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I. THONG TIN KHAO SAT HAI LONG QUY I NAM 2021
1.1 Thong tin dot khao sat:

Poi twon 2 \ Thoi gian | C&
SIS Pia diém khao sat g > | Pon vi thue hién
khao sat tién hanh | mau ’ :
o T6 QLCL
Nguoi bénh . ) 08/03 — ,AQ N
. Khoa Kham bénh 100 | Bi€u dudng
ngoai tra 19/03/2021 )
: cac khoa
L N - | T6 QLCL
Neguoi bénh | 04 Khoa noi tra: Khoa ICU, | 08/03 — 0 D(_);Q .
i .2 , iéu n
noi tra CTCH, VIP, Noi tong quat. 19/03/2021 . &
cac khoa
Nguoi T6 QLCL
SUOLIE q 08/03 0 QLCI
sinh con tai Khoa San 20 | biéu dudng
" A 19/03/2021 ) ‘
bénh vién cac khoa
1.2 Thong tin nguwdi bénh/than nhan:
Ngoai tra Noi tra Me sinh con
Chi s6 khio sat 100 80 20
N % N % N %
25 Nam 44 44.0% 37 46.3% 0 0.0%
G161 tinh
Nit 56 56.0% 43 53.8% | 20| 100.0%
<17 tubi 2 2.0% 0 0.0%| 0 0.0%
Tudi 18 - 59 tudi 87 87.0% 64 80.0% 20 100.0%
> 60 tudi 11 11.0% 16 20.0% 0 0.0%
il <7 ngay 74| 92.5% | 20| 100.0%
ong s ngay
o o 8 - 13 ngay 4 50%| 0 0.0%
nam vien
> 14 ngay 2. 2.5% 0 0.0%
Udc tinh khoang cach | <10 km 69 69.0%
tir noi sinh sdng dén 11 -99 km 27 27.0%
BV > 100 km 4 4.0%
e ~ 0
Sir dung thé BHYT Co 33 33.0% 39 48.8% 9 45.0%
Khong 67 67.0% 41 51.3% 11 55.0%




Trong quy 1 ndm 2021, ddi véi khao sat ngoai trti tai Khoa Kham bénh, nguoi bénh & d6 tudi lao

dong dén kham va diéu tri chiém 87% va da sb 1a nit (56%), phan 16n déi twong khao sit (69%) la

ngudi bénh dang sinh séng trong pham vi gin bénh vién (<10 km) va chi c6 33% ddi tuong khao sét
c6 tham gia BHYT.
Déi v6i nguoi bénh noi trd tai cac Khoa ICU, CTCH, VIP va Noi tdng quat, khao sat chiém da sb

1a nir (53.8%) va chii yéu 12 ngudi trong do tudi lao dong (80%). Tong sb ngay nam vién nodi tra trung

binh 4.03 + 3.20 ngay, trong d6 ty 16 nim vién <7 ngay chiém 92.5%. Ty 1€ nguoi bénh ndi tra tham
gia BHYT la 48.8%.

Riéng khdo sat ngudi me sinh con tai Khoa San, nguoi bénh 100% trong do tudi lao dong va ndm

vién it hon 7 ngay. Ty 1& ngudi me sir dung BHYT chi chiém 45%.
II. KET QUA KHAO SAT HAI LONG QUY I NAM 2021

1. Két qua khio siat chung cho nguwdi bénh ngoai tri — ndi tra — me sinh con.

T Théng ké NGOAITRU |  NOITRU ME SINH CON |
T Q4/2020 | Q1/2021 | Q4/2020 | Q1/2021 | Q4/2020 | Q1/2021 |
1 | Téng diém trung binh chung 4.16 4723 4.47 4.36 4.31 443
2 | Ty I¢ hai long chung (%) 90.97 98.58 96.98 98.75 | 9842 100
3 (1;};)16} nguoi bénh chua hai long 903 | 1;’42' ) 195 ‘ 158 0
Piém trung binh theo ting phin
A.Kha nang tiép can 4.09 4 4.42 4.35 4.25 438
B. Su minh bach théng tin va thu .
o K i, G 416 | 419 | 442 4.34 4.18 4.40
C. Co s& vat chat va phuong tién . .
Wi A : 417 | 428 4.49 433 4.26 4.33
4 phl’f(.: vuAng,ucn b¢{1h _ . . .
D.Théi 40 img xir, ndng lyc| ., [ 453 4.44 422 4.45
chuyén mon ctia nhan vién y té ) . ) : ' :
E. Két qua cung cdp dich vu 4.20 417 4.47 4.34 4.46 4.50
G. Néang luc chuyén mon cua
NVYT ) } = = 4.29 4.43
H. Két qua ndm vién - - 4.47 143
5 ;I;;;)le hai long so véi mong doi 93.8 9260 043 9450
6 2;};)1@ ngudi bénh s€ quay tro lai - ’ ";98,.7‘5‘1 00 = l




e NGOAI TRU  ++ @+ NOI TRU

A. Khé néng tiép cén
5

4.5

B. Sy minh bach théng tin

E. K&t qué cung cép dich il . A i
e & cap i va tht tuc khéam bénh, dicu

Vi .
: tri

D. Théi d¢ g xtt, nang 7 C.Cosg vat chat va

lire chuyén mén cua nhén ‘ phuong tién phye vu ngudi

vién y (¢ bénh

Téng diém hai 1ong trung binh chung va ty 1¢ hai long chung ctia ngudi bénh ngoai tru quy 1/2021
tang cao hon so v&i quy 4/2020 tir 4.16 tang 1én 4.23 (90.97% tang 1én 98.58%). Nguoi bénh hai long
nhit & phan C — Co s& vat chét va phuong tién phuc vu ngudi bénh (4.28) va phf?m D — Thai d6 ung
XU, ning luc chuyén mén cia NVYT (4.28). Phin E — Két qua cung cép dich vu (4.17) ¢6 sb diém
hai long thdp nhat va thip hon quy 4/2020 (4.17 so v&i 4.20). Ty 1¢ ngudi bénh ngoai tri quy 1 hai
long so véi mong doi 1a 89.06%.

Nguoi bénh ndi tra ¢6 téng diém hai long trung binh chung thip hon so véi quy 4/2020 tix 4.47
giam con 4.36. Tuy nhién, ty 1& hai long chung cta quy 1/2021 téng cao hon (96.98% tang lén
98.75%). Trong do, nguoi bénh hai long cao nhit vé& phan D - Thai d¢ tmg xt, ning luc chuyén mon
cua NVYT (4.44) va hai long thdp nhat phin C — Co s& vét chét va phuong tién phuc vu ngudi bénh
(4.33). Ty 1& nguoi bénh ndi tru hai long so v6i mong doi la 92.6%.

Ngudi me sinh con ¢6 ty 1€ hai long chung dat 100% va téng diém hai 1ong trung binh chung tang
cao hon quy 4/2020 (4.31 tang 1én 4.43). Trong do, phin E — Két qua cung cAp dich vu nguoi me hai
10ng cao nhét (4.50), muc hai long thip nhit 1a phan C — Co s& vt chét va phuong tién phuc vu nguoi

bénh (4.33). Ty 18 hai long so v&i mong doi clia ngudi me sinh con chiém 94.50%.
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2. Phén tich hai long theo tirng khoa diéu tri va sit dung thé BHYT

Diém TB chung C6 BHYT Khong BHYT |

I. NGOAI TRU
Khoa Kham bénh 4.23 4.20 4.24
II. NOI TRU
Khoa CTCH 4.29 4.22 435 |
Khoa ICU 4.31 4.33 4.28
Khoa Noi TQ 4.47 4.46 4.52
Khoa VIP 4.42 4.36 4.48

Tong Nji tri 4.36 4.38 4.35
III. ME SINH CON
Khoa San 4.44 4.52 4.36

Bi€u d6 mirc do hai long ngudi bénh & cac Khoa No1 Tra
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ZZzaCo BHYT ezxmKhong BHYT e=e=Didm TB chung

Murc d6 hai long ctia nguoi bénh ¢ BHYT va khong c6 BHYT & nguoi bénh noi tra va ngoai tru
khong c6 su chénh léch 16n. Diém trung binh hai long ctia ngudi bénh ngoai trt ¢6 BHYT thdp hon
khoang 1% so véi ngudi khong 6 BHYT (4.20 so véi 4.24). Tuy nhién, diém trung binh hai long cua
nguot bénh ndi trd ¢é BHYT cao hon 0.68% so véi ngudi bénh khong c6 BHYT (4.38 so véi 4.35).
Tuong tu nguoi me sinh con ¢6 BHYT diém trung binh hai long cao hon 3.54% so véi ngudi me
khong ¢c6 BHYT (4.52 so v6i 4.36).

Trong cac khoa diéu tri noi trti khao sat, Khoa Noi tong quat c6 diém trung binh hai long chung
cao nhat (4. 47/5), diém trung binh hai long chung thp nhét 1 khoa CTCH (4.29/5). Trong céc khoa
ndi tru, chi c6 khoa ICU va khoa San ngudi bénh ¢6 BHYT ¢6 mitc dd hai long cao hon ngudi bénh
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3. Tdng hop ¥ kién cita nguoi bénh

NGOAI TRU NOI TRU
Ty 16 NB ¢6 ¥ kién 3% (3/100) 12% (12/100)
- Y kién khen thu duoc 100% (3/3) 75% (9/12)
- Y kién g6p y thu duge Khéng co 25% (3/12)

1. Cai thién thuc don an cho bénh nhén
phong pht hon.
Chi tiét cac ¥ kién gop , 2. Bénh vién nén c6 nha dé xe dé dam bao
, ) Khong cé )

y ctia ngudi bénh dd hai 1ong ctia bénh nhan hon!

(98]

N6i em bé nén c6 mang chong muoi. Can

Xit dudi muoi.

Trong quy 1, ty 1& ngudi bénh ndi tra phan hoi cho y kién chiém 12%. Trong do, c6 25%
(3/12) 1ay kién gép ¥ va thitc &n can tin va noi dé xe cho than nhan. Ty 1€ nguoi bénh ngoai trd phan
hoi cho ¥ kién 1a 3% va 100% 1a y kién khen bénh vién. Nhin chung, ca ngudi bénh ndi tra va ngoai
tri déu co nhiing y kién khen v& cac mat: thai do ctia NVYT nhiét tinh, vui vé; khong phai cho doi

lau khi dang ky, kham bénh; hai long dich vu, phuc vu tdt; vé sinh khoa phong sach sg....
IT1. K& hoach cai tién chit lwong dap ing sy hai 1ong nguoi b¢nh Quy 2 ndm 2021 ‘

1. Muc tiéu: Cac bo phan (khoa/phong) lién quan dén cac y kién gbp y ap dung céc giai phap cai tién -\

dé tang ti ¢ hai long, giam cdc phan anh khong hai long trong ky danh gid cudi quy tiép theo. ,\ ,
2. Nhirng vAn dé wu tién gidi quyét trong quy 2 nam 2021 )Z/:z:
[ T o 3 A
Y kién phan 4nh Ghi chus)
NGOAI | Khong cé
TRU
NOI 1. Cai thién thuc don dn cho bénh nhan phong phu hon. Khoa VIP
TRU | 2. Bénh vién nén c6 nha dé xe dé dam bao d¢ hai long ctia bénh nhéan hon! | Khoa ICU
3. Noi em bé nén c¢6 mang chong mudi. Can xit dudi mudi. Khoa San

3. Ké hoach cai tién chét lwong chi tiét trong quy 2 nim 2021

Y ]
B¢ phan - . Thoi gian
RR Phwong phap cai tién, khac phuc &

TT 0i d hoat do ié
Noi dung hoat dong thue hién thuc hién

1| Pho bién két qua khao sat | T6 QLCL | - Thuc hién bao cdo két qua khio sat Théng 4

hai long nguoi bénh ngoai trong giao ban bénh vién dau thang
tri — ndi tra quy 1 04 nam 2021.

2 | Téng hop va gui y kién | T6 QLCL | -Lapbang tong hop y kién gop ¥ ctia Théang 4
ngudi bénh dén céc bd ngudi bénh trinh BGD xem xét.




- Chuyén dén cic bd phan lién quan
ky tiép nhan y kién va dé ra phuong
huéng giai quyét, khic phuc.

- T6 QLCL gidm sat tién do giai
quyét, khéc phuc.

Khéc phuc y kién khach | P.KHTH |- P.KHTH phéi hop voi cac phong Quy 2
hang Khoa VIP: P.TCNS | chirc nang kiém tra ATVSTP cantin | (Thang 04)
“Cai thién thue don an cho w dinh ky, thuong xuyén.
bénh nhén phong phu To Dinh | _ 74 Dinh dudng phéi hop véi cin
hon.” dudng | dé cai thién khdu phin &n cua

nguoi bénh.

- Can tin thudng xuyén thay doi, cap

nhat thuc don va théng bao rong rii

cho ngudi bénh dinh ky hang tuan.
Khic phuc y kién khach | T6 QLCL |- T QLCL s& tong hop y kién cua Quy 2
hang Khoa ICU: ngudi bénh trinh Ban Giam Déc va | (Thang 04)
“Bénh vién nén c6 nha dé T6 Bao vé Hoi dong quan trj xem xét.
xe dé dam bao d6 hai long - T6 Bao vé tdng cuong thém nhan
cua bénh nhan hon!” vién bii xe dé phuc vu, sép Xép xe

cta than nhan/ngudi bénh.
Khic phyuc y kién khach | Khoa San | - Khoa San phéi hop véi phong Quy 2
hang Khoa San: P.HCQT | HCQT khao sat thuc té ndi em bé va |  (Thang 04)

“Noi em bé nén cd mang
chong muoi. Can xit dudi

mudi.”

tinh trang mudi & cac phong ngudi
bénh.

- Khoa San lam dé xuit mang chéng
mudi giri P.HCQT mua sdm néu can
thiét.

- Phong HCQT thuong xuyén to
chtrc phun xit mudi, con tring dinh
ky mdi 02 tudn. Tang cuong phun &

Khoa San khi c6 phong bénh tréng.
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TP.HCM, ngay 29
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thdng 03 nam 2021




