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TOM TAT:

Bai vi€t nghién citu vé 4nh hudng trach nhiém xa hoi (CSR) clia doanh nghiép dén su hai
10ng va 1ong trung thanh cta khéch du lich trong linh vyc khdch san. Phudng phdp mo hinh ciu
tric tuy€n tinh (SEM) dugc van dung d€ ki€m dinh mo hinh va gia thuyé&t nghién citu. K&t qua
nghién cifu x4c dinh 4 thanh phin cAu thanh nén CSR khdch san (CSR X4 hoi, CSR Kinh t€,
CSR Mbi trudng, CSR ddi v6i cdc bén lién quan) déu tidc dong tich cuc dén sy hai 1ong cia
khdch hang. Tuy nhién, k€t qué x4c dinh chi c¢6 3 thanh phan cau thainh nén CSR khach san téc
dong dang ké d€n long trung thanh, gdm CSR d6i véi cac bén lién quan, CSR Kinh t& va CSR
X4 hoi. Pong thdi, nghién cttu ciing khing dinh sy hai long ¢6 dnh hudng tich cuc didng ké dén

long trung thanh.

Tuw khéa: trach nhiém xa hdi, doanh nghiép, khach san, méi trudng, sy hai long, 1ong

trung thanh.

1. Pat van dé

Trdach nhiém x4 hoi cia doanh nghié€p (CSR)
12 y&u td quan trong d€ niang cao kha ning canh
tranh va tao nén sy thanh cdng cho doanh nghiép.
CSR giip doanh nghiép ning cao hinh anh
thuong hi€u, thu hut khdch hang mdi (Fatima &
Elbanna, 2023). Do vay, dé aosi phé vdéi sy canh

tranh gay git trén thi trudng, cdc chi€n lugc clia
khich san thudng tip trung vio viéc thic diy
thyc hanh CSR.

Hién nay, nghién cttu vé CSR trong linh vuc
khach san ngay cang dugc chud trong. Theo
Farrington va cdng su (2017) nganh khéach san la
mot trong nhitng nganh chinh ¢ng dung cdc thyc
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hanh CSR trong hoat dong kinh doanh. CSR lam
ting y dinh mua cta khach hang ddi véi thuong
hiéu ctia khdch san va c6 kh4 ning thu hiit nhiéu
khach hang hon (Jani & cdng sy, 2019). Thém vao
d6, sy nhan thitc thuan 1gi cia khach hang vé viéc
thuc thi CSR ciia khdch san c6 déng gép ddang ké
vao hiéu suat hoat dong va gi4 tri ciia khach san,
ddng thdi thic ddy 1ong trung thanh cia khich
hang (Jalilvand & cOng su, 2017). Do dé, nghién
cu sy 4nh hudng clia trach nhiém x4 hoi dén sy
hai 1ong va trung thanh cta khach hang trong linh
vurc khdch san giff vai trd rt quan trong.

Bén canh d6, du lich 1a nganh kinh t€ mii
nhon, chi€m vi tri dic biét quan trong trong chién
lugc phdt trién kinh t€ - xd hoi cda Viét Nam.
Cung vé6i sy phdt tri€n nganh kinh doanh luu tri
cda cd nuéc, s6 luong cd s& luu trd tai Khdnh
Hoa cling khdong ngirng gia ting, tao su canh
tranh gay git trén dia ban. Nim 2022, Khdnh
Hoa ¢6 1.148 ¢d sG luu trd du lich v6i hon 55.530
phong (trong d6 ¢6 35 ¢d sd luu tri 5 sao va 21 co
s luu trd 4 sao) (SG Du lich tinh Khdnh Hoa,
2022). Trong mdi trudng nhu vay, cac khich san
phai dit moi nd lyc trong viéc thu hit va giit
chan khich hang. Do vay, bai vi€t nghién cttu
4nh hudng ddéng thdi clia cdc thanh phin ciu
thanh nén CSR dén sy hai 1dong va 1ong trung
thanh ctia khdch hang tai cdc khdach san 4-5sao
trén dia ban tinh Khdnh Hoa.

2. C§ s6 1y thuy€&t va gia thuy€&t nghién ciu

CSR 12 sy cam két ctia doanh nghiép déng gép
cho sy phdt trién bén vitng vé kinh t&, xa hoi va
mdi trudng, thong qua nhitng hoat ddng nang cao
1i ich cho c6 dong, cho khich hang, ddng thdi
ning cao chit lugng doi song clia ngudi lao dong,
cho cong dong va cho toan xa hoi, theo cdch c6 1gi
cho ¢4 doanh nghiép ciing nhu sy phat trién chung
ctia xa hdi (Lé Vian Huy & cong su, 2023). C6 sy
ddng thuin rong rdi giita cdc nha nghién ctu vé
cdc thanh phan cau thanh CSR, gdm CSR kinh t€&,
CSR xi hoi, CSR moi trudng, CSR ddi véi cdc bén
li€én quan (Martinez & cong su, 2013; Lé Van Huy

262 S6 7 - Thang 4/2024

& cong su, 2024). CSR kinh t€ lién quan dén viéc
thi€t k&€ va thuc hién cdc chién ludge v6i sy quan
tam dé&n viéc ki€ém sodt chit ch& chi phi, Igi
nhuén, hi€u qué kinh t&, thanh conglau dai...; CSR
x4 hoi dé cap cdc hoat dong clia doanh nghiép
déng gép cho su phét trién tdt dep clia xa hoi;
CSR mdi trudng gdm cdc thyc hanh phong chdng
0 nhi€m, st dung hiéu qud ning lugng va sin
xuat/dich vu xanh; CSR d&i véi cdc bén lién quan
dé cap d&n cdc hoat dong tao ra cdc 1¢i ich véi cdc
bén lién quan g6m chinh pht, khach hang, nhan
vién, nha cung cip va cd dong (Martinez & cong
su, 2013; Fatma & cdng su, 2016; Lé Van Huy &
cong su, 2023).

Sy hai long 1a sy ddnh gid ctia khach hang vé
mot san pham hay mot dich vu da dap ng dugc
nhu cAu vi mong ddi cla ho (Zeithaml & Bitner,
2000). Khach hang ¢6 xu huéng hai 10ng hon va
danh gi4 tich cuc hon khi ho tin khach san cam két
thyc hién cdc hoat dong CSR (Park & cdng su,
2017). Nhiéu nghién ctfu da chitng minh c6 sy tdn
tai mdi quan hé tich cuc gitta CSR khach san va sy
hai 1ong cia khach hang (Kim & Kim, 2016;
Fatma & cOng su, 2016; Latif & cdng su, 2020).
Do d6, cdc gia thuyét sau dugce dé xuit:

Hla: CSR xd hoi cé tdc dong dén sy hai long.

HI1b: CSR kinh t& c¢é tdc dong dén sy hai long.

Hlc: CSR déi véi cdc bén lién quan cé tac dong
dén sy hai long.

HId: CSR moéi truong cé tdc dong dén su hai
long.

Long trung thanh 1a viéc mua hang ldp di ldp
lai, mot chifc ning cla cdc qud trinh tim 1y din
dén su cam két (Thakur, 2016). Theo Islam va
cong su (2021), CSR 1a chién lugc hiéu qua dé
xay dung 1ong trung thanh cia khach hang. Céc
nghién cttu da thyc hién nghién ctu thuc nghiém
va k&t luan CSR khédch san c6 tic dong ding ké
dé&n 1ong trung thanh cda khdch hang (Liu & cong
su, 2014; Fatma & cdng su, 2016; Latif & cOng su,
2020). Vi vay, nghién ctfu dé xui't cdc gia thuyét:
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H2a: CSR xa hoi c6 tdc dong dén long trung
thanh ctia khdch hang.

H2b: CSR kinh t& c6 tdc dong dén long trung
thanh cia khdch hang.

H2c: CSR dbi vdi cdc bén lién quan cé tdc dong
dén long trung thanh ciia khdch hang.

H2d: CSR moi truong cé tdc dong dén long
trung thanh ciia khdch hang.

Long trung thanh cta khdch hang giir vai tro
quan trong trong sy phat tri€n va thanh cong cia
céc khdch san. Su hai 1dong 1a y€u t§ co bdn va
khong thé thi€u trong qud trinh x4y dung va duy
tri cdc mdi quan hé lau dai cling nhv ning cao
long trung thanh cda khach hang. Islam va cong
su (2021) cho biét, khi khach hang hai long véi
dich vu ho nhan dugc, ho sé& ti€p tuc st dung dich
vu dé va dat dugc sy trung thanh. Latif va cong sy
(2020) xdc nhan sy hai long 4nh hudng ddng ké
dén long trung thanh cla khiach hang ddi véi
khdch san. Vi vdy, gia thuyé&t 3 dugc dé xuat:

H3: Su hai long ¢6 tdc dong dén long trung
thanh cia khdach hang

Vi viy, nghién cttu d€ xuit md hinh nhu sau:
(Hinh 1)

Hinh 1. Mé hinh nghién ciu

CSR Khach san

 CSRxahoi ) 1

2
w
( CSR kinh t& )
| CSR d6i v cac bén lien quan | 'Z@é
zC:O/,
| CSR méitruéng )

3. Phuong phap nghién ciu
Dir liéu nghién cdu dudc thu thip thong qua
qud trinh khao sdt khdch du lich tai cdc khdch san

4-5 sao trén dia ban tinh Khanh Hoa trong khodng
thdi gian tif thdng 12/2023 d€n thdng 01/2024. Vé6i

trung thanh

phuong phdp chon mAu thuin tién, nghién cttu da
thu vé 246 bang trd 15i hop 1&.

Thang do céc khai niém trong mo hinh dugc k&
thira tlf cdc nghién cttu trude: CSR kinh t&, CSR
Xa hdi, CSR Moi trudng (Martinez & cdng su,
2013; Fatma & cOng sy, 2016; Lé Vin Huy &
cong su, 2023); CSR ddi v6i cdc bén lién quan
(Liu & cong su, 2014; Lé Vin Huy & cdng su,
2023); Su hai long (Fatma & cdng su, 2016), Long
trung thanh (Latif & cdng sy, 2020). Thang do
Likert 5 bac dugc st dung. Cédc thang do dugc
ddnh gid bing hé s6 Cronbach’s alpha, phin tich
nhan t6 khdm phd, phan tich nhin t6 xdc dinh.
Bén canh dé, phuong phap md hinh héa phuong
trinh c4u tric (SEM) dugc st dung dé€ kiém dinh
céc gid thuy€t va mo hinh nghién citu.

4. K&t qua nghién ciu

Kiém dinh Cronbach’s Alpha

Thang do cdc khdi niém déu c6 hé s&
Cronbach’s Alpha kha tot, tir 0,846 dén 0,899. Tuy
nhién, thang do CSR Kinh t€ cd loai bi€n KT6;
thang do CSR xa hoi loai 2 bié€n XH5, XH7; thang
do CSR méi trudng loai bi€n MTS, MT7, MTS;
CSR d6i v6i cdc bén lién quan loai bi€n LQ7. B&i
céc bi€n nay c6 hé s tuong quan
bié€n téng < 0,3.

Phén tich nhdn t6 khdm phd
(EFA)

K&t qua EFA cdc thanh phan ciu
thanh CSR khdch san cho thay:
KMO = 0,855> 0,5; sig. = 0,000, thé
hién mitc y nghia khd cao. K&t qué

ciing chi ra ¢6 4 nhan t§ dudc trich
véi tdng phuong sai trich bing
67,657% > 60%, cic bi€n c6 miic tai
nhin t6 bién thién tx 0,725 dén
0,857, déu > 0,5. Piéu nay ching td thang do gidi
thich t6t kh4i niém.

K&t qud EFA bi&n phu thudc cho thiy KMO =
0,876> 0,5; sig. = 0,000; va ¢6 2 nhan t& dudc trich
véi tdng phuong sai trich bing 65,405% > 60%,
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cic bi€n c6 muc tdi nhan to bi€n thién tir 0,736
dé&n 0,866, déu > 0,5. Vi vay, gid tri cdc thang
do nay déu chap nhan dudgc.

Phén tich nhén t6'khdng dinh (CFA)

K&t qud CFA 6 yéu td trong md hinh
nghién cttu cho thﬁ'y, RMSEA = 0,058 < 0,08;
GFI = 0,841, TLI= 0,912, CFI = 0,921 déu >
0,8; Chi-square = 712,043 (p =,000), CMIN/df
= 1,826 < 2. Trong s6 nhn t& (chudn héa) cia
t4t cd cdc bi€n déu c6 ¥ nghia thdng ké (0,649
- 0,920, déu > 0,5; p<0,001) va tit ci cdc mdi
tuong quan cda cdc khdi niém thanh phan két
hdp v6i sai s6 chudn déu c6 p-value = 0,000 <
0,05. Pdng thdi, cdc thang do déu dat do tin
cdy tdng hdp > 0,8; phuong sai trich > 0,5 va
MSV < AVE, ASV < AVE, cidn béc hai cta
AVE > cdc tuong quan gitta cdc khai ni€ém
(Bangl). Vi vay, thang do 6 khdi niém déu
phu hgp véi dir liéu thi trudng, dat dugce do tin
cdy, dat gid tri hoi tu va cé gid tri phan biét v4i
cdc thanh phin con lai.

Két qud kiém dinh gid thuyét nghién ciiu

K&t qua ki€m dinh gia thuy&t (Bang 2) cho
thdy, c¢6 4 thanh phan ciu thanh nén CSR
khdch san déu tdc dong tich cuc dén sy hai
1ong cda khdach hang. Trong d6, tic ddng
manh nhat d&n sy hai long 12 CSR Xa hoi
(trong s6 12 0,293), CSR Kinh t€& (trong s6 la
0,197), ti€p d€n 1a CSR Moi trudng (trong sd
12 0,172), va cudi ciing 1a CSR d6i véi cdc bén
lién quan (trong s6 1a 0,152). Tuy nhién, két
qud khing dinh chi c6 3 thanh phin ciu thanh
nén CSR khéch san tic dong ddng k€ d&n long
trung thanh cia khdch hang. Trong do6, tic
dong manh nh4t dén 1ong trung thanh 1a CSR
ddi véi cdc bén lién quan (trong s6 1a 0,225),
ti€p theo CSR Kinh t& (trong s6 1a 0,191) va
CSR X4 hdi (trong s& 12 0,140). Pong thoi,
nghién citu cling xdc nhan sy hai long cé dnh
hudng tich cuc didng k& d&n 1ong trung thanh
ctia khdach hang trong linh vuc khdch san vdéi
hé s6 tdc dong 0,272.

264 S6 7 - Thang 4/2024

diniém

& tri phan biét cGia cdac khé

@y va gi

2 ~ ~

Bang 1. Két qua kiém dinh détinc

rd

P

rd

3
© ~
o
0 | o
©
v ~ | L
o o
T % | &
©
< ~ |88
o o o
Bk k
® N e e | S
o o o o
* * *
218 8% &
~
& N TN |l | x| =
o o o o o
D e S B T O 2 SO S T (o
o o o o o o
> (@] ~ ~ ~ © N~
0 N Yol Yo) I52) ©
w F“ ‘_‘ \—“ ‘_‘ F“ ‘_‘
< o o o o o o
> N~ < < o] < Yo
— o)) ) ) o)) )
Q o | = | =N
= o o o o o o
w o ~— » < To) ™
S @ o)) 0 o] Ior)
Z | S |2 9 v | v 9
o o o o o o
N ~ o)) ™ — 0
o © ~ o)) ~N Yo} <
(&) o Q. © Q. @ Q.
o o o o o o
c
@©
>
o
c
@
5 =
Q' «@©
[ o -
© Q (o)) [
= N4v) < .0
X X © k] <
@ B3 | B > o | =2
£S5 a3 58
k= g 0 < QO =]
X | X | © E |5 | =
¥ ¥ |x | x | S|P
N | D > | .5
O (@] (@] (@) (] |
— o I5e] < Te} ©

iém dudi duong chéo chinh).

dini

triic kha

A

z

dc cdu

tuong quan giita ¢

éso

(Ghi chii: *: p-value = 0.000; CR - P{ tin cdy tong hop; AVE - Phuong sai trich; MSV Phuong sai chia sé cuc dai; ASV - Phuong sai chia sé trung

binh;cdan bdc hai ctia phuong sai trén duong chéo chinh, h
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Bdng 2. K&t qud ki€m dinh méi quan hé gitia céc khdi niém trong mé hinh nghién cliu

GT M@éi quan hé Hé s& chudn héa P-value Kétluan

H1a CSR x& hoi -> Sy hai long 0,293 0,000 Chép nhén
H1b CSR kinh t€ -> Sy hai long 0,197 0,007 Ché&p nhéan
H1c CSR dai véi cac bén lién quan -> Su hai long 0,152 0,037 Chap nhan
H1d CSR mi trudng -> Sy hai long 0,172 0,017 Chap nhéan
H2a CSR xa hdi -> Long trung thanh 0,140 0,043 Ch&p nhan
H2b CSR kinh t€ -> Long trung thanh 0,191 0,007 Chéap nhan
H2c CSR d6i vai cac bén lién quan -> Long trung thanh 0,225 0,001 Ch&p nhan
H2d CSR méi trudng -> Long trung thanh 0,109 0,115 Bac bd

H3 Su hailong -> Long trung thanh 0,272 0,000 Ch&p nhan

5.Ham y nghién citu

Nghién cifu nhAn manh tAm quan trong ctia viéc
thuc hanh CSR trong qué trinh gia tdng sy hai long
va thiic ddy 1ong trung thanh ctia khach hang trong
linh vuc khich san, ddng thdi ciing cung cip bing
chitng thuc nghiém quan trong vé mdi quan hé gitta
cédc thanh phan ciu thanh nén CSR Khich san, su
hai long va long trung thanh. Vi vay, cdc khach san
caAn tap trung hon vao cic chuong trinh CSR va thuc
hién cdc chuong trinh nay mot cach trung thuc va
hiéu qua nhim thé hién cam k&t manh mé cia
khach san d6i v6i xa hdi, kinh t&€, cai thién Igi ich
clia cdc bén lién quan va huéng dén phat trién bén
vitng vé mdi trudng. Thuc hanh CSR xa hdi, cdc
khéch san cam k&t cdi thién phiic 1¢i clia cong dong
noi minh hoat dong; tich cuc tham gia céc sy kién
x4 hoi va vian héa (nhu Am nhac, thé thao, ...); ddi
xUr cong bing v6i nhan vién (khdng phan biét doi

TAILIEU THAM KHAO:

Nguén: Nhém tdc gid thicc hién

xU va lam dung nhin vién, khong phan biét gidi
tinh, chling toc, ngudn gdc hoic tdn gido); gilp gidi
quyét cdc van dé xa hdi. Thyc hanh CSR kinh t&,
céc khidch san nén c6 ging dat dugc thanh cong lau
dai; cdi thién hiéu qud kinh t&€ cia minh; ddm bdo
sy ton tai va thanh cong trong dai han; ki€m soat
chat ché chi phi ctia minh. Thuc hanh CSR moi
trudng, cdc khdch san chid trong bdo vé moi trudng;
gidm tiéu thu tai nguyén thién nhién; tii ché rdc
thai; truyén thong d&n khach hang nhitng thuc hanh
vé moi trudng clia minh. Thyc hanh CSR cdc bén
lién quan cac khach san quan tim t§i muc tiéu ting
trudng bén vitng, xem trong cic thé hé twong lai;
ton trong cic quyén clia ngudi tiéu diing ngodi cic
yéu cAu phdp 1y; cung cAp thong tin ddy di va chinh
x4c vé sdn pham/dich vu ctia minh cho khach hang;
cung cAp moi trudng 1am viéc lanh manh va an toan
cho cdcnhdn vién ®
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ABSTRACT:

This study explored the impact of corporate social responsibility on the satisfaction and
loyalty of tourists in the hotel industry. The Structural Equation Modeling (SEM) method was
applied to test the proposed research model and hypotheses. The study’s results revealed that all
four components of CSR in the hotel industry, including social, economic, environmental, and
stakeholder components, have positive impacts on guest satisfaction. However, only three
factors, including social, economic, and stakeholder components, have significant impacts on
guest satisfaction. The study’s results also confirmed that satisfaction has a significant positive
influence on the loyalty of guests.

Keywords: corporate social responsibility, hotel, stakeholders, environment, satisfaction,

loyalty.
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