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Tém tit:

Nghién curu dwoc thuc hién nham xdc dinh va danh gid cac yéu 16 ctia chat lwong dich vu anh huong dén su
hai long cia khdch hang tai hé thong Nha thuée Long Chdu trén dia ban Nha Trang. M6 hinh nghién ciru
gom 5 yéu to: phwong tién hiru hinh, dé tin cdy, twong tdc cd nhan, gidi quyét vin dé va chinh sach. Dir liéu
dwoe thu thip théng qua khdo sat khéach hang va phén tich bang phan mém SmartPLS 4 véi phirong phdp
PLS-SEM. Két qud nghién ciru cho thdy 3 yéu t6, gom: chinh sdch, twong tdc cd nhdan va phirong tién hitu
hinh ¢6 tac déng tich cuc va c6 y nghia thong ké dén sw hai long cia khdch hang, trong dé chinh sdch la
Yéu té ¢é anh hiong manh nhdt. 2 yéu t6 do tin cdy va gidi quyét van dé khong cé y nghia thong ké trong
mé hinh. Trén co s6 do, nghién civu dé xudt cdc ham y qudn tri nham nang cao chat lwong dich vu va sw hai
long cua khach hang.

T kKhéa: chat lwong dich vu, sw hai long khdch hang, nha thuéce Long Chdu, PLS-SEM, Nha Trang

Factors affecting customer satisfaction with service quality at Long Chau
Pharmacy stores in Nha Trang

Abstract:

This study identifies and evaluates service-quality factors affecting customer satisfaction at Long Chau
Pharmacy stores in Nha Trang. The research model comprises five dimensions: physical aspects, reliability,
personal interaction, problem solving, and policy. Customer survey data were analyzed using PLS-SEM
with SmartPLS 4. The findings show that policy, personal interaction, and physical aspects have positive
and statistically significant effects on customer satisfaction, with policy exerting the strongest influence. In
contrast, reliability and problem solving are not statistically significant in the model. Based on these results,
the study proposes managerial implications for improving service quality, enhancing customer experience,
strengthening staff-customer interaction, and refining service policies to increase customer satisfaction in
pharmaceutical retail.

Keywords: service quality, customer satisfaction, Long Chau Pharmacy, PLS-SEM, Nha Trang
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1. Pit van dé

Thudc 1 san phém dac thu c6 anh hudng truc tiép dén strc khoe con nguoi, vi vay chét luong dich vu
tai nha thudc giit vai trd quan trong trong viéc dap (g nhu cau chim soc stre khoe ctia ngudi dan. Trong
bbi canh thi trudng ban 1é dugc pham phat trién nhanh va canh tranh ngay cang gay git, khach hang khong
chi quan tam dén chat lugng thudc ma con cha trong dén thai do phuc vy, nang lyc tu van, co s& vat chat
va su thudn tién trong qua trinh mua sdm. Tai Nha Trang, hé théng Nha thube Long Chau dang phat trién
manh, doi hoi phai khong ngimg nang cao chét luong dich vu dé dap tmg ky vong cua khach hang va duy
tri loi thé canh tranh. Xuat phat tir thuc tién d6, nghién ctru dugc thuc hién nhdm danh gia su hai long
cua khach hang ddi vai chat luong dich vu tai Nha thude Long Chau, xac dinh cac yéu td anh huong va
dé xuét giai phap nang cao chit lvong dich vu. Dé tai c6 y nghia ca vé mat Iy luan va thyc tién trong linh
vuc ban 1é duoc phém.

2. Co s& 1y thuyét va gia thuyét nghién ciru

2.1. Co sé' Iy thuyét

Nhiéu mé hinh di dugc phét trién dé do luong chat luong dich vy, trong d6 SERVQUAL va RSQS la
2 moé hinh duoc sir dung phd bién. SERVQUAL tap trung vao khoang cach giita ky vong va cam nhan cia
khach hang, voi 5 thanh phén gém: phuong tién hitu hinh, d¢ tin cdy, sy dap ung, su ddm bao va su déng
cam. Tuy nhién, trong linh vuc ban 1¢é, m6 hinh RSQS dugc danh gia phu hop hon vi phan anh toan dién
trai nghiém mua sim théng qua 5 thanh phan: phwong tién hitu hinh, d6 tin ciy, tvong tac c nhan, giai
quyét vin dé va chinh sach.

Do dic thu cua nganh ban 1¢ duoc pham, noi khach hang khong chi mua san pham ma con cin dugc
tu van va hd tro chuyén mon, nghién ctru lya chon mé hinh RSQS lam nén tang dé danh gia chét lugng
dich vu tai hé théng Nha thudce Long Chau trén dia ban Nha Trang, déng thoi lam co so xay dung mo hinh
nghién ctru va kiém dinh cac gia thuyét.

2.2. Gid thuyét nghién ciru
2.2.1. Phuong tién hitu hinh

Trong nghién ciru vé chit lugng dich vy, nhitng yéu t6 hitu hinh thudng 1a thir khach hang nhin thay
dau tién nén dé tao an tugng ban dau. Theo Kotler va Armstrong (2017), phuong tién hitu hinh bao gém
nhitng thir nhu co s& vat chat, trang thiét bi, cach bd tri khong gian hay hinh anh cua nhan vién. Pay la
nhing yéu t6 tuy don gian nhung lai anh huong khé 16n dén cach khach hang dénh gia dich vu ngay tir
dau. Trong méi truong ban 1¢, cach trung bay san phdm, khong gian ctra hang hay su gon gang, sach s&
khién khach hang cam thay thoai mai hon khi mua sim. Theo mé hinh RSQS ctia Dabholkar va cong su
(1996), phuong tién hitu hinh 14 mét trong nhiing yéu t§ quan trong phan 4nh mirc dd chuyén nghiép cua
doanh nghiép.

Ngoai ra, nhan vién dn mic gon gang, tic phong chuyén nghiép ciing lam ting do tin tuéng. Thyc té,
nhiéu khi khach hang chua kip trai nghiém dich vu da c6 cam nhan ban dau dya trén nhitng gi ho nhin thay.
Vi vay, néu nha thudc diu tu tot vao phin nay thi kha nang khach hang hai 10ng ciing s& cao hon. Lap lun
trén, gia thuyét H1 dugc dé xuat:

Gid thuyét HI: Phwong tién hitu hinh c6 tac dong tich cwc dén sw hai long ciia khdch hang tai Nha
thuéc Long Chéu trén dia ban Nha Trang.

2.2.2. B¢ tin cqy

Do tin ciy 1a yéu té rat quan trong trong chat lugng dich vu, nhét 1a trong linh vuc lién quan dén sirc
khoe nhu nha thube. Theo Parasuraman va cong su (1988), do tin cay la kha nang cung cép dich vu dtng,
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chinh xéc va 6n dinh theo thoi gian. Doanh nghiép can wu tién hoan thién ndi dung nay theo két qua nghién
ctru nhim néng cao sy hai 1ong ciia khach hang.

Trong nha thude, didu nay khong chi 1 ban dung thuéc ma con phai tu van dung, cung cap thong tin 1d
rang va dam béao chat luong thude. Khach hang thuong mong mudn khi dén nha thude s& nhan dugc san
pham phu hop va duoc hudng dan sir dung mot cach an toan. Thyc té, chi can sai sot nho ciing ¢ thé lam
khach hang mat niém tin. Nguogc lai, néu nha thudc ludn 1am dung va 6n dinh thi khach hang s& cam thay
yén tam va d& quay lai hon. Trong bdi canh canh tranh hién nay, do tin cdy ciing 1a yéu té gitip nha thude
gilt chan khach hang lau dai. Theo 1ap ludn trén, gia thuyét H2 duoc dé xuét:

Gia thuyét H2: D¢ tin cdy cé tac dong tich cuc dén sw hai long cia khdch hang tai nha thuoc Long
Chdu trén dia ban Nha Trang.

2.2.3. Twong tac ca nhan

Su tuong tac giita nhan vién va khach hang 1a yéu t6 anh huong truc tiép dén trai nghiém dich vu. Theo
Zeithaml va cong su (1990), chat lugng dich vu khong chi ndm & két qua ma con nam & cach phuc vu trong
qué trinh cung cap dich vu.

Trong nha thudc, khach hang thudng can duoc tu van nén vai trd ctia nhan vién rat quan trong. Thai do
than thién, cach giao tiép dé hiéu va kién thirc chuyén mon s& gitip khach hang cam thay dugc hd tro va
tin twong hon. Nhiéu khi khach hang khong nhé ré san phadm nhung lai nhé cach nhéan vién tu van cho ho.
Néu nhan vién nhiét tinh, giai thich rd rang thi khach hang s& c6 trai nghiém tSt hon. Ngugc lai, néu thai
d6 khong tot thi d& gay cam giac kho chiu. Vi vay, twong tac ca nhan khong chi anh huong dén su hai long
ma con anh hudng dén viéc khach hang c6 quay lai hay khong. Lap luan trén, gia thuyét H3 dugc dé xuit:

Gid thuyét H3: Twong tdc cd nhdn cé tac dong tich cue dén sy hai long ciia khdach hang tai Nha thuéc
Long Chau trén dia ban Nha Trang.

2.2.4. Gidi quyét van dé

Trong qua trinh mua thudc, doi khi s& phat sinh nhiing van dé nhu d6i thudc, chua hiéu cach dung hoic
can tu van thém. Lac nay, kha ning giai quyét van dé cua nha thudc s& anh huong tryuc tiép dén cam nhan
cua khach hang.

Theo Dabholkar va cong su (1996), diy 1a mot phdn quan trong trong chit lugng dich vu ban 1é. Mot
nha thudc xir Iy nhanh, rd rang va c6 trach nhiém s& gitp khach hang cam thdy dugc hd trg. Nguoc lai,
néu xur Iy cham hodc khong thoa dang thi khach hang d& that vong. Trong nganh dugc, diéu nay cang quan
trong vi lién quan dén sirc khoe. Vi vay, kha ning giai quyét van dé tot s& gitp tang sy tin tudng va mirc
do hai long ctua khéch hang. Tl‘leo 1’ép Hinh 1. Mé hinh nghién cicu
luan trén, gia thuyet H4 dugc dé xuat:

Gid thuyét H4: Gidi quyét vin dé Phwong tién hivu hinh )7 H1(+) —

co tac dong tich cuc den sy hai long

T
I

ciia khdach hang tai nha thuéc Long
Chadu trén dia ban Nha Trang. Sw hai

( Do tin cay
, , long
2.2.5. Chinh sdch ( Twong tac ca nhan Jf H3(+) —— prnliiy- .

. khach
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chinh sach bao gdm cac yéu t nhu gio

mo cira, doi tra, khuyén mai hay cac hd
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Trong thuc té, nhiing diéu nay tuy nho nhung lai tao sy tié€n 19i cho khach hang. Vi du nhu mé ctra
linh hoat, c¢6 uu dai hay chinh sach doi tra 16 rang sé gitp khach hang cam thiy yén tam hon. Khach hang
khong chi danh gia dich vu lic mua ma con quan tam dén nhitng gi ho nhan dugc sau d6. Vi vay, chinh
sach cang rd rang, hop 1y thi khach hang cang c6 thién cam. Néu nha thudc 1am tt phan nay, kha ning
khach hang hai long va quay lai s& cao hon. Lap luan trén, gia thuyét H5 dugc dé xuat:

Gid thuyét H5: Chinh sach cé tac dong tich cuc dén sw hai long ciia khdch hang tai Nha thuéc Long
Chdu trén dia ban Nha Trang.

3. Phuong phap nghién ciru

3.1. Xdy dwng thang do

Nghién ctru xdy dyng mé hinh nghién ctru va bang cau hoi khao sat dya trén co so 1y thuyét, dong thoi
thuc hién nghién ctru dinh tinh théng qua thao luan véi cac chuyén gia dé hiéu chinh thang do, bao dam phu
hop véi bdi canh nghién ciru va dic diém khach hang tai thi truong Nha Trang. Ddi véi thang do phuong tién
hitu hinh, nghién ctru ké thira mé hinh RSQS cua Dabholkar va cong su (1996), gdm 4 bién quan sat phan
anh cac yéu t6 nhu: khong gian nha thudc, trang thiét bi va hinh anh nhan vién. Thang do yéu t6 do tin cay
trong nghién ciru nay gdm 4 bién quan sat, duoc phat trién dya trén nén tang 1y thuyét ctia Dabholkar va cong
su (1996). Thang do twong tac ca nhan gdm 4 bién quan sat, duoc ké thira tir mé hinh RSQS cua Dabholkar
va cong su (1996). Thang do giai quyét van dé duoc phat trién dua trén mé hinh RSQS, gom 3 bién quan sat,
va dugc ké thira tir mé hinh RSQS cuia Dabholkar va cong sur (1996). Thang do chinh sach gdom 4 bién quan
sat, dugc ké thira tir mo hinh RSQS ctia Dabholkar va cong su (1996). Thang do su hai 1ong cia khach hang
duogc xay dung dya trén nghién ctru ctia Oliver (1997), gdm 4 bién quan sat.

3.2. Phwong phdp liy méu, cé miu

Déi twong khao sat cuia nghién ctru 1a nhitng khach hang da st dung dich vu tai hé thong Nha thude
Long Chau trén dia ban thanh phd Nha Trang. Do han ché vé khung 14y méu, thoi gian va kinh phi, nghién
ctru 4p dung phuong phap chon miu phi xac suit theo k¥ thuat thuan tién va thu thap dit liéu thong qua
bang khao sat tryc tuyén.

Kich thude mau duge xac dinh dya trén khuyén nghi cua Hair va cong su (2017) d6i véi phuong phap
PLS-SEM theo quy tdc "10 1an". Vi mé hinh nghién ctru ¢6 5 bién doc 1ap tac dong dén bién phu thude,
¢& mau tdi thiéu 1a 50 quan sat. Tuy nhién, nham nang cao d¢ tin cay, do chinh xac cua cac udc lugng va
tinh 6n dinh ctia mo hinh, nghién ctru lua chon thu thap 300 bang khao sat hop 18, dap Gmg yéu cau phan
tich va kiém dinh cac gia thuyét nghién ciru.

4. Két qua nghién ciru

4.1. Pic diém ciia méau nghién civu

Bang 1. Pac diém mau nghién ciru

Gi&i tinh Tan sé % Nghé nghiép Tan sé %

Nam 126 42 Hoc sinh/Sinh vién 36 12
NG 174 58 Kinh doanh 49 16,3
Tubi Tan sé % Can b vién chire 45 15
Duwéi 25 84 28 Nhén vién van phong 71 23,6
T 25 dén 39 112 37,3 | Lao dodng phd thong 50 16,6
Tl 40 dén 55 65 21,6 | Noitro 29 9,6
Trén 50 39 13,1 | Khac 20 6,9
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Thu nhap Tan sé % Tan suat mua thudc Tan sé %
Du6i 5 triéu 35 11,6 | it hon 1 1an/thang 25 8,3
T 5 dén dwéi 10 triéu 128 426 | 1-2lan/thang 135 45,0
Tw 10 dén 15 triéu 75 25 3 - 5 lan/thang 17 39,0
T 15 dén 20 triéu 26 8,6 Trén 5 lan/thang 23 7,7
Trén 20 triéu 36 12,2

Nguon: Két qua diéu tra

Theo két qua tai Bang 1 cho thdy, gidi tinh trong mau nghién ciru 1a twong ddi can bang. Cuy thé, sb
luong dap vién nam 1a 126 ngudi (chiém ty trong 42,0%) va dap vién nir 1a 174 nguoi (chiém ty trong
58,0%). Su phan b6 nay phan nao phan anh thuc té khach quan, nhu cau tidu dung dugc phim va cac dich
vu cham séc strc khde khong c6 sy phan hoa dang ké theo gio1 tinh. Bo tudi: Dua trén dit liéu thu thap tur
300 quan sat hop I¢, su phan b6 nhan khau hoc theo do tudi ghi nhan két qua nhu sau: nhom khach hang
dudi 25 tudi va tir 25-39 tudi lan luot dat 84 dap vién (chiém 28,0%) va 112 dap vién (chiém 37,3%).
Trong khi d6, phan khiic 40-55 tudi bao gdm 65 nguoi (tuong dwong 21,6%) va nhém trén 55 tudi chiém
ty trong thap nhat v6i 39 nguoi (twong Gmg 13,1%).

Dir ligu thong ké cho thy, sy chiém uu thé ctia nhém dbi tugng dudi 40 tudi trong tong mau, phan anh
16 nét xu thé chi dong cham soc stre khoe cua thé hé tré va nhom trung nién hién nay. Nghé nghiép: Dit
lidu théng ké tir 300 quan sat hop 1é chi ra sy phin hoa da dang trong co ciu nghé nghiép cta dap vién. Cu
thé, phan khuc nhan vién vin phong chiém ty trong cao nhit véi 23,6% (twong dwong 71 ngudi). Cac vi
tri tiép theo 1an luot thudc vé nhom lao dong phd thong (16,6%, twong tmg 50 ngudi), nhoém kinh doanh
(16,3%, 49 ngudi) va can bd vién chire (15,0%, 45 ngudi). Cac nhom con lai bao gdm hoc sinh/sinh vién,
ngudi ndi tro va cac nganh nghé khac chiém ty 1¢ thap hon, twong tng véi 12,0% (36 nguoi), 9,6% (29
ngudi) va 6,9% (20 ngudi). Thu nhap: Qua trinh xtr 1y s lidu tir 300 quan sat hop 1¢ cho thiy sy phan
b6 nhan khau hoc theo murc thu nhép ca nhan cua dap vién dién ra nhu sau: nhom cé muc thu nhap dudi
5 triéu dong bao gdom 35 nguoi (twong duong 11,6%). Nhém tir 5 dén dudi 10 triéu dong chiém ty trong
ap dao nhat voi 42,6% (128 ngudi), theo sau 1a phan khuc tir 10 dén dudi 15 triéu dong chiém 25,0% (75
ngudi). Cac nhom c6 mire thu nhap cao hon bao gdm tir 15 dén 20 triéu dong va trén 20 triéu dong 1an luot
ghi nhan ty 1& 8,6% (26 nguoi) va 12,2% (36 ngudi). Tan suit mua thudc: Phan tich dir liéu tir 300 quan
sat hop 18 cho thdy sy phan bd vé tin suit mua sim dugc pham cua khach hang dién ra nhu sau: nhom phat
sinh giao dich duéi 1 lan/thang chiém 8,3% (twong duong 25 ngudi). Pang chu y, nhém thuc hién mua
sam tir 1-2 1an/thang chiém ty trong chi phdi 16n nhat véi 45,0% (135 ngudi), bam sat ngay sau 1a nhom
c6 tan sudt tir 3-5 1an/thang dat 39,0% (117 ngudi). Cudi cung, phan khuc khach hang c6 tan suit giao dich
cao trén 5 1an/thang chi chiém 7,7% (23 ngudi).

4.2. Kiém dinh thang do: Dé tin cdy va dé gid tri

Dé dam bao tinh chudn xé4c cua cong cu do ludng, nghién ctru da tién hanh danh gia do tin ciy va do gia
tri cua thang do dua trén hé théng tiéu chuan duoc dé xuét bai Hair va cong su (2017). Cu thé, quy trinh
kiém dinh duoc thuc hién thong qua 3 ti€u chi trong tdm: do nhat quan noi tai, do gia tri hoi tu va do gia tri
phan biét. Két qua kiém dinh thang do cho théy, cac thang do déu dat d6 nhat quan ngi tai véi Cronbach’s
Alpha déu 16n hon 0,6 cu thé 1a dao dong tur 0,80 dén 0,87 va do tin cay téng hop cua cac thang do déu 16n
hon 0,7 nam trong khoang 0,91- 0,94. Dong thoi, cac hé sb tai nhan sd déu 16n hon 0,6 va phwong sai trich
déu 16n hon 0,5. Do d6, tac gia két luan, cac thang do dé xuat da dat dugc do gia tri hoi tu.
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Bang 2. D9 tin cay va d¢ gia tri tin cay

Cau trac khai niém FL Alpha CR AVE
Phwong tién hieu hinh 0,80 0,87 0,62
Nha thudc c6 khdng gian sach sé va gon gang 0,80
Trang thiét bi tai nha thubc hién dai 0,78
Thubc va san pham duogc trng bay khoa hoc, dé tim 0,78
Nhan vién c6 trang phuc lich sy va chuyén nghiép 0,79
Do tin cay 0,85 0,90 0,68
Nha thudc cung cap dung loai thubc theo don 0,83
Nha thudc cung cap thubc cé ngudn gbc rd rang 0,84
Théng tin vé thubc dwoc cung cap chinh xac 0,81
Nha thubc thwe hién dang cam két véi khach hang 0,82
Twong tac ca nhan 0,87 0,91 0,72
Nhan vién nha thubc than thién véi khach hang 0,85
Nhan vién tw van thudc rd rang va dé hiéu 0,86
Nhan vién s8n sang hd tro khach hang khi can 0,85
Nhan vién quan tam dén nhu ciu ctia khach hang 0,84
Giai quyét van dé 0,83 0,90 0,75
Nha thudc xt ly khiéu nai clia khach hang nhanh chéng 0,86
Nha thuéc s&n sang ddi tra khi co6 sai sét 0,86
Nhan vién giai quyét van dé cla khach hang hiéu qua 0,87
Chinh sdch 0,87 0,92 0,73
Nha thuéc c6 nhiéu chwong trinh wu dai cho khach hang 0,84
Chinh séach gia tai nha thuéc hop ly 0,86
Nha thudc cé nhiéu phuong thire thanh toan thuan tién 0,85
Théi gian phuc vu cta nha thudc thuan tién 0,87
Sw hai long cua khach hang 0,87 0,91 0,72
T6i hai long véi chat lweng dich vu tai nha thudc Long Chau 0,87
Dich vu tai nha thuéc dap (rng mong doi cla toi 0,85
T6i cdm thay thoai mai khi mua thubc tai day 0,84
T6i sé tiép tuc mua thudce tai nha thuéc Long Chau 0,84

Ghi chu: FL: hé 6 tai nhan to, Alpha: hé s6 Cronbach’s Alpha,
CR: d¢ tin cdy tong hop, AVE: phwong sai trich
Nguon: Két qua chay SmartPLS
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Bang 3. Két qua kiém dinh gia tri phan biét bing tiéu chuan Fornell-Larcker

CS GQ HH HL TC TT
CS 0,85
GQ 0,60 0,86
HH 0,38 0,36 0,79
HL 0,57 0,42 0,37 0,85
TC 0,42 0,45 0,52 0,32 0,83
T 0,47 0,57 0,44 0,42 0,57 0,85

Nguon: Két qua chay SmartPLS
Két qua kiém dinh gia tri phan biét giira cac cau trac khai niém thong qua chi sé HTMT duoc trinh bay
trong Bang 3 cho thiy, tat ca cac gia tri HTMT trong mé hinh déu nho hon ngudng 0,90. Theo Henseler va
cong su (2015), mo hinh nghién ctru dugc xem la dat gia tri phan biét khi cac hé s6 HTMT gilra cac bién
nhé hon 0,90. Piéu nay cho thiy cac bién nghién ctru c¢6 sy phan biét twong ddi rd rang va khong xay ra hién
tuong trung ldp khai niém giita cac cdu trac trong mé hinh. Cuy thé, cac gia tri HTMT trong nghién ctru dao
dong tur 0,32 dén 0,85. Trong d6, gia tri cao nhét 14 0,85 gilra mot s6 cAu trac khai niém, tuy nhién van nam
trong ngudng chip nhan theo d& xuat ctia Henseler va cong su (2015). Bén canh d6, mot s6 nghién ctru trude
day nhu Kline (2011) d& xuat mirc nghiém ngit hon 1a HTMT phai nhé hon 0,85. Tuy nhién, trong cac nghién
ctru thude linh vuc khoa hoc xa hoi va hanh vi khach hang, ngudng 0,90 van duoc sir dung phé bién va duogc
nhiéu nghién ctru PLS-SEM chip nhan nhim dam bao tinh linh hoat ciia mé hinh nghién ctru.
4.3. Kiém dinh cdc gid thuyét nghién civu

Bing 4. Kiém dinh céc gia thuyét nghién ctru

M6 hinh nghién clru
Gia thuyét He s6 Mirc y Gia | Khoanggiatri | VIF Két luan
chuan hoa nghia-P trit (Bootstrap) .

Std.,8 d - =
H1 | HH — HL 0,148 0,008 2,649 [0,045 -0,263] 1,675 Chép nhan
H2 | TC - HL -0,044 0,494 0,684 | [-0,164 -0,083] 1,761 Khéng chép nhan
H3 | TT - HL 0,153 0,021 2,304 [0,024 -0,290] 1,858 Chép nhan
H4 | GQ — HL 0,042 0,588 0,541 [-0,109 -0,198] 1,885 Khéng chép nhan
H5 | CS - HL 0,433 0,000 5,063 [0,250 -0,580] 1,675 Chép nhan
R? R? (HL) = 0,368

P = 0,023
D5 16 o =0,002

6 lon _

tac dong () Frrw = 0,020

oo = 0,002

Peg o = 0,177
Dy doan (Q?) Q*, =0,332

Nguon: Két qua chay SmartPLS
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Két qua kiém dinh mé hinh céu triic duoc trinh bay trong Bang 4 cho thdy, tit ca cac bién doc 1ap déu co
hé s6 VIF dao dong tir 1,675 dén 1,85 va déu nhé hon 4. Diu nay chirng té mé hinh khong xay ra hién twong
da cong tuyén, cac bién doc 1ap khong cé sy twong quan cao v6i nhau va két qua ude luong trong mé hinh
dam bao do tin cay. Pbi véi bién phwong tién hiru hinh (HH), két qua cho thay bién nay c6 tac dong tich cuc
va c6 y nghia théng ké dén su hai 10ng cua khach hang. Cu thé, hé s6 chuin hoa p = 0,148, gia tri P-value =
0,008 < 0,05 va T-statistic = 2,649 > 1,96. Déng thoi, khoang tin cdy Bootstrap [0,045 ; 0,263] khong chira
gid tri 0, vi vay gia thuyét H1 duoc chap nhan. Két qua nay cho thay khi khach hang danh gia cao co sd vt
chat, khong gian nha thudc, trang thiét bi va hinh anh nhéan dién cia Long Chau thi mirc d6 hai long cua
khach hang ciing tang Ién.

Két qua nghién ctru ndy trong déng véi nghién ctru cua Dabholkar va cong su (1996) khi cho rang yéu t6
hiru hinh ¢6 anh hudng tich cuc dén cam nhan cua khach hang vé chét lugng dich vu. biéu nay co thé duoc
giai thich béi trong linh vuc nha thude, khach hang thudng quan tim dén su chuyén nghiép, sach sé& va hién
dai ctia co s vét chat dé tao cam giac an tim khi mua thudc. D4i vé6i bién do tin cdy (TC), két qua nghién
ctru cho thiy, bién nay khong c6 tic dong dén sy hai 10ng cua khach hang. Hé s6 chuén héa p = -0,044, gia tri
P-value = 0,494 > 0,05 va T-statistic = 0,684 < 1,96. Bén canh do6, khodng tin cay Bootstrap [-0,164 ; 0,083]
¢ chtra gia tri 0 nén gia thuyét H2 khong dugc chap nhan. Két qua nay khac v6i nhiéu nghién ctru trude
day cho rang d tin cay 1a yéu td quan trong anh huong dén su hai 1ong khach hang. Nguyén nhan c6 thé do
hé thdng nha thudc Long Chau di xay dung dugc mire do tin cdy tuong dbi dong déu gitra cac ctra hang, vi
vay khach hang xem day la yéu td mic dinh va khong con tao ra su khac biét rd rét trong cam nhan hai long.

Déi véi bién tuong tac ca nhan (TT), két qua cho thay bién nay co tac dong tich cuc va co ¥ nghia thong
ké dén su hai long ctia khach hang. Hé s6 chuan hoa dat B = 0,153, gié tri P-value = 0,021 < 0,05 va T-statistic
= 2,304 > 1,96. Pdng thoi, khoang tin cy Bootstrap [0,024 ; 0,290] khong chira gia tri 0, do d6 gia thuyét
H3 dugc chp nhan. Diéu nay cho thiy thai d6 phuc vu, kha ning tu van va cach giao tiép ctia nhan vién co
vai trd quan trong trong viéc ning cao sy hai 1ong ctia khach hang. Két qua nay phu hop véi nghién ctru cua
Parasuraman va cong su (1988), cho rang su twong tac giita nhan vién va khach hang 1a thanh phan quan trong
ctia chét luong dich vu. Trong bdi canh nha thude, khach hang thuong can dugce tu van va hd trg vé thude cling
nhu strc khoe, do d6 yéu to con ngudi c6 anh huong dang ké dén trai nghiém dich vu. D4 véi bién giai quyét
van dé (GQ), két qua nghién ctru cho thay bién nay khong co tac dong dén sy hai long cua khach hang. Hé sb
chuén hoa B = 0,042, gia tri P-value = 0,588 > 0,05 va T-statistic = 0,541 < 1,96. Khoang tin cay Bootstrap
[-0,109 ; 0,198] c6 chira gia tri 0 nén gia thuyét H4 khong dugc chap nhan. Két qua nay cho thiy, kha ning xir
1y khiéu nai hodc giai quyét van dé chua tao ra anh hudng 16 rét &én mirc do hai long cta khach hang tai Long
Chau. Nguyén nhan c6 thé do phan I16n khach hang trong mau khéo sat chua timg gip van dé nghiém trong
trong qué trinh mua thudc nén chua danh gia cao yéu t6 nay. Pbi véi bién chinh sach (CS), két qua cho thay
day la yéu td co tac dong tich cyc manh nhét dén su hai long cta khach hang. H¢ s6 chuén hoa dat B=0,433,
gia tri P-value = 0,000 < 0,05 va T-statistic = 5,063 > 1,96. Béng thoti, khoang tin cdy Bootstrap [0,250 ; 0,580]
khong chira gid tri 0, do d6 gia thuyét H5 dwoc chdp nhan. Két qua nay cho thay, cac chinh sach nhu gia ca,
khuyén mai, doi tra thudc, tich diém hay hd trg khach hang c6 anh hudng 16n dén su hai 1ong cua khach hang.

Két qua nghién ctru ndy twong dong véi cac nghién ciru vé chat luong dich vu ban 1¢ khi cho rang chinh
sach chdm soc khach hang dong vai tro quan trong trong viéc duy tri sy hai long va long trung thanh cta
khach hang. Piéu nay c6 thé dugc giai thich boi khach hang hién nay khong chi quan tim dén chat lugng
thubc ma con chu trong dén cac lgi ich va gia tri gia ting ma nha thudc mang lai. Xét vé do 16n tac dong ctia
cac bién thong qua hé sb 2, két qua cho thay bién chinh sach (CS) c6 mirc tac dong trung binh véi 2= 0,177
va 1a yéu t6 anh huong manh nhat trong mé hinh. Trong khi d6, cac bién phuong tién hiru hinh (2 = 0,023),
tuong tac ca nhan (f2 = 0,020), d6 tin cay (f2 = 0,002) va giai quyét van d& (f2 = 0,002) déu c6 mic tac dong
nho hodc khong dang ké dén sy hai long ctia khach hang. Bén canh do, hé s6 x4c dinh R? cua bién sy hai long
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dat 0,368, cho théy céc bién doc 1ap trong mo6 hinh giai thich dugc 36,8% su bién thién cua su hai long khach
hang. Pay 1a mirc d6 giai thich trung binh va c6 thé chap nhan duoc trong cac nghién ctru vé hanh vi khach
hang va chét lugng dich vu. Ngoai ra, gia tri du doan Q? cia mo hinh dat 0,332 (> 0), chirng t6 mo hinh c6
kha nang dy doan t6t d6i v6i bién phu thudc sy hai long cua khach hang.

5. Ham y quan tri

Hoan thién chinh sach khach hang (CS - yéu t6 quan trong nhat): Doanh nghiép can uu tién hoan thién
n6i dung nay theo két qua nghién ctru nham nang cao sy hai long ciia khach hang.

Naéng cao chat luong twong tic ca nhan (TT): Doanh nghiép can uu tién hoan thién ndi dung nay theo két
qua nghién ctru nhdm nang cao sy hai 1ong ctia khach hang.

Cai thién phuong tién hitu hinh (HH): Doanh nghiép can uu tién hoan thién ndi dung nay theo két qua
nghién ciru nhim nang cao su hai 1ong ctia khach hang.

D6 tin cay (TC): Doanh nghiép can wu tién hoan thién ndi dung nay theo két qua nghién ciru nhim nang
cao su hai long cua khach hang.

Giai quyét van dé (GQ): Doanh nghiép cin vu tién hoan thién ndi dung nay theo két qua nghién ctru nhim
nang cao su hai long ctia khach hang m

TAI LIEU THAM KHAO:
Cohen, J. (1992). A power primer. Psychological Bulletin, 112, 155-159.

Dabholkar, P. A., Thorpe, D. L., & Rentz, J. O. (1996). A measure of service quality for retail stores: Scale development
and validation. Journal of the Academy of Marketing Science.

Dién, M. T., Anh, D. T. N., & Ngan, V. T. T. (2024). Anh huéng cta chét luong dich vu tai nha thudc dén long trung
thanh cta khach hang & Binh Duong. Tap chi Khoa hoc Lac Hong, 13, 30-37.

Gil, M., Helvacioglu, G., & Saracli, S. (2023). Service quality, outpatient satisfaction and loyalty in community
pharmacies in Turkey: A structural equation modeling approach. Exploratory Research in Clinical and Social Pharmacy,
12, 100350.

Gummesson, E. (2002). Total Relationship Marketing: Marketing Management, Relationship Strategy and CRM
Approaches for the Network Economy. Butterworth-Heinemann.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial Least Squares Structural Equation
Modeling (PLS-SEM) (2nd ed.). Sage Publications.

Kotler, P., & Armstrong, G. (2017). Principles of Marketing (17th ed.). Pearson Education Limited.

Lovelock, C., & Wirtz, J. (2016). Services Marketing: People, Technology, Strategy (8th ed.). World Scientific
Publishing.

Nga, . T. K., Yén, N. T. H., Nga, N. T. Q., Tuin, T. V., & Luyén, P. D. (2016). Nghién ciru mdi quan hé giita chit luong
dich vu, gia ca va sy hai long ciia khach hang tai nha thudc GPP trén dia ban Thanh phd Ho Chi Minh. Y Hoc TP. H6
Chi Minh, 20, 93-99.

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. McGraw-Hill.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for measuring consumer
perceptions of service quality. Journal of Retailing, 64(1), 12—40.

Payne, A. (2000). The Essence of Services Marketing. Pearson Education Limited.

Qudc hoi. (2016). Luat s6 105/2016/QH13: Luéat Duoc, ban hanh ngay 06/4/2016.

Trong, H., & Ngoc, C. N. M. (2008). Phan tich dit liéu nghién ctru véi SPSS. Nha xuét ban Hong Diic.

Wikipedia. (2023). Nha Trang. https://vi.wikipedia.org/wiki/Nha Trang

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services Marketing: Integrating Customer Focus Across the
Firm (7th ed.). McGraw-Hill Education.

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering Quality Service: Balancing Customer Perceptions
and Expectations. The Free Press.

EIEITNE Google Scholar B crossret | 245



