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TOM TAT

Muc tiéu: Mo ta chét lwong dich vy va phan tich mét ) yéu td lién quan dén chét luong dich vu tai khoa
San ndi tr Bénh vién Quoc t¢ Hanh Phuc tinh Binh Duong nam 2022.

Phwong phap nghién ciru: Nghién ctru cit ngang, thong tin thu thap tir 260 san phu sinh tai khoa San,
su dung st dung bd cong cu SERVPERF gom 05 khia canh: tin tuéng; dam bao, dap ung; cam thong va
httu hinh, str dung thang do Likert v6i 5 muc d6.

Két qua: Diém trung binh chét Iugng dich vu tai khoa San ndi tra Bénh vién Quéc té Hanh Phuc nim
2022 1a 4,27+0,18 diém. Diém trung binh khia canh tin tuong dat 4,23+0,53; khia canh dap tng dat
4,36+0,48 diém; khia canh dam bao dat 4,33+0,55 diém; khia canh cam thong dat 4,28+0,45 diém; khia
canh hitu hinh dat dat 4,1240,60 diém. Mot s6 yéu td c6 mbi lién quan c6 ¥ nghia thong ké giira diém
trung binh chung vé chit lugng dich vu véi dia chi, nghé nghiép, phuong phép sinh, dic diém lan sinh,
dic diém thanh toan, va thoi gian nam vién (p<0,05).

Két luan: Dich vy tai Khoa San ni tri dugc nguoi bénh danh gia dat chét lurong, Khoa San ndi tru can
tang cuong kiém tra, cai tao co so vat chat va hé thong chi dan va nang cao ky nang giao ti€p cua nhan

vién qua dao tao dinh ky.

-

Tir khéa: Chat lwong dich vu, khoa san, ngi tru, Bénh vién Quéc té Hanh Phiic.
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PAT VAN PE

Cht lugng dich vu (CLDV) bénh vién 1a yéu t&
quan trong phan anh hiéu qua hoat dong va muic
do hai long ctia nguoi bénh. Trong linh vyc thai
san, noi gan lién voi trai nghiém dac biét clia san
phu — ky vong d6i v6i dich vu y t& ngay cang
cao, doi hoi sy dap g toan dién ca vé chuyén
mén 1an thai do phuc vu. Theo Parasuraman,
cht lugng dich vu duoc danh gi 1 t6t khi chat
lugng vuot trén ky vong ctia nguoi st dung (1).
Mot s6 nghién ctru qudc té cho thdy chat luong
dich vu thai san chi dat tir 3,7 diém dén 3,85
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diém so voi diém 3, diéu nay dit ra yéu cau cai
tién lién tyc dé dap ung nhu cau cham soc stic
khoe cta san phu (2, 3). Do d6, nang cao CLDV
khong chi la myc tiéu chuyén moén ma con la
chién luge dé khéng dinh vi thé va nang luc
canh tranh cta bénh vién.

Bénh vién Qudc té (BVQT) Hanh Phuc 1a bénh
vién da khoa tu nhan thudc tinh Binh Duong
voi linh vuc chuyén sau 1a San-Nhi. Khoa San
noi tr tap trung chit yéu cham soc cho san phy
trai nghiém dich vy sinh md va sinh thuong.
Khoa San néi tri mong muén dem dén cho san
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phu nhiing trai nghiém vé dich vu chét luong
tir lic c6 thai cho dén nhitng khoanh khic chao
d6n nhimg thién than nho bé dén véi gia dinh.
Chinh vi vay, nghién ctru: “Ddnh gid chit
lwong dich vu tai khoa San ngi tru Bénh vién
Quéc Té Hanh Phiic tinh Binh Dwong va
mét sé yéu té anh hwong nam 2022” dugc
thyc hién v6i myc tiéu mo ta chét lugng dich
vu va phan tich mot s6 yéu t6 anh huong dén
CLDV tai khoa San néi trd BVQT Hanh Phuc
tinh Binh Duong nam 2022.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: Thiét ké nghién ciru cit
ngang.

Dia diém va thoi gian nghién ciru: Tai Khoa
San ndi tra BVQT Hanh Phuic, Binh Duong
tir thang 01/2022 dén thang 11/2022.

Poi twong nghién ciru: San phu trén 18 tudi
sinh tai Bénh vién.

Tiéu chudn lwa chon: San phu sinh thuong,
sinh md, nam vién >2 ngay, di lam xong thu
tuc xuét vién, c6 nang lyc nghe doc hiéu va
tra 161 cac cau hoi tiéng Viét.

Tiéu chuan loai trir: San phu chuyén vién,
san phu sau sinh co biéu hién trAm cam, tdm
ly khong on dinh; San phu 1a nhan vién y té
(NVYT) hoac nguoi than cua NVYT dang
lam viéc tai Bénh vién.

C& miu va phuong chon miu: Nghién ctru
st dung cong thuc ude luong cd mau cho mot
ty 1¢€:

p(1-p)

n=2%_.n &

Trong d6: n: s6 san phuy tdi thiéu can cho
nghién cuu; Z(1 ) =1,96 14 tri s tir phan phdi
chuan voi xac suét sai 1am loai I 1a a=0,05
(do tin cay 95%); d=0,05 1a sai sb cho phép;
p = 0,8: Ty 1& khach hang danh gia t6t vé
chét lugng dich vu theo nghién ctru cua tac
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gia Tran Ha Diém da thuc hién bo cong cu
SERVPERF danh gia chat lugng dich vu
Bénh vién phu san Mé Kong qua cam nhéan
cua khach hang ngoai tr ndm 2019 la 80%
(4). Vay c& mau tdi thiéu trong nghién ctru 1a
n= 246, dy trit khoang 10% c& mau t6i thiéu,
nghién ctu da thyc hi¢n trén 260 san phu st
dung dich vu.

Chon mau ngiu nhién hé thong cac san phy
ndi trt da hoan thanh thu tuc chuan bi xuat
vién, trung binh c¢6 10 nguoi bénh nhap vién
theo d&i sinh/ ngay, mdi thang c6 khoang 300
ca sinh. (Dya trén s liéu quy 1/2022, sb ca
sinh tai khoa San 1a 300 san phy/ thang).

S6 mau thu thap 260 san phu noi tri, thoi gian
thu thap 44 ngay tir 30/5 — 30/7/2022 (trir céc
ngdy thir 7 va chu nhat) — s6 mau can thu
thap/ ngay = 6(260/44) — hé s6 k =2(10/6).

Bién so/chi so/ ndi dung/chu dé nghién ctiru

- Bién dic diém chung cua ddi tugng nghién
clru: Tuéi trinh d6 hoc vén, nghé nghiép, noi
sinh séng, sb lan sanh tai benh vién, phuong
phap sanh, bao hiém y té, sb ngdy nam vién
va s 1an sinh tai bénh vién.

- Bién sb do luong chét luong dich vu theo
mo hinh SERVPERF gdm 22 bién s6 vé 5
khia canh: Tin twéng (5 bién sd), Pdp irng (4
bién s6), Pam bdo (4 bién sb), Cam théng (5
bién sd), Yéu té hitu hinh (4 bién sb).

K§ thuat, cong cu va quy trinh thu thap sé
li€u: Stir dung bo cong cu dua trén mo hinh
SERVPERF, do luong bang thang do Likert
v6i 5 muc do dé phat vin cho 260 san phu.
Diéu tra vién (BTV) 1a can bd Phong Quan 1y
chat lugng da c6 kinh nghiém, sau khi dugc
tap hudn DTV tiép xuc véi san phu sau khi
san phu lam thu tuc xuét vién. Mdi dot phat
van mét khoang 20-30 phut.

Tiéu chi danh gia: Diém trung binh cua timg
khia canh CLDV dugc tinh bang cach cong
tong diém ctia cac cau hoi theo timg khia canh
va chia theo s6 cau hoi theo timg khia canh.
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Khia canh “Htru hinh”, “Dé4p ung”, “Dam
bao” duoc khach hang danh gia 1a ¢ chat
luong khi diém trung binh 16 diém trén tong
20 diém, khia canh “Tin cay” va “Cam thong”
¢6 chat luong khi diém trung binh 20 diém
trén tong 25 diém (twong tmg diém trung binh
13 4,0/5,0 diém).

Xir 1y va phan tich s6 liéu: S6 liéu dugc ma
hoa, 1am sach dugc nhap bang phian mém
Epidata 3.1 va phan tich bang phan mém
SPSS 20.0. Ap dung cac k¥ thuat théng ké
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mo ta (gid tri trung binh, do 1éch chuan).

Pao dirc trong nghién ctru: Nghién cuu
dugc chéap thuan boi Hoi dong dao duc trong
nghién ctu y sinh hoc Truong Dai hoc Y
té Cong cong v6i quyét dinh sb 118/2022/
YTCC-HD3 ngay 4/5/2022.

KET QUA

Théng tin chung vé san phu tham gia nghién ciru

Béang 1. Thong tin chung sin phu tham gia nghién ctru (n=260)

Pic diém Tén s6 (n) Ty 18 (%)
18-30 133 51,20
Tudi 31-40 122 46,90
> 40 5 1,90
Thanh ph H6 Chi Minh 116 44,60
Pia chi
Tinh thanh khac 144 55,40
. . Duéi ph thong trung hoc 13 5,0
Trinh d¢ hoc van :
Tur pho thong trung hoc trd 1é€n 247 95,0
N . Nhan vién van phong 70 26,90
Nghé nghié¢p
Khac 190 73,10
. Sinh thuong 100 38,50
Phwong phap sinh ; :
Sinh mo 160 61,50
Lo Theo yéu cau 107 41,20
Dac diém sinh lan -
Khong theo yéu cau 153 58,80
L C6 Béo hiém y té 23 8,80
Dac diem BHYT
Tu nguyén 237 91,20
. . >4 ngay 117 45,0
Thoi gian nam vién -
<4 ngay 143 55,0
S6 13n sinh tai BVQT Lén dau 131 50,40
Hanh Phuc Tt 1 lan trd 1én 129 49,60

Bang 1 cho thiy do tudi ciia san phu tham gia
nghién ciru tip trung vao 2 nhom: 18-30 tudi
va 31- 40 tudi, véi cac ty 18 1an luot 1a: 51,2%
va 46,9%. Cac san phu chu yéu cu ngu tai cac
tinh khac (55,4%) con lai dén tir Thanh phd
Hd Chi Minh (44,6%). Da sb san phu c6 trinh
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d6 hoc van tir phd thong trung hoc (95%)
va c6 cac nghé nghiép khac nhau (73,1%).
C6 91,2% san phu st dung dich vu sinh tu
nguyén, trong do ty 1¢ san phu Iya chon sinh
md chiém 61,5%, c6 thoi gian nam vién duéi
4 ngay chiém 55%.
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Bang 2. Piém trung binh chit lwgng dich vu theo thang do SERPERF (n=260)

Panh gia
Noi dung Diém trung  Pj léch
binh (TB) chuan (SD)
Khia canh tin tuéng 4,23 0,53
NVYT c6 thyc hién dting nhirng tu vén, cam két khi thyuc hién céc dich 420 0.55
vu sau sinh ’ ’
Chuyén mén ciia NVYT c6 tao sy yén tim trong cham soc, diéu tri tai
. e, 4,38 0,53
khoa San ndi tra
NVYT tu van gidi thich tan tinh, chinh xac vé tinh trang suc khoe cua
\ . . 4,36 0,55
San phu ndi tra sau sinh.
NVBV nhan ra dang nhu cau cua San phu ndi tra ngay khi nhap vién 414 0.64
va trong qué trinh nam vién ’ ’
HO so xuét vién cua San phu ndi tra dugc cung cép déy du, chinh xac.
A o e AR 4,23 0,53
Thong tin ciia San phu ndi tri dugc bao mat
Khia canh dap ung 4,36 0,48
Thoi gian cung cdp DV dugc thong tin ddy du, chinh xac dén San phunditra. 4,34 0,52
NVYT c6 mit ngay lap tirc trong trudng hop khin cp 4,35 0,48
NVYT lubn dap tng nhanh nhiing yéu cu can thiét theo mong mubn
. ax e 4,42 0,52
cua San phu ndi tr.
San phuy ndi tri cd thé lién lac trao doi thong tin véi NVYT mdt cach dé dang 4,43 0,51
Khia canh dam bao 4,33 0,53
San phu ndi trd nhan dugc sy ton trong tr NVYT 4,35 0,54
San phu ngi tri nhan dugc thong tin vé chan doan chinh xac va két qua
A 4,36 0,56
dicu tri, cham soc kip thoi.
Nhirng than phién ctia San phu néi tra dwoc giai quyét kip thoi 4,30 0,59
NVYT cé du kién thire chuyén mon dé giai dap tat ca cu hoi lién quan
£ L A n e, LS, e 4,33 0,56
dén qua trinh di€u tri va cham soc cua San phu ndi tru.
Khia canh cam thong 4,28 0,45
NVYT thé hién su quan tam dén tirng San phuy noi tri. 4.36 0.56
Thoi gian diéu tri va chim so6c cia NVYT thuén tién va phu hop voi 419 0.67

nhu ciu cta San phu ndi tra.
NVYT hiéu duge nhu cau dic biét, va nhiing kho khin cua San phunditra. 4,25 0,59
NVYT quan tim, ling nghe va giai quyét kip thoi nhimng lo ling va

thic méic tir San phu ndi tra. 4,36 0,56
NVYT luén mong mudn San phu ndi tra duoc an toan va khoe manh 4,27 0,57
Khia canh hiru hinh 4,12 0,60
Trang thiét bi thim kham, diéu tri va cham soc ddy du, hién dai 4,12 0,60
Moi truong BV an toan sach s€, phong bénh thoang mat, tién nghi, gon gang 3,88 0,79
Bién bao chi din trong BV/khoa phong dé& nhin va dé hiéu 4,07 0,66
Trang phuc nhan vién gon gang, lich su 4,29 0,57

Piém trung binh chit lwong dich vu 4,27 0,18
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Bang 2 cho thdy ca 5 khia canh do ludng
CLDV kham bénh, chira bénh tai khoa San
ndi tra, nguoi bénh déu danh gia dat vé chat
luong voi diém trung binh timg khia canh
trén 4,0 diém. Trong 5 khia canh, Khia dap
tng cé diém trung binh cao nhit 13 4,36
diém, sau d6 dén Khia canh dim bdo, Khia
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canh cam thong va Khia canh tin twong cé
diém trung binh 1an luot 13 4,33; 4,28 va 4,23.
Khia canh c¢6 diém thap nhat 1a Khia canh
hitu hinh, diém trung binh 12 4,12.

Piém trung binh CLDV diéu tri noi tru tai
Khoa San néi tra BVQT Hanh Phuc 1a 4,27
trén thang diém 5, d6 1éch chuén 0,18.

Biang 3. Moi lién quan giira yéu t6 diic diém san phu véi chit lwong dich vu chung

Chit hrgng dich vu chung

Pic diém sian phu

N (%) PTB+PLC p
Tudi
18-30 133 (51,20) 4,26+0,16
31-40 122 (46,90) 4,29+0,19 p=0,156
> 40 5(1,90) 3,92+0,07
Pia chi
Thanh phé H Chi Minh. 116 (44,60) 4,30+0,13 —0.014
Tinh thanh khac. 144 (55,40) 4,24+0,22 P~
Trinh d hoc van
Duéi PTTH 13 (5,0) 4,27+0,39 0.807
Tir PTTH tré 1én 247 (95,0) 4.27+0,19 P~
Nghé nghiép
Nhan vién van phong 70 (26,90) 4,384+0,06 ~0.001
Khéc 190 (73,10) 4.23+0,19 P=%
Phuong phap sinh
Sinh thuong. 100 (38,50) 4,35+0,08 —0.001
Sinh mb 160 (61,50) 4,20+0,22 P=%
Pic diém lan sinh nay
Sinh theo yéu cau 107 (41,20) 4,3340,11 —0.001
Sinh khéng theo yéu ciu 153 (58,80) 4,23+0,22 P=%
Pic diém thanh toan
BHYT 23 (8,80) 4,31+0,07 —0.012
Tu nguyén 237 (91,20) 4,27+0,19 P=%
Thoi gian nam vién
> 4 ngay 117 (45,0) 4,29+0,13 —0.024
<4 ngay 143 (55,0) 4254021 P=%
S6 1an sinh tai BVQT Hanh Phic
Lan dau 131 (50,40) 4,27+0,16 0713
Trén 1 lan 128 (49,60) 4,28+0,21 P~
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Bang 3 cho thay nghién ctu tim dugc mdi
lién quan c6 y nghia thong ké gitra diém trung
binh chét lugng dich vu véi dia chi, nghé
nghiép, phuong phép sinh, dic diém lan sinh,
dic diém thanh toan va thoi gian nam vién
cua nhom san phu cu thé:

Nhom San phy ndi tra dén tir cac tinh thanh
khéc c6 diém danh gia CLDV trung binh thip
hon nhém San phu dén tir Thanh phé HO Chi
Minh 0,06 diém voi p=0,014. San phu noi tri
sinh tai BVQT Hanh Phiic da s6 c6 nghé nghiép
khéc nhau danh gia chat lugng dich vu trung
binh thép hon nhom San phu c6 nghé nghiép 1a
nhén vién van phong 0,15 diém véi p <0,001.
San phu ndi tra thudc nhém sinh thuong danh
gia CLDV cao hon nhém San phu sinh mb 0,13
diém véi p <0,001. Nhom San phu ndi tri chon
phuong phap sinh khong theo yéu cau danh gia
chit lugng dich vu trung binh thdp hon nhém
San phu chon phuong phap sinh theo yéu cau
0,1 diém v6i p <0,001. Nhoém San phu sir dung
bao hiém y té c6 diém danh gia chat luong dich
vu trung binh cao hon nhém San phu thanh toan
vién phi tr nguyén 0,04 diém véi p =0,012.
Nhom San phu ndi trii ¢o sd ngdy nam vién
dudi 4 ngay danh gia chat luong dich vu trung
binh thép hon nhom san phu néi tri nam vién
trén 4 ngay 0,04 diém vai p =0,024.

Nghién ctru chua tim thiy mdi lién quan giita
diém trung binh CLDV véi cac dic diém coa
dbi twong nghién ctu nhu: nhom tudi, trinh
dd hoc van, sb 1an sinh tai BVQT Hanh Phuc
(p>0,05).

BAN LUAN

Chit lwong dich vu qua 5 khia canh

Piém trung binh vé chit lugng dich vu tai
BVQT Hanh Phiic c6 két qua 1a 4,27 thap hon
so v6i két qua nghién ctru cua tac gia Tran Ha
Diém 2019 tai bénh vién Phu San Mekong véi
diém trung binh 1a 4,34 (4). Khia canh dugc
khac hang danh gia cao nhét 14 khia canh dap
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g, dé cap dén cam nhan cia khac hang vé
viée dap g cac nhu cau vé dich vy dén KH,
¢6 diém trung binh 1 4,36 diém va khia canh
dam bao 4,33 diém thé hién vé trinh d6 chuyén
mdn, kha ning tmg xu, k¥ niang giao tiép cua
nhéan vién bénh vién déi v6i khac hang. Diém
trung binh cua 2 khia canh nay cao hon so voi
nghién ctru cia nhom tac gia Mesut Akdere,
Mehmet Top & Sabahattin Tekingunduz (2018)
duge thyc hién tai Bénh vién Thd Nhi Ky véi
diém trung binh 1an luot 1a: khia canh dap tung
dat 3,93 diém, khia canh d4m bao dat 3,90 diém
(5). Khia canh tin tuéng dugc san phu danh gia
vé chit luong dich vu tai khoa San néi trii c6
diém trung binh 4,23 diém. Két qua diém trung
binh nghién ctru cao hon so véi nghién ctiru cua
nhom tac gid Saeed Hosseini Teshnizi, Teamur
Aghamolaei, Kobra Kahnouji nam 2018 tai
Iran véi khia canh tin tuong c6 diém trung binh
chi dat 3,77 diém (6). Khia canh cam thong thé
hi¢n cam nhan cua san phu Ve su quan tam, sy
ling nghe va dong cam ciia NVYT véi san phu
danh gia & mic diém trung binh 4,28 diém. Két
qua nay cling cao hon so nghién curu tac gia
Nguyén Minh Béng v6i chat luong dich vu tai
bénh vién Nhan Déan Gia Dinh véi diém trung
binh 1an luot 13 3,9 diém dén 4,1 diém (7). Khia
canh hitu hinh duoc san phu danh gia diém thap
nhét v6i diém trung binh dat 4,12 diém. Khia
canh hiru hinh ¢6 diém trung binh thip hon so
véi nghién cuiru cua tac gia Pham Hoang Danh
trong nghién cuu chét luong diéu tri khoa noi
tri tai bénh vién Quéan dan Y Dong Thap véi
diém sb lan luot 4,22 diém dén 4,35 diém (8).
Céc nghién ciru c6 diém trung binh khac nhau
do diéu kién dia Iy va dbi tuong nghién ctru c6
nhiing cdm nhan khac nhau vé chit lugng dich
vu & timg khu vuc. D6i véi BVQT Hanh Phiic
két qua danh gia chat lugng dich vu tot 1 hoan
toan phu hop véi BVQT da nhan chiung chi
JCI, véi d6i ngiit NVYT duogc dao tao bai ban
vé chuyén mén ciing nhu ki nang giao tiép, k¥
nang giai quyét van dé. Tuy nhién hién tai BV
con gap phai mot s6 van dé: BV da di vao hoat
dong trén 10 nam co sé vat chét da cii va xuéng
cép, bang biéu chi din da bi mod va khong day
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dua, van dé giao tiép cua mdt nhom nhdé nhan
vién chua than thién.

Cic yéu td lién quan dén chit lwong dich vu

Nghién ctru chi ra San phy ndi tra dén tir cac
tinh thanh khac c¢6 diém danh gia cht luong
dich vu trung binh thdp hon nhém San phy
dén tir Thanh phé H6 Chi Minh. Piéu nay la
hop 1y do khoa San néi tra chua day du tién
ich dé hd trg san phu nhu chwa ¢ xe dua san
phu xudt vién vé nha, chwa hd trg cac bita in
theo nhu cau, chua c6 chd nghi ngoi cho gia
dinh ¢6 nhiéu ngudi than mong mudn & lai
cung san phuy trong qua trinh nam vién.

San phu ndi tra tai khoa San da s6 co nghé
nghiép khac nhau danh gia chit luong dich
vu trung binh thdp hon nhém San phu c6 nghé
nghiép 14 nhan vién van phong, diém nay phu
hop véi thyc té tai BV do San phy da sb 1a
doanh nhan, 1a chii dau tu tir cac cong ty, 14
Béc si, k¥ su va c¢6 nhitng San phu lam vi¢e
tai nuéc ngoai. San phu sau sinh van tiép tuc
lam viéc va tiép khach tai phong bénh. Do do,
San phu mong mudn khoa San cua BV can
co dz‘iy du tién ich nham hd trg cho san phu
va gia dinh trong qua trinh nam vién. Hién tai
dich vu cua khoa San chua dap ung dugc nhu
cAu cua tit ca San phu noi tru.

Nhom san phu sinh thuong danh gia diém
trung binh vé& chit luong dich vu cao hon
nhom sinh md 1a do San phu sinh thuong sé it
dau vét thuong, van dong dé dang hon va chi
phi cho qué trinh nam vién thap hon.

Nhoém San phu ndi trti chon phuong phéap sinh
khong theo yéu cau c6 diém danh gid trung
binh vé chit lwong dich vu thap hon nhém
San phu chon phuong phép sinh theo yéu
cau. Tai BVQT Hanh phuc, nhiéu san phu lya
chon Bac si theo ddi va hd trg khi sinh, hodc
dugc chon gio sinh mo. Pong thoi, BS va ho
sinh tai BV lu6n c6 mat va dong hanh cung
san phu va gia dinh san phu trong sudt qua
trinh vuot can, gitip san phu rat yén tam.
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San phuy noi trd chon dich vu sinh tai bénh
vién, da s 1a san phu chon phwong thirc thanh
toan chi phi tu nguyén, do phai chi trd khoan
chi phi 16n dé st dung dich vy, nén nhom San
phu cung nguoi than cua ho mong mudn dich
vu phdi hoan hdo, phai dap tng dugc ky vong
cua san phu va phai xtimg dang vadi khoan chi
phi can phai thanh toan. Trong thuc té khi sir
dung dich vu tai khoa San ngi trt, san phuy va
nguoi than chua cam nhan chét luong dich
nhu mong mudn ctia ho. Do d6, trong nghién
ctru cho thiy nhém san phu 6 chi tra vién phi
tu nguyén c6 diém danh gia chat luong dich
vu thap hon nhom san phu ¢6 BHYT.

Nhom San phu c6 thoi gian nam vién trén 4
ngdy c6 diém danh gia chat lugng cao hon
nhom San phu nam vién nho hon hodc béng
4 ngay. Diéu nay phi hop vdi tinh hinh thyc
té tai BV, do nhém SPNT c6 thoi gian nam
vién dai ngay, ho yén tdm hon khi dugc BS
tham kham hang ngay. San phu va than nhan
¢6 nhiéu thoi gian tham gia cac 16p hoc dugc
BV va khoa phong t6 chirc nhu 16p cham séc
san phu sau sinh, 16p tam bé, 16p dinh dudng
cho me va bé...Gilp San phu tu tin hon khi
cham soc tré sau khi xuét vién.

Han ché nghién ciru: Nghién ctru nay chi dugc
thyc hién danh gia CLDV qua cam nhén ctiia San
phu tai khoa San ndi tra BVQT Hanh Phuc, nén
két qua nay khong dai dién cho ca bénh vién,
cling nhu cac khoa San cua bénh vién khac.

KET LUAN

Chét lugng dich vu tai khoa San ndi trit dugc
san phy danh gia ¢ mirc tot voi diém trung
binh chung dat 4,27+0,18 diém. Piém trung
binh céc khia canh trong nghién ciru: diém
trung binh khia canh tin tuéng dat 4,23+0,53;
khia canh dap ung dat 4,36+0,48 diém; khia
canh dam bao dat 4,33+0,55 diém; khia canh
cam thong dat 4,28+0,45 diém; khia canh hiru
hinh dat dat 4,12+0,60 diém. Ti 1& san phu
danh gia cao nhat 1a khia canh dap tng dat
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100%; Khia canh dam bao va cam thong dugc
san phu danh gid kha cao dat 95% - 96%;
Khia canh tin tudng dugc 93% san phu danh
gi4 cao; San phu danh gia thap nhét 1a khia
canh htru hinh dat 81%.

Nghién ciru im dwoc méi lién quan c6 ¥ nghia
thong ké gitta diém trung binh chung vé chat
luong dich vu véi dia chi, nghé nghiép, phuong
phap sinh, dic diém 1an sinh, dic diém thanh
toan, va thoi gian nam vién (p<0,05).

Khuyén nghi: Dé nang cao chit luong dich
vu trong cham soc diéu tri va cung cip cac
dich vu lién quan Bénh vién can tang cudng
kiém tra, cai tao co s& vat chat va hé théng
chi dan, t6 chtre cac 16p hoc nang cao k¥ ning
giao tiép cho nhan vién hang nim
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ABSTRACT

Objectives: Describeservice quality and analyze some factors associated service quality at the
inpatient obstetrics department of Hanh Phuc International Hospital, Binh Duong province in
2022. Method: An analytical cross-sectional study was performed on 260 customers registered
to give birth at the obstetrics department, using service quality assessment checklists. Results:
Service quality at the inpatient obstetrics department of Hanh Phuc International Hospital in
2022 was rated as good by customers with an overall average score of 4.27+0.18 points. The
average point of trust aspect is 4.23+0.53; response aspect reached 4.36+0.48 points; assurance
aspect reached 4.33+0.55 points; empathy aspect reached 4.28+0.45 points; tangible aspects
achieved 4.12+0.60 points. Several statistically significant factors: the study determined a
statistically significant relationship between the overall mean score of service quality with
address, occupation, birth method, birth characteristics, payment characteristics, and hospital
stay (p<0.05). Conclusion: The inpatient service at the Obstetrics Department was positively
evaluated by patients; however, to further enhance service quality, it is recommended that the
department strengthen infrastructure maintenance and wayfinding systems, improve the care
environment through the addition of greenery, and implement regular staff training programs to
enhance communication skills.

Keywords: Service quality, inpatient, obstetrics, Hanh Phuc International Hospital.
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