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TRACH NHIEM XA HOI DOANH NGHIEP VA LONG TRUNG THANH
CUA GEN Z: VAI TRO CUA NIEM TIN, HiNH ANH THUONG HIEU
Vi SU HAI LONG TRONG LINH VUC F&B VIET NAM
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Nghién ciru xem xét tdc déng cua trach nhiém xa héi doanh nghiép (CSR) dén Iong trung thanh khach hang
(CL) trong nganh F&B Viét Nam, ca truec tiép va gian tiép qua hinh énh thwong hiéu (Bl), sw hai long cua
khdch hang (CS) va niém tin thwong hiéu (BT). V&i phwong phép nghién ciru tudn tw gidi thich, dir liéu dwoc
thu thap tir 884 mau khéao sat va phéng van 10 ddp vién. Sau dé, di liéu dwoc phan tich bang SPSS 26.0,
SmartPLS 4.0 va phén tich dinh tinh. Két qua cho thdy CSR cé anh hwéng trwe tiép dén CL va gién tiép qua
BI, CS nhuwng khéng anh hwéng théng qua BT. Nghién cieu nhdn manh vai tro cua CSR, tir dé khuyén khich
hanh vi cé ich cho céng déng, thic ddy sw phét trién bén vibng va nén kinh té tuadn hoan cua quéc gia.

« Tl khéa: hinh &nh thuong hiéu, niém tin thuong hiéu, tréch nhiém x4 héi cta doanh nghiép, long trung thanh cda
khéch hang, sw hai long cta khéch hang, nganh thuc phdm va dé uéng.

The study examines the direct impact of Corporate
Social Responsibility (CSR) on Customer Loyalty
(CL) and its indirect effects through brand trust,
brand image, and customer satisfaction in Vietnam’s
F&B industry. The research utilizes a sequential
explanatory research approach, data were collected
from 884 survey respondents and in-depth interviews
with 10 participants. The data were subsequently
analyzed using SPSS 26.0, SmartPLS 4.0, and
qualitative analysis methods. The findings indicate
that CSR has a direct positive effect on CL and an
indirect effect through Bl and CS, but no significant
impact through BT. This study highlights the
critical role of CSR in fostering customer loyalty,
encouraging businesses to engage in responsible
practices that generate positive community impacts,
promote sustainable development, and contribute to
a circular economy at the national level.

» Key words: brand image, brand trust, corporate
social responsibility, customer loyalty, customer
satisfaction, food and beverage.

Vs

1. Dt vin dé

Ngay nay, rat nhiéu cong ty bao gom ca nha hang va
khéach san voi mong muon lam hai long khach hang da gay
ra rt nhidu nhimg hau qua lién quan dén mdi truong va
xa hoi nhur 6 nhlem tleng 6n va khong khi, chat thai thuc
phim va sy bién mat ctia da dang sinh hoc. Hon thé ,nganh
F&B con phai himg chiu nhiéu su chi trich lién quan dén
van dé sttc khoe con ngudi, lam dung lao dong, xam pham
phuc loi dong vét. Nhu mot két qua, ngum tiéu dung ngay
cang khit khe hon trong viéc Iyra chon va trung thanh véi
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thuong hi¢u ma ho tiéu dung Dé c6 duoc loi thé canh
tranh nhleu doanh nghlep ap dung céc chién luoc khac
nhau dé thu hut va giir chan khach hang, mot trong s6 d6
la CSR. Song, sy tac dong giita CSR va long trung thanh
trong nganh F&B chua that sy nhan duge nhleu sur quan
tAm va xem xét k¥ ludng, dac biét, tai cac qudc gia dang
phat trién nhu Viét Nam. Theo két qud cua nhu’ng nghién
ctru hign gio cho thay cac cong ty ¢ nhiig nudc da phat
trién thuc hién CSR tot hon céc nude dang phat trién. Mot
mat, cac nghién ciru cho nganh F&B Vi¢t Nam chua chira
10 rang duoc tac dong cua CSR t6i nhimg khia canh lién
quan dén khéch hang ma cu thé 1a long trung thanh. Mot
mit khéc, c rat it nghién ctru diéu tra tac dong cua CSR
toi long trung thanh thong qua cac nhan o trung gian nhu
hinh anh thuong hi¢u, niém tin thuong hiéu va sy hai long
cua khach hang.

Khong chi dimg lai ¢ do, nhom tac gia thay rang céc
nghién ciru vé CSR toan cau va Viét Nam chi xét cic nhom
khéch hang chung hodc nghién ctru trén nhom khéch hang
thé h¢ Millennials. Trong khi, nhiing luong khach hang
16m, tiém nang trén toan cau trong d6 ¢ Viét Nam lai tap
trung chi yéu ¢ thé hé Gen Z. Thuc té, Gen Z da chiém
khoang 24 - 26% dén s6 toan cau.

Duya vao nhimg co s& néu trén va xac dinh dugc tam
quan trong déc biét cua CSR doanh nghlep F&B voi long
trung thanh cua khach hang, nhom tac gia quyét dinh chon
d? tai: “Téc dong ciia CSR t6i 1ong trung thanh ciia Gen Z

@ Tap chi nghién ciu Tai chinh ké toan



( Ky 2 thing 05 (s6 288) - 2025 )

TAI CHINH DOANH NGHIEP

va gian tiép thong qua niém tin, hinh anh thuong hiéu va
sur hai 1ong: Nghién ctru trong nganh F&B tai Viét Nam”.

2. Téng quan nghién ciru va mé hinh dé xut

2.1. Trach nhi¢m xa hoi doanh nghiép

Tréch nhi¢m xa hoi doanh nghi¢p (CSR) la cam két va
céc hoat dong cu thé cta doanh nghlep nham cai thién chat
luong song trong xa hoi (Tsa1 va cong su 2008). Nhleu
nghién ctru trén thé gidi, tai cd cac quoc gia phat tnen va
dang phat trién, da chi ra rang nhan thirc tich cyc vé CSR
¢6 moi quan h¢ chat ch€ voi long trung thanh cua khach
hang. Cu thé, CSR £op phan thac dy hanh vi mua lap lai,
khuyen kh1ch truyén mi¢ng tich cuc va g1a tang mirc do
yéu thich thuorng higu. Bang chimg tir cac nghién ctru tai
Pakistan (Ali va cong sy, 2021), Tay Ban Nha (Martinez
va cong sur, 2014)... déu cho thy két qua twong tu.

Dua trén co so 1y thuyet va cdc phat hién thuc nghi¢m,
nhom nghién ctru dé xuat gia thuyet:

HI: CSR tdic dgng tich cye dén long trung thanh (CL)

2.2. Hinh dnh thuong hiéu

Hinh anh thuong hi¢u phan anh nhan thirc va thai do
cua khach hang, dugc hinh thanh qua trdi nghiém va th6ng
tin bén ngoai (Keller, 1993). Nhi€u nghién ctru nhu cua
He va Lai (2014) cho thdy CSR dinh huéng thai do khach
hang va nang cao hinh anh thu’ong hiéu, tir d6 thic day
10ong trung thanh, tao sy khac biét va ting hanh vi mua 1gp
lai. Ngoai ra, CSR ciing cting c0 long trung thanh glan tiép
qua hinh anh thuong hi¢u, déc biét khi tap vao cac yéu to
xa hdi, moi truong va dao duc (Martinez va cong su, 2014;
He va Lai, 2014).

Tur d6, nhém nghién ctru dé xuat gia thuyét:

H2a: CSR tic dong tich cyec dén hinh anh thiwong hiéu
(BD)

H2b: Hinh anh thiwong hiéu (BI) tac dong tich cuc dén
long trung thanh (CL)

H2: CSR tdc déng tich cyc dén long trung thanh (CL)
qua hinh anh thuong hiéu (BI)

2.3. Niém tin thwong hiéu

Niém tin thuong hiéu Ia niém tin cia khach hang ring
thuong hiéu hanh dong vi lgi ich cta ho va chia sé céc
gid trj chung (Chaudhuri va cong sy, 2001). CSR giap xay
dyung niém tin nay, tao sy khac biét va cung co long trung
thanh trong moi truong canh tranh (Bhattacharya & Sen,
2004). Niém tin thuong hi€u ciing la nén tang cua long
trung thanh, gitip khach hang vuot qua rao can tam ly khi
lya chon san pham (Chaudhuri va cong sw, 2001). Bén canh
do, CSR con thue day long trung thanh thong qua niém tin
bang cach nhin manh vai trd cua doanh nghiép trong phat
trién bén vimg (Rasoolimanesh va cong su, 2021)

Tir d6, nhém nghién ctru dé xuat gia thuyét:

H3a: CSR tic dong tich cyee dén niém tin thiwong hiéu
(BT)

H3b: Niém tin thuong hiéu (BT) tdac dong tich cuc dén
long trung thanh (CL)

H3: CSR tac dong tich cyc dén long trung thanh (CL)
qua niém tin thiwong hiéu (BT)

2.4. Su hai long ciia khdach hang

Theo Minarti va Segoro (2014) su hai long phan anh
thai d0, danh gia va cam xtc cua khach hang sau mua
hang, khong chi dya trén vigc san pham dap u ng nhu cau

ma con phu thude vao nhan thire vé dic diém san pham va
dich vu (Boshoff & Gray, 2004).

Nghlen clru cua Latif va cong su (2020) khing dinh
CSR néng cao sy hai long, tir d6 thuc day long trung thanh
thong qua hanh vi mua lai, truyén miéng tich cuc va y
dinh mua hang. Pac biét, sy hai long con dong vai tro
trung gian gitta CSR va long trung thanh (Latif va cong
su, 2020). Tac gia cling chi ra néu CSR 1am tang su hai
long, thi long trung thanh ciing dugc clng co thong qua
yéu 6 nay.

Tir d6, nhom nghién ctru dé xuat gia thuyét:

H4a: CSR tic dong tich cue dén s hai long (CS)

H4b: Sw hai long (CS) tac dong tich cuc dén long
trung thanh (CL)

H4: CSR tdc dong tich cwe dén long trung thanh (CL)
qua sy hai long (CS)

Tdng hop cac gia thuyét néu trén, nhom tac gia dé xuat
mo hinh nghién ctru tai Hinh 1.

Hinh 1: M hinh nghién ciru dé xuat

ttttt

Ngmfn: Dé xudt ciia nhom tic gia
3. Phwong phap nghién ciru
Nhom nghién ctru thu thap ca dir ligu thir cap va so
cap. Dit liéu thir cap duoc thu thap tr cac nguon thong
tin hoc thuat dang tin cay trong va ngoai nude. Voi loai
dir liéu so cap, nghlen cuu dinh tinh dugc thyc hién qua
phong vén sau vé mbi quan h¢ gitra CSR va long trung
thanh, trong khi nghién ctru dinh lugng dya trén khao sat
truc tuyén 100%. D@ li€u dugc thyc hign xur ly va phan
tich dir liéu qua SPSS 26.0 va SmartPLS 4.0. Bang viéc
str dung thong ké mé ta, kiém dinh do tin cay thang do
Cronbach’s Alpha va phan tich md hinh cau tric tuyen
tinh SEM, nhom téc gid da xac dinh céc tac dong trong mo
hinh ngh1en cuu. Bén canh do, phong van su glup lam rd
nguyen nhén va tac dong gira cac bién, cing ¢ do chinh
Xéc clia két qua dinh luong Nhom nghlen ctu dp dung
phuong phap chon mau thuén tién va tham chleu uy tac
cua Comrey va Lee (2013), theo do, 300 mau a tot, 500
mau rét tot va trén 1.000 mau 1a xuat sic.

4. Két qua nghién ciru

Két qua thu duoc & Bang 1 cho théy, h¢ so Cronbach’s
Alpha 16n hon 0.7, dat gia tri trong khoang rt tot. Tuy nhién
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hé s Cronbach’s Alpha nhém CSR cao, nhom nghién clru
phén tich thém d9 tin cdy tong hop Composne (CR).

Gié tri CR cta c4c bién déu ndm trong khoang tr 0.8
dén 0.9, riéng nhom CSR khong vuot qué 0.95. Tir do,
thang do duoc danh gia la dang tin cay.

Bang 1: Két qud do tin ciy thang do

Thangdo | Biénauansit | ol | b | Caions | rerabmic) | AVE
CSR1 0.775 3.79
CSR2 0.775 361
CSR3 0.787 3.65
CSR CSRa 0852 362 0.919 0.901 0.639
CSRS 0.837 371
CSR6 0.835 3.63
CSR7 0.796 371
CSR8 0.730 3.63
BIL 0.809 3.88
BI2 0.815 3.82
Bl BI3 0.760 361 0.867 0.881 0.651
Bl4 0.806 3.67
BIS 0.843 3.77
BT1 0.827 3.82
BT2 0.857 3.78
BT BT3 0.742 3.56 0.881 0.886 0.678
BT4 0.838 3.52
BTS 0.848 3.78
cs1 0.793 3.97
cs2 0.731 3.86
s cs3 0.773 373 0.835 0.837 0.603
cs4 0.776 3.75
css 0.808 3.96
cL cL1 0.867 3.84 0.863 0.871 0.785

Nguén: Két qua phan tich s6 liéu ciia nhém nghién ciru

Dé kiém tra y nghia thong ké cua céc gia thuyét, nhom

nghién ctru dung phuong phap Bootstrapping lap lai 5000
quan sat v6i c& mau ban dau 1a 884 trén SmartPLS.

Bang 2: Két qua kiém dinh céc gia thuyét

Hypotheses Std. Beta | Std. Deviation | t-Value | p-Value Két qua
H1: CSR - CL 0.528 0.026 20.536 0.000 Chép nhan
H2a: CSR - BI 0.542 0.035 15.465 0.000 Chép nhan
H2b: Bl - CL 0.117 0.036 3.286 0.001 Chép nhan
H3a: CSR - BT 0.725 0.018 40.729 0.000 Chap nhan
H3b: BT - CL 0.080 0.050 1.616 0.107 Khéng chdp nhan
H4a: CSR - CS 0.742 0.019 39.152 0.000 Chap nhan
H4b: CS - CL 0.548 0.046 11.964 0.000 Chap nhan

Nguén: Két qua phan tich s6 liéu ciia nhém nghién ciru

Céc gia thuyét H2a, H3ava H4a thé hién tac dong cua
CSR lan luot 101 cac bién trung gian 1a BI, BT vaCS deu
¢6 y nghia théng ké cao. Gia tri Beta mang déu  duong thé
hién tac dong thuan chiéu véi mic do giam dan lan luot
la CS, BT, BI.

Trong ba gia thuyet H2b, H3b va H4b, chi ¢ gia
thuyét H2b va H4b co y nghla thong ké, H3b thé hién tac
dong ctia BT dén CL khong c6 ¥ ngh1a thong ké. Hai bién
BlvaCs déu co tac dong thuan chiéu toi CL, tac dong truc
tiép tir bién CSR i bién CL c6 tri s 1on nhat.

Bang 3: Két qua kiém dinh anh hwéng trung gian

Hypotheses Std. Beta | Std. Deviati t-Value | p-Value Két qua
H2: CSR > Bl > CL 0.064 0.020 3.172 0.000 Chap nhan
H3:CSR > BT > CL 0.058 0.036 1.613 0.107 | Khéng chdp nhén
H4:CSR > CS > CL 0.406 0.035 11.574 0.000 Chap nhan

Nguén: Két qua phan tich sé liéu ciia nhém nghién ciru

Bang két qua kiém dinh anh huong trung gian cho
thay, gid thuyét H3 khong c6 y nghia thong ké, dong nghia
voi BT khong dong vai tro trung gian trong tac dong CSR

dén CL. So sanh h¢ s6 tac dong chuan hoa cua2 bién trung
gian con lai, ket ludn mire d9 tac dong truc tiép manh hon
thc dong gian tiép.

5. Théo luén két qua nghién ctru va kién nghi

Tong két lai, CSR ¢6 tic dong tich cuc truc tlep den
long trung thanh vi khach hang xem vi¢éc mua san pham
cua thuong hi¢u d6 nhu mot cach dé thé hién gia tri ca
nhan, cam thiy gan két hon véi thuong hiéu; trong dé céc
hoat dong CSR vé moi truong duoc khach hang nhan dién
va danh gia cao nhat. Ngoai ra, vai trd trung gian ciia BI
va CS dé duge chimg minh. Vi hinh anh thuong higu,
CSR c6 thé nang cao nhén di¢n thuong hi¢u, nhung néu
céac hoat dong khong nhét quan, khéch hang s& nghi doanh
nghiép lam cho co6. V6i sy hai long, khi khach hang hai
long v6i doanh nghiép hodc san pham, ho ¢6 xu huong
mua lai va gidi thiu thuong hi¢u cho nguoi khac, g1up
cung cd long trung thanh. Tur day, ¢6 thé dé xudt mot so
giai phap nham nang cao long trung thanh:

(1) Céc doanh nghiép c6 thé can nhic cac hoat dong
CSR hudng t6i san pham dich vu va cac hoat dong quan
tri bang cach cung cép san pham, dich vu an toan, hiéu
qua, co thong tin day du minh bach, chu trong chinh sach
ho tro, xir Iy khiéu nai dé tranh rii ro tir thong tin bét cin
xtmg. Bén canh do, doanh ngh1ep c6 thé nghién ctru cac
tiéu chuén bén Vung khéc d€ ap dung vao quy trinh san
Xuét va tiéu thu san pham dich vy, tap trung linh vuc moi
tmorng va dao dirc xa hoi va cudi cing 1a truyén thong
sang tao dé thu hat sy tham gia ctia khach hang.

(2) Cac cong ty nén thyc hién CSR dong nhat voi Bl
tranh nhimg nghi ngo, cam xdc, suy nghi tiéu cuc vé hinh
anh thuong hi¢u bat dau bang viéc hoan thanh cac hoat
dong CSR co ban. Tiép nita la cai thién BI bang cach chu
trong t4i san phim nhu str dung bao bi tai ché, dam bao vé
sinh an toan thuc pham va nhan vién nhu tra luong tuong
xung voi cong viéc, co thuong cho hoat dong xuat sac, tao
hiu ng truyén miéng, lan toa, gidi thigu.

(3) Doanh nghi¢p phai ddng thoi cai thién CSR va chat
lugng san pham, dich vu va dao dirc kinh doanh. Chu dong
léing nghe khach hang va phan héi kip thoi s& gitp doanh

ghlep diéu chinh chién luge phu hop, mang lai trai nghi¢ém
t6t hon, tir d6 xdy dung mdi quan hé bén viing v6i khich hang.
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