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K6t qua khao sat squ hai 16ng ngudi benh n©i trti

t?i benh vien Tim Ha N6i thfng 01 nam 2018

Can ctr Quyet dinh s6 6859/QD-BYT ngdy  18/11/2016 ctla 8¢ Y t6 v6 viec ban
hanhcacn¢idungki6mtra,danhgiachalluqngb?nhviennam2016;

C5fi ch C6ng van s61626 KCB-QLCL ngdy 03/11/2017 ctia Cuc Quin ly Kham,
.

chtrabenh8¢¥t6v6viechuchgdinki6mtra,dinhgiachatluqugbenhvienvakhaosat
hai long ngudi benh, nhth vien y t6 n5m 2017;

Thuc hi?n Ke
N¢i v6 "Khao sat su
Ha N¢i nam 2018";

hooch  s6120n{H-BVT ngay  12/01/2018  ctla benh  vien  Tim in
hai long ctia ngudi benh va cia b§, nhan vien tai Benh vien Tim

Mang lu6i Quan ly chat luqng benh vien Tim in N¢i ti6n hanh: "Khao sat su hai
long ctla ngudi b?nh n¢i trh thang 01 nam 2018" v6i muc tieu:

•l.ryc,dinpyit.c.dShai_lpn_gchangivibenhdieutrin¢itrdv6cndthaqugdichvu

khim,capabenh_tqibenhvienTimmN¢ithchgolndm2ol8.
2.Tit?hi,6u:¢^t:6y!ufdrhhachgtdisqukho;ghail6ngchangivibenhdi6utri

n6itrdtqibenhvienTimmNoithchg01ndm2018.

I. D6I TU'gNG VA PHUONG PHAP KHA0 SAT

1. Phuo'ng phap:
- Phuong phap khao sat: Di6u tra m6 ta cat ngang.
- Quy ude cach tfnh di6m:

Thang di6m (Di6m) Mtrc d© hai long X6p lo?i chungKh6nghailongchung
12 Rat kh6ng hal long

Kh6ng hai long
3 Binh thuchg Chua thoc su hai longHailongchung
4 Hai longRathallong
5•,

+ Diem hai long tdrng ti6u chi = s6 phi6u dat di6m 4; 5/tang s6 phi6u.?

+ Di6m hai long chung = t6ng di6m/t6ng s6 cau h6i.

2. D6i tug.ng va thdri gian khao sat:

•D6itugngkhaosat:Ngudib?nhdi6utritai07khoa:N¢i,Ngoai,Qu6ct6,Nhi,

H6istrctfchcuc,Timmachchuy6nh6avakhoaCacbenhmachmau.M6ikhoathuc
hien khao sat 15 ngudi b?nh.
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-Thai gian khao sat: Ttr 22/01  den 30/01/2018.

-Ti6u chuan Ipa chQn ngudi benh:

+ Ngudi benh duqc thong bao ra vi?n hoac da nam vi?n ttr tren 3 ngdy.
+ Ngudi b?nh d6ng y tham gia khao sat, c6 .k±a ming tra ldi cau h6i.
D6i v6i tre du6i 18 tu6i, ti6n hanh ph6ng via ngu6i chain s6c truc ti6p.

3. Nhan vi6n thquc hi?n khao sat:

Cac thanh vien mang lu6i quan ly chat luqug benh vien thu¢c kh6i ngoai trd, da
dugc tap hudn tru6c khi ti6n hanh khao sat.

11. KET QUA VA BAN LUAN

1. Dac di6m thong tin ctla ngudri b?nh.

p              Bang 2.1. Met s6 dac di6m ctla ngurdi benh khao sat                         ,^
Dac di6m n 0/o

T6ng s6 ngudi than gia khao sat 105 100

Tu6i

Trung binh 53 ± 27

< 15 tu6i 20 19.0

15 - 60 tu6i 27 25.7

> 60 tu6i 58 55.3

Gi6i
Nam 59 56.2

Nti 46 43.8

Sti dung the bao hi6m y t6
C6 102 97.1

Kh6ng 3 2.9

T6ng s6 ngdy nil vien

Trung binh 11   ±   14

<10 71 67.620.012.4

11-19 21

>21 131111,11111111111_
ry le ngudi benh str dung the bao hi6m y t6 trong nh6m tham gia khao sat chi6m

97.1%. Thai gian nil vien trung binh la  11  ngdy, da s6 ngudi benh nil vien trong 5
ngay (mode).

D¢ tu6i trung binh ctla ngu6i benh tham gia khao sat la 53 tu6i, cao nhal la ngudi
b?nh 9o tu6i va thap nhat la ngudi benh nhi 3  thang tu6i, phil lch ngudi benh nam
trong nh6m tr6n 60 tu6i (55.3%).

2. Mtrc d¢ hai long ctia ngudi bSnh khi sfr dung dich vqu tai b?nh vi?n

2.1. Kha nang ti6p can dich vu:

Kh6ng c6 ngudi benh kh6ng hai  long v6 cac n¢i  dung  lien quan d6n kha nang
ti6p can dich vu.  Tuong duong k6t qua thu nhan tai thang  12/2017, ty le rat hai long
cao  nhat  la  v6  viec  ngudi  benh  h6i  va  gQi  duqc  nhan  vien  y  t6  khi  can  thi6t  (v6i
49.55%).
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Bang 2.2. Mtrc d© hai long ctla ngub'i b?nh v6 kha nang ti6p can dich vu

TT
N©i dung khao sat

Kh6ng hai Binh Hai L6ng Rat
Tanglong chung thuing hai long

n 0/o n O/o n 0/o n 0/o N 0/o

1

Ngudi  'benh   h6i   va   gQi   duQcnhanvienyt6khiciathi6t 0 0.0 1 o.3- 52 49.55 52 49.55 105 100

2
Cac 16i di trong b?nh vi?n, halihlangbangphing,d6di. 0 0.0 1 0.9 54 51.50 50 47.60 105 100

3
Thai  gian vao  tham  ngu6i  b?nh.duQcthongbaor6ring. 0 0.0 0 0.0 73' 69.50 32 30.50 105 100

4

so ds, bi6n bfo chi din duchg dencdekhoa,phongr6ring,d6hi6u,d5tim 0 0.0 4 3.80 70 66.70 31 29.50 105 100

5
Cde  kh6i  nha,  cia  thang,  bu6ngbenhduapdinhs6r6ring,detim. 0 0.0 4 3.80 71 67.60 30 28.60 105 100

C6 02 ngudi benh khoa Ngoai g6p y ve viec cau thang di len khoa con tinh trang
ngudi nha nam nhi6u gay can trd 16i di, d6ng thai anh hudng t6i canh quan B?nh vien.

So v6i thang  12/2017,  danh gia th6i gian chd ti6p can dich vu, ty le rat hai long
tang nhi6u 6 n¢i dung chd d6 duQc tham kham khi den kham (ting 6.65°/o). rty 1? rat
hai long v6 viec chd dcyi cac thti tuc khac kh6ng c6 su thay d6i nhi6u.

Qua trinh ph6ng van tryc ti6p ghi nhan phan anh ctla ngu6i benh khoa Qu6c T6
phannanv6viecchddQisieuamlautru6ckhiravien(ngdy25/1).



2.2. Squ minh b?ch thong tin va thtl tuc khan b?nh, di6u tri:

Bang 2.3. Mtrc d¢ hai long ctia ngudri benh v6 squ minh bach thong tin va thti tuc
khan benh, di6u tri

TT N?i dung khao sat
Kh6nghailong Binhthuing _

•-J-Hai Lbng
Rfit hailong

Tang

n 0/o n O/o n O/o n 0/o N 0/o

1

Gial  thich,  tu  via  tndc  lil  x6t
0 0.0 0 0.0 65 61.90 40 38.10 105 100.0nghiem

2 Quy trinh the tuc nhap vi?n 0 0.0 1 0.9 66 I 62.90 38 36.20 105 100.0

3
Giai   thich   tinh   trapg   b?nh   va

0 0.0 1 0.9 66 62.90 38 36.20 105 loo.ophuong phap di6u tri

4
C6ng   khai,+cap   nhat   thong   tin

0 0.0 0 0.0 69 65.70 36 34.30 105 100.0thu6c va chi ph£

5
DUQc ph6  bi6n n¢i  quy,  thong tin

0 0.0 0 0.0 71 67.60 34 32.40 105 100.0cia thi6t

Bang 2.3 cho thay ty le hai long ngudi benh dat 100% tai nhi6u noi dung khao sat
v6 su minh bach thong tin va thti tuc di5u tri, kham benh.

so v6i thang 12/2017, ty I? rat hai long tang 1.6°/o v6 quy trinh, tin tuc nhap vien
r6 rang,  c6ng khai, thuan ti?n.  Ty lS rat hai long tai cac muc khac giam ttr 6.7% den
1o.4%, trong d6 giam nhi6u nhdt la v6 viec duqc c6ng khai, cap nhat thong tin thu6c
va chi phi di6u tri.

Bang 2.4. Mtrc d¢ hai long vdi co. sd vat chat va phuo'ng ti?n phuc vq

TT
N¢i dung khao sat

Kh6ng Binh Hai Rat hai
Tanghai 16ng thuing L6ng long

n 0/o n O/o n 0/o n O/o N %
1 Nu6c u6ng n6ng laph diy di 0 0.0 1 0.9 59 56.2 45 42.9 105 100.0

2
Giuchg   benh   day   di    1    ngudi/ 0 0.0 0 0.00 60 57.70 44 42.30 104 100.0
giuchg, an toin

3 An ninh trat tu 0 0.0 1 0.90 61 58.10 43 41.00 105 100.0

4 Quin ao diy di, sach s5 0 0.0 1 0.90 61 58.10 43 41.00 105 100.0

5
Bu6ng  b?nh  khang  trang,  cry  di 0 0.0 2 1.90 61 58.10 42 40.00 105 100.0
thi6t bi di5u chinh nhiet d§

6 Din bao su rieng tu 1 0.99 2 1.98 61 60.40 37 36.63 101 100.0

7 B?nh vien xanh-sach-d?p 0 0.0 7 6.70 62 59.00 36 34.30 105 100.0

8
Nha ve sinh thuan ti?n, sach se, sti 1 0.9 8 7.60 63 60.00 33 31.50 105 100.0
dung t6t

9 Char luqug phuc vu cda cang tin 0 0.0 5 5.10 65 66.30 28 28.60 98 100.0
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Kh6ng  c6  ngudi  benh  kh6ng  hai  long  v6  tinh  trang  nam  gh6p.  So  v6i  thang
12/2ol7,s6lugngyki6nphannangiamnhi6uvachic6n01yki6nv6viecningh6p
tai khoa N¢i.

C6o1ngudibenhkhoaQu6ct6kh6nghai16ngy§.`=viecduQcdambaosuriengtu
khi nam vien,  cu the  ngudi  benh phan nan v6  kh6ng  gian ph6ng  benh  6n  ao  do  s6
luqng ngudi nha vao tham  d6ng,  anh huchg t6i  squ nghi  ngoi  ctla ngudi  benh.  Tinh
trang nay cting xay ra tai khoa Noi va Ngoai vdi 02 ngudi  benh y ki6n phan nan v6
viec ngudi nha den than d6ng va qua khuya.

Ty le kh6ng hai long v6 nha ve sinh chi6m 0.9% (khoa Ngoai), ngudi benh nhan
x6t khu vtrc v? sinh con c6 mtli kh6 chiu (ph6ng 2).  Ben canh d6,  qua trinh khao sat
con ghi nhan 1  s6 phan anh truc ti6p v6 nha ve sinh, cu the:

- Nha ve sinh can sach se hen, v6i nu6c nha ve sinh con r6 ri nu6c (Khoa N¢i-  .

ph6ngdichvu;KhoaNg.oai-ph6ng1;KhoaNhi).
•KhoaQu6ct6:Nhavesinhc6muih6i(chanx6tctlangudibenhngoaiqu6c),c6

tinhtrangmatnu6cxayratrongcackhoangthdigian5h-6hhoac15h-16hcacngdy.

Danh gia chat luqug dich vy ctla cang tin, ty le kh6ng hai long giam  1.15% so vdi
thang  12/2017 (0% so v6i  I.15%). Tuy nhien, c6 02 ngu6i benh nhan x6t chi phi btra in
c6ncao,nendadangs6m6nantheonhucauctlangudibenh(cos62).

2.4. Thai d¢ ting xfr, n5ng lquc chuy6n m6n cfla nhan vi6n y t6

Bang 2.5. Mtrc d¢ hai 16ng cfla ngurdi benh v6 tinli than  th£i d6 giao tis   cflaNVYT

TT NSi dung khao satNh^.^A^, .A        .^
Kh6ng Binh Hai

PRat hai

Tanghai 16ng thurdrng L6ng long
n % n % n % n 0/o NO/o

1
an vien y te khong  co  bieu hienggiyb6iduchgNVt{t^A.,^ 0 0.0 0 0.0 36 34.30 69 65.70 105    100.0

2 y   e    on  trong,  dot  xu  congbang,quantin,gidpd5BS,DDhaptact6tvaxtrlyc6ng 0 0.0 1 0.90 40 38.10 64 61.00 105 100.0

3 0000000 0.00.00.00.00.00.00.0 0 0.0 42 40.00 63 60.00 105 100.0vi?c thanh thap kip thaiBS,DDc6ldin6i,thai d§ giao ti6p

4 1 0.90 42 40.00 62 59.10 105 100.0ding mtrcNhanvien h¢ ly c6 1di n6i, thai d¢

5 1 0.90 43 41.00 61 58.10 105 100.0
giao ti6p ding mtrcTuviach6d¢an,  van  d¢ng,  theo

6 1 0.90 43 41.00 61 58.10 105 100.0d6i va ph6ng ngtra bi6n chingDupcBSkhamvad¢ngvienBShuchgdin,dand6khiravi?nTinhthin,thaid¢nhanvienbaove

78 001 0.0 45 42.90 60 57.10 105 100.0

0.0 45 42.90 60 57.10 105 100.0
9
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TT NSi dung khao sat
Kh6ng Binh Hai Rat hai

Tanghai long thuchg L6ng long

n 0/o n 0/o n 0/o n O/o N102 0/o100.0

10 NV lil thti tuc thanh toin vien phf 0 0.0 0 0.0 46 45.10 56 54.90

11 NV hachg din the tuc ra vien 0 0.0 0 0.0 50 48.50 53 51.50 103 100.0

(Ghi chti: NVYT: Nhdn vi6n y t6;  BS: bdc sfi; DD.. di6u durchg; NV: Nhdn vian)

Bang 2.5 cho thay ty le hai long ngudi benh v6 thai d¢ ting xtr, n5ng luc chuyen
man ctla nhan vi6n y t6 kha cao. Trong d6 c6 nhi6u n¢i dung ty le hai long ngudi 0?nh
dat den 10o%. Ty le rat hai long cao nhat la v6 viec nhan vien y t6 kh6ng c6 bi6u hien

ggi y b6i du6ng (65.7%). So v6i thing 12/2017, ty le rat hai long tang nhi6u nhat la v6
tinh thin thai d© nhan vien bao v? (tang 7.90/o).

P

Kh6ng c6 ngudi b?nh kh6ng hai long v6 tinh than, thai d¢ phuc vu ctla nhan vien

y t6. Tuy vay c6 01  ngudi b?nh ngoai qu6c di6u tri tai khoa Qu6c T6 nhan x6t thai d¢
ctla 1  s6 di6u du6ng nti con chua t6t, 02 ngudi benh khoa H6i strc tfch cuc g6p y giao
ti6p ctia 1  s6 di6u du6ng can h6a nhs hen.

eeffiThang12/2017

i6-

Cac benh mach
mau

Timmac4|.6
chuy6n h6a

Ngoai      `erifeThing o|/2o|8

Qu6c t6

BiGud62.2.Sosdnhdi6mhdi16ngtrungb`mhcdaprBd6iv6ithdid¢drngxdr,ndngly:c

chay6n man cia nh&n viGn y t6 gida cdc khoa

V6ithangdi6mLikert5mtrcd¢thratkh6nghai16ng-rathai16ngtuongiingth
1  di6m - 5 di6m, k6t qua cho th6y di6m hai long trung binh ctia ngudi b?nh v6 thai d¢
ling xtr, nang ltrc chuyen man ctla nhan vien y t6 tai cac khoa d6u dat mtrc di6m 4 tr6
len,di6mhai16ngtrungbinhcaonhatlataikhoaTimmachchuy6nh6a(4.79/5di6m),

thap nhat la khoa Ngoai v6i 4.44/5 di6m (Bi6u d6 2.2).



So v6i thing  12/2017, diem hai long trmg bilih ting nhi6u nhat tai khoa Qu6c T6

(ting o.19   di6m, th 4.3  di6m len 4.49 di6m) va giam nhi6u nhat tai khoa Ngoai (giin 0.2
di6m, ttr 4.64 di6m xu6ng 4.44 di6m).

2.5. K6t qua cung cap dich vu

2.5.1. Mii'c d© hai long ctla ngurtri b?nh vdi k6t qua chain sac va di6u tri:

Bang 2.6. Mtrc d© hai long cfla ngud'i benh v6 k6t khan va dieu tri

TT N?i dung khao sat
Kh6ng hal Binh Hai Rat hai

Tanglong chung thuring L6ng 16ng

n 0/o n O/o n O/o n O/o N 0/o

1 Chat luqug chin s6c ctla DD 0 0.0 1 0.96 47 54.19 56 53.85 104 100

2 Chin doan va di6u tri ctla BS 0 0.0 0 0.0 55 52.40 50 47.60 105 100

3 Tin tuchg 'fy6 chat luqug dich vu 0 0.0 0 0.0 57 54.30 48 45.70 105 100

4 K6t qua di5u tri 0 0.0 2 1.90 55 52.90 47 45.20 104 100

5 capphatthu6cvahuchgdindaydi 0 0.0 0 0.0 59 56.20 46 43.80 105 100

6 Trang thi6t bi, vat tu day di 0 0.0 1 0.90 61 58.10 43 41.00 105 100

7 Gia ca dich vu y te 0 0.0 2 1.90 64 62.20 37 35.90 103 100

#nag°c:a£:Off:8g::°;c:;£ri]b::i#:6;;ah;£[::66:nug°tl:a8di§ihqdu:a:£:vei6:vtl5aa3d:6:u:xiriv]f;|¥:;tqhua:

6.9%,Sc°a`cvg]¢,IhdaLnnggE/a2c°#;£g:i::£ti6a;8d:T:::6uTfgfav6giacadichvuyt6tang

2.5.2. Dap ting so vdi mong dqi va squ lqua chgn quay lai cfia ngudi benh

khinaKmh::?:a:h:otrtcyi:o7o?tnhhuvd£:3cdf8t::8:£uvsd:u:Um°ngdqictiangudib?nhtru6c
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BiGud62.3.Ddnhgidsquddpi}ngsovdimongdgichangu:dibenh

Ty le ngudi benh danh gis drqc benh vien day ting tren  80% mong dgi so v6i
tru6c  khi  nam  vien  chi6m  96.2%  (tang  9.5%  so  v6i  thang  12/2017  -  86.7%),  ty  le



mong dqi  ctia ngudi  b?nh dugc  clap ting thap nhat la  80% va cao  nhat la  100%,  c6
42/105 NB danh gia Benh vi?n da clap tug duqc 100% mong dgi (Mode).

Bang 2 7  Danh gi 'jDzilig 4. ;. |Jfllin gla Squ lqua cngn quay lai ctla ngudi b6nh

LTa Chgn n %0.000.000.007.70
1 . Chic chin kh6ng bao gi6 quay lai 0
2. Kri6ng mu6n quay lai nhung c6 it ltra chQn khac 0
3. Mu6n chuy6n tuy6n sang b?nh vien khac 0
4. C6 the s5 quay lai

8
5. chac chin s5 quay lai hoac 8i6i thieu cho ngudi khac 96 92.3010000

Tang 104

Khi dupc h6i v6 sp ltra chQn quay lai str dung dich vu y t6 tai benh vien khi c6
nhu  cau,  c6  92.3%  ngudi  b?nh  khing  dinh  chac  chin  quay  lai  hoac  gi6i  thi?u  Oho
ngudi khac, tang 9.13% so v6i thang  12/2017 (83.17%). ry le Ipa chQn c6 the se quaylaichi6m7.7%.

2.6. Danh gia chung

2.6.1. Danh gif mtrc d¢ hai 16ng ngu6'i b?nh gitra cac nh6m chi s6:

rty le hai long chung dugc tinh bang s6 cau tra ldi 6 mtrc 4 va 5 tren tang s6 cau tra
ldi ctla ngudi benh khi dinh gig v6 cac n¢i dung khao sat, K6t qua thu duqc ngudi benh
hai long la 98.57%. kh6ng hai long la 0.05% va binh thuchg la 1.38%.

Bieud62.4.Sosdnhdi6mhdl16ngcdaNBgidacdcnh6mchis6hdi16ngthdng12/2017vd

thdngol/2018



Bieu d6 2.4 cho thay: thai d¢, ting xtr, nang luc chuyen m6n ctla nhan vien y t6
c6 di6m hai long trung binh cao nhat v6i 4.58/5  di6m.  Di6m hai long trung binh thap

nhatlav6nh6mchis6danhgialthanangti6pcandichvu(4.31/5di6m).

So  v6i  k6t  qua  thang  12/2017,  di6m  hai  long  trung  binh  ctla  cac  nh6m  chi  s6
kh6ng c6 sp thay d6i nhi6u.

2.6.2. Tang hg'p met s6 y ki6n gop y cda ngudri benh

Dzilig -i.tj.  1 ong no.p met so y kien, gop y khac cfla ngudi b6nh

TT van d6 s6fuong
NB tai khoa

1 Ph6ngb?nhvathd6d6c6nc6giintoh6ng16). 02
Ndi2 Chi bde sy x5u, d6 nhaln lin ngudi b?nh 01

3
Khu vpe hinh lang can c6  gh6 ng6i chd cho ngudi nhakhibacsythamkhanOhongu6ibenh(24/1)

01

Qu6c t6
4

Nen tao di6u kien cho ngu6i nha chain s6c dupc ra ngoai
01giai quyet viec rieng khi can (26/1 )

5
Tivi re,  chi  c6  1  kenh - kh6ng phong phti  (ph6ng dichvu)

01 Ngoai

6 Thai gian ngudi nha drQc vao thin ngu6i b?nh con it 01 H6i strc tich cuc

7
M6i  ph6ng  b?nh  cia  c6   1   cay  nu6c  n6ng  lanh  rieng(23/1)

01 Nhi

8
vi tri dat th d6 d6 kh6ng thuan tien, kh6ng gin giuchgnguAdibenh

01
Tim machchuy6nh6a

Ill. KET LUAN

Mtrc d© hai long ctia ngudi benh v6 dich vu va char luqug phuc vu la thu6c do
danhgiachatlugngbenhvien.Trongd6muctieuphindauctlabenhvienTimmN¢i
la hu6ng t6i su thuan tien va hai long cao nhat ctia ngudi benh. K6t qua thu dugc sau
khao sat thing 01/2018 nhu sau:

•V6khanangti6pcandichvuvathdigianchdti6pcandichvu:Kh6ngc6ngudi

benh kh6ng hai long, Ty le ngu6i benh rat hai long cao nhat thu¢c v6 danh gia v6 viec
ngudi  benh  h6i,  gQi  dugc  nhan vien y  t6 khi  cia thi6t va thai  gian  chd  duqc tham
kham lthi den kham (d6u la 49.55%).

-V6 co sd vat chat, phuong tien phuc vu ngudi benh:  C6  01  ngudi bSnh nu6c

n€oainamvi?ntaikhoaQu6ct6kh6nghai16ngv6viecduqcdambaospriengtukhi
nam vien.  Ty le kh6ng hai  long v6 nha ve sinh chi6m 0.9%  (khoa Ngoai).  Qua trinh

khao sat trtrc ti6p con ghi nhan met s6 y ki6n khac lien quan d6n nha ve sinh tai cac
khoa N¢i, Nhi, Qu6c t6.

- Kh6ng c6 ngu6i benh kh6ng hai long v6i k6t qua cung cap dich vu va thai d¢

ting xtr,  nang  ltrc  chuyen man  ctla nhan vien y t6.  So  sanh gitra cac khoa:  Di6m hai
long trung binh cao nhat thu¢c v6 khoa Tim mach chuy6n h6a (4.79/5 di6m), th6p nhat
la Ngoai v6i 4.44/5 di6m.



- rty I? ngudi benh danh gis duQc benh vien clap ting tr6n 80% mong dpi so v6i

tru6c khi nim vien chi6m 96.2% (tang 9.5% so v6i thang 12/2017 la 86.7%).

- s6 luqng ngudi benh chic chin quay lai hoac gi6i thieu ngudi khac khi c6 nhu

cau la 92.3%, tang 9.13% so v6i thang  12/2ol7 (83. i7o/o).

-  So  sanh di6m hai  long gitia cac nh6m chi  s6 thu duQc k6t qua:  di6m hai  long

cao nhat d nh6m chi s6 v6 thai d§ ting xtl va nang ltrc chuyen m6n (4.58/5  di6m) va
thap nhat 6 nh6m chi s6 danh gia kha nang ti6p can dich vu (4.31/5  di6m).  So v6i k6t

qua thang 12/2017, di6m hai long trung binh ctla cac nh6m chi s6 kh6ng c6 su thay d6i
nhi6u.

PTP. QUAN LY CHAT LuqNG
•

Nguy6n Th! Hang Thu
Nori nh¢n..
- Ban Giin d6c (d6 bao cao);
-Cac khoa, ph6ng (d6 thuc hi?n);
.Lun:QLCL>VT.fry
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