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ABSTRACT

Background: Patient satisfaction is a critical indicator of healthcare quality, especially in infertility
treatment, which involves high costs and significant psychological stress. This study aims to
assess satisfaction levels and related factors at the Center for Assisted Reproduction and Tissue
Engineering, Hanoi Medical University Hospital.

Methods: A cross-sectional descriptive study was conducted on 130 female clients undergoing In
Vitro Fertilization (IVF) cycles from May 2025 to July 2025. Data were collected using a structured
questionnaire based on the PCQ-Infertility scale and WHO framework, utilizing a 5-point Likert
scale.

Results: The mean age of participants was 32 + 5.2 years; the majority held university/postgraduate
degrees (92.31%). The overall mean satisfaction score reached 21.1 = 3.06 (out of 25). Clients
reported the highest level of satisfaction with "Perceived Outcomes" (4.47 = 0.25) and the lowest
with "Treatment Costs" (3.9 + 0.69). Multivariable regression analysis, after adjusting for
confounding variables, demonstrated that educational level and average monthly income were
significantly and negatively associated with satisfaction scores (p < 0.05). This suggests that
intellectual and high-income clients tend to have more stringent expectations. Other factors,
such as the duration of infertility and age, did not reach statistical significance in the multivariable
model (p > 0.05)

Conclusion: IVF service quality is highly rated, particularly regarding professional trust and staff
attitude. However, improvements in financial counseling and care coordination continuity are
needed to optimize patient experience.

Keywords: Patient satisfaction, IVF, Hanoi Medical University Hospital, Service quality, PCQ-
Infertility.
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TOM TAT

Pat van dé: Sy hai long clia ngudi bénh la chi s6 quan trong phan anh chéat lugng dich vu y t€, dac
biét trong linh vuc digu tri hiEm mudn — ndi chi phi cao va ap luc tdm ly [6n. Nghién citu nhdm danh
gia muc do hai long va cac yéu t8 lién quan tai Trung tAm Hb trg sinh san va Céng nghé M6 ghép
(HTSS&CNMG), Bénh vién Dai hoc Y Ha Noi.

Phuong phap: Nghién ctu mé ta cat ngang trén 130 khach hang nir dang thuc hién ch u ky thu tinh
trong 6ng nghiém (TTTON/IVF) tir théang 05/2025 dén thang 07/2025. S& liéu duoc thu thap qua bd
cau hoi cau tric dya trén thang do PCQ-Infertility va khung dénh gia cia WHO, thang do Likert 5
diém.

Két qua: D8i tuong nghién citu cé dd tudi trung binh 32 + 5,2; phan l&n ¢6 trinh dd Pai hoc/Sau dai
hoc (92,31%). T6ng diém hai long trung binh chung dat 21,1 = 3,06 trén thang 25. Khach hang hai
long nhat vé "K&t qua cadm nhan" (4,47 = 0,25) va thap nhat vé "Chi phi diéu tri" (3,9 = 0,69). Phan
tich hoi quy da bién sau khi kiém soét cac bién nhiéu cho thay trinh d6 hoc van va thu nhap binh
quéan hang thang c6 maéi lién quan nghich nhe vdi diém hai long (p < 0,05), cho thdy nhém khach
hang tri thirc va thu nhap cao cé ky vong khat khe han. Céc y&u t6 khac nhu thdi gian vé sinh va tudi
khoéng cé y nghia thong ké trong md hinh da bién (p > 0,05).

K&t luadn: Chéat lwgng dich vu TTTON dugc danh gia cao, dac biét la niém tin vao chuyén mon va thai
do nhan viény té. Tuy nhién, can cai thién quy trinh tu van tai chinh va tinh lién tuc trong diéu phéi
cham séc dé t8i wu hda trai nghiém ngudi bénh.

Ter khéa: Sy hai long ngudi bénh, Thu tinh trong 6ng nghiém, Bénh vién Dai hoc Y Ha Noi, Chét
lugng dich vu, PCQ-Infertility.

1. DAT VAN DE

Trong nhitng thap ky gan day, vo sinh hiEm mudn da trd qua" ctia Donabedian hay mé hinh "Ky vong - Xac nhan

thanh mot van dé suiic khde toan cau. Theo T6 chirc Y té
Thé gidi (WHO), khoang 15% céc cép vg chong trong do
tudi sinh san g&p kho khan trong viéc thu thaitu'nhién [1].
Sy phat trién clia cac ky thuat hé trg sinh san, dac biét a
thuy tinh trong 6ng nghiém (TTTON/IVF), d&d m& ra co hoi
lam cha me cho hang ngan gia dinh. Tuy nhién, bén canh
ty L& thanh cong vé mat lam sang (ty L& c6 thai, ty L& tré
sinh s6ng), chat lugng dich vu nhin tir géc dd ngudi bénh
dang ngay cang dugc coi trong.

Trong bdi canh y hoc hién dai chuyén dich tir mé hinh
"bénh tat la trung tdm" sang "ngudi bénh la trung tam"
(Patient-Centered Care), sy hai long clia khach hang
khéng chi la mét chi s marketing ma con a thudc do
c6t 16i clia chéat lwgng kham chira bénh. Cac mé hinh ly
thuyét kinh dién nhu khung "Cau trac - Qua trinh - Két

*Tac gia lién hé

ctia Oliver déu khang dinh ring trdi nghiém clia nguoi
bénh trong qua trinh diéu tri c6 tac ddong manh mé dén
két qua diéu tri cudi cuingva long trungthanh véico sy té
[2]. DGivdidich vu TTTON, noi khach hang phai chju dung
ganh nang kép vé tai chinh va tdm ly kéo dai, cac yéu té
phi ldm sang nhu thai d6 nhan vién, sy minh bach thong
tin, va hoé trg cdm xuc trd nén quan trong hon bao gid hét.
Trung tdm HO trg sinh sdn va Céng nghé Moé ghép
(HTSS&CNMG) - Bénh vién Bai hoc Y Ha Nbi, dugc thanh
lap ndm 2015, hién dat ty & thanh céng trung binh 52,5%
[3]. Sau 10 ndm hoat déng, Trung tdm ddi mat véi cau hoi
l&n: Liéu chat lugng dich vu hién tai c6 dap ng dugc ky
vong ngay cang khat khe clia nhém khach hang c6 trinh
do va thu nhép cao hay khéng? Mac du da cé mot sé
nghién cttu vé su hai long tai cac trung tam l&n nhu Tir DG
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hay Buu Dién [4], [5] nhung cac d{t liéu tai Bénh vién Dai
hoc Y Ha Noi tr nam 2016 dén nay chua dugc cap nhat
day du véi béi canh mdi.

Xuat phat tir thuc tién do, ching téi thuc hién nghién ciiu
nay véi hai muc tiéu: (1) Banh gia mdc dé hai long cla
khach hang st dung dich vu TTTON theo céc khia canh
trai nghiém; va (2) Xac dinh cac yéu té lién quan dén sy
hai long tai Trung tdm HTSS&CNMG nam 2025.

2. DOI TUQONG VA PHUONG PHAP NGHIEN CUU

2.1. B8i tuwgng nghién ctru

130 khach hang nit dang thuc hién dich vu TTTON tai
Trung tdm HTSS&CNMG, Bénh vién Dai hoc Y Ha Noi:
-Tiéu chuén ly'a chon: Khach hang nir dongy tham gia; c6
kha nang giao tiép ti€ng Viét; dang trong liéu trinh TTTON
va da trai qua it nhat 01 lan choc hut noén; co chi dinh
chuyén phoi tuci hoac déng lanh.

-Tiéu chuan loai trir: Khdch hang ngudi nude ngoai; khach
hang c6 van dé vé strc khde tdm than hoadc thé chat khong
thé& hoan thanh b cau hoi.

2.2. Thoi gian va dia diém nghién citu

Nghién clru dugc ti€n hanh tir ngay14/05/2025 dén ngay
14/07/2025 tai Trung tdm HTSS&CNMG.

2.3. Thiét ké nghién ctru

Nghién cttu s dung thiét k& mé ta cat ngang. C& mau
dugc tinh theo cong thi'c Lwanga & Lemeshow cho udc
lugng ty Lé:

p(1-p)

1-a/2 d2

VGi P = 72% (ty & hai long ky vong), d=0,08, c¢& mau t6i
thiéu la 125. P& phu hgp véi cdng thirc ndy, nghién clru
quy dinh khach hang "Hai long" la ngudi co tong diém hai
long = 20 trén thang 25.
2.4. Céng cu thu thap sé liéu

B& cong cu dugc xady dung dua trén mo hinh PCQ-
Infertility (Patient-centredness in infertility care) da dugc
chuan hoéa quéc té& va hiéu chinh cho phu hgp véivan hoa
Viét Nam [2], [5], [6]. B& cau hoi gdm 2 phin chinh:
- Phan A - Théng tin chung: Gdm 22 cau hoi vé nhan khau
hoc (tudi, nghé nghiép, hoc vén), dédc diém kinh té (thu
nhap, nguén chi tra), va tién sir san khoa (thdi gian vo
sinh, s8 [an lam IVF).
- Phan B - Trai nghiém va su hai long: Gém 31 cau hoi sir
dung thang do Likert 5 diém (1: Rat khéng hai long dén
5: Rat hai long). Cac cau hoi dugc nhdm vao 8 khia canh
chéat lugng dich vu: (1) Tén trong gia tri va nhu cau; (2)
Thong tin - Truyén thong; (3) Su phéi hop va lién tuc; (4)
H6 trg cdm xuc; (5) HO trg gia dinh/xa hoi; (6) Tién nghi vat
chét; (7) Kha nang ti€p can; va (8) K&t qua cdm nhan. Téng
diém hai long chung dugc tinh bang tdng diém cuia 5 chi
s8 hai long cét 16i, thang diém tir 5 dén 25.
2.5. Quy trinh thu thap va xtr ly sé liéu
Khach hang dugc phong van truc ti€p tai phong hoi tinh
sau 2 gid chuyén phoi, khi da trai qua quy trinh ky thuat
ma chua chiu ap luc két qua thirthai, ddm bao tinh khach
quan cho trai nghiém.
S8 lieu dugc xtr ly b&ng phan mém SPSS 20.0 véi murc y
nghia théng ké dugc chon la p <0,05. Phan tich don bién:

n=27?2

T-test va ANOVA dé so sanh diém trung binh. Phan tich da
bién: M6 hinh héi quy tuyén tinh da bién dugc xay dung
dé xac dinh céac yéu t8 doc lap lién quan dén tdng diém
hailong. Phuong phép "Enter" dugc dung dé dua céc bién
cop< 0,2 tir phan tich don bién vao mé hinh nham kiém
soat nhiéu.

2.6.DPao di’c nghién clru

Nghién ctu tuan thi céc nguyén tic dao dirc y sinh hoc.

3. KET QUA NGHIEN cU'U

3.1. Dac diém daéi tugng nghién cru

K&t qua khao sattrén 130 khach hang nircho thay birc tra-
nh t8ng quan vé nhém déi tuong s dung dich vu TTTON
tai Trung tam.

Bang 1. Pac diém nhan khau hoc va kinh té
clia dadi twong nghién ctru (N=130)

Pac didm Phan loai 86 t:f”g T({ /:;3
NhSrm tudi <30 tudi 30 23,08
(Trung 30 - 34 tudi 57 | 43,85
binh: 32 + 35 - 39 tudi 25 19,23
>2) > 40 tudi 18 13,85
Trinhdg | THCS/THPT/Trung cép 10 7,69
hocvén | pajhoc/Sau dai hoc 120 | 92,31
Cong nhan vién churc 41 31,54

Ngha Chuyén mén cao 33 25,38
nghiép | Kinh doanh/Budn ban 25 19,23
Khac (Noi tro/LDPT) 31 23,85

NGi sinh Thanh thi 76 | 58,46
s6ng Nong thon 54 41,54
<20 triéu 12 9,23

Thu nhép 20-30 triéu 32 24,62
b\'?\?,\?;/ém 30-40 tridu 48 | 36,92
thang) 40-50 triéu 30 23,08
> 50 triéu 8 6,15

Tinh trang D& két hon 112 | 86,15
hon nhén Doc than 18 13,85
Thoi gian vo 1-5 nam 98 87,5
th'If‘d: ;I’;]Q?p 5-10 nam 8 7,14
d4 kéthon) >10 nam 6 5,36

Phan l&n khach hang & dé tudi sinh san t6t nhat (30-34
tuéi, 43,85%), da s6 co trinh dd trPaihoc trd1én (92,31%)
va chu yéu la nhan vién van phong hoac lao dong tri oc.
Ngoai ra, 13,85% la phu n* déc than, cho thdy nhu cau
dich vu hd trg sinh san déc lap dang tang.

Thu nhép binh quan hd gia dinh ctia nhém nghién clru dat
40 trieu VNB/thang, véi mirc dao déng L&n tir 15 dén 100
triéu déng. Thoi gian mong con chiiyéu tir 1-5nam (87,5%).
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3.2. Két qua danh gia trai nghiém khach hang theo 8 khia
canh
Bang 2. Diém trung binh trai nghiém
cuia khach hang theo cac khia canh dich vu

piém |Pod lech

Khia canh trai nghiém trungbinh | chuan
(Mean) (SD)
K&t qua cam nhan (niém tin, ky vong) 4,47 0,25
Kha nang ti€p can va tinh kip thdi 4,43 0,28
H6 trg cam xuc va gidm cang thang 4,39 0,31
Tontronggiatri, nhu cauva su’lua chon 4,38 0,34
Thongtin-Truyénthéng-Gidoduc 4,32 0,42
Hb trg tir gia dinh va xa hoi 4,29 0,34
Tién nghi va moi trudong vat chat 4,25 0,37
S phdihgpva liéntuctrongcham sdc 4,12 0,55
Téng diém trai nghiém trung binh 34,65 2,86

K&t qua cho thay murc dé hai long & tat ca cac khia canh
déu dat murc Tt (>4,0 diém). Trong dé, yéu t6 "Két qua
cam nhan" dat diém cao nhat, thé hién niém tin tuyét déi
clia khach hang vao tay nghé doéi ngl y bac si. Nguoc lai,
"Su ph&i hop va lién tuc trong cham séc" ¢6 diém thap
nhét, goiy vé nhirng "khoang hd" trong quy trinh chuyén
ti€p gilra cac budc diéu tri.
Bang 3. Mic d6 hailong chung clia khach hang (Thang diém 1-5)

Tiéu chi danh gia tru?]igé[)?nh SD

Piéu kién co sd vat chat va vé sinh 4,1 0,62
Thai do, tay nghé chuyén mén ctia NVYT 4,3 0,57
Chéat lugng thong tin nhan dugc 4,4 0,59
Thai gian va chi phi diéu tri 3,9 0,69

K&t qua va toan bo qua trinh IVF 4,4 0,59
Téng diém hai long chung (Thang 25) 21,1 3,06

Téng diém hailong dat21,1/25 diém (tuong duong 84,4%).
Tiéu chiveé "Thoi gian va chi phi diéu tri" la yéu td duy nhat
c6 diém trung binh dudi 4,0 (3,9 + 0,69).
3.3. Phan tich c4ac yéu t6 lién quan dén sy hai long
Sau khi thuc hién phéan tich don bién, cac bién: hoc van,
thu nhép, thai gian vé sinh va nhom tudi duge dua vao mo
hinh hoi quy da bién.
Bang 3. M6 hinh héi quy tuyén tinh da bién
vé céc yéu td lién quan dén téng diém hai long

Bién s& HéséB | SE | Beta | p-value
(Hang s6) 24.15 | 1.12 <0.001
T{:gi‘;%:iﬁ;g?}g'; 1.24 | 0.45 |-0.22| 0.007
Thunhap hangthang | -0.08 0.03 | -0.19| 0.012
Thoi gian v6 sinh -0.15 0.12 | -0.08 | 0.214
Nhém tudi 0.04 0.09 | 0.03 0.652

R?hiéu chinh = 0,186; p cia mé hinh < 0.05
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K&t qua cho thdy khi kiém soat cac yéu t8 khac, trinh do
hoc van va thu nhap la haiyéu to lién quan doéc lAp vacdy
nghia thong k& dén diém hailong (p < 0.05). Cu thé, khach
hang co6 hoc van cao va thu nhap cao c6 xu hudng dénh
gia diém hai long thap hon.

4. BAN LUAN

4.1. Pac diém déi tuwgng nghién ciiu

K&t qua nghién clru trén 130 khach hang cho thay tuéi
trung binh a 32+5.2 tudi, da s6 nam trong nhém 30-34
tudi (43,85%). Day & nhdm tudi cé kha néng sinh san t6t
nhat va thuong dugc khuyén nghi thuc hién TTTON sém
dé dat dugc két qua cao. Cao cau tudi nay tuong dong vdi
nghién ctu ctia Vi Bich Thay (2018) tai Bénh vién Buu
Dién, trong d6 nhém 30-35 tudi chiém 45% t6ng mau [4].
Phan l&n khach hang co trinh do dai hoc hoac sau dai
hoc(92.31%) va song & thanh thi (58,46%), phan anh dac
trng clia nhém ngudi c6 diéu kién kinh té, hiéu biét va
kha nang tiép can dich vu hd trg sinh san cao hon trung
binh dan s6. Theo WHO (2024), céc cép vg chong & khu
vire do thi cé xu hudng sir dung TTTON nhiéu gap 2-3 lan
S0 V@i khu vire néng thon do yéu t6 nhan thire va kha nang
chitra [1]. Theo ly thuyét marketing dich vu, nhém khach
hang nay thudng cé "ky vong du bao" (predicted expecta-
tions) rat cao va khat khe. Ho khéng chi mong doi két qua
c6 thai ma con doi hdi su ton trong, minh bach théng tin
va trai nghiém dich vu ddng cap.

4.2.Téng quan vé muc do hai long

K&t qua nghién clru ghi nhan murc dé hai long chung cla
khach hang tai Trung tdm HTSS&CNMG la rat kha quan
(21,1/25 diém). So sanh véi nghién cttu clia Nguyén Thi
Trang thuc hién tai cung dia diém nam 2016 (ty l& hai long
75%), két qua nam 2025 cho thdy su cai thién dang ké
vé chat lugng dich vu sau gan mot thap ky [6]. K&t qua
nay clng tuang déng va cé phan nhinh hon so véi céac
nghién cu tai Bénh vién T DG hay Bénh vién Buu Dién
[4], [5] kh&ng dinh vi thé& ctia Bénh vién Pai hoc Y Ha Nbi
trong ban dd hd trg sinh sdn mién B4c. Thanh cong nay
c6 thé dugc ly giai bdi sy dau tw dong bd vé co sd vat chat
(Structure) va quy trinh chuyén moén (Process) theo
khung Donabedian. Déac biét, trong bdi canh canh tranh
gay gét gilra cac trung tdm IVF tu nhan va céng lap, viéc
duy tri dugc sy hai long cao tai mét bénh vién cong la
minh ching cho né lyc cai tién quy trinh va thai dé phuc
vu.

£

Y&u t6 c6 diém thap nhat [a “thdi gian va chi phi diéu tri
(3.9£0.69), phan dnh van dé phd bién trong cac trung tdm
TTTON Viét Nam, nai chi phi cao va thai gian diéu tri kéo
dai thudng anh hudng dén trai nghiém ngudi bénh. Ké&t
gua tuong ty dugc ghi nhan trong nghién ctu clia Mourad
va cOng su (2019), khi khach hang cho rang chi phi la rao
can lén nhat anh hudng tdi su hai long [7].

4.3. Phan tich cac nhém yéu t6 trai nghiém khach hang
trong dich vu hd trg sinh san

Su hai long clia khach hang déi véi dich vu hé trg sinh san
dugc xac dinh bdi nhiéu khia canh, trong dé két qua ld&m
sang va tay nghé nhan viény té dong vai tro dac biét quan
trong. Két qua khao sat tai trung tdm cho thay 59,23%
khach hang hai long vdi hiéu qua diéu tri, phan anh ro
nét vai tro thiét yéu clia két qua ldm sang trong danh gia
chat lugng dich vu. Nhém yéu t8 nay dat diém trung binh
4,47/5 - cao nhat trong s6 cac nhom khao sat nhan manh
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vai trd chl dao clia két qua diéu tri va cdm nhan vé thanh
céng dadi vdi sy hai long téng thé. K&t qua nay hoan toan
phu hgp véi mé hinh chat lwgng dich vu ciia Donabedian
(1988), trong d6 “outcome” dugc xem la thanh t8 cét L5i
phan anh chéat lugng cham séc. Ngoai ra, nghién cltu cia
Oliver (1980) cling chira rdng su hai long dugc hinh thanh
dua trén so sanh gilra ky vong va két qua thuc té&; do do,
khikhach hang nhan dugc két qua diéu tri tot, mirc do hai
long sé gia tang dang ké [2].

Bén canh do, sy phdi hgp hiéu qua gilta cac chuyén khoa,
thai do tén trong va khéng phan biét déi xir clia nhan vién
y t€, quyén tham gia vao qua trinh ra quyét dinh diéu tri
va chéat lugng théng tin cung c8p cho khach hang clng
(& cac y&u t8 hd trg manh mé cho su hai long. Phan 16n
khach hang danh gia cao viéc dugc cung cap théng tin
day du, rd rang vé quy trinh, chi phi, tién lugng cling nhu
nhan dugdc sy quan tdm, hé trg cam xuc ti nhan vién y
té€. Diéu nay phu hgp vai cac khuyén nghi ciia WHO ciing
nhu céc nghién ctru quéc té vé vai trd clia “emotional
support” va “information quality” trong nang cao trai
nghiém va su tin twdng déi vdi dich vu y t& [1].

Piém mdi clia nghién clu nay so vdi cac béo cédo trudc
day tai trung tam la viéc sir dung mo hinh hoi quy da bién.
K&t qua p=0,007 d&i vdi trinh dd hoc van cho thdy nhom
khach hangtrithirc cé sy "phixac nhan am" lén hon. Theo
ly thuyé&t ctia Oliver (1980), ky vong clia nhdm nay khéng
chi la k&t qua c6 thai ma con la sy minh bach tuyét dai
vé théng tiny hoc [2]. Diéu nay giai thich tai sao du nhén
dugc cung mot quy trinh dich vu, nhédm hoc van cao lai
cho diém thap hon & khia canh théng tin tuvan. Thu nhap
cling la mot yéu té lién quan nghich doc lap (B =-0,08; p
= 0,012). Diéu nay phan anh rang khi chi trd moét khoan
kinh phi l&n (trung binh 40 triéu VND/thang tir nguon tiét
kiém), khach hang cé xu huéng khat khe hon véi ting
chi ti€t nho clia quy trinh dich vu. Phén tich nay cho thay
trung tdm can co cac giai phap "phan khic khach hang"
dé dap ing cac murc do ky vong khac nhau. Diém hai long
vé chi phi thdp nhét (3,9) cho thdy du la nhém thu nhap
cao hay thap, s minh bach va 16 trinh tai chinh van la nhu
cau hang dau. Nhém co thai gian vo sinh >10 nam (du chi
chiém 6,16%) lai la nhém c6 ap luc tdm ly va ky vong vao
k&t qua lAm sang cao nhat, dé dan dén khong hailong néu
két qua khong nhuy.

Nhu vay, cé thé khéng dinh rang trong linh vurc ho tro sinh
san, két qua ldm sang tich cuc cung vdi tay nghé va sy
phdi hgp chuyén nghiép clia nhan vién y té€ la céc yéu t6
then ch6t quyét dinh sy hai long clia khach hang. Bén
canh dé, cung cap théng tin ré rang, hé trg cam xuc va
dau tu ca sd vat chat hién dai cling gép phan nang cao
trai nghiém khach hang, pht hop vdi cac khung ly thuyét
chéat luong dich vu quéc té [2].

4.4. Han ché cta nghién ctru

Nghién ctu c6 mét s8 han ché: (1) Thiét k& cat ngang chi
do ludng tai mot thoi diém, chua theo dbi dudc su thay
ddi hai long sau khi biét k&t qua c6 thai hay that bai; (2)
C& mau 130 tap trung tai mot trung tdm nén tinh dai dién
chua cao cho toan qudc; (3) Thai diém phdng van ngay
sau chuyén phdi c6 thé chiu anh hudng clia tam ly hy
vong (Halo effect), lam diém s8 hai long cao han thuc té.

5. KET LUAN

Nghién ctu trén 130 khach hang tai Trung tdm HTSS&
CNMG, Bénh vién Pai hoc Y Ha Noi cho thdy mirc do hai
long chung d6i véi dich vu TTTON & muc cao (21,1/25
diém). Khach hang danh gid cao nhat vé chat lugng
chuyé&n moén, thai dé nhan vién va kha nang ti€p can dich
vu nhd ng dung cdng nghé. H6 tro tam ly va sy tén trong
quyén tu chd clia ngudi bénh dugc thuc hién tot. Cac
diém con han ché bao gobm ganh nang chi phi diéu tri va
tinh lién tuc trong su phdi hgp gilra cac bd phan. Cac yéu
td thuc sy lién quan dén sy hai long sau khi da kiém soat
nhiéu & trinh d6 hoc van va thu nhap. Cac dic diém vé
tudi va tién sir vo sinh khéng truc tiép quyét dinh mic do
hai long trong mo hinh da bién.

6. KHUYEN NGHI

Dua trén két qua nghién cltu, ching ti dé xuat mot so giai
phéap nhdm nang cao chat luong dich vu:

- Xay dung bang du toan chi phi chi tiét cho tirng phac do
va tu van k¥ ludng ngay tr dau dé khach hang chu déng
chuén bi, giam "cu s8c¢" tai chinh.

- Ap dung mé hinh "Mot bac si- Mat doi ngl" (Team-based
care) hoac c6 diéu phéi vién (IVF Coordinator) theo sét
bénh nhan sudt hanh trinh dé ddm bao théng tin lién
mach.

- Caithién khéng gian chd, ddm bao sy riéng tu'tdi da cho
khach hang.

- Can xem xét duwa mét phan chi phi diéu trj v sinh vao
danh muc chitra ciia BHYT hodc c6 cac goi hd trgtin dung
y t& dé gidam ganh ndng cho ngudi dan, qua dé nang cao
sy hai long va kha nang ti€p cén dich vu.
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