
sc.) Y TE THAI BINH 	LONG HOA XA MN CHU NGHITA VIET NAM 

BENH VIEN NHI 	 Hoc lap — Tkr do — Hanh phtie 

s6: 46 /BC-BVN 	 Thai Binh, ngaylgthang 05 nam 2018 

BAO CAO 
Ket qua khao sat S7 kiln ngtroi benh ngoai trtillAn 1 nam 2018 

I. DOI TVONG VA PHCONG PHAP KHAO SAT 

1.1. DOi twing khao sat 

* Dia diem: Tai Khoa Kham benh- Benh vien Nhi Thai Binh. 

* Doi tuong va tieu ch9n lya ch9n khdo sat: Ngutti nha benh nhi sau khi 

ket thiic qua trinh lcham benh va d6ng )", tham gia khdo sat. 

* Thai gian khao sat: Tir ngdy 08/5/2018 den ngay 16/5/2018. 

1.2. Phtrang phip 
. A 

* Thiet ke nghien cum: Dieu tra cat ngang. 

* Co' mat': 102 ngi.r&i nha benh nhan (theo yeu cau cua BYT) 

* Ging ca khao sat: Theo mAu phieu cua BYT: "Mau phieu 02: Phiju 

khao sat ji kiln ngtroi benh ngoai trti ban hanh kern theo Quyit dinh 6859/TT-

BYT ngay 18/11/2016 ctia Bo Y 

* NOi dung danh gia va trien khai khao sat: 

- NOi dung dinh gia: Mdc (10 hai long cua ngtrai nha benh nhi ve viec sir 

dyng cac dich vu y to tai Benh vien theo 5 nhom tieu chi: 

A. Kha nang tiep can 

B. Sr minh bach thong tin va thu tyc kham benh, dieu tri 

C. Co so vat ch& va phuong tien phyc vu ngithi benh 

D. Thai d() Ong xir, nang lyc chuyen mon ciia nhan vien y to 

E. Ket qua cung cap dich vu 

- KS thWat hoi va danh gia: Mix dO hai long cila 	nha benh nhi ve 

viec sir citing cac dich vu y t6 tai Benh vien bei nhOrn khao sat thuO'c PhOng 

Quan ly chit luting. 
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A. Kha nAng ti6p can 4,29 diem: 80% 

E. KQ cung cap dich vu 

4,63 digrn: 98% 

B. Su minh bach TT va thit 

tuc HC 

4,49 digrn: 90% 

C. Ca so.  VC 

4,12 diem: 72% 

D. Thfii dsti UX va Wang lire 

cua NVYT 

4,61 diem: 99% 

II. KET QUA ICHAO SAT 

2.1. Thong tin chung 

Bang 2.1. Phan logi d i tuvng khdo sat theo gal va sti• dung BHYT 

Gioi tinh 
Sir dung BHYT 

Tong 
 Co Khong 

Nam 18 31 49 

Nit 23 30 53 

Tong 41 61 102 

Nh4n xet: Co 48,03% ngueri nha tre nam va 51,97% ngtr6i nha tre nix tham 

gia tra 16i phong van. CO 61/102 (59,8%) b'e'nh nhi khong sir dung the BHYT 

trong dcrt kham nay. 

2.2. Ket qua phong van nproti nha Nnh nhan 

2.2.1. Dinh gia muc diem trung binh theo nhom tieu chi 

Bij"u dj 2.1. Phan loci mar diem truing binh theo tirng nhom tieu chi 

Nhlin xet: Nhom tieu chi dat mire diem cao nhAt la nhom E. Ket qua cung 

cap dlch vy, dat 4,63 diem voi ti le hai long la 98%. Nhom tieu chi dat mire 

diem thAp nhAt la nhom A. Kha tieing tie'p can, dat 4,29 diem yen ti le hai long la 

80%. 

2.2.2. Mirc do khOng hai long cua ngup i nha nguiyi b'enh theo nhom tieu chi 

a. Mirc dO khong hai long cfla NNNB theo cac nhom tieu chi 
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D. Thai do UX va 	E. KQ cung CO 	B. Sur minh bath 	A. Kha nang tip 	C. Ca so VC 
nang hyc ctia NVYT 	dich vu 	TT va th6 tuc HC 	can 

Bieu dO 2.2. TS,  le khOng hai long ciia nguiri nha bnh nhan theo nhom TC 

Nh4n xet: Ti le khong hai long cila NNBN ve benh vien (theo 5 nh6m 

trey chi va twat tinh tir mix 3 tra xuljng): nhOm tieu chi C. Co' so. vat chrit va 

phtrang tie:n phut vu ngudi bnh có tS1 le khong hai long cao nhAt (27.6%); 
Nhom tieu chi D. Thai do ung xir va nang lz,rc cua NVYT co ti le khong hai long 
thiap nhAt (0.98%). 

b. Phan tich may d6 kh6ng hai long theo tieng nhom tieu chi 

*Nhom A: Kha nang tieP' can 
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A1.1.61di bAng phangA2. Sc' d6, bien bao A3. Kh6i nha, cau A4. Bien bao, chi d5n AS. Tim hieu thong 

chi d5n den cac 
	

thang danh s6 ro 	dgn BV 	tin va clang ki kham 
khoa/ phong 	 rang 	 qua dien thoai, 

Website 

Bleu coo 2.3. Ti le khong hal long ctia ngtroi nha benh nhan theo tieu chi nhom A 



N114 xet: Tieu chi A5.CO the tim hieu cac thong tin va clang ki kham qua 

dien thogi, trang th6ng tin dien tin caa benh Wen thu6n tien CO ti le khong hai 

long cao nhAt (82.4%). Cac tieu chi con lai deu co ti le 'thong hai long thEtp:,  

* Nhom B: Str minh bath thong tin va thn tuc kham china benh 

B5. flugc xtp hang khi lam cac thu tuc 	NI 1.96% 

B4. NVYT don tip niem ner MO 2 94% 

B2. Quy trinh, thit tuc dcm gian, thua'n tien 	ill  2 94% 

Bl. Quy trinh KB niem yet, cling khai 	1111 2 94% 

B6. Thai gian cher clang ki kham 5.88$ 

B9. Thad gian cher lam CLS 9.80%1 

B8. TWA gian duoc BS kham va to van 9.80% 

B10. Thai gian cher KQ CLS 12.75% 

137. Thai gian cher tat !trot kham 13.73% 

B3. Gia DV y te niem yet, cong khai 35.2 
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Bieu 2.4. Tf,  le khong hai long ezia NNBN theo nhom tieu chi B 

Nh4n xet: Tieu chi B3. Gia Bich vy y to niem yit r5 rang, cong khai c6 ti 

le khong hai long thAp nhAt (35,29%). Cac tieu chi con lai c6 ti le khong hai long 

trong khoang tir 2% den 14%. 

* NhOm C: Ca so. vat ch ldt va phwang tien phyc vy ngtroi benh 

	

C8. Khu KB dam bao an ninh 
	

1.96% 

C7. M6i truemg BV 12.94% 

	

C2. Phong cher co du ghe 	4;90% 

	

Cl. Sanh cher sach se, thoang mat 	4190% 
; 

C3. Phong cher co quat day at Mil p6.67 

C5. Dam bao rieng to khi lam CLS 

C6. Nha VS 

C4. PhOrm ch6 co ti-vi, tranh anh, to rori, nu6c 
ding 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 
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0% 1 
Dl. NVYT giao tiep 	D2. NV phoc vu giao 	D3. Dtror ton trong, 	D4. Nang Itrc cita BS 

citing mu'c 	tip dung mtyc 	giap der 	 dap irrig 

Bi'du ato 2.5. 7:0 le khong hai long elm ngw4i nha benh nhan theo lieu chi nhom C 

Day IA nh6m co ti le khong hal long thAp nhat trong cac nh6m tieu chi 

danh gia. Tieu chi C4. PhOng cha có cac pincong ti'On gizip NB có tam If; thoai 

mcii nhu ti- vi, tranh anh, to rai, rucerc uang co ti le khong hai long cao nhAt 

(93,14%). Tieu chi C6. Nha ye sinh thuOn tien, sir dung t&, sgch se" (50%). 

* Nhom D. Thai do irrig xu, nang ltrc chuyen mon caa nhan vien y to 

Bieu do 2.6. T.c, le khong hai lbng curt ngithi nha benh nhan theo lieu chi nhom D 

Nh4n 'Let: Da so nguen nhA b'nh nhan dugc phong van d u hai long voi thai coo 

img )(Cr, giao tip cua NVYT. 

* Nh6m E. Ke't qua cung cap dich vu 

7- 

3.92% 

1.96% 	 1.96% 

0.98% 

El. KQ KB clap irng E2. Thu tuc HC ro rang, E3. Mut dO tin Wang E4. Mirc do HL ve gia 
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Bieu do 2.7. Ty; le khong hai Ibng cur! NNBN theo tieu chi nhom E 
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43 1. Chic chin khOng bao giCr quay lai 

a  2. Khong muon quay lai nh.mg co it lira 

chgn 

• 3. Co the se quay lai 

IN 4. Chic chin se" quay lai 

Nkin xet: Ti le khong hai long cua ngtreri benh ve cac tieu chi nhom E 
thap, chi trong khoang tir 0,98% den 3,92%. 

2.2.3. Mtic di) cam ket cua NNBN "quay tr614i BOh vien dieu tri" 

Bieu crJ 2.8: Mat. clf) cam Vet quay Igi dr'eu ctia NNBN 

Nh;in xet: Co 78,44% s6 ngithi dugc hoi cho biet Chac than se quay lgi 

benh vien hoc giai thieu cho ngw'ri khac khi co nhu cAu sir dung dich vu y te. 

CO 20,58% s6 NNBN cho bit co the se quay lai khi c6 nhu cAu. Tuy nhien cung 

c6 0,98% s6 ngtreci dugc hOi khong muan quay lai sit clung dich vu/khong có h:ca 

chon khac hoac mu an chuyen tuyEn sang benh vien 

2.2.5. M(it so nhom y kien phan ht)i/dong gop cim NNBN qua khio sat. 

Bing 2.3: Y kien cua NNBN qua dqt kVA() sat Ian 1 nam 2018 

NOi dung Ghi 
chi Nhom TC Cu the 

Sy minh bath 

thong tin ya 

thii tvc kham 

benh, di'eu tri 

Ngugi nha BN mong muon dugc BS khan' ya to van ye 

benh cua cac chaulq han 

Ngueri nha BN mong muon bang gia dich yii dugc cong 

khai ea km 

Phong chO' 

kham benh 

Ngu*i nha BN mong muon c6 them cay nu& uong cho 

cac chau 
*15 

NguOi nha BN mong mu6n1Ap them quit tai khu virc chop 

ket qua X-quang/ sieu am (canh khoa Truyen nhiem) 
08 

Mong Benh vien 1)6 tri them ghe yoi quit cho dqi ket qua 

kham a khu Kham to nguyen 
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Nha ve sinh, 

nha tam 
Ngtred nha phan anh Nha VS con mai nhieu 05 

   

*15 ngirai cluvc hoi có cling y klAn nhu tren 

2.2.6. Danh sach cac tieu chi of) ti le khong hai long > 50% trong dot khao sat 

Nhorn Tieu chi 

Tile  

khong 
hai 
long 

thi  0 Phan 
nhom 

VD can 

A. Kha nang 
tiep can 

A5. Tim hieu thong tin va clang 14 
kham qua dien thoai, Website thuan 
tien. 

82.40% 

C. Ca so.  vat 
chat va 
phucmg tien 
phuc vu nguori 
benh 

C4. Phong ch6 có cac phtrung tien 
giap nguiri benh co tam 1$,  thoai 
mai nhu ti-vi, tranh anh, to roi, 
nuo.c uong,... 

93.14% 

C6. Nha VS thuan tien, sir dung tot, 
sach se 

50% 

III. KET LUAN 

1. K'et qua khao sat 

- Ti le hai long chung cua NNBN kham benh ngoai tra tai Benh vien la 86%, 

trong do ti le hai long ve nhom D. Thai cho ung xir va nang hfc cua NVYT la cao 

nhit (99%) va ti le hai long thip la nhom C. Ca so. vat chit va phu-crng tien phyc vu 

nguoi Nnh (72%). 

- 78.44% s6 ngu&i ducrc khao sat cho biet chic chin se quay lai sir dung dich 

vu y to tai Benh vien khi co nhu ciu. 

- Cac-  gop 'Y cua nguei nha benh nhan tap trung cha y6u vao cac nhom vin 

de: Co so. vat chit ngoai phong chat; nha ve sinh; khong co nu& u'Ong nong/lanh; 

giao tiep, Ung xir cua NVYT;.... 

2. Kho khan, han the 

- D6i tucmg khao sat la ngtroi nha caa cac benh nhi nen viec dien vao phieu 

khdo sat gap kho khan khi nguai nha phai thuong xuyen be/coi cac chau. Khi ket 

iliac qua trinh kham benh, nguoi nha va benh nhi nhanh chong ve nen qua trinh thu 

thlap thong tin thtrang bi gian clown. 
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- Phieu khao sat con qua nhieu thOng tin khien ngtroi nha benh nhi khOng 

mu6n dien vi e ngai ton nhieu thoi gian. 

3. De xuAt, khuyen nghi 

- Y kien ngu6i nha ngtr6i benh la mOt kenh thong tin quan tr9ng gitip Berth 

vin lam can cir, cling nhtr tham khao, ... de danh gia cac hoat dOng lien quan 

den dich vu kham benh cua Benh vien. 

- Cac khoa, phong, ca nhan lien quan có tim hieu, xay Ong ke hoach, giai 

phop cu the nham khac phpc, cai thien hoac giai quyet triet de nhirng han the 

dugc phan anh tir nguoi nha benh nhan. 

- Phong Quan 1S,  chat lugng tiep tvc phan tich, ho tra va giam sat cac khoa, 

phong thvc hien cai tin chat lugng./. 

Noi nh(in: 

- So.  Y to (d b/c); 

- LDBV; 

- Luv VT. 

GIAM DOC 

NNIgIY----\''.:nT-<'-hil Minh Chinh 
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