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dan cta T6 chlrc y t& thé gisi va Bo y t&, chua
dugc H6i dong thuGc va diéu tri cia Bénh vién
thong qua. Can thuc hién nghién clru dinh tinh
dé lam rd nguyén nhén cla nhitng van dé ton tai
trong hoat dong lua chon va st dung thudc tai
Bénh vién da chi ra & nghién cftu nay.
V. KET LUAN

Trong giai doan nghién cliu (06/2018-
06/2019), cd cau danh muc thubc st dung tai
bénh vién Pa khoa tinh Thai Binh phu hgp vdi
mo hinh bénh tat ctia Bénh vién v&i 25 nhom tac
dung dudgc ly. Trong d6, chiém ty 1& cao nhat la
nhém thu6c diéu tri ky sinh tring, chdng nhiém
khudn (21,6%). Thubc nhap khdu va thudc biét
dugc goc coé gid tri st dung lan lugt chiém
72,87% va 19,30%. Bénh vién da uu tién mua
sdm cac thubc t6i can va thiét yéu (nhém V va
E), phadn bd phan I6n ngdn sach vao 2 nhém
thu6c nay & ca 3 hang A, B, C. Bénh vién can ra
soat, can nhac s’ dung cac thudc generic va
thubc san xudt trong nudc trén nguyén tic dam
bao hiéu qua, an toan va kinh t&, can nhac loai
bd cac thudc khong thiét yéu cé gia tri s’ dung
cao (AN) ra khoi danh muc thubc cta bénh vién.
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DANH GIA SU HAI LONG CUA NGU'O'I BENH D01 VOT
HOAT PONG CAP PHAT THUOC BAO HIEM Y TE NGOAI TRU
TAI BENH VIEN TWQD 108 NAM 2021
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Su hai long cla ngudi bénh véi hoat dong cap
phat thuGc ngoai trd la mét trong nhiing yéu t6 danh
gia chat lugng dich vu dugc tai bénh vién Trung udng
Quan doi 108. Nghién cru khao sat cat ngang dugc
tién hanh trén 306 ngusi bénh dén linh thudc tai quiy
cap phat da dugc thuc hién dé danh gid su ha| long
clia ngudi bénh. BS cau hdi st dung trong qué trinh
nghién clfu bao gom 5 yé&u t& vdi 21 bién quan sat
dam bao tinh tinh cay vdi hé s6 Cronbach’s Alpha >
0,7. Két qua phan tich yéu to kham pha (EFA) da chi
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ra 4 yéu té anh hudng dén su hai long ctia ngudi bénh
vGi hoat dong cap phat thudc ngoai trd bao gom:
nhan vién cap phat thudc, kha nang ti€p can va minh
bach thu tuc hanh chinh, két qua dich vu cap phat
thudc nhan dugc, co s@ vat chét. Ngh|en ctru st dung
phan t|ch h0| quy da bién dé danh erc dd anh hudng
cla cac yéu to cho thady: YEu té cé muic anh hudng
nhiéu nhat la kha nang ti€p can va minh bach tha tuc
hanh chinh (B= 0.21 95% CI 0.16-0.26), Yéu t6 cd
muc anh hudng th( hai la nhan vién cé’p phét thuoc (
B=0.20 95% CI 0.15 - 0.25), Yeu t6 c6 mic d6 anh
hudng thr 3 la Két qua dich vu cap phat thudc nhan
dugc (B= 0.15 95% CI 0.10-0.20), va cudi cung yéu
t6 ¢d muic anh hudng thap nhat la Cd s& vat chat
(B=0.14 95% CI 0.09 — 0.19).

SUMMARY
EVALUATE PATIENT SATISFACTION WITH
OUTPATIENT PHARMACY SERVICES AT 108
MILITARY HOSPITAL IN 2021
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Patient satisfaction with outpatient pharmacy
services is one of the factors to evaluate the quality of
pharmacy services at 108 Military Central Hospital. A
cross-sectional surveillance study was conducted on
306 outpatient patients at the hospital to assess their
satisfaction. The questionnaire used in the research
includes 5 factors with 21 observation variables
ensuring reliability with Cronbach's Alpha coefficient >
0.7. The results of the Exploration Factor Analysis
(EFA) showed four factors affecting patient
satisfaction with outpatient pharmacy services,
including dispensing staff, accessibility and clear
administrative formalities, results of drug dispensing
services, and facilities. Our study used multivariable
regression analysis to evaluate the influence of the
factors. The results showed that: the most influential
factor is the accessibility and clear administrative
formalities (B = 0.21 95). %CI 0.16-0.26), The second
most influential factor is the dispensing staff (B = 0.20
95% CI 0.15 - 0.25), the third most influential factor is
the results of drug dispensing services (B = 0.15 95%
CI 0.10-0.20), and the lowest influential factor is the
facilities. (B = 0 .14 95% CI 0.09 - 0.19).

I. DAT VAN DE

Trong nhitng ndm gan day, B0 Y té ngay
cang quan tdm va chd trong phét trién chat
lugng dich vu y t€ [1] [8]. Linh vuc dugc ciing la
mot trong nhimg linh vuc can dugc danh gia
muc d6 hai long trong quyét dinh phé duyét dé
an xac dinh phuong phap do Iudng su’ hai long
cla ngudi dan doi vdi dich vu y té€ cong [7].
DPanh gia mdc d6 hai long clia ngugi bénh va cac
yéu t6 anh hudng dén sy hai long cua ngudi
bénh la cn c khoa hoc dé ngay cang nang cao
chéat lugng dich vu dugc ndi riéng va chat lugng
bénh vién ndéi chung. Vi vay ching t6i da tién
hanh nghién clru nay vGi hai muc tiéu: 1/ Xac
dinh mot s6 nhan t6 anh hudng dén su hai long
cla ngudi bénh véi hoat dong cap phat thudc
ngoai tru va 2/ Danh gid mdc dé anh hudng cla
cac yéu té dén su hai long clia nguGi bénh vai
hoat dong cap phat thubc BHYT ngoai tru tai
Bénh vién TUQD 108 nam 2021.

Il. BOI TUQONG VA PHU'ONG PHAP NGHIEN CU'U

POi tugng nghién ciru: NgudGi bénh ngoai
trd linh thudc tai khu vuc cap phat thudc bao
hiém y t& (BHYT) trong khoang thdi gian tir
thang 11/2021- 12/2021 tai Bénh vién TUQD 108.

Tiéu chudn Iua chon: Ngudi bénh dong y
tham gia nghién clru, tor 18 tudi trd 1én, cd slic
khoe tam than binh thudng, cé kha nang giao
ti€p tra Ii cac cau hdi.

Tiéu chuan loai trir: Ngudi bénh khong déng
y tham gia nghién ctu, nhd hon 18 tudi cd sic
khoe tdm than khong binh thudng, han ché kha
nang giao ti€p, trd I0i cadc cau hoai. Ngusi bénh
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khong truc tiép linh thudc lai quay cap phat BHYT.

Phuong phap nghién ciru: mo ta cdt ngang

Thiét k€ nghién cru: s’ dung phudng phap
nghién clru md ta cat ngang thuc hién trén cac
bénh nhan ngoai trd dap (ng tiéu chuldn luva
chon va loai trir G trén.

Nghién cfu dinh lugng: PE kiém dinh gia
thuyét, BO cong cu dinh lugng dudc xay dung
vGi 21 bién quan sat, 01 bién hai long chung va
sir dung thang do Likert 5 diém (1: rat khong
dong y, 2: khéng dong y, 3: binh thudng, 4:
dong y, 5: rat dong y).

Gia thuyét nghién clu:

Cac yéu t6: 1/Kha nang ti€p can, 2/Minh bach
thong tin thu tuc hanh chinh, 3/Cg sé vat chat,
4/Nhan vién cap phat thudc, 5/Két qua cung cap
dich vu tai khu vuc cap phat thudc anh hudng
dén su hai long cla ngudi bénh dbi véi hoat
ddng cap phat thuSc bao hiém y t& ngoai tri tai
bénh vién.

Phuong phap thu thap sé liéu: Nghién
ciu vién thu thap s liéu bang phuong phap
phong van ngudi bénh theo bd cau hoi da thiét
k& san. Phiéu khao sit dugc chudn bi san va
dudc danh s8 th( tu. Téng s8 phiéu sau khi thu
thap bénh nhan dudc 310 phi€u, sau khi sang
loc thu dudc 306 phiéu dat yéu cau, 04 phi€u bi
loai vi khong day da thong tin. Két qua cudi cung
c6 306 phi€u khao sat chinh thirc dugc st dung
cho phan tich dir liéu.

Phan tich s0 liéu: DI liéu thu dugc lam
sach, loai bd bi€n ngoai lai va ti€n hanh phan
tich véi su ho trg ciia phan mém SPSS 25.0. Bao
gom: thdng k& mé ta, Kiém dinh thang do, phan
tich yéu t6 kham pha (Factor Analysis), h6i quy
tuyén tinh da bién.

1. KET QUA NGHIEN cUU

Péc diém cla ngudi bénh tham gia nghién
cltu dugc trinh bay trong bang 1.

Bdng 1: Pac diém nhdn khdu hoc cua
bénh nhan tham gia nghién ciu N=306

T Pac diém Tansd | Ty lé
1 Tudi 57,10 | 13,8
5 Gigi tinh: Nam 131 42,8

Ni¥ 175 57,2
Trinh do hoc van
Du@i Trung hoc phé thdng 5 1,6
3 | Trung hoc phd thdng 123 40,2
Trung cdp/Cao dang 58 19
Dai hoc/Trén dai hoc 120 39,2
Nghé nghiép
4 B6 do6i dugng chirc 39 12,7
B6 d6i huu 68 22,2
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D6i tugng bao hiém 199 65
khac
Khoang cach tir nha
tai bénh vién
5 DU6i 10 km 199 | 65
42 13,7
10-20 km 65 212
Trén 20 km !
S0 lugng thudc 6ng
6 ba dugc linh 353 | 215
Bénh chinh di kham
Bénh man tinh linh
7 thuéc dinh ky %088 gg'g
Cac bénh ly khac !
S0 lan linh thudc
g trong nam 45 |14,70
2 Bn 63 20,60
Trén 2 lan 198 64,70

Nhan xét: Két qua cho thdy ngudi bénh
tham gia nghién c(tu cé tudi trung binh la 57,1
vGi ty 1€ bénh nhdn nam va nit khong cé su
chénh léch qua Ién. Trinh d6 hoc van chd yéu tir
Trung hoc phé théng trd Ién vdi ty 18 98,4%,
bénh nhan chu yéu 13 d6i tugng bao hiém khac
(65%). Hau hét ngudi bénh dén linh thudc trong
thGi gian nghién clu c6 bénh ly man tinh, dén
[inh thudc dinh ky chiém 68% va s thubc trung
binh dugc ké cho mét dot diéu tri la 3,53

Bang 2: Hé so tai yéu toé

(SD=2,15). ba s6 ngudi bénh coé khoang cach
tUr noi & dén bénh vién dudgi 10 km (65%).

Xac dinh moét s6 yéu té anh hudng dén
su hai long ciia ngu'i bénh véi hoat dong
cap phat thudc ngoai tru

Kiém dinh thang do. D& kiém dinh d6 tin
cay cla thang do s dung cho khao sat, hé s6
Cronbach’s Alpha dugc xem xét. K& qua cho
thdy hé s6 Cronbach’s clia cac yéu t6 déu Ién
han 0,07, hé s6 tuong quan bién tdng 16n han
0,3. Do do cac thang do cla bd cong cu dam
bao tinh tin cdy, dugc sir dung do luGng su’ hai
Iong cua ngudi bénh.

Phan tich yéu té6 kham pha. Sau khi tién
hanh kiém dinh thang do vSi hé sd Cronbach’s
Alpha, phan tich yéu t6 kham pha (EFA) dugc
thuc hién. Két qua thu dugc: Phan tich kham pha
chi ra 2 bién (VC5, VC6) cd hé so tai yéu t6 nho
han 0,50. Két qua cho thdy 19/21 bién quan sat
c6 hé sb tai yéu td déu In han 0,50, hé s6 KMO
=0,927>0,5, Kiém dinh Bartlett cd p-value
<0.005, phudng sai trich la 76,14% va hinh thanh
4 yéu t6 dod la: Kha nang ti€p can va minh bach
tha tuc thoéng tin hanh chinh, Nhan vién cap phat
thudc, Két qua nhan dudc va cd s@ vat chat.

Nhu vay cé 4 yéu to dugc rut ra anh hudng
téi su hai long cua ngudi bénh vd&i gia tri
Eigenvalues I6n han 1 va giai thich dudc 76,14%
sy bi€n thién cta phuang sai.

Bién quan sat

Component

1 2 3 4

Nhan vién cap phat thudc san sang lang nghe, giai dap thac méc ca

Ong/ Ba

.823

Nhan vién cap phat thudc str dung tir nglr dé hiéu khi trao ddi théng tin

vGi Ong/Ba

815

Nhén vién cip phat thudc can than déi chi€u don thudc khi giao thubc

cho Ong/Ba

779

Ong/Ba ludn tin tudng vdi cau tra IGi va trinh d6 chuyén moén ctia nhan

vién cap phat.

.769

Nhan vién cap phat co thai do lich su’ va ton trong 6ng/ba

767

Cac quy trinh, tha tuc nhan thuéc dacn gian, dé thuc hién.

.782

Hé théng bang bién quay cdp phat thudc rd rang

777

Quy trinh cdp phat thudc dugc niém yét rd rang, cong khai, dé hiéu.

732

Vi tri khu vuc cap phat thudc ngoai trd dé tim, thuan tién.

727

Bang chi dan dén khu vuc cdp pha thudc rd rang, dé hiéu

.698

Thdi gian chd dagi cap phat la phu hgp

.648

Ong/ Ba dugc cap dlng thudc trong dan cap phat thudc

.851

Nhan cla ting loai thudc rd rang

777

Ong/Ba dugc cip du s6 lugng thubc trong don cdp phat thudc

.766

Chét lugng cdm quan clia thubc giao cho Ong/Ba la dam bao

.739
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can thiét khi co yéu cau.

Ong/Ba luon dugc nhan vién cap phat cung cap, tu van thong tin thudc

.655

hoc, phu hgp.

Khu vuc chd cap phat thudc ngoai trd dt chd ngoi .854
Khu vuc chd cap phat thu6c sach sé va thoai mai .792
Quay cap phat thudc bo tri cac khu vuc nhan dan, 1ay thudc la khoa 695

Panh gia mirc d6 anh hudng cia cac yéu
to tdi su hai long cia ngu'Gi bénh véi hoat
ddng cap phat thudc BHYT ngoai trd. DE xac
dinh mdc d6 anh hudng cla cac yéu to téi su’ hai
Iong cla ngudi bénh véi hoat dong cap phat
thubc ngoai trd, phan tich héi quy da bién véi 4
yéu t6 vira dugc rdt ra tir phan tich yéu to kham pha.

Xay dung phuang trinh ho6i quy tuyén tinh

Phuang trinh hoi quy tuyén tinh da bién dugc
xay dung nhu sau:

Y= b0+ b1*X1+ b2*X2+b3*X3+b4*X4.

Trong do: Y: Su hai long clia ngud@i bénh véi
hoat déng cap phat thu6c BHYT ngoai tr.

Két qua phan tich hoi quy cho thay, hé s6 R?
hiéu chinh la 0,402 cd nghia la 40,2% su bién
thién mic d6 hai long clia ngudi bénh véi hoat
dong cap phat thu6c dudc giai thich béi cac yéu

Bang 3: Két qua phan tich hoi quy da bién

td trong mé hinh, phan trém con lai dugc giai
thich bdi cac yéu to khac can dugc nghién cru
thém. Phuang trinh hoi quy udc lugng cac yéu td
anh hudng dén su hai long cla ngudi bénh nhu
sau:

Y=0,45+0,20*NV+0,21*MB+0,15*KQ+0,14*VC.

Trong dé Y: Bién phu thudc — Su hai long cla
ngudi bénh.

Cac bién doc lap la: NV, MB, KQ, VC.

Sau khi kiém dinh cac gia thuyét nghién cliu
cho thdy cac yéu t6: Nhan vién cap phat thudc,
Kha nang ti€p can va minh bach thong tin, Két
qua dich vu nhan dugc, Cd s@ vat chat co hé so
B duang va cd gia tri p-value <0,05. Nhu vay vdi
do tin cdy 95% co thé két luan bién doc 1ap NV,
MB, KQ, VC c6 anh hudng dén bién phu thudc
“su hai long” c6 y nghia thong ké.

Yéu té Hés5B | HéssB | Sig. Kc"a‘;agg,,};“ gacdo .
Hang s0 0,450
Ti€p can, Minh bach tha tuc 0,21 0,37 0,000 | (0,16;0,26) 1
Nhan vién 0,2 0,36 0,000 (0,15;0,25) 2
K&t qua dich vu 0,15 0,27 0,000 (0,1:0,2) 3
Cg sG vat chat 0,14 0,25 0,000 (0,09;0,19) 4
R2 0,402
Tong sé 306
Danh gia ctia ngudi bénh vé cac yéu to anh hudng dén su’ hai long
Céc bién quan sat dugc danh gia theo thang diém Likert 5 diém.
Bang 4: Panh gia cua nguoi bénh voi cac yéu té6 anh hudng dén su’ hai long
B % (n)*
T NOI DUNG 1 2 3 2 5 TB(SD)
Nhan vién cap phat thudc
;1 | Nvep san sang ldng nghe, giai dap - 1 9 75 221 4,72
thic mic (0,30) | (2,90) | (24,50 | (72,20) | (0,53)
, NPT S - - 3 73 229 4,69
2 NVCP sur dung tu nglr dé hiéu (1,0) | (23,90) | (74,80) | (0.54)
3 | Nvep thuSc can than déi chiéu don - - - 76 229 4,73
thubc - - - | (24,80) | (74,80) | (0,49)
4 Ong/Ba ludn tin tudng véi cau tra - - 6 71 229 4,74
IGi va trinh d6 chuyén mon NVCP - - (2,0) |(23,20) | (74,80) | (0,46)
5 NVCP ¢ thai do lich sy va ton 1 - 6 69 230 4,75
trong (0,3) (2,0) | (22,5) | (75,2) | (0,43)
Kha nang ti€p can va minh bach thu tuc hanh chinh
6 | Cacquytrinh, thGtucnhanthusc | 2 | 1 | 6 89 208 4,62
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dan gian, de thuc hién. (0,70) | (0,30) | (2,00) | (29,10) | (68,00) | (0,64)
. Hé théng bang bién quay cap phat 2 3 6 85 210 4,60
thudc ro rang (0,70) | (1,00) | (2,00) | (27,80) | (68,60) | (0,64)
8 Quy trinh cdp phat thudc dugc 2 - 5 95 204 4,63
niém yét rd rang, cong khai (0,70) - (1,60) | (31,00) | (66,70) | (0,59)
9 Vi tri khu vuc cap phat thuée ngoai 3 1 6 88 208 4,63
trd dé tim, thuan tién. (1,00) | (0,30) | (2,00) | (28,80) | (68,00) | (0,59)
10 | Bang chi dan dén khu vuc cép pha - 4 13 84 205 4,63
thudc rd rang, dé hiéu - (1,30) | (4,20) | (27,50) | (67,00) | (0,61)
11 Thdi gian chd dgi cap phat la phu 2 - 23 113 168 4,45
hap (0,70) - (7,50) | (36,90) | (54,90) | (0,69)
3. Két qua cung cap dich vu cap phat thudc
1 Ong/ Ba dudgc cap dung thudc - - 2 54 249 4,79
trong daon cap phat thudc - - (0,70) | (17,60) | (81,40) | (0,451)
13 | Nhan cla tirng loai thudc rd rang - - - (261?6) (7?20) (;: ;17567)
14 Ong/Ba dudc cap du s8 lugng thudc 1 - - 59 246 4,81
trong don cap phat thuéc (N=305) | (0,30) (19,30) | (80,40) | (0,409)
15 Chat lugng cam quan cua thudc - 1 1 68 235 4,71
giao cho Ong/Ba la dam bao (0,30) | (0,30) | (22,20) | (76,80) | (0,509)
Ong/Ba ludn dugc nhan vién cap - - 8 72 224 4,78
16 phat cung cap, tu van thong tin
thudc can thiét khi 6 yéu ciu (2,60) | (23,50) | (73,20) | (0,412)
4. Cd sé vat chat khu vu'c cap phat thuoc
17 Khu vuc chG cap phat thudc ngoai 3 1 23 119 160 4,41
tr(i AU chd ngdi (1,00 | (0,30) | (7,50) | (38,90) | (52,30) | (0,729)
Quay cdp phat thudc bo tri cac khu - 1 20 117 168 4,48
18 | vuc nhan daon, |13y thudc la khoa
hot, phu hop - (0,30) | (6,50) | (38,20) | (54,90) | (0,633)
19 Khu vuc chd cap phat thudc sach 2 1 15 118 170 4,48
s8 va thoai mai (0,70) | (0,30) | (4,90) | (38,60) | (55,60) | (0,669)
Mirc do hai long chung cua ngu'Gi bénh 4,51 (0,56)

IV. BAN LUAN

Viéc nang cao chat lugng bénh vién lubn dugc
guan tam va chu trong trong hé thong y t€, da co
nhiéu nghién clfu trong va ngoai nudc dugc tién
hanh danh gia su hai long cla ngudi bénh va 1dy
do la can cir dé€ cai thién dich vu & nhitng ndi
dung c6 mirc hai long thap [6], [9]. Tai Viét Nam
nhifng nghién clfu vé su hai long trong hoat dong
cap phat thuGc ngoai tri clia nguGi bénh tai bénh
vién mdi chi dugc ti€n hanh & mot s6 bénh vién.
biéu nay gay khd khan trong viéc cai thién chat
lugng dich vu cdp phat thuGc ngoai tri — Mot bd
phan quan trong gilp bénh nhan tuédn tha va
nang cao chat lugng diéu tri.

Két qua phan tich kham pha yéu t6 da rit ra
4 yéu t6 chinh anh hudng dén su hai long cua
ngudi bénh do6 la: 1/Nhan vién cap phat thudc,
2/Kha nang ti€ép can va minh bach thd tuc hanh

chinh, 3/Két qua cung cap dich vu cap phat thudc,
4/Co s& vat chat khu vuc cap phat thuéc — cac
yéu td nay co su tugng dong vai cac nhom yéu to
trong cac bd cdng cu da dudc si dung dé danh
gia su hai long tai mot s6 bénh vién tién hanh
truGe doé [5],[3],[10]. Do d6 d€ nang cao su' hai
long clia ngudi bénh, khoa dugc bénh vién can
chd trong quan tam dén nhitng yéu t6 nay.

Trong nghién clu nay su hai long clia ngudi
bénh va&i hoat dong cap phat thudc ngoai tru tai
Bénh vién TUQD 108 la 4,51/5, day la mot muirc
danh gia cao clia ngugi bénh. Mdc danh gia nay
so vGi cac Bénh vién cung hang (NGi Tiét 8,4/10
tuong ducng 4,2/5- Nghién clfu cua tac gia Lé
Thi Uyén [2], Hitu Nghi 4,03/5 - Nghién ciu cua
tac gia Luagng Thi Hién [4]) thi su’ hai long cla
ngudi bénh tai Bénh vién TUQD 108. Diéu nay
cho thdy céng tac t& chic tiép don bénh nhén tur
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kham bénh,
chtrc tot.

Két qua phan tich h6i quy da tuyén tinh, hé
s6 R? hiéu chinh la 0,402 diéu nay cho thay
40,2% su bién thién cla mdc dé hai long cla
ngudi bénh dugc giai thich bai 4 yéu t6 mdi sau
phan tich yéu t6 kham pha. Yéu t6 cé6 muc do
danh giad thdp nhét 1a co sG vat chét cd diém
trung binh 4,41- 4,48 vGi yéu t6 cé danh gia
thap nhat la “Khu vuc cap phat thuéc du chd
ngﬁl" 4,41 (SD= 0,73), “Quay cap phat thudc bo
tri cac khu vuc nhan dan, 1ay thudc la khoa hoc,
phu hgp” diém trung binh 4,48 (SD=0,63), “Khu
vuc cap phat thubc sach s& va thoai mai” diém
trung binh 4,48 (SD=0,67). P& nang cao haon
nifa chat lugng thi nén mé rong khu vuc chd linh
thudc, bd sung ti vi, tai liéu vé san pham thudc
dé€ ngudi bénh co thé tham khao trong qua trinh
chG dgi. Mot s6 nghién cru cling da cé két qua
tuong tu tai bénh vién Hiru Nghi nam 2019, va &
Ethiopia ndm 2017 [5],[9]. Ti€p doé yéu t6 vé
“Kha nang ti€p can va minh bach thu tuc hanh
chinh” cling c6 mic danh giad tur 4,45-4,63, yéu
t6 " Thdi gian chd dgi cap phat thuéc phu hgp”
c6 mdc dé danh gia thap nhat 4,45 (SD =0,69).
Diéu nay cling la kho khan khong chi tai bénh
vién TUQD 108 ma con tdn tai & nhiéu bénh vién
tuyén trung udng, bénh vién tuyén cudi do sd
lugng bénh nhan tuong d6i I6n. Mac du tai bénh
vién TUQD 108 da cd su phan ludng bénh nhan
theo doi tugng nhung trong nghién clfu nay do
anh hudng cua dich bénh Covid- 19 thi cac doi
tugng bao hiém quan va bao hiém khac linh
thudc tai mot quay cap phat BHYT. Day cling cd
thé la moét s6 tac ddng |én thdi gian chd dgi cla
ngudi bénh. Hai yéu t6 vé “Nhan vién cap phat
thuoc” va “Két qua dich vu cap phat thudc” co
muc hai ldng kha cao, diém trung binh tur 4,69-
4,81. biéu nay cho thdy ngugi bénh hai long cao
V@i trinh do, thai do, chat lugng thudc dugc linh
tai quay cap phat BHYT. Chinh diéu nay cling tao
niém tin nhat dinh cho ngudi bénh khi dén tham
kham tai bénh vién.

V. KET LUAN

Co 4 yéu t6 anh hudng tdi su hai long cua
ngudi bénh véi hoat dong cap phat thudc bao
hiém y t& ngoai trd d6 la: Nhan vién cdp phat
thudc, Kha nang ti€p can va minh bach thong tin
tha tuc hanh chinh, Két qua cung cdp dich vu va
Cd s@ vat chat. Bon yéu té nay quyét dinh 40,2%
murc do hai long cla ngudi bénh linh thudc ngoai

linh thuSc cla bénh vién dugc t6
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trd. Yéu t6 c6 muc anh hudng nhiéu nhat la Kha
nang ti€p can va minh bach thu tuc théng tin va
Nhan vién cap phat thubc. Cac yéu té con dugc
danh gia thap trong nghién cltu nay la Thdi gian
chd ddi linh thudc va khu vuc cap phat da cho
ngdi. Nhu' vy d€ ndng cao han nifa su’ hai long
cla ngudi bénh can luu y mé rong dién tich khu
vuc chd cap phat, tang s6 lugng nhan vién cap
phat thudc. Ti€p tuc duy tri cac hoat déng da co
su danh gid cao, Nhan vién cdp phat khéng
nging cap nhat thong tin vé thudc, s dung
thudc kip thdi.
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