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TOM TAT

Bt vin dé: Trong boi canh nhu cau cham séc suc khoe ban dau gia tang, nha thuoc khéng nhirng giir
vai tro cung ung ma con cung cap cdc dich vu dige truec tiép, gop phan ndng cao hiéu quad diéu tri va
sir dung thuoc an toan, hop Iy. Vi vay, viéc danh gia sw hai long chat lwong dich vu dirge ((HL)) tai
nha thuée la can thiét. Muc tiéu: Panh gia su hai long chdt lwong dich vu dirgc tai nha thuéc Hong
Bang nam 2026. Phuong phdp: Nghién ciru mo ta cdt ngang, dira trén phong van khdch hang bang
thang do SERVQUAL 5 nhan té: phwong tién hitu hinh (PT), mirc d¢ tin cdy (TC), kha nang dap ing
PU), sy dam bdo (PB) va su dong cam DO). Két qua: Khao sdt 200 khdch hang véi tuéi trung binh
28.08 + 11.95, 1y 1é nit cao hon nam 1.5 lan, phan Iém ¢6 trinh 6 dai hoc (66.5%), mike hai long chung
dat 3.93 + 0.96 diém; “PB” la yéu té c6 diém trung binh cao nhdt (4.03 + 0.64 diém). Ba nhén t6 anh
hieong dén sie hai long gom “PC”, “PU” va “PT”, gidi thich dwgc 67.8% sw bién thién ciia (HL) " (R2
hiéu chinh = 0.678, p < 0.050). Két lugn: Mirc do hai long chung cua khach hang tai Nha thuéc Hong
Bang twong doi cao, ghi nhdn 3 yeu 16 lién quan dén (HL) la PC, PT va PU. Nha thubc can wu tién cdc
bién phdp cdi thién yéu t6 PC, dong thoi tang cuwong PT va PU dé ning cao chdt lwong dich vu va su
hai long cua khach hang.

Tir khéa: sy hai long ciia khach hang, chdt heong dich vu dwoc, nha thuéc Hong Bang

SATISFACTION WITH PHARMACEUTICAL SERVICE
QUALITY AT HONG BANG PHARMACY IN 2026

Ma Thi Bao Ngoc, Nguyen Pham Quynh Chi, Tran Ngoc Truong Giang, Pham Ngoc Dung

ABSTRACT

Background: Pharmacies increasingly provide direct pharmaceutical services, supporting effective treatment
and safe, rational drug use. Evaluating customer satisfaction with service quality is therefore essential.
Objectives: To evaluate customer satisfaction with pharmaceutical service quality at Hong Bang Pharmacy in
2026. Material and methods: A cross-sectional descriptive study was conducted using the SERVQUAL scale
with five dimensions.: tangibles (PT), reliability (TC), responsiveness (PU), assurance (PB) and empathy (PC).
Data were collected through structured interviews with customers. Results: Respondents had a mean age of
28.08 £ 11.95 years, females outnumbered males 1.5:1, and 66.5% held a university degree. Overall satisfaction
averaged 3.93 + 0.96, with assurance scoring highest (4.03 £ 0.64). “DPC”, “PU” and “PT” significantly
influenced satisfaction, explaining 67.8% of variance (adjusted R?> = 0.678, p < 0.05). Conclusion: Customer
satisfaction at Hong Bang Pharmacy was relatively high, primarily driven by empathy, tangibles, and
responsiveness. Enhancing these factors should be prioritized to improve service quality.
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trd cung tng thudc ma con 1a noi cung cip céac dich vu duoc tryc tiép, gop phan ning cao hiéu qua
diéu tri va str dung hop 1y, an toan. Hién nay, nha thudc cong dong dugc xem 1a mot trong nhimng
diém tiép can thuan tién nhat ciia ngudi dan voi hé théng y té, noi dugc si tham gia tw van sir dung
thude, ho tro tuan tha diéu tri va tdng cuong an toan nguoi bénh [1]. Déng thoi, sy md rong nhanh
chong cua thi truong dugc pham trén toan cau va o khu vuc, da lam gia ting tinh canh tranh giita cac
co s& ban 1 thude, dic biét trude su phat trién cta cac chudi nha thube hién dai va yéu cau ddi moi
mo hinh hoat ddng ctia nha thudc truyén théng. Vi vay, chat luong dich vu duoc tro thanh yéu té then
chét, khong chi phan anh murc d6 dap Gmg nhu cau va ky vong cua khach hang ma con anh huong
truc tlep dén nang lyc canh tranh, uy tin va sy phat trién bén viing ctia nha thuoc Tai Viét Nam, voi
hé théng nha thude c6 mat do cao udc tinh cao gap 4 1an mirc trung binh toan ciu, gdm nha thude va
quay thudc va su gia ting nhanh chong cua cac chudi nha thudc hién dai 1am gia ting mtc do canh
tranh trong thi truong ban 1é duoc pham [2], cac nha thudc ngay cang chu trong nang cao chit luong
dich vu nham tao dyng niém tin, dap tmg nhu cau va hinh thanh su hai 1ong cta khach hang [3].

Chat luong dich vy dugc hiéu 1a mic d6 ma cac dich vu do nha thudce cung cip dap ung nhu cau,
mong doi va lgi ich chdm soc sirc khoe cua nguoi sir dung thong qua cdc thanh phan bao gom kha
nang cung tng thudc, tu van sir dung thudc, thai do giao tlep, mdi truong nha thude va tinh san ¢6
ctia dugc si. Trong thuc hanh nha thudc cong dong, cac yéu t6 nay duoc xem 1a nhimg ciu phan cbt
161 quyét dinh cdm nhan cua khéach hang vé chat luong dich vu [4]. O gdc do cdm nhan cua nguodi st
dung, su hai 10ng thudng duoc xem 1a két qua phan anh mirc d6 phu hop gitra chat lwong dich vu ma
khach hang thyc sy nhan duoc voi nhu cau hodc ky vong trudc do, do d6, khi dich vu duoc dap tng
t6t cac mong doi cia nguoi sir dung thi mirc d6 hai long c¢6 xu hudng cao hon [5]. Do do, sy hai long
ctia khach hang khong chi phan anh murc 6 dap ung cua dich vu dugce ddi v6i nhu cau va ky vong
cua nguoi st dung ma con la can cu thyc tlen quan trong dé nha thudc danh gia hiéu qua cung ung
dich vu va dinh hudng cic hoat dong cai tién chat luong [6]. Nhiéu cong cu dugc str dung trong cac
nghién ctru nham danh gia sy hai long dbi véi chat lwong dich vu bao gdm bang hoi tu xay dung,
thang do muc d6 hai 1ong tong quat, SERVPERF va SERVQUAL, trong d6, thang do SERVQUAL
1a mot trong nhiing thang do dugc st dung pho bién nho kha ning danh gia ddng thoi ndm thanh phan
cdt 151 ctia chat lwong dich vu gdm phuong tién hitu hinh, d6 tin cay, kha nang dap ung, nang luc bao
dam va su dong cam, qua d6 gitp phan anh tuong dbi toan dién trai nghiém cta khach hang khi st
dung dich vy tai nha thude [7 - 9].

D3 c6 nhiéu nghién ctru trén thé gidi va tai Viét Nam trong nhiing nam gan day vé danh gia sy hai
long ciia khach hang d6i vai chét luong dich vu tai nha thudce. Nghién ctru tai nha thude cong dong o
Ethiopia cua Yohanes Ayele va cong sy (2020) ghi nhan muac d6 hai long chung dat 46.19%, dong
thoti chi ra rang sy san ¢6 cua thudc va ki nang tu van cta dugce si 14 nhitng nhan td lién quan mat
thiét dén két qua nay [10]. Tai Qatar, Manal Al Zaidan va cong su (2022) str dung thang do Likert dé

udc tinh mirc d hai long trung binh dat 3.24 + 0.629, trong d6 thoi gian cho doi 1a yéu t6 ¢6 anh
huong dang ké [1 1]. Tai Viét Nam, nghién ctru cua P4 Xuan Thing va cong sy (2021) tai Ha Noi
cho thay cac nhan t6 chat lwong dich vu dugc giai thich khoang 41.5% su bién thién cua sy hai long,
dic biét nhan manh vai tro cua nang lyc phyc vu va sy ddng cam cta nhan vién y té [12]. Tuong tu,
tai bénh vién Phuong Chau - Dong Thap, Truong Phi Duong va cong su (2024) ghi nhan ti 1¢ hai
1ong & mirc cao (63.3%), véi cac yéu té nhu co s vat chat va quy trinh cdp phat thudc dong vai tro
quan trong trong viéc dap tng ky vong cua khach hang [13].

Phan 16n cac nghién ctru hién nay chi yéu tap trung tai nha thudc cong dong, nha thude bénh vién hodc
cac chudi nha thude 16m, trong khi cac nghién ctru danh gia chét luong dich vu duoc tai nha thudc truc
thudc co sé dao tao, dac biét 1a nhitng don vi méi thanh 1ap van chua dugc danh gia dﬁy da. bay la mo
hinh dac thu, vira ddm nhan vai tro cung cép dich vu dugc cho cong déng, vira ho trg dao tao thuc hanh
cho sinh vién. Nha thudc Héng Bang, tryc thugc Khoa Duogc - Truong Dai hoc Quéc té Héng Bang, 1a
mot nha thude méi thanh 1p vao ndm 2025 va mang tinh dic thu cia mé hinh nha thude gin véi dao
tao, tuy nhién van chua c6 nghién ciru nao danh gia su hai long ctia khach hang di voi chét luong dich
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vu duoc tai nha thude nay, do do pghién ctru nay duoc thuc hién V(’)fj nhﬁ:ng muc tiéu sau:
(1) Xac dinh muc do hai long chat lvong dich vu dugc tai nha thuoc Hong Bang nam 2026.

(2) Tim hiéu céac yéu t6 lién quan dén su hai long chat lugng dich vu dugc tai nha thuéc Hong Bang
nam 2026.

2. POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1. P6i twong nghién ciru

Poi tuwgng nghién ciru: Sy hai long chét luong dich vu duogc va cac yéu td lién quan dén su hai long
ctia khach hang ddi v6i nha thuéc Hong Bang nam 2026.

Poi twong khio sat: Khach hang dén mua thudc tai nha thudc Hong Bang tir thang 01/2026 dén
thang 3/2026.

2.2. Phuong phap nghién ctru

Thiét ké nghién ciru: Mo ta cit ngang dir liéu phong van khach hang dén mua thudc tai nha thude
Hong Bang trong khoang thoi gian tir thang 01/2026 dén thang 3/2026. Viéc thu thap duoc thuc hién
theo hai hinh thirc: Phong van tryc tiép bang phiéu khao sat gidy hodc khao sat tryc tuyén qua
Microsoft Forms, véi ndi dung cau hoi, trinh ty va ti€u chi ghi nhan dir liéu twong ty nhau.

MAu nghién ctru

C& mau: Nham dam bao do tin cay va tinh 6n dinh cho phan tich nhan t6 kham pha (EFA), nghién
ctru xac dinh quy md mau 1a 200 quan sat. C& miu nay dap tng tiéu chuan tbi thiéu theo Gorsuch
(1983) [14].

Tiéu chuan chon miu: Miu nghién ctru dya trén cic tiéu chi trinh bay & Bang 1.

Bing 1. Tiéu chuin chon mau
Tiéu chi lya chon Tiéu chi loai trur

Khach hang tir 18 tudi tro 1én Phiéu phong van khong dién day du thong tin

Khach hang biét doc hiéu tiéng Viét

Khéch hang dong ¥ tham gia nghién ctru

Phuwong phap 1dy miu: Ly toan b mau thoa tiéu chi chon mau, khong vi pham tiéu chi loai trir
trong thoi gian nghién ctru.

Bién s6 nghién ciru: Nghién ctru tién hanh thu thap cac thong tin ddc diém khach hang, sy hai long
chat luong dich vu duoc tur dir li¢u phi€éu khao sat hoac Microsoft Form cua khach hang dén mua
thuoc, bién so nghién ctru cu thé dugc trinh bay ¢ Bang 2.

Béng 2. B1en s6 nghién ciru
Bién s \ Cic gia tri ciia bién \ Cich thong ké
Dic diém khach hang
Dinh tinh Gi6i tinh, trinh d6 hoc van, tinh trang hon nhan, nghé nghiép, Tan s, ti 1& %
muc dich dén nha thudc, cac san pham da tung mua tai nha thudc,
thong tin lya chon tham khao khi mua thudc, murc chi tiéu trung
binh mdi thang, tin suat dén nha thudc/thang, tinh trang bénh
man tinh (ting huyét ap, dai thao dudng, rdi loan lipid huyét, hen
phé quan,...)
Dinh luong | Tubi GTTB + PLC
Céc nhan t6 chat lugng dich vu duoc (SERVQUAL)
Dinh luong | Phuong tién hitu hinh (5 bién), muc d6 tin cay (5 bién), khanang | GTTB = DLC
dap mg (6 bién), su dong cam (4 bién), sy dam bao (4 bién)
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Biénsd | Cic gia tri ciia bién | Cach théng ké
Su hai long chat lugng dich vu dugc
Pinh luong | Sw hai long chét luong dich vu duoc (3 bién) | GTTB+DLC

Phan tich cac yéu t6 lién quan

Pinh tinh Gi6i tinh, trinh dd hoc vén, tinh trang hon nhan, nghé nghiép, muc | T-test, One-way

dich dén nha thudc, cac san phim da timg mua tai nha thudc, thong Anova

tin lua chon tham khao khi mua thudc, muc chi tiéu trung binh mdi

thang, tan suat dén nha thudc/thang, tinh trang bénh man tinh (ting

huyét ap, dai thao dudng, rdi loan lipid huyét, hen phé quan,...)
Dinh luong | Tubi Pearson

GTTB - Gid tri trung binh, PLC - D léch chudn, KTC - Khodng tin cdy

Phwong phap thong ké va xir 1y so liéu

Dé tai lya chon thang do 5 thanh phan SERVQUAL dua trén nghién ctru lién quan da thyc hién, phu
hop voi dia diém va dbi tuong khao sat [15, 16]. Sau d6 tién hanh dich ndi dung cua thang do gdc
tiéng Anh sang tiéng Viét va tong hop, bang cau hoi gom 19 bién chat lwong dich vu duoc va 3 bién
hai 1ong. Thir nghiém bang cau hoi so bd trén 10 khach hang nham kiém tra murc do 16 rang cia ting
ciu hoi véi myc dich sira d6i vé ndi dung va hinh thire dé pht hop véi bdi canh thyc té tai nha thude.
Sau khi hiéu chinh, bang cau hoi chinh thirc dugc xdy dung véi 24 bién chat luong dich vu va 3 bién
hai 1ong sau d6 tién hanh khao sat chinh thic.

Dit liéu dugc xtr Iy va thdng ké bang phan mém Microsoft Excel 2019 va phan mém IBM SPSS
Statistics 27. S6 liéu sau khi thu thap dugc kiém dinh d6 tin cdy thang do qua hé s6 Cronbach’s alpha
(v6i hé s6 Cronbach’s alpha > 0.7 va hé s6 tuong quan bién - tong > 0.3), phan tich nhéan t6 kham pha
EFA (KMO = 0.5, kiém dinh Bartlett c6 y nghia thong ké véi p < 0.05, gia tri Eigen > 1 véi hé 0 tai
nhan t6 > 0.5) va diém cua 5 nhan t6 SERVQUAL duoc tinh toan dya trén gié trj trung binh thong
qua céc bién quan sat thanh phan. Phén tich trong quan hdi quy duogc thuc hién dé danh gia muc do
tac dong cua timg nhan t6 dén sy hai long ctia khach hang vai d6 tin cay 95% (p < 0.05), két qua duoc
trinh bay dudi dang hinh va bang.

Phén tich hdi quy tuyén tinh da bién duoc sir dung dé danh gia mutrc do anh huong cia cac yéu t6 chit
luong dich vu duge dén su hai long chét luong dich vu duoc (HL) véi bién phu thudc 1a sy hai long
va cac bién doc 1ap gdm mirc do tin cdy (TC), kha ning dap tng (PU), sy dong cam (PC), su dam
bao (PB) va phuong tién hitu hinh (PT). M6 hinh c6 dang:

AL = B, + B;PU + B,TC + B3DC + B,PB + BsPT
Nhan t6 nao c6 gia tri B cang 16n thi cang anh huéng manh t6i bién phuy thudc.

2.3. Pao dirc nghién ciru . )
Nghién ctru duge phé duyét boi Hoi dong dao dire trong nghién ctru y sinh hoc Truong Dai hoc Quéc
teé Hong Bang theo s6 01/PCT-HDDD-DT ngay 20/01/2026.

3. KET QUA

3.1. Xac dinh mirc d6 hai long chit lrong dich vu dwore tai nha thudéc Hong Bang nam 2026
Pic diém khach hang: Khao sat mau nghién ctiru gdm 200 khach hang dén mua thudc tai nha thude
Hoéng Bang Thanh phé H6 Chi Minh, nghién ctru ghi nhan két qua dic diém khach hang dugc trinh
bay trong Bang 3.

Bing 3. Pic diém khach hang

Bién s& Tan s6/GTTB | Ti 1§ %/KTC
(PLC) 95%
Gioi tinh
Nam 79 39.5
Nir 121 60.5
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Bién sé Tan s6/GTTB | Ti 1§ %/KTC
BLO) 95%

Trinh d6 hoc vin
Chua tot nghiép THPT 12 6.0
Tt nghiép THPT 17 8.5
Cao ding/Trung cap 30 15.0
Pai hoc 133 66.5
Sau dai hoc 8 4.0
Tinh trang hon nhin
Doc than 140 70.0
Di két hon 55 27.5
ba ly hon 5 2.5
Nghé nghiép
Nguoi lao dong dugc tra lvong 70 35.0
Hoc sinh/Sinh vién 99 49.5
Kinh doanh ty do 18 9.0
Nghi huu 8 4.0
Noi trg 5 2.5
Muc dich dén nha thudc
Mua thudc 163 81.5
Mua sén pham siic khoe khac (thuc phdm chirc ning, my pham, ...) 79 39.5
Can tu van vé thudc/cach sir dung thude 28 14.0
Can tu van vé stic khoe 17 8.5
Khac 7 3.5
Cac san pham da tirng mua tai nha thuoc
Thudc ké don (thudc khang sinh, thudc diéu trj ting huyét ap.,...) 87 43.7
Thudc khong ké don (Paracetamol, siro ho,...) 154 77.4
Thyc pham chirc ning va vitamin (vitamin C, canxi, ...) 74 37.2
Vattuy té (khéu trang, bong/gac, coOn, nhiét ké,...) 69 347
Céc san pham chim soc sirc khoe khac (nudc mudi, my pham,...) 30 15.1
Théng tin lwa chon tham khio khi mua thudc
Tu van tir Dugc si tai nha thude 151 75.5
Tu van ciia bac si 103 51.0
Tu tim hiéu qua internet/truyén thong 36 18.0
Nghe theo 101 khuyén cia nguoi than, ban be 28 14.0
Dua theo kinh nghi€ém c4 nhan 26 13.0
Mikc chi tiéu trung binh méi thang
Dudi 500 ngan 137 68.5
500 ngan - 2 tri¢u 55 28.0
Tur 2 tri€u - 5 tri€u 7 3.5
Tan suit dén nha thudc/thing
1-21lan 167 83.5
3-41lan 31 15.5
Trén 4 lan 2 1.0
Tinh trang bénh man tinh (Ting huyét ap, dai thao dwong, roi loan lipid huyét, hen phé quian)
Co 27 13.5
Khong 173 86.5
Tudi 28.08 £ 11.95| 26.41 - 29.75

GTTB - Gid tri trung binh, PLC - B¢ léch chudn, KTC95% - Khoang tin cdy 95%
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Theo Bang 3, nghién ctru ghi nhan, phan 16n khach hang dén nha thudc 13 nit gisi (60.5%) véi do tudi
trung binh 28.08 + 11.95 tudi, chi1 yéu co trinh d dai hoc (66.5%) va doc than (70.0%), muc dich
khach hang dén nha thudc 13 dé mua thude (81. 5%) trong d6 phan 16n 12 mua cac thuc khong ké don
(77 4%) v6i ngudn théng tin tham khao chinh dén tir duoc si tai nha thude (75.5%). Bén canh do, da
s6 khach hang chi tiéu cho viéc mua thude du’0’1 500.000 ddéng/thang (68. 5%) v6i tan sudt dén nha
thudc tir 1 - 2 1an/thang (83.5%) va khong mac cac bénh man tinh nhMJ ta cit ngang dir liéu phong
van khach hang u ting huyét 4p, dai thiao duong, hen phé quan (86.5%).

Panh gia thang do bang hé so tin ciy Cronbach’s alpha: D6 tin ciy ciia thang do duoc danh gia
bang h¢ so Cronbach’s alpha, két qua dugc trinh bay trong Bang 4.

Bing 4. Tom tit két qua kiém dinh Cronbach’s alpha (n = 200)

Thanh phin S6 bién quan sat | P9 tin cdy Cronbach’s alpha
Phuong tién hiru hinh 5 0.915
Su hai long Muc do6 tin cay 5 0.895
chat lwgng Kha nang dép tng 6 0.880
dich vu dwoc Sy dong cam 4 0.915
Su dam bao 4 0.885

Theo Bang 4 cho théy, két qué cho thiy tat ca cac thang do déu dat yéu cau voi hé sO Cronbach’s
alpha dao dong tir 0.880 dén 0.915 (> 0.6). Bong thoi, cac bién quan sat déu co hé so tuong quan bien
- tong 16n hon 0.3, do d6 khong cé bién nao bi loai khéi mo hinh.

Phén tich nhan t6 kham pha (EFA): Phan tich nhan t6 kham pha EFA két qua cho thiy hé s6 KMO
=0.933 (> 0.5) va kiém dinh Bartlett’ s c0 y nghia thdng ké (p < 0.001). Tong phuong sai trich dat
74.24%, cac bién quan sat déu c6 hé sd tai nhan té > 0.5. Thang do xdy dung gom: Thang do chat
luong dich vu 4 thanh phan (24 blen) trong do cac blen thudc nhan t6 muc do tin cdy khong tach
riéng ma hoi tu cung vo6i cung mot s6 bién thudc nhan t6 kha ning dap tmg va nhan t6 sy dam bao
thanh mot nhéan t6 chung va thang do sy hai long 1 thanh phan véi 3 bién (véi hé s6 KMO = 0.736,
phuong sai trich dat 80.53%, cac hé s6 tai nhan t6 > 0.5). Tuy nhién, nham bao dam tinh nhat quan
v6i co so 1y thuyét SERVQUAL, cac phan tich tiép theo vin dugc trinh bay theo 5 thanh phan 1y
thuyét ctia thang do. Két qua phan tich nhan t6 kham pha (EFA) cua thang do su hai long chat luong
dich vu dugc dugc trinh bay tai Bang 5.

Bang 5. K&t qua phan tich nhan t6 kham phé (EFA) cta thang do su hai 1ong chat luong dich vu duoc

Bién quan sat th;n t©o

HL3 0.912

HL2 0.904

HLI 0.876

Gia tri Eigen 2.416
Phwong sai trich (%) 80.53%

HL - Sy hai long chat lwong dich vu dwoc

Po lwdng cac nhin té chat hrong dich vu dwoe: Nghién ctru khao sat sy hai long chat lugng dich
vu dugc tai nha thube dua trén thang do SERVQUAL cho théy diém trung binh céc nhan td dao dong
tir 3.68 + 0.90 dén 4.13 + 0.72. Trong d6, tiéu chi “Thudc dugc cung cip trong diéu kién tét (DB1)”
dat gia tri cao nhat (4.13 + 0.72), con tiéu chi “Thoi gian md ctra phit hgp (PU5)” ghi nhan mirc thap
nhat (3.68 + 0.90). Két qua chi tiét duoc trinh bay tai Bang 6.
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Béng 6. Két qua do ludong céc nhan t chat lugng dich vy

M3 bién | Tiéu chi GTTB + PLC
Thang do chit lwong dich vu
PT1 Duoc si co trang phuc chinh chu va phong cach phuc vu chuyén nghi¢p | 4.04 +0.77
PT2 Khong gian nha thudc sach s&, thoang mat 4.12+0.79
PT3 Nha thudc c6 khu vure riéng dé tu van cho khach hang 3.76 £0.85
PT4 Nha thude ¢6 trang thiét bi hién dai (méan hinh, may thanh toan, phanmém...) | 3.94 + 0.77
PT5 Céc san pham trung bay tai nha thudc duoc bd tri gon gang, nginnap | 4.06 + 0.74
TC1 Duoc si ban thudc c6 ngudn gdc xut xt rd rang, dam bao chat luong |  3.97 £ 0.71
TCo Thong tir} vé bang cap va hanh nghé cua duoc si tai nha thuéc duoc | 3.85 £ 0.79
cong kha}l r0 rang i q
TC3 Nha thude niém yét gid san pham cong khai, minh bach 4.11+0.73
TC4 Nha thuéc c6 day du phuong tiér} thépg tin Vé,thuéc (nhan thudc, to |  3.99 +0.75
hudng d@n su dung, bang thér}g tin tai nha thl,lf)C,. )
TC5 Nha thudc cung cap dung thude theo don thudc cua bac si 3.96 £0.73
pUl1 Duoec si tai nha thude giai dap tdt cac cau hoi, thic mic cta toi 3.97+0.75
PU2 | Duoc si cung cap du sd luong thude theo don thude ciia bac si 3.90+£0.75
PU3 Khi thuég toi muéq mua k}}Qng ¢d, Dugc si trao d6i, cung cap thong | 4.01 +£0.74
tin cho t01 trudc khlr thay doi th~u()c }(héc twong duong
Dugc si tai nha thuoéc huéng dan day du veé cach dung, tic dung phu | 4.07 +£0.75
bu4 va thoi diém dung thude ’ ‘
bUs5 Thoi gian mé cura ciia nha thuoc phu hop véi nhu cau cuia toi 3.68 £0.90
PU6 | Duoc siban hang nhanh chéng, t6i khong mat nhiéu thoi gian cho doi | 3.98 +0.72
e Duoc si tai.nhé thudc c6 hoi thim va quan tdm dén tinh trang sac | 3.89+0.79
khoe cua toi
bC2 Duogc sinoi chuyén lich sy, ton trong va chuyén nghiép 4.08+0.71
PC3 T6i thay minh duoc cu xir, dbi dai cong bang nhu cac khach hang khac 3.97+0.77
bC4 Duogc si lang nghe va cam thong cho cac van dé cua toi 3.89+0.76
DBI Thudc duge cung cip cho toi trong diéu kién tot (bao bi nguyén ven, | 4.13 £0.72
sach s¢€) ‘ ]
PB2 Dugc s giai thich o cho t61 v€ han stir dung va cach bao quan thudc 3.94+0.77
DB3 Trudce lghi giao thude, dugc si ludn ra soat lai thude dé dam bao diang | 4.05+0.78
va du so lugng ’ ‘
DB4 | Dugc si luén chuyén tdm lang nghe yéu cau cua toi 3.97+0.73
Thang do sw hai long chit lwong dich vu dwoc
HL1 | Téi hai long vé dich vu duge ciia nha thude 4.02+0.73
HL2 | Tbi s& tiép tuc mua thudc tai nha thudc ndy trong thoi gian téi 3.92+0.76
HL3 | Tbi s& gidi thiéu ban bé, ngudi than dén mua thudc tai nha thudc nay. | 3.87 +0.73

GTTB - Gia tri trung binh, BPLC - BQ léch chudn, PT - Phuong tién hitu hinh, TC - Murc do tin cdy,
DU - Kha nang dap ung, DC - Su dong cam, DB - Sy dam bao

Panh gia su hai long chit hrgng dich vu dwge va cic nhin t6 znh hwéng dén sy hai long chit
lwgng dich vu dwgce

Diém trung binh HL ctia mau nghién ciru co gia tri 3.93 + 0.69, trong d6, nhan té sy dam bao c6 gia
tri cao nhat (4.03 + 0.64), trong khi nhan té mérc do dap Gmg c6 gia tri trung binh thip nhat (3.94 +
0.61). Két qua duoc trinh bay tai Hinh 1.
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4,03+0,64

Diém trung binh

Hinh 1. Két qué, danh gia sy hai long chét lugng dich vu dugc va cac nhan td anh huodng
HL - Su hai long chat luwong dich vu duoc, PT - Phgm’ng tién hitu hinh, TC - Murc do tin cdy, DU -
Kha nang dap vng, DC - Su dong cam, DB - Sy dam bao

3.2. Tim hiéu cac yéu t6 lién quan dén sy hai 1ong chét lwong dich vu dwoc tai nha thuéc Hong
Bang nam 2026

Xac dinh yéu t6 lién quan dén su hai 1ong chit lwong dich vu dwoc: Nghién ciru tién hanh phan
tich méi lién hé gilra cac yéu tb lién quan va sy hai long chat lugng dich vu dugc ctua khach hang tai
Nha thudc Hong Bang, véi do tin cdy 95% ghi nhan két qua ctia cac yéu t6 lién quan c6 ¥ nghia thong
ké dugc trinh bay trong Bang 7.

Bang 7. Céc yéu t6 lién quan dén sy hai 1ong chat luong dich vu duoc

Bién s6 Phan nhém bién sb GTTB=DPLC | Giatrip

Ddc than (N = 140) 3.919 +0.688

Tinh trang hon nhan Pi két hon (N = 55) 4.036+0.672 | 0.033
Pa ly hon (N =5) 3.133 £ 0.606

Muc dich dén nha thubc Co(N=17) 44760466 | o 1

Khac* Khong (N = 193) 3.912+0.466 '

Cac san pham da tung mua thudc tai | ~,

o thuéf & A1 Co (N =154) 4.081+0.760 | o

Thudc khong ké don Khong (N = 46) 3.844 + 0.636

Céf: sénA’ pham d timg mua thudc tai C6 (N = 74) 3.898 + 0.731

nha thuoc

Thuc pham chtc ning va vitamin tai . 0.026

N * | Khong (N = 126) 3.995+0.672

nha thuoc

Thong tin lwa chon khi mua thude Co (N = 28) 3.667 = 0.748

I];Iihle)étheo 161 khuyén cua nguoi than, Khong (N = 172) 3.975 + 0.675 0.048

*mua vt tw y té (bdng keo, bong gon, gac, khdu trang, ...), nho hieéng dan sir dung may do huyét dp
hodc mua thuoc dum cho nguoi nha

Theo Béng 8, nghién ctru ghi nhan cac yéu t lién quan dén sy hai 1ong chét luong dich vu duge gom
tinh trang hon nhan, muc dich dén nha thude (khac*), cic san pham khach hang ting mua tai nha
thudc (thudc khong ké don, thyc pham chirc nang va vitamin) va thong tin lya chon khi mua thude
(nghe theo 161 khuyén ctia nguoi than, ban beé). Trong d6, nhoém khach hang da két hon c6 diém trung
binh hai long dat cao hon 4.036 £+ 0.672 so v&i nhom khéch hang doc than (3.919 + 0.688) va da ly
hén (3.133 + 0.606), da s khach hang dén nha thudc v6i muc dich khac* cao hon 4.476 + 0.466 so
v6i cac muc dich dén nha thude con lai (3.912 + 0.466), khach hang da timg mua thudc khong ké don
diém trung binh hai 10ng dat cao hon (4.081 + 0.760) so v6i nhom khong mua san pham nay, nguoc
lai, thuc pham chirc nang va vitamin c6 diém hai long trung binh thap hon (3.898 £ 0.731), nhém
khach hang Iya chon mua thudc theo ngudi than, ban bé ¢6 diém trung binh thip hon 3.667 + 0.748
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so v6i nhom khong lya chon ngudn tham khao nay (3.975 + 0.675).

X4y dung mé hinh hdi quy do lwong mirc d§ anh hwéng ciia cic nhéan té anh hwéng dén sy hai
long khach hang

Két qua kiém dinh phuong sai (ANOVA) cho thdy mé hinh hdi quy ¢ y nghia théng ké véi gid tri F
=84.962 va p < 0.001, cho thiy md hinh hdi quy tuyén tinh da bién phu hop véi dit liéu nghién ciru
va c6 thé st dung dé phan tich mbi quan h¢ gitra cac bién doc 1ap va su hai long cta khach hang.

Pé xac dinh muc do anh hudng cta cac yéu td dén sy hai 1ong ctia khach hang, nghién ctru tién hanh
phan tich hoi quy tuyén tinh da bién voi bién phu thudc 1a sy hai long chét luong dich vu dugc va cac
bién doc 1ap gom: phuong tién hitu hinh (PT), murc d9 tin cay (TC), kha nang dap tng (PU), sy dong
cam (PC) va sy dam bao (PB). Két qua duoc trinh bay trong Béang 8.

Bang 8. Cac thong s ciia mé hinh hoi quy
Hg so

Bién phu Hing SA(A,) / chwa chuin ~ Hé:S6 . Gia Phin tichida cong
n Bién doc . da chuan hoa T . tuyén
thudc I4p : hoa trip
‘ B SE Bk Tolerance | VIF
Sy hai | Hang s6 0.260 | 0.198 1.314 | 0.191
long chat | PT 0.221 | 0.062 0.217 3.585 | 0.000 | 0.442 2.263
lugng | TC -0.131 | 0.082 -0.118 -1.607 | 0.110 [ 0.300 3.337
dichvu |PU 0.257 | 0.104 0.226 2469 | 0.014 | 0.192 5.201
dugc | PC 0.493 | 0.087 0.483 5.687 | 0.000 | 0.225 4.454
PB 0.087 | 0.100 0.081 0.872 | 0.384 | 0.188 5.331

PT - Phuong tién hitu hinh, TC - Mitc dé tin cdy, PU - Khd nang ddp iimg, DC - Si dong cam, PB -
Sw dam bao

Theo Bang 9, nghién ctru ghi nhan cac nhan té ¢6 lién quan gém sy dong cam, kha ning dap tng va
phuong tién hiru hinh ¢ twong quan thudn v6i su hai 1ong chét lugng dich vu duge (Bx > 0) va c6 ¥
nghia théng ké (p < 0. 05). Két qua cho thay sy dong cam 13 yéu t6 anh huéng manh nhét (B = 0.483)
dén sy hai long, ke tiép 1a kha niang dap tng (p = 0. 226) va phuong tién hitu hinh (B = 0.217). M6
hinh hoi quy tuyén tinh da bién giai thich dugc sy bién thién 67.8% (R2=0. 678) cua bién phuy thudc.
Vi h¢ s6 VIF dao dong tir 2.263 - 5.331, m6 hinh ¢6 hién twgng da cong tuyen nhe (VIF > 5) nhung
tat ca cac hé s6 VIF déu nam trong ngudng cho phép (VIF < 10) va yéu t6 sy dam bao khong co ¥
nghia thong ké (p > 0.05) nén md hinh vin dam bao do tin cay [19].

Nghién ghi nhan phuong trinh hdi quy dang:

HL = 0.260 + 0.226 * DU + (—0.118) * TC + 0.483 * PC + 0.081 * PB + 0.217 * PT

Trong do: HL - su hai long chét luong dich vu dugc, PU - kha nang dap tng, TC - mtc do tin cay,
PC -su déng cam, DB - sy ddm bao va PT - phuong tién hiru hinh.

4. BAN LUAN

Nghién ctru khao sat sy hai long chét luong dich vu duoc véi 200 khach hang dén mua thudc tai nha
thudc Hong Bang niam 2026 cho thiy phén 16n khach hang dén mua thudc 13 nir gidi (60.5%), d6 tudi
trung binh co gia tri 28.08 + 11.95 tudi, phan 16n 1a hoc sinh/sinh vién (49.5%) va c6 trinh d6 dai hoc
(66.5%), dic diém nhan khau hoc nay phan 4nh thyc té vi tri nha thuc nim gan céc co so dao tao, 1a
noi thuén tién cho viéc tiép can hoc sinh, sinh vién, két qua nay tuong dong voi Nguyén Thi Bich
Thuy (2020) ghi nhan khach hang dén mua thudc tai nha thudc chu yéu 13 nit (67.3%) v6i do tudi
trung binh 13 20 - 30 tudi (69.8%) [20]. V& hanh vi sir dung dich vu, myc dich dén nha thudc chu yéu
12 mua thude (81.5%), trong d6 thubc khong ké don chiém ty trong 16n nhét (77.4%) va tu van tir
dugc si la nguon tham khao thong tin chinh khi mua thude (75.5%). Két qua nay phu hop vai nhén
dinh cua DS Xuan Thing va cong su (2021) vé vai trd trung tm cia duoc si trong viéc cung cip
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thong tin y té tin cdy cho cong dong [14], su tuong dong nay cho thay du ¢ céc dia ban khac nhau,
do1 ngti duoc si van gitr virng vai tro la ngudn tin cay nhit, dic biét ddi vi nhoém khach hang cé trinh
d% hoc vén cao.

Thong qua két qua kiém dinh cho thiy thang do dat d¢ tin cdy cao voi he sé Cronbach’s alpha tur
0.880 dén 0.915, dong thoi phan tich nhan t6 khdam pha (EFA) ghi nhén h¢ s6 KMO bang 0.933 va
tong phuong sai trich dat 74.24%, phan anh gia tri cau tric t6t cta cong cu nghién ctru. Mac du két
qua EFA cho thay ciu trac thyc nghiém chi con 4 nhan t6 do nhan t6 mirc d6 tin cay hoi tu ciing mot
sO bién ciia nhan t6 kha nang dap tmg va nhan t6 sy dam bao, nghién ctru van duy tri mé hinh Iy
thuyét 5 nhan t6 theo SERVQUAL nham dam bao tinh so sanh v&i cac nghién ctru trude va giir
nguyén thang do phén tich ban dau. P6i vé6i chat luong dich vu duge nha thuéc Hong Bang, nghién
clru ghi nhén sy hai 1ong tong thé dat 3.93 + 0.96 diém, két qua nay twong dong véi nghién ctru cia
Nguyen Thi Phuong Thuy va cong su (2019) vé mirc do hai long chung ctia khach hang tai nha thudc,

quay thudc tai Viét Nam vo6i sy hai long dat 4.22 + 0.53 [17], cho thdy cac nha thudc hién nay ngay
cang chu trong hon vé chét lugng dich vu va xem trong cdm nhan cua khach hang trong bdi canh thi
truong ngdy cang canh tranh. Trong cac nhan t6 chat luong dich vu, nhan t6 sy dam bao dat diém
trung binh cao nhat (4.03 + 0.64) va nhan t6 mic dap tng thap nhat (3.94 + 0.61). Két qua nay cho
thay khach hang danh gia cao ning lyc chuyén mén va thai do ciia duoc si, tuy nhién van ton tai han
ché & tiéu chi "khu vue tu Vén riéng" (3.76 + 0.85) va "thoi gian hoat dong" (3.68 + 0.90), phan anh
nhirng bt cap vé co sé ha tang va to chtic dich vu. Nhitng han ché nay tuong dong v6i nhan dinh cta
Okoro va cong su (2021) v€ vai tro cua khong gian riéng tu dén trai nghiém dich vu [21], ghi nhan
nang lyc chuyén mon 1a thanh phan quan trong cau thanh chat luong dich vu duoc, co kha nang bu
dap cho nhirng han ché vé O S0 vat chat khi so sanh véi cac chudi nha thuoc hién dai. Diéu nay khang
dinh tAm quan trong cta yéu té con nguoi trong b01 canh canh tranh vé ha tang dich vu. Khéc véi cac
nghién ctru trude tai Viét Nam va qudc té chi yéu thyc hién & nha thude cong dong, nha thube bénh
vién hodc nha thudc chudi, nghién ctru nay tap trung vao nha thude truc thudce co s¢ dao tao [4 - 10],

qua d6 1am 6 tinh dic thu va gid tri bo sung cua chat lugng dich vu dugc tai moi truong dao tao.

Vé cac yeu tb lién quan dén su hai long chét luong dich vu dugc, nghién ctru ghi nhan céac yeu td lién
quan dén sy hai 10ng ctia khach hang tai nha thuéc gom tinh trang hén nhan, muc dich dén nha thude
(khac*), cac san pham khach hang tir mua tai nha thudc (thudc khong ké don va thuc pham chirc ning
va vitamin), thong tin lya chon khi mua thudc (nghe theo 11 khuyén ctia nguoi than, ban be) (p <
0.05), két qua nay tuong dong véi nghién ciru cua Yohanes Ayele va cong sur (2020) ghi nhén dac
diém ca nhan va hanh vi c6 tac dong dén cam nhan ctia nguoi bénh 1a cac yéu td ¢ lién quan [10].
Phén tich mbi tvong quan hoi quy ghi nhan 3 nhan t6 chat lugng dich vu duge ¢6 anh hudng cé y
nghia thong ké dén sy hai 1ong 1a nhan t6 sy ddng cam, nhan t6 mirc ¢ dap tmg va nhan t6 phuong
tién hitu hinh (p < 0.05). M6 hinh hdi quy da bién thé hién mdi quan hé giita gia tri HL voi cac yéu td
lién quan c6 d6 phu hop twong dbi cao véi gia tri R2hiéu chinh 1 0.678, cho thdy mé hinh giai thich
67.8% su bién thién cta sy hai long chét lugng dich vu dugc (HL) thong qua cac bién doc 1ap dugc
dua vao, mic di mé hinh c6 dau hiéu da cong tuyén nhe ¢ 2 nhan t6 PU (5.201) va BB (5.331),
nhung cac gia tri VIF nho hon 10 [19] va BB 1a nhan t6 khong c6 y nghia théng ké (p > 0.05) nén mb
hinh van dam bao d¢ tin cdy. Trong d6 PC (s déng cam) 1a yéu t6 anh hudong nhat dén HL , diéu nay
khac v6i nghién ctru cua ITham Arief (2022) vén nhan manh vao nhan té mirc do tin cdy cua khach
hang dbi véi nha thude [19], su khac biét nay co thé gii thich qua ddc diém miu nghién ctru tai Nha
thudc Hong Bang véi da sd khach hang 13 nguoi tré (28.08 £ 11.95 tudi) va co trinh do hoc vén cao
(66.5% dai hoc) thuong vu tién cdm nhén trai nghi¢m dich vu truc tiép hon so véi cac dic diém nhan
khau hoc ¢6 dinh.

Nghién ctru da budce dau danh gia duoc murc do hai 1ong dbi voi chét lugng dich vu dugce va cac yéu
t6 lién quan tai nha thudc Hong Bang trong bdi canh chua c6 nghién ctru nao duoc thue hién trude
do6 tai don vi giup cung cap co sé dir li¢u ban dau, hd tro nha thude trong viéc nhan dién cac khia
canh can wu tién cai thién nham nang cao chét luong dich vu va trai nghi€ém khach hang. Tuy nhién,
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do thoi gian khao sat twong d01 ngin, nghién ctru chua xem xét day du moi lién quan gitra sy hai long
ctia khach hang véi cac yéu té thudc to chure, van hanh va déac diém cung cép dich vu tai nha thudc,

dong thoi chua thu thap toan di¢én mot s6 dac diém lién quan dén khach hang nhu sb 1an dén nha
thudc, kinh nghiém st dung dich vu, muc do gén bo, ky vong trude khi sir dung dich vu va kha nang
tiép can cac hinh thirc tu van, cham soc khach hang. Ngoai ra, nghién ctru chwa dénh gia dy da kha
nang anh hudng cua gia ca, tinh thuén tién trong tiép can dich vu va vai tro cua chuyén ddi s trong
quan 1y, cham soc khach hang tai nha thudc. Trong tuong lai gan, can thyc hién cac nghién ciru véi
thoi gian khdo sat dai hon, mo rdng cd mau va pham vi danh gia, déng thoi bd sung cac bién sd lién
quan nham cung cp cai nhin toan dién hon vé cac yéu t6 quyét dinh su hai 1ong ctia khach hang dbi
véi chét luong dich vu dugc tai nha thude.

5. KET LUAN

Mrc d6 hai long chung cua khach hang tai Nha thuéc Hong Bang tuong d6i cao, voi BC, PT va BU
13 ba nhan t6 ¢6 anh hudng co y nghia thdng ké dén sy hai 1ong ctia khach hang. M hinh nghién ciru
phu hop véi dir li€u thue té (p < 0.001) va giai thich duoc 67.9% su bién thién ctia bién phu thudc.
Nha thudc can wu tién cac bién phap cai thién yéu tb DC, dong thoi ting cuong PT va DU dé nang
cao chit luong dich vu va su hai 10ng ctia khach hang.

LOI CAM ON
Nghién ctru nay duoc Truong Pai hoc Qudc té Hong Bang cap kinh phi thyc hién dudi ma sb dé tai
SVTC19.81. Nhom tac gia xin chan thanh cam on Nha thuéc Hong Bang da tao diéu kién hd tro.
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