SO Y TE HA NOQI CONG HOA XA HOI CHU NGHIA VIET NAM

BENH VIEN TIM HA NOI Poc 1ap — Tw do — Hanh phic
sé: M. /BCBVT Ha N6i, ngay o4 thing AQ.. nam 2017
BAO CAO

Két qua khio sat sy hai long ngwoi bénh ndi tri
tai bénh vién Tim Ha Noi thiang 10 nim 2017

Thyc hién Quyét dinh s6 6859/QD-BYT ngay 18/11/2016 ctia Bd Y té v& viéc
ban hanh cic ndi dung kiém tra, danh gia chat luong bénh vién nim 20 16;
Thue hién Ké hoach s6 57/KH-BVT ngay 09/01/2017 cta bénh vién Tim Ha Nbi
vé “Khao sat su hai long cta ngudi bénh va can bg nhén vién nim 2017”;
Mang lu6i Quan ly chat lugng bénh vién Tim Ha Néi tién hanh: “Khao sat su hai
long cta ngudi bénh ndi tri thang 10 ndm 2017 véi muc tidu:
1. Xdc dinh niic dg hai long ciia nguoi bénh diéu tri ndi trii vé chat lwong dich vu
khdm, chita bénh tai bénh vién Tim Ha N§i thang 10 ndm 2017,
2. Tim hiéu mét sé yéu té dnh huong t6i su khong hai long ciia nguoi bénh diéu tri
noi tru tai bénh vién Tim Ha Noi thdang 10 ndm 2017,
1. POI TUQNG VA PHUONG PHAP KHAO SAT
1. Phwong phap:
- Phuong phap khéo sat: Diéu tra m6 ta cit ngang.

- Quy udc cach tinh diém:

Thfmg
diem Mikc d6 hai long Xép loai chung
Piém)
1 Rét khong hai long _
- Khoéng hai long chung
2 Khoéng hai long
3 Binh thuong Binh thuong (Chua thue sy hai 1ong)
4 Hai long .
i Hai long chung
5 Rét hai long

+ Diém hai long ting tiéu chi = s6 phiéu dat diém 4; 5/téng s6 phiéu.
+ Diém hai long chung = téng diém/tdng sb cau héi.
2. Péi twong va thoi gian khao sat:
- Pbi tugng khao sat Ngudi bénh diéu tri tai 07 khoa: Noi, Ngoai, Diéu tri tu
nguyén, Nhi, Hoi stre tich cue, Tim mach chuyén hoa va khoa Cac bénh mach mau.
MBbi khoa thuc hién khao sat 15 ngudi bénh.




- Thoi gian khao sat: Tir 09/10/2017 dén 13/10/2017.
- Tiéu chudn lva chon ngudi bénh:

+ Ngudi bénh duoc thong béo ra vién trong ngay khéo sat hodc d4 nim vién tai
khoa trén 3 ngay.

+ Ngudi bénh ddng ¥ tham gia khzo sat, c6 khé ning tra 11 clu hoi.
D61 v6i tré dudi 18 tudi, tién hanh phong vAn nguéi cham soc trie tiép.
3. Nhan vién thuc hién khao sat:

Céc thanh vién mang lu¢i quan Iy chit luong bénh vién, da dugc tap hudn trude
khi tién hanh khéo st.

II. KET QUA VA BAN LUAN
1. Dic diém théng tin ciia ngudi bénh.

Bang 2.1. Mot s6 dic didm cita nguoi bénh khao sat

Pic diém n %
Téng sé ngwdi tham gia khio sat 105 100
Tudi Trung binh . 53+24
<15 tudi 17 16.19
15 — 60 tudi 39 37.14
> 60 tudi 49 46.67
Gi&d Nam 57 54.29
Nit - 48 45.71
St dung thé bao hiém y té Cé 103 99.04
Khong 1 ' 0.96
Téng sb ngay ndm vién Trung binh 9+7
<10 74 70.48
11-19 22 20.95
>21 9 8.57

Trong 105 ngum bénh dong y tham gia khao sat, ¢6 99.04% ngu’m bénh st dung
thé bao hiém y té. Thoi gian nim vién trung binh Ia 9 ngdy, da sé ngudi bénh c6 thoi
gian nim vién 5 ngay (mode).

D6 tubi trung binh clia ngudi bénh 1a 52 tudi, cao nhit 13 ngwdi bénh 94 tudi va
thap nhit 14 ngudi bénh nhi 4 thang tudi, phan 16n ngudi bénh nim trong nhém trén 60
tudi (46.67%).

2. Mirc d§ hai long clia ngwoi bénh khi siv dung dich vu tai bénh vién

2.1. Kha niing tiép cdn dich vu:
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Bang 2.2 cho thay, ty 18 ngudi bénh rat hai long (mé&e 5) véi cae ndi dung khao
sat vé kha ning tlep cdn dich vu déu tang hon so véi két qua thu dugc tai thing
9/2017. Trong d6 ndi dung ting nhiéu nhét 1a v& vise nguoi bénh héi va goi duge nhin

vién y té khi can thiét véi 22.8% (tir 13.4% 1én 36. 2%).

Béng 2.2, Mirc d§ hai long ciia ngwoi bénh vé kha niing tiép cin dich vy -

Khéng Binh Hai Rét X
TT Noi dung Kkhio sat hiilong | thudmg | Long | hailong | 0P8
. n % | n | % |n| % n | % | N|%

1| Ngudi bénh hdi va goi dugcnhénvién | 0 [ 0.0 3 | 29|64 | 609/ 38 362 105 {100
y t& khi cén thiét

2 | Thoi gian vao thim ngudi bénh duge | 0 | 0.0] 5 48169 657 31 [29.5(105]100
théng bao 18 rang.

3 | Céc khéi nha, céu thang, budng bénh | 1 | 0.95] 7 | 6.7 |66 | 62.85 31 12951105 100
duoc danh sb 16 rang, d& tim.

4 | So do, bién béo chi dan duong déncac | 3 | 2.9| 2 | 1.9| 70| 66.6| 30 12861103 100
khoa, phong 15 rang, dé& hiéu, d& tim

5 | Cac 161 di trong bénh vién, hanh lang | 0 | 0.0 | 7 | 6.7]69 | 65.7] 29 [57.61105 (100
| bing phing, d& di,

Tuy vay, con 2.9% ngudi bénh khéng hai long véi cac chi din tim kiém trong
bénh vién v& so dd bién bao va 0.9% nguoi bénh khong hai long v6i viée danh sb khéi

nha, ciu thang, budng bénh.

100% -
90% -
. 32.
$0% 39
70% A

60% -

40% | . 638,
30% -
20% -

10% -

0%

1.2

Chd goi nhén vién  Chd tham kham
khi nhép khoa

Che kham

todn

Chdr thu tuc thanh

® R4t hai long
s+ Hai long

M Binh thudng
# Khéng hai long

Biéu do 2.1. Mikc dj hai Iong cva NB ddi véi thii gian cho 1idp can dich va

(Don vi: %)

: Ty 1& ngudi bénh rét hai long cao nhit thude vé thoi gian cho goi nhén vién y té
(35.2%) va thip nhét 1a v& thoi gian ch¢ thi tuc thanh toan (17.6%). So vdi thang
9/2017, ty 18 rét hai long v& cc noi dung déu tang tir 11.2% - 18.0% lén 17.6% - 35.2%.
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Co 85 ngudi bénh danh gia vé thoi gian chd 1am tha tuc thanh toan, trong dé co
1.2% ngudi bénh khéng hai long (tai co sé& 1). C6 06 ngudi bénh tham gia khao sat duge
hen thanh todn sau, tuy véy, khong c6 ngudi bénh nao phan nan vé vén dé nay.

2.2. Sw minh bach théng tin va thi tyc kham bénh, didu trj

Bing 2.3. Mic d9 hai 1ong cfia ngudi bénh Vé‘:i sw minh bach thong tin va thi tuc
kham bénh, diéu tri

Khong Binh Hi RAt hai .
TT No6i dung khao sit hailong | thwdng Long long Tong
n | % | n[%|n] % | n|%|N| %
1} Giai thich tinh trang bénh va| 0 [ 0.0] 3 | 2872 68.6| 30 |28.6]105 (100
phuong phép diéu trj
2 | Giai thich, tv vin truéc lam xét| 0 | 0.0] 6 57170 | 66.7| 29 (27.6] 105 1100
nghiém
3 | Quy trinh thi tuc nhip vién 0 100| 6 | 57|71 67.6| 28 [26.7] 105 100
4 | Cong khai, cdp nhit thong tinthuéc | 0 [ 0.0] 9 | 8.6| 68| €4.7 28 |26.7| 105 {100
| va chi phi
5 | Buge pho bién ndi quy, théng tin | 0 | 0.0| 9 | 8.6]69 | 65.7] 27 257 105 [100
cn thiét

Ty 1¢ nguoi bénh hai 1ong vé sy minh bach théng tin va thl tuc khdm bénh, didu
tri déu dat trén 90%. Trong do, tj 1& hai long cao nhit 1a vé viée dugc giai thich tinh
trang benh, phuong phap va thoi gian dy kién diéu trj (97.2%), t 1¢ hai long thip nhét
2 v& vige duge phd bién ngi quy, thong tin cdn thibt khi nim vién (91.4%).

Ty 18 ngudi bénh rédt hai long déu ting so véi két qua khao sat thang 9/2017 tur
12.4% - 20.0% lén 25.7% - 28.6%, nhung ty 1& nguoi bénh chua thuc su hai long
(danh gid binh thudng) tai thang 10/2017 cling ting hon so véi thang 9/2017,

2.3. Co s& viit chit va phwong tién phuc vu ngudi bénh.

Béng 2.4. Mirc dd hai long v6i co sé vit chit va phuwong tién phuc vu

Khéng Binh Hlai RAt hai <
1:1a s .\ \ Tong
TT Noi dung khio sat hailong | thwong Long long
n | %{n|%|{n| % n | % | N| %
1 | Bubng bénh khang trang, ddy a¢a| 0 { 00| 7 | 6763 60.0| 35 (33.3] 105 {100.0
thiét bi didu chinh nhiét do
2 | Quin 4o day dn, sach s& 0.0 1.9 69| 65.7| 34 {32.4]105 [100.0
Giudng bénh day du 1 ngudi/ 0.0 3.8167| 63.8] 34 [32.4|105 [100.0
giudng, an toan
4 | An ninh trét tu 0.0 4.8 67| 64.4| 32 |30.8| 104 [100.0
Nude udng néng lanh déy dit 0.0 3869 | 65.7| 32 [30.5] 105 [100.0
Nha vé sinh thufn tién, sach s&, st 2.8 6.7 63| 60.0| 32 |30.5] 105 |100.0
dung tbt ,
7 | Dam bao su riéng tu I 1095 5 1475|169 65.7| 30 {28.6] 105 [100.0
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Khong | Binh Hai Rét hai 2
Nbi dung khio sit hiiléong | thwdmg | Léng long Tong
n | % | n|%{n| % n | % | N %
Chét lugng phuc vu cta cing tin | 5 {52 10‘ 10.4 | 55| 57.3| 26 |27.1| 96 [100.0
Bénh vién xanh-sach-dep 0 |00 7 | 6770 66.6| 28 |26.7] 105 [100.0

Bang 2.4 cho thdy, ty 1& ngudi bénh hai lc‘mg vé ché"tt lugng phuc vu clia cang tin
giam 6.4% so véi thang 9/2017 (tr 90.8% xudng 84 4%) Céc ndi dung con lai v& co
s& vAt chét va phuong tién phuc vu ngum bénh déu mang lai sy hai long cao hon.
Trong d6, ty 1¢ ngudi bénh hai long vé giudng bénh diy du ting nhiéu nhit véi 4.8%
(tr 91.4% thang 9/2017 1én 96.2% thang 10/2017).

Khéng c6 ngum bénh khdng hai long v& vén d& nim ghép. Tuy nhién ngudi
bénh bay t6 mong mudn vé vide bénh vién thuc hién tu stra co s¢ vat chét khang trang,
rong rai hon, han ché dwoc vin dé& nim ghép giudng chét chdi va mé réng céc khu nha
tro cho ngudi nha & xa. (Nguoi bénh khoa Tim mach chuyén héa, Céac bénh mach mau
va khoa Noi)

Ty 18 khong hai ldong vé& nha vé sinh chiém 2.8% (tdng 0.9% so véi thang
9/2017), cu thé:

- Khoa N¢i: ngudi bénh phan nan vé viée voi nudce nha vé sinh ti, gy wét va mii hoi kho
chiu méc di nhén vién lau don thudng xuyén.

- Khoa Céac bénh mach mau: Ngudi bénh phan nan nha vé sinh phong 2 chit, voi nurde
nha v& sinh chung bi rd. Tuy nhién, khi nhan dugc phan hdi, khoa di nhanh chéng khéc
phuc kip thoi phuc vy ngudi bénh.

C6 1 nguoi bénh khoa Céc bénh mach méau khéng hai long vé viée duge dam béo
riéng tu trong thoi gian diéu tri, ngudi bénh chia sé viéc bd tf nam nit chung 1 phong cén
gay ra nhidu bt tién trong sioh hoat ¢4 nhén (mdc dit bénh vién ¢6 cung cp cdc vach che
di dong diy du).

Trong 96 ngudi bénh khéo sat danh gia v& cing tin bénh vién, ¢6 5.2% ngudi
bénh khong hai long (2.08% co 56 1 va 3.12% co s¢ 2). Tai co s 1, ngudi bénh gépy @b
in cing tin cin da dang hon. Tai co so 2, bén canh gép v vé tinh da dang ctia db in,
ngudoi bénh nhén xét chi phi con hoi cao.

2.4. Thai d9 ing xt, niing lye chuyén mén ciia nhan vién y té
Bang 2.5 cho thdy, ty 1& ngudi bénh hai long v& tinh than, thai d0 cta nhén vién y

té cao, trong d6 ¢ nhidu ndi dung ty 1& hai [ong dat dén 100%.

Tu vén ché d6 #n, van dong, theo doi va phong ngira bién chiing 14 ndi dung ¢o
su hai 1ong ngudi bénh thip nhét véi 96.1%

Ty 1& ngudi bénh rit hai long cao nhét thude v& tinh thin thai d6 giao tiép cta
bac sy va didu dudng (53.3%). So véi thdng 9/2017, ty 1€ ngudi bénh rdt hai long (mic
5) tai cae ndi dung déu ting.
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Béing 2.5. Mirc d hai long ciia ngudi bénh vé tinh thin, thai db giao tiép clia NVYT

Khéng Binh i RAt hai 2
TT Noi dung khio sat hailong | thudng Long long Tong
n | % |n|%in| % n | % | N %
1 | Thai d¢ cua BS, BD 0 [00] O | 0049 46.7| 56 153.3] 105 [100.0
2 | Biéu hién goi ¥ bdi dudng 0 | 00| 0 ] 0.0]|50]| 47.6] 55 [52.4]105 [100.0
3 | Thai dd cha ho ly 0 [ 00] I |095{54151.43] 50 [47.62| 105 [100.0
4 [NV y t& tén trong, ddi xir ¢dng| 0 | 00| 0 | 00/56| 533 49 [46.7| 105 [100.0
bing, quan tam, gitp d&
5(BS, DD hoptac tot va xtt Iy cong | 0 | 0.0| 0 | 0.0156| 53.3| 49 46.7} 105 |100.0
viéc thanh thao kip thoi
6 | BS huéng dan, din do khi ra vién 0 100 0 | 00|59] 57.8] 43 [42.2]1021100.0
7 | BS kham, ddng vién 0 100 1 [095]60|57.15| 44 [41.91105 [100.0
8 | Tu vin ché do 4n, van dong, theo | 0 | 0.0| 4 | 3.9[57| 54.8] 43 [41.3] 104 [100.0
d&i va phong ngira bién chimg
9 | NV huéng dén thu tuc ra vién 0 00| 1 (098]|60|58.82 41 [40.2] 102 [100.0
10 | Thé: d6 nhan vién bao vé 0 [ 00| 3 | 29168} 66.0] 32 [31.1]103 [100.0
11| NV lam thi tuc thanh toan viénphi | 0 | 0.01 2 | 2.4[57| 68.7] 24 [28.9] 83 1100.0

(Ghi chii: NVYT: Nhdn vién y té)

So sénh danh gid cua ngudi bénh dbi voi thai do Ung X0, ning luc chuyén mon

ctia nhan vién y t& giita cac khoa

Cac bénh mach
mau

Tim mach 44 #1435
chuyén hda

T
L
;] o
3
P
3
A
I H
§
/ |
3
24
T

ﬁi-

i stre tich

cuc

~¥—Thang 10/2017

=z=Thang 9/2017

Biéu d’o 2.2. So sanh diém hai long trung binh cia NB doi véi thdi do tng xit, ndng lyc
chuyén mén cua nhén vién y té giita cdc khoa

St dung thang diém Likert vi 5 muc d chia su hai long clia ngudi bénh tir rét
khéng hai 1ong - rit hai long twong tng véi 1 didm - 5 didm, két qua cho thiy didm hai
10ng trung binh ctia ngudi bénh vé thai do tng Xir, néing luc chuyén mén ciia nhén vién
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y té tai cac khoa déu dat mirc diém 4 tr& lén, diém hai long trung binh cao nhét 13 tai
khoa Pidu tri tu nguyén (4.76/5 diém), thdp nhit 1a khoa Nbi v6i 4.13/5 diém.

So v6i thang 9/2017, diém hai long trung binh tai khoa BPiéu trj tu nguyén ting
0.5%, khoa Hbi strc tich cyc ting 0.49 diém, didm hai 1ong trung binh tai céc khoa khac
c6 su khéac biét khéng dang ké.

2.5. Két qua cung cip dich vu

2.5.1. Mitre d9 hai long clia ngwdi bénh véi két qué chiim séc va didu tri:
Bing 2.6. Mic d§ hai long ciia ngwoi bénh vé két qua kham va didu tri

_"-_ pASY .

Khéng Binh Hai RAt hai T3
TT N&i dung khio sat hailong | thuwomg | Long long ong
n| % |n|%|n| % [n] % | N[ %
1 | Chét luong chim séc cia PD 0] 00| 0 | 00]63] 60.6] 41 [39.4 104100
2 | Chén doan va didu tri ctia BS 0| 00| 0 {00/|65]625]39 | 375104 100
3 | Tin tudng vé chdt lugngdichva™ | 0 | 0.0] 1 [0.95|66 |62.85] 38 | 362 105 | 100
4 | Cép phat thubc va huéng dAn day | 0 | 00| 2 | 1.9]165 | 61.9] 38 36.2 [ 105 | 100
i
5 | Két qua diéu tri 01 00| 1 (095|068 |64.75] 36 | 34.3 {105 | 100
Trang thiét bi, vt tu day da 0| 00| 4 138[65]619[36 | 34.3]105] 100
7 | Gid ca dich vu y t& 1] 097 5 |483|66| 64.1] 31 [30.1 103100

100% ngudi bénh tham gia khéo sat hai long vé& chit luong chim séc cua didu
dudng va viéc chin dodn didu tri cta bac s¥.

Ty 1& ngudi bénh rit hai long (mic 5) khi dénh gia tét ca cdc noi dung déu ting
so v6i két qua khdo sét thang 972017 thr 21.8% - 28.6% 18n 30.1% 39.4%, trong dé6 cao

nhét thudc 1 danh gia vé chét lugng chim séc cta diéu dudng v6i 39.4% (ting 10.8%
so v&i thang 9/2017).

Vi gi ca dich vu y t&, ¢6 0.97% NB khong hai Iong. Ngudi bénh nhén xét gia
dich vu con cao.

2.5.2. Dap tng so véi mong doi va sy lua chon quay lai cia ngwdi bénh

Khao sat muc d6 bénh vién dap ung so v6i su mong doi cia ngudi bénh trude
khi nim vién theo ty 1& % thu dugc két qua nhu sau:

Ty 1€ ngum bénh danh gid duoc bénh vién dap Gng trén 80% mong doi so véi
truée khi nim vién chiém 94.3% (cao hon 6.7% so v6i thang 9/2017 - 87. 6%), ty 18
mong doi ctia nguoi bénh dwge dép Gng thip nhét 14 80% va cao nhit 1a 100%. Trong
d6 sé ngudi bénh danh gia bénh vién ddp \ng dwgc 100% mong doi cao nhit véi 40
ngudi (mode).
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B < 50%
B> 50% dén < 80%
B> 80%

Biéu do6 2.3. Danh gid su ddp iing so v6i mong doi ciia nguoi bénh

Béng 2.7. Panh gia sy lya chon quay lai cia ngwoi bénh

Lwa chon n %
1. Chic chin khdng bao gitr quay lai 0 0.00
2. Khong mubn quay lai nhung ¢6 it lya chon khac 0 0.00
3. Mubn chuyén tu_yén sang bénh vién khac 0 0.00
4, C6 thé s& quay lai : 16 16.0
5. Chéc chan s& quay lai hodic gi6i thiéu cho ngudi khac 84 84.0
Téng 100 100.00

Khi dugc phéng vén vé su lua chon quay lai str dung dich vu y té tai bénh vién khi
¢d nhu cau c6 84.0% ngudi bénh khing dinh chéc chin s& quay lai hofic gid¢i thidu cho
ngudi khac khi ¢6 khi nhu cu, thdp hon 0.8% so véi thang 9/2017 (84.8%), c6 16.0%
ngum bénh lwa chon ¢ thé s& quay lai. Mot sb ngudi bénh nha xa nén con din do trong
quyét dinh Iwa chon tr& lai bénh vién kham chita bénh.

2.6. Panh gia chung
2.6.1. Panh gid mirc d§ hai long ngudi bénh giita cic nhém chi sé

Ty 1¢ hai long chung duoc tinh bang s6 cAu tra 1&i & miic 4 va 5 trén tng s6 cau tra
Joi clia ngudi bénh khi d4nh gid v& cac ndi dung khéo sdt. Két qua thu duge tai thang
1072017 ngudi bénh hai long 14 95.92%, khéng hai long 1a 0.35%, va binh thuong 1a
3.73%.

‘ Thai do, img x, ning lyc chuyén mén cia nhan vién y 1 ¢6 diém hai 10ng trung
binh la cao nhét véi 4.42/5 diém.

So v6i két qua thang 9/2017, diém hai long ctia cdc nhém chi sé déu dugce cai
thién (ting tir 0.08 diém dén 0.18 diém).
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Kha ning

Két qua dich vy </

Thai d§ ang |
xt, ndng lyc <\ .
chuyén mén

tiép cdn

Thai gian cho
tiép cén dich vu

Sw minh bach
théng tin va tha
tuc kham
bénh, didu tri

«if~Thang 10

s Thing 9

Biéu dé 2.4 . So sénh diém hai long ciia NB giita cdc nhom chi s6 hai Iong théng 9 va thang 10
2.6.2. Tong hop mot sé ¥ kién goép y cia ngudi bénh
Bing 2.8. Tdng hop y kién, gép ¥ ciia ngwoi bénh .
r 3 A Ts
TT Vin a3 NB tai khoa So inh trang
lorgng hién tai
; Tll.iéu ti dAu giudng, ddng hd, 1 lanh, Pidu ] tw nguyén 03 |Khoa d;mg chd duge
tivi : trang bi.
Dd kbic phuc bang
5 Nén kP(’)a cira ddu khoa d8 thét chit an Didu trf ty nguyén 0l cach kh(?a (iffa o p‘hia
ninh tét hon. trong va tang cudng
gidm sat trong gidr truc
5 | Gidmoc treo quan 4o bi gi, hoen & géy Nhi 01 | Pa khio phuc
mat thdm m¥
L - . 3, | Nhi 02
Nén bo tri thém vi tri phoi quén go. hi )
4 (Khoa Nhi hién tai pl.lorg trong khu vye | C4c  bénh  mach o1 Chua khidc phuc
nha vé sinh bi gdy hoi, 4m mdc) méau
Ngudi nha vao thim gy on ao, anh ) ) o .
5 hudng téi sy nghi ngoi clia nguoi bénh | Cac bénh  mach 01 Khoa dé tédng cudng
cung phong (méc di nhén vién trong | mau nhédc nho
khoa thudng xuyén nhéc nhé day dn).
IIL KET LUAN

Mirc d6 hai long ciia ngudi bénh vé dich vu va chét lwong phuc vu 12 thuée do
dénh gia chit luong bénh vién. D& khéng ngitng ning cao chit lugng bénh vién, ting
budc cai tién cac hoat dong nhim hudng dén muc tidu mang lai su hai long cao nhét




(rdt hai long - mirc 5) cho ngudi bénh. Két qua thu duoc sau khao sat ngudi bénh nodi
tra tai bénh vién Tim Ha No6i thang 10/2017 nhu sau:

- V& kha nang tiép can dich vu: 2.9 % nguoi bénh khong hai 1ong voi cace chi din tim
kiém trong bénh vién vé so dd bién bao va 0.9% NB khong hai long vé vide ddnh s6 khéi
nha, ciu thang, budng bénh.

- V& thoi gian chor tiép can dich vu: T§ 1¢ ngudi bénh rt hai 1ong cao nhét thudc v& thoi
gian cho goi nhén vién y t€ (35.2%) va thip nhit 1 v& thoi gian che thi tuc thanh todn
(17.6%). C6 1.2% ngudi bénh khong hai long vé thoi gian che [am thi tuc thanh todn (tai
co s6' 1- do hen thanh toan khong rd lam NB phai di lai nhiéu 14n).

- V& co s& vt chit phuong tién phuc vu NB, khéng c6 NB khéng hai long véi céc
van d& nim ghép. Ty 18 khong hai long vé nha vé sinh chiém 2.8%.

- Khao sat danh gia vé cang tin bénh vién, c6 5.2% ngudi bénh khéng hai long
(2.08% co s 1 va3.12% co s6 2).

- So sanh gitita cdc khoa: Diém hai long trung binh cao nhit ndm tai khoa Diéu tri
tw nguyén véi 4.76/5 diém, thip nhat a khoa Noi véi 4.13/5 dibm.

- Ty 1& nguoi bénh danh gia duge bénh vién ddp Gng trén 80% mong doi so véi
trude khi ndm vién chiém 94.3% (cao hon 6.7% so véi thang 9/2017)

- 86 lugng ngudi bénh chic chin quay lai hodc gidi thiéu ngudi khac khi ¢6 nhu
céu 1a 84.0%, thap hon 0.8% so v&i thang 9/2017 (84.8%).

- Ty 1€ hai long chung ctia ngudi bénh ndi tri tai thang 10/2017 1 95.92%. khong hai
long 1a 0.35%, va binh thuong 1a 3.73%.

- So sanh diém hai 1ong gitra cac nhom chi sé thu duge két qué: diém hai long cao
nhat & nhom chi s6 vé thai do ung xir va ning luc chuyén mon (4.42/5 diém). So véi
két qua thang 9/2017, diém hai 1ong ctia cdc nhom chi s& déu duoc cai thién (ting tir
0.08 diém dén 0.18 diém).

PTP. QUAN LY CHAT LUONG GIAM POC DUYET
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Nguyén Thi Héng Thu
Noi nhan:
- Ban Giam dbc (dé béo céo);

- Céc khoa, phong (dé thuc hién);
- Luu: QLCL, VT.




