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1. bat van deé  connaren

KH khéng nhé hét théng tin
PD hudng dan dién “Gidy kham surc khoe”

. Viéc ghi
- “Gigy kham
- strc khée”
DD hudng din bang 18i néi, L a— KH lang nghe - dien ctia KH
khéng c6 phuong tién hé trg P thonsivtm theo
Su nam bat théng tin phu thudc £ Viéc ndm bét thong tin phu
Ki nang tu van cta D thudc kha nang ghi nhé cda KH

Hinh 1. So d6 xudng ca phan tich van dé: viéc ghi “"Giay kham suc khoe” cua
khach hang
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1. Dat van dé

*Giai phap du kién ap dung: Thiét ké “Giay kham suc khoe”
mau.

* Mong dgi cua du an: Viéc ap dung phi€u nay giup tang trai
nghiém khdm slic khde clia khach hang vé tinh dé hiéu, dé
dién bi€éu mau, gidm sai soét khi dién théng tin, tiét kiém thdi
gian, giam lo lang va cang thang khi di kham sdc khoe, dong
thdi gidm thdi gian hudng dan clia nhén vién vy té.
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2.Muc tieu:

2.1. Muc tiéu chung:

Giam thiéu tdi da thdi gian hudng dan va dién thong
tin vao “Giay kham suc khoe”.

2.2. Muc tiéu cu thé:

Pat 90% ti Ié khach hang hiéu va ghl dugc day du
théng tin cd nhan theo mau hudng dan ghi “Giay

kham suc khoe”.
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3. Giai phap thuc hién

Piém cai tién

|
:
l
\ 4

DD s huréng dAn KH ghi

KH di chuyén 1&n phong Tai - thdng tin vao “Gidy kham
M st s Miii -Hong dé ghi thong tin BT (el ayls g o e LoiRete]
qudy thi ngan “Giy kham strc khoe” (khdng co phurong tién hd

Huéng dan KH vao phong Hudéng dan KH kham céc
kham sau khi dién thong tin. chuyén khoa khac

KH dang ki va nhan ho so tai

trg)

Hinh 2. Quy trinh kham suc khoe cua khach hang tai phong kham Tai - Mii -
Hong
(trudc cai tién)
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3. Giai phap thuc hién

Hoat dong cai thién tinh chinh xac va thuan tién
trong viéc ghi phiéu kham sudc khoe la cach thuc tao
phi€u mau hudng dan “Gidy khadm sulc khoe” gdm cac
ndi dung quan trong tdi thiéu (théng tin cd nhéan, i
do suc khoe, tién su ban than, thdi gian va ky tén)
sau do6 in ra kho gidy A4 dé KH xem truc tiép.
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3. Giai phap thuc hién

KHAO SAT THIET KE PANH GIA

NHU CAU PHIEU

> KET QUA
MAU -

Hinh 3. Quy trinh thuc hién cai tién




Bénh Vién A A > 5 ~ ~
’r Hoan My NGHIEM THU NGHIEN CUU KHOA HOC & CAI TIEN CHAT LUONG 2025

Binh Duong

3. Giai phap thuc hién

-

T W

|

Hinh 4. DD hudng dan khach hang ghi kém phiéu mau “Gidy
sirc khoe” 9
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3. Giai phap thuc hién

Nhom cai ti€n da tién hanh khao sat trén 50 khach
hang (trong thang 03/2025) dé danh gia su hai long
khi dugc hudng dan ghi thong tin trén phiéu khdm
si'c khoe bang IGi nd6i thu dudc két qua nhu sau
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3. Giai phap thuc hién

Bang 1. Tom tat két qua khao sat sy hai long cua KH vé huéng dan ghi “Gidy kham strc
khoe” bang 10 ndi

STT VAan dé khao sat vé KET QUA

phucong phap hudng dan
bang 161 noi )

1 Tinh rd rang va dé hiéu « Khong ro rang lam, can thém hudng dan: 60%
- Khéng hiéu gi ca: 20%
+ RAt rd rang va dé hiéu: 20%

2 Tinh ghi nhé * Chi nhé mot phan: 80%
+ Khéng nhé gi vé cac budc hudng dan: 10%
« CO6 thé nhd tat ca céc budc: 10%

3 Su hai long « Khong hai long: 90%
* Binh thuong: 10%

11
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Hinh 5. Biéu d6 thé hién két qua khao sat sy hai long cia KH vé huéng dan ghi “Giay
kham sirc khoe” bang 1&i noi

Tinh r6 rang va dé hiéu Tinh ghi nhé

9%

20%

® Khong rd rang 1am, can thém huéng dan @ Khéng hiéu gi ca ® Chi nh& mot ph:f?m , , ' )
® Rat ro rang va dé hiéu ® Khong nhé gi vé cac bude hudng dan
® Co6 thé nhé tat ca cac budc
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leﬁu KI-!AO SAT HAI LONG KHACH HANG VE HUGNG DAN GHI “GIAY KHAM SUC
KHOE” BANG LGOI NOI
1/ DO tudi:
018 - 40 tudi 041 - 65 tudi OTrén 65 tudi
2/ tinh:
O Nam ONU

5/ Khi duoc hudng dan dién théng tin kham siic khde, ban cdm thdy théng tin da rd rang
va dé hiéu dén mirc ndo?"

0 Rt 1S rang va dé hiéu
0O Khé ro rang, nhung can thém théng tin
0 Khéng ré rang 1am, canthém huéng dan (20%)
0O Khéng hiéu gi c3
6/ Ban c6 thé nhé lai cc budc hudng dan dién théng tin kham siic khoe khéng?”
O C6 thé nhd tét ca cac budc (10%)
O T6i chi nhé mot phéan (70%)
0 T6i khéng nhé gi vé cac bude hudng dan
7/ Ban c6 hai ldng vai cach huéng dan bang miéng vé phiéu kham siic khde khéng?"
O R4t khéng hai long
O Khéng hai 1ong
O Binh thudng
O Hai long
O R&t hailong
13
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2. Thiét ké phiéu mau

-Phiéu mau “Gidy khdm sic khoe” cé kich thudc khd A4, dudgc khoanh dd va dién day
du ndi dung thdng tin téi thi€u ma khach hang can thiét phai c4. Phi€éu mau dugc in
ba ban trong do hai ban dugc dat trén ban cho khach hang xem, mot ban con lai diéu
dudng phong Tai M{ii Hong giif tai ban lam viéc dé thuan tién cho viéc hudng dan.

14
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Bang 2. Bang tom tat cac diém cai tién

STT  Diém cai tién Trudc cai tién Sau cai tién

Hinh thirc huéng Chi huédng dan dién “Giday kham Hurong dan dien “Giay kham strc

1 d4An strc khoe” baing I&i néi. k.hoexbang 161 noi két hg'p phiéu thong
tin mau.
5 Cong cu hudng Khéng c6 Trirc quan hoa hud'ng dan bang minh

dan hoa, vj tri dién mau.
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Nhom cai tién da tién hanh khao sat tren 50 khach hang (trong thang 04-05/2025) dé
danh gia hai long khach hang vé mau hué'ng dan ghi “Gidy kham sur'c khoée”

Tinh rd rang v&.dé hiéu Tinh ghi dhe

95%
95%

® Khong rd rang lam, can thém huéng dan

® Rt 16 rang va dé hiéu ® Chinhé métphan @ Co6 thé nhé tat ca cac budc

17
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4. KET QUA

Hoat dong cai tién da mang lai gia tri Igi ich cho
ngucdi bénh, nhan vién y t€ va bénh vién.
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Poi voi nguoi bénh:

Mang lai trai nghiém tot han cho khach hang. Ty
|& hai Ibng khach hang v8i mau phiéu hudng dan
ghi “"Giay kham suc khoe” dat 90%, 10% KH danh
gia binh thudng do da co kinh nghiém ghi thong
tin ho s kham suc khoe trudc do (khao sat thuc
hién trén trén 50 ngudi, tu thang 04-05/2-2025).
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POoi v3i nhan vién:

Giup giam sai sot, nang cao do chinh xac, giam thdi
gian dieu dudng phai hudng dan lap lai cho khach
hang.
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Poi v38i bénh vién

Loi ich vé kinh té: Du an khong ton chi phi thuc
hién, gop phan tang trai nghiém su dung dich vu tai
bénh vién.
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5. KET LUAN

*Tinh duy tri: V3i tinh thiét thuc, dé ap dung va hiéu qua ro rét trong
nang cao trai nghiem khach hang, cai tién phiéu mau hudng dan
gh| “Glay kham suc khoe” khong chi giup giam tal cho nhan Vién
ma con gop phan chuan hda quy trinh dich vu clda don vi va dugc
ti€p tuc ap dung thuc hién trong hoat déng hudng dan KH kham suc

khoe tai phong khdm Tai - Mi - Hong.

Tinh nhan réng: Du an cd thé nhan rébng cdé cac phong ban can
hudng dan khach hang dién thong tin nhiéu nhu cac phong co thuc
hién thu thuat, ky cam két nhu NOi Soi Tiéu Hoa, Da Liéu, Rang
Ham Mat.




wgm HoanMy

Binh Ducng

THANK YOU?!
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