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khoa kham bénh bénh vién Trung Vuong

Nguyén Thi Kim Quyén, Huynh B3o Tuan”

ey
s

Use your smartphone to scan this

QR code and download this article

TOM TAT

Chat lugng bénh vién Viét Nam la van dé rat dugc quan tam khéng chi & bénh nhan, & linh vuc Y
t& ma |a clia toan xa hoi. Pat nudc ta dang ngay cang phat trién, chat lugng cudc séng ngudi dan
ngay cang nang cao, nhu cau con ngudi vé suc khoe cang dugc chi trong hon. Viéc dén cham
séc suic khoe clia ngudi dan tang cao, nén bénh vién can c6 chat lugng tét dé dép ing nhu cau
cla ho. Tuy nhién, rat it bénh vién xem xét cac yéu t6 tac dong dén su hai long va khong hai long
clia bénh nhan ngoai trd. Muc tiéu clia dé tai la xac dinh va phan loai cac dac tinh chét lugng dich
vu; dong thoi xac dinh cac yéu t6 tac dong 16n dén su hai long va khong hai long clia bénh nhan
ngoai trd tai khoa Kham Bénh, bénh vién Trung Vuong. Khung nghién ciiu dugc ké thira va phat
trién tr nghién clu clia Harijith & Haris (2017). Két qua khéo sat cho thay, c6 33 dic tinh chat luong
tac dong dén su hai long clia bénh nhan. Trong dé dac tinh chat lugng "Thai gian cho dgi ngén”
c6 chi s6 "Muc d6 hai long" cao nhat (0,76) va "Bac si cd nang luc gidi quyét cac van dé suc khoe
clia bénh nhan" cé chi sé "Muc dé khong hai long" cao nhét (-0,91). Dua trén két qua nghién clu,
ki€n nghi dugc dé xuat dé cai tién chat lugng dich vy, nhdm dap ng nhu cau hién tai va tiém an
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clia bénh nhan.

Tukhoa: Chat lugng bénh vién Vit Nam, mé hinh Kano, cai tién chat lugng dich vu

DAT VAN DE

Hién nay, cic bénh vién cong, tu da thuc hién nhiéu
nghién ctiu va ting dung Lean thanh cdng trong cai
tién nhu bénh vién Viét Phap Ha Noi, bénh vién Da
Khoa Hoan My Sai Gon, ..
xem xét cac yéu t6 tac dong dén sy hai long va khong

. Tuy nhién rat it bénh vién

hai long ctia bénh nhén ngoai trd. Ciing nhu phan
loai céc ddc tinh chat lugng theo mo hinh Kano.

M6 hinh Kano duya trén ly thuyét hai yéu t6 vé sy hai
long ctia Herzberg la mot so d6 rt hitu ich d€ xac dinh
cac yéu cdu cta khach hang d6i v6i mot san phdm
hodc dich vu cu thé c6 thé mang lai sy hai long ti
mi hon cho khich hang 2. Dya trén cac nghién ctiu
trude, nghién cdu nay nhim: (1) Xac dinh cac dic
tinh chat lugng tai khoa Kham bénh bénh vién Trung
Vuong cho bénh nhén ngoai trd; (2) Phan loai cac dac
tinh chat lugng theo mo6 hinh Kano.

CO SO LY THUYET

Phan loai déc tinh chat lugng theo mé hinh
Kano

M6 hinh Kano (Hinh 1) 1a mé hinh giup phan loai cac
dac tinh chat lugng khac nhau c6 tdc dong dén khach
hang. Vi khong phai tit ca yéu ciu cta khach hang
déu c6 tim quan trong nhu nhau’.

Nhu cdu phdi c6 (Must Be)

Chiic ning la dap ting cic nhu cdu co ban vé chit
lugng san phdm. Néu céc nhu cdu co ban khong duge
dap tng hodc hiéu quéa kém, khach hang sé rat khong
hai long. Nhung néu chung dugc thuc hién, c6 hiéu
sudt cao thi ciing khong mang lai sy hai long. Khach
hang xem ching la diéu kién hién nhién va lay lam
chuén.

Nhu cdu mét chiéu (One Dimension)

Khi mtic d¢ dép ting cang cao, su hai long ctia khach
hang cang cao va ngugc lai. Thong thudng, khach
hang mong mudn nhu cdu mét chiéu ré rang va dé
nhan biét.

Nhu cau thich tha (Attractive)

La cdc nhu ciu tiém 4n, khong dugc ndi ra va thé hién
ro boi khach hang. Néu dap ting nhu cdu nay sé mang
dén sy bt ngd hai long rat cao. Tuy nhién, khéng dap
ung dugc, khach hang ciing khong cam thdy khong
hai long.

Hai dic tinh khéc c6 thé dugc xdc dinh trong mo hinh
Kano: dic tinh trung lap (Indifferent) va dao ngugc

Trich dan bai bao nay: Quyén N T K, Tuan H B. Ap dung mé hinh Kano phan loai thuéc tinh chat lugng
dich vu tai khoa kham bénh bénh vién Trung Vuong. Sci. Tech. Dev. J. - Eco. Law Manag.; 4(1):S154-S164.
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Khach hang hai long

r

NTJ“ cau Nhu cAu mét chiéu
thich thd
DPao nguroc
Nhu cu Nhu cdu
khéng dwgc duoe
dap & du phai Py
ap ung Nhu cau phai cé dép tmg
| Trung lap

Khach hang khong hai long

Hinh 1: M6 hinh Kano“.

9(Nguén: Theo mé hinh Kano? )

(Reversal). Pic tinh trung lap khong mang lai hai
long hay khong hai long. Pdc tinh ddo ngugc mang
lai hai long néu ving mét hon néu co.

Thuyét hai nhan té ctia Herzberg

00

Thuyét “Hai nhén t6” cia Herzberg dugc nghién ctiu
v6i hon hai tram ky su va ké toan cac nganh khac
nhau'!. Thuyét dugc chia hai nhém: nhém duy tri
va nhéom dong vién. Céc yéu t6 thudéc nhém dong
vién dugc goi la cic yéu t6 cua sy hai long va cic yéu
t6 thuoc nhom duy tri dugc goi 1a cac yéu t6 cta sy
khoéng hai long!. Hai nhém nay khong can thiét déi
nghich nhau, vi d6i lap véi sy hai long khong phai 1a
sy khong hai 1ong, ma 14 khéng c6 sy hai long*.

PHUONG PHAP NGHIEN CUU

Quy trinh thuc hién gém nghién ctiu dinh tinh va
nghién ctiu dinh lugng théng qua nghién ctu tai hién
trudng.

Nghién cttu dinh tinh

DPugc thuc hién bang cach phong vén siu 20 bénh
nhén tai khoa Khdm bénh dé kiém chiing sy phtt hgp
ctia md hinh nghién ctiu. Theo sy tim hiéu cta tic
gid, ¢4 hai bai nghién ctiu tiéu biéu la “Phan tich sy
hai long ctia khach hang vé dich vu Y t€ bing mo
hinh Kano” va “Kiém chung thuc nghiém mong dgi
vanhan thic vé chitlugng ctia bénh nhén tai cdc bénh
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vién Ghana: m¢t phuong phap ti€p cdn mo hinh tich
hgp”>°. Tuy nhién, déi tugng ctia hai nghién ctiu déu
la bénh nhén tai bénh vién (bao gom ngoai tri va ndi
tri). Trong khi d6, d6i tugng ma tac gia huéng dén
la bénh nhan ngoai tri. Nén déy sé 1a hai bai nghién
ctiu mang tinh chat tham khao va c¢6 tinh chon loc.

Nghién ctru dinh luong

Theo gido su Hans quy trinh gém 4 buéc”:

Bugc mot: Xac dinh yéu ciu bang cach phong van siu
bénh nhan. Theo Yamane bat cti N (t6ng thé) cho mot
nghién ctiu nhé hon mudi nghin (10.000) thi ¢& mau
(n) c6 thé dugc x4c dinh bing cong thiic®:

"= g = o = 58 (mdu)

V6i N = 56 bénh nhéan trung binh/ngay la 776 (tai thoi
diém khao sat)

E = sai s6 chudn 10%

n = cd miu

Budc hai: Xay dung bang cau hoi. Céc yéu cau dugc
phén loai theo bang ciu hoi dé khach hang cé thé tra
161 bing mot trong nim cich khac nhau®. Cau héi
d4u tién lién quan dén phan tng ctia khach hang néu
san phdm c6 tinh ning d6 (ciu hoi tich cyc), cau hoi
thi hai lién quan dén phan ting ctia khach hang néu
san phdm khong c6 tinh nang d6 (cau hdi tiéu cuc).
Két hgp cau hdi tich cuc va tiéu cuc, ta ¢ Bang 1.
Budc ba: Phong vén truc tiép bang bang cau hoi da
téng hop. Phuong phédp chon mau phi xac suit theo
phuong phap thuén tién.
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Bang 1: Bang danh gia mé hinh Kano’

Yéu cau ctia khach hang Cau hdi tiéu cuc
1.thich 2.phai c6 3.khong 4.chdp nhan 5.khong thich
quan tam dugc

Céu hoi 1.thich Q A A A 0

tich cuc
2.phai ¢6 R I I I M
3.khong quan tdm R I I I M
4.chap nhan dugc R I I I M
5.khong thich R R R R Q

V6i yéu cdu cta khach hang la:
A: Thich thy, O: Mot chiéu

M: Phai c6, Q: Nghi vin

R: Dao ngugc, I: Trung lap

Budc cudi: Panh gid va giai thich. Tinh toan cac chi
s6 “Muc do hai long” va “Mitic do khong hai long™
Miic d6 hai long = (A+0O)/(A+O+M+I)

Mtic d¢ khong hai long = (O+M)/(A+O+M+I)(-1)
Chi s6 “Mtic d6 hai long” c6 gia tri tii 0 dén 1. Néu
gid tri cang gin 1 yéu t6 nay c6 mic do hai long cang
cao khi ddp ting dugc va ngugc lai. Néu gid tri bang 0
thi yéu t6 d6 khong anh hudng.

Chi s6 “Mtic do khong hailong” c6 gid tri tit -1 dén 0.
Néu gia tri cang gan -1 yéu t6 nay c6 mtic do khong
hai 1ong rét cao khi khong dugce dap ting va ngugc lai.
Néu gia tri bing 0 thi yéu t6 d6 khong dnh hudng”.
KET QUA NGHIEN CUU

Péc diém mau khao sat

Bang khao sat géc ctia Harijith & Haris c¢6 30 ddc
tinh°. Két qua khao sat dinh tinh chon dugc 33 dic
tinh. Trong d6 25 ddc tinh dugc chon ti bang khao
sat mau, dic tinh “Thoi gian giao dich tdi thiéu” dugc
hiéu chinh thanh “Thoi gian ché dgi ngdn’, va c6 7 dic
tinh méi dugc rat ra ti y kién bénh nhan dugc trinh
bay chi tiét trong Bang 2.

Miu khao sat da dang va phén 16n tép trung vao do
tudi tit 48 dén 60 (chiém 47,7%). Va loai hinh khdm
Dinh ki (chiém 69,3%) theo hinh thic kham Béo hiém
Y té (chiém 69,3%) cO ti 1é cao nhAt.

Phéan loai déc tinh chit lugng theo mé hinh
Kano

Phuong phap don gian nhét la st dung tan s6 ctia cdu
tré 151 cho muc dich danh gid va gidi thich”. Bang 3
mo ta tong két cac két qua phén loai tit nghién ctu.
Mtic d6 téc dong cta tling yéu t6 dugc thé hién qua
Béang 4.
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Bang 2: Bang mé ta dac diém mau khao sat

Dic diém

Gidi tinh

Loai hinh khdm

S6 14n kham

Mau

Ni

Nam

20-33

34-47

48-60

61-73

>73

Bao hiém Y té
Bao hiém Y té theo Yéu ciu
Lan dau

ba tling kham

Dinh ki

S6 lugng (n)

45

42

11

12

42

22

1

61

27

6

20

61

Phén tram (%)
52,3%
47,7%
12,5%
13,6%
47,7%

25%

1,1%
69,3%
30,7%
6,8%
23,9%

69,3%

Nguén: T két qué thu thap va phan tich ca tac gia

Bang 3: Tong két két qua phan loai

Loai nhu ciu
M

O

R

Q

S6 thi ty cdc ddc tinh

2; 75125 13; 165 18; 22; 23; 25; 32

3;5; 65 8;9; 105 11; 14; 15; 17; 20; 24; 26; 28; 31; 33

1;4;19; 21; 27
30

29

Téng cong
10

16

Ngudn: T két qua thu thap va phan tich ctia tac gia
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Bang 4: Xép hang theo thi tu gidm dan chi s6 “Muc dd hai long” va theo thir tu tang dan chi sé “Mic d6 khéng
hai long”

Mtic d6 hai long
TT Dic tinh chit lugng

26

31

11

27

14

17

15

19

33

21

30

24

10

Thai gian chd doi ngdn

Khong gian bénh vién
thoang mat

Béc si cho bénh nhan co hoi
d€ trinh bay nhiing vin dé
stic khoe

C6 méy nudc uéng néng va
lanh

C6 mdy diéu hoa

Dich vu dang ki s6 thu tu
qua tng dai

Bac si c6 giai thich bénh va
diéu tri mot cich chi tiét

Tac dung phu khong xay ra
khi bénh nhén duing thuéc
Co s6 vat chat tién nghi va
day du

Céc khiéu nai dugc tra 16i
nhanh chéng

Nhan vién cham s6c khach
hang huéng dan bénh nhan
Bing huéng dan trong
bénh vién rd rang, dé hiéu

Nhéan vién bao vé théin
thién

Bénh vién c6 4p dung cong
nghé thong tin vao quy
trinh kham chtia bénh

Co6 phong nghi ngoi cho
bénh nhan

Cé thang mady va thang
cudn

Nhan vién than thién va
ton trong bénh nhan

biéu dudng quan tim dén
tinh trang stc khoe cla
bénh nhan

e

Xép
hang
0,76

0,75

0,72

0,69
0,68

0,67

0,66

0,65
0,64

0,64

0,64

0,63

0,62

0,60

0,55
0,55
0,54

0,52

Nhém

Miic d¢ khong hai long

TT bic tinh chit lugng

18 Bac si c6 nang luc giai quyét
cac vin dé stic khoe cta
bénh nhan

25 Diéu dudng c6 chuyén mon
va ki ndng chdm s6c bénh
nhan

24 Nhan vién than thién va ton
trong bénh nhan

7 Nha vé sinh sach sé

12 biéu dudng c6 ning luc dé
xt ly truong hop khin cép

2 Trang thiét bi Y té trong
bénh vién dua ra két qua
chufn dodn tin ciy

10 biéu duong quan tam dén
tinh trang stic khoe cta
bénh nhan

13 Bénh vién ki€ém soat nhiém
khudn tét

17 Tac dung phu khong xay ra
khi bénh nhan dung thudc

11 Béc sicho bénh nhén co hoi
dé trinh bay nhiing vin dé
stic khoe

14 Bac si c6 giai thich bénh va
diéu tri mot cich chi tiét

9 Bac si quan tdm dén tinh
trang stc khoe ctia bénh
nhan

26 Thoi gian chd doi ngdn

32 Khoéng phéan biét d6i xtt vé
mat xa hoi d6i v6i bénh
nhan

16 Thong tin ca nhén ctia bénh
nhén dugc bdo mat

20 Do dn va thiic udng tai can
tin ngon va sach sé

23 Nhan vién dn méic gon gang

22 Nhén vién mac d6ng phuc

x

Xep
hang
-0,91

-0,89

-0,88

-0,87
-0,85

-0,83

-0,80

-0,78
-0,77

-0,76

-0,76

-0,76

-0,75

-0,75

-0,74
-0,71
-0,69

-0,68

Nhém

Continued on next page
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Table 4 continued
23 Nhanviénanmicgongang 0,52 M 6 Co s6 vat chat tién nghi va  -0,64
day du
9 Bac si quan tdm dén tinh 0,50 (e 33 Nhan vién bdo vé than thién  -0,64
trang stc khoe ctia bénh
nhén
28  Quy trinh khdm chitabénh 0,48 (0) 3 Bai d4u xe cta bénh vién -0,64
don gian thuan tién cho bénh nhén
khi gtii xe
12 Diéu duéng c6 nang lyc d€ 0,47 M 31 Khéng gian bénh vién -0,62
xt ly trudng hop khin cdp thodng mat
16 Thongtincdnhinctabénh 0,47 M 15 Céc khiéu nai dugc trd 16i  -0,60
nhén dugc bdo mat nhanh chdéng
13 Bénh vién kiém sodt nhiém 0,45 M 4 Bang huéng dan trongbénh  -0,59
khuin t6t vién ro rang, dé hiéu
20 Do an va thiic udng tai cin 0,45 (@) 28 Quy trinh kham chiia bénh  -0,59
tin ngon va sach sé don gian
25 Diéududngcodchuyénmén 0,45 M 5 Bénh vién c6 4p dung cong  -0,51
va ki nang chdm séc bénh nghé thong tin vao quy
nhan trinh kham chtia bénh
3 Bai dau xe clia bénh vién 0,44 (0) 19 Nhan vién chdm s6c khach  -0,50
thuén tién cho bénh nhan hang huéng din bénh nhin
khi gtii xe
32 Khong phén biét d6i xti vé 0,44 M 8 C6 may diéu hoa -0,49
mat xa hoi d6i véi bénh
nhéin
18 Bacsicod ningluc gidiquyét 0,43 M 27 Co6 mdy nudc udéng néong va  -0,39
cac van dé stic khoe cua lanh
bénh nhan
2 Trang thiét bi Y té€ trong 0,42 M 21 Co6 phong nghi ngoi cho -0,38
bénh vién dua ra két qua bénh nhan
chuén dodn tin ciy
7  Nha vé sinh sach sé 0,40 M 1 Dich vu dang ki s6 tht tu  -0,36
qua t6ng dai
22 Nhan vién mdc dong phuc 0,40 M 30 Co6 thang may va thang -0,36
cudén
29 Thoi gian kham bénh ctia 0,38 R 29 Thoi gian khdm bénh ctia  -0,35

bac si kéo dai

bac si kéo dai

Ngudn: Tt két qua thu thép va phan tich cta tac gia
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THAO LUAN KET QUA

Nhu cau phai cé

Khi bénh nhéan khéng dugc thoa man sé la nguy co
16n cho bénh vién. Mot khi doanh nghiép tao ra san
phém khong ddp ting nhu ciu phai c6, tiéng x4u lan
truyén rdt nhanh, nhanh hon tiéng t6t gan gap doi va
su lan truyén cang nhanh cang rong khi gid tri ctia san
phém dich vy cang lén 10, Nhung néu bénh vién chi
quan tdm dép ting nhiing nhu ciu nay sé lam giam lgi
thé canh tranh trén thi trudng.

Nhu cdu phai c6 phén 16n vé sy tién nghi, thuén tién
clia c0 sG vat chat nhu “Trang thiét bi y té trong bénh
vién dua ra két qua chuén dodn tin cdy”, “Nha vé sinh
sach s&), dugc thé hién trong Bang 5. Bén canh dé
nédng luc, thai do cua bac si, diéu dudng cing la vin
dé bénh nhan rit quan tdm nhu “Bac si c6 néng luc
gidi quyét cac van dé stic khoe ctia bénh nhan”, “biéu
dudng c6 chuyén mon va ki ning cham séc bénh
nhan’, ...

Cé 3 dac tinh c6 su khac biét. Tai Viét Nam, van dé
bao mit thong tin van chua that sy chit ché. Nguoi
dan van con tam Iy lo ling thong tin cd nhan ctia minh
bi danh cdp, bi st dung cho hanh vi bét chinh. Va An
Do, mot trong bon trung tim phat trién cong nghé
thong tin 16n nhat thé gidi, nén ngudi dan hau nhu
rdt an tdm vé van d€ nay. V€ y thic, hdu nhu nhin
vién tai An D6 déu mic déng phuc gon gang.

Nhu cau mét chiéu

Phan 16n lién quan dén sy trai nghiém ctia bénh nhan
khi dén kham chia tri nhu co s& vét chét tién nghi,
sach sé, thai d§ ctia nhan vién khi ti€p xtc véi bénh
nhan.

Dic tinh “Thoi gian chd dgi ngdn” ¢6 chi s6 “Mic do
khong hai long” & miic tuong ddi (-0,75). Tuy nhién
c6 chi s6 “Mitic d6 hai long” cao nhét (0,76) trong
nhém O. Néu dap ting nhu ciu nay bénh nhén sé cam
thdy v6 cung hai long. Thoi gian chd dgi la khodng
thoi gian khong tao ra gid tri gia ting. D€ ting sy
hai long, bénh vién cin giam thoi gian chdg, loai bo
thao tdc thiia, nang cao gid tri cho bénh nhén. Piac
tinh “Nhén vién than thién va ton trong bénh nhan”
¢6 chi s6 “Mtic d6 hai long” & muc trung binh (0,54).
Tuy nhién, “Mtic d6 khong hai long” cao nhat (-0,88)
thudc nhém O. Khi nhén vién than thién va ton trong
bénh nhéin cang nhiéu, bénh nhan sé cang tang sy
thich thd, hai long va ngugc lai. Bang 6 so sanh két
qua nghién ctu ctia nhu cau mot chiéu.

Khi dén kham chia trj tai bénh vién Trung Vuong,
bénh nhén c6 ki vong va mong dgi cao. Ho luén mong
mudn c6 trai nghiém tdt va khi khéng dugce dép ting
sé cam thdy khong hai long.

Nhu cau thich tha

Néu dap ting dugc sé tao su thich thid rit cao va ddu dn
riéng cho khach hang ghi nhé, trung thanh véi doanh
nghiép.

Néu bt ky t8 chiic nao c6 thé cung cdp cac nhu ciu
phai c6 va nhu cdu mét chiéu, nhung nhiing dic di€ém
thich tha thi rét it t6 chic thuc hién, sé 1a sy bit ngo
va day thii thach khi t6 chiic d6 ¢6 co héilam hailong
khéch hang bdi cac san phdm/dich vy, hodc tham chi
tao nén sy khac biét v6i d6i tha canh tranh !l Hay
Antony & Preece chi don gidn néi rang day 1a nhiing gi
khéach hang mong dgi tuy nhién khi nhin dugc phin
16n van rit ngac nhién '2,

Két qua so sanh tuong d6i giong nhau, nhu dugc thé
hién trong Bang 7. Tuy nhién d6i véi bénh nhén tai
bénh vién Trung Vuong “Nhén vién chdm s6éc khach

AN A

hang huéng dan bénh nhin” va “Cé may nuéc udéng
néng va lanh” 1a mét nhu cdu thich thd. Vi hai dic
tinh nay viia dugc bénh vién cung cép gan day va nhan
dugc su hai long cao. Piac tinh “Dich vu dang ki s6
thd tu qua tdng dai” c¢6 chi s6 “Mic do hai long” xép
tht hai (0,67) va chi s6 “Mtic d6 khong hai long” thap
nhit (-0,36) thuoc nhom A. Day la dic tinh tao nén su
thich thu cho bénh nhén, tuy nhién néu khong dugc

dap ting van khong giy nén su khong hai long.

Nhu cau trung lap

& bai nghién ctiu nay c6 duy nhét mot dic tinh thudc
nhu cdu trung l4p “Cé thang mdy va thang cudn’, dugc
mo ta trong Bang 8.

Bénh vién TrungVuong gém c6 hai khu vyc Tang trét
va L4u 2. Tang trét dugc bé tri cac phong kham Bao
Hiém Y T¢é va Bao Hiém Y T¢ theo yéu cau. Riéng
Lau 2 dugc bé tri cac phong danh riéng cho kham Bao
Hiém Y Té& theo yéu cdu. Nén bénh nhéin khong c6
nhiéu nhu ciu vé dic tinh nay.

Nhu cau dao nguoc

Dic tinh “Thoi gian khdm bénh ctia bac si kéo dai” 1a
déc tinh duy nhat vé nhu cdu ddo ngugc. Theo bénh
nhén, ho khong mong muén béc si kham qua lau, gay
ton nhiéu thoi gian va tang thaoi gian chg. Tuy nhién,
ho rit mudn dugc bac si tu vin tan tinh, chi tiét va
gitip ho mau chéng khéi bénh.

KIEN NGHI

Qua bang xép hang tdc gia nhén théy ring, hai dic
tinh c6 tdc dong 16n dén miic 46 khong hai long ctia
bénh nhan “Béc si c6 ning luc gidi quyét cic van dé

»

stic khoe cua bénh nhan’, “Diéu dudng c6 chuyén

A_»

mon va ki nang chdm s6c bénh nhin”. Khi dén bénh
vién chia tri, bénh nhan rit mong mudn dugc khoi
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Bang 5: So sanh két qua nghién citu cGia nhu cau phai ¢

STT Dic tinh Tac gia thuc hién nghién Bai nghién ctiu tham khao
cliu

2 Trang thiét bi y t€ trong bénh vién dua ra két M M
qua chuén doan tin ciy

7 Nha vé sinh sach sé M M

12 biéu dudng c6 nang lyc dé xu ly trudng hop M M
khén cdp

13 Bénh vién kiém sodt nhiém khuén tét M M

16 Thong tin ca nhan cta bénh nhan dugc bao M I
mat

22 Nhén vién mac dong phuc M I

23 Nhén vién dn méc gon gang M I

25 biéu dudng cé chuyén mén va ki nang cham M M

s6c bénh nhan

Ngudn: Ti két qua thu thap va phan tich ctia tac gia

Bang 6: So sanh két qua nghién ctu ctia nhu cau mét chiéu

STT Dic tinh Tac gia thuc hién Bai nghién ctu
nghién ctiu tham khao
3 Bai d4u xe ctia bénh vién thuén tién cho bénh nhén khi gti xe (@) A
5 Bénh vién c6 ap dung cong nghé thong tin vao quy trinh khdm (¢} I
chita bénh
6 Co s6 vat chét tién nghi va ddy da (0] M
9 Bac si quan tdm dén tinh trang stic khoe ctia bénh nhan (@) A
10 biéu dudng quan tdm dén tinh trang stic khoe ctia bénh nhan (¢} A
14 Biéc si c6 gidi thich bénh va diéu tri mét cach chi tiét (0] A
15 Céc khiéu nai dugc tra 16i nhanh chéng (@) (@)
17 Tac dung phu khong xay ra khi bénh nhan dung thu6c (¢} M
20 D6 an va thiic udng tai cn tin ngon va sach sé O (e]
24 Nhan vién théan thién va ton trong bénh nhan (0] (0]
Nguén: Tit két qua thu thap va phan tich clia thc gia
Béang 7: So sanh két qua nghién ciu ciia nhu cau thich tha
STT Pic tinh Tac gia thuc hién Bai nghién citu
nghién ciiu tham khao
1 Dich vu ding ki s6 thit tu qua tong dai A A
4 Bang huéng dan trong bénh vién rd rang, dé hiéu A A
19 Nhan vién chim séc khach hang huéng dan bénh nhén A I
21 C6 phong nghi ngoi cho bénh nhan A A
27 C6 méy nudc uéng néng va lanh A M

Ngudn: Tl két qua thu thap va phan tich ctia tac gia
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Bang 8: So sanh két qua nghién ctu ctia nhu cau trung lap

STT Dic tinh

Téc gia thuc hién nghién ctiu

Bai nghién ctiu tham khao

1 Co thang may va thang cuén

I (€]

Nguén: Tit két qué thu thap va phan tich cta tac gia

Bang 9: Xép hang theo thi tu gidm dan chi s8 “Muc dd hai long” va theo thit tu tang dan chi sé “Muc do khong

hai long” (trich tir Bang 4)

Miic d6 hai long
STT  Dic tinh chét lugng Xép hang Nhom
26 Thoi gian cho doi ngén 0,76 (0)
31 Khong gian bénh vién 0,75 (0]

thodng mat

Mic 3 KHONG hai long
STT Dac tinh chét lugng Xép Nhém
hang
18 Bac si c6 nang lyc giai -0,91 M
quyét cic vidn dé stc
khoe ctia bénh nhan
25 biéu dudng c6 chuyén -0,89 M

mon va ki ning chim
s6c bénh nhan

Nguén: Tit két qué thu thap va phan tich cha tac gia

bénh. Béc si dugc so sanh nhu “Tu miu’, ngudi rat
nhan tti, dic d¢ va luén mong mudn moi nguoi déu
dugc binh an. Diéu kién tién quyét cdn cd 1a bac si
phéi c6 du kién thiic chuyén moén, dao dic va nang
luc d€ giip bénh nhan mau chong binh phuc. Diéu
dudng la nguoi thudng xuyén tiép xic va cham séc
bénh nhan. Nén diéu dudng can c6 du kién thiic
chuyén moén va ki nang dé€ cham séc bénh nhéan, hoan
thanh t6t nhiém vy. Khi bénh nhan khong duge dap
ung cdc nhu ciu nay, ho sé cam théy v6 ciing bat man.
Diy 1a hai déc tinh thudc vé chuyén mon Y khoa nén
khong thé can thiép. D6i véi dac tinh “Thdéi gian chd
doi ngdn” va “Khong gian bénh vién thodng méat” ¢
tac dong l6n dén sy hai long ctia bénh nhén va c6 thé
can thiép, cai tién dugc. Chi tiét xép hang dic tinh
chit lugng ctia nhém M - Phai ¢6 va O - Mot chiéu
dugc thé hién trong Bang 9.

Tac gid dua ra kién nghi 4p dung giai phap "Xép hang
kham bénh théng minh” do Céng ty C6 Phin Dich
vu Vién thong May mén - Lucky Telecom trién khai,
ngudi sing lap 1a ky su Nguyén Khoa Tudn Anh dé cai
tién dic tinh “Thoi gian chd dgi ngdn’, thé hién trong
Bang 10.

HAN CHE CUA NGHIEN CUU VA KET
LUAN

Nghién ctiu dinh tinh dugc thuyc hién véi phuong
phép chon méu thuan tién nén tinh dai dién chua cao,
kha ndng mo ta tong thé con thip. D€ khic phuc han
ché nay, cac nghién cttu sau sé 4p dung phuong phap
14y mau mang tinh dai dién hon. Nghién ctiu thuc
hién v6i quy mo6 nho va ¢& mau han ché (tai bénh vién
Trung Vuong), nén chua cé tinh téng quat cho cac

bénh vién. D€ khac phuc han ché nay, cAn md rong
pham vi 14y mau va ¢d mau trén nhiéu bénh vién. Do
han ché vé kinh nghiém va kién thuc trong linh vuc
Y t€ nén budc dau gdp nhiéu kho khin trong viéc tiép
xuc moi trudng Y té€. Vi vay, c6 nhiing sai sot trong
qué trinh thuc hién la diéu khong tranh khoi. Mac du
c6 mot s6 han ché, nhung két qua nghién ctiu da giup
xac dinh cdc nhu ciu ctia bénh nhan. Néng cao, cai
thién chét lugng va dap ting cac nhu cau thich tha dé
tao nén sy khac biét va 4n tugng tot véi bénh nhan.
Mo hinh Kano khong chi ép dung trong moi trudng
kinh doanh ma con c6 thé vin dung trong linh vic Y
t€. K&t qua nghién ctiu nay cé thé la mot tham khao
cho céc bénh vién khac.

PONG GOP CUA CAC TAC GIA

Hai téc gia dong gbp nhu nhau cho nghién ctiu nay.
T4t ca cdc tac gia doc va phé duyét ban thao cudi cling.

XUNG POT LOI iCH

Hai tdc gia xdc nhan rang bai bao nay khong c6 xung
dot lgi ich.
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Bang 10: So sanh "Xé&p hang kham bénh théng minh” véi “Dang ki sé thir tu qua tdng dai”

Xép hang kham bénh théng minh
Bénh nhén truc tiép dén phong khdm yéu ciu
Bénh nhan dugc hen gi¢ kham trudc

Phi ding ki thap (1000 dong/tin nhin)

Bénh nhén nhén dugc s6 thu tu dang khém tai noi
dang ki

Néu bénh nhan dén tré so véi s6 thii tu dugc xép vao
hang cho

Hé théng gui tin nhin khi bénh nhan gin dén luet,
trudc 2 - 3 nguoi.

Quy dinh vé khung gio cdp s6 thi tu (10 - 20 s6 thi
tu trong méi khung git nhat dinh)

Dang ki s6 thu tu qua tong dai

Bénh nhén cho tiép nhan tai quay tiép nhan

Bénh nhan khong dugc hen gid kham trudce

Phi ding ki cao (goi tii dién thoai ban la 3000 d6ng/phut; goi
ti dién thoai di dong la 4000 d6ng/phut)

Bénh nhén khong nhén dugc s6 thi tu dang khdm tai noi

dang ki

Néu bénh nhan dén tré so véi s6 thii tu sé bi bo qua

Hé thdng chi bao s6 thid tu duy nhit mot 1an.

Cép s6 thit tu theo thi tu tii thip dén cao

Nguén: Tit két qué thu thap va phan tich cta tac gia

5. Harijith R, Haris N. Kano Model Customer Satisfaction Anal-

ysis of Medical Services.

International Research Journal 8.

of Engineering and Technology (IRJET). 2017;04(07):1426-

1429.
IRJET- V416263.pdf.
6. Mary A, Mary O.

Available from: https://www.irjet.net/archives/V4/i6/ 9.

Empirical Validation of Patient’s Ex-

pectation and Perception of Service Quality in Ghanaian

Hospitals: An Integrated Model Approach.

American 10.

International Journal of Social Science. 2014;03(03):143-

160.
eb861573¢71e17e36{0fb134d4620{424510.pdf.
7. Hans H, Elmar S, Franz B, Kurt M.
How to delight your customers.
Seminar on Production Economics.
Available  from:

1996;01:313

Slé3

Available from: https://pdfs.semanticscholar.org/f056/  11.

The Kano Model: 12
International Working
-327.
https://pdfs.semanticscholar.org/401d/

615b3f86belb46e3096c07¢730aeel7c906d.pdf.

Yamane T. Statistics: An Introductory Analysis. 2nd Ed New
York: Harper and Row. 1967;.

Ismail W, Darshak A. Student-Defined Quality by Kano Model:
A Case Study of Engineering Students in India. International
Journal for Quality Research. 2016;10(03):569-582. Available
from: 10.18421/TJQR10.03-09.

HN B, N L. Quan Ly Chat Lugng. Nha Xuat ban Dai Hoc Quéc
Gia TP H6 Chi Minh. 2016;.

Webber L, Wallace M. Quality Control for Dummies. United
States: Wiley Publishing. 2007;.

Antony J, Preece D. Understanding, Managing and Imple-
menting Quality. Frameworks, Techniques and Cases Lon-
don and New York: Routledge. 2002;Available from: https:
//doi.org/10.4324/9780203464083.


https://www.irjet.net/archives/V4/i6/IRJET-V4I6263.pdf
https://www.irjet.net/archives/V4/i6/IRJET-V4I6263.pdf
https://pdfs.semanticscholar.org/f056/eb861573c71e17e36f0fb134d4620f424510.pdf
https://pdfs.semanticscholar.org/f056/eb861573c71e17e36f0fb134d4620f424510.pdf
https://pdfs.semanticscholar.org/401d/615b3f86be1b46e3096c07e730aee17c906d.pdf
https://pdfs.semanticscholar.org/401d/615b3f86be1b46e3096c07e730aee17c906d.pdf
10.18421/IJQR10.03-09
https://doi.org/10.4324/9780203464083
https://doi.org/10.4324/9780203464083

Science & Technology Development Journal - Economics - Law and Management, 3(51):S154-5164
8 Open Access Full Text Article Research Article

Classification of service quality attributes using Kano’s model: the
case at the outpatient department of Trung Vuong hospital

Nguyen Thi Kim Quyen, Huynh Bao Tuan”

ABSTRACT

The quality of hospitals in Vietnam is the concern of not only patients, the healthcare industry, but
also the society as a whole. As Vietnam's economy achieves high growth, and the living standard
Use your smartphone to scan this is improved, healthcare becomes an even greater concern of Vietnamese, and hospitals need to
QR code and download this article improve their quality to better satisfy their patients. However, few hospitals in Vietnam aware of the
importance of factors affecting patient satisfaction. This paper aims to determine and classify the
service quality attributes. In addition, it also identifies the factors that influence patient satisfaction
at the Outpatient Department of Trung Vuong hospital. The research framework is developed from
the study of Harijith & Haris (2017). The results from the qualitative survey show that there are 33
characteristics affecting the patient satisfaction, of which the "Short wait time" receives the highest
score (0,76), and the “*Physician competency" receives the lowest score (-0,91). Based on the results,
some recommendations are proposed to improve service quality so as to better meet the current
and potential needs of patients.

Key words: Quality of Vietnam's hospitals, Kano model, improvement of service quality
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