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ABSTRACT

Objective: This study aims to evaluate the quality of service for periodic health check-ups for Viettel
employees at Military Hospital 175 in 2022.

Research methods: This cross-sectional study (quantitative method) was conducted within 3 months
(April to July 2022) at Military Hospital 175. Quantitative data was collected by self-administered
interview for 508 Viettel employees who participated to periodic health check-ups at Military
Hospital 175. Data was analyzed using SPSS ver 25.0.

Results: Quality service is assessed at a good level with an average score of 3.83 points with a rate
of good or higher evaluation of 80.3%. All 5 aspects have average service quality over 3.57 points,
of which 2 aspects trust (3.92 points with 86% rating from good or higher) and tangible means (3.97
points with 88.8% of evaluations from good or higher) achieves a higher rate of 3 response aspects
(3.50 points with 74.8% evaluations from good or higher), guaranteed (3.85 points with 80.5%
evaluations good or better) and empathy (3.85 points with 81.3% rating good or higher).

Conclusion: Military Hospital 175 should develop policies to improve human resources with more
appropriate remuneration and preferential policies. At the same time, the hospital needs to strengthen
communication to promote periodic health check-ups as well as the hospital brand.

Keywords: Regular health checkup, quality of service, Military Hospital 175.
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CHAT LUWONG DICH VU KHAM SIPC KHOE PINH KY CHO CAN BO
NHAN VIEN VIETTEL TAI BENH VIEN QUAN Y 175 NAM 2022
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Ngay chinh stra: 01/07/2024; Ngay duyét dang: 15/07/2024

TOM TAT

Muc tiéu: Nghién ctru nham danh gia chét luogng dich vu kham stic khoe dinh ky cho cén bo nhan
vién Viettel tai Bénh vién Quan y 175 nam 2022.

Phwong phap nghién ciru: Nghién ctru mo ta cit ngang thong qua diéu tra dinh luong trong 3 thang
(4-7/2022) tai Bénh vién Quan y 175. Tong s6 508 can bo nhan vién Viettel tham gia kham strc khoe
dinh ky da duoc chon tham gia phat van truc tiép. S liéu dugc phan tich bang phan mém SPSS 25.0.
Két qua: Chét luong dich vu duoc danh gia & muc tot véi diém trung binh 13 3,83 diém va ty 1¢ danh
gia tir tét tro 18n 12 80,3%. Ca 5 khia canh déu c6 diém trung binh chat luong dich vu trén 3,57 diém,
trong do6 2 khia canh tin tuong (3,92 diém véi 86% danh gia tir tot trg 18n) va phuong tién hitu hinh
(3,97 diém véi 88,8% danh gia tir tot tré 18n) dat ty 18 cao hon 3 khia canh dap ung (3,5 diém voi
74,8% dénh gia tir tot tro 18n), bao dam (3,85 diém voi 80,5% danh gia tir tot tro 18n) va dong cam
(3,85 diém voi 81,3% danh gia tir tot tro 1én).

Két luan: Bénh vién Quan y 175 xay dung chinh sach dé nang cao ngudn nhan luc véi dai ngd va
chinh sach wu dai phu hop hon. Pong thoi bénh vién can ting cudng truyén théng quang ba hoat
doéng kham suc khoe dinh ky cting nhu thwong hiéu bénh vién.

Tuir khoa: Kham stc khoe dinh ky, chat lwong dich vy, Bénh vién Quan'y 175.
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1. PAT VAN PE

Chat luong dich vu 1a khoang cach mong doi V& san
pham dich vu cua khach hang va nhan thirc, cam nhén
cta ho khi d sir dung qua san pham dich vu [1]. Theo
quan diém cta khach hang va nguoi bénh, chét lugng
dich vu dat duoc khi dich vu cung tng phai dap ang
dugc bang hoic vugt hon mong doi cua ho [2]. Chat
lugng dich vy, do d6, phu thuoc vao cam nhan caa
khéach hang vai rat nhiéu yéu té nhu nhan vién y té, co
s& vat chét, trang thiét bi, thai d6 phuc vu va két qua
diéu tri [1], [3], [4].

Bénh vién Quéan y 175 la bénh vién da khoa hang I,
tuyén cudi cua Bo Quéc phong nhim phuc vu quan
nhan cua cac don vi quan doi phia Nam (tr Pa Nang
tré vao). Kham stc khoe dinh ky 1a hoat dong chuyén
mon va dich vu méi, bén canh viéc mang vé ngudn thu
c6 gia tri loi nhuan 16n, tao thém ngudn nguoi bénh
nhap vién, dich vu nay con Ia hoat dong rai ro thép, it
tai bién y khoa. Ching t6i thuc hién nghién ctu nay
nham danh gia chat luong dich vu kham sirc khoe dinh
ky cho can bo nhéan vién Viettel tai Bénh vién Quan y
175 nam 2022.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. P6i twong nghién ciru

Céan bo nhan vién Viettel tham gia kham sirc khoe dinh
ky tai Bénh vién Quén y 175.

Tiéu chuan lya chon: can b nhéan vién tir 18 tudi tro
Ién, cO kha nang doc, hiéu tieng Viét, tham gia kham
suc khoe dinh Ky it nhat 2 lan va da nang lyc dé tra loi
Ccéc cau hoi diéu tra.

2.2. Thiét ké nghién ctru

Nghién ciru mé ta cit ngang (dinh luong).

2.3. Thoi gian va dia diém nghién ciru

Thoi gian nghién ciu: tir thang 4 dén thang 7 nam 2022.
Dia diém: Bénh vién Quan y 175.

2.4. Co miu va phwong phap chon mau

Str dung cong thirc wéce tinh ¢ mau cho uée lugng mot
trung binh véi o = 0,41 (theo nghién cttu cua Tran Ha
Diém, 2019) [5].

Nghién ctru thu thap thuan tién trén 508 can b nhén
vién Viettel tham gia dot kham sirc khoe vao cudi thang
8/2022.

2.5. B§ cong cu va bién sb

Phiéu hoi ty dién duoc thiét ké dua theo thang do
SERVPERF, di dugc Lé Tan Phung khing dinh tinh
gia tri va do tin cay. Pong thoi phiéu hoi nay ciing da
duogc sir dung trong mot sé nghién cau dé danh gia vé
chat luong dich vu khdm stuc khoe trén ngudi bénh
ngoai tru [5], [6].

2.6. Quén 1y va phan tich sb liéu

Chat luong dich vu kham sirc khoe dinh ky duoc danh
gia qua 22 bién sé trong bo cong cu duoc xay dung theo
thang do SERVPERF dua trén 5 khia canh. Méi khia
canh ¢o tir 4-5 cau hoi, mdi cau hoi duoc danh gia dua
vao thang do Likert 5 mirc d¢ (tir 1-5). Thang do Likert
6 gié tri khoang cach (max - min)/n teong duong (5 -
1)/5 = 0,8 diém. Dua vao diém trung binh, chia chat
lwong dich vu thanh 5 nhdm chat lugng tir rat khdng tot
(1,0-1,8 diém) dén rat tét (4,21-5,0 diém) [7]. S6 lieu
duoc xir Iy va phan tich bang phan mém SPSS 25.0.
Chi sb thuc hién cac théng ké mo ta 1a tin sut (n) va
ty 1& phan tram (%).

2.7. Dao dirc nghién ciru

Nghién ciru duoc tién hanh sau khi dugc Hoi dong Dao
duc cua Bénh vién Quan y 175 thdng qua theo Quyét
dinh sb 404/2002/YTCC-HD3. S6 liéu thu thap khi dbi
tugng nghién ciu dugc thong bao va giai thich day du
va ddng y tham gia. Cac d6i twong nghién ctru déu duoc
théng bao vé viéc gitr bi mat thdng tin va chi phuc vu
cho muc dich nghién ctu.

3. KET QUA NGHIEN CcUU
3.1. Thong tin chung vé can b nhan vién Viettel

Bing 1: Thong tin chung vé cdn bp nhén vién Viettel tham gia khdm sirc khée dinh ky (n = 508)

Pic diém chung Tan sb (n) Ty 1é (%)
e, Nam 310 61
Gidi tinh
Nt 198 39
18-29 tudi 186 36,6
. 30-39 tudi 269 53
Tuoi =
> 40 tuol 53 10,4
Tudi trung binh 322+54
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Pic diém chung Tan sb (n) Ty 18 (%)
Trung hoc phé théng 31 6,1
. Cao ding 251 49,4
Trinh d6 hoc van -
Pai hoc 222 43,7
Sau dai hoc 4 0,8
Y Nhan vién 391 77
Vi tri cong tac . N
Can b6 quan ly 117 23
. Binh thuong 431 84,8
Tinh trang suc khoe —
C0 chi s6 bat thuong 77 15,2
< 10 triéu dong/thang 65 12,8
Thu nhap trung binh 10-15 triéu ddng/thang 125 24,6
> 15 triéu dong/thang 318 62,6

Bang 1 cho thay thong tin chung vé tong s 508 can b nhan vién Viettel tham gia kham sic khoe dinh ky. Vé
gi6i tinh, nam gidi chiém ty 1¢ cao hon so véi nit gidi (61% so vaGi 39%). Tudi ciia can bo nhan vién Viettel thudc
nhom tré tudi véi tudi trung binh 1a 32,2 (d6 léch chuan 5,4), trong d6 nhom cén bo nhan vién dudi 40 tudi chiém
t6i 89,6%. Vé trinh d6 hoc van, 93,9% cén bo nhan vién Viettel c6 trinh d6 cao dang, dai hoc va sau dai hoc. 23%
s6 dbi twong tham gia nghién ctru nay 1a can bo quan ly va co téi 15,2% co két qua kham stc khoe vai chi s6 1am
sang, can 1am sang 1a bat thuang. Thu nhap binh quan hang thang cia can bo nhan vién Viettel & muc kha cao khi
87,2% c6 thu nhap trén 10 triéu ddng/thang va c6 toi 62,6% cd thu nhap > 15 triéu dong/thang.

3.2. Thuee trang chit lwong dich vu khdm sicc khée dinh ky qua ddnh gid ciia cdn bé nhén vién Viettel
Bing 2: Chit lwgng dich vu khdm sivc khée dinh ky qua khia canh tin twéng (n = 508)

. Rat |Khong| Trung P e ok Piém
Noi dung khongtét| tt | binh | TOU | R e binh
Bénh vién thyuc hién dung nhiing gi da cam két 2 5 25 397 79 407 +052
véi can bo nhan vién Viettel (0,4%) | (1%) | (4,9%) |(78,1%)| (15,6%) | '~ ~ '
Bénh vién san sang chia sé va ho tro khi can bo 5 11 45 381 66 |1974064
nhan vién Viettel gap kho khin %) | (22%) | (8,9%) | (75%) | (13%) |*°' =Y
Bénh vién cung cap dich vu theo dung yéu ciu 11 31 48 371 47 |ag1 4081
chinh dng ctia can bo nhan vién Viettel 2.2%) | (6,1%) | (9.4%) | (73%) | (9,3%) |>°*"
Nhan vién y té cung cap cac dich vy theo ding 15 44 85 341 28 |aeoi004
thoi gian da cam két (3%) | (8,7%) | (16,7%) | (67,1%) | (4,5%) |~
i Knam s knoe v ehdm st can o pan | 3| 9 | 18 | 38 | 98 |, o000
: 0 0, 0 () () ! -
Vidn \iete] (0,6%) | (1,8%) | (3,5%) | (75,8%) | (18,3%)
. . \ 7 20 44 375 62
Khia canh tin tuong (1.4%) | (3.9%) | (8,7%) | (73.8%) | (12.29%) 3,92+0,71

Bang 2 cho thay diém trung binh cta khia canh tin tuong 1a 3,92 diém véi 86% danh gia tir tét trg 1én, tiéu muc
c6 diém trung binh chét lugng dich vu cao nhit 1a “Bénh vién khong dé xay ra sai st trong qua trinh kham st
khoe va cham soc can bo nhan vién Viettel” (diém trung binh 4,09 diém véi 94,1% danh gia tir muc tot tré 1én).
Tiéu muc c6 diém trung binh chat luong dich vy thap nhat 1a “Nhan vién y té cung cap cac dich vy theo ding thoi
gian da cam két” (diém trung binh 3,62 diém véi 71,6% danh gia tir muc tét tro 1én).
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Bing 3: Chit lwgng dich vu khdm sivc khée dinh ky qua khia canh ddp itng (n = 508)

. Rat | Khéng | Trung % Ay 1A piém
Noi dung khong tot| tot binh Tot | Rattot trung binh
Nhan vién y té tiép xdc vai can bo nhan vién 15 41 55 328 69 |3.04003
Viettel ngay khi cé thé (3,0%) | (8,1%) | (10,8%) | (64,6%) | (13,6%) | ~
Nhan viény te ludén phuc dap nhanh cac yéu
10 45 90 289 74
cau, mong muén chinh déng ctia can b nhan 0 0 0 0 o | 3,73 10,95
vien Viettel (2,0%) | (8,9%) | (17,7%) | (56,9%) | (14,6%)
Nhan vién y té nhiét tinh gitp d can b nhan
A Oy A : 31 60 100 271 46
vién Viettel thuc hi¢n cac thu tuc lién quan den 0 0 0 0 oy | 3471118
quy trinh kham stxc khoe (6,1%) |(11,8%)|(19,7%) | (53,3%) | (9,1%)
Nhan vién y té luén sin sang giai thich tinh
trang bénh cua can bo nhan vién Viettel va 45 65 121 250 27 329+13]
nhiét tinh tur van, huéng dan can bo nhan vién (8,9%) |(12,8%)|(23,8%) | (49,2%) | (5,3%) |~~~
Viettel cach thirc kham suc khoe va cham soc
. . 31 56 92 285 44
Khia canh dap tng 6,1%) | (11%) | (18,1%) | (56.1%) | (8,7%) 3,50+1,16

Bang 3 cho thay diém trung binh cua khia canh dap ung la 3,5 diém véi 74,8% danh gia tir tét tre 1én. Tiéu muc
c6 diém trung binh thap nhat 1a “Nhan vién y té ludn sin sang giai thich tinh trang bénh cua can bo nhan vién
Viettel va nhiét tinh tu van, huéng dan can bo nhan vién Viettel cach thac kham stc khoe va chiam soc” (3,29
diém véi 54,5% danh gia tir tot tro 18n) va tiéu muc ¢6 diém trung binh cao nhat 1a “Nhan vién y té tiép xdc voéi
can bo nhan vién Viettel ngay khi c6 thé” (3,72 diém vai 76,6% danh gia tir tot tro 1én).

Biéu do 1: Chét lwong dich vu khdm sirc khée dinh ky chung tai bénh vi¢n (n = 508)

66.9%
0,
10.8% 13.6%
. 0
L 1]
Rét khong t6t Khong tot Trung binh Tt Rét tot

Biéu dd 1 cho thay danh gia chat lugng dich vu chung
tai bénh vién. Diém trung binh danh gia 1a 3,83 diém
V6i ty I& can bo nhan vién Viettel danh gia chat luong
dich vu tai bénh vién dat muc tét tro 1én 12 80,5%, trong
d6 murc rat tot 1a 13,6% va muc tét 1a 66,9%. C6 10,8%
cén bo nhan vién Viettel danh gia chat lwong trung binh
va 8,7% can bo nhan vién danh gia chét luong & mic
khong tét va rat khong tét.

4. BAN LUAN
Ty 1€ c&n bo nhén vién Viettel tham gia kham suc khoe

dinh ky kha da dang theo cac nhom dic diém nhén
khau hoc gioi tinh (gan 2/3 1a nix), nhoém tudi tré (gan
90% dudi 40 tudi) va trinh d6 hoc van cao (93,9% c6
trinh d6 cao ding, dai hoc va sau dai hoc). Bén canh
d6, 23% ddi twgng tham gia nghién ctru nay 1a can bo
quan ly. K&t qua nay kha khac biét so voi két qua
nghién ciu ciia mot sb tac gia khéc tai Viét Nam [5],
[8], [9], [10], [11]. Ly do dé giai thich Ia can b nhan
vién cua Viettel la nhitng nguoi duoc tuyén dung voi
trinh do cao theo yéu cau dic thu vé cong viéc cua tap
doan. Tuy vay, nghién ctu nay chi ra c6 khac biét
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trong cam nhan vé chat luong dich vu cia nhom c6
thu nhap cao hon trong kham stic khoe dinh ky. Diéu
nay cé thé do nhém nay mong mudn chat luong dich
vu cao hon khi kham. Nhin chung, két qua cho thay
khi kham stc khoe dinh ky, bénh vién khdng can tap
trung qua nhiéu vao cac ddc diém nhu giéi tinh, do
tudi, trinh d hoc van cua can bo nhan vién Viettel boi
Vi mSi dbi tugng can bo nhan vién Viettel s& c6 nhitng
nhu cau va mong mudn dich vu & nhitng muc chat
lugng khac nhau.

Bénh vién Quan y 175 ¢ nhiém vu cap ctu, khdm chita
bénh cho luc lwong quéan doi tir Pa Nang tré vao phia
Nam. Trong tong s6 508 can bo nhan vién Viettel trong
nghién cuu thi 23% la can bo quan 1y (thuong la quéan
nhan). Pdi tugng quan nhan nay dwoc thyc hién ca
kham lam sang va can lam sang (xét nghiém mau va
chan doan hinh anh). Tuy nhién, cac k¥ thuat chuyén
sau hoac nhap vién diéu tri déu duoc hudng ché do dac
thu theo quy dinh ciia Bo Qudc phong nhu: c6 khu
kham va diéu tri riéng, khong can thanh toan vién phi...
Panh gia chat luong dich vu kham sirc khoe dinh ky
cua dbi trong 1a can bo quan ly tét hon so véi can bo
nhan vién Viettel no6i chung.

V& thu nhap binh quan, nghién ctiu chi ra nhirng can bo
nhan vién Viettel ¢ thu nhap cang cao thi cd diém
trung binh chat luong dich vu cang cao. Két qua nay
tuong déng vai nghién cau cua Tran Ha Diém [5],
nhung khac biét so véi nghién cau coa Tran Thuy
Nhung va Va Thi Kim Ly [10], [12].

Nhitng c&n bo nhan vién Viettel c6 sé lan kham stc
khoe dinh ky nhiéu hon c6 xu hudng danh gia chat
luong dich vu khdam stc khoe dinh ky tét hon (p <
0,05). Két qua nay tuong dong vai két qua nghién cau
cua Tran Thuy Nhung (2018) tai Vinh Long [10]. Qua
do, co thé thay rang mudn ting cuong danh gia cao hon
vé chat lugng dich vu trong cac 1an kham sirc khoe dinh
ky tiép theo thi bénh vién can dac biét chu y dén nhiing
nguoi di kham 1an dau dé ho cd thé trai nghiém t6t hon
cac dich vy kham strc khoe dinh Ky tai bénh vién, khong
can dé ho phai c6 “kinh nghiém di khdam bénh” thi m&i
c6 thé danh gia hét vé chit luong dich vu kham suc
khoe dinh ky.

5. KET LUAN

Chat lugng dich vu diéu tri tai Bénh vién Quany 175
duoc thuc hién trén 508 can bo nhan vién Viettel tham
gia kham sirc khoe dinh ky. Chat lugng dich vu duoc
danh gia & mic tot véi diém trung binh 1a 3,83 diém va
ty 1& danh gia tir tot tro 1én 14 80,3%. Ca 5 khia canh
déu c6 diém trung binh chat lwong dich vu trén 3,57
diém, trong d6 2 khia canh tin tuong (3,92 diém Véi
86% danh gia tir tot tré 18n) va phuong tién hitu hinh
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(3,97 diém véi 88,8% danh gia tir tot try 1én) dat ty I¢
cao hon 3 khia canh dap ung (3,5 diém voi 74,8% danh
gia tir tét tro 18n), bao dam (3,85 diém véi 80,5% danh
gid tir tot tro 1én) va dong cam (3,85 diém véi 81,3%
danh gia tir tot tro 1én).
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