SO Y TE KHANH HOA CONG HOA XA HOQI CHU NGHIA VIET NAM

TRUNG TAM PHAP Y Poc 1ap - Ty do - Hanh phic
S6: 72 /KH-TTPY Khdnh Hoa, ngay 04 thang 02 nam 2025
KE HOACH

Khio sat mirc do hai long clia nguoi dén, to chirc vé sw phuc vu trong cung
cap dich vu hanh chinh ctia Trung tim Phap y Khanh Hoa nam 2025

Thuc hién Ké hoach Cai cach hanh chinh ndm 2025 ctia S& Y té ban hanh
tai Quyét dinh s6 34/QD-SYT ngay 15/01/2025 ctia S&' Y té Khanh Hoa; Ké hoach
s6 61/KH-TTPY ngay 24/01/2025 cua Trung tdm Phap y vé cai cach hanh chinh
nam 2023,

Trung tam Phap y xay dung Ké hoach khao sat mirc d¢ hai long cua nguoi
dan, t6 chtic vé su phuc vu trong cung cap dich vu hanh chinh cta Trung tim nim
2025, cu thé nhu sau:

I. MUC PiCH, YEU CAU
1. Muc dich

Khao sat mutrc d6 hai long ctia ngudi dan, t6 chire ddi véi sy phuc vu trong
cung cap dich vu hanh chinh cta Trung tim Phap y nham danh gia khach quan
chat lugng cung mg dich vu hanh chinh cua co quan chuyén mon tryc thude So
Y té. Thong qua do don vi khao sat nim bat dugc yéu cau, mong mudn cuia ngudi
dan, t6 chirc dé c6 giai phap phu hop nham cai thién, ning cao chat luong phuc
vu va cung ung dich vu.

2. Yéu cau

Qua trinh khao sat phai bao dam tinh khach quan, khoa hoc va minh bach
phan anh trung thyc két qua danh gia cua nguoi dan, to chirc vé sy phuc vu cua
Trung tdm Phap y trong qua trinh cung cap dich vy hanh chinh.

Noi dung, thong tin trén phiéu khao sat ddm bao don gian, d& hiéu, d& tra
161 va phu hop v61 muc dich khao sat.

II. POI TUQNG, NOI DUNG, PHUONG PHAP KHAO SAT
1. Poi twong khio sat

Nguoi dan thue hién thi tuc hanh chinh tai Khoa Giam dinh ddi véi cac thu
tuc hanh chinh (giam dinh trén nguoi sdng) duoc phé duy¢t tai Quyet dinh s6
52/QD-TTPY ngay 21/11/2023 cua Trung tam Phap y vé viéc cong bd thu tuc
hanh chinh né1 b linh vuc giam dinh phap y theo trung cau ctia cic co quan to
tung va Quyet dinh s6 53/QD-TTPY ngay 21/11/2023 cta Trung tdm Phap y Ve
viéc cong bd thi tuc hanh chinh ndi bd linh vuc giam dinh phép y theo yéu cau
cua nguoi giam dinh.
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2. Noi dung, huéng din cac thong tin trong miu phiéu khao sat

Yéu cau ctia cudc khao sat dit ra 1a qua khao sat phai cung cap thong tin dé
tra 101 06 nhom noi dung chinh (co keém theo mau phiéu khdo sat) gom: kha nang
t1ep can; sy minh bach thong tin va thu tuc gidm dinh; co s& vat chit va phuong
tién phuc vu nguoi bénh; thai d§ ing xur, ndng luc chuyén moén cia nhan vién y
té; két qua cung cip dich vu va danh gia chung (tham chiéu tai Quyét dinh s6
3869/QD-BYT ngay 28/8/2019 ctia B4 Y té vé viéc Ban hanh cic mau phiéu va
huéng dan khao sat hai long Nguoi bénh va Nhan vién y té).

Nguoi thyc hién khao sat dién thong tin theo cac cach nhu sau (bang gidy
hoac quét ma Qrcode trén phan mém khaosat.me):

- Pién thong tin vao cac chd tréng c6 yéu cau dién;
- Panh dau gach chéo vao cac sb tir 1 dén 5 ciia cdu hoi danh gia hai long;
- Panh dau gach chéo vao 0 tra 161 cua cau hoéi co nhiéu lya chon;
~ -Caccauhoiy kién khéac: ngudi bénh tra 101 thong tin v6i do dai khong han
ché.
3. Phwong phap khio sat
3.1. Thiét ké khao sat: Diéu tra cit ngang.
3.2. Thoi gian khéo sat: cac ngay lam viéc cua 04 thang sau:
- Dot 1: Thang 3/2025
- Bot 2: Thang 5/2025
- bot 3: Thang 7/2025
- Bot 4: Thang 9/2025
3.3. C& miu

Toan bo bénh nhan dén giam dinh thuong tich trong thang theo 04 dot tai
muc I1.3.2.

3.4. Pia diém tién hanh khao sat: Tai bo phan giam dinh thuong tich.
4. Phan tich s6 liéu khao sat hai long
4.1. Cach tinh diém hai long

- Céc lya chon tra 101 ciia nguo1 bénh tur 1 dén 5 trong cac cau hoi khao sat
hai long duoc tinh diém tuong Gng tir 1 dén 5.

- Piém hai 1ong trung binh chung bang diém trung binh cua tit ca cic miu
phicu khéo sét (so véi diém toi da la 5).

- Cong thirc tinh diém hai 1ong trung binh chung:
T s6 = [(Tong s6 diém cua tit ca cac cau hoi khao sat hai 1ong cta ngudi
thir 1) / (Tong s6 cau hoi)] + [(Tong s6 diém cua tat cd cac cau hoi khao sat hai



1ong ctia ngudi thir 2) / (Tong s6 cau hoi)] + [(Tong sb diém cia tat ca cac cau hoi
khao sat hai long cua nguoi thir n) / (Tong so cau hoi)].

Mau s6 = Tong s6 nguoi dugc khao sat.

- Piém trung binh cta timg khia canh bang diém trung binh cac cau hoi
thudc tirng khia canh cua tat ca cac mau phiéu khao sat (so véi diém t61 da 1a 5).

4.2. Cach tinh ty 1€ hai long
- Céch tinh ty 1¢ hai long chung (t6i da 100%):

T s6 = {[(Tong sb cau hoi co tra 101 mirc 4 + Téng s6 cau hoi tra 161 muc
5 cua nguoi thar 1) / (Tong s6 cau hoi)] + [(Tong s cau hoi ¢6 tra 101 mirc 4 +
Tong s6 cau hoi tra 101 mirc 5 cua nguoi thir 2) / (Tong s6 cau hoi)] + [(Tong s6
cau hoi co tra 101 mirc 4 + Tong sd cau hoi tra 161 mire 5 ctia ngudi thir n) / (Tong
s6 cau hoi)]} x 100.

Mau s6 = Tong sd nguoi duoc khao sat.

- Ty 1€ hai long theo tirng khia canh: 4p dung cach tinh twong tu.

4.3. Chi s6 hai 1ong toan dién

Céch tinh chi s6 hai long toan dién:

T s6 = {(Nguoi thir 1 ¢6 toan bd cac cau tra 101 hai long ¢ mirc 4 hodc 5)
+ (Nguoi thir 2 c6 toan bd cac cau tra 101 hai long & muc 4 hodc 5) + (Nguoi thir
n c6 toan bd cac cau tra 101 hai 1ong & mirc 4 hoac 5)} x 100

(T s6 loai trir nhitng nguoi co tra loi bat ky cau nao o murc 1, 2, 3);
Mau s6 = Tong s6 nguoi dugce khao sat.

,Lu’u y: chi s6 hai long toan dién (comprehensive Satischtion indicator) la
chi s6 duoc dia vao hoat dong khao sat hai long cua Bg Y té tw nam 2019 theo
Quyet dinh sé 3869/0D-BYT ngay 28/8/2019 cua Bo Y té vé viéc Ban hanh cac
mau phiéu va hwong dan khdo sdt hai long Nguoi bénh va Nhdn vién y té dé theo
déi viéc cdi tién chdt lwong, khéong bdt budc cong bé két qua chi sé hai long toan
dién.

4.4. Ty I¢ dap ung so véi mong doi

Puoc tinh bang ty 1¢ trung binh chung ctia toan bo d6i twong duoc khao sat.

I11. NOI DUNG THU'C HIEN

n ‘A Thoi gian Co quan chu tri
T Cong vige thuc hién thuc hién
Sau khi ban

hanh Ké hoach | P.TCHC (phdi hop
CCHC (khong Khoa Gidm dinh)
qua 30 ngay)

1 | Lap Ké hoach kém phiéu khéo sat




o | Pho bién trinh tu, cach thie, n61 dung, | 10 022025 | Khoa Gism dinh
yéu cau khdo sat
Phét va thu phiéu khao sat; nop phiéu ThaP £ 3/‘2025 \ilen c’hu:c phu trac}l.
3 Khio sat v& Phone TCHC dén ngay cong tdc CCHC phoi
& 05/10/2025 hop thyc hién
Tong hop, phan tich dit liéu khao sat, | Trudc ngay
4 xay dung béo cdo 15/10/2025 PTCHC

IV. TO CHUC THUC HIEN

1. Phong To chirc hanh chinh - Ké hoach tai chinh

- Phéivh(_)’p Vi cac don vi lién quan t6 chirc khao sat mtrc do hai long cia
nguoi dan, té chire theo ké hoach nay.

- Cir vién chirc phu trach cong tac cai cach hanh chinh phéi hop thuc hién
khao sat theo ké hoach nay.

- Xay dung du thao bao cao danh gia két‘ qua khao sat sy hai long ctia nguoi
bénh trong d6 c6 bang tong hop hoac bicu d6 so sanh su hai long theo cac noi
dung khao sat.

2. Khoa Giam dinh - Giii phiu bénh va Xét nghiém

- Pho bién Ké hoach nay dén vién chuc, nguoi lao dong thudc Khoa.

- Hudng dan phuong phap khao sat trong do c6 quy dinh vé thoi gian tién
hélph, doi tugng dugce khao sat, dia diém khao sat... phan cong nguodi thuc hién;
kiém tra, giam sat cac hoat dong khéo sat.

- Tong hop phiéu, téng hop cac s6 liéu, nhitng phan anh da ghi nhan theo
su phan cong gui Phong TCHC-KHTC dé tong hop chung.

~ Trong qua trinh trién khai thuc hién ké hoach néu phét sinh kho khan, vuong
mac, cac khoa, phong kip thoi phan anh vé Phong TCHC-KHTC dé tong hop,
bao céo lanh dao Trung tam xem xét di€u chinh./.

Noi nhgn: KT. GIAM POC
- Céc khoa, phong TTPY (VBDT); TO.GIAM POC
-SoY té (VBDT); w

- Lanh dao TTPY (VBDT); RORIRTI

- Luu: VT, TCHC. TRL‘“G'T""{“, )

PHAP ¥

Lé Ngoc Vién



TRUNG TAM PHAP Y

PHIEU KHAO SAT Y KIEN NGUOI PEN GIAM PINH

Nham muc tiéu ndng cao chdt luong giam dinh, dap vng sw hai long nguoi bénh, Trung tam
Phdp y t6 chitc khdo sat dé tim hiéu nguyén vong nguoi dén giam dinh. Cdc y kién quy bdu nay sé
givip Trung tam khdc phuc khé khan, ting buéc cdi tién chat lwong dé phuc vu ngum dan tot hon.
Trung tdm Phdp y bdo dam gii bi mdt thong tin va khéng dnh hwéng dén viéc giam dinh. Xin trdn
trong cam on!

1. Ngay dién phiéu: ....................

THONG TIN NGUOI BENH
Al. | Giéi tinh: [ ]Nam [N A2 [ TUOE: covveieiieie
A3 | Sb di dong (bt budc):
A4. | Udc tinh khoang cach tir noi sinh sng dén Trung tdm Phap y: ........... km

PANH GIA VIEC SUDUNG DICH VU Y TE
Ong/,Bé danh ,déu gach cheo vao mot s0 tir 1 dén 5, trong ing v6i mie dd hai long hodc nhan xét
tur rat kém dén rat tot cho tung cau hoi dudi day:

Rét khong hai long
hodc: Rat kém

O 1a: (2 la:

Khong hai long

@ la:

Binh thuong

@ la:

Hai long
hodc: Tt

hodc: Kém hodc: Trung binh

@12‘1:
Rét hai 1ong
hodc: Rt tbt

A. Kha niing tiép cin

Al. | Céc bién bao, chi din tai tAng trét rd rang, d& nhin, dé tim.

A2.| Céc so déz bién bao chi dan duong dén cac khoa, phong trong Trung tim
10 rang, dé hiéu, dé tim.

A3.| Cac 16i di trong Trung tim, hanh lang bang phang, dé di.

A4. | C6 thé tim hiéu cac thong tin qua dién thoai, trang tin dién tir ctia Trung

tam (website) thuan tién.

B. Sw minh bach thong tin va thi tuc giam dinh

Bl. | Quy trinh gidm dinh dugc niém yét rd rang, cong khai, dé hiéu.

B2. | Cac quy trinh, thu tuc gidm dinh dugc cai cach don gian, thuan tién.
B3. | Nhan vién y té tiép d6n, hudng din nguoi bénh 1am cac thu tuc niém nd, tin tinh.
B4. | Bugc Xép hang theo thr tu trudc sau khi lam céc thu tuc giam dinh.
BS5. | Banh gia thoi gian cho dgi 1am thu tuc dang ky giam dinh.

B6. | Banh gia thoi gian cho toi lugt kham giam dinh

C. Co sé vat chit va phwong tién phuc vu nguwoi bénh




Cl. | C6 phong/sanh cho kham sach s&, thoang mét vao mua hé; kin gio va 4m
ap vao mua dong.

C2. | Phong chod c6 du ghé ngdi cho nguodi bénh va sir dung tot.

C3. | Phong cho c6 quat diy du, hoat dong thuong xuyén.

C4. | Phong cho ¢6 cac phuong tién gitp nguoi bénh 6 tam 1y thoai mai nhu
tranh anh, to roi, nudc uong...

C5. | Pugc bao dam sy riéng tu khi kham giam dinh.

C6. | Nha vé sinh thuan tién, sir dung tt, sach sé.

C7. | Méi truong trong khuon vién Trung tdm xanh, sach, dep.

C8. | Khu giam dinh bao dam an ninh, trat ty, phong nglra trom cip cho nguoi dan.

D. Thai do wng xir, ndng luc chuyén mon cia nhan vién y te

D1.| Nhén vién y té (bac sy, diéu dudng, v si) c6 1oi noi, thai do, giao tiép
ding muyc.

D2. | Nhén vién phuc vu (h 1y, bao vé, ké toan.. .) ¢0 101 néi, thai do, giao tiép
ding muc.

D3. | Pugc nhan vién y té ton trong, dbi xir cong bang, quan tim, giup da.

D4. | Niang lyc chuyén mon cua bac sy, diéu dudng dap tng mong doi.

E. Két qua cung cap dich vu

El. | Két qua giam dinh d dap ung duoc nguyén vong cua Ong/Ba.

E2. | Két qua kham giam dinh dugc nhéan vién y té giai thich day du, o rang,
minh bach.

E3. | Panh gia mic do tin tuong vé chét luong dich vu giam dinh.

F | Banh gia chung Trung tdm Phap y da dap wrng dwgc bao nhiéu % so véi

mong doi trude khi téi1 kham bénh?
(dién s6 tir 0% dén 100% hodc c6 thé dién trén 100% néu Trung tam thyc
hién tot, vuot quda mong doi cua Ong/Ba)

XIN TRAN TRONG CAM ON!
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