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Tém tat: Nghién ctru nay phan tich cac yéu t6 chi phéi long trung thanh cia nguoi tiéu dung déi voi
cac thwong hiéu Pong Nam dwoc hang dau tai Ha Noi, tap trung vao hai thwong hiéu tiéu
biéu la Traphaco va Nhat Nhat. Phuong phap dinh lwong dwoc ap dung véi mau khao sat
gdm 300 nguoi tiéu dung da tirng s& dung san pham cla cac thwong hiéu nay. Két qua ti
kiém dinh dd tin cay Cronbach’s Alpha, phan tich nhan t& kham pha va héi quy da bién
cho thay 8 yéu td — bao gdbm: Mlrc d6 quan tam, gia tri chirc ndng, gia tri cdm xuc, gia tri
xa hoi, sy twong x&rng gia ca, niém tin thwong hiéu, sw hai long va cam két thuwong hiéu —
déu tac dong tich cwc dén long trung thanh thwong hiéu. Trong d6, cam két thwong hiéu,
sy hai long, niém tin thwong hiéu va gia tri chirc nang cé anh hwéng ndi bat nhat. Nghién
clru d& xuét cac ham y quan tri cho cac doanh nghiép kinh doanh Béng Nam dwgc nhw
cai thién chéat lwong sdn phdm, nang cao trai nghiém khach hang va xay dwng méi lién két
cdm xuc véi nguwdi tiéu dung dé tang cuong sw trung thanh véi thwong hiéu cda ho..

Tir khoéa: Long trung thanh thwong hiéu, Béng Nam dworc.

Abstract: Abstract: This research explores the determinants of consumer loyalty towards leading
traditional Eastern medicine brands in Hanoi, with a focus on Traphaco and Nhat Nhat
brands. A quantitative approach was employed, surveying 300 consumers who had used
these brands. Data analysis, including Cronbach's Alpha, EFA, and multiple regression,
revealed that all eight proposed factors — consumer product involvement, functional value,
emotional value, social value, price appropriateness, brand trust, customer satisfaction,
and brand commitment — positively affect brand loyalty. Notably, brand commitment,
customer satisfaction, brand trust, and functional value showed the strongest impacts.
Practical recommendations for traditional Eastern medicine companies include enhancing
product quality, improving customer service, and fostering emotional connections with
consumers to boost their brand loyalty.

Keywords: Brand loyalty, Traditional Eastern medicine.

1. GIOI THIEU soc stc khoe, long trung thanh thwong hiéu
Trong bbi canh thi truong ngay cang canh  (LTTTH) ndi 1én nhu mot yéu td then chét,
tranh va ngudi tiéu ding co yéu cau cao vé quyét dinh loi thé canh tranh bén vimg cua
niém tin, dac biét ddi voi cac san phadm chim  doanh nghiép.
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O Viét Nam hién nay it c6 cic nghién ctu
thuc nghi€ém 4p dung nhitng mé hinh LTTTH
cip nhat dé kham pha va kiém dinh céac yéu to
ddc thu co thé chi phéi manh mé su gén két
cua nguoi tiéu dung véi thuong hi¢u dong
nam dugc (PND), nhu vai tro cta gia tri chic
ning (hiéu qua thyc té), gia tri cam xic (gin
v6i van hoa, truyén théng) hay niém tin.
Chinh khoang trong kién thirc nay da gy ra
nhimg kho khin nhat dinh cho cac doanh
nghiép PND trong viéc xay dung chién lugc
marketing va phét trién thuong hiéu dya trén
nhimg bang chimg khoa hoc viing chic, thay
vi chi dua vao kinh nghi¢m.

Vi vay, nghién ctru nay duogc thuyc hién véi
cac muc tiéu chinh: (1) Xac dinh va kiém dinh
modt md hinh toan dién vé cac yéu td anh
huong dén LTTTH d6i v6i cac thuong hiéu
PND hang dau tai thi truong Ha Noi, cy thé
qua truong hop Traphaco va Nhit Nhat;
(2) Panh gia mic do tac dong cu thé cia timg
yéu t6, 1am rd dau 13 nhitng yéu t6 then chdt
nhat; va (3) Tu do, dé xuét cac ham ¥ quan tri
mang tinh thuc tién, giup cac doanh nghiép
DND tbi wu hoa chién lugc xay dung va nudi
dudng LTTTH.

2. CO SO LY THUYET VA MO HiNH
NGHIEN CcUU

2.1. Long trung thanh thwong hiéu

LTTTH tr lau 1a mot thuat ngt quan trong
trong linh vuc marketing, thu hat duoc sy
quan tdm nghién ctru. Tuy nhién, qua trinh
xdy dung khai niém ndy trai qua nhiéu tranh
ludn véi cac quan diém da dang. Nhin chung,
cac nghién ctru 1y thuyét vé LTTTH trai qua
hai giai doan tiép can chinh: tiép can dya trén
thai do hoac tiép can dua trén hanh vi. Nghién
cuu tiép can LTTTH dua trén thai do, dé cao
vai trd ctia cac yéu tb tam 1y va nhan thirc cua
khach hang. Tuy nhién, diém han ché cua cach

tiép can thai d6 1a chwa phan anh dung thuc té
hanh vi tiéu dung trén thi truong.

Cach tiép can dya trén hanh vi dinh nghia
LTT 1a hanh vi mua l3p lai d6i voi mot thuong
hiéu cu thé [5]. Tuy nhién, mua lap lai khong
phai lac nao ciing xuat phét tir sy trung thanh
thue sw, ma déi khi chi 1a két qua cua hanh vi
mang quan tinh, khach hang lya chon san
pham don thuan vi gi4 thip hodc thuong hiéu
quen thudc [3].

Ngay nay, cac nha nghién ciru chu yéu ung ho
cach tiép can két hop hdn hop ca thai do va
hanh vi. Theo Dick va Basu (1994), LTT that
su ctia khach hang can phai bao gom ca thai
dd tich cuc va hanh vi mua on dinh 1au dai
[3]. Jacoby va Chestnut (1978) cong bd khai
niém phd bién vé LTT bao gdém séu yéu tb:
thién vi thuong hi€u, phan ng hanh vi, trai
nghiém tich llly qua thoi gian, bodi mot hoac
nhiéu ngudi ra quyét dinh, lya chon tir nhidu
thuong hiéu co6 san, va l1a chic ning cia qua
trinh tam 1y [6].

Trong nghién ctru vé cac san pham DND, véi
dic diém vong doi san pham dai va yéu tb van
hoéa tiéu dung dic thu, nghién ciru nay dong
thuan véi quan diém cua Kotler va cong su
(2018), theo 46 long TTTH khéng nhat thiét
luén thé hién qua viéc mua lap lai lién tuc, ma
c6 thé la sy hai long, si san 1ong gidi thiéu va
ung ho thwong hiéu voi nguwoi khac ngay ca
khi ban than khach hang hién khong su dung
san pham [11].

2.2. Téng quan vé Dong Nam dwoc va boi
canh nghién ctru

Tai Viét Nam, cic san pham y hoc ¢ truyén
duoc goi bang nhiéu thuat ngit khac nhau nhu
bong duoc, thubc Nam, thudc Bic, thude thao
dugc, va bong Nam dugc. pé théng nhat,
trong nghién ctu nay dinh nghia DND la mot
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loai san phim/nganh hang dya trén ba dic
diém chinh:

(1) San phdm dugc bao ché duwa trén cac bai
thuc cb truyén, dugc phét trién va ké thira
qua nhiéu thé hé nguoi Viét Nam, dya trén
nguyén 1y y hoc ¢6 truyén.

(2) Thubc duoc san xudt tir mot hodc nhiéu
loai duoc liéu, két hop phuong phap bao ché
truyén théng v6i cong nghé hién dai va nghién
curu khoa hoc.

(3) Thudc c6 ngudn gde chi yéu tir thao dugc,
v6i thanh phan chinh dugc trong va thu hai tai
Viét Nam.

Nganh DND tai Viét Nam c6 nhiing dac thu
riéng biét tao nén sy quan tdm dac biét cho
viéc nghién ciru LTTTH. Thir nhdt, DPND gin
lién vé6i gia tri van héa va niém tin truyén
thong ciia nguoi Viét vao cic phuong phap
chira bénh ty nhién va kinh nghiém dan gian.
Niém tin nay anh huéng sau sic dén hanh vi
Iira chon va sir dung san pham stc khoe. Thir
hai, thi trudng DND dang d6i mit véi sy canh
tranh ngdy cang ting tir cac san pham dugc
phiam hién dai, thudc nhap khau véi cong
nghé tién tién va chién lugc marketing manh
mé. Piéu nay dit ra thach thic 16n cho cac
nha san xuat DND trong viéc gilt viing thi
phan va duy tri mdi quan hé bén chat voi
nguoi tieu dung.

Mac du BDND Ia mdt nganh hang quan trong,
viéc nghién ciru LTT ddi véi cac thuong hiéu
trong nganh DND vén con han ché so véi cac
nganh hang khac. Nguoi tiéu ding c6 thé co
LTT véi loai hinh san pham DND néi chung
(vi du: thich dung thudc thao duoc hon thube
tan duoc) nhung lai chua chic di trung thanh
v6i mot thuong hiéu DND cu thé. Nghién ctru
nay tip trung vao viéc lam rd cac yéu tb thic
day LTTTH trong nganh hang dic thu nay.
Viéc hiéu 18 cac yéu t6 nay la can thiét dé cac
doanh nghiép DND c¢6 thé xiy dung chién

lugc marketing hiéu qua, tao dung niém tin va
su gin bo cua khach hang d6i voi thuong hiéu
cua ho, tor d6 nang cao nang luc canh tranh
trong bdi canh hién tai. Viéc lua chon khao sat
nguoi tiéu dung cua cac thuong hiéu BDND
hang diu nhu Traphaco va Nhat Nhit cho
phép nghién ctru di sau vao hanh vi va thai do
cua nhiing nguoi da cé kinh nghiém st dung
san pham cua cac thuong hiéu tiéu biéu trong
nganh.

2.3. M6 hinh nghién clru dé xuét va cac gia
thuyét

Duya trén cac 1y thuyét nén tang vé hanh vi
nguoi tiéu dung, gia tri cdm nhan va LTTTH
(Oliver, 1999; Sweeney & Soutar, 2001 vé gia
tri cdm nhan; Morgan & Hunt, 1994 va
Chaudhuri & Holbrook, 2001 vé niém tin va
cam két) [2, 8, 9, 14], két hop véi viéc tong
hop céc nghién ciru thuc nghiém trude day vé
cac yéu to tién dé& cua LTTTH [1, 3, 7, 13],
nghién ctru dé xuit moé hinh cic nhan t6 anh
huéng dén LTTTH d6i v6i cac thuong hiéu
PND hang dau tai Ha Noi (hinh 1).

Mirc @6 quan tam san pham (MDQT): Puoc
dinh nghia 12 muc d6 lién quan ca nhan va
tAm quan trong ma ngudi tiéu dung cam nhan
dbi véi mot loai san phém hodc thuong hiéu
dya trén nhu cau, gia tri va s¢ thich cua ho
(Quester & Lim, 2003) [13]. Nguoi tiéu dung
quan tdm cao dén san pham suc khoe nhu
DND thuong chu dong tim hiéu thong tin va
can nhic k¥ ludng hon khi lya chon thwong
hi¢u.

HI: Mirc d quan tdm san pham cé tic dong
tich cwe dén LTTTH.

Gia tri chirc nang (GTCN): La loi ich thuc
dung, hiru ich ma nguoi tiéu dung nhan duoc
tir cac thudc tinh cua san phém/thu’()’ng hiéu,
cheing han nhu hi¢u qua diéu tri, chét lugng,
do tin cdy va an toan (Sweeney & Soutar,
2001) [14]. Cam nhan thuong hiéu DND
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mang lai hiéu qua diéu trj tot va dang tin cay
s& truc tiép ning cao sy hai 1ong va niém tin,
nén tang ving chic cho LTTTH (Oliver,
1999) [9].

H2: GTCN co6 tac dong tich cuc dén LTTTH.

Gia tri cam xuc (GTCX): La nhiitng cam xuc
hodc tinh cdm ma thuong hi¢u goi 1én & nguoi
tiéu dung, vi du nhu cam giac vui vé, an tam,
tu hao, hay su gén két tinh cam (Sweeney &
Soutar, 2001) [14]. Cac thuong hi¢u DND c6
thé tao ra gia trji cam xtc thong qua viéc két
nbi véi cac gia tri van hoa, truyén théng hoic
mang lai cdm giac an toan, ty nhién, tr 46 xay
duyng mdi lién két tinh cam sau sic, gop phan
vao LTTTH bén viig. H3: GTCX c6 tac dong
tich cuc dén LTTTH.

Gia tri xa hoi (GTXH): La lgi ich ma nguoi
tiéu dung nhan dugc tr vi¢e st dung thuong
hiéu giup nang cao hinh anh ban than hodc
duoc xi hoi chip nhan (Sweeney & Soutar,
2001) [14]. Viéc lya chon céac thuong hi¢u
DND uy tin ¢6 thé dugc xem la biéu hién cia
16i song lanh manh, quan tdm dén sitc khoe
theo cach truyén thong, duoc cong dong danh
gia cao, qua d6 gian tiép cung ¢6 LTTTH.

H4: GTXH co tac dong tich cuc dén LTTTH.

Sw twong xung gia ca (TXGC): La muc do
ngudi tiéu dung nhan thiy gia cia san
pham/thuong hiéu 1a cong bang va hop 1y so
v6i chit luong va loi ich nhan duoc [7]. Cam
nhan vé sy TXGC ca anh hudng truc tiép dén
su hai 1ong va giam thiéu y dinh tim kiém cac
lya chon thay thé, do d6 tac dong tich cuc dén
LTTTH [7, 9].

H5: Sy TXGC co tac dong tich cuc dén
LTTTH.

Niém tin thirong hiéu (NTTH): La sy san long
tin tuong vao dg tin cdy (reliability) va su
chinh trgc (integrity) cua thuong hiéu
(Morgan & Hunt, 1994; Chaudhuri &

Holbrook, 2001) [2, 8]. Niém tin 14 yéu t& nén
tang trong moi mbi quan h¢ lau dai, dac biét 1a
v6i cac san pham anh huéng dén stc khoe.
Tin tuéng vao cam két vé chat lugng va hi¢u
qua cua thuong hiéu PND 1a diéu kién dé
khach hang duy tri LTTTH.

H6: NTTH c6 tdc dong tich ciee dén LTTTH.

Sw hai long (SHL): La danh gia tong thé dwa
trén cam xGc hodc nhén thac vé trai nghiém
sir dung san pham/thuong hiéu so véi ky vong
trugc do (Oliver, 1999) [9]. SHL dugc cong
nhan rong rai la yéu td du béo truc tiép va
manh mé& nhat cho LTTTH trong hau hét cac
nghién cuu. Khach hang hai long véi hiéu
qud, dich vy va trai nghiém téng thé voi
thuong hi¢u BDND s& c6 xu hudng mua lai va
trung thanh cao hon [9].

H7: SHL co tac dong tich cuc dén LTTTH.

Cam két thiwong hiéu (CKTH): La mong mubn
va y dinh bén vimng cua khach hang trong viéc
duy tri mdi quan hé co gid tri voi thuong hiéu
(Morgan & Hunt, 1994; Amine, 1998) [1, §].
Cam két thé hién sy gén b6 tam 1y sau sdc hon
ca sy hai long nhit thoi. Khach hang ¢6 cam
két cao s& c6 xu hudng bod qua nhing sai sot
nhd, chéng lai su 161 kéo tu ddi thu va duy tri
LTTTH mét cach 6n dinh [1, 8].

HS8: CKTH c6 tac dong tich cuc dén LTTTH.

1. Mirc d6 quan
[2. Gia trj chirc nang |\ tam

[ 3. Gid tri cam xuc l\:
\ 4

| 4 Giatrixahoi [~ Long trung thanh
thuong hiéu
| 5. Tuong xing gia
6. Niém tin thuong I
hiéu

8. Cam két véi
thuong hiéu

[ 7. Su hai long

Hinh 1. M4 hinh nghién ctru dé xuét

(Nguon: Tdc gid tong hop)
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3. PHUONG PHAP NGHIEN cU’U

Thiét ké nghién ctru va thu thap div liéu

Nghién ctru st dung phuong phéap dinh luong,
dir liéu dugc thu thip qua bang hoéi cau truc tir
nguoi tiéu dung tai Ha Noi da sir dung san
pham thudc nhém hoat huyét hodc bd phé cua
hai thuong hiéu DND 1a Traphaco hoic Nhét
Nhit trong thoi gian gan day. Déi tugng nay
dugc chon vi day la cac thuong hiéu BDND
16n, phd bién tai thi truong Ha Noi, dai dién
cho ddi twong nghién ctru vé LTTTH BND.
Phuong phép chon miu thuan tién két hop
dinh ngach theo gidi tinh, do tudi duoc ap
dung nham dam bao tinh dai dién tuong ddi
ciia mau. Téng cong 300 phiéu khao sat hop
1¢ da duoc thu thap dé dua vao phan tich.

Mau khao sat c6 dic diém nhan khau hoc kha
can bang: 42% nam gidi va 58% nit gidi. Vé
do tuéi, ddi tuong trai rong tu nguoi tré dén
trung nién va cao tudi — trong do ty 1& ngudi
tir 36 tudi trd 1én chiém trén 60%, phan anh
dung thyc t& khach hang BND thuong la
nguoi trung nién, cao tudi. Thong ké nay cho
thay phan 16n ngudi duge hoi ¢6 sy quan tam
nhat dinh va timg trai nghiém DND, phu hop
v6i muc tiéu nghién ciru vé LTTTH.

Céc khai niém trong mé hinh dugc do luong
bang thang do da muc 5 diém Likert, tham
khao va diéu chinh tir cac thang do uy tin
trong nghién cuu trudc: MPQT (Quester &
Lim, 2003) [13], GTCN, CX, XH, TXGC
(Sweeney & Soutar, 2001) [14], NTH, SHL
(Chaudhuri & Holbrook, 2001; Oliver, 1999)
[2,9], CKTH (Morgan & Hunt, 1994). Mbi
khai niém dugc do bang 3 bién quan sat. Tong
sb bién quan sat doc lap 1a 24 cho 8 nhan td,
cing vé6i 3 bién quan sat cho bién phu thudc
LTTTH.

4. KET QUA PHAN TiCH

Dt liéu sau khi thu thap duoc lam sach, ma
hoa va tién hanh phan tich bang phin mém
IBM SPSS Statistics phién ban 26.0. Két qua
phan tich duogc trinh bay dudi day:

4.1. b6 tin cay va gia tri thang do

Két qua kiém dinh Cronbach’s Alpha cho
théy cac thang do déu dat do tin cay cao. Cu
thé, hé s6 a cua 8 thang do déu trén 0,7; thap
nhat 1a 0,912 (NTTH) va cao nhat 0,987
(GTXH). Piéu nay cho thay cac bién quan sat
trong timg thang do c6 tinh nhat quan tdt.
Khong c6 bién quan sat nio bj loai ra sau
phan tich dg tin cay.

4.2. Két qua phan tich nhan té6 kham pha

Phén tich nhan t6 kham pha dugc thuc hién dé
kiém dinh gia tri hoi tu va phan biét cua céc
nhom bién do luong. St dung tiéu chi Kaiser-
Meyer-Olkin (KMO) va kiém dinh Bartlett dé
danh gia sy phu hop EFA. Ky vong KMO>0,7
va Bartlett’s test 6 p<0,05. Trich cac nhan to
bang phuong phap Principal Axis Factoring
v6i phép quay Promax (gia dinh cic nhén t6
¢ twong quan). Tiéu chi chon bién: trong sb
nhan t6>0,5 va khong cross-load cao.

Trudc tién, phan tich EFA dugc tién hanh trén
tap 24 bién quan sat. Kiém dinh KMO va
Bartlett cho thdy KMO=0,696, du 16n cho
thidy mau dir liéu phu hop dé phan tich nhan
td; kiém dinh Bartlett c6 ¥>=9503.958,
df = 276, p<0,001, bac bo gia thuyét ma tran
twong quan don vi — nghia 1a ton tai twong
quan dang ké giita cac bién va dir liéu thich
hop dé trich cac nhan t an.

EFA véi phép trich Principal Components va
xoay Varimax di rat trich dwoc 8 nhén t6 co
eigenvalue>1, giai thich tong cong ~92,477%
phuong sai cta dit liéu. Két qua nay dung nhu
ky vong: 8 nhén t6 dau tién tuong mg voi 8

TAP CHi KHOA HOC & CONG NGHE . SO 49 - 2025 85



KINH TE - XA HOI

nhém bién doc 1ap dua vao. Thong qua bang
tom tat hé s6 tai nhan td cua cac bién trén 8
nhan t sau khi xoay Varimax (di luoc bot cac
tai < 0,5 vi khong c6 y nghia), 8 nhan t6 doc
lap duoc dé xuit déu dugc xac nhan cd y
nghia, khong nhén t6 nao bi gdp hay bi tach
ngoai mong doi. Nhan t6 phu thude LTT ciing
xuét hién riéng biét.

4.3. Két qua phan tich hoi quy tuyén tinh

Két qua hdi quy tuyén tinh cho mé hinh véi 8
bién doc 1ap cho thdy mo hinh phu hop voi di
ligu (F-test co p < 0,001). H¢ s6 xé4c dinh R?

diéu chinh dat 0,69, nghia 1a khoang 69% sy
bién thién ctia LTTTH duoc giai thich boi 8
nhan té trong mé hinh. Khong phat hién hién
twong da cong tuyén nghiém trong (VIF cac
bién < 2). Pang chu y, toan bd 8 nhan t6 déu
c6 hé s6 hdi quy duong va c6 ¥ nghia théng
ké & mirc 5%. M6 hinh cho thay ca 8 bién doc
lap déu tac dong thuan chiéu dén LTTTH.
Nhu vy 8 gia thuyét déu dwoc chip nhan.

Mirc d tac dong cta ting nhan t6 duoc thé
hién qua hé sé P chuan hoa nhu sau (di kém

p-value).

Bang 1. Hé s6 ctia mé hinh héi quy

Nhan t6 H¢é s6 chwa chuin hoa H¢é s6 da chuin hoa t Sig
B Sai 56 chudn Beta

0.184 428 7.431 .000
F MDQT 102 .038 113 6.140 .001
F GTCN 134 .037 .160 5.496 .001
F GTCX 116 .036 124 4.264 .000
F GTXH 014 .037 .023 7.390 .000
F TXGC 136 .060 142 8.771 .001
F NTTH 203 .060 215 6.641 .001
F SHL 271 .060 282 7.169 .001
F CKTH 165 .059 183 7.218 .001

Tir két qua phén tich, ham sé hdi quy c6 dang:

LTT=0,282SHL+ 0,215NTTH + 0,183CKTH
+0,16GTCN + 0,142TXGC + 0,124GTCX +
0,113MDQT + 0,023GTXH + ¢

5. KET LUAN VA KIEN NGHI

5.1. Két luan

Nghién cru nay da xdy dung va kiém dinh
thanh cong mo hinh cac yéu t6 anh huong dén
LTT cia ngudi tiéu dung tai Ha Noi dbi véi
cac thuong hiéu DND hang dau, cu thé la

(Nguon: Tdc gia tinh todn tir phan mém SPSS26)

Traphaco va Nhat Nhat. Két qua nghién ciru
khang dinh rang LTTTH ddi véi cac thuong
hi€u nay 1a mot ciu trac da thanh phﬁn, chiu
su tac dong dong thoi cia 8 yéu td quan trong.
Trong d6, Két qua phan tich hdi quy cho thay
SHL, NTTH va CKTH 1a ba yéu t6 c6 tac
dong manh mé& nhét dén LTTTH.

Tuy nhién, nghién ctru van con mot sé han
ché can dugc nhin nhan. Thir nhdt, viée st
dung phuong phap chon maiu thuan tién tai
mot dja ban duy nhéat 1a Ha Noi co thé anh
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huéng dén tinh khai quéat hoa cta két qua. Thir
hai, thiét ké nghién ctu cit ngang chi cho
phép xem xét mbi quan h¢ tai mot thoi diém,
chua thé hién dugc tinh dong cuia LTTTH theo
thoi gian.

5.2. Ham y quan trj

Tir cac két qua nghién ctru, mot sé ham ¥
quan tri cé thé dugc dé xuét cho cac doanh
nghiép kinh doanh san pham DND nhu
Traphaco, Nhit Nhét va cac don vi khéc trong
nganh nham muc tiéu nang cao hiéu qua xay
dung va duy tri LTTTH:

1. Bat Chat lwong va Hiéu qua san phcfm lam
Trong tam: Day 1 yéu té nén tang. Can lién
tuc dau tu vao nghién ctu phat trién dé cai
tién cong thirc, dam bao ngudn cung duoc lidu
sach, an toan, dat chuén. Ap dung nghiém
ngit cac tiéu chuan san xuat tot (GMP), kiém
soat chat lugng chat ché tu dau vao dén thanh
pham. Quan trong hon, can truyén thong mot
cach minh bach, khoa hoc vé hiéu qua va tinh
an toan cua san pham.

2. Nang cao Trai nghiém khdach hang toan
dién: LTT khong chi dén tir san pham tot ma
con tu trai nghiém tich cuc tai moi diém tiép
xtic. Can chi trong dao tao doi ngli tu van

vién, dugc si tai diém ban dé cung cap thong
tin chinh xéc, tan tinh. Thiét ké bao bi tién
dung, thong tin 10 rang.

3. Nuéi dwéng Niém tin thiong hiéu bén
vitng: Niém tin can duoc xay dung qua thoi
gian bang sy nhit quan va chinh truc. Doanh
nghiép can thuc hién ding nhimg gi di cam
két, quang céo trung thuc, tranh cudng diéu
hoa cong dung. Xay dung co ché xu 1y phan
hoi, khiéu nai va khung hoang truyén thong
(néu c6) modt cach chuyén nghiép, nhanh
chong va thé hién trach nhiém cao. Hinh anh
thuong hiéu can gan lién véi su tin cdy, uy tin
va cam két vi sirc khoe cong dong.

4. Xay dung Két noi cam xiic va Gia tang cam
két: Khai thac hiéu qua cac yéu to van hoa,
cau chuyén lich su vé thuong hiéu, vé bai
thude co truyén dé tao su dong diéu va gan két
tinh cam voi khach hang. T6 chiic cic hoat
dong tri an, chuong trinh khach hang than
thiét, cac budi ndi chuyén chuyén dé vé cham
soc strc khoe bang y hoc ¢b truyén, xdy dung
cong dong nguoi dung truc tuyén... 1a nhiing
cach hiéu qua dé nuoi dudng mdi quan hé va
thac déy cam két vai thuong hiéu cu thé cua
doanh nghiép.
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