SO Y TE PONG THAP CONG HOA XA HQI CHU NGHIA VIET NAM

BENH VIEN PKKV THAP MUOI Péoc lap - Tw do - Hanh phiic
Sb: 190/BC-BVTM Thap Muoi, ngay 25 thang 12 nam 2023
BAO CAO

Két qua khao sat hai 10ng ngudi bénh ngoai tri Quy IV nim 2023

Thuyc hién K& hoach s6 23/KH-BVTM ngay 10/02/2023 cta Bénh vién
DKKV Thap Muoi vé khao sat hai 10ng ngudi bénh va nhan vién y té nam 2023,

Véi muc dich nang cao chat lwong phuc vu nguoi bénh, bénh vién tién
hanh khao sat danh gia sy hai 1ong ctia ngudi bénh khi dén kham va diéu tri tai
khoa kham bénh ¢ 5 tiéu chi: Kha nang tiép can, Sy minh bach thong tin va thu
tuc kham bénh, diéu tri; Co s& vat chit va phuong tién phuc vu nguoi bénh, Thai
d6 ung xir, ning luc chuyén mon ciia nhan vién y t&; Két qua cung cap dich vu.

_ Khao sat dugc tién ‘hanh tai khoa Kham bénh. Nguoi bénh duge chon
ngau nhién, duoc phong van tryc ti€p qua bd cau hoi cia Bo Y t€ xay dung; da
€6 200 ngudi bénh ngoai tri tham gia phong van va thu dugc két qua nhu sau:

|. THONG TIN CHUNG NGUOI BENH:
1.1. Ty 18 gi6i tinh va ty 1¢ sir dung bao hiém y té
Ty 1€ gidi tinh Ty 1€ sir dung BHYT

Nir
67.34%

97.50%

Nhan xét: Nir gi6i chiém 67,34% s6 ngudi bénh dén kham, diéu tri. Pa s
nguoi dén kham co6 sir dung BHYT vé1 ty 1€ 97,5%.

1.2. Ty 18 nhém tudi

Nhém tudi S6 ngwdi bénh (n) Ty 18 (%) Tuoi trung binh
18-30 37 18,50
31-45 71 35,50 45,55 + 15,07
46-60 40 20,00 Min: 18
>60 52 26,00 Max: 73
Tong cong 200 100

Nhan xét: DO tudi trung binh clia nguoi bénh dén kham la 45,55 tuoi.
Nguoi tir 31-45 tudi chiém ty 1€ cao nhat 35,5%, ti€p dén la nhom nguoi > 60
tudi chiem 26%



1.3. Ty 18 khoang céch tir noi sinh song dén bénh vién

Nhém tubi  Séngudibénh (n) Ty I¢ (%) trﬁﬁgﬁﬁﬁ?ﬁl@
<2km 0 0,00
2 km — dwéi Skm 19 9,50 10,12 + 4,1
5 km — dwéi 10 km 81 40,50 Min: 02
Tur 10 km tré lén 100 50,00 Max: 18
Tong cong 200 100

Nhan xét: Khoang cach trung binh phai di chuyén tir nha dén b@nh vién cla
nguoi bénh la 10,12 km. SO nguoi bénh ¢ khoang cach > 10 km chieém ty 1€ cao
nhat 50%. Da s6 nguoi bénh dén kham 1a tir cac xa trong dia ban va lan can

1.4. Ty 1¢ nhom bénh dwgc khao sat:
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Nhan xét: Cac ddi twong dugc khao sat chiém ty 1& cao nhit 13 nguoi
bénh kham Noi khoa (30%), cac chuyén khoa khac gom: YDCT (22%), LCK
(13,5%), Nhi (12,5%), Ngoai (12%), Phu san (10%),
I1. TY LE HAI LONG KHI SU DUNG DICH VU Y TE:

Bang 2.1. Ty 1€ hai long chung ctia nguoi bénh ngoai tra
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A. Khanang tiép can  B. Swminhbach  C. Cosd vatchatva D.Thai doungxava E. Két qua cung cap Trung binh
théng tin va thi tuc  phwong tién phuc vu nang lwe chuyénmoén dich vu
KCB nguoi bénh cua NVYT

Nhén xét: Ty 1¢ hai long chung Quy 1V/2023 la 94,75% cao hon so véi
Quy 111/2023. Trong do phan “D. Thdi d¢ vng xw va nang lyc chuyén mon cua
NVYT” dat ty 1é cao nhat 96,53%. Thap nhat 1a phan “A. Khd ndng tiép cdn véi
dich vu y té” ctia nguoi dan (93,28%).
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Bi¢u dd 2.2. T I¢ hai long phin A. Khi niing tiép cin

BQuy 111-2023  @Quy IV-2023

98.80 0830 99-70
g9.20 220 91.22
78.70 78.90
Al.Cac bié"n’béo, chi A2.Cac sodd, bién bao A3.Cdc khéi nha, gﬁu A4.Céc 161 ditrong BV, A5.Co thé tim hiéu cac Trung binh
dan dwong den BV 18 chi dan dwong dén cac thang duge danh s6 15 hanh lang bang phang, thong tin va ding ky
rang, dé nhin, dé tim. khoa, phong trong BV rang, dé tim. dé di. kham qua dién thoai,
13 rang, dé hiéu, dé tim. website bénh vién.

Nhan xét: Tiéu chi “A5. Co thé tim hiéu thong tin va dang ky kham qua
dién thoai, website bénh vién” c6 ty 1€ hai long thap nhat 78,9%. Tiéu chi “A4.
Cdc loi di trong BV, hanh lang bang phang, dé di” co ty 1¢ hai 1ong cao nhat
99,7%. Pon vi da c6 hé thong dat kham qua dién thoai (img dung dung chung
cua Nganh y té), cong tac tuyén truyén cua bénh vién di dugc trién khai, co
phan cong can bd hudng dan tai khoa kham bénh. Tuy nhién, ty 18 str dung tng
dung dang ky kham qua dién thoai chua cao.

Biéu dd 2.3. T§ 18 hai long phén B. Sw minh bach thong tin va thii tue KCB
BQuy I11-2023  @Quy IV-2023
98.50 98.6099:50
9710 9;;098 20 05.2095.10 = B 95.9095.70 04005, 0y 0550 03002520 03.5394.23
5 47608840 5 5 ] ] st g
2 ¢ 2 2 - oo 2
)sz}\ )yzsﬁ\ §§§ )ygé -2U83.70 §§§
s s 2 s o
s S e s o o
L G 5 o < i
L G 2 S < i
L G 2 G < i<
XL L S5 o 8 i
L G S o i i
5 , i 5 5 5 ] |
BlQuymnhKB B2.Céc quy trinh, B3.Gid dlchmy B4NVYTuep B5.Duoc xép hang B6Dauhg1a thoi B7Dau{\gla thoi BSDaL\hgla thoi B9Dauhg1a thot BlOBanL\gla thoi Trung binh

duge niem yét 1o thu tue KB duge  té niém yét 1o don, hwong dan  theo thit e khi  gian cho doilam  gian cho toi lugt  gian dwoc bac  sY gian cho lam xét  gian che nhan két

rang, cong khai, d& cai cach don gian, rang, cong khai.  nguoi bénh lam lam céc tha tye  thu tuc dang ky bdc sy khdm. kham va tw van.  nghiém, chiéu  qua xét nghiém,

higu. thugn tién. céc thu tucniém  dtang ky. ndp tién, kham. chup. chiéu chup.
10, tan tinh. KB, XN.CPHA.

Nhan xét: Ty 1€ hai long trung binh Quy 1V/2023 la 94,23%, cao hon
Quy 111/2023 va dat muc tiéu >85%. Tiéu chi “BI10. Danh gia thoi gian cho
nhdn két qua XN, chiéu chup” c6 ty 18 hai 10ng thap nhat chi dat 83,7%. Tiéu chi
“B3. Gid dich vu y té niém yét ré rang, céng khai” c6 ty 1& hai long 1a 88,4%,
can tiép tuc ra soat dé nang cao chét lugng. Cac tiéu chi con lai déu dat muc tiéu
O muc cao



Biéu dd 2.4. Ty 1¢ hai long phin C. Co s& vt chat va phwong tién phuc va ngwdi bénh
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C1.Co phong/sanh C2 Phong chd ¢6 C3.Phong ch co C4.Phong che cd C5.Duge baodam  C6.Nha vé sinh  C7.Mdi trudng C8.Khu kham Trung binh
ché kham sach s€, di ghé ngdi cho quat (dieu héa)  cdc phwongtién  swriéng twkhi thuén tién, st dung trong khuénvién bénh bao dam an
thoang mat vao  nguoi bénhva s day du, hoat dong  giip nguoi beénh  kham bénh, chiéu  tt, sach s&. bénh vién xanh, ninh, trat tu,

mua he; kin gi6 va dung tot. thuong xuyén. ¢ tam [y thoai chup, lam thu sach, dep. phong ngtra trom
Am 4p vao miia mai nhat ti-vi, thuat. cép cho ngudi dan.
dong. tranh anh, to 1oi,
nde udng. ..

Nhin xét: Ty 1& hai long cac tiéu chi phan C dao dong tir 85,5% dén
99,8%. Tiéu chi “C6. Nha vé sinh thudn tién, sir dung tot, sach sé” c0 ty 1é thap
nhét 85,6%. Nha vé sinh bj danh gia van con do, $6 luong nha v¢ sinh khoa kham
bénh it so v6i nhu cau thyc té. Tiéu chi “C2. Phong cho ¢d d ghé ngéi cho nguoi
bénh va sir dung tot” c6 ty 18 hai 1ong cao nhat v6i 99,8%. Khu vuc vé sinh can
duoc quan tam cai thién.

Biéu dd 2.5. Ty 1& hai long phan D. Thai d§ ing xir, ning lyc chuyén mén ciia NVYT
DQuy I1-2023  @Quy IV-2023
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D1.Nhan vién y t& (bsc  D2.Nhén vién phucvu  D3.Duge nhan vién y té D4.Ning luc chuyén mén Trung binh
sy, diéu dudmg) ¢ 161 (ho Iy, bao vé, ke toan...) ton trong, doi xircong  ciia bic sy, diu dudng
noi, théi do, giao tiép  ¢6 101 noi, thai do, giao béng, quan tim, gitp d&.  dap g mong doi.
ding mure. tiép dung mure.

Nhan xét. Ty 1€ hai long trung binh khia canh nay 1a 96,53%, cao hon so
v6i Quy 1V/2023. Tiéu chi “DA4. Ndang luc chuyén mén ciia bdc sy, diéu duong
ddp 1img mong doi” ¢o ty 18 hai long thap nhat 95,2%. Pon vi can tiép tuc cai
thién trinh do chuyén mon, phat trién thém céc k§/ thuat moi. Viée giao tiép, ing
xu cua nhan vién y té dugc ngu’m bénh danh gid 1a kha tot tiéu chi “Dl Nhan
vién y té (bac sy, diéu dwong) cé 16i néi, théi do, glao tiép diing muc’ "va “D2.
Nhan vién phuc vu (hé 1y, bio vé, ké toan...) c6 10i ndi, thai do, giao tiép ding
myre” ¢ ty 18 hai 10ng 1a 99% va 96,6%. Pa sé moi ngudi déu dénh gia NVYT
giao tiép t6t nhung van c6 mot bd phan nho phan anh vé giao tiép va huéng dan
diéu trj cho nguoi bénh
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Biéu d6 2.6. T¥ 1¢ hai 1ong phén E. Két qua cung cap dich vu

BQuy II1-2023  EBQuy IV-2023

9830 9950
9120 9570 :

91.50

92.10

97.20

98.30

95.30 9640

E1.Két qua kham bénh da E2.Céc héa don, phiéu thu, E3Panh gid mitc ddtin ~ E4.DPanh gid mite d6 hai

dép g duge nguyén vong don thude va két quaKB  tuong vé chat lwong dich long vé gia ca dich vu y té.

ctia Ong/Ba. dwge cung cap day di, 1o
rang va duoc giai thich.

vu

y te.

Trung binh

Nhan xét: Nhin chung bénh nhan twong ddi hai long vé dich vu kham

chita bénh tai bénh vién, vai ty 1€ hai long 1a 96,4% cao hon quy Quy 1V/2023

50 Ty
STT Noi dung nguoi (% )'
bénh
1 | Chac chan khong bao gid quay lai 0 -
2 | Khong muodn quay lai nhung c6 it lva chon khac 0 -
3 | Co thé s& quay lai 0 -
4 | Chac chan sé& quay lai hodc gidi thiéu cho nguoi khac 200 100
5 | Khac (Nén di bénh vién hay bac si tu) 0 -
Tong cong 200 100

thién.

véi Quy 11172023 (93,74%) va cao hon muc tiéu >85%

Nhan xét: Dot khao sat nay c6 100% ngudi bénh va nguoi nha dugc phong
van chac chan s€ quay lai kham chira bénh vao lan sau. Cho thay da c6 nhiéu cai

I1l. KET LUAN:

- - Nu gidi chiém 67,34% s nguoi bénh dén kham, diéu tri. Da sd nguoi
dén kham c6 sir dung BHYT voi ty 1€ 97,5%
- P6 tudi trung binh ctia ngudi bénh dén kham 1a 45,55 tudi

- Hau hét nguoi bénh dén kham c6 nha xa bénh vién > 10 km
- Ty 1€ hai long ngudi bénh ngoai tr Quy 1V/2023 la 94,75% cao hon so

- Phan “D. Thai do ung xtr va nang lyc chuyén mon cuia NVYT” dat ty 1¢
cao nhat 96,53%. Thap nhat 1a phan “A. Kha nang ti€p can vai dich vu y t€” cua
nguoi dan (93,28%)

IV. MOT SO VAN PE UU TIEN GIAI QUYET:
- Nguoi bénh chua c0 thoi quen dang ky kham qua dién thoai.

- Nha v¢€ sinh chua dam bao sach s€, thuan ti¢n cho ngudi bénh sir dung.

- Cai thién thoi gian kham bénh va thoi gian cho can 1am sang, phat thude




V. PE XUAT, KIEN NGHI:

D¢ xuat Ban giam doc chi dao cac b phan c¢6 lién quan thyc hién mot so6
noi dung sau:

- Phong Cong tac xa hoi, Khoa Kham bénh tuyén truyén cho nguoi dan vé
loi ich cua dang ky kham bénh qua dién thoai bang hinh thirc t6 chirc budi tuyén
truyén, tuyén truyén trén website bénh vién hodc thiét ké to roi..

- T6 chiam s6c khach hang ting cuong hd tro, dam bao thuc hién dung
theo lich dugc phan cong

- biéu dudng truong khoa Kham bénh thudng xuyén kiém tra, giam sat va
nhac nhé nhan vién cong ty v¢ sinh tang cuong cong tac v¢ sinh.

- Khoa Kham bénh, Xet nghiém, phong Quan ly chat luong phdi hop cai
tién cong tac giam thoi gian chd két qua xét nghiém

- Khoa Dugc danh gia lai quy trinh cp phat thudc ngoai trt, bd sung nhan
luc gio cao di€m budi sang

Trén déy la bao cao ket qua khao sat hai long ngudi bénh ngoai tri Quy
IV nim 2023 va cac van dé can dugc uu tién giai quyét dé nang cao két qua hai
10ng nguoi bénh trong thoi gian sap téi./.

Noi nhgn: ____GIAM POC
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- Céc khoa, phong (thuc hién); % FENH VIEN\ N\ ,
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