Tap chi Khoa hoc Nghién citu Sikc khde va Phat trién (Tap 05, S6 01-2021)
Journal of Health and Development Studies (Vol.05, No.01-2021)

BAI BAO NGHIEN CUU GOC
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(T(')M TAT A
Muc tiéu: Danh gia thoi gian quy trinh va sy hai long nguoi bénh véi dich vu kham chita bénh ngoai
tra ¢c6 BHYT va PBanh gia hi¢u qua cua viéc cai tién bang mé hinh LSS vao mdt s6 budce trong quy trinh
khao sat.

Phwong phap nghién ciu: Nghién ctru tng dung Lean Six Sigma tién hanh qua 5 budc: Xéac dinh-Po
ludng-Phan tich-Cai thién-Kiém soat tir thang 3/2017-6/2017 tai quy trinh kham chita bénh ngoai tra c6
BHYT tai mot s& Bénh vién TP HCM. S4 liéu khao sat trén 166 ngudi bénh ngoai tra c6 thé BHYT qua
phong vén truc tiép giai doan trude, sau cai tién va thuc hién phong van sdu nhom chuyén gia (10 nhan
vién y t&).

Két qua: Xac dinh va dé xudt giai phap cho 32 nguyén nhan gy ra cic hoat dong khong hiéu qua trong
2 quy trinh khao sat. Muc ti€u cai thi¢n thoi gian cta hai quy trinh khao sat va sy hai long ngudi bénh
12 20%. Sau cai tién, thoi gian quy trinh ding ky thu tuc kham chita bénh mong doi (<40 phit) cai thién
13,8%, thoi gian quy trinh cép phat thude mong doi (<20 phit) cai thién 22,9% va murc d hai long cia
nguoi bénh cai thién 11,5%.

Két ludn va khuyén nghi: M6 hinh Lean Six Sigma dugc danh gid 1a tim ra cac nguyén nhan gc ré cho
cac hoat dong khong dem lai hiéu qua trong chudi quy trinh hoat dong.

Tir khoa: Lean, quy trinh kham chita bénh ngogi tru
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PAT VAN PE

Hién nay, bénh vién va cac nha cung cép dich
vuy t& gap kha nhiéu kho khin dé dap nhu cau
kham chita bénh ngay cang gia tang. Thuc té,
chi phi cho cac van dé vé chiam soc stic khoe
cta nguoi dan dang c6 xu hudng ngay cang tang
nhung gia tri nhan dugc, trong mdt vai truong
hop lai khong tuong xtmg (1). Hau hét cac giai
phap & thoi diém hién tai méi chi tap trung vao
niang luc chuyén mon, co so ha tang va chua
tap trung vao van dé hiéu qua trong quan ly.
M0 hinh Lean Six Sigma (LSS) da dugc chirng
minh kha hiéu qua trong quan 1y voi nhiéu to
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chirc va cac bénh vién (2-5). Ttr nhiing vai tro
tich cuc ctia phuong phap nay trong qua trinh
cai tién quy trinh, nang cao chat lugng kham
chira bénh, tang sy hai long cua nguoi bénh,
nghién ctru tng dung Lean Six Sigma cho quy
trinh kham chira bénh ngoai tra c6 BHYT duoc
thuc hién tai mot s bénh vién Thanh phé Hb
Chi Minh. Muyc ti€u ctia nghién ctru 1a (1) DPanh
gia thyuc trang chét luong dich vu khadm chira
bénh ngoai trd ¢c6 BHYT (thoi gian quy trinh
kham chira bénh, sy hai long nguoi bénh); (2)
Panh gia hiéu qua ctia viéc cai tién bang mo
hinh LSS vao mdt s6 budc trong quy trinh kham
chira bénh ngoai tra c6 BHYT.

Nedy nhdn bai: 27/10/2020

Ngay phan bi¢n: 17/11/2020
Ngay dang bai: 20/02/2021
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PHUONG PHAP NGHIEN CUU

Phuong phap nghién ciu: Nghién ciou
dugc thyc hién theo 5 pha trong tién trinh
D.M.A.L.C.

Define (Xdc dinh): Xac dinh cac van dé trong
quy trinh kham chira bénh ngoai tri c6 BHYT
thong qua biéu 1é dy an, sau do tién hanh So dd
SIPOC dé tim nhing nhan té chinh tham gia
vao quy trinh bao gdm ngudn cung (Supply),
dir liéu dau vao (Input), quy trinh mudn cai
tién (Process), két qua dau ra (Output) va
khéach hang ctua quy trinh (Customer).

Measure (Po Iwong): Nghién cliru mé ta cit
ngang, tién hanh thu thap cac thong sb vé thoi
gian dang ky thi tuc kham chita bénh va cap
phat thudc, mirc d6 hai long cua ngudi bénh
bang phat phiéu khao sat voi 166 ngudi bénh
ngoai tri ¢c6 BHYT c¢6 do tudi tir 21-54 tudi
bao gém cac thong tin: (1) ho va tén, (2) nim
sinh, (3) gi6i tinh, (4) dia chi sinh sbng, (5) s6
dién thoai lién h¢, (6) thoi gian kham dang ky
chita bénh, (7) thoi gian cho 1anh thude thyc té
- thoi gian mong doi, (8) danh gid mtrc do hai
10ng véi quy trinh cap phét thude tai bénh vién
theo ndm murc do: rat hai 1ong, hai 1ong va tam
hai 10ng, khong hai 10ng va rat khong hai 1ong.

Pia diém va thoi gian nghién ciru: Nghién
ctru dugc thyc hién tai Bénh vién Ung Budu
(Thanh phé H6 Chi Minh) va Bénh vién Quan
Thu DPuc tir thang 3/2017 dén 6/2017.
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Poi twong nghién ciru

Pbi tuong nghién ctru: Quy trinh kham chira
bénh ngoai trt c6 BHYT tai bénh vién.

Déi tugng khao sat: Nhan vién y té va nguoi
bénh ngoai trtt c6 BHYT tai bénh vién.

C& mau theo cong thirc:

N

D=1 N*e)

Trong do:
n: s nguoi bénh ngoai tra c6 BHYT

N: s luong tong thé (udc tinh 900 ngudi
bénh ngoai trt BHYT)

e: sai sb hé théng, léy e=0,07.

Analyze (Phan tich): St dung Phuong phap
nhém chuyén gia gdm Pong ndo va 5 Whys
dé duoc bang tong hop cac nguyén nhan gbc
1&, tién hanh khao sat 10 nhéan vién y té voi 2
cau hoi cung thang do Likert (Diém tir 1 — 5).
Dua vao 2 cau hoi trén, thiét 1ap ma trén theo
tan suit va mac do nghiém trong, gidi han
khoang gié tri cho 3 murc d6 dé c6 hudng giai
quyét thich hop (Phu lyc 1). Trong d6 nguyén
nhan muc d6 1 (tir 15-25) can loai bo khoi
quy trinh, mac do 2 (tr 4-12) can cai tién,
muc do 3 (tir 1-3) khong can xu 1y. Sau do,
Mo hinh xuong c4 duoc sir dung dé phan tich
nguyén nhan. Tir cac két qua, néu ra cac van
dé can tap trung & cac budc tiép theo.

Hinh 1. Ma trin theo tin suit va mirc dd nghiém trong
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Trong do:
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Mirc d6 1: Nhan (can co bién phap loai bo khoi quy trinh)

Mirc @6 2: Nhan (can c¢6 bién phap khic phuc, cai tién)

Improve (Cdi thign): Dé xuat cac giai phap
khic phuc nhitng hoat dong khong hi¢u qua
trong hai quy trinh khao sat da xac dinh ¢ cac
budc trén qua tu duy Lean. Ngoai ra, khong
ngumg cai thién va toi vu hoa quy trinh thong
qua xay dung chuan hoa quy trinh va ap dung
58S tai khoa Duoc cua Bénh vién.

Control (Kiém sodr): Ap dung vong tron
PDCA — cong cu cai tién chat lugng lién tuc
bao gdm 1én ké hoach (Plan), thyc hién (Do),
danh gia (Check) va khic phuc, stra doi (Act)
(7). Lap bang ddi va ghi nhan cac s6 liéu dinh
ky. Pong thoi, do ludng lai cac két qua: thoi
gian dang ky thu tyc khdm chita bénh va céap
phat thudc, mic do hai long ciia ngudi bénh
sau cai tién d4nh gia hiéu qua vai trudc cai tién.

Pao dirc nghién ciru

Nghién ctu dugc thuc hién thong qua sy
dong ¥ cta ban lanh dao bénh vién va nguoi
tham gia khao sat, cam két bao mat thong tin
nguoi tham gia.

KET QUA

Xac dinh (Define)
Diéu I¢ ciia dw dn

Trude khi xac dinh Diéu 18 du an cua dy 4n,
khao sat quy trinh kham chita bénh ngoai tra
tai bénh vién, xét mot cach tong thé bao quat
gdm 8 giai doan chinh:

Giai doan T1: Pang ky thu tuc kham chira
bénh r6i dén quay thu ngan thanh toan.
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Muc d6 3: Loai (khong can xir 1)

Giai doan T2: Cho s tht tu rdi vao gap
bac si.

Giai doan T3: Bac si tham kham, chi dinh
cac xét nghiém cén 1am sang roi dén quay thu
ngan.

Giai doan T4: Sau thanh toan di chuyén dén
khu vuc xét nghiém can 1am sang.

Giai doan T5: Cho két qua xét nghiém can
1am sang roi quay lai gap bac si, chan doan,
ké don thudc.

Giai doan T6: Di chuyén dén quay thu ngan
thanh toan.

Giai doan T7: Di chuyén dén khu vuc kho 1é
duoc nhan thude.

Giai doan T8: Lanh thudc va ra vé.

Midc du bénh vién cling da c6 nhirng hoat
dong cai tién trong quy trinh khdm chira
bénh ngoai trd nhung sb lugng bénh nhan
kha dong trong diéu kién han ché vé nhan
luc y té, khong gian va giudng bénh dan dén
giam muc do hai long cua bénh nhan. Mbi
nguoi bénh c6 quy trinh kham chira bénh 1a
nhu nhau, nhung thoi gian toan bo quy trinh
la khong gidng nhau do tinh trang bénh 1y
khac nhau. Khao sat hai giai doan T1-T2 va
T7-T8 1a hai giai doan twong ddng gitta cac
nguoi bénh. Nghién ciru di dé xuat khao sat
hai giai doan T1-T2 va T7-T8 va muc d¢ hai
1ong ctia nguoi bénh vé thoi gian tong ciia ca
hai giai doan.

Nghién ctru thyc hién so sanh 2 giai doan
trudc can thiép (12/2016 — 02/2016) va sau
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can thi¢p (03/2017 - 06/2017) v6i cac muc  cap phat thude (<20 phut) cai thién 20%

tiéu cu thé: ye iy en s N
Cai thién sy hai long nguoi bénh 20%.
Thoi gian cho doi ciia bénh nhan giai doan dang winh I3 i i hia L o6 the 4
ky khém chita bénh (<40 phat) cai thién 209~ QUY trinh lam viee moi hicu qua, c6 the dp
dung & quy mo toan bénh vién va dugc 100%
Thoi gian chd doi cua bénh nhan giai doan  nhan vién nhat tri thuc hién.

: 3 1 a
Quay thu ngan Nguoi bénh

Ci ‘ " Khing Nop don thude 5 Nguss benh

Ky tén Nguti bénh

— Ding ky thong tin ;
Kiém tra thong tin ¢ Dugesi |
| Soan thude
Quay thu ngin

Duoesi 3 1 Kémtmli F Duoesid

‘ Phat thude S Durcil

- Lahthwée [T . ...
i Ngudi bénh
Phong bac s

Hinh 2. Quy trinh diing ky kham bénh giai doan T1-T2 va quy trinh hoat dong cap phat
thudc giai doan T7-T8.

Drge 5i 2

HiiREnE

So do SIPOC SIPOC dugc st dung dé phén tich cac nhan t6
) chinh tham gia vao quy trinh nham lya chon
Sau khi tim ra hai quy trinh d€ khao sat va  han t6 quan trong va ph hop cho buée do

cai tién thong qua Diéu 1€ cua dy an, so d6  luong va phan tich.
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Bang 1. So' @6 SIPOC phén tich cic nhén t6 chinh tham gia vio quy trinh kham chira
bénh ngoai tri c6 BHYT tai bénh vién

SIPOC cua quy trinh kham chira bénh

Ngudn cung cip Piu vao ciia Quy trinh muén Péiura ciia quy Khach hang caa
cua quy trinh quy trinh cai tién trinh quy trinh
A HO so, thong tin - Quy trinh dang ky Thong tin ngudi L
N h i Nguc h
guoi ben nguoi bénh kham chirta bénh  bénh guoi ben
. ; L3 trinh c4 : . ‘
Nhan vién y té Phan mém Qu}/ rmA 4P Pon thuoc Nhan vién y té
phat thude
Nha cung cép thube, Thu tuc ding ky Thudc, hoa chit,
hoa chit, vat tu y t¢  kham bénh vat tuy té
. \ . Thoi gi
Nha cung cap phan  Thudc, hoa . 1glan qlgy
N PR R trinh (bao gom
méem chat, vat tu y té . . .
ca thoi gian cho)
Lk Mtrc d6 hai long
ay tiép nha .
Quay tiep nhan cua nguodi bénh
Do lwong (Measure) bénh vé tong thoi gian hai giai doan T1-T2,
T7-T8. 100% phiéu thu sau thuc hién khao sat

Phong vén, phat phiéu khao sat bang cau hoi
cho 166 nguoi bénh ngoai tra ¢6 the BHYT
vé thoi gian va muac do hai long cia ngudi Pic diém ¢& miu khao sat

dé cho két qua hop 18.

Bang 2. Pic diém c& miu khao sat bénh nhian kham chira bénh ngoai tri ¢c6 BHYT

Phéan bo Pic diém Ty 18 (%)
Nam 428
Gidi tinh
Nir 57.2
Khoang tir 21 — 35 tudi 22,3
Nhom tudi tir 21-54 tudi Khoang tir 35 — 45 tudi 452
Trén 45 tudi 32,5
) Sinh sdng tai TP.HCM 19,3
Noi sinh song -
Pén tir noi khac 80,7
Nong dan 51,2
. Cong chuc 37,3
Nghé nghiép
Huu tri 9,6

Hoc sinh — sinh vién 1,8
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Lin 1

48,2

S6 1an diéu trj tai Bénh Lin 2

37,3

T 14n 3 tro di

14,5

Do lwong thoi gian nguwoi bénh ngoai tra
dang ky thu tuc kham chira bénh (T1-T2)
va thoi gian cip phat thude (T7-T8)
Po luong thoi gian trude cai tién ¢ hai giai
doan T1-T2 va T7-T8 véi 166 nguodi bénh
ngoai tra thu duoc két qua nhu Hinh 4.

Do mirc do hai long cia nguwdi bénh

béanh gida muc do hai long cua ngudi bénh
ngoai tra vé tong thoi gian hai giai doan T1-

[ CON NGUOT ] [ THIET BI ]

*Thaao
Chura dirge cap
nhat \lulyén man

*Thieu clhinén

Mo 1A tnrmg —

tac khong

hiéu quia

T2, T7-T8, két qua thu duoc mirc do hai long
va khong hai long cua ngudi bénh ngoai tra
chiém ty 1& 12 47,6% : 52,4%.

Phan tich (Analyze)
Phwong phap nhém chuyén gia

Xac dinh tong cong 32 nguyén nhan giy ra cc
hoat dong khong hiéu qua cho quy trinh kham chira
bénh, trong d6 muc dg 1 (9 nguyén nhan), mirc do
2 (23 nguyén nhan) va muirc d§ 3 (0 nguyén nhan).

[ PHUONG PHAP ]

Phin ligw Sap xép lon xén
bang tay

L3
A Sai 200 thy cong

iR \ r e N'gm':"i hénh
Thieu ) Chuyén dén tir : Xe day bi b k¥ tén e s
k¥ ning : A b6 phan khic v Khéng viin s chin giao tre p”
Chuyen den tir . Mangeham - g s I inioc et
b phan khac Mat 3 Y elinvén thiog 13 G
’ pB.mh 1- — e, |, K1 i Khong chia viée Khing R ?f
] thbag ™4 A a5 tmbe cu the kibmis oo dn
YThi e khoe 4_. un ) Cong YO cho de . o
7 —— oy " - HOAT DPONG
Ap lue, khoi lirgmg mém héu frinfi ign Khoi hrong viéc Thire hién sai N
céng vide nhidu xol gy Gkt KHONG
o
i i T - May dieu hoa .-
*Ouy trinh  Quanhien Nhigt dd . DEM LAI
= bang thong tin ‘. 3 Iny himg
(en Mubgg VISR VAR do am 3 ~ =
fré I \ £ . =y 3
Khong  Khong phu A HIEU QUA
e ! bid) Mat dién
thiide - ' Khing ca ban '\‘I" 1 hop &
Ehé doe T lurimg din :“ Thidu théne ti Ngirivi bénh
Ll Bi bién dang ¥ II-NI wvieén bar " J&[l_ liL-i\l 3‘. ng .1‘“ qua dang \'nl “261
Ay N s0 do bénh vién e
.._rf_ So db ndm vi O—L,_ chir
3 trd kbt i Ciip dién Didy kidn khong du
FR S " i =
Bé gan nhau miat 1\|]0I1_I_! bénh vién cho

[ VAT LIEU ] [ THONG TIN |

Hinh 3. M6 hinh xwong ca phan tich nguyén nhan khong dem lai hi¢u

Tir cac két qua va gidi han cta nghién ci,
dé xuat tién hanh giai quyét khoang 10 van
dé tap trung & muc d6 1 va 2, & ba nhom
nguyén nhan 16n 1a phuong phép hoat dong,
con ngudi va thong tin hd tro ngudi bénh.Cai
thién (Improve)

Thong tin hé tro nguwoi bénh

du anh
sang

A 3
Co sd vat chat

xudng cip Cac hoat dong thire

ai tien trong nghién cin

[ MOI TRUONG ] ‘

>

qua

D¢ xuét thém hai nhan vién dugc dao tao
vé toan bd cac thu tuc, quy trinh dang ky
kham chita bénh dé dimg ban hudéng dan,
hd trg va cung cp cac thong tin can thiét
cho nguoi bénh.

Gian luge bot cac bang bién, gidy to thong tin
thuc sy khong can thiét trén tuong bénh vién.
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Trwong Van Dat va cong su
Phan cong nhi¢m vu cu thé cho tung nhan
vién, theo doi thuc hién.

Phwong phdp hoat dong

Pé xuét thay doi phuong phap hoat dong
bang cach ap dung mé hinh két hop 5S-TQM-

s
Khu vue thuoc |

Khu vire thuoe 2

[ Sanh cho cua nguai bénh ]
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PDCA d6i véi thude, vat tu va nhan vién y
té trong khoa Duoc. Dong thoi, d& xuit quy
trinh hoat dong

moi tai khu vuc cap phat thudc trong khoa

Duoc bénh vién.

|

[ Sanh ché cua ngirai bénh }

Sau cdi tien

Hinh 4. Quy trinh cip phat tai khoa Dwoc truéc va dé xuit sau cai tién

Con nguoi

Pé xudt cac giai phap va theo doi dinh ky viéc
thuc hién dé c6 ké hoach thuong phat nham
khuyén khich tap thé tao thoi quen tbt trong
cong viéc. Dong thoi, ting cuong cong tac
dao tao cho tirng phong ban, tdi wu héa hiéu
qua st dung bang ghi chd, chuan hoa quy
trinh bang SOP trong mdt s6 hoat dong.

Kiém soat (Control)

Ap dung vong tron PDCA, kiém tra, thu thap
két qua, danh gia viéc thuc hién va hiéu qua
clia quy trinh sau cai tién.

K¢ét qua thuce hién tai khoa Duoc

Ctr mgt dai dién tham gia cac budi hoc vé
phuong phap 5S trong bénh vién. Sau d6 vé
pho bién, dio tao cho cac nhan vién y té khac
trong khoa mdi hai tudn mot lan.

Tién hanh 1én ké hoach, thyc hién trién khai
ké hoach 5S trong by phan khoa Duogc, cir
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mot cd nhan phy trach quan Iy mot bo phan,
theo doi, ghi chu viéc thyc hién va danh gia
theo tudn. Ghi nhan wu nhuoc diém, dé xuat
hudng khic phuc cho phu hop véi diéu kién
cua khoa.

Ban hanh 20 SOP quy trinh thao tac chuin
cho cac hoat dong, quy trinh thuc hién tai
khoa Duorc.

Tai khoa Duogc, 5S dugec trién khai thuc hién
tai moi phong ban khac nhau.

Sang loc: Trudc va sau mdi ngay lam viéc,
tat ca nhan vién danh 30 phat dé phan loai vat
dung can thiét va khong can thiét, thir khong
can thiét s& bi loai bd. Thao tac ky tén cua
nguoi bénh duoc loai bé khéi quy trinh, do
da ¢ con diu.

Sap xép: Sip xép thudc theo nhém tac dung
dugc ly, trong mot nhom dé theo thu tir
alphabet, sép thude 1én ké hay ¢ khu vuc phan
1é thude co vat ngian cach hay hop dung riéng,
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duoc dan nhan in béng may tinh, loai bo tinh
trang viét bang but 1ong dau.

Sach sé: Tao thoi quen cho nhan vién v¢€ sinh
khu vuc lam viéc trudc va sau moi gio lam
viéc.

Sidn séc: Tai mdi phong chic ning trong
khoa Duogc, mot nhan vién 5S s€ chiu trach
nhiém nhic nho, ghi nhan viéc thuc hién ctuia
cac nhan vién con lai vé viéc tuan thu thuc
hién 5S ban quan ly dua ra.

(@) Giai doan T1-T2
45

40
35
30
25
20
15
10
05
00

> 80 phut

60-80 phut

# Trudc cal tién

Giai doan T7-T8

> 40 pht

30-40 phut

# Trudce cai tien

40-60 phut

45,2%

20-30 phut

Tap chi Khoa hoc Nghién citu Sikc khde va Phat trién (Tap 05, S6 01-2021)
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Sin sang: Nhan vién 5S tai mdi phong sé
bao cdo tién do thyuc hién phong minh dinh
ky hang tuan cho nhan vién phu trach 5S toan
khoa Dugc, danh gia két qua dat dugc so voi
muc tiéu dé ra, diéu chinh nhitng kho khan,
can trd, dua ra hudng thyc hi¢n cho tuan tiép
theo.

Do ludong thoi gian dang ky thu tuc kham
bénh (T1-T2), thoi gian cip phat thudc
(T7-T8) sau cai tién va mirc d9 hai long ciia
ngwoi bénh

20-40 phit <20 phat

# Sau cai tién

10-20 phut <10 pht

# Sau cal tién
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33,1

12,1

long

# Trudc cai tién

RAt khong hai Khong hai long  Tam hai long

Hai long Rét hai long

= Sau cai tien

Biéu dd 1. Sy thay ddi ty 1¢ % phan bd thoi gian giai doan T1-T2, T7-T8 truwéc va sau cai
tién (a) va su thay doi ty 18 % mirc d hai long ciia nguoi bénh sau cai tién (b).

BAN LUAN

Két qua vé thoi gian trong hai quy trinh khao
sat sau cai tién co nhitng thay d6i mang tinh
tich cuc va y nghia trong viéc nang cao chat
lugng dich vu tai bénh vién, gop phén lam
taing sy hai long ngudi bénh. Két qua ciling
dong thoi mo ra hudng nghién ciu trong
twong lai vé ung dung Lean Six Sigma trong
quan 1y chat lugng bénh vién, do trén thuc
té s6 nghién ctu tng dung Lean Six Sigma
trong quy trinh kham chita bénh & Vi¢t Nam
kha hiém.

Trong quy trinh dang ky kham chira bénh,
khoang thoi gian cho doi ciia ngudi bénh (<40
phut) cai thién 13,8%, chua dat mirc muc tiéu
dit ra 12 20%. Nguyén nhan dan dén chua dat
muc tiéu nam & 3 nguyén nhan chinh. Thu
nhit nghién ctru chi mai tién hanh cai tién 10
nguyén nhan trong tong sd 32 nguyén nhan
da tim ra, chua giai quyét tin gbc cua van dé
va chi méi tién hanh & 2 trong 8 giai doan
ctia quy trinh. Thir hai 13 sau dé xuat cai tién,
thoi quen lam viéc theo quy trinh trudc cai
tién dé dién ra thuong xuyén, can tai danh gia,
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thuong xuyén giam sat, theo doi cac ndi dung
dinh ki. Thir ba, nguyén nhan do phia khach
quan nhu qua tai bénh nhan dén kham trong
ngay hom do, didu nay dit ra bai toan bénh
vién khong chi cai thién trong quy trinh lam
viéc ma can Gng dung cong nghé thong tin
trong dat lich kham. Tt do giip bénh nhan
tiét kiém thoi gian cho va bénh vién kiém soat
duogc sd luot bénh nhan dén kham trong ngay
phtt hop nguon Iyc bénh vién, gia ting su hai
long bénh nhan.

Pbi voi quy trinh cap phat thude, thoi gian
chd doi cua nguoi bénh (<20 phut) cai thién
22,9%, dat muc tiéu dé ra 12 20%. Két qua dat
duogc giai doan nay chu yéu nhd vao cai tién
khu vuc cap phat thudc va ap dung phuong
phap 5S. Quy trinh hoat dong cip phat thude
c6 BHYT trude cai tién ¢ hai khu vuc, tai
moi khu ciing con 16n xon 1am ting thoi gian
chd cho ngudi bénh. Quy trinh hoat dong cip
phat sau cai tién 1a mot dong chay mét chiéu,
lién tuc, tiét kiém thoi gian va han ché sai sot
c¢6 thé xay ra. Nghién ctru tap trung cai tién
2 giai doan, thoi gian cho doicta ngudi bénh
trong dang ky kham chita bénh dat muc tiéu
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nhung chua dat muc tiéu giai doan cip phat
thudc, tong thoi gian khdm chira bénh vin
cao, diéu nay dan dén ti 1& phan tram hai long
nguoi bénh chi tdng 11,5% so vai trude cai
tién, chua dat muc tiéu dé ra.

Bén canh Lean six sigma, quan Iy chat luong
toan di¢n (Total Quality Management-
TQM) ciing 1a phuong phap thuong duoc
st dung. Voi su trong dong vé nguyén tic
va cong cu thyc hi¢n, Six Sigma dugc xem
1a sy ké thira cia TQM (8). Do d6, viéc
tich hop six sigma vao chuong trinh TQM
(néu hién c6 tai bénh vién) 1a dé dang. Tuy
nhién, TQM 4p dung hé théng chit luong
bao quat cho toan bd cac quy trinh hoat
dong cua to chtrc va doanh nghiép. Trong
khi do6, Lean six sigma tdp trung vao vi¢c
wu tién giai quyét nhitng van dé cy thé duoc
chon lua theo mirc dd wu tién c¢6 tinh chién
lugce cua to chire (9). Cac uu diém (hay yéu
t5) ma Six Sigma khac biét so vai TQM la:
thai d6 vé cac khiém khuyét, méi quan hé
voi khach hang, 1anh dao va van hoa kinh
doanh (10). Vi vay, viéc chi ap dung Lean
six sigma hodc tich hop lean six sigma va
TQM nham cai tién quy trinh kham chira
bénh tai bénh vién 1a phu hgp (2, 11). Han
ché cua nghién ctru 13 méi tap trung vao 2
giai doan trong toan bo quy trinh cap phat
thudc, giai quyét 10 nguyén nhan chinh trén
tong s6 32 nguyén nhan giy cac hoat dong
khong hiéu qua. Piéu d6 ddng nghia 1a van
con ton tai cac hoat dong khong hiéu qua
trong quy trinh, cin c6 nhitng nghién ciru
trong tuong lai voi toan bd quy trinh kham
chira bénh noi ri€ng va trén toan bénh vién
néi chung. Ngoai ra, can xay dung cic quy
trinh tai danh gia, giam sat theo doi toan bo
quy trinh dé duy tri, stra doi cac cai tién da
duoc 4p dung. Thuong xuyén tap huin céc
can bo dé duy tri hidu qua boi viée thanh
cong khi ap dung cai tién phu thudc nhiéu
vao ¥ chi quyét tim ctia ca nhan, to chirc.

Tap chi Khoa hoc Nghién citu Sikc khde va Phat trién (Tap 05, S6 01-2021)

Journal of Health and Development Studies (Vol.05, No.01-2021)

Dé xuit tiép tuc hoan chinh cac giai phap dé
dat muc tiéu dat ra, d@)ng thoi 1én ké hoach,
gidi phap, danh gia hi¢u qua cho cac nguyén
nhan con lai cua cd hai quy trinh. Ngoai ra,
can c6 nhimg nghién ciru cac hoat dong trong
quy trinh hoat dong bé&nh vién noéi chung va
quy trinh kham chira bénh ndi riéng.

KET LUAN

Két qua thu duoc da nhan nhiing thay d6i tich
cuc vé thoi gian & hai quy trinh khao sat 1a
dang ky thu tuc kham chita bénh cho nguoi
bénh ngoai tr va quy trinh cap phat thude. Ca
hai thoi gian quy trinh déu giam so véi trudc
khi thyc hién nghién ctru.

Quy trinh dang ky kham chita bénh: thoi gian
nguoi bénh mong mudn (<40 phit) cai thién
13,8%, chua muc tiéu l1a 20%.

Quy trinh cdp phat thuée: thoi gian chd doi
cua nguoi bénh (<20 phut) cai thién 22,9%,
dat muc ti€u dat ra.

Tir nhig thay doi tich cuc vé thoi gian, mirc do
hai long ctia nguoi bénh cling tang 11,5% so voi
trude cai tién song van chua dat muc tiéu.

Loi cdm on: Nhom tac gia xin chan thanh
cam on su hd tro ban 1anh dao, can bo cong
nhan vién khoa Dugc tai bénh vién thuc hién
nghién ctru. Pac biét 1a hon 160 nguoi bénh
tai cac khoa kham chira bénh ngoai tri c6 Bao
hiém y té 43 dong y tham gia khao sat va hop
tac trong sudt qua trinh thuc hién nghién ctu.
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Lean Six Sigma application for outpatient treatment process with health
insurance in Ho Chi Minh city hospitals

Truong Van Dat', Hua Thi Hong An', Le Dang Tu Nguyen', Nguyen Thi Hai Yen'
!University of Medicine and Pharmacy at Ho Chi Minh City

Objects: Evaluate the current state of the quality of insured outpatient services (clinical time,
patient satisfaction) and evaluate the effectiveness of the LSS improvement in some steps in
the process. Methods: Lean Six Sigma applied research is conducted through five steps: Define-
Measure-Analyze-Improve-Control from March 2017 to June 2017 in the outpatient care with
health insurance in some Ho Chi Minh city hospitals. A survey on 166 outpatients with health
insurance was conducted by direct interviews of pre- and post-admission and in consultation
with 10 health staff members. Result: 32 causes of ineffective activities were identified in
two screening procedures. Then corrective measures were suggested. The goal of improving
survey process timing and patient satisfaction is 20%. After improvements in the Lean Six
Sigma model, positive results on the timing of the two procedures were obtained, including
the expected length of the registration process (<40 minutes) was improved by 13.8%, the
expected length of dosage regimen (<20 minutes) was improved by 22.9%, and the satisfaction
level of patients was improved by 11.5%. Conclusion: The Lean Six Sigma model is valued for
identifying root causes for non-performance activities in the two above-mentioned screening
procedures. It is recommended to apply this model to other procedures and other departments
in the hospital, to propose remedies or eliminations from the process based on identified causes.

Keyword: Lean, process of outpatients treatment
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