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TOM TAT

Muc tiéu ctia nghién ctru 1a xac dinh Cac nhan t6 anh huéng dén sy hai long cua
bénh nhan d6i v6i chat luong dich vu kham chita bénh tai Bénh vién Da khoa thanh phd
Can Tho, trén co s¢ d6 dé xuat cac ham ¥ quan tri nham nang cao su hai 10ng ctia ngudi
bénh. Phuong phap nghién ctru dinh tinh dé xac dinh mo hinh va dinh lugng dé xac dinh,
do luong mirc do anh hudng cia cac nhan td dén su hai long ciia ngudi bénh. Nghién
ctru duoc thuc hién voi ¢d mau 1a 200 ngudi bénh diéu tri noi tra tai bénh tai Bénh vién
Da khoa thanh phd Can Tho bang phuwong phap xéac suat phan tang. Mo hinh nghién ctru
gdm 06 bién doc 1ap véi 26 bién quan sat gdm: (1) Su tin cdy; (2) Kha ning dap tng;
(3) Ning luc phuc vy; (4) Su ddng cam; (5) Phuong tién hitu hinh; (6) Thu tuc khdm va
diéu tri. Két qua phén tich thuc hién qua cac budce: Thong ké mé ta, kiém dinh do tin
cdy ctia thang do, phan tich nhan t6 kham pha EFA, phan tich twong quan, phén tich hoi
quy tuyén tinh boi, d3 xac dinh duoc 05 nhan td anh huong dén sy hai long theo mtrc do
tac dong giam dan: Kha ning dap tng (B1 = 0,351), Nang luc phuc vu (B2 =0,211), Tha
tuc kham va diéu tri (B3 = 0,196), Phuong tién hitu hinh (4 = 0,176), Su tin cdy (BS =
0,170). Tuy nhién, nhan t6 sy dong cam khong c6 ¥ nghia thong ké. Téc gia thuc hién
phan tich su khac biét vé cac dic diém ca nhan ciia ngudi bénh d6i voi sy hai long cho
thiy khong c6 su khéac biét, co ¥ nghia thong ké vé sy hai long ctia ngudi bénh 1a (gidi
tinh, hinh thtrc kham chita bénh, d6 tudi, trinh d6 hoc van, mirc thu nhap hang thang va
s6 ngay nam vién). Trén co s& nghién ciru, tac gia dua ra cac ham quan tri cho Ban Giam
ddc Bénh vién vé (Kha nang dap ung, Nang luc phuc vy, Thu tuc kham va diéu tri,
Phuong tién hitu hinh, Su tin cdy) nham gia tang su hai long ctia ngudi bénh tai Bénh
vién Pa khoa thanh phé Can Tho, dong thoi dua ra cac han ché ciia dé tai va hudng
nghién ctru tiép theo.

Tir khéa: bénh vién, chat lwong dich vu, nguoi bénh, sy hai long.
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ABSTRACT

The study's objective is to determine the factors affecting patient satisfaction with
the quality of medical examination and treatment services at Can Tho General Hospital,
on that basis, propose management implications to improve patient satisfaction.
Quialitative research methods to determine models and quantitative approaches to assess
and measure the influence of factors on patient satisfaction. The study was carried out
with a sample size of 200 patients treated as inpatients at Can Tho General Hospital by
stratified probability method. The research model includes 06 independent variables
with 26 observed variables, including (1) Reliability; (2) Responsiveness; (3) Service
capacity; (4) Empathy; (5) Tangible means; (6) Procedures for examination and
treatment. The results of the analysis were performed through the following steps:
descriptive statistics, reliability testing of the scale, exploratory factor analysis (EFA),
correlation analysis, multiple linear regression analysis, and 05 were identified. Factors
affecting satisfaction according to the decreasing impact level: Responsiveness (Bl =
0,351), Service capacity (B2 = 0,211), Examination and treatment procedures (B3 =
0,196), Facilities tangible (B4 = 0,176), Reliability (35 =0,170). However, the Empathy
factor was not statistically significant. The author performed the analysis of the
differences in the individual characteristics of the patients for the satisfaction, showing
that there is no statistically significant difference in the patient's satisfaction (gender,
form medical examination and treatment, age, education level, monthly income, and the
number of days in hospital). Based on research, the author provides management
functions for the Hospital Board of Directors about (Responsiveness, Service Capacity,
Examination and Treatment Procedures, Tangible Means, Reliability) to increase
efficiency increase patient satisfaction at Can Tho General Hospital, and at the same
time point out limitations of the study and directions for further research.

Keywords: hospital, service quality, patients, satisfaction.
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