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THANH PHO HO CHI MINH Pic 1ap - Ty do - Hanh phiic
BENH VIEN THANH PHO THU PUC Ak
S(A):Cr ?/BC-BV Thanh ph(f‘ Ho6 Chi Minh, ngdy‘;() thdng[/Ondm 2025

BAO CAO
K#ét qué khao sat trai nghiém ngudi bénh ndi tra tai Bénh vién
Quy III nam 2025

Cén ¢t cong vin sb 1729/SYT-NVY cua S¢ Y t& Thanh phé Ho Chi Minh ngay 04
théng 4 nim 2022 v& viéc trién khai khao sét trai nghiém ngudi bénh trong thoi gian diéu
tri ndi tra tai cac bénh vién trén dia ban Thanh phé H6 Chi Minh;

Can ctt k& hoach sb 700/KH-BV ctia bénh vién thanh phd Tha Pt ngay 03 thang
03 nam 2025 vé viéc thyc hién khao sat su hai long ngudi bénh, thin nhan ngudi bénh va
nhén vién y té nam 2025;

Phong Quan 1y chét lugng béo cdo két qua trién khai khao sét trai nghiém ngudi
bénh ndi trh tai Bénh vién trong quy Il ndm 2025 nhu sau:

1.D6i twong va phwong phap thu thap s ligu

- Co mau: chon mau ngiu nhién 67 ngudi bénh/thdn nhan ngudi bénh/ ngudi cham
soc chinh (dya trén sb lugng giuvdng bénh ké hoach tai bénh vién theo yéu cau ciia SOy
té).

- P6i twong khao sat: ngudi bénh hojc thin nhan nguoi bénh/ ngudi cham séc chinh,
dap trng cac tiéu chi sau:

+ Ngudi bénh: Ngudi bénh diéu tri noi trd tai cc khoa ldm sang trong thoi gian tién
hanh khao séat, khéng méc cac bénh lam anh hudng dén nhan thic va tri gide (nhu tim
than, dot quy, hon mé, lo mo, cdc tinh trang bénh tat din dén khong thé tra 10i duge cdu
héi...), hiéu va tra 101 dugc bang tiéng Viét, ddng y tham gia khao sat trai nghiém.

+ Thén nhan ngudi bénh hodic ngudi chim séc chinh: Ngudi trén 18 tudi, ndm r6
bénh tinh ngudi bénh, 14 ngudi chdm séc chinh ngudi bénh tir i nhap vién dén khi xuat
vién, hiéu va tra 1oi duge bang tiéng Viét, ddng y tham gia khao sét trai nghiém.,

2.Tiéu chuin danh gia
Trai nghiém ngudi bénh trong thoi gian diéu trj (Muc A dén muc E). Céc cau hoi
trong phiéu khao sat trai nghiém nguoi bénh trong thoi gian didu tri ndi tru tai Bénh vién

duoc thiet ké c6 5 cdu trd 10i véi y nghia nhu sau:
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CAu 1: trai nghiém khong tdt/chua tich cuc

+
+ Cé&u 2: trai nghiém theo chiéu huéng khong tdt/chua tich cuc
+ CAu 3: trai nghiém theo chiéu huéng tot/tich cuc
+ CAu 4: trai nghiém tot/tich cuc
+ Cau S: chua dugc trai nghiém/mét déu
3.Két qua trai nghiém
3.1. Thong tin chung dbi twong
Khao sat trén 65 ngudi bénh, thdn nhan nguoi bénh dén diéu tri noi tra tai Bénh vién

Da khoa Thu Pirc, thu duge két qua nhu sau:

2ol v Tansé | Tyl§
B'l‘\ A .
ién so ) %)
Déi tugng phong van  [Nguoi bénh 26 38.8°
Nguoi nha, than nguoi bénh 41 61.2
_ TP. H Chi Minh 50 74.6
DPia chi
Tinh 17 25.4
Nam 26 38.8
Gidi tinh
Nir 41 61.2
<25 tudi 07 10.4
Nhom tudi Tl 25 — 40 tudi 10 14.9
> 40 tudi 50 74.6
Co 64 95.5
BHYT
Khong 03 4.5
Lan dau 22 32.8
S6 1an dén kham Tir 2 lan tré 1én 15 22.4
Nhiéu lan, khong nhé ro 30 44.8
Do ding ky kham chita bénh 31 46.3
BHYT tai bénh vién nay '
Dn’o dugc cac co so'y té khac chuyén 05 75
i dén
Ly do lya chon bénh vién d€ | Thang tin trén bao dai, internet 01 1.5
didu tri
ke Ban bé, ngudi than gioi thiéu 12 17.9
Ban than hodic nguoi than timg diéu
b otk i ok 26 85.1
tri & bénh vién nay
Khéc:............ 05 1.5
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3. Vao Khoa kham benh, sau do duoc ohuyen..f

3.2. Trai nghiém lic nhap vién

B1. Khi m&i dén Bénh vién, Ong/Ba dén Khoa Kham bénh
hay Khoa Cap ciru?

" 4. Vao Khoa Cap cuu, sau do duoc huong dan.. i | |
|

2. Tai Khoa Kham benh _
i | z | | { : : |

1. Vao Khoa Cap cuu
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Ong / Ba c6 dwoc giai thich Iy do nhap vién
é 4. duoc Bac si giai thich ro rang — 5
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- 2. Khong duoc giai thich, hoi Bac si nhung BS l l ‘ !
' giai thich khong ro ! | *
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B3. Tt liic Bac si théng bao nhap vién, Ong/Ba cho bao
nhiéu phat méi dwoe nhap vao Khoa Noi tra?

Phai che
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B4. Khi nhap vao Khoa Noi tri, sau khodng bao nhiéu
phit thi Bac si kham cho Ong/Ba?

phai cher

~ Khéng che
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B5. Khi m&i nhap vao Khoa ndi tri, Ong/Ba cé dworc Béc si
giai thich tinh trang bénh va hwdng dieu tri khong?

5. Toi khong nho I

4. Duoc BS chu dong giai thich ro rang
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B6. Ong/Ba nhan thay viéc cong khai gia cac dich vu
ky thuat cua bénh vién nhw thé nao?

5. Toi khong quan tam den gia . |
4. Knoa co bang cong Ihal gia, day du, de thay RN
2. Kho tim, phai hoi moi duoc cung cap I

1. Khong thay bang niem yet gia f|
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B7. Ong/Ba c6 dwec nhan vién y té giai thich cac khoan BHYT
chi tra cac khoan ngwdi bénhphai tw chi tra?

5. Toi khong co y kien .

3. Binh thuong - |
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3.3.Trai nghiém co sé vit chét — phwong tién phuc vu ngwoi bénh

| 4.duoc nhan vien y te chu dong giai thich ro rang _

" 3. Toi duocbo tri 1 giuong rieng ngay tu dau O TS AT NS N S e O N T PN

3. Chap nhan duog, thinh thoang bi ban trong thoi gian 5

5.Toi khong dey |

4, Nha ve sinh kha du, luon sach se

ngan

2. Ban va khong du nha ve sinh
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B8. Khi nhap Khoa Noi tru, OngIBa cam nhan thai do cua
nhan vién y té déi véi ngwei bénh nhw thé nao?
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c1. Ong/Ba c6 phai nam chung giwdng véi ngwoi bénh =
khac khéng?
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C2. Ong/Ba danh gia tinh trang nha vé sinh trong
Bénh vién nhw thé nao?
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C3. Bénh vién c6 trang bi dung dich riva tay (dung dich
sat trung) tai phong bénh khong?

4, Luon co dung dich rua tay tai phong benh
3. Co, nhung vi tri dat chua duoc thuan tien i
2. Luc co, luc khong i
1. Khong co l

0 10 20 30 40 50 60 70 80 90 100

C4. Trong thoi gian ndm vién, Ong/Ba cam thay tinh hinh
an ninh trat tw cha Béah vién nhw thé nao?

5.Toikhongdey

4, Benh vien co kiem soat nguoi ra vao khoa

" 3.Co quy dinh gio ra vao khoa, 4. Benh vien co kiem soat
nguoi ra vao khoa

3. Co quy dinh gio ra vao khoa

1. Co nguoi bi mat trom

5. Ong/Ba nhan xét nhw thé nao vé céc dich vy tién ich
clia Bénh vién?

i i : :
5. Toikhong dey |GGG |
4. Cac dich vu tien ich kha da dang va gia hop ly _
3, Dich vu da dang nhung gia cao hon ben ngoai [

2. Chi co 1 den 2 dich vu, gia cao hon ben ngoai [N
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C6. Bénh vién c6 hoat dong hé trey ngwedi bénh ¢o6 hoan

canh khé khin trong sinh hoat hang ngay khong?

5.Toi khong de y
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khac cho nguoi co hoan canh kho khan

3. Thuong xuyen, nhung chi co ho tro bua com cho nguoi
co hoan canh kho khan

2. Thinh thoang co
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nghi ngoi khong?

5. Toi khong de y — |
4, BV rat yen tinh vao buoi toi

3, Tuong doi yen tinh, 5. Toi khong de y

3. Tuong doi yen tinh, 4. BV rat yen tinh vao buoi toi

_ 3. Tuong doi yen tinh
: 2. Co tieng on tu ben ngoai BV vong vao, 3. Tuong doi... ™ i

1. Khong nghi ngoi duoc vi thuong xuyen onao
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4. BV thuong xuyen ho tro com va cac tien ich toi thieu — 1
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C7. Vao bubi téi, Bénh vién co6 yén tinh dé ngwdi bénh

|

8. Theo cam nhan ctia Ong/Ba, Bénh vién nay c6 dat tiéu

chi "xanh - sach - dep" khong?

5. Toi khong de y _
| 4. BV co nhieu cay xanh, sach va dep _
! | |
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D1. Trong thO’I gian nam vién, Ong/Ba c6 dwoc nhan
vién y té doi xir tir té va tdn trong khéng?

5. Toi khong co y kien |

' 4. Nhan vien deu doi xu tu te va rat ton trong nguoi benh
3. Chap nhan duoc
2. Thinh thoang, tuy nguoi
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D2, Trong thdi gian ndm vién, Ong/Ba co6 dwoe Bac si,
diéu dwdng giai thich rd rang vé tinh trang va dién tién bénh
khéng?

5.Toi khong nho  §

4. Duoc nhan vien y te chu dong giai thich ro rang T
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D3. Khi Ong/Ba ¢6 thac mac vé tinh trang bénh cuia
minh, Ong/Ba c6 dwec Bac si hodc Pigu duwdng tra 10
thoa dang khong?

5. Toi khong co thac mac . |

4, Bac si, dieu duong Iuon tra loi thoa dang nhung thac ‘
mac cua nguoi benh

3. Co, chap nhan duoc l
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D4. Ong/Ba ¢6 bao gi® nhan cau tra loi trai nguwoc
nhau tir cac Bac si, didu dwéng veé tinh trang bénh
ctia minh khéng?

_ 5. Toi khong co thac mac gi ] | ; , ,
4. Cac cau tra loi cua BS, DD ve tinh trang benh rat _
thong nhat nhau ' y !

3. Hiem khi [0

2. Thinh thoang co

3.5.Két qua trai nghlem hoat dong kham chir

E1. Ong/Ba c6 dwoc Bac si gidi thich ly do str dung thudc
khong?

| 5.Toi khong nho 1
- 4. Bacsy luon giai thich day du va ro rang w

3. Co, nhung giai thich chua ro rang ]
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E2. Ong/Ba ¢6 duge Bac si gidi thich 1y do s& thyc hién xét
; nghi¢m, cin lam sang?

5. Toi khong nho [}

| 4. Bac si luon giai thich day du va ro rang

3. Co nhung giai thich chuaro |
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E3. Bac si ¢6 gidi thich 1y do trwde khi thye hién
phau thujt hodic thit thuit khong ?

5. Toi khong co lam phau thuat hoac thu thuat m

4. Bac si luon giai thich day du va ro rang

© 2. Chi duoc thong bao di lam phau thuat, thu thuat !
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E4. Trong thoi gian nam vién, Ong/Ba ¢6 duge difn dudng
r K A A | by A
hwong dan siv dung thudc hang ngay khong?

5. Toi khong nho E

4. Dieu duong huong dan cach su dung thuoc rat ro rang
hang ngay

3. Duoc huong dan hang ngay
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ES. Khi ¢6 nhirng triéu ching bat thwong, Ong/Ba ¢6 duge
Bic si kham lai ngay khong ?

3. Toi khong co trieu chung bat thuong nao can bao BS -
4. Bac si co kham lai kip thoi | R
3. Bac si co kham lai, nhung khong kip thoi l

2. Chi co dieu duong den hoi, do mach vi huyet ap l ' |
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E6. Ong/Ba ¢6 duoc Béc si tw vin dé lua chon
phwong phap diéu tri thich hop khong ?
5. Toi khong nho I ]
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3.6.Trii nghiém chi tra vién phi
A - ~ 2
F1. Bénh vién c6 cong khai cho Ong/Ba biét tat ci nhiing khodn
thu trén héa don thanh toan vién phi khong?
_— |

5. Toi khong de y u

4, BV cong khai day du va chi tiet cac khoan thu tren hoa ‘
don
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F2. Ngoai nhivng Khoan vién phi déng cho Bénh vién,
Ong/Ba c6 chi thém tién boi dwdng cho nhan vién
Bénh vién khong?

1.Co I | - _ : *

2. Khong
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F3. Bénh vién ¢6 hoat dong ho tro vién phi cho
ngudi bénh ¢6 hoan cinh khé khiin hay khong ?

5. Toi khong de y |

4. BV chu dong huong dan thu tuc va ho tro cho nguoi co
hoan canh kho khan

3. Co thu tue don gian thuan tien

I. Khong co '
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3.7.Trai nghiém truéc khi xuit vién

. A A A + F Py A r = -
F4. Khi xuat vién, Ong/Ba ¢6 dwgee nhan vién hwdong dan sir
dung thuoc, ché d fin, cach ty chiim séc khi vé nha khong?

5. Toi khong de v I

4. Duoc nhan vien vy te chu dong huong dan ro rang truoe _
khi xuat vien ‘ !

3. Duoe huong dan, phai hoi them moi duoe huong dan I
ro rang
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F5. Ong/Ba c6 dwge Bac si, Diéu dwdng thong tin, hwéng din
vé nhirng diu hiéu va thoi gian cin quay lai dé tai kham

5. Toi khong de y |

| 4. Duoc huong dan ro rang, khi nao quay lai ngay vatai
kham
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F6. IChi lam thii tuc xuat vién, Ong/Ba c6 gip khé khiin
gi khong?

xuat vien
4. Thoi gian cho giay xuat vien lau

3. Noi thanh toan vien phi 0 xa hoac kho tim

| 5. Toi khong gap bat tien nao trong qua trinh lam thu tue M
= ‘ '
25
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2. Thoi gian cho dong vien phi lau

3.8.Nhén xét chung vé bénh vién

- Piém danh gia trai nghiém chung (theo thang diém tir 0 dén 10)

Gia tri | Giatri i Do
nhe | L€ | 1n Tilg | T8 1 jgch
nhit s nhat % bioh chuin

Ong/Ba danh gia trai

nghigmkhidieutindi | o, | o 490 | 179 | 90 |91
tra tai bénh vién nay

dugc bao nhidu diém?

- Nhan xét: Phan 16n sy mong doi ctia bénh nhan/ngudi nha dé duge dap ing trong dot
didu tri 1An nay (diém dép tng trung binh 1a 90%). Trong do c6 i 1¢ dép tng mong doi cla
bénh nhan/ngudi nha & mac 100% 1a 17.9%

Quay tré lai khim chiva bénh tai Bénh vi¢n Thn sé (n) | Til§ (%)
Chéc chiin khong bao gid quay lai 00 00
Phai quay lai vi khong c6 lya chon khac 01 1.5
Mudn chuyén tuyén sang bénh vién khéc 01 1.5
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C6 thé s8& quay lai hodc khong 9 13.4
Chéc chan sé& quay lai hoic gidi thiéu cho nguoi khac 56 83.6
Tong cong: 67 100

- Két qua dugc héi v& viéc néu ¢6 nhu ciu kham chita bénh twong tu, nguoi bénh c6
quay tré lai didu tri hay khong c6 s6 ty 18 83.6% ngudi bénh chic chin quay tré lai hogc
gidi thiéu cho ngudi khac va ty 1€ 13.4% ngudi bénh tra 161 c6 thé s& quay lai.

3.9.Nhitng ndi dung NB hai long nhit gdm:
+Thai do ctia nhan vién y té rit tn tinh, chu ddo. Bac si c6 trinh d§ chuyén mén gioi,
gii thich bénh nhe nhang, d& hiéu.
+Nhan vién y t& rAt tAn tAm, nhiét tinh, ludn c6 mit kip thoi, ding liac khi nguoi bénh
cén dén. Ngudi bénhdéc biét hai long véi bac si tai Bénh vién.
+Dich vu kham chira bénh c6 chit lugng.
3.10.Nhirng ndi dung NB khong hai long gdm:
- V& Co s6 vat chit:
+Can tang s6 luong may lanh.
4.Giai phap kién nghi
- V& Co s vat chét:
+Phong Hanh chinh quan tri ting cuong khao sat tinh hinh, cap nhét sé lugng may
lanh tai khu vue bj thiéu, xem xét vi tri va bd sung may lanh nhim cai thién van dé thiéu
may lanh, dap tng nhu cAu cta ngudi bénh, ddm bao hai long ngudi bénh khi st dyng dich
vu kham chita bénh tai Bénh vién.
Trén day la toan bd ndi dung bdo cdo két qua khao sat trai nghiém ngudi bénh trong
thoi gian diéu tri ndi tra tai Bénh vién Da khoa Thia Dirc quy III ndm 20257/
Noi nhin:
- Ban Giam doc;

- C4c khoa/phong/don vi;
- Luu VT, P.QLCL (TA, 02b)

TS.BS. Vii Tri Thanh



