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TOM TAT

Nghién ctu dé xudt va thit nghiém mo hinh vé méi quan hé gitia trach nhiém xa hoéi ctia doanh
nghiép va y dinh s&t dung dich vu clia khach hang déi véi ngan hang Shinhan Viét Nam qua do dé
Xuét cac gidi phap nhdm nang cao viéc thu hit khach hang mdi cho ngan hang. Cu thé, nghién
cu xem xét tac dong clia trach nhiém xa hoi cda doanh nghiép dén y dinh st dung dich vu cla
khach hang. Nghién ctu thuc hién thong qua phuong phap dinh lugng, khdo sat mau clia 155 doi
tugng du diéu kién str dung dich vu ngan hang. Dua trén bang cau héi da thiét lap theo mé hinh
kim tu thap Carroll (1991) va mét s6 nghién ctu lién quan, tién hanh khao sét va thu thap thong
tin, phan tich di liéu thu dugc ti bang cau haéi va st dung phan mém phan tich théng ké va quan
ly dir liéu dé phan tich dir liéu. Két qua cho thay trach nhiém xa hoi ciia doanh nghiép c6 tac déng
tich cuc cung chiéu dén y dinh s& dung dich vu ctia khach hang. Qua do, nghién clu dé xuét cac
giai phap vé trach nhiém kinh té, trach nhiém phap ly, trdch nhiém dao duc, trach nhiém ti thién
cho doanh nghiép nhdm nang cao hinh &nh doanh nghiép, cling ¢é, tao niém tin cho khach hang
trong viéc thu hut khach hang mdi st dung san pham, dich vu clia minh nhu: dam bao cac trach
nhiém vé kinh té, duy tri hoat déng kinh doanh 6n dinh, trung thuc véi khach hang, tuan tha phéap
luat, cac nghta vu vé thué hay tham gia, hd trg cac hoat dong tl thién, déng gop cho cong dong.
Tu khoa: trdch nhiém xa héi clia doanh nghiép, y dinh st dung dich vy, ngan hang Shinhan Viét
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MG PAU

Vé Iy thuyét “Trach nhiém xa hoi cia doanh nghiép
(Corporate social responsibility - viét tit 1a CSR) la sy
cam két ctia doanh nghiép ddi véi cac vin dé xa hoi
va moi trudng thong qua cic hoat ddng ctia minh va
phén tng cta doanh nghiép doi v6i nhiing ngudi ¢

lién quan trén co s& ty nguyén” !

Dé tao long tin cho
khéch hang va ngudi tiéu dung mdi lya chon céc san
phém dich vu ciia minh, ngan hang cin thyc hién ddy
du cac trach nhiém xa hoi ctia minh.

Thong qua viéc cung cdp dich vu tai chinh, tin dung
cho khéch hang, nganh ngan hang da goép phan tao ra
nhiing thay d6i tich cuc cho xa hoi, déng gép phin
16n vao sy phét trién nén kinh t€ - xa hoi.

Ngan hang Shinhan Viét Nam thanh lap vin phong
dai dién d4u tién vao ndm 1993, la ngan hang c6 100%
vOn nudc ngoai dugc cip phép ddu tién tai Viét Nam
va chinh thtc khai truong hoat déng vao thiang 11
ndm 2009, 1a mot trong nhiing ngan hang nudc ngoai
16n nhét tai Viét Nam tich cuc tham gia cac hoat dong
xa hoi tai Viét Nam. Tuy nhién, ngan hang Shinhan
c6 100% von ddu tu nudc ngoai nén viéc tiép can véi
khéch hang ngudi Viét sé bi han ché nhiéu hon so véi
cac ngan hang noi dia khac. Dya trén két qua cong bo

ndm 2024 cta Decision Lab, ngan hang Shinhan chua
lot vao dugc top 10 & Bang xép hang Ngan hang tot
nh4t nim 2024.2 Ngoai phan 16n khach hang 14 ngusi
Han Qudc, cic doanh nghiép Han Qudc dau tu vao
Viét Nam, khach hang noéi dia cia Shinhan dang con
han ché. Nghién ctu nay thyc hién nhim tim hiéu
tac dong ctia hoat dong trach nhiém x4 hoi & linh vuc
ngan hang, cu thé1a ngan hang Shinhan Viét Nam véi
nhiing van dé can nghién ctu saw: (1) Ddnh gid miic
do nhdn thiic cia khdch hang déi voi bon yéu t6 cdu
thanh trdch nhiém xd hgi ctia doanh nghiép trong moé
hinh ty thdp Carroll. 1 (2) Tim hiéu miic do dnh hudng
ctia hogt dong trach nhiém xa hoi ciia doanh nghiép téic
dong dén y dinh st dung dich vy ctia khdch hang.

Duya vao két qua nghién ctu, tic gid sé dua ra nhiing
khuyén nghi vé nhiing hoat dong CSR va cac giai phap
dé thuyc hién hiéu qua cc chinh sich nay nhim ning
cao tiéu chivé cachoat dong CSR, thu hit khach hang,
d6i tac méi sti dung dich vu ngén hang, duy tri dugc
két ndi va hgp tac lau dai véi khach hang. Bai viét
mong mudn dugc déng gép mo hinh nghién ctu lién
quan dén tac dong ctia CSR t6i y dinh stt dung dich vu
ctia khach hang, 1a tai liéu tham khao cho cac nghién
ctiu lién quan dén tdc dong CSR t6i y dinh st dung
dich vy, y dinh mua ctia khach hang trong tuong lai.

Trich dan bai bao nay: Ly N T. Tac ddng CSR déi véi y dinh st dung dich vu ctia khach hang : Truéng
hop ngan hang Shinhan Viét Nam.VNUHCM J. Soc. Sci. Humanit. 2026; 10(1):3364-3381.
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Ngoai ra két qua nghién ctiu la nguén tham khao cho
ngan hang trong viéc thuc hién CSR nhim tic dong
1én y dinh st dung dich vu ctia khach hang.
CGSGLY LUAN

Thuét ngit “CSR ctia doanh nghiép” dugc chinh thtic
dé cép trong cudn sach ”Social Responsibilities of the
Businessmen” (CSR ctia doanh nhé&n) nhdm tuyén
truyén va vin dong cic nha quan ly khong 1am tdn hai
dén quyén lgi ctia ngudi khac, kéu goi sy tui thién boi
hoan cho céc doanh nghiép lam t6n hai cho x4 hoi. &
Frederick (1960) cho ring, c6 ba yéu t6 chu yéu trong
CSR la: (1) cac hoat dong cua nha quan tri doanh
nghiép véi tu cach 1a bén tac dong dén lgi ich cong
dong, (2) cic y tudng vé viéc can bang ngudn luc
ctua doanh nghiép, (3) hoat dong tii thién nhu mot
biéu hién cta viéc hé trg kinh doanh.* Carroll (1979,
1991) da cu thé hoa vé CSR ctia doanh nghiép thanh
04 yéu t6 chinh v6i m6 hinh kim ty thap nhu sau: (1)
trach nhiém kinh té, (2) trach nhiém phap ly, (3) trach
nhiém dao diic va (4) trach nhiém ti thién (xem
Hinh 1).

Nghién ctiu nay dua trén phuong phép luin ciia mé
hinh kim tu thdp Carroll (1991)! va mét s6 nghién
ctiu vé CSR dé xac dinh thang do phan tich di liéu.
Trach nhiém kinh t€ (viét tait TNKT)

Mb hinh kim ty thép Carroll (1991) ! dugc xay dung
trén boi canh cdc doanh nghiép Hoa Ky & thap nién
80, 90. Cac doanh nghiép thoi ki bay gio dugc coi
nhu thyc thé kinh t€ ton tai trong xa hoi, vi vy, nghia
vy co ban nhét ctia doanh nghiép 14 ddm bao cac muc
tiéu vé kinh té.

Theo Carroll (1991) trdch nhiém kinh t€ 14 doanh
nghiép phai c6 nghia vu tao ra lgi nhuén, phai cé muc
tiéu san xudt va kinh doanh hang héa, dich vu dap ting
cho nhu cdu ctia xa hoi. !

Trach nhiém phap ly (viét tait TNPL)

Trach nhiém phép 1y dugc hiéu cu thé hon la trach
nhiém phai tuén tht phap luit, la su ddm bao gitia
doanh nghiép véi cac bén lién quan.® Doanh nghiép
cam két phai thuc hién nghiém chinh cdc diéu khoan,
quy dinh ctia phap luat nhu tuén tht cac luat, quy dinh
vé thué, canh tranh, an toan va cac quy dinh lién quan
khéc.

Trach nhiém dao dic (viét tit TNDD)

Trach nhiém dao dtic 1a doanh nghiép phai thuc hién
va dap ting ddy du cac chudn mug, tiéu chuén va ky
vong ctia xa hoi khong dugce dé cép trong luat.” Cu
thé hon, doanh nghiép phai dap ting cic tiéu chudn,
chudn muc va ky vong ctia céc bén lién quan nhu:
nhén vién trong cong ty, nha dau tu, c6 dong va xa
hoi.

Trach nhiém tii thién (viét tit TNTT)
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Trach nhiém tu thién la trach nhiém hoat dong ctia
doanh nghiép dap ting ky vong ctia xa hoi thong qua
cac hoat dong cong ich dong gop cho xa hoi, ddm bao
nang cao chét lugng cudc séng cho cdng dong, gop
phén thiic ddy su phit trién xa hoi. >

Nhan thic vé CSR cta khach hang

Nhiing nghién ctu trudc day cho ring ngudsi tiéu
dung quan tdm dén sy cong biang vé chét lugng va gid
ctia san phdm hon hinh anh ctia doanh nghiép hay
cac hoat dong CSR ctia ho. Tuy nhién, nhiing nghién
ctiu gdn déy cho rang, xa hoi va nén kinh té phat trién
kéo theo sy thay d6i ctia nhén thiic vé CSR cuia khach
hang va ngudi tiéu dung.

Theo Vién Kenan Chéau A, da s6 nguoi tiéu dung Viét
hiéu vé CSR, hu hét ddi tugng khdo sat tra 16i ring
ho sé lya chon sdn phdm va dich vu ctia doanh nghiép
¢6 hinh anh t6t, tuan tha phap luat va c6 nha may, hé
théng san xudt than thién véi méi trudng...”

Y dinh st dung dich vu cta khach hang (viét tit
YDSD)

Theo Yoon (2006), ngudi tiéu dung quan tdm vé hinh
anh ctia doanh nghiép ting theo cam nhén la yéu t6
quan trong d€ doanh nghiép thyc hién cic hoat dong
lién quan dén CSR. !0 Teixeira (2007) cho ring ngusi
tiéu diing thuyc sy mua va lya chon st dung dich vu
ctia doanh nghiép hay khong c6 lién quan dén viéc
doanh nghiép thuc hién trach nhiém CSR. 1

Theo Walker va Kent (2009) hoat dong CSR ctia doanh
nghiép anh hudng 16n dén y dinh mua, st dung san
phdm dich vy, y dinh trung thanh véi thuong hiéu,
¥ dinh mua lip lai ctia ngudi tiéu dung. ' Nguyén
Phan Thanh Nha va Lé Thi Thanh Xuan (2014) cho
rdng ngudi tiéu dung nhén thic vé CSR cang cao va
cam thdy sy cong bang vé gia thi kha ning mua san
phédm, dich vy ctia doanh nghiép thuyc hién CSR sé
gia tang. 1

Cac cong trinh nghién ctu lién quan

Abu Bashar (2012) da nghién ctiu vé mdi lién quan
gitia CSR va hanh vi clia ngudi tiéu dung trong boi
canh ngudi tiéu dung ngay cang nhén thtc ro6 hon vé
CSR thong qua sy anh hudng ctia phuong tién truyén
thong. Nghién ctiu da thuc hién diéu tra cich nguasi
tiéu dung xem xét cic sang kién CSR tai thoi diém
quyét dinh mua san phdm va dich vy béng cich do
ludng CSR thong qua cac bién kinh té, phap ly, dao
dtic va tui thién dya trén ly thuyét ctia Carroll (1991).
Nghién ctu thu thap ngiu nhién 250 ngudi va phan
tich dit liéu thong ké bang phdn mém SPSS. Két qua
cho ring, ¢ mic d6 nhét dinh, doanh nghiép c6 hoat
dong trach nhiém xa hoi c6 tic dong tryc tiép dén
y dinh mua hang, st dung dich vu ctia ngudi tiéu
duing. 14
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Hinh 1: M6 hinh kim ty thap vé CSR clia doanh nghiép [Nguén: Carroll (1 991) 1]

Paula Rodrigues (2015) thuc hién khao sat v6i ngudi
tiéu dung & phia bic B6 Bao Nha d€ danh gia nhan
thiic ctia ngudi tiéu dung vé CSR ctia thuong hiéu
Salsa dua theo ly thuyét ctia Blackwell va cong su
(2006) vGi bon khia canh ctia CSR: kinh té, xa hoi,
sinh thai va tdi ché. 1> Két qua khao sdt dugc kiém tra
thong qua phan tich nhén t6. Nghién ctiu cho thdy cé
moi tuong quan gitia trach nhiém xa héi anh hudéng
dén viéc mua san phdm, dich vu ctia doanh nghiép.
Sascha Krau va cong su (2020) da tong hgp c6 hé
thong cac nghién ctiu vé€ anh hudng ctia CSR va tac
dong ctia né dén y dinh mua hang cta ngudi tiéu
dung. '® Nghién ctiu d téng hgp khoang 318 tai liéu
trong vong 10 nam ti ndm 2000 dén nam 2020 thong
qua viéc tim kiém tailiéu dién ti trén co s& dii liéu véi
cac tu khoa CSR, y dinh mua hang, hanh vi mua hang
& da dang cac nganh hang va linh vuc qua do, dua ra
nhan xét c6 mai lién hé vé mat ly thuyét gitia cac yéu
t6 cdu thanh nén CSR va phén ting tich cuc ctia ngudi
tiéu dung vé CSR.

Alma Larsen (2024) da tién hanh phén tich cic trach
nhiém x4 hdi ctia doanh nghiép va hanh vi ngudi tiéu
dung & Pan Mach bang viéc thu thap dit liéu thi cdp
thong qua cac tap chi va thu vién tryc tuyén. 17 Két qua
nghién cttu cho thdy ngudi tiéu dung Pan Mach cé xu
hudng ua thich cac doanh nghiép cé trach nhiém xa
hoi hon va san sang chi nhiéu tién hon cho san phdm
hodc dich vu ctia cdc doanh nghiép d6. Nhin chung,
CSR ¢4 thé giup ich cho cac doanh nghiép tao su khac
biét cho minh va thu hat khich hang méi va nguoi
tiéu dung trong thi trudng canh tranh.

Nguyén Hoang Sinh va Nguyén Thi Thanh Tam
(2022) da kiém dinh tac dong ctia hai yéu t6 miic 4o
nhan thiic ctia ngudi tiéu dung vé CSR va mtuic do tiép
nhan vé CSR tdi trach nhiém xa hoi ctia doanh nghiép

va ¥ dinh mua, st dung dich vu cia ngudi tiéu diing, 18
Nghién ctiu da dua ra két qua nhiing d6i tugng c6 miic
d6 nhén thic vé€ CSR cao ¢6 tac dong manh hon so
v6i doi tugng c6 muic do nhan thiic vé CSR thap doi
v6i méi quan hé gitia trach nhiém xa hoi ctia doanh
nghiép va y dinh mua, sti dung dich vu.

Lé Phugc Thinh, Lé Thi Huong Giang (2024) da
nghién ctiu xdc dinh anh hudng ctia nhin thidc do tin
cdy va nhén thidc vé trach nhiém xa héi cia doanh
nghiép dén y dinh mua hang, stt dung dich vu cta
nguoi tiéu dung théng qua mo hinh ly thuyét hanh
vi dy dinh TPB. ! Két qua nghién ctu cho ring nhin
thiic d6 tin cdy va nhén thic vé CSR tdc dong duong
dén cic bién cia TPB dan dén tac dong lén y dinh
mua, st dung dich vu ctia khach hang.

PHUONG PHAP NGHIEN CUU

Nghién ctiu nay st dung phuong phép nghién ctiu
dinh luong d¢€ kiém dinh gia thuyét. Cdic gia thuyét
va m6 hinh nghién ctu dugc xay dung dya vao mo
hinh kim ty thép Carroll.! Thang do dugc diéu chinh
tit cdc nghién ctu trude d6 dé thiét ké bang cau hoi va
thu thép dii liéu so cap. Sau khi thu thip thong tin so
cdp, tac gia stt dung phadn mém SPSS d€ phén tich di
liéu.

Gia thuyét nghién ciu:

Anh huéng cia nhén thirc khdch hang vé
TNKT ctia doanh nghiép dén YDSD dich vu.
Smith va Higgins (2000) cho ring “Ngudi quan ly
thuong hiéu st dung méi quan tdm cua khach hang
d6i v6i trach nhiém kinh doanh nhu mét phuong tién
dam bao lgi thé canh tranh”?® VA uy tin ctia doanh
nghiép d6i v6i hanh vi CSR la mét bd phan quan
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trong clia ti sin thuong hiéu doanh nghiép.?! Do
vay, doanh nghiép cdn ddm bao TNKT, duy tri hoat
dong kinh té 6n dinh d€ tao hinh anh uy tin ctia minh.
Duia theo nghién ctiu nay, tic gia dé ra gia thuyét:
HI: Nhdn thiic vé TNKT c6 tdc dong tich cuc dén y
dinh st dung dich vu ciia khdch hang.

Anh huéng cia nhén thiic khdch hang vé
TNPL cta doanh nghiép dén YDSD dich vu.

Hennig va Klee (1997) dua ra gia thuyét niém tin sé
déng vai trd quan trong trong quyét dinh mua hang
va st dung dich vu ctia khach h:‘ang.22 Niém tin cua
khéch hang c6 dugc thong qua sy trai nghiém va sy
tin tudng d6i véi doanh nghiép, trudc hétla 6 hanh vi
doanh nghiép tuén tha trach nhiém phdép ly. Doanh
nghiép c6 hoan thanh cac nghia vu va hoat dong kinh
doanh dung luat phap hay khong. Bart va cdng su
(2005) da nghién ctiu thuc nghiém vé gia thuyét dua
trén cia Hennig va Klee.?® C4c nghién ctiu dua ra két
qua c6 su lién quan chat ché gitia cdc moi quan hé nay
dén viéc thuc ddy YDSD dich vu ctia khéch hang. Do
vay, c6 thé dua ra gia thuyét:

H2: Nhan thiic vé TNPL c6 tdc dong tich cuic dén YDSD
dich vy ctia khdch hang.

Anh huéng caa nhdn thitc khdch hang vé
TNDD ciia doanh nghiép c6 tdc déng tich cuc
dén YDSD dich vu.

Céc hoat dong CSR dugc danh gid cao khi doanh
nghiép tuén tht cdc TNDD va dugc xem la hoat dong
tu 1¢i néu c6 cac hanh vi trai dao didc (Yoon va cong
sy, 2006) [10]. Ngoai ra cic doanh nghiép dugc coi
la doanh nghiép t6t c6 xu hudng sé cu xt tot va hiém
khi tham gia cdc hanh vi tiéu cuc. Dong thoi, khi nhan
thic ctia khach hang vé€ doanh nghiép dugc nang cao,
ho sé cho ring doanh nghiép d6 tuén tha cic nguyén
tdc dao dtc, quan tdm dén phuc lgi va sy phét trién
clia xa hoi, cong d6ng (McKnight, 2002).%4 Dya trén
quan diém nay, gia thuyét dugc dua ra nhu sau:

H3: Nhan thiic vé TNDD c6 tdc dong tich cuc dén
YDSD dich vy ciia khéch hang.

Anh huéng caa nhdn thirc khdch hang vé
TNTT ctia doanh nghiép cé tdc déng tich cuc
dén YDSD dich vu.

Mohr va Webb (2005) cho rang hoat dong tu thién
cta doanh nghiép cé tac dong tich cuc dén y dinh
mua hang, y dinh quyét dinh st dung dich vu ctia
khach hang.?® Pa s6 cic nghién ctu trude day cho
thdy, ngusi tiéu dung c6 xu huéng lya chon cac san
phém ctia cdc doanh nghiép tham gia vao hoat dong
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tii thién hon 14 cdc doanh nghiép it tham gia. Do vay,
tac gia dé xudt gia thuyét nhu sau:

H4: Nhan thiic vé TNTT ctia doanh nghiép c6 tdc dong
tich cuc dén YDSD dich vy ciia khdch hang.

Nhu vdy, m6 hinh nghién ctiu dé xuét 04 bién doc lap
anh hudng dén y dinh stt dung dich vu ctia ngén hang
Shinhan Viét Nam nhu sau (xem Hinh 2):

Nhdn thdc ciia khdch hang vé CSR cta ngén
hang Shinhan Viét Nam:

Thang do

Nghién ctiu da thiét 14p 05 bién cho thang do bao gém
cac cau hoilién quan dén 04 yéu t6 cdu thanh nén CSR
ctia doanh nghiép va bién YDSD dich vu.

Bién © TNKT dugc xay dung trén nghién ctiu ctia
De los Salmones va cong su (2005),° McDonal & Lai
(2010) 26 gOm cac cau hoi lién quan dén viéc ngan
hang c6 duy tri kinh doanh 6n dinh hay ngin hang
dang c6 chién lugc kinh doanh lau dai, bén viing dé
dam bao nghia vu kinh t&€ hay khong.

Bién @ TNPL xéy dung dua trén nghién ctiu ctia Car-
roll & Shabana (2010),” De los Salmones va cong su
(2005)° gom cac cau hoi lién quan dén viéc ngin
hang c6 tuén tha luat phap trong nudc va qudc té hay
khong, va cau hdi lién quan dén viéc thyc hién trach
nhiém d6i véi cac bén lién quan.

Bién ® TNDD va bién @ TNTT dua trén co s nghién
ctiu ctia Carroll & Shabana (2010)7 gém cac cau hoi
lién quan dén viéc khach hang cé nhén thic dugc
ngan hang thuc hién cac trach nhiém dao dtic kinh
doanh, dao dtic v6i khach hang va cac hoat dong tu
thién ma ngan hang tham gia.

Bién ® YDSD thiét ké dua theo nghién ctiu Arli va
cdng sy (2010) 27 gom cdc cau hoi lién quan dén viéc
khach hang c6 y dinh st dung dich vu hay cac san
phém dugc cung cdp bsi ngan hang thuc hién CSR
hay khong.

Tt ca cac bién dugc do ludng boi thang do ludng Lik-
ert 7 muc. (1- Hoan toan khong dong ¥; 7- Hoan toan
dong y).

Thu thap dir liéu

Khao sit thuc hién tai Thanh ph6é H6 Chi Minh véi
d6i tugng la khdch hang tit 6 tudi 18 dén trén 55 tudi
do Thanh phé H6 Chi Minh c6 s6 lugng khach hang
chiém uu thé so véi cic tinh thanh trong ca nudc (22
chi nhanh va phong giao dich/ 54 chi nhanh va phong
giao dich trén ca nudc) va do han ché pham vi sinh
sOng cuia tac gid. Qua trinh khao sat dugc thuc hién
ti thang 06 dén thang 07 ndm 2024. Cau hoi khéo sat
dugc nhap 1én Google form va s6 lugng thu vé 1a 155
bang cau hoi hgp 1é.
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Nhin thitc cia khich hiang v& CSR cia ngin hang Shinhan Viét Nam

Trach nhiém phap Iy

—_— o

Trach nhiém kinh t&
Trich nhigm dao dic ]7 H2+
Trdch nhiém tir thién H4 +

T dinh sir dung dich vi cia
khach hang

=

Hinh 2: M6 hinh nghién ctu dé xudt [Nguoén: Tac gial

KET QUA NGHIEN CUU

M6 ta mau

Miu théng ké bao gébm 45 nam (29,03%) va 110 ni
(70,97%) (xem Bang 1). S6 ngudi thuc hién khao st
& cac do tudi ti 18 ~ 34 tudi cé 124 ngudi (80%), tu
35 ~ 55 tudi c6 27 ngudi (17,42%) va trén 55 tudi cd
4 ngudi (2,58%) (xem Béang 2). Nhu vdy mau nghién
ctiu 6 sy phan bo trong tat ca cac dic diém nhin khiu
hoc, trong d6 chiém phan 16n mau ¢ gidi tinh n,
do tudi tit 18 dén 34 tudi. Tuy nhién, mau théng ké
chua thu thap dugc nghé nghiép ctia miu, mau nghién
ctiu phin b6 rong hon sé téng quét hon cho tdng thé
nghién ciu.

Kiém dinh thang do

Duia trén két qua thong ké trung binh, nghién ctiu sé
biét dugc pham vi gid tri ctia bién thong qua gia tri
nho nhét hodc gid tri 16n nhat. Qua d6, nghién ctu sé
danh gia khoang gid tri d6 c6 phu hgp véi tinh chat
bai nghién ctiu hay khong.

V6i thong ké trung binh, cac bién dugc do ludng bai
thang do ludng Likert 7 muc. (1- Hoan toan khong
dong y; 7- Hoan toan déng y). Gid tri trung binh
(Mean) ctia ca 05 bién dao dong tii 4,65 dén 5,72
chiing to dép vién c6 xu hudng dong y véi cac quan
diém dugc hoi tai 05 bién (xem Bang 3).

Thang do CSR bao gom 24 bién do ludng ctia 04 yéu t&
c6 hé s6 Cronbach’s Alpha dao dong tii 0,830 ~ 0,888,
do vay tat ca cdc bién déu dat yéu ciu vé do tin cay.

& bién TNKT, hé s6 Cronbach’s Alpha la 0,830, tit ca
cac bién quan sat déu c6 Corrected Item - total Corre-
lation 16n hon 0.3, hé s6 Cronbach’s Alpha ctia thang
do 16n hon 0,6. Nhu véy, thang do da ddm bao d¢ tin
cdy (xem Bang 4).

O cdc bién TNPL, TNDD, TNTT va YDSD, tat ca céc
bién quan sat c6 Corrected Item - Total Correlation
16n hon 0,3. Hé s6 Cronbachs Alpha ctia thang do
16n hon 0,6. Nhu véy thang do dam bao d¢ tin cay
(xem Bang 5, Bang 6, Bang 7, Bang 8).

Phan tich nhan to

Tri s6 KMO dat gid tri 0,854 > 0,5 nén phan tich nhin
t6 la pht hgp. Sig. (Bartlett’s Test) = 0,000 (sig. <
0,05) chting to cic bién quan sit tham gia vao phin
tich EFA c6 tuong quan véi nhau (xem Bang 9).
Kiém dinh KMO lan 1 (xem Bang 9) cho théy c4n loai
bién TNKTS5 do bién nay cé hé s6 tai nho hon 0,5 va
loai bién TNPL6 do bién nay tai 1én & ca 2 nhén t6.
Két qua kiém dinh KMO lan 2 (xem Bang 10):

C6 04 nhén t6 dugc trich dua vao tiéu chi eigenvalue
1,390 > 1, nhu vy 5 nhéan t& nay tém tit thong tin cta
18 bién quan sat dua vao EFA mot cach t6t nhét. Tong
phuong sai cic nhan t6 nay trich dugc la 63,357% >
50%, nhu véy, 04 nhan t6 dugc trich gidi thich dugc
68,135% bién thién dii liéu ctia 18 bién quan sat tham
gia vao EFA (xem Bang 11, Bang 12).

Hé s6 KMO la 0,829 > 0,5 nén phén tich nhan t6 la
pht hgp. Kiém dinh Bartletts Sig. = 0,000 (sig. <
0,05) chiing to cac bién quan sit tham gia vao phan
tich EFA c6 tuong quan véi nhau.

Két qua ma tran xoay cho thdy c6 1 nhan t6 dugc trich
ti cdc bién quan sat dua vao phan tich EFA. Phuong
sai trich dugc giai thich la 72,784% tai eigenvalue la
2,911 > 1.

He s6 tai Factor Loading ctia cac bién quan sét trong
ma trén xoay déu 16n hon 0,5. Nhu vy cic bién quan
sat nay déu co y nghia déng gbp vao mé hinh.

Kiém dinh gia thuyét

Két qua kiém dinh tuong quan va hoi quy cho thdy
cac bién déu co tuong quan tuyén tinh véi bién phu
thudc (xem Bang 13, Bang 14).

Két qua cho thdy tat ca cac gid tri sig tuong quan Pear-
son gitia cac bién doc 14p véi bién phu thudc déu nho
hon 0,05. Nhu vy cac bién doc lap déu cé tuong quan
tuyén tinh vé6i bién phu thudc.

Sig kiém dinh F = 0,000 < 0,05. hu vy mo6 hinh hoi
quy c6 y nghia (xem Bang 14).
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Bang 1: Gigi tinh maunghién citu [Ngudn: Két qua kiém dinh

qua phan mém SPSS]
Gidi tinh
Valid  Cumulative
Frequency  Percent  percent Percent
Valid Nam 45 29,0 29,0 29,0
N 110 71,0 71,0 100,0
Total 155 100,0 100,0

Bang 2: D6 tudi mau nghiéncitu [Ngudn: Két qua kiém dinh qua phan mém

SPSS]
Do tudi
Frequency  Percent  Valid Percent — Cumulative Percent
Valid 18- 34 tudi 124 80,0 80,0 80,0
35- 55 tudi 27 17,4 17,4 97,4
Trén 55 tudi 4 2,6 2,6 100,0
Total 155 100,0 100,0

R binh phuong hiéu chinh 13 0,679 = 67,9%. Nhu vay
céc bién doc lap dua vao chay hoéi quy anh hudng téi
67,9% su thay d6i ctia bién phu thudc (xem Bang 14).
Gi4 tri Durbin-Watson 13 1,892, nim trong khoang 1,5
dén 2,5 nén két qua héi quy khong co hién tugng tu
tuong quan chubi bac nhit (Bing 14). Két qua hoi
quy cho thdy tit ca cac bién déu c6 su tac dong lén
bién phu thudc do sig kiém dinh t cta tling bién doc
1ap déu nho hon 0,05. Hé s6 VIF céc bién doc lap déu
nho hon 5, nhu viy khong c6 da cdng tuyén xay ra.

THAO LUAN

Nghién ciiu nay nham muc dich tim hi€éu méi quan hé
gitia CSR ctia doanh nghiép va YDSD dich vu béng
cac xem xét tdc dong ctia cac yéu t6 ciu thanh nén
CSR dén YDSD dich vu ctia khach hang. Dé tai da
xay dung mo6 hinh nghién ctiu dya trén mo hinh kim
tu thap ctia Carroll ! va cac nghién ctiu lién quan. Két
qua cho théy cdc mau khao sat dat dugc téng 155 mau,
chiém phéan16n1a mau ¢ gidi tinh nit § 46 tudi 18 dén
34 tudi. Mau khéo sat thu dugc c¢6 day du cac dic tinh
nhan chiing hoc phtt hgp véi muc dich nghién ciu.
Dé tai thiét k€ 05 bién, két qua cho thiy thang do
CSR dugc do luong boi 04 thanh phan: TNKT, TNPL,
TNDD, TNTT. Thang do con lai la thang do y dinh
sti dung dich vu ctia khich hang. Tit ca cac thang do
dugc do luong trén nhén thic va tac dong dén y dinh
ctia khéach hang.

V€ mdi quan hé gitia cac bién, CSR tac dong truc tiép
cung chiéu tich cuc dén y dinh st dung dich vu ctia
khéch hang. Nghién ctiu cho thiy 04 yéu t6: TNKT,
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TNPL, TNDD, TNTT déu c6 tac dong tich cuc dén
YDSD dich vu ctia khédch hang. Két qua nay phu hgp
vGi céc nghién cdu trude day khi ciing chi ra ring, &
muc d6 nhét dinh, doanh nghiép c6 hoat dong CSR
¢ tac dong truc tiép dén y dinh mua hang, d6i tugng
¢6 miic d6 nhéan thic vé CSR cao ¢6 tac dong manh
hon so véi d6i tugng c6 miic dd nhéan thic vé CSR
thap d6i véi moi quan hé gitia CSR va y dinh mua, st
dung dich vu. Nghién ctiu nay ciing da cho thdy dap
vién c6 xu hudng cé nhén thiic cao vé€ CSR va c6 xu
huéng dong y sti dung dich vu déi v6i ngan hang thuc
hién trach nhiém xa hoi.

Toém lai, d€ tai nghién ctiu da d€ xuit moé hinh nghién
ctiu v6i két qua kiém dinh mo hinh la pht hgp, nhim
nghién ctiu tic dong ctia CSR dén y dinh mua cta
khach hang. Két qua nghién ctiu cho théy, 04 yéu t6
céu thanh nén CSR trong md hinh kim ty thép Car-
roll ¢6 tac dong tich cyc cung chiéu 1én y dinh st
dung dich vy ctia ngan hang. Tuy nhién, d€ c6 két
qua nghién ctu chudn xac va chi tiét hon, dé tai can
tham khéo va bd sung thém céc yéu t6 khéc tic dong
dén y dinh mua, st dung dich vu nhu: sy cong bing
vé gid, trach nhiém moi truong, trach nhiém tdi ché...
tham khao tii cdc nghién ctiu trudc ddy. Nhin chung,
nghién ctiu da dua ra mo hinh phut hgp cho muc dich
nghién ciu.

Duia theo két qua nghién ctiu, tac gia c6 mot s6 dé xuat
nhu sau:

Vé trach nhiém kinh t& ngin hang nén né lyc duy
tri kinh doanh 6n dinh, c6 chién lugc kinh doanh lau
dai va bén viing. Cac bdo cdo tai chinh dang tai cdng
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Bang 3: Théng ké trung binh [Nguén: K&t qua kiém dinh qua phan mém SPSS]

Descriptive Statistics
N Minimum Maximum Mean Standard.
Deviation

TNKT1 155 1 7 4,65 1,677
TNKT2 155 1 7 4,63 1,655
TNKT3 155 1 7 4,97 1,479
TNKT4 155 1 7 5,11 1,435
TNKT5 155 1 7 5,12 1,186
TNPL1 155 1 7 5,06 1,352
TNPL2 155 1 7 5,02 1,370
TNPL3 155 1 7 4,99 1,421
TNPL4 155 1 7 4,89 1,462
TNPL5 155 1 7 5,08 1,464
TNPL6 155 1 7 5,00 1,264
TNDD1 155 1 7 4,84 1,707
TNDD2 155 1 7 4,81 1,450
TNDD3 155 1 7 5,09 1,539
TNDD4 155 1 7 5,00 1,628
TNTT1 155 1 7 4,94 1,465
TNTT2 155 1 7 4,96 1,485
TNTT3 155 1 7 4,88 1,434
TNTT4 155 1 7 4,77 1,439
TNTT5 155 1 7 4,96 1,404
YDSD1 155 1 7 5,43 1,309
YDSD2 155 1 7 5,68 1,189
YDSD3 155 1 7 5,65 1,356
YDSD4 155 1 7 5,72 1,209
Valid N (list- 155

wise)

khai trén trang cht nhim gitp khach hang tiép cdn  chéc v6i khach hang.

dé dang vdi thong tin tinh hinh doanh nghiép. Ngoai
ra, viéc cdi thién hiéu qua kinh doanh va duy tri chit
lugng san phdm dich vu 6n dinh d€ phuc vu khach
hang cting quan trong khong kém. Thong tin vé trach
nhiém kinh té ctia ngdn hang ma khach hang dé tiép
can nhét la cic thong tin dugc ding tai trén hé théng
trang chu ctia ngén hang, cic thong tin vé viéc cai
thién hiéu qua kinh doanh, cung cdp cic san phdm,
dich vu méi, 6n dinh, phtt hgp véi nhu cdu ctia khich
hang can dugc ding tai cdng khai tao niém tin viing

Ngoai ra, v6i vai tr6 1a trung gian tai chinh, ngdn hang
Shinhan Viét Nam cling nhu cic ngin hang thuong
mai khac phai ddm bao 6t vai trd cung ting nguén von
cho nén kinh té€, déng vai tro 1a cdu néi gitia nhiing
ngudi ¢6 nhu cau vé vén va ngudi thia von...Nhu
vay, ngan hang can thuc hién t6t vai tré cung ting san
phdm dich vy, cung ting ngudn vén va nhu cau thanh
todn cho nén kinh té, lam co s§ thic déy cho su phét

trién kinh té- xa hoi ctia dit nudc.
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Bang 4: Cronbach’s Alpha bién TNKT [Nguén: Két qua kiém dinh qua phan mém SPSS]

Reliability Statistics
Cronbach’s
N of Items
Alpha
,830 5
Item - Total Statistics
Scale Mean Scale Variance Corrected Item -  Cronbach’s Alpha
if if Total Correlation  if Item Deleted
Item Deleted Item Deleted
TNKT1 19,83 21,205 ,604 ,806
TNKT2 19,85 21,075 ,627 ,798
TNKT3 19,52 21,225 ,729 ,767
TNKT4 19,37 21,820 ,706 ,774
TNKT5 19,36 25,908 ,499 ,829

Bang 5: Cronbach’s Alpha bién TNPL [Nguén: K&t qua kiém dinh qua phan mém SPSS]

Reliability Statistics
Cronbach’s N of Items
Alpha
888 6
Item - Total Statistics
Scale Mean if Item Scale Variance if tem  Corrected Item - Total Cronbach’s Alpha if
Deleted Deleted Correlation Item Deleted
TNPL1 24,99 32,974 628 880
TNPL2 25,03 31,979 691 870
TNPL3 25,06 30,899 737 862
TNPL4 25,16 31,617 657 876
TNPL5 24,97 29,863 785 854
TNPL6 25,05 32,491 726 865
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Bang 6: Cronbach’s Alpha bién TNDD [Nguén: Két qua kiém dinh qua phan mém
SPSS]

Reliability Statistics

Cronbach’s N of Items

Alpha
,880 4
Item - Total Statistics
Scale Mean if Item  Scale Variance if Item Corrected Item- Cronbach’s Alpha
Deleted Deleted Total Correlation if Item Deleted

TNDD1 14,90 16,672 713 ,860
TNDD2 14,93 18,456 720 855
TNDD3 14,65 17,384 762 839
TNDD4 14,74 16,582 Nk ,832

Bang 7: Cronbach’s Alpha bién TNTT [Nguén: Két qua kiém dinh qua phan mém SPSS]

Reliability Statistics

Cronbach’s N of Items

Alpha
,850 5
Item - Total Statistics
Scale Mean if Item  Scale Variance if Item Corrected Item- Cronbach’s Alpha
Deleted Deleted Total Correlation  if Item Deleted

TNTT1 19,57 21,051 ,703 ,807
TNTT2 19,55 22,560 ,558 ,846
TNTT3 19,64 21,466 ,686 ,812
TNTT4 19,74 22,336 ,605 ,833
TNTT5 19,55 20,963 ,755 ,794
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Bang 8: Cronbach’s Alpha bién YDSD [Nguén: Két qua kiém dinh qua phan mém SPSS]

Reliability Statistics
Cronbach’s Alpha N of Items
,874 4

Item - Total Statistics

Scale Mean if Item

Deleted Deleted
YDSD1 17,05 10,841
YDSD2 16,81 11,651
YDSD3 16,83 10,361
YDSD4 16,76 10,884

Scale Variance if Item

Corrected Item- Cronbach’s Alpha
Total Correlation if Ttem Deleted
,707 ,848
,688 ,854
,739 ,835
,791 815

Vé trach nhiém phép ly, dua theo két qua khao sdt,
ngéan hang can tiép tuc duy tri hoat dong tudn thu
theo quy dinh va phép luat Viét Nam. Hoan thanh
cac nghia vu va trdc nhiém vé thué, hoat dong tuan
theo chinh sach va ky vong ctia nha nudc Viét Nam
va ludt phap qudc té.

Ngan hang cin bao vé t6t quyén lgi ctia khach hang,
bao dam an toan hoat dong ngan hang va hé thong
cdc t6 chiic tin dung. Hién nay, tinh trang 16 thong tin
khéch hang va lita ddo théng qua dich vu ngan hang
ngay cang gia tang véi cac thi doan tinh vi va phic
tap.?® Do d6, ngan hang cin ddy manh hon viéc bao
mat thong tin khach hang, ting thém céc giai phap
bao méit nhim bao vé tdt quyén 1¢i ctia nguidi st dung.
Céc védn dé vé thu tuc hanh chinh ciing can dugc don
gian hoa, han chéviéc dén truc tiép ngin hang gay mét
nhiéu thaoi gian va chi phi di lai. Ngén hang can cai
thién hé thong ngan hang truc tuyén, mobile banking,
b6 sung cdc ngdn ngl nudc ngoai trén trang chtt nhim
thuén tién hon cho khéch hang.

Ve trach nhiém dao diic, ngan hang cén duy tri cung
cdp cac san phdm va dich vy r6 rang, minh bach,
khoéng gay phién toan cho khach hang va d6i tac. Cac
quang céo vé dich vy san phdm ctia minh can trung
thuc v€ hinh anh va néi dung. Ngéin hang nén cha
trong ca muc tiéu kinh doanh vi lgi nhuan va muc tiéu
kinh doanh dam béo lgi ich ctia ngudi tiéu dung va
doi thi canh tranh. Ngoai ra, viéc x4y dung van hoéa
kinh doanh minh bach, song phing, lanh manh, xay
dung bd quy tic ting xti, quy tic trong dao diic kinh
doanh...ciing la yéu t6 dang quan tam.

Vé trach nhiém tii thién, tham gia hoat dong tii thién
tich cucla yéu t6 nang cao hinh anh ctia doanh nghiép
trong nhan thic cia khach hang. Vivay, Shinhan Viét
Nam cén tich cuc hon nita vé€ viéc tham gia cac hoat
dong xa hoi, dong gép cho cdng dong. Thudng xuyén
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thuc hién cac hoat dong ti thién, bao trg xa hoi, cac
chuong trinh phiclgixa hoi ¢ cac tinh thanh viing sau
ving xa ngoai thanh phé H6 Chi Minh va cdc thanh
pho Ién.

Shinhan Viét Nam c6 thé lap quy nhéan ai riéng va
thudng xuyén t§ chiic cac hoat ddng tinh nguyén véi
su dong hanh ctia can b nhan vién ngan hang. Shin-
han Viét Nam c¢6 thé tham khdo thém vé viéc phat
trién ing dung Thién nguyén tuong ty ctia ngin hang
thuong mai khéc, thong qua ting dung nay nhiing
ngudi gy quy va ngudi ting ho c6 thé két noi truc tiép,
hé trg kip thoi, dung ltc cho cong dong, xa hoi.

KET LUAN

Nghién ctu nay da xéy dung moé hinh méi quan hé
gitia CSR va y dinh st dung dich vu ctia khach hang
dua trén cd s ly thuyét clia cic nghién ctu trude day.
Két qua cho thdy do luong TNKTS5 va TNPL6 dugc
diéu chinh d€ phu hgp v6i nhén thiic ctia khach hang,
cac thang do con lai dat d¢ tin c4y cao, m6 hinh nghién
ctiu 1 phu hgp. Ngoai ra, két qua kiém dinh cho thay
tat ca bon yéu t6 cdu thanh nén CSR déu c¢é tac dong
tich cuc cung chiéu vé6i y dinh st dung dich vu cta
khach hang.

Céc nghién ctu trudc day cho ring CSR ctia doanh
nghiép bao gom 04 yéu t6 ciu thanh: trdch nhiém
kinh té, trach nhiém phap ly, trach nhiém dao dtc,
trach nhiém tii thién ! phit hgp khi st dung lam thang
do trong viéc nghién ctiu tdc dong ctia CSR dén y dinh
stt dung dich vu ctia ngan hang Shinhan Viét Nam,
bdn yéu t6 déu c6 anh hudng manh dén y dinh st
dung dich vu ctia khach hang. Nhu vay, d€ ning cao
nhan thic ctia khach hang, thu hat khach hang méi
sti dung dich vu ctia minh, ngén hang Shinhan néi
riéng, cac ngan hang thuong mai néi chung cén tap
trung vao cac hoat dong CSR nhu: ddm bao cac trach
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Bang 9: Phan tich nhan t6 KMO 1 [Ngudn: Két qua kiém dinh qua phan mém SPSS]

KMO and Bartlett’s Test

Kaiser-Meyer- Olkin Measure of ~ Sampling Adequacy. 860
Bartlett’s Test of Sphericity Approx. Chi- Square 1,880,618
df
Sig.
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Component  Total % of Cumulative  Total 9% of Cumulative Total 9% of Cumulative
Variance % Variance % Variance %
1 7,74 38,709 38,709 7,742 38,709 38,709 3,765 18,824 18,824
2 2,373 11,865 50,574 2,373 11,865 50,574 3,545 17,726 36,550
3 1,966 9,829 60,403 1,966 9,829 60,403 3,175 15,877 52,427
4 1,446 7,228 67,631 1,446 7,228 67,631 3,041 15,204 67,631
5 902 4,509 72,140
6 671 3,355 75,495
7 620 3,099 78,594
8 571 2,855 81,449
9 531 2,656 84,105
10 508 2,541 86,646
11 404 2,021 88,667
12 365 1,827 90,494
13 343 1,713 92,207
14 310 1,552 93,759
15 305 1,523 95,282
16 248 1,240 96,522
17 233 1,165 97,687
18 204 1,019 98,706
19 163 813 99,519
20 96 481 100,000
Rotated Component Matrix®
Component
q ) B 4 1 2 3 4

TNPL2 709 TNTT5 ,805
TNPLS 797 T i
NP 780 TNTT2 1736
TNPLL 778 TNTT1 RS
TNPL4 710 TNTT3 728
TNDD2 7194 TNKT4 ,814
TNDD3 , 7192 TNKT3 797
TNDD4 791 TNKT2 762
TNDD1 724 TNKT1 741
TNPL6 ,611 639 TNKTS 437
Extraction Method: Principal Component Analysis.Rotated 3374

Component Matrixa

a. Rotation converged in 5 iterations.
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Bang 10: Phan tich nhan t6 KMO 2 [Ngudn: Két qua kiém dinh qua phan mém SPSS]

KMO and Bartlett’s Test

Kaiser-Meyer- Olkin Measure of

Bartlett’s Test of Sphericity

Component

10
11
12
13
14
15
16
17

18

Extraction Method: Principal Component Analysis.

Total

6,696
2,291
1,887
1,390
.853
.637
.589
.548
511
.408
.370
.346
.336
.298
244

232

.203

.160

% of
Variance

37,200
12,729
10,483
7,723
4,738
3,540
3,275
3,042
2,840
2,268
2,056
1,924
1,866
1,653
1,356
1,291
1,126

,891

Sampling Adequacy.

Approx. Chi- Square

df

Sig.

Total Variance Explained

Initial Eigenvalues

Cumulative
%

37,200
49,929
60,412
68,135
72,873
76,413
79,688
82,729
85,569
87,837
89,893
91,816
93,683
95,336
96,692
97,983
99,109

100,000

Extraction Sums of Squared

Total

6,696
2,291
1,887

1,390

Loadings
9% of Cumulative
Variance %
37,200 37,200
12,729 49,929
10,483 60,412
7,723 68,135

Rotation Sums of Squared

Loadings

Total % of Cumulative
Variance %

3,335 18,526 18,526
3,134 17,412 35,939
2,958 16,434 52,373

2,837 15,762 68,135
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Bang 11: Phan tich nhan t6 1 [Nguén: Két
qua kiém dinh qua phan mém SPSS]

Rotated Component Matrix"

Component

1
TNPL2 ,807
TNPL5 ,797
TNPL1 ,789
TNPL3 ,780
TNPL4 ,707
TNTT5
TNTT4
TNTT2
TNTT1
TNTT3
TNDD4
TNDD2
TNDD3
TNDD1
TNKT4
TNKT3
TNKT2
TNKT1

Extraction Method:

2

,800
,746
,737
,731
,724
,807
,805
,791
717
,814
,793
774

,746

Principal Component Analysis
Rotation Method: Varimax with

Kaiser Normalization.

a. Rotation converged in 5 iterations.

nhiém v€ kinh té, duy tri hoat dong kinh doanh &n
dinh, trung thuc véi khach hang, tuan tha phap luat,
cdc nghia vu vé thué hay tham gia, hé trg cac hoat
dong tu thién, déng gdp cho cong dong.

Nghién ctiu nay cing c6 cung két qua véi mot s
nghién ctiu trudc vé tac dong tich cuc ctia CSR dén
nhan thic, y dinh mua hang, y dinh st dung dich vu
ctia khach hang. Nhu vay, d€ nhan dugc danh gia vé
cac hoat dong CSR theo chiéu huéng tich cuc, ngin
hang cén tap trung tudn tht va tham gia cdc hoat dong
CSR nhdm x4y dyng hinh anh tich cyc va niém tin
ctia doanh nghiép minh cho khdch hang. Cuéi ciing,
khi khéch hang cdm nhén va danh gia t6t vé cac hoat
dong CSR ciing nhu ¢6 niém tin vao hinh anh doanh

nghiép, khach hang sé c6 cam nhan va théi d6 tich
cic dén y dinh quyét dinh stt dung dich vu ctia minh.
Vi véy, ngan hang Shinhan ciing nhu céc ngin hang
thuong mai & Viét Nam can duy tri va d4u tu ngin
sach danh cho cac hoat dong CSR, dong thoi tao niém
tin va nhan thdc tich cuc cho khach hang thong qua
x4y dung hinh anh doanh nghiép qua cac hoat dong
CSR.

Han ché cta nghién cuu

Mic dit nghién ctiu chon mau nhan khiu hoc da dang
dé nang cao tinh dai dién, tuy nghién mau thu thap chi
dugc thyc hién tai thanh phé H6 Chi Minh va phén
16n mau trong do tudi tit 18 dén 34 tudi. Néu co thé
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Bang 12: Phan tich nhan té 2 [Ngudn: K&t qua kiém dinh qua phan mém SPSS]

KMO and Bartlett’s Test

Kaiser-Meyer- Olkin Measure of

Bartlett’s Test of Sphericity

Sampling Adequacy.

Approx. Chi- Square

df

Sig.

Total Variance Explained

Initial Eigenvalues

of Variance Cumulative %

Component Total %
1 2,911 72,784
2 426 10,648
3 390 9,739
4 273 6,829
Component Matrix®
Component
1
YDSD4 ,891
YDSD3 ,860
YDSD1 ,837
YDSD2 ,823
Extraction
Method:
Principal
Component
Analysis.

a. 1 components extracted.

72,784
83,432
93,171

100,000

Extraction Sums of Squared Loadings

Total %  of Variance Cumulative %

2,911 72,784 72,784

Extraction Method: Principal Component Analysis.
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Bang 13: Kiém dinh méi tuong quan [Nguédn: K&t qua kiém dinh qua phan

mém SPSS]
Correlations
YDSD  TNKT TNPL TNDD TNTT
YDSD Pearson Correlation 1 ,620%* ,487** ,685%* ,640**
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 155 155 155 155 155
TNKT Pearson Correlation ,620%* 1 ,251%% ,480** ,357*%*
Sig. (2-tailed) ,000 ,002 ,000 ,000
N 155 155 155 155 155
TNPL Pearson Correlation 487 251 1 439 ,365%*
Sig. (2-tailed) ,000 ,002 ,000 ,000
N 155 155 155 155 155
TNDD Pearson Correlation ,685%* ,480** ,439%* 1 497+
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 155 155 155 155 155
TNTT Pearson Correlation ,640%* ,357%* ,365%% 497*4* 1
Sig. (2-tailed) ,000 ,000 ,000 ,000
N 155 155 155 155 155

**_ Correlation is significant at the 0.01 level (2-tailed).

mé rong pham vi khdo sat, nghién ctiu sé thu thap  TAI LIEU THAM KHAO

dugc thong tin da dang va khach quan hon nita.

DANH MUC TU VIET TAT

CSR: Corporate Social Responsibility — Trach nhiém
xa hoi ctia doanh nghiép

EFA: Exploratory factor analysis — Phan tich nhén t6
kham pha

STD: Standard deviation — D6 1éch chuan

TNKT: Trach nhiém kinh t&

TNPL: Trach nhiém phap ly

TNDD: Trach nhiém dao dtic

TNTT: Trach nhiém ti thién

TPB: Thuyét hanh vi du dinh

YDSD: Y dinh st dung

XUNG POT LOI iCH
Bdn thdo nay khong c6 xung dét lgi ich.
DPONG GOP CUA TAC GIA

Nguyén Thi Ly: Tac gia chinh, 1én y tudng cho bai viét,
tham gia thyc hién thu thép di liéu va viét cac noi
dung chinh ctia bai béo.
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Bang 14: Kiém dinh héi quy [Nguén: Két qua kiém dinh qua phan mém SPSS]

ANOVA?
Model Sum of Squares df Mean Square F Sig.
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Total 179,5 154
a. Dependent Variable: YDSD
b. Predictors: (Constant), TNTT, TNKT, TNPL, TNDD
Model Summarytl
Model R R Square Adjusted Std. Error Durbin-
R Square of the Esti- Watson
mate
1 ,829a 687 679 61,197 1,892
a. Predictors: (Constant), TNTT, TNKT, TNPL, TNDD
b. Dependent Variable: YDSD
Coeflicients®
Model Unstandardized Coefficients Standardized t Sig. Collinearity Statistics
Coefficients Toler-ance
Std. Error Beta VIE
(Constant) ,893 282 3,164 ,002
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ABSTRACT

The study proposes and tests a model on the relationship between corporate social responsibil-
ity and customers' intention to use services at Shinhan Bank Vietnam. The findings will be used
to recommend solutions to attract new customers to the bank. Specifically, the study examines
the impact of corporate social responsibility on customers' intention to use services and is imple-
mented through quantitative methods, a sample of 155 individuals eligible to use banking services.
Drawing upon a questionnaire established according to Carroll's (1991) corporate social responsi-
bility pyramid model and related literature, a survey was conducted to gather and analyze data.
Using Statistical Package for the Social Sciences software for statistical analysis, the findings reveal
a significant positive relationship between corporate social responsibility and customers' intention
to use services. Based on these findings, the study provides solutions regarding economic, legal,
ethical, and philanthropic responsibilities for businesses. These recommendations aim to enhance
corporate image, build customer trust, and attract new clients to use their products and services. In
particular, the proposed solutions include ensuring economic responsibilities, maintaining stable
business operations, being transparent with customers, complying with laws and tax obligations,
and participating in charitable activities and community contributions.
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