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Sw hai ldng cta khach hang ngay cang déng vai trd quan trong trong viéc nang cao loi thé
canh tranh va hiéu qua hoat déng ctia cac doanh nghiép ban 1& dwoc phadm. Nghién ctru
nay nhdm xac dinh cac yéu t6 anh hwdng dén sy hai ldng ctia khach hang dbi véi chudi
nha thudc Long Chau tai thanh phd Nam Dinh. D liéu dwoc thu thap théng qua khéo sat
300 khach hang da tirng mua hang tai cac co s& Long Chau va dwoc x& ly bang phwong
phap phan tich nhan t&6 kham pha (EFA) va hdi quy tuyén tinh da bién. Két qua phan tich
cho thdy ndm yéu t6 cé anh hwéng tich cwe va cé y nghia thdng ké dén sw hai long cla
khach hang, bao gdm: (1) chat lwong dich vu cla dwoc si, (2) gia c& cdm nhan, (3) chat
lwong san pham, (4) hinh anh thwong hiéu, va (5) sy thuan tién. Trong do, chét lwong dich
vu cla dwoc si 1a yéu té cé tac ddng manh nhat. Cac phat hién nay 1a co s& dé dé xuét
céac gidi phap quan tri nhdm nang cao trai nghiém khach hang, tr d6 gép phan cting cb vi
thé canh tranh ctia chudi nha thuéc Long Chau tai thj tredng dia phwong.

Su hai long, nha thudc Long Chau, ban 1& dwoc phdm, Nam Dinh.

Customer satisfaction is playing an increasingly important role in enhancing the
competitive advantage and operational efficiency of pharmaceutical retail enterprises. This
study aims to identify the factors that influence customer satisfaction with the Long Chau
pharmacy chain in Nam Binh City. Data were collected through a survey of 300 customers
and analyzed using SPSS 26.0. The quantitative analysis process included reliability
testing with Cronbach's Alpha, Exploratory Factor Analysis (EFA), and multiple linear
regression. The EFA results identified five distinct factors influencing satisfaction. The
regression analysis revealed that all five factors positively and significantly affect customer
satisfaction: (1) pharmacist service quality, (2) perceived price, (3) product quality, (4)
brand image, and (5) convenience. Among these, pharmacist service quality has the
strongest impact. These findings serve as a basis for proposing specific managerial
solutions to enhance the customer experience and thereby strengthen the competitive
position of the Long Chau pharmacy chain in the local market..

Satisfaction, Long Chau pharmacy, pharmaceutical retail, Nam Dinh...

1. DAT VAN BE

Thi trudng ban 1& dugc pham Viét Nam dang
trai qua giai doan tang trudng nhanh chong, di
kém vé6i su canh tranh khéc liét gilta cac nha
thudc truyén thong va chudi nha thudc hién
dai. Trong bdi canh 6, thanh phd Nam Binh
n6i 1én nhu mot thi trudng tiém ning nho quy

mo dan s 16n va nhu cau cham soc stc khoe
ngay cang cao, dong thoi ciing dat ra khong it
thach thuc cho cac doanh nghiép.

Nhan thirc duge tiém ning nay, chudi nha
thudc Long Chau di trién khai chién luoc mo
rong mang ludi va nang cao chat luong dich
vu nham cung ¢d vi thé canh tranh. Tuy nhién,
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dé dam béo su phat trién bén viing, viéc uu
tién nang cao sy hai long cua khach hang la
yéu t then chdt. Sy hai l1ong cua khach hang
c6 vai tro quan trong trong viéc duy tri khach
hang hién tai, thu hut khach hang moi va xay
dung hinh anh thuong hi¢u tich cuc. Nguoc
lai, sy khong hai long co thé dan dén mat mat
khach hang va anh huong tiéu cuc dén uy tin
cua doanh nghiép.

Xuét phat tur thuc té trén, viec nghién curu cac
yéu tb anh huong dén sy hai long cua khach
hang tai chudi nha thuéc Long Chau trén dja
ban thanh phd Nam Pinh 1a mét yéu cau cip
thiét. Két qua ciia nghién ctru ndy s& cung cap
co s& khoa hoc dé Long Chau xay dung céc
chién lugc kinh doanh phu hop, tdi wu hoa
chét luong dich vy, tir d6 gia tdng sy hai long
cua khach hang va nang cao nadng luc canh
tranh trén thi truong dugc .

2. TONG QUAN VAN DE NGHIEN CcUU
2.1. Sw hai long cua khach hang

Sy hai long cta khach hang 13 mot cau tric
tam 1y phuc hop, 1a phan mg cam xtc cua
nguoi tiéu dung sau khi trai nghiém mdt san
phém hay dich vy, dya trén su so sanh gitra
nhing gi ho nhan duogc trén thyc té véi nhimng
ky vong da dugc hinh thanh tir trude.

Trong linh vuc dich vy, chét luong dich vu la
tién dé co ban din dén su hai 1ong cua khach
hang. Mot trong nhitng m6 hinh dugc cong
nhan rong rai dé danh gia chét luong dich vy
dua trén cam nhén ctua khéach hang 1a mo hinh
SERVPERF cua Cronin & Taylor (1992) [4].
Khac vé1 mo hinh SERVQUAL (Parasuraman
va cong su, 1988) [5] do luong khoang cach
gitta ky vong va cam nhidn, moé hinh
SERVPERF cho réng chét lugng dich vu co
thé dugc do luong mdt cach hi¢u qua chi
thong qua cam nhan ciia khach hang vé hiéu
suét thuc té cua dich vu.

M6 hinh SERVPERF dugc cho la phu hop
hon trong nhiéu bdi canh vi tinh don gian va
kha niang du bao t6t hon ddi véi sy hai long
cua khach hang. Trong nganh ban 1¢ dugc
pham, cac yéu td bao gdm: chit lugng va tinh
sin ¢6 cua thube, sy minh bach va hop ly vé
gia cd, trinh d6 chuyén mon va thai do cua
duoc si, va sy thuan tién trong giao dich déu
1a nhimg khia canh quan trong cua hiéu suét
dich vy, anh hudng truc tiép dén cam nhan va
muc do hai long ctia khach hang.

2.2. Téng quan cac céng trinh nghién ctru
vé sw hai long cta khach hang déi véi
chudi ctra hang dwoc

Tam quan trong cuta viéc quan tri chat luong
dich vu nham nang cao sy hai long va duy tri
long trung thanh cua khach hang ciling dugc
nhin manh trong cac nghién ctru thuc nghiém
tai nhiéu bdi canh dich vu y té khac nhau, ké
ca trong moi truong bénh vién.

Trong nganh ban 1& dugc pham, sy hai long
cua khéach hang khong chi mang y nghia kinh
té ma con lién quan tryc tiép dén stc khoe
cong déng. Tai Viét Nam, nhan thic vé tam
quan trong nay duoc thé hién qua nd luc cua
cac co quan quan 1y nha nuéc, dién hinh
la Quyét dinh s6 6858/QD-BYT ngiy
18/11/2016 ctia Bo Y té vé tiéu chi chat luong
bénh vién Viét Nam [1]. Ap dung céac thanh
phan ciia mé hinh SERVPERF vao bdi canh
nha thudc, cac yéu td nhu: chat luong va tinh
san c6 cua thude, sy minh bach va hop 1y vé
gia cd, trinh d6 chuyén mon va thai 4o tu van
cua duoc si, su da dang cia danh myc san
pham, khong gian nha thubc va sy thuan tién
trong giao dich déu c6 kha ning anh hudng
dén cam nhan va mic do hai long cua khach
hang.

Nhiéu nghién ctru da ching minh vai tro quan
trong cua su hai long khach hang ddi véi su
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thanh cong ctia doanh nghi¢p trong nganh ban
1¢ dugc phim. Nghién ctru cua Tran Quéc
Thanh (2022) vé chat luong dich vu kham
chirta bénh ngoai tra tai b¢nh vién Hoan My
Binh Duong da sir dung mé hinh SERVPERF
lam nén tang c6t 161 dé do ludng chit luong
dich vu [2]. Nghién ctru nay khang dinh rang
cac yéu td anh huong dén chat lugng dich vu
bao gdm ngudn nhan lyc thé hién & k¥ ning
giao tiép mg x1r ciia nhan vién dugc danh gia
tich cuc, cach thic td chic quy trinh kham
chira bénh cling 1a mdt diém manh, yéu td co
s& vat chat duoc nguoi bénh danh gia cao va
thong tin y té 1 yéu t6 can cai thién dé nang
cao chat luong dich vu.

Tuong tu, nghién ctru Nguyén Thi Phuong
Thuy va cong sy (2019) ap dung mo hinh
SERVPERF dé danh gia su hai long cia
khéach hang vé chét lugng dich vu cua céc co
s& ban 1é thudc tai Viét Nam. Két qua nghién
ctru da chi ra 4 nhan t6 chinh anh hudng toi sy
hai long ciia khach hang mua thubc vé chat
lugng dich vu cta co sé ban 1é thude tai Viét
Nam gom: (1) Co s& vat chit cta co so ban 1é
thuc; (2) Tac phong, kién thirc va kinh
nghiém nghé nghiép ciia nguoi ban thudc;
(3) Cham so6c stc khde nguoi bénh khi ban
thudc; (4) Thude va hoat dong tu van. Cac nha
thudc, quiy thudc mudn nang cao mirc do hai
long cua khach hang vé chat luong dich vu
can cht trong dén thubc (su da dang, nguén
géc, chét luong, giad thuéc) va hoat dong tu
van. Nha thudc, quay thudc can cai thién cac
khia canh trong nhan t6 "Cham soc sirc khoe
ngudi bénh khi ban thude" [3].

Mic du d3 c6 nhitng nghién ctu vé sy hai
long cua khach hang trong linh vuc ban 1¢
dugc pham, nhung cac nghién ciru tap trung
cu thé vao chudi nha thudc Long Chau tai thi
truong Nam Pinh van con han ché. Do do,
nghién ctru nay huéng dén viéc cung cép

nhirng hiéu biét sau sic hon vé cac yéu tb anh
huong dén su hai long cua khach hang tai
chudi nha thudc nay trong bdi canh dia
phuong.

3. PHUWONG PHAP NGHIEN CcUU
3.1. Phwong phap thu thap thoéng tin

Nghién ctru sit dung phuong phap dinh lugng
thong qua ky thuat khdo sat bang bang hoi.
Bang hoi duoc thiét ké dua trén co so Iy
thuyét va cac nghién ctru trude co lién quan,
bao gom cac cau hoi vé thong tin ¢4 nhan cua
nguoi tra 101 va cdc cau hdi danh giad mtc do
ddng y dbi voi cac phat biéu lién quan dén cac
yéu td anh huong dén su hai long cua khach
hang (sir dung thang do Likert 5 diém).

Péi twong khao sat 1a cac khach hang da timg
mua san phém hodc sur dung dich vu tai it nhét
mot nha thude thudc chudi Long Chau trén
dia ban thanh phé Nam Pinh. Kich thudc mau
la 300 khach hang, dugc lua chon theo
phuong phap chon mau thuan tién tai 5 nha
thudc Long Chéu tiéu biéu ¢ cac khu vuc khac
nhau cta thanh phé Nam Binh.

Thoi gian khdo sat: Thang 3/2025 - Thang
4/2025.

3.2. M6 hinh nghién ctru

Dya trén tong quan cac 1y thuyét vé chat
luong dich vu va sy hai long ctua khach hang,
dac bi¢t la mo hinh SERVQUAL cua
Parasuraman, Zeithaml va Berry (1988) va md
hinh SERVPERF cua Cronin va Taylor (1992)
[4], cung vo1 viéc tham khdo cdc cong trinh
nghién ciu trudéc diy vé su hai long cia
khach hang trong linh vuc béan 1é va y té/dugc
pham nhu ctia Tran Qudc Thanh (2022) [2] va
Nguyén Thi Phuong Thiiy (2021) [3], nghién
clru nay dé xuit mot mo hinh véi cac bién doc
1ap tac dong dén bién phu thudc "Su hai long
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cia khach hang" (SHLKH). Cac yéu t6 doc
lap duogc lya chon cho moé hinh nghién ctu
bao gébm: Chat luong san phdm (CLSP); Gia
cd cam nhan (GC); Chat lugng dich vy cia
duoc si (DVDS): Su thuan tién (STT); Hinh
anh thuong hiéu (HTH).

Phuong trinh hdi quy dwoc st dung trong
nghién clru nay c6 dang:

SHLKH = B, + B;CLSP + B,GC + B;sDVDS +
B4STT + Bs*HTH + &

Trong do:
€: Sai s0 ngau nhién;
Bi: Cac hé so hoi quy.

Dt li¢u thu thép sé dugc xtr ly va phan tich
bang phan mém xu 1y dir lidu. Cac phuong
phap phan tich bao gdm: théng ké mé ta, kiém
dinh d¢ tin cay thang do Cronbach's Alpha,

phan tich nhan t6 kham pha (EFA), phén tich
twong quan va phan tich hdéi quy da bién
dé kiém dinh mo hinh va cic gia thuyét
nghién cuu.

‘ CHATLUQNGSANPHAM

‘ GIA CA CAMNHAN

CHATLUONGDUQCSI

SUTHUAN TIEN

HINH ANHTHUONGHIEU

Nguon: Téng hop tir cdc nghién ciru lién quan

Hinh 1. Mé hinh nghién clru dé xuéat cua tac gia

Bang 1. Giai thich cac nhan té va bién quan sat cia mé hinh

Nhan t6 | Bién quan Noi dung bién quan sat Gia thiét/ Ky
sat vong
Chit lwong | 1. CLSP1 | 1. San pham c6 ngudn gbc, xuat xir 13 rang. H; (+): CLSP ¢6
sén pham |2 CLSP2 | 2. Sin pham dam bao chat lugng, con han sir | tac dong tich cuc
(CLSP) |3 CLSP3 | dung dai. dén SHLKH
4. CLSP4 |3.Nha thudc c6 da dang céc loai san phém

4. San pham ludn dugc bao quan dang cach.

Giaca cam | 1. GC1

nhin (GC) | 2. g2 bach.

1. Gia san pham dugc niém yét rd rang, minh

2. Gia ca twong ximg véi chat luong san

H, (+): Gia ca
cam nhan co tac
dong tich cyc dén

hang.

3. GC3
phim. SHLKH.
3. Nha thudc c6 cac chwong trinh khuyén mai
hap dan.
Chit lwong | 1. DVDSI | 1. Dugc si ¢6 thai d6 phuc vu nhiét tinh, chu | H;  (+):  Chat
dichvuva | 2 pyps 2 | déo. luong dich vu cta
dugesi | 3 ypg 3 | 2. Duge si co chuyén mén tot, giai thich ro | duge si co tac
(DVDS) rang. dong tich cuc dén

3. Duoc si ludn tu van tan tinh cho khéach

SHLKH.
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Nhan t6 | Bién quan Noi dung bién quan sat Gia thiét/ Ky
sat vong
Sw thugn | 1. STTI 1. Vi tri nha thudc dé tim, thuén tién di lai. Hy (+): Su thuan
tién (STT) | 2. STT2 | 2. Thoi gian chd doi, phuc vu nhanh chong, | tién c6 tic dong
3.STT3 | 3. Quy trinh thanh to4n don gian, tién lgi, | ek cwe  dén
SHLKH.
Hinh anh | 1. HTHI 1. Nha thubc Long Chau 1a mot thuong hiéu | Hs (+): Hinh anh
thuong 2. HTH2 | uytin. thuong hiéu co
hi¢u 3 HTH3 | 2. T6i tin tuong vao thuong hi¢u Long Chau. | tac dong tich cuc
(HTH) 3. Khéng gian nha thudc sach s&, trung bay den SHLKH
khoa hoc.
Sw hai long |1. SHLKH1 | 1. T6i hai long vé6i chat luong dich vu tong thé.
khach 2. SHLKH2 | 2. Dich vu ¢ Long Chau dap tng duogc ky
hang |3 gy KH3 | vong cua toi.
(SHLKH) 3. Dich vu ¢ Long Chau xting dang voi chi
phi bo ra.
Giéitinh | GT NU | Nit=1, Nam=0.
Tuoir 25 | 1549 =1 néu 25-40 tudi, =0 néu khac
dén 40
Tudi trén 40| TU41 =1 néu trén 40 tudi, =0 néu khac
Thu nhap
tir 10-20 | TN20 =1 néu thu nhap 10-20 triéu, =0 néu khac
triéu
"l:hu nha.[: TN21 =1 néu thu nhép trén 20 tri¢u, =0 néu khac
trén 20 tri¢u

Nguon: Két qua tong hop cdc nghién ciru ciia tdc gia

4. KET QUA NGHIEN Cl'U Pic o Tinsé | Ty 18
i 2 Phén loai .. N
4.1. Két qua nghién ciru diém (Nguoi) | (%)
o o o Duéi 25 tu6i (Nhom .
Ket qua khdo st 300 khach hang cho thay dac s | tham chiéu) 60 20%
diém nhan khau hoc nhu bang 2. Z. Z .
: tudi | Tu 25 dén 40 tudi 150 50%
Bang 2. Két qua théng ké mé ta diac diém nhan khau Trén 40 tudi 90 30%
hoc cta mau khao sat - -
Dudi 10 triéu VND 75 25%
Pic Tansé | Tylé : 2 ”
o Phén loai 0. : Thu | Tt 10 dén 20 triéu
diém : (Nguoi) | (%) nhap | VND 135 45%
Gigi | Nam 105 | 35% Trén 20 triéu VND 90 | 30%
tinh ~ \ . . .
Nir 195 | 65% Neudn: Két qua tir phdn mém SPSS 26.0
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Phén 16n ngudi tham gia khao sat 1a nir, chiém
65%. V& d6 tudi, khach hang tap trung chu
yéu ¢ nhém tudi lao dong chinh tir 25 dén 40
tudi, chiém dén 50%; Nhom trén 40 tudi
chiém 30%, va nhom dudi 25 tudi 1a 20%. Xét
vé thu nhap, nhom khach hang c6 muc thu
nhap tir 10 d&én 20 triéu VND mdi thang chiém
ty 1¢ cao nhat véi 45%. Tiép theo 1a nhom co
thu nhap trén 20 tricu VND (30%) va nhom
c6 thu nhép dudi 10 tricu VND (25%).

* Kiém dinh Cronbach's Alpha: hé $6
Cronbach's Alpha cua 4 bién thanh phan
(CLSP) 13 0.680<0.7, bién CLSP4 c6 hé sb
tuong quan bién tong thip 0.25 < 0.3, diéu do
nghia 18 “CLSP4_Sdn phdim luén dwoc bdo
quan dung cach” khong c6 y nghia nghién
ctru, do d6 loai bé bién CLSP4 dé ting do tin
cdy. Theo bang 4.2, sau khi loai bo bién
CLSP4, thang do "CLSP" con lai 3 bién thanh
phan (CLSP1, CLSP2, CLSP3). Hé s6
Cronbach's Alpha luc nay 0.785 > 0.7, diéu
nay cho thiy thang do CLSP sau khi tinh loc
da dat d6 tin cdy tot va phu hop dé sir dung
trong cac phan tich tiép theo. Tat ca cac thang
do cho cac bién trong mo hinh: CLSP, GC,
DVDS, STT, HTH, SHLKH déu c6 h¢ sé
Cronbach's Alpha > 0.75, cho thiy cic thang
do déu dat do tin cay.
Bang 3. Két qua kiém dinh do tin cay thang do

Cronbach's Alpha
Thane do Sol:);leln Cronbach's
g qan Alpha
sat

Chat lugng san pham
(CLSP) 3 0.785
Gia c4 cam nhén (GC) 3 0.812
Chat luong DV duoc si
(DVDS) 3 0.854
Su thuan tién (STT) 3 0.799
Hinh anh thuong hi¢u
(HTH) 3 0.825
Su hai long (SHLKH) 3 0.867

Nguon: Két qua tir phan mém SPSS 26.0

Kiém tra gia tri hdi tu cua céc bién quan sat

(EFA) va danh gia mac do phu hop cua dir

lidu cho phan tich nhan t6 (KMO va Bartlett):
Bang 4. Két qua kiém dinh KMO va Bartlett

Chi s6 Gia tri

Kaiser-Meyer-Olkin Measure of

. 0.852
Sampling Adequacy.
Bartlett's Test of Sphericity
Approx. Chi-Square 1752.16
df 105
Sig. 0

Nguon: Két qua tir phan mém SPSS 26.0
Bang 4 cho thdy h¢ s6 KMO = 0.852 (> 0.5),
chung to dir liéu phu hop dé phan tich nhan
t6. Kiém dinh Bartlett's c6 muc ¥ nghia
Sig. = 0.000 (< 0.05), cho thiy cac bién quan
sat ¢6 twong quan voi nhau trong tong thé.

Bang 5. Két qua EFA - Ma tran nhan t6 xoay

Bién
DVDS1
DVDS2
DVDS3

GCl1

GC2

GC3
CLSP1
CLSP2
CLSP3

HTHI1
HTH?2
HTH3

STT1

STT2 0.788

STT3 0.764
Phuong phap trich: Principal Component Analysis.

DVDS| GC
0.851
0.833
0.81

CLSP| HTH | STT

0.824
0.805
0.791

0.815
0.798
0.755

0.84
0.822
0.78

0.801

Phép xoay: Varimax.
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Phén tich dugc thuc hién bang phuong phap
trich nhan t6 PCA vé6i phép xoay Varimax.
Két qua da trich xuat dugc 5 nhan t6 tir cac
bién quan sat dya trén tiéu chi Eigenvalue 16n
hon 1. Téng phuong sai trich 13 65.8%, co
nghia 13 5 nhén té nay giai thich dugc 65.8%
su bién thién cua dir liéu, ddy 13 mot muc do
giai thich tét. Ma trdn xoay nhan t6 (Bang 5)
cho thiy cac bién quan sat déu c6 hé sb tai
nhan t (factor loading) 16n hon 0.5 va hoi tu
13 rang vé mot nhén té duy nhat, dung nhu mo
hinh 1y thuyét dé xuét. Piéu nay khing dinh
cac thang do dat duoc gia tri hoi ty va phu
hop cho phén tich hdi quy.

* Sw phit hop ciia mé hinh héi quy: Bang 6
cho thay gia tri F-statistic 13 65.85 cung véi
mirc ¥ nghia Sig. = 0.000 chi ra rang mo hinh
hdi quy 1 phu hop, cac bién doc 1ap giai thich
duoc ¢ ¥ nghia théng ké cho bién phu thudc.
Diéu nay co nghia 1a tp hop cac bién doc lap
(CLSP, GC, DVDS, STT, HTH va cdc yéu té
nhdn khdu hoc) cing nhau giai thich mot cach
dang ké sy bién thién cua sy hai long khach
hang. R? hiéu chinh 1 0.702 cho thay mé hinh
giai thich duoc khoang 70.2% sy thay doi
trong su hai long ctuia khach hang. Day 1a mét
mirc do giai thich kha tbt, cho thdy cac bién
doc lap duoc lya chon cung nhau doéng gop
mot cach dang ké vao viée hiéu cac yéu t6 cau
thanh nén sy hai long cua khach hang tai
chudi nha thuc Long Chau & thanh phé Nam
Pinh.
Bang 6. Két qua phan tich héi quy

Hé s6

£ chua Beta
Bién z | chuan | t Sig. | VIF

chuan héa

héa (B)

DVDS 042 | 0.415| 6.46 0| 1.5
STT 0.18 | 0.179 | 3.27| 0.01 | 1.2
HTH 0.22 | 0.225| 3.86 0 1.3
GT NU | 0.085] 0.041 | 1.21] 023 | 1.1
TU40 0.15( 0.095| 24| 0.02| 1.4
TU41 0.09| 0.052| 145] 0.15| 1.5
TN20 0.14 | 0.088 | 2.25| 0.03| 1.3
TN21 0.16 | 0.102 | 2.61 | 0.01 | 1.4

Nguon: Két qua tir phan mém SPSS 26.0

Ghi chta: R$728$ hiéu chinh = 0.702; F-statistic
= 65.85 (Sig. =.000); Durbin-Watson = 1.89

Phuong trinh hdi quy ¢6 dang sau:

SHLKH=0.12+0.28 CLSP+0.35GC+0.42DVD
S+0.18STT+0.22-HTH+ ¢

* Mire dg tdc déng cdc bién doc ldp dén bién
phu thudc: Mic do tac dong cac bién doc lap
dén bién phu thudc: Theo Bang 4.5, tat ca 5
bién doc 1ap chinh déu co Sig. < 0.05, cho
thdy ching c6 tic dong tich cuc va ¥ nghia
thong ké dén sy hai long cua khach hang. Yéu
t6 ¢ tac dong manh nhét 1a Chat luong dich
vu cta duoc si (B=0.415), tiép theo 1a Gia ca
cam nhan (P=0.348), Chét lugng san phim
(B=0.285), Hinh anh thuwong hiéu ($=0.225)
va cudi cung 13 Su thuan tién (p=0.179).

Vé bién kiém soat, nhom tudi 25-40 va cac
nhém thu nhap tr 10 trigu tré 1€n cd anh
hudng dén su hai long ciia khach hang, trong
khi gi6i tinh va nhém tudi trén 40 khong co
anh huong ¥ nghia thong ke.

Nghién ctru cho thay su hai long ctia khach
hang dbi véi chudi nha thudc Long Chau duoc
dinh hinh boi nhidu yéu t6. Trong d6, Chat
lugng dich vu cua duogc si (thong qua trinh do

H¢é s6
% chwa Betfl
Bién z | chuan | t Sig. | VIF
chuan héa
hoa (B)
(Hang 0.12 1.85 | 0.07
s0)
CLSP 0.28 | 0.285 | 4.67 0| 14
GC 0.35| 0.348 | 6.03 0| 1.3
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chuyén mén, thai d6 va tu van) c6 anh huong
manh mé& nhét, din dén su gia ting dang ké
trong su hai long. Gia cd cam nhan (minh
bach, hop 1y, khuyén mai) ciing tac dong tich
cuc, phan anh tim quan trong ctia chinh sach
gid va gia tri nhan dwoc. Chit luong san pham
(ngudn gbc, chat luong, an toan) 1a yéu té nén
tang khong thé thiéu, cing cb niém tin khach
hang. Cudi cung, hinh anh thwong hiéu (uy
tin, khong gian chuyén nghiép) gop phan cing
¢6 niém tin va duy tri sy hai long lau dai,
trong khi Su thuan tién (vi tri dé tim, tbe do
phuc vu, quy trinh don gian) tryc tiép cai
thién trai nghiém tong thé cua khach hang.

*Panh gia do tin cay va su phu hop ciia mo hinh
hoi quy:

Mo hinh hdi quy di cho thay su viing chic va
dang tin cdy. Céc hé sb sai s6 chuan (SE) cua
céc bién trong mo hinh nhin chung déu & mirc
thap (dao dong tir 0.045 dén 0.065), phan anh
d6 chinh xac va 6n dinh twong dbi cao cua cac
wéc luong. Cac gia tri SE nhé nay goép phan
lam ting gia tri thong ké t, tir d6 cing ¢ ¥
nghia thong ké cho cac két qua ctia mé hinh.

Dic biét, m6 hinh thé hién kha nang kiém soat
hién tuong da cong tuyén rat tot. Tat ca cac
gia tri hé s6 phong dai phuong sai (VIF) cua
cac bién doc lap déu & muc rat thap (dao dong
tir 1.1 dén 1.5), thip hon nhiéu so véi ngudng
canh bao pho bién 1a 5 hoic 10. Diéu nay
khang dinh riang khong c6 mdi twong quan
manh nao gita cac yéu t6 du bao, cho phép
két luan rang mdi yéu t6 c6 mot vai tro doc
1ap, riéng bi€t trong viéc gidi thich sy hai long
ciia khach hang, va cac hé sd hdi quy udc
luong dugc 1a on dinh va dang tin cay.

4.2. bé xuéat va khuyén nghi:
4.2.1. Téng quan két qué nghién ciru

Két qua nghién clru cung cap nhitng hiéu biét
sau sac va co6 y nghia thong ké vé cac yéu to

dinh hinh sy hai long cta khach hang ddi véi
chudi nha thuéc Long Chau tai thanh phd
Nam Dinh. M6 hinh hdi quy tong thé co su
phu hop cao, vdi kha nang giai thich 70.2% su
bién thién cua su hai 1ong khach hang, khing
dinh tinh dang din cua cac yéu td duoc lua
chon.

Diém ndi bat nhdt 1a vai tro then chét cua
"Chat lwong dich vu cua duoc si" (p=0.42),
yéu td c6 anh huéng manh mé nhat. Phat hién
nay cing cb cac nghién ctru trude day vé tim
quan trong cua su tu van chuyén mon, thai do
phuc vu va sy tan tdm cia doi ngli dugc si
trong viéc xay dyng niém tin va sy an tdm cho
khach hang trong linh vuc y té. Tiép theo,
"Gid ca cam nhan" (B=0.35) va "Chat lwong
san pham" (=0.28) ciing cho thiy tac dong
rat 16n, nhan manh rang khach hang dé cao
gia tri nhan duoc cling nhu chat luong cdt 16i
ctia dugc pham. Piéu nay dic biét quan trong
trong bdi canh ngudi tiéu dung ngdy cang
quan tdm dén chi phi va chat luong stic khoe.

"Hinh anh thuwong hiéu" ($=0.22) va "Su
thugn tién" (p=0.18) c6 mic do anh hudng
thip hon nhung van dong gop tich cuc va co ¥
nghia vao sy hai long chung. Mot thuong hi¢u
uy tin va sy dé dang trong tiép can dich vu 1d
rang lam tang trai nghiém tich cuc. Cac phan
tich vé yéu té nhan khdu hoc ciing goi v
nhitng khéc biét nhat dinh trong cdm nhén cia
cac nhom khach hang khac nhau, m¢é ra
hudng tiép can ca nhan hoa. Tinh tin cdy cia
cac thang do va vi¢c khong c6 hién tugng da
cong tuyén nghiém trong cang lam tang tinh
virng chic cia cac két qua nay.

4.2.2. Khuyén nghj

Dua trén cac két qua nghién ctu, tic gia dé
xuat mot s6 khuyén nghi kha thi cho chudi
nha thudc Long Chau tai Nam Pinh:
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* Ndng cao chat lwong dgi ngii dwoc si: Tap
trung dao tao dinh ky vé chuyén mon va ky
ning giao tiép. Chuan hoa quy trinh tu van
cho cac bénh thong thuong va ap dung co ché
khen thuong rd rang dya trén phan hdi cua
khéch hang dé tao dong luec.

* T6i wu héa chién lwoc gid va gid tri cdm
nhdn: Xay dung chuong trinh khach hang
than thiét (thé thanh vién) v6i cac vu dai thiét
thuec. Béng thoi, tao ra cac goi san phém cham
soc suc khoe theo mua voi mic gia canh tranh
dé tang thém gi4 tri cho khach hang.

* Pdam bdo va truyén thong vé chdt lwong sin
phdm: Tang cudng tinh minh bach vé ngudn
gbc san pham thong qua viée sir dung ma QR.
Truyén thong manh mé& cac cam két vé& chét
luong, chfmg han nhu chinh sach hoan tién
néu phat hién hang gia, dé xay dung va clng
¢d niém tin.

* Tang cuwong sy thudn tién trong trai nghiém
mua sam: Cai thién va toi wu hoa quy trinh
thanh toan tai quiy dé rt ngin thoi gian cho
doi. Pong thoi, nha thude c6 thé phat trién cac
kénh hd trg khach hang tir xa (vi du: tu van

qua Zalo, hotline) dé giai dap thic mic, kiém
tra sy sdn co cua thudc hodc hd trg khach
hang chuén bi truée khi dén mua truc tiép tai
nha thudc, dac bigt déi voi cac loai thube
khoéng can don. Tuy nhién, viéc ban va phan
phdi thudc ké don van can tuan thi nghiém
ngit quy dinh phap luat vé duoc.

* Ciing ¢6 hinh dnh thwong hiéu: T6 chiic cac
hoat dong cong ddng thiét thuc nhu cac budi
tu van, do huyét ap, dudng huyét mién phi.
Diéu nay khong chi gitp ting cuong sy gin
két ma con xdy dyng hinh anh mét thwong
hiéu tan tam va c6 trach nhiém

5. KET LUAN

Nghién ctru da nhan dién va phan tich cac yéu
t6 then chét anh huong dén sy hai 1ong cua
khach hang d6i v&i chudi nha thudc Long
Chau tai thanh phd Nam Dinh. Dya trén két
qua ndy, nghién ctu da dua ra cac khuyén
nghi cu thé, phu hop véi déc thu nganh dugc
va bdi canh dia phwong, nham giup Long
Chau nang cao trai nghiém khach hang va
cung cb vi thé trén thi truong.
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