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BENH VIEN TIM HA NOI Pjc lap — Tw do — Hanh phic

sé: 23 BeBVT

BAO CAO
Keét qua khio sat sy hai long nguwdéi bénh ndi tria
tai bénh vién Tim Ha Ngi thang 9 ndm 2018

Can ot Cong vin sd 1626 /KCB - QLCL ngay 03/11/2017 cta Cuc Quéan ly Kham,
chita bénh B Y t& vé viée huéng dan kiém tra, danh gia chét lugng bénh vién va khao sat
hai 1ong ngudi bénh, nhan vién y té nam 2017,

Thuc hién K& hoach s6 120/KH-BVT ngay 12/01/2018 cta bénh vién Tim Ha
N&i v& “Khao sat su hai long ctia ngudi bénh va can bd, nhan vién tai Bénh vién Tim
Ha No6i nam 2018”;

Mang lu¢i Quan 1y chét lugng bénh vién Tim Ha Noi tién hanh: “Khao sat su hai
long cua ngudi bénh ndi tri thang 9 ndm 2018” véi muc tiéu:

1. Xdc dinh murc d¢ hai long cua nguoi bénh diéu tri néi trii vé chét lwong dich vu

khdm, chita bénh tai bénh vién Tim Ha Noi thang 9 ndm 2018,
2. Tim hiéu mét s6 yéu té dnh hudng t6i su khéng hdi long ciia nguoi bénh diéu tri
ngi trii tai bénh vién Tim Ha NGi thdang 9 ndm 2018.
I. POI TUQONG VA PHUONG PHAP KHAO SAT
1. Phwong phap:

- Phuong phap khao sat: Diéu tra md ta cit ngang.

- Quy udc céch tinh diém:

Thang diém (Piém) Mikc dd hai long Xép loai chung

1 R4t khong hai long , ,

: : Khéng hai long chung
2 Khong hai long
3 Binh thudng Chua thye sy hai long
4 Hai long

—— Hai long chung

5 Rat hai long

+ Diém hai 1dng timg tiéu chi = s6 phiéu dat diém 4; 5/tdng sb phidu c6 cau tra 1di.
+ Diém hai long chung = téng diém/tdng s6 cau hoi dugc tra 1oi.
2. Thoi gian va ddi twong khao sat:
- Thoi gian khao sat: Tt 17/9 dén 24/9/2018.
- Péi twong khio sat: Ngudi bénh va ngudi chim séc truc tiép ngudi bénh (dbi
v&i ngudi bénh dudi 15 tué)i) didu tri ndi tru tai cac khoa lam sang trong Bénh vién.



- C& mau: Dé ddp ting yéu ciu ciia BO Y t8 va dam bao tinh khach quan s phidu
khao sat tai cac khoa twong duong voi 10% sé ngudi bénh ra vién trung binb/ thang

(theo tong hop cua phong K€ hoach téng hop tai cac thang 3,4,5/2018) cta chinh khoa
d6, s6 phiéu cu thé nhu sau:

TT Khoa S6 lwgng
1 Noi 31
5 Phiu thut tim ngudi 16n va P’hexlu 1

thuét mach mau (Trung tdm Ngoai)

3 | Qubcté 17
4 Nhi 05
5 Hdi st tich cuc 08
6 Tim mach chuyén héa 12
7 Céc bénh mach mau 18
8 Phau thuét tim tré em ’ 08

Téng 110

- Tiéu chuin lya chon nguoi bénh:
+ Nguoi bénh duge thong bdo ra vién hodc da ndm vién tr trén 3 ngay.
+ Ngudi bénh ddng v tham gia khao sat, c6 kha nang tra 161 cu hoi.
Déi v6i tré dudi 15 tudi, tién hanh phong vAn ngudi chim séc truc tiép.
3. Nhén vién thye hié¢n khao sat:

Céc thanh vién mang luéi quan ly chét luong bénh vién khong truc tiép tham gia
céc cong viée thude khébi noi tra, da duoc tap huén trudc khi tién hanh khao sét.
IL. KET QUA VA BAN LUAN
1. Diic diém thong tin ciia ngwdi bénh.

Bang 2.1. Mt s6 dic diém cia ngwoi bénh khao sat

Pic diém n %
Téng s6 ngudi tham gia khdo sat 110 100
Trung binh 52223
.. <15 tudi 13 11.8
fuor 15— 60 tudi a1 37.3
> 60 tudi 56 50.9
o Nam 56 50.9
Gidi
N 54 49.1
NYENT 2 Cé 106 99.1
Str dung thé bao hiém y té Khong o1 09
Trung binh 9+7
i oA . <10 78 70.9
- Tong s6 ngay nam vién TRE > 500
>21 10 9.1
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50.9% ngudi bénh nam trong nhom trén 60 tudi.

2. Mirc d¢ hai 1ong ctia ngwoi bénh khi sir dung dich vu tai bénh vién:

Trong s6 ngudi bénh tham gia khao sat, ¢6 99.1% ngudi bénh st dung thé bao
hiém y té trong qua trinh diéu tri. Do tudi trung binh cta nguoi bénh tham gia khao sat
1a 52 tudi, cao nhit 1a ngudi bénh 85 tudi va thp nhét 1a bénh nhi 4 thang tudi, c6

2.1. Kha ning tiép can dich vu:

Bing 2.2. Mirc d§ hai long ciia ngudi bénh vé kha ning tiép can dich vy

Khong hai | Binh | .. Lon Rét Tén
TT Noi dung khio sat long chung | thuwong | hai Iong g
n % n | % |n % n % | N | %
Nguoi bénh hoéi va goi duogc
1 nhén vién y té khi cin thiét 0 00| 1 09 |56| 509 | 53482 |110(100.0
Céc 161 di trong bénh vién, hanh
2 lang bing phing, d& di. 0 |00 | 2 |1.8 65| 59.1 | 43 {39.1 {110 [100.0
Cac khdi nha, ciu thang, buong
3 | bénh dugc danh so 15 rang, d€| 0 | 0.0 | 5 |45 |63 573 | 42 | 382 | 110 100.0
tim.
Thoi gian vao thadm ngudi bénh
4 duoc théng bo 13 rang, 0 | 0.0 | 3 |27 |67] 609 | 40 | 36.4 | 110 [100.0
So dd, bién bao chi din dudng
5 | dén cac khoa, phong 1o rang, d8 | 0 00| 6 (55 64| 587 | 39 | 35.8 | 109 {100.0
hiéu, d& tim

Trong cac ndi dung khao sat vé& kha nang tiép can dich vy, ngudi bénh dénh gia
vé& viéc hoi va goi dugc nhan vién y t& khi cén thiét dat ty 18 rat hai long cao nhét véi
48.2%, tuy nhién so vé6i thang 8/2018 ty 1& nay gidm 4.2%.

So véi thang 8/2018, ty 18 rat hai long cia céc ndi dung khac ting tr 3.4% dén
6.8%. Ty 1& ngudi bénh chua thyc su hai long (binh thudng) nhiéu nhét 1a v& so dd,
bién bao chi din dudng dén cac khoa, phong véi 5.5%.

Béang 2.3. Mirc d§ hai 1ong ciia ngwdi bénh d6i véi thoi gian che tiép can dich vu

Khéng hai | Binh ey RAt 2
X N Hai Long eys Tong
TT long chung | thwong hai long
N§i dung khao sat
n Y% | n | % | n % n % | N | %
p | Thot gian chokhi 6 vige cangol | 1 o0 | o [00 |58 | 532 | 51 | 468 | 1091000
nhén vién y té
Thoi gian chd dé duoe thim
2 | kham Khi dén kham 0 | 00| 2 |1.8 58] 527 | 50| 455 |110{100.0
Thoi gian chd dé duge thim
3 kham khi m&i nhap khoa 0 100 | 1 (09 |62 564 | 47 | 42.7 {110]100.0
4 | Thot glan cho lam thi twe thanh | ) 6 | 4| 0159|615 | 36 | 37.5 | 96 |100.0
| | toan vién phi
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100% nguoi bénh hai long v& thoi gian chd khi cAn goi nhan vién y t& noi dung
nay cling co6 ty 1& ngudi bénh rat hai 10ng cao nhat voi 46.8%.

So v6i thang 8/2018, ty 1¢ rit hai long cta néi dung dénh gia vé thoi gian cho
tiép can dich vu giam tir 1.2% dén 8.2%, trong d6 gidm nhiéu nhét 1a v& danh gié thoi
gian cho lam thu tuc thanh toan vién phi.

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

Bing 2.4. Mirc d9 hai long ctia ngwoi bénh vé sy minh bach thérg tin
va thi tuc kham bénh, diéu tri

Khong hai| Binh Hai Lon Rit hai Tén
TT Noi dung khio sat long chung| thwong 51 long g
n | %} n| % |n % n % N %
1 | Quy trinh thi tuc nhép vién 0 00| 1 |09 65| 59.1 | 44 | 40.0 | 110 |100.0
Giai thich, tu vin trudc lam xét
2 nghiém 0 {00 2 [18 | 64| 582 |44 | 40.0 [110]100.0
Cong khai, cép nhit thong tin
3 thubc va chi phi 0 00| 2 |1.8 65| 59.1 | 431|391 |110/100.0
Giai thich tinh trang bénh va
4 phuong phép didu tri 0 00| 1 |09 |68| 61.8 141|373 1110/100.0
5 | Duoc pho bién ndi quy, théng tin| | o5 1 5 |1 e 1701 636 | 38 | 346 | 110 | 1000
can thiét

Nguoi bénh danh gid kha cao vé& sy minh bach thdng tin va thi tuc khdm bénh,
didu tri, ty 18 hai long chung déu dat trén 98%. Tuy nhién, ty 1& nguoi bénh rit hai long
vé cac ndi dung nay dat dusi 40.0% giam tu 1.9% dén 7.3% so véi két qué khao sat

thang 8/2018, trong d6 gidm nhiéu nhét 1a vé& viéc dugc phd bién noi quy, thong tin cin
thiét khi ndm vién.

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

Béng 2.5 cho thy s luong ngudi bénh rit hai long vé chét luong phuc vu ctia cang

tinco ty I¢ thap nhét véi 31.1%, giam 2.9% so véi thang 8/2018, s6 ngudi bénh chua thyc
sw hai long vé& khu vire nay cling cao nhit (5.8%).

Bang 2.5. Mirc d9 hai long véi co sé vit chit va phwong tién phuc vu

Khong hai| Binh Hai Rt haj 2
\ R \ Tong
TT Néi d Khito s long chung| thudng Long long
o1 dung kha n! % \nl| % n| % n % N %

1 | Nuédc udng néng lanh déy du 0|00 |0]00 |55]500]| 551500 |1101100.0
2 | Quan 4o dy du, sach s& 0100 |1]09 |57]|51.8] 521473 {110](100.0
3 | Guomg benh day di 1 ongudi/| | o0 | o e [ se| 514l 51| 468 | 109 100.0

guurong, an toan
4 Icfha v sinh thudn tién, sach s&, s\ 5 |\ 5| 45 |sa | 401 51 | 464 110 |100.0

ung tot
5 | An ninh trat ty 0100 | 1|09 |61|555]|48 |43.6|1101100.0
6 | Budng bénh khang trang, ddy da | 0 | 0.0 | 1|09 |62 56.4| 47 | 42.7 | 110 |100.0
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Khong hai| Binh Hai Rét hai Téngﬁ
TT o long chung| thwong Long long
Noi dung khao sat nl % ol % Ny . % N ”
thiét bi diéu chinh nhiét do
Dam bao su riéng tu 0100|1109 [67]609| 421|382 111011000
Bénh vién xanh-sach-dep 0100 2|18 |69 633 38349 {109 /100.0
Chét luong phuc vu clia céng tin 0] 00 |6]|58 |65]631]32]31.1]103!100.0

Khéng c6 nguoi bénh khong hai 1éng v& nha vé sinh. Khao st thang 9/2018
khong ghi nhén gép y nao vé& cac vin d& lién quan dén nha vé sinh, tj 18 rat hai long
tang 5.4% (tir 41.0% & kbao sat thang 8 nam 2018 1&n 46.4%). Bén canh do, nhan xét
vé co s& vat chit, ngum bénh khoa Noi va khoa Cac bénh mach méau danh gia dién tich

Bénh vién chat hep, sb luong giudng trong phong dong, phong bénh khoa Ndi dn 20 do
anh hudng béi 4m thanh tir khoa Khém bénh ty nguyén.

Nguoi bénh tai don nguyén Noi 1 gop ¥ tinh trang wifi khong dn dinh, kién nghi
bénh vién c6 bién phap diéu chinh dé nguoi bénh st dung thuén tién. Bén canh do,
ngudi bénh khoa Phau thuit tim ngudi 16n danh gia khu nha tro xudng cép, viéc nguoi
thué mudn str dung quat lai phai chi thém chi phi 14 chua hop ly.

2.4. Thai d§ ing xi¥, ning lwc chuyén mon cda nhan vién y té

Bang 2.6. Mirc d§ hai long ciia NB vé thai dd ung xi, ning luc chuyén mén ciia NVYT

Khéng hai| Binh Hai Rit hai 2
s R \ Tong
TT Noi dung khio sat long chung thudng | Long long
n | % | n|{%{n| % | nl|l % | N| %
1 | Nhan vién y 1€ khong o6 bicu hién | o\ 0| o 100 (29| 264 | 81 | 73.6 | 110 |100.0
goi y bdi dudng
o | BS, DD ¢6 161 ndi, théi d6 giao ticp | | 01 o oo 1371336 | 73 | 664 | 110 ltoo
ding muc
3 | NV y i€ ton trong, d6i xit cong | o | 00| o |00 (371336 | 73 66.4 | 110 |100.0
bang, quan tim, giup 4
4 | BS: PD hop tée ot vaxirly cong | | o0 o 100 |an 380 | 68 61.8 | 110 [100.0
viéc thanh thao kip thoi
5 | Nhén vién hd 1y c6 161 néi, thai dd |\ o | 1 |09 |41 1373 | 68 61.8 | 110 [100.0
giao tiep ding muc
6 | Dugc BS kham va dong vién 0 |00] O (00 |46|41.8 | 64 | 582 |1101100.0
7 | Tu van che 6 an, vén dong, theo |\ | o |1 ¢ | 441 40.0] 64 | 582 | 110 [100.0
doi va phong ngira bién ching
8 | BS hudng din, din do khi ra vién 0 |00 0 |00 [44|42.7| 59 |573 |1031100.0
9 | NV huéng dan thu tuc ra vién 0 100 1 |10 {43]| 434 55 155.6 | 99 [100.0
10 | NV lam tht tuc thanh toan viénphi | 0 | 00| 0 [0.0 |45] 50.0| 45 | 50.0 | 90 [100.0
11| Tinh thr?m, thai do nhan vién bao vé 0 100} 0 |00 |51} 50.5] 50} 49.5|1011100.0

(Ghi chu: NVYT: Nhédn vién y 16; BS: bdc syi: PD: diéu dudng; NV: Nhdn vién)
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Khéng c6 ngudi bénh khong hai long vé thai o Ung xU, ning luc chuyén mén
cia nhan vién y té, ty 18 ngudi bénh rat hai long vé viéc nhéan vién y té khong c6 bidu
hién goi y bdi dudng dat dén 73.6%, ty 1& hai long chung 14 100%. Ty 1€ rit hai long
thdp nbét 1a v& tinh thin, thai do giao tlep cua nhén vién bao vé véi 49.5%. Khao sat

cu thé cho biét thdi gian ngudi bénh sy tiép xUc v6i nhan vién bao vé it nén sb lurong
nguoi bénh dénh gia & muc hai long chiém nhidu hon (dat 50. 5%).

Tai khoa Cac bénh mach méu, ¢6 01 nguoi bénh phan hdi trong thdi gian nim
vién khong dugc nhéan vién tu van ché do #n. Tuy nhién sau khi nhén dugc gép v, khoa
da thyce hién tu vin cu thé cho nguoi bénh trude khi ra vién.

Véi thang diém Likert 5 muc do tir rét khong hai long - rat hai long tuung ung tr 1
diém - 5 diém, két qué cho thdy diém hai long trung binh ctia ngudi bénh vé thai do ung
XU, ndng luc chuyén mon cta nhan vién y té tai cac khoa déu dat muc diém 4 tré 1én,
diém hai long trung binh cao nhét 14 tai Trung tdm Ngoai (4.91/5.0 diém), thip nhét 1a
khoa Quéc té va khoa Cac bénh mach méu v6i 4.44/5.0 diém (Biéu db 2. 1).

So voi thang 8/2018, diém hai long trung binh ting nhidu nhét tai Trung tdm
Ngoai (ting 0.58 diém, tir 4.33 diém 1én 4.91 d1em) va gidm nhiéu nhét tai khoa Cac
bénh mach mau (giam 0.19 diém, tir 4.63 didm xudng 4.44 diém).

~4~Théng 9/2018

491 ~+-Thang 08/2018
" Trung tAm
. Ngoai

Phiu thut tim
tré em

Céc bénh mach |
mau

Tim mach * R L
chuyén hoa

Nhi
Biéu d6 2.1. So sdnh diém hai long trung binh ciia ngudi bénh doi véi thdi d ing xi,
ndng luc chuyén mon ciia nhdn vién y té giita cdc khoa

2.5. Két qua cung cip dich vu:

2.5.1. Mirc d9 hai long ciia nguoi bénh véi két qua chiim séc va didu tri:
C6 98.2% ngudi bénh hai long vé gid ca dich vu y &, cac ndi dung con lai ty 16
ngudi bénh hai long dat 100%. Nguoi bénh khoa Noi gop y phi phong dich vu con cao.
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Béiing 2.7. Mirc 39 hai long ciia nguoi bénh v& két qua kham va didu trj

Khong hai | Binh Hai Rét hai 2
s N . | Tong
TT Nbi dung khao sat long chung | thuong Long long
n | % |n|%|n| % |n| %|N|%
Chét lwong cham soc cia DD 0.0 0.0 |45(413 | 64 | 58.7 1109 |100
Chén dodn va didu tri ctia BS 0 | 00 ] 0 100 [47(43.1 | 62 |56.9|109]|100
3 | Cap phat thude va huéng din | o | o0 [ 0 00 (5o |53 | sy 46.4 | 110 | 100
day du
4 | Trang thiét bi, vat tu ddy du 0 | 00| 0 [00 59536 |51 |46.4 110100
S | Két qua diéu tri 0 | 00| 0 {00 62564 | 48 | 43.6 |110(100
6 | Tin tudng vé chit luongdichva | 0 | 0.0 | 0 0.0 [63[573 | 47 | 42.7 | 110 | 100
7 | Giacadich vuy té 0 | 00| 2 [1.8 |62(564 | 46 | 41.8 {110100

Ty 1& ngudi bénh rit hai long v& két quéa khém va didu tri ddu tang so voi thang
8/2018, tiang tir 0.3% dén 11.6%, trong d6 ting nhiéu nhit 1a danh gia vé chét luong chim

s6c cla didu dudng (tang tir 47.1% lén 58.7%).

2.5.2. Bap ung so véi mong dgi va sy lwa chon quay lai ciia ngudi bénh:

0

4 5%

B<50%

“>50% dén < 80%

#>80%

Biéu d6 2.2. Pdnh gid sw ddp umg so véi mong doi ciia ngudi bénh

Ty 1€ ngudi bénh danh gia dugc bénh vién dap tng trén 80% mony dogi so véi
truée khi nam vign chiém 95.5%, tang 6.9% so vi thang 8/2018 (88.6%), t3 18 mong
doi cla nguoi bénh dugc dap ung thép nhit 14 80% va cao nhét 1a 100%, ¢6 33/110
ngudi bénh danh gia Bénh vién da dap ung duge 100% mong doi (Mode).

Bing 2.8. Danh gid su lya chon quay lai ciia ngwdi bénh

TT Luwa chon n %

1 Chéc chén khong bao gid quay lai 00 0.0

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

3 Mubdn chuyén tuyén sang bénh vién khac 00 0.0

4 | C6thé s& quay lai 06 5.7
5 | Chac chén s& quay lai hodic gi6i thiéu cho ngudi khac 100 94.3
Téng 106 100.0
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Khi duogce hoi vé su lua chon quay lai st dung dich vu y t& tai bénh vién khi ¢6
nhu ciu, c6 94.3% ngudi bénh khing dinh chic chin quay lai hodc giéi thiéu cho
ngudi khac, gidm 1.8% so v6i thang 8/2018 (dat 96.1%). Ty 18 lua chon c6 thé s& quay
lai chiém 5.7%, khong c6 ngudi bénh chéc chin khéng muén quay lai.

2.6. Danh gia chung:

Ty 1€ hai long chung duoc tinh bang s& cau tra 161 & mirc 4 va S trén tbng s cau
trd 161 ctia ngudi bénh khi dédnh gia vé cac ndi dung khdo sat.

Két qua thu dugc ty 1€ hai long chung dat 98.8%, trong d6: ty 16 ngudi bénh rit
hai long 1a 47.3%, ty 1¢ hai long 14 51.5%, binh thudng 1a 1.2%, khong c6 ngudi bénh

khong hai long. So vadi thang 8/2018, ty [ rét hai long chung ting 1.4% (Tir 45.9%
1€n 47.3%).

Kha ning

w@==Thing
9/2018
g Thang
8/2018

44(

S
4 446 Thoi o 2
Két qua dich vu & 49 Thoi gian cho

tiep cén dich vu
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S
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Su minh bach

» thong tin va tha
tuc kham

bénh, didu tri

Théi do tng | .
XU, nng lyc
chuy&n mén

» 4(4/3
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Co s0 vit chat

Biéu d6 2.3 . So sanh diém hai long cia nguoi bénh giita cdc nhém chi sé hai long
' thdng 8/2018 va thdng 9/2018
Biéu d 2.3 cho thdy, thai do, Ung X, néng lyc chuyén mon cta nhéan vién y té
c6 diém ha1 long trung binh cao nhét véi 4.6/5.0 diém. Diém hai long trung binh thap
nhét 13 vé kha nang t1ep cén dich vu (4.36/5.0 diém). So véi thang 8/2018, diém hai
1ong ctia céc nhom chi sé khong ¢6 su thay ddi nhidu.

1. KET LUAN

Mire d6 hai long cua ngudi bénh vé dich vu va chét luong phuc vv 1a thudce do
danh gia chit luvong bénh vién. Trong d6 muyc tiéu phin du ctia bénh vién Tim Ha Noi
la huéng t6i sy thudn tién va hai long cao nhit ctia ngudi bénh. Két qua thu dugc sau
khao sat mic do hai long ctia nguoi bénh ndi tri thang 9/2018 nhu sau:

- V& kha nang tiép cén dich vu va thoi gian ché tiép cén dich vu: Khong c¢6 nguoi
bénh khong hai long, ty 1& hai long cao nhét dat 48.2% v& ni dung ngudi bénh héi va
goi duge nhan vién y té khi cin thiét,
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- V& co s§ vt chét, phuong tién phuc vu nguoi bénh: ty 1€ rat hai 1ong thip nhét 12
vé chit luong phuc vu clia cang tin (31.1%). Bén canh d6, ngudi bénh khoa Noi va Cac
bénh mach mau nhén xét co s& vat chat bénh vién con chat hep.

- Ty 18 rit hai long ctia cdc ndi dung khao sat vé thai do ung xu ndng luc chuyén

mon ctia nhan vién y t€ dat tir 49.5% dén 73.6%, cao nhat thudc vé danh gia nhéan vién
y t€ khéng c6 biéu hién goi y bdi dudng.

- Diém hai long tlung binh vé thai do Ung xu, nang luc chuyen mon cia nhan

vién y té cao nhit thudc v& Trung tdm ngoai (4.91/5.0 diém), thap nhét 1a khoa Quéc té
va khoa Cac bénh mach mau véi 4.44/5.0 diém.

- Ty le nguoi bénh danh gia bénh vién dap ting duge trén 80% mong doi so vGi
truée khi nam vién chiém 95.5% (tang 6.9% so vdi thang 8/2018 12 88.6%)).

- 86 lugng ngudi bénh chic chén quay lai hodc gidi thi€u ngudi khac khi ¢6 nhu
ciu 12 94.3%, giam 1.8% so v6i thang 8/2018 (dat 96.1%).

- Ty 1& hai long chung dat 98.8%, trong dé: 47.3% ngudi bénh rét hai long, 51.5%
nguoi bénh hai long, 1.2% ngudi bénh danh gia binh thuong, khéng cé ngudi bénh
khong hai long.

- So sénh diém hal long gifta cdc nhém chi sé thu dugc két qua: diém hai long
cao nhét 12 nhom chi so vé thai do ung XU va nang luc chuyén mon (4.6,5.0 diém) va
thdp nhat & nhom chi s danh gia vé kha néng tiép c4n dich vu (4.36/5.0 diém).

PTP. QUAN LY CHAT LUQNG GIAM POC DUYET

Nguyén Thi Hé“mg Thu

Noi nhan:

- Ban Giam ddc: D8 bao cao;

- Céc khoa, phong: Pé thuc hién;
- Luu: QLCL, VT.



