TAP CHi CONG THUGNG

MOI QUAN HE GIUA
CHAT LUQONG DICH VU Y TE,
SU HAI LONG CUA KHACH HANG
POI VGI TRUYEN MIENG VA Y DINH
CHON LUA DICH VU Y TE CUA KHACH HANG
TAI THANH PHO HO CHI MINH

® HA TIEN NGOC

TOM TAT:

Nghién cttu nhim d4nh gid mdi quan hé giita chit lugng dich vu y t&, sy hai long clia khach
hang ddi véi truyén miéng va ¥ dinh Iva chon dich vu y t& clia khach hang tai Thanh phd Hb Chi
Minh. Nghién cttu sit dung phuong phdp nghién ciu dinh lugng, dit liéu thu thip bing bing cau
hdi khdo st va xit ly dit liéu bing phain mém Smart PLS véi ky thuat PLS SEM. K&t qua nghién
cttu cho thdy: chat lugng dich vu y t€ 4nh hudng dén sy hai long khach hang, su hai long ctia khdch
hang c6 4nh hudng dé€n ¥ dinh lyra chon dich vu va truyén miéng ctia khach hang, truyén miéng cé
anh hudng dén y dinh chon lwa dich vu y t€ ctia khach hang. Tir k&t qua nghién ctu, tic gia dé

xuitcdc ham ¥ nghién ctu.

Tt khéa: chit lugng dich vu, sy hai long ctia khdch hang, truyén miéng, y dinh Iwa chon dich

vu, y té.

1. Dit van dé

Theo kinh nghiém tai cic nu6c phat trién, chat
lugng da trd nén quan trong ddi véi khach hang khi
quyé&t dinh mot dich vu hoic sdn phéfm va dudc coi
12 mot 1gi th€ chién ludc cho t8 chic d€ dat dugc va
duy tri thinh cdng trong thé gidi kinh doanh (Irfan
& Tjaz, 2011).

D6i v6i linh vyc Y t€, nhan dién chat lugng dich
vu theo quan diém clia ngudi bénh rat can thiét,
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phan tng clia ho c6 thé gitip cho bénh vién nhin
nhén t8t hon vé hoat dong cung cap dich vu, qua d6
g6p phin ning cao sy hai long clia ngudi bénh.
Mitic do hai long clia ngudi bénh 1a chi s6 quan
trong, dugc coi 12 ky vong vé két qua khdm chirta
bénh ctia bénh vién. N6i cach khéc, sy hai long clia
ngudi bénh 13 thudc do cao nhit chat lugng hoat
dong clia cac co sé y t&. Su hai 1ong clia ngudi bénh
s& dan d&n long trung thanh, thé hién & viéc truyén



QUAN TRI - QUAN LY

miéng va y dinh lya chon dich vu y t& clia khach
hang, bénh nhan kham chita bénh tai cic bénh vién
& Thanh phd H6 Chi Minh.

2. Co s6 1y thuyét, md hinh va phuong phap
nghién citu

2.1. Co'sé'ly thuyét

Cha't lugng dich vu 12 mdt pham tri rdng va
phtic tap, phdn dnh tong hop cdc ndi dung kinh té&,
k§ thuat va xa hoi. Hién nay, c¢6 nhiéu kh4i niém
khdc nhau vé chdt lugng, tiy theo huéng ti€p can
ma khdi niém chat lugng dudc hiéu theo cdc cdch
khdc nhau, mdi cdach hi€u déu c6 cd s& khoa hoc
nhim gidi quyé&t muc tiéu, nhiém vu nhat dinh
trong thuc t€. Theo ISO 8402, chit lugng 1a: “Tap
hdp cdc dic tinh clia mot d6i tugng, tao cho ddi
tugng d6 khd ning thda min nhitng yéu ciu da
néu ra hoic tiém 4n”. Chat lugng dich vu theo
Parasuraman va céc tdc gid (1988) 1a mdc do khac
nhau giita sy mong dgi clia ngudi tiéu ding vé
dich vu va nhan thic ctia ho vé k&t qua ctia dich
vu. C6 thé hiéu chat lugng dich vu 1a sy thda man
khach hang, dudc do biing hiéu sd gitta chat lugng
mong ddi va chat lugng dat dugc. M6 hinh chat
lugng dich vu SERVQUAL ctia Parasuraman va
cong su (1988) gdbm 5 thanh phan cla chit lugng
dich vu, dé la: d0 tin cdy (reliability), tinh ddp Gng
(responsiveness), tinh dam bdo (assurance),
phuong tién hitu hinh (tangibles) va sy dong cam
(empathy).

Theo Oliver (1985), sy hai long 1a phdn @ng
clia ngudi tiéu dung d6i véi viec dudge ddp tGng
nhitng mong mudn. Pinh nghia nay ham y su thda
man chinh 1a sy hai long cia ngudi ti€u dung
trong viéc tiéu diing sdn phdm, hoic dich vu, do
ddp tng nhitng mong mudn cda ho, bao gdm ci
mitc do ddp ng trén mic mong mudn va dudi
mifc mong mudn.

Theo Kotler (2012), sy hai 1ong 1a midc dd cua
trang thdi cam gidc clia mdt ngudi bt nguodn tir viéc
so sanh k&t qua thu dudc tir sdn phadm/dich vu véi
nhitng k¥ vong clia ngudi d6. Ky vong & day dugc
xem I w6c mong hay mong ddi clia con ngudi, bit
ngu6n tir nhu cAu c4 nhan, kinh nghiém trudc do6 va
thong tin bén ngoai nhu quang cdo, thdng tin truyén
miéng ctia ban be, gia dinh...

Nhiéu nha nghién citu nhin dinh chat lugng
dich vu va sy hai long cda khdch hang c6 méi
quan hé cing chiéu véi nhau. Nghién cttu thuc
chitng vé chat lugng dich vu va sy hai long cla
khéach hang tai cdc cong ty k€ todn clia Mehmet
Aga va Okan Veli Safakli (2007) da chi ra chat
lugng dich vu, hinh dnh cong ty va gid cua dich vu
¢6 anh hudng tich cuc tdi sy hai long cia khiach
hang. Bén canh d6, theo nghién citu cia Brady va
Robertson (2001) vé cdc nha hang d6 in nhanh &
M§ va My Latinh, k&t qua phan tich di chitng
minh giita chit lugng dich vu va sy hai long cla
khach hang c6 mot mdi quan hé nhat dinh. Ngoai
ra, De Ruyter va cong su (1997) da ti€n hanh
nghién cttu ddi v6i cdc nganh dich vu chim séc
stic khée @€ x4c dinh moi quan hé giita chat lugng
dich vu va sy hai long clia khdch hang. K&t qua
cho thiy, chat lugng dich vu dugc xem nhu tién dé
din t6i sy hai Iong clia khdch hang. Poan Thi
Minh Nguyét (2017) cling tim thdy biing chitng
4nh hudng cla chat lugng dich vu d&n sy hai long
clia ngudi bénh. T d6, cdc gid thuyét vé dnh
hudng clia chat lugng dich vu dén sy hai long dich
vu dugc dé xuit nhu sau:

Gid thuyét H1: Phuong tién hitu hinh dnh hudng
dén su hai long dich vu y t€ ciia khdch hang tai
Thanh phéHo Chi Minh.

Gid thuyét H2: D¢ tin cdy dnh hudng dén su hai
long dich vu y t& ciia khdch hang tai Thanh phé” Ho
Chi Minh.

Gid thuyét H3: Ddp iting dnh hudng dén su hai
long dich vu y t& ciia khdch hang tai Thanh phé” Ho
Chi Minh.

Gid thuyét H4: Bdo dam dnh hudng dén su hai
long dich vu y t& ciia khdch hang tai Thanh phd” Ho
Chi Minh.

Gid thuyét H5: Pong cam dnh hudng dén sy hai
long dich vu y t& ciia khdch hang tai Thanh phé” Ho
Chi Minh.

Arndt (1967) dinh nghia vé truyén miéng
(WOM): “Truyén thong tryc ti€p bing 15i néi
gilta mot ngudi nhan va mot ngudi truyén tin lién
quan tdi mot nhian hiéu, sdn pham hoic mot dich
vu nao d6 va ngudi nhan nhan thic nhitng thong
diép clia ngudi glti c6 tinh chi't phi thuong mai”.
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Theo dinh nghia ctia Hennig - Thurau (2003):
“Batky tuyén bd (15i phdt bi€u) tich cuc hay tiéu
cuc cia nhitng khich hang tiém ning, khich
hang hién tai hay khdch hang cii vé mdt sdn
ph&m hoic cong ty, dugc cung cip cho moi ngudi
va td chifc thong qua Internet”. K&t qui nghién
ctu cia Ha Nam Khdnh Giao va Pham Quang
Trudng (2015) khi nghién ctu vé chat lugng
gidng day clia cdc trung tim Anh ngit da tim thay
bing chitng thuc nghiém vé dnh hudng clia sy hai
long va truyén miéng dich vu. Gid thuy€&t nghién
ctu dugc xay dung nhu sau:

Gid thuyét H6: Sy hai long dich vu dnh hudng
dén truyén miéng dich vu y té ciia khdch hang tai
Thanh phd H6 Chi Minh.

Y dinh hanh vi ¢6 thé xem nhu 12 bude ban diu
dé€ di dén quyét dinh, theo Fishbein & Ajzen
(1985), y dinh dugc xac dinh nhu 12 dong luc trong
nhén thic clia cd nhan vé k& hoach hoic quyét dinh
cu thé d€ phat huy nd luc trong viéc thuc hién mot
hanh vi xdc dinh. K&t qué nghién cttu ctia Daoud-
Marrakchi va cdng su trong nghién ctu vé phat
trién do ludng su hai long clia bénh nhin di tim
thdy mdi quan hé gitta sy hai long dich vu va y dinh
lua chon dich vu. Gid thuyét nghién citu dugc xay
dung nhu sau:

Gid thuyét H7: Sy hai long dich vu dnh hudng
dén y dinh lua chon dich vu y t& ciia khdch hang tai
Thanh phd H6 Chi Minh.

2.2. M6 hinh nghién citu

Dua trén cac nghién cttu trudc c6 lién quan, 1y
thuy€t nén nghién cifu, tic gia d& xudt mo hinh
nghién cttu nhu sau: (Hinh 1)

2.3. Phuong phdp nghién ciiu

Nghién cttu st dung céch ti€p can dinh lugng,
theo hudng nhin qud. Nghién citu cling st dung
phuong phdp chon mau phi x4c suat, thudn tién, va
viéc diéu tra thyc hién biing bing cau héi gii qua
google docs. Nghién cttu da st dung thang do
Likert gdm 5 lwa chon cdu tra 15i dugc cho diém
nhu sau: rat dong y (5), dong ¥ (4), trung lap (3),
khong dong y (2) va rat khong ddng ¥ (1). Bang ciu
héi ban cu tric dugce glri d&€n doi tugng khao sat.
Téng s6 bang cAu hdi dudc glri di qua google docs
trong nghién cttu dinh lugng chinh thic la 342.
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Hinh 1: Mé hinh nghién ciu dé xudt
Chét lugng
dichvuyté

HGu hinh

Y dinh
chon lua
dich vu

Do tin cay

DPap ung

Bao dam

Déng cadm

[ll!\l I

3. K&t qua nghién ciu
K&t qud thong ké md td miu nghién ciu trinh
bay 6 Bang 1.

Bdng 1. Théng ké mé t& méu nghién cliu

(n=342)
Y Séngudi | Tyle

Chi tiéu (ngjai) (3;))
Phén loai theo gidi tinh
N 238 69,59
Nam 104 30,41
Phan loai theo tinh trang hén nhan
Doc than 124 36,26
DBakéthon 216 63,16
Balyhon 2 0,58
Phan loai theo nhém tudi
TU 18 tudi dén 22 tudi 12 3,51
T 23 tudi dén 30 tudi 99 28,95
TU 31 tudi dén 40 tudi 125 36,55
TU 41 tudi dén 50 tudi 64 18,71
TU 51 tudi tré 1én 42 12,28
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Chitiéu S(‘:;l?;?i T(;')é
Phén loai theo trinh dd hoc van
Trung cép 86 2515
Cao ding 58 16,96
Dai hoc 178 52,05
Thac si 17 4,97
Tién s 3 0,88
Phan loai theo bénh vién
Bénh vién cong 154 45,03
Bénh vién tu nhan 125 36,55
Phong kham da khoa 63 18,42

Nguén: Tdc gid tong hop

K&t qua kiém dinh md hinh do ludng: K&t qua
ctia ki€ém tra mo hinh do ludng bao gdbm kiém tra
gid tri hoi tu va kiém tra do tin cy. Gid tri hdi tu
dugc ddnh gia dya trén hé s6 tii nhan t& (> 0,6).

Ngoaira, kiém tra gid tri hoi tu cling c6 thé duge do
bing tham s8 AVE (> 0,5). Bi€n c6 thé dugc cho 1a
ddng tin cAy néu gia tri cronbach's alpha > 0,70 va
gia tri do tin cay tdng hop > 0,70. Tir Bang 3, tat ca
céc gid tri> 0,7 (Hair va cOng sy, 2017).

K&t qui kiém dinh gia tri phan biét cho thiy cin
bac hai ciia AVE (dudng chéo in dim) cao hon so
v6i cdc tuong quan ngoai dudng chéo, c6 thé két
luan tit cd cdc chi s§ dudc ki€m tra trong nghién
citu déu dat yéu cau vé gid tri phan biét (Fornell &
Larcker, 1981).

K&t qua ki€m dinh mo6 hinh ciu tric dugc thé
hién & Bang 2:

Gid thuyét HI: Phuong tién hitu hinh 4nh
huéng d&n sy hai long dich vu y t& ctia khach hang
tai Thanh phd HO Chi Minh c¢6 hé s6 hdi quy la
0,157,t=2,914, p= 0,004 do d6 gia thuyét nay dudc
chapnhan.

Gi4 thuyé&t H2: D0 tin cdy 4nh hudng dén sy hai
1ong dich vu y t& ctia khdch hang tai Thanh phd H6
Chi Minh c6 hé s& hdi quy 1a 0,206, t = 4,874, p=0
do do6 gid thuy€&t ndy dugc chap nhan.

BAng 2. K&t qud ki€m dinh cdc gid thuyét nghién clu

o ————— | 00 | | o
o | PRI S| s | | oo |
Ha ﬁjsgdtéaTTi;:;‘ii%ngfgmir'}“’“gd!ChV”ytéCC’akhéCh 0260 | 5246 | 0,000 | Ch&pnhan
H5 E;’:gﬁ?;";::;f;”ﬁ:g;f&ﬁ long dich vuy t€ clia khach 0540 | 11391 | 0000 | Chapnhan
o | S | e | 100 | oo |
e ey e ey e

Nguon: Tdc gid téng hop tit Smart PLS
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Gid thuyét H3: Pdp ttng 4nh hudng d&n sy hai
1ong dich vu y t& ctia khdch hang tai Thanh phd H6
Chi Minh ¢6 hé s6 hdi quy 1 0,603, t = 10,76, p= 0
do d6 gia thuyé&t ndy dudc chdp nhan.

Gié thuy€t H4: Bdo ddm &nh huéng dén sy hai
long dich vu y t&€ clia khdch hang tai Thanh phd HO
Chi Minh c6 hé s& hdi quy 14 0,26, t = 5,246, p= 0 do
d6 gia thuyét ndy dudc chap nhan.

Gi4 thuyé&t H5: Pong cdm 4nh hudng dén sy hai
long dich vu y t& ctia khach hang tai Thanh ph& Hb
Chi Minh c6 hé s& hdi quy 12 0,54, t = 11,391, p=0
do d6 gia thuyé&t nay dudc chap nhan.

Gid thuy€t H6: Su hai 1ong dich vu 4nh hudng
dén truyén miéng dich vu y t& ctia khach hang
tai Thanh phd H& Chi Minh c6 hé s& hdi quy Ia
0,248, t = 2,048, p= 0,041 do d6 gia thuyé't nay
dugc chdp nhan.

Gid thuy&t H7: Sy hai long dich vu 4nh hudng
dén y dinh lya chon dich vu y t& clia khach hang tai
Thanh ph& Hb Chi Minh c6 hé s6 hoi quy 12 0,428, t
=3,831, p=0do d6 gid thuyé&t nay dugc chap nhan.

TAILIEU THAM KHAO:

4. K&t luan

K&t qud nghién citu cho thdy 5 thanh phin cla
chat lugng dich vu, d6 1a: do tin ciy; tinh d4p Gng;
tinh ddm bao; phuong tién hitu hinh; va sy dong
cdm c6 4nh huéng dén sy hai long chat lugng dich
vu y t&. Chinh vi vdy, mudn gia ting chit lugng
dich vu, cdc cosd y t&€ can tip trung vao cic yéu td
ctia md hinh chat lugng dich vu di x4c dinh.

Té4c gid dé xuat mot s6 ham y nhu' sau: Cic co s&
y t& can ting cudng diu tu cd s& vat chat nhim dip
tng t6t hon nhu cAu chim séc stic khde ctia ngudi
bénh. Hon nita, cdc co s8 y t& ciing can chi trong
cong tic dao tao, bdi dudng, ning cao trinh do
chuyén mon, nghiép vu cho cdn bd y t€ mot cdch
thudng xuyén, bai ban, qua d6 ning cao chat lugng
dich vu phuc vu ngudi bénh. Chat lugng dich vu gia
ting s& gép phan cdi thién sy hai long ctia khach
hang, bénh nhan d&€n khdm chita bénh. Pdng thdi,
khi khach hang hai long véi dich vu y t€, s& dnh
hudng dé&n truyén miéng va ¥ dinh chon dich vu y
t€ clia khdch hang tai Thanh phd H6 Chi Minh m
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THE IMPACTS OF HEALTH SERVICE QUALITY,
CUSTOMER SATISFACTION, AND WORD OF MOUTH
ON PATIENTS’ INTENTIONS TO CHOOSE HEALTHCARE
SERVICES IN HO CHI MINH CITY
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ABSTRACT:

This study evaluates the impacts of health service quality, customer satisfaction, and word of
mouth on patients’ intentions to choose healthcare services in Ho Chi Minh City. The study uses
quantitative research methods. The study’s data is collected by using survey questionnaires, then
itis processed by using Smart PLS software with the PLS SEM technique. The study finds that the
quality of healthcare services affects customer satisfaction; customer satisfaction affects the
intention of customers to use healthcare services and recommend these services to other people;
and word of mouth affects the intention of customers to choose healthcare services. Based on
these findings, some implications are proposed.

Keywords: service quality, customer satisfaction, word of mouth, service choice intention,
healthcare.
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