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BENH VIEN TIM HA NOI Poc lap — Tw do — Hanh phiic
Sé: o024 ... /BCBVT Ha Nei, ngay. 98. thing .6... nim 2018
BAO CAO

Két qua khao sat sy hai long ngudi bénh ngoai trd
tai bénh vién Tim Ha Néi thang 05 nim 2018

Cin ¢ Céng vin s6 1626 /KCB- QLCL ngay 03/11/2017 ctia Cyc Quan ly Kham,
chita bénh - B6 Y € v& vige huorng dan kiém tra, danh gi4 chit luong bénh vién va khao sat
hai 16ng ngudi bénh, nhan vién y t& nim 2017.

Thuc hién K& hoach s8 120/KH-BVT ngdy 12/01/2018 clia bénh vién Tim Ha Nbi
v& “Khao sat sy hai long cia nguoi bénh va can bd nhan vién nam 2018,
~ Mang lu6i Quan 1y chat lugng bénh vién Tim Ha Nbi tién hanh: “Khao sét sw hai
1ong cua ngudi bénh ngoai tri thang 05 ndm 2018 véi muyc tiéu:
1. Xdc dinh mitc dj hai long ciia ngudi bénh ngoqi trii khi sir dung dich vu tai bénh vién
Tim Ha N¢i thang 05 ndm 2018.

2. Mt 56 yéu té dnh hudng 161 sy hai long cila ngudi bénh khi stk dung dich vu tai bénh
vién Tim Ha N§i thang 05 nam 2018,

L. DPOI TUONG VA PHUONG PHAP KHAO SAT
1. Péi twgng khdo sdt: Ngudi bénh dén kham, didu tri ngoai trd tai bénh vién.
2. Thoi gian tién hanh va tiéu chuén chon nguwdi bénh khao sdt

- Thoi gian va dia diém khao st: Tir 21/05 dén 25/05/2018 tai khoa Kham bénh,
Phong khidm da khoa va khoa Kham bénh ty nguyén - bénh vién Tim Ha Nbi.

- Tiéu chudn lua chon ngudi bénh: Ngudi bénh tir 18 tudi, déng y tham gia khao sat,
6 kha nang tra 161 cau héi va da hoan thanh qua trinh khdm bénh (béac s7 d3 két thic qué
trinh khdm trén hé théng may tinh va c6 don thudc).
3. Phuwong phdp khdo sdt: Diéu tra mo ta cét ngang.

Khao sat vién: Thanh vién mang luéi Quan 1y chét lugng bénh vién khong tham gia

tryc tiép vao qud trinh cung cép dich vu kham, chita bénh va da dugc tp huln néi dung
khao sat.

Xir Ij 56 ligu: STATA 12.0 va céc phuong phap thdng ké y hoc thong thudng,

Quy wdc cdch tinh diém: B6 chu hoi duge chim didm theo thang diém. Likert v6i 5
muc d6. Cae lya chon cta ngudi bénh tinh diém tuwong Ung nhu sau:



Thang diém (Diém) Mikc dd hai long ’ Xép loai chung
1 Rét khong hai Iong _
: Khong hai long chung
2 Khong hai long
3 Binh thuong Binh thudng (Chua thuc sy hai long)
4 Hai long )
— Hai long chung
5 Rat hai long

Diém hai 1ong chung = tdng didm/tng s cau hoi.

Diém hai 1ong cho timg van d& = tdng s6 phiéu nhan xét diém 4, 5/ tng s phidu khéo sét
II. KET QUA VA BAN LUAN
1. Pjc diém thong tin cia ngudi bénh. A

Khao sat tién hanh trén 100 ngudi bénh khdm ngoai trd m3i co s, trong d6:

- Co s 1: ¢6 13 nguoi bénh khu Ty nguyén 1; 9 ngudi khu Ty nguyén 2 va 78
nguoi bénh Tu nguyén 3.

- Co & 2: bao gdm 6 ngudi bénh kham Tu nguyén va 94 ngudi bénh tai khoa Kham
bénh, khong cé ngudi bénh nao tai phong kham da khoa.

Tuéi trung binh ctia ngudi bénh tham gia khéo sat 12 56.7 + 17.0, nhitn 3 ngudi bénh
thudc ddi twong wu tién (NB trén 75 tudi, thwong bénh binh, phu nit ¢ thai, ...) 13 14.6%.
Ty 18 ngudi bénh sir dung bao hiém y té khi kham, chita bénh 13 94.5%.

Trong sb ngudi bénh tham gia khéo sat, ty 1€ ngudi bénh trong chwong trinh quén ly
cdc bénh mén tinh 14 69.5%. T§ 18 ngudi bénh lan dau t6i kham 1a 14.2%, chi yéu tai co
s& 1 (20/100 nguoi).

2. Mirc do hai 1ong ctia nguoi bénh khi siv dung dich vy tai bénh vién
2.1. Kha niing tiép cén dich vu:

Béng 2.1. Mirc d9 hai 10ng clia ngudi bénh vé kha niing tiép cin dich vu

Khong Binh i lon Rat T&
Néi dung hai long | thwong & | hailong ong

ni{% | n| % n % n % n %

dT.‘f“ hicu cdc thong tin v& dang K9 | | o0 4 35| 61 | 540 | 48 | 425 | 113] 100

1€n tu

Bin bdo, chi dan duong dén benh |\ o0 1 5 1y s | 139 [ 605 | 58 | 290 | 200 | 100

viEn ro rang .

So dd, bién bao chi dan duong dén cac

hos, phong 6 ran d& hidy 0 100) 3 |15 140|700 |57 | 285|200 100

Khéi nha, cau thang, dugc danh sb rd

g, &8 fim 0 100 4 |20 142|710 54 |270 | 200 100

Loi di trong bénh vién, hanh lang bang

ohing, &2 & 0 |00] 7 |35/ 140 | 700 | 53 | 265 | 200 100 |




S6 ngudi bénh tim hidu théng tin va ding ky khim qua dién thoai, trang tin dién tir
cia bénh vién 1a 52/100 ngudi bénh co so 1 va 61/100 ngudi bénh co s6 2, ty 1 nguoi
bénh hai long vé ni dung nay dat 96.5%, trong d6 rat hai long 12 42.5%. |

Céc ndi dung khac vé kha ning tiép cén dich vu, khong c6 nguoi bénh khéng hai
long, nhung ty 18 ngudi bénh rit hai long tir 27.5% - 30. 0%, thip hon so véi thang 4/2018
(ty 1& rit hai long tir 35.5% - 36. 5%).

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

Bang 2.2. Miire d9 hai long ciia ngwdi bénh vé quy trinh kham bénh ctia bénh vién

Khong Binh | ... Rét T
Noi dung hai long | thwong € | hailong ong
n Y% | n| % n % | n | % | n| %
~ P T A z éne da -
NAhan Ylen y7te tle;.)kdon,v hqung‘ an nguoi 01003 |15]123|615] % | 370 200 | 100
bénh lam thl tuc niém né, tin tinh :
Duoc xép hang theo thir tu trudc sau khi lam
céc thu tuc ding ky, nop tién, khdm bénh, xét | 0 | 00 | 4 | 2.0 | 131 65.5| 65 |325] 200 | 100
nghiém, chiéu chup ’
Quy trinh, this tge khém bénh duge cai cach || 1T T T 300 | 200 | 100
don gian, thuln tién
.. . 4 A A ~ A A ] »
Cid dich vy y t& niém yet S rang, cong khal, |} o [ T T T 295 | 200 | 100
minh bach
Quy trinh khm bénh duge niém yét 6 rang, | | 0 T 2.0 | 137 | 685| 59 | 295 200 | 100
cong khai, dé hiéu
Thoi gian cho lam dién tim 0 | 00 |10]|51]|136|698| 49 [ 2511 195] 100
Thoi gian cho téi luot Béc st kham 1 | 05 13165 136|680 50 [250] 200 100
Thoi gian chd doi lam thit tye dang k| 1o 0 1o T, T a0 [0 20 | 2as 200 | 100
kham bénh
Thoi gian dugc bac st kham va tu van 00 | 8 | 40| 146 |730| 46 ! 230 200 | 100
Thoi gian cho 1am xét nghiém 0 | 00| 425|121 |742] 38 {233 163 100
Tho;n g{an cho Iinh thudc bao hiém/mua 0 |00 |13]65]142]710] 45 | 25| 200 100
thude dich vu
Thoi gian cho lam siéu &m mach/bung 0 |00 (413977 {747 2 [214]| 103 100
Thoi gian cho chup X- quang 0 1003 {27] 8 |782] 21 | 191|110 100
Thoi gian cho lam siéu 4m tim 0 10017 |54|103|786| 21 [160] 131 | 100

Két qua khéo sét cho thay ty 18 ngudi bénh hai 1ong v& sy minh bach théng tin va
tht tuc kham bénh, diéu tri trén 93.0%, khéng chénh 1&ch nhidu so véi thang 04/2018.
Nhung ty 18 rét hai long Chl tlr 16.0% - 37.0%, thap hon nhidu so véi thang 04/2018

(36.6% - 45.5%).

Tha tyc kham bénh duoc cai cach don gian, thuin tién; gia dich vu dugc niém yét ro
rang, cong khai hay viéc dugc nhan vién y té tiép dén, huéng din niém r& tan tinh 13
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nhitng ndi dung khao sat ¢6 ty 1€ ngudi bénh hai long cao nhit voi 98.5%. Trong d9, viéc

nhan vién y té tiép don, hudng dan ngudi bénh niém né va tan tinh c6 ty 1€ ngudi bénh rit
hai 1ong cao nhét véi 37, 0%.

Thoi gian cho siéu 4m tim c6 ty 1& ngudi bénh hai 1ong 13 94.6%, nhung ty 18 rat hai
long 1a thip nhit véi 16.0%. Sé luong ngudi bénh ¢6 chi dinh siéu 4m tim tai 2 co s&
trong 100 ngudi bénh tham gia khao sat 1a: co s& 1: 67 ngudi bénh; co s& 2: 64 nguoi

bénh, trong do6 chi c6 7/67 nguoi benh co 8¢ 1, va ¢6 14/64 ngudi bénh co s& 2 rat hai
1ong vé thoi gian chd siéu 4m tim.

C6 0.5% ngudi bénh khong hai long vé thoi gian che t6i lugt bac st kham (co s& 2),
nguoi bénh nhan xét thoi gian cho 1au 1a do ¢6 nhidu ngudi bénh vu tién cing kham.
Thoi gian chd linh thube bao hidm hoic mua thude dich vy tuy khéng c6 ty 1& ngudoi

bénh khong hai long nhung ty 18 ngudi bénh chua thue sy hai 1ong (mirc 3 - binh thuong)

cao nhét véi 6.5%. Trong qué trinh phéng van c6 3 y kién ngudi bénh co s& 1 nhan xét
thoi gian che linh thudc 14u.

Tai co s& 2, c6 3 nguoi bénh gép y thoi gian chd doc két qua l&u va mong mudn

bénh vién cai tién hon nita. Mot sb ngudi bénh khac nhan xét quiy 19 con chét chdi, 16n
x9n va chua dugc nhanh chéng (2 ¥ kién).

2.3. Co s& vat chit va phuong tién phuc vu ngudi bénh.
Bang 2.3. Mirc d9 hai long véi co sé vat chit, trang thiét bi ciia bénia vién

Khong [ Binh | Lo Rt hai -
Noi dung hailong | thwong & long ong

n | % | n| % n % n % n %
MBai trudng bénh vién xanh, sach, dep 0 100} 3 |1.5]122]61.0]| 75375200/ 100
Quat, diéu hoa diy di hoat dong tht 0 [00] 2.11.0] 125|625 73 [ 365 | 200 100
Phuong tién gip ngudi bénh tdm 1y thoai
AL 0 |00 2 | 1.0 125 | 625 | 73 | 36,5 {200 100
Phong ches bénh vién da ghé ngdi, srdung 8t | 0 | 0.0 | 9 45| 119 | 595 | 72 | 36.0 | 200 | 100
Dam bao riéng furkhi khém bénh, chieu chup, | 1 o o 5 1 51 107 [ 6as | 70 35.0 200 | 100
khi lam thu thuit
Pam bao an ninh, trit tu, phong ngira trom
cép 0 100} 2 | 1.0} 129 | 645 | 69 | 345 | 200| 100
Ph’ong,chg‘/,sanh chd kham sach sg, thodng 0 00| 3 |15] 129|645/ 68 | 340 | 200 | 100
mat, kin gio, ... i v
Nha vé sinh thuén tién, st dung tot, sachs& | 0 | 0.0 | 6 | 3.0 126 | 63.0 | 68 | 34.0 | 200! 100

V& co s& vét chit va phuong tién phuc vu ngudi bénh, khong ¢6 ngudi bénh khéng hai

long, tuy vay ty 1& rat hai long chi dat tir 34.0% - 37. 5%, thip hon so véi thang 04/2018 (tur
39.5% - 43.0%).

Vié€c bénh vién dam bao an ninh, trat tu t6t 6 ty 1€ ngudi bénh hai 1dng cao nhit véi
99.0%, rit hai 1ong 13 34.5%.
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Phong cho, sanh chod thoéng mat, c6 di ghé ngdi; quat, dién 4nh séng ddy di va nha
v¢ sinh sach s€ thudn tién khong con ngudi bénh khong hai 1ong, cai thién t8t hon so véi
thang 4/2018 (0.5% khong hai long), ty 1€ hai 1ong 14n lyot 13 98.5%, 95.5% va 97.0%.
Qué trinh phéng vén ghi nhan 2 ¥ kién ngudi bénh co sé 1 nhan xét do sé lugng ngudi
bénh, ngudi nha dong Va dién tich bénh vién han ché nén du du ghé nhlmg vén ¢6 tinh
trang khong c6 chd ngdi cho ngudi bénh trong nhiing khung gi cao diém (khu do huyét
ap, khu kham bénh Ty nguyén 3 hoic khu hanh lang chd kham Tu nguyén 1, ...).

Cung do co s& ha tang clia bénh vién han ché, ¢6 6 v kién ngudi bénh nhan xét ring
mdt s§ phong trong bénh vién con chét chdi nhw khu phat thude bao hidm co sé 1, hanh
lang chd kham & 2 co s¢ hodc phong siéu 4m, dién tim co s& 2, ..

2.4. Thai d§ wng xir, niing lwc chuyén mén ciia nhan vién y té

V& tinh thin, thai d6 giao tiép cta nhén vién, khéng c6 ngudi bénh khong hai long,
ty 1€ ngudi bénh hai 1ong & mic cao trén 96.0%, khéng chénh 1&ch nhidu so véi thang

04/2018, nhung ty 18 ngudi bénh rat hai 1ong dat tlr 33.4% - 45.6%, thap hon so v&i thang
04/2018 (ttr 44.5% - 54.0%).

Bing 2.4. Mirc 49 hai Iong clia ngudi bénh vé tinh thin, thai do giao tiép ciia NVYT

Khong Binh Hai o RAt Téas
Noi dung hailong | thwong £ | hailong ong
n | % n| % n % n % n %
Tinh than, thai do nhan vién phong siéu 4 '
e o M viEn phong siea dm o o0 3 00 | s | st | 47 | 4se 103 | 100
mach/ si€u &m bung
Dugc nhan vién y té t6n trong, dbi xir cdng
0 00| 3 | 15| 107 [535] 90450 |200! 100
bang, quan tim _
N,an,c?y luc chuyén }non clia béc i, didu dudng 0 |00| 3 [ 15| 111 |555]| 86 | 430 | 200 100
dap ing mong doi
Hudng dan vién ¢6 161 néi, thai do, giao | 1 T TS 555 | 86 | 43.0 | 200 | 100
ti€p ding muc .
Béc s§ c6 16i ndi, thai do, giao tiép diingmuc | 0 | 0.0 | 4 | 2.0 | 110 | 55.0 | 86 | 43.0 | 200 | 100
. A re A o A LN ] e
ka.lAth_an, thai dd cla nhéan vién khoa xét 0 |00 4 25| 9 |552] 69 423|163 100
nghiém
Tinh than, théi do cta nhan vién quiy thuéc | 0 | 0.0 | 3 | 1.5 ] 119 | 595 | 73 39.0 [ 200 | 100
Tinh thén, thai d6 nhan vién phong sié
[ than, thar do nhan vién phong sidu | | o1 o o 596 | 51 | 389 | 131 100
am tim
Tinh than, théi d6 cia nhan vién bao vé 0 100 8 [ 40| 115|575 77 | 385 [200] 100
Tinh than, thai d6 cha nhan vién ké toan 0 {00 4 1201 120 | 60.0 | 76 | 38.0 | 200 | 100
Tinh than, thai d6 cta nhan vién phe
nh than, théi do cla nhén vien phong |\ [ 1 T T, 615 | 71 | 364 | 195 | 100
dién tim
:“Lill;:gthén, thai d6 clia nhéan vién phong X - 0 [00] 2 18] 71 | 64637 | 334 110 | 100
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C6 5y kiéncosd1vas vy kién co s 2 trong qua trinh phong van khen ngoi nhan
vién bénh vién nhiét tinh, nhe nhang va chu déo, tan tinh véi ngudi bénh.

Tuy nhién, tai co s& 2, ¢6 1 ngudi bénh gbp ¥ bac s kham nén néi chém cho ngudi

bénh hiéu, va can din ky cang, nhe nhang hon véi ngudi bénh.

2.5. Két qua cung cép dich vu

Bang 2.5. Miic d§ hai long ciia ngudi bénh vé két qua kham va didu trj

Khong Binh Hai Ton Rét hai Tn
Nbi dung hai long | thuwdmg g 1ong &

: , n | % | n|% n % n % n Y%
Hoa don, phiéu thu, don thube va ket
quéa kham bénh dugc cung cap rdrang, | 0 1 0.0 | 2 | 1.0 | 124 | 620 | 74 | 37.0 | 200 100
minh bach
Ij;:gq”a khdm bénh dap (mg nguyén | o ;o 5 1.0 | 127 | 635 | 71 | 355 {200 100
SA%C 40 tin tudng ve chat keong dich v | 150 5 | 101 127 | 635 | 71 | 355 | 200 | 100
He~u lo,ng khi tham gia chuong trinh bénh 0 100| 2 | 13|10 |678] 46 | 309 | 149 | 100
mén tinh \
Mirc do hai long vé gidcadichvuytd | 0 | 00| 13 | 65| 128 | 643 | 58 29.2 1199 | 100

Bang trén cho thiy két qué kham bénh dap tng dugc nguyén vong clla ngudi bénh;
cac hoa don, phiéu thu duogc giai thich 16 rang va mirc do tin tudng vé chit lwong dich vu
y t& ¢6 mirc do hai long cing dat 99.0%, trong d6 ty 1é rat hai long vé viée cac hoa don,

phiéu thu, don thudc duoc giai thich 13 rang 14 cao nhét véi 37.0%, nhung vin thip hon
so voi thang 04/2018 (44.5%).

Vi€c tham gia chuong trinh quan 1y cdc bénh man tinh c6 ty 1€ ngudi bénh hai long 13
98.7%, rat hai long 12 30.9%.

C6 93.5% ngudi bénh hai long vé gi4 ca dich vuy té, ty 1¢ rht hai long 1a 29.2%,
thap hon so véi thang 4/2018 (40.6%). Pdng thoi la ndi dung c6 ty 1& nguoi bénh chua
thuc su hai long (muc 3 - binh thudng) cao nhit véi 6.5%.

Ngudi bénh nhin xét chat lugng dich vu cta bénh vién 14 t8t va tét hon mét sb
bénh vién khac, nguoi bénh hai long khi bénh vién d3 tién hanh kham sém. Di sé luong
ngudi bénh cang ngay cang dong nhung bénh vién van gii quyét rit nhanh, ngudi bénh
mong mudn bénh vién t1ep tuc phat huy (2 y kién co s 1 va 7 v kién co s& 2)

Co 98.0% ngucn bénh tra 16 chic chin s& quay tr¢ lai vién hodc gidi thi€u cho ngudi

khéc khi c6 nhu cau. 2.0% con lai do 1in du kham, sy quay tr& lai phu thude 4o tinh trang
tién trién cta bénh sau khi didu tri.




Ty 1€ ngudi bénh danh gid bénh vién da dap tmg duoc > 80% so véi mong doi khi
dén kham 1a 83.3%, thap hon so v&i mitc dénh gia cla nguoi bénh tai thiang 04/2018
(91.9%). Mitc mong doi ctia ngudi bénh duge dap tng thap nhit 13 60% (c6 1 nguoi), cao
nhit 13 100% (c6 44 ngudi). Trudng hop ngudi bénh danh gia bénh vién dap ing duoc 60%
mong doi 1a clia ngudi bénh ndm trong chuwong trinh quan ly cdc bénh man t'nh cta bénh
vién, tdi kham thuong xuyén nhung vin thiy quy trinh kham c6 nhidu khag xép sb, mbi
khau lai phai cho 1y s6 th tw nén mét nhidu thoi gian (Co s& 2).

2.6. Danh gia chung

Ty 1€ hai 1ong chung cia ngudi bénh vé chét luong dich vu 1& 97.47%, ty 18 rat hai

long 12 33.11%, thip hon so véi thang 04/2018 véi 43.65%, ty 1& khong hai long (0. 01%)
giam hon so véi thang 04/2018 (0.06%).

St dung thang diém Likert 5 muc d6 tir rit khéng hai long dén rét hai long, twong mg
tir 1 dén 5 didm, cho thay diém trung binh mirc d6 hai long ctia ngudi bénh vé cic nhém ndi
dung khdo sat ctia hai co s& déu dat trén 4/5 diém, nhung glam nhe so véi két qua khao sat
thang 4/2018. Piém trung binh muc d hai 10ng cao nhét vé tinh thin, thai dd Ung xt, ning
luc chuyen mén clia nhin vién y té (4.34 didm - co s& 1, va 4.45 didm - co s& 2), thip nhét
14 vé& sy minh bach thong tin va thi tuc kham bénh, didu tri véi 4.18 didm (cosd1)vadas
diém (co s& 2).

Kha ning tiép
cén dich vu

N ‘\\ Su minh bach
¥4, 18, thdng tin va tha
7 tuc kham
bénh, didu tri

=@ Thang 5/2018

3
T,hal ?Q une A Co sd vit chat va
XU, nang luc N A
A, phuong tién phuc
chuy&n mén cua R
NVYT vu ngudi bénh

Biéu dd 2.2. Piém trung binh mirc d§ hai long vé cac nji dung khao sat (co s& 1)

«=$-Théng 04/2018
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Két qua cung
r S, ok

cép dich vu

Thai d§ ing \

LR Y

xu,AnangA lucv Koy
chuyén mdn cta

Kha ning tiép
cén dich vu

Su minh bach
.. thong tin va tha
tuc kham

/"~ bénh, didu tri

=&~Théng 04/2018

=4#=Thang 05/2018

Co 6 vat chit

va phuong tién
4.43 phuc vu nguoi

NVYT bénh

Biéu db 2.3. Diém trung binh mirc d hai long v& cac ndi dung khao sat (co s 2)

Bang 2.6. Tong hop ¥ kién, gop y ctia ngwdi bénh

TT | Muc khao sat Nhom ndi dung gép ¥, nhin xét ciia ngwdi bénh
Sy minh bach | - Thoi gian cho téi lwot bac st khdm 1au do ¢ nhidu NB uu tién cung kham
1 | théng tin va tha | - Thoi gian chd 14y thude lau(co so 1).
tuc kham bénh - Qudy 19 (co s 2) cOn 10n xdn chua nhanh chéng
5 Co s& vét chat, | Do luong bénh nhan ddng, dién tich bénh vién han ché, nén ngudi bénh thicu chd
trang thiét bi ngdi, céc phong chét chdi, ...
Thai do Gng xir, . A o an N " car o . \ ,
. P ung . | - Tinh than, thai d6 cua nhan vién bénh vién nhiét tinh, nhe nh#ng va chu ddo.
3 | nang lyc chuyén o A e e . IR
. - Bac si cln n6i chém, gii thich k¥ va nhe nhang hon véi ngudi bénh.
mon cia NVYT
4 Két qua kham, | - Chat lugng dich vu tai bénh vién 1a t5t va t&t hon 1 sb bénh vién khac, ...
didu tri mong bénh vién tiép tuc phat huy.
III. KET LUAN

Muc tiéu phin d4u cia bénh vién la tao sy thuan tién khi s dung dich vu tai bénh
vién va mang lai sw hai long cao nhét (mire 5 - rit hai 1ong) cho ngudi bénh khi dén kham,
chita bénh. Két qua thu duge sau khao sat hai 1ong nguoi bénh thang 05/2018 nhu sau:

Vé kha ning tiép can dich vy, khoéng c6 nguoi bénh khéng hai 1ong, ty 18 ngudi bénh
hai long trén 96.5%, ty 1& rét hai long tir 27.5% - 30.0%.

V& su minh bach thong tin va thi tuc khdm bénh, didu tri ¢6 ty 1€ ngudi bénh hai
long dat trén 93.0%, ty 18 rat hai 1ong dat tir 16.0% - 37.0%.

\E



Ty 1& ngudi bénh hai long vé thoi gian chd t6i luot bac si kham va chd linh thude
twong tng 1a 93.0% va 93.5%; ¢ 0.5% ngudi bénh khong hai long vé thoi gian ch¢ gap
bac si (co so 2). ,

Khoéng con ngudi bénh khong hai 1ong vé co s& vat chit cua bénh vién, nhung ty 1&
ngudi bénh rit hai long 13 34.0% - 37.5% thdp hon so v6i thang 04/2018 (39.5% -
43.0%).

Vé thai d6 Gmg xi, ning luc chuyén mon clia nhan vién y té, ty 18 ngudi bénh rat hai
long la 33.4% - 45.6% .

Mirc diém hai 1ong trung binh theo thang diém Likert 5 mitc d v& cée nhém chi sé
danh gid ¢ 2 co s dat mirc trén 4.0/5.0 diém. Piém trung binh muc d6 hai 1ong cao nhét 1a
vé tinh than, thai do Ung xu, nang lyc chuyén mon cia nhan vién y t€ (4.34 diém - co sé 1,

va 4.45 diém - co s& 2), thép nhét 1a vé sy minh bach théng tin va thu tuc kham bénh, didu
tri v6i 4.18 diém (co s& 1) va 4.3 diém (co s 2).

Ty 1€ ngudi bénh hai long chung vé chét lugng dich vu ciia bénh vién 13 97.47%,
trong d6 ty 18 rat hai long 13 33.11%. Ty 1€ ngudi bénh khéng hai long 14 0.01%, ty 18 nay
thap hon thang 04/2018 (0.06%).

Ty 18 ngudi bénh danh gid bénh vién d& dap tng > 80% so véi mong doi cua ho 1a

83.3%, thp hon so véi thang 04/2018 (91.9%). Ty 1€ ngudi bénh chic chin s& quay trd
lai khi ¢6 nhu cau 12 98.0%.

PTP. QUAN LY CHAT LUQNG

Nguyén Thi Hong Thu én Quang Tuén

Noi nhin:

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