BENH VIEN PUC KHANG CONG HOA XA HQI CHU NGHIA VIET NAM

TO QUAN LY CHAT LUQNG Péc lap — Tu do — Hanh phiic
S6:24 /25/BC-QLCL Thanh phé. Hé Chi Minh, ngay 15 thing 07 néim 2025
BAO CAO

Khao sat hai long nguoi bénh ngoai tra 6

thang dau nim 2025

I. Phuong phap khio sat

1. N§i dung khao sat:

— Dua trén biéu mau s6 2 ctia B Y té: Phiéu khao sat
dung khao sat dua trén cac ti€u chi sau:

a) Kha ning tiép céan;

b) Su minh bach théng tin va thua tuc kham bénhj diédu -

¢) Co s¢ vit chat va phuong tién phuc vu nguoi
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bénh;

d) Thai d§ ng xr, ning luc chuyén mon cia nhan vién y t&;

e) Két qua cung cép dich vu co6 dap ing dugc sy mong doi ctia ngudi bénh.

2. Thue hién khio sat:
2.1 Chu ky khdo sdt: Ban Khao st hai [ong 6 chirc kha
2.2 Phuong phdp: Khao sét cit ngang.

2.3 Chon mdu:

¢ sat 6 thang/ lan.

— Khéo sat tai Khoa Kham bénh — Cﬁp ctru (khoa KB-('C) va Pon vi Loc mau cua khoa

N6i — Pon vi Loc mau (DVLM)

— Trong mdi khoa, chon nguoi bénh theo phuong phép|sau:

e Cdac bénh nhan dén kham va trai nghiém hét quy trinh kham bénh.

e Tién hanh khao sat nguoi bénh.

2.4 Giam sdt thiee hién khao sat:

— Khao sat vién la diéu dudng tai cic khoa.

3. Thoi gian thue hién khio sat: 01/01 — 30/06/2025
4. Xir Iy va nhép s6 liéu:

Nhép va xir ly s0 liéu trén phdm mém bado cdo online qua Bo Y t€

I1. Bio cao
1. Két qui danh gia viéc sir dung dich vu y té

1.1 Sy hai long cua ngeoi bénh déi voi kha ning tiép cdr

v dich vu




Piém TB TV 1€ hai long theo khoa (%)
Kh DVLM Khoa KB-CC
Nbi dung ciu hpi PV oa : . : :
LM KB- Cé |Khong| Co |Khong
CC |BHYT | BHYT | BHYT | BHYT
Al. Céc bién bao, chi din dudng
dén bénh vién rd rang, dé nhin, 489 | 493 | 93.33 | 100.00 | 100.00 | 100.00
dé tim
A2. Cac so dd. bién bao chi din
dudng dén cac khoa, phpng
S s ) g P g 4.63 4.74 | 100.00 | 100.00 | 93.33 | 100.00
trong bénh vién rd rang, dé hiéu,
dé tim
A3. Céc khoi nha, cdu thang
; SO i i L 474 | 4.59 | 93.33 | 100.00 | 100.00 | 100.00
dugc danh so rd rang, d¢ tim
A4. Céc 161 di trong bénh vién,
: N il S 489 | 4.78 |100.00 | 100.00 | 93.33 | 100.00
hanh lang bang phang, dé di
AS. C6 thé tim hiéu céc|théng
tin va dang ky kham qua dién
; - y q e 4.85 493 | 93.33 | 100.00 | 100.00 | 100.00
thoali, trang tin dién tir gia bénh
vién (website) thudn tién
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Diém trung binh cia muc * Cac khoi nha, cau thang d

khoa KB-CC la thép nhit 4.59, tiép theo la “Céc so dd,
khoa, phong trong bénh vién r6 rang, d& hiéu, d& tim” cua
muc khéc dat trén 4.74.

D6i v6i ngudi bénh ¢6 bao hiém, c6 mot sd ngudi
nang tiép cén dich vu ctuia bénh vién, nhung cac muc déu g
v&i ngudi bénh khong BHYT thi tit ca ngudi bénh va ngu
tiép can dich vu cta bénh vién.

1.2 Sur hai long cua nguoi bénh doi voi sy minh bach théy
tri

luoe dénh sé r6 rang, d& tim” clia
bién bao chi dan duong dén céc
¢6 diém trung binh dat 4.63, cac

bénh van chua hai long vé kha
0 ty 1€ hai 1ong trén 90.00%. D61
01 nha déu hai long véi kha nang

vg tin va thu tuc kham bénh, diéu

y 1€ hai Iong theo khoa (%)

DVLM Khoa KB-CC

Piém TB T
Néi dung ciu héi PV lf(h]: i -
LM i

CC |BH

6 |Khéng| C6 |Khong
YT | BHYT | BHYT | BHYT

B1. Quy trinh kham bénh dugc
niém yét 16 rang, cdng khai, dé 474 | 474 | 93
hiéu

33 | 100.00 | 100.00 | 91.67

B2. Céc quy trinh, tht tuc kham

thudn tién

bénh dugc cai cach don gian, 489 | 496 | 100.

00 | 100.00 | 100.00 | 100.00

B3. Gia dich vu y té niém yét rd

: 493 | 4.89 |100
rang, cong khai

.00 | 100.00 | 93.33 | 100.00

B4. Nhan vién y té tiép don,
huéng din ngudi bénh lam cac 496 | 493 | 100
th tuc niém né, tin tinh

.00 | 100.00 | 100.00 | 100.00

B5. Puoc xép hang theo thir tu
trude saﬂtu lihl l.akm cac’thu t}JC 4.96 496 | 100
dang ky, ndp tién, kham bénh,

x€t nghi€m, chiéu chup

.00 | 100.00 | 100.00 | 100.00

B6. Danh gia thoi gian chd doi

4.85 | 4.96 | 100
lam thi tuc dang ky kham

00| 91.67 | 100.00 | 100.00

B7. Danh gi4 thdi gian cho t6i

4.81 489 | 93
lugt bac s§ kham

33 | 100.00 | 93.33 | 100.00

B~8. D’anh gla thcgn gian dugc bac 196 | 4.89 | 100
s¥ kham va tu van

.00 | 100.00 | 93.33 | 100.00

B9. Banh gia thoi gian cho Iam

485 | 4.89 | 10d
xét nghiém, chiéu chup

.00 | 100.00 | 93.33 | 100.00

B10. Péanh gia thoi gian cho
nhan két quéa xét nghiém, chiéu 496 | 496 | 100
chup

.00 | 100.00 | 100.00 | 100.00
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Diém trung binh
OBVLM  BKhoa KB-CC
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Pa s nguoi bénh
didu tri ctia bénh vién, di

Déi v6i ngudi bé
kham bénh dugc niém y
bac s§ kham™; ty 1€ hai |
rang, cong khai”, “DPanh
bac sy kham va tu van”,
con lai déu hai long 100.

DPbi vai ngudi bér
niém yét rd rang, cong ki
tuc dang ky kham™ la 91

1.3 Suw hai long cua ngud

déu tin tuong vao su minh bach thong tin va thu tuc kham bénh,
€m trung binh déu trén 4.74.

nh ¢6 BHYT, ty 1€ hai long dat 93.33% & DVLM Ia “Quy trinh
&t 13 rang. cong khai, d& hiéu”, “Danh gia thoi gian cho téi lugt
ong dat 93.33% & Khoa KB-CC la “Gia dich vu y té niém yét 15
gid thoi gian cho t6i lugt bac s§ kham™, “Danh gia thoi gian dugc
“Panh gia thoi gian chd lam xét nghiém, chiéu chup”, cac muc
00%

h khong ¢6 BHYT, Ty 1€ hai long vé “Quy trinh kham bénh dugc

1ai. dé hiéu” khoa KB-CC va “Panh gia thoi gian chd doi lam tha

67%, cac muc con lai déu dat 100.00%

yi bénh doi voi co so vdt chat va phirong tién phuc vu nguoi bénh




Piém TB

Ty 1€ hai long theo khoa (%)

N&i dung ciu hoi PV Khoa DVLM Khoa KB-CC
LM KB- dé |Khoéng| Cé6 | Khong
CC | BHYT | BHYT | BHYT | BHYT

C1. C6 phong/sanh chd kham

sach s€, thodng mat vao mua heé; | 4.93 4.93 |100.00 | 100.00 | 100.00 | 100.00

kin gi6 va 4m 4p vao mua déng

C2.Phong choreo du ghengdl | o0 | o6 1 10000 | 91.67 | 100,00 | 100.00

cho ngudi bénh va st dung tot

C3. Phong chd ¢6 quat (didu

hoa) ddy duo, hoat dong thudng | 4.78 | 4.93 | 9333 | 100.00 | 100.00 | 100.00

xuyén

C4. Phong cho co6 cac phuong

tién gip nguoibénhco@m 1y 1 o0 1 4o 110000 | 100.00 | 93.33 | 100.00

thoai mai nhu ti-vi, tranh anh, to

roi, nuée udng...

C5. Dugc bao dam su riéng tu

khi kham bénh, chiéu chup, lam 493 496 | 100.00 | 100.00 | 100.00 | 100.00

tha thuat

6. Nha vé sinh thudn ien, st o5 | 4 06 | 93133 | 100.00 | 100.00 | 100.00

dung tdt, sach s€

C7. Méi trutmg trong khuon 496 | 489 |100.00 | 100.00 | 93.33 | 100.00

vién bénh vién xanh, sach, dep

C8. Khu khidm bénh bao dam an

ninh, trdt tw, phong ngra trom 4.85 | 4.81 |100.00 | 91.67 | 93.33 | 100.00

cép cho ngudi dan

Diém trung binh
ObvLM  OKhoa KB-CC

493 4.92 289496 95 4.93 493,55 493

5.0 - i —.L
A 11 . e [ "
4.5 2 /) / ;f'
o e '/ ,x
4.0 r:’_, f / v
s (Y W P |
3 [ r ’ e
3.0 ] 4 / o
5 i Ve i o
2.5 ,/’ v / A
2.0 ) v 7 o
7Bl 7 I 7 I 7
48 7 7 o
1.0 v % / o/
4 o~ "
0.5 7 7 /| )
0.0 & rgé ‘../

c1 c2 c3 c4

74

R e TR

mlZ

N
N

SNV

N

DN

o
[e2]

c7

MO AR NN

N ‘\‘\"-. R

LR

SN

—
b8 S ¥

cs

—————



T 18 HLNB cd BHYT Ty 1& HLNB khéng BHYT

ObviM  OKhoa KB-CC
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Diém trung binh ¢

la hai long cua ngudi bénh doi véi co sd vat chat va phuong tién

phuc vu ngudi bénh déu {rén 4.75.

Ty 1¢ hai long ngudi bénh thap nhat la 91.67% & nguoi bénh khong BHYT DVLM
“Phong cho co da ghé ngdi cho nguoi bénh va st dung tot” va “Khu kham bénh bao dam
an ninh, trdt tu, phong ngra trdm cap cho nguoi dan™

1.4 Su hai long cua ngu
viény té

0i bénh doi voi thai dé ung xur, nang luc chuyén mon cua nhdn

Noi dung cau h

Diém TB Ty 18 hai long theo khoa (%)

Khoa PVLM Khoa KB-CC
KB- | Cé6 |Khéng| Cé |Khéng
CC |BHYT | BHYT | BHYT | BHYT

O bV
LM

D1. Nhan vién y té (bac

tiép dang muc

dudng) co6 101 noéi, thai dd. giao 496 | 4.93 | 100.00 | 100.00 | 100.00 | 100.00

s¥. dicu

D2. Nhén vién phuc vu

bao vé. ké toan...) co 104 noi, 4.78 496 | 93.33 | 100.00 | 100.00 | 100.00
thai dg, giao tiép dang muc

ho 1y,

D3. Dugc nhin vién y t4
trong, do1 xur cong bang
tam, gitp do

> ton
quan 4.93 493 |100.00 | 100.00 | 100.00 | 100.00

D4. Néng luc chuyén m
bac s¥, diéu dudng dap
mong doi

(rng 496 | 4.96 |100.00 | 100.00 | 100.00 | 100.00




Diém trung binh
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Diém trung binh hai long cia ngudi bénh céc khog déu trén 4.75.

Ngudi bénh DVLM ¢6 BHYT c6 ty 1€ hai long vé
vé, ké toan...) c6 101 noi, thai do, giao tiép ding muc™ 1a

bénh déu hai long 100.00%

1.5 Su hai long cua nguoi bénh doéi voi két qua cung cap dich vu

*Nhan vién phuc vu (hd ly, bao
93.33%, cac muc khac ngudi

Piém TB Ty 1 hai long theo khoa (%)
e a oy e Khoa PVLM Khoa KB-CC
gL B I D; KB- | d6 |Khong| C6 |Khong
e CC |BHYT | BHYT | BHYT | BHYT

E1. Két qua kham bénh da dap
Ung duoc nguyén vong cua 4.93 493 | 100.00 | 100.00 | 100.00 | 100.00
Ong/Ba
E2. Cac héa don, phiéu thu, don
thudc va két qua kham bénh 4.85 | 4.96 |100.00 | 100.00 | 100.00 K 100.00
duoc cung cip ddy du, ro rang,
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Piém TB Ty 18 hai long theo khoa (%)

h DPVLM Khoa KB-CC
Noi dung cau hoi bV p o1

KB- | C6 [Khong| C6 |Khong

LM CC |BHYT | BHYT | BHYT | BHYT

minh bach va dugc giai thich
néu co thac mac

E3. Danh gid mirc 40 ti twong | o5 | 4 96 | 100.00 | 100.00 | 100.00 | 100.00
v€ chat luong dich vu y (€

E4. Danh gia muc d§ hai long ve

e ; 496 | 496 |100.00 | 100.00 | 100.00 | 100.00
gid ca dich vuy té

Diém trung binh
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Dbi voi két qua cung cép dich vu. ¢6 diém trung binh cao déu trén 85.00%.
Ty 1¢ hai long clia ngudi bénh déu dat 100.00%.
1.6 Nhu cau dap tmg mong doi ciia nguoi bénh
Bénh vién da dap ung duoc 97.48% nhu ciu mong doi ciia ngudi bénh. Day 1a ty 1é
cao thé hién nd luc vi nglrdi bénh ciia toan thé bénh vién trong cong tac chim séc stic
khoe cho ngudi dan.




1.7 Nhu cdu quay tro lai hodic gi6i thidu cho nguoi khdac

. NOI DUNG S6 fwong | Ty 18 (%)

1. Chac chan khong bao gi¢ quay lai 0 0.00

2. Khéng muén quay lai nhung c6 it lva chon khéc 0 0.00

3. C6 thé s& quay lai 85 44.04

4.Chéechénséquaylaihoacgﬁdiﬂﬁéuchongudikhéc 108 55.96
Tong 193 100.00

Tat ca ngudi bénh déu mudn quay lai bénh vién khar
gi6i thiéu dich vu bénh vién cho nhitng ngudi khac.

2. Panh gid chung

2.1 Ddnh gid sy hai long tinh theo tirng khoa/ phong

n va di€u tri, ngoai ra cling muén

Khoa/phong don vi f)iéng trung Ty I€ hai
binh long (%)
DVLM 4.88 98.57
K. KB-CC 4.90 98.69
Diém trung binh Ty1éhailong
5.0 4.88 4.90 100.0 98.57
4.5 90.0
4.0 80.0
3.5 70.0
3.0 60.0
25 50.0
2.0 40.0
1.5 30.0
1.0 20.0
0.5 10.0
0.0 0.0 '
K. Noi-DVLM K. Khdm b&nh-Cap clru K. Ngi-BVLM K. Kham bénh-Cap ciru

Piém trung binh va ty ié hai long cua Khoa KB-C(

2.2 Danh gid chung

Théng ké

Khio sat nguoi
ngoai tri

bénh

Tong diém TB tr A > E 4.89
Ty 1€ hai long chung 08.53
A: 4.80
B:4.90
Piém TB theo ting phén C: 4.90
D: 4.93
E: 4.94
Ty 1€ hai 1dong so véi mong doi 97.48
Ty 1€ nguoi bénh s€ quay tré lai 100.00

" cao hon khoa N6i-DVLM
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Nguoi bénh khong hai long nhit vé& kha ning tiép can dich vu va hai long nhat vé
két qua cung cap dich vu Hau hét nguo bénh déu hai long vé chit lugng dich vu ctia bénh
vién. Day la két qua thé hién su nd luc chia cac nhan vién trong bénh vién.

III. Két luén va kién nghi
1. Két luan
Vi diém trung binh chung quy I la 4.89 ~98.53% dat'loai Tét.

Thé hién su nd lug vi nguoi bénh cta bénh vién trong v1ec cai thién tha tuc hanh
chinh, thai do tng x{. nfing luc chuyén mdn cta nhén vién y té nhim nang cao hai long
clia ngudi bénh, ty 18 haillong ctia ngudi bénh ngoai tra
2. Uu, nhuoe diém ‘

< Uu diém:

- Nhan duoc su quan tdm tir Ban Giam déc bénh vién trong tung hoat dong clia ting
khoa, phong.

- Nhan dugc nhiég 161 khen tir nnui)i bénh vé thai do lam viéc clia nhan vién y té.

- Nhan duoc nhiing v kién gop v rét hay dbi vai hoat dong ctia bénh vién.

- Haé thong cong nghé thong tin ¢d syu thay d6i va nang cép phan mem giam cac
tht tuc hanh chinh, giam| thoi gian chd va ngay cang dap Gng dugc céc nhu cau hoat dong
cua bénh vién, nhan vién gop phé”m thuan tién hon cho ngudi bénh.

< Nhuoc diém:

- Co s6 ha ting bénh vién cii k§. khong ¢6 cing-tin khong dap ung dau da nhu cau
clia nguoi bénh.

- Nhén su bénh vign cé nhiéu bién dong, nhiéu vi tri chuyén mén con thiéu.

3. Nhiing van dé chua dat dwgc hai long cao can dwoc uu tign cdi tién chat lugng

_ Céc bién bao, chi din duong dén bénh vién ro rang, d& nhin, d& tim

_ Céc so dd. bién bao chi din duong dén cac khoa, phong trong bénh vién rd rang,
d& hiéu, d& tim

- Céac khéi nha, cdu thang duoc danh s6 ¢ rang, dé tim

- Céc 151 di trong [pénh vién, hanh lang bang phing, d& di

Nhitng van dé trén thudc vao su hai 1ong ctia ngudi bénh vé su ti€p cin dich vu va
dbi voi co so vat chat va phuong tién phuc vu. DE nghi cac khoa/phong ¢é bién phap cai
tién, thay doi hudng dén su hai long ngudi bénh.

4. Kién nghi

- Thuc hién chinlf stra. bd sung. cdp nhat cac bién bao, chi dan.

- Phan cong nhan|vién hudng dan, tu van ngudi bénh dén cac vi tri khoa, phong.

- Thue hién tp hiidn k§ ning giao tiép, k¥ ning chim séc ngudi bénh cho nhén vién
v té trong bénh vién.

- Diy manh cong tac kiém tra, giam sat, cai cach thi tuc hanh chinh, ting cudng

nhan luc, dic biét 1a dié

Noi nhan:

- Ban Giam ddc:

- Cac khoa/phong;

- Luu: KHTH-QLCL.

B CKIL% Juang Mink




