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

BENH VIEIN TIM HA NOI Pic 1ip — Tw do = Hanh phiic
sé: 3645 eyt Ha Ngi, ngay A théng 12 nim 2017
BAO CAO

Két qua khao st sy hai 1ong ngudi bénh ngoai tria
tai bénh vién Tim Ha N§i thang 11 niim 2017

Thye hién Quyét dinh s6 6859/QD-BYT ngay 18/11/2016 ciia B§ Y t& v& viée ban
hanh cic ndi dung kiém tra, danh gia chit lwong bénh vién nim 2016.

‘Thue hién K& hoach s6 57/KH-BVT ngay 09/01/2017 ctia bénh vién Tim Ha Noi va
“Khao sat sy hai long cia ngudi bénh va can bd nhén vién nam 2017”.

Mang Iwéi Quan Iy chét lwong bénh vién Tim Ha No6i tién hanh: “Khio sat su hai
ldng ctia nguoi bénh ngoai tri thang 11 nim 2017 véi muc tidu:

1. Xdc dinh mikc dj hai long ciia nguoi bénh ngogi trii khi st dung dich vu tai bénh vién
Tim Ho Néi thang 11 néim 2017,

2. Mpt 56 yéu t6 anh hudmg t61 sy hii Iong cia nguoi bénh khi sir dung dich vy tai bénh
vign Tim Ha N théng 11 nim 2017,

L POI TUQNG VA PHUONG PHAP KHAO SAT
1. Ddi twpng khéo sdt: Ngudi bénh dén kham, didu tri ngoai tr tai bénh vién,
2. Théi gian tién hanh va tiéu chudn chon ngudi bénh khéo sit

- Thoi gian va dia didm khéao sat: Tir 13/11 dén 17/11/2017 tai khoa Kham bénh,
Phong kham da khoa va cac khu Kham bénh ty nguyén - bénh vién Tim FHa Noi.

- Tiéu chuén Iya chon ngudi bénh: Ngudi bénh tir 18 tdi, ddng ¥ tham gia khao sét,
c6 khé ndng trd 161 céu héi va da hoan thanh qué trinh kham bénh (béc st da két thiic qua
trinh kham trén hé théng may tinh va c6 don thubc).

3. Phuong phdp khdo sdt: Didu tra md ta cét ngang.

Khao sdt vién: Thanh vién mang hweéi QLCL bénh vién khéng tham gia tryc tiép vao
qué trinh cung cdp dich vu kham, chita bénh va da dwoc tap hudn k¥ néi dung khao sat.

Xt I 56 ligu: STATA 12.0 va cée phuong phap théng ké y hoc thong thudng,

Quy wéc chch tinh diém: Bb cu héi duge chAm didm theo thang didm Likert véi
mirc d9. Céc Iua chon ciia ngudi bénh tinh diém trong img nhu sau:




T . R i
hang di¢m Mike 33 hai long Xép loai chung
(Piém)

1 Rt khong hai long _

: Khéng hai 1ong chung
2 Khong hai long
3 Binh thudng Chua thuc sy hai long
4 Hai long

T Hai Idng chung

5 Rét hai long

Ty 1¢ hai long chung duge tinh bing s6 cau tra 101 & mirc 4 va 5 trén t0ng s6 cau tr 16i,
Diém hai long chung = téng diém/téng 56 céu hoi
Piém hai 1ong cho timg vén d& = tdng sé phiéu nhén xét diém 4, 5/ tdng s6 phiéu khao sat
IL KET QUA VA BAN LUAN
1. Pic diém thong tin cia nguwdi bénh.
Tién hanh phéng vén trén 100 ngudi bénh méi co 50, trong do:

- Co 8§ 1: 15 ngudi kham tai Ty nguyén 1; 19 nguc‘yi.br-_’énh Tu nguyén 2 va 66 nguoi
bénh Ty nguyén 3.

- Trong 100 ngudi bénh co s& 2 ¢6 4 ngudi bénh kham Tu nguyén; 94 nguoi bénh tai
khoa Kham bénh va 02 ngudi bénh khém tai phong khim da khoa.

Tudi trung binh cta ngudi bénh tham gia khéao sat 1a 57.75 + 16.0, ty 18 ngudi bénh
thudc ddi twgng wu tién theo quy dinh 13 6.5%.

86 lwong ngudi bénh st dung thé BHYT c6 ty 18 14 83.5%. C6 66.5% nguwdi bénh
trong chuong trinh quan 1y cdc bdnh mén tinh tham gia khao sat. Ty 18 ngudi bénh 13n dau
t61 kham 12 19.9%, trong dé cht yéu tai co s 1 (27/100).

2. Mire d6 hai long ctiia ngudi bénh khi siv dung dich vy tai b¢nh vién

2.1. Kha ning tiép cin dich vu:

Trong 200 ngwdi tham gia khao sat, c6 116 ngudi bénh tim hidu théng tin va dang ky
kham qua dién thoai, trang tin dién tir cha bénh vién (59 ngudi co sd 1 va 57 nguoi co sG
2), ty 1€ ngudi bénh hai long dat 96.5%, trong d6 ty 1& rét hai long 1a 36.2%,

Biang 2.1 cho thiy, cic ndi dung khao sat khac vé kha ning tiép cén dich vu ¢6 ty 18
ngudi bénh hai long dat mic cao trén 95%, tuy viy, ty 1& ngudi bénh rat hai long dao dong
i 20.0% - 24.0%, thap hon so véi thang 10/2017 (tix 32.5% - 34.0%)

Trong qua trinh phéng van ghi nhan 02 y kién gép y ctia ngudi bénh kham tai co sé
2 nhén x¢t 181 di trén tAng 2 chat hep va thidu bidn chi dn 6 nha v& sinh.




Bing 2.1. Mirc d9 hai long ciia ngudi bénh vé kha ning tiép cén dich vu

Khong Binh i lon Rét hai Tén
N§i dung hai léng | thwong £ long £

n % n % n % n %o n %
;‘:{‘1 tg,‘e“ cac thong tin va ding &Y\ o | 00| 4 35| 70 | 603 | 42 | 362 | 116] 100
So do, bicn béo chi dan dudng den céc | o | ] 25| 147 | 735 | 48 | 240 {200 | 100
khoa, phong 16 rang, dé hiéu ‘ ‘
Loi di trong bénh vién, hanh lang bang | | o 0| o 50| 144 | 720 | 46 | 23.0 | 200! 100

ha’ng, dé dl‘ i

Khoi nha, cau thang, duoc dénh s6 15 | 00| 4 | 201 156 | 780 | 40 | 200 | 200 | 100
rang, dé tim
Bitn bio, chi dan duomg dén bénh | o | o o 251 153 | 765 | 42 | 21.0 {200 | 100
vién 3 rang

2.2. Sy minh bach théng tin va thii tuc kham bénh, didu tri

Béng 2.2, Mite d§ hai long ciia ngudi bénh vé quy trinh kham bénh ciia bénh vién

Khéng | Binh | ... Rit Tong
Noi dung hai Iong | thwong | hailong
n | % |n|%|n|%|n|%| n| %
Théi gian chd 1am siéu 4m tim 0 |00 7 | 54| 74 |569| 49 |37.7] 130 | 100
Thoi gian duge béc st kham va tw vin 0 00| 11| 55]|114|570| 75 { 375|200 | 100
Thoi gian cho 1am xét nghiém 0 100 9 | 55| 99 |604]| 56 |34.1| 164 | 100
Pugc xép hang theo thir tyr trude sau khi
lam cac thi tuc dang ky, ndp tien, khdm | 0 | 0.0 | 4 | 20 | 129 | 645 | 67 |33.5| 200 | 100
bénh, xét nghiém, chif“zu chup
Nhan vien y € tiep don, husng dan ) o o0 T 0T o T o as 200 | 100
1 hgudi bénh [am thi tuc niém né, tin tinh
Thoi gian chd 1am dign tim 0 [00] 11|57 |118|608] 65 |33.5| 194 | 100
Thoi gian ché t6i lugt Béc sT kham 1 105] 13 |65|119|595]| 67 |33.5|200 | 100
Gid dich vu y t€ niém yét 15 rang, cong
khai, minh bach 0 (00| 3 L5 | 132 | 660 | 65 | 32,5 200 | 100
Quy trinh, thi tuc khdm bénh duoc cai cach
don gidn, thuan tién 0 [00] 4 | 20|132]660] 64 |32.0] 200 100
Quy trinh kham bénh dugc niém yét 15
rang, cong khai, d& hidu 0 |00] 3 L5 | 135|675] 62 |31.0| 200 | 100
Thoi gian che chyp X - quang 0 |00] 2 | 21|65 |670] 30 (309 97 | 100
Thoi gian che doi [am thu tuc ding ky
khém bénh 0 |00] 10 3501{129]|645] 61 3052001 100
Thoi gian chd Iinh thube bao hiém/mua
thude dich vu 0 |0.0| 13| 65| 127|635| 60 {30.0]|200] 100
Thoi gian chd 1am siéu 4m mach/siéu
im bung 0 [00) 5 |53 62/660] 27 (287! 94 | 100




Dénh gia v& thdi gian chd cae dich vy khém, chita bénh ndi dung ngurdi bénh rit hai
long cao nhét 14 thdi gian chd sidu 4m tim véi 37.7%, va ngudi bénh rat hai long thp
nhit 13 v& thoi gian chd siéu 4m mach/ siéu 4m bung v6i 28.7%. |

Két qua khao sat cho thdy ty 18 ngudi bénh hai long vé quy trinh kham bénh va thai
gian khdm bénh & mic cao, dat trén 94.0%, ty 18 rit hai long dat tlr 28.7% - 37.7%, nhung
thip hon so v&i thang 10/2017 (tir 35.5% - 42.3%).

Quy trinh khdm bénh duwoc niém yét 18 ring, cong khai, d& hidu va gis dich vu dwoc
niém yét 5 rang, cong khai co ty 1 ngudi bénh hii 1ong cao nhét véi 98.5% cao hon so
v6i thang 10/2017 (97.0%), tuy nhién, ty 1& rit hai long cla ngudi bénh 13 31.0% va
32.5% thép hon so véi thang 10/2017 (36.0% v 37.5%)

Thoi gian ché t6i luot bac s kham vi chd 1iy thude bao him/mua thube dich vu cé
ty 1& ngwdi bénh hai long 12 93.0% va 93.5%, khong c6 su chénh 1éch nhidu so v&i thang
10/2017 (92.0% va 93.5%), tuy nhién vin c6 0.5% ngudi bénh khong hai long véi thoi
gian chd t6i tugt bac st kham, ddng thoi day 14 2 ndi dung cb f}'f 1€ ngudi bénh chua thue
sw hi ldng (mikc 3 - binh thudng) cao nhit, cing 14 6.5%.

Thoi gian duge bac si kham, tr vin; chd lam dién tim, xét nghiém hoédc chd 1am thi
tuc ding ky kham bénh tuy khéng cé ngudi bénh khéng hai long, nhung ty 16 ngudi bénh
chwa thire sy hai long con cao, lan luot 14 5.5%; 5.7%; 5.5% va 5.0%.

Ngudi bénh nhan xét thoi gian chd linh thube bao hiém chua nhanh chéng, may méc
hay bi truc triic, ngudi bénh phai chd tir 15 - 30 phit dé dugce cip thude (7 ¥ kién co sd 1
va 01 ¥ kién co s& 2). Tim hiéu nguyén nhén cho thiy, ngay 13/11/2017 hé théng phin
mém bénh vién chwa &n dinh anh hwdng t6i téc dd 1am viée ciia nhan vién, 1y do khéch
quan khac 13 do trong nhitng khung gi® cao diém, quiy thudc bao hidm chi c6 1 nhén vién
thue hién nhan don, chuén bi va giao thudc nén thei gian chd cia ngudi bénh phai kéo dai
hon (co s 1).

2.3. Co s& vit chit va phwong tién phuc vu ngwoi bénh.

V& tinh trang co s& vat chét, khong ¢6 ngudi bénh nao khéng hai 1ong, ty 18 hai long tir
96.5% - 99.5%, trong d6 ty 18 rat hai long tir 25.0% - 28.5%, thip hon so véi thang 10/2017
(tir 30.4% - 40.0%).

Vige phong chd c6 cac phuong tién phuc vu gitip ngudi bénh ¢ tAm 1y thodi mai va
viéc méi trudng trong bénh vién xanh, sach, dep cé ty 18 ngudi bénh hai long 1a 98.0% va
99.5%, cao hon so véi thang 10/2017 (cing 1a 96.5%). Ddng thdi khéng c6 ngwdi bénh
khéng hai 1éng, tt hon so véi thang 10/2017 khi ¢6 0.5% vi 2.0% nguoi bénh khéng hai
long v& noi dung khao sét nay.
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Béng 2.3. Mirc d) hai long véi co sé vét chat, trang thiét bj ciia bénh vién

Khong Binh Hai Ion Rit hai Tén
Noi dung hailong | thwomg g Iong g
n % n % n % n % It %
M0i truong bénh vién xanh, sach,dep | 0 [0.0 | 1 1057 141 | 705 | 58 | 29.0 | 200 | 100
Dam bao an ninh, trit ty, phong ngira
A 0 [00] 2 | 1.0] 141 | 705 | 57 | 285 | 200 | 100
trOm cép.
Nha vé sinh thujn tién, str dung tdt,
. 0 [ 00 7 [35]| 137|685 | 56| 280|200/ 100
sach s&
Dam bao riéng tu khi khdm bénh, chiéu
chup, khi 1am ths thugt 0 [00| 3 |1.5] 142|710 55| 275 (200! 100
Quat, di€u hoa day di hoat déng tot 0 |00| 2 |1.0] 146 | 73.0 | 52 | 26.0 | 200 | 100
Phong chd/sinh ch kham sach &, | | 0| < |, 143 | 715 | 52 | 26.0 | 200 | 100
thodng maét, kin gio, ... L
Phong ché bénh vién du ghé ngdi, sor
< 0 |00| 4 |20 145 | 725 | 51 | 255 [ 200 100
dung tot
Phuong tién gifp ngudi bénh tim 1y )
ong Tn glip ngwal bt 10 loo| 4 |20] 146 | 730 | 50 | 350 | 200 100
thoai mai

Qué trinh phong vén ghi nhén 5 ¥ kién ngudi bénh nhan xét ring bénh vién con chét
hep (03 ¥ kién co s& 1 va 02 ¥ kin co s& 2), ¢6 01 ¥ kién nhan xét vi trf trd thé BHYT
con 10n x4n, nguoi bénh tip trung déng va chen 14n nhau, nén khi dugc goi tén thi khong

nghe 8 (co s¢ 1).

Tai co s& 2, ¢6 01 ngudi bénh gbp ¥ ring canh cira kinh tai khu quiy thudc canh cép
ctru khéng ¢6 dén chit hodic ddu hiéu canh béo 1am ngudi bénh dé bi va diu vip nga. Tuy
nhién, hién tai, sw viéc dd duoc khic phuc.

2.4. Thai d§ ving xik, néing lire chuyén mén ciia nhén vién y té

Béng 2.4. Mirc d9 hai 10ng ciia ngwdi bénh vé tinh than, thai d9 giao tiép ciia NVYT

Khdng Binh Hai lon Riit hai Tén
N¢i dung hailong | thuong & long g

_ n % n % n %% n % 18 %
Tinh than, thai do nhan vién phe
inh than, thii d6 nhén vién phong | o | o 3 o | 6s | s0s | 61 | 469 | 130 | 100
S18u &m tim
7 oo 1ol 1o 43 do " T
Bac s c6 1ai n6i, thif do, giao tiep | 1o 01 5 |15 | 108 | 540 | 89 | 445 | 200 | 100
ding muc
Puoc nhan vién y & ton tong, dof x|\ o 0 s {5 | 100 | sas | 86 | 43.0 | 200 | 100
cong bang, quan tim
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Khéng Binh . RAt hai 2
Hai I¢
N§i dung hailong | thwdng riong long Tong

n %o n %% n % n % n %
Tinh thin, théi d6 cia nhén vién khoa | 1o 01 o 130 | g0 [ sa3 | 70 | 427 | 164 100
x€t nghiém ‘
Nang lye chuyén mon ota Béc sf, Diew | 1 o, |50, 555 | 85 | 42.5 | 200 | 100
dudng dap tmg mong doi
Tinh then, théi d nhéin vién phong Sieu | {0 5 [ 5o | 51 [543 | 40 | 425 | 04 | 100
am mach/Siéu 4m byng
Hudng dan vién o6 161 néf, thai 49, | 10 1 s | o5 | 117 | ses | 78 | 300 200 | 100
giao ti€p ding muc
Tinh than, théi do clia nhan vién phong |10 o1 | 1117 1 sos | 73 | 376 194 | 100
dién tim
;FO‘Z: than, théi do cla nhan vién k& | o1 o | oo | s | ers 72 | 360 | 200 | 100
Tinh thin, thai d§ cianhan vién bao v& | 0 | 0.0 | O | 4.5 | 121 | 60.5 | 70 | 35.0 | 200 | 100
Tinh than, thdl 49 cua nhan vién quay | | 0 o1 o |55 | 196 63.0 | 69 | 345 1200 100
thudc
Tinh than, thai d§ cia nhén vién phong 0 00| 2|20 6 |660131 320! 97! 100
X-quang

(Ghi chii: NVYT: Nhén viény té)

Bing 2.4 cho théy ty 1& ngwdi bénh rét hai long v& tinh thin, thai dd giao tidp cia

nhén vién y t€ 1 tir 32.0% - 46.9%, thép hon so véi thang 10/2017 (tir 41.5% - 49.5%).
Ty 1& ngudi bénh rét hai long cao nhét 13 v& tinh thin, théi d§ cta nhan vién phong siéu
am tim véi 46.9%, thip nhét vé tinh than, thai d6 cia nhan vién phong X- quang (32.0%).

Vige Béc sT c¢6 101 ndi, thai dg, giao tiép ding muyc 1a ndi dung c6 ty 1€ ngudi bénh
hai 1dng cao nhét v&i 98.5%, ty 16 rat hai long 13 44.5%.

Trong qua trinh phong van, ghi nhan 10 ¥ kién khen ngoi vé tinh thén, thai d6 giao
tiép ctia nhén vién y t& (4 y kién co s& 1 va 06 ¥ kién co s& 2). Bén canh db, ciing con ¢
¥ kién ngudi bénh nhén xét ring trong qua trinh khim bénh, bac s1 it héi bénh, khéng giai
thich tinh hinh bénh tat hodc chi nhin két qua va don thudc thang truéc rdi ké don (01 y

kién co s& 1 va 01 y kién co s& 2), hodic ¢6 ngudi bénh bay t6 mong mudn céc béc si ké
don thude trong bao hidm khéng ké thém thudc ngoai (01 v kién co 56 2).

2.5. Két qua cung cép dich vu

Béng 2.5 cho théy, viée cung cip 13 rang, minh bach cac loai gidy t& lién quan dén qu"t
trinh kham bénh cho ngudi bénh nhwr: Phidu thu, don thude d4 duge ngudi bénh danh gia rit
hai Iong cao nhit véi 36.5%.
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Ty 1€ ngudi bénh hai long v& két qua kham bénh va viéc tham gia chuong trinh quan ly

cac bénh méin tinh dat 98.5% va 98.6%, trong do, ty 18 rit hai long cung dat 33.3%.

Bing 2.5. Mirc d¢ hai 1ong ciia ngudi bénh vé két qua kham va didu tri

Khéng | Binh Hai lon Rét hai Tn
Nbi dung hai long | thwomg g 1ong &

n | % | n| % n % n % n %

Hoa don, phigu thu, don thube va

két qua kham bénh duoc cung cdp | 0 0.0 | 7 1351120 | 60.0 | 73 | 3655 | 200 | 100

rd rang, minh bach _

‘I\,’Iu"; t‘g‘? tin twong ve chat loong dich | o 1 o0 | 5 | 25| 128 | 64.0 | 67 | 335 ] 200 | 100

Dai long khi tham gia chuong trinh | o T T T e Lra 100

bénh mén tinh

Ket qud khim bénh dép dng| | T 1.5 129 | 652 | 66 | 333 | 198 | 100

nguyén vong

aﬁfu’c a0 hailong ve gidcadichvuy | |11 05 123 | 615 | 55 | 27.5 {200 | 100

€6 0.5% ngudi bénh khong hai long vé gia ca dich vu y &, ty 1& hai long v& ndi
dung ndy 13 thip nhét véi 89.0%, trong d6 ty 18 rt hai léng chi dat 27.5%.

0

_\

n< 50%
&> 50% dén < 80%
> 80%

Biéu d6 2.1. Panh gid sy dap ing so v6i mong doi clia ngwdi bénh

Ty 1€ ngudi bénh dénh gia bénh vién &3 dap ing duge > 80% so véi mong doi chia
ho 1a 87.2%, cao hon so v&i mie danh gia ctia ngudi bénh khao sat thang 10/2017 (81.2%).
Trong 46 mong doi clia ngudi bénh dwgc dép tmg thip nhét 13 60% (véi 3 ngudi), cao nhét

12 100% (v6i 60 ngudi).
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C6 01 ngudi bénh mong mudn bénh vién phat trién ca nhing chuyén khoa khac
khong chi mi chuyén khoa tim mach (co s& 2).

V& nhu cdu st dung dich vu cho 14n tai kham sau, két qua cho thdy ty 18 ngudi bénh
chic chin s& quay lai hoic giéi thigu cho ngudi khic khi c6 nhu ciu 13 98.5%. C6 1.5%

ngudi bénh tra 16 c6 thé s& quay lai vi 14 1dn déu kham, sy quay lai phu thudc vao tién trién
clia bénh.

Trong qua trinh phéng vén, ngudi bénh gbp vy rang chi phi dich vu, gi4 thudc ctia bénh
vién 4 cao hon so v6i bén ngoai (02 ¥ kién co s¢ 1 va 03 ¥ kién co sd 2).

2.6. Danh gia chung

Ty 1€ hai long chung ctia ngudi bénh v& chét lwong dich vu ctia bénh vién 14 96.89%,
khéng c6 sy khac biét so véi thang 10/2017 (97.01%), trong d6 ty 1& rit hai long 12 32.41%,
khong hai long 13 0.02% va binh thudng 1a 3.08%.

Véi thang didm Likert 5 mitc d6 tir rit khong hai Iong - rit hai long tuong u‘ng tir 1
diém - 5 didm, két qua cho thay tai co s& 1, diém hai long trung binh ctia ngudi bénh vé céc
nhém tidu chi khao sat ddu dat trén 4/5 diém va khéng c6 su khac biét so v6i két qua khao
sat thing 10/2017, Diém hai long cao nhét 13 v& thai 46 tng xtr, ning luc chuyén mén cia
NVYT (4.41 diém), thip nhit v& kha niing tiép can dich vu v&i 4.2 diém.

Kha ning tiép
cén dich vu

Sy minh bach
Két qua cung théng tin va tha
cdp dich vu tuc kham
/ bénh, didu tri
~4~Thansg
1072017
~#ll=Thang
Thai dd tng o 5O vit chét 11/2017
Xu, néng lyc  \4.39 4.25va phuong tién
chuyén mén cia phuc vu ngudi
NVYT bénh

Biéu d6 2.2. Diém trung binh mitc d9 hai long v cic ndi dung khio sit (co s& 1)
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Két quéa cung

cap dich vu

Thai d§ ing

Kha ning tiép
cén dich vu

Su minh bach
thdng tin va tha

" tuc kham

bénh, diéu tri

=~~Théng

10/2017
~i@~Thing

11/2017

o s& vit chat

xir, nang Iuc\/ 451 53/va phurong tién
chuyén mén phuc vy ngudi
cua NVYT bénh

Bicu d 2.3. Diém trung binh mivc @4 hai ong v& cc ndi dung khio sat (co s§ 2)

Tai co s& 2, diém trung binh mic d6 hai long clia ngudi bénh vé céc noi dung khao
st trong thang 11/2017 cling trén mirc 4 diém, tuy nhién két qua dat duge thép hon so véi
thang 10/2017, diém hai long cao nhét v& tinh than, thai do Ung xir va ning lre chuyén mén
clia nhin vién vy té (4.33 diém), thap nhét v& kha ning tiép can dich vu véi 4.19 didm, Su
giam diém hai long nhidu nhit 13 v& co sé vat chit va phuong tién phuc vu ngudi bénh tir
4.53 diém (thang 10/2017) xubng con 4.29 diém (11/2017).

Béng 2.6. Tong hop ¥ kién, gop y cfia ngudi bénh

TT | Muc khio sat Nh6m néi dung gép ¥, nhin xét ciia ngwdi bénh

] Kha nang tiép | L6i di thng 2 chat hep va khong c6 bidn chi dan 61 nha vé simh (02 ¥ kién co
can dich vu s6 2)
Sy minh bach . . - z A s e . o iR

3 th-c“)n mﬁn . :[hﬁ Thoi gian chd linh thube bao hiém con lau, may moc hay bi truc tréc (7 ¥ kién co
mckiémbénh s&1va 01 y kién co s6°2)

Co s& vét chét,

- Bénh vién con chat hep (03 y kién co sé 1 va 02 ¥ kién co 56 2)

D1 - Vitri trd thé¢ BHYT con 16n x6n, ngudi bénh ding tap trung déng va khong
trang thiét bi R .. x ]
nghe r8 khi dugc goi tén (01 y kién co sa 1).
- Khen ngoi vé tinh than, thai d6 giao tiép clia nhan vién v t& (4 ¥ kién co s&
Théi do fmg xi, | o B0 Ve U ? Blao HEp yr@y
. . | 1 va06ykién co st 2).
4 | ning luc chuyén

mbn ciaNVYT]

- Qua trinh kham bénh, bac si it hoi bénh, khéng giai thich cho nguoi bénh
(01 y kién co s& 1 va 01 ¥ kién co 56 2).

EX Y S



TT | Muc khio sat Nhom ndi dung gép y, nhén xét ciia ngwdi bénh

co 86 2).

- Béc st ké don thube trong bao hidm khong k& thém thubc ngoai (01 ¥ kién

didu trj y kién co s 2).

Ké qua kham, | Chi phi dich vu, gi4 thudc cao hon so véi bén ngoai (02 y kién co s 1 va 03

1. KET LLUAN

Qud trinh cai tién chét luong tai bénh vién duge thye hién thudng xuyén va lién tuc,
muc tiéu huéng dén 14 mang lai sy thuén tién va mikc hai long cao nhit cho ngudi bénh,

Két qua khao sat thang 11/2017 cho thdy t 18 ngudi bénh hai 1dng vé cac nhém tidu
chi khao sat d&u & mirc cao trén 90%, nhung ty 18 rt hai long vén thép, cu thé:

V& kha ning tiép can dich vy, ty 18 ngudi bénh rit hai long tir 20.0% - 36.2%, thép
hon so v6i thang 10/2017 (tir 32.5% - 34.0%).

V& sy minh bach théng tin va thu tuc kham bénh, ty I8 ngudi bénh rit hai long chi tir
28.7% - 37.7%, thdp hon so véi thang 10/2017 (tir 34.5% - 42.3%). Trong d6, c6 0.5%
ngudi bénh khong hai 1ong v& thoi gian ch t6i luot bac st kham,

Nglrm bénh rét hai 1dng cao nhét 13 thoi gian ch¢ siéu am tim v6i 37.7%, va ngudi
bénh rat hai 1ong thip nhét 1a v& thoi gian chd siéu 4m mach/ siéu 4m bung véi 28.7%.

Phong chr ¢é cac phuong tién gitp nguoi bénh thoai mai tim 1y va viéc méi trudng
bénh vién xanh — sach — dep co ty 1€ ngudi bénh hai long 14 98.0% va 99.5 %, ty 1€ khong
hai long 13 0.0%, dugce cai thién tét hon so véi thang 10/2017 (ty 18 hai long cung dat
96.5%, ty 1& khong hai [ong 13 0.5% va 2.0%).

Tinh than, thai d§ giao tiép cuia Béc s 14 ndi dung c6 ty 18 ngudi bénh hai long cao
nhét véi 98.5%, ty 18 rét hai long 12 44.5%,

V& gi4 ca dich vu y €, ¢6 0.5% ngudi bénh khéng hai long, ty 18 hai long la thip

nhét véi 89, 0%, trong d6 rit hai long chi dat 27.5%.

Diém hai long trung binh cia ngudi bénh v& céc nhém chi sé danh gla chit lwong
dich vu du dat trén 4.0/5.0 diém & c4 2 co s&. Didm hai 16ng cao nhét 14 v& tinh thin, thai
dd tng xi, niing luc chuyén mdn clia nhan vién y t& v6i 4.41/5 diém (co sa 1) va 4.33/5
diém (co s& 2), diém hai 1ong thép nhit v& co s& vat chit va phuong tién phuc vu ngudi
bénh (co s& 112 4.2 didm, co 6212 4.19 diém).

Tuy nhién, tai co s& 2, diém hai long trung binh ctia ngwdi bénh thip hon so véi
thang 10/2017, su gidm didm nhidu nhét 13 v& co s& vét chét va phwong tién phuc vu
ngudi bénh tir 4.53 diém (thang 10/2017) xubng con 4.29 didm (thang 11/2017).
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Ty 1€ ngudi bénh danh gia bénh vién di dap img duge > 80% so véi mong dgi cia
ho truée khi tdi kham 1a 87.2%. C6 60/200 ngudi bénh danh gia bénh vién dap Gng duoc
100% so v&i mong dgi cuia ho trude khi t¢i kham (mode).

Ty 1€ hai 1ong chung ctia nguoi bénh trong dot khao sat 14 96.89%. Sé nguoi bénh
chic chin s& quay lai hodc gidi thi¢u cho ngudi khéc khi ¢6 nhu ciu dat 98.5%.

PTP. QUAN LY CHAT LUONG GIAM POC DUYET /

\‘

Nguyén Thi Hong Thu

Noi nhin:

- Ban Giam dde (dé bao cao);
- Céc khoa, phong (d thuc hién)
- Luu: QLCL, VT.
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