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ABSTRACT

Objective: To analyze the causes of health insurance (HI) claim denials for medical examination
and treatment at Tam Phuc Eakar General Clinic in 2024.

Methods: A cross-sectional study employing both quantitative and qualitative approaches.
Quantitative data were obtained from settlement reports between Tam Phuc Eakar General
Clinic and the Dak Lak Social Insurance Agency. Qualitative data were collected through six in-
depth interviews using a structured questionnaire administered to personnel directly involved in
managing and processing Hl reimbursement claims.

Results and Recommendations: Three major groups of causes were identified: non-compliant
procedure indications (92.7%); administrative and data-entry errors (6.2%); and inappropriate
prescribing (1.1%). Root causes included insufficient dedicated HI staff, incomplete updating
of regulatory documents, limitations in information technology, and the absence of a rigorous
internal auditing process. Accordingly, the clinic should coordinate with Dak Lak Social Insurance
to provide periodic training for all medical, administrative, and accounting staff on updated
HI reimbursement regulations. Establishing an internal audit team to review claim files prior to
submission, implementing checklists and periodic reports on recurrent errors, and upgrading the IT
system to ensure data synchronization with the Social Insurance Portal—together with integrating
automated alerts for ICD coding, technical norms, and drug lists—are also recommended.
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TOM TAT
Muc tiéu: Phan tich nguyén nhan bi tir ch8i thanh todn chi phi khdm chita bénh bao hiém y té tai
phong kham da khoa (PKPK) Tam Phuc Eakar nam 2024.

Phuong phap nghién cirtu: Thiét k& nghién clu cat ngang, k&t hop dinh lugng va dinh tinh. Dinh
luong sty dung s liéu tir cac bién ban thanh quyét toan gitra PKDK Tam Phuc Eakar va co quan ba o
hiém xa héi (BHXH) D&k Lak. Pinh tinh dwa trén 06 phdng van sau theo b cau hai thiét k& s&n cho
céc doi tugng tham gia tryc ti€p vao cong tac quan ly va thuc hién thanh quyét toan chi phi kham
chira bénh (KCB) bao hiémy t& (BHYT).

Két qua va khuyén nghi: C6 ba nhém nguyén nhan chinh dugc xac dinh gém: Chi dinh ky thuat
sai quy dinh (92,7%); Sai hanh chinh va nhap liéu (6,2%); K& thuéc sai chi dinh (1,1%). Cac nguyén
nhan goc bao gom: thi€u nhan luc chuyén trach BHYT, chuwa cap nhat day du van ban quy dinh, han
ché vé cdng nghé thdng tin, va chua c6 quy trinh kiém tra ndi bd chét ché. Do d6, phong khdm can
c6 k& hoach phéi hgp voi BHXH tinh Bak Lak tap huan dinh ky cap nhat quy dinh mdéi vé thanh toan
BHYT cho toan bd nhan vién y t&, hanh chinh va ké toan. Doéng thoi thanh lap t6 gidam dinh néi bo
dé kiém tra hd sa trudc khi glri thanh toan; ap dung checklist va bao céo dinh ky vé céac 16i lap lai
va nang cap hé théng cong nghé théng tin, dam bao dong bo dir liéu vai Céng BHXH, tich hgp canh
béo l6i tu déng vé ma ICD, dinh muc ky thuat va danh muc thuéc.

Tir khéa: Bao hiém y t&; tir chéi thanh toan; phau thuat-th( thuat; Y hoc ¢ truyén; phong kham
tu nhan.

1. DAT VAN DE

Bao hiémy t& (BHYT) 4 hinh thirc bdo hiém bat budc dugc
ap dung doéi vdi cac doi tugng theo quy dinh cla Luét
BHYT dé cham séc sic khoe, khdng vi muc dich loi nhuan
do Nha nudc té chire thuye hién (1). Tinh dén nam 2023,
ca nudc da c6 hon 93,3 triéu ngudi tham gia BHYT, dat ty
& bao pht1 93,35% dan s6 (2). Ngudn thu tlir thanh quyét
toan BHYT chiém ty trong rat l&n trong co cdu ngudn thu
clla cac CSKCB (3-5).

TUr chdi thanh toan chi phi khdm, chita bénh BHYT & van
dé thudng gép tai cac CSKCB, dac biét tai cac phong
kham tu nhan. PKDK Tam Phuc Eakar bat dau tham gia
KCB BHYT nam 2023 va ghi nhdn mdc tang manh so tién
bi tir ch8i thanh toan trong ndm 2024. Tinh trang nay anh
hudng truc ti€p dén hiéu qua tai chinh, chat luong dich vu
va su hai long clia ngudi bénh.

Xac dinh va phan tich cac nguy&n nhan dan dén bi ti chéi
thanh toan la viéc lam quan trong dé dé xuat cac giai phap
nh&m han ché tinh trang nay. Do dé chung téi thuc hién dé

*Tac gia lién hé

tai: “Nguyén nhan bij tlr chéi thanh toan chi phikham chira
bénh bao hiém y té tai PKPK TAm Phuc Eakar” v&i muc
tiéu: Phan tich nguyén nhan bij tir chéi thanh toan chi phi
kham chita bénh bao hiém y t& tai PKDK TAm Phlc Eakar
nam 2024.

2. D01 TUONG VA PHU'ONG PHAP NGHIEN CUU
Thiét k& nghién clru: hdi ciru s6 liéu dinh lugng bién ban
thanh quyét toan KCB BHYT tai PKDK Tam Phuc Eakar
nam 2024 va phong van sau d6i tugng tham gia truc tiép
vao cong tac quan ly va thuc hién thanh quyét toan chi phi
KCB BHYT.

Pia diém nghién ctru: PKDK TAm Phlc Eakar, s 205 — 207
- 209 Nguyén T4t Thanh — Xa Eakar — Tinh D&k Lak.

D&i tugng nghién clu: Dinh lugng: Bién ban thanh quyét
toan 04 quy gilta phong kham va co quan BHXH Pak LAk.
Dinh tinh: Phang van sau 01 pho giam déc phong kham,
02 bac sy lamviéc tai phong kham, 02 nhan vién phu trach
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hd so va 01 can bd thudc phong Ché d6 thuéc BHXH DAk
L&k. Tiéu chun loai trir: Nhitng bao cdo xuét toan chua
phaila két luan cudi cung va sau d6 dudc gidi trinh dé thay
ddi murc xuat toan.

Phuong phap chon mau: Dinh lugng: Bién ban theo mau 82-
HD nam 2024, chuing t6i chi nhitng chon bao cao trong thai
gian tir 01/01/2024 dén 31/12/2024, phai la bao céo chinh
thong da dugc ky duyét bdi ca PKDK Tam Phuc Eakar va dia
dién co quan BHXH tinh D&k L3k, dugc luu tri tai phong
kham. Binh tinh: chon mau cé chu dich d6i tugng phong van.

X ly va phan tich sé liéu. Dinh lugng: S dung phan mém
Microsoft Excel d& nhap liéu. Phan tich m6 ta: S8 hd sa bj
tir ch8i thanh toéan, sé tién bi tir ch8i thanh toan. Ty & s&
tién bi tir chdi thanh toan theo cac nguyén nhan, theo céc
muc chi phi. Pinh tinh: Cac cudc phong van dugc gd bang
va phan tich theo cac chu dé lién quan.

Pao dic nghién ctru: Nghién cltu nay da dugc hoi dong
dao dirc cua Trugng Pai hoc Y té cong cong cho phép thuc
hién bang hd so dao dic s6 025-248/DD -YTCC bdi quyét
dinh s6 284/2025-HD3 ky ngay 27/5/2025.

3. KET QUA NGHIEN cU'U
Bang 1. Céac ly do tir chdi thanh toan chi phi KCB BHYT

. Téng tién Tyle
Danh muc l6i S6h6so| xuattoan | trongtdng
(1.000VND) |xuat toan (%)
Chidinh ky thuatsai | 2,5 226.449 92,7
quy dinh
Ké thudc sai chi dinh 189 2.746 1,1
Sai hanh chinh 256 15.254 6,2
Téng 1.162 244.449 100

Chi dinh ky thuat sai quy dinh la nguyén nhan chiém ty (&
cao nhat trong tdng xuéat toan: 92,7% vdi s6 tién bi tlr chdi
thanh toan hon 226 triéu dong. L6i nay bao gdom viéc chi
dinh céc tha thuat, phau thuat, hoac xét nghiém khéng
can thiét, vugt qua pham vi chuyén mén, hoac khéng dap
irng tiéu chuan BHYT.

Céc sai s6t chuyén mén thudng xuat phat tir viéc chi dinh
dich vu khdng phi hgp véi chdn doén hodc vugt pham vi
chuyé&n mén dugc cap phép:

“Sai s6t ky thuat chd yéu la do chi dinh khéng ding méa
ICD-10, hoac chi dinh vugt qua gidi han chuyén mén cua
phong kham.” (PVS2)

“Mot s béc sichi dinh cdn ldm sang, Xquang, xét nghiém,
siéudm... khéng phti hop véi chdn doan chinh hodc khéng
c6 chidinh y khoa r6 rang.” (PVS4)

Hoac chi dinh nhitng ky thuat da dugc phé duyét nhung
khong dd nguoi lam:

“Cé6 nhing chi dinh dich vu ky thuat chua didng véi ma
bénh... nhirng dich vu ky thuat d duoc énh xa trén céng
BHYT nhung chura du béc sidé lam.” (PVS5)

Chinh séch, quy dinh va dinh murc ky thuat thay déi lién
tuc trong thdi gian ngén, khién co s khé cap nhat kip thoi.
“Khi chinh sédch thay déi lién tuc thi phong khdm chua
nam bat kip sé anh hu'dng dén viéc xuét todn.” (PVS5)

Nhiéu 16i phat sinh do chua ndm rdé quy dinh méi hoac
khoéng cé kénh phan hdi nhanh tir co quan BHXH.

“C6 thoi diém van ban mdi ban hanh nhung chua duoc
tdp hudn cu thé cho tuyén co sé, nén khi thuc hién bj sai
dinh md'c hoac sai danh muc thanh toan.” (PVS1)

D6i khi céc van ban chong chéo khién phong kham lang
tung khi ap dung:

“Nhiéu bac sT lung tung khi ap dung céc quy dinh mdi cta
B6 Y t&€ va BHXH, nhét la khi hai vdn bén chéng chéo hodc
thay déi trong thoi gian ngén.” (PVS2)

Nhirng trudng hop chi sai vé& hién thi tir phan mém mac
du chuy&n mén dung van bi coi nhu chi dinh sai quy dinh
va loai ra:

“C6 nhing trudng hop chi dinh ddng chuyén mén nhung
sai & phan anh xa danh muc, phdn mém khéng cép nhéat
kip danh muc ky thuat mai nén bj loai.” (PVS6)

Ngoai ra, viéc chua cap nhat day da danh muc ky thuat va
huéng dan mdi cling khién ho sd bj xuat toan.

“Phong kham déi khi chua cdp nhat kip thoi danh muc ky thuat
duo’c phép thuc hién va phé duyét theo phan tuyén.” (PVS4)

L&i Hanh chinh chiém ty trong th( hai trong téng s6 hd so
va s tién bj tir chéi thanh toan (256 ho so va 6,2% trong
téng tién tir chdi thanh toan). Cé nhiéu y&u t6 dan dén sai
s6t vé mat hanh chinh. Th& nhat la vé con ngudi. Hién tai
phong kham chua c6 cén bd chuyén trach vé mang hanh
chinh BHYT.

“Moét sé (6i hanh chinh [dp lai (& do chua cé ngudi chiu
tréch nhiém kiém tra [dn cudi tru'dc khi giri h6 so'lén céng
BHXH. C3n c6 khau ki€m soat néi bo dé ra soat cac 16i
nhép liéu, ky thiéu, trung gid.” (PVS6)

Cac nhan vién nhap liéu chua quen véi quy tdc ma hoa
h6 so BHYT.

“Va ngoai ra thi mét sé nhan vién nhép liéu chu'a ndm
duoc quy tdc ma héa. Céi l6i nay xudt hién kha la thudng
xuyén.” (PVS3)

Cé rat nhiéu loai l6i trong phan hanh chinh, tuy nhién, néu
c6 sy ra soat ti mi thi hau hét cac L6i nay c6 thé tranh dugc.

“Nhiéu 16i nhé & khdu hanh chinh nhu sai tén, sai s thé,
hodc quén ky vao ho so, néu khéng kiém tra lai thi déu cé
thé bi béo hiém loai.” (PVS2)

“Trong h6 so’ bénh an thi thi6u chi¥ ky cla bénh nhén,
thiéu chi ky béac si, ghi chép thiéu théng tin trong h6 so
bénh én.” (PVS5)

Ngudn g&c thit hai dan dén 16i hanh chinh la yéu t8 cdng nghé
thong tin, phan mém quan ly KCB ma phong kham sir dung
va sy tuong thich cla né véi phan mém giam dinh ty dong
clia BHXH. Céc 6i nay bao gdm sai chudn XML, trung dir liéu,
thi€u canh bao tu déng, hoac chua dong bo thong tin.

“Hé théng phdn mém quan ly cla co’ s& thi déi khi cing
con dang bj 16i. Nhiéu khi d4n dén viéc nhép sai cac méa
ICD hodc (3 nhap thi€u. D&n dén viéc nhiéu ho so bj phan
mém B3o hiém x& hoi tw dong tir chéi.” (PVS5)

Hay nhu:

“L6i cbng nghé théng tin, di liéu XML khéng déng bo giita
phdn mém va céng bao hiém xa héi dan dén 16i ky thuét,
tring h6 so’ hodc thiéu dir liéu.” (PVS4)
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“Hé théng HIS déi khi bj treo, ddn dén mat di liéu hodc
trung ho so khi nhép lai; néu khéng phat hién sém, BHXH
sé loai ca hai.” (PVS1)

Cho tdi hién tai, phan mém quan ly KCB van L& diém nghén
ky thuat dan dén nhiéu L6i bj tir ch8i thanh toan.

“M6t s6 16i phdn mém phét sinh khi co quan BHXH nang
cép céng di liéu ma nha cung cdp phdn mém cta phong
khém chua kip cap nhat.” (PVS2)

Céc 16i nay tuy nhd nhung lap lai thuang xuyén.

“Dur 13 [6i nhd nhung néu &p lai nhiu sé dnh hudng (6n
dén téng s6 tién bi xudt todn.” (PVS4)

Céc 16i hanh chinh sé& duoc ra soat tw dong trén phan mém
gidm dinh va bj trirtu dong, khong dugc phép giai trinh, khdng
duoc phép chinh stra, déi khi cling dan dén tam ly bat binh cuia
ngudi quan ly, su’ e dé clia bac sy kham bénh tai phong kham.

“V& mat chuyén mén y té€ Cac quyét dinh thanh todn dbi
khi dua trén thd tuc hanh chinh, khéng dua trén phén tich
chuyén mén nhiéu khi G4y burc xic cho CSKCB, hoéc la
lam giagm niém tin cla ngu'di dén va nhén vién y té vao tinh
minh bach cta BHYT.” (PVS6)

Do do, viéc khic phuc l6i hanh chinh & nhiém vu bét
budc. Ngoai viéc gidm thiét hai cho phong kham vé mat
tai chinh, con gép phan gidm bt cdng thang cla bac sy
tlr d6 dam bao dugc quyén lgi ngudi co thé.

Bang 2. Ly do tir chdi thanh toan chi phi KCB BHYT theo

cac muc
. . - Chidinh
Chsen | T8 |1558 5] nannchin st a3 1
(1.000VND) | (1.000VND) (1.000VND)
Coéng kham | 3.181 102 1.148 0 2.033
CDPbHA-TDCN | 2.772 35 1.541 0 1.231
Thuéc 6.540 189 1.675 2.746 2.119
PT-TT 220.939| 703 9.620 0 211.319
Xétnghiém | 11.017 133 1.270 0 9.747
Téng 244.449| 1.162 15.254 2.746 226.449

Trong téng s6 244,45 triéu dong bj t¥ chdi thanh toan
thi PT-TT chiém ty l& cao nhét, sau d6 dén xét nghiém va
thuéc. Trong KCB BHYT, thudc BHYT la trudng hgp dac
biét. Cac ca s& khong dugc diéu chinh gia ban. BHXH chi
thanh toén tién bang gia nhap thuéc da dugc dau thau va
cling khong cho phép co s& KCB BHYT dugc thu chénh
léch tir gia thubc. Dieu nay dan dén néu bj tir chéi thanh
toan hoéac thudc hu hdng hodc hét han s dung thi thiét
hai cho co s& KCB sé la toan b, chi khdng phai chi chi
phi ddu vao mét phan nhu cac dich vu khac.

Nghién cttu dinh tinh chi ra rang, viéc bi tir chéi thanh toan
tién thubc co6 thé do nhiéu nguyén nhan nhu ké thudc
khéng phu hgp véi chan doan, hay sai ligu.

“Ké thudc khéng phti hop véima ICD-10, thudc strdung khéng
ding huéng dan, chi dinh vuot qué lidu st dung.” (PVS4)

“0’ nhém thuéc y hoc c6 truydn, doi khi béc si ké thém
thuéc bé hodc vitamin ma khéng nam trong danh muc chi
tra, nén bj xuét toan.” (PVS1)
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Cling cé trudng hgp bj tlr chdi thanh toan do ap sai gia
thau. Cung mét loai thudc, nhung & géi thau trudc gia
khéc, sau khi goi thau dé hét han, dugc dau thau mdi thi
gia thay ddi trong khi phong kham van con thudc cii nhung
khéng cap nhat theo gia tring thau mdai.

“Mot phan thudc va vat tu bj tir chéi la do co’ sé chu'a cép
nhéat danh muc thdu hoéc gié trdn mdéi duoc BHXH céng

b6, trong khi phdn mém van dang dung di liéu cd.” (PVS6)

M6t s6 bac sy ké thudc ngoai danh muc BHYT, cho bénh
nhan mua mét s8 thuéc dé phuc vu thi thuat dan dén bj
tlr chdi thanh toan ca ho so:

“Ph&n ké vitamin B12 trong thiy chdm thi khdng duoc
dé cho bénh nhan tu tic mua. Bdo hiém théng bdo minh
phai thdu thuéc hodc c6 phuong én dé phuc vu cho bénh
nhan.” (PVS5)

“Cd6 béc sivan quen dung thuéc ngoai danh muc BHYT du
thuéc dé c6 loai thay thé tuong duong trong danh muc chi
tra.” (PVS2)

4. BAN LUAN

Ba nhom nguyén nhan chinh dugc ghi nhan gom: (1) chi
dinh ky thuat sai quy dinh (92,7%), (2) sai hanh chinh
(6,2%), va (3) ké thudc sai chi dinh (1,1%). Trong do, 16i
chi dinh ky thuat chiém ty trong tuyét doi, cho thay han
ché trong viéc cép nhat va tuan tha quy dinh thanh toan
hién hanh. Xu huéng nay tuong dong véi cac nghién clu
tai Bénh vién Binh Dan (6), Bénh vién C Da Néng (7) va
Trung tdm Y t&€ Phu Gido (8), déu xac dinh sai sét chi dinh
& nguyén nhan phd bién nhat gay xuét toan.

Nguyén nhan hanh chinh (nhép sai théng tin, ma thé,
hodc di liéu XML) chiém ty & nhd nhung anh hudng L&n
dén thanh toan. Biéu nay phu hop vdi nhan dinh cliia Bao
hiém X& hoi Viét Nam (9) réng l6i dinh dang dir liéu va sai
s6t hanh chinh & nguyén nhan hang dau trong giai doan
chuyén déi s6 hoa giam dinh BHYT.

Nhu vay, cac sai s6t vé chuy&n mon va hanh chinh van 1a
nguyén nhén chd dao, xuat phat tir thi€u nhén luc chuyén
trach, thiéu dao tao lién tuc, va chua cé quy trinh kiém tra
chéo ho sotrudce khi glri giam dinh — nhirng yéu t6 da dugc
nh&n manh trong cac nghién clu trudc (4, 6, 7, 10-12).

Tha nhat, y&u t6 nhan luc: viéc thi€u nhan vién am hiéu
quy trinh BHYT khién sai sét dé& xay ra trong chi dinh va
nhap liéu. Phung Gia Khanh (11) va Nguyén Théi Hoc (12)
déu khang dinh thiéu hut ngudn nhan lyc chuyén trach
gay anh hudng dang ké dén hiéu qua thanh quyét toan.

Thi hai, yéu t8 cdng nghé théng tin: mac du phong kham
da thuc hién k&t ndi céng di liéu BHYT theo Quyét dinh
130/QD-BYT (13), nhung giai doan dau con gép nhiéu L6i
trong viéc méa héa dinh dang di liéu. Didu nay tuong dong
vGi khé khan chung trén ca nudc khi trién khai hé théng
giam dinh dién t, dugc ghi nhan trong bao cdo ctia BHXH
Viét Nam (9).

Th ba, yéu t6 quan ly va giam séat ndi bé: chuwa cé quy
trinh giam dinh néi bd hoac checklist kiém tra ho sd, dan
dén nhiéu 16i lap lai. Nghién ctu tai Bénh vién Pa khoa
Medic Binh Duang (14) cho théy viéc ap dung checklist va
giam dinh n6i bo gilip gidm 35% ty & ho sa bi tlr chdithanh
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todan — mot kinh nghiém cén dugc 4p dung cho Phong
kham Tam Phuc Ea Kar.

5. KET LUAN VA KHUYEN NGHI

C6 ba nhom nguyén nhan chinh dugc xac dinh gom: Chi
dinh ky thuat sai quy dinh (92,7%); Sai hanh chinh va nhap
liéu (6,2%); K& thudc sai chidinh (1,1%). Cac nguyén nhan
g6c bao gom: thiéu nhan luc chuyén trach BHYT, chua
cap nhét day dd van ban quy dinh, han ché vé céng nghé
théng tin, va chua cé quy trinh kiém tra ndi bo chat ché.

Do d6 phong kham can céap nhat chinh sach va chuén héa
quy trinh hanh chinh, quy dinh rd tradch nhiém cua ting vi tri
trong viéc nhap liéu, ky so va luu trir ho sa. Tang cudng phéi
hgp véi BHXH tinh D3k Lk, tham gia c4c budi tap huan, déi
thoai dinh ky, phan hdi sém céc 16i phat sinh va théng nhat
quy trinh giam dinh. Giam sat lién tuc cac chi sé chat lugng
BHYT va str dung két qua nay dé caitién quy trinh.
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