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1. Két quéa danh gia viée siv dung dich vu y té

1.1 Sw hai long cua nguoi bénh doi voi kha ning tiép can

.2 Phurong phdp: Khao sat cit ngang.
2

BENH VIEN PUC KHANG CONG HOA XA ¥

[01 CEY NGHIA VIET NAM
Tu do — Hanh phic

Khao sat hai lIong ngudi bénh néi tra ¢

( Minh, ngay 10 thang 10 nam 20235

puy III ndm 2025

No6i dung khao sat:
Dua trén biéu mau sb 1 cua B Y té: Phiéu khao sat
dung khao sat dua trén cac tiéu chi sau:
a) Kha ning tiép can;
b) Su minh bach thong tin va thi tuc kham bénh
¢) Co s& vat chit va phuong tién phuc vu ngudi
d) Thai dd Umg xtr, ndng luc chuyén mon ctia nhi
e) Két qui cung cdp dich vu ¢6 dap tmg duoc suj
Thuc hién khio sat:
1 Chu kp khdo sdt: Ban Khéo sat hai long td chire khad

3 Chon mdu:

Khao sat tai khoa Ngoai — Gay mé hoéi ste — Pon vi
No6i — Don vi Loc mau (khoa Noi)

Trong mdi khoa, chon nguoi bénh theo phuong phap
Céc bénh nhan nhap vién tai bénh vién.
Tién hanh khao sat nguoi bénh.
4 Gidam sat thuce hién khao sat:
Khao sat vién 1a diéu dudng tai cic khoa.
Thoi gian thue hién khao sat: 01/07 - 31/10/2025
Xir Iy va nhép sb lidu:
Nhiap va xir Iy s6 lidu trén phdm mém béo cdo online ¢

Bao cao

vy kién nguoil bénh ngoai tri, ndi

diéu tri;
bénh;
in vién y t€;

mong doi cua ngudi bénh.

sat 3 thang/ lan.

ung budu (khoa Ngoai) va khoa

Sau:
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Piém TB Ty 1€ hai long theo khoa (%)
Kh 0i Khoa Ngoai
Noi dung ciu h¢i Khoa | Khoa Cs e Ilz;:], C ’oa Kgl(:g:w
g
Noi | Ngoai | _ oo ong | o g
BHYT | BHYT | BHYT | BHYT
Al. Céc so do, bién béo|chi dan
dudng dén cdc khoa, phbng 1 39 | 456 | 100.00 | 86.67 | 100.00 | 93.88
trong bénh vién rd rang.|d¢ hicu,
dé tim
A2. Thoi gi a0 tham|nguoi
2. Thoi glan vao thamingudl | 59 | 4 45 | 100.00 | 93.33 | 100.00 | 97.96
bénh duoc thong bdo rd|rang
A3. Céc khoi nha, cau thang,
budng bénh duge danh $6 & 422 | 4.16 |100.00 | 100.00 | 92.31 | 93.88
rang, dé tim
Ad. Caclol diwong b8 vien, | o 1o | 41¢ | 100.00 | 9333 | 84.62 | 93.
hanh lang bing phang, dé di
AS. Nguoi benh hot va got duge |, o) | 4 18 | 100.00 | 95.92 | 100.00 | 95.92
nhan vién y té khi cén thiét
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Diém trung binh ctia “Cac khdi nha, cdu thang, budng bénh dugc danh sb o rang,
d& tim” dat thdp nhét 4.16 & khoa Ngoai, cao nhit 1a khog Noi v6i 4.39 diém & muc “Céc
50 dd, bién bao chi din duong dén cac khoa, phong va thohg bao git kham, chita bénh, gioy
vao tham rd rang, dé hiéu” va “Céac tda nha, ciu thang b, thang mdy, budng bénh duge
danh s6 va huéng dén ro rang, d& tim” .

Ty 1€ hai long muc “Thoi gian chd doi thang may, lam thi tuc va cho doi trong qua
trinh kham, chita bénh chép nhén duoc™ cua ngudi bénh Khoa Ngoai c6 BHYT ¢6 ty 1€ hai

long thip nhit 84.62%.

1.2 Su hai long cua nguoi bénh déi voi sy minh bach théng tin va thi tuc khdam bénh, diéu

tri

Noi dung cau héi

Piém TB

T}y 1€ hai long theo khoa (%)

Khoa
Noi

Khoa
Ngoai

Khoa Néi Khoa Ngoai

BHYT

Co | Khong|, Co6 |Khong
BHYT | BHYT | BHYT

B1. Quy trinh, thu tuc hanh chinh
(nhép, xudt vién, chuyén vién,
chuyén khoa...) rd rang, céng
khai, thuan tién

100.00 | 100.00 | 100.00 | 97.96

B2. Giadichvuy té duoc niém
yét, thong bao cong khai & vi tri
d& quan sét, d& doc, dé& hiéu va
dugc tu van, gii thich cac chi
phi cao néu ¢é

100.00 | 93.33 | 100.00 | 93.88

B3. Quy trinh, thoi gian lam thu
tuc thanh todn vién phi khi ra
vién r0 rang, cong khai, thuidn
tién

4.24

100.00 | 100.00 | 100.00 | 89.80

B4. Dugc pho bién vé nd1 quy va
nhirng thong tin can thiét khi
nam vién rd rang, day da

4.00

100.00 | 86.67 | 100.00 | 91.84

B5. Dugc giai thich vé tinh trang
bénh, phuong phép va thoi gian
du kién diéu tri rd rang, day du

4.44

4.18

10¢.00 | 100.00 | 100.00 | 93.88

B6. Pugc giai thich, tu van trudc
khi yéu ciu lam cac xét nghiém,
tham do, k¥ thuét cao rd rang,
day di

4.44

4.18

100.00 | 100.00 | 100.00 | 93.88

B7. Pugc cdng khai va cap nhat
thong tin vé diing thude va chi

phi diéu tri

4.18

104.00 | 100.00 | 92.31 | 95.92

S s 2
.'}\\/
)

V&

4

—
e =}

=5



5.00

4.00

3.00

2.00

1.00

0.00

100.00
90.00
80.00
70.00
60.00
50.00
40.00
20.00
20.00
10.00

0.00

Diém trung binh c{
khi nam vién rd rang, day

OKhoa Noi

B

BK

“Pugc phd bién vé

du” cua nguoi bénh khor
muc khéac ¢é ty 1€ hai lon

1.3 Su hai long cua ngud
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OKhoa Noi  @Khoa Ngoai

a muc “Duoc phd bién vé& ndi quy va nhimg thong tin can thiét
y di” ciia khoa N§ co diém thap nhat 1a 4.00.

ndi quy va nhiing théng tin can thiét khi nim vién 13 rang, day
g ¢6 BHYT khoa N§i ¢ ty 1€ hai long thap nhat dat 86.67%, cac
g trén 90.00%.

i bénh doi voi co so vdt chat va phuong tién phuc vu nguoi bénh

Piém TB Ty 1€ hai long theo khoa (%)
Noi dung ciu hé Khoa | Khoa P02 Not Khoa Ngoai
) N6i | Neoai Co |Khong| Coé |Khong
’ =" | BHYT | BHYT | BHYT | BHYT
Cl1. Budng bénh nam diéuftri khang
trang, sach € c6 day du cqe thietbl | ¢ 4 34 1 100,00 | 9333 | 100.00 | 100.00
di¢u chinh nhiét d¢ phu hgp nhu
quat, may sudi, hodc didu hoa




Piém TB Ty 1¢ hai long theo khoa (%)
Noi dung cau héi Khoa | Khoa lfhoa N(‘)i it N
n . Co |Khéng| Coé6 |Khong
No6i | Ngoai
BHYT | BHYT | BHYT | BHYT
C2. Giudng bénh, ga, gbi day du
cho m&i ngudi mot givdng, an toan, | 4.28 | 4.10 | 100000 | 100.00 | 84.62 | 93.88
chic chin, st dung 16t
C3. Giudng bénh, ga, gdi day du
choméinguéim@tgiu&ng, an toan, | 4.06 | 4.16 | 100,00 | 80.00 | 100.00 | 91.84
chic chin, sir dung 1t
C4. Nha vé sinh, nha tdm thug
C A Ve S TR e 422 | 427 | 100000 | 100.00 | 100.00 | 93.88
tién, sach s€, sir dung tot
C5. Dugce bao dam an toan, an
ninh, trat tw, phong ngtra trém cap, | 4.17 | 4.16 | 100,00 | 93.33 | 84.62 | 95.92
yén tim khi nam vién
C6. P g cp quan 4o day du,
UOe CUng cap quan ac Gy & | 422 | 431 | 10000 | 100.00 | 100.00 | 100.00
sach s€
C7.b ung cap day di nudce
- Puoccung cap ¢dy dunuo 4.17 | 4.23 | 100000 | 9333 | 92.31 | 97.96
udng noéong, lanh
C8. Puoc bao dam su riéng tu khi
am vién nhu thay quan 4o, kha
nam vien N thay quan ao, Kham |4 33 | 226 | 100000 | 9333 | 92.31 | 95.92
bénh, di v€ sinh tai giudng... cb
rém che, vach ngin hodc nim riéng
C9. Céng-tin bénh vién phuc vu dn
ubng va nhu cau sinh hoat thiét yéu | 4.11 | 4.31 | 100[00 | 100.00 | 100.00 | 100.00
day du va chét luong
C10. MO1 trudng trong khudn vien |, o0 | 454 | g353 | 93.33 | 92.31 | 95.92
bénh vién xanh, sach, dep
C11. Puoc cung cip phuong tién
an chuyén noi vién nhu xe 14
Van Chuyen ol vIen AW Xe &, 1y 171 409 | 100000 | 9333 | 100.00 | 97.96
cang, xe dién ddy du, kip thoi, st
dung tét khi ¢6 nhu cau
Diém trung binh
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Ty & hai long NB c6 BHYT
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OKhoa Noi - @ KHoa Ngoai

Diém trung binh ¢

an toan, chic chéan, st dy

dep” khoa Ngi co diém tr

Ty 1¢ hai long cuj

toan, chéc chan, str dung
thap nhat 80.00%.
1.4 Sy hai long cua ngur
vién y té

9 C10C11

TV 18 hai long NB khéng BHYT
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C4 C5 C6 C7 C8 C9 C1oC11

la muc “Giuong bénh, ga, gbi day di cho moi ngudi mot giudng,
Ing tot” va “Mdi trudong trong khudn vién bénh vién xanh, sach,
ung binh thap nhat 4.06
1 “Giuong bénh, ga, gbi day di cho moi ngudi mot giudong, an
tot” cia nguodi bénh khoa Noi khong ¢ BHYT ¢6 ty 1€ hai long

51 bénh doi voi thdi dé 1ing xu, nang luc chuyén mon cua nhdn

Piém TB Ty Ié hai long theo khoa (%)
a4 . Khoa Ngi Khoa Ngoai
Noi dung cau hpi Khoa | Khoa z = . =
N6i | Neoai Co Khong Cé Khong

_ ) S | BHYT | BHYT | BHYT | BHYT
D1.Bdcsy. dieududngeo 1ot | o) | 435 | 100,00 | 93.33 | 9231 | 95.92
noi, thai dg, giao tiép ding muc
D2. Nhan vién phuc vu [(ho ly.
bao vé. ké toan...) co 1di noi, 4.17 | 4.26 | 100.00 | 86.67 | 92.31 | 100.00
thai do, giao tiép diing thuc
D3. Dugc nhén vién y t¢ ton
trong, d6i xir cong bang, quan 422 | 426 |100.00 | 100.00 | 100.00 | 95.92
tam, giap d&
D4. Béc sy, diéu dudng|hop tac
tbt va xir ly cong viéc thanh thao, | 4.06 423 |100.00 | 93.33 | 100.00 | 95.92
kip thoi
D3. Duge bac sy tham khdm. -\ 06| 453 | 100.00 | 9333 | 100.00 | 95.92
dong vién tai phong dicu tri
D6. Pugc tu van ché dq an, van
ddng, theo d&i va phong ngira 433 | 421 1100.00 | 93.33 | 9231 | 95.92
bién chung
HLin BRI EIgeIS Mg 450 | 432 |100.00 | 100.00 | 84.62 | 95.92
biéu hién goi y bdi dudhg
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1.5 Sw hai long cua nguoi bénh doi véi két qua cung cap idich vu

OKheoa NI @Khoa Ngoai

', ndng luc chuyén mén clia nhén

Piém TB Ty 1& hai long theo khoa (%)
Khoa Noi Khoa Ngoai
Noi dung cdu hoi Khoa | Khoa - lﬂ - =
N6i | Neoai do Khong | C6 | Khong
' ="*" | BHYT | BHYT | BHYT | BHYT
51. Thoi gian cho doi khi kha
El. Thoi gian cho dot khikham, ) o0 14 19 | 10400 | 91.84 | 92.31 | 93.75
chita bénh tai bénh vién
E2. Puoc cip phat cho dung
thude diing gi6, hudng dan st | oo 4 45 | 104,00 | 100.00 | 92.31 | 93.88
dung thudc day du va cac tac 3
dung phu néu ¢6
E3. Puoc nhic lich tai khdm va
R AR hinki 5 % o.
huong dan thye hanh dnuong, 1 5 | 4 11 | 104,00 | 86.67 | 92.31 | 91.84
luyén tap, chdm séc tai nha trudce
khi ra vién




Piém TB Ty 1é hai long theo khoa (%)
Noi dung ciu hdi Khoa | Kioa-——20a N Lo
0i dung ciu hdi h oa- -
) E Néi | Neoai C6 |Khong| Co6 | Khong
; =7 I BHYT | BHYT | BHYT | BHYT
E4. Trang thiét bi, vat tuly té day
da, hién dai, dap ung nhji cdu 433 | 4.13 | 86.67 | 93.33 | 76.92 | 83.67
kham chira bénh
E5. Két qua didu tri dap [ing
3. Kot qua diey ol dipikmg 429 | 415 | 86.67 | 80.00 | 100.00 | 95.92
dugc nguyén vong
E6. Ong/Ba danh gia mic dé ti
6. Ong/Ba danh gid mie dotin |, 0 | 4 16 | 100.00 | 100.00 | 84.62 | 93.88
tudng vé chat lugng d1c]$ vuy té
EFié'm trung binh
o 4.28.19 4.3 6
200 [ |
3.00
2.00
1.00
0.00
El E2 E3 4 ES EG
O Khoa N¢i - Blinoa Ngoai
Ty & hai long NB cé BHYT Ty & hai long NB khong BHYT
100.00 M = — ; = 100.00 ~ — -
80.00 2 1 _:’f 80.00
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6000 | |] 2 60.00
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Diém trung binh c
udng, luyén tap, chdm sq

Ty 1€ hai long vé
chita bénh™ ctia ngudi bé

Bénh vién da dap ¢

n

g doi cua nguoi bénh

g dugc 91.93% nhu cau mong doi cua nguodi bénh.

a muc “Pugc nhic lich tai kham va huéng dan thue hanh dn
¢ tai nha trudc khi ra vién” clia khoa Ngoai la thap nhat 4.11.

[rang thiét bi, vat tu y t& day dua, hi¢n dai, dp ting nhu céu kham
nh khoa Ngoai ¢6 BHYT c6 ty 1¢ thap nhat 1a 76.92%

1.6 Nhu cau ddp iing mT




1.7 Nhu cau quay tré lai hodic giéi thiéu cho ngioi khéac

NOI DUNG Ty 1€ (%)
1. Chic chin khéng bao giv quay lai 0.00
2. Khéng mubn quay lai nhung ¢6 it lua chon khac 0.00
3. Muén chuyén sang bénh vién khéc 0.00
4. C6 thé s& quay lai 7.50
5. Chéc chin s& quay lai hodc gidi thiéu cho nguoi khac 92.50
6. Y kién khéc 0.00
Téng - 100.00

Tat ca nguot bénh va ngudi nha ngwdi bénh déu t

tr1 hodc gidi thiéu cho ngudi khac néu ¢é nhu cau kham,

2. Danh gia chung

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

rd 1oi s& quay lai bénh vién diéu
chita bénh tuong tu.

Khoa/phong don vi | Piém trung binh | Ty 18 hili long (%)
K. Noi-DVLM 423 95.06
K. Ngoai-GMHS-PVUB 4.22 95.03

Diém trung binh

5.0
4.5 4,23
4.0
3.5
3.0
2i5
2.0
1.5
1.0
0.5
0.0

K. NGi-BVLM

Piém trung binh va ty 1& hai 1ong ngudi bénh ndi tri
khoa Ngoai — GMHS — DVUB. Hau hét ngudi bénh déy
cua bénh vién. Pay la két qua thé hién su nd luc cua céc |

2.2 Banh gia chung

K. Ngoai-GMHS-BVUB
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=

95.06

NOI-DVLM._

Théng ké

Khao sit nguwoi
bénh noi tri

Téng diém TB tr A > E 4.23
Ty 1€ hai long chung 95.03
A:4.25
.3 _ . N B:4.23
Piém TB theo ting phan C- 493

D:4.25

Ty 18 hai long NB

95.03

K. Ngoai-GMHS-DVUB

| cua khoa No1 — DVLM cao hon
1 hai 1ong vé chat lugng dich vy
nhan vién trong bénh vién
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Théng ké

Khao sat nguoi
bénh ndi tri

E:4.17

Ty 1& hai long so véi mopg doi

96.49

Ty 1€ ngudi bérh s€ quay trd lai

100.00

E. KET QUA CUNG CAP
ICH VU
4.17

D. THAI DO UNG LU
NANG LUC CHUYEN
MON CUA NHAN IEN 495

Y TE

A. KHA NANG TIEP CAN
5.00

4.25

4.23  B.SU MINH BACH

THONG TIN VA THU

TUC KHAM BENH, DIEU
TR

A CocoSHVAT

e s i
(».

CHAT VA PHUONG
TIEN PHUC VU
NGUO| BENH

Ngudi bénh khong hai long nhat vé két qua cung cap dich vu

I11. Két ludn va kién ngh
1. Két ludn

Véi diém trung b‘mT chung quy I 1a 4.23 ~ 95.03% dat loai Tét.

Phan I6n nguoi bénh va nguoi nha ngudi bénh dén kham chita bénh tai Bénh vién
Duc Khang cé ty 18 hai 1png cao dbi voi Bénh vién, trong d6 13 hai 1ong nhat vai su minh

bach théng tin, tht tuc kijam bénh, diéu tri. Thép nhét 12 két qua cung cap dich vu

2. U, nhuoc diém

s Uu diém:

- Nhan dugc su quan tdm tir Ban Giam doc bénh vién trong tiing hoat dgng cua tung

khoa, phong.

- Nhén dugc nhiéy 161 khen tir ngudi bénh vé thai do [am viéc ctia nhan vién y té.

- Nhan dugc nhiing vy kién gop y rat hay doi voi hoat dong ctia bénh vién.

- Hé thong cong righé thong tin c¢6 suu thay ddi va nang cip phan mcm, giam cac
thi tuc hanh chinh, giam{thoi gian cho va ngay cang dép ng duge cac nhu cau hoat dong

cua bénh vién, nhéan vién goép phan thuén tién hon cho nguoi bénh.

<+ Nhuogc di€ém:

- Co sé ha tang bdnh vién cii k¥, khéng c6 cdng-tin khong dép ing dau du nhu céu

cliia nguo1 bénh.

- Nhan su bénh vign c6 nhiéu bié

ddng, nhiéu vi tri chuyén moén con thicu.

e

~

3. Nhirng van dé chua {lat dwoc hai long cao can dugce uu tién cii tién chit lugng




- Puoc nhic lich tai kham va hudng din thuc hanl dn udng, luyén tip, chim séc
tai nha trudce khi ra vién
4. Kién nghi

- Thuec hién tu van, huéng din ngudi bénh vé lich tai kham, cach in udng, luyén tap,
chiam séc tai nha.

- Thuc hi¢n tdp huan k¥ nang giao ticp, k¥ ndng chim séc nguoi bénh cho nhan vién
y t€ trong bénh vién.

- DPay manh c¢Ong tac kiém tra, gidm sat, cai cacl thu tuc hanh chinh, ting cudng

nhén luc, dédc biét 1a diéu dudng tai cdc khoa ddng bénh 1

Noi nhin: TO QLCL

- Ban Giam dbc;

- Céac khoa/phong; ,
- Luu: KHTH-QLCL. ) / o
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s Tondin S %







