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ABSTRACT

Objective: lIdentify factors related to customer experience leading to the intention to repurchase
medicine and health care products.

Method: Cross-sectional descriptive study with analysis on 491 consumers of medicine and health
care products on online platforms in Can Tho city.

Results: After multivariate regression analysis, it was found that 7 factors affected the intention to
repurchase, in which “product”, “marketing policy”, “customer care after purchase” had a positive
impact.

Conclusion: The factors are very important in proposing solutions to further improve the intention
to purchase medicine and health care products in Can Tho.

Keywords: Online shopping, related factors, customer experience, e-commerce.

*Corresponding author
Email: nphung@ctump.edu.vn Phone: (+84) 909754664 Https://doi.org/10.52163/yhc.v66iCD4.2355

; Crossrefd 221 “



mailto:nphung@ctump.edu.vn

N.P. Hung et al / Vietham Journal of Community Medicine, Vol. 66, Special Issue 4, 221-226

KHAO SAT TAC DONG CUA TRAI NGHIEM KHACH HANG KHI MUA SAM
TRUC TUYEN DEN Y PINH MUA LAP LAI THUOC VA CAC SAN PHAM
CHAM SOC SU’C KHOE TAI THANH PHO CAN THO NAM 2024-2025

Tran Thi Minh Ail, La Tharlh Héngl, Mai Phuong Nam?, Dinh Thi Minh Ngoc?
Hoang Thi Kim Van!, Nguyén Phuc Hung*, V6 Thi My Huong', Tran B4 Kién?

YTrieong Pai hoe Y Dwoc Can Tho - 179 Nguyén Vin Cir, qugn Ninh Kiéu, thanh phé Can Tho, Viet Nam
2Trieong Cao dang Diwge Trung wong Hai Dwong - 324 Nguyén Liong Bang, thanh phé Hdi Dirong,
tinh Hdi Duong, Viét Nam.

Ngay nhan bai: 17/02/2025
Ngay chinh sira: 18/3/2025; Ngay duyét dang: 08/4/2025

TOM TAT
Muc tiéu: Xéc dinh cac yéu t6 lién quan dén trai nghiém khach hang dan dén y dinh mua l3p lai
thudc va cac san pham cham soc strc khoe.
Phwong phap: Nghién ctru m6 ta cit ngang ¢0 phan tich trén 491 nguoi tiéu dung thudc va cac san

pham cham soc strc khoe trén nén tang truc tuyén tai thanh phd Can Tho. Dbi tugng nghién ctru hoan
thanh bang cau hoi khao sat.

Két qua: Sau phan tich hoi quy da bién cho thdy 7 nhan t6 anh huéng dén y dinh mua lai, trong do
“san pham”, “chinh sach maketing”, “chim séc khach hang sau khi mua” anh huong tich cuec.

Két luan: Cac nhan td c6 y nghia rat quan trong trong viéc dé ra cac giai phap nham nang cao hon

nira ¥ dinh mua thudc va san pham cham séc sirc khoe tai Can Tho.

Tir kh6a: Mua sam truc tuyen, yeu td lién quan, trai nghiém khach hang, thwong mai dién tu.

1. PAT VAN BPE

Nganh thuong mai dién to d3 ching kién sy ting
trudng, nhd vao sy tién bd nhanh chdng cia cong nghé
trong cong nghiép 4.0. Dudi tac dong cia dai dich
COVID-19 xay ra cung véi su phat trién cta thuong
mai dién tir da 1am thay d6i hanh vi mua hang va ting
mure chi tiéu hang thang d6i véi cac san pham cham soc
suc khoe. Sy thay ddi tir dich vu cham séc strc khoe
truyén thdng sang dich vu chim soc strc khoe dua trén
Internet di cho phép ngudi tiéu dung hiéu duoc cac tinh
trang stc khoe chu dong dbi véi sire khoe cua ho. Do
d6, su nhan thirc ciia co sé ban 1é thude truc tuyén &
nguoi ti€u dung cang mo rong. Nghién cliu cua
Ekpedeme Ndem va cong sy cho thiy tlem nang phat
trién cac dich vu dwuoc phdm truc tuyén rat tich cuc
trong tuwong lai [1]. Xu hudng s dung co s ban I¢
thudc truc tuyén cang phd bién gidi tré [2]. Hau hét,
nhirng mit hang dang dugc quan tim hang dau | cac
san phém cham soc stre khoe va vé sinh ca nhan, tiép
theo 14 sén phdm 1am dep va thude [3]. Nghién ctru cua
Yue-Yang Chen cho thay su hai long trai nghiém quan
trong hon niém tin tiéu dung 1a yéu t6 quyét dinh dén y
dinh mua lai ctia khach hang [4]. Y dinh mua lip lai

*T4&c gia lién hé

truc tuyén bi tac dong truc tiép va gian tiép bdi cac yéu
td trai nghiém khach hang theo nghién ciru cua Bui
Nhat Vuong va cong su (2022) [5]. Trai nghiém mua
hang tbt dugc xac dinh 1a yéu t6 quan trong dé gilt chan
khéch hang va thiic ddy ¥ dinh mua lai.

Chung t0i khao sat tac dong cta trai nghiém khach hang
khi mua sam truc tuyén dén y dinh mua 1ap lai thude va
céc san pham cham soc strc khoe tai thanh phd Can Tho
nam 2024-2025 nham xéac dinh cac yéu t6 lién quan dén
trai nghiém khach hang din dén y dinh mua lap lai
thudc va cac san phadm cham soc sirc khoe.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ctru

Nghién ciru mé ta ct ngang.

2.2. Thoi gian va dia diém nghién ciru

Nghién ctru thuc hién tir thang 5/2024-5/2025 tai 9
quan, huyén trén dia ban thanh pho Can Tho.

2.3. P6i twong nghién ciru

- Tiéu chuin chon mau: ngudi dan tir du 18 tudi dang
sinh song va lam vi¢c tai thanh pho Can Tho, da tung
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mua san pl}érn cham soc suc khoe tai cac cua hang ban

1 truc tuyen.

- Tiéu chuén loai trir: nhitng phleu khao sat chi chon

mét phuong an cho tat ca cac b1en quan sat s€ bi loai

bd df: tranh anh huong dén hé sé twong quan, do léch

chuan va trung vi.

2.4. C& miu va phwong phap chon miu

Ap dung cong thire tinh miu wdc luong mot ty 18:
N=2%_4 X p x (1—p)/d2

Trong dé: n la c& mau nghién cau; o 1a n’ll’I’C y nghia

thong ké (a0 = 0,05); Z1-u» la gid tri ciia h¢ so gi6i han

tin cdy (Ziw2 = 1,96); d la khoang sai léch mong mudn

giira ty 1é tir mau va ty 1é thét cua quan thé (d = 0,05);

p 12 gid tri ty 1& ude tinh tong thé (lay p = 0,5).

Tllay céc chi s vao géng thire trén, xac dinh duoc co

mau n = 385. Thyc t€ trong nghién cuu, ching t6i thu

thap dugc n = 491.

- Phuong phap chon mau: khao sat tryc tiép qua bang
cau hdi va tryc tuyén thong qua ma QR/duong link cia

khéo sét, tir @6 xay dung va kiém dinh thang do tac
dong cua trai nghiém, danh gia tac dong cliia mua sim
truc tuyén dén y dinh mua lai thube va san phém cham
soc stc khoe tai Can Tho (2024-2025).

2.5. N¢i dung nghién ciru

- Panh gi4 thang do gdm cac bién: diém tiép xtc (TP),
moi trudng trai nghiém (EE), san pham (P), gi4 ca (PR),
cam két chét lwong (CTQ), cham soc khach hang khi
mua (CCW), cham s6c khach hang sau mua (CCA), y
dinh mua lai (RI). Thong qua thang do Cronchbach’s
Alpha, sau d6 phan tich nhan t6 kham pha EFA phép
quay vubng goc Varimax.

- Phan tich cac yéu t6 ciia trai nghiém khi mua sam tryc
tuyén (TP, EE, P, PR, CTQ, CCW, CCA) c¢ tac dong
nhu thé nao dén y dinh mua lai thudc va cac san pham
pham chiam soc stuc khoe (RI) bang hdi quy da bién
phuong phap Enter.

2.6. Phwong phap xir 1y s6 liéu
Xir 1y s6 liéu bang phan mém SPSS 27.0.

3. KET QUA NGHIEN CUU

3.1. Kiém tra dd tin cay thang do
Bdng 1. Kiém tra dp tin cdy thang do

Thang do S6 lwong pién Hé sé Cronchbach’s | Hé S(‘)Ktu’o’ngoqua'r{l bién
guan sat Alpha (CA) tong nhoé nhat
Diém tiép xdc (TP) 5 0,774 0,458
Mai treong trai nghiém (EE) 7 0,854 0,501
San pham (P) 5 0,832 0,524
Gia ca (PR) 4 0,742 0,513
Cam két chét lugng (CTQ) 3 0,735 0,525
Chinh sach marketing (MP) 6 0,891 0,686
Cham soc khach hang khi mua (CCW) 8 0,873 0,535
Cham soc khach hang sau mua (CCA) 5 0,806 0,551
Y dinh mua lai (RI) 7 0,862 0,506

Phan tich d¢ tin ciy clia Cronchbach’s Alpha cho thdy ¢6 43 yéu t trong cdc cAu phan doc Iap va 7 yéu t6 trong
cau phan phu thugc thoa man cac di€u kién (hé so twong quan bien tong > 0,3 va hé so CA khi loai bien nho hon
hé s6 CA hién hanh) va tiép tuc dugc dua vao phéan tich nhan t6 kham pha EFA.

3.2. Phan tich nhan té kham pha

3.2.1. Phan tich EFA cho céc yéu té tiéu muc trong cac cdu phan déc ldp

Bdng 2. Ma trégn xoay bién dgc lap

Rotated Component Matrixa
1 2 3 4 5 7 8
CCW6 0,731 P2 0,709
CCW5 0,700 P4 0,700
CCws 0,669 P5 0,647
; Crossrefd
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Rotated Component Matrixa
1 2 3 4 5 6 7 8
CCwyv 0,659 P1 0,624
CCw4 0,641 P3 0,590
CCwi 0,640 TP2 0,695
CCw2 0,637 TP1 0,671
CCws 0,612 TP3 0,649
EE2 0,718 TP4 0,642
EE5 0,660 TP5 0,545
EE3 0,623 CCA2 0,683
EE1 0,605 CCAS5 0,664
EEG6 0,559 CCAl 0,627
EE4 0,556 CCA4 0,615
EE7 0,537 CCA3 0,580
MP5 0,711 PR4 0,725
MP6 0,709 PR2 0,723
MP2 0,696 PR3 0,665
MP1 0,652 PR1 0,649
MP4 0,648 CTQ1 0,691
MP3 0,615 CTQ3 0,686
CTQ2 0,588

Két qua phan tich EFA ¢ bang 2 cho thay tt ca cac bién quan sét chia thanh 8 nhém nhén t6 khong doi va déu
cho ket qua phu hop véi KMO = 0,939 (0,5 < KMO < 1). Kiém dinh Barlett’s voi gia tri Sig = 0,000 cho thay
cac bién co tuong quan véi nhau trong tong thé, tong phucmg sai trich = 58,781% gidi thich dugc 58,8% (> 50%)
bién thién cac bien quan sat, do d6 cac bién dat yéu cau va phan tich nhan to pht hop. 8 nhém nhan té dugc trich
tai tri s6 Eigenvalue = 1,076 (> 1). T4t ca cac bién quan sat déu c6 hé sb tai Factor Loading > 0,5 va chovthay
thang do dat duoc gia tri hgi tu va gia tri phan bi¢t tuong dwong c6 vai tro va y nghia thuc tien, phu hop dé dua
vao hoi quy.

3.2.2. Phan tich EFA cho céc yéu té tiéu muc trong cdu phan phu thuge

Két qua phan tich cho két qua dat yéu cau véi KMO = 0,876 (0,5 < KMO < 1). Kiém dinh Barlett’s véi gia tri
Sig < 0,001, trj s6 Eigenvalue = 3,853 (> 1) va c0 1 nhan to dugc trich. Tong phuong sai trich 55,037%. Ma tran
xoay nhan t6 cho ket qua c6 7 bien quan sat hoi tu thanh 1 nhan to, tat cd cac bien quan sat déu co h¢ so tai Factor
Loading > 0,5 dat d¢ dua vao phan tich twong quan hoi quy.

3.2.3. Phan tich twong quan giiva cac cdu phdn déc 1dp va cdu phan phu thugc

Phan tich hoi quy da bién dugc tién hanh bang phuong phap Enter.

Bdng 3. Tom tat Durbin-Watson

Model R R Square Acéjajj;ercé R Std'EES:irr?];g the ngg: CS::::;CS Durbin-Watson
1 0,746a | 0,557 0,550 0,40365 0,000 1,954
Bdng 4. Phdn tich phwong sai
ANOVAa

Bién Téng binh phwong df Binh phwong trung binh F Sig.
Bién thién do hdi quy 98,724 8 12,340 75,738 | 0,000b
Bién thién do phan du 78,535 482 0,163

Tong 177,259 490
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Bdng 5. Hé sé hai quy

Hé sé khoéng chuan hoa | Hé sé chuan héa _ Thong ké cong gop

Model t Sig.
B Std. Error Beta Tolerance VIF

(Constant) 0,437 0,180 2,433 | 0,015

TPtb 0,078 0,038 0,082 2,022 | 0,044 0,561 1,783
EEtb 0,111 0,044 0,115 2,535 | 0,012 0,444 2,255
Ptb 0,246 0,040 0,264 6,145 | 0,000 0,499 2,003
PRtb 0,087 0,040 0,076 2,157 | 0,031 0,733 1,364
CTQtb -0,066 0,036 -0,069 -1,814 | 0,070 0,626 1,596
MPtb 0,192 0,039 0,225 4,907 | 0,000 0,438 2,284
CCWtb 0,091 0,044 0,088 2,070 | 0,039 0,503 1,986
CCAtb 0,170 0,044 0,167 3,893 | 0,000 0,497 2,012

Tur bang hé sb hoi quy cho thiy nhém nhan t CTQ cam
két chat luong can loai bé do mirc d6 anh huéng kém
khong dat mirc y nghia can thiét (Sig. > 0,05). Véi cac
nhom con lai, mé hinh héi quy da bién chwa chuan hoa
du dodn RI = 0,437 + 0,78xTP + 0,11 1xEE + 0,246xP +
0,087xPR + 0,192xMP + 0,091xCCW + 0,17xCCA +e.

Sau khi chuan héa, mé hinh dwoc thu gon: RI =
0,082xTP + 0,115xEE + 0,264xP + 0,076xPR +
0,225xMP + 0,088xCCW + 0,167xCCA + e.

Kiém dinh phan du qua biéu d6 tan s6 phan du chuén
hoa Histogram cho thiy Mean = 4,08 x 10-15, do d6 s&
tién dan vé 0 va xap xi bang 0, do léch chuan Std. =
0,992 xap xi 1. Céc gid tri tap trung nhiéu tir khoang -1
dén 1, nhiéu nhat 1a gan 0 nén c6 thé n6i phan du chuan
hoa xap xi chuan. Ngoai ra, hé s6 phong dai phuong sai
(VIF) < 10 thoa mén diéu kién khdng xay ra hién tuong
da cong tuyén.

4. BAN LUAN

4.1. D) tin ciy thang do va phan tich nhéin té trong
nghién ciru

Hair J.F va cong su (2010) cho rang, mot thang do dat
do tin cay nén dat ngudng Cronchbach’s Alpha tir 0,7
tro 18n. Hé s6 Cronchbach’s Alpha cang cao thé hién
d6 tin cay cua thang do cang cao [6]. Két qua cho thiy
cac bién quan sat déu c6 hé s6 Cronchbach’s Alpha tir
0,7 trd 18n va tuong quan bién tong déu 16n hon 0,3 nén
thang do dugc chap nhan vé do tin cay.

Phan tich EFA la mét budc quan trong trong danh gia
thang do dung dé rat gon mot tap hop k bién quan sat
thanh mot tap F (voi F < K) cac nhan td c6 y nghia. Véi
kiém dinh do tin cdy thang do Cronchbach’s Alpha,
danh gia mdi quan hé gitra cac bién trong cung mot
nhém nhan td, trong khi do EFA xem xét moi quan hé
giita c4c bién ¢ tat ca cac nhoém nhan té khac nhau. Khi
sir dung phép quay vudng géc Varimax, cac nhan té
phai khong c6 méi twong quan véi nhau, nghia 1a khong

6 su dinh nghia doc 1ap vai phu thudc [7]. Do do, trong
nghién ctru nay, phan tich EFA riéng giira bién doc lap
va bién phy thuoc. Nghién cau nay cho thay c6 8 nhan
t6 cua bién doc lap duoc giir lai. Téng phuong sai trich
la tri s6 thé hién phan trim bién thién cua cac bién quan
sat. Téng phuong sai trich ctia bién doc 1ap va bién phu
thuoc 1an luogt 12 58,781% va 55% (> 50%) cho thay mo
hinh EFA Ia phu hgp. Nghién ctu dinh luong so b
thyc hign trén 491 mau, hé sb tai ca cac bién déu > 0,5
chang t6 bién quan sat dat chét lugng tot.

4.2. Phan tich céc yéu té caa trai nghiém anh hwéng
dén y dinh mua lai nha thudc truc tuyén

Nhan té san pham (P) ¢6 hé s6 B 1on nhat = 0,264. Két
qua nay cho thay san phdm c6 tac dong manh mé dén
quyét dinh mua lai cac san pham cua nha thudc truc
tuyén. Diéu nay Ia hop 1y vi khi khach hang cam nhan
rang san pham dén tir cac thuong hiéu uy tin néi tiéng
hay ho yéu thich, c6 cong dung r6 rang, da dang va phu
hop véi nhu cau sir dung, ho s& c6 xu hudng tiép tuc
mua hang tir cing mot nha thudce truc tuyén. Dic biét
1a dwoc my pham, yéu té an toan va hiéu qua diéu tri
ludn duoc dit 1én hang dau, khéac vai cac nganh hang
tiéu dung thong thuong. Bén canh d6, chinh sach
marketing (MP) cd f = 0,225 cho thay cac chuong trinh
khuyén mai, tich diém ddi qua, mién giam phi giao
hang cling nhu cac wu dai danh riéng cho khach hang
cac dip dac biét khong chi thu hat khach hang mai ma
con tao dong luc dé khach hang quay lai mua sim. Céc
nha thudc truc tuyén c6 thé tan dung didu nay bang cach
thiét ké cac chuong trinh khach hang than thiét, c& nhan
hoa wu dai theo tirng nhom khach hang trai nghiém mua
sam.

Ngoai ra, nhan té chim soc khach hang sau khi mua
(CCA) c6 B = 0,167 ciing 1a nhan t6 dang cht y. Chinh
sach doi tra, bao hanh cling sy quan tam lang nghe cua
nhan vién sau khi khach hang hoan thanh don hang déu
¢6 anh huong tich cuc dén y dinh mua lai. Biéu nay phu
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hop véi xu hudng chuyén doi s6 va su phét trién manh
mé& cua thuong mai dién tir hién nay. Trong két qua
nghién ctru cia Pam Tri Cudng (2022) ciing cho thay
tinh dé st dung dugc cam nhan, tinh hiru ich duoc cam
nhan va chit luong thiét ké website c6 anh huong tich
cuc dén sy hai 1ong caa khach hang truc tuyén va y dinh
mua lai trc tuyén, dic biét 1a tinh hiru ich [8].
Nhiing nhan té khac la nhan t6 chiam soc khach hang
khi mua (CCW), diém tiép xuc (TP), gi4 ca (PR) co
muc do anh hudng it hon so v&i cac nhan té chinh trén
nhung khong thé pha nhan nhitng yéu té nay van c6 vai
tro nhat dinh trong quyét dinh mua lai. Mot diém dang
cha y 1a gia ca (PR) c6 hé sb tac dong thap nhat chi
0,076, phan anh r:fmg khach hang mua dugc pham tryuc
tuyén khong dat niang yéu tb gia ca. Piéu nay khéc biét
VGi nhiéu nganh hang khéc trong thwong mai dién tir.
Nhan t6 san pham va cham séc khach hang sau mua c6
hé sé B 16n va nhan t6 diém tiép xuc tuong tu Voi
nghién cuiu trude do [8]. Miac du két qua nghién ctru da
lam séng t6 nhiéu yéu té quan trong anh hudng dén viéc
dinh mua lai san pham cua khéach hang trén nha thudc
truc tuyén, nhung van ton tai mot s6 han ché nhat dinh.
Céc nhom khéch hang khac nhau c6 thé c6 nhiing uu
tién khac nhau va tim hiéu tirng phan khic khéch hang
s& gilip nha thudc truc tuyén téi wu hoa chién lugc tiép
theo.
5. KET LUAN
Két qua nghién ctru cta dé tai nay véi 8 nhan t thi 7
nhan t6 c6 tac dong dén nhan t6 muc tidu. Tir d6 danh
gia mdt cach chit ché cdu trac gitra cac nhan té tic dong
dén y dinh mua lai, trong d6 nhan t5 “san phdm” co tac
doéng manh mé& dén y ¥y dinh mua lai thudc va san pham
cham sdc stc khoe tiép theo 1a cac nhan té “chinh sach
marketing” va *“cham soc khach hang sau khi mua”.
CaC nhan t6 “dlem tiép xac”, “mdi truong trai nghiém”,
“gia ca”, “cham soc khach hang khi mua” tac dong it
hon t6i tac dong mua lai nhung van anh hudng nhat
dinh dén khach hang. Piéu nay co y nghia rit quan
trong trong viéc dé ra cac giai phap nham nang cao hon
nira y dinh mua thudc va san pham cham séc stc khoe
tai Can Tho.

* *

Chung t61 chan thanh biét on Truong Pai hoc Y Duoc
Can Tho da tao di€u kién, ho trg va giup d& nhém

chung tdi trong qua trinh thyc hién dé tai nghién ciru.
Dong thoi ching t6i cling guri 161 cdm on sdu sac dén
su dong gop cua tat cd ngudi dan da dong y tham gia
khao sat.
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