Moi quan hé giita
Trach nhiém xa hoi cia doanh nghiép,
Niém tin khach hang va Sy hai long

clia khach\hang st dung siia bot tré em
tai tinh Dong Thap

TRAN NGOC Ta"

Tém 1at

Nghién citu sit dung phitong phdp phén rich dinh luong dua irén viée Ah{m sdt 430 khéch hang
mua sda bpt 1ré em & TP. Cao Lanh, tinh Déng Thdp, rhdm tim ra xét méi quan hé gida Trdch
nhigm xd héi cia doanh nghiép, Niém tin khdch hang va Sy hai long cila khdch hang. Két qud
nghién citu cho thiy, c6 méi quan hé truc 1iép giita Trdch nhigm kinh 1&'va T: dch nhigm /Iuen
nguyén dén Niém tin ciia khdch hang. Ngoai ra, kér qud cing cht va cé méi quan hé tryc tiép
gida Niém tin va Sy hai 1ong ciia khich hang sit dung sita bét 1ré em tai tinh Déng Thdp.

Tit khéa: trdch nhiém xa hoi cia doanh nghiép, niém tin khdch himg, su hai long ciia khdch
himg, si2a bgt, TP. Cao Lanh

Summary

Based on the survey of 430 customers using infant formula in Cao Lanh city, Dong Thap
province to consider the relarionship among corporate social responsibility, customer
trust and customer satisfaction. The results show a direct relationship benveen economic
responsibiliry and the responsibility of volunteering 1o 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 salisfaction, infant
formula, Cao Lanh city

biét duy tri ldng tin d&i v8i khich hang, v6i déi the va
cai thién hinh 4nh trwde cong chiing (Carlos Flavidn va
cdng su, 2005).

Tir viéc nhin thite duge tim quan trong cia CSR,
cling nhu nhung tdc déng cda CSR d8i v doanh

GIGI THIEU

Trach nhiém xa h$i cia doanh nghiép
(Corporate Social Responsibility-CSR)
2 chi 4é c6 site hap din cao d6i voi cd

gidi nghién citu hoc thuat va hoc thuat.
CSR du’cc hiéu khi doanh nghiep cé
hinh vi ing hé cho phiic (g X3 hdi va sy
phat tnén clia cbng dong (Pride va cong
su, 2006). CSR bao gdm sy mong ddi clia
xa hoi vé kinh (&, Iudt phip, dao dic vi
1dng tif thign dGi v6i cdc 16 chiic tai mot
thi di€m nhat dinh (Caroll, 1979). Do
46, CSR déng vai 1rd quan trong trong
viéc hoach dinh chién lugc kinh doanh
cla doanh nghiép. CSR dugc xem la
tiéu chi quan trong d€ doanh nghiép xdy
dung thuong higu, danh tiéng tao su khdc

"ThS., Trudng Dai hoc Sa1 Gon

ngh|¢p tic gid (hyc hién nghlen cfu nhim xem xét
méi quan hé giita CSR, niém tin khach hing va sy hai
long clia khéch hang trong viée si dung sira bt tré em
tai TP. Cao Lanh, tinh Déng Thdp.

CO SG LY THUYET VA PHUONG PHAP
NGHIEN CUU

Co 58 Iy thuyét va mé hinh nghién citu

CSR c6 nghia 12 doanh nghiép khong chi thyc hién
nghia vu kinh 1€ vd phap ly ma con c6 trdch nhiém
khac hén quan d&n viéc bdo vé va cai thién xi hdu
(Carroll va Buchhoitz, 2011). Nghién citu cda Carrol}
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HINH 1: MO HINH NGHIEN Cfu BE XUAT

Sy hii long
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Nguo

Tac gia dé xuat

(1991) da phép loai CSR thanh 4 khia canh [a: Trich
nhiém kinh t€; Trich nhi€m phép ly; Trich nhiém dao
dikc; va Trdach nhiém thién nguyén.

Theo Crosby v cong sy (1990), niém tin khich
hang dugc xdc dinh khi ngudi tiéu dung tin ring, sin
phdm hoic dich vu nhi cung cip dem lai Igi ich cho
ho. Niém tin dugc xem 12 mot nhan 8 ¢6 lién quan dén
nhan thifc, bao gém vide suy nghi va xem xét cin than
mot ddi twigng no d6.

Theo Kotler va cdng sy (2006), su hai ldng cia
khdch hang 13 mifc d ctia trang thdi cdm xdc bt ngudn
1 viée so sanh giita nhan thifc vé sin ph&m véi mong
dgi cda khdch hang khi s& dung dich vu. Sy hai long
khéch hang trd thinh mot trong nhitng Gién dé quan
trong nhdt cfia qudn ui nhu cdu trong qué trinh cung
cap dich vy d&n khdch hing. Sy hai 1ong khéch hang
dan dén nhiéu anh hudng va né dugc bi€l dén nhu mot
tiéu chi mang lai thu nhdp va 1gi nhudn trong tuong la
cho doanh nghiép. Do dé, nhitng ngudii cung c4p dich
vu nén diit vu tén cho viéc dap ing 18t nhu ciu cla
khdch hang nhu 12 mdt muc tiéu chinh cda ho. Trong
khi d6, Fornell (2016) cho riing, su hai 1dng 1 sy ddnh
@i chung dya trén két qud ciia nhing gia trj sin phdm
nhan duge sau khi mua va so sanh véi nhig ky vong
trude khi mua.

Dua vao viée luge khdo cdc nghién citu trude do.
tic gid dé xudt md hinh nghién cdtu nhv Hinh 1. Trong
dé, khai niém CSR bao gom 4 khia canh: Trich nhiém
kinh t& (TNKT) dugc do ludng bdi 4 bi€n quan sit:
Tréch nhiém phdp ly (TNPL) duge do ludng bdi 4 bién
quan s4t; Trach nhiém dao dic (TNDD) dudc do lutng
bdi 4 bi€n quan sit: v Trdch nhiém thién nguyén
(TNTN) dugc do hwdng bdi 4 bi€n quan sat: khéi niém
Niém tin khéch hang dugc do ludng bdi 5 bién guan
sdt va khai niém Sy hai Jong ciia khdch hang dudc do
ludsng bdi 3 bi&n quan sat.

Cic gia thuyét:

H,: Trich nhiém kinh 1€ tc ddng tryc tip, cling
chiéu dén niém tin khdch hang;
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H,: Trdch nhiém phidp ly tdc déng\m_!c
1iép, cuing chi€u d&n niém tin khdch hang;

H,: Trdch nhi¢m dao dtc tfc ddng
trye 1i€p, cdng chidu dén niém tin khich
hang: o

H,: Tréch nhiém thién aguyén tde
8ong trgc tiép. cing chiéu dén niém tin
khich hang;

H,: Niém tin khich hing 1dc dong
mye Gép, cing chidu dén sy hai long cda
khéch hang.

Pluiong phdp nghién citu

Nghién citu duge thue hién thong qua
2 giai doan:

- Nghién ciiu so bg: Sit dung phuong
phép nghién ciu dinh tinh véi k§ thudt
thdo luan nhém muc tiéu, cu thé: tic gid
s dung phuong phdp chon méu thudn
tién, chon ra 10 khdch hang dang sinh
song trén dia ban TP. Cao Lanh vao
nhém thio ludn. Giai doan nghién cdu
nay nhim diéu chinh v b§ sung bién
quan sit cho thang do d6i v6i cdc khai
niém trong mé hinh nghién ctu.

- Nghién citu chinh thic: St dung
phuong phdp nghién citu dinh lugng
cing vdi phudng phdp chon mau thudn
tién véi ¢ miu la 430, phuong phdp
thu thip théng tin dugc st dung 1a gii
phiéu khio sdt. V4i 16ng s§ phi€u phat
ra |4 430 phi€u, thu vé 430 phié&u, wong
46 s6 phi€u hop 1€ 12 429 phiu. PGi
wong 13 ngudi tiéu ddng dang sit dung
sifa bt tré em tai TP. Cao Lanh. Thé
gian (i€n hanh kbdo sdt 1t ngay 01/02
d&n ngay 20/02/2019. D liéu dudc dva
vao xif Iy v6i sy h8 trg cia phin mém
SmartPLS.

KET QUA NGHIEN clU

_Phuong phdp phan tich m6 hinh cu
tric tuyén tinh (SEM) bing phin mém
SmartPLS duge sitdung d€ kiém dinh md
hinh nghién citu. M4 hinh kiém dinh méi
quan hé va mic d4 téc dong cia 4 nhan
18: (1) Trich nhiém kinh t& (TNKT);
(2)’ Trdch nhiém phdp ly (TNPL); (3)
Trgch nhi¢m dao die (TNDD): va Trich
nhiém thién nguyén dén Niém tin khdch
hang (NTKH); va Niém tin khdch hang
(NTKH) aén Sy hai long cda khich
hang (SHL).

Kifm dinh mé hinh do (uong

; Beﬂdém bdo cho md hinh do ludng.
tdc gid da s@ dgngﬁphUOng phip binh
phuong nhd nhat d€ dinh gid cie dic
tinh cia tit ¢ nhimg thang do d3 s

Kink &\ Dy o



BANG I: KET QUA DO TIN CAY VA GIA TR HOI TU CAA THANG PO

Thang do Bién quansat | Hé s6 t3i nbAn td’ | DJ tin cy tdng hgp |  Phuong sai trich
L. ‘(Co_ns(rncls) (ltems) (Factor Loading) (CR) trung binh (AVE)
Tesch nhiém kinh € (TNKT) 4 0,715-0,874 0,871 0,630,
r4ch nhiém phap 1§ (TNPL) 3 0,710-0,902 0,828 0,618
cich nhiém dao dc (TNDD) 3 0.739-0.879 0.870 0691
ITrdch nbiém thuén nguyén (TNTN) 4 0,842-0.881 0,924 0.753
Niém tin kbach hing (NTKH) 5 0,758-0,839 0,903 0,651
Suhai long cda khich hang (SHL) 3 0.817-0.874 0,886 0,721
BANG 2: PHAN TICH MO HINH CAU TRAC
o o Tochn | deapn [Kiémaony MICEIER | Ot
Nidmun & TNKT 0.370 9,460) 0,000 H, Chép nhin
khich hang €« TNPL 0,023 0,155 0877 H, Biic bd
(N::)(‘?l)s & TNDD 0,061 0,414 0679 H, Bic b
& TNTN 0463 12,569 0,0000 H, Chéip nhan
Swhai l3ag cia khich hang
‘=i:]J,Jl)4 , & NTKH 0,383 8,606 0,000 H, Chdp nhin

dung trong nghién ciu nay. Béi vi, tat
¢d chc thang do dd d@ c4p trong nghién
cifu nay chdfa cdc chi s6 phan chi€u, sy
kiém tra tinh hap 1€ va 46 tin cly 13 cdn
thi€t (Hair va cong sy, 2014). M&i chi
s§ déu duge kiEm tra xem né c6 phid
hgp d€ do luing cho ¥ dinh muc ti€u
hay khﬁng

K& qud Béng | cho thdy, hé s6 (i
nhn 18 cba cdc bi€n quan st aéu 16n
han 0,7, didu nay cho thay, théa min
didu kiéa hoi ty (Hair va cong su, 2014)
Ngodi ra, 49 tin ciy tdng hgp (CR) cla
c4c thang do giao déng & mue 1 0,828
dén 0,924, mitc trung binh phudng sai
tit trich (AVE) cla c4c thang do déu dat
diém ci1, cho thy db tin ciy thoa déng
véi khodn tit 0,618 dén 0,753, K&t qui
chiing minh dugc riing, viéc lya chon md
Minh do luding |4 phit hgp.

Ngodi ra, d€ 1i€p wc phan tich do
phan biét, nghlen citu ti€n hanh so sdnh
méi quan hé gitfa cic nhén 16 v6i AVE.
K&t qui phén tich (Bdng 1) cho lhéiy, can
béc hai AVE ciia mdi nhan & déu 16n
hon hé s8 1ién he gilfa nhan (6 d6 v6i céc
nhén (§ khéc. Hay n6i cdch khic, hé s
i nhin 1 ctia titng chi bio déu 16n nhat
rong ma trén hé s6 nwong quan chéo va
¢6 § ngha thdng ké véi p-value = 0,000.

Ngudn. Tinh toan cha tac gia

Nhu vay, miu nghién ctu ddm bdo d6 phan biét cda
céc nhin t8 do lwdng. Ngodi ra, kiém dinh hién tugng
da cdng tuy&n déu cho gia tri VIF < 5 (Hair va cdng s,
2014) v6i gid trj 16n nhat 12 2,390, nén md hinh khong
vi pham.

Kiém dinh mé hinkh cdu triic

Nhin vio Hinh 2 cho thay, c6 4 ohan (& anh hudng
dén niém tin khich hang, gdm: Trach nhiém kinh 1€;
Tréch nhiém phdp 1y; Tréch nhiém dao dic va Tréch
nhiém thién nguyén. Trong d6, nhan (& “Tréch nhiém
thién nguyén” cé dnh hudng manh nhat niém tin khach
hang v6i hé s& hdi quy B = 0,463 va nhin 8 “Trach
nhig¢m phdp ly” it 4nh hudng nhat dén niém tin khich
hang vd1 hé s& hol quy p=0,023.

l\‘gom ra, két qud Bing 2 cho thay, Niém un khach
hang gid tri R?= 0,515, ¢6 nghia 1a: c4c nhan {8 Trach
nhiém kinh t&; Tréch nhiém phép ly; Trich nhiém dao
ditc va Trach nhiém thién nguyén dua vio mé hinh gidi
thich dugc 51,5% sy bi€n bién thién niém tin khdch
hang; Sy hai long cia khdch hang c6 R?= 0,147, nghia
12 nhén 18 Niém tin khach hang gid1 thich duge 14,7%
su bjén thién Sy hai long khich hang.

Bing viée st dunﬂ chife ning Bootstrapping véi
1.000 lan ]dp lai d€ kiém tra md hinh cdu tric (Béng
2). K& qua cho |hay cAc bién dbc 14p déu c6 tdc dong
ciing chiéu dén bi&n phu thuéc v ¢6 ¥ nghla théng ké
(B> 0 va P-value < 0,05). Do d6, cdc gid thuyé&t H,H,
H déu dugc chap nhan (P-value < 0,05), tuy nhién, céc
gla thuy&t H,, H, déu bi bdc bd, vi khong ¢6 ¥ nghia
théng ké (P- value > 0,05).
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HINH 1: MO HINH NGHIEN c{u DE XUAT
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Nguon Tac gia de xuat

(1991) da phan loar CSR thanh 4 khia canh la: Trich
nhiém kinh t€; Trach nhiém phép ly; Trich nhiém dao
diic; va Trich nhiém thién nguyén.

Theo Crosby va cdng sy (1990), niém tin khdch
hiing duoc xdc dinh khi ngudi tiéu dung tin rling, sdn
pham hoic dich vu nha cung cap dem lai lgi ich cho
ho. Niém tin dugc xem 12 mét nhan (5 c6 lién quan dén
nhan thiic, bao gdm viéc suy nghi vi xem xét ¢fn thén
mdt 481 tigng nao dé.

Theo Kotler va cdng sy (2006), su hai long cia
khach hang 1a mic dé clia trang thi cdm xdc bt nguén
1Y viée so sdnh gitra nhin thitc vé sin phim v6i mong
dgi cha khdch hang khi s& dung dich vu. Su hai long
khich hang trd thinh mdt trong nhing tién dé quan
trong nhit ciia quin tri nhu cdu trong qué tiinh cung
cap dich vu dén khdch hang. Sy hdi Idng khich hang
d&n dén nhiéu dnh hudng va né dugc bi€t d&n nhu mot
tiéu chi mang lai thu nhap va I¢i nhuédn trong tuong lai
cho doanh nghiép. Do dé, nhitng ngudi cung cé;p dich
vu né&n dit wu tién cho viéc ddp Wing t8t nhu cau cla
khdch hing nhu 12 mét muc tiéu chinh cda hg. Trong
khi d6, Fornell (2016) cho rling, su hai Jong 12 su ddnh
gid chung dia trén két qua ca nhimg gi tri sin phdm
nhén dugc sau khi mua vi so sanh vdi nhilng ky vong
trvdc khi mua.

Dua vio viéc luge khdo cdc nghién ciu trude dé,
tdc gid dé xuAt m6 hinh nghién ctfu nhu Hinh 1. Trong
d6, khdi nigm CSR bao gom 4 khia canh: Tréch nhiém
kinh 1& (TNKT) dugc do ludng bdi 4 bi€n quan sit;
Trich nhiém phép 1y (TNPL) dugc do luwdng bdi 4 bién
quan sdt; Trch nhiém dao diic (TNDD) duge do ludng
bdi 4 bién quan sdt; va Trach nhiém thién nguyén
(TNTN) durge do ludng bdi 4 bign quan sat; khéi niém
Niém tin khach hang dudc do ludng bdi 5 bi€n quan
s4t va khii niéro Sy hai long cda khdch hang dugce do
luding bdi 3 bi€n quan sit.

Céc gia thuyét: . )

H;: Trdch nhiém kinh t€ tic dong truc ti€p, cing
chiéu d€n niém tin khdch hang;
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H,: Trach phiém phip 1y téc dong tnic,
i€p, cing chiéu dén niém tin khdch hang; !

H,: Tréch nhiém dao ddc tdc ddng}
trye ti€p, cing chiéu dén niém tin khéch -
hang; .

H,: Tréch nhiém thién nguyén tic,
ddog tryc ti€p, cing chidu dén niem tin -
khéch hang; .

H,: Niém tin khich hing tdc ddng .
tryc tép, cing chidu dén sy hai 1ong cla -
khdch hang.

Phuong phdp nghién citu

Nghién cifu duge thuc hién théng qua -
2 giai doan:

- Nghién ciu so bp: St dung phuong
phép nghién cu dinh tinh v6i ky thudt |
thdo ludn nhém muyc tiéu, cu lhé_’: tdc gid |
sit dung phuong phép chon méu thudn
tién, chon ra 10 khach hang dang sinh
séng trén dia ban TP. Cao Linh vio
nhém thdo luin. Giai doan nghién cifu
nay nhim diéu chinh va b3 sung bién
quan sét cho thang do d6i v6i cdc khdi
niém trong md hinh nghién ciu.

- Nghién ciu chinh thitc: S& dung
phudng phdp nghién cifu dinh lugng
cdng vdi phuong phip chon miu thuén
tién véi ¢3 miu 1a 430, phuong phép
thu thép théng tin dugc sit dung 1a gii
phi€u khdo sdt. Vi t6ng s& phiu phét
ra 14 430 phiéu, thu vé& 430 phi€u, trong
d6 s6 phi€u hop 1€ 12 429 phiéu. Déi
tugng 12 ngudi tiéu ding dang st dung
sa bot tré em tai TP. Cao Lanh. Thai
gian ti€n hanh khdo sdt tr ngay 01/02
dén ngay 20/02/2019. D liéu dugc dua
Va0 XU 1y v61 su hd trg ciia phdn mém
SmartPLS.

KET QUA NGHIEN c(u

_Phudng phép phan tich mé hinh cfu
tric tuy€n tinh (SEM) biing phén mém
S‘marlPLS duac st dung d€ kiem dinh mé
hinh nghién citu. M6 hinh ki€m dinh mdi
quan hé va mite d6 tde dong ciia 4 nhan
t6: (1) Trich nhigm kinh & (TNKT);
() Tréch nhiém phap 1y (TNPL): (3)
Trdch nhiém dao ditc (TNDDY: va Tréch
nhiém thién nguyén dén Niém tin khdch
hang (NTKH); va Niém tin khgch hang
(NTKH) dén Sy hai long ciia kh4ch
hang (SHL).

Kiém dinh mé hinh do luimg

B¢ ddm bio cho mé hinh o ludn
Wc gid da sk dung phudng phgp b\mg';
phuong nhé nhat d€ dinh gig che gy
tinh cda 14t cd nhitng thang dq di ss.

Kln'\lf\‘:}mMD



—
BANG 1: KET QUA PO TIN CAY VA GIA TR) HOI TU CUA THANG DO
Thang do Bi&n quan sat | He s§ tainhantd | D§ tin chy tdi i
v € Ay tong hgp | Phudng sai trich
il (Constructs) (Items) (Factor Loading) (CR) trung b]gnh (AVE)
rich nhigm kinh & (TNKT) 4 0.715-0.874 0,871 0,630
wich nhiém phip 1§ (TNPL) 3 0.710-0,902 0.828 0,618
ITréch phi¢m dao difc (TNDD) 3 0.739-0,879 0,870 0.691
Trich nhiém thién nguyén (TNTN) 4 0.842-0,881 0,924 0,753
INiéri tin khach hiang (NTKH) 5 0.758-0,839 0,903 0651
Sy i oog cila khdich hang (SHL) 3 0.817-0,874 0,886 0,72)
BANG 2: PHAN TiCH MO HINH CAU TRGC
" Thangdo Thangdo | Micdd | . Mudc § nghia Gid Kiém djoh —‘
- phy thude djclfp téc dong Ki€m dinh ¢ théng ké thuy&t gla thuyét
o & TNKT 0,370 9,460) 0,000 H, Chilp nhin
Niém tin
Khdch hang € TNPL 0,023 0,155 0877 H, Bic bo
(NTKH) & TNDD -0,061 0,414 0679 H Béc bd
R'= 0,515 - 2 - 2
& TNTN 0,463 12.569) 0,000 H, Chip nhan
Sihai long cia khdch hing
(SHL) &« NTKH 0,383 8.606 0000 H, Chp nhin
R =0,147 i

dung trong nghién cifu nay. Béi vi, tdt
cd c4c thang do da dé cap trong nghién
citu nay chifa céc chi s6 phan chiéu, sy
kie’§n tra tinh hgp 1€ va d6 tin cay la cdn
thiét (Hair va cong sy, 2014). Mé&i chi
56 déu dugc kiém ra xem né c6 phi
bop ¢€ do lusng cho y dinh muyc tiéun
bay khéng.

K&l qué Bang 1 cho thay, hé 56 1bi
nhin 1§ cia cdc bién quan sit déu 16n
bon 0,7, diéu nay cho thdy, théa man
dieu kién hdi ty (Hair va cong sy, 2014).
Ngodi ra, d6 tin ciy t3ng hgp (CR) cia
céc thang do giao dong & muc wr 0,828
d€n 0,924, mdc trung binh phuong sai
it trich (AVE) cda cdc thang do déu dat
di€m cit, cho thdy do tin cdy thda d4ng
véi khodn tr 0,618 dén 0,753. K&t qud
ching minh dudc ring, viéc lya chon md
kinh do [¥dng 13 phd hgp.

Ngodi ra, dé ti€p tyc phén tich 46
phlén bi&t, nghién citu ti€n hinh so sdnh
m3i quan hé giita cc nhin (8 véi AVE.
K&t qua phn tich (Bang 1) cho thdy, cin
bic hai AVE cfia m&i nhén 5 déu 16n
honhé s8lién hé gitra nhan 18 d6 vdi cic
nhin & khdc. Hay néi cdch khac, hé s&
ti nhn t8 clia titng chi béo déu Ién nhat
frong ma tran hé s& wong quan chéo v
£6 ¥ nghia théng ké v6i p-value = 0,000.

Nguén: Tinh todn cia tic gia

Nhv vdy, miu nghién ctu ddm bio A6 phan biét clia
céc nhin 16 do ludng. Ngoai ra, ki€m dinh hién tugng
da cong wyén ddu cho gid tri VIF < 5 (Hair va cdng suf,
2014) v6i gi4 tri 16n nhat 1a 2,390, nén mo hinh khong
vi pham.

Kiém dinh mé hinh c8u tric

Nhin vio Hioh 2 cho thiy, c6 4 nhén t& anh hudng
d&n niém (in khéch hang, gdm: Trach ohiém kinh t€;
Tréch nhiém phép Iy; Trich nhiém dao difc v Tréich
nhiém thién nguyén. Trong d6, nhin 16 “Trdch nhiém
thién nguyén” ¢6 anh hudng manh nhat niém tin khich
hang v6i hé s8 hdi quy p = 0,463 va nhan 18 “Tréch
nhiém phap 1y~ it &nh hudng ohat d&n niém tin khdch
hang v6i hé s6 hor quy p=0,023. .

Ngoai ra, két qué Bing 2 cho thdy, Niem tin khich
hang gid tri R?= 0,515, ¢6 nghia la: cdc nhan t8 Tréch
nhiém kinh t&; Trach nhiém phép ly; Trdch nhiém dao
dic va Trich nhiém thién nguyén dua vao mé hinh gidi
thich dugc 51,5% sy bién bién thién niém tin khich
hang; Sy hhi 1ong cda khdch hing ¢6 R*=0,147, nghia
14 nhan t8 Niém tin khdch hing gii thich dugc 14,7%
su bién thién Sy hai 1ong khich hang.

Biing viéc st dung chic ning Bootstrapping v6i
1.000 13n lap lai d€ kiém tra mé hinh cau tric (Bang
2). K&t qua cho thiy, cdc bién doc 1ap déu c6 tac dong
cing chiéu dén bién phu thue va ¢6 y nghia thong ké
(B >0 vi P-value < 0,05). Do d6, cdc gid thuyét H ,H,,
H(dé‘u duge chﬁ'p nhan (P-value < 0,05), tuy nhién, céc
gid thuy&t H,, H, déu bi bdc b, vi khong c6 § nghia
theng ké (P-value > 0,05).
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HINH 2: BIEU DO THE HIEN KET QUA MO HINH CAU TRGC TUYEN TiNH PLS.SEM  ddng manh nhdl dén niém tin ctia khéch
hang. Ngoai ra, k&t qué cang chi ra ring,

‘;Ll;{)\ ¢6 méi quan hé true ti€p gila N1§rg tin
L pess ) ey Lo L lLma) v Su hai ong ca khach hang sif dung
(e Tisen e n_nn\n‘n orse o 0ash sita bt tré em 12i tinh Dong Thip.
e /“m K&t qua nghién citw ciing him § rang,
EO—/ ° cdc doanh nghiép néi chung va kinh
doanh sifa bot tré em ndi riéng wén dia
"oy g ban Tinh cin chi trong vi tdng cudng
c4c hoat dong thién nguyén: ting cudng
hd trg cc hoat ddng vin hdéa vi nghé

thujt ciia cong dong dia phudng; ngugi
Lo ] sl quin Iy v2 nbin vién tham gia vio cdc
Lo _L-o3at hoat déng tir thién cla cong déng dia

phuong; hd trg cdc 8 chic ur nhan va
T R oy cong 13p (12i trd hoe béng, chudng trinh |

e tfim ki€m nhan (ai..); hd trg ning cao chat
Gay sz | lugng ciu, duding, mrdng, ram gép phin
""‘E ning cao chit lugng cudc song tron
piond cong dng dia phuong. Ngoai ra, dé
b ndng cao niém tin cla khach hang, cdn

Ngudn. Tinh 1oan e tac gia  1AP (rung vio viéc ddm bdo va ning cao

. N N ) chat Iwgng sin phim, cung cdp ddy di

KET LUAN VA HAM Y vA chinh x4c thang tin d€n khach hang,

dinh ky cin kbjo s4t d€ nim bdt nhu ciu,

K&t qui nghién ctu cho thdy, c6 m8i quan hé uve  ciing nhy thay d6i thi hi€u cda khdch

ti€p giita Trdch nhiém kinh 1€ vi Trach nhiém thién  hang d& dé ra nhitng chinh séch phd hgp
nguyén d€n Niém 1in ciia khdch hang. Trong d6, nhdn  nhim mang la1 sy hai ldng cao nhit cho |

18 Tréch nhiém thién nguyén cda doanh nghiép c6 tic  khdch hing.Q
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QUANG €406 12 \%ﬁ/} KINH TE VA DU BAO

1. Uy ban Nhin din xi Mng Hoa......
2. Truding Phd thdng din 16¢ ban trd Th4i Thinh .
3. Cong ty TNHH Ddu we va Xay dung Thuong mai My Phong ...
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