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TOM TAT:

Nghién cttu nay tap trung ddnh gid mic do tdc ddong cla viéc thuc hién trach nhi€ém xa hoi
doanh nghiép (Corporate Social Responsibility - CSR) bdi Hé thong Nha khoa Qudc t&€ K-DA
dé&n 1ong trung thanh clia bénh nhan d6i véi dich vu nha khoa. Nghién citu dugc xay dung dua
trén mo hinh CSR ciia Carroll (1991), bao gdm 4 thanh phan: trach nhiém kinh t&, trich nhiém
phép ly, trach nhiém dao dic va trach nhiém nhan vin. Bing phuong phdp nghién cttu dinh
lugng, dit liéu dudc thu thap thong qua 180 phi€u khio sit hgp 1é. K&t qud phan tich cho thay
trach nhiém phdp 1y c6 4nh hudng 16n nhit dén 1ong trung thanh ctia khiach hang, trong khi
trach nhiém dao difc déng vai trd it quan trong nhat.

Tw khéa: CSR, long trung thanh, Nha khoa K-DA, khach hang.

1. Dt vandé

Trach nhiém xa hodi doanh nghiép (CSR) da trg
thanh y&u td chi€n ludc toan ciu, gitip nang cao uy
tin, xay dung hinh anh thuong hiéu va ting cudng
long trung thanh cta khach hang (Carroll, 1991;
Kotler & Lee, 2005). Trong bdi cdnh kinh t€ va y
t&€, CSR khong chi 12 mdt phan trong chién lugce
phét trién bén vitng ma con nhan manh su déng gép
cho cong ddng va bdo vé mdi trudng (Porter &
Kramer, 2011).

Tai Viét Nam, CSR dang nhin dugc sy quan
tAm, dic biét trong nganh Y t&, ndi sy tin tudng clia
khdch hang déng vai trd ¢t 18i. Linh vuc nha khoa

ndi 1én nhu mot di€m d&n du lich nha khoa hip dan
nhd chi phi canh tranh va chat lugng dich vu cdi
thién (BO Y t€&, 2023). Tuy nhién, cdc van dé nhu
hoat dong khong gidy phép, dich vu kém chit
lugng va cdc vu bé boi di 1am suy gidm uy tin clia
nganh, 4nh hudng dén siic khde cong ddng va niém
tin cia khach hang.

Hé thong Nha khoa Qudc t&€ K-DA, véi 4 chi
nhdnh tai TP. H5 Chi Minh, di khing dinh dugc
uy tin trong linh vyc nha khoa. Tuy nhién, hé
thong hién d6i mit v6i nhidu thach thic, dic biét
vé chat lugng dich vu. Chi phi bdo hanh va hoan
trd ting déu qua cdc nim (ting 5% vao nim 2022
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va 12% vao nim 2023), trong khi s& lugng phin
dnh tiéu cuc trén mang xa hdi ciing ting tor 5
truong hgp (2022) 1€n 12 trudng hgp (2023) (K-
DA, 2023). Nhitng vdn dé nay lam suy gidm hinh
anh thuong hi€u va long trung thanh cla khich
hang d6i v6i K-DA.

Cau héi dit ra: liéu viéc 4p dung CSR c6 thé
giip K-DA gidi quyét cdc van dé nay va tdi xay
dung long trung thanh clia khdch hang? Bai viét
nay s€ phan tich vai trdo cia CSR nhu mot cong cu
chién luge d€ cai thién hinh anh thuong hiéu va
ting cudng niém tin khach hing, dong thdi dé xut
cdc gidi phap cu thé nhim ciing c6 1ong trung thanh
ddi véi dich vu nha khoa.

2. Cd sé 1y thuyét

2.1. Ly thuyét vé long trung thanh ciia khdch
hang

Oliver (1999) phét trién 1y thuyét 1ong trung
thanh, gdm bdn giai doan: nhan thifc, thii do, y
dinh va hanh vi. Long trung thanh khong chi la
hanh vi mua ldp lai ma 1a mot qud trinh phdc tap,
bit diu tir nhan thic vé gid tri sin phdm hoic dich
vu, ti€p ndi bing sy hinh thanh cdm xic tich cuc
dua trén trdi nghiém thyc t€, din d&€n cam k&t mua
hang va thé hién qua hanh dong mua lai lién tuc.

Khi két hgp v6i CSR, nghién cttu cho thiy CSR
tdc dong toan dién dé€n ca bon giai doan, tr viéc
nang cao nhin thdc, xay dung sy hai long va long
tin, dén viéc thiic ddy ¥ dinh va hanh vi mua hang
(Raza et. al., 2018; Servera-Francés & Piqueras-
Tomds, 2019). Tich hdp CSR vao chién ludc kinh
doanh khong chi cing ¢6 1ong trung thAinh ma con
ddm bdo su bén vitng thong qua viéc gia ting gid tri
toan dién ctia thuong hiéu trong matkhach hang.

2.2. Ly thuyétvé CSR

Mo hinh Kim ty thap CSR ctia Carroll (1991) 1a
mot khung 1y thuyét quan trong trong viéc hiéu va
tri€én khai CSR. M6 hinh chia CSR thanh bon ting:
trach nhiém kinh t€, trdch nhiém phdp ly, trach
nhiém dao ddc va trach nhiém nhan van.

- Trach nhiém kinh t&, tAng co ban nhit, yéu ciu
doanh nghiép tao ra 1di nhuan d€ duy tri hoat dong
va ddp tng ky vong clia c¢6 dong (Carroll, 2016).
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- Trach nhiém phdp 1y nhan manh nghia vu tuin
thi phép ludt va cdc quy dinh, ddm bao hoat dong
kinh doanh hgp phép.

- Trach nhiém dao ditc yéu cau doanh nghiép
hanh x{f cdng bing, ding din, vugt qua cic yéu ciu
phap 1y, phu hgp v6i ky vong xa hoi (Carroll, 2016).

- Trach nhiém nhén vin, tAng cao nhat, phan dnh
nghia vu tv nguyén ctia doanh nghiép trong viéc
dong gbp cho xa hdi qua cac hoat dong tir thién va
phiic 1¢i, dit khdong bit budc (Carroll, 2016).

M0 hinh nay huéng din doanh nghié&p thuc hién
ddng thdi ca bon trach nhiém d€ dat dugc phat trién
bén vitng va xay dung long tin tif cdc bén lién quan.

2.3. Ly thuyét cdc bén lién quan

Ly thuyé&t cdc bén lién quan (Stakeholder
Theory) ctia Freeman (1984) khaemg dinh, doanh
nghiép c6 trach nhi€ém v6i moi bén li€n quan, bao
gdm khéch hang, nhan vién, nha cung cAp va cong
ddng, khong chi véi ¢ dong. Freeman & Evan
(1990) mé rong ly thuy&t, nhan manh sy tham gia
clia céc bén lién quan vdo qud trinh ra quyét dinh
dé @am bao 1gi ich ctia ho.

Trong CSR, Lachram & Sharif (2020) chi ra
ring CSR, néu trién khai hiéu qua, c6 thé cing c&
mdi quan hé véi cdc bén lién quan, tao ra gid tri
lau dai. Ly et al. (2023) nhdn manh CSR 4nh
hudng tich cuc dén quyét dinh tiéu ding cla
khach hang thdong qua viéc xdy dung uy tin va
niém tin thuong hiéu.

Nhitng nghién citu nay cho thay, CSR khdng chi
cai thién hinh 4nh doanh nghiép ma con thic diy
moi quan hé bén vitng véi cdc bén lién quan, ddm
bao hiéu qua kinh doanh va phat trién bén vitng.

2.4. Ly thuyét trao doi xa hoi

Thuyé&t trao ddi x4 hoi (Social Exchange Theory
- SET) clia Blau (1964) nhan manh c4c m&i quan hé
x4 hoi dua trén sy trao ddi 10i ich 1in nhau. Trong
boi canh CSR, Iy thuy&t nay gidi thich cdch doanh
nghiép xay dung long trung thanh ctia khach hang
thong qua cdc hoat dong xa hodi c6 trdch nhiém.

CSR tao ra gid tri xa hoi ma khich hang nhin
thic, lam ting cam k&t va 1ong trung thanh khi ho
cam thay dugc ton trong va doi x{t cong bing (Raza
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et al., 2020). Giirlek et al. (2017) ciing khing dinh,
CSR khong chi cai thién hinh dnh doanh nghié€p ma
con thiic @iy niém tin va 1ong trung thanh, dic biét
khi doanh nghi€p duy tri thuong hiéu tich cyc.

3. M6 hinh nghién citu

Tl co s8 1y thuyét va cdc nghién citu c6 lién
quan, nhém tdc gid dé xuit md hinh nghién cttu nh
huéng cia CSR dén long trung thanh clia khach
hang tai Hé thng Nha khoa Qudc t& K-DA gém 4
ndi dung nhu Hinh 1.

Hinh 1: M6 hinh nghién ciiu dé xuét
( Trachnhiemkinhts |- i)

Tréchnhiemphaply |- H2 (4 k
¥

(
(‘Trachnhiem deodic |- Hoe)
[

Long trung
thanh clia
khach
hang

Trach nhiém nhan van ]— H4 (+)

Nguén: Tdc gid dé xudt (2024)

Céc gia thuy&t nghién ctru dé xuat:

HI1: “Trach nhiém kinh t&” c¢6 4nh hudng truc
ti€p va tich cyc long trung thanh cta khdch hang
thong qua thu'c hanh CSR.

H2: “Trach nhiém phdp 1y~ c¢6 anh hudng truc
ti€p va tich cyc 1ong trung thanh clia khiach hang
thong qua thuc hanh CSR.

H3: “Trach nhiém dao ddc” cé dnh hudng truc
ti€p va tich cyc 1ong trung thanh clia khich hang
thong qua thyc hanh CSR.

H4: “Trach nhiém nhin van” c¢é 4nh hudng truc
ti€p va tich cyc 1ong trung thanh clia khiach hang
thong qua thuc hanh CSR.

4. Phuong phap nghién ciu

Nghién cttu nay dp dung phuong phidp nghién
cttu hdn hgp, két hgp giita dinh tinh va dinh lugng,
dugc thyc hién qua cdc budc chinh bao gdom xay
dung, kiém dinh thang do va ki€m dinh cic gia
thuy&t nghién citu. Cu thé, quy trinh nghién ctu
dugc trién khai qua 2 giai doan nhu'sau:

Nghién cttu dinh tinh: Giai doan nay nhim xay
dung va diéu chinh thang do, dugc tié€n hanh thong
qua phéng van sdu vdi 5 quin 1y cip cao va thdo

ludn nhém véGi 10 khdach hang da st dung dich vu
tai Hé thong Nha khoa Qudc t&€ K-DA, TP. Ho Chi
Minh. Muc tiéu 12 diéu chinh cdc khdi niém
nghién citu, b6 sung thang do va ddnh gid mic do
phit hdp ngdn ngit clia bang cAu hdi d€ ddm bio
tinh chinh x4c trudc khi trién khai nghién cttu dinh
lugng. Thang do khdi niém vé CSR dugc xay dung
dya trén mo hinh ly thuyé&t cia Carroll & Shabana
(2010), bao gdm 4 thanh phan: trach nhiém kinh
t&, phép ly, dao ditc va nhan vin. Trong khi d6,
thang do 1ong trung thanh khach hang, cu thé 1a
th4i d6 trung thanh, dugc phat trién dua trén thang
do cda Kashif et. al. (2016). K&t qua clia giai doan
nay di xdc dinh cdc bi€n quan sit cho tirng thang
do, bao gdm 5 bi€n cho trach nhiém kinh t€ va
phdp 1y, trdch nhiém dao ddc c6 3 bi€n, trach
nhiém nhan vin c6 4 bi€n, 5 bi€n cho long trung
thanh, véi cdc diéu chinh vé ngdn ngit phit hgp véi
bdi cdnh ti€ng Viét.

Nghién ctu dinh lugng: Giai doan nay kiém
dinh lai thang do va md hinh nghién cu thong qua
khéo sat 210 khdach hang da st dung dich vu tai K-
DA, trong d6 thu vé 180 mAu hgp 1& bing phuong
phép chon miu thuin tién. C4c thang do dugc ki€m
tra tinh nhit quan ndi tai bing hé sd Cronbach's
Alpha, ciing nhu gid tri hoi tu va gid tri phan biét
qua phan tich nhan t6 kham ph4 (EFA).

Nghién citu tap trung vao doi tugng khdo sat 1a
khach hang clia Hé thong Nha khoa Quéc t& K-DA,
véi muc tiéu kham phd mdi quan hé giita CSR va
1ong trung thanh ctia khidch hang. Phuong phép ti&p
can nay khong chi ddm bao do tin ciy cua dit liéu
ma con cung cAp mdt nén ting 1y thuyét vitng chic
cho cdc phan tich ti€p theo.

5. K&t qua nghién ciu

5.1. Ddc diém mau nghién ciiu

MAu kh3o sit dudc thuc hién trén 180 khich
hang tai Hé thong Nha khoa Qudc t€ K-DA. Trong
d6, nam giGi chi€m 42,8% va nit gi6i chi€ém 57,2%,
cho thiy nif gidi c6 xu huéng sit dung dich vu nha
khoa cao hon nam giéi.

Xét theo do tudi, nhém khach hang tir 41-50 tudi
chi€m ty 1€ 16n nhat vdi 37,2%, ti€p theo 1a nhém tir
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30-40 tudi (24,4%) va nhém trén
60 tudi (14,4%). Nhém dudi 30 tubi
va tir 51-60 tudi chi€m ty 1& thap
hon, 1an lugtla 12,8% va 11,1%.

V& nghé nghiép, nhém doanh
nhan/doanh nghiép chi€m ty 1& cao
nhat vdi 28,3%, ti€p theo 12 nhém
nhan vién cong ty/doanh nghiép
(13,3%). Cac nhém cdng chic/vién
chiic va ti€u thuong 1an lugt chiém
9,4% va 11,1%, trong khi cic nhém
khic, nhu ndng dan/ngu dan va
sinh vién/hoc sinh, mdi nhém
chiém 8,3%.

V& thu nhap, nhém c6 thu nhap
du6i 10 triéu dong chi€ém ty 1& 16n
nhdt trong miu khdo sit, dat
41,7%. Ti€p theo Ia nhém thu nhap
tir 10-19 triéu dong, chi€m 31,7%.
Céac nhém thu nhép tir 20-29 tri¢u
ddng va 30-39 triéu dong chi€m ty
1é 1an lugt1a 14,4% va 12,2%.

Cic dic diém trén cho thay
mau khéo st tAp trung vao nif gidi,
nhém tudi trung nién tir 41-50 tudi
va phin 16n khich hang cé thu
nhap tif trung binh dén thap.

5.2. Kiém dinh thang do

5.2.1. Phan tich Cronbach’s
Alpha

K&t qua phan tich cho thdy hé
s0 Cronbach's Alpha ctia cdc thang
do trong nghién cttu dao dong tur
0,731 d@&n 0,886 vGi tAt ca cac
thang do dat hé sd tuong quan
bi€n-téng trén 0,3. Bi€n c¢6 hé so
thap nhat 12 trach nhiém dao ditc
v6i hé s& 0,731, trong khi bién c6
hé s6 cao nhat 1a trach nhiém phap
ly v6i hé s§ 0,886. Hé so
Cronbach's Alpha ctia bi€n phu
thudc long trung thanh dat 0,845.
(Béng 1)
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Bdng 1. Kiém dinh thang do Cronbach’s Alpha

Bién Binh quan Phuong sai | Hés6tudng | Cronbach’s
quan thang do néu thang do quanbién | Alphanéu
sat loai bién khi loai bién tong loai bién
Trach nhiém Kinh t€ (Cronbach’s Alpha = 0,885)
KTO1 12,75 12,189 0,740 0,856
KT02 12,59 12,365 0,800 0,843
KTO03 12,60 12,409 0,685 0,870
KT04 12,69 12,593 0,770 0,850
KT05 12,25 12,904 0,632 0,881
Trach nhiém Phap ly (Cronbach’s Alpha= 0,886)
PLO1 12,87 12,917 0,762 0,854
PL02 12,72 13,243 0,764 0,854
PLO3 12,52 12,586 0,782 0,848
PLO4 12,67 12,534 0,802 0,844
PLO5 12,97 14,027 0,538 0,906
Trach nhiém Dao dc (Cronbach’s Alpha= 0,731)
DDO1 6,74 3,836 0,483 0,732
DD02 6,04 3,881 0,590 0,606
DD03 6,47 3,591 0,596 0,593
Trach nhiém Nhan van (Cronbach’s Alpha= 0,827)
NVO1 9,71 7,270 0,648 0,785
NV02 9,57 7,241 0,689 0,767
NVO03 9,62 6,306 0,618 0,803
NV04 9,92 7,295 0,670 0,775
Loéng trung thanh (Cronbach’s Alpha = 0,845)
LTTO1 11,16 6,177 0,727 0,796
LTT02 11,22 6,151 0,639 0,817
LTTO3 11,23 6,146 0,628 0,821
LTT04 11,22 6,151 0,639 0,817
LTTO05 11,21 6,235 0,636 0,818

Nguén: Két qud khdo sdt ciia tdc gid, 2024
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5.2.2. Phantich EFA

K&t qua phan tich nhan t6 kham pha (EFA) cho
tha'y hé s6 KMO dat 0,824 va ki€ém dinh Bartlett c6
y nghia vdi Sig, = 0,000 < 0,05, cho thay dit lié¢u phu
hogp d€ phan tich nhan t8. Gid tri tong phuong sai
trich dat 69,294%, 16n hon 50%, thda min diéu
kién riing cdc y&u t6 gidi thich dudc 69,294% bién
thién cta dir liéu.

Trong qué trinh phin tich, bi€n quan sat PL5 bi
loai bd do c6 hé sd tdi nhd hon 0,5. Cac bi€n quan
sat con lai khdng cé trudng hgp nao ciing lic tailén
c4 hai y&u t& v6i hé so tdi gan nhau. Piéu nay ddm
bdo cdc yé&u t6 doc l1ap dat dudc gid tri hoi tu va
phan biét. K&t qua phan tich EFA cho thdy cdc
thang do dat tiéu chuén dé€ ti€p tuc phan tich cic
budc ti€p theo.

5.2.3. Phan tich tuong quan

K&t qué phan tich tuong quan chi ra dugc c6 moi
tuong quan giita yéu td Long trung thanh (LTT) va
4 y&u t6 doc 1ap do tit ci cac gia tri Sig, < 0,05.
(Bang?2)

5.2.4. Phén tich hoi quy tuyén tinh bji

Gi4 tri R? hiéu chinh 12 0,682, cho thdy cic yéu
t6 trong mo hinh giai thich dugc 68,2% su thay di
clia bién phu thudc Long trung thanh (LTT), trong
khi 31,8% con lai do cdc yé&u t& ngoai md hinh va
sai s6 ngAunhién. (Bang 3)

Gia tri Sig, = 0,000 < 0,05 cho thdy m6 hinh hoi
quy phii hgp véi tdng thé dif liéu khio sat. Céc gia
tri VIF déu nho hon 2, diéu nay khiang dinh khong
x4y ra hién tugng da cong tuy€n giita cac bién ddc
1ap. (Bang 4)

K&t qua phan tich hdi quy cho thay tit cd 4 bién
doc lap déu c6 gid tri Sig, < 0,05, chitng minh c4c
bi€n nay déu c6 y nghia trong md hinh. Phuong
trinh hdi quy chuin héa dudc x4c dinh nhu sau:

LTT =0,355*PL + 0,349 * NV

+ 0,344 * KT + 0,216 * DD

6. K&t luan

Nghién cttu nay da dat dudc ciac muc tiéu dé ra
trong viéc danh gid tic dong clia =CSR dén long
trung thanh clia khdch hang tai Hé thdng Nha khoa

Bdng 2. Phdn tich tuong quan

(N=180) DD NV PL LTT
Pearson Correlation 1 0,171* 0,180* 0,222** 0,416™
o° Sig, (2-tailed) 0,022 0,015 0,003 0,000
Pearson Correlation 0,171* 0,310** 0,231* 0,571*
“ Sig, (2-tailed) 0,022 0,000 0,002 0,000
Pearson Correlation 0,180% 0,310* 1 0,238** 0,579*
W Sig, (2-tailed) 0,015 0,000 0,001 0,000
Pearson Correlation 0,222* 0,231* 0,238** 1 0,566
i Sig, (2-tailed) 0,003 0,002 0,001 0,000
Pearson Correlation 0,416 0,571* 0,579** 0,566** 1
- Sig, (2-tailed) 0,000 0,000 0,000 0,000
Nguon: Két qud khdo sdt ciia tdc gid, 2024
Bdng 3. Tém t&t mé hinh héi quy
Mb hinh R R? R2 higu chinh Do léch chuan uéc lugng
1 0,8302 0,690 0,682 0,343

Nguébn: Két qud khdo sdt ciia tdc gid, 2024

S6 4 - Thang 2/2025 247



TAP CHi CONG THUONG

BAng 4. BAng hé s6 héi quy

Hé s6 chua chuan héa Hé s6 chudn héa
Mb hinh — t Sig.
B Sai s6 chuan Beta

(Constant) 0,015 0,145 0,101 0,920
PL 0,243 0,031 0,355 7,957 0,000
1 NV 0,245 0,032 0,349 7,704 0,000
KT 0,241 0,032 0,344 7,617 0,000
DD 0,144 0,029 0,216 4,922 0,000

Qudc t&€ K-DA. K&t qua nghién citu dua trén 180
khidch hang cho thdy cdc y&u t§ CSR, bao gom
trach nhiém kinh t€, phap 1y, dao dtc va nhan vin,
déu c6 &nh hudng tich cuc dén long trung thanh.
Qua phan tich hdi quy tuyén tinh, tit cd cdc y&u
t6 doc 1ap déu c6 y nghia thong ké (Sig, < 0,05).
Trong d6, trdch nhi¢ém phdp 1y (PL) c6 tic dong
manh nhit dén long trung thanh (Beta = 0,355),
ti€p theo 1a trich nhiém nhan vin (NV) (Beta =
0,349), trach nhiém kinh t& (KT) (Beta = 0,344) va
trach nhiém dao dic (DD) (Beta = 0,216). M6 hinh
hdi quy c6 gid tri R binh phuong hiéu chinh 1a

TAILIEU THAM KHAO:

Nguén: Két qud khdo sdt clia tdc gid, 2024

0,682, cho thdy cic yéu td trong md hinh giai thich
dugc 68,2% sy bi€n thién clia 1ong trung thanh.

Cic k&t qua nay khing dinh viéc thyc hién CSR
khong chi gitp ning cao hinh dnh thuong hiéu ma
con la y€u t& quan trong trong viéc cling ¢d su’ gin
k&t va long trung thanh cla khich hang d6i véi
doanh nghiép. Dva trén k&t qud nghién cttu, cic
doanh nghiép trong nganh Nha khoa, dac biét la K-
DA, cin tiép tuc ddu tu vio cic hoat dong CSR, chi
trong vao tuin tha phdp 1y, thyc hién cdc chuong
trinh hd trg cong dong d€ duy tri va phat trién long
trung thanh ctia khdch hang m

1.B0 Y t&€. (2023). Tai liéu Hoi nghi Khoa hoc va trién 1am Rang Him Mit qudc t€ nim 2023, Ha Noi.
2. Hé thdng Nha khoa Quéc t& K-DA (2023). B4o céo tai chinh nim 2023, tai liéu ndi bo. TP. H5 Chi Minh.
3. Blau, P. (1964). Exchange and Power in Social Life. Wiley, UK.

4. Carroll, A. B. (1991). The pyramid of corporate social responsibility: Toward the moral management of
organizational stakeholders. Business Horizons, 34(4), 39-48.

5. Carroll, A. B. (2016). Carroll’s pyramid of CSR: Taking another look. International Journal of Corporate Social

Responsibility, 1(3), 1-8.

6. Carroll, A. B., & Shabana, K. M. (2010). The business case for corporate social responsibility: A review of
concepts, research and practice. International Journal of Management Reviews, 12(1), 85-105.

7. Freeman, R. E. (1984). Strategic Management: A Stakeholder Approach. Cambridge University Press, UK.

8. Freeman, R. E., & Evan, W. M. (1990). Corporate governance: A stakeholder interpretation. Journal of

Behavioral Economics, 19(4), 337-359.

9. Giirlek, M., Diizgiin, E., & Uygur, S. M. (2017). How does corporate social responsibility create customer
loyalty? The role of corporate image. Social Responsibility Journal, 13(3), 409-427.

10. Kashif, M., Abdur Rehman, M., & Pileliene, L. (2016). Customer perceived service quality and loyalty in
Islamic banks: A collectivist cultural perspective. The TQM Journal, 28(1), 62-78.

248 S6 4 - Thang 2/2025



KINH DOANH

11. Kotler, P., & Lee, N. (2005). Corporate Social Responsibility: Doing the Best for Your Company and Your
Cause. Wiley, UK.

12. Lachram, S., & Sharif, T. (2020). Corporate social responsibility practices and stakeholder engagement.
Corporate Governance: The International Journal of Business in Society, 20(2), 312-331.

13. Ly, T., Tran, H., & Nguyen, P. (2023). CSR and its impacts on customer decision-making in healthcare
services. Journal of Service Management, 34(2), 122-135.

14. Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63(4), 33-44.
15. Porter, M. E., & Kramer, M. R. (2011). Creating shared value. Harvard Business Review, 89(1/2), 62-77.

16. Raza, A., Ali, M., & Alj, S. (2018). Corporate social responsibility and customer loyalty: A mediating role of
trust. Business Ethics Quarterly, 28(2), 175-200.

17. Servera-Francés, D., & Piqueras-Tomads, L. (2019). Customer loyalty to tourism destinations: The role of CSR
and trust. Sustainability, 11(17), 4723.

Ngay nhan bai: 5/12/2024
Ngay phan bién danh gia va sita chira: 18/12/2024
Ngay chiap nhan ding bai: 6/1/2025

THE IMPACT OF CORPORATE SOCIAL
RESPONSIBILITY ON CUSTOMER LOYALTY AT K-DA
INTERNATIONAL DENTAL CHAIN

® LE TRAN KHANH HAU'
® PHAN NGOC THANH!'
'Faculty of Business Management, Nguyen Tat Thanh University

ABSTRACT:

This study examines the impact of corporate social responsibility (CSR) implementation by
K-DA International Dental Chain on patient loyalty to dental services. Grounded in Carroll’s CSR
model (1991), the study explores four key dimensions: economic, legal, ethical, and humanitarian
responsibilities. Utilizing a quantitative research approach, data were collected from 180 valid
survey responses. The findings reveal that legal responsibility has the strongest influence on
patient loyalty, while ethical responsibility has the least impact. These insights provide valuable
implications for dental service providers seeking to enhance customer loyalty through effective
CSR strategies.

Keywords: CSR, loyalty, K-DA Dental Clinic, customer.
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