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ABSTRACT

Background: Patient satisfaction specially maternal satisfaction is an important indicator in
assing the effectiveness of maternity hospital quality management. Maturnal Satisfaction
Survey is linked to follow-up treatment, which helps hospital managers to develop appropriate
improvement plans to improve the patient’s trust in quality of service in hospitals.

Objectives: To dermine the maternal satisfaction rate on the quality of outpatient services in Tu
Du maternity hospital, 2023.

Methods: A cross-sectional study was quantitative on 200 maternals in Tu Du maternity
hospital from April to May 2023.

Results: The general satisfaction rate of outpatient maternal under the SERVPERF method
was 99,5%. The satisfaction rate on tangible means accounted for 99,5%; response capacity is
89%; sympathy accounted for 99,5%, confidence level is 100% and serving capacity made up
for 98%. Some factors such as age group, current place of residence are related to satisfaction in
terms of responsiveness and service capacity of pregnant women. General satisfaction, tangible
means, responsiveness, empathy are late to their return.

Conclusion: The results of maternal satisfaction in this study are very good (99.5%) but the
managers still need to continuously improve the quality of facilities and facilities to server
better and better for mothers during medical examination. This result provides information for
the hospital to plan to improve hospital quality and is the basis for future research.
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TOM TAT

Pit van dé: Sy hai 1ong cua nguorl bénh va dic biét 1a san phu 1a mot chi sb quan trong trong
cong tac cham soc cling nhu danh gia hiéu qua quan ly chat luong bénh vién nhat 12 nhitng bénh
vién chuyén moén v€ san khoa. Viéc khao sat sy hai long cua san phu dugc gan lién sau cong tac
diéu tri, didu nay giup cac nha quan ly tim ra nhiimg ké hoach cai tién pht hop nham nang cao
uy tin, tao niém tin cua san phy vé chat lugng y té tai bénh vién. Muc tiéu: Xéac dinh ty 1& hai
long cua san phy khoa vé chat luong kham chira bénh ngoai tra tai BV Tir Dil, nim 2023 va cc
yéu t lién quan.

Poi trgng va phwrong phap nghlen ciru: Nghién ctru cat ngang mo ta duge thyc hién trén 200
san phu kham chita bénh ngoai trii tai BV Tir Dii tir thang 4 dén thang 5 nam 2023.

Két qua: Ty 18 hai long chung cuia san phu vé chat luorng dich vu KCB ngoai tra dat 99,5%.
Trong do, phuorng tién hitu hinh dat 99,5%, kha nang dap tmg dat 89%, sy dong cam dat 99,5%,
muc do tin cay dat 100% va nang luc phuc vu dat 98%. Mot sb yéu té nhu nhom tudi, noi &
hién tai c¢6 lién quan dén su hai long vé khia canh kha ning dap ung va ning luc phuc vu cia
san phy. Sy hai long chung, cac phuong tién hiru hinh, kha nang dap ung, su dong cam c6 lién
quan dén su quay trd lai ctia ho.

Két luan: Két qua y vé su hai 10ng cta san phy trong nghlen clru nay ¢ murc rat tbt (99, 5%) nhung
chc nha quan ly van can tlep tuc khong ngu:ng cai thién chat lugng co s¢ vat chat va nhiing
phuong tién nham phuc vu t6t hon cho cac ba me khi kham bénh. Két qua nay cung cap thong
tin cho bénh vién 1ap ké hoach ning cao va cai tién chat lugng bénh vién va 1a co s& cho cac
nghién cliru sau nay.

Tir khoa: Sy hai long, san phuy, ngoai tra, SERVPEREF, bénh vién phu san Tu Dii.

1. DPAT VAN DE bénh nhén hién dang dnh hudng dén hoat dong ctia bénh
vién [2]. Thang do SERVPERF cua Cronin va Taylor
(1994) phat trién tir thang do SERVQUAL cua Para-
suranman va cong su (1985) 1a thang do méi dé danh
gla sy hai 1ong dya trén sy cam nhan cua ngu0’1 bénh
\E chat lwong dich vu qua mot 1an khao sat v6i 5 thanh
phan Céc phuong tién hitu hinh; kha nang dap tng; su
ddng cam; muc do tin cdy; nang luc phuc vu. Thang

Dbi vai nganh yté nguorl bénh dugc xem la‘ trung tam”

trong qua trinh cham séc va la thude do danh gla chat
luong hoat dong ctia cac bénh vién [1] bao gom ca dich
vu chdm soc thai san. Nhitng thach thirc & cap do bénh
vién, nhu quan ly yéu kém, thoi glan chd doi 1au, chét
luong dich vu va do an toan thap va su chua hai 10ng ciia
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do SERVPEREF cua Cronin va Taylor (1994) phét trién
tur thang do SERVQUAL cua Parasuranman va cong
su (1985) 1a thang do m&i dé danh gla su hai 1ong dya
trén sy cam nhan cua ngucn bénh vé chat luong dich vu
qua mét 1an khao sat véi 5 yeu t6: Cac phuong tién hitu
hinh; kha nang dap tng; sy dong cam; muc do tin cay,
nang lyc phyc vy [3]. Thang do nay da duoc sur dung va
da cho thdy tinh don gian, tiét kiém duoc thoi gian, chi
phi ¢ nhitng nganh khac nhau [3,4] va cling nhu trong
linh vuc y té [5-7] da dugc kiém nghiém 1a cong cu t6t
trong do luong sy hai long Tuy nhién, cac nghién ctru
danh gia sy hai 10ng cua san phy vé chat lugng dich vu
kham chira bénh bang thang do SERVPERF & Viét Nam
con han ché.

2. PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ctru: Cit ngang mo ta

2.2. Pia diém va thoi gian nghién ciru: Tir thang 2 dén
thang 5 nam 2023 tai cac khoa kham bénh ngoai tr.

2.3. Pbi twong nghién ciru
Tiéu chi chon vao
- San phu trong d6 tudi tir du 18 — 49 tudi.

- Tham gia kham chira bénh tai khoa kham bénh ngoai
tri ciia bénh vién.

- Pong ¥ tham gia nghién ctru.

- Phu nit ¢6 nhu cau vé kham thai san.
Tiéu chi loai ra

- San phu la nhan vién cua bénh vién.
- San phu dang duogc cép ctru.

- Nguoi trd 101 dudi 80% s6 cau hoi.

3. KET QUA

- Cac san phu kham phu khoa
2.4. Phuong phap thu thép so liéu

Cé mau: Ap dung cong thirc u6c lugng mot ty 1€ trong
nghién cuu cat ngang voi: Alpha la xac xuat sai 1am
loai 1 (0=0 05) la ty 1€ hai long cua ngudi bénh
(p=0,8571), sai s6 ude tinh (d=0 05) dy tru mat mau
10%. C& mau tdi thiéu 1a 209 nguoi, thyc té nghién ciru
da chon ra 200 bénh nhan.

Cdch chon mau: Str dung phuong phap chon mau thuan
tién

2.5. K¥ thuit va cong cu thu thép sb liéu

Thu thép dir kién bang phuong phép phong van truc tiép
Quy trinh thu thap:

- Bude 1: Tiép can san phu khi ho ngdi doi sau khi
bdc s6 thir ty kham chira bénh, chao hoi gidi thiéu ban
than, giai thich rd nghién ctru va ky xac nhan tham gia
nghién ctru.

- Budge 2: Phong van truc tiép bang bd cau hoi ¢6 cau
triac soan san cho san phu khi dém kham.
2.6. Xir ly s0 liéu

Dir lidu dugc nhap qua EpiData 3.1 va xir Iy bang Stata
14.2

2.7. Pao dirc nghién ciru

Nghién ctru d3 duoc chip nhan cia Hoi dong dao dtrc
trong nghién ctru Y sinh hoc Pai hoc Y Dugc Thanh phé
Ho6 Chi Minh s6 104/HDDD-DHYD ki ngay 01 thang
02 nam 2023.

Bang 1. Gia tri hé s6 alpha ciia 5 khia canh khao sat chit lwong dich vu KCB

Khia canh Gis tri h¢ s6 alpha (Cronbach’s Alpha)
Céc phuong tién hitu hinh 0,91
Kha nang dap tng 0,75
Su dong cam 0,90
Muic d90 tin cay 0,87
Nang luc phuc vu 0,88
Alpha tong bd ciu hoi 0,95

Két qua phén tich tinh tin cdy ciia bd cau hoi vé sy hai 1ong ciia san phu vé chat lugng KCB ngoai trii bang thang
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do SERVPERF ¢ BV phu san Ttr Dt ¢6 hé s6 Cronbach’s Alpha tong bang 0,95 & mirc rat tot. Ca 5 khia canh trén
déu tir kha dén rat tot (0,75 dén 0,9).
Bang 2. Panh gia sy hai long chung ciia sin phu vé dich vu KCB

Hai long

Khia canh Thn sé l(};) l)(fe TB +DPLC
Céc phuong tién hiru hinh 199 99,5 4,89+0,013
Kha nang dap tng 189 89,0 4,62+0,02

Sy ddng cam 199 99,5 4,94+0,02

Mirc d¢ tin cay 200 100 4,91+0,01
Nang luc phuc vu 196 98,0 4,91+0,01
Hai long chung 199 99,5 4,86+0,01

Ty 1¢ hai long chung ctia san phu vé chat lugng dich vu KCB ngoal tri tai BV Tu Dii 1a 99,5%. Muc d0 tin cay la
khia canh dugc cac ba me hai long cao nhét chiém ty 1&¢ 99% va kha nang dap tng 13 khla canh c6 ty 1¢ hai long
thap nhat v6i 94,5%.

Bang 3. Panh gia su quay tré lai sit dung KCB ngoai tru ciia san phu

Xu hwéng Ty 1€ (%)
Khong muén quay lai nhung it c6 su lya chon khac 5,0
C6 thé s& quay lai 3,5
Chén chic s& quay lai hodc gi6i thidu cho ngudi khac 91,5

Co dén 91,5% ty 1& san phu. chac chin s& quay lai hodc gidi thi¢u ngu’m khac va khong c6 san phu lya chon chic
chin khong quay trd lai. Tiép dén 1a khong mubn quay lai nhung it c¢6 su lua chon khac (5%) va co thé s& quay
lai (3,5%).

Bang 4. Mdi lién quan giira cic thong tin chung véi sy hai 1ong ciia san phu vé kha ning dap ing

Hai long

Pac tinh s Ty 18 p PR(KTC 95%)

Tan so oy

(%)

Nhoém tudi

T 18-20 tudi 5 100 1

Tu 21-34 tudi 134 94.4 0,005 0,94 (0,9-0,98)
T 35-49 tudi 50 94,3 0,08 0,94 (0,88-1,00)

Tim thdy méi lién quan c6 y nghia thong ké glua sy hai long vé kha nang dap ung v6i nhom tudi. Cu thé, nhom
tu01 tir 21-34 tudi co ty 18 hai 1ong thap hon va bang 6% so voi nhom tudi tir 18-20, sy khac biét nay c6 y nghia
thong ké v6i p=0,005 (KTC 95% 0,9-0,98); nhom tudi 35-49 ty 18 hai long thip hon va bang 6% so v6i xu hudng
khéng muén quay lai nhung it su lua chon khac, su khac biét khong c6 y nghia thdng ké p>0,05.

Bang 5. Mi lién quan giira thong tin chung ciia san phu véi sy hai 1ong vé khia canh ning lue phuc vu

Hai long

Dic tinh . . Ty 18 p PR(KTC 95%)
(o)

Noi 6 hién tai
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Thanh phé
Pt 113 100 1
Ho6 Chi Minh 0’034
Khac 83 95,4 0,95 (0,91-0,99)

I'im thay moi lien quan co y nghia thong ke giura sy hai long Ve nang luc phuc vy vo1 no1 o hien tai1 cua san phu.
Cu the cac san phu song 6 cac dia phuong khac TPHCM c¢o ty 1€ hai long thip hon va bang 5% so v6i cac san phu
sinh sdng tai TPHCM, su khac biét nay c6 ¥ nghia thong ké voi p=0,034 (KTC 95% 0,91-0,99).

Bang 6. Mdi lién quan giira sy hai 1ong chung véi sy quay tré lai ciia san phu

Hai long
Luwa chon — p PR (KTC 95%)
Tén s6 Ty ¢
(o)
Sw quay tré lai ciia san phu
Khong mudn quay lai
nhung it sy lya chon 9 90 1
khac
C6 thé s& quay lai 7 100 p<0,001 1,93 (1.9-1,96)
Chéc chén s& quay lai
hodc gidi thi¢u cho 183 100 p<0,001 3,75 (3,63-3,87)
nguoi khac

C6 mdi lién quan ¢é ¥ nghla thong ké gitra sy hai long
chung véi sy quay lai cua san phu. Cu thé, xu hu’ong
chic chin quay lai hodc g10’1 thi¢u cho ngum khac co
ty 1¢ hai long cao hon va gép 1,93 lan so véi xu huéng
khong mudn quay lai nhung it sy lya chon khac, sy khac
biét nay c6 y nghia thong ké voi p<0,001 (KTC 95%
1,93-1,96); xu hudng co6 thé quay lai co ti 1¢ hai long
cao hon va gap 3,75 lan so v6i xu huéng khong mubn
quay lai nhung it sy lya chon khéc, sy khac biét nay c6
¥ nghia thong ké p<0,001 (KTC 95% 3,63-3,87).

4. BAN LUAN

Ap dung thang do SERVPERF trong khao sat su hai
long cuia san phu dya trén sy cam nhén cua ho khi kham
chira bénh ngoai tru. Két qua khao sat khi ap dung thang
do SERVPEREF s¢€ cung cap cho cac nha quan ly cai nhin
tong quan v€ cam nhan khi san phu khi thuc hién céac
dich vu kham c’hﬁa bénh tai bénh vién, tir d6 c6 nhing
ké hoach cai tién chat hIorng bénh vién khong chi theo
céc tiéu chi cua B Y t€ ma con dap ung duogc cac yéu
cau cua san phu phu hop véi thuc té.

D tin cdy ctia by ciu héi (Cronbrach’s Alpha)

Qua nghién curu thu trén 30 san phu ngau nhién, két qua
alpha tong 12 0,95 ¢ muc rat tot ca 5 khia canh ¢ mirc
kha t&i rat tot (0,75 dén 0,9). Nghién ctru trén tuong
d6ng v&i nghién ctru tai Nam Phi (2022) [8] va tai Viét
Nam (2018) [6].

Swu hai long chung cia san phu

90

Nghlen ciru dugc dya trén phong Van truc tiép 200
ngu0’1 bénh tai cac khoa kham bénh, két qua cho thay
199 san phu hai long chiém 99,5%. Vi cac nghién ciru
trong nudc, két qua chung t6i cao hon so voi nghién ctru
(2019) tai khoa san bénh vién Thu Dure [9]. Méc du, dia
diém khao sét tai hai noi khac nhau va dbi tuong nghién
ctru khac nhau tuy nhién sy khac biét nay 1a hop ly.

Sw quay tré lai cia san phu

Thong qua sy trai nghiém va cam nhén vé chét lugng
KCB tai cac khoa ¢ BV la t6t, cho nén ty 18 san phy
chic chin s& quay lai hodc gidi thi€u cho nguoi khac
dat 91,5%. Két qua chiing toi cao hon véi nghién ctru
tai Khoa San, BV Trung uong Quan doi 108 (2022) [10]
didu nay khang dinh bénh vién 1a sy lya chon dang tin
cay cho cac san phu.

Cic yéu t6 lién quan dén sy hai long ciia san phu
Xuét hién mbi lién quan va ¢ ¥ nghia théng ké gifra su
hai long cua san phu glu’a kha nang dap ung véi nhom
tudi cua ho. Két qua nay khac vé6i nghién ciru tai vung
Tay Bac Ethiopia (2014) n 11 Céac ba me trong d¢ tudi
tir 35 tudi tré 1én co yéu cau vé chat lugng dich vu kham
chita bénh cao hon so v6i cac dg tudi khac dan dén sy
hai 1ong ctia ho khit khe hon.

Xuat hién mbi lién quan va c6 ¥ nghia thong ké gifra su
hai 16ng cta san phu dya trén nang luc phuc vu v&i noi
¢ cua ho. Két qua chung t6i khac biét voi nghién ctru

tai mién trung Ethiopia (2021) [12] khi san phu ¢ thanh
phd co ty 18 hai 10ng cao hon & cac noi tinh/thanh khac.

Nghién ciru tim dwoc mdi lién quan c6 ¥ nghia thong ké
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gitta sy hai long chung cta san phu voi sy quay tro lai.
Nghién ctru chiing t6i ¢6 ty 1€ cao hon so v6i véi nghién
ctru tai Viét Nam (2018) [6], diéu nay cho thiy nhiéu
san phuy hai long v6i chét luong dich vu kham chira bénh
va ho s€ gidi thi¢u bénh vién cho nhitng nguoi khac.

5. KET LUAN

Ty 18 hai 1ong chung cua san phu vé chét luong dich
vu kham chira bénh ngoai tra tai bénh vién dat 99,5%

Ty 18 hai 1ong ciia san phy vé cac khia canh: Céac phuong
tién hiru hinh dat 99,5%; kha nang dap g bang 89%;
su dong cam dat 99,5%; murc d6 tin cay dat 100%; ning
luc phuc vu dat 98%.

Ty 18 san phu chéc chin s& quay lai hodc gidi thi¢u cho
ngum khac dat 91,5%, c6 thé quay lai dat 3,5%, khong
muon quay lai nhung ¢ it sy lya chon khac dat 5% va
khong co ai chac chan s€ quay trd lai.

Xuit hién mbi lién quan co y nghia théng ké (p<0,05)
gitra sy hai long sdn phu gitra khia canh kha nang dap
ung v6i nhom tudi va khia canh nang lyc phuc vu voi
noi ¢ hién tai cua san phy. Nhom tu6i va noi ¢ hién tai
¢6 mbi lién quan nghich dén sy hai long cia san phu.

Xuat hién mdi lién quan thuan manh, c6 y nghia thong
ké (p<0,05) glua su hai long chung anh huong dén sy
quay trd lai ctia san phu.

TAI LIEU THAM KHAO

[1] Nguyén Thanh Luan, Vi Duy Anh, Lé Hong
Phudc va c()ng su, Thoi gian cho doi va su hai
long ngudi bénh kham chira bénh ngoai tru tai
mot bénh vién truong dai hoc tai thanh phd Ho6
Chi Minh. Tap chi Y Hoc TP H6 Chi Minh.
2018;22(1):37 - 43.

[2] World Health Organization (WHO), Bénh vién
tai Viét Nam. https:// www.who.int/vietnam/vi/
health-topics/hospitals

[3] Cronin JJ, Taylor, Steven A. SERVPERF versus
SERVQUAL: Reconciling Performance-Based
and Perceptions-Minus-Expectations Measure-
ment of Service Quality. Journal of Marketing.
1994;58(1):125-131. doi:10.2307/1252256

[4] Dzisi E, Obeng DA, Tuffour YA, Modifying the
SERVPERF to assess paratransit minibus tax-

[5]

[6]

[7]

(8]

[9]

[10]

[11]

[12]

is trotro in Ghana and the relevance of mobili-
ty-as-a-service features to the service. Heliyon.
May 2021;7(5):¢07071. doi:10.1016/j.heliy-
on.2021.e07071

Holder M, Berndt A, The effect of chang-
es in servicescape and service quality per-
ceptions in a maternity unit. Int J Health
Care  Qual Assur.  2011;24(5):389-405.
doi:10.1108/09526861111139205

Vo Chi Thuong, Luong Khéanh Duy, Truong Phi
Hung, Sy hai [ong ctia ngudi bénh vé chat luorng
dich vy kham chira bénh ngoai trti tai bénh vién
ndi va ngoai thanh pho H6 Chi Minh, nam 2018.

Tap chi Y Hoc TP Hb Chi Minh. 2019;23(2):193
- 199.

Duc Thanh N, Quynh Anh P, Thi Huyen Chang
P et al., Cross-Cultural Adaption and Validation
of SERVPERF Tool for Measuring Healthcare
Quality inan Oncology Public Hospital, Vietnam.
Inquiry. Jan-Dec 2023;60:469580221146826.
doi:10.1177/00469580221146826

Strauss M, Schoeman R, Patients' perception
of service quality in a healthcare not-for-profit
organisation. S Afr Fam Pract (2004). Sep 26
2022;64(1):el-e5. doi:10.4102/safp.v64i1.5490

Pham Thi Kim Chi, Khdo sat su hai long cta san
phuy tai khoa San bénh vién Quén Thu Dirc thanh
phd Ho Chi Minh ndm 2019. Khoa luan Tét ng-
hiép Ctr nhan Y té Cong cong. Pai hoc Y Duge
Tp. HO Chi Minh; 2019.

Nguyén Thanh Thuy, Nguyen Thi Minh Hang,
Lai Thi Thuy Nga va cong su, Danh gia sy hai
1ong ciia san phu sau khi sinh mé lay thai tai
Khoa Phuy san, Bénh vién Trung wong Quén doi
108. Journal of 108 - Clinical Medicine and Pha-
marcy. 2022;17(1).

Mekonnen ME, Yalew WA, Anteneh ZA, Wom-
en's satisfaction with childbirth care in Felege
Hiwot Referral Hospital, Bahir Dar city, North-
west Ethiopia, 2014: Cross sectional study.
BMC Res Notes. Oct 1 2015;8:528. doi:10.1186/
s13104-015-1494-0

Debela AB, Mekuria M, Kolola T et al., ater-
nal Satisfaction and Factors Associated with
Institutional Delivery Care in Central Ethio-
pia: A Mixed Study. Patient Prefer Adherence.
2021;15:387-398. doi:10.2147/PPA.S297662

91




