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CHAT LUONG DICH VU Y TE, SU HAI LONG, TRUYEN MIENG
VA ¥ BINH LUA CHON BENH VIEN CUA KHACH HANG
TAI THANH PHO HO CHi MINH

Ths. Ha Tién Ngoc* - TS. Huynh Thanh TG**

Bai viét téng quan cdc mé hinh nghién ciru vé y dinh Iwa chon bénh vién nham xéc dinh cédc ly thuyét hién
c6 va phat hién nhitng khodng tréng nghién ctru cén Iap ddy. Nghién ciru thwe hién khdo sét truec tiép 400
bénh nhan tai cdc bénh vién & TP.HCM, trong dé c6 342 phiéu hop Ié. Str dung PLS-SEM dé kiém dinh mé
hinh nghién ctru, két qua cho thdy c6 méi quan hé giira chat lwong dich vu y té, sw hai long, truyén miéng
va y dinh Iwa chon bénh vién cta khdch hang.Két qua nghién ctu hé tro cdc bénh vién trong viéc phat trién
chién lwoc truyén théng va cai thién chat lwong dich vu, dong théi cung cap céng cu dénh gia cho cdc co

quan quan ly nha nwéc trong viéc theo déi chat lwong dich vu y té.

« Tlr khéa: chét luong dich vu y té, sw hai Iong, truyén miéng, bénh vién, thanh phé Hb Chi Minh.

This study investigates the relationship between
leadership and marketing effectiveness, drawing on
the revised conceptualization of transformational
leadership by Jensen et al. (2016) and Kotler’s
(1977) model of marketing effectiveness. Data was
collected from 169 respondents across 15 hotels
invested in by a local corporation. Structural equation
modeling was employed to test the hypothesized
relationships. The result reveals a significant positive
association between transformational leadership and
marketing effectiveness. Theoretical and practical
implications and directions for future research were
discussed.

» Key words: healthcare service quality, customer
satisfaction, word-of-mouth, hospital, Ho Chi Minh
City.
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1. Giéi thi¢u

Su hai long ctia bénh nhan 14 mot tiéu chi chét
1110'ng thiét yéu trong cic bénh vién, cho thay uy
tin va chat lugng kham chita bénh. Mac du nguoi
dan thudng tim dén co sé y té gan nhat khi gip
van dé suc khoe, nhung viéc lya chon sai co thé
dan dén chan doan khong chinh xac va didu tri
khong hiéu qua, gay hai cho sttc khoe va lang phi

thot glan tién bac. Do do, viée tim hiéu k¥ vé chét
lugng va uy tin cua co so'y té 1a rat quan trong, dé
dap tmg nhu cau khach hang, cac co so y té can
cai thién dich vu va dap Gng cac xu hudéng khach

hang hién dai. Trong do, chét lugong dich vu cao
la yéu t6 quyét dinh thanh cong, dic biét trong
moi trudong canh tranh khdc liét ngay nay. Nghién
ctru cho thy, chat luong dich vu anh hudong dén
su hai long va y dinh mua hang cua nguoi tiéu
dung (Oliver, 1980; Omar va Schiffman, 1995).
Tuy nhién, nganh y t& Viét Nam di ghi nhan su
tang truong nhanh chong, nhung van déi mat vai
nhing thach thie nhu thiéu bac si va giuong bénh.
Céc bénh vién can xéc dinh cac yéu t6 quan trong
trong dich vu y t& dé ton tai va phat trién. Canh
tranh trong linh vuc ndy ngay cang gia tang, va
chat luong dich vy tré thanh yeu t6 tién quyét dé
thu hat bénh nhan.Mic du nhiéu nghién ctru da chi
ra su thiéu chu trong dén dich vu léy bénh nhan
lam trung tam, viéc ap dung cac mo hinh do luong
chat lugng dich vu hién tai tir cac nudc phat trién
¢6 thé khong phu hop véi bbi canh Viét Nam. Do
d6, can thiét phai co nhitng nghién ctru riéng cho
cac nudce dang phat trién.

2. Co s6' Iy thuyét

Co 56 Iy thuyét va md hinh 1y thuyét nghién
ciru

Chat lwong dich vu va Sw hai long cua khach
hang

Nhan thic vé chat luong dich vu y té 1a su
danh gia xem dich vu d6 c6 phu hop va mang lai
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hiéu qua tot nhat hay khong két qua co thé duoc
bénh nhan hodc dich vu dugc cung cap chap nhan
mot cach hop 1y bang cach xem xét mdi quan hé
gilra bac si va bénh nhan (Aliman & Mohamad,
2013).Chét lugng dich vu y té ¢6 vai tro quan
trong trong viéc nang cao su hai long ctia nguoi
bénh. Két qua nghién ciru cia Antoinette Asabea
Addo (2020) cho thdy c6 mdi quan hé tich cuc
manh mé giita chat luong dich vu va sy hai long
cua bénh nhan. Vi vay, dua trén két qua tu cac
nghién ctru trudce, cic gia thuyét nghién ciru sau
day duogc dua ra:

HI: Chat luong dich vu c6 tac dong tich cuc
dén su hai 10ng ctia khach hang

Sw hai long cia khach hang va truyén miéng
(WOM)

Nhiéu nghién ctru da xac nhan rang su hai long
ctia khach hang anh huong tich cuc dén WOM
(Blodgett, 1997; Spreng et al., 1995). Wu va Yang
(2009) bao céo rang sy hai long anh huong dén
viée truyen ba WOM.. Sy hai long cua bénh nhan
dugc xem 1a yéu t tién doan tryc tiép cho y dinh
mua lai va WOM (Cronin va Taylor, 1992). Do
d6, nghién ctru hién tai dé xuat cac gia thuyét H2
nhu sau:

H2: Sy hai long cua bénh nhan c6 anh huong
tich cuc dén WOM.

Sw hai long cua khach hang va y dinh chon
bénh vién

Nghién cuu (Lariviere va cong su, 2016;
Schirmer, 2018; Zhang va cdng su,2011) da xem
xét tac dong cua sy hai long dbi véi ¥ dinh luya
chon tir cac khia canh khac nhau. Ho phat hién ra
rang sy hai 10ng cia khach hang 1 nén tang quan
trong cho y dinh lya chon. Liao et al. (2017) nhan
thdy rang sy hai long cua ngudi tidu ding co tac
dong tryc tiép 1én y dinh Iya chon thong qua mot
loat cac dich vu. Su hai long cua khach hang lam
tang doanh thu ctia cong ty bang cach cai thién
kha ning giir khach hang va c6 tac dong truc tiép
dén y dinh mua lai (Lariviere et al. , 2016). Vi vay,
dwa trén két qua tir cac nghién ctru trude, cc gia
thuyét nghién ctru sau day duoc dua ra:

H3: Sy hai long ctia bénh nhan ¢6 tac dong tich
cuc dén y dinh lira chon bénh vién

Ti ruyén miéng (WOM) va Y dinh lua chon bénh
vién (RI)

WOM va y dinh lya chon (RI) c6 thé xem nhu
cac thanh phan cua long trung thanh khach hang.

RI thé hién muc tiéu ca nhan cua khach hang trong
viéc tiép tuc moi quan h¢ voi nha cung cép dich vu
(Jones va Taylor, 2005). Truyén miéng duoc xac
dinh 12 mot ngudn thong tin khong chinh thirc gitra
nguoi gui va nguoi nhan (Murray, 1991).

Hon ntra, Ennew et al. (2000) cho thé'ly WOM
tich cuc tur khach hang hai 1ong co thé thuc day
doanh s0. Gremler va Brown (1996) khing dinh
rang khach hang sin sang cung cap WOM tich cuc
c6 kha nang cao tr¢ thanh khach hang trung thanh.
Tir nhitng phéan tich nay, gia thuyét H4 duogc dé
Xuat:

H4: Truyén miéng c6 tac dong tich cuc dén y
dinh Iva chon bénh vién.

Hinh 1. M hinh nghién ciru dé xuit

:
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Nguon: Dé xudt ciia nhom tdc gid

Phwong phap nghién ciru

Nghién ctru dinh tinh dugc tién hanh thong
qua thao luan tay doi véi nam chuyén gia c6 kinh
nghiém lau nim trong nganh y t&, nhim kham pha
va diéu chinh thang do cho cac khai niém nghién
ctru. Két qua tir viéc tong quan 1y thuyét va nghién
ctru dinh tinh s& gitip hoan thién thang do va thiét
ké bang cau hoi cho khao sat thir. Sau khi thiét ké
xong, bang cau hoi s¢€ duogc gui dén cac chuyén gia
va s& duoc kiém tra thong qua thao luan nhoém véi
mudi khach hang da sir dung dich vy y té cong lap
it nhit ba 1an tai TP.HCM. Muc tiéu la kiém tra 15i
dién dat, van phong va tinh logic ctia bang cau hoi
trude khi tién hanh khao sat chinh thirc.

Dt li¢u thu thap tor nghién ctru dinh luong
chinh thirc gém 342 mau hop 1é s& dugc phan
tich bang cac ky thuat thong ké, bao gdm phan
tich nhan t6 kham pha (EFA) va phan tich nhén
t6 khang dinh (CFA). M6 hinh phuong trinh cau
trac (SEM) s€ duoc ap dung thong qua phian mém
SMARTPLS4 dé klem dinh cac moi quan h¢ nhan
qua da dugc dé xuét.
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3. Két qua nghién ciru
Chit lwong bién quan sdt

Hé s6 tai ngoai (outer loading) cua cac bién
quan sat 1a chi s6 phan anh mac d6 gin két giira
bién quan sat va bién tiém an. Bang 1 cho thay,
tat ca cac bién trong nghién ctru déu c6 hé sb tai >
0.7, cho thay chit lwong cua cac bién quan sat 1a
dat yéu cau va khong c¢6 bién nao can loai bo.

Bang 1: Hé sé tai ngoai

QA1 0.914
QA2 0.942
QA3 0.925
QA4 0.903
QE1 0.922
QE2 0.920
QE3 0.968
QR1 0.920
QR2 0.926
QR3 0.872
QR4 0.951
Qrl 0.770
Qr2 0.806
Qn3 0.787
QT4 0.790
Qrs 0.846
RI1 0.845
RI2 0.867
RI3 0.825
SR1 0.897
SR2 0.908
SR3 0.917
wom1 0.834
Wom2 0.863
Wom3 0.893
Wom4 0.883
WOM5 0.852
WOM6 0.901
Ngu(?n.' T(i‘ng hop cuia tac gia

D¢ tin cdy va tinh hji tu

Do tin cdy dugce danh gia qua hé s6 Cronbach>s
Alpha va Composite Reliability. Tat ca cac bién
déu dat ngudng Cronbach»s Alpha > 0.7 va
Composite Reliability > 0.7, cho thiy thang do ¢6
do tin cay cao. Tinh hoi tu dugc danh gia qua chi
s6 Average Variance Extracted (AVE), va tat ca
céc bién déu dat AVE > 0.5, khing dinh tinh hoi
tu cia thang do.

Bang 2: D6 tin cdy cta thang do va tinh hdi tu

. Cronbach's aloha Compo(ii};cz_r:)liability Compo(srigz_ri)liability A&::ife\éa(rr\;\ée

cs 0.875 0.878 0.909 0.668

QA 0.941 0.944 0.957 0.849

QE 0.930 0.932 0.956 0.878

QR 0.937 0.938 0.955 0.842

Qr 0.860 0.864 0.899 0.640

RI 0.801 0.801 0.883 0.716

SR 0.893 0.894 0.933 0.824
WOoMm 0.936 0.937 0.950 0.759

Nguon: Tong hop ciia tdc gid
Tinh phdn biét
Tinh phén biét dugc danh gia thong qua chi s6
Fornell-Larcker va HTMT. Két qua ¢ Bang 3 cho
thay, can béc hai cia AVE 16n hon céc tuong quan
gilra cac bién tiém an, va tat ca cac chi s6 HTMT
déu nho hon 0.85, khang dinh tinh phan biét ctua
mo hinh.

Bang 3: Gia tri phan biét theo tiéu chuan Fornell
va Larcker

QA 0460 | 0921
QE 0.403 0327 | 0.937
QR 0.440 | 0.459 0.249 0.918
Qr 0.341 0.243 0.257 0.196 | 0.800
RI 0.343 0.422 0310 | 0497 0.216 0.846
SR 0.431 0.411 0.526 | 0.277 | 0200 | 0.388 | 0.907
Wom 0.363 0.195 0.153 0.216 0.340 0263 | 0218 | 0871

Nguon: Tong hop ciia tac gia

Ddnh gid mé hinh céu tric

Mo hinh cau trac dugc danh gia qua cac chi s6
nhu mirc d6 da cong tuy€n, cac moi quan hé tac
dong, murc do giai thich cua bién doc 1ap doi voi
bién phu thugc (R binh phuong), va mirc d§ anh
huong cia bién doc 1ap 1én bien phu thudc (f binh
phuong).

Ddnh gid mirc dp da cong tuyén

Chi sb VIF cho th:?iy tat ca cac cAu trac trong
mo hinh déu c6 hé so VIF nhé hon 3, khong co
hién tugng da cong tuyen.

Panh gia cac mbi quan hé tac dong

Két qua tir phan tich Bootstrap cho théy toan
bd gia tri P cla ‘cac moi quan hé déu < 0.05, thé
hi¢n y nghia thong ké cua cac tac dong. Cu the,
cac thanh phan cua chat luong dich vy y t€ déu
6 tac dong tich cuc dén sy hai long cua khach
hang(CS), su hai long c6 tac dong tich cu dén
truyén miéng (WOM) va y dinh lya chon (RI),
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truyén miéng (WOM) c6 tac dong tich cuc dén y
dinh lya chon (RI)
Bang 4. Mdi quan hé duong dan

Original sample  Sample mean  Standard deviation T statistics (|O/
(0) M) (STDEV) STDEV|)

P values

tac dong tich cuc dén sy hai long cua khach héng.
Su hai long cling anh hudng tich cuc dén truyén
miéng va y dinh lya chon dich vu.

Bang 6. Kiém dinh gia thuyét giira chat lwong
dich vu y té va sy hai long

CS-> Rl 0.285 0.290 0.064 4472 0.000

p—— 0363 0371 0.054 6.660 0.000 Gid thuyét | M@iquan hé | Original Sample (O) | P_Value |Thirty técdong| Kétluan
QA>CS 0.191 0.187 0.051 3714 0.000 Hia QR->CS 0.233 0.000 ! Chap nhan
QE->CS 0.145 0.144 0.062 2342 0.020 Hib QA->CS 0.191 0.006 2 Chép nhan
QR->CS 0.233 0232 0.060 3.906 0.000 Hic QE->CS 0.145 0.020 5 Chép nhan
Qr->Cs 0177 0.182 0.041 4.267 0.000 H1d SR->CS 0176 0.001 4 Chdp nhan
SR->CS 0.176 0.182 0.053 3.295 0.001 Hle Qr->CS 0177 0.000 3 Chap nhén

WOM ->RI 0.159 0.158 0.063 2.533 0012 Nguon: Tong hop cua tac gia

Nguon: Tong hop cua tic gia

Két qua cua mﬁ hinh do ludng dugce kiém tra
(cho thay trong s6 hoéi quy) duoc trinh bay trong
bang 4. Gia tri P (P-values) dugc dung dé woc tinh
muc y nghia thdng ké cua tung hé so duang dan.
Két qua trong bang nay cho thay toan bo gia tri P
(P-values) cua cac moi tac dong déu bang 0.000 <
0.05, do vay cac mdi tac dong nay déu cé ¥ nghia
thong ké.

Murc do giai thich cua bién doc ldp cho phu
thuoc (R binh phuwong)

Gia tri R binh phuong hi¢u chinh cho sy hai
16ng, ¥ dinh lya chon dich vu y t€ va truyén miéng
lan lugt 1a 0.385, 0.140 va 0.132. Di€u nay cho
thay cac bi€n trong m6 hinh da giai thich mot phan
su bién thién cta bién phu thudc.

Mire @6 anh hwéng cia bién doc ldp lén bién
phu thuoc

Gia tri f binh phuong cho théy cac bién thude
thanh phan chét luong dich vu y té c6 tac dong nho
dén sy hai long, trong khi truyén miéng c6 mirc tac
dong trung binh dén y y dinh lya chon dich vu y té.

Panh gia mirc dj du bao ciia mé hinh

Chi s6 Q? cho thdy mé hinh ¢6 tinh chinh xac
du bao ¢ mirc trung binh v6i gid tri Q* cho sy hai
long 1a 0.360, trong khi y dinh Iya chpn va truyén
miéng c6 gid tri Q* thap hon, cho thay tinh chinh
xac du bao & muc thap (Bang 5).

Bang 5: Gia tri Q binh phwong

- QZpredict
(& 0.360 0.805 0.643
RI 0.190 0.909 0.620
0.094 0.957 0.738

Nguon: Tong hop cua tic gia

Két qud nghién ciru
Qua kiém dinh gia thuyét & Bang 6 va Bang
7, cac thanh phan chat lugng dich vu y teé déu co

Bang 7. Kiém dinh gia thuyét giira su hai long,
truyén miéng va y dinh Iwa chon bénh vién

Gid thuyét | M@iquanhé | Original Sample (0) P_Value K&t luan
H2 CS->WOM 0.363 0.000 Chap nhan
H3 CS->RI 0.285 0.000 Chap nhan
H4 WOM ->RI 0.159 0.012 Chép nhan

Nguon: Tong hop cua tac gia

Kiém dinh s khdc biét

Thong qua kiém dinh T-Test thi nghién ctru nay
khong c6 su khac biét vé gidi tinh trong y dinh lra
chon bénh vién.

Véi dit liéu quan sat khi phan tich ANOVA dé
kiém dinh sy khac biét theo d6 tudi va trinh do
hoc van thi két qua ctia nghién ctru chua tim thay
6 su khac biét vé y dinh lya chon bénh vién & cac
d6 tudi ciing nhu trinh d. Hay néi cach khac 1a
dinh lya chon bénh vién ctua khach hang & moi do
tudi va trinh d6 hoc van la nhu nhau.

4. Thao luin két qua nghién ciru

Nghién ciru nay nghién ctru tic dong chat
lugng dich vu y té dén sy hai long cua bénh nhan,
dong thoi xem xét mdi quan hé giita sy hai long
v6i truyén miéng va y dinh lya chon dich vu y té.

Két qua cho théy chét luong dich vu y té co
anh huong cuc dén su hai long cua bénh nhan. Cu
thé, d6 tin cdy (diém trung binh 3.79) 12 yéu t6 tac
dong manh nhat, tiép theo 1a sy dam bao (3.91).
Sy dong cam c6 tac dong tdi thiéu (diém trung
binh 3.41). Piéu nay tuong tu nhu nghién ctru ctia
Shie Aj va cong su (2022), noi ndm khia canh chat
luong dich vu déu c¢6 anh huong tich cuc dén su
hai long.

Su hai 1ong ctia bénh nhén ciing anh huéng dén
viéc truyén miéng (Original Sample (O) =0.146,
p<0,05) va y dinh lga chon bénh vién (Original
Sample (O) = 0,148, p < 0,05). Dit liéu cho thay
diém trung binh cua sy hai long dat dugc 2.88,

Tap chi nghién ciu Tai chinh ké toan
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cho thdy bénh nhan cam thay hai long nhung van
can cai thién. Trong khi do, truyén miéng chi dat
diém trung binh thap (dudi 2,5 cho cac bién quan
sat), cho thay bénh nhan chua san sang dugc gidi
thiéu dich vu.

Két luan va ham y

Dua trén két qua nghién ciru, tac gia da nhan
thdy mdi lién hé chit ché giita sy hai 1ong cia
khach hang va chét lugng dich vu ma bénh vién
hodc phong kham cung cap. Su hai huéc khong
chi dan dén 16 truyén tich tich cuc ma con anh
huong dén y dinh lya chon dich vu y té. Do do,
viéc can thiép dé quan ly chét lugng dich vy Ia can
thiét phai thiét bi nang cao chét lugng y té va ting
cuong do hai 10ng ciia bénh nhan, tir d6 thuc day
loi truyén tich tich cuc. Nhom tac gia dé xuit dua
ra mot s6 chirc nang quan ly chinh sach bénh vién
va cac myc tiéu nham xdy dung cac chién lugc
truyén thong thu hat khach hang théng qua viéc
cai thién chat luong dich vu.

Ning cép dich vu y té chit lwong cao

Trudc tién, co s& vat chat phai duogc coi la nén
tang cua dich vu y té. Bénh vién can trang bi déy
du thiét bi y té hién dai dé dam bao dyu doan va
diéu tri chinh x4c, ddng thoi tao ra moi truong lam
viéc hiéu qua cho nhan vién y té. Bit dau tu van vé
co s6 vat chat chinh 1a dau tu vao dich vu t6t nhat
cho cong dong.

Thir hai, viéc dao tao nhan vién y té 1a rat quan
trong. Nhan vién can co kién thic va ky nang can
thiét, dong thoi co co hoi phét trién trong moi
truong 1am viéc chuyén nghiép. Ho can ling nghe
va dap ung nhu cu ciia bénh nhan, tir d6 tao ra
mot moi truong lam viéc tich cuc va hop tac.

Cudi cung, can cai thién sy dong cam trong
dich vu y té. Pao tao k¥ ning giao tiép cho nhan
vién y té s& gitip ho ling nghe va thong cam voi
bénh nhan, tao ra mbi lién két chat chd hon gilra
hai bén. Viéc xay dung moi trudng ton trong va
danh gia cao y tuong cua bénh nhan cing la didu
can thiét.

Gia ting truyén miéng tich cuc

Truyén miéng la mot cong cu quang céo hiéu
qua trong linh vuc'y té. De tao ra loi truyén miéng
tich cuc, cac to chuc y té can dam bao su hai long
cua khach hang.

bat khach hang lam trung tdm la nguyén tac
quan trong. T chirc can ling nghe y kién va rén ri

tir khach hang, dong thoi tao ra méi truong chuyén
nghiép va than thién. Pao tao nhéan vién ciing rat
can thiét, vi ho 1a «guong mat» cua td chirc.

Céc t6 chirc ciing can tao ra trai nghiém dang
nhd cho bénh nhan, tir dich vu cham s6¢c moi
truong than thién. Mdi quan hé tuong tac voi
khach hang ciing can dugc cung ¢ théng qua cac
su kién va hoat dong giao dich.

Gia ting y dinh lwa chon bénh vié¢n

Dé ting cuong lya chon dich vu y té, cac t6
chtrc can cung cép thong tin minh bach va rd rang.
Loi ich trong viéc dat hen ciing la yéu té quan
trong; Bénh vién nén ap dung cong nghé dé giam
thoi gian cho doi.

Nhan vién y té dong vai tro quan trong trong
viéc xay dung tin cay. Ho can duge dao tao chuyén
mon va thye hién giao tiép tt. Tao ra su da dang
trong dich vu va lang nghe ¥ kién phan hoi tir bénh
nhan ciling la cach dé cai thién dich vu.

Cudi cung, viéc theo doi va cham soc bénh
nhén sau diéu tri s& gitp thiét 1ap mdi quan h¢ dai
han, tir 46 tang cuong y dinh Iya chon dich vu y té
cua bénh nhan./.

Tai liéu tham khao:
Aagja JP, Garg R. (2010) Measuring perceived service quality for public hospitals
(PubHosQual) in the Indian context, Int. J. Pharmaceut. Healthc Market ; 4(1): 60-83.

Bansal, HS., & Voyer, PA. (2000). Word-of-mouth  processes — within a
services purchase decision context. Journal of service research, 3(2),166-177.

Berry, LL, & Parasuraman, A.  (2004).
through quality. New York: Simon and Schuster.

Marketing ~ services: ~ Competing

Carman JM (1990). Consumer perceptions of service quality: an assessment of SERVQUAL
Dimensions, J. Retailing. ; 66(1): 33-55

Cham, TH, Lim, YM, & Aik NC. (2015). A Study of Brand Image,
Perceived Service Quality, Patient Satisfaction and Behavioral Intention among the Medical Tourists.
Global Journal of Business and Social Science Review, 2(1), 14-26

Cronin Jr; J. J., Brady, M. K., and Hult, G. T. M. (2000). Assessing the effects of quality, value,
and customer satisfaction on c behavioral intentions in service envir Journal of
retailing, 76(2), 193-218.

Donabedian A, Bashshur R (2003). An introduction to quality assurance in health care.
OXford: OXford University Press;

Ferguson, R. (2008). Word of mouth and viral marketing: taking the temperature of the hottest
trends in marketing. Journal of Consumer Marketing, 25(3), 179-182.

Hair Jr, J. F, Risher; J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to report
the results of PLS-SEM. European Business Review, 31(1), 2-24. doi:10.1108/EBR-11-2018-0203

Kotler, P (2006). Marketing management (12th Edition). NY: Prentice Hall.

Maxham I1I, J. G., and Netemeyer, R. G. (2002). A longitudinal study of complaining customers’
evaluations of multiple service failures and recovery efforts. Journal of marketing, 66(4), 57-71.

Nguyen NX, Tran K, Nguyen TA.(2021) Impact of Service Quality on In-Patients’ Satisfaction,
Perceived Value, and Customer Loyalty: A Mixed-Methods Study from a Developing Country. Patient
Prefer Adherence. ;15:2523-2538.

Parasuraman, A., Zeithaml, V. A., and Berry, (1988). Servqual: A multiple-item scale for
measuring consumer perc. Journal of retailing, 64(1), 12.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L. (1994). Reassessment of expectations as a
comparison standard in measuring service quality: implications for further research. The Journal of
Marketing, 111-124.

Zeithaml, V. A. (1988). Consumer perceptions of price, quality, and value: a means-end model
and synthesis of evidence. The Journal of marketing, 2-22.

Zeithaml, V.A. (2002). Service excellence in electronic channels. Managing Service Quality: An
International Journal, 12(3), 135-139.

Tap chi nghién ciu Tai chinh ké toan @



