
SO Y TE THAI BINH LONG HOA XA HQI CHU NGH1A VIET NAM 
BINH VIN NHI 
	

DOc  14p — Tux do — Hanh phtic 

SO 3S-  /BC-BVN Thai Binh, /way 26 thong 04 nom 2018 

BAO CAO 
Ket qua khao sat y kien ngtroi benh not tra !An 1 nom 2018 

I. DOI TU'ONG VA PHIAING PHAP KHAO SAT 
1.1.116i tuvng MIA() sat 

* Dia diem: Tai 11 khoa Lam sang benh vien Nhi Thai Binh 
* Doi tugng va tieu chon ltja chon khdo sat: NgdOi nha benh nhi có theri gian 

chum soc tre tai khoa td 3 ngdy tro. len va dOng y tham gia khdo sat. 
* ThOi gian khdo sat: Td ngdy 10/04/2018 den ngdy 18/04/2018 

1.2. Phu'o'ng pita') 
* Thiet ke nghien cam: Dieu tra cat ngang. 
* C'ermAu: 145 ngueyi nha benh nhan (theo yeu cau cua BYT) 
* COng cu khao sat: theo mau phieu ciia BYT: "Mh phieu 01: Phieftt khao 

sat hai long ngithi Nnh not frit ban hanh kem theo Quye't clinh 6859/TT-BYT 
ngay 18/11/2016 eiia BO Y te" 

* NOi dung dinh gia va trien khai khao sat: 
- NOi dung danh gia: mirc do hai lOng cua ngdoi nha benh nhi ve viec sir 

dung cac dich vu y to tai Benh vien theo 5 nhom tieu chi: 
A. Kha nang tiep can 
B. Srk minh bach thong tin va thu tpc kham benh, ciieu tri 
C. Co s6 vat chat va phuang tien phpc vu nguoi benh 
D. Thai dO irng xd, nang Idc chuyen mon cua nhan vien y to 
E. Ket qua cung cap dich vg 

- K5",  thu4t hOi va danh gia: mirc do hai long ciia nguoi nha benh nhi ve 
viec sir dung cac dich vu y t6 tai Benh vien bOi nhOm khdo sat thuOc Phong Quan 
1.,; chat *mg. 
II. KET QUA KHAO SAT NGU'dI BCNH NOI TRU 
2.1. Thong tin chung ye ngtrai nha benh nhan tham gia khao sat 

Bang 2.1. Phan Toni dal tuvng khdo sat theo khoa lam sang 	 
STT 	 Ten khoa 	 SO lining BN duvc khao sat 1  [ 	- - 	i 	 1 

j  Khoa Cap cdu 	 6  
2 1  Khoa Truyen nhierri 	 11 

3 , Khoa Phpc hoi chin non g 	 6 
t---- 	- 

6 4 	Khoa So' sink 



A. KIn't nan,e, tiep can 
5 

4,34 diem; 85"/0 

E. Ket qua cung cap DV 

4,09 diem; 74% 

D. Thai dO UX, nang Itrc cua 
NVYT 

4,19 diem; 79% 

B. Minh 1)40 TT va tint tuc HC 
4,14 diem; 75% 

C. Casa VC 

3,46 diem; 57% 

5 	Khoa HOsi 	tich cuc 

6 Khoa H6 hap 

7 
	

Khoa Tieu boa 

8 
	

Khoa Than — Tiet nieu 

9 Khoa DTTN 

10 Khoa 3 Chuyen khoa 

11 Khoa Ngoai - CTGMHS 

Tong 	 j 	143 phieu khao sat 

31 

23 

16 

10 

8 

Bang 2.2. Phan logi diii tuvng khdo sat theo giol va sir dung BHYT 

Sir dung BHYT  
Giiii tinh  

CO 	 Kh6ng 

Nam 74 

58 

132 

6 

5 

11 .1 

80 
63 

143 

Nu 

Tong 
Tir ke't qua bang 2.1.2 thay: có 11/143. (7,69%) benh nhi khong six dung the 

BHYT; c6 80 ngtroi nha berth nhan tham gia phong phan la nam va 63 ngtroi nha 

la nix tham gia phong van. 

2.2. Ket qua phong van nguiri nha benh nhan dieu tri not tru 
2.2.1. Drinh gia mire diem trung binh theo nhom lieu chi. 

TOng 

Bieu do 2.1: Phan loci may diem trung binh theo tirng nhom tieu chi 

Tir bies'u do cho thy nhom tieu chi dat mirc diem trung binh cao nhdt la 

nhom A: 4,34 diem va thdp nhAt la nhom C: 3,46 diem. 



100% 
90% 
80% 
70% 
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40% 
30% 
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10% 

0% 
A3. Kh5i nha, eau A4. Cac I6i di trong Al . Sa do, Bien A2. Thai gian th5m A5. Ngtrol bOnh 

thang, bung benh benh vien, hanh 	bao 	 NB 	hal va goi cluvc 
lang 	 NVYT 

87% 
- 81% 83% 86% 87% 

2.2.2. Mae dO hai lOng cua nguin benh theo nhom lieu chi. 

Marca. 	do hal long cua NNBN theo cac nhom lieu chi 

100% 
90% 
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70% 

60% 
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0% 
A. Kha nang D. Thai d5 UX, B. Minh bach E. Ket qu5 cung C. Cu sa VC HL chung ye BV 

tier) can 	nang ltyc cua TT va thu tuc 	cap DV 
NVYT 	HC 

Bleu do 2.2. Ty le hal long cut, nproi nha benh 'than theo nhom lieu chi 

Tir bleu cfio tren cho thay mirc coo hai long chung cua nguoi nha benh nhan 
Ye benh vien (theo 5 nhOm tieu chi va &rye tinh dat tit may 4 tro len) la 74%; 
trong do tT le hai long thap nhat chiem 57% la nhom tieu chi C (co• so. vat chat va 
phtrang tien phut vu ngtrai benh),. tiep do la nhOm tieu chi E (ye ket qua cung cap 
dick vu). 

b. Phan tich nait•c do hai long theo tirng nhom lieu chi 

* Nhom A: Kha Wang tiep can 

Bleu do 2.3. Ty le hai lbng cua ngwoi nha benh nhan theo lieu chi nhOn, A 

Tieu chi A5.Ngtrai benh hoi va goi cluqc NVYT khi can thiet la thAp nhAt, 
con 19% so ngtthi duvc hoi cam thAy chin hal long ye tieu chi nay. 
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* Nhom B: Sic mink bcich thong tin va thU tyc khain caw benh 
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90% 
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30% 

20% 

10% 

0% 

8.5% 

Bl. Quy trinh, thU 	B2.,Ouvc ph6 	B5 fluvc c6ng 
tuc nhep vien 	bien nOi quy  

B3. Ouvc giai 	B4. aroc giai 
thich ve tinh tang thich tru'O'c khi lam 

benh 	 CLS 
khai thu6c, chi phi 

Bi'Jtt cto 2.4. Ty le hai long cfia ngtthi nha benh nhan theo lieu chi nhom B 

Tieu chi B4. Dupac giai thich, tu. van rO rang, day dU tru.6.c khi yeu cau cac 

xet nghiem la thap nhat (66%) va Tieu chi B3: Du.oc giai thich ve trinh trcmg 

benh chi dat 71,0%. 

* Nhom C: Ca so• vat chat va phitung tien phyc vy nguy3i benh 

100% 

C4. An C9. Khuon C5. Qu'an 
	

C2. 	C1. Buong C6. DO C7. Bao C3. NVS C8. Cang- 

ninh 
	

vien BV 	áo 
	

Giu'o'ng 	benh 	nu'O'c 	dam scr 	 tin 
benh 	 uong NIL rieng to 

Bi'Ju cl-J 2.5. Ty le hai long ciia 	nha benh nhan theo lieu chi nhom B 

Day la nh6m c6 ti le hai long thap nhat trong cac nhom tieu chi dank gia; 
Cac tieu chi can lai deu c6 ti le hai long du6i 70%, thap nhat la C3. Nha ve sinh, 
nha tam thwin tien, sach se, S1:1' dung tot (43%) va C8. Cang tin BV phyc vu an 
'tang va nhu cau sinh hoot thiet yeru day du va chat lit.vng (43%). 
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100% 

71% 	 72% 

70% 	 W:7 

60% 
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40% 

30% 

20% 

10% 

0% 

67% 

El. C5p phat thu6c E2. Trang thiet bi, E3. Ket qua dieu tri 	E4. ML'rc di) tin 

va HDSD 
	

VTYT 
	

clap Crng 
	

tu'&ng CL DVYT 
E5. Min do HL ve 

gia c5 DVYT 

* Alhom D. Thai do tang 	/fang 14tc chuyen mon czia nhan vien y to 

D5. BS tharn Dl. BS, OD 	D7. NVYT 	D4. BS, DD D2. Nhan vien D3. NVYT ton D6. Duvc tlF 

kham, dOng 	 khOng gqi ji ho'p tgc t6t 	phyc vu 	trong 	van ch6 di5 
vien boi . 	

. 

	

du'o'ng 	 an, van Ong 

Bieu da 2.6. Ty le hai tang cita ngwai nha 6 -e'nh nhiin theo lieu chi nhain D 

Tieu chi D6. Dtcqc tw van the do an, van ciong, theo doi va phong ngica 
bin chit/1g: con 31% so ngtroi dtxcyc hOi cam thy chtra hai long. 

* Nhom E.K et qua tong cap dich vu 

Bleu di') 2.7. Ti; le hai long cut: nguiri nha benh nhan theo tieu chi nhom E 

TC E.5.1Wrc do hal long ve gia ca dich vu y to co ti le hai long la 67%. 
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2.2.3. Mfre dO hai long cua NNBN theo khoa lam sang 

a. Mite clo hai long chung ye khoa cua NNBN theo cac nham tieu chi. 

Khoa PHCN Khoa TN Khoa SS Khoa DUN Khoa TH Khoa Ngoai Khoa MTK Khoa 3CK Khoa HH 

Bien do 2.8. Phan lo9i mfrc di) hai tang theo cac khoa laid() sat 

Qua bieu dO tren, co the thay 3 khoa có ti le hai long cua NNBN thap nhat 
trong dcrt 1(143 sat la khoa Ho hap (50,2%), khoa 3CK (68%) va khoa Than Tiet 
nieu (71,4%). Cac khoa có ti le hai long cua NNBN tren 85% bao gOin khoa 

PHCN (94,6%) va khoa Truyen nhi6m (86,2%). 

b. Phan tich mint id() hai long ye khoa ctia NNB V theo timg nhoin tieu chi 

* Khoa Ho hap 

. 100% 

25,8% 

C. 	sey VC A. Kh6 n'ang tip can D. Thai clO UX, nang B. Minh bath TT va E. Ke't qua cung cap 

cua NVYT 	thi.1 tuc HC 
	

DV 

Bi&i do 2.9. Ty le hai king cua NNBN khoa Ho hap theo lieu chi cric nham TC 

Ti le hai long cua ngi.thi nha benh nhan khoa HO hap ve cac nhOin tieu chi 

deu dtroti 70%, thap nhat la nhom C. Ca so• vat chat, trong thie't bi (25,8%). 
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* Khoa 3 Chuyen khoa: 

100% 

90% 

80% 

70% 

60% 

50% 

40% 

30% 

20% 

10% 

0% 

92% 

A. Kha nang tip Can B. Minh bach TT va D. Thai dij UX, Wang E. Ke't qua cung cap 	C. 	soe VC 
thU tuc HC 	Icrc cua NVYT 

	
DV 

Bleu th 2.10. Ty le hai long cart NNBN khoa 3CK theo tieu chi cite nluint TC 

Ti le hai long cua nveri nha benh nhan tai khoa 3 Chuyen khoa dat trung 
binh 68%, trong do 3 nhom tieu chi co ti le hai long thAp nhat (<70%) la C, D, E 
vdei mire diem lAn luvt IA 57,8%; 60% va 60%. 

* Khoa Mau thAn 

64% 

rrr 

63% 

A. Kha nang ti6p D. Thai dq UX, nang E. Ke't qua cung cap 	C. Ca so' VC 	B. Minh bach TT va 

can 
	

h,rc cua NVYT 
	

DV 
	

thU tyc HC 

Bi'eu th 2.11. Ty le hai long ctia NNBN khoa 3CK theo lieu chi uric nhom TC 

Qua bieu do có the thy ti le hai lOng cua NNBN khoa MTK thAp nhAt 
(<70%) 0.  cac nhom tieu chi B va C. 
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Khong main quay lai kien 

ChAc chin quay Iai 

Co the quay Iii 

2.2.4. Mtrc do cam ket ciia NNBN "quay trii. 14i Benh vien dieu tri" 

Bi'du d 2.12: Mitc di) can k'jt quay lai dieu tri cua NNBN 

CO 48% so ngueri dugc hoi cho biet chat chap see quay lgi Benh vien hoc 
gioi thieu cho ngt(67 khac khi cc') nhu cau sir dung dich vu y te. CO 43% SO NNBN 
cho biet có the se" quay lgi khi có nhu cau. Tuy nhien ciIng có 9% so ngugi dugc 
hoi khong muon quay Igi sir dung dich vu/khong co 	chon khcic ho'gc muon 
chuyen tuyen sang Benh vien khac. 

2.2.5. MOt so nhorn y kien phan hili/dong gop ciia NNBN qua MIA() sat. 

Bang 2.3: V kien cua NNBN qua dart khan sat 1An 1 nam 2018 

Neil dung Ghi 
chi"' Nhom TC Cu the 

Kha nang tiep 
can 

Nen han the cho taxi a trong khuon vien BV de benh 
nhan ra vao thuan tien han 

Su minh bach 
thong tin va 
thil tyc kharn 
benh, dieu tri 

Benh nhi xin cho 2 ngugi nha cham sac thay dOi ho trg 
nhau trong thai gian dieu tri 
Nha ve sinh nen them 1 nha tam nira vi benh nhan thi (long 
ma nha tam,. thay 6 cho nguai nha chi có mot. 
Chau nhap vien vugt tuyen bao hiem dugc huang 60% 
nhung tai sao ri&ni vien chau chi dugc twang thuOc khang 
sinh tiem, con town bO thuoc tong, thuoc bO gia dinh phai 
mua ngodi hoan toan (Tu. van, GDSK ???) 

Phong benh 
Phong benh rat nhieu chuOt, de nghi benh vien khac phut 

Man berth vien khong co cho benh nhan. 

8 



PhOng thieu to dung dO 

I 

Can 	tin g 

TOi )'Tkien cang tin dieu chinh gia ca hap li, ban hang de 
chung toi hai long han 

6 

Cang tin ban do qua dat, dO an tru'a dugc rat it, mong benh 
vien quan tarn han 

l  

Cang tin dec quyen nen not nang coi thu6ng benh nhan, 
gia ca khong hap 1Y. Benh nhan nhap vien da kilo lam roil 

1 

Nha ye sinh, 

, 	nha tarn 

Nha ve sinh: canh cda her va be nu& hong nhieu. 

Nha tarn chat chei, trong trai bat tien, mat ve sinh. 

De nghi cal thien nha ve sinh 3 

Can ltru j7 nha ve sinh phOng benh, phOng benh con ban, 
nha ye sinh mill hei thoi 

3 

De nghi BV c6 cho phai do tren tang 8. 1 
Benh vien sira chua trang thiet bi b6n lira, toa let trong cac 
phong cho thong thoang khong bi tac khi sir dung 

2  

Binh nu& 
uong 

nong/lanh 

Tel vao 5 ngdy thi 2 ngdy dau binh 19c khong c6 ntrac, 3 
ngdy sau co nu& thi chi c6 nuerc lanh, khong c6 nuac 
nong cho cac chat' dung.,  
Nugc 'long thieu th6n, de nghi benh vien lap nu& uong 
nong lanh 

2 

Thai d6 img 
xtr, nang luc 
chuyen mon 

cua nhan vien 
y to 

Thai de cua nhan vien thu ngan khi nep vien phi c6 thai de 
chtra tot 

Thai do dm met se dieu dtrOng, bao ve khong dUng muc 
veri ngtroi nha benh nhan 
Nhan vien dieu dutrrig lay ven cho em be nen nhe nhang 
han, do cac char con rat nho 

Bac s.3",  tham kharn pilot-1g chua ton trong benh nhan (BS.T) 
2.2.6. Danh sach cac tieu chi co ti le hai tong duiri 70% trong dcrt khao sat 

Nhom Tien chi 
Ti le 
hai 

long 

Phan
can 

nhorn 

VD 

thiep 

. 

Co.  se( VC va 
phtrang tien 

phuc vu ngueri 
benh 

Cang tin BV phtic NA.] an uong va nhu 
„ 

cau sinh boat thiet yeu, day dit, chat 

luvng 

43% 1 

Nha ye sinh, nha tam thuan den, sach 
se, sti.  dung tot 

43% 1 

Dugc dam bao rieng ttr khi nam vien 52% 2 

Du nu& uong nong/lanh 54% 2 x 
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BuOng benh khang trang, sach se, c6 
du thiet bi lam mat/giu am  

56 °/0 2 x 

Gitreeng benh, ga, goi clay du 57/0 2 

Doge cung cap quail do day du 62% 3 
Six minh back 
thong tin va 
thu tuc kham 
benh, dieu tri 

Dirge giai thich, to van truoc khi yeu 
cau lam cac xet nghiern, than dO, ky 
thuat cao ro rang, day dU 

660/0 3 x 

Thai 	dO 	irng 
xir, 	nang 	Icrc 
chuyen 	mon 
dia. NVYT 

Duge to van the dO an, van dOng, theo 
doi va phOng ngilra Bien chirng 

690  
3 x 

Ket au'a curia 
, 	' 	— 

cap dich vu 
Mire do hai long ve gia ca dich vu y to 670/0 	3 

III. KET LUAN 

I. Ket qua khan sat 

- Ti le hai long chung cua NNBN dieu tri not trU tai Berth vien la 74%, 

trong do ti le hai long ve nhom A. Kha nang tiep can la cao nhat (85%) va ti le 

hai long thap la nhOm C. Cu so vat chat va phuong tien phuc vu ngtrCYi benh 

(57%). 
- 48% so ngubi dupe khdo sat cho biet chac chAn se quay lai sir dung dich 

vu y t6 tai Benh vien khi c6 nhu eau. 

- Cac pop y cua ngu&i nha benh nhan tap trung chU yeu vdo cac nhom van 

de: Nha ve sinh; co so vat chat trong phOng benh; chat luong, thai do phuc 

gia ca cua cang tin; khong co nuck tiOng nong/lanh; giao tiep, Ung xir cua NVYT; 

cac not quy, quy dinh cua Benh vien. 

2. Kho khan, h#n the 

- DOi arcing khdo sat la ngtroi nha cua cac benh nhi nen viec dien vao phieu 

khao sat gap kilo khan khi ngubi nha phai thuOng xuyen be/coi cac chat]. Ben 

canh do, thoi gian dpi thu lai phieu khdo sat keo dal (1-2 tieng) cung de bi that lac 

phieu (ngtroi benh khOng c6 mat tai buOng khi nhom khdo sat di thu lai phieu) 

- Viec xac dinh dUng ngu6i nha benh nhan theo danh sach da lap de phat 
phieu khao sat mat nhieu thoi gian vi phdi tim trang benh nhan trong so y lenh 
hoac cap hO so benh an. Khong c6 thong tin ve bung benh va so gitrong cua 

tong benh nhan tren phan mem HIS. 

- Khdo sat ngtr&i nha benh nhan khoa Cap ciru va Hoi sac tich cue gap kh6 

khan, vi dOi tuvng doge ch9n tir chi tra loi (HSTC) hoac thoi gian nam tai khoa 

it hon 3 ngdy nen khong du tieu chuasn lug ch9n (khoa Cap ciru); 
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Ncri nh4n: 
So' Yte (de h/c) 
LDBV: 
L117117. 7/,  

Nguyen Thi Minh Chinh 
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3. De xuAt, khuyen nghi 

Qua viec khao sat 143 ngdOi nha benh nhan dieu tri not tru tai 11 khoa lam 

sang cda Benh vien; chdng toi xin có mot s6 de xuat, khuyen nghi sau: 

- Y kien ngdOi nha ngtroi benh IA mot kenh thong tin quan trong gidp Benh 

vien lam can cd, ding nhts tham khdo, ... de danh gia mot so hoat dOng lien quan 

KCB, cung cap dich vu cua benh vien tir dO có cac dieu chinh phd hop hdemg den 

hoan thien va nang cao chdt Itrong, uy tin cda benh vien nhdm dap irng hai long 

ct:ia nguOi sir dung dich vu tai berth vien. 

- Cac khoa, phong, ca nhan co tim hieu, xay dung ke hoach, giai phap cu the 

nhdm khdc phuc, cai thien hoac giai quyet triet de nhimg han the co lien quan 

&roc phan anh tir cac bang, bieu do va cac y kien da neu trong bao cao. 

- Phong Quan 1)2 chat luting tiep tuc tim hieu, phan tich va theo doi tong chi 

so trong phan han the de phan anh kip thbi teri cac khoa, phong; De hoat clOng 

khao sat duo'c thuan tien home nda de nghi phOng CNTT cung vai cong ty phan 

mem cai tien truo'ng quan 1)2 ngued benh có them so bung va so gide-1'1g trong 

thdi gian 
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