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BENH VIEN TIM HA NOI Poc lap — Ty do — Hanh phiic
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BAO CAO

Két qua khao sat sw hai long ngwdi bénh ngoai tri
tai bénh vién Tim Ha Noi thang 02 va thang 03 nam 2018

Cin o Céng van sd 1626 /KCB- QLCL ngay 03/11/2017 ctia Cuc Quéan ly Kham,
chita bénh - B Y t& v& viéc hudng dan kiém tra, d4nh gid chat lugng bénh vién va khao sat
hai 1ong ngudi bénh, nhan vién y t€ nim 2017.

Thuc hién K& hoach s6 120/KH-BVT ngay 12/01/2018 ctia bénh vién Tim Ha Nbi
vé “Khao sat su hai long ctia ngudi bénh va can bo nhan vién nam 2018”.

Mang ludi Quan ly chét lwgng bénh vién Tim Ha Noi tién hanh: “Khao sat sy hai
long ctia ngudi bénh ngoai trt thang 02 va thang 03 ndm 2018 v6i muc tiéu:

1. Xdc dinh mirc do hai long ciia nguoi bénh ngogqi tru khi sur dung dich vu tai bénh vién

Tim Ha Noi thang 02 va thang 03 nam 2018.
2. Mot s6 yéu 16 énh huong toi sy hai long cua nguoi bénh khi sur dung dich vu tai bénh
vién Tim Ha Noi thang 02 va thang 03 nam 2018.
I. POI TUQONG VA PHUONG PHAP KHAO SAT
1. Déi twong khdo sdt: Ngudi bénh dén kham, didu tri ngoai trd tai bénh vién.

2. Thoi gian tién hanh va tiéu chudn chon ngwoi bénh khdo sdt

- Thoi gian va dia diém khao sat: T 26/02 dén 02/03/2018 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 tir 18 tudi, ddng y tham gia khao sat,
c6 kha ning tra 101 ciu hoi va da hoan thanh qua trinh kham bénh (bac si da két thic qua
trinh khdm trén hé théng may tinh va c6 don thude).

3. Phwong phdp khdo sat: Didu tra mo ta cit ngang.

Khdo sdt vién: Thanh vién mang luéi QLCL bénh vién khong tham gia truc tiép vao
qué trinh cung cép dich vu kham, chita bénh va da dugc tap huin k§ ndi dung khao sat.

Xi# Iy 56 ligu: STATA 12.0 va céc phuong phap théng ké y hoc thong thudng,

Quy woc cdch tinh diem: B cau hoi duge cham diém theo thang diém Likert véi 5
muc dd. Cac lua chon ctia nguoi bénh tinh diém twong tmg nhu sau:




Thang diém

2 Mirc do hai long Xép loai chung
(Piém)

it khong hai lon -

1 Ratk ong: \al & Khong hai long chung

2 Khong hai long

3 Binh thudng Binh thuong (Chua thuc sy hai long)
T

4 H?l cir'1g‘ Hai long chung

5 Rat hai long

Pidm hai 1ong chung = tong di8m/tdng sb cau hoi

Piém hai long cho timg vin dé = tong s6 phiéu nhan xét diém 4, 5/ tong s phiéu khao sat
II. KET QUA VA BAN LUAN
1. Pic diém thong tin cia ngwoi bénh.

- Co sé 1: c6 5 nguoi bénh Ty nguyén 1; 14 nguodi bénh Ty nguyén 2 va 81 ngudi
bénh Tu nguyén 3.

- Co s& 2: bao gdm 18 ngudi bénh kham Ty nguyén va 82 ngudi bénh tai khoa Kham
bénh, khong c6 ngudi bénh nao ctia Phong kham da khoa.

Tudi trung binh clia ngudi bénh 12 59.6 + 14.1, ¢6 93.5% nguoi bénh st dung thé bao
hidm y t& khi kham, chita bénh, ty 1 ngudi bénh uu tién 12 6.0%.

Khoang cach trung binh tir nha ngudi bénh t6i bénh vién 1a 52.0 km, ¢6 50% ngudi
bénh tham gia khao sat cach bénh vién trén 30km. C6 61.6% ngudi bénh trong chuong
trinh quan 1y céc bénh man tinh tham gia khao sat. Ty 1& ngudi bénh 1in dau t61 kham dat
32.0%, chi yéu tai co so 1 (41/100 ngudi bénh).

2. Midc d6 hai long cia ngudi bénh khi sit dung dich vu tai bénh vién

2.1. Kha niing tiép cén dich vu:

Bang 2.1. Mtrc d9 hai long ciia ngudi bénh vé kha ning tiép cin dich vu

Khong Binh Hai 16 RAt TA
Noi dung hailong | thwong ALIONE | haileng ong
n | % {n| % n % n % n %
Tim hiéu céc thong tin va ding ky dién to 0 00| 2 120| 48 | 485|149 | 495 | 99 | 100
So dd, bién béo chi din dudng dén cac
Kho, phong 16 tang, d& hidu 0 100| 0 |00 117 ] 588 | 8 | 412 | 19| 100
L6i di trong bénh vién, hanh lang bang
ohing, d3 ¢ | 0 (00| 0 00| 121 |605]| 79 | 395 |200] 100
Bién bdo, chi dan dudng dén benh vién | | 451 1 1 o5 | 123 | 615 | 76 | 380 | 200 | 100
rd rang
Icfg‘g:n“ha’ cau thang, duoc danh sorrang, | o | o0 1 3 | 15| 121 | 605 | 76 | 380 | 200 | 100
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$6 ngudi bénh tim hiéu théng tin va dang ky kham qua dién thogi, trang tin dién t
ciia bénh vién thip (49/100 ngudi bénh co so 1 va 50/100 ngudi bénh co s¢ 2), trong d6 14
ngudi bénh co s& 1 va 30 ngudi bénh co s¢ 2 lan dau t6i khdm. Ty 1€ ngudi bénh hai long
1 98.0%, rat hai long 14 49.5%.

Céc nodi dung khac v& kha nang tiép can dich vu c6 ty 1€ ngudi bénh hai 1ong & muc cao
trén 98%, ty 18 réat hai long dao dong tir 38.0% - 41.2%, cao hon so thang 01/2018 (hai long
dat trén 94.5%, rit hai 1ong tir 24.0% - 27.0%). |

Trong qué trinh phong van c6 mot ngudi bénh khém tai co s& 2 nhén xét diém.dl‘rng
xe bus cach xa bénh vién, ngudi bénh gia yéu di lai kho khan.

2.2. Sw minh bach théng tin va thi tuc kham bénh, diéu tri

Bang 2.2. Mirc d¢ hai long cia ngir(‘ri bénh vé quy trinh kham bénh ciia b¢nh vién

Khong Binh | .00 Rat T
Noi dung hai long | thwong '1O1E | hailong ong
n % n|%|n|%|n|%|n| %

Nhan vién y t tiép dén, huéng din ngudi

bénh lam tha tuc niém nd, tan tinh 01001 0100799 ) 495) 10113505200 100
Sliiénhdé‘;};h"“ y t& niém yet 18 rang, cong khai, | 5 | 551 5 |10 |106|530| 9% | 460|200 100
| Pugc xép hang theo thir tu trude sau khi lam cac

thi tuc dang ky, ndp tien, khdm bénh, xét| 0 | 0.0 | 2 | 1.0 | 107 | 535} 91 1455 200 100

nghiém, chiéu chup

Thoi gian chd 1am si€u 4m mach/siéu 4m bung 0 00| 4 |20 52 ({520 4 {4401 100 100

Thoi gian chd chup X- quang 0 |00 3 |29 55 534 45 [ 437|103 | 100

Thoi gian cho 1am siéu 4m tim 0 |00 5 |40 66 [528| 54 |432| 125 100

gggg;;gf‘;hi‘;‘n%‘gnkhém bénh duoc cdi cdch | o\ o0 | 1 |05 116|580 83 | 415|200 | 100

CQ(A)‘;yg ﬁ‘{;]“a}: kidm, benh duge niém YELIOENE | o |00 | 2 | 1.0 | 118|590 80 | 400|200 | 100

Thoi gian duoc béac st kham va tu vén 0 (00| 5 | 25116580 79 395|200} 100

Thoi gian cho lam dién tim 0 {00 15|78 |102]|528| 76 [394] 193 | 100

Thoi gian cho lam xét nghiém 0 |00 | 10|64 8 |555| 59 [381]| 155 100

Thoi gian chd doi 1am tha tuc déng ky khambénh | 0 | 0.0 | 6 | 3.0 | 118 590| 76 | 380 200 | 100

Thoi gian cho téi lugt Béc s kham 0 | 00] 14 |70 ]112]50| 74 |370| 200 | 100

Thdi gian chd Iinh thube bao hidm/muathuée | 0 | 0.0 | 25 |125| 115|575 | 60 | 300 | 200 | 100

Viéc nhén vién y té tiép don, huéng din ngudi bénh 1am thi tuc niém nd, tan tinh c6
ty 16 ngudi bénh hai 1ong 1a 100%, trong d6 ty 1¢ rat hai long 14 cao nhit véi 50.5%.




Ty 1€ nguoi bénh rat hai long vé sy minh bach théng tin va tht tuc kham bénh, diéu
trj & mirc cao, tir 30.0% - 50.5%, cao hon so v6i thang 01/2018 (tr 25.0% - 37.2%).

Thoi gian chd linh thude bao hidm/mua thude c6 ty 1& ngudi bénh hai long thép nhét
v6i 87.5%, ty 18 hai long 12 30.0%, thép hon so thang 01/2018 (95.5% va rét hai long 1a
30.7%), bén canh d6 ty 1& ngudi bénh chwa thyc sy hai long (mic 3) la cao nhét voi
12.5% ( 22 ngudi bénh co s 1 va 3 ngudi bénh tai co s& 2). Ngudi bénh gop y thoi gian
chdr 14y thudc hoi 14u (7 ¥ kién co s& 1 ngudi bénh phan 4nh cho tir 15- 55 phut).

Khéng c6 ngudi bénh khong hai long thoi gian cho lam dién tim, nhung ty 1€ nguoi
bénh chwa thuc sy hai long (mtc 3) con kha cao vdi 7.8%.

Thoi gian chd t61 lugt bac si kham, ty 1€ ngudi bénh khong hai long 1a 0.0%, gidm
so v6i thang 01/2018 (1.0%), nhung ty 1€ hai long (93.0%) thip hon so véi thang 01/2018
(96.0%), tuy vay ty 1& rit hai 1ong cao hon thang 1 niim 2018 (37.0% - 33.0%).

Tai co s& 2, ngudi bénh gbp y bénh vién nén xem xét thay dbi quy trinh kham bénh,
cu thé véi ngudi bénh kham khong c6 chi dinh hodc kham méi khi nép tién vién pht s&
dugc 1ay s6 kham ludn, khong phai qua quiy khac xép sb iy s thir tw (1 v kién). Mot
ngudi bénh khac nhan xét bénh vién nén tach riéng quﬁy thudc dich vu va bao hiém tranh
Un tic va 16n x6n, ddng thoi nhéc nhd bd phén thu tién kiém tra ddy da céc chi dinh cin
1am sang cia ngudi bénh tranh thidu s6t hodc nhim 1An anh hudng thoi gian khdm bénh
clia ngudi bénh. Ngoai ra, ngudi bénh gop y: bo phan tiép dén cin nhic nhd hoic sap Xép
ghé ngdi cho ngudi bénh hop ly dé ngudi bénh ngdi xe 1an d& dang di chuyén (2 y kién).
2.3. Co s& vt chét va phwong tién phuc vu ngudi bénh.

V& co s¢ vat chit va phuong tién phuc vu ngudi bénh, ty 18 hai long dat mirc cao, tir
97.0% - 100.0%, ty 1& rat hai long tir 33.5% - 39.0%, cao hon so véi thang 01/2018 (ty 18 rat
hai long chi tir 29.5% - 34.0%)).

Bang 2.3. Mirc d6 hai 1ong v6i co sé vt chit, trang thiét bi ciia bénh vién

Khong | Binh | ... o | Rat Téng
Noi dung hailong | thwong hai long

n | % | n|%]| n % | n| % | n| %
Mai trudng bénh vign xanh, sach, dep 0 100] 2 |1.0] 120 | 60.0 | 78 | 39.0 | 200 | 100
Nha v& sinh thugn tién, str dung tdt, sach s& 1 los| 3 [15]118]5907] 78 [39.0]200] 100
Phuong tién giip ngudi bénh tam ly thodiméi | 0 1 00| 2 | 1.0 | 123 | 61.5 | 75 | 37.5 {200 | 100
Pam bao an ninh, trét ty, phong ngtratdmedp. | 0 [ 00| 2 | 1.0| 123 | 615 | 75 | 375 [ 200 100
Quat, diéu hoa day dit hoat dong tot 0o 00| 0 00| 127 |635] 73] 365]200] 100
| Phong chd bénh vién d ghe ngdi, sirdungtot | 1 | 05| 5 [ 25| 122 | 61.0 | 72 | 36.0 | 200 | 100
| Ej:z“liﬁhg‘fa“h chd khém sach s8, thodng | 1\ s 1 5 | 10| 128 | 64.0 | 69 | 345 | 200 100
| Ehalr?akrf‘t’hﬁetr}‘ﬁ;? khi kham bénh, chieu chup, | ;1 551 5 | 10| 130 | 650 | 67 | 33.5 | 200 100
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Ty 1& ngudi bénh hai long v& nha vé sinh thuén tién, st dung tdt, sach s& va moi truong
trong khudn vién bénh vién xanh, sach, dep 1a 98.0% va 99.0%, tang 2.5% so vo6i thang
01/2018, ddng thoi day 1 2 ndi dung c6 tj 16 ngudi bénh rit hai long cao nhat cing 12 39.0%
(thang 01/2018 1a 32.0% va 33.0%).

Su hai 1ong thip nhét 13 viéc phong chd ¢ di ghé ngdi cho ngudi bénh va sir dung tt
véi ty 18 13 97.0% va thip hon so véi thang 01/2018 (98.0%); khong hai long 13 0.5%, cao
hon so véi thang 01/2018 (0.0%). Ngudi bénh phan anh quiy thudc bao hiém nho, chat chéi,
thidu ghé ngdi dé cho Iinh thude (5 y kién co s 1).

C6 0.5% nguoi bénh khong hai long vé viéc sanh chd/phong cher khdm sach s8, thoang
mat, vé& viéc dam bao riéng tu khi kham bénh, chiéu chup hodc 1am thu thudt (co sé 1). Nguoi
bénh nhan xét khu vé sinh nam nit chung, khong kin d4o (1 y kién Ty nguyén 1).

Ngoai ra, ngudi bénh phan anh bénh vién khong c6 bii giri xe hodc bénh vién cin
han ché xe dd truéc cong bénh vién tao diéu kién thuin lgi cho xe 6td van chuyén ngudi

bénh t&i kham (2 y kién co 5o 1).

2.4. Thai d9 wng xit, nang lwe chuyén mén ciia nhan vién y te

Ty 1€ nguoi bénh hai long v& tinh thén, thai d6 giao tiép cua nhén vién bénh vién &
mitc cao tir 97.5% - 100%, ty 18 rt hai long cai thién va cao hon so véi thang 01/2018, cu
thé d3 tang tir 31.2% - 40.7% lén 40.5% - 52.0%.

Bang 2.4. Mirc d hai 1ong ctia ngwdi bénh vé tinh thin, thai do giao tiép chia NVYT

IR

Khéng Binh Hai 1d Rit T8
Néi dung hai long | thwong 'O | hailong ong

n | % | n| % n % n % n %
Tinh than, thai d nhan vién phong
Siéu 4m mach/ Siéu am bung 0 |00 1 |1.0] 47 | 470 | 52 | 520 | 100 | 100
Tinh than, thdi dg nhén vién phong | o | oo o | 16| 59 | 470 | 64 | 512 | 125| 100
S1€u am tim
Tinh than, thai do cia nhén vién phong | | o0 | o | 00| 52 | 505 | 51 | 495 | 103 | 100
X-quang ‘
Hutng dan vién c6 16i ndi, théi o, | o | 64| 1 | 05| 100 | 500 | 99 | 495 [ 200 100
giao tiep ding muc
Ning luc chuyén mdn cta Béc si, Didu :
duding dap g mong doi 0 [00] 1 05/ 1031|515/ 96 | 480|200/ 100
Pugc nhén vién y té ton trong, dbi xur
cong biing, quan tam 0 00| 1 [05] 109|545 90 | 450 {200 100
Bac s§ c6 101 noi, thai do, giao tiép
dling muo 0 00| 1 [05] 110|550 | 89 | 44.5 {200 100
Tinh than, thai d6 ctia nhan vién khoa xét
nghiém 0 00| 1 06| 8 |555| 68 | 439 |155| 100
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Khong Binh Hai lone Rit Tén
N§i dung hailong | thwong & | hailong | U8
n | % | n| % n % n % n %
“Tinh than, théi do clanhan vién baové | 0 | 0.0 | 5 | 2.5 | 111 | 555 | 84 | 42.0 {200 | 100
Tinh than, thai d§ ctia nhan vién quay | o | gq | 3 | 15| 115 | 57.5 | 82 | 41.0 | 200 | 100
thuoc :
Tinh than, thai d0 cta nhan vién phong |\ | g0 5 | 11| 112 | 580 | 79 | 409 | 193 | 100
dién tim
Tinh thin, théi d6 cia nhan vién ké todn | 1 | 0.5 | 2 | 1.0 | 116 | 58.0 | 81 | 40.5 | 200 100

C6 01 ngudi bénh khong hai long v& tinh thin thai d§ ctia nhan vién ké toan. Nguyén

nhan duoe tim hidu 1a do quiy ké toan d6 dugc phan cdng thyc hién lam thd tuc thanh toan
ra vién cho nén d& mdi ngudi bénh sang quiy khac nhung do s6 lugng ngudi bénh 16n giy
tiéng 6n va viée phai néi to qua ctra kinh 1am ngudi bénh hidu 14m.

C6 nhidu ¥ kién khen ngoi tinh thin thdi d6 1am viéc ctia nhan vién, nhan xét du s6
lwong ngudi bénh dong nhung nhan vién van nhit tinh 1am viéc ca gidy nghi trua (2 ¥ kién
coso 1; 8y kién co s& 2). Mot sb khac @& nghj bac si cin tao cam gidc thoai mai cho
ngudi bénh duoc hoi hode khi khim nén héi k¥ tién st ngudi bénh va giai thich rd hon vé

thube (1 y kién cosd 1;1y kién co 50 2).

2.5. Két qua cung cip dich vu

Bang 2.5. Mitrc d9 hai 1ong ciia ngudi bénh vé két qua kham va didu tri

Khong Binh Hai Ion Rat T
Nbi dung hailong | thwong € | hailong ong

n| %\ n!| % n % n % n %
Hoéa don, phiéu thu, don thubc \{é két
qua kham bénh duoc cung cdp 5| 0 [ 00| 4 | 2.0} 112 | 56.0 | 84 | 42.0 | 200 | 100
rang, minh bach
fjrtlgqua kham bénh dép Gng nguyén | 1 o0 1 5 | 25| 113 | 56.8 | 81 | 407 | 199 | 100
1;/[;: d tin tudng vé chat luong dich vu |\ g o 1 3 151 117 | 588 | 79 | 397 | 199 | 100
Mic do hai long vé gid cadichvuyté | 0 [ 0.0 | 11 [ 55| 112 | 563 | 76 | 382 | 199 | 100
Hai long khi tham gia chuong trinh
bénh man tinh 0 100| 0 [00]| 81 | 643 | 45 | 357|126} 100

T¥ 18 nguoi bénh hai long vé viée tham gia chuong trinh quan 1y cic bénh man tinh
dat 100%, ty 16 rat hai long dat 35.7%.

V& két qua cung clp dich vu, c6 ty 1é ngudi bénh hai 1ong & mirc cao tir 94.5% -
98.5%, ty 16 rat hai long tlr 38.2% - 42.0%, cao hon so v6i thang 01/2018 (ty 1& hai long
tir 90.3% - 98.5%, rat hai long 13 31.8% - 36.0%).
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Két qua kham bénh dap ung nguyén vong va muc dd tin tudng vé chit lugng dich
vuy té c6 ty 18 ngudi bénh hai long 1a 97.5% va 98.5%, khong chénh léch nhiéu so vai
thang 01/2018 (97.0% va 98.5%), nhung ty 1¢ rét hai long 13 40.7% va 39.75 cao hon so
vé6i thang 01/2018 (twong Ung 1a 36.0% va 35.0%), bén canh d6 ty 1€ khong hai long dé
giam tir 0.5% (thang 01/2013) xubng 0.0% (thang 02 & 03/2018).

Khao sat hai 1ong v& gia ca dich vu y t& khong c6 ngudi bénh khong hai long, ty 18
ngudi bénh chua thye sy hai long (mic 3) gidm tir 9.2% (thang 01/2018) xubng con 5.5%
thang 02 & 03/2018.

0.0%

B<50%
#> 50% dén < 80%

> 80%

Biéu d6 2.1. Panh gia sw dap dng so véi mong dei clia ngwdi bénh

Ty 1€ NB danh gid bénh vién da dap img dugc > 80% so voéi mong doi cua ho 1a
85.9%, cao hon so vdi thang 01/2018 (82.2%). Mitc mong doi ciia NB dugce dap tmg thap
nhét 13 70% (5 ngudi), cao nhat 13 100% (63 nguéib - Mode).

C6 98.0% ngudi bénh khi duoc hoi, tra 101 chic chén s& quay trd lai hodc gidi thidu cho
ngudi khéc khi c6 nhu ciu, vi 2.0% ngudi bénh chua chic chin quay trd lai vi 1a lan dau
kham, su quay tr& lai phu thude véo tién trién ctia bénh sau diéu tri.

2.6. Panh gia chung

Ty 16 hai long chung ctia ngudi bénh vé chit lugng dich vu clia bénh vién 13 97.92%,
ting 0.28% so vdi thang 01/2018, ty 1€ rat hai long 12 40.93% cao hon so véi thang 01/2018
(33.37%). Ty 1€ khong hai long 1a 0.06% d4 giam hon so véi thang 01/2018 (0.14%).

~ St dung thang diém Likert 5 mirc d¢ tir rat khong hai long dén rat hai long, twong g
tr 1 dén 5 diém, diém trung binh mirc d6 hai long ciia ngudi bénh vé& cac nhém ndi dung
khao sat nhu sau:




Kha ning tiép
cén dich vu

Su minh bach
thong tin va tha
tuc kham
bénh, diéu tri

Két qua cung clp P
dich vu \

=¢=Thang 01/2018

h\

re AT j
T}}ax o ull&% \ Co s& vét chét va
XU, nang lyc 444 phuong tién phuc
chuyén mon ctia vu ngudi bénh
NVYT ' '

~f8~Théang 02-03/2018

Biéu db 2.2. Piém trung binh mirc dd hai long vé cic ndi dung khio sat (co s& 1)

Két qua tai co s& 1, diém trung binh muc d6 hai long clia ngudi bénh vé cac nhém
tiéu chi danh gid ting hon so véi thang 01/2018. Sy ting diém nhiéu nhit vé kha ning tiép
can dich vu tir 4.1 diém 1én 4.37 diém va két qua cung cép dich vy, ting tir 4.13 diém 1én
4.4 diém/5.0 diém.

Kha nang tiép can
dich vy

Su minh bach
Két qua cung cép | thong tin va tha
dich vu 4:\ A4 24 1 tuc kham
- SdB -7 ) ] § 4.3Tbénh, diéu tri

=$-Thang 01/2018

~g@~Thang 02-03/2018
Thai d§ ting
XU, nang luc ‘ L

chuyén m%)n cia 446 4.4 phuong tién phuc

NVYT vu nguoi bénh

Bidu dd 2.3. Piém trung binh mirc d9 hai long vé cac ndi dung khio sit (co s¢ 2)

Tai co s& 2, diém trung binh muc d6 hai long vé cac ndi dung khao sat cling dat trén
4.3/5.0 diém nhung c6 chiéu huéng giam nhe so vé&i thang 01/2018, tuy nhién sw chénh
léch khong dang k& Mirc diém hai 1ong vé tinh than thai do ctia nhan vién 14 cao nhét véi
4.46/5.0 diém, thAp nhét vé két qua cung cép dich vu y t& (4.34/5.0 diém).




Bang 2.6. Téng hop ¥ kién, gép ¥ ciia ngudi bénh

TT | Muc khio sat Nhém ndi dung gop ¥, nhin xét cia ngwoi bénh

Kha ning tiép | Diém ding xe bus cach xa bénh vién, ngudi bénh gia yéu di lai khé khén (1
cén dich vu kién co s6 2).

- Thoi gian cho 14y thube hoi 1au, quay thude bao hiém hoi nhé va thiéu ghé ngdi
Su minh bach cho (07 y kién co sd 1).

2 | thong tin va tha | - Thay d6i quy trinh kham bénh, 14y s6 ngay tir lic ndp vién phi.
tuc kham bénh | - T4ch riéng qudy thudc bao hiém va dich vu (co s0'2)

- Nhan vién kiém tra k§ s6 lugng chi dinh cén 14m sang cho NB (co s& 2)

. | - Nha vé sinh Tu nguyén 1 chung nam nff, bét tién, khong kin déo.
Co sd vét chat,

3 A - Han ché xe d8 truéc cdng bénh vién dé tao didu kién thuén loi cho xe 6 t6
trang thiét bi ) . e T
van chuyén nguoi bénh téi kham.

) - Khen nggi tinh than va thai d cta nhén vién bénh vién (2 y kién co s¢ 1 va
Théai d6 ung xi, 8 ¥ kibn co s&
y kién co 50 2). ‘
4 | néng lyc chuyén G % v6i bic ST nén hoi tién siy NB.v3 sm eific thodi méi ch d
mbn ciia NVYT .op y vo: acA81 nen, Oi tién sur ‘va ‘fao. Acam giac thodi mai cho NB dugc
héi thém vé thude (1 y kién cosé 1 va 1y kién co s& 2).

IIL. KET LUAN

Muc tiéu phén déu ciia bénh vién 1a tao su thuan tién khi st dung dich vu tai bénh
vién va mang lai sy hai long cao nhéit (mic 5 — rat hai 10ng) cho ngudi bénh khi t6i kham,
chita bénh. K&t qua sau khao st sy hai 1ong ngudi bénh thang 02 va thang 03 ndm 2018 tai
bénh vién nhu sau:

V& kha niing tiép can dich vu, t 18 ngudi bénh hai long cao trén 98.0%, rit hai long tir
38.0% - 41.2%.

Ty 18 ngudi bénh rét hai long v& su minh bach théng tin va thii tuc kham bénh 1a
30.0% - 50.5%, cao hon so vai thang 01/2018 (tr 25.0% - 37.2%).

Thoi gian chd bac si kham va che 1dy thude c6 ty 1€ hai long 14 93.0% va 87.5%, thép
hon so v&i thang 01/2018 (96.0% va 95.5%), ty 1€ chua thuc sy hai long (mic 3) cao véi ty
1€ 12 7.0% va 12.5%.

V& co s vit chét va phuong tién phuc vu ngudi bénh, ty 16 ngudi bénh rit hai long
tr 33.5% - 39.0%, cao hon so vé&i thang 01/2018 (tir 29.5% - 33.0%). Tuy nhién van con
0.5% ngudi bénh khong hai 1ong vé sinh cho thoing mat, tinh trang ghé ngdi ddy du va
nha vé sinh thuén tién sach s&.

V& tinh than, thai d§ giao tiép clia nhén vién, ty 1& ngudi bénh rat hai long tang tir
31.2% - 40.7% (thang 01/2018) 1én 40.5% - 52.0% (thang 02 & 03/2018). Mirc rit hai




long cao nhat 1a vé tinh thin, thai dd nhan vién phong si€u &m mach/bung véi 52.0%, thép
nhét 14 ctia nhan vién ké toan (40.5%).

Tai co so 1, diém trung binh mirc d¢ hai long clia ngudi bénh vé cac ndi dung khao sat
ting hon so véi thang 01/2018, sy ting diém nhidu nhét 1 vé kha ning tiép can dich vy
(4.37/5.0 diém) va két qua cung chp dich vy (4.4/5.0 diém) cing ting 0.27 diém.

Tai co s6 2, diém trung binh muc dj hai long v& céc nhom chi s6 danh gid c6 chiéu
hudng giam nhe so véi thang 01/2018, tuy nhién su chénh 1éch khdng dang ké. Mtrc diém
hai long v& tinh than thdi d6 ctia nhan vién 1a cao nhét véi 4.46/5.0 diém, thip nhét v& két
qué cung cip dich vuy té v6i 4.34/5.0 diém.

100% nguoi bénh hai long v& viéc tham gia chwong trinh quéan ly cdc bénh mén tinh,
ty 18 rat hai long dat 35.7%.

Ty 1€ hai long chung cta ngudi bénh vé chit lvong dich vu ctia bénh vién 12 97.92%,
rét hai long 40.93%, khong hai long 1a 0.06%, cai thién hon so véi thang 01/2018.

Ty 1€ ngudi bénh danh gia bénh vién da dap tmg dugc > 80% so véi mong doi cla
ho 14 85.9%, cao hon so vai thang 01/2018 (82.2%). Ty 1€ ngudi bénh chéc chén quay trd
lai khi ¢6 nhu céu 14 98.0%, cao hon so véi thang 01/2018 (97.0%).

PTP. QUAN LY CHAT LUQNG

Nguyén Thi Hong Thu
Noi nhin:

- Ban Giam dbc (dé b4o céo);
- Céc khoa, phong (dé thuc hién)
- Luu: QLCL, VT.
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