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Trach nhiem xa hoi cua doanh nghiep va cam nhan cua khach hang -

Nghien cihi dinh tinh trong nganh thuc an chan nuoi tai mien Bac Viet Nam 

Nguyin H^ng Ha*, Nguyin Thf Ttaylt Mai* 

Trdch nhigm xa hgi aia doanh nghiep da dirgrc cdc hoc gid trin the giai nghiin dm tir khd 
lau, nhimg cdc nghien cuu a Viet Nam dudng nhu con hgn chi, dgc biit tren khia cgnh cdm 
nhgn ciia khdch hdng. Thong qua tiin hdnh nghien dru dinh tinh, bdng viic phong vdn sdu 
nhom cac nhd qudn ly va cdc khdch hdng trong ngdnh thirc dn chdn nudi, tdc gid muon dm hieu 
thuc tien viic thuc hi?n trdch nhigm xd hgi cua doanh nghiip, cung nhu khdm pha nhirng cdm 
nhgn eda khdch hdng vi hogt dgng ndy. Phdt hign tir nghien cuu cho thay, hdu nhu cdc doanh 
nghiep trong ngdnh deu it nhieu trien khai cdc hogt dgng trdch nhigm xd hgi doanh nghiip. Da 
so khdch hdng deu cdm nhgn viec thtrc hiin trdch nhiem xa hgi cua doanh nghigp trong ngdnh 
la tuang doi tot, vd cdc hi qua cua no co dugc gom danh tieng eda doanh nghiip, niem tin vd 
su hdi Idng cita khdch hdng. ' 

Tu* khoa: Trdch nhifm xd hdi cua doanh nghifp (TNXHDN), ngdnh thde an chdn nudi, 
. nghien cim dinh tinh, cdm nhdn ciia khdch hdng. 

1. Gidi thieu 

Thdi gian gdn day, d Vift Nam, du ludn ndi chung 
vd ngudi tieu dimg ndi ridng khd hoang mang, bit 
binh khi cd mot sd doanh nghifp san xuit gay tdn 
hgi Idn tdi mdi trudng sdng, sdc khoe ngudi ddn. Vi 
dy nhu ndm 2008 cdng ty Vedan tgi Ddng Nai 
chuyen sdn xudt cdc sdn pham lien quan tdi thyc 
phdm bgt nggt dd hi cac co quan chuc nang phdt 
hifn vifc xd thdi chua qua xu ly ra sdng Thi Vai. 
iTdc tinh mdi nam cdng ty nay xd hdng trifu tin chit 
thdi chua qua xu ly xuong sdng, gay thif t hgi cbo 
khodng tren 8.000 hp dan sdng hai ben bd sdng, 
tdng miic den bu thiet hgi len tdi tren 200 ty dong 
(Phgm Duy NghTa, 2011). Nam 2012, ngdnh chan 
nudi Ign gap khung hodng vi co phdt hifn nhieu nhd 
san xuat thde an chan nudi su dyng nhiing chat cdm, 
chit tao ngc khdng rd ngudn gdc, dnh hudng nghiem 
trpng tdi sdc khoe ngudi tieu dimg. Hdu qua Id gid 
thjt Ign gidm mgnh tren cd nudc, gay thift hgi cho 
cdc nha sdn xudt hang ngan ty ddng. Nhiing vi dy 
thyc tien tren ddt ra vdn de can xem xet vifc thyc 

hien tideh nhifm xa hgi cua cdc doanh nghipp hifn 
nay nhu the nao va nhdn thde cua ngudi tidu dung 
ve van dl nay ra sao. 

Trong bai vilt nay, cdc tdc gid trudc het gidi thifu 
tdng quat ca sd ly ludn ve trach nhiem xa hpi cua 
doanh nghifp, cy the vl khai nifm va cac each tilp 
can khai nifm trach nhifm xa hpi doanh nghipp, bao 
gdm cdch tiep cgn sy cdm nhdn cua khdch hang ve 
vin dl nay. Phin tilp theo Id mo td khdi quat vl 
phuang phdp nghien cdu va bdo cao cdc kit qud 
nghien cdu dinh tinh. Bai vilt kit thuc vdi mgt s6 
ggi y cho cac doanh nghifp lien quan tdi vifc thyc 
hifn trach nhifm xa hgi. 

2. Ctr sd 1̂  luain vl trdch nhifm xa h$i ciia 
doanh nghifp 

2.L Khdi nigm trdch nhiem xa hgi doanh 
nghigp 

Cd nhilu dinh nghTa vl trdch nhifm xa hgi ciia 
doanh nghifp da dugc dua ra, khdi diu Id dinh nghia 
cua McGuire (1963). Trach nhifm xd hdi cua doanh 
nghifp Id ndi tdi mgt cdng ty khdng chi cd nghTa vg 
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ve mgt kinh t l vd chip hanh ludt phdp, ma cdn phdi Hinh 1). -

cd nhung trdch nhifm nhit dinh khac ddi vdi xa hgi. j j ^ h nhifm kinh t l (economic responsibility): 
Nhimg trich nhifm ndy phdi dugc md rdng vd vugt Doanh ngbiep cd nghia vy tao ra lgi nhugn, cung 

len ti-en nhimg nghia vy va bon phdn khde. c ^ vifc ldm vd sdn xuit ra sdn phim/dich vy ma 

Nhiing nam sau dd, nhidu hge gid tidp tuc quan ngudi tieu dung can. 

tam nghien cuu vd da dua ra nhung quan dilm cua xrach phifm ludt phap (legal responsibility): 
minh de Idm ro hon khai niem vd trdch nhiem xa hdi 
ciia doanh nghifp. Sau ddy Id quan dilm cua mgt sd 
hge gid diln hinh vl vin dl nay: 

Theo Friedman (1970)- Trdch nhifm xa hgi 

Trong qud trinh hoat dgng doanh nghifp cd nghia vy 
tuan theo cac lugt If, ludt phdp ciia dia phuang, cua 
dit nudc va ca lugt qudc te. 

Trdch nhiem dao ddc (ethical responsibility): 
doanh nghifp bao gdm vifc sd dyng cdc nguon lye Doanh nghiep phdi ddp dng dugc cdc ky vpng khde 
vd sy cam kit tiiyc hifn cdc hogt ddng de gia tang cua xa hgi, nhiing dilu khdng dugc ghi trong luat 
lgi nhugn, mien Id doanh nghifp dd thyc hien diing (yi dy nhu tranh gay thift hai, tdn thuang cho xa 
lugt choi. Dilu ndy c6 nghia Id, doanh nghipp dd hsj; tdn ti^ng quyin con ngudi; chi ldm nhiing dieu 
cam kit md rgng vd ty do hod canh tranh khdng bao ^ ^ g yd cdng bdng,...). 
gdm cdc hdnh ddng din tdi sy hilu ldm vd gian lan. ^^^ - ^ ^ ^^^ ^^^^^ ^.^ (philantiuopic 

Theo Davis (1973) - Trach nhipm xa hdi doanh responsibiUty): Doanh nghifp phdi dap iing dugc 
nghifp bao gdm sy ddp dng vd ket hgp tat cd cdc cac ky vgng tii xa hf i nhu Id nhiing cdng dan tit (be 
nhu ciu vugt ti-dn cdc yeu ciu vl kinh tl, ky tiiudt a good corporate citizens). Vi dy vl ttdch nhifm 
vd ludt phdp, dl dgt dugc cdc myc tieu xa hdi ciing ^ban dgo nhu doanh nghifp dong gdp vl ngu6n lye 

tit nhu cdc muc tidu kinh tl. tai cbinh, cdng sdc cho cdc hogt dpng nghf tiiu|t, 

Theo Davis vd Blomstrom (1975) - Trdch nhifm giao dye va cdc hogt dpng cgng dong. 

xd hfi doanh nghifp Id nghia vy cua cdc nhd qudn Iy Qua tiidi gian, cd nhilu hpc gid dua ra nhiing 
phdi hdnh dfng dl bdo vf vd edi tiln phuc lgi xa hgi ajnh nghTa lien quan tdi ttich nhifm xa hpi cua 
rfng Idn, di kdm tiieo vdi lgi ich td chdc ciia hg. doanh nghiep, vd tit nhidn, khdng cd mpt dinh nghTa 

Quan dilm cua Carroll (1979) la quan diem dugc ndo dupe coi Id hodn hdo. 6 mpt khia cgnh nhit 
nhilu nghidn cuu cd thyc tiln va hpc thudt chip dinh, tac gia nhdn thiy dinh nghTa hpp I^ va ro rdng 
nhdn. Carroll da khdi qudt hod cdc trach nhifm xd nhit la cua Maignan, Ferrell vd Hult (1999). Ve co 
bfi ciia doanh nghifp theo bdn nhdm sau ddy (xem bdn, dinh nghTa ndy vdn ke thiia y tudng tu Carroll, 

Hinh 1: Thdp trdch nhifm xa hoi doanh nghifp 

Trach nhifm tur thifn 
Ld mpt cong dan doanh ngbi^ t6t 
Co dong gop nguln luc cho cgng 

ding, edi thien chat lupng cugc song 

Trach nhifm dao due 
Thyc Men diing nhung gi duoc coi la cong 

bang, dung dan, hpp ty 

Trach nhiem luat phap 
Can phai hoat dgng tbeo dung ph^ luat 

Trich nhiem kinh te 
Can phai co lpi nhu^n 

Day li nen tang ciia mpi trach nhifm khac 

Ngudn: Carroll (1991). 
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tuy nhien cd bd sung them nhu sau: Trach nhifm xa 
bfi cua doanh nghifp Id mdt ca chd, trong dd cdc 
doanh nghifp gdnh vac cdc trach nhifm kinh te, 
phap ludt, dgo ddc vd cdc trdch nhifm khac ma cdc 
bdn hen quan da dp dat len cdc hoat ddng ciia doanh 
nghifp. 

2.2. Tiip c^n trdch nhi$m xa hgi cua doanh 
nghiep tugoc dp cdm nhpn cua khdch hdng 

Khi thyc hifn cdc nghidn cim ve ITnh vyc tideh 
nhiem xa bpi eda doanh nghiep (TNXHDN), cd hai 
hudng chinh ma cdc nhd nghidn ciiu thudng di sau 
khai thde, do la (1) tilp cgn theo khia canh chi phi -
lgi ich vd (2) tilp can theo ly thuylt da phuang. 

Tiep can TNXHDN theo khia cgnh chi phi - lgi 
ich: Mgt sd nghien edu tiep cgn theo hudng ndy nhu 
Weber (2008), Lee & Heo (2009) vd Xueming Luo 
& Bhattacharya (2006). Cdc nghien ciiu nay thudng 
tdp tiimg phdn tich va do ludng cdc chi phi, cac 
khodn diu tu, cdc nd lye phdi bd ra dl thyc hifn cac 
hogt dpng TNXHDN. Dong tfidi, hg cung nghien 
cuu vd do ludng cdc lgi ich md cac hogt dpng TNX
HDN mang lai, vi dy nhu cdc hifu qud vl thi tnidng 
(danh tieng, thi phin, doanh sd, tdc df tang 
trudng...), cdc hifu qud vl tdi chinh (gid tri cdng ty, 
hieu qua kinh doanh, ROI - ti If lgi nhugn tren vdn 
ddu tu,...). Theo cdch tilp cgn ndy thi vifc thyc hifn 
cdc TNXHDN se phy thupe vdo viec tinh todn giiia 
lgi ich thu lgi vd chi phi bd ra doi vdi doanh nghifp. 

Tiep can TNXHDN theo ly thuyet da phuang: 
Cdch tilp can ndy dugc rit nhilu hge gid sii dung. 
Theo ly thuylt da phuang (hay Iy tiiuylt cac ben 
lien quan - Steakholder theory), cdc quylt dinh quan 
Iy khdng ndn chi thiit kl de ldm hdi long cac cd 

dong, md cdn hdi long cd cdc ben lien quan nhu 
khdch hdng, nhd cung cap (Clarkson, 1995). Ly 
thuyet nay thira nhgn rdng vi cd nhung hdnh dfng 
tieu cyc nhu gdy 6 nhidm mdi trudng, lam dyng 
nhdn vien se ddn tdi nhung phdn ung dii dgi tir cac 
ben lien quan, chien luge qudn ly cdng ty nen tich 
hgp cd cac hogt dgng TNXHDN (Freeman, 1984). 
Thomas va Lee (1995) cd -dua ra md hinh cdc ben 
lidn quan cua doanh nghifp (Stakeholder Model) 
nhu the hifn d Hinh 2. 

Carroll (1991) da phdt triln tix khdi niem 1979 
ciia minh vd dua ra ma trdn trach nhifm xa hgi cua 
cac ben lidn quan khi nghidn cdu ve vin dl ndy 
(xem Bang 1). 

Tuong ty nhu nghien cuu cua Maignan (2001), 
trong bdi viet nay cac tac gid tap tnmg nghien cdu 
nhdm lien quan Idn nhit va quan trgng nhit ciia bit 
ke doanh nghifp nao- dd chinh Id nhdm khdch hdng. 
Cu thi, ngodi vifc danh gia thyc hifn TNXHDN ttt 
gdc nhin cua ban than doanh nghifp, bdi vilt nay tgp 
tnmg phan tich cdm nhgn cua khdch hdng vl cdc 
hogt ddng TNXHDN. 

2.3. Cdm nhpn cua khdch hdng vi TNXHDN 
trong cdc nghiin cuu tgi Vipt Nam 

Cdc nghidn cdu tren thi gidi vl TNXHDN da cd 
khd nhieu. O Viet Nam c6 thi ndi tuy khdi niem 
TNXHDN da dugc nhdc tdi trong nhiing nam gin 
day vd khdng cdn xa Ig ddi vdi cdc nha qudn Iy, cdc 
nghien cdu chuydn sau vl ITnh vyc nay vdn cdn 
nhidu hgn che. Da cd mgt s6 nghidn ciiu mang tinh 
tdng hgp I;̂  luan, dua ra nhiing nhdn dinh, ddnh gid 
mang tinh kinh nghif m (Nguyin Dinh Cung vd Luu 
Minh Due, 2008; Trin Quoc Trung vd Nguydn 

Hinh 2: "Mo hinh cdc ben lign quan" cua doanh nghifp 

Nhan vien 
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Bdng 1: Ma tr§n cdc trdch nhiem/cac ben lien quan 

Cdc bSn lign quan 

Chii sd huu 
Khdch hdng 
Nhan vidn 
Cgng ddng 
Ddi thu 
Nhd cung cap 
Nhom boat ddng xa hdi 
Dgi chung 
Nhdm khac 

Loai Trdch nhifm xa hOi 
Kinhtl Li4t phdp Dao ddc Tu thien 

Ngudn: Carroll (1991). 

Dodn Chdu Trinh, 2012). Mgt so nghien cuu chu 
ylu dimg lgi d tiidng ke md ta (Bui Thi Lan Huang, 
2010), va CO mgt vdi nghidn cdu dinh lugng d phgm 
vi nhd (Chdu Thi Le Duyen vd Nguyen Minh Canh, 
2012; Nguydn Tin Vu va Ehrdng Lien Hd, 2012). 

Ddi vdi ngdnh thde an chan nudi hifn nay, vdn de 
TNXHDN cd mpt y nghia bet sue quan trgng. Mpt 
so cdu hdi dugc dgt ra nhu vifc tfiyc hifn TNXHDN 
tiong ngdnh tfnic dn chan nudi hifn nay nhu thi 
ndo? Cdm nhgn cua khach hdng vl TNXHDN trong 
ngdnh ndy ra sao? Dieu nay ddn tdi nhung hf qud 
gi? Trd Idi dugc cdc cdu hdi tren se mang Iai nhiing 
hilu biit mdi nhit dinh vl cdm nhdn cua khdch hdng 
ve TNXHDN vd dua ra nhiing ggi y thiet thyc cho 
hogt dgng cua cdc doanh nghifp trong ITnh vyc quan 
trong ndy. 

3. Phuong phap nghien cihi 

Myc tieu chinh eda nghien cuu ndy la tim hilu 
xem thyc te hifn nay cac doanh nghifp trong nganh 
thuc an chdn nudi trien khai cdc chuong trinh trdch 
nhifm xa hfi nhu thi ndo, vd khdch hdng cd cdm 
nhan nhu thi ndo vl cac hogt dpng dd ciia doanh 
nghifp. De thyc hifn dugc myc tieu tren, cdc tdc gia 
sir dung phuang phdp nghien ciiu dinh tinh, thdng 
qua tiln hdnh phdng vdn sdu ddi vdi 02 nhdm ddi 
tupng sau: 

Nhdm 1 gdm dai difn lanh dgo cdc doanh nghifp 
kinh doanh thde an chdn nudi tgi mien Bde. C) nhdm 
ndy cd 07 ngudi dugc phdng van. Hp la phd tdng 
gidm d^c, gidm doc kinh doanh cua 07 doanh 
nghifp hdng diu trong Knh vyc thuc an chdn nudi. 
Myc dich chinh ciia pbdng van nhdm ndy Id de hieu 
tfiem vl nhgn thirc vd cdc hogt dgng TNXHDN dang 

tridn khai tgi cac doanh nghifp md hg Id nhihig nhd 
quanly. 

Nhdm 2 gdm cac khdch hang mua thde an chan 
nudi cua cdc doanh nghifp. Nhdm nay co 10 ngudi 
dugc phdng van, trong do cd 06 ngudi Id khach 
bang mua hdng tryc tilp vl de su dyng va cd 04 
ngudi mua hang de kinh doanh, bdn le. Muc dich 
chinh ciia phdng vdn nhdm nay la de tim hieu vl 
nhdn tfiuc ciia hp doi vdi cdc hogt dpng TNXHDN 
cua cdc doanh nghifp san xuit thde an chan nudi md 
hp Id khach hdng. 

Viec pbdng vin dugc thyc hien tgi dia dilm do 
ddi tugng dugc phdng van lya chpn. Ddi vdi nhdm 
lanh dgo doanh nghifp, cdc cupc phdng vdn phin 
Idn dugc tien hdnh tgi nhd ridng hay quan cafd. 
Trong khi dd, edc cupc phdng vin khdch hang dugc 
thyc hien chu ylu tgi cua hdng hay trang trai cua hp. 
Khi thyc hien phdng vin, mft sd ddi tupng Id lanh 
dao doanh nghifp ciing nhu mpt sd khach hang 
khdng sin sang dl cho ngudi phdng vin ghi dm vdi 
nhung Iy do khde nhau. Vi vgy, ngi dung nhung 
cupc phdng van nay dugc ghi chep Iai diy du. 

Khi phdng van nhdm ddi tugng Id lanh dgo doanh 
nghiep, cac cdu hdi chinh dugc dua ra vdi nhung npi 
dung chu yeu ve (1) hieu biet cua ddi tugng phdng 
vin vl trdch nhifm xa hfi ciia doanh nghiep, (2) cac 
hogt ddng trach nhiem xa hpi ma doanh nghifp cua 
ddi tugng phdng vin dang ttiln khai vd myc dich 
cua nhiing hogt dgng ndy, vd (3) ddnh gid cua doi 
tugng ve cdm nhgn cua khdch hdng ddi vdi hogt 
dpng trdch nhifm xa hgi cua doanh nghifp minh. 

Khi phong vdn nhdm ddi tugng Id khdch hang, 
cac cdu hdi hudng tdi nhirng npi dung chinh gom: 
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(1) hilu biit cua khdch hdng vl nhung hogt ddng 
trdch nhiem xa hgi cua doanh nghiep md khach hang 
da vd dang mua thde an chdn nudi, (2) cdm nhgn cua 
khach hdng vl cac hogt dpng ndy ciia doanh nghipp, 
(3) tdc ddng ciia cac hogt dgng dd tdi thdi dp vd 
hdnh vi ciia khdch hdng d6i vdi doanh nghifp. 

Cdc ban ghi chep ndi dung phdng van dugc nhgp 
vao mdy tinh vd phan nhdm theo tiing npi dung 
chinh trong file excel. Cdc phdt hifn nghien cdu 
dugc tap hgp dya tren tin sudt cdc y tudng, cdc td 
khoa lien quan tdi chu de nghien cuu md cdc doi 
tuong de cdp trong cdc cugc phdng van. 

4. Kit qud nghign cihi 

4J. Thyc hipn TNXHDN cua cdc doanh nghiep 
trong ngdnh thvc dn chdn nudi 

Khi cac nha qudn 1̂  doanh ngbiep dugc hdi ve 
bilu biit v l TNXHDN vd vifc tiiyc hifn TNXH tgi' 
doanh nghifp minh, tit cd cac nha qudn Ij- ddu trd 
ldi ring hp da biit din khdi nifm ndy td Idu, vd cdng 
ty hp diu dang trien khai cac chuong trinh vl TNX
HDN. Y kiln sau day cua lanh dgo mdt sd doanh 
nghipp minh boa cho didu nay. 

..."Ngay td khi tdi vao cdng ty da dugc ddo tao 
rang cdng ty phdi cd trdch nhifm vdi xa hdi, vdi 
cgng ddng"... "Cdng ty chung tdi cd cam nang vd 
thyc hifn TNXHDN, hudng ddn de tit cd nhdn vidn 
dugc biet ve quan diem, chinh sdch thyc hifn cua 
cdng ty. Tdi lifu ndy dugc luu hdnh nfi bd... Mdi 
nam, chdng tdi diu cd mdt ngdy hdi, gpi la chuong 
trinh Cargill Care, td chuc tai cdc cdng vien, kdu gpi 
tit cd cac khdch hdng, ddi tdc cimg tham dy vdi 
chiing tdi..." 

... "Chung tdi da tridn khai chuong trinh nay 
[TNXHDN] dugc tren 10 nam. Cac npi dung thyc 
hifn cua chiing tdi gdm: Chia se vdi nhung ngudi 
khd khan; bdo vf mdi trudng ben viing; dam bdo sdn 
phim an todn vdi sdc khoe con ngudi... Chdng tdi 
cd gdng it nhit mgt nam thyc hien 4 chuong trinh 
TNXH chinh tfiirc...". 

Tuy vgy, khai nifm vl TNXHDN dugc da sd mgi 
ngudi hilu la trach nhifm vdi cac ddi tugng "xa 
hgi"; vd cdc hogt dpng cua hg Id hudng vdo "dgo 
ddc" vd "tu thifn", chd hg khdng nghT rdng TNX
HDN con bao gdm cd cdc yeu to "kinh te" vd "lugt 
phdp". Dieu nay dugc phan anh qua nhiing y kiln 
sau: 

... "TNXHDN Id khi doanh nghifp lam ra lgi 

nhuan thi phdi cd trach nhifm vdi xa hdi, vdi cdng 

ddng." 

... 'TNXHDN nghTa Id trach nhidm cua cdng ty 
giup dd nhflng hodn cdnh khd khan trong xa hfi, dd 
Idm gidm gdnh ngng cho xa hdi." 

... "TNXHDN Id vifc doanh nghifp trich ra mpt 
phdn lgi nhudn dl thde diy sy phdt triln ciia xa hdi, 
vi cd xa hfi thi doanh nghifp mdi phdt tridn dupe." 

Trong cdc hogt dpng TNXHDN da vd dang dugc 
cac doanh nghifp trong nganh thde an chan nudi 
triln khai, cd mpt sd hoat dgng dugc nhieu doanh 
nghifp lya chpn Id (1) tgng con gidng, cam cho cac 
hp gia dinh ggp khd khan; hd trg ky thudt dl hg chan 
nudi, phdt tiiln kinh tl; (2) tgng hpc bdng, tiang 
thiit hi gido dye cho cdc hoc sinh ngheo va cdc 
traimg bpc; (3) tang qud cho nhung m^ih ddi bit 
hanh nhu tre mo edi, ngudi gia neo don, ngudi 
khuylt tdt; (4) dong hanh cdng cac td chiic nha 
nudc, bao ehi dl hd trg ddng bdo vung xa ggp khd 
khan, thien tai. Bdn cgnh dd, mpt so hogt ddng khde 
cung dugc nhdc tdi, nhung it hon nhu hien man 
nhdn dao, khdm chua bfnh vd phdt thudc, xay nha 
tinh nghia. 

Khi cdc ddi tugng dugc hdi Id cd bidt gi ve cdm 
nhdn cua khdch hdng doi vdi cdc hogt dgng TNX
HDN hay khdng, luc ddu da sd ndi rdng hp ciing 
chua chu y tim hieu nhieu vd van de ndy. Tuy nhidn 
sau dd hp thudng noi tdi dilm chung la khdch hdng 
deu thiy cdc hogt ddng TNXHDN ciia doanh nghifp 
Id "cd y nghTa"; "thyc chit", vd td dd, hg cdm thiy 
"tdn trgng cdng ty ban", "nguong mg hon". Nhung 
y kidn dudi day minh hoa cho dilu ndy. 

... "Nhieu khdch hang ndi vdi tdi Id nhd cd tham 
gia chuong trinh cdng cdng ty hg mdi dugc biit tdi 
cac hoat ddng ndy, dieu ndy trudc ddy hg khdng 
biet, va hg thiy chuong trinh rat co y ngbia..." 

... 'Tdi nghT gin nhu tit cd cac khach hdng ddu 
cdm nhan tdt vl hogt dpng TNXHDN cua chung 
tdi... Luc diu, chung tdi van dpng khdch hdng cung 
tham gia thi hp ryt re, vdi tdm ly di choi cho biit, 
nhung nhiing lin sau, hg td y mudn cung ddng gdp, 
ddng hanh cung cong ty..." 

... "Tdi nghT khach hang cdm nhan tot ve cdc 
chuong trinh trdch nhifm xa hpi cua chimg tdi, bdi 
nam nao chiing tdi td chuc ngdy hgi dd thi mpi 
ngudi phdn Idn diu tham gia, nam sau ddng hon vd 
nhift tinh ban nam trudc, sd tien quyen gdp dugc 
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cung Idn ban ndm trade...' 

Qua vifc tfiyc hifn hogt dgng TNXHDN, keu ggi 
khdch hdng cung ddng hdnh, tham gia, hoac qua 
truyen thdng tdi nhimg khach hdng chua cd dilu 
kifn tham gia, gin nhu tit cd cdc nha qudn I;̂  doanh 
nghifp deu ghi nhgn mft trong nhung lgi ich Idn do 
Id "mdi quan hf vdi khach hdng". Nhung phat bilu 
dudi ddy thi hifn ro dilu ndy. 

... "Sau nhflng chuong trmh nhu vgy, khach hang 
cd vd nhu hilu cdng ty hon, cd thifn chi vdi cdng ty 
vd nhdn vidn ciia cdng ty han, td do de dang hon 
trong noi chuyfn, thdng cdm vd thao gd khd khan." 

... "Chic chin Id mdi quan hf gifla khdch bang vd 
cdng ty, khdch hdng vd nhan vien kinh doanh dugc 
cai thifn rit nhieu." 

... 'Tdi cdm nhdn chuong trinh eda chdng tdi ldm 
d khu vyc ndo thi khdch hdng d khu vyc dd dugc 
hudng lgi, bdi khdch hdng cua hp [ciia dgi ly] tin 
tudng hp hem, ddnh gid hp cao han vl dang bdn cdm 
cho mft hdng Idn. Tdi thiy mii quan hf giua n h ^ 
vien vdi dgi I^, dgi ly vdi khdch hdng cua dgi ly 
dugc edi tfiifn nhd cdc boat dfng ndy." 

4.2. Cdm nhpn ciia khdch hdng vi TNXHDN 

Khi khdch hdng cua cdc doanh nghipp thiic an 
chan nuoi dugc hdi Id hg "hilu gi vl TNXHDN" thi 
phin Idn Idc diu hg ndi "khdng hilu". Tuy nhidn, 
sau khi tdc gid gidi thifu ve khdi nifm vd mpt so 
hogt dpng cua TNXHDN tiii tit cd nhflng khach 
hdng dugc phdng vin diu cho biit hg da it nhdt mgt-
hai lin dugc biit tdi cdc hoat dfng dd cua doanh 
nghifp thde an chan nudi. Cd ngudi biet tdi hogt 
dpng ndy qua nhdn vien cua cac doanh nghifp. 
Nhilu khdch hdng da dugc tham dy tryc tilp cdc 
hogt dgng nay ciing cac doanh nghifp. Sau ddy Id 
mgt s i y kiln cua cdc khdch hang. 

... "Qua nhdn vien cua cdng ty, tdi dugc biet den 
hg cd mgt so chuong binh nhu hiln mau nhan dgo, 
phdt thuoc mien phi cho ngudi nghdo." 

... 'Tdi mdi mpt lin dugc tham dy Id khanh 
thdnh nhd mdy cdng ty. Hdm dd, hg cd td chdc trao 
tiln, hd trg nhung em hge sinh ngheo, hilu bpc, va 
hg cd ho trg con giong, thuc an va ky thudt cho mgt 
so hg cd hodn cdnh khd khan." 

... 'Tdi thudng xuydn tham gia cdc hogt dpng cua 
cdng ty to chdc. Tdi dugc hilt hg da xdy rit nhilu 
tiirdng hpc d vilng sau, vimg xa, vd tang hpc bdng. 

trang thiet hi phyc vy hge tap cho cde trudng hpc." 

Trd ldi vl cdm nhgn ddi vdi cdc hogt dgng TNX
HDN, cung dung nhu nhdtf dinh ciia cdc nhd qudn 
ly, da sd khdch hdng ddnh gia boat ddng TNXHDN 
cua cdc cdng ty la "di vao thyc chit", "cd y nghTa" 
"cd ich cho xa hpi", vd do Id nhflng vifc "nen Iam". 

Khi dugc hdi "cd sy thay ddi ^ khdng sau khi 
cdm nhgn tdt vd cdc hogt dpng TNXHDN", cd mpt 
sd tdc dgng tich cyc thudng dugc khdch hang nhdc 
tdi nhu sau: 

"Nilm tin" ddi vdi doanh nghifp Id dieu dugc 
hdu hdt cdc khdch hang nhae tdi. Hp cho rang, nidm 
tin cua hg ddi vdi cdng ty cd tang len, dgc bidt Id ddi 
vdi nhung khdch hdng da cd dieu Idf n chflng kien 
hogc tham gia cimg cdng ty trong cdc hogt dpng 
TNXHDN. Sau ddy Id mgt s6 vi dy: 

... "Sau budi hdm dd, tdi cdm thiy hp [doanh 
nghiep] that sy Iam an bai ban, quy cu". 

... "Tdi chua cung tham gia hogt dfng ndo vdi 
hp, nhung nlu bp thyc hifn nhilu chuong trinh td 
thifn, cd trach nhifm nhu vgy thi tdi ciing nghT ring 
hp se cd trach nhipm vdi khdch hdng." 

... 'Trade ddy, tdi cung da nghe tdi vifc cdng ty 
thyc bien cdc hogt dfng cf ng ddng, tdi khdng de ^ 
lim, va nghT chi Id Idm hinh thde dl qudng edo. Sau 
khi true tilp tham gia mft Idn, tdi thiy tin tudng Id 
hp lam that, thyc chit, diing nhu nhung gi hp ndi." 

Yeu td tidp theo dugc khdch hang nhae tdi, dd Id 
"danh tieng". Phdn Idn khdch hang cho rang, vifc 
thyc hifn cdc hogt dpng TNXHDN se ndng cao 
dugc hinh dnh ciia cdng ty, tgo dupe tieng vang tot 
trong suy nghi ciia khdng nhiing khdch hang, md 
cdn trong cd nhflng ddi tupng khac nhu chinh 
quyen, xa bpi vd nhdn vien. Vi dy: 

... 'Tdi thay nhflng hogt dpng xa hgi cua hg nhu 
vdy se rat cd loi cbo tiing tam ciia cdng ty, se cd 
nhieu ngudi biet den vd thich cdng ty." 

... "Nhu ngudi ta ndi: tieng Idnh ddn xa, chdc 
chan Id uy tin, danh tieng cua cdng ty se dugc nhilu 
ngudi bidt den ban." 

... "Hg idm nhu vgy tbi tdi thdy hinh dnh cua hg 
rdt tdt, nhu tdi chang hgn, tdi thdy chuong trinh cua 
hg hay, cd y nghTa, thiit tfiyc, nen tdi cung da kl vdi 
nhieu ngudi khac vl chuong trinh md tdi da tham 
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Mpt sd khdch hang cung dl cdp tdi "sy hai Idng" 
vd cho ring "sy hdi Idng" cua hg ve cdng ty da dugc 
edi thipn vdi nhiing Iy do vi du nhu: 

... "Tdi nghT ring, cdc cdng ty Idn thyc hifn cdc 
hogt ddng xa hpi la vifc nen ldm, vd khi hp Idm 
dugc nhu vdy, thi tdi thiy hdi long vi hg." 

... 'Tdi tfiiy vifc ldm cua hp Id tdt, tdi cung hdi 
long thdi, nhung se hdi Idng ban ndu hg ldm deu 
dan, hang nam, chu khong phdi chi Id mdt hai Ian." 

5. Ket Iu3n vd ggi y d6i vdi cdc doanh nghifp 

Trong bdi vilt nay tdc gia da trinh bdy nhiing ket 
qua ciia nghien cflu dinh tinh, thdng qua cac cupc 
phdng van sau, dgc bift mang lgi nhiing hieu bidt 
mdi ve cdm nhgn cua khach hang vl hogt ddng 
TNXHDN trong nganh thuc an chan nudi, tgi miln 
Bde Viet Nam. Kit qud cua nghidn cim chi ra rdng, 
ben cgnh nhilu dilm chung vl cdm nhgn cua khdch 
hang tuang ty nhu d mgt so nudc va d mpt sd ngdnh 
khde, cdm nhan cua khach hang trong ngdnh thde an 
chan nudi d Vift Nam ciing thi hien mdt sd dilm 
rieng. 

v l thyc hifn TNXHDN, nhin chung hiu hit cdc 
doanh nghifp deu cd y thuc thyc hipn nhflng trdch 
nhifm ndy, va dieu do dupe khdch hang ghi nhgn va 
ddnh gid cao. Nhflng hogt dpng ndy cua doanh 
nghifp dugc khach hdng nhgn thuc Id thyc chit, chd 
khdng phdi Id hinh thuc hay de ddnh bdng ten tudi. 

Hon nua, kit qua nghidn cdu ciing chi ra nhiing 

khach hang biit dugc nhilu thdng tin, dugc tham 

gia nhilu hoaf dgng TNXHDN vdi cdng ty tfii 

nhiing tdc ddng tich cyc tdi hg cang Idn ve cac khfa 

canh nhu niem tin, danh tiing cdng ty vd sy hdi 

Idng. Vi vdy, cac nha quan Iy doanh nghifp can thyc 

sy quan tdm hon tdi cdng tac truyin thdng cdc hogt 

ddng TNXHDN tdi khdch hdng cua minh. 

Ve cdc hf qud cua viec cdm nhdn cdc boat dfng 

trdch nhifm xa hdi doanh nghiep cdc khdch hang 

diu thua nhan vifc thyc hifn tdt TNXHDN cua'cdc 

cdng ty cd dnh hudng tdi thdi dp cua hg ddi vdi cdng 

ty. Nhihig thai dp nay ddu da dugc ghi nhgn trong 

cdc nghien cihi trade dd tai cac nudc tren thi gidi. 

Nhu vdy, tuy hoan canh rdt khac bift (vl ngdnh 

nghi, v l trinh do nhgn thde ciia khdch hdng, vl mdc 

dp phdt triln cua cdc nudc), nhung khdch hdng 

tiong ngdnh thuc an chan nudi tgi Vift Nam cung cd 

dilm chung vdi ngudi tieu dung d cac nudc tren thd 

gidi. 

Ddng gdp cua nghidn cim ndy cdn d khia cgnh 

mang lai nhiing bdng chdng vl cdc hf qud cua cdm 

nhdn cua khach hdng vl trdch nhifm xa hfi doanh 

nghipp tgi Vift Nam. Dilu ndy cd y nghTa quan 

trpng, dgc bift trong dilu kifn cdc nghien cdu khoa 

hpc ve chu dl nay tgi Vift Nam vin cdn hgn chl.O 
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Corporate social responsibility and customers* perceptions - Findings from a qualitative study in the 
animal feed industry in Northern Vietnam 

Abstract: 

Corporate social responsibility (CSR) has been studied for many years by international scholars. In Viet
nam, the research on the topic seems to be limited, especially the study from customer perspective. This 
article attempts to understand how companies are implementing social responsibility and the customers' 
perceptions of this issue. A qualitative study was conducted through in-depth interviews with the two 
groups of the corporate managers and the customers in the animal feed industry in the North of Vietnam. 
The findings show that most companies have been implementing the CSR initiatives. From customer per
spective, they highly appreciate companies 'activities, and its consequences are trust, reputation and satis
faction. 
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