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~ XAY DUNG B TIEU CHi B0 LUGNG SU HAI LONG
CGA NGUGI KHAM, CHOA BENH BAO HIEM Y TE TAI VIET NAM

Ths. Dinh Thi Len*

Bai viét da xay duwng bé tiéu chi do Iwong sw hai Iong cia nguei khdm, chika bénh bao hiém y té tai Viét
Nam goém 15 tiéu chi thuéc 5 nhém: (1) Kha ndng tiép can; (2) Sw minh bach théng tin kham, diéu tri;
(3) Co s& vat chat va phwong tién phuc vu nguwdi khdm chiva bénh; (4) Thai d6 wng xtr va ndng lwc
chuyén mén cua nhan vién y té; (5) Két qua cung cép dich vu.

» Tr khéa: Sw hai Iong, nguwoi kham chira bénh, bao hiém y té, Viét Nam.

The article has developed a set of criteria to
measure the satisfaction of health insurance
providers in Vietnam, including 15 criteria in
5 groups: (1) Accessibility; (2) Transparency
of examination and treatment information;
(3) Facilities and means of service to people,
medical examination and treatment; (4) Attitude
and professional competence of medical staff;
(5) Service delivery results.

+ Keywords: Satisfaction, medical examiners,
health insurance, Vietnam.

1. Mé dau

Nhing nim gan ddy, Chinh phu khong ngimg
diy manh cac bién phap nhiam nang cao chét lugng
dich vu cong, trong d6 co6 cac dich vu 'y té. Nghi
quyét 20 - Hoi nghi lan thir 6 ciia Ban chap hanh
Trung wong Pang khoa XII nim 2017 vé ting
cuong cong tac bao v¢, cham séc¢ va nang cao stic
khoe ctia nguoi dan ciing da dit ra muc tiéu: dén
nam 2025, ty 1¢ hai long cua nguoi dan voi dich
vu y té dat trén 80% va dén nam 2030 dat trén
90%. Tl nim 2013, B Y té da ban hanh B tiéu
chi danh gia chét luong bénh vién, trong d6 nhom
tiéu chi bao dam hai long ngudi bénh la mot trong
nam nhom ti€u chi phuc vu danh gia chat luong.

Béo hiém y t¢ (BHYT) la mot trong nhiing
chinh sach an sinh x3 hoi quan trong, gép phan
thuc hién tién bo va cong bang xa hoi, bao dam
6n dinh chinh tri - xa hoi va phat trién kinh té - xa
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hoi (Nghi quyét s 21-NQ/TW ngay 22/11/2012
cua B¢ Chinh tri). Tuy nhién, ngoai viéc mang lai
nhiéu loi ich cho ngudi tham gia BHYT thi ciing
c6 truong hop nguoi tham gia BHYT khong hai
1ong, bat binh khi sir dung thé¢ BHYT di kham,
chita bénh, nhu: thai d§ ung xtr, kha nang giao
tiép, co s& vat chit, chit luong phuc vy, nang luc
chuyén mon ctia mot sb can bd y té va cac thi tuc
hanh chinh trong kham, chira bénh lam cho nguoi
bénh khong hai long, chua thyc sy tao thuan loi
cho nguoi tham gia BHYT khi di kham, chira
bénh tai cdc cosdy té.

Vi vay, viéc xay dung bo ti€u chi do luong su
hai long cua nguoi kham, chita bénh BHYT co y
nghia rat quan trong voi cac bénh vién va B0 Y té,
Chinh phu.

2. Y nghia xdy dung b tiéu chi do luong sur
hai long cua ngwdi kham, chira bénh BHYT
tai Viét Nam

B0 ti€u chi danh gid sy hai long cua nguoi
kham chita bénh BHYT tai Viét Nam dugc xay
dung hudng téi ba muyc tiéu:

(1) Xay dung bd chi tiéu giup cac bénh vién,
co quan quan 1y danh gia thuc chat, tin cay, co ¥
nghia, thuong xuyén véi chi phi hop 1y vé sy hai
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10ng ctia ngudi kham, chira bénh bang the¢ BHYT
tai cac bénh vién, co sy té.

(2) Thu thap dir li¢u c6 kha nang so sanh dugc
mot cach khach quan vé quan diém cua nguoi
bénh dbi v6i cac trai nghiém phuc vu trong qua
trinh kham, chita bénh bang BHYT trong cung
mdt bénh vién hay gitra cac bénh vién khac nhau.

(3) Tao dong luc cho cac bénh vién cai thién
chét luong dich vu kham chita bénh BHYT dua
trén phan hdi cua nguoi dan st dung dich vu.
Viée cong khai két qua danh gia ciia ngudi kham,
chira bénh BHYT sé gitip tang cuong trach nhiém
gidi trinh cta cac bénh vién, ting cudng cong tac
giam sat cua nguoi dan va co quan quan ly nha
nude dbi véi dich vu y té.

3. Co s ly thuyét

3.1. Bio hiém y té tai Vigt Nam

Theo khoan 1 Piéu 2 Luat Bao hiém y té 2008
sira d6i, bo sung 2014: Bao hiém y té 1a hinh thic
bao hiém bat budc duoc ap dung dbi vai cac dbi
tugng theo quy dinh cua Luat nay dé cham soc
suc khoe, khong vi muc dich lgi nhuan do Nha
nudce to chuc thuc hién. Bao hiém y té 1a loai hinh
bao hiém thudc linh vuc chim soc strc khoe cong
dong. Theo d6, ngudi mua bao hiém y té s& duogc
chi tra mot phén hodc toan bd chi phi tham kham,
diéu tri, phuc hdi strc khoe, ... néu khong may xay
ra tai nan, 6m dau. Bao hiém y té thuc chét 1a mot
noi dung ciia bao hiém xa hoi.

BHYT tai Viét Nam c6 mot sb dic trung sau:

- BHYT c6 d6i twong tham gia rong rai, bao
g6m moi thanh vién trong xi hoi khong phan biét
gidi tinh, tudi tac, khu vuc 1am viéc, hinh thirc
quan hé lao dong...

- BHYT khong nham bu dép cho thu nhap cho
ngudi huong bao hiém (nhu ché 6 BHXH 6m
dau, tai nan lao dong...) ma thanh toan chi phi
kham, chita bénh khi bi bénh tat, m dau... trén
co s quan h¢ BHYT ma ho tham gia.

- BHYT la chi phi ngdn han, khong xac dinh
trude, khong phu thudc vao thoi gian da tham gia,
mirc déng ma phu thudc kha nang dap tng dich
vuy té.

3.2. Sw hai long ciia ngwoi kham, chiva bénh

“Sy hai 10ng” 13 tir c6 ngudn gdc tir tiéng Latin,
¢6 nghia “ day du”. Nghién ctru cia Liz Gill va
cong sy da két luan rﬁng: Khai ni¢m “sy hai long”
trong moi linh vuc déu rat phuc tap. Dén nay van
chua c6 khai niém théng nhét vé “sy hai 1ong”.
Tuy nhién, khi dé cap dén “su hai 1ong” nhiéu
nha nghién ctru thuong noi téi: Ki vong (su mong
doi) - Trai nghiém tiéu dung - Cam xuc cua khach
hang. Khi trai nghiém tiéu dung cao hon so voi ki
vong thi khach hang cam thiy vui vé, va ngugc
lai. Khach hang c6 thé c6 nhitng mirc d6 hai long
khéc nhau.

“Syr hai 10ng trong chiam séc sirc khoe” bit dau
xuat hién tir ndm 1957 khi Andellah va Levine
nghién ciru su hai long cta ngudi bénh ¢ do tudi
50. Sau d6 c6 rat nhiéu cac nghién ctru vé su hai
long cua nguoi kham, chita bénh. Do vay, cling
c6 rat nhiéu khai niém vé sy hai 10ng ctia nguoi
kham chira bénh. Theo Linder - Pelz S.U (1982),
su hai long cia nguoi bénh 1a sy danh gia tich cuc
ctia c4 nhan dbi v6i cac khia canh khac nhau trong
chim séc y té. Theo Denis Dohert (2003) cho
ré’mg: su hai long cua ngudi bénh 1a thai do ctia ho
v& mot trai nghiém cham soc stc khoe. Jenkinson
va cong su (2011), sy hai long ctia nguoi bénh dai
dién thai d¢ ctia ho di voi dich vu chdm séc hodc
cac khia canh cham séc strc khoe... Tom lai, co
thé hiéu: Si hai long ciia nguoi kham, chita bénh
la thai do cua nguwoi kham chita bénh doi véi cac
dich vu tai cac co so'y té. Khi nguoi kham, chita
bénh trai nghiém cac dich vu y té cao hon so véi
mong doi cua ho thi sé hai long, va nguoc lai.

4. Xay dung bg tiéu chi danh gia hai long
cua ngwoi kham chira bénh BHYT tai Viét Nam
Hinh 1: Quy trinh xay dung bg tiéu chi
danh gia su hai long ciia nguwoi kham, chira bénh
BHYT tai Viét Nam

Xay dung

Xac dinh

B ot 7R i o tié i Xac dinh
cac yéu té cau bg t'e",',Ch' e
5 . déanh gia sy thang diém va
thanh su hai N 9 , e en s
long ciia ngudi hai long clia danh gid do tin
, >, ngudi kham, cay cla céc
kham, chtra chira bénh

bénh BHYT \ BHYT T Ef

Nguon: Nhém nghién civu dé xudt
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4.1. Xdc dinh cdc yéu té cdu thanh sw hai long
cua nguwoi kham, chita bénh BHYT

Nhiéu tac gia da chi ra rang sy hai long cta
ngudi bénh gdm nhiéu yéu td khac nhau nhu: Kha
nang tiép can dich vu, co sé vat chat, chit luong
cham soc, diéu tri (Davis va Hobbs, 1989). Cac
nghién ciru khac b6 sung thém 3 yéu t6: thong tin
vé kham va diéu tri bénh, chi phi kham chira bénh,
thoi gian cho dgi (Emmanuel Kabengele Mpinga,
2011). Tir ndm 2019, Bo Y té Viét Nam di ban
hanh mau khao sat hai long nguoi bénh noi, ngoai
tra (Quyet dinh 3689-Qb-BYT ngay 28/08/2019)
duara 5 yéu to: Kha ning tlep can, Su minh bach
thong tin va tha tuc kham, diéu tri, Co s vat chat
va phuong ti¢n phuc vu nguodi bénh, Thai do ting
XU va nang lyc chuyén mén ciia nhan vién y té,
Két qua cung cép dich vu. Cung vé6i viéc tham
van ciia mot s6 nha nghién ctru ¢6 kinh nghiém,
ngudi kham chita, bénh va mot s6 nhan vién y té
tai bénh vién khao sat, nhém nghién ctru xac dinh
5 nhom yéu t6 cdu thanh sy hai long cta nguoi
kham chira bénh BHYT:

Hinh 2: Céc yéu té cAu thanh sy hai long

cia ngwoi kham, chira bénh BHYT

Kha nang
tiép can

Minh bach
thong tin
kham,
diéu tri

K&t qua cung
cap dich vu

Co sd Thai do

vat chat, rng x{r va
phuong tién nang luc

phuc vy chuyén mén
nguoi kham, cla nhan

chita bénh viény té

Nguén: Nhém nghién civu dé xudt

4.2. Xdy dung bg tiéu chi do lwong sw hai long
ctia nguwoi kham chita bénh BHYT

Tir 5 yéu t6 cau thanh sy hai 1ong cua ngudi
kham, chtra bénh BHYT dugc nhom nghién ctru
cu thé hoa thanh cac tiéu chi do luong sy hai long
cua nguoi kham, chira bénh BHYT. Céc ti€u chi

nay nhom nghién ctru can ctr vao tiéu chi danh
gia trong bang khao sat ctaBOY té va ra soat
loai bo, bd sung mét s tiéu chi nham phu hop voi
ngudi kham, chira bénh bao hiém y té. Tong ¢
15 tiéu chi duoc xay dung trong bang dudi day:
Béang 1: B tiéu chi do lwong su hai long
cua nguwoi kham chira bénh BHYT

A: Kha nang tiép can

1 | Al |Héi va goi dugc nhan vién y té khi can

2 | A2 |So db, bién bao chi dan cac phong

3 | A3 |Thoi gian cho doi

B: Minh bach théng tin kham, diéu tri

4 | B1 [Quy trinh, th{ tuc khdm/nhéap vién

5 | B2 |[Nhan vién y té& giai thich vé tinh trang bénh
va hudng diéu tri

6 | B3 |Thong tin vé thudc va chi phi kham, chita bénh

C: Co s vat chat va phuong tién phuc vu ngudi kham,
chira bénh

7 | C1 |Phong kham, diéu trj bénh (givdng, dém, chan ga,
nudc, quan 4o, diéu hoa,...)

8 | C2 |An toan, an ninh, trat ty xa hoi

9 | C3 |Khu vé sinh, khudn vién

10 | C4 |Trang thiét bj, vat tu y t&

D: Thai dd (rng xlr va ndng lwc chuyén mén cla nhén vién
yté

11| D1 |Thai d6, giao tiép clia béc si, diéu dudng, nhan vién
phuc vy

12 | D2 |Trinh d6 chuy&n mén cla béc si, diéu dudng

H: Két qua cung cap dich vu

13 | E1 |Cép phat thudc, hudng dan s dung

14 | E3 |Két qud kham, diéu tri so v&i nguyén vong

15 | E4 |Chi phi kham, chita bénh

Nguon: Nhém nghién ciru dé xudt

4.3. Xdc dinh thang diém va danh gid dj tin
cdy cdc tiéu chi

Néu chi sir dung thang diém 2 mic don gian:
Hai long- Khong hai long thi viéc xac dinh mirc
d6 hai long cua nguoi kham chira bénh qua chung
chung nén thiéu chinh x4c. Do vay, nhém nghién
ciru su dung thang diém nhiéu muc do, cu thé
thang Likert 5 muc do: 1- Rat khong hai long,
2- Khong hai long, 3- Binh thuong, 4- Hai long,
5- Rét hai long.
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Pé kiém tra mirc do tin cdy cua cac bién quan
sat (cac tidu chi), nhom nghién ctru da chuyén
15 tiéu chi thanh 15 céu hoi khao sat (15 bién
quan sat) va tién hanh khao sat thir nghiém véi 50
ngudi da kham, chita bénh bang th¢ BHYT.

Béang 2: Bing ciu hoi khao sat
ngwoi kham, chira bénh BHYT

STT | M s6 Cau héi
A: Kha ning tiép can
1 | A1 |Ong/Ba cé hailong vé viéc hdiva goi duoc

nhan vién y té khi can khéng?

2 | A2 |Ong/Ba c6 hailong vé so dd, bién bao chi dan
cac phong khong?
3 | A3 |Ong/Ba cé hailong vé thoi gian cho doi doi voi

cac dich vy khong?
B: Minh bach théng tin kham, diéu tri

4 B1 |Ong/Ba cd hailong vé quy trinh, thl tuc kham/
nhap vién khong?

5 | B2 |Ong/Ba cé hailong khi nhan vién y té giai thich
vé tinh trang bénh va hudng diéu tri khong?

6 | B3 |Ong/Bacd hailong vé théng tin duoc cung cap

vé thudc va chi phi khdm, chita bénh khéng?

C: Co' s& vat chat va phurong tién phuc vu ngudi kham,
chira bénh

7 C1 |Ong/Ba cé hai long vé phong kham, diéu trj bénh
(givdng, dém, chan ga, nwdc, quan 4o, diéu hoa,
...) khong?

8 C2 |Ong/Ba cd hai long vé an toan, an ninh, trat tu
xa hoi khong?

9 C3 |Ong/Ba cd hai long khu vé sinh, khuén vién cta
bénh vién khong?

10 | ¢4 |Ong/Ba cd hailong véi trang thiét bi, vat tw y t&

khdam, chita bénh khong?

D: Thai d6 (rng x(r va ndng lwc chuyén mén cla nhan vién
yté

11| D1

Ong/Ba co hai long vé thai do, giao tiép cla
bac T, diéu dwdng, nhan vién phuc vu khéng?

12 | D2 |Ong/Ba c6 hailong vé trinh d6 chuyén mén cla

bac si, diéu dudng khong?

H: Két qua cung cép dich vu
13 E1l

Ong/Ba c6 hai long vé viéc cép phét thudc,
hudng dan st dung clia nhan vién y té khong?

14 | E2 |Ong/Ba cé hailong vé két qua kham, diéu tri

so v&i nguyén vong khong?

15 | E3 |Ong/Ba c6 hailong vé chi phi kham, chira bénh

khong?

Nguon: Nhém nghién ciru dé xudt

Sau d6, chiing t6i sir dung kiém dinh Cronbach
Alpha véi hé so ti€u chuan 1a 0,7. Két qua cho

thdy: cac tiéu chi nhom nghién ctru st dung 1a
phu hop.
Bang 3: Két qua kiém dinh Cronbach Alpha

Hé s6 Cronbach
Nhém tiéu chi alpha (s6 bién
guan sat)
A: Kha ndng tiép can 0.839 (3)
B: Minh bach thdng tin khdm, diéu tri 0.831(3)
C: Co s& vat chat va phuong tién phuc vy
ngudi kham, chira bénh 0-875(3)
D ThalAdo ying xu;va ndng lwc chuyén mon 0.891 (2)
cUa nhanviény té
E: K&t qua cung cap dich vu 0.828 (4)

Nguon: Tinh todn ciia nhém nghién ciru
Vvéi hé tro: ciia phan mém SPSS

5. Két lugn

Su hai long cua nguoi kham, chira bénh Bao
hiém y t& 13 mot chi sb rat quan trong dé ning
cao chat luong dich vu y té va trién khai hiéu
qua chuong trinh qudc gia “Bao hiém y té toan
dan”. Nhom nghién ctru da xay dung b ti€u chi
do luong su hai long ctua nguodi kham chira bénh
Béo hiém y té lam tién dé cho viéc danh gia chat
luong kham, chita bénh Bao hiém y té tai cac co
SOy té tai Viét Nam.
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