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

TO QUAN LY CHAT LUQNG Djc 1ap — Tw do — Hanh phic
S6: 04/26/BC-QLCL Thanh phd. H6 Chi Minh, ngéy 07 théng 01 néim 2026
BAO CAO

Khio sat hai long ngudi bénh ndi tru Quy IV nim 2025

I. Phwong phap khio sit

1. Noi dung khio sat:

— Dua trén biéu mau s6 1 cla Bo Y té: Phiéu khao sfit y kién nguoi bénh ngoai tri, noi

dung khdo sat dya trén cac tiéu chi sau:

a) Kha ning tiép can:

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

¢) Co s6 vat chat va phuong tién phuc vu ngu¢i bénh;

d) Thai d6 ung xr, ning luc chuyén mon ctia phan vién y té;

e) Keét qud cung cép dich vu ¢6 dap ing duoc bu mong doi cua nguoi bénh.

2. Thuye hién khio sat:
1 Chu ky khdo sdt: Ban Khao sat hai 1ong té chire kh
.2 Phurong phdp: Khao sét cit ngang.

o o bo

.3 Chon méu:
— Khdo sét tai khoa Ngoai — Gay mé hdi sirc — Don »
N&i — Don vi Loc mdu (khoa Noi)
— Trong mbi khoa, chon ngudi bénh theo phuong phd
e Cac bénh nhan nhép vién tai bénh vién.
e Tién hanh khao st ngudi bénh.
2.4 Gidam sat thiee hién khao sdt:
— Khao sat vién la diéu dudng tai cic khoa.
3. Thoi gian thue hién khio sat: 01/10 — 31/12/2025
4. Xir 1y va nhap s6 liéu:
Nhép va xir Iy s6 liéu trén phdm mém bio cdo online
I1. Bao cdo
1. Két qua danh gia viéc sit dung dich vuy té

1.1 Sur hai long clia nguoi bénh déi véi kha nang tiép cd

a0 sat 3 thang/ lan.

i ung budu (khoa Ngoai) va khoa

p sau:

cua BO Y té

n dich vu




Piém TB Ty 18 hai long theo khoa (%)

Khoa Noi Khoa Ngoai
Cé6 |Khong| C6 |Khodng
BHYT | BHYT | BHYT | BHYT

Ngi dung cau hoi Khoa | Khoa

N§i | Ngoai

Al. Céc so db, bién bdo chi din
fudong dén cac khoa, phong
duomg dén cdc khoa, phong 1 15 | 493 | 100.00 | 81.82 | 80.00 | 94.64
trong bénh vién rd rang, d¢ hiéu,

dé tim

— | —
A2. Thoi gian vao tham nguol |, 10 | 456 | 100,00 | 100.00 | 100.00 | 94.64
bénh dugc thong bao rd r

i
e
(d[e}

A3. Cac khoi nha, cau thgn
budng bénh dugc déanh s r

S (o

4.25 421 |100.00 | 90.91 | 100.00 | 94.64
rang, dé tim

4. Cac 161 di trong bénh|vién,
A4. Cacloi ditrong benhivien, 1 e | 4 14 | 100.00 | 90.91 | 80.00 | 98.21
hanh lang bang phing, dd di

AS. Nguoi bénh hoéi va goi duge

e - o N T 442 | 429 |100.00 | 100.00 | 90.00 | 100.00
nhan vién y té khi can thigt
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Diém trung binh cta “Cac khoi nha, cau thang, b

1ong bénh dugc danh so rd rang,

dé tim™ dat thap nhéit, cao nhit la muc “Nguoi bénh hoi via goi duwge nhin vién y té khi can

thiét”.

Ty 18 hai long muc “Cac so do, bién bao chi din duong dén cac khoa, phong trong
bénh vién rd rang, dé hiéu, d& tim” va “Céc 16i di trong bénh vién, hanh lang bing phing,

dé di” ctia ngudi bénh khoa Ngoai ¢6 BHYT c¢6 ty 1& hai

long thdp nhit 80.00%.

1.2 Suwr hai long cua nguoi bénh déi voi su minh bach thépg tin va thu tuc kham bénh, diéu

tri

Noi dung cau hoi

Piém TB

Ty 1€ hai long theo khoa (%)

Khoa
Noi

Khoa
Ngoai

Khoa Noi Khoa Ngoai

Co Khong
BHYT

Co Khong

BHYT | BHYT | BHYT

B1. Quy trinh, thu tuc hanh chinh
(nhap, xuét vién, chuyén vién,
chuyén khoa...) rd rang, cong
khai, thuén tién

10

.00 | 100.00 | 100.00 | 98.21

B2. Gia dich vu y té duoc niém
yét, thong béo cong khai & vi tri
d& quan sét, d& doc, d& hiéu va
duoc tu van, giai thich cac chi
phi cao néu ¢6

4.18

10

D.00 | 90.91 | 100.00 | 98.21

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

4.58

10

D.00 | 100.00 | 100.00 | 96.43

B4. Dugc phd bién vé ndi quy va
nhiing thong tin can thiét khi
nam vién rd rang, day du

4.17

10

D.00 | 100.00 | 100.00 | 100.00

B5. Puoc giai thich vé tinh trang
bénh, phuong phap va thoi gian
du kién diéu tri rd rang, ddy du

417 | 4.18

10

0.00 | 90.91 | 100.00 | 91.07

B6. Duoc giai thich, tu van trudce
khi yéu ciu lam cédc xét nghiém,
tham do, k¥ thudt cao rd rang,
day du

4.17 | 4.18

10

0.00 | 90.91 | 100.00 | 91.07

B7. Pugc cdng khai va cap nhét
thong tin vé ding thudc va chi
phi didu tri

10

0.00

100.00 | 90.00 | 100.00
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Diém trung binh
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Piém trung binh cu
khi ndm vién rd rang, day
gian du kién diéu tri 1o rd
cac x¢t nghiém, tham do,
4.17.

“Pugc cong khai va
bénh ¢c6 BHYT khoa Noi

1.3 Su hai long cua nguo

2 muc “Puoc phd bién vé& ndi quy va nhitng théng tin can thiét
da”, “Pugc giai thich vé tinh trang bénh, phuong phép va thoi
ing, day du” va “Puoc giai thich, tu vén trude khi yéu cau lam
k¥ thudt cao rd rang, ddy du” cia khoa Noi ¢ diém thdp nhét la

cap nhat thong tin vé dung thude va chi phi diéu tri” clia ngudi
co ty 1€ hai long thap nhat dat 90.00%

F bénh doi vadi co s vdt chdt va phicong tién phuc vu nguoi bénh

Noi dung ciu héi

Piém TB Ty 1¢ hai long theo khoa (%)

Khoa Ngi Khoa Ngoai
C6 |Khong|, Co6 |Khong
BHYT | BHYT | BHYT | BHYT

Khoa | Khoa
Noi | Ngoai

C1. Budng bénh nam diéu {
trang, sach s€ co day du cad
diéu chinh nhiét do phu hoj
quat, may su¢i, hoac diéu

ri khang
> thiét bi
b nhu

0a

433 | 4.14 | 100.00 | 100.00 | 100.00 | 89.29




Piém TB Ty 1& hai long theo khoa (%)
Néi dung cau héi R | Khos [—a o2 N Khoa Ngost
- .| g6 |Khong| Coé |Khong
Noi | Ngoai
BHYT | BHYT | BHYT | BHYT
C2. Giudng bénh, ga. gbi dy du
cho méi ngudi mot giwdng, an toan, | 4.17 | 4.12 | 100.00 | 90.91 | 90.00 | 94.64
chiic chiin, sir dung t6t
C3. Giudng bénh, ga, gbi dy du
cho mdi ngudi mot giwdng, an toan, | 433 | 4.23 | 100.00 | 100.00 | 90.00 | 89.29
chiic chén, str dung tdt
C4. Nha vé sinh, nha tdm thua
e SR S g LSRR 417 | 429 |100.00 | 100.00 | 90.00 | 94.64
tién, sach s€, sir dung tét
C5. Duoc bao dam an toan, an
ninh, trat tw, phong ngtra trém cdp. | 4.17 | 4.23 | 100.00 | 81.82 | 80.00 | 91.07
yén tim khi nim vién
C6. D g cap quan 4o ddy du,
6. Dugc cung cap quanao day di. | 531 4 96 | 100.00 | 100.00 | 90.00 | 98.21
sach s€
C7. Puo ip day di nud
/- Duge cung edp day du nuoe 433 | 430 |100.00 | 100.00 | 100.00 | 98.21
uong néng, lanh
C8. Bugc bao dam su riéng tu khi
am vién nhu thay quén 4o, kha
nam vien nir thay quan ao, Kham | 17 1 414 |100.00 | 90.91 | 100.00 | 96.43
bénh, di v¢ sinh tai giuong... ¢
rém che, vach ngin hodic nim riéng
C9. Cang-tin bénh vién phuc vu idn
ubng va nhu clu sinh hoat thiét yéu | 4.08 | 4.23 | 100.00 | 90.91 | 90.00 | 96.43
diy du va chit luong
C10. Méi truong trong khuon vién | 15 | 494 | 100,00 | 81.82 | 100.00 | 94.64
bénh vién xanh, sach, dep
C11. Pugc cung cap phuong tién
van chuyén ndi vién nhuxe lan, -, o5 |y 1o | 10900 | 81.82 | 90.00 | 89.29
cang, xe dién day du, kip thoi, str
dung tbt khi ¢6 nhu ciu
Diém trung binh
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Ty 1 hai long NB cd BHYT
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Diém trung binh ¢
hoat thiét yéu day du va ¢
Ty 1€ hai long “Dy
tam khi nam vién™ cua ng
1.4 Su hai long cua ngud
viény té

pa Ngoai

Ty 1& hai long NB khéng BHYT

Cl C2 C3 C4 C5 C6 C7 €8 (€8 CiocC11

OKhoa NoOi

Bl Khoa Ngoai

ta muc “Cédng-tin bénh vién phuc vu dn udng va nhu cau sinh
hat lugng™ khoa Néi ¢ diém trung binh thap nhat 4.08

'oc bao dam an toan, an ninh, trit tu, phong nglra trom cip, yén
o1 bénh khoa Néi ¢6 BHYT ¢6 ty 1€ hai long thap nhat 80.00%.

i bénh doi voi thai dé ving xu, ndng lwe chuyén mén cua nhan

Piém TB Ty 1€ hai long theo khoa (%)
Noi dung cau hgi Khoa | Khoa Ifhoa N(‘)i K‘,]Oa Ngo?l
2, .| Cé6 |Khéong| Co6 |Khong
Noi | Ngoai
) BHYT | BHYT | BHYT | BHYT

D1. Béc s§, di¢u dudng £6 10i

oo Sy, IS AUONE FOIOT 1 433 1 421 [ 100.00 | 100.00 | 100.00 | 96.43
ndi, thai do, giao ti€p dupg muc
D2. Nhan vién phuc vu (hd ly,
bao v¢, ké toan...) ¢6 101 néi, 442 | 4.32 |100.00 | 100.00 | 100.00 | 96.43
thai do, giao tiép ding muc
D3. Dugc nhan vién y & 16n
trong, ddi xr cong bing.|quan 4.18 | 4.18 |100.00 | 90.91 | 100.00 | 96.43
tam, giup do
D4. Béc s3. diéu dudng hop tac
8t va xur ly cong viéc thanh thao. | 4.17 4.26 | 100.00 | 100.00 | 100.00 | 92.86
kip thoi
DS5. Dugc bac sy tham kham,
e s e 417 | 426 |100.00 | 100.00 | 100.00 | 92.86
dong vién tai phong diéy tri
D6. Duogc tu van ché do fn, van
dong, theo ddi va phong|nglra 4.17 | 4.18 | 100.00 | 81.82 | 100.00 | 96.43
bién ching
D7. Nhan vién y té khong c¢

P A S A 425 | 435 |100.00 | 100.00 | 100.00 | 98.21
bi€u hién goiy bdi dudng




Diém trung binh
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Héu hét ngudi bénh déu hai long vé thai do tmg X1, nang luc chuyén mén ciia nhan
vién y té.
1.5 Sur hai long ciia nguoi bénh déi véi két qua cung cdp dich vu
Piém TB Tly 1€ hai long theo khoa (%)
Khoa Noi Kh i
N§i dung cau héi Khoa | Khoa ok bon e
) N6i | Neoai G6 | Khoéng| Cé | Khong
: ™" | BHYT | BHYT | BHYT | BHYT
E1. Thoi gian cho doi khi kham,
- 1 00181an Ao Aol K KAAM. | 408 | 4.19 | 100.00 | 94.64 | 90.00 | 94.03
chira bénh tai bénh vién
E2. Pugc cép phat cho dung
h A - - s h e o d’x ”
s QL Gag el DO ERE B 428 | 4.15 | 100.00 | 90.91 | 90.00 | 96.43
dung thudc day du va céc tac
dung phu néu ¢6
E3. Pugc nhéc lich tai khdm va
huéng dan thuc hanh in ubng,
vons dan tawe RANRAnuonS, 1 452 | 417 | 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 (%)
.. . L . Khoa Noi Khoa Ngoai
Ngi dung ciu hpi ]\hﬂ()'a Khoa. Co |Khong| Co | Khéng
Noi | Neoal | pyyT | BHYT | BHYT | BHYT
E4. Trang thiét bi, vat tg y té déy
dd, hién dai, dap ing nhu cau 4.33 4.13 | 90.00 | 90.91 | 100.00 | 96.43
kham chira bénh
AT R 429 | 4.15 | 100.00 | 100.00 | 90.00 | 9821
dugc nguyén vong
B é“gf Badanhgid mirdotin |\ )1 4 16 | 100.00 | 90.91 | 100.00 | 96.43
tuong vé chat lugng dich vu y té
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a muc “Trang thiét bi, vét tu y t& day du, hién dai, dap ang nhu
a khoa Ngoai la thap nhat 4.13.

gudi bénh vé két qua cung cap dich vu ¢é ty 18 trén 90.00%

ng dugc 91.93% nhu cdu mong doi ciia ngudi bénh.




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

NOQI DUNG Ty 18 (%)
1. Chéc chin khéng bao gior quay lai 0.00
2. Khdéng mudn quay lai nhung ¢6 it lua chon khac 0.00
3. Mudn chuyén sang bénh vién khac 0.00
4. Co thé sé quay lai 7.69
5. Chic chén s& quay lai hodic gidi thidu cho ngudi khic 92.31
6. Y kién khac 0.00
Tong 100.00

Tat ca nguoi bénh va nguoi nha ngudi bénh déu t
tr1 hodc gidi thiéu cho ngudi khac néu ¢6 nhu cau kham,

2. Panh gia chung

2.1 Panh gia sy hai long tinh theo tung khoa/ phong

chira bénh twong tu

Khoa/phong don vi | Piém trung binh | Ty 18 hili long (%)
K. Noi-DVLM 4.22 94.21
K. Ngoai-GMHS-BVUB 4.22 95.33

Diém trung binh
5.0 |
4.5 4.22
4.0
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K. NGi-BVLM K. Ngoai-GMHS-DVUB

Ty 1€ hai 1ong nguoi bénh ndi tri cta khoa Noi —
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0.0
I

Ty 1& hai long NB

94.21

ra 101 s& quay lai bénh vién diéu

95.33

. NGI-BVLM

K. Ngoai-GMHS-BVUB

DVLM thip hon khoa Ngoai —

GMHS - DVUB. Hau hét ngudi bénh déu hai long vé chat lugng dich vu cua bénh vién.
Day la két qua thé hién su nod luc cla cac nhén vién trong bénh vién

2.2 Padnh gia chung

Théng ké

Khio sat nguoi

bénh ndi tru

Tong diém TB tr A > E 4.22
Ty 16 hai 1ong chung 95.16
- A:422
¥ i B: 4.23
Diém TB theo timng phan C- 4_1;

D:4.25

o \','//
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Khao sat nguoi

Thong ke bénh ndi tra
E: 4.22
Ty 1€ hai 1ong so vé1 mang doi 90.03
Ty 1& nguoi bénh s€ quay trd lai 100.00

E. KET QUA CUNG CAP
DICH VU
4.22

D. THAI DO UNG

NANG LU'C CHUY

MON CUA NHAN
YTE

Nguo1 bénh khong |
II1. Két luan va kién ng
1. Két luén
Vi diém trung bin]
Phan 16n nguoi bér
Puc Khang co ty 1€ hai |
bach thong tin, thu tuc kh
vu nguo1 bénh

2. Uu, nhuoc diém
% Uu diém:

- Nhin dugc su qu
khoa, phong.

- Nhéan dugc nhiéy
- Nhan duogc nhitn

- H¢ thong cong n
tha tuc hanh chinh, giam
cua bénh vién, nhan vién

< Nhuoc diém:

- Co s0 ha tang bd
cua nguoi bénh.

- Nhan su bénh vi

A. KHA NANG TIEP CAN

5.00 4.2
4.00,/%
“{ ™ 423 B.SU MINH BACH
2.00 THONG TIN VATHQ
ﬂé\ 1.00 K TYC KHAM BENH, BIEU
0.00 TR
f
XU, /| c.coso VAT
EN \\é""—‘m“ CHAT VA PHUONG
IEN TIEN PHUC VU
4.25 4,16 T 7
7 M9 NGUOI BENH

1ai 1ong nhat vé co so vat chat va phuong tién phuc vu nguoi bénh
hi

1 chung quy 114 4.22 ~ 95.16% dat loai Tét.

1h va nguoi nha ngudi bénh dén kham chira bénh tai Bénh vién
bng cao doi véi Bénh vién, trong d6 1a hai long nhat véi su minh
am bénh, diéu tri. Thap nhat Ia co s¢ vat chat va phuong tién phuc

an tdm tir Ban Giam ddc bénh vién trong tung hoat dong cua tirng

1 10 khen tir nguoi bénh vé thai d lam viée cuia nhén vién y té.

o v kién gop v rat hay do6i vdi hoat dong cuia bénh vién.

ghé thong tin ¢6 suu thay doi va nang cap phan mém, giam cac
thoi gian cho va ngay cang dép ing dugce cac nhu cau hoat dong
g6p phan thudn tién hon cho ngud1 bénh.

nh vién cl k¥, khong cé cang-tin khong dap tng dau di nhu cau

&n cd nhiéu bién dong, nhi€u vi tri chuyén mdn con thicu.




3. Nhirng vian dé chua dat dwoc hai long cao can dugce

wu tién cai tién chat lwong

- DPugc cung cdp phuong tién van chuyén ndi vién nhu xe ldn, cang, xe dién day du,

kip thoi, sir dung t6t khi c6 nhu cau

- Giudng bénh, ga, gd1 day du cho mdi nguoi mdt giwdng, an toan, chac chan, sir

dung tdt
4. Kién nghi

- Chuan bi sdn sang xe lan, bang ca tai cac khoa.

- Thay ga, gbi cho ngudi bénh theo quy dinh ctia bénh vién

- Thuec hién tap huan k¥ nang giao tiép, k¥ ndng chiim s6c nguoi bénh cho nhén vién

y té trong bénh vién.

- Péy manh cong tac kiém tra, giam sat, cai cach
nhan luc, dic biét 1a diéu dudng tai cac khoa dong bénh 1

Noi nhan: TO QLCL
- Ban Gidm doc; |
- Cac khoa/phong; il
- Luu: KHTH-QLCL. o
Pl
i Soiom
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thu tuc hanh chinh, ting cudng

3 TRACHNHENHIUHAR Y= |

BENH VIEN
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