Vietnam Journal of Community Medicine, Vol. 67, No. 9, 300-303

CUSTOMER SATISFACTION REGARDING THE QUALITY OF COSMETIC SURGERY
SERVICES FOR FEMALE PATIENTS AT DR. BUI VIET CLINIC IN 2025-2026

Duong Van Truong™, Vo Huynh Trang?, Nguyen Hoai Nam?®, Ho Ngoc Son*, Thai Thi Huyen Trang®

'Dr. Bui Viet Aesthetics - 261B Hai Ba Trung, Xuan Hoa ward, Ho Chi Minh city, Vietnam
2Can Tho University of Medicine and Pharmacy - 179 Nguyen Van Cu, Tan An ward, Can Tho city, Vietham
SDepartment of Health of Ho Chi Minh city - 59-59B Nguyen Thi Minh Khai, Ben Thanh ward, Ho Chi Minh city, Vietham
“Medical System Ai Nghia - 194-196 Dong Khoi, Tam Hiep ward, Dong Nai city, Vietnam
SPham Ngoc Thach University of Medicine - 2 Duong Quang Trung, Hoa Hung ward, Ho Chi Minh city, Vietnam

Received: 09/06/2026
Revised: 19/07/2026; Accepted: 18/09/2026

ABSTRACT

Objectives: Description of satisfaction regarding the quality of cosmetic surgery services among
female patients at Dr. Bui Viet Aesthetic Clinic in 2025-2026.

Materials and methods: A cross-sectional descriptive study was conducted involving 195 female
clients at Dr. Bui Viet Aesthetic Clinic. The data collection instrument utilized was a structured
questionnaire, employing the SERVPERF scale comprising 22 statements across 5 dimensions.
Evaluation was performed using a 5-point Likert scale. Data were processed using Stata 17.0 software.

Results: The average age of the customers is 39.48 + 7.71 years, with 71.8% having an income
exceeding 20 million VND per month and 76.4% utilizing the service for the first time. The overall
satisfaction rate is 56.4% (3.43 = 0.43 points). The dimension of tangibles recorded the highest
satisfaction rate at 55.9%, while the dimension of reliability exhibited the lowest at 36.4%. Customers
expressed the highest satisfaction regarding the provision of information about their medical condition
(3.91 = 0.63 points) and the lowest satisfaction concerning administrative processes and procedures
(2.94 £ 0.63 points).

Conclusion: The majority of female clients express satisfaction with the quality of aesthetic surgical
services. However, the facility need to focus on improving internal processes, reducing the duration of
procedures, and upgrading medical equipment to better meet the expectations of clients utilizing these
services.
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TOM TAT

Muc tiéu: M6 ta su hai long vé chat lugng dich vu phau thuat thdm my cla nit khach hang tai Phong
kham Tham my Dr. Bui Viét nam 2025-2026.

Phuong phap nghién ctru: Nghién ctiru mo ta cat ngang trén 195 nit khach hang tai Phong khdm Tham my
Dr. Bui Viét. Cong cu thu thap s6 liéu la bd cau hdi cau tric, st dung thang do SERVPERF véi 22 ménh dé
thudc 5 thanh phan. Danh gia theo thang do Likert 5 diém. D{¥ liéu dugc x( ly bang phan mém Stata 17.0.

Két qua: Do tudi trung binh clia khach hang la 39,48 + 7,71 tuéi, trong d6 71,8% c6 thu nhap trén 20 triéu
déng/thang va 76,4% st dung dich vu lAn dau. Ty & hai long chung dat 56,4% (3,43 = 0,43 diém). Thanh
phan phuong tién hitru hinh ghi nhan ty & hai long cao nhat (55,9%) va do tin cdy thap nhéat (36,4%).
Khach hang hai long nhat véi viéc duge cung cap théng tin vé tinh trang bénh (3,91 + 0,63 diém) va it hai
long nhat vdi quy trinh, thu tuc hanh chinh (2,94 + 0,63 diém).

K&t luan: Phan l6n nit khach hang cam théy hai long vdi chat lugng dich vy phau thuat thdm my. Tuy
nhién, co s& can tap trung cai thién quy trinh ndi b, rdt ngan thai gian thuc hién thd tuc va nang céap

trang thiét biy t& dé dap (ng t6t hon ky vong ctia khach hang st dung dich vu.
Tir khéa: Su hai long, chat lugng dich vy, phau thuat tham my, thang do SERVPERF.

1. DAT VAN BE

Hién nay dich vu thdm my dang (& xu hudng phét trién manh
mé trén toan cau. Nam 2024, thé gidi ghi nhan hon 17,4
triéu ca phau thuat va hon 20,5 triéu ca khéng phau thuét
[1]. Trong 4 nam (2020-2024) téng s6 ca thAm my toan cau
tdng khoang 40%. Tai Viét Nam, thanh ph& H6 Chi Minh (a
trung tdm vdi hon 20 bénh vién va 320 phong kham tham my
tu nhan. Méi nam, ca nudc cé khoang 250.000 ngudi thdm
my, riéng thanh phé H6 ChiMinh chiém haon 100.000 ca phau
thuat [2]. Khach hang cha yéu la nir gidi (65,2%), do tubi 25-
39 (44,9%), v&i nhu cau chinh & cai thién ngoai hinh (91,7%)
va theo kip xu hudng xa héi (91,5%) [3].

Thi trudng thdm my thay déi rat nhanh, viéc cap nhat s8 liéu tai
cac phong kham &thanh phd H6 Chi Minh giai doan 2025-2026 la
can thiét dé nang cao chat lugng dich vu dap Ung sy’ hai long clia
khach hang. Vivay, ching téi thuc hién dé tai nghién ctiru mé ta sy
hai long vé chét lugng dich vu phau thuat thAm my ctia nir khach
hang tai Phong kham Tham my Dr. Bui Viét ndm 2025-2026 nham
dap Ung t8t han ky vong clia khach hang str dung dich vu.

2. DOI TUQNG VA PHU'ONG PHAP NGHIEN CU'U
2.1. Thiét k& nghién ctru: Nghién clru mé ta cit ngang.
2.2. Pia diém va thoi gian nghién citu
Nghién ctru dugce thuc hién tai Phong kham Tham my Dr. Bui
Viét, tir thang 2/2025 dén thang 3/2026.
2.3. Padi twgng nghién ciru
Khach hang dén sir dung dich vu th&m my tai Phong kham
Th&m my Dr. Bui Viét.

- Tiéu chuadn chon méu: Khach hang & nir gisi tr 18
tudi trd én, da sur dung dich vu tai co sd va doéng y tham gia
nghién ciru.

*T4c gia lién hé

- Tiéu chudn loai trtr: Khach hang bo d& quy trinh dich vu
hoéc c6 stic khoe tam than khong 6n dinh, khong dam bao
tri gidc dé hoan thanh khao sat.

2.4. C& mau va chon mau
St dung phuong phap chon mau thuéan tién. C& mau dugc
tinh dya trén cong thirc udc lugng mot ty Lé:
p(1-p)
d2

> 72
n= Z1—n/2

V6i a la sai lam loai 1 (a=0,05), c6 Z, = 1,96; sai s6 udc
tinh d = 0,07; ty & hai long p la 49,3% (theo nghién cltu cla
Lé Hoang Ngoc Hanh va cong su' [4].

Thay céc gia tri vao cong thic, tinh dugc c¢& mau téi thiéu n =
195. Thuc t&, chung téi cling lwa chon dugc 195 khach hang
dua vao nghién clu.

2.5. Bién sd va ndi dung nghién ctru

Pac diém chung gdm: tudi, dan tdc, hoc van, nghé nghiép,
tinh trang hon nhan, thu nhap, sé lan tham gia dich vu va chi
s6 BMI.

Sy hai long danh gia qua thang do SERVPERF [5] gom: d6
tin cay, su dap Ung, sy dam bao, sy dong cam va phuong
tién hiru hinh. Hai long chung la bién sé nhj gia véi hai gia
tri gdm hai long va chua hai long, véi hai long khi diém trung
binh thang do SERVPERF tir 3,41 diém trd l&én. Hai long tirng
thanh phan dugc tinh khi ngudi tham gia tra oi mdc 4 va 5
diém (tuong Ung vdi hai long va rat hai long), chua hai long
dugc tinh khi ngudi tham gia tra loi mdc 1-3 diém (tuong ing
vdi hoan toan khong hai long dén tam dugc).

2.6. Ky thuat, céng cu va quy trinh thu thap sé liéu
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- Ky thuat va cong cu: khao sat bdng bang cau hoitu dién,
b6 cau hdico ciu triic gdm cac phan vé dic diém cd nhanva
thang do SERVPERF, do luding bang thang do Likert 5 diém.

- Quy trinh: nghién clru vién va cong tac vién tap huan giai
thich muc tiéu va nhén ban chap thuan tham gia ctia khach
hang. Khach hang ty dién phiéu khi két thuc dich vu (khéng
goi y tra loi), thai gian hoan thanh 15-20 phut.

2.7. Xt ly va phan tich sé liéu

D{ lieu dugc nhap bang phan mém Excel va phan tich qua
ph&n mém Stata 14.0.

2.8. Pao durc nghién clru

e tai da dugc thong qua Hoi dong Dao dirc trong nghién clru
y sinh hoc cua Truong Dai hoc Y Duge Can Tha, sé 25.160.
HV/PCT-HDDD, ngay 26/02/2026.

3. KET QUA NGHIEN CcU'U
3.1. Pac diém khach hang tham gia nghién ctru
Bang 1. Pac diém chung clia déi tuong nghién civu (n = 195)

Pac diém n %
< 30 tubi 25 12,8
Nhém tudi
> 30 tudi 170 87,2
Kinh 176 90,3
Dan téc
Khac 19 9,7
< Trung hoc phé théng 83 42,6
Trinh dd hoc van Cao déng, dai hoc 83 42,6
Sau dai hoc 29 14,8
Nhéan vién van phong 78 40,0
Kinh doanh 61 31,3
Nghé nghiép

Khac 30 15,4
Cong nhan 26 13,3
K&t hon 163 83,6

Tinh trang hén N .
nhan Ly hén, géa 17 8,7
DPoc than 15 7,7
Lan tham gia Lan dau 149 76,4
dichvy Lan ther 2-4 46 | 236
Binh thuong (18,5-24,9 kg/m?) 157 80,5
Phan nhém BMI Thira can (= 25,0 kg/m?) 37 19,0
Gay (< 18,5 kg/m?) 1 0,5
Téng thu nhap > 20 triéu dong 140 71,8
hang thang < 20 triéu dong 55 | 28,2

DPac diém clia 195 nir khach hang dugc thé hién tai bang 1.

DGi tugng nghién cttu chi yéu trén 30 tudi, da két hon, co trinh

do hoc van tir cao dang trd lén, thu nhap cao (> 20 triéu dong/
thang) va phan l&n mdi sir dung dich vu thdm my (an dau.

3.2. Hai long ctia khach hang vé dich vu phau thuat thdm my
Bang 2. Diém s& cac thanh phan va sy hai long

theo thang do SERVPERF (n =195

Khia canh éi*é?n[’) Hai long Chlg’f‘ghéi
D6 tin cay 3,36+0,53 | 71(36,4%) | 124 (63,6%)
Sy dép tng 3,25%0,51 | 78(40,0%) | 117 (60,0%)

Sy dam bao 3,49+0,43 | 99(50,8%) | 96(49,2%)

Sy dong cam 3,52+0,51 | 103(52,8%) | 82(47,2%)
Phuongtién hitu hinh | 3,41+0,44 | 109 (55,9%) | 86 (44,1%)
Hai long chung 3,43£0,43 | 110 (56,4%) | 85 (43,6%)
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Ty L& hai long chung clia khach hang dat 56,4%. Trong cac
thanh phan cua thang do SERVPREF, khach hang hai long
nhat vGi phuong tién hiru hinh (56,4%) va it hai long nhat vai
do tin cay (36,4%).
Bang 3. Sy’ hai long chi tiét ctia khach hang
theo thang do SERVPERF (n = 195)

Khia canh X £ SD (diém)
Thoi gian thuc hién cac quy trinh, tha .
tuc 3,10+0,60
Nhan viény té huéng dan giai thich va
tham khao y kién khach hang trudc 3,61+0,61
khi c6 chidinh
DOtiNCaY | khach hang cam théy thoai mai khi 314076
ti€p xtc vdi nhan vién y t& ’ ’
Khach hang dugc ddi xir mot cach
cong bang 3,27 £ 0,66
Hoéa don thanh toan rd rang chinh xac 3,71+0,63
Quy trinh, thi tuc dé dang thuan tién 2,94 +0,63
Gid' lam viéc cla cd sd cung cép dich
vu thd&m my (4 thuén tién cho khach 3,08 £0,61
hang
Sy dap tng | Nhan vién y t& ludn sén sang giup d&
khach hang 3,68=0,57
Sy cung ting thudc (cép bao hiém y
té/mua dich vuy), hudng dan sir dung 3.31+0.59
thuéc, huéng dan lam céng téc chuén ol
bi clia nhanviényté
Sy giai thich vé két qua xét nghiém
[am khach hang théa man 3,17+0,54
Hai long vé tinh chuyén nghiép cla 3.60%0.55
Su dam nhanviény té R T
bao A i A, . ~
Nhan vién y t€ ludn to ra lich sy, nha
nhan véi khach hang 8,74=0,55
Nhan vién y t& du kién thic dé tra Loi
céc cau hoi ctia khach hang 3,76+0,54
Thai do va hanh vi clia nhan vién y té
tao sy tin twdng dGi vdi khach hang 8.39=0,58
Nhéan vién y té luén tén trong va gilr bi
mat cho khach hang 8,510,865
Sy cam Khach hang dugc cung céap day du
thong | thong tin va tinh trang bénh 3,91+0,63
Nhéan vién y té tham kham cho khach
hang can than, ti mi 3,74+0,62
Chi phi khdm bénh phu hgp vdi khach .
hang 3,02£0,76
Khach hang hai long vé trang thiét bi
y t& clia co s& cung cép dich vu tham 3,18+ 0,45
my
Khach hang hai long vé ca s vat chat 3.46+0.62
Phuong | clia cosd cung cédp dich vu thadm my TR
tién hitu
hinh Nhan vién y t€ cé trang phuc gon
gang. lich sy 3,74+ 0,54
Co s& cung cép dich vu thdm my cé
moi trudng cadnh quan chung sach sé, 3,28+0,61
thodi mai

Bang 3 cho thay khach hang c6 murc hailong cao nhat d6ivai
viéc cung cép tinh trang bénh thudc khia canh sy cadm thong
va thap nhét déi vdi quy trinh, tha tuc dé dang thuén tién.

4. BAN LUAN
4.1. Théng tin chung cua déi twgng nghién ciru
Nghién cttu ghi nhan tudi trung binh ctia nir khach hang la
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39,48 = 7,71 tudi, chu yéu da két hon (83,6%). Két qua nay
tuong déng vdi nghién clru chia L& Ngoc Hoang Hanh va céng
sy (39,2 £ 15,2) phan anh nhém khach hang st dung dich vu
thdm my tai phong kham chuyén khoa tap trung vao phu n¥
trudng thanh cé nhu cau cai thién ngoai hinh sau sinh [4].
Nghién ctru ctia Al Shammrie F.F va cong sy ghi nhan bénh
nhan tré cé mic dé hai long cao han bénh nhan l6n tudi (p
<0,05) [6].

D6i tugng nghién cliu cé trinh d6 hoc van cao (57,4% tlr cao
dang tr@ lén) va thu nhap cao (71,8% c6 thu nhap trén 20 triéu
dong/thang). Nghién clru ctia Sofianos C lai ghi nhan nhirng
ngudi cé trinh dd hoc van thap nhét lai bao cdo murc dé hailong
chung cao hon ngudi co hoc van cao (p < 0,05) [7].

Chung t6i ghi nhan 76,4% khach hang s dung dich vu [&n
dau, tuong dong véi nghién clru clia Sofianos C tai Gauteng
(Nam Phi) v&i 78% [7], nhung cao hon so vd&i nghién clu
cua Lé Ngoc Hoang Hanh va céng sy tai Can Tho (49,6%)
[4]. Digu nay cho thay tidm nang thi trudng va kha nang thu
huat lwgng khach hang mdi rat lon clia cac phong kham tham
my tai trung tdm dé thi nhu thanh phd H6 Chi Minh. Theo Lé
Ngoc Hoang Hanh va cong su, s6 lan tham gia dich vu c6 lién
quan vdi sy hai long, khach hang st dung dich vu lan dau cé
xu hudng khéng hai long cao hon so v&i ngusi quay lai cac
&n sau do chua c6 kinh nghiém thuc té va ky vong cao tlr cac
quang cao (OR = 1,7; KTC 95% = 1,0-2,7; p < 0,05) [4]. Pay
c6 thé la nguyén nhan khién ty l& chua hai long chung trong
nghién cttu clia chung tdi con & murc tuong ddi cao (43,6%).
4.2. Sy hai long chung vé dich vu tham my

Chung t6i ghi nhan ti lé hai long chung la 56,4%, cao hon so
vdinghién cliru clia Lé Ngoc Hoang Hanh va cOng sy (49,3%)
[4], nhung th&p hon cac nghién ciu clia Phan Minh Nhut va
cOng su (76,6%) [3], Pham Van Thanh va cong su (89,4%)
[8]. Su khac biét nay c6 thé do pham vi nghién cltu. Nghién
cltu clia Phan Minh Nhuyt va cong sy thuc hién tai bénh vién
va phong kham chuyén khoa, con Pham Van Thanh va céng
sy thuc hién tai Bénh vién Dai hoc Y Ha Noi (bénh vién tuyén
trung wong cé quy trinh quan ly chuyén mén cao) nén ty &
hailong cao hon; trong khi nghién ctru clia ching t6i chi thuc
hién tai phong kham tu nhan, quy trinh quan ly con nhiéu bét
cap, can cai thién dé gia tdng sy hai long clia khach hang.
V& do tin cay va dap ung, két qua nghién cltu cho thay khach
hang c6 su hai long thap vé quy trinh, thu tuc (2,94 + 0,63
diém) va thai gian thuc hién quy trinh, tha tuc (3,10 = 0,60
diém), tuwong dong véi nghién clu cla Sofianos C: bénh
nhan khéng hai long véi viéc lén lich hen va thai gian chd dgi
[7] va Pham Van Thanh: thu tuc hanh chinh c6 ty lé hai long
thap nhat vdi 92,4% [8]. Khach hang thudng la ngudi cé thu
nhép cao, vivay ddi tugng thudng cé thdi gian ban rén, mang
tam ly s&r dung “dich vu” hon la nhu cau “kham chira bénh”
va ky vong cao vé si nhanh chong. Tuy nhién, hé théng hanh
chinh tai phong kham van con rudm ra va thdi gian chd lau
da lam giam su hai long. Phong kham can ra soat, cai tién
quy trinh ndi bo.

V& dam bao va cam théng, mic hai long cao nhat ghi nhan &
céc y8u to: cung cap tinh trang bénh (3,91 £ 0,63 diém), kién
thirc clia nhan vién (3,76 + 0,54 diém) va nhan vién co thai
dd lich su, nha nhan (3,74 £ 0,55 diém). K&t qua clia chung
t6i tvong déng vdi nghién clru clia Sofianos C cho thay bénh
nhan hai long cao vdi bac si, diéu dudng [7]; clng nhu Pham
Van Thanh va cong su ghi nhan muirc dé hai long vé thai dé,
ky nadng giao ti€p cua nhanvién cao dat 97,7% [8]. TU d6 thay
rang khach hang cé thu nhap cao va hoc van cao thudng cé
nhirng ky vong khat khe hon vé chat luong dich vu va két qua
sau th&m my. YEu t6 nhan vién cung cép tinh trang bénh cé
muc hai long cao nhat, giup khach hang cé ky vong thuc té
ngay tir dau va giam sy that vong sau khi thuc hién dich vu.
Phuongtién hiru hinh c4 tilé hailong chung cao nhat (55,9%),
trong do trang phuc clia nhan vién cé murc hai long cao nhat
(8,74 £ 0,54 diém) va trang thiét biy t& thap nhat (3,18 £ 0,45
diém). Phong kham da lam t6t viéc tao thién cam ban dau
qua hinh anh nhan vién chuyén nghiép, nhung can tap trung
dau tu nang cap trang thiét bi dé tuang xirng véi chi phikhach
hang chi tra.

Piém han ché cua nghlen clu nay la ¢& mau thuyc té& tuong
d8i nho cé thé lam gidm do tin céy cla cac két luan. Ngoal
ra, phuong phap chon mAau thuan tién va dia diém thu mau
tai mot don vi cho két qua nghién clru tap trung, giai thich
van dé clia déi tugng, nhung chuwa c6 kha nang suy luan cho
toan bé cac phong kham chuyén khoa thdm my tai thanh
ph6 H6 Chi Minh.

5. KET LUAN

Nghién cltu cho thdy khach hang s dung dich vu thdm
my tai Phong kham Théim mf/ Dr. Bui Viét chu yéu la nir gidi
truwdng thanh, c6 hoc vén va thu nhap cao. Phan ldn khach
hang hai long vGi chéat lugng dich vu, nhung ty L& chua hai
long van con dang ké. Mdc do hai long cao tap trung & khia
canh kién thirc chuyén mén, thai dé chuyén nghiép va viéc
cung cap thaéng tin clia nhan vién. Han ché& ch yéu ndm &
quy trinh hanh chinh ruom ra, thoi gian lam tha tuc kéo dai
va trang thiét biy t€ chua dap ing ky vong. Vi vay, cd sd can
ra soét lai quy trinh quan ly ndi bé va nang cap co s vat chat
nh&m dap Ung ky vong clia khach hang.
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