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

BENH VIEN TIM HA NOI Poc lap — Ty do — Hanh phiic
sé: 2. /BCBVT Hé Ngi, ngay M- thang 9. neim 2017
BAO CAO

K&t qua khdo sat sw hai long ngudi bénh ngoai tri
tai bénh vién Tim Ha N6i thang 8 nim 2017

Thye hién Quyét dinh s6 6859/QD-BYT ngdy 18/11/2016 ciia Bd Y & v viee
ban hanh cac ndi dung kiém tra, danh gia chét luong bénh vién nim 2016; - |

Cin cit Coéng van sé 1356 /KCB- QLCL ngay 21/11/2016 cta Cuc Quan ly Kham,
chita bénh vé vigc huéng din kiém tra, d4nh gi chét fwong bénh vién nim 2016:

Thue hién K& hoach sé 57/KH-BVT ngay 09/01/2017 cia bénh vién Tim Ha Nbi
v& “Khéo sat su hai long cia ngudi bénh va cdn bd nhan vién ndm 2017”. Bénh vién
Tim Ha Nai tién hanh: “Khio sat s hai long cla ngudi bénh ngoai tra thang § nam
20177 véi muc tiéu:

1. Xdc dinh ty 1é khong hai long cia nguci bénh ngoaz tril khi sir dung dich vu tai

bénh vién Tim Ha N§i thdng 8 nam 2017,

2. Mot s6 yéu 16 dnh uong (60 sy hai long ciia ngudi bénh khi sit dung dich vu i

bénh vién Tim Ha Ngi thang 8 ndm 2017,
L. POI TUQNG VA PHUONG PHAP KHAO SAT
1.1. Phwong phap:
- Phuong phédp khao sét: Piéu tra mo ta cét ngang.
- Quy wdc cach tinh diém:

+ B0 cdu héi duge cham diém theo thang diém Likert v6i 5 mitc dd nhu sau;

Thang diém .

. Mirc d§ hai long Xep loai chung
(Piem)
1 Rét khong hai long
Khéng hai 1ong chung
2 Khéng hai long
3 Binh thudng Binh thudng (Chua thue su hai long)
4 Hai long
: Hai léng chung

5 Rat hai Iong 4

+ Piém hai 1ong chung = tdng diém/téng s6 cau hoi.

+ Piém hai long timg tiéu chi = tdng s phidu dat diém 4, 5/tdng s6 phibu.
1.2. Pbi twong va thoi gian khao sat:
- Thoi gian khao sat: tir 14/8/2017 dén 18/8/2017.

TE
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- béi tugng khao sat: Ngudi bénh (NB) s dung dich vu kham chita bénh ngoai
trl tai 2 co sd, dd hoan thanh qua trinh kham bénh (bac st da két thie qua trinh kham
trén hé théng mAy tinh va ¢6 don thubc). Neudi bénh tir 18 tudi, ddng y tham gia khio
st va ¢0 kha ning tra [1 cdu hoi.

1.3. Nhin vién thuc hién khio sat:

Thanh vién mang luéi quan ly chét lugng bénh vién khong tham gia truc tiép vao
qué trinh cung cép dich vu kham, chita bénh cho ngudi bénh ngoai tri. Céc thanh vién
dd duge tip huln truée khi tidn hanh khao sit.

IL. KET QUA VA BAN LUAN

2.1. Piic diém thong tin cita ngwdi bénh. ,

Tbéng sb ngudi bénh du tidu chuin tham gia khdo sat 1a 200 ngudi bénh, bao gbm:

- 100 nguoi bénh kham chiia bénh tai co s6 1: 13 NB kham tu nguyén 1; 17 NB kham
tw nguyén 2 va 70 NB khdm tu nguyén 3.

- 100 nguoi bénh kham chita bénh tai co s& 2: 81 ngudi bénh khim tai khoa Kham
bénh; 18 NB kham ty nguyén, 01 ngudi bénh khim Phong Kham da khoa.

Béng 2.1. Pjc diém cia dbi tuwong khio sat

TT Ngi dung n Ty 18 (%)
Téng s6 ngudi tham gia khao sat 200 100
L. Théng tin nhin khau hoc
1 | Giéi tinh Nam| 54 o1.4
, Ni 51 48.6
Trung binh 48 + 25
< 15 tudi 01. 0.5
2 | Tudi 16-59toi | o] 45.5
60 -- 74 tudi 92 46.0
> 75wdi| 16 8.0
I1. Mt s6 diic diém khac
3 | St dung bao hiém y té Co] 159 79.5
) Khéng 41 20.5
. . . , Co 115 57.5
4 | Tham gia chuong trinh bénh man tinh Khong 25 105
. Duéi 20 km 67 335
5 | Khoang céch tir nha t&i bénh vién Tt 21 -40 km 76 38.0
Trén 41 km 57 285
) Lin dau 35 37.2
Coso ] ; .
. Trén 01 lan 59 62.8
6 | SO0 lan khdm trong nim 2017 T
- Léan dau 12
oS en 0l Gn | 83 87.4




Ngudi bénh ddng y tham gia khao sat c6 tudi trung binh 13 48 tudi, sb luong
ngudi bénh thudc nhém tir 60 dén 74 tudi 12 46.0%, ngudi bénh thudc nhém dbi tuong
uu tién chiém 8.0%.

Ty 1& ngudi bénh st dyng thé bao hiém y t& 13 79.5%. Trong nhém ngudi bénh
tham gia khao sét, sb lwong ngudi bénh dén kham 13n diu trong ndm 2017 tai co s¢ 1
1 37.2%, tai co s& 2 14 12.6%.

2.2. Mirc d¢ hai long cia ngwoi bénh khi si dung dich vy tai bénh vién

2.2.1. Kha niing tiép cin dich vu

Bang 2.2. Mirc do hai long clia ngudi bénh vé kha niing tiép can dich vu

Khong Binh Hai Li Rét 2
TT - N§i dung khio sit hai long | thudng WO i long Tong
n % n Yo n % n % N %
1 | Bién béo, chi din dudng dén bénh vién
15 rang 1L |05 |7 (35 | 174 | 87.0| 18 | 9.0 | 200|100
2 | Khéi nba, cdu thang, dwoc danh sb o
vang, 3 tim I 105 |7 (35 | 1724 86.0| 20 {10.0|200 | 100
3 | So d8, bién béo chi dén dudmg dén cac _
Khoa, phong 16 rang, d& hidu I 05 (7|35 | 171 855| 21 |10.5/200 100
‘4 | Lbi di trong bénh vién, hanh lang bing '
phing, flé d 0 |00|7]|35 |170 (854 | 22 |11.1]199{100
5 | Tim hiéu céc thoéng tin, ddng | Cosd 2 0 [00|0|00 | 46 | 86.8] 7 113.2] 53 | 100
ky kham qua dién thoai, .
website Cosol 0 |0.0]|5(93 | 37 | 685] 12 [22.2] 54 100

Trong nhoém ngudi bénh tham gia khao sat, sé luong ngudi bénh thuc hién tim
hiéu thérig tin va ding ky kham qua dién thoai, trang tin dién t& ciia bénh vién chiém
53.5% (27.0% tai co s& 1 va 26.5% 14 NB tai co s& 2). Trong d6, ty 1& ngudi bénh hai
[ong vé dich vu nay dat 100% tai co sd 2, tai co s¢ 1 1a 90.7%.

C6 01 ngudi bénh khong hai long vé céc so d6, bién bao chi din trong bénh vién
(co s6 1), ddy la ngudi bénh lan diu kham tai bénh vién, ngudi bénh nhén xét: cac bién
chi din con kho tim, kho nhén biét, con phai hdi nhiéu lan.

2.2.2. Sw minh bach théng tin vi thii tuc kham bénh, diéu trj

Bang 2.3. Miic d§ hai Iong ciia NB vé quy trinh, thi tuc khim bénh

Khéng Binh cer s Rit \
ne . - A HaiLong | . | Tong
TT Néi dung khao sat hailong | thwdng hai long
n| % n | % n Y% |n| % | N |%
1 Thoi gian ché lam si€u &m mach/siéuédm | 1 0.7 3.8 112 | 84.9| 14 110.6| 132 | 100
bung ‘
2 | Thoi gian ché chyp X- quang 0 00 6 43| 116 | 84.1| 16 |11.6| 138 {100
3 Thoi gian cho doi 1am tht tuc dang ky | 0 0.0} 12 | 6.0| 160 { 80.0| 28 {14.0]| 200|100
khéam bénh ‘
4 | Thoi gian chod lam siéu 4m tim 0 00 7 | 43| 131 | 80.9| 24 |14.8| 162|100
5 | Thoi gian chd 1am xét nghiém 0| 00| 6 | 34| 144 | 81.8/ 26 [14.8] 176|100




Khéng | Binh Rét

ey . Hai Lon o TH
TT Noi dung khio sit hailong | thudng & | hai long ong
inf % n | %% n % |n| % | N|%
Thoi gian ché linh thubc bao hiém/mua | 1 051 8 | 41 156 | 80.4| 29 |15.0| 194 | 100
thude dich vu
Thoi gian chd 161 lugt bac sT kham 1 05| 13 | 65| 154 | 77.4| 31 |15.6| 199 | 100
Quy trinh kham bénh duoc niém yét | 0 0.0 9 | 45| 159 | 79.9| 31 |15.6] 199 | 100
r0 rang, céng khai, dé hiéu
Quy trinh, thi tuc kham bénh dwoc | 0 | 0.0 10 | 5.0| 158 | 79.0| 32 |16.0| 200 | 100
cdi cach don gian, thuén tién ‘
10 | Thdi gian duge bac s7 khdm va tw vin 0 00| 6 | 3.1| 157 | 80.9| 31 |16.0] 194|100
1 Gi4 dich vu y té niém yét 15 rang, | 0 00| 6 | 3.0| 160 | 80.8/ 32 1162|198 |100
cong khai, minh bach
Dugc xép hang theo thi tu trude sau khi | 0 00| 2 | 1.0| 164 | 82.0| 34 [17.0] 200 | 100
12 | lam cée thi tuc dang ky, nop tién, kham
bénh, xét nghiém, chiéu chup
13 | Théi gian chd lam dién tim 0 0.0 6 | 3.1 155 | 79.1| 35 [17.8] 196 | 100
Nhin vién y t& tiép dén, huong din {0 0.0 4 | 2.0 152 | 76.0| 44 {22.0| 200 | 100

14 | ngudi bénh lam céc thi tuc niém nd,
tan tinh

Vi3 tiéu chi: Than thién — Thugn tién — Thanh lich, ty 18 rét hai long cao nhét
duge ngudi bénh danh gid thudc vé su nidm nd tin tinh ctia nhén vién y té trong viéc
tiép dén, ‘huéng dan (22.0%).

Trong c4c ndi dung hai long v& thoi gian chd, ty 1& rit hai long cao nhit thude vé
thot gian chd dién tim véi 17.8%. TV 1€ hai long thip nhét 1a thai gian chd tdi lugt Bac
st kham véi 93.0%

Khao sat thu nhén céc ndi dung nguoi bénh khong hai long bao gdm:

- 0.7% ngudi bénh khdm tw nguyén 1 khong hai long vé thoi gian chd sidu am
mach, bung, cu thé do may moéc truc tric, NB phéi chd doi 30 phat,

- 0.5% ngudi bénh tai tu nguyén 3 khéng hai long vé thoi gian cho 6i lugt doc
két qué. Khao st trye tiép c6 03 NB tw nguyén 3 va 01 NB khoa Kham bénh gép ¥ vé
thdi gian ché con lau (khoang 40 dén 60 phut)

- 0.5% nguoi bénh khdng hai long v& thoi gian cho linh thude bao hidm/ mua
thube dich vu tai co s6 2. Ngudi bénh nhin xét do sb luong nhén vién phét thude it, sb
lugng ngudi bénh dong gdy tin tic va 16n xon (9h15 — 9h30 ngay 15/8 va 16/8).

2.2.3. Co s& vit chét va phwong tién phuc v ngudi bénh,

Béng 2.4 cho thdy: Trong nhém noi dung danh gla vé& co s& vat chét va trang

thiét bi bénh vién, khéng cé ngudi bénh khéng hai long vé viée dugc dam bao riéng tu

khi kham bénh, chiéu chup, lam thd thudt. Song ty 18 ngudi bénh danh gia rét hai long
(mtrc 5) lai thdp nhét véi 15.7%.




Ty 1¢ khong hai long vé quat, ghé ngdi va nha vé sinh lin luot 12 0.5%; 0.5% va

1.0%. So voi thang 7/2017, céc ty 1¢ nay khdng thay @bi. Cu thé ngudi bénh gép y:

- Tunguyén 1: 01 NB gép y hé thong quat mat doc hanh lang che X-Quang tiéng

dbéng co quat to, hoi 6n ao. Dong thoi ngudi bénh phan 4nh doc hanh lang ngdi cher
chup mach vanh ghé ngdi chua da.

- V& nha vé sinh: ¢6 1.0% nguoi bénh tw nguyén 3 khéng hai long. Bén canh do,

¢ 03 NB gép ¥ nha vé sinh tu nguyén 2 ft, con chua sach s& do s8 lugt stir dung qua
tai. Tai co s 2, 01 NB phan nan vé tinh trang nha v¢ sinh nam gin khu cip ctu, NB
gOp y cén stra lai cdc bon tidu tic va gach 14t nén dg xudng cap.

C6 01 ngudi bénh kham tai co sé 2 phan nan v& tinh trang kKhu chd kham bi mua

dot, NB khong c6 ché ngdi, 1 s6 ghé ngdi bi uét gdy bt tién cho NB.

Bing 2.4. Mikc 4§ hai long véi co sé vit chit, trang thiét b ciia bénh vién

Khéng | Binh Hai La Rat 2
TT Nii dung khio sit hai long | thuimg | DA LONE | 40 1 Tong
’ n % | n! % n Y | n | % | N|%
1 Dam béo riéng tu khi kham bénh, chidu | 0 [ 00! 7 [ 3.5 160 | 80.8| 31 [15.7]198 [ 100
chup, kh‘i lam thf} thuat )
2 | Quat, dicu hoa diy ¢t hoat dong tdt 1 105] 8|40 158 | 79.0] 33 [16.5|200 | 100
3 Phuong tién gitp ngudi bénh tim Iy | 1 | 05| 6 | 3.0| 158 79.8| 33 [16.7[198 [ 100
thodi mai o i ‘
4 | Phong d0 ghé ngdi, st dung tot I 105|10) 5.0( 155 | 77.5] 34 [17.0 200 [ 100
5 Dam bao an ninh, trét tw, phéngngta | 1 | 0.5] 2 | 1.0| 163 81.5| 34 [17.0(200 100
trdm cap.
6 Phong cho/sinh chd kham sach s& | 1 [ 05 9 | 4.5 155 | 77.5) 35 117.5]200 | 100
thodng mét, kin gio, ...
7 | Méi trudng bénh vién xanh, sach, dep ’ 2 110|630 156 | 784| 35 (176 199 1100
g Nha vé sinh thudn tién, sir dung tt, | 2 | 1.0 110 | 5.1 | 148 75.9] 35 118.01{195 [ 100
sach s&
2.2.4. Thai dd dng xir, niing lye chuyén mén ciia nhén vién y té
Bing 2.5. Mic d§ hai long ciia NB vé tinh thén, thai d¢ giao tiép clia NVYT
Khéng | Binh Cor Rit 2
TT Noi dung khio sit hai long | thupng | HaiLong ;. long | 1008
n % | n | %|n|%|n|%|N|%
L | Tinh thén, thi d6 cianhdn vienkétoan | O | 0.0 2 [ 1.O[155] 77.9 42 |21.1 199 1100
2 | Tinh thén, thdi do cianhan vienbaove | 0 | 0.0] 2 | 1.0[153] 77.3[ 43 [21.7[198 | 100
5 | Tinh thén, thdi do ctia nhan vién phong | 0 | 0.0| 3 | 1.5[150 | 75.8[ 45 [22.7[198 | 100
dién tim .
4 Tinh thén, thai d6 ciia nhan vién phong ¢ 1007 3 171130 | 74.7) 41 |23.6| 174 [ 100
siéu 4m macly/ siéu 4m bung
5 Nhén vién y t& t6n trong, dbi xit cong( 0 [ 0.0] 4 | 2.0/140] 70.0[ 56 |28.0]200 [100
bing, quan tim, gitp do
6 I—Iuc’mg dan vién c6 1i ndi, thai do, 6100 3 15| 1411 70.5] 56 128.0]200 [ 100
giao ti€p ding myc
7 Tinh thén, théi d6 ctia nhan vién phongsiéu | 0 | 0.0 3 | L51136| 70.5| 54 [28.0] 193 [100
am tim




Khong | Binh | .. . Rit T3
TT N@i dung khio sat hai long | thwong ) 5| hai long ng
n | % | n % | n| % |n|%|N|%
8 Tinh thin, théi d ctia nhan vién khoaxét | © | 0.0 3 | 15137 70.3} 55 |28.2] 195 100‘
nghiém
5 Béc s§ c6 1oi noi, thai do, giao tiép 1 105 3 | 1.5(139] 69.5| 57 [28.5{200 | 100
ding muc
10 Néng Iy chuyén mén ciia bac si, didu | 0 | 0.0 4 | 2.0 138| 69.0| 58 {29.0|200 | 100
dudng dap ing mong dgi

Ty 1 rét hai long (mitc 5) cao nhat thudc vé danh giad cta ngudi bénh dbi véi
ndng hrc chuyén mon cia béc s¥, diéu dudng d4p ting duge mong doi v&i 29.0%. Qui
trinh phéng vén ghi nhén 10 y kién khen nhoi nhan vién bénh vién tin tinh, niém né.
Diic biét ¢6 01 khen ngoi cu thé vé ké toan co s 2 Nguyén Thi Thanh Héng rit tht va
nhiét tinh v&i ngudi bénh.

Tuy nhién, khao sat con ghi nhén 1 s y kién gop ¥y cua ngudi bénh:

- C6 01 NB kham tai khu Ty nguyén 2 khéng hai long vé thai d6 cau git cia
ThS, BS. Trin Van Duong.

- C6 01 NB khéng hai long véi thai d6 nhén vién phong X-Quang co s& 1, con
chua niém né nhe nhang trong giao tiép véi NB.

2.2.5. Két qua cung cip dich vu

2.2.5.1. Két qua kham bénh va didu tri

Bang 2.6. Mikc d hai long ciia ngwdi bénh vé két qua kham va didu tri

Khéng | Binh | .. . Rit T4
TT Noi dung khio sit hailong | thuong | " "8 | hailong | 78
n | % | n| % | n %o n | % {N|%
1 | Muc do hai long vé giacadichvuyt® | 0 | 00| 11| 5.6 142] 72.1] 44 |22.3]1197 100
5 Két qua kham bénh ddp ng nguyén | 0 | 0.0 1 | 0.5|145] 74.0 50 {25.5]196 | 100
vong
3 Ml'}'c do tintuc’mgvé chat Iwgng dichva | 0 0.0 5 | 25141 71.6] 51 [25.91197 100
y t€
Hoéa don, phiéu thu, don thuéc va két| 0 | 0.0] 2 | 1.0 143] 72.6] 52 [26.4] 197|100
4 | qua kham bénh duge cung cz"ip 10 rang,
minh bach
5 Hai long khi tham gia chuong tiinh bénh | 0 } 0.0 1 | 1.0} 77 | 72.6| 28 |26.4| 106|100
mén tinh ‘

Ty 18 NB hai long véi két qua kham bénh dat 99.5%. S lwong ngudi bénh tin
tudng vao chét lugng dich vu y t& bénh vién cung oz”'lp chiém 97.5%. C6 03 NB khéng
dénh gia v& ndi dung nay, khio sat truc tiép cho biét NB con chér doi hidu qua didu tri
sau thoi gian st dung thubc ctia bac s7.

Vé gid cd dich vu y t&, ¢4 5.6% NB chua thit sy hai long (cao hon 0.6% so vdi
thang 7/2017 14 5.0%). T¥ 1& NB rét hai 1ong vé ndi dung ndy ciing thip nhét véi 22.3%.




NB nhén xét chi phi dich vu hoi cao (Tw nguyén 1), NB Tu nguyén 3 cho ring cho bao
hi&m vAn phai chi trd nhiéu, dic biét phai mua thém nhiéu thude dich vu st dung.

2.2.5.2. Dap wng so vdi mong doi va sy lya chon quay Iai cia ngwdi bénh

Panh gid mic dd bénh vién dép ung so véi1 sy mong doi clia ngudi bénh trude
khi t&i kham, chita bénh theo ty 1€ % thu dugc két qua nhu sau:

e 200 %

B<50%

> 50% dén < 80%

2> 80%
80.0%

Biéu dé 2.1. Pdnh gic % mong doi ciia nguedi bénh duge ddp iing so voi trude khi dén khdm
(Pon vi: %)
Ty 1€ nguoi bénh danh gid duge ‘bénh vién dap tng trén 80% mong doi so véi
trude khi toi vién chiém 80.0% (ting 1.0% so véi thang 7 1a 79.0%), ty 1& mong doi
clia ngudi bénh duoc dap ing thip nhit 12 60% va cao nhit 14 100%.

Bang 2.7. Panh gia sw lua chon quay lai cia ngwoi bénh

Lua chon n %o
1. Chéc chin khong bao gid quay lai 0 0.0
2. Khodng mudn quay lai nhung c6 it lya chon khéc 0 0.0
3. C6 thé s& quay lai ' 10 54
4. Chéc chin s& quay lai ho#c giéi thiu cho ngudi khic 176 04.6
Tong 186 100.0

Ty 1& ngudi bénh chic chin s& quay lai hodic gidi thiéu cho nguoi khac t61 kham
khi ¢6 nhu cdu dat 94.6% (Ting 1.7% so voi thang 7 la 92.9%); ¢6 5.4% nguoi bénh
lua chon c6 thé s& quay lai bénh vién.

2.2.6. Dinh gia chung




2.2.6.1. Danh gia chung tai co' so' 1:

Piém hai long trung binh cao nhit 1 4.2 diém vé tinh thin théi d6 giao tiép clia
nhén vién va thip nhit 1a vé co s& vat chit, trang thiét bi (4.02 diém). So v6i két qua thu
nhan tai thang 7, diém hai long ctia cdc nhom chi s6 giam nhe,

Kha nang tiép
céan dich vu

1/ . Su minh bach
thdng tin va thu
' tue kham

Ket qua cung 2 4.3 . :
cip dich vu ¢ We 23 OB / uc khi
' T ST / / bénh, dicu tri

~g=Thang 7/2017
Thai 46 ing \BEmErsasnm / Co s& vét chit #W~Thang 8/2017
x1r, niing luc\/_4.36 4‘ Wva phuong tién
chuyén moén phuc vu ngudi
cua NVYT bénh

Biéu d6 2.2. So"sdnh diém hai Iong cia NB gifta cdc nhom chi $6 hai long théng 7 vé thang 8
tai co s¢ 1

2.2.6.3. Panh gid chung tai co sé 2:

Kha nang tiép
cén dich vu

Sw minh bach
thdng tin va

Két qua cung N
§ ?z_: thu tue kh’ll’l’l

chp dich va 8%
4

,,,,,,,

T wge-Théng 7/2017

\ __ ~&8~Théng 8/2017
Théi do G un ¥ — /Cc s& vat chét
XU, ning lu 473 4 va phuong tién
chuyén mén phuc vu ngudi

ctla NVYT bénh



Biéu dé 2.3 . So sdnh diém hai Iong cila NB giita cde nhém chi 56 hai long thang 7 v thang 8

tai co 5o 2

Tai co' s6 2, diém trung binh hai long cao nhét 13 v& tinh thin, thai do giao tiép cua
nhén vién (4.28 di€m), thap nhat 12 vé kha nang tiép cén dich vu véi 4.06 diém. So véi
két qua thu nhin tai thang 7, diém hai 1ong cia cdc nhém chi sb gidm nhe.

2.2.6.2. Téng hop mdt sé ¥ kién gop ¥ khac ciia ngudi bénh

Bang 2.8. Bang tdng hop mét sb ¥ kién dong gop khic cia ngwoi bénh

T l\jll_lc’ NP(’)m’n@i dung fgfip}'f, NE khoa S6
khio sat nhin xét cita nguoi bénh Iwgng
NB dén kham phai mét nhidu thoi gian méi tim
Kha ning tiép | dugc chd dé xe, kién nghi bénh vién nén chii | Tw nguyén 2 02
1 can dich vu dong co6 chd dé xe cho.
Loi di Iing cting, khong bang phing Kham bénh 01
Noi xép s6 khong cb dinh, thay ddi khang co su .
. N A L e toa Ty nguyén 3 01
Sy minh bach | thong bédo 18 gy kho khéin cho ngudi bénh
2 { théng tin va thd | Vi tef x8p sO dién tim, sidu 4m nén c&i tién cach
| tuckham bénh thic léy s6 va goi sb @& NB cho thudn lgi va giam | Kham bénh cs2 01
tai cdng tac giai thich cho nhan vién
Céc déy ghé vang ngdi khé chiu, kién nghj bénh
3 | Cosdvatchit vién bd sung xen k& cac loai ghé khac d& NB | Khambénhces2 | 01
| duge chon lya.
Thai d§ Utng x, Tw nguyén 3 02
4 naflg 1}TC chuyén | Bac s§ can tu van cho NB nhiéu hon, Khém bénhcs2 | 01
mon cia NVYT

III. KET LUAN

Muc tiéu huéng t6i ciia cong tic cdi tién chit lugng bénh vién 1a tung budc cung
cép dich vy y té, chét luong cao, mang lai sy hai long cao nhét cho nguoi bénh. Muc
diém 5 (r4t hai long) cia ngudi bénh 13 sy danh gi4 ma bénh vién phin diu dé dat
duoc. Két qua thu duge sau khao sat nhu sau:

- V& kha ning tiép can dich vu: 53.5% ngudi bénh thuc hién tim hidu théng tin va
ding ky khdam qua di¢n thoai, trang tin dién tir ctia bénh vién. Trong do, ty 18 ngudi
bénh hai long vé dich vu nay dat 100% tai co sé 2, tai co s6 1 1a 90.7%.

- Ngudi bénh hai long vé thoi gian chd dé tiép can cac dich vu ddu > 93% nhung

mirc hai 1ong tuyét ddi ( mue 5) con thp, chii yéu la < 16%. Ty 18 hai long thip nhit 1a
thoi gian cho t6i lwot Bac st khdm v6i 93.0%. Ngudi bénh khdng hai 1ong va c6 gép ¥
vé thoi gian ché siéu 4m mach bung (Tu nguyén 1), chér [inh/mua thude (co s& 2) va cho
t61 luot gip bac s§ doc két qua (ca 2 co sd).

- V& co sd vat chét: Tai co sé 2, ¢6 0.5% NB phan nan vé tinh trang khu chd kham
bi mua dét, NB khong c6 chd ngdi, 1 sb ghé ngbi bi uot gay bit tién.



- V& céc phuong tién phuc vu ngudi bénh: Ty 1€ khong hai long vé& quat, ghé ngdi
va nha vé sinh 1an lugt 12 0.5%; 0.5% va 1.0%. So voi thang 7/2017, céc ty 1€ nay
khong thay ddi.

- V& tinh than thai 6 nhan vién co ty 1& ngudi bénh hai long > 98%, trong d6 ngudi
bénh rit hai léng (mbc 5) cao nhit déi v6i ning luc chuyén mén ciia bac s¥, diéu
dudng dap g dugc mong doi voi 29.0%. C6 0.5% NB kham Ty nguyén 2 khong hai
long v& tinh than thdi d6 cta ThS, BS. Trén Vin Duong.

- Ty 1& nguoi bénh danh gia bénh vién da dap tng dugce trén 80% so véi mong doi
ctia ho trude khi kham dat 80.0%.

- Ty 1€ nguoi bénh chic chin s& quay lai hodc gioi thiéu cho ngudi khéc t6i kham
dat 94.6%; 5.4% nguoi bénh lya chon cé thé s& quay lai bénh vién.

- Panh gia nhém chi s6 hai long tai 2 co s6: Piém hai long trung binh cao nhét déu
14 v& tinh than thai do giao tiép ctia nhan vién (4.2 diém tai co s& 1 va 4.28 diém tai co
56 2). Didm hai 1ong thip nhét tai co s 114 co s& vét chét, trang thiét bi (4.02 diém); tai
co s6 2 14 vé kha ning tiép can dich vu (4.06 diém).

- Két qua khdo sat thang 8 cho thdy diém hai 1ong trung binh ctia cic nhém chi 56
déu giam nhe so v4i danh gia ctia ngudi bénh tai thang 7 & ca 2 co so.

PTP. QUAN LY CHAT LUQNG GIAM POC DUYET

Nguyén Thi Hong Thu Nguyén Quang Tuén

Noi nhin:

- Ban Gidm dbc (dé bao cdo);

- Céc khoa, phong (dé thuc hién)
- Lo QLCL; VT.
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