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CHAT LUONG DICH VU KHAM, TU VAN
DINH DUONG QUA CAM NHAN CUA
KHACH HANG TAI TRUNG TAM DINH DUONG
TP HO CHI MINH NAM 2019

Lé Thi Thu Ha', Nguyén Thi Cam Nhung> Huynh Nam Phuwong’

Nghién ctru duoc tién hanh v6i muc tiéu: M6 ta thuc trang chit luong dich vy kham, tu vén
dinh dudng qua cam nhan cta khach hang tai Trung tam Dinh dudng thanh phé H6 Chi Minh
nam 2019, trén 126 khach hang téi kham va tu van dinh dudng (TVDD) tai Trung tam. Thiét ké
nghién ctru: M6 ta cit ngang. Nghién ctru st dung thang do SERVPERF vdi cac yéu to: Phuong
tién hiru hinh; su tin cdy; kha nang dép ung; su dam bao; su déng cam. Két qua: Piém trung
binh cam nhan cua khach hang vé khia canh Phuong tién hiru hinh 1a 3,88 diém. Piém trung
binh cam nhan cta khach hang vé khia canh Sy tin cayla4,17 diém. Piém trung binh cam nhéan
ctia khach hang vé khia canh Su dép tmg 1a 4,22 diém. Diém trung binh cim nhan cta khach
hang vé khia canh Sy dam bao 1a 4,22 diém. Diém trung binh cam nhan ciia khach hang vé khia
canh Su ddng cam 13 4,21 diém. Két ludn: Trong 22 bién quan sat, diém trung binh cua cac
thanh td chét lugng qua cam nhén cua khach hang tur 3,88 dén 4,22.

T khoa: Chat heong dich vu, khéch hang, tw van dinh dwéng, Trung tam Dinh dwong, TP HCM.

I. PAT VAN PE

Trong nhimg nim gan diy, cum tur
“liy khach hang lam trung tim trong
hoat dong cham soc va diéu tri” ludn
duoc nhic dén, thé hién quan diém ton
trong khach hang ciia nganh y té. Sy hai
long cua khach hang 1a mdt trong nhiing
thang do dé danh gia chat luong cung
cép dich vu cua mdt co s¢ kham chira
bénh. Mot s6 nghién ctru sir dung thang
do Servqual, Servperf dé do luong chat
lugng DVY'T, nhu nghién ctru ciia Poan
Thi Minh Nguyét (2017), vé chit lugng
dich vu kham chira bénh tai bénh vién da
khoa Thién Hanh, Diklik da khang dinh
rang cac nhan t6 tac dong dén chat luong

KCB cua CSYT bao gém: su tin cay,
dam bao, hiru hinh, sy quan tdm va kha
nang tiép can. Mgt trong ba nhan t dugc
tim thay trong nghién ciru c6 tac dong
manh nhat &&n CLDV 1a Su tin cay [1].
Nghién ctru cia Nguyén Tri Son (thang
3/2019), danh gia 5 yéu té tai BVDK khu
vuc Triéu Hai, Quang tri cho théy yéu
t6 hiru hinh (3,63 diém), tin cay (3,98
diém), kha ning dap tng (3,71 diém),
bao dam (4,06 diém), su cam thong (3,72
diém) [2]. Panh gia ctia khach hang vé
chét luong dich vu chin doan sang loc
trudc sinh tai BV Phu san Ha NOi nam
2018 ciing cho thdy diém trung binh cam
nhén cta khach hang vé yéu td hitu hinh
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1a 4,2 diém, trong khi d6 kha ning dap
{mg cta bénh vién chi 1,09 diém nhung
cam nhan vé sy dam bao lai dugc déanh
gia 4,35 diém [3].

Trung tdm Dinh dudng TP Hd Chi
Minh (TTDD) la don vi y té cong lap
tryc thuoe S¢ Y t&€ TP HCM, thyc hién
céc nhiém vu kham va diéu tri ngoai tri
nhitng bénh 1y lién quan dén dinh dudng.
Trong nhiing ndm qua, Trung tam da
thyuc hién viéc cai tién chat luong thong
qua kénh phan héi theo dudng day nong
va két qua khao sat sy hai 1ong ctia khach
hang qua bang kiém cta Bo Y té v6i mirc
hai long cta khach hang c6 ty 1¢ kha cao
tir 80% trd 1én qua cac ndm 2014 - 2017.
Tuy nhién viéc danh gia thuc trang chét
luong cung cép dich vu kham, tu van
va diéu tri dinh dudng tai Trung tam lai
chua duogc thuc hi¢n. Do vay, dé cai tién
nang cao chét luong dich vu nham phuc
vu khéch hang t6t hon nghién ciru duoc
thue hién véi muyc ti€u “Mo ta thuc trang
chat lwong dich vu kham, tu vin dinh
dudng qua cam nhan cua khach hang
tai Trung tdm Dinh dudng thanh phd HO
Chi Minh nam 2019”.

II. POI TUQNG VA PHUONG PHAP
NGHIEN CUU:

2.1. P6i twong nghién ctru:

La nhing khach hang tryc tiép st dung
dich vu kham TVDD ¢ thé tra 1oi phong
van (tudi > 18) hodc than nhan khach
hang (cha, m¢ ctia bénh nhi dudi 18
tudi), da hoan tat qua trinh kham TVDD,
tu nguyén dong y tham gia nghién ctru.

2.2. Phuong phap nghién ciru

* Thiét ké nghién ctru: Mo ta cit ngang.

* Thoi gian va dia diém nghién ctru:

Thoi gian nghién cou: thang 12/2018
—thang 9/2019.

Dia diém nghién ctru: Trung tam Dinh
dudng TP H6 Chi Minh.

* C mau

C& mau cho ude tinh mot ty 1¢ twong
doi trong quan the:

Cong thuec:

2 —_—
Z(1—%) p(1-p)
dz2

n=

Trong do:

n: C& mau

o: xac suat sai 1am loai I (0=0,05).

Z: Tri s6 tra tir bang phan phdi chuan.
Véi Z(1-a/2) = 1,96.

p: Tri s6 u6c luong cua ty 18.

C? khao sat nay, gid tri p uwdc luong
chat lugng dich vu kham TVDD qua
cam nhén khach hang la p=0.8 (cam
nhan tot dat muc 80%).

d=0,07: b6 chinh x4c mong mudn.

— n = 126 (gid tri n tinh dugc la
125,44 1am tron la 126).

* Phwong phap chon miu

Nghién ctru tién hé{lh chon mau theo
phuong phap chon mau thuan tién.

* Phuwong phap thu thap s liéu

Diéu tra phong van ca nhan truc tiép
bang bang héi voi khach hang str dung
dich vu kham TVDD tai Trung tam.
Khéch hang st dung khém, TVDD tg}i
Trung tam dugc phong van sau khi két
thtc ViéC‘ khém, TVDD thong qua bd
cau hoi gom 2 phan:

-Phan A: Céc thong tin vé dan s6 x3 hi,

- Phan B: Cac cau hoi do luong chét
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lugng dich vu khdm TVDD dugc st
dung tir ndi dung cua bang dich thang
do Servperf.

- Céc phuong tién hitu hinh (Tangi-
bles): hinh thirc bé ngoai vé co s¢ vat
chét, trang thiét bi, phuong ti¢n.

- Kha nang dap tng (Responsibility):
San sang giup d& khach hang va kip
thoi cung cép dich vu.

- Sy dong cam (Empathy): Su quan
tdm chung va tirng c4 nhan khach hang.

- Su d0 tin cay (Reliability): Kha nang
thuc hién dich vu chinh xac va tin cay.

- Sy dam bao (Assurance): Kién thuc
va sy lich su cua nhan vién, kha nang
tao niém tin véi khach hang.

* Xir 1y va phan tich s6 li¢u

St dung phin mém Epidata 3.1 dé
nhap liéu va phan mém SPSS dé thong
ké mo ta dic diém cua ddi twong nghién
ctru, chat luong dich vu duoc khach
hang danh giad & 5 khia canh: Phuong
tién htru hinh, Sy tin cdy, Su dap ung,
Sy dam bao va Sy dong cam.

2.4. Pao dirc nghién ciru

Nghién ctru dugc thyc hién c6 su déng
¥ cta hoi dong dao dirc trong nghién
ctru y sinh cua Truong DH Y té Cong
cong vé viéc chap thuan cac van dé ng-
hién ctru y sinh hoc (QD sé 185/2019/
YTCC-HD3 ngay 19/4/2019).

Viéc thu thap thong tin tién hanh sau
khi cac ddi tuong tham gia duoc thong
béo vé muc dich, ndi dung nghién ctru
dé ddi tuong tw nguyén tham gia va tra
161 cam nhén chinh xac nhét. Khi tham
gia vao nghién clru nguoi tham gia
khong c6 nguy co nao trong qua trinh
diéu tri, cling nhu nguy co vé tiét 16 tinh
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trang nhan than cua ddi tugng nghién
ctru boi bang cau hoi thiét ké vo danh,
cac thong tin chi danh cho viéc tim hiéu
cac van dé trong nghién ctru.

III. KET QUA

3.1 Théong tin chung vé d6i twong
nghién ctru

Co6 126 khach hang tham gia nghién
ctru, trong d6 34,9% 1a khach hang,
65,1% la nguoi nha khach hang, nhém
tudi 20 -39 c6 ty 18 chiém da s6 12 76,2%,
nit giéi chiém chu yéu voi 84,9%. Vé
trinh d hoc vén, dai hoc va sau dai hoc
ctia ddi twong nghién ctru chiém ty 18
cao nhét véi 30,2%. Nghé nghiép cua
d6i twong nghién ciru chu yéu 1a vién
chuc 26,2%; ndi trog 26,2%; budn ban
20,6%; ndéng dan chiém sb lugng nhd
chi voi 1,6%. Khoan thu nhdp binh
quan cua DPTNC/ thang tir 7 - <10 tri¢u
dong chiém 31,7%; trong khi d6 van
con 3,2% khéach hang dugc hoi co6 thu
nhap dudi 3 triéu dong/thang.
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3.2. Chit lwong dich vu kham, tw vin dinh dudng qua cim nhén ciia khach hang

Bing 1. Cam nhdn ciia khdch hang vé CLDV khdm, tw vin dinh dwing (n=126)

Néi dun Trung binh b 1éch Gia tri bé Gid tri 1én
: g (Mean) chuan (SD nhat (Min)  nhat (Max)
Phuong ti¢én hiru hinh
Co s vat chat khang trang, sach Q¢p . 3,52 0,79 1 5
Phong kham sach s€, du trang thiet bi, do dung 3,77 0,76 1 5
Nhan vién lam vi¢c nhanh nhen, dn méac dep 4,25 0,70 2 5
C6 day du tai liéu huong dan tu van 3,98 0,72 2 5
Nhén t6 tin cay )
Trung' tam }uon ‘thuc hi¢n dting nhiing gi da cam két, hua 411 0.66 3 5
hen v6i khach hang
NVYT tu van tan tinh Véi' khach hang o 4,28 0,66 3 5
N}/YT nhg}n ra mong muon cua khach hang ngay lan dau 413 0.75 | 5
tién tiép x1c.
Khach hang dugc tham gia vao qua trinh diéu tri 4,19 0,67 2 5
NVYT da luu y khong dé ra sai sot khi diéu tri cho khach
N a luu y khong dé ra sai sot khi di€u tri cho khac 413 0.67 5 5
ang
Nhén t6 dap tng
Ell;‘/YT Iudn san sang va thuc hién dich vu ngay khi co 420 0.69 5 5
NVYT ludn vu tién giai quyét nhirng van d& mang tinh
khan cap cho khach hang 413 0,72 2 >
NVYT luén gidi thich v¢ tinh trang sirc khoe va lang
nghe khach hang d€ tu van huéng dan cho khach hang vé 4,35 0,64 3 5
cach diéu tri . .
K:ha(‘:h hang c6 thé lién lac, trao d6i voi NVYT mot cach 421 0.65 ) 5
dé dang
IC\LVJI{';F ludn san sang va thuc hién dich vu ngay khi 420 0.69 ) 5
NVYT ludn wu tién giai quyét nhiing van dé mang tinh
khén cdp cho khach hang ) 4,13 0.72 2 >
NVYT luén gidi thich v¢ tinh trang strc khoe va lang
nghe khach hang d€ tu van hudéng dan cho khach hang vé 4,35 0,64 3 5
cach diéu tri _
Khéch hang c6 thé lién lac, trao d6i véi NVYT mét cach
dé dang 4,21 0,65 2 5
Nhén t6 ddm bao
NVYTlnam Fo cdc qui trinh 1am viéc va tao su tin tudng 411 0.72 5 5
cho khach hang
NVYT luén to6 ra than thién 4,18 0,78 2 5
Nhirng céu hoi lién quan dén tinh hinh sirc khée cua 404 0.61 By 5
khéach hang, NVYT tra 101 day du, 10 rang ’ ’
Khach hang cam thay an toan khi thuc hién kham, tu van
& day 4,33 0,62 3 5
Su déng cim )
NVYT ludn quan tdm dén ting khach hang 4,14 0,70 2 5
NVYT luon dong vién strc khoé 9ﬁa khach hér}g 4,09 0,78 1 5
NVYT hu6ng dan khach hang dén diing noi can dén va 414 0.73 2 5
san sang gitip d& khi khach hang gap kho khén ’ ’
Kl{ach hang cam thay NVYT thuc sy mong muon ho 428 0.64 ) 5
khoe manh
Thoi gian kham tu van dinh dudng phu hop 438 0.72 2 5

49



TC.DD & TP 17 (2) - 2021

Két qua tai Bang 1 thé hién cac yéu t6
cam nhan ctia khach hang vé chat lugng
dich vu. Hau hét cac tieu muc déu c6
diém trung binh trén 4, tuy nhién tiéu
muc CSVC khang trang, sach dep co
diém cam nhan thép $0 V6i cac tiéu muc
khac 1a 3,52 + 0,79 diém. Céc tiéu muc
déu c6 diém cam nhan cia khach hang

6.0

cao nhat 1a 5 tuy nhién van co cic tiéu
muc c6 diém khach hang thap nhat 13 1
nhu: Co s& vat chét khang trang, sach
dep, phong kham sach s&, du trang thiét
bi, d6 dung, NVYT nhan ra mong mubn
ctia khach hang ngay lan déu tién tiép
xtc va NVYT luén dong vién suc khoe
cua khéch hang.

5.0

|
4.0 T pm— ]

3.0

2.0

1.0

0.0

Phuong tién  Nhan td tincdy ~ Nhan t dap

hiru hinh ang

Nhan t6 dam Nhan t6 vésw Cam nhan chung cua
bao dong cam  khach hang vé CLDV

Hinh 1. Cam nhén chung ciia khach hang vé CLDV
kham, tw van dinh dwong (n=126)

Cam nhan chung cta khach hang vé
chét luong dich vu kham, tu van dinh
dudng qua 5 yéu t6 cdu thanh chat
lugng c6 diém cam nhén trung binh 13
4,14 + 0,49 diém. Trong do, cam nhén
vé phuong tién hitu hinh c6 diém cam
nhan thap nhat véi 3,88 + 0,55 diém;
nhan t6 dap tng va nhan t6 dam bao
c6 diém cam nhan cao nhat véi 4,22
+ 0,54.

BAN LUAN

Hién tai, chua c6 nhiéu nghién ctru vé
danh gia chat luong kham, tu van dinh
dudng. Mat du kham, tu van dinh dudng
¢ dic diém riéng, tuy nhién, viéc dam
bao chét luong dich vu cho cong tac
kham chita bénh va kham tu van van
dinh dudng gan twong dong véi nhau
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(trong kham chira bénh van c6 tu van vé
ché d6 an va dung thudc). Nghién ctu
da sir dung cac két qua cia cac nghién
ctru lién quan vé chat lugng kham chira
bénh, chat luong dich vu khac... dé ddi
chiéu so sanh véi két qua nghién ctu
cua minh.

Cam nhdn cua khdach hang o6 khia
canh Phwong tién hitu hinh

Khia canh phuong tién hitu hinh dua
trén 4 tiéu myc vé CSVC, trang thiét bi
kham tu van dinh dudng... ma khach
hang trai nghiém va cam nhan sau khi
thuc hién dich vu khdm, tu van dinh
dudng dugc khach hang cam nhan voi
diém TB chung dat 3,88 diém. Két
qua nay cao hon trong nghién ctru cia
Nguyén Tri Son 14 3.63 diém [2] nhung
thap hon so voi két qua trong nghién
ctru cua Pham Ngoc Hung tai bénh vién
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Phu san 14 4,20 diém [3] hay mot s ng-
hién ctru khac lién quan t6i chat luong
dich vu [4], [5]. Trong ti€u chi Phuong
tién hiru hinh nay, tiéu chi vé “Co day
du tai liéu hudng dan tu van lién quan
dén nhitng dich vu ma khach hang can”,
c6 sb diém cam nhan thip thir 3 trong
5 tiéu muc: 3,98 diém. Két qua nay
cling phu hop véi nghién ctru vé “Anh
hudng cta tu van, gido dyuc dinh dudng
toi kién thirc va thuc hanh vé ché do an
cua nguoi bénh md cét da day tai BV
Hiru Nghi Viét ditc nam 2018”: hinh
thirc tu van cha yéu 1a trao doi tryc tiép
(97,9%), qua cac to roi vé ché do dinh
dudng tai khoa (53,1%), qua cac budi tu
van, hudng dan chi ¢6 6,3%) [6] - cong
tac tu van dinh dudng qua cac tai liéu
truyén théng chua nhiéu, chua duoc
khai thac t6i wu. C6 thé noi, trong diéu
kién hién tai, danh gid cua khach hang
vé khia canh nay hoan toan xac dang
vl thuc trang tai Trung tam. DPugc
thanh 1ap tir nim 1989 dén nay, Trung
tam da thuc hién céc hoat dong duy tu
cai tao co so ha ting nhung con mang
tinh chip va, chua phi hop véi nhu cau
thyc tién. Nguyén nhan nira 1a do co
s kham chira bénh thiéu sang, cii k¥,
dién tich cac phong kham nhd, khong
cach 4m nén anh huong rat nhiéu dén
chét luong tu van, trong khi dac diém
ctia dich vu nay 1a phai lang nghe khach
hang va tu van nhiéu cho khach hang.

Cam nhdn ciua khdach hang ¢ khia
canh Su tin cdy

Két qua khao sat cho thiy rang, cam
nhan cua khach hang & Sy tin cdy dat
muc chung 1a 4,17 diém, cao hon so véi
nghién ctru ctia Nguyén Tri Son 1a 3,98
diém [2] va nghién ctru ciia Pham Ngoc

Hung (2017): 3.99 diém[3]. Mic du da
c6 rat nhiéu van ban quy dinh cia Bo Y
té vé nang cao chét lugng cung cap dich
vu [7], [8], tuy nhién & khia canh nay,
van con 11,9% khach hang van con cam
nhan khong tot vé trung tm, tap trung
& tiéu muc “Trung tdm ludn thyc hién
nhiing gi da cam két, hira hen voi khach
hang” chi dat diém & muc 4,11 (d6 1éch
chuin 0,66) thap nhat trong 4 tiéu muc.
Pay 1a mot van dé ma lanh dao Trung
tAm can quan tAm va tim hiéu siu hon
dé 1y giai va co nhitng bién phap khic
phuc va phong ngua.

Cam nhdn cua khdach hang o khia
canh Kha nang dap wng

Diém cam nhan trung binh cua khich
hang ¢ khia canh dap ung gém bén tiéu
muc la 4,22 cao hon véi nghién ctru
ctia Nguyén Tri Son (thang 3/2019) tai
BVDKKYV Triéu Hai, Quang tri (3,71
diém) [2] va nghién ctru cua Pham
Ngoc Hung (2017) [3] tai bénh vién
Phu san Ha Noi (4,09 diém). Trong thoi
gian gan day, Trung tim di c6 nhing
giai phéap thiét thuc dé thoa yéu cau cua
khach hang nhu thanh lap t6 chiam soc
khach hang tai Trung tam, b tri cac
nhan sy nay tai cac vi tri tiép don nhu
ban huéng dan, khau nhap liéu va thu
tién nhim cung tng nhanh chéng cic
nhu cau va tu van kip thoi cho khach
hang vé qui trinh 1am viéce, trinh ty thyc
hién cac dich vy, giai thich nhitng ban
khoan cua khach hang khi thyc hién
dich vu tai trung tam. Lich lam viéc I¢ch
g1 cua nhan vién da dugc Ban quan ly
Trung tdm sap xép nham giam thoi gian
cho cua khach hang dén sém ciing tao
su hai long cho khach hang. Nén khach
hang dd danh gia t6t & khia canh nay 1a
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didu co thé giai thich duogc. Trong 4 tiéu
muc cia nhan t6 dap ung, sd diém thip
nhat ndm & tiéu myc thir 2 “NVYT ludn
wu tién giai quyét nhiig van dé mang
tinh khan cap cho khach hang”: 4,13
diém, co thé 1a trong mot khoang thoi
diém nao d6 do bénh dong ma NVYT
khong giai thich nhitng thic méc hay
huéng dan khong chu dao cho khach
hang. Hay céac bac si thuc hi¢n cong tac
¢ mot vi tri khac ma khach hang muén
gap lai khong gap duoc...

Cam nhdn cua khdach hang 6 khia
canh Sy dam bao

Piém TB chung cam nhan cia khach
hang ¢ khia cach Su dam bao 1a 4,22 cao
hon so vé6i nghién ctru cia Nguyén Tri
Son (thang 3/2019): 4,06 diém nhung
thip hon so v6i nghién ciru ciia Pham
Ngoc Hung tai BV Phu san Ha Noi
(4,35 diém). Tiéu muc vé “NVYT nim
rd qui trinh 1am viéc va tao sy tin tudng
cho khéch hang” duogc khach hang danh
gi4 thap nhit (4,11 diém) trong 4 tiéu
muc cta nhan t6 dam bao. Viéc danh gia
thip nhu vay cho ta thay rang van con
nhitng nhan vién chua that sy chu tam
trong cong viéc, chua cap nhat nhiing
thay doi trong qui trinh lam viéc dé
huéng dan kip thoi, 1am mét thoi gian
cua khéch hang.

Cam nhdn cua khdach hang o6 khia
canh Sw dong cim

Diém trung binh cta nhan t§ nay la
421 diém, cao hon so véi nghién cuu
cia Nguyén Tri Son (thang 3/2019):
3,72 diém va nghién ctru cia Pham
Ngoc Hung (4,14 diém). Tuy nhién 6
tiéu muc “NVYT ludn dong vién sirc
khoe khach hang” chi dat s6 diém 4 —
day 1a bién quan st c6 diém s6 nho nhat
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¢ khia canh nay. That sy, khach hang
¢6 van dé vé sic khoe 1a d6i tuong ton
thuong, rat nhay cam va can sy gitip d&
ciia NVYT nén can lim sy chia s¢, quan
tam, dong vién. Pay la diéu mdi can bod
y té that su can va sin co trong hanh
trang 1am coéng tic tu van cua minh,
theo dung quy dinh vé quy tic tmg xir
cua cong chirc, vién chtc, nguoi lao
dong lam viée tai cac co sy té [9].

IV. KET LUAN

Trong 22 bién quan sit, diém trung
binh cam nhén cta khach hang vé khia
canh Phuong tién hiru hinh 14 3,88 diém.
Piém trung binh cam nhan cua khach
hang vé khia canh Su tin cay la 4,17
diém. Piém trung binh cam nhan cia
khach hang vé khia canh Su dap tng la
422 diém. Piém trung binh cdm nhan
cua khach hang vé khia canh Sy dam bao
13 4,22 diém. Piém trung binh cam nhan
ctia khach hang vé khia canh Sy dong
cam 1a 4,21 diém. Piém trung binh cua
céc thanh to chét luong qua cam nhén
ctia khach hang tir 3,88 dén 4,22.
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Summary

QUALITY OF MEDICAL EXAMINATION AND NUTRITION COUNSELLING
SERVICES THROUGH CUSTOMER SATISFACTION EVALUATION AT
NUTRITION CENTER OF HO CHI MINH CITY IN 2019

The study was conducted to describe the quality of medical examination and nutrition
counseling services by evaluating customer satisfaction at Nutrition Center of Ho Chi
Minh City in 2019. 126 clients coming for medical examination and treatment in Cen-
ter were recruited. The study design was cross-sectional. Research using SERVPERF
tool to evaluate the following dimensions: Tangibles, Reliability, Responsiveness, As-
surance, and Empathy. Results: The average customer experience score of Tangibles,
Reliability, Responsiveness, Assurance, and Empathy was 3.88; 4.17; 4.22; 4.22; and
4.21 points, respectively. Conclusion: Among 22 observed variables, the average score
of quality factors through customer perception was from 3.88 to 4.22.

Keywords: Service quality, customer satisfaction, nutrition couselling.
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