BENH VIEN BUC KHANG CONG HOA XA HOI CHU NGHIA VIET NAM

TO QUAN LY CHAT LUQNG Poc 1ap — Tu do — Hanh phiic
Sé: 12/25/BC-QLCL Thanh phé. Ho Chi Minh, ngéy 08 thang 4 nim 2025
BAO CAO

Khéo sat hai long ngwoi bénh noi tria Quy I nam 2025

I. Phuong phap khao sat
1. No6i dung khio sat:

— Dua trén biéu mau s6 1 cia Bd Y t&: Phiéu khéo sat y kién ngudi bénh ngoai trll, noi dung
khao sat dua trén cac ti€u chi sau:

a) Kha ning tiép can;
b) Su minh bach théng tin va tha tuc kham bénh, diéu[tri;

¢) Co sé vat chat va phuong tién phuc vu ngudéi bénh

d) Thai do (ng xui, ndng lwc chnyén mdn clia nhan vign y t&;
e) Két qua cung cdp dich vu ¢6 dap tng duoc su mong doi cua nguoi bénh.
2. Thue hién khao sat:

2.1 Chu ky khao sdt: Ban Khao sat hai long t& chirc khdo sat 3 thang/ lan.

o o

.2 Phirong phdp: Khao sat cat ngang.
2.3 Chon mau:

— Khao sat tai khoa Ngoai — Gdy mé hdi strc — Pon vi ung Hudu (khoa Ngoai) va khoa Noi —
Don vi Loc mau (khoa No1)

— Trong mdi khoa, chon ngudi bénh theo phuong phap sau:
e (Céc bénh nhin nhdp vién tai bénh vién.
e Tién hanh khao sat ngudi bénh.
2.4 Gidm sdt thue hién khao sat:
— Khao sat vién 1a didu dudng tai cac khoa.
3. Thoi gian thue hién khéo sat: 01/01 —31/03/2025
4. Xir Iy va nhap so liéu:
Nhép va xir ly s liéu trén pham mém bao cdo online cia Bp Y té
I1. Bdo cao
1. Két qua danh gia viéc st dung dich vu y té

1.1 Su héi long cia nguoi bénh doi voi kha ndng tiep can dich vu




| DPiém TB Ty 18 hai long theo khoa (%)

i} Khoa Nai Khoa Ngoai
Noi dung ciu héi Khoa | Khoa o ’oa o

Cé |Khong| Co6 | Khong

Noi | Ngoal | oyt | BHYT | BHYT | BHYT

Al. Cac so db, bién bao chi dfin
dudng dén cac khoa, phong trong 4.97 492 | 100.00 | 100.00 | 100.00 | 100.00
bénh vién rd rang, d& hiéu, d&/tim

A2. Thoi gian vao thdm nguoj bénh

. I 433 | 433 | 96.00 | 100.00 | 100.00 | 100.00
dugc thdng bao 1o rang

A3. Cac kho1 nha, cau thang, pudng

. ! 4. ; : 1 : .00
bénh dugc danh s6 rd rang, d¢ tim & o o0 | J00.00 10040 | 100

A4. Céc 16i di trong bénh vién, hanh
lang bang phang, dé di
A5. Ngudt bénh héi va goi dugce nhan
vién y té khi can thiét

4.80 | 4.67 | 96.00 | 100.00 | 90.00 | 100.00

4.83 4.83 | 96.00 | 100.00 | 100.00 | 100.00
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Diém trung binh cta “Thoi gian vao tham ngudi bénh dugc thdng bédo rd rang” dat thap
nhat 4.33 & ca khoa N§i va khga Ngoai, cao nhat la khoa Noi vai 4.97 diém & muc “Céc so do,
bién bdo chi dan duong dén cag¢ khoa, phong trong bénh vién ro rang, dé hiéu, dé tim”.




Ty 18 hai long “Cac 161 di trong bénh vién, hanh lang ba
khoa Ngoai khong ¢6 BHYT c¢6 ty 1€ hai long thidp hon cic m

cdc muc con lai déu trén 96%.

1.2 Sw hai long cua nguoi bénh doi véi su minh bach thong tin

ng phang, dé di” ciia ngudi bénh
uc khac 90%, ty 1€ hai long ctia

va thu tuc kham bénh, diéu tri

Piém TB Ty 1€ hai long theo khoa (%)
Noi dung cau hoi Khoa | Khoa P:hoa N(‘)i Kl'ma Ngo?l
Né6i | Neoai C¢ |Khong| Cé | Khoéng
) =" | BHYT | BHYT | BHYT | BHYT

B1. Quy trinh, thu tuc hanh chinh
(nhép, xuét vién, chuyén vién, chuyén | 4.94 | 4.69 | 100}00 | 100.00 | 95.65 | 100.00
khoa...) r6 rang, cong khai, thuan tién
B2. Gia dich vu y té dugc niém yét,
thong bdo cong khai Gvitride quan | o0\ 4 27 | 16000 | 100.00 | 100.00 | 100.00
sat, dé doc, dé hiéu va dugc tu van,
giai thich cdc chi phi cao néu ¢6
B3. Quy trinh, thoi gian lam thu tuc
thanh toan vién phi khi ra vién rd 494 | 4.67 | 100/00 | 100.00 | 95.65 | 100.00
rang, cong khai, thuén tién
B4. Puoc phd bién vé ndi quy va
nhifng théng tin cén thiét khi ndm 490 | 4.79 | 96.67 | 100.00 | 100.00 | 100.00
vién rd rang, déy du
B5. Pugc giai thich vé tinh trang
bénh, phuong phap va thoi gian dy 497 | 4.74 | 10000 | 100.00 | 95.65 | 100.00
kién diéu tri ro rang, di‘iy du
B6. Pugc giai thich, tur van trude khi
yéu cau lam céc xét nghiém, tham do, | 4.97 | 4.74 | 100{00 | 100.00 | 95.65 | 100.00
ky thuat cao ro rang, day di
B7. Dugc cong khai va cap nhatthong | o | 4 24 | 96k7 | 100.00 | 95.65 | 100.00
tin vé dung thudce va chi phi diéu tri
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OKhoa Néi BIKhoa Ngoji

biém trung binh cua cac
cho thay ngudi bénh va nguoi
kham bénh, diéu tri ctia bénh V

1.3 Su hai long cua nguoi bén

ién.

Bl

A

B2 B3

OKhoa Ngi - O Khoa Ngoai

B4 B5

Ty 1& hai long NB khéng BHYT

B6 B7

muc déu dat trén 4.60 va ty 1¢ hai long déu trén 95.0%, diéu nay
nha ngudi bénh danh gia cao su minh bach thong tin va thu tuc

h d6i VoI co 50 vat chat va phuong tién phuc vu nguoi bénh

Diém TB Ty 1¢ hai long theo khoa (%)
Noi dung ciu héi Rl | Bhos N0 Jihga Nepal
Néi | Ngoai Co Kholng Co | Khong
: * | BHYT | BHYT | BHYT | BHYT

C1. Budng bénh nam diéu tri [khang
trang, sach s€ ¢6 day du cac thiet bl 1 o5 | 4¢3 | 100,00 | 100.00 | 100.00 | 100.00
dicu chinh nhiét do phu hgp nhu quat.
may suoi, hodc diéu hoa
C2. Giudng bénh, ga, gbi day di cho
mdi ngudi mot giudng, an togn, chic 493 | 4.75 |100.00 | 100.00 | 90.00 | 100.00
chan, sir dung tot
C3. Giudng bénh, ga, gbi day di cho
mdi ngudi mot giudng, an togn, chic 4.90 | 4.92 | 100.00 | 100.00 | 100.00 | 100.00
chén, sir dung tdt
C4. Nha vé sinh, nha tam thugn tien, | o3| 4 67 | 100.00 | 100.00 | 90.00 | 100.00
sach sg&, str dung tot
C5. Puogc bao dam an toan, an ninh,
trat tu, phong ngtra trom c:flp. yén tam 4.97 4.67 | 100.00 | 100.00 | 90.00 | 100.00
khi nim vién
C6. Buge cung cap quan o qay du. -\ o7 | 495 | 100.00 | 100.00 | 100.00 | 100.00
sach s€
C7. Buge cung cap day dunéeuong |, o7 | 495 | 100.00 | 100.00 | 100.00 | 100.00
ndéng, lanh




Diém TB Ty 1¢ hai long theo khoa (%)
. IKKhoa Noi ' i
N6i dung ciu héi Khoa | Khoa thoa o1 ichoa Ngoal
ne .| Cp |Khdéng| Coé |Khéng
No6i | Ngoai _ _
BHNT | BHYT | BHYT | BHYT
C8. Dugc bao dam su riéng tu khi
nam vién nhu thay quﬁn 40, kham . A
. A o . s 493 | 4.58 | 96.00 | 100.00 | 80.00 | 100.00
bénh, di v¢ sinh tai giuong... ¢b rém
che, vach ngan hodc nam riéng
C9. Céng-tin bénh vién phuc vu an
udng va nhu cdu sinh hoat thiét yéu 493 | 4.58 | 9600 | 100.00 | 80.00 | 100.00
dady du va chat luong
C10. Moi trudong t khuon vié
% DL UMICHEAONg ISR YED 497 | 469 |100000 | 95.65 |100.00 | 100.00
bénh vién xanh, sach, dep
C11. Puoc cung cdp phuong tién van
A an . h | 1._, ' . X
chuyen noi vign nhu xe lan, cang, xe |, o0 | 4 0 | 100000 | 95.65 | 100.00 | 100.00
dién day du, kip thoi, sir dung t6t khi
¢ nhu cu

Piém trung binh
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“Cang-tin bénh vién phyc vu an udng va nhu cau sinh hoat thiét yéu day du va chat luong”
va “Mdi truong trong khudn vién bénh vién xanh, sach, dep™ c6 diém trung binh va ty 1€ hai
1ong thap nhat ¢ khoa Ngoai.

1.4 Su hai long cua nguoi bénly déi voi thdai dé iing xir, nang luc chuyén mén cua nhan viény té

Piém TB Ty 1¢ hai 1ong theo khoa (%)

Khoa Noi Khoa Ngoai
Cé6 | Khéng| Cé |Khong
BHYT | BHYT | BHYT | BHYT

Noi dung cau hdi Khoa | Khoa
No6i | Ngoai

DI. Bdcssy, dicu dutng 6 lopnoL thdi | ) o0\ ) 2 | 100,00 | 100.00 | 100.00 | 100.00
dg, giao tiép dung muc

D2. Nhan vién phuc vu (hd 1y}, bao v¢,
ké toan...) c6 1di néi, thai d.|giao tiép 4.87 | 492 |100.00 | 100.00 | 100.00 | 100.00
dung muc

D3. Pugc nhén vién y té ton {rong, doi

o 3 5 . 493 | 492 | 96.00 | 100.00 | 100.00 | 100.00
Xu cong bang, quan tam, gitp 4o

D4. Béc sy, dicu dudng hop the totva | ) o0 | 4 25 | 100,00 | 100.00 | 100.00 | 100.00
xt ly c¢dng viéc thanh thao, kip thoi

D5. Pugc bac s§ tham kham,|dong vién

g ogomo ank o 493 | 4.83 | 100.00 | 100.00 | 100.00 | 100.00
tai phong diéu tri

D6. Pugc tu van ché dé dn. vin dong,
theo ddi va phong nglra bién ¢hiing

493 | 4.83 | 100.00 | 100.00 | 100.00 | 100.00

D7. Nhan vién y té khong co biéu hién

¢ ol o 4.83 | 4.83 | 100.00 | 100.00 | 100.00 | 100.00
go1y boi dudng
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Ty 18 hai long NB ¢é BHYT Ty |& hai long NB khéng BHYT
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Hau hét ngudi bénh déu hai long vé thai d§ img xtr, nang luc chuyén moén cua nhén vién
yie,
1.5 Su hai long cua ngoi bénh déi voi két qua cung cap dich yu
Piém TB Ty 1€ hai long theo khoa (%)
. Khoa Noi Khoa Ngoai
NOi dung ciu hoi Khoa | Khoa : =

Cp | Khéng| Cé | Khong

Noi | Ngoal | prbr | BHYT | BHYT | BHYT

E1. Cap phat thudc va huéng dan sir
dung thubc day du, chét luong

E2. Trang thiét bi, vat tu y t& day du,
hién dai, dap Gng nguyén vong

E3. Két qua diéu tri dap Gng dugc
nguyén vong

E4. Ong/Ba danh gia mirc d tin
tuéng vé chét luong dich vu y té

E5. Ong/Ba danh gia mirc d6 hai long
vé gia ca dich vu y té

493 | 4.83 | 100{00 | 100.00 | 100.00 | 100.00

497 | 4.83 | 100{00 | 100.00 | 100.00 | 100.00

497 | 4.75 | 100{00 | 100.00 | 100.00 | 100.00

497 | 4.83 | 100,00 | 100.00 | 100.00 | 100.00

490 | 492 | 9600 | 100.00 | 100.00 | 100.00

Piém trung binh
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Ty 1& hai long NB cé BHYT
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Hau hét ngudi bénh déu hai long vai két qua cung cap dich vu ctia bénh vién.

1.6 Nhu cau dap irng mong do)

Bénh vién da dap Gng dy
thé hién no luc vi ngudi bénh

nguoi dan.

1.7 Nhu céu quay tro lai hodc

[ cua nguoi bénh

guoi

roc 96.60% nhu cdu mong dgi cua n bénh. Day la ty 1€ cao
cla toan thé bénh vién trong cong tac cham séc sttc khoe cho

=

oioi thiéu cho nguoi khdc

NOI DUNG Ty 1& (%)

1. Chéc chin khong bao gid quay lai 0.00
2 KhQng muép quay lai nhung cd it lua chon khéc 0.00
3. Muon chuyén sang bénh vién khac 0.00
4. C6 thé s& quay lai 0.00
5. Chéc chin s& quay lai hoid gi6i thiéu cho ngudi khéc 100.00
6. Y kién khac 0.00

Thng 100.00

Tat ca nguoi bénh va ng

€161 thiéu cho nguo1 khac néu
2. Panh gia chung

2.1 Danh gia su hai long tinh

01 nha nguoi bénh déu tra 101 s€ quay lai bénh vién di€u tri hodc
c6 nhu cau kham, chira bénh tuong tu.

heo titng khoa/ phong

Khoa/phong don vi Pliém trung binh | TV 18 hai long (%)
K. N$i-DVLM 4.90 98.80
K. Ngoai-GMHS-DVUB 4.81 98.61




Piém trung binh osld 1€ hailong NB .
50 4.90 4.81 100.0
45 90.0
4.0 £0.0
2 70.0
3.0 60.0
2.5 50.0
2.0 40.0
1.5 30.0
1.0 20.0
0.5 10.0
0.0 0.0
K. NQi-DVLM K. Ngoai-GMHS-DVUE K. NQi-BVLM K. Ngoai-GMHS-DVUB

Diém trung binh va ty 1€ hai long ngudi bénh ndi tri cta
Ngoai — GMHS - DVUB. Hau hét nguoi bénh déu hai long vé ¢
Déy la két qua thé hién su no luc ciia cac nhan vién trong bénh

2.2 Danh gia chung

2 " Khao sat nguoi
Thong ke bénh ndi frﬁ

Toéng diém TBtr A > E 4.87

Ty 1€ hai long chung 98.61
A:4.75
B: 4.87

Diém TB theo timg phan C: 4.90
D: 4.90
E: 4.91

Ty 1€ hai 1ong so véi mong doi 96.60

Ty 1€ nguoi bénh s€& quay tro lai 100.00

A, KHA NANG TIEP CAN

5.00
4.90 o
4.75
4.80
5 . o B. SU MIINH
E. KET QUA CUNG 4 THONG TIN VA
DICH VU

KIHAM BENH,

4.91 4.80

D. THAI DO UNG XU, _

MNG_ LUC cuuvt{u e 5 éu b f PHUONG TIEN

MON CUA NHAN VIEN Y "~ - PHUC VU NGUOI
TE BENH

C. CO SO VAT CHAT
o

<hoa No1 — DVLM cao hon khoa
that lwong dich vu clia bénh vién.
vién

BACH
THU TUC
DIEU TR)




Ngudi bénh khong hai 16
cung cap dich vu
II1. Két luidn va kién nghi
1. Két luan

ng nhat vé kha nang tiép cén dich vu va hai 1ong nhat vé két qua

Vi diém trung binh chu

Phén [6n ngudi bénh vz‘iTn

Khang cé ty 1¢ hai long cao dé
tin, thi tuc kham bénh, diéu tri
¢6 cang-tin phuc vu nguoi bén

2. Uy, nhuoc diém
“» Uu diém:

- Nhan dugc su quan taq
phong.

- Nhén duoc nhiéu 161 K

g quy 114 4.87 ~ 98.61% dat loai Tét.

gudi nha ngudi bénh dén kham chita bénh tai Bénh vién Duc
véi Bénh vién, trong do 1a hai 1ong nhat véi sy minh bach théng
. Thép nhat 14 co s¢ vét chat do co s¢ ha tdng chét hep va khong
...

0 tir Ban Gidm doc bénh vién trong ting hoat dong cia tung khoa,

hen t nguoi bénh vé thai dé lam viée clia nhén vién y té.

- Nhén dugc nhitng y kién gép y rat hay doi vdi hoat dong cua bénh vién.

- He¢ thong cong nghé th
hanh chinh, giam thoi gian cl
vién, nhéan vién gép phan thua

+* Nhuogc diém:

ong tin ¢d suu thay doi va nang cap phdn mém, giam cac thu tuc
O va ngay cang dap ung duogc cic nhu cdu hoat dong ctia bénh
tién hon cho nguoi bénh.

- Co s¢ ha tang bénh vign cii k¥, khong co6 cang-tin khong dap tng dau du nhu cdu cua

nguoi bénh.
- Nhaén su bénh vién co
3. Nhiing vin dé chua dat du
- MaJi trudng trong khud
4. Kién nghi
- B tri thém cdc chiu d

- Thuc hién tap huén k]
trong bénh vién.

- Pay manh coéng tac ki
luc, dac biét Ia diéu dudng tai

Noi nhan:

- Ban Giam déc:

- Céc khoa/phong;

- Luu: VT, KHTH-QLCL.

nhiéu bién dong, nhiéu vi tri chuyén mon con thiéu.
oc hai long cao can dwoc uu tién cdi tién chit luong

n vién bénh vién xanh, sach, dep

ay canh trong khudn vién bénh vién

ning giao tiép, k¥ ning chim séc ngudi bénh cho nhan vién y té

&m tra, giam sat, cai cach tha tuc hanh chinh, tang cudng nhén
cac khoa dong bénh nhan./,

TO QLCL
~ » Mo Soven
s G 1f
- 2 GDE @,
%’i’f/:f L”ri‘ﬁxg_ﬁﬁé; '_,-'{-’




