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TOMTAT:

Nghién cttu tim hi€u anh hudng cla trach nhiém xa hoi (CSR) d&n long trung thanh ctia khach
hang cho trudng hop cic thuong hiéu my phdm Viét Nam. CSR dudc do ludng v6i 16 bi€n va long
trung thanh cla khach hang dudc do ludng v6i 6 bién. Nghién citu cho thdy, 4nh hudng c6 ¥ nghia
va tich curc ctia CSR dén 1ong trung thanh ctia khich hang, trong d6 trach nhiém vé dao dic ¢6 4nh
hudng tich curc nhat, ti€p dén 12 trach nhiém vé phdp 1y, trach nhiém vé tir thién va trich nhiém vé
kinh t&€. Nghién ctfu ¢6 y nghia thyc tién trong viéc xay dung chién lugc CSR va truyén thdng vé

CSR cho thuong hiéu my phim Viét Nam.

Tir khéa: trach nhiém xa hoi, long trung thanh ctia khdch hang, my phim.

1.Pat van dé

Theo céc nghién citu vé trach nhiém xa hoi ctia
doanh nghiép (CSR) tai cdc qudc gia phdt trién,
ngudi tieu dung cho ringdoanh nghiép nén thuc
hién CSR va diéu nay 4nh hudng dén cic quyét
dinh ti€p tuc mua lai (Sen & Bhattacharya, 2001).
Tuy nhién, mdi quan hé gitta CSR va long trung
thanh clia khach hang trong bdi cinh clia cdc nude
dang phat trién chua dugce nghién cttu nhiéu. Muc
tiéu clia nghién citu nay 1a 14p diy khodng trong
nghién cttu bing cich tap trung vao cdc thuong
hiéu my phdm ctia Viét Nam. Viéc nghién cttu nay
bit ngudn tir 2 1y do: (1) tai Viét Nam céc hoat ddng
CSR con kha mdi mé doi v6i ngudi tiéu dung. (2)
do su khac biét vé kinh t&€ din dén su khic biét vé
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nhan thiic va nhu ciu. Trong khi ngudi tiéu dung &
cdc nu6c dang phat trién vin dang c6 ging thda
min cdc nhu ciu cAp thap thi ngudi tiéu diing & cic
nu6c phat trién quan tim dén viéc gidi quyét cic
nhu ciu ciAp cao hon.

2. Co's6 1y thuyét

2.1. Trdach nhié¢m xa hi ciia doanh nghi¢p

Theo Lién hdp qudc, CSR 1a modt khdi niém
qudn 1y, theo d6 céc doanh nghiép 1ong ghép céc
mdi quan tAm vé xd hdi va moi trudng vao céc
hoat dong kinh doanh ma qua dé tao ra su cin
biing giita ky vong ctia ¢ dong va céc trach nhiém
v€ kinh t&, mdi trudng va xa hodi. Cdc hudng ti€p
cin vé& CSR chi y&u theo quan diém kim tu thap
ctia Carroll (1979), quan di€ém phat trién bén viing
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va quan di€m cdc bén hitu quan. Quan di€ém kim tu
thdp ctia Carroll (1979) xdc nhin CSR bao gdm
ciac ky vong vé kinh t&, phidp 1y, dao didc va tir
thién. Quan di€m phat trién bén vitng coi CSR 1a
mot ciu tric 3 chiéu, bao gdm cdc trdch nhiém vé
kinh t&, moi trudng va xa hdi. Quan diém cic bén
hitu quan ctia Freeman va cong sy (2010) phian
chia CSR bao gdm trach nhiém ddi vdi ¢ dong,
khédch hang, ngudi lao dong, moi trudng, xa hoi va
cidcbén lién quan khac.

Trong nghién cttu nay, tic gia chon huéng ti€p
cin CSR theo quan di€m mo hinh kim tu thdp cla
Carroll von 1a huéng ti€p cian dudc nhiéu nha
nghién ctu lya chon khi ddnh gid dnh hudng cta
CSR dén y dinh hanh vi cla ngudi tiéu ding bdi
day 1a md hinh CSR ndi ti€ng nhat (Visser, 2010)
va day 12 md hinh duy nha't chi ra cach thic quén 1y
céc hoat dong CSR nén rit c6 y nghia ddi véi cic
nha quédn Iy trong viéc xay dung cic chi€n lugc
CSR niim trong c4c chién lugc kinh doanh t8ng thé
ctia doanh nghiép (Maignan & Ferrell, 2003).

2.2. Long trung thanh ciia khdch hang

Long trung thanh ctia khdch hang dugc Jacoby
va Chesnut (1978) dinh nghia 1a phan &ng hanh vi
thién vi clda ngudi tiéu ding ddi véi mot hoiic
nhiéu thuong hiéu thay thé& trong s6 cidc thuong
hiéu. Long trung thanh theo dinh nghia nay la hanh
vi mua lip lai dong thdi di kém v6i cam két gin
b6. Pay ciing 14 cich ti€p cin phd bi€n d€ phan
tich long trung thanh mot cidch chinh xdc vi bao
gdm c4 hanh vi trung thanh va thdi d trung thanh.
B3i néu chi xem xét hanh vi mua lip lai ¢6 thé dan
dé&n ddnh gi4 sai 1éch do khach hang khong c6 su
lra chon ndo khdc nén cAn k&t hdp v6i thdi do
trung thanh d€ nhan biét sy trung thanh tich cuc,
khong chi 1a mua 1dp lai ma con thdi @6 yéu thich
that sy va nhitng truyén miéng tich cuc. Do d6,
nhiéu nha nghién ctu d4nh gid sy trung thanh clia
ngudi tiéu dung bing thdi do trung thanh (Nguyen
& LeBlanc, 2001).

2.3. Ly thuyét nhan dang xa hoi

Ly thuyé&t nhan dang xa hoi ctia Tajfel (1974)
giai thich 4nh huéng ctia CSR dén long trung thanh
cta khach hang. Cac c4 nhan ludn cdm nhan sy gén
k&t va thudng thién vi cho thanh vién ctia nhém ma

ho thudc vé va khi nhém ciia ho dat dudc nhitng
thanh tich ding khen nggi, c4 nhan s& cdm thay tu
hao va cang mudn gén bé v6i nhém ctia minh hon.
Do d6, trong m&i quan hé giita khdch hang va
doanh nghiép, c6 thé thdy néu doanh nghiép c6
nhitng hanh x& t&f t& thé hién qua viéc d6i xi binh
déng véi ngudi lao dong, déng gop cho sy phat trién
bén vitng cta xa hoi, hanh dong vi moi trudng...
khach hang tin ring doanh nghiép d6 c6 nhitng dic
di€m “cong hudng vdi cai tdi clia ho”, khi€n ho uu
4i cho doanh nghiép va mudn st dung san phdm va
dich vu dé qua dé cé thé khezlng dinh minh.

2.4. M6 hinh nghién citu dé xudt va cdc gid
thuyét nghién ctiu

Hién nay, nganh my phdm Viét Nam bao gom
cdc thuong hiéu phd bi€n nhu Cocoon, Théi
Duong, Decumar, Lana, Thorakao, Vedette..
Trong hoat dong kinh doanh, cdc doanh nghiép
ludn c6 nhitng nd lyc thuc hién cdc hoat dong CSR
nhu tai trg cho cdc hoat dong gido duc, y t&, thé
thao, bdo vé& moi trudng.

Nghién citu nay ddnh gid dnh hudng cia cic
thanh phin CSR vé kinh t&, phap 1y, dao dic va tir
thién theo mo hinh kim tu thdp cda Carroll dé€n
1ong trung thanh ctia khach hang. D€ dua ra cic
gid thuy€&t vé dnh huéng ctia CSR dén long trung
thanh ctia khach hang cho trudng hgp nganh my
phdm Viét Nam, tic gia lugc khdo cdc nghién citu
truc ddy trong nganh my phim va sin phim
chdm s6c cd nhan.

Nghién citu cia He & Lai (2014) cho cédc thudng
hiéu my phdm tir Hong Kong da cho thiy trach
nhiém vé phép Iy va trach nhiém vé dao difc clia
cdc thuong hiéu c6 thé cii thién 1ong trung thanh
véi thuong hiéu thong qua viéc ning cao hinh dnh
thuong hiéu. Khao st cia Suh & Yoo (2014) véi
cdc khich hang clia cdc thuong hiéu m§ phim Han
Qudc di cho thdy khach hang nhan thitc dudc cic
hoat dong CSR, va nhitng cdm nhin nay c¢6 anh
hudng tich cyc dén long trung thanh véi thuong
hiéu. Nghién ctu ctia Moisescu (2015) cho san
phim chiam s6c cd nhan thi trudng Pong Au ciing
cho thay trdch nhiém vé kinh t& va tir thién mang
lai nhitng cAm nhan tich cyc va khién khach hang
trung thanh véi thuong hi¢u.
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Do d6, tdc gid dé xuat cac gid thuyét cho trudng
hgp ngainh my phadm Viét Nam:

HI: Trdach nhiém vé kinh t& cé dnh hudng tich
cuc dén long trung thanh ciia khdch hang.

H2: Trdch nhiém vé phdp 1y cé dnh hudng tich
cuc dén long trung thanh ciia khdch hang.

H3: Trdch nhiém vé dao diic ¢é dnh hudng tich
cuc dén long trung thanh ciia khdch hang.

H4: Trdch nhi¢m vé tix thién cé dnh hudng tich
cuc dén long trung thanh ciia khdch hang.

Céc bi&n va thang do: C4c thang do cho cdc bi€n
doc 1ap bao gom trach nhiém vé kinh t&, phap ly,
dao diic va tir thién dudc k€& thira tif nghién cttu cla
Maignan (2001), thang do cho bi€n phu thudc Iong
trung thanh ctia khach hang dugc két thira tir nghién
cttu ctia Moisescu (2015).

3. Phuong phap nghién ciu

Phuong phdp nghién cttu dinh lugng dva trén
bang ciu héi thang do 5 diém Likert vdi cic doi
tugng 12 khach hang di st dung cic my phim
thuong hiéu Viét Nam va dang tiép tuc st dung cic
m¥ phim nay tai cdc ctta hang kinh doanh nhitng
thuong hiéu nay. Phuong phdp hdi quy tuyén tinh
dugc thuc hién trén phAn mém SPSS 20 nhim ki€m
dinh m6 hinh va cic gia thuy&t thong qua viéc phan
tich cdc chi s6 Cronbach’s Alpha, phan tich EFA va
phan tich hdi quy. Theo Hair va cong su (2005),
kich c& miu t3i thi€u bing 5 14n s6 bi€n quan sit.
Véi tdng s6 bién quan sat 1a 22, tic gia di ti€n hanh
khdo sdt 374 miu, qua sang loc con 360 phi€u hgp
1&, trong d6 nit gidi 1a 275 ngudi chi€m 76,39%,
nam giGi 85 ngudi chi€m 23,61%. Mau khao sit c6
d6 tudi tuong doi tré, dudi 40 tudi chi€ém 77,78% va
c6 thu nhap dao dong trong khodng tir 5 dén 15
triéu dong (chi€m ty 1& 83,3%).

4. K&t qua nghién cifu

Kiém dinh d6 tin ciy cda thang do: K&t qua cho
thay, cdc bi€n quan sét trong mo6 hinh déu c6 hé s&
tuong quan bién téng > 0.3. Hé s6 Cronbach’s
Alpha clia c4dc khi niém > 0.6 nén dat yéu cAu vé
do tin cay. Céc bi€n quan sit dugc dua vao phan
tich EFA.

Phan tich nhan t& khdm ph4: Kiém dinh KMO
va Bartletts Test cho thdy, 0.5 < KMO =0.892 < 1
va Sig Barletts Test = 0.000 < 0.05 cho thdy phan
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tich nhan t6 1a phi hgp. Gia tri Eigenvalue = 1.902
> 1 va trich dugc 4 nhin t6 mang ¥ nghia tém tit
thong tin t6t nhat. Téng phudng sai trich = 70,472%
> 50% cho thdy mo hinh EFA phii hop. 4 nhan t6
dugc trich ¢d dong dugc 70,472% bién thién cédc
bi€n quan sit. K&t qua phan tich EFA cho thdy,
thang do cac bi€n doc 1ap 4nh hudng d€n 1ong trung
thanh ctia khach hang tir 4 nhém y€&u t& ban dau sau
khi phan tich EFA dugc nhém lai thanh 4 nhan t6
vdi 16 bi€n quan sat.

Phan tich tuong quan: K&t qud cho thay, long
trung thanh ctia khach hang (LOY) ¢6 quan hé
tuong quan ddi véi tit cd cdc bién doc 1ap (ECO,
LEG, ETH, PHI) do céc gia tri Sig déu rit nhd
(0.000). Do d6, chiing c6 y nghia vé mit thong ké.
Trong d6, tuong quan cao nhat ddi véi LOY 1a ETH
(r = 0.352) va tuong quan thap nhit v6i LOY la
ECO (r=0.150).

Phan tich hdi quy tuyé&n tinh: K&t qua phan tich
hdi quy cho thiy c6 hé s6 Sig. F = 0.000 < 5% nén
mo hinh hdi quy ¢6 ¥ nghia va phit hop véi tap dir
liéu thu dugc. R? hiéu chinh = 0.571, c6 thé k&t luin
bi€n doc 1ap dua vao hdi quy 4nh huéng 57,1% su
thay d6i cta bién phu thudc. M6 hinh cho thiy,
ki€m dinh t ctia 4 bi€n doc lap ECO, LEG, ETH,
PHI déu c6 Sig. < 0.05 va cic bi€n déu 4nh hudng
tich cuc dén LOY, theo tht tv ETH (0.272), LEG
(0.250), PHI (0.225), ECO (0.109).

Mo hinh dugc biéu dién dudi dang phuong trinh
hdi quy tuyén tinh nhu sau:

LOY = 0.272ETH + 0.250 LEG

+0.225 PHI + 0.109ECO

K&t qua phan tich hdi quy tuyé&n tinh (Bing 1).

5. K&t luan va ham §

Nghién cttu da xem xét toan dién anh hudng cia
titng khia canh CSR dén 1ong trung thanh clia khdch
hang. Ngoai ra, bing viéc tip trung vao bdi cdnh
Viét Nam, mot dit nuSc dang phat trién, trong d6
CSR 1a mot khdi niém tuong d6i méi doi v6i ngudi
tiéu dung nén viéc tim hi€u phan tng cu thé cia
ngudi tiéu ding ddi véi CSR 1a diéu rat ddng quan
tam, bai viét nay da 14p diy khodng trong nghién
cifu, va 12 déng gop c6 ¥ nghia cho dé tai vé CSR.

K&t qua nghién ctfu cho thdy, ddi vdi thuong
hiéu my pham Viét Nam, nhitng khia canh CSR
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BAng 1. Phan tich héi quy tuyén tinh

M@ hinh nghién cliu
Bién doc lap "
Cronbach’s Alpha B chuan héa Sig. VIF

Trach nhiém kinh t€ (ECO) 821 123 109 .015 1.150
Trach nhiém phéap Iy (LEG) 920 185 .250 .000 1.146
Trach nhiém dao dtic (ETH) .750 310 272 .000 1.178
Trach nhiém tu thién (PHI) .889 235 225 .000 1.156
R? 0.576 KMO 892

Rz hiéu chinh 0.571 Sig Barletts Test .000

Hé s6 Sig. F .000 Eigenvalue 1.902

Hé s6 Durbin-Watson 1.414 Téng phuong sai trich 70.472

theo mo hinh kim tu thap ctia Carroll déu c6 tic
dong tich cuc dén 1ong trung thanh ctia khich hang.
Trong d6, cAm nhan trach nhiém vé dao dtc c6 dnh
hudng manh nhit d&€n 1ong trung thanh, ti€p dén la
trach nhiém phdp ly, tir thién va kinh t€. Dya trén
két qua nghién cttu, cic cong ty my phim Viét
Nam nén truyén dat cdc chinh sdch va hoat dong
CSR ciia cong ty thdng qua cdc kénh truyén thdng
thuong mai mdt cich c6 chon loc. Can tap trung vio

Nguoén: Tinh todn cila tdc gid

trich nhiém dao dic kinh doanh thé hién qua viéc
cung cAp san phdm chat lugng cao va an toan, cung
cAp thong tin trung thyc va ddy di vé sin phim,
dua ra mitc gid hgp 1y. Ngoai ra, cdc cong ty ciling
nén nhan manh trach nhiém vé phap 1y, cu thé nhu
1a tudn tha ludt phdp trong hoat dong kinh doanh,
ddng thdi hudng t6i hoat dong tir thién, bio trg vin
héa, gidi quyét cdc van dé xa hdi, dong gép cho
cong dong m
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ABSTRACT:

This study investigates the impact of corporate social responsibility (CSR) on customer
loyalty towards Vietnamese beauty product brands. In this study, CSR practices were
quantified with 16 items, and a set of 6 items was used to measure customer loyalty. The
study’s results reveal that CSR has a significant and positive impact on customer loyalty. The
most important factor in CSR, by far, is ethical responsibility. It is followed by legal
responsibility, philanthropic responsibility, and economic responsibility. This study is
expected to help Vietnamese cosmetic brands better develop their CSR strategies and
communication.

Keywords: CSR, customer loyalty, cosmetics.
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