BENH VIEN THANH PHO THU BUC CONG HOA XA HQI CHU NGHIA VIET NAM
PHONG QUAN LY CHAT LUQNG Pic lap - Tw do - Hanh phiic

Théanh phé Ho Chi Minh, ngay 30 thdng 6 ndm 2022

BAO CAO
Két qua khao sat trai nghi¢ém ngwoi bénh ndi tra tai b¢nh vién
trong 6 thang diu nam 2022

Céin cit ¢ong van sé 1729/SYT-NVY vé viéc trién khai khdo sdt trdi nghiém nguoi
bénh trong thoi gian diéu tri ndi trii tai cdc bénh vién trén dia ban Thanh phé' Hé Chi Minh
ngay 04 thang 4 nam 2022,

Céin cit ké hoach s6 4158/KH-B V vé viéc thue hién khdo sdt sw hai long nguoi bénh,
thdan nhdn ngwoi bénh va nhdn vién y 16 nam 2022 ban hanh vao ngay 31 thang 12 ndm
2021,

Phong Quan ly chét lugng bdo cdo két qua trién khai khdo sat trai nghiém ngudi
bénh ndi tru tai bénh vién trong 6 thang dau nam 2022 nhu sau:

Péi twong va phwong phap thu thap s liéu

- Thoi gian thu thap s6 liu: 01/6 - 30/6/2022

- Nhan su thu thap s liéu: Thanh vién td khao sat hai long ctia bénh vién

- C& méu: chon mau ngiu nhién 100 ngudi bénh/thdn nhan nguoi bénh/ nguoi
cham soc chinh (dua trén s6 luong givdng bénh ké hoach tai bénh vién theo yéu cau cla
SG y té).

- Péi twong khio sat: ngudi bénh hodc thdn nhan ngudi bénh/ ngudi chdm soc
chinh, dap Ung céc tiéu chi sau:

+ Nguwdi bénh: Ngudi bénh ¢6 do tudi tir 16 tudi trd 1én, diéu tri ndi tra tai cac
khoa lam sang trong thoi gian tién hanh khao sat, khong mic cac bénh lam dnh hudng
dén nhan thuc va tri giac (nhu tAm than, dot quy, hon mé, lo mo, céc tinh trang bénh tat
din dén khong thé tra 101 duoc cu hoi...), hiéu va tra 10 dugc bing tiéng Viét, dong y
tham gia khao sat trdi nghiém.

+ Than nhan ngudi bénh hodc ngwoi cham soc chinh: Nguoi trén 18 tudi, ndm
rd bénh tinh nguoi bénh, 1a ngudi cham séc chinh ngudi bénh tir lac nhép vién dén khi

xudt vién, hiéu va tra 101 dugc bang tiéng Viét, dong y tham gia khdo st trai nghiém.



2. Tiéu chuan danh gia

Trai nghiém nguoi bénh trong thoi gian diéu trj (Muc B dén muc F). Cac cau hoi

trong phi€u khdo sat trdi nghiém nguoi bénh trong thoi gian diéu tri noi tr tai bénh vién

dugc thiet ké c6 5 cdu tré 161 véi y nghia nhu sau:

+

+

+

+

+

+

Cau 1: trdi nghiém khong tdt/chua tich cuc

Cau 2: trai nghiém theo chiéu huéng khong tbt/chua tich cuc

Céu 3: trai nghiém theo chiéu hudng tdt/tich cuc

Cau 4: trai nghiém tbt/tich cuc

Cau 5: chua dugc trai nghiém/mat dau

Ngoai ra, trong by cdu hoi c6 mot so6 cau dic biét:

Cau B3, B4 duoc thiét ké vai 2 cau tra 10i trong d6 cau 1 la trai nghiém tich cuc

cau 2 la chua tich cuyec.

+  Céu CL.1 duge thiét ké v6i 3 cau tra 10, cAu tra 16i 1-2 la ngudi bénh trai nghiém

chua tich cuc, cdu s6 3 1a nguoi bénh co trai nghiém tich cuc.

+ Cau D2 dugc thiét ké véi 2 cau tra 1oi trong do6 cdu 1 1a trai nghiém chua tich cuc,

cau 2 la tich cuec.

+ Cau E4 1a u6c lugng thoi gian tir luc ngudi bénh dugc théng bao xudt vién dén khi

nhéan gidy ra vién.

3.

Két qua trai nghiém

3.1. Théng tin chung d6i twong

Khao sat trén 101 nguoi bénh, than nhan nguoi bénh dén didu tri ndi trt tai Bénh

vién thanh phé Thu Ptc, thu duoc két qua nhu sau:

ey Tansd | Tylé
B A A .
1€n SO (n) (0/0)
Déi tugng phong van  [Nguoi bénh 67 66,3
Nguoi nha, thdn ngudi bénh 34 33,6
_ TP. Hd Chi Minh 64 63,4
bPia chi

Tinh 37 36,6
Nam 41 40,6

Gidi tinh
Nit 60 59,4
<25 tudi 13 12,9
Nhoém tudi T 25 — 40 tudi 36 35,6
> 40 tudi 52 51,5




ST Co 75 74,3
Khong 26 237
Khong biét chir 1 1
Tiéu hoc (cp I) 0 0
Trung hoc co s (cap IT) 8 14
Trinh d6 hoc vén Trung hoc phd thong (cip I1I) 13 12,9
Trung cdp, cao ddng 51 50,5
Dai hoc 27 26,7
Sau dai hoc 1 1
Lan dau 34 33,7
S6 1an dén khdm Tu 2 lan trd 1én 36 35,6
Nhiéu lan, khong nhé 1 31 30,7
e I
Dp dugc cac co sd'y t€ khac chuyén 0
dén
Ly do lua cf?(i)n béllh vién dé Thong tin trén bao dai, internet 3 1,6
dicu tr} Ban be, ngudi than gidi thidu 47 26,0
ﬁiar(; t}?g;hhjs; nnit;m than ting diéu 65 35.9
Khéc:............ 0 0

3.2. Trai nghiém lic nhap vién

C4u 10: Khi mgi gen bénh vién, ong/b dén kham tai khoa Cap ciru hay Khoa Khim bénh




C4u 11: Tai khoa Khm bénh hodc khoa Cdp clru, Sngibd ¢6 duroc bic s gidl thich Iy do nhip vien?

Kndng duac gidithich |
Knéig Gt g ich, phindi nung téc |

&7 gidi thich kndng 15 - S
Knéng duot i tricn, phdi hdimé uoe | o ]
bac st gidi thich 18
Dot béc s gidihich 151 do phédindm 10

yign

D tbiigia Ginh yéu cu béc STchomndp |
vién

Cu12: T i o bic s thong bdo nhap vikn, Gngha phai cho Khodng bao 1au moi duge nhip vio knoz noi tri?

Pndichis
Knbng phéi cha

i ong cho bt phdi cho rong bao AIEL |30z 120- 60, 30120,
oni

Ciu 19 Kni nhap vién vao khoa ngi tri, Sngibd ¢6 duge bic si khim ngay khéng?

S I LI = S

BioC knamngay L

i ting cho biét phai cho rong bas iéu | 399
i

phel

Cau 14: Khi méi nhdp vién vao khoa ndi tris, dngibd ¢6 droc bic si giai thich tinh trang bénh vi hudng diéu tri hay khong?

Khéng ducc gidi taich gt |

Knéng duoc giditich, phaindivhungoe |
i gidi thich khdng 16

Khorg Guot giditich, prdindiva duot 15

na¢ sl gidithich o

Buoc e s eht déng g1 thich 1§ vé béan

va hudng du

T4 khong nhér |

Cau 15 Khi vio khoa, 6ngiba nhan thiy viée cong knai gid cdc loai dich vy ky thuat cda bénh vién nhu thé nio?

Knéng thiy bAng cong khai g3

K6 im, phdi ndi méi Guet cung ¢dp bng |
gid

6 bdng g khai gid ehung kndng a3y

a8

Knoa 6 bang cong knai gid, 6y 63, ¢& [

indy

Tot knéng quan tam abn gid AT

|

40 16: Khi vio khoa, dnglba c6 duge nhén vién y té giai thich cac khoan bio hiém y té chitra, cac khoan phai ty chi tra?

Knéng dugt giditien |
Kndng Guoc giihich, phdi ngi mhung |
duot gidihich knéng 6
Knéing dut gi tnich, pndihdi i cvoe [
gdithicn 1§

Bt han vign y 1€ Al ddng i thieh 13
v ¢4t Knodn vign phi ndo 88 duge bdo
hiém y 8 chiird cac Khodn ndo ngudi bén
st chitrd
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C3u17: Lan dAu Uén vio Khoa nditr, ongia e nhin thil 49 cUa nhin vién y t 461 v6i nquo hénh nhu thé nio?

e e, kndng ¥ trong ngedibénn |
Thé 0, i khong i i
gimhthydng B

Nndn vién cla khoa it edimb, vui vé

Thiking 6 ikén

3.3.  Trainghiém co so vat chit — phwong tién phuc vu ngwoi bénh

Cau 18: Onglb ¢6 phai nam chung giudng vl ngudl bénh knic?

£

Téi ném ghép frong S0t qua inon déu

Téinam ghép sau d6 duoc ndm givng 1\
ién

Téi Gt b4 i 1 quidng réng ngay tr ddu B

Cau 19: Ongiba danh gid tinh trang nhd vé sinh tai bénh vién nhu the nio?

Rétbin, hal v ndng 40 nhd v 8

P Y s
Bdnva khdng 40 ndvd s

O

Chap nhan duoc, Ihien ihedng ¢l bibdn |
fronig thdi gian ngdn

Nnd vé sinh cia béan vign knd 0 ludn
sachse

Téikong 98y | |

Ciu 20: Bénh vién ¢6 trang b dung dich ria tay (dung dich sittring) tai buong bénh khong?

e €6, Il kndng &

06, nhwag vi i 031 chua dugt thugn tién

Lubn o6 dung dich ra fay ta bucng bénh
va thizdn 1én ¢ho ngudi béah st dumg

Cu 21: Ong/ba cam thay tinh hinh an inh, tdt ty cia bénh vidn nhur thé ndo trong thoi gian nam vién? (C6 the chon nhiéu cdu i 1)

6 g bun bin ing rong r vio khoa B

C6 qui dinh /0 ra vao Khoa £

Kn yén tam vé an ninh. rd by cla bénh
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Cau 22 Ongiba nhin xét nhu thé nao v cac dich vy tidn ich cia bénh vién? (Nhu can-tin, siéu thi mini, nuoc udng, photocopy. sac dién thoa, giat bi, dich vy vin chuyén, taxi

)

Khéng ¢d gl cd |

Chcé 1880 2 dichvir, 13 a0 hon bén |
ngoat
Dich vy €2 dang shung gid cac hon bén LD
ngoal
Bénh vién cung g cdc aich vuién icn kg IR e
dagang va g hoply

Téirndngdey U




Gt 23; Bénh vién c6 cic hoat dong ho tro' ngudi bénh cd hoan canh kho khan vé ¢ic tién ich t6i thidu trong sink hoat hang ngay khong? (Nhw comichio, nuoe uéng, ...

Khongcé |
Tatah thodng ¢6 I —

Thubng xuyén, nneog el e b tro b ]
com eho agurdl ¢ hodn ¢dnh kh khan
Bénh vidn thudng xuyén hd iro blacomvd |
cdc tién ich 1 thidu khae cho ngudi &
hoan ¢dnh knd khan
Téikndng G2V |

i 24: V3o bugi 161, bénh vién 6 yén tinh 6é ngudi bénh nghi ngoi? (C6 thé chon nhiéu cdu tra 1o

Kndng nght ngoi durge vi thudng xuyén én |
30

5 tiéng 8 1l bén ngodi béah vign vong |
a0

Teong déiyén finh

=
%

Béan vién rat yén fnn vao bubitdl |
Toikning aéy [ o

Ciu 25 Theo cim nhan cia dngfbd, bénh vién ndy 6 dat tiéu chi “xanh - sach - dep” khong?

Nguroe Iai i dling hon (oénh vién co v |
el

Chuadat |
Dat & mic chdp ndn duge

a2nh vign ¢4 ahidu cdy xanh, sach va dep |
Téikdng 64y |

3.4. Tinh than thai d§ phuc vu ciia nhin vién y té

Cit 261 Kni tiép xilc v6i dngiba, trang phuc clia nhin vién y té nhu thé nio?

6 hiéu Fndn vién kndng mac rang phucy - ]

3
e

Nndnvién 3n mdc lubm thudm (qudndo | S B ) . I
rgd may, nhdn, kndng dec bang ién)

Chédpatdnduge §

Nhén vign bénh vign mac trang phuc dep.
fich sy

T8 kndng co Y Kign |

€40 27: Trong subt thd gian ndm vién, éngba ¢6 duge nhin vién y t @61 xi 6 vi duge 19n trong khéng?
Nhidu nhan vign e xi Khdng 6n trang | T o
Bénh ahan va than ahdn agudi bénh

Chépahdnduge |

Nndn vién bénh vién déu a8 G € va ot

6 trong ngudy bénh, thén nhén ngudi
bénh

Téikhing oy ladn | IR

C4u 28; Trong thé gian ndm vién, 6ngiba c6 due bic si, diéu dudng théng tin, gidi thich 16 rang vé tinh trang va dién tidn bénh kndng?

Khéngduoc gdithiengt ] ) - S

Khing disoc gidi thich, padi hdi nhung | B
doc gidi thich cling chua i

Knong Guoc gidithich, prdindivaaeoe B
gidi thich §

B¢ &F, @u aubng udn chi ddng gidi thich
6 rang v finh trang bénh

Téiknng ng e —
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Cau 29 Kni Gngiba ¢6 thic mc vé bénh clia minh, ong/bi c0 nhin duoc ¢Au tr 161 théa dang cda bic si hoje gy dugng khong?

Khéng bao gi nnén duot cdu i 1 | | y

Co,nhung rd i chusa thda dang | ‘ i

C6, chdpandn duge f

B¢ 5 didy dufing luén trd i tnda Gang i
naling ihé mac cla nguidt bémn

Tiggcomiemacg I - j :

G 30: Onglb3 ¢6 bao giby nhin dur e cdu 1rd 11 khde nhau (thdm ehi ngurot nhau) i ¢ic bic si, diéu duding vé tinh trang, dién tién bénh cla minh?

Tnobngsuvéndhemnas | |

Tolnh thodng od | _ | !
Hem it | ' )

Cao oduird bicla bic o Gy dabngvd 10 #
finh rang oénn 7 théng nngt anau
Toiknéng co e mic g DRI ] ;
3.5. Két qua trai nghi¢ém hoat dong kham chira bénh
A 31 Ong/ha ¢ 6w be i thong it va gl thich 1 do s dung thuge?
)
L o J .
Gommgdtacadgl | ?
B o7 udn gid ey o va 3 g o | .
rouG b B o phd s dung huce
Thkdg
Cau 32: Ong/bi ¢6 Guoc bic i thong tin va giai thich Iy do sé thye hién xét nghiém, cin Iim sang? (Naw xét nghiém mau, siéu dm, X-quang, ..
Kndng duot 3 _ | &
Chl duor théng bdo 6 fm xét nghérm, cdn |
fén sdng
05, ahumg g hich chua s !
R s fudn g hich 88y o vA & ring che | 10
nu Bén DiEEK o phdi i k€t nghéd
] 3
Cau 33: Truge khi thuc hién phau thugt hodc 1am thi thudt, bac si 6 thong tin va giai thich 1y do khong?
Knéng duot gidiicn | I{ 0
' 8

Ol g inéng b phdidiiam phdu nud |
i thug

C6, ahuung gidi hich chua 1§ |

B4 sTgidiich ddy dlv B rang cho BT
aqudt binh 31 1 do phdl phd hed! (hodc
i thudt

Téikhing ¢6 tAm phau thudt hoic thi

idt




Cau 34: Trong tho gian ndm vién, Gngiba e6 duoc didu duéng huéng din st dung thude hing ngiy khéng?

Knong duoc hudng ddn |

C6, nhung khdng thuc bign hang ngdy |
Buoc hutng din hang ngiy

Biku dwing hutng oAn hang ngdy rét 6 | :

rang ¢4ch st dung thude

Téikndng nhg
Cau 3: Khi cd nhing trigu chirng bt thuong (dau bung, s6t, mét...) ongba c6 duoc bac si kham binh lai ngay khong?

Kndng ¢6 béc ST gén kham a1 <ling knéng | |
o6 diu cieing dén hdi
Ch ¢d diéu dudng dén ndiva ly mach, |
huyét dp
Bat S7eh kham fai, hung khdng io tngi 157 ]
BacsTco kham Il Kiothéi |+ 2 e LS R
Toi khéng ¢ tidu ching bat thuding ndo [

i 25: Onghva 6 duoe bic st vén dé lya chon phong phap iy r thich hop khéng?

Khdng Gugt ti vén |

Co. nhung tr vén chua 6 rdng v& khéng |
ddy d
Bét 7ty vén odn crung chung 1K i
BicsTuvindidangvaalyal EEEE N : o :
Téiknéag ang |

Cdu 37: Bénh vién 6 dam bdo su ridng tu cho ngudi bénh khi bac si tham kham hodc didu duang cham séc khong?

Kndag tén trong su riéng tw cda ngudi bénn |

LWeedaewngng [ T

Cé, chdp nhin duo 7 EE—

Sénnvaénré!ténsrong sy ngng tr cd B TR .*_‘ EaE . I
Agud: BAnh :

Toiknongddy |

3.6. Trai nghiém chi tra vién phi

Ciu 38: Bénh vién o8 edng khal cho dng/bi biét tat e nhikng Khoan thu trén hod don thanh tedn vidn phi khong?

Kndng cong khai |

Co, nhung ¢dng khai kndng 68y d0 |

Co, cdng khai gy i nhurng Knong chi 1t

Bénh vign cbng khal ély dlvichitiétede 150
Khodn thu trén hod don thanh todn vién phi

Téiknéng déy |

i 9: Nqodinhiing khodn vién phi ddng cho bénh vién, dnglbic6 chithém tié bgi dsomg cho nhin vién bénh vién khong?

€0 Pl
iy BT

Cau 40: Ongiba c6 biét bénh vien ¢6 hoat ddng h6 tro' thanh toan vién phi cho ngudi ¢6 hoan cinh kho Khin hay khéng?

Knong cé | 3 5 B ]
C6, phurag thd tuc 74t kn6 khan va médt | ]
nhidu thdi gian
C4, 1l tge don gidn thudn nen [TEEREST
Béan vign chi dfng huong ddn thi e va [T
16 trg cno ngudt 06 hodn cdnh knd kndn

Teiknengody DREOESARE
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3.7. Trai nghiém trwdc khi xuat vién

CAu 41 Kni xudt vién, dng/bd c6 duoc nhan visn bénh vién hugng odn st dung thude, ché @9 an, cich ti chim s6¢ khi vé nha?

Busoe AFRg dan. nhung padi b

Gugic huding ddn G 1

3.8.  Nhén xét chung vé bénh vién

- Diém dénh gia trai nghiém chung (theo thang diém tir 0 dén 10)

Gia tri | Gia tri
nho Ion
nhit nhat

Trung | D léch
binh | chuin

Ong/ba danh gié trai nghiém khi diéu tri ndi
tra tai bénh vién nay dugc bao nhiéu diém? 7 9 8.25 0,5
(theo thang diém tir 0 dén 10).

- Két qua duge hoi vé viée néu c6 nhu cau kham chita bénh twong tu, ngudi bénh ¢6
quay tro lai bénh vién didu tri hay khong. Ty 1€ 94,1% nguoi bénh chéc chén quay tré lai
va gidi thiéu cho nguoi khac va ty 1€ 5,9% nguoi bénh trd 101 ¢6 thé quay lai.

3.9. Nhirng ngi dung NB hai long nhit gom:

+ Thai do cta nhan vién y té rat tin tinh, chu ddo. Béc si ¢ trinh do chuyén mon gioi



+ Nhén viény té rat nhiét tinh, ludn c6 mat kip thoi, dang lac khi ngudi bénh can dén.
Bénh nhan dic biét hai long véi béc si tai bénh vién.

+ Chét lugng kham chira bénh c6 chét luong.

3.10. Nhirng ndi dung NB khong hai long gom:

+ Thiéu giudong bénh, thiéu phong bénh & mot s6 khoa nén giuong bénh phai ké thém
& ngoai hanh lang. Nguoi bénh vao nim nhitng ngay dau vin phai nam ghép.

+ Phong bénh BHYT dong, ngét ngat, khong c6 may lanh néng brc.

4.  Giai phap khic phuc

+ Tang cudng sy gidm sat ciia phong Quan ly chit lugng, td bao tri phong hanh chinh
quan tri tai tht ca khu vuc phong bénh. Dam bao xi ly kip thoi nhing gop ¥ clia nguoi
bénh. P.QLCL da lién hé véi bo phan bao tri cia P.HCQT khac phuc céc sy cb gy anh
huong dén ngudi bénh. B6 sung thém quat cho cac khoa nhim cai thién chat luong phong
bénh . Giam séat thuong quy hing ngay cic voi nude trong cac phong vé sinh nhim khac
phuc kip thoi cho ngudi bénh.

+ P.QLCL ting cudng giam sat tai cdc khoa thuong xuyén xay ra tinh trang qua tai
givong bénh d8 c6 huong khic phuc va b6 sung thém giudng bénh cho khoa. Khoa lam
sang cling phai cam két viéc nguoi bénh khong duoc nam ghép qua 24 gio.

+ P.QLCL phéi hop véi céc khoa/phong sap xép lai vi tri 1 mot s6 khoa dé md rong
khu diéu tri, giam tinh trang qua tai nguoi bénh dén kham va diéu tri tai bénh vién.

Trén day la toan b ndi dung bao cao két qua khao sét trai nghiém nguoi bénh trong
thoi gian didu tri ndi tra tai bénh vién quan Tha Dac 6 thang dau nam 2022./
Noi nhdn: TRUONG PHONG

- Ban Giam dbc;
- Cé4c khoa/phong/don vi;

-Luu VT, P.QLCL ’”W/L(
T
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