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TOM TAT

Nghién ctru kiém dinh tac dong cua CSR d&n long trung
thanh cua khach hang thong qua 200 mau khao sat 1a khach
hang cua cac hé théng siéu thi ban 1¢ tai thanh phd HO Chi
Minh, trong d6 niém tin, sy hai long cua khach hang va danh
tiéng cong ty dong vai tro trung gian. Sir dung mé hinh PLS-
SEM, két qua nghién ctru cho thdy ring CSR tac dong tich
cuc dén cac yéu td trung gian theo cac murc do tac dong khac
nhau gitra ba yéu t5. Dong thoi nghién ctru ciing chi ra vai trd
trung gian cua cac bién su hai long, danh tiéng va niém tin
cua khach hang gitta CSR v¢i long trung thanh cua khach
hang.

ABSTRACT

The study examines the impact of CSR on customer loyalty
through 200 survey samples who are customers of retail
supermarket systems in Ho Chi Minh City, considering the
mediating role of trust, customers satisfaction and corporate
reputation. Applying the PLS-SEM model, the results
showed a positive impact of CSR on mediators. The research
also showed the mediating role of variables including:
customers satisfaction, reputation, and trust between CSR
and customer loyalty.

1. GIOI THIEU

CSR (Corporate social responsibility) - trach
nhiém xa hoi doanh nghiép 1a nhitng hoat dong
dugc cac doanh nghiép tu dua ra nham déng gop
cho cac muyc tiéu chung ctia xi hoi bang cach
tham gia, hd trg cac hoat dong tinh nguyén va
thyc hién nhiing hoat dong mang tinh dao duc

(Sheehy, 2015). Nhimg loi ich cia CSR d6i voi
cac cong ty, bao gém tang loi nhuén, niém tin,
nhan dién thuong hiéu tich cuc, dac biét 1a long
trung thanh cta khach hang, ... déu dugc phan
anh trong mot s6 nghién ctru trude ddy (Maignan
va Ferrell, 2001; Sen va cong sy, 2006). Thanh
phé H6 Chi Minh 13 mot thi trudng ban 1é sbi
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dong nhat ca nude voi hé thdng phan phdi co 232
cho, 3 chg dau mdi, 237 siéu thi (106 siéu thi
téng hop co6 kinh doanh thyc pham va 131 siéu thi
chuyén doanh), 46 trung tdm thuong mai va 3.072
ctra hang tién loi (L&, 2022). Trong quy 1/2023,
téng mirc ban 1¢ hang hoa wdc tinh dat 163.606 ty
dong, ting 9,1% so cung ky ndm trude (Tong cuc
thong ké, 2023). Khach hang nganh ban 1¢ tai
thanh phé H6 Chi Minh c6 su nhay bén trong
viéc so sanh gid ca va chét lugng san phém, ho
san sang thtr nhitng cai mdi nhung ciing 13 nhitng
khach hang kha kho tinh va thdng minh trong
quyét dinh mua hang. Ho khéng chi quan tim dén
chat lugng san pham ma con quan tdm dén cach
thirc DN lam ra san phém do, su than thién véi
moi truong hodc tinh nhan van. Pac biét sau giai
doan dich bénh thi nhu cau dugc dam bao vé suc
khoe cong dong, mdi truong séng, su than thién
vo1 moi truong cang duge khach hang chu trong
hon. Diéu nay doi hoi DN phai hiéu rd vé CSR dé
c6 thé xay dung nhitng chién dich CSR mang lai
loi ich cho khach hang, doanh nghiép va xa hoi.
Trudc day, cadc nha nghién ctru tip trung tim
hiéu vé cac thanh phan ciia CSR, cach thirc hoat
dong CSR anh huong dén hiéu qua hoat dong cua
doanh nghi€p nhu: Cochran va Wood (1984),
Melissa va Dustin (2011) nghién ctru vé CSR va
hiéu qua tai chinh; Aaker (1991) nghién ctru vé
CSR va gia tri thuong hi¢u; McWilliams va
Siegel (2001) vé cac thanh phan CSR. Hay gin
day, Bui Nhat Vuong va cong su (2023) cho rang
mac du cac nha nghién cuau trudc tap trung sau
vao cac hoat dong CSR nhung van cé nhiing
thiéu s6t nhat dinh trong viéc giai thich anh
huong cia CSR d6i voi long trung thanh cia
khéch hang. Biéu nay cho thdy can c6 mot nghién
clru da chiéu vé trach nhiém x4 hoi, khong chi tap
trung riéng vao khia canh kinh té cta to chirc ma
con quan tdm dén cac khia canh phan tng cia
khach hang. Diéu nay s& tao ra mot co so dé ting
cuong hiéu biét rd hon vé phan tmg ciia khach
hang dbi v6i cac nd luc CSR do siéu thi ban 1é
nai riéng va cac doanh nghiép noi chung tai Viét
Nam. V&1 mét thi truong da dang va canh tranh
nhu thanh phé H6 Chi Minh, khach hang ngay
cang doi hoi su minh bach va trung thuc tir phia
cac doanh nghiép. Nghién ctru vé trach nhiém xa

hoi s€ giip DN x4c dinh nhiing hoat dong va
chinh séch trach nhiém xa hdi phu hop, tir d6 tao
dung mot hinh anh tich cuc va ting cuong niém
tin cia khach hang.

Ttr d6 cho thdy nghién ctru vé trach nhiém x3
hoi tai thi truong ban 1¢ thanh phé H6 Chi Minh
1a rit can thiét dé dap ung yéu cau théa min
khach hang béi nhitng nhu cau vé sy an toan va
than thién véi moi truong séng no6i chung va véi
ban than néi riéng chi co thé dugc giai quyét bang
nhimg giai phap mang tinh cot 161 cua CSR. Viée
hiéu rd hon vé xu huéng, nhu cau va gia tri cia
khach hang tai thanh phé H6 Chi Minh s& giup
cac doanh nghiép ban 1é nim bat dugc co hoi
kinh doanh va tao ra 1gi thé canh tranh bén ving.

2.COSOLY THUYET
2.1 Cac khai niém

Trach nhiém xa hoi doanh nghiép (CSR -
Corporate Social Responsibility)

Trach nhiém xa hoi doanh nghiép (CSR) bao
gém sy mong doi cia xa hoi vé kinh té, phap luat,
dao dtrc va long tir thién ddi véi cac to chic tai
mot thoi diém nhit dinh (Carroll, 1979). Theo
Freeman (1984), cac bén lién quan cia cong ty la
cac nhom va céd nhan chiu su tic dong tir hanh
dong cua cong ty. Van dung ly thuyét nay,
Moisescu (2015) di xac dinh cac thanh phan CSR
bao gém trach nhiém vé&i khach hang, nguoi lao
dong, cd dong, xa hoi, modi trudng, co quan quan
1y, nha cung cap. Nghién ctru ndy tap trung vio
khai thac cac phan tmg cia khach hang ddi véi
hoat dong CSR cta DN nén hudng tiép can CSR
theo 1y thuyét cac bén lién quan cua Freeman
(1984) s& duoc sir dung xuyén sudt. Viéc DN co
trach nhiém tao ra gia tri va bao dam loi ich cua
cac bén lién quan cling quan trong nhu viéc thuc
hién t6t CSR

Cong ty thuong phai dua ra quyét dinh voi
ngudn lyc han ché va chap nhan sy danh doi. Tuy
nhién cac bén lién quan lai phu thudc 1an nhau va
viéc tao ra gié tri cho mdt bén lién quan ciling gop
phan tao ra gia tri cho cac bén khac. Bén canh do,
céc nd luc CSR ¢6 thé tao ra gia tri theo cac cach
khac nhau cho nhiéu ddi tuong. Chen va cong sy
(2012) cho thay, khach hang Dong Au va Dai
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Loan déu quan tdm dén CSR va long trung thanh
dugc cung cb boi CSR. Nhitng quan diém trén da
cho thdy CSR can duoc nghién chuyén sau dé
hiéu rd anh hudng cua CSR dén long trung thanh
cua khach hang.

Long trung thanh cua khach hang (Customer
loyalty) 13 viéc mua hang lip lai d6i voi hang hoa
hodc dich vy trong tuong lai cho du ho bi anh
huong boi cac tac dong co thé 1am thay doi hanh
vi (Oliver, 1999). Long trung thanh cua khach
hang khuyén khich ho mua sdm nhiéu hon vé lau
dai do d6 n6 duoc xem xét nhu 1a mot muc tiéu
thiét yéu cho su ton tai va phat trién ctia mot
doanh nghiép.

Danh tiéng céng ty (Corporate Reputation)
dugc coi 1a mot trong nhirng tai san v6 hinh quan
trong ctia doanh nghiép (Jang, Lee, & Hu, 2016).
Theo Fombrun va Gardberg (2000), danh tiéng
cong ty dugc do luong dua trén su ndi bat, muc
d6 quen thudc cua khach hang voi san pham ma
doanh nghiép cung cap _Trong thoi dai toan cau
hoa, c6 thé nhan thdy rang yéu t6 nay mang lai
nhiéu loi thé khac nhau cho doanh nghiép nhu
gianh dugc long trung thanh, sy hai long cua
khéach hang, tinh gid vu dai cao va loi thé canh
tranh.

Sw hai long cua khach hang 1a mic d6 trang
thai cam xtc clia mot ngudi bat ngudn tir viée so
sanh két qua thu dugc gitta tiéu ding san
pham/dich vu véi nhitng ky vong ban dau (Kotler
va cong su, 2001). Néu két qua nhén dugc vuot
qué su mong doi cua khach hang, thi ho sé cam
thdy rat hai long dbi v6i dich vu d6. Chét luong
san pham, dich vu va gid tri c¢6 thé cai thién su hai
long cua khach hang tur d6 khuyén khich nhiing
mong mudn tich cuc trong y dinh hanh vi (Cronin
Jr, Brady, va Hult, 2000). Thoa man yéu t6 nay,
doanh nghiép s€ xay dung dugc thuong hi¢u cling
nhu nguon khich hang trung thanh 16n sin sang
d6ng hanh trong twong lai.

Niém tin cia khach hang (Trust) dugc dinh
nghia 1a sy tin tuong vé san pham hodc dich vu
cua nha cung cap theo hudng dem lai lgi ich lau
dai cho nguoi tiéu dung (Crosby va cong su,
1990). Niém tin ctia khach hang duoc hinh thanh

trén nhiéu yéu té: sy hai long, chat lugng phu
hop, dap umg dugc nhu cau, d6i xur trung thuc
cong bang va cho rang doanh nghiép ludn lam
nhitng diéu tot nhét cho khach hang (Liljander V
& Roos 1, 2002). Tur nhiing quan diém trén co
the hiéu ring niém tin 1a yéu t6 quan trong cho su
ton tai va phat trién 1au dai cua t6 chirc vi khong
cd niém tin s& khong co sy twong tac giita cac
bén.

2.2 Céc gia thuyét va md hinh nghién ciru

Cac nha nghién ctru nhan thiy rang CSR c6
anh huong tich cyc truc tiép dén danh tiéng cong
ty va 1a tiéu chi dé nguoi tiéu dung xem xét cac
gia tri cua cong ty (Swaen, Demoulin &
Paulwels, 2021). Ngoai ra, Husted va Allen
(2007) nhan thay rang CSR giup xdy dung moi
quan h¢ tich cyc voi cac nhom bén lién quan va
nang cao danh tleng cong ty. Do d6, gia thuyét
H1 duoc dé xuit:

HI1. Trach nhiém xa hoi cua doanh nghiép cé
tac dong duong vdi danh tiéng ctia cong ty.

Mandhachitara va Poolthong (2011) nhén
thdy rang CSR 1a mét trong nhiing chién lugc tot
nhat dé xay dung va nang cao 1ong trung thanh
cua khach hang dac bi¢t trong linh vuc ban 1¢. Do
d6, cac nha nghién ciru da chi ra mdi quan hé tich
cuc gitta hoat dong CSR cua cong ty va thai do
clia ngudi tidu dung dbi v6i cac san pham, dich
vu (Akbari, Mehrali, va cong su. 2019). Pé diéu
tra rd hon vé tic dong cia CSR dén long trung
thanh cua khach hang, gia thuyét H2 duoc dé
xuat:

H2. Trach nhiém xa hoi cua doanh nghiép cé
tac dong duong voi long trung thanh cua khéach
hang.

Néu mot té chuc tham gia vao cac hoat dong
thé hién trach nhiém xa hoi, thi khach hang cua to
chtrc do s€ hai long va trung thanh hon (He, Li, &
Keung Lai, 2011). Lou & Bhattacharya (2006);
Matute-Vallejo va cong sy (2011) di chi ra rang
mdt DN c¢6 chinh sach CSR c6 tac dong tich cuc
va dang ké dén sy hai long cua ngudi tiéu dung.
Cu thé hon, trong linh vyc phan phdi, Gupta
&Pirsch (2008) khang dinh, chinh sach CSR cia
nha ban 1¢ co6 tac dong tich cyc va dang ké dén su
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hai long cua khach hang déi v0i nha ban le do.
Do d6, gia thuyet H3 dugc de xuat:

H3. Trach nhi¢m xa hoi cua doanh nghié€p co
tac dong duong vai su hai long cia khach hang.

Park va Kwon (2017) nhan thay rang CSR la
mot trong nhitng chién lugc tot nhat dé tao niém
tin. Viéc tién hanh cac hoat dong CSR anh huong
dén hinh anh chung ciia cic san pham cua cong ty
(hang hoa hodc dich vu) va lam tang niém tin cta
khéach hang (Leventhal va cong su, 2006). Do do,
chung t6i dua ra gia thuyét:

H4. Trach nhiém xa hoi cia doanh nghiép c6
tdc dong duong vdi niém tin ctia khach hang.

Theo Helm va Tolsdorf (2013), danh tiéng
t6t glup xay du’ng va nudi dudng moi quan hé co
loi v6i nguoi tiéu dung dong thoi duy tri long
trung thanh véi san phém, dich vu. Khi mua cac
mit hang qua dat tién hodc rui ro cao, thi khach
hang thich nhiing thuong hi€u c6 uy tin cao
(Hetze, 2016). Caruana va Ewing (2010) nhan
thay rang danh tiéng cong ty co lién quan tich cuc
dén long trung thanh cta khach hang. Do do,
chung t6i dua ra gia thuyét:

H5. Danh tiéng cua cong ty co tic dong
duong voi long trung thanh cua khach hang.

Sy hai long cta khach hang 13 yéu t6 quan
trong quyét dinh long trung thanh: néu khach
hang hai 1ong véi dich vu ctia cong ty, két qua 1a
ho s& mua hang nhidu lan (Nyadzayo &
Khajehzadeh, 2016). Gustafsson, Johnson, &
Roos (2018) cho rang sy hai long cua khach hang
c¢6 anh huong tich cyc dén niém tin, sy duy tri y
dinh mua hang ctuia khach hang. Do d6, ching t61
dua ra gia thuyét:

H6. Su hai long ctua khach hang c6 tac dong
duong véi long trung thanh cua khach hang.

Niém tin dugc xem nhu 1a mot yéu td quan
trong dé xay dung mot mbi quan hé lau dai va tao
tién d& cho long trung thanh cua khach hang
(Pratminingsih va Rimenta. T, 2013). Ball,
Simdes Coelho va Machas (2004) ung ho y tuong
rang khi khach hang tin tuéng vao chat luong san
pham dich vu ho c6 xu hudng trung thanh véi

thuong hiéu thé hién thong qua hanh vi mua hang
lap di 1ap lai, gidi thi€u dén nhiing lghéch hang
khac. Do d6, chung t6i dua ra gia thuyét:

H7. Niém tin cta khach hang c6 tac dong
duong véi long trung thanh cua khach hang.

He va Li (2011) chi ra CSR c6 lié€n quan
dang ké dén su hai long cua khach hang.
Martinez va del Bosque (2013) béo cdo rang sy
hai 1ong ctia khach hang l1am trung gian cho mbi
lién h¢ gitta CSR va long trung thanh, khi doanh
nghi¢p thuc hién cac hoat dong CSR mang lai gia
tri cho cong dong thi long trung thanh véi thuong
hiéu dugc nang cao. Do do, chung to1 dua ra gia
thuyét:

HS8. Su hai long cua khach hang lam trung
gian moéi quan hé giira trach nhiém xa hoi cia
doanh nghiép va long trung thanh cia khach hang

Keh va Xie (2009) quan sat thdy rang niém
tin 1a yéu t6 quyét dinh chinh dé dat dugc long
trung thanh cua khach hang. Swaen va Chumpitaz
(2008) cuing da giai thich rang CSR dé anh huong
dén niém tin ca nhan va sau nay chuyén thanh
long trung thanh. Do d6, ching t6i dua ra gia
thuyét:

H9. Niém tin ciia khach hang lam trung gian
cho moi quan h¢ gitra trach nhiém xa hdi cua
doanh nghi¢p va long trung thanh cua khach
hang.

Ozdora Aksak va Atakan Duman, S. (2016)
da nghién ciu rang CSR anh huong dén danh
tleng cua cong ty. CSR la mot chién luoc chinh
dé ting uy tin vé 1au dai vi cac tap doan lon su
dung danh tleng cua cong ty nhu mat loi thé canh
tranh nham ting hiéu qua tai chinh, sy hai long va
long trung thanh cta khach hang. Do d6, chung
t61 dua ra gia thuyét:

H10. Danh tiéng cia cong ty lam trung gian
cho moi quan h¢ gitra trach nhiém xa hdi cua
doanh nghi¢p va long trung thanh cua khach
hang.

Tir cac gia thuyét trén, nghién ctru dé& xut
mo hinh nghién ctru dugc trinh bay trong Hinh 1



j: 02-2023

TAP CHiI KHOA HOC VA CONG NGHE BAI HOC CONG NGHE DONG NAI

Hinh 1: M6 hinh nghién ctru
3. PHUONG PHAP NGHIEN CUU

Nghién ctu st dung két hop phuong phap
nghién cuu dinh tinh va dinh lugng. Nghién ctru
dinh tinh dugc st dung nham hiéu chinh va hoan
thién mo hinh va thang do. Thang do dugc st
dung gom nim yéu t6 va mirc d6 do ludng theo
thude do Likert naim muc d6 danh gia: Rat khong
ddng y, Khong dong y, Binh thuong, Pong ¥, Rat
ddng ¥. Thang do trach nhiém xi hdi trong mo
hinh ctia Eisingerich va cong sy (2011) & Akbari
va cong su (2019). Thang do cia Morgan va Hunt
(1994) & Singh, J., & Sirdeshmukh, D (2000)
duge ding dé do luong niém tin cua khach hang.
Pbi voi sy hai long ciia khach hang thang do
dugc st dung la cua Cronin Jr, Brady, va Hult
(2000). Thang do danh tiéng cong ty chung toi st
dung cua Fombrun va Gardberg (2000). Thang do
sy trung thanh khach hang cua Sirdeshmukh,
Singh va Sabol (2002); Dagger va cong sy (2011)
dugc st dung dé do luong sy trung thanh cua
khach hang trong nghién ctru nay. Bang cau hoi
trude khi thuc hién phong van chuyén gia (nghién
ctru dinh tinh) gdm 5 thang do va 23 bién quan
sat. Sau khi tién hanh phong van chuyén gia thi
thang do dugc su dung cho nghién ciu dinh
luong duoc gilt nguyén véi 5 thang do va 23 bién
quan sat. Nhung dua vao két qua phong van, bang
cau hoi cling dugc nhom tic gia chinh stra vé
cach dlen dat cho d& hiéu, khong gay nhdm 1an
nhung van giit dugc ham y nhu ban dau.

S6 liéu thir cap dugc thu thap qua Internet,
ngudn co s dir lidu co lién quan va cac bai bao
nghién ctru trong va ngodi nude di co trude. SO
liéu so cap duogc thu thap thong qua khéo sat thuc
té trén dia ban thanh phd H6 Chi Minh. Viéc thu

thap dir liéu duoc thyc hién thong qua phong van
bang bang cau hoi. Mbi cau hoi duge do ludong
dua trén thang do Likert gém 5 muc do duoc su
dung mirc d6 tir 1 (Hoan toan khong dong y) dén
5 (Hoan toan dong ¥). Vi ddi twong nghién ctiu
1a nhitng ngudi dang séng tai TP.HCM, c6 biét
dén trach nhiém xa hoi doanh nghiép va 1a khach
hang cua cac si€u thi ban 1é. Viéc khao sat duogc
tién hanh bang phuong phap: Tao lap bang cau
hoi truc tuyen trén Internet va sau d6 tién hanh
khao sat bang cach chia sé link trén cac trang
mang x3 hoi, dién dan, group... ddng thoi khao sat
bang cach tao md QR dan link bang cau hoi truc
tuyén va khao sat tai siéu thi. Cac doi tugng duoc
khao sat tryc tuyén thong qua bang cdu hoi tao
trén google form. Nhitng nghién clru trudc day
cho thiy rang c¢& mau 1a 100 dén 200 thudng la
diém khéi dau tét dé thuc hién mo hinh hoéa
duong dan (Hoyle, 1995). Vi vay, dé tang tinh dai
dién cho tong thé va han ché sai sot trong qua
trinh phan tich dir liéu chung t6i tién hanh khao
sat truc tuyén v6i 200 bang cau hoi diéu tra 1iy y
kién.

Mau duge thu thap theo phuong phap thuan
tién dudi hinh thic bang cau hoi khao sat qua
internet két qua thu dugc 205 bang khao sat. Sau
khi 1am sach, loai bo 5 bang cau hoi tra 101 khong
hop 1€ thude phan gan loc hoac do thiéu thong tin
tra 10, tra 161 khong day du hodc tra 10 mot s6
diém cho tat cd cac cau hoi. Con lai 200 mau
khao sat hop 1€ dugc dua vao nghién ctru. Dir liéu
dinh lugng thu dugc s€ duoc tiép tuc phan tich
dinh luong théng qua mo hinh PLS-SEM dé danh
gi4 thang do va kiém dinh cac gia thuyét nghién
cuu.

4. KET QUA NGHIEN CUU
4.1. Pic diém miu thong ké

Két qua thu dugc co6 dic diém nhu sau: Theo
dé tuéi: do tudi tir 16 — 24 tudi chiém 34%, do
tudi tir 24 — 30 tudi chiém 25%, do tudi tir 30 — 40
tudi chiém 24%, va trén 40 tudi chiém 17%. Két
qua khao sat cho thay ti & caa cac do tudi khong
c6 nhiéu su chénh léch thé hién rang moi nguoi ¢
nhiéu d6 tudi khac nhau déu la nhiing ddi tugng
c6 sy quan tam dén trach nhiém xa hoi doanh
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nghiép. Theo gigi tinh: nix giGi chiém 57.5 %;
nam gigi chiém 42.5 % Trong téng mau 200, c6
dén 115 nguoi co gidi tinh la nit, diéu do co thé
hiéu vi nir gi¢i thuong sir dung dich vu cua siéu
thi ban I¢ nhiéu hon so véi nam gidi. Theo thu
nhap: 47% la nhom co thu nhap duai 5 triéu
ddng, 32% la nhém co thu nhap tir 5 — 10 triéu
ddng, 28.5% la nhém cé thu nhap tir 10 — 15 triéu
dong va 16% la nhom cé thu nhap trén 15 triéu
ddng. Vé trinh dg hoc van: nhém co trinh d6 hoc
van sau dai hoc chiém 7%, nhom c¢é trinh do hoc
van dai hoc chiém 43%, nhom c6 trinh do cao
dang/ nghé chiém 18%, nhom trinh d6 phd thong
chiém 22% va nhém trinh do dusi THPT chiém
ty 18 10%.

4.2. Kiém dinh thang do

Bang 1: Két qua tom tit cac hé sd tai trong mo

hinh PLS — SEM
Do R
Hésd  tin b
. A tin
Chu Chi tai cdy Cronb cay
; 2 cua (Binh ach's N AVE
tric sO . tong
cac phuo  Alpha h
chis nghé (CUFFQ))
$6 tai)
CSl 0845 0714
Trach . CS2 0826 0682
nhiém  cs3 0855 0731
xa hoi
cla CS4 0795 0632 0916 0933 0.667
doanh
nghigp _ CS5  0.866 075
-GS cse 0816 0666
CS7 0705  0.497
DTL 0863 0.745
Qanh DT2 0.86 0.74
tiéng - 0.858 0904 0.701
DT DT3 0825 0.8
DT4 0799 0.638
HL1 0819 0671
Su hai HL2 0.83  0.689
Iong - 0.822 0882 0.653
HL HL3 076 0577
HL4 0821 0674
NTL 0838 0.702
Niém  NT2 0864 0.746
tin - 0.861 0906 0.706
NT NT3 0835 0.697
NT4 0824 0.679
Long TTL 073 0533 0.835 0.890 0671

trung
thanh. _ TT2 0867 0.752
T TT3 0866 075
TT4 0807 0.651

Bang 1 trinh bay két qua tom tit cac hé sb tai
trong md hinh PLS — SEM. Viéc danh gia gia tri
hoi tu cua cac blen tiém an duya trén cac chi s6 hé
s6 tai nhan t6 bén ngoai (outer loading) va
phuong sai trich AVE. Két qua cho thay cac gia
tri binh phuong hé sO tai ctia cia mdi chi sé sau
khi phan tich déu cao hon 0.4. Do d6, do tin cay
cua chi s6 da duoc dam béo. Déng thot do tin cay
téng hop cho mdi céu tric 16n hon 0.8 da ching
minh rang thang do c6 do tin ciy nhit quan bén
trong tot.

Hé s AVE phai 16n hon hoic bing 0.5 sé&
khang dinh dugc gia tri hoi ty. Két qua Bang 1
cho thdy, gia tri AVE duoc bao céo cho tu’ng blen
déu cao hon 0.5 (Chin, 1998). Do do, moi ciu
trac thé hién gia trj hoi tu tot.

Nghién cuu st dung tiéu chi cta Fornell va
Larcker (Bang 2) va phuong phap Heterotrait
Monotrait Ratio (HTMT) (Bang 3) dé xac dinh
gia tri phan biét ctia cac bién tiém an.

Bang 2: Gia tri phan biét (Fornell Larcker

Criterion)
CS DT HL NT T
CS 0.817
DT 0.669  0.837
HL 0.685 0.669 0.808
NT 0.755  0.689 0.706 0.841
T 0.706  0.705 0.719 0.751 0.819

Bang 3: H¢ s6 Heterotrait Monotrait Ratio
(HTMT)

CS DT HL NT 1T

Cs

DT 0.750

HL 0.790  0.796

NT 0.847 0.802  0.840

T 0.808 0.838 0.868  0.885

Theo Bang 3, cac gia tri ctia chi s6 HTMTago
cua moi cau trac déu thap hon 0,90. Do do, ti€u
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chi vé gia tr1 phan biét duoc thiét lap cho
HTMToo. Két qua kiém dinh db tin cay,

danh gia gia tri hoi tu va gia tri phan biét ctua
thang do cho thdy cac thang do dugc st dung
trong mo hinh nghién ctru da dat dugc do tin cay
dé phan tich trong mé hinh céu truc.

4.3. Panh gia d¢ phu hop ciia mé hinh céu tric

Tét ca cac hé sé phong dai phuong sai (VIF)
duoc trinh bay trong Bang 4 déu nam dudi
ngudng 5; gia tri tdi da cuia VIF 13 2.972 (nhé hon
5) va gia tri tdi thiéu 1a 1 (16n hon 0.2) cho thiy
cac bién tiém an khong xay ra hién tuong da cong
tuyén.

Bang 4: Thong ké gia tri hé s6 phong dai phuong
sai

CS DT HL NT 1T

CS 1.000 1.000 1.000  2.853
DT 2.344
HL 2.515
NT 2.972
1T

Biang 5: Thong tin hé s6 xac dinh R? va chi sb du

béo
R? R? Hiéu Q?
chinh
DT 0.447 0.445 0.299
HL 0.469 0.467 0.301
NT 0.570 0.567 0.391
TT 0.686 0.675 0.448

Gia tri R? hiéu chinh cta long trung thanh
(TT) = 0.675 >0.67 (Bang 5), diéu nay cho thiy
mod hinh dugc giai thich & muc cao (Hock va
cong su, 2010). Do do cAu tric ¢6 anh hudéng 1on
hon trén mo hinh nghién ctu. Gia tri Q? ctia bién
phu thuoée DT, HL, NT va TT déu 16n hon 0 chi
ra sy lién quan dy doan ctia mo hinh nghién ctru
dén bién phu thude.

Chi s6 GoF duoc tinh theo cong thic:

GoF = |/ (trung binh cong phwong sai AVE = trung binh cong R?) (1)

GoF = ,/(0,6796 x 0,543) = 0.607

Chi s6 GoF cho md hinh cta nghién ctru nay
la 0.607 > 0.36. Dya trén chi s6 GoF, né c6 tac
dong 16n dén mo hinh. Tir nhitng bing ching
trén, nghién ciru ndy da chig minh rang mo hinh
PLS duogc x4c nhan md hinh phu hop rét tét voi
dir lidu.

Bang 6: Hé s6 2

CS DT HL NT T
CS 0.81 0.884 1.323 0.041
DT 0.074
HL 0.061
NT 0.098

1T

Theo két qua phan tich, Trach nhiém xa hoi
ctia doanh nghiép (CS) tac dong dén Danh tiéng
(DT), Sy hai long (HL), Niém tin (NT) v&i hé sé
déu 16n hon 0.35. Vi vay, trach nhiém xa hoi co
su tac dong dang ké dén cac bién trung gian. Bién
trdch nhiém xa hoi cia doanh nghi¢p (CS) téc
dong dén long trung thanh cua khach hang (TT)
1a sy tac dong nho voi hé sb 2 = 0.041 (0,02 < 2
< 0,15). Ddi véi su tac dong cua bién Danh tiéng
(DT), Su hai 1ong (HL) va niém tin (NT) dén bién
1ong trung thanh cta khach hang c6 hé s6 hé sd 2
lan lwot 1a 0.074, 0.061 va 0.098 (0,02 < f* <
0.15) duoc chimng minh 1a c6 tic dong nho. Piéu
nay cho thiy murc d¢ tac dong cua cac bién trung
gian: danh tiéng (DT), su hai long (HL), niém tin
(NT) dén 10ng trung thanh cua khach hang (TT)
dugc xem 13 twong ddi nho.

& GIOITINH

0,685 ﬂ 0220 0057 :

™
0192 0087
s 0.448
P 0669 ‘ 0234

0.755 0053 TRINHDO

. - O
NT

Hinh 2: M6 hinh két qua duoc 14y tir dit liéu PLS
output

THUNHAP
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Bang 7: Két qua ctia mdi quan hé giira cac cdu
truc trong md hinh

Gia Méi quan Hé s6 hdi P- Két qua
thuyet hé quy value
H1 CS —» DT 0.669 0 Chép
nhan
H2 CS—TT 0.192 0.016 Chép
nhan
H3 CS — HL 0.685 0 Chép
nhan
H4 CS — NT 0.755 0 Chép
nhan
H5 DT — TT 0.234 0.002 Chép
nhan
H6 HL - TT 0.220 0.001 Chép
nhan
H7 NT — TT 0.302 0 Chap
nhan

Bang 8: Két qua phan tich anh huong trung gian

. : Anh X

Gid, Méi Anh huong  Ténganh PN Két

thuye quan hé huéng gian huong loai anh qua
t ; truc tiép tidp hudng
Trung

CS—H 0.151* gian Chép

H8 LTT 0.192 ** o 0.343*** mot nhan
phén
Trung

CS—N 0.228* gian Chép

H9 ToTT 0.192** o 0.42%** mt nhin
phan
Trung

CS—D 0.156* gian Chip

H10 TTT 0.192** o 0.343*** mot nhin
phin

Ghi chd: *** = p < 0,001; ** = p < 0.05

Dya vao két qua bang trén va tir nhimng gi
duogc tim thay trong phan tich PLS- SEM, cac gia
thuyét H1, H2, H3, H4, H5, H6, H7 dua ra tir ban
dau déu dugc chép nhan. Bén canh d6 cac gia
thuyét H8, H9, H10 duoc chép nhan do d6 cac
bién Sy hai long, Niém tin va danh tiéng dong vai
trd trung gian mot phan cho mbi quan hé giira
trach nhiém xa hoi cia doanh nghiép va long
trung thanh cta khach hang.

4.4. Panh gia bién kiém soat

Céc gia thuyét Hl1a, H11b va Hllc lan luot
¢ hé s p-value 16n hon 0,05. Do do, béc bé céc
gia thuyét Hlla, Hl11b va Hllc. Nghia la khong
c6 su khéc biét vé mirc d6 tac dong cua cac yéu to

dén long trung thanh cta khach hang theo yéu t6:
gi6i tinh, thu nhap va trinh d hoc van. Diéu nay
thé hién rang khach hang cta siéu thi ban 1¢ s&
trung thanh v6i siéu thi khi ho nhén thdy duoc su
hai long, danh tiéng tt va c6 niém tin vao sicu thi
chir khong bi anh huong boi 3 yéu td gidi tinh,
thu nhap, trinh do.

Két qua nghién ctru cho thiy CSR anh huéng
dang ké dén danh tiéng, sy hai 1ong va niém tin
cua khach hang va phu hgp véi cac nghién curu
trude (T. Islam va cong su, 2021; Pinh Nam
Long, 2019). CSR tac dong dén 3 yéu té nay lai
co su khac nhau, mic d¢ tac dong theo thu tu tur
manh dén yéu 1a niém tin, sy hai 1ong cta khich
hang va danh tiéng cong ty v4i hé sb tac dong
chuan hoa lan luot 12 0.685, 0.669 va 0.755. Pong
thoi ciing khang dinh ba yéu t6 danh tiéng, sy hai
long va niém tin cua khach hang déng vai tro
trung gian quan trong cho mdi lién hé giita CSR
va long trung thanh cta khach hang. Moéi lién hé
nay ciing khong chiu tac dong cua cac yéu td gisi
tinh, thu nhap va trinh d6 hoc van.

Bang 9: Két qua phan tich bién kiém soat

Gia Méiquanhé  Hesé hdi P- Két
thuyet quy value qua
Hlla GIOITINH — -0.057 0.171  Béc

T bo
H11b THUNHAP— 0.087 0.163 Bac

T bo
Hillc TRINHDO — 0.053 0.274 Bac

T bo

5. KET LUAN VA HAM Y QUAN TRI
5.1. Két luin

Dua vao céc nghién cuu trudce day, tac gia da
x4y dung mé hinh tic dong cia CSR dén long
trung thanh cta khach hang théng qua céc yéu tb
trung gian: danh tiéng, niém tin va su hai long
ctia khach hang. Két qua cho thay, sau khi cac
thang do dugc hiéu chinh vé mit dién dat cho d&
hiéu nhung van gitr dwoc ham ¥ nhu ban dau, cac
thang do déu dat do tin cay cao. Thur hai, sy hai
long, danh tiéng cong ty va niém tin ciia khach
hang c6 vai tro trung gian trong mbi quan hé giita
CSR va long trung thanh cuia khach hang. Thir ba,
CSR lan luot tac dong tich cuc dén 1ong trung
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thanh cta khach hang qua ba yéu té trung gian.
Dong thoi ba yéu td nay ciing tac dong tich cuc
dén long trung thanh cta khach hang. Cac két qua
nay phu hop vé6i két qua nghién ctru trude day
cua T. Islam va cong sy (2021); Pinh Nam Long
(2019).

5.2. Ham y quan tri

Dya vao két qua nghién ciru, dé nang cao
hi€éu qua cua cac hoat dong CSR, cic doanh
nghi¢p trong thi truong siéu thi ban 1¢ tai
TP.HCM cén:

(1) Tdp trung vdo thuc hién CSR bang nhiéu
hinh thiuc da dang (Vi du: tr thién, hoat dong
khuyén hoc, biao vé moéi truong..). Két qua
nghién ctru cho théy cac hoat dong CSR la mdt
trong nhitng yéu té6 ma khach hang can nhic khi
trung thanh st dung dich vu cua siéu thi véi hé sé
hoi quy 0.192. Khach hang c¢é xu huéng danh gia
cao cac siéu thi tich cuc tham gia vao cac hoat
dong CSR. Do do, cac nha quan tri nén xem CSR
la mot cach tiép can chién luoc dé xay dung mdi
quan hé véi khach hang va chuyén d6i cac méi
quan hé thuan lgi thanh hiéu qua kinh doanh.

(2) Chui trong maéi quan hé giira trach nhiém
xa hoi va long trung thanh cua khach hang théng
qua cdc yéu té niém tin, danh tiéng va suw hai
long. Két qua nghién cau cho thdy, bang cach
xem xét cac dic diém tac dong dén long trung
thanh dya trén CSR, cac nha quan ly doanh
nghiép co thé nhan duoc mot sé két qua cé gia tri,
dang cht y nhat véi mtc do tac dong tir manh
thap dén cao lan luot Ia niém tin caa khach hang,
danh tiéng cua cong ty va su hai 1ong vai ba hé s6
hoi quy la 0.302, 0.234 va 0.22. Con trach nhiém
xa hoi ciing c6 tac dong duong lén cac yéu tb
niém tin, danh tiéng va sy hai long cia khach
hang véi hé sé hdi quy lan luot 1 0.755, 0.669 va
0.685. Két qua nghién ctu nay dé xuat rang linh
vuc siéu thi ban 1& nén chi tiéu cho cac sang kién
trach nhiém xa hoi vi khach hang cé xu huéng
ung ho va ua thich nhirng siéu thi dugc cong nhan

c6 trach nhiém xa hoi bang cach tich hop long
trung thanh cao nhat vai ho.

(3) Chui trong vao viéc gia tang niém tin cua
khach hang. Niém tin cua khach hang la yéu té
tac dong dén long trung thanh cua khach hang voi
hé s6 hoi quy 1a 0.302. Diéu nay ching té niém
tin c6 tac dong dwong dén long trung thanh cua
khach hang. Vi vay siéu thi ban ¢ can nd luc thyc
hién cac giai phap nham nang cao niém tin cua
khach hang véi thuong hiéu siéu thi ban 1¢. Nhom
tac gia d& xuat mot sb giai phap nham gia ting
niém tin cua khach hang nhu: thuc hién theo dung
cam két voi khach hang, xay dung chién lugc
kinh doanh hudng toi dam bao quyén loi nguoi
tiéu dung, xay dung méi quan hé hop tac lau dai
v6i khach hang huéng dén phat trién bén viing.
Ngoai ra, dé tao mdi quan hé lién két manh mg
gitta khach hang va siéu thi ban I¢, trong nguén
luc c6 gidi han, DN c6 thé tan dung mdi quan hé
gitra trach nhiém xa hoi va niém tin bang cach tai
trg cac su kién ma khach hang cé niém tin vao
do: cac chuong trinh thién nguyén giap tré em
nghéo, chuong trinh hd trg ddng bao li lut, xay
nha tinh thuong, hoat dong bao vé mai truong,...
nham tao niém tin cua khach hang vai siéu thi.

(4) Chu trong vao viéc gia tang danh tiéng
cua cong ty. Danh tiéng cua cong ty l1a yéu té tac
dong dén long trung thanh caa khach hang véi hé
s6 hdi quy la 0.234. Siéu thi ban Ié can nd luc
thuc hién cac giai phap nham nang cao danh tiéng
cia minh biang mot sé giai phap nhu: xay dung
hinh anh tét dep trong mét ngudi tiéu dung, tang
mtc d6 nhan dién thuong hiéu bang cac hoat
dong marketing, tao su quen thudc vai dich vu
ma siéu thi ban 1¢ cung cdp cho nguoi tiéu
dung,...

(5) Chu trong vao viéc gia tang su hai long
cua khdch hang. Sy hai long cua khach hang la
yéu t6 tac dong dén long trung thanh caa khach
hang voi hé s6 hdi quy 1a 0.22. Siéu thi ban Ié can
nd luc thyc hién cac giai phap nham nang cao sy
hai long cua khach hang nhu: thé hién su lang
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nghe khach hang, tao ra nhiéu trai nghiém hon
véi dich vy, kéu goi su tham gia cia khach hang
vao hoat dong trach nhiém xa hoi cua doanh
nghiép, nang cao hiéu qua hoat dong trach nhiém
xa hoi cua doanh nghiép.

5.3. Han ché va hwéng nghién ciru tiép theo

Nghién ctru nay 1a mot nghién ctiru quan tam
dén khia canh phan ng cua khach hang véi hoat
dong CSR caa DN. Do d6, trong tuong lai, cAn
hon nhitng nghién ctru da chiéu vé trach nhiém x4
hoi, tap trung hon vé cac bén lién quan khac nhu
ngudi lao dong, nha dau tu, cong dong,... Ngoai
ra, viéc tiép tuc nghién ctru da nganh, sy hgp tac
gilta cac nha nghién ctru, doanh nghiép dé tap
trung nghién ctru theo xu hudng khai thac cac yéu
t6 c4 nhan cia khach hang, xd hoi - nhiing dbi
tugng khong bi tdc dong boi loi ich nhom nhu
ngudi lao dong, ¢o dong... 13 can thiét.

TAI LIEU THAM KHAO

Aaker D. (1991). Managing Brand Equity,
Capitalizing on the Value of a Brand Name. Free
Press: New York.

Akbari, M., Mehrali, M. SeyyeAmiru, N., Rezaei,
N. & Pourjam, A. (2019). Corporate social
responsibility, customer loyalty and brand
positioning. Social Responsibility Journal,
16(5), 671-689. Doi: 10.1108/SRJ-01-2019-
0008

Ball, D., & Machés, A. (2004). The role of
communication and trust in explaining
customer loyalty: An extension to the ECSI
model. European journal of marketing,
38(9/10), 1272-1293.
D0i:10.1108/03090560410548979

Bhattacharya, C. B., & Sen, S. (2003). Consumer-
Company Identification: A Framework for
Understanding Consumers’  Relationships
with Companies. Journal of Marketing,
67(2), 76-88.
D0i:10.1509/jmkg.67.2.76.18609

Bhattacharya, C. B., & Sen, S. (2004). Doing
Better at Doing Good: When, Why, and How
Consumers Respond to Corporate Social
Initiatives. California Management Review,
47(1), 9-24. D0i:10.2307/41166284

Bui Nhat Vuong, V& Thi Hiéu, Lé Khanh Nhat
(2023). Tac dong cua trach nhiém xa hoi cua
doanh nghiép dén long trung thanh ciia khach
hang: bang ching thuc nghiém tai cac hang
hang khong gia ré & Thanh phé H6 Chi
Minh. Tap Chi Qudn li va Kinh té quéc té,
153, 1-11.

Carroll, A. B. (1979). A Three-Dimensional
Conceptual Model of Corporate
Performance. The Academy of Management
Review, 4(4), 497-505.

Caruana, A., & Ewing, M. T. (2010). How

corporate reputation, quality, and value
influence online loyalty. Journal of Business
Research, 63(9-10), 1103-1110. Doi:

10.1016/j.jbusres.2009.04.030

Cochran P. L. & Wood R. A. (1984). Corporate
Social  Responsibility and  Financial
Performance. Academy of Management
Journal, 27, 42-56.

Chen, H.,, & Tseng, H. (2012). Factors That
Influence Acceptance of Web-Based e-
Learning Systems for the In-Service
Education of Junior High School Teachers in
Taiwan. Evaluation and Program Planning,
35, 398-406. Doi:
10.1016/j.evalprogplan.2011.11.007

Chin, W. W. (1998). “The Partial Least Squares
Approach to Structural Equation Modeling,”
in Modern Methods for Business Research,
pp. 295-336.

Cronin, J. J., & Hult, G. T. M. (2000). Assessing
the effects of quality, value, and customer
satisfaction on  consumer  behavioral
intentions in service environments. Journal
of Retailing, 76(2), 193-218. Doi:



m Sé: 02-2023

TAP CHiI KHOA HOC VA CONG NGHE BAI HOC CONG NGHE DONG NAI

10.1016/S0022-4359(00)00028-2

Croshy, L.A., & Cowles, D. (1990) Relationship
Quality in Services Selling: An Interpersonal
Influence Perspective. Journal of Marketing,
54, 68-81. Doi: 10.2307/1251817

Dagger, T. S.,, & David, M. E. (2011).
Uncovering the real effect of switching costs
on the satisfaction-loyalty association.
European Journal of Marketing, 46(3/4),
447-468. D0i:10.1108/03090561211202558

Dinh Nam Long. (2019). Méi quan hé giita trach
nhiém x3 hdi doanh nghi¢p va long trung
thanh cua khach hang: truong hop céc doanh
nghiép trong linh vuc vién thong — cong nghé
thong tin. Luan van thac sy, Khoa quan tri
kinh doanh, Trudng dai hoc Mo TP Ho Chi
Minh.

Eisingerich, A. B., Rubera, G., Seifert, M., &
Bhardwaj, G. (2011). Doing good and doing
better despite negative information?: The role
of corporate social responsibility in consumer
resistance to negative information. Journal of
Service Research, 14(1), 60-75. Doi:
10.1177%2F1094670510389164

Freeman, R. E. (1984). Strategic management: a
stakeholder  approach. Massachusetts:
Pitman.

Fombrun, C., Gardberg, N. (2000). Who's Tops in
Corporate Reputation?. Corporate
Reputation Review, 3(1), 13-17. Doi:
10.1057/palgrave.crr.1540095

Gupta, S., Pirsch, J., 2008. The influence of a
retailer’s corporate social responsibility on
re-conceptualizing store image. J. Retalil.
Consum. Serv. 15 (6), 516-526.

Gustafsson, A., & Roos, I. (2018). The Effects of
Customer Satisfaction, Relationship
Commitment Dimensions, and Triggers on
Customer Retention, 69(4), 210-218. Doi:
10.1509/JMKG.2005.69.4.210

He, Y., Li, W., & Keung Lai, K. (2011). Service
climate, employee commitment and customer

satisfaction.  International Journal of
Contemporary  Hospitality Management,
23(5), 592-607.

D0i:10.1108/09596111111143359

Helm, S., & Tolsdorf, J. (2013). How does
corporate reputation affect customer loyalty

in a corporate crisis? Journal of
Contingencies and Crisis Management,
21(3), 144-152. DOIl: 10.1111/1468-
5973.12020

Hetze, K. (2016). Effects on the reputation:
coporate social responsibility reporting
discussed in the light of signalling and
stakeholder perception theories. Corporate
reputation review, 19(3),  281-296.
D0i:10.1057/s41299-016-0002-3

Husted, B. W., & Allen, D. B. (2007). Corporate
Social Strategy in Multinational Enterprises:
Antecedents and Value Creation. Journal of
Business Ethics, 74(4), 345-361. Doi:
10.1007/S10551-007-9511-4

Islam, T., Islam, & Mubarak, M. S. (2021). The
impact of corporate social responsibility on
customer loyalty: The mediating role of
corporate reputation, customer satisfaction,
and trust. Sustainable Production and
Consumption, 25, 123-135. Doi:
10.1016/j.spc.2020.07.019

Jang, Lee, & Hu. (2016). A Conceptualization of
Corporate Reputation in Germany: An
Evaluation and Extension of the RQ. Doi:
10.1057 / palgrave.crr.1540001

Keh, H. T., & Xie, Y. (2009). Corporate
reputation and  customer  behavioral
intentions: The roles of trust, identification
and commitment. Industrial ~marketing
management,  38(7), 732-742. Doi:
10.1016/j.indmarman.2008.02.005

Kotler. (2001). Framework for Marketing



TAP CHI KHOA HQC VA CONG NGHE PAI HOC CONG NGHE PONG NAI

sd: 02-2023

Management. Journal of Marketing 36, 46—
54. DOI:10.2307/1250977

Leventhal, R. C., & Bernacchi, M. (2006).
Lasting customer loyalty: a total customer
experience approach. Journal of Consumer
Marketing, 23(7), 397-405. Doi:
10.1108/07363760610712939

Lé, A. (2022). TPHCM: Doanh thu ban lé hang
héa ting truéng dn twong. Truy van tir
https://tphcm.chinhphu.vn/tphcm-doanh-thu-
ban-le-hang-hoa-tang-truong-an-tuong-
101221226145551802.htm?fbclid=IwAR1Cq
kZVF0fzZ-khUUJzZNW6ZGV8jQ-
mKSr4s1WWpDYa6TczrZSJARLCvMc4

Liljander V & Roos 1. (2002). Customer-
relationship levels - From spurious to true
relationships. Journal of Services Marketing,
16(7), 593-614.
D0i:10.1108/08876040210447333

Luo, X., Bhattacharya, C.B., 2006. Corporate
social responsibility, customer satisfac- tion,
and market value. J. Market. 70 (4), 1-18.

Mandhachitara, R., & Poolthong, Y. (2011). A
model of customer loyalty and corporate
social responsibility. Journal of Services
Marketing, 25(2), 122-133.
D0i:10.1108/08876041111119840

Maignan, 1., & Ferrell, O. C. (2001). Corporate
citizenship as a marketing instrument -
Concepts, evidence and research directions.
In European Journal of Marketing (Vol. 35,

Issues 3-4). Doi:
10.1108/03090560110382110

Martinez, P., & del Bosque, I. R. (2013).
Coporate social responsibility and customer
loyalty: The roles of trust, customer
identification with the company and
satisfaction.  International  Journal  of

Hospitality Management, 35, 89-99. Doi:
10.1016/j.ijhm.2013.05.009

Matute-Vallejo, J., Bravo, R., Pina, J.M., 2011.
The influence of corporate  social
responsibility and price fairness on customer
behaviour: evidence from the financial
sector. Corporate Soc. Responsib. Environ.
Manag. 18 (6), 317-331.

McWilliams A. & Siegel D. (2001). Corporate
social responsibility: a theory of the firm
perspective. Academy of Management
Review, 26(1), 117-127.

Melissa D. D. & Dustin W. S. (2011).
Understanding the Effect of Corporate Social
Responsibility on  Consumer  Purchase
Intention. Public Relations Journal, 5(3), 1-
19.

Moisescu, O. (2015). The Impact of Customers’
Perception of CSR on Corporate Brand
Loyalty: The Case of the Romanian Mobile
Telecom Industry. Central European
Business Review, 4 (2), 21-30. Doi:
10.18267/j.cebr.123

Hunt, S. D., & Morgan, R. M. (1994). The
Commitment-Trust Theory of Relationship
Marketing. Journal of Marketing 58(3), 20-
38. Doi: 10.2307/1252308

Nyadzayo & Khajehzadeh. (2016). The
antecedents of customer loyalty: A
moderated mediation model of customer
relationship management quality and brand
image. Journal of Retailing and Consumer
Services, 30, 262-270. Doi:
10.1016/j.jretconser.2016.02.002

Oliver, R. L. (1999). Whence consumer loyalty?
Journal of Marketing, 63(SUPPL.), 33-44.
DOI: 10.2307/1252099

Ozdora Aksak & Atakan Duman, S. (2016).
Corporate social responsibility and coporate
social responsibility fit as predictors of
corporate reputation: A global perspective.
Public Relations Review, 42(1), 79-81. Doi:
10.1016/j.pubrev.2015.11.004



88 A
So0: 02-2023

TAP CHiI KHOA HOC VA CONG NGHE BAI HOC CONG NGHE DONG NAI

Park, E., & Kwon, S. J. (2017). Corporate social
responsibility as a determinant of consumer
loyalty: An examination of ethical standard,
satisfaction, and trust. Journal of Business
Research, 76, 8-13. Doi:
10.1016/j.jbusres.2017.02.017

Pratminingsih, & Rimenta, T. (2013). Factors
influencing customer loyalty toward online
shopping. International Journal of Trade,
Economics and Finance, 4(3), 104. Doi:
10.7763/1JTEF2013.V4.268

Sheehy, B. (2015). Defining CSR: Problems and
Solutions. Journal of Business Ethics 131(3),
625-648. Doi: 10.1007/s10551-014-2281-x

Sen, S. (2006). The Role of Corporate Social
Responsibility in  Strengthening Multiple
Stakeholder  Relationships: A Field
Experiment. Journal of the Academy of
Marketing  Science, 34(2), 158-166.
D0i:10.1177/0092070305284978

Singh, J., & Sirdeshmukh, D. (2000). Agency and
trust mechanisms in consumer satisfaction
and loyalty judgments. Journal of the
Academy of Marketing Science 2000 28:1,
28(1), 150-167.
https://doi.org/10.1177/0092070300281014

Sirdeshmukh, & Sabol, B. (2002). Consumer
trust, value and loyalty in relational
exchanges. Journal of marketing, 66(1), 15-
37. D0i:10.1509/jmkg.66.1.15.18449

Swaen, V., & Chumpitaz, R. C. (2008). Impact of
Corporate  Social ~ Responsibility  on
Consumer Trust. Recherche et Applications
En Marketing (English Edition), 23(4), 7-34.
D0i:10.1177/205157070802300402

Swaen, V., Demoulin, N., & Pauwels-Delassus,
V. (2021). Impact of customers’ perceptions
regarding corporate social responsibility and
irresponsibility in the grocery retailing
industry: The role of corporate reputation.
Journal of Business Research, 131, 709-721.

doi:10.1016/j.jbusres.2020.12

Téng cuc théng ké. (2023). B4o céo tinh hinh
kinh té — xd héi quy I nam 2023.



