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Abstract: Objective: To assess public satisfaction with the quality of vaccination services
at the National Institute for Control of Vaccine and Biologicals in 2025. Method: A cross-
sectional study included 425 participants, comprising parents of minors and adults (aged
18 and over) who visited the National Institute for Control of Vaccine and Biologicals for
vaccination services from June to July 2025. Data collection was carried out using a pre-
designed questionnaire to gather information from the study subjects. Results: The overall
satisfaction rate stood at 92.70%; 89.04% of clients reporting that the service met their
pre-consumption expectations; 93.88% of respondents expressed their intent to return or
recommend the service to others. Professional qualification and behavioral attitudes of
healthcare workers received the highest evaluation (4.48 + 0.50 points, ranging from 3 to
5); followed by transparency of information and administrative procedures (4.33 £ (.58,
ranging from 2 to 5); service results and facilities were rated at 4.28 + 0.54 and 4.17 + 0.60
respectively (both ranging from 1 to 5). Accessibility recorded the lowest score at 4.09 +
0.65 (ranging from 1 to 5). Conclusion: Overall, there was a high level of client satisfaction.
Regarding individual factors, healthcare personnel and administrative transparency received
the highest ratings, whereas facilities and accessibility were perceived as somewhat limited.
Moving forward, priority should be given to addressing these limitations while continuing
to leverage existing strengths.

Keywords: Satisfaction, vaccination services, National Institute for Control of Vaccine and
Biologicals, 2025

Corresponding author:
E-mail address: thanhbinhnicvb@gmail.com, phamthiminhnguyetbyt@gmail.com
Https://doi.org/10.56086/jcvb.v6i2.261

68

Volume 6-No 2.2026



Nguyén Van Binh va cdc cong su/Tap chi Khoa hoc Kiém dinh Vic xin va Sinh pham y té, Vol.6, No.2 (2026) 69

SU’ HAI LONG CUA NGU'O'I DAN VE CHAT LUONG
DICH VU TIEM CHUNG TAI VIEN KIEM DINH QU6C GIA VAC XIN
VA SINH PHAM Y TE NAM 2025

Nguyén Vin Binh’, Pham Thi Minh Nguyét', Nguyén Hoang Tung, L& Thi Thu Thio,

Nguyén Minh Ti Anh, Lé Quynh Anh
Vién Kiém dinh Quoc gia Vic xin va Sinh pham y té

Nhdn ngay 28 thang 04 nam 2026

Chdp nhdn ding ngay 18 thing 06 ndam 2026

Tém tat: Muc tiéu: Danh gia sy hai 10ng ctia ngudi dan vé chét lugng dich vu tiém ching
tai Vién Kiém dinh Qudc gia Vic xin va Sinh pham y té (NICVB) nam 2025. Ddi tugng va
phuong phap: Nghién ctru dugc thuc hién trén 425 khach hang 1a cha/ me hodc nguoi giam
ho dua con nho di tiém ching hodc khach hang trén 18 tudi tiém ching tai NICVB tir thang
6-7/2025, phuong phap mé ta cit ngang. Dit liéu duoc thu thap dya trén bo cdu hoi soan sén.
Két qua: Ty 1¢ hai long chung 92,70%:; dap ting 89,04% mong doi cta khach hang trudc
khi téi st dung dich vu; c6 93,88% khach hang s€ quay lai hoac gidi thi¢u cho nguoi khac;
thai d6 Gmg xtr va k¥ nang lam viéc ctia nhan vién duge danh gia cao nhét (4,48 + 0,50 diém,
phan b 3 — 5 diém), minh bach thong tin va tha tuc hanh chinh xép tht hai (4,33 £ 0,58,
phan bd 2 — 5 diém), tiép sau 1a két qua cung cap dich vu (4,28 + 0,54, phan bd 1 — 5 diém),
co s& vat chat (4,17 £ 0,60, phan b 1-5 diém), thép nhat 1a kha nang tiép can (4,09 £ 0,65,
phan b 1-5 diém). Két ludn: Vé tong thé, khach hang hai long mirc cao. Xét trén timg yéu
td, yéu td con nguoi va thu tuc, thong tin dugc danh gia cao nhét, cac yéu td vé co s& vat
chit va kha nang tiép can con han ché, can wu tién khic phuc nhugc diém va tiép tuc phat
huy nhitng wu diém.

Tir khod: Sw hai long, dich vu tiém chiing, Vién Kiém dinh quéc gia vdc xin va sinh pham y
té, nam 2025

1. Pit van dé

Tiém chung la mot trong nhiing bi¢n
phap y té du phong quan trong, gbp phan
bao vé stc khoe cong ddng va ngan ngira su
lay lan ctia nhiéu bénh truyén nhiém nguy
hiém. Bén canh chuong trinh tiém ching
do nha nudc trién khai, nhidu nguoi dan c6
xu hudng lga chon tiém chung dich vu dé
st dung véc xin theo nhu cau.

Sy hai long cua khach hang 13 yéu té
quan trong, khong chi anh hudng t6i quyét
dinh st dung vic xin ma con tac dong dén

niém tin cua cong dong d6i véi cong tac
tiém chung. Nhiéu nghién ciru di chi ra
rang mic do hai 1ong ctia khach hang phu
thudc vao nhiéu yéu t6 nhu chit luong
chuyén mén ctia nhan vién y té, co sé vat
chat, quy trinh phuc vu, chi phi ciing nhu
k¥ ning giao tiép ctia nhan vién. Tuy nhién,
trén thuc té, van con ton tai mot s6 han ché
trong dich vu tiém chung nhu thoi gian cho
doi lau, tinh trang qua tai tai cac co sO'y té,
gia thanh vic xin cao hodc khan hiém mot
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sb loai véc xin nhat dinh.

Trung tdm Tiém chung Vic xin dich vu
dugc trién khai tai NICVB tir ndm 2012.
Hoat dong tiém chung tai NICVB da gop
phan quan trong trong viéc phong, chong
cac bénh truyén nhiém nguy hiém cho
nguoi dan Ha Noi va céc tinh lan can.

Hién nay, cac co sé tiém ching vic xin
dich vu dugc mé ra rat nhiéu, ddc biét 1a khu
vuc Ha Noi. Chinh vi vay, s6 lugng khach
hang dé tiém chiing tai Vién ¢6 xu huéng
giam st do nhiing nguyén nhan khach quan
va chu quan. Do d6 vi¢c nghién curu su hai
long cua khach hang ddi voi dich vu tiém
chung 1a can thiét dé danh gia chat luong
dich vu, x4c dinh nhiing diém manh, han
ché, tir d6 dua ra cac giai phap cai thién,
nang cao hi¢u qud cta co s¢ tiém ching.

Xuét phat tr thuc té néu trén, chung
t6i tién hanh nghién ctru “Sw hai long ciia
nguwoi ddn vé chit lwong dich vu tiém
chiing tai Vién Kiém dinh Quéc gia Viic
xin va Sinh phim y té nim 2025” voi
muc tiéu danh gia sy hai long ciia nguwoi
din vé chit lwong dich vu tiém chiing tai
NICVB nam 2025, dong thoi phan tich moi
lién quan gitra dic diém nhan khau hoc cua
khéch hang t6i su hai long.

2. Phuwong phap nghién ctru

2.1. B6i tuong nghién ctru: Cha/me hodc
nguoi gidm hd cua tré va khach hang tuir 18
tudi tro 1én dén tiém véc xin tai Trung tam.

Tiéu chudan lwa chon: Cha/me hodc
nguoi giam ho cua tré dua tré di tiém va
khach hang tir 18 tudi trg 1én dén tiém véc
xin dich vu tai NICVB, tinh nguyén tham
gia nghién ctlru.
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Tiéu chuan logi trir: ngudi dudi 18 tudi;
ngudi khong dong y va khong tu nguyén
tham gia nghién ctru; khach hang khong du
nang lyc vé tinh than va hanh vi dé tham gia;
nhitng khach hang dong y tham gia nghién
ctru nhung khi phong van c6 hon 10% sd
cau hoi khong tra 101 hodc tra 101 khong 6.

2.2. Thoi gian va dia diém nghién civu:
Tur thang 6 — 12/2025, tai Trung tdm Dich
vu Khoa hoc Ky thuat va' Y té, Vién Kiém
dinh Qudc gia Vic xin va Sinh pham y té,
s6 1 Nghiém Xuan Yém, Pinh Cong, Ha
Noi.

2.3. Thiét ké nghién citu: mo ta cit
ngang.

2.4. Co' méu va phwong phdp chon mau:

- C¢ méu duoc tinh theo cong thire wdc
luong mot ty 1¢, str dung sai sb tuong ddi
p(1-p)

(ep)?

,
n=2Z;_.,, X

Trong do:

n = C& mau tdi thiéu can diéu tra;

Z: hé sd tin cay, Gmg v6i do tin cay 95%
thiZ =196,

o: muc y nghia thong ké, 1dy o = 5%;

p: 1a udce doan ty 1€ hai long véi dich vu
tiém chung (chon p = 0,5 do day la nghién
ctru dau tién cta Trung tim vé sy hai 1ong
cua khach hang véi dich vu tiém ching do
Trung tdm cung cip);

¢=0,1 12 d6 chinh xac twong ddi.

Thay cac hé s vao cong thic ta co
s6 miu can thiét cho nghién ciru 1a = 385
nguoi. Tang 10% c¢& mau dé du tri cho
nhirng sb liéu bi bo s6t va nhimng truong
hop tir chdi tham gia nghién ciru. C& mau
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tinh dugc cho nghién ctru nay la n = 425.

- Phwong phdp chon mdu: Nghién ctru
nay st dung phuong phap chon mau ngau
nhién hé théng. Trung binh mdi ngay c6
khoang 120 khach hang st dung dich vu
tiém chung, chung t6i du kién mdi ngay
phong van 10 khach hang. Vi vay, cir 12
khach hang dén tiém chung t6i phong van 1
ngudi: chon ngau nhién 1 khach hang trong
12 khéch hang dau tién t6i phong tiém (sd
thir tu 14 k), chon 1an lugt cac khach hang c6
sO thi tw 13 k+12; k+24; k+36; ... tiép theo.
Néu khach hang tir chdi tham gia nghién
ctru, chung t6i chon khach hang c6 so thir
tu lién sau thay thé, khach hang tiép theo
van chon lan lugt k+12; k+24; k+36; ... v6i
k 14 khach hang chon ban dau.

2.5. Tiéu chi danh gia:

Pé danh gia muc do hai 10ng ctia khach
hang vé dich vy tiém ching ctia phong tiém
chung thudc Trung tam Dich vu Khoa hoc
K thuat va Y té - NICVB, nghién ciru thyuc
hién theo huéng dan ctia Cuc Quén 1y kham
chita bénh, 56/QD - BYT cua bg truong Bo
Y té phé duyét ngay 08/01/2024 ban hanh
huéng dan vé phuong phap do luong su
hai long cta nguoi dan ddi véi dich vu y
té cong giai doan 2024- 2030, sy hai long
dugc danh gia trén bo thang do Likert 5
mirc: “rat khong hai long” (1 diém), “khong
hai long” (2 diém), “binh thudng” (3 diém),
“hai 1ong” (4 diém) dén “rat hai long” (5
diém) [1].

Dya trén thang diém Likert, sy hai
long cua khach hang dugc ma hoa thanh 2
nhom: nhom chua hai long (1-3 diém) va
nhom hai long (4-5 diém).

2.6. Cong cu va phwong phdp thu thap
s6 lidu:

- S6 liéu duoc thu thap qua phiéu didu
tra dugc thiét ké sin, 12 mot bd cau hoi cau
trac gdm 2 phan chinh: Phan 1. Théng tin
chung (Tubi, gidi, chd & hién tai, dan toc,
trinh d6 hoc van, nghé nghiép) va Phan 2.
Tim hiéu sir dung dich vu y té va su hai long
ciia khdch hang (g6m 20 cau hoi tuong ting
vé6i 20 tiéu muc danh gia 05 yéu t: 1 —kha
nang tiép can; 2 — minh bach théng tin va
thu tuc hanh chinh; 3 — co s& vat chat; 4 —
thai d6 ung xu, k¥ nang lam viéc; 5 — két
qua cung cap dich vu va 03 cau hoi tim hiéu
su hai long chung cta khach hang véi dich
vu: 1 — mirc @6 hai long chung, 2 — phan
tram dap img mong doi; 3 — quay lai hodc
gidi thiéu cho nguoi khac).

- Piéu tra vién giai thich vé cac noi
dung trong phiéu diéu tra cho khach hang
dong y tham gia nghién ctru, sau d6 khach
hang dugc phat phiéu dé ty dién.

- Thoi gian thu thap s6 liéu: thang 6 — 7
nam 2025.

2.7. Phwong phadp phan tich va xw li
s6 liéu:

S liéu sau khi thu thap duoc 1am sach
va nhap vao mdy tinh bang phin mém
Excel. Cac phan tich duogc thuc hién béng
phan mém STATA 17.0.

3. Két qua
3.1. Pic diém nhéan khau hoc ciia déi

twong nghién cuu
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Bang 1. Thong tin ctia khach hang téi tiém chiing tai Trung tim (n=425)

Théng tin khach hang Tan s6 (n) Ty 18 (%)

<30 102 24,00
Tudi 31-45 216 50,82
46 — 60 77 18,12

> 60 30 7,06
. Nam 171 40,24
Gidl Nir 254 59,76

Ha Noi 381 89,65

... . |Thanh phd khac 32 7,53
Noiohientai 07 o thon 12 2,82

Mién ni, ving khé khin 0 0

Din te Kinh 412 96,94

) Khac 13 3,06

THCS tro xudng 14 3,29

. . P THPT 50 11,76
Trinh d6 hoc van Trung cap va Cao ding 111 26,12
Pai hoc va Sau Pai hoc 250 58,82

Nong dan 3 0,71

Cong nhan 23 5,41

Can bo nha nudc 58 13,65
N o Doanh nghi¢p tu nhan 113 26,59
Nehenghip 5 6 bin 1e 57 13,41
Lao dong tu do 121 28,47

Nghi ngoi/Huu tri 25 5,88

Khac 25 5,88

Bdng 1 cho thdy da sb khach hang t6i
tiém tai trung tdm thudéc nhom 31-45 tudi
(50,82%), chu yéu la nir gidi (59,76%),
phan dong song ¢ Ha Noi (89,65%), dan
toc kinh (96,94%), c6 trinh d6 Pai hoc tré
1én (58,82%). Nganh nghé chu yéu la lam
tu do (28,47%) hoac lam doanh nghi¢p tu
nhan (26,59%).

Su hai long chung cta khach hang khi str dung dich vu

3.2 Suw hai long — IR — T
3.2.1.8u hai long chung Bidu dd 1. Ty I¢ hai long chung ciia khach

hang khi st dung dich vu (n=425)
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Biéu do 1 thé hién mirc hai long chung
cua khach hang véi dich vu ctia Trung tam,
cho thay khong c6 khach hang nao cam thy
khong hai long hodc rat khong hai 1ong. S6
khach hang cam thay dich vu ctia Trung tim
& murc binh thuong chiém ty 18 7,06%. Pa sd

khach hang danh gia dich vu cia Trung tdm
muc hai long trd 1én, chiém 92,70%, trong
d6 hai 1ong chiém ti 1 cao nhét (57,88%).
Trong s6 425 khach hang tham gia nghién
ctru, chi ¢6 01 khach hang chon khong tra
16i/khéng o ¥ kién, chiém 0,24%.

Béang 2. Mirc d§ dap ing so voi mong dgi ciia khach hang (n=425)

GiA tri

Trung binh (%) | Min (%) | Max (%)

Ty 1¢ dap trng so v6i mong doi ciia khach hang

89,04 £ 9,40 50 100

Bdng 2 cho thay dich vu ctia Trung tim
dap tmg dugc 89,04 + 9,40% mong doi cua
khach hang trude khi dén sir dung dich vy,
v6i mire dap ung thap nhat dat 50%.

Kha nang quay lai hoac giéi thiéu dich vy Trung tam

. co I knong
|

Khong biétichua quyét dinh

Biéu db 2. Kha ning quay lai hoic giéi thiéu
dich vu Trung tam cho ngudi khac (n=425)

Qua Biéu do 2, ty 1& khach hang c6 quay
lai str dung dich vu hodc gidi thiéu Trung
tam cho nguoi khéc 1én t61 93,88%. Khach
hang chua quyét dinh hodc khong quay
lai chiém ty 1& thap voi 1an luot 4,94% va
1,18%.

3.2.2. Su hai long cua khach hang trén tung
yéu 16 vé chat lwong dich vu

Biang 3. Piém hai 10ng ciia cac yéu t6 hai 1ong (n=425)

Piém hai long X + SD Min | Max
Yéu t6 kha ning tiép can 4,09 0,65 1 5
Yéu t6 minh bach thong tin va tha tuc hanh chinh | 4,33 £0,58 2 5
Yéu t6 co so vat chat 4,17 + 0,60 1 5
Yéu t6 thai d6 ung xfi: va ES/ nang lam viéc cua 4,48+ 0.50 3 5
nhan vién
Yéu t6 két qua cung cip dich vu 4,28 £0,54 1 5

Bdng 3 cho thiy ca 5 yéu t6 déu co diém
trung binh trén 4, tuong g murc hai long.
Trong d6, yéu td c6 muc diém trung binh cao
nhét 14 yéu t6 thai d6 Gmg xtr va k¥ ning lam
viéce ctia nhan vién vai 4,48 + 0,50 diém, phan

b6 3 —5 diém, va thip nhat 1 yéu t6 kha ning
tiép can 4,09 + 0,65 diém, phan bd 1 — 5 diém.
Yéu t6 minh bach thong tin va thu tuc hanh
chinh ¢ diém trung binh 4,33 + 0,58, phan
bd 2 — 5 diém; yéu t6 co s& vat chét co diém
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trung binh 4,17 + 0,60, phan bd 1 — 5 diém;
yéu t6 két qua cung cip dich vu c6 diém trung
binh 4,28 + 0,54, phan b6 1 — 5 diém.

Ty Ié hai long vé kha nang tiép can

Sgdd, biénbio
chi uandenonong;wem 8165
19, dé tim

Khoinha, cauthang,
phong dugcdanh so 7953
16 rang, de quan sat

Thoi gian, :rwldlam
cung cap d'!tJl 88.00

Lmdlrtrong”nann;‘ang
cia phong tiém cl 7294
Skng phangddch

T T T T
20 40 60 80
Phan tram (%)

o

Biéu do 3. Ty 1¢ hai 1ong cac tiéu muc trong
yéu t6 kha niing tiép can (n=425)

Biéu d6 3 cho thiy trong yéu td kha
nang tiép cn, thoi gian, thoi diém cung cap
dich vu cua Trung tam dugc nhiéu khach
hang hai 10ng nhét, chiém 88,00% s6 khach
hang tham gia nghién ctru. Tiép theo 1a cac
tiéu muc so dd, bién bao chi din toi phong
tiém 1o rang, dé tim (81,05%) va cac khéi
nha, cau thang, sé phong duoc danh sb rd
rang (79,53%). Cac 16i di trong hanh lang
ctia phong tiém bang phang dé di it duoc
hai 1ong nhat véi 72,94% sb khach hang
tham gia khao sat hai long.

Ty I& hai long v& minh bach théng tin va thd tuc hanh chinh

Quy trinh, thi fuc
déng kytiém nhanh, 89.15
thuan ién (n=424}

Théng fin cén thiét
vet\em chiin dwc 90.80
gpautn ém !
] rana aydui(n=424

Gidi thich vé thang tin
phong bénh, ligu dung, 9224
dutmg tiém cac vac:n

Céngkhai & gid
cacgloal vacgun 88.24

T T T T T
20 40 | 60 80 100
Phan tram (%)

o

Biéu d6 4. Ty 1¢ hai long céc tiéu muc trong
yéu t6 minh bach théng tin va thii tuc hanh
chinh (n=425)
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Biéu do 4 thé hién ty 1¢ khach hang hai
10ng cac tiéu muc trong yéu té minh bach vé
thong tin va thi tuc hanh chinh nam trong
khoang 88,24% — 92,24%. Trong do, ty 1€
hai 1ong vé giai thich thong tin phong bénh,
liéu dung, duong tiém véc xin dat cao nhat
—92,24%. Tiép theo 1a nhitng thong tin can
thiét vé tiém chung duoc thong bao/niém
yét 1 rang, day di — 90,80% va quy trinh,
thu tuc dang ky tiém nhanh choéng, thuan
tién — 89,15%, ca hai tiéu muc nay déu ¢co
mot danh gia khong ¥ kién. Tiéu muc cong
khai vé gia cac loai vac xin ¢o ty 1¢ khach
hang hai 1ong thap nhit trong yéu té nay
voi 88,24%.

Biéu do 5 dudi day cho biét ty 1¢ hai
long vé dam bao an toan, an ninh, trat tu
phong ngira trom cip, yén tam khi tiém va
theo ddi sau tiém dat cao nhat (87,78%),
tiép sau la tiéu muc sach sg, khang trang,
day du thiét bi diéu chinh nhiét do (84,94%)
va cung cip day di nude udng, nong lanh
(84,91%, v6i mot danh gia khong ¥ kién),
thap nhat 1a moi truong khudn vién phong
tiém xanh, sach dep (82,12%).

Ty 1& hai long vé co s& vat chét

Sach se khang trang,

0 thiét bi 84.94
diéu chlnh nhle( a6
BDam bdo an toan, an ninh,

tréat tw phong ngua (rém cap, 87.76

yén tam khi tiém
va theo dol sau tiém

Cung cép day dii nuéc ubng, 84.91
néng lanh (n=424)

Mai treong khudn vién 82.12
phong tiém xanh, sach dep
0 20 40 60 80

Phén trém (%)

Biéu do 5. Ty 1¢ hai 1ong cac tiéu muc trong
yéu td co s6 vat chat (n=425)
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Ty lé hai Iong vé thai do (ring xtr va ki nang lam viéc
clia nhan vién

Thai do tmg xir
clia bac ST, d\eu duong 97.18
dang myc

(ho 1y N fo %hugow;
1y, ké toan, tiép don
<6 thai dc glao uép 95.53

Béc T, didu dudng
hop A t6t va xt Iy 98.12
cong viec thanh thao

NWT tgg trong, délté(w
ing, quan tam

t6i (rg so'sinh, tré nho 98.12
va ngudi gia dén tiem

0 20 4Ehén o e(s‘;) 80 100
Biéu db 6. Ty 1¢ hai 1ong cac tiéu muc trong
yéu to thai d¢ ing xir, ki nang lam viéc cua

nhén vién (n=425)

Biéu do 6 cho thay ty 1& khach hang
hai long céc tiéu muc cua yéu to thai do
ung xu, ki nang lam viéc cia nhan vién
déu trén 95%. Trong d6 hai tiéu muc bac
si, diéu dudng hop tac tot va xir 1y cong
viéc thanh thao va NVYT ton trong, dbi xir
cong bang, quan tim ti tré so sinh, tré nho
va nguoi gia dén tiém dat cao nhét véi ty
1¢ ngang nhau 1a 98,12%. Tiép theo 1 thai
d6 tmg xtr cua bac si diéu dudng dung muc
v6i 97,18%. Thap nhét 12 nhan vién phuc
vu (ho 1y, ké toan, tiép don) co thai do giao
tiép dung muc véi 95,53%.

Biéu do 7 dudi day thé hién ty 1& hai
1ong vé két qua cung cap dich vu cta Trung
tam, tiéu muc tiém va hudng dan theo ddi
sau tiém day du dat ty 1& hai 10ng cao nhat
v6i 97,41%. Tiép sau 1a trang thiét b, vat tu
y té day du, hién dai, dap ung nguyén vong
(92,00%) va céc thu tuc dé tiém chung phu
hop v6i mong doi ctia khach hang (89,15%,
mot danh gia khong ¥ kién). Tién phai tra
khi tiém chung c6 ty 1€ khach hang hai
long thap nhat véi 79,33%, trong d6 c6 bon
khach hang khong c6 ¥ kién.

Ty l& hai long vé két qua cung cép dich vu

va huéng dén

theo du\ sau tiém day da 97.41

Trang thiét bj, n ©
g iy 'Va n 92.00

dai,
dap ting nguyén vong

Tién phai tra khi tiém chiing
g 79.33

Céc (hu tuc dé tiém chiing
'p v&i mong doi
b khach hang (n=424)

89.15

0 20 40 60 80 160
Phan tram (%)
Bieéu do 7. Ty 1€ hai long cac tiéu muc trong
yéu to két qua cung cap dich vu

3.2. Moi lién quan giita dic diém nhan
khéiu hoc doi twong nghién ciru toi sw
hai long
Bang 4. Kiém dinh Fisher Exact danh gia
moi lién quan giira cac yéu to nhan khau
hoc véi su hai long cua khach hang

AL . Gia tri p trong
Thoni;‘;‘ khach kiém dinh Fisher

g Exact
Tudi 0,665
Gidi 0,176
Noi 6 hién tai 0,166
Dan toc 0,612
Trinh d6 hoc van 0,064
Nghé nghiép 0,324

Két qua kiém dinh mdi lién quan giira
cac yéu td nhan khau hoc véi su hai long
khach hang trong Bdng 3.12 cho thay p >
0,05 & tat ca cac yéu td, tire 1a su khéc biét
vé ty 1¢ hai long giita cic nhom cua cac yéu
t6 déu khong co y nghia théng ké.
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Pé phan tich mdi lién quan giita cac
dic diém cua khach hang véi sy hai long,
nghién ctru sir dung ty suat chénh OR va
phép hdi quy da bién logistic.

Nghién ctru chon mure dd hai long chung
(v6i thang do 5 mirc) cia mdi khach hang
1am bién phu thudc dé phan tich mot sé yéu
t6 lién quan dén sy hai 1ong ciia khach hang

v6i nhém tham chiéu 12 nhém c6 s6 lugng
ngudi cao nhat.

Trong nghién ctru nay, mot khach hang
khong tra 10i/khong co y kién khi dénh gia
su hai 1ong chung. Cac thong tin vé khach
hang nay khong duogc tinh trong mbi lién
quan giita cac dic diém cua khach hang véi
su hai long chung.

Bang 5. Méi lién quan giira cac dic diém ciia khach hang ddi véi sy hai long (n=424)

T}\ A SA (‘)i T"' lé 0/
Théng tin khach hang | >0 | >0 "e" Y2 OrR95% c1y
(n) hai long hai long
<30 102 96 94,12 1,06 (0,41 —2,77)
) 31-45 216 202 93,52 1
Tudi
46 — 60 77 70 90,91 0,67 (0,27 — 1,69)
> 60 29 26 89,66 0,54 (0,16 — 1,87)
Nam 171 155 90,64 0,57 (0,27 — 1,19)
Gioi
N 253 239 94,47 1
Ha Noi 381 356 93,44 1
Noi & .
] | Thanh pho khac 31 28 90,32 0,58 (0,18 — 1,90)
hién tai
Nong thon 12 10 83,33 0,30 (0,07 —1,26)
Kinh 411 381 92,70 1
Dan tdc
Khac 13 13 100,00 2,16 (0,13 —37,19)
THCS
o 13 12 92,31 0,47 (0,08 —2,81)
tro xuong
Trinh THPT 50 48 96,00 1,10 (0,28 — 4,40)
do hoc R
v Trung cap va
A . 111 97 87,39 0,38 (0,18 — 0,83
van Cao déng s s ( s 5 )
bai h %
al hoe va Sau |5 237 94,80 1
Pai hoc
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Néng dan 3 3 100 0,59 (0,03 — 12,31)
Cong nhan 23 19 82,61 0,37 (0,11 — 1,24)
Can bd
o 58 54 93,10 | 1,02(0,32—3,29)
nha nudc
3 | Doanh nghié
Nghe | Doanhnghiep |, 109 96,46 | 2,05 (0,65 6,50)
nghlép tu nhan
Buén ban 1é 57 51 8947 | 0,67(0,23—1,91)
Lao dong tu do 121 112 92,56 1
Nghi ngoi/H
g lntgf“ Y 22 91,67 | 0,76 (0,18 —3,29)
Tl
Khac 25 24 96,00 | 1,38(0,23—8,15)

Béng trén cho thdy mot sb nhom c6 sd
khach hang khong hai 1ong rat it (dudi 5
nguoi, trong do ¢6 ca nhom khong c6 khach
hang nao khong hai 1ong) nén nhoém nghién
ctru da tinh ty sudt chénh OR bang 1énh
firthlogit (HOi quy logistic Firth) trén phan
mém STATA 17.0 dé giam thiéu sai léch.

So v6i nhém tudi 31 — 45, nhom tir
30 tudi tro xubng hai long gip 1,06 lan
(95%CI 0,41 — 2,77), nhom 46 — 60 tudi
bang 0,67 1an (95%CI 0,27 — 1,69), nhom >
60 tudi bang 0,54 1an (95%CI 0,16 — 1,87).
Xét vé gidi tinh, so voi nir gidi, nam gidi
c6 ty sudt chénh OR bang 0,57 (95%CI
0,27 —1,19). So voi khach hang & Ha Noi,
khach hang dén tir thanh phd khac hai long
bang 0,58 1an (95%C1 0,18 — 1,90), va néng
thon 1a 0,30 1an (95%CI 0,07 — 1,26). Xét
vé dic diém dan tdc, so v6i nhom dan toc
Kinh, nhom cac dan toc khac c6 OR 1a 2,16
(95%CI1 0,13 —37,19).

V& trinh d6 hoc van, so v&i nhom khach
hang ¢ trinh d§ Pai hoc va Sau Pai hoc,
nhom THCS tré xubng hai 10ng bing 0,47

1an (95%CI 0,08 — 2,81), nhom THPT hai
long gap 1,10 1an (95%CI 0,28 — 4,40),
nhém Trung cip va Cao dang bang 0,38 1an
(95%CI 0,18 — 0,83). V& nghé nghiép, so
su hai long voi nhom lao dong tu do, nhém
ndéng dan hai 10ng bang 0,59 1an (95%CI
0,03 — 12,31), nhém cong nhan béng 0,37
lan (95%CI 0,11 — 1,24), nhoém can bo nha
nuée bang 1,02 1an (95%CI 0,32 — 3,29),
nhom doanh nghiép tu nhan gip 2,05 lan
(95%CI 0,65 — 6,50), nhém budn ban 1¢ 1a
0,67 1an (95%CI 0,23 — 1,91), nhom nghi
ngoi/huu tri bang 0,76 1an (95%CI 0,18 —
3,29), nhém nganh nghé khac hai 1ong gip
1,38 (95%CI1 0,23 — 8,15).

Két qua nay da phan phu hop véi gia
tr1 p tinh dugc trong Bdng 3.4. Tuy nhién,
trong dac diém vé trinh d6 hoc van, khoang
95% tin cady OR ctiia nhém khach hang co
trinh do Trung cdp va Cao dang 14 0,18 —
0,83, két qua nay chimg t6 nhom khach
hang nay c6 mirc hai 1ong thdp hon nhom
Dai hoc va Sau Dai hoc tir 17 — 82% va su
khac biét nay c6 y nghia thong ké.
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4. Ban luian
4.1. Sw hai long
4.1.1. Sy hai long chung

Su hai long chung cua khach hang duoc
danh gié trén ba ti€u chi: mic dg hai long
chung v6i dich vu Trung tam, mtc do dap
ung so voi mong doi cua khach hang trude
khi dén Trung tim va kha ning quay lai/
gidi thidu cho ngudi khic vé dich vu cua
Trung tam.

Trong 425 khach hang tham gia khao sat
vé mirc hai long chung, c6 mot khach hang
khong tra 101 vé dich vu Trung tdm khién
khach hang hai long hay khong. Trong 424
khach hang con lai, da s6 khach hang cam
thay tir hai long trd 1én véi 92,70% (ty 1é
khach hang thay rat hai long chiém 34,82%
va hai 1ong chiém 57,88%). Két qua nay
trong tu v6i mot sé nghién ctu khéc:
nghién ctru vé sy hai 10ng cua nguoi dan dbi
v6i dich vu y té tuyén x4 tinh Dién Bién cta
S&'Y té tinh Pién Bién va Unicef nam 2013
la 87,9 (80,0 — 93,3%CI) [2]; nghién ctu
ctia Nguyén Quang Minh tai Vién Pao tao
Y hoc du phong va Y té cong cong, truong
Pai hoc Y Ha N6i nam 2017 dat 97,1% [3];
nghién ctru ciia Hanan Abbas Abdo tai Ai
Cap nam 2013 1a 95,2% [4]; nghién ctu
cua Duong Van Quéan tao S6c Son, Ha N1
nam 2023 c6 ty 1¢ hai long vé dich vu tiém
chung mé rong dat 86,2% [5].

Dich vu tiém ching cua Trung tam cling
dap tng kha tot mong doi ctia khach hang,
vo1 mue dap ung trung binh 89,04%, trong
d6 ba phan tu sd khach hang danh gia dap
mg mong doi 80% tr¢ 1én. Két qua nay
tuong dong voi nghién ciu cia Nguyén
Quang Minh tai Vién Dao tao Y hoc du
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phong va Y té cong cong, truong Pai hoc Y
Ha Noi nam 2017 véi 89,4% mong doi [3].

Ngoai ra, sy hai long chung cua khach
hang con thé hién & 93,88% khach hang s&
quay lai hodc gidi thiéu dich vy cua Trung
tam, chi c6 1,18% khach hang s€ khong
quay trd lai va 4,94% khach hang chua
quyét dinh c6 quay lai/gi6i thiéu Trung tAm
hay khong. Viéc quay tré lai hay khong
ngoai viéc dich vu cua Trung tdm lam hai
long khach hang, con phu thudc vao ly do
c4 nhan khac cua khach hang nhu vé qué,
di du hoc, di cong tac dai ngdy, song va lam
viéc gan khu vuc phong tiém hay khong ...

4.1.2. Sw hai long cua khach hang trén tung
yéu 16 vé chat lwong dich vu

Nghién ctru déanh gid sy hai long cua
khach hang véi 05 yéu t6 cau thanh dich
vu: kha nang tiép can, minh bach thong tin
va thi tuc hanh chinh, co s& vat chat, thai
do ung xur va k¥ nang lam viéc cia nhan
vién va két qua cung cép dich vu; dua trén
thang diém Likert. Mdi yéu t6 duoc chia ra
lam nhiéu tiéu myc nho dé danh gia cu thé
hon.

Yéu t6 thai d6 ung xtr va ki nang lam
viéc ctia nhan vién dugc khach hang danh
gi4 hai 10ng nhét, véi muc diém trung binh
cao nhat (4,48 £ 0,50), day ciing 13 yéu td
duy nhét khong bi khach hang nao danh gia
khong hai long hodc rat khong hai 1ong,
thip nhat 1a mirc 3 — binh thuong. Sy hai
1ong cao ctia yéu t6 ndy con thé hién qua ty
1¢ hai long va diém trung binh trong timg
tiéu muc. TAt ca cac tiéu muc déu duoc
danh gia hai long trén 95%.

Hai yéu t6 duoc danh gia hai long tiép
theo trong 5 yéu 6 1a minh bach thong tin va
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thu tyc hanh chinh (diém trung binh 4,33 +
0,58, phan bd 2 — 5 diém) va yéu t6 két qua
cung cip dich vu (diém trung binh 4,28 +
0,54, phan bb 1 — 5 diém). Tai Trung tim,
cac bang bién 16n vé& quy trinh tiém ching,
vé bénh va véc xin phong bénh dugc dit canh
16 ra vao, xung quanh chd cho tiém va theo
dodi sau tiém, dé quan sat. Ngoai ra, khach
hang c6 thé 14y tu do to roi vé cc loai véc xin
tai quay 12 tan. Bang gia vic xin ciia Trung
tam cling duoc dang cong khai trén trang truc
tuyén cta Trung tam, dit tai qudy 18 tan, ban
theo doi sau tiém, va c6 mot man hinh TV 16n
tai khu vuc cho ti€ém va thanh toan. Tuy vay,
mot sb khach hang van con khic mic.

Xét vé yéu t6 két qua cung cip dich vu,
tiéu muc tiém va hudng dan theo ddi sau
tiém day du co ty 1¢ hai long dat murc cao
97,41%. Tiéu muc tién phai tra khi tiém
dugc 79,33% khach hang hai long, thp
nhat trong yéu t6 nay. Diéu nay cho thay chi
phi anh hudng kha 16n td1 viée tiém chung
clia nguoi dan. Gia véc xin tai Trung tim
cling nhu céac co s¢ tiém chung khac duoc
tinh ding va du, bao gém chi phi nhap va
bao quan vic xin, mua sim va bao dudng
trang thiét bi, tién luong nhan cong, ... nén
tuong ddi cao, khién viéc tiép can voi dich
vu tiém chung ctia ngudi dan kho khan hon.

Hai yéu t6 dugc danh gia thip hon trong
bo cong cu danh gia sy hai long ctia khach
hang 1a yéu t6 co s& vat chat ¢6 diém trung
binh 4,17 + 0,60, phan b 1 — 5 diém; va
yéu t6 kha nang tiép can 4,09 + 0,65 diém,
phan b6 1 — 5 diém. Ca hai yéu t6 déu co
nhitng danh gia rat khong hai long.

Phong tiém c6 dién tich kha rdng,
nhung cudi tuan, lugng khach hang nhiéu,

sO nguoi cho doi va theo ddi sau tiém dong,
anh huong téi an ninh trét tu, cé thé bd tri
thém nhan vién vao cudi tuan, dic biét khi
c¢6 dot dich (ctm, soi, ...) dé giam thoi gian
cho doi, gidm luong khach luu lai Trung
tam. Tai phong tiém c6 b tri cdy nudc néng
lanh & ca 3 tang nhung mot s6 khach hang
van khong biét, nén treo bién to hodc tim
vi tri khach hang dé thay hon. Theo chiing
to1 quan sat, hi¢n tai, tuong phong ti€ém co
nhiéu vét ban do cac chau t6i tiém v& hodc
boi 18n, can son sira lai cho sach dep.

Yéu t6 kha nang tiép can co sb diém
trung binh thap nhat nhung van trén 4 diém
— muc hai long. Trong do, thoi gian, thoi
diém cung cép dich vu duoc nhiéu khach
hang hai long nhat véi ty 18 88,00% khong
c6 danh gia khong/rat khong hai long. Piéu
nay ching t6 thoi gian hoat dong trong gio
hanh chinh cua Trung tam co ban dap tng
duoc nhu cau tiém chung cua nhan dan,
phu hop véi loai hinh dich vy tiém chuing
— khong phai cap ciru va can thoi gian theo
ddi cac phan tng sau tiém. Trén cac tuyén
duong dan téi phong tiém va tai phong tiém,
cc bién béo, chi dan da dugc dit, sau mot
thoi gian, bién bao bi md hodc cay cdi phat
trién che khut, phong tiém can dat lai cac
bién mo va phat quang cay cbi. Tiéu muc bi
danh gia thap nhat trong yéu t6 nay, dong
thoi ciing thap nhat trong 20 tiéu muc 12 16i
di trong hanh lang cua phong tiém ching
bang phang, d& di véi 72,94% khach hang
hai long. Theo tong hop ctia nhém nghién
ctru, khach hang phan nan nhiéu nhit vé
cau thang ddc, kho di, ¢6 thé gay nguy hiém
cho tré nho, nguoi gia va phu nit mang thai.

Két qua ciia nghién ctru nay kha tuong
dong v6i nghién ciru khac khi khao sat sy
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hai long cia nguoi dan vé dich vy tiém
chung. Trong nghién ctru cia Cao Thi Anh
Tuyét tai Trung tam Kiém soat bénh tat
Thanh phé Ha Noi nam 2021; nghién ctu
ctia Nguyén Quang Minh tai Vién Pao tao
Y hoc Du phong va Y té Cong cong, truong
Pai hoc Y Ha Noi ndm 2017, nguoi dan
cling déu hai 1ong nhit vé6i thai do tmg xir
va va k¥ ning lam viéc ctia nhan vién, tiép
sau 1a yéu t6 minh bach thong tin va thu
tuc hanh chinh. Hai yéu t4 ciing bi danh gia
thip nhit 1a kha ning tiép can dich vu va
co s& vat chat [3,6]. Didu do cho thiy yéu
t6 1am giam sy hai 1ong cua nguoi dan chi
yéu lién quan toi vin dé bién bao chi dan,
phong bc, khong gian quanh phong tiém.

4.2. Méi lién quan giiia dgc diém nhan khiu
hoc doi twong nghién cvuu toi sy hai long

Dua trén két qua kiém dinh Fisher Exact,
nhing khac biét trén vé su hai long giira cac
nhém khach hang khong ¢ ¥ nghia thong
ké, nhitng yéu t6 nhan khau hoc khong co
mdi lién quan t&i sy hai long cua khach hang.

Két qua nghién ctru ndy tuong tur voi nghién
ctru ctia Bhola Nath tai An D6 ndm 2009 [7] va
nghién ctru cia Nguyén Quang Minh tai Vién
bao tao Y hoc du phong va Y té cong cong,
truong Pai hoc Y Ha N6i nam 2017 [3].

Trong nghién ctru ndy, do nhém cac dan
toc khac trong dac diém dan toc va nhom
nong dan trong dic diém vé nghé nghiép c6
ty 1€ hai long 100% nén khodang tin cay 95%
OR rdng (95%CI cua nhoém dan toc khac la
0,13—-37,19; nhém nong dan 12 0,03 —12,31).

Trong két qua phén tich cta yéu t6 hoc
van, c6 su khac biét giita kiém dinh Fisher
Exact voi khoang tin cdy 95% cia ty suét
chénh OR. Kiém dinh Fisher Exact cho
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thdy xét trén toan thé cic nhém cua yéu tb
trinh d6 hoc van, su khac biét vé ty 1& hai
long khong c6 ¥ nghia thong ké. Nhung
khi xét khoang 95% tin cay OR ctia nhom
Trung cp va Cao ding, khoang nay khong
chutra gid tri 1, nén su khac biét vé ty 1€ hai
long cia nhom nay so véi nhém Dai hoc va
Sau Pai hoc ¢6 ¥ nghia théng ké. Ching t6
nhém Trung cip va Cao déng c6 ty 1& hai
long thap hon 1 rét so voi nhom Pai hoc
va Sau Dai hoc, cac nhém con lai chua cho
thay su khac biét c6 ¥ nghia théng ké. V&
tong thé, trinh d6 hoc van khong phai yéu
t6 c6 anh huong t6i su hai long.

5. Két luan va kién nghi

Ty 1€ hai long chung dat mic 92,70%;
trung tam dép tng 89,04% mong doi cua
khach hang trudc khi to1 st dung dich vy;
c6 93,88% khach hang s€ quay lai hoac
gidi thiéu cho nguoi khach toi dich vu cia
Trung tam; yéu t6 thai d6 Gng xur va ky
nang lam vi¢c cia nhan vién dugc danh gia
cao nhét (4,48 £ 0,50 diém, phan b6 3 — 5),
tiép theo 12 minh bach thong tin va thu tuc
hanh chinh (4,33 + 0,58, phan bd 2 — 5), két
qua cung cap dich vu (4,28 + 0,54, phan bd
1 —5), co s& vat chat (4,17 + 0,60, phan b
1 — 5), thap nhat 1a kha nang tiép can (4,09
+ 0,65, phan bd 1 - 5).

Nghién ciru cho thiy khong c6 mbi lién
hé giita cac yéu td nhan khau hoc véi sy hai
long cua khach hang.

Bé sung cac bang bién chi dan phia
ngoai va trong khu vuc ti€ém chung, xay
dung kénh Zalo, Facebook dé tang kha
nang tiép can cta ngudi dan toi Trung tim;
céi tao lai co s& vat chat: khong gian phong
tiém, lap thang may, khu vui choi tré em;
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thuong xuyén lam danh gia sy hai long cua
khach hang dé kip thoi diéu chinh, hoan
thién phong tiém chung
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