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SO SANH SU’ HAI LONG CUA NGU'O'l BENH POI VOl CHAT LUONG _
DICH VU DU’Q’C TAI CAC NHA THUOC THUOC HE THONG NHA THUOC
TAI BENH VIEN PAI HOC Y HA NOI

Lé Thu Thuy!, Lwong Thi Hién?, Chu Qudc Thinh3, Ha Quang Tuyén?

TOM TAT

Muc tiéu: So sanh su hai long clia nguGi bénh doi
V@i chat lugng dich vu dugc tai cac nha thudc thudc hé
thdng nha thudc tai Bénh vién Pai hoc Y Ha Noi. Dai
turgng va phuong phap: Nghién ciu mé ta cdt
ngang, st dung phudng phap chon mau thuén tién va
tién hanh phong van déi tugng bang bo cau hdi thiét
k€ san thu dugc 401 phi€u tra IGi dua vao phan tich.
SUr dung phan mém SPSS 22.0 dé thuc hién cac phan
tich mo ta. K&t qua: Diém danh gia trung binh cla
nguGi bénh ddi vdi hé théng nha thu6c bénh vién la
8,78/10 (SD= 1,07). Khong c6 su khac biét dang ké vé
muc do hai long cla nguGi bénh d6i véi chat lugng
dich vu tai tirng nha thuéc (p > 0,05). Két luan:
NguGi bénh hai long véi dich vu tai hé théng nha
thuGc clia Bénh vién Dai hoc Y Ha NOi. Mot s yéu to
can cai thién tai ting nha thudc nhu: dién tich phuc
vy, thdi gian chd dgi va gia thudc.

Tur khoa: nha thudc bénh vién, hai long, dich vu
dugc

SUMMARY

COMPARING PATIENT SATISFACTION
WITH THE QUALITY OF PHARMACY
SERVICES AT PHARMACIES OF THE

PHARMACY SYSTEM AT HANOI MEDICAL

UNIVERSITY HOSPITAL
Objective: To compare outpatient satisfaction
with the quality of pharmacy services at pharmacies of
the pharmacy system at Hanoi Medical University
Hospital. Subjects and methods: A cross-sectional
study was caried out with 400 outpatients who came
to hospital pharmacy. A self- administered
questionnaire was used to collect data. SPSS 22.0
software was used to perform descriptive analysis.
Results: The overall score mean of outpatient
satisfaction with hospital pharmacy services was
8.78/10 (SD = 1.07). There was no significant
difference in patient satisfaction with service quality at
each pharmacy in system (p > 0.05). Conclusion:
Patients are satisfied with the service at the pharmacy
system of Hanoi Medical University Hospital. Some
factors need to be improved at each pharmacy such

as: pharmacy space, waiting time and price.
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I. DAT VAN PE

Tai Bénh vién Dai hoc Y Ha Noi, tinh dén thaoi
diém nghién ctru bénh vién cd hé thdng 4 nha
thuSc phuc vu d€ dam bao nhu cdu ngudi dan
dén kham va chira bénh. Hé thGng can cd chat
lugng phuc vu dong déu tai tat ca cac nha thudc
dé ngudi bénh tin tudng va thuan tién lua chon
mua thudc tai nha thudc gan nhat va khong gay
ap luc qua tai Ién mét hodc mot vai nha thudc
trong hé thGng, ndng cao su hai long clia ngudi
bénh d6i vdi hoat dong kham chira bénh néi
chung va dich vu dugc néi riéng. Do dé, ching
t6i ti€n hanh nghién clru so sanh su hai long cua
ngudi bénh d6i véi chat lugng dich vu dudc tai
cac nha thudc thudc hé théng nha thudc tai Bénh
vién Dai hoc Y Ha N&i nhdm xac dinh dugc
nhitng yéu t6 khac biét vé mirc do hai long cua
ngusi bénh gilta cac nha thudc, tir dé dua ra
nhitng phuong an cai thién cu thé tai tiing nha
thudc trong hé thong.

1. DOI TUONG VA PHUO'NG PHAP NGHIEN CU'U

2.1. Poi tuegng nghién clru: Ngudi bénh
dén kham bénh va truc ti€p mua thubc tai hé
thong nha thubc bénh vién (NTBV) Pai hoc Y Ha
N6i théoa man cac tiéu chuén Iua chon (ngudi
bénh déng y tham gia nghién cltu, tir 18 tudi tré
Ién, cb suic khoé tam than binh thudng, cd kha
nang giao tiép tra I3 cac ciu hai) va tiéu chuin
loai trir (ngudi bénh khong truc ti€p mua thudc
tai hé thong nha thu6c Bénh vién Pai hoc Y Ha
NOi, ngugi bénh quay lai mua dan thudc cli hoac
ngudi bénh mua thudc khong cé don tai nha
thudc).

2.2. Phuong phap nghién c@ru: Nghién
cliu md ta cdt ngang. BO cau hdi dudc xay dung
can cr trén Quyét dinh s6 4448/QD-BYT ngay
va mot s6 nghién clu trude day [1], [2], [4] . BO
cau hoi khao sat gom 5 yéu to: 1/ Kha nang tiép
can (3 cau), 2/ Tinh céng khai théng tin va tha
tuc hanh chinh (3 cau), 3/ Cd sd vat chat (5
cau), 4/ Nhan vién ban thudc (7 cdu), 5/ Két qua
cung cap dich vu (9 cau). Sir dung phuong phap
chon mau thuan tién va ti€n hanh phéng van
ngudi bénh bang bd cau hoi thiét k& san thu
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dugc 400 phiéu tra I6i dua vao phan tich. Thdi
gian thu thdp sO0 liéu tUor 27/7/2020 dén
18/9/2020. S6 liéu dudc nhap bang phan mém
Epi info 7 va phan tich bang phan mém SPSS
22.0. Thong ké mo ta tinh toan tan suat, ty 1€ %
d6i véi bién phan loai va gia tri trung binh, do
léch chuén (SD) d6i véi bién lién tuc. So sanh 4
nhédm vdi bién lién tuc phan bd chudn s dung

Bang 1. Bic diém déi tuong nghién ciu

Anova, vGi phan b& khdng chudn si dung
Kruskal- Wallis test; véGi bién phan loai sir. dung
Chi square test hodc Fisher’s exact test.

Ill. KET QUA NGHIEN cU'U

3.1. Dic diém ddi tugng nghién ciru

Mot s6 dic diém cua ngudi bénh tham gia
nghién clfu dugc mo ta & bang sau:

Pac di€ém NT1 NT2 NT3 NT4 T6ng
Tudi (tudi), TB (SD) | 42,1 (15,7) | 39,9 (12,8) | 40,0 (14,7) | 43,7 (14,8) | 41,4 (14,6)
Gigi tinh (n=400)
Nam 30 (30,0) | 41 (41,0) 31 (30,3) 32(32,3) | 134 (35,5)
N 70 (70,0) | 59 (59,0) 70 (69,7) 67 (67,7) | 266 (65,6)
Dan toc (n=400)
Kinh 99 (99,0) 99 (99,0) 100 (100,0) 99 (99,0) | 397 (99,3)
Dén toc khac 1(1,0) 1(1,0) ' 1(1,0) 3(0,7)
Nghé nghiép (n=393)
Cong chuc/vién chuc 15(15,5) | 27 (27,3) 14 (14,0) 24 (24,7) | 80 (20,4)
Cdng nhan 5(5,2) 3(3,0) 5 (5,0) 7(7,2) 22 (5,1)
Néng dan 19 (19,6) 9(9,1) 15 (15,0) 19(19,6) | 62 (15,8)
Kinh doanh tu’ do 23(23,7) | 29(29,3) 38 (38,0) 22 (22,7) | 112 (28,5)
D3 nghi huu 9(9,3) 7 (7,1) 10 (10,0) 11 (11,3) 37 (9,4)
Khéc 26 (26,8) | 24(24,2) 18 (18,0) 14 (144) | 82(20,9)
Thu nhap trung binh hdng
thang (triéu dong), TB (SD) | 11,4 (21,9) | 12,3 (23,7) 8,6 (6,8) 8,3(10,9) |10,0(16,7)
Hoc van (n=380)
Dudi THPT 18 (19,1) 11 (11,7) 13 (13,1) 11(11,8) | 53(13,9)
THPT 40 (42,6) | 31(33,0) 30 (30,3) 37 (39,8) | 138(36,3)
Trung cap/Cao dang 10 (10,6) 16 (17,0) 12 (12,1) 8 (8,6) 46 (12,1)
Dai hoc/Trén dai hoc 26 (27,7) | 36(38,3) 44 (44,4) 37(39,8) | 143 (37,6)
NGi 6 (n=396)
N&i thanh Ha Noi 17 (17,0) | 31 (31,6) 35 (35,0) 22 (22,4) | 105 (26,5)
Ngoai thanh Ha Noi 24 (24,0) 19 (19,9) 19 (19,0) 15(15,3) | 77 (19,5)
Tinh khéc 59 (59,0) 48 (49) 46 (46,0) 61 (62,2) | 214 (54,0)
Lan kham (n=396)
Lan dau tién 38 (38,0) 40 (40,0) 32 (32,4) 36 (37,1) 146 (36,9)
Lan th(? hai 17 (17,0) 19 (19,0) 24 (24,2) 13(13,4) | 73(18,4)
Nhiéu hon hai [3n 45 (45,0) | 41 (41,0 43 (43,4) 48 (49,5) | 177 (44,7)
Thdi gian trung binh dé
mua thudc (phat), TB (spy| 130 (7:8) | 6,6 (3,7) 9,0(6,0) | 11,3(75) | 197 (7,0)

*Ghi chu: NT: Nha thudc; TB: Trung binh

Dd tudi trung binh clia ngudi bénh tham gia
nghién ctu 1a khoang 41,4 tudi, ti

Ié nguGi bénh la nir gidi cao han nam gidi va
chiém 2/3 téng s& ngudi bénh, hau hét 1a

ngudi dan toc Kinh. Cé 37,6% ngudi bénh co
trinh do tur dai hoc trd Ién, chiém da s6. Tai nha

thudc s6 1 thdi gian ngudi bénh chd dgi dé€ mua
thudc la nhiéu nhat 13,6 phat va thdi gian chd
dai trung binh tai cac nha thudc la 10,2 pht.

3.2. So sanh mirc d6 hai long cua ngudi
bénh. Bang 2 thé hién mdc dd hai long cla
ngudi tham gia nghién cru véi kha nang ti€p can
cac nha thuéc:

Bang 2. Muc dé hai long vdi kha nang tiép cdn nha thudéc

< . Mirc dd hai long: Piém TB (SD)
G ELECT NTL | NT2 | NT3 | NT4 | Tong | p
Lo A vin X o 4,46 4,47 4,78 4,57 4,57
NT cd vi tr{thuan tién, c!e tlr]’] (0.56) (0.52) (0.44) (0.56) (0.53) 0,000
Bang chi dan r6 rang, dé hiéu 4,60 4,48 4,82 4,61 4,63 0,000
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(0,62) | (0,59) | (0,38) | (0,55) | (0,56)
Hinh anh va thiét ké NT tao an tugng 4,26 4,41 4,63 4,55 4,46 0.000
than thién, gan giii (0,64) | (0,62) | (0,58) | (0,61) | (0,63) | '
Két qua cho thdy cd su khac biét vé diém danh gid mdic dd hai 1ong clia ngudi bénh vé kha néng tiép
can gilta 4 nha thuSc bénh vién. Trong d nha thudc s6 3 c6 diém danh gid cao nhat & ca 3 tiéu chi.
Bang 3. Muc dé hai long vdi minh bach théng tin va thu tuc hanh chinh
Mirc dé hai long: Diém TB (SD)

Bién quan sat

NT1 NT2 NT3 NT4 Tong )
B1. Bang chi dan quy trinh mua thuéc | 4,57 4,65 4,69 4,59 4,63 0.433
rd rang, dé hiéu, thuan tién (0.55) | (0,69) | (0,48) | (0,60) | (0,58) | "
B2. NVBT lubn giao day du hoa don 4,76 4,91 4,87 4,81 4,84 0031
ban hang (0,43) | (0,32) | (0,34) | (0,39) | (0,38) |
B3. Gia thudc dugc niém yét cong 4,64 4,85 4,68 4,54 4,68 0.000
khai (trén hda don/trén bao bi thudc) | (0,50) (0,41) | (0,60) (0,61) (0,55) !

V& tinh minh bach thong tin va thu tuc hanh chinh nha thudc, két qua cho thdy ngugi bénh danh
gia cao, tai tat ca cac nha thudc va & ca 3 tiéu chi danh gia déu dat trén mic hai long (trén 4 diém).
Bang 4. Muc hai long vdi co sé vat chat nha thuéc

n . M{rc d6 hai long: Piém TB (SD)
LA el NTL | N2 | NT3 | NT4 Téng | p
C1. Dién tich nha thudc I3 dd réng (g:gg) (f:gg) (g:gé) (g:%) (g:gé) 0,000
C2. Khu vuc chd mua thuoc la sach s€ va 4,55 4,33 4,60 4,61 4,53 0.029
thoai mai (0,61) | (0,82) | (0,55) | (0,53) | (0,65) | "
C3. Hé thong loa thong bao r6 rang, dé 4,40 4,45 4,59 4,41 4,46 0.150
nghe (0,694) | (0,58) | (0,65) | (0,73) | (0,67) | "
C4. Cac khu vuc nhan dan, thanh toan, lay | 4,43 4,40 4,63 4,52 4,49 0.043
thubc dudc b tri khoa hoc, phii hdp (0,62) | (0,71) | (0,56) | (0,61) | (0,63) |
C5. Khu vuc tu van cé dam bao tinh riéng 4,12 4,29 4,21 4,11 4,18 0257
tu (0,71) | (0,67) | (0,88) | (0,84) | (0,78) |

Vé danh gid co sd vat chét tai nha thudc, c6 su khac biét dang ké gitra cac nha thubc vé cac tiéu
chi: dién tich, khu vuc chd, va b8 tri cdc khu vuc. Trong do, nha thudc s& 2 c6 diém danh gia thap
nhat & ca 3 tiéu chi nay. Ngudi bénh danh gia dién tich nha thuéc 6 mdc dudi hai 1dng, diém trung
binh 3,92 (SD=0,96).

Bang 5. Muc hai Iong voi nhan vién tai nha thuéc

n . Mirc d6 hai long: Piém TB (SD)
SIS GREEE NTL | NT2 | NT3 | NT4 | Téng p

D1. Nhan vién cé trang phuc gon 4,61 4,84 4,85 4,77 4,77 0.002
gang, deo thé day du (0,53) | (0,36) | (0,44) | (0,42) | (0,45 !

D2. Nhan vién c6 thai do than thién, 4,73 4,72 4,81 4,81 4,77 0294
lich su va ton trong (0,47) | (0,46) | (0,39) (0,40) | (0,43) !

D3. Nhan vién san sang lang nghe y 4,70 4,65 4,73 4,75 4,71 0.585
ki€n nguGi bénh (0,52) | (0,52) | (0,49) | (0,52) | (0,51) !

D4. Nhan vién luon san sang tra IGi 4,70 4,69 4,69 4,78 4,72 0461
cau hdi clia ngudi bénh (0,52) | (0,46) | (0,58) (0,42) | (0,50) !

D5. Tin tudng vdi cau tra IGi va trinh 4,65 4,55 4,76 4,74 4,67 0.042
d6 chuyén mon cla nhan vién (0,61) | (0,64) | (0,50) | (0,48) | (0,57) !

D6. Nhan vién str dung tir nglt de 4,63 4,66 4,78 4,70 4,69 0118
hiéu khi trao doi thong tin (0,54) | (0,50) | (0,42) | (0,48) | (0,48) !

D7. Nhan vién can than, ddi chiéu khi 4,73 4,82 4,79 4,72 4,76 0.356
giao thudc (0,45) | (0,46) | (0,43) | (0,47) | (0,45) |

Két qua nghién cltu cho thady, nguGi bénh hai long vdi nhan vién tai nha thudc, cac tiéu chi danh
gia déu trén muc 4/5. Trong d6 yéu t6 vé trang phuc va thai d6 than thién, lich sy’ va ton trong cua
nhan vién nha thudc c6 diém danh gia cao nhat 4,77 diém.
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Bang 6. Muc dé hai long vdi dich vu duoc thuc hién tai nha thuéc

n R Mirc d6 hai long: Diém TB (SD)
i NTL | NT2 | N3 | NTA Toéng | p
. , . ~ 4,76 4,85 4,87 4,88 4,84
El. Bugc ban dung loai thudc (0.45) (0.44) (0.37) (0.33) (0.40) 0,207
i e ~ 4,81 4,87 4,87 4,84 4,85
E2. Bugc ban du so lugng thudc (0.39) (0.34) (0.36) (0.37) (0.37) 0,614
E3. Chat lugng cdm quan cua thudc 4,62 4,63 4,71 4,68 4,66 0.525
giao cho la dam bao (0,55) | (0,49) | (0,53) (0,49) | (0,51) !
E4. Bugc gidi thiéu tén va tac dung 4,08 4,32 4,15 4,22 4,19 0321
chinh cuia thubc (1,11) | (0,84) | (1,00) 0,78) (0,94) !
E5. Thudc dugc ghi hudng dan st 4,42 4,55 4,62 4,59 4,54 0441
dung d3y du, chi tiét trudc khi giao | (1,01) | (0,64) | (0,72) | (0,60) | (0,76) | "
E6. Budc cung cap thong tin vé diéu 3,76 4,09 4,10 4,28 4,06 0.007
kién bao quan (1,27) | (0,99) | (0,95 | (0,75) | (1,02) |
E7. Thai gian chG dgi mua thudc la 3,98 4,36 4,36 4,19 4,22 0.001
phu hgp, nhanh chdng (0,75) | (0,75) | (0,70) (0,81) | (0,76) !
E8. Tong gia tri don thudc phu hop 3,98 4,26 4,32 4,24 4,20 | 1010
vSi kha ndng thanh toén 0,76) | (0,72) | (0,80) | (0,73) | (0,76) |
E9. Tin tudng gia thudc tai nha thuoc 357 363 366 378 366
bénh vién ré hon so véi cac nha thubc ! ! ! ! ! 0,318
t nhan khac (0,78) (0,94) (0,92) (0,80) (0,86)

Mirc d6 hai long cla nguGi bénh vé cac tiéu
chi: dugc cung cdp thong tin vé diéu kién bao
quan cua thudc, thdi gian chd dgi mua thudc, va
tong gid tri don thudc c6 su khac biét dang ké.
Trong d6 nha thudc s6 1 cd diém danh gia & 3
tiéu chi nay la thap nhat va dudi mdc hai long.
VEé gid thubc, ngudi bénh tin tudng gia thudc tai
nha thudc bénh vién ré han so véi cac nha thudc

1

Mize diém i ling

Hinh 1. Hai long chung v&i dich vu dugce tai
cac nha thubdc

Diém danh gia trung binh cla ngudi bénh Vi
cad hé thong nha thudc bénh vién la 8,78/10
(SD= 1,07). Nha thu6c s6 1 cé mirc hai long cao
nhat va nha thudc s6 2 c6 mdc hai long thap
nhat nhung khong cé su khac biét cé y nghia
thong ké vé mirc do hai long ctia ngudi bénh doi
v@i dich vu tai tiing nha thudc (p > 0,05).

IV. BAN LUAN

Két qua nghién clru cho thdy, danh gid muic
ddé hai long cia ngudi bénh doi vdi hoat dong
ban thudc dich vu tai hé thong nha thudc bénh
vién Dai hoc Y Ha Noi & mdc tét, diém trung binh
8,78 (SD= 1,07) trén thang diém 10 va chét
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tu nhan khac & mic duGi hai 1ong, diém danh
gia trung binh 3,66 (SD=0,86).

3.3. Su hai long ciia ngudi bénh doi
hoat dong ban thuéc dich vu tai nha thudc
bénh vién. Hinh sau thé hién mic do hai long
trung binh clia ngudi bénh d6i véi hoat dong ban
thudc dich vu tai hé thdng nha thubc bénh vién
va chi tiét tai ting nha thudc

Mise diém hii ng

I—.linh 2].‘Haili 1:'“
lugng dich vu tuong d6i dong déu tai tirng nha
thudc. Tuy nhién cé mét s6 yéu t6 cd muc do hai
Iong clia ngudi bénh khong cao va cd su khac
biét dang ké gitfa cac nha thudc trong hé thdng.

Vé khong gian tai nha thu6c, nha thubc s6 2
c6 diém danh gid thdp nhat 3,66; tiép theo la
nha thubc s6 1 dugc 3,72; nha thudc s6 3 va 4
c6 diém danh gia trén 4. Su khac biét cia mic
do hai long ngudi bénh vé dién tich khong gian
gitta cac nha thubc co y nghia thong ké, Day
cling la yéu t6 ngudi bénh danh gia dugi murc hai
long, diém trung binh 3,92 (SD= 0,96). Tai Bénh
vién Dai hoc Y Ha NGi dién tich nha thudc s6 2

12 chung v&i dich vu duoc tai
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bénh vién bé nhat so véi cac nha thudc khac va
khong cd khu vuc ghé ngoi chG cho nguGi bénh.
Mac du cé nhiéu kho khan cho bénh vién Pai hoc
Y ndi riéng va nhirng bénh vién tai cac thanh pho
I6n c6 thé sdp xép khdng gian rong rdi dé ma
rong dién tich cac khu vuc hau can, dich vu
nhung day la yéu t6 c6 anh hudng dang k& dén
muc do hai long cta ngudi bénh. Vi thé néu co
thé, bénh vién can cai tao, mé rdng hon dién tich
nha thudc dé dap (ng véi nhu cau st dung ngay
cang tang, nang cao su hai long clia ngudi bénh.

Vé thdi gian chd dgi trung binh d€ ngudi
bénh mua thudc (tinh tir lGc xép don dén khi
nhan dugc thudc va ra vé) la khoang 10 phut,
khd nhanh chdong. Do dd, nguGi bénh ciing
tugng dG6i hai long vé thgi gian chg dgi mua
thudc, diém danh gid trung binh tai hé théng la
4,22 (SD= 0,76). Tuy nhién, trong khi cac nha
thubc khac déu dat trén muc 4, thi tai nha thudc
sO 1 tiéu chi nay chi dugc ngudi bénh danh gia
dudi mic 4, va su khac biét co y nghia thong ké.
Trong qua trinh phong van cling quan sat thay,
lugng bénh nhan tai nha thuéc s6 1 dong hon
han cac nha thudc khac, do d6 ngudi bénh co it
thdi gian hon d€ dugc tu van cac théng tin thudc
chdng han nhu vé diéu kién bao quan. Nha thudc
s0 1 ¢d vi tri gan khu kham bénh nhat, vi thé sau
khi két thuc qua trinh kham bénh va nhan daon
thudc tir bac si nguGi bénh thudng chon mua
thudc tai nha thudc nay vi tinh thuan tién. Ngoai
ra, cling c6 mot sd ngudi bénh ¢ suy nghi rang
nha thudc bén trong, cung toa nha bénh vién thi
dam bao hon, nha thudc riéng bén ngoai cd thé
khong thudc bénh vién, méc du da co bién théng
bdo rdng tdt ca hé thdng nha thudc déu nhu
nhau vé danh muc thulc, gid ca. Vi thé, néu
muon giam thdi gian nguGi bénh phai chd dgi tai
nha thubc s6 1, mot s6 bién phap dua ra la: xay
dung nha thudc méi gan khu kham bénh hon dé
ngudi bénh thuan tién mua thudc (trién khai nha
thu6c s6 5 bénh vién tai doi dién khoa Hoi strc
cdp clu); hoan thién hé théng bién théng bao
rong rai cho ngu’di dan biét tat ca cac nha thudc
trong khudn vién bénh vién déu nhu nhau (da cé
nhung can tao hinh thic hap dan hon dé ngudi
bénh d& nhan biét tai cic nha thudc); trong
truGng hgp qué tai dugc si ban thubc phdi hop
cung nhan vién phong cdng tac xa hdi cd thé
thdng bao Ién loa cho ngudi bénh cd thé linh
dong thay ddi sang cac nha thudc khac, tranh
trudng hop phai chd lau.

Ngudi bénh la khach hang nén ho luén mong

muon nhan dugc dich vu tot, co hiéu qua vdi gia
ca phai chdng. Do dé gia thudc la yéu t6 quan
trong cé anh hudng dén sy hai long clia ngudi
bénh[3]. Tai hé thdng nha thubc bénh vién Dai
hoc Y Ha Noi, diém danh gia trung binh la 3,66.
C6 thé th8y rdng méc du da s6 ngudi bénh cho
rang gia tri don thudc la phu hgp, tuy nhién ho
khéng cho rang gid thudc mua tai nha thudc
bénh vién thi ré hon. Nguyén nhan c6 thé do da
s6 ngudi bénh di khdm va mua thudc ludn tai
nha thuoc bénh vién, ho it khi ra nha thuoc bén
ngoai mua nén khé c6 thé so sédnh gid dugc.
Pong thdi, cd thé do nhitng suy nghi, cdm nhan
tUr xua cua ngusi bénh vé viéc gia mua trong
bénh vién dat han bén ngoai. M6t sd bién phap
cai thién nhu: khi ké don can can nhdc Iua chon
thudc theo diéu kién kinh té ciia ngudi bénh, Iya
chon thu6c generic cé g|a ca phai chang nhu‘ng
van dam bao hiéu qua diéu tri, thu‘dng Xuyén
cap nhat cac thong tin vé gid ca cac mat hang
trén thi trudng dé€ lam viéc vai nha cung cép diéu
chinh gia cho phu hgp vdi thi trudng.

V. KET LUAN
NguGi bénh hai long vdi dich vu tai hé thong

nha thudc ctia Bénh vién Pai hoc Y Ha Noi diém

danh gia trung binh la 8,78/10 (SD= 1,07).

Trong d6 nha thudc s6 1 c6 mdc hai long cao

nhat. Nha thuGc s6 2 c6 mirc hai long thap nhat.

Tuy nhién, khong c6 su khac biét c6 y nghia

thong ké vé mirc do hai long clia ngudi bénh doi

vGi chat lugng dich vu tai tiing nha thuéc (p >

0,05). Mot sO yéu t6 can cai thién tai ting nha

thudc nhu: dién tich phuc vu, thdi gian chg doi

va gia thudc.
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