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Phong Qudn Iy chit lwong
Bénh vién Thanh phé Thii Dicc — Thanh pho Ho Chi Minh
TOMTAT
Muc tiéu.
o Mo ta ty ¢ hai long cua nguoi bénh ndi tru vé chit lwong dich vu KCB
o Xdc dinh cdc yéu 16 lién quan dén sy hai long ciia nguoi bénh ndi tril
Phwong phdp nghién ciru: Mo ta cit ngang. C& mau 100 nguoi bénh ndi tri. Cong cu thu
thdp di¥ liéu la by cdu hoi dam bao tinh gid tri va do tin cdy. Phdn tich $6 liéu bc%ng phd‘n mém
Stata 14.0. Su héi Iong ctia nguwoi bénh vé timg khia canh sé duoc tinh diém theo thang 5 Likert
va dwoc phdn thanh 2 mire: hai long va khéng hai long.
Két qud nghién civu: Mirc do hai long cua nguoi bénh doi véi bénh vién dat 83,6%. Trong
ds, cdc nhan 16 kha nang tiép cdn, minh bach thong tin — thu tuc khdam bénh diéu tri, co s6
vt chat - phirong tién phuc vu nguoi bénh, thdi dé iing xir - ndng luc chuyén moén nhdn
vién y 16, két qua cung cdp dich vu déu c6 y nghia quan trong ciing nhuw dnh hwdng dén s
hai long cua nguoi bénh.
Két ludn: Can tiép tuc cdi tién moi mdt dé su hai long cuia nguoi bénh voi bénh vién ngay
cang dwoc ndng cao hon nita.
ABSTRACT
A SURVEY OF PATIENTS’ SATISFACTION TO THE THU DUC DIST. HOSPITAL
Background: Levels of patients’ satisfaction to the hospital are a important information
source help the hospital develop.
Objectives:
o To identify the ratios of patients’ satisfaction to the Thu Duc district.
e To identify the factors related to the ratio of patients’ satisfaction.
Method: A cross-sectional descriptive study was conducted with sample size about 100
inpatients. Tool for data collection was structure questionaire. Software Stata 14.0 was used
to data analysis. Levels of patients’ satisfaction were marked by Liker 5 scale and divided into
2 groups: satisfactory and unsatisfactory.
Resulfs: Patients satisfaction was 83,6%. In particula,important factoraccessibilities, the
transparency information medical, the facility - serving patients, behavioral factors -
professional competencies, the outcome of is service delivery factors.

Conclution: continuing to correct hospital totally to improve levels of patients’ satisfaction
is needed.

1.PAT VANDE
Doi sdng kinh té xa hoi ngay cang phat trién, nhu cdu ngudi dan ngay cang da dang

trong d6 ¢6 nhu cau vé cham soc stc khoe. Chat lugng chdm soc khong chi phu thude vao



may moc, vat tu — trang thiét bi ma con phu thude vao rét nhiéu yéu t6 di kém nhu kién
thirc — thai d6 nhén vién y té, k§ ning tay nghé, quy trinh cham séc hiéu qua,.... Mic do
hai long ctia ngudi bénh, than nhan nguoi bénh 1a ngudn thong tin quan trong gop phan
phat trién bénh vién. Cai tién chét lugng kham chita bénh ludn 1a muc tiéu trong tdm, xuyén
subt va duge bénh vién tién hanh lién tuc nham dap tmg nhu ciu ngdy cang cao ciia ngudi
bénh, nguoi dan trén dia ban Thanh phé Thu Due. T khi bénh vién dugc thanh 1ap dén
nay cung vai su phat trién ting ngay - chat luong khdm chita bénh ciing da dugc nang 1én
rAt nhiu so voi mit bang chung nhung van con d6 nhing ton tai anh hudng dén chét luong
phuc vu nguoi bénh. Nhdm ting uy tin, thwong hiéu, chét lugng dich vu cia nguoi bénh
danh cho bénh vién. Bénh vién tién hanh “Khao sat su hai 10ng ctia ngudi bénh noi tr va
than nhan tai bénh vién Thanh phd Thi Ptic Thanh phd H6 Chi Minh quy 2 niam 2022
véGi 02 muc tiéu nhu sau:
e Mo ta ty Ié hai long cua nguoi bénh noi tri vé chat liwong dich vu KCB tai BV
e Xdc dinh cdc yéu 16 lién quan dén su hai long cia nguoi bénh ndi tri
2.POI TUONG - PHUONG PHAP NGHIEN CUU
2.1 Pbi twong nghién ciru
Ngudi bénh diu tri ndi trt va than nhén tai bénh vién Thanh phd Tha Ptc - Thanh phé
Hb Chi Minh trong thoi gian tir ngdy 01/04/2022 — 30/06/2022.
» Tiéu chuin chon miu
Ngudi bénh da két thuc dot didu tr ndi trit hodic than nhan ngudi bénh. Do tudi tir 18 tudi
trd 1én, c6 di nang luc hanh vi dan sy, ¢6 kha ndng doc hiéu ndi dung vén dé khéo sat.
» Tiéu chuin loai trir
+ P6i tugng tir chdi tham gia nghién ctru
+ Dbi tuong chuyén vién.
+ Dbi tuong ngudi bénh 1A NVYT bénh vién
2.2 C& mau
C& mau 1a 100 ngudi.
2.3 Cong cu thu thap di liéu:
Thuc hién theo mau phiéu s6 1 ctia BYT. Bo cau hoi dam béo tinh gid tri va do tin ciy.
2.4 Phwong phap nghién ciru
2.6.1. Thiét ké nghién ctru: Nghién ciru md ta cit ngang.

2.6.2. Phuwong phap thu thap dir li¢u:



+ Tiép xtic v6i ngudi bénh, than nhan nguoi bénh dé hudng dan tra 161 khao sét theo
mau phiéu 01 ciia BYT.
+ Phat van, phong vén truc tiép bang gidy, khao sat qua App, dién thoai, may tinh
bang c6 két ndi internet.
+ Thoi diém khao sat: Budi sang 7h30 — 11h30, budi chiéu 13h30 — 16h30, vao cic
ngay tir thtr 2 dén tht 6 trong tudn ctia Quy 2 ndm 2022.
2.6.3. Xit Iy két qua: Phan tich va xir Iy s6 liéu bing phan mém Stata 14.0
2.5 Céach danh gia sy hai long
» Cach tinh diém hai long
- Céc lua chon tra 101 cua nguoi bénh tir 1 dén 5 trong cac cau hoi khao sat hai long
duoc tinh diém twong tmg tur 1 diém dén 5 diém.
- Piém hai long trung binh chung bing diém trung binh cua tAt ca cac mau phiéu
khéo sat (so voi diém tdi da 1a 5).
- Cong thue tinh diém hai long trung binh chung:

+ Tt s6 = [(Tdng s diém cua tat ca cac cdu hoi khdo sat hai long ctia nguoi thir
1)/ (Téng sb cau hoi)] + [(Téng s6 diém cla tAt ca cac ciu hdi khao sat hai ong cia nguoi
thir 2) / (Tong s6 cau hoi)] + [(Tong s6 diém cta tAt ca cdc cau hoi khdo sat hai long cua
nguoi thtr n) / (Tdng sb cau hoi)].

+ MAu s = Téng s6 nguoi duge khao sat.

- Piém trung binh cua ting khia canh bang diém trung binh céc cau hoi thudce timg
khia canh cua tat ca cac mau phiéu khao sat (so véi diém tdi da 12 5).
» Cach tinh ty I1¢ hai long:
- Céch tinh ty 18 hai long chung (t6i da 100%):

+ T 56 = {[(Téng sb cau hoi co tra 1oi mirc 4 + Tdng s6 cau hoi tra 10 mirc 5
cia nguoi thir 1) / (Tong s6 cau hoi)] + [(Téng s6 céu héi c6 tra 1061 muc 4 + Tdng sb cau
hoi tra 101 mirc 5 ctia ngudi thtr 2) / (Téng sb cau hoi)] + [(Tdng s6 cau hoi co tra 101 mire
4 + Téng s6 cau hoi tra 16 mie 5 ctia ngudi thirn) / (Téng sé cau héi)]} x 100.

+ MAu sb = Téng s6 nguoi duge khao sat.

- Ty 18 hai long theo tirng khia canh: 4p dung cdch tinh tuong tu.
» Chi s6 hai long toan di¢n
+ Tt s6 = {(Nguoi thir 1 ¢6 toan b cac cdu tra 1oi hai long ¢ mae 4 hodc 5) +

(Nguoi thir 2 ¢6 toan bd cac cu tra 101 hai 1ong ¢ mic 4 hogc 5) + (Nguoi thir n c6 toan



b0 céc cau tra 161 hai long & muc 4 hodc 5)} x 100. Luu y: tir s6 loai trir nhitng nguoi ¢o
tra 101 bét ky céu nao & muc 1, 2, 3.
+ MAau sb = Tdng s nguoi dugce khao sét.

2.6 Cac yéu t6 lién quan dén sy hai long

- Bién sb phu thudc: Bién hai long chung

- Bién doc lap: tudi, g1di, ¢6 st dung thé BHYT.
3. KET QUA NGHIEN CUU

3.1. Pic diém cia dbi twong nghién ciru:

Bdng 3. 1. Pdc diém ciia déi twong nghién ciru (n=100)

: Tén sb Ty 18
Bién so

(n) (%)
Nam 41 41,0

Gié6i tinh
Nir 59 59,0
Tir 30 tudi trd xubng 35 35,0
Tudi Tir 31 - 60 tudi 47 47,0
Trén 61 tudi 18 18,0
Co 90 90,0

BHYT
Khong 10 10,0
S6 ngay nim vién trung binh: 4,4 ngay, GTNN: 1 ngay; GTLN: 20 ngay.

Nhén xét: Trong 100 dbi twong duge phong van, ty 16 nir gi6i (59,0%) cao hon ty 1&
nam gidi (41,0%). Ty 1¢ ngudi bénh c6 thé BHYT 1a 90,0%, ty 1& ngudi bénh khong c6 thé
BHYT la 10,0%.

P tudi cua dbi tugng tham gia khao sat: Nhom tudi ¢ ty 1& cao nhét tir 31-60 tudi
chiém 47,0%, tiép dén nhom tudi tir 18-30 tudi chiém 35,0% va thdp nhat nhom tudi tir 61
tudi trd [én chiém 18,0%.

S6 ngay ndm vién: Sé ngdy nim vién trung binh trong mot dot diéu trj cia nguoi

bénh ndi tru 1a 4,4 ngay, sb ngay nim vién thép nhét 1 ngay, cao nhit 20 ngay.



3.2. Muc d) hai long khi sir dung dich va y té

Mirc 1 = Rét khong hai long Mirc 4 = Hai long

Mire 2 = Khong hai long Mirc 5 = Rét hai long.

Mirc 3 = Chap nhan duoc

3.3.1. Khé ning tiép cdn
Bdng 3. 2. Mikc dg hai long nguoi bénh vé khia canh kha néng tiép can (n=100)

Khong hai
Khia canh long
n % n %

Hai long

Céc so dd, bién bao chi dan duong dén cac khoa,
Al oL 21 21,0 79 79,0
phong trong bénh vién ro rang, d¢ hi€u, dé€ tim.

Thoi gian vao thdm ngudi bénh duge thong bao | 23 23,0 77 77,0

A2 |
rd rang.

N C’éc khdi nha, cau thang, budng bénh duge dénh | 16 | 16,0 | 84 | 84,0
sO ro rang, dé tim.

id Céc 10i di trong bénh vién, hanh lang bing | 18 18,0 82 82,0

phang, dé di.

Ngudi bénh héi va goi duge nhan vién y t€ khi
AS | T 6 6,0 | 94 | 94,0
can thiét.

Nhdn xét: Nhin chung trong nhém kha nang tiép cén, ty 1& hai long ctia nguoi bénh
cao nhit & khia canh Ngudi bénh hoi va goi dugc nhén vién y té khi cin thiét dat ty 1&
94,0%%. Ty 1€ hai long cua nguoi bénh thdp nhét & khia canh Thoi gian vao thdm ngudi
bénh duoc thong bao rd rang dat 77,0%.
3.3.2. Suw minh bach thong tin va thii tuc kham bénh, diéu tri
Bdng 3. 3. Mikc d¢ hai long nguoi bénh vé khia canh minh bach théng tin va thii tuc khdm

bénh diéu tri (n=100)

Khong hai
Khia canh long

n Yo n %

Hai long

Quy. trinh, thi tuc nhép vién rd rang, cong khai,
B1 v . 16 16,0 84 84,0
thuéan tién.

Pugc phd bién vé ndi quy va nhiing thong tin can
B2 p . . 25 25,0 75 75,0
thiét khi nam vién rd rang, day du.




Pugc giai thich vé tinh trang bénh, phuong pha
B3 o . ¥ 8 8,0 92 92,0
va thoi gian du kién diéu tri rd rang, day du.

Pugc giai thich, tw van trude khi yéu cau lam céac
B4 | xét nghiém, tham do, k§ thuat cao rd rang, diy | 18 18,0 82 82,0
du.

Puoc cong khai va cép nhét thong tin vé ding
BS , . 29 29,0 71 71,0
thuoc va chi phi di€u tri.

Nhén xét: Trong nhém sy minh bach thong tin va tha tuc kham bénh diéu tri, ty 1¢ hai
long cao nhédt v& Puoc giai thich, tu van trude khi yéu cdu lam cac xét nghiém, tham do,
ky thuét cao ro rang, day di dat ty 18 92,0%. tiép dén ty 1& hai long ngudi bénh & khia canh
Quy trinh, thu tuc nhép vién 16 rang, cong khai, thuan tién dat ty 1¢ 84,0%. Thép nhét [a ty
18 hai long vé viéc nguoi bénh dugc cong khai va cip nhat thong tin vé ding thudc va chi
phi didu tri dat 71%.

3.3.3. Co sé vt chiat va phwong tién phuc vu ngudi bénh
Bdng 3. 4. Mikc do hai long ciia nguoi bénh vé khia canh co sé vt chét va phitong tién

phuc vu nguoi bénh (n=100)

Khong hai
Khia canh long
n % N %

Hai long

Buéng bénh nam diéu tri khang trang, sach s€, ¢
C1 | day du cac thiét bi diéu chinh nhiét do phu hop | 23 | 23,0 | 77 | 77,0

nhu quat,may sudi, hodc dicu hoa.

2 | Giuong bénh, ga, g01 day di cho moi ngudi mot | 23 23,0 77 77,0
giwdng, an toan, chic chin, sir dung tét.
C3 Nha vé sinh, nha tdm thuén tién, sach s&, st dung | 41 41,0 59 59.0
tot.
C4 | Dugc bao dam an toan, an ninh, trét ty, phong | 57 27,0 73 73,0
nglra trdm cip, yén tAm khi nim vién.

C5 Pugc cung cip quan ao diy du, sach sé. 27 27,0 73 73,0

C6 | buge cung cap dy di nude ubng nong, lanh. 20 20,0 80 80,0

Pugc bao dam sy riéng tu khi ndm vién nhu thay
C7 quén 40, kham bénh, di v¢ sinh tai giuvong... co
rém che, vach ngin hodc nim riéng.

cg | Cang-tin bén’h vi’én phuc vu an L}éng va nhu cau 59 23.0 77 77,0
sinh hoat thiét yéu day du va chat lugng.

42 22,0 78 78,0




9 | Moi truong trong khudn vién bénh vién xanh, | 94 24.0 76 76,0
sach, dep.
Nhdn xét: Trong nhom co s¢ vat chat va phuong tién phuc vu nguoi bénh, ty 18 hai

long cao nhét vé khia canh Pugc cung cép day dt nude ubng nong lanh dat ty 1€ 80,0%.
Ty 1€ hai long thp nhAt v& khia canh Nha vé sinh, nha tdm thuén tién, sach sg&, st dung tbt
dat ty 1¢ 59,0%.
3.3.4. Muec dd ing xir, niing lyc chuyén mén ciia nhén vién y té
Bdng 3. 5. Mikc dj hai long nguaoi bénh vé khia canh thdi dé iing xit, ndng luc chuyén

mén ciia nhdn vién y té (n=100)

Khong hai
, OnE A 1 Hailong
Khia canh long
n % n %
Béc s§, diéu dudng co 101 noi, thai do, giao tiép
D1 4 4,0 96 | 96,0

dung muc.

Nhan vién phuc vu (ho ly, bao v¢, ké toan...) c6
D2 , 15 15,0 85 85,0
101 noi, thai do, giao tiép ding muc.

Puoc nhan vién y té ton trong, ddi xit cong bang,
D3 12 12,0 88 | 88,0
quan tam, giap dd.

Bac s, didu dudng hop tac tt va xtr ly cong viée
D4 10 10,0 | 90 | 90,0
thanh thao, kip thoi.

Dugc bac sy tham kham, dong vién tai phong
DS , 14 14,0 86 | 86,0
dicu tri.

Dugc tu vén ché do an, van dong, theo ddi va
D6 ., 17 17,0 83 83,0
phong ngtra bién ching.

Nhan vién y t& khong c6 biéu hién goi y boi
D7 11 | 11,0 | 89 | 89,0
dudng.

Nhdn xét: Trong nhom thdi d Gmg xir, nang luc chuyén mon cta nhan vién y té, ty 1& hai
long cao nhét 1a vé khia canh Béc s§, diéu dudng c6 10i noi, thai do, giao tiép dung muyrc,
dat ty 18 96,0%. T¥ 1& hai 1ong nguoi bénh thip nhdt 1a vé khia canh Dugc tu vén ché do
an, van dong, theo ddi va phong ngua bién chiing dat ty 1€ 83,0%.

3.3.5. Két qua cung cap dich vu



Bdng 3. 6. Mitc dg hai long nguoi bénh vé khia canh két qud cung cdp dich vu (n=1 00)

Khoéng hai
Hai 1o
Khia canh long ariong
n % n %
Cép phat thudc va huéng dan st dung thudc da
El wo ) s . d 8 8,0 92 | 92,0
du, chat lugng.
Trang thiét b, vt tu y t& ddy dd, hién dai, dap
E2 12 12,0 88 88,0
rng nguyén vong.
E3 Két qua diéu tri dép tmg dugc nguyén vong,. 9 2.0 98 98.0
Ong/Ba danh gid murc dg tin tudng vé cht lugng
E4 | , 12 12,0 88 88,0
dich vu y té.
Ong/Ba danh gid mie do hai long vé gia ca dich
ES5 , 9 9,0 91 91,0
vuy te.

Nhdn xét: Trong nhém két qua cung cép dich vy, ty 1€ hai long ngudi bénh cao nhat

vé khia canh Két qué diéu tri dap Gmg dugc nguyén vong dat ty 1& 98,0%. Ty 1¢ hai long

clia ngudi bénh thap nhit & khia canh Trang thiét bi, vat tu y té day du, hién dai, déap ing

nguyén vong va f)ng/Bé danh gia muc do tin tudng vé chét luong dich vu y té dat ty 16

88,0%.

Néu c6 nhu ciu
kham, chita nhiing
bénh tuong tu,
Ong/Ba ¢6 quay tro
lai hodc gidi thiéu
cho nguoi khac dén

khong.

, , Khong Mubn Chic chin
Chéc chan . by N i
muon quay | chuyén , s€ quay lai

khong bao . , Co thé s& o
lai nhung | tuyén sang : hodc gidi

gio quay quay lai ‘
Lot co it lya bénh vién thiéu cho
ai

chon khac khac nguoi khac

n % n % n % n % n %
0 |0 0 |0 0 0 29 1290 | 71 | 71,0

Nhén xét: Két qua thdng ké cho thdy nguoi bénh da phan rat hai long véi qud trinh

kham chita bénh tai bénh vién, ty 1é nguoi bénh trd 161 chic chén s& quay lai hodc giéi thiu

cho ngudi khéc khi ¢6 nhu cau dat 71,0%, tiép dén ty 16 nguoi bénh c6 thé s& quay lai dat

ty 1¢ 29,0%.




» Danh gia chung:

GTNN | GTLN | TB PLC
(o) (o) (Y0) (Y0)
Péanh gid chung, bénh vién da dap (g duoc bao
nhiéu phan tram so voi mong doi cua Ong/Ba| 60 100 86,6 7,6
trude khi nim vién,

Nhén xét: Danh gia chung, ty 1¢ trung binh bénh vién déap ng khoang 86,6% so v6i

mong doi ciia nguoi bénh trudce khi nam vién diéu tri tai bénh vién.
3.3.6. Piém hai 16ng trung binh vé chit lwgng dich vy khim chira b¢nh

Tong diém trung binh = (Téng s6 diém cua tt ca cac cau hoi khao sét clia cac phan
A, B, C, D, E)/(Téng sb cau hoi). Két qua diém trung binh dat 4,00+ 0,32 diém; Trong do,
diém trung binh hai long cao nhét 13 khia canh két qua cung cép dich vu 4,13+ 0,39; tiép
dén khia canh thai do tmg xu 4,11+ 0,38 diém; Kha ning tiép can 3,97+0,41, sy minh bach
thong tin va tht tyc kham bénh diéu tri 3,96+ 0,43. Diém trung binh thép nht 14 vé khia
canh co s& vét cht va phuong tién phuc vu ngudi bénh 3,76+ 0,43 diém.

Bang 3.7. Diém trung binh theo tirng khia canh

Muc Khia canh danh gia Trung binh Do léch chuén

A | Kha nang tiép cén 3,97 0,41
Sy minh bach thong tin va thi tuc kham

B . 3,96 0,43
bénh, dicu tri
Co so vat chat va phuong tién phuc vu

C 3,82 0,41
nguoi bénh
Thai do tng xtt, ndng lyc chuyén mon cua

D : 4,11 0,38
nhan vién y t€

E Két qua cung cap dich vu 4,13 0,39

Piém trung binh 4,00 0,32

3.3.7. Ty 1¢ hai long chung ciia ngwdi bénh vé chat lugng dich vy khim chita bénh

Ty 1¢ hai long chung = (Téng so cdu hoéi co tra 16 mire 4 + Téng sb cau hoi tra 10

mirc 5) / (Téng s6 cau héi). Két qua ty 18 hai long chung dat 95,8%. Trong do, ty I¢ hai
long cao nhit vé két qua cung cép dich vu véi 98,1%, tiép dén khia canh thai do, ndng luc

chuyén mon cia nhan vién y té dat 97,5%, hai long vé khia canh kha ning tiép can la



96,8%; khia canh su minh bach thong tin va thu tuc kham bénh diéu tri 96,5%. Thép nhét

ty 1¢ hai long vé co s& vét chit, phuong tién phuc vu ngudi bénh 13 89,9%.

Bang 3. 8. Ty Ié hai long chung theo titng khia canh (n=100)

n , Hai long Khong hai
M T h

uc iéu chi ) long (%)

A Kha ning tiép can 83,2 16,8
Su minh bach thong tin va thd tuc kham

B . 80,8 19,2
bénh, di€u tri
Co s& vat chat va phuong tién phuc vu

C . 74,4 25,6
nguoi bénh
Thai do tng xtr, ndng luc chuyén mon cta

D _ , 88,2 11,8
nhan vién y té

E Két qua cung cép dich vu 91,4 8,6

Hai long chung 83,6 16,4

3.3.8. Hai long theo tirng khoa

Bdng 3.4: Ty 1¢ hai long cua nguoi bénh theo tirng khoa

nhom Ty 1€
nhém | nhém | nhém | TPUX nhém hai
STT KHOA KNTC | MBTT | CSVC & KQCCDV | long
NLCM chung
7 (a) (b) (© (d) (e ®
1 | K. N&i tong quat 87,8 85,2 82,1 96,1 97,4 89,7
2 | K.N6i than kinh 76,0 72,0 44,4 77,1 80,0 69,9
3 | K. Noi tim mach 130 hoc 74,3 80,0 63,5 98,0 100,0 83,1
4 | K. Ngoai tiét ni€u nam khoa 100,0 93,3 77,8 95,2 100,0 93,3
5 | K. Noi tiét 100,0 | 100,0 80,6 96,4 100,0 95,4
6 | K. Ngoai than kinh 20,0 60,0 11,1 74,4 60,0 45,1
7 |K Ngoai 1dng nguec mach méu 70,0 90,0 100,0 89,3 95,0 88,9
8 | K. Nhi 81,4 67,1 65,9 80,6 87,1 76,4
9 | K. Ngoai tong quat 66,7 55,6 55,6 68,3 73,3 63,9
10 | K. Ung budu 95,0 85,0 72,2 92,9 95,0 88,0
11 | K. Ngoai chan thuong chinh hinh | 82,2 84,4 82,7 90,5 88,9 85,7

10




12 | K. Séan 92,7 94,5 84,8 92,2 96,4 92,1 |
13 | K. Tai miii hong 73,3 86,7 85,2 81,0 86,7 82,6
14 | K.Rang ham mat 100 80 100 92,9 90 92,6
15 | K Miat 100 100 71,7 85,7 100 92,7

*Cha thich:

s (a): Ty I¢ hai long trung binh ctia nhém nhan td “Khéa nang tiép can”.

» (b): Ty I¢ hai long trung binh ctia nhém nhan t6 “Minh bach thong tin va thu tuc kham
bénh diéu tri”.

s (¢): Ty 1¢ hai long trung binh cua nhém nhan t6 “Co s& vat chat va phuong ti¢n phuc
vu nguoi bénh”.

s (d): Ty 1¢ hai long trung binh cua nhém nhén t& “Thai do ung xt. ndng luc chuyén
mon clia nhan vién y t&”.

s (¢): Ty 1€ hai long trung binh cta nhém nhan t “Két qua cung cép dich vu”.

» () = (atbtctd+e)/S: Ty 1€ hai long trung binh chung cua 5 nhom nhén t6.

Bibéu dd 1: Ty 1¢ hai long ciia nguwoi bénh theo tirng khoa
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Nhdn xét: Ty 18 hai 1ong cao nhét bao gbm céc khoa 1a khoa Ngoai tiét niéu nam khoa,

, khoa Mit, khoa Rang ham mat va khoa San dat ty 1¢ 1n luot 12 93,3%, 92,7%, 92.6% va
92,1%%. Khoa c6 ty 1¢ hai long thép nhét la khoa Ngoai than kinh dat ty 1& 45,1%.
4. TONG HQP CAC Y KIEN PONG GOP, PHAN HOI CUA NGUOI BENH, THAN
NHAN NGUOT BENH.

- Khoa Séan:

+ Gié dich vu cung cdp thire dn cho ngudi bénh hoi dt

+ Diéu dudng tim bé kho chiu, néi hoi 16n tiéng.

- Khoa Ngoai téng quat

+ Can ¢ nha vé sinh trong cac phong dich vu dé thuén tién cho bénh nhéan di vé sinh

duoc thuén tién va an toan hon.

- Khoa Nhi:

+ Nha vé sinh nén dung riéng cho bénh nhi, khong nén ding chung vé6i nguoi [6n tudi

c6 bénh nédng.

+ Co s& vat chit qua it nha vé sinh, qué it chd nghi ngoi cho ngudi nha, céc giuong ké

qué nhiéu trong 1 phong, khong c6 binh nong lanh, khong cé & cdm sac pin dién thoai,

bd sung thém séch truyén cho nguoi bénh nhi doc.

- Khoa Ngoai chén thuong chinh hinh:

+ Nha v¢ sinh trong phong bénh ko sach, bon ria tay nghet va c6 con trung

- Khoa Nbi tdng quat

+ Nha vé sinh qué cii can phdi sira chira, trang bi thém vat tu cho nha vé sinh
5. XAC PINH CAC VAN PE UU TIEN CAN GIAI QUYET

Van d& vu tién cin gidi quyét theo thu tu dudi day sau khi da xem xét tinh kha thi:

- Céc ¢ diéu dudng tai khoa San c6 cach Gng x{t v6i san phu chua dat (K.Sén)

- Gia dich vu cung cép thirc &n cho ngudi bénh hoi dit (K.San)

- Nha v¢ sinh trong phong bénh rat nhé, hi vong c6 thé cai thién (K.San)

- Cin ¢6 nha vé sinh trong cdc phong dich vu dé thuén tién cho bénh nhan di vé sinh
duoc thudn tién va an toan hon (K. NgTQ)

- Nha v¢ sinh nén dung riéng cho bénh nhi, khong nén dung chung véi nguoi 16n tudi

¢d bénh néang (K.Nhi)
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- Co s& vat chit qué it nha vé sinh, qud it chd nghi ngoi cho ngudi nha, cic giuong ké
qué nhiéu trong 1 phong, khong ¢ binh nong lanh, khong co6 b cadm sac pin dién thoai, b
sung thém séch truyén cho ngudi bénh nhi doc (K.Nhi)

- Nha vé sinh trong phong bénh ko sach, bdn rira tay nghet va c6 con trung (K.CTCH)

- Nha vé sinh qua cii cAn phai stra chita, trang bi thém vat tu cho nha vé sinh (K.NTH)
6. GIAI PHAP KHAC PHUC

- T4 kiém tra gidm sat khu ndi tra thude P.QLCL phéi hop vé6i bd phén bao tri thude
P.HCQT tién hanh kiém tra hang ngay vé cong tdc vé sinh, co s& vat chét dé kip thoi lién
hé khic phuc khi c6 van d& phat sinh. Uu tién gidm sat chdt ché tai cac khoa thuong xuyén
dong bénh nhu khoa Nhi, Khoa NTH, Khoa CTCH, khoa San.

7. KET LUAN

Mirc do hai long chung ctia nguoi bénh ndi tri va than nhan tai bénh vién Thanh phé
Thi Ptrc vao Quy 2 nam 2022 1a 83,6%. Ty I¢ hai long so v6i mong doi cia nguoi bénh
truée khi vao nhap vién 1a 86,6%. Ty 1€ ngudi bénh s& quay trd lai bénh vién néu c6 nhu
cdu kham chita bénh 1a 100%.

Ty 1¢ hai long d6i véi timg tiéu chi nhu sau:

- Hai long vé kha ning tiép can: 83,2%

- Hai long v& su minh bach thong tin va thi tuc kham bénh. diéu tri: 80,8%

- Hai long vé co sé vt chét va phuong tién phuc vu ngudi bénh: 74,4%

- Hai long vé thai d9 Gng xr. nang lyc chuyén mon ctia nhén vién y té: 88,2%

- Hai long vé két qua cung cép dich vu: 91,4%.
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