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ABSTRACT

Objectives: Evaluate the impact scale and related factors of social networks on customer trust in
pharmacy chains in Can Tho city in 2024-2025.

Objects and methods: Cross-sectional descriptive study on 425 survey samples from social network
users using systematic sampling method.

Results: The results of the SEM model processing through the regression coefficient (estimate) show
that information quality (0.263, p < 0.01) has the strongest positive impact on trust, followed by
usefulness (0.172, p < 0.01) and interaction (0.162, p < 0.01). Perception of risk has no significant
impact on trust (0.013, p=0.815 > 0.05).

Conclusion: Strengthening social media strategy can enhance customer trust and loyalty towards
pharmacy chain system.
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TOM TAT
Muc ti€u: Danh gia thang do tac dong, cac yéu tb lién quan cta mang xa hoi dén sy tin tuong cua
khéch hang d6i vdi chudi nha thudc trén dia ban thanh pho Can Tho nam 2024-2025.

Poi twgng va phuong phap: Nghién clru mo6 ta cit ngang trén 425 mau khao sat tir nguoi dung

mang xa hoi bang phuong phap chon miu hé thing.

Két qua: Két qua xur 1y tir mo hinh SEM théng qua hé sé hdi quy (ude lugng) cho thdy chat luong
thong tin (0,263, p <0,01) co tac dong tich cyc manh nhat dén 1ong tin, tiép theo 14 hitu ich (0,172,
p <0,01) va twong tac (0,162, p < 0,01). Nhan thirc vé sy rii ro tac dong khong cé ¥ nghia dén long

tin (0,013, p = 0,815 > 0,05).

Két luan: Viéc cung cd chién luoc truyén thong xa hoi co thé nang cao sy tin tuong va long trung
thanh ctia khach hang do6i vdoi hé thong chudi nha thuoc.

Tir khéa: Mang xa hoi, tic dong dén khach hang, 1ong tin, hé théng chudi nha thudc.

1. PAT VAN PE

Su tin tuong dugc dinh nghia khac nhau vi n6 dugc
nghién ctru trong nhiéu tai liéu. Sy tin tuéng dugc dé
xudt trong nghién ctru ctia Liang T.P va cong su (2011)
1a su hop tac gitta hai bén, trong d6 mot bén co du niém
tin vao d¢ tin cay va trung thuc cua bén kia [1]. Theo
Chai S va c@ng sy (2010) sy tin tuong la sy san sang
clia mot bén co nhiéu rii ro mong doi rang mot bén
khac s€ thuc hién mot hanh dong cu the giong vdi cac
yéu cau, cam két di dua ra ma khong can hodc it giam
sat [2]. Sulin Ba va cong su (2002) cho rang niém tin la
niém tin ctia mdi c4 nhan rang viéc trao ddi s& dién ra
theo cach phu hgp voi ky vong tu tin cia mot nguoi [3].
Dbi véi ‘mang xa hoi cling c6 nhimg dinh nghia khac
nhau, tiéu biéu c6 thé nhic dén nhu Kaplan A.M va
cong su (2010) da dinh nghia truyén théng mang xa hoi
1a mot nhoém céc ing dung dya trén Internet dugc xay
dung dua trén nén tang cong nghé 2.0, déng thoi cho
phép tao va trao ddi noi dung do nguoi sir dung tao ra
[4]. Trong nghién ctru ciia Chung N va cdng sy (2015)
da tom tat dinh nghia cua truyén thong mang x4 hoi 1a
mot nhom cac Umg dung dua trén Internet ton tai trén

*Tac gia lién hé

nén tang web 2.0 va cho phép nguoi dung tur khap noi
trén thé gidi chia sé y tuong, suy nghi, kinh nghiém,
quan diém, théng tin va tao mdi quan hé [5].

Chung t61 tlen hanh nghién ciru nham danh gia tac dong
va cac yéu to lién quan cua mang xa hoi dén sy tin
tuong cua khach hang dbi véi chudi nha thude trén dia
ban thanh pho Can Tho nam 2024-2025.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU

2.1. P6i twong nghién ciru

Nhirng nguoi ding mang xa hoi tir di 18 tudi tro 1én,
c6 day du trach nhiém va hé‘nh vi dan sy, c6 tham gia
mang xa hoi tai thanh pho Can Tho nam 2024-2025.

- Tiéu chuan chon miu: bao gém nhiing khach hang c6
kha nang chi tiéu cho san pham cua chudi nha thuéc, da
ting st dung san pham va cd kinh nghiém sir dung
mang xa hoi.

- Tiéu chuén loai trir: nhiing ngudi khong du kha nang
tra 101 khdo sat, nguoi cung cap thong tin khong day du,
ngudi chon cung mot dap an cho tat ca cau hoi va nguoi
chua tirng mua hang tai chudi nha thude.
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2.2. Phwong phap nghién ciru

- Thiét ké nghién ctru: nghién ctru mé ta cit ngang.

- Ap dung cong thirc ¢& miu dbi v6i quan thé 16n:

- p)/d?

Trong do: n'la c& mau nghién ctru; Z;.q» 12 gia tri cia
hé s0 gidi han tin cdy (1-a); o 1a mace y nghia thong ké
(a=10,05); d 1a d9 sai 1éch gitra tham s6 mau va tham
s0 quan thé (d = 0,05); p 1a gia tri ty 1€ ude tinh tong
the (p =0,5).

Thay cac gia tri vao cong thuc trén, xac dinh dugc ¢
mAu tdi thiéu 1a n = 385. Thyc té, chung toi diéu tra
thém khoang 10% c& mau t01 thiéu dé phong nhiing

mau khio sat khong dat yéu cau trong thoi gian nghién
ctru, do d6 c6 mau nghién ctru la n = 425.

nzzzl.a/zxpx(l

2.3. N¢i dung nghién ciru

Nghién ctru tap trung vao danh gia tac dong cia mang
xd hoi dén su tin tuong cta khach hang d6i voi chudi
nha thudc tai Can Tho giai doan 2024-2025.

Thong qua cac co sd 1y thuyét va két qua mot s6 nghién
clru trong va ngoai nudc, chiing téi da xay dung mo
hinh nghién ctru tac dong cua mang xa hoi dén su tin
tuong cua khach hang d6i v6i chudi nha thude trén dia
ban thanh phd Can Tho theo 6 thang do nhu sau: Chat
luong thong tin (IQ); D6 tin cdy nguon thong tin (RIS);
Hiru ich (U); Cong dong (C); Su twong tac (IC, IP), Su
rii ro (R, IQR, RRIS).

Str dung thang do Likert 5 mtrc d6 dé khao sat y kién,
hanh vi va nhan thirc ctia khach hang. Pong thoi, tién

hanh phén tich nhan té khang dinh (CFA) nham kiém
tra tinh phu hgp ciia mo hinh do luong véi dit lidu thyc
té, sau d6 sur dung md hinh cu trac tuyen tinh (SEM)
dé phan tich mdi quan hé giira cac bién tac dong.

2.4. Thong k&, xir 1y va thu thap sb liéu

D6i twong nghién ciru tham gia khao sat béng cach dién
thong tin trén Google Form thong qua céc hinh thirc
nhu link truc tuyen hodc quét ma QR. Dir liéu tur phleu
khao sat dugc kiém tra, lam sach va nhép li¢u bang

Microsoft Excel 2016, sau d6 phén tich bang phan mém
SPSS 26.0 va AMOS theo cac chi sb da xac dinh.

3. KET QUA NGHIEN CUU
3.1. Kiém dinh d9 tin cay ciia thang do

Thang do dugc danh gla do tin cdy qua hé sd
Cronbach’s Alpha, voi gia tri trén 0,6 dugc chép nhan.
Hé s twong quan blen téng > 0,3 dam bao tinh nhat
quan cua thang do. Két qua phan tich cho thay tt ca
bién tiém 4n déu c6 Cronbach’s Alpha > 0,6, trong d6
cao nhat 13 rti ro (0,922) va thap nhét 1a do tin cay cua
ngudn thong tin (0,808). Do do, cac thanh phan IQ,
RIS, U, C, I R, T déu dat do tin cay, du diéu kién phéan
tich EFA.

3.2. Phan tich nhan t6 kham pha (EFA)

Phén tich EFA 1an 1 cho thdy mé hinh phu hop voi dir
liéu nghién ctru (KMO = 0,910 > 0,5; Sig. Bartlett’s
Test = 0,000 < 0,05). Tong phuorng sai tr1ch 62,910%
(> 50%) ching té cac yéu to giai thich tt bién thién
ctia dir lidu. Ma tran nhan t6 gdm 6 thanh phan, dam
bao gia tri hoi tu va phan biét.

Bing 1. Két qud phén tich nhan t6 bién djc lgp (nguon: Két qud phan tich sé liéu khdo sat cia tac gid, ndm 2024)

Ticu Hé¢ s6 tai nhan to Ticu H¢ s6 tai nhan to
chi 1 2 3 4 5 6 chi 1 2 3 4 5 6
RRIS2 | 0,83 Ul 0,81
RRISI [ 0,816 Us 0,826
RRIS3 | 0,813 U3 0,794
RRIS4 [ 0,754 U4 0,741
IQR4 | 0,749 U2 0,737
IQR3 [ 0,739 1Q3 0,82
R3 0,713 1Q4 0,771
IQR2 | 0,71 1Q1 0,756
R1 0,704 1Q5 0,726
IQR1 | 0,691 1Q2 0,72
R2 0,684 C2 0,832
IP1 0,913 C3 0,825
IC4 0,852 Cl 0,773
1P3 0,783 C4 0,732
1P2 0,777 RIS2 0,816
1C3 0,768 RIS3 0,811
1P4 0,747 RIS1 0,78
IC1 0,691 RIS4 0,713
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Phén tich nhan t6 EFA 1an 2 cho thiy mé hinh phu hop véi dir liéu nghién cru (KMO = 0,919; Sig. Bartlett’s Test
=0,000), véi tong phwong sai trich dat 56 ,977%, dam bao yéu cau. Két qua rat trich duoc 7 nhan t6 chinh: Sy rui
ro (R), Sy twong tac (I), Tinh hiru ich (U), Chéat luong thong tin (IQ), Cong dong (C), o tin cay cta ngudn thong
tin (RIS) va Su tin tuéng (T), mdi nhan t§ bao gdm cac bién quan sat c6 mdi twong quan chit ch& voi nhau.

3.3. Phan tich nhan t6 khang dinh CFA

Bing 2. Két qud phén tich nhén té6 CFA

CMIN/DF GFI CFI
2,007 0,836 0,918

TLI
0,910

RMSEA
0,049

PCLOSE
0,721

AGFI
0,813

p
0,000

Phén tich CFA sau khi diéu chinh md hinh bang chi bdo MI cho thdy mé hinh Iy thuyét phut hop véi dit lidu thuc
té (Chi-square/df=2,007 <3; CFI=0,918; TLI=0,910; GFI=0,912; RMSEA = 0,049), ddm bao tinh don hudng.
Céc nhan tb c6 gia tri AVE > MSV va VAVE 16n hon twong quan gilta cac nhan t6, ching t6 tinh phan biét giita
chung. Gia tri AVE dao dong tir 0,503 dén 0, 577 (> 0,5), 46 tin cay tong hop (CR) tir 0, 811 den 0,916 (> 0,7), cho
thdy thang do dat do tin cay va gia tri hoi tu tt. Sau qua trinh kiém dinh, thang do cac yeu t6 anh huong dén su
tin tuong cua khach hang voi chudi nha thudc tai Can Tho nam 2024-2025 giam tir 45 bién xudng 44 bién nhung
van giir nguyén cac thanh phan. Bo thang do nay duoc st dung dé kiém tra cac gia thuyét nghién ctru ban dau.

3.4. Phan tich mé hinh ciu tric tuyen tinh (SEM)

Chung t6i sir dung phuong phap phan tich md hinh cAu trac tuyén tinh (SEM) dé kiém dinh céc gia thuyét nghién
ctru duge d& xuat trong md hinh nghién ciru ly thuyét. Két qua cho thay, gia tri Chi-square/df = 2,051 < 3; CFI =
0,914 >0,9; TLI= 0,906 > 0,9 1a tot. Gia tri GF1= 0,839 > 0.8 va gia tri RMSEA = 0,050 < 0,08 déu dat yéu cau.
Do d6, cac mbi quan hé T v6i IQ, R, RIS, U, C, I déu dat chuén vé gia tri quan h¢ Iy thuyét.

s 2 Két qua xur 1y tir m6 hinh SEM thong qua hé s6 hoi quy
gt::g;g duoc thé hié?n trong bang 3 dl,l'é’i day:
P'é“fggéz:ggg Bing 3. Kiém dinh gid thuyét ciia mé hinh nghién ctiu
Mobi quan hé lgg‘:fg SE [CR| P Két luin
I1Q <------ R | 0,471 | 0,078 [6,019| *** |Chép nhan
RIS <------ R | 0,428 | 0,076 | 5,651 | *** |Chap nhan
C <----- I |0,524 (0,057 (9,258 *** |Chép nhan
g —— IQ | 0,263 | 0,044 |5,581| *** |Chép nhan
T <------ R |0,013 |0,0550,234| 0,815 |Bac bo
T <--—-—RIS | 0,121 | 0,038 |3,170| 0,002 | Ch4p nhan
T <-mmmm- U |0,172 ] 0,041 [4,235| *** |Chip nhan
(Nguéfl.’ Ket qua phdan tich tir so liéu khao sat cua tac T <o c | 0,117 [ 0,040 |2,951 0,003 | Chép nhan
gia, nam 2024) p
Hinh 1. Két qus phén tich SEM cho mé hinh phin tich||_ " <1 | %:162]0043]3.775] *** |Chap nhan

4. BAN LUAN

4.1. Anh hwéng ciia mang xa hdi dén sy tin twéng
cia khach hang

Két qua nghién ctru cho thiy cac yéu t6 nhu chat luong
thong tin, do tin cdy cua ngudn thong tin, mirc d6 hitu
ich, sy tuong tac, va vai tro ciia cong dong trén mang
x4 hoi c6 tac dong dang ké dén su tin twong cta khach
hang dbi v6i hé théng chudi nha thudc tai thanh phd
Cén Tho. Cu thé, chat luong thong tin ¢ mbi quan hé
thuan chiéu véi sy tin tuéng cua khach hang, tuong
ddng véi nghién ctru cia Liang T.P va cong su (2011)

khi cho rang do chinh xac va dy du cua thong tin dong
vai trd quan trong trong viéc xay dung niém tin [1].

D6 tin cdy ciia ngudn thong tin ciing co tac dong dang
ké, diéu nay phu hop v6i nghién ctru cia Hajli N va
cong sy (2017), trong d6 nhan manh rang khach hang
c6 xu huodng tin tuwéng hon vao nhiing ndi dung do
chuyén gia hodc nhimg ngudn c6 do uy tin cao ding tai
[6]. Su twong tac giira khach hang va nha thudc trén cac
nén tang mang xa hoi nhu Facebook, Tiktok hay Zalo
cling dong vai trd quan trong trong viéc ciing ¢ niém
tin, tuong tu nhu phat hién ctia Molinillo S va cdng sy
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(2018) khi cho ré’lng su tham gia va hd trg clia cong
ddng gitip ting cudng mirc do tin cay [7].

4.2. Tac ddng ciia sy riii ro dén niém tin ciia khach hang
Mot trong nhimng yéu t6 anh hudng tidu cuc dén sy tin
tuong ctia khach hang 1a sy rui ro, bao gém rui ro vé
thong tin khong chinh xac, rii ro thanh toan va bao mat
dir liéu ca nhan. Két qua phan tich EFA cho thay nhan
t6 “syr rui ro” khong co6 tac dong dén sy tin tudng cia
khéch hang, khong phu hop véi nghién ctru ciia Kim S
va cong su (2013), trong d6 chi ra rang cac trang mang
x4 hoi can dam bao an toan giao dich va d6 minh bach
thong tin dé ting cuong niém tin cta khach hang [8].
Ngoai ra, nghién ctru trong nu6e cia Ngd Ngoc Anh
Thu (2023) cting chi ra rang khach hang mua thudc truc
tuyén thuong lo ) ngai vé tinh xac thuc cua san pham do
d6 viéc cac chudi nha thuée dam bao chinh sach doi tra,
kiém dinh chét luong san pham c6 thé giup giam thiéu
rtii ro va ciing cd niém tin ciia khach hang [9]. Diéu nay
cho thiy rang niém tin vao cac hé thong chudi nha
thudc rat manh mé&, khach hang c6 trai nghiém tich cuc
hodc rui ro xuat hién khong dang ké. Dong thoi chi ra
cac thuong hiéu dang quan 1i rdi ro hiéu qua cling nhu
cho thdy gia tri c6t 161 vé dao dirc kinh doanh.

4.3. Ung dung két qué nghién ciru vao thuec tién

Tur cac két qua thu dugc, nghién clru nay mang lai mot
s6 d& xuat quan trong cho hé théng chudi nha thudc
trong vi€c nang cao su tin tudng cua khach hang thong
qua mang xa hoi:

- Nang cao chit lwong va do tin cdy cta thong tin: nha
thudc can dam bao cac ndi dung quang céo trén mang
xd hoi c6 day du thong tin, chinh xac va duoc kiém
chtng boi cac chuyén gia y té.

- Tang cudng sy tuong tac voi khach hang: viéc phan
hdi nhanh chéng, giai dap thic mac tan tinh s& gitp cai
thién trai nghiém va ciing cb 10ng tin ctia khach hang.
- Giam thiéu rui ro giao dich: can c6 chinh sach thanh
toan minh bach, bao mat thong tin va cam két doi tra dé
giam thiéu lo ngai ctia khach hang.

Nhitng dé xuat nay co thé gitp cac chudi nha thude tan
dung hiéu qua nén tang mang xa hoi dé xay dyng niém
tin va phat trién bén vimng.

5. KET LUAN

Nghién ctru nay nhén manh vai trd quan trong cua
mang xa hoi trong viéc hinh thanh long tin cua khach
hang d6i véi hé thong chudi nha thudc. Cac yéu to
chinh nhu chét lugng thong tin, sy tham gia cua cong
dong va tuong tic anh hudng tich cuc dén long tin,
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trong khi nhén thirc vé rii ro c0 tac dong bét loi. Nhirng
hiéu biét sau sic nay cung cap cac khuyén nghi thyc te
cho cac chu01 nha thudc dé t6i wu hoa chién lugce tiép
thi k¥ thuat s6 cua ho.

Nghién ctru trong twong lai c6 thé kham phé tac dong
clia cac cong nghé mai ndi nhu chatbot diéu khién bang
Al dbi véi viée xay dung long tin.

k

% %
Chung t6i xin bay t6 long biét on dbi voi Truong Dai
hoc Y Duge Can Tho vi su hd trg va hudng dan cua
nha truong. Chiing toi ciing Xin cam on tit ca nhiing
nguoi tham gia khao sat vi nhitng dong gop quy bau
cua ho cho nghién ctru nay.
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