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

BENH VIEN TIM HA NOI Déc ldp — Ty do — Hanh phiic
sé: /592 /BC-BVT Ha Noi, ngey M. thing 5. nim 2018
BAO CAO

Két qua khao sat sy hai long ngudi bénh ngoai tra
tai bénh vién Tim Ha Ngi thang 4 nim 2018

Can cr Cong van sb 1626 /KCB- QLCL ngay 03/11/2017 ctia Cuc Quéan ly Kham,

chita bénh - Bd Y t& v& viéc huéng dan kiém tra, danh gi4 chat lvong bénh vién va khdo sat
hai long ngudi bénh, nhan vién y t& nam 2017.

Thye hién K& hoach s6 120/KH-BVT ngay 12/01/2018 cia bénh vién Tim Ha Noi
vé “Khao sét su hai long cua ngudi bénh va can bo nhan vién nim 2018”.

Mang lué6i Quén ly chét lugng bénh vién Tim Ha Noi tién hanh; “Khao sat su ha1
long ctia ngudi bénh ngoai tra thang 04 nam 2018” véi muc tiéu:

1. Xac dinh makc d6 hai long cia ngudi bénh ngoai trii khi su dung dich vv tai bénh vién
Tim Ha Noi thang 04 ném 2018.

2. Mt 56 yéu t6.anh hudng (61 sy hai long ciia ngudi bénh khi sir dung dich vy tqi bénh
vién Tim Ha N§i thing 04 ndm 2018,

1. POI TUQONG VA PHUONG PHAP KHAO SAT
1. Péi twgng khdo sdt: Ngudi bénh dén kham, didu tri ngoai tru tre_li bénh vién.
2. Thoi gian tién hanh va tiéu chudn chon ngwoi bénh khdo sdt

- Thoi gian va dia diém khdo sat: Tir 16/04 dén 20/04/2018 tai khoa Kham bénh,
Phong kham da khoa va khoa Kham bénh ty nguyén - bénh vién Tim Ha Noi.

- Tiéu chuén Iya chon ngudi bénh: Nguoi bénh tir 18 tudi, ddng y tham gia khéo sat,
co kha néng tra 16i cau héi va dd hoan thanh qué trinh kham bénh (bac st da két thic qua
trinh kham trén hé thong may tinh va c6 don thudc).

3. Phuwong phdp khdo sdt: Diéu tra mé ta cit ngang.

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

Xie Iy 56 ligu: STATA 12.0 va céc phuong phap thong kéy hoc théng thuong.

Quy woc cdch tinh diem: B cau héi duge chdm didm theo thang diém Likert véi 5
muc d6. Cac lya chon cia ngudi bénh tinh diém tuong rmg nhu sau;



hang dié .
T 1an.gx rem Mire d) hai long Xeép loai chung
Dieém)

1 Rat khong hai lon _
af ° g - g Khoéng hai long chung

2 Khéng hai long

3 Binh thuong Binh thuong (Chua thyc sy hai long)

4 Hai long
x Hai I¢ i

5 RAt hai long atlong chung

Diém hai long chung = tong diém/tdng so6 cau hoi
Diém hai long cho timg van d¢ = tong s0 phiéu nhén xét diém 4, 5/ tong s6 phiéu khao sat

II. KET QUA VA BAN LUAN

1. Diic diém thong tin ciia ngwdi bénh.

- Co 56 1: ¢6 16 nguoi bénh Ty nguyén 1; 9 ngudi bénh Tu nguyén 2 va 75 ngudi

bénh Tu nguyén 3.

- Co 56 2: bao gdm 7 nguoi bénh kham Tu nguyén; 92 ngudi bénh tai khoa Kham bénh
va 01 ngudi bénh ctia Phong kham da khoa.

Tudi trung binh cla ngudi bénh 1a 58.3 + 15.6, ¢6 84.0% ngudi bénh sir dung thé bao
hiém y té khi kham, chita bénh. Ty 18 nguoi bénh thude ddi twong uvu tién (ngudi bénh
)12 8.5%

trén 80 tudi, thuong bénh binh, phuy nit ¢6 thai, .

C6 56.5% NB ddng y tham gia khao sat trong chuong trinh quén ly cac bénh man '
tinh. Ty 1& NB 1an d4u t&i kham 1a 31. 4%, chu yéu & co s& 1 véi 37/100 ngudi bénh.

2. Mure d9 hai long cia nguwoi bénh khi siv dung dich vu tai bénh vién

2.1. Kha niing tiép cén dich vu:

Béng 2.1. Mirc d6 hai 1ong ctia ngudi bénh vé kha niing tiép can dick vu

Khong Binh Hai 1on Rat T
Noi dung hailong | thudng 8 | hailong ong

n | % | n| % n % n % n %
Tim hi€u cac thong tin va ding ky
dien ti 0 100 15]11.6] 56 | 434 | 58 | 45.0 | 129 100
Léi di trong bénh vién, hanh lang bing 0 [00| 8 |40]| 11959573 | 3652001 100
phang, dé di ,
Bién bdo, chi din duong dén bénh 0 100 5 |25|123 615 72|360]200! 100
VIEN I'o rang ]
50 do, bien bdo chi dan dudng den cde | o1 o 1 o 150 | 100 [ 610 | 72 36.0 [ 200 | 100
khoa, phong r rang, dé€ hiéu
Khoi nha, cau thang, duoc danh 5018 | 11\ 1 1o 0 T s T srs |y 35.5 200 | 100
rang, de tim

C6 129 ngudi bénh tim hiéu thong tin va déng ky kham qua dién thoai, trang tin dién
t ctia bénh vién (51/100 nguoi bénh co sé 1 va 78/100 ngudi bénh co s& 2), trong d6 ¢ 25
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nguoi bénh co sé 1 va 17 ngudi bénh co so 2 1a ngudi bénh 14n ddu t6i kham. Ty 1€ ngudi
bénh hai Iong vé ndi dung nay dat 88.4%, ty 18 rét hai long 14 45.0%.

Ty 1€ nguoi bénh hai long véi cac néi dung khao sat v& kha ning tip can dich vu dat

muc cao trén 93%, ty 1é rit hai long dao dong tir 35.5% - 36.5%,
thang 02&03/2018 (hai long trén 98%, rt hai long tir 38.0% - 41.2%)

nhung thap hon so véi

Qua trinh phdng vin, nguoi bénh phan 4nh mdt sé vi tri trong bénh vién nhu ciu
thang con chat hep (Co sé 1) hodc chd béc thém lén xuéng khoa dugc co sé 2 (sau cénh ctra
kinh ra vao khu tiép d6n) can xdy thoai hon cho BN khong vap ngi khi Ién xubng.

2.2. Sy minh bach théng tin va thd tye kham bénh, didu tri

Bang 2.2. Mire d§ hai long ciia ngudi bénh vé quy trinh kham bénh ctia bénh vién

Khong Binh | Rat T&
N¢i dung hailong | thwong & | hailong ong

D% n | % n | % |-n]|%]| 0l %
Nhén vién y té tiép don, huéng din NB
lam thu tuc niém no, tén tinh 0100 2 10 84 1420\ 114 | 570 | 200 | 100
Bugc xép hang theo thir tur trude sau khi lam
cac thi tuc d:éng ky, ndp tién, kham bénh, xét { 1 | 05 | 7 350 97 1485 95 | 475|200 | 100
nghiém, chiéu chyp ‘
Thoi gian duge bac st kham va tu van 0 10010 |50 99 [495] 91 | 455 200 | 100
Thoi gian cho t6i luot Béc st kham 0 (00| 12601101 |505]| 8 43514200 | 100
Gid dich vy y t€ niém yét 5 rang, cong khai, 0 00| 8 |40/ 105|525] 87 1435/ 200 100
minh bach ' ) " |
Quy trinh, thi tuc kham bénh duge cai cach
don gian, thun tién 0 100] 9 145|104 |50/ 87 | 435| 200 100
Thoi gian cho chyp X- quang 0 00| 5 |45| 60 (541 46 |414] 111 | 100
Quy trinh khém? bénh dugc niém yét 5 rang,
cong khai, d3 hidu 0 100] 7 |3.6[109 (553 81 | 411 197 | 100
Thoi gian cho lam xét nghiém 0 100 9 |56 87 |540( 65 |404] 161 | 100
Thoi gian chd lam dién tim 0 100 6 [3.1]109](5711] 76 3981 191 | 100
ELI:I?;) gian chd 1am siéu 4m mach/siéu a4m 0 100] 9 |77 62 | 530! 46 | 393 17 | 100
Thf)'l gian cho doi lam thu tuc ding ky 0 (00|13 (65109545 78 | 390 200 | 100
kham bénh
Thoti gian cho lam siéu Am tim 0 100 8 |58 78 |561] 53 |381 139 | 100
Th(il gian cho linh thudc bao hiém/mua 0 00|13 |67|110]|57] 71 | 366/ 10 100
thuoc dich vu :

Ty 1€ ngudi bénh hai long vé su minh bach théng tin va thi tuc kham bénh, didu tri
dat trén 93.0%, ty 1& rat hai [ong tlr 36.6% - 57.0%, cao hon so véi thang 02 & 03/2018
(rit hai long la 30.0% - 50.5%). Trong do, viéc nguoi bénh dugc nhan vién y té tiép don

huéng dan niém n tan tinh cé ty 1€ nguoi bénh hai long cao nhit véi 99.0%,
14 57.0%. Muc hai long vé thoi gian cho linh/mua thubc véi 93.3%,

vai thang 02 & 03/2018 (87.5%).

rét hai long

tuy vay da cao hon so
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Trong dot khao sat nay c¢6 117 ngudi bénh ¢6 chi dinh le‘tm_ si€u 4m mach/byng, ty 18
ngudi bénh hai long vé thoi gian chd 1a thip nhét v6i 92.3%, rt hai long 12 39.3%, va ty
1€ ngudi bénh chua thuc sy hai 1ong (mtc 3 - binh thudng) & mirc cao nhit v~ 7. 7%.

Viéc xép hang theo ding s6 thur tu o ty 1€ nguoi bénh hai long 12 96.0%, rat hai long la
47.5%, nhung van c6 0.5% khong hai long ngudi bénh nhin xét khu xép sb téng ] —khu Tu
nguyén 2 con lung tung, 16n xén va mét trat ty do nguoi bénh dong.

Taico s 1, c6 4y kién ngudi bénh Khu Tu nguyén 3 nhén xét thdi gian kham tai
bénh vién con kéo dai, ngudi bénh ding ky khdm tir sém (truéc 6h30°) nhung dén hon

10h van dang cho 14y thube. Tai khu thu tién, déi khi bang goi s thr tu bi hong,

nguoi

bénh kho theo ddi va phai tu tip dong dé nghe goi tén, nhidu khi qua tai nén thoi gian cho
‘thanh toan/ly thé bao hiém con lau (4 v kién Ty nguyén 3).

Tai co 56 2, ¢6 1 ngudi bénh gép y bénh vién nén ¢6 1 quy dinh 18 rang v& chd tra
thé bao hiém hodc quay tr& vé& cach cii 1a ndp thé quiy nao thi quay lai 1iy the quiy do.
Ngoai ra, c6 02 ngudi bénh mong muébn dugc béc st giai thich, tv vAn nhidn hon vé két
qua cén lam sang, tinh trang bénh tat va cach sir dung thude.

2.3. Co sé vt chit va 1)111i'0'ng tién phuc vy ngudi bénh.

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

Khong Binh i lon Rit hai T
N¢i dung hai long | thwong ariong long ong
n % | n|% n Yo n Y n %
2 A M l A . A .
Dflm tjao an ninh, trat tu, phong ngira 0 00| 1 ]05] 113|565/ 86| 430 | 200 100
trom cap.
am bao riéng tu khi khdm bénh, chié |
Pam ba9 fleng 7tu k}l kham bénh, chiéu 0 [00]10]50] 105|525 85 | a5 200 | 100
chup, khi lam tha thuét
\ ~ . l t ~ t.,\ o, d »’\t
Nha vé sinh thuan tién, sir dung tot, | | 05| 8 | 40| 107 | 53.5 | 84 | 42.0 | 200 | 100
sach s&
Phe ho/sanh chd kha h s8& :
e o o ram seeh & st 3 [ s | e [ 570 | 82 | ato 200 | 100
thoang mat, kin gio, ...
Mai trudng bénh vién xanh, sach, dep 0 100 6 [3.0] 113|565 | 81 | 405 | 200 100
Quat, diéu hoa day du hoat déng tbt 0S| 7 13501131565 79 39.5 1200 100
Phong chd bénh vién du ghé ngdi, sir
1one SO b vien Ad ghe ngo st o o b s | g | sss 79 | 39.5 [ 200 | 100
dung tot
E}P}itil'o‘ng tién giup ngudi bénh tim ly thoai 0 100 14 (70| 107 | 535 | 79 | 395 | 200 | 100

Vé co s& vat chét va phuong tién phuc vu ngudi bénh cé ty 1€ hai long tr 93.0% -
99.5%, ty 1& rat hai long tir 39.5% - 43.0%, cao hon so véi thang 02&03/2018 (34.5% -
39.0%). Trong dé viéc bénh vién dam bao an ninh, trdt tu, phong nglra trom cép o ty 1&
nguoi bénh hai long cao nhat véi 99.5%, rét hai long 14 43.0%.
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Tuy nhién, vin ¢6 0.5% ngudi bénh khéng hai long v& nha v€ sinh thuén tién, s
dung tét; phong chd, sanh chd sach s&; hé thdng quat/didu hoa day du, hoat dong t6t va viec
cung cip diy du ghé ngdi cho NB. Nguoi bénh phan anh rang khu ngdi chd khém chét hep
thiéu khong khi, cin bd sung thém quat mét, hodc ghé vang ngdi khong thoai mai, sau gidy
nghi trva ngudi nha nim dai trén ghé, nguoi bénh khéng cé chd ngdi (5 v kién co sé& D).

Ty 1€ ngudi bénh hai long vé& viéc bénh vién ¢6 cdc phuong tién gitp ngudi bénh
c6 tam ly thodi mai 14 93.0%, thip hon so véi thang 02&03/2018 (99%) va ciing 1a ndi
dung c6 ty 1¢ nguoi bénh chua thue sy hai long 1a cao nhat véi 7.0%.

Ngudi bénh co s6 1 gbp y khi lam dién tim, nén goi nam va nit riéng, trudng hop it
nam hodc nit thi van nén goi riéng dé dam bao riéng tu ctia nguoi bénh (1 y Kén).

Trong qué trinh phéng van, ngudi bénh mong mudn co sé ha ting cua bénh vién
dugc cai thién va nang cép hon dé phuc vu ngudi dan tét hon (2 ykién cosé 1 va 2 vy kién
co s¢ 2). Hodc 2 ¥ kién ngudi bénh gép v vé hé thdng man hinh goi sb dbi khi khong hién
thi s6 tht tu tai quéy thu tién (co s& 1, 2) hodc khu chin do4n hinh anh (co s 2) ngudi
bénh kho theo dbi, phai tu tap dong gay On a0 va nhan vién y t& kho thuc hién chuyén

mon (1 y kién co s 1 va 1y kién co s 2).

2.4. Thai dg ung xir, niing lyc chuyén mén cita nhan vién y te

Bang 2.4. Mire d§ hai long ciia ngudi bénh vé tinh thén, thai d9 giao tiép ciia NVYT

Khéng | Binh Rit hai 2
) A . Hai long . Tong
Noi dung hailong | thwong long
n | % | n|%| n Yo | m | Y% | n | %
Dugc nhén vién y € n trong, doi xur
A1 A 0 100] 2 | 1.0} 90 | 450|108 54.0 | 200 100
cbng bang, quan tim
Nang lyc chuyén mén ctia Bac si, Diéu
e p 0 100 1 105 93 |465 |106| 53.0 |200]| 100
dutng dap ing mong doi
Hudng dan vién cd 101 nodi, thai do,
oA . 0 100} 3 [[1.5) 91 | 455|106/ 530 | 200! 100
glao ti€p diing muc
Tinh than, thai do nhan vién phong siéu
A A A 0 100 2 | 1.7] 53 1453621530117 100
am mach/ Siéu 4m byng
Tinh than, thdi do nhan vién phong
cn A 0 100} 2 |14 65 | 468 | 72 | 51.8 | 139 100
sieu am tim
Bac sy c¢6 101 néi, thii d¢, giao tidp -
. 0 1001 1 [05] 99 | 495|100 50.0 | 200! 100
ding muc
Tinh than, thai do cta nhén vién khoa xét ‘
n 0 100 2 ['12) 80 |497 |79 | 9.1 (161 100
nghiém
Tinh than, thai do cta nhan vién phong
A 0 |00} 2 [ 1.0] 100|524 | 89 | 466 |191| 100
dién tim
Tinh than, thai do clia nhan vién quiy
thube 0 100 2 [1.0] 103 | 531 89 | 459 | 194 | 100
L
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Khéng | Binh s RAt hai 2
s eys . Hai long . Tong
Noi dung hailong | thuwong long
_ n | % |n| % n Y% n %o n %
i an, thai d cia nhén vién pho

pinh thin, thél dp clia nhan vién phong 0 100] 1 1091 60 | 541 | 51 | 450 {111 100
X-quang
Tinh thén, théi d6 ctia nhan vienkétoan | 0 | 0.0 | 2 | 1.0 | 109 | 545 89 | 445 | 200 | 100
Tinh than, thai do cua nhan vién bao vé 0 [00] 6 [3.0] 1051525 8 | 445 [200! 100

(Ghi chii: NVYT: Nhén vién y té)

Ty 1¢ nguoi bénh hai long vé tinh thin, thai 4o giao tiép cia NVYT tai thang

04/2018 tir 97.0% - 99.5% khéng thay d6i nhiéu so véi thang 02&03/2018 (tir 97.5% -
100%), nhung ty 18 rit hai long (muc 5) tang tir 41.0% - 51.2% (thang 02&03/2018) 1én
44.5% - 54.0% (thang 4/2018). Trong d6 viéc Bac si c6 1&i ndi, thai do, giao tiép diung
myc va nang lwe chuyén moén cta NVYT déap tng dugc mong doi 14 ndi dung c6 ty 1&
nguodi bénh hai long cao nhét cing 1a 99.5%, ty 18 rit hai long tuwong tng 12 50.0% va
53.0%, cao hon so véi két qua khdo sat thang 02&03/2018 (44.5% va 48.0%).

Viéc nhén vién y té t6n tr ong, dbi xu cong bang, quan tAm 1a ndi dung cA ty 1€ nguoi
bénh rat hai 1ong cao nhit véi 54.0%. Ty 18 rat hai long thip nhit 12 v& tink. than, thai do
cua nhén vién bao vé (44.5%) tuy vy, d3 cao hon so véi thang 02&03/2018 (42.0%). -

Qua trinh phéng vén, ngudi bénh c6 khen ngoi tinh than, thai do phuc vu cia nhin
vién tan tinh, than thi¢n, nhe nhang khéng cau git (5 y kién co sg 1 va 7 ¥ kién co s¢ 2).

Tuy nhién, tai khu Chén doén hinh &nh, c6 nhitng lic déng nguoi bénh nhén vién y té hay
“cubng cin chu d4o va nhe nhang hon.

2.5. Két qua cung cap dich vu

Két qua khao sat cho thdy 100% ngudi bénh hai long v& két qua kham bénh da dap
ung duogc nguyén vong cia NB, ting 2.5% so véi thang 02&03/2018, ty 18 rat hai long la
45.0%, (thang 02&03/2018 1a 40. 7%)

Muc d9 tin tuong vé chit luong dich vu y t& ma bénh vién cung cép ch ty 1€ ngudi

bénh rat hai long cao nhit véi 47.0% , két qua nay cao hon so véi két qué khéo »4t thang 2&3
nam 2018 (39.7%).

Bang 2.5. Mic d hai long cia ngwdi bénh vé két qua kham va didu tri

Khéng Binh Hai 1d RAt hai T3
No6i dung hailong | thuong ariong long ong

n % n % n % n % n %
\1\//lllu;lzt<;io tin twdng vé chit luong dich 0 100| 1 |05]|105]|525] 94 | 470 | 200! 100
Ket qud khim bénh dip e | 0T 100 T 110 [ 550 | 90 450 | 200 | 100
nguyén vong
]Hf’a don, phicu thu, don thuoe va oo o 1 5 [ s 1100 T a0 | 59 | 4as 200 | 100
k€t quéd kham bénh dugc cung cap
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Khéng Binh e Rit h3 2 |
Noi dung hailong | thuong | MAIIONE | T Tong
n | % | n| % n % n % n %
r0 rang, minh bach
HAéi long khi tham gia chuong trinh 0 (00| 1 09| 64 | 566148 |425|113! 100
bénh man tinh _
?:“C 40 hai long ve gid ca dich vy [~ T 15| 7.6 | 102 | 51.9 | 80 | 40.6 | 197 | 100

Miurc d6 hai long ctia ngudi bénh vé gid ca dich vu y té 12 92.5%, thdp hon so véi thang
02&03/2018 (94.5%), dong thoi day cling 12 ndi dung c6 ty 1& ngudi bénh chua thuc su hai
Iong (muc 3 - binh thudng) 14 cao nhét véi 7.6%.

« Thang 02 va 03/2018 # Thang 04/2018

100 -
90 -
80 -
70
60 -
50 -
40 -
30
20 -
10 -

85.9

TV 18 %

0 0

<50% > 50% dén < 80% > 80%
Biéu d 2.1. Mirc d$ d4p ting ciia BV so v6i mong doi ciia NB

Bi¢u d6 2.1. Panh gia sy dap tmg so véi mong doi ciia nguoi bé.ih
Ty 1€ ngudi bénh danh gid bénh vién da dap ung dugc > 80% so v6i mong doi cua

ho 12 91.9%, cao hon so v6i mirc danh gia cia ngudi bénh tai thing 2&03/2018 (85.9%).

Co6 96.5% ngudi bénh tra 101 s& chic chin quay tr¢ lai bénh vién hodc gi6i thiéu cho
ngudi khac khi ¢6 nhu cau. 3.5% con lai do 14 1An ddu kham, sy quay trd lai phy thudc vao
tinh hinh tién trién cta bénh sau didu tri.

2.6. Danh gia chung

Ty 1€ hai long chung cia nguéi bénh vé chét lugng dich vu ctia bénh vién 1
96.59%, ty 1& rit hai long 14 43.65% cao hon so véi thang 02 & 03/2018 (40.93%), ty 1&
khong hai long 14 0.06% khéng thay di so véi thang 02 & 03/2018.



Str dung thang diém Likert 5 murc do tir rét khong hai long dén rét hai long, tuong

tng tir 1 dén 5 diém, diém trung binh mirc d9 hai long cia ngudi bénh vé cic nhém ndi
dung khao sat nhu sau:

Tai co s& 1: Muc diém hai long trung binh ciia nguoi bénh vé cic ndi dung khao sat
cla thang 04/2018 dat tir 4.21- 4.41 diém, giam nhe so voi thang 02803/2018. Tinh thin,
thai d§ ing x0 nang luc chuyén mén cla nhin vién y t& ¢6 mirc diém cao nhét véi 4.41
diém khong thay doi so v6i thang 02&03/2018. Giam nhidu nhét 1a sb diém ngudi bénh

danh gia vé kha nang tiép can dich vu véi 0.16 didm (4.37 diém & thang 02&03/2018 va
4.21 diém tai thang 4/2018).

Kha ning tiép can

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

~g-Théng
2&3/2018
-~ Thang 4/2018

Thai d6 ting xr,), Co s& vat chat va
ndng luc chuyén ~4%1 phuong tién phuc
moén cha NVYT vu ngudi bénh

Biéu d6 2.2. Piém trung binh mirc d9 hai l1ong vé cac noi dung khao sat (co s61)

Tai co s¢ 2, diém trung binh mic d6 hai long vé& chc ndi dung khao sat trong thang
4/2018 ciing dat trén 4.41 diém, nhung tdng hon so véi thang 02&03/2018. Mic didm hai

long vé tinh than thai d6 ctia nhan vién I3 cao nhét véi 4. 55 diém, thip nhit Ve kha ning
tiép can dich vu véi 4.41 diém.



Kha ning tiép
can dich vu
4,41

Su minh bach
thong tin va tha
tuc khadm bénh,

didu trj

Két qua cung cp
dich vu

£

~o=Théng 2 &
3/2018

~@-Thang 4/2018

L ”\j
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Théi d§ Gng xr}
nidng luc chuyérd 5%
mon ca NVYT ~ vu ngudi bénh

Biéu dd 2.3. Piém trung binh mirc d§ hai long vé cac ndi dung khao sat (co sé 2)

Bing 2.6. Tong hop y kién, gop ¥ cita ngudi bénh

TT | Muc khio sat Nhom ndi dung gop y, nhén xét ciia ngudi bénh
. Kha ning tiép | - Cau thang chét hep (Co 5o 1)
cén dich vu - Béc th&m khoa Dugc (co s6 2) cén xdy thoai hon

- Thoi gian kham kéo dai (4 ¥ kién co s& 1)

- Man hinh hién thi thdng bao sb thir ty doi khi khong hién s, khé theo dai.
- Quy dinh chd tra thé bao hidm (cosd2)

- Mong mudn béc st tu van, giai thich v& két qua cin 1am sang (co 36 2)

Su minh bach
2 | théng tin va tha
tuc kham bénh

- Khi ngbi chd kham chat hep, thiéu khong khi, ghé vang 1,55i khoéng thoai
mai, doi khi thiéu ghé ngdi (5 ¥ kién co s& 1)

- Mong mudn co s¢ ha tang bénh vién duge cai thi€n va nang cap (4 y kién)

Co s& vét'chét,
trang thiét bj

Théi do ang xu, . A (o an . . . :
? Ung Khen ngoi tinh than, thai do cta nhan vién bénh vién (5y kién cosd 1 va 7 y

4 | ndng luc chuyén | .
° Y idn co so 2).

mon ctaNVYT

II. KET LUAN

Nhim nang cao chit lwong dich vu va mang lai su hai 1ong cao nhit cho ngudi bénh,
bénh vién thudng xuyén tién hanh khao st sy hai [ong cua ngudi bénh lam co sé dé cai
tién hoat dong phue vu. Két qua khao sat hai 16ng thang 04/2018 nhu sau:

V& kha ning tiép_cém dich vy, ty 1& ngudi bénh rat hai long tir 35.5% - 36.5%, thép
hon so véi thang 02 & 03/2018 (38.0% - 41.2%)



Ty 1€ ngudi bénh hai long v& sy minh bach thong tin va thi tuc khdm bénh, diéu trj
dat trén 93.0%, ty 18 rat hai long tr 36.6% - 57.0%, cao hon so véi thang 02 & 03/2018
(rat hai Jong 14 30.0% - 50.5%).

Vé co s& vt chét va phuong tién phuc vu nguoi bénh cé ty 18 hai long tr 93.0% -
99.5%, rit hai long 14 39.5% - 43.0%, cao hon so véi thang 02&03/2018 (34.5% - 39.0%).

Ty 1€ nguoi bénh hai long vé tinh thin, thai d6 giao tiép cia NVYT dat tir 97.0% -
99.5% khong thay dbi nhiéu so véi thang 02&03/2018 (tir 97.5% - 100%), n*: wung ty 18 rat
hai long (mutrc 5) tang tir 41.0% - 51.2% (thang 02&03/2018) lén 44.5% - 54.0% (thang

4/2018). Mtc rat hai 1ong cao nhét 1a viéc nguoi bénh dugc nhan vién y té tén trong, dbi
Xt cong bang (54.0%).

Mire diém hai long trung binh theo thang diém Likert 5 muc d6 vé& cac nhom chi sb
danh gid déu dat muc cao (uen 04/05 diém), khong thay d6i nhidu so véi thang 02 &

03/2018. Mtrc diém cao nhit vé& thai dd tmg x1r, nang luc chuyén mén ciia NVYT: 4.41
diém (co s& 1) va 4.55 diém (co s6 ZJ):

Ty 1€ nguoi bénh hai long chung ctia ngudi bénh v& chét lwong dich vu cua bénh

vién 1a 96.59%, rit hai long la 43. 05%, cao hon so véi thang 02 & 03/2018 (40. 93%), ty
1€ ngudi bénh khong hai long 14 0.06%.

Ty 1€ nguoi bénh danh gia bénh vién di dap tmg > 80% so véi mong ¢oi ctia ho la
91.9%, cao hon so v6i thang 02 & 03/2018 (85.9%). Ty 1& ngudi bénh chic chéin sé quay
trér lai khi c6 nhu ciu 12 96.5%.

PTP. QUAN LY CHAT LUONG

Nguyén Thi Hong Thu )g,u €n Quang Tuin
Noi nhgn:
- Ban Giam dbc (dé bao cao);
- Céc khoa, phong (dé thuc hién)
- Luu: QLCL, VT.
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