UBND TINH KHANH HOA CONG HOA XA HOI CHU NGHIA VIET NAM

SO Y TE Poc 1ap — Tw do — Hanh phiic
S6: 6039/BC-SYT Khénh Hoa, ngay 05 thang 8 nam 2026
BAO CAO

Két qué khio sat y kién khéch hang ding ky TTHC
tai b phan m{t ctra S¢' Y té Khanh Hoa nam 2026

Thuyc hién Ké hoach ap dung Hé théng quan ly chét lugng theo Tiéu chuan
qudc gia TCVN ISO 9001:2015 vao hoat dong ctia co quan SO Y té naim 2026, SO
Y té da tién hanh phat 60 phiéu khao sat tai Bo phan Mot cira. Két qua khao sat y
kién nhu sau:

Phéan I
BAO CAO KET QUA TRIEN KHAI

I. Muc dich khao sat

Khao sat ¥ kién ciia nhitng khach hang khi t6i phong mot cira cia SO Y té
Khanh Hoa dé dang ky céc tha tuc hanh chinh lién quan dén céc linh vuc thudc
tham quyén cua SO Y té vai cac ndi dung sau:

- Y kién danh gia vé thoi gian tra hd so so véi phiéu hen/thoi gian hen;

- Y kién danh gia vé viéc cong khai quy trinh, thu tuc, biéu mau hanh chinh;

- Y kién danh gia vé thai do trao doi, giai thich cta can bo tiép nhéan ho so
va tra két qua;

- 'Y kién danh gia vé moi trudng, diéu kién vat chat phuc vu;

- Khao sat s6 1an di lai dé hoan tat ho so;

- Y kién danh gia vé két qua phuc vu cia SO Y té ddi véi Khach hang.

I1. Pdi twong va s6 lwgng khao sat

Phén theo 03 nhom ddi tugng o lién quan dén céc linh vyc thudc tham quyén
(v6i tong cong 60 phiéu), cu thé nhu sau:

- Nhém 1: Linh vuc Duge: 28 phiéu.
- Nhom 2: Linh vyc An toan thuc pham: 07 phiéu.
- Nhém 3: Linh vyc Kham, chita bénh: 25 phiéu.
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Co’ cau doéi twong tra 1&i khao sat

= Linh vwc Dwoc = Linh vyc Y Linh vuc ATVSTP

I11. Phwong phap khao sat

- Cong tac khao sat dugc thuc hién théng qua phuong phap diéu tra xi hoi
hoc bang Phiéu hoi. Noi dung cac mau phiéu hoi: gdm 01 mau phiéu khao sat cho
cac nhom ddi tugng & trén.

+ Phiéu tham do y kién khach hang.

IV. Két qua to chirc khao sat, tong hop dir liéu

- Pa thu phiéu va hoan thanh nhép liéu 60 phiéu khao sat (dat ti 16 100%).

Phin II
PHAN TICH KET QUA KHAO SAT

I. Thoi gian tra ho so so véi phiéu hen/thdi gian hen

- Panh gia chung vé thoi gian tra hd so so voi phiéu hen/thoi gian hen: Qua
thuc hién khao sat dbi véi 60 nguoi dan dugc lya chon ngﬁu nhién gf’)m: 28 nguoi
dang ky linh vuc duoc, 07 dang ky linh vuc an toan thuc pham, 25 nguoi dang ky
linh vuc kham, chita bénh, c6 77,05% nguoi dugc hdi danh gia sém hen (46/60),
21,31% danh gia mirc d6 dung hen (13/60), va ¢6 01 trudng hop tré hen (1,64%).
So v&i nim trude, ti 16 sém hen c¢6 giam nhe nhung van dam bao phﬁn 161 ho so
dugc tra som hoac ding hen. Ti I¢ dung hodc sém hen dat 98,36%, gén dat muc
tiéu 100% dung hodc sém hen ciia So Y té.

D61 véi thot gian trd ho so so véi thoi gian hen, ta phan tich s6 liéu cu thé
nhu sau:

- Linh vuc Dwge:
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+ C06 24/28 nguoi dan danh gia két qua sém hen (82,76%), 5/28 ho so tra két

qua dang hen (17,24%).

- Linh vue An toan vé sinh thwe phim:

+ C6 4/7 hd so c6 két qua som hen (57,14%) va 3/7 ho so tra két qua dung

hen (42,86%).

- Linh vue Kham, chira bénh:

+C6 19/25 ho so ¢6 két qua sdm hen (76%), 5/25 hd so tra két qua dung hen
(20%) va 1/25 hd so tré hen (4%).

A Tong sb . Som hen , Dung hen
STT Tén linh vue phiéu Soém hen % Ding hen %
1 | Linh vuc Duoc 28 23 83% 5 17%
2 |Linh vuc Ar} toan vé 7 4 57% 3 43%
sinh thuc pham
3 | Linh vuc Kham, chira 25 19 76% 5 20%
bénh
Nhan xét:

Hau hét cac phong, co quan va don vi truc thugc S6 Y té ¢6 lién quan dén
giai quyét TTHC d3 nd lyc dé dam bao giai quyét sém hen hodc dung hen. Tuy
nhién, con 01 trudng hop tré hen can duge rat kinh nghiém.

IL. Viéc cong khai quy trinh, thii tuc, biéu miu hanh chinh

Panh gia chung vé Viéc cong khai quy trinh, thi tuc, biéu mau hanh chinh:

Tiéu chi nay ¢6 05 murc danh gia gom:

- Rat r0 rang, chi tiét, dé hicu;

- RO rang, d¢€ hi€u;

- Tam duoc;

- Chua 10 rang, kho hiéu;

- Khong cong khai.

Qua thuc hién khéo sat dbi voi 61 ngudi dan duoc lua chon ngau nhién thi
c6 két qua danh gia nhu sau: 57/61 ngudi duge hoi danh gia 14 rat rd rang, chi tiét,
dé hiéu (93,44%); 4/61 nguoi dugc hoi danh gia 13 1 rang, dé hiéu (6,56%). Nhur
vy viéc cong khai quy trinh, thi tuc va biéu mAu hanh chinh ctia S& Y té ludn
dugc ngudi dan danh gia tét, ti 1é danh gia mirc cao nhit ting so voi nam trudc.

I11. Thai d¢ trao doi, giai thich ciia can b tiép nhin ho so va tra két qua
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Pay 14 tiéu chi dé danh gia phong cach, thai do ctia nhan vién phong mot cira
trong viéc tiép don ngudi dan, tiéu chi gdm cac mic:

- Rt nhi¢t tinh, lich sy, than thién;

- Tan tinh, lich su;

- Binh thuong;

- Tho o, kho chiu;

- Héach dich, nhiing nhiéu.

Qua thyc hién khao sat d6i voi 60 nguoi dan dugc Iya chon ngau nhién thi
c6 két qua danh gia nhu sau: 59/60 ngudi duogc hoi danh gia 1a rat nhiét tinh
(98,36%); 1/60 nguoi dugc hoi danh gia 1a nhiét tinh (1,64%). Hién nay, nhan
vién mot ctra ctia SO Y té ludn xac dinh gilt phong cach tmg xur tot khi tiép nhan
hd so, va ludn to thai d6 chuyén nghiép dé tao thién cam di v6i ngudi dan khi ho
t6i dang ky thu tuc hanh chinh tai mot cira cuia S& Y té. Ti 1é danh gia rat nhiét
tinh tdng manh so v4i nam trudc.

IV. Méi trudng, diéu kién vat chit phuc vu

Murc danh gia gdom:

- Rat tdt;

- Tét;

- Pam bao dap Gmg yéu cau;

- Chua dap tng yéu cau;

- RAtté;

Qua thuc hién khao sat ddi véi 60 nguoi dan dugc lya chon ngﬁu nhién thi
c6 két qua danh gia nhu sau: 54/60 ngudi duge hoi danh gia 1a rat tot (90,16%);
6/60 ngudi dugc hoi danh gia 13 tt (9,84%). Khong c6 danh gia & mirc thap hon.
Do diéu kién, khong gian lam viéc cia SO Y té duoc duy tri va cai thién, nén nhan
duoc danh gid cia nguoi dan tich cuc hon so véi cac nam trude.

V. S6 1an di lai dé hoan tit ho so

Hau hét ngudi dan chi can t6i 1 1an dén phong mot cira SO Y té dé giai quyét
thi tuc (59/60, chiém 98,33%); C6 01/60 ho so budc ngudi dan phai dén phong
mot cira cia SO'Y té dé 1am 1an 2 (1,67%). Tiéu chi nay qua cac ndm déu c6 nhiing
truong hop ma ngudi dan phai di lai 2 1an dé giai quyét TTHC, can tiép tuc cai
thién.

VI. Két qua phuc vu 1am Quy Ong/Ba
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Panh gia tong két qua trinh phuc vu ddi v6i ngudi dan gom:

- Rét hai long;

- Hai long;

- Binh thuong;

- Khong hai long;

- Rat khong hai 1ong.

Pa S(A’)’ nguoi dan danh gia 1a rat hai 1ong 58/60 (95,08%), hai long 2/60
(3,28%). Tat ca cac danh gia nay dugc xem la tich cyc. DBiéu nay chung t6 ve tong

thé S¢ Y té da phuc vu tot cho ngudi dan khi dang ky TTHC tai S, ti 1é rat hai
long tang so v&i nam trude (83,33%).

VII. Gop y cua khach hang

Trong 60 phiéu, c6 mot sé gop ¥ nhu: “Em xin chdn thanh cam on”. Nhin
chung ngudi dan hai 10ng va khong c6 gbp ¥ tiéu cuc dang ké.

Phan III
KET LUAN

Két qua khao sat y kién danh gia cong tac giai quyét thil tuc hanh chinh cua
S Y té trong nim 2026 nhim gitp S&' Y té xem xét cai tién.

Trén co s6 két qua khao sat, nhom khao sat dé xuat mot sb noi dung nhu sau:
1. Thoi gian tra hd so so véi phiéu hen/thoi gian hen:

- Tiép tuc cht ¥ giai quyét va tra két qua sém cho nguoi dan. Bé phian mot
ctra thuong xuyén loc nhitng ho so con 02 - 03 ngay dén han dé nhac nhé cac bo
phan c6 lién quan, tranh trudng hop tré hen. Chua ¥, nén c¢d gang giai quyét sém
trude 01 ngay dé tranh trudng hop hé thong hanh chinh cong bi 161, dan dén qua
han khong mong mudn. Rut kinh nghiém tir 01 trudng hop tré hen trong niam
2026.

2. Viéc cong khai quy trinh, thi tuc, biéu miu:

- Phong T6 chic — Hanh chinh luu vy danh muc TTHC can niém yét tai bo
phan mdt cira va phbi hop véi Trung tdm hanh chinh cong cong bo trén céng khi
c¢6 danh muc méi. Tham khao biéu mau trinh bay gitip cho ngudi dan khi doc quy
trinh, biéu mau d& hiéu hon.

3. Thai d9 trao doi, giai thich ciia can bd tiép nhan ho so va tra két qua:
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- Bo phan mot cira can tiép tuc duy tri va phat huy thai do vui vé, hoa nha
khi tiép xtic v6i ngudi dan, doanh nghiép.

4. Mbi trudng, diéu kién vat chét phuc vu:

- Phong Té chic — Hanh chinh can kiém tra, dé xut nang cip hodc mua sdm
trang thiét bi can thiét dam bao moi truong than thién, trang thiét bi day du dé tao
thuan loi phuc vu tét viéc tiép don ngudi dan va doanh nghiép khi t6i dang ky tha
tuc hanh chinh tai SO Y té.

5. S6 lan di lai d¢ hoan tat hd so:

- BO phan mot cira chu dong va tich cuc trao d6i, phdi hop voi phong chuyén
mon dé giai thich rd rang, day di cho ngudi dan dam bao t6i da 02 lan di lai cua
nguoi dan khi dén So Y té dé thuc hién giai quyét TTHC trong thoi gian t6i./.

Noi nhdn: (VBDT)
- Lanh dao So;

- Céc phong thudc So;
- Chi cuc ATVSTP;

- Luu: VT, TCHC.
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