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Thanh p/15 Hé Chi Minp, ngay 07

thang Of ndm 2026

Khio sat hai long ngwdi bénh ngoai tria 6 thang cudi nam 2025

I. Phuwong phap khao sat

1. Noi dung khao sat:

Dua trén biéu miu s6 2 ctia Bo Y té: Phiéu khéo sat

dung khao st dya trén céc ti€u chi sau:
a) Kha ning tiép can;

b) Su minh bach théng tin va thu tuc kham bénh

¢) Co s& vat chat va phuong tién phuc vu nguoi
d) Thai d6 (mg xtr, ndng luc chuyén mon cua nh

e) Két qua cung c¢ip dich vu ¢ dap (mg dugce su

2. Thuc hién khao sat:

2 1 Chu ky khdo sdt: Ban Khao sat hai long t chirc khac

2 Phuong phdp: Khao sat cit ngang.
7 .3 Chon mau:

Noi — Bon vi Loc mau (PVLM)
Trong mdi khoa, chon nguoi bénh theo phuon phap

Tién hanh khéo sat nguoi bénh.

2.4 Giam sat thuce hién khao sat:

— Khao sat vién l1a didu dudng tai cac khoa.

3. Thoi gian thwc hién khao sat: 01/07 - 31/12/2025
4. Xir ly va nhép so liéu:

Nhép va xu ly sé liéu trén pham mém bdo cdo online ¢

I1. Bao cdo

1. Két qua danh gia viée sir dung dich vu 'y té

Khao sat tai Khoa Kham bénh — Cép ctru (khoa KB-C

U kién nguoi bénh ngoai tri, ndi

diéu tri;

bénh;

an vién y té;

mong dgi ciia nguodi bénh.

sat 6 thang/ lan.

C) va ©on vi Loc mdu cta khoa

Sau:

Cac bénh nhén dén khdm va trai nghiém hét quy trinh khéam bénh.

ia BOY té

1.1 Sur hai long ciia nguoi bénh déi véi kha nang t[cfp cah dich vu
Piém TB T 16 hai long theo khoa (%) |
] | Khoa PVLM Khoa KB-CC
Noi dung cau hoi f;; KB- | 6 |Khong K Cé |Khong
CC |BHYT |BHYT | BHYT | BHYT
Al. Céc bién bao, chi dan dudng
dén bénh vién ro rang, d& nhin, | 4.89 | 4.25 | 10p.00 | 100.00 = 98.21 | 100.00
dé tim
2' - J\. . A - h :: ’
A2. Cdoso do, bienbdo chidan |y gq | 495 | o861 | 100.00 | 9643 | 9545
duong dén cac khoa, phong




Piém TB Ty 1¢ hai long theo khoa (%)

Khoa PVLM Khoa KB-CC
KB- Co |Khong| Co6 | Khong
CC |BHYT | BHYT | BHYT | BHYT

Noi dung ciu hpi bV
LM

trong bénh vién rd rang) dé hiéu,
dé tim

A3. Céc khéi nha, cau thang
duge danh s6 1o rang, df tim
A4. Céc 16i di trong bérfh vién,
hanh lang bing phéng, dé di
AS. C6 thé tim hiéu cic thong
tin va dang ky kham qua dién
thoal, trang tin dién tr cfia bénh
vién (website) thuan tiép

4.87 | 420 |100.00 | 85.71 | 94.64 | 98.48

480 | 4.25 | 98.61 | 85.71 | 92.86 | 95.45

490 | 430 |100.00 | 100.00 | 96.43 | 98.48
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Diém trung binh ciig muc “Céc khoi nha, cau thang dugc danh s6 rd rang, dé tim” cla
khoa KB-CC Ia thap nhat{4.20. Diém trung binh ctia muc “C6 thé tim hiéu cac thong tin va




ding ky kham qua dién thoali, trang tin dién t&r ctia bén
DVLM la cao nhat 4.90. Diém trung binh ctia khoa KB-(

Déi v6i ngudi bénh ¢6 bao hiém, ¢6 mot sb nguoi
niang tiép can dich vu ctia bénh vién, nhung cac muc déu ¢
v6i ngudi bénh khong BHYT thi muc “Cac khdi nha, car
tim” va “Cac 16i di trong bénh vién, hanh lang bing ph

85.71%, cac muc con lai ¢o ty 1€ hai long trén 90.00%.

1.2 Su hai [ong cua ngioi bénh déi voi sw minh bach thé

diéu tri

1 vién (website) thudn tién™ cla
C thip hon DVLM.
bénh vin chua hai long vé kha
6 ty 18 hai long trén 90.00%. Déi
1 thang dugc danh sb 16 rang, d&
ing, dé di” c¢o ty 1& thip nhét 1a

ng tin va thu tuc kham bénh,

Piém TB Ty Ié hai long theo khoa (%)
V -
Nbi dung ciu héi pV UYL | Khoa KE-LC
LM o |Khong| Co | Khong
BHYT | BHYT | BHYT | BHYT
B1. Quy trinh kham bénh duogc
niém yét ro rang, céng khai, d& | 4.87 100.00 | 100.00 | 94.64 | 100.00
hidu
B2. Céc quy trinh, tht tuc kham
bénh duoc cai cach don gian, 4.85 100.00 | 85.71 | 98.21 | 95.45
thuén tién
) -z . A . n At ~
B3, Gl dioht vy OIS PRLIS | g gy 100.00 | 85.71 | 94.64 | 98.48
rang, cdng khai
B4. Nhén vién y té tiép don,
hudng dan nguoi bénh lam cdc 4.85 98161 | 100.00 | 100.00 | 96.97
thu tuc niém né, tan tinh
B5. Puoc xép hang theo thir tu
ATLRGR SRML IS e e Ly g 4.84 97122 | 100.00 | 91.07 | 96.97
ding ky, ndp tién, kham bénh,
xét nghiém, chiéu chup
Bo.Danhgie hougtanehtdel | o0 o861 | 100.00 | 91.07 | 98.48
lam thu tuc ddng ky kham
] , . 8. - h\ t , : i
STLIALER NGl | 4 o 100.00 | 100.00 | 92.86 | 95.45
lugt bac sy kham
Eig. el Sid. the glan duge bz |, o 100.00 | 100.00 | 91.07 | 95.45
sy kham va tu vin
BY. Danh gid thoi gian cholam -, ¢ 100.00 | 100.00 | 96.43 | 93.94
xét nghiém, chiéu chup
B10. Panh gia thoi gian cho
nhan két qua xét nghiém, chiéu | 4.85 100.00 | 100.00 | 94.64 | 96.97
chup
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déu tin twong vao su minh bach théng tin va thu tuc kham bénh,
Em trung binh ctia DVLM cao hon diém trung binh ciia KB-CC.
“Danh gi4 thoi gian cho nhédn két qua xét nghiém, chiéu chup”

D& véi ngudi bénh ¢6 BHYT. ty 1¢ hai long thép nhat & DVLM la “Pugc xép hang

theo tha tu trude sau khi
chup™ dat 97.22%. Ty 1¢&

lam cdc thu tuc déng ky, ndp tién, kham bénh, xét nghiém, chiéu
hai long Khoa KB-CC thdp nhét 12 “Dugc xép hang theo thl tu

trude sau khi lam cac tha tuc dang ky. ndp tién, kham bénh, xét nghiém, chiéu chup”,

“Déanh gia thoi gian cho
kham va tu van™.

o1 lam thu tuc dang ky kham”

. “Panh gia thoi gian duoc béc sy

Déi vai ngudi bénh khong co BHYT, Ty 1¢ hai long vé “Cac quy trinh, thi tuc

kham bénh dugc cai cach
tuc ddng ky kham” cua H

don gian, thuan tién” va “Panh gid thoi gian cho doi lam tha
VLM la thap nhat (85.71%)



1.3 Sy hai long ciia ngueoi bénh déi véi co sé vt chat va phirong tién phuc v nguoi bénh
Piém TB Ty Ié hai Iong theo khoa (%)
Khoa PVLM Khoa KB-CC
KB- do Khong Co Khong
CC |BHYT | BHYT | BHYT | BHYT

Noi dung ciu hoi bv
LM

C1. C6 phong/sanh cho kham
sach s&, thoang mat vao mua he; | 4.73 4.19 98161 85.71 91.07 | 93.94
kin gi6 va 4m 4p vao mia déng
C2. Phong cho ¢6 di ghé ngdi
cho ngudi bénh va sir dung tdt

475 | 4.19 | 972

(R0

100.00 | 91.07 | 93.94

C3. Phong chd ¢6 quat (diéu
hoa) ddy du, hoat dong thudng 476 | 426 |104.00 | 100.00 | 92.86 | 98.48
xuyén

C4. Phong cho ¢6 cdc phuong
tién gitp ngudi bénh 6 tam ly
thoai mai nhu ti-vi, tranh anh, to&
roi, nude udng...

4.72 | 425 | 95[83 | 85.71 | 98.21 | 95.45

C5. Dugc bao dam su riéng tu
khi kham bénh, chiéu chup, lam | 4.84 | 4.27 |100.00 | &5.71 | 98.21 | 100.00
tht thuat

C6. Nha vé sinh thuén tién, st
dung tdt, sach s&

C7. Mabi truong trong khudn
vién bénh vién xanh, sach, dep
C8. Khu kham bénh bao dam an
ninh, trat tu, phong ngira trom 4.89 | 428 |100.00 | 85.71 | 94.64 | 98.48
cip cho ngudi dan

4.71 4.18 | 98|61 | 87.14 | 89.29 | 96.97

4.75 4.16 | 100.00 | 81.43 | 87.50 | 93.94
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Ty 16 HLNB g6 BHYT Ty 18 HLNB khéng c6 BHYT
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Diém trung binh cfia hai long ctia nguoi bénh thap nhat ¢ khoa KB-CC “Mo1 truong
trong khuon vién bénh vign xanh. sach. dep™ la 4.16.

Ty 1€ hai long nguoi bénh thdp nhat 1a 81.43% & ngudi bénh khong BHYT DVLM
*“Mai trudng trong khudnfvién bénh vién xanh, sach, dep™.
1.4 Su hai long cua ngudf bénh doi voi thdi d¢ iimg xir, nang luc chuyén mén cua nhdn
viény 1é

Pi¢m TB Ty 1é hai long theo khoa (%)
VLM Khoa KB-CC
N¢i dung ciu hi py | Khoa D s

KB- C6 |Khong| Co6 |Khong

LM CC |BHYT | BHYT | BHYT | BHYT

D1. Nhan vién y té (baclsy, diéu
dudng) ¢ 101 noi, thai do, giao 484 | 428 |100.00 | 91.43 | 94.64 | 98.48
tiép ding muc

D2. Nhan vién phuc vu (hd ly,
bao vé, ké toan...) ¢o 10f noi, 4.89 | 432 |100.00 | 85.71 | 100.00 | 96.97
thai do, giao tiép dang muc

D3. Pugc nhén vién y t¢ ton
trong, ddi xir cong bang| quan 485 | 434 |100.00  85.71 | 96.43 | 98.48
tam, giup do

D4. Nang luc chuyén mpn cua
béc sy. didu dudng dap g 4.89 | 442 |100.00 | 100.00 | 98.21 | 98.48
mong doi ‘
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Diém trung binh hai long ctia ngudi bénh khoa K
s¥, dieu dudng) c6 101 ndi, thai dg, giao tiép ding muc™ |
Nguoi bénh DVLM khong ¢c6 BHYT co ty I€ hai 1§
vu (ho ly, bao vé, ké toan...) ¢é o1 ndi, thai do, giao tiép
y t€ tOn trong, doi xir cdng bang, quan tdm, gitp do™ 1a 81

déu hai long trén 90.00%
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1.5 Su hai long cua nguwoi bénh doi voi két qua cung cap dich vu
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B-CC muc “Nhian vién y té (bac
@ thap nhat 4.28.
ng thap nhat vé “Nhan vién phuc
diing muc” va “Pugc nhan vién
.71%, cdc muc khac ngudi bénh

i

Piém TB Ty 1& hai long theo khoa (%)
e PR Khoa DVLM Khoa KB-CC
P91 AU oL e E\\; KB- | {6 |Khong| Cé6 |Khéng
CC |BHYT | BHYT | BHYT | BHYT
E1. Két qua kham bénh da dap
Ung duoc nguyén vong clua 4.87 | 439 |100.00 | 100.00 | 94.64 | 98.48
Ong/Ba
2. Céc hoa d hiéu thu, d
E2. Cac hoa don, phifu thu, don 1 o | 4 47 | 1od.00 | 8571 | 9821 | 100.00
thudc va két qua kham bénh
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Piém TB Ty 1¢ hai 1ong theo khoa (%)

Khoa PVLM Khoa KB-CC
KB- | C6 |Khéng| C6 |Khong
CC |{BHYT | BHYT | BHYT | BHYT

Noi dung cau hoi bV
.M

dugc cung cap day du, rp rang,
minh bach va dugc giai thich
néu co thac mic

E3. Banh gid me dotnptudng |, o0 | 43¢ | 100,00 | 100.00 | 9821 | 100.00
vé chat luong dich vu y [té

E4. Danh giame dohilong ve | - | 4 47 | 100.00 | 100.00 | 100.00 | 100.00
gida ca dich vuy té
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Déi véi két qua cling cdp dich vu, ¢6 diém trung binh cao déu trén 4.3.
Ty I¢ hai long cug nguoi bénh déu thip nhat 1a “Céc héa don, phiéu thu, don thuéc
va két qua kham bénh dugc cung cap day du, rd rang, minh bach va dugc giai thich néu cé
thac mac™ cua NB khong BHYT DVLM cé ty 1€ 85.71%.




1.6 Nhu cau dap ving mong doi cua nguoi bénh

Bénh vién da ddp tmg duoc 84.80% nhu cau mong doi ciia ngudi bénh. Péy la ty 18
cao thé hién no luc vi ngudoi bénh cia toan thé bénh vién trong cong tac chim sdc stre khoe

cho nguoi dan.

1.7 Nhu cau quay tro lai hodc giéi thiéu cho nguoi khdc

NOI DUNG So luwong | Ty 1€ (%)
1. Chéc chédn khong bao gi&r quay lai 0 0.00
2. Khéng mudn quay lai nhung c¢6 it lua chon khac 0 0.00
3. C6 thé s& quay lai 26 12.94
4. Chic chin s& quay lai hodic gidi thidu cho newdi khic 175 87.06
Tong 201 100.00

Tat cd nguoi bénh déu mudn quay lai bénh vién khar
gidi thi€u dich vu bénh vién cho nhiing ngudi khac.

2. Danh gia chung

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

n va diéu tri, ngoai ra cling mudn

Khoa/phong don vi Dlem‘ T Ty 1€ hai
binh long (OA,)
DVLM 4.84 98.73
K. KB-CC 4.30 96.30
Diém trung binh Ty & HLNB
5 hied 100 s il RS
4.5 i____ 4.3 90 ! ; |
4 i ] 80 ! | |
35 ! | 70 | | ‘
3 l 60 | | ‘
2.5 50 ' |
2 40 ; i :
1.5 30 ; i \[
1 20 i f 5
0.5 : 10 I
0 ‘ : 0 |
BVLM K. KB-CC DVLM K. KB-CC

Piém trung binh va ty I€ hai long cua Khoa KB-C

2.2 Banh gia chung

Théng ké Khio sat n.gui)"l bénh
ngoal tru
Tong diém TB tr A U E 4.51
Ty 1€ hai long chung 97.26
A: 4.49
Diém TB theo timg phéan B: 4.53
C: 4.44

C thap hon khoa N6i-DVLM
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Théng ke Khao sat n-gui)"i bénh
ngoai tru
D: 4.55
E: 4.60
Ty 1€ hai long so véi mopg doi 94.80
Ty 1€ ngudi bénh s€ quay trd lai 100.00

Ngudi bénh khong hai long nhat vé kha nang tiép can dich vu va hai 1ong nhat vé
két qua cung cap dich vu.|Hau hét nguoi bénh déu hai long vé chat lugng dich vu cua bénh
vién. DAy la két qua thé hién su nd luc cia cac nhan vién trong bénh vién.

I11. Két luin va kién ng*i
1. Két luan
Vi diém trung binl chung 6 thang cudi nam 2025 1a 4.51 ~ 97.26% dat loai Tét.

Thé hién su nd luc|vi ngudi bénh cta bénh vién trong viéc cai thién thu tuc hanh
chinh, thai d¢ ung xtr, ngng luc chuyén mdn ciia nhén vién y &€ nham nang cao hai 1ong
cta nguoi bénh, ty 1€ hai [long ctia nguoi bénh ngoai tri

2. Uu, nhuoec diém
< Uu diém:
- Nhén duoc su quan tdm tir Ban Giam doc bénh vién trong tirng hoat dong cua ting
khoa, phong.
- Nhén duge nhiéy 101 khen tir ngudi bénh vé thai dd 1am viée ctiia nhan vién y te.
- Nhén duoc nhiing y kién gop y rat hay doi vdi hoat dong ctia bénh vién.

- Hé thong cong nighé thong tin co suu thay doi va ning cap phdn mém, giam cac
tht tuc hanh chinh, giam|thoi gian chd va ngay cang dap ung dugc cac nhu céu hoat dong
ctia bénh vién, nhan vién|gdp phan thuan tién hon cho ngudi bénh.

+* Nhuogc diém:

- Co s& ha tang bdnh vién cli k. khong co cing-tin khong dap Gng dau du nhu cau
cua nguoi bénh.

- Nhén su bénh vign cé nhiéu bién dong, nhiéu vi tri chuyén mon con thiéu.
3. Nhitng van dé chua dat dugc hai long cao can dwoc uu tién cai tién chat lugng
- Céc bién bao, chf din duong dén bénh vién 16 rang, d& nhin, dé tim

Cac so do, bién pao chi dan duong dén cac khoa, phong trong bénh vién rd rang,
de hiéu, dé tim

L |

- Cac khéi nha, cau thang dugc danh s6 18 rang, dé tim
- Cac 16i di trong pénh vién. hanh lang bang phang, d€ di
- Nha vé sinh thudn tién, st dung tot, sach s&

Nhiing van dé trén|thudc vao su hai long ctia nguoi bénh vé su ticp cén dich vu va
doi véi co s¢ vit chat vd phuong tién phuc vu. Dé nghi cac khoa/phong c6 bién phép cai
tién, thay doi hudng dén|su hai long ngudi bénh.




4. Kién nghi

Thue hién chinh stra, bo sung, cip nhat cac bién [bdo, chi dan.

1

Phan céng nhén vién huéng dan, tw van ngudi b¢nh dén céc vi tri khoa, phong.

Phéan cong hd ly vé sinh nha v€ sinh theo ding qpy dinh.
- Thuc hién gido duc y dic, k§ niang giao tiép, k§ nang cham séc ngudi bénh cho
nhén vién y té trong bénh vién.
- Tién hanh hop ndi bd cac khoa nham tim hi€éu nguyén nhan va tim bién phéap khic
phuc nham tién dén sy hai long nguoi bénh./.

TO QLCL
Noi nhin: =
- Ban Giam déc; T
- Céc khoa/phong: / j/ _ o

- Luu: KHTH-QLCL. s







