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ABSTRACT

The aviation industry plays an important role in promoting each
country’s economic growth. In the context of fierce competition,
each airline aims to retain customers by improving service quality
and pioneers in implementing social responsibility, especially
contributing to sustainable development. The purpose of this study
is to evaluate the impact of corporate social responsibility and
airline service quality on customer trust and loyalty. The study uses
the partial least squares structural modelling method on a data set
of 325 customers of Bamboo Airways. The results showed that the
direct effect of corporate social responsibility on customer loyalty.
In addition, the mediating role of service quality and customer trust
is also explored. The study also proposes management implications
for improving Bamboo Airways’ corporate social responsibility.
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1. GIOI THIEU

Hiép hoi Van tai Hang khong dan dung qudc té
(IATA) dy bao nhu cau di lai bang duong hang
khong toan cau dy kién s& ting gap doi vao nim
2040 cung voi mirc tang trudng binh quan hang nam
khoang 3,4%, trong d6, Chau A Thai Binh Duong
s& 1a khu vuc ting truong manh mé nhat
(International Air Transport Association [IATA],
2023). Trong bdi canh canh tranh ngay cang gay gat
boi sy gia nhap cua cac hang hang khong médi va
hanh vi cua nguoi tiéu dung dang trd nén phirc tap
hon, viéc duy tri long trung thanh cta khach hang 1a
yéu té quan trong ddi véi bat ki hang hang khong
nao (Nguyen & Mai, 2023).

Bén canh d6, rat nhidu nghién ctru trude day da
chi ra viéc thuc hién trach nhiém x3 hoi doanh
nghiép (Corporate Social Responsibility — CSR) la
chién lugc hiéu qua dé nang cao loi thé canh tranh
cua cac hang hang khong (Li et al., 2023). Nghién
clru cuia Heyward (2020) cho thy cac doanh nghiép
ngdy nay khong thé chi quan tdm dén myc dich duy
nhat 14 loi nhuan ma bo qua sy anh huong dén moi
truong, xa hoi, thay vao do, doanh nghi€p can hudng
dén sy phat trién bén viing thong qua thyc hién trach
nhiém xa hoi ciia minh va tir d6 1am hai long khéch
hang hon. X4y dung chién lugec CSR phu hop c6 thé
giap mot td chirc dam béao viéc tao ra hinh anh
thwong hiéu tdt, ting loi thé canh tranh so véi cac
dbi thu khac, cing c6 danh tiéng cua cong ty, gitr
chan nhan vién va mang lai nhitng lgi ich cho cac
bén lién quan (Jamshed, 2020). No6i cach khac,
khach hang c6 thé tim dén nhimng cong ty phat trién
bén viing c6 trach nhiém véi xa hoi dé tim mua san
pham hay dich vy, nhan vién cam thay hai long véi
cac chinh sach ctia doanh nghiép s& cung cép cho
khach hang nhitng dich vu, san phim tét... Tir do6 tao
nén mot sy cong huong 16n mang lai uy tin va két
qué tuyét voi cho to chire (Jamshed, 2020).

Tuong ty nhiing linh vuc khac, CSR cua hang
hang khong luén dugc danh gia cao, la mot cong cu
do luong vé kinh té va x4 hoi dang tin cdy trong linh
vuc dich vu (Han et al., 2020). CSR tac dong tich
cuc dén nhiéu khia canh khac nhau cua hoat dong
hang khong. Vi du, cac hoat dong CSR co thé thic
day doanh sb ban hang cua hing hang khong (Park,
2019), gop phan nang cao kha nang canh tranh (Li
et al., 2023) va dam bao tinh bén vitng lau dai cua
hang hang khong (Kuo et al., 2021). Tuy nhién,
nhitng tac dong tiéu cuc ciia nganh hang khong dén
moi truong tu nhién (vi dy: mét da dang sinh hoc, 6
nhiém tiéng 6n, khi thai, bién d6i khi hau, chat lugng
nudc va chét thai), cling nhu cac van dé kinh té va
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xa hoi do vén tai hang khong mang lai ciing rat dang
ké (Kuo et al., 2021). Vi vay, viéc thuc hién trach
nhiém vé méi truong trong nganh hang khong 1a vo
cung can thiét va cap bach. Diéu nay dic biét phu
hop trong bdi canh phin ddu dat dugc muc tiéu Fly
Net Zero do IATA dat ra vao nam 2021, muc tiéu
chinh ctia chuong trinh nay 1a giam dang ké lugng
khi thai dong thoi mo rong nang luc vén tai dé dap
(g nhu cau cia thi truong (IATA, 2021).

Tinh dén thoi diém hién tai, chua c6 nhiéu
nghién ciru tim hiéu tac dong cua chién lugc CSR
dén 1ong trung thanh cta khach hang (Chang et al.,
2015), dac biét la tim hiéu cac hoat dong CSR tur goc
d6 hanh khéch, liéu nhitng gi cac hang hang khong
dang thyc hién c¢6 phu hop v6i nhiing gi hanh khach
mong mudn hay khong, didu nay co thé cung cip
nhimg hiéu biét quan trong cho nganh va cho hing
(Yang et al., 2020).

Vi vay, muyc ti€u cuia nghién ctru nay 1a xem xét
nhan thirc ciia khach hang vé CSR ciia hing hang
khong anh huéng dén long trung thanh cua khach
hang thong qua vai trd trung gian ciia chét lugng
dich vu hang khong va niém tin khach hang véi dbi
tugng hanh khach st dung dich vu cua Bamboo
Airways. Dua trén két qua nghién ctru, mot sé ham
¥ duoc dé xuat dé nang cao trach nhiém xa hoi doanh
nghiép ciia Bamboo Airways mét cach hiéu qua.

2. COSO LY THUYET VA XAY DUNG
GIA THUYET NGHIEN CUU

Nghién ciru sir dung 1y thuyét Cac bén lién quan
(Stakeholder Theory) dugc Freeman dé xuit vao
nam 1984. Theo d6, mot cong ty c6 thé ton tai néu
n6 c6 kha ning dap tng cac nhu cu cic bén lién
quan (Freeman, 2010). B&i vi nhitng bén lién quan
c6 thé dong gop va tao ra cua cai cho mot doanh
nghiép, vi vay doi hoi doanh nghiép phai xac dinh
muc tiéu va quan tri doanh nghiép ciia minh luén
gan vai loi ich va yéu cau cia bén lién quan nay dé
duy tri sy ting truong, dong thoi doanh nghiép ludn
phai c¢6 nghia vy dao dirc véi ho vi nho ho mai tao
ra su thanh cong va gid tri cua doanh nghi¢p
(Freeman, 2010).

Hoi dong Doanh nghiép Thé gi¢i vé Phat trién
Bén viing phat biéu vé dinh nghia CSR nhu sau:
CSR 1a cam két ciia doanh nghiép trong viéc kinh
doanh, van hanh c6 dao dirc va dong gop cho su phat
trlen kinh té dong thoi cai thién chit luong cudc
song cuia luc lugng lao dong, gia dinh cua nguoi lao
dong, cong dong dia phuong, va xa hoi noi chung
(World Business Council for Sustainable
Development, 1999). Stoian and Gilman (2017)
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cling dinh nghia CSR 1a trach nhiém cta doanh
nghiép ddi vai xa hoi, trong d6 cac yéu té vé xa hoi,
moi truong, dao dirc con nguoi va khach hang la
nhitng méi quan tim dic biét can dugc tich hop vao
chién Iuoc ¢t 16i va hoat dong kinh doanh trong su
hop tac chat ché voi cac bén lién quan. Xem CSR
nhu mot hoat dong tu nguyén nham dap ing mong
doi cua xa hoi, cac nghién ciru trude day chu yéu
quan tim dén viéc liéu cic cong ty c6 nén tham gia
vao CSR hay khong (Friedman, 1970). Tuy nhién,
khi ngay cang c6 nhiéu bang chung chi ra rang viéc
thuc hién CSR c6 thé cai thién hiéu qua tai chinh
doanh nghiép va long trung thanh cua khach hang
(Yang et al., 2020), trong tdm nghién ctru d chuyén
sang lgi ich cia CSR mang lai cho doanh nghiép
(Kuo et al., 2021). Nganh hang khong c6 vai tro
khong thé thay thé trong viéc phat trién kinh té, xa
hoi va vin hoa toan cau (Li et al., 2023). Tuy nhién,
nganh hang khong ciing c¢6 nhitng tac dong tiéu cuc
dén moi truong tu nhién nhu 6 nhiém tiéng on, bién
d6i khi hau, gy mat da dang sinh hoc (Phillips et
al., 2019). Bang cha ¥, nganh hang khong co tac
dong 16n hon dén bién (101 khi hdu do may bay phat
thai khi nha kinh truc tiép vao ting khi quyén (Li et
al., 2023). Do véy, nganh hang khong dang chiu ap
luc ngay cang tang trong viéc thuc hién cac bién
phap giam thiéu cac tac dong tiéu cuc trong khi van
phai tiép tuc duy tri tbc do6 tang truong. Do do, su
quan tim va cam két ddi voi y teong CSR ngay cang
tang trong cac hang hang khong (Park, 2019; Kuo et
al.,2021; Li et al., 2023). Nhén thirc ciia khach hang
vé doanh nghiép c6 trach nhiém véi xa hoi co lién
quan tich cuyc dén niém tin ciia khach hang
(Customer Trust — CT) ddi v6i cong ty d6 (Swaen &
Caceres, 2008; Lin et al.,, 2011; Martinez &
Rodriguez del Bosque, 2013). Vlachos et al. (2008)
dé xuat mot mo hinh lién hé gitra nhan thic cua
khach hang vé hoat dong CSR ctia doanh nghiép véi
niém tin ciia khach hang. Theo d6, khach hanh danh
gia vé cac hoat dong CSR 1a quan trong va mot khi
doanh nghiép dugc coi 1a ¢o6 trach nhiém véi xa hoi
s€ dugc khach hang tin tuong hon (Swaen &
Céceres, 2008). Do d6, niém tin ciia nguoi tiéu ding
dbi vei cac hoat dong CSR cua mét hang hang
khong 1a rat quan trong, gillp giam bot sy khong
chic chan va rui ro vé hang hang khong trong nhan
thirc cta khach hang. Nhim muc dich lam sang to
hon trong linh vyc dich vu cia hang khong, nghién
ctru dé xuat gia thuyét sau:

HI: Trach nhiém xd hoi doanh nghiép cua hang
hang khéng anh huong tich cwc dén niém tin khach
hang.
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Chét lwong dich vu (Service Quality — SQ) duoc
dinh nghia 1a nhan thie ctia khach hang sau khi trai
nghiém hi¢u qua thyc té cua dich vu so véi su mong
doi cua ban than (Zeithaml et al., 1996). Do do,
Iglesias et al. (2019) cho rang cac to chiic cung cip
dich vu nhu khach san can thé hién cam két cua ho
db6i voi cac chién luge va sang kién CSR & tat ca cac
giai doan phat trién ctia to chirc nham cai thién chat
luong dich vu dugc cam nhan. Carroll (1999) ciling
tin rang cai thién chét luong 1a mot thuc hanh trach
nhiém xa hoi can thiét di véi bat ky cong ty nio.
Tuong tu, trong nganh dich vu khach san chi ra ring
chét luong dich vu dugc cai thién thong qua cac hoat
dong CSR bang cach khuyén khich nhan vién bén
canh viéc thuc hién nhiém vu c6 thé tao ra gia tri
hitu ich khac (Luo et al., 2019), ddng thoi dan dén
Kkét qua cong viée tich cyc cuia nhan vién dich vy
(Jeon et al., 2020), tir &6 chét luong dich vu dugc cai
thién. Chat luong dich vu cha yéu dap ting nhu cau
chtic nang cta khach hang (Yuen et al., 2018). Do
d6, cac sang kién CSR mang lai lgi ich cho khach
hang - nhimng ngudi dugc hudng loi nhiéu tir sang
kién nay. Vi vay, nghién cru xdy dung gia thuyét
sau:

H2: Trach nhiém xda hoi doanh nghiép cua hang
hang khong anh hwong tich cuc den Chat luong dich
vu hang khong.

Oliver (1999) da dinh nghia long trung thanh cua
khach hang (Customer Loyalty — CL) 1a mot cam két
sau sdc cua khach hang vé viéc mua lai mot san
ph?lm hoic dich vy ura thich trong twong lai, dan dén
viéc mua lap di lap lai cing mot nhén hiéu, bt chap
nhitng anh huéng ciia qua trinh tiép thi. Nghién ctru
cua Martinez and Rodriguez del Bosque (2013) cho
thdy ring néu khach hang hai 1ong voi thuong hiéu
da chon, ho s& dan mudn lap lai viéc st dung dich
vu va mua san pham d6 va cudi cing tré thanh khach
hang trung thanh ciia doanh nghiép. Mot s6 nghién
ctru da chi ra tac dong tich cyc cia CSR dbi voi viee
duy tri long trung thanh cta khach hang trong nganh
hang khoéng (Vo et al., 2019; Kim et al., 2020).
Phillips et al. (2019) d& nghién ctru vé hoat dong
CSR cua ba hang vén tai trong nganh hang khong &
thi truong Hoa Ky va Chau A Thai Binh Duong,
nhin manh tdm quan trong ciia CSR trong viéc cai
thién hi¢u qua kinh doanh, dac biét la sy hai long
cua khach hang va hi€u qua tai chinh cua cac hang
hang khong. Hon nita, nhiéu Iy thuyét con cho thay
ré‘lng viéc chiu trach nhiém cho mgt hanh dong nao
d6 c6 thé khién cong ty tré nén déng tin cay hon theo
quan diém cua khach hang bang cach thuc hién cac
hoat dong d6 cho thdy sy cong bang va co trach
nhiém (Bustamante, 2018). Trong nghién ciru nay,
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long trung thanh cua khach hang dugc xem xét vi
ng dung t6t ciia n6 trong bdi canh nganh hang
khong va dong gop cua nd cho sy bén viing vé xa
hoi va mi truong cuia t6 chire. Tir d6, gia thuyét sau
duoc dé xuit:

H3: Trach nhiém xd hoi doanh nghiép cua hang
hang khéng dnh hwéng tich cwc dén long trung
thanh cua khach hang.

Niém tin duoc dinh nghia 1a muc d6 tin cay dugc
dam bao boi ngudi ban ddi voi ngudi mua va duoc
chimg minh 14 yéu t6 quan trong trong viéc duy tri
mdi quan hé tich cuc giira ngudi mua va ngudi ban
trong tiép thi (Morgan & Hunt, 1994). Niém tin vao
mot dich vy s€ phat sinh khi khach hang cé nhan
thirc vé tinh bén vimg cua két qua tich cuc trong
tuong lai; do do, chét luong dich vu tdt, bén viing sé&
tac dong dén niém tin ctia khach hang. Niém tin xay
ra khi mot bén tin ring hanh dong ctia bén kia s& dan
dén két qua tich cuc (Phillips et al., 2019), vi vay
nhén thirc cia ngudi tiéu dung vé chit lwong dich vu
lam giam rai ro nhan thic vé tiéu ding va giup
khach hang danh gia hiéu qua hon va xay dung niém
tin voi hang hang khong (Vo et al., 2019). Dya trén
nhitng phat hién trude do, trong nghién ciru nay, gia
thuyét sau ddy dwoc dé xuit:

H4: Chdt heong dich vu hang khéng anh huong
tich cue dén niém tin khdach hang.

Niém tin 1 phan tmg lau dai phat trién theo thoi
gian sau khi khach hang danh gia viéc mua hang,
lam ting niém tin ciia khach hang rang cac nha cung
cap dich vu s& khong tham gia vao cac hanh vi co
hoi (Keller, 2013). ba co rt nhiéu hoc gia lap luan
mdi quan hé gitra niém tin khach hang va thuong
hiéu khién khach hang c6 nhiéu kha ning tré nén
trung thanh v&i thuong hiéu hon (Asatryan &
Asamoah, 2014; Park, 2019; Phillips et al., 2019).
Trong linh vuc dich vy cham séc strc khoe, Banyte
et al. (2014) cho thiy ring sy tin tuong ciia bénh
nhan vao phong kham s& thic day 1ong trung thanh
ctia ho d6i voi phong kham. Nghién ciru cia Nguyen
and Mai (2023) ciing chi ra rang niém tin khach
hang st dung dich vu hang khéng anh hudng tich
cuc dén y dinh mua lai dich vu cta ho. Ngoai ra,
nghién ctru vé CSR cho thay khi hang hang khong
thure hién mure d6 trach nhiém kinh té cao hon s& dan
dén thai do va su hai long cua khéach hang duogc cai
thién (Park, 2019). Hon nita, trong khi trach nhiém
vé méi trudng cua hang hang khong co tic dong
dang ké dén thai 6 va sy hai long ctia khach hang
thi danh tiéng cua hang dugc quyét dinh dang ké boi
thai d6 va sy hai long ctia khach hang (Li et al.,
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2023). Tir két qua cac nghién ciru trude, gia thuyét
nghién ctru dugc dé xuat nhu sau:

HS5: Niém tin khdch hang anh hieong tich cyee dén
long trung thanh cua khach hang.

Liljander and Strandvik (1993) da chira rang SQ
de cap dén danh gia ciia nguoi tiéu dung vé sy xuat
sic va vuot trdi cua dich vu ma ho nhan dugc.
Nhitng nguoi tiéu dung co thai do tich cuc voi dich
vu trong qua trinh st dung dich vu c6 kha nang sé
nhén thice tich cyc hon véi nha cung cép dich vu va
diéu nay s& din dén long trung thanh ctia khach hang
(Ishaq, 2012). Chtrng minh cho diéu nay, cic nghién
clru trude day da chi ra rang trong nganh khach san,
nhitng khach hang hai 1ong v&i chét lugng dich vu
¢6 nhiéu kha nang tré thanh khach hang trung thanh
hon (Cheng & Rashid, 2013; Liat et al., 2014). Ddng
thoi, Kandampully and Suhartanto (2000) ciing cho
ré“mg ¢6 sy ton tai mdi quan h¢ tich cyc SQ va CL
trong bdi canh dich vu khach san. Do do, gia thuyét
sau duoc dé xuét:

He6: Ch’d't lwong dich vu hang khong anh huong
tich cuc dén long trung thanh cua khdach hang.

Keh and Xie (2009) thdy rang niém tin 1a mot
yéu td quyét dinh chinh dé dat duoc long trung thanh
cua khach hang va cac nghién citru trudc day ciing
da thao luan vé mdi lién hé giita niém tin va long
trung thanh ctia khach hang. Cac hoat dong CSR
cung cip thong tin lién quan dén dic diém ciing nhu
muc dg trung thuc va minh bach trong hoat dong
kinh doanh cua cong ty (Pivato et al., 2008). Cac
hoat dong CSR thé hién su quan tdm cua cong ty dbi
v6i sy bén vimg cta cong dong s& thiic day niém tin
ctia khach hang, tir 6 thic day khach hang trung
thanh hon. Niém tin ctua khach hang dong vai tro
trung gian trong moi quan hé giira CSR va long
trung thanh (Martinez & Rodriguez del Bosque,
2013). Nikbin et al. (2016) da nghién ctru cac hanh
khach di mdy bay da timg gap phai sy ¢b dich vu va
chimg minh rang nhan thirc vé CSR c¢6 tac dong tich
cuc dén niém tin va long trung thanh voi dich vu
hang hang khong. Thém vao d6, Nikbin et al. (2016)
cling khang dinh rang nhan thirc tich cuc vé CSR da
lam suy yeu tac dong tiéu cuc cia su that bai dich
vu dbi v6i niém tin va 1ong trung thanh, dic biét khi
su thét bai cta dich vu dugc xac dinh 1a mang tinh
thuong xuyén. Két qua nay néu bat vai tro quan
trong ciia CSR trong cac tinh hudng 18i dich vu va
c6 y nghia quan trong d6i v6i cac nha quan ly hang
hang khong. Vi thé, gia thuyét sau duoc dé xuat:

H7: Niém tin khéch hang lam trung gian cho méi
quan hé giita trach nhiém xa hoi doanh nghiép cia
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hdng hang khong va long trung thanh cua khach
hang.

Céc nghién ctru dinh lwong da chi ra ring chit
luong dich vu co mirc tac dong gp doi dén long
trung thanh cua khach hang (Cronin et al., 2000). Vi
vay, chét lwong dich vu xuét sic dugce tich hop véi
CSR c¢6 thé anh huong sau sic dén sy hai long va
long trung thanh cua khach hang (Luo &
Bhattacharya, 2006). Thém vao d6, nhan thic vé
CSR da anh hudng tich cuyc dén nhan thire vé chat
lwong dich vy, niém tin va long trung thanh cua
khach hang trong (Poolthong & Mandhachitara,
2009). Tir d6, gia thuyét sau duge dé xudt:

HS8: Chdt lwong dich vu hang khéng lam trung
gian cho méi quan hé gitka trach nhiém xa héi doanh
nghiép cua hang hang khong va long trung thanh
cua khach hang.

CSR hing
hang khong

Long trung
thanh (CL)

Chét lwong
dich vu (SQ)

Hinh 1. M hinh nghién ciru dé xuét
Tur cac gia thuyét nghién cttu ¢ trén, m6 hinh
nghién ctru dugce d€ xuat nhu Hinh 1.
3. PHUONG PHAP NGHIEN CUU

Bang cau hoi duoc stir dung trong nghién ctru nay
bao gém cac théng tin nhan khau hoc nhu gidi tinh,
d6 tudi, thu nhap hang thang va tan suat di lai bang
duong hang khong. Cac thang do trong nghién ciru
dugc diéu chinh tir nhimg nghién ctru trude: CSR
gdm 22 cau hoi cia Maignan and Ferrell (2001),
Menon and Kahn (2003), Van Herpen et al. (2003),
Lichtenstein et al. (2004), Bigné et al. (2005), Cho
et al. (2017), Moisescu (2017), Chau and Nguyen
(2019). SQ dugc tham khao tir nghién ciru cua
Sweeney and Soutar (2001), Zeithaml (1988) voi 5
cau hoi. CT duge do luong bang 5 cau hoi ciia Chen
et al. (2021). CL voi 4 cau hoi cua Kennedy et al.
(2001). Sau khi thao luén véi chuyén gia, thang do
dugc diéu chinh phu hop voi ‘nghién ciru vé nganh
hang khong tai Viét Nam. Tat ca cac cau hoi déu
duoc thuc hién dya trén thang Likert 5 diém voi: (1)
Hoan toan khong ddng y (2) Khéng ddng y (3) Binh
thuong (4) Pdng ¥ (5) Hoan toan dong y.
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Theo Hair et al. (2014), c& mAu t5i thiéu nén theo
ty 18 5:1, tirc 1a 5 mau cho mot bién quan sat. Nhu
véy, thang do c6 36 bién quan sat nén c& mau toi
thiéu s& 12 5 x 36 = 180. Dya trén tinh hinh thyc té
vé sb lwong hanh khach st dung dich vu cua
Bamboo Airways ngay cang tang do nganh Hang
khong hoat dong manh mé tro lai sau thoi ki Covid-
19, nghién ciru sir dung gap d6i c& mau tdi thiéu. Do
do, c6 360 bang khao sat dugc phat ra tai ga di cia
san bay quoc té¢ Tan Son Nhét theo phuong phap lay
mau thuan tién. Nguoi tham gia phong van duoc
sang loc bang cau hoi: “Anh/chi di timg thuc hién
chuyén bay v6i hang Bamboo Airways chua?”, néu
cau trd 101 “c6” s€ dugc moi thuc hién tra 101 bang
khao sat cung véi qua tang kém phat hanh cho khach
st dung dich vu ciia Bamboo Airways. Co 346 bang
khao sat dugc thu vé, sau khi sang loc, c6 325 bang
khao sat dat yéu cau (dat 90,27%). Nghién ciru sir
dung md hinh cdu tric binh phurong nhé nhét timg
phan (Partial Least Squares Structural Equation
Modeling — PLS-SEM) bang phan mém SmartPLS
4.0. Bo dir liéu dugc tién hanh danh gia thang do
bang do luong do tin cdy véi hé sé Cronbach’s
Alpha, gia tri hoi tu AVE va gia tri phan biét vdi chi
s0 cua Fornell-Larker va HTMT, danh gia da cong
tuyén (VIF), wdc tinh hé sé hdi quy cho cac mbi
quan h¢ nghién ctru trong mo hinh.

4. KET QUA NGHIEN CUU

4.1. Théng ké mé ti miu

Pic diém mau chu yéu 1a gi6i tinh nit véi 55,4%
(180 ngudi) va nam 43,7% (142 ngudi), cho thiy
khong c6 su chénh léch 16n vé giéi tinh. V& d¢ tudi
chiém phén 16n 1a tir 18 dén 24 tudi chiém 52,3%,
25-34 tudi chiém 21,2%, 35-44 tudi chiém 12,3%,
va 6,5% nguoi tra 10i trong do tudi tir 45-54. Tan
suat di lai bang duong hang khong trong 1 nim <3
lan v6i 54,5% chiém da s6, va 3-5 1an mot nim véi
28,3%. Trong khi s6 lan di lai tir 5 dén 7 va >7 co
phdn trim tuong dwong nhau lan luot 14 8,9% va
8,3%.

4.2. Két qua danh gia mé hinh do lwong

Két qua kiém dinh mé hinh do ludng duge thé
hién trong Bang 1. Theo do, d tin cdy cua cac cau
trac tiém 4n dugc danh gia thong qua chi s6
Cronbach’s Alpha va hé s6 do tin cdy tong hop
(CR). Két qua Cronbach’s Alpha cia cac thang do
ENR, ER, ETHR, PHR, LER, SAR, SOR, CT, SQ,
CL, CSR dat trong khoang tur 0,784 dén 0,961; va
hé sb do tin cdy tong hop (CR) > 0,6. Vi vay, theo
Hair et al. (2019), tit ca cac bién quan sat duoc xem
la dat do tin cay tbt. Phuong sai trich trung binh
AVE cua CSR dat gia tri t6i thiéu 1a 0,5, tat ca cac



Tap chi Khoa hoc Pai hoc Can Tho

bién tiém 4n khac déu 16n hon 0,5 va dam bao gia tri
hoi tu (Hair et al., 2019).

Bang 1. Két qua kiém dinh mé hinh do luong

Bién quan  Cronbach’s

sat Alpha CR AVE
CL 0,900 0,930 0,769
CSR 0,961 0,964 0,550
CT 0,920 0,940 0,757
SQ 0,917 0,938 0,752
ENR 0,872 0,921 0,796
ER 0,784 0,874 0,698
ETHR 0,823 0,895 0,739
LER 0,918 0,942 0,804
PHR 0,887 0,930 0,816
SAR 0,908 0,942 0,844
SOR 0,848 0,908 0,767

Ghi chu: ER = Trach nhiém Kinh té: ENR = Trach nhiém
Moi truong; ETHR = Trdach nhiém Dao dirc; LER= Trach
nhiém phap ly;, PHR = Trach nhiém Tir thién; SAR =
Trach nhiém An toan; SOR = Trach nhiém Xa hoi; SO =
Chat lwong dich vu hang khéng; CT = Niém tin khdch
hang; CL = Long trung thanh cua khach hang.

Bén canh viéc do luong gia tri hoi tu, dé do
luong gia phan biét, nghién ctru str dung gia tri phan
biét ctia Fornell-Larker. Két qua cin bac hai AVE
va mdi tuong quan giira cac bién cho thiy rang gia
tri tuyét ddi ctia cin bac hai AVE 16n hon bat ky hé
sd trong quan nao trong hang va cot chira nd. Vi du,
gia tri AVE ctia Niém tin khach hang 14 0,757 va cin
bac hai AVE cua né 1a 0,870. Gié tri nay déu cao
hon céc gia tri twrong quan trong hang (0,734) va cot
ctua no (0,581; 0,549; 0,564; 0,563; 0,601; 0,803;
0,512; 0,646).

Hon nira, két qua chi s6 Heterotrait-Monotrait
clia cac cdu tric trong mo hinh deu nho hon ngudng
0,85, cho thiy gia tri phan biét tot (Kline, 2015) va
mo hinh phu hop (Garson, 2016).

Ngoai ra, da cong tuyén duoc st dung dé danh
gia cho tat ca cac cau triic. Gia trj VIF 16n nhét ciia
cac cau trac 1a 3,150 < 5,0, do d6, khong co hién
tugng da cong tuyén ctia cc bién tiém an (Hair et
al., 2014).

4.3. Két qua danh gia md hinh cu tric

Két qua phan tich SmartPLS cho thdy trach
nhi¢m phap ly, trach nhiém méi trudng, trach nhiém
dao dtrc, trach nhiém xa hoi, trach nhiém an toan,
trach nhiém kinh té, trach nhiém tir thién c6 quan h¢
tich cuc véi trach nhiém xa hoi diém dén theo hé sb
lan luot 14 0,894; 0,877; 0,850; 0,837; 0,823; 0,810;
0,754 va tat ca gia tri p déu 1a 0,000.
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Bang 2. Két qua kiém dinh gia thuyét
Gia Hésé  Gia tri

thuyé &t Mobi quan h¢ hoi quy P Keét qua
HI  CSR >CT 0269 0000 Chép
nhan
H2  CSR >SQ 0676 0000 Cnap
nhan
H3 CSR >CL 0138 0021 C°hép
nhin
He  SQ ->CT 0621 0000 Clap
nhin
HS  CT >CL 0448 0000 Chap
nhin
H6  SQ ->CL 0238 0006 CNap
nhan

Két qua kiém dinh gia thuyét duoc trinh bay &
Béng 2, da cho thy rang CSR tac dong tich cuc dén
CT, SQ, va CL (B123> 0,000; p<0,05), do do H1,
H2 va H3 dugc chap nhan. Két qua nghién ctru cho
thdy SQ va CT ciing tac dong tich cuc 1én CL p <
0,001, B123> 0,000, gia thuyét H4 va H5 dugc chép
nhan. C6 thé thiy SQ ciing tac dong tich cuc 1én CT
(p<0,01, B123>0,000) nén gia thuyét H6 dwoc chap
nhan. Tir 46, md hinh két qua nghién ctru dugc thé
hién trong Hinh 2.

0,269 (0,000) 0,448 (0,000)

0,621 (0,000)

CSR hing
hang khong

0,138 (0,021) Long trung

thanh (CL)

0,676 (0,000) Chit lugng 0,238 (0,000)

dich vu (SQ)

Hinh 2. Mé hinh két qua nghién ciru

4.4. Két qua tac dong trung gian cia CT va
SQ

Két qua nghién ctru ¢ Bang 3 cho thiy khi CT
lam trung gian cho mdi quan hé giita CSR va CL boi
c6 thé thay gia tri p va hé s6 B trong mbi quan hé
CSR va CL lan luot 12 0,031 va 0,129 ¢ y nghia
thdng ké. Thém vao do6 trong dudng dan gian tiép
CSR -> CT -> CL c¢6 gia tri p = 0,005 va p = 0,118
ciling c¢6 y nghia thong ké. Do d6, gia thuyét H7 dwoc
chip nhan va day 1a mdi quan hé trung gian ban
phan.
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Tuong tu, két qua cho thdy SQ lam trung gian
cho mbi quan hé giita CSR va CL. Véi dudng dan
truc tiép tir CSR dén CL ¢6 gia tri p = 0,031 va p =
0,129 c6 ¥ nghia thong ké va duong din gian tiép
CSR -> SQ -> CL ciing ¢6 y nghia thong ké voi p =
0,013 va p=0,162. Vi vay, gia thuyét H8 duoc chap
nhan va day 1a mdi quan hé trung gian ban phan.

Bang 3. Két qua tac dong trung gian

Anh

Gia thuyét huéng Logi trung  Két

.. ..z gian qua

gian tiep

H7: CSR -> 0.118%* Trung gian Chép
CT->CL ’ ban phan nhan
HS8: CSR > 0.162* Trung gian Chép
SQ->CL ’ banphin  nhén

Ghi chii: ***=p < 0,001; **=p< 0,01; *=p,0,05

Nghién ctru sir dung hé s6 R* dé kiém dinh do
phti hop clia mo hinh. Hé s6 R? cang cao thi s& thé
hién kha ning du doan cua cac bién doc lap noi
chung dén bién phu thudc cang manh. Gia tri R? ciia
1ong trung thanh cua khach hang 13 0,571 cho thiy
57,1% tong sb bién thién cta long trung thanh ctia
khach hang c6 thé duogc giai thich bai bién doc 1ap
CSR, CT va SQ. Thém vao do6, 45,1% bién thién cua
SQ dugc giai thich boi CSR. Cubi cing hé s6 R? 1a
0,681 twong duong 68,1% bién thién cua CT dugc
giai thich béi CSR va SQ.

5. THAO LUAN KET QUA NGHIEN CUU

Muc tiéu ciia nghién ctru nay 1a didu tra tic dong
nhan thire cia khach hang vé CSR cua hing hang
khong dén 10ng trung thanh thong qua vai tro trung
gian cia chat luong dich vu va niém tin khach hang.
Két qua nghién ctru dé c6 nhitng dong gdp nhit dinh
vé mat ly thuyét 13n thyc tién trong linh vuc thuc
hanh CSR cua nganh dich vu hang khong.

Két qua nghién ciru dd c6 nhitng dong gop vé
mat 1y thuyét lién quan dén chinh sich CSR trong
linh vuc dich vu hang khong. Thir nhit, CSR tac
dong tich cuc tryc tiép dén CL, SQ va CT. SQ va
CT khi chiu tac dong tich cyc boi CSR, tir do cling
tac dong tich cyc dén CL, va mbi quan hé nay ciing
dugc giai thich trong 1y thuyét cac bén lién quan
(Freeman, 2010) rang doanh nghiép can to chirc va
thuc hién cic hoat dong kinh doanh ctia minh gén
v6i loi ich va yéu cau cua bén lién quan nay dé duy
tri sy tang truong. Vi két qua nay, nghién ciru s€
tr& thanh ngudn thong tin cho cac nghién ciru vé
CSR trong twong lai. Hon nita, chwa c¢6 bat ky
nghién ctru nao xem xét ki ludng v& CSR trong bdi
canh hang khoéng Viét Nam cy thé 1a Bamboo

Tép 60, S6 5D (2024): x-x

Airways bang cach sir dung 1y thuyét cic bén lién
quan cua Freeman. Thir hai, nghién ctru da gop phan
khéng dinh d¢ tin cdy cua thang do vé trach nhiém
xa hoi doanh nghiép ciia hing hang khong, niém tin
khach hang, Chat lugng dich vu hang khong va long
trung thanh cua khach hang khi khao sat khach hang
st dung dich vu Bamboo Airways. Diéu nay tao tién
dé cho céac nghién ctru vé van dé lién quan khi tat ca
nhing thang do trong nghién ctru nay déu c6 hé sd
Cronbach’s alpha 16n hon 0,6. Thir ba, nghién ctru
da thuc hién viéc tim hiéu tac dong cua CSR [én long
trung thanh cua khach voi 7 khia canh CSR khac
nhau bao g6m ca trach nhiém an toan, diéu nay da
dugc Hoang and Phan (2021) dé xuét trong nghién
ctru cua ho.

V& mit thuc tién, nghién ctru nay cho théy tam
quan trong cua CSR trong linh vyc hang khong va
xu huong st dung dich vu cua khach hang ddi véi
cac doanh nghiép c6 trach nhiém xa hoi. La nganh
cong nghiép dong gop khoang 2-3% lugng khi thai
CO2 toan cau (Graver et al., 2019) céac hang can
thiét thuc hién tich hop chlen Ivgc CSR vao hoat
dong kinh doanh cbt 18i, nhan manh khia canh moi
truong va phap ly). Hién tai, méac du cac nghién ctiru
vé CSR cia nganh hang khong it tap trung vao chién
lwoc CSR dé ting 1ong trung thanh cta khach hang
(Chang et al., 2015), nhung nghién ctru hién tai va
nghién ctru ciia Kim et al. (2020) c6 thé lam vai trd
clia CSR béng cach dé xuat nhitng tic dong khac
nhau ctia thyc hanh CSR ddi véi long trung thanh
ctia khach hang tily thudc vao cac yéu t6 khac nhau.

Két qua nghién ctru dé xuat cac ham y quan trj
ddi v6i cac nha thyc hanh tiép thi trong linh vuc
hang khong vé viéc nang cao trach nhiém xa hoi
doanh nghiép cta hing ¢ nhiéu khia canh. Thir nhat,
d6i vai trach nhiém kinh t& cac nha quan tri cAn nim
bét xu hudng cua thi truong lao dong, tao diéu kién
mo rong ngudn nhan lyc. Thi hai, dbi vdi trach
nhiém moi truong, cac hang hang khéng can tim
hiéu, bat kip xu hudng chung cua toan nganh vé moi
truong hudng dén viéc thuc hanh cac muc tiéu bén
vitng ctia Lién Hop Quédc, 1ap ké hoach giam thiéu
luong carbon trudc sy phat trién manh me cua
nganh. Noi cach khac, cac hang hang khong can cam
két manh m& vé cac chién luoc “xanh hoa”, dong
thoi ddy manh truyén thong nhiam ning cao nhén
thirc ciia hanh khach vé& hoat dong bén vimng cua
hang. Thur ba, véi trach nhiém Vé mat x& hoi, ban
lanh dao cdc hang hang khong can phét huy, duy tri
cac hoat dong hudng dén thuc day su phat trién cua
xa hoi trong sudt qua trinh hoat dong kinh doanh.
Thir tu, lién quan dén trach nhiém tir thién, cac nha
quén trj can dua ra nhimng chinh séch hd trg va gitp
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dd hoan canh kho khin bang chudi hoat dong tich
cuc nhu hd tro vé 0 dong vé qué, quy an sinh phuc
lgi. Riéng véi Bamboo Airways, cac chién luge hiéu
quéa c6 thé thyc hién nhu dong hanh cing thé hé
thanh thiéu nién, hoc sinh, d4c biét 1a céc thé hé khé
khan vung sau, vung xa, giup hang c6 co hdi quang
b4 hinh anh cta minh dén khach hang. Thir ndm, vé
trach nhiém dao dirc, cac hing hang khong can dat
ra nhimng quy tic riéng trong cic hoat dong truyén
thong quang cdo trén co so nguyén tic kinh doanh
c6 dao dirc va dang tin cdy. Pdi v6i Bamboo
Airways, chinh sach dao tao va huéng dan nhan vién
vé vin héa chinh tryc dé khi thuc hién nhiém vu sé
biét cach cu xtr dung véi vin héa doanh nghiép cua
hang da dugc truyén dat. Thir sau, dbi véi trach
nhiém phép 1y, cac hang hang khong thuc hién quy
dinh lién quan dén an toan, an ninh dé giam thiéu rui
ro va mang lai hiéu qua cao nhét. Véi cac nha quan
tri Bamboo Airways, can thuong xuyén cap nhat dén
nhan vién nhitng thay d01 cua quy dinh lién quan dén
van tai hang khong quéc té, dam bao hang khai thac
ding quy dinh. Thir bay, trach nhiém an toan, cac
hang tuan thu ddy du quy dinh vé an toan do co quan
hang khong quoc té va trong nudc ban hanh, do
ludng hiéu suat an toan. Bamboo Airways can dé ra
chinh sach va van héa an toan khuyén khich nhan
vién va nguoi lao ddng bao cao vé cac su vu an toan
mot cach ty nguyén.

Bén canh giai phap cho cac trach nhi¢m xa hoi
doanh nghiép, nghién ciru ciing dé xuét thém cac
giai phap nham gia ting 1ong trung thanh ciia khach
hang: Thur nhét, thue hién cac hoat dong lam tang
niém tin cta khach hang khi st dung dich vu. Nha
quén tri trude hét to chirc cac 16p tap huén dinh ky
cho nhan vién mdi nam tir 1-2 1an trude khi hét han
nang dinh, ngoai ra cin bd sung kién thirc vé& k¥ ning

TAI LIEU THAM KHAO (REFERENCES)

Asatryan, R., & Asamoabh, E. S. (2014). Perceived
corporate social responsibility (CSR) activities
and the antecedents of customer loyalty in the
airline industry. Scientific papers of the
University of Pardubice. Series D, Faculty of
Economics and Administration. 32(3/2014).
https://api.semanticscholar.org/CorpusID:548453
64

Bigné, E., Chumpitaz, R., Andreu, L., & Swaen, V.
(2005). Percepcion de la responsabilidad social
corporativa: un analisis cross-cultural. Universia
Business Review, 1(5), 14-27.
https://journals.ucjc.edu/ubr/article/view/516

Bustamante, S. (2018). CSR, trust and the employer
brand. Working Papers 96, Berlin School of

Tép 60, S6 5D (2024): x-x

mé&m nhu ngoai ngir, giao tiép... dé phuc vu cho cong
viéc. D8 ra chinh sach dam bao cam két vé viéc bao
mat thong tin khach hang. Cung cip day du cac ban
ké hoach vé céac hoat dong, dich vu cia hing méot
cach 16 rang va chi tiét, goi 1én tinh trung thyc va tin
cdy dé hang dat dwoc muc dich tét trong cong tic
quan ly. Thir hai, cai thién chat lugng dich vu hang
khong. Nha quan tri can khong ngimg doi méi, phat
huy nhimng dich vu sén c6 ctia minh, xay dung hing
hang khong véi da dang phan khiic dé khach hang
¢6 thé lya chon. Khuyén khich nhéan vién va nguoi
lao dong tao thién cam v&i hanh khach thong qua su
nhiét tinh va 1ong hiéu khach dé trong tuwong lai thu
huat va gitr chan dugc thém nhiéu khach hang hon
nira.

6. KET LUAN

Két qua nghién ctru hién tai di tra 10i cho muc
tiéu nghién cuu da dé ra. Mic du dat duge mot sb
két qua nhat dinh nhung vin con mot s han ché.
Thu nhat do nghién ciru duoc thyc hién trong thoi
gian ngan nén mau nghién ciru con mot sd han ché
nhu d6 tudi khao sat tap trung nhiéu trong khoang
tir 18 dén 24 tudi, voi tan suit bay chu yéu dudi 3
lan. Thr hai, nghién ctru chi thyc hién khao sat
khéch hang da timg st dung dich vu cua Bamboo
Airways, do d6 chua mang tinh dai dién cao cho
toan bo nganh hang khong Viét Nam. Dé khic phuc
céc han ché nay, hudng nghién ctru trong twong lai
¢6 thé xem xét viéc nghién ctru trén pham vi mau
rong hon, va ¢6 thé chia theo cac nhém hang hang
khong theo cac mo hinh kinh doanh nhu mé hinh
truyén théng, mé hinh gia ré, mé hinh hdn hop, véi
phan khuc khach hang da dang d6 tudi va hanh vi sir
dung dich vy hang khong khac nhau dé tir 6 ¢6 thé
so sanh, tong hop nhan xét ciia khach hang va cé
nhitng chinh sach v& CSR phu hop v6i mdi nhom.

Economics and Law, Institute of Management
Berlin (IMB).

Carroll, A. B. (1999). Corporate Social
Responsibility: Evolution of a Definitional
Construct. Business & Society, 38(3), 268-295.
https://doi.org/10.1177/000765039903800303

Chang, D. S., Chen, S. H., Hsu, C. W., & Hu, A. H.
(2015). Identifying strategic factors of the
implantation CSR in the airline industry: The
case of Asia-Pacific airlines. Sustainability, 7(6),
7762-7783.
https://doi.org/10.3390/su7067762

Chen, C.-C., Khan, A., Hongsuchon, T.,
Ruangkanjanases, A., Chen, Y.-T., Sivarak, O.,
& Chen, S.-C. (2021). The Role of Corporate



Tap chi Khoa hoc Pai hoc Can Tho

Social Responsibility and Corporate Image in
Times of Crisis: The Mediating Role of
Customer Trust. International Journal of
Environmental Research and Public Health,
18(16), 8275.
https://doi.org/10.3390/ijerph18168275

Cheng, B., & Rashid, M. Z. A. (2013). Service
Quality and the Mediating Effect of Corporate
Image on the Relationship between Customer
Satisfaction and Customer Loyalty in the
Malaysian Hotel Industry. Gadjah Mada
International Journal of Business, 15(2), 99-112.
https://doi.org/10.22146/gamaijb.5474

Cho, S.-j., Song, H.-j., Lee, C.-g., & Lee, S.-k.
(2017). The impact of CSR on airline
passengers’ corporate image, customer trust, and
behavioral intentions: an empirical analysis of
safety activity. Journal of Hotel Management,
26(4), 87-106.
http://dx.doi.org/10.24992/KJHT.2017.06.26.04.
87.

Cronin. Jr, J., Brady, M., & Hult, G. T. M. (2000).
Assessing the effects of quality, value, and
customer satisfaction on consumer behavioral
intentions in service environments. Journal of’
Retailing, 76(2), 193-218.
https://doi.org/10.1016/S0022-4359(00)00028-2

Chau, T. L. D., & Nguyen, P. T. A. (2019).
Corporate Social Responsibility: The relationship
with financial Performance of of enterprises in
the Mekong Delta, Viet Nam. Can Tho
University Journal of Sciences, 55(1D), 88-100.
https://doi.org/10.22144/ctu.jvn.2019.026

Freeman, R. E. (2010). Strategic management: A
stakeholder approach. Cambridge university
press.
https://doi.org/10.1017/CB0O9781139192675

Friedman, M. (1970). A Friedman doctrine-- The
Social Responsibility of Business Is to Increase
Its Profits. The New York Times, 17.

Garson, G. (2016), Partial Least Squares: Regression
and Structural Equation Models, Statistical
Associates Publishers, Asheboro, NC.

Graver, B., Zhang, K., & Rutherford, D. (2019). CO:
Emissions from Commercial Aviation, 2018.
International Council on Clean Transportation.

Hair, J., Sarstedt, M., Hopkins, L., & G.
Kuppelwieser, V. (2014). Partial least squares
structural equation modelling (PLS-SEM).
European Business Review, 26(2), 106-121.
https://doi.org/10.1108/EBR-10-2013-0128

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C.
M. (2019). When to use and how to report the
results of PLS-SEM. European Business Review,
31(1), 2-24.
https://doi.org/10.1108/EBR-11-2018-0203

Tép 60, S6 5D (2024): x-x

Han, H., Al-Ansi, A., Chi, X., Baek, H., & Lee, K. S.
(2020). Impact of Environmental CSR, Service
Quality, Emotional Attachment, and Price
Perception on Word-of-Mouth for Full-Service
Airlines. Sustainability, 12(10), 3974.
https://doi.org/10.3390/su12103974

Heyward, C. (2020). The Growing Importance Of
Social Responsibility In Business. Forbes.

International Air Transport Association. (2021). Our
Commitment to Fly Net Zero by 2050.
https://www.iata.org/en/programs/environment/fl
ynetzero/

International Air Transport Association. (2023).
Global Outlook for Air Transport Highly
Resilient, Less Robust (Economics)
https://www.iata.org/en/iata-
repository/publications/economic-reports/global-
outlook-for-air-transport----june-2023/

Iglesias, O., Markovic, S., Singh, J. J., & Sierra, V.
(2019). Do Customer Perceptions of Corporate
Services Brand Ethicality Improve Brand
Equity? Considering the Roles of Brand
Heritage, Brand Image, and Recognition
Benefits. Journal of Business Ethics, 154(2),
441-459. https://doi.org/10.1007/s10551-017-
3455-0

Iglesias, O., Markovic, S., Bagherzadeh, M., &
Singh, J. J. (2020). Co-creation: A Key Link
Between Corporate Social Responsibility,
Customer Trust, and Customer Loyalty. Journal
of Business Ethics, 163(1), 151-166.
https://doi.org/10.1007/s10551-018-4015-y

Ishagq, I. (2012). Perceived value, service quality,
corporate image and customer loyalty: Empirical
assessment from Pakistan. Serbian Journal of
Management, 7,25-36.
https://doi.org/10.5937/sjm12010251

Islam, T., Islam, R., Pitafi, A. H., Xiaobei, L.,
Rehmani, M., Irfan, M., & Mubarak, M. S.
(2021). The impact of corporate social
responsibility on customer loyalty: The
mediating role of corporate reputation, customer
satisfaction, and trust. Sustainable Production
and Consumption, 25, 123-135.
https://doi.org/10.1016/j.spc.2020.07.019

Jamshed. (2020). The Importance of Corporate
Social Responsibility and Business Ethics.
International Journal of Trend in Scientific
Research and Development, 4(5), 799-801.
https://www.ijtsrd.com/papers/ijtsrd32967.pdf

Jeon, M. M., Lee, S., & Jeong, M. (2020). Perceived
corporate social responsibility and customers’
behaviors in the ridesharing service industry.
International Journal of Hospitality
Management, 84, 102341.

Kandampully, J., & Suhartanto, D. (2000). Customer
loyalty in the hotel industry: the role of customer


https://www.iata.org/en/iata-repository/publications/economic-reports/global-outlook-for-air-transport----june-2023/
https://www.iata.org/en/iata-repository/publications/economic-reports/global-outlook-for-air-transport----june-2023/
https://www.iata.org/en/iata-repository/publications/economic-reports/global-outlook-for-air-transport----june-2023/

Tap chi Khoa hoc Pai hoc Can Tho

satisfaction and image. International Journal of
Contemporary Hospitality Management, 12(6),
346-351.
https://doi.org/10.1108/09596110010342559

Keh, H. T., & Xie, Y. (2009). Corporate reputation
and customer behavioral intentions: The roles of
trust, identification and commitment. Industrial
Marketing Management, 38(7), 732-742.
https://doi.org/10.1016/j.indmarman.2008.02.005

Keller, K. L. (2013). Strategic Brand Management:
Building, measuring, and managing brand equity
(4 m3x.). Boston: Pearson

Kennedy, M., Ferrell, L., & LeClair, D. (2001).
Consumers' trust of salesperson and
manufacturer: An empirical study. Journal of
Business Research, 51, 73-86.
https://doi.org/10.1016/S0148-2963(99)00039-9

Kim, Y., Lee, S. S., & Roh, T. (2020). Taking
Another Look at Airline CSR: How Required
CSR and Desired CSR Affect Customer Loyalty
in the Airline Industry. Sustainability, 12(10),
4281. https://doi.org/10.3390/su12104281

Kline, R. B. (2015). Principles and Practice of
Structural Equation Modeling, Principles and
Practice of Structural Equation Modeling. The
Guilford Press, New York, NY.

Kuo, T. C., Chen, H. M., & Meng, H. M. (2021). Do
corporate social responsibility practices improve
financial performance? A case study of airline
companies. Journal of Cleaner Production, 310,
127380.
https://doi.org/10.1016/j.jclepro.2021.127380

Nguyen, T. C. L., & Mai, N. K. (2023). Investigating
brand image and brand trust in airline service:
Evidence of Korean Air. Journal of Tourism,
Heritage & Services Marketing, 9(2), 55-65.
https://doi.org/10.5281/zenodo.10539739

Li, W, Cui, J., Gao, J., & Xiong, J. (2023).
Corporate social responsibility in China's airline
industry: A longitudinal content analysis of
related reports. Journal of Air Transport
Management, 111, 102420.
https://doi.org/10.1016/j.jairtraman.2023.102420

Liat, C. B., Mansori, S., & Huei, C. T. (2014). The
Associations Between Service Quality,
Corporate Image, Customer Satisfaction, and
Loyalty: Evidence From the Malaysian Hotel
Industry. Journal of Hospitality Marketing &
Management, 23(3), 314 - 326.
https://doi.org/10.1080/19368623.2013.796867

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.
https://doi.org/10.1509/jmkg.68.4.16.42726

10

Tép 60, S6 5D (2024): x-x

Liljander, V., & Strandvik, T. (1993). Estimating
zones of tolerance in perceived service quality
and perceived service value. International
Journal of Service Industry Management, 4(2),
0-0.
https://doi.org/10.1108/09564239310037909

Lin, C.-P., Chen, S.-C., Chiu, C.-K., & Lee, W.-Y.
(2011). Understanding Purchase Intention
During Product-Harm Crises: Moderating Effects
of Perceived Corporate Ability and Corporate
Social Responsibility. Journal of Business
Ethics, 102(3), 455-471.
https://doi.org/10.1007/s10551-011-0824-y

Luo, X., & Bhattacharya, C. (2006). Corporate
Social Responsibility, Customer Satisfaction, and
Market Value. Journal of Marketing, 70, 1-18.
https://doi.org/10.1509/jmkg.70.4.001

Maignan, 1., & Ferrell, O. C. (2001). Corporate
citizenship as a marketing instrument - Concepts,
evidence and research directions. Furopean
Journal of Marketing, 35(3/4), 457-484.
https://doi.org/10.1108/03090560110382110

Martinez, P., & Rodriguez del Bosque, 1. (2013).
CSR and customer loyalty: The roles of trust,
customer identification with the company and
satisfaction. International Journal of Hospitality
Management, 35, 89-99.
https://doi.org/10.1016/j.ijhm.2013.05.009

Menon, S., & Kahn, B. E. (2003). Corporate
Sponsorships of Philanthropic Activities: When
Do They Impact Perception of Sponsor Brand?
Journal of Consumer Psychology, 13(3), 316-
327.
https://doi.org/10.1207/S15327663JCP1303_12

Morgan, R. M., & Hunt, S. D. (1994). The
Commitment-Trust Theory of Relationship
Marketing. Journal of Marketing, 58(3), 20-38.
https://doi.org/10.2307/1252308

Moisescu, O. (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,
307-323.
https://doi.org/10.1515/saeb-2017-0020

Nikbin, D., Hyun, S. S., [ranmanesh, M., Maghsoudi,
A., & Jeong, C. (2016). Airline travelers' causal
attribution of service failure and its impact on
trust and loyalty formation: The moderating role
of corporate social responsibility. Asia Pacific
Journal of Tourism Research, 21(4), 355-374.
https://doi.org/10.1080/10941665.2015.1048265

Oliver, R. L. (1999). Whence Consumer Loyalty?
Journal of Marketing, 63, 33-44.
https://doi.org/10.2307/1252099

Park, E. (2019). Corporate social responsibility as a
determinant of corporate reputation in the airline
industry. Journal of Retailing and Consumer


https://doi.org/10.1016/j.jairtraman.2023.102420
https://doi.org/10.1207/S15327663JCP1303_12

Tap chi Khoa hoc Pai hoc Can Tho

Services, 47,215-221.
https://doi.org/10.1016/j.jretconser.2018.11.013

Pivato, S., Misani, N., & Tencati, A. (2008). The
impact of corporate social responsibility on
consumer trust: The case of organic food.
Business Ethics: A European Review, 17, 3-12.
https://doi.org/10.1111/j.1467-
8608.2008.00515.x

Phillips, S., Thai, V. V., & Halim, Z. (2019). Airline
value chain capabilities and CSR performance:
The connection between CSR leadership and
CSR culture with CSR performance, customer
satisfaction and financial performance. The Asian
Journal of Shipping and Logistics, 35(1), 30-40.
https://doi.org/10.1016/.ajs1.2019.03.005

Poolthong, Y., & Mandhachitara, R. (2009).
Customer expectations of CSR, perceived service
quality and brand effect in Thai retail banking.
International Journal of Bank Marketing, 27(6),
408-427.
https://doi.org/10.1108/02652320910988302

Stoian, C., & Gilman, M. (2017). Corporate social
responsibility that “pays”: A strategic approach
to CSR for SMEs. Journal of Small Business
Management, 55(1), 5-31.
https://doi.org/10.1111/jsbm.12224

Swaen, V., & Caceres, R. (2008). Impact of
Corporate Social Responsibility on Consumer
Trust. Recherche et Applications en Marketing
(English Edition), 23, 7-34.
https://doi.org/10.1177/205157070802300402

Sweeney, J. C., & Soutar, G. N. (2001). Consumer
perceived value: The development of a multiple
item scale. Journal of Retailing, 77(2), 203-220.
https://doi.org/10.1016/S0022-4359(01)00041-0

Hoang, A. T., & Phan, T. A. (2021). Research on
corporate social responsibility in the aviation
industry (In Vietnamese: Nghién ctru vé trach
nhiém xa hoi cia doanh nghiép trong nganh hang
khong). 758, 86-89.

Van Herpen, E., Pennings, J. M. E., & Meulenberg,
M. T. G. (2003). Consumers' evaluations of

11

Tép 60, S6 5D (2024): x-x

socially responsible activities in retailing.
(Working Paper Mansholt Graduate School; No.
MWP-04). Wageningen University & Research.
https://edepot.wur.nl/32981

Vlachos, P., Tsamakos, A., Vrechopoulos, A., &
Avramidis, P. (2008). Corporate social
responsibility: Attributions, loyalty and the
mediating role of trust. Journal of the Academy
of Marketing Science, 37, 170-180. Journal of the
Academy of Marketing Science, 37, 170-180.
https://doi.org/10.1007/s11747-008-0117-x

Vo, T. T., Xiao, X., & Ho, S. Y. (2019). How does
corporate social responsibility engagement
influence word of mouth on Twitter? Evidence
from the airline industry. Journal of Business
Ethics, 157, 525-542.
https://doi.org/10.1007/s10551-017-3679-z

World Business Council for Sustainable Development.
(1999). Corporate social responsibility: meeting
changing expectations. http:
/Iwww.wbcsd.org/DocRoot/hbdf19Txhmk3kDxB
QDWW/CSRmeeting.pdf.

Yang, L., Ngai, C. S. B., & Lu, W. (2020). Changing
trends of corporate social responsibility reporting
in the world-leading airlines. PLOS ONE, /5(6),
2342-58.
https://doi.org/10.1371/journal.pone.0234258

Yuen, K. F., Thai, V. V., Wong, Y. D., & Wang, X.
(2018). Interaction impacts of corporate social
responsibility and service quality on shipping
firms’ performance. Transportation Research
Part A: Policy and Practice, 113, 397-409.
https://doi.org/https://doi.org/10.1016/j.tra.2018.
04.008

Zeithaml, V. A. (1988). Consumer Perceptions of
Price, Quality, and Value: A Means-End Model
and Synthesis of Evidence. Journal of
Marketing, 52(3), 2-22.
https://doi.org/10.1177/002224298805200302

Zeithaml, V. A., Berry, L. L., & Parasuraman, A.
(1996). The behavioral consequences of service
quality. Journal of Marketing, 60(2), 31-46.
https://doi.org/10.2307/1251929



	1. GIỚI THIỆU
	2. CƠ SỞ LÝ THUYẾT VÀ xây dựng GIẢ THUYẾT NGHIÊN CỨU
	3. PHƯƠNG PHÁP NGHIÊN CỨU
	4. KẾT QUẢ NGHIÊN CỨU
	4.1. Thống kê mô tả mẫu
	4.2. Kết quả đánh giá mô hình đo lường
	4.3. Kết quả đánh giá mô hình cấu trúc
	4.4. Kết quả tác động trung gian của CT và SQ

	5. THẢO LUẬN KẾT QUẢ NGHIÊN CỨU
	6. KẾT LUẬN

