SO Y TE HA NOI CONG HOA XA HQI CHU NGHIA VIET NAM

BENH VIEN TIM HA NOI Pic 1ap — Tw do — Hanh phiic
Sé:0498 /BC-BVT Ha Noi, ngay 09 théng F nam 2018
BAO CAO

Két qua khao sat su hai long ngwdi bénh ngoai tri
tai bénh vién Tim Ha Noi thang 06 nim 2018

Cin cir Cong vin s§ 1626 /KCB- QLCL ngay 03/11/2017 ciia Cyc Quan Iy Kham,
chita bénh — B9 Y € v& viéc hudng din kiém tra, d4nh gid chit lugng bénh vién va khao sét
hai 16ng ngudi bénh, nhan vién y & nim 2017.

Thyc hién K& hoach s§ 120/KH-BVT ngay 12/01/2018 ciia bénh vién Tim Ha Néi
vé “Khéo sat sy hai 10ng cta ngudi bénh va can bd nhan vién nim 2018,

Mang luéi Quéan 1y chét lugng bénh vién Tim Ha Noi tién hanh: “Khao sat sy hai
long cia ngudi bénh ngoai tra thang 06 nam 2018” véi muc tidu: |

1. Xdc dinh mikc dj hai long ciia ngudi bénh ngoai tris khi sir dung dich vu tai bénh vién

Tim Ha N¢i thang 06 ndm 2018.
2. Mot sé yéu 16 anh hucng t6i sw hai long clia nguoi bénh khi sir dung dich vu tai bénh
vién Tim Ha Noi thang 06 ndm 2018.
I. POI TUQNG 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 chuin chon nguwoi bénh khéo sdt

- Thoi gian va dia diém khéo sat: Tir 18/06 - 22/06/2018 tai khoa Kham bénh, Phong
kham da khoa va khoa Kham bénh ty nguyén - bénh vién Tim Ha Noi. '

- Tiéu chuin lya chon ngudi bénh: Ngudi bénh tir 18 tudi, d@)ng y tham gia khao sat,
c6 kha nédng tra 161 cdu héi va da hoan thanh qua trinh kham bénh (béc si da két thic qua
trinh kham trén hé thdng may tinh va ¢6 don thudc).

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

Khdo sdt vién: Thanh vién mang lwéi Quan Iy chit lugng bénh vién khong tham gia
truc tiép' vao qua trinh cung cép dich vu kham, chita bénh ngoai tra va dugc tép huén k§
noi dung khao sét. '

Xiv I 56 ligu: STATA 12.0 va céc phuong phép théng ké y hoc thong thuong.

Quy wéc cdch tinh diém: B6 ciu hoi duge chdm diém theo thang diém Likert véi 5
murc d9. Céc lwa chon ciia ngudi bénh tinh diém twong Gng nhu sau:




Thang diém (Diém)

Mirc d§ hai long

Xép loai chung

1

Rét khong hai long

Khong hai long chung

Rét hai long

Hai Iong chung

2 Khong hai long

3 Binh thudng Binh thudng (Chua thuc sy hai long)
4 Hai long

5

Diém hai long chung = téng diém/tdng sb cau hoi

Diém hai 1ong cho timg van dé = tong s phidu nhén xét diém 4, 5/ tong sb cau tra 1
IL KET QUA VA BAN LUAN

1. Diic diém thong tin ciia ngwdi bénh.

Mot s6 diic diém clia ngudi bénh trong qué trinh khao sat 1a:

- 100 nguoi bénh co s& 1 gdm: 13 nguoi kham tai Ty nguyén 1; 23 nguoi bénh Tu
nguyén 2 va 64 ngudi bénh Ty nguyén 3.

- 100 ngudi bénh co s& 2 c6 2 ngudi bénh kham Tu nguyén va 97 ngudi bénh tai khoa

Kham bgnh va ¢6 01 ngudi bénh tai Phong kham da khoa.

Tudi trung binh cia nguoi bénh tham gia khao sat 1 53.5 + 19.2, ngudi bénh thudce
doi twong wu tién 12 8.54%. T¥ 1& ngudi bénh sir dung thé bao hiém y t& khi kham, chita

bénh 14 88.5%. C6 58.5% ngudi bénh tham gia khdo sat dang trong chwong
cdc bénh mén tinh clia bénh vién. Ty 1¢ ngudi bénh 1in diu t6i kham 13 19.2%,

chi yéu tai co sé 1 (31/100 nguoi bénh).

2. Mirc d§ hai long ciia ngwoi bénh khi six dung dich vy tai bénh vién

2.1. Kh ning tiép can dich vu:

Bang 2.1. Miac d hai long cta ngwdi bénh vé kha niing tiép cin dich vu

‘rinh quan ly
trong d6

Khéng Binh Hai lon Rat hai Tén
Noi dung hai long | thwong g long g

' n % n % n % n % n %
;‘Ei;‘l tll?;e“ cac thong tin va dang k| 101 6 45| 6 | 463 | 66 492 | 134 | 100
Knbi nhd, cay thang, duge dénh 6 15 0 100 7 |35] 101|505 92 460|200 100
rang, dé tim .
LOi di trong bénh vién, hanh lang bang 0 100| 8 40/ 100|500/ 92 50 |200| 100
phéng, dé di i
>0 40, bién béo chi dan dudng den cée | o T LT 520 | 89 | 445 | 200 | 100
khoa, phong 15 rang, dé hiéu
Bién bao, chi din dudng dén bénh ‘ '
Vien 13 rng 0 100| 7 3510452089 | 445 | 200! 100
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Bang trén cho thiy ¢6 134 ngudi bénh tim hiéu cac thong tin va dang ky khim qua dién
thoai, trang tin ciia bénh vién, ty 1& ngudi bénh hai long 12 95.5%, rat hai 1ong 14 49.2%.

Nhitng ndi dung khdo sat khac v& kha ning tiép cén dich vu ¢0 ty 1€ ngirdi bénh hai
long & mire cao trén 96%, ty 18 rat hai long dao dong tir 44.5% - 46.0%, cao hon so véi kbt
qua khao sat thang 5/2018 khi ty 18 ngudi bénh rit hai 1ong tr 26.5% - 29.0%.

2.2. Sy minh bach théng tin va thi tuc kham bénh, diéu trj

Bang 2.2. Mirc d¢ hai long ciia ngwoi bénh vé quy trinh kham bénh ciia bénh vién

Khéng Binh [ .o Rit Tén
Noi dung hailong | thuong ® | hailong | TOM8

n1 % | n | %|n | %]|nl| %] n %
Nhén vién y t€ tip dén, huéng dan NB
1am tha tyc-niém nd, tan tinh 7 : 05 7 > |25 95 | 415] 9 | 495) 20| 100
Thoi gian chd linh thudc bao hiém/mua 0100 7 |36 94 |4s2| o4 | 482 195 | 100
thuoc dich vu ' ’ ’ )
Thoi gian cho lam siéu 4m mach/siéu am
bung 01007 [64] 51 |468]| 51 | 468/ 109 100
Gid dich vu y t& niém yét 18 rang, cong khai,
minh bach 0 100} 5 [25]103|515| 92 {460] 200 100
Quy trinh, thii tuc khém bénh dugc cai cach
don gidn, thuan tién 1 1 05| 8 [40/101[505| 9 | 450/ 200 100
Thoi gian dugce bac s kham va tu van 0 1001260 98 [490!| 9 | 450 200 | 100
Pugc xép hang theo thi tu trude sau khi lam
cc thu tyc dang ky, ndp tién, khdm bénh, xét | 1 | 05 | 5 251107 | 535| 87 | 435|200 | 100
nghiém, chiéu chup
o gian chd doi lam thi tye dang ky | 71" T 98 | 490 | 87 | 435 200 | 100
kham bénh
Thoi gian chd 1am dién tim 0 | 00|13 167 97 |497| 8 436 195 | 100
Thoi gian cho t6i luot Bac st kham 0 | 00|16 |80 99 [495]| 85 4251200 | 100
Thoi gian cho chyp X- quang 1 109 5 |49 54 |524]| 43 | 418 103 100
Quy trinh kham bénh duoc niém yét 13 rang, 1105 |6 |30]111|ss5| 82 |410]200] 1 00
cong khai, dé hiéu ) ' ) )
Thoi gian cho lam xét nghiém 0 100 |11 |73 78 |517| 6 1410] 151 100
Thoi gian chd 1am siéu 4m tim 0 100 |11 (80} 74 |540| 52 |380] 137 100

Két qua khéo sat cho thiy ty 18 ngudi bénh hai long v& sy minh bach thong tin va
giam nhe so véi thang 5/2018 (tlr

thii tuc khdm bénh, diéu tri dao dong tir 92.0% - 97.5%,
93.0% - 98.5%), nhung ty 1& ngudi bénh rit hai long tir 38.0% - 49.5%,

thang 5/2018 (16.0% - 37.0%),

cao hon so véi

Viéc nhan vién y t€ tiép don, hudng dan ngudi bénh lam cac thd tuc niém né va tén tinh

c0 ty 1€ ngudi bénh hai long 13 97.0%, trong d6 ty 18 rét hai long 14 cao nhét véi 49.5%.

Thoi gian cho 1am sidu 4m tim va chdr t6i lrot bac st kham c6

t 18 ngudi bénh hai

long thép nhét véi 92.0%, trong d6 thoi gian chd 1am siéu 4m tim c6 ty 16 ngudi bénh rét
hai long thap nhét véi 38.0%. Thoi gian cho tdi lwot bac s kham du khéng c6 ngudi bénh
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khong hai long nhung ty 1€ ngudi bénh chua thyc sy hai 1ong (mirc 3 - binh thudng) 1a
cao nhét v&i 8.0%.

Thoi gian ch 14y thube bao hiém/mua thude dich vu c6 tj 18 ngudi bénh hai long 13
96.4%, d4 ting 2.9% so v&i thang 5/2018, trong d6 ty 18 rat hai long tang tlr 22.5% (thang
5/2018) 1én 48.2% (théng 6/2018).

C6 0.5% ngudi bénh khong hai 1ong vé& quy trinh kham bénh dugc niém yét, cong
khai va dugc cai cach, don gian thuan tién (co s¢ 2). Nguoi bénh gép y quy trinh kham
bénh codn rudm ra, nhidu khau xép sb liy s6 tht tu, bénh vién nén xem xét cach quén ly
hé so bénh 4n mét cach khoa hoc hon, hodc nang cép st dung phin mém quéan 1y hd so
di€n ti thudn tién cho viée béc st tra ctu hd so, ddng thoi cling mong muén ugc 1 bac si
kham, chita bénh xuyén suét trong qua trinh diéu tri.

Co6 0.5% ngudi bénh khong hai 1ong v& thoi gian c¢ho chup X-quang va viée duge
xép hang theo dtng sb thi tu trude sau. Day la trudng hop cla ngudi bénh kham tai khu
Tu nguyén 3, ngudi bénh birc xtic khi ngdi ché 14u ma chua dén lwot chup X — quang,
trong khi nhiing ngudi bénh khac (khu Ty nguyén 1 va 2) téi sau lai duge vao chup truée.
Qua tim hiéu dwogc biét ca 3 khu Ty nguyén sir dung chung 01 phong chup X - quang,
nhung do Hudng dan vién sip xép, bb tri nguoi bénh cac khu Ty nguyén khong hop Iy
din dn viée ngudi bénh bire xc.

2.3. Co sé vat chit va phuong tién phuc vu ngudi bénh.

Bang 2.3. Mitc d9 hai 1ong véi co sé vt chit, trang thiét bi ciia bénh vién

Khong Binh Hai Ion Rét hai Tén
Noi dung hailong | thuwong g 1oy &
n | % | n| % n % n % n %
Déam bao an ninh, trit ty, phong ngira
am b 0 {00 2 |1.0] 104|520/ 94| 470|200/ 100
trom cép.
Phong cho bénh vien di ghé ngoi, sa | T T, 2.0 | 106 | 53.0 | 90 | 45.0 | 200 | 100
dung tot
M trudng bénh vién xanh, sach,dep | 0 0.0 | 8 | 4.0 | 103 | 51.5 | 89 | 445 | 200 | 100
phong chojsanh chd kham sach s&, [ 1o 0T D ST 00 (538 | g8 44.0 | 200 | 100
thodng mat, kin gio, ... ]
iﬁi ve sinh thugn tién, st dung 0 | o o015 o5 | 107 | 535 | g8 240 | 200 | 100
Quat, diéu hda ddy du hoat dong tit 0 100| 6 |3.0] 106 |53.0 | 88 | 44.0 | 200 100
Dam béo riéng tr khi kham benh, chicu | 10 1, 2.0 | 110 | 550 | 86 | 43.0 [200| 100
chup, khi [dm thu thujt
g;fo“g ien gt nguot benh tm Iy thodi | o1 o015 [ 25 | 109 | 545 | 86 | 3.0 |200 | 100

V& co sé vat chat va phuong tién phuc vu ngudi bénh c6 ty 1€ hai long cao trén 95.0%,
khéng chénh 1&ch nhiéu so véi thang 5/2018, nhung ty 18 rat hai 1ong 14 43.0% - 47.0% cao
hon so véi thang 5/2018 (34.0% - 37.5%). Trong d6 viéc bénh vién dam bao an ninh, trét tv,
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phong nglra trdm cip cb ty 18 ngudi bénh hai 10ng 13 cao nhét véi 99.0% (ty 18 rat hai long 1a
47.0%), céi thién hon so véi thang 5/2018 (hai long 14 99.0%, rat hai long 14 34.5%)

Tuy nhién, trong qué trinh phéng van, ghi nhan cac v kién g0p y cuia ngudi bénh co sé 1
phan anh ring co s& vat chét clia bénh vién con chat choi (3 ¥ kién), khu finh thudc bao hidm
chat, nho, dn 40 do tiéng quat mdy va hé théng may canh khu xét nghiém, trong <hi nhin vién
khoa Duoge st dung loa goi nho, khi ngudi bénh ngdi xa s& khong nghe 13 (4 ¥ kién).

2.4. Thai d§ émg xit, niing lwe chuyén mén ciia nhan vién y te

Bing 2.4. Mirc d¢ hai 1ong cia ngwdi bénh vé tinh thin, thai d9 giao tiép cia NVYT

Khong | Binh Hai lon R4t hai T4
Noi dung _hailong | thwong A g long ong
. n | % | n| % n % n Y% n %
Nang luc chuyén mén cia Béc si, Didu dudng
_ . 0 100] 2 |1.0| 97 | 485|101 505|200 100
dap ung mong doi :
Dugc nhan vién y t& ton trong, d6i xir cong
. . 0 |00 1 (0510251097 485|200 100
bang, quan tAm
Tinh thén, thai dd clha nhén vién khoa xét
A 0 100 T {07 77 |51.0] 73| 483|161 100
nghiém
Hudng dan vién c6 11 néi, thai do, giao T
K e _ F105) 3 11.5/(100 (5001 96| 48.0 | 200 100
tiep ding muc
Tinh than, thdi d6 nhan vién phong siéu
A 0 [00) 1 107 74 | 540 | 62 | 423 | 137 100
am tim
Tinh thén, thai d6 nhén vién phong Siéu am »
A A 0 /00| 1 109 56 |514152] 477|109 100
mach/ siéu &m bung

Béc s§ c6 161 noi, thai d9, giao tiép ding

0 |00 3 |15]|102]|5101] 95| 475 {200

. 100
muc

Tinh thén, thai do cta nhan vién quéy thude 0 |00} 1 [05] 104|533 |90 | 462|195 100
Tinh thén, thai d6 cta nhan vién phong X- 0 00| 3 |29 55 | 534 45 | 437 | 103] 100
quang . ) ) )

Tinh than, thai d6 cha nhan vién bao vé 0 100] 6 [3.0] 107 | 535 87 | 43.5 [ 200 | 100
Tinh than, thai do cta nhan vién ké toan 0 100] 2 |1.0] 111|555 87 | 435 [ 200 100
Tinh than, thi d6 cta nhan vién phong dién

tim 0 100 1 [05] 113|580 | 81 41.5 1195 | 100

K&t qua khao sat cho thdy tj 16 ngudi bénh hai long vé tinh than, thai do giao tiép
cta nhén vién y té tir 96.3% - 99.5%, cao hon so véi thang 5/2018 (96.0% - 98.5%), trong
d6 rat hai long tir 41.5% - 50.5% (thang 5/2018 14 33.4% - 45.6%) |

Néng luc chuyén mon cia béc si, didu dudng dép ung theo mong dgi c6 ty 1€ ngudi
bénh hai long 99.5%, trong d6 ty 18 rit hai long 13 cao nhét véi 50.5%.

Qua trinh phong vén ¢6 01 y kién ngudi bénh co s& 1 va 10 ¥ kién ngudi bénh co so
2 khen nggi tinh thén, thai d6 phuc vy ngudi bénh cia nhan vién y té,




2.5. Két qua cung Cf’lp dich vu

Béng 2.5. Mirc d¢ hai 1ong ciia ngwdi bénh vé két qua kham va didu tri

Khéng Binh Yiai lon Rit hai Tén
Noi dung hai long | thwong s 1ong g

n % n % n % n % n %
o long It tham gia chuong trinh | o\ o 0 | 5 |y 1 st Tasz | 65 | ssa 118 ] 100
bénh mén tinh
por Jua kham benh dép gl o |0l o (10| 99 | 495 | 99 | 495 | 200 100
nguyén vong . .
%“'y" t‘g‘-’ tin wong v chat luong dich |\ 1001 4 120 | 98 | 490 | 98 | 290 | 200 100
Hoa don, phiéu thu, don thudc va
két qua kham bénh dugc cung cap | 0 | 0.0 | 2 {1.0| 103 | 515 | 95 | 475 200 | 100
rd rang, minh bach ' i
M do hai long vé giacadichvuytd | 0 [0.0| 9 | 45| 101 | 505 | 90 450 1200 | 100

Co6 118/200 ngudi bénh tham gia khao sat thudc cac chuong trinh quan Iy c4c bénh
mén tinh cua bénh vién, ty 1€ ngudi bénh hai long khi tham gia chuong trinh bénh man tinh 13
98.3%, rat hai long 13 55.1%.

Két qua kham bénh dap Gmg duoc nguyén vong cla ngudi bénh, cic hoa don,
phiéu thu dugc giai thich rd rang cung c6 ty 18 hai long 13 99.0%, rit hai 1ong tuong (g
14 49.5% va 49.0%.

V& gi4 ca dich vuy té, khong cé ngudi bénh khong hai 16ng, ty 1¢ hai long 14 95.5%,
nhung ty 1¢ ngudi bénh chua thuc sy hai 1ong (mirc 3 - binh thudng) 13 cao nhét véi 4.5%.

Ty 1€ ngudi bénh danh gi4 bénh vién da dap tmg dwgc > 80% so véi rong doi khi
dén kham 1 88.8%, cao hon so véi mirc d4nh gia cua nguoi bénh tai thang 5/2918 (83.3%).
Trong d6, mirc mong doi clia ngudi bénh dwoc dap Gng thip nhét 13 60% (cd 3 ngudi), cao
nhét 1a 130% (c6 1 nguoi). C6 65 ngudi bénh danh gia bénh vién dap tmg duoc 100% so
v6i mong doi cia ho (mode).

€6 95.0% ngudi bénh khi dwoe hoi tra 15 chéc chén s& quay lai kham, didu tri hoic
gidi thiéu cho ngudi khac khi ¢ nhu ciu. Nhitng ngudi chua chic chén 13 nhimg ngudi lan
dau t6i kham, sy quay tré lai phu thude vao két qua sau diéu tri.

2.6. Panh gia chung

Ty 1€ hai long chung clia ngudi bénh vé chét lugng dich vu 13 96.89%, ty 18 rat hai
long 1a 45.44%, d& cai thién hon so véi thang 5/2018 (33.11%), nhung ty 16 ngudi bénh
khong hai 1ong 14 0.09% cao hon so v6i thang 5/2018 14 0.01%.

Str dung thang diém Likert 5 mirc o tir rat khong hai 1ong dén rit hai 1oc g, tuong Umg

tir 1 dén 5 diém @& xac dinh mirc d6 hai long cia nguodi bénh khi t61 khédm, chita bénh tai
bénh vién.




Kha ning tiép
cén dich vu

Su minh bach
théng tin va thu
tuc kham
bénh, diéu tri

Két qué cung cép ) /g./
di_Ch vu 2

~¢=-Thang 5/2018

~8-Thang 6/2018

T,hal fi(') uneg \ Co s& vat chit va
XU, nang luc ’ A
A A phuong tién phuc
chuyén mon cda VU neudi bénh
NVYT  NEUOL b

Biéu db 2.2. Piém trung binh mirc d9 hai long vé cac ndi dung khio sat (co sé 1)

Tai co's6 1, diém trung binh mitc d6 hai long cao nhét thuge v2 tinh thén, thai d6 tmg
X, ning lyc chuyén mén cia nhin vién y & v6i 4.42 diém, thép nhét v& sg minh bach
thong tin va thi tuc kham bénh, didu tri véi 4.32 didm. So véi két qué kkdo sat thing
5/2018, diém hai long ctia cdc nhém chi s khao sat d3 tang tir 0.08 — 0.14 diém.

Khé ning tiép
cén dich vu
5,1 4.5

Su minh bach
thong tin va tha

7 tuc kham

bénh, diéu trj

Két qua cung cip
dich vu

7
]
/

~4~Théng 5/2018

~@-Théng 6/2018

Théi d6 Ging \ |

X1, ning luc L

chuyén mén cia % 431 phuong tién phyc
NVYT VU nguoi bénh

Biéu d6 2.3. Piém trung binh mirc d9 hai 1ong v& cdc ni dung khao sat (co s& 2)
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Tai co s¢ 2, di diém trung binh mtic d6 hai Iong v& céc noi dung khao st trong thang
6/2018 téng hon so vdi thang 05/2018 trong d6 mirc didm hai Iong v& két qué cung cép -
dich vu 13 cao nhit véi 4.52 diém, thip nhét v& sw minh bach théng tin v& thi tuc kham
bénh, diéu trj (4.47 diém).

Béng 2.6. Tong hop y kién, gép ¥ cita nguoi bénh

TT | Muc khio sat Nhom ndi dung gop y, nhan xét ciia ngudi bénh
. - Quy trinh kham bénh rudm ra, nhidu khau xép sb ldy s thir tu, bénh vién nén
Sy minh bach o s 2 1A A1z LA £
1 | thone tin va th | 0 xet cach quan 1y ho so bénh 4n khoa hoc hon. Ngudi bénh mong muén duoc
ong tin va tha : a1 A
& .. 1 béc s khdm xuyén sudt trong qua trinh diéu tri
tuc kham bénh ca . A n oy .
- Vi€c goi nguoi bénh chup X-quang khéng theo sb thir tu trudc sau,
v~ vz | - Cosd vat chit cia bénh vign con chat choi (3 y kién co s D
5 Co s& vat chat,

wang thidt bi - Khu Iinh thuéc bao hidm nhé, &n 4o do tiéng quat méy, nhan vién s dung
rang thiét bi LA A A N A 1R .
gHeol foa nho, ngudi bénh ngdi xa khong nghe 18 (4 y kién co sé 1).

Thai d6 Gng xu,
3 | néng luc chuyén
moén clia NVYT

- Khen ngoi tinh thén, thai dd phuc vy nguoi bénh ciia nhan vién bénh vién
(01 Y kién co's& 1 va 10 ¥ kién co s 2)

IIL. KET LUAN

hai long dinh ky hang thang, trong d6 danh gi4 rit hai long (murc diém 5) cia ngudi bénh
12 myc tiéu phin ddu coa bénh vién. Két qué thu dugce sau khao sat ngudi bénh thang 6
nam 2018 nhu sau:

Nham danh gia mirc d6 hai long cta khach hang, bénh vién d3 tién hanh khao sat su

Vé kha ning tiép cén dich vy, khong c6 ngudi bénh khong hai long, ty 1€ hai long &
muc cao trén 95.5%, rit hai long tir 44.5% - 46.0%, cao hon so véi thang 05/2018 (vét hai
long tir 26.5% - 29.0%)).

V& sy minh bach thong va tha tuc khdm bénh, diéu trj, tj 18 ngudi bénh -4t hai long 14
t0r 38.0% - 49.5%, cao hon so véi thang 5/2018 (16.0% - 37.0%).

Thoi gian chd linh thuée béo hidm/mua thude dich vu c6 ty 1¢ ngudi bénh hai long 13
96.4%, ting 2.9% so véi thang 05/2018 (93.5%), ty 18 réat hai long téng tir 22.5% (thang
05/2018) 18n 48.2% (thang 6/2018).

€6 0.5% ngudi bénh khong hai long v& quy trinh kham bénh dugc niém yét r5 rang,
cong khai va dugc cai cach, don gian thuén tién (co s 2); 0.5% ngudi bénh khong hai
1ong vé& thoi gian chey chup X- quang va viéc duge xép hang theo ding sb thir tu (cosa 1).

Khong c6 ngudi bénh khong hai long vé co s& vét chét cia bénh vién, ty 18 ngudi
bénh rat hai 1ong tir 43.0% - 47.0%, cao hon so véi thang 5/2018 (34.0% - 37.5%).

Vé thai do, Ung xt, ndng lyc chuyén mén cua nhan vién yté,ty 16 ngudi bénh rit hai
1ong 14 41.5% - 50.5%, cao hon so véi thang 05/2018 (tr 33.4% - 45.6%).




Mirc diém hai long trung binh theo thang didm Likert 5 mirc dd vé& céc nhém chi sb
dénh gia & 2 co s& déu ting so voi két qua khao sat thang 5/2018. Mt diém hai long cao
nhat tai co s& 1 12 v& tinh thin, théi dd Gng xtr cia nhan vin y t€ (4.42 diém) va va két
qua cung cap dich vy véi 4.52 diém - co s¢ 2. Mire didm haj long thip nhét v& sy minh
bach théng tin va thi tyc kham bénh, didy tri (4.32 diém - co s& 1 va 4.47 diém - co s¢ 2).

Ty 1€ ngudi bénh hai long chung vé& chit luong dich vy cia bénh vién 1 96.89%
trong do, ty 1& rit hai long 1a 45.44%, cao hon so véi thang 5/2018 (33.11%

). nhung ty 18
khong hai long 14 0.09%, cao hon so véi thang 5/2018 (0.01%)

Ty 1€ ngudi bénh hai 1ong khi tham gia chuong trinh bénh man tinh 13 98.3%,

rat hai
long 14 55.1%.

Co6 88.8% nguoi bénh danh gia bénh vién d& dap tng > 80% so véi mong doi cua
ho, cao hon so v6i thang 5/2018 (83.3%)

Ty 1€ ngudi bénh chic chin s& quay tré lai khi ¢6 nhu cau 1 95.0%.
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