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PAT VAN DE:

* Cham séc diéu duwdng: thanh té chat lwgng quan trong

® Cham sdc diéu dudng ngoai tru:
* Top-5 noi dung khong hai long (Kiosk khao sat — SYT)
* D3c thu: lvu lwgng 1&n, thoi gian ngdn, md hinh da dang (cdp doi, cum)
e Vai tro tuwong tac, gido duc strc khoe: yéu to chia khda

* Chwa cé thang do chat lwvgng CSPD ngoai tri phu hop bdi canh

* ONC (2018): Nhém nghién ctru BV. Nhi dong 1

Hoan thién thang do phu hop cac loai hinh BV: ddi sanh chuan
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* Tong quat: Phat trién thang ONC (thang do trai nghiém)

MUC TIEU:

* Chuyén biét:
* Phat trién thang ONC (Outpatient Nursing Care Scale): phu hop cac mé
hinh bénh vién, phan hang, chuyén khoa

* Kiém dinh chat lwong thang do & mé hinh twong quan cac khai niém
trong thang do
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PHU'O'NG PHAP TIEP CAN NGHIEN CU'U:

Thiét ké hon
hop, cat ngang
- Xay dwng mo hinh do lvong khai niém ly thuyét (Giai doan dinh

Tong quan y van & thao ludn nhém nghién ctru:

- Dé xuat mo hinh nghién ctiru & cac gia thuyét ly’@’ng)

Nghién ctru dinh tinh:
- Chuyén gia: Hoan thién & danh gia gia tri n6i dung BCH
- P6i twong dich: Panh gia gia tri biéu thi (Face validity)

Nghién ciru dinh lwong:
- Kiém dinh chat lwong bd cau hoi

- Xac dinh mo6 hinh twong quan gitra cac nhom khai niém
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TONG QUAN Y VAN

Mo hinh do lwéng chat lwong dich vu

®* SERVQUAL/SERVPEF: 5 CT, 22 cau

* PPEQ (Picker Patient Experience
Questionnaires)
*PSQ-18 & PSQ-Ill  (patient

Satisfaction Questionnaires 18 & lll)

® HCAHPS (Hospital Consumer Assessment
of Healthcare Provider and System)

Tai Viéet Nam:

M6 hinh do lwéong chat lwong CSPD
®* NSNS (Newcastle Satisfaction With

Nursing Scale, Thomas va cong su, 1996)

* PSNCQQ (Patient Satisfaction With

Nursing Care Quality Questionnaires,
Laschinger va cong su, 2005)

* PSNCS (Patient Satisfaction with Nursing
Care Scale, Tang WM, 2013)

M6 hinh SERVQUAL: RATER

BO cau hoi khao sat nguoi bénh ngoai tru (BYT, 2016)

M6 hinh th& bac danh gid chat lwong dich vu y té (Truong va cong su, 2016)

Sep, 2019
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MO HINH BE XUAT SAU NGHIEN CU’U PINH TiNH:

Chat lvgngti€p [C

nhan nguwoi bénh

cua diéu dudng
phong kham
(TIEPNHAN)

Sep, 2019

Trinh d6 van hoéa
Nghé nghiép
Lan kham
Khu kham
(BIEN KIEM SOAT &

Chat lvgng thuc hién
thong tin, tw van cho
nguwoi bénh cda diéu
dudng phong kham
(HUONGDAN)

Ky nang giao tiép
ctia diéu dudng
phong kham
(GIAOTIEP)

Cac yéu té hiru
hinh lién quan
diéu duwdng phu
bac sy kham
bénh
(HUUHINH)

Hai long chung vé cham séc
diéu duéng (HAILONGCHUNG)

Phat trién bd cau hdi do ludng chat lwgng CSPD ngoai tri (ONC). Hoi nghi Nhi khoa 2019

BCH: 28 ciu, 5 cau truc
nhan to, hai long chung:
nhiéu thanh phan




') BO CAU HOI DO LUONG KHAI NIEM: LIKERT 5 KHOANG
Ms | NOIDUNGCAUHOI _ Mms | NOIDUNGCAUHOI |

Phong khdm gon gang, sach s&. S gl Than thién.

GLEM Tic phong cda diéu dudng phu hop. [ 3 Giong ndi nhe nhang, d& nghe.

GLEM Trang phuc phu hop. [SEM Xung ho ding muyc va lich suy.

LI Dam bao su riéng tu cho ngudi bénh. [ An can véi ngudi bénh.

LYEB s3p x&p ngudri bénh vao kham phi hop Biét I3ng nghe.

Kiém tra théng tin ngudi bénh nhuw tén, tudi, dia chi. Nhiét tinh khi chdm séc va huwdng dan.
LOEM Quan sét ngudi bénh khi vao phong kham. T6i nght hoat déng chim séc didu
Lam viéc tap trung. i dudng cé chat lugng tét.

ERER C6 trinh d6 chuyén mén phi hop (C6 ki nang chuyén mén phii hop). Téi tin tudng v& cham séc cha didu
Kiém tra dau hiéu can thiét (mach, do huyét ap, nhiét do...) dudng & day.

Hudng dan cac budrc can lam tiép theo T6i hai long vé céch diéu dudng cham
GREM Hudng dan ngudi bénh dé tim d&n Noi CAN TG wm e sim e e o HL3 s6¢ ngudi bénh.

LM Huéng dén céch st dung thude rd rang. Toi nghf didu dudng danh dd thoi gian
BDEM Hudng din cac cham sdc can thiét tai nha. . cho toi.

GDYM Hudng dan tai kham va khi ndo can tai kham ngay.
HD5 [CRIERE=NIIEERITIERIEURUELIN R Ml Bicn kiém soat: Gidi, nghé nghiép, trinh do
DI Hudng din thong tin rd rang, d& hiéu.
BEEMN Luong thong tin dugc cung cdp 1 vira da.
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PHIEU KHAO SAT ONC

Ma s6 phiéu khao sat:

| Ngay khao sat: | | [ | ‘ |

PHIEU KHAO SAT HAI LONG VE HOAT PONG CUA
PIEU DUONG TAI PHONG KHAM

Nhiim gitip bénh vién phat hién nhimg diém cén diéu chinh, gép phin ning cao chét lwong
phuc vu ngudi bénh ciia didu dudmg tai phong kham, mong Quy vi vui long danh chit thai gian dé
thue hién khao sat nay.

Phin I:

Vui long POC KY NOI DUNG TUNG CAU va danh dau chéo (X) vao 6 twong tmg theo
Mire P§ Péng Y Ciia Céu Hai tir “Rét khong dong ¥~ (mirc 1) dén “Rét dong ¥ (mirc 5) ddi vai
diéu dudng va hoat dong ciia ho & phong khdm ma Anh (Chi) mong doi khi dén kham.

1. 2. 3. 4. 5.
Ma A Rit Khong| Tam | Bong | Rat
kb NQI DUNG khong dong | duge dong
déng ¥ ¥y

18. | Luong théng tin duge cung cép 14 vira di.

19. [ Than thién.

20. | Gigng néi nhe nhang, dé nghe.

21. | Xung ho ding muc va lich su.

22. | An can véi ngudn bénh,

23. | Biét lang nghe.

24. | Nhiét tinh khi chdm s6c va huéng dan.

00000060
0000000
0000000
000000 Om

=2
=

HAI LONG CHUNG CUA ANH (CHI) VE HOAT DONG C
TAI PHONG KHAM

ADIEUD

=1

Toi nghi hoat dong chiim s6c diéu dudng c6 chat lugng

25, tot.

26. | Téi tin tuéng vé chiim séc cia didu dudng & diy.

OO
000
GO©

27. | Téi hai long vé cich diéu dudng chim séc ngudi bénh.

00000000000

OEEE)| 2

28. | Téi nghi diéu dudmg danh du thi gian cho t6i.

©
©
)

i L. 2, e[S
NorboNG b, | S| gom o) K
déng y y
ANH (CHJ) CAM NHAN NHU THE NAO VE HOAT PONG DIEU DUONG
TAI PHONG KHAM?
1. | Phong kham gon gang, sach sé. @ @ @ @ @
2. | Tac phong ciia diéu dudmg phi hop. @ @ @ @ @
3. | Trang phuc gon gang, lich su. @ @ @ @ @
4. | Dam bao sy riéng tw khi khim bénh. OOG WE
5. | Shp xép ngwiri bénh vio kham phu hop. OOG @G
6. | Kiém tra thong tin nguai bénh nhu tén, wéi, dia chi. OOG O
7. | Quan sét nguisi bénh khi vio kham. OOO OE
8. | Lam viéc tap trung. @ @ @ @ @
9. | C6 ky ning chuyén mon phi hgp. @ @ @ @ ®
10. ;(;liﬁtra dau higu can thiét (mach, do huyeét ap, nhiét @ @ @ @ @
11. | Huéng din cic bude can lam tiép theo. @ @ @ @ @
12| S o e nang G s ey | (D D & D
13. | Huong din cach sir dung thuée rd rang. @ @ @ @ @
14. | Huéng din cic chim soc cin thiét tai nha. @ @ @ @ @
15. | Huéng din téi khém va khi ndo cin thi khim ngay. OOG) WG
16. | Gii dp cau hoi ciia ngudr bénh & thin nhan kip i, | (1) (&) (3) () (&)
17. | Huéng dan théng tin rd rang, dé hiéu. @ @ @ @ @

Phéin I1: Vui long cung cfp théng tin lién quan dén c4 nhan (ngudi tra 1di khio sat).

Giéi tinh: 0O Nam O Nir

Nghé nghigp: O Chu doanh nghi¢p/Lanh dao co quan O Nhén vién viin phong O Khac

Trinh d§ vin héa/chuyén mén:

O Dudi cip 3 0O Cép 3/Trung cip nghé O Cao ding, dai hoc tro 1én

Dén kham tai bénh vién lin thir: O Lan diu O Tir lin thir 2 tré 1én

Khém bénh é: O Phong/Khu kham BHYT O Khém thuémg O Kham theo véu cdu (dich vy)
Néu Anh/Chi ¢é ¥ kién gép ¥ khac, vui long ghi ré:

Trin trong cam on Anh/Chij da thye hi¢n Khao sat!
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®* BCH hoan thién sau NC dinh tinh

NGHIEN CU’U DINH LUONG: THIET KE CAT NGANG

Khao sat: 12-13/2019

* Hwéng dan khao sat, tap hudn nhém KS (7 cum)
* C& mau toi thiéu: s6 cau hoi x [5-10] = 30 x [5-10] = [150-300]

* Chon mau: thuan tién, dinh mdc theo cum (300)

®*lam sach dit

*Chon3cumt

iéu: loai khuyét > 10%, t

niét [ap mod hinh, 4 cum

nay “median”

kiém dinh mo

* Da khoa tuyén tinh, da khoa tuyén huyén, chuyén khoa

Sep, 2019
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PHAN TiCH DU’ LIEU PINH LUONG:

Cronbach’s alpha > 0,6
Pé xuat & kiém dinh thang do: | :> Mo hinh nguyén nhan (gia

EFA/CFA thuyét): SEM
: \
EFA/CFA/SEM: Model fit
Trich: ML Construct validity: FL > 0,6; SMC > 0,3; CR
KMO > 0,8; Barlett (P < 0,05) \ >0,7; AVE > 0,5; MSV < AVE
| , , .
| Phép trich: MLE Invariance test
psych, lavaan o x
’ Quay: Promax Y Cross validation (cum mau 2) j
| Chon (gitr lai) nhan to: \
| Scree plot + Eigenvalue > 1 ' Panh gia mo hinh CFA/SEM: Global > Local = B4t bién = Kiém dinh chéo
| ) - Model fit: CMIN/df < 3, CFI > 0,95, TLI > 0,9; RMSEA < 0,06; SRMR < 0,05
| FL>0,4; SMC>0,3; chéo <0,3 - R (SMC: Squared Multiple Correlation): > 0,3 (CFA); > 0,15 (SEM)
o> 0,6; ES of SL > 50% / - P-value: < 0,05 OR > 0,05 (so sanh)
- Tinh bat bién (da nhém): A % 2; ACFI < 0,01 2 Kiém dinh chéo /

11
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Correlogram of ONC at Children's Hospital 1
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Carr

eigenvalues of principal components and factor analysis

12

10

Parallel Analysis Scree Plots

PC Actual Data
PC Simulated Data
PC Resampled Data
FA Actual Data
FA Simulated Data
FA Resampled Data

o,

Factor/Component Number
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Ma tran cau tric nhan té

KET QUA: EFA — MAU ND1 (loai: c18, ¢6, c9 )

Mo hinh EFA dé nghi

Factorl Factor? Factor3 Factord Factors

______

cl 0.06 (0.74) -0.14 -0.09  0.05

c2 0.20 '0.681 -0.29 0.05  0.07 . L

3 0.02 10.75 -0.03 -0.04 0.07 huuhinh Yéu t6 hitru hinh cl,c2,c3,c4,c5,c7,c8 7

c4 -0.13  10.81) 0.23 -0.02 -0.26

E? ‘B;i? ;3;&3; 8:5% 8:83 ‘8;8§ i el Quy trinh ti€p nhan DD ¢10,c11,c12 3

c8 0.06 |0.45' 0.09 0.13 012, N

cl0  -0.02  °*06-25¢  0.05  -0.07 ,0.60, G T-CELIM Hedng dan QT kham c13,c14,c15,c16,c17 5

cll -0.16 -0.06  0.04 0.13 '0.96!

S35 000 o1 orn o0s i BN Ky nang giao tiép cia D ¢19,c20,c21,c22,c23,c24 6

c14 0.03 0.00 ! 0.75 -0.03  0.04

15 0.10 0.01 ! 0.77, -0.04 -0.06 : e A

T 5 04 0,07 0.8 -0.02 5 00 hailong Hai long chung vé CSPD  ¢25,¢26,c27,c28 4

c17  0.10. -0.03 '0.75 0.07  0.04 . v o ,

19 '0.88) 0.08 =6-05 0.01 -0.05

19 0.8 0.08 “oi05  0.00 -0.05 Eigen value & phwong sai giai thich

2 10196! 003 005 -0.01 -0.09

L E R D I

c24 10.72) -0.10 0.10 .0.12  0.05 oadings . . . . g7

25  0.06° -0.01 -0.03 | 0.90 0.00 : = i

Egg 0.06  -0.02 -0.09 :0.82 0.09 Proportion Var 0,179 0.130 0.128 0.100  0-079

<78 0.10 0.05 0.12 i\ﬂ:ﬁﬁ’: 0.01 Cumulative Var 0.179 0.309 0.437 0.537 '\DEIE '
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KET QUA: CFA (MAU TV) (n= 335)

- e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e

| huuhinh =~ cl+02+03+c4+c5+c7+c8
Mé hinh qttiepnhan _=- cl0¥clltcl2
ban dau | I:huongdan =~ 'c]&:’14+c15+c16+c17
giaotiep =~ c19+c20+c21+c22+c23+c24
hallong =~ 025+026+027+c28

-m-m

0,836 0,432 0,516 0,657
0,842 0,523 048 0644 0,723

HECIl 0923 0,704 0,650 0,719 0651 0,839

EUCNE 0,906 0,710 0,650 0669 0,697 0,806 0,842

Sep, 2019 Phat trién bé cau hdi do ludng chat lwgng CSDD ngoai trd (ONC). Hoi nghi Nhi khoa 2019
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__________________

"""""""" [hs op rhs est  sel  z pvalue ci.lower ci.upper std.[v std.all |std.nox
1  huuhinh =~ ¢1 1.000 0.000. NA | NA 1.000 1.000 0.494 : 0.678! 0.678
2 huuhinh =~ ¢2 1.097 0.091'12.005 . 0 0.918 1.277 0.542 . 0.742: 0.742
3 huuhinh =~ ¢3 0.729 0.074; 9.783 0 0.583 0.875 0.360 . 0.589: 0.589
4 huuhinh =~ ¢4 1.009 0.093 10.903 0 0.828 1.191 0.499 . 0.684: 0.684
5 huuhinh =~ «¢5 0.846 0.084:10.113 0 0.682 1.009 0.418 : 0.635: 0.635
b huuhinh =~ ¢7 0.942 0.101; 9.288 . 0 0.743 1.140 0.465 . 0.586: 0.586
7 huuhinh =~ ¢8 1.063 0.103) 10. 367 0 0.862 1.264 0.525 . 0.662: 0.662
8 huongdan =~ c13 1.000 0.000. NA | NA 1.000 1.000 O0.e680: 0.738, 0.738
9 huongdan =~ c14 1.014 0.079:'12.768 . 0 0.859 1.170 0.690; 0.713: 0.713
10 huongdan =~ c15 0.928 0.074,12.564 . 0 0.783 1.073 0.631 . 0.723: 0.723
11 huongdan =~ cl16 0.731 0.066:11.109 0 0.602 0.860 0.497 ¢ 0.671, 0.671
12 huongdan =~ c17 0.839 0.067:12.485 | 0 0.707 0.970 0.570: 0.769: 0.769
13 giaotiep =~ ¢l19 1.000 0.000! NA NA 1.000 1.000 0.690 1 0.807: 0.807
14 giaotiep =~ c20 0.968 0.046:21.220 0 0.878 1.057 0.668 . 0.817: 0.817
15 giaotiep =~ c21 0.883 0.051:17.185 | 0 0.782 0.984 0.610; 0.813:. 0.813
16 giaotiep =~ c22 0.980 0.055'17.961 . 0 0.873 1.087 0.676; 0.841: 0.841
17 giaotiep =~ c23 0.895 0.052;17.194 0 0.793 0.997 0.618 . 0.825:! 0.825
18 giaotiep =~ c24 1.018 0.057:17.897 0 0.906 1.129 0.702 : 0.851: 0.851
19 hailong =~ c25 1.000 0.000: MA | NA 1.000 1.000 0.585: 0.817: 0.817
20 hailong =~ c26 1.005 0.054;18.693 0 0.900 1.111 0.588 . 0.851: 0.851
21 hailong =~ c27 1.095 0.05818.771 0 0.981 1.210 0.641: 0.881. 0.881
22 hailong =~ ¢28 1.116 0.065 17.176 i 0 0.989 1.243 0.653: 0.825: 0.825

__________________
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MO HINH CFA cUOI CUNG (M4, MAU TV)

Hinh 2. M6 hinh CFA cuoi cung (mau TV, m4) Hinh 2. M6 hinh CFA cuoi cung (mau TV, m4)
411 0.2d c1 5.63——0.54 cf
4.08 024 2 | - 5.59 049 c2 | -
- - -
427—0.24 c3 Nt A& 6.97——0.69 c3 S A&
4.09 0.2d c4 ‘“-«-__J;II.';?D:H 551 0.59 c4 DI8~
412 0.2 cs |— 101 : 626 060 c5 bﬁ-gg '
3.84 041 o7 p——094 433 0.6g o7 p——038
1.0 &5
387 0ad 8 A 5.0 0.54 c3 "
s7s—03qci3f Z;\Su. 4.07—0.4qc13 |
3.50 0.46 c14 b— " ""1.00 00 Ao 361 049 c14 "0
3.86—0.3d 15— 81 s.42—0.4d c15
394—0.30 c16 ::___:ﬂ;gﬁ i 5 32——0.59 c16

3.96 0.23 17 2.33 041 e17

3.92 02918~ "7 1. 458 =0.34 c18
3.98 uﬂ%ﬂ.ﬂ ' 4 87 D'Sﬁﬂ.?}ﬁ c2l
0.140 0.45
4.07 0.19 5.43 0.34 1
3.9 0.19 487 0.29 c22
3.98 0.13 2.3 0.33 c23
3.69 0.15 472 0.29 c24
3.90 0.17] 2.45 0.33 c25
3.97 0.13 .75 0.27 c28
3.9 0.13 T 023 c27
1 378 0.20 1 478 0.33 c28
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Tiéu chi

P (>0,05)

x*/df (<3)
CFI (> 0,9)
TLI (> 0,9)

N

RMSEA (< 0,06)
SRMR (< 0,05)

Sep, 2019

787,2
265
0,000
2,97
0,904
0,891
0,076
0,053

201
0.000
2,66
0,930
0,920
0,071
0,048

201
0,000
2,73
0,929
0,918
0,076
0,057

201
0,000
2,77
0,925
0,913
0,078
0,058

0,900
0,069
0,051

201
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201

KET QUA: CFA (MH CUOI CUNG 7 DIEM NGHIEN CU’U)

T wor [ ov |« [ ov [an |
535 549 556 484 657 400 471

201
0,000
2,34
0,948
0,941
0,061
0,043
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TiNH BAT BIEN CUA MO HINH: GIO1 TiNH

Df AIC BIC Chisq Ag? At prchisq@) - HA sO tai
config 4006 12837 13386 1004.0
weak 424 12824 13305 1027.1 23.135 18  0.185458 g Hé 56 chin
strong 442 12804 13216 1042.7 15.632 18 0.618219 <« | ]
strict 464 12803 13131 1086.0 43.237 22 0.004412 **<-.__ Phén du
Signif. codes: O *#**7 0.001 ***' 0.01 **' 0.05 *." 0.1 * "1
config weak strong strict
cfi 0.88038940 0.87936226 0.87983595 0.87558789
t11 0.86389139 0.86855039 0.87439866 0.87612415
rmsea 0.09377083 0.09215197 0.09007870 0.08945782
rmsea.ci.upper 0.10108907 0.09934305 0.09716154 0.09638256
srmr 0.05987283 0.07070758 0.07128352 0.07039019
18
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TiNH BAT BIEN CUA MO HINH: TRINH PO DAO TAO

Df ATC BIC chisq Ay? ADF  Pr(>cChisq) - Hé sO tai
config 609 12654 13678 1310.9 A,/’/
weak 645 12827 13514 1356.5 45.537 36 0.13247 e Hé 56 Chén
strong 681 12807 13356  1407.8 51.287 36 0.04728 ¥ ' '
strict 725 12821 13202 1510.2 102.467 44 1.452e-06 *##T- - Ph‘én du,
Signif. codes: @ **#*7 0.001 **7 0,01 T 0.05 .7 0.1 7 "1
config weak strong strict
cti 0.86080620 0.85891497 0. 85588359 0.84428958
tli 0.84160705 0.84841562 0.85334410 0.85116232
rmsea 0.10159641 0.09938885 0.097759/78 0.09848427
rmsea.ci.upper 0.10915040 0.106/7/7558 0.10498 387 0.10547040
S rmr 0.07330226 0.08202209 0. 08284807 0.08584284

Sep, 2019
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TiNH BAT BIEN CUA MO HINH: DIEM NGHIEN cU'U

DF AIC BIC Chisqg Ay? AT Pr(Chisq)
config 406 22886 23527 1127.1 TV & CC
weak 424 22883 23445 1160.4 33.323 18  0.015249 *
strong 442 22888 23369 1200.9 40.475 18 0.001798 **
strict 464 22913 23296 1270.4 69.553 22 7.775e-07 F**
S1gnif. codes: @ *##*7 0,001 T 0.01 7T 0.05 .7 0.1 771
config weak strong strict
cfi 0.91048310 0.90858082 0.90579063 0.89988/12
tl7 0.89813594 0.90038/59 0.90152776 0.90031864
rmsea 0.07479162 0.07 396038 0.07353589 0.07398597
rmsea.ci.upper 0.07999664 0.07906541 0.078541/71 0.07866490
S rmr 0.05135527 0.05890348 0.05931231 0.06144607

Sep, 2019
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KET QUA: SEM (MAU CC) (n=300)

sem.ml <- ' # latent wvariables

huuhinh =~ cl+c2+c3+c4+c5+c7+c8
huongdan =~ cl1l3+cl4+cl5+cl6+cl?
giaotiep =~ ¢19+c20+c21+c22+c23+c24
hailong =~ c25+c26+c27+c28

# regression

hailong ~ huuhinh + huongdan + giaotiep '

0,187 0,243 0133 1,819 0,069
0,006 0,007 9092 0,079 0,939
0,657 0610 0,084 7,253 0,000
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MO HINH SEM cUOI CUNG (SEM.M1, MAU CC)

Hinh 3. M6 hinh céu truc tuyén tinh cia thang ONC, méau CC

4355;’435'}4355;-‘3"}43'?; in:léjifﬁ LGE?}QS'ELE LSE?}LG'E-’-; QSLSRLSLER £3¢3;43 3'4;v LG?‘QQS ?5;’ _ﬂj ?9}

1 2 3 cd 5 cf cd | c13 | c1d | 15 | 16 | 17 | ¢19 £22 | c23 | c2d

c20 | c21
CFI 0’919 TLl 0’909 Hn:z\\\ﬂwf / *k" wﬁeﬁrﬁ_/ﬂ .“:T'Sf 99/'
RMSEA: 0,062 SRMR: 0,051 iy
Kha nang giai thich:

Do phu hop tdng quat:

N 79

4

R

hailong € huuhinh: 0,16

hailong < huongdan: 0,02 -

hailong < giaotiep: 0,66 + I T S L
g g p 4 d_d_,d-f"#”ﬂr / ¢ \ \\
c28

hailong € gidi nam: -0,01 - 4K c26 27

.0 Tty Ty Tt o R Tz T W TS b
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MO HINH SEM O 7 PIEM NGHIEN cU’U
Zelitn el V. | NDL | BN | CC | GV | Qi1 | Q
636 631 592 490 737 435 514

203 203 203 203 203 203 203
0,910 0,913 0,918 0,912 0,895 0,879 0,941
0,897 0,901 0,906 0,899 0,881 0,862 0,932
0,080 0,084 0,081 0,069 0,089 0,065 0,065
0,054 060 0,058 0,053 0,067 0,060 0,046
0,705 0,657 0,688 0,652 0,615 0,665 0,691

=1 0O
.| m

hailon huuhinh Ir0,086\| 0,116** 0,163*** 0,187* |r0,101\| 0,254** (Q,232***
g \

-— o - -_— e ==
f — — -

\
hailong<huongdan (B) 0,273*** (0,221*** (,259*** |O,006\I 0,400*** 0,487*** 0,277***

-_— e =

\
hailong <giaotiep (ﬁ) 0,567*** (0,571*** 0,516*** 0,657*** 0,348*** (0,202** 0,409***

Ghi chu: p < 0,01 **= p < 0,05 p<01~*
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BAN LUAN

*Yéu td nang luc (Imelda, Indonesia - 2018): khéng cé trong ONC
*Tin cay & dam bao (SERVQUAL): khong co trong ONC
* Gidi: khdng khac biét trong ONC

* Nir > Nam: Jafar Alasad (NSNS),*! Khalid J. Al Fraihi (SERVQUAL),"!

*Khong

* huongdan = hailong (CC): Piéu duwdng khéng thuc hién

hat bién hé s6 chan gitra cadc diém NC: yéu t6 bbi canh

*Diém yé&u: chon mau thuan tién, “ba phai”, khuyét cap

Sep, 2019
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‘& KET LUAN

* Thang ONC:
e g6m 22 thanh phan, 4 cau truc
* d6 tin cdy & tinh gia tri phu hop dé do lvdng chat lwgng CSPD

* khdng bat bién vé phan du: can lvu y ki thuat phdng van

+
* huuhinh, huongdan & giaotiep = hailong

* Can quan tam sy thay déi boi cdnh khi ap dung

25
Sep, 2019 Phat trién bé cau hdi do ludng chat lwgng CSDD ngoai trd (ONC). Hoi nghi Nhi khoa 2019



yyy
A

THANK YOU!

Addd
A




TAI LIEU THAM KHAO

[1] L& Thi Trdc, Lé Thj Chau, Ta Nguyén Hién My, Nguyén Ngoc Tuyén (2018). Nghién ctru phdt trién thang do chdt lugng chdm sdc diéu dudng ngoai tri. Y hoc
Thanh phé H6 Chi Minh, Phu ban tap 22, s6 4: 215-221

[2] Jafa Alasad, Nazih Abu Tabar, Mohannad Eid Abu Ruz (2015). Patient satisfaction with Nursing Care: Measuring outcome in an International setting. JONA,
45(11): 563-568.

[3] Michael K. Brady and J. Joseph Cronin Jr. (2001). Some new thoughts on conceptualizing percieved service quality: A Hierarchical approach. Journal of Marketting,
65 (3): 34-49

[4] Kelly Chong, Peter C Damiano and Ron D Hays (2012). Psychometric Performance of the Consumer Assessment of Healthcare Providers and Systems (CAHPS ®) 4.0
Adult Health Plan Survey. Primary Health Care 2012, 2:4. DOI: 10.4172/2167-1079.1000123.

[5] Cheryl L. Cox (1982). An interaction model of client health behaviour: theoretical prescription for nursing. Advances in Nursing science, October 1928, pp: 41-
56.

[6] J. Joseph Cronin and Jr. & Steven A. Taylor (1992). Measuring service quality: A Reexamination and Extension. Journal of Marketing, 56 (3): 55-68
[7] Khalid J. Fraihi, Shahid A. Latif (2016). Evaluation of outpatient service quality in Eastern Saudi Arabia. Saudi Med J, 37(4): 420-428.

[8] Imelda Rahmayunia Kartika, Tutik Sri Hariyati, Nelwati (2018). Nurses-Patient interaction model and outpatients’ satisfaction on nursing care. Nurse Care Open
Acces J, 5 (2): 70-76

[9] Healther Spence Laschinger, Linda McGillis Hall, Cheryl Pedersen and Joan Almost (2005). A Psychometric Analysis of the Patient Satisfaction with Nursing Care
Quality Questionnaire: An Actionable Ameasuring Patient Satisfaction. J Nurs Care Qual 20 (3): 220-230

[10] A. Parasuraman, Valarie A. Zeithaml, Leonard L. Berry (1988). SERQUAL: A Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality. Journal
of Retailing, 64 (1): 12-40

[11] Lois H Thomas, Elaine McColl, Jonathan Priest, Senga Bond, Richard J Boys (1996). Newcastle satisfaction with nursing scales: an instrument for quality

assessments of nursing care. Quality in Health Care; 5:67-72.
27
Sep, 2019 Phat trién bd cau hdi do ludng chat lwgng CSPD ngoai tri (ONC). Hoi nghi Nhi khoa 2019



