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ABSTRACT

Objective: To evaluate the effectiveness of an intervention to improve satisfaction with outpatient
health insurance medication dispensing among elderly patients at Hai Phong Medical University
Hospital in 2025-2026.

Methods: A before-and-after interventional study without a control group was conducted among
250 elderly patients before the intervention (TCT) and 250 elderly patients after the intervention
(SCT) at the outpatient health insurance pharmacy. Patient satisfaction was assessed using a
structured questionnaire covering five domains. Data was analyzed using Excel 2024 and SPSS
26.0.

Results: Overall satisfaction increased by 7,6% after the intervention, with an effectiveness
index of 9.4% (p=0.019). Satisfaction with pharmacists’ attitude and professional competence
increased by 8,0% (p=0.012). The largest improvement was observed in professional competence
in medication counseling, which increased by 16,4%(p<0.001).

Conclusion: The intervention improved elderly patients’ satisfaction with outpatient health
insurance medication dispensing, particularly in communication, counseling, procedural
convenience, and transparency of dispensing information.

Keywords: Satisfaction, elderly patients, outpatient pharmacy, medication dispensing, health
insurance.
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TOM TAT

Muc tiéu: Danh giad hiéu qua can thiép cai thién su hai long clia bénh nhan cao tudi déi véi hoat
dong cép phéat thudc ngoai trd bao hiémy té tai Bénh vién Dai hoc Y Hai Phong nam 2025-2026.

D4i twgng va phuwong phap: Nghién clru can thiép trudc-sau khong nhém chirng trén 250 bénh
nhan cao tudi trudc can thiép (TCT) va 250 bénh nhan cao tudi sau can thiép (SCT) tai quay cap phat
thudc ngoai tri bao hiém y t&. Sy hai long dugc danh gia bang bd cau hoi cé cau tric gom 5 nhom
néi dung. Sé liéu dugc x&r ly bang Excel 2024 va SPSS 26.0.

K&t qua: Ty L& hai long chung tang tir 7,6%, chi sé hiéu qua dat 9,4% (p=0,019). Nhém thai do tng
xt, ndng luc chuyén mén cua dugc sitang 8% (p=0,012). Tiéu chi nang luc chuyén mén khi hudng
dan, tu van sr dung thudc tang ré nhat la 16,4% (p<0,001).

K&t luan: Can thiép gitip cai thién sy hai long cla bénh nhan cao tudi ddi vGi hoat déng cap phat
thuéc ngoai tri bao hiémy t&, dac biét & cac ndi dung giao tiép, tu van, thuan tién thd tuc va minh

bach théng tin c4p phat.

Tar khéa: Hai long, bénh nhan cao tudi, cap phat thudc ngoai trd, bao hiémy té, can thiép.

1. DAT VAN DE

Cap phat thudc ngoai trii bao hiém y t& (BHYT) la hoat dong
chuyén moén quan trong cta khoa Dugc, gép phan béo
dam ngudi bénh nhan thudc dung, di va dugc hudng dan
str dung thudc phu hgp dong thoi c6 vai tro quan trong giup
tang cuongviéc su’dung thudc an toan, hé trg tuan thu diéu
triva anh hudng truc tiép dén sy hai long clia ngudi bénh [1].

Bénh nhan cao tuéi [ nhém thudng méc nhiéu bénh man
tinh, st dung nhiéu thudc va c6 thé gap kho khan trong ghi
nhd, doc hiéu nhan thudc hoac ti€p nhan théong tin tu van.
Theo Luat Ngudi cao tudi, ngudi cao tudi la cong dan Viét
Nam tir du 60 tudi trd 1én [2]. Viet Nam dang trong qua trinh
gia hda dan s6, lam gia tang nhu cdu cham sdc suc khoe,
quan ly bénh man tinh va str dung thudc dai ngay & nguoi
cao tudi [3]. Vi vay, cap phat thuGe cho bénh nhan cao tudi
khéng chi la giao thuéc theo don ma con can hudng dan ré
rang, dan nhan day du va tu van phl hgp.

Sy hai long clia ngudi bénh la chi s6 phan anh chéat lugng
dich vu y té tir goc nhin ngudi str dung dich vu. B6 Y t€ da
ban hanh hudng dan do ludng sy hai long déi véi dich vu y té
coéng[4]. Mot s6 nghién ciru trong nudc cho thay su hai long
dai v6i hoat dong cép phat thudc ngoai trd BHYT khac nhau
gitta cac ca sd'y té va chiu anh hudng bai quy trinh phuc vu,
thutuc hanh chinh, thai dé giao tiép, tuvan thudc va két qua
dich vu [5], [6], [8].

Tai Bénh vién Dai hoc Y Hai Phong, bénh nhéan cao tudi didu
tri ngoai trd BHYT la nhém can dugc ho trg phu hgp trong
qua trinh nhan va s dung thuéc. Nghién cliru dugc thuc
hién véi muc tiéu: danh gia hiéu qua can thiép cai thién sy
hai long clia bénh nhan cao tudi ddi véi hoat ddng cap phat
thudc ngoai trd BHYT tai Bénh vién Dai hoc Y Hai Phong nam
2025-2026.

*Tac gia lién hé

2. DOI TUONG VA PHUONG PHAP NGHIEN CU'U

2.1. DB3i twgng nghién ciru

Bé&nh nhan tlr 60 tudi trd l&n, kham va diéu tri ngoai tru
BHYT, dugc ké don thudc va truc ti€p dén nhan thudc tai
quay cap phat thu6c ngoai trd BHYT ctia Bénh vién Dai
hoc Y Hai Phong.

- Tiéu chuén lua chon: Bénh nhan c6 kha nang giao
ti€p, tra l¥i phdng van va dongy tham gia nghién cltu.

- Tiéu chudn loai trir: Bénh nhan khéng hoan thanh
phiéu khao séat, ngudi nha nhan thudc thay hoac bénh
nhan da tham gia khao sat trong cing mét giai doan.

2.2. Thiét ké

Nghién ctru can thiép trudc—sau khéng nhém chirng

2.3. Pia diém va thdi gian nghién ciru

Nghién clru dugc thuc hién tai quay cap phat thudc ngoai
trd BHYT, Bénh vién Dai hoc Y Hai Phong. Giai doan TCT
tr thang 6 dén thang 8 nam 2025; trién khai can thiép ti
thang 9 dén thang 11 ndm 2025; SCT tir thang 12 nam
2025 dén thang 2 ndm 2026.

2.4. C& mau va phuong phap chon mau
C& mau: dudc tinh theo céng thirc udc luong mot ty L& Vi
sai s6 tuyét doi:
p(1-p)
d2

n=272

V6ia=0,05;Z, _,=1,96;d=0,05. Nghién cttu thirtrén
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30 bénh nhan ghi nhan ty & hai long p=0,8; c& mau téi
thiéu & 244 bénh nhan cho méi giai doan. Nghién ctru
chon 500 bénh nhan gdm 250 bénh nhéan trudc can thiép
va 250 bénh nhan sau can thiép.

Tai mbi khung gi&, cac bé&nh nhan déap Gng tiéu chuan
lya chon dugc mai tham gia theo th& tu hoan thanh viéc
nhan thudc cho dén khi dat s6 lugng du kién; trung binh
méi ngay tuyén 3-5 bé&nh nhan. Quy trinh tuyén chon
dugc thuc hién thdng nhat trong ca hai giai doan. Viéc
chon mau tai cac khung gid c6 dinh c6 thé lam han ché
tinh dai dién clla mau va dugc xem xét trong phan han ché
clia nghién clru.

2.5. NGi dung nghién ctru

Nghién cltu thu thap mot sé dac diém chung clia bénh
nhan gdm nhém tudi, gidi tinh, nghé nghiép va trinh do
hoc van. Noi dung can thiép bao gom t6 chirc 03 budi tap
huan cho dugc sicap phat vé quy trinh cap phat thudc, ky
nang hudng dan, tu van sir dung thudc; tang cuong tu'van
tryc ti€p tai quay cap phat, uu tién bénh nhan cao tudi;
tang cudng dan nhan day du trén tirng thudc.

Su hai long dugc danh gid bang b cau hdi gom 20 tiéu
chi, chia thanh 5 nhém néi dung, moi nhém goém 4 tiéu
chi: kha nang tiép can quéy thudc; su minh bach théng
tin va thd tuc cép phat thudc; ca sd vat chat va phuong
tién phuc vu; thai do rng x&r va nang luw'c chuyén mon cua
nhénvién; két qua cliadich vu cdp phatthudc. Sy hailong
dugc danh gia theo thang Likert 5 murc, trong dé murc 4
va muc 5 dugc xac dinh la hai long. Nam nhém ndi dung
dugc xac dinh co trong s6 ngang nhau. Mot nhom dugc
xac dinh la dat mdc hai long khi bénh nhan danh gia mdc
4 hodc muc 5 & it nhat 3 trong 4 tiéu chi cla nhom. Hai
long chung dugc xac dinh khi bénh nhan dat muic hailong
& ca 5 nhom néi dung.

P (TCT) L ty (& tai thai didm trudc can thigp; P (SCT) la ty
lé tai thoi diém sau can thiép.

Chénh léch tuyét déi dugc tinh bang ty L& sau can thiép
trirty & trudc can thiép va dugc trinh bay theo don vi diém
phan tram. Chi s8 hiéu qua (a ty L& thay d&i tuong ddi va
dugc trinh bay theo don vi phan tram, tinh theo cong thirc:

[P (SCT)-P (TCT)|

CSHQ = x 100%

P (TCT)

2.6. Cong cu va ky thuat thu thap sé liéu

S6 liéu dugc thu thap bang b cau hoi phong van bénh
nhén sau khi nhan thuéc, dua trén hudng dan ctia B6 Y
té [4].

2.7. Xt ly va phan tich sé liéu

Dt liéu dugc nhap va xir ly bang Excel 2024 va SPSS 26.0.
Céc bién dinh tinh dugc trinh bay bang tan s va ty &
phan tram. Do hai giai doan gom hai mau doc lap, ty &
gilta trudc va sau can thiép dugc so sanh bang kiém dinh
Chi-square, kiém dinh chinh xac Fisher tly theo tirng diéu
kién. ap dung. Gia tri p<0,05 dugc coi la cé y nghia théng
ké.

2.8. Pao durc nghién ctru

Nghién ctu dugc Hoi dong Dao dic trong nghién ctu Y
sinh hoc Trudng Pai hoc Y Duge Can Tho chép thuén (S8
phé duyét 25.050.HV/PCT-HDDD ngay 30 thang 6 nam
2025).

3. KET QUA NGHIEN cU’U
3.1. Dac diém chung ctia bénh nhan trudc va sau can thiép

Nghién cltu khao sat 250 bénh nhan TCT va 250 bénh
nhéan SCT.
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Bang 1. Pac diém chung
cua bénh nhan trwdc va sau can thiép

o e TCT | SCT
Pac diém n(%) | n(%) p
o 114 124
60-69 tubi (45,6) | (49,6)
. o o 109 106
Nhém tudi 70-79 tuoi (43,6) | (42,4) 0,471
o 27 20
=800l (10,8) | (8,0)
110 107
Nam (44,0) | (42,8)
Gidi tinh 0,857
- 140 143
N (56,0) | (57.,2)
Lao dong chan 8 10
tay (3,2) | (4,0
Nghé . 150 155
nghiép Huu tri (60,0) | (62,0) 0,615
That nghiép/ 92 85
khéng én dinh | (36,8) | (34,0)
. 27 21
Tieuhoe o8 | (8.4)
132 145
THCS/THPT (52,8) | (58,0)
L””h do 0,623
ocvan
Trung cép/Cao 65 62
dang (26,0) | (24,8)
. . 26 22
Pai hoc trd lén (10,4) | (8.8)

Nhan xét: Bénh nhan & hai thoi diém chut yéu thuéc nhém
60-79 tudi, n¥ gidi chiém ty & cao han nam gidi. Nhém
huu tri va trinh d6 THCS/THPT chiém ty L& l&n & ca trudc
va sau can thiép. Phan bd cac dac diém chung gitra hai
thoi diém khong khéac biét cd y nghia théng ké vé&i p>0,05.
3.2. Panh gia hiéu qua can thiép cai thién sy hai long
vé hoat dong cap phat thuéc cua bénh nhan cao tudi
kham, diéu tri ngoai tri Bao hiém y té Bénh vién Dai
hoc Y Hai Phong nam 2025 -2026

Sau can thiép, nghién citu danh gia su thay déi ty & hai
long clia bénh nhan cao tudi vé hoat déng cap phéat thuéc
ngoai trd BHYT theo 5 nhém ndi dung.

3.2.1. Nhém 1 & 2: Kha nang ti€p can quay thudc va sy
minh bach thong tin va thd tuc cap phat thuéc



D.T. Bich Diep et al. / Vietnam Journal of Community Medicine, Vol. 67, Special Issue 11, 296-300

Bang 2. Su hai long ciia bénh nhdn vé nhém 1 &2
Chi tiéu hai long nTg/T) :g/T) p
D TCT SCT 0 0
Chi tiéu hai long o o ¢]
n(%) | n(%) cos . 203 | 223
Hai long chung nhém 4 81,2) | (89,2) 0,012
S . 215 220 ’ ’
Hai long chung nhém 1 86.0 88.0 0,506 -
(86,0) | (88,0) Dugc si cap phat cé LGi ndi, 205 225 0.010

thai do, giao ti€ép dung muc | (82,0) | (90,0)

Quay phét thu6c bao hiém &
R AL . p ” X 206 220
vi tri gan nai kham bénh, dé 82,4) | (88,0) 0,078

tim kiém Nhanviénthutién, trath BHYTcS | 200 217

. 6i N6, thai d6, giao tigp dungmuc. | (80,0) | (86,8) | 9047
Bién hiéu ctia quay thuoc, so 192 212
d6 chidan dén quay thudc rd (76,8) | (84.8) 0,023 . L
rang, d& hidu, d& tim s ) Pugc dugc sicap phattén 194 216 0,010

trong, d6i xir cong bang, giup d& | (77,6) | (86,4)

L6ididénql{éy;bu6cdédi, 220 225 | 5 495 Nang U chuvén mén ol duo
nbanten |0 | @00 | %70 | | N menstee | 17y | o | <
huéng dan, tu'van str dung thudc (70,8) | (87,2) | 0,001

Quay thudc cé hudng dan 209 223
bénh nhan cach ndp sé, xép (83,6) | (89.2) 0,068
s6 th ty va nhan thuéc ’ ’

Nhan xét: M(c cai thién sy hai long & nhém 3 (tang tir
o ) 206 218 86,8% lén 88,8%), chua c6 y nghia théng ké, p=0,494.
Hai long chung nhém 2 82,4) | (87,2) 0,135 Nhom 4 tang lén 89,2%, su khac biét c6 y nghia théng
d ’ ké, p=0,012; trong dé chi tiéu nang luc chuyén moén khi
Quy trinh c&p phéat thudc 194 198 hudng dan, tu van st dung thubc céi thién ré nhat, tang
dugc niém yét ro rang, cong (77.6) | (79.2) 0,664 16,4%, p<0,001.
khai, dé hiéu ’ ’ 3.2.3. Nhém 5: Két qua clia dich vu cap phat thuéc

Bang 4. Su hai long ctia bénh nhan

gﬁgﬂﬂ{lgéndh&;zucg}'%ggﬁ 208 225 | 426 vé két qua cua dich vu cap phat thuéc
don gian, thuan tién (83,2) | (30,0) | ™
’ : - TCT SCT

} Chi tiéu hai lon
Buoc xép hangtheothirty | 216 | 222 | 4.6 g n%) [n©) | P
trudc sau khi ndp don thudc | (86,4) | (88,8) | ~° 206 | 221
Hailong chung nhém 5 (82,4) | (88,4) 0,057

Pénh gia thdi gian chd nhan 217 222 0.494
thuéc (86,8) | (88,8) |

K&t quéa cap phatthudc da dap | 190 202
*ng nguyén vong (76,0) | (80,8)

0,192

Nhan xét: Sau can thiép, ty l& hai long chung & nhom 1 va
nhom 2 déu c6 xu huéng tang so vdi TCT. Cu thé, hai long Céc hoa don, phiéu thu, don
chung nhom 1 dat 88,0%, nhom 2 dat 87,2%. Tuy nhién, thudc dugc cung cdp day da, | 202 221 0.019

sy khéac biét trudc va sau can thiép & ca hai nhém chua r6 rang, minh bach va dugc (80,8) | (88,4)
¢6 y nghia théng ké vdi p>0,05. giai thich khi cé thac mac
3.2.2. Nhném 3 & 4: Co s& vat chat va phuong tién phuc o ea s , o~
vu bénh nhan khi linh thudc va thai d6 tng xt, nang lUc Mifo do tIh tLiung v chat (gj 14) (823‘(‘5) 0,084
chuyé&n mén cuia dugc sicép phat thudc angcapp ’ d
Bang 3. Su hai long ciia bénh nhdn vé nhém 3 & 4 M(rc do hai long vé st dung 205 220
thudc trong pham vi bao hiém (82,0) | (88,0) 0,060
TCT | SCT chitra ’ ’

Chi tiéu hai long n) | n@) | P

Nhan xét: Hai long chung vé nhém 5 téng tir 82,4% (én
Hai long chung nhém 3 217 | 222 | g 494 | 88,4%, p=0,057. Trong d6, chi tiéu héa dan, phiéu thu,
(86,8) | (88,8) don thuéc dugc cung cdp day du, ré rang, minh bach va
dudgc giai thich khi c6 thac mac dat 88,4% SCT, p=0,019.
Khu vuc chd cdp phat sach sé, 209 220 Bang 5. Su hai long chung ctia bénh nhan
thoang mat vao mua he, kin (83,6) | (88,0) 0,159 va chi s hiéu qua sau can thiép
gié va am ap vao mua dong ’ ’ vé hoat dong cap phat thuéc

e aen L TCT SCT | CS
Khu vic chd cé di ghé ngoi 212 | 226 | oes Chi tiéu hai long (%) | n(%) |[HQ| P
cho bénh nhén va sir dung tot | (84,8) | (90,4) | 2

Nhém 1. Kha nang tiép 215 220
cén quay (86,0) | (88,0)

Nhém 2. Sy minh bach
théng tin va tha tuc cép (823?1) (§71 g) 5,810,135
phat thuéc ’ ’

2,3 | 0,506

Khu vuc chd ¢ quat/diéu hoa 215 222 0346
day du, hoat déng thuong xuyén | (86,0) | (88,8) | ~*

Khu vuc chd cé phuong tién

giup bénh nhan thodi mainhu | 211 220 0.243 Nhém 3. Ca s& vat chat
ti-vi, tranh anh, to'roi, nudc (84,4) | (88,0) | va phuong tién phuc vu 217 | 222 2.3 0,494
udng va bao dam an ninh trat tu b&nh nhan khi linh thuse | (86:8) | (88,8)

2 Crossrefd 299 -
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Paea L i TCT | SCT | CS
Chi tiéu hai long %) | n(%) | HQ o]
Nhém 4. Thai dé ing xur,
nang luc chuyén mon clia (82'?%) (82535) 9,910,012
duogc sicép phéat thude ’ ’
Nhém 5. Két qua cua 206 221
dich vu cap phat thudc | (82,4) | (88,4 | /-3 | 9:057
. 202 221
Hai long chung (80,8) | (88,4) 9,4 | 0,019

Nhan xét: Sau can thiép, ty |& hai long chung clia bénh
nhén cao tudi tang tir 80,8% lén 88,4%, chi s6 hiéu qua
dat 9,4, su khac biét c6 y nghia théng k&, p=0,019.

4. BAN LUAN

Trong cé hai giai doan, phan l&n bénh nhan thuéc nhom
60-79 tudi, nit gigi chiém ty l& cao han nam gidi, da sé la
nguoi da nghi huu va cé trinh do THCS/THPT. Khéng ghi
nhan su khac biét c6 y nghia théng ké vé nhém tudi, gidi
tinh, nghé nghiép va trinh d6 hoc van gitta hai mau khao
sat. Tuy nhién, két qua nay khong du dé khang dinh hai
mau hoan toan tuwang déng, bgi nghién cliru chua thu thap
va s0 sanh mot s yéu td c6é thé dnh hudng dén sy hai long
nhu sé bénh mac kém, sé luong thubc trong don, loai don
thuéc, ngay kham, luong bénh nhan tai thdi diém khao
sat va thdi gian chd nhéan thube.

Sau canthiép, ty & hailong chung ctia bénh nhan cao tudi
doi vdi hoat dong cép phat thudc ngoai tri BHYT tang tir
80,8% lén 88,4%, chi s6 hiéu qua dat 9,4 va su khac biét
c6 y nghia thong ké. Ty L& hai long SCT trong nghién ctru
nay & mic cao hon nghién ctru ctia Tran Thi Tuyét Phung
tai Bénh vién Truging Dai hoc Y Duge Can Tho (80,0%) [9].
K&t qua nay cling cao hon nghién cltu cla Tadesse, cO
54,3% ngudi bénh hai long va 46,3% ngudi bénh co du
ki€n thirc vé thudc sau khinhan thuéc [8]. Swkhéac biét co
thé do khac nhau vé déi tugng, dich vu va cdng cu danh
gia.

Chi s6 hiéu qua hai long chung |4 9,4. Hiéu qua can thiép
thé hién rd nhat & nhém 4 vé thai do ing x¥ va nang luc
chuyén mon cua dugec si. Ty & hai long chung ciia nhém
nay tangtr81,2% 1&n 89,2%, sukhéc biét c6y nghia théng
ké; trong do chi tiéu nang luwc chuyén moén khi huéng dan,
tw van st dung thudc tang tir 70,8% én 87,2%. Diéu nay
nh&n manh vai trd clia dugc sitrong nang cao chéat lugng
dich vu cdp phat thudc ngoai trd, dac biét & bénh nhan
cao tudi. Cac giai phap nhu tap huan ky nang giao tiép,
chuén hoa ndi dung tu van, hudng dan truc tiép va dan
nhan phu day du la nhirng can thiép co6 tinh kha thi, chi
phi khéng l&n va co thé duy tri thudng quy. D&i vGi bénh
nhan cao tuéi, sy hai long khéng chi phu thudc vao viéc
nhan dung, du thudéc ma con phu thuéc nhiéu vao cach
dugc si giai thich va ho trg ngudi bénh hiéu céch str dung
thudc. Két qua nay phu hgp vdi cac nghién cliu trude cho
thay tu van thudc, chét lugng thong tin la nhirng yéu to
quan trong lién quan dén su hai long cta ngudi bénh doi
V@i dich vu dugc ngoai tru [8].

D&i vGi cac nhom con lai, ty & hai long SCT déu tang
nhung phéan l&n chua daty nghia théng ké. Mot sé tiéu chi
thanh phan cai thién cé y nghia théng k&, c6 thé do ty &
hailong TCT & muc tuong déi cao, cac yéu t6 nhu'vé co sd
vat chat phu thudc nhiéu vao digu kién td chirc chung clia
bénh vién, kho thay déi rd trong thdi gian can thiép ngan.
Nghién cttu con mot s6 han ché do thiét ké trudc-sau
khéng c6 nhém chiing, st dung hai mau bénh nhan doc
l&p va chon mau tai cac khung gio c6 dinh. M6t s6 yéu
t8 c6 thé anh hudng dén su hai long chua dugce thu thap
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day du. Mac du bo cau hdéi dugce xdy dungva sirdung theo
hudng dan clia B Y té, nghién clru chua thuc hién kiém
dinh riéng vé dé tin cay trén quan thé nghién clu; dong
thdi, cac phan tich theo tiéu chi thanh phan chua dugc
hiéu chinh da so sanh.

5. KET LUAN

Ty & hai long chung tang l&n 7,6%, chi s6 hiéu qua dat
9,4% (p=0,019). Nhém thai do Ung xt, nang luc chuyén
mon cla dugc si tdng 8% (p=0,012). Tiéu chi nang luc
chuyé&n moén khi hudng dan, tu van s dung thudc tang
ré nhéat (p<0,001).

KIEN NGHI

Khoa Dugc can duy tri tap huan dinh ky cho dugc sivé
giao tié€p, tu van s dung thubc va ho trg bénh nhan cao
tudi. Dong thoi, tAng cudng tu' van truc tiép, uu tién bénh
nhan cao tudi; duy tri ddn nhan day du.
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