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LUWONG HOA CAC NHAN TO ANH HUONG PEN MU'C PO HAI LONG
CUA BENH NHAN DOI VOl CHAT LUQNG DICH VU KHAM,
CHU’A BENH BANG MO HINH CAU TRUC TUYEN TiNH
TAI CAC BENH VIEN KHU VU'C DONG BANG SONG CU’U LONG

TOM TAT

Dwa trén mé hinh danh gia mdac dé hai long cua
cac tac gia, cac nghién ctru trong va ngoai nwéc, bai
viét xay dung mé hinh va lwong héa céc nhén té tac
déng mdirc dd hai long bénh nhan (BN) tai cac bénh
vién (BV) tuyén tinh khu vuc Béng bang Séng Ciu
Long (PBSCL) bdng mé hinh céu tric tuyén tinh -
SEM. Két qué cho thay cé hai nhan té chinh tac dong
murc do hai long BN do6 la Gia ca cam nhan va Cam
nhén chét luong dich vu. Trong do, gia cd cam nhén Ia
nhan t6 méi ma céc nghién ctru truéc chura phét hién.
Két qué nay la co sé dé cac nha quén ly dé ra chinh
séch céi thién thai d6 phuc vu cla cén bé y té nhdm
néang cao mtrc dé hai long cua BN.

Tee khoa: Mac do hai long; Bénh nhédn, Mé hinh
SEM.

SUMMARY

Model-based assessment of satisfaction of the
authors, studies at home and abroad, the article
modeling and quantifying the factors that impact
patient satisfaction (BN) in hospitals (BV) provincial
areas Mekong River Delta (MRD) by linear structural
models - SEM. Results showed that there are two main
factors impact patient satisfaction that is felt and prices
Feel the quality of service. In it, the price is perceived
as new factors that previous studies have not detected.
This result is the basis for the proposed management
policies to improve the service attitude of the medical
staff in order to improve the level of patient satisfaction.

Keywords: Satisfaction; Patients, SEM model.
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DAT VAN BE

Tai ky hop th® 5 Qudc Hoi Khoa XI, nhiéu van dé
birc xuc clia x& hdi da phat sinh dwoc Uy ban vé Cac
van dé xa hoi ctia Qudc Hoi tbng hop trinh 1én Quéc
Hoi buéc Nganh Y phai giai quyét nhadm nang cao chét
lwong chdm séc strc khoé nhan dan va xay dwng nén
y t& Viét Nam coéng bang, hiéu qua. Theo Tran Quy
Twéng (2013, tr. 111): “BO Y té va cac BV da dwa ra
nhiéu giai phap dé& nang cao tinh than, thai d6 phuc vu
ngwdi bénh nhw: thuc hién qui dinh vé y dirc, vé giao
tiép ng x&r. D&c biét, tr n3m 2005 ap dung bo Tiéu
chudn Quan ly chat lwong Quéc té (ISO 9001: 2000)
trong cong tac quan ly BV néi chung va nang cao sw
hai 1dng cla ngwdi bénh da dwoc trién khai & mot sb
BV”. C6 thé néi su hai long cia BN d6éi voi BV 1a
thwéc do rat quan trong dé danh gia chat lwong dich
vu kham chira bénh (KCB) ctia BV.

Chinh vi vay, c6 kha nhiéu nghién ctru xuét phat t
doi ngll cac thay thudc vé sy hai long cia BN nham
nang cao y dirc, cai thién thai dé phuc vu (thi du: Dinh
Ngoc Thanh & codng sw, 2014; Lé Hiru Tho & Nguyén
Van DPoéng, 2014; Dwong Xuan Chir & cdng sw,
2015...). Nhwng céac hoc gia nay thwong str dung cac
phwong phap kiém dinh kha don gian nhw: kiém dinh
mot bién hay phan tich hai bién nén cac két qua
nghién clu chwa danh gia bao quat mic d6 anh
hwéng cla nhiéu nhan té 1én mdc do hai long ctia BN.

Bén canh d6, cac nha kinh té ciing nghién clru
murc do hai long ctia BN dé nang cao hiéu qua KCB tai
cac BV. Cac nghién ctru nay thwdng di sdu vao phén
tich tam ly hanh vi clia ngwoi bénh.(thi du: Pham Xuéan
Lan & Phuing Thj Hong Thdm, 2011; L& Dan, 2012...).

Tuy nhién, cac nghién clru cla cd hai nhom
thwéng chi tap trung tai mot BV hay mét tinh/thanh phd
cu thé. Nén két qua nghién ctru khong thé gitp duwa ra
chinh sach vi mé.
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DOI TWUQNG VA PHUONG PHAP NGHIEN CUrU

Do6i twong nghién ctru: La BN da KCB tai cac BV
tuyén tinh. BN 14 tré em nhd, BN bi han ché kha ning
tra 101 thi than nhan tra 10i thay.

Phwong phap nghién ctpu: Nghién clru cat ngang
dwoc tién hanh tr ngay 1/6 dén 28/6/2016. Bay tinh
dwoc chon ngdu ngdu nhién dé dai dién 13 tinh
DBSCL, 766 BN duwoc chon bang phuong phap thuan
tién dé tra I&i phdng van bang bang héi soan sén. D
liéu dworc phan tich bang SPSS va AMOS.

Co' s& ly thuyét va mé hinh nghién ctru

M6 hinh nghién ctru vé& sy hai long BN duoc dé
xuét dua trén y twédng Gi-Du Kang and Jeffrey James
(2004) két hop voi bién “Gia cd cdm nhan” tir nghién
cru kham pha ctia nhém. Theo dé:

Mtrc dd hai long la thwée do danh gia mire do hai
long BN ddi véi chat lwgng KCB tai cac BV d6 la “mot
phan (rng mang tinh cdm xdc cta khach hang dap lai
mot san phadm hay dich vu nao d6 sau mét thoi gian
st dung”, bao gébm 7 bién: (1) Dich vu kham chira
bénh cla BV da khong tot nhw éng/ba da nghi, (2)
Ong/ba hai long véi quyét dinh kham chira bénh tai BV
nay, (3) Lwa chon str dung dich vy nay cla éng/ba la
hop Iy, (4) Néu éng/ba di kham/chira bénh nay 1 lan
nira, 6ng/ba sé chon moét BV khac, (5) Ong/ba cam
thay héi han khi chon BV nay dé kham chira, bénh, (6)
Ong/ba khéng vui khi d& dén kham chira/bénh tai BV
nay, (7) Néu cé co hoi, dng/ba sé gidi thiéu nguoi
quen dén KCB tai BV nay.

Gia ca cdm nhan la “gia theo sy ma hda cta khach
hang”, né dwoc do lwdng bang 4 bién: (1) Cé nhiéu
mic gia dich vu KCB khac nhau dé bénh nhan dé
dang Iwa chon, (2) Gia cac loai dich vu khac (gilr xe,
can tin,...) 1a hop ly, (3) Gia ca twng dich vu KCB
twong x(rng v&i chét lweng do dich vu d6 cung cép, (4)
Nhin chung, gia ca cac loai dich vu la hop ly.

Cam nhan chét lwong dich vu la thang do da
hwéng gdm:

Hinh anh BV: chinh la nhitng cdm nhan danh gia
ctia bénh nhan vé& hoat ddng kham chi¥a bénh clia bénh
vién. Hinh anh BV duoc do ludng 6 bién: (1) BV kham
chira bénh cho bénh nhan rat tuyét voi, (2) La BV rét
thanh céng trong kham chira bénh, (3) BV nay déng
gop rat nhiéu cho xa hoi, (4) BV nay co6 danh tiéng tét,
(5) bénh vién nay cé du cac loai hinh dich vu kham
chira bénh, (6) La bénh vién hang dau trong khu vuc.

Chét lwong chirc ndng dé& cap dén van dé lam cach
nao dé khach hang nhan dwoc dich vy va dwoc do
lworng béi 36 bién twong (ng 5 thanh phan: Uy tin, tin
cay cla BV. Kha nang dap (ng yéu ciu kham chira
bénh ctia BV. Nang luc phuc vu ctia BV. Lang nghe va
thau hiéu bénh nhan.

Chét lwong k§ thuat: dé cap dén van dé lam cai gi
dé& khach hang nhan duwoc dich vu d6. Thanh phan
chét lwong chirc ndng dwoc cdm nhan moét cach rat
chi quan gém 3 bién: (1) Bénh nhan dwoc giai thich
dé hiéu ré cac lwu y can thiét cho viéc phong va chiva
bénh, (2) Bénh nhan dwoc huéng dan dé hiéu rd bénh
tinh va tinh trang strc khoé clia minh, (3) Bénh nhan

duoc cung cip day da thong tin vé tinh trang bénh tat
va phwong phap diéu trj dang ap dung.

Thiét ké nghién cru: Dwa trén co' s& nghién ciru ly
thuyét xay dwng mo hinh nghién ctru ly thuyét, st dung
ky thuat 1y y kién cha chuyén gia dé xay dung, diéu
chinh, b sung cac bién quan sat va xay dung bang cau
héi, sau nhiéu lan hiéu chinh, bang cau hdi cubi cing da
dwoc xay dwng va dwa vao khao sat dinh lwong. Tong
s6 bang héi dwoc tién hanh phdng van truc tiép 1a 801
bang, trong d6 c6 35 bang héi khéng hop 1& do thiéu
thong tin. Két qua cudi cung la 766 bang héi hop 1&
dworc st dung lam di liéu cho nghién clru.

Nh&m lam co s& cho nhitng d& xuét, nhém nghién
clru tién hanh xay dwng va kiém dinh cac gia thuyét vé
mdi quan hé gitra cac nhan tb trong mé hinh nhu bang
sau:

Bang 1: Gia thuyét d& xuét trong nghién clru

Bién doc 1ap Bién phu thuoc Ky
vong

Chét lwong chirc nang Hinh anh BV +
Chat lwong k¥ thuat Hinh &nh BV +
Chét lwong chirc ndng Cam nhan chat liong +

dich vy

£ o Cam nhan chat lwong

Chat lwgng ky thuat dich vy +
Hinh anh BV Cam nhgn chat lwvong +

. dich vu
Cam nh(?n chat lwong Mtrc d6 hai long +

ich vu

Gia ca cdm nhan MUrc @6 hai long +

Nguén: Téng hop ttr két qud phéan tich mau nghién
ctru

Phwong phap phan tich: H& sé Cronbach’ Alpha
nhém str dung dung dé danh gia thang do, loai bién
khéng phu hop. Phuong phap phan tich nhan td kham
pha EFA s dung dé xac dinh gia tri hdi tu, thu gon cac
tham sb wéc lwong theo tirng nhém bién. Phuong
phap phan tich nhan t6 khang dinh s& dung danh gia
tinh don hwéng, gia tri phan biét, gia tri lién hé ly
thuyét. M6 hinh céu tric tuyén tinh- SEM st dung dé
xac dinh cac nhan té tac dong dén mic d6 hai long
BN. Phuong phap phan tich bootstrap st dung kiém
dinh sw pht hgp mo hinh.

KET QUA

Danh gia do tin cay cta thang do bang phan tich
Cronbach’s alpha: sau khi phan tich d4 loai bé 04 bién
khong phu hop, cac bién con lai cé hé sé twong quan
bién tébng déu dat tiéu chuan (>0,3), dong thoi, hé sb
Cronbach’ alpha dat tiéu chuan (0,7).

DPanh gia so bd thang do bang phan tich nhan té
kham pha- EFA: Tat c& 53 bién quan sat dwoc dong
loat dwa vao phan tich nhan t& kham pha- EFA. C6 11
bién khong dat tiéu chuan da bi loai khéi mo hinh. Két
qua cudi cung cla cac thang do c6 hé s6 KMO:
0,5sKMO = 0,960=<1 nén phan tich thich hgp v&i di
liéu nghién ctu. Kiém dinh Bartlett c6 y nghia théng
ké: Sig. < 0,05 nén cac bién quan sat co6 mdi twong
quan v&i nhau trong tdng thé. Cac hé sb tai nhan to
déu Ién hon 0,5 nén cac nhan t6 dat gia tri hoi tu. Hé
s tai cGia cung 1 bién quan sat Ién cac nhan tb chénh
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Iéch nhau hon 0,3 nén cac thang do vé so bo dat gia
tri phan biét. Phan trd&m phwong sai toan bd la
64,125%> 50%. Két qua do lwong lai d6 tin cay cla
thang do 9 nhan t6 dwoc trich ra cho thdy hé sb
Cronbach’ alpha I&n hon 0,8 nén thang do ctia 9 nhan
t dat tin cay. Nhw vay, cac thang do dat yéu ciu dwoc
dwa vao phan tich nhan t6 khang dinh- CFA & buéc
tiép theo.

Phan tich nhan t& khang dinh- CFA: két qua sau
phan tich c6 Chi_Square/df = 2,574<3; GFI = 0,877
xap xi 0,9; TLI = 0,935>0,9; CFI = 0,942>0,9; RMSEA
= 0,045< 0,05, gia tri PCLOSE = 0,999 > 0,05, nén co6
thé két luan: M6 hinh thich hop véi div liéu, thang do
dat d0 tin cay, dat tinh don hwéng, dat gia tri héi tu va
dat gia tri phan biét.

Phan tich mé hinh clu tric tuyén tinh- SEM: Két
qua md hinh sau khi loai bd bién khéng dat yéu cau la:
“BV cung cép day du théng tin vé tinh trang bénh tat
va phwong phap diéu tri ap dung” thi mé hinh co
Chi_Square/df = 2,925 < 3; GFI = 0,870 x4p xi 0,9; TLI
= 0,930>0,9; CFI = 0,935 > 0,9; RMSEA = 0,050 <
0,05. Gia tri PCLOSE = 0,45 > 0,05, nén két luan md
hinh thich hop v&i div liéu.. M6 hinh c6 hé sd R? 1a
0,555, hay noi cach khac 55,5% sw bién dong mirc do

hai long BV dwoc giai thich b&i bién gia ca cdm nhan
va cdm nhan chat lwgng chét lwong dich vu.

Kiém dinh gia thuyét va mé hinh nghién ctwu:
phwong phap Bootstrap véi sb lwong mau 13p lai la B
= 500 Ian 1ap lai. Két qua wéc lwong voi B 1an duoc
tinh trung binh kém theo dd chéch cho thay gia tri wéc
lwong cac hé sb héi qui cé xu hwéng gan véi wéc
lwong cla tdng thé. Két qua thu dworc trj tuyét ddi CR
cac woc lwong 1a kha nhd (< 1,96), co thé néi 1a do
chéch rat nhd, khong cé y nghia théng ké & do tin cay
95%. Gia tri tuyét d6i clia CR Ion nhat bing “2” 1a
trworng hop d6 chénh cla hé sé hdi qui v& méi quan
hé gitra Chét lwong chirc nang lén Cam nhan chét
lwgng dich vu va Gia cd cdm nhan lén Mic do hai
Idng, d6 chéch nay kha lén nhung van khéng co y
nghia théng ké & d tin cay 90% nén c6 thé chap nhan
v&i do tin cay 90%.

BAN LUAN

Bang hé sb héi quy ghi nhan lai két qua nghién ctru
cla tac gia nghién ctru trong va ngoai nwéc va nghién
clru ctia nhém vé md hinh sy hai long BN déi véi dich
vu KCB tai cac BV.

Bang 2: So sanh két qua kiém dinh gia thuyét voi
cac nghién ctru trvdc

Hé sb hdi qui chuan héa

Bién doc lap Bién phu thudc = b c
Chat lwong chirc nang Hinh anh BV 0,593 0,706 0,53
Chét lvong k¥ thuat Hinh anh BV 0,315 0,380 0,21
Chét lwong chirc ndng Cam nhan chét lwong dich vu 0,391 0,158 0,25
Chét lwgng ky thuat Cam nhan chét lwgng dich vu 0,564 0,275 0,24
Hinh anh BV Cam nhan chét lvong dich vu 0,471 0,654 0,36
Cam nhan chét lwgng dich vy Mtrc d6 hai long 0,734 0,733 0,41
Gia ca cdm nhan Murc @6 hai long 0,129 - -

Ghi chu: a: Cua nhém tac gid, b: Gi-Du Kang, &
Jerey James. (2004), c: Lé Dan, & Nguyén Thi Kim
Phuwong

Nguén: Téng hop ctia nhém tac gid

Nghién cru ctia nhém phat hién ra nhan té “Gia ca
cdm nhan” tdc dong mirc dd hai long bénh nhan ma
nhi¥rng nghién ciru trwdc day chua dé cap dén (thi du
Gi-Du Kang and Jeffrey James, 2004; Lé Dan, &
Nguyé&n Thi Kim Phwong, 2013). Gia ca cdm nhan &
day dé cap dén mirc d6 phu hop cla gia san pham,
dich vu ma nguwoi dung cdm nhan dwgc nhw la BV nén
c6 nhiéu dich vu cho BN Iya chon va gia ca cla tirng
loai dich vu phai twong xtng véi chét lwgng do dich vy
dé cung cap. Nhan t6 con lai anh hwédng mic d6 hai
long bénh nhan gibng nghién ctu trwédc nhung khac
vé mirc tac dong (nhw bang trén).

D& nang cao murc do hai long BN khu vuc DBSCL
cac bénh vién can:

- Nang cao chét lwong ky thuat bang cach giai
thich @& BN hiéu rd cac lwu y can thiét cho viéc phong
va chiva bénh, hwéng dan dé BN hiéu rdé bénh tinh va
tinh trang strc khoé clia minh.

- Xay dung hinh anh BV: ngoai viéc nang cao chét
lwgng KCB, BV con can tang cudng hoat dong vi cong
ddng nhw 1a t& chirc khdm bénh tir thién, tw van strc
khée cdng ddng mién phi.

- Nang cao chét lwgng chirc ndng bang cach:

+ Doi ngl Thay thube ludn I&ng nghe va thau hiéu
nhirng nhu cau riéng biét BN, luén phuc vu chu dao va
quan tam BN dé dap (rng nhu cau do.

+ Doi ngll Thay thudc ludn s&n sang giup d& BN va
cung cép dich vu mét cach nhanh chéng.

+ Xay dwng co s& vat chat hoan thién day du chie
nang, vé sinh sach sé&. Trang thiét bi hé trg KCB day
da, hién dai.

KET LUAN

C6 hai nhan t6 chinh &nh hwéng dén sw hai long
BN d6 13 gid cd cdm nhan nhan va cdm nhan chét
lweng dich vu (R? = 0,555). Cam nhan chét lwgng dich
vu ¢6 anh hwéng dén mirc d6 hai long BN nhiéu hon
bién Gia ca cam nhan (hé sé hdi quy lan luot 14 0,734;
0,129).

Cam nhan chat lwong dich vu la thang do da
hwéng duwoc do lwdng béi: chét lwong chirc nang,
chét lwong k§ thuét va hinh anh bénh vién va hé sé hdi
quy 1&n Iwot 12 0,391; 0,364; 0,471.
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KET QUA 'NG DUNG VAT MACH XUYEN BUNG CHAN TRONG
TRONG BIEU TRI KHUYET HONG MO MEM TREN CO' THE

TOM TAT

Muc tiéu: Panh gia két qud tmg dung vat mach
xuyén bung chan trong trong diéu tri KHMM trén co thé
va di chieng tai noi cho vat.

Déi turong va phuong phap: Nghién ctru héi ctru va
tién ctiu & 32 BN co KHMM, gém 27 KHMM & chi thé
va 5 KHMM & ham maéat duoc phdu thuat phuc héi
bang vat mach xuyén bung chén trong. Trong sé nay,
c6 12 vat cudng lién dung cho che phii KHMM ving
quanh gbi va 1/3 trén cang chan, 20 vat con lai duoc
dung & dang tw do dé diéu tri khuyét héng & ban chén,
chi trén va vang ham mat.

Két qua: Vat da can duorc sty dung cé chiéu dai trung
binh la 10,06 cm (5 - 20 cm) va chiéu rong trung binh Ia
5,75 ¢cm (3 - 9 cm). Vat ¢6 I6n nhét cé kich thudce la 20 x
9 cm va nhé nhét Ia 5 x 3 cm. Ty 1é vat séng hoan toan
la 96,87% (31/32), c¢6 01 vat bj hoai tr mot phén. Véi
thoi gian theo d6i sau mé trung binh la 67,7 théng (>3
théng -> 9 ndm), két qué cho thay: 30/32 khuyét hong
lién ky déu (93,75%), 2 truong hop lién ky 2, khéng gép
truong hop nao viém ro kéo dai sau mé. Két qué diéu tri
dat loai tot & 96,9% (31/32), két qua vira I3 3,1% (1/32),
khoéng c6 két qué xéu. Tai noi cho vat, seo gidn va seo
xu chiém ty 16 31,25% (10/32), gdp & nhiing truong hop
vat c6 chiéu réng > 5 cm.

Két lugn: C6 thé ldy vat da céan dwa trén 1 DM
xuyén hodc vat hinh chum da - co dwa trén 2 DM
xuyén. Két quéa diéu tri dat két qué tét la 96,9% (31/32
BN), két qua vira la 3,1% (1/32 BN), khong c6 két qua
xau. Ty Ié seo x&u tai noi cho vat chiém 31,2%, gdp
khi l&y vat c6 chiéu réng > 5 cm.

Tuwr khoa: Vat mach xuyén bung chén trong
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Objectives: To assessement the result of
application of the medial sural artery perforator flap
used in treatment of soft tissue defects in the body as
well as the morbidities at donor site

Materials and  methods:  Prospective and
retrospective studies were done in 32 patients with
defects reconstructed by medial sural artery perforator
flap transfers that including 27 defects on the
extremities and 5 defects on the faces. In those flaps,
12 pedicle flaps were used to cover soft tissue defects
around knee and upper third of leg and 20 flaps were
used as free transfer for reconstruction of the face and
upper limb and foot defects.

Results: Fasciocutaneous flaps with the mean
length of 10.06 cm (5 - 20 cm) and the mean width of
5.75 cm (3 - 9 cm) were used. The largest size of flap
was 20 x 9 cm and smallest size was 5 x 3 cm. The
rate of total flap survival was 96,87% (31 of 32) and
partial flap necrosis was 3.13% (1 of 32). With an
average follow-up of 67.7 months (>3months to > 9
years), the results revealed that: 30 defetcs healed
primarily (93.75%) and 2 defects healed secondarily,
no case with chronic fistula. The good results achieved
in 96.9% (31 Of 32) and fair results achieved in 3.1% (1
of 32) and no failure.

Conclusion: Fasciocutaneous flaps based on one
perforator artery or chimeric myo - fasciocutaneous flaps
based on two perforator arteries could be used. The
good results achieved in 96.9% (31 of 32) and the fair
results achieved in 3.1% (1 of 32). The rate of bad scars
at donor site was 31.2%, that were usually seen in case
of faps harvested with the width was more than 5 cm.

Keywords: Medial sural artery perforator flap.

DAT VAN BE

Vat mach xuyén bung chan trong (medial sural
perforator flap) dwoc cAp mau bdi ddng mach xuyén
co da tach tr déng mach bung chan trong (BMBCT).
V& cAu truc té chirc, do cd thé 1a vat da can, da mé,
can m&, can, té chirc m& hodc vat hinh chum da - co.
Nam 1996, Montegut WJ bao céo st dung vat da can
mach xuyén bung chan trong dang cubng lién thay cho
vat da co bung chan khi che pht khuyét hdng phan
mém viung géi. Nam 2001, Cavadas [1] b4o céo st
dung vat nay dang tw do dé tao hinh phi & ving 1/3
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