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BAI BAO NGHIEN CU'U GOC

Chit lwong dich vu kham chira bénh ngoai trii tai khoa kham bénh, bénh
vién Ung Bu6u thanh pho H6 Chi Minh co sé 2 nim 2023

Tran Ha Tiéu Linh'?*, Diép Bao Tuin!, Pham Quynh Anh?, Pham Tri Diing?

/T(')M TAT

Muc tiéu: Dénl} gig’l chét luong dich vu kham chira bénh tai Khoa Kham bénh (KKB), bénh vién Ung
budu Thanh phdé H6 Chi Minh Co s¢ 2 (BVUB TP.HCM CS2).

Phuong phap nghién ciru: Nghién ciru cét ngang. Str dung b6 cong cu SERVPERF ¢6 hé s tin cay
Cronbach’s Alpha cao d¢ thu thap dir liéu tir 260 nguoi dén kham tai KKB. Phuong phap phan tich s6
li¢u dinh luong: thong ké mo ta.

Két qua: Két qua nghién ciru dinh luong cho thdy CLDV KCB tai KKB BVUB TPHCM CS2 nidm 2023 chwa
dat chat lugng, diém trung binh 1a 3,82+ 0,30. Diém trung binh cao nhit & khia canh Pam bao 4,01+ 0,32. Cac
khia canh du6i mire “dat chat luong”: Hiru hinh (3,93 £ 0,31); Tin cay (3,72 + 0,39); Bap ting (3,70 £ 0,43);
Cam thong (3,79 = 0,35). Ty 1¢ nguoi bénh (NB) dénh gia dich vu (DV) bénh vién (BV) “dat chat lugng” 1
39,2%. Khia canh Bam bao co ty 1¢ danh gia dat cao nhit 77,3%; tiép theo khia canh Hiru hinh 1a 76,9%. Khia
canh Cam thong 1a 63,1%. Khia canh Tin cay la 43,8% va khia canh Dap ung 1a 42,7%..

Két luan: Diém CLDV KCB tai KKB BVUB TPHCM CS2 nam 2023 ¢ mirc chua dat chat luong (3,8
diém). Bénh vién can ra soat, thay thé cac bién chi dan kho nhin, kich thude nhd, vi tri chua phu hop;
Tang cudng thém cc quay hudng dan tai vi tri giao cit giita cac tda nha. Hang quy, to chirc cac budi tap
huén nang cao k¥ ning giao tiép, quy dinh g xt, va kha ning thau hiéu cho nhén vién y té, nhan vién

tiép don, ho 1y, bao v¢, nhan vién v¢ sinh;

-

Tir khod: Chat luong dich vu, nguoi bénh, kham chita bénh, ung budu. )

PAT VAN PE

Theo Té churc Y té Thé gi6i, chat luong dich
vu (CLDV) kham chira bénh (KCB) la muc
d0 dat duoc cac muc tiéu cua hé théng cham
soc stre khoe vé cai thién ste khoe va dap tng
ky vong ctia nguoi dan. Pam bao CLDV KCB
1a yéu t6 thiét yéu cho strc khoe va phat trién
bén viing. Cai thién CLDV KCB bang cach
ap dung céc tiéu chuan chét lugng va dao tao
nhan vién y t& (NVYT) gilip nang cao chat
luong cudce sdng va giam ty 1& tir vong (1).
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chi danh gia chét luong bénh vién (BV) va tién
hanh danh gia hang nam (2,3). CLDV KCB
ngoai tra cua BV Trung wong Quan doi 108
niam 2021 ¢ mac Pat Chit luong (diém trung
binh chung 13 4,23+ 0,26 trén thang diém 5)
(4); CLDV KCB ngoai tru tai BV Hoan My
Binh Duong nam 2021 dugc danh gia dat murc
Dat chét lugng (diém trung binh chung dat
dugc 4,33 £ 0,55 trén thang diém 5) (5).

BVUB TPHCM CS2 v6i quy mo6 1000 giwong,
khoi cong nim 2016 tai thanh phd Thu i,
TP.HCM, khai truong ngay 12/10/2020. Béo
cao nam 2022, ghi nhan phan nan va goép y
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ciia NB vé quy trinh, thu tuc KCB va thai do
NVYT (6). Bé danh gia CLDV KCB tai day
nam 2023, tac gia dé xuat st dung bd thang
do SERVPERF gdm 22 tiéu chi thudc 5 khia
canh, ngén gon, than thi¢n véi NB va tiét
kiém chi phi (7,8). V&i muc tiéu Banh gia
chat luong dich vu kham chira bénh tai KKB,
BVUB TPHCM CS2 nam 2023.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: Nghién ctru cit ngang.

Pia diém va thoi gian nghién ciu: Thang
10/2022 dén thang 11/2023, tai Khoa kham
bénh - BVUB TPHCM CS2

Po6i twong nghién ciu: NB dén kham bénh
(KB) tai KKB BVUB TPHCM CS2. Tiéu
chuin loai trir: NB 13 nhan vién BV, NB
khong dong y tham gia

C& miu va phuong phap chon miu
Cong thuc tinh ¢& mau udc lugng cho mot

ty 1€:

, p(1-p)
n= (1-a/) &
Trong do:

- n:cd mau

- p=0,2813 (nghién ctru ctia Nguyén Minh
Bang (2021), 81,3% NB danh gia CLDV
KCB ¢ mirc tot tai KKB BV Nhan dan Gia
Dinh, TP. HCM) (9).

- =1,96 v&i muc y nghia thong ké o= 0,05
- d=0,05 @6 chinh xac tuyét dbi mong mubn

Vay ¢& mau tdi thiéu n= 234, du tru 10% NB
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(26 ngudi) tir chdi tham gia. C& mau can thu
thap n= 260.

Chon mau thuin tién tr 01/06/2023 —
31/07/2023 (42 ngay lam vi¢c hanh chinh).
Thuc té thu thap dugc 260 mau.

Bién so6 nghién ciu: Thong tin chung cua
NB (5 bién); Panh gia CLDV (22 bién) theo
5 khia canh: Hiru hinh (4 bién); Tin cdy (5
bién); Péap tng (4 bién sd); Pam bao (4 bién);
Cam thong (5 bién).

K§ thuit, cong cu va quy trinh thu thip
) liéu: Str dung bo cong cu duogc thiét ké
trén mo6 hinh SERVPERF va do ludng bing
thang do Likert voi 5 mac d6 dé phat van
cho 260 NB. Mbi ngay, 2 trong 4 DTV thu
thap sb liéu, khong mac 4o blouse, khong
gi61 thiéu 1a NVYT. Sau khi NB kham xong,
bTV tiép can, gidi thich, xin chép thuan va
phong van NB trong 20-30 phut. BTV kiém
tra va bd sung thong tin thiéu trude khi cam
on va tién NB

Xir ly va phan tich s0 liéu: Nhap, lam sach
va phan tich s liéu bang SPSS 20.0. Théng
ké md ta: ty 1& phan tram, diém trung binh cac
tiéu chi danh gid CLDV dua theo thang do
SERVPERF.

Pao dirc nghién ciru: Nghién ctru dugc Hoi
déng dao duac Truong Pai hoc Y té Cong cong
(quyét dinh s6 179/2023/YTCC-HD3 ngay
17/4/2023, BVUB TP.HCM CS2 phé duyét
(01/GCC-HPPD ngay 13/01/2022) va dbi
tugng nghién ctru tham gia ty nguyén.

KET QUA

Pac diem cua doi twong nghién ctru
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Bang 1. Pic diém ciaia ddi twong nghién ctru

Pic diém (N=260) Tén s6 (n) Ty 18 (%)
o Nam 113 435
Gio1
Nit 147 56,5
18 - 40 65 25,0
Tudi 41-60 146 56,2
Trén 60 49 18,8
Cong chtrc, vién chure, van phong 49 18,9
Cong nhan 41 15,8
Nghé nghiép  Néng nghiép 43 16,5
Gia, huu tri 39 15,0
Lao dong tu do, khac 88 33,8
Dau cb, Tuyén giap 105 40,4
Loai bénh Nguc bung, nhil b, phu khoa 111 42,7
Khac 44 16,9
C KB lan dau 99 38,1
S6 1an d¢én KB )
Tir 2 1an trd 1én 161 61,9

Trong 260 d6i twong nghién ctru, nit chiém KB, ty 1¢ kham lan dau 1a 38,1%, kham tir 2
56,5%, cao hon nam (43,5%). Nhom tudi  1an tré 1én 13 61,9%.

41-60 chiém ty 1& cao nhat (56,2%). Vé nghé
nghiép, lao dong tu do chiém 33,8%. Vé loai
bénh, ung thu vung nguc bung, nhii bo, phu
khoa chiém 42,7% cao nhat, ung thu ving
dau cb va tuyén giap chiém 40,4%. Vésd 1an  Khia canh Hitu hinh

Panh gia ciia ngwdi bénh vé chit lwong
dich vu tai khu kham bénh — BV Ung buwéu
thanh ph6 H6 chi Minh

Bang 2. Chét lwong dich vu Kham chira bénh theo Khia canh Hiru hinh

CLDV Piém Do
STT Tiéu chi Dat Khéng dat trung lécl)
n (%) n (%) binh chuan

Bl  Trang thiét bi thim kham tai khoa hién dai 235 25 4,03 047
- : S 4 (90,4%)  (9,6%) ’ .

B2 Khu cho KB tai khoa duoc sip xép thugn tign o >2% 36 382 0,50
: : MU 86,0%)  (13,8%) ’ ’

B3  Bién b4o chi dan trong khoa dé nhin d& hi¢u 224 36 3,86 0,35
(86,2%)  (13,8%) : :

B4  Trang phuc NVYT khoa gon gang lich su 234 26 4,00 0,45
- - HEH S (90%) (10%) ’ ’

Khia canh Hiru Hinh 3,93 0,31
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Piém trung binh cua khia canh Hitu hinh 1a
3,93 + 0,31. Hai tiéu chi NB déanh gia dudi
mic 4 1a “Khu chd KB tai khoa duoc sip

xEp thudn tién” va “Bién bdo chi dan trong

khoa d& nhin d& hiéu” véi diém trung binh
lan luot 14 3,82 + 0,50 va 3,86 + 0,31. Ty 1é
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NB danh gia dat chat luong cho ca 4 tiéu chi
déu trén 85%. Trong do, “Trang thiét bi tham
kham tai khoa hi¢n dai” dugc danh gid cao
nhit (90,4%), va Khu cho KB tai khoa co ty
1¢ danh gia dat chat lugng thap nhét (86,2%).

Khia canh Tin cdy

Béang 3. CLDV KCB theo Khia canh Tin ciy

CLDV Piém D)

STT Tiéu chi Pat Khong dat trung lécp
n (%) n (%) binh chuan

B5 BV thuc hién diing nhitng cam két d6i voi NB. 223 (85,8%) 37 (14,2%) 3,85 0,38
B6 NB duogc BV san sang chia s¢é va hd trg 152 (58,5%) 108 (41,5%) 3,52 0,65
B7 Nhu ciu chinh dang ciia NB duoc dap tng 172 (66,2%) 88 (33,8%) 3,61 0,61
B8 NB dugc cung cap dich vu ding thoi gian cam két 194 (74,6%) 66 (25,4%) 3,72 0,52
B9 HOb so KB cua NB duoc luu day du 239 (91,9%) 21(8,1%) 3,91 0,31
Khia canh Tin ciy 3,72 0,39

Piém trung binh khia canh Tin cay 1a 3,72 +
0,39. Hai tiéu chi thap nhét 14 “Nhu cau chinh
dang cua NB duogc dap ung” (3,61 £+ 0,61)
va “NB duoc BV san sang chia sé va hd tro”
(3,52 = 0,65). “Hd so KB ctia NB duogc luu
day du” c6 ty 1é danh gia cao nhat (91,9%),
trong khi “NB duogc BV sin sang chia sé va

hd trg” thap nhat (58,5%). Ngoai ra, 33,8%
NB danh gia “ tiéu chi “Nhu cau chinh déng
cua NB dugc dap ung” va 41,5% danh gia
““NB duogc BV sin sang chia sé va hd tr¢” &
muc chua dat.

Khia canh Dap vng

Bang 4. Chit lwgng dich vu Kham chira bénh theo Khia canh Pap tmg

CLDV Piém Do
STT Tiéu chi Pat Khéng dat trung léch
n (%) n (%) binh chuan
Thoi gian cung cap dich vu duoc thong tin day o o
B10 40 dén NB 214 (82,3%) 46 (17,7%) 3,80 0,46
B11 NB duogc nhan céc dich vu kip thoi 218 (83,8%) 42(16,2%) 3,80 0,50
B12 NVYT sin sang ho trg NB 131 (50,4%) 129 (49,6%) 3,45 0,59
NVYT khong tir chéi cac dé nghi chinh dang o o
B13 cita NB vi 1§ do bn viée khic 209 (80,4%) 51(19,6%) 3,76 0,61
Khia canh Dap ung 3,70 0,43
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Piém trung binh chung cua khia canh Péap
ung 1a 3,70 £0,43. Toan bd 4 tiéu chi duogc
danh gia déu dudi mirc chit lugng 4. Pong
thoi, ti 16 NB danh gia & muc chat luong c6 sy
khong ddng déu & ca 5 tiéu chi. Ti 18 cao nhét
la ti€u chi “NB dugc nhan cac dich vu kip
thoi” (83,8%), trong khi ti 1& thap nhét 1a tiéu

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 08, S6 02-2024)
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chi “NVYT sin sang hd trg NB” (50,4%).
Thém vao do, c6 19,6%% NB déanh gia cho
tiéu chi “NVYT khong tir chdi cac dé nghi
chinh dang ctia NB vi 1y do ban vi¢c khac” va
49,6% cho tiéu chi “NVYT san sang hd tro
NB” danh gia & mirc chua chit luong.

Khia canh Ddam bao

Bing 5. Chiat lwong dich vu Kham chira bénh theo Khia canh Pam bio

CLDV Piém  Po
STT Tiéu chi Pat Khoéng dat  trung lécl}
n (%) n (%) binh chuan

B14 NVYT tao niém tin cho NB 238 (91,5%) 22 (8,5%) 4,05 048
B15 NB thiy an tdm khi trong tac v6i NVYT 242 (93,1%) 18 (6,9%) 4,07 0,46
B16 NVYT du nang luc thuc hién cac dichvu 250 (96,2%) 10 (3,8%) 4,18 0,48
B17 NVYT niém né lich su 199 (76,5%) 61 (23,5%) 3,75 0,59
Khia canh Pam bao 4,01 0,32

Diém trung binh chung cta khia canh Pam
bao 1a 4,01+0,32. Ti€u chi “NVYT du nang
lyc thuc hi¢n cac dich vy” dugc danh gia
diém trung binh cao nhat 4,18 +0.48; tiéu chi
“NVYT niém né lich su” c6 diém trung binh
thip nhat 3,75+0,59. Bén canh do, ti 16 NB

danh gia & muc dat chat luong cua tiéu chi
“NVYT du nang lyc thuc hién cac dich vu”
cao nhat 96,2%: tiéu chi “NVYT niém né lich
su” ¢6 ¢6 ti 18 76,5% va chiém ti 18 thap nhat.

Khia canh Cam thong

Bang 6. Chit lwgng dich vu Kham chira bénh theo khia canh cAm thong

CLDV Piém D)
STT Tiéu chi Pat Khéng dat trung lécl}
n (%) n (%) binh chuan
B18 Cac chinh sich BV thé hién sy quan tim timg NB 215 (82,7%) 45 (17,3%) 3,82 0,42
B19 NB duoc su quan tdm cia NVYT 196 (75,4%) 64 (24,6%) 3,70 0,60
B20 NVYT hiéu duoc nhu ciu chinh dang cua NB 204 (78,5%) 56 (21,5%) 3,77 0,47
B21 Quyen loi ciia NB la moi quan tdm hang dau 202 (854%) 38 (14.6%) 3.83 042
cua BV

B22 Thoi gian lam viéc cta khoa phu hop 224 (86,2%) 36(13,8%) 3,85 042
Khia canh Cam théng 3,79 0,36

Diém trung binh khia canh Cam thong 1a 3,79
+ 0,36. Tiéu chi “Thoi gian lam viéc cua khoa
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0,42; “NB dugc sy quan tam cua NVYT” c6
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diém trung binh thip nhét 3,70 + 0,60. Tiéu
chi “Thoi gian lam viéc cua khoa phu hop”
dat ty 1& cao nhat 86,2%, tiép theo 1a “Quyén
loi cia NB 1a mdi quan tdm hang dau cua
BV~ dat 85,4% va “Cac chinh sich BV thé
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hién sy quan tam tung NB” dat 82,7%. Thép
nhat 1a “NB duoc su quan tam cua NVYT”
voi 78,5%.

Panh gia chit lwong dich vu chung

Bang 7. Piém Chit lwgng trung binh chung

Didm  po e i

STT Khia canh tr}lng chuin Pat Khéng dat

binh n (%) n (%)
1. Hiru hinh 3,93 0,31 200 (76,9%) 60 (23,1%)
2. Tin cay 3,72 0,39 144 (43,8%) 146 (56,2%)
3. Dap tng 3,70 0,43 111 (42,7%) 149 (57,3%)
4. bam bao 4,01 0,32 201 (77,3%) 59 (22,7%)
5. Cam thong 3,79 0,36 164 (63,1%) 96 (36,9%)
CLDV chung 3,82 0,30 102 (39,2 %) 158 (60,8%)

Diém CLDV chung 1a 3,82. Piém cao nhét ¢
khia canh Pam bao 4,01 va thép nhét & khia
canh Pép ung 3,70. Ty 1¢ NB dénh gid CLDV
tai KKB cua BV ¢ muc “dat chat luong” 1a
39,2%, véi khia canh Dam bao dat ty 1¢ cao
nhat 77,3%.

BAN LUAN

Chit lwong dich vu kham chira bénh tai
KKB BV Ung buwéu TPHCM CS 2

Két qua nghién ctu cho thiy diém trung
binh chung cho 5 khia canh la 3,82 va ty
1é¢ NB danh gia “dat chat luong” 13 39,2%.
Két qua nay thap hon so v&i nghién ctru cta
Nguyén Minh Bang (2021) tai BV Nhén
dan Gia Pinh 4,2; Lé Ngoc Huynh Anh
(2022) tai BV Phuc hoi chtrc ning Tay Ninh
(4,59 £0,26), Nguyén Thi Nhan (2023) tai
BV Kién An-Hai Phong (9-11). Su khac
biét nay la do dac thu cuia BVUB TP.HCM
CS2, NB mic ung thu can diéu tri lau dai,
mét mai va tai kham dinh ky (ty 1€ NB tai
kham 1a 61,9%)

Khia canh Hiru hinh c6 diém trung binh 1a
3,93. Két qua nay cao hon nghién ctru cta
Nguyén Viét Huy (2020) tai BV Ung Budu
TP.HCM (TB: 3,43) va Ng6 Thi Thu Huong
(2022) tai BV Y Dugc ¢ truyén tinh Vinh
Phic (TB: 3,26). Tuy nhién, két qua nay
thép hon Vién Y Duoc hoc dan toc TP.HCM
nam 2019 (TB: 4,39), BV Pai Hoc Y Dugc
TP.HCM nam 2020 (TB: 4,39), va BV An
Binh TP.HCM nam 2021 (TB: 4,03) (12—14).
Nghién ctru cho thdy viéc xay dung bién bao
0 khoa chua hiéu qua, gay kho khan cho NB
trong viéc tim kiém phong xét nghiém va lam
cham qua trinh KB. Ngoai ra, lugng NB dong
va chd ngdi cho khong thuan tién, dic biét voi
NB gip van d& di lai. Van dé nay ciing gap
phai tai BV Nhan Dan Gia Pinh nam 2021 va
BV Quéc té Hanh Phiic nam 2022 (9,15). Bé
cai thién chat luwgong khia canh Hiru hinh, BV
can ra soat, sap xép lai khu chd kham va thiét
ké lai hé théng bang chi dan, bién bao cho
phu hop, thuén tién hon.

Khia canh Tin cay cé diém trung binh 3,72,
dung thir 4 trong 5 tiéu chi va thap hon nhiéu
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nghién ctru khac: BV Phuc héi chirc nang Tay
Ninh nam 2022 (TB: 4,11), BV Nhan dan Gia
Dinh TP.HCM nam 2021 (TB: 4,4), BV Hoan
My Binh Duong 2021 (TB: 4,46), va BV Dai
Hoc Y Dugc TP.HCM nam 2020 (TB: 4,17)
(5,9,10,13). Tiéu chi “H6 so KB cia NB
duoc luu ddy du” duoc danh gia cao nhit voi
91,9% dong y. BV chuyén khoa Ung budu co
ty 16 tai kham cao (61,6%), viéc luu trit ho so
rat quan trong dé giam thoi gian cho doi. Ba
tiéu chi thp nhat 13 “NB duogc cung cip dich
vu ding thoi gian cam két” (TB: 3,72), “Nhu
ciu chinh dang ciia NB dugc dap tmg” (TB:
3,61), va “NB dugc BV sin sang chia sé va hd
tro” (TB: 3,52), tuong tu cac nghién clru tai
BV Phuc hdi chire ning Tay Ninh, BV Nhan
dan Gia Dinh, BV Hoan My Binh Duong, va
BV bPai hoc Y Dugc TP.HCM. (5,9,10,13).

Trong nghién ctru nay, khia canh Bap ting dugc
danh gi4 thap nhat trong 5 khia canh véi diém
trung binh chi dat 1a 3,70. Két qua nay thap hon
so voi cac nghién ctru tai BV Phu san Mé Kong
(2019), BV bai Hoc Y Dugc TP.HCM (2020),
BV Nhan dan Gia Pinh TP.HCM (2021), va
BV Quéc té Hanh Phiic (2022) (9,13,15,16).
Nhimg yéu cau vé viéc dap tmg khan truong,
nhanh chong, xtr 1y kip thoi voi tinh trang bénh
ctia NB, san sang hd trg NB, thong tin day du
thoi gian KCB cho NB ciing duoc thé hién ro
trong Quy dinh vé 12 didu Y dirc va Quy dinh
vé quy tic tmg x{r ciia cong chirc, vién chirc,
nguoi lao dong lam vi¢e tai cac co so'y té ma
Bo Y té ban hanh (17,18).

Khia canh Bam bao dugc NB danh gia “dat
chét luong”, diém trung binh dat 4,01. Tiéu
chi “NVYT dua nang lyc thyc hién cac dich
vu” va tiéu chi “NB thdy an tim khi twong
tac véi NVYT” duoc NB danh gia cao nhat
v6i ty 16 danh gia dat chat luong lan luot 1a
96,2%; 93,1% va diém trung binh lan luot
dat 4,18; 4,07. Két qua nay da 1y giai thyc té,
lanh dao BV 1udn chu trong dén cong tac phat
trién chuyén mén, nang cao tay nghé, tao diéu
kién cho nhan vién hoc tap va cap nhat kién
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thirc cho d6i ngti NVYT cua BV. So sanh véi
mot sb nghién ctru, khia canh Pam bao cua
BVUB TP.HCM CS2 nam 2023 ¢6 diém thap
hon BV bai Hoc Y Dugc TP.HCM nam 2020
va BV Quéc té Hanh Phic tinh Binh Duong
nam 2022 (13,15).

Khia canh Cam thong thé hién thong qua su
quan tam, chia sé¢ va dong cam ciia NVYT
giup NB giai téa ndi lo, giam bst ganh ning
tam 1y vé bénh tat, tin tudng vao phuwong phap
diéu tri va dem lai két qua diéu tri tot hon
(5). Piém trung binh cta khia canh nay la
3,79, twong dong vai két qua tai BV da khoa
quan GO Vép (TB: 3,79). Két qua nay twong
ddng voi két qua nghién ciru cia Bui Duy
Hung (2021) tai BV da khoa quan Go Vip,
TP.HCM. Theo tac gia Bui Duy Hung, Cong
tac quan 1y ngudn nhan lyc c6 anh huong dén
khia canh nay, BV khong chi dap ung du nhu
cau vé nhan lyuc va tao dong luc lam viéc cho
nhan vién, giup ho quan tam téi ting NB hon
va c6 thoi gian dé thdu hiéu cac nhu ciu cua
NB (19). Tham khao thém nghién ctru cua
Nguyén Minh Bing nam 2019 (TB: 4,2) va
nghién ctru cuia Lé Thi Hanh Trang nam 2022
(TB: 4,41), diém trung binh khia canh cam
thong déu trén 4,0 diém va chi ra rang ngoai
su tin tudng vé chuyén mon thi sy Cam thong
v6i NB ciing 1a mot van dé can dugc quan
tam dac biét 1a d6i v6i nhitng NB méc nhiing
bénh hiém nghéo can diéu tri dai ngay nhu
Ung thu (9,15).

Han ché cia nghién cuu

Nghién ctru dugc tién hanh tai KKB cua BV
vi vay két qua nghién ctru chua bao quat hét
toan BV. Bén canh d6, NB Ung thu thuong
diéu tri kéo dai va quay lai tai kham nén c6 xu
hudng tim 1y lo so bi phan biét dbi xtr nén tra
101, danh gia chat luong t6t hon so voi thuc
té. Vi vy, nghién ctru da giai thich v& muc
dich cua nghién cuu, vai trd quan trong cua
dbi tuong khi tham gia nghién ctru va viéc
phat van va phong van khong anh huong gi
dén quyén loi cua dbi twong nghién ctu dé
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dbi twong an tdm tham gia tra 1oi khao sat,
dam bao du so luong mau.

KET LUAN

Diém Chét luong dich vu kham chita bénh
KKB BV Ung budéu TP.HCM co s¢ 2 nam
2023 dat trung binh la 3,82 (+ 0,30). Trong
d6, Khia canh Bam bao dugc NB danh gia
cao nhat voi diém trung binh 14 4,01 (£ 0,32),
xép hang thap nhat 1a khia canh Péap tng voi
diém trung binh 3,70 (+ 0,43).

Khuyén nghi: Ra soat, thay thé cac bién chi
dan kho nhin, kich thudc nho, vi tri chua phu
hop; Tang cudng thém cac quay hudng dan
tai vi tri giao cat giita cac tda nha. Hang quy,
T6 chuc cac budi tap huén, sinh hoat, tuyén
truyén nham nang cao k¥ ning giao tiép, quy
dinh tmg xtr, va kha ning thau hiéu cho nhan
vién y té, nhan vién tiép don NB ho 1y, bao vé,
nhan vién v¢ sinh;
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Quality of outpatient medical examination and treatment services at
the medical department, Ho Chi Minh city oncology hospital — second
facility in 2023

Tran Ha Tieu Linh'?, Diep Bao Tuan', Pham Quynh Anh’, Pham Tri Dung’
'Ho Chi Minh City Oncology Hospital
’Hanoi University of Public Health

ABSTRACT

Since its inception, Ho Chi Minh City Oncology Hospital - 2" facility has prioritized improving
service quality to bring satisfaction to patients. This study was conducted to assess the quality
of medical examination and treatment services and analyze some influencing factors at the
Medical Examination Department. Cross-sectional study. Assessing the quality of medical
examination services through the SERVPEREF toolkit were collected on 260 people who came
for examination at the Department of Medical Examination, Ho Chi Minh City Oncology
Hospital - 2™ facility. The SERVPEREF toolkit has a high Cronbach’s Alpha confidence factor.
Quantitative data analysis method: using descriptive statistics. Results: Quantitative research
results show that the average medical service quality score at Ho Chi Minh City Oncology
Hospital - 2™ facility in 2023 is on average 3.82 (+ 0.30). Analyzing the average score of general
healthcare service quality criteria shows that the highest score is in the Assurance aspect of 4.01
(£ 0.32). Aspects below the “quality level” level: Tangible aspect (3.93 = 0.31); Trust aspect
(3.72 £ 0.39); Aspect of Responsiveness (3.70 + 0.43); Aspect of Empathy (3.79 + 0.35). The
proportion of patients rating hospital services as “qualified” is only 39.2%. The Assurance
aspect has the highest rate of quality rated by patients at 77.3%, followed by the Tangible
aspect with the rate of patients achieving quality at 76.9%. The Empathy aspect has the highest
rate of quality. achieving quality is 63.1%. The Reliability aspect and Responsiveness aspects
have rates of 43.8% and 42.7% respectively. The average score of medical service quality at
the Department of Medical Examination, Ho Chi Minh City Oncology Hospital - 2™ facility
in 2023 is 3.8 on average. Review and replace signs that are difficult to see, small in size, and
not suitable position; Strengthen concierge booths at the intersection of buildings. Quarterly,
organize training sessions, activities, and propaganda to improve communication skills, code
of conduct, and comprehension ability for health workers, staff welcoming patients, midwives,
security guards, and cleaning staff.

Keywords: Service quality, patients, medical examination and treatment, oncology.
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