CONG TY TNHH BVDK HONG PUC  CONG HOA XA HOQI CHU NGHIA VIET NAM

BENH VIEN PK HONG PUC III Pjc lap — Ty do — Hanh phiic
S6:41550KHTH-HPIII TP H6 Chi Minh, ngay30thdng A0 ndm 2024
BAO CAO

Két qua khio sat trai nghiém nguoi bénh 6 thang cudi nim 2024

Can ot Cong vin s6 1729/SYT-NVY ngay 04 thang 04 ndm 2019 vé viéc trién khai
khéao sat trai nghiém ngudi bénh trong thoi gian diéu tri noi trii tai cac bénh vién trén dia ban
Thanh phd H6 Chi Minh;

Can cir Cong vin s6 2500/SYT-NVY ngay 15 thang 05 nam 2019 v& viéc ban hanh
khuyén cdo trién khai hoat dong khao sét trai nghiém ngudi bénh noi tri;

T Quan 1y chéit Ivgng bao cao két qua trién khai khao sat trai nghiém ngudi bénh noi
trti 6 thang cudi nim 2024 nhu sau:

1. THONG TIN VE TO CHUC KHAO SAT

Khao sat dinh ky dot 2 - 2024: thdi gian tir ngdy 03/10/2024 dén ngay 14/10/2024

Déi tuong khao sat: ngudi bénh hodc than nhan ngudi bénh ndi tra tai khoa xuit vién
trong thoi gian khao sat dong y tham gia khao sat.

Cong cu: Phiéu khao sat trai nghiém ngudi bénh ndi tri cia SO Y té

Ngudn lyc: t6 quan 1y chét lugng, mang ludi quan ly chit lugng va diéu dudng truong
cac khoa.

C& mau thu dugc: 57 phiéu phong van ngudi bénh va ngudi nha bénh ¢ 8 khoa ndi tri,
bao gom:

Ung Ngoai | San phu | ... . ICU- :

Khoa Budu VIP TQ khoa Noi TQ Nhi Dot quy CTCH
Séphiéu | 8 6 12 6 6 6 6 7

II. KET QUA KHAO SAT

1. Thong tin chung ctia nguwdi dugc phéng van:

Noi dung N=57 Ty 1€ (%)

1 Pbi twong
Ngudi bénh 36 63.2%
Thén nhan cia ngudi bénh 21 36.8%
2. Dia chi




Tinh 21 36.8%
TP. H6 Chi Minh 36 63.2%
3. Gi6i tinh

Nam 16 28.1%
Nir 41 71.9%
4. Nhém tudi

< 40 tudi 21 36.8%
40 - 60 tudi , 29 50.9%
> 60 tudi 7 12.3%
5. Trinh d9 hoc vin

Pai hoc 16 28.1%
Sau dai hoc 1 1.8%
Tiéu hoc (cdp I) 4 7.0%
Trung cép, cao ding 10 17.5%
Trung hoc co s& (cip 1) 5 8.8%
Trung hoc phd thong (cép I1I) 21 36.8%
6. Bio hiém y té ' :
Co 39 68.4%
Khoéng 18 31.6%
7. Loai phong

Khoa/ phong thudng 29 50.9%
Khoa/ phong dich vu 28 49.1%
8. Lan diéu tri

Lan dau 30 52.6%
Lan tht 2 trd 1én 21 36.8%
Nhiéu 1in, khong nh¢ ro 6 10.6%
9. Li do biét va chon bénh vién

Ban be, ngudi than gidi thiéu 20 35.1%
Bén than hodic ngudi than timg diéu tri tai bénh vién nay 26 45.6%
Do dang ky kham chita bénh bao hiém y té tai bénh vién nay 5 8.8%
Do dugc co s¢ 'y té khic chuyén dén o 7.0%
Thong tin trén bao dai, internet 1 1.8%
Khac 1 1.8%

Nhin xét:
Trong 57 ngudi duge phong vén c6 36/57 (63.2%) ngudi phong véan 13 ngudi bénh,
trong d6 vi dac thu 13 khoa Nhi nén 6/6 doi tugng dugc phong van 13 than nhan bénh nhan.
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C6 36/57 (63.2%) trudng hop duge phong vén sinh sbng tai thanh phd Hd Chi Minh,
36.8% la ngudi & tinh dén diéu tri.

Da s6 ngudi tham gia khao sat c6 trinh do trung hoc phé théng chiém 36.8%; chu yéu
c6 str dung BHYT trong lan kham va diéu tri nay chiém 68.4%; ty 1€ st dung phong dich vu
va phong thuong tuong duong.

52.6% ngudi dugce phong vén 13 1an dau dén kham va diéu tri tai bénh vién

Li do biét va chon bénh vién diéu tri ciia ngudi duge phong van da sé do ban than hodc
ngudi than timg diéu tri tai bénh vién ndy (45.6%) va ban be, ngudi than gidi thidu (35.1%).

2.Trai nghiém hic nhap vién |

Noi dung N=57 | Tylé (%)
Bac sy gidi thich ly do nhip vién
- Puoc béc si giai thich rd 1y do phai ndm vién 56 98.25%
- Khong dugc gidi thich, phai héi méi dugce bac si giai thich rd 1 1.75%
Giai thich tinh trang bénh va hwéng diéu tri
- Puogc béc si chii dong giai thich rd vé bénh va hudng diéu tri 57 100%
Cong khai gia dich vu ,
- Khoa c6 bang cong khai gia, diy du, dé thiy 56 98.25%
- T6i khong quan tim dén gia 1 1.75%

Gidi thich ré cac khodn phai chi tra
- Dugc nhéan vién y té chu dong giai thich rd vé cac khoan vién
phi nao s€ dugce bao hiém y té chi tra, cac khoan nao nguoi

bénh sé tu chi trd 53 92.98%
- Toi khong nhé 4 7.02%
Thai do cia NVYT
- Binh thudng 2 3.51%
- Nhan vién cta khoa rat céi ma, vui vé 55 96.49%
Thoi gian ché nhip khoa
- Khong phai cho 351  61.40%
- Phai cho 22 38.60%
- Thoi gian chd trung binh 8.59 phiit
Thoi gian chd khiam tai khoa
- DPugc kham ngay ’ 47 82.46%
- Phai cho 10 17.54%
- Thoi gian cho trung binh 7.73 phit
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Trai nghiém Iic nhap vién

0 £ ]
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Giai thich Iy do  Gidi thich tinh trang Cong khai gia Gidi thichrd cac  Thai d§ cia NVYT
nhip vién bénh va hudng diéu khoan phai chi tra

tri

1 m2 m3 m4 m5

Nhin xét:

Trai nghiém cua nguoi bénh ldc nhép vién, khi phan tich nhom cau héi nay ty 1€ khach
hang danh gia hau hét 1a mic 4, dat mirc hai long cao, cu thé:

98.25% dugc bac si giai thich & 1y do phai nim vién va 100% dugc bac si giai thich
13 v& bénh va huéng diéu tri.

Tai céc khoa déu dugc cong khai bang gia céc loai dich vu ki thuat chiém 98.25%.

Da sb duoc nhan vién y té chu dong giai thich rd vé cac khoan vién phi nao s€& dugc
bao hiém y té chi tra, cac khoan nao ngudi bénh s& tu chi tra chiém 92.98%.

V& thai d6 cua nhan vién ghi nhin 96.49% nhan vién cia khoa rit cdi mé, vui vé.

V& thoi gian chd nhép vién: 61.40% khong phai chd va 38.60% phai chd, thoi gian cho
trung binh 8.59 phit.

Khi vao khoa ndi trii da sé bénh nhan dugc khiam ngay 82.46% va 17.54% phai cho,
thoi gian cho trung binh 7.73 phut

3. Trai nghiém trong thoi gian nim vién

3.1. Trai nghiém vé co s& vit chit, tién ich phuc vu ngudi bénh trong thoi gian
nim vién

Noi dung N=57 | Ty 1& (%)
Giwong bénh
- Téi duge b tri 1 giudng riéng ngay tir dau 57 100%
Tinh trang nha v€ sinh
- Chép nhin dugc, thinh thoang chi bi bin trong thii gian ngin 1 1.75%
- Nha vé sinh ctia bénh vién kha d1, Iudn sach s& 55 96.49%
- Téikhong déy 1 1.75%
Trang bi dung dich rira tay tai budng bénh
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- Ludn c6 dung dich rira tay tai budng bénh va thuén tién cho nguoi
bénh sir dung 56| 98.25%
- T6i khong déy 1 1.75%
Tinh hinh an ninh trit tu
- (o qui dinh gi(‘g ra vao khoa , 3 5.26%
- Kha yén tdm vé an ninh, trat ty cia bénh vién, bénh vién c6 kiém
soat ngudi ra vao khoa 54 94.74%
Dich vu tién tich ctia bénh vién
- Bénh vién cung img céc dich vu tién ich khé da dang va gi4 hop Iy 50| 87.72%
- Chi c6 1 dén 2 dich vu, gi4 cao hon bén ngoai 1 1.75%
- Dich vu da dang nhung gid cao hon bén ngoai 5 8.77% 4
- Tbikhong déy 1 1.75% :
Hoat dong hd tro ngudi bénl} ¢6 hoan cinh khé khin ' , :
- Bénh vién thudng xuyén ho trg bira com va céac tién ich t6i thiéu 4
khac cho ngudi ¢ hoan canh khé khin 37| 64.91% (
- Khong c6 5 8.77% 3
- Thinh thoang c6 1 1.75% N
- To6i khong dé y 14| 24.56%
Yén tinh vao budi toi
- Bénh vién rit yén tinh vio budi tbi 53 92.98%
- Tuong dbi yén tinh 4 7.02%
Tiéu chi xanh - xach - dep 0.00%
- Bénh vién c6 nhiéu cdy xanh, sach va dep 51 89.47%
- Pat & mic chap nhan dugc 6| 10.53%
Trii nghiém vé co s& vét chit, tién ich phuc vu
120%
w B N
ig: 96.49% 98.25% 94.74% 87.72% e 92.98% 89.47%
20% i .
0% - o . P— =

Tinh trang nha Trang bj dung Tinhhinhan Dichvutién Hoatdonghd Yén tinh vao Tiéu chi xanh -

vé sinh dichrratay tai ninhtritty tich cia bénh trg ngudi bénh bubi tdi

budng bénh vién ¢6 hoan canh
khé khin

El1 H2 m3 =4 m5
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Nhin xét:

Nhim hd trg va chiam séc sirc khée cho ngudi bénh, bénh vién luén cb géng cung cip
day di dich vy, trang thiét bi hd trg tdt nhét cho ngudi bénh trong qua trinh nim vién. Pam
bao 100% bénh nhan duge bé tri 1 giudng riéng ngay tir du.

96.49% ngudi dugc khao sat danh gia nha vé sinh ctia bénh vién kha du, luon sach sé&
va 98.25% déanh gia ludn ¢6 dung dich rira tay tai budng bénh, thuén tién cho ngudi bénh sir
dung.

94.74% kh yén tim vé an ninh, trit tir cia bénh vién, bénh vién c6 kiém soat ngudi ra
vao khoa.

C6 87.72% nguoi duge khao sat danh gia bénh vién cung tng cé4c dich vu tién ich (cin
tin, nuée udng...) kha da dang va gia hop ly. Tuy nhién c6 8.77% danh gia dich vu da dang
nhung gia cao hon bén ngoai.

Da s6 danh gi4 bénh vién rit yén tinh vao budi t6i chiém 92.98% va 7.02% d4nh gia
tuong dbi yén tinh.

Bénh vién ludn dit tiéu chi xanh-sach-dep 1a wu tién, tao mot méi trudmg thoai mai cho
ngudi bénh trong qua trinh nim vién ndi tra va duge 89.47% danh gia bénh vién c6 nhiéu cay
xanh, sach va dep. '

3.2. Trai nghiém ciia ngwdi bénh vé tinh thén, thai do phuc vu ciia nhéin vién y té

Noi dung N=57 | Ty 1€ (%)

Trang phuc ciia NVYT
- Chép nhan dugc 3 5.26%
- Nhaén vién bénh vién mic trang phuc dep, lich su 53 92.98%
- Toi khong cé y kién 1 1.75%
Thai do cia NVYT _ i i
- Nhaén vién bénh vién déu do6i xir tir t€ va rat ton trong ngudi bénh,

than nhan ngudi bénh 57 100%

NVYT giii thich ré vé tinh trang bénh

- Béc si, diéu dudng lubn chi dong giai thich 16 rang vé tinh trang
bénh 56| 98.25%

- Khoéng dugce giai thich, phai héi va duge giai thich rd 1 1.75%

NVYT tra 1oi thic mic cia NB

- Bac si, diéu dudng ludn tra 161 thoa dang nhimng thic mic cua

ngudi bénh 53 92.98%
- C6, chép nhan dugc 3 5.26%
- Tbi khong cé thic mic gi 1 1.75%
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Théngnhé"lt trong gidi thich ciia NVYT
- Cac cAu tra 101 cua bac si, diu dudng ve tinh trang bénh rat thong

nhét nhau 54|  94.74%
- Thinh thoang cé 1 1.75%
- T6i khong c6 thic méc gi 2 3.51%

Trai nghiém vé tinh thin thai 3 phuc vu ciia NVYT

100% A—
90%
80%
70%
60%
50% 92.98% 100.00% 98.25% 92.98% 94.74%
40%
30%
20%
10%
0%
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Trang phuc cia NVYT Thai d6 cia NVYT NVYT gidi thich rd vé NVYT tr 15i thic mic Théng nhit trong giai
tinh trang bénh cia NB thich cia NVYT )

92.98% danh gia nhan vién bénh vién méc trang phuc dep, lich su.

Thai d6 ciia nhan vién y té 1a 1 trong nhimg van d& duoc bénh vién chu trong va day
manh, 100% d&u nhén duoc phan hoi tét ciia bénh nhan vé thai do phuc vu cua diéu dudng,
béc si trong thdi gian nim vién.

Hau hét bénh nhén ludn duogc béc si, diéu dudng giai thich 13 vé tinh trang bénh va tra
101 thoa dang nhimg thiic méc cta ngudi bénh.

3.3. Hoat dong kham chira bénh

Noi dung N=57 | Ty 1€ (%)

BS giai thich Iy do sir dung thudc

- Béc s7 ludn giai thich day du va rd rang cho ngudi bénh biét Iy do
phai str dung thuoc 56| 98.25%

- To6i khéng nhé 1 1.75%

BS gidi thich ly do thue hién XN, CLS

- Béc si ludn giai thich ddy dii va rd rang cho ngudi bénh biét Iy do
phai lam xét nghiém 56| 98.25%

- T6i khong nhé 1 1.75%
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BS giii thich ly do tl‘u,rc hién PT/TT i

- Béc s giai thich dﬁ)f du va r6 rang cho ngudi bénh biét ly do phai 51

phau thuét (hodc thu thuit) 89.47%

- Co, nhung giai thich chua rd 1 1.75%
- Téi khong c6 1am phiu thuit (hoic thu thuit) 5 8.77%
PD huéng din sir dung thude

- Diéu dudng huéng din hang ngay rét rd rang cach st dung thubc 56| 98.25%
- Puoc huéng din hang ngay : . 1 1.75%
Khim khi cé triéu chimg bét thuomg

- Bac si ¢6 kham lai, kip thoi 50| 87.72%
- Tbi khong cé triéu chimg bét thudng nao cin bo béc si 7] 12.28%
BS tw viin phwong phép diéu tri

- Béc si tu van con chung chung 1 1.75%
- Béc s tir van rat ro rang va ddy du 56| 98.25%
BV diam béo riéng tw cho NB

- Bénh vién rit ton trong su ri€ng tu cia ngudi bénh ' 57 100%

Trai nghiém hoat dong kham chira bénh

“ m 5

80%

70%

60% \

Zg: opoeu 98.25% s 98.25% iy 98.25% 100.00%

30%
20%
10%

0%

BS gidi thich Iy BS giai thich Iy BS giai thich Iy DD huéng d;ﬁn Kham khi c6 BS tur vin BV dam bao
do sir dung dothuchién  dothuchién sirdungthudc tridu chimgbit phuong phip riéng tur cho NB
thudc XN, CLS PT/TT thuomg diéu tri

H1l N2 3 m4 m5

Hoat dong kham chita bénh cua bénh vién dugc dam bao chit lugng nhdm chiam séc
t6t nhét cho ngudi bénh ndi tri, rit ngén thoi gian nam vién. Cac béc si, didu dudng luon hd
trg, tu van, tham kham tan tinh cho ngudi bénh.

Héu hét (98.25%) bac si ludn giai thich ddy du, rd rang cho ngudi bénh biét Iy do phai
sir dung thude, 1am xét nghiém va phai phiu thuat (hozc thu thuat).

Tét ca cac trudng hop bit thudong déu c6 bac si kham lai kip thoi.

8

[ =g |

LY > — T

L |



100% danh gia bénh vién rit ton trong su riéng tu cia ngudi bénh.
4. Trai nghiém chi tra vién phi

Noi dung =57 | Ty 1€ (%)
Cong khai vién phi trén hoa don
- Bénh vién cOng khai day du va chi ti€t cac khoan thu trén hoa don

thanh toan vién phi 56 98.25%
- Co6, cong khai diy du nhung khong chi tiét 1 1.75%
Boi dudng cho nhén vién
- Khong 57 100%

Hoat dong hd trg thanh to#n vién phi cho ngwéi c6 hoan canh khé
khiin
- Bénh vién chi dong hudng dan thu tuc va ho trg cho ngudi ¢

hoan canh khé khin 34|  59.65%
- (0, thu tuc don gian thuin tién 1 1.75%
- Khong c6 3 5.26%
- Toikhong déy 19| 33.33%

Trai nghiém chi tra vién phi
100%
90%
80%
70%
60%

50% . 98.25%
40% 59.65%
30%
20%
10%
0% . 1:75% 2 :
Céng khai vién phi trén héa don Hoat d6éng hé tro' thanh toan vién phi cho nguoi co

hoan canh kh6 khan

21 H2 m3 =4 m5

Budce chi tra, thu tuc vién phi ciing 1a viéc dugc bénh nhin va ngudi nha quan tam.
Bénh vién ludn cong khai bang gia cling nhu don gian hoéa thu tuc thanh toan dé hd trg cho
bénh nhan 1 c4ch t6t nhét.

Hoa don dugc cong khai ddy da va chi tiét cac khoan thu trén héa don thanh toan vién
phi (98.25), c6 01 y kién vé cong khai diy di nhung khong chi tiét. Ngoai nhitng khoan vién
phi d6ng cho bénh vién, bénh nhan khong chi thém khoan tién bdi dudng nao cho nhén vién
bénh vién. Bénh vién hd trg ngudi bénh céc thi tuc thanh to4n vién phi cho nhing ngudi bénh
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khé khan, hd tro thanh toan vién phi tai giudng cho cac ngudi bénh c6 nhu ciu, thu tuc nhanh

toan don gian thuén tién.
5. Trai nghiém trudc khi xuat vién

Trai nghi€ém trudc khi xuat vién
120%
100%
80%
60%
100.00% 100.00%
40%
20%
0%
" Hudng dan sir dung thudc, ché 46 Huéng din nhimg du hiéu cin tai
dn, cach tir cham soc khi xuét vién kham

El 2 m3 24 m5

_ __ Noi dung ] N=57 | Ty 1€ (%)

Hudng dan sir dung thuoc, che d¢ in, cach tur chim séc khi xuat
vién ,
- Duge nhén viény té chi dong huéhg dan, gidi thich 15 rang trude

khi xuat vién 57 100%
Huéng din nhimg diu hiéu cin tii khim
- Puogc hudéng din rd rang khi ndo quay lai ngay va tai kham 57 100%
Thii tuc xuit vién
- Noi thanh toan vién phi ¢ xa hoic khé tim 1 1.75%
- Thoi gian cho gidy xuét vién lau 4 7.02%
- Tbi khong gip bét tién nao trong qué trinh 1am thu tyc xuit vién 52 91.23%

R

Thil tyc xuat vién

Khi xuét vi¢n, ngudi bénh duge nhén vién y t€ cha dong huéng dan, giai thich rd rang

trude khi xuat vién, huéng din dau hiéu va thai gian quay lai kham

Khi lam thi tuc xuét vién ¢6 91.23% bénh nhan khong gap bét tién nao trong qué trinh
lam thu tuc xudt vién; 7.02% v kién danh gia thoi gian xuét vién l4u va chi 1 y kién cho ring

noi thanh toan vién phi & xa hodc kho tim.
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Thoi gian tir lc nhdn thong béo xuét vién dén khi nhan gidy ra vién trung binh 2.15

Théi gian ché xuit vién

63.16%

=<1 gio

1-2gid =>2gd

gi¢ (dao dong tir 30 phut — 4 gio)

Pinh gia, nhin xét chung vé bénh vién:

Piém danh gia trii nghiém theo khoa

Khoa 10 - Rat tt 9 8 7 Tong
Khoa Chén thuong chinh hinh 1 6 7
Khoa ICU 3 2 1 6
Khoa Ngoai tong hop 8 2 2 12
Khoa Nhi 6 6
Khoa Ngi téng hop 1 2 1 2 6
Khoa Phu san 3 3 6
Khoa Ung buéu 8 8
Khoa VIP 5 1 6
Tong 29 22 4 2 57
Ty 18 (%) 50.88% | 38.60% | 7.02% | 3.51% | 100%

Piém dinh gid trii nghiém trung binh: 9.37
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Piém danh gia trai nghiém

3.51%

7.02%

50.88%
38.60%

Piém danh gia chung ciia ngudi bénh dbi véi bénh vién chii yéu ndm trong khung tir
8-10 diém chiém 96.49%, chi c6 3.51% dénh gia & mirc 7 diém. Pay 1a diém s phan hoi
tuong ddi tot tir ngudi bénh, 1a ngudn dong lyc dbi v6i toan thé nhan vién bénh vién Hong
brc 111 :

Diém dénh gi4 trung binh cua dot khao sat 1a: 9.37. Diém danh gia chung nay ciing phi
hop v6i su lya chon c6 quay lai bénh vién hay khong cia dbi twgng dugc khao sat. Tra 1o vé
nhu ciu kham bénh trong tuong lai thi 100% y kién khao st chic chin quay lai va s& giéi
thiéu cho ngudi khac nén dén bénh vién nay.

Y kién ciia bénh nhan khi dwgc khio sat

- Vé hai long:

+ Théi d6 cua nhan vién y té: Cac y bac si nhiét tinh, vui vé, chu d4o, giai thich 1 rang
cho bénh nhan, huéng din cu thé, ludn c6 mit kip thoi khi ngudi bénh can. Piéu dudng cham
soc tan tinh, nhe nhang, hoa nhi, 4n can, theo ddi bénh nhan thudng xuyén.

+ Co s& vt chit ddy da tién nghi

+ Dich vu phong t6t, phong bénh sach s&

+ MOoi truong mat mé, sach dep

+ Thu tuc don gidn

+ Dich vu kha da dang.

+ Bénh vién khang trang, nhiéu cdy xanh, sach, dep.

- Vé diéu chwa hai long:

+ Gia dich vu con cao

+ Gi4 phong hoi dit

+ Phong 2 giudong khong cé rém che

+ Phong hoi thiéu anh sang

12
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+ Com chura da dang moén &n, khong ngon miéng

- Y kién gop ¥ cii thi¢n:

+ Nén cai thién com can-tin

+ Giam gia phong

II. KET LUAN

1. Két qua thye hién

Qua két qua khao sat trai nghiém ngub'i bénh ndi tra 6 thang cudi ndm 2024, hau hét
ngudi bénh ndi tra co ti 1€ hai 1ong kha cao vé co so vét chét, cac dich vy tién ich cua bénh
vién, tinh than, thai d6 phuc vu cta nhan vién y té ciling nhur céc trai nghlem cuia nguoi bénh
tir lac nhap vién dén cac tha tuc Iuc xudt vién.

Bén canh d6, mot s6 ngudi bénh ¢y kién chura hai 1ong, déng gop bénh vién ghi nhan,
theo d&i, cin cir tinh hinh thuc tién tai bénh vién, chuyén dén cac bo phan lién quan dé c6
hudng khéc phuc hiéu qua nhim néng cao chit lwgng phuc vu dén sy hai 1ong ctia ngudi bénh
trong thoi gian tdi.

Y kién ctia khac hang chinh 1a déng gép quy bau va quan trong dé bénh vién xac dinh
nhitng thiéu s6t con ton dong, dinh huéng thay dbi va phat trién trong tuong lai.

2. Nhiimg han ché trong dot khio sat

Phiéu khéo sat kha dai, y kién ghi nhan dugc con it, nhiéu ngudi bénh chi dién hoan
tAt nhanh, va chua ghi nhan dugc sét sao trai nghiém cuia ngudi bénh. Khao sat thuc hién trong
1 khoang thdi gian ngin trong nim, chua dan déu quanh nim nén chwa bao quat dugc hét
nhimg van dé xay ra trong ca nim.

3. Céc ndi dung cén cai thién trong théi gian t6i

Tiép tuc duy tri, iy v kién tir ngudi bénh dé c6 danh gia khach quan nhitng vén dé ton
tai, tir 46 khong ngimg cai thién ting su trai nghiém cua khéach hang.

Phan tich sdu hon cac ¥ kién dong gop khach hang va thyuc hién cai thién chét luong
theo gop y cia khach hang.

Tiép tuc khao sét hai 1ong ngudi bénh noi, ngoai tru.

4. Ké hoach cai tién chit lwgng dap img sy hai long ciia ngudi bénh

B¢ phan £ el o
STT Noi dung hoat dong thue Flrong pha]')"ﬂu Uk, oy slan
- thue hién thye hién
hién : *
Thyc hién bz:lo cao va
Phé bién két qua khao sat 2 ﬂ'fong. ba(‘) ket L }(h e ,
1 | baf ltng ngudi benk 6 T6 sat t6i toan thé nhan vién Thang
: 2 QLCL | bénh vién va dang tai 11.2024
thang cuo6i nam 2024 A
thong tin trén trang web
bénh vién
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- Lap bang tong hop ¥
kién gbép ¥ ctia ngudi
bénh trinh BGD xem xét
- Chuyén dén cac bd phan
lién quan tiép nhan y kién
va dé ra phuong hudng
giai quyét

Téng hop va guiy kién
2 | nguoi bénh dén céc bd
phén tiép nhan lién quan

T
QLCL

Thang
11.2024

Trén déy 1a toan bd ndi dung bio cdo két qua khao sat trai nghiém ngudi bénh trong
thdi gian diéu tri ndi tra tai bénh vién da khoa Hong Dirc 111 6 thang cudi nim 2024 ./ j.—

Noi nhan:

- Ban Giam déc;

- Céc khoa/phong;
- Luu: VT, QLCL.

BSCKIL %5 "Vim Hoai
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