BENH VIEN PUC KHANG

TO QUAN LY CHAT LUQNG

Sé: 23/25/BC-QLCL

Khao sat hai long ngwoi bénh néi tri

CONG HOA XA HOI CHU NGHIA VIET NAM
Doc ldp + Tw do — Hanh phuce

Thamh phé. H6 CRi Minh, ngay 15 thing 07 nim 2025

BAO CAO

Quy II nam 2025

I. Phuong phap khdo sat

1. Ngi dung khio sat:

— Dua trén biéu mau s6 1 cua By Y t&: Phiéu khao sat|y kién nguoi bénh ngoai tra, ndi
dung khdo sat dua trén cac tiéu chi sau:

2.

a) Kha nadng tiép cén;

b) Su minh bach théng tin va thi tuc kham bénh, didu tri;

c) Co so vit chat va phuong tién phuc vu ngudi|bénh;

d) Thai dg irng xu, nang luc chuyén mon cia nhian vién y té;

e) Két qua cung cap dich vu cé dép ing duoc sy mong doi cia nguoi bénh.

Thure hién khao sat:

2.1 Chu kp khdo sdt: Ban Khao sat hai long t6 chirc khap sat 3 thang/ lan.

2.2 Phuong phép: Khao st cit ngang.

2.3 Chon mau:

Khao sét tai khoa Ngoai — Gy mé hdi sttc — Don vi ung budu (khoa Ngoai) va khoa

Noi — Pon vi Loc mau (khoa Noi)

Trong mdi khoa, chon ngudi bénh theo phuong phép sau:

Céc bénh nhan nhép vién tai bénh

Tién hanh khao sat nguoi bénh.

2.4 Gidm sat thuce hién khao sdt:

vién.

— Khao sat vién 1a di¢u dudng tai cac khoa.

3. Thoi gian thuc hién khao sat: 01/04 — 30/06/2025

4. Xir Iy va nhép sé liéu:

II. Bao cao

Nhip va xir 1y s6 liéu trén phdm mém bdo cdo online

1. Két qua danh gi viéc sir dung dich vu y té

1.1 Sy hai long cia nguoi bénh doi voi kha ndng tiep cd

cia BO Y €

1 dich vu
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Ngi dung cau hd

Piém TB T 1& hai 1ong theo khoa (%)

Khoa | Khoa Khoa Noi Kl“’loa Ngoai

Cé |Khong| Co6 | Khong

Noi | Ngoal | puvT | BHYT | BHYT | BHYT

Al. Cac so do, bién bao
dudng dén cac khoa, phd
trong bénh vién rd rang,
dé& tim

chi dan

ng

d¢ hiéu,

4.65 | 4.17 |100.00 | 100.00 | 85.71 | 100.00

A2. Thoi gian vao tham
bénh dugc thong bao rd

nguoi
rang

4.65 4.22 1100.00 | 85.71 | 100.00 | 97.50

A3. Céc khéi nha, cau th
budng bénh dugc danh s
rang, dé tim

ang,
0 rd

459 | 428 |100.00 | 100.00 | 100.00 | 95.00

A4. Cac 161 di trong bénh vién,

hanh lang bang phing, d

¢ di

459 | 430 |100.00 | 8&5.71 |100.00 | 97.50

AS5. Nguodi bénh hoi va goi dugce

nhan vién y té khi can th

1€t

4.71] 433 | 100.00 | 100.00 | 92.86 | 100.00

4.22
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Piém trung binh ctia “Cac so do, bién bao chi din|dudng dén cac khoa, phong” dat

thAp nhit 4.17 & khoa Ngoai, cao nhit la khoa Noi véi 4

va goi duoc nhan vién y t€ khi ¢ln thiét™.

Ty 16 hai long muc “Céc so dd, bién bdo chi dan

[71 diém ¢ muc “Nguoi bénh hoi

furong dén cac khoa, phong™ cua

nguoi bénh khoa NUOEI.I ¢6 BHYT, muc “Thoi gian vao tham nguoi bénh duoc thdong bao
rd rang™ va “Cac 161 di trong bénh vién, hanh lang bang phing, d& di” ctia ngudi bénh khoa

N6i khong ¢6 BHYT c6 ty 1& hai long thap nhét 85.71%,

déu trén 90%.

1.2 Su hai long cua ngwoi bénh doi voi su minh bach thé

tri

ly 1€ hai 1ong cuia cac muc con lai

hg tin va thu tuc kham bénh, diéu

Noi dung ciu hoi

Piém TB

]

' 18 hai long theo khoa (%)

Khoa
Noi

Khoa
Ngoai

Khoa Noi Khoa Ngoai

()
BHYT

Khéng | Cé | Khong
BHYT | BHYT | BHYT

B1. Quy trinh, thd tuc hanh chinh
(nhdp, xuit vién, chuyén vién,

chuyén khoa..
khai, thuén tién

.) rd rang, cong

4.65

10

.00 | 100.00 | 100.00 | 100.00

B2. Gia dich vuy té duoc niém
yét, thong bao cong khai & vi tri
d& quan sat, d& doc, d& hiéu va
duoc tu van, giai thich cac chi
phi cao néu co

4.65

4.30

10

.00 | 100.00 100.00

B3. Quy trinh, thoi gian lam thu
tuc thanh toan vién phi khi ra
vién rd rang, cong khai, thuin
tién

4.65

10

D.00 | 100.00 | 100.00 | 97.50

B4. Dugc pho bién vE ndi quy va
nhirng thong tin cén thiét khi
nam vién rd rang, ddy du

4.71

10

D.00 | 100.00 | 100.00 | 97.50

B5. Puoc gidi thich vé tinh trang
bénh, phuong phép va thoi gian
du kién diéu tri r5 rang, day du

4.65

4.37

10

D.00 | 100.00 | 100.00 | 97.50

B6. Duoc giai thich, tu vAn trude
khi yéu ciu lam céc xét nghiém,
tham do, k¥ thuét cao rd rang,
day du

4.65

10

0.00

100.00 | 100.00 | 97.50

B7. Pugc cong khai va cap nhét
thdng tin vé dung thudc va chi
phi diéu tr1

4.65

431

100.00

100.00 | 100.00 | 100.00
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Diém trung binh
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Diém trung binh cu
tién™ cua khoa Ngoai ¢c6
“Puoc pho bién vé
dd” cia nguoi bénh khon
cac muc khac co ty 1€ hai

1.3 Su hai long cua nguco

a muc “Quy trinh, thu tuc nhdp vién rd rang, cdong khai, thuin
[iém thdp nhat la 4.28. Cac muc con lai déu dat trén 4.30

noi quy va nhiing théng tin can thiét khi ndm vién 1 rang, day
g ¢0 BHY'T khoa Ngoai c6 ty 1€ hai long thap nhat dat 92.86%,
long trén 97.00%.

{ bénh doi voi co so vat chat va phuong tién phuc vu nguoi bénh

Piém TB Ty 1€ hai long theo khoa (%)
Khoa Noi Khoa Ngoai
Noi dung ciu hoi Khoa | Khoa : o1 Qi ,Oa gosiu
N6i | Neoai Cé |Khong| Cé |Khong
| ®"" | BHYT | BHYT | BHYT | BHYT
C1. Budng bénh nam diéu {ri khang
rang, sach s€ cd ddy du ca¢ thiét bi )
trang, sach € co day du cag thict bl 1 5o | 4 19| 100,00 | 100.00 | 85.71 | 97.50
di€u chinh nhiét dd phu hop nhu
quat, may sudi, hodc diéu Hoa




Piém TB Ty 1é hai long theo khoa (%)
N6i dung ciu hoi R, | Mehot et ot O ntipn Reoal
n .| g6 |Khong| Cé |Khong
Noi | Ngoai
“ | BHYT | BHYT | BHYT | BHYT
C2. Giuong bénh, ga, gdi ddy du
cho mdi ngudi mot givdng, an toan, | 4.65 | 4.24 | 100.00 | 100.00 | 100.00 | 100.00
chic chin, sir dung tdt
C3. Giuong bénh, ga, gbi day du
cho mdi ngudi mot givdng, an toan, | 4.71 | 4.22 | 100.00 | 100.00 | 92.86 | 97.50
chic chin, st dung tdt
C4. Nha vé sinh, nha tim thuan )
o - £, 4.65 | 4.28 | 100.00 | 100.00 | 100.00 | 100.00
tién, sach s€, str dung tot
C5. Duoc bao dam an toan, an
ninh, trit tu, phong ngira trom c:flp, 4.53 4.17 | 100.00 | 85.71 | 85.71 | 92.50
yén tam khi nim vién
C6. Dugc cung cip quan 4o ddy du,
UQC cung cap quan ac Cay G | 4 65 | 428 | 100.00 | 100.00 | 92.86 | 100.00
sach s¢
C7. Pugce cung cip ddy di nudc
- ENE Sl ERpesy TR 471 | 428 |100.00 | 100.00 | 100.00 | 97.50
uong néng, lanh
C8. Duoc bao dam sy riéng tu khi
m vién nhu thay quan 40, kh3
nam vien niur thay quan a0, KRam -y 47 | 424 | 100.00 | 85.71 | 100.00 | 92.50
bénh, di vé sinh tai giudng... coO
rém che, vach ngéan hodc nam riéng
C9. Ciang-tin bénh vién phuc vu dn
ubng va nhu cdu sinh hoat thiét yéu | 4.41 | 4.11 | 100.00 | 85.71 | 85.71 | 87.50
day du va chét luvong
. Méi trudng trong khuodn vié
C10. Moi truomg trong Khudn vien | o)\ 404 | 100,00 | 8571 | 78.57 | 95.00
bénh vién xanh, sach, dep
C11. Puoc cung cip phuong tién
an chuyén noi vién nhu xe ldn,
van Chuyen noL VIen AU . =1 4 65 | 426 | 100.00 | 100.00 | 92.86 | 95.00
cang, xe dién day du, kip thoi, sur
dung tt khi ¢6 nhu cau
Diém trung binh
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Ty 1& hai long NB cé BHYT Ty Ié hai long NB khéng BHYT
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Diém trung binh gia muc “Céang-tin bénh vién phuc vu dn udng va nhu céu sinh
hoat thiét yéu day du va chat lugng™ khoa Ngoai cé diém trung binh thap nhat.

Ty 1¢ hat long cual “Mo6i truong trong khuodn vién bénh vién xanh, sach, dep™ cua

nguo1 bénh khoa Ngoai ¢

b BHYT c6 ty 1¢ hai long thap nhat 78.57%.

1.4 Su hai long cua ngudi bénh doi voi thdi dé ung xu, ndang luwc chuyén mén cua nhan

vién y té

Noi dung cau hoi Khoa | Khoa

Piém TB Ty 1¢ hai long theo khoa (%)
Khoa Noi Khoa Ngoai
Cé |Khéng| C6 |Khéng

BHYT | BHYT | BHYT | BHYT

No6i | Ngoai

DI1. Bac sy. didu dudng £6 10i
suede At -] il 471 | 426 |100.00 | 100.00 | 100.00 | 100.00
ndi, thai do. giao tiép dung muc
D2. Nhéan vién phuc vu (hd ly.
bao vé. ké toan...) c6 161 noi, 465 | 4.26 |100.00 | 100.00 | 85.71 | 100.00

thai d9. giao tiép ding muc

tam, giap d&

D3. Dugc nhan vién y t& ton
trong, ddi xir cong bang, quan 4.71 | 4.30 |100.00 | 100.00 | 100.00 | 97.50

D4. Béc sy, diéu dudng
tt va xur Iy cong viée th
kip thoi

hop tac
anh thao, | 4.71 4.28 | 100.00 | 100.00 | 100.00 | 100.00

D5. Pugc bac s§ tham k

ddng vién tai phong diéy tri

R0, 471 | 428 |100.00 | 100.00 | 100.00 | 100.00

D6. Pugc tu van ché do
dong, theo ddi va phong
bién ching

an. van
ngua 4.71 4.33 | 100.00 | 100.00 | 100.00 | 100.00

D7. Nhén vién y té khon
biéu hién goi y boi dudn

% 476 | 4.37 |100.00 | 100.00 | 100.00 | 100.00




Diém trung binh
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Héau hét nguo1 bénh déu hai long vé thai dd ing xit, ndng luc chuyén mén ctia nhan

vién y té.

1.5 Sur hai long cua nguoi bénh doi voi két gud cung cap

dich vu

Piém TB Ty 1€ hai long theo khoa (%)
. Khoa Ngi Kh i
N¢i dung ciu héi Khoa | Khoa ek hoa Ngoai
N6i | Neoai o |Khong| Co6 |Khong
) ©"" | BHYT | BHYT | BHYT | BHYT
1. Thoi gian cho doi khi kham,
El. Thoi gian chodoi khikham, ) 55 1y 56 100,00 | 100.00 | 100.00 | 100.00
chita bénh tai bénh vién
E2. Puge cip phat cho dung
th £ A oid. hud d; s
uoe GUnS 10, AUONS QAN SU 14 70 | 426 | 100.00 | 100.00 | 100.00 | 100.00
dung thudc day du va céc tac
dung phu néu ¢6
E3. Puoc nhic lich tai kham va
hutng dan thuc hanh dnuong, | 51 1 454 | 100.00 | 100.00 | 100.00 | 100.00
luyén tap, cham séc tai nha trudce
khi ra vién




Piém TB Ty 1é hai long theo khoa (%)

Khoa Noi Khoa Ngoai

Noi dung ciu hoi Khoa | Khoa

Noi | Neoai Co |Khong| Coé6 |Khong

BHYT | BHYT | BHYT | BHYT

E4. Trang thiét bi, vat tuy té day
di1, hién dai, dap ung nhi1 cau 476 | 4.35 |100.00 | 100.00 | 100.00 | 100.00
kham chiira bénh

K3 Ketqua dies i gaphng 459 | 428 100.00 | 85.71 | 92.86 | 100.00
dugc nguyén vong

E6. Ong/Ba danh gid mic d6 tin
tuong vé chat lugng dich vuy té

476 | 4.30 | 100.00 | 100.00 | 100.00 | 100.00

Diém trung binh

5.00 4.71 4.76d . 4.76 ;
4 : 4.
_‘ h
4.00
3.00
2.00
1.00
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Hau hét ngudi bénh déu hai long véi két qua cung cap dich vu ciia bénh vién.
1.6 Nhu cau dap itng mopg doi cua ngudi bénh
Bénh vién da dap ung dugc 96.49% nhu cau mong doi ciia nguoi bénh. Day 1a ty 1€

cao thé hién no luc vi nglrdi bénh cla toan thé bénh vién trong cong tac chdm séc suc
khoe cho nguoi dén.




1.7 Nhu cau quay tro lai hodc gidi thiéu cho nguroi khdc

NQI DUNG Ty 1€ (%)
1. Chéc chin khong bao gior quay lai 0.00
S KhQng muép quay lai nhung ¢6 it lua chon khéc 0.00
3. Mudn chuyén sang bénh vién khiéc 0.00
4. Cé thé s& quay lai 14.08
5. Chéc chin s& quay lai hoiic €161 thiéu cho nguoi khag 85.92
6. Y kién khac 0.00
Téng 100.00

Tat ca nguoi bénh va ngudi nha ngudi bénh déu
tri hodc gidi thiéu cho nguoi khac néu ¢6 nhu cau kham,
2. Danh gia chung

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

Khoa/phong don vi Piém trung binh Tyléh

Ai long (%)

K. Noi-bVLM 4.65 98.20
K. Ngoai-GMHS-DVUB 4.27 97.63
Diém trung binh
98.20
5.0 4.65 100.0
45 4.27 90.0
4.0 80.0
35 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. N§i-BVLM K. Ngoai-GMHS-8VUB K. NGi-DVLM

Piém trung binh va ty 1& hai long ngudi bénh ndi tr
khoa Ngoai — GMHS — DVUB. Héu hét nguoi bénh dé
cua bénh vién. Day la két qua thé hién su nd luc cta céac

2.2 Danh gia chung

Khao sat ngupi

' ‘ Thing ke bénh ndi try
Tong diéem TBthr A > E 4.36
Ty 1€ hai long chung 97:iT7
A:4.35
A ; o pY B:4.40
Diém TB theo ting phan C- 432

D: 4.39

tra 1o s& quay lai bénh vién diéu
chita bénh tuong tu.

Ty 1& hai long NB

87.63

K. Ngoai-GMHS-DVUB

i cua khoa Noi — DVLM cao hon
u hai long vé chat lugng dich vu
nhén vién trong bénh vién

=y



Khao sit nguoi

L bénh ndi tri
E: 4.38
Ty 1€ hai long so vdi mong doi 96.49
Ty 1€ nguoi bénh s€ quay| tro lai 100.00

E. KET QUA CUNG CAP

DICH VU
4.38

D. THAI DO UNG ¥
NANG LU'C CHUYH

MON CUA NHAN V
¥ TE

Ngudi bénh khdng h
III. Két ludn va kién ngk
1. Két luan

Vi diém trung binh

Phan l6n ngudi bén
Duc Khang co ty 1€ hai 19
bach thong tin, thu tuc kh
chat hep va khong c6 cén
2. Uy, nhugce diém

< Uu diém:

- Nhan duoc su qué
khoa, phong.

- Nhéan duoc nhiéu
- Nhén dugc nhirng
- Hé théng cong n
tha tuc hanh chinh, giam
cta bénh vién, nhan vién

% Nhuoc diém:

- Cosoha téng bé
clia ngudi bénh.
Nhén su bénh vid

).‘%‘

A, KHA NANG TIEP CAN
5.00 4.35°

4.40 B.SU MINH BACH

THONG TIN VA THU
K TUC KHAM BENH, BIEU
TR

AJ
,!
f C.CO SO VAT
N CHAT VA PHUONG
TIEN PHUC VU
NGUOI BENH

g

’F

m z O
=

4.39 4.32

ai 1ong nhat vé co s& vat chat va phuong tién phue vu ngudi bénh

X

chung quy I 14 4.36 ~ 97.77% dat loai Tét.

h va nguoi nha nguoi bénh dén kham chira bénh tai Bénh vién
ng cao ddi voi Bénh vién, tr ong d6 1a hai long nhat véi su mmh
am bénh, diéu tri. Thap nhat 1a co s& vat chit do co s& ha tang
b-tin phuc vu nguoi bénh. ..

in tAm tor Ban Giam déc bénh vién trong timg hoat dong cua ting

161 khen tir ngudi bénh vé thai d§ lam viée cliia nhéan vién y t€.

> v kién g6p y rat hay doi voi hoat dong ctia bénh vién.
ohé thong tin ¢6 syu thay doi va nang cap phan mém, giam cac
thoi gian cho va ngay cang dap ing duoc cac nhu cdu hoat dong

g6p phan thudn tién hon cho ngudi bénh.

1h vién cii k¥, khong c6 cing-tin khong dap ung dau di nhu cau

n ¢O nhiéu bién dong, nhiéu vi tri chuyén mon con thiéu.




3. Nhirng van dé chua dat dwgce hai long cao can dwoq wu tién cii tién chat lwong
- MBOi truong trong khuodn vién bénh vién xanh, sach. dep
4. Kién nghi
- BO tri thém céc chdu cdy canh trong khudn vién pénh vién
- Thuc hién tdp huan k¥ ndng giao tiép. k¥ ndng chiim sé¢ ngudi bénh cho nhén vién
y té trong bénh vién.
- Day manh céng tac kiém tra, gidm sat, cai cach thu tuc hanh chinh, ting cuong
nhén luc, dic biét 1a diéu dudng tai cac khoa dong bénh 1

Noi nhgn: TO QLCL fé 3 UYEN MON
«Ban Gidm doc; e 11 <3 AT AcH NHEM HTU HAN\ =\
- Cac khoa/phong; ~ (=l BENH VEN j:*
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