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ABSTRACT

Introduction: The study aims to describe service quality in inpatient care at Bac Lieu District
General Hospital.

Methods: We used a cross-sectional design (mixed-methods, using quantitative and qualitative
surveys). The study was conducted in the three clinical faculties. The quantitative survey was done
using self-administered interviews with 185 inpatients. The SERVPERF tool was applied.

Results: Quality of service is assessed as good, with an average score of 4.15 points and a rate of
good or higher evaluations of 77.8%. All 5 aspects have average service quality over 4.02 points.
The two aspects with the lowest points were reliability (4.24 points, with 80% rating good or higher)
and responsiveness (4.19 points, with 81.6% rating good or higher). The remaining three aspects
were higher-rated: tangible means (4.02 points with 77.3% ratings of good or higher), assurance
(4.12 points with 81.7% ratings of good or higher), and empathy (4.18 points with 82.1% ratings of
good or higher).

Conclusions: Research results show an average rate of good or higher evaluation of service
quality. We also suggest strengthening policies for medical equipment and human resources,
applying information technology and supervising inpatient sévices
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TOM TAT

Dét van dé: Chat lugng dich vu (CLDV) la n6i dung hang dau trong quyét dinh st dung dich vuy t&
clia ngudi bénh. Nghién clru nham mé ta thuc trang chat lwgng dich vu diéu tri, qua dénh gia cua
ngudi bénh ndi trd (NBNT), tai Trung tdm Y t& huyén Héng Dan nam 2023.

Phuwong phap nghién ciru: Nghién ciru st dung thiét k€ cat ngang, thu thap di liéu trong 3 thang
(05-08/2023) tai 3 khoa trén 185 NBNT bang phuong phap chon mau thuan tién. Nghién ctru s
dung bd cdng cu theo thang do SERVPERF da dugdc chudn hoa tai Viét Nam.

Két qua: CLDV dugc danh gia & murc tot, vdi diém trung binh danh gid 1 4,15 va ty & danh gié tir tot
tr@ 1én & 77,8%. Céa 5 khia canh déu ¢4 DTB CLDV trén 4,02 diém; trong do, 2 khia canh tin tudng
(4,24 diém, v3i 80% dénh gia tir t8t trd 1én) va dap ing (4,19 diém, vGi 81,6% danh gia tir tét trg 1én)
dat diém cao nhét. 3 khia canh con lai dugc x&p theo thir tu tlr thap [8n cao la phuong tién hitu hinh
(4,02 diém, vGi 77,3% danh gia tirtét trd Lén), dam bao (4,12 diém, vdi 81,7% danh giatirtét trd 1én)
va déng cam (4,18 diém, vdi 82,1% danh gia tir tét trg lén).

K&t luan: Ty & danh gid CLDV & muic trung binh. D& nang cao chét lugng dich vy diéu tri, can tédng
cudng cac chinh séch va hoat dong nham nang cao co sd vat chat va nhan luc, C(ng dung phan
mém, giam sat chat ché viéc cung cap dich vu néi trd, danh gia hiéu qua cling nhu té chire rat kinh

nghiém.

Ttr khéa: Chat lugng dich vy, Trung tam Y t& Hong Dan, ngudi bénh néi tru.

1. DAT VAN DE

Chat lugng dich vu (CLDV) la khoang cach mong doi va
san pham dich vu cua khach hang va nhan thirc, cam
nhan cua ho khi da st dung qua san pham dich vu [1].
Trong Chién lugc qudc gia bao vé, cham sdc va nang cao
strc khoe nhén dan giai doan 2011 - 2020, tdm nhin dén
nam 2030, Viét Nam da dat muc tiéu “Nang cao chéat
lugng dich vu kham, chira bénh va phuc héi chic nang &
tat ca céac tuyén, gidm tinh trang qua tai & cac bénh vién
tuyé&n trén” va dinh hudng dén ndm 2030 dé “Moi ngudi
dan déu dugc hudng cac dich vu cham séc sirc khoe co
ban c6 chéat lugng cao” [2]. CLDV cé thé coi la thuong
hiéu va uy tin ciia CSYT ddi véixa hoi gitip tang Loi thé canh
tranh va tao nén su khac biét

Danh gia CLDV khong phai la chu dé méi, nhung ludn
dugc dat ¢ trong tdm uu tién clia cac nha quan ly dich vu
y t€. Nhiéu nghién cttu da dugc ti€n hanh & nhiéu CSYT
tai nhiéu quéc gia vdi b6i canh khac nhau, nhung nhin
chung CLDV diéu tri dugc ngudi bénh danh gia dao dong
tlr mdre trung binh dén murc tot (40% dén 88%) [3, 4]. Tai
Viét Nam, danh gia trén nhiéu co sd'y té cho thay sy mat
cén déi trong cac khia canh chat lugng dich vu, nhu mic
do khénghai long vé thai gian chd dagi, thu tuc hanh chinh,
ho trg sau kham bénh, v.v. [5, 6].

Trung tdm Y t& (TTYT) huyén Hong Dan, tinh Bac Liéu (&
trung tdm 2 chirc nang truc thudc SGY té. Trung tam Y té
huyé&n Héng Dan thuc hién 2 chirc nang la phong bénh va
chira bénh, la bénh vién hang lll, v&i quy md 140 giuvdng
bénh.Theobdo cdocuaTTYTnam 2022, nhiéu ngudibénh

*T4c gia lién hé

ndi trd (NBNT) vanthan phiénveé cosdvatchat xuo'ng céap,
thi€u thuoc va trang thiét bj, dong thdi thai do cuia nhan
vién van chua phu hgp. Vay chat lugng dich vu digu tri noi
tru hién dang ra sao? Vi vay, chung t6i thuc hién nghién
ctu nay nhdm chi ra thyc trang CLDV hién tai cia NBNT.

2. PHU'ONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ctru: Nghién ctiu ct ngang
2.2. Thoi gian va dia diém nghién cru: T thang 5 dén
thang 8/2023, tai 3 khoa lam sang (Khoa Ngoai Téng hap,
Khoa N&i - Hi stic cap clu va Khoa San) thudc Trung tdm
Y t&€ huyén Hong Dan, tinh Bac Liéu. 3 khoa ldm sang dugc
chon vi day la 3 khoa c6 s bénh nhan ndi trd dong nhat
(chiém khoang 70-75%) tai TTYT.
2.3. C& mau, cach chon mau va tiéu chuan mau

- C& mau: Ap dung céng thiic tinh ¢& mau cho mot ty
L& clia quan thé cho tirng huyén nghién cltu:

p(1-p)

Trong do:

n: c& mau nghién cu

p = 0,683 (ty l& ngudi bénh ndi trd danh gia CLDV tir
murc t6t trd én theo nghién ctu TTYT huyén Phu Qudc,
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Kién Giang ndm 2020 cua tac gia Nguyén Dinh Sang) [7]
d =0,07 (d6 chinh xac mong mudén giira ti & thu dugc
tU mau va quan thé nghién citu)
Thay vao cong thirc, tinh duge n = 170 ngudi. Udc lugng
s6 lugng NBNT bd cudc hodc tir chdi tham gia nghién
clru, c& mau cudi cling can cé trong nghién citu nay la
185 ngudi bénh ndi trd. Chon mau dinh lwgng tai 3 khoa
theo phuong phap chon thuan tién. Toan bé NBNT ra vién
trong ngay déu dugc mai tham gia nghién cltu tai tirng
khoa cho dén khi dap &rng du so lugng theo yéu cau. Trung
binh, ngudi bénh ra vién tlr ca 3 khoa trong 1 ngay la 10-
12 NB.
2.4. Phuwong phap thu thap
Phiéu hoi sir dung phuong phap phat van ty dién. Phiéu
héi dugc thiét ké dua theo thang do SERVPERF dugc
chuén héa tai Viét Nam (8). Bd cong cu phat van gom 22
cau hoi véi 5 khia canh danh gia CLDV.
2.5. Cach tinh diém va phan loai
CLDV diéu tri ndi tri dugc danh gia qua 22 bién s6 trong
b6 cong cu dugc x8y dung theo thang do SERVPERF dua
trén 5 khia canh. Méi khia canh c6 tir 4 dén 5 cau hoi; moi
cau hoéi dugc danh gia dua trén thang do Likert 5 mdc dé
(tir 1 dén 5). Diém s6 CLDV diéu trj ndi tru la tong diém s6
cua 5 khia canh. Nhu vay, diém s6 CLDV t&i thiéu a 22

3. KET QUA
3.1. Thong tin chung ctia ngwoi bénh ngi tru

diém va t8i da la 110 diém.

DPiém trung binh CLDV cua ting khia canh la trung binh
cong cac diém sb clia tat ca cac tiu muc cau thanh khia
canh dé. Diém trung binh CLDV chung la diém trung binh
clia 22 tiéu muc.

Do thang do Likert c6 gia tri khoang cach (max - min)/n,
tuong duong (5-1)/5 = 0,8 diém. Dua vao diém trung binh,
chia CLDV thanh 5 nhém chét lugng theo Norman G (9)
va mot s6 nghién clfu tuong tu & Viét Nam s dung nhu
Pham Hoang Danh (10):

-Tr 1,00 dén 1,80: rat khéng tot.

-Tr 1,81 dén 2,60: khong tot.

-Tr 2,61 dén 3,40: trung binh.

-Tir 3,41 dén 4,20: tét.

-Tlr 4,21 dén 5,00: rat tét.
2.6. Phan tich sé liéu
S6 liéu dugc xur ly va phan tich bdng phan mém Stata 12.
Théng ké mo ta dugc st dung
2.7.Pao dirc nghién ctru
Nghién ctru da dugc Hoi dong dao dic Trudng Pai hoc Y
té Cong cong thdong qua (sé 363/2023/YTCC-HD3 ngay 07
thang 07 nam 2023).

Bang 1. Pac diém chung cia ngu'di bénh nai tra

f aw - » , Khoa San Khoa Ngoai Khoa Néi téng Téng
Dac diém nhan khau hoc cua NBNT (n=55) n (%) (n=65) n (%) hop (n=65)n (%) | (n=185) n (%)
N 55 (100) 29 (44,6) 26 (40) 110 (59,5)
Gidi tinh
Nam 0(0) 36 (55,4) 39 (60) 75 (40,5)
<39 tudi 51(92,7) 26 (40) 27 (41,5) 104 (56,2)
Tui > 39 tudi 4(7,3) 39 (60) 38 (58,5) 81 (43,8)
Trung binh (D6 léch chuan) 26,5 (7,5) 39,3 (22,1) 41,2 (19,3) 34,5(17,1)
Du6i THPT 37(67,3) 42 (64,6) 41 (63,1) 120 (64,9)
Trinh dé hoc van
TUr THPT trer én 18(32,7) 23 (35,4) 24(36,9) 65(351)
N6ng dan 32 (58,2) 30 (46,2) 29 (44,6) 91 (49,2)
Nghé nghiép Cé lvong hang thang 12 (21,8) 13(20) 14 (21,5) 39 (21,1)
Khac (tw do, budn ban,...) 11 (20) 22 (33,8) 22 (33,8) 55 (29,7)
<7 triéu ddng/thang 42 (76,4) 41 (63,1) 43 (66,2) 126 (68,1)
Thunhap trung binh > 7 tridu dong/thang 13 (23,6) 24 (36,9) 22(33,8) 59 (31,9)
Trung binh (D6 l&ch chuan) 5,4 (3,1) 5,6 (3,6) 5,8 (3,7) 5,6 (3,5)

Téng s8 185 ngudi bénh nditrd (NBNT) da sirdung dich vu
cua TTYT huyén Héng Dan tham gia nghién clu. Xét theo
gidi tinh, nam gidi thap hon so vdi nit gidi (40,5% so vGi
59,5%). Chénh léch nay la do dac thu clia khoa Phu san;
doi twgng NBNT tai day 100% la nd.

V& do tubi, NBNT thudc nhém tré véi tudi trung binh la
34,5 (d6 léch chuan 17,1 tudi), trong d6 nhém NLD <39
tudi chiém ty & cao han nhém =39 tudi (56,2% so véi
43,8%). Xét theo khoa, d6 tudi NBNT tai khoa Phu san la
tré nhat (26,5 tudi), con tai khoa Néi tdng hap (39,3 tudi)
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va khoa Ngoai téng hop (41,2 tudi) la cao nhat.

Ve trinh dé hoc van, NBNT c6 trinh d6 kha thap khi 64,9%
c6 trinh dé dudi THPT, v&i phan bd tuong tu & ca 3 khoa.
Tuwong (rng vditrinh d6 hoc van thap, da sé NBNT lam nghé
néng hoac nghé tu do, budn ban. Chi 21,1% cé luong
hang thang (can bé, vién chirc, quan déi, céng nhan).
Thu nhap binh quan hing thang cia NBNT & muc thap,
khi 68,1% c6 thu nhép dudi 7 triéu déng/thang, véi mirc
phan bé lueng trung binh & 3 khoa dao déng tur 5,4-5,8
triéu dong/thang.
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Bang 2. Théng tin diéu tri ciia nguwdi bénh ndi tra

Thong tin digu trj ctia NBNT (::5%5; ﬁ?:}o) :ﬂ;%as)N ngﬁ»Zi h'é'.l"(ife@si)tf pord (n=11:fr>r)'i (%)

Nang 0(0) 12 (18,5) 13 (20) 25 (13,5)
Tinh trang bénh Vira 53 (96,4) 36 (55,4) 37 (56,9) 126 (68,1)
Nhe 2(3,6) 17 (26,2) 15(23,1) 34 (18,4)

<21n 21(38,2) 35 (53,8) 39 (60) 95 (51,4)

S8 (n nhép vién >2(an 34 (61,8) 30 (46,2) 26 (40) 90 (48,6)
Trung binh (D6 léch chuén) 1,8(0,9) 2,1(0,7) 2,2(0,8) 2,0(0,8)
<7 ngay 48(87,3) 42 (64,6) 43 (66,2) 133 (71,9)

S6 ngay didu tri ndi tra > 7 ngay 7(12,7) 23 (35,4) 22 (33,8) 52 (28,1)
Trung binh (D6 léch chun) 3,1(2,6) 5,2 (3,6) 4,1(5,0) 4,3 (4,6)
Cé 49(89,1) 58 (89,2) 59 (90,8) 166 (89,7)
St dung thé BHYT

Khong 6(10,9) 7(10,8) 6(9,2) 19(10,3)

Bang 2 cho thdy da phan NBNT (86,5%) cé tinh trang
bénh & mic nhe va vira. Phan bd tinh trang bénh theo
khoa ciing c6 su khac biét. NBNT & khoa Néi téng hop
c6 tinh trang bénh rat ndng cao nhat (20%), con NBNT &
khoa Ngoaiténg hgp cé tinh trang bénh rat ndng 14 18,5%.
Ve s6 lan nhap vién, ty 1&8 NBNT nhép vién = 2 lAn va <2
an kha tuwong duong (48,6% va 51,4%). SO lan nhép vién

3.2. Thue trang chat lwgng dich vu qua danh gia ciia ngudi bénh

cla 2 khoa con lai kha tuong dong (2,1 lan & khoa Ngoai
va 2,2 lan & khoa NGi téng hop). Tuong tu nhu' sé lan nhap
vién, s6 ngay diéu tri ndi tri cta NBNT tai khoa Ngoai (&
cao nhéat véi 5,2 ngay. Tiép theo la s6 ngay diéu tri clia
NBNT tai khoa Noi téng hgp (5,2 ngay) va khoa Phu san
(3,1 ngay).

Bang 3. Chat lwong dich vu qua 5 khia canh

RALKIONE | Knongtst | Trungbinh Tét R4t tét
N&i dung o PTB+PLC
n (%) n (%) n (%) n (%) n (%)
2 4 31 59 89 4,24 (= 0,88)
Khia canh tin tudng
1,1 2,2 16,8 31,9 48,1
2 3 29 75 76 4,19 (£ 0,84)
Khia canh dap ng
1,1 1,6 15,7 40,5 41,1
2 3 29 88 63 4,12 (+0,81)
Khia canh ddm bao
1,1 1,6 15,7 47,6 34,1
1 2 30 82 70 4,18 (x 0,78)
Khia canh dong cam
0,5 1,1 16,2 44,3 37,8
1 3 38 93 50 4,02 (x0,77)
Khia canh phuaong tién hiru hinh
0,5 1,6 20,5 50,3 27,0
Bang 3 cho thdy ca 5 khiacanh déu c6DTB CLDV trén 4,02 CLDV chung

diém, trong do 2 khia canh tin tudng (4,24 diém v&i 80%
danh gia tir tot trd 1&n) va dap ung (4,19 diém vdi 81,6%
déanh gia tirtot trd 1&n) dat diém cao nhat. 3 khia canh con
lai dugc xEp theo thi tu tir thap l&én cao la phuong tién
hitru hinh (4,02 diém, v&i 77,3% danh gia tir t6t trd én),
dam bao (4,12 diém, Vi 81,7% déanh gia tir tot trdf &n) va
dong cam (4,18 diém, véi 82,1% danh gia tir tt trd L&n).
Hinh 1 cho thady danh gia chat lugng dich vu diéu tri noi
trd tai TTYT. Diém trung binh danh gia 14 4,15 diém (do
léch chuén 0,81), vdi ty 1& NBNT dénh gia CLDV tai TTYT
datmirc tot trg lén la 77,8%. C6 3,3% NBNT danh gia chat
lugng rat khéng tot va khong tét.

43,8%

34,1%

18,9%

- I
|

Ratkhéng Khéngtét Trung binh
t6t
Hinh 1. Chat lwgng dich vu diéu tri ndi tra
tai TTYT da khoa huyén Héng Dan

1,1%

Tét Rat tot

g Crossrefd)) 5 51
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4. BAN LUAN

DPiém trung binh danh gia |4 4,15 diém (d6 léch chuan
0,81), v6i ty L& NBNT danh gia CLDV tai TTYT dat mdic t6t
trd lén la 77,8%. VGi DTB nay, CLDV NBNT tai TTYT dugc
x€p loai “tot” (DTB tir 3,40 — 4,20). K&t qua trong nghién
clfu nay tuong tu k&t qua nghién clru clia tac gia Vé Tran
Xuén Dao tai B&nh vién Binh Dan (DTB 4,24 diém), tac gia
V{ Thi Kim Ly tai Bénh vién YHCT Tuyén Quang (DTB 4,2
diém) va tac gia Ogunmowo tai Nigeria (PTB 4,2 diém)
[11-13]. Cac nghién cltu c6 diém chung la DTB CLDV nédm
gilta gidi han muc t8t va rat tét, nén céac tac gia cing dua
ra nhiéu giai phap tap trung vao cac khia canh c6 BDTB
chua cao dé tang cudng CLDV trong tuong lai. Tuy nhién,
DTB nay cao hon so vGi DTB trong nghién clru clia tac gia
Tran Thuy Nhung ndm 2018 vé CLDV DTNT tai TTYT thanh
ph6 Vinh Long, mét don vi y t€ hang 3, tuong duong vdi
Trung tdm y t& huyén Hong Dan. Vi thé, khuyén céo can
tap trung vao céc giai phap cho céac khia canh c6 DTB
chua cao nham tang cudng CLDV trong tuong lai.

Ty l& NBNT danh gia CLDV tai TTYT dat muc t6t trd 1én
& 77,8%. So sanh véGi két qua khao sat hai long ngudi
bénh ma TTYT thuc hién hang nam theo thang do cua
BO Y té thi két qua trong nghién cltu nay thap hon (ty (&
hai long va rat hai long 99%) [14]. Nghién cu dinh tinh
cling cho thay cac quy dinh vé COVID-19 da dugc bo khi
thue hién nghién ctu. Cac quy dinh nham kiém soat tinh
hinh dich bénh nhu khéng tap trung dong ngudi, phai deo
khé&u trang, rira tay diét khuén, x&p hang chd kham phai
gilt khoang cach... Vi vay, viéc danh gia CLDV clia NBNT
phan anh chinh xac két qua trong giai doan binh thudng.
Khi so sanh vdi két qua mot sé nghién clru ap dung thang
do SERVPERF dé danh gia CLDV nhu nghién cttu clia tac
gia L& Tan Phung nam 2015 tai 12 bénh vién da khoa tinh
Khanh Hoa (ty & 89,6%) hay nghién clu clia tac gia Ta
Plc Chung tai bénh vién Trung uvong Quan déi 108 nam
2020 (ty & 87,1%) thi két qua trong nghién clru nay cao
hon [15, 16]. Diéu nay cho thay Trung tam y t&€ huyén Hong
Dan can tap trung hon vao céc khia canh goi la “thé yéu”
nhu dép ¢ng, ddm bao va déng cdm nham tang cudng
CLDV va tao bt pha, hudng téi sy hai long hon nira cla
ngudi st dung dich vu diéu tri ndi tra. Day la mét dinh
huéng phét trién phu hgp.

5. KET LUAN

Chét lwgng dich vu diéu tri ndi trd tai Trung tdm Y té huyén
Héng Dan dudgc thuc hién cho 185 ngudi bénh ndi tru.
CLDV dugc danh gia & murc t6t, véi diém trung binh danh
gia la 4,15 va ty l& danh gia tir t6t trd 1én la 77,8%. Ca 5
khia canh déu c6 PTB CLDV trén 4,02 diém; trong do, 2
khia canh tin tudng (4,24 diém, vGi 80% danh gia tir tét trg
l&n) va dap Ung (4,19 diém, v6i 81,6% danh gia tir tét trd
[&n) dat diém cao nhat. 3 khia canh con lai dudc xép theo
th&tuwtlrthdp lén cao la phuongtién hiru hinh (4,02 diém,
V@i 77,3% danh gia tirtét trg 1én), dam bao (4,12 diém, vdi
81,7% dénh gia tir t6t trd 1én) va dong cdm (4,18 diém, vdi
82,1% danh gia tir tét trd 1én).

Dua trén két qua nghién cltu, cac khuyén céo dugc dua
ra la nang cao chéat lugng dich vu diéu tri; tdng cudng cac
chinh sach va hoat dong; tdng cudng co sd vat chat va
nhéan lyc; irng dung phan mém; giam sat chat ché viéc
cung cap dich vu ndi tri; danh gia hiéu qua va té chirc rut
kinh nghiém.
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