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BAO CAO
Keét qua khao sat trai nghiém ngwdoi bénh ndi tri tai Bénh vién
Quy II nam 2026

Cin ctt Cong viin s6 1729/SYT-NVY ngay 04 thang 4 nam 2022 ctia S& Y té Thanh
phd H Chi Minh v& viéc trién khai khao sét trai nghiém ngudi bénh trong thoi gian didu
tri ndi tra tai cac bénh vién trén dia ban Thanh phd Hd Chi Minh;

Can ctr Ké hoach sé 216/KH-BV ngay 14 thang 01 nim 2026 ctia Bénh vién Pa
khoa Thui Burc vé viéce thuc hién khao st su hai long ngudi bénh, thain nhan nguoi bénh va
nhén vién y té nim 2026.

Bénh vién DPa khoa Thii Pirc bao céo két qua trién khai khao sét trai nghiém ngudi
bénh ndi tra tai Bénh vién quy II ndm 2026 nhu sau:

1. Poi twong va phwong phap thu thip so liéu

- C& miu: chon miu ngiu nhién 70 ngudi bénh/ than nhan ngudi bénh/ ngudi cham séc
chinh (dva trén sd lugng givong bénh Kké hoach tai b&énh vién theo yéu cAu cia S& y té).

- Pbi twong khio sat: ngudi bénh hodc thin nhan ngudi bénh/ ngudi chim séc chinh,
dap g cac tiéu chi sau:

+ Nguwoi bénh: Nguoi bénh didu tri ndi tra tai cac khoa 1am sang trong thoi gian tién
hanh khao sat, khéng méc cac bénh lam anh huéng dén nhan thirc va tri gidc (nhu tam than,
ddt quy, hon mé, lo mo, cic tinh trang bénh tt dan dén khong thé tra 101 duge ciu héi...),
hiéu va tra 101 duge bang tiéng Viét, ddng y tham gia khao sat trai nghiém.

+ ThaAn nhin ngwoi bénh hodc ngwoi chim séc chinh: Ngudi trén 18 tudi, nim rd
bénh tinh ngudi bénh, 12 ngudi chim séc chinh ngudi bénh tir lic nhap vién dén khi xuft
vién, hidu va tra 11 duoc bang tiéng Viét, ddng y tham gia khao sat trai nghiém.

2. Tiéu chuin danh gia

Trai nghiém ngudi bénh trong thdi gian diéu tri (Muc A d&n muyc E). Cac cdu hoi
trong phiéu khao sat trai nghiém ngudi bénh trong thoi gian didu tri ndi tr tai Bénh vién
duoc thiét ké c6 5 cau tra 101 véi ¥ nghia nhu sau:

+ Cau 1: trai nghiém khong tdt/chua tich cuc
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+ Cau 2: trai nghiém theo chiéu huéng khong tbt/chura tich cuc
+ Céu 3: trai nghiém theo chiéu hudng tét/tich cuc
+ Cau 4: trai nghiém tdt/tich cuc
+ Céau 5: chua duoc trai nghiém/mét diu
3. Két qua trai nghiém
3.1. Thong tin chung ddi twong
Khéo sat trén 70 ngudi bénh, than nhan ngudi bénh dén diéu tri ndi tri tai Bénh vién

Pa khoa Thu P, thu dugce két qua nhu sau:

e Tén s6 Ty 1€
Bién <& .
ién so @ %)
" . Nguoi bénh 35 50.0
Doi tuong phong van - -
Ngudi nha, than ngudi bénh 35 50.0
_ TP. HS Chi Minh 60 85.7
DPia chi -
Tinh 10 14.3
Nam 42 60.0
Gidi tinh
Nt 28 40.0
<25 tubi 14 20.0
Nhoém tudi Tir 25 — 50 tudi 23 32.9
> 50 tudi 33 47.1
Co 64 914
BHYT
Khong 06 8.6
Lan dau 35 50.0
S6 1an dén kham Tir 2 14n trd 1én 15 21.4
Nhiéu 14n, khong nhé ro 21 28.6
Do dang lfy l(?lﬂam ‘ chita bénh 20 286
BHYT tai bénh vién nay
Do duge cac co sy té khac chuyén
£ 01 1.4
dén
Ly do lya ch(?n bénh vign dé Thong tin trén bao dai, internet 05 7.1
didu tri
sl Ban be, nguoi than gisi thidu 22 31.4
Ban than hodc nguoi than timg diéu
i i e e 31 44 3
tri & bénh vién nay
Khéac:............ 03 4.3
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3.2. Trai nghiém lic nhap vién

B1. Khi méi dén Bénh vién, 6ng/ba dén khoa Kham bénh hay
khoa Cap ciru?

4. Vao Khoa Cap cuu. sau do duoc huong dan ra Khoa |
Kham benh

. 3. Vao Khoa kham benh. sau do duoc chuyen qua Cap cuu

i
. H i
W A R D N
2. Tai Khoa Kham benh - [
R

1. Vao Khoa Cap cuu ]

B2. Ong/ba c6 dwge giai thich Iy do nhip vién?

. 5. Do toi (hoac gia dinh) yeu cau BS cho nhap vien I ‘

‘ |
| ;
0.0 20,0 40,0 60,0 80,0 100,0

B3. Tir lic Bac si thong bio nhip vién, Ong/Ba ché bao nhiéu
phit méi dwge nhiap vao Khoa Noi tra?

Khoéng che I

| I | i ; f
| i | i I |

|

0,0 20,0 40,0 60,0 80,0 100,0

1200

1200 |
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B4. Khi nhap vao Khoa Ngi trua, sau khodng bao nhi€u phat
thi Bac s kham cho Ong/Ba?

Khéng che .

0,0 20,0 40,0 60,0 80,0 100,0 120,0

B5. Khi m&i nhép vao Khoa ndi tri, Ong/Ba ¢6 dwoe Bac si
gidi thich tinh trang bénh va hudéng dieu tri khong?

4. Duoc BS chu dong giai thich ro rang

0,0 20.0 40,0 60.0 80.0 100,0 120.0

B6. Ong/ba nhin thiy viéc cong khai gia cic dich vu ky
thuat ciia bénh vién nhw the nao?

f

5. Toi khong quan tam den gia l

3. Co bang cong khai gia nhung khong day du l

00 100 20,0 30,0 40,0 500 600 70,0 800 90,0 1000
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B7. Ong/Ba c¢6 dwoce nhin vién y té gidi thich cac khoan
BHYT chi tra, cac khoan ngwoi bénhphai ty chi tra?

' 4. duoc nhan vien y te chu dong giai thich ro rang _
0 20 40 60 80 100

B8. Khi nhiap Khoa Ngi tru, Ong/Ba cdm nhén thai do cia
nhin vién y té doi v&i nguwoi bénh nhu the nao?

5. Toi khong co y kien l

|
i

! i
ey
3. Binh thuong . §
| |
0 10 20 30 40

50

60 70

80 90

3.3. Trai nghiém co s& vt chit — phwong tién phuc vu ngwdi bénh

khong?

2. Toi nam ghep. sau do duoc nam giuong rieng (Nam ghep

trong bao nhieu ngay ?)

0.0

| |

§

| i

1 H

{ i
i

| i

|

1

20,0

C1. Ong/Ba c6 phai nam chung giudng véi ngudi bénh khac

40.0 60,0

30,0 100,0

120

100

120,0
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C2. Ong/Ba danh gis tinh trang nha vé sinh trong Bénh vién
nhuw the nao?

5. Toi khong de y I

3. Chap nhan duoc, thinh thoang bi ban trong thoi gian
ngan

0,0 10,0 20,0 30,0 40.0 50.0 60,0 70,0

C3. Bénh vién ¢6 trang bi dung dich riva tay (dung dich sat
trung) tai phong bénh khong?

3. Co, nhung vi tri dat chua duoc thuan tien

2. Luc co, luc khong

0,0 10,0 20,0 30,0 400 50.0 60,0 70,0 80.0  90.0

C4. Trong thoi gian nim vién, Ong/Ba cam thy tinh hinh an
ninh trat tw cia Bénh vién nhw theé nao?

|
E:

5. Toi khong de y | NN
4. Benh vien co kiem soat nguoi ra vao khoa |
3. Co quy dinh gio ra vao khoa

2. Co nguoi buon ban hang rong ra vao khoa

1. Co nguoi bi mat trom

o _
=] =]
—_ — ——— SE——
[==)
I =
w2 = E
=

40 50 60 70



Cs. Ong/Bﬁ nhén xét nhw thé nao vé cic dich vu tién ich cia
Bénh vién?

5. Toi khong de y

3. Dich vu da dang nhung gia cao hon ben ngoai

4. Cac dich v in e Kha s dang va g hop 1y |
| [ { - i
i | | i ;

2. Chi co | den 2 dich vu, gia cao hon ben ngoai

=
=
o
=
[ wa
| &
=
=
W
S

C6. Bénh vién ¢6 hoat dong hd trg ngwoi bénh c6 hoan cinh
kho khiin trong sinh hoat hang ngay khong?
3. Toi khong de y -

{
i

4. BV thuong xuyen ho tro com va cac tien ich toi thieu —

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

?

£
it
2. Thinh thoang co - i
i

1. Khong co I

0 10 20 30 40 50 60 70

C7. Vao budi téi, Bénh vién c6 yén tinh dé nguwdi bénh nghi
ngoi khong?

i
5. Toi khong de y . 7
¥ H
| | ;
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i |
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C8. Theo cim nhin ciia Ong/Ba, Bénh vién nay co dat tiéu
chi "xanh - sach - dep'' khong?

5. Toi khong de v

4. BV co nhieu cay xanh. sach va dep

0.0 10,0 20,0 30,0 40.0 50.0

3.4.Tinh thin thii dd phuc vu ciia nhan vién y té

D1. Trong thoi gian niam vién, Ong/Ba ¢6 dwoc nhén vién y té
doi xir tir té va ton trong khong?

5. Toi khong co y kien I

600

4. Nhan vien deu doi xu tu te va rat ton trong nguoi benh —

3. Chap nhan duoc -

2. Thinh thoang, tuy nguoi | . | i

0 10 20 30 40 50 60 70 80

D2. Trong thi gian nam vién, Ong/Ba ¢6 dwoc Bac si, diéu
dudng giai thich rd rang vé tinh trang va dién tién bénh
khong?

|
|

3. Khong duoc giai thich, phai hoi moi duoc giai thich ro I

0,0 20.0 40.0 60,0 80,0 100,0

90 100

120,0



9
D3. Khi Ong/Ba ¢6 thiic méic vé tinh trang bénh ciia minh,

()ng/Bét ¢6 duge Bac si hodic Piéu dudng tra 1o thoa ding
khong?

5. Toi khong co thac mac gi I

1 .
‘ 4. Bac si, dieu duong luon tra loi thoa dang nhung thac mac _
1 cua nguoi benh _ : ' i ‘
3. Co. chap nhan duoc I

0,0 20.0 40,0 60,0 80.0 100,0 120.0

D4. Ong/Ba c6 bao gid nhén ciu tra 1o trai nguwge nhau tir
cdc Bac si, diéu dudng vé tinh trang bénh ciia minh khong?

5. Toi khong co thac mac gi . | | 1' '

4, Cac cau tra loi cua BS, DD ve tinh trang benh rat thong
g nhat nhau

]
i
i

10 20 30 40 50 60 70 80 90 100

| © e

3.5.Két qua trai nghiém hoat dong kham chira bénh

E1. Ong/Ba ¢6 dwgc Béc si giai thich Iy do sir dung thube §
khong?

| | % | i
| | | |

(=}

20 40 60 80 100 120
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E2. ()ng/Bé co dwoc Bac si gidi thich ly do s& thuwe hién xét
nghiém, can lam sang?

3. Co. nhung giai thich chua ro I

0.0 20.0 40,0 60.0 80.0 100,0 1200

E3. Bac si ¢6 giai thich Iy do trwéc khi thue hién phiu thuit
hodc thi thuit khong ?

- 5. Toi khong co lam phau thuat hoac thu thuat . 5 : f : ‘

%

0 10 20 30 40 50 60 70 80 90 100

E4. Trong thoi gian nam vién, (j)ng/Bzi c6 dwge didu dudng
hwong dan sir dung thuoc hang ngay khong?

4. Dieu duong huong dan cach su dung thuoc rat ro rang
hang ngay
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ES5. Khi ¢6 nhiing triéu chirng bat thwong, Ong/Ba c6 dwoe
Bac si kham lai ngay khong ?

| 5. Toi khong co frieu chung bat thuong nao can bao BS l 5

|

{ 1 1 i H 1
i i i { i H
i i H i ¥

i
i
{
H

E:

3. Bac si co kham lai, nhung khong kip thoi I

i

0 10 20 30 40 50 60 70 80 90 100

Eé. Ong/Bﬁ c6 duge Bac si tw van dé lya chon phuong phap
diéu trj thich hop khéng ?

| : i ! : |
i : i : i !

4. BS tu van rat ro rang va day du ; =
i | ; i ! 4*‘- >

1 i é

3. BS tu van con chung chung |

0,0 20.0 40,0 60,0 80,0 100.0 120,0

E7.Bénh vién ¢6 dam bdo sy riéng tw cho ngwoi bénh khi
Bac si thim kham hoiic Dieu dudng chiam séc khong?
5. Toi khong de v I | ; |

i
i | i |
i ¢ H |
i | i i

. 4. BV rat ton trong su rieng tu cua nguoi benh —

3. Co, chap nhan duoc - ‘E | ‘ E

0 10 20 30 40 50 60 70 80 90 100
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3.6.Trai nghiém chi tra vién phi

F1. Bénh vién ¢ cong khai cho Ong/Ba biét tit ci nhiing
khoédn thu trén héa don thanh toan vién phi khong?

4. BV cong khai day du va chi tiet cac khoan thu tren hoa _
don

3. Co. cong khai day du nhung khong chi tiet l

2. Co, nhung cong khai khong day du I

i

0 10 20 30 40 50 60 70 80 90 100

F2. Ngoai nhitng khoan vién phi dong cho Bénh vién, Ong/Ba
¢6 chi thém tién boi dudng cho nhin vién Bénh vién khong?

1. Co I

0.0 20,0 40,0 60,0 80,0 100,0 120.0
F3. Bénh vién c6 hoat dong ho trg vién phi cho ngudi bénh cé
hoan cinh kho khan hay khong ?

5.Toi khong de y _ g
{1 —
4, BV chu dong huong dan thu tuc va ho tro cho nguoi co ' f : !
hoan canh kho khan _: : 1 :

3. Co, thu tuc don gian thuan tien l

2. Co, nhung thu tuc kho khan va mat nhieu thoi gian '
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3.7.Trii nghiém trwée khi xuit vién

F4. Khi xuat vién, Ong/Ba c¢6 dwgc nhin vién hwong dan sir
A A zA w r - r « A b ~
dung thuoc, cheé d§ idn, cach tw chim séc khi vé nha khong?

. 4. Duoc nhan vien y te chu dong huong dan ro rang truoc
khi xuat vien

|

0,0 20.0 40,0 60.0 80.0 100,0 120.0

FS. C)ng/Bﬁ c6 duwge Bac s, Piéu dudng thong tin, hudéng
din vé nhitng diu hiéu va thoi gian cin quay lai dé tai kham

5. Toi khong de y I ' ; : 5

4. Duoc huong dan ro rang khi nao quay lai ngay va tai —
kham ] 7 : i

| 3. Duoc huong dan. phai hoi them moi duoc huong dan ro I
- rang

0.0 20.0 40,0 60,0 80.0 100,0 1200

F6. Khi lam thi tuc xuit vién, Ong/Ba c6 gip khé khiin gi
khong?

i H | i | i

| 5. Toi khong gap bat tien nao trong qua trinh lam thu tuc —
f xuat vien ; 1 ! ; : i i [

i
4. Thoi gian cho giay xuat vien lau -

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

H
i
i

2. Thoi gian cho dong vien phi lau [ E

0,0 10,0 20,0 30.0 40,0 50.0 60,0 70.0 80,0 90,0

.....
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3.8.Nhén xét chung vé bénh vién

- Piém déanh gié trai nghiém chung (theo thang diém tir 0 dén 100)

Gia tri | Giatri o Do
o | T | T T
nhat nhat chuan
Ong/Ba danh gia trai
n‘%fhle.m}(h ' df‘futr% e 70 2.9 100 7.1 93,8 6.0
tri tai bénh vién nay
duoc bao nhiéu diém?

- Nhan xét: Két qua khao sat diém danh gia trai nghiém noi tra trung binh dat 93,8/100.
Trong d6, c6 7,1% ngudi bénh danh gia & mirc hai long tuyét d6i 100 diém va chi ¢6 2,9%
danh gia & muc thép nhat 1a 70 diém. Két qua nay phan 4nh ning lyc cung cép dich vu y

té clia Bénh vién dang dap tmg kha tdt ky vong ctia ngudi bénh.

Quay tré lai kham chira bénh tai Bénh vién Tén sé (n) | Tilé (%)
Chic chan khong bao gid quay lai
Phai quay lai vi khdng ¢6 lwa chon khac
Mubdn chuyén tuyén sang bénh vién khac
C6 thé s& quay lai hodc khong 9 12.9
Chic chin s& quay lai hodc gi6i thiéu cho nguoi khac 61 87.1
Tong cong: 70 100

- Nhin xét:Trong tong s6 70 ngudi duoc khao sat, da sé ngudi bénh/ngudi nha c6 xu
hudéng tiép tuc lya chon bénh vién trong cac l4n kham chira bénh tiép theo. Cu thé, c6
87,1% ngudi cho biét chic chin s& quay lai hodc gidi thidu cho ngudi khac, trong khi
12,9% con lai cho biét ¢6 thé s& quay lai hodc khong. Khong ghi nhan truong hop c6 y dinh
chuyén sang bénh vién khac hodic khdng bao gitr quay lai. K&t qua nay minh ching rd nét
cho su hai long va tin nhiém clia ngudi bénh ddi véi chat lugng kham chita bénh tai don
vi.

4. Tong hop cic y kién dong g6p, phan hoi clia ngwdi bénh, ngwoi nha:

Qua qué trinh khao sat va thu thap ¥ kién, Bénh vién ghi nhan phn 16n phan hdi tich
cuc tir phia ngudi bénh va ngudi than dbi véi chéit luong cung tmg dich vu y té. Cu thé,
nang lyc chuyén mon va ki ning giao tiép ctia doi ngil y béc si duoce danh gia cao qua cong

tac tu vAn, giai thich bénh ly t& rang, chuén muc. Podng thoi, lue lugng didu dudng ludn
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thé hién tinh than trach nhiém, thai d6 phuc vu tdn tdm va kip thoi c¢6 mat hd tro nguoi
bénh trong sudt qua trinh didu tri. Tuy nhién, bén canh két qua diéu tri, qud trinh khao sat
cling tiép nhan mét sé ¥ kién dong gbp yéu ciu cai thién dbi voi khu vue nha vé sinh chung.
5. Giai phap kién nghi

- Tiép tuc phat huy ning lwc chuyén mon va thai do phyc vu tdn tAm ctia ddi ngil y,
bac si, ddng thoi ting cudng bdi dudng k¥ ning giao tiép, img x&r nham cing cd niém tin
va khdng ngimg nang cao sy hai long cua nguoi bénh.

- Phong Hanh chinh quan tri phéi hop cing céc don vi lién quan ra soét, ting cudng
tan sudt kiém tra, giam sét cong tac vé sinh tai cdc khu vyc nha vé sinh céng cong va cc
budng bénh, dam bao duy tri méi truong y té sach s&, thong thoang, dap Gmg yéu cau phuc
vu ngudi bénh.

Trén day 1a toan bd ndi dung béo céo két qua khio sat trai nghiém nguoi bénh trong
thoi gian diéu tri ndi tri tai Bénh vién Pa khoa Thi Ptrc quy IT nim 2026./.

Noi nhin: 5, GIAM POC-ju
- Ban Giam doc; /“)H"”‘ {M P L.
//ﬂ @ 0ocC

- Cac khoa/phong/co sd;
- Luu VT, P.QLCL (PT, 02b)
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