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Ha Ngi, ngay Obthdng F nam 2017

’ BAO CAO
Keét qua khao sat sy hai long ngudi bénh noi tri
tai bénh vién Tim Ha Noi thang 6 nim 2017

Thue hién Quyét dinh s6 6859/QD-BYT ngay 18/11/2016 cia Bo Y té vé viéc
ban hanh c4c ndi dung kiém tra, danh gia chét luong bénh vién nam 2016;

Can ctr Cong vén sd 1356 /KCB- QLCL ngdy 21/11/2016 cua Cuc Quén Iy Kham,
chita bénh vé viéc huéng din kiém tra, danh gia chét lwong bénh vién nam 2016;

Thuc hién K& hoach sé 57/KH- BVT ngay 09 thang 01 ndm 2017 vé viée khao sat
su hai long ctia ngudi bénh va cén bd, nhén vién tai Bénh vién Tim Ha Ndi nim 2017,
mang luéi Quan Iy chédt luong bénh vién tién hanh “Khao sat su hai long clia nguoi
bénh ngi tru tai bénh vién Tim Ha N§i thang 6 nim 2017” v4i muc tiéu sau:

1. Xdc dinh ty 1é khdng hai long cia nguoi bénh diéu tri ndi trii vé chdt lirong
dich vu khdm chita bénh tai bénh vién Tim Ha Néi thang 6 ndm 2017.

2. Tim hiéu mét s6 yéu t6 dnh huéng dén sw khong hai long nguoi bénh diéu tri
nol tri tai bénh vién Tim Ha Ngi thdng 6 nam 2017.

I. POI TUQONG VA PHUONG PHAP
1.1. Phwong phap:

- Phuong phap khao sat: Pidu tra md ta cit ngang.

- Quy udc cach tinh diém:

Th(a};‘igérii)é‘f‘ Mic 3§ hi long Xép loas chung
; Ei;fglﬁ;; ?:i;bng Khoéng hai long chung
3 Binh thuong Binh thudng (Chua thuc sy hai long)
2 II_{IZtl lﬁt?%bng 4t Jong shing

+ Diém hai 1ong chung = téng diém/tdng sb cau hoi.
+ Diém hai long timg tiéu chi = s phiéu dat didm 4; 5/tdng s6 phiéu.

1.2. Pdi twong va thoi gian khao sat:

- Dbi tugng khao sat la nguoi bénh (NB) tai 07 khoa: khoa Noi, Ngoai, Diéu tri
tu nguyén, Nhi, Hoi stre tich cye, Tim mach chuyén héa, Cac bénh mach mau da nim
vién tir trén 3 ngay hoac dugc ra vién tir ngay 19/6/2017 —27/6/2017, ddng y tham gia
tra 161 phong van. Moi khoa thue hién khao sat 15 nguoi bénh.

- V6i nhitng ngudi bénh dudi 18 tudi thuc hién khao sat ngudi cham séc truc tiép.
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1.3. Nhan vién thwce hién khao sat:

Céc thanh vién mang luéi quan 1y chét lugng bénh vién, da duoc tép hudn trudce

khi tién hanh khao sat.

IL. KET QUA VA BAN LUAN

2.1. Mgt s6 diic diém cia ngwoi bénh

Bang 2.1. Mét sé diic diém ciia ngudi bénh khao sat

Pic diém n %o
Tong s6 ngwoi tham gia khao sat 105 100
Tubi Trung binh 50£26
<30 tudi 26 24.76
31~ 50 tudi 16 15.24
> 51 tudi 63 60.00
Gidi Nam 51 48.57
Nit 54 51.43
Str dung thé bao hiém y té Co 104 99.05
Khong 01 0.95
Téng s6 ngay nim vién Trung binh 9+ 10
<10 83 779.05
11-19 14 13.33
>21 08 7.62

Trong 105 ngudi bénh ddng ¥ tham gia khao sat, ¢6 99.05% ngudl bénh sir dung
thé bao hidm y té, thoi gian ndm vién trung binh [4 9 ngay.
D3 tudi trung binh clia ngudi bénh 13 50 tudi, cac nhit 14 ngudi bénh 93 wdi va
thép nhit 12 ngudi bénh nhi 21 ngay twdi, phin 16n ngudi bénh ndm trong nhém trén

50 tudi (60.0%).

2.2. Mirc do hai long ctia ngwoi bénh:

2.2.1. Mirc @9 hai long ciia ngudi bénh d6i véi vide tiép can dich vu:

Bang 2.2. Mirc d9 hai long ciia NB v6i kha ning tiép cin dich vu

Khong Binh Hai RAt <
TT Néi dung khio sat hailong | thwing Long hai long Tong
n % n % n % n % N Y%
1 | So d6, bién bdo chi din dudmg déncac| 0 | 0.0 13 [12.4[ 82| 78.1] 10 [ 9.5 | 105 | 100
khoa, phong 13 rang, d& hiéu, d& tim
2 | Thoi gian vao thdm ngudi bénh dwoe | 0 | 0.0 8 | 7.6183 | 79.1| 14 11331105100
théng bao 6 rang.
3 | Céac khdi nha, cdu thang, budng bénh | 0 [ 0.0 14 [13.3[79| 753 12 [11.4] 105|100
dugc danh sb 16 rang, d& tim. '
4 | Chc 15i di trong bénh vién, hanh lang | 0 | 0.0 14 [13.3]81 | 772] 10 1 9.5 | 105 | 100
bing phéng, d& di.
5 | Ngudi bénh héi va goi duge nhénvién | 0 | 00| 5 | 48|81 | 77.1] 19 [18.1] 105|100
y t& khi cin thiét




Két qua khao sat hai long NB vé kha nang tiép can dich vy, ty 18 rét hai long: cao
nhit 13 18.1% v& viéc ngudi bénh héi va g0i duge nhan vién y té khi cin thiét va thép
nhiét 14 viée bb tri cac so @b bién béo chi din dén cac khoa phong va vé cac 151 di, hanh
lang trong bénh vién (du 1a 9.5%).

Nguoi bénh nim didu tri tai khoa Ngoai gop ¥y vigc quan ly thang may bing thé
khién viéc di lai ciia ngudi bénh cdn khé khin, vat va.

100% ~

90% - 19.1 598 8.3
80% -
70% -
60% A
7l ® RAt hai long
50% - 75.2 -
. “ Hai long
40% ® Binh thudng
30% - m Khdng hai long
20% -
10% - 20.6
5.7
0% : ; L
Cher kham Cho thdam khém  Ché goi nhén vién Ché thi tuc thanh
khi nhéip khoa todn

Biéu db 2.1. Mirc d6 hai long clia NB déi véi thoi gian ché tidp cdn dich vu
(Don vi: %)

Danh gia thoi gian chd tiép can dich vy, tuy khong ¢6 ngudi bénh khong hai long, ty
1& ngudi bénh hai long tirong dbi cao nhung phén 16n ngudi bénh danh gid & mirc 4 ty 16
ngudi bénh hai long & mirc 5 ( rat hai long ) con thép. Ty 16 rét hai 1ong cao nhét 14 21.9%
vé thoi gian NB cho khi c6 viée cin goi nhén vién y té, thip nhit 12 v& thoi gian ché thi
tuc thanh todn véi 8.3%.

Ty 18 NB déanh gia binh thudng vé thoi gian ché thi tue thanh todn 13 20. 6%, cao
hon 9.6% so v6i thang 5/2017 (11%). Qua trinh khao sat ghi nhan 01 y kién NB phan
nin vé& viéc thanh toan ra vién cham tr& cho céc phm thanh toan bén khoa Tim mach
can thi¢p co s& 1 chwa hoan thién, NB mong muén duge hoan thién thd tuc ra vién
trong ngay xuét vién.

2.2.2. Mire d9 hai long clia NB v6i sy minh bach thong tin, thii tuc kham bénh, didu tri:

Bang 2.3 cho thay ty 1& rét hai long cao nhit v& viée dugc giai thich, tu vén théng
tin tir nhan vién y t&, chiém 17.1%.

So v6i két qua khao sat tai thang 5/2017, ty 1& ngudi bénh danh gid binh thuong
tai cde nodi dung hau hét ddu cao hon, ty 16 tdng nhiu nhit 12 3.8% tai noi dung “Quy
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trinh thi tuc nhdp vién 1 rang, cong khai, thuén tién” va ndi dung “Duge cong khai,
cép nhat thong tin thude, chi phi didu tri” (7.6% so v6i 3.8% va 6.7% so v6i 2. 9%)

Bang 2.3. Mirc d§ hai long cia NB véi sw minh bach thong tin
va thi tuc khdm bénh, diéu tri

Khéng Binh Hai Rét hai T
TT N¢i dung khio st hailong | thudng | Long | long ong
n | % | n|{%|n| % n | % | N %
1 | Quy trinh thi tyc nhép vién 0 [00) 8 | 7.6182| 78.1| 15 [14.3]105 [100.0
2 | Duge pho bién ndi quy, théng tincAn | 0 | 0.0| 5 | 4.8 851 817 14 13.5( 104 [100.0
thibt
3 |Gt thich tinh trang bénh va| 0 | 00] 4 [ 3.8]83] 79.1] 18 |17.1] 105 [100.0
phuong phap diéu tri
4 | Gidi thich, tw van truéc lm xét| O | 00| 6 | 57|81 77.2| 18 |17.11 105 100.0
nghiém
5 | Cong khai, cap nhét théng tinthuée | 0 [ 0.0| 7 | 6.7[81| 77.1] 17 [16.2] 105 100.0
va chi phi
2.2.3. Mire d9 hai 1ong ciia ngudi bénh dbi véi co s vit chat, trang thibt bi:
Bing 2.4. Mirc d§ hai long ciia NB véi co s& vit chit va phuong tién phuc vu
Khéng Binh Hai Rét haj '
1o qa . 5 . Tong
TT Noi dung khéo sat hailong | thwing Long long
n | % |n|%|n| % | n|%| N| %
1 | Bubng bénh khang trang, ddy da| 0 | 0.0] 11 |10.5| 72| 68.6| 22 20.9| 105 100.0
thiét bj didu chinh nhiét 46
2 | Giudng bénh ddy di 1 nguvi/| 0 | 00| 6 | 5.7]80| 762 19 |18.1]105 [100.0
giudng, an toan
3 { Nha v¢ sinh thuén tién, sach s& st | 5 | 4.8] 23 (21.9]63 | 60.0 14 [13.31105 [100.0
dung tét
4 | An ninh trit tu 0 100 7 | 67|78 74.3| 20 {19.0] 105 [100.0
5 | Quén 4o ddy du, sach s& 0 100 5 | 48[76| 72.4] 24 228|105 [100.0
6 Ntrécuéllglléllglanhdéydﬁ 0 |00 8 | 76]77| 73.3] 20 [19.1] 105 [160.0
7 | Pam bao su riéng tu 0 |00 11105]|77| 73.3] 17 {16.2] 105 [100.0
8 | Chét lugng phuc vu cua cing tin 1 | 1.5]251(36.2(39| 56.5| 4 |58 69 [100.0
9 | Bénh vién xanh-sach-dep 0 [00] 19 (181]77]| 733 8.6 [ 105 100.0

Cac vén dé& khoéng hai long vé co s& Vit chit va phuong tién phuc vu ngudi bénh
tap trung chii yéu vao céc vén dé lién quan dén nha vé sinh (4.8%), tang 1.0 % so véi
thang 5/2017 (3.8%), bao gdm:

- 02 y kién NB tai khoa Néi gop ¥ nha vé sinh chua sach.




- C6 04 y kién NB phan nan v& mui nha vé sinh. Trong d6: 01 ¥ kién NB gép v
nha vé sinh c¢on mui tai khoa Piéu tri tu nguyén, 01 y kién v& mui hé ga tai khoa Tim
mach chuyén hoéa va 02 y kién NB khoa Ngoai g6p ¥ v& mui thube tdy sir dung trong
nha v& sinh gy kho chiu.

Khéng c6 ngudi bénh khong hai long vé tinh trang nim ghép (giam 0.95% so voi
the’mg 5/2017). Tuy nhién qua trinh khao st ghi nhén 05 ngudi bénh bay td mong
mudn bénh vién md rong dién tich, giap NB khong phéu n3m ghép (khoa Ngi, Ngoai,
Diéu tri tw nguyén).

Trong 69 ngudi bénh danh gia vé viée st dung cing tin, c6 01 NB tai co so 1
khéng hai long v& tinh trang bénh vién thiéu cang tin. T¥ 1& ngudi bénh danh gid binh
thudng v6i ndi dung nay chiém 36.2% (31.9% tai co s& 1 va 4.3% tai co s¢ 2). Tai co
s& 2, nguoi bénh gop y chi phi cing tin con cao, chua dap tng duoc nhu ciu NB,

2.2.4, Mirc d¢ hai long clia ngudi bénh déi véi thai dé ung xik, nang lye
chuyén mén ciia nhin vién y té

Bang 2.5. Mikc 40 hai long ciia ngudi bénh véi thai d§ ang xi, ning Iyc
chuyén mon cia nhin vién y té

Khéng Binh Hai R4t hai X
e X e s 5 N \ Tong
T Néi dung khio sat hailong | thudng Long long
n | % | nj% | n| % n | % N %
1 | Thai d6 cua BS, BD 0 [00] 0 | 0.0]70| 66.7] 35 [33.3]| 105 [100.0
2 | Thai o cta hd ly 0 |00 0 | 00|73]| 69.5[ 32 [30.5]|105 [100.0
3 |NV y té ton trong, d6i xtr céng| 0 | 0.0| 1 |0.95|70| 66.7| 34 [32.35] 105 [100.0
bing, quan tdm, gitp d& '
4 | BS, DD hop tac tét va xir ly cong | 0 | 0.0| 0 | 0.0{ 68| 64.8| 37 352 105 100.0
viéc thanh thao kip théi
5 | BS kham, déng vién 0 100] 2 | 19167 63.8] 36 [34.3]1051]100.0
6 | Tw vén ché d6 #n, vén dong, theo | 0 | 0.0 2 | 1.9{72| 68.6| 31 {29.5] 105 [100.0
di va phong ngira bién ching
7 | Bidu hién goi ¥ bdi dudng 0 | 00| 0 | 0.0|63| 60.0f 42 [40.0] 105 [100.0
8 | BS hudng dén, din dd khi ra vién 0 00| 1 {09771 |68.93] 31 [30.1]103 (100.0
9 | NV hudng dan thi tye ra vién 0 (00| 3 | 3.0]73]| 73.0| 24 [24.0| 100 [100.0
10 | NV lam thd tuc thanh toan viénphi | 0 | 0.0 10 |10.4]66 | 68.8| 20 [20.8] 96 [100.0
11 { That d§ nhén vién bao vé 0 100 9 | 87|72 69.9| 22 |21.4] 103 {100.0

Béng 2.5 cho thiy ngum bénh danh gi4 khd cao vé thai do ung xu, nang luc

chuyén mén ctia nhén vién y té.

Qud trinh khdo sat ghi nhan 08 y kién khen ngoi nhan vién nhiét tinh, chu d4o,
dich vu phuc vu tdt (khoa Tim mach chuyén héa, Hbi stc tich cuc, Ngoai).




Str dung thang do Likert danh gi4 sy hai 1ong ngudi bénh, chia mirc 4 hai long
thanh 5 mirc v6i quy wée nhu sau: 5 diém: rit hai long; 4 diém: Hai long; 3 diém: binh

thuong; 2 diém: khong hai long; 1 diém: rdt khong hai long,

Céc bénh mach .~
mau .
41387 K

Tim mach
chuyén hoa

£
»

Nhi

5i st tich
H

~-Diém hai ong

trung binh

.
Piéu trj tu
nguyén

Biéu dé 2.2. So sénh diém hai long trung binh cia NB doi vGi thai do ting xii, ndng luc
chuyén mén ciia nhdn vién y 18 giita cdc khoa

Diém hai long trung binh cia NB dbi véi thai d6 tmg xit, nang luc chuyén mén
ctia nhén vién y té tai cdc khoa déu dat trén 4 diém. Trong d6, diém trung binh hai long
cao nhét tai khoa Ngoai (4.53 diém) va thip nhét tai khoa Ni (4.05 diém).

2.2.5. Milre do hai long ciia ngwdi bénh voi két qui cung cflp dich vu:
2.2.5.1. Mire d hai 1ong ciia ngudi bénh véi két qua chim séc va diéu tri:

Bang 2.6. Mtrc d9 hai long ngwdi bénh véi két qua cung cip dich vu

Khong Binh Hai R4t hai .

. ) . \ Tong
TT Noi dung khio sat hdilong | thwong | Long long

n | % | n|%|n! % n % N %
1 | Cép phat thudc va huéng dan| 0 | 0.0 1 [0.95]82| 78.1| 22 |20.95| 105|100

dhy du :
2 | Trang thiét bi, vt tu ddy du 0 | 00| 1 [095|84]| 80.0| 20 |19.05] 105} 100
3 | Két qua didu tri 0 { 00| 1 [095|81| 77.1] 23 |21.95| 105 | 100
4 | Tin tudng v& chit lugng dichva | 0 | 0.0| 1 [0.95]|80| 76.2| 24 |22.85] 105 { 100
5 | Gia cadich vuy té 0 |00 9 |8974] 73.3| 18 | 17.8 101|100
6 | Chén doan va diu trj ctia BS 0 00| 0 | 00{77] 74.0| 27 | 26.0 | 104 | 100
7 | Chét luong chiam soc ciia DD 0 00| 0| 00|76| 73.8 27 | 26.2 | 103|100




Khéng cé nguorl bénh khong hai ong véi két qua cung cap dich vy. Ty 1€ hai
long dat 100% v& higu qua chin doan, didu tri bénh ctia bac s va chét luong chim soc
NB cia diéu dubng.

Danh gia muc @) hai long cta ngudi bénh vé chét lrong dich vu y té, ty 16 ngudi
bénh tin twéng dat 99.05% (ting 0.95% so vai thang 4 12 98.1%).
2.2.5.2. Pap ing so v6i mong doi va sw hra chon quay lai cia nguéi bénh

Khao sat muc 4§ bénh vién dap g so véi sy mong doi clia ngudi bénh trude
khi nim vién theo ty 1& % thu duoc két qua nhu sau:

0 7.6%

B<50%
= > 50% dén < 80%
&> 80%

Biéu d6 2.3. Pdnh gid % mong doi ciia NB dugc ddp ting sau khi ndm vién (Bon vi: %)

Ty 1¢ ngucn bénh déanh gid duoc bénh vién dap (mg trén 80% mong dgi so véi
truée khi nim vién chiém 92.4% (tang 6.7% so voi thang 5 14 85.7%), ty 18 mong doi
clia ngudi bénh duge dép tng thip nhét 12 70% va cao nhét 1a 150%.

Bang 2.7. Danh gia sy lra chon quay lai ciia ngudi bénh

Lua chon n Yo
1. Chic chin khéng bao gi& quay lai 0 0.00
2. Khéng muén quay lai nhung ¢6 it lua chon khac 0 0.00
3. Mudn chuyn tuyén sang bénh vién khic 0 0.00
4. Co thé s& quay lai ' 6 571
5. Chiic chiin s& quay lai hodc gi6i thiéu cho ngudi khac 99 94.29
Téng 105 100.00

Khi dugc héi v& viée lya chon quay lai hodc gidi thiéu cho ngudi khéc dén kham
chifa bénh tai bénh vi¢n, tj 18 nguoi bénh chéic chin quay lai hodc gisi thicu cho nguvi
khac khi ¢6 nhu céu 12 94.29%, ting 3.81% so voi thang 5/2017 (90.48%).

Ty 1&¢ ngudi bénh ¢6 thé s& quay lai chiém 5.71%. Qua trinh khdo séit ghi nhén
mot sb ¥ kién do nha xa, di lai bét tién, ngudi bénh con chua chic chin viée quay tré
lai bénh vién kham khi ¢6 nhu cAu.

2.3. DPanh gii chung:

2.3.1. Panh gia mirc d§ hai long nguoi bénh giita cdc nhém chi sb




So sénh diém hai long giita cdc nhém chi sb thu dugce két qua twong Gng két qua
khao st thu nhan tai thang 5/2017. Trong d6, diém hai long cao nhat & nhém chi sb
v& thai do tng xir va ning luc chuyén mon (4.28 diém). Piém hai long thip nhit tai
nhém chi sé vé co sé vat chét va kha nang tiép can dich vu (4.02 diém). (Bidu dd 2.4).

Kha ning

tiép cdn

Két qua dich vy

Thai d¢ Gng
X1, ning luc
chuyén mén

Co s vt chit

~g==Thang 5
—8-Thang 6

Thoi gian chd
tiép cln dich vu

Su minh bach
théng tin va tha
tuc kham
bénh, diéu tri

Biéu d6 2.4 . So sdnh diém hai long ciia NB gitta cdc nhom chi sé hai long thang 5 vé thang 6

2.3.2. Téng hgp mdt s6 ¥ kién gop y ciia ngudi bénh

Bing 2.8. Bang tong hop mot s6 ¥ kién dong gép ciia ngudi bénh

TT Vin dé NB tai khoa S6 lwgng | Tong
1 T'rari nh‘a thilln nuée, khi mua khoa phong Nhi 03 03
bi Aot va ngdp nudce.
s s s . Piéu tri tu nguyén 01
2 | Phong bénh cé diéu hoa nhung van ndng - —— 02
Tim mach chuyén hoa 01
Dé nghi ¢6 chudng bao goi nhan vién yt| o R
3 tai phong bénh biéu trj tw nguyén 01 01
4 | Khong co chd phoi a8 vai, dd phoi trong | Piéu tri tw nguyén 01 03
nha vé sinh hoi, dé gdy am mdc Ngoai 07
5 | Dién tich khu v€ sinh hep Héi stic tich cue 01 01
Bude thu nhén két qua dé gap bac sy kham '
6 | hoi phttc tap va phai ché 1au, Ngoai 01 01
(Tu nguyén 3).
IV. KET LUAN:

Muc tiéu phén ddu tiing buéce cung ¢ip dich vu y té chét lugng cao, mang lai su
hai long cao nhit cho ngudi bénh, mic diém 5 (rdt hai 1ong) 1a myc tidu hudng t6i cia
cdng thc cai tién chét lugng bénh vién. Két qua thu duge sau khio sat nhu sau;




- V& kha nang tiép cén dich vu ty 1¢ nguoi bénh rit hai long thép nhit 13 9.5% v&
viée bb tri cac so dd bién bao chi din dén cic khoa phong va v& cac 16i di, hanh lang
trong bénh vién.

- V& thoi gian cho tiép can dich vy, khong c6 NB khong hai long. Ty 16 rit hai
long cao nhit 14 21.9% v& thoi gian NB chd khi ¢6 viée cin goi nhén vién y té, thap nhét
14 vé thoi gian chd tha tuc thanh todn véi 8.3%. Ty I¢ NB danh gid binh thudng vé thoi
gian cho thu tuc thanh todn cao hon so v6i thang 5/2017 13 9.6% (20.6% va 1 19%).

- V& co sé vat chit budng bénh, 4.8% NB khong hai long véi cac vén dé lién quan
dén nha vé sinh.

- Ngudi bénh hai long véi két qua cung cap dich vy va thai do Ung xu, nang luc
chuyén mén cta nhan vién y té véi ty 1& cao tuy vy ngoi bénh hai long & muc 5 chi
dat < 40%.

- Ty 1é ngum bénh danh gid duoc bénh vién dap tmg trén 80% mong doi so vadi
trude khi ndm vién chiém 92.4% (tang 6.7% so voi thang 5 1a 85.7%).

- 86 lugng ngudi bénh chic chin quay lai hodc gidi thiéu ngudi khac khi ¢d nhu
cau 1a 94.29%, tang 3.81% so véi thang 5/2017 (90.48%).

- So sanh diém hai long giita cdc nhom chi s thu dugc diém hai long cao nhat &
nhom chi s vé thai d6 tmg xir va nang lye chuyén mén (4.28 diém). Diém hai long
thip nhét tai nhém chi sé v& co s& vat chét va kha néng tiép cén dich vu (4.02 diém).
Két qua nay twong tmg két qua khao st thu nhén tai thang 5/2017.

PTP. QUAN LY CHAT LUQNG GIAM POC DUYET

{Guyén Quang Tuin

Nguyén Thi Hong Thu

Nei nhin:

- Ban Giam dbc;

- Céc khoa, phong;
- Luu: QLCL, VT.
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