiém ngudi bénh.

- 1. YEu t6 moi trudng

Ngudi bénh nhin chung danh gia cao khong gian
kham chira bénh tai Vién, dac biét la khu vuc chd
sach sg, thoang mat, c6 ghé ngdi day di va hé théng
bién b&o ré rang. Mét ngudi bénh nhan xét: “Phong

kham sach sé&, cé bién hudng dan ré rang, cé loa
goi s6 nén t6i khéng phai lo bi tré lugt” (PVS-NB1).
Nhirng yéu t6 nay gilp ngudi bénh cam thay yéntam
va thoai mai hon khi cho, phu hop véi két qua dinh
luvgng cho thay thoi gian chd trung binh thap hon &
nhém kham theo yéu cau, von dugc bé tri khong
gian tach biét, yén tinh va it chen chdc hon. Tuy
nhién, van c6 moét s6 khu vuc hep va dé un téc nhu
nhathubc, phong siéu 8m hoédc khu thu phi, dac biét
vao dau budi sang hoac dau tuan, nhirng thai diém
cling ghi nhan thai gian cho cao haon trong két qua
dinh lugng. Mot can bo y té chia sé: “Gid cao diém,
bénh nhan tap trung déng, khu chd hep nén dé gay
16n x6n” (PVS-NVYT3). Diéu nay cho thay bén canh
viéc duy tri méi trudng thuan loi, van can diéu chinh
thém vé mat bang tai mot s6 khu chirc nang cé luu
lugng L&n.

-2.Y&u t6 hé théng

Quy trinh kham chira bénh tai Vién dugc ngudi bénh
va nhén vién y té€ danh gia la kha mach lac, it gay
nham Anva dugc phan ludng hgp ly gitanhém BHYT
va khamtheo yéu cau. Hé thdng goi so tw dong, bang
dién tr va so dd chi dan ho trg t6t trong viéc quan ly
th(r tu va di chuyén gitra cac phong. Mot ngudi bénh
nhén xét: “Toi chi can theo bang dién tlr & biét tdi
luot, khéng phai di héi nhu trude” (PVS-NB4). Sy 6n
dinh trong quy trinh cling gép phan duy tri thai gian
chd & mic hgp ly, dac biét & nhém tai kham, vén
chiém ty l& cao va co 10 trinh kham quen thudc. Day
& diém phu hgp véi két qua dinh lugng, khi nhom tai
kham ghi nhan thgi gian chd thdp hon nhém kham
an dAu. Tuy vay, mdt s6 han ché van ton tai, chu yéu
lién quan dén ludong bénh nhan khi thuc hién nhiéu
ky thuat phéi hop. Viéc di chuyén gilra cac phong ky
thuat déi luc khién ngudi bénh bi tré lwgt hoac mat
s8, dac biét khi khdng c6 nhéan vién hudng dan truc
ti€p. Mot can bo y té€ chia sé: “Ngudi bénh nhiéu khi
khéng hiéu quy trinh, dilam ky thuat xong quay lai thi
da qua lugt” (PVS-NVYT1).

- 3. Y8u t6 nhan luc

Nhin chung, yéu t6 con ngudi, bao gom doéi ngli can
bé y t& va nhan vién hbd trg, dugc danh gia 1a diém
manh ndibattrong té chirc kham chira bénhtaiVién.
Ngudi bénh ghi nhan thai dé phuc vu than thién, ky
nang giao tiép tét va su chu déng ho tro trong sudt
qua trinh kham. Nhan vién y t& dugc xem la cau ndi
quan trong gilip ngudi bénh hiu quy trinh va han
ché& cam giac lo lAng khi chd dgi. Mot ngudi bénh
chia sé: “T6i thay c4c c6 huédng dan rat tan tinh, nhe
nhang l&m, t¥ ban tiép nhan dén phong kham déu
hé trg t6t” (PVS-NB2). Nhirng yéu t& nay khoéng chi
giup nang cao sy hai long ma con gop phan giam
nhan thic tiéu cuc vé thoi gian chd. Tuy nhién, van
ton tai mot s6 khd khan nhu thi€u nhan luc cuc bd
vao mot s6 thai diém, hoac chénh léch kinh nghiém
gilta nhan vién anh hudng dén hiéu qua xir ly céng
viéc. Mot can bd phan anh: “Co hom déng ma thiéu
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nguoi, nén thdi gian cho bi kéo dai & mot vai ban
kham” (PVS-NVYT2). Viéc diéu phoi nhén su hap ly
theo khung gio'va luu lugng bénh cd thé La giai phap
can xem xét dé nang cao hiéu qua van hanh.

- 4. Co s@ vat chat

Casdvat chattai Vién dugc ngudi bénh danh gia kha
tich cuc, dac biét & cac khu vuc phong kham chinh.
Khéng gian chd dugc bo tri sach sé, thoang mat, co
di ghé& ngbi, anh sang tot va dam bao trat tu chung.
Bién bao va so db vi tri dugc dan rd rang, tao diéu
kién thuan lgi cho viéc di chuyén. Mot ngudi bénh
chia sé: “Ch& & day kha thoai mai, c6 ghé, cé quat,
khéng chen l&n nhu may ché khac” (PVS-NB1). Tuy
nhién, van tdn tai mot s khu chic nadng cé dién tich
nho, dé qua taivao gid cao diém nhu phong siéu am,
khu thu phiva nha thuéc. Ngudi bénh phan anh phai
dirng chd tran ra hanh lang hodc kho tiép can quay
thu ngan. Mot y kién cho biét: “Phong siéu am hai
nhod, sang nao cling thdy bénh nhan ding cho tran
ra ngoai hanh lang” (PVS-NB5). Nhitng han ché& nay
khoéng anh hudng l&n dén quy trinh téng thé nhung
c6 thé tac déng dén cam nhan vé sy thuan tién, dac
biét & nhdm ngudi bénh kham sang va dau tuan,
cling la nhém ghi nhan thdi gian chd cao hon trong
két qua dinh lugng.

- 5. Ung dung cong nghé thong tin

Viéc ’ng dung cbng nghé thong tin trong quan ly
kham chira bénh tai Vién dugc danh gia la diém
tich cuc. Hé théng goi s6 ty dong, bang dién tlr va
phan mém lién thong gilta cac bd phan giup giam
thd tuc gidy td, tranh chen l&n va tédng tinh chl dong
cho ngudi bénh. Mot y kién dugc ghi nhan: “Ti khi
c6 phdn mém va bang dién tl, bénh nhan khong
con phai x€p hang chen chuc nira” (PVS-NVYT4).
Su hd tro tir hé thdng cong nghé théng tin gép phan
rdat ngén thoi gian luan chuyén hd so va duy tri th
tw kham, dac biét trong nhém ngudi bénh tai kham,
vén c¢6 quy trinh én dinh va thdi gian chd thap hon
trong két qua dinh lugng. Pay la minh chirng cho vai
tro clia cong nghé trong cai thién trai nghiém nguoi
bénh mét cach gian tiép. Tuy vay, van con mot s6
han ché ky thuat, dic biétvao gid cao diém khi phan
meém chay cham ho&c hé théng mang gap van de,
gay cham tré trong viéc goi s6 hodc chuyén théng
tin hanh chinh. M6t nhan vién phan anh: “Lac dong
bénh, phan mém bi tré, goi s6 cham, anh hudng tién
do kham” (PVS-NVYT2). Biéu nay cho thay can duy
tri bao tri hé théng dinh ky va c6 phuong én ho trg ky
thuat kip thoi dé ddm bao 6n dinh quy trinh.

- 6. YEu t6 ngu'di bénh

Mot s6 dac diém tir phia ngudi bénh cling &nh hudng
dénthoigianchg, dacbiét&nhdmlan dau dénkham.
Nhiéu ngudi chua ndm ré quy trinh, dé di sai thi ty
hoac bd lugt vi khong biét can quay lai phong kham
sau khi lam ky thuat. Mot can bd y té chia sé: “Bénh
nhan lam k§ thuat xong ma khéng quay lai lién, tré
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lugt roi phailay lai s6 mdi” (PVS-NVYT1). Ngudibénh
l&n tudi hodc khéng quen s dung céng nghé ciing
gap kho khan khi doc bang dién tlr hoac tim dung
phong, nhét la trong gid cao diém. Mot ngudi bénh
phan anh: “Téi l&n tudi, nhin bang dién t& chr nho
qua, phai hoi ngudi khac sudt” (PVS-NB3). Nhitng
yéu t6 nay cé thé anh hudng gian ti€p lam kéo dai
thgi gian cho thuc té, dac biét @ nhom ngudi bénh
kham sang, laAn dau hoac khong cé ngudi di cung.
Nguoc lai, nhiéu ngudi bénh chii dong hdinhan vién,
tuan thd huéng dan va phéi hop tét véi quy trinh, gép
phan gitp giam tinh trang ch& dgi kéo dai. Day layéu
t6 c6 thé dugc cai thién thém théng qua tang cudng
truyén théng, huéng dan va hd trg ca nhan héa theo
trng nhém bénh nhan.

Tom lai, két qua nghién ctru cho thay thdi gian cho
kham bénhtaiViénY duoc hoc dadntdéc TP.HCM nhin
chung & mic hop ly va cé xu hudng chiu anh hudng
b&i nhiéu yéu t6 nhu quy trinh ky thuat, thoi diém
kham, loai hinh dich vu va mrc dé hiéu biét, hgp tac
tir phia ngudi bénh. Phan tich dinh tinh khéng chibé
sung cho két qua dinh lugng ma con gitp ly giai ré
hon céc yéu t6 tac dong gian ti€p dén thdi gian chd,
nhat la vé trai nghiém thyc té va cam nhan clia ngudi
str dung dich vu. Nhirng phat hién nay cung cap co
sd& thuc tién quan trong dé dé xuat cac giai phap cai
ti€n quy trinh kham chira bénh toan dién han trong
giai doan tdi.

4. BAN LUAN

Nghién clru st dung thiét k& phéi hgp. Két qua cho
thay thoi gian chd trung binh tai Vién Y dugc hoc dan
t6c TP.HCM la 44,00 £ 16,29 phutva thoi gian chd co
xu huéng tang dan theo so lugng ky thuét cén lam
sang duoc thuc hién va ndm trong nguéng khuyén
cdo clia BO Y té. Theo huéng dan ciia Bo Y té, thoi
gian kham bénh trung binh dugc xac dinh theo mirc
do ky thuat thue hién, véi kham lam sang don thuén
dudi 2 gid; c6 thém 1 ky thuat dudi 3 gid; 2 k§ thuat
phdi hop dudi 3,5 gid; va 3 ky thuat phéi hop dudi 4
gid. Trong bdi canh do, thdi gian chd trung binh ghi
nhan trong nghién cu ndm trong cac ngudng quy
dinh nay [1] va th&dp han so v§i mot sé nghién clu
khéac [4, 6]. C4ac khac biét nay c6 thé phan anh sy
dac thu vé quy mé bénh vién, luu lugng bénh; tuy
nhién, diéu nay ciing cho thay Vién da duy tri hiéu
qua t8 chirc khdm chira bénh. Phan tich dinh lugng
cho thay céac yéu té lién quan dén thdi gian chd gom:
kham l&n dau, c6 BHYT, kham sangva dau tuan, déu
la nhitng nhém c6 thdi gian chd trung binh cao hon.
Ngugc lai, nhém kham theo yéu cau, kham chiéu
hodc vao cubi tuan thudng chd ngan hon. Nhitng
phat hién nay phu hgp vdi nghién ctru tai Bénh vién
Trung Vuong, noi ghi nhan thoi gian chotang & nhom
kham budi sang, dau tuan va ngudi cé BHYT [7] va
twong twtrong nghién cru tai Bénh vién Da khoa tinh
Tién Giang [6].
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S6 ky thuét can lam sang vira la dac diém clia qua
trinh kham vira lam gia tang thoi gian cho moét cach
tat yéu, phan anh yéu té quy trinh hon la dac diém
ca nhan ngudibénh. T d6 cho thdy nhu cau sap xép
lich kham va diéu phéi ludng phu hgp hon doi véi
ngudi bénh cén thuc hién nhiéu ky thuéat trong cung
mot lwgt kham.

D liéu dinh tinh gitp ly giai rd6 hon vi sao thoi gian
chd van dugc duy tri @ mic hop ly va ngudi bénh
hai long vdi trai nghiém kham. Ngugi bénh danh gia
cao khong gian sach sé, cé ghé ngbi day du, bién
béo rd rang va khu vuc riéng biét cho tirng nhom daéi
tuwgng. Nhan vién dugc nhan xét than thién, phdi
hop t6t; hé thong cong nghé théng tin nhu goi sé tu
dongva phan mém liénthéng hoat dong hiéu qua; va
quy trinh phan ludng ré rang giup gidm nham (an, r&i
loan, tat ca gép phan lam giam cam nhéan tiéu cyc vé
thdi gian cho. Nhirng yéu t6 nay cling dugc ghi nhan
trong cac nghién cttu qudc té vé trai nghiém ngudi
bénh [8]. K¥ nang giao tiép la mét trong nhirng yéu
cau vé nang luc clia nhan vién y té, giup nang cao
chéat lugng kham va diéu tri [9]. Bén canh nhitng yéu
td tich cuc, mdt sd diém han ché con tén tai nhus
khu k¥ thuat con gay chong lan gilra cac lugt; nha
thudc, khu thu phi va siéu 8m con chéat; hé théng
goi s6 déi khi tré vao gid cao diém; va mot sé ngudi
bénh chua hiu quy trinh, dan dén bj |& lugt. Du
khéng phé bién, day la nhirng van dé can luu y dé
diéu chinh, cai thién chat lugng dich vu.

Téng thé, nghién citu cho thdy mé hinh té chirc tai
Vién la tuong ddi hiéu qua, co6 thé dugc tham khao
nhan rong cho cac don vi cé béi canh td chirc tuong
duang. Viéc phdi hgp phuong phap dinh lugng va
dinh tinh giup vira do luong khach quan, vira ly giai
sdu séc cac yéu té dnh hudng, tir d6 dua ra kién nghi
phu hop véi béi canh thuyc tién.

Nghién cru nay dugc thuc hién trong bGi canh chiu
anh hudng cua dai dich COVID-19 va theo mé hinh
t6 chirc kham bénh ngoai tru tai Vién, do do viéc
dién giai k&t qua can dat trong béi canh t8 chirc va
diéu kién hoat dong tuong ing.

5. KET LUAN VA KHUYEN NGHI

Thoi gian chd kham tai Vién Y dugc hoc dan toc
TP.HCM & murc hop ly. Thai gian chd cao hon d nhém
kham sang, dau tuan, kham [an dau hoac c6 BHYT.
Phan tich dinh tinh cho thdy céc yéu t8 nhu méi
trudng, quy trinh t8 chirc, nhan lyc va céng nghé
gop phan duy tri hiéu qua viéc van hanh. Cac yéu
t8 thuan lgi can dugc phat huy. M6t s6 han ché nhé
can diéu chinh nhu cai tién quy trinh tai cac diém
nghén, phan bé nhan lyc hgp ly theo thai diém, diéu
tiét s6 lugt kham sang dau tuén, nang cép ha tang
tai cac khu vuc cho qua tai va tang cudng truyén
théng hudng dan ngudi bénh.
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