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Chdt lwong dich vu cdc nha thudc van ludn la moi quan tam cia cd nguoi quan Iy lan nguoi tiéu
ding mdt hang ddc biét nay. Bai nghién civu nham kham phd cdc thanh phan chat heong dich vu chudi
nha thuoc duwdi géc nhin cia khéach hang, thiét ldp thang do lwong dé do lwong ching. Tir d6, xem xét tdc
dong cua thanh phan chat lwong nay dén sie hai long cua khdch hang. 207 khdch hang tai ba chudi nha
thuée My Chau, Eco va Phano dwoc phéng van bang bang cdu héi dé cé duwoc théng tin nghién ciku.

M6 hinh va thang do SERVQUAL duwoc kiém dinh théng qua nghién ciru dinh leong, phirong tién la
phan mém SPSS. Két qua cho thdy chat lwong dich vu ciia chudi nha thudc chiu anh hwéng boi bon
thanh phan: chdt heong nhan vién, dong cam, phwong tién hitu hinh va tin cdy, trong do, thanh phan chat
lirong nhan vién tac dong manh nhat, phirong tién hitu hinh téc déng manh thir nhi, con lai la thanh phan
dong cam va thanh phan tin cdy. Tie két qud nghién ciku trén, mot sé kién nghi dwoc dé xudt dén ban quan Iy
cdc chudi nha thuéc.

FACTORS AFFECT TO THE SERVICE QUALITY OF PHARMACY
CHAINS IN HO CHI MINH CITY

SUMMARY

Service quality of the pharmacy chain is still a concern for both managers and consumers of
these special products. This study is to explore the factors which impact the service quality of
pharmacy chain from the customers’ eyes, build up the dimensions to measure them. 207 consumers
at the three pharmacy chains of My Chau, Eco and Phano were interviewed by questionnaires to
solicit the database.

SERVQUAL model and dimensions were tested through the quantitative research, with
SPSS tools. The outcome showed that the service quality of pharmacy chain was influenced by four
factors: employee quality, empathy, tangibles and reliability, in which the employee quality has the
strongest impact, followed by tangibles, empathy and reliability. The result helped to conduct the
recommendations to the management board of the three pharmacy chains.

1. TONG QUAN VE THI TRUONG NHA
THUOC

Thubc hay con goi 13 duoc pham 14 loai
hang hoa khac voi nhitng hang hoa khac vi nod
lién quan dén strc khoe nguoi tiéu ding. O mot
s6 nudc trén thé gioi, thube duoc chia ra lam
hai loai: thong dung- OTC (over the counter)
va c¢6 giam sat- Ethical. Ethical 13 thudc chi
dugc phép ban tai cac nha thudc khi co toa
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bac si. OTC duoc xem nhu la hang hoa
thong thuong va dugc phép ban rong rai ngay
ca tai cac nha thudc 13n trong céac si€u thi. O
Viét Nam, khai niém OTC va Ethical chua ro
rang, nén BO Y té dd qui dinh tit ca cac hang
héa dugc goi 1a thude déu chi duoc ban 1€ truc
tiép cho nguoi tiéu ding tai cac nha thudc hoic
cap phat trong bénh vién.
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Trong sd nhitng nha thudc tu nhan hién
nay xuit hién mot loat cdc nha thudc hoat
dong theo mot mo hinh théng nhét trong viéc
trang tri ctra hang, sip xép trung bay hang
hoéa, phong cach phuc vu cua nhan vién, gia ca
dong nhat... D6 1a cac chudi nha thubc dugc
thanh 1ap khoang hai nim gin day boi mot so
hitu 14 ca nhan hay nhom ¢ déng hodc cong ty
dugc nha nudc. M6 hinh chudi nha thude hién
nay duoc B0 Y té rat quan tam, va ung hd tao
diéu kién hoat dong nham cai thién hinh anh
ctia nganh dugc vi cac chudi nha thude nay dap
ung nhitng tiéu chi quan trong ma xa hoi quan
tam, d6 1a hudng dén khach hang theo tiéu chi
niang cao chét luong dich vy, hang hda co
ngudn gdc xudt x rd rang, cling v6i muc tidu
gidm gid thanh trong canh tranh nhd vao kha
ning mua sd lugng 16n thude tir cic cong ty
phan phéi, ciing nhu chiic ning duoc phép nhap
khéu truc tiép mot s6 loai thude dé phuc vu cho
hoat dong ciia cac nha thudc trong hé thong.
Céc chudi nha thudc da va dang phat trién va
cho thdy ngay mot dap tmg t6t nhu cau ciia mua
thudc ctia khach hang.

Nim 1996, BO Y té Viét Nam d timg budc
ban hanh va ap dung céc tiéu chuan GMP, GLP,
GSP, GDP cho cac xi nghiép san xuit, cong ty
phan phéi va kinh doanh dugc phim trén toan
qubc di dam bao dugce viée phan phdi thude dat
chit luong dén cac nha thudc 16. Ngay
24/01/2007, Bo truong BO Y té dd ra quyét
dinh s6 11/2007/QD-BYT vé viéc ban hanh
nguyén tic, tiéu chuan “Thyc hanh tot nha
thudc” (Good Pharmacy Practice - goi tit 1a
GPP). Theo quyét dinh nay, tr ngay
01/01/2011 tit ca cac nha thudc trén ca nude
phai dat tiéu chuan GPP, va tir ngay
01/01/2013, tat ca cac quay thudc phai dat tiéu
chuan GPP. Tiéu chuan GPP dugc hinh thanh
nham hoan chinh tién trinh phan phéi thudc
dat chét luong, gié ca on dinh, tao hiéu qua tbi
da trong diéu tri va an toan cho nguoi sir dung
(ngudn: Chi thi s6 01/2008/CT-BYT). GPP bao
gdm cac nguyén tic co ban vé chuyén mén va
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dao dirc trong thyc hanh nghé nghiép tai nha
thudc (nguyén tic quan 1y va tiéu chuin ky
thuat). GPP 1a tiéu chuin can c6 ddi véi cac
nha thudc trong niam 2011. Chinh vi vy ma
nam 2007 13 nim danh ddu su ra doi cla cac
chudi nha thudc.

2.CO SO LY THUYET VA MO
HINH NGHIEN CcUU

2.1. Chét lugng dich vu

Dich vu la san phém vO hinh, khong
dong nhét va ciing khong thé tach ly. Trong qua
trinh tiéu dung dich vu, chét lugng dich vu thé
hién trong qua trinh tuwong tac gitta khach hang
va nhan vién cua cong ty cung cap dich vu
(Svensson, 2002). Do vay, danh gia chét luong
ctia dich vu 14 cong viéc khong dé dang.

Trong mot thoi gian dai, viéc nhan
dang cac bién s6 do luong chét lugng dich vu
1a quan tdm hang ddu cta cac nha nghién ctru
(Parasuraman & ctg, 1985, 1991). Viéc phat
trién cac cong cu do ludng chat luong dich vu
la trong tam cua nhirng nghién clru sau nay
(Parasuraman & ctg, 1988, 1991, 1993; Cronin
& Taylor, 1992, 1994; Buttle, 1996;
Athanassopoulos, 1999). Tranh luan lon nhat
ctia cac nha nghién ctru tap trung vao viéc chat
luong dich vu nén duoc do dac béng cam nhan
cua khach hang hay su khong thtra nhan cua
khach hang (Cronin & Taylor, 1992, 1994;
Parasuraman & ctg, 1994; Teas, 1993, 1994).
Nhimg nguoi ung ho 16i tiép can do dac bing
cam nhan cua khach hang (Cronin & Taylor,
1992) dé nghi réng cam nhéan chat luong dich
vu thi tuong hop gan hon véi viéc danh gia cua
khach hang vé dich vu dugc cung cp. Trong
khi do, nhiing tiac gid ung hd md hinh do
luong chét luong dich vu béng viéc do su
khong thira nhan cua khach lai cho rang do
ludng chét lugng theo mé hinh ndy c6 co sd, va
xa hon nita, n6é cho phép cac nha cung cip
dich vu nhan ra khoang céach trong cac dich vu
duoc cung cap dbi voi khach hang.
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Theo mé hinh khong thura nhan
(disconfirmation model), chét luong dich vu
dugc khai niém la so sanh sy mong doi vé chit
luong dich vu véi két qua nhan dugc thuc té
ctia khach hang vé dich vu d6 (Zeithaml & ctg,
1996). Ung ho cho md hinh nay, Parasuraman
va cong su (1985, 1988) 1a nhitng nguoi di
tién phong trong viéc nghién ctru chit luong
dich vu da dua ra mé hinh nam khoang cach
chat luong dich vu. Parasuraman & ctg (1985)
cho rﬁng chét luong dich vu 1a ham s6 cua
khoang céach ther nam. Khoang cach ther nam
nay phu thudc vao cac khoang cach trude do,
nghia 1a cac khoang cach 1, 2, 3 va 4. Vi thé, dé
rit ngan khoang cach thir nam, hay lam ting
chit luong dich vy, nha quan tri dich vy phai
nd luc rit ngan cac khoang cach nay.

M6 hinh chit luong dich vu cua Parasuraman
va cong sy (1985) cho chung ta mdt buc tranh
tong thé vé chét lugng dich vu. Tuy nhién, mo
hinh nay mang tinh khai niém nhiéu hon. Cac
gia thuyét trong mo hinh can hang loat cac
nghién ctru dé kiém dinh. Mot trong nhiing
nghién ciru ndy, va ciing 1a quan trong nhét, 1a
do luong chit lwong cua dich vy cam nhdn boi
khach hang. Pé lam duoc viéc nay thi cong
viéc dau tién la phai khai niém hoa thanh
phén cua chat luong dich vu cdm nhan boi
khach hang dé co thé thiét ké mot thang do
luong nod. Parasuraman & ctg (1985) cho
ré”mg, bat ky dich vu nao, chit lugng cua dich
vu cam nhan bdi khach hang co thé mé hinh
thanh mudi phan. M6 hinh ¢6 uu diém 1a bao
quat hau hét moi khia canh ctua mét dich vu.
Tuy nhién, mé hinh ndy c6 nhugc diém la
phuc tap trong viéc do luong. Hon nita, md
hinh nady mang tinh 1y thuyét, c6 thé s& c6
nhiéu thanh phan ctia mé hinh chét luong dich
vu nay khong dat gia tri phan biét. Chinh vi vay,
cac nha nghién ctru ndy da nhiéu lan kiém dinh

mo hinh nay va di dén két luan 1a chat luong
dich vu bao gdm nam thanh phan co ban, d6 1a:

1. Tin cdy (reliability): thé hién qua kha ning
thuc hién dich vy phu hop va ding thoi han
ngay lan dau tién.

2. Pap ung (responsivenss): thé hién qua su
mong muon va san sang cia nhan vién phuc vu
cung cép dich vu kip thoi cho khach hang.

3. Pam bao (assurance): thé hién qua trinh do
chuyén mon va cung cach phuc vu lich su,
niém né véi khach hang,

4. Pdng cam (empathy): thé hién sy quan tim
cham soc dén timg khach hang.

5. Phuong tién hiru hinh (tangibles): thé hién
qua ngoai hinh, trang phuc ctia nhan vién phuc
vy, cac trang thiét bi phuc vu cho dich vu.

Parasuraman & ctg (1985) di xay dung va kiém
dinh thang do ndm thanh phan cua chét luong
dich vy, goi l1a thang do SERVQUAL, bao
gdm 22 bién. Thang do nay di dugc cac tac
gia nay kiém nghiém va diéu chinh nhiéu lan,
va két luan rang d6 1a thang do phu hop cho
moi loai hinh dich vu (Parasuraman & ctg,
1991).

M5 hinh ndm thanh phén chét luong dich vu va
thang do SERVQUAL bao phu kha hoan chinh
moi van dé dic trung cho chét lugng cua mot
dich vu. Tuy nhién, mdi nganh dich vu c6 thé
c6 nhitng dic thu riéng. Bastos (2008) kiém
dinh SERVQUAL cho loai hinh nha thudc tai
B6 Pao Nha cho réng chit luong dich vu nha
thudc bao gdm ba thanh phan: tin ciy
(reliability), sy dam bao (assurance) va dong
cam (empathy). Dé két luan, do dic thu cua
moi loai hinh dich vu va su khac biét & ting
thi truong, nha nghién ciru cin phai diéu
chinh thang do SERVQUAL cho phu hop véi
timg nghién ctru cu thé.
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2.2. Mo hinh nghién ciru

Tt nhitng co s 1y thuyét néu trén, mo hinh nghién ctru dé xuét ban dau duoc thé hién trong Hinh 1.
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Nang lyc phuc vu
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Chit lwong dich vu chudi
nha thuoc

Hinh 1. M6 hinh nghién ciru dé nghi

3. KET QUA NGHIEN CUU
3.1. Qui trinh nghién ciru

Trong nghién cuu so by, nhém nghién
ctru dya vao thang do chuyén ddi tir thang do
SERVQUAL, tién hanh nghién ciru so bo bang
cach phong van sau ba chi nha thubc va bay
khach hang. Tir nhitng y kién d6, mot thang do
chinh thirc va bang cau hoi dugc xay dung.
Sau d6, mot cudc phong van thir 10 khach
hang chudi nha thudc nham diéu chinh tir ngir
ctia bang cau hoi cho pht hop va dé hiéu.

T két qua cua nghién ciu so bo,
thang do chinh thtrc cac khai niém nghién ciou
dugc hinh thanh dé chuan bi cho viéc 1ap bang
cau hoi ¢ bude ké tiép cho nghién ctru dinh
lugng. Cac tap bién quan sat (27 phat biéu)
cu thé duge do luong trén thang do Likert 5
diém thay doi tr 1= hoan toan khong dong y
dén 5=hoan toan dong .

Nghién ctru chinh thitc dugc thuc hién

bang phuong phip dinh lugng. Nghién ctru
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dinh lugng nham kiém dinh lai cac thang do va
mod hinh nghién ctu thong qua bang cau héi
khao sat. Bang cdu hoi bao gdm 27 bién quan
sat. Cugc khao sat dinh lugng dugc thuc hién &
TP.HCM, ddi twong phong van 1a cac khach
hang mua thudc tai cac nha thudc trong ba
chudi nha thudc My Chau, Eco, Phano. ba khu
vuc dugc chon: quan ba dai dién cho ving dan
cu cb6 muc séng cao, quan Tan Binh dai dién
cho viing dan cu ¢6 mirc séng trung binh, quan
Binh Thanh va Go Vép dai di¢n cho vung dan
cu ¢6 murc séng thap hon. Trong mdi khu vuc,
mot nha thude 1am dai dién cho mdi chudi duge
chon. Trong nghién ciru nay, qui mé mau ké
hoach 1a 207 khach hang ca nhan véi phan bd
déu 69 khach hang cho mdi chudi nha thude, cu
thé mdi nha thude, s6 mau theo dinh muc 1a 23
khach hang. 270 bang cau héi da dugc phat ra
tuong ing v6i mdi nha thude 1 30, sau d6 loai
b6 dan nhitng bang tra 10i khong dat yéu cau.
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3.2. Théong tin chung vé miu nghién ciru

Trong 207 khach hang dugc phong vén,
¢6 122 nit, chiém ty 1€ 59%; 85 nam, chiém ty
1& 41%. Khach hang cta miu khao sat cha yéu
tir 18-50 tudi, khong co su chénh léch giira hai
nhém tudi 18-30 va 31-50; do tudi trén 50
chiém ty 1& rat thap mac du do tudi nay
thuong bénh nhiéu hon. 60% ngudi trong
mau c6 muc thu nhap trung binh kha, trong dé
31% c6 thu nhap trung binh tir 3-5 tridu dong,
va 29% nguoi c6 thu nhap kha.

3.3. Cronbach’s alpha cho cic thang
do chit Iwgng dich vu chudi nha thudc

Két qua Cronbach’s alpha l4n 1 ciia cac
thang do céc thanh phﬁn chét lugng dich vu
ctia chudi nha thudc déu tir 0,6 tré lén. Tuy
nhién, khi xét twong quan bién tong, ta thay
twong quan bién téng cia cac bién TCO5
va HH22 nh6 hon 0,3, do d6 hai bién nay bi
loai. Khi loai hai bién nay, két qua Cronbach’s
alpha 1an 2 cta cac thanh phan chit luvong dich
vu ¢6 gia tri tir 0,74 trd 1én va tuong quan bién
tong déu 16n hon 0,3. Thang do nay dat d¢ tin
cdy va tiép tuc duoc s dung trong phéan tich
nhan t6 EFA.

Bang 1. Cronbach’s alpha thanh phan chat heong dich vu chudi nha thudc (sau khi logi bé 2 bién

TC5 va HH22)

Bién quan sat

Trung binh Phuong sai Twong quan Alpha néu

thang do néu thang do néu tong bién loai bién nay

loai bién loai bién
Thanh phan tin ciy (TC): Alpha=.7696
TCO1 10.6812  3.9949 5511 7254
TC02 11.0338  3.3435 6755 6544
TCO03 10.7778  3.9213 5025 7502
TC04 11.3333 3.7864 5602 7200
Thanh phin dap ing (DU): Alpha=.8172
DU06 6.9758 3.0625 5712 8416
DU07 7.1353 2.3991 7604 6525
DU0S 7.3768 2.3331 .6950 7259
Thanh phan dam bio (DB): Alpha=.7942
DB09 10.9469  5.3321 6326 7328
DB10 10.7971 4.9392 4691 8316
DBI11 10.6570  5.1682 7059 7009
DBI12 10.8889  4.9245 6702 7102
Thanh phan dong cam(DC): Alpha=.8073
DC13 9.5217 6.4061 4311 8461
DC14 9.1063 5.5226 7519 7014
DC15 9.4783 5.5323 6929 7257
DC16 9.4010 5.2025 6505 7466
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Thanh phan phuong ti¢n hiru hinh (HH): Alpha=.7425

HH17 15.3188 6.0726 5368 .6868
HHI8 15.6232 5.5272 4738 7181
HH19 15.4396 5.9951 .6201 .6609
HH20 15.4879 6.0083 4984 7001
HH21 15.3865 6.4324 4358 7219

3.4. Phan tich nhin t6 kham pha
(Exploratory Factor Analysis- EFA)

Két qua phan tich EFA cho thang do
chat luong dich vu chudi nha thude cho thdy co
4 yéu t trich tai gia tri Eigen 1,155 va phuong
sai trich dugc 1a 61,605%. Nhu vay, phuong
sai trich dat yéu cau. TAt ca 20 bién quan sat
déu c6 hé sd tai nhan t6 16n hon 0,4. Tuy
nhién, khi xét phan chénh léch ta thiy c6 1 sd
bién quan sat khong dat yéu cau 16n hon 0,3,
dic biét 1a bién DC13 thudc khai niém thanh
phan dong cam. Sau khi loai bién DCI13 nay,
19 bién quan sat con lai dugc dua vao phan
tich EFA 1an nita cho ra két qua 4 yéu t6 tai gia
tri Eigen 1,145 v6i phuong sai trich 62,917%.
Két qua lan nay cho thay cac bién quan sat déu
6 hé sb tai nhan t6 va phan chénh léch dat yéu
cau. Bén canh d6, hé s6 KMO 1a 0,908, gia tri
sig. rat nho cho thdy két qua phan tich nhén té
dang tin cay. Hé s Cronbach’s alpha ciia bon
yéu tb méi ndy ciing duoc tinh lai dé kiém dinh
do tin cay cua thang do va tat ca déu dat yéu
cau cho phan tich tiép theo (Trong & Ngoc,
2008). Két qua nay cho thiy chét lwong dich vu
nha thudc trén thuc té chi gdm co bdn thanh
phﬁn, duoc dat tén lai nhu sau:

a. Chat lugng nhan vién: Sau phan tich
EFA, hai thanh phan dap ung va dong cam gop
lai thanh mot thanh phan do ching khong dat
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dugc gia tri phan biét. Thanh phan chung nay
bao gdm nhimg thang do ndi vé thai do, cung
cach phuc vu va kién thirc cua nhan vién, nén
duoc dit tén 1a cht lugng nhan vién va dugc
ky hiéu 1a NV gém sau bién quan sat: DUG,
DU7, DUS, DB9, DB11 va DB12.

b. Dong cam: Sau khi phéan tich EFA,
mot bién DB10 c¢6 hé s tai nhan t6 manh vé
phia thanh phan dong cam. Bién nay noi vé viéc
nha thudc ludn ghi gidy tinh tién rd rang. Piéu
nay cho thay viéc nha thudc ghi gidy tinh tién
rd rang chinh 1a thé hién sy dong cam véi
khach hang. Do d6, thanh phan nay van dugc
dit tén 1a dong cam va duoc ky hiéu 1a DC gdm
bén bién quan sat 1a DB10, DC14, DC15 va
DC16.

c. Phuong ti¢én hitu hinh: Ngoai mdt
bién HH22 bi loai, cac bién con lai van lién
quan chit ch& v6i nhau. Do do, thanh phan
phuong tién hitu hinh van giit lai tén goi, dugc
ky hiéu 1a HH va bao gdm nam bién quan sat 1a
HH17, HH18, HH19, HH20 va HH21.

d. Tin cdy: Sau khi loai mot bién TC5,
thanh phan tin cdy con lai bon bién va van
duoc ky hiéu 1a TC, bao gdbm bdn bién quan sét:
TC1, TC2, TC3 va TC4.
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Bang 2. Két qua EFA va Cronbach cia thanh phan chat heong dich vy chudi nha thudce

Bién quan sat Heé s6 tai nhan t6 cua cac thanh phan
NV |[DC |HH |TC
DU7 nhan vién nha thudc ludn sin long giup d& khach hang {0,809
DU6 nhan vién nha thudc phuc vu khach hang nhanh chéng 0,757
DUS nhan vién nha thudc ludn danh thoi gian cho khach hang  |0,750
DBI12 nhan vién nha thuée c6 dii kién thirc dé tra 10i céc cau
e 11 0,683
hoi cia khach hang
DBY cung cach phuc vu ciia nhan vién nha thudc tao su tin
. T 0,674
tuong cho khach hang
DBI11 nhan vién nha thudc luén nhd nhin lich sy véi khach 0.668
hang ’
DC15 nha thubc ludn ndi rd xuat xi, gia ca ctia timg loai thude
, 0,824
cho khach
DC14 nhan vién luén tan tim huéng dan khach hang str dung 00,724
thubc ding cach
DC16 nhan vién nha thudc ludn héi k¥ cac tac nhan di img cia 0.707
khach hang trudc khi ban thude ’
DB10 nha thudc lubn co gidy tinh tién thudc 16 rang chi tiét
1 0,672
cho khach hang
HH19 nha thudc bb tri quéy ké cho cac loai thude theo khu vuc 0.757
rat dé tim ’
HH17 khong gian nha thudc rong rii sang stia 0,700
HH21 thudc duoc trung bay trén cic quiy ké rat
A 0,644
nhi¢u
HH18 nha thudc 6 chd dé xe thuan tién 0,642
HH20 nhéan vién trang phuc 4o blouse v6i bang tén rd rang 0.622
TC2 nha thudc thé hién sy quan tdm chéan thanh trong viéc giai
LA ) , 0,703
quyét van de cho khach hang
TC1 Nha thude ludn cung cip thude dat chat lwong cho khach 0.701
hang ’
TC3 nha thudc luén ban ding thudc ma khach hang can ngay 0.678
lan dau tién ’
TC4 khi nha thudc hira v6i khach hang thi s& thuc hién dung
<1 0,674
nhu da hira
Eigenvalue 7,565 (1,931 |1,314 |1,145
Phuong sai trich 20,706 (15,371 (14,219 12,621
Cronbach alpha 0,9016|0,834410,7425(0,7696
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3.5. M6 hinh nghién ctru hiéu chinh

Sau khi phan tich nhan t4, va kiém dinh
thang do cac thanh phan, ta thdy thanh phan
ctia chat lugng dich vu chudi nha thude thuc
té chi bao gébm bdn thanh phan: chit luong
nhan vién; déng cam; phuong tién hitu hinh va
tin cdy, bao gém 19 bién quan sat, md hinh hi¢u
chinh dugc trinh bay ¢ hinh 2.

Két qua phan tich hé sb tuong quan
thong ké Spearman’ Rho ¢ bang 3 cho thiy cac
bién doc 1ap va bién phy thudc co twong quan
v6i nhau, ching dao dong tr 0,355 dén 0,779
nghia 14 khong vugt qua chi sé diéu kién 0,85.

4 )
Tin cay
g J
( . N\
Dbong cam

g J

4 )
Phuong tién hitu hinh

g J

4 , )
Chat lugng nhan vién

g J

Diéu d6 ching minh gia trj phan biét da dat
duoc, cac thang do trong nghién ctru nay da
do luong duge cac khai niém khéc nhau. Ma
tran twong quan ciing cho thiy giita cac bién
doc 1ap trong thanh phan “chat lugng dich vy”
cling c6 quan hé dang ké v&i nhau. Do d6
trong qua trinh phan tich hdi qui thi hién
twong da cong tuyén luén duoc xem xét. Ta
cling nhan thiy riang cac bién doc 1ap NV, HH,
DC, TC tac dong manh 1én bién phu thudc
CLDV. Nhu vay, cac bién doc 1ap va phu
thudc nay c6 thé duoc dwa vao phan tich hoi
qui da bién.

Chat luong dich
vu chuoi nha
thudc

Hinh 2. M6 hinh nghién cvuru hiéu chinh

Bang 3. Su twong quan gitra cdc khdi niém nghién cuu

NV  DC HH TC HL YD
Spearman's NV 1 O21%%  401%*  597**  684**  505%*
rtho DC 621%* ] 381#*k  490**  553%*  622%*
HH A01** 381**F 1 J355%*  493%*  545%*
TC S9T7** A90** - 355%*% ] S40%%  541%*
HL .6847%* S53%% 0 493%%  540%* ] T79%**
YD S595%* 622%%  545%%  541%x 779%* ]

Ghi chii: ** Twong quan Spearman’ Rho ¢6 y nghia thong ké 6 mirc 0.01; n = 207
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3.6. Két qua phan tich hoi qui

Bang 4 trinh bay du bado cua mo6 hinh
hoi qui da bién vé chit lugng dich vu. Mo
hinh v&i bén bién doc lap 1a chat lugng
nhan vién, phuong tién hitu hinh, déng cam
va tin cdy va mot bién phu thudc chét luong
dich vu. M6 hinh ¢6 ¥ nghia théng ké & muc
p<0,001. Gié tri F va mtc y nghia thong ké ctia
no6 cho thdy cho thiy mé hinh hdi qui xay dung
duoc 1a phu hop véi bd dir licu thu thap duoc.
Hé s xac dinh diéu chinh cho théy do tuong
thich ctia mo hinh 14 58,5% hay ndi cach khac
58,5% su bién thién cta bién phu thudc chat
luong dich vu cua chudi nha thudc (CLDV)
dugc giai thich boi bén bién doc 1ap chit
lugng nhan vién (NV), phuong tién hitu hinh
(HH), d6ng cam (DC) va tin cay (TC). Ca bdn
thanh phan nay déu 1a chi sé du bao tét cho hai
1ong khach hang vé chudi nha thude (c6 mirc ¥
nghia sig.< 0.05).

Nhu vay, chat luong dich vu nha thude
duoc dinh hinh theo mé hinh hdi quy tuyén tinh:

CLDV = 0,492 NV + 0,152 DC + 0,315 HH +
0,154 TC

Céac hé sd hdi qui déu mang diu duong thé
hién cac yéu t6 trong mo hinh hdi qui trén c6
quan h¢ ty 1€ thuan dén chat lugng dich vu cua
chudi nha thudc. Phuong trinh hdi qui trén chi
Bang 4. Két qua dir bdo ciia mé hinh hoi qui boi

ra rang thanh phan chat lwong nhan vién va
phuong ti¢n hitu hinh c6 y nghia quan trong
thir nhat (0,492) va thtr nhi (0,315) tao nén chét
luong dich vu cua chudi nha thudc; ké do l1a
thanh phan dong cam (0,152) va tin cdy (0,154).
Nhu vay, chét lugng dich vu chudi nha thube
chiu tdc dong cua cac nhan td theo thir tu giam
dan nhu sau:

Th nhit 13 chit luong nhin vién.
Diéu nay c6 thé giai thich 1a khi khach hang
dén nha thudc thi ho cha ¥ nhiéu nhat dén thai
dg, phong cach va cung cach phuc vu cua nhan
vién ban thudc. Ddi véi viée giao dich ¢ nha
thubc, su tuong tac gitta khach hang va nhan
vién nha thudc ludn ludn xay ra vi thube tai
Viét Nam chua phai 1a mat hang ty lya chon
nhu céc hang hoa tiéu dung khac bay ban trong
siéu thi. Trong thuc té, & cac chudi nha thude,
ngudi tiép xuc truc tiép véi khach hang chinh
12 nhan vién nha thudc. Néu nhan vién nha
thudc 6 ra lich sy, nhd nhan, co kién thuc dé
giai dap thic mic cua khach hang ciing nhu
phuc vu khach hang nhanh choéng thi khach
hang s& rat hai long vé nha thudc nay, va
nguoc lai. Didu nay cho thay cic nha kinh
doanh chudi nha thudc can phai dic biét chi ¥
nhiéu trong vin dé dao tao va huan luyén nhan
vién, khong nhimg vé kién thirc ma con vé k¥
ning trong giao tiép voi khach hang.

Model | Héso | Saiso | Hésodia | Gidtrit | Gid | Gidtri | Pa céng tuyén

chua chuin chuin tri | trung | Pgchip | VIF

chudn hod hod p sig | binh nhdn
B

Hang | -.374 273 -1.367 | .173
50
NV 492 075 | 442 6.602** | .000 | 3.5902 | .450 2.221
DC 152 059 | .155 2.569* | .011 | 3.2886 | .554 1.806
HH 315 068 | .233 4.623*% | .000 | 3.8628 | .794 1.260
C 154 075 |.119 2.040% | .043 | 3.6522 | .588 1.702
R? hiéu chinh = 0,585  Gid tri F=73,612** Murc y nghia cua F = 0.000
Biéndjclip  : NV, HH, DC,TC
Bién phu thugc : HL
Ghi chii: **Mikc y nghia thong ké p<0,001; *Mikc y nghia thong ké p<0,05
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Thir hai, phuong tién hitu hinh. Piéu
nay cho thay khi khach hang dén cac chudi
nha thudc ciing quan tim dén phan hitu hinh
ctia nha thudc. Khach hang ciia cc chudi nha
thudc da phan 13 nhing ngudi c6 thu nhap
trung binh tré 1én, va ho dén mua thudc thuong
bang phuong tién xe may, do do, ho rat quan
tam dén nhiing van d& nhu 14 chd dé xe, khong
gian nha thudc, su trung bay thudc, trang phuc
ctia nhan vién. Néu nhitng nha thudc nao dap
g t6t nhitng vin d¢ nay thi ho s& cam thay
hai Iong vé nha thudc d6 hon.

Thar ba, ddng cam. Pay ciing 1a yéu t6
quan trong anh hudéng dén chat luong dich vu
cia chudi nha thudc. Khi dén nha thudc,
khach hang ciing quan tim dén xuit x cua
thudc, gia ca cua thude, viéc st dung thudc
nhu thé ndo cho dung khong gay hai, viéc tinh
tién thudc rd rang. Két qua nay c6 thé 1y giai 1a
khach hang trong mau khao sat hién tai chua c6
kién thirc nhiéu vé thudc, viéc giai quyét cac
véan dé phat sinh sau khi mua ciing thuong rét it
xay ra vi thudc ciing khong phai 1a loai hang
hoa dit tién, do d6 ho it chu y dén van dé nay.

Cudi cung 1a tin cdy. Thanh phan nay ciing c6
anh huong dén chét luong dich vu cua chudi
nha thuéc nhung mtc do yéu hon. Thudc la
mdt mat hang ddc biét, khach hang khong phai
13 nguoi am hiéu nhiéu vé vin d& nay. Tuy

nhién, ho ciing rat quan tim dén viéc cac nha
thudc phai ban ding thubc theo toa , chat
luong thude phai dam bao, va giai quyét chan
thanh nhitng yéu cau cua ho. Néu nha thudc
nao dap ung dugc cac van dé nay thi sé ting
duogc su hai long noi khach hang.

3.7. Phan tich mic do danh gia cua
khach hang vé cac thanh phin

Théng ké mé ta tri trung binh duoc sir
dung dé danh gia muc do cam nhan cua
khach hang vé cac thanh phan nay. Trong thang
do Likert 5 diém, c6 thé qui uéc: Mean dudi 3:
Mirc kém, Mean tir 3 dén dudi 3.5: Mirc trung
binh, Mean tir 3.5 dén dudi 4: Mtrc kha, Mean
tir 4 tr& 1én: Mirc tot.

Theo két qua khao sat (bang 5), cac
thanh phan chat luong dich vu cua cac chudi
nha thudc dugc khach hang danh gia ¢ muec
trung binh dén kha. Cac thanh phan dugc dénh
gia kha 1an luot 13 hitu hinh (mean=3,86), tin
cdy (mean=3,65), va chit luong nhan vién
(mean=3,59), thanh phan ddéng cam duoc cho
diém thap nhat (mean=3,29). Thanh phan chat
lwong nhan vién 13 thanh phan tic dong manh
nhét, nhung chi xép thir ba vé mat danh gia
(mean = 3,59) cua khach hang ddi v&i chat
luong dich vu chudi nha thude.

Bang 5. Thong ké mé td vé danh gid ciia khdch hang doi véi cdc thanh phan

Thanh phin Mean Po léch chuin S6 lwong khao sat
Pong cam 3.2886 .81904 207
Chat lugng nhan vién | 3.5902 71990 207
Tin cay 3.6522 .62301 207
Phuong tién hitru hinh | 3.8628 .59392 207
Hai long khach hang | 3.6699 .80250 207

Bang 6 cho thay 4 bién quan sat DU,
DU1, DU7, DU12 dugc khach hang danh gia
kha: khach hang danh gia cao vé viéc nhan vién
chudi nha thubc phuc vu khich hang nhanh
chong, tiép xtc voi khach hang nha nhan, lich
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su, sdn 10ng gitip d& khach hang va co du kién
thirc dé tra 16i thac mic cta khach hang. Tuy
nhién, 2 bién DBY9, DBS8 thi khach hang lai
danh gia trung binh: cung cach phuc vu cua
nhan vién chua that sy tao dugc sy tin tudng
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cao noi khach hang, khach hang cam thay nhan
vién chwa danh thoi gian dé quan tdm dén ho,
chua xem ho 1a Thuong dé, cac nha kinh doanh

chuoi nha thuoc nén dac biét chu y 2 yéu to nay
dé cai thi¢n chat luong nhan vién.

Bang 6. Thong ké mé td gid tri trung binh thanh phan chdt lwong nhén vién

Quan sat N Trung binh Pj léch chuén Minimum
maximum

DU6 207 3.77 815 2 5
DUI11 207 3.77 819 1 5
DU7 207 3.61 907 1 5
DB12 207 3.54 912 1 5
DB9 207 3.48 835 1 5
DUS8 207 3.37 976 1 5

Piéu dang mimng cho cac nha kinh doanh 1a
khach hang danh gia kha cao thanh phan
phuong tién hiru hinh (mean=3,86). Diéu nay
duoc giai thich 13 do cac chudi nha thude dugc
thanh 1ap va quan ly bdi cac cong ty. Ho co tai
chinh manh nén tip trung vao co so ha ting
khang trang, sach sé&, tao 4n tugng hon so voi
nhitng nha thudc truyén thdng. Trong bang 7, 5

bién quan sat cta thanh phan phuong tién hiru
hinh déu duoc danh gia & mic kha: khong gian
nha thudc, chd dé xe, cach bd tri thudc trén
quay ké va trang phuc ctia nhan vién nha thudc.
Bién quan sat HH17 duoc danh gia cao nhat
(mean=4.00) cho thay khach hang c6 cam nhén
t6t v& khong gian cta cac chudi nha thude.

Bang 7. Thong ké mé td gid tri trung binh thanh phan phirong tién hitu hinh

Quan sat N Trung binh D) léch chuén Minimum maximum
HH17 207 4.00 797 2 5
HH21 207 3.93 794 1 5
HHI19 207 3.87 746 2 5
HH20 207 3.83 .853 1 5
HH18 207 3.69 1.015 1 5

Thanh phan déng cam tac dong manh thir ba dén su hai 1ong khach hang. Bang 8 cho thay
khach hang danh gia thanh phan nay thip nhat voi mirc danh gia chi & mirc trung binh (mean=3,28).

Bang 8. Thong ké mé ta gid tri trung binh thanh phan Pong cam

Quan sat N Trung binh Do léch chuin Minimum maximum
DB10 207 3.63 1.106 1 5
DC14 207 3.40 .891 1 5
DCl16 207 3.10 1.059 1 5
DC15 207 3.02 937 1 5
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Xét cy thé hon, chi c6 DB10 néi vé viéc nha
thubc luon ghi gidy tinh tién rd rang 1a ¢ muc
kha (mean=3,63), ba bién con lai chi & mirc
trung binh (mean tir 3,02 dén 3,4), d6 1a nhan

Bang 9. Thong ké mé ta tri trung binh thanh phan

vién tan tim hudéng dan khich hang st dung
thubc ding cach (DC14), luén hoi k¥ cac tac
nhan di ung cua khach hang (DC16) va luon
noi 16 xuat xur gia ca ting loai thuée (DC15).

tin c@y

Quan sat N Trung binh Pj léch chuén Minimum maximum
TC1 207 3.93 750 2 5
TC3 207 3.83 816 1 5
TC2 207 3.57 .861 1 5
TC4 207 3.28 .810 1 5

Thanh phan tin cdy tic dong it nhat dén
su hai long khach hang nhung dugc khach
hang danh gia & mirc kha (mean=3,65). Bang 9
cho thidy 3 bién TC1, TC2, TC3 déu duoc
khach hang danh gia kha: cac chudi nha thudc
thé hién duogc viée ludn cung cép thube dat
chat lugng, quan tdm trong viéc giai quyét cac
van dé cua khach hang, luon ban dang thube
ma khach hang can ngay lan dau tién. Chi c6
duy nhit bién TC4 1a bi danh gia trung binh:

Mot 14, chat luong nhan vién chudi nha
thuéc. Theo két qua nghién ctru, chat luong
dich vu cua chudi nha thudc dén tur su tuong
tac gitra nhan vién nha thubc v6i khach hang
1a quan trong nhat, va khach hang cam nhan vé
cung cach phuc vu ctia nhan vién cling nhu su
quan tAm danh thoi gian cho khach hang van &
mirc trung binh. Do d6, cac nha quan tri can
phai cht trong nhic nhd nhan vién minh phai
luén ludn quan tdm dén khach hang, khong
cau git v6i khach hang, khong vi chuyén riéng
tur ma to ra xao lang gay kho chiu cho khach
hang khi vao nha thudc minh. Can phai huan
luyén nang cao kién thirc y t& cho nhéan vién dé
dap tmg nhitng yéu cu vé tu van bénh va viéc
ding thudc cho khach hang, nhan vién co kién
thirc thi ho s& tu tin hon khi tiép xuc khach
hang, dan dén hanh vi nhan vién tao dugc sy tin
tuong noi khach hang.

Hai 14, phuong tién hitu hinh dugc khach
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khach hang chua dénh gia cao vé viéc thuc
hién 161 htra cta cac chudi nha thube, cac chudi
nha thudc chi don thuan ban nhiing thubc ma
nha thuéc minh c6 ma rat it dua ra nhitng cam
két véi khach hang.

4. NHUNG KIEN NGHI CHO
DOANH NGHIEP VA KET LUAN

4.1. Nhimg kién nghi cho cic doanh
nghiép
hang danh gid & muc d6 kha va day ciing la
thanh phan tic dong manh tht hai dén sy hai
long khach hang. Cac nha quan trj can cha ¥
duy tri tdt co s& vat chét cia chudi nha thude,
nhéc nhé nhan vién thuong xuyén v¢ sinh sach
s& nha thudc, tao khong gian rong rdi thoang
mat, chii y dén viéc sip xép bd tri thudc sao
cho cam thiy c6 rat nhiéu thudc trén cac quay
ké nhung van dam bao trat tu dep mit. B tri
nhan vién gitt va sip xép xe cua khach dé
khach hang cam thiy thudn tién nhét khi vao
nha thubc. Thudng xuyén nhic nhé nhan vién
phai an mic tuom tat, luon deo bang tén khi &
nha thudc theo nhu qui dinh ctia Bo Y té.

Ba 13, tinh déng cam ctia nha thubc d6i
v6i khach hang. Thanh phan nay theo nghién
ctru cling c6 anh hudng y nghia dén chat luong
dich vu cta chudi nha thudc. Cac nha quan tri
can cai thién cac van dé la: nhic nhé nhan vién
phai t6 ra tdn tAm trong viéc huéng dan su
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dung thudc cho khach hang, phai hoi ky nhiing
triéu ching bénh cling nhu tac nhan di ng
trude khi ban thudc, khong nén ctr bénh nhan
dén mua thudc gi 1a ban ngay thudc d6 nhu
nhiéu nha thudc van thuong hay lam. Néu co
thé, nén bd tri thuong xuyén mot dugc si hay
béc si tu van tai nha thudc thi s& tao cho khach
hang cam thay an tdm hon khi dén chudi nha
thudc. Nhac nho nhan vién, khi khach hang dén
mua thudc nén ndi 16 cho khach hang vé xuit
XU, gia ca cua ting loai thudc dé khach hang
chon lya vi hién nay trén thi trudong mot ching
loai thudc c6 rat nhiéu nhin hiéu. Ngoai ra,
nha thudc nén duy tri viéc cung cip gidy tinh
tién thudc dé khach hang co thé kiém tra va
an tdm hon trong viéc thanh toan cua ho.

Bén 14, tinh tin cdy ctia chudi nha
thudc. Mic du két qua cho thiy thanh phan nay
tac dong it dén chét luong dich vu cta chudi
nha thudc, nhung khong vi thé ma lo 1a. Céac
nha quan tri can cai thién viéc thuc hién cac
cam két voi khach hang, nhic nhd nhan vién
ghi nhan lai nhitng cam két cia minh véi khach
hang va cha y thyc hién ding nhiing cam két
d0, hodc c6 phan hdi rd rang véi khach hang,
nham tao dugc su tin cdy noi khach hang.
Ngoai ra, cac chudi nha thudc ciing can duy tri
viéc cung cdp thudc dat chat lugng thong qua
viéc nhic nho nhén vién thuong xuyén theo doi
va cap nhat han ding cua thudc, nim bat dugc
nhirng thong tin ctia SO Y té, Bo Y té vé nhimng
thudc khong dat chat lwong dé kip thoi loai bd
khoi nha thude, nhic nhé nhan vién khi ban
thudc cho khach hang phai dam bao ban dung
va du thudc, yéu cau nhan vién phai nhan phan
hoi tir phia khach hang véi thai d6 chan thanh,
luén lang nghe ¥ kién cua khach hang, quan

tAm xem xét giai quyét cho khach hang mot
cach hop tinh va hop ly.

4.2. Kétluan

Nghién ctru ndy da xac dinh dugc céac
nhan t6 c6 anh hudng quan trong dén chat
lugng dich vu cta chudi nha thuéc nhu sau:
chit lugng nhén vién c6 tdc dong manh nhat,
phuong tién hitu hinh tadc dong manh thir hai,
ba 1a d6ng cam va cudi cung 14 tin cay.

Dua trén két qua nghién ctru thong ké vé
tri trung binh, nghién ctru da cho thdy cam nhan
ctia khach hang vé timg yéu té ciia cic thanh
phan chat lugng dich vu. T d6, dé xuat mot
s6 v kién cho cac doanh nghiép kinh doanh
chudi nha thudc, nhim cai thién va nang cao
chat luong dich vu chudi nha thudc dé tbi da
hoéa sy hai long noi khach hang. Viéc khach
hang hai long s& dan dén kha ning quay tré
ctiia khach hang 1a rat 16n va dé ciing 1a myc
dich chinh sau cing ciia cac nha kinh doanh dé
gitp doanh nghi€p cé loi nhuan, giam chi phi va
phat trién. Cudi cing, nghién ctru di gép phan
bd sung thém mot nghién ctu thyc nghiém vé
chit lugng dich vu ciia khach hang trong bdi
canh nha thudc.

Nghién ctru dd c6 nhitng dong gop nhat
dinh trong viéc tim hiéu cac yéu t6 tic dong dén
chit lugng dich vu chudi nha thudc. Tuy
nhién, nghién ctu cling c6 mat s6 han ché: chi
diéu tra khach hang cua ba chudi nha thudc
trén dia ban thanh phd HO Chi Minh nén tinh
tong quat hoa chua cao; nghién ciru st dung
phuong phap 14y mau thuan tién nén tinh dai
dién ciia mau chua cao. Cac nghién ctru tuong
lai c6 thé ting quy m6 mau, md rong pham vi
khdo sat trong ca nudc.
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