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TOM TAT: 

Chdt luong djch vu y te (DVYT) luon la sir mong dai cua tit ca cac khach hang va dap ung 
sir h^i long cua khach hang la myc tieu ciia tit ca cac b^nh vien (BV). Tuy nhien, lam the nao 
de dat dugc dieu do van luon la mot cau hoi day thach thirc. 

Nang cao chSt lucmg BV hien nay khong chi la yeu c3u tir phia nguoi benh, ma con doi hoi 
tir chinh m6i BV. Bai vi6t phan tich nhung han chS va dk xukt cac giai phap cu the de hoan thien 
va nang cao chat luong kham chua benh tai BV Quan 2, Thanh pho H6 Chi Minh. 

Tir khoa: Benh vien Quan 2, kham chua benh, chat lugng kham chira benh, Thanh pho H6 
Chi Minh. 

1. G i ^ thieu 

Con nguoi la von quy nhat, vira la dpng lire vira 
la muc tieu phat trien cua kinh te - xa hoi, quyet dinh 
su phat trien ben viing cua dat nuac. Va, strc khoe la 
von quy nhat cua con nguoi. Vi vay, bao ve, cham 
soc va nang cao sue khoe nhan dan la hoat dgng nhan 
dao, true tiep dam bao nguon nhan lire cho su nghiep 
xay dung va bao ve To quoc, la mpt trong nhimg 
chinh sach uu tien hang dau ciia Dang va Nha nuoc 
(Nghj quySt s6 46-NQ/TW, ngay 23/2/2005 cua Bo 
Chinh tri). 

Benh vien Quan 2 la mot trong nhihig benh vien 
Ion cua Thanh pho Ho Chi Minh, co vi ui vung chac 
trong he thong y te cua khu vuc ciing nhu quoc te. 
Quan ly chat lugng dich vu kham chiia benh cua BV 
dang hucmg tai chinh la dat muc tieu dich vu y te 
(DVYT) chat lugng cao, gom: dich vu cham soc y te 
phai an toan, tin cay; phai lay benh nhan iam trung 
tam; phuc vu diing luc, hieu qua va cong bang; dap 
ung nhu cau kham chira benh cua nhan dan. 

V4n dk dat ra hien nay doi vai BV Quan 2 la can 
tim kiSm cac giai phap hien dai de quan ly hieu qua 
ch5t lugng dich vu kham chiia benh tai nham phii 
hgp vdi tinh hinh phat trien ciia dat nuac. 
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2. Cac tieu chi danh gia chat lirffng kham chira 
bf nh ctia BV 

Theo T6 chiic di cu quoc te lOM, chit lugng 
kham chira benh (CLKCB) la mirc dp ma cac DVYT 
cho ca nhan va quan the giiip tang klia nang co dugc 
ket qua sire khoe mong mu6n va phii hgp vai kiln 
thirc chuyen mon hien thoi. 

Theo Bp Y ta Anh, CLKCB la lam dung mgi dieu 
{cai gi); cho dung nguoi (cho ai); diing thai diSm 
(khi nao); va lam diing tir lan d4u tien. 

Theo Hgi d6ng Chau Au, CLKCB la mirc do ma 
dieu tri lam tang co hpi cua benh nhan dat dugc kat 
qua mong muon va giam ca hgi co kk qua khong 
mong muon, co tinh den tinh trang kian thirc hien 
thai. 

Theo T6 chirc Y ta Tha gicri, CLKCB la muc do 
d t̂ dugc cac muc tiau ban trong cua he th6ng y tk 
ve cai thien sue khoe va dap ung voi ky vong chinh 
dang cua nguai dan. 

Vd, muc tieu chun| la khuySn khich, dinh huong 
va thuc day cac BV tien hari, cac hoat dong cai tiSn 
va nang cao chat luong nham cune u;w DVYT 
toan, chdt Immg, hieu qua \a rtei,' i^,\^ |,.. , .™ 
cho nguai benh, nguoi dan •. . , , ,p_' ; ?"^ 
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thoi phii hgp voi boi canh kinh ta - xa hpi dat nuac, 
Bp Y ta da xay dirng bp tiau chi voi 5 mirc dp chat 
luong nhu sau: Miic 1: Chat lugng kem; Mirc 2: 
Chat lugng trung binh; Miic 3: Chat lugng kha; Muc 
4: Chat lugng tot; Miic 5: Chat lugng rat tot. 

Trong do, cac tieu chi lien quan bao gom: 
+ Tieu chi huang den ngudi benh gom: Chi dan, 

don tiep, hudng dan, cap ciru ngudi benh; Dieu kien 
CO sd v^t chat phuc vu ngudi benh; Moi trudng cham 
s6c ngudi benh; Quyen va lgi ich ciia ngudi benh. 

+ Tieu chi phat trien nguon nhan luc gom: So 
lugng va ca cau nhan lire BV; Chdt lugng nguon 
nhan luc; Che dp dai ngo va diau kien; mdi tnidng 
lam viec; Lanh dao BV. 

+ Tieu chi hoat dpng chuyen mon gom: An ninh, 
trat tu va an toan chay no; Quan ly ho so benh an; 
iTng dung cong nghe thong tin; Phong ngira va kiem 
scat nhiem khuan; Chat lugng lam sang; Hoat dpng 
diau dudng va cham soc ngudi benh; Dinh dudng va 
tiat che; Chat lugng xet nghiem; Quan ly cung ling 
va sir dung thuoc; Nghian ciiu khoa hpc. 

+ Tiau chi hoat dgng cai tiln chat lugng gdm: 
Thiat lap he thdng va cai tien ch4t lugng; Phdng 
ngira cac su co va khac phuc; Danh gia, do ludng, 
hgp tac va cai tien chat lugng. 

+ Tieu chi dac thii chuyen khoa bao gdm: tieu chi 
San khoa, tieu chi Nhi khoa. 

3. Mgt vai han chk anh hirdng den chSt tu^Tig 
kham chira bfnh 

Nghien cihi sii dung phuang phap nghien ciru 
dinh tinh vdi cac phuong phap cu tha nhu: phuang 
phap thdng ke mo ta, so sanh, phan tich va tong hgp. 
Ddng thdi, nghien ciiu cung kat hop cdng cu xir ly la 
phSn mSm Excel va phan mem SPSS 23. 

Dii li?u dugc sic dung trong nghien cim nay la cac 
dtt Heu thir cip dugc khai thac thong qua cac bao cao 
thudng nian cua BV va do nhdm tac gia tien hanh 
khao sat. Cac han cha va nguyan nhan anh hudng 
dan chit luong kham chua benh cd tha dugc phan 
tich nhu sau: 

Cac thu tyc hanh chinh da cai each song cdn bat 
cap, thiau quy trinh lam viec. Co sd vat chit, ha ting 
ciia BV dang trong qua trinh trian khai du an xay 
dung tdng th6, chua dua vao sir dung nen viec dap 
img nhu ciu diau tn benh nhan cd phan h^n cha. 
Kinh phi phuc vy cho chuyen mon, hau can, sira 
chira trang thiet bi cdn ban hep cung gay anh hudng 
dan cdng tac phuc vy benh nhan. Chua cd kinh phi 
cho cong tac kk thira, chi dao tuyan; cac may mdc 
xet nghiem, mot sd da dugc trang bi moi nhung thiau 

ddng bd chua dap ling dugc yeu cau hien dai hda 
trong cong tac chan doan benh. 

Trong Id trinh thuc hien quy djnh ciia Bp Y te ve 
viec quan ly chat lugng dich vy kham chiia benh va 
ap dung thi diam Bp tieu chi danh gia chat lugng, 
BV chua dat dupe ket qua rd ret, hieu qua. The hien 
cy tha nhat d diem BV chua cd mdt ke hoach hoac 
chian luge quan ly chat lugng tong tha ma viec cai 
tien chat lugng van mang tinh rieng le tai tirng dcm 
vi, su phdi hgp chua cao nen phan nao ban che ket 
qua dat dugc cung nhu han che trong viec duy tri va 
md rgng nhirng thanh cong. 

Mac dii. hau het cac can bd, nhan vian y te deu 
nhan thiic dugc tam quan trpng cua quan ly chat 
lugng nhung thirc hien tai cac khoa, phdng chua lian 
ket chat che va chua dupe giam sat thudng xuyen 
chat lupng quy trinh. Kha nang cap nhat, ap dyng 
chinh sach quan ly chat lugng chua kip thdi. dan 
den BV chua trien khai thuc hien dugc danh gia 
chat lugng npi bd dua tren bp tiau chi quan ly chat 
lugng do Bd Y te ban hanh. Chua xay dung he Ihdng 
td chirc quan ly chat lugng BV. Chua tien hanh lya 
chon, xay dung bg tiau chi, tieu chuan phii hgp de 
trian khai ap dung. Cong tac danh gia chat lugng da 
cd nhieu cd gang de xay dung va trien khai thuc hien 
nhung hien nay vkn chua hinh thanh quy mo, chua 
mang tinh he thdng va chii yeu van do phdng Quan 
ly chat lugng dam nhiem cho nan kat qua chua dupe 
cap nhat thudng xuyen. 

Hinh thirc chuyen thong tin giira cac budc trong 
quy trinh giai quyet chua ro rang, Quy trinh xir ly 
van ban cua BV chua quy dinh thdi gian xir ly, din 
dan cdn tinh trang v5n ban chua dugc xu ly dung 
han. Chua cd quy trinh td chirc giam sat thuc hien 
van ban, tranh tinh trang van ban thyc hien khong 
diing thai ban. 

4. Mot sd giai phap nSng cao ch3t lirong kham 
chO^ benh ciia B\ ' Quan 2 

4.1. Nhdm gidi phap vi hu&ng den nguai henli 
Tang chit lugng giudng benh, riit ngan ngay dieu 

tri, giam ngay tai nhap \ien, tang diau tri ngoai tni, 
kham va dieu tri trong ngay. Di§u nay dap ling dung 
nhu ciu, tam ly ngudi dan la khong ai benh ma mudn 
nhap vien viia bit tien vira tdn kem. Dac biet phai 
ludn phdng ngua su cd y khoa va dam bao an toan 
ngudi benh, tang cudng hgi chan chuyan khoa de 
dam bao chit lugng, hieu qua dieu tri. Cu tha: 

- Phdng luu benh cin phai cd: can bp y te true 
theo doi camera hoac theo ddi true tiep budng benh 
24'24 ddi vdi cac buong benh cap ciiu, dieu tri tich 
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cue; bien bao, hudng din ngudi benh each gpi nhan 
vian y te trong trudng hgp khin cip tai cac vi tri dl 
quan sat.̂  Giudng chuyan diing cho hdi siic cip cuu 
cd he thdng bao ggi, cd he thong chudng hoac den 
bao dau giudng tai toan bp cac giudng benh cip cim 
vacac giudng cd ngudi benh cham soc cip I. Cd he 
thdng d-xy trung tam cho phdng cap ciiu cua khoa, 
cac may thd, may theo doi lien tyc cho ngudi benh, 
may truyan dich... tai giudng cap ciiu cd canh bao tu 
ddng neu gap tinh hudng nguy hiam. 

- Phan tich su thay ddi ve thdi gian chd kham cua 
ngudi benh de cai tien cac quy trinh ngay cang chinh 
xac, tinh gpn, khong gay phian nhiau cho benh nhan, 
than nhan va khdng de ngudi benh mac cam vdi nhiing 
khac biet ve sy cdng bang. Dac biet la nhiing ngudi 
benh co bao hiem, can bd y te can giai thich cdng khai 
cho ngudi benh nhirng dich vy bao hiam y ta khdng 
chi tra de ngudi benh lua chpn - nhirng han cha ve bao 
hiem y te thudng lam cho ngudi benh tnit su khd chju 
len can bd y te va mac cam ve sir nhiet tinh ciia can bg 
y te chii khdng phai ca quan bao hiem y ta. 

B V Quan 2 da dugc tu chii tai chinh tir nam 2016, 
do dd, BV nan manh dan md rgng hgp tac hd trg 
chuyan mdn vdi cac BV tuyan tran de benh nhan cd 
tham su lira chpn ve bac si, phac do diau tn, ky thuat 
cham soc ma khdng phai di xa, nat kiem chi phi. 
Bang each "Ky hgp ddng ddc quyen vk Thuong hieu 
ca nhan" vdi cac chuyan gia dau nganh. Dieu nay se 
giiip tao nen uu the hang dau khi benh nhan cd nhu 
cau ve kham chda benh, BV Quan 2 se la su lira chpn 
dau tien vi vira gan nha vira cd cac bac si gidi, dau 
nganh kham va dieu tri. 

Phat trien md hinh "Phdng kham Bac sT gia dinh 
- BV Quan 2" bang each nhan rgng md hinh den 3 
Tram Y te phudng la Thao Dien, Binh Khanh, Cat 
Lai - ba phudng nay cd vj tri dia ly thuan lgi se mang 
lai hieu qua cao ve ca chuyan mdn va kinh te. Cy tha, 
khi ngudi benh dan kham va dieu tri tai cac Tram Y 
te phudng, hd so benh an se dugc cap nhat, ma hda 
va chuyen ve BV Quan 2. nhu the Irong nhiing lan 
dieu tri sap tdi, benh nhan chi can den bat cii Tram Y 
ta nao Uen dia ban Quan 2 deu co san thdng tin ve hd 
so sire khde cua minh. Diau nay ciing giup cho nhan 
vien y te theo ddi sat sao va nam rd dugc qua trinh 
diau tri ciia benh nhan. Ben canh dd, viec thuc hien 
nhiem vu cham sdc sue khde ban dau cho ngudi dan, 
md hinh nay cdn giai quyet dugc bai toan su dyng 
chua hat cdng nang ciia nhan luc y te, co so \ at chat, 
trang thiat bj ma nha nude trang bi cho cac Uam y 
te phudng. 

4.2. mom gidi phap vi ngudn nhan lire benh 

vien 
4 2.1. Cong tdc tuyen dung 
Tuyan dung gdm hai khau tuyen mo va tuyen 

chgn, ca hai khau dau cin cd giai phap dong bd cy 
tha nhu sau: 

m cd nhiau irag vien tham gia tuyan md, BV 
can lian kat vdi cac trudng dai hpc y dugc trong 
ca nude nhu Dai hpc Y Dugc Tp. HCM, Dai hgc Y 
khoa Pham Ngpc Thach, Khoa Y - Tnrong Dai hgc 
Qudc gia va cac trudng dai hgc chuyen dao tao ve 
chuyan mdn nghiep vu nhu Quan tri BV, Quan tri 
kinh doanh, Tai chinh ka toan, Ky su dien - Nuac, 
Ky su xay dung,... 

Thdng tin myan dung dugc dang tran cac trang 
thdng tin dai chung nhu bao, dai phat thanh, he thdng 
loa tran dia ban Quan, Man hinh quang cao trong 
BV nhim thu hiit dupe nhigu ling vien tiam nang, 
tao ca hpi thuan lgi cho BV myen dung dugc img 
vien phii hgp vdi yeu cau cdng viec, giau tiem nSng 
va da nang. 

Ben canh dd, BV ciing uu tien cho ngudn can bp 
dang iam hgp ddng va hpc viec tai BV. Bdi day la 
nhiing can bd cd kinh nghiem, cd mong mudn cdng 
hian lau dai cho BV va hon het la hg hieu ve tinh 
chit cdng viec. 

4.2.2. Hoan thien chinh sach thii lao. phuc lai 
cho can boy te 

Cac hgp ddng thua mudn h-ang thiet bj y ta dugc 
ky ket theo phucmg thiic 6-4 la cdng ty diu tu trang 
thiat bi 60%ja BV 40%. Cong ty dat thiat bi tai BV 
va hudng ddn each sir dung cung nhu huin luyen 
nhan vian sii dyng thiet bj con BV thu phi va thuc 
hien cac ky thuat cho benh nhan. 

BV cd Uach nhiem tiap nhan, dao tgo nhan vien 
mdi cho cac cdng ty vk cac vin da chuyan mdn can 
ban de ngudn luc nay co tha di quang ba vk san phSm 
cua cdng ty minh mgt each dung dSn, chuyan nghiep 
va bai ban. BV se la ca sd thuc hanh, ap dung cac 
nghian cuu khoahgc sau khi dugc co quan chirc nang 
nghiem thu va ddng y cho trian khai. Hoat ddng nay 
se giiip cho ngudn thu nhap cua BV tang dang ka. 

4 2.3. Cong tdc dao tgo. ndng cao ndng luc cho 
CDVC 

TO chuc nhiiu chucmg trinh dao tao lien tue dai 
han, ngan han hop tac voi cac truong di mo cae Itjp 
chuyen khoa 1, chuyen khoa khoa 11 naay tai BV 
cac chuong trinh tiao dot sinh vien qu,V-̂ 6 nhin, tao 
dieu kien thuan lgi cho cac v hac sT iham g' 
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BV cin phai day manh hoat ddng Phdng Nghien 
cuu khoa hgc, dao tao va hgp tac quoc ta da bd phan 
nay cd ka hoach trong viec hgp tac vdi cac trudng dai 
hpc, cac BV tuyan tren trong viec xay dung chuang 
uinh giang day, cap nhat kidn thiic cho CBVC. 
Muon nang cao chat lugng cham sdc, kham chira 
benh can phai cd ke hoach dao tao cy tha cho timg 
nhom CBVC. Ddi vdi bac si, diau dudng, ky thuat 
vien phai thudng xuyan dugc cap nhat kien thirc, ky 
thuat thong qua cac lap chuyan khoa vdi hinh thiic 
dao tao la ngan ban hoac dai han; cdn ddi vdi chuyen 
vien ciia cac phdng ban thi phai theo hpc cac Idp ve 
quan ly y ta, nghiep vu dac trung da nhirng phdng 
ban nay cd the la hau phuang virng chac giiip cho 
nhom CBVC lam cdng tac chuyan mdn hoan thanh 
tot nhiem vu kham chiia benh. Ban canh dd, cac cip 
lanh dao phai ludn quan tam, tao dieu kien, ddng 
vien khich le CBVC tham gia hpc tap nang cao trinh 
dp chuyen mdn, tiep thu va ling dung dugc cdng 
ngh? ky thuat cao nhat la cac chuyan khoa sau trong 
KCB, ngoai ngii, tin hpc, quan ly y te... da CBVC 
dugc hgc tap va mang kien thirc va phyc vy hoat 
dpng d dan vi. 

Ddi cac CBVC tra, mdi ra trudng, Phdng Nghien 
cihi khoa hgc, dao tao va hgp tac qudc te can phai 
phdi hgp chat che vai phdng Ke hoach tdng hgp (ddi 
vdi bac sT), phdng Diau dudng (ddi vdi diau dudng, 
ky thuat vien) da xay dung chucmg trinh dao tao 
danh rieng cho CBVC mdi vao nghe vi ngha y ddi 
hdi khi da thuc hien bat ky mpt phuang phap, ky 
thuat,... nao cho benh nhan thi can phai chinh xac va 
tuan thu cac quy tic nghiem ngat ciia phac dd dieu 
tri, ffanh mgi su cd cd tha xay ra cho benh nhan. 

Dao diic ngha nghiep cung la mgt trong cac yau 
td cdt loi da xay dung mpt td chiic ben vung: BV 
phai tang cudng cdng tac tuyen truyan, giao dye tu 
tudng chinh tri cho can bg nhan vian nham nang cao 
nhan thiirc, thay ddi thai dp, hanh vi trong thuc thi 
nhi?m vy. Nang cao tinh than trach nhiem, y thirc 
to chirc ky luat lao ddng, tinh than thai do phyc vy 
ngudi benh. Khdng ngimg ran luyen tran ddi dao diic 
nghe nghiep, van hda giao tiap ling xir ddi vdi dong 
nghiep, ngudi benh va gia dinh ngudi benh. 

Ben canh dd, BV cin tap trung xay dung co che 
trong cdng tac thi dua khen thudng, khich le, ddng 
vian kip thdi nhung can bg cd trinh do, tich cue lam 
viec vdi tinh thin trach nhiem cao va mang lai hieu 
qua cho cac boat dpng ciia BV. Ddng thdi, BV nan 
cd bien phap tich cue can thiep vao cac hien tuang 
tieu cue, bieu hien la la, that trach ciia nhan vien y la. 

4.3. Nhdm gidi phap ve hoat dpng chuyin mon 
Ban chap hanh Dang uy. Ban Giam ddc, phdng 

Tai chinh ke toan phai cd ke hoach cy tha trong viae 
xay dung quy cha chi tiau ndi bd de mdi cac chuyan 
gia dau nganh - cac bac sT den tir cac BV Dai hgc Y 
Dugc, Nhan dan Gia dinh, Nhi ddng 1 \a II, Tir Du -
de cac bac sT cd dugc su uu dai, miic thu nhap hgp ly 
va ddng y ve BV Quan 2 tham gia cong tac lau dai, 
cung nhu tham gia giang day, cam tay chi viec cho 
cac bac sTtre. 

Khoa xet nghiem can phai dugc td chiic kiam ua 
Dinh ky 3 thang I lin, theo 2 hinh thiic dd la ndi 
kiem va ngoai kiem. 

Thanh lap "Ngan hang Mau sdng" tai BV Quan 
2 nham cung ling kip thdi mau cho nhiing trudng 
hgp khan cap can truyen man nhu nhtmg ca cap ciru, 
phau thuat. Tai cac khu vuc giap ranh vdi quan 2 cd 
rat nhieu khu cdng nghiep va giao thdng ddng diic, 
tiem an rat nhiau nguy ca ve tai nan tham hga, tai 
nan giao thong, do do viec thanh lap Ngan hang mau 
sdng la thiet thuc va can phai thuc hien gap nit. Cu 
the, BV se keu gpi CBVC san sang hian mau khi cd 
benh nhan can, viec xet nghiem mau se dugc thyc 
hien hang nam thdng qua hinh thiic kham siic khde 
dinh ky cho nhan vian. Khoa Xet nghiem se luu giu 
thdng tin ngudi hien mau, khi can chi viec lian lac 
vdi ngudi cd nhdm mau phii hgp. 

Hoan thien, chuan hoa va cap nhat thudng xuyan 
phac do dieu m de mang dan cho benh nhan nhirng 
phuong phap diau tn tdi uu, nham mang lai hiau qua 
trong dieu tri benh, tiat kiem chi phi, nang cao sir hai 
Idng va tin tudng cita ngudi dan vao chuyan mdn ciia 
bac SI BV Quan 2. 

Tang cudng hgp tac dao tao, hd trg chuyan mdn, 
phoi hgp nghian ciiu khoa hpc vdi cac BV tuyan tren 
nhu Nhan dan Gia dinh, Tir Du, Nhi Dong, Chg Riy, 
BV Dai hpc Y Dugc de trao ddi, hgc tap kinh nghiam 
trong kham va dieu tn. Hon het, cac bac sT tre cd co 
hpi dugc truyan dat nhimg phuang phap dieu tri, ky 
thuat toi uu cho nhiem vu kham, chiia benh. Viec hgc 
hdi, trao ddi kinh nghiem chuyan mdn, day manh boat 
ddng kat ndi, xay dung va md rgng quan he vdi nhirng 
BV Uong \a ngoai nude la dieu het siic quan trpng. 
Khi BV trian khai dugc nhimg hoat dpng nay se din 
cai thien luu lugng benh nhan, cd su tang trudng dang 
ke va tao dugc niem tin cho ngudi dan. Ddng thdi. eiCr 
chan duoc ngudi cd n3ng luc va thu hiit dugc nhimg 
nhan su nam nang, tir dd tao co hdi da thu hut dau nr 
hgp tac (dau tir tai chinh, hop tac chuyan mdn) va cai 
thien dan thu nhap cua nhan vien y ta. 
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Phdng Td chiic can bd, Phdng Ka hoach tdng 
hop, Phdng Diau dudng, Phdng Nghian ciiu khoa 
hgc va hgp tac qudc ta phai la nhii-ng mat xich gan 
kat chat che vdi nhau da khao sat nhu cau td chirc cac 
Idp bdi dudng kian thiic, cap nhat cac kien thiic va 
ky thuat mdi cho dpi ngu bac sT, diau dudng; ciing 
nhu thudng xuyan td chirc cac budi sinh hoat khoa 
hpc ky thuat theo chuyan da, trudc hat la da nit kinh 
nghiem nhiing ca benh khd, benh nang, benh hiem 
gap nham danh gia hieu qua tnen khai hudng din 
chan doan va dieu tri nham chinh sira, cai tien cho 
phii hcrp, han che tdi da sai sdt. 

4.4. Nhomgidiphdp ve hooting cdi tien chdtiumig 
Toan bd CBVC cam ket va quyat tam ciing Ban 

lanh dao B V ve cai tien chat lugng BV: Idng ghep cai 
tian chat lugng vao mgi boat ddng ciia BV; xay dung 
muc tiau chat lupng ciia BV; hd trg, dieu phdi ngudn 
luc cho hoat dpng cai tien chat lugng, lay ngudi benh 
lam trung tam, xem ngudi benh la khach hang. 

Cai tian lian tue he thdng quan ly chat lugng bang 
md hinh Plan - Do - Check - Act (PDCA) nhim tang 
cudng kha nang nang cao sy thda mSn ciia khach hang 
va cac ben quan tam khac. Cac hanh ddng cai tian bao 
gdm ca nhung hoat dpng: Phan tich va xem xet danh 
gia tinh trang hien tai de xac dinh ITnh vuc cai tian, 
Thiat lap muc tieu cai tian, Tim kiem giai phap da cd 
tha dat cac muc tiau; Xem xet danh gia cac giai phap 
va lira chpn; Thyc hien cac giai phap dugc lua chpn; 
Do ludng, kiem tra xac nhan, phan tich va xem xet 
danh gia cac ket qua thuc hien de xac dinh viec dat cac 
muc tieu; Tiau chuan hda nhirng thay ddi. 

U'ng dung cdng nghe thdng tin trong quan ly BV: 
Chuan hda thdng tin ngudi benh dudi dang ma vach. 
Tang cudng nhan dien ngudi benh va giam thieu sai 
sot trong viec nhim lin thdng tin ngudi benh. Lam 
giam thdi gian chd cho ngudi benh, nang cao chat 
lugng kham va chira benh tai BV. 

Thuc hien khao sat "Md hinh benh tat thudng 
quy" da lay kat qua dd lam co sd xay dung va trien 
khai cac hudng din Quy trinh ky thuat kham benh, 
chira benh; Hudng dan chan doan \'a dieu tri, phat 
trien chuyen mdn ky thuat. 

Xay dyng va tnan khai dugc quy trinh bao cao sy 
cd: Thu thap, bao cao, tdng hgp, phan tich cac su cd 
y khoa (tu nguyen va bat budc) de BV xay dung bien 
phap du phdng thich hgp, nham han cha tdi da sai sdt 
chuyan mdn ndi riang va cac ITnh vuc khac. 

4.5. Nhomgidiphdp vitieu cliidactliii chuyen khoa 
Tang cudng hgp tac hd trp chuyen mdn, dao lao 

vdi BV Nhi ddng 2; ddng thdi cir bac sT, diau dudng. 

nu hd sinh dan cac BV tuyen tren nhir -. han dan Gia 
dinh,'Tir Du - la nhiing BV cd trinh d uiscn mon 
gidi ve chuyen khoa San Nhi, de hgc '.., phac do 
diau tri, ky thuat cham sdc tre so bi,;. ^auang thuc 
hoat ddng cua Khoa So sinh. 

Da thiat lap he th6ng to chirc cham sdc san khoa 
va so sinh BV cin phai cd ke hoach da thanh lap 
Khoa So smh vdi cac nhiem vu nhu: tiep rihan nudi 
dudng tre so sinh cac trudng hop sanh md lay thai 
trong 2 gid diu; cip ciru va diau tri; cham sdc theo 
ddi benh so sinh, bao gdm cac benh ly: tre non thang, 
tre suy dinh dudng bao thai, he sa sinh qua ngay, 
nhiam triing so smh, nhilm tmng da, nhilm triing 
rdn, vang da, xuit huyet tieu hoa; theo ddi siic khde 
nhu tiam ngira cho cac tre so sinh khde sinh tai BV; 
tiem ngira thai phu; sang lgc sa smh. 

5. Kat luan 
Nang cao chit lugng BV hien nay khdng chi la 

yeu ciu tir phia ngudi benh ma con la su ddi hdi ndi 
tai tir mdi BV, Nang cao chat lugng tir con ngudi, 
ddng thdi cd quy trinh hgp ly de tirng budc nang cao 
chit lugng BV nham thu hiit ngudi benh tiam nang, 
tao dugc uy tin cho BV. 

Viec nang cao trinh dp nguon nhan luc va dau 
tu CO sd vat chat ha tang cung nhu mua sam trang 
thiat hi y te la can thiet va phii hpp vdi xu hudng 
phat trien chung ciia dat nude trong thdi ky hpi nhap, 
cung nhu chii truang ciia Dang, Nha nude va cua 
nganh Y te, gdp phan nang cao chit lugng cdng tac 
cham sdc sire khde nhan dan. 

Thuc hien quy tac img xii do Bp Y ta ban hanh, 
BV can xay dung thanh chuong trinh hanh ddng va 
cd cac giai phap man khai hieu qua. Can bp y ta BV 
can dupe dao tao va trao ddi va cac ky nang giao tiSp, 
ky nang img xu phii hprp vdi timg ngudi benh, cin 
thiat lap mdi quan he tdt vdi ngudi benh, khdng vi 
lgi nhuan ma vi pham nguyan tic hanh nghe, khdng 
lam tdn thuang danh dy nghe Y 

BV cin danh gia do ludng sy hai long cua ngudi 
benh thudng xuyan, gidng nhu kiam ke tai san hiiu 
hiiih cua BV da cd co sd viing chic cho viec cai tian 
chit lugng theo nguyan tic iiy ngudi benh lam trung 
tam, trpng tam. Neu khong co benh nhan cung se 
khdng cd thay thudc. 

Tran ca sd diau tra Danh gia chit luang dich vu 
kham chua benh tai BV Quan 2, da tai da danh gi^ 
dugc cac nhan to anh hudng den chit lugng kham 
chiia b?nh tai BV Tir dd, tac gia cimn d̂  xuit cac 
giai phap va mpt sd khu>an nghi dOi \ di BV nhim 
nang cao chat lugng dich nai doan 2019 - 2023 
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SOLUTIONS TO IMPROVE THE QUALITY OF HOSPITAL 
OF DISTRICT 2'S MEDICAL EXAMNINATION 

AND TREATEMENT SERVICES 

• NGUYEN PHI HONG NGAN - PHAN THI HONG LE 
Hospital of District 2 - Ho Chi Minh Cit/ 

ABSTRACT: 
Customers always expect to receive high-quality healthcare services and satisfiying customers is 

one of main goals of hospitals. However, meeting customer demands is a challenging taslt. 
Improving the quality of healthcare services is not only a requirement of customers but aloso a 

goal of hospitals. This article analyzes the current limitations of Hospital of Distnct 2-s healthcare 
services, thereby proposing solutions to improve the quality of the hospital's medical examination 
and treatment services. 

Keywords: Hospital of District 2, medical examination and treatment, quahty of medical 

examination and treatment. Ho Chi Minh City. 
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