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TOM TAT
Dt vén dé: Sw hai long cla ngudi bénh la chi sé quan trong ddnh gid chét lugng chdm soc surc khde, nhét la khi
nhiéu co' sé'y té con gdp kho khdn trong viéc ddp tng nhu céu diéu tri sau COVID-19. Muc tiéu nghién ciru: Bdnh
gid sw hai ldbng cua ngudi bénh ngoai tru tai Trung tdm Y té€ (TTYT) huyén Hén Qudn va thj xé Binh Long ném
2024. D6 turong va phurong phdp nghién ciru: Nghién ciru cdt ngang thurc hién tir thdng 9 - 10/2024 tai hai trung
tém y té, st¥ dung bd cdu hdi theo mé hinh SERVQUAL (thang do Likert 5 murc). Két qud: Diém trung binh s hdi
long tai Trung tém Y té Binh Long la 3.79 (0.60), cao hon so vdi Trung tdm Y té€ Hén Qudn la 3.56 (0.56). Tai Binh
Long, cdc yéu té anh huéng manh dén sy hai long gém “phuwong tién hitu hinh” (8 = 0.323) va “su tin cdy” (B =
0.257). &' Hén Quén, “su tin cdy” (= 0.300), “phurong tién hitu hinh” (f = 0.239), “sy déng cém” ( = 0.143) va
“syr dédm bGo” (B = 0.137) la nhitng nhén t6 chinh. Mirc d6 hai long cé sw khdc biét ddang k€ giira hai trung tém
theo khia canh viing mién. Két luén: Sw hai ldbng cda ngudi bénh tai hai trung tém y té c6 suw khdc biét ré rét. Yéu

2~ 1

té “phuong tién hitu hinh”,

i

‘swtin c@y” va viing mién cé Gnh huéng quan trong dén sw hai long cua ngurdi bénh.

Tirkhod: sw hailong, ngudi bénh, SERVQUAL, trung tdmy té, tinh Binh Phurd'c

1. AT VAN DE

Sau dai dich COVID-19, mirc dd dap ¢ng nhu cau
diéu tri cia ngudi bénh (NB) tai nhiéu co sd'y té chua
duoc dam bdo [1]. Pam bao nhu ciu diéu tri dugc
dinh nghta la dam bao mét trong bén khia canh gidp
nang cao chat lwgng hoat ddng chdm sdc strc khoe.
Céc khia canh nay bao gém (1) hiéu qud, khoa hoc,
viéc chdm séc phai thuc hién theo tiéu chuan quy
dinh; (2) thich hop cho tirng NB; (3) an toan khong
gay bién chirng, NB tiép can va chap nhan bang sy
hai long va (4) it tdn kém hon so vdi cac cach diéu tri
khac [2]. Su hai long cda NB la mét chi sé quan trong
phan anh hiéu qua ctia hoat dong cham séc strc khoe
tai cdc co s& y té. Binh Phudc, mét tinh bién gidi
dang phét trién, dang phai ddi mat vdi tinh trang
thiéu hut thudc va vat tu'y té tai nhiéu co' sd'y té cong
lap, dac biét la tai cic trung tdm y t&€ huyén nhu Hon
Quan va Binh Long [3]. Trung tdm Y t&€ huyén Hén
Quan va Binh Long I3 nhitng co s& y t€ quan trong,
phuc vy déng dao ngudi dan dia phwong, do dé viéc
danh gia khach quan sy hai long va hiéu qua trong
cong tac cham sdc stre khde tai day la rat cap thiét.
Dong thoi, viéc so sanh sy hai long cda ngudi bénh
khi st dung dich vy y té tai Binh Long va H&n Quan sé&
giup lam rd nhirng khac biét vé chat luvgng dich vu tir
goc nhin ngudi bénh. T két qua nay, cé thé xac dinh
cac yéu td anh hudng dén su hai long tai tirng trung
tdm, dong thoi lam sang td nhirng khd khan va han
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ché trong qua trinh cung cap dich vu y té, gilp céc
nha hoach dinh chinh sach dua ra cac bién phap cai
ti€én phu hop vdi diéu kién thyc té cta tirng ving.

2. PHUONG PHAP NGHIEN CU’U VA VAT LIEU
NGHIEN CUU

2.1.Thiét ké nghién ciru

Noi dung nghién ctru: Nghién cru cit ngang md ta
nham khao sat dic diém than nhan ngudi bénh
hodc ngudi bénh kham va diéu tri ngoai trd tai Trung
tadm Y t€ huyén H&n Quan va Trung tdm Y té thi x3
Binh Long, tinh Binh Phudc trong khodng thoi gian
tlrthang 9-10/2024.

Cach lay mau va doi twong khao sat: Nghién ciru st
dung phuong phap dy mau thuat tién, d6i twong
duwgc chon la than nhan ngudi bénh hodc nguoi
bénh kham va diéu tri ngoai tru tai Trung tdm Y té
huyén H&n Quan va Trung tdm Y té thi xa Binh Long.
Than nhan nguoi bénh sé duogc khao sat trong
truong hop ngudi bénh 13 ngudi 16n tudi, tré em
hodc gdp khé khan trong giao tiép, khéng thé tu tra
|&i phdng van.

Tiéu chudn chon mau: NB /than nhan NB c6 tham
giabdo hiémyté (BHYT), déngy tham gia khao sat;
Nguditham gia khao sat> 18 tudi;

Tiéu chuan loai trir: Ngwdi tham gia khdo sat khdng
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tra |07 du théng tin khdo sat hodc khéng du nang
Iwcti€p nhan khdo sat.

C& mau: Xac dinh c& mau cho dan sé khao sat khong
xac dinh theo cong thire [4]:

x(1—
n=ZZXp (2 D)

Trong dé: )

-n: Kich thwdc mau can xac dinh.

-Z:Gidtrihé s do tin cay.

-p: Ty lé wéclwong & mau nthanh cong.

Chon p=0.5détichsé p(1-p) lalén nhat, diéu nay

dam bao antoancho maunudclugng.

-e:Saisd chophép. Ty 1é sai sd sty dung la: a=0.05;
do tin cay 95%.

C& mautinh dwoc 12 384, thuc té dé tranh sai sot sé

khao sat tron 400 mau/moitrung tam (ting 4%).

2.2.Thuth3pvaphantichdirliéu

2.2.1. Xdy dwng bé cdu hoi

B cau hdi duoc xay dung dwa trén mot s6 nghién
clru trong ty tai Viét Nam [5], ddnh gid nam khia
canh sy hai long ciia NB theo mé hinh SERVQUAL,
cac cau hdi trong mdi tiéu chi dugc danh gia bang
thang diém Likert 5 bac, tir 1 (hoan toan khéng hai
long) dén 5 (hoan toan hai long). Bao gdbm: Kha
nang ti€p can (6 bién); Su tin cy (5 bién); Sy dam
bao (5 bién); Sw déng cam (5 bién); Phuwong tién
hitu hinh (5 bién), cung véi 5 cau hoi ddc diém cla
ngudi tham gia khao sat nham thu thap théng tin
vé nhan khiu hocva cac dicdiémlién quan.

2.2.2. Thu thép dirliéu

D{t liéu dworc thu thap thong qua hinh thirc khao sat
truc ti€p bang bo cau hoi da duwoc xay dwng. Than
nhan NB/ NB duwoc chon tham gia khao sét theo
phuong phap 1ay mau thuan tién cho dén khi dd s6
lwong mau can thiét. Néu dong vy, ho s& duoc
hudng dan dén ban khao sat dé thyc hién tra 16
cau hdi. Diéu tra vién gidi thich cu thé ndi dung khao

sat gdbm: Thdng tin cd nhan nghién ctru vién, cacvan
dé bado mat théng tin cad nhan nguwdi tham gia khao
sat, viéc khao sat khdng cé bat ky anh huéng gi dén
viéc tham kham cla nguoi tham gia khao sat trong
tuong lai, trong qua trinh khao sat nguoi tham gia
c6 thé ngirng bat c lic nao va khéng can duara ly
do. Phan héi cla nguoi tham gia sé& dugc ghi nhan
bang cach danh dau vao phiéu tra 1&i va s& dwoc sir
dung dé danh gid mirc d6 hai long clia ngudi bénh
(NB) vé dich vu y té tai hai trung tdm y t&, ddng thoi
xac dinh cac yéu td anh hudng dén su hailong va so
sanh sy hailong gilra haitrung tam.

2.2.3. Phan tich dirliéu
D lieu dwoc phan tich bang théng k& m6 ta tan
suatvatylé phantram, tinh diém trung binh sy hai
long theo thang Likert 5 mdrc. Xac dinh cac yéu té
anh hudng dén sy hailong: Bang phwong trinh hoi
quy datuyéntinh. Phuongtrinh xay dung cé dang:
Su‘ héi I‘Ong Y = BO+ Bl*xl + BZ*X2+ BB*X3+ B4*X4+
BS*XS
So sanh sy hai long gitta cdc nhém s dung T-test
hodc ANOVA khi di¥ liéu phan ph8i chuin, Mann-
Whitney U hodc Kruskal-Wallis khi khdng chuan.
Gia tri p < 0.05 dugc xem la cé y nghia théng ké.

2.3.Daodirctrong nghién ciru

Nghién clru duoc thue hién sau khi dugc sy thong
qua cla Hoi déng dao dirc trong nghién ctru y sinh
hoc Bénh vién Pa khoa Théng nhat Déng Nai (Hoi
déng Y dirc s6 16/HDDD) va su cho phép cta Ban
Gidm ddc Trung tdm Y t&€ huyén Hén Quan va Trung
tdm Y té€ thix3 Binh Long.

3.KETQUA

3.1. Dic diém ngwedi tham gia khao sat va anh
hwéng dén sy hailong chung

Sau khi nhap va lam sach dit liéu, thu duoc 384
mau cho mbitrung tdmy té dat yéu cau.

Bang 1. Pic diém ngudi tham gia khao sat, anh hudng cda dic diém dén su hai long chung

o g Hén Quan Binh Lon
Pac diém N (%) N (%) g
Gisi tinh Nam 177 (46.1%) 174 (45.3%)
N 207 (53.9%) 210 (54.7%)
Kinh 366 (95.3%) 361 (94.0%)
Dan toc S'Tieng 10 (2.6%) 19 (4.9%)
Khac 8 (2.1%) 4 (1.0%)
Trinh d8 hoc vin Khén% biét chir 21 (5.5%) 17 (4.4%)
Tiéu hoc 85 (22.1%) 96 (25.0%)
THCS/ THPT 237 (61.7%) 257 (66.9%)
Trinh d6 hoc van Trung cap/ cao dang 17 (4.4%) 4 (1.0%)
DPai hoc/ sau dai hoc 24 (6.3%) 10 (2.6%)
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o e Hén Quan Binh Lon
Pac diem N (%) N (%) g
Chua/ dang tim viéc 57 (14.8%) 14 (3.6%)
Lam rudng/ lam riy 209 (54.4%) 230 (59.9%)
Nghé nghiép Sinh vién 2 (0.5%) 4 (1.0%)
Cong nhan/ vién chirc 68 (17.7%) 51 (13.3%)
Huu tri 48 (12.5%) 85 (22.1%)
18 -28 26 (6.8%) 15 (3.9%)
28 -39 30 (7.8%) 24 (6.3%)
Nhém tubi 39-50 67 (17.4%) 52 (13.5%)
50-60 68 (17.7%) 91 (23.7%)
> 60 193 (50.3%) 202 (52.6%)

K&t qua nghién ctru tai hai TTYT (384 mau/mdi trung
tdm) cho thay ngudi tham gia kho sat cd ti 1é nit (53 -
54%) cao hon nam (45 - 46%), ngudi dén kham chid
yéu 13 nguoi trén 60 tudi (50.3 - 52.6%), mac bénh
man tinh (48.7 - 55.5%), cé trinh d6 van hda murc trung
binh cha yéu la cdp hoc THCS/THPT (61.7 - 66.9%).

Bang 2. K&t qua kiém dinh d6 tin cdy cta thang do

3.2.Danhgid dd tin cdy bd cau héi

Sau khi ldy y ki€n ba chuyén gia dé xdc dinh tinh gid
tri, bd cau hdi dwoc khao sat véi 30 mau nham
danh gid dé tin cdy dwa vao gia tri hé s6 Cronbach's
alpha (20.6) va hé s6 twong quan bién téng (> 0.3)
[6]. KEt qua xtr ly d6 tin cdy theo Bang 2.

Trwoce xir ly dd tin ciy Sau xtr ly dd tin cdy
STT Nhém nhén té (S8 bién) (S bién)
Cronbach’s alpha Cronbach’s alpha
1 Kha nang ti€p can (06 bién) 0.669 (04 bién) 0.799
2 Sy tin cay (05 bién) 0.709 (05 bién) 0.709
3 Sy dam bao (05 bién) 0.484 (02 bién) 0.639
4 Sy déng cam (05 bién) 0.782 (05 bién) 0.782
5 Phuwong tién hfu hinh (05 bién) 0.666 (04 bién) 0.735

3.3. K&t qua khao sat sw hai long ctia ngudi bénh va cac nhan té dnh huéng

Bang 3. Su hai long chung cta NB theo tirng nhan td

N&i dung Hdn Quan Binh Long
TB PLC TB PLC

Kha nang ti€p can 2.59 (0.54) 2.66 (0.57)
Su tin cay 3.77 (0.47) 4.07 (0.80)
Sw dam bao 3.95 (0.53) 3.81 (0.63)
Sw ddng cdm 3.97 (0.46) 4.29 (0.35)
Phuong dién hitu hinh 3.97 (0.42) 4.00 (0.61)
Téng 3.56 (0.56) 3.79 (0.60)

*TB: Diém trung binh; PLC: D6 léch chudn

Két qua tai Bang 3 cho thay su hai long cla nguoi
bénh & hai Trung tdm Y té Binh Long va H&n Quan
déu dat diém trung binh khd cao va tuong dong
nhau, v&i diém hai ldng trung binh [an luot 1a 3.79 tai
Binh Long va 3.56 tai H&n Quan. Trong cac yéu t6

dugrc khdo sét, sy déng cam 13 yéu t6 duwoc ngudi
bénh dénh gia cao nhat, véi diém trung binh [an lvot
la 4.29 tai Binh Long va 3.97 tai H&n Quan. Nguoc lai,
kha n3ng tiép can |a yéu t& cé diém hai long thap
nhat, chi dat 2.66 tai Binh Long va 2.59 tai H&n Quan.

Bang 4. Sy anh hudng cac nhan t6 dén sy hai long cha NB tai TTYT Binh Long

Nhém nhan té Hésé B Hé s Beta p-value Murc d6 anh huong
Hang sO 0.64
Phuong tién hi*u hinh (HH) 0.437 0.323 <0.001 1
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Nhém nhén td Hésd B Hé so Beta p-value Muc d6é anh huwong
Sy tin cay (TC) 0.322 0.257 <0.001 2
Sy déng cam(bC) 0.148 0.084 0.078 -
Sy ddo bao (DB) 0.026 0.027 0.566 -
Kha ning tiép can (KNTC) -0.025 -0.024 0.607 -
R2 0.248

Trong sé cac yéu t6 dugc khdo sat, phuwong tién
hitu hinh (HH) va su tin cdy (TC) cé anh huwdng co y
nghia théng ké dén sy hai long clia nguwdi bénh vai
gia tri p-value déu nhdé hon 0.001. Trong do,
phuong tién hitu hinh c6 hé s6 Beta I&n nhat
(0.323), cho thdy day 13 yéu t6 c6 mirc d6 anh

hwdng manh nhat, tiép theo |3 sy tin ciy véi hé s6
Beta 0.257.

Phuong trinh héi quy da tuyén xdc dinh mdc do
anh hudng ctacicyéutd cé dang nhu sau:

Swhailong Y =0.64 +0.323*HH + 0.257*TC

Bang 5. Sy anh hudng cac nhan t6 dén sy hai long ca NB tai TTYT Hén Quan

Nhém nhén td Hés6 B | Hé sd Beta | p-value | Muc dd anh huong
Hang s6 -0.497
Sy tin cay (TC) 0.361 0.300 <0.001 1
Phuong tién h*u hinh (HH) 0.319 0.239 <0.001 2
Sy dbng cam (BC) 0.176 0.143 0.004 3
Sy dam bao (DB) 0.143 0.137 0.002 4
Kha ning ti€p can (KNTC) 0.065 0.063 0.154
R2 0.329

K&t qua cho thay cac yéu t6 nhu sy tin cdy, phuong
tién hitu hinh, sy ddng cdm va sy dam bao déu co
anh huwdng cé y nghia théng ké dén sy hai long cla
ngudi bénh vai gid tri p déu nhd hon 0.05. Trong
do, su tin cdy 1a yéu t6 cé mirc dd anh hwdng cao
nhat véi hé sé Beta 13 0.300, tiép theo la phwong
tién hiru hinh (0.239), sy déng cam (0.143) va su

dadm bdo (0.137). Nguoc lai, khd nang tiép can
khéng c6 dnh hwdng dang ké vaigid trip =0.154.
Phuong trinh héi quy da tuyén xdc dinh mdc do
anh hudng ctacicyéuté cé dang nhu sau:
Sw hailong Y =-0.497 + 0.300*TC + 0.239*HH +
0.143*DC +0.137*PB

3.4. So sanh sy hai long ctua ngwdi tham gia khdo sat giira TTYT Binh Long va TTYT H&n Quan
Bang 6. So sanh sy hai long cha cdc nhdm nhan té gitra hai TTYT

(1= Binll':‘[‘:;g,nzh:nH?n Quén) N | Thw hang TB | Téng thu hang | p-value*
Kha ning tiép can 1 | 384 399.16 153,276.50
(BLC= 0.500) 2 | 384 369.84 142,019.50 0.065
Sy tin cay 1 | 384 449.79 172,71950 | _. .o
(PLC= 0.500) 2 | 384 319.21 122,576.50
Sw dam bao 1 | 384 360.00 138,240.50 0.002
(BLC=0.500) 2 384 409.00 157,055.50
Sy ddng cam 1 | 384 460.61 176,876.00 | _ .
(BLC= 0.500) 2 | 384 308.39 118,420.00
Phurong dién hitu hinh 1 | 384 391.65 150,392.50 0.365
(PLC= 0.500) 2 | 384 377.35 144,903.50
Sw hai long chung 1 | 384 421.84 161,986.50 | _ ..
(BLC= 0.500) 2 | 384 347.16 133,309.50

*Thue hién Mann-Whitney U test; BDLC: B4 léch chuén
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K&t qua phan tich bang kiém dinh Mann-Whitney U
cho thdy cé su khdac biét c6 y nghia théng ké vé su
hai long ddi véi cac yéu t6 nhu sy tin cdy (p < 0.001),
sy dam bao (p = 0.002), sy déng cam (p < 0.001) va
su hai long chung (p < 0.001) gitra hai trung tam. Cu
thé, ngudi bénh tai Binh Long danh gid cao hon vé
sy tin cdy, sy déng cam va su hai long chung so vdi
ngudi bénh tai Hoén Quan. Nguoc lai, kha nang tiép
canva phuong dién hitu hinh khong cé sy khac biét
dang ké gitra hai trung tdm vdi gia tri p 1an luot [a
0.065va0.365.

4.BAN LUAN

4.1.Dic diém ngudi tham gia khdo sat

K&t qua nghién ctru tai hai TTYT cho thdy dac diém
cla nguodi tham gia khdo sat twong déng vdi cac
nghién cru trudc d6, nhuw nghién clru cda Tran Thi
Tuyét Phung cé tilé nir chiém 57.8%, trinh d6 hoc van
THCS/THPT chiém 61.5% [7], cling nhu nghién ctru
cla V5 Van Bay vdi ty 1é ngudi cao tudi (trén 60 tudi)
chiém 61.33% [5]. Mdrc diém hai long trung binh cla
ngudi bénh & hai TTYT [an luwot 1a 3.79 va 3.56, cho
thay ngudi bénh kha hai long véi chat lwong phuc vu
va kha ndng dép (ng nhu cau diéu tri. Tuy nhién, két
qua nay thap hon so v&i nghién clru cia Chau Hoc
Khiém véi diém trung binh 4.11 [8], déng thai thap
hon két qua cla Tran Thi Tuyét Phung vdi diém hai
long trung binh 12 3.93 [7].

4.2. Y8u t6 va mrc d6 anh hwéng chia cac nhan té
khdo sat dén sy hailong

Kha nang ti€p can: Chua nhan thay anh hudng dén
su hai long chung clia NB & ca hai TTYT. K&t qua nay
nguoc lai véi Ding Vi Ha cho rang "Kha ndng tié€p
can" cé dnh hudng mac du chi xp th& ndm [9] va
Chau Hoc Khiém cho rang "Kha ning ti€p can" anh
huwéng nhiéu nhat dén sy hailong cia NB [8].

Phuong tién hitu hinh: La nhan t6 dnh hudng nhiéu
nhat dén sy hai long cha NB & TTYT Binh Long (p-value
< 0.001), va anh hwéng thir hai & TTYT Hén Quan (p-
value < 0.001). K&t qua nay cao hon so vdi nghién clru
Truwong Minh Thuy “Hitu hinh” x€p th& ba [10] va
Truong Dinh Phong “Hitu hinh” xép th&r ndm [11].

Su tin cdy: La nhan t8 anh hudng thir hai dén su hai
long & NB TTYT Binh Long (p-value < 0.001), nhwng cé
sy anh hwéng nhiéu nhat & TTYT H&n Quan (p-value
< 0.001). K&t qua & TTYT Binh Long tuwong dong voi
két qua cha Trwong Minh Thuy [10], nhwng thap hon
két qua cla Trwong Dinh Phong, cho rang “Su tin

cay” dnh hudng nhiéu nhat dén sy hailong [10].

Sy ddng cam: Khdng dnh hudng dén sy hailong cla
NB & TTYT Binh Long. Nguwoc lai, ddy la nhan to anh
huwdng thir ba & TTYT H&n Quan. K&t qua nay twong
déng véi két qua cda Truong Dinh Phong [10]
nhung thap hon so véi két qua cda Bui Tudn Khoa
cho ring “Su dong cdm” hay “Thai dd &ng x” anh
hwdng thr hai dén sy hailong NB [12].

Sy dam bdo: Chua ghinhan cé sy anh hwdng dén su
hailong & TTYT Binh Long, v&i TTYT H&n Quan thi cé
anh hudng mac du rat thap chi xép tha tu. Diém hai
ldbng trung binh cho nhan t& nay & hai TTYT kha
twong déng nhau 3.81 (TTYT Binh Long) va 3.95
(TTYT H&n Quan). K&t qua nay, hoan toan ngugc véi
két quad qua Trwong Minh Thuy thi “Sy ddm bao” 13
yéu t6 anh hudng nhiéu nhat [9] va theo Dang Vi Ha
thind anh hwdng mirc thir hai dén su hailong [9].

Qua két qua tai BAng 6 so sanh sy hai long céc nhan té
gilra hai TTYT va Bang 3 danh gid diém trung binh hai
Idng NB trén tirng nhdm nhan t6, nhan thay cé chénh
léch thr hang cling nhu diém trung binh hai long gitra
hai TTYT, diéu nay tuwong dong véi két qua clia Nguyén
Thi Huyén Trang cho rang su khac biét cé y nghia
théng ké vé diém trung binh su hai ldng clia NB giira
néng thén (H&n Quan) va thanh thi (Binh Long) [13].

Nhirng két qua nay cho thay khixdy dung cac chuong
trinh can thiép cdng ddng nham nang cao sw hai long
cla ngudi bénh, can dac biét chd trong dén nhdm
ngudi cao tudi va nhitng ngudi cé trinh dé hoc van
thap hon dé cai thién trdi nghiém dich vu. Ddng thoi,
can phat trién cac chién lugc phi hop véi dic diém
van hda va dan tdc nham dam bao su cong bang va
hiéu qua trong cung cdp dich vu y té, tir dé ting
cuong sy hailong chung ctia ngudi bénh.

5.KETLUAN

Nghién ctru cho thay cd su khéc biét vé sy hai long
chung cta NB gitta hai TTYT. Tai TTYT Binh Long, “Su
déng cdm” 1a nhan t6 c6 diém trung binh sy hailong
cao nhat. Bén canh d6, “Phwong dién hitu hinh” va
“Sy tin cdy” la hai nhan t6 anh hudng nhiéu nhat
dén su hai long cha NB tai TTYT nay. Déi véi TTYT
H&n Quan, “Phuong dién hitu hinh” va “Su déng
cdm” c6 diém trung binh sy hai long cao nhéat; “Sy
tin cdy” va “Phuong dién hitu hinh” 13 hai nhan té
anh hudng nhiéu nhat dén sy hai long. Dong thoi,
nghién clru cling cho thay c6 su khac biét vé sy hai
long clia NB gitra néng thdn va thanh thi.
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Assessment of outpatient

satisfaction at Hon Quan

and Binh Long Health Center in 2024

Huynh Van Hoa, Nguyen Quan Binh, Nguyen Thi Huyen Tram

ABSTRACT

Background: Patient satisfaction is an important indicator for evaluating the quality of healthcare services,
especially when many healthcare facilities still face difficulties in meeting treatment demands after the
COVID-19 pandemic. Objectives: This study aims to assess outpatient satisfaction at Hon Quan and Binh
Long health centers in 2024. Material and methods: A cross-sectional study was conducted from September
to October 2024 at two health centers, using a questionnaire based on the SERVQUAL model with a 5-point
Likert scale. Results: The overall patient satisfaction score was 3.79 (0.60) at Binh Long Town Medical Center
and 3.56 (0.56) at Hon Quan Medical Center. At Binh Long Town Medical Center, “Tangibles” (f = 0.323) and
“Reliability” ( = 0.257) were the most influential factors affecting satisfaction. “Age group”, “Education
level” and “Ethnicity” also demonstrated an influence. At Hon Quan Medical Center, “Reliability” (f = 0.300),
“Tangibles” (f = 0.239), “Empathy” (f = 0.143), and “Assurance” (f = 0.137) were the influential factors. A
significant difference in satisfaction was observed between the two medical centers based on regional
aspects. Conclusion: Patient satisfaction differed between the two medical centers. “Tangibles” and
“Reliability” were identified as significant factors influencing satisfaction at both locations. Regional factors
alsoimpacted satisfaction outcomes.

Keywords: patient, satisfaction, SERVQUAL, health center, Binh Phuoc province
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