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Dich COVID-19 bung nd va lay lan trén dién rong da tao nén sy qué tai trAm trong
cho h¢ thong y té. Trude tinh hinh d6, hoat dong tu diéu tri c6 y nghia thuc tién va cac
nha thudc déng vai trd quan trong dé nang cao hiéu qua tu diéu tri. Myc tiéu nghién
ctu 1a xay dung b cau hoi khdo sat va xac dinh mue do hai long cua khach hang vé
hoat dong cung ting va tu van san phém diéu tri COVID-19 tai mot sb nha thude & TP.
Thit Btrc. Nghién ctru sit dung phuong phéap dinh tinh két hop nghién ctru dinh luong
qua 02 giai doan: (1) khao sét so bo trén 30 khach hang dé danh gia do tin cdy cua cac
thang do, (2) khao sat chinh thirc 400 khach hang dé danh gia su hai long ciia khach
hang. Két qua thu dugc cho thdy khach hang hai long vdi hoat dong cung tmg va tu
van san pham diéu tri COVID-19 tai 10 nha thudc khao sat va ca ba nhan t6 da dé xuat
déu c6 anh huong cung chiéu toi sy hai 10ng ctia khach hang. Trong d6, nhan t6 “Trinh

Tur khoa

COVID-19, mtrc d6 hai
1ong, cung Gmg, tu van,
yéu t6 anh huong,

d6 chuyén mén ctia nhan vién ban thude” c6 tic dong manh nhat.
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1 it van dé

Viéc trién khai thuc hién Thuc hanh t6t co so ban 1&
thudc (GPP) da tao ra nhiing thay doi tich cuc cho hoat
dong hanh nghé dugc cua cac nha thube cong dong tai
nhiéu quéc gia, tuy nhién, mirc do va hi€u qua cu thé
mang dén 1a khong ddng nhat. Nhiéu han ché van ton tai,
de doa dén chat luong st dung thudc cta nguoi dan. Tai
An Do, két qua danh gia 100 nha thudc tai cong dong vé
thuc trang thuc hién GPP, cu thé cac nhom chi sd vé hé
théng, luu trit thude, cung ung dich vy, phan phéi thude,
va str dung thudc hop i, cho thay ti 1¢ dat GPP & 13 murc
d6 thap, dac biét ddi vai cac chi sb vé hé thong, cung img
dich vu, va sir dung thude hop 1i [1,2].

Trong bdi canh dich bénh COVID-19 bung nd va ti 1é
lay lan nhanh khién cho rét nhiéu nguoi dan mac bénh,
dan dén hé théng cac bénh vién tr¢ nén qua tai thi viéc
tw diéu tri tai nha 1a mot bién phap hitu hi¢u da duogc co
quan quan li Nha nuéc dua vao 4p dung. Thang
12/2021, S¢' Y té TP.HCM di c6 van ban vé viéc huy

san pham diéu tri
COVID-19.

dong hé thong nha thudc tham gia cong tac phong
chéng dich COVID-19, trong d6 ¢ cac hoat dong cung
g thude cho FO diéu trj tai nha [3]. Dé nang cao chat
lugng cua hoat dong tu diéu tri cho bénh nhan COVID-
19, hoat dong tu van va cung mg san pham diéu tri
COVID-19 ctia cac dugc sinha thude cong dong 1a hét
suc quan trong. Nguoi ban thudc can thuc hién st ménh
nghé nghiép ctia minh, tw van hudng din sir dung thude
cho nguoi bénh, gitip bénh nhan khéi bénh COVID-19
va lam hai long khach hang, l1am tdng kha nang canh
tranh ctia cac nha thude. Khi trién khai hinh thire tu diéu
tri can quan tam dén su phan hoi, danh gia cua khach
hang dé nang cao chat luong hoat dong cung tmg va tu
van, khic phuc nhitng han ché néu c6. Do do, chung t6i
thuc hién danh gia su hai long cta khach hang vé hoat
dong cung tng thudc va tu van cho bénh nhin mic
COVID tai mot s nha thuéc TP. Thu Dic.

2 Co so i luan
2.1 Ban 1é thude
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Bén 1¢ thudc 13 hoat dong chuyén mén cta co s& ban 1é
thudc, bao gdm viée cung cip, ban 1é thude truc tiép dén
ngudi sir dung thude, kém theo viée tur van va hudng dan sir
dung thudc an toan va c¢6 hiéu qua cho nguoi st dung [4].
2.2 Su hai long cua khach hang

Su hai long ctia khach hang 1a thai d6 tong thé ctia khach
hang dbi véi mot nha cung cép dich vu, hodc cam xuc
phan ung voi sy khac biét gitia nhiing gi khach hang du
doan trudc va nhig gi ho tiép nhan, ddi véi sy dap ung
mot s6 nhu cau, myc tiéu hay mong mudn [5].

Nghién ciru cac nhan té tac dong dén chat lugng chudi
nha thudc tai TP.HCM di x4c dinh chét lwgng nhan
vién c6 tac dong manh nhét, phuong tién hitu hinh c6
tac dong manh thtr hai, tiép dén 1a dong cam va cudi
cung 1a tin cay [6].

Sy hai long ctia khach hang mua thubc bi anh hudng
boi chit lvgng dich vu dugc cua nha thude. Vi thé dé
nang cao sy hai 1ong thi can tap trung vao cac yéu td
cAu thanh nén chét lugng dich vy, day la tién dé tao nén
su hai long [7].

M0 hinh dénh gia chat luong dich vu SERVQUAL cua
Parasuraman va cong su [8] duara 5 nhdn t6 nham danh
gia chat lugng dich vu gom:

- Phuong tién hiru hinh (tangibles): co s& vat chat,
trang thiét bi, ngoai hinh cua nhéan vién...

- D4 tin cdy (reliability): kha néng thuc hién dich vu
mot cach dang tin cay va chinh xac.

- Kha ning dap ung (responsiveness): san sang gitip
d& va dap ung nhu cau cta khach hang,

- Sy dam bao (assurance): kha ning truyén cam himg
va su tin tudng cua nhan vién.

- Su cam thong (empathy): mirc do cung cap dich vu
chdm séc danh riéng cho tirng cé nhan.

2.3 San pham diéu tri COVID-19

Nguoi mic COVID-19 diéu tri tai nha dugc ké don, cép
phat cac thudc diéu trj triéu chimg, bao gém thude ha
sOt, giam dau; thudc khang vi rit; thuée chéng viém
corticosteroid dudng udng, thudc chdng déng mau
duong ubng. Khi ké don, luu ¥ kiém tra ki cac chong
chi dinh, khai thac thong tin vé cac thudc nguoi bénh
dang s dung dé trénh cac tuong tic thude nghiém
trong khi ké don. Tu Van cho nguoi bénh hodc ngu0’1
cham soc nhan biét mot sé tic dung khéng mong mudn
quan trong cta thude dé kip thoi phat hién va xir tri phu
hop trong qua trinh sir dung [9]. Ngoai ra, ngudi mic
COVID c6 thé sir dung cac san pham hd tro nang cao
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strc khoe, tang cuong sirc dé khang, san pham sat khuan
hau hong, cin bang dién giai.

2.4 MO hinh nghién ctu

Dua trén nén tang co so li thuyét va cac nghién ctru
trong va ngoai nudc c6 lién quan, cic yéu td tic dong
dén sy hai 10ng ctia khach hang dbi v6i hoat dong cung
ung va tu vén 1a rt da dang. Dé tai chon loc va dé xuit
3 nhan té anh huong dén su hai 1ong cua khach hang vé
hoat ddng cung tmg thude va tu vin cho bénh nhan mic
COVID-19 tai mét s6 nha thude TP. Thu Dirc nhu sau:
- Thudc va hoat dong cung tng thudc: bao gdm ngudn
géc, chét lugng cta san phém, tinh san co, tinh da dang
va phong phti dé c6 thé thay thé khi can thiét hodc dé
khach hang lya chon cho phut hop voi kha nang chi tra,
muc gia, thoi gian cho doi dé duoc phuc vu.

- Phong cach ban hang va thai d phuc vu cua nhan vién
béan thudc: bao gdm trang phuc ctia nhan vién, tinh can
than trong hanh nghé, thai d6 tét, than thién, tao cam
gidc tin cdy cho khach hang; danh du thoi gian dé trao
d6i, tr vin va hudng dan sir dung thude, sin sang ling
nghe thé hién su ton trong va lich su khi giao tiép; dam
bao su cong bang giita cac khach hang; nhan vién ban
thudc quan tam khach hang va strc khoe khach hang.

- Trinh d¢ chuyén mén ciia nhan vién ban thude: bao
gbm kién thtrc chuyén mén, huéng dan/tu van vé hiéu
qué diéu tri, cach sir dung va liéu dung, nhirng luu ¥ khi
dung san pham diéu tri COVID-19, huéng din/tu van
ban thudc thay thé bang cac san pham diéu tri COVID-
19 khac (néu c6); kha ning truyén dat, biét cach hudng
dan va giai thich moi van dé cho khach hang theo
phuong thirc d& hiéu, kha ning tra 101 cAu hoi, giai dap
thac méc, yéu cau clia nhan vién ban thude.

3 Pbi twong va phuong phap nghién ciru

3.1 Béi twong nghién ctru

Khach hang di mua/dang mua san phim diéu tri
COVID-19 tai 10 nha thube & Tp. Thii Dirc ¢6 sinh vién
Truong Pai hoc Nguyén Tat Thanh lam viéc/ lam chu
(A Chau, Mi Tam, Nhu Y 2, Phuc Nguyén, Phudc Long,
Phuéc Thién 1, Tam Phac, Thing Long, Thao Nghi,
Trudng Giang).

3.2. Thoi gian nghién ctu

Nghién ctru duoc tién hanh tir thang 09/2022 dén
05/2023.

3.2 Phuong phap nghién ctu

Nghién ctru sir dung phuong phap dinh tinh két hop véi
dinh Iuvgng. Phuong phap nghién ctu dinh tinh dugc
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thuc hién béng cach tham khao cac dé tai nghién clru
trude d6 dé dé xudt phiéu cau hoi khao sat so bo, gom:
dic diém ctia ddi tugng nghién ctru; khao sat sy hai long
cta khach hang vé hoat dong cung tng va tu van san
pham diéu tri COVID-19 gém 3 nhan t6 trong d6 c6 21
bién quan sat; ngodi ra c6 mot cau hoi vé mirc do hai
1ong chung ctia khach hang. Cac bién quan sat duoc thé
hién ¢ Bang 1. Phuong phép dinh lugng duoc thuc hién

thong qua 02 giai doan. Giai doan 1 1a khao sat so b dé
danh gia do tin cdy cua cac thang do bang hé sb tin cay
Cronbach’s Alpha (tic 1a khao sat 30 khach hang ban
dau) va giai doan 2 1a khao sat chinh thirc (v6i ¢& mau 1a
400 khach hang), thu thap dir lidu va tiép tuc kiém dinh
thang do bang phén tich nhan t5 kham pha EFA, sau d6
kiém dinh mé hinh bang phan tich twong quan (kiém
dinh KMO va Bartlett) va phan tich hdi quy.

Bang 1 Céc nhan t6 anh huéng va ma hoa cac bién quan sat

A < X Y Ki thlli:lt Ma
Stt Tén bién Loai bién thu thip héa
Thudc va hoat djng cung irng thudc (CT) Bién djc lap
| Nguon gdc, chit lwong ciia cac san pham diéu tri CT1
COVID-19 da mua
, | Céc san pham dieu tri COVID-19 tai nha thuoc luon T2
san co A Lz
San pham dicu tri COVID-19 trong nha thuoc c¢6 tinh Bién dinh Pha‘f phlleu
3 . . luong khao sat CT3
da dang va phong pht.
Nha thudc ban san pham diéu tri COVID-19 véi mirc
4 1 CT4
gid phu hop
5 | Thoi gian anh/chi chd doi dwoc phuc vu khi dén nha thude CT5
Phong ciach ban hang va thai d¢ phuc vu ctia nhén vién A
ban thube (TD) Bien doclap
6 | Trang phuc cuia nhan vién ban thude (gon gang, lich su...) TDI
7 | Nhan vién thé hién tinh can than trong hanh nghé TD2
8 | Nhan vién c6 thai d¢ tot, than thién doi véi khach hang TD3
9 | NV ban thudc mang dén cam giac tin cay doi voi KH TD4
10 N}lan Vlren ba:l th}lOC danh du thoi glan dé trao doi, tu Bién dinh Phat phi ‘u D5
van, hudng dan st dung cho anh/chi lron Khio sét
11 | Nhan vién ban thudc san sang lang nghe khach hang e TD6
12 | Thé hién su ton trong, lich su khi giao tiép vdi khach hang TD7
13 | Nha thuéc dam bao su cong bang giita cac khach hang TDS8
Nhan vién ban thudc quan tdm khach hang va stc khoe
14 | , . TD9
cua khéach hang
Trinh dd chuyén mén ciia nhén vién ban thudc (CM) Bién déc lap
15 | Kién thtrc chuyén mon cia nhan vién ban thude CM1
16 Hudng dan/te van ciia nhan vién vé hiéu qua diéu tri CM2
ctia san pham diéu tri COVID-19
17 Huéng dan/‘uf Y?n V? cach st dung san pham dicu tri Bién dinh Phat phiéu CM3
COVID-19 va liéu dung .,
; = X = — - b luong khao sat
13 Hudng dan/tu van vé€ nhitng luu y khi dung san pham CM4
diéu tri COVID-19
19 Hudng dan/tu van ctia nhan vién ban thudc vé thay thé CM5
bang cac san pham diéu tri COVID-19 khac (néu co)
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Nhién vién ban thudc c6 kha ning truyén dat, biét cach
20 | huéng din va giai thich moi van dé cho khach hang CM6
theo phuong thirc dé hiéu
Kha nang tra 101 cau hdi, giai dap thac mac, yéu cau
21 \ N £ CM7
cua nhan vién ban thude
A x Bién ph Phit phié
Danh gia chung mirc do hai long doi voi chat lwgng hoat ten I: v aq b 1’eu
. ] . i . I 3 . * c. thudc khao sat
dong cung irng va tw van sian pham diéu tri COVID-19 tai Yt HLC
. P Bién dinh
nha thuoc
luong

Cé& mau cho nghién cuu dinh luwong:
= ( . (=¥ [10

Trong do:
e n: ¢ mau t6i thiéu cén thiét
*C

h¢ so tin cdy (v6i =0,05thiz. _-y=196)
e p (prevalence): gid tri ti I¢ udc tinh (p =0,5)
°q=1-p
e d: sai s cho phép (d = 0,05)

Theo cong thtrc trén tinh dugc:

n=—2*C ) _ 385 (khich hang)
C& mau tdi thiéu 1a 385 khach hang.
Phirong phdp ldy mau:

Nghién ctru dugc thyuc hién theo phuong phéap lay mau
thudn tién. Mdi nha thudc thu thap 40 phiéu khao sat
hop 1é dé dam bao dap tng duoc ¢d miu tdi thiéu theo
yéu cau.

Thoi gian khao sat tir thang 11/2022 dén thang 03/2023.

4 Két qua nghién ctru

4.1 Xay dung b cau hdi khéo sat sy hai long ctia khach
hang vé hoat dong cung tng va tu vin san pham diéu
tri COVID-19 tai mot sé nha thude TP. Thu Dic.

4.1.1 Kiém dinh d6 tin ciy cua thang do theo khao sat
dinh lugng so bd

Nghién ctru dinh lwong giai doan 1 thyc hi¢n bé“lng cach
phat phiéu khao sat cho 30 khach hang mua thudc, sau
d6 kiém dinh Cronbach’s Alpha trén dir lidu thu thap
dugc, dé loai di cac bién quan sat khong phu hop, lam
giam do tin cdy cua thang do. Két qua thu dugc nhu sau:
Hé s6 Cronbach’s Alpha cua thang do Thudc va hoat
ddéng cung ieng thuoc 1a 0,922 (16n hon 0,9), ching to
thang do luong rat tot. Pong thoi, két qua kiém dinh
cho thdy cac bién quan sat CT1, CT2, CT3, CT4, CT5
c6 hé sb twong quan bién téng lan luot 12 0,825; 0,708;
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0,815; 0,776; 0,876 (déu phu hop vi 16n hon 0,3) va
khong c6 bién nao ¢ hé sb Cronbach’s Alpha néu loai
bién 16n hon hé sé Cronbach’s Alpha tong, chiing to
cac bién déu dat chét lugng tot.

Heé sb Cronbach’s Alpha ciia thang do Phong cdch bén
hang va thai dé phuc vu cia nhdn vién ban thuéc 13 0,748
chimg t6 thang do ludng sir dung tét. Hé sb twong quan
bién tong cuia cac bién TD1, TD3, TD5, TD6, TD7, TDS,
TD9 lan luot 1 0,435; 0,390; 0,324; 0,636; 0,621; 0,507;
0,502 déu 16n hon 0,3. Tuy nhién, bién TD2 va TD4 c6
hé s6 twong quan bién tong lan luot 12 0,150 va 0,293 nho
hon 0,3. Vi thé hai bién quan sat TD2 va TD4 s& bi loai.
Nhu vay thang do Phong cach ban hang va thai do phuc
vu ciia nhdn vién ban thuéc con lai 7 bién quan sat1a TD1,
TD3, TDS, TD6, TD7, TD8, TD9.

Hé s6 Cronbach’s Alpha ctia thang do Trink dé chuyén
mén ciia nhén vién ban thuéc 1a 0,889, chimg t6 thang
do luong st dung tot. Dong thoi, két qua kiém dinh cho
thdy cac bién quan sat CM1, CM2, CM3, CM4, CMS5,
CM6, CM7 déu c¢6 hé s6 tuong quan bién tong phi hop
(>0,3) voi hé sb tuong quan bién téng 1an luot 14 0,822;
0,677, 0,639; 0,598; 0,658; 0,689; 0,722 va khong c6
bién nao c6 hé sé Cronbach’s Alpha néu loai bién 16n
hon hé s6 Cronbach’s Alpha téng, ching té cic bién
déu dat chat lugng tot.

Nhu vay, qua kiém dinh d6 tin cdy cua thang do thi
thang do dugc sur dung dé khao sat dinh luong giai doan
2 bao gdm 19 bién quan sat: Thudc va hoat déng cung
vmg thuée (5 bién quan sat, ki hiéu tor CT1 — CT5),
Phong cdach ban hang va thai do phuc vu cua nhdn vién
ban thuéc (7 bién quan sat, ki hiéu 1a TD1, TD3, TD5
— TD7) va Trinh dé chuyén mon cua nhdn vién ban
thuée (7 bién quan sat, ki hiéu tir CM1 — CM7).

4.1.2 Kiém dinh d¢ tin cdy ciia thang do theo khao sat
dinh lugng chinh thurc

Nghién ctru dinh lugng giai doan 2 khao sat chinh thure
trén ¢& mau 400 khach hang. Tién hanh kiém dinh
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Cronbach’s Alpha trén dit liéu thu thap duoc, két qua
thu dugc nhu sau:

Hé s6 Cronbach’s Alpha cta thang do Thudc va hoat
ddéng cung ieng thuoc 1a 0,934 (16n hon 0,9), ching to
thang do ludng rat tot. Pong thoi, két qua kiém dinh
cho thay cac bién quan sat CT1, CT2, CT3, CT4, CT5
¢6 hé sb twong quan bién tong 1an luot 12 0,827; 0,860;
0,830; 0,829; 0,781 (déu phu hop vi 16n hon 0,3). Do
d6, cac bién déu dat chit lugng tot.

Hé s6 Cronbach’s Alpha cua thang do Phong cdch ban
hang va thai do phuc vu cua nhan vién ban thuée 1a
0,948 chimg to thang do luong sir dung tét. Hé s twong
quan bién téng cua cac bién TDI, TD3, TD5, TD6,
TD7, TD8, TD9 lan luot 1a 0,820; 0,821; 0,831; 0,861;
0,802; 0,819; 0,815 déu 16n hon 0,3. Do d6, céc bién
déu dat chat luong tot.

Hé s6 Cronbach’s Alpha cua thang do Trinh dg chuyén
mén ciia nhan vién ban thuéc 1a 0,956, ching t6 thang
do luong str dung tot. Dong thoi, két qua kiém dinh cho
thdy cac bién quan sat CM1, CM2, CM3, CM4, CM35,
CM6, CM7 déu c6 hé sb tuong quan bién tong 1an luot
13 0,847; 0,866; 0,833; 0,845; 0,829; 0,854; 0,854 (déu
16n hon 0,3), chiig to cac bién déu dat chat luwong tot.
Hé s6 Cronbach’s Alpha ciia thang do bao gom 3 bién
doc lap CT, TD, CM va mét bién phu thuéc HLC la
0,954, nhu vy thang do ludng sir dung tét. Hé s twong
quan bién tong cua CT, TD, CM, HLC lan luot la
0,855; 0,919; 0,926; 0,878 (déu 16n hon 0,3) va hé sd
Cronbach’s Alpha néu loai bién déu nho hon hé sb

Cronbach’s Alpha ctia nhom, do d6 cac bién doc 1ap va
bién phu thudc déu dat chat lugng tot.

Nhu vay, qua kiém dinh d6 tin cdy cua thang do thi
thang do chinh thuac khao sat su hai long cua khach
hang vé hoat dong cung Ung va tu vn san pham diéu
tri COVID-19 bao gdm 1 bién phu thudc (ki hiéu 1a
HLC) va 3 bién doc 1ap: Thudc va hoat dong cung irng
thuéc (5 bién quan sat, ky hiéu tir CT1 — CT5), Phong
cdch ban hang va thai do phuc vu cua nhadn vién ban
thuée (7 bién quan sat, ky hiéu 1a TD1, TD3, TD5 —
TD7) va Trinh dg chuyén mén ciia nhén vién ban thude
(7 bién quan sat, ky hiéu ttr CM1 — CM?7).

4.2 Xéac dinh mirc do hai long cua khach hang vé chét
lwong hoat dong cung tmg va tu van san pham diéu tri
COVID-19 tai mdt sb nha thuée ¢ TP. Thu Durec.

4.2.1 Pac diém mau khao sat: Trong s6 400 khach hang
tham gia khao sat, nir gidi chiém 56,25 %, chu yéu
mua thudc cho ban than (chiém 46,25 %) va ngudi nha
(chiém 30,25 %). Phan 16n d6i tugng nghién ctru mua
san pham diéu tri COVID-19 ma khong c6 don thudc
(chiém 56,00 %). Khi tu danh gia myc d6 hiéu biét vé
ding thudc, xét trén thang diém 4 thi c6 43,00 % d6i
tugng nghién ciru ty danh gia & mic 2 diém va 29,75
% dbi twgng nghién ctru danh gia & mic 1 diém. Piéu
d6 cho thdy, phan 16n d6i twong khach hang rat can
dén sy tu van cta ngudi ban thude.

4.2.2 Po luong mirc d6 hai 1ong ctia khach hang vé chét
luong hoat dong cung g va tu van san pham diéu tri
COVID-19 tai mdt sb nha thuée & TP. Thu Durec.

Bang 1 Cac nhan t6 anh hudng va ma hoa céc bién quan sat

~ e e q oK Ki thuf:it Ma
Stt Tén bién Loai bién thu thap héa
Thudc va hoat dong cung ing thudc (CT) Bién djc 1ap
| Nguon goc, chat luong ciia cac san pham diéu tri CT1
COVID-19 da mua
) Céc san pham diéu tri COVID-19 tai nha thudc ludn CT2
san ¢
San pham diéu tri COVID-19 trong nha thudc ¢ tinh | Bién dinh Phat phiéu
3 \ , ., CT3
da dang va phong phu. luong khéo sat
Nha thudc ban san pham diéu tri COVID-19 v&i mic
4 1 CT4
gia phu hop
Thoi gian anh/chi chd dgi dé duge phuc vu khi dén nha
5 £ CTS5
thuoc
Phong cach ban hang va thai do phuc vu ctia nhin vién A
ban thubc (TD) Bien doc lap
6 | Trang phuc ctia NV bén thudc (gon gang, lich su...) | | TDI1

.
@ Dai hoc Nguyén T4t Thanh
e

'NGUYENTATTHANH



m Tap chi Khoa hoc & Cong nghé Vol 6, No 2

7 | Nhan vién thé hi¢n tinh can than trong hanh nghe Bién dinh Phat phiéu TD2

8 | Nhan vién c6 thai d¢ tot, than thién ddi v6i khach hang luong khao sat TD3
Nhan vién ban thudc mang dén cam giac tin cdy doi

9 11z \ TD4
v6i khach hang

Nguoi ban thudc danh da thoi gian dé trao doi, tu vén,

10 huéng dan sir dung cho anh/chi D3

11 | Nhan vién ban thudc san sang lang nghe khach hang TD6

12 | Thé hién su ton trong, lich sy khi giao tiép vdi KH TD7

13 | Nha thudc dam bao sy cong bang giira cac khach hang TDS8
Nhan vién ban thudc quan tim khach hang va strc khoe

14 TD9
cua khach hang

Trinh d§ chuyén mén ciia nhan vién ban thuoc (CM) Bién djc 1ap

15 | Kién thirc chuyén mon ciia nhan vién ban thudc CM1

16 Huodng dﬁnﬁ/tu V€:1n ctia nhan vién vé hiéu qua dicu tri CM2
cua san pham diéu tri COVID-19

17 Huéng dan/tur V?}n ve cach su dung san pham diéu tri CM3
COVID-19 va liéu dung

1g | Huong dan/tu van vé nhimg luu y khi ding san pham ’ , M4
dieu tri COVID-19 Bién dinh Phat phicu

19 Huéng dan/tu van cta nhan vién ban thudc vé thay thé luong khao sat CMS

bang cac san pham diéu tri COVID-19 khac (néu co)
Nhan vién ban thudc c6 kha ning truyén dat, biét cach
20 | huéng dan va giai thich moi van d& cho khach hang CM6
theo phuong thirc dé hiéu

Kha nang tra 10i cau hoi, giai dap thiac mac, yéu cau

21 ctia nhan vién ban thude M7
Panh gia chung mirc d§ hai long doi véi chat lwong | Bién phu Phat phiéu
hoat ddng cung wng va tw van san pham diéu tri thugc khao sat HLC
COVID-19 tai nha thude Bién PL
Bang 2 Diém hai 1ong ctia khach hang vé Thudc va hoat déng cung ieng thude
Tén on , Diém
bién Ticu chi trung binh
CT1 | Nguon goc, chat lugng cua cac san pham diéu tri COVID d3 mua 3,92
CT2 | Cac san pham diéu tri COVID-19 tai nha thudc ludn san cd 391
CT3 | San pham diéu tri COVID-19 trong nha thudc c6 tinh da dang va phong phu 3,96
CT4 | Nha thudc ban san pham di¢u tri COVID-19 véi mure gia phu hop 3,99
CT5 | Thoi gian anh/chi chd doi dé dugc phuc vu khi dén nha thude 3,95

Duya theo gia tri khoang cach ciia thang Likert 5 mtrc d6 thi diém trung binh ctia cac bién tir CT1 dén CT5 déu nam
trong khoang 3,41-4,20 nhu vy dap vién c6 xu huéng hai long véi cac tiéu chi 6 lién quan dén thudc va hoat dong
cung {mg thudc.

Bang 3 Diém hai 1ong ctia khach hang vé Phong cach ban hang va thai d6 phuc vu ctia nhan vién ban thudc

A s A Pi¢m
Tén bien Tiéu chi trung binh

TD1 Trang phuc ctia nhan vién ban thudc (gon gang, lich su...) 4,05

TD3 Nhan vién c6 thai do tdt, than thién d6i véi khach hang 4,06
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TD5 Nhan vién ban thudc danh du thoi gian dé trao doi, tu van, huodng dan 3,96
st dung cho anh/chi

TD6 Nhan vién ban thudc san sang lang nghe khach hang 3,98

TD7 Theé hién su ton trong, lich sy khi giao tiép voi khach hang 4,02

TD8 Nha thuoc dam bao sy cong bang gitra cac khach hang 4,00

TD9 Nhan vién ban thuoc quan tdm khach hang va surc khoe cia khach hang 3,98

Bang 3 cho thdy d6i trong nghién ciru c6 xu huéng hai 1ong v6i cac tiéu chi co lién quan dén Phong cdch ban hang
va thai do phuc vu cua nhdan vién ban thuée do diém trung binh cua céc ti€u chi dao dong tur 3.96-4.06, nam trong
khoang gié tri tir 3.41-4.20, day la khoang gié tri hai long clia thang do Likert 5 mirc d6. Cac nha thudc tham gia
nghién ctru da nam bat duoc tim quan trong ctia phong cach ban hang va thai do phuc vu ctia nhan vién nha thude.

Bang 4 Diém hai long vé Trinh d¢ chuyén mon cta nhan vién ban thude

n e on . Diém
Tén bién Tiéu chi trung binh
CM1 | Kién thitc chuyén mon cua nhan vién ban thuoc 4,07
CM2 | Huéng dan/tu van cua nhan vién vé hiéu qua diéu tri ctia san pham tri 4,08
COVID-19
CM3 | Hudng dan/tu van vé cach str dung san pham diéu tri COVID-19 va liéu ding 4,11
CM4 | Huéng dan/tu van vé nhimg luu y khi ding san pham diéu trj COVID-19 4,05
CM5 | Huéng dan/trr van cua nhan vién ban thudc vé thay thé thude 3,99
CM6 | Nhan vién ban thudc c6 kha nang truyén dat, biét cich huéng dan va giai 4,04
thich moi vin dé cho khach hang theo phwong thirc d& hiéu
CM7 | Khé néng tra 101 cau hoi, gidi dap thac mac, yéu cau ctia nhan vién ban thude 4,00
Két qua nghién ciru & Bang 4 cho thay cac bién CM1- TD6 | 0,851
CM7 c¢6 diém hai long trung binh tir 3,99-4,11, nam TD7 0,849
trong khoang gia tri 3,41-4,20, day la khoang gid tri hai TDS8 0,842
1ong ctia thang do Likert 5 mirc 9, cho thay khach hang TD9 0,840
tham gia khéo sat hai long v&i céc ti€u chi “Trinh do CM1 0,836
chuyén mon ciia nhén vién ban thuéc”. CM2 | 0834
4.3 Xac dinh muc d¢ anh hudng ctia cac yéu t6 dén su CM3 0.823
hai long cﬁa’ khéch h%ng Vé‘ chat lugng hoat dong cung CM4 0.819
ung va tu van san pham diéu tri COVID-19 tai mét s CM5 0815
nha thu()’c o TP "l:hu Dl’{c ., CM6 0.805
4.3.1 Panh gia do tin cay cua thang do M7 0,799

Bang 9 Két qua phan tich nhan td kham pha EFA

. Gia tri Sig. cia Tac gia mong mudn chon ra cac l?ién quan sat chét
Bién H¢ so KMO kiém dinh luong nén s& sit dung ngudng hé so tai 1a 0,5 thay vi
tai (FL) Bartlett chon hé sé tai 0,3 tuong ung theo c& mau. Két qua
CT1 0.872 ng}lién cuu o Beimg 8 cho thay h¢ so tai nhan t6’ cua 19
CT2 0.870 bien quan sat déu 16m hon 0,5 ching to cac bien quan
CT3 | 0869 sat déu tot. , , ‘
CTa 0.863 Kiém dinh KMO va Bartlett (Eho ket qua hé so KMO bang
CTs 0863 0,969 0,000 0,969 l§n hon 0,5 ch@g to r.éng phan tich nhan t6 1a phu
D1 0’ 261 hop. Q1é tr;v Sig. cta kiém dinh Bartlett lé, 0,000 (< 0,0?)
: cho thay kiém dinh Bartlett c6 y nghia thong ké, cac bién
igé 8’222 quan sat c6 twong quan véi nhau trong nhan t4.
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4.3.2. Phan tich hdi quy: qua phan tich hdi quy cho két
qué hé sb xac dinh R co gia tri 0,885 thé hién mdi quan
hé gitra cac bién trong mo hinh c6 mdi twong quan rat
chit ché. Bao cao két qua hdi quy ctia md hinh cho thay
hé sb xac dinh R2 bang 0,784, diéu nay ndi 1én do thich
hop cua mod hinh 1a 78,4 % hay noi cach khac 1a 78,4 %
sur bién thién ctia Sw hai 10ng chung ctia khach hang duoc
giai thich boi 3 thanh phan cua bién doc 1ap. Hé sb xac
dinh R? hiéu chinh (0,782) phan anh chinh xac hon su
phu hop ctia m6 hinh dbi voi téng thé, c6 su ton tai mod
hinh héi quy tuyén tinh & mtrc d6 phtthop 1a 78,2 % gitra
Su hai 10ng chung cua khach hang va 3 bién doc lap
Thuéc va hoat déng cung vmg thudc, Phong cdch bdn
hang va thdi do phuc vu ciia nhdn vién ban thuéc, Trinh
do chuyén mon cua nhdn vién ban thuéc.

Phén tich phwong sai ANOVA cho théy gié tri Sig. ctia
kiém dinh F bang 0,000 (nh6 hon 0,05), c6 nghia 13 mo
hinh hdi quy tuyén tinh véi dit liéu thu thap dugc va cac
bién dua vao déu co ¥ nghia trong thng ké.

Két qua phan tich cac hé sb hdi quy cho thiy, gi4 tri Sig.
ctia kiém dinh t & 3 yéu t CT, TD va CM lan luot 1a
0,012; 0,000 va 0,000 (déu nho hon 0,05). Do d9, c6 thé
noi rang cac bién doc 1ap déu co tic dong dén Sy hai long
chung ciia khach hang d6i voi hoat dong cung tmg va tu
van san pham diéu tri COVID-19. Ngoai ra, hé s6 B
chudn hoa cua yéu t& Thudc va hoat dong cung ing
thuéce (CT) 12 0,115, cta Phong cdch ban hang va thdi
do phuc vu cua nhan vién ban thuéc (TD) 14 0,287, cua
Trinh dé chuyén mon cua nhan vién ban thuéc (CM) la
0,515. Tat ca cac yéu té déu mang déu duong, nén déu
¢6 y nghia trong md hinh va tac dong ciing chiéu dén Su
hai 1ong chung cua khach hang ddi véi hoat dong cung
g va tu vn san pham diéu tri COVID-19.

Phuong trinh hdi quy vé& sy anh huéng cua cac yéu
Thuéc va hoat ddng cung g thuéc (CT), Phong cdch
ban hang va thai dé phuc vu cua nhdn vién ban thuéc
(TD), Trinh d¢ chuyén mén ciia nhén vién ban thuée
(CM) dbi voi Su hai 10ng chung ciia khach hang trong
hoat déng cung ung va tu van san pham diéu tri
COVID-19 nhu sau:

HLC=0,115* CT + 0,287*TD + 0,515*CM + ¢
Céc yéu t6 déu lam ting sy Su hai long chung cua
khach hang d6i voi hoat dong cung tmg va tu van san
pham diéu tri COVID-19. Trong ba yéu t6 lam ting sy
hai 10ng chung ctia khach hang d6i véi hoat dong cung
g va tu van san pham diéu tri COVID-19 thi nhan t&
Trinh d§ chuyén mén cia nhén vién bdn thuéc c6 mirc
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anh huéng manh nhat. Do d6, cong tac dao tao co ¥
nghia v6 cling quan trong, vira gitip dam bao cung cap
cho nguoi hoc kién thirc chuyén mén vimg chic va co
thé van dung vao thuc tién ngay sau khi ra truong, tir
do6 lam tang su hai long ctua khach hang, nang cao nang
lwc canh tranh cho nha thudc.

5 Két luan

Trude yéu cau thuc tién, bénh nhan mic COVID-19 ty
diéu tri tai nha 1a diéu khong thé tranh khoi. Chat luong
hoat dong cung Gmg va tu vin san pham diéu tri COVID-
19 s& giup ich cho qua trinh diéu tri. Khao sat dugc tién
hanh trén 400 khach hang. Céc ndi dung chinh ciia phiéu
khao sat bao gdm 19 bién quan sat, trong d6 c¢6 5 bién
quan sat vé Thuoc va hoat déng cung vmg thuéc (CT1-
CT5, 7 bién quan sat vé Phong cdch ban hang va thai do
phuc vu cua nhdn vién ban thuéce (TD1, TD3, TD5-TD7)
va 7 bién quan sat vé& Trinh d¢ chuyén mén ciia nhan vién
ban thuée (CM1-CM?7).

Tir két qua phéan tich thong ké trung binh (mean) cho thay,
khéach hang cam thdy “Hai 1ong” v6i 3 nhan t5. Tét ca 3
nhén t& dé xudt déu c6 anh huong cing chiéu dén sy hai
long cia khach hang vé hoat dong cung g va tu van san
pham diéu tri COVID-19, trong d6, nhan t& “Trinh d¢
chuyén mén cia nhin vién ban thuéc” ¢ anh huong
manh nhat, duoc thé hién qua hé ) B chuén hoa 16n nhit
(0.515). Nhan t6 ¢6 anh hudng 16n dén su hai 1ong cia
khach hang dung thir hai 1a “Phong cach ban hang va thai
do phuc vu ciia nhdn vién ban thuéc” voi hé sb B chudn
hoa 13 0.87, va cudi cing 13 “Thudc va hoat ddng cung
iing thuéc” voi hé s6 B chuan hoa 1a 0.115.

6 Kién nghi

Nghién ctru chi dimg lai & phuong phép 1dy mau thuan
tién va khao sat 10 nha thudc trén dia ban TP. Thu Duc.
Diéu nay gy ra han ché cua dé tai. Do do, tac gia dé
xuét trong thoi gian toi, mé rong pham vi nghién ctru
dé c6 thé ap dung két qua cho quan thé nghién ctru.

Két qua nghién ciru cho thiy trong 3 yéu t6 anh huong
cting chiéu dén sy hai long ctia khach hang dbi v4i hoat
dong cung (g va tu van san pham diéu tri COVID-19
thi yéu t6 c6 anh hudng manh nhat dén sy hai 1ong ctia
khach hang 1a Trinh do chuyén mon cia nhdn vién ban
thuéc. Do d6, viec nang cao chét lugng dao tao 1a mot
viéc lam hét sie can thiét, can nhanh chong trién khai
cac hoat dong dao tao chuyén mon gén lién voi hoat
dong gan két voi cac doanh nghiép dé sinh vién c6
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nhirng trai nghiém thyc té trong qua trinh hoc, dam bao trong, can phai dinh huéng vé thai 46 va dao dtrc hanh

sau khi ra truong sinh vién c6 thé dép ing dugc cacyéu  nghé cho sinh vién trong qua trinh dao tao.

cau cua cong viéc, tu van gitp do ngudi bénh trong qua  Loi cdm on

trinh diéu tri. Ngoai ra phong cach ban hang va thai @@  Nghién ctru duoc tai tro boi Quy phét trién Khoa hoc

phuc vu ctia nhan vién ban thudc ciing 1 yéu td rit quan va Cong nghé — Truong Pai hoc Nguyén Tat Thanh,
ma d¢é tai 2022.01.115/HD-KHCN.
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Evaluate the customer sastifaction of supply and consultation activities of COVID-19 treatment
products at some pharmacies in Thu Duc city.

Nguyen Thi Nhu Quynh - quynhntn@ntt.edu.vn

Faculty of Pharmacy, Nguyen Tat Thanh University

Abstract The outbreak of COVID-19 and its widespread spread has created a serious overload for the health
system. In such situation, self-treatment has practical significance and its effectiveness is mainly determined by
pharmacies. The research objective is to build a survey questionnaire and determine the level of customer
satisfaction on the supply and consultation of COVID-19 treatment products at a number of pharmacies in Thu
Duc, Ho Chi Minh City. The study used qualitative method (by referring to previous research topics to build
preliminary survey questionnaires) combined with quantitative research through 02 phases: (1) a preliminary
survey on 30 customers to assess the reliability of the scales, (2) an official survey of 400 customers to assess the
customer satisfaction. The obtained results showed that customers were satisfied with the supply and consultation
of COVID-19 treatment products at 10 surveyed pharmacies and all three proposed factors had a positive influence
on customer satisfaction, among which the factor “Professional qualification of drug salesperson” had the strongest
impact.

Keywords COVID-19, satisfaction, supply, consultation, influencing factors, COVID-19 treatment products.
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