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TOM TAT:

Bai vi€t nghién citu cic nhan t6 4nh hudng dén quyét dinh mua thudc ctia khich hang tai Nha
thudc Long Chau trén dia ban Thanh phd Hd Chi Minh. O mo6 hinh nghién citu ban diu, tic gia dé
xuat gdm c6 7 bién: Sy thudn tién, Nhan luc, Gia ci, Thuong hiéu, Thong tin, Sin phdm, va Co s&
vat chat. Sau khi nghién cttu, k€t qua cho thiy c6 5 nhan t6 4nh hudng dé€n quy&t dinh mua thudc
ctia khach hang tai Nha thuéc Long Chau, d6 1a: (1) Thong tin thuong hiéu, (2) Gid ban sin phim,
(3) Ngudn nhan luc, (4) Thuan tién, va (5) Cd s& vat chat. Tir két qua nghién citu, tdc gia da d& xuat
mot s ham ¥ qudn tri nhiim gia ting quyét dinh mua thudc ctia khiach hang tai hé thong Nha thudc

Long Chau.

Tir khéa: quyét dinh, nha thudc Long Chau, su hai 1ong, khdch hang, Thanh phd H6 Chi Minh.

1. Co's6 1y thuyét

Nghién ctfu nay gitip nha thudc va cdc nha sin
xuit thudc t6i wu héa chién ludc ti€p thi. Viéc
hi€u r6 hon vé& nhu cAu va mong mudn ctia khach
hang c6 thé gitipcung cAp nhitng sdn pham va dich
vu phil hgp, ddp ng t6t hon cdc yéu cAu va mong
dgi cla khdch hang. Piéu nay khong chi ting
cudng niém tin clia khdach hang, ma con gidp xay
dung mdi quan hé 1u dai va ting cudng do tin cay
vao nhidn hiéu va nha thudc Long Chau. Hién nay,
d Viét Nam c¢6 mot sd nghién cttu lién quan clia
cdc tdc gid nhu: Hita Kim Dung (2013), Nguyén
Vinh Sinh (2013), Lé Thi Hong Nhung (2019),...
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Qua qud trinh tham khéo, lugc khdo cdc nghién
clu trude, tdc gid xay dung quyét dinh lya chon
nha thuéc Long Chau cda khach hang dugc ciu
thanh b&i 7 nhan t6 chinh nhu Hinh 1.

2. Phuong phap nghién ciu

Nghién citu st dung phuong phdp nghién ciu
dinh tinh va dinh lugng. Nghién cttu dinh tinh
nhim lam rd nghia, x4dc nhan, hiéu chinh, bd sung
cdc bi€n quan sit do ludng cdc khdi niém trong
md hinh 1y thuyé&t. Nghién cttu dinh lugng dugc
thurc hién véi 200 quan sat 1a cdc khdch hang dén
mua thudc tai hé thdng Nha thudc Long Chau trén
dia ban Thanh phd HO Chi Minh thdng qua phi&u
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Hinh 1: Mé hinh nghién ciu [

Suthuantién (TT) ]

[ Nhan lc (NL) "

[ Gia ban (GB)

H4

[ Thuong hiu (TH) ]

khdo sit y kién d€ danh gia thang do va danh gia
st ph hgp ctia mo hinh nghién ctu. D@ liéu duge
thu thap bing cdch gl link qua Google Forms.
Mo hinh nghién cttu dé xuat c6 33 bi€n quan sit,
do d6, s6 lugng mAu can thi€t 1a 165 (33*5). S&
mau dua vao khdo sdt1a 200 miu.

3. K&t qua nghién citu va thdo luan

3.1. Kiém dinh dp tin c@y thong qua Cronbach’s
Alpha (Bdng 1)

Cronbach’s Alpha 1a mot chi s& do ludng do tin
cdy ndi tai cia mot thang do, dudc sit dung dé
ddnh gid mitc dd nhi't quan va ddng nhat cla cdc
muc tiéu hodc ciu hoi trong mot thang do. Theo
Nunnally (1978), mot thang do t6t nén c6 do tin
cdy Cronbach’s Alpha tir 0.7 trd 1€n. Theo Hair va
cong su (2014), mot thang do ddm bdo tinh don
huéng va dat d6 tin cldy nén dat ngudng
Cronbach’s Alpha tir 0.7 tr§ 1&€n. Tuy nhién, véi
tinh chdt 12 mdt nghién cdu khdm phd so bo,
ngudng Cronbach’s Alpha 1a 0.6 c6 thé chiap nhan
dugc. Hé s6 Cronbach’s Alpha cang cao th€ hién
do tin cAy cla thang do cang cao. K&t qua phan
tich tir SPSS cho thay, ti't c4 cdc bi€n déu phit hgp
va ti€p tuc dugc st dung trong phan tich nhin t&
kham pha EFA.

3.2. Phén tich nhén t6'khdm phd EFA

Phian tich nhin t6 kham phd (Exploratory
Factor Analysis - EFA) 1a mot phudng phép thong
ké dudc st dung dé tim ra cdc nhan t& 4n hodc ciu
tric tiém 4n trong mot tip hgp cic bién do ludng.
Muc tiéu ctia EFA 1a gidm sd lugng bi€n ban diu
thanh mot s§ nhan t& chinh d€ gidi thich sy bi€n
dong trong dit liéu. K&t qua ki€m dinh KMO va

.
Ty
H3

Cos8VC (VC)

Sanpham (SP)

— )
T )

H5

[ Théng tin (NTT) ]

Nguén: Tdc gid dé xudt

BAng 1. Kiém dinh thang do

Cronbach’s Alpha
Thanh phén Sobién | Bbtn | Danh
quan sat cay gia
Thuén tién 4 0,782
Nhan luc 5 0,846
Thuong hiéu 4 0,704
Gia ban 4 0,825 Dat
X yéu
Ngudn théng tin 4 0,754 cau
Co sd vat chét 5 0,756
Séan phdm 3 0,731
Quyétdinh 4 0,854

Nguon: Két qud xit 1y SPSS

Bartlett's trong phan tich nhin t& cho thd'y hé so
KMO 1a 0,953 va 16n hon 0,5 va miic ¥ nghia ctia
gi4 tri Bartlett's Test gin biing 0 (sig = 0,000) nén
phan tich nhan t& khdm ph4 phit hgp. Tai cdc mifc
gid tri Eigenvalues 16n hon 1, phan tich nhan t6 da
trich dudc 5 nhin t6 tr 29 bi€n quan sit va vdi
phuong sai trich la 76,2% va 16n hon 50%, nén dat
yéu cau. K&t qua dudc nhém lai thanh 5 nhan td:
(1) Thong tin thuong hiéu (TTTH), (2) Gid ban
sén ph?fm (GBSP), (3) Ngudn nhan lyc (NNL), (4)
Thuén tién (TT), va (5) Cd s& vat chdt (CSVC).

3.3. Phén tich hoi quy tuyén tinh

Phan tich hdi quy dudgc thyc hién v6i 5 bi€n doc
lap bao g6m TTTH, GBSP, NNL, TT, CSVC va
bi€n phu thudc 1a quyét dinh (QP) cta khich
hang. K&t qué tir md hinh hdi quy cho gid tri R2
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hiéu chinh = 0,627 chiing t3 cdc bi€n ddc 1ap trong
md hinh c6 thé gidi thich dudc 62,7% sy thay d6i
clia bi€n quyé&t dinh, con lai 37,3% dudc gidi thich
bdi cdc bi€n khdc nim ngoai mo hinh. Sig ki€m
dinh F biing 0.00 < 0.05, nhu vay, md hinh hdi quy
tuy€n tinh bdi phit hdp véi tap dit liéu va c6 thé stk
dung dugc. Hé s& VIF cilia cdc bién doc déu nhd
hon 2 nén khdng xdy ra hién tugng da cong tuyén.
K&t qua ciing cho thdy 5 bi&n ddc 1ap, bao gém:
TTTH, GBSP, NNL, TT, CSVC 4nh hudng dén
quyé&t dinh mua thudc tai Long Chau. (Bing 2)

Tur k&t qua & Bang 2 ¢6 dugc phuong trinh thé
hién m&i quan hé gita cidc yéu t& dnh hudng dén
quyét dinh ctia khdch hang khi Iya chon mua
thuéc tai nha thudc Long Chau trén dia ban
TP. H6 Chi Minh nhu sau:

0D: 0,352*GBSP + 0,262*CSVC

+0,201*TTTH + 0,084*TT+ 0,058*NNL

Céc hé s6 hdi quy mang ddu duong thé hién
cdcnhin td trong md hinh hdi quy déu c6 tdc dong
ciing chiéu dén quyét dinh cta khdch hang. Va
cdc bi€n déu dudgc do bing thang do Likert 5 mic
dd, do d6, ta c6 thé so sinh mic do quan trong cla
tirng y&u to.

Cu thé, n€u “Gi4 ban san phim” ting 1én 1
bac thi quy€t dinh ctia khach hang ting 0,352, n€u

“Co s6 vatchat” ting 1én 1 bac thi quyét dinh cla
khdch hang ting 0,262, n€u “thong tin thuong
hiéu” ting 1én 1 bac thi quyét dinh clia khdch
hang ting 0,201, “thudn tién” ting I€n 1 bac thi
quy&t dinh ctia khach hang ting 1&n 0,184, “ngudn
nhan lyc” ting 1én 1 bac thi quyé&t dinh clia khach
hang ting 1€n 0,158.

4. Mot so giai phap dé xuat

Gidi phdp vé Gid bdn sdn phdm:

- Nha thudc Long Chau c6 thé xem xét 4p dung
chinh sach gid canh tranh dé thu hiit khach hang.
Piéu nay c6 thé bao gdbm gidm gid hoic khuyén
mai dic biét cho modt sd sidn phéfm, tao ra cac goi
combo gid tri hodc dua ra chuong trinh khdch hang
than thi€t d€ khuyé&n khich sy trung thanh.

- Ngoai ra, nha thudc ciing nén tim hi€u va
theo doi gid ca clia cdc clra hang canh tranh trong
khu virc @& ddm bio mifc gia canh tranh va hgp ly.

Gidi phdp vé co sé vat chat:

- Nha thudc Long Chau nén dau tu vao viéc cdi
thién va ning cip co s§ vat chit. Piéu nay c6 thé
bao gém viéc tao ra khong gian mua sim thodi
mdi va rong rdi, cung cip cdc tién nghi nhu khu
vurc chd dgi thodi mdi va khong gian tu van riéng,
ddm bdo su sach s€ va an toan trong qud trinh
phuc vu khach hang.

Bdng 2. K&t qud phén tich héi quy

Mo hinh cadinnse | cunhes | Kémaph | Sig-mic | Thengkecongtuyén
student | ynghia quan sat
B Sais6 Beta Dung sai VIF

(Hang s8) 122 127 ,962 ,337

TTTH ,164 ,064 ,201 2,696 ,000 ,316 1,852

GBSP 231 ,045 ,352 4,300 ,000 510 1,941
1 NNL ,161 ,066 ,158 2,718 ,005 ,516 1,934

TT ,145 ,057 ,184 3,079 ,002 ,533 1,867

CsvC 233 ,086 ,262 2,941 ,004 ;394 1,736
a. Dependent Variable: HL
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Ngudn: Két qudn phan tich SPSS
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- Pdng thdi, nha thudc ciing nén ddm bdo o s
vat chit dudc trang bi ddy dd cdc san phim va
dich vu cin thi€t @€ ddp @ng nhu ciu ctia khach
hang, bao gdm ca thudc chita bénh va cdc sdn
phdm chim séc sitc khde.

Gidi phdp vé théng tin thuong hiéu:

Nha thuéc Long Chiu nén ting cudng viéc
cung cAp thong tin chi ti€t vé san pham va dich vu.
DPiéu nay c6 thé bao gdm viéc cung cip tai liu
huéng din st dung, tao ra ndi dung gido duc va tu
van lién quan dén sitc khde trén trang web hoiic
ttng dung di dong clia nha thudc. Bén canh do,
nha thudc cling nén xay dung va duy tri mot hé
théng quan ly thong tin khach hang hiéu qua dé
theo ddi va cung ciAp thong tin c4 nhan héa cho
trng khach hang, nhu lich st mua hang, thong tin
vé bénh 1y va 15i khuyén vé siic khde.

Gidi phdp vé thudn tién:

- Nha thudc Long Chau c6 thé cai thién sy thuin
tién cho khach hang bing cdch cung cap cic dich
vu nhu giao hang tan ndi, dit hang tryc tuyén va
thanh toén tryc tuy&n. Diéu nay gitip tiét kiém thai
gian va cong siic cho khach hang, ddng thdi tao ra
trdi nghiém mua sim thuan tién va linh hoat.

- Pong thdi, nha thudc cling nén ddm bao cédc
san phadm ludn cé sin va dugc sip x&p mot cach
gon gang va dé tim ki€m. Viéc t3 chitc va quan 1y

TAILIEU THAM KHAO:

kho hang hiéu qui 12 mot yéu t& quan trong dé
ddp trng nhanh ch6ng nhu cAu ctia khdch hang.

Gidi phdp vé nguon nhan luc:

- Nha thudc nén dau tu viao dio tao v phat
tri€n nhan luc d€ ddm bao nhan vién c6 ki€n thic
chuyén mon va k§ niing tu van tot. Diéu ny gidp
tao niém tin va sy tin cdy tir phia khdch hang.
Nhan vién nén dudc dao tao vé cdc sdn phém va
dich vu cdia nha thudc, ciing nhu cdch tu vin va
chim séc khdch hang mot c4dch t8t nhit. Tao ra
moi trudng lam viéc thodi mdi va ddi ngii nhian
vién than thién. Viéc xay dyng mot ddi ngli nhan
vién ddng tin cdy, nhiét tinh va c¢6 khé niang giao
ti€p t6t s€ tao ra mot trdi nghiém mua sim tich
cuc cho khach hang.

- Ngoai ra, nha thudc ciing c6 thé xem xét viéc
tao ra chuong trinh dao tao va phét trién lién tuc
cho nhan vién, giip ho nim bit dugc cdc xu
huéng méi trong nganh Y t€ va nganh Dugc
phdm. Piéu nay gitp nhin vién niang cao ki€n
thic va k§ ning ctia minh, tir d6 cung cip dich vu
t6t hon cho khach hang.

- Xem xét viéc tuyén dung thém nhan luc phu
hgp dé dap ng nhu cau phuc vu khich hang. Diéu
ndy gitp gidm thiéu thdi gian chd dgi va ddm bio
nhan vién c6 di thdi gian va tai nguyén dé tr van
va chim séc khach haing mot c4ch tot nhat B
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ABSTRACT:

This study explores the factors affecting the decision of customers to buy drugs from Long
Chau pharmacies in Ho Chi Minh City. The study’s initial research model consists of seven
variables, namely convenience, human resources, price, brand, information, product, and
facilities. The study’s results show that there are five factors affecting the decision of customers,
including: (1) brand information; (2) price; (3) human resources; (4) convenience; and (5)
facilities. Based on the study’s results, some managerial implications are proposed to enhance
customers' purchasing decisions at Long Chau pharmacies.

Keywords: purchasing decisions, Long Chau pharmacy, customer, satisfaction, Ho Chi
Minh City.
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