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Két qua khao sat sw hai long nguwoi bénh ngoai tri
tai bénh vién Tim Ha N§i thang 09 nim 2018

Cin cr Cong vin sb6 1626 /KCB - QLCL ngay 03/11/2017 cua Cyc Quén 1y Kham,
“chita bénh - B6 Y t€ vé viée huéng dan kiém tra, danh gi4 chét lugng bénh vién va khao sat
hai long ngudi bénh, nhan vién nam 2017.

Thuce hién K& hoach s6 120/KH-BVT ngay 12/01/2018 cua bénh vién Tim Ha Noi
vé “Khéo sat sy hai long ctia ngudi bénh va can bo nhan vién nam 2018”.

Mang luéi Quan ly chit lugng bénh vién Tim Ha Nbi tién hanh: “Khao sat sy hai
long cua ngudi bénh ngoai tri thang 9 nim 2018” v6i muc tidu:
1. Xdc dinh mikc d6 hai long ciia nguoi bénh ngoqi tri khi sir dung dich vu tai bénh vién
Tim Ha N§i thang 9 nam 2018,
2. Mot s6 yéu té anh hudng t61 s hai [ong ciia ngudi bénh khi sir dung dich vu tai bénh
vién Tim Ha Ngi thang 9 nam 2018,
I. POI TUQONG VA PHUONG PHAP KHAO SAT
1. Péi twong khdo sdt: Ngudi bénh dén kham, didu tri ngoai tr tai bénh vién.

2. Thoi gian tién hanh va tiéu chudn chon nguwoi bénh khao sdt

- Thoi gian va dia diém khao sat: Tir 17/9 dén 21/9/2018 tai khoa Kham bénh,
Phong kham da khoa va khoa Kham bénh tu nguyén - bénh vién Tim Ha Noi.

- Tiéu chuén lya chon ngudi bénh: Ngudi bénh/ngudi nha ngudi bénh tir 18 tudi,
ddng y tham gia khéo sat, c6 kha nang tra 101 clu héi va dd hoan thanh qué trinh kham
bénh (béc st d4 két thic qud trinh kham trén hé théng may tinh va cé don thudc).

3. Phuwong phdp khdo sdt: Piéu tra mé ta cht ngang.

Khdo sat vién: Thanh vién mang lu6i Quén ly chét lugng bénh vién céng tac tai cac
don vi khong tham gia truc tiép vao qué trinh cung c¢ip dich vu khdm, chia bénh ngoai
tr1, da duoc tap hudn chi tiét ndi dung va phuong phap khao sat.

Xk I 56 ligu: STATA 12.0 va céc phuong phép théng ké y hoc théng thuong,

Quy woc cdch tinh diém: Bo cau hoi duoe chdm didm theo thang diém Likert v6i 5
mure d. Céc lua chon ctia ngudi bénh tinh didm twon g ung nhu sau:



Thang diém (diém) Mikc d9 hai long X¢&p loai chung
1 RAt khong hai lon
g. s Khong hai long chung
2 Khong hai long
3 Binh thudng Binh thudng (Chua thuc su hai 10ng)
4 Hai long '
- Hai long chung
5 Rat hai long

Diém hai Iong chung = tdng diém/téng s6 cau hoi

Diém hai long cho ting van dé = tong sb phiéu nhin xét diém 4, 5/ téng sb phiéu khao sat

IL KET QUA VA BAN LUAN

1. Diic diém théng tin cia ngudi bénh.

Khao sat tién hanh phong vin ngdu nhién 100 ngusi bénh mdi co s¢, trong do:

- Tai co s& 1 ¢6: 8 ngudi kham tai Tu nguyén 1; 20 nguoi bénh Ty nguyén 2 va 72

nguoi bénh Ty nguyén 3.

- Tai co s¢ 2 ¢6: 15 ngudi bénh kham Ty nguyén va 85 ngudi bénh tai khoa Kham
bénh, khong c¢6 ngudi bénh nao tai Phong khéam da khoa.

Tubi trung binh clia ngudi bénh 1a 58.4 + 14.3, ty 1€ nguoi bénh thude ddi twong wu

tién 1a 10.1%. T¥ 1¢ sir dung thé bao hidm y té 13 85.0%. C6 59.0%

dd1 tugng khao sat 13

nguoi bénh tham gia chuong trinh quén 1y cac bénh man tinh. Ty 1& ngudi bénh 13n diu
t6i kham 1a 17.0%, chi yéu tai co sé 1(25/100 ngudi bénh).

2. Mirc d9 hai long ctia ngudi bénh khi si dung dich vu tai bénh vién

2.1. Kha ning tiép cin dich vu:

Béng 2.1. Mirc d§ hai long cia ngwoi bénh vé kha niing tiép can dich vu

Khong Binh Hai lon Rit Ta
No6i dung hailong | thwing £ hai long ong

n | % | n | % n % n Y n Y
Jim bieu cho thong tin va dang ky | o oo T T 05 32 | 299 [ 107 ] 100
So do, bién bao chi din dudng dén cac «
khoa, phong 6 rang, d hidu 0 100 1 105/ 143|715 56 | 280 | 200 100
L4i di trong bénh vién, hanh lang bang
ohing, d& di 0 100 1 {05]| 147|735 52 | 260 200 | 100
Khbi nha, ciu thang, duoc danh sb ro
vang, d& im 0 100] 0 {00/ 149 | 745 | 51 | 255 | 200 100
Bién béo, chi din dudng dén bénh
vién 3 rang 0 100 1 |05/ 152]760] 47 | 235 | 200 100
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Ty 1€ nguoi bénh hai long véi cae nodi dung khéo sat vé& kha nang tiép cén dich vy dat
trén 99%, ting 2.0 - 4.1% so véi thang 8/2018, tuy nhién, ty 1& thye sy haj long (mire 5 - rat
hai 10ng) thp chi tir 23.5% - 29.9% (thang 8/2018 tir 36.0% - 39.5%)

Qua trinh phéng véin nguoi bénh phan anh bang hién thi s6 thir ty tai khu ké toan Tu
nguyén 3 d6i khi khéng hoat dong. Trao dbi voi b6 phéan ké toan duogc biét day 1a hién

tuong xay ra thudong xuyén va d3 bio Phong Céng nghé théng tin nhung chua dugc khic
phuc triét dé.

Bén canh d6, c6 mot ngudi bénh tai khu Ty nguyén 2 dé nghi bénh vién nén trang bj
bang hién thi sb tha tw kham, dé ngudi bénh thudn tién theo dsi.
2.2. Sy minh bach théng tin va thi tuc khém bénh, diéu tri
Bang 2.2. Mirc d6 hai long ciia ngwoi bénh vé cac ndi dung khio sat sw minh bach

théng tin v thi tyc kham bénh, didu tri

Khong Binh Hai Ion Rit
Nbi dung hai long | thwong % | hailong

Tfing

n | % n | % n | % | n|%|n| %

Quy trinh, thu tuc kham bénh duoc cai

, L A 1 0.5 1105|136 |680| 62 | 310 200 | 100
céach don gian, thusn tié€n

Nhan vién y té tiép don, huéng dan nguoi

bénh [am tha tuc niém ng, tin tinh ) 010010 100/ 140 700 60 1300 | 200 | 100
Thoi gian duge bac st kham va tu vaAn 0 100] 0 [00] 140|700 60 | 3001 200! 100

BPuoc xép hang theo tht tu truée sau khi

lam céac thu tuc déng, ky, ndp tién, kham | 0 0.0 1 0 [00| 144 | 720] 56 2801200 | 100
bénh, xét nghiém, chidu chup ’

Thoi gian cho lam dién tim 0 100] 4 21135699 54 280 193 | 100
1ot gian cho doi lam thi tye dang ky 0100 | 4 {20141 |705] 55 | 275|200 | 100
kham bénh , ,

ThO/:l gian chd linh thudc bao him/mua 0100/ 1 05144 | 724! s4 2711 199 | 100
thudc dich vu i ]

G{a dich vu y t€ niém yét 15 rang, cdng khai, L]os] 0 |00]147 |15 5 260 | 200 | 100
minh bach

Quy trinh kham bénh duoc niém yét 13

. A X1 0.0 | 1 105|147 |75 52 260|200 | 100
rang, cong khai, dé hiéu

Thoi gian chd téi lugt Bac sf kham 00 | 10 | 5.0 139 | 695 51 125502001 100

Thoi gian cho lam xét nghiém 00 | 4 |24 123 |728] 1 248|169 | 100

0.0/ 1 |1.0] 8 |84/ 19 1861 102 | 100

Thoi gian cho 1am siéu am mach/siéy am
bung
Thoi gian chd chup X- quang

001 3 |27 89 |817 17 1156 109 | 100
0.0 | 7 156|101 {801 8 i 143 | 126 | 100

Két qua khéo sat v& sy minh bach thong tin va thu tuc kham bénh, didy tri co ty 16
ngudi bénh hai long vé cac ndi dung déu dat trén 94%, nhung ty 18 rat hai long chi tur
14.3% - 31.0%, thép hon nhidu so véj thang 8/2018 (tir 29.7% - 40.5%).

Thoi gian chd lam siéu 4m tim

CIO| O |ojlo| ©




C6 100% ngudi bénh hai long vé vige duge nhén vién y té tidp don, huéng dan
ngudi bénh 1am thi tuc niém néd va viéc dugce xép hang theo tha tu trudce sau khi 1am céc
tht tuc ding ky kham, nép tién, kham bénh ... , tuy nhién ty 18 rat hai long thép l4n luot
14 30.0% va 28.0% (thang 8/2018 13 40.0% va 39.0%)

Thoi gian cho bac si kham ¢6 ty 18 ngudi bénh hai long 1a 95.0%, ting 3.5% so véi
thang 8/2018 (91.5%), nhung ty 18 rat hai long dat 25.5% giam 11.0% so véi thang
8/2018 (36.5%), ddng thoi déy la ndi dung c6 ty 1& ngudi bénh chua thuc sy hai long
(mtrc 3 - binh thudng) cao nhit véi 5.0%. Ngudi beénh phan anh thdi gian che doc két qua
kham 14u, do s6 luong ngudi bénh téi kham 16n va nhiing ngudi bénh thude dbi tugng vu
tién nhiéu (2 y kién co so 2).

Ty 1¢ nguoi bénh hai long vé thoi gian chy 1dy thube bao hidm/mua thube dich vu
dat 99.5%, nhung ty 1€ rat hai long 27.1%, thip hon nhidu so véi thang 8/2018 (40.5%)

Bén canh d6 c¢6 0.5% ngudi bénh khéng hai long vé quy trinh, thd tuc kham bénh
dugc cai cach don gian, thudn tién va gid dich vu duoc niém yét 10 rang, cong khai (Ty
nguyén 3), ngudi bénh phéan anh phiéu thu phi dich vu ghi chi phi chua 15 rang.

Qua trinh phong van ghi nhén 2 ¥ kién nguoi bénh (Tw nguyén 3) dé nghi bénh vién
b6 sung thém ché dd wu tién cho nhitng ngudi chinh sich & cdc vi tri khac nhu dién tim,
x€t nghiém, siéu 4m, ... vi hién nay chi wu tién tai noi déng tién. Hodc tai co s 2, c6 mot

nguoi bénh mong mudn duge bac si kham hoi k§ hon vé tinh tran

thude dieu tri.

2.3. Co s& vat chit va phwong tién phuc vu nguoi bénh.

Béng 2.3. Mic d9 hai long véi co sé vat chit, trang thiét bi ciia bénh vién

g strc khoe sau khi dung

Khong Binh Hai 16 Rat T8
Noi dung hailong | thwong °" | hailong ong

n |% | n %] n | % | nl| % ol %
Nha V& sinh thuan tién, si dung ot [ o To 01 o5 | 15 655 | 68 | 34.0 | 200| 100
sach s&
Dam bao an ninh, trdt ty, phong nglra | o o 1T T T T 3.5 (200 | 100
trom cép.
Moitrudng bénh vién xanh, sach,dep | o To0 | 1 [05] 135 | 675 | 64 | 320 200 | 100
:f;‘fo'“g ten glip nguoi benh tam 1y thodt | o 1o o 1 1o o1 55 | 675 | ea 320 | 200 | 100
Pam bao riéng tu khi kham bénh, chiéu
chup, khi lam t1 thuat 0 00| 0 |00/ 137 68563 |315]200] 100
Quat, didu hoa ddy dii hoat dong 3t 0 100 0 [0.0] 138690 62 | 31.0 2001 100
ghO”gAChO' bénh vign it ghe ngoi, sir| o [T 1 138 | 69.0 | 60 | 30.0 | 200 100

ung tot

Phong chd/sanh chd kham sach sg,
thodng mét, kin g6, 0 00| 1 |05/ 140 | 700 | 59 | 295 | 200 | 100

ot

i/



Ty 1& ngudi bénh hai long vé co s& vat chit va phuong tién phuc vu dat trén 99.0%,
trong d6 ngudi bénh danh gia rét hai long tir 29.5% - 34.0%, ty 1& ndy thip hon so véi thang
8/2018 (tir 41.0% - 44.5%).

Co6 100% ngudi bénh hai long véi viée bénh vién dam bao riéng tu khi kham bénh,
chleu chup, khi 1am tht thuat va viéc bénh vién didm bao an ninh trét ty, phong ngua trom
cép, cao hon so v&i thang 8/2018 (twong tmg 98.5% va 97.5%), nhung ty 18 rt hai long

thap chi tir 31.5% va 33.5% (thang 8/2018 14 45.0% va 44.5%).

Nha vé sinh thun tién, s dung tét, sach s& c6 ty 1€ ngudi bénh hai long 13 99.5%,
tang 4.5% so v6i thang 8/2018 (95.0%). C6 1 y kién co s& 1 va 2 ¥ kién co s& 2 nhan xét

bénh vién v€ sinh sach s&.

Bén canh d6, c6 1 y kién dé nghi bénh vién xem xét x4y nha g1 xe ¢ mai che cho

ngudi bénh (co s6 2).

2.4. Thai d§ ang xit, ning lwe chuyén mdn ciia nhan vién y té

Ty 1€ ngum bénh hai 1ong vé tinh thin, thai % giao tiép cia nhan vién dat trén 99.0%,

nhung ty 18 rét hai long chi tir 21.4% - 35.5%, thip hon thang 8/2018 (tir 39.2% - 45. 5%).

Bang 2.4. Mirc d§ hai long ciia ngudi bénh vé tinh thin, thai dd giao tiép cia NVYT

Khong Binh Hai 16 Rt T8
Noi dung hai long | thuong "8 | hailong ong
n % n % n % n % n %
Mang lue chuyén mén cla Bac sf, Diew | 1o 0 o 100 09 | 6as 71 | 355 | 200 | 100
dudng dap ing mong doi
v x A 5 101 noi. thal da T
Hudng dan vign o 11 néi, thai do, giao | 1\ (1 130 | 65.0 | 70 | 350 | 200 100
tiép ding muc
Tinh than, thi d6 ctia nhan vién bao vé 0 100| 0 [00] 1326601 68 | 34.0 [200] 100
Tinh than, thdi d6 cia nhan vién quay 0 |00 0 ]00]| 132|663 67337199 100
thudc ' ' ) '
Duoe nhan vién y 1 ton trong, doi x| o0 10 T ool 133 [ ess | 67 33.5 (200 | 100
cdng bang, quan tim
P 5 6 101 noi. thai db. oi 4 dv
ii_ccsy oo noL AL, B0 U Ene | o 100 | o 00| 134 | 670 | 66 | 330 | 200 | 100
Tinh than, thai o cda nhan vién ké toan 1 105 1 105 133|665 65| 325 (200 100
Tml}Athén, thai do cua nhén vién khoa xét 0 00| 0 {00/ 116|686/ 53314169 100
nghi€ém
N h,\ re dA N h,, . n h‘
Linh than, thai 4§ cta nhan vien phong | 1 o 1 o T s 68.9 | 60 | 31.1 | 193 | 100
dién tim
Tinh than, thai do cua nhan vién phong X- 0 {00( 0 |00]| 81 | 74328 {257 109 100
quang
Tinh thén, thai d6 nhén vién phong Siéu
Am mach/ Sicu am bung 0 100 0 (00| 79 | 774 | 23 | 226 | 102 100
Tinh than, thai d6 nhan vién phong siéu
it " ' phong 0 [00( 0 00| 9 | 78627 | 214|126 100




Qua trinh phong vén ghi nhén 4 y kién ngu'c‘)ri bénh co s& 1 khen ngoi tinh than, thai
do phuc vu cta nhén vién nhiét tinh, chi dan tt. Tuy vy, c6 0.5% ngudi bénh khéng hai
long vé tinh than, thai d6 ctia nhén vién ké toan (co s¢ 1). Day la trudng hop clha ngudi
bénh c6 thic mic vé gia dich vy, ¢6 yéu cau dugc gidi thich k§ hon. Tai co s& 2, cling ¢6
1y kién gép y nhan vién ké toan cin néi ndng nhe nhang hon.

2.5. Két qua cung cap dich vu

Bing 2.5. Mirc d9 hai long ciia nguoi bénh vé két qua kham va didu tri

Khong | Binh Hai lon Rat T8
Noi dung hai long | thuomg & | hailong ong

n| % | n| % n % n % n %
Hai long khi tham gia chueng trinh | | oo 1 o [0 0] 66 | ss9 | 5o 44.1 | 118 | 100
bénh mén tinh
%“; t‘g‘-’ tin twong vé chat lugng dich | 1 601 o 100 | 133 | 665 | 67 | 335 | 200 | 100
Héa don, phicu thu, don thudc va
k€t qua kham bénh dugc cungcap | 0 [0.0| I |05 132 | 66.0 | 67 335 (200 | 100
r0 rang, minh bach
e dohai long vegideadichvay |1 o T T s s | 64 | 320 199 | 100
Két qua kham bénh dap Ung '
nguyén vong 0 {00 0 |00/ 141 | 705 | 59 | 29.5 | 200 | 100

Két qua khéo sat cho thdy c6 100% ngudi bénh hai 10ng véi viée tham gia chuong trinh
quan ly cac bénh mén tinh, ddy cfing [& ndi dung c6 ty 18 rit hai 10ng cao nhit véi 44.1%.

Danh gia vé két qua kham bénh déap g nguyén vong ctia ngudi bénh co 100% nguodi
bénh hai long, nhung ty 18 rat hai 1ong thip nhét véi 29.5% (théng 8/2018 14 42.5%)

C6 0.5% ngudi bénh khong hai long véi gia ca dich vu y t& (Tu nguyén co sd 2). Ngudi
bénh nhén xét gid dich vu cao (3 y kién co s 2).

Bén canh d6, mdt s& ngudi bénh nhén xét bénh vién t6t, va tbt hon so véi mdt s& bénh
vién khéc (3 y kién co s& 1; 2 y kién co s 2).

0.0%
T

8.2%

B<50%
#> 50% dén < 80%
B> 80%

Bi€u d6 2.1. Danh gia sy dap vung so véi mong dgi clia ngudi bénh



Biéu db 2.1 cho thdy, ty 1& ngudi bénh dénh gi4 bénh vién da dap tmg dugc > 80%
so v6i mong doi cua ho 14 91.8%, cao hon mirc danh gia ciia ngudi bénh tai thang 8/2017
(86.98%). Ty 1¢ mong doi ciia ngudi bénh duge dap Gng thip nhét 12 78% (1 ngudi), cao
nhit 1a 100% (41 nguoi). S6 ngudi danh gia bénh vién dap tmg duoc 90% so véi mong
doi 1a nhiéu nhét (47 ngudi - mode).

C6 98.0% ngudi bénh duge phong vén tra 101 chéc chén s& quay trd lai kham, didu tri
hodc s& gidi thiéu cho ngudi khac khi ¢6 nhu ciu.

2.6. Danh gia chung

Ty 1€ hai long chung cta ngudi bénh vé chit luong dich vy dat 99.26% (thang 8/2018
la 97.73%), trong d6: 1y 1¢ nguoi bénh dénh gia rdt hai long 1a 29.55% thip hon so véi
thang 8/2018 (40.08%). Tuy nhién ty 1& ngudi bénh khong hai long 13 0.05%, d3 giam so
vGi thang 8/2018 (0.09%).

Str dung thang diém Likert 5 mirc dd tir rét khong hai long dén rét hai 1ong, twong ng
tr 1 dn 5 diém. Két qua cho thiy diém hai long trung binh v& cac noi dung khao sat tai 2
co s& du gidm hon so véi thang 8/2018.

Kha nang tiép
cén dich vu

. . 4347 ™~ Sy minh bach
Két qua cungcap .~ 75 A 4.3 thdng tin va tha
¢ AN >
dich vu N "2 o tuc khg’lm
5 AN bénh, didu tri
~&~Thang 8/2018
st g\ ~8=Thang 9/2018
T}?m Ei 0 ung \ % Lo so vat chét va
XU, ndng luc 1-2Q 434N 7T
A A *.07 phuong tién phuc
chuy&n mén cua VU ngudi bénh
NVYT : i

Biéu d 2.2. Didm trung binh mirc 3§ hai long vé cac ni dung khao sat (co sir 1)

Tai co 56 1 (biéu dd 2.2), diém hai long cao nhét v& thai df, g xt, ning lyc chuyén
mon cla nhan vién y t& véi 4.26/5.0 didm, giam 0.13 didm so véi thang 8/2018, diém hai
long thép nhét 13 vé sy minh bach théng tin va thi tuc kham bénh, diéu tri v5i 4.19 diém,
giam 0.12 diém so v&i thang 8/2018.



Kha ning tiép
cén dich vu

N Su minh bach
@ thdng tin va thi
) ’7 tuc khdm
SN \V ' §/ /  bénh, diéu trj

Két qua cung ﬂ/ﬁé
cap dich vy \

o

=&~ Thang 8/2018
\ 2{6 ~H-Théng 9/2018
Thai d§ ung \ Co s& vat chét
XU, nang lyc b 4:47 Nva phuong tién
chuyén mén cua phuc vu ngudi
NVYT bénh

Bi¢u d 2.3. Piém trung binh mirc 39 hai long vé cac ni dung khao sat (co s& 2)

Tai co s 2 (biéu db 2.3), tinh than théi d§ ctia nhan vién va co s& vat chit va phuong
tién phuc vu ngudi bénh ¢6 diém hai long cao nhit vé6i 4.41 diém, nhung thip hon so véi
thang 8/2018 (twong tmg 14 4.47 diém va 4.46 diém), diém hai long thip nhét v& kha ning
tiép can dich vu v&i 4.29 diém (théng 8/2018 13 4.37 diém).

Bang 2.6. Téng hop ¥ kién, gép y cia nguoi bénh

TT | Muc khio sat

Nhém ndi dung gép ¥, nhin xét cia ngin‘)'i bénh

. | - Bang hién thij s tha tu tai khu ké toan déi khi khdng hoat dong (Ty nguyén 3)
Kha ning tiép

khai va thuén tién theo déi.

can dich vu - D€ nghi bénh vién lap bang hién thi sb tha tw khdm (Ty nguyén 2) dé cdng

Su minh bach | - Ché d6 uu tién hon cho nhitng ngudi chinh sich
thdng tin va thd | - Thei gian chor doc két qua 1au do nhidu ngudi t6i kham va dong ngudi bénh wy
tuc kham bénh tién (co s& 2).

Co s& vét chét, | - Khen ngoi tinh trang v€ sinh sach s&

trang thiét bi - Kién nghi x4y nha dé xe cho ngudi bénh (co 56 2)

Thai do Ung xu, | - Khen ngoi tinh than, thai dd phuc vu cta nhan vién

ndng luc chuyén | - Thai do hudng dan cia nhan vién ké toan chua nhe nhang (1 y kién co s& 1
mon cia NVYT | va 1y kién co s& 2).

Két qua kham, | - Khen nggi bénh vién tét, tét hon 1 sé bénh vién khac

diéu tri - Chi phi khdm con kha cao (3 y kién co so 2).

Y
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III. KET LUAN

Muc tiéu phin diu ciia bénh vién 12 mang lai su hai long cao nhit cho nguoi bénh thé
hién qua muc danh gia didm 5 (rdt hai long). Két qua thu dugc sau khao sat sy hai 1ong nguoi
bénh thang 9 nim 2018 nhu sau:

V& kha niang tiép cén dich vy, ty 16 nguoi bénh hai long déu trén 99.0% nhung danh
gid rat hai long thip chi tir 23.5% - 29,99,

Ty 1€ nguoi bénh hai long vé& sy minh bach théng tin va thy tuc kham bénh, didu tri
trén 94.4%, nhung ty 18 rit hai 10ng chi tir 14.3% - 31.0%. C6 0.5% ngudi bénh khong hai
long vé quy trinh, thi tuc kham bénh va 0.5% nguoi bénh khong hai long vé gig dich vu
(Tw nguyén 3).

V& co sé vat chat va phuong tién phuc vu, ty 18 rat hai 1ong cao nhét v& tinh trang
nha v¢ sinh thuan tién, sir dung t4t, sach sg (34.0%), thép nhdt v& phong chévsinh chey
kham sach sg, thodng mat (29.5%)

Vé thai do Ung XU, ning luc chuyén mén cta nhan vién y té, ty 1é nguoi bénh hai
long dat trén 99.0%, nhung rit hai long chi tir 21.4% - 35.5%,

Diém hai long trung binh cao nhit 13 v thdi do tng xu, nang luc chuyén mon cua
nhan vién y t& véi 4.26/5 diém tai co s& 1 va 4.41/5 diém tai co s& 2; thép nhat 12 v& kha
tiép can dich vu véi 4.21/5 diém - co sé | va 4.29/5 diém - co s& 2.

Ty 1€ ngudi bénh hai long chung vé& chit lwong dich vu dat 99.26%, trong d6 nguoi
bénh danh gia rit hai long 14 29.55%, thap hon so vé6i thang 8/2018 (40.08%), ty 1& khong
hai long 13 0.05% gidm so vdi thang 8/2018 (0.09%).

Ty 1€ nguoi bénh danh gi4 bénh vién da déap ng > 80.0% so véi mong ¢i cua ho 13
91.8%, cao hon so véi thang 8/2018 (86.98%)

Ty 1¢& ngudi bénh chic chin s& quay tro lai hodc gidi thidu cho nguoi khac khi ¢6
nhu ciu 14 98.0% tang 2% so v4i két qua khdo sat thang 8 nim 2018,
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