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Phan anh:
Thai do,

Quy mé: 75 PK hudng dan,
. - . t. N

> 5000 Iwot, 510 P

Thay déi ha
tang: khong

40% & cac tinh liéen hoan

Thiét l13p lai hé théng cung cap thong tin, hwdng
dan nguwdi bénh ngoai tra; tirng bwéc phat trién
dich vu cham séc khach hang theo wu tién.
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} Muc tiéu cai tién:

Muc tiéu tong quat: Gop phan cdi thién kha nang
ti€p can thong tin cia TNNB, buwéc dau trién khai
DVKH.

Muc tiéu chuyén biét: Sau 3 thang cai tién

o Phat trién hé thong bang chi dan phu hop.

o Thiét 13p chi s6 danh gia & chon wu tién cai tién.

o Giam s6 lwot héi thdng tin dworng di it nhat 30%.
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- &= II. PHAN TicH VAN BE

Nguyen nhan:

e e e e, ——— —————————

[1] Bang chi dan chuwa phu hdp

(thleu, néi dung khd hiéu, vi tri,
hudng dat, d6 cao),
[2] Thoi quen nguwoi Viét thich hoi

bang chi dan,
[3] C4u tridc bénh vién phirc tap,
[4] Thong tin trén phiéu th ty

- ngudi hudng dan hon quan sat
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. kham chwa ro rang.
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Phén tich 5 ngay dau tién

Nhém thong tin thutding hoi nhét
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} Tom tat van dé nghién ciru:

o C6 dén 87,6% sb lwot héi théng tin gior cao diém la héi dwéng
di (PK: 56,1%-CLS: 17,7%).

o Nguyén nhan cé thé do hé thdng bang chi dan chwa phu hop.

o Khu vuc thwong héi nhat Ia phong kham khu AB va 5A. Vi tri
ti€p can thoéng tin héi thwong & khu vwc quiy ti€p nhén,
trwd’c Nha thudc 1 va nga 3 khu D. Nhu cau héi thdng tin tap

trung vao khung gi® cao diém 7-9 gi® sang.

Cau hoi nghién ctru (giai doan 1):
Thay d6i hé théng bang chi dan cé lam giam so luvot

ngwoi bénh can hoi duong di hay khong (kha nang
tiép can thong tin vé phong kham dé dang hon)?
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lIl. POI TUONG & PHU'O'NG PHAP

e Dan s6 nghién ctru:
e GD1: TNNB dén kham bénh.
e GD2: TNNB c6 hoi tham thong tin tr NV CSKH.
* Phwong phap chon mau & c& mau:
e GP1: Chon cé chu dich 10 nguoi, phong van sau .
. GD2: Ghi s6 lwot hoi tir 7 gio 00 - 9 gid 00 (th¢ Ba &
Nam) tai 3 diém ([1] Ngay cong vao, [2] Trwdc nha thudc
s6 1, [3] Nga ba vao khu kham D).

Khiosat __, ~ <
nhu cau ;'Tllii‘tt ke - O 0 01 X O O 0

.............
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} Céac giai phap can thiép:

o Khao sat & PT lwot hoi thong tin: xac dinh nhédm wu tién
o Thiét ké bang & 1ay y kién TNNB hoan chinh bang chi dan.

Phdéng van sau than nhan ngudi bénh
Hoan chinh & tham dinh thiét ké bang chi dan
o Pat hang & thi cong bang chi dan
To trinh dé xuat
Hop dong thi cong
Thi cdng bang chi dan
o Thiét 1ap & Do lwdng chi s6 chat lwong:
Khao sat s6 luwgt hoi thong tin & s6 luwgt kham/ngay
PT khuynh huéng chi s6, nhdm quan trong: Pareto

Do tao nhan luc duy tri chi so sau cai tién
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¢ Phuwong phap déanh gia hiéu qua:

o Dwa vao khuynh hwéng chi sé chat lwong.

o Quy trinh lwong gia - cai tién:
Panh gid = Van dé = Can thiép bb sung =
Lwong gia lai =2 Van dé tiép theo = CT tiép theo
Gia thuyét & mo hinh can thiép linh hoat

o Cong cu phan tich:
Khuynh huéng: run-chart - C/U’ chart

Pareto: wu tién can thiép tiép theo
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- & Chi sd chat lwgng:

y |

| Chudn | Chisdchitlvgng | Ngudng

SO lwot hoi thong tin v
<100 cua nguoi bénh gio
e x 30%
cao diem moi ngay

e Luot hoi thong tin: Mot lwgt TNNB dén hdi 1 nhdm théng
tin tai diém do luvdng (diém cung cip dich vu hudng dan
cd dinh). Trwong hop 1 lvgt TNNB hoi nhiéu nhém théng
tin thi nhan vadi s6 nhdm thong tin duwoc hoi.

e Piém hai ldng vé thdng tin khao sat moi thang do phong
QLCL do lvong theo thu tuc khao sat hai long nguoi bénh.

0
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thu thap
S6 lwot hoi
thong tin
theo nhom
thong tin

Nhan xét noi
dung can diéu
chinh déi vé&i
bang chi dan

dwoc thiét ké

mo’l

Phwong phap thu thap &
nhan tich so liéu

Ghi s6 lwgt hoi théng tin theo
nhdm san cé vao phiéu khao
sat. Thoi gian khao sat ngay
th&* Ba-Nam, tir 7:00-9:00 moi
ngay.
Trén Pareto: xac dinh nhdm
thong tin hoi nhiéu nhat va tim
cach cai tién & tuan tiép theo.
Trén run-chart: khuynh hudng
s6 lwot hoi tang hay giam, cé y
nghia théng ké hay khéng.
Chon mau c6 chu dich
Héi ndi dung khé hiéu, can
diéu chinh va dé xuat diéu
chinh cho dén khi dat trang
thai bdo hoa vé thong tin.
Du kién phong van khoang 10
nguoi.
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Nguoi Thoi gian
thuc hién

3 diém khao
sat c6 dinh:
[1] Céng vao;
[2] Truwdc
nha thudc sb
1; [3] Nga ba
khu D.

Ngwoi duwa
tré dén
kham cé thai
do hop tac
tot & KKB &
co6 thoi gian
tham gia PV

Nguoi thuc
hién hoat
doéng
hudng dan
nguwoi bénh
tai khu
Kham
bénh.
Nhom
CTCL (Sinh
vién o
phong
CTXH)

Co dinh thei
gian, so két
sO lieu moi
tuan.

2 tuan (21-
24/2019)

Q
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CTCL

Thoi | Tién dd thoi gian thyc hién (ghi theo tuan thyc
gian

<an trong nam 2019)

, thiét [18]19]20]21]22]23]24]25]26/27]28]29]30]31]32]33]
Théng nhat ndi dung

& pham vi cai tién giai 1 tu3n

doan 1, nhém CTCL
Théng nhat phuong

am di & 1 tuan -
Thiét k& cac bang chi 3 13
d3n & khao sat TNNB uan

nhap lieu & x&r ly

(Excel) & pilot

(ol Trién khai do luong M@i

chinh thirc tuan

Lap dé an CTCL 2 tuan
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phdp do luvong, phiéu

thu thép DL, mau 2 tyan
Pat hang va thi cong

bang chi dan mai

2 tuan

Trién khai bang chi
dan mdi thiét ké&

Danh giad hiéu qua giai ; , .
doan 1 & bdo cdo g:uhéa;
CTCL '

2019

2 tuan
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‘ IV. KET QUA: Hiéu qua cda can thiép

Hinh 1a. Sé lugt hdi théng tin gier cac diém (Run chart)
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®- So sanh 2 giai doan trwé'c & sau can thiép o

Hinh 2a. Sé lugt hoi théng tin gié cao diém (C chart)
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e Hinh 2b. Ty 1& luot héi théng tin gi& cac diém trén 1000 lugt kham (U' chart)
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i:jc So sanh 3 giai doan

Hinh 2c. Ty I€ lugt hdi théng tin trén 1000 lugt kham (U’ chart)
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} So sanh cac nhédm thoéng tin (11 tuan T-S)

Hinh 3a. Nhém théng tin dugc hoi
Truéc can thiép (11 ngay)
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Hinh 3b. Nhém théng tin dugc hoi
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& Nhém théng tin dwo'c hoi (6 tuan cudi

P QA

Hinh 3c. Nhém théng tin dugc hoi

Sau can thiép (6 ngay cla giai doan 2 sau can thiép)
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- $+ V. KET LUAN:

o S8 lwot hdi théng tin: | tir 105 = 64 (sau 6 tuan)
o Hoi AB & PK khac nhiéu, nhat I3 khu B2 (B21-31)
Hoan thién hwdng dan vao khu ndi tru
Can bd sung bang hwdng dan PK B21-B31
o Héi noi déng tién tang trong 6 tudn gan nhat:
Xép thir 3 [50 luot/ngay]
Can hudng dan thu tuc Apps dang ky kham
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Thankk You!




