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Sw hai 1ong ciia nha thuoc d6i véi dich vu cung ing thude ciia Cong ty Co
phan Pymepharco tai Thanh pho H6 Chi Minh nim 2020
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Muc tiéu: Nghién ciru dugc thye hién nhiam phan tich sy hai long va mot sdyéu td anh huong dén sy hai
10ng ctia nha thude dbi véi dich vu cung tmg thude ciia Cong ty C6 phan Pymepharco tai Thanh phd HO
Chi Minh (TP.HCM) nam 2020.

Phwong phap nghién ciru: Nghién ctu két hop dinh tinh va dinh lugng trén 200 dbi tuong la cac nha
thudc kinh doanh san pham cta Cong ty C6 phan Pymepharco TP.HCM nam 2020.

Két quéa nghién ciru: Sau khi 4p dung EFA thi tit ca cac yéu t6 déu théa man yéu cau, trong d6 bién
ddc 1ap co hé sb Eigenvalue = 1,034 > 1 va bién phu thude co b?mg hé sb Eigenvalue = 1,825 > 1. Sau
khi phan tich hdi quy da bién tuyén tinh, c6 4 nhéan t6 anh huong dén sy hai 1ong ctia nha thude ddi voi
dich vu cung tmg thudc ctia Cong ty Pymepharco. Trong d6, Pap tmg 1a thanh phan tac dong manh nhét
(hé sb Beta chuan hoa b?mg 0,363), thir hai 1a San phrflm duoc (hé s6 Beta chuan hoa béng 0,230), thur ba
1a Gi4 ca va Thanh toan (hé s Beta chun hoa bang 0,149) va cudi cung 1a Kha ning phuc vu cta nhan
vién (hé s6 Beta chuan hoa bang 0,145).

Két luan: Nghién ciru di xay dung dugc thang do sy hai 1ong ctia nha thube d6i véi dich vu cung tmg
thuoc cta cong ty ¢6 phan Pymerpharco va xac dinh yéu to dap ung l1a yéu to tac dong manh nhat doi véi
su hai long cua nha thudc.

Tir khéa: Sy hai long, nha thuéc, dich vu cung vmg thuéce, Cong ty C6 phan Pymepharco.

- J

DAT VAN PE Trude bdi canh do, viée nang cao chét lugng dich
vu cung tmg thudc 13 diéu kién quyét dinh dem lai
Hién nay, toan cau hoa va hoi nhap kinh té quéc t¢  syutontaiva phat trién clia cac cong ty dugc phé:m.

da 1am cho canh tranh gitta cdc doanh nghi€p nga .
a am cho & gitfa cac Coant NERIcp neay Thi truong Dugc Viét Nam ngay cang phat trién

va hoi nhap nén kinh té the gidi, méd ra co hdi cho
khach hang ding trudc muon van su lya chon vé
san pham, gia cd, nha cung cap... Vi the, dé duy

cang trd nén quyét liét. Trong linh vuc duoc pham,
viéc mo cua thi truong dich vu theo cam két gia
nhap T6 chirc thuong mai thé giéi (World Trade

Organization-WTO) cua Viét Nam ngay 01/01/2009
da 1am cho hoat dong phan phdi dugc pham trén
pham vi ca nudc, dac biét 1a tai cac thanh phé 16n,
dién hinh nhu Thanh phé H5 Chi Minh (TPHCM)
trd nén s6i dong va khdc liét hon bao gid hét (1).

*Pia chi lién hé: Nguyén Thi Hai Yén
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! Trieong Pai hoe Y Duge Thanh phé Ho Chi Minh
286 Y té Thanh phé H6 Chi Minh

tri va phat trién, cac doanh nghiép can phai lam hai
long khach hang vi khach hang dem lai doanh thu
va lgi nhuén cho cong ty. Khi khach hang hai long
v6i hang hoa hay dich vy s& mang dén nhiéu loi ich
cho cong ty, ho it dé ¥ chuyén gia ca va trg thanh
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khach hang trung thanh, tham chi ho c6 xu huéng
n6i tt vé dich vu, san pham ctia cong ty cho nguoi
khac. Nho do, cong ty s& tao dung dugc ngudn
khach hang trung thanh, duy tri mang ludi phan
phdi dong thoi dem lai uy tin, danh tiéng ciing nhu
loi thé canh tranh t&t hon cho doanh nghiép.

Hién nay, Cong ty c6 phan Pymerpharco di hinh
thanh dugc hé théng phan phdi duoc phim phu
rong khép lanh tho Viét Nam voi 2 kénh phan phéi
chinh 13 13 thudc ké don (Ethical drugs — ETC) va
thudc khong ké don (Over The Counter — OTC).
Theo Bao cdo thuong nién nam 2019, doanh thu
thuan tang truong 10,3% so véi nim trudc nhd
vao chién luoc xdy dung hinh anh cong ty qua
viéc nang cao chit luong san pham va mo rong
thi truong OTC (2). T trude dén nay, da c6 nhiéu
nghién ciru do ludng chét luong dich vu tai nhidu
linh vuc khac nhau mang lai hiéu qua ddi véi viec
xay dung cac ké hoach hoat dong cua cac t6 chire/
doanh nghi¢p (3,4,5). Chinh vi nhiing 1i do trén,
nghién ctru thyc hién danh gia sy hai long ctia nha
thude ddi véi dich vu cung tmg thude ctia Cong ty
Pymepharco nim 2020 nham gitp cac nha quan

z’p(1—q) 1,967 x0,5(1-05)
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tri xay dung co so khoa hoc cho viéc hoach dinh
cac giai phap dé nang cao chat luong dich vu phan
phdi duge pham, tir d6 gia ting sy hai long cho
cac nha thudc trén dia ban TPHCM.

PHUONG PHAP NGHIEN CUU
Thiét ké nghién ciru: Nghién ctru két hop dinh
tinh va dinh lugng.

Thoi gian va dia diém nghién ciru: Nghién ciru
thuc hién tir thang 12/2019 - 9/2020 tai h¢ théng
phan phdi ctia Cong ty ¢d phan Pymepharco tai
chi nhanh TP.HCM.

Poi twong nghién ciru

Céc nha thudc dang hoat dong trén TP.HCM c6
kinh doanh cac mat hang dugc pham do Cong
ty Pymepharco cung cip.

C6 mau nghién ciru

bé xac dinh cd mau dicu tra dai dién, st dung
cong thirc

196

g2

0,072

Trong d6: p = q =0,5; hé sd tin cay z = 1,96 va sai s6 cho phép 1a & = 7% (0,07).

Sau d6 ¢& mau n dugc hiéu chinh () theo cong thirc hiéu chinh ¢& dan s quan thé dudi 10.000 (voi

N 14 ¢& déan sb quan thé):

n n
he —
1+§
Trong d6: 6747 1a tong s6 lwong nha thudc trén
dia ban cac quan tai TPHCM tham gia chuong
trinh “Binh 6n thi truong cac mat hang dugc
pham thiét yéu” tir 2011 — 2020 cta SO Y té
TP.HCM) (6, 7). Pé han ché that thoat mau
trong qua trinh khao sat (thiéu thong tin, cau tra
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6747

101 khong day du, tra 161 mang tinh hé thong. ),
nghién ctru tién hanh thu thap 200 mau. Tu
danh sach nha thudc, nghién ctru lira chon ngiu
nhién cac nha thudc va sb lugng phan bd co hé
thong theo cac quan trén dia ban TP.HCM, cu
thé nhu sau:
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Quian Tong s6 nha thudce Ty 1¢ phan b6 S lwgng nha thude chon
1 182 0,03 6
2 178 0,03 6
3 174 0,03 6
4 226 0,03 6
5 307 0,05 10
6 169 0,02 4
7 348 0,05 10
8 677 0,10 20
9 355 0,06 12
10 476 0,07 14
11 276 0,04 8
12 448 0,07 14
Pha Nhuan 99 0,01 2
Binh Tan 234 0,03 6
Binh Thanh 563 0,08 16
Go Vip 389 0,06 12
Tan Binh 518 0,08 16
Tan Phu 639 0,09 18
Thi Ptic 489 0,07 14
Téng cong 6747 1,00 200

Bién so va thang do

Trong cac nghién ctru vé chat luong dich vy, mo
hinh SERVQUAL cua Parasuraman & cong su
(1988) do Iuong su hai long thong qua khoang
cach gitra su ky vong va cam nhan dugc s dung
rong rai (8, 9). Tuy nhién, trong nghién ctru nay
s& str dung thang do SERVPERF, bao goém 5
thanh phan cua thang do SERVQUAL nhung bo
di phan ky vong dé thang do ngin gon hon va
ciing cho két qua t6t hon. (10) Bong thoi, thang
do duoc xay dung dya trén dac diém dich vu
cung tmg dugc pham cta Pymepharco. Tir do,
céc bién s6 khao sat chinh cia nghién ctru bao
gém: Bién phu thudc: Su hai long cia cac nha

thudc ddi véi Cong ty c¢6 phan Pymepharco;
Bién doc 1ap: Tin cdy, Pap tng, Nang luc phuc
vu, Pong cam va Phuong tién hiru hinh.

Phuwong phap phén tich s liéu
Xdy dung va danh gia thang do lwong gid sw
hai long

Thang do sy hai 1ong ctia nha thude d6i véi dich
vu cung tmg thudc ciia Céng ty Pymepharco duoc
danh gia do tin cdy dya vao hé s6 Cronbach’s
Alpha va phan tich nhan t5 kham pha EFA.

Panh gia chit lwong thang do bing hé sé
Cronbach’s Alpha
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Tiéu chuan trong kiém dinh do tin cay thang do
Cronbach’s Alpha: (i) Cac bién do ludng co hé s6
twong quan bién-tong > 0,3 va (i) Cac thanh phan
thang do c6 hé s6 Cronbach’s Alpha > 0,6 (11).

Phan tich nhén t6 khdm phd EFA

Phan tich nhan t6 kham pha EFA dugc st dung
de xac dinh gia tri hoi tu, gia tri phan biét va thu
gon cac tham s6 udc lugng cho cac nhom bién.

Tiéu chuan dé phan tich EFA: (i) 0,5 < Hé s6
KMO < 1; (ii) Hé s6 Sig. < 0,05 (Kiém dinh
Bartlett ¢c6 y nghia théng ké); (iii) Tri sb
Eigenvalue > 1; (iv) Tong phuong sai > 50%;

Daénh gia gi tri thang do can xem xét gia tri Hé
sO tai nhan t6 (Factor loading) > 0,4 (c& miu
nghién ciru 12 200) — biéu thi mbi quan hé twong
quan giira bién quan sat véi nhan t6, hé sb cang
cao thi trong quan cang 1én va nguoc lai.

Phin tich sw hdi long va cdc yéu té anh huéng
dén sw hai long doi véi dich vu cung g thudc:
Sau khi xay dung va kiém dinh thang do, tién hanh
phan tich sy hai 10ng va cac yéu to anh huong dén
sy hai long thong qua phuong phap phan tich hoi
quy da bién tuyén tinh theo cac budc:

Budc 1: Phan tich twong quan Pearson.

Phan tich duoc thuc hién dé xem xét mdi quan
hé twong quan tuyén tinh giira cac bién trudc
khi phan tich hdi quy da bién voi mirc c6 y
nghia thdng ké p < 0,05.

Bu6e 2: Phan tich hoi quy da bién tuyén tinh.

Mo hinh nghién cru va cac gia thuyét duoc

Sin phim dwge (SP)
5 bién quan sat (SP1 — SP5)

Kha ning phyc vy cia nhéin vién (PV)
6 bién quan sat (PV1 — PV6)

4 bién quan sat (GC1 — GC4)

. Piép dmg (DU)
9 bien quan sat (DU1 — DU9)

Tin ¢y (TC)

[ Gié ci vi Thanh toan (GC)
[ 4 bién quan sat (TC1 - TC4)
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kiém dinh bang phuong phap phan tich hoi
quy da bién tuyén tinh nham xem xét tam quan
trong cua ting nhém nhéan té twong quan dén
bién phu thudc (Sy hai long). Phan tich hdi quy
dugc thuc hién bang phuwong phap hoi quy tong
thé cac bién (phuong phap Enter), dua tat ca cac
bién vao chay hdi quy ciing mét luc.

Tiéu chudn trong phan tich hdi quy: (i) H¢ )
R? hi¢u chinh; (ii) Gia tri Sig. cia kiém dinh F
<0,05; (ii1) Tri s6 Durbin — Watson = 1,5 — 2,5;
(iv) Hé s6 phong dai phuong sai VIF < 10.

Mo hinh héi quy c¢6 dang:

Sw hai long = B, + B,*Nhdn t6 1 + B,*Nhan t6 2
+ B, *Nhdn t6 3+ B *Nhdn t6 4+... f,*Nhan t6 n

Pao dirc nghién ciru

Nghién ctru thyce hién nghién ciru khi d6i tuong
khao sat hoan toan ty nguyén khi tham gia vao
nghién ciru va co thé tir chdi/bo cude bat ki lac
nao. Cac dir li¢u duoc thu thap dugc bao mat va
chi phuc vu cho muc dich nghién ctru khoa hoc.
Do d6, nghién ctru khong vi pham cac quy dinh
vé van dé dao duc trong nghién ctru.

KET QUA

Thang do lwong gia su hai long

Duya vao mdé hinh SERVPEREF, nghién ctu xay
dung Thang do ludng su hai 10ng ctia nha thude ddi
v6i dich vu cung tmg thude cia Cong ty ¢o phan
Pymepharco tai TP.HCM bao gdm 5 thanh phan va
30 bién quan sat véi cc gia thiét theo hinh 1.

H,

H, SU'HAI LONG (HL)
2 bien quan sat (HL1 -HL2)

i,

Hq

Hinh 1. M6 hinh nghién ciru
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Ghi chii: Gia thiét H, H, H, H,va H, lan lugt
la SP, PV, GC, DU va TC ¢6 méi quan hé dicong
voi HL.

Nghién ctru da thuc hién khao sat tai 200 nha
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thudc trén dia ban TP.HCM tir thang 05/2020
dén thang 07/2020 bang bang cau hoi khao sat.
Tir két qua khao sat thu duogc, tién hanh danh
gia Cronbach’s Alpha va thu duoc két qua duoc
trinh bay trong bang 1.

Bang 1. Két qua danh gia Cronbach’s Alpha

Hé s6 twong quan

Ma hoa Bién quan sat Cronbach’s Alpha bién — téng nho nhit
Bién djc lgp
SP San pham dugc 0,769 0,447
PV N?jﬂg lyc phuc vu ctia nhan 0.859 0.599
vién
GC Gid ca va Thanh toan 0,789 0,573
TC Tin cay 0,770 0,472
DU bap ung 0,875 0,462
Bién phu thujc
HL Hai long 0,904 0,825

Két qua bang 1 cho thdy cac bién déu thoa
min yéu cau vé do tin cdy thong qua hé sb
Cronbach’s Alpha tir 0,769 dén 0,904 va déu
16n hon 0,6. Hé s6 twong quan bién — tong cua
cac bién do luong déu 1én hon 0,3, ching to
cac thang do c6 d9 tin cay cao. Tur do, khong co
bién nao bi loai, dugc st dung trong phan tich
nhan t6 kham pha EFA tiép theo.

Két qua phéan tich nhan t6 khdam pha EFA tai
bang 2 nhu sau: hé s6 KMO = 0,882 (0,5 <

0,882 < 1), tong phuong sai trich 1a 62,291%
> 50% nén mo hinh phan tich 1a phu hop; Sig
Bartlett’s Test = 0,000 < 0,05 nén kiém dinh
nay c6 y nghia théng ké va cac bién twong quan
nhau; hé sb Eigenvalue = 1,034 > 1 nén thoa
man tiéu chuén dit ra.

Sau khi ding SPSS 20 chay két qua phan tich ma
tran nhan t6 da xoay 2 lan, loai 4 bién 1a TC1,
TC2, SP3 va DU4. Két qua hé sé tai nhan t6 cua
cac bién con lai déu dat yéu cAu 16n hon 0,4.
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Bang 2. Két qua hé sé Factor Loading cho bién ddc 1ap

H¢ so6 tai nhan to

Bién Noi dung
1 2 3 4 5
PV5 Nhan vien cq.kl?n thgc ch}lyen mon dé tra 0.793
161 cac cau hoi cua khach hang
PV3 Nhfln vién kip thoi giai quyét van dé cho 0.763
khéach hang
PV4 M(_)l’( khlf:u nai cua k!lach hang duoc giai 0751
quyéet mot cach thoa dang
PV6 I}:{han vién t6 ra lich sy, than thién véi khach 0,688
ang
PV2 I}:{han vién thé hién sy quan tam dén khach 0,670
ang
PVI Nh?m Vi‘én san sang dap ung yéu ciu cua 0,642
khéch hang
DU3 11{(_hach‘ hang khi can don hang la duogc xu ly 0,766
ip thoi
TC3 }(lff)ng ty khong co sai sot trong tinh tién don 0,689
ang
DU5 Cong ty giao hang rat nhanh va ding han 0,685
TC4 CoPg ty giao dung so lugng, ching loai san 0,676
pham
DU1 th(;l} hang Cﬁrqg phuc vu nhanh chong sau 0,640
khi lién lac vdi cong ty
DU2 KAhach hang dugc sy giap d& tr nhan vién 0,639
cong ty
GC3 C0§1g ty c6 cac chuong tI‘lI}h, khuyén mai 0,786
nham trg gia, ho tr¢g nha thuoc
GC4 ,Cong ty €6 nh1§u hlI}h thtrc thanh toan dap 0.741
ung nhu cau khach hang
G2 }(1}‘13 cd linh hoat cho ting chuong trinh ban 0.722
ang
GCl Sfin phxam cong ty.coﬂgla ca h(‘)p 1y véi céac 0.685
san pham cung loai trén thi truong
SP2  San pham ctia cong ty rat da dang 0,761
SP1 San pham cong ty day du so voi thi truong 0,702
Sp4 Cong ty ra san pham moi dap img nhu cau 0,685

thi truong
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HE s0 tdi nhan to

Bién Noi dung
1 2 3 4 5

SP5 Sar} phe}m cong ty phu hop voi nhu cau 0,679

khach hang
DUS 1((},130; dich duogc thuc hién nhanh chong sau 0.731

v két

DUY G}ao ;11ch dugc thyc hi¢én nhu khach hang 0,669

yéu cau

Cong ty ¢ san nhiéu chuong trinh ban hang
DU6 cho khach hang Iya chon 0,599
DU7 Cong ty h(§ trg yé quang céo va tiép thi thong 0432

tin sdn pham dén nguoi ti€éu dung

Bén canh d6, két qua phan tich EFA cho bién
phu thudc “Su hai long” chung to cac bién quan
sat c6 twong quan di manh dé chay EFA thong
qua kiém dinh Bartlett v6i Sig. = 0,000 nho hon
0,05 va KMO = 0,500 (ndm trong khoang 0,5
dén 1). Hé sb Eigenvalue cua bién phu thudc
bang 1,825 > 1 va téng phuong sai trich 1a
91,259. Hé sb tai nhan td cua cac bién quan sat
déu dat yéu cau 16n hon 0,5 (HL1 va HL2 lan
lugt 14 0,955 va 0,955). Do d6, van gitr lai cac
bién va tén goi ban dau 14 thanh phan sy hai
long khach hang, tiép tuc duoc dung dé phan
tich hodi quy tuyén tinh.

Phan tich sy hai 1ong va cac yéu t6 dznh hwong
dén sy hai long d6i véi dich vu cung ing thudce

Vé két qua khao sat sy hai 1ong ciia nha thude ddi
v6i cac thanh phan ctia thang do ludng su danh gia,
nghién ciru ghi nhan: thanh phan San pham dieoc,
Tin cdy va Pap vng & gia tri trung binh cao (ngudng
4,0 tro 1én); Kha nang phuc vu cua nhan vién & gia
tri trung binh khé cao (ngudng4,5); Gid ca va thanh
todn c6 gia tri trung binh chénh léch giira cac bién
(GC1: 3,71; GC2: 3,95; GC3: 4,09; GC4: 4,16).
Két qua phan tich tuong quan Pearson dugc thé
hién cu thé trong bang 3.

Biang 3. Hé s6 twong quan giira cac bién

HL SP PV GC DU TC
- P.earson C.orrelation 1
Sig. (2-tailed)
sp Pearson Correlation 0,506 1
Sig. (2-tailed) 0,000
PV Pearson Correlation 0,426 0,270 1
Sig. (2-tailed) 0,000 0,000
G Pearson Correlation 0,477 0,427 0,226 1
Sig. (2-tailed) 0,000 0,000 0,001
DU Pearson Correlation 0,627 0,474 0,508 0,540 1
Sig. (2-tailed) 0,000 0,000 0,000 0,000
TC Pearson Correlation 0,504 0,338 0,556 0,469 0,615 1
Sig. (2-tailed) 0,000 0,000 0,000 0,000 0,000
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Céc gia tri Sig. déu nho hon 0,05, do d6 tat ca
cac bién déu co6 y nghia vé mat thong ké. Dong
thoi, nhitng mbi quan hé nay déu cing chiéu va
¢6 twong quan giira cac thanh phan chat lugng
dich vu cling nhu c6 sy tuong quan gilta cac
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thanh phi‘m ctia chat lugng dich vu véi sy hai
long ciia khach hang. Hé sé twong quan giita
céc bién da phan déu 16n hon 0,4 nén can phai
luu ¥ van dé da cong tuyén trong phan phén tich
hdi quy tuyén tinh.

Bang 4. Két qua phén tich hdi quy lan 1

Tén bién Hé s6 Beta H¢é s0 Beta chuin héa Sig. VIF
Hang s6 -0,685

San pham dugc 0,419 0,230 0,000 1,366
Nang lyc phuc vu nhan vién 0,223 0,111 0,090 1,589
Gia ca va Thanh toan 0,191 0,127 0,052 1,593
Dap ting 0,531 0,331 0,000 2,153
Tin cay 0,165 0,101 0,164 1,964
Heé s6 xé4c dinh thay d6i R? 0,483

Sig. ciia kiém dinh F 0,000

Hé sb d cua kiém dinh Durbin-Watson 1,918

Sau khi phan tich tuong quan Pearson, tiép
tuc phan tich hoi quy cho két qua nhu bang 4.
Trong do, hai bién doc lap PV vaTC ¢6 Sig. >0,05.

Do bién TC c6 Sig. cao hon bién PV, dong thoi
bién TC ¢ hé s6 Beta chuan hoa ciing nho hon nén
tién hanh loai bién TC va chay lai SPSS.

Bang 5. Két qua phén tich hoi quy sau khi loai bién tin ciy

Tén bién Hé s6 Beta Hé s0 Beta chuan héa Sig. VIF
Hang s6 -0,655 0,239

San pham dugc 0,419 0,230 0,000 1,366
Nang lyc phuc vu nhan vién 0,293 0,145 0,017 1,359
Gié ca va Thanh toan 0,224 0,149 0,019 1,500
Dbap tng 0,584 0,363 0,000 1,948
Hé sb xé4c dinh thay d6i R? 0,467

Sig. cia kiém dinh F 0,000

Hé s6 d cua kiém dinh Durbin-Watson 1,934

Theo bang 5, R? hiéu chinh = 0,467 cho thay viéc
loai bién TC khong gy anh hudng 16n. Hé s Sig. <
0,05 thé hién cac bién déu c6 ¥ nghia thong ké. Hé
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s0 phong dai phuong sai VIF ciia cac bién trong mo
hinh déu < 10, do d6 khong ¢6 hién tugng da cong
tuyén. Bén canh do, hé sb d cua kiém dijnh Durbin-
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Watson ctia mo hinh c6 gia tri 1,934 <2, nam trong
khoang cho phép nén khong c6 hién tuong tur tuong
quan. Két qua phén tich hoi quy sau khi loai bién TC
cho thiy 04 bién con lai trong thang do c6 hé s6 Beta
chuan hoa duong nén déu ty 16 thuan dén su hai long
cta khach hang. Nhu vay céc gia thuyét H,H, H,
H, trong mo hinh nghién ctru duogc chap nhan.

Dua trén hé s6 Beta chuan hoa cta két qua phan
tich hoi quy vé mirc do anh hudng cua cac yéu
t6 trong thang do dén su hai long cua khach
hang duoc thé hién theo phuong trinh sau:

Sw hai long = 0,363*Ddp wng + 0,230*Sdn
pham dwoc + 0,149%*Gid cd va Thanh toan +
0,145*Ndng lyc phuc vu ciia nhédn vién.

BAN LUAN

Két qua nghién ctru cho thdy dich vu cung tmg
duoc pham ctia Cong ty ¢6 phan Pymepharco gom
¢6 cac thanh phan d6 1a (i) SP, (ii) PV, (iii) GC, (iv)
TC va (v) DU. Trong d6 c6 4 nhan t6 quan trong
gOp phan tao nén sy hai 1ong ctia khach hang: DU,
SP, GC va PV. Céc thanh phan nay déu co tac dong
cung chiéu dén chat lugng dich vu cung tmg duoc
pham, nghia 1 cic thianh phan nay nang cao thi
chat luong dich vu sé ting theo. Diéu niy cho thay
16 su tuong Gng véi gia thuyét vé su anh hudng
ctia cac thanh phéan chat luong ddi v6i su hai long
ctia khach hang. Tir 6 d ra chinh sach quan tri
pht hop véi timg thanh phan.

Thanh phin Pdp trng

V6i hé s6 Beta chudn héa 14 0,363 thi day 1a thanh
phéan co tac dong manh nhat dén sy hai long ciia
khach hang. Trong diéu kién cac nhan t§ khac
khong thay d6i, khi DU cang gia tang thi cang lam
tang hai long cho khach hang. Hay noi cach khac,
mot don vi tang 1én cua DU s€ lam tang thém 0,363
don vi su hai long cta khach hang. Vi thé, cong ty
can thyc hién nghiém tuic, r0 rang cac chinh sach
kinh doanh da ban hanh déng thoi nén tao su két
ndi voi cac nha thude thong qua cac chuong trinh
khuyén mii, chim séc khach hang...

Thanh phan Sin phim dwoc
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Vi hé s6 Beta chuan hoa 1a 0,230 thi ddy Ia thanh
phan tic dong manh thir hai. Trong diéu kién céc
nhan t6 khac khong thay doi, khi SP cang tot va hoan
thién vé chat lugng thi su hai long s& ngay cang ting,
mot don vi tang thém cuia SP s€ lam tang thém 0,230
don vi sy hai long. Nganh Dugc ¢6 tinh chét dic thu,
lién quan truc tiép dén sire khoe va tinh mang con
nguoi nén yéu té chat lugng va an toan phai dugc
dit 1én hang dau. Ngoai chat luong thi sy da dang
chung loai, hinh thirc s€ tao nén tinh phong phu trong
chon Iua san pham tir khach hang. Vi dic tinh d6,
Pymepharco can c6 nhiing ké hoach cap thiét dé du
trl1 hang héa, dam bao can ddi giita cung va cau.

Thanh phan Gid ca & Thanh todn

Du chi tdc dong su hai long & vi tri thit ba véi h¢ $0
Beta chudn héa 0,149 nhung déy 1a yéu t6 quan trong
lién quan dén sw canh tranh giita cac cong ty trong
linh vuc cung tmg, chi phdi kha ning lya chon nha
cung cp cua khach hang. Van d& nay c6 thé Iy giai tir
viéc nguoi dan hién tai ngdy cang chu trong rét nhiéu
vao strc khoe cia ban than ciing véi doi sdng ting cao
va kha ning tip can thong tin d& dang, do d6 nguoi
tiéu ding s& quan tam nhiéu hon vé chat luong thube
hon 14 gi4 ca. Céc nha thudc lai I3 trung gian giita
cong ty dugc véi nguoi tiéu ding nén can ndm bit,
d4p g thi truong va nhu ciu ngudi tiéu ding. Vi
thé, cong ty nén xdy dung chién lugc vé gid phit hop,
hép dan va phuong thirc thanh todn tién loi nhim
thiic dy viéc mua hang va su hop téc tir phia cc nha
thude. Cong ty c6 thé dua ra chinh sach chiét khau
lién quan dén thoi gian thanh todn ciia khach hang,
dic biét 1a khach hang 14y theo hop dong hay doanh
thu 16n thi viéc nha thudc thanh toan nhanh chéng,
dting han s duoc hd trg thém phén tram chiét khau.

Thanh phan Ning lwe phuc vu ciia nhan vién

Tuy 14 thanh phéan c6 su tac dong thip nhat nhung
hé sb Beta chuan hoa lai khéng chénh léch nhiéu
s0 v6i thanh phan dimg thir ba. Nhéan vién 1a nguoi
tiép xuc truc tiép v6i khach hang trong ca qua trinh
giao dich. Vi vy, nhan vién 14 tai san 16n nhat, dem
lai doanh thu va nguén loi cho cong ty bén canh
khach hang nén cong ty can phai chu trong ké tir lic
tuyén dung, d3o tao, sir dung va phai cha ¥ cham lo,
hd trg nhan vién ca vé vat chat cling nhu tinh than.
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Pymepharco can quy dinh 16 chinh sach giai quyét
khiéu nai khach hang lién quan dén viéc phan phéi
duoc pham va thiét 1ap bd phan chuyén trach cho
van dé nay. Sau do cong ty phai thong béo rd va
hudng dan cac nha thude khi c6 phan hoi can lién hé
thé nao va s& dugc cong ty xir 1y, giai quyét ra sao...

Trong diéu kién kinh té dﬁy canh tranh nhu
ngay nay, chi phi dé tim mot khach hang méi
16n gap nhiéu 1an so v&i chi phi dé giit chan mot
khach hang cti. Do d6 nghién ctu duogc thuc
hién nham gitp cic nha quan tri xy dung co
s0 khoa hoc cho viéc hoach dinh cac giai phap
dé nang cao chit lwong dich vu phan phéi duoc
pham cta Pymepharco, tir d6 gia ting sy hai
long cho cac nha thudc trén dia ban TP.HCM.

So sénh véi cac két qua ciia nhiing nghién ctru g
dung khac, céc yéu t6 anh huong sy hai long ciia
khach hang trong ting linh vuc dich vu khdc nhau
hoac ciing mdt mdt linh vuc dich vu & céac thoi diém
khac nhau 13 khdc nhau. Cu thé trong nghién ciu
“Mot s6 yéu t6 anh huong dén su hai long cua cac
nha thudc trén dia ban TP. HCM dbi véi cong ty
o phﬁn Pymepharco” ndm 2011 (12), muic d anh
hudng cua cac yéu to giam dan la Nang luyc phuc
vu ((hé s6 Beta chuan héa bang 0,401), Gi4 ca va
Thanh toan(hé s6 Beta chuan hoéa bing 0,319), San
pham (hé s6 Beta chuan héa bang 0,311), Pap tmg
va Tin cdy (hé s6 Beta chuan héa bang 0,270). Ca hai
nghién ctru nay déu st dung thang do SERVQUAL
dé 1am co so danh gia sy hai long déi véi Cong ty
Pymepharco nhung két qua lai khac nhau giita céc
nam. Do d6 ¢6 thé thdy cac thanh phan cua chat
luong dich vu khong 6n dinh, thay ddi theo thoi
diém tiry thudc vao thi truong nghién ctru, cac nhém
ddi tuong khao st khdo sat khac nhau tily theo do
tudi, trinh d9, thu nhap,... Tir d, cac nha quan 1y
Pymepharco nén ¢6 cai nhin da dang va thay dbi linh
hoat chinh sach phat trién tai thi truong Viét Nam.

KET LUAN

Trong 4 nhan t6 anh huong dén sy hai long cua nha
thude doi véi dich vu cung tmg thude cia Cong ty
Pymepharco, Pap tmg la thanh phan tac dong manh
nhat (hé s6 Beta chuan héa bang 0,363), thur hai la
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San phém duoc (hé s6 Beta chuén héa bf?mg 0,230),
thi ba 1a Gia ca va Thanh todn (hé s6 Beta chudn hoa
bang 0,149) va cudi cung 1a Kha ning phuc vu cua
nhan vién (hé s Beta chuan hoa bang 0,145). Thang
do luong gid c6 d6 tin cdy cao, ding dén, vi viy Cong
ty C6 phan Pymepharco c6 thé 4p dung dé danh gia
sy hai long ciia nha thudc trong giai doan tiép theo.

KHUYEN NGHI

Vé d6i twong khach hang: Vi tap trung vao ddi
turong khach hang chi 1 nha thudc nén mirc do
xéc thuc cia thang do chua cao. Trong hé thong
cac kénh phéan phdi ctia Pymepharco, ngoai nha
thude con c6 dai 1y, quay thude, khach hang ctia
cac nha phéan phdi trung gian... Vi thé, nén mo
rong tién hanh khao sat v6i cac dbi tuong da
dang hon, nang cao do tin cdy cua thang do.

V& pham vi nghién ciru: Nghién ctru chi dugc tién
hanh tai khu vuc cac quan cua TP.HCM trong khi
cac huyén cua thanh phd ciing nhu cac tinh thanh
khéc trén lanh thd Viét Nam ciing dem lai nguon
doanh thu 6n dinh cho cong ty. Do d6 néu nghién
ctru duoc tién hanh tai nhiéu dia ban khéc s& dua
ra két qua voi mire do khai quat cao hon.
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Evaluating pharmacies’ satisfaction to the medicine supply service of
pymepharco joint stock company in Ho Chi Minh city

Le Ngoc Danh?, Tran Ngoc Cam Nhung', Le Phuong Uyen’, Pham Dinh Luyen’, Tran Thi
Hong Nguyen', Nguyen Thi Hai Yen'"

!University of Medicine and Pharmacy at Ho Chi Minh City

’Department of Health of Ho Chi Minh City

Objectives: This study is aimed to analyze phamacies’ satisfaction and factors affecting pharmacies’
satisfaction to the medicine supply service of Pymepharco Joint Stock Company in Ho Chi Minh city,
in 2020. Methods: Using a mix of qualitative and quantitative methods. The study was employed at
200 pharmacies in 2020. This study proposes a conceptual framework of pharmacies’ satisfaction. The
scale’s reliability is assessed using Cronbach’s Alpha and Exploratory Factor Analysis (EFA) model.
Therefore, pharmacies’ satisfaction is evaluated by the multiple linear regression model. Main findings:
The scale is built with 6 factors, including Product (5 items), Employee service capacity (6 items), Price
and Payment (4 items), Response (9 items), Confidence (4 items) and Satisfaction (2 items). When
calculating the Crobach’s Alpha with 30 items, Cronbach’s Alpha was from 0.769 to 0.904 for reliability.
After applying EFA, all factors are required, of which Eigenvalue of independent element was 1,034 > 1
and Eigenvalue of dependent element was 1,825 > 1. After the linear regression analysis variability, there
are 4 crucial factors affecting pharmacies’ satisfaction to the medicine supply service of Pymepharco, In
particular, Response is the most powerful factor (standardized Beta coefficient equal to 0.363), the second
is Pharmaceutical products (standardized Beta coefficient equal to 0.230), the third is Price and Payment
(standardized Beta coefficient equal to 0.149) and finally, Employee Serviceability (standardized Beta
coefficient equal to 0.145). Conclusion: The study has proposed a conceptual framework of pharmacies’
satisfaction to the medicine supply service of Pymepharco joint stock company and determined that the
response factor is the most influential factor on pharmacy satisfaction.

Key words: pharmacies’ satisfaction, medical supply service, Pymepharco Joint Stock Company.
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