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TOM TAT:

Nghién cttu nay kiém dinh su tic dong ctia CSR ddi véi long trung thanh clia khach hang tiéu

diing sin phim rau qud tai cdc siéu thi ban 1€ trén dia ban thanh phd Long Xuyén, tinh An Giang.
Nghién cttu dugc thuc hién dinh luong trén 235 miu khio sat thu thap dudc tai dia ban nghién citu.
K&t qué phan tich hdi quy tuyén tinh bdi cho thdy, ba thanh phan ctia CSR gém trach nhiém kinh

t&, trach nhiém x3 hoi va trach nhiém mdi trudng déu c6 tic dong tich cyc dén 1ong trung thanh cia

khach hang, trong d6 trach nhiém kinh t€ 1a y€u td c¢6 tdc dong manh nhat d€n nhan & phu thudc.

Tir k&t qua nghién ctu, tic giad dé xuat mot s6 ham y quan tri vé& viéc thuc hién CSR ddi v6i ban

quan 1y céc siéu thi ban 1é c6 kénh phan phoi trén dia ban nghién cifu, nhim cling c6 ni€m tin va

nang cao 1ong trung thanh ctia khach hang ddi v6i sdn phdm rau qua dang kinh doanh.

Tu khéa: trach nhiém xa hoi, 1ong trung thanh, rau qua ban 1&, khach hang, TP. Long Xuyén,

tinh An Giang.

1. Dit vin dé

Ngudn dinh dudng dugc cung cip tir rau qua la
thanh phin khong thé thi€u trong bita com ciia
ngudi Viét. Khdo sdt mic séng dan cu nim 2022
ctia Tdng cuc Thong ké cho thiy lugng tiéu thu rau
xanh ctia ngudi din trung binh thing c¢6 xu hudng
ting qua cdc nim cu thé tir 1,7 kg nim 2020 1én 1,9
kg niam 2022. Nghién cttu ctia Lé Thi Thu Huong
va Luu Vin Duy (2024), Nguyén Thi Thuy Trang
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va cong su (2021) chi ra sy tin tudng chat lugng rau
an toan 12 y&u t6 ¢c6 mitc do 4nh hudng manh dén
muc chi tiéu rau an toan. Theo bdo cdo ctia Trung
tam Chinh sdch va Chié€n lugc ndong nghiép nong
thon Mién Nam (2017), 58,6% ngudi tiéu dung tin
ring mua rau qua tai siéu thi c6 chit lugng ddm béo
hon. Pa phin sdn lugng ndng san dugc thu hoach
tai Viét Nam phuc vu nhu ciu thi trudng trong nudc,
c6 thé thay, thi trudng rau qua ndi dia ludn giit vai
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trd quan trong hip din nha diu tu kinh doanh trong
d6 c6 céc siéu thi v6i hé thong kénh phan phdi rong
khip ca nudc, dic biét 1a sy tham gia ctia md hinh
chudi siéu thi bdn 1 quy moé nhd nhu Bach Hod
Xanh, Vinmart...

Long Xuyén 12 mot trong hai thanh phd loai I
truc thudc tinh An Giang véi dan s& khodng
280.000 dan (Téng cuc Thong ké, 2024) chiém
0,28% dan s6 cd nu6c, day dugc coi 1A trung tim
chinh tri, kinh t&, vin héa x4 hoi cia Tinh. Theo
f]y ban nhin din thanh phd Long Xuyén, hién
nay, cd ciu kinh t&€ cta thanh phd chi yéu la
thuong mai - dich vu chi€m 75% véi téng thu ngan
sdch thanh phd trung binh hang nim la 1.200 ty
ddng, tao tiém ning thi trudng thu hiit cdc doanh
nghiép bdn 1é thyc phim manh dan diu tu xay
dung md rong chudi clra hang tai dia ban Thanh
phd. Tinh dén thoi diém thdng 1/2025, hé thong
siéu thi nhd da pha khip trén dia ban 9 phudng va
2 x4 cda Thanh phd gdm: Bach Héa Xanh c6 12
ctta hang chi€m 0,63% tdng sd ctta hang trén c
nudc; Vinmart ¢6 19 cta hang, 1 siéu thi; 1 siéu thi
ctia Co.op Mark va 1 siéu thi Mega Market. C6
thé thay, cdc nha bdn 1€ siéu thi coi Long Xuyén
12 mot thi trudng c6 vai trd quan trong gép phan
mang lai doanh s& cho chudi. Tuy nhién, trong
thdi gian qua, nhiéu vu bé bdi vé an todn vé sinh
thuc phdm ddi vdi san pham rau qua bdn tai cic
chudi siéu thi da 1am 4nh hudng nghiém trong dé€n
niém tin cia ngudi tiéu ding. Trudc cdc thong tin
trdi chiéu vé chd't lugng sdn phdm rau qua tai cic
tinh thanh khdc, vGi vai tro 1a thanh vién trong
chudi, cing d4p dung thuc hién chung quy trinh
chudi cung tng, hoat dong kinh doanh rau qua clia
céc siéu thi ban 1€ tai thanh pho Long Xuyén da it
nhiéu chiu 4nh hudng theo chiéu huéng tiéu cuc.
Tru6c thyc trang d6, nhiéu chudi siéu thi ban 1& da
thi€t k&€ va cong bd quy trinh cung cap, kiém dinh
chat lugng rau qud, trdi cay trudc khi luu thong
trong hé thong. Tuy nhién, bat chdp nhitng nd luc
va dong thdi tich cyc tir nha diéu hanh hé thong
siéu thi vin con nhiéu y ki€n cho riing nhitng viéc
lam d6 chua dd thuyét phuc d€ 14y lai niém tin tir

phia khach hang. Mot trong nhitng gidi phdp c6
thé thuc hién 1a cdc siéu thi cAn trién khai thuc
hi€én cdc hoat dong trach nhiém xa hdi (CSR)
nhim cdi thién va cling ¢d niém tin ciing nhu 1ong
trung thanh ctia khach hang.

Vay ciu hdi nghién ctiu dit ra 1a khi doanh
nghiép thuc hién cam két trach nhiém x4 hoi véi
khach hang tiéu ding sin phdm rau qui trong hé
thong siéu thi tai thanh phd Long Xuyén, long
trung thanh cda khach hang cé thuc sy dugc cai
thién, siéu thi can c6 nhitng gidi phap gi dé ngudi
din nhin thdy nhitng viéc lam thi€t thuc cda
doanh nghiép nhim dép d@ng ky vong, ning cao
niém tin, giit virng 1ong trung thanh cda khach
hang. Tré 16i cAu hdi dit ra cling chinh 1a muc ti€u
chinh ctia nghién citu nay.

2. Phuong phap nghién citu

2.1. Cosd Iy lugn

(i) Ly thuyét vé long trung thanh: theo Walsh
(2011), long trung thanh 1a sy cam k&t clia khach
hang vé viéc mua hang lip lai d6i v6i hang héa
hodc dich vu trong tuong lai, cho du ho bi dnh
hudng cdc tdc dong ngoai cdnh hay nd luc
marketing dé tao ra hanh vi chuyén d6i. Long
trung thanh dugc chia thanh hai loai 1a trung thanh
¥ dinh trong hanh vi (Reynolds va Arold, 2023) va
trung thanh truyén miéng trong thdi do (Maxham
va Netemeyer, 2022). Thang do do Iudng long
trung thanh thdi do dugc k€& thira cdc nghién citu
trudc va diéu chinh gdm 3 ciu héi nhu'sau: (1) Tdi
thudng néi nhitng diéu t6t dep vé& sidn phdm rau,
qua dudc kinh doanh tai ctra hang. (2) Toi s€ gidi
thiéu sdn phdm rau, qua cda ctta hang cho ngudi
than, ban be; (3) N&u ban be tdi tim ki€m noi ban
san phdm rau, qua, tdi s& gidi thidu clra hang cho
ho. Thang do 1ong trung thanh hanh vi ciing gdm 3
cau hdi dugc diéu chinh phit hgp doi tugng nghién
cttu gdm: (1) Tdi 12 mot khdch hang trung thanh
clia ctta hang; (2) T6i da phdt trién mot mdi quan
hé t8t dep v4i nhan vién ctta hang; (3) T6i c6 ¥
dinh van ti€p tuc 12 khdch hang cla ctta hang.

(ii) Ly thuyét vé trdch nhiém xd hdi: trich
nhiém x4 hoi trong kinh doanh lién quan dé€n cam
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k&t cia mot doanh nghiép trong viéc tim cdch dat
dugc nhiéu nhat nhitng tic dong tich cuc va han
ch& dén muc it nhat nhitng tic dong tiéu cuc dén
nhitng ngudi hitu quan khi ti€n hanh hoat dong sdn
xui' - kinh doanh gdm ngudi lao dong, chii s hitu,
khdch hang, d6i tic, ddi thi canh tranh, cong dong
va Chinh phd. Thyc hién trach nhiém xa hoi luén
dudgc coi la ding ddn va cAn thi€t vi né xuit phat
tlr mong mudn ky vong clia nhitng ngudi hitu quan
ddi v6i doanh nghiép, viéc ra quyét dinh hanh
dong @€ ddp ng ngay cang tot ky vong 1a muc
tiéu cua viéc thuc hién trach nhiém xa hdi. Theo
Nguyén Ngoc Thdng (2015), thuit ngit trach
nhiém x4 hdi ciia doanh nghié€p dugc chinh thiic
xuit hién lAn dau nam 1953, khi Howard
Rothmann Bowen, mdt nha kinh t&€ hoc My cong
bd 1an dau trong cudn siach “Trach nhiém xa hoi
ctia doanh nhan” nhim muc dich tuyén truyén va
kéu goi ngudi quan ly tai sin khong lam tn hai
dén cdc quyén va 10i ich cla ngudi khac. Ti€p sau
d6, da c6 nhiéu nghién cttu dudc thyc hién d€ 1am
1o khdi niém va dua ra cdc dé xuat thuc hién SCR
nhu Keith David (1973), Carroll (1999).

Hién nay, trong b&i cdnh toan ciu héa, xu
hudng thuc hanh CSR cila cdc doanh nghiép ciing
c6 su thay d6i phit hgp. Trong s6 d6 phai k& dén
xu huéng thuc hién CSR bén vitng khuyé&n khich
thuc hién trach nhi€ém vdéi 3 thanh phﬁn 1a kinh t&,
x4 hdi va moi trudng. CSR bén virng 1a 1y thuyé&t
dugc Elkington dé cip lin diu tién nim 1995.
Cho dén nay, ly thuyét dugc phdt trién va tUng
dung trong nhiéu nghién ctu nhu Trin Nguyén
Khdnh Hai va cong su (2018); Nguyén Vin Anh
va Nguyén Thi Phuong Thdo (2021); Brown va
Dacin (1997)... Cac khai niém trong m6 hinh bd ba
cot 16i CSR bén vitng dudc dinh nghia trong
nghién cdu clia clha Sheth va cong sy (2011),
Fulop va cdng sy (2000), Lindgreen va cdng su
(2009) din theo Tran Nguyén Khanh H&i va
Nguyén Quang Thu (2018) nhu sau:

Trach nhiém kinh t€ gdm 2 van dé 1a hiéu qua tai
chinh thdng thudng va 1¢i ich kinh t€ clia cac bén
lién quan bén ngoai. Trach nhiém kinh t€ doi vdi
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khach hang 1a cung cAp hang héa va dich vu, dinh
gid, thong tin vé& san pham, phan phdi, ban hang va
canh tranh dat hiéu qua t6i uu (181 da héa 1gi ich va
t61 thiu hda chi phi) ddp ing ngay ciang cao nhu cau
khéach hang. C6 thé thy, trach nhiém kinh t€ bén
vitng vé& ndi ham c6 sy tuong ddng véi nghia vu kinh
t€ trong md hinh CSR ctia Carroll (1991).

Trach nhiém xa hoi: 1a viéc doanh nghiép
quan 1y hoat dong mot cdch minh bach, cong
bing, nhim ddp &ng dugc chudn muc xi hoi va
sdn 1ong ting hd d€ 1am cho xa hoi trd 1én nhin
dao. Trach nhiém xa hoi khuyé&n khich doanh
nghiép ton trong nhin quyén, binh ding gidi, binh
ding cdc tiAng 16p xa hoi, canh tranh lanh manh
v6i doi tha.

Trach nhiém moi trudng: dé cap dén nd luc dé
quan Iy cdc hoat ddng cung cip nhitng san pham,
dich vu it gdy hai d€n méi trudng. Piéu ndy dudc
thé hién trong cdc bién phdp ngin ngira 6 nhiém
nuSe, dat va khong khi bing viéc ti€n hanh cic
bién phdp gidm thi€u tiéu thu thi nguyén va
khdng ch& lugng phét thi trong khd ning chiu
dung ctia hé sinh thai.

(iii) M6T quan h¢ giia long trung thanh va CSR:
theo Nguyén Manh Quan (2015), khach hang tiéu
diing sin phim cta doanh nghiép khong chi bdi
sdn phdm ddp Gng t6i da nhu ciu vé chit lugng
gid, dugc doi xit cong bing du & tAng 16p x4 hdira
sao ma con bdi 1& khach hang nhan thic ring khi
tiéu dung sdn phim dugc sin xudt tif ngudn
nguyén liéu than thién moi trudng, han ché st
dung tai nguyén c6 nghia ho dang gép phin nhd
bé ctia ban than, chung tay v4di doanh nghiép va
cong ddng tao 1&én khong gian sdng bén vitng cho
céc th€ hé tuong lai. Sharah Duncan (2022) ciing
dé cap dén xu huéng thé hé tré nhitng ngudi tiéu
ding ¢6 y thic khi ho chd truong ting ho phuong
thitc ché tao sdn ph?fm than thi€n hé sinh thai, duy
tri sdn lugng sdn xudt vira dd, nhitng ngudi tiéu
dung c6 y thitc ndy mudn diung cdc hinh dong c4
nhin ctia minh d€ tao ra stc tic dong trén toan
cau. Pi c6 nhiéu nghién cttu thyc nghiém trong va
ngoai nudc chitng minh mdi quan hé c6 y nghia
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thong ké gitta CSR va long trung
thanh clia khdch hang, gém: Bii

Hinh 1: Mé hinh nghién ciu dé xudét

CSR

Nhat Vuong va cong su (2023),
Nguyén Hoang Khéi va Bui Hai

i [ Trach nhiém kinh t&

Vin (2018), Nguyén Vin Anh va

Long trung thanh
Thai do

Nguyén Thi Phuong Thido (2021), [ Trach nhiém xa hoi

Y

Hoang Anh Thu (2023), Pinh Vin

Hoang (2022), Efstathios Dimitriadis
va Eleni Zilakaki (2019), Mai Ngoc |

—

Trach nhiém mai trudng

( Long trung thanh
Hanh vi

Khuong va «cOng su (2022),
Muzammal Ilyas Sindhu va Muhamad Arif
(2017)... T nhitng bién luidn va lugc khdo nghién
cttu trude nhu trén, tdc gid dé xuid't mo hinh nghién
cttu nhu sau: (Hinh 1)

2.2. Phuong phdp nghién citu

Nghién ctu dugc thuc hién thong qua 2 budce 1a
nghién cttu so bd (nghi€n cttu dinh tinh) va nghién
cttu chinh thitc (Nghién cttu dinh lugng). Trong do,
nghién ctu dinh tinh lugc khdo nghién ctu trude
nhim khdm phd 1y thuyét, xdy dung md hinh
nghién citu va diéu chinh thang do phii hgp ddi
tugng nghién ctiu. Nghién ctu dinh lugng dugc
thuc hién trén 235 d6i tugng khdo sat1a ngudi tiéu
dung da tirng tham gia mua sdm tai cdc siéu thi c6
bdn 1& sidn phdm rau qua trén dia ban thanh phd
Long Xuyén nhu Bach Héa Xanh, Vinmart, Co.op
Mark va Mega Market. Nghién ctu st dung
phuong phdp 14y mAu thuin tién bing bdn hdi truc
ti€p va bdn héi tryc tuyén trén ¥ng dung google
form. Tru6c khi ti€n hanh phan tich hdi quy dé
xem xét mifc dd dnh hudng clia cdc ba nhin to cot

16i trong CSR va mic do dnh hudng cia CSR ddi
vGi 1ong trung thanh cda khdach hang, dit liéu dugc
mi héa, 1am sach (thong qua phan mém SPSS20)
va thuc hién 1an lugt cdc phan tich gdm: P4nh gid
dd tin cdy clia thang do bing hé s& Cronbach’s
Alpha; Phan tich nhan t& kham phd EFA va Ki€m
dinh md hinh hdi quy tuyén tinh bdi. Thang do
dugc do ludng & dang thang do Likert 5 mdc do.
Théng ké mo t4 mAu ngoai ti 1& nit 1a 80,4%, nam
1a 19,6% thi cdc dic di€m khac dugc trinh bay
trong Bang 1.

3. K&t qua nghién ciu va thdo luan

3.1. Ki¢m dinh d¢ tin cdy thang do

Tién hanh ki€m dinh d9 tin ciy bing hé s
Cronbach’s Alpha nhin t§ doc lap trong md hinh
gdm 20 bi&n quan sit do ludng 3 khdi niém gém
trach nhiém kinh t&€ (6 cau hdi), trach nhiém xa
hoi (9 Cau hodi), trach nhiém mdi trudng (5 ciu
héi) cho thay chi c¢6 1 bi€n XH6 bi loai do hé so
tuong quan bi€n tdng < 0,3. Ti€n hanh phan tich
dd tin cay 1an 2, c4c thang do déu dat yéu cAu do

Bdng 1. Pdc di€ém madu nghién clu

Ngh& nghiép Tudi | Tansudtdén
cac cua hang rau qua
Hocsinh,| Cong/ | Van | KN Thusng | Bih | Thinh
RN 9 L doanh, | Du6i18 | 18-25 25-35 | Trén35 . g - >
sinhvién | vién chic | phong tudo xuyén ky thoang
33,2% 23,8% | 294% | 13,6% | 10,6% 22,6% 27,7% 39,1% 55,7% 31,5% 12,8%
100% 100% 100%

Nguén: Phan tich tiv dit liéu khéo sdt 235 ddp vién, 2025
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c6 hé s§ Cronbach’s Alpha > 0,6 va 19 bi€n quan
sat déu c6 hé sd tuong quan bién tdng > 0,3. Hé s&
Cronbach’s Alpha ctia nhan t6 TNKT = 0,824;
TXH = 0,884; TNMT = 0,843. Nhu vay, cdc nhan
t6 déu ddm bio do tin cay.

3.2. Phén tich nhén t6'khdm phd EFA

Céc bi€n quan sit dugc ti€n hanh phan tich
nhin td khim phd EFA nhiim ki€m tra tinh hdi tu
va gid tri phan biét trong mdi twong quan giita cac
nhin t6. K&t qua phan tich cho thdy 20 bi€n quan
nhin t6 doc 1ap gom lai thanh 3 nhin td va hé s6
tai clia cdc bi€n déu > 0,5. Cu thé 6 bi€n quan sit
ctia nhan td trach nhiém kinh t& cé hé so tdi lan
lugt 1a KT1 = 0,686; KT2 = 0,781; KT3 = 0,748;
KT4 = 0,717, KT5 = 0,708; KT6 = 0,647. Nhin t&
trach nhiém xa hoi gdm 9 bi€n quan sit c6 hé s
tdi chi ti€t 13 XH1 = 0,555; XH2 = 0,807; XH3 =
0,753; XH4=0,828; XH5 = 0,800; XH7 = 0,789;
XHS =0,581; XH9 = 0,729. Con lai, hé so tai cdc
bi€n quan sit ciia nhin t6 modi trudng gdm
MT1=0,752; MT2 = 0,809; MT3 = 0,906; MT4 =
0,612; MT5 =0,702. Dﬁng thdi, hé s6 KMO: 0,5 <
KMO = 0,794 < 1 v6i mic y nghia sig Barlett’s
test 1a 0,000 < 0,05 cho thdy phan tich nhan t6 1a
phit hop véi tap dit liéu nghién cttu. Téng phuong
sai trich = 58,062% > 50%, cho thé’y mo hinh EFA
12 phit hop véi 3 nhan t6 dudc trich c6 dong dugc
58,062% bié&n thién c4c bi€n quan sit.

3.3. Phén tich hoi quy tuyén tinh

Phan tich hdi quy nhim x4c dinh phuong trinh
hdi quy tuyé&n tinh v6i hé s6 Beta tim duge dé
khing dinh mdi quan hé nhian qué giita bi€n phu
thudc va cdc bi€n doc 1ap, qua dé, xdc dinh mirc
dd 4nh hudng clia tirng yéu t6 d&n long trung
thanh ctia khach hang tai dia ban nghién cttu. B6i
véi mo hinh nghién citu dé xuit, tdc gid thuc hién
3 bu6c phan tich hdi quy: Budc 1 va 2, phan tich
tdc dong 1an lugt clia ba nhin t& doc lap trach
nhiém kinh t&€ (KT), trdch nhiém xa hdi (XH),
trach nhiém modi trudng (MT) dén tirng nhan t&
phu thudc long trung thanh thdi do va 1ong trung
thanh hanh vi d€ xdc dinh mdi lién hé va mic do
tdc dong clia 3 nhan t6 ddi vdi tirng bi€n phu
thudc. Budc 3, tic gia ti€n hanh phan tich hdi quy
gifta bi€n 1ong trung thanh thdi do 1&n bi€n long
trung thanh hanh vi @€ ki€ém dinh mdi quan hé
giffa hai bi€n phu thudc nay. K&t qua phan tich hdi
quy dugc thé hién & Bang 2.

K&t qua phan tich hdi quy cho thdy R? hiéu
chinh bing 0,367 va 0,387 cho thdy nhan t6 KT,
XH, MT 4anh hudng 36,8% su thay ddi clia bi€n
LTT thdi do va 38,7% su thay d6i LTT hanh vi,
con lai 12 do cdc bi€n ngoai md hinh va sai s6
ngin nhién. Gi4 tri sig. ciia ki€ém dinh F déu bing
0,000 < 0,05, nhu vy, m6 hinh hoi quy tuyé&n tinh
da xay dung phu hgp véi tap dit li€u nghién cttu.

BAng 2. K&t qud phén tich héi quy tuyé&n tinh

Su tac dong clia SCR Sutac dong clia SCR
Nhan t& dén long trung thanh thai do dén long trung thanh hanh vi
Hés5(B) | Héss(Beta) | HesdSig. | VIF | Hass(B) | Hass(Beta) | Hes3Sig. | VIF
Hang s& 0,474 0,098 0,388 0,246
KT 0,657 0,507 0,000 1,160 0,674 0,437 0,000 1,210
XH 0,109 0,118 0,027 1,138 0,268 0,246 0,000 1,148
MT 0,117 0,133 0,016 1,200 0,155 0,149 0,000 1,252
R2 hiéu chinh 0,367 0,387
Sig. 0,000 0,000
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K&t qua phan tich hodi quy ciing chi ra, hé s&
hdi quy B clia 3 nhan t6 KT, XH, MT c6 gid tri sig
< 0,05 nén céc nhan td nay déu c6 y nghia thong
ké gidi thich cho bi€n LTT th4i do va LTT hanh
vi. Cdc hé s6 hdi quy B clia 3 nhin t6 déu > 0 cho
thay cdc nhan t6 ddc ddc 1ap dua vio mo hinh déu
tdc dong thuin chiéu d&€n nhan t& phu thudc nghia
12 nhin thifc vé trdch nhiém kinh t&, trach nhiép
xa hoi, trach nhi€ém moi trudng ctia khach hang
cang ting thi long trung thanh thdi do va long
trung thanh hanh vi clia khdch hang ddi vé6i sdn
phdm rau, qua ctia doanh nghiép cang ting theo.
Hé s6 phong dai phuong sai VIF clia tirng nhan t6
c6 gid tri < 2 nén khong c6 hién tugng da cdng
tuy&n x4y ra.

Dua vao d6 16n clia hé s6 hdi quy chudn héa
Beta, thit ty tdc dong tr manh nhat t6i y€u nhat
clia cdc nhan t& doc 14p d&€n cdc nhan t6 phuy thudc
nhu sau: KT c6 4nh hudng manh nhat (hé s6 Beta
=0,507 va 0,437), XH cé tadc dong manh thd 2 (hé
s6 Beta = 0,118 va 0,246), MT c6 tic dong manh
thi 3 (hé s6 Beta=0,133 va 0,149).2 phuong trinh
hdi quy chuin héa nhu sau:

LTT thai do = 0,507 KT + 0,118 XH

+0,133 MT

LTT hanh vi = 0,437 KT + 0,246 XH

+0,149 MT

K&t qua phan tich hdi quy su tic dong giita
LTT thai do d6i v6i LTT hanh vi cda khdch hang
ciing cho két qué gid tri sig < 0,5, cho thiy bién
CSR ¢6 y nghia thong ké khi gidi thich cho bién
LTT hanh vi; hé s6 hdi quy chua chuin héa B =
0,731 > 0 cho bi€t CSR ciing ¢6 tdc dong tic dong
tich cuc d&€n bi€n phu thudc, bi€n CSR ting 1én
mdt don vi thi bié€n LTT ting 0,731 don vi. Phuong
trinh hdi quy chua chuidn héa la: LTT hanh vi =
1,01 + 0,731 LTT thdi dd

4.Kétluan

CSR mot linh vuc nghién cttu dy trién vong c6
dnh hudng tich cuc d&€n nhiéu y&u td trong hanh vi
ngudi tiéu diing, trong d6 c6 thii do, niém tin, long
trung thanh va ngay cang dugc cidc doanh nghiép
quan tAm thuc hién. K&t qud nghién citu cho thay

6 sy tac dong c6 y nghia thong ké giita CSR véi
1ong trung thanh cla khach hang. Khi khach hang
nhén thi'c doanh nghiép thuc hi€n trach nhi€¢m kinh
t&, trach nhiém x4 hoi, trdch nhiém moi trudng
trong viéc cung cAp san phadm nhat dinh ngay cing
cao thi 1ong trung thanh ctia khdch hing d6i véi san
phdm d6 ting 1én. K&t qua nghién ctu ¢6 ¥ nghia
thyc tién quan trong, 13 cin ct d€ tic gid dé xuat
cdc ham y qudn tri vé viéc thuc hién CSR ddi véi
cdc chudi siéu thi ban 1& c¢6 phan phdi sin phim rau
qué trén dia ban thanh phé Long Xuyén néi riéng
va trén ca nudc néi chung.

Ham y qudn tri lién quan dén trach nhi¢m
kinh t¢

K&t qud nghién cdu cho thdy trach nhiém kinh
t€ 1a yéu t8 CSR c6 tdc dong manh mé nhat dén
long trung thanh cta khach hang. D€ thyc hién
trach nhiém kinh t&, c4c si€u thi da ti€n hanh nhiéu
bién phép tich cuc nhu ddm bio chat lugng tir diu
vio d&n diu ra v6i gia ca hdp 1y, yéu cau nha cung
cAp rau qua ky cam két cung cAp sdn pham an toan,
khong du lugng thudc trir siu, chit cAm, cdch ly
phin bén, thudc bdo vé thuc vat 7 ngay trudc thu
hoach..., ddn tem truy xudt ngudn gdc sin phiam,
gidm gid luin phién, cudi ngay, so ch& sin sin
phdm rau qua, xiy dung quy trinh ki€m tra chit
lugng... Tuy nhién, téc gia d& xudt thém 2 gidi phap
gdm: (1) CAp nhat thdng tin truy xuat ngudn goc rau
cl trén website tudng ing v§i thong tin tai siéu thi:
San phim rau qua 1a sin phdm thu hoach theo mia
vu, thdi han st dung ngin, cédc siéu thi ban 1& ¢
ding thong tin theo ngay trén website ciia doanh
nghiép d€ ngudi tiéu ding d& dang theo doi cic
chuong trinh khuy&n mii gi4 ban tai tirng thdi diém.
Tuy nhién, hé thong website chi c6 thdng tin loai
san phiam, trong lugng, gid bdn, chuong trinh
khuyé&n mii ma chua c6 thdng tin ngudn goc sin
pham khi€n khach hang chua di thong tin d€ dwa ra
quyét dinh. (2) K&t hgp co quan chic ning ting
cudng ki€m tra chat lugng rau qua tai cic siéu thi:
Céc siéu thi khé kiém sodt chit lugng rau qua khi
nha cung cAp dung chiéu trd dé tra tron sidn phdm
khong diing ngudn goc, chat lugng da cam két. Bén
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canh d6, rau qua chita ton du thude bao vé thyc vat
hay phan bén déu khong thé nhan bi€t bing mit
thudng ma cin cdc thiét bi chuyén dung, vi vdy cdc
siéu thi can k&t hgp v6i co quan chiic ning tién
hanh thudng xuyén theo déi, gidm sit, kiém tra
phit hién cdc nha cung ciAp, ho dian viing trong
nguyén liéu nham kip thdi phat hién va xit ly hanh
vi ¢6 tinh vi pham cam két cung cAp san phim rau
qué sai thdng tin chit lugng da cam két d€ c6 bién
phdp xi Iy nhu cit hgp dong vdi nha cung cap, rit
khdi quiy ké san phdm khong an toan, gidi phap
dén bu thiét cho ngudi tiéu dung...

Ham ¥ qudn tri lién quan dén trach nhi¢m
xd hoi

Trach nhiém xa hoi 12 y&u t6 trong CSR c¢6 miic
do tdc dong 16n thit hai d&n LTT clia khich hang.
Hién nay, cdc chuong trinh CSR ctia cdc siéu thi
chii y&u dudc thuc hién trén quy md toan hé thdng
doi véi tit c& cdc mit hang chit khong riéng sin
phdm rau qué nén tic gid dé xuit ham y quan tri
sau: (1) Tuyén truyén ki€n thifc ché€ bi€n, bdo quan
rau qué ding khuyén cdo ctia Cuc an toan vé sinh
thuc phim: Theo co ché tu vé ty nhién, ban thin
rau qua an toan vin chita ham lugng ddc t6 nhat
dinh, mot 6 loai ct d€ 1au c6 thé tu sdn sinh ddc t,
bi€n chat, qud trinh ché& bi€n khong ding céch ciing
c6 thé 12 gidm ham lugng chit dinh dudng.. Tuy
nhién, ngudi tiéu diing nhiéu khi khong c6 thdi gian
d€ tim hiéu cic kién thifc d6, do vay, hé thong loa
clia siéu thi thay vi phat nhac va thong bdo c6 thé
xen ké& cdc bai phat thanh chia sé vé ki€n thiic ch&
bién, st dung, bdo quan rau qui ding cdch s& rat
hitu ich ddi v6i khach hang trong qud trinh thim
quan, mua sim. (2) Duy tri thudng xuyén gian hang
rau qua binh 6n gid: rau qua 1a sdn phdm c6 y&u t&
mia vu, gid cd s& dao dong tuy thdi di€m chinh,

TAILIEU THAM KHAO:

giita va cudi vu. Hon nifa, vio nhitng th&i diém nhu
cau ting cao nhu dip 1&, T&t hay tinh hinh khi hau
that thudng cling gy bi€n dong gid, nhung do la
mit hang thi€t y&u khong thé thi€u trong bita com
hang ngay clia moi gia dinh, gid cd bit 6n c6 thé
khi&n ngudi tiéu diing thay ddi théi quen mua sim.
Cic siéu thi c6 thé duy tri thudng xuyén gian hang
binh 6n gi4, nhap va bay ban mot sd loai rau diing
vu clia dia phuong, gid t6t, gia ting su lva chon cho
khdch hang c6 kha niing tai chinh thap, dong thdi
g6p phin hd tr¢ ba con ving trong rau qua dia
phuong gidi bai todn “dugc mla, mat gid”.

Ham ¥ quén tri lién quan dén trach méi truong

D€ han ch€ s dung tai nguyén va gidm o
nhiém moi trudng, cdc siéu thi c6 thé khuyé&n
khich khdch hang st dung bao bi bing vat liéu
than thién moi trudng nhu gidy, 14 chudi, 14 sen,
tdi nilon ty phan hdy, bao bi tdi st dung nhiéu
lan... Ngoai ra, si€u thi c6 thé tham gia cdc chudi
lién két, hdp tic xa k&t hop véi chinh quyén dia
phuong, cdc t& chic phi chinh phd thuc hién
chuong trinh huéng din cdc hd dan ving trong
nguyén liéu thuc hi€n cdc bi€n phap canh tic thin
thién v4i moi trudng, gidm phdt thai khi nha kinh...

Viéc tham khdo va cin nhic cdc hAm y quin
tri nhim ning nhan thic cda khdch hang doi véi
viéc thuc hién CSR cua cédc siéu thi, cai thién
niém tin va 1ong trung thanh ca khdch hang c6 y
nghia rat thiét thuc, tuy nhién, cAn cin cif vao tinh
hinh thuyc t&€, ngudn Iyc clia clia cdc siéu thi & titng
dia phuong d€ 4p dung va hon hét, cdc gidi phap
s& phdt huy tdc dung khi chinh bén than cédc siéu
thi nhdn thitc dugc viéc thyc hién CSR khong phai
1a @€ d6i phé vé6i khach hang hay cd quan chic
ning ma la viéc lam can thi€t phat trién kinh
doanh theo huéng bén virng B
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THE IMPACT OF CORPORATE
SOCIAL RESPONSIBILITY ON CUSTOMER LOYALTY:
A CASE STUDY OF FRUIT AND VEGETABLE RETAIL
SUPERMARKETS IN LONG XUYEN CITY,
AN GIANG PROVINCE
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ABSTRACT:

This study investigates the impact of corporate social responsibility (CSR) on customer
satisfaction with fruit and vegetable products at retail supermarkets in Long Xuyen City, An Giang
Province. Using quantitative methods, data were collected from 235 respondents through
structured surveys. Multiple linear regression analysis reveals that all three components of CSR -
economic, social, and environmental responsibility - positively influence customer satisfaction,
with economic responsibility exerting the strongest effect. Based on these findings, the study
offers managerial implications for retail supermarket operators in the region, emphasizing the
importance of CSR practices to build customer trust and enhance loyalty toward fresh produce.

Keywords: CSR, loyalty, retail vegetables.
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