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Nghién ciu danh gia do tin ciy va tinh
gia tri cua thang do danh gia su hai long
cua bénh nhan tai Khanh Hoa

Lé Tan Phung, Gerard FitzGerald

Chdt lugng hoat déng ciia bénh vién dudi sy cdm nhdn ciia bénh nhdn dugc ddnh gid bang sy hai
long ciia bénh nhén. Nhiéu nghién citu sy hai long ciia bénh nhdn da duogc tién hanh, nhung viéc sit
dung thang do ¢ tinh gid tri va tin cdy chua dugc duoc ddanh gid ddy dii. Nghién citu nay nham thit
nghiém mat thang do dya trén thang do SERVPERF trong viéc ddnh gid sy hai long ciia bénh nhdn
thite hién tai bénh vién da khoa khu vic thanh phd” Cam Ranh va bénh vién da khoa huyén Van Ninh
thudc tinh Khdnh Hoa. Phdn tich yéu t6"khdm phd duoc sit dung dé xdc dinh cdc yéu t6 cdu thanh sy
hai long ciia bénh nhédn. Phdn tich d¢ tin cdy, phdn tich tuong quan va hoi quy nhdm khdo sdt dé tin
cdy va tinh gid tri cia thang do. Két qud cho thdy ¢ 5 yéu t6 cdu thanh sy hai long ciia bénh nhdn,
phit hop vdi thang do SERVPERF. Thang do sit dung dd duoc khdng dinh tinh tin c¢dy cao (alpha =
0,88) va gid tri hoi tu da dugc chitng minh.

T khéa: Sw hai long ciia bénh nhdn, SERVPERF, phdn tich yéu t6 khdm phd, tinh tin cdy,
tinh gid tri

Study on reliability and validity of the scale
for evaluating patient satisfaction in
Khanh Hoa province

Le Tan Phung, Gerard FitzGerald

Hospital quality under patients perceptions has been assessed by patient satisfaction surveys. Many
studies on patient satisfaction have been conducted. However, validity and reliability of some scales
have not been evaluated thoroughly. This study aims to examine a SERVPERF-model scale in
evaluating patient satisfaction at Cam Ranh City Regional Hospital and Van Ninh District Hospital
of Khanh Hoa province. Exploratory factor analysis was used to explore factors relating to the
construct of patient satisfaction. Reliability, correlation and regression analyses were used to
examine the reliability and validity of the scale. The result revealed a five-factor construct of patient
satisfaction, consistent with the construct of the original SERVPERF. The scale has been obtained a
high internal consistency (alpha = 0.88) and a confirmed validity.
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1. Pit van dé

Nhiéu nghién ctu sy hai 1ong ctia bénh nhan di
dudc thyc hién tir 1au tai nhiéu qudc gia khdc nhau
trén thé€ gidi. Mot s6 nghién citu dya trén mot khung
ly thuyét hoan chinh d€ xdy dung thang do dugc
ddnh gid do tin cdy va tinh gid tri. Tuy nhién, mot s&
nghién cttu dugc thyc hi€n dya trén nhitng thang do
chua dugc ki€m dinh ddy dd cdc y&u td cAu thanh su
hai 1ong cia bénh nhén cling nhuw chua ddnh gid dugc
d6 tin cay va tinh gid tri ctia thang do st dung [8].

Hang nim, theo quy dinh ctia B Y t€, cdc bénh
vién trong toan qudc déu tién hanh chim di€m bénh
vién, trong d6 ¢6 bd ciu hdi ddnh gid sy hai long
cda bénh nhén diéu tri ndi trd. Tuy nhién, n6i dung
b6 ciu hdi va cd miu yéu ciu thay d6i theo tiing
nim. B ciu héi ciing chua dugce chinh thitc ki€m
dinh tinh gia tri va do tin cay.

Thang do SERVPERF [2, 3], phan "cdm nhin"
(perception) clia thang do SERVQUAL, 1a thang do
chat lugng dich vu thong qua sy ddnh gid cia khdch
hang di ki€m dinh d6 tin cdy va gid tri trong nhiéu
nghién cttu trén thé gidi, ké ca trong hé thong bénh
vién. Muc tiéu clia nghién cifu ndy nhim ddnh gid
d6 tin cdy va tinh gid tri cia thang do SERVPERF
c6 diéu chinh d€ 4p dung trong cdc bénh vién cong
lap tai Khanh Hoa néi riéng va Viét Nam ndi chung.
Nghién cfu ndy con nhim xdc dinh cdc yéu t6 cau
thanh sy hai 10ng cda bénh nhin tai cdc bénh vién
cong 1ap, gép phan cdi thién chat lugng hoat dong
bénh vién.

2. Phuong phap nghién ciu

2.1. Déi tugng nghién citu

Bénh nhin di 18 tudi trd 1én hoic ngudi nha di
18 tudi trd 1én clia bénh nhan da tirng diéu tri noi
trd tai Bénh vién da khoa khu vuc Cam Ranh va

Bénh vién da khoa huyén Van Ninh, di xu4t vién
trong vong 3 thang tinh dén thdi diém nghién citu
(4/2012), nhim han ché nhitng sai 1éch do nhd lai.

2.2. Thiét ké nghién ciiu
Sit dung thiét ké' nghién citu cdt ngang.

2.3. Cé mdu va phuong phdp chon méu

C3 mau téng cong cho 2 bénh vién 12 300 bénh
nhan. Py 1a ¢d miu dugc xem 12 t8t cho phén tich
yé&u t6 kham ph4 (Exploratory Factor Analysis) va
ddp tng dudc tiéu chuidn 5 - 10 d6i tugng cho mdi
bi€n s6 danh gid (items) trong thang do [3, 4, 7]. Do
d6, mdi Bénh vién chon 150 bénh nhan.

Chon d6i tugng nghién cttu theo phuong phdp
chon miu thuin tién (khong ngdu nhién). Danh
sach bénh nhan di diéu tri ndi trd tai 2 Bénh vién
néi trén dudc thu thap trén hé thong mdy tinh luu trit
cla Bénh vién. Bénh nhin dugc sip x&p theo xa,
phudng noi ho cu trd. Danh sdch bénh nhan dugc
chuyén dén Trung tim Y t&€ huyén dé€ chon lua
nhitng bénh nhin dé ti€p cin, dong ¥ tham gia
nghién cttu cho du s6 lugng 150 bénh nhan tai mbi
huyén. Cdc bénh nhan déng y tham gia nghién cttu
s& dudc cung cip bd ciu héi d€ tu dién hodc nhd
ngudi nha doc gitp va chon cu trd 16i. B6 c4u hdi
sau khi hoan thanh s& dugc chuyén lai cho nghién
cttu vién chinh hodc qua dudng buu dién nhg vao
phong bi di ddn sdn tem va ghi sdn dia chi ngudi
nhin gti kém, hodc thong qua nhin vién tram y t€
vdi phong bi dung b6 cdu hdi dd hoan thanh dugc
dan kin.

2.4. Thang do si dung

Thang do nay (sau day goi tit 1a thang do PSS)
st dung nhitng ndi dung cia thang do SERVPERF
gdm c6 5 yéu td cAu thanh sy hai long véi 22 bién
s6 d4nh gid, dugc do ludng bing thang 5 di€m cida
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Likert: Rat déng y, dong ¥, binh thudng, khong
dong y va rat khong dong y. Tuy nhién, trudc khi
nghién ctfu ndy dudc ti€n hanh, mot nghién citu
dinh tinh thong qua thdo ludn nhém da dugc thuc
hién nhim tim hi€u siu hon nhitng y&u t& 4nh hudng
dén sy hai 1ong cla bénh nhan. K&t qua thdo luin
nhém vdi 4 nhém bénh nhan diéu tri ndi trd tai cdc
bénh vién trong tinh, noi dung vé thii tuc hanh chinh
ndi 1én nhu mot van dé dnh hudng dé&n sy hai long
clia b&nh nhan tai bénh vién. Do vay, yé&u td thit 6
vé thii tuc hanh chinh dugc thém vao thang do PSS
v6i 4 ciu hdi. Cdc ciu hdi vé thl tuc hanh chinh
dugc tham khdo véi cdc chuyén gia 1a 1anh dao S&
Y t€, cdc chuyén gia ciia S3 Y t& vé t3 chic - hanh
chinh, diéu dudng trudng cda S§ Y t& va Bénh vién
da khoa tinh. Cudi cliing, thang do PSS bao gdm 26
bién s6 ddnh gid, dugc gid dinh do ludng cho 6 yéu
t6: Cd sd vat chat (Tangibles), sy bdo ddm chat
Iugng (Assurance), Sy tin ciy (Reliability), Su cim
thong (Empathy), su dap ing (Responsiveness), va
thd tuc hanh chinh (Administrative procedures).

Ngoai ra, thang do con dugc bS sung mdt cau
héi phdn dnh sy ddnh gid ctia bénh nhan vé mic d
hailong néi chung clia bénh nhin d6i v6i bénh vién,
st dung thang 5 diém ciia Likert, x&p tir "RAt khong
hai long" dé€n "RAt hai 1ong". Ciu ddnh gid nay
déng vai trd nhu mdt bi€n s6 phu thudc trong mai
lién quan vdi thang do SERVPERF dé ddnh gid tinh
gid tri ciia PSS.

2.5. Phuong phdp phdn tich

- Phan tich y&u t6 khdam ph4 (exploratory factor
analysis) dudc st dung d€ xdc dinh cdc yé&u td lién
quan dé&n sy hai long cda bénh nhin thong qua
thang do PSS st dung trong nghién ctru nay. Tiéu
chuin d€ xdc dinh mot yéu td 1a c6 y nghia bao
gdm: gid tri eigen value > 1; phan trim phuong sai
dugc trich xuat (percent of extracted variance) tir
5% trg 1én; va bi€u dd Scree [7]. Hé s6 tai (factor
loadings) dugc chap nhén tdi thi€u bing 0.3 hoic t6t
hon 1a tir 0.45 [5, 7]. St dung phuong phdp trich xuat
thanh phan chinh (Principal component analysis),
xoay vong theo phuong phdp Direct Oblimin Ia
phuong phdp ma cdc tic gia SERVPERF st dung
trong tat cd cdc nghién ctfu. Ma trdn cdu tric
(structural matrix) s& la co s3 chinh d€ xdc dinh yé&u
t6. Ma trAn mo hinh (pattern matrix) s& déng vai tro
tham chi&u khi c¢6 bién s& do ludng tii dong thdi
trén nhiéu y&u td.

- Phan tich d6 tin cdy dwa trén chi s6 Cronbach
alpha. Pay la d6 tin cdy danh gid tinh tuong thich
noi tai.

- Phan tich tinh gi4 tri bing phuong phdp phin
tich twong quan hdi quy da bién.

- S6 liéu dugc nhap bing phan mém EpiData
version 3.1, phan tich bing phan mém IBM SPSS
version 19.0.

3. Két qua

C6 289/300 bénh nhan trd 131 bd ciu hoi (ti 1€
dap tingla 96,3%). C6 9 bénh nhan dudi 18 tudi, do
d6 con lai 280 phi€u dugce dua vao phan tich.

3.1. Phan tich yéu té'khdam phd

Phan tich s& liéu trong (missing) trong 26 bi€n
s6 ddnh gid cda thang do PSS cho thay khong c6
bi€n s& ddnh gid nao c6 trén 5% s6 liéu trong. Do
dé, s6 liu trong trong miu nghién cdu nay la chap
nhin dugc [5]. Trong trudng hgp nay, st dung k§y
thuat loai bd s& liéu tréng (listwise) d€ phan tich
yé&u t6 kham phd. Vi k§ thuat ndy, ¢ miu con lai
d€ phan tich y&u t6 kham ph4 1a 242.

Phan tich twong quan cho thdy Barlett's test cho
két qud p < 0,001 chitng t ring ma tran twong quan
khong phdi 12 ma trdn don vi (identity matrix);
Kaiser-Meyer-Olkin (KMO) test bing 0.868 chiing
té ring ¢ miu 12 dd so v6i s6 lugng bién sd cla
thang do [7]. Nhu vay thang do PSS phu hgp cho
phan tich yé&u t6 kham ph4.

K&t qua phan tich y&u td khdm phd bing
phuong phdp phén tich thinh phin chinh va quay
vong Direct Oblimin cho k&t qua c6 5 yé&u t6 c6 gid
tri eigen > 1 va ti 1€ phuong sai trich xuat bing 5%
trd 1én (trit yéu t& 5 gan bing 5%) (Bang 1).

Biéu d6 Scree (Hinh 1) ciing cho thiy 5 yéu t&
dudgc trich xuat.

K&t qua cho thdy mic du da dugc thém vao 1

Bdng 1. Phén tich phuong sai dvoc trich xudt clia
thang do PSS

Téng binh phuong cdc he s6'tdi trich xudt

Yéu 16 Téng binh phitong

Téng % phuong sai % cong don h¢ 50'tdi xoay vong
(eigenvalue)
1 7,427 28,565 28,565 5.910
2 3,905 11,905 40,470 3,714
3 1,509 5,820 46,272 2,500
4 1,382 5,317 51,589 3,406
5 1,209 4,649 56,238 3,245
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y€u t6 1a thd tuc hanh chinh nhu 12 yéu t6 thit 6,
nhung phin tich y&u td kham ph4 cho thdy cdc bié€n
s0 danh gid chi tdi trén 5 y&u t& ma thoi, phit hdp
véi thang do SERVPEREF.

Scree Plot

Eigenvalue
bl

12 3 45 6 7 2'3 fl3 1'01'1 1'21'31'41'51'61'71'81'92'02'1 2'22'32'42'52'6
Component Number
N oA A A , s A 2,
Hinh 1. Biéu do Scree cho phdn tich yéu téo khdm
phd cia thang do PSS

Ma tran ciu tric va ma tran mo hinh dudc trinh
bay tai Bidng 2 va Bdng 3. Bi€n s v20 "Ho 1y ludn
ludn lich s, nha nhan véi Ong (Ba)" tdi trén 3 yéu
t8: 1,4, va 5 trong ma trin ciu triic, véi hé sd tdi cao
nhat thudc vé yéu td 1 (0,479). Tuy nhién, trong ma
trAn mo hinh, bi€n s8 nay chi tdi trén yéu td 5 v6i hé
s6 tai l1a 0,336. Hon nita, hé sd tdi cia bi€n s6 nay
v6i y&u t6 5 trong ma trin ciu triic khic biét khong
nhiéu vdi hé s6 ti vdi y&u td 1 (0,476 so véi 0,479).
Do d6, s& hop 1y d€ bién s& v20 tai trén yéu td 5.
Piéu nay c6 thé gidi thich 13, do ho 1y chi 1a nhitng
ngudi lam cdc cong viéc thong thudng, khdng lién
quan dén chuyén mon nhu bic si hoic diéu dudng,
cho nén cé thé quan niém clia ngudi bénh cho ring
ho 1y khong déng gép trong van dé bido ddm chat
lugng diéu tri (y&u t& 1). Chinh vi vy bién s6 nay
dudc tai trén y&u t6 "sy cdm thong" (y€u td 5).

Bién s6 ddnh gid v14 "cdc khoa phong thi sach
s&" tdi c6 ¥ nghia hon trén yé&u td 1 (0,585) so véi
yéu t6 3 (0,478). Tuy nhién, ¥ nghia cla bi€n sé nay
thudc vé "Cd s3 vat chat" cho nén c6 th€ d€ bién s6
nay thudc y&u t6 3. Phan tich dd tin cy ti€p theo sé&
gitp khing dinh Iya chon nay.

Yé&u t6 2 (Sy dap dng) gdbm céc bién s6 danh gid
lién quan dén thdi gian chd dgi, bao gdbm ci thdi
gian chd dgi ddp tng tir bac si, diéu dudng, k€ ci
thl tuc hanh chinh. Bi€n s v21 "Bé&nh vién tinh qu4
déng ddc bénh nhin" dv ki€n ban diu dudc dit

trong y&u td "Cd s vat chat", nhung k&t qua phan
tich y&u t& lai dugc tdi 1én yéu t6 2. Piéu nay c6 thé
dugc gidi thich nhu 1a hdu qua cda tinh trang "d6ng
dic bénh nhan" lam ting thdi gian chg ddgi, va do
d6 4nh hudng dén "sy ddp dng".

Bdng 2. Ma trgn céu tric ciia thang do PSS

o Yéu 1o

Bién 56 ddnh gid 7 3 3 7 5
1. Bio ddm chat lugng
V3 Khi Ong (Ba) c6 vin dé bénh tat cin gidi quyét, bicsitéra | 569 453
quan tim d€ gidi quyét cho Ong (Ba)
V6 Piéu dudng hojc nir ho sinh [a nhing ngudi ¢6 chuyén mon 603 451
16t
V7 Béc si chdn dodn bénh chinh xdc 685 325 309
V13 Piéu dudng hodc nif hd sinh luén ludn lich sy, nha nhin 709 508
véi Ong (Ba)
V18 Bic si luon ludn lich s, nhi nhiin véi Ong (Ba) 606 310 530
V19 Cdch cu xitf ciia nhéin vién Bénh vién tao duge sy tw tin cho | 627 325 593
bénh nhan
V22 Bic si ctia Bénh vién tinh 13 nhing ngudi ¢6 chuyén mon 748
16t
V24 Bic si c6 quan tim dén (Ong) Ba 789
V25 Piéu dudng hodc nit h sinh ¢6 quan tim dén Ong (Ba) 667 416 396
2. Sy dép \ng
V1 Béc sT qud ban ron dén ni khong ddp ting dugc yéu ciu ciia 736
Ox\g (Ba)
V8 Thii tuc hanh chinh ciia Bénh vién lam mét nhiéu thai gian 666 559
V12 Thdi gian chi dgi d€ lam xét nghiém va/hodc chup phim, 347 | 629 | 345
siéu dm 1a qud lau
V15 Mt qué nhiéu thdi gian cho thii tuc xut vién 704 | 396
V16 Piéu dudng hodc nif h¢ sinh qud ban ron dén ndi khong 677
ddp ting duge ngay yéu ciu clia f)ng (Ba)
V21 Bénh vién tinh qua dong diic bénh nhan 454 367
V26 Thi tuc chuyén vién qud phiic tap 771
3. Co sd vat chat
V5 Bénh vién c6 dii giudng cho bénh nhan nim 799
V9 Bénh vién tinh ¢6 mdy méc vi trang thi€t bi hién dai 393 589
V14 Cic khoa phong thi sach s& 585 478 357
4. Sy tin ciy
V4 Gid gide lam viée clia Bénh vién 12 thuan tién cho bénh 667
nhan
V10 Khi Ong (Ba) c6 vén dé bénh tat cin gidi quyét, diéu 430 757 | 384
dudng hodic nit hg sinh t6 ra quan tam dé gidi quyét cho Ong
(Ba)
V11 Piéu dudng hodc nif h sinh ludn sin sang gitp dd Ong 462 707 392
(Ba)
5. Su cam thong
V2 Ho Iy luén sin sang gitp d3 Ong (Ba) 339 488 529
V17 Ong (Ba) duge khim bénh ngay, khong phii chd ddi lau 439 697
V20 H§ 1y Tudn ludn lich sy, nha nhin véi Ong (Ba) 479 431 476
V23 Thil tuc nhdp vién thi don gidn 636
Ghi chii: C4c s6 ¢6 gach dusi c6 5 tii trén nhidu y&u 5. Cdc s6 in dam bi€u hién bién s¢ dnh gid s&
thude v& y&u t& tuong ing; Céc hé s6 tai cé gid tri < 0.3 dudc bd trong.

3.2. Phdn tich d¢ tin cdy

D0 tin cay dugc phan tich nhw 1a budc cudi ciing
dé quyét dinh cdc bién s6 ddnh gid thudc yéu td nao
va xdc dinh thang do chinh thitc. K&t qui (Bing 4)
cho thdy cdc yé&u t& "bdo ddm chat lugng", "su ddp
tng" va "su tin cdy" ¢6 chi s6 Cronbach's alpha cao
(0,865; 0,810; va 0,726). Y&u t "su cdm thong" ¢
chi s6 Cronbach's alpha chdp nhan dugc (0.624), va
yé&u t& "co s vat chat" c6 Cronbach's alpha thap
(xap xi 0,6).
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Bdng 3. Ma trgn mé hinh ciia thang do PSS

Bdng 4. Phdn tich dj tin c@dy ciia thang do PSS va

Ve tiing yéu té’
euto
Cdc bidh 6 ddnh gid ciia PSS gy
1 2 3 4 5
1. Bio ddm chat ligng He 56 H¢ .w‘)/ Trung SD
KO 2 <0 va n 02 b (¢ oAn 23l quvEt bic STt 3 tiong | alpha néu | binh
V3 Khi Ong (Ba) c6 v n d€ benh 1t cdn gidi quyct, blesTtd ra | 460 314 Bién 56 danh gid theo timg yéi 16 (N=242) quan | bidn s6'bj
quan tim d€ gidi quyét cho Ong (Ba) Jtem- logi
V6 Diéu dudng hojc nir h sinh 1 nhitng ngudi c6 chuyén mon 5t | 493 total
V7 Bic si chin dodn bénh chinh xéc 667 Bio dim chi lugng (4 = 0,865)
V13 Pidu dudng hojc n ho sinh ludn ludn lich sy, nhd nhin véi | 578 304 V3 Khi Ong (Ba) ¢6 vd n dé bénh tat cin gidi quyét, bic sitd ra | 0.518 | 0858 374 | 0757
Ong (Ba) quan tam d€ gidi quy&t cho Ong (Ba)
V18 Bic si ludn luén lich sy, nha nhin véi Ong (Ba) 446 356 V6 Diéu dudng hoic nit ho sinh la nhitng ngudi ¢6 chuyén mon ot | 0,560 0,854 3,54 0,779
V19 Cdch e x 1 ciia nhan vién Bénh vién ta o dude sy twtincho | 465 445 V7 Bic 51 chn dodn bénh chinh xdc 0544 | 0.856 350 | 081l
bénh nhin — — — —
— V13 Pi¢u dudng hodc ni ho sin h ludn ludn lich sy, nha nhin véi 0,669 0,844 3,50 0,795
V22 Bic si céia Bénh vién tinh 1 nhig ngudi ¢6 chuyén mén 5t | 787 - .
B Ong (B2)
V24 Bic sT¢6 quan tam dén (Ong) Ba 833 - — -
_ — V18 Bic si luon luon lich sy, nhd nhin vdi Ong (Bi) 0597 | 0,851 367 | 0771
V25 Bidu dudng hodc nit ho sinh ¢6 quan tim dén Ong (Ba) 554
— V19 Céch cu x {f cGia nhn vién Bénh vién ta o dugce syt tincho | 0,599 0,851 349 0,730
2. Sy dap ing
- — — — bénh nhan
V1 Bic si qud ban ro n d&n ndi khong dip ting duge yéu ciu cla 789 -
A . V22 Béc si clia Bénh vién tinh 1a nhiing ngudi c6 chuyén mon t5t | 0,585 | 0,852 362 | 0754
Ong (Ba)
V8 Thii tuc hanh chinh cGa Bénh vién lam mit nhidu thi gian 609 | 477 V24 Bic 5T ¢6 quan tim dén (Ong) Ba 0.659 0,845 3.058 [ 0,748
V12 Thdi gian chd ddi ¢ & lam xét nghiém va/hoiic chup phim, 567 V25 Biéu dudng hodc nif hg sinh ¢ quan tim dén f)ng (Ba) 0,637 0,847 30.60 | 0,740
siéu am 12 qud lau Sy dip ing (3 = 0,810)
V15 Mt qui nhiéu thsi gian cho thii tuc xudt vién 636 | 309 — —
— V1 Béc 5T qud bin ro n dén ndi khong dép dng duge yéuciucia | 0515 [ 0,791 335 | 0962
V16 Diéu dudng hodc nit ho sinh qud ban ro n dén ndi khong ddp 734 A R
. N Ong (Ba)
ing dugc ngay yéu cau ctia Ong (Ba) = =
V8 Thi tuc hanh chinh ciia Bénh vién 1am mét nhi€u thdi gian 0,638 0,768 2.82 0,053
V21 Bénh vién tinh qud dong dic bénh nhin 401 367
V26 Thii tuc chuyén vién qud phic tap 736 V12 Thdi gian chd dgi d€ lam xét nghi¢m va/hodc chup phim, 0,569 0,781 2,82 0,990
3. Casé vat chat siéu nm)la qui Ialf i
VS Bonh vion o6 di giuong cho banh nhan mim P V15 Mit qud nhiéu thai gian cho thi tuc xuit vién 0630 | 0,771 295 | 0921
V9 Bénh vién tinh c6 méy moc va trang thict bj hién dai 522 V16 Diéu dudng hoiic n h¢ sinh qué ban ro n dén ndi khong ddp | 0451 0,801 3,37 | 0903
V14 Ciic khoa phong thi sach s¢ 471 349 ng duge ngay yéu cdu ela Ong (B)
4. Su tin cay V21 Bénh vién tinh qué dong dic bénh nhan 0375 | 0813 243 | 0905
V4 Gid gide lam viée ctia Bénh vién la thugn tién cho bénh nhan 661 V26 Thii tuc chuyén vién qud phic tap 0645 | 0,767 296 | 1,016
V10 Khi Ong (Ba) ¢6 vin dé bénh tat can gidi quyét, diéu dudng 696 Co s& vat chat (4 = 0,595)
hodc nif ho sinh t3 ra tam dé gidi quyét cho Ong (B2
0c 17 ho sinh 16 13 quan tm d¢ gidi quyé cho Ong (B2) V5 Bénh vién oo dii giudng cho bénh nhan nim 0374 | 0554 | 314 | 1,082
V11 Piéu dudng hoiic ni¥ ho sinh luon sin sing gitip d3 Ong (Ba) 625
- V9 Bénh vién tinh c6 may méc va trang thiét bi hién dai 0,461 0421 326 [ 0888
5. Sy cam thong
V2 Ho I uon sin sang gitip 43 Ong (Ba) i | 4 V14 Céc khoa phong thi sach s& 0389 [ 0516 333 | 0929
V17 Ong (BA) duge kham bénh ngay, khong phéi chd dgi lau 601 Sy tin cdy (4 = 0,726)
V20 o 1y ludn luon lich sy, nhd nhan véi Ong (B2) 336 V4 Gid gidc lam viéc cla Bénh vién Ia thuan tién cho bénh nhan | 0.411 0,796 3,75 | 0,788
V23 Thi tyc nhdp vién thi ddn gidn 654 V10 Khi Ong (B3) c6 vA n & bénh 4t cAn gidi quy€ t, didu dudng | 0.641 | 0521 | 365 | 0781
Ghi chii: Cic 58 ¢6 gach dudi co he i trén nhiéu y&u 3. Cic s6 in ¢am biéu hién bién s& ddnh gid s& hodc nit h sinh t ra quan tam dé gidi quyét cho Ong (BA)
thude v y&u t6 wiang dng; Cdc hé 5§ tai ¢6 gid tri < 0.3 duge b6 irdng. V11 Diéu dudng hodc nit ho sinh luon sin sing gip 3 Ong (Ba) | 0.606 | 0568 | 3.6 | 0,766

C6 3 bi€n s6 ddnh gid lam ting chi s&
Cronbach's alpha khi loai bd chiing ra khéi thang do
PSS. b6 1a cdc bi€n v21, v4, va v23 thudc cdc yéu
t6 2,3, va 5. Tuy nhién, loai bé v21 chilam ting chi
s6 Cronbach's alpha cla y&u t& 2 khong nhiéu (tir
0,810 1én 0,813) cho nén khong can thiét loai bd
bi€n s& nay. Loai bd bi€n s v4 ciing 1am ting
Cronbach's alpha clia yéu t6 4 khong nhiéu (tir
0.726 1én 0.796). Hon nita, y&u td ndy chi ¢6 3 bié€n
s6 danh gid, cho nén can gitt lai v4 d€ ddm bio c6
t6i thi€u 3 bi€n s6 cho mbi yé&u t8. Sy giit lai v23
cling dugc giai thich biang Iy do tuong ty.

Xét toan bd thang do, chi s6 Cronbach's alpha
0,88 cho thay thang do PSS c6 d6 tin cdy cao. Viéc
loai bd v6 chilam ting Cronbach's alpha khéng dédng
k& (tir 0,880 1én 0,886). Do d6, toan bd 26 bién s
danh gia ciu thanh thang do PSS dudc giff lai.

K&t qud phan tich y&u t6 khdm ph4 va phan tich
d6 tin cdy & trén dd xdc dinh thang do PSS chinh
thitc ciing v6i nhitng y&u td cAu thanh (Bing 4).

Sy ¢am thong (4 = 0,624)

V2 H¢ Iy ludn sin sang gitip d3 Ong (Ba) 0,476 0,505 3,50 0,424
V17 Ong (Ba) duge khdm bénh ngay, khong phdi chd dgi lau 0,455 0,518 3,17 0,380
V20 Ho 1y luén luén lich sit, nhd nhin véi (3ng (Ba) 0,413 0,551 3,38 1,000
V23 Thit tuc nhap vién thi don gidn 0,293 [ 0,630 322 | 0163
Toan b thang do (4 = 0,880) 0,232 884" 86,97 | 11,324

Ghi chii: * N&u v6 bj loai. S& in dim va gach dudi biéu thi hé s& alpha ting 1én néu bién s& danh
gid d6 bi logi.

3.3. Phadn tich tinh gid tri

Nhu di néi trén, mot cAu hdi nhim ddnh gid sy
hai 10ng néi chung clia bénh nhin dudc st dung dé
khéo sdt tinh gid tri hdi tu (convergent validity) cia
thang do PSS [6]. Bi€n sd d4nh gid nay ciing thudc
thang 5 diém cia Likert, goi 12 bién s& "hai long".
N&u sy tuong quan gifta bi€n s& "hai long" véi cdc
y€u t& c4u thanh thang do PSS 1a ¢6 ¥y nghia, ta c6
thé xdc dinh thang do PSS 1a c6 gi4 tri hoi tu.

K&t qud phan tich § Bdng 5 cho thdy cd 5 yéu
td déu c6 moi tuong quan c6 ¥y nghia thong ké véi
bi&n s6 "hailong". Hiu hé&t y nghia thong ké clia cac
moi twdng quan nay & mic p < 0,001.
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Bdng 5. Phén tich tuong quan giiia 5 yéu té ciia
thang do PSS va bién s6 ""hai long"

Yéu 16 Mean SD H FI F2 F3 F4 FS
Hai long (H) 3,550 | 0,760

1 Bdo ddm chat lugng 3,583 | 0,531 0.599

2 Sy ddp ing 2,959 | 0,660 | 0,184" | 0,266

3 Cd 8 vat chat 3,245 | 0,721 0,385 | 0489 | 0,201

4 Sy tin cdy 3,671 0,626 0,363 | 0,596 [ 0,126° | 0,412

5 Sy cdm thong 3,316 | 0,616 | 0496 [ 0,639 | 0,293 | 0,360 | 0,487

Ghi chii: * p = 0,02; " p = 0,001, € p = 0,027: ngodi ra, p <0,001

bé khezlng dinh thém tinh gi4 tri hdi ty nay, mdt
md hinh héi tuyén tinh dugc dé nghi giita bi€n s6
phu thudc 12 bi€n "hailong" va 5 bi€n s6 doc 1ap l1a
5 y&u td cla thang do PSS.

Bdng 6. Mé hinh hoi quy tuyén tinh giita cdc yéu té’
thang do PSS va bién sé ""hai long"'

Mé hinh a as P R Adj-R* F test
1 Bdo ddm chilt lugng 0642 | 0448 | 0000 | 0391 0377 | F=28,97
2 Sy ddp ting -0,010 | -0,009 | 0872 p=0,000...
3 Co s vt chilt 0,124 | 0,118 | 0054

4 Sy tin ciy 0,055 | -0,044 | 0512

5 Syt ¢dm thong 0237 | 0,191 | 0007

Constant 0,284 0,361

Ghi chi: B: hé s6 hdi quy. SE: sai s chud n, Ps: hé s6 hdi quy chuin hod, Adj-R* Hé s§ R* diéu
chinh.

K&t qua tai Bang 6 cho thay mo hinh héi quy 1a
c6 ¥ nghia thong ké véi p < 0,001 va R2 diéu chinh
bing 0,377. Piéu d6 c6 nghia 1a 37,7% bién thién
phudng sai cda sy hai long néi chung clia bénh
nhan dudc gidi thich bdi 5 y&u td cdu thanh cia
thang do PSS.

Ngoai ra, mo hinh hdi quy con cho thdy ¢6 2 y&u
t6 ¢6 ¥ nghia thong ké tdc dong dén sy hai long cla

bénh nhan néi chung 12 y&u t6 "bdo ddm chat lugng"
(B=0,642, p <0,001) va yéu t& "su cdm thong"
(B=0,237, p <0,007). Cdc hé s& hdi quy chudn héa
cho thdy y&u t6 "bdo ddm chat lugng" c6 tdc ddng
16n nhat dén sy hai long néi chung ctia bénh nhan
(4 chudn hod = 0,448 so vé6i 0,191 cia yéu td "su
cdm thong™).

4. Ban ludn

- Thang do PSS 26 bién s& phat trién tir thang
do SERVPEREF di cho thay tinh gid tri va tinh tin
cdy trong viéc do ludng sy hai long cia bénh nhin
d6i v4i 2 bénh vién cla tinh Khanh Hoa.

- Thang do PSS bao gdm 5 yé&u t& cAu thanh: Sy
bao ddm cha't lugng, sy ddp ¢ng, cd s& vat chat, su
tin cdy, va sy cdm thong, phi hgp véi 5 yé€u t6 clia
cédc thang do SERVPERF.

- Khdo sdt so bd tai 2 bénh vién Cam Ranh va
Van Ninh trong nim 2012 cho thiy 2 yé&u td quan
trong g6p phan vao sy hailong clia bénh nhan 13 y&u
t6 "bdo ddm chat lugng" va "su cdm thong", trong d6
"bdo ddm chat lugng" c6 tdc dong 16n nhat. Do do,
dé cai thién sy hai 1ong cda bénh nhan, cin nghién
cdu cdi thién cdc bi€n s ddnh gid c6 lién quan.

- Cin c6 thém nhiéu nghién citu theo huéng
phan tich y&u t6 khdm pha dé khio sat ddy di thang
do PSS trudc khi ti€n hanh cdc phan tich khing dinh
(confirmatory factor analysis) nhim 4p dung thang
do PSS tai cdc bénh vién cia Viét Nam trong khudn
kh& clia cong tic quin 1y va ddnh gid chat lugng
bénh vién.
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