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Nghién ctru cic nhan t6 anh hudng dén sw hai long clia ngwdi bénh vé chat

lwgng dich vu duorc tai Khoa Dwore - Bénh vién Triro'ng Dai hoc Y - Dworc Hué
Ngé Thi Thu Hing", Lé Quang Kiét', Trén Quang Phiic?
(1) Trwerng Bai hoc Y - Duoc Hué, Bai hoc Hué
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Toém tat

Dit van dé: Su hai long cla ngudi bénh chinh 13 m&i quan tdm quan trong dé€ dam bao chat lwgng va két
qua cla cac dich vy y t&, trong dé cé dich vu dugc tai Khoa Dugc. Nghién cru nhdm xay dyng thang do vé
chét luvgng dich vy (CLDV) dugc tai bd phan cdp phat thubc ngoai trd va phan tich cac nhan t6 anh huéng
dén su hai long cla ngudi bénh vé dich vu dwoc tai bd phan nay. Béi twgng va phwong phap nghién ciru:
B cong cu ddnh gid mirc d6 hai long (MPHL) va cac yéu t6 lién quan duwoc xay dwng va khdm pha thong qua
phong van ngudi bénh. Dénh gia két qua théng qua cac phuong phap kiém dinh thang do va phan tich. Két
qua: Thang do duoc xdy dyng v&i 26 bién quan sat. MPHL chung cla ngudi bénh 13 3,90 + 0,51 v&i thang do
Likert 5. Ndm nhan t& anh huwéng dén sy hai long cla ngudi bénh la hoat déng quay cip phat, co s& vat chat,
kha ndng chuyén mén, thudc va nhan vién vdi thir ty giam dan; giai thich dugc 55,3% su bién thién cla sy
hai long. K&t luan: B3 xay dyng duoc thang do do lwdng sy hai long cla ngudi bénh vé dich vu duwoc. Ngudi
bénh hai long véi CLDV dugc tai Khoa Dugc. Nhan t6 hoat déng quay cdp phat anh hudng quan trong nhat
dén sy hai long cla ngudi bénh.

Tir khéa: chét lwgng dich vu duorc, sw hai Idng cda ngudi bénh.

Abstract
Study on factors influencing patient satisfaction with quality of pharmacy
services at Faculty of Pharmacy, Hue University of Medicine and Pharmacy
Hospital
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Background: The study aims to develop a scale measuring the quality of pharmacy services and analyze the
factors influcencing patient satisfaction with quality of pharmacy services at the outpatient drug dispensary.
Subjects and methods: The tool to assess the satisfaction level and related factors were developed and explored
through interviewing patients. Evaluate results through measurement and analysis methods. Results: The new
reliable scale was constructed with 26 observed variables. The average patient satisfaction level is 3.90 + 0.51
by using 5-point Likert scale. Five factors including: dispensing operation, facilities, professional qualifications,
medications and staffs most affected patient satisfaction in descending order; explained by 55.3% of the variation
in satisfaction among patients. Conclusions: A new scale has been developed to measure patient satisfaction of
pharmacy services. Patients were satisfied with the quality of pharmacy services at the outpatient drug dispensary.
Dispensing operation was the most important factor of patient satisfaction.

Key words: quality of pharmacy services, patient satisfaction.

1. DAT VAN DE

Sy hai l1ong ngudi bénh phan anh két quad dau
ra cla cac dich vu chdm séc y té&, danh gid uy tin,
chat lvgng phuc vu cta bénh vién. Chi s6 hai long
clia ngudi bénh gilp do luong suw dap rng cta bénh
vién d6i v&i nhitng mong doi cia ngudi bénh, gitp
cai tién chat luvong dich vu. Hién nay, viéc khao sat,
ddanh gia sy hai long nguoi bénh la mot trong nhitng
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ndi dung duoc quy dinh trong b tiéu chi danh gia
chat lvgng bénh vién do BO Y té ban hanh. Trong
thoi gian qua, Bénh vién Truong Dai hoc Y - Duoc
Hué luén chu trong nang cao chat lwong cham sdc
cho ngudi bénh, 1y sy hai long cla ngudi bénh 13
thudc do chat lwong dich vu y té, trong dé cé dich
vu dugc. D3 cé nhiéu dé tai danh gid CLDV duoc tai
cac nha thudc trong cong ddng dat tiéu chuan GPP
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nhung chua cé nghién ctru nao thyc hién viéc danh
gid CLDV duoc tai Khoa Dugc thudc bénh vién duoc
thwe hién. Vi vay, ching t6i thyc hién d@ tai trén dé
tim ra céc nhan td anh hudng dén sy hai long cla
nguwdi bénh va duwa ra nhirng bién phap phan nang
cao CLDV dugec tai bénh vién. Pé tai duoc thuc hién
vadi cac muc tiéu sau:

1. Xy dwng thang do vé chét lvong dich vu duworc
tai b6 phén cdp phdt thuéc ngoai tru.

2. Phén tich cdc nhén té nh hudng dén sw hai
long ctia nguwdi bénh vé dich vu dugc tai bé phén cdp
phdt thubc ngoai tru.

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

2.1. P6i twong nghién ctru:

Bénh nhan ngoai trd dén nhan thudc tai bd phan
cdp phat thudc ngoai trd clia bénh vién duoc lwa chon
theo phuong phap chon mau ngau nhién thuan tién.

Tiéu chuan lya chon: d6 tudi tir 18 tré 1én, vira
nhan thudc tai bd phan cip phat ngoai tri va déng
y tham gia phéng van. Cac nhém ngudi bénh dén tw
van va nhan thudc tai bd phan cip phat thuéc thuéc
ngoai tru dé:

+ Nhém 1: Xac dinh cac yéu t6 lién quan mirc d6
hai long

+ Nhém 2: Thir nghiém bd cong cu thang do so
bé & quy mo pilot

+ Nhém 3: khao sat chinh thire vai bd cong cu d3
hiéu chinh

2.2. Phurong phéap nghién ctru

Thiét ké nghién ctru: Nghién ciru dugc thye hién
qua 5 budc:

Buwdc 1: Tham khdo cdc nhan t8 thudc thang
do SERVQUAL do Parasuraman (1988) vé CLDV [7],
chiing toi ty xay dwng cdc tiéu chi cia nghién clru
thdng qua nghién cttu dinh tinh bang phong van
nhém 1 véi 30 ngudi. Muc dich dé tim hiéu nhirng
ky vong, mong muén clia ngudi bénh vé CLDV duoc.

Budc 2: Si dung ki thuat phan tich Delphi 2
vong dé lwa chon ra cac tiéu chi cudi cing phu hop
dwa vao thang do [2]. Vong 1: BO ciu hoi so bd duoc
xay dwng sau khi ban thao & budc 1 duogc glri di va
nhan y ki€n phan hoi tlr 06 dugc si cd kinh nghiém
trong quan ly dugc va duwoc |dm sang tai mot sd
bénh vién dé cho diém déanh gid tirng tiéu chi theo
thang diém Likert 4. Vong 2: Cac tiéu chi chuva nhan
duoc sy dong thudn s& dugc cac dwoc s xem xét lai
va duwa ra mirc danh giad cudi cung.

Budc 3: Thir nghiém bo cau hédi so bd trén nhom
2 v&i 50 ngudi bénh. Muc dich chinh I3 kiém tra muc
dd ré rang cla tirng ciu hdi, sira d6i vé ndi dung va
hinh thirc d& phu hgp véi hoan canh thyc té. Sau
khi chinh sira, bé cau hdi chinh thirc duoc xay dung.

Budc 4: Tién hanh khao sat chinh thiétc nhém 3.
Qua trinh thu thap sé liéu dwoc thuc hién bén ngoai
quay cap phat, sau khi ngudi bénh nhan di thuéc.
Thoi gian |18y phiéu khao sat 13 8 gity - 11 gid (budi
sang) va 14 gid - 17 gio (budi chiéu) tir thir 2 dén
th& 6 hang tuan. Ngudi bénh chdm diém cac muc
hoi theo thang diém Likert 5.

Phuong phap 18y mau: Chon mau thudn tién véi

c& mau trong ng(hiér; clru duoc tinh theo cong thirc :
px(1-p

n=n= Z%—a/Z a2
V&i:  n: C& mau can thiét.
a : Mic y nghia théng ké.
Z%_o/2 : Hé s6 phan b8 gi6i han clia phan
b& chudn (v&i dd tin cdy 95%, a = 0,05 thi Zi-e/2 =
1,96).
p: Ty 18 wéc lwong (p=50% hay p=0,5; l1ay p=0,5
cho ¢& mau 1a Ién nhat).
d: Sai s6 an dinh (d=0,05,véi d6 chinh xdc mong
muén 95%, sai s6 5%).

Thay vao cbng thirc trén, ta cé c& mdu tinh duoc

20,5 x (1- 0,5)
,052

Nhu vdy, nghién ciru can tdi thiéu 384 nguoi
bénh tham gia phdng van. Thuc té&, ching téi da
phdng van duoc 460 ngudi bénh & nhém 3, tuong
(rng v&i 460 phiéu tra i cau hdi. Sau khi sang loc di
liéu, thu dwoc 400 phiéu hop 18, loai 60 phiéu khéng
dat yéu cau do dién thi€u thdng tin hodc chon cung
1 mirc tra I8i nhu nhau & tat ca cac cau hoi.

Budc 5: DI liéu thu thap dugc ma hoa, lam sach,
duwa vao phan tich bang SPSS 20.0 théng qua: hé s6
tin cay Cronbach’s Alpha (CRa), phan tich kham pha
nhan té Exploratory Factor Analysis (EFA), phan tich
twong quan va hdi quy véi mé hinh héi quy tuyén
tinh cé dang:

Y=B0+B1IX1+PB2X2+B3X3+....4+BnXn.

Nhan t6 ndo cé gid tri B cang I&n thi cang anh
huwéng manh téi bién phu thudc [6].

2.3. Thoi gian va dia diém nghién ciru:

- Thoi gian nghién ctru: 8/2018 dén thang 4/2019.

- Dia diém nghién cru: Bd phan cip phat thudc
ngoai tru, Bénh vién Trudng Dai hoc Y- Dugc Hué.

la:n=1,96 =384

3. KET QUA NGHIEN cC'U

3.1. Xay dwng thang do vé chat lvgng dich vu
duorc tai bd phan cap phat thudc ngoai tra

3.1.1. Xdy dwng thang do

Dwa vao cac nhan t6 thudc thang do SERVQUAL
cla Parasuraman va dua trén nhitng néi dung thu
duoc tr phdng van dinh tinh 30 ngudi bénh, sau
sang loc, nghién clru d3 xay dung duoc bé cau hdi
5o bd gdbm 34 muc hoi. Nhédm da glri ban thdo nay
tdi 06 dwoc st ldy danh gia. Can clr vao y nghia trung
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binh cda thang do: tir 1,00 - 1,75: hoan toan khong chi cé diém trung binh > 2,51 dugc gilt lai con 28. B
quan trong; 1,76 - 2,50 khong quan trong; 2,51 - cau hdi so b sau do dworc glri lai cho cac dwoc silan
3,25: quan trong; 3,26 - 4,00: rat quan trong [6], tiéu 2 véi két qua thu duoc:

Bang 1. Ddnh gid mdc d6 quan trong cda 28 muc héi tir 06 dwoc s lan 2

M3 bién Tiéu chi Piém trung
binh
A. Nhan vién cap phat thudc
NV1 S8 lwgng nhan vién dd dép &ng 3,50
NV2 Tac phong nhéan vién nhanh nhen 3,67
NV3 Nhan vién cin than trong hanh nghé 4,00
NV4 Nhan vién goi dung, rd tén ngudi bénh 3,50
NV5 Nhan vién than thién, ton trong nguoi bénh 3,83
NV6 Trang phuc nhan vién gon gang, nghiém tuc 3,17
NV7 Tap trung chuyén mon (khong lo la, lam viéc riéng) 3,83
B. Kha ning chuyén mén
KN1 Nhan vién chl déng tu van st dung thudc 3,50
KN2 Nhan vién cip ding tén thudc, du s6 lwong thudc 3,83
KN3 Dap trng thac méc, yéu cau clia ngudi bénh 3,50
KN4 Nhan vién dén nhin cd ghi liéu dung, thoi diém dung trén hop thudc, vi thuéc 3,33
KN5 Nhan vién cd tw van cach dung thudc, tdc dung phu cla thuéc 3,67
KN6 Anh/Chij tin twdng vao chuyén mdn nhan vién 3,17

C. Co s& vat chat

cs1 Quay cap phéat rong rai, hién dai 3,50
CS2 V@& sinh cla quay cap phat sach s& 3,67
cs3 Khu vuc che dd chd ngdi, thodi mai 3,17
Cs4 S6 lugng 6, quay cap phat du dép ing 3,50
CS5 B4 tri thuan tién cho hoat déng cap phat 3,33
CS6 Dé dang ti€p can (dé& tim, gan quay thanh todn BHYT, chd dé xe) 3,33
D. Hoat déng quay cap phat

HD1 Thaoi gian nhan thudc chdp nhan duoc 3,17
HD2 Nhan vién danh d0 thoi gian dé hudng dan, trao déi véi Anh/Chi 3,50
HD3 Qudy cdp phat hoat déng dung gi& quy dinh 3,33
HD4 Quy trinh, thd tuc nhan thuéc nhanh gon 3,00
E. Thudc

T1 Thudc nhan duoc cé chat lugng tt dam bao yéu ciu diéu tri 3,83
T2 Thuéc cho hiéu qua diéu trj t6t, cai thién tinh trang bénh 4,00
T3 Anh/Chj cdm thay an tdm vé dé an toan cda thudc khi st dung 3,33
T4 Anh/Chj nhan dugc day du thudc trong don 3,50

F. Sy hai long ctia ngudi bénh

HL Mtrc d6 hai long ctia Anh/Chj vé chat lwong dich vu duoc clia quay cap phét thudc 3,67
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Nhdn xét: Tat ca 28 muc hoi déu nhan dwoc mic
dd dénh gid tir quan trong tr& lén va déu dat su
ddng thuan cta céc dugec si. 28 muc hoi trén duoc
chinh thirc dua vao phiéu ciu hoi khdo sat so b,
sau d6 dugc phong van thir nghiém & budce 3 véi 50
nguoi bénh.

3.1.2. Pdnh gid thang do bdng hé sé tin cdy
Cronbach’s Alpha

Duwa trén dit liéu cia mau pilot, st dung hé sd
Cronbach’s Alpha (CRa) dé danh gia dé tin cdy cla

thang do. Két qua cho thay hé s6 CRa cla thang do
CLDV duoc (0,922) ndm trong murc cao [6] - diéu
kién ly tudng gitp khang dinh tinh phlu hop, chinh
xac budc dau cha viéc xay dung thang do CLDV
dugec. Sir dung thang do trén ching tdi ti€n hanh
khao sat nhdm 3. Dir liéu sau khi thu thap, duoc lam
sach, m3 héa dugc sir dung dé tién hanh danh gia
thang do bang hé CRa. K&t qua cho thay tat ca cac
nhém bién déu phlu hop (Bang 2) va duogc sir dung
trong phan tich nhan t6 tiép theo.

Bang 2. Tém tt phan tich Cronbach’s Alpha

Thanh phan SO bién quan sat Do tin cdy Cronbach’s Alpha  Panh gia
Nhan vién cip phat thuéc 7 0,816
. Kha nang chuyén mon 6 0,821 .
Chat luvgng o, Dat yéu cau
dich vu Co sd vat chat 6 0,827
duoc Hoat dong quay cip phat 4 0,769
Thuéc 4 0,805

Phan tich nhan t& kham pha EFA

3.1.2.1. Thang do chét lwgng dich vu duoc

Phan tich t6 hop 27 bién quan sat [an 1 va két
qua phan tich EFA cho thay: K&t qua phan tich EFA
[an 1 cho thay: Kiém dinh KMO bang 0,878 (0,5 <
KMO < 1) va kiém dinh Bartlett v&i mic y nghta bing
0 (p = 0,000). Nhu vay, viéc dp dung phan tich EFA I3
rat phU hop. Tuy nhién chiing t6i loai 2 bién quan sat
gdbm bi€n KN2 va bién HD3 do cin c vao thuc té,
hai bi€n nay khéng c6 méi quan hé véi nhau nhung

lai ndm cling vao mot nhan t8 thr 6. K&t qua phan
tich EFA lan 2 cho ra 5 nhan t& vdi phwong sai trich
Ity ké 59,145 (> 50%). Tat ca cdc bién déu cé hé sé
tai nhan t6 va phan chénh léch dat yéu cau (> 0,5).
Hé s6 KMO = 0,875 (> 0,5) va kiém dinh Bartlett c6
gid tri y nghta rat nhé = 0,000 < 0,05 cho thay céc
bién quan sat cé twong quan vdi nhau trong téng
thé. Vi vay, phan tich EFA 13 phu hop véi dit liéu.
Nhém nghién ctru quyét dinh dirng viéc phan tich
EFA tai [an thir 2.

Bang 3. K&t qua phan tich EFA [an 2 d&i vdi thang do chat lwvgng dich vu duoc

Bién Nhan té
1 2 3 4 5

NV5 0,792

NV6 0,739

NV3 0,735

NV7 0,698

NV4 0,663

NV2 0,623

CS3 0,773

Cs1 0,746

Cs4 0,725

CS2 0,709

CS5 0,657

CS6 0,547

KN5 0,842

KN4 0,752
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KN1
KN3
KN6
T2
T3
T1
T4
HD1
NV1
HD2
HD4
Gia tri Eigen 7,289
Phuong sai trich (%) 29,156

2,488
39,110

0,749
0,578
0,558

2,065

47,369

Hé s KMO = 0,875
Kiém dinh Bartlett’s Test véi mirc y nghia = 0,000

0,848
0,822
0,809
0,541

1,646

53,952

0,759
0,606
0,539
0,522
1,298
59,145

Thang do sv hai long

Thang do sy hai long chi c6 mét bién HL nén khéng can thiét dung phan tich EFA.
3.2. Phan tich cac nhan t6 anh hwdng dén sy hai long cla nguwdi bénh vé dich vu dwoc tai bd phan cap

phéat thudc ngoai tra
3.2.1. Bdc diém ctia méu nghién ciu

Trong hai nhdm gidi tinh, nir gidi chiém ty 1& 1&n hon vdi 61%. Ngudi bénh c¢é trinh d6 hoc van 13 dai hoc
chiém ty 1é cao nhat vdi 48,8%. Ngudi bénh mac bénh man tinh chiém ty 1& I&n hon (56%) va hau hét nguoi
bénh d3 nhan thudc nhiéu 1an trudc d6 (77%). Diém binh quan MDHL cla ngudi bénh khi nhan thuéc 1a 3,90
+ 0,51 nam gitta khoang gia trj hai long (cin cl vao y nghia trung binh cla thang: tir 1,00 — 1,80: R4t khong
hai long; 1,81 - 2,60: Khong hai long; 2,61 — 3,40: Khéng y kién; 3,1 — 4,20: Hai long; 4,21 — 5,00: R4t hai long
[6]). TuGi trung binh nhitng ngwdi tham gia nghién ctvu 13 37,8 + 18,7 (bang 4)

Bang 4. Dic diém mAu nghién ctu

Pic tinh phan loai S6 lwgng Tylé Piém binh Po léch chuan
(%) quan MBHL MDHL

Tong chung 400 100 3,90 0,51

Gicdi tinh Nam 156 39,0 3,89 0,57

N 244 61,0 3,90 0,47

Trinh d6 hoc van Chua t6t nghiép phd 49 12,3 3,90 0,51
théng

Phé théng 70 17,5 3,93 0,52

Trung cap, cao dang 52 13,0 3,88 0,51

Pai hoc 195 48,8 3,88 0,50

Sau dai hoc 34 8,40 3,91 0,57

Tinh trang bénh tat Man tinh 224 56,0 3,93 0,50

Cap tinh 176 44,0 3,85 0,52

S6 Ian nhan thuéc Lan d3u tién 92 23,0 3,95 0,48

Nhiéu [an 308 77,0 3,88 0,52

Tudi 37,8 £ 18,7
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Nghién ctru st dung cac phép phan tich ANOVA, Levene va T - test v&i muc dich kiém chirng cé hay khong su
khac biét trong diém trung binh MDHL chung gitra cac nhom.

Bang 5. K&t qua phan tich Levene, ANOVA, T - test

Kiém dinh Levene
Gia tri y nghia

Pac tinh phan loai

Gia tri y nghia (2-tailed)

Kiém dinh T - test Kiém dinh ANOVA

Gia tri y nghia

Gigi tinh 0,057 0,901 -
Trinh d6 hoc van 0,747 - 0,975

Tinh trang bénh tat 0,026 0,093 -

S6 1an nhan thudc 0,230 0,278 -

Nhan xét: Thong qua két qua kiém dinh & bang 3.5 cho thay khéng cé su khac biét vé gid tri trung binh
vé MDHL gilra cac d6i twong trong cdc phan nhdm gidi tinh, trinh dd hoc van, tinh trang bénh tat va s6 lan

nhan thudc.

3.2.2. Mé hinh méi quan hé giiva chét lwong dich vu dworc vdi sw hai long

H1 (+)

_—| Nhan vién cap phat thuéc
y e v H2 (+)
Co s& vat chat Su hai
& s s R H3 (+ lon
Chat luong Kha nadng chuyén mén *) R &
dich vu Duoc cua
| Thudc | H4 (+) n%ucl
bénh
Hoat déng quay cap phat H5 (+)

Hinh 1. M hinh mé&i quan hé gitra CLDV dugc va su hai long

Sau khi phan tich dd tin cay CRa va phan tich nhan
t6 kham pha EFA, mé hinh nghién ciru dwgrc diéu chinh
theo hinh 1 v&i céc gia thuyét nghién ciru:

H1: Nhan vién cap phat thudc va su hai long cla
ngudi bénh cé quan hé cung chiéu.

H2: Co s& vat chat va sy hai long cla ngudi bénh
c6 quan hé cung chiéu.

H3: Kha n3ng chuyén mon va sy hai long cla
ngudi bénh cé quan hé cung chiéu.

H4: Thudc va sy hai long cla ngudi bénh cé quan
hé cung chiéu.

H5: Hoat déng quay cap phat va sy hai long cla
ngudi bénh cé quan hé cung chiéu.

3.2.3. Bdnh gid mirc dé dnh hwdng cdc nhén té
thuéc CLDV dworc vdi sw hai long cua ngudi bénh

Phan tich twong quan: Trude khi phan tich hoi quy,
nhdm nghién ctru st dung hé s8 tuong quan Pearson
dé lwgng hda mirc do chit ch& cla mai lién hé tuyén

tinh gitra 05 bién doc 1ap (NV, CS, KN, T, HD) va 01 bién
phu thudc (Su hai long). K&t qua cho thay cac bién déc
1ap va bién phu thudc cé twong quan véi nhau & mircy
nghta nhd hon 0,01. Nhw vay cc bién NV, CS, KN, T, HD
duoc gilt lai d€ phan tich hai quy.

Phan tich héi quy da bién:

T&r k&t qua twong quan, md hinh dwoc chon 13
md hinh hdi qui tuyén tinh da bién, dwoc thé hién
& phuong trinh sau: HL = B0 + B1xNV + B2xCS +
B3xKN + B4xT + B5xHD

Trong d6, HL: Hai ldbng, NV: Nhén vién cdp phdt
thuéc, CS: Co s vat chdt, KN: Khd néng chuyén moén,
T: Thuéc, HD: Hoat déng qudy cdp phdt

Trong md hinh hdi quy c6 06 bién nghién cltu, sy
hai long cla ngudi bénh 13 bién phuy thudc, 05 bién
con lai gdm NV, CS, KN, T, HD |3 bién déc |ap va duoc
gia dinh 13 cac thanh phan tac dong vao sy hai long
cla nguwdi bénh.

Bang 7. Anh hudng cla cac nhan t6 thudc CLDV duoc dén sy hai long clia ngudi bénh

Hé s6 chwa chuan héa

Hé sd d3 chuan héa

Théng ké cong tuyén

MO hinh
B Sai s6 chuan Beta Tolerance VIF
Hang s6 0,236 0,184 1,287 0,199
NV 0,158 0,041 0,146 3,855 0,000 0,780 1,281
CS 0,197 0,037 0,217 5,384 0,000 0,690 1,450
KN 0,165 0,034 0,201 4,837 0,000 0,651 1,537

JOURNAL OF MEDICINE AND PHARMACY ISSN 1859-3836 71 I



Tap chi Y Duoc hoc - Trwdng Bai hoc Y Duoc Hué - S6 1, tép 12, thdng 2/2022

T 0,190

HD 0,244
R? hiéu chinh = 0,553
Bién doc 1ap : NV, CS, KN, T, HD

0,038
0,038

0,192
0,274
Gia tri F=99,607 Mtrcy nghia cta F = 0,000
Bién phu thudc : HL

5,041
6,373

0,000
0,000

0,770
0,607

1,298
1,648

Nhdn xét:

K&t qua R? hiéu chinh 13 0,553 cho thay d6 tuong
thich cia mé hinh la 55,3% hay néi cach khac Ia
m6 hinh nay gidi thich duwoc 55,3% su bién thién
cUa bién phu thudc HL |a do 05 nhan t6 déc 1ap tao
thanh. Gia tri F c6 mirc y nghta bang 0 chirng té rang
mdb hinh héi quy xay dung 13 phu hop véi bd di liéu
thu thap duwoc. Véi hé s6 phong dai VIF nho (nhd
hon 2) chirng td khéng cé hién twong da cdng tuyén
trong mo hinh hoéi quy. Gid trj p kiém dinh t ciia hé s6
h6i quy cho ca 5 bién déc 1ap nhé hon 0,05 chirng to
5 bién nay twong quan cé y nghia vdi bién phu thudc
(HL), v&i do tin cay 95%.

Phuwong trinh héi quy:

K&t qua cho thay hé s6 Beta cla c3 5 bién doc
lap déu duong thé hién cac yéu t& trong mé hinh
h6i quy c6 anh hudng ti 1 thuan dén sy hai long cla
ngudi bénh. Bén canh do, tat ca cac hé sé y nghia
p cta kiém dinh t thudc 5 bién NV, CS, KN, T va HD
I& nhd hon 0,05 vi vay ta chap nhan tat ca céc gia
thuyét H1, H2, H3, H4 va H5 duva ra.

Vay phuong trinh hoi quy xac dinh nhu sau:

HL=0,274xHD +0,217xCS + 0,201xKN + 0,192xT
+ 0,146xNV

Phuong trinh hoi quy cho thay: hoat déng quay
cap phét cé dnh hudng nhiéu nhat dén sy hai long
clUa ngudi bénh vdi hé sé Beta Idn nhat, tiép dén la
co s& vat chat, kha ndng chuyén mén, thudc va nhan
vién cap phat thudc.

4. BAN LUAN

4.1. Xay dwng thang do vé chat lwgng dich vu
duoc tai bd phan cip phat thudc ngoai tru

4.1.1. Xdy dwng thang do

Can ctrvao cdc nhan t6 thudc thang do SERVQUAL
clUa Parasuraman, bd cau héi duwoc xay dung gébm
02 thang do chinh la thang do CLDV duoc va thang
do vé sy hai long. Cac tiéu chi trong thang do nay
déu xuat phat tir nhan dinh, ky vong cda ngudi bénh
khi s& dung dich vu duwgc. Théng qua hai vong dénh
gia bang tham khao y kién clia cac duoc si cé kinh
nghiém 28 tiéu chi dwoc danh gid quan trong va rat
quan trong tadc dong dén MDHL ngudi bénh duwoc
Iwa chon duwa vao thang do so bd. Nhu vay, bo cau
hoi khao sat nguwdi bénh dé danh gid CLDV duwoc va
sy hai long duogc xay dwng rat chat ché qua nhiéu
giai doan tlr téng quan tai liéu dén y kién duogc s
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va y kién ngudi bénh 1a nhitng ngudi tryc tiép cdm
nhan vé dich vu nén ddm bao tinh khai quat cdia van
dé do luvong.

4.1.2. Pdnh gid thang do bdng hé sé tin cdy
Cronbach’s Alpha

Phan tich bang hé so tin cay cho tirng thanh
phan cla thang do CLDV dwoc & mau pilot va miu
chinh thirc cho thay céc bién déu phu hop. Chirng té
thang do si* dung cac bién hoan toan thich hop va
dat d6 tin ciy dé danh gid CLDV dwoc va sy hai long
cla nguoi bénh.

4.1.3. Bdnh gid thang do CLDV dwoc bdng phén
tich nhén té khdm phd EFA

Sau khi tién hanh phan tich EFA, thang do CLDV
duoc d3 loai hai bién va xac dinh duoc 5 nhan té
duoc do bdi 25 bién quan sat. Cac bién cla tirng
thanh phan thudc thang do CLDV duogc c6 hé s6 tai
nhan t& I&n hon 0,5, test KMO vdi gid tri y nghia rat
nhéd, déng thoi téng phwong sai trich déu > 50% cho
thay dir liéu phu hop véi viéc sty dung phan tich EFA.

4.2. Phan tich cac nhan t6 anh huwdng dén sw
hai long cha nguwdi bénh vé dich vu dugc tai bd
phan cip phat thuéc ngoai tru

4.2.1. Bdc diém ctia mdu nghién ciru

Trong s6 400 ngudi bénh tham gia khdo sat, 39%
la nam va 61% la nir. Nguoi bénh cé trinh d6 dai hoc
chiém ti 1& cao nhat véi 48,8% khi da phan nguoi
du phdng van |a sinh vién, can bd vién chirc nén rat
nhiét tinh, san long tham gia vao nghién cru. Nhém
nguwdi bénh d3 nhan thudc nhiéu [an trudc d6 chiém
77% gdp hon ba [an nhdm nhén thuéc [an dau. Diéu
nay phu hop véi thuc té tai bénh vién vi hau hét
nguwdi bénh dén nhan thudc d3 tham gia BHYT nhiéu
nadm, bén canh d6 cé 56% ngudi bénh dén nhan
thudc mac cac bénh man tinh nén sy tai kham va
nhan thudc nhiéu Ian 1a hop ly.

Dwa vao két qud phan tich & bang 4, MPHL chung
cla nguoi bénh 13 3,90 + 0,51. Nhu vay, ngudi bénh
hai long vé CLDV duoc cta bd phan cap phat thudc
ngoai trd. Bén canh dé, k&t qud phan tich cho thay
diém s& MDHL chung gilta phan cac nhém theo s6
lan nhan thubc, gidi tinh, trinh d6 hoc van va tinh
trang bénh tat khéng cé khac biét cd y nghia. K&t qua
nay chi ra rang dich vu duoc tai bd phan cap phat
thu6c ngoai tri d3 théda man tét nhu cau, ky vong
cla cdc déi twong bénh nhan & nhirng trinh d6 hoc
van khac nhau, cac bénh nhan lan d4u nhan thudc



Tap chi Y Duoc hoc - Trwdng Bai hoc Y Duoc Hué - S6 1, tép 12, thdng 2/2022

cling nhu bénh nhan st dung dich vu duoc nhiéu
[an trudce do.

4.2.2. Bdnh gid mirc d6 Gnh hwé'ng cdc nhén té
thuéc CLDV dworc vdi sw hdi long cia ngudi bénh

Ki€m dinh d6 tin cdy CRa, phan tich EFA va phan
tich hoi quy da nhan t6 13 co s& quan trong dé sang
loc, danh gia dé tin cdy, phu hop cia mét thang do
cung céc tiéu chi trong quan sat MPHL cta nguoi
bénh vé chat lugng mét dich vu. K&t qua sau khi
tién hanh 3 phép phan tich trén cho thdy c6 5 nhan
td anh hwéng dén sy hai long cda ngudi bénh, giai
thich dwoc 55,3% bién thién MDHL cla ngudi bénh
v@i phwong trinh héi quy:

HL=0,274xHD + 0,217xCS + 0,201xKN +0,192xT
+0,146xNV

Trong d6, mirc dd anh hudng cla céc bién doc
l4p 1én bién phu thudc gidm dan theo thi ty: Hoat
ddng quay cdp phat, co s& vat chat, kha nang chuyén
mén, thudc va NV cap phat thudc.

Nhan t6 hoat ddng quay cip phat: [a nhan té quan
trong nhat do hau hét ngudi bénh ludn mong muén
don gidn hoa cac thl tuc nhan thudc, rdt ngan thoi
gian ch& doi va diéu nay giup cho ho cé nhiéu thai gian
ti€p xuc, 1ang nghe tu van, huéng dan dung thudc tir
nhan vién. Nghién citu & tinh Phu Tho ciing cho rang
“Quy trinh hoat déng clia nha thudc” cé dnh hudng
manh nhat dén sy hai long khach hang [1]. Nghién ctru
tai tinh Khanh Hoa da chi ra “D6 déap tng” 1a nhan t&
quan trong thir 2 anh hudng dén sy hai long khach
hang [3]. DU cich dat tén nhan t6 khac nhau gilta cac
nghién ctru, “Dd dap rng”, “Hoat ddng nha thudc” déu
phan anh sy nhanh gon cta quy trinh, thd tuc nhan
thuéc cling nhu 1a sy dap tng vé sé lwong nhan vién.

Co s& vat chat: sy khang trang, hién dai cla nha
thudc luén 1a yéu t6 gy dwoc sy thién cdm va thoai
mai ban dau cho ngudi bénh.

Kha ndng chuyén mdn: Sau khi nhan thuéc, ngudi
bénh thwong quan tdm vé tu van st dung thudc. Do
d6 vai trd chuyén mon dugc st ddi vai nguwdi bénh 1a
rat quan trong.

Thudc va Nhan vién cap phat thudc la hai nhan
td it tdc dong dén sy hai long clia ngudi bénh tai md
hinh cap phat thuéc ngoai tri. Nghién clru clia Dang
Thi Kiéu Nga (2017) vé cac nha thuSc thanh phé &
H6 Chi Minh lai cho thay: “Nang lwc phuc vu” mdéi 1a
nhan té anh hudng quan trong nhat dén sy hai long
cla khach hang [4]. Nghién clru cta Tang Thi Tram
(2018) tai mot s6 nha thudc & thanh phé Hué ciing

cho thay: “Chat lwgng nhan vién” 1a nhan t6 ch( dao
anh huwédng dén su hai long cha khach hang [5]. Diéu
nay cho thay, m&i quan tdm va quan diém cla ngudi
bénh vé CLDV duoc |a khdc nhau khi nghién ctru tai
nha thudc bénh vién va tai nha thudc cong doéng.
Bai 18, tat cd ngudi bénh nhan thudc tai bd phan cap
phat ngoai trd déu d3 tham gia BHYT trudc do va
van thuong tiép tuc si dung dich vy tai bénh vién
ma khéng cé nhiéu sy lya chon nhu khi mua thudc
tai cdc nha thudc cdng dong.

5. KET LUAN - KIEN NGH|

5.1. Két luan

Qua qua trinh khao sat 400 ngudi bénh tai quay
cap phat thudc ngoai trd — Khoa Dugc, Bénh vién
Truwong Pai hoc Y - Dwoc Hué, ching t6i xin dua ra
mot s6 két ludn sau day:

1. B3 xdy dwng dwoc thang do méi vé chat luvgng
dich vu duoc, thang do sy hai long, trong do thang
do chat lwvong dich vu dugc gdm céac thanh phan:

Nhan vién cap phat thudc véi 06 bién, co s& vat
chat vdi 06 bién, khd nang chuyén mén véi 05 bién,
thuéc véi 04 bién, hoat ddng qudy cap phat vdi 04 bién.

2. Phan tich dwoc cac nhan t6 anh hudng dén sy
hai long cla ngudi bénh vé dich vu duoc tai bé phan
cap phéat thuéc ngoai trd théng qua viéc sir dung thang
do duorc xay dung, véi phuong trinh héi qui la:

HL=0,274xHD + 0,217xCS + 0,201xKN +0,192xT
+ 0,146xNV

MPHL cla nguwdi bénh vé bd phan cdp phat
thudc ngoai trd cé gid tri trung binh 1a 3,90 + 0,51.
Trong d6, bién hoat déng quay cap phat cé tac déng
manh nhat dén sy hai long.

5.2. Kién nghi

Dwa vao két qud nghién cliru cidc nhan té anh
hwdng dén sy hai long, ching téi dé xuit mot s6
bién phap nham gép phin nang cao MPHL cla
nguwdi bénh d6i véi CLDV dugc tai bd phan cip phat
thudc ngoai tri thdng qua:

1. Nang cao hoat déng cdp phat thudc thdong qua
tang s6 lwong nhan vién cip phat thudc, rit ngan
th&i gian chd nhan thudc, tao diéu kién cho ngudi
bénh cé thém nhiéu thoi gian dé trao ddi, 1ang nghe
hudng dan dung thudc tir nhan vién.

2. Cai thién co s& vat chat thdng qua bé sung
thém 6 cap phat, ghé ngdi tai khu vuc chd dé co thé
dap irng mot lvgng [&n nguoi bénh vao nhirng ngay,
thoi gian cao diém.
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