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2. Contributions of the dissertation

2.1. Scientific and research contributions

The study develops and tests an integrated ECT-SOR model where Stimulus (S) is
medical service quality, Organism (O) comprises satisfaction (emotional) and brand
‘image (cognitive), and Response (R) is continuance intention. The model reveals a dual
mechanism: S directly affects O, which then affects R, while ECT’s expectation
‘confirmation is embedded in the S-O relationship a novel contribution to patient
behavior research in Vietnam. The dissertation also performs a multi-dimensional
analysis, examining S’s impact on each O component, the effects of both O components
on R, and the reciprocal relationship between satisfaction and brand image. This
confirms that brand image is not an external stimulus but an internal state within O,
influenced by service quality and playing a key mediating role. Finally, a contextualized
service quality scale is developed by integrating SERVPERF, the Donabedian
framework. and Vietnam’s Decision No. 56/QD-BYT, ensuring international validity,
local legal relevance, and reliable measurement of constructs in the integrated SOR—
ECT model.

2.2. Practical contributions

Based on the perspective that patients are customers, the dissertation proposes four
managerial implications. First, it provides scientific evidence to help healthcare facilities
in Ho Chi Minh City identify investment priorities in service quality and brand image
to retain patients. Second, it guides the shift from a “doctor-centered™ to a “patient-
centered” model through expectation and emotion management. Third, it offers an
internal measurement tool that helps hospitals early detect “pain points™ in the patient
experience. Fourth, it supports the Department of Health and the Ministry of Health in
developing hospital evaluation criteria that emphasize experience and loyalty, helping
reduce the number of patients seeking treatment abroad.
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2. Dong gop ciia Ludn an

2.1. Péng gop vé mit nghién ciru, khoa hoe

Thir nhat, tich hop ly huyet ECT va SOR. Nghién cttu xay dyng va klem dinh mo
hinh tich hop, van hanh cu thé: Kich thich (S) la chét luong dich vu y té; Chu thé (O)
gom su hai long (cam x1c) va hinh anh thuong hi¢u (nhén thirc); Phéan tng (R)lay dinh
tiép tyc su dung. Mo hinh gidi thich co ché tac dong kép: S tac dong truc tiép dén 0,
sau do dén R, dong thoi qua trinh xdc nhan ky vong tir ECT dugc dat bén trong moi
quan h¢ S-0. Day la dong gop méi lap day khoang trong nghién ctru hanh vi bénh nhan
'tai Viét Nam. Thi hai, phan tich da chiéu gitta cac thanh t6 O va R, Luan an dong thoi
l\n;m dinh tac dong cua S dén ting thanh 6 O, tac dong ctia hai thanh t6 O dén R, va
moi quan hé tuong hd gitra sy hai long v6i hinh dnh thuong hiéu. Phat hién nay khing
dinh hinh anh thuong hi¢u khong chi 1a kich thich bén ngoai ma con la trang thai bén
trong thudc O, vira chju tic dong tir chit Iwong dich vy, vira ¢ vai tro tr ung gian quan
trong. Thir ba, phat trién thang do bdi canh hoa. Thang do chét luong dich vu dugc tich
hop tir ba nguén: SE RVPERF, khung Donabedian va Quyel dinh 56/QD-BYT. Su két
hop nay dam bao gia tri qudc té, phan anh thue tién va yéu cau phap ly Viét Nam, dong
thoi do luong tin cdy cac khai niém trong mé hinh SOR-ECT tich hop.

2.2. Doéng gop vé mit thue tién

Dua trén quan diém bénh nhén la khéch hang, luan an dé xuat bén ham y quan tri.
Thi nhat, cung cép bang chimg khoa hoc gitip co so y té tai TP. H6 Chi Minh xac dinh
uu tién dau tu vao chat lugng dich vu va hinh anh thuong hi¢u dé gitr chan bénh nhén.
Tha hai, dinh hudng chuyén tir mé hinh “liy bac si [am trung tam” sang “lay ngudi bénh
lam trung tdm™ nhd quan Iy ky vong va cam xic. Thi ba, cung cép cong cu do luong
noi bo giap bénh vién phat hién sém “diém dau” trong trai nghiém. Thi tu, hd trg S& Y
té va BO Y té xdy dung tiéu chi danh gia bénh vién theo hudng chu trong trai nghiém va

long trung thanh, gép phan giam bénh nhan ra nude ngoai.
Hué, ngay 28 thang 8 ndm 2026

GVHD 1 GVHpP 2 Nghién ctru sinh
’ St G, LT

- —————
PGS.TS Phan Thanh Hoan TS Huynh Thanh T NCS. Ha Tién Ngoc



