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Tém tit. Nghién cttu dwoc thuec hién nh3m xem xét anh huwdéng ctia trach nhiém xa hoi doanh
nghiép (CSR) dén long trung thanh ctia khach hang (LTT) tai cac Ngén hang thuong mai trén dia
ban thanh phd Hué. Dong thoi, nghién cttu cling kiém dinh vai tro trung gian ctia hinh anh doanh
nghiép (HA) trong m&i quan hé gitta CSR va LTT. Trén co so hé thdng ly thuyét nén tang, nghién
ctu lam rd cac tac dong truc tiép ctia CSR dén LTT, CSR dén HA, HA dén LTT, va vai tro trung
gian ctia HA trong m&i quan hé gitta CSR va LTT. M3u khao sat duoc thu thap ttr 280 khach hang
dang st dung san pham, dich vu ctia cdc Ngan hang thwong mai tai thanh phé Hué. Nghién cttu
stt dung mo hinh phwong trinh ciu tric binh phuong t6i thiéu riéng phan (PLS-SEM) dé€ kiém
dinh mé hinh va cac gia thuyét nghién ctu. Két qua cho thdy, CSR anh huong tich cuc dén LTT
va HA déng vai tro trung gian quan trong trong moi quan hé gitta CSR va LTT, trong d6 HA ¢é
téc dong 16n dén LTT. Tt két qua d6, cac ham y quan tri dwoc dé xuat nham hd trg cac nha quan
ly Ngan hang thuong mai tang cuong trién khai hoat dong CSR moét cach hiéu qua, qua do6 cung
¢6 hinh anh doanh nghiép va nang cao long trung thanh cta khach hang.
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nghiép, ngan hang thuong mai
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Abstract. This study aims to examine the effect of corporate social responsibility (CSR) on
customer loyalty (LTT) in commercial banks operating in Hue City. Simultaneously, this study
also verifies the mediating role of corporate image (HA) in the relationship between CSR and
LTT. Based on a comprehensive review of the literature, the study clarifies the direct effect of CSR
on LTT, CSR on HA, and HA on LTT, as well as the mediating role of HA in the CSR and LTT
relationship. Data were collected from a survey of 280 customers who are currently using
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products and services provided by commercial banks in Hue City. Partial Least Squares
Structural Equation Modeling (PLS-SEM) was employed to test the research model and
hypotheses. The results indicate that CSR has a positive effect on LTT and HA plays a significant
mediating role in the relationship between CSR and LTT, with HA exerting a strong influence on
LTT. From this results, managerial implications are proposed to assist bank managers in more
effectively implementing CSR activities, thereby strengthening corporate image and enhancing
customer loyalty.

Keywords: corporate social responsibility, customer loyalty, corporate image, commercial banks

1. DPatvan de

CSR dugc xem la bé phong chién lwge mang tinh séng con trong sy phét trién bén virng ctia moi to chire
(Xiangyu va cong su, 2020). Latapi Agudelo va cong si (2019) da cung cdp cho ddc gia mot bikc tranh toan
dién vé qua trinh phét trién cia CSR va nhitng vén dé c6t 16i cua CSR. Két qua cho thdy CSR tiép tuc la chu
dé thu hat sy quan tam ctia gidi hoc thuat, doanh nghiép, céc bén lién quan va dic biét CSR duoc ki vong sé
duoc tiép nhén rong rai tai cac nén kinh t&€ dang phat trién. Viéc thye hién CSR thé hién trach nhiém ctua doanh
nghiép d6i véi mdi treong, xa hoi va cdc bén lién quan, thong qua d6 doanh nghiép huwéng dén viéc két hop
hai hoa gitra muc tiéu loi nhuén ctia doanh nghiép va loi ich ctia cac bén lién quan va cac van dé méi truong,
xa hoi.

Trong bdi canh hoi nhap va yéu cau phat trién bén viing, cung véi ap lyc gia ting tir cdng dong va cac
bén lién quan, CSR dang trd thanh ndi dung duoc cht trong ngay cang nhiéu trong nganh ngan hang tai Viét
Nam. Nhan manh vé vi thé cha chét ctia hé thong tin dung, Pham Quang Diing - Phé Théng d6c Ngan hang
Nha nuéc Viét Nam khang dinh nganh ngan hang khong chi tién phong trong qua trinh chuyén d&i s6 ma
con co trong trach 16n trong viéc “xanh héa” dong von dau tw. Viéc 4p dung céc tiéu chi Moi truong, Xa hoi
va Quan tri d& gép phan thuec hién cdc muc tiéu phat trién bén vitng (Lé Hang, 2024).

CSR lam tang long trung thanh ctia khach hang mét cach triee tiép hodc gian tiép (Garcia de Leaniz &
del Bosque Rodriguez, 2015) va gdp phan tao dung hinh anh va uy tin tich cwc cho doanh nghiép (Arendt &
Brettel, 2010). Pomering va Johnson (2009) da chi ra réng hinh anh doanh nghiép tich cuc duoc kién tao thong
qua cac hoat dong trach nhiém xa hoéi ma ho thyc hién. Theo Lantos (2001), hinh anh doanh nghiép tich cuc
¢6 kha nang cung 6 long trung thanh cua khach hang, qua d6 gop phan tao dung va mang lai loi thé canh
tranh bén vitng cho doanh nghiép.

Mic du da ¢ nhiéu nghién cttu xem xét moi quan hé gitra trach nhiém xa hoi doanh nghiép (CSR) va
long trung thanh ctia khéch hang, tuy nhién phan 16n cic nghién cttu dwgc thyc hién tai cac quéc gia phat
trién. Trong boi canh Viét Nam ndéi chung va thanh phd Hué noi riéng, thi treong ngan hang mang tinh canh
tranh chua cao, mirc d6 nhén thitc vé CSR ctia khach hang con han ché. Bén canh d6, ngan hang con la nganh
ddc thit ma mutc d§ phu thudc cao vao niém tin va uy tin doi héi can c6 nhitng nghién cttu chuyén sau hon vé
co ché anh huong cua CSR. Ngoai ra, vai tro trung gian ctia hinh anh doanh nghiép trong moi quan hé gitra
CSR va long trung thanh chwa duoc kiém dinh day du trong b6i canh cu thé€ cdc ngan hang thuong mai tai
thanh ph6 Hué€. Nghién ctiru nay duoc ky vong sé déng gdp vao gia tri hoc thuéat va thuc tién & hai khia canh.
Trudc hét, da cung cadp moét mo hinh chiting minh cach CSR tao ra long trung thanh ctia khach hang. Thit hai,

lam rd vai tro trung gian ctia hinh anh doanh nghiép trong méi quan hé gitta CSR va LTT.
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2. Cos6ly thuyét
21 Cackhai niém lién quan
Trdach nhiém xd hgi ciia doanh nghiép (CSR)

CSR bao ham nhitng ky vong ctia xa hdi d6i véi td chike tai mot thoi diém nhéat dinh va dugc chia thanh
bén thanh phan ¢6t 16i: trach nhiém kinh t& trach nhiém phap ly, trach nhiém dao dtic va trach nhiém tir thién
(Carroll, 1979). Khai niém CSR xuat hién vao dau nhitng nam 1950 do vai tro chién lugc ngay cang ting cua
cac dong gdp cua cong ty d6i voi phic loi 1au dai ctia xa hoi va khach hang (Carroll, 1999). CSR mang lai nhiéu
loi ich cho cac doanh nghiép, trong dé cé viéc tdng cuong long trung thanh, niém tin, thai dd tich cuc véi
thuong hiéu va chong lai nhiig thong tin tiéu cye, da duoc ghi nhan rd rang (McDonald & Rundle-Thiele,
2008). Dahlsrud (2008) nhan thdy c6 khoang 37 dinh nghia vé CSR trong céc tai liéu dwoc tiép can tir nhiéu
gbc dd khac nhau. CSR ciing dugc xem la nd liee tw nguyén ctia cac doanh nghiép nham nang cao chét luong
cac van dé xa hoi va moi treong, cling nhw bao ton cac khia canh van héa va kinh t€ ciia méi treong noi cdng
ty dang hoat dong (Raimi, 2017). CSR khéng chi nang cao hinh anh doanh nghiép ma con gép phén gia tang
gid tri cdm nhan cua cac bén lién quan, dac biét la nguoi lao dong (Lin va cong sy, 2012). Do do6, cac doanh
nghiép c6 trach nhiém xa héi sé nhan dwoc nhiéu phan héi tich cuc tir khdch hang hon, tir d6 tao ra nhiéu
doanh thu hon so véi cac déi thi canh tranh khac (Lichtenstein va cdng su, 2004).

Long trung thanh ciia khdch hang

Long trung thanh ctia khach hang (LTT) la mot khai niém phé bién, theo Chi va Phan (2025), long trung
thanh ctia khach hang bao goém ca hanh vi mua hang 13p lai va thai d¢ tich cuc thé hién qua viéc khach hang
s&n sang gidi thiéu thuong hiéu cho ban be, nguoi than. Coelho do Vale va cdng su (2025) cho rang long trung
thanh 1 két qua ctia nhitng nhéan thitc va thai d6 tich ciee, dan dén su gén bd v6i doanh nghiép trong dai han
ctia khach hang. Nghién cttu ctia Servera-Francés va Piqueras-Tomas (2019) khing dinh long trung thanh,
théng qua thai do tich cuc cua khach hang, déng vai tro quyét dinh dén y dinh tiép tuc st dung cac dich vu
ctia doanh nghiép trong twong lai.

Hinh anh doanh nghiép

Hafez (2018) cho rang hinh anh doanh nghiép dwoc hinh thanh tit cdm xtc, suy nghi va mong mudn
cta khach hang déi véi cac dich vu ma doanh nghiép cung cdp. Do d6, hinh anh nay phéan anh hiéu qua hoat
ddng cua doanh nghiép, dong thoi tro thanh nén tang quan trong trong viéc xay dung niém tin ctia khach
hang, gitip doanh nghiép duy tri khach hang hién tai cling nhw thu huit thém khach hang mdéi (Purwanto va
cong s, 2020). Bang cach dinh vi trong tam tri nguoi tiéu duing, hinh anh doanh nghiép déng vai tro nhu mot
loi thé canh tranh khi gép phan cting ¢6 hinh anh thwong hiéu (Stoyanov, 2017). Chinh vi vy, mot hinh anh
doanh nghiép manh mé va khéc biét dugc xem la chia khoa d€ tao dung loi thé canh tranh bén viing (Melewar
& Karaosmanoglu, 2006). D€ nang cao hinh anh doanh nghiép, cac cdng ty hién nay ngay cang chu trong dau
tu vao cac hoat dong trach nhiém xa hoi (CSR), nhadm tao ra gid tri lau dai cho cac bén lién quan (Liang &
Renneboog, 2020). Muc tiéu c8t 16i ctia cdc hoat ddng CSR la dam bao nguoi tiéu dung c6 an tuong tich cuc vé
doanh nghiép, tir d6 lan téa dén hinh anh san phdm ma doanh nghiép san xuédt va phan phdi (Alrubaiee va
cong su, 2017). Cac chuong trinh CSR thuong bao gom nhitng sang kién xa hoi va moi truong, thé hién cam
két bén vitng ctia doanh nghiép d6i véi trach nhiém xa hoi (Pomering & Johnson, 2009). Chang (2009) chi rd

viéc trién khai cang nhiéu sang kién CSR sé cang gdp phan cing ¢d hinh anh doanh nghiép.
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2.2 Ly thuyét nén ting

Nghién cttu nay dua trén ba ly thuyét nén tang chinh, bao goém: (1) ly thuyét cac bén lién quan
(Stakeholder Theory), (2) ly thuyét tin hiéu (Signaling Theory), va (3) ly thuyét ban sic xa hoi (Social Identity
Theory).

Th nhét, ly thuyét cac bén lién quan (Stakeholder Theory) do Freeman (1984) dé xuét. Ly thuyét nay
lap luan ré“mg doanh nghiép khong chi ¢6 muc tiéu t8i da hda loi nhuédn cho c6 déng ma con phai dap tng loi
ich va ky vong ctia cac bén lién quan nhu khéach hang, nhan vién, cong ddng va xa hoi. Day la ly thuyét nén
tang quan trong nhat vi giai thich duoc ly do doanh nghiép thuc hién CSR nham dép ting ky vong ctia cdc bén
lién quan, ddc biét la khach hang. Két qua nghién cttu cua Maldonado-Guzman va cfng su (2017) cho thay
CSR gép phén nang cao danh tiéng doanh nghiép nho qua nhén thic cua khach hang. Trong khi d6, hanh
dong c6 trach nhiém xa hoi gitip hinh thanh HA manh hon trong chudi cung tng (Valdez-Juarez va cong su,
2018).

Thit hai, Iy thuyét tin hiéu (Signaling Theory) dugc khoi xwdng boi Spence (1973), cho rang trong bdi
canh thong tin bat can xting (information asymmetry), cdc doanh nghiép stt dung CSR nhu mot tin hiéu dé
truyén tai thong diép vé chit lugng, uy tin va dinh huedng phat trién bén viing dén khach hang. Nghién cttu
ctia Pomering va Johnson (2009) cho thay viéc xdy dung danh tiéng CSR thong qua HA ¢6 thé€ dinh hinh nhan
thitc ctia khach hang vé doanh nghiép. CSR ciing duwgc ghi nhan c6 thé thiic day LTT thong qua cac co ché

nhén thitc nhu gia tri cdm nhan cua ngwoi tiéu dung (Servera-Francés & Piqueras-Tomas, 2019).

Thtt ba, ly thuyét ban sic xa hdi (Social Identity Theory) dugc phét trién boi Tajfel va Turner (1986), giai
thich rdng ca nhan c6 xu hudng gén két véi cac t6 chircc ma ho cam thdy c6 HA tich ciec va phi hop véi gid tri
ca nhan. Nghién cttu Shin va Thai (2015) cho thay CSR ¢6 thé thic ddy sy hai long, duy tri quan hé va LTT cua
khach hang. Trong bdi canh ngan hang, HA c6 thé déng vai tro “cau ndi” giap CSR anh huwoéng tich cuc dén
LTT ctia khach hang (Shabbir va cong su, 2018).

Ba ly thuyét nay c6 méi lién két chit ché véi nhau trong viée giai thich sy anh hudng cua CSR dén HA
va LTT. Cu thé, theo ly thuyét cac bén lién quan, CSR gitip doanh nghiép dap tng ky vong cua khach hang,
ly thuyét tin hiéu giai thich cdch CSR ddéng vai trdo nhw mot tin hiéu gitp giam bat cAn xting thong tin va nang
cao nhén thitc ctia khach hang vé doanh nghiép. Cudi cting, ly thuyét ban séc xa hoi giai thich cach khach
hang hinh thanh sy ge“'m két va trung thanh véi doanh nghiép thdong qua HA tich cuc duoc tao dung tixr CSR.
Trong d6, ly thuyét cac bén lién quan dong vai trd nén tang cdt 16i khi x4c 1ap ly do doanh nghiép thuc hién
CSR vi loi ich cuia cac bén lién quan, déc biét la khach hang; trong khi ly thuyét tin hiéu va ly thuyét ban sdc
xa hoi déng vai tro bé trg, [an luot giai thich co ché hinh thanh hinh anh doanh nghiép va qua trinh chuyén
hoa hinh anh tich cuc dé thanh long trung thanh cua khach hang.

3.  Cac gia thuyét va mo hinh nghién ctru
3.1 Trach nhiém xa h¢i cua doanh nghiép va long trung thanh cua khach hang

Theo ly thuyét cac bén lién quan, khach hang la mét trong nhiing nhdm quan trong ma doanh nghiép
can dép tng ky vong. Khi doanh nghiép thuc hién t6t trach nhiém xa hoi, khach hang sé nhéan thic doanh
nghiép la dang tin cay va c6 dao dtic, tir d6 hinh thanh théi d6 tich cuc va gia ting sw gdn bo (Freeman, 1984).

Nghién cttu trong linh vie ngan hang & Chau Au, két qua ctia Moisescu (2017) cho thdy long trung thanh cta
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khach hang d6i vdi cac ngan hang thuwong mai c6 sy anh hudng tich cuc bdi cach danh gid vé cach thuc hién
CSR ctia cac ngan hang. Nghién cttu ctia Irshad va cong su (2017) ciing chi ra rang trach nhiém xa hdi doanh
nghiép co tac dong tich cyc dén long trung thanh ctia khach hang tai Pakistan. Ngoai ra, nghién cttu ctia Aurier
va N'Goala (2010) ciing cho thdy CSR ¢6 anh hudng cung chiéu d6i véi viée duy tri va long trung thanh cta
khach hang, CSR ciing cé thé anh hwong tryc tiép hodc gian tiép dén long trung thanh (Shin & Thai, 2015). Do
d¢, gia thuyét H1 dwoc dé xuat:

H1: Cic hoat ddng trich nhiém xd hfi cia Ngin hang dnh hweong tich cwe dén long trung thanh ciia khdch hang.
3.2 Trach nhiém xa h¢i va hinh anh doanh nghiép

Theo ly thuyét tin hiéu, trong diéu kién thi treong ton tai sy thiéu minh bach théng tin, khach hang
thuong dwa vao cac tin hiéu gian tiép d€ danh gia doanh nghiép. Céc hoat déng trach nhiém xa héi dugc xem
nhue mét co ché gitp doanh nghiép thé hién cam két vé dao dic kinh doanh, trach nhiém véi cong dong va
dinh hudng phét trién bén viing. Théng qua viéc quan sat cac hoat dong nay, khach hang c6 xu hudéng hinh
thanh nhiing nhén thitc tich cye vé doanh nghiép, tir d6 cai thién cdch nhin nhéan ctia ho vé hinh anh doanh
nghiép. Két qua nghién cttu ctia Rasoolimanesh va cong sw (2023) da chi ra rdng CSR c6 anh huong dén HA
trén nhiéu linh vyc dich vu khac nhau. Al Mubarak va céng suw (2019) da diéu tra tac déng ctia CSR d6i véi
hinh anh doanh nghiép trong linh vuc ngan hang, va két qua cho thiy khach hang xem CSR 1a yéu t5 then
chot khi lwa chon giao dich v6i ngdn hang. Theo phat hién ctia Kim va Lee (2020), CSR ¢ anh huwéng cling
chiéu d@én hinh anh doanh nghiép. Maldonado-Guzman va cong su (2017) chiing minh rang cac sang kién CSR
¢6 th€ nang cao hinh anh doanh nghiép cua cac doanh nghiép vira va nho (SME), trong khi Valdez Judrez va
cong su (2018) nhadn manh ré“mg cac hanh ddng c6 trach nhiém xa hoi gdp phan tao nén hinh anh doanh nghiép

manh mé hon. Do d6 gia thuyét H2 duoc dé xuét nhw sau:
H2: Cic hoat ddng trdch nhiém xd hgi doanh nghiép dnh hwéng tich cwe dén hinh dnh doanh nghiép.
3.3 Hinh anh doanh nghiép va long trung thanh cua khach hang

Theo ly thuyét ban sic xa hoi, c& nhan c¢6 xu hudng dong nhat ban than véi nhitng doanh nghiép ma ho
cam nhan c6 hinh anh tich ceec va phtt hop voéi gia tri ca nhan. Khi khach hang nhan thitc doanh nghiép cé
hinh anh t6t, ho sé cam th4y yén tam khi gén bé v6i doanh nghiép d6, tir d6 hinh thanh mdi quan hé lau dai
va bén ving. Igbudu va cdng su (2018) nghién ctu trach nhiém xa héi anh huong dén long trung thanh cta
khach hang tai cdc ngan hang 6 Thd Nhi Ky, dong thoi xem xét tac dong trung gian ctia hinh anh doanh nghiép
trong md&i quan hé gitra trdch nhiém xa héi va long trung thanh véi ngan hang. Két qua cho thay cic ngan
hang thuc hién trach nhiém xa hoi bén vitng co tac dong truc tiép dén long trung thanh va hinh anh doanh
nghiép; hinh anh doanh nghiép ciing c6 anh hwong cung chiéu dén long trung thanh véi ngan hang, dong
thoi ddng vai tro trung gian trong méi quan hé gitta thuc hién hoat déng trach nhiém xa hoi va long trung
thanh. Adeniji va cong su (2015) cling nhan manh réng hinh anh doanh nghiép ¢é méi tuong quan tryc tiép
va c6 y nghia véi long trung thanh ctia khach hang, tir d6, gép phan nang cao két qua hoat dong kinh doanh
ctia doanh nghiép. Két qua nghién cttu cia Nguyen va Leblanc (2001) cho th&y hinh anh doanh nghiép ¢ anh
huong dang k€ dén long trung thanh ctia khach hang, mirc do trung thanh cta khéch hang c6 xu hudéng cao

hon khi khach hang nhén thitc t6t hon vé hinh anh doanh nghiép. Do d¢6, gia thuyét sau day dugc dé xuét:

H3: Hinh dnh doanh nghiép dnh hiedng tich cwc dén long trung thanh ciia khdch hang.
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3.4 Hinh dnh doanh nghiép c6 vai tro trung gian giita méi quan hé trach nhiém xa hdi doanh nghiép va
long trung thanh ctia khach hang

Theo ly thuyét cac bén lién quan, cac hoat déng CSR gitp doanh nghiép dap tng ky vong cua khach
hang, tir d6 tao ra nhitng danh gia tich cwec ban dau. Tiép theo, theo ly thuyét tin hiéu, CSR déng vai tro nhu
mot tin hiéu gitip khach hang nhéan dién va hinh thanh nhén thitc vé uy tin va trach nhiém ctua doanh nghiép,
qua dé gép phén cai thién hinh anh doanh nghiép. Cuéi cung, theo ly thuyét ban sic xa hoi, khi khach hang
nhén thitc doanh nghiép ¢ hinh anh tich cyc, ho sé ¢6 xu huéng dong nhéat ban than véi doanh nghiép, tir d6
hinh thanh sy gén bé va long trung thanh. Nhu vdy, CSR khong chi tadc dong truc tiép dén long trung thanh
ma con gian tiép thong qua viéc cai thién HA. Do d6, HA duoc ky vong dong vai tro trung gian trong méi

quan hé gitta CSR va long trung thanh ctia khach hang.

Andika Angga Putra va Kerti Yasa (2017) chi ra r‘:?mg cac hoat dong CSR anh hudng tich cuc dén long
trung thanh cua khach hang thong qua hinh anh ngan hang ¢ Indonesia. Nghién cttu cia Wang (2020) cho
thdy hinh anh doanh nghiép déng vai tro trung gian gitta CSR va y dinh mua hang ctia khach hang. Thém vao
d6, két qua nghién ctru ctia Shabbir va cong su (2018) chi ra rang CSR anh hudng tich cuc dén long trung
thanh cua khach hang thdng qua hinh anh cic ngan hang Hoi gido ¢ Pakistan. Martinez va cfng suw (2013)
nghién ctru trong nganh du lich ctia Tay Ban Nha ciing xac nhan réng anh huéng ctia CSR dén long trung
thanh ctia khach hang dwoc ting cuong boi vai tro trung gian cta hinh anh doanh nghiép trong méi quan hé
nay. Do d¢, gia thuyét vé vai tro trung gian dwgc dé xudt nhu sau:

H4. Hinh dnh doanh nghiép c6 vai tro trung gian trong moi quan hé giita trach nhiém xd hdi va long trung thanh
ctia khéch hang

Hinh 1 mé ta md hinh nghién cttu dé xudt vé sy anh huong ctia CSR dén long trung thanh cta khach
hang va vai tro trung gian ctia hinh anh doanh nghiép trong méi quan hé gitta CSR va long trung thanh cua
khach hang.

Hinh anh
doanh
Trach nhiém o nghiép Long trung
xa hoi cta /V (HA) \I—l thanh cua
doanh nghiép khach hang
(CSR) (LTT)
H1 >

Hinh 1. M6 hinh nghién ctru dé xuét
Ngudn: Tac gia ty tdng hop
4. Phuwong phap nghién cttu

Phwong phép dinh lwgng duoc thuc hién dé€ kiém dinh cac gia thuyét nghién cttu do lwong cua trach
nhiém xa hoi, hinh anh doanh nghiép va long trung thanh cta khach hang. Cac bién quan sat duoc thiét ké
theo thang do Likert 5 muitc d¢ (tir “Hoan toan khéng dong y” dén “Hoan toan dong y”). Pau tién, ndm bién
quan sat cta trach nhiém xa hoi dugc do lwong boi Carroll va Shabana (2010). Bén canh trach nhiém xa hoi,
hinh anh doanh nghiép duoc danh gid thong qua bon bién quan sat va duoc diéu chinh boi Nguyen va Leblanc
(2001). Bén canh d6, ndm bién quan sat ctia long trung thanh cuia khach hang duwoc diéu chinh béi Ishaq (2012).

Cac thang do dwgc k& thira tit cac nghién ctru trudc, chi tiét dugc trinh bay trong Bang 1.
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Nghién cttu duoc thuc hién trién khai trén dia ban Thanh ph6 Hué, tp trung tai bdn Ngan hang thuong
mai lén la Ngan hang TMCP Dau tw va phat trién Viét Nam (BIDV), ngan hang TMCP Ngoai thuong Viét
Nam (Vietcombank), Ngan hang Cong thuong Viét Nam (Vietinbank), va Ngan hang Nong nghiép va Phat
trién Nong thon Viét Nam (Agribank). D4y la nhém bén ngéan hang thuong mai ¢ quy md 16n nhat, do Nha
nuée sd hitu hodc ndm giit ¢8 phan chi phéi (thwong duoc goi la nhém Big 4), chiém thi phan 16n nhat va
mang ludi phong giao dich rong khdp nhat trén toan qudc ciing nhw thanh phd Hué (Ngan hang Nha nwdc
Viét Nam, 2025). Quan trong hon, day la nhitng ngan hang di tién phong trong viéc thuc hién cac cha truong
ctia Ngan hang Nha nudc vé phat trién bén vitng, "xanh héa" dong von va c6 nhiéu chwong trinh CSR quy mé6
16n, rd nét nhat. Do d6, khach hang ctia ho ¢6 du trai nghiém d€ danh gid cac thang do nay. Ddi tuong khao
sat ctia nghién ctu la khach hang dang st dung cac san phdm, dich vu ctia nhitng ngéan hang nay ¢ thanh phd
Hué.

Bang 1. Tong hop cac yéu t8 cta thang do anh hudng cta trach nhiém xa hoi dén long trung thanh cua
khach hang tai cac ngan hang thwong mai

Nhan t8 Bién quan sat Mo ta Nguén
CSR1 Ngan hang luén tuan thu cac quy dinh va nghia vu phap ly
cuia minh.
CSR2 Ngan hang quan tdm va c6 trach nhiém dén cong téc bao vé
moi treong.
, . o o . . A Carroll &
Trach nhiém CSR3 Ngan hang thé hién cam két ctia d6i véi xa hoi thong qua Shab
abana
xa hoi caa viéc nang cao phuc lgi ctia cong ddng noi ngan hang hoat (2010)
doanh dong.
nghiép (CSR) CSR4 Ngan hang nay gitp nang cao chét lugng cudc séng trong
cong dong dia phuong.
CSR5 Cac hoat dong ngan hang phu hop véi ky vong ctia xa hoi
va cac chudn myec dao diec.
HA1 To6i ludn co &n twgng tich cee vé ngan hang cua minh.
HA2 Theo danh gia cua tdi, ngdn hang c6 hinh anh tét trong nhan
B . s Nguyen &
thitc ctia khach hang.
Hinh anh R . . NP o .. , Leblanc
HA3 Tb6i tin rang ngan hang ctia t6i c6 hinh anh t6t hon so vdi cac
doanh o . (2001)
o ngan hang khac.
nghiép (HA) o U A ,
Hinh anh tich circ ctia ngan hang thtc ddy t6i st dung cac
HA4 dich vu tai chinh tai day.
LTT1 To6i sén sang gidi thiéu ngan hang nay cho nhitng ngudi
tham khao y kién cta toi.
LTT2 Téi thuwong chia sé nhiing diéu tich cyc vé ngan hang nay
v6i nguoi khac. Ishaq
Long trung LTT3 T6i sén sang khuyén khich ban bé va ngudi than s dung  (2012)
thanh caa dich vu ctia ngan hang nay.
khach hang LTT4 T6i sdn sang déng tai nhitng thong tin hodc nhan xét tich cuc
(LTT) vé ngan hang nay trén cac nén tang truc tuyén.
LTT5 Toi dy dinh tiép tuc stt dung céac dich vu tai chinh ctia ngan

hang nay trong thoi gian téi.

Nguon: Téng hop cua tac gia, 2025
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Theo Hair va cong sw (2021), kich thwéc mau t3i thiéu trong PLS-SEM nén gap 10 lan s6 duong dan 16n
nhat huwéng vao mot bién phu thudc. Trong nghién cttu nay, bién LTT ¢6 hai duong dan vao, do d6 c& mau
t6i thiéu 1a 20. Tuy nhién, Hair va cdng sw (2021) ciing cho rang, c& mau t5i thiéu trong PLS SEM nén 1a 100.
Do d6, nghién cttu nay da tién hanh khao sat 300 khach hang nham nang cao d6 tin ciy ctia md hinh, ting

cuong do6 chinh xac ctia cac wéc luong va két qua phan tich.

Mau diéu tra duoc thu thap bang phuong phép thuén tién, do viéc bao mat thong tin khach hang caa
ngan hang nén kho ti€p can theo phuong phap chon mau xac suat. Dit liéu duoc thu thap trong khoang thoi
gian tir thang 9 dén thang 11 ndm 2025. Tong sd phi€u phat ra la 300, thu vé 285 phiéu, trong d6 c6 280 phiéu
hop 1¢é duwgc st dung cho phan tich.

Sau khi lam sach dit liéu, SPSS 20 duoc stt dung d€ thuc hién théng ké mo ta va kiém dinh so bd thang
do. Tiép theo, mo hinh duoc wdc lugng bang PLS-SEM ( SmartPLS phién ban 4.1.0.3) nhdm danh gia mo hinh

do luong va kiém dinh cac gia thuyét nghién ctu.

5. K&t qua nghién ctru va thao luin
51 MaAu nghién ctu

Két qua thu duoc c6 dédc diém nhu sau: Theo gidi tinh, trong tdng mau 280, c6 dén 152 ngudi c6 gidi
tinh la ni giéi chiém 54,3%; nam gidi chiém 45,7%. Theo dd tudi, d6 tudi dudi 25 tudi chiém 16,1%, do tudi tir
25 — 35 tudi chiém 29,6%, d6 tudi tix 35-45 tudi chiém 33,2%, va trén 45 tudi chiém 21,1%. Két qua khao sat cho
thdy ty 1& ctia cac dd tudi khong cé nhiéu sw chénh léch thé hién rang moi nguoi & nhigu d6 tudi khac nhau
déu str dung céc san phdm, dich vu cta ngan hang. Theo thu nhdp, 12,1% la nhém c¢6 thu nhap dudi 5 triéu
dong, 37,5% la nhém c6 thu nhép tit 5 - 10 triéu dong, 33,9% 1a nhém c6 thu nhép tix 10 - 15 triéu dong va
16,4% 1a nhém c¢6 thu nhép trén 15 triéu déng. Theo trinh d6 hoc van, nhom c6 trinh d¢ hoc van duédi phd
théng trung hoc chiém 6,8%, nhom c¢é trinh d6 phé thong chiém 36,8%, nhém c6 trinh d6 dai hoc la 47,1% va

nhdém 6 trinh d6 sau dai hoc chiém 9,3%.
5.2 Kiém dinh thang do

M6 hinh do luong dugce kiém dinh d€ dam bao d¢ tin cay cua thang do, bao gom Cronbach’s Alpha, d6
tin cdy tong hop (CR) va phuong sai trich (AVE) va gid tri cia cac muc duoc st dung dé€ do lwong CSR, HA
va LTT. Bang 2 trinh bay tém tat cac chi s6 dwoc stt dung dé dénh gia do tin cay va gid tri hoi tu ctia cac bién

tiém an.

Cu thé, gid tri Cronbach's Alpha cua tat ca cac bién va gia tri d6 tin ciy tong hop ctia cac khai niém da
xac dinh déu vuot qué 0,7, khéng dinh d¢ tin c@y cua tét ca cac thang do trong nghién cttu nay da dugc dam
bao (Hair va cOng su, 2021). Vé gia tri hoi tu, két qua cho thay t4t ca cdc hé s6 tai nhan td va gia tri phuong sai
trich trung binh (AVE) ctia cac muc déu trén 0,5, ddp tng ngudng chdp nhan dugc (Henseler va cong su, 2016).
Do d¢, cac thang do c6 gia tri hoi tu tot.

Bang 2. D6 tin cdy tong hop va phuong sai trich

Thang do Chi s6 Hé s6 taii ngoai  Cronbach’s Alpha D9 tin ciy t6ng hop (CR) AVE
CSR CSR1 0,835 0,908 0,919 0,730
CSR2 0,878
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Thang do Chis6  Hésdtiingoai  Cronbach’s Alpha D tin ciy tong hgp (CR) AVE
CSR3 0,846
CSR4 0,888
CSR5 0,822
HA HA1 0,814 0,865 0,867 0,712
HA2 0,798
HA3 0,880
HA4 0,810
LTT LTT1 0,876 0,889 0,899 0,690
LTT2 0,830
LTT3 0,887
LTT4 0,787
LTT5 0,767

Nguon: Két qua xw ly s6 liéu, 2025

Vé gia tri phan biét, theo dinh nghia ctia Fornell va Larcker (1981), gia tri phan biét duoc thiét lap khi
cén bac hai cia AVE cho mdi khéi niém vurot qué hé s twong quan gitta cac khai niém. Bang 3 cho thay cac

tiéu chi ctia Fornell va Larcker (1981) dugc dap tng.

Bang 3. Gia tri phan biét (Fornell Larcker)

HA CSR LTT
HA 0,844
CSR 0,331 0,854
LTT 0,775 0,361 0,831

Nguon: Két qua xw ly s6 liéu, 2025
Déanh gia d6 phut hgp caa méd hinh cu triic

T4t ca cac hé s6 phong dai phuong sai (VIF) ctia cac bién doc 1ap duoc trinh bay trong Bang 4 déu nho
hon 2 cho thay cdc bién tiém &n khéng xay ra hién twong da cdng tuyén. Ngoai ra, d€ kiém tra sai léch phuong
phép chung (Common Method Bias — CMB), nghién cttu st dung phwong phép Full Collinearity VIF theo dé
xudt ctia Kock (2015). Két qua cho thdy, tat ca cac gia tri VIF trong mo hinh déu dao dong ttr 1,000 dén 1,123,
thap hon nhiéu so v6i ngudng 3,3. Do d6, c6 thé két luan réng hién tuong sai léch phwong phap chung khong
anh hudng dang k& dén két qua nghién ctu.

Bang 4. Thong ké hé s6 phong dai phuong sai (VIF)

CSR HA LTT
CSR 1,000 1,123
HA 1,123

LTT

Nguon: Két qua xw ly s6 liéu, 2025
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Gia tri R? hiéu chinh cta long trung thanh (LTT) 1a 0,77 > 0,75 (Bang 5) cho thay cho thdy trach nhiém
xa hoi (CSR) va hinh anh doanh nghiép (HA) giai thich dwoc 77% su thay d6i cua long trung thanh khach
hang. Diéu nay cho thdy, mo hinh dwoc giai thich & mic cao (Hair va cdng sw, 2021). Trong khi d6, CSR giai
thich dwoc 10,7% sy bién thién ctia hinh anh doanh nghiép (HA) (R2 hiéu chinh 1a 0,107 < 0,25), du ¢6 mtc dd

giai thich yéu, nhung theo Hair va cong su (2021) van phtt hop trong cac nghién cttu xa hoi.

Bang 5. Hé s6 xac dinh R?

R? R2Hiéu
chinh
HA 0,110 0,107
LTT 0,771 0,770

Nguon: Két qua xw ly s6 liéu, 2025

Theo két qua phan tich, trach nhiém xa héi ctia doanh nghiép (CSR) tac dong dén hinh anh ctia doanh
nghiép (HA) véi hé s6 1a 0,331 (Bang 3). Vi vay, trach nhiém xa hdi c6 su tac ddng dang k&€ dén bién trung
gian. Két qua phan tich & Bang 6 cho thay bién trach nhiém xa hdi cua doanh nghiép (CSR) tac dong dén long
trung thanh ctia khach hang (LTT) 1a sw tac dong nho véi hé s6 £2 = 0,025 (0,02 < £2 < 0,15). Déi véi sy tac ddng
ctia bién hinh anh doanh nghiép dén bién long trung thanh ctia khéch hang c6 hé s6 hé sd 2 1a 0,795 (2 > 0,35)
duoc chiing minh la ¢6 tac ddng 16n (Cohen, 1988). Diéu nay cho thdy muc d6 tac dong ctia bién trung gian
hinh anh doanh nghiép dén long trung thanh ctia khach hang la déang ké.

Bang 6. Hé s6 {2

CSR HA LTT
CSR 0,123 0,025
HA 0,795

LTT

Nguon: Két qua xw ly s6 liéu, 2025
Dénh gia cac tic dong truc tiép
Cac tac dong truc tiép trong mo hinh duoc thé€ hién qua ba gia thuyét H1, H2, va H3. Theo két qua phan
tich PLS-SEM ¢ Bang 7 va Hinh 2, t4t ca gia thuyét déu cé y nghia thong ké. Cu thé, CSR tac dong truc tiép
duong va cé y nghia dén long trung thanh khach hang (LTT) (8 = 0,080; p = 0,006), dong thoi CSR lam ting
hinh anh doanh nghiép (HA) (8 = 0,331; p = 0,000). Dang cha y, hinh anh doanh nghiép (HA) tac dong rat 16n
dén long trung thanh ctia khach hang (LTT) véi hé s8 p bing 0,84 c6 gié tri p 12 0,000.

Béng 7. Két qua phan tich cac tac dong truc tiép

Gia thuyét MG6i quan hé Hé s6 duong dan Sai s6 chuan P-value Két qua

H1 CSR >LTT 0,080 0,029 0,006 Chép nhan
H2 CSR >HA 0,331 0,058 0,000 Chép nhan
H3 HA >LTT 0,848 0,016 0,000 Chép nhan

Nguon: Két qua x 1y s6 liéu
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Hinh 2. Két qua phén tich PLS-SEM

Ngudn: Két qua xt ly s6 liéu, 2025

Dénh gia tac dong gian tiép

Téc doéng gian tiép ctia nghién ctru nay duogc thé hién qua gia thuyét H4. Két qua phan tich ¢ Bang 8 cho
thdy hiéu tng gian tiép tir CSR - HA — LTT c¢6 hé s6 B 1a 0,281 (p < 0,001), trong khi tong hiéu tng CSR -
LTT 1a 0,361 (p <0,001). Do cé gia tri VAF 1a 77,8%, thda man véi diéu kién 20% < VAF < 80% ctia Hair va cong
sw (2021), HA ddng vai tro trung gian mot phan trong méi quan hé gitta CSR va LTT. Nhu vy, ngoai tac dong
truc tiép ctia CSR dén LTT, HA dwoc xem nhu bién trung gian mét phan nhung ¢6 tac dong rat 16n dén LTT.

Bang 8. Két qua phén tich tac déng gian ti€p cia Hinh anh doanh nghiép

Gia . Heé s6 tac dong Heé s6 taic dong  Tong tac .
, Moi quan hé » o VAF Két luan
thuyeét truc tiép gian tiép dong
Trung gian
H4 CSR >HA >LTT 0,080%** 0,281*** 0,361*** 77,8% .
mot phan

(Ghi chii: **=p <0,001)

Ngudn: Két qua xt ly s6 liéu, 2025

6. Thao luin két qua nghién ctru

Két qua nghién cttu chi ra rang, CSR c6 anh hudng tich cuc va c6 y nghia dén LTT cta khach hang, phét
hién nay hd tro két qua cua Aurier va N'Goala (2010). Néi cach khac, khi khach hang hiéu rd cac hoat déng
CSR ctia ngéan hang thyc hién, ho sé ¢ hanh vi tiép tuc ung ho st dung cac san pham, dich vu ctia cac ngén
hang dé.

Ngoai ra, cac hoat dong CSR duoc phét hién co tac dong tich cuc ddng ké dén HA ctia doanh nghiép,
cho thdy rang cac ngan hang cé thé nang cao hinh anh doanh nghiép thong qua céc hoat dong CSR. Tuy nhién
0 nghién ctru nay, mtc do giai thich con twong déi thap (R? cia HA dat 0,107), theo Hair va cdng su (2021),
két qua van phtt hop trong cac nghién cttu thudc linh vuc khoa hoc xa hoi, noi cac hién twong nghién ctru

thuong chiu tdc dong déng thoi clia nhiéu yéu t& khac nhau. Két qua nay phu hgp vdi phat hién cua
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Maldonado-Guzman va cong su (2017) cho rang CSR 1a mot bién phép dé lam ting hinh anh ctia cdng ty trong
mét khach hang muc tiéu. Nghién ctru nay ciing cho thay HA 1a c6 tac dong tich cuc dang k& dén LTT, tng ho
cho két qua ctia Nguyen va Leblanc (2001). Nhw vay, khi hinh anh doanh nghiép duoc nang 1én nho cac hoat
ddng lién quan dén CSR sé thuc ddy long trung thanh khach hang ting 1én. Béi khach hang y thitc duwge minh

can hd trg va dong gop cd ich cho xa hoi bé“mg cach tiép tuc trung thanh véi cac ngén hang c6 hinh anh t6t.

Bén canh d6, khi xem xét vai tro trung gian, két qua cho thdy CSR c6 tac dong dén LTT thong qua HA.
Két qua nay phu hop véi phat hién ctia Giirlek va cdng su (2017) khi cho rf?mg hinh anh doanh nghiép déng
vai tro trung gian mot phan trong mdi quan hé gitra CSR va LTT. Nhu vay, viéc thuc hién CSR gbép phan lam
HA ctia ngan hang tang lén, dwoc khach hang nhan dién rd rang hon va gia tang thién cam ttr khach hang.
Khi khéch hang nhan thdy ngan hang quan tdm dén mdi truong, cong dong va chinh khach hang, khach hang
sé thdy viéc ing h¢ cac ngan hang thuc hién trach nhiém xa hoéi la can thiét, tit 46 khach hang trung thanh hon

véi cdc ngan hang nay, diéu d6 phu hop véi phat hién ctia Andika Angga Putra va Kerti Yasa (2017).

Vé mit ly thuyét, nghién ctru nay déng gép bang cach kiém dinh vai tro trung gian ctia hinh anh doanh
nghiép trong mdi quan hé gitta CSR va long trung thanh trong bdi canh nganh ngan hang tai Thanh phd Hué
— mdt bdi canh con it dwgc nghién ctru. Vé mét thuc tién, nghién ctru cung cdp bang chiing rang hinh anh
doanh nghiép la yéu t6 trung gian quan trong, qua dé gitp cac ngan hang dinh hudng chién luege CSR hiéu

qua hon nham nang cao long trung thanh ctia khach hang.

7.  Kétluin va ham y quan tri

Nghién cttu nay dugc thiee hién nhim xem xét sy anh hudng cta trach nhiém xa hoi ciia doanh nghiép
(CSR) dén long trung thanh cua khéach hang tai cac ngan hang thuong mai ¢ Thanh phd Hué, dong thoi lam
rd vai tro trung gian cta hinh anh doanh nghiép trong méi quan hé nay. Dya trén dit liéu khao sat tir 280
khach hang dang st dung cac san pham, dich vu ctia cac ngan hang thuwong mai va phuong phap phén tich
PLS-SEM, nghién cttu da cung cdp nhiing bang chitng thirc nghiém quan trong, gép phan bs sung vao co s&
thue tién nghién cttu vé CSR trong linh vuc ngén hang tai Viét Nam.

Két qua nghién ctu cho thay, trach nhiém xa hoi cia doanh nghiép ¢é tac dong tich cuc va ¢ y nghia
thong ké dén long trung thanh ctia khach hang. Diéu nay khang dinh rang, khi khach hang nhan thiic 16 rang
va tich cuc vé cac hoat dong CSR ma ngan hang thuc hién, ho ¢6 xu huéng duy tri méi quan hé lau dai, tiép
tuc st dung dich vu va s&n sang gidi thiéu ngan hang cho nguoi khac. Phét hién nay cung cd 1ap luan, CSR
khong chi la nghia vu dao dic hay trach nhiém xa héi don thuan, ma con la mét céng cu chién luoc gitup ngén
hang duy tri khach hang trong bdi canh canh tranh ngay cang gay gat. Bén canh d6, nghién ctru ciing chi ra
rang CSR c6 anh huong tich ciee dang ké dén hinh anh doanh nghiép. Cac hoat dong CSR lién quan dén cong
ddng, moi treong, dao die kinh doanh va trach nhiém vé6i khach hang gép phéan gitp ngin hang xay dung
hinh anh tich cuc, dang tin cdy va cé trach nhiém trong tam tri khach hang. Diéu nay dic biét quan trong trong
nganh ngan hang — noi niém tin va uy tin dugc xem la nén tang cua moi quan hé gitta ngan hang va khach
hang. Pang cht y, hinh anh doanh nghiép duoc xac dinh la nhén t6 tac ddng rat manh dén long trung thanh
cta khach hang, dong thoi dong vai tro trung gian mot phan trong mdi quan hé gitta CSR va long trung thanh.
Két qua nay cho thdy, CSR khong chi tdc dong truc tiép dén long trung thanh, ma con tao tac ddng gian ti€p

théng qua viéc cai thién hinh anh doanh nghiép. Khi khach hang cam nhan ngéan hang la mét t8 chirc 6 trach
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nhiém véi xa héi va cdng ddng, hinh anh tich cyc d6 sé thic ddy su gan bo va trung thanh ctia ho d6i véi ngan

hang trong dai han.

Viéc trién khai cac hoat dong CSR ga“'m v6i boi canh dia phuwong khong chi gdp phén tao ra gia tri xa hoi
ma con gitp ngan hang xay dung hinh anh doanh nghiép gan giii, ¢ trach nhiém va thau hiéu cong dong. Tk
d¢6, khach hang dia phuong ¢6 xu hudng hinh thanh su déng cam, tin tedng va gia tdng mac do ga“'m bo voi

ngan hang, qua d6 nang cao long trung thanh trong dai han.

Tl nhiing két qua trén, nghién ctru dé xuat mot sd ham y quan tri quan trong cho cdc ngan hang thuwong

mai tai thanh phé Hué nhu sau:

Th nhét, cac ngan hang can xem CSR nhu mét b phan khong thé tach roi trong chién lugc phat trién
dai han, thay vi chi trién khai CSR nhu nhitng hoat dong mang tinh hinh thitc hodc ddi phd. Viéc dau tu
nghiém tic va nhit quén vao cac chuong trinh CSR sé gitip ngan hang tao dung loi thé canh tranh bén viing

thong qua viéc gia tang long trung thanh cua khach hang.

Thtt hai, cac ngan hang can chu trong ge“'m két hoat ddng CSR vdi chién lugce xay dung hinh anh doanh
nghiép. Cac chuong trinh CSR can dugc thiét k€ phi hop véi gia tri c6t 161 va dinh vi thuwong hiéu ctia ngan
hang, tir d6 tao ra sy nhit quan trong nhan thitc ctia khach hang. Mot hinh anh doanh nghiép tich cuc, duoc
hinh thanh tir cdc hoat dong CSR thiét thuc va minh bach, sé gdp phan cing c6 niém tin va sw gffm bd lau dai
ctia khach hang.

Thit ba, bén canh viéc trién khai CSR, céc ngan hang can ting cuong hoat déng truyén théng CSR mot
cach hiéu qua. Thuc t€ cho thdy, nhiéu hoat dong CSR mang lai gia tri xa hoi lon nhung chwa dwgc khach hang
nhén biét day du. Do dé, viéc cong bd thong tin minh bach, st dung da dang cac kénh truyén thong va ké cau
chuyén CSR mét cach chan thuc sé gitip khach hang hiéu rd hon vé nd luc va cam két ctia ngan hang d6i véi
xa hdi va cong dong.

Thit tu, trong boi canh Ngan hang Nha nudc Viét Nam dinh hudng phaét trién ngan hang xanh va tai
chinh bén viing, cac ngdn hang thuong mai can wu tién cac hoat ddng CSR lién quan dén bao vé méi trueong,
tai chinh xanh va hd tro cong dong dia phuong. Trong bdi canh thanh phd Hué - noi ¢ déc trung van hoéa
truyén thdng, du lich di san va cdng déng dia phuong gén két cao - cac ngén hang thuong mai can dinh huéng
cac hoat déng trach nhiém xa hoi theo hudng phut hop véi ddc thu dia phuwong. Cu thé, cac chuong trinh CSR
nén tap trung vao ho tro cong dong, bao ton va phat huy gid tri van hda di san, ciing nhu thic day phat trién
du lich bén vitng. Nhitng hoat dong nay khong chi phut hop véi chién lwgc phat trién bén viing qudc gia, ma

con gép phéan nang cao hinh anh doanh nghiép va tao thién cam manh mé tir phia khéch hang.

Loi cdm on

Nghién ctru nay duoc tai trg béi Dai hoc Hué trong khuon kho dé tai ma s6 DHH2024 — 06 — 143.

DOI: 10.26459/hueunijed.v135i5B.8307 81



Trwong Thi Hwong Xuan va CS.

Tai liéu tham khao

Adeniji, A. A., Osibanjo, A. O., Abiodun, A. J., & Oni-Ojo, E. E. (2015). Corporate image: A strategy for
enhancing customer loyalty and profitability. Journal of South African Business Research, Article 259483.

Al Mubarak, Z., Ben Hamed, A., & Al Mubarak, M. (2019). Impact of corporate social responsibility on bank’s
corporate image. Social Responsibility Journal, 15(5), 710-722.

Alrubaiee, L. S., Aladwan, S., Joma, M. H. A,, Idris, W. M., & Khater, S. (2017). Relationship between corporate
social responsibility and marketing performance: The mediating effect of customer value and
corporate image. International Business Research, 10(2), 104-123. https://doi.org/10.5539/ibr.v10n2p104

Andika Angga Putra, I. P., & Kerti Yasa, N. N. (2017). The role of corporate image and satisfaction in mediating
the effect of corporate social responsibility on customer loyalty. IOSR Journal of Business and
Management, 19(9), 10-17.

Arendt, S., & Brettel, M. (2010). Understanding the influence of corporate social responsibility on corporate
identity, image, and firm performance. Management Decision, 48(10), 1469-1492.

Aurier, P., & N'Goala, G. (2010). The differing and mediating roles of trust and relationship commitment in
service relationship maintenance and development. Journal of the Academy of Marketing Science, 38(3),
303-325.

Carroll, A. B. (1979). A three-dimensional conceptual model of corporate performance. Academy of Management
Review, 4(4), 497-505.

Carroll, A. B. (1999). Corporate social responsibility: Evolution of a definitional construct. Business & Society,
38(3), 268-295.

Carroll, A. B., & Shabana, K. M. (2010). The business case for corporate social responsibility: A review of
concepts, research and practice. International Journal of Management Reviews, 12(1), 85-105.

Chang, C. P. (2009). The relationships among corporate social responsibility, corporate image and economic
performance of high-tech industries in Taiwan. Quality & Quantity, 43, 417-429.
https://doi.org/10.1007/s11135-007-9117-z

Chi, H.-K., & Phan, H.-T. (2025). Revealing the role of corporate social responsibility, service quality, and
perceived value in determining customer loyalty: A meta-analysis study. Sustainability, 17(10), Article
4304.

Coelho do Vale, R., Verga Matos, P., & de Almeida, F. (2025). Meta-analysis on the impact of corporate social
responsibility initiatives on consumer attitudes and behavior. BRQ Business Research Quarterly.

Cohen, J. (1988). Statistical power analysis for the behavioral sciences (2nd ed.). Lawrence Erlbaum Associates.

Dahlsrud, A. (2008). How corporate social responsibility is defined: An analysis of 37 definitions. Corporate
Social Responsibility and Environmental Management, 15(1), 1-13.

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable variables and
measurement error. Journal of Marketing Research, 18(1), 39-50.

Freeman, R. E. (1984). Strategic management: A stakeholder approach. Pitman.

Garcia de Leaniz, P. M., & del Bosque Rodriguez, I. R. (2015). Exploring the antecedents of hotel customer
loyalty: A social identity perspective. Journal of Hospitality Marketing & Management, 24(1), 1-23.

82



Tap chi Khﬂ/oa hoc Dai hoc Hué: Kinh té va Phat trién; PISSN: 2588-1205
Tap 135, So 5B, 69-84, 2026 eISSN: 2615-9716

Giirlek, M., Diizgiin, E., & Uygur, S. M. (2017). How does corporate social responsibility create customer
loyalty? The role of corporate image. Social Responsibility Journal, 13(3), 409-427.

Hafez, M. (2018). Measuring the impact of corporate social responsibility practices on brand equity in the
banking industry in Bangladesh: The mediating effect of corporate image and brand awareness.
International Journal of Bank Marketing, 36(5), 806-822.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2021). A primer on partial least squares structural equation
modeling (PLS-SEM) (3rd ed.). SAGE Publications.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2016). Testing measurement invariance of composites using partial
least squares. International Marketing Review, 33(3), 405-431.

Igbudu, N., Garanti, Z., & Popoola, T. (2018). Enhancing bank loyalty through sustainable banking practices:
The mediating effect of corporate image. Sustainability, 10(11), Article 4050.

Irshad, A., Rahim, A., Khan, M. F., & Khan, M. M. (2017). The impact of corporate social responsibility on
customer satisfaction and customer loyalty: Moderating effect of corporate image. City University
Research Journal, 63-73.

Ishag, I. M. (2012). Perceived value, service quality, corporate image and customer loyalty: Empirical
assessment from Pakistan. Serbian Journal of Management, 7(1), 25-36.

Kim, S., & Lee, H. (2020). The effect of CSR fit and CSR authenticity on the brand attitude. Sustainability, 12(1),
Article 275.

Kock, N. (2015). Common method bias in PLS-SEM: A full collinearity assessment approach. International
Journal of E-Collaboration, 11(4), 1-10. https://doi.org/10.4018/ijec.2015100101

Lantos, G. P. (2001). The boundaries of strategic corporate social responsibility. Journal of Consumer Marketing,
18(7), 595-632.

Latapi Agudelo, M. A., Jéhannsdéttir, L., & Davidsdéttir, B. (2019). A literature review of the history and
evolution of corporate social responsibility. International Journal of Corporate Social Responsibility, 4(1),
1-23.

Lé Hang. (2024). Banking sector determined to promote green capital flows for sustainable development. State Bank of
Vietnam.

Liang, H., & Renneboog, L. (2020). Corporate social responsibility and sustainable finance: A review of the
literature. European Corporate Governance Institute — Finance Working Paper No. 701/2020.
http://dx.doi.org/10.2139/ssrn.3698631

Lichtenstein, D. R., Drumwright, M. E., & Braig, B. M. (2004). The effect of corporate social responsibility on
customer donations to corporate supported nonprofits. Journal of Marketing, 68(4), 16-32.

Lin, C.-P., Tsai, Y.-H., Joe, S.-W., & Chiu, C.-K. (2012). Modeling the relationship among perceived corporate
citizenship, firms’ attractiveness, and career success expectation. Journal of Business Ethics, 105(1), 83—
93.

Maldonado-Guzman, G., Pinzon-Castro, S. Y., & Morales, C. L. (2017). Corporate social responsibility and firm
reputation in Mexican small business. Advances in Management and Applied Economics, 7(5), 29-44.

Martinez, P., Pérez, A., & Rodriguez del Bosque, 1. (2013). Measuring corporate social responsibility in tourism.
Journal of Travel and Tourism Marketing, 30(4), 365-385.

McDonald, L. M., & Rundle-Thiele, S. (2008). CSR and bank customer satisfaction: A research agenda.
International Journal of Bank Marketing, 26(3), 170-182.

DOI: 10.26459/hueunijed.v135i5B.8307 83



Trwong Thi Hwong Xuan va CS.

Melewar, T. C., & Karaosmanoglu, E. (2006). Seven dimensions of corporate identity: A categorisation from
the practitioners’ perspectives. European Journal of Marketing, 40(7/8), 846-869.

Moisescu, O.-I. (2017). From CSR to customer loyalty: An empirical investigation in the retail banking industry
of a developing country. Scientific Annals of Economics and Business, 64(3), 307-323.

Ngan hang Nha nuwdc Viét Nam. (2025). Bao cdo thuong nién nam 2024.

Nguyen, N., & Leblanc, G. (2001). Corporate image and corporate reputation in customers’ retention decisions
in services. Journal of Retailing and Consumer Services, 8(4), 227-236.

Pomering, A., & Johnson, L. W. (2009). Constructing a corporate social responsibility reputation using
corporate image advertising. Australasian Marketing Journal, 17(2), 106-114.

Purwanto, E., Deviny, J., & Mutahar, A. M. (2020). The mediating role of trust in the relationship between
corporate image, security, word of mouth and loyalty in m-banking. Management & Marketing, 15(2),
255-274.

Raimi, L. (2017). Understanding theories of corporate social responsibility in the Ibero-American hospitality
industry. Corporate Social Responsibility and Corporate Governance, 11, 65-88.

Rasoolimanesh, S. M., Shafaei, A., Nejati, M., & Tan, P. L. (2023). Corporate social responsibility and
international students mobility in higher education. Social Responsibility Journal, 19(9), 1632-1653.

Servera-Francés, D., & Piqueras-Tomas, L. (2019). The effects of corporate social responsibility on consumer
loyalty through consumer perceived value. Economic Research-Ekonomska IstraZivanja, 32(1), 66-84.

Shabbir, M. S., Shariff, M. N. M., Bin Yusof, M. S., Salman, R., & Hafeez, S. (2018). Corporate social
responsibility and customer loyalty in Islamic banks of Pakistan: A mediating role of brand image.
Academy of Accounting and Financial Studies Journal, 22.

Shin, Y., & Thai, V. V. (2015). The impact of CSR on customer satisfaction, relationship maintenance and loyalty
in the shipping industry. Corporate Social Responsibility and Environmental Management, 22(6), 381-392.

Spence, M. (1973). Job market signaling. The Quarterly Journal of Economics, 87(3), 355-374.

Stoyanov, P. (2017). Corporate social responsibility and corporate image building. Economics and Finance, (8),
4-11.

Tajfel, H., & Turner, J. C. (1986). The social identity theory of intergroup behavior. In Psychology of intergroup
relations (pp. 7-24).

Valdez-Juarez, L. E., Gallardo-Vazquez, D., & Ramos-Escobar, E. A. (2018). CSR and the supply chain: Effects
on the results of SMEs. Sustainability, 10(7), Article 2356.

Wang, C. C. (2020). Corporate social responsibility on customer behaviour: The mediating role of corporate
image and customer satisfaction. Total Quality Management & Business Excellence, 31(7-8), 742-760.

Xiangyu, C., Peng, W., Xiaofeng, Q., & Muhammad, S. S. (2020). Does corporate social responsibility matter to

management forecast precision? Economic Research-Ekonomska Istrazivanja, 33(1), 1767-1795.

84



