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ABSTRACT
Objective: To evaluate factors associated with the intention to reuse outpatient clinic services at 
Nguyen Tri Phuong Hospital.

Methods: A cross-sectional descriptive study was conducted among 160 outpatients and their 
accompanying relatives aged 18 years or older who had visited the hospital within the previous six 
months. Data were collected using a structured questionnaire based on the SERVQUAL model with 

were performed using SPSS 20.0 software.

Results: All measurement scales demonstrated acceptable to excellent reliability (Cronbach’s 
Alpha ranging from 0,65 to 0,96). Mean scores of SERVQUAL dimensions ranged from 3,73 to 4,20. 
Assurance and Empathy received the highest ratings, whereas Tangibility and Responsiveness 
were rated relatively lower. Overall patient satisfaction was 3,86 ± 0,38 points, and the intention 

correlations with satisfaction and revisit intention (p < 0,001). Notably, satisfaction was strongly 
correlated with revisit intention (r = 0,86). Health insurance coverage was the primary factor 
motivating patients to return, while long waiting times were the main source of dissatisfaction.

Conclusion: Outpatients at Nguyen Tri Phuong Hospital reported moderate to good levels of 
satisfaction and intention to reuse services. Maintaining professional competence and positive 

to enhance patient experience and encourage service reuse.
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Cronbach’s Alpha.

Sau

SPSS 20.0.

Cronbach’ Alpha

(Tangibility)

TAN1 0,7331 0,5406

TAN2 0,7683 0,4987

TAN3 0,7171 0,5585

TAN4 0,5798 0,6959

Cronbach’s Alpha 0,6478

4

(Reliability)

REL1 0,7922 0,7288

REL2 0,5961 0,8142

REL3 0,8368 0,7053

REL4 0,7118 0,7670

REL5 0,7622 0,7437

Cronbach’s Alpha 0,7933

5

(Responsiveness)

RES1 0,8515 0,8039

RES2 0,7192 0,8876

RES3 0,8509 0,8043

RES4 0.9178 0,7527

Cronbach’s Alpha 0,8551

4

(Assurance)

ASS1 0,9295 0,8759

ASS2 0,9312 0,8748

ASS3 0,8637 0,9142

ASS4 0,8648 0,9136

Cronbach’s Alpha 0,9193

4

(Empathy)

EMP1 0,9179 0,8704

EMP2 0,9095 0,8733

EMP3 0,8664 0,8875

EMP4 0,7694 0,9165

EMP5 0,8257 0,9002

Cronbach’s Alpha 0,9102

5
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satisfaction)

SAT1 0,8935 0,9597

SAT2 0,9285 0,9510

SAT3 0,9180 0,9536

SAT4 0,9565 0,9437

SAT5 0,9481 0,9459

Cronbach’s Alpha 0,9603

5

intention)

REV1 0,8367 0,7615

REV2 0,8811 0,6681

REV3 0,8305 0,7735

Cronbach’s Alpha 0,8071

3

Cronbach’s Alpha 0,9466

30

h

Min-max X ± SD

(Tangibility)

TAN1 160 2-5 3,49 ± 0,68

TAN2 160 2-4 3,41 ± 0,63

TAN3 160 2-5 3,87 ± 0,53

TAN4 160 3-5 4,13 ± 0,52

(Reliability)

REL1 160 2-5 3,94 ± 0,44

REL2 160 2-5 3,97 ± 0,48

REL3 160 3-5 3,89 ± 0,40

REL4 160 2-5 3,76 ± 0,49

REL5 160 3-5 3,92 ± 0,41

Min-max X ± SD

(Responsiveness)

RES1 160 3-5 3,92 ± 0,46

RES2 160 1-5 3,17 ± 1,09

RES3 160 1-5 3,91 ± 0,55

RES4 160 2-5 3,93 ± 0,47

(Assurance)

ASS1 160 3-5 4,19 ± 0,53

ASS2 160 3-5 4,24 ± 0,52

ASS3 160 2-5 4,19 ± 0,56

ASS4 160 3-5 4,18 ± 0,53

(Empathy)

EMP1 160 2-5 3,95 ± 0,61

EMP2 160 2-5 4,01 ± 0,62

EMP3 160 2-5 3,98 ± 0,7

EMP4 160 2-5 3,88 ± 0,56

EMP5 160 2-5 4,03 ± 0,56

satisfaction)

SAT1 160 3-5 3,80 ± 0,63

SAT2 160 2-5 3,80 ± 0,73

SAT3 160 2-5 3,68 ± 0,72

SAT4 160 2-5 3,74 ± 0,69

SAT5 160 2-5 3,77 ± 0,67

(Revisit intention)

REV1 160 2-5 3,96 ± 0,64

REV2 160 2-5 3,7 ± 0,72

REV3 160 2-5 3,56 ± 0,77

Min-max X ± SD

TAN 160 2,5-4,75 3,73 ± 0,41

REL 160 3-5 3,89 ± 0,33

RES 160 2,5-5 3,73 ± 0,53
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Min-max X ± SD

ASS 160 3-5 4,2 ± 0,48

EMP 160 2,8-5 3,97 ± 0,52

SAT 160 2,2-5 3,76 ± 0,64

REV 160 2-5 3,74 ± 0,6

T

h

Min-max X ± SD

160 2,9-4,79 3,86 ± 0,38

REL RES ASS EMP SAT

TAN 1

REL
0,4405
0,0000

1

RES
0,5199
0,0000

0,6265
0,0000

1

ASS
0,2679
0,0006

0,2815
0,0003

0,3535
0,0000

1

EMP
0,4064
0,0000

0,3146
0,0001

0,4510
0,0000

0,5921
0,0000

1

SAT
0,5174
0,0000

0,4262
0,0000

0,6388
0,0000

0,4379
0,0000

0,5977
0,0000

1

REV
0,4202
0,0000

0,4262
0,0000

0,6000
0,0000

0,4560
0,0000

0,6076
0,0000

0,8605
0,0000

1

(r = 0,8605).

Cronbach’ Alpha

Parasuraman A.P
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h

± 0,38 
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viet-nam-dat-muc-tang-truong-709-15095-15095.
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