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CHAT LUO'NG DICH VU KHAM CH(*A BENH NOI TRU
TU GOC PQ NGUO'1 BENH TAI BENH VIEN PAIHQCY DUQC
THANH PHO HO CHi MINH CO’' SO’ 2 NAM 2023

Nguyén Téan Anh!, Lé Thi Kim Anh2, Vii Tri Thanh?

TOM TAT

Muc tiéu: Danh gla CLDV KCB noi tru tur géc do
nguSi dén KCB ndi tri dua vao bd cong cu PSS.
Phudng phap: Mo ta cit ngang, nghién ctu dinh
lugng két hgp dinh tinh. Su* dung cong cu PSS cho 161
nguai den KCB noi trd va phong van sau 14 NVYT
(NVYT) va 8 ngu’dl bénh diéu tri ndi trd. Két qua Ty
& nam 33%, nit 67%, trén 66% tir 35 tudi tra Ién,
40% & gan bénh vién. T4t ca ngerl bénh da hoan
thanh trung hoc cd s tré 1én va 75% nger| bénh cé
thu nhap thdp dudi 5 triéu VND/thang. Diém trung
binh CLDV chung Ia 3.84 + 0.30 diém, trong do 5 khia
canh CLDV dat tr 3.76 dén 3.92 dlem Két luan:
CLDV KCB ndi tr(i tai Bénh vién Dai hoc Y Dugc Thanh
phd H6 Chi Minh Co s 2 ndm 2023 tur goc do ngu‘d|
bénh dat 3,84 dlem Dlem danh gla CLDV cao nhat &
tiéu ch| "su tin cay va thap nhat & tiéu chi “su dap
ng” va “ca sd vat chat”.

Tu’ khoa: Chat lugng dich vu, khdm bénh ndi trg,
Bénh vién Pai hoc Y dugc TPHCM
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PERSPECTIVE OF PATIENTS AT HO CHI MINH
CITY UNIVERSITY OF MEDICINE AND
PHARMACY HOSPITAL, CAMPUS 2 YEAR 2023

Objectives: Evaluate the quality of internal
medical services from the perspective of people
coming to inpatient care based on the PSS toolkit.
Subjects and methods: Cross-sectional descriptive,
quantitative combined with qualitative study. Using the
PSS tool for 161 people who came to inpatient care
and in-depth interviews with 14 health workers and 8
inpatients. Results: Male 33%, female 67%, over
66% aged 35 and over, 40% live near the hospital. All
patients have completed lower secondary school or
higher and 75% of patients have a low income of less
than 5 million VND/month. The average point of
overall service quality is 3.84 + 0.30 points, of which 5
dimensions of service quality are from 3.76 to 3.92
points. Conclusion: Quality of inpatient medical
services at Ho Chi Minh City University of Medicine and
Pharmacy Hospital, Campus 2 in 2023 from the
patient's perspective reached 3.84 points. The highest
rating of service quality is in the "reliability" criterion
and the lowest is in the "responsiveness" and
"facilities" criteria. Keywords: Service quality, in-
patient examination, University of Medicine and
Pharmacy Hospital Ho Chi Minh City

I. DAT VAN DE

Chat lugng dich vu (CLDV) la mot trong
nhifng yéu té quan trong cua hé thdng cham sdc
surc khoé (CSSK) trong viéc cung Ung cdac dich vu
kham chifa bénh (KCB) cho ngugi dan.! Viéc
danh gia CLDV KCB gilp xac dinh cac van dé
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trong tdm nhdm uu tién cai ti€n, cung cdp cac
dich vu dap (ng nhu cau va lam hai long nguGi
bénh. Day la nhitng yéu t6 then chot trong viéc
chi€m uu thé canh tranh, mang dén su khac biét
so V@i cac bénh vién khac trong viéc thu hat
ngudi bénh, khach hang.? Ngoai ra, viéc danh gia
CLDV KCB ciing cung cdp cho cac nha quan ly
thong tin hitu ich, gidp ho dua ra nhitng quyét
dinh hgp ly vé phan bd ngudn luc hién cd. Ddng
thdi, viéc danh gia nay cling gilp cai thién CLDV
CSSK mot cach tét han.3

Nhiéu phuong phap da dugc s dung dé
danh gia CLDV KCB tur nhiéu khia canh va goc do
khac nhau. Trong d6, mé hinh SERVPERF dugc
cho la co tinh &ng dung cao va hiéu qua trong
viéc phan anh CLDV KCB tUr géc do cla ngudi
bénh. Tai Viét Nam, tdc gid Lé Tan Phung va
cdng su' da chudn hoéa bd cdng cu SERVPERF ra
ngbn nglr Ti€ng Viét va s dung tén goi la
Patient Satisfaction Scale (PSS).* Trén thuc té€,
cac mo hinh danh gia CLDV KCB bénh vién da
dugc ap dung rong rai tai nhiéu nudc trén thé
gidi va Viét Nam. Nghién cru cua tac gia Mesut
Akdere cling cac cong su thuc hién ndm 2018 tai
mot bénh vién & Thé Nhi Ky cho thdy gia tri
CLDV KCB trung binh chung dat mdc 3,76 diém
dén 5 diém.> Tai Viét Nam, tac gid Tran Thly
Nhung thuc hién nghién clfu danh gia CLDV KCB
noi tru tai Trung tam vy té thanh phd Vinh Long
nam 2018 cho két qua nghién ctu 1a diém CLDV
KCB trung binh cao nhét Ia 4,05 + 0,65 diém.

Bénh vién Dai hoc Y Dugc Thanh phG HS Chi
Minh Cd s@ 2 dudc danh gia la mot trong nhirng
bénh vién KCB da khoa uy tin hang dau tai mién
Nam va ca nudc. Bénh vién lubn tap trung vao
chdt lugng chuyén mon va danh gia CLDV KCB
tlr géc dd ngudi bénh tir d6 cd co sd dé dua ra
gidi phap nham nang cao CLDV mét cach hiéu
qua. Do vay, ching t6i quyét dinh thuc hién dé
tai nghién clu "Chédt luong dich vu kham chiia
bénh ndi tru tur goc do nguci bénh tai Bénh vién
Pai hoc Y Dugc Thanh phd H6 Chi Minh Co sd 2
nam 2023
Il. BOI TUONG VA PHUONG PHAP NGHIEN CU'U

2.1. P6i tugng nghién ciru

Nghién cuu dinh luong: Ngugi bénh tai 04
khoa ndi tri cd giudng luu: Khoa Ngoai tong
hop, Khoa Chan thuong chinh hinh, Khoa Tai miii
hong va Khoa Phuy san Bénh vién Da| hoc Y Dugc
TPHCM Ca s& 2. Tiéu chuén chon mau: Bu tur 18
tudi trg Ién, cd kha ndng tra I5i phat van. Diéu tri
ndi tra it nhat 24 gid va chuén bi xudt vién. Tiéu
chu@n loai trir: La NVYT hodc ¢6 ngudi nha la NVYT.

Nghién ciru dinh tinh: Dai dién lanh dao
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Phong Quan ly chat lugng; dai dién lanh dao
Phong K& hoach téng hop; dai dién lanh dao
khoa Ngoai tong hgp, Khoa Chan thuang chinh
hinh, Khoa Tai mii hong va Khoa Phu san
BVDHYD TPHCM Cg sd 2; bac si, diéu duGng
cdng tac tai khoa Ngoai tdng hdp, Khoa Chan
thuong chinh hinh, Khoa Tai mii hong va Khoa
Phu san BVYDHYD TPHCM Cd sG 2 c6 cham soc va
diéu tri nguGi bénh diéu tri ndi trd. Ngugi bénh
diéu tri ndi trd tai Khoa Ngoai téng hgp, Khoa
Chan terdng chinh hinh, Khoa Tai miii hong va
Khoa Phu san BVDHYD TPHCM Cd sG 2 sau khi
hoan tdt bang khao sat dinh lugng. Tiéu chuén
chon mau NVYT: Dang cbng tac tai bénh vién tir
1 ndm trd lén. Tiéu chudn loai trir NVYT: Dang
trong ché d6 nghi dai ngay (nghi 6m, nghi khong
hudng Ierng hodc nghi thai san). Tiéu chuan
chon mau ngudi bénh: DU tir 18 tudi trd Ién, cb
kha nang tra IGi phat van. biéu tri ndi trd it nhat
24 gid va chudn bi xudt vién. Dd hoan thanh
nghién ctu dinh lugng.

2.2. Thdi gian va dia di€m nghién ciru

- Thdi gian: tir ngay 03 thang 5 nam 2023
dén 06 thang 6 nam 2023.

- Dia diém: Khoa Ngoai téng hgp, Chan
thuong chinh hinh, Tai mii hong va Phu san
BVDPHYD Co sG 2.

2.3. Thiét ké nghién ciru. Nghién ciru mo
ta cét ngang, két hgp dinh lugng va dinh tinh.

2.4. CG mau

Nghlen ciru dinh luong: SU dung cong
thirc ¢ mau udc Ierng mot ty 1& cia quan thé

Z8 _gymy - P(1—B)
n="__ a

Trong do: n: ¢ mau udc tinh.

a: sai lam loai 1 >a = 0,05; Z2%a-q/2): tri O tU
phan phdi chudn (Z%(1-012) = 1,96).

p: Chon p = 0,896 dua theo két qua nghién
clfu cla tac gia Lé Tan Phung va cac cong su
thuc hién d6i vdi 12 bénh vién cong lap thudc
tinh Khanh Hoa nam 2015 theo b6 cong cu PSS.*

d: do chinh xac tuyét d6i mong mudn (d =
0 05) Ap dung cbng thirc trén ta tinh dugc G
mau n = 143 ngudi bénh. Nghién clu vién da
thuc hién thu thap di liéu véi 161 ngusi bénh
diéu tri noi tru.

Nghién ciru dinh tinh: C3 m3u gom 2 nhom
dugc PVS: 08 NB diéu tri n0i trd va 14 NVYT

2.5. Cong cu thu thap so liéu

Nghién ciru dinh luong

BO cau hdi dinh lugng cé 2 phan:

- Phan 1: Cac yéu t6 vé ngudi bénh: Gigi
tinh, tudi, trinh d& hoc van, tinh trang kinh té&, s6
lan kham tai bénh vién, khoang cach tGi bénh
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vién, hinh thic chi tra vién phi (s& dung BHYT
hoac tu chi trd), thGi gian diéu tri tai bénh vién,
khoa kham chira bénh va diéu tri.

- Phan 2: Nghién c(tu vién sir dung thang do
PSS da dugc kiém dinh tinh gia tri va dd tin cay
(8). Thang do nay bao gom 5 tiéu chi danh gia
CLDV KCB tir géc do nguGi bénh. 5 tiéu chi nay
dudc xem la 5 khia canh d€ danh gia va xac dinh
CLDV KCB tir géc_dd ngudi bénh tai BVDHYD
TPHCM Cd s@ 2, moi cau hoi dugc danh gia theo
thang do 5 diém Likert: “R&t dong y” (5 di€ém),
“Poéng y” (4 diém), “Trung dung” (3 diém),
“Khéng déng y” (2 diém), “R&t khéng déng y” (1
diém). Cac ndi dung tiéu chi véi 26 cau nhu sau:
“Su dam bao” CLDV KCB (9 cau); “Su dap Ung”
cla NVYT d6i vGi yéu cau cla ngudi bénh (7
cau); “Cg s@ vat chat” (3 cau); “Su tin cay” (3
cau); “Su cam théng” (4 cau).

Nghién cuau dinh tinh. PVS nguGi bénh
theo cha dé cua bang cau hoi hudng dan ngay
sau khi két thic khado sat thang do danh gia
CLDV KCB bang PSS. S dung cdu hoi mé, ndi
dung sé& ghi am v6i sy dong y cua nguGi bénh,
NVYT va ghi chép lai, mai cube PVS kéo dai tir 30
- 45 phuat. 04 diéu duBng tai 04 khoa thuc hién
thu thap so6 liéu.

2.6. Phuong phap thu thap so liéu

- Budc 1: Nghién cltu vién tién hanh ti€p can
dbi tugng nghién clu thong qua danh sach
ngudi bénh xudt vién tai 04 khoa ndi trd, va
dudc hd trg thong tin tU thu ky hanh chinh cac
khoa. Qua trinh nay tuan thu phuong phap chon
mau ngau nhién hé thdng.

- Budc 2: Thuc hién 18y mau b&ng cach chon
ngau nhién ngudi bénh dang chd lam thi tuc
xuat vién. Nghién cru vién ti€p can ngudi bénh,
gidi thiéu vé nghién cllu va mdi ho tham gia vao
nghién clru. Ngu@i bénh dong y sé ky tén vao
phiéu dong y tham gia nghién clfu va dugc tién
hanh khao sat bd cdu hdi.

- Budc 3: Thuyc hién ph(’)ng van truc tiép doi
tugng tham gia nghlen cttu dua trén bo cau hoi
dugc chuén bi san. DGi vdi nghién cltu dinh tinh,
nghién cru vién thuc hién PVS ngudi bénh du‘cjc
chon sau khi hoan tat khao sat dinh Iugng va
dong vy ti€p tuc tham gia nghién cru. PVS ciing
dugc tién hanh d6i véi NVYT, lanh dao khoa va
lanh dao bénh vién, sau khi ho dong y tham gia
nghién clfu. Cac cudc PVS déu dugc xin phép ghi
am qua trinh phong van va dugc su dong thuan
cta d6i tugng nghién clru.

- BuSc 4: Kiém tra lai phiéu tra I6i sau khi
ngu’dl bénh hoan thanh. Lap danh sach ngugi bénh
moi ngay dé tranh trung 13p d6i tugng nghién cdu.

2.7. Phudong phap xur ly so liéu. SO liéu
dudgc nhap bang chuang trinh Microsoft Excel,
sau d6 dung phan mém SPSS phién ban 22.0 dé
phan tich. Ap dung cac phudng phap phan tich
thong ké mo ta: Tinh tan suat, ti 1€ phan tram
vGi cac bién s6 nhu: Gidi, nhdom tudi, khoang
cach t&i bénh vién, trinh do hoc van, Trung binh
(d6 I1éch chuan) dung dé thdng k& md ta cho cac
bién s8 dinh lugng c6 phan phéi chudn. Trung vi
(khoang tr phan vi) dung dé thdng ké mé ta cho
cac bién so dinh lugng khong phai phan phdi
chuén. Vdi cac chu dé dinh tinh, thdng tin dinh
tinh dugc g& bang, ma hoa va phan tich theo
chi dé. Cac néi dung phlu hgp dudgc trich dan
dap Ung vdi muc tiéu nghién clu.

Ill. KET QUA NGHIEN cU'U

3.1. Thong tin chung cia doi tugng
nghién cifu
Cac dac - Tan [Tilée
diém NQi dung s6 | %
Nam 53 33
Gidi tinh NG 108 [ 67
18 -35 54 34
. 0 36 —45 34 21
Nhom tudi 26 =60 51 32
Trén 60 22 14
Khoang Gan bénh vién 64 | 40
> pe Binh thudng 27 | 17
Sach den Xa bénh vién 47 29
' ' Rat xa bénh vién 23 | 14
St dung co 112 | 70
BHYT Khong 49 30
Thdi gian 1 -3 ngay 107 | 66
diéu tri tai 4 — 6 ngay 43 | 27
bénh vién Trén 7 ngay 11 7
Khoa N.goaiNTéng Hop | 33 | 20
Khoa kcp | DNV Chan thudng |5y 1 43
tai bénh <
“vién Phong Sanh 16 10
' Khoa Tai Mii Hong 72 | 45
Trai Hau San Hau Phau| 19 | 12

Nhéan xét: Ty |é nif giGi (67%) trong nghién
cru nay vugt troi han so véi nam gidi (33%) véi
nhém tudi 18-35 chiém ty 1& cao nhat (34%). Khi
xem xét khoang cach tir nha dén bénh vién, gan
mot nlra s6 ngudi bénh (40%) song gan bénh
vién, trong khi phan con lai bdo cdo khoang cach
xa. Da phan nguGi bénh da hoan thanh trung
hoc cg s@ trd lén va hai phan ba (75%). Gan
80% ngudi bénh trong nghién clru da tai kham
tai bénh vién, trong do6 hai phan ba (66%) trong
s6 do da diéu tri trong khoang thgi gian tir 1 dén
3 ngay. bang chd y la cé dén 70% ngudi bénh
trong nghién cru d3 s dung Bao hiém y té
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(BHYT) khi dén kham tai bénh vién. Hon nifa,
gan nla sO0 ngudi bénh trong nghién ctu da
dugc diéu tri noi tru tai Khoa Tai Miii Hong, ty I€

nay ding dau trong nghién clu (45%), Khoa
Ngoai Téng Hop ciing dat ty 1& cao th( hai (20%).

3.2. Thuc trang chat lugng dich vu
kham chira bénh néi tra

Bang 3.2. Ty Ié hai long vdi tiurng tiéu chi cua chat luong dich vu kham chira bénh

(n=161)

Tiéu chi Rat hai long| Hailong |Trung dung|Khong hai long | Rat khong hai long
Sudam bao | 30 (18,6%) | 118 (73,3%)| 12 (7,5%) 1(0,6%) 0 (0%)
Sudap ing | 18 (11,2%) | 124 (77%) | 14 (8,7%) 5 (3,1%) 0 (0%)

Cd s@ vat chat | 48 (29,8%) | 58 (36%) | 51 (31,7%) 3 (1,9%) 1 (0,6%)

Su tin cay 58 (36%) | 73 (45,3%) | 27 (16,8%) 2 (1,2%) 1 (0,6%)

Sy cam thong | 62 (38,5%) | 78 (48,4%) | 16 (9,9%) 3 (1,9%) 2 (1,2%)
CLDV KCB chung| 5(3,1%) [151(93,8%)| 3(1,9%) 2 (1,2%) 0 (0%)

Nhan xét: Tiéu chi “Co sG vat chat” dugc
ngudi bénh danh gid hai Iong 8 mic thap nhat la
65,8% vGi 31,7% ngudi bénh danh gia § muic
trung tinh va 2,5% danh gid ¢ mdc khdng hai
long va rat khéng hai long. Bén canh do, tiéu chi
“su dam bao” dugc ngudi bénh danh gia cao
nhat vdi ty 1€ 92% hai long va rat hai long; tiéu
chi “su dap ¢'ng” va “su’ cam thong” dugc ngudi
bénh danh gia khong hai long va rat khong hai
Iong cao nhat véi ty 1€ 3,1%.

PVS thi CLDV tai bénh vién dugc nhitng doi
tugng nghién cru danh gia tuong doi tot, néu so
v3i mdt bang cac bénh vién khac thi dugc danh
gia kha cao.

“Chu thdy bénh vién kha t6t, ci gi ciling 6n,
tuong d6i chuén, di md khad an tdm, ndm & lai
thdy sach sg, thoai mai” (PVS, Ngugi bénh)

Vé phan NVYT va doi ngli bac si cling danh
gid cao CLDV cua bénh vién, cd thé day la mot
trong cac uu diém cta BVPHYD TPHCM Co sG 2
khi so sanh véi cac co sé khac.

“Chi thdy CLDV & bénh vién minh so véi cg
s& hién tai thi qua tot roi” (PVS, NVYT)

Bang 3.3. Piém trung binh cua tirng
tiéu chi chat luong dich vu kham chia
bénh (n = 161)

. a . Piém trung | Do léch

Tieu chi binh chuan
Sy dam bao 3,86 0,33
Su dap Ung 3,76 0,21
Cd sG vat chat 3,76 0,61
Su tin cay 3,92 0,56
Su cam thong 3,91 0,57
CLDV KCB chung 3,84 0,30

Nhdn xét: Theo bang 3.3 cho thdy diém
CLDV KCB chung ctia BVDHYD TPHCM Cd sG 2 la
3,84; 0,3 diém. Piém trung binh cla 5 tiéu chi
phan bd tucng déi dong déu, tat ca 5 tiéu chi
déu cb diém trung binh trén 3,41 di€ém. Phan tich
diém trung binh cutia cac tiéu chi ctia CLDV KCB
chung cho thdy diém trung binh cao nhéat & tiéu
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chi “su tin cdy” (3,92) va thap nhat & 2 tiéu chi
“su dap i’ng” (3,76) va “cd s& vat chat” (3,76).

PVS nguGi bénh va NVYT & cac tiéu chi CLDV
kham chira bénh dugc phan hoi kha tot

“Anh thdy nhin chung 1a 6n rdi. NVYT tai
bénh vién that su gidi, an can va cé tdm vdi
ngudi bénh. Anh c6 thdc mac nao cling giai dap
hét, khong hé phién ha” (PVS, Ngudi bénh)_

“Chi thdy moi lan dén bénh vién la mai lan
thdy bénh vién ngay cang hién dai han, sach sé
han, bo tri lai cac phong thuan tién hon cho
ngudi bénh.” (PVS, Ngudi bénh)

“Bénh vién da dau tu vao viéc duy tri va
nang cao chat lugng ngudn nhan luc vé chuyén
mon cling nhu thai do, cr chi giao ti€p vGi dong
nghiép va ngudi bénh.” (PVS, NVYT)

“Bénh vién minh lubn cai thién moi ngay, xay
dung lai cho 16i di n6 théng thoang hon, ngudi
bénh cé cho ngdi trat ty' hon, ho cam thay thoai
mai han, minh va ho di lai cling dé han”

(PVS, NVYT)

IV. BAN LUAN

Téng quan, trong nghién clru cta chdng toi,
diém danh gid CLDV KCB ndi trd tai BVDHYD
TPHCM Co S& 2 dat trung binh 13 3,84 vdi diém
danh gid CLDV cao nhat & tiéu chi “su tin cay”
(3,92) va thap nhat & tiéu chi “su dap Ung”
(3,76) va “cd sd vat chat” (3,76). K&t qua nay
tdng thé tuong ddng va cao hon so vdi cac
nghién cltu khac trén thé gidi. Vi du, khi so vdi
tac gid Mesut Akdere® tai Thd Nhi Ky trén 972
ngudi bénh diéu tri ndi trd, diém CLDV trung
binh la 3,76. Tai Viét Nam, két qua cua ching toi
cling tuang dong khi so sanh vdi cac nghién ctu
tugng tu s dung b cong cu PSS cla tac gia Lé
Tan Phung® thuc hién nghién clru danh gid CLDV
KCB tai cac bénh vién cong Iap thudc tinh Khanh
Hoa vai di€ém CLDV trung binh chung la 3,8.

Két qua danh gia tur ngudi bénh vé khia canh
“su dam bao” tai BVDHYD TPHCM Cg SG 2 cho
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thay nhu‘ng diém manh va can cai thién trong
CLDV va su chdm séc ngudi bénh. O tiéu chi
nay, BVDHYD TPHCM Co SG 2 dat diém trung
binh 1& 3,86 Vi cac ti€u muc dudc ngudi bénh
danh gid dao dong tir 3,7 — 4,02 diém. Két qua
nay tuong déng khi so sanh vdi tac gia Mesut
Akdere (3,90).° Ti€u muc "Piéu dudng 1a nhiing
ngudi cd chuyén mon tot", "Cach cu x(r cia nhan
vién bénh vién tao dugc su tu tin cho ngusi bénh"
va "Piéu duBng cé quan tam dén Ong (Ba)" dat ty
&€ dong y thap, chi khoang 56,5%, 54,7% va
55,9%. Diéu nay cho thdy su can thiét d€ cai thién
va day manh chét lugng cdng viéc va tudng tac
cla NVYT véi nguGi bénh. Chuyén moén cla doi
ngli NVYT, cach U'ng xU va su tan tam trong viéc
giai quyét van dé bénh tat cd thé tao ra su khac
biét trong danh gia ctiia ngudi bénh. Kha nang giao
ti€p va tuang tac cling déng vai trd quan trong. Su
hiéu biét va nhay bén trong viéc 1dng nghe va dap
U'ng cac nhu cau clia ngudi bénh co thé tao ra su
cam nhan tich cuc.

Tiéu chi “su dap 'ng” lién quan truc ti€p dén
thai gian chd dgi clia nguGi bénh doi véi “su’ dap
ng” cla bac si va NVYT, thdi gian chd dgi lam
cac thu tuc xét nghiém, thoi gian lam tha tuc
hanh chinh. Day la mot trong hai tiéu chi dat
diém trung binh thdp nhat trong s6 5 tiéu chi
khao sat, chi dat 3,76 di€ém. Nghién c(tu cla tac
gia Lé Tan Phung ciing chi ra két qua tuong tu
khi “su’ dap (ng” ctia NVYT la tiéu chi dat diém
danh gia CLDV thap nhat.®

Co sd vat chat cua bénh vién ludn la mot
trong nhitng yéu tG6 tac dong I6n dén su’ danh gia
vé CLDV KCB clia ngudi bénh.” Tai khia canh
nay, ti€u muc “Bénh vién ¢4 may mdc va trang
thiét bi hién dai” dugc ngudi bénh danh gid diém
CLDV & murc thap nhét 1a 3,70 diém. Nhitng yéu
t6 nhu CSVC xudng cap va phong bénh chat hep
gay ra thdi gian chd nhan phong cla ngudi bénh
ldu han va anh hudng xau dén CLDV KCB y té.”
Khi CSVC khong dap ('ng du va khong dam bao
hién dai, ngudi bénh c6 thé gdp phai nhiéu khé
khan trong qua trinh diéu tri va cham soc. Viéc
thi€u hut trang thiét bi hién dai cd thé anh
hudng dén chét lugng chan doan va diéu tri, gay
kho khan trong qua trinh cham séc ngudi bénh.

Tiéu chi sy tin cdy danh gia chu yéu vé tinh
than va thai do phuc vu cla diéu duGng va gig
gidc lam viéc cua bénh vién. Diém trung binh
chung cua tiéu chi nay 1a 3,92 13 s6 diém cao
nhat trong cac khia canh. Két qua nay tuang (fng
vGi nghién cfu danh gid c6 hé théng va phan
tich tdng hdp cla tac gia Hojjat Rahmani,® cling
chi ra rang “su tin cdy” la cau phan dugc danh

gid cao nhét tai cac bénh vién & Iran. Tiéu muc
"Diéu dudng to ra quan tdm dé giai quyét cac
van dé bénh tat can giai quyét cla ngugi bénh"
dugc danh gid cao nhat véi diém trung binh Ia
3,99 cho thay nguGi bénh danh gia cao su quan
tam cda diéu duGng trong viéc giai quyét cac van
dé lién quan dén bénh tat cua ho.

Tiéu chi su’ cdm théng danh gia su phuc vu cua
ho ly va thdi gian chd dgi dé dugc kham bénh.
Diém trung binh cta tiéu chi nay la 3,91, tuong
dong véi nghién clru cta tac gia Lé Tan Phung.® Khi
so sanh vGi cac nghién clru quoc t€, két qua cao
hon so véi cac nghién clu cla Hojjat Rahmani
(3,86 diém)8 va Mesut Akdere (3,83 diém).

V. KET LUAN

Diém chéat lugng dich vu khdm chita bénh
noi tru tai Bénh vién Dai hoc Y dugc TPHCM Co
s@ 2 dat trung binh Ia 3,84. Biém chéat lugng dich
vu cao nhat & tiéu chi “su tin cdy” (3,92) va thap
nhat & tiéu chi “su dap Ung” (3,76) va “cd s@ vat
chat” (3,76).
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