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Tém tit

Nghién ciiu phén tich cdc nhdn t6 dnh hudng dén s hai long vé chét lugng dich vy khdm chiia
bénh (KCB) bdo hiém y t& (BHYT) ciia cdce bénh vién cong tai tinh Tra Vinh. Két qud nghién
citu cho thdy, cé 5 nhan t6 dnh hudng dén su hai long doi voi chat lugng dich vu KCB BHYT
tai cdc bénh vién céng tinh Tra Vinh theo thit ty déng gop gidm dan mitc dp quan trong, gom:
DPéi ngii nhdn vién y té; Quy trinh va thii tuc; P6 tin cdy; Co sé vit chdt; Chdt lugng khdm va
chita tri. Trén co s6 két quad da phén tich, tde gid dé xudt mot s6"ham ¥ qudn tri nhdm néng cao
chdt lugng dich vu KCB BHYT ciia cdc bénh vién cong tai tinh Tra Vinh trong thoi gian 1di.

Tit khoa: su hai long, dich v khdm chita bénh bdo hiém y té, cdc bénh vién cong, tinh Tra Vinh

Summary

This study analyzes influential factors on the satisfaction with quality of medical examination
and treatment services using health insurance in Tra Vinh province-based public hospitals.
The result points out five determinants in descending order of importance, including Medical
staffs; Process and procedures; Reliability; Infrastructure; Quality of examination and
treatment. From the finding, the author proposes some governance implications to improve
quality of medical examination and treatment services using health insurance in Tra Vinh
province-based public hospitals in the coming time.

Keywords: satisfaction, medical examination and treatment services using health insurance,

public hospitals, Tra Vinh province
GIGI THIEU

Tra Vinh 1a mot trong 6 nhitng tinh,
thanh pho c¢6 ty 1€ ngudi dan tham gia
BHYT cao so vdi trung binh cd nudc.
Theo Ban Chi dao Bdo hiém y t€ toan
dan tinh Trd Vinh, d&€n cudi nim 2018,
toan Tinh ¢6 hon 994.000 ngudi tham gia
BHYT, dat ty 1& bao phi 95,54%.

Tuy nhién, thyc t€ cho thdy, hién
nay, ngudi dan c6 BHYT khi di KCB lai
i€n dich vu KCB BHYT,
i ha va chét lugng dich vu
chua ddp ﬁ 5t Mat khdc, ngudi dan
van phéi tien chi trd cdc dich vu y
t€ khbng thdc, pham vi chi trd cia quy
BHYT. alit: khong it dich vu ma

_%
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Neay n%m: Bl
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BHYT chi trd vin chua ddp ¢ng duge nhu ciu, quyén
Igi ctia ngudi dan, nhat 1a véi d6i tugng thu nhip cao.

Bén canh d6, chit lugng dich vy BHYT & cdc tuyén
cd s6 chua ddp tng yéu cau do han ché vé nhén luc,
chuyén mén va ky thuit y t€, gdy qud tdi cho cong tic
KCB cho cic ¢6 s6 KCB BHYT tuyén trén.

Ngoai ra, tinh than, thai do va y ddc cia nhéan
vién y t€ cong vdi c6 su khdc biét vé chit lugng va
thdi A6 dich vu gita KCB BHYT va KCB dich vu..
tao tim 1y e ngai cho ngudi tham gia va st dung dich
vy KCB BHYT. Vi viy, tdc gia thuc hién nghién ciu
phin tich cdc nhdn t6 dnh hudng dén sit hai long vé
chat lugng dich vu KCB BHYT cia cdc bénh vién
cong tai tinh Tra Vinh nhim dua ra cde gidi phdp
ning cao chit lugng dich vu KCB BHYT, ddp tng sy
hai long cta ngudi bénh, huéng tdi BHYT toan dan
1a cdn thiét.
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HINH: MO HINH DE XUAT DPANH GIA S HAI LONG
CUA KHACH HANG POl VGI DICH VU KCB BHYT
c(A BENH VIEN CONG TAI TINH TRA VINH
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COSG LY THUYET VA MO HINH NGHIEN cUU

Co sd 1y thuyét

Sw hai long cia khach hang, theo Kotler Philip
(2003), la mic do trang thdi, cam gidc cia mdt ngudi
bdt ngudn i viéc so sanh két qui thu duge qua qué
trinh tiéu diing sin phim vdi nhitng k¥ vong ctia ho.
Muc d6 hai long phu thudc vao su khidc biét giita két
qud nhin duge va ky vong, néu két qui thue t€ thip
hon ky vong, thi khdch hang khong hai long; néu két
qud thyc t€ tuong xing véi ky vong, thi khdch hang hai
long; néu két qud thyc t&€ cao hon k¥ vong, thi khdch
hang rat hai long™.

Tuong wr, Zeithaml va Bitner (2000) cho ring, su
hai 1ong cta khach hang la sy danh gid ctia khach hang
thong qua_ mot san pham hodc dich vy dip tng dl.fU{,
mong munn va yéu cau clia ho. Khdi niém nay di cu
thé héa vé “su hai long ctia khach hing” 1 sy ddnh gid
dugc do luding dua trén sdn phim hoic dich vu.

Theo Tran Thi Hong Cim (2017), thdi do tich cyc
d6i v6i chit lugng chidc ning cia dich va KCB khi ddp
iing dude nhu cau va mong doi clia ho. Nhitng ngudi
bénh nhin dugc dich vu cao hon ky vong sé hai long,
nguge lai ngudi bénh nhdn duge dich vu thip hon so
vdi kinh nghiém cua ho sé khong hai long. Sy hai long
clia ngudi bénh 12 mot chi s6 quan trong vé chat lugng
dich vu KCB di dudc cung cap.

Tit nhitng dinh nghia & trén, tic gid hi€u ring, su
hai long clia khach hiang 12 nhitng gid tri cim nhén doi
céc san pham dich vu ma khach hang mong dgi.

Dich vu y t¢ 12 m6t loai hinh dich vu dic biét, tdc
ddng mang (inh xa hoi, vi bénh tit cd thé xdy ra vdi
bat k¥ ai va budc ho phdi sit dung dich vu KCB khong
tuong dong véi diéu kién kinh t€. Bénh vién (hay co s
y t€ néi chung) 12 noi cung cip dich vu dic biét ndy cho
x@ hdi nhung ciing dong théi 1a mot (8 chife can phai
hoat dong c¢6 hiéu qua.

Béi voi chat luong dich vu v t€ Mosadeghrad Ali
Mohammad (2013) cho riing, chat lugng chim soc siic
khoé duge xdc dinh 1a “1am hai Iong bénh nhan mét cich
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nhét quan biing cach cung cip cac dich vu
chdam séc sitc khoé ¢ hiéu qua, theo cédc
huéng din va tiéu chuin mdi nhit vé y t€,
ddp ing nhu ciu ciia bénh nhan™.

Poan Thi Minh Neuyét (2017) chira 5
nhén {6: Su tin ciy; Su ddm bio; Sy quan
tdm; Yéu to hitu hinh; Kha ning té€p cén
anh hudng t6i chét lugng dich vu KCB.

Cronin va Taylor (1992) da gidi
thiéu thang do SERVPERF. Do ¢6 xuit
xi tir thang do SERVQUAL, céc thanh
phin va bién quan sat ciia thang do
SERVPERF nay giit nhw SERVQUAL.
M6 hinh SERVPERF dugc cic chuyén
gia nghién ctiu marketing ddnh gid kha
tot trong viéc do ludng chat lugng phuc
vu thong qua gid tri cim nhén dich vu.
Diéu nay cho thdy ring, chit lugng dich
vu dugc phdn &nh 16t qua gid tri cdm
nhdn hon la gia tri ky vong.

Appalayya Meesalaa, Justin Paul
(2018), xdc dinh cdc nhin & quan trong
nhit clia chit lugng dich vu trong céc
bénh vién, gdm: (1) Cung cip dich vu
kip thoi; (2) Nhan vién chim sée; (3) Bo
chinh xdc thanh todn; (4) Thong tin lién
lac phit hgp vé thdi gian cung cip dich
vy; (5) Sy nhanh chéng cua dich vu va
(6) Su siin long gitp-dd nhan vién,

Mo hinh nghién citu dé xuat

Trén cd s& tong quan tai liéu, k& thira
tir cdc k€t qua nghién cifu vé cdc nhin to
dnh hudng dén sy hai long d6i vdi chét
lugng dich vu KCB clia cdc nghién ciiu
trude, tdc gid dé xudt mé hinh nghién
cfu nhu Hinh.

Khung phan tich cdc nhén t6 4nh
hudng dén chdt lugng dich vu KCB
BHYT tai cdc bénh vién cong cta tinh
Tra Vinh dudc thé hién qua md hinh ham
hdi quy tuyén tinh 16ng quét c6 dang:

Y = fO+ BIXI + f2X2 + .+ fijXi + u

Hay: SHL = i + f, CSVC + B,DTC +
BSDC + B, CLKCT + /j DNNV+ B, OTTT
+ BCUSDT + u

Tmng dé: Y: Su hai long cda bénh
nhin (bién phu thudc); Xi (i = 1.7): Cic
nhén 16 dnh hudng dén sy hai long cta
bénh nhén ddi véi chat lugng dich vu
KCB BHYT tai bénh vién cdng tinh Tra
Vinh (bién déc 1ap); Bj (j = 1:7); Hé 6
hdi quy; BO: Hing s6; u: Phin du.

Phuong phap nghién ciu

P& dim bio két qua khdo sit ¢6 ¥
nghia théng ké ddi v6i phan tich nhan
t& khdm phd (EFA) va phin tich hdi quy
boi, tac gid khao sdt 185 bénh nhén ¢6 sit
dung thé BHYT tai cdc bénh vién cong
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tinh Tra Vinh trong nim 2020. K&t qud
tdc gia thu vé& 185 phi€u khdo s4t, trong
d6 ¢6 179 phi€u hgp 186 (16n hon yéu ciu
t61 thi€u cia kich thude maula 175) va 6
phiu dién khong ddy di thong tin.

KET QUA NGHIEN c(U

Kiém dinh thang do va phan tich EFA

Qua ki€ém dinh chat lugng thang do va
cdc ki€m dinh ctia mé hinh EFA, tdc gia
nhin dién 7 thang do dai dién cho chit
lugng dich vu KCB BHYT tai bénh vién
cong tinh Tra Vinh va 1 thang do dai
dién cho su hai long ctia bénh nhan vdi
35 bi€n quan s4t, tong hop tai Béng 1.

MO hinh dé xuit c6 7 bi€n doc lap va
1 bién phu thude gém 35 bi€n quan sit,
sau phan tich EFA con 35 bi€n quan sdt,
s6 bién doc lap khong thay d6i, chi ¢6 2
bién quan st thay doi nhém so v6i mo
hinh dé xuit ban du.

Phan tich héi quy tuyén tinh va
ki€m tra gid thuyét '

Phén tich hoi quy

K&t qua phan tich Bidng 2 cho thiy,
cot midc ¥ nghia Sig. clia 4 bién F1, F3,
F4, F5 déu c6 Sig. nhd hon 0,001 vi
bién F6 c6 gid tri Sig. = 0,035. Nhu viy,
5 bién ddc lap F1, F3, F4, F5, F6 tudng
quan ¢ ¥ nghia v6i bi€n SHL véi do tin
cly tir 96,5%. Bién F2 ¢6 gid tri Sig. =
0,344 va bién F7 c6 gid tri Sig. = 0,219,
do d6 bién F2 va F7 tuong quan khong ¢
y nghia thong ké doi véi bi€n SHL.

Kiém dinh miic d phit hop ciia mo hinh

Bang 3 cho thdy, R? hiéu chinh bing
0,666, nghia 14 66,6% thay ddi trong sy
hii 1ong clia bénh nhin vé chét lugng
dich vu KCB ¢6 st dung thé BHYT tai
cdc bénh vién cong tinh Tra Vinh dugc
gidi thich b&i 5 nhian t6: PO tin cly
(DTC); Boi ngd nhin vién (DNNV);
Quy trinh va thi twe (QTTT); Co s vt
chét (CSVC); Chit lugng khdm va chita
tri (CLKCT).

Bing 4 cho thdy, gid tri Sig. = 0,000 <
0,001, nén két luin md hinh dwa ra phi
hdp véi dit li€u thyc t€. Hay néi cdch
khic, cdc bi€n doc lap ¢ tudng quan
tuyéh tinh v&i bién phy thude véi do tin
ciy 99,99%.

K&t qua phan tich md hinh hdi quy
tuyén tinh bdi gom 5 bi€n doc lap c6 ¥
nghia théng ké&, phuong trinh hoi quy
duge xac dinh nhu sau:

SHL = 0293*FI+ 0479*F3 +
0,568%F4 + 0,167*F5 + 0,092%F6

Economy and Forecast Review

BANG 1: MO HINH PIEU CHINH QUA KIEM BINH CRONBACH'S ALPHA

VA PHAN TiCH EFA

STT| Thangdo | - Biénquansit __ Giaithichthangdo
| [DIC (F1) |DTC3: DICI :DTC2, DTC4: DTCS. D6 tin cdy
2 |SDC(F2) |SDC3; SDC4; SDCIL: SDC2. Sy dong cdm
3 |OTTT (F3) |QTTT4; QTTT2; QTTTL, QTTT3, CUSDTL _ |Quy tinh vi thi tuc
4 |[DNNV (F4) [DNNV3: DNNV4: DNNV2: DNNV1; CLKCT5.|D61 ngd nhén vién
5 |CSVC (F5) |CSVC4: CSVCS: CSVC3: CSVCL: CSVC2. | Co 56 vat chat
6 |CLKCT (F6)|CLKCT2; CLKCT4; CLKCT; CLKCTS3, Cht hiong kham va chifa tr
7 |CUSDT (F7)|CUSDT2; CUSDT3: CUSDT4. 1?;1‘: A ung Ungva sil dung
8 |SHL SHL1 SHL2. SHL3, SHLA. Suhl 1ong oz bnh ohan

BANG 2: KET QUA KIEM DINH HE s6 HOI @y

: ; 1,000
0.043] 0,293 6,760  0.000*=* 1 1
R 0.043] 0,041 0,948 0,344 1 1
2 & 0.043] 0,479 11,052]  0,000%%= 1 1
K4 0,568 0.043] 0,568 13.113]  0.000%*= i |
F5 0,167 0.043] 0,167 3,856| 0.000%*# 1 1
Fo 0,092 0,043 0,092 21301  0.035%% L 1
bl 0,053 0.0431 0,053 1,234 0,219 1 1

Ghi chii: ns: khdng cd ¥ nghia thong ké; *%: ¢d ¥ nghia & mic 1%; *

BANG 3: TOM TAT MO HINH

*co ¥ nghia 5%

0,568*DNNV + 0,167*CSVC + 0,092*CLKCT

KET LUAN VA HAM Y QUAN TRI

K&t ludn
K&t qud nghién ctu di xdc dinh 5 nhén t6 4nh hudng

d&n su hai long ddi vai chat lugng dich vu KCB BHYT
tai cdc bénh vién céng tinh Tra Vinh theo thi ty dong
g6p gidm dan mifc d6 quan trong ctia céc bi€n trong
m6 hinh hdi quy, gdm: Doi ngil nhén vién y t&; Quy
trinh va tha tuc; D6 tin ciy; Co s6 vét chat; Chdt lugng
kham va chita tri (loai 2 bién: Su dﬁng cam; Qudn 1y
cung ng va st dung thudc).

lugng va chit lugng - “tai va dic”

Ham ¥ quan tri

Néng cao chét liigng doi ngii nhan vién y té

- Cin thyc hién tuyén dung nhan sy nganh y du s§
, trong dé chi trong

y&u t& “dic” trong mbi nhin vién y t&.

- Can phén cong nhiém vu d6i ngii nhn vién y (€

phu hdp véi tLrng tuyén, tirng cd & KCB @€ phat huy
toi da ndng luc cda ting cd nhan.
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_Méhinh | R |  R: _ R%hiéu chinh - Durbin-Watson
110,824 0,679 O 666 1,956
BAHG 4. PHAH TICH PHUGONG SAl
~ Mb hinh ;'_I‘.Sxi:g-gljinhjphxr(mg;-! Trung bmh bmh. phu’dng B S}g_
Hoi quy 84.655 6 14,109] 39,135| 0,000
1 |Phin du 44.345] 150 0,36]
Téng cong 129.000] 156
Nguan: Rat qua khao sat
Hay SHL = 0293*DTC+ 0479*QTTT +



- Cin ¢6 nhitng chinh sdch thu hut, dai ngd, chinh
sach tién luong tao doi ngd nhin vién y t€ bén viing.

- Thuding xuyén thuc hién cong tic dio tao, bdi dudng
nhiim niing cao chat lugng doi ngii nhin vién y t€ theo
dia chi, theo nhu ciu ctia Tinh & tai cdc truding dai hoc
y, dugc trong va ngoai nude. Tinh cin phii két hop gitta
dao tao tai chd va clt nhin vién vé tuyén trén dio tao,

- Thutng xuyén gido duc nidng cao y thuc trich
nhiém va tinh than thdi do phuc vu, k¥ ning giao tiép
clia can b y té.

Hoan thi¢n quy trinh va thu tuc

- Pdn gidn héa thi tuc hanh chinh, trong d6, cin
quan tim chi dao, yéu ciu cdc khoa, phong nghiém tic
t6 chic, thyc hién cdc hoat déng vé ra sodt, don gidn
hod cdc thi tuc hanh chinh, ki€m sodt chit ché viéc
ban hinh, t6 chic tiép nhén, xt Iy phdn dnh, ki€n nghi
clia ¢4 nhén, t8 chifc. Ti€p tuc mé rong trién khai va
thyc hién niém yét dudng day néng ciia 8§ Y (€.

- Thyc hién niém yét o rang, ddy dd, chinh xdc,
cong khai cdc thi tuc, bi€u mau hanh chinh nhim gitip
moi ngudi dé dang ti€p cin khi ¢6 nhu cdu,

- Thuc hién hién dai hod cic khau dau vao kham bénh,
nhu trang bi mdy bdm s6 tr dong, nhip vao mdy bing h¢
thong quét mad vach nhim ddm béo cong bing cho ngudi
bénh, rit ngén thdi gian tir khi bam s6 dén khi dude tiép
xtic vGi bac sT kham bénh. Can st dung phan mém quén
ly bénh vién, bao gdm: quan Iy khoa khdm bénh, quan 1y
ngudi bénh ndi tri, quan 1y can 1am sang, quan ly dugc,
quén 1y thanh todn vién phi va bio hiém y t&...

- Bénh vién cin xiy dyng quy trinh hgp 1y ting su
thudn tién cho bénh nhan, han ché& d€ bénh nhéan phéi
chd doi lau.

Nang cao miic d tin cdy cua benh nhén

Bénh vién cdng tai tinh Tra Vinh néi riéng, cling nhu
d6i ngii nhiin vién y t& can chid trong cam két clia nganh
y t& “Bénh nhan dén dén ti€p niém nd, bénh nhin &
cham séc tan tinh, bénh nhin vé din do chu ddo”. Pdm
bdo thyc hién ding quy trinh dd dugc cong khai. Pam

TAI LIEU THAM KHAO

bdo ¢dng khai, minh bach. ddng quy dinh
vé thdfi gian khdm bénh v coi day 1a mot
nhiém vu trong tam thuGng xuyén trong
quén 1y diéu hinh clia bénh vién.

Nang cao chét lugng co so vét chit

- Bénh vién can bé tr, sira chira, 1am
mdi hé thdng bién bio, sd dd, bang tén,
hinh 4nh chi din... d& nhin, dé& hiéu, khoa
hoc, gitip bénh nhin dé dang va thuin
tién trong qud trinh G€p cin va st dung
dich vu tai bénh vién.

- Cén ch trong hién dai héa hé théng
mdy maoc, thiét bi phuc vu cong tdc khdm
vil chita bénh. '

- Cdi thién mdi trudng cdnh quan
thong lhoa’lbng, sach s€&, mat, di dnh sdng
va khong dm thap d€ tao méi trudng lam
viée t6t d€ nhin vién y t&€ an tim lam
viéc va bénh nhan an tim chia bénh.

Nang cao chét lugng khdm va chiia tri

- Ning cao trinh do ctia d6i ngi nhan
vién y t€, nhit 12 luc lugng bdc si, dieu
dudng; trau ddi y dic; chii trong cong tic
dao tao, bdi dudng ngudn nhén luc chit
lugng cao, chuyén mon siu.

- Xay dyng phéc do diéu tri, ra sodt,
nghién cifu, danh gid cdc nguy co 6 thé
dan dén sai s6t chuyén mén trong viéc
khdm va chira tri d€ kip thoi phat hién
céc nguy cd tiém an tiéu cuc d6i véi sitc
khoé bénh nhan, tir d6, ¢6 cdc bién phdp
can thi¢p thich hop.

- Bénh vién cin kiém sodt chi phi
KCB ddm bdo gid cd st dung dich vu y
t€ hgp 1y,

- Tang cudng thanh tra, ki€m tra, gidm sat
viéc thu phi dich vu BHYT, ciing nhut chtng
lam dung, truc 16i BHYT tai bénh vién.O
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