SO Y TE HA NOI CONG HOA XA HOI CHU NGHiA VIET NAM

BENH VIEN TIM HA NOI Dgc 13p — Tw do — Hanh phie
Sé: 394 /BC-BVT Ha Ngi, ngay. 08... thang 02 nem 2018

BAO CAO
Két qua khao sat sy hai long ngudi bénh ngoai tri
tai bénh vign Tim Ha N¢i thang 01 niim 2018

Cén ctr Cong vin s6 1626 /KCB- QLCL ngay 03/11/2017 cia Cuc
chita bénh - B6 Y & vé viéc huéng dan kiém tra,
hai 16ng ngudi bénh, nhan vién y té nim 2017,

Quén 1y Khém,
danh gia chit lrong bénh vién va khio sét

Thue hién Ké hoach sé 120/KH-BVT ngay 12/01/2018 ciia bénh vién Tim Ha N¢i
vé “Khao sat sy hai long ctia ngudi bénh va cdn bo nhan vién nim 201 8”.

Mang ludi Quan ly chét lugng bénh vién Tim Ha Noi tién hanh:

“Khao sat su hai
long ctia ngudi bénh ngoai tra thang 01 ndm 2018” v&i muc tidu:

1. Xac dinh mirc do hai long ciia nguoi bénh ngoai tru khi sit dung dich v tai bénh vién
Tim Ha Ngi thang 01 néim 2018.

2. Mot s6 yéu 6 anh huong t6i sw hai long ciia nguoi bénh khi sir dung dich vu tai bénh
vién Tim Ha Ngi thang 01 nam 2018,

L. POI TUQNG VA PHUONG PHAP KHAOQ SAT
1. Péi tuwgng khdo sdt: Nguoi bénh dén kham, didu tri ngoai tri tai bénh vién.
2. Thoi gian tién hanh va tiéu chuén chon ngwoi bénh khao sdt

- Thoi gian va dia diém khao sat: T 22/01 dén 26/01/2018 tai khoa Kham bénh,
Phong kham da khoa va khoa Kham bénh ty nguyén - bénh vién Tim Ha Noi.

- Tiéu chuin Iya chon nguwdi bénh: Ngudi bénh tir 18 tudi, dong y tham gia khao
sat, 6 kha nang tra 161 cdu héi va d4 hoan thanh qua trinh kham bénh (bac st di két thic
trén hé théng may tinh va c¢6 don thudc).

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

- Khdo sat vién: Thanh vién mang ludi QLCL bénh vién khong tham gia truc tiép
vao qué trinh cung ce"ip dich vu kham, chita bénh va di dwoc tap hudn n6i dung khao sat.

- Xiir Iy 56 ligu: STATA 12.0 va céc phuong phap thong ké y hoc théng thuong.

- Quy wé6c cich tinh diém: B cau hoi duge chim didm theo thang diém Likert véi 5
mure d§. Céc lya chon clia ngudi bénh tinh diém turong g nhu sau:




Th;'i%g')em Mitc 3 hai long Xép logi chung
I Rét khéng hai long '
: Khoéng hai long chung
2 Khong hai long |
3 Binh thudng Binh thudng (Chua thuc sy hai long)
4 Hai long .
e Hai long chung
5 Rat hai long

Diém hai long chung = tdng diém/tdng sé cau hoi

Diém hai long cho timg van d& = tong s6 phiéu danh gid diém 4, 5/ tdng sb phiéu khao s4t,

1. KET QUA VA BAN LUAN
1. Diic diém théng tin clia ngwoi bénh.

Thyc hign phéng vén 100 ngudi bénh nglu nhién tai méi co 4, trong d6:

- Co'sé 1: 14 ngudi khdm tai Ty nguyén 1; 24 ngudi bénh Ty nguyén 2 va 62 ngudi

bé&nh Tu nguyén 3.

- Co 56 2: 05 nguwoi bénh kham Ty nguyén, 93 ngudi bénh tai khoa Khédm bénh va (2

ngudi bénh kham tai Phong kham da khoa,
Két qua thu duge:

- Tudi trung binh ctia ngudi bénh tham gia khao sit 12 59.7 + 15,7, tj 18 ngudi bénh

thue ddi trong wu tién 13 7.5%.

- T¥ 16 ngudi bénh sit dung the bao hidm y 14 13 84.5% va o6 64.0% ngudi bénh trong

chuong trinh quan Iy cic bénh man tinh tham gia khdo sat.
2. Mire d9 hai long ciia nguoi bénh khi sit dung dich vu tai bénh vién
2.1. Kha ning tiép ¢in dich vu:

Béng 2.1. Mirc d hai 1ong ciia ngwdi bénh v2 khi niing tidp can dich vy

i e

[ Khéng Binh Hai I& Rit T3
Nbi dung hai long | thwong VM8 | hailong ong
1 n | % | n % n % n % n %

i tg_‘e“ ¢éc thong tin va ding ky [~ 0 T 62 (626 |35 | 354 | 99 | 100
151 di trong bénh vién, hanh lang bing

hing, o2 o 0100} 11155/ 135 | 675 | 54 | 270 {200 100
Khéi nha, ciu thang, duoc danh sb 15

rang, d3 tim 0 100 3 (15| 144 | 720 | 53 | 265 | 200 | 100
So 0, bién bao chi din dudng dén cac

Khoa, phang r5 rang, dé hidy 0 10.0] 6 (30 146 | 73.0 | 48 | 24.0 | 200 | 100
Bién béo, chi din duwong dén bénh

vién 15 rang 0 100 8 140/ 144 | 720 | 48 | 24.0 | 200 101




Vékha ning tiép cn dich vy c6 ty 18 ngudi bénh haj long & mitc cao trén 94.5 %, nhung
ty 18 rét hai long tr 24.0% - 27.0%, thép hon so v&i théang 12/2017 (tlr 29.0% - 33.0%). Miic

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

Bang 2.2. Mitc d hai Iong cfia ngwdi bénh va quy trinh kham bénh ciia bénh vién

Kléng | Binh [ i lone | R4t -
Noi dung : hailong | thuvng | 75 ONE | pajong e

)% | n|%| p|o n | % | n %
Thoi gian che 1am sidu 4m tim 0 100 3 |19/ 95 609 58 1372|156 | 100
Thoi gian che chup X- quang 0 100] 4 [33] 73 5981 45 13691 122 100
Thoi gian cher [am xét nghiém 0 100 6 |36 101 1601 | 61 |363] 168 100
Puge xép hang theo thir tur frude sau khi ‘
1am céc thi tuc d‘ﬁng, ky, ndp tién, kham | 0 001 1 [05]127 6351 72 | 360 [ 200 100
bénh, xét nghiém, chiéy chup

Théi gian duoc bac st kham va tu vén 2 |10 5 |25]123 615] 70 {350 | 200 | 100

Nhan vién y té tiép dén, huéng dan nguei

bénh 1am thi tuc nidm nd, tin tioh 1 105 3 |15 127 | 635| 69 | 345 200 { 100
ok gian cho doi lim thi tyc dang ky L1057 135125 |&5| 67 | 335 200 | 100
kham bénh

Thoi gian chd t6i Iwot Bac st kham 2 1101 6 |3.0] 126 630 | 6 |330] 200 100
Thoi gian cho lam dién tim 0 100] 6 |32]116] 67 63 1341185 | 100
:I‘hcn glan chd 1am siéu am mach/siéu 1]09] 3 28] 68 624 | 37 | 339 100 100
dm bung S
Gia dich vu y t€ niém yét r5 rang, cdng

khai, minh bach 0100 2 |1.0]135 675| 63 | 315/ 200 100
Thot gian cho [inh thude bao hidm/mua

thubc dich v 0 [00] 9 [45]129 648 61 [ 307/ 199 100
Quy trinh, tht tuc kham bénh dugc caj

céich don gidn, thuan tién 0 (001 1 |05/ 143 715 56 (280 200 100
Quy trinh khéam bénh duge nigm yét rd 0 | oo

rang, cdng khai, d& hidu

el el el 5 ) Y TS
Ty 18 ngudi bénh hai long v& cic ndi dung ddnh gi4 s minh bach théng tin va tha tuc
kham bénh, didu trj 14 tir 95.59% - 99.5%, cao hon so véi thang 12/2017 (tir 84.5% - 99.0%),
nhung ty 1¢ rdt hai long thip tr 25.0% - 37.2% (thang 12/2017 13 tix 30.59 - 40.6%).
Tham gia khao sat ¢6 156 nguoi bénh 1am siéu 4m tim, ty 18 ngudi bénh hai 1dng vé
thoi gian chor 14 98.1%, 1 18 rét haj Iong 14 cao nhét voi 37.29%, '
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Quy trinh khdm bénh dwoc nidm yét 15 rang c6 ty 1€ ngudi bénh hai 16ng cao hon so v6i
thang 12/2017 (99.5% va 97.5%), nhung t§ 18 rt hai [ong thip nhét véi 25.0%,

So v6i thang 12/2017, két qua khao sat haj
khi khéng c¢6 ngudi bénh khong hai lon

thude dich vu.

Tuy vy, thoi gian bac st kham va tr vén c6
cao hon so véi théng 12/2017 (0.0%) day la ¥ kién

long ngudi bénh thang 01/2018 t5t hon

g v& thoi gian chr dign tim, che linh thuéc/mua

ty 1€ nguoi bénh khéng hai long (1.0%)
ciia 2 NB kham tai T nguyén 3.

Ghi nhén 0.9% nguwi bénh khéng hai léng vé thoi gian ch¢ siéu 4m mach/bung
(khu TN1 - co s& 1). Déy 1a trudng hop cua ngudi bénh 14n diu kham tai bénh vién

mach/bung khéng rd rang lam kéo daj thoi gian chd.

Bén canh dé, c¢6 03 nguoi bénh phan 4nh thei gian chd gip béc st 14u (khu TN3 NB
cho khoang 60 phiit ) va c6 02 ¥ kién ngudi bénh thic mic thai gian ch thu tidn chua
nhanh chéng. Tim hidy nguyén nhan duoc bidt 1a do ngay khdo sat g6 (ngdy 24/01) c6 1
s6 Ié toén nghi ém v ra truc, sé lwgng nhan vién thye hién thu vién phi it (3 ngudi),

2.3. Co s& vt chit va phuong tién phuc vy nguoi bénh,

V& co 5o vat chét va phuong tién phuc vu ngudi bénh c6 ty 18 hai long cao, tir 96.5% -
99.0%, ty 1¢ rit hai 1ong dao dong tir 29.5% - 33.0%, cao hon so véi thang 12/2017 (ty 16 hai
long 12 93.5% - 97.0% va rét hai long 13 27.5% - 35.5%).

Viéc phong cho/sanh chd c6 diy du ghé ngdi, sir dung tét c6 ty I ngudi bénh hai
long 1a 98.0%, rat hai long cao nhit véi 34.0%, khéng c6 ngudi bénh khong hai long, t6t
hon so v6i thang 12/2017 (1.5%), ‘

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

Khéng | Binh ‘i Rit 2
Noi dung hii long | thwomg | MAlong | .0 Téng

o n | % | n| %% n % n %o n %
gﬂg‘gl%éih“ benh vign di ghé ngi, sir |~ 7T T, 2.0 | 128 | 640 | 68 | 340 | 200 | 100
MBOi truong bénh vién xanh, sach, dep | 0 [00 | 7 3.5 127 [ 635 | 66 | 330 200 | 100
Phuong tién gitp nguoi bénh tim ly
o noki 0 100 3 1151321660 | 65| 325|200 100
Dam béo riéng tw khi kham bénh, chiéu
chup, Khi lam thi s 0 1001 4 120/ 131 {655 | 65 | 325 | 200 100
i&ﬁ ve sinh thugn tién, sir dung tét, [ 6 130127 [ 635 | 65 | 320 | 200 100
Pam bdo an ninh, trat ty, phong ngira
irom chp. q ’ 0 100[ 4 120/ 133 |665]| 63 315|200 100
Quat, dieu hoa ddy di hoat dong it 0 1004 2 |1.0[ 136680 | 62 [ 310 200 100
Phong chd/sanh chd khim sach sg&,
thodng mét, kin gi6, . 0 100) 3 15| 138690/ 59| 205 200 | 100




Ty 1& nguwdi bénh rat hai 1ong v& tinh trang nha vé sinh thuan tién, sach s& 13 32.0%,
nhung ¢é 1.0% ngudi bénh khéng hai long, cao hon so véi thang 12/2017 (0.5%) va
Ngudi bénh gép y ring nha v€ sinh chung nam nit rit bit tién (khu Tu nguyén 1).

Mot s6 ¥ kién ngudi bénh phén énh tinh trang trang thiét bj phuc vu ngudi bénh bi
héng, stra chita khong kip thoi nbu can do bj héng, may photo bi truc tric (02 v kién tai khu
TN3). Ngoai ra ¢6 2 y kién ngudi bénh dé nghj bénh vién bd sung thém méc treo quan 4o
trong phong dién tim (khu TN3) hosic bi d3 xe cho NB nén c6 mai che (co s& 2).

2.4. Thai d¢ Gng xi, nang lue chuyén mén ciia nhin vién y té

Bang 2.4. Mitc d hai long ciia ngusi bénh v& tinh thin, thai do giao tiép ciia NVYT

Khéng | Binh Hai Ion Rit
N#i dung hai long | thwomg & | hailong
n | % | n|%]| n % n % | n %

Ning luc chuyén mén cia bac ST, 3
didy dutng dip ting mong doi 0 (00 1 [05] 117 58.8 | 81 | 40.7 | 199 100

Bic s§ ¢6 10i néi, thai do, giao tiép ‘
dilng mrc 0 [00 2 {10/ 118 59.0 | 80 | 40.0 {200/ 100 b

Huéng dan vién c6 13 néi, thai da, A
giao tidp ding mue L 05| 3 115117 | 585 | 79 | 305 | 200 100 [
Tinh than, thai d6 nhan vien phong
siéu &m tim '

Tinh than, thai d6 nhan vién phong
siéu 4m mach/Siéu 4m bung

Duoc nhén vién y & ton trong, déi
Xir cdng biing, quan tam

Tbng

0 ]00| 1 [06] 95 | 609 60 | 385 | 156 100

0 [00] 0 (00| 68 62.4 | 41 | 376 | 109 | 100

0 1002 (10} 123615 75 ] 375 {200 100

Tinh than, thai 48 cta nhan vién
khoa xét nghiém

Tinh than, th&i 4 cta nhan vién
bao vé

Tinh thén, thai d6 ctia nhan vien k&
toan

Tinh thén, thai d§ cua nhan vian
qudy thuébc

Tinh thn, thdi d6 cia nhan vien
' phong dién tim

Tinh thin, thdi d cira nhan vien
hong X-quang

O 100] 2 [12] 1031613 63 | 375 [ 168 | 100

0 (007 7 |35 119 | 505 74 37.0 [200] 100

0 |00 7 [35] 121 | 605 72 [ 36.0 |200] 100

0 /00| 5 |25] 128 64.3 1 66 | 332 | 199 100

0 100] 2 [ 1.1} 124 67.0 | 59 | 31.9 | 185 100

0 00| 0 (00| 84 | 688 38 [ 312 {122 100

Ty 1€ ngudi bénh hai long v& tinh thin, thai d3 giao tiép cia nhan vién y 1 dat mic cao
tr 96.0% - 99.5%, nhung ty 18 rit hai long tir 31.0% - 40.7%, thép hon so véi thang 12/2017
(tr 37.7% - 51.0%).
Tham gia khao sat c6 122/200 ngudi bénh ¢6 chi dinh chup x-quang, thi 100%
nguoi bénh hai long véi tinh than, thai dd cta nhan vién phéng x-quang.
Tuy vdy, van con ngudi bénh khong haj long vé Tinh thdn, théi d6 cta huéng din vien
vOity 1§ 0.5%. Tim hiéu cho thiy ngudi bénh kham tai khu Ty nguyén 3 ngay 23/01/2018 tai
5




phong kham s6 7 chey 90 phit méi duge Bac sT doc két qua va khéng hai 1ong véi nhan vién
phét 56 vao phong khém khi giai thich cho ngudi bgnh khéng nhe nhang,

Trong qua trinh phéng vén, ¢6 07 v kién nguai bénh khen ngoi tinh thin tha do cia
nhén vién y té an can, niém 16, nhiét tinh va chu d4o (2ykidncosd1vas v kién co s 2).
2.5. Két qua cung cip dich vu

Ty 1€ ngudi bénh hai long v& két qua khdm bénh vi khi tham gia chuong trinh quan
ly cdc bénh man tinh dat 97.5% va 99.2% , trong do, ty 1€ rét hai 16ng 14 cao nhit, trong
ng dat 42.5% va 36.0%. Tuy nhién vn con 0.5% ngudi bénh chura hai long v& két qua
khém dép tng duge nguyén vong,

Bang 2.5. Mt d§ hai long ciia ngudi bénh va két qui khim va didu trj

Khong | Binh Hai lon Rt T8
Noi dung hailong | thuong € | hailong ong
n % 1] % n % n % n %
Hai long khi tham gia chuong trinh 0 100[ 1 (08| 72 (567 |54 |425127| 100
b@ph mén tinh
KO qui khim bénh dip Gmg| 05| 4 120|123 | 615 | 72 | 360 | 200 | 100
nguyén vong _ .
vMﬁ“;tg‘-’ fin twng ve chat luong dich [ 05| 128 [ 64.0 | 70 | 350 (200 | 100
H:éa don, phidu thu, don thude v
ket qua kham bénh duoc cungedp | 0 [ 0.0 3 |15 132 06.0 | 65 | 32,5 |200| 100
10 rang, minh bach i
?’It‘;" 40 hai long vé gié ca dich vu | 7" 18192 (115 [ 590 | 62 | 31.8 | 195 100 |

K&t qua khdo sét cho thdy trong 8§ 195/200 n
Vu y té, ty 16 ngudi bénh hai long 13 90.8%,
bénh chua thyc sy hai long (mire 3) 14 cao nhd

1.1%

gudi bénh ¢ nhén xét vé gia ca dich

ty 1€ rét hai long 31.8% nhung ty 1§ nguoi

tvoi 9.2%.

m<50%

> 50% dén < 80%

"> 30%

Biéu d6 2.1. Pinh gia sw dap dng so véi mong doi ciia ngudi bénh



Ty 1€ ngudi bénh déanh gid bénh vién d4 dap ving duge > 80% so v mong doi cua ho
la 82.2%, cao hon so v6i thang 12/2017 (80.8%). Trong do, ty. 1€ mong doi cua nguoi bénh
dwoc dap ing thap nhét 13 50% ( 2 ngudi), cao nhét 13 100% (47 ngudi - Mode).

C6 97.0% ngudi bénh duge phong vAn tra 157 chéc chin rang ho s& quay tr lai khém,
didu trj ho#ic giéi thiéu cho ngudi khac khi ¢6 nhy cdu, cao hon so voi thang 12/2017
(95.5%). ty 1€ 2.5% ngudi bénh chua chic chin quay 6 lai bénh vién, d6 1 kham IAn dAu, sy
quay lai tiy thude két qua didy tri. C6 1 ngudi bénh khéng mudn quay lai nhung c6 it Iya véi
ty 1€ 0,5% (ngudi bénh kham Tw nguyén 1),

Qua khéo sét, ghi nhan c6 3 v kién ngudi bénh“ccr 0 2 nhén xét gia thude dich vy tai
bénh vién con cao va gid chon béc st khim cling cao hon so v6i mt s§ bénh vién khéc.

2.6. Danh gii chung

Ty 1€ hai long chung clia ngudi bénh vé chét lugng dich vy ctia bénh vign 1a 97.64%,
tng 1.47% so v6i thang 12/2017, nhung tj 16 rdt hai long 14 33.37% thip hon so véi thang
1272017 (35.71%). Ty 18 khéng hai long 13 0.14% da 8i4m 50 v6i thing 12/2017 (0.24%)

Str dung thang diém Likert 5 mic d6 tir rét khéng hai long dén rit hai 1ong, twong g
tir 1 dén 5 difm. Két qua tai co s& 1 cho thdy sw minh bach v& théng tin v4 thi tuc kham va
didu tri 14 4.19/5.0 didm tang nhe so véi thang 12/2017 (4.14/5.0 diém), cdc nhom tidu chi
dénh gid khic c6 diém hai 1ong trung binh ddu dat trén 4.0/5.0 diém, nhung déu giam so véi
thang 12/2017.

Y}

Kha nang tiép cn

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

Két qua cung cép
dich vu

~4=Thing

Thai d6 ing Co s& vit chit va 122017

XU, néing lyc chuyén“—* phuong tién phuc vy
moén cua NVYT ngudi bénh

Biéu 46 2.2. Piém trung binh mirc d9 hai 1ong vé cc ni dung khao sit (cosé 1)

Tai co 56 2, diém trung binh mirc do hai [ong clia ngudi bénh v cic nhém tiéu chi dinh
gid trong thing 01/2018 tang so véi thang 12/2017. Tuy nhién, mitc ting didm khong dang ké,
chi ttr 0.01 ~ 0.07 diém. Mirc diém hai long trung binh cao nhét 1a vé tinh thin théi d6 cha nhan
vién v6i 4.49/5.0 diém, thip nhét v& kha nang tiép can dich v véi 4.34/5.0 didm,



Kha ning tiép can
dich vu

Su minh bach thong
in va.tha tuc kham

Két qua cung ce"tp N ¢
442 benh, didy i

dich vu

~#~Thang 12/2017

Théi d6 (g f/ Co so vat chét va —¥-Thing 0172018
XU, ndng luc chuyénd49 4.46phuong tién phuc vu
mon cia NVYT ngudi bénh

Biéun a5 2.3. Diém trung binh mite 49 hai long vé cic ndi dung khio sat (co s& 2)

Bing 2.6. Tong hop ¥ kién, gop ¥ clia ngwdi bénh

TT | Muc khio sit Nhém n@i dung gop v, nhin xét ciia ngwdi bénh

1 | Kha ning tiép

e Co s& vat chét chat choi, 1 56 16i di con chét hep (2 ¥ kién co s¢ 1)
¢én dich vu

2 ti%nén;;h vébétlgg - Thoi gian chér g3p béc ¥ 1au (Khu Ty nguyén 3)
LN M Y ) . i
tuc khém bénh - Thot gian chd thu tidn chua nhanh chong (co sé 1)

- Cén do bi hong, méay pho t0 tryc triic gy bét tién 2y k’ié'n TN3)
Co s& vat chét, | - B sung thém mée treo quén 4o phéng dién tim (1 y kién TN3)
trang thiét bj - Lam mai che nha xe ngudi bénh (co s& 2). :

- Nha v§ sinh nam nit chung bét tién (Ty nguyén 1)

Thai d§ (mg x, | - Khen ngoi tinh than, thai d¢ ctra nhan vién bénh vién (2 y kién co sé 1 va 5
4 | néng lyc chuyén | ¥ kién co s6 2)
mon cia NVYT | - Huéng dan siéu 4m macly/bung chua 16 rang (khu TN1).

5 Ket qua kham, | - Gi thudc dich vu hol cao (2 ¥ kién co s& 2)
diéu tri - Gia chon bic si hoi cao so v6i mot s6 bénh vién khéc (1 ¥ kién co s 2) J

II KET LUAN

Nhim dap tng nhu ciu chim séc sitc khoe va ning cao sy hai long cho ngudi bénh,
bénh vién khéng ngling cai tidn chét Iwong, ndng cao tinh thin thaj dd cua nhén vién y té.
Mtic diém 5 (vt hai long) cta nguoi bénh 1d mye tiéu phin ddu cta bénh vien, Két qua
thu dwgce sau khio sat ngudi bénh ngoai tri théng 01 ndm 2018 nhu sau:

Vé kha ning tiép can dich vu, £y 1& ngudi bénh rat hai long dao dong tir 24.0% -
27.0%, thip hon so véi théng 12/2017 (tir 29.0% - 33.0%).



Vé sw minh bach thdng tin va thi tuc kham bénh va didu tri, ty 1¢ ngudi bénh hai
long tlr 95.5% - 99.5%, cao hon so voi thang 12/2017 (tir 84.5% - 99.0%), nhung ty 1¢ rit
hai 1ong thdp chi tir 25.0% - 37.29 (thang 12/20171a tir 30.5% - 40.6%)

Khéng ¢6 ngudi bénh khong hai long v& thoi gian cho dién tim, chd linh thudc/mua
thude. Nhung thoi gian che lam siéu am mach/byung, che t6i lugt béc s7 kham va thoi gian
dugc bac st kham cé ty ngudi bénh khong hai 1ong 13 0.9%; 1.0% va 1.0%. )

V& tinh trang co s& vat chat va phuong tién phyc Vu ngudi bénh, ty 18 hai long tur
96.5% - 99.0%, cao hon so véi thang 12/2017 (tir 93.5% - 97.0%).

V¢ tinh than, thai do giao tiép cua nhan vién y té, ty 1€ ngudi bénh hai long cao tir
96.0% - 99.5%. Tuy nhién mirc d6 rat hai long (mure 5) la.ter 31.0% - 40.7%, thép hon so
v6i thang 12/2017 (tir 37.7% - 51.0%).

Diém hai long trung binh cua ngudi bénh vé cic nhém chi sé danh gia chat luong
dich vu tai co s¢ 1 giam nhe so véi thang 12/2017. -

Tai co sé 2, diém trung binh mirc d6 hai long cia nguoi bénh vé cac n01 dung khao
sat ting nhe so v§i thang 12/2017, trong dé tinh than thaj dd ctia nhin vién ¢ mire diém
hai long trung binh cao nhét véi 4.49/5 0 diém, thip nhit v& kha ning tiép can dich vu véi
4.34/5.0 diém. : :

Ty 1€ nguoi bénh hai long v& két qua khdm bénh va khi tham gia chuong trinh quan
Iy cdc bénh man tinh dat 97.5% va 99.2%, trong do, ty 16 rét hai long twong vmg dat
42.5% va 36.0%.

Ty 1€ hai 1ong chung ctia ngudi bénh va chét lugng dich vu ctia bénh vign 1a 97.64%,
rat hai long 1a 33.37%, ty 18 khéng hai long 13 0.14%.

Ty 1€ ngudi bénh danh gia bénh vién da dap ung duwoc > 80% so véi mong doi cia ho
la 82".2%, cao hon so vdi thang 12/2017 (80.8%). Vi 97.0% ngudi bénh duge phéng vin
tra 1o chic chén ting ho s& quay trd lai kham, diéu trj hodc gidi thiéu cho nguoi khac khi ¢é
nhu cau, két qua nay cao hon so véi thang 12/2017 (95.5%).
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