7/30/26, 8:31 AM Anh huwéng clia trach nhiém xa hoi dén 1ong trung thanh cia khach hang tai Agribank trén dia ban TP. Hué

-, A r - ){ by r

Nghién cuu Kinh té - Tai chinh

CHUYEN TRANG CUA TAP CHi KINH TE - TAI CHINH W
e-ISSN: 3093-334X

Anh hudng clia tradch nhiém x& hdi dén long trung thanh cta
khdach hang tai Agribank trén dia béan TP. Hué

Trong béi canh canh tranh ngay cang gay gat cia thi truong tai chinh - ngan hang, viéc giir chan khach
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Tom tat
Nghién cuu phén tich anh hudng cua trach nhiém x4 héi doanh nghiép dén Iong trung thanh cua khach
hang tai Ngdn hang Néng nghigp va Phat trién néng thén Viét Nam (Agribank) chi nhanh TP. Hué théng
qua d lidu thu thdp tir 180 khdch hang dang st dung dich vu cda Ngdn hang. Két qua nghién cuu cho
thdy, ca 5 nhén té: Trdch nhiém kinh té, Trach nhiém phap ly, Trach nhiém dao dirc, Trach nhiém nhdn vén
va Trach nhiém méi truong déu tac dong thudn chiéu dén Long trung thanh cua khdch hang; trong do,
Trach nhiém phdp ly c6 muc do anh hudng manh nhat. Tir két qua nghién cuu, nhom tdc gia dé xudt mot

s6 ham y quan tri nham ndng cao Iong trung thanh cia khach hang théng qua viéc ddy manh thuc hién
trach nhiém xa héi doanh nghiép tai Agribank trén dia ban TP. HUé.

TU khéa: Trach nhiém x& hdi, long trung thanh, khdch hang, ngdn hang, Agribank, TP. Hué&
Abstract

This study examines the impact of corporate social responsibility on customer loyalty at the Hue Branch
of the Vietnam Bank for Agriculture and Rural Development (Agribank). The analysis is based on survey
data collected from 180 customers currently using the Bank's services. The findings indicate that all five
dimensions of corporate social responsibility: economic responsibility, legal responsibility, ethical
responsibility, philanthropic responsibility, and environmental responsibility, have positive effects on
customer loyalty. Among these, legal responsibility exerts the strongest influence. Based on the empirical
findings, the study proposes several managerial implications to enhance customer loyalty by
strengthening the implementation of corporate social responsibility initiatives at Agribank in Hue.

Keywords: Corporate social responsibility, customer loyalty, customers, banking, Agribank, Hue
GIOI THIEU

Trong béi canh canh tranh ngay cang gay gat cla thi trudng tai chinh - ngén hang, viéc gilr chan khach
hang khéng chi phu thudc vao I3i suat, phi dich vu hay mang Iudi giao dich, ma con chiu anh hudng bdi
hinh dnh, uy tin va trach nhiém xa hoi clia ngan hang. Khach hang ngay cang cé xu hudng lya chon nhitng
t8 churc tai chinh hoat déng minh bach, tuan thl phap Iudt, quan tdm dén cong dong va phat trién bén
virng. Vi vay, tradch nhiém x3 héi doanh nghiép (CSR) trd thanh mot néi dung quan trong trong chién lugc
xdy dung thuong hiéu va duy tri quan hé khach hang cta cac doanh nghiép. Nghién ctru cta Dublino
(2023) cho thay, khach hang trung thanh khong chi tiép tuc st dung dich vu ma con gidi thiéu ngan hang
cho ngudi than, déng vai trd nhu cac dai st thuong hiéu tu nguyén.
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Ngan hang NAng nghiép va Phat trién nong thén Viét Nam (Agribank) véi hon 37 ndm hinh thanh va phat
trién, ludn chu trong trién khai CSR trén nhiéu linh vuyc, tir hd trg phat trién néng nghiép, an sinh xa hoi,
dén cac hoat dong bao vé méi truong (Minh Nguyét, 2025). Tuy nhién, dén nay coé rat it nghién ctu do
luong dinh lugng mirc dd anh hudng cula tirng khia canh CSR dén Iong trung thanh cta khach hang, dic
biét trong bsi canh dac thu clia TP. Hué - mét thanh phé cd bé day van hda lich sir va cong dong dan cu
c6 tinh gan két cao. Do vay, nghién ctru nay dugc thuc hién nham xac dinh va danh gia mic do anh hudng
cla cdc thanh phan CSR dén long trung thanh cta khach hang clia Agribank trén dia ban TP. Hug, qua do
cung cap bang ching thuc nghiém va dé xuat gidi phap cu thé gilp Agribank chi nhanh TP. Hué nang cao
long trung thanh cda khach hang théng qua viéc tadng cudng thuc hién CSR.

CO SO LY THUYET VA MO HINH NGHIEN cU'U
Co s ly thuyét
Trach nhiém xa héi doanh nghiép (CSR)

Theo Carroll (1991), CSR bao ham nhiing ky vong cua x& héi déi véi t8 chic tai mét thoi diém nhat dinh
gom: trach nhiém kinh t&, trach nhiém phap ly, trach nhiém dao dic va trach nhiém nhan van. Trong
nghién clru nay, CSR dua trén ly thuyét cda Carroll (1991) va b8 sung yéu td trach nhiém moi trudong theo
nghién ctu clia Dahlsrud (2008), phu hgp véi bdi canh phat trién bén virng ngay cang dugc coi trong.
Diéu nay cling hoan toan phu hgp vdi xu hudng “ngan hang xanh” va cac cam két ESG (méi trudng, xa hoi,
quan tri) ngay cang dugc Ngan hang nha nudc va Chinh phu thic ddy (Minh Nguyét, 2025).

Long trung thanh cua khach hang

Long trung thanh ctia khach hang dugc hiéu la xu hudng ti€p tuc stir dung san pham, dich vu cla t8 chrc,
k&t hop vdi thai do tich cuc va hanh vi gidi thiéu cho ngudi khac (Gustafsson, 2015). Trong nganh Ngan
hang, long trung thanh bi€u hién qua viéc ti€p tuc giao dich, s dung nhiéu san pham clia cing mét ngan
hang va san sang gidi thiéu cho ngudi than (Nguyén Minh Loan, 2018).

Cac nghién clu qudc t& nhu Moisescu (2017) tai Romania hay Al-Ghamdi va Badawi (2019) tai A Rap X&
Ut déu khang dinh CSR c6 tac dong tich cuc manh mé& dén long trung thanh cda khach hang ngan hang.
Tai Viét Nam, Hoang Anh Thu (2023), Nguyén Minh Loan (2018), Pham va Nguyen (2025) cling xac nhan
nhan thirc tich cuc vé CSR gilp cling c6 niém tin va su gan két 1au dai cla khach hang doi véi cac thuong
hiéu thuong mai.

M@ hinh va gia thuyét nghién ctru

Trén co s& cac giad thuyét nghién ctru, nhom tac gia dé xuat mé hinh nghién ctru anh hudng cltia CSR dén
Iong trung thanh cla khach hang tai Agribank chi nhanh TP. Hué nhu Hinh.

Hinh: M6 hinh nghién ctru dé xuat
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Nguén: Nhém tdc gid dé xuat
T mé hinh nghién ctu, cac gia thuyét dugc dé xuat nhu sau:
H1: Trach nhiém kinh té co tac déng thudn chiéu dén Long trung thanh cuda khach hang.
H2: Trach nhiém phdp ly co tac déng thudn chiéu dén Long trung thanh cua khach hang.
H3: Trdch nhiém dao durc cé tdc ddng thudn chiéu dén Long trung thanh cua khdch hang.
H4: Trdch nhiém nhén van cé tdc ddng thudn chiéu dén Long trung thanh cua khach hang.
H5: Trach nhiém méi trudong cé tac déng thudn chiéu dén Long trung thanh cua khdch hang.
Phuong phap nghién ctru

Nghién ctru str dung phuong phap nghién ctu dinh lugng. DT liéu so cap dugc thu thap théng qua phiéu
khao sat vdi 180 khach hang dang st dung san pham, dich vu tai cdc chi nhanh Agribank trén dia ban TP.
Hug, dp dung phuong phdp 18y mau thuén tién trong giai doan thang 9-12/2025. Téng s6 phi€u phat ra la
200, thu vé 185 phiéu, trong dé c6 180 phiéu hgp 1é dugce stir dung cho phan tich.

Thang do Likert 5 mirc d6 dugc st dung cho tat cd cac bién quan sat. Bang hoi gom 25 bién quan sat cho
5 nhém CSR va 5 bién quan sat do Iong trung thanh khach hang. Phan tich dir liéu dugc thuc hién theo
cac budc: théng ké mo ta, ki€m dinh dé tin cdy Cronbach's Alpha, phan tich nhan t6 kham pha (EFA),
phéan tich tuong quan Pearson va phan tich héi quy tuyén tinh bdi.

KET QUA NGHIEN CcUU
Kiém tra do tin cay ctia thang do

K&t qua kiém dinh Cronbach's Alpha (Bang 1) cho thay tat ca cac thang do déu dat yéu cau vdi hé so
Conbach’s Alpha > 0,7 va tuong quan bién téng > 0,3.

Bang 1: Két qua kiém dinh do tin cay ctia thang do

Thanh phan m Cronbach's Alpha

Trach nhiém kinh t& (KT) 5 0,812
Trach nhiém phép ly (PL) 5 0,898
Tréch nhiém dao dic (DD) 5 0,834
Trach nhiém nhan van (NV) 5 0,821
Trach nhiém méi truong (MT) 5 0,845
Long trung thanh (TT) 5 0,856

Ngudn: Két qua phén tich, 2026
Phan tich EFA

Phan tich EFA véi hé sé KMO = 0,879 > 0,5, ki€m dinh Bartlett c6 y nghta théng ké (Sig = 0,000), t8ng
phuong sai trich dat 68,255% (> 50%) (Hair va céng su, 2019), xac nhan 5 nhan t& CSR dugc trich xuat
phu hgp véi md hinh dé xuat (Bang 2).

Bang 2: K&t qua phan tich EFA cac bién doc lap

Hé s6 tai nhan té
Bién quan sat
1 2 3 4 5

NV5 0,871
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PL5
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KT3

KT4

KMO = 0,879; Bartlet’s Test (Sig. = 0,000)
T6ng phuong sai tich ldy (%) = 68,255
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0,872
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0,744
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0,860
0,840
0,835
0,832

0,770

Ngudn: Két qua phén tich, 2026

Phan tich EFA cho bién phu thuéc Long trung thanh (Bang 3) dat KMO = 0,851 vdi Sig.< 0,05; phuong sai

trich dat 63,55 %, cho thdy dam bao dé ti€n hanh phan tich cac budc tiép theo.

Bang 3: Két qua phan tich EFA bién phu thudc
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Téng phuong sai tich Ity (%) = 63,551
Ngubn: Két qua phén tich, 2026
Phan tich twvong quan Pearson

K&t qua phan tich tuong quan (Bang 4) chi ra méi tuong quan thuin chiéu cé y nghia thdng ké (Sig. =
0,000 < 0,5) gilta bién phu thudc Long trung thanh (TT) va 5 bién doc lap la Trach nhiém kinh t& (KT),
Trach nhiém phap ly (PL), Trach nhiém dao dic (DD), Trach nhiém nhan van (NV) va tradch nhiém moi
truong (MT). Do dd, toan bd cac bién déu du diéu kién dua vao phan tich héi quy.

Bang 4: Két qua phan tich tuvong quan Pearson

Hé s6 tuong quan

KT

Sig.

Hé s6 tuong quan 0,163 1
PL

Sig. 0,000

Hé s6 tuong quan 0,01 0,264 1
DD

Sig. 0,000 0,000

Hé s6 tuong quan 0,167 0,289 0,262 1
NV

Sig. 0,000 0,000 0,000

Hé s6 tuong quan 0,215 0,137 0,068 0,164 1
MT

Sig. 0,000 0,000 0,000 0,000

Hé sé tuong quan 0,346 0,451 0,434 0,425 0,437 1
TT

Sig. 0,000 0,000 0,000 0,000 0,000

Ngubn: Két qua phén tich, 2026
Phan tich héi quy tuyén tinh

M& hinh nghién ctu cé gid tri RZ hiéu chinh = 0,514 nén cé thé& k&t ludn md hinh hdi quy tuyén tinh d4 xay
dung phu hop véi tap dir liéu dén 51,4%, hay noi cach khac, 51,4% su bién thién cla bién phu thudc dugc
giai thich bdi su bién ddéng clia 5 bién doc lap, con lai la do tdc déng clia cac yéu t6 khac ngoai mo hinh.
Gié tri Durbin - Watson = 1,792 khang dinh khéng c6 hién tugng tu tuong quan trong mé hinh (Bang 5)

Bang 5: Danh gia sy phu hgp ctia mé hinh

Sai s6 chuan

R2 diéu chinh N Durbin-Watson
cua udc lugng

1 0,726 0,528 0,514 0,33377 1,792

Ngubdn: Két qua phan tich, 2026

Gia tri ki€m dinh do phu hgp clia mé hinh F = 38,855 va Sig. = 0,000 (< 0,05) nén md hinh dugc xem nhu
phu hgp véi tdng thé va cac bién trong mo hinh cé thé gidi thich dugc sy bién thién cla bién phuy thudc.
Nhén t& phong dai phuong sai (VIF) dao déng tir 1,074-1,165 (< 2), do dé khong cé dau hiéu cua hién
tuong da coéng tuyén va khéng cd mdi tuong quan chat ché gilta cac bién déc lap (Hair va céng su, 2019)
(Bang 6).
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Bang 6: Két qua phan tich héi quy

Hé s6 Hé s6 Thong ké

t Sig.
chua chuan héa chuan héa 9 da cong tuyén
M6 hinh
Db léch .
B . Beta Dung sai VIF
chuan
(Hang s0) 0,124 0,269 0,462 0,645
KT 0,177 0,045 0,213 3,910 0,000 0,918 1,089
PL 0,265 0,047 0,306 5,672 0,000 0,931 1,074
DD 0,214 0,039 0,302 5,456 0,000 0,886 1129
NV 0171 0,051 0,191 3,376 0,001 0,853 1173
MT 0,187 0,044 0,240 4,259 0,000 0,858 1,165

Ngubn: Két qua phén tich, 2026
Phuong trinh hdi quy chudn hoa dugc thiét 1ap nhu sau:
TT = 0,213KT + 0,306PL+ 0,302DD + 0,191NV+ 0,240MT

K&t qua cho thay, Trach nhiém phap ly (B = 0,306) la nhan td tdc ddng manh nhat dén Long trung thanh
cla khach hang, tiép theo la Trach nhiém dao dic (B = 0,302), Trach nhiém moi truong (B = 0,240), Trach
nhiém kinh t& (8 = 0,213) va Trach nhiém nhan van (B = 0,191). Tat ca cac gia thuyét déu dugc chap nhan.

KET LUAN VA HAM Y QUAN TRI
Két luan

K&t qua nghién ctu khdng dinh réng tat cd 5 khia canh CSR déu ¢ tac déng thuan chiéu va cé y nghia
théng ké dén Long trung thanh cla khach hang tai Agribank trén dia ban TP. Hué. Day la bang chiing
thyc nghiém quan trong d€ ngan hang hoach dinh chién lugc CSR gan vdéi cac muc tiéu kinh doanh cua
minh.

Khuyén nghi
Tlr k€t qua nghién clru, tac giad dé xuat mot sé ham y quan tri d6i véi Agribank chi nhanh TP. Hué nhu sau:

V& trdch nhiém phdp ly: Tang cudng bao mat théng tin khach hang, don gian hda thd tuc phap ly, st dung
ngodn nglr dé hi€u trong cdac tai liéu hgp déng va xay dung hé théng giai quyét khi€u nai phap ly nhanh
chong, hiéu qua.

V& trdch nhiém dao dic: Xay dung bd quy chudn dao dic nghé nghiép, dao tao thudng xuyén cho nhan
vién vé ing xUr va dao durc kinh doanh; khuyén khich tu van trung thuc, dat lgi ich khach hang I1én hang
dau.

V& trach nhiém mdi truong: Day manh tin dung xanh, ban hanh khung chinh séch ESG, trién khai quan ly
rdi ro moi trudng trong cp tin dung; giam thiéu str dung gidy to va khuyén khich giao dich dién tu.

V& trach nhiém kinh té: Da dang hda san pham tai chinh, cai thién chinh sach gia canh tranh, phat trién
cac san pham tai chinh vi mé phuc vu nhdm khach hang muc tiéu clia ngan hang.

V& trdch nhiém nhan van: T6 chirc cdc chuong trinh tlr thién, van hoa - thé thao tai dia phuong; tang
cudng truyén théng vé cac hoat déng CSR dé khach hang nhan biét va cdm nhan dugc gia tri nhan van
ma ngén hang hudng dén.

(*) Nhom tac gia xin trdn trong cam on Dai hoc Hué da hé tro va tao diéu kién thudn loi d€ thuc hién

nghién ctru nay théng qua dé tai mang ma s6 DHH2024-06-143.
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