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BAI BAO NGHIEN CU'U GOC

Chat luwgng dich vu kham bénh, chira bénh va mét s6 yéu t6 anh hwong tai
khoa kham bénh tai trung tim y té huyén Khanh Son, tinh Khanh Hoa
nam 2023

Tran Thi Ngoc Tinh", Nguyén Dtc Thanh?

/T(')M TAT )
Muc tiéu: M6 ta chét luong dich vu kham bénh, chita bénh (CLDV KCB) qua cam nhan cua nguoi bénh
va phan tich mot s0 yeu t6 anh hudng tai khoa Kham bénh tai Trung tdm Y t& huyén Khanh Son tinh
Khanh Hoa nam 2023.

Phwong phap nghién ctru: Nghién ciru cit ngang, dinh lwong két hop dinh tinh tai Trung tim Y té huyén
Khanh Son, Khanh Hoa tir thang 11/2022 dén 06/2023. Dinh luong str dung thang do SERVPERF. Pinh
tinh sir dung huéng dan phong van sau.

Két qua: Ty 1& nguoi bénh danh gia CLDV tdt dat 89,0%, cao nhét khia canh sy tin tuong (89,5%), thap
nhat khia canh su dam bao (84,5%), sy cam thong va sy hiru hinh déu dat 86,0%, su dap tng dat 87,0%.
Yéu t6 anh huong tich cuc dén CLDV: Ap dung cong nghé thong tin trong KCB; thai d9, giao tiép tmg
xur tot ctia nhan vién y t&; quy trinh KCB don gian va chinh sach dau tu cai tién chat lugng bénh vién;
Yéu t6 anh hudng tiéu cuc: Kinh phi dau tur han ché; co s¢ vat chit xudng cap, chat hep; thiéu may xét
nghiém mién dich; niang luc chuyén mén cua y bac sy chua cao; thiéu bac sy chuyén khoa; cong tac dao
tao; chinh sach ché do chua phu hop.

Két luan: Quan tam dau tu nang cép, mé rong khoa Kham bénh; trang bi may xét nghiém mién dich;
dao tao bac sy chuyén khoa ngoai, san, chuyén khoa 1é va siéu 4m; kiém tra, giam sat thuc hién quy trinh
KCB cua béc s¥; sép xép, bd tri nhan lyc, lich tap huén, dao tao hop 1y; stra déi quy ché chia thu nhéap
tang thém; dé xuét giai phap thuc thi cac ché do, chinh sach vé dac thu nghé, thu hat phu hop.

Tir khod: Chat lwong kham, chita bénh, chdt heong dich vu, Khanh Hoa.
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PAT VAN PE

Hién nay, chét lugng dich vy kham, chita
bénh (CLDV KCB) la méi quan tdm hang
dau cua cac co so y t& (CSYT) trén toan thé
giéi va Viét Nam. Viéc danh gia chinh xac
CLDV qua cam nhan cua nguoi bénh (NB)
va nhitng yéu t6 c6 anh hudng 16n ¢én CLDV
v cung quan trong va can thiét. Theo Cronin
va Taylor (1992) thi “CLDV dugc do luong
t6t nhat boi két qua qua trinh cung cip dich
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vu dya trén sp cam nhan cua khach hang”
goi la m6 hinh SERVPERF. Céng cu dugc
cac CSYT trén thé giGi va Viét Nam ap dung
nhu nghién ctru cua Mesut Akdere va cong su
(2018), Ng6 Thi Thu Huong (2022). CLDV
KCB duogc thé hién qua 05 khia canh: Sy dam
bao, su tin tudng, su cam thong, sy tin cay va
su hiru hinh (1,2). M6t s6 yéu té anh huong
dén CLDV KCB: Cung ce‘ip dich vy, CNTT,
CSVC&TTB y té, nhan luc, tai chinh, chinh
sach (3.4).
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Mac du dich bénh khong con nhung Trung
tam Y té (TTYT) huyén Khanh Son ¢6 s6 luot
KCB lién tuc giam. Co s& vat chat (CSVC)
chat hep, xuéng cép tram trong, trang thiét bi
(TTB) va ngudn nhan lyc chuyén khoa séu
thiéu. Pé gitp cho TTYT huyén Khanh Son
danh gia dugc CLDV KCB tai khoa Kham
bénh (KKB) TTYT nhu thé nao? (2) Nhiing
yéu t6 nao anh huong téi CLDV KCB noi
trén 1a gi? Tir d6 gitip lanh dao xdy dung ké
hoach cai thi¢n, nang cao CLBV, nang cao uy
tin, thu hut NB dén KCB trong thoi gian t6i.
Do do, nghién ctru duogc tién hanh v&i muc
tiéu: )M6 ta chat luong dich vu kham bénh,
chita bénh qua cdm nhén ctia nguoi bénh tai
khoa Khadm bénh tai TTYT huyén Khanh
Son, tinh Khanh Hoa ndm 2023. ii)Phan tich
mot s6 yéu t6 anh huong dén chat luong dich
vu kham bénh, chita bénh tai khoa Kham
bénh, TTYT huyén Khanh Son, tinh Khanh
Hoa ndm 2023.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: cit ngang, két hop ctru
dinh lugng va dinh tinh.

Thoi gian va dia diém nghién ciru: TTYT
huyén Khanh Son tir thang 11/2022 dén
6/2023.

Poi twgng nghién ciru: NB ngoai trii tir 18
tudi tré 1én dén KCB ngoai tra tai Khoa Kham
bénh tai TTYT huyén Khanh Son tinh Khanh
Hoa tir ngay 01/4/2023 dén 10/5/2023; Nhan
vién y t¢ (NVYT) lam viéc tai KKB, TTYT
huyén Khanh Son.

C& miu va phuong phap chon miu

Dinh lvong: Chon mau thuan tién 200 NB
ngoai tri da hoan tat thi tuc KCB ngoai trd tai
khoa Kham bénh TTYT huyén Khanh Son,
Khanh Hoa tir ngay 01/04/2023 dén ngay
10/5/2023.

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 07, S6 06-2023)
Journal of Health and Development Studies (Vol.07, No.06-2023)

Pinh tinh: 16 cudc phong van sau (PVS) (10
NB ngoai tra va 06 NVYT KKB: 01Trudéng
khoa, 01 diéu dudng truong khoa, 01 diéu
dudng tiép dén, 01 YBS kham bénh, 01 nhan
vién thu phi, 01 nhan vién phat thuc).

Cong thire tinh ¢& mau dinh lugng:

. p(1-p)
n= (1-a/) 42
Trong do: n: C& mau can nghién ctru

- a: Mtc y nghia thong ké
- Z: D tin cay.

Khi a = 0,05, d tin cay 95% thi khi d6 hé
sO tin cay Z= 1,96; p: Ty 1¢ ngudi bénh hai
1ong v6i chat lugng dich vu. p duoc 1ay theo
nghién ciru ciia tic gia Lé Tan Phung tai Bénh
vién Khanh Hoa (Van Ninh va Bénh vién
Cam Ranh) véi ty 1€ hai long nguoi bénh 1a
67,6%. Theo d6 p=0,676 (23); d: Khoang sai
léch cho phép giira ty 1& thu duoc tir mau va
ty 1& ctia quan thé.

Bién s6 nghién ciru chinh

Pinh lwong: Nhom bién sé dinh luong: dic
diém chung cua d6i twong nghién ctru (08 bién
s0), CLDV (22 bién sb): Su tin tuong (5 bién),

su dap ung (4 bién), su dam bao (4 bién), su
cam thong (5 bién), sy hiru hinh (4 bién).

Binh tinh: Nhom bién s6 vé& cic yéu td anh
huong CLDV KCB: cung cip dich vy; nhan luc;
CSVC&TTB; Tai chinh; CNTT; Chinh sach.

Quy trinh thu thép s6 liéu

Pinh lrong: didu tra vién tiép xuc NB dap
{ng tiéu chuan lya chon gidi thidu vé nghién
clru, x4c nhan dong ¥ tham gia va tién hanh
phong vén.

Dinh tinh: PVS lanh dao KKB, NVYT, NB.

Xir ly va phan tich s0 liéu: S6 liéu dinh luong
duoc nhép liéu bang Epidata 3.1 va phan tich
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bang SPSS 20 d tinh diém trung binh, do
léch chuin cua cac khia canh; s lugng, ty
1é phﬁn trdm cua cac muc cam nhan cua NB,
kiém dinh chi binh phuong (Chi-square) vé
mdi lién quan gitra yéu t6 nhan khiu cua dbi
tuong va CLDV. ii) Phong van sdu duoc ghi
am, g& bang, phan tich va trich dan.

Pao dirc trong nghién ctru: Nghién cuu
dugc Hoi dong Pao duc trong Nghién ciru

Tap chi Khoa hoc Nghién ciru Sire khée va Phat trién (Tap 07, S6 06-2023)

Journal of Health and Development Studies (Vol.07, No.06-2023)

Y Sinh hoc truong Pai hoc Y té Cong cong
thong qua theo quyét dinh sd 130/2023/
YTCC-HD3 ngay 22/3/2023, dya trén sy ty
nguyén va chip nhan hop tac tham gia ctia d6i
tuong nghién ctru.

KET QUA

Pic diém cia ddi twong

Bang 1. Pic diém chung ciia d6i twong nghién ctru

Pic diém Téan s Ty 1&
o Nam 82 41,0
Gidi tinh
Nt 118 59,0
18-44 118 59,0
Nhém tudi 45-60 51 25,5
>60 31 15,5
Tiéu hoc tré xudng 08 4,0
Cép pho thong co sé (THCS) 83 41,5
Trinh d¢ hoc vén Cép phé thong trung hoc 77 38,5
Trung cép 06 3,0
Cao ddng/dai hoc/Sau dai hoc 26 13,0
Nong dan 88 44,0
Cong nhan 18 9,0
Nghé nghiép Cong chtrc/vién chiic 20 20,0
Lao dong tu do, khac 58 29,0
Huu tri 16 8,0
A <4 tri¢u/thang 104 52,0
Thu nhép ca nhan — -
> 4 tricu/thang 96 48,0
L Thi trdn T6 Hap, xd Son Trung 106 53,0
Noi sinh song -
Khac 94 47,0
. i i BHYT 198 99,0
Hinh thirc thanh toan - -
Khoéng st dung BHYT 02 1,0
N o 1 lan 10 5,0
S0 1an Kham bénh ;
) >2 lan 190 95,0

DPbi tuong nghién citu nit cao hon nam
(59,0%), nhom tudi 18-44 chu yéu (59,0%),
hoc van THCS cao nhét (41,5%), nghé nong
dan da s6 (44,0%), thu nhap ca nhan <4 tri¢u/
thang cao hon (52,0%), noi sbéng gz‘?ln BV
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nhiéu hon (53%), BHYT (99,0%), con s6 lan
kham bénh tir 2 1an tré 1én 14 95,0%.

Chit lugng dich vu KCB tai Khoa kham
bénh, TTYT huyén Khanh Son, Khanh Hoa
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Bang 2. Chit lwgng dich vu kham chira bénh

R&t Tét Binh  Khéng  Rit
Noi dung n (%) Tétn (%) thwong Toétn khdéng (DTB +sd)
0 n(%) (%) totn (%)

Cung cép cac dich vu theo
diing thoi gian da cam két 20 (10,0) 153 (76,5) 19(9,5) 08 (4,0) 00(0,0) 3,93+0,59
g;‘c‘hphl KCB congkhaiminh 3, 16 0 145(725) 19(9.5) 04(20) 0000.0) 4,030,58
NB luén duop cung cip day
di thong tin v& tinh trang bénh 26 (13,0) 147 (73,5) 11(5,5) 14(7.0) 02(1,0) 3,91x0,74
va phuong phap dicu tri
NB dugc doi xir binh dang,
cong bang va khong ki thi va 36 (18,0) 139 (69,5) 23 (11,5 02(1,0) 00(0,0) 4,05+0,57
phan biét doi xu
NB duoc ding ky KCB d& dang 48 (24,0) 134 (67,0) 18(9,0) 00 (0,0) 00 (0,0) 4,15+0,55
Khia canh su tin tuéng 36 (18,0) 143 (71,5) 13(6,5) 08 (4,0) 00(0,0) 4,01+0,49
Khia canh sy dap tng 67 (33,5) 107 (53,5) 20(10,0) 06 (3,0) 00(0,0) 4,01+0,57
Khia canh sy dam béo 81(40,5) 88(44,0) 29(14,5) 02(1,0) 00(0,0) 4,01+0,53
Khia canh sy cam thong 36 (18,0) 136 (68,0) 22 (11,0) 06 (3,0) 00(0,0) 3,98+0,53
Khia canh sy hitu hinh 95 (47,5) 77 (38,5) 20(10,0) 08 (4,0) 00(0,0) 4,09+0,63

Ty 1& danh gia CLDV chung & mirc 6t tro
1én 1a 89,0%, khia canh “Sy tin tuong” cao
nhit (89,5%), khia canh “Sy dam bao” thip
nhat (84,5%). DPTB CLDV chung ciia TTYT
huyén Khanh Son 1a 4,02 + 0,49 diém. Tiéu
muc “NB dugc NVYT kham bénh ti mi, k¥
ludng va toan dién” thip nhat (3,86 diém),
“Nang luc, kién thirc sin sang giai dap cho
NB cta NVYT”, “NB luén dugc cung cip
day du thong tin vé tinh trang bénh va phuong
phap diéu tri” chi dat 3,91 diém.

Mot s6 yéu t6 anh hwéng dén CLDV kham
bénh, chira bénh tai KKB, TTYT huyén
Khanh Son, Khanh Hoa

Nhém yéu té anh hwéng tich cwe dén CLDV
KKB:

Cong nghé thong tin: Viéc img dung CNTT
trong KCB tai KKB dugc 1anh dao quan tam,
dau tu gitp giam thoi gian chd doi cho NB,
tao su cong bang trong KCB.

“Khi dp dung phan mém quan 1) KCB thi khi
lénh ké don hoan tat thi bén kho lé dd hién
don. NB dén phong chi la phat ngay, thay NB
vui vé han” (PVSNVYT- 04).

Théi do. k¥ ning giao tiép mg xtr cia NVYT:
K§¥ ning, tinh than, thai do GTUX cia NVYT
v6i NB dugc lanh dao TTYT, KKB rét quan tam,
thyc hién dong thoi nhiéu giai phap nén GTUX
ciia NVYT véi NB rét than thién, hoa nha.

“Toi vao khdam cac co, cac chu chao hoi rat
vui vé, noi chuyén rat hoa dong, nhda nhan”
(PVSNB - 13).

Quy trinh KCB: Quy trinh KCB don gian, 1o
rang, d& hiéu, bd tri thoi gian KCB hop 1y,
tao nhiéu thun loi cho NB nén NB danh gia
CLDV cao va phdi hop tot.

“Bdc thay quy trinh KCB & ddy don gian,
khéng di nhiéu khdu it ton thoi gian cho doi
lim” (PVSNB - 14).
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Chinh sidch quan ly CLBV: TTYT huyén
Khéanh Son tich cuc trién khai tot cac hoat

dong quan 1y CLBV, thanh 1ap diy du cac hé
théng quan Iy CLBV. Qua d6, giup nang cao
CLDV dang ké trong GTUX ciia NVYT, dinh
hudng dao tao BSCK sau.

“Chiing t6i rat quan tam dén hoat dong cdi tién
CLBV, Nén 3 dat dwoc nhiéu thanh qua sau
cdi tién nhw givp cho hoat déng chuyén mon,
GTUX NVYT dwoc nang cao” (PVSLD - 08).

Nhém yéu té c6 tic dpng tiéu cwe dén danh
gia CLDV:

Kinh phi: Nguén thu rat thép nén kinh phi ty
du tu cho CSVC&TTB danh cho KKB rét
han ché do luong NB lién tuc giam.

“Nam nao ciing ra sodt, dw tru, dé xuat bo
sung ghé ngoi, nhung cé dwoc bo sung dau. Ti
vi thi hu lién tuc” (PVSNVYT- 03).

Co c¢& vat chit: Khu ché kham chat hep, bde
mui, néng birc nén gia tang su cang thang,
cam nhan tiéu cuc hon vé CLDV cua BV.

“T6i thdy khu kham cii BV nhé, lai khong
thong thoang. cam gidc ngop lam, khéng chiu
noi” (PVSNB -17).

Trang thiét bi, may moc: Thiéu méay lam xét
nghiém mién dich dé chan doan bénh viém
gan, budu cd,... Lanh dao TTYT huyén Khanh
Son ciing di x4y dung dé xuit mua sam cho
S6'Y té Khanh Hoa giai doan 2021-2025.

“Chiing téi ciing biét nhu cau ngiweoi dan hién
nay nén don vi da dé xuat So Y té xin cap may
xét nghiém mién dich”. (PVSLD - 04).

S6 lwong, ning luc cia NVYT: Thiéu béac sy
chuyén khoa (BSCK) sau va si€u am, nang luc
chuyén mén TT-GDSK cho NB con han ché
nén hoat dong huéng dan diéu tri, du phong,
cham s6c cho NB dugc danh gia khong cao:

“Toan TTYT thiéu nhéan luc BSCK. Mot sé
BSCK ddo tao vé déu lam cong tic quan 1y,
KKB chi co 02 bac sy da khoa” (PVSLD- 02).

126

Tap chi Khoa hoc Nghién cieu Sirc khée va Phat trién (Tép 07, S6 06-2023)
Journal of Health and Development Studies (Vol.07, No.06-2023)

Cong tac dao tao lai, cap nhat kién thirc cho
NVYT: Cong tac dao tao lai, cap nhat kién
thitc cho NVYT b6 tri chwa pht hop, NVYT
chua tich cyc tham gia:

“Cdp trén cé quan tam mé cdc I6p tdp hudn,
dao tao nhwng nhitng ngay dy chi con 01 YBS
lam viéc nén it khi chung toi tham gia dwoc.”
(PVSNVYT - 01).

Chinh sach lwong thwong: chinh sach luong,
thuong, thu hut wu ddi mién nai va vu dii nghé
tang 1én 100% nén lwong NVYT dam bao cho
cudc séng, tao yén tim cong tac. Song, chinh
sach thu hit, vu dai nghé nghi dinh 56/2011/
ND-CP, nghi dinh 05/2023/ND-CP, nghi
dinh 76/2019/ND-CP con nhiéu bét cdp, anh
hudng tiéu cuc dén dong luc lam viéc cua mot
bo phan NVYT (5-7). “Toi cong tac o day
hon 20 nam, gio bdao hop dong khéng dwoc
hwong hé tro ving khé khan lan ché dé dac
thit 100%. Ai quan tam dén minh ma cong véi
hién” (PVSNVYT - 05).

BAN LUAN

Thue trang CLDV KCB: DTB CLDV kham
chita bénh chung la 4,02 diém, ty 1¢ danh
gid CLDV tdt 1 89,0% thap hon nghién ctru
cua Pham Hoang Danh tai BV Quan Dan Y
Pong Thap nhung cao hon Tran Thuy Nhung
(2018) tai TTYT Vinh Long (3,97 diém)
(8,9). PTB cao nhét 1a khia canh “Sy hitu
hinh” cao hon nghién ctru Lé Tan Phing va
Gerard Fitz Greald (2012) do khac nhau vé
thoi diém nghién ctru va co so vat chat ngay
cang mai hon (10).

NVYT thuc hién quy trinh KCB chua ti mi,
k¥ ludng, toan dién, chua san sang giai dap
cic thic mac cia NB vé tinh hinh bénh tat.
Do d6, lanh dao can c6 giai phap chén chinh
nghiém khic nhu ting cudng hoat dong kiém
tra, giam sat vi¢c thuc hién quy trinh KCB
ctia YBS, phat hién kip thoi sai pham dé nhic
nhd, phé binh, xur 1y kip thoi, lam guong.
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Cic yéu t6 anh hwéng dén chit lrong dich vu

Yéu t6 nhin Iwc: TTYT Khanh Son thiéu
nhan lyc cuc bd vao thu 2, thir 6 phai tang
cuong tir cac khoa 1am sang. Néu khong
duoc tang cuong kip thoi thi YBS s€ kham
voi vang 1am anh hudng tiéu cuc dén CLDV
KCB; thiéu nhan lyc BSCK séu va thiéu YBS
siéu 4m sau lam anh huodng tiéu cuc dén TT-
GDSK cta YBS. TTYT can c6 chinh sach
chu dong bd tr, sép Xép nhan lyc tryc, tang
cuong YBS cho KKB va phong siéu am; tang
cuong giai phap bén viing, chu dong hon nhu
tuyén truyén gio kham, ding ky KCB qua
trang Web, dién thoai. K§ nang GTUX than
thién, gan giii cia NVYT c6 anh hudng tich
cuc dén CLDV KCB tuwong ty nghién ciru ciia
Pham Hoang Danh (2021), Ta Ngoc Chung
(2019) khi khing dinh c6 mdi lién quan chat
ché giita CLDV voi yéu t6 giao tiép, tng xir
cua NVYT (8,11).

Yéu té6 cung cép dich vu: Quy trinh KCB
don gian c¢6 anh hudng tich cuc dén danh
gid CLDV cua NB. Thoi gian siéu am cho
doi 1au, TV-TTGDSK hau nhu khéng cé
nén c6 anh hudng tiéu cyc dén CLDV KCB
cua KKB TTYT huy¢n Khanh Son, twong
ty nghién ctru cia Cao Thi Thanh Hing
(2020) (12).

Yéu t6 vé co sé vit chit va trang thiét bi:
CSVC chat hep, xuéng cép, thiéu thén va hu
hong khong dép tmg duoc nhu ciu NB nén
anh huong rét tiéu cyc dén danh gia CLDV
ciia NB do day 1a huyén mién nui, duoc xay
dung hon 20 nam. Lanh dao TTYT can quan
tam, dau tu phat trién manh trong thoi gian toi
dé cai thién tinh trang.

Yéu t6 vé tai chinh: Ngudn thu khong co do
TTYT thuc hién co ché tw chi 50% tir 2022
nhung ngudn thu Trung tdm hau nhu khong
¢6, chu yéu dwa vao tién cong kham ngudn
BHYT nén kinh phi dau tw cho CSVC&TTB
cho KKB v cung han hep. Tu d6 anh hudng
danh gia CLDV ctia NB.

Tap chi Khoa hoc Nghién cieu Sirc khée va Phat trién (Tép 07, S6 06-2023)
Journal of Health and Development Studies (Vol.07, No.06-2023)

Yéu to cong nghé thong tin: Viéc ap dung
CNTT trong KCB mang lai ti¢n ich cho NB
ma con giup cac nha quan 1y nim bat thong
tin nhanh chong, chinh xéac (8,12). Cong tac
ung dung CNTT duoc lanh dao dac bi¢t quan
tam, dat nhiéu thanh tuu tu d6 nhan duoc su
danh gia cao cua NB.

Yéu té vé chinh sdach: TTYT tich cuc trién
khai t6t cac hoat dong quan Iy CLBV giup
xac dinh ton tai, han ché, nguyén nhan va da
ting budc cai tién, ndng k§ ning GTUX cua
NVYT va c6 anh huong tich cuc dén CLDV.
Céc chinh sach cua Nghi dinh 76/2019/ND-
CP, nghi dinh 05/2023/ND-CP da gop phan
6n dinh ngudn luong cho NVYT (6,7) nhung
thu nhap tang thém con chua dugc hop 1y,
mic thu nhip cho khéi bénh vién va khbi
Tram Y té x3 nhu nhau tac dong tiéu cuc dén
dong lyc lam viéc cia NVYT. Tir d6 dan dén
danh gia CLDV ¢ mrc thap trong cac tiéu chi
vé “Cung cip thong tin, tinh trang bénh tat,
phuong phap diéu tri cho NB. Lanh dao can
c6 nhiing kién nghi sua d6i, bd sung cac chinh
sach hd tro phu hop hon cho tit ca NVYT.

Han ché cia nghién ciru: Chua thuc hién
kiém dinh d6 tin cdy cua bo cong cu theo
ddc thu & TTYT mién ndi nhu Khanh Son.
Phuong phap chon mau thuan tién c6 thé
chua thu thap dugc diy du thong tin ciia NB
mot cach khach quan nhat.

KET LUAN

Ty 1é NB danh gia CLDV & muc tot kha cao
89,0%, khia canh “Sy tin tuong” cao nhét
(89,5%), khia canh “Sy dam bao” thip nhét
(84,5%), su cam thong va sy hitu hinh déu
86,0%; su dap tng (87,0%).

Nhom yéu t6 anh huong tich cuc: CNTT;
Théi d9, k¥ nang GTUX cua NVYT than
thién, gan giii; Quy trinh KCB don gian, thoi
gian KCB thuén 1gi cho NB; chinh sach quan
tam, dau tu quan 1y CLBV.
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Nhom yéu t6 tac dong tiéu cuc: Kinh phi ty
mua TTB, dau tu CSVC cho KKB han hep;
CSvC xuéng c:?ip, chat hep, thiéu nha vé sinh;
TTB thiéu may xét nghiém mién dich; ning
luc TT-GDSK cho NB ciia YBS con han ché;
thiéu BSCK siu va cong tac dao tao lai, cip
nhat kién thire cho NVYT chua phu hop.

Chinh sach lvong, thuong c6 tac dong 02
chiéu vira tich cuc vira tiéu cuc dén dong luc
lam viéc cia NVYT gay anh hudng truc tiép
dén hiéu qua 1am viéc va CLDV KCB.

Khuyén nghi: Lanh dao TTYT huyén Khanh
Son: dau tu, nang cap KKB, trang bi may xét
nghiém mién dich; dao tao nhan lyc chuyén
khoa san, ngoai; xay dung lich dao tao chuyén
mon, k§ nang TV-TTGDSK, sap xép nhan lyc
hop 1y. Tang cudng kiém tra, giam sat quy
trinh KCB. Stra d6i quy ché chia thu nhap
tang thém. D& xuét giai phap thuc thi cac ché
do, chinh sach vé dac thu nghé, thu hut phu
hop. NVYT: Tich cuc tham gia dao tao lai,
thuc hién ding quy trinh KCB.
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Quality of the services for health examinationandtreatment and some
factors affecting in the department ofdistricthealth center of Khanh Son
district, Khanh Hoa province in 2023

Tran Thi Ngoc Tinh', Nguyen Duc Thanh’
'The department ofdistricthealth center of Khanh Son district
’Hanoi University of Public Health

SUMMARY

A cross-sectional study was conducted from 11/2022 to 06/2023 to describe the quality of
medical examination and treatment services (MET) and analyze some influencing factors at
the Department of Examination at the District Health Center. Khanh Son Khanh Hoa province.
Quantitative research method on 200 patients was conveniently selected, using SERVPERF
questionnaire combined with qualitative through in-depth interviews with leaders, managers
and patients. The results showed that the percentage of patients who rated the quality of service
as good was 89.0%, the highest in the aspect of trust (89.5%), the lowest in the aspect of
assurance (84.5%), sympathy and tangibles reached 86.0%, responsiveness reached 87.0%.
Factors that positively affect service quality: Applying information technology in MET; good
attitude, communication and behavior of medical staff; simple MET process and investment
policy to improve hospital quality; Negative factors: Limited investment funds; degraded and
narrow facilities; lack of immunoassay machines; professional capacity of medical doctors
is not high; lack of specialists; training; policy is not appropriate. Positive factors need to be
maintained, negative factors need to be overcome to improve service quality.

Keywords: Quality of medical examination and treatment, quality of service, Khanh Hoa.
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