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Tom tit
Céc nghién ciru & linh vue tiép thi dich vu trong boi canh 'y té, cham S6C sikc
khée cho thdy vai tré quan trong ciia sw hai long ciia bénh nhan véi dich vu
kham chita bénh ciia co so khadm chira bénh (vd: bénh vién). bBé gla tang si
hai long ciia bénh nhan, co sé kham chita bénh can nhén dién dwoc cac yéu t6 nguyén
nhdn va mike dg tae dong ciia cdc yéu té doé dén sw hdi long ciia bénh nhan. Nghién ciu
nay duoc thuc hién dé cung cdp thong tin vé mirc dé tac dong cua hai thanh phdn tien
16 thugc vé nhdn thire (cognition) va cdam xiic (emotion) ciia bénh nhan dén sw hai long
véi dich vu kham chita bénh. Mau dwoc thu thap tir 3 07 bénh nhan da tirng khdam chita
bénh tai cac bénh vién ¢ TPHCM trong vong 3 thang gan day. Phuong phap SEM duoc
sur dung dé phan tich di liéu va két ludn vé mirc do tac dong cia cac tién t6 thugc thanh
phan nhdn thire va cam xic dén s hai long ciia bénh nhan. Mot 56 ham ¥y quan tri cing
dirgc thao ludn ¢ bai bao nay.
Tir khéa: sw hai long ciia bénh nhan, chit lwong dich vu, cam xiic tiéu cwce, dich
vu kham chiva bénh.

Abstract

From the perspective of Service Marketing, most of the studies in healthcare sector
indicate the important role of patient s satisfaction with medical treatment/examination
services. In order to improve patients satisfaction, the hospital/clinic should identify the
causative factors and their impact on satisfaction. This study is conducted to provide
information about the effect of two components (including cognition and emotion)
on patients satisfaction. The sample were collected from 307 patients who had been
examined at hospitals in Ho Chi Minh City in the last 3 months. The data is analyzed by
SEM method using AMOS to concluding the impact of cognitive and affective component
on patients satisfaction. Some managerial implications are also discussed in this
article.
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