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

TRUNG TAM PHAP Y KHANH HOA Péoc l1ap - Tu do - Hanh phiic
Sb: 177 /KH-TTPY Khanh Hoa, ngay 06 thang 3 nam 2026
KE HOACH

Khao sat mirc d§ hai long cua nguoi dan, to chirc vé sw phuc vu trong cung
cap dich vu hanh chinh cia Trung tam Phap y Khanh Hoa nam 2026

Thuc hién K& hoach Cai cach hanh chinh nim 2026 ctia S¢ Y té ban hanh
tai Quyét dinh s6 61/QD-SYT ngay 26/01/2026 ctia SO Y té Khanh Hoa; Ké hoach
Cai cach hanh chinh nam 2026 cua Trung tdm Phap y Khanh Hoa ban hanh kem
theo Quyét dinh s6 15/QD-TTPY ngay 09/02/2026,

Trung tam Phap y Khanh Hoa xay dung Ké hoach khao sat mirc ¢ hai long
cua nguoi dan, to chuc vé su phuc vu trong cung cap dich vu hanh chinh cua
Trung tdm nam 2026, cu thé nhu sau:

I. MUC PiCH, YEU CAU
1. Muc dich

Khao sat mirc do hai long ctia nguodi dan, t6 chtrc d6i véi su phuc vu trong
cung cap dich vu hanh chinh cta Trung tdm Phap y Khanh Hoa nham danh gia
khach quan chat lugng cung ng dich vy hanh chinh cta co quan chuyén mon tryc
thudc SO Y té. Thong qua do don vi khao sat nam bat duoc yéu cau, mong mudn
ctia nguoi dan, to chirc dé c6 giai phap phu hop nhdm cai thién, nang cao chat
luong phuc vu va cung img dich vu.

2. Yéu cau

- Qua trinh khao sat phai bao dam tinh khach quan, khoa hoc va minh bach
phan anh trung thuc két qua danh gia cia nguoi dan, to6 chirc vé su phuc vu cua
Trung tam Phép y trong qua trinh cung cap dich vu hanh chinh.

- N6i dung, thong tin trén phiéu khao sat dam bao don gian, dé hiéu, dé tra
161 va phu hop vé1 muc dich khao sat.

I1. POI TUQNG, NOI DUNG, PHUONG PHAP KHAO SAT
1. Poi twong khio sat

Ngudi dan thuc hién thu tuc hanh chinh tai Khoa Giam dinh - Giai phau
bénh va Xét nghiém dbi v6i cac thu tuc hanh chinh (giam dinh trén nguoi song)
dugc phé duyét tai 22/QD-TTPY ngay 19/9/2025 cta Trung tam Phap y Khanh
Hoa vé viéc cong b thu tuc hanh chinh néi bg linh vyc giam dinh phap y theo
trung cau clia cac co quan td tung va Quyet dinh s6 23/QD-TTPY ngay 19/9/2025
cua Trung tdm Phap y Khanh Hoa vé viéc cong b thu tuc hanh chinh noi bd linh
vuc giam dinh phap y theo yéu cau ciia ngudi giam dinh.



2

2. Noi dung, hwéng din cac thong tin trong miu phiéu khao sat

Yéu céu cta cudc khao sat dit ra la qua khao sat phai cung cap thong tin dé
tra 161 06 nhom noi dung chinh (c6 kém theo mau phiéu khdo sat) gom: kha nang
tiép can; su minh bach théng tin va thu tuc giam dinh; co s vat chat va phu:orng
tién phuc vu nguoi bénh; thai do Gmg xur, ndng lyc chuyén mon cua nhén vién y
té; két qua cung cip dich vu va danh gia chung (tham chiéu tai Quyet dinh so
3869/QD-BYT ngay 28/8/2019 cua BO Y té vé viéc Ban hanh cac mau phiéu va
huéng dan khao sat hai long Nguoi bénh va Nhan vién y té).

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

- bién thong tin vao cac chd tréng c6 yéu cau dién;
- Panh dau gach chéo vao cac sb tir 1 dén 5 cua cau hoi danh gia hai long;
- Panh dau gach chéo vao 0 tra 101 cua cau héi co nhiéu lya chon;
~ -Caccauhoiy kién khac: ngudi bénh tra 10i thong tin véi d6 dai khong han
ché.
3. Phuong phap khao sat
3.1. Thiét ké khao sat: Diéu tra cit ngang.
3.2. Thoi gian khao sat: cac ngay lam viéc cua 04 thang sau:
- Dot 1: Thang 4/2026
- Dot 2: Thang 6/2026
- Bot 3: Thang 8/2026
- Bot 4: Thang 10/2026
3.3. C& miu

Toan b 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 b phan giam dinh thuong tich cta
Tru sé chinh va Co sé 2.

4. Phan tich so liéu khao sat hai long
4.1. Cach tinh diém hai long

- Céc lya chon tra 161 ciia nguoi bénh tur 1 dén 5 trong cac cau hoi khao sat
hai long dugc tinh diém tuong tng tir 1 dén 5.

- Biém hai 1ong trung binh chung bang diém trung binh cta tit ca cic mau
phiéu khao sat (so voi diém t61 da 1a 5).

- Cong thirc tinh diém hai 10ng trung binh chung:



T sb = [(Tong sb diém cua tit ca cac cau hoi khao sat hai 1ong ctua ngudi
thtr 1) / (Toéng sb cau hoi)] + [(Téng sO diém cua tét ca cac cau hoi khao sat hai
10ng ctia nguoi thir 2) / (Tong s cau hon)] + [(Tong sO diém cua tat ca cac cau hoi
khao sat hai long ctia ngudi tht n) / (Tong s6 cau hoi)].

Mau s6 = Tong sd nguoi duoc khao sat.

- Piém trung binh cua tung khia canh bang diém trung binh cac cau hoi
thude tung khia canh cua tat ca cadc mau phi€u khao sat (so véi diém toi da 1a 5).

4.2. Cach tinh ty 1€ hai long

- Céch tinh ty 1& hai long chung (t6i da 100%):

Tir s0 = {[(Tong 50 cAu héi c6 tra 1i mitc 4 + Tong so cau hoi tra 101 mirc
5 cua nguoi thtr 1) / (Tong s6 cau hoi)] + [(Tong s6 cau hoi co tra 101 mire 4 +
Tong sb cau hoi tra 101 muc 5 cua nguoi thr 2) / (Tong sb cau hoi)] + [(Tong sO

cau hoi c6 tra 161 murc 4 + Tong s6 cau hoi tra 161 mirc 5 ctia ngudi thir n) / (Tong
s6 cau hoi)]} x 100.

Mau s6 = Tong sé nguoi duge khao sat.

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

4.3. Chi s6 hai long toan dién

Cach tinh chi s hai long toan dién:

T s6 = {(Nguoi thir 1 ¢ toan bd cac cau tra 101 hai long & muc 4 hodc 5)
+ (Nguoi thir 2 c6 toan b cac cau tra 161 hai long & muc 4 hoac 5) + (Nguoi thu
n co toan bd cac cau tra 101 hai long & mtrc 4 hodc 5)} x 100

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

Luu y: chi s6 hai long toan dién (comprehensive Salischtion indicator) la
chi s6 dwoc dua vao hoat dong khao sat hai long cua B9 Y té tir nam 2019 theo
Quyet dinh so 3869/0D-BYT ngay 28/8/2019 cua Bo Y té vé viéc Ban hanh cac
mau phiéu va hwong dan khao sat hai long Nguweoi bénh va Nhén vién y té dé theo
déi viéc cdi tién chat lwong, khong bat 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 cua toan bd dbi twong duoc khao sat.

II1. NOI DUNG THU'C HIEN

n ‘n Thoi gian Co quan chu tri
T Cong vige thue hién thue hién
’ , _ P.TCHC-KHTC
1 | Lap Ké hoach kém phiéu khéo st Sau khiban | (;h4i hop Khoa Giam
hanh K¢ hoach dinh-GPB va XN)




CCHC (khong
qua 30 ngay)

) Pho bién trinh tu, cach thic, ndi dung, Trudc Khoa Giam dinh -
yéu cau khao sat 20/03/2026 GPB va XN
Phét va thu phiéu khao sat; ndp phiéu Tha?g 4/2‘026 \{1en c’huc phu tracAh.

3 Kkhio sit vé Phone TCHC dén ngay cong tdc CCHC phoi

a0 sat ve Thong 05/10/2026 hop thuc hién
Téng hop, phan tich dir lidu khao sat, | Trudc ngay
4 xay dung béo cdo 15/10/2026 PTCHC-KHTC

IV. TO CHUC THUC HIEN
1. Phong T6 chirc hanh chinh - Ké hoach tai chinh

- Phoi hop v61 cac don vi lién quan to6 chirc khao sat mire dg hai long cua
nguoi dan, to chtrc theo ké hoach nay.

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

- Xay dung du thao bao céo danh gia két qua khao sat sy hai 10ng ctia ngudi
bénh trong d6 c6 bang tong hop hoac bicu d6 so sanh sy hai long theo cac noi
dung khao sat.

2. Khoa Giam dinh - Giii phiu bénh va Xét nghiém
- Phé bién K& hoach nay dén vién chtc, nguoi lao dong thudc Khoa.

- Huéng dan phuong phép khao sat trong d6 c¢6 quy dinh vé thoi gian tién
hanh, do6i twong duoc khao sat, dia diém khao sat... phan cong ngudi thuc hién;
kiém tra, giam sat cac hoat dong khao sat.

- Tong hop phiéu, tong hop cac sd liéu, nhiing phan anh dé ghi nhan theo
sy phan cong giri Phong TCHC-KHTC dé tong hop chung.

Trong qua trinh trién khai thuc hién ké hoach néu phat sinh kl}(’) }(hén, vuong
mac, cac khoa, phong kip tho1 phan d&nh vé Phong TCHC-KHTC dé tong hop, bdo
cao 1anh dao Trung tam xem xét di€u chinh./.

Noi nhgn: (VBDT)

- Céc khoa, phong Trung tam (thuc hién);
-So Y té (bdo céo);

- Lanh dao Trung tam,;

- Luu: VT, TCHC.

Lé Ngoc Vién




TRUNG TAM PHAP Y KHANH HOA

PHIEU KHAO SAT Y KIEN NGUOI PEN GIAM PINH

Nham muc tiéu nang cao chat lwong gidm dinh, dap vng sy hai long nguoi bénh, Trung tam Phap
y 16 chire khdo sdt dé tim hiéu nguyén vong Nnguoi dén giam dinh. Céc y kién quy bau nay sé giiip
Trung tam khdc phuc khé khan, tirng buéc cdi tién chat heong dé phuc vu nguoi dan tot hon. Trung
tdm Phép y bdo ddm giik bi mdt théng tin va khéng dnh hwéng dén viéc gidm dinh. Xin tran trong
cam on!

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

THONG TIN NGUOI BENH

Al. | Gi6itinh: [ ]Nam [N A2 | TubL: veveiieiiieiieei
A3 | S6 di dong (bdt budc):

A4. | Udc tinh khoang cach tir noi sinh song dén Trung tam Phap y: ........... km

PANH GIA VIEC SUDUNG DICH VU Y TE
Ong/Ba danh diu gach chéo vao mot sb tir 1 dén 5, tuong (mg véi mire dd hai 1ong hodic nhan
xét tr rat kém deén rat tot cho ting cau hoi dudi day:

Rét khong hai long
hodc: Rat kém

D la: (2 1a:

Khong hai long

@ la:
Binh thuong
hogc: Trung binh

@ la:

Hai long
hodic: Tt

hoac: Kém

@e‘l:

Rét hai long
hodc: Rat tbt

A. Kha niing tiép can

C6 thé tim hiéu cac thong tin qua dién thoai, trang tin dién tir cia Trung
tam (website) thudn tién.

Al | Cac bién bao, chi din tai ting trét rd rang, dé nhin, dé tim. ©) © @ @ @
A2. | Cac so dd, bién bao chi dan dudng dén cac khoa, phong trong Trung tim

o rang, d& hiéu, d3 tim. oJoleI0]0,
A3. | Céc 16i di trong Trung tam, hanh lang bang phang, dé di. OO ©) @ @
A4.

0O®E

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

banh gia thoi gian cho tdi lugt kham gidm dinh

C. Co sé vt chit va phuong tién phuc vu ngudi bénh

Bl. | Quy trinh giam dinh duoc niém yét 15 rang, cong khai, d& hiéu. O ® @ @
B2.| Cac quy trinh, thu tuc giam dinh dugc cai cach don gidn, thuan tién. @ @ @ @ @
B3. | Nhan vién y té tiép don, huéng dan ngudi bénh lam cac thu tuc niém nd, tan tinh. @ @ @ @ @
B4. | Puoc xép hang theo thir ty trudce sau khi lam céac tha tuc giam dinh. ©) @ @ @ %
BS5. | Panh gia thoi gian cho doi 1am thi tuc dang ky giam dinh. D0 RWG )
B, 01161010,

0QWYE




CI.

Co6 phong/sanh cho kham sach s€, thodng mat vao mua he; kin gi6 va am
ap vao mua dong.

C2. | Phong cho c6 di ghé ngdi cho ngudi bénh va sir dung tot. ©) @ @ @ @
C3. | Phong cho c6 quat day du, hoat dong thudong xuyén. ©) @ @ @
C4 \ \ r ’ . A .y 1A P , 5o s

EZEE% zﬁ,otgor ;icnﬂlélcrirgi gen gitip nguoi bénh co6 tdm ly thodi mai nhu © @ @ @ @
C5. | Pugc béo dam sy riéng tu khi khim giam dinh. 0JOXCIONE
C6. | Nha vé sinh thudn tién, st dung tdt, sach sé. OO ©) @ 5
C7. | Méi truong trong khuén vién Trung tim xanh, sach, dep. ©) @ @ @ @
C8. | Khu giam dinh bao dam an ninh, trat tw, phong ngira trém cap cho nguoi dan. ©) @ @ @ 5

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

D1.| Nhan vién y té (bac s¥, diéu dudng, y si) c6 161 néi, thai do, giao tiép dung

muc. 0J©), @ @ @
D2. | Nhén vién phuc vu (ho 1y, bao vé, ké toan...) c6 101 noi, thai do, giao tiép

ding muc. ©, @ @ @ @
D3.| Pugc nhéan vién y té ton trong, dbi xir cong bang, quan tam, gitp da. ©) @ @ @ 5
D4. | Ning luc chuyén mén cua bac s¥, diéu dudng dap tng mong doi. ©) @ @ @ 5

E. Két qua cung cip dich vu

El.

Két qua giam dinh da dap tng duoc nguyén vong ciia Ong/Ba.

E2.

Két qua kham giam dinh dugc nhan vién y té giai thich day du, ro rang,
minh bach.

E3.

Pénh gia muc do tin tuwong vé chit luong dich vu gidm dinh.

F

bénh gia chung Trung tdm Phap y da dap wng dwgc bao nhiéu % so véi
mong doi trude khi téi kham bénh?

(dién S,é tir 0% dén 100% hodc cé thé dién trén 100% néu Trung tam thyc
hién tot, vuot qua mong doi cua Ong/Ba)

XIN TRAN TRONG CAM ON!
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