BO Y TE CONG HOA XA HOI CHU NGHIA VIET NAM

BENH VIEN PUC KHANG Déc 14p — Tu do — Hanh phiic
S6: 59 /25/BC-BVDPK Thémh phé. Ho Chi Minh, ngéy 06 thang 01 nim 2025
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Khao sat hai long ngudi bénh ngoai trit Quy IV nim 2024

Phwong phap khio sat
Noi dung khao sat: ;
Dua trén biéu mau sé 1 ctia Bd Y té: Phiéu khao st y kién nguoi bénh ngoai tru,
ndi dung khao sat dua trén cac tiéu chi sau:
a) Kha ning tiép can;
b) Su minh bach théng tin va thu tuc kham bénh, diéu tri;
¢) Co sé vit chat va phuong tién phuc vu nguoi bénh;
d) Thai do tng xt, ning luc chuyén mén clia nhan vién y té;
e) Két qua cung cép dich vu ¢6 dap ung duoc su mong doi ctia ngudi bénh.
. Thuec hién khao sat:
.1 Chu ky khdo sdt: T6 Quan 1y chit lugng t6 chirc khao sat 3 thang/ lan.
.2 Phuong phap: Khao sat cit ngang.
.3 Chon mdu:
Khao sat tai Khoa Kham bénh — Cép cuu va Pon vi Loc mau ciia khoa N6i — Pon
vi Loc mau
Trong mdi khoa, chon ngudi bénh theo phuong phap sau:
Céc bénh nhan dén kham va trai nghiém hét quy trinh kham bénh.
Tién hanh khao sat ngudi bénh.
4 Giam sat thue hién khao sat:
Khao st vién la diéu dudng tai céc khoa.
Thoi gian thwe hién khao sat: 01/10 - 31/12/2024
Xir Iy va nhip sb liéu:
Nhép va xu ly 36 lidu trén pham mém béo cdo online ctia BO Y té

I1. Bao cao

1.
.

Keét qua danh gia viéc sir dung dich vu y té
1 Sur hai long cua nguoi bénh doi voi kha ndng tiép can dich vu



Piém TB Ty 1€ hai long theo khoa
A- N Khoa PVLM Khoa KB-CC
Noi dung cau héi p = ; ~
DVLM | KB- C6 |Khong| Co | Khéng
CC BHYT | BHYT | BHYT | BHYT
Al. Cac bién bdo, chi din
duong dén bénh vienrorang, d& | 4.64 | 3.82 | 9828 | 90.91 | 83.87 | 74.00
nhin, d& tim
A2. Céc so d6, bién bao chi dan
dudng dg . hoa. e
uong dén cdc khoa, phong |, o\ 1 3 0) | 9828 | 90.91 | 83.47 | 74.00
trong bénh vién rd rang, dé hiéu,
d& tim
A3. Cac khéi nha, cdu thang
ac xuol mha, cad Mang | 464 | 3.82 | 98.28 | 90.91 | 83.67 | 74.00
dugc danh s6 rd rang, dé tim
4. Cac 11 di trong bé i&
Ad. Cac loi diwrong benh vién, |\ o\ | 365 | 9898 | 9091 | 83.67 | 74.00
hanh lang bang phang, dé¢ di
A5. C6 thé tim hiéu cac thong
tin va dang ky kha dié
i va dang &y xham qua Gen |-, 64 | 3.82 | 9828 | 90.91 | 83.27 | 74.00
thoai, trang tin dién tir ctia bénh
vién (website) thuén tién
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Diém trung binh ctia khoa KB — CC 12 3.82, DVLM trén 4.64.
D6i v6éi ngudi bénh ¢6 bao hiém, ngudi bénh khoa KB — CC ¢6 ty 18 hai long
83.59%, DVLM c6 ty 18 hai 1ong 98.28%. Déi v6i ngudi bénh khong BHYT thi nguoi
bénh va nguoi nha khoa KB — CC ¢6 ty 1€ hai long 74.00%, DVLM c6 ty 1¢ hai long

khoang 90.91%.
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1.2 Sur hai long cua nguoi bénh doi voi sw minh bach thong tin va thu tuc khdam bénh,

diéu tri
Piém TB Ty 1€ hai long theo khoa
N6i dune ciu héi Khoa PVLM Khoa KB-CC
i = PVLM | KB- Cé6 |Khong| Cé6 |Khong
CC |BHYT | BHYT | BHYT | BHYT
B1. Quy trinh kham bénh dugc
niém yét r0 rang, cong khai, dé | 4.64 3.82 98.28 | 90.91 | 83.67 | 74.00
hiéu
B2. Céc quy trinh, thi tuc khdm
bénh dugc cai cach don gian, | 4.64 3.82 98.28 | 90.91 83.67 | 74.00
thuén tién
B3.Giddichvuyw®emémyetro |, o | 505 | 9828 | 90.91 | 83.47 | 74.00
rang, cong khai
B4. Nhan vién y t& tiép don,
huéng din ngudi bénh lam cic | 4.65 3.88 | 98.28 | 9545 | 83.87 | 81.00
thu tuc niém nd, tin tinh
B5. Puoc xép hang theo thir tur
truge sau khi lam cdo thd twe |\ oo | 5 e0 | 9898 | 9545 | 89.52 | 81.00
dang ky, ndp tién, kham bénh,
xét nghiém, chiéu chup
B6. Danh gid thot gian cho'dol | ) oo | 500 | 9808 | 9545 | 8931 | 81.00
lam thu tuc dang ky kham
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B7. Danh gia thoi gian cho tdi

65 85 b _ : 00
ot bac 5§ Khém 4.65 | 3.85 | 98.28 | 95.45 | 88.10 | 69.0

B&. Danh gia thot gian duge bac

e : 4.65 3.86 | 98.28 | 9545 | 88.51 | 72.00
s¥ kham va tu van

B9. Panh gia thoi gian cho lam

; n 4.65 3.85 | 98.28 | 95.45 | 88.31 | 71.00
xét nghiém, chiéu chup

B10. Panh gia thoi gian cho
nhan két qua xét nghiém, chiéu | 4.65 | 3.86 | 9828 | 9545 | 83.51 | 71.00
chup
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Piém trung binh cta khoa KB — CC khoang 3.85, DPVLM trén 4.65.

Déi voi ngudi bénh c¢d bao hiém, ngudi bénh khoa KB — CC ¢4 ty 1¢ hai long trung
binh 12 86.69%. PVLM c6 ty 1¢ hai long 98.28%. Déi v4i ngudi bénh khong BHYT thi
ngudi bénh va nguoi nha khoa KB — CC “Panh gia thoi gian cho t6i luot bac sy kham™
¢6 ty 18 hai long thap nhét 69.00%, PVLM c6 ty 1& hai 1ong trung binh khoang 94.09%.



1.3 Sw hai long cua nguoi bénh déi voi co so vdt chat va phwong tién phuc vu nguoi

bénh
Piém TB Ty 1é hai long theo khoa
N6i dune ciu héi Khoa DVLM Khoa KB-CC
: = PVLM | KB- | C6 |Khéng| Cé |Khong
CC |BHYT | BHYT | BHYT | BHYT
Cl. Co6 phong/sanh cho kham
sach s€, thodng mat vaomuahé; | 4.63 | 3.81 | 98.28 | 90.91 | 83.27 | 70.00
kin gié va 4m 4p vao mua déng
5 N b g Fq—
2. Phong cho 6 du ghe ngl |, (0 1 561 | 9808 | 90.91 | 8327 | 70.00
cho ngudi bénh va sir dung tot
C3. Phong cho c6 quat (didu
hoa) dﬁy dd, hoat dong thuong | 4.63 3.81 98.28 | 90.91 | 83.27 | 70.00
xuyén
C4. Phong chd ¢6 cdc phuong
- L8 Bt o s T
tién gilp nguti bénh cotm Iy 1 o\ | 561 | 9858 | 90.91 | 8327 | 70.00
thoai mai nhu ti-vi, tranh anh, to
roi, nude udng...
C5. PBuoc bao dam su riéng tu
khi kham bénh, chiéu chup, lam | 4.64 3.81 | 98.28 | 90.91 | 83.27 | 70.00
thu thuét
C6. Nha vé sinh thuan tién, s
Jo Ve SITUAn HER SU 461 | 3.81 | 98.28 | 90.91 | 8327 | 70.00
dung t0t, sach s€
C7. Mol truong trong khudn | o | 501 | 9898 | 9091 | 8327 | 70.00
vién bénh vién xanh, sach, dep
C8. Khu kham bénh bao dam an
ninh, trdt tw, phong ngtra trom | 4.64 3.81 98.28 | 90.91 | 83.27 | 70.00
cip cho ngudi dan
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Diém trung binh ctia khoa KB — CC khoéng 3.81, DVLM trén 4.63.
Déi voi ngudi bénh ¢6 bao hiém, ngudi bénh khoa KB — CC ¢6 ty 16 hai long trung
binh khoang 83.27%. DVLM c6 ty 1¢ hai long 98.28%. Déi véi ngudi bénh khéng
BHYT thi nguoi bénh va nguoi nha khoa KB — CC ¢6 ty 1€ hai long trung binh la
70.00%. DVLM co ty 1¢ hai long trung binh khoang 90.91%.
1.4 Sy hai long ctia nguoi bénh doi voi thai dé img xit, nang lice chuyén mén cia nhdn
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Piém TB Ty 1€ hai long theo khoa
52 PRI Khoa PVLM Khoa KB-CC
Noi dung cau hoi - - - —
DVLM | KB- Cé | Khong| Co |Khong
CC |BHYT | BHYT | BHYT | BHYT
D1. Nhén vién y té (bac s§. diéu
dudng) c6 161 noi, thai do, giao | 4.65 3.88 | 9828 | 9545 | 89.11 | 79.00
tiép diing muc
D2. Nhan vién phuc vu (hé 1y,
bao vé, ké toan...) cd 1i noi, | 4.65 3.88 | 98.28 | 9545 | 89.11 | 79.00
thai do, giao tiép dung muc
D3. Pugc nhin vién y té ton
trong, d6i xir cong bing, quan | 4.65 | 3.88 | 9828 | 9545 | 89.11 | 79.00
tdm, gitp d&
D4. Nang luc chuyén mon cia
bac sy, diéu dudng dép tng| 4.65 3.88 | 98.28 | 9545 | 89.11 | 79.00
mong dg1
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Piém trung binh ciia khoa KB — CC khoang 3.88, DVLM trén 4.65.

Déi véi ngudi bénh c6 bao hiém, ngudi bénh khoa KB — CC ¢6 ty 1& hai long trung
binh 89.11%, DVLM c6 ty 1& hai long 98.28%. Dbi v6i ngudi bénh khong BHYT thi
nguoi bénh va ngudi nha khoa KB — CC c¢6 ty 1¢ hai long trung binh 79.00%, DVLM
¢6 ty 1€ hai long trung binh khoang 95.45%.
1.5 S hai Iong ciia nguoi bénh doi véi két qua cung cap dich vu

Piém TB Ty 1é hai long theo khoa
S Khoa PVLM Khoa KB-CC
y = PVLM | KB- | C6 |Khéng| Cé |Khong
CC |BHYT | BHYT | BHYT | BHYT
El. Két qua kham bénh da dap
ung dugc nguyén vong cua | 4.653 3.87 | 98.28 | 9545 | 88.31 | 79.00
Ong/Ba
E2. Cichoa don, phieu thu, don |, o | 367 | 9898 | 9545 | 8831 | 79.00
thudc va két qua kham bénh




dugce cung cédp day du, ré rang,
minh bach va dugc gidi thich
néu ¢6 thic mic

E3. Danh gia mtrc d¢ tin tudng

X £ . £ 4.65 3.87 | 98.28 | 95.45 | 88.31 | 79.00
vé chat lugng dich vu y té
E4. Dénh gia muc d¢ hai long
L ki g g i S| 4.65 3.87 | 98.28 | 95.45 | 88.31 | 79.00
vé gid ca dich vu y té
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Piém trung binh ctia khoa KB — CC khoang 3.87, DVLM trén 4.65.

Déi véi ngudi bénh ¢ bao hiém, nguodi bénh khoa KB — CC c¢6 ty 1€ hai long trung
binh 88.31%, DVLM c6 ty 1¢ hai long 98.28%. P6i v&i nguoi bénh khong BHYT thi
nguoi bénh va ngudi nha khoa KB — CC ¢6 ty 1€ hai long trung binh 79.00%, DVLM
co ty 1€ hai long trung binh khoang 95.45%.
1.6 Pdnh gid s6 tién chi tra tirong xitng voi chat luong dich vu

NOI DUNG

Ty 18 (%)

1. R4t ddt so v6i chat lugng

0.00




2. Pit hon so v&i chét luong 0.44
3. Tuong ximg so véi chit luong 99.41
4. Ré hon so véi chit luong 0.00
5. Khong tu chi trd nén khong biét (do BHYT hodic nguoi khac thanh 545
toan) )
Téng 100.00

Hau hét ngudi bénh va ngudi nha déu dénh gia sd tién chi tra twong ximg hodc
ré hon so vé6i chét luong dich vu ctia bénh vién.
1.7 Nhu cdu dép vrng mong doi ciia ngudi bénh

Bénh vién di dép ing duge 71.47% nhu cau mong doi ctia ngudi bénh. Day la
ty 1& cao thé hién nd luc vi ngudi bénh ciia toan thé bénh vién trong cong tac chim soc
strc khoe cho nguoi dan.

1.8 Nhu cau quay tro lai hodc gioi thiéu cho nguoi khdc

NOQI DUNG Ty 1€ (%)
1. Chic chiin khdng bao giv quay lai 0.00
2. Khéng muén quay lai nhung ¢6 it lya chon khac 0.15
3. Mudn chuyén sang bénh vién khac 0.00
4. Co thé s& quay lai 91.57
5. Chic chin sé& quay lai hodc gidi thiéu cho nguoi khéc 8.28
Tong 100.00

99.85% nguo1 bénh déu cho biét s€ quay lai va gidi thiéu véi nguodi khac dén
kham va diéu tri tai bénh vién.

2. Danh gia chung

2.1 Danh gia sy hai long tinh theo tirng khoa/ phong

: . Piém Ty 1é
Khoa/phong 600W | oo binh | 1o l(‘)zg- (%)

PVLM 4.64 96.85
K. KB -CC 3.84 83.93
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Diém trung binh va ty 1¢ hai long ngudi bénh cia PVLM cao hon khoa KB — CC.
2.2 Ddnh gida chung

A i Khao sat neuwoi
Thong ké A o
bénh ngoai trua
Tong diEm TBtt A > E 3.94
Ty 1€ hai long chung 85.46
A:3.92
B:3.95
biém TB theo tung phan C:3.81
D:3.97
E: 3.96
Ty 1€ hai long so v&i mong doi 71.47
Ty 1€ ngudi bénh s€ quay trd lai 99.85
A. KHA NANG TIEP
CAN
5.00
4.75
3?2 B. SU MINH BACH
E. KET QUA CUNG CAP il g THONG TIN VA THU
D|CH VU A =395 TUCKHAM BENH,
PIEU TR
-y : 3.91 .
D. THAI B3 UNG XU, 3.97 C.CO SO VAT
NANG LUC CHUYEN CHAT VA PHUONG
MON CUA NHAN VIEN TIEN PHUC VU
YTE NGUO! BENH

Piém trung binh thip nhit 1a co sé vat chit va phuong tién phuc vu ngudi bénh.
II. Két luin va kién nghi
1. Két ludn

Véi diém trung binh chung quy 11T 1a 3.94 ~ 85.46% dat loai Kha.

T¥ 16 hai long ctia ngudi bénh cao hon quy 111, do bénh vién da thuc hién mot sd
giai phap phuc cdc diém nguoi bénh chua hai 1ong. Bénh vién di stra chira, x4y dung
lai 1 phin co sé.

2. Uu, nhuoe diém
< Uu diém:

- Nhan dugc sy quan tam tir Ban Giam dbc bénh vién trong tung hoat dong ctua
tung khoa, phong.

- Nhan dugc nhiéu 1oi khen tir ngudi bénh vé thdi do lam viée ctia nhan vién y
té.

- Nhén dugc nhitng ¥ kién eop y rit hay dbi vai hoat dong ciia bénh vién.



- Hé théng cong nghé thong tin ¢6 su thay doi va nang cdp phan mém, gidm cic
thi tuc hanh chinh, giam thdi gian chd va ngay cang dap tmg duoc cic nhu cau hoat
dong cia bénh vién, nhin vién gép phén thuén tién hon cho ngudi bénh.

- Stra chita, xdy dung lai khudn vien kham chita bénh tai 129A Nguyén Chi
Thanh.

< Nhuoc diém:

- Co s& ha tAng bénh vién cii k¥, khdng ¢6 cing-tin khéng dép ing déu di nhu
cdu ctia ngudi bénh.

- Nhén su bénh vién co nhiéu bién dong, nhiéu vi tri chuyén mén con thiéu.

3. Nhirng vén dé chua dat dwgc hai long cao cin dugc wu tién cai tién chat luwong

- Céc 161 di trong bénh vién, hanh lang bing phing, dé di

- Céc so db, bién bao chi dan dudng dén céc khoa, phong trong bénh vién rd rang,
d& hiéu, dé tim

- Céc khbi nha, cau thang duoc danh sb 10 rang, dé tim

- C6 phong/sanh chd kham sach s&, thoang mat vao mua hé; kin gié va 4m ap
vao mua dong

- MBOi truong trong khudn vién bénh vién xanh, sach, dep

Nhiing vin dé trén thude vao su hai long clia ngudi bénh vé su tiép can dich vu va
d6i v6i co s& vét chit va phuong tién phuc vu. Dé nghi cic khoa/phong ¢6 bién phép
cai tién, thay ddi huéng dén su hai long ngudi bénh.

4. Kién nghi

- Thuec hién gido duc y dire, k§ nang giao tiép, k¥ ning cham séc ngudi bénh cho
nhan vién y té trong bénh vién.

- PAay manh cong tic kiém tra, gidm sat, cai cach thu tuc hanh chinh, ting cudng
nhan luc, déc biét la diéu dudng tai cac khoa déng bénh nhan.

- Tién hanh hop ndi bd cac khoa nhdm tim hiéu nguyén nhan va tim bién phép
khéc phuc nhim tién dén su hai 1dng ngudi bénh.

- Hoan thién phan mém kham chira bénh, dép img ddy du nhu ciu hoat dong ctia
bénh vién cling nhu ctia bénh nhén va nhén vién y té.
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