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

BENH VIEN TIM HA NOI Poc lip ~ Tw do — Hanh phiic
Sé: "2'464 ...... /BC-BVT Ha Ngi, ngay..%.t thang 4. nam 2018
BAO CAO

Két qué khio sat sy hai long ngudi bénh ndi tra
tai bénh vién Tim Ha Noi thing 6 nim 2018

Cén ctt Cong van s6 1626 /KCB - QLCL ngay 03/11/2017 ctia Cyc Quan Iy Kham,
chita bénh Bo Y té vé viée huéng dan 1<1em tra, danh gi4 chit lugng bénh vién va khao sét
hai 1ong ngudi bénh, nhén vién y t& nam 2017;

Thuc hién Ké hoach sé 120/KH-BVT ngay 12/01/2018 cia bénh vién Tim Ha

Nbi v& “Khao sat su hai long ctia ngudi bénh va can bo, nhan vién tai Bénh vién Tim
Ha No6i ndm 2018

Mang luéi Quan 1y chit lugng bénh vién Tim Ha Noi tién hanh: “Khao sat sy hai
1ong ctia ngudi bénh ndi tra thang 6 nam 2018” véi muc tiéu:

1. Xdc dinh mikc dg hai long cia ngudi bénh didu tri ndi trii vé chét luong dich vu
khdm, chita bénh tqi benh vién Tim Ha Ngi thdng 6 nam 2018,

2. Tim hiéu mgt sé Yéu 16 anh hudng 61 su khdng hai long ciia nguoi bénh dicu tri
noi trii tai bénh vién Tim Ha N§i théng 6 néim 2018,

L POI TUQGNG VA PHUONG PHAP KHAQ SAT
1. Phwong phap:

- Phuong phép khao sat: Diéu tra mo ta cit ngang.

- Quy wéc céch tinh diém:
Thang diém (Piém) Mirc d hai 1ong Xép loai chung

1 Rét khong hai long -

- -| Khong hai 1ong chung
2 Khéng hai long
3 Binh thutng Chua thuc sir hai long
4 Hai long

TPRTR Hai long chung

5 Rat hai long

+ Piém hai 1ong timg tiéu chi = 58 phiéu dat didm 4; 5/tdng sb phiéu.
+ Piém hai long chung = téng dlem/tong s6 cau hoi.

2. Thoi gian va déi twong khao sat:
- Thoi gian khao sat: Tir 18/6 dén 22/6/2018.

- béi twong khdo sat: Ngudi bénh va nguoi chdm séc tryc ti€p ngudi bénh dleu
tri ndi tra tai cac khoa, phong ctia bénh vién.

N T8

YA



- C¥ mau: bé déap tng yéu ciu cia B6 Y té va dam bao tinh khach quan sb phiéu
khao sét tai cic khoa twong dwong véi 10% s6 nguoi bénh ra vién trung binh/ thang
(theo tong hop ciia phong K& hoach téng hop tai cac thang 3,4,5/2018) cue chinh khoa
do, sb phiéu cu thé nhu sau:

TT Khoa S6 lrong

1 | Nai 31
2 | Trung tdm PhAu thuét tim mach 14
3 | Qubcté 17
4 | Nhi 05
5 | Hdi stre tich cuc » 08
6 | Tim mach chuyén héa 12
7 Céc bénh mach mau 18

Téng = 105

- Tiéu chuén lya chon ngudi bénh:
*+ Ngudi bénh duoc théng béo ra vién hogic da nim vién tir trén 3 ngly.
+ Ngudi bénh ddng y tham gia khao sat, c6 kha nang tra 161 cdu hoi.
Dbi véi tré dudi 18 tudi, tién hanh phéng vén ngudi chim séc true tiép.
3. Nhén vién thue hién khao sat:

Céc thanh vién mang luéi quén ly chét lugng bénh vién thude khéi ngoai tri, da
dugc tap hudn trude khi tién hanh khao sat.
IL KET QUA VA BAN LUAN
1. Pic diém thong tin ciia ngwdi bénh.,

Bang 2.1. Mot s6 dic diém ciia ngwoi bénh khio sat

Pic diém n %
Téng sb ngwoi tham gia khao sat 105 100
Trung binh 55+ 21
A <15 tudi 10 9.5
Tubi -
15 - 60 tuoi 45 42.9
> 60 tudi 50 47.6
Gidi Nam 54 51.4
Gidi
Ng 81 48.6
. . Cé
Str dung thé bao hidm y t& ° 102 98.1
Khong 02 1.9
A A N M e < 10 78 743
Tong s6 ngay nim vién
11-19 22 21.0




Béng 2.1 cho thiy, c6 98.1% nguoi bénh tham gia khao sat sir dung thé bao hiém y
té trong qué trinh diéu trj. Thoi gian nguoi bénh nim vién trung binh 13 07 ngay, da s6
ngudi bénh nam vién 3 ngay (mode). | '

Do tudi trung binh cia nguoi bénh tham gia khao sat 14 55 tdi, cao nhit 1a ngudi
bénh 91 tudi va thdp nhét 1a ngwdi bénh nhi 4 thang tudi, phin 16n ngudi bénh nim
trong nhom trén 60 tudi (47.6%).

2. Mikc d9 hai long ciia ngwoi bénh khi siy dung dich vy tai bénh vién;

2.1. Kh niing tiép cén dich vy:

Khéng c6 nguoi bénh khong hai 10ng vé cac ndi dung khéo s4t kha nang tiép c4n
dich vu. Ty 1& rt hai 10ng cao nhét vé viéc ngudi bénh héi va g0i dugc nhan vién y té
khi can thiét v6i 50.5%.

Bang 2.2. Mitc @ hai long cia ngudi bénh vé kha ning tiép cin dich vy

Khéong hai | Binh Hai Long Rit Tén
TT Noi dung khio sat 1ong chung| thwing hai long g
» n ' % |n|%|n| % n| % | N| %
Nguoi bénh héi va goi dugc : »
nhan vién y t& khi cAn thidt 0 0.0 l 09 51| 486 | 53 | 50.5 | 105 100.0
Thoi gian vao thim ngudi bénh |
duoe thong béo 16 ring, 0 00 | 0 |00 |66| 629 | 39 37.1 | 105 ]100.0
-ac 101 di trong bénh vign, hanh | (| 0.9 | 69| 658 | 35 333 |105|100.0
lang bang phing, dé& di.
Céc khbi nha, ciu ’thang, buéng
bénh duge danh sb rd rang, d¢| 0 | 0.0 1 109 [69] 664 | 34 | 32.7 104 1100.0
tim.
So dd, bién bso chi dén dudmg
dép cac khoa, phong 16 rang, dé | 0 | 0.0 312969 657 |33 | 314 105 | 100.0
hiéu, dé tim
Tuong duong véi két qua thu duge tai khao sat thang 5/2018, ty 18 rit hai long
thip nhit thudc vé dénh gi4 so dd, bidn bio chi din dudng dén cac khoa phong trong
bénh vién (31.4%). _‘
Yéu t6 anh hudng dén kha ning tiép cén dich vu ctia ngudi bénh khi phéng van
¢6 01 nguoi bénh tai co s& 1 phan nan vé viéc kho khan khi giri xe ngoai bénh vién.
Bang 2.3. Mitc d§ hai long ciia ngudi bénh d6i véi thoi gian cho tiép cin dich vu
Khéng hai | Binh e s Rt z
TT long chung| thuong Hai Long hai long Tong
Noi dung khio sat
n Y% n | % | n % n % | N | %
Thoi gian cho khi ¢6 viée can goi ‘
nhan vién y t& 0 |00 0 100 52| 500 | 52 50.0 | 104 | 100.0
b0l gian chor lam thi tye thanh || o 6.0 45| 542 | 33 | 398 | 83 |100.0
toan vién phi » ‘
Thoi gian chy 48 duoc tham |
kham Khi méi nhép khoa -1 0 0.0 0 (0.0 |64] 61.5 | 40 | 385 104 1100.0




I‘ﬂmng hai Bi{lh Hai Long ,l.h‘t T(x)ng |
TT Néi d Khio s long chung | thwong hai long
o1 Cung Khdo sa n | % |n|%|n| % [nl % | N| %
2 ) 1
Thoi gian chd @& dugc thim
4 khém khi dén khém 0100 | 1 |1.0|66] 64.0 |36 |35.0|103]100.0

Danh gi4 thoi gian ch ti€p can dich vu, ty 16 rét hai long cao nhét 13 v3 thei gian
chd khi ¢6 viéc cin goi nhan vién y t& (50.0%, tang 2.4% so v&i thang 5/2018).

So v6i thang 5/2018, ty 1¢ rAt hai v& thoi gian ché 1am tha tuc thanh todn vién phi
tang 2.7% (tir 37.1% 1én 39.8%). Tuy nhién, ngudi bénh khoa Hai sirc tich cuc mong
muén dugc thanh toan trong ngay ra vién, ngudi bénh phan nan viéc cho doi 3 dén 6
thang méi duoc thanh toan vién phi gy kho khin véi ngudi bénh & xa hodc nhitng gia
dinh c6 hoan canh khé khin phai vay muon tién dé tam tng chi phi.

Bén canh do6, ¢6 01 ngudi bénh khoa Noi 2 nhén xét thoi gian ché thanh todn
vién phi hoi 1au, cu thé ngudi bénh dugc thong béo ra vién tir trua nhung téi 15h30
moi duge thanh toan. Tim hiéu nguyén nhén cho biét, ngay 22/6 s lrgng ngudi bénh
ra vién/ chuyén vién tai khoa N¢i 2 dong (22 nguoi bénh) nén ngudi bénh phai ché doi
nhén vién khoa hoan thién bang ké chi phi.

2.2. Sy minh bach théng tin va thi tuc kham bénh, diéu tri:

Béang 2.4. Mirc d hai 10ng clia ngwéi bénh vé s minh bach thong tin
va thi tuc kham bénh, didu tri
Khéng hai| Binh vora | Réthai 2
TT Noi dung khdo st long chung| thuimg | H3iLong | T Tong
n | % in|%|n % n Y% N %

1 | Quy trinh thi tuc nhép vién 0 100 | 1 109 |60f 572 | 44 | 41.9 | 105 | 100.0
2 | yzoc pho bicn ndi quy, théng tin | (o f o T 59.1 | 43 | 40.9 | 105 | 100.0

can thiét
3 | Ol thich finh trang benh va | | 0T 59.6 | 42 | 40.4 | 104 |100.0|

phuong phép diéu trj
4| Oidi thich, tr van tde lam xét| oo 63| 60.0 |42 | 40.0 | 105 |100.0

nghiém :

Cong khai, cép nhit thong tin
5 thube va chi phi 0 00| 1 {09 |63 600 |41 39.1 | 105 {100.0

Khao sat mirc 46 hai long cta ngudi bénh v& sy minh bach théng tin va tha tyc
khém bénh, diéu tri, ty 1¢ hai long chung déu dat trén 99%, trong d6 c6 nhiéu noi dung
dat 100%.

So v6i thang 5/2018, ty 18 rit hai long vé viéc dwgc giai thich tinh trang bénh va
phuong phép diéu trj ting 0.4% (tir 40.0% 1én 40.4%). Cac ndi dung khac giam tir 1.8%
dén 4.8%, trong d6 giam nhidu nhét va viéc duge giai thich, tr vén truéc khi yéu chu
lam céc xét nghiém, thim do, k¥ thudt cao r6 rang diy du (tlr 44.8% xubng 40.0%).

2.3. Co sé vat chat va phwong tién phyc vu nguoi bénh:




Danh gid vé co s& vat chat va phuong tién phuc vu n

chung dat tir 94% dén 100%.

guoi bénh, ty 1¢ hai long

Bang 2.5 cho théy, ty 16 rat hai long thip nhét 1a v& chét lugng phuc vu ctia cing
tin (chiém 25.8%, giam 6.2% so v6i théng 5/2018 1a 32.0%). C6 01 ngudi bénh co s&
2 khong hai long v& chét lugng db #n cing tin, nguoi bénh goép y chi phi con cao, ché
bién chua ngon. Tai co s& 1, ngudi bénh gop y cang tin cin cai thién chét lugng com.

Béng 2.5. Mirc d9 hai long v6i co s& vét chit va phuong tién phuc vu

Khéng hai| Binh Hai Rit hai z
. . \ \ Tong
TT Néi dune khio sét 1ong chung| thwong Long lorg
o1 dung n| % |n| % |n| % |n|%|N]|%
Budng bénh khang trang, ddy du
1 thiét bj diéu chinh nhiét g 0100|438 |57|543| 44 | 41.9 | 105 |100.0
% | Bénh vién xanh-sach-dep 10100 109 [62]597]41 ]394 104 100.0
3 | Giudng bénh day di 1 nguoi/ 0100 | 438 |60]57.1]41 |39.1 |105|100.0
gluong, an toan
4 | Anninh trat tuy 0100 10[00 |65/61.9] 40 |38.1 1051000
5 | Quin 4o ddy da, sach s& 0100000 [65|625]39|37.5]104|100.0
6 | Nha V¢ sinh thudn tién, sach s, sir 0100 4/38 [63]600]38 3621051000
dung tot
Nuée ubng néng lanh day da 0100 |0|00 |67]| 638! 381362 105 {100.0
Déam bao su riéng tu 0100 2120 |64]634|35]| 2461011000
Chét lugng phuc vu clia cing tin 1|10 [4]41 [67]691( 25 25.8 | 97 {100.0

Khong ¢6 nguoi bénh khong hai long vé giudng bénh va budng bénh, Tuy véy tinh
trang nim ghép con dwoc phan 4nh tai khoa Nhi. Bén canh d6, ¢6 02 ngudi bénh khoa
khoa Phéu thuit tim ngudi 16n va Phiu thudt mach méau phan nan phong bénh rit néng, 01
+ ngudi bénh phan nan vé nha v€ sinh phong bénh 2 chat va nong. Tai khoa Phiu thuét tim
tré em ghi nhén 02 phan 4nh vé tinh trang diéu hoa trong phong bénh chay nuée,

2.4. Thai d§ trng xir, niing lyc chuyén mén ciia nhan vién y te

Bing 2.6. Mirc d§ hai long ciia NB vé thai do g xik,

nang hirc chuyén mén ciia NVYT

Khéng hai| Binh Hai Rit hai Tén
TT Ndi dung khio st long chung thwong Long Iong g
n % | n|%|{n| % | n % | N | %
Nhan vién y té khong c6 bidu hién
1 £0i § bdi dudng 0 /00| 0 |00 |42]40.0] 63 | 60.0 105 {100.0
2 | NV lam thu tyc thanh to4n vién phi | 0 |00 2 [29 |26/ 37.1 42 | 60.0 | 70 1100.0
3 | Bugc BS kham va dong vién 0 100! 0 (00 44419 61 | 581 105 {100.0
NV y t§ ton trong, d6i xir cong
4 bing, quan tam, gitip do 0 1001 0 |00 |45{429] 60 | 57.1 105 1100.0
BS, DD hop tac tét va xir ly cong
5 viée thanh thao kip thoi 0 100| 0 |00 |45|429| 60 | 57.1 | 105 100.0
6 | Tu vn ché do an, vén ddng, theo | 0 (0.0 | 1 [0.9 |44 | 423 ] 59 56.8 | 104 {100.0




Khéng hai| Binh Hai R4t hai

s R R . Tén
TT N§i dung khio sat long chung thwdng | Long long g
n | % {n|{%|n| % n % N %
d6i va phong ngira bién chimg
7 | BS hutng dén, dgn do khiravien | 0 [0.0| 0 |00 |40 435 | 52 | 565 | 92 1100.0
g | Diban vién ho 1y ¢6 101 néi, thai 49 | o | o o o (o0 a6 | 4z 59 | 562|105 |100.0 |
glao tiép dung muc
9 | Ging e 0 Wi a0 giz0 6ép | | o010 100 |47 | aas | 58 | 552 | 105 1000 |
ding muc _
10 | NV huéng din thi tuc ra vién 0 |00] 0 |00 |44|484 47 | 516 91 11000
11

Tinhthén,théid@nhénviénbéové 0 100 1 [1.0 [58]|568]| 43 | 422|102 100.0 |

(Ghi chu: NVYT: Nhan viény té; BS: bdc sy: PD: didu dudng; NV: Nhdn vién)

Ty 1¢ NB hai long vé thai do ing x\r, néng lyc chuyén mon ciia nhan vién y té kha
cao. Nhidu noi dung dat ty 18 rit hai long trén 50% va ting nhe so vé6i két qua khdo sat
thang 5/2018.

Tuy vdy, khao sat tai khoa N§i 2 ghi nhan 03 ¥ kién ngudi bénh g6p ¥ vé thai do
giao tiép ctia nhan vién trong khoa, trong d6 01 y kién v& nhan vién phong hanh chinh
va 02 ¥ kién v& nhan vién didu dudng. ‘

) . ~@~Thang 5/2018

Céc bénh mach 4 . ~#~Thang 06/2018
mau 2 Ngoai
Y\ 472
Tim mach iy
chuyén héa Quoc t&

4.92

N 3i strc tich
4.84 e

Biéu do 2.1. So sénh diém hai long trung binh ciia NB d6i véi thai do vng xit, ning lyc
chuyén mén cria nhén vién Y té giita cdc khoa

Véi thang diém Likert 5 mirc d¢ tir rét khéng hai 1ong - rat hai long twong g tir
1 diém - 5 diém, két qua cho thdy diém hai long trung binh ctia ngudi béah v& thai do
ung x&t, ning lyc chuyén mon ciia nhan vién y t tai cac khoa ddu dat mirc diém 4 tr&

6




1én, diém hai long trung binh cao nhat 12 tai Tim mach chuyén héa (4.92/5.0 diém),
thép nht 12 khoa Hdi strc tich cuc véi 4.21/5.0 didm (Bidu b 2.1).

So v6i thang 5/2018, diém hai long trung binh ting nhiéu nhét tai khoa Qudc té

(tdng 0.45 di€m, tir 4.27 diém 1én 4.72 diém) va gidm nhidu nhét tai Trung tdm Phiu
thuat tim mach (giam 0.56 diém, tir 4.87 diém xubng 4.31 diém).

2.5. Két qui cung cz"ap dich vu:

2.5.1. Miire d§ hai long cita ngwai bénh véi két qua chim séc va diéu tri:

Khéng c¢6 ngudi bénh khong hai long khi dénh gia v& két quéa khdm va didu trj.
Ty 18 rat hai long cao nhit thudc vé chét lugng chiam soc cia didu dudng véi 53.3%.
Ty 1¢ rat hai 1ong thip nhét dat 39.4% 13 vé gid cd dich vu y té.

So v6i thang 5/2018, ty 16 rét hai long ting 4.7% v hicu qué chén dodn va didy
tri bénh ctia bac s§ (tir 46.7% lén 51.4%). Cac ndi dung khac giam tir 0.4% dén 5.8%,
trong d6 giam nhiéu nhét vé viéc cdp phat thube va huéng dan sir dung thudc day du,
chét lugng (tir 46.7% xubng 40.9%)

Bang 2.7. Mirc d$ hai long ciia ngudi bénh vé két qud khim va diéu tri

Khéng hai | Binh Hai Rit hai 2

: s . \ \ Tong

TT| Nbi dung khao sat long chung | thwong | Long long
' n % n | %i{n!| % n % N | %
1 | Chét luong cham séc ctia DD O 100 | 0 (0049467 | 56 | 53.3 |105 |100
2 | Chan do4n va didu tri ciia BS 0 1 00| 0 100 |5148.6 | 54 |51.4 105|100
3 | Két qua didu tri 0 100 | 3 129 |54(51.4 | 48 457|105 |100
4 | Trang thiét bi, vat tu ddy da 0 100 | 1 ]09 [57|543 | 47 | 44.8 | 105|100
5 | Tin tuong v& chét lwong dichvu | 0 | 0.0 | 1 0.9 |57 (543 | 47 | 44.8 | 105 | 100
6 | Cap phét thudc va huéng din 0 1 00| 0 |00 |62[591 |43 |409 |105|100

day du

7 | Gia ca dich vu y té 0 100 | 2 120 |58|586 |39 (394 99 |100

2.5.2. Dap \tng so véi mong dgi va su la chon quay lai ciia ngwdi bénh:

0

4.8%

B<50%
#> 50% dén < 80%
B> 80%

Biéu dé 2.2. Pénh gid sy ddp ting so v6i mong dgi ciia nguoi bénh




Ty 1€ ngudi bénh danh gia duoc bénh vién dap tng trén 80% mong doi so véi
trude khi nam vién chiém 95.2% (giam 1.9% so v6i thang 5/2018 12 97.1%), ty 18
mong doi cia ngudi bénh dwgc dap ung thip nhit 1a 80% va cao nhét 14 110%, c6
49/105 ngudi bénh danh gid Bénh vién da dap tng dugc 100% mong doi (Mode).

Khi dugce hoéi vé su lya chon quay lai st dung dich vy y té tai bénh vién khi c6
nhu ciu, c6 94.2% ngudi bénh khéng dinh chic chén quay lai hodc givi thidu cho
nguoi khéc, tang 2.8% so véi thang 5/2018 (91.4%). Ty 1€ lya chon c6 thé s& quay lai.
chiém 5.8% (bang 2.8).

Bang 2.8. Danh gia sy lya chon quay lai ciia ligm‘)i bénh

TT Luwa chon _ n Y%

1 Chéc chén khong bao gi¢r quay lai 00 0.0

2 Khéng mubn quay lai nhung c6 it lva chon khac 00 0.0

3 | Mubn chuyén tuyén sang bénh vién khac 00 0.0

4 | C6 thé s& quay lai 06 5.8
5 | Chéc chén s& quay lai hofic gi6i thisu cho ngudi khac 98 94.2
Tong 104 | 1000

2.6. Danh gia chung:
2.6.1. Danh gia mirc d6 hai long ngudi bénh gitta cac nhém chi sé: _
Ty 1€ hai long chung dugc tinh bang s cau tra 101 & mirc 4 va 5 trén tdng s cau
trd 101 cia ngudi bénh khi dénh gia vé céc ndi dung khao sit.
Két qua thu duoge ty 1€ hai long chung dat 98.93%, trong dé: ty 18 ngudi bénh rit
hai long 13 44.05%, ty 18 hai long 13 54.88%, binh thuong 1a 1.05% va 0.02% NB

khong hai long. So véi thang 5/2018, ty 18 rét hai 16ng chung giam 0.65% (T 44.7%
xudng 44.05%).

Khanang
tiép can -~ Théng
5 52018
8 Théng
6/2018

Thoi gian chy

Ket qua dich vy (2 tiép cén dich vy

Su minh bach
thong tin va tha
tuc kham
bénh, didu tri

Thai 46 ing
XU, nang luc
chuyén mén

Co s6 vt chat

Biéu d6 2.3 . So sdnh diém hai long ciia ngudi bénh gitta cée nhém chi sé b Ion
thang 5/2018 va thdng 6/2018 '



Bidu db 2.3 cho théy, thai d9, mg xr, niing luc chuyén mén ctia nhan vién y té
c6 diém hai long trung binh cao nhit véi 4.55/5.0 diém. Diém hai long trung binh thip
nhét 12 v& nhém chi s& dénh gié v& co s& vat chét, phuong tién phuc vu ngudi bénh
(4.34/5.0 diém). So véi thang 5/2018, diém hai long & nhém chi s6 dénh gia co s& vat
chat, phuong tién phyc vu ngudi bénh giam nhe (tr 4.39 xubng 434 didm).

2.6.2. Tong hop mot sd ¥ kién gop y clia ngudi bénh

Béing 2.8. Tf‘)ng hop mét s6 y kién, g0p y khic ciia ngwoi bénh

£ Sé :
TT Van dé lwong NB tai khoa
1 Nha v€ sinh hoi do ¢6 thing réc trong nha vé€ sinh (thiing réc to 01 Nhi
trong khi dién tich nha vé sinh nho)
Ao cho NB mic di dit Stent khong c6 déy budc hojic dan nén
2 A Lge 4 01
thiéu kin ddo.
3 | Mui nuée Javen vé sinh nha vé sinh gay kho chiu 01 Néi 1

Khéng c¢6 diéu khién diéu hoa trong phong bénh @& diéu chinh
4 Al 2A s 01
nhiét d§ phong

L. KET LUAN

Mtrc d6 hai long cia ngudi bénh vé dich vu va chit luong phuc vy 13 thuée do
danh gia chit lwvong bénh vién. Trong d6 myc tiéu phin du cia bénh vién Tim Ha Nai
12 huéng t61 sy thuan tién va hai 1dng cao nhét cta ngudi bénh. Két qua thu dugce sau
khao sat thang 6/2018 nhu sau:

- Vé kha ning tiép cén dich vu va thoi gian chd tiép cén dich vu: Khong ¢6 nguoi
bénh khong hai long. Tuy nhién ngudi bénh khoa Hbi strc tich cuc mong mudn duge
thanh todn trong ngdy ra vién. Yéu t anh hudng dén kha ning tiép cén dich vu ciia
ngudi bénh khi phéng vén c6 01 ngudi bénh tai co s¢ 1 phan nan vé vi€c kho khin khi
glri xe ngoai bénh vién.

- V& co s& vét chit, phuong tién phuc vu ngudi bénh: C6 Ingudi bénh co s 2
khong hai long vé cing tin bénh vién. Céc y ki€n gp y co s& vat chét chi yéu tap trung
vé van dé phong bénh néng va didu hoa chay nuéc (Trung tm Phiu thuat tim mach).

- Nhiéu néi dung danh gia thai do tng xu, néng luc chuyén mén ciia nhan vién y
té dat ty 18 rit hai 1ong trén 50%. So sanh gitta cc khoa: Diém hai long trung binh cao
nhat thude v& Tim mach chuyén héa (4.92/5.0 diém), thip nhét 1a khoa Hai strc tich
cuc v6i 4.21/5.0 diém. ‘

So voi thang 5/2018, diém hai 10ng trung binh ting nhiéu nhét tai khoa Quéc té
(ting 0.45 diém, tir 4.27 diém 1én 4.72 didm) va gidm nhidu nhét tai Trung tAm Phiu
thudt tim mach (gidm 0.56 diém, tir 4.87 diém xubng 4.31 diém).

- Ty 1€ ngudi bénh danh gia dugc bénh vién dap Umg trén 80% mong doi so véi
trude khi nim vién chiém 95.2% (gidm 1.9% so v&i thang 5/2018 1a 97.1%).




-6 lugng ngudi bénh chic chin quay lai hodc gidi thiéu ngudi khac khi ¢é nhu
cau 12 94.2%, ting 2.8% so voi thang 5/2018 (91.4%).

- Ty 1€ hai long chung dat 98.93%, trong d6: 44.05% ngudi bénh rt hai long,
54.88% nguoi bénh hai long, 1.05% ngudi bénh danh gia binh thuong va 0.02% nguoi
bénh khong hai long.

- So sanh diém hai long giita cdc nhom chi sb thu dugc két qua: diém hai long
cao nhit 1a nhém chi sé vé thai d Ung xir va nang lyc chuyén mén (4.55/5.0 diém) va
thép nhit & nhém chi sé danh gié v& co s vat chat, phuong tién phuc vu ngudi bénh
(4.34/5.0 diém). So véi thang 5/2018, diém hai long & cdc nhém chi sb ¢6 su thay ddi
khong dang ké.

PTP. QUAN LY CHAT LUQNG GIAM POC DUYET

-

Nguyén Thi Hong Thu
Noi nhgn:
- Ban Gidm déc: Dé bio céo;
- Céc khoa, phong: D& thuc hién;
- Luu: QLCL, VT.
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