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ABSTRACT
Objectives: Assessing the current quality of physiotherapy-rehabilitation services in 2024-2025.

Subjects and methods: A cross-sectional descriptive study using data from 14 hospital quality
indicators and a satisfaction survey of 200 patients or patients’relatives assessed using a Likert scale.

Results: The results indicate that 5/14 department quality indicators remain low, including average
hospital stay duration, number of incident reports. In terms of patient satisfaction, most aspects
received high ratings (98.5%-100%), except for infrastructure (74%) and Wi-Fi access (79.5%).

Conclusion: The results showed that 5 out of 14 indicators of the department were at a low level.
Regarding satisfaction levels, the highest satisfaction was reported in the domains of information
transparency and medical procedures, the attitudes and professional competence (100%). The
lowest satisfaction was observed in the domain of facilities and service equipment (74%).

Keywords: Quality of medical examination and treatment services, Hospital quality, Patient
satisfaction, Quality management.
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TOM TAT
Muc tiéu: Danh gia thuc trang chat luong dich vu vat ly tri liéu-phuc hdi chire ndng ndm 2024-2025.

Pai twgng va phuwong phap: M6 ta cat ngang st dung di¥ liéu tir 14 chi s8 chat lugng bénh vién va
khao sat hai long 200 ngudi bénh hodc ngudi nha ngudi bénh theo thang diém Likert.

K&t qua: K&t qua cho thay 5/14 chi s& clia khoa con thap. Vé muirc dé hai long, cao nhéat la linh vuc
Sy minh bach théng tin va thd tuc kham chira bénh, diéu tri va Thai dé ing xtt, nang luc chuyén mén
(100%). Th&p nhét la vé Co s& vat chat va phuong tién phuc vu (74%).

K&t luén: 05/14 chi s chéat lugng tai khoa thap haon toan vién. Ty L& hai long chung dat 73,5%. Can
chu trong van héa an toan, chuén héa quy trinh diéu tri ndi trd va cai thién cd sd vat chat phong tap

VLTL-PHCN.

T khéa: Chat lugng dich vu kham chira bénh, Chat lugng bénh vién, Su hai long clia ngudi bénh,

Quan ly chat lugng.

1. DAT VAN DE

Trong béi canh xa hoi phét trién, nhu cadu cham séc sirc
khoe ngay cang gia tang, doi hoi cac co sdy té khdong ngirng
nang cao chéat lugng dich vu khéam chira bénh théng qua
dau tu co sd vat chét, trang thiét bi va nang cao nang luc
chuy&n mén cua nhén vién y té. Trong do, vat ly tri liéu —
phuc hoéi chirc nang (VLTL-PHCN) gilt vai trd quan trong
trong viéc phuc hdi chirc nang van déng, tang kha nang doc
lap va hd trg ngudi bénh sém tai hdoa nhap cong dong, gép
phan nang cao chat lugng cudc s6ng va giam ganh nang
xa hoi[1]2019; (2. Céac can thiép VLTL-PHCN s&m va phu
hop da dugc ching minh mang lai hiéu qua tich cuc trong
cai thién chlrc nang va chat lugng song clia ngudi bénh[2].

Tu tudng “Dan cudng thi nudce thinh” ciia Cha tich H6 Chi
Minh nh&n manh vai tro clia cong tac cham séc suric khde
toan dién, khéng chi tap trung diéu tri ma con chu trong
phong ngira di ching, han ché tan tatva hoé trg ngudi bénh
tai hoa nhap x& hoi. Tuy nhién, nhan thirc vé vai trd cla
VLTL-PHCN trong céng déng va mot bd phan nhan vién
y t& van con han ché; day ciling la linh vyc con tuong déi
non tré so véiy hoc hién dai. Tai Bénh vién Da khoa Xuyén
A, Thanh ph& H5 Chi Minh, Trung tdam VLTL-PHCN thudc
Khoa YHCT-PHCN dang trong giai doan phat trién, con
gap mot s6 han ché vé cd sd ha tang va trang thiét bi, dat
ra yéu cau cap thiét trong viéc nang cao chat lugng dich
vu. TU thyc tién do, nghién ciru “Nang cao chéat lugng dich

*Téc gia lien hé

vu vat l)’ftrj liéu - phuc hoi chirc ndng tai Bénh vién Da khoa
Xuyén A, Thanh phé H8 Chi Minh ndm 2024-2025” nham
danh gia thuc trang chat luong dich vu vat ly tri liéu-phuc
ho6i chitc ndng ndm 2024-2025.

2. D01 TUONG VA PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ciru

Nghién cltu mé ta cat ngang.:

2.2. Thoi gian va dia diém nghién citu

Thoi gian nghién cttu: T ndm 2024 dén nam 2025.

Dia diém nghién ctu: Bénh vién Pa khoa Xuyén A, Thanh
ph8& H6 Chi Minh.

2.3. Béi twgng nghién ciru

Tat ca ngudi bénh hodc ngudi nha ngudi bénh diéu tri noi
trd cé chi dinh tap vat ly tri liéu - phuc hoi chirc nang tai
Trung TAm Phuc Hb6i Chitc Nang thudc khoa Y Hoc C8
Truyén — Phuc Hbi Chirc Nang, Bénh vién Da khoa Xuyén
A, Thanh phé H6 Chi Minh.

2.4. C& mau, chon mau

Chi s6 chét lugng: LAy s6 liéu s8n cé vé chi s6 chat lugng
clia bénh vién va clia khoa YHCT-PHCN vé chi s6 chat
lugng vat ly tri liéu-phuc hoi chirc nang.
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p(1-p)
d2

Khao sat sy hai long: C& mau duoc tinh theo céng thic
udc lugng mot ty Lé.
Chon p=0,5 d& ddm bao c& mau t8i thiu véi d= 0,07. Thay
vao cong thurc cé n=196.
Theo théng ké thang 5/2024, Khoa YHCT-PHCN diéu trj
trung binh khoang 110 bénh nhan ndi tri médi ngay, tuong
duong 210-250 bénh nhan ndi trd méi thang. Trén co s&
do, nghién clru tién hanh khao sat 200 ngudi bénh hoac
nguoi nha ngudi bénh ndi tru.

2
n= Z1-a/2><

2.5. Bién s6 chi sé nghién ciru
Nhém bién s vé chi s6 chét luong chung cla bénh vién
va khoa YHCT-PHCN

Chi s6 chat lugng nghién ctu:Thdi gian chd khdm chira
bénh ngoai tru, Thai gian nam vién trung binh, Ty & trd
két qua xét nghiém dung hen hoac sdm hon, Ty & nguoi
bénh dugc lap k& hoach cham sdc, Ty suét tlr vong va tién
lugng tlr vong gia dinh xin vé trén 1.000 ngudi bénh, Ty (&
két thuc téng hop thudc vao budi sang trude 9h30 phut, Ty
l& tudn thl rira tay clia nhan vién Y t&, S8 lugng bao céo su
c6 tw nguyén, S6 suw cd Y khoa nghiém trong, Su c6 ngoai
y khoa nghiém trong, Diém trung binh hai ldng ctia nhan
vién y té, Ty l& danh gia t&r mdc 4 trd lén cua hoc vién vé
céac khoa hoc tai bénh vién, Ty l& tuén thd phac do6 diéu tri,
Ty l& tiém an toan

Bién s6 vé khdo sat su’hailong ctia ngu'di bénh hodc nguoi
nha ngudibénh vé chét luong dich vu VLTL-PHCN tai Khoa
YHCT-PHCN

Nhom bién s6 théng tin chung: Ngudi tra 5i, Gidgi, Nnom
tudi, Nai & hién tai, Mc séng cla gia dinh.

Nhoém bién s6 lién quan dén sy hai long ctia NB. Ap dung
cac bién s6 dua trén mau phiéu khao saty kién NB néi tri
do BO Y té ban hanh[3], bao gom: Kha nang ti€p cén; minh
bach thong tin va thu tuc hanh chinh; co s& vat chat va
phuong tién hé trg ngudi bénh; thai do, ky nang giao tiép
va nang luc chuyén mén clia nhan vién y té; két qua cung
cép dich vuy; Gia ca dich vu y té.

2.6. Ky thuat, cdéng cu va quy trinh thu thap sé liéu

Mau thu thap sé liéu s8n c6 vé 14 chi s6 clia khoa YHCT-
PHCN vé chi s6 chat lugng vat ly tri lieu-phuc hoéi chirc
néng va cla toan Bénh vién Pa khoa Xuyén A, Thanh phd
H® Chi Minh dugc xay dung theo quyét dinh 7501/QD-BYT
do B& trudng BO Y t€ ban hanh thi di€ém mot s8 chi s6 chat
luwgng co ban.

B6 cau hoi khao sat sy hai long theo mau clia Bo Y t&[3]
dé thu thap dir liéu.

Mdrc do hailong dugc danh gia theo thang do Likert 5 bac,
vGi cac mirc tir thdp dén cao nhu sau: 1-Hoan toan khong
hai long, 2-Khéng hai long, 3-Binh thudng, 4-Hai long,
5-R4t hai long.

2.7. Xt ly phan tich sé liéu

D(rliéu dugc nhap, kiEmtravalam sach bang phan mém SPSS
16.0. Thdng k& md ta dugc str dung dé phan tich cac bién sé.
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Théng ké phan tich ap dung ty suét chénh (OR) va khoang tin
cay 95% (95%CI) nham xac dinh cac yéu t6 lién quan dén su
hai long clia nguGi bénh va ngudi nha ngudi bénh.

2.8. Pao durc nghién ctru

Nghién ctru tuan th cac nguyén tc dao dic, ngudi tham
gia tuw nguyén va dugc bao mat thong tin. Dam bao coéng
bang trong lua chon d&i twong va dugc Héi dong Pao dic
Y sinh hoc ctia bénh vién phé duyét trude khi trién khai.

3. KET QUA NGHIEN cU'U
Bang 1. K&t qua chi s chat lwong nam 2024-2025

Muc K&t | Sosanh
R tiéu qua khoa
sTT Chise Bénh cha | vabénh
vién khoa vién
1 | Thotgianchokhamchta | 5, 1ol 427 | T6thon
bénh ngoai tru
2 |Thaigian namvién trung binh| <5ngay | 6,5 |Kém hon
Ty L& tra két qua xét nghiém 0 ”
8 | “danghen hoscsémhon | =90% | 95,0 | Tothon
4 |Vlengudibénhdugclapké | o600 | 985 | T6t hon
hoach cham soc
Ty suét tlr vong va tién lugng
5 | tlrvong gia dinh xin vé trén <5 0 T6t hon
1000 ngudi bénh
Ty L& k&t thic téng hap thube 0 .
6 |vao busi sang trude 9h30 phat 290% | 85,0 | Kém hon
7 | Wletanthurdataycta | o500 | g5 | Tothon
nhanviényté
S6 lugng bao céo sy co ty T5n
8 [nguyén nam 2025 tang so vdi 8 85,0 | Kém hon
“ 30%
nam 2024
9 [S6 sucd Y khoa nghiém trong Iaor(‘,/f 0 |Kémhon
10 Suco pgoal y khoa 0 0 T8t
nghiém trong
1 biém trung bll’?l:l hanLong cua 4.0 45 15t haon
nhanviényté
Ty l&é danh gia tr mic 4 tr&
12 [lén cha hocviénvé céc khéa| =90% | 93,0 | Téthon
hoc tai bénh vién
13 |Ty & tuan thi phéac dd diéu tri| =80% | 99,5 | T6thon
14 Ty & tiém an toan 270% | 92,0 | Téthon

Trong 14 chi s6, c6 09 chi sé cluia khoa YHCT-PHCN tét
han clia bénh vién. Trong d6 c6 05 chi sé ctia VLTL-PHCN
kém hon cla toan bénh vién: “Thdi gian ndm vién trung
binh”, “Ty |& k&t thuc t8ng hgp thudc vao bubi Sang trudc
9h30 phut”, “S6 lugng bédo cédo su ¢ tu nguyén”. S6 luong
béo cédo sy céy khoa nghiém trong” va “Sé lugng bao céo
sy c6 ngoaiy khoa nghiém trong”.
Bang 2. Thong tin chung cua déi twgng khao sat

Théng tin S6 lwong | Ty L& (%)
Ngudi bénh 76 38
Ngudi tra o
Ngudi nha 124 62
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Théng tin S6 lugng | Ty L& (%)
Nam 102 51
Gidi

N 98 49
<35 tudi 21 10,5
Nhém tudi 36-59 tudi 63 31,5
>60 tubi 116 58,5

Thanh thi 46 23

Noi & hién tai Noéng thon 152 76

Vung sau, xa khé khan 2 1

Ngheo 0 0

Murc sdng clhia R .

gia dinh Can ngheo 0 0
Khac 200 100
Str dung bao Cco 191 95,5
hiemy té Khong 9 4,5
S6 ngay diéu tri <7 ngay 34 17
tai khoa >7 ngay 166 83

Téng c6 200 ddi tugng dugc khao séat, trong dd 76 ngudi
bénh va 124 ngudi nha ngudi bénh tra LOi nghién ciu cé
ty L& lan lugt la 38% va 62%. Han mot nira la gidi tinh nam
(51%). D6i tugng =60 tudi chiém ty l& cao nhat 58,5% va
nhém <35 tudi cé ty 1& thap nhat la 10,5%. 76% déi tugng
sOng @ khu virc néng thon. Khéng cé déi tugng nao cé
muc séng nghéo va can nghéo. C6 95,5% doi tugng cé
BHYT, vGi 83% NB diéu tri trén 1 tuan .
Bang 3. Sy hai long ctiia ngudi bénh hoac ngudi nha tai
bénh vién Pa khoa Xuyén A

Khéng hai

Hai long long

No6i dung hai long
S6 |[Tyle| S6 |Tyle
lwong| (%) |lugng| (%)

Kha nang tiép can 197 | 98,5 3 1,5

Su minh bach théng tin va thd

tuc khém chita bénh, disutri | 220 [ 190 | 0 10

Cd sd vat chat va phuaong tién

phuc vu nguci bénh 148 74 52 26

Thai do irng xtt, nang luc chuyén

A A ia < 200 | 100 0 0
mon ctia nhanviény té

K&t qua cung cép dich vu 199 | 99,5 1 0,5

73,5 | 53 | 26,5

Hai long vdi ca 5 linh vuc trén 147

100% Ngudi bénh hodc ngudi nha ngudi bénh cam thay
“hai long vé su minh bach théng tin va thi tuc khadm chira
bénh, diéu tri”, vé “thai do ing x, ndng luc chuyén mén
cla nhan viény t&”. “Yéu t6 co sd vat chat va phuong tién
phuc vu ngudi bénh” thap nhat vGi 74%. Ty & hai long vdi
¢4 5 linh vuc chiém 73,5%.

100% 95.50%

90%
80%
70%
60%
50%
40%
30%
20%
1026 0% 0% S 0.50% 1%
0% S
Rat gt?it sovei Dit honso Tuwongximg Reé hon sovdi Khong tu chi Y kién khdc
chat lrong vdi chat sovoi chat  chat hrong  tra nén khong
heomg hegng biet (do
BHYT hodc
ngwoi khac
thanh toan)

Hinh 1. Ty l&é ngudi bénh hoac ngudi nha ngudi bénh
nhan xét vé sé tién chi tra so vdi chat lwgng dich vu y té

Hau hét ngudi bénh hodc ngudi nha ngudi bénh cam thay
sG tién chi tra twang xirng so véi chat luong chiém 95,5%.

90%
80% 77.89%
T70%
60%
50%

40%

ol% 22.11%
20%
10
0% 0% 0%

0%

Chéc chan khéng Khong muén  Mudn chuyén  Co thé sé quay  Chéc chin s&

bao gior quay lai  quay lai nhung  sang bénh vién lai quay lai hodc

cdithra chon khac gidi thiéu cho

khac ngwoi khac

Hinh 2. Ty l& ngudi bénh sdn sang quay tré lai hodc giéi
thiéu cho nguoi khac

Ty & ngudi bénh hodc ngudi nha ngudi bénh chac chén sé
quay lai hoc gidi thiéu cho ngudi khac c6 ty |& cao nhat vdi
77,89%, va c6 thé sé quay trd lai véi 22,11%. Va khong cé
d6i tugng nao tra Lo la chac chéc khéng bao gid quay trd Lai.
Bang 4. Mot sb yéu té lién quan dén su hai long cua
nguoi bénh hoac ngudi nha ngudi bénh

, Hailong | Khone
Pac diém hailong |OR| 95% CI | p
n % n %
<35tudi | 19 |12,93| 2 [ 3,77 | 1
Nhém -
tug | 36-59tudi | 44 |29,93| 19 |35,85|0,2|0,05-1,2 0,06
260tudi | 84 |57,14| 32 |60,38|0,3|0,06-1,3/0,08
Nongthon | 33 22,45 13 |24,53] 1
Noi @ | Thanhthi |112]76,19|40|75,47|1.1| 0,5-2,3 | 0,5
Vung sau,
xakhé khan| 2 | 1380 | 0
Str | COBHYT |140(95,24|51 (96,23 1
dung 0,16-
bao N 0,8
higm |KhongBHYT| 7 | 4,76 | 2 3,77 [0,8| 3,92
yté
S6 <7ngay | 26 |17,69| 8 [15,09] 1
ngay 0,35-
S 0,7
nam | >7ngay |121(82,31|45(84,91/0,8| 1,97
diéu tri

3% Crossrefd 273
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K&t quéa bang 4 cho thay ty & hai long clia ngudi bénh
ho&c ngudi nha bénh nhan cao hon & céac déi tugng =60
tudi, séng tai thanh thi, c6 BHYT va nhém dé&i tugng ndm
vién <7 ngay. Tuy nhién, céc su khéac biét nay déu khong
céy nghia théng ké (p> 0,05).

4. BAN LUAN

K&t qua danh gia céc chi s6 chat lugng nam 2024 cho thay
Khoa YHCT-PHCN dat nhiéu két qua tich cuc, vGi phan &n
chi s6 t6t hon so véi toan bénh vién.Tuy nhién, mét s6 chi s
chua dat muc tiéu, gdm thai gian nam vién trung binh, ty &
hoan tat tdng hop thudc budi sang va sé lugng bdo céo su' cé.
Céc han ché nay c6 thé lién quan dén dac thu diéu trj VLTL-
PHCN can thai gian kéo dai, cling nhu viéc phdi hgp quy trinh
va vén hda béo céo su cd chua dugc khuyén khich day du.

Cac déi tugng tham gia nghién cltu chu yéu la ngudi nha
ngudi bénh (62%), phan anh vai trd hé trg cham séc cua
ngudi nha, dac biét & nhém ngudi bénh cao tudi dang diéu
tri VLTL. Ty lé gidi tinh tuong d6i can bang va tuong dong
vdi nghién clu clia tac gia Dao Thi Loan tai Bénh vién Pa
khoa Tam Anh Ha Noi nam 2025[4]. Trong d6 nhom tudi
260 chiém ty l& cao nhat (58,5%), cao han so vdi nghién
clu clia tac gid Nguyén Phé nam 2024[5], phu hop véi déc
thi ngudi bénh diéu tri VLTL - PHCN tai khoa YHCT-PHCN.

Phan lon d6i twgng sinh séng tai khu vuc ndng thon (76%),
tréi ngugc vdi nghién clru clia tac gia Pao Thj Loan[4], noi
da s6 ngudi bénh & thanh thi (87,7%), su khéac biét phan
anh pham vi phuc vu va déi tugng ngudi bénh cua tirng co
s0, dong thai cho thay vai tro clia bénh vién trong viéc ti€p
can va cung cap dich vu y t& cho ngudi dan khu vuc néng
thon. Ty & s&r dung BHYT réat cao (95,5%), cao han nghién
clru tai bénh vién Tam Anh[4], vai tro quan trong ctia BHYT
trong diéu tri ndi trd van (& hinh thic chi tra chd y&u. Thoi
gian ndm vién chl y&u tir =27 ngay (83%), cao hon so Vdi
nghién clu clia tac gid Bao Thi Loan (35%)[4], nguyén
nhan cé thé do dac thu diéu tri phuc hdi chiric ndng, doi hoi
thdi gian can thiép dai hon dé dat hiéu qua phuc hdi téi uu.

K&t qua nghién cltu cho thdy mirc dé hai long cla ngudi
bénh va ngudi nha ngudi bénh tai BEnh vién Da khoa Xuyén
A @ muc cao. Cac ndi dung vé su minh bach théng tin, tha
tuc kham chira bénh va thai dg, nang luc chuyén mon clia
nhan vién y té dat ty |& hai long tuyét déi (100%), tuong
dong véi nghién cliu clia tac gia Dao Thi Loan (99,3% va
99,9%)[4] va nghién cliu cua tac gia Nguyén Phd (100%
va100%)[4,5]. Ty l& hai long vé kha nang tiép can dich vu
(98,5%) va két qua cung cap dich vu (99,5%) déu & mic
cao va tuong dong vdi nghién cliu tai bénh vién Pa khoa
Tam Anh[4] lan lugt 1a 95.5% va 98,6%. Ngugc lai, co s&
vat chéat va phuong tién phuc vu ngudi bénh La linh vuc ¢co
ty [& hai long thap nhét (74%) va thap hon rét nhiéu so vai
Bénh vién Da khoa Tam Anh (99,1%)[4] nguyén nhan cé
thé do han ché& vé ha tang, trang thiét bi va khong gian diéu
tri cta khoa YHCT-PHCN, trong bdi canh thgi gian diéu tri
noi trd kéo dai va mat dé ngudi bénh cao, lam gia tang ap
luec sirdung cd s@vat chat. Mac du phan lén ty L& hailong &
tirng linh vue riéng L& déu cao, ty (& hai long dong thdica 5
linh vue chi dat 73,5%. Su hai long chung clia nguoi bénh
mang tinh t6ng hop va chiu anh hudng bdi nhiéu yéu o,
trong d6 ca s& vat chat déng vai tro quan trong tuong dong
V@i cac nghién clru khac trong nudc[2,6]. Da s6 ngudi bénh
va ngudi nha ngudi bénh danh gia chi phi diéu trj tuong
xirng vai chéat lwgng dich vu (95,5%), két quéa nay cé thé lién
quan dén ty 1& st dung BHYT cao (95,5%), gitip giam ganh

274

nang chi tra truc ti€p va lam tdng cam nhéan hgp ly vé chi
phi. Ty & d6i tuong chac chan quay trd lai hodc gidi thiéu
cho ngudi khac trong nghién cru thap hon (77,89%) so vdi
nghién ctu tai bénh vién Da N&ng (97,1%)[2].

K&t qua nghién ctru chua ghi nhdn maoi lién quan cé y
nghia théng ké gitra su hai long v&i nhém tudi, ndi &, hinh
thirc chi trd BHYT va s6 ngay nam vién (p > 0,05). K&t qua
nay khac vdi nghién clru cla tac gia Truong Van Hiéu[7],
trong dé noi sinh séng va téng s8 ngay nam vién c6 mai
lién quan chat ché vdi su khéng hai long, vdi ty 1& khong
hai long cao hon @ nhdm ngudi bénh séng ngoai ndi thanh
va nhém ndm vién trén 7 ngay (p < 0,05).

Han ché& nghién ctru: Nghién cliru mo ta cat ngang, trén c&
mau tai mot thoi diém nghién ctu, két qua giup cho cai
ti€n chat lugng tai khoa VLTL-PHCN cai tién chét luong.
Can c6 nghién cu rong hon, theo déi véi thoi gian dai dé
c6 bang chiing khuyé&n nghi chung cho toan bénh vién.

5. KET LUAN

05/14 chi s6 chéat lugng tai khoa thap hon toan vién. Ty &
hai long chung dat 73,5%; cao nhéat la minh bach thong
tin, thu tuc va thai do, nang luc nhan viény t& (100%), thap
nhat la ca s& vat chat va phuong tién phuc vu (74%). Céan
chu trong van hda an toan, chudn héa quy trinh ndi tri va
cai thién co s@ vat chat phong tap VLTL-PHCN.
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