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sé: KA. BCBVT

Ha Ngi, ngay.09. thang & ... nam 2018

BAO CAO
Két qua khao sat sw hai long ngwoi bénh ngoai tri
tai bénh vién Tim Ha Noi thang 07 nim 2018

Cén ctr Céng vin sb 1626 /KCB - QLCL ngay 03/11/2017 cta Cuc Quan Iy Kham,

chita bénh - B6 Y t& v& viée huorng dan kiém tra, danh gi4 chét luong bénh vién va khdo sat
hai 10ng ngudi bénh, nhan vién y t& nam 2017.

Thyc hién K& hoach sé 120/KH-BVT ngay 12/01/2018 cta bénh vién Tim Ha Noi
vé “Khao sat sy hai long cla nguodi bénh va can bd nhan vién nam 2018,

Mang luéi Quan ly chét lugng bénh vién Tim Ha N6i tién hanh: “Khao sat su hai
10ng ctia ngudi bénh ngoai tri thang 07 ndm 2018” v&i muc tiéu:

1. Xac dinh mikc dj hai long ciia ngudi bénh ngoai tri khi sir dung dich vu tai bénh vién
Tim Ha N¢i thang 07 ndm 2018.

2. Mot s8 yéu té dnh hudng ti sy hai long ctia nguoi bénh khi st dung dich vu tai bénh
vién Tim Ha Noi thang 07 nam 2018.

I POI TUQNG VA PHUONG PHAP KHAO SAT
1. Péi twong khéo sdt: Ngudi bénh dén kham, didu tri ngoai tru tai bénh vién.
2. Thoi gian tién hanh va tiéu chuén chon nguwoi bénh khdo sdt

- Thoi gian va dia diém khao sat: T 24/07 - 31/07/2018 tai khoa Khdm bénh, Phong
kham da khoa va khoa Kham bénh tu nguyén - bénh vién Tim Ha Noi.

- Tiéu chuén lwa chon ngudi bénh: Ngudi bénh tir 18 tudi, déng y tham gia khéo sat,
¢ kha néng tra 16i cau héi va d4 hoan thanh qué trinh kham bénh (bac st d3 két thic qua
trinh kham trén hé théng may tinh va c6 don thude).

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

Khdo sdt vién: Thanh vién mang luéi Quan 1y chét lwrong bénh vién khong tham gia

trwc tiép vao qué trinh cung cAp dich vu khém, chita bénh va di du’oc tap hudn k§ noi
dung khao sat.

Xt Iy 56 liéu: STATA 12.0 va céc phuong phap théng ké y hoc théng thuong,

Quy wéc cdch tinh diém: BS ciu hoi duge chdm didm theo thang diém Likert véi 5
murc d§. Cac lya chon clia ngudi bénh tinh diém tuong g nhu sau:



Thang diém (Diém) Mirc d§ hai long X#ép loai chung
1 Rét khong hai long _
- Khdng hai long chung
2 Khong hai long
3 Binh thudng Binh thudng (Chua thuc sy hai 1ong)
4 Hai long )
T Hai long chung
5 Rat hai long

Diém hai long chung = tong di€m/tong s6 ciu hoi

Diém hai long cho timg van d& = tdng s phiéu nhan xét diém 4, 5/ tong s6 phiéu khao sat

II. KET QUA VA BAN LUAN

1. Pic didém théng tin ciia ngudi bénh.

Khao sét tién hanh phéng van 100 ngudi bénh mbi co s&, trong dé:

- Co s6 1 ¢6 3 nguoi kham tai Tw nguyén 1; 16 ngudi bénh Ty nguyén 2; 78 nguoi
bénh Ty nguyén 3 va 3 ngudi bénh kham tai khu Piéu trj ban ngay.

- Co s& 2 ¢6 7 ngudi bénh kham Tu nguyén va 93 ngudi bénh tai khoa Kham bénh,
khéng cé ngudi bénh nao kham tai Phong kham da khoa tham gia khao sat.

Tudi trung binh ctia ngudi bénh trong dot khao sat 1a 57.3 + 18.2. Ngu i bénh thude

ddi twong wu tién 12 15.7%. Ty 1& ngudi bénh c6 sir dung thé bao hiém y t& 1a 90.5%. Cé
62.5% nguoi bénh tham gia khéo sat 12 ngudi dang trong chuong trinh quan 1y cac bénh
man tinh. Ty 1& ngudi bénh 1an dau t6i kham 13 14.1%, cht yéu & co s& 1 véi 17/100

ngudi bénh.

2. Mirc do hai long ciia ngwdi bénh khi sit dung dich vu tai bénh vién

2.1. Kha niing tiép cn dich vu:

Bang 2.1. Miitc 39 hai 1ong clia ngudi bénh vé kha niing tiép can dich vu

Khong Binh Hai lon Rt Tn
Néi dung hai long | thwong & | hailong g

n | % | n| % n % n % n %
1im hicu cho thong tin va dang K1 | 00| 6 | 50| 65 | 546 | 48 | 404 | 119 | 100
So 0, bién bdo chi dan dudng den ¢ | o 1 o6 | 4 | 201 135 | 675 | 61 | 305 | 200 100
khoa, phong 10 rang, dé hiu ‘
LOi di trong bénh vién, hanh lang bing | o 1 o 10 1 50| 129 | 645 | 61 | 305 | 200 100
phang, de di ] .
Khoi nha, cau thang, duoc danh s0. 0\ | 64| 6 1301 135 | 675 | 59 | 295 | 200 | 100
rang, de tim
Bién béo, chi din dudng dén bénh
vitn 15 thng 0 (00| 5 {25| 142|710 | 53 | 265|200/ 100
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Ty 1€ nguoi bénh hai long vé viéc tim hidu thong tin va ding ky kham &2n tir 12 95%,

va 12 n6i dung c6 ty 1& ngudi bénh rét hai long cao nhit véi 40.4%.

So db, bién bao chi din duong dén cac khoa, phong rd rang, d& hiéu 14 ndi dung cé ty

18 ngudi bénh hai 1ong cao nhét v6i 98.0%, nhung ty 16 rit hai long chi dat 30.5%.

Tai co s& 2, 6 mdt ngudi bénh nhan xét bénh vién kham, chita bénh tét, nhung
phuong tién giao thong cong cong khong thuan tién va cé it tuyén xe bus dé lua chon.

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

Béng 2.2. Mirc d) hai long cia ngwdi bénh vé quy trinh kham bénh ciia bénh vién

Khéng Binh | L0 Rit TA
Noi dung hailong | thwong £ | hailong ong

ni % |'n|% | n|%|n|%]|n| %
Gia dich vy y t€ niém yét 5 rang, cong ' .
khai, minh bach 0 100 7 {35]132]|660] 61 |205]|200/| 100
Bugc xép hang theo thu ty truéc sau
khi lam céc thd tuc dang ky, nfp tien, | 0 | 0.0 | 5 | 25| 135|675| 60 {300/ 200 | 100
khdm bénh, xét nghiém, chiéu chup
Nhan vién y t& tiép don, huéng dan
ngudi bénh 1am thi tuc niém nd, tan tinh 01001 71351134670 59 |295| 200 100
Quy trinh, thu tuc kham bénh duogc cai ‘ '
céch don gian, thuan tién 0 100} 7 [35]|136|680| 57 |285] 200 | 100
Quy trinh kham bénh dugc niém yét rd
ting, cong khai, da hidu 0 [ 00| 5 |25 142|714 52 |261] 199 | 100
Thoi gian duge bac st kham va tu van 1 105 | 7 35143 715] 49 (245|200 | 100
Thoi gian chd Iinh thudc bao hiém/
mua thube dich vu 0 100 | 5 |25)|145736| 47 {239 197 | 100
Thoi gian cho 1am dién tim 0 |00 |11 591321702} 45 |239]| 188 | 100
:I“hm gian chd lam siéu dm mach/siéu 0100/ 4 43| 68 |731] 21 |726! 93 | 100
am bung
Thoi gian cho t6i lugt Bc sT kham 0 | 00| 1575|141 [705]| 44 {220 200 | 100
Thoi gian chd chup X- quang 0 |00 ] 5 149 75 | 735 22 1216/ 102 | 100
Thoi gian chd lam xét nghiém 0 | 00 | 11|66 121|720} 36 | 214/ 168 | 100
Thoi gian chd doi 1am tha tyc déng ky
kham bénh 0 100} 7 |35 I51 V755| 42 | 21.0| 200 | 100
Thoi gian chd 1am siéu 4m tim 0 00| 7 |54 98 |760| 24 | 186 129 | 100

K&t qua khao sat cho thdy ty 1¢ ngudi bénh hai long v& sy minh bach thong tin va
thu tuc kham bénh, didu tri dat mic cao, dao dong tr 92.5% - 97.5%, khong chénh l&ch
nhidu so v6i thang 6/2018 (tir 92.0% - 97.5%), nhung ty 1 ngwdi bénh rit hai 1ong thép tir

18.6% - 30.5% va thép hon so véi thang 6/2018 (tir 38.0% - 49.5%)

C6 0.5% ngudi bénh khong hai long vé thoi gian duge bac st kham va tr vén (co 56 2).
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Thoi gian cho t6i lugt bac sT kham c6 ty 1& ngudi bénh hai 1ong thip nht (92.5%),
ty 18 ngudi bénh rat hai long chi dat 22.0% (thang 6/2018 13 42.5%), ddng thoi ty 16 ngudi
bénh chua thye sy hai 1ong (muc 3 - binh thudng) 13 cao nhét véi 7.5%.

Co 1297200 ngudi bénh tham gia khdo sat c6 chi dinh siéu 4m tim, trong d6 cé
94.6% ngudi bénh hai 1ong v thdi gian chd thuc hién dich vu ndy va ty 16 ngudi bénh rét

hai long thap nhét véi 18.6%.

C6 1 ngudi bénh co s& 1 nhan xét thoi gian chd do chirc ning hd hip kéo dai. Mot
s6 ngudi bénh phan nan vé thoi gian chd cac dich vy cta bénh vién con dai (2 y kién co
s& 1 va 3 y kién co s& 2), tuy nhién, nguoi bénh ciling thong cdm v6i bénh vién do tinh
trang qua tai, dé thyc hién dich vu cin theo sb thu tur.

2.3. Co s& vét chit va phwong tién phuc vu nguwéi bénh.

Bang 2.3. Mitc d§ hai 10ng véi co s& vat chat, trang thiét bi cia bénh vién

Khéng Binh . Rt 2
Noi dung hailong | thuomg | DA100E |y iiong | TOME
n | % | n| % n % n % n %
Déam bao an ninh, trit tu, phong nglra
A 2 0 |00} 4 (20| 129 { 645 | 67 | 33.5 200 100
trom cap.
Nha v¢ sinh thuén ti€n, st dung tot, ,
N 0 {00 7 {35 127 | 635 | 66 | 33.0 /200! 100
sach s&
Quat, diéu hoa ddy du hoat dong tot 0 |00] 6 [3.0] 129|645 65| 325|200 100
DPam bao riéng tu khi kham bénh,
chiéu chup, khi lam thi thuat 0 100 7 {35129 | 645 | 64 | 320 {200 100
‘MO6i trudng bénh vién xanh, sach,dep | 0 | 0.0 | 7 | 3.5 129 | 645 | 64 | 32.0 {200 ]| 100
Phong chd bénh vién du ghé ngdi, sir
z 0 |00 4 {20 133|665 | 63 | 315200 100
dung tot .
Phong chofsanh cho khim sach &1 o 1 001 5 | 25| 132 660 | 63 | 315 | 200 100
thodng mét, kin gid, ...
Phuong tién gitp nguoi bénh tim ly
e s 0 100| 6 3.0 131 | 655} 63 | 31.5 |200]| 100
thodai mai

Viéc bénh vién ddm bao an ninh, trit ty, phong ngira troém cép va viéc cung cép day
du ghé ngdi c6 ty 16 ngudi bénh hai long cao nhét (98.0%), khong thay dbi nhidy so véi
thang 6/2018, tuy nhién ty 1& nguoi bénh rit hai long chi dat 33.5% va 31.5%, thép hon so
véi thang 6/2018 (1an Iwot 12 47.0% va 45.0%).

Vigc dam bao riéng t cho ngudi bénh khi kham bénh, chiéu chup, 1am tha thuat ¢
ty 1& ngudi bénh hai long thip nhét véi 96.5%, gidm 1.5% so véi thang 6/2018 (98.0%),
trong d6, ty 1€ rit hai 1ong chi dat 32.0% (thang 6/2018 14 43.0%).

Qué trinh phong vén, ngudi bénh phan anh co s¢ vat chit cia bénh vién con chat chéi,
chd ngdi ldy thude bao hiém bén trong khu Ty nguyén 3 16n x9n hodc tiéng loa goi clia quiy
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thubc cling véi tiéng loa goi ciia ban phéan phong khdm 1am ngudi bénh khoé nghe khi duoge
goi tén (4 y kién co 58 1). Tai co's¢ 2, ¢6 1 ¥ kién d& nghi bénh vién xem xét bé tr 1 phong
khém dudi ting 1 danh riéng cho ngudi gid di lai kho khin, ngudi bénh nhin xét du bénh
vién c6 thang may, nhung khi di chuyén phai c6 thé tir, nhidu khi khong thuén tién.

re ~ 7 d b4 A A kd ~ A ‘
2.4. Thai dg @ng xit, ning luc chuyén mén cia nhan vién y té

Bang 2.4. Mirc d9 hai 10ng ciia ngudi bénh vé tinh thin, thai d¢ giao tisp cia NVYT

Khong | Binh . Rt 2
Noi dung hailong | thwong | FRIIONE | poine | Tong

n % n % n % n % N %
Hudng dan vien o6 161 n6i, théi 40, o 1001 6 [50 123 | 615 | 71 | 355 | 200 100
giao tiép dling muc
Buge nhan vién y t¢ t6n trong, dbixu | F o 1 1 T T 70 | 35.0 | 200 | 100
cdng bing, quan tdm
Béc s§ c6 161 noi, thai d9, giao tiép
poai 105|000 130|650 | 69| 345|200 | 100
Néng luc chuyén mon cia Béc s,
iéu dung dép mg mong doi 0 [00] 2 |1.0] 129|645 69 | 5.5 | 200]| 100
;‘Sgctha“ théi do ctanhan vienquay | o o0 1 4 150 125 | 6as | 63 | 345 | 197 100
dinh than, that o chanhan vien k& \ o 1001 s Vo5 | 129 | 645 | 66 | 330 | 200 | 100
Tinh than, thai dd ctia nhan vién bao ve| 0 100 4 [2.0] 133 {665 | 63 | 31.5 |200] 100
Tinh than, thdii d6 cia nhén vién ‘
ohong i im L os| s |27 s | 665 | 57| 303 | 188 100
Tinh than, thai 4§ cia nhén vienkhoa | o 1o 01y |54 1 118 [ 702 | 46 | 274 | 166 | 100
xét nghiém
Linh than, thai d6 nhan vién phong | o 1001 4 131 | 9o [ 713 | 33 | 256 | 130 | 100
Si€u am ‘tlm
Tinh than, thai d6 nhan vién phong | o 01y | 45| 66 | 710 | 23 | 247 | 93 | 100
siéu 4m mach/ si€u 4m bung
poh than, thal do cla nhan vien | o o0 5 49| 73 | 716 | 24 | 205 | 101] 100
phong X - quang

Két qua khao sat cho thiy ty 1& ngudi bénh hai long vé tinh thin, thai d§ tng xa,
ning lyc chuyén mén cla nhan vién y t& dat mic cao (tir 95.1% - 99, 5%). Tuy vay, ty 1&
ngudi bénh rat hai long thip chi dat tr 23.5% - 35. 5%, thap hon so véi thang 6/2018 (tur

41.5% - 50.5%).

Ty 1& ngudi bénh hai 1ong v& Hudng din vién, nhéan vién béo vé 1a 97.0% va 98.0%,
khéng ddi so v6i thang truée va khong con ngudi bénh khéng hai long.

Tinh thén, thai d6 ng x{ cia nhan vién phong siéu 4m mach/bung va nhéin vién

phong X - quang c6 ty 1& ngudi bénh hai long thip nhit, twong g 1a 95.7% va 95.1%, ty
1& rét hai long chi dat 24.7% va 23. 5%, giam nhiéu so véi thang 6/2018 (ty 1€ hai long
tuong Gng 13 99.1%, 99.5%, rit hai long 12 47.7% va 46. 2%).
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Két qua khao sét cho thdy c6 0.5% ngudi bénh khong long vd&i viée bac si ¢6 101 ndi,
thai d¢ giao tiép dung myc. Déy cling 13 trudng hop ctia ngudi bénh khong hai long vé
thoi gian duge bac st kham va tw vin. C6 1 ngudi bénh khong hai 1dng véi tinh than, thai
dd ctia nhén vién phong dién tim (co s& 2), ngudi bénh nhan xét nhan vién chwa duge hoa
nhi va gép ¥ nhan vién cin than thién hon véi ngudi bénh.

Bén canh d6, 6 nhidu y kién nguoi bénh khen ngoi va biu duong tinh thin trich
nhiém ctia nhan vién 1am viéc vt va, sin long tra 161 khi ngudi bénh hoi (6 ¥ kién co s 2).
2.5. Két qua cung cAp dich vu

Béng 2.5. Mikc d9 hai long ciia ngudi bénh vé két qua kham va didu tri

Khong | Binh - Rat 2
Ngi dung hailong | thwomg | DA1OM8 |y itong | TOME
n | % | n!| % n % n % n Y%

VMLl“'y"t%Qt‘“t“'o'“gVGChat lwongdich | o V501 s | 25| 120 | 645 | 66 | 330 | 200 100

Héa don, phiéu thu, don thudc va

két qua kham bénh duge cungcdp | 0 {00 5 25| 130 | 650 | 65 | 325 | 200 | 100
r0 rang, minh bach '

Hai long khi tham gia chuong

t#inh bénh mén tinh 0100 1 |08 8 {66940 | 323|124 100
Ket qua kham benh dap dng| 100\ s a5 | 133 | 665 | 62 | 31.0 | 200 100
nguyén vong .

Iy\’[t”é?" do hai long ve gid cadich vu\ o 1 o 01 15 | 791 131 | 668 | 50 255 1196 | 100

T¥ 1& ngudi bénh hai 1ong v& viée tham gia chuong trinh quén ly c4c bénh mén tinh dat
99.2% cao hon dénh gid khi khao sat thang 6/2018 14 98.3%, tuy vay, ty 18 rat hai long chi
dat 32.3%, thip so véi thang 6/2018 (55.1%). '

Cac ndi dung khéc vé két qua cung cdp dich vu c6 ty 18 ngudi bénh hai long tir 92.3% -
97.2%, gidam hon so véi thang 6/2018 (95.5% - 99.0%). Mtrc hai'1ong cua ngudi bénh vé gia
ca dich vy y t€ ¢6 ty 1& hai long gidm nhidu nhét tir 95.5% (thang 6/2018) xuéng 92.3%
(thang 7/2018). C6 1 ngudi bénh co s& 2 nhén xét phi ndi soi Tai miii hong ciia bénh vién dét
hon mét s noi khac.

Bén canh d6, mét ngudi bénh (co s& 1) phan nh viée thay ddi bac si khdm bénh va
thay ddi thudc khong phit hgp véi ngudi bénh da gay ra tinh trang thira thubc. Neudi bénh dé
xuét bénh vién cir 1 bac si theo doi cho ngudi bénh giéng nhu bénh vién khéc (Lio khoa).

Ty 1€ ngudi bénh danh gia bénh vién da dap ung dugc > 80% so véi moug doi ciia ho
12 90.4%, cao hon so véi mirc danh gid clia nguoi bénh tai khao sat thang 6/2018 (88.8%).

C6 38 nguoi bénh dénh gia bénh vign dép img duge 100% so v6i mong doi (mode),
s6 luong nay thip hon so véi thang 6/2018 (65 ngudi bénh).



Tai khu Ty nguyén 3 (co s6 1) c6 1 ngudi bénh danh gia bénh vién chi dap tmg duge
50% so voi mong doi cia ho. Dy la trudng hgp cha ngudi bénh khém tai kham hang
thang, nhung chua thue su hai long vé gia ca dich vu clia bénh vién va birc xtc vi thdi gian
cho do chirc niang hd hip lau.

0.5%

< 50%
®> 50% dén < 80%
> 80%

Biéu d6 2.1. Panh gia sy dap ung so véi mong doi ciia ngudi bénh

Két qua khao sét cho thdy c6 96.5% ngudi bénh tra 15 chic chin s& quay lai bénh vién
khém, diéu trj hogic gi6i thiéu cho ngudi khéc khi c6 nhu cAu. Nhitng ngudr chua chic chin
12 nhitng nguoi lan dau t6i khdm, sw quay trd lai phu thudc vao két qua sau didu tri.

2.6. Danh gia chung

Ty 1€ hai long chung ctia ngudi bénh vé chat luong dich vy dat 96.73%, rit hai long 13
29.5%, thap hon so véi thang 6/2018 (twong ing 96.89% va 45.44%). Nhung, ty 1€ nguoi
bénh khong hai long 14 0.04% d4 gidm hon so v6i thang 6/2018 (0.09%).

Sir dung thang diém Likert 5 mirc d9 tir rat khang hai long dén rét hai long, twong tng
tr 1 dén 5 didm, két qua cho thdy muc didm hai long trung binh v& c4c nhém chi sé d4nh
gia tai hai co s& trong dot khao sat nay giam hon so véi thang 6/2018.

Biéu d6 2.2 cho thdy, tai co s& 1 didm hai 1ong gidm nhidu nhét v& két qua cung cp
dich vy, gidm tir 4.4 diém (thang 6/2018) xubng 4.16 diém (thang 7/2018),

Biéu db 2.3, tai co so 2 két quéa khio sat v& sy minh bach thong tin va thn tl_ic kham
bénh, diéu trj, gidm tir 4.47 diém (thang 6/2018) con 4.27 didm (thang 7/2018).
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Kha ning tiép
can dich vu

_ Sy minh bach
W S thong tin va tha

tuc khém
'32bénh, diéu tri

-&=-Thang 6/2018

Théi d6 dme | \ / ~@~Théng 7/2018
al 0 U'ng kY ......u»..wu«,., A VA A A
xir, nang lue V449 4.33/°0 .so va’FAchat va
chuyén mén cia ' phuong tién phyc

NVYT vu ngudi-bénh

Biéu d6 2.2. Diém trung binh mic d§ hai long vé cic ndi dung khao sat (co s& 1)

Kha nang tiép
cén dich vu

. \\4 Sy minh bach
3447 thong tin va tha
~
~ \\\ tuc kh‘ém
/ / bénh, diéu tri

~4--Thang 6/2018

v ~8@-Théng 7/2018

\ H ?
a1 dd U . N Ae LAl
xu, néng lyc 3

N
n P
chuyén mon cla

451" phuong tién phuc
NVYT vu ngudi bénh

Biéu d6 2.3. Piém trung binh mic a9 hai 1ong vé cic ndi dung khao sat (co s& 2)
2.7. Tong hop cac y kién, gop ¥ clia ngudi bénh
Bang 2.6. Téng hop ¥ kién, gop y ciia ngwoi bénh

TT | Muc khao sat Nhém noi dung gép y, nhéin xét clia ngwoi benh
Kha ning tiép | Co s& kham chita bénh tét, nhung phuong tién giao thdng céng cong dén
1 can dich vu bénh vién chua thuén tién, it tuyén xe bus dé lya chon.,
2 | Sy minh bach | - Xay dung ché d8 uu tién hon nita cho nhitng d6i tugng chinh sach.
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TT | Muc khao sat Nhom ndi dung gép y, nhan xét ctia ngudi bénh

tuc kham bénh | nén ngudi bénh cling thdng cam.

thong tin va tht | - Thoi gian cho 1 s6 dich vu con kéo dai, nhung do so lugng ngudi bénh dong

Co so véit chat,

e khu Ty nguyén 3 16n xon, loa goi 1dn véi tiéng goi bén ban tra két qua.
trang thiét bi

- Bét loi khi di chuyén bang thang may tai co s& 2.

- Co s& vat chat bénh vién chét chdi, chd ngdi lay thubc bao hiém bén trong

4 | nang lyc chuyén | tim (co s& 2).

mén cta NVYT | - Ngudi bénh khen ngoi tinh than va trach nhiém cta nhan vién y té.

Théi d6 tmg xtr, | - Ngudi bénh gép v vé tinh than thai d§ ctia bac sT va nhén vién phong dién

oL - Gi4 ndi soi cao hon mot s6 khu vuc khac
Két qua kham,

diéu tri

nhiéu thubc khong sir dung gdy lang phi.

- Thay dbi bac st kham nhung thudc thay ddi khong hop, ngudi bénh thira

L. KET LUAN

Muc tiéu hudng t6i ctia cong tic cai tién chit lwgng bénh vién 1a timg bude cung cép
dich vu y té chét lugng cao, mang lai sy hai 1ong cao nhét cho ngudi bénh. Danh gi4 rit
hai 10ng clia ngudi bénh véi cac dich vu 13 muc tiéu ma bénh vién phin déu dat dugc. Két
qua thu dugc sau khéo sat ngudi bénh thang 7 nadm 2018 nhu sau:

V& kha ning tiép can dich vy, ty 16 ngudi bénh hai long dat trén 95.0%, nhung ty 18
rat hai long thip chi tir 26.5% - 40.4%.

Ty 1& nguoi bénh hai long vé sy minh bach thong tin va thii tuc kham bénh, didu tri
dat trén 92.0%, nhung ty 1& ngudi bénh rat hai 1ong thép, tir 18.6% - 30.5%.

C6 0.5% ngudi bénh khong hai 1ong vé thoi gian duge bac s7 kham va tu van,

V& co s& vét chit va phuong tién phuc vu ngudi bénh, ty 1€ ngudi bénh hai long
khong thay ddi so véi thang 6/2018, nhung ty 16 rit hai 1ong thip hon tir 31.5% - 33.5%.

V& tinh thén, thdi d Ung x@, ning lyc chuyén mén ciia nhan vién y &, 5 1& ngudi
bénh hai 1ong tir 95.1% - 99.5%. T 1¢ rét hai long dat tir 23.5% - 35.5%, thdp hon so véi
thang 6/2018 (41.5% - 50.5%).

C6 0.5% nguoi bénh khong hai long véi vige bac si va nhan vién phor,; dién tim ¢
181 néi, thai 46 giao tiép ding muc (co sd 2).

Theo thang diém Likert 5 murc do hai long cia ngudi bénh vé cac ndi dung danh gia -

gidm so v6i thang 6/2018. Diém hai long trung binh cao nhét vé tinh thin, thai &6 tmg xi,
nang luc chuyén mén ctia nhén vién y té (4.21 diém - co s¢ 1; 4.41 diém - co s 2), thip nhét
v& sy minh bach thong tin kham, didu tri (4.16 diém - co s¢ 1; 4.27 didm - co s¢ 2) va két qua
cung cip dich vu (4.16 diém - co s& 1).

Ty 1& ngudi bénh chic chin s& quay trd lai hoic gi6i thiéu nguoi khac khi ¢6 nhu
cdu 1a 96.5%. '
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Ty 1€ ngudi bénh hai long chung vé chét lugng dich vu ctia bénh vién 13 96.73%, rat
hai 1ong 14 29.5%, thip hon so v6i thang 6/2018 (45.44%), nhung ty 1& khong hai long
(0.04%) dd giam hon so véi thang 6/2018 (0.09%).

Ty I€ nguoi bénh danh gia bénh vién da dap tmg > 80% so véi mong doi ctia ho 1a
90.4% cao hon so v6i thang 6/2018 (88.8%).
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