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

TRUNG TAM PHAP Y KHANH HOA Poc lap - Tu do - Hanh phiic
Sb: 292 /BC-TTPY Khanh Hoa, ngay 06 thdng 10 nam 2025
BAO CAO

Két qua khio sat mirc do hai long cia nguoi dan, t6 chirc
veé su phuc vu trong cung cap dich vu hanh chinh
ciua Trung tam Phap y Khanh Hoa nam 2025

Thuc hién K& hoach Cai cach hanh chinh nim 2025 cta SO Y té ban hanh
tai Quyét dinh s6 363/QD-SYT ngay 22/7/2025 ctia S Y té Khanh Hoa; Ké hoach
s6 66/KH-TTPY ngay 30/7/2025 cua Trung tim Phap y Khanh Hoa vé cai cach
hanh chinh nam 2025,

Can ctr Ké hoach s6 72/KH-TTPY ngay 04/02/2025 cta Trung tim Phap y
Khanh Hoa vé khao sat muc d6 hai long ctia nguoi dan, t6 chic vé su phuc vu
trong cung cap dich vu hanh chinh ctia Trung tim Phap y Khanh Hoa nim 2025,
Trung tam Phap y bao cao két qua khao sat muc do hai long cua nguoi dan, t6
chtrc vé su phuc vu trong cung cap dich vu hanh chinh cua Trung tim nim 2025,
cu thé nhu sau:

I. TINH HINH TRIEN KHAI THUC HIEN

Trung tdm Phép y tién hanh 1dy y kién dénh gia ciia nguoi dan thuc hién
thu tuc hanh chinh tai Khoa Giam dinh d6i véi céac tha tuc hanh chinh (giam dinh
trén nguoi song, duoc phé duyét tai Quyét dinh s 52/QD-TTPY ngay 21/11/2023
va Quyét dinh sO 22/QDTTPY ngay 19/9/2025 (tir ngay 01/7/2025) cua Trung
tam Phap y Ve viéc cong bb thi tuc hanh chinh ndi b linh vyc giam dinh phap y
theo trung cdu cua cac co quan t6 tung va Quyét dinh sb 53/QD-TTPY ngay
21/11/2023 va Quyét dinh s6 23/QDTTPY ngay 19/9/2025 (tu ngay 01/7/2025)
cua Trung tam Phap y Ve viéc cong bd thil tuc hanh chinh ndi bo linh vuc gidm
dinh phap y theo yéu cau ctia nguoi giam dinh) tai Trung tim theo 04 dot (thang
3,5,7,9/2025).

Qua khao sat cung cép thong tin cua 06 nhom nodi1 dung chinh (thyc hi¢n
theo phiéu khao sat va phan mém khaosat.me) gom: kha nang tiép can; sy minh
bach thong tin va thu tuc gidm dinh; co s& vat chit va phuong tién phuc vu nguoi
bénh; thai d6 ing xu, nang luc chuyén mon cua nhan vién y té; két qua cung cép
dich vy va danh gia chung (tham chiéu tai Quyet dinh s6 3869/QD-BYT ngay
28/8/2019 ctia BO Y té vé viéc Ban hanh cac mau phiéu va huéng dan khao sat
hai 1ong Ngudi bénh va Nhan vién y té).
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~ Sau thoi gian thyc hién lay ¥ kién khéo sat, Trung tim da tong hop dugc 81
phicu, s6 phiéu du di€u kién dé xur ly la 81 phiéu, dat 100%. Két qua thong ké
duoc the hién tai phan II cuia Bao céo.

II. KET QUA KHAO SAT
1. Thong tin nguoi bénh
- G161 tinh:

Gidi tinh

- Tubi:

Tudi
> 65 tudi I 3,70
<15 tudi - 9,88

0,00 20,00 40,00 60,00 80,00 100,00

2. Kha niing tiép cin

- Céac bién bao, chi dan tai tang trét rd rang, dé nhin, dé tim:



Al. Cac bién bao, chi dan tai tang trét rd rang, dé
nhin, dé tim

Rat hailong [ os,77
Hailong 0
Binh thwong | 0
Khéng hailong 0
Rat khong hailong | 1,23
0 20 40 60 80 100 120

- Céac so do, bién bao chi dan duong dén cac khoa, phong trong Trung tdm
0 rang, dé hiéu, dé tim:

A2. Cac so dd, bién bao chi dan duworng dén
cac khoa, phong trong Trung tadm ro rang, dé
hiéu, dé tim
Rat hai long NN 08,77
Hailong 0
Binh thwong 0
Khoéng hailong 0
R4t khéng hailong | 1,23

0 20 40 60 80 100 120
- Cac 16i di trong Trung tdm, hanh lang bang phing, d& di:

A3. C4c 18i di trong Trung tam, hanh lang bang
phang, dé di

R4t hailong I 97,53
Hailong 1 1,23
Binh thwong 0
Khong hailong | 0
Rat khéng hailong 1 1,23

0 20 40 60 80 100 120
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- C6 thé tim hiéu céac thong tin qua dién thoai, trang tin dién tir ctia Trung
tam (website) thuan tién:

A4. C6 thé tim hiéu céc thong tin qua dién
thoai, trang tin dién tlr cia Trung tdm
(website) thuan tién

R4t hailong I 97,53
Hailong 1 1,23
Binh thwong | 0
Khong hailong 0
Rat khéng hailong 1 1,23

0 20 40 60 80 100 120

3. Sw minh bach thong tin va thi tuc giam dinh
- Quy trinh giam dinh duoc niém yét rd rang, cong khai, dé hiéu:
B1. Quy trinh giam dinh dwoc niém yét r6
rang, cobng khai, dé hieu
R&t hai long I, 08,77
Hailong 0
Binh thwong 0
Khéng hailong = 0
Rat khéng hailong | 1,23

0 20 40 60 80 100 120
- Céc quy trinh, tha tuc gidm dinh dugc cai cach don gian, thuan tién:

B2. Cac quy trinh, thu tuc giam dinh dwgc
cai cach don gian, thuan tién
Rat hai long NN 08,77
Hailong 0
Binh thwong | 0
Khéng hailong | 0
Rat khoéng hailong 1 1,23

0 20 40 60 80 100 120



- Nhan vién y té tiép don, huéng dan nguoi bénh 1am céc thu tuc niém né,
tan tinh:

B3. Nhan vién y té tiep don, hwong dan
ngwoi bénh lam cac thu tuc niem nd, tan
tinh

R4t hai long I 97,53
Hailong 1 1,23
Binh thwong | 0
Khong hailong | 0
R4t khéng hailong 1 1,23

0 20 40 60 80 100 120
- Puoc Xép hang theo thir ty trudc sau khi lam cac thu tuc gidm dinh:

B4. Bwoc xép hang theo thir ty trvdc sau
khi lam cac tha tuc giam dinh

Rat hailong  [INEEGGEE 03,77
Hailong | 0
Binh thwong | 0
Khéng hailong 0
R4t khéng hailong | 1,23
0 20 40 60 80 100 120
- Banh gié thot gian cho doi lam tha tuc dang ky gidm dinh:
B5. Danh gia thoi gian cho dgi lam tha tuc dang
ky gidm dinh
Rat hai long NG o753
Hailong | 1,23
Binh thwong 0
Khong hailong | 0
Rat khong hailong | 1,23

0 20 40 60 80 100 120



- Béanh gia thoi gian cho té1 luot khdm giam dinh:
B6. Danh gia thoi gian cho toi lwot kham
giam dinh
Rat hailong NG 08,77

Hailong O

Binh thwong 0

Khéng hailong 0

R4t khéng hailong | 1,23

0 20 40 60 80 100 120

4. Co s& vat chat va phwong tién phuc vu nguoi bénh
- C6 phong/sanh chd kham sach s&, thoang mat vao mua he; kin gié va am
ap vao mua dong:
C1. C6 phong/sanh cho kham sach s&, thoang
mat vao mua hé; kin gié va &m 4p vao mua
doéng
Rét hai long G 03,77
Hailong 0
Binh thwong | 0
Khong hailong | 0
Rat khong hai long 1 1,23

0 20 40 60 80 100 120
- Phong cho ¢6 du ghé ngoi cho nguoi bénh va stir dung tot:

C2. Phong che ¢6 di ghé ngoi cho nguoi
bénh va st dung tot
Rat hailong N 55,77
Hailong 0
Binh thwong | 0
Khong hailong | 0
R4t khong hailong | 1,23

0 20 40 60 80 100 120
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- Phong cho c6 quat day du, hoat dong thudng xuyén:

C3. Phong chd cé quat day du, hoat déng
thwdng xuyén
Rat hailong  [INEEEGE 05,77

Hailong 0

Binh thwong | 0

Khong hailong 0

R4t khong hailong | 1,23
0 20 40 60 80 100 120

- Phong cho c6 cac phuong tién giip ngudi bénh co6 tam 1y thodi mai nhu
tranh anh, to roi, nudc udng...

C4. Phong chd c6 cac phwong tién giup
ngwoi bénh co tam ly thoai mai nhw tranh
anh, to roi, nwdc udng...

R4t hailong NI 08,77
Hailong 0
Binh thwong | 0
Khong hailong 0
Rt khéng hailong 1 1,23

0 20 40 60 80 100 120
- Pugc bdo dam su riéng tu khi kham gidm dinh:
C5. buoc bao dam s riéng tw khi kham
giam dinh
Rat hailong  [INNEGEGEGEEEEE— 03,77

Hailong 0

Binh thwong | 0

Khong hailong 0

R4t khong hailong | 1,23

0 20 40 60 80 100 120



- Nha vé€ sinh thuan ti¢n, st dung tdt, sach sé:

C6. Nha vé sinh thuén tién, sir dung tot, sach sé

Rat hai long [N 03,77
Hailong | 1,23
Binh thwong 0
Khong hailong 0
Rat khéng hailong 0

0 20 40 60 80 100 120
- M6i truong trong khudn vién Trung tam xanh, sach, dep:

C7. Méi trwdng trong khudn vién Trung tam
xanh, sach, dep
Rat hai long I 08,77
Hailong | 1,23
Binh thwong | 0
Khong hailong | 0
Rat khéng hailong | 0
0 20 40 60 80 100 120
- Khu giam dinh bdo dam an ninh, trét ty, phong ngtra trdm ce"lp cho nguoi
dan:
C8. Khu giam dinh bao dam an ninh, trat
tw, phong ngra trém cap cho ngudi dan
Rathailong I 03,77
Hailong | 1,23
Binh thwong 0
Khong hailong 0
Rat khéng hailong | 0

0 20 40 60 80 100 120
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5. Thai d9 ng xir, ning hre chuyén mén ciia nhén vién y té
- Nhan vién y té (bac sy, diéu dudng, y si) c6 101 néi, thai do, giao tiép ding
muc:
D1. Nhan vién y té (bac sy, diéu dudng, y
si) co 1&i ndi, thai db, giao tieép dung myc
Rat hai long I 93,77
Hailong | 1,23
Binh thwong 0
Khéng hailong 0
R4t khéng hailong | 0
0 20 40 60 80 100 120

- Nhan vién phuc vu (ho 1y, bao vé, ké toan...) c6 101 néi, thai do, giao tiép
ding muyc:

D2. Nhéan vién phuc vu (hd ly, bao vé, ké
todan...) cé 101 ndi, thai d6, giao tiép ding muc

Rat hailong I 100
Hailong 0
Binh thwong | 0
Khéng hailong | 0
R4t khong hailong 0

0 20 40 60 80 100 120
- Pugc nhan vién y t€ ton trong, doi xur cong bang, quan tam, giap do:

D3. Bwoc nhan vién y té ton trong, doi xd
cong bang, quan tam, giup do
Rat hai long I 100
Hailong 0
Binh thwong 0
Khéng hailong 0
R4t khéng hailong | 0

0 20 40 60 80 100 120
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- Nang lyc chuyén mon cua bac sy, diéu dudng dap tmg mong doi:

D4. Nang lyc chuyén mon cua bac sy,
dieu dwdng dap wyng mong doi

Rat hailong I 100
Hailong 0
Binh thwong 0
Khéng hailong | 0
R4t khéng hailong 0

0 20 40 60 80 100 120

6. Két qua cung cip dich vu
- Két qua giam dinh d3 dap g duoc nguyén vong ctua Ong/Ba:
E1. Két qua giam dinh da dap trng duoc
nguyén vong cua Ong/Ba
Rat hailong I 100
Hailong 0
Binh thwong 0
Khéng hailong 0
R4t khong hailong 0
0 20 40 60 80 100 120

- Két qua kham giam dinh duoc nhan vién y té giai thich day du, ro rang,
minh bach:

E2. Két qua kham giam dinh dwoc nhan
vién y té giai thich day du, ré rang, minh
bach
R4t hai long I 100

Hailong 0
Binh thwong | 0
Khéng hailong | 0
Rat khéng hailong 0

0 20 40 60 80 100 120
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- Banh gid mtrc do tin tuong vé chat luong dich vu gidm dinh:

E3. Panh gia mic do tin twdng vé chéat
lweng dich vu giam dinh
Rat hailong I 100

Hailong 0

Binh thwong 0

Khong hailong 0

Rét khong hai long | 0

0 20 40 60 80 100 120
7. Danh gia chung Trung tAm Phap y da dap wng dwgc bao nhiéu % so
v&i mong doi trwde khi téi kham bénh

banh gia chung Trung tam Phap y da dap ing duoc 99,72% so v41 mong
doi trudc khi téi kham bénh.

I1I. PHAN TiCH SO LIEU
1. Piém hai long
a) Diém hai long cia ting khia canh

Diém hai long cla tirng khia canh

A. Kha nang tiép can

4,94
E. K&t qud cung cap B. Su minh bach théng
dich vu tin va tha tuc giam dinh
5,00

4,95

4,96 > ~ e N
C. Co s¢ vat chat va

phwong tién phuc vu

D. Thai do &ng xt,
nang luwc chuyén mon

, A ~ =500 Lok
cUa nhanviény té nguwoi bénh
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Két qua khao st co ban cho thdy su hai 1ong ctia nguoi dan, t6 chirc d6i
v&i su phuc vu trong cung cap dich vy hanh chinh cta Trung tdm Phap y kha cao,
tuy nhién trong 05 nhoém ndi dung qua khao sat cho thay nhom “kha nang tiép
can”, “sy minh bach thong tin va thu tuc giam dinh” va “co s¢ vat chat phuong
tién phuc vu ngudi bénh” c6 diém hai 1ong thap hon (khong dang ké) so véi 03
nhom con lai.

b) Piém hai long trung binh chung

’ Diém hai long trung binh chung bang diém trung binh cua tat ca cac mau
phi€u khao sat (so voi diém t61 da la 5). Khao sat cho két qua diém hai long trung
binh chung la 4,97/ t61 da 05 diém.

1. Ty I¢€ hai long:
a) Ty lé hai long cua tung khia canh

Diém hai long cua tirng khia canh

A. Kha ning tiép can

99,00

E. K&t qua cung cép dich 33,00

vu

B. S minh bach thong
tin va tha tuc gidm dinh

100,00
99,00

D. Théi d6 ¢rng x(, nan C. Co s& vat chat va
lwc chuyén mén cla phuwong tién phuc vu
nhan viény té ngwoi bénh

Két qua khao sat co ban cho thdy trong 05 nhom ndi dung qua khao sat cho

thay nhom “kha ning tiép can”, “su minh bach théng tin va thu tuc giam dinh” va

“co s& vat chat phuong tién phuc vu ngudi bénh” c6 ty 16 hai long thap hon (khoog
dang ké) so voi 02 nhoém con lai.

b) Ty 1é hai long chung (t6i da 100%)

Khao sat cho két qua ty 1é hai long chung 12 99,26%/ t6i da 100%.

3. Chi s6 hai long toan dién

Qua khé}o sat c6 80/ 81 nguoi cod toan bd cac cau trd 161 & muc 4 hoac 5.
Nhu vay chi s6 hai long toan dién 1a 80/ 81 = 98,77%.
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(Chi s6 hai long toan dién (comprehensive satisfaction indicator) la chi s6
duoc dua vao hoat dong khao sat hai long cua B Y te tr nam 2019 theo Quyet
dinh s6 3869/0OD-BYT ngay 28/8/2019 cua Bo Y té vé viéc Ban hanh cac mau
phiéu va huong dan khdo sdt hai long Nguwoi bénh va Nhan vién y té dé theo doi
viéc cdi tién chdt luong, khong bdt budc cong bo két qua chi sé hai long toan
dién).

4. Ty I¢ dap wng so véi mong doi

~ Duoctinh bang ty 18 trung binh chung ctia toan bo ddi turong duoc khao sat.
Két qua dat 99,72 %.

IV. PANH GIA KET QUA KHAO SAT

Hé thong cau hoi ciia phiéu khao sét sat thuc véi nhitng van dé can quan
tam, tuong doi déy du & cac nd1 dung, theo trinh tu: kha nadng tiép can; su minh
bach thong tin va thu tuc gidm dinh; co s& vat chit va phuong tién phuc vu nguoi
bénh; thai 6 ing xtr, nang lyc chuyén mon cua nhan vién y té; két qua cung cip
dich vu va danh gia chung (tham chiéu tai Quyet dinh s6 3869/QD-BYT ngay
28/8/2019 ctia BO Y té vé viéc Ban hanh cac mau phiéu va hudng dan khao sat
hai 10ng Ngudi bénh va Nhan vién y t&). Két qua khao sat cho thiy sy hai 1ong
cuia nguoi dan, t6 chie khi thuc hién thu tuc hanh chinh tai Trung tam Phap y
tuong dbi cao.

- Qua viéc to chtrc thuc hién khéo sat, cling gép phan nang cao tinh than,
trach nhi€ém lam viéc ctia d01 ngii vién chirc, nguoi lao dong tai Trung tam.

- Ngoai ra, van con mdt so y kién danh gia chua hai long tir nguoi dan, to
chtrc khi thuc hién TTHC, dang cha y & mét s6 nd1 dung nhu sau:

29 ¢

+ Panh gia vé “kha ning tiép can”, “su minh bach thong tin va thi tuc giam
dinh” va “co s& vat chat phuong ti¢n phuc vu nguoi bénh” con chua dat sy hai
long to1 da.

+ Trong s6 81 phiéu khao sat, c6 01 phiéu danh gia 15 cAu & muc 1 (rat
khong hai long) va 10 cau & muc 4 va mirc 5 (hai long va rat hai 1ong). C6 thé giai
thich do ngudi khao sat chua nim k§ quy ude trong 5 murc d6 hai long thi muc 1
1a thap nhat va murc 5 14 hai 10ng nhat. Qua d6 cho thiy viéc giai thich, huéng dan
cach 1am cho ngudi khao sat con han ché.

V.PHUONG HUONG, NHIEM VU, GIAI PHAP NANG CAO CHAT
LUQNG PHUC VU

1. Tiép tuc nghién ctru diéu chinh, bd sung ndi dung, thuc hién viée lay y
kién khao sat murc d6 hai long ctia ngudi dan, to chirc dé tang hidu qua, s6 luong
lugt danh gia trong qua trinh thyc hi¢n thu tuc hanh chinh tai Trung tam, dé tiép
thu, lang nghe y kién nguoi dan nham nang cao két qua hai long ciia ngudi dan,
t6 chirc. Tang cuong to chirc kiém tra giam sat cong tic CCHC, thuc hién cong
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vu dé kip thoi tham muu Giam doc Trung tdm chi dao chan chinh nhiing ton tai
lién quan dén két qua danh gia cua nguoi dan, to chirc.

2. Chi dao cac khoa, phong thudc Trung tam c6 chirc nang tham muu, giai
quyét TTHC quan triét, chi dao vién chirc, ngudi lao dong thude thim quyén quan
Iy thue hién nghiém viéc nang cao chat lugng két qua do luong su hai 1ong cia
nguoi dan, td chure ddi véi su phuc vu ctia don vi; tiép tuc thuc hién cac giai phap
nang cao chi s6 CCHC, SIPAS, PAPL...; bic biét thuong xuyén quan triét, chi
dao vé thai do cua can bo tiép nhén hd so.

3. C6 bién phap cai thién “kha ning tiép can” nhu: ting cudng truyén thong,
pho bién TTHC bang nhiéu hinh thirc: trang thong tin dién tir cia Trung tdm, qua
Facebook, Zalo, t& gap, bang thong bao,... cai thién “co s¢ vat chat phuong tién
phuc vu ngudi bénh” nhu: bo phan tiép don, tdi vu quy trinh kham giam dinh, dau
tu trang thiét bi hién dai phuc vu chuyén mén, .

4. Tiép tuc chi dao thuc hién, siét chit ky luat, ky cuong, tang cuong klem
tra, giam sat, kién quyet xu Iy nghiém cac ca nhan, tap thé thudc tham quyén vi
pham hodc dé nghi cap c6 tham quyén xir ly d6i voi ca nhan, tap the c6 hanh vi vi
pham trong qua trinh thuc thi cong vu, nhat 1a d6i v6i vién chuc tiép nhan ho so
ban dau. Thudng xuyén kiém tra, don doc viée giai quyét thi tuc hanh chinh dbi
v6i ngudi dan, t6 chie. Chi dao thuc hién tot viée tiép nhan, hudéng dan, giai quyet
TTHC nham nang cao chat luong, két qua do luong su hai 10ng cia ngudi dan, t6
chtrc dbi v6i sy phuc vu ctiia don vi.

5. Lanh dao cac khoa, phong thudc Trung tdm chu dong quan triét, co bién
phap khic phuc nhitng ton tai, han ché thong qua két qua diéu tra, khao sat; thuong
xuyén quan triét, nang cao tinh than, trach nhiém thyc thi céng vu, cai thién hon
nita su hai long ctia nguoi dan trong nhimg nam tiép theo./.

Noi nhn: KT. GIAM POC
-So'Y te (VBDT); W RN A 0

- Lanh dao TTPY (VBDT):; f‘/!ihh; GIAM DOC
- Céc khoa, phong TTPY (VBDT); “/ TRUNG WN, ‘~

- Luu: VT, TCHC. PHAP;\ =

Lé Ngoc Vién
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