
Moi quan he giii'a 
Trach nhiem xa hoi cua doanh nghiep^ 
Niem tin khach hang va Su" hai long 
cua khach hang suf dung su'a hot tre em 
tai tmh Dong Thap 

• TRArSMGOCTU* 

Tom tat 
Nghien cffu sff dung phuang phdp phdn tich dinh luang dua tren viic khdo sdt 430 khdch hdng 
mua sffa bdt tre em d TP. Cao Lanh, tinh Dong Thdp, nham tim ra xet mdi quan hi giffa Trdch 
nhiim xd hgi cda doanh nghiip, Niem tin khdch hdng vd Su hdi long cua khdch hdng. Kit qud 
nghien cffu cho thdy, cd mdi quan he true tiip giffa Trdch nhiim kinh livd Trdch nhiim thien 
nguyin din Niim lin cffa khdch hdng. Ngodi ra, ki't qud cung chi ra co mdi quan hi triic tii'p 
giffa Niim tin vd Su hdi long cda khdch hdng sff dung sffa bdt tre em tgi tinh Dong Thdp. 

TiK khoa: trdch nhiem xd hdi cda doanh nghiep, niim tin khdch hdng, su hdi long cda khdch 
hdng, sffa bdt, TP. Cao Lanh 

Summary 
Based on the survey of 430 customers using infant formula in Cao Lanh city, Dong Thap 
province to consider the relationship among corporate social responsibility, customer 
trust and customer satisfaction. The results show a direct relationship between economic 
responsibility and the responsibility of volunteering to customer trust. In addition, the 
results also Indicate a direct relationship between customer trust and customer satisfaction 
using infant formula In Dong Thap province. 

Keywords: corporate social responsibility, customer trust, customer satisfaction, infant 
formula, Cao Lanh city 

GlCfl THIEU biet duy tri long dn ddi vdi khach hang, vdi dd'i tac va 
cai thien hinh anh trffdc cdng chung (Carlos Flavian va 

Trach nhidm xa hdi cua doanh nghiep cdng sff, 2005). 
(Corporate Social Responsibihty-CSR) Tff viec nhan thffc dffdc lam quan irong cua CSR, 
la chu de cd sffe ha'p din cao dd'i vdi ca cung nhff nhffng lac dong ciia CSR dd'i vdi doanh 
gidi nghien cffu hoc thuat va hoc thuat. nghidp, tac gia thffc hien nghien cffu nham xem xel 
CSR di/dc hieu khi doanh nghiep cd md'i quan he giffa CSR, niem lin khach hang va sî  hai 
hanh vi ung hd cho phuc ldi xa hoi va sff long cua khach hang trong viec sff dung sffa bdt tre em 
phat triln cua cdng dong (Pride va cdng lai TP. Cao Lanh, tinh Dong Thap. 
Slf, 2006). CSR bao gom sff mong ddi cua , , -- ^ ,^ 
xa hgi vl kinh te', luat ph^p, dao dffc va CO jO IY THUYET VA PHU-aNC PHAP 
long tff thien doi vdi cac id chffc tai mdt NGHIEN CUU 
Ihcfi diem nha't dinh (Caroll, 1979), Do 
&6, CSR ddng vai trd quan trong irong Casd ly thuyet vd md hinh nghien cffu 
viec hoach dinh chie'n Iffdc kinh doanh CSR co nghia la doanh nghiep khdng chi thffc hien 
cua doanh nghiep. CSR dffdc xem la nghia vu kinh te va phap ly ma cdn cd trach nhiem 
tieu chi quan trong d^ doanh nghiep xay khac lien quan de'n viec bao ve va cai thien xa hoi 
di;ng thffdng hidu, danh lieng tao sff khac (Carroll va Buchhoitz, 2011). Nghien cffu cua Carroll 

'ThS., Tru'dng Dai hoc Sai Gon 
Ngay nhgn bdi: 30/03/2019; Ngdy phdn bien: 15/04/2019; Ngdy duyet ddng - 25/04/2019 
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HiNH 1: MO HINH MGHIEN C^G DE XUAT 

Tac gia d^ x 

(1991) da phan loai CSR thinh 4 khia canh la: Trach 
nhiem kinh te; Trach nhiem phap ly; Trach nhiem dao 
dffc; va Trach nhiem thien nguyen. 

Theo Crosby va cdng sff (1990), niem lin khach 
hang dffdc xac dinh khi ngffdi lieu dung tin rSng, san 
pham hoac dich vu nha cung cap dem lai ldi ich cho 
ho. Niem tin dffdc xem la mpt nhan td' cd lien quan de'n 
nhan thffc, bao gom viec suy nghi va xem xel can than 
mot dd'i tffdng nao dd. 

Theo Kotler va cdng sff (2006), sff hai long cua 
khach hang la mffc dd cua trang thai cam xuc bat nguon 
tff viec so sanh giffa nhan thffc ve san phi'm vdi mong 
ddi cua khach hang khi sff dung dich vu. Sff hai long 
khach hang trd thanh mgl trong nhffng lien de quan 
trong nha't cua quan tri nhu cau trong qua trinh cung 
cap dich vu de'n khach hang. Sff hai long khach hang 
dSn de'n nhieu anh hffdng va nd dufdc bie't de'n nhff mdt 
tieu chi mang lai thu nhap va ldi nhuan trong tifdng lai 
cho doanh nghiep. Do dd, nhffng ngffdi cung cEl'p dich 
vu nen dat ffti tien cho viec dap ffng td't nhu cau cua 
khach hang nhff la mdt muc tieu chinh cua hg. Trong 
khi dd, Fornell (2016) cho r'ang, sif hai long la sff danh 
gia chung dffa tren ke't qua cua nhffng gia tri san pham 
nhan difdc sau khi mua va so sanh vdi nhffng ky vgng 
trffdc khi mua. 

Difa vao viec Iffdc khao cac nghien cu\i trffdc do, 
lac gia de xua't md hinh nghien cffu nhff Hinh I. Trong 
dd, khai niem CSR bao gom 4 khia canh: Trach nhiem 
kinh te' (TNKT) dffdc do ludng bdi 4 bien quan sat; 
Trach nhiem phap ly (TNPL) dffdc do Iffdng bdi 4 bie'n 
quan sat; Trach nhiem dao dffc (TNDD) difdc do Iffdng 
bdi 4 bid'n quan sat; va Trach nhiem thidn nguyen 
(TNTN) difdc do Iffdng bdi 4 bie'n quan sat; khai niem 
Niera lin khach hang dffdc do Iffdng bdi 5 bie'n quan 
sat va khai niem Sff hai long cua khach hang dffdc do 
Iffdng bdi 3 bie'n quan sat. 

Cac gia thuye't: 
H : Trach nhiem kinh le' tac ddng trffe tie'p, cung 

chieu de'n niem tin khach hang; 

H.: Trach nhidm phap ly tac ddng trffe 
de'p, cling chieu de'n niem dn khach hang; 

H,: Trach nhiem dao dffc tac dgng 
trffe tie'p, cung chieu de'n niem tin khach 
hang; 

H : Trach nhiem diidn nguyen tac 
ddng trifc tie'p, cung chieu den niem tin 
khach hang; 

H : Niem tin khach hang tac dgng 
trffe tiep, cilng chieu den sff hai Idng cua 
khach hang. 

Phuongphap nghien cdu 
Nghien cffu dffdc diffc hien didng qua 

2 giai doan: 
- Nghiin cffu sa bg: Sff dung phffdng 

phap nghien cffu dinh tinh vdi ky thuat 
thao luan nhdm muc lieu, cu the: tac gia 
sff dung phffdng phap chon mSu thuan 
tien, chgn ra 10 khach hang dang sinh 
sd'ng tren dia ban TP. Cao Lanh vao 
nhdm thao luan. Giai doan nghidn cffu 
nay nham dieu chlnh va bd sung bien 
quan sat cho thang do dd'i vdi cac khai 
niem trong md hinh nghien cffu. 

- Nghiin cffu chinh thffc: Sff dung 
phifdng phap nghien cffu dinh Iffdng 
cung vdi phifdng phap chon mlu thuan 
tien vdi cd mau la 430, phu'dng phap 
thu thap Ihdng tin difdc sff dung la gffi 
phie'u khao sat. Vdi tdng so'phie'u phat 
ra let 430 phie'u, thu ve 430 phie'u, trong 
dd sd' phie'u hdp le la 429 phie'u. Dd'i 
tifdng la ngifdi lieu dung dang sff dung 
sffa bdt tre em lai TP. Cao Lanh. Thdi 
gian tie'n hanh khao sat tff ngay 01/02 
de'n ngay 20/02/2019. Dff heu dffdc dffa 
vao xff ly vdi sff hd trd cua phan mem 
SmartPLS. 

KET QUA NGHIEN CLfU 

Phifdng phap phan tich md hinh cau 
true luye'n tinh (SEM) bang phan mem 
SmartPLS difdc sff dung de kiem dinh md 
hinh nghien cffu. Mo hinh kiem dinh md'i 
quan he va mffc dp tac ddng cua 4 nhan 
td': (1) Trach nhiem kinh^te (TNKT); 
(2) Trach nhiem phap ly (TNPL); (3) 
Trach nhiem dao dffc (TNDD); va Trach 
nhiem thien nguyen de'n Niem tin khach 
hang (NTKH); va Nilm tin khach hing 
(NTKH) de'n Si/ hai long ciia khach 
hang (SHL). 

Kiem dmh md Mnh do ludng 
De dam bao cho md hinh do lu'dn" 

tac gia da sff dung phiTdng phap binlJ 
phffdng nhd nhat de danh gia cac dac 
tmh cua tat ca nhffng chan'g do da sff 
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BANG 1: KET QUA DO TIN C^Y VA GlA TRj HQI TO CCIA THANG DO 

L Thang do 
^ ^ (Constructs) 

Trfch nhiem kinh te (TNKT) 

mch nhiem phap IHTNPL) 

Trfch nhiem dao diJc (TNDD) 

Trfch nhiem thien nguyen (TNTN) 

Nilm tin khach hang (NTKH) 

Slf hai long ciia khach h&ng (SHL) 

Bie'n quan sat 
(Items) 

4 

3 

3 

4 

5 

3 

H€ s6'tainhSnt&' 
(Factor Loading) 

0,715-0,874 

0,710-0,902 

0,739-0,879 

0,842-0,881 

0,758-0,839 

0,817-0,874 

DS tin cSy td̂ ng h(fp 
(CR) 

0,871 

0,828 

0,870 

0,924 

0,903 

0,886 

Phifcfng sai trich 
trung buih (AVE) 

0,630 

0,618 

0,691 

0,753 

0,651 

0,721 

BANG 2: PHAM TICH MO HINH CAC TROC 

Thang do 
phu thu$c 

Ni^m tin 
khach hang 

(NTKH) 
R̂  = 0,515 

Slf hai long cua khach hang 
(SHL) 

R̂  = 0,147 

Thang do 
d$cl4p 

<- TNKT 

^ TNPL 

<- TNDD 

^ TNTN 

•e NTKH 

MiJcdO 
tac d$ng 

0,370 

0,023 

-0,061 

0,463 

0,383 

Kiem dfnh t 

9,460 

0,155 

0,414 

12,569 

8,606 

Mtfc y nghia 
thS'ng k& 

0,000 

0,877 

0,679 

0,000 

0,000 

Gia 
thuyat 

H, 

H, 

H, 

H, 

H_ 

Ki^m dinh 
gia thuyat 

Chap nhSn 

Bac bo 

Bacbfi 

Chap nhSn 

Chap nhan 

I. Tinh toan cua 

dung trong nghidn cffu nay. Bdi vi, ta't 
ci cac thang do da de cap trong nghien 
ciJu nay chffa cac chi sd'phan ehie'u, sff 
kî m tra linh hdp le va dp dn cSy 1̂  can 
thiet (Hair vi cdng sff, 2014). Mdi cbi 
so deu diTdc kiem tra xem nd cd phu 
help de do Iffdng cho y dinh muc tidu 
hay khdng. 

Kit qua Bang 1 cho tha'y, he sd' tai 
nh3n to' cua cac bid'n quan sat deu ldn 
hdn 0,7, dieu nay cho tha'y, thoa man 
dieu kien hdi tu (Hair va cong sff, 2014). 
Ngoai ra, dp dn cay tong hdp (CR) cua 
cac thang do giao ddng d mffc Iff 0,828 
den 0,924, mffc trung binh phffdng sai 
nSurich (AVE) cua cac diang do deu dat 
diem c5t, cho tha'y do tin cay thoa dang 
vai khoan tff 0,618 de'n 0,753. Ke't qua 
chffng minh dffdc rang, viec lffa chpn md 
hinh do Iffdng la phu hdp. 

Ngoai ra, de de'p tuc phan lich do 
phan biel, nghien cffu lie'n hanh so sanh 
m î quan he giffa cac nhan td' vdi AVE. 
Ket qua phan tich (Bang 1) cho tha'y, can 
Mc hai AVE cua mdi nhSn to' d^u ldn 
hcfnhg sdhdn he giffa nhSn td'dd vdi cic 
nhan to'khac. Hay noi each khac, he so' 
Eai nhan id' cua tffng chi bao deu ldn nha'l 
trong ma Iran hd sd' tffdng quan cheo va 
CO -y nghia didng ke vdi p-value = 0,000. 

Nhif vay, m§u nghien cffu dam bao do phan biet cua 
cac nhan td'do Iffdng. Ngoai ra, kiem dinh hien tffdng 
da cong tuye'n deu cho gia tri VIF < 5 (Hair va cdng sff, 
2014) vdi gia tri ldn nhat la 2,390, nen md hinh khdng 
vi pham. 

Kiim dinh mo hinh cd'u trdc 
Nhin vao Hinh 2 cho tha'y, cd 4 nhan td' anh hifdng 

de'n niem lin khach hang, gom: Trach nhiem kinh Id'; 
Trach nhiem phap ly; Trach nhiem dao dffc va Trach 
nhidm thidn nguyen. Trong dd, nhan td "Trach nhidm 
thien nguyen" cd anh hifdng manh nhS'l niem lin khach 
hang vdi he sd' hoi quy P = 0,463 va nh&n to' "Trach 
nhiem phap ly" it anh hffdng nha't de'n niem tin khach 
hang vdl he sd' hoi quy |3 = 0,023. 

Ngoai ra, ke't qua Bang 2 cho thay, Ni^m tin khach 
hang gi^ tri R-= 0,515, cd nghia la: cac nhan td'Trdch 
nhiem kinh te'; Trach nhiem phap ly; Trach nhiem dao 
dffc va Trach nhiem thien nguyen dtfa vao md hinh giai 
thich dffdc 51,5% sff bie'n bid'n ihien nilm tin khach 
hang; Sff hai ldng cua khach hang cd R- = 0,147, nghia 
!a nhan loNilm tin khach hang giai thich dffdc 14,7% 
sff bien thien Sff hai long khach hang. 

Bang viec sff dung chffc nang Bootstrapping vdi 
I.OOO lan lap lai de kiem tra md hinh cau true (Bang 
2). Kd't qud cho thay, cac bid'n ddc lap deu cd tac ddng 
cung chieu de'n bid'n phu thudc va cd y nghia thd'ng kd 
(p > 0 va P-value < 0,05). Do dd, cac gia ihuyet H,, H ,̂ 
H deu dffdc chap nhan (P-value < 0,05), luy nhien, cac 
gia thuye't H ,̂ Ĥ  deu bi bac bo, vi khdng cd y nghTa 
thd'ng ke (P-value > 0,05). 
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HINH 1: MO HINH NGHIEN CtfU DE XOAT 

Nguon Tac gia de xual 

(1991) da phan loai CSR thanh 4 khia canh la: Trach 
nhiem kinh te'; Trach nhidm phap ly; Trach nhidm dao 
dffc; va Trach nhiem thien nguyen. 

Tbeo Crosby va cOng sff (1990), nilm lin khach 
hang dffdc xac dinh khi ngffdi tieu dung tin rang, san 
pham hoac dich vu nha cung cap dem lai ldi ich cho 
hp. Niem tin dffdc xem la mdt nhan to' cd lien quan den 
nhan ihffc, bao gom viec suy nghT va xem xet can ih^n 
mot dd'i tffdng nao dd. 

Theo Kotler va cdng sff (2006), sff hai long cua 
khach h&ng la mffc dO cua trang thai cam xuc bat nguon 
tff vide so sanh giffa nhSn thffc ve san pham vdi mong 
ddi cua khach hang khi sff dung dich vu. Sff hai long 
khach hang trd thanh mot trong nhffng lien de quan 
trpng nha't cua quan tri nhu cau trong qua trinh cung 
cefp dich vu de'n khach hang. Sff hai long khdch hang 
din dd'n nhieu anh hffdng va nd dffdc bie't de'n nhu" moi 
lieu chi mang lai ihu nhap va ldi nhuan trong tffdng lai 
cho doanh nghiep. Do do, nhffng ngffdi cung cap dich 
vu nen dat uii lien cho vide dap ffng td't nhu cau cua 
khach hang nhff la mdt muc tieu chinh cua ho. Trong 
khi do, Fornell (2016) cho rang, sff hai Idng la sff danh 
gia chung dffa tren ke't qua cua nhffng gia tri san pham 
nhan dffdc sau khi mua va so sanh vdi nhffng ky vpng 
trffdc khi mua. 

Dffa vao viec lifdc khao cdc nghien cffu trffdc do, 
tac gia de xua't md hinh nghien cffu nhff Hinh 1. Trong 
dd, khai nidm CSR bao gdm 4 khia canh: Trach nhiem 
kinh Id' (TNKT) dffdc do lffdng bdi 4 bid'n quan sdi; 
Trdch nhiem phap ly (TNPL) difdc do Iffdng bdi 4 bie'n 
quan sdt; trdch nhiem dao dffc (TNDD) dffdc do Iffdng 
bdi 4 bien quan sat; va Trach nhiem thien nguyen 
(TNTN) dffdc do Iffdng bdi 4 bie'n quan sdt; khai nidm 
Niem tin khach hang dffdc do Iifdng bdi 5 bie'n quan 
sdt va khdi niem Sff hai ldng cua khdch hang difdc do 
Iffdng bdi 3 bid'n quan sdt. 

Cdc gia thuye't: 
H : Trdch nhidm kinh Id' lac ddng trffe tie'p, cung 

chieu den nilm tin khdch hang; 

H,: Trdch nhiem phap ly tac dpng Mc , 
tiS'p, ciing chieu dd'n niem tm khach hang; | 

H3: Trach nhiem dao dffc ldc dpng j 
trffe tiip, ciing chieu de'n niem tin khdch ' 
hang; 

H :̂ Trach nhidm thien nguydn tdc, 
ddng trffe tiep, cung chieu dd'n niem tin • 
khach hang; 

H :̂ Niem lin khdch hang tac ddng , 
trffe tid'p, cilng chieu de'n sff hai long cua -
khach hang. 

Phmngphdp nghien cdu 
Nghien cffu dffdc thffc hidn thdng qua • 

2 giai doan: 
- Nghien cffu sa bg: Sff dung phffdng 

phap nghidn cffu dinh tinh vdi ky diuat i 
thao luan nhom muc tieu, cu the: tdc gia i 
sff dung phffdng phap chpn m§u thuan 
tien, chpn ra 10 khach hang dang sinh 
sd'ng trdn dia ban TP. Cao Lanh vao 
nhdm thao luSn. Giai doan nghien cffu 
nay nhdm dieu chinh va bo sung bie'n 
quan sal cho Ihang do dd'i vdi cac khai 
nidm trong md hinh nghien cffu. 

- Nghien cffu chinh thffc: Sff dung 
phu'dng phdp nghien cffu dinh Iffdng 
cung vdi phffdng phap chon mlu thuan 
lien vdi cd mSu Ik 430, phffdng phdp 
tbu thap tbdng tin dffdc sff dung la gffi 
phie'u Idiao sat. Vdi td'ng so'phieu phat 
ra la 430 phieu, thu v l 430 phie'u, trong 
dd so' phie'u hdp le la 429 phie'u. Dd'i 
tffdng la ngffdi tieu dung dang sff dung 
sffa bdt tre em lai TP. Cao Lanh. Thdi 
gian tien hanh khao sdt tff ngay 01/02 
den ngay 20/02/2019. Dff lieu dffdc dffa 
vao xff ly vdl sff hd trd cua phan mim 
SmartPLS. 

KET QUA NGHIEN CLfU 

Phffdng phdp phan lich md hinb ca'u 
Iriic tuye'n tinh (SEM) bang phin mem 
SmarlPLS dffdc sff dung de kid'm dinh md 
hinh nghien cffu. Md hinh kilm djnh md'i 
quan he va mffc dp lac dong ciia 4 nhan 
td: (1) Trdch nhiem kinh id' (TNKT); 
(2) Trdch nhiem phap ly (TNPL)' (3) 
Trach nhiem dao dffc (TNDD); va Trach 
nhiem thien nguyen de'n Niem tin khach 
hdng (NTKH); va Nilm tin khach hang 
(NTKH) de'n Sff hai long cua khach 
hang (SHL). 

Kiim dinh md hinh do ludng 
Dd' dam bao cho md hinh do lirdns 

lac gia da sff dyng ^phifdng phap binh 
phffdng nho nhat de danh gia cdc dac 
tinh cua la't ci nhffng thang do ag sff 
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BANG 1: KET QUA DO TIN CAY VA GIA TRj HOI TU CUA THANG DO 

P^ Thang do 
W^'j (Constructs) 

Tdch nhi$m kinh t^ (TNKT) 

Rich nhifim phap ly (TNPL) 

jftach nhiem dao diJc (TNDD) 

TrSdi nhiem thien nguyen (TNTN) 

Nilm tin khSch hang (NTKH) 

Sit hai long cia khach hang (SHL) 

BiS'n quan sat 
(Items) 

4 

3 

3 

4 

5 

3 

H€ s5' tai nhSn to' 
(Factor Loading) 

0,715-0,874 

0,710-0,902 

0,739-0,879 

0,842-0,881 

0,758-0,839 

0,817-0,874 

D§ tin cSy t^ng ĥ fp 
(CR) 

0,871 

0,828 

0.870 

0,924 

0,903 

0,886 

Phifcfng sai trich 
trung binh (AVE) 

0,630 

0,618 

0,691 

0,753 

0,651 

0,721 

BANG 2: PHAN TICH MO HINH CAG TRUC 

B^^^TiTSngjdo 
| g ph^ thudc 

Nilm tin 
khSch hang 

(NTKH) 
R' = 0,515 

Slf hai 16ng cua khach hang 
(SHL) 

R' = 0,147 

Thang do 
d$c i$p 

<- TNKT 

<- TNPL 

<- TNDD 

^ TNTN 

e NTKH 

MdcdO 
tac ddng 

0,370 

0,023 

-0,061 

0,463 

0,383 

KiSm dinh t 

9,460 

0,155 

0,414 

12,569 

8,606 

Mtfc y nghTa 
thS'ng k£ 

0,000 

0,877 

0,679 

0,000 

0,000 

Gia 
Ehuyg't 

H, 

H, 

H j 

H, 

H_ 

KiŜ m dinh 
gia thuyS't 

Chap nhan 

Biicb6 

Bac bo 

Chap nhan 

Cha'p nhan 

Ngul : Tinh toan ciJa 

dung trong nghien cffu niiy. Bdi vi, ta't 
ca cac thang do da d^ cap trong nghien 
ciJu nay chffa cac chi sd'phan ehie'u, sff 
kilm tra tinh hdp le va do tin cay la cln 
thiet (Hair va cdng sff, 2014). Mdi chi 
so diu dffdc kie'm tra xem nd cd phu 
hcfp de do Iffdng cho y dinh muc lieu 
hay khdng. 

Ket qua Bang 1 cho iha'y, he so lai 
nhan td' ciia cac bie'n quan sal deu ldn 
hdn 0,7, dieu nay cho thay, thoa man 
dieu kidn hdi tu (Hair va cdng sff, 2014). 
Ngoai ra, do tin cay tdng hdp (CR) cua 
cac thang do giao ddng d mffc tff 0,828 
den 0,924, mffc trung binh phffdng sai 
nit trich (AVE) cua cac thang do deu dat 
diem cat, cho tha'y dp tin cay thda dang 
vdi khoan tff 0,618 den CZSg. Ke't qua 
chffng minh dffdc rang, viec lffa chpn md 
Mnh do lffdng la phu hdp. 

Ngoai ra, de tid'p tuc phan tich dd 
ph§n biel, nghien cffu tien hanh so sanh 
moi quan he giffa cac nhan td vdi AVE. 
K6'tqua phan tich (Bang 1) cho tha'y, can 
bac hai AVE cua mdi nhan td' deu ldn 
hdn he sd' lien he giffa nhSn td' dd vdi cac 
nhan to' khac. Hay ndi each khac, he so' 
t-ii nh§n td' cua tffng chi bao diu ldn nhai 
trong ma tr^n hd sd' tffdng quan cheo va 
c<3 S nghia thd'ng kd vdi p-value = 0,000. 

Nhff vay, mSu nghidn cffu dam bao do phSn biet cua 
cac nhan tddo lu'dng. Ngoai ra, kiem dinh hidn iffdng 
da cpng tuye'n deu cho gia tri VIF < 5 (Hair va cdng sff, 
2014) vdi gia tri ldn nha't la 2,390, nen md hinh khdng 
vi pham. 

Kiem dinh mo hinh cd'u triic 
Nhin vko Hinh 2 cho IhS'y, cd 4 nhSn td' anh hifdng 

de'n niem tin khach hang, gom: Trach nhiem kinh te'; 
Trach nhidm phap ly; Trach nhiem dao dffc va Trach 
nhiem thien nguydn. Trong dd, nhan id "Tr^ch nhipm 
Ihien nguyen" co anh hffdng manh nha'l niem tin khach 
hang vdi he sd' hdi quy p = 0,463 va nhSn td "Trach 
nhidm phdp ly" it anh hffdng nhS'l de'n niem tin khach 
hang vdi he sdhdi quy p = 0,023. 

Ngoai ra, ke'l qua Bang 2 cho Ihay, Niem tin khach 
hang gia tri R-= 0,515, cd nghia la: cac nhan td Trach 
nhiem kinh te'; Trach nhiem phap ly; Trach nhiem dao 
dffc va Trach nhiem thien nguyen dffa vao md hinh giai 
thich dffdc 51,5% sff bie'n bie'n thien niem tin khach 
hang; Sff hai long cua khach hang cd R-= 0,147, ngbla 
la nhan Id' Ni^m tin khach hang giai thich dffdc 14,7% 
sff bien thien Sff hai long khach hang. 

Bang viec sff dung chffc nang Boolstiapping vdi 
1.000 lan lap lai de kiem tra md hinh ca'u true (Bang 
2). Ke'l qua cho tha'y, cac bien doc lap deu cd tiic ddng 
cung chieu de'n bie'n phu thupc va cd y nghTa thd'ng ke 
(p > 0 va P-value < 0,05). Do dd, cac gia thuye't H ,̂ H ,̂ 
H deu dffdc cha'p nhan (P-value < 0,05), luy nhien, cac 
gia thuyd't H ,̂ H^ deu bi bac bo, vi khdng cd y nghia 
thd'ng ke (P-value > 0,05). 
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KET LUAN VA HAM Y 

Kel qua nghidn cdn cho tha'y, cd md'i quan he triJc 
tid'p giffa Trach nhiem kinh te vk Trach nhidm thidn 
nguyen de'n Niem tin cua khach hang. Trong dd, nhan 
Id'Trach nhiem thien nguyen cua doanh nghiep cd tac 

i 

ddng manh nha't de'n nilm tin cua khdch 
hang. Ngoai ra, ke't qua cung chi ra rang, 
CO md'i quan hd trû c tie'p giffa Niem tin 
va Sff hai Idng cua khach hang sff dung 
sffa hot tre em tai tinh Ddng Thap. 

Ke't qua nghien cffu cung ham y rang, 
cac doanh nghiep noi chung va kinh 
doanh sffa bdt tre em ndi rieng tren dia ; 
ban Tinh can chu trpng va lang cffdng i 
cac hoai dpng thien nguyen: tang cffdng j 
hd trd cac hoat ddng van hda va nghd 
thuat cua cdng ddng dia phffdng; ngffdi 
quan ly va nhan vien tham gia vao c^c 
boat ddng tff thidn cua cdng ddng dia 
phffdng; hd trd cac to chffc tff nhSn va 
cdng lap (tai trd hpc bdng, chffdng tnnh 
lim kid'm nhan tai...); h§ trd nang cao chat 
lu'dng cau, dffdng, tiafdng, tram gdp phin 
nang cao ch^'i Iffdng cudc sd'ng tirong 
cdng ddng dia pbiTdng. Ngoai ra, de 
nang cao niem tin cua khach hang, can 
iSp trung vao viec dam bao va ndng cao 
cha't Iffdng san pham, cung cap day du 
va chinh xac thdng tin de'n khdch hang, 
dinh ky c^n khao sat de nam bat nhu clu, 
cung nhff thay ddl tbi hie'u cua khdch 
hang de de ra nhffng chinh sach phil hdp 
nham mang lai sff hii long cao nha't cho 
khdch hang . • 
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