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BAI BAO NGHIEN CU'U GOC

Sw hai 1ong ciia khach hang vé chat lwong dich vu tiém chiing vic xin va
mot so6 yéu t6 anh hwéng tai trung tim dich vu y té thudc vién Pasteur
Nha Trang, tinh Khanh Hoa, nam 2023

Ngb Qubc Huy", Lé Xuan Huy?

TOM TAT

hang (6 ngudi/cudc).

Muc tiéu: M6 ta su hai 1ong cua khach hang vé chit lugng dich vu tiém chung va phan tich mot sé yéu
to anh huong tai Trung tam (TT) Dich vu y t€ (DVYT), Vién Pasteur Nha Trang nam 2023.

Phwong phap nghién ctru: Nghién ciru (NC) cit ngang két hop dinh luong, dinh tinh tai TT DVYT tir
5/2023 - 7/2023. NC dinh Iugng su dung bd cau hoi phdng van tham khao tir bd cong cu SWISQ 300
khach hang, NC dinh tinh qua 6 phong van sau lanh dao, can bo y té (CBYT) va 02 thao luan nhom khach

Két qua: 78,0% khach hang hai long chung vé chat lugng dich vu, ty 16 hai 10ng vé cong tac té chire diéu
hanh (73 7%); hd trg khach hang (77,7%); 1ang nghe, ton trong khach hang (85, 3%) Céc yéu t6 anh huong
truc tlep va tich cuc bao gom thal do cua NVYT; co sd vat chat quy trinh cung cép dich vu; gia dich vu
va tinh sén c6 cua véc xin va yéu té anh huong tich cuc gian tiép 1a chinh sach lucmg, thucng, dao tao tap
huén; anh hudng tiéu cuc 1a cong tac ho trg, kiém tra, giam sat va co ché mua sam, du thau, tu chu don vi

Ket luin: T can cai thién quy trinh huong dan, xay dung doi ngi 1€ tan chuyen trach, tang cuong tu
van tryc tuyén, giam sat sau tiém va tdi vu hoa co ché ddu thdu dé dam bao ngudn cung véc xin 6n dinh.

Tir khod: Chat lwong dich vu, tiém chiing, vdc xin, hai long, yéu té danh hwong.
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PAT VAN PE

Tiém chung 1a bién phép phong bénh hi¢u
qua nhat dé 1am giam ty 1& mac va tr vong
do bénh truyén nhiém. Hiéu qua phong bénh
cua tiém chung phu thuoc mét phﬁn vao chit
lugong véc xin va chat lugng dich vu cua don
vi cung cép dich vu. Chat luong dich vu y té
1a nhiing loi ich vé mit strc khoe ciia nguoi
bénh sau khi tham gia qu4 trinh cung cap dich
vuy té (1). Tai Viét Nam co nhiéu co s y té
cung tham gia cung cap dich vu tiém chung
tao ra kho khan trong quéan 1y chat luong cua
nganh y té (2). Chat luong dich vu y té khong
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chi vé chuyén mén, k¥ thuat ma con lién quan
qué trinh trdi nghiém cua khach hang. Tai
Viét Nam, NC cia Nguyén Thi Hong Loan
cho thdy 78% khach hang hai long vé chét
lugng dich vu ti€ém chung (3). Mt sb yéu to
anh huong gom: nhan lyc y té, co so ha tang,
yéu t6 chuyén mén k¥ thuat hodc chinh sach
vé quan trj ctia cic co sd'y té (3-6).

TT DVYT Vién Pasteur Nha Trang thyc hién
tiém chung 60 loai véc xin dich vu trung binh
100-200 Iuot khach hang/ngay (6). NC duogc
trién khai v6i muc tiéu i) M6 ta sy hai long
cua khach hang vé chat luong dich vu tiém
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chung véc xin nam 2023, i1) Phan tich mdt sb
yéu t6 anh huong tai TT DVYT, Vién Pasteur
Nha Trang ndm 2023. Két qua NC 1a co s¢ dé
Xudt cac giai phap ting cudng sy hai 10ng cua
khach hang vé chat luong dich vu tiém chung
tai don vi thong qua ting cuong chit luong
dich vy, canh tranh véi cac co so'y té tu nhan.

PHUONG PHAP NGHIEN CUU

Thiét ké nghién ciru: NC cét ngang két hop
dinh Iugng va dinh tinh. NC dinh luong tién
hanh trude dé dénh gia su hai 10ng cta khach
hang, NC dinh tinh tién hanh sau nham phan
tich cac yéu té anh huong.

Pia diém va thoi gian nghién ciru: NC tir
12/2022 - 11/2023 trong d6 thoi gian thu thap
s lidu tir 5/2023 - 7/2023 tai TT DVYT, Vién
Pasteur Nha Trang.

Poi twong nghién ciru: Khach hang truong
thanh, nguoi than cia tré nho (<5 tudi) sir dung
dich vy tiém chung véc xin trong nam 2023
tu nguyén nhan dich vu; Giam dbe trung tam
dich vu y té, truong phong ké hoach nghiép vu,
trudng don vi tiém chung; can bd trung tam
tiém chung cong tac trén 1 ndm cd vai tro trong
qua trinh cung cfip dich vy tiém chung tai TT.

C& miu va phuong phap chon miu:

Pinh lwrong: C& mau duoc tinh theo cong
thtc tinh ¢& mau udc lugng mot ty 1é:

, p(1-p)
n==~2 (1- ar2) &
Trong do:
- n: C& miu nho nhét hop 1y
- o: Mirc ¥ nghia thong ké. Khi a = 0,05, do
tin cay 95% thi hé sb tin cay Z= 1,96

- p= 0,78 (NC cuia Nguyén Thi Hong Loan
(3) do ludng ty 16 hai 1ong ctia khach hang vé
chét lugong dich vu tiém chung: 78%)
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- d=0,05 (Sai s6 tuyét d6i)

=>n = 263. Liy 10% du phong, lam tron
duogc tong ¢ mau 1a 300 khach hang.

Str dung phuong phap chon mau thuan tién:
mdi ngay chon 5 khach hang chuin bi hoan
tat thi tuc tiém chung dé gidi thidu va moi
tham gia phong van.

BPinh tinh: Chon mau dinh tinh c6 chu dich
18 nguoi, 06 PVS CBYT da cong tac trén 1
nam c6 vai tro trong qua trinh cung cap dich
vu tiém chung, 02 TLN v6i 12 khach hang
dua trén su tu nguyén nhan dich vu véc xin va
theo 2 murc d6 hai long va hai long sau khi c6
két qua NC dinh luong).

Bién so/chi so/ n¢i dung/chi de nghién ciru

Pinh lrong: 1) Pic diém nhan khau hoc
khéch hang: tuéi, gid1i, hoc Vén, hon nhan, thu
nhép trung binh, khoang cach tir nha t6i TT
DVYT, s6 lan dén tiém, tiép tuc quay lai, gioi
thiéu cho ngudi khac; 2) Sy hai 1ong vé chét
luong dich vu tiém chung véc xin bao gém:
cong tac to chirc diéu hanh (5 tiéu muc); tu
van, hd trg cho khach hang (6 tiéu muc); ling
nghe va ton trong quyét dinh ctia khach hang
(3 tiéu muc);

Binh tinh: Cac yéu t6 anh huéng dén sy hai
long vé chat luong dich vu tiém chung vic
xin: Quy trinh cung cép dich vu; Nguén nhan
luc; Co s& vat chat, TTB; Tai chinh.

Tiéu chuin danh gia: Sir dung thang do
Likert 5 mirc do (1: R4t khong dong ¥ — 5: Rat
ddng ¥) danh gia su hai long cuia khach hang.
Diém hai 1ong bang tong diém ting tiéu muc
mdi khia canh. Piém trung binh hai long tung
khia canh = Tong diém cac cau hoi ting khia
canh chia cho s cau hoi. Piém trung binh
chung = Toéng diém chung chia cho tong sd
cau hoi. Tiéu chi danh gia “Hai long/Chua hai
1ong™: 56 1a diém cit dé phan biét nhom hai
long va nhom chua hai long (3) tuong duong
diém trung binh 4,0 (14 tiéu muc) trong d6
diém cét cua 3 tiéu muc Hai long vé to chic
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diéu hanh, vé tu van, hd trg cho khach hang,

vé lang nghe va ton trong quyét dinh cua
khach hang 1an luot 1a 20, 24 va 12 diém.

K¥ thuit, cong cu va quy trinh thu thap
s0 liéu

Dinh lrong: Str dung bd cau hoi phong van cau
trac da dugc tham khao tir bo cong cu SWISQ
gbm 3 khia canh hai 1ong va 14 tiéu myc.

Dinh tinh: St dung bd cong cu PVS va TLN
(30-60 phut), 12 khach hang dugc chia lam
2 nhom hai long va chua hai long sau khi ¢
két qua dinh lugng, rdi chon theo do tudi, khu
vuc sinh séng, s6 1an st dung dich vu va muc
danh gia chat luong dich vu va dugc lién hé
qua dién thoai va moi dén tham gia thao luan
nhom tryc tiép tai TT DVYT.

Xir Iy va phan tich s6 li¢u: Thong tin dinh
luong duge kiém tra, nhap liéu bang Epidata
3.1 va phan tich bang SPSS 26. Thong tin dinh
tinh g& bang, phan tich theo chi dé bang Excel.
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Pao dirc trong nghién ctiu: NC duoc trién
khai v6i su thong qua ctia Hoi dong Pao dire
Truong Pai hoc Y té cong cong theo quyét
dinh s 29/2023/YTCC-HD3 ngay 11/5/2023.

KET QUA

Théng tin chung vé ngwoi tham gia nghién
cuu

Trong 300 khach hang c6 64,3% nitt, 37,3%
thuoc nhom 18-30 tudi; 82,7% di két hon,
75,3% trinh d§ trung cép, cao déng, dai hoc;
36,7% cong chuc, vién chuc; thu nhdp trung
binh 6-10 triéu/thang (56,0%), 75,0% & gan
Trung tam DVYT. C6 83,2% st dung dich vu
trén 2 lan, tiém 1 loai vic xin (88,7%), vic
xin viém gan B (27,3%), phé cau (16,3%), dai
(15,7%), MMR (13,7%) va 6 trong 1 (12,7%).

Sw hai long ciia khach hang vé chit lwong
dich vu tiém chiing vic xin

86.3 88.3

L& tan dén tiéfp  Thei gian ché doi C6 khéng gian cho C6 hé théng dién  Théng tin vé tiém

niém na, than thién phu hop

tré/nguedn 16n vui

thoai cung cdp  chung dwoc dén

choi/thw gidin trong théng tin khi can  day du tai khu e
lae che cho

Biéu d6 1. S hai long ciia khach hang & khia canh té chirc diéu hanh

O khia canh t6 chirc diéu hanh, Thong tin tiém
chung duoc dan day du tai khu vuc chd co ty
1¢ khach hang hai 10ng cao nhat voi 88,3% va

thip nhét 1a v& mirc d6 niém nd, than thién
cua 1€ tan don tiép chiém ty 1& 68,3%.
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91.3
78.7 82 83.3 84
: I I I I

Dé dang Puge heéng  Nguoi huéng  Ngudi huwéng  Bdac sikham,  Ngwoi thue
tao/thay d6i dan quy trinh  dan (diéu dan (diéu  twvan day di  hién tiém
lich hen tiém  tiém day di  dudng) ho tro dudng) nidm  vé théng tin  hudng dan va

tich cuc 06, than thién  loai véc xin co ky ning
trirde khi tidm  tiém tot

Biéu d6 2. Sy hai long ciia khach hang & khia canh tw vén, hd tro cho khach hang

Trong céc khia canh tu vén, hd trg cho khach  hai long cao nhat 91,3%; the‘ip nhat 1a viéc d&
hang, ngudi thuc hién tiém hudng dan va c6  dang tao/thay d6i lich hen tiém 72,3%.
ky nang tiém tot 1a yéu t6 co ty 1¢ khach hang

95.7
89
: I

Cé st than hiéu va chia sé Can bo y té chi y lang nghe Can b y té t6n trong quyét
tir can bo y té cau hoi hodc ¥ kién ciia dinh cua khach hang
khach hang

Biéu @6 3. Sy hai long ciia khach hang & khia canh ling nghe va ton trong quyét dinh
khach hang

Dbi v6i khia canh ling nghe va ton trong  dinh ciia khach hang chiém 95,7% va thip
quyét dinh cta khach hang, khach hang hai  nhéat vé viéc co sy thiu hiéu va chia sé tir
long cao nhit viéc CBYT ton trong quyét CBYT chiém 85,7%.
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88.0%
86.0%
84.0%
82.0%
80.0%
78.0%
76.0%
74.0%
72.0%
70.0%
68.0%
66.0%

77.7%

73.7%

Té chire didu hanh  H3 tro cho khach

hang
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85.3%

78.9%

Ling nghe va t6n Hai long chung

trong khach hang

Biéu d6 4. Sy hai long ciia khach hang vé chat lwgng dich vu theo cac khia canh

Ty 18 hai long chung ctia khach hang vé chat
luong dich vu 78,9%. Ty 1¢ hai long vé cong
tac to chuc diéu hanh thap nhét véi 73,7%;
ling nghe va ton trong quyét dinh ctia khach
hang ty 1& hai long cao nhat (85,3%).

Cic yéu to anh hwong dén sy hai long cia
khach hang vé chét lwgng dich vu

Mot s6 yéu t6 anh huong truc tiép toi su hai
long cta khach hang vé chat lugng dich vu tai
TT DVYT nhu thai @6 cuia NVYT; co so vat
chit; quy trinh cung cép dich vu; gia dich vu va
tinh sdn c6 clia vac xin va yéu t6 anh huong gian
tiép 1a chinh sach luong, thuong; dio tao; cong
tac hd tro, kiém tra, giam sat; va co ché mua
sdm, dau thau va tu chi don vi.

Yéu t6 anh hwéng truc tiép:

Thdi d ciia nhén vién y té: Nhan vién y té co
thai d6 niém né tao duoc 4n tugng cho khach
hang, tir 46 anh huéng truc tiép dén su hai
long cua khach hang.

“Chung toi an tam vi bac sy o day nhiét tinh,
gidi thich, tu van ky” (TLN 01).

Dé dat duoc didu do, TT da quan tam ddi ngii nhan
lyc nhu dao tao, tap huén, dam béao chit luong nhan
Iyc. Tir 46 d6i ngii nhan vién y té phuc vu khach
hang t6t hon va tao sy hai 1ong cho khach hang.

“Viec khach hang cam thcfy dwoc hé tro,
thodi mdi khi giao tiép véi can b ciia don vi
tiém chung la mot trong nhitng wu tién trong
viéc dam bdo chdt lwong. Pdy la mét trong
nhitng khia canh cot 16i tao nén sw hai long
ciia khach hang ma ching t6i hwéng dén”
(PVS _03).

Co sé vit chit

S6 _lwong, chdt heong: anh huong tich cuc
dén su hai long khach hang do TT cung cip
da dang cac véc xin voi chét lugng tot, trang
thiét bi bao quan hi¢n dai, co so ha tﬁng rong,
thoang mat, sach s€ tao nén sy hai long cua
khéch hang dén sur dung dich vu.

“TT ¢6 phong dc sach dep, trang thiét bi day
i nén t6i thich dén va quay lai” (TLN-01).

Tinh lién hoan, thudn tién, cdp nhdt: anh
hudng tich cuc dén sy hai long cua khach
hang voi viée phong tiém duoc bd tri phu
hop, thuén tié€n; cac loai vic xin méi, gia
duogc niém yét rd rang.

“TT dam bdo chat lwong vdc xin tot nhat
cung cdp cho khéch hang. Gid ca niém yét
dé khach hang co co so lya chon dich vu phu
hop. Cac thiét bi phuc vu qua trinh kham,
tiém déu dwoc bdo quan, cdp nhdt dé cé két
qua chinh xdc nhdt” (PVS_06).
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H¢ thong theo dobi, bdo cdo, bdo tri: Thuc hién
thuong xuyén, dinh ky nhim dam bao chét
lwong dich vu tét nhat, do do day 1a yéu t6 tac
dong tich cuc dén sy hai long cua khéach hang.

“Bdo tri, bdo dudng trang thiét bi phuc vu
tiém ching la hoat dong thiét yéu, dwoe TT
thwc hién thuong quy. TT ¢é hé thong phdn
hoi qua hom thw gdp ¥, dwong day nong”
(PVS 01).

Quy trinh cung cip dich vu

Tinh phu hgp cua quy trinh anh hudng tich
cuc dén su hai long khach hang vi TT da xay
dung quy trinh day du, thuan tién, c6 hé thong
hd tro. Khach hang cho ring quy trinh tiém
chung tai TT dé thuc hién. Tuy nhién chd treo
quy trinh bi khuét, ¢& chit nhé va thay déi lich
tiém chua linh hoat cling anh huong tiéu cuc
dén trai nghiém khach hang

“Quy trinh huéng dan rdt ré, thudn tién cho
khach hang. Tuy nhién, bang quy trinh dan
trén twong, bi khudt phia sau khu ddng ky”
(TLN 01).

Gia dich vu va tinh sin c6 clia vacxin: anh
huong tich cuc dén sy hai long cia khach
hang khi TT c6 gia dich vu niém yét, cong
khai, phu hgp véi gia chung. Ngoai ra, TT
cung cip da dang cac véc xin tao co hdi cho
khach hang nhiéu lya chon.

“Gid dich vu ¢ ddy twong vng phit hop nhat
la so voi co so tw nhan khac” (TLN _01).

“Vdc xin tai day it khi bi thiéu va c6 day di
theo yéu cau va lich tiém nén téi yén tam cho
con dang ky tiém tai day” (TLN 02).

Yéu t6 4nh huéng gidn tiép

Dao tgo nhan lwe: anh huong tich cuc dén
su hai long cua khach hang vi can bo y té
ludn duoc tap huén, dao tao nang cao trinh do
chuyén mén giao tiép Gmg xur gitip cho viéc
hd trg, phuc vu khach hang tot hon “Chuing
em duwoc tdp hudn tiém ching hang nam nén
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tw van, gidi thich cho khdch hang tot hon, ho
tin twong hon khi sw dung dichvu” (PVS 03).

Chinh sach luong, thuéng, hd trg dnh huong
tich cuc dén mirc 6 hoan thanh cong viéc cua
NVYT gitip nang cao chit lugng dich vu tac
dong tich cuc dén sy hai 1ong khach hang.

“Ché dg lwong theo quy dinh, thuéng, thu
nhdp ting thém theo quy ché chi tiéu ndi bé
cua Vién, phu hop, dap vung dwoc nhu cau
séng, lam viéc cua can bo nhan vien TT”
(PVS 03).

Cong tic hé tro, kiém tra, gidm sdt: thuc
hién thuong xuyén ¢ cac khau kham, tu van
va tién hanh tiém nén c6 chét luong dich vu
t6t, khach hang cam thay hai long.

“Mét trong nhitng yéu cau khéng thé thiéu
trong tiém chung la dam bao nghiém ngdt cac
bwoc tham kham, tw vd'n, kiém tra truée trong
tiem. Chung t6i luon dam bdo co nguoi giam
sdt va kiém tra lién tuc cac khdu trong qud
trinh nay” (PVS_03).

Tuy nhién, cac khau theo doi sau tiém, dich
vu hd trg chua dugc giam sat chat ché nén su
hd trg khach hang chua t6t.

Co ché mua sam, ddu thau va tw chii don vi:
ton nhiéu thoi gian, tién do trién khai cham,
gia cao, ngudn cung cip it anh huong dén
viéc cung cap dich vu. Tir d6 anh huong tiéu
cuc dén sy hai 10ng cua khach hang.

“M¢t s6 vdc xin can nhiéu thoi gian dé ra
soat, kiém tra. Lam chi dinh thau, cdc huwong
dan chwa ro rang nén tien dé rat cham”
(PVS 02).

BAN LUAN

Su hai long ciia khach hang vé chit lwgng
dich vu

Ty 1& hai long chung ciia khach hang vé chét
luong dich vu tai TT DVYT la 78,9%, tuong
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déng véi NC coa Ermias Dana va Reena
Titoria tai Ethiopia va An Do (dudi 80%)
(8,9), va Nguyén Thi Hong Loan tai Binh
Duong nam 2019 voi ty 1€ hai long 75,7%
(TCMR) va 78,6% (TCDV) (3).

O khia canh t6 chirc diéu hanh, tiéu muc vé
18 tan don tiép niém no, than thién va thoi
gian cho doi phu hop c6 ty 1¢ hai long chua
cao (68,3% voi diém trung binh 3,91 + 0,75)
va (76,7% véi diém trung binh 4,03 + 0,71).
Nguyén nhan van dé cua 18 tan chu yéu tir viée
d6i ngii nhan lyc tiép don thudong 1a nhom
kiém nhiém, luan chuyén theo thoi gian va
chua c6 sy giam sat, kiém tra thuong xuyén.
Trong khi d6, van dé vé thoi gian cho doi lai
phu thudc nhiéu vao s lwong khach hang
va kha nang phan ludng khach hang. O khia
canh tu van, hd tro cho khach hang, cac noi
dung vé d& dang tao/thay ddi lich hen tiém va
dugc huéng dan quy trinh tiém day du co ty
1€ hai long cua khach hang chua cao (72,3%
v6i diém trung binh 4,22 + 0,85 va 78,7% voi
diém trung binh 4,39 + 0,82). Nguyén nhan
van d¢ lién quan dén hiéu qua cua cong tac
1én lich va hd trg ngudi bénh ciing nhu han
ché ciia phan mém hen tiém dang st dung.
Pong thoi viéc bang hudéng dan tiém ching
bi che khuét sau khu vuc ding ky va tiép don.
Day la nhiing diém ma Truong don vi can luu
¥ dé co cac giai phap phu hop va khic phuc
céc van dé nay.

O khia canh ling nghe va ton trong quyét dinh
khach hang, tat ca cac noi dung/tiéu muc déu
c6 ty 1€ khach hang hai long cao (>85,0%).
Thanh cong nay dén tir viéc ddu tu va hd trg
chuyén mon, van hoa lam viéc cua cac can bd
tham gia tryc tiép vao qua trinh cung cip dich
vu tiém cta don vi. Pay 1a diém sang can tiép
tuc duy tri trong twong lai.

Cic yéu to anh hwong dén sy hai long cia
khach hang vé chét lwgng dich vu

Thai d9 ciia nhan vién y té: Thai do, ing xur
giao tiép cua NVYT co6 anh hudng tich cuc
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dén su hai 1ong khach hang. Théi 46, giao tiép
g x1r 1 xu thé ctia nganh y té v6i quyét tam
nang cao chat lugng dich vu véi quan diém
lay khach hang lam trung tim theo hudng dan
cua WHO (11).

Co so vat chat: Két qua NC chi ra rang tat ca
cac yéu td vé co s vat chat, trang thiét bj déu
anh huong tich cuc dén sy hai long ctia khach
hang. Két qua NC twong tu ciia Cao Thi Anh
Tuyét vé chit luong tiém ching dich vu tai
Trung tam Kiém soat bénh tat Ha Noi nam
2022 (12).

Quy trinh cung cép dich vu: Anh huong tich
cuc dén sy hai 1ong cua khach hang, tuy nhién
mot s6 khach hang kho tiép can do dia diém
dit quy trinh huéng dan bi che khuat, ¢ chir
nho. Van dé trén ciing gip & NC cta Janmesh
Shah (10) va Nguyén Thi Hong Loan (3).

Gia dich vu va tinh siin c6 ciia vacxin: Gia
dich vy, khuyén mai 1a yéu t6 anh huong
tich cuc dén su hai 10ng cia khach hang. Két
qua nay cling duoc tim thiy trong cic NC
trude do (3,12). Co ché mua sim dau thau
hién van kho khin, anh huong khong tot dén
cung tng mot sd loai vac xin nhung TT ludn
¢ ging dé duy tri tinh sin c6 ciia vac xin tai
don vi. Pay 1a van dé chung cua toan qudc
va giai phap 1a can nghién ctru, ban hanh co
ché dic thu, wu tién, wu dii cho NC, san xuit
véc xin tai Viét Nam (13).

Cic yéu to anh hwéng gian tiép nhu dao tao
nhan luc; chinh sach luong, thuéng, hd tro;
cong tac hd tro, kiém tra, giam sat va co ché
mua sdm, d4u thau va tu chi cua don vi can
duoc tiép tuc duy tri nhitng diém tich cuc dé
tao nhitng anh huong gian tiép t6i sy hai long
cua khach hang. Pao tao nhan lyc la can thiét,
n6i dung tap huin 13 yéu td quan trong ting
cuong trinh @6 chuyén mén, giao tiép ung xir
cua NVYT.

Dic biét TT can ting cuong giam sat va kiém
tra khu theo doi sau ti€m, tiép don ban dau
cling 1a mot vu tién dé cai thién chat lugng
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dich vu tai don vi. Viéc tang cudong giam sat
phan tng sau tiém chung dé phat hién sém
va xir tri cac tai bién xay ra s& gop phan lam
giam dién bién ning cac truong hop phan g
sau tiém.

Han ché cia nghién ciru: Chi thuc hién
tai mdt don vi tiém chung nén chi c6 gia tri
khuyeén nghi cho don vi.

KET LUAN

Ty 1é khach hang hai long véi chat lugng
dich vu 1a 78,9%, cao nhét & khia canh léng
nghe va ton trong quyét dinh ctia khach hang
(85,3%), tiép theo 1a khia canh hd trg cho
khach hang (77,7%), thap nhat 1a khia canh
cong tac to chue didu hanh (73,7%). Mot sb
yéu t6 anh hudng truc tiép tich cuc téi sy hai
long cta khach hang vé chit lugng dich vu
tai TT DVYT nhu thai dé cia NVYT; co s¢
vat chat; quy trinh cung cap dich vy gla dich
vu va tinh sin co ciia véc xin va yéu té anh
huong gian tiép 1a chinh sach luong, thudng;
ddo tao; moi truong 1am viéc; cong tac hd tro,
kiém tra, giam sat

Khuyén nghi: Cai thién quy trinh hudng dan
thi tuc: Thiét ké bang huéng din quy trinh
d& nhin, bb tri dia diém phu hop, dé tiép can,
dé hiéu; xdy dung doi ngii 1€ tan du dé don
tiép, huéng dan, dam bao quy trinh thuan loi,
nhanh chong. Cai thién hé théng tw van truc
tuyén: xdy dung doi ngii tu van truc tuyén; sir
dung céc tmg dung cong nghé trong hen/ddi
lich tiém cho khach hang.
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Customer satisfaction with the quality of vaccination services and some
influencing factors at the Pasteur Nha Trang medical service center,
Khanh Hoa province, 2023

Ngo Quoc Huy', Le Xuan Huy’
'Hanoi University of Business and Technology
’Pasteur Institute of Nha Trang

ABSTRACT

Objective: To describe customer satisfaction with the quality of vaccination services and analyze
some influencing factors at the Medical Services Center, Pasteur Institute Nha Trang in 2023.
Methods: A mixed method study (both quantitative and qualitative methods) was conducted at
the Vaccination Service Center from May 2023 to July 2023. The quantitative research used
from the SWISQ tool, involving over 300 customers. The qualitative research included 6 in-
depth interviews with leaders and healthcare staff (HCWs) of the vaccination unit and 2 focus
group discussions with customers. Results: 78.0% of customers were generally satisfied with
the service quality. The satisfaction rates for aspects such as the organization and management
of the service (73.7%), customer support (77.7%), and listening to and respecting customer
decisions (85.3%). Several factors directly and positively affecting satisfaction included the
attitude of healthcare staff (HCWs), facilities, service delivery process, service cost, and vaccine
availability. Indirect factors influencing satisfaction included salary and bonus policies, training,
and support, inspection, and supervision activities and procurement mechanism, didding, and
unit autonomy. Conclusion: The center needs to improve vaccination procedures, enhance the
online consultation system for customers, strengthen monitoring of the registration process,
and improve bidding mechanisms to ensure a reliable vaccine supply.

Keywords: Service quality, vaccination, vaccines, satisfaction, influencing factors.
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