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TOM TAT:

Nghién citu sit dung mo6 hinh hanh vi c6 k& hoach, xem xét mdi quan hé trich nhiém xa hoi
(CSR) va truyén thong trach nhiém xa hoi tdi hanh vi mua clia ngudi tiéu diing tai siéu thi Ha Noi.
K&t qua cho thd'y m&i lién hé tich cuc gitta CSR va truyén thong CSR dnh hudng tich cyc d&€n hanh
vi mua hang ctia khach hang. Nghién cttu ndy ting hd viéc ting cudng cic hoat dong truyén thong
CSR biing cich dua ra biing chiing c¢6 lién quan d€ nha quan ly siéu thi va cong chiing ting hd cic

sédng kién CSR.

Tu khéa: trach nhiém xa hoi, truyén thong CSR, md hinh TPB, hanh vi mua hang, si€u thi tai

thanh phd Ha Noi.

1. bit van dé

Viét Nam 13 modt qudc gia ¢6 nén kinh t& dang
phat trién nhanh chéng trong khu virc Pong Nam A.
Chinh vi vy, thi trudng bdn 1¢ tiéu dung tai Viét
Nam dugc coi 13 thi trudng tiém ning v6i dan so
hon 99 triéu ngudi va thu nhap binh quan ting trong
nhiéu nim qua.

CSR 1a mot chii dé dugc quan tAm tif nhitng
nim 50 clia th€ ky trudc va vin dang thu hdt rat
nhiéu sy chd y clia cdc nha nghién ctu. Vé mit 1y
thuy€&t, CSR 1a mot chd dé quan trong trong linh
virc quan tri kinh doanh va ti€p thi, dugc khai thic
rong rai trong cic tai liéu (Kechiche and Soparnot,
2012, Latapi Agudelo et al., 2019). Trong mdi
trusng kinh doanh toan ciu, cic hoc gid di chuyén
sang tim hi€u phan ng clia ngudi tiéu diing d6i véi
CSR. Trong d6, ngudi ti€u dung thich nhitng sédn
phéfm ma ho cdm nhin dudc cdc hoat dong CSR.
Nghién citu nay k€ thira tir nghién citu trude d6 ctia
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(Dang Manh Vu et al., 2021), st dung mé hinh 1y
thuy€&t hanh vi c6 k&€ hoach dé€ xem xét tic dong
clia CSR dén hanh vi mua sidm clia ngudi tiéu
diing, ddng thdi m§ rong, kham pha tic dong cda
truyén thong CSR d€n hanh vi mua sém cla ngudi
tiéu dung. Do d6, nghién cttu diat ra mot cau hoi
nghién cttu: CSR va truyén thong CSR 4nh hudng
nhu thé nao d&€n hanh vi mua sim clia ngudi tiéu
dung tai siéu thi Ha Noi?

2. Khung Iy thuyét va thiét ké gia thuyét

2.1. CSR va truyén thong CSR

CSR dugc dé cap lan ddu tién trén thé giGi vao
nim 1953 va dudng nhu da trd thanh chii dé thu
hiit sy chi ¥ 16n trong thé ky XXI. CSR 1a “cam
két clia doanh nghiép déng gép vao su phat trién
kinh t& bén virng vdi ngudi lao dong, cong dong
dia phuong va toan xi hoi d€ cai thién chit lugng
cudc sdng clia ho, theo cdch vira c6 1¢i cho doanh
nghiép vira c6 1gi cho sy ting trudng” (Carroll and
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Shabana, 2010). Theo (Kotler and Lee, 2008) 1a
“cam k&t cdi thién phic 1¢i x4 hdi thong qua cic
hoat dong kinh doanh va ting cudng ngudn luc
cho doanh nghiép”. Trong nghién ctu nay, CSR
dugc hi€u 12 sy cam két tu nguyén ctia doanh
nghiép trong cdc hoat dong kinh doanh vi sy phét
trién kinh t&€ bén vitng, dugc thé hién thong qua
viéc cong bd gia tri ¢t 161, cam két, bdo cdo v6i
cong ching, cong ddong va khach hang. CSR véi
khdch hang dé cip dén cdc hoat dong cé trach
nhiém xa hdi mang lai 1¢i ich cho khdch hang nhu
didm bdo chdt lugng sadn phim, dich vu, gid cd
phdi ching, phan phdi, phdn hdi quan tim, dim
bdo thdng tin va cdc mdi quan tAm khdc nhu hoat
dong tir thién, bdo vé moi trudng... cia khach
hang (Rashid et al., 2015). CSR véi cong dong dé
cAp dén tA't c cac 1gi ich truc ti€p va gidn ti€p clia
cong dong dén tir sdng ki€n va két qua cda cdc
hoat dong xd hoi cia mot td chuc, cong ty hoidc
tap doan ddi v6i cong dong (Masum et al., 2020).

Truyén thong CSR di dugc quan tim tif nim
(Podnar, 2008), 12 "qud trinh ma cong ty thi€t k&
cdc chuong trinh truyén thong va thong tin vé cic
nd luc CSR ciia ho" (Morsing and Schultz, 2006) dé
tac dong d&n hinh 4nh clia t8 chitc d6i v6i cac bén
lién quan va xa hoi, tao ra nhan thic tich cuc cta
ngudi tiéu dung (Vanhamme and Grobben, 2009).
Ngay tir nim 1984, Freeman (R. Edward Freeman,
1984) da goi y ring mdi quan hé t8t hon vdi cdc bén
lién quan c6 thé din d&n két qua tai chinh tSt hon.
Do d6, nén chuyén trong tim truyén thong tir
truyén thong mot chiéu sang truyén thong hai
chiéu. Hon nita, né€u mot doanh nghiép mudn gidm
su hoai nghi va ting do tin ciy, nén chon mot cha
dé hoic chuong trinh trach nhiém x4 hdi phit hdp
Vi cdc hoat ddng cdt 16i ctia minh va sau d6 truyén
dat diéu nay theo mdt cach rit tinh t& thdng qua cic
phuong tién truyén thong ddng tin cdy nhu bdo cdo
thutng nién (Schmeltz, 2012).

Véi su phat trién clia khoa hoc va cong nghé,
ngudi tiéu diing ngdy nay c¢6 nhiéu phuong tién va
cong cu hon dé tim hiéu thong tin so vdi trudc day.
Sy dé dang ti€p can thdng tin ning cao nhan thic
va su nhay cAm clia ngudi tiéu dung ddi v6i xa hoi
va mdi trudng, mong dgi cdc doanh nghiép kinh
doanh theo cach than thi€én v6i moi trudng va than
thién v6i khach hang (Gupta et al., 2021). Truyén
thong CSR bao gdm cic phudng tién truyén thong

va nguyén tic truyén thong d€ dat dugc muc tiéu
truyén thong clia doanh nghiép. Cic cdng ty sé xay
dung hinh 4nh CSR, diéu nay s& 4nh hudng dén y
dinh mua hang ctia ngudi tiéu dung (Chu and Chen,
2019), dic biét trong c4c giao dich va mdi quan hé.
Ngudi tieu ding mua nhiéu hon va déng gép
(Chung and Lee, 2022, Smith et al., 2010) vao moi
quan hé lau dai gitta ngudi tiéu dung va cong ty (Du
etal., 2007).

2.2. M6 hinh hanh vi c¢é ké hoach TPB

Trong nghién cttu nay, mo6 hinh hanh vi ¢6 k&
hoach (TPB) do (Ajzen, 1991) dugc st dung nhu
mot trong nhitng cdng cu phu hgp danh gid y dinh
mua. Tdc dong ctia cdc bi€n trong mod hinh TPB
dén y dinh mua hang clia ngudi tiéu ding va mic
dd tdc dong 1a khong nhi't quin va phu thudc vao
bdi cidnh nghién ctu (Nguyén Thi Tuyét Mai,
2019). Mot s6 nghién cttu cho ring thdi do va
chudn muc chd quan cé tuong quan tich cyc véi y
dinh mua san pham (Li va cong su, 2020, Xu va
cong su, 2020), trong khi cdc nghién cttu khéac cho
ring moi lién hé nay khong c6 ¥ nghia (Paul va
cong su, 2016, bang Manh Vi va cong su, 2021).
Do d6, trong nghién ctdu nay, tic gid xem xét lai
mdi quan hé giita cac bi€n cta ly thuyé&t hanh vi c6
k& hoach vdi 2 bi€n thdi d6 doi v6i san phdm va
chuidn muc chii quan d6i véi y dinh mua hang cia
ngudi tiéu dung Viét Nam.

2.3. Tdc dong ciia ¥ dinh mua hang dén hanh vi
mua hang tai siéu thi

Hanh vi mua hang ctia ngudi ti€u diung 1a hanh
vi str dung tién hoidc cac khodn tuong duong tién dé
d6i 14y hang héa/dich vu d4p tng nhu cAu va mong
muon clia ngudi tiéu diing. Hanh vi mua hang clia
ngudi tieu ding c6 lién quan chit ché d&én qu4 trinh
ra quyét dinh clia ngudi tiéu ding.

Nghién cttu vé cdc yé&u t6 4nh huéng dé€n hanh
vi mua sdm clia ngudi tiéu dung chii y&u lién quan
dén cdc md hinh nghién ctfu vé qud trinh mua sim
va muc tiéu ti€p can khdch hang clia cdc hoat dong
ti€p thi ctia doanh nghiép. Ti€p thi c6 mdt muc ticu
- ti€p can ngudi tiéu diing vio nhitng thdi diém 4nh
huéng nhat d&én quyét dinh clia ho khi ngudi tiéu
diing da sin sang, dugc goi 1a "diém ti&p xic". Cic
nha ti&p thi ludn tim ki€m nhitng khodnh khic d6.
Do d6, cic nha ti€p thi ¢d ging hiéu qud trinh ra
quyé&tdinh ctia khdch hang.

Ngudi tiéu ding bit ddu v6i nhin thic vé nhu
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cAu doi v6i hang héa va dich vu, tim ki€m thdng tin,
ddnh gid cdc phuong 4n thay thé va dua ra quyét
dinh mua hang. Sy k&t hgp giita md hinh hanh vi c6
k& hoach va qud trinh ra quyét dinh clia tiing ngudi
tiéu diing dudc cho 1a c6 ¥ nghia trong viéc ki€m tra
¥ dinh hanh vi va hanh vi mua hang clia ngudi tiéu
dung (Wee et al., 2014). Nghién citu xdc nhan ring
c6 moi quan hé tich cuc gifta y dinh va hanh vi mua
hang thuc t&€ clia ngudi tiéu diing, thy thudc vao dic
di€m ctia nhém khach hang.

Bén 1¢ 1a mdt nganh quan trong trong nén kinh
t& va dong vai tro k&t ndi ngudi tiéu diing va hang
héa sin xuat. Ban 1 1a mot ngdnh cong nghiép da
dang va ning dong, cung cAp nhiéu loai hing héa
va dich vu cho ngudi tiéu ding, chi€m mot phian
d4ng k€ trong nén kinh t& toan cau (Dal Mas et al.,
2022). C4c nha ban 1& khong chi phdi ti€n hanh
kinh doanh mot cdch c6 trach nhiém ma con phai
cung cip cic san pham do nha cung cip clia ho sin
xuét theo cach bén vitng. Cdc nha ban 1 toan cau §
cdc khu vyc khic nhau dudng nhu ¢6 cdc vu tién vé
trach nhiém xa hoi khac nhau, thudng la theo sy
thiic giuc ctia chinh pht hodc cdc quy dinh cla ting
qudc gia.

Nghién ctu vé mdi quan hé cia CSR trong
nganh bén 1 quan tAm dén nhitng khia canh nao sé
c6 lién quan dén nganh nay. Vi du, mot nghién citu
vé 23 nha ban 18 16n nhat thé gidi hién nay cho thiy
bon chiéu huéng vé tinh bén vitng vé mit xa hoi,
kinh t&, moi trudng va chudi cung tng (d6i v6i cac
nha cung cip lién quan dén lao dong tré em, siic
khde, an toan va & nhiém modi trudng 12 nhitng van
dé dugc quan tim nhat (Rahdari et al., 2020).

Tuy nhién, chua ¢6 qua nhiéu nghién ctu dong
thdi xem xét moi quan hé giita CSR va § dinh, hanh
vi mua sim clia ngudi tiéu dung trén thé gidi va
Viét Nam. Tl nhitng biing ching trén, tdc gid c6
dong lyc tim ra ciu trd 13i va dé xuat gia thuyét sau:
(Hinh 1)

Hinh 1: Mé hinh dé xuét

H1a+

CSR
Khach hang

CSR

Céng déng Chuan chi quan
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( Théi do a6 vai hanh viN
Hib +

3. Phuong phap ludn

3.1. Thu thdp dii li¢u va phdn tich mo td

Phuong phdp luin clia cudc khdo sat dudc tién
hanh bit diu biing phan tich mo td miu. Nghién
cttu dudc ti€n hanh tai Ha Noi, thanh phd 16n thit
hai tai Viét Nam v6i 458 phan hoi hdp 1é. Thong
tin chung vé ddi tugng trd 15i badng khio sit, c6
thé thdy, khong c6 su khic biét 16n giita nam va
nit, d6i tugng khdo st chi y&u 1 nhitng ngudi tré
tir 18 dén 45 tudi, nghé nghiép chinh 13 hoc
sinh/sinh vién/nhdn vién vdan phong cd thu nhap tu
5-10 triéu dong/ngudi/thang.

Trong s6 nhitng phan hdi hgp 1& d6, moi ngudi
déu cho biét da tirng d&n siéu thi € mua hang
(458/458 dat 100%). Tan sud't khach hang thudng
di siéu thi la 20.20% khach hang di siéu thi trung
binh 3 14n/1 tuin, 28.50% di 1 1an/1 tuin, 19.03%
khdch hang di 2 tudn 1 1an va 22.40% khdch hang
di siéu thi 1 thdng/1 Ian.

Cé4c siéu thi ma ngudi trd 1i thudng xuyén dén
1an lugt1a Winmart, Aeon mall, Tmart, Go!, Mega
market. Si€u thi Winmart 1a si€u thi c6 42 siéu thi
tai Ha No6i, khong tinh Winmart + clra hang tién
191, 1a siéu thi c6 s& lugng 16n nhat, ngudi tra 161
khong phin biét quan huyén nio ciing c6 thé dé
dang tim thdy siéu thi gin nhat. Ti€p theo 12 Aeon
Mall, Tmart va Go!.

4. K&t qua nghién cifu

Nghién citu ti€n hanh cdc budc tir ki€m dinh d6
tin cdy t6i phan tich cdc nhian t8 khdm phd va
ki€m tra md hinh ciu tric. K&t qua tat ca cdc gia
thuyét néu trén déu dudc chap nhan. Hé s6 udc
lugng 1a duong, cho thdy cdc mdi quan hé trong
md hinh c6 tuong quan duong. Ti€p theo, nghién
citu xem xét badng hé s& hdi quy chuin héa d€ biét
huéng tic dong clia gid thuyé&t dé xuat.

- CSR véi khiach hang c6 tac dong tich cuc dén
thdi @6 va chudn chd quan ctia ngudi tiéu ding.
Trong d6, mdi quan hé giita CSR véi khach hang

C Truyén thong CSR )

H3a + H3b +

H5 +
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c6 tic dong manh hon dén thdi do so vdi chuin
muc chi quan.

- CSR véi cdng ddng c6 tdc dong tich cuc d&€n
thdi d6 va chuidn muc chii quan clia ngudi tiéu
dung. Trong d6, CSR vdi cong ddng c6 tic dong
manh hon d€n chudn muc chi quan so vGi thdi do.

- Truyén thong CSR tdc dong tich cuc va manh
mé dén hanh vi mua hang cla ngudi tiéu dung.

V6i cdc két qua nghién cttu trinh bay trong
phin nay, cho thdy md hinh va gid thuyét xay
dung dudc st dung 1a phit hgp va c6 y nghia dé
dat dugc cdc muc tiéu nghién citu da dé ra ban
diu. Trong phan ti€p theo, nghién ctu thdo luin
vé cdc k&t qua nghién ctiu va cdc khuyé&n nghi.

5.Ké&tluan

K&t qua nghién citu cho thdy CSR 4nh hudng
dén y dinh mua va hanh vi mua clia ngudi tiéu
dung tai siéu thi. M6 hinh hanh vi ¢6 k& hoach
dudc thdy 1a phlt hgp trong viéc gidi thich mdi
quan hé gitra trdch nhiém x4 hoi cia khdach hang
va cdc khia canh cong dong 4nh hudng d&€n y dinh
hanh vi cia ngudi tiéu ding. Y dinh mua gidi thich
29,8% sy bién thién trong hanh vi mua. K&t qua
nay cho thdy y dinh khong phdi 1a yé&u t6 du bdo
duy nhat cia hanh vi mua. Trong mot s& nghién
cttu lién quan d&€n y dinh hanh vi trong mot s bdi
canh khdc, mitc d gidi thich ctia y dinh d6i vé6i
hanh vi tuong ty nhu nghié€n cttu nay (Shirokova et
al., 2016).

Thdi dd va chuin chi quan trong mo hinh c6 y
nghia thong ké, déng vai trd tdc dong dé€n y dinh
mua clia ngudi tiéu dung. K&t qud nay phu hop
v6i nghién cttu (Koszewska, 2016, Periyayya et
al., 2016) vé moi quan hé giita thdi do va chuin
chi quan dén y dinh mua cla ngudi tiéu dung.
Nhu vay, trong qud trinh mua sim va tiéu dung
hang héa, thai do thé hién nhan thifc va cdm xic
clia ngudi tiéu diing d6i véi siéu thi ma ho dén
mua sim, hinh thanh nhitng ddnh gid tiéu cuc
hoic tich cuc phan 4nh trong suy nghi ctia ho vé y
dinh mua. Chu&n chii quan thé hién nhén thifc cia
mdt c4 nhan vé viéc thyc hién hay khong thuc
hién y dinh hanh vi. Nghién cttu cho riing, do bdi
canh nghién citu va do6i tugng nghién ciu khic
nhau nén Iy do khéc véi cdc két qua nghién citu
tru§c ddy nhu (Eng et al., 2022, Dang Manh Vu et
al., 2021).

CSR v6i khdch hang va cong dong c6 mdi quan
hé tich cyc hinh thanh nén thdi d6 ctia ngudi ti€u
diing va chudn muc chi quan. Piéu nay cho thdy,
CSR véi khdch hang va cong déng c6 tic dong
dé&n nhan thic clia khdch hang, vi thdi do va
chudn muc chi quan dudc téng hdp tir nhan thic
clia ngudi tieu dung. CSR véi cong ddong c6 moi
quan hé chit ché véi thdi dd ma bi€n nay c6 tic
dong manh dé&n y dinh mua hang clia ngudi tiéu
dung. CSR v6i khdch hang ¢c6 m&i quan hé chit
ché& vé6i chuin chd quan - 4nh hudng d&n 4p luc
nhén thic clia c4 nhan d€ thuc hién hoic khong
thuc hi€n hanh vi.

K&t luan nay c6 y nghia d6i véi cdc doanh
nghiép mudn thAm nhdp thi trudng Viét Nam
trong linh vuc bdn 1é. Cdc doanh nghi€p dugc
khuyé&n khich thuc hién cdc sing ki€n CSR dé
ting cling nhu tdc dong tich cyc d€n y dinh mua
hang va hanh vi mua hang ciia ho.

6. Nhitng han ché& va huéng nghién cifu trong
tuong lai

Nhu vé6i bat ky nghién citu nao, c6 mot s6 han
ch€ trong nghién cttu ma ching tdi dé xuit nén
dudc gidi quyét trong cdc nghién cfu trong tuong
lai. Thit nhdt, nghién ctu tai Ha Noi van chua
phan dnh dugc ¥ dinh hanh vi clia ngudi tiéu diing
Viét Nam. C6 thé cic khu vuc va ving mién khic
nhau sé& ddnh gid va cdm nhin khic nhau. Piéu
nay cho thi'y cin c6 thém mot cudc khdo sit toan
qudc dé c6 két qua danh gid t6t hon. Cu thé hon,
phuong phdp va s6 lugng mAu khong qud cao. Nhu
da lvu y & trén, cdc nghién ctfu 14y miu ngiu
nhién don gidn, khong xdc sudt c6 thé van chua
nhin dugc ddnh gid cla nhiéu nhém tudi. SO
lugng miu ciing chi hon 400 miu, c6 thé khong
nhiéu. N&u dudc md rong va ting 1én, két qui
nghién citu sé tdt hon. Thif hai, nghién citu chua
chi ra cdc y€u t& dnh hudng va cdn trd hanh vi
mua hang tir y dinh mua hang cla ngudi ti€u dung.
Do d6, cic nghién cttu trong tuong lai c6 thé coi
bi€n y dinh mua hang 1a modt bi€n trung gian
huéng téi hanh vi mua hang clia ngudi tiéu ding.
Tht ba, nghién cifu trong tuong lai cé thé xem xét
nhirng ngudi Gng hd cdc doanh nghiép c6 trich
nhiém & cac khu vuc khdc d€ kham phd sy khic
biét trong phdn Gng clia ngudi ti€u ding trén toan
nganhbdnlé m
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ABSTRACT:

This study employs the Theory of Planned Behavior to explore the impact of corporate social
responsibility (CSR) and CSR communication on consumer purchasing behavior in supermarkets
in Hanoi. The findings reveal a positive relationship between CSR and CSR communication, both
of which significantly influence customer purchase decisions. By offering empirical evidence,
the study underscores the importance of effective CSR communication in driving consumer
behavior, providing valuable insights for supermarket managers and the public to bolster support
for CSR initiatives.

Keywords: corporate social responsibility (CSR), CSR communication, TPB model,
purchasing behavior, supermarkets in Hanoi city.
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