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ABSTRACT

This study aims to analyze a number of factors affecting patient satisfaction with medical examination
and treatment services at Thai Nguyen Traditional Medicine Hospital, thereby giving discussion and
suggestions. propose some solutions to contribute to improving the quality of medical examination
and treatment services, improving the satisfaction of patients who come for examination and
treatment at the Hospital.

Keywords: Service quality, medical examination and treatment, patient satisfaction, Thai Nguyen
Traditional Medicine Hospital.

*Corressponding author
Email address: thanhbinhyhcttn@gmail.com
Phone number: (+84) 989 886 421
https://doi.org/10.52163/yhc.v62i7.236

N

216



Prinect Color Editor
Page is color controlled with Prinect Color Editor 4.0.55
Copyright 2008 Heidelberger Druckmaschinen AG
http://www.heidelberg.com

You can view actual document colors and color spaces, with the free Color Editor (Viewer), a Plug-In from the Prinect PDF Toolbox. Please request a PDF Toolbox CD from your local Heidelberg office in order to install it on your computer.

Applied Color Management Settings:
Output Intent (Press Profile): GrayCoated_hdm.icc

RGB Image:
Profile: eciRGB.icc
Rendering Intent: Perceptual
Black Point Compensation: no

RGB Graphic:
Profile: eciRGB.icc
Rendering Intent: Perceptual
Black Point Compensation: no

CMYK Image:
Profile: ISOcoated_v2_eci.icc
Rendering Intent: Perceptual
Black Point Compensation: no
Preserve Black: no

CMYK Graphic:
Profile: ISOcoated_v2_eci.icc
Rendering Intent: Perceptual
Black Point Compensation: no
Preserve Black: no

Device Independent RGB/Lab Image:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent RGB/Lab Graphic:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent CMYK/Gray Image:
Rendering Intent: Perceptual
Black Point Compensation: no

Device Independent CMYK/Gray Graphic:
Rendering Intent: Perceptual
Black Point Compensation: no

Turn R=G=B (Tolerance 0.5%) Graphic into Gray: yes

Turn C=M=Y,K=0 (Tolerance 0.1%) Graphic into Gray: no
CMM for overprinting CMYK graphic: no
Gray Image: Apply CMYK Profile: no
Gray Graphic: Apply CMYK Profile: no
Treat Calibrated RGB as Device RGB: no
Treat Calibrated Gray as Device Gray: yes
Remove embedded non-CMYK Profiles: no
Remove embedded CMYK Profiles: yes

Applied Miscellaneous Settings:
Colors to knockout: yes
Gray to knockout: yes
Pure black to overprint: no
Turn Overprint CMYK White to Knockout: yes
Turn Overprinting Device Gray to K: no
CMYK Overprint mode: set to OPM1 if not set
Create "All" from 4x100% CMYK: no
Delete "All" Colors: no
Convert "All" to K: no



T.T. Binh, N.T. Thu. / Vietnam Journal of Community Medicine, Vol 62, No 7 (2021) 216-221

MOT sO YEU TO ANH HUGNG DEN sU HAI LONG
CUA NGUGI BENH POl VOI DICH VU KHAM CHUA
BENH TAI BENH VIEN Y HOC cO TRUYEN THAI NGUYEN

Tran Thanh Binh!",

Nguyén Thi Thu?

'Bénh vién YHCT Théi Nguyén - 419 Quang Trung, Thinh Pdn, thanh phé Thai Nguyén, Viét Nam
2Truong Pai hoc Kinh té & Qudn tri Kinh doanh - Dai hoc Thdi Nguyén - Phuong Tén Thinh, thanh pho Thdi Nguyén, Viét Nam

Ngay nhan bai: 24 thang 06 ndm 2021
Chinh stra ngay: 19 thang 08 nam 2021; Ngay duy¢t dang: 27 thang 10 ndm 2021

TOM TAT

Nghién ctru nay nhdm phan tich mot s6 yéu té anh huong dén sy hai 1ong ciia nguoi bénh dbi vai dich
vu kham chira bénh (KCB) tai Bénh vién Y hoc ) truyén Thai Nguyén, tir d6 dua ra ban luan va dé
xudt mot sb giai phap nham gop phan nang cao chét luong dich vu kham chita bénh, nang cao sy hai
10ng ctia ngudi bénh dén kham va diéu trj tai Bénh vién.

Tir khod: Chéat lugng dich vu, kham chira bénh, sy hai long ciia nguoi bénh, Bénh vién Y hoc )

truyén Thai Nguyén.

1. PAT VAN DPE

Su hai long cta ngudi bénh 1a mot chi s6 quan trong
trong danh gia chat luong va hiéu qua hoat dong cua
cac co s0 KCB. Muc d6 hai long cua ngudi bénh la
thudc do vé sy phi hop cua nhimg dich vu duoc cung
cip so v6i nhu ciu va mong doi cia cong dong. Viéc
phan tich cac yéu t6 anh huong dén sy hai long cia
ngudi bénh s& giup cac co sé cung cép dich vu ciing
nhu cac nha hoach dinh, thuc thi chinh sach thuc hién
nhiing giai phap nham cai thién chat luong KCB.

Bénh vién Y hoc cb truyén tinh Thai Nguyén da
thuc hién tw chu vé tai chinh & nhém 2 tir nim 2016
theo Nghi dinh s6 16/2015/ND-CP cua Chinh phu
[3]. Mic du duoc Uy ban nhan dan, So Y té tinh
quan tam, dau tu kinh phi cai tao, nang cap khu nha

*Tac gia lién h¢
Email: thanhbinhyhcttn@gmail.com
Dién thoai: (+84) 989 886 421
https://doi.org/10.52163/yhc.v62i7.236

diéu tri ngi tr;, mua sim thém trang thiét bi y té gop
phan nang cao chat luong KCB. Tuy nhién, bénh
vién van con mot s ton tai nhu: Nha ctra chét choi;
thiéu mot sb trang thiét bi hién dai phuc vu cho cong
tac KCB chuyén sau,... [1]. Véi thuc trang nhu vay,
cau hoi dat ra ¢ day la: Sy hai long ctia nguoi bénh
diéu tri noi trt d6i v6i dich vu KCB tai Bénh vién Y
hoc ¢6 truyén Thai Nguyén nhu thé nao? Nhiing yéu
td nao anh huong dén sy hai long ciia nguoi bénh
ddi voi dich vu KCB tai Bénh vién Y hoc ¢b truyén
Thai Nguyén?

Xac dinh cic yéu t6 anh huong dén su hai long cua
nguoi bénh ddi véi dich vu KCB tai Bénh vién Y hoc
¢b truyén Thai Nguyén, phan tich cac nhan td, x4c dinh
nhiing nguyén nhan dé tim ra giai phap hitu hi¢u nham
g6p phan nang cao chit lugng dich vu KCB va déap tung
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su hai long cia nguoi bénh dén kham va diéu tri tai
Bénh vién 1a viéc 1am can thiét.

2.POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. Péi twong nghién ciru

- Pi twgng nghién ciru: Cac yéu t6 anh huong dén sy
hai long ctia ngudi bénh dbi v&i dich vu KCB tai Bénh
vién Y hoc ¢6 truyén Thai Nguyén.

- P6i twgng thu thip théng tin: 720 ngudi bénh diéu
tri ndi tr tai Bénh vién Y hoc ¢6 truyén Thai Nguyén
(nguoi bénh tudi tir 18 tro 1én, chuén b lam thu tuc xuét

vién, biét chit va dong y tham gia nghién ctru).

2.2. Phwong phap nghién ciru

Nghién ctru sir dung phan mém SPSS 20.0 dé xu 1y sd
lidu khao sat. Str dung phwong phap phan t6, thong ké
mo ta va phuong phép so sanh dé phan tich, danh gia
cac yéu t6 anh huong dén su hai 1ong ctia ngudi bénh
d6i v6i dich vu KCB tai Bénh vién Y hoc ¢d truyén
Thai Nguyén.

3. KET QUA NGHIEN CUU

3.1. Thong tin ca nhan cia ngwoi bénh dwoc khao sat

Bdng 1: Thong tin chung ciia nguwoi bénh nghién ciru

Thong tin chung S6 lwong Ty 1€ (%)
Nam 265 36,8
Gidi tinh
Nir 455 63,2
) Tir 60 tudi tré xudng 408 56,7
Tuoi -
Trén 60 tuoi 312 433
) THCS tr¢ xubng 498 69,2
Trinh d hoc van
THPT tr6 1€n 222 30,8
Kinh 334 46,4
Dan tdc —
Thiéu so 386 53,6
. Thanh thi 130 18,1
Noi sinh song
Nong thon 590 81,9
. Tu dén 522 72,5
Hinh thirc t&i bénh vién diéu tri - -
Do chuyén tuyén 198 27,5
. Nong dan 522 72,5
Nghé nghiép
Khac 198 27,5
) Nghéo, Can ngheo 179 24,9
Mtc song ho gia dinh
bu an 541 75,1
. Dudéi 20 ngay 170 23,6
Thoi gian ndm vién (ngay)
Tur 20 ngay tro 1én 550 76,4
Khong fo BHYT, hoac BHYT 141 19.6
Hinh thac thanh toan vién phi trai tuyen
Béo hiém y té dung tuyén 579 80,4

(Nguon: Diéu tra)
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Qua Bang 1 cho thay, trong 720 nguoi bénh nghién ciru
ty 18 nit nhidu hon nam (63,2%); nhom tudi tir 60 trd
xudng chiém ty 1& cao hon (56,7%); chu yéu séng &
nong thon (81,9%); dan toc thiéu sb chiém ty 1& cao
hon (53,6); hoc van tir trung hoc co so tro xuéng chiém
phan 16n (69,2%); phan 16n 12 néng dan (72,5%); da s6
tur dén vién diéu tri (72,5%); ngudi bénh c¢6 mirc song

du an chiém ty 1¢ da s6 (75,1%); chi yéu 1 ngudi bénh
6 bao hiém y té diéu tri dung tuyén (80,4%) va phan
16n 14 ndm diéu trj trén 20 ngay (76,4%).

3.2. Anh huéng cia cic yéu té thudc dic diém
nhéan khiu - xa hdi hoc dén sy hai 1ong chung cia
nguwdi bénh

Bing 2. Anh hwing ciia cic yéu t6 thujc dic diém nhén khiu — xi hgi dén sw hai long chung ciia ngwoi bénh

Yeéu to thudc dac diem nhan

Khiu - xa hdi ho OR 95%CI p Két qua
Giéi tinh 1,51 0,891-2,562 | 0,124>5% tsh‘glggicébiét khong c6 y nghia
Nhém tudi 2,06 1,153-3,680 0,013 <5% | Su khac biét co y nghia thong ké
Dén toc 0,59 0,348-1,001 0,049<5% | Su khéc biét c6 ¥ nghia théng ké
Trinh d6 hoc van 1,36 0,791-1,898 0,176>5% tsh‘ggfébiét khong c6 § nghia
Noi séng 0,99 0,505-1,975 |  0,996>5% fh‘gﬁgfébiét khong c6 § nghia
Nghé nghiép 0,56 0,328-0,962 0,034<5% | Su khéc biét c6 y nghia théng ké
Mitic séng 1,81 1,049-3,131 0,031<5% Su khéc biét c6 y nghia théng ké
Hinh thirc dén bénh vién 0,57 0,333-0,977 0,039<5% Su khéac biét c6 y nghia théng ké
Hinh thirc thanh toan vién phi 2,36 1,342-4,145 0,002<5% Sy khéac biét c6 ¥ nghia théng ké
Thoi gian nam vién 0,44 0,254-0,757 0,002<5% Su khac biét c6 y nghia théng ké

(Nguon: Két qua phan tich bang SPSS tir s6 liéu diéu tra)

Két qua phén tich tai Bang 2 cho thiy bay yéu t6 thudc
ddc nhan khau - xa hoi hoc: Nhém tudi, dan toc, noi
séng, nghé nghi¢p, mirc séng, hinh thirc dén bénh vién,
hinh thirc thanh toan vién phi, thoi gian nam vién anh
huéng c6 ¥ nghia théng ké véi véi sy hai 1ong chung

clia nguoi bénh. Bén canh d6 chua tim thiy mdi lién
quan c6 y nghia théng ké giita gi6i tinh, trinh d6 hoc
vén, noi sdng voi sy hai 1ong chung cta ngudi bénh.
3.3. Anh hwéng ciia cic yéu té cdu thanh dich
vu kham chira bénh dén sw hai long chung ciia
nguwoi bénh

Bing 3. Anh hwéng ciia cdc yéu té céu thanh dich vu khdm chiva bénh tai bénh vién dén suw hai long chung ciia ngwoi bénh

Yeéuto °ﬁ“ct;‘§:'; ;flclh vu khim Ty 1¢ hailong (%)| OR 95%CI p
Kha ning tiép can 94,6 9,88 2,66 - 36,75 0,001
Su minh bach thong tin va thu tuc kham bénh, diéu tri 93,3 3,94 1,27 - 12,20 0,018
Co s& vat chit va phuong tién phuc vu nguoi bénh 88,6 9,40 3,59 - 24,62 0,000
Thai d¢ ung xur, nang luc chuyén moén cua nhan vién y té 96,0 18,09 2,93 -111,86 0,002
Két qua cung cap dich vu 88,6 17,47 6,93 - 44,08 0,000
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(Nguon: Két qua phan tich bang SPSS tir sé liéu
diéu tra)

Két qua hdi quy logistic da bién cho thay:

(i) Nhitng ngudi bénh hai long vé “khd néng tiép cdn”
thi hai long chung cao gap 9,88 1an (OR = 9,884, 95%
CI: 2,66 - 36,75) so voi nhitng nguoi bénh khong hai
long. Su khac biét nay co ¥ nghia théng ké voi p =
0,001< 0,05;

(ii) Nhing nguoi bénh hai 1ong vé& “sw minh bach thong
tin va thi tuc kham bénh, diéu tri” thi hai long chung
cao gip 3,93 lan (OR = 3,94, 95% CI: 1,27 - 12,20) so
véi nhitng nguoi bénh khong hai long. Su khac biét nay
¢6 ¥ nghia thong ké véi p = 0,018 < 0,05;

(iii) Nhitng ngudi bénh hai long vé “co sé vdt chdt va
phuong tién phuc vu nguoi bénh” thi hai long chung
cao gap 9,398 1an (OR = 9,40, 95% CI: 3,59 - 24,62) so
v6i nhitng nguoi bénh khong hai long. Su khac biét nay
¢ y nghia thong ké véi p = 0,000 <0,05);

(iv) Nhirng ngudi bénh hai long vé “thdi dé ing xit,
nang lwc chuyén mon ciia nhdn vién y té” thi hai long
chung cao gép 18,087 lan (OR = 18,09, 95% CI: 2,93
- 111,86) so vdi nhiing nguoi bénh khong hai long. Sy
khac biét nay c6 y nghia thong ké véi p = 0,002 <0,05;

(v) Nhitng ngudi bénh hai 1ong v& “két qua cung cdp
dich vu” thi hai 1ong chung cao gap 17,47 lan (OR
= 17,47, OR = 17,473; 95% CI: 6,93 - 44,08) so voi
nhiing nguoi bénh khong hai long. Sy khac biét nay co
¥ nghia thong ké vai p = 0,000 <0,05.

Nhu vy, ca nim yéu t6 cdu thanh dich vu kham chira
bénh déu c6 anh hudng dén sy hai long chung cua
ngudi bénh, sy khac biét nay c6 y nghia thdng ké véi
p < 0,05. Trong d6 yéu t6 “Thdi do vmg xir, ning luc
chuyén mén cia nhdn vién y té” c6 anh huéng nhidu
nhat, yéu to “Két qua cung cdp dich vu” cb anh hudng
nhiéu th{ hai, yéu t6 “Su minh bach thong tin va thu tuc
kham bénh, diéu tri” c6 anh hudng it nhat.

4. BAN LUAN

4.1. Anh hwéng ciia cdc yéu té nhan khéu - xa héi hoc
ciia nhom ngwoi bénh nghién ciru

Két qua nghién ctru cho thiy cac yéu t6: nhom tudi,
dan tdc, noi séng, nghé nghiép, muc séng, hinh thic
dén bénh vién, hinh thirc thanh toan vién phi, thoi gian
nam vién anh huong dén sy hai long chung ctia nguoi

N
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bénh déi voi dich vu KCB tai bénh vién; su khéc biét
nay ¢ y nghia thong ké véi p < 0,05. Két qua nghién
ctru nay tuong dong véi mot sé nghién ciru vé su hai
long Nguyén Pirc Thanh (2013); Ngo Kim Thuan va
V3 Minh Tuén tai Bénh vién Y hoc ¢b truyén Tay Ninh
nam 2014 [5]; Tran Thi Hong Cam(2017), ... va da s6
cac nghién ctru dugc dé cap dén trong phan tong quan
tai liéu ctia Crow R. va cdng su. Nghién ctu chua tim
thdy méi lién quan c6 ¥ nghia thdng ké giita gidi tinh,
trinh d6 hoc van, noi séng vé6i sy hai long chung cua
nguoi bénh.

4.2. Anh hwéng ciia cdc yéu té cau thanh dich vu khdm
chita bénh dén sw hai long chung ciia ngwoi bénh

Két qua hoi quy logistic da bién cho thdy ca nim yéu t6
céu thanh dich vy khdm chita bénh déu c6 anh hudng
tich cuc dén sy hai 1ong chung cua ngudi bénh diéu
tri ndi tra voi p < 0,05, trong d6 thai do g x1r, nang
luc chuyén mon ciia nhéan vién y t& (OR = 18,09; 95%
CI: 2,93 - 111,86) va két qua cung cp dich vu (OR =
17,47; 95% CI: 6,93 - 44,08) 13 hai yéu t6 c6 anh huéng
nhiéu nhit dén sy hai 1ong ciia ngudi bénh; tiép theo 1a
cac yéu t kha nang tiép can (OR = 9,88; 95% CI: 2,66
-36,75) va co s& vat chat va phuong tién phuc vu ngudi
bénh (OR = 9,40; 95% CI: 3,59 - 24,62); su minh bach
thong tin va thu tuc kham bénh, diéu tri 1a yéu t6 c6 anh
hudng it nhat dén sy hai 1ong ciia ngudi bénh (OR =
3,94; 95% CI: 1,27 - 12,20).

Két qua nay 13 hop 1y boi vi, nghé thay thude 1a mot
nghé dic biét, dbi twong clia thay thudc tiép xtic hang
ngdy 1a nguoi bénh - nhitng ngudi cd van dé vé sic
khoe, ho tin vao tai ning, long nhin dao cua thiy
thudc s& ctru ho thoat khoi con dau vé ca thé xac va
tinh than. HO Chu Tich di chi ra ring: “Ngudi thiy
thude chéng nhitng ¢6 nhiém vu ctru chita bénh tat
ma con phai nang d& tinh thin nhiing nguoi ém yéu”.
Chinh vi thé, nguoi thay thubc khong chi can tai ning
ma con doi hoi phai c6 dao duc, giao tiép, tmg xir tt.
Nguoi bénh dén bénh vién diéu tri déu mong muén
dugc cung cap nhing dich vu tbt, c6 chit lvong nhim
gitip cho ho nhanh lanh bénh ca vé thé chat va tinh
than. Do vay, nang luc chuyén mon, thai d6 giao tiép
g xtr ctia ngudi thay thude va két qua cung cap dich
vu 1a nhitng yéu t6 quan trong nhat anh huéng dén sy
hai Iong ctia ngudi bénh.

Két qua nghién ctru cta chiing t6i twong ty nhu nghién
ctru ctia Nguyén Thi Ly nam 2015 cho thdy: méi lién
quan gitta cac dich vu y t& va yéu té hai 1ong chung
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ctia ngudi bénh déu c6 ¥ nghia thong ké vai p < 0,05
[4]. Nghién ctru cua Tran Thi Hong CAm nim 2017
ciing cho thdy: nhom yéu té ciu thanh dich vu kham
chita bénh ca nam yéu t6 déu c6 anh huong t6i sy hai
long cua ngudi bénh. Trong d6, ba nhom yéu td minh
bach thong tin, co s& vat chit va két qua cung cép dich
vu ¢6 mdi lién quan thuan chat ché voi sy hai long noéi
chung ciia ngudi bénh: nguoi bénh néu danh gia tot
vé sy minh bach thong tin va thu tuc hanh chinh, vé
co s vat chat va két qua cung cdp dich vu thi c6 xu
huéng hai long hon vé dich vy kham chita bénh cia
cosdy té [2].

Nhu vay, mubn ting ty 18 hai long cia ngudi bénh
diéu tri noi trii d6i v6i dich vu kham chita bénh thi
Bénh vién can thuc hién mot sd gidi phap sau: (i) xay
dung ké hoach nang cao chat luong cta ca nim yéu tb
(i) dic biét cha trong dén ning cao chit lugng hai yéu
t6 1a: thai 6 Gng xir, nang lyc chuyén mon cta nhan
vién y té va két qua cung cip dich vu cua Bénh vién.
Cu thé:

(D Tiép tuc td chitc dao tao, dao tao lai, tap huén nhdm
nang cao hon nita nang lyc chuyén moén, k¥ ning giao
tiép tmg xur cho can bd y t&, ndi dung pht hop véi didu
kién thyc t€ ctia bénh vién; Thyc hién t6t K& hoach
“Pdi méi phong cach, thai d¢ phuc vu ctia can bg y té
hudng t6i sy hai long cua ngudi bénh”.

(2) Tiép tuc thuc hién tot viéc cong khai gia dich vu
y té, gio kham bénh, quy trinh khdm bénh, ddi tuong
wu tién, so dd khoa, phong, hom thu gop ¥, duong
day nong, quyén loi, nghia vu ciia ngudi bénh va nhan
vién y té... d& ngudi bénh d& quan sat, hiéu rd hon
quyén loi dugc huong thy khi tham gia kham chita
bénh tai bénh vién.

(3) Py manh cong tac cai cach hanh chinh, tng dung
cong ngh¢ thong tin trong thyc hién dich vy kham chira
bénh tai bénh vién, tiép tuc nghién cuu cai tién quy
trinh kham bénh, chita bénh dé rat ngén hon nira thoi
gian chd doi cua ngudi bénh, ddp tng yéu cau ngiy
cang cao cua nguoi bénh.

(4) Thuong xuyén thyc hién viéc khao sat sy hai long
cua nguodi bénh dé dam bao viéc danh gia lién tuc su hai
long ctia nguoi bénh va xac dinh dugc cac yéu td lién
quan. Dt li¢u thu thap dugc thong qua khao sat sy hai
1ong ngudi bénh nham phuc vu cho viéc quan 1y, danh
gi4, giam sat va xay dung ké hoach cai tién chét lugng
kham chita bénh ctia bénh vién.

5.KET LUAN

Nhém yéu t6 cau thanh dich vu kham chita bénh: ca 5
yéu t6 cdu thanh dich vu kham chira bénh déu c6 anh
hudng téi sy hai 1ong chung ctia ngudi bénh, trong do:
thai do ing xr, nang luc chuyén mén cua nhan vién y té
va két qua cung cap dich vy 1a hai yéu t6 c6 anh hudng
nhiéu nhét; tiép theo 1a cac yéu t6: kha nang tiép can va
co s& vat chat va phuong tién phuc vu ngudi bénh; sy
minh bach théng tin va thu tuc khdm bénh, diéu tri 1a
yéu t6 c6 anh huong thap nhét. Su khac biét ndy co ¥
nghia thong ké véi p < 0,05.

Céc yéu t6 nhom tudi, dan tdc, nghé nghiép, mic séng
ho gia dinh, hinh thirc dén bénh vién diéu tri, hinh thirc
thanh toan vién phi, thoi gian nam vién 14 nhimng yéu
t6 6 lién quan dén sy hai 1ong chung ciia ngudi bénh
diéu tri ngi trt dbi v6i dich vu kham chita bénh tai bénh
vién. Su khéc biét ndy c6 y nghia thong ké véi p < 0,05.
Chua tim thdy sy anh hudng c6 ¥ nghia thong ké gitra
gidi tinh, trinh d6 hoc vén va noi séng dén sy hai long
chung ctia nguoi bénh didu tri noi trai d6i voi dich vy
kham chira bénh tai Bénh vién (p > 0,05).
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