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“Hearing is one thing; they all want to eye-witness such skills.”

Trich “Guru Bird”; Wild Wise Weird [1]
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Khi tinh bén vitng ngay cang tr& thanh tiéu chuin trong mit ngudi tiéu duing, nhiéu doanh nghiép dich vu—tir khich san, hing
hang khong dén céc chudi bin lé—dang nd luc khing dinh cam két vdi cdc vin de mdi trudng va x4 hoi. Tuy nhién, nghién ctru méi
cta Jagani va Saboori-Deilami [2] chi ra ring ¥ dinh tdt 1a chua du, va thim chi nhiing 16i héa khong dugce thuc hién ¢6 thé giy téc

dung ngugc.

Duya trén d liéu khao sdt tir 6.891 khédch hang cta 31 cong ty dich vu tai Hoa Ky, nhém nghién cttu phdt hién ring cic doanh
nghiép quang b4 manh mé vé chién lugc bén vitng nhung khong ¢é hanh dong cu thé ¢é nguy co lam tdn hai dén hinh inh thuong
hiéu. Két qui nay dugc giai thich thong qua hai ly thuyét xa hoi hoc:
® Ly thuyét tinh chinh danh (legitimacy theory) cho ring: d€ gianh dugc niém tin xi hoi, doanh nghiép khong chi cin tuyén bo
cam két ma con phai thé hién hanh dong thuc t€, pht hop véi ky vong cong dong [3].
® Ly thuyét bat hoa nhin thic (cognitive dissonance theory) cho thiy: ngudi tiéu dung cam thdy khé chiu khi phit hién ra sy
khong nhit quédn gita 16i ndi va viée lam ctia mét thuong hiéu [4]. Vi dy, mot khdch san tuyén bd bio vé ngudn nuée nhung

van thay khin va ga giuvdng mdi ngdy bit chdp yéu ciu ctia khich—sy méu thuin nay dé khi€n khdch hang mit niém tin.

Diém miu chot tir nghién ctu la: khong phai chién luge bén vitng trén gidy td, ma chinh cdc hanh dong cu thé nhu giam thiéu chit
thii, st dung ning lugng tdi tao, hay dim bao tiéu chuin lao dong cong bing mdi la yéu t6 dinh hinh hinh anh thuong hiéu trong
mit khdch hang. Dic biét, cdc sing ki€n mdi trudng cé tic dong tich cyc manh mé hon cdc sing kién xa hoi—cé thé vi ching dé

quan st va dinh gid hon [2].

Nghién cttu gui di mot thong diép quan trong: trong nganh dich vu—noi sin phdm mang tinh v6 hinh va khich hang luén dé y tiing
chi ti€t—ben viing khong thé chi nim trén chién luge marketing. Khich hing mong doi dugc trai nghiém cdc gid tri bén vitng mot

céch thuyc €, cht khong chi nghe vé ching.

Vi véy, thu hep khoang cich gita 16i cam két va hanh dong cu thé Ia diéu tdi quan trong—khong chi d€ thuc ddy muc tiéu moi
trudng va xa hoi, ma con dé xiy dung thuong hiéu déng tin cdy va dugc ton trong. Két qua nghién ctu ciing mét lan nia khing dinh
mdi lién hé tinh t€ nhung khong thé tich roi gitra ty nhién va hé théng con ngudi: chi ¢6 hanh dong thuc chit mdi tao nén sy khéc

biét lau dai [5].
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