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NANG CAO CHAT LUGNG QUANLY
TAIBENH VIEN DA KHOA THANH, PHO
BUON MA THUOT, TINH PAK LAK

® HOANG MANH DUNG - NGUYEN TH| VAN

TOM TAT :

Ngaoh Y 1€ Viét Nam dang phdi d6i mat v6i nhiing thach thitc vé& chit lugng quin 1y bénh
vién. N€u cdc bénh vién khong d8i mdi tr duy s& khé long g1 dude bénh nhin. Bénh vién cin
c4i ti€n chat lwdng dich vu khdm, chifa bénh nhim d4p ¥ng sy hdi long cia ngudii bénh va cic
b&n quan tdm. Bai vi&t dya trén 83 ti€u chi ddnh gid chit lugng quén 1y bénh vién do BS Y 1€
Viét Nam (2016) va m6 hinh IPA ciia John A.Martllava John C.James (1977) nhim dinh hu6ng
néing cao chdt lugng quin 1§ tai Bénh vién Da khoa Budn Ma Thugt trong thdi gian tdi.

Tif khéa: Chit lugng quin 1y bénh vién, B tiéu chi chdt ludng bénh vién nim 2016, Bénh

vién Ba khoa Budn Ma Thudt.

1. D3t vin dé

Tinh d&€n cudi nim 2017, ¢ nudc c6 38 bénh
vién tuyé&n Trung wong, 492 bénh vién tuyén tinh,
645 bénh vién huyén va 31 bénh vién nganh,
10.700 tram y t€, 207 b&nh vién twnhan va khodng
30.000 phong khdm w nhan. Khi 4p dung Luat
Khém bénh, chifa bénh sita d81 s& khéng con bang
bénh vién. Ngudi bénh cé quyén lya chon tai
nhitng ndi cé chat lugng tat. Budn Ma Thudt 12
thanh ph& loa1 I true thude tinh D3k Lik v dan s§
456.000 ngudi. Tuong lai sé tr¢ thanh dé thi trung
thm ving Ty Nguyén. Chim séc va bdo vé sic
khée clia nhan din Thanh phd Buén Ma Thugt
(TP.BMT) v mbt s ving lan cén 1 tréch nhi¢m
cha Bénh vién Pa khoa Thanh ph6 Ban Ma Thudt
(BVDK). Py ]2 mét nhiém vu ning né ddi vé6i
BVDK do ngin séch cp hang nim c6 han; trinh 46
chuyén ciia doi ngii y, bdc sy db da dat chuén
nhung chua chuyén sdu; cd s6 Vit chat, mdy moéc,
thi&1 bi con thi&u vA cii; thi tuc dang k§ kham chita
bénh (KCB) cdn rudm ra, chua dp dyng duge cong
nghé thong tin viio quén Iy KCB va luu trit hd so,
bénh 4n; ngudi dan mdi ldn d&n KCB phai diing 58
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kham bénh rat phién phic vi d& bj quén; khuén
vién bénh vién cdn chit hep,.. Hién nay, 14t c
bénh vién tai Viét Nam da va dang 4p dung Bd
tiéu chi chil lugng bénh vién d€ cham diém, x&p
loai hing ndm. B tiéu chi chit lugng bénh vién
ra ddi tY nim 2013 va d€n nay dang 4p dung phién
ban 2.0 dugc ban hanh nim 2016. CAc tiéu chi trén
duoc thit lap theo hudng ti€p can v6i chuin tiéo
1i€n trén thé gid1. Mot cong cu khoa hoc ciia John
A Martillavd John C.James (1977) dudc nhiéu
bénh vign trén th€ gidi 4p dung 1a md hinh phin
tich midc d§ quan trong - mdc d9 thuc hién (IPA:
Importance - Performance Analysis). M6 hinh nay
do ludng chat Iwong dich vy dia vao sy khic biét
gita mitc d$ quan trong (I) v mic a6 thyc hién
(P) thudc céc tiéu chi tir 18 chae cung c{p dich vy
(1-P gaps). M3 hinh IPA phén loai va cung cé‘p
thong tin b ich v& di€m manh v diém yéu khi
phyc vu khdch hang va cdc bén quan tim. T d6,
dé xuft dinh hudng ning cao cht lugng dich vy
(CLDV) ¢6 hiéu qua.

2. D§i tugng va phueng phép nghién ciu

D&i tgng nghién cu 13 ning cao chat higng
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qudn ly BVDK giai doan 2019 - 2021 theo BS néu
chi chit lugng bénh vién do Bo Y (€ ban hanh nam
2016. Khach thé nghién ciu 12 Ban Gidm dc va
32 thanh vién trong T Quén Iy chat lugng BVDK.
BAi viét k&L hgp phuong phap nghién citu dinh tinh
v@i nghién citu dinh lugng. Phuong phdp nghién
ctu dinh tfnh nhim mé (3 va phin tich chal lugng
quin ly (CLQL) thong qua thu thip s& liéu cda
BVDK tlf cdc nim 2016, 2017. Phudng phdp
nghién ctfu dinh lWgng (ap trung thu thip dir liéu
5@ ¢ip qua hinh thic 15y § kign vé mirc d6 quan
trong (1) cda 83 tiéu chi CLQLBV ban hanh nim
2016. Qud trinh khdo st ndy dudc thyc hién tai
BVDK vao thing 06/2018. D3 vdi mifc dd thuc
hién (P) clda 83 ti&u chi 2016 dua vao k&t qua ddnh

gid ca SA Y t€ tinh ddnh gid BVPK vao nim
2017. K&t qué dénh gis CLQL ciia BVDK dudc
1i€n hanh trén phin mém Excel 2010. M&i quan
hé giita chit vigng dich vy vdi mitc d6 thé hién (P)
v mifc d6 quan trong (I) duge thé hién nhu sau:

Hiéu s& (P-1) ChA4t lugng dich vu
P-120 Tot
P-1<0 Chua t51

3. K€l qua va dién gidi phan tich két qua

K&t qud mife dd thuc hién (P) cia BVDK
dudgc trich tf k€t qud cda S& Y 1€ tinh Pik Lik
ndam 2017. Day la d li§u tin cdy do cdc don vi
A6c¢ J4p khdch quan ddnh gid theo quy dinh cia
B& Y t€ dang dugdc trién khai trén pham vi c4
nuée. (Bing 1)

Bing 1. Tdng hgp di€m ki€m tra, ddnh gis chit Iugng cdc bénh vign tai tinh Pik Lik

Stt Bonv DI8m trung binh (2016) Biém trung binh (2017) S&'tiéu chi ap dung
1 BVDK Thién Hanh 344 3,72 82
2 BVBK TPBMT 272 343 83
3 BV huyén Kréng Bong 2,80 3.1 82
4 BVBK huyén Budn Pon 2,74 3,10 82
5 BVDK huyén Kréng Nang 272 3,08 82
6 BV M#t Tay Nguyén 231 307 78
7 BVDK huyén M'Drék 2,1 3,02 82
8 BVBK huyén Ea Kar 2,66 3,02 82
9 BVBEK Tinh 2,90 3.01 82
10 BVDK huyén Cu M'gar 243 3,00 83
1 BVDK Khu wc 333 273 3,00 82
12 BVDK YHCT Tinh 2,44 2,94 78
13 BVEK huyén Krong Pak 2,62 2,94 83
14 BVDK huyén Cu Kuin 2,52 2,89 82
15 BVDK huyén Ea Sup 243 2,88 82
18 BVBK huyén Kréng Ana 2,62 2,84 82
17 BV Lao & Bénh phéi 2,53 2,82 78

18 BVDK Mat Dk Lak 2,74 279 78

19 BVOK huyén Ea Hleo 242 2,72 82

20 8V Tam Than 2,60 2,72 76

il BVDK Thi x4 Buén H6 2,80 2,69 83

2 BV Da hoc Tay Nguyén 244 267 81

23 BVBK Cao Nguyén 2.17 258 81

24 BVDK huyén L&k 216 2,44 82

Piém trung binh toan tinh 262 294

Nguén: $6 Y 1& Dik Lik. 2018
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K&t qué dinh giad mitc do quan trong (1) ciia 83
tiéu chi dugc tdng hgp tir y ki€n dénh gid cla 35
chuyén gia dang cong tic tai BVDK bing phi€u
khdo sdt. C4c ndi dung nghién cttu dwoc tién hinh
v6i nam thinh 1§ theo 83 (iéu chi ban hanh nim
2016 nhy sau:

Phin A. Hudng dan ngu‘d: bénh (19 tiéu chi).

Phin B. Phit tri€n ngudn nhan lyc bénh vién
(14 tiéu chi).

Phin C. Hoat ddng chuy&n mén (35 tiéu chi).

Phan D. Hoat ddng cdi (i€n cha't lugng (11
ti€u chi).

Phiin E. Tiéu chi dic thd chuyén khoa (4 tiéu
chi). (Bdng 2)

Lan ludt c4c tiéu chf trén dugc phin bd trén bén
phédn ( ciia mé hinh IPA nhu sau:

* Phdn tu thit I (8p trung phdt trién): Nhing
tiéu chf nim & phin w nay duge xem 12 ri quan

Bang 2. Két qua khao sét vao thang 8 nam 2018 tai Bénh vién Da khoa TP. BMT

STT| PhawA | I | P | PI Churong C5
Chuong Al 1 [C5.1 4.24 [ 4.00 | -0.4
1 (a1l 448 [ 5.00 | 052 2 [cs2 4.69 | 3.00 | -1.69
2 |Al12 4.11 | 5.00 | 0.89 3 [C33 4.17 | 4.00 | -0.17
3 [A13 4.10 | 4.00 [ -0.10 1 |C54 4.44 | 4.00 [ -0.44
4 [A14 4.14 [ 4.00 [ -0.14 5 [C55 4.24 | 3.00 | -1.4
5 [Aals 4.15 [ 4.00 | -0.15 Churong C6
6 [AL6 441 [3.00 | -1.41 1 [ Cé6.1 4.54 [3.00 [ -1.54
Chuong A2 2 [C62 4.46 [ 3.00 | -1.46
1 [A21 4.24 [ 4.00 | -0.24 3 [Cé63 4.09 [3.00 | -1.09
2 [A22 4.69 | 5.00 | 031 Chbuoug C7
3 [A23 4.17 [ 400 [ 017 1 [C71 4.13 [3.00 [-1.13
4 |a24 4.45 [ 4.00 | 045 2 [C72 4.10 [3.00 [-1.10
5 [A25 4.25 [ 3.00 | -1.25 3 [C73 4.32 [3.00 [-1.32
Chuong A3 4 [C74 4.1 | 4.00 [ -0.11
1 [A3l [3.23]500] 1.77 5 [C75 4.03 | 2.00 [ -2.03
2 [A32 [ 455]3.00[ -1.55 Chwrong C8
Chwong A4 1 [Cs8.1 [4.50 [4.00 [-0.50
1 [aal 4.47 [ 4.00 [ -0.47 2 [cCcs82 [4.28 [3.00 [-1.28
2 [A42 4.09 [ 4.00 | -0.09 Chuong C9
3 |A43 4.13 | 4.00 | -0.13 1 _[Co.l 4.14 [3.00 [-1.14
4 AdA4 4.10 | 3.00 -1.10 2 C9.2 4.07 | 3.00 | -1.07
5 A4S 432 | 4.00 | 032 3 [Co3 4.53 [ 3.00 | -1.53
6 |A4d6 4.11 | 5.00 | 0.89 4 [Co4 4.07 [3.00 [ -1.07
STT Phin B I P P-1 s [Ccos 427 [3.00 [-1.27
Chuong Bl 6 [ C9.6 4.14 [3.00 | -1.14
1 [Bl.l 4.03 [3.00 [-1.03 Churong C10
2 |[B12 4.50 [2.00 [-2.50 1| C101 2.50 [ 3.00 | 0.50
3 [B13 4.28 [3.00 [-1.28 2 [ C102 4.24 | 2.00 | -2.24
Chirong B2 STT| PhinD 1 P P-I
1 [B2l 4.14 [3.00 [-1.14 Chuong m
2 |B22 4.07 [4.00 |-0.07 I [D11 4.32 [2.00 [-2.32
3 [B23 4.53 | 4.00 |-0.53 2 D12 4 11 [3.00 [-L11
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Chirong B3 Chwang D2
1 [B3.1 3.07 [4.00 [0.93 1 |D21 4.03 [3.00 [-1.03
2 |B32 4.27 [5.00 [0.73 2 |[D22 4.50 | 4.00 [-0.50
3 B33 314 [3.00 [-0.14 3 |D23 4.28 | 3.00 [ -1.28
1 | B34 4.50 [4.00 [-0.50 4 | D24 4.14 | 4.00 [-0.14
Chirong B4 s |D2s 4.07 | 4.00 [ -0.07
1 |B4l 3.24 [3.00 [-0.24 Chuong D3
2 |B42 4.34 | 4.00 |-0.34 1 |[D3.l 4.32 [3.00 [-1.32
3 [B43 2.14 [3.00 [0.86 2 | D32 4.12 [2.00 [-2.12
4 |B44 4.16 [3.00 [-1.16 3 | D33 4.05 | 3.00 [ -1.05
STT | Phin C I P P1 STT | PhinE 1 P | PI
Chwomng C1 Chwrong E1
1 [c1a [4.14 [3.00 [-1.14 1 [ELL 4.51 [3.00 [-1.51
2 [C12 [2.07 [3.00 [0.93 2 |El2 4.29 [3.00 [-1.29
Chuong C2 3 [E1L3 4.13 [4.00 [-0.13
1 [c2a [4.15 J4.00 T-0.15 Chwong E2
2 [C22 [4.07 J4.00 [-0.07 1 [E21 | 4.08 [2.00 [-2.08
Chwong C3
1 [c31 [4.06 [3.00 [-1.06
C32 [4.04 [3.00 [-1.04
Chuong C4
1 _[C41 4.16 [4.00 [-0.16
2 [Cca2 4.11 [4.00 |-0.11
3 [ca3 4.10 [4.00 [-0.10
1 | Ca4 4.14 [3.00 |-L14
5 [C45 4.15 | 5.00 | 0.85
6 [Cas6 4.41 [ 3.00 | -1.41

trong d3i vdi cic bén quan tim. nhung mic dd thuc
hién cda tg chite dich vu rit thip. K&t qua nay gdi
§ cho nha quan tri tp trung phét trién mic do cung
ing dich vy nhidm thda min nhu ciu cla cdc bén
quan tam.

* Phdn tue thit 11 (Tiép tuc duy tri): Nhimg tiéu
chinim & phiin w niiy dugc xem la rit quan trong
ddi vdi cic bén quan tdm. Té chitc dich vu cing
d3 c6 mdc dd thye hién (81 nén uép tuc duy tri va
phdt huy thé manh nay.

* Phdn o thit 111 (Han ché phd trién): Nhiing
tiéu chi niim & phan w nay dugc xem t ¢6 mitc do
thitc hién thap vi khdng quan trong d8j vdi cdc bén
quan (dm. Nha cung cip dich vu nén han ché
ngudn lyc phit trién nhirng y&u 18 nary.

* Phén t thit IV (Gidm déu ti): Nhitng tiéu chi

c

nam & phin w ndy dugc xem 1a khéng quan trong
a3i v6i cdc bén quan tdm nhung mdc dé thuc hién
clia 13 chifc rat 161, C6 thé xem su diu w qué mic
nhu hién tai Ja vo ich nén skt dung ngudn lyc nay
d€ phat mrién nhitng thudc tinh khéc.

Téng hop két qua khao sit thiél lap dude md
hinh IPA tai BVDK nhu sau: (Hinh 1)

4. Két luan

& phén tu thi I: BVDK c6 7 tiéu chi cén tép
trung ngudn Iuc A€ phét trién vi dugc cdc chuyén
gia cho la guan trong nhung mic dé thuc hién
chua 181, bao gdm: Bio ddm va duy i 6n dinh s&
lygng nhén luc bénh vién (B1.2); Thi€t lap va
qudn ly chat lugng bénh vién (D1.2): Xiy dyng.
tri€n khat k€ hoach va dé dn cii 1i€n chit lugng
(D1.2); Ap dung k€t qua nghién citu khoa hoc
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Hinh 1: M6 hinh phan tich mac d§ quan trong va mdc df thic hign
cla chat lugng quan Iy coa Bénh vién Da khoa TPBMT

viéc xdy dyng cong cu, trién khai,
bdo cdo hoat ddng quin Iy chai
lugng BV (D3.3)...

O phdn w thit HI: BVDK
khong c6 ti€u chi ndo c6 mifc d
quan trong thdp vd mic 46 thyc
hién thdp. Do vdy, bénh vién

Mie & quntrgng

khéng cAn han ché ddu .
O phdn nt thit IV: BVDK ¢6 7

o tiéu chi c6 mite dé quan trong thip

nhung mdc d6 thyc hién cao bao
o gdm: Ngudi bénh dugc diéu m

) s 23 (5

R trong mdi trudng, cdnh quan xanh,

Ty Muoc a6 thye hien

vio viéc cdi tien chdt lugng khdm, chira bénh va
nang cao hoat déng bénh vién (C10.2); Do ludng
va gidm sit cdi i€n chat lugng bénh vién (D3.2);
Bénh vién thi€t 1ap hé (hdng 18 chite chim séc
nhi (E2.1); Ngudi bénh dugc cung cdp ché dé
dinh dudng phd hgp véi bénh Iy trong thdi gian
nhnl vién (C7.5).
O phdn tw thit I1I: BVDK cin quan tim va duy
i cdc tiéu chi sau. CAr ti€n quy trinh khdm bénh,
ddp ng su hai 1dng ngudi bénh (A1.3); Ngudi
bénh dugc sit dung buéng vé sinh sach s& va day
dii cdc phuong tién (A2.2); Ngudi bénh dude cung
cip théng tin va tham gia vao qud trinh diéu tri
(A4.1); Bénh vién thyc hién khio sit, ddnh gid sy
hai 1dng ngudi bénh va ti€n hanh cdc bién phip
can thiép (A4.6); Bénh vién duy tri va phét trién
bén vitng chdl lugng ngudn nhin luc (B2.3); Bio
dam didu kién 1am viéc v vé sinh lao ddng cho
nhan vién y (€ (B3.2); Nghién clu va trién khai 4p
dung céc k§ thudt méi, phuong phip mg!i (CS.%);
Hé theng quén 1y diéu dudng duge thigt 1ap day
di vi hoat dong hidu qud (C6.1); Phong ngira cdc
nguy cd, dién bi€n bat thudng xdy ra véi ngudi
bénh (D2.1): Hop t4c v3i cd quan quin ly trong

TAILIEU THAM KHAO:

Cre sach, dep (A3.1); Bdo ddm an toan
dig¢n va phong chdy, chita chdy
(C1.2); Bdo dam chinh ssch 1ién luong, ch€ do dii
ngd cla nhin vién y t& (B3.1); Siic khée, ddi song
tinh than cda nhén vién y € dudc quan tam va cii
thién (B3.3); Xay dung ké& hoach, chién lugc phit
trién bénh vién va céng b8 cdng khai (B4.1); Bio
dam chat lugng ngudn nhan luc quén Iy bénh vién
(B4.3); Tich cyc ri€n khai hoat djng nghién citu
khoa hoc (C10.1). Theo md hinh IPA, bénh vién
cn ciit gidm ddu tur vio bay tiéu chi ndy. Tuy
nhién, ngudi bénh dugc diéu tri trong moi trudng,
cdnh quan xanh. sach, dep 1a mdt nhu ciu cin
thi€1. Khubn vién bénh vién cdn c6 ciy xanh
thodng méat d€ dim bio diéu kién lam sach khdng
khi. Khi d&€n khdm, ngudi bénh ngoai tré khong
nhan thdy sy quan trong ndy nhung d6i véi nhitng
ngudi bénh can luu trd dai ngdy s& hét sic cin
thi€t. VIthé. tiéu chi A3.2, bénh vién da thyc hién
4113t nén cdn duy tri & mic d hién tai. BE bio
ddm an toan dién, phdng chdy, chita chdy, an todn
cho toan thé bénh vién, thl viéc quan tam du w
tiéu chi C1.2 cin phai dugc duy trl va ti€p tuc quan
tam. Cdc tiéu chi B4.1, B4.3. C10.1 hién nay, BV
da 1am 61, cin duy tr) va phat tri€n hon m
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ABSTRACT:

The public health sector in Vietnam have faced with challenges in temrs of the quality of
hospital management. If Vietnamese hospitals do not change their mindset about their hospital
management quality. they will lose their customers in the coming time. It js necessary for
Vietnamese hospitals (o enhance the quality of their healihcare services to make their customers
and other inteseted parties satisfied. This paper is 1o propose some directions for enhancing the
management quality at Buon Ma Thuot City General Hospital, Dak Lak Province based on 83
cnieria of management quality assessment which was issued by Vietnams Ministry of Public
Health in 2016 and the IPA model by John A. MartillaandJohn C.James(1977).

Keywords: The quality of hospital management qualiry, the criteria of hospita) quality in 2016;
Buon Ma Thuot City General Hospital.
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