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QUAN LY CHAT LUGNG DICH VU
KHAM, CHUA BENH TAI BENH VIEN:
NGHIEN CUU THUC NGHIEM
TAI BENH VIEN TAM THAN NGHE AN

@ NGUYEN THI BICHTHUY - NGUYEN THUY VAN

TOM TAT:

Nang cao chat lugng kham chita bénh déng vai trd quan trong trong bdo vé va ning cao sic

khde cong ddng. PE nang cao hiéu qua quan 1y chit lugng khdm chita bénh tai cd s&, cin hi€u rd
thyc trang, phan tich dugc thuin 16i va khé khin, ddnh gid dudc uu nhuge diém ctia dich vu kham
chita bénh tai tirng bénh vién, d€ tir d6 dua ra gidi phap phit hop. Nghién citu dugc thuc hién tai
Bénh vién TaAm thin Nghé An da phan tich cdc dic di€ém cta bénh vién, dinh gia thuc trang cong

tdc quin ly chit lugng dich vu khdm chita bénh theo b tiéu chi clia Bd Y t&, tir d6 dé xuat gidi
phap phit hdp nhim nang cao chat lugng quan ly chat lugng dich vu khdm chita bénh tai don vi.
T khéa: chit lugng dich vu khdm, chita bénh, Bénh vién TAm thain Nghé An.

1. Dit van dé

Tai Viét Nam hién nay, hoat ddong quan ly ciing
nhu cung tng dich vu y t€ véi muc tiéu 18y ngudi
bénh 1a trung tim, ddm bdo cong khai, an toan,
cong bing, hiéu qud trong hoat dong kham, chira
bénh, ddng thdi diy manh 4p dung cic bd tiéu chi,
tiéu chuin quan 1y chat lugng bénh vién di gitdp
cho cong tic y t& c6 nhiéu ti€n bo, ddi mdi ro rét.
Hé thong chinh sdch, phap luat vé khdm, chita bénh
ti€p tuc dugc hoan thién; hé thong bénh vién dudc
diu tur vé co s§ vat chat, trang thi€t bi ciing nhu
nhan lyc, ndng luc chuyén mon dugc tdng cudng
g6p phan niang cao chit lugng dich vu khdm, chita
bénh ddp Gng su hai long ciia ngudi bénh.

bé dinh gid chit luong dich vu khim chita
bénh, BO Y t€ di ban hanh Bo Tiéu chi dinh gia
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chat lugng Bénh vién Viét Nam va MAiu phiéu
khdo st hai 1ong ngudi bénh va nhin vién y €.
Mbdi phuong phédp va tiéu thic do ludng s& c6 ¥
nghia khédc nhau, tir d6 cidc bénh vién c6 gidi phap
dé nang cao chat lugng dich vu kham chita bénh.
Bai bdo nghién cttu quan ly chat lugng dich vu
khdm chita bénh theo quy trinh quan 1y, gdm 3 giai
doan: 1ap k& hoach, t6 chic thyc hién, ki€m tra
giam sit, tir d6 d& xuat gidi phap ning cao cong tic
quan 1y chat lugng. Pham vi nghién cttu vé khong
gian 12 Bénh vién TAm than Nghé An, vdi thdi gian
nghién cttu tir nim 2021 d&€n nam 2023.

2. Co's6 1y thuyét va tdng quan nghién ciu

2.1. Khdi niém

* Chdt lugng dich vu khdm, chita bénh (KCB):

Theo WHO, 2000: Chat lugng dich vu KCB Ia
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muc do dat dugc cdc muc dich bén trong ciia mot hé
thong y t€ nhim ning cao stc khde va dip dng
dugc ky vong chinh ddng ciia nhan déan.

Chat lugng dich vu KCB la kha3 niing clia céc
dich vu KCB dip ting cdc nhu cau clia ngudi bénh.
Trong khi d6, nhu cAu clia ngudi bénh luén ludn
bi€n dong nén chat lugng dich vu KCB ciing luon
luén bi€n dong theo thdi gian, khong gian, didu
kién st dung tir phia ngudi bénh. Chat lugng dich
vu KCB do ngudi bénh quyét dinh bing cAm nhan
nén thudng mang tinh chi quan tiy thudc vao nhu
cAu va mong dgi clia ngudi bénh. Do d6, chit lugng
dich vu KCB ¢6 tinh khong déng nhat.

* Quan 1y chdt luong dich vu khdm, chita bénh:

C6 nhiéu dinh nghia vé QLCL dich vu KCB, tuy
nhién t6ng quét lai QLCL dich vu KCB la hinh thic
t6 chiic cic ngudn lvc mdt cdch hiéu qua nhat nhim
ddp tng nhu cAu chim séc sic khde clia nhitng
ngudi c6 nhu cau nhit nhim muc dich phong bénh
va cham sdc sic khde, an toan, khong gay lang phi
ma vin ddm bdo ddp tng dugc cdc yéu ciu cao
hon. C6 thé néi, ddi vdi hoat dong KCB, viéc quin
ly chat Iugng 1a mot trong nhitng yéu ciu cap thiét.
QLCL dich vu KCB 12 viéc Iam nhim ddm bdo cho
bénh nhan c6 dugc dich vu chim séc t6t nhat. Pay
la mdt chitc nang quan trong ciac bénh vién, cd sG
KCB cin hu6ng t6i. Cdc bénh vién sit dung cédc
phuong thic, cong cu, md hinh QLCL d€ cai thién
chat lugng dich vu KCB, tir d6 cdc bdc si, didu
dudng va nhin vién y t&€ c¢6 thé st dung cic bién
phdp cai thién va thu dudc nhiéu két qua “chit
Iugng” han cho ngudi bénh cia ho.

2.2. Cdc cong cu do luong chat lugng dich vu
khdm, chita bénh tai bénh vién

* Po luong chdt lugng dich vu KCB thong qua B)
tiéu chi chdt luong Bénhvién Viét Nam:

Ngay 18/11/2016, Bo trudng Bd Y t€ da ban
hanh Quyé&t dinh s& 6858/QD-BYT vé viéc ban
hanh Bo Tiéu chi ddnh gid chit lugng Bénh vién
Viét Nam. K&t ciu cdc tiéu chi danh gid chit lugng
dugc chia 1am 5 phan (huéng d&€n ngudi bénh, phat
trién ngudn nhan lyc, hoat dong chuyén mon, cii
ti€n chat luong, dic thi chuyén khoa) véi 83 tiéu

chi, hon 1.500 ti€u muc. Mdi tiéu chi dé cadp mot
vian dé x4c dinh, dugc xAy dung dua trén 5 bac
thang chit lugng (ndm mifc do danh gid).

* Do luong chdt luong dich vu khdm, chita bénh
thong qua khdo sdt hai long nguoi bénh:

Nim 2019, Bo Y t&€ ban hanh Quyé&t dinh s6
3869/QP-BYT ngay 28/8/2019 vé viéc ban hanh
cac miu phi€u va huéng din khdo sit hai long
ngudi bénh va nhan vién y t&€, 4p dung cho toan bo
cdc bénh vién cua nha nudc va twnhin; Nam 2024,
B0 Y t&€ ban hanh Quyé&t dinh s6 56/QD-BYT ngay
08/01/2024 ban hanh huéng din vé phuong phap do
ludng hai long ctia ngudi dan doi véi dich vu y t€
cong giai doan 2024-2030 d€ tim hi€u nguyén vong
ngudi bénh nhim muc tiéu ning cao cht lugng
kham, chita bénh, ddp tng sy hailong ngudi bénh.

Khdo st hai 10ng ngudi bénh dugc ddnh gia
trén 5 tiéu chi: khd ning ti€p cin; sy minh bach
thong tin va thd tuc kham bénh, diéu tri; cd s& vat
chat va phuong tién phuc vu ngudi bénh; thdi do
ing x{, ning luc chuyén mon clia nhin vién y t&;
k&t qua cung cap dich vu, v6i cac mic diém: Mic 1:
Rat khong hai 1ong hodc rat kém; Mifc 2: Khong
hai long hodc kém; Mdc 3: Binh thudng hodc trung
binh; Mtc 4: Hai 1ong hoic tt; Mdc 5: Rat hai long
hodc rat tot.

3. Phuong phap nghién ciu

3.1. Phuong phdp thu thdp so li¢u

Bai vi€t phan tich k&t qué do ludng chit lugng
dich vu kham, chita bénh va két qua khio sit su hai
1ong clia ngudi bénh tai Bénh vién TAm than Nghé
An giai doan 2021-2023. D liéu nghién ctu cta
bai viét 1a dit liéu thi cAp, dudc khai thdc cic bdo
cdo chatlugng bénh vién, bio cdo khdo sathailong
ngudi bénh qua cic nim ctia TS Qudn ly chat
luong, t6 Cong tic xa hoi Bénh vién Tam than
Nghé An.

3.2. Phuong phdp xit Iy 56 ligu

St dung s6 liéu theo chudi thdi gian va tai mot
thdi di€ém dé so sanh, phin tich va dinh gia viéc
quan ly chat lugng dich vu kham, chita bénh tai
Bénh vién TAm thin Nghé An. So sénh sd liéu gitta
cdc nim trong pham vi thdi gian nghién citu, dé

$6 20 - Thang 9/2024 231
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gitp biét dudc sy cdi ti€n hoic
han ch&. Tir d6 dua ra két luan
¢6 can ct khoa hoc cho cac gidi
phidp dong thdi dua ra cc gidi
phdp nhim hoan thién cong tic
quan 1y chat lugng dich vu
kham, chita bénh tai Bénh vién
Tam thin Nghé An.

4. Két qua nghién cifu va
thao luan

4.1. Po luong chat luong dich
vu kham, chita bénh tai Bénh
vién Tam than Nghé An qua B
tiéu chi chat luong Bénh vign

K&t qua do ludng chit lugng
dich vu KCB theo B0 ti€u chi
clia Bénh vién nim 2022 va
2023 do Poan kiém tra cia S§ Y
t€ thuc hién nhu Bdng 1 (Nim
2021, do tinh hinh dich Covid-19
dién bi&n phiic tap nén S§ Y t&
khong tién hanh kiém tra d4nh
gid taidon vi).

K&t qui ddnh gia chung vé
chit lugng clia Bénh vién da
ting 1én 0,11 di€m tir mic 3,24
lén 3,35, ghi nhan sy nd luc
trong nang cao chat lugng dich
vu KCB ctia Bénh vién.

Cic tiéu chi vé huéng dén
ngudi bénh va phit trién ngudn
nhan luc dudc danh gid cao hon.
Véi su hoat dong hiéu qua cia
T& Cong tac xa hodi, Bénh vién
da lam t6t hoat dong chi din,
doén ti€p, huéng din, cip citu
ngudi bénh; bdo vé quyén va lgi
ich cho ngudi bénh. V& cong tic
phét trién ngudn nhan lyc bénh
vién, tiéu chi ch€ do dai ngd va
diéu kién, moi trudng lam viéc
dat mdc cao nhat, ban linh dao
quan tAm dén ddi song cdn bo
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Bdng 1. K&t qud ddanh gidé chét lugng bénh vién
tai Bénh vién Tdm than Nghé An ndm 2022, 2023

Diém trung binh
Tiéu chi Nam Nam
2022 | 2023
Phan A. Huéng dén ngudi bénh 3,56 3.61
A1. Chidan, dén tiép, hudng dan, cép clu ngudi bénh 35 3.67
A2. Diéu kién co s6 vat chat phuc vu ngudi bénh 3,2 3.2
A3. Méi trudng cham s6c¢ ngudi bénh 4 4
A4. Quyén valgi ich clia ngudi bénh 3,8 3.8
Phan B. Phét trién nguén nhan luc bénh vién 36 3.64
B1. S8 lugng va co ciu nhan luc bénh vién 3 3
B2. Chét lugng ngudn nhan luc 3,67 3.33
B3. Ché do dai ngo va diéu kién, moi trudng lam viéc 4 4
B4. Lanh dao bénh vién 3,75 4
Phan C. Hoat déng chuyén mén 3,14 329
C1.An ninh, trat ty va an toan chay nd 3 3
C2.Quan Iy h6 so bénh an 35 35
3. Ung dung cdng nghé thong tin (diém x2) 3 3
C4. Phong ngtia va kiém soat nhiém khuén 3,33 35
C5. Nang lyc thuc hién ky thuat chuy&n mén (diém x2) 2,8 3
C6. Hoat déng di€u dudng va chdm séc ngudi bénh 3 3
C7. Nang luc thuic hién cham séc dinh dudng va tiét ché 3.2 3.4
C8. Chét lugng xét nghiém 2,5 3
C9. Quan ly cung Uing va st dung thudc 35 3.67
C10. Nghién ctu khoa hoc 3 3
Phéan D. Hoat déng c4i tién chét lugng 273 3
D1. Thiét lap hé théng va cai tién chat lugng 2,67 3
D2. Phong nglia cac su ¢d khac phuc 2.6 3
D3. Danh gia, do ludng, hgp tac va cdi tién chat lugng 3 3
Trung binh chung 3,24 3,36

Nguén: Té6 Qudn Iy chdt luong - Bénh vién Tam than Nghé An
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nhén vién, t6 chifc cong doan hoat dong hiéu qua.
Tiéu chi vé hoat dong chuyén mon dat mitc chua
cao, do dic thi chuyén nganh tAm than nén viéc 4p
dung thém cédc ky thuat mdéi va ky thuat cao tai
Bénh vién con nhiéu kh6 khin. Hoat dong cong
nghé thong tin con kém do nhan lyc con thi€u va
y&u, co sd ha tang cong nghé thong tin dau tu con
thi€u dong bo.

Hoat dong cdi tién chat lugng con nhiéu han
ché&. Do bénh vién chua ¢6 phong Chat lugng Bénh
vién hoat dong doc 1ap, nhan vién t quin 1y chit
lugng hoat dong ki€ém nhiém, chua sdu sat trong
hoat dong cdi tién, do d6 céc tiéu chi nay chua dugc
doan ki€m tra ctia S3 Y t€ danh gia cao.

4.2. Pdnh gid két qud thuc hién chat lugng dich
vu khdm, chita bénh theo miic dp hai long ciia
nguoi bénh

K&t qua tdng hop khao sit y ki€n ngudi bénh,
ngudi nha ngudi bénh giai doan 2021-2023 thé hién
qua Bang 2. HAu hét céc tiéu chi déu dudc d4nh gid
mtc 4 (hai 1ong) va 5 (rit hai long), c6 so it ddnh
gid muc 3 (binh thudng) va khong c6 dianh gia &
mtc 1 (rAitkhong hailong) va 2 (khong hai long).

Qua Bédng 2 cho thdy, ty 1& ngudi bénh c¢6 ddnh
gid miic 4 va 5 hiu nhu ting 1&n, ty 1& hai long
chung so véi mong dgi déu dat trén 90% dat k&
hoach dé ra, nim sau cao hon nim truéc. Qua d6
cho thdy, cdc vin dé han ch&, ton tai da dugc Bénh
vién khic phuc, xtr Iy € ning cao mitc hai long ciia
ngudi bénh.

5. K&t luan va khuy&n nghi

Mot la, cdi thién cong tdc lap ké hoach quan ly
chét luong dich vu khdm, chita bénh tai bénh vién.

- Xay dung chi s6 chat lugng phit hgp véi thuc t&
KCB tai bénh vién; mdi khoa phong xay dung k&
hoach cdi ti€n chit lugng gin v6i it nhat mot chi sd
chit lugng va trién khai cic hoat dong dé hoan
thanh k& hoach dé ra.

- it chi tiéu 50% khoa phong ¢6 dé 4n cdi tién
cht lugng va trién khai c6 hiéu qui dé 4n trong
cong tac quan 1y chit lugng dich vu KCB.

Hai la, ding dung cong ngh¢ thong tin cong tdc
quan ly.

- Muc tiéu xay dung phan mém “Qudn 1y bénh
vién” d4p ting dudc cic yéu cau quin 1y nghiép vu
cla bénh vién; ting cudng cong tic quan ly hoat

BAng 2. K&t qud tdng hop khdo sat hailong ngudi bénh
tai Bénh vién Tadm than Nghé An ti nadm 2021-2023

Ty 18 (%)
Muc Tiéu chi Nam 2021 Nam 2022 Nam 2023
3 @) ®) 3 @) ®) 3 ) ®)
A Kha nang tiép can 0,02 | 544 | 458 529 | 471 52 48
g | Suminhbachthongtin vathutye 405 | 595 457 | 543 393 | 607
kham bénh, diéu tri
¢ | Cosovatchatvaphuongtienphuc |45 | o) | 336 | 115 | 542 | 447 | 04 | 507 | 489
vy ngudi bénh
p | Thaidoungxt, nanglcchuyen 209 | 70,1 242 | 758 252 | 748
mon cua nhan viény té
E K&t qua cung cép dich vu 0,04 | 581 | 419 | 0,02 | 422 | 57,8 374 | 62,6
Ty Ie‘ .hai I6ng so vdi mong dai cua 90,1 93.9 95.2
nguoi bénh

Nguén: T6 Cong tdc xa hoi - Bénh vién Tam than Nghé An

$6 20 - Thdng 9/2024 233




TAP CHi CONG THUONG

dong bénh vién dya trén co sd quan 1y khoa hoc va
hiéu qud ctia hé théng quan 1y 4p dung tin hoc.

+ Boi dudng, ning cao k¥ ning st dung cdng
nghé thong tin cho nhan vién y t€.

Ba la, ndng cao chdt liong ngudn nhén luc.

- Tdng cudng cong tic tuyén truyén, gido duc
chinh tri tv twdng cho cdn bd nhin vién nhim
niang cao nhan thic, thay d6i thai @6, hanh vi
trong thyc thi nhiém vu. Nang cao tinh than trdch
nhiém y thic t8 chiic ky lut lao dong, tinh than
thdi d0 phuc vu ngudi bénh; khdong nging rén
luyén trau ddi dao diic nghé nghiép, vin héa giao
ti€p ng x{r d6i véi ddng nghiép, ngudi bénh va
gia dinh ngudi bénh.

- Quan tim tao diéu kién, dong vién khich 1&
can bo, nhan vién tham gia hoc tdp nang cao trinh
dd chuyén mon ti€p thu va tng dung dudc cong
nghé k¥ thudt cao trong KCB, ngoai ngit, tin hoc,

TAILIEU THAM KHAO:

qudn ly, mang kién thiic vé phuc vu hoat dong &
don vi.

Bon la, cdi cdch thii tuc hanh chinh giam thoi
gian cho doi cia nguoi bénh.

- Cai ti€n day chuyén kham bénh theo nguyén
tic mot clra: bing dién tf 14y s6 khdm ty dong, bo
tri nhan vién huéng din ngudi bénh tai cdc khoa
khdm, sip x&p phong xét nghiém va nha thudc
ngoai trd.

- Tang ca, tdng gio lam viéc ctia khoa kham
bénh, t§ chic thém cdc bd phin khim bénh
ngoai gid.

Ndm la, ndng cao co sé vdt chét tai bénh vién.

B6 tri mit bing tai khu vuc kham, chita bénh
mot cach hgp 1y, tranh tinh trang d& bénh nhan di
chuyén qud nhiéu giita cdc khoa, phong trong mot
1an kham; b& tri so @6 huéng din, miii tén chi hudng
tai cdc vi tri d& nhin m
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Trudng Kinh t&, Truong Pai hoc Vinh
2.CN.NGUYEN THUY VAN

Phong K&hoach tdng hgp va vat tuy t&
Bénh vién TAm than Nghé An

MANAGING THE QUALITY OF MEDICAL EXAMINATION
AND TREATMENT SERVICES OF HOSPITALS:
A CASE STUDY OF NGHE AN PSYCHIATRIC HOSPITAL

® Ph.D NGUYEN THI BICH THUY'
® NGUYEN THUY VAN?
1ISchool of Economics, Vinh University
2Department of General Planning and Medical Supplies,
Nghe An Psychiatric Hospital

ABSTRACT:

Improving the quality of medical examination and treatment plays an extremely important role
in protecting and improving public health. In order to improve the quality management of medical
examination and treatment at the grassroots, it is necessary to understand the current situation,
analyze the advantages and disadvantages, and evaluate the advantages and disadvantages of
medical examination and treatment services at each hospital to come up with appropriate
solutions. This study was conducted at Nghe An Psychiatric Hospital. The study assessed the
current quality management of medical examination and treatment services according to criteria
set by the Ministry of Health. Based on the study’s findings, some solutions were proposed to
improve the quality management of medical examination and treatment services at Nghe An
Psychiatric Hospital.

Keywords: quality of medical examination and treatment services, Nghe An Psychiatric
Hospital.
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