SO Y TE HA NOI CONG HOA XA HOI CHU NGHIA VIET NAM

BENH VIEN TIM HA NOI DPoc lap — Tw do — Hanh phic
sé: 3M9.... /BC-BVT Ha Ni, ngay. 24, thing M. ném 2017
BAO CAO

K&t qua khio sat sy hai long ngudi bénh ngoai tri
tai bénh vién Tim Ha Ngi thang 10 nam 2017

Thuc hién Quyét dinh s6 6859/QP-BYT ngay 18/11/2016 ctia Bd Y t& vé& viéc ban
hanh cac ndi dung kiém tra, danh gia chat lugng bénh vién nam 2016.

Thue hién K& hoach sb 57/KH-BVT ngay 09/01/2017 ctia bénh vién Tim Ha Noi vé W
“Khao sat su hai long cta nguoi bénh va can b nhan vién nim 2017”. >
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Mang luéi Quan 1y chat lwgng bénh vién Tim Ha Néi tién hanh: “Khéo sat sy hai
long cua nguoi bénh ngoai tri thang 10 ndm 2017 véi muc tiéu:
1. Xdc dinh murc do hai long cua nguoi bénh ngoai trii khi sir dung dich vu tai bénh
vién Tim Ha Noi thang 10 nam 2017.
2. M6t 56 yéu t6 énh hudng t6i sw hai long ciia ngueoi bénh khi sie dung dich vu tai
bénh vién Tim Ha Ngi thang 10 nam 2017.
I. POI TUQNG VA PHUONG PHAP KHAO SAT
1. Déi twong khdo sdt: Nguoi bénh dén kham, diéu tri ngoai tra tai bénh vién.
2. Thoi gian tién hanh va tiéu chudn chon ngwoi bénh khdo sdt
- Thoi gian va dia diém khao sat: Tt 09/10 dén 13/10/2017 tai khoa Kham bénh,
Phong kham da khoa va ciac khu Kham bénh tu nguyén - bénh vién Tim Ha Noi.
- Tiéu chudn lya chon ngudi bénh: Ngudi bénh tir 18 tudi, ddng ¥ tham gia khao sét,
c6 kha nang tra 10i cau hoi va da hoan thanh qua trinh kham bénh (béc st di két thic qua
trinh kham trén hé théng may tinh va c6 don thude).

3. Phuwong phdp khdo sdt: Diéu tra md ta cit ngang.

Khdo sdt vién: Thanh vién mang luéi QLCL bénh vién khong tham gia truc tiép vao
qua trinh cung cép dich vu kham, chita bénh va da duoc tap hudn k¥ ndi dung khao sat.

Xit Iy 56 lidu: STATA 12.0 va céc phuong phép thong ké y hoc théng thuong.

Quy wéc cdach tinh diém: Bj cau hoi duge cham diém theo thang diém Likert véi 5
mite do. Céc lya chon clia ngudi bénh tinh diém tuong Ung nhu sau:



Thang diém .
(Bf’:lm) Mirc do hai long Xép loai chung
i R4t khong hai [dng
A " Khéng hai long chung
2 Khdng hai [ong
3 Binh thuong Binh thudng (Chua thyue sy hai long)
4 Hai long
R Hati long chung
5 Rat hai long

Diém hai 1ong chung = téng diém/tdng sé cau hoi
Diém hai long cho timg vén dé = tong s6 phiéu nhan xét diém 4, 5/ téng 56 phiéu khao sat
1L KET QUA VA BAN LUAN
1. Djc diém thong tin ctia ngudi bénh.
Khao sat thue hién phéng vén trén 100 ngudi bénh méi co 58, trong dé:

- Co s& 1: 8 ngudi kham tai Ty nguyén 1; 11 ngudi bénh Tu nguyén 2 va 81 nguoi
bénh Tu nguyén 3.

- Co 56 2: 9 ngudi bénh kham Ty nguyén va 91 ngudi bénh tai khoa Kham bénh, khéng
c6 ngudi bénh kham tai Phong khéam da khoa tham gia khao sat.

Tudi trung binh cta ngudi bénh trong dot khao sat la 57.8 + 16.3, ngudi bénh thudc
nhém déi tugng wu tién 13 6.0%.

Ty 18 ngudi bénh ddng ¥ tham gia khao sat sdng tai Ha Noi 12 79.1%, ty 1€ st dung
thé bao hiém y 1€ v&i 84.9%.

Trong s6 ngudi bénh tham gia khao sat c6 61.8% ngudi bénh tham gia chuong trinh
quan ly cac bénh mén tinh.

Ty 1€ ngudi bénh lan diu t6i kham l1a 25.0%, trong do chu yéu tai co s& 1 (17%).
2. Mirc d¢ hai long cia ngwoi bénh khi sé dung dich vu tai bénh vién
2.1. Kha niing tiép cin dich vu:

Bang 2.1 cho théy, sb lugng ngudi bénh tim hiéu thong tin va dang ky khdm qua dién
thoa, trang tin dién tr ctia bgnh vién 14 114 ngudi (co s& 1: 67/100 ngudi bénh va co s& 2:
47/100 ngudi bénh), trong dé ngudi bénh l4n diu téi kham cb 22 ngudi dcosd1lvao
ngudi & co s¢ 2. TY 16 hai long vé néi dung nay dat 94.7%, ty 1& rét hai long 12 39.5%,

Két qua khao sét cho thdy ty 1& ngudi bénh hai 1ong véi cac ndi dung khac v& kha
ning tiép can dich vu & mic cao trén 98% va khéng cé sw khac biét so voi thang 9/2017,
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nhung ty 1& ngudi bénh rit hai long (muc 5} ting tir 27.5% - 30.0% (thang 9/2017) 1&n

32.5% - 34.0% (thang 10/2017).

Bang 2.1. Mirc d§ hai 1ong ciia ngudi bénh v& kha niing tiép cin dich vu

Khéng Binh i 1g R4t hai X
Noi dung hailong | thugng | MATlng | T Tong
, 1 n % | n % n Yo n % n Yo

Tim hi€u cédc théng tin va ding ky o lo
dién tr 01 6 53] 63 |552| 45| 395 114 | 100
So do, bién bao chi din dudng dén cac
khoa, phong ré rang, 4& hidu I 05| 1 [05) 130 | 650 | 68 34.0 {200 100
Bién bdo, chi din dudng dén bénh
vién 16 rang 0 |00 3 [1.5] 130|650 67 335 (200 100 |
L6i di trong bénh vién, hanh lang bang .

héng, d& & 0 |00| 2 [1.0] 133665/ 65 325 {200 100
Khéi nha, cdu thang, dugc danh b o
rang, d& tim . 1105 1 (05| 133]665]| 65| 325 200 | 100

2.2. Su minh bach théng tin va thi tuc kham bénh, didu tri

Bang 2.2. Mirc d§ hai long cia nguwdi bénh vé quy trinh kham Bénh cita bénh vién

Khong Binh . Rat hai z
Noi dung hai long | thwong | FATIONE | TP T Tong

n | % |{n|[%|[n|%|n|%]|a] %
Thoi gian chd lam siéu 4m tim 0 1001 9 |58]81 (519 66 [423( 156 | 100
Nhén vién y té tiép dén, huéng dan nguoi
bénh lam tht tuc niém né, tan tinh : 051 6 301101550 83 | 415 200 100
Thot gian cho lam dién tim I 105 [ 11 57]104]539] 77 139971 193 | 100
Gid dich vu y t& niém yét 15 rang, cong
Khai, minh bach 0 100 | 6 [30]119]595]| 75 |375| 200 | 100
Thoi gian ché chup X- quang 0 100 ) 6 | 48[ 71 |568] 48 [384[ 125 100
Thoi gian duge béc sTkham va tu van 1 1051 8 [40]|114(573] 76 [382] 199|100
Buoc xép hang theo thr tur trude sau khi lam
cdc thil tuc déng ky, ndp tién, kham bénh,xét | 2 | 1.0 | 5 |25 |117]585| 76 380 200 | 100
nghiém, chiéu chup
Lot glan cho doi fam this tue dang ky [ 1 T 1 T Tsso | 7 370 | 200 | 100
kh&m bénh
gﬁ:ﬁé gian cho 1am siéu 4m mach/siéu 4m 0100l 6 |s2 68 | 586| 2 | 362 116 | 100
Quy trinh kham bénh dugc niém yét 3
ring, cong khai, d& hidu 0100 6 [30]122]|610| 72 | 360 2QO 100
Quy trinh, thil tuc khdm bénh duoc cai
chch don gian, thun tién 0 | 00| 8 4.'0 121 | 605 71 | 355| 200 | 100
Thoi gian chd lam xét nghiém 0 |00 | 13 |7.1[105/|574| 65 355/ 183 | 100
Thoi gian chd Iinh thudc bao hidm/mua
thuo dich vu 2 |10 | 11 |55]|116!580| 71 355|200 | 100
Thot gian chd t6i hrot Bac sT kham 0 {00 [ 16 80[115]|575] 69 | 345 200 100
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Vé6i muc tiéu huéng toi sy thuéin tién va hai long cao nhit ctia ngudi bénh, bénh vién
tién hanh dinh ky viéc khao sat sy hai long clia ngudi bénh vé chét lwong dich vu nhim
phat hién sy khéng phit hop va cai tién quy trinh kham chita bénh.

K&t qua khio st cho thy ty 1¢ ngudi bénh hai long v& quy trinh khim bénh va thosi
gian kham bénh trong khoang tir 92.0% - 97.0%, ty 1& rét hai long dat tir 34.5% - 42.3%,
da cai thién hon so voi thang 972017 (tir 19.1% — 35.5%).

Bang 2.2 cho thz‘iy quy trinh kham bénh duoc niém yét 13 rang, cdng khai, d& hidu ¢
ty 1& ngudi bénh hai long cao nhit véi 97.0%, ty 1& rét hai l6ng 13 36.0% cao hon thing
9/2017 (32.0%). Thoi gian cho 1am siéu 4m tim cd-ty 1é ngudi bénh rit hai 1ong cao nhét véi
42.3%, thép nhét vé thoi gian ch 161 lugt bac s kham (34.5%). Mic du khéng c6 ngudi
bénh khdng hai léng nhung tj 1& chua thwe sy hai long (mirc 3 - binh thuding) cao nhét [a v&
thai gian cho t61 lugt bac si khim véi 8.0% (chi yéu & co s& 1 véi 10/100 ngudi bénh trong
d6 7 NB khim & Tu nguyén 3; 2 NB kham & Ty nguyén 2; | NB khdm & Tu nguyén 1).

Thoi gian cho 1am dién tim ¢6 ty 18 ngudi bénh hai long 1a 93.8%, thép hon so v6i
thang 9/2017 (95.3% ). Nguoi bénh gép ¥ ring thoi gian chd lam dién tim con hoi 14u, nhan
vién thao tac con cham (2 y kién cosé 1 va 1 y kién co s6 2).

C6 1 ngudi bénh co s& 1 va 1 ngudi bénh co sé 2 khong hai 1ong vé vige duge xép
hang theo ding s6 thi tw v6i ty 18 1.0%, cao hon so véi thang 9/2017 (0.0%). Tai co s& 2,
mot ngudi bénh khéng hai 1ong vi qué trinh ché 14y méu xét nghiém khi dén huot thue
hién d4 phai nhuong cho nhitng ngudi bénh vu tién.

Két qua khio sat cho thiy ty 16 khéng hai long ciia ngudi bénh vé thoi gian che ding
ky kham bénh va che ldy thudc/mua thude dich vu khéng thay ddi so véi thang 9/2017
(0.5% va 1.0%), nhung ty 1& chua thuc su hai long (mie 3 - binh thudng) da giam tor 7.0%
va 7.6%, xubng 5.7% va 5.5%. Qu4 trinh phong vén, mét sb ngudi bénh tai co s& 1 nhin
X6t thoi gian chey mua thude 14u hon so véi nhitng 1in kham trude (1 v kién), thoi gian cho
déng tidn/tra thé tai quiy ké toan chua dugc nhanh chong (2 y kién), .

2.3. Co s& vit chit va phuong tién phuc vu ngwéi bénh.

C6 100% ngudi bénh tham gia khdo sét hai long voi viée duoc dim bao su riéng tu khi
kham chita bénh va tinh trang an ninh trt tw tai bénh vién tét, ty 1& ngudi bénh rat hai 1ong
dat 41.0% va 39.0%.

Khong ¢6 ngudi bénh nao phan nan vé viéc thiéu ghé ngdi trong phong cho, két qua dat
dugc t6t hon so v6i thang 9/2017 (v6i ty 1€ ngudi bénh khéng hai long 14 1. 0%).

Ty 18 ngudi bénh khéng hai long vé& tinh trang nha v€ sinh ciia bénh vién 14 0.0% giam
s0 v6i thang 9/2017 (0.5%), tuy nhién ty 1& ngudi bénh chua thue sy hai léng (mirc 3 — binh
thudng) van con cao véi 4.0%.
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C6 2.0% ngudi bénh khéng hai [ong véi ndi dung khao sat vé vé sinh moi trudng trong
bénh vién xanh - sach - dep (3 ngudi bénh co s& 1 va 1 ngudi bénh co s& 2), cao hon so véi

‘thang 9/2017 (0.0%).

Bang 2.3. Miic d$ hai 10ng véi co sé vt chit, trang thiét b ciia bénh vién

. If!lﬁ‘n-g Bh,]h Hai 1ong Rat hai Téng
N§i dung hailong | thuing long
. ] n % n % n %% n %o n %
F a0 riéng tu khi kham bénh, chié
33;‘;} iﬁ?[;m ti;tllﬁat - 10 00| 0 |00]| 118|590/ 8 |41.0]|200]| 100
Mbi trudng bénh vién xanh, sach, dep 4 120 3 [ 15| 113|565 | 80 | 400 | 200 100
Pam bae an ninh, trdt tu, phong ngira
txom cip. 0 [00| 0 |00 122|610 | 78 | 39.0 | 200 100
Quat, didu hoa déy di hoat déng tét 0 |00 4 |20] 119595 77 ]385 [200] 100
Phong chd bénh vién do ghé ngdi, st
| dung tét 0 (00| 4 |20 124 | 6201} 72 | 360 | 200 100
Phuong tién gitip ngudi bénh tam [y thoai
.y I [05] 6 |30 121 | 6051 72 1360|200 100
g&‘f;i r;‘;f’i‘;‘;‘hgm"h“ kham sach S8 | o 1 oo | 2 | 10| 128 | 640 | 70 | 350 | 200 100
Nha v€ sinh thudn tién, sir dung tot,
sach s& 0 [00| 8 | 40| 120|606 | 70 | 304 | 198 | 100

Ngudi bénh tham gia khao sat ¢6 nhan xét chét lrong dich vu tai bénh vién 1a tét

song co s& ha ting chua duge khang tr ang, phong siéu dm, dién tim con nhé, chd ngdi chd
chit, hep (4 v kién co s 1 va 4y kién co sé 2), ngudi bénh mong mudn bénh vién cai tao
ning cip mot sb phong ban, vi dy khu nha &n, khu d& xe ctia CBNV va khach, ... (1 ¥y
kién co sé 1 va 1 ¥ kién co s¢ 2).

M6t sb khac nhén xét bénh vién c6 it nha v¢ sinh, d6i khi chua sach hodic mét nuéc

(3 ¥ kién co s& 2). Tai co s& 1, khu vue déi dién quiy thube BHYT, canh khu 1y mau cia
Tu nguyén 3, phé thai x4y dung chua duoc don sach s& va kip thoi (1 ¥ kién).
2.4, Thai d @ng xit, ning lye chuyén mén clia nhéin vién y té

Ty 1& ngudi bénh hai long vé tinh than, thai d6 giao tiép ciia nhan vién bénh vién dat
mirc cao trén 96.0%. Ty 1& ngudi bénh rit hai long (mitc 5) dugc cai thién 15 rét, ting tir
26.6% - 41.0% (thang 9/2017) 1én 40.8% - 49.5% (thang 10/2017), mdc rét hai long cao
nhét v& tinh thn, thai dd giao tiép cia bac sT va nhan vién tiép dén vai 49.5%,

C6 100% ngudi bénh hai 1ong vé tinh thén, thai do cua nhan vién phong siéu 4m tim,
ty 18 rat hai long dat 46.2%.
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Trong qua trinh phéng van, ¢6 6 ¥ kién ngudi bénh khen ngoi tinh thén, thai dé phyc
vu cua nhén vién bénh vién, nhan xét nhin vién tan tinh, chu ddo va vui vé vdi ngudi
bénh (1 ¥ kién cosd 1 va 5 ¥ kién co s 2).

Bing 2.4. Mitc d§ hai long cita ngudi b¢nh vé tinh thin, thai d6 giao tiép cita NVYT

Khéng | Binh i Ic Rat hai T
Noi dung hailong | thuing ariong long ong

n | % i n| % n % | .n % n %
Bic s§ ¢o 101 noi, thai 4o, giao tiép du :
mi‘;sy c0 TOLOL TAcl, g0 Hep Ang |y o5 | o | 0.0 ] 100 | 500 | 99 | 495 | 2001 100
I—Iuong dan vién cé 161 néi, thai dg, giao
tiép diing muc i {05] 2 (1.0 98 49.Q 99 | 495 | 200 | 100
Puoc nhin vién y té t6n trong, ddi xir
obng bang, quan tim P 1G5 1 [057 1005051 97 485|200/ 100
Tml}hthan thai d clia nhin vién khoa xét 1 ]os| o ]oo| 95 |519] 87475 183] 100
nghiém
Ning lue chuyén mén cta bac si, didu
dudng dap (mg mong doi 1L 1050 1 [ 05103 |51.5] 95 47.5 200 | 100
;;fi‘i;fa”’ thai do nhan vién phong siéw |\ o o0 | o 00| 84 | 5381 72 | 462 | 156 | 100
Tinh than, thai d§ nhin vién phong siéu
am mach/ siéu &m bung 0 t00) 1 |09 | 64 | 547 | 52| 444 1117 100
g.'”h thn, thdi o cta nhan vién phong | o 1001 | {051 108 | 560 | 84 | 435 | 103 100
1en tim
;ll"]lﬁgcthan thal do coa nhin vién quay 0 (00| 2 |to| 2|60/ 86! 430 200! 100
Tinh thn, thai do cia nhan vién bao vé 0 100 5 [25] 112 | 560 | 83 | 41.5 | 2001 100
Tinh thén, thai d6 cta nhén vién k& todn 0 |00] 8 |40 109 | 545 83 | 415 [200] 100
g:;ﬂg‘ha“’ thai do clia nhan vién phong X- 1 1 001 0 1 16| 72 | s76 | 51 | 408 | 195 | 100

(Ghi chii: NVYT: Nhén vién y té)

Tuy nhién, ¢6 0.5% ngudi bénh khéng hai'1ong vé tinh thin, thai d6 giao tiép cta
bac s, nhan vién tiép don va ning lwe chuyén mon cia béc si, didu dudng dap ung duoc
mong doi cila ngudi bénh. D6 1 truong hop cia ngudi bénh 1dn dau téi kham tai co 5o 2,
nhung khéng duge hai [ong vé mot s bo nhén nhén vién vi 6 so sénh véi co s6 1, ring
nhin vién chi din chwa tan tinh, qua trinh kham bdc st Vii Hoc Huén khéng tu van va cé
thai d¢ 101 n6i khéng hoa nhd (Nguwoi bénh nit 63 tuéi dén khdm quén don thuéc cii...).

2.5. Két qua cung cip dich vu

T¥ 1¢ ngudi bénh hai 1ong vé két qua khdm bénh va viée tham gia chwong trinh quan 1y
cdc bénh man tinh dat 97.5% va 98.5%, ty 1& rit hai long dat 38.5% va 33.6%.

Bén canh d6 c¢6 0.5% ngudi bénh khéng hai long vé& két qué khdm bénh dép Gmng dugc
nguyén vong ciia ngq'(‘yi bénh va chét luong dich vu y té. Nguoi bénh gép v r?mg chén dosn
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cta bc s trén don thude va chi dinh cén lam sing khéng ddng nht, hodic c6 ngudi bénh 1in
dau dén kham tai bénh vién nhung két qua khém béc s7 khéng tim ra duoc nguyén nhén bénh
nén con lo tng (VB nit 37 tuéi - khoa Khém bénh ty nguyén 3). '

Bang 2.5. Mike d9 hai 1ong cia ngudi bénh vé két qua kham va didy tri

Khéng Binh Hai lon Rt hai T3
Néi dung hailong | thwong ariong lon ong
g
n | % | n| % n | % n Yo n %

Hoa don, phidu thu, don thudc va

két qua khdm bénh duge cung cdp | 1 (05| 7 |35 114 1570 | 78 | 390 | 200! 100
18 rang, minh bach

Két qua khim bénh dap Ung

nguyén vong 1105 4 (20] 118590 77 | 385 200 | 100
\l\l/lI]Lr;tgo tin twong vé chat lugng dich tlos| s (25120 | 600 | 74 | 370 | 200 100
Hﬂal long k}]] tham gia chuong trinh 0 100 2 [ 15| 85 | 649 | 44 | 33 311 100
bénh man tinh

rg“"’ dohatlong ve gibcadich vy | o1 o 10 0S| 14 | 570 | 65 | 32.5 ! 200 100

Tuy khong cé ngudi bénh khéng hai long vé gi dich vy y té, nhung ty-1& chua thue
su hai long (mic binh thudng) 13 cao nhét véi 10.5%, cao hon so voi thang 9/2017
(6.0%). Ngudi bénh nhén xét gia dich vy con hoi cao (1 ¥ kién khu Tunguyén 3 -cosd1va
1y kién nguoi bénh khoa Kham bénh co s& 2).

< 50%
%> 50% dén < 80%
> 80%

Biéu d6 2.1. Panh gid sy d4p ting so véi mong doi ciia ngudi bénh
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Ty 1€ ngudi bénh dinh gia bénh vién da d4p tng dwoe > 80% so véi mong doi cua
ho 14 81.2%, thép hon so théng 9/2017 (86.6%). Ty 1& mong dgi clia ngudi bénh duge dap
ting thip nhét 14 60% (c6 1 ngudi), cao nhat 12 100% (co 52 nguoi).

Bing 2.6. Panh gia sw quay lai st dung dich vu khi ¢6 nhu ciu

STT Noidung - 86 hrong | Ty Ig
' (ngudi) (Vo)
1 | Chic chin khong bao gi& quay lai 0 0.0
2 | Khéng mudn quay lai nhung cd it lua chon khéc 1 0.5
3 | Cothé s& quay lai 6 3.0
4 | Chic chin s& quay lai hodic gidi thiéu cho ngudi khac 192 96.0
5 | Khac (ghi r5) ! 0.5
Tong ' 200 100.0

Khao st v& nhu cdu st dung dich vu cho l3n t4i kham sau (néu co), két qué cho thdy
s6 lugng ngudi bénh chéc chén s& quay lai hogc gi6i thi¢u cho ngudi khac dat ty 18 96.0%.
Bén canh do, c6 3.0% nguorl bénh lua chon c6 thé & quay lai, vi ho 14 nhiing ngudi kham 1an
dau hoic ¢6 khé khan vé kinh té, dia ly (nha xa, phu thudc tai chinh, ...), tinh trang stic khoe
(di lai kho khién, bi say xe 8 t0, phu thude vao con chau, ...) s& quay lai kham chira bénh Ihi
c6 didu kién, C6 1 ngudi bénh dén kham nhung vi chua tim dugc ra nguyén nhin bénh Iy nén
chua biét quyét dinh nhu nao (0. 5%).

2.6. Panh gia chung

Ty 1€ hai long chung duoc tinh bing s6 cau trd 101 & mérc 4 va 5 trén tong sé cu tra

161 ciia ngudi bénh khi danh gia vé cac ndi dung khao sat. Két qua khao sat tai thang
1072017, ty 1€ ngudi bénh hai long 1a 97.01%, trong d6 rét hai long 13 39.11%, khong hai
Iong 1a 0.28% va binh thudng 12 2.71%.

Véi thang diém Likert 5 muc d6 tir rit khéng hai long - rat hai long tuong tng tir 1
diém — 5 diém.

Biu db 2.2 cho thay, tai co s& 1 diém hai 1dng trung binh cta ngudi bénh vé cédc
nhém tidu chi khéo st déu dat trén 4 diém, tuy vy két qua dénh gis thang 10/2017 gidm
so v6i thang 9/2017, sy gidm diém hai long nhidu nhit 14 sy hai long cia ngudi bénh vé
két qua cung clp dich vy, tir 4.37/5 diém (théng 9/2017) xudng con 4.25/5 diém (thang
10/2017).

Mtrc diém hai long cao nhét clia ngudi bénh 13 vé thai do ung xlr, néing luc chuyén
mén clia nhin vién y té (4.39/5 diém), thip nhit v& kha niing tiép can dich vu véi 4.24/5
diém.
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Kha ning tiép
cén dich vu

] P , ; Su minh bach
Két qua cung cép ,4"/ . . w427 thong tin va tha

"""" tuc kham
bénh, diéu trj

~~Thang 9/2017

(il / -8~ Thang
1012017

XUt néng luc — ;CO 5 Vflt Chét va
fu ,én mc“m‘cfla phuang tién phyc
¢ uyNVYT vu ngudi bénh

_ Biéu d6 2.2. Piém trung binh mic d9 hai long v& cic ndi dung khao st (cor 56 1)

Kha ning tiép
cén dich vy

Su minh bach
thong tin va thu
tuc kham

Két qua cung cép
dich vu

438 W\ A —~ay ‘}{;38 bénh, diéu tri
\ [/ ~¢~Théng 9/2017

~&~-Thang 10/2017

T,l'lal e uin% y ;g-« . ito- SO vét chit va

X, ndng lue 454 phuong tién phuc
chuyén mén cua vl ngudi bénh

NVYT ' '

Biéu db 2.3. Piém trung binh mic dd hai long vé cac ni dung khao sat (co sé 2)



Tai co so 2, diém trung binh muc d§ hai long vé cdc néi dung khao sat trong thang
10/2017 tang hon so v6i thang 9/2017 tir 4.2 — 4.36/S diém 18n 4.37 = 4.53/5 didm, didm hai
long cao nhét vé& co s& vat cht véi 4.53/5 diém, thép nhét v& kha ning tiép cén dich vu 13

4.37/5 diém.

Bang 2.7. Tong hoyp ¥ kién, gop ¥ clia ngudi bénh

A O

TT | Muc khio sat Nhém ndi dung gop ¢, nhén xét ciia ngwdi bénh
Tai co'sé 1:
- Thoi gian chd mua thude dich vu 18w hon so véi nhiing 1n trude (1 § kién)
Su minh bach | Th&ri‘ gifm cho déng ticf"zn hc?ac tra thé chua.nhanh chéng (2 ¥ kién) ’
" th-(“)ng i v :[hﬁ - Thc‘nnn glari chf‘)' lim dién tim Iﬁu,ﬂ nhén vién thao tac con chim (¥ kién khu Ty
tue khim b ngL.zyen [va 1 y kién khu Ty nguyén 2).
Taicosd2:
- Qué trinh 14y mau bj chen ngang bai ngudi bénh uu tién (1 y kién co s6°2)
- Théi gian chd dién tim hoi 1au (1 y kién khoa Khém bénh co s 2)
- Chét luong dich vu tdt, song co s ha téng chua duge khang trang, phdng siéu
am, dién tim nho, chd ngdi ch chat, hep (4 ¥ kién co sd 1 va 4 ¥ kién co s 2)
Co s& vt chét, | - Mong mudn néng c¢ip khu nha #n, khu dé xe (1ykién cosd1val Y kién co
3 trang thiét bj 50 2).
- [t nha v& sinh, di khi chua dugc sach hodc mét nude (3  kién co sd 2)
- C6 khu vire d€ thing réc va phé lidu xdy dumg chua dugc don (1 ¥ kidn co s 1).
Thii do ing xl.r, Tinh than, thai do phuc vu ngudi bénh clia nhin vién y té tan tinh, chu ddo va
4 | nang lue chuyén vui v& (1 ¥ kién co sa 1 va 5y kién co s 2).
mén cha NVYT
- Chén doan trén phiéu chi dinh va don thudc khéng thong nhét (1 y kién co
o |s62)
5 K&t qua kham, - Ngudi bénh lan dau t6i kham, nhung bac sT chua tim ra nguyén nhan bénh

diéu tri

(1 y kién co s& 1),
- Gid dich vu hoi cao (1 ¥ kién cosd 1 va 1 y kién co s¢ 2).

II. KET LUAN

Muc tiéu hwéng téi ciia cong tc cai tién chit lwong bénh vién 13 tirng buéc cung cép
dich vu y té chét lugng cao, mang lai su hai long cao nhét cho ngudi bénh. Muc didm 5
(it bai long) ctia ngudi bénh 1a sy danh gid ma bénh vién phin déu dé dat duge. Két qua
thu duge sau khao sat nhw sau:

V& kha ning tiép can dich vu, ty 18 ngudi bénh rét hai 1ong tir 32.5% - 34.0% cao
hon so v&i thing 9/2017 (1t 27.5% - 30.0%).

Ty 1& ngudi bénh khéng hai long vé viée xép hang theo ding s6 thir ty, v& thoi gian
cho diing ky kham va chd 1dy thudc/mua thude dich vy 1an lwot 13 1.0%, 0.5% va 1.0%.

I



Khéng c¢6 ngudi bénh khong hai long v& thoi gian cho téi luot béc si kham, nhung ty
1€ chua thuc sy hai 1ong (mtc 3 - binh thudng) 14 cao nhit véi 8.0% (chtt yéu & co s 1 véi
10/100 ngudi bénh).

Ty 18 nguoi bénh hai long vé thoi gian chey lam dién tim (93.8%), giam hon so v&i
thang 9/2017 (95.3%).

C6 2.0% ngudi bénh khéng hai long véi méi trudng xanh sach dep.

Ty 1€ nguoi bénh hai 1ong vé tinh thin, théi do giao tidp cia nhan vién bénh vién dat
trén 96.0%, ty 18 rat hai long dat tir 40.8% - 49.5%, cao hon so véi thang 9/2017 (tir
26.6% - 41.0%).

Ty 1€ nguoi bénh dénh gia bénh vién da dap ung dugc > 80% so véi mong doi cua
ho trude khi téi kham dat 81.2%. Sé luong nguoi danh gia bénh vién dap g dugce 100%
s0 vOi mong doi ciia ho trudce khi téi khdm 13 nhidu nhidy (mode).

Ty 1€ hai long chung ctia ngudi bénh trong dot khao st 14 97.01%. S6 ngudi bénh
chéc chén s& quay lai hodc gidi thiéu cho ngudi khic khi ¢6 nhu ciu dat ty 1€ 96.0%.

Danh gia chung, diém hai long trung binh ctia ngudi bénh vé& cac nhém chi sé danh
gid chat lugng dich vu déu dat > 4.2/5 diém, tuy nhién c6 sy khac biét & hai co s6.

Tai co s& 1, diém hai long trung binh vé cic nhém dénh gia la tir 4.24 - 4.39/5 diém,
gidm nhe so véi thang 9/2017 (tir 4.25 - 4.42/5 diém).

Tai co s¢ 2, diém hai long trung binh ¢6 xu hudng ting hon so véi thang 9/2017, tir
4.2 - 4.36/5 diém 1én 4.37 — 4.53/5 diém, trong do diém hai long cao nhét v& co s& vat
chit (4.53/5 diém), thip nhét v& kha ning tiép can dich vy (4.37/5 diém).

PTP. QUAN LY CHAT LUQNG GIAM POC DUYET
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Nguyén Thi Hf’ing Thu

Noi nhin:

- Ban Giam dbc (dé bao céo);
- Céc khoa, phong (dé thye hién);
- Luu: QLCL, VT.
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