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

BENH VIEN TIM HA NOI DPéc lap — Ty do — Hanh phiic
Sé: .49..../BC-BVT Ha Ngi, ngay. .03, théng .04. nam 2018
BAO CAO

K#ét qua khao sat sw hai long nguwdi bénh ngoeai tri
tai bénh vién Tim Ha Noi thang 12 nim 2017

Thuc hién Quyét dinh sb 6859/QD-BYT ngay 18/11/2016 ctia By Y té vé viéc ban
hanh c4c ndi dung kiém tra, dénh gid chét luong bénh vién nim 2016.

Thye hién Ké hoach s§ 57/KH-BVT ngay 09/01/2017 ciia bénh vién Tim Ha Noi v&
“Khao sat sy hai long ctia ngudi bénh va can bd nhén vién nim 2017,
Mang luéi Quén ly chét lwgng bénh vién Tim Ha Noi tién hanh: “Khao sét sw hai
16ng clia ngudi bénh ngoai trd thang 12 nim 20177 véi muc tiéu:
1. Xac dinh mire d hai long ciia nguoi bénh ngoai trii khi sir dung dich vy tai bénh vién
Tim Ha Néi thang 12 ndm 2017,
2. Mot 56 yéu t6 anh hudng t6i sy hid long ciia ngudi bénh khi sir dung dich vy tai bénh
vién Tim Ha Noi thdng 12 ndm 2017,
L. POI TUQNG VA PHUONG PHAP KHAO SAT
1. Béi twong khio sdt: Ngudi bénh dén kham, didu tri ngoai tra tai bénh vién.
2. Thoi gian tién hanh va tiéu chudn chon nguoi bénh khio sit
- Thoi gian va dia diém khao sat: Tir 18/12 dén 22/12/2017 tai khoa Kham bénh,
Phong kbam da khoa va cdc khu Kham bénh tu nguyén - bénh vién Tim Ha Noi.
- Tiéu chuén lya chon ngudi bénh: Ngudi bénh tir 18 tudi, ddng y tham gia khao sat,

¢0 kha ning tra 1&i cdu hoi va d3 hoan thanh qua trinh khim bénh (béc si d4 két thic qua
trinh kham trén hé thong may tinh va cé don thuoc)

3. Phwong phdp khao sdt: Didu tra mé ta cit ngang.

Khdo st vzen Thanh vién mang ludi QLCL bénh vién khong tham gia tryc tiép vao
qué trinh cung c¢ip dich vu khdm, chita bénh va di dugc tip budn k§ noi dung khao sat,

Xir Iy 56 ligu: STATA 12.0 va cac phuong phap théng k& y hoc théng thuong.

Quy woc cdch tinh diém: B6 chu hoi dugc chim diém theo thang didm Likert véi 5
mtrc d6. Céc lua chon cila ngudi bénh tinh didm twong Ung nhu sau:

Thang diém (Piém) | Mirc dd hai long X&p loai chung

1 Rét khéng hai long

Khéng hai long chung

2 Khéng hai long




Thang diém (Piém) | Mirc d hai long Xép loai chung
3 Binh thuong Binh thudng (Chua thuc sy hai 1dng)
4 Hai long _
R Hai [ong chung
5 Rat hai long

Piém hai long chung = téng diém/tdng s cau hai

Diém hai Iong cho timg vin 4 = tong s6 phiu nhin xét didm 4, 5/ tbng s6 phiéu khao sét
IL. KET QUA VA BAN LUAN
1. Diic diém théng tin ciia ngudi bénh.

Ly mAu ngiu nhién thyc hién trén 100 ngudi bénh mbi co 6, trong do:

- Tai co s& | gbm: 11 nguo1 kham tai Tw nguyén 1; 11 ngudi bénh Ty nguyén 2 va
78 ngudi bénh Ty nguyén 3.

- Tai co s 2: 6 ngudi benh khédm Ty nguyén; 92 ngudi bénh tai khoa Kham bénh va
02 nguoi bénh ciia Phong khim da khoa.

Tudi trung binh cia nguoi bénh tham gia khao sat 1a 60.0 + 13.8, nguoi bénh thudc dbi
tugng uu tién chiém ty 18 4.5%.

Ty 1€ ngudi bénh str dung thé BHYT khi kham chita bénh 13 93.5%. Trong s8 ngudi
bénh tham gla khdo sat, ¢6 73.5% ngudi bénh tham gia chuorng trinh quan Iy cdc bénh
mén 1:1nh S6 lwong ngudi bénh 1in ddu téi kham 13 16.0% dbi tuong tham gia khao sat,
chii yéu & co s 1 (23 ngudi bénh).

2. Mitc d9 hai long ciia ngwdi bénh khi s dung dich vu tai bénh vién
2.1. Kha ning tiép cin dich vu:

Bang 2.1. Mirc d hai long cia ngudi bénh v& kha niing tiép can dich vu

Khong Binh . Rit hai 2
Ngi dung hailong | thuomg | L0 10ng long Tong
n | % | n! % ] % n % n %
5 h'l,\ r tl A t' hl W l ’

1im hicu cc thong tin va ding k| o\ o0l 5 o6 | s [ s09 | 53 | 46 114 | 100
dién tr
So d6, bién béo chi din dudng dén cac ‘
khoa, phong 16 rang, d& hidu 0 100| 2 | 1.0 132 | 660 66 | 33.0 | 2001 100
L1 di trong bénh vién, hanh lang bing '
phﬁng, 4B di 0 {0010 |50 124 | 620 | 66 | 33.0 | 200 100
Khéi nha, cAu thang, dugc danh s 15
rang, d3 fim 0 [00| 3 | 1.5] 132660 65325200 100
Bién béo, chi din dudng dén bénh
vién 16 ring 0 [00] 4 |20 138 | 69.0 7 58 | 29.0 {200} 100
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Bang 2.1 cho thiy, ty 18 ngudi bénh hai long v&i cac ndi dung khao sét v& kha ning
tiép cén dich vu dat méic cao trén 95%, ty 16 rit hai long dao ddng tir 29.0% - 33.0%, cao
hon so véi thang 11/2017 (tir 20.0% - 24.0%). Mtc hai long thip nhit v& hé théng 151 di
trong bénh vién, hanh lang bing phing d& di véi 95.0%, day 1a ndi dung cb ty 18 ngudi
bénh chua thue sy hai long (muc 3 — binh thuding) cao nhét véi 5.0%. Ngu&i bénh nhén xét
16i di vao bénh vién chua thuén tién, dic biét 1a khi c6 xe cép ciru di vao (1 y kién co s& 1)
hoic 167 di tir khu cip citu sang quily thudc nén thay chdu c8y sang vi tri khic va canh bao
ctra kinh bing céch dan gidy 1én kinh (1 y kién co s& 2),

S6 ngudi bénh tim hiéu théng tin va dang ky khim qua dién thoai, trang tin dién tir
cla bénh vién thip v6i 114/200 ngudi, trong @6 (58/100 ngudi bénh co s& 1 va 56/100
nguoi bénh co s& 2), ty 18 ngudi bénh hai long dat 97.4%, rit hai long 14 46.5%.

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

Bang 2.2. Mirc d3 hai 1ong cia ngudi bénh vé quy trinh kham bénh ciia bénh vién

Khéng

Binh

Rit

Néi dung hai long | thwong | FMION8 | poe o | Tong
n | %ini% n % | n n % n
Thoi gian cho chup X- quang 0 |00 2 |20 58 [574] 41 {40.6] 101 | 100
A vy X : Wi =
Nhan vien y (€ tiep don, huéng dan | o T T O 38.5 | 200 | 100
ngudi bénh lam tha tuc niém né, tin tinh
Bugc xép hang theo thir ty trudc sau khi
1am céc thi tue dang ky, ndp tién, kham | 1 | 05| 9 | 4.5 114 | 570 76 |38.0| 200 | 100
bénh, xét nghiém, chiéu chup
Thoi gian chd 1am sidu 4m tim 0 /00| 8 |58 78 |569] 51 |37.2] 137 | 100
. i i A sie
Thoi gian ché 1am siéu am machsieu | T T 4.0 | 59 590 37 |37.0| 100 | 100
4m bung
Thoi gian chd lam xét nghiém 0 100 9 |54 97 [581] 61 [365] 167 | 100
Jia dich vu y 1€ niém yet (5 rang, cong | [, T T 121 | 605| 72 |36.0| 200 | 100
khai, minh bach
Thoi gian che doi [am thd tuc ding ky
khém bénh 0 00| 12]6.0|120|600| 68 |34.0| 200 | 100
Quy trinh, thi tuc khdm bénh duogc cai cach
don gian, thudn tién 0 100 4 |2.0]131]655| 65 |32.5] 200 | 100
Thoi gian che lam dién tim 4 21|16 | 84| 110 |576] 61 [31.9] 191 | 100
Quy trinh kham bénh dugc niém vét ro
ting, cong khai, d& hidu 0 (00} 5 [25132({660] 63 [31.5(200 | 100
Thoi gian chd t6i Tugt Bac st kham 0 |00 15 |75|123[615] 62 131.0] 200 | 100
Thoi gian duoc bic s kham va tu van 0 |00] 9 |45]|130]650] 6 |30.5] 200 | 100
Thoi gian ché linh thude bao hiém/mua
thube dich vy 9 | 457221110, 108 |540| 61 |30.5| 200 | 100




Nhan vién y té tiép dén, huéng din ngudi bénh 1am cac thi tuc niém né, tan tinh ¢
ty 1& ngudi bénh hai long cao nhit véi 99.0%, ty 18 rét hai long 1a 38.5%. Thoi gian chey
chup X-quang va quy trinh thi tuc khdm bénh dwge cai cich don gian, thuén tién c6 ty 18
ngudi bénh hai 1ong 13 98.0%, ty 1¢ ngudi bénh rét hai léng v& thoi gian chdy chup X-
quang 1 cao nhit vé&i 40.6% cao hon théang 11/2017 (30.9%)).

So v6i thang 11/2017, 1y 18 ngudi bénh hai long vé& sy minh bach théng tin va thu
tuc khdm bénh va diéu tri thip hon, trong do ty 18 hai ldng v& thoi gian cho 14y thudc bao
hiém hodic mua thudc dich vy giam tir 93.5% (thing 11/2017) xuéng 84.5% (théng
12/2017), ty 1¢ ngudi bénh khong hai long 14 4.5% (co s& 1), nhém ngudi bénh chura thue
sw hai long 1a 11.0% (cha yéu tai co s& 1 v6i 19/200 ngudi). Ty 16 ngwoi bénh hai long v&
thoi gian ché lam dién tim cling giam tir 94.3% (thang 11/2017) xubng con 89.5% (thang
12/2017), rét hai long gidm tir 33.5% xudng con 31,9%, ty 1& chwa thuc sy hai long va
khong hai long 12 8.4% v& 2.1% (Tu nguyén 3 - co so 1).

Thoi gian chd t6i lugt béac sT khdm c6 ty 16 nguoi bénh hai long 1a 92.5%, giam so
voi thang 11/2017 (93.0%), ty 18 rat hai long gidm tir 33.5% xudng cén 31.0% (thang
12/2017), ty 1& ngudi bénh chua thyce sy hai long 1a 7.5%.

Trong qu trinh phong vin ngudi bénh nhén xét thoi gian chd ldy thudc bao hiém
chwra nhanh chéng, 14u hon so véi nhiing thang khac, thdi gian ché kéo dai hon 30 phit (7
v kién co sé 1), mdt sb ngudi bénh khac nhan xét chd lam dién tim cling chua thuén tién
(5 ¥ kién co s& 1 va 1 kién co s¢ 2). Ngoai ra, c6 2 ngudi bénh ( co s¢ 1) gbp ¥ vé su
minh bach v& tha tw x€p 56 kham bénh tai khu bao v€, ngudi bénh bite xic vi di kham
som nhung dd cé nhiéu gidy ghi tén duge xép thi ty trude.

Qua tim hiéu thyc t& cdc ngay 19-20/12 14 nhiing ngdy c6 sé luong ngudi bénh
kham déng, tuy khoa Dugc d4 b tri nhan lyc ting cuong phéat thube ngoai tri vio khung
gio tr 9h00 - 12h00 nhung ngudi bénh vin phai ché [du hon do lugng ngudi bénh dén
vao thoi diém d6 16n.

Khu vye dién tim (Ty nguyén 3 — co sé 1), khi s6 lugng nguoi bénh tép trung dong,
thoi gian chd clia ngudi bénh 1au do phong dién tim c6 2 may dién tim nhung trong phong
nhén vién thue hién ca chirc ning do chi s§ ABI va do chirc ning hé hip, khi nguoi bénh
thue hién dich vu d6 thi mat nhidu thei gian hon.

2.3.  Co sé vit chit va phuong tién phuc vu nguoi bénh,

Khi danh gid v& co s¢ vét chét, trang thiét bi cua bénh vién két qua thu duoc tai Bang
2.3 cho thiy, v& co s& vat chét va phuong tién phuc vy ngudi bénh, ty 16 ngudi bénh hai long
dao déng tir 93.5% - 97.0%, thip hon so v6i thang 11/2017 (tr 96.5% - 99.0%), nhung ty 1&
rt hai 1ong tir 27.5% - 35.5% cao hon so véi thang 11/2017 (tir 25.5% - 29.0%).

Tinh trang nha vé sinh thudn tién, sir dung t5t, sach s& va méi truong trong khudn
vién bérh vién xanh, sach, dep c6 cung ty 18 ngudi bénh khéng hai long va chua thue sy
hai long (mic 3 — binh thudng) 14 0.5% va 6.0%.



Bing 2.3. Mitc d hai long véi co s& vt chit, trang thiét b cia bénh vién

Khong Binh Hai 1 Rat hai Té
Néi dung hai long | thuong ong long ong

n % | n | % n Yo n % n Yo
Dam bao an ninh, tedt tw, phong nglra [ 1 T 60.5 | 71 | 355 | 200 | 100
trom cap.
Phong chofsinh cher kham sach s, [ 0 T 127 | 635 | 66 | 33.0 | 200 100
thoéng mat, kin gio, ...
Quat, didu hoa day dit hoat dong it 0 100 6 [3.0] 130 | 650 | 64 | 32.0 | 200 | 100
M@i trudng bénh vién xanh, sach, dep 1 {0512 (60| 1231615 ]| 64 320 {2007 100
Dam béo riéng tw khi kham bénh, chiéu
chup, K i 53 thogt 0 [00] 6 30] 131|655/ 63 |315]|200| 100

3 ~ ~ “n d.n A A o,

Phong che bgnh vien di ghe ngoi, sir | 15| 4 (20130 | 650 | 63 | 315 | 200 | 100
dung tot
Nha v6 sinh thuan tién, sir dyng bt | [ T 60 | 125 | 625 | 62 | 31.0 | 200 | 100
sach s&
3;‘;"’“‘5 ten giip ngudt bénh thm 1y thoai | ]S 134 | 67.0 | 55 | 275 | 200 | 100

Ty 1€ ngudi bénh khong hai long v& viée phong chdy c6 ¢ ghé ngdi cho ngudi bénh
va str dung t&t 14 1.5%, cao hon so véi thang 11/2017 (0.0%). Ngudi bénh nhén xét, khu
liy thudc bao hidm tap trung nhiu ngudi, dtng 16n xdn vi thiu ghé ngdi,

khdng c6 loa goi théng bao, ngudi bénh khé nghe khi duoc

mit khac
goi tén (6 ¥ kién co s& 1). Mgt

s6 khac nhén xét tai ddy, tinh trang vé sinh chira sach s&, ¢ muj héi, nhidu dd dac 16n x6n

(3 y kién co sa 1).

2.4. Thai d$ ng xir, niing Ivc chuyén mén ciia nhin vién y té

Bing 2.4. Mitc d§ hai 10ng ciia ngwdi bénh vé tinh thin, thai d¢ giao tiép ciia NVYT

Khong | Binh . RAt hai 2
Noi dung hiilong | thuomg | 1L 10ng long Tong

n | % | n % n % n % n %
Jinh than, thi 4§ nhan vién phong sieu | ' I 20 47 | 470 | 51 | 51.0 {100 100
am machy/ siéu 4m bung
Tinh than, thii d¢ nhan vien phong | [ 1 T T 47.5 | 68 | 496 | 137 | 100
s1eu am fim
. A ,.dA N Y A v
Tmllthan, thai d6 cha nhan vién khoa xét 0 |00 3 |18 91 |545]| 73 | a3 167 | 100
nghiém
Néng lyc chuyén mén cua Bic si,
3 N e . 0 100 4 20 111 | 555 | 85 425 1200 100
Diéu dudng dép img mong dgi
. 1Y re A 3 h:\ a X -
Tinh than, thdi d§ ctia nhan vién phong 0 [00] 2 |20 57 | 564 42 | 416 101 | 100
X-quang
Buoe nhdn vién y (€ ton trong, doi xir [ 1 o 1 T 575 | 81 | 405 | 200 | 100
cdng bang, quan tim
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Khong Binh Rit hai

Noi dung hai long | thudng Hai long long Tong

n{% | o i% | n Yo n % n %

Bac sy ¢ 161 néi, thai dg, giao tiép

. 0.0 2.0 | 117 | 585 | 79 | 39.5 | 200 | 100
ding myc

0 4
Tinh than, thai d6 chanhén viénbaové | 0 | 0.0 | 7 |35 | 114 | 570 | 79 | 395 2001 100
Tinh than, th4i g ctia nhén vién kétoan | 0 [ 0.0 | 5 | 2.5 | 117 | 585 | 78 | 390 | 200 | 105
0 4

»: H v PEETREY a5
Hu6ng dan vién ¢ 1oi noi, thai do, 0.0 20| 119 | 595 | 77 | 385 [ 200 | 100
giao tiep ding muc

Tinh than, thai d6 cba nhén vién qudy

f 0 (00| 4 |20 119|595 77 | 385 200! 100
thuoc

Tinh thén, thél dj cda nhan vién phong | 1 [, 2.1 115 ) 602 | 72 | 377 | 191 | 100
dién tim

Ty 1¢ nguéi bénh hai long vé tinh thin, thai d6 giao tiép ciia nhan vién bénh vién tiy
96.5% - 98.2%, khong thay doi nhiéu so véi thang 11/2017, nhung ty 1& nguwdi bénh rit
hai Jong tir 37.7% - 51.0%, cao hon so véi thang 11/2017 (tir 32.0% - 46.9%)

Tinh thén, thai d6 cta nhin vién bio v€ ¢o ty 1€ ngudi bénh hai long the"ip nhét véi
96.5%, ty 18 rat hai long 14 39.5%, ddng thoi diy 1a néi dung c6 ty 18 ngudi bénh chua
thue sw hai long (mire 3 ~ binh thudng) 14 cao nhét véi 3.5%.

Khi duge phéng van, ngudi bénh rét khen ngoi tinh thin, thai dé cila nhin vién cia
bénh vién, tu van nhiét tinh, huéng din chu d4o, d4 céi thién hon so vé&i nhing l4n khim
trwede (8 ¥ kién).

2.5. Két qua cung cip dich vu

Ty 1€ ngudi bénh hai long khi tham gia chuong trinh quan 1y cic bénh mian tinh 13

98.1%, ty 16 rit hai 1ong 13 cao nhét véi 43.1%.

Bang 2.5. Mire d9 hai 1ong cia ngudi bénh vé két qua khim va diéu trj

Khéng Binh i lon Rit hai T4
Noi dung hailong | thudng attong long ong
n | % |{n|% n % n % n %

Hai Iong khi tham gia chuong trinh
bénh mén tinh

Mt d6 tin tuéng vé chét luong dich
vu yté

Két quad kham bénh dap ung
nguyén vong

Héa don, phidu thu, don thudc va _
két qua khdm bénh duge cung ca"'tp 0 100 4 (20| 129 | 645 | 67 | 335 200 | 100
10 rang, minh bach

t“g“"’d‘-’ha' long ve gidcadichvuy | o 10 1 o1 118 | 593 | 66 | 332 | 199 | 100

0 100 3 |19} 88 | 55069431160 100

0 100) 3 | 1.5]124 620 73| 365|200/ 100

0100 6 13.0] 123|615 71 | 355 | 200 100




Pinh gid vé gi ca dich vu y t€, t¥ 1& ngudi bénh hai long 14 92.5%, rét hai long 33.2%,
cao hon so véi thang 11/2017 (twong tmg 13 89.0% va 27.5%), @6 van 1a ndi dung ma ngudi
bénh chwa thuc su hai long (mic 3 — binh thuomg) cao nhat véi 7.5%.

0_\

N <50%
B Tr > 50% dén < 80%
> 80%

Biéu d6 2.1. Panh gia s dAp tng so véi mong doi ciia nguoi bénh

Ty 1€ ngudi bénh danh gia bénh vién d4 dap trng dugc > 80% so véi mong doi cia
ho 13 80.8%, thip hon so véi két qua khdo sét thang 11/2017 (87.2%). Trong d6, mong di
cia ngudi bénh dugce dap tmg thip nhit 14 60% (c6 1 ngudi), cao nhat 14 100% (cé 42
nguoi - Mode).

Khi duge héi v& nhu ciu siy dung dich vu cho In tai kham sau, két qua cho thiy ty 18
ngudi bénh chic chén s& quay lai hodc gidi thisu cho ngudi khac khi ¢ nhu cdu 13 95.5%. C6
4,5% ngudi bénh tra 161 6 thé s quay lai vi méi kham duge 1 —2 lan, su quay lai phy thudc
vao tinh hinh cta bénh sau ding thude.

2.6. Panh gia chung

Ty 1¢ hai 1ong chung cla ngudi bénh vé chét lwong dich vu ctia bénh vién 13 96.17%,
giam nhe so véi thang 11/2017 (96.89%). Ty 1& rét hai léng 14 35.71% cao hon so v6i thang
1172017 (32.41%), tuy viy, vé6i 0.24% ngudi bénh khéng hai long ciing cao hon so véi
thang 11/2017 (0.02%).

Sir dung thang diém Likert v6i 5 mirc d6 tir rét khéng hai long — rat hai long, twong
tng tir 1- 5 diém.

Két qua khao sat tai co s¢ I cho thdy, didm hai long trung binh ca ngudi bénh v& kha
ning tiép can dich vu 1a khéng dbi so véi thang 11/2017 (4.2/5 diém). v& nhiing ni dung
khéo sat khic, diém hai 1ong trung binh cia ngudi bénh gidm hon so véi thang 11/2017,
trong d6 sw gidm diém nhiéu nhét 12 v& sy minh bach thong tin va thd tue kham bénh, didu
trj tir 4.28/5 diém xudng con 4.14/5 didm (thang 12/2017), v& co s& vat chit va phuong tién
phue vy ngudi bénh tir 4.22/5 didm xubng con 4.15/5 didm (thang 12/2017).



Kha ning tiép
cén dich vy

7/ tuc kham
/ bénh, diéu trj

oY Su minh bach
A ~4.28 thong tin va thy

=#=Thang 11/2017
-B-Thang 12/2017

. ﬁor s& vat chét va
xtt, nang Iue Vg 423/ phuong tién
chuy&én mon cla phuc vy ngurdi
NVYT bénh

Bi¢u db 2.2. Piém trung binh mikc 49 hai long vé cac ndi dung khao st (co sé 1)

Tai co 5¢ 2, diém trung binh mirc d¢ hai 1ong ciia ngudi bénh vé& céc ndi dung khao
sat trong thang 12/2017 ting hon so véi thang 11/2017, cao nhét 13 didm hai long vé kha
ning tiép can dich vu tir 4.19/5 diém (thang 1172017} 1&n 4.4/5 diém (théang 12/2017). Sur
minh bach thong tin, thit tye kham bénh, didu trj (4.4/5 didm) vi co s& vét chét phuwong tién
phuc vu ngudi bénh (4.39/5 diém) ting 0.1 diém so véi thang 11/2017.

Kha niing tiép
cén dich vu

Su minh bach
théng tin va tha
R/ tyc kham
4 bénh, didu tri

Két qua cung
cdp dich vu

—&-~Théng 11/2017
—-B-Thang 12/2017

Théi d% ting o' $& vét chét
xu,Anan,gi 11.1'01 445 4:39—Va phuong tl?l‘i
chuyén mén cia phuc vy ngudi

NVYT bénh

Biéu d6 2.3. Piém trung binh mirc 39 hai 1ong vé cic ndi dung khio sit (co s& 2)



Bing 2.6. Tong hop ¥ kién, gop y cia ngwdi bénh

TT | Muc khio sat Nhém ndi dung gop ¥, nhéin xét ciia ngudi bénh
Kha ning tiép | - Lbi di vao bénh vién hoi vudng, ddc biét khi co xe cép ciru vao (coso 1)
1 cén dich vu - Thay chéu cay phia trong & 16i di tir Cép ciru sang quay thubc (co st 2)
Su minh bach | - Thoi gian cho 1y thude bao hidm lau (7 y kién co s& 1)
2 | théng tin v& tha | - Thoi gian chd lam dién tim chua thuén tién (5 v kién co s 1, 1y kién co s&v 2)
tuc kham bénh - Su minh bach khi xép s6 tai bao vé budi sang (2 y kidn co s& 1))
Co 56 vit ch, | - KB qufiy thude béo hiém thiéu ghé ngdi, khong c6 loa goi thong bdo (6 y
> | tang thiebj | Kiencoss 1) N , ,
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L KET LUAN

D¢ huéng i sw hai long clia ngudi bénh, vige cdi tién chét Iwong cdn duoc tién
hanh thuong xuyén va lién tuc. Khao sat sir hai long ngudi bénh 13 phuong phép thim do
tim hidu cdc yéu td gly nén sy khong hai 1dng va 13 co s gip bénh vién hra chon cac
giai phap cai tién phit hop, timg bude dép Gng t6t hon nhu ciu oia ngudi bénh.

Két qua khao sat su hai long ctia ngudi bénh thang 12/2017 cho thdy:

V& kha niing tiép cdn dich vu, t7 16 nguoi bénh rat hai long tir 29.0% - 33.0% cao
hon so véi thing 11/2017 (t 20.0% - 24.0%);

V& sy minh bach thong tin va thi tuc kham bénh va diéu tri, ty 16 ngudi bénh hai long
giam hon so v&i thang 11/2017, Thoi gian chd chup X-quang cé 1y 1& ngudi bénh rit hai
1dng cao nhit véi 40.6%, thip nhét 1a thoi gian dugc bac st kham, tu vAn va thoi gian chey
linh thuée bao hiém hodic mua thudc dich vy véi ciing ty 18 13 30.5%,

Thoi gian cho t6i luot bac st kham cé ty 1€ ngudi bénh hai long 14 92.5%,
18 rét hai 1ong giam tir 33.5% ( thang 1 1/2017) xubng con 31.0%.

Vé co sé vit chét, phuong tién phyc vy, ty 1& ngudi bénh hai long 1a 93.5% - 97.0%,
thdp hon so véi thang 11/2017 (tir 96.5% - 99.0%). Viéc phong chd ¢6 da ghé ngdi cho
ngudi bénh va sir dung t6t c6 ty 18 hai 1ong 14 96.5%, khong hai long 13 1.5%, cao hon so
véi thang 1172017 (0.0%).

Ty 18 ngudi bénh hai long véi tinh thn, thai d§ giao tip ctia nhan vién bénh vién
dat mirc hai long cao tir 96.5% - 98.2%, trong d6 ty 18 rat hai long tir 37.7% - 51.0% cao’
hon so véi thang 11/2017 (32.0% - 46.9%).

Pidm hai long trung binh clia ngudi bénh vé cic nhém chi s6 danh gia chét Iugng
dich vy déu dat trén 4.0/5.0 didm, tuy nhién c6 sur khdc biét & 2 co sé. Tai co 56 1, didm
hai 16ng trung binh clia ngudi bénh giam nhe so voi thang 11/2017, su gidm diém nhiduy
nhit v& sy minh bach théng tin va tht tuc kham bénh, diéu tri tir 4.28/5 diém xuéng con
4.14/5 diém (thang 12/2017).

nhung ty




Tai co s& 2, diém trung binh mtrc d6 hai long clia ngudi bénh vé cac ndi dung khao
st ting hon so v6i thing 11/2017, cao nhét 1a diém hai long vé kha ning tiép cn dich vu
tir 4.19/5 diém (thang 11/2017) 1én 4.4/5 diém (théng 12/2017).

Ty 1€ nguoi bénh danh gia bénh vién da dap ung duoc > 80% so véi mong doi cta ho
1a 80.8%, thdp hon so véi két qua khao sat thang 11/2017 (87.2%). C6 42/200 ngudi bénh
danh gia bénh vién ddp Gmg duoc 100% so véi mong doi cia ho trude khi téi kham
(mode).

Ty 1& ngudi bénh chéc chin s& quay lai hodc gidi thiéu cho ngudi khac khi ¢ nhu ciu
14 95.5% thap hon so v&i thang 11/2017 (98.5%)

Ty 1& hai long chung clia ngudi bénh v& chit lwong dich vu cia bénh vién 1a
96.17%. Ty 1€ rat hai long 13 35.71% cao hon so véi théng 11/2017 (32.41%), tuy vay, v&i
0.24% ngudi bénh khéng hai long ciing cao hon so vdi thang 11/2017 (0.02%).
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