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ﬂ/g’hién cibu nay lam ré tac dong ciia cong khai tiéu cuwc vé khing hoang san pham béi truyén thong
xd hoi dén hinh dnh céng ty va nhdn biét thwong hiéu. Trong dé, phan vmg ciia khdch hang doi véi
cong khai tiéu cuc trén cac phwong tién truyén thong dirge xem xét véi su tac dong ciia 2 yéu to: Mire do
nghiém trong cam nhdn va cuong do cong khai cdc thong tin lién quan dén si kién khung hoang. pé ' giai
quyét van dé nghién ciru ddt ra, nghzen citu khao sat diéu tra 313 khach hang tir 18 tuéi cé hiéu bzet vé mot
trong ba vy khing hoang san pham noi bdt trong nganh hang tieu dung nhanh xudt hién trén truyen thong
trong giai doan 2015 dén nay. Két qua phan tich mo hinh cau tric tuyén tinh (SEM) cho thay Viéc cong
khai tiéu cuc vé khing hodng san pham trén cac phirong tién truyen thong c6 tac dong tich cuwe dén mire do
nhdn biét thieong hiéu (nguoi tiéu ding biét dén terO’ng hiéu san pham), fuy nhién, né lai c6 tic dong tiéu
cuwe dén hinh dnh cong ty. Pdc biét, cuwong dg cong khai dong vai tro rdt quan trong trong viéc gia tang
nhan biét thuong hiéu, trong khi murc do nghiém trong cam nhdn lai dwoc chi ra co tdac dong tiéu cuc manh

mé dén hinh anh céng ty.

Tir khéa: cong khai tiéu cuwc, khing hodng san phiam, cwong dg cong khai, mirc d¢ nghiém trong cam

nhdn, hinh anh céng ty, nhdn biét thwong hiéu.

1. Gio6i thiéu

Ngay nay, khi kinh té ngay cang phat trién, sd
lugng doanh nghi€p ngay cang gia ting kéo theo do
la mirc dg canh tranh trong nganh cang tré nén khéc
ligt, doi hoi doanh nghi€p can phai can trong trong
timg budc di va co su chuin bi k§ cang cho nhimng
tinh hudng x4u co thé xay ra dé tranh roi vao thé bi
dong do khing hoang truyén thong. Trén thuc té,
mdi doanh nghiép khi thanh 14p déu mong mudn xay
dung hinh anh cong ty tot dep trong cam nhan cia
khach hang ciing nhu gia ting sy nhan biét cua
khach hang vé thuong hiéu cong ty. Boi vi, hinh anh
cong ty tich cyc manh mé va nhit quan c6 lién quan
chit ch& dén danh tiéng cua cong ty gop phan tao
cho cong ty moét loi thé canh tranh riéng biét
(Fombrun, 1995), rat quan trong trong viéc dat dugc

doanh thu hodc hop dong, ciing nhu thu hut nhan
vién va c6 dong (Rossiter & Percy, 1987). Tuy
nhién, cac nd luc dé xay dung hinh anh cia cong ty
c6 thé bi anh huong tiéu cuc khi cong ty roi vao tinh
trang khing hoang. Trong d6, khiing hoang vé chét
lwong san pham 14 khung hoang thudng xay ra va co
xu huéng gia tang do sy phuc tap, da dang ngay
cang ting cua san pham, clng nhu sy khit khe trong
quy dinh cua phap ludt vé tiéu chuin an toan san
pham (Birch, 1994).

Khiing hoang vé chat lwong san phém cam nhéan
(ma trong nghién clru nay ching to1 goi tat la khung
hoang san pham) dugc hiéu 1a cac su cb roi rac,
dugc cong bd cong khai trong d6 cac san pham duge
tim thdy 1a khiém khuyét hodc tham chi 1a nguy
hiém (Dawar & Pillutla, 2000). Khi khing hoang
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san pham xay ra thuong dan dén viéc cong khai tiéu
cuc cac thong tin lién quan dén su viéc boi cac
phuong tién truyén thong.

Trén thuc té, viéc cong khai ti€u cuc boi truyén
thong xa hdi thuong dugc cong nhén la dang tin cay
hon va c6 anh huong hon so v6i tir cdc phuong tién
truyén thong do cong ty kiém soat (Bond &
Kirshenbaum, 1998). Béi vi, thong tin ti€u cuc
thuong dugc phat song trén cac phuong tién truyén
thong cha khong phai boi chinh thuong hi¢u va
khan gia c6 xu huéng cam nhan phwong tién truyén
thong la dang tin cdy hon (Wang, 2006). Cung vdi
do, cac phuong tién truyen thong c6 so thich dé dua
tin x4u hon 1a tin tt (Dennis & Merrill, 1996), ma
thong tin ti€u cuyc thuong nhan dugc sy quan tam
hon tir cong chiing va dé in sdu trong tdm tri ctia
khach hang. Cac nghién ctru trude ddy cho thiy
thong tin tiéu cuc thuong de doa hinh anh cong ty
(Dean, 2004) va tai san thuong hiéu (Dawar &
Pillutla, 2000). Tuy nhién, c6 nhitng nghién ctru cho
rang cong khai tiéu cuc khong phai lac nao ciing
xau, Berger et al. (2010) d dwa ra nhan dinh ring
viéc cong khai tiu cuc cling co the lam tang nhan
biét vé thuong hiéu va kha ning tiép can san pham.

Tai Viét Nam, nganh hang ti€u dung nhanh c6
tiém ning phat trién van con rat 16n. Trong do, du
kién hang gia vi, nudc st s& ting 4%/nam dén nam
2020, hang db udng dong chai du kién ting truong
tr nam 2017 - 2020 1a 13% (Lan Phuong, 2018).
Cung vai toe do ting truong ay, céc san pham ngay
cang da dang va khong thé thiéu nhirng san phdm bi
15i khién doanh nghiép roi vao khing hoang. Dién
hinh nhu vao nam 2016, vu nudc giai khat C2 va
Rong Do cua cong ty URC du luu lugng chi bi yéu
cau thu hdi gay hoang mang cho du luan trong subt
mot thoi gian kha dai; sin pham Number One cua
Tan Hi¢p Phat véi cau chuyén “con rudi gid 500
trigu” da ting gip phai “lan song tay chay” dir doi
ctia cong chiing vao giai doan 2015 - 2016. Piéu nay
giup dat ra cau hdi, khi su ki¢n khung hodng sin
pham bi cong khai tiéu cuc boi cic phuong tién
truyén thong thi hinh anh cta nhimg cong ty bi
khing hoang s€ bi anh hudéng nhu thé nao? Va cac
doanh nghiép c6 thé tan dung diéu nay dé tim cach
gia ting nhan biét thuong hiéu san pham va doanh
nghiép hay khong?

Trén thé gioi, da co nhiéu nghién ctru vé tac dong
cuia khung hoang san pham ciing nhu cong khai tiéu
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cuc trén nhiéu phuong di¢n, vi du: nghién clru tac
dong cuia khiing hoang san phdm dén tai san thuong
hiéu véi su diéu tiét cua su mong dogi cia khach
hang (vi du: Dawar & Pillutla, 2000); nghién ctru
phan tng cua khach hang dbi véi cong khai tidu cuc
v khing hoang san pham trong anh hudng cta danh
tiéng cong ty, phan mg cia cong ty va trach nhiém
ddi véi su kién khung hoang (vi du: Dean, 2004),
phan tng cua khach hang dbi véi cong khai tidu cuc
voi su diu tiét cua su cam két (vi du: Ahluwalia et
al., 2000), nghién ctru anh hudng cia viéc cong khai
tiéu cuc vé hanh vi phi dao dic cia ngudi sang 1ap
1én hinh anh cong ty (vi du: Zhu & Chang, 2013) va
anh huong cua cong khai ti€u cyc 1€n tai san thuong
hiéu: Tinh cach, hinh anh, thai d¢ va y dinh mua
hang (Vi du: Yu et al., 2018).

Theo d6, cac nghién ctru trude chi ra rang viéc
cong khai tiéu cuc vé khung hoang cta cong ty trén
cac phuong tién truyén thong sé tac dong tiéu cuc
dén tai san thuong hiéu (Dawar & Pillutla, 2000; Yu
et al., 2018), tuy nhién né lai gop phan lam gia tang
nhan biét thuong hi€u thong qua viée téng hop tir
cic tinh hudng cu thé (Berger et al., 2010;
O’Connell, 2006). Nhung cic nghién ctru lai chua
kiém dinh mdi quan hé gilta cac khia canh cua viéc
cong khai tiéu cuc va nhan biét thuong hiéu. Trong
khi trén thuc té, nhan biét thuong hiéu dong vai tro
v0 cung quan trong, anh huong dang ké dén viéc ra
quyét dinh ctia nguoi tiéu dung (Huang & Sarigéll,
2014) va tac dong truc tiép dén tai san thuong hiéu
(Aaker, 1996).

Noi cach khéc, hién tai co rat it nghién ctu tac
dong cua cong khai tiéu cuc vé khing hoang san
pham bai cac phuong tién truyén thong 1én nhan biét
thuong hiéu va sy tac dong dén tong thé ca hai khia
canh - hinh anh cong ty va nhan biét thwong hiéu.

Bén canh do, cac nghién ctru vé cong khai tiéu cuc
boi cac phuong tién truyén thong thuong ¢ cac nude
phuong Ty ma it chi y dén cac nén vin hoa khac,
trong khi phan ing cua nguoi tiéu dung s€ khac nhau
tai cac nén van hoa khac nhau (Yu et al., 2018).

Tai Viét Nam, cac nghién ctru vé khing hoang
san pham va cong khai tidu cuc boi truyén thong x3
hdi chua that sy dugc quan tam, du trén thuc té,
ngudi dan da va dang dbi mit v6i nhitng vin dé nay
hang ngay. Hon nita, cac chinh sach xu 1y ciia doanh
nghiép Viét Nam khi bi khing hoang san pham chua
duoc danh gia cao (DS Ngoc Bich, 2016). Tur do, tac
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gia quyét dinh nghién ciru d¢ tai “Tac dong cua cong
khai tiéu cuec vé khing hodng san pham dén hinh anh
cong ty va nhdn biét thwong hiéu: Truong hop doanh
nghiép kinh doanh nganh hang tiéu dung nhanh”.

2. Co sé Iy thuyét va gia thuyét nghién ciru

2.1. Hinh danh céng ty va nhdn biét thuwong hiéu

Hinh anh cong ty

C6 nhiéu nghién ctru dua ra dinh nghia vé hinh
anh cong ty. Theo d6, hinh anh cong ty la nhiing
nhén thirc mang tinh cam xac va logic dya trén niém
tin ciia nguoi tiéu dung vé chét luwong cam nhén hoac
tinh nang cua san pham/dich vu d6i v6i mot thuong
hidu nhat dinh (Hasangholipour et al., 2014). Theo
Cretu & Brodie (2007), hinh anh c6ng ty ¢6 thé duoc
dinh nghia nhu 1a mot loai phan hdi cu thé tur nhitng
ngudi trong mot thi truong xac dinh lién quan dén do
tin cdy cua nhitng nhan dinh ma cong ty do dua ra.

Hinh anh cong ty 14 4n tugng chung vé tong thé
cua cong ty dugc cam nhén va luu gilt trong tam tri
cua khach hang (Zhu & Chang, 2013; Johnson &
Zinkhan, 2015).

Diéu nay c6 nghia, cac nha nghién ctru xem xét
hinh anh cta cong ty nhu mdt thir vo hinh va né c6
thé duoc moi ngudi cam nhan theo bét ky cach nao.
Do d6, cam nhan ciia mot ngudi s& khong gidng cam
nhén cia ngudi khac boi vi kinh nghiém, mbi quan hé
tinh cam ciia mdi ngudi ddi véi cong ty 1a khac nhau.

K¢é thira tir cic nghién ctru di trude, nghién ctru
hién tai s€ xem xét hinh anh cong ty 14 cam nhén
chung cta khach hang vé 4n tuong tong thé cong ty.

Nhdn biét thuwong hiéu

C6 nhiéu tac gia di nghién ctu va dua ra khai
niém “Nhan biét thuong hiéu” (vi du: Aaker, 1991;
Rossiter & Percy, 1987). Theo do, nhan biét thuong
hiéu thé hién kha nang ma mot ngudi mua nhan ra
hay nh¢ lai mot thuong hi¢u 1a thanh vién ctia mot
nganh san phém (Aaker, 1991). Hay nhdn biét
thuong hi¢u biéu thi sy hién dién cua thuong hi¢u
trong bd nhé cua nguoi tidu dung va do dé cho biét
nguoi tiéu dung s nhd lai hodc nhan ra thuong hiéu
d6 nhu thé nao (Rossiter & Percy, 1987).

Nhan biét thwong hiéu bao gém su cong nhan
thuong hiéu va goi nhd thuong hi€u. Trong do, su
cong nhén thuong hi¢u dugc coi la mirc d§ nhan biét
vé thuong hi¢u t61 thiéu va dua trén su g01 nho dugc
hd tro (Holden, 1993; Laurent et al., 1995), dic biét
quan trong khi nguoi tiéu dung chon thuong hiéu tai
thoi diém mua hang.

Ao s s oA

Goi nho thuong hi¢u dugce coi la cép do tiép theo
ctia nhan biét thuong hi¢u. N6 dua vao viéc goi nho
khong duge hd trg (Holden, 1993; Laurent et al.,
1995) va lién quan dén kha ning cta ngudi tiéu ding
dé 1iy thwong hiéu tir bd nhé khi dugc cung cip mot
goi vy ¢O lién quan (Ross & Harradine, 2004).
Thuong hiéu dugc nho dén da‘?lu‘ tién trong mot lan
goi nhé khong duoc hd tro s& thé hién mac do nhan
biét thwong hiéu cao nhét (Laurent et al., 1995).

Céac yéu to thuong hiéu nhu tén, logo, biéu
tugng, khéu hiéu hodc bao bi ¢6 thé duge chon dé
nang cao nhan biét thuong hi¢u, xac dinh thuong
hiéu néi chung cling nhu phan biét thuong hi¢u véi
cac thuong hi¢u khac (Keller, 2003).

Nhu vay, nhan biét thuong hi€u trong pham vi
nghién ctru duge hiéu 1a kha ning ma mot ngudi
mua nhan ra hay nh¢ lai mot thuong hiéu cu thé khi
¢6 nhu ciu mua san pham.

Nhan biét thuong hiéu duoc tao ra boi bét ky thu
gi lam cho nguoi ti€éu dung c6 trai nghiém voi
thuong hiéu d6 - quang céo, tiép thi, cong khai, quan
h¢ cong chung,... va truyén thong xa hoi dai dién
cho mot cach dé thuong hiéu co thé tiép can voi
ngudi tiéu ding va tir d6 tao ra nhan biét thuong
hiéu (Hutter et al., 2013). .

2.2. Khiing hodng sdn phcfm va cong khai
tiéu cuc ,

Khiing hodng san pham ‘

Khiing hoang vé chat lwong san phém cam nhén
(ma trong nghién clru nay chung toi goi tat la khing
hoang san pham) dugc hiéu 1a cac su cb roi rac,
dugc cong bd cong khai trong d6 cac san phdm dugc
tim thdy la khiém khuyét hoac tham chi la nguy
hiém (Dawar & Pillutla, 2000). Khing hoang vé san
pham 1a loai khung hoang thuong xay ra va c6 xu
hudng gia tang do sy phirc tap, da dang ngay cang
ting cua san pham, cing nhu sy khit khe trong quy
dinh cua phap ludt vé tiéu chuin an toan san pham
(Birch, 1994; Meulenberg et al., 2002).

Cong khai tiéu cuc

Cong khai tiéu cuc la sy mo rdng viéc phat tan,
luu truyén thong tin vé su kién khung hoang cua
cong ty boi cac phwong tién truyén thong (Cleeren
et al., 2013). Viéc cong khai tiéu cyc thuong dugc
cong nhén la dang tin cdy hon va c6 anh huong hon
s0 v6i truyén thong do cong ty kiém soat (Bond &
Kirshenbaum, 1998). Béi vi, thong tin tiéu cuc
thuong duge phat song boi cac phuong tién truyén
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thong cha khong phai boi chinh thuong hi¢u va
khan gia c6 xu huéng cam nhan phuong tién truyén
thong la dang tin cdy hon (Wang, 2006).

Theo Weinberger (1986) thi cac yéu t6 tac dong
dén nguoi tiéu dung bao gdm cac ngudn thong tin
tiéu cyc, mic do nghiém trong cua van dé, do tin
cdy cua cdc kénh thong tin va trach nhiém cua cong
ty. Cac yéu t6 ¢6 thé duge phan loai thanh: ngudn
g0c phat sinh cong khai ti€u cyc, su kién, truyen
thong va cong ty. Theo do, cong khai tiéu cuc co thé
lam ton hai dén tai san thuong hiéu (Dawar &
Pillutla 2000; Liu & Shankar, 2012) va sy tin cay
(Erdem & Swait 1998), do d6 anh hudéng dén hinh
anh cong ty (Dean, 2004).

Mure do nghiém trong cam nhdn

Mtic d6 nghiém trong cam nhan vé cude khung
hoang la mdt khia canh thudc yéu t6 su kién, no
duogc dinh nghia 12 quan diém, cam nhan cua ngudi
tiéu dung vé mue do nghiém trong cua mot sy kién
khung hoang bi cong khai ti€u cuc trén cac phuong
tién truyén thong (Zhu & Chang, 2013).

Mirc d6 nghiém trong cua thong tin tiéu cuc
dong vai tro rat quan trong. Mot s6 nghién ciru da
tim thiy moi ngudi cd thé d6 151 cho thuong hiéu khi
thong tin tiéu cyuc vé thuong hiéu nghiém trong hon
(vi du nhu gay thuong tich hodc tu vong hon la gay
ra sy bat tién hodc cac van dé sic khoe nho)
(Robbennolt, 2000; Laufer et al., 2005).

Mot sb nghién ctru xem xét hinh anh cong ty nhu
mot két qua thudn tiy cua tit ca cac kinh nghiém,
mem tin, cam xtc va kién thirc ciia ngudi tiéu dung
vé «cong ty (Hasangholipour et al., 2014). Diéu nay c6
thé hiéu 1a niém tin ctia khach hang dong vai tro quan
trong trong nhan thtrc ciia khach hang vé hinh anh
cong ty. Tuy nhién, viéc cong khai tiéu cyc dugc nhan
thue da dugc chi ra la cé tac dong ti€u cuc dén niém
tin va nhan dang tinh cam (Affective Identification)
cua khach hang d6i v6i cac cong ty bi xdy ra khung
hoang san pham (Lin et al., 2011), lam ton hai dén tai
san thuong hiéu (Dawar & Pillutla, 2000; Liu &
Shankar, 2012) va su tin cay (Erdem & Swait 1998;
Lin et al., 2011), do d6 anh huong tiéu cuc dén hinh
anh cong ty (Dean, 2004). Renkema & Hoeken
(1998) ciing di chi ra rang, viéc cong khai tidu cuc
trén cac phuong tién truyén thong co kha niang pha
huy hinh anh c6ng ty thong qua viéc tac dong ti€u cuc
dén nhan thirc cua ngudi tiéu dung V€ sy tin cay,
chuyén mén ciing nhu d6 hip dan cta cong ty.
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Bén canh d6, muc d9 nghiém trong cam nhan vé
hanh vi phi dao duc ctia nha sang 1ap duoc chi ra cé
tac dong tiéu cyc dén hinh anh cong ty (Zhu &
Chang, 2013). Do d6, nghién ctru hién tai dé xuat
gia thuyét sau:

HI: Mirc do nghiém trong cam nhdn vé khing
hodng san pham tdc dong tiéu cuc dén hinh anh
cong ty.

Thong tin tiéu cuc nhan dugc sy quan tim nhiéu
hon tir cong chung, c6 tac dong manh hon va déng
gop manh mé cho an tugng cudi cung hon la thong
tin tich cyc (Baumeister et al., 2001), do d6 c6 thé
tac dong tich cuc dén nhan biét thuong hi¢u (Yu et
al., 2019).

Hon nita, sy khac biét trong nhan thic vé mirc d6
nghiém trong cta thong tin tiéu cyuc da dugc tim thiy
1a anh huong dén phan tng cua ngudi tiéu dung dbi
voi thong tin ti€u cuc. Khi thong tin tiéu cuc duoc
cam nhan 1a rat nghiém trong, ngudi tidu ding cd y
dinh manh mé trong viéc tim kiém thong tin va chia
sé thong tin vé thuong hiéu bi anh huong (Shaw &
Steers, 2000), ma nd luc tim kiém thong tin c6 thé
anh huong tich cuc dén y dinh mua cia ngudi tiéu
dung (Shim et al., 2001), gop phan gia tang nhing
trai nghiém cua khach hang v€ san pham, tir 46, nhan
thirc ciia nguoi tiéu ding vé thuong hiéu dugc nang
1én. Tir day, nghién ciru dé xudt gia thuyét rang:

H2: Mirc do nghiém trong cam nhdn vé khing
hodng san phdam tac dong tich cuc dén nhan biét
thwong hiéu.

Cuong do cong khai

Cuong do cong khai dé cap dén muc d6 dua tin
clia gioi truyén thong va su cht ¥ cta cong ching
hudng dén viéc cong khai tiéu cuc vé su kién khung
hoang (Zhu & Chang, 2013).

Hinh anh cua mot cong ty it nhét duoc xac dinh
mot phan boi gidi truyén thong (Argenti, 1994, dan
theo Renkema & Hoeken, 1998), ma cac phuong
tién truyen thong lai ¢ so thich dé dua tin x4u hon
1a tin tot (Dennis & Merrill, 1996), do thong tin tiéu
cuc nhan dugc sy quan tdm nhiéu hon tir cong
chung, c6 tdc dong manh hon va dong gép manh mé
cho an tugng cudi cung hon Ia thong tin tich cuc
(Baumeister et al., 2001). Do d6, khi khiung hodng
san phdm xay ra s& c¢6 co hdi cao trong viéc nhan
duogc sy quan tim tir gidi truyén thong.

Viéce cong khai ti€u cuc co thé tac dong tiéu cuc
dén sy tin cay (Erdem & Swait, 1998; Renkema &

=

24  thuong mai

S6 133/2019



Hoeken, 1998), nhan thirc cua nguoi tiéu dung vé
chuyén mén cia cong ty ciing nhu do hip dan cua
cong ty (Renkema & Hoeken, 1998), tor d6 anh
hudng dén hinh anh cong ty (Dean, 2004).

Tuy nhién, cuong d6 cong khai vé sy kién khung
hoang cling da dugc chi ra la c6 tac dong tich cuc
dén hinh anh cong ty va diéu nay trai v6i du doan
ban diu cia tac gia (Zhu & Chang, 2013), do vy,
nghién ctru nay s& kiém dinh lai mdi quan hé trong
pham vi nghién ctru cua dé tai. Trén thyc té, két qua
nghién ctru cua Zhu & Chang (2013) c6 thé xuit
phat tir nguyén nhan khung hoang vé hanh vi phi
dao dirc ciia ngudi sang 1ap cong ty 1a van dé lién
quan dén doi song ca nhan, nén khong co tac dong
truc tlep dén loi ich chung ciia ngudi tiéu dung do
vay két qua co thé khac v6i nguyén nhan xuat phat
tir khung hoang san phiam. Do do, nghién ciru nay
gia thuyét rang cuong do cong khai cac thong tin
lién quan dén sy kién khing hoang san phim cua
doanh nghiép s& tic dong tiéu cuc dén hinh anh
cong ty. Nghién ciru s& kiém dinh gia thuyét:

H3: Cuong do cong khai vé khing hodng san
phém tac dong tiéu cuec dén hinh anh cong ty

Mot cudc khung hoang gop phan 1am ting sy
nhan biét cua nguoi tidu dung vé cong ty va thuong
hiéu (Dawar, 1998). Hon nita, do sy quan tam cua
cac phuong tién truyén thong, khach hang co thé tap
trung sy chu y cua ho vao cac thuong hiéu bi anh
huong (Cleeren et al., 2013), tir d6 gop phéan lam gia
tang nhan biét vé thuo*ng hi¢u (Yu et al., 2019) Tu
day, nghién ciru hién tai dé xuét gia thuyet rang:

H4: Cuong do cong khai vé khuing hoang san
phcfm tac dong tich cuc dén nhan biét thuwong hiéu.

Mirc @6 nghiém > Hinh anh
trong cam nhan cong ty
Cuong do cong \d  Nhan biét
khai thuong hiéu

Hinh 1: M6 hinh nghién curu

3. Phuong phap nghién ciru

3.1. Pht trién cong cu do luong

Nghién ctru ké thira cac thang do tir nhimng
nghién cuu di trudec (Maxham & Netemeyer, 2002;
Buil et al., 2013; Zhu & Chang, 2013). Trudc khi
diéu tra chinh thtrc, nghién ctru d phong véan 17 dbi

Ao v o AR

tuong khao sat 1a ngudi co biét vé it nhit vé mot
cudc khung hoang san phdm di xay ra nham diéu
chinh cach st dung thuét ngir thang do va bd sung
cac thang do thanh phan cho d& hiéu va phu hop voi
van hoa Viét Nam. Tiép d6, dé c6 duoc 80 phiéu dat
yéu cau dé thuc hién kiém dinh dinh luong so bo
nham kiém tra so b thang do thi nghién ctu da
khao sat thir 103 ddi twong khao sat 1a ngudi co biét
vé it nhat mot trong ba cudc khung hoang san pham
dugc nghién cuu c6 do tudi tir 18 tudi. Viéc khao sat
dugc tién hanh trong vong 2 thang tir thang 3 dén
thang 5 nam 2019. Theo do6, cac bién quan sat su
dung thang do Likert 5 diém twong tng 1- hoan toan
khong ddng ¥ va 5- hoan toan dong ¥.

3.2. Chon mdu

Nghién ctru nay chon phwong phap 14y méu phi
xac sudt, cu thé s& chon mau dua trén sy thuan tién
hay dya trén tinh dé tiép can cua ddi tugng khao sat.
Doi tuong khao sat cua nghién ctru 1a khach hang tur
18 tudi, c6 biét ro v& it nhat mot trong ba cudc
khing hoang san phdm cua 3 cong ty kinh doanh
nganh hang ti€u dung nhanh dugc dua ra dudi day:

Trwomg hop 1: Vu khing hoang san phim
Numberone cia cong ty TNHH Thuong mai dich vu
Tan Hiép Phat vao nam 2015, thong tin to bao
Vnexpress ngay 14/10/2015;

Trwong hop 2: Vu san pham tra xanh C2 cia
cong ty TNHH Thuong mai Dich vu URC Viét Nam
du luu luong chi gay hai cho stic khée nam 2016
dugc dua tin bdi bao Phap Ludt ngay 24/5/2016;

Truwong hop 3: Vu nudce mim Nam Ngu cua tap
doan Masan khong dat tiéu chuén nude mim, chira
nhiéu hoa chat doc hai trong d6 co chira hoa chat
mau téng hop (HT155- con goi 1a E155) bi cAm &
nhiéu nudc, ndi bat trong thoi gian 2016 dén nay
dugc dua tin boi Bao Ngudi dong hanh ngay
15/10/2016. .

Trén thuc té, cac dbi tuong dugc khao sat co thé
s& biétca 3 truong hop trén, tuy nhién chi dugc chon
1 trudng hop duy nhit dé thyc hién bang khao sat,
truong hop duoc lua chon goi la sy kién X. Cac
thang do o6 tong 16 bién quan sat, do do s6 luong
phiéu khao sat ti thiéu can thu thép 1a n > 80
(16*5). Nhung kich thudc mau 16n hon s& mang lai
¥ nghia thong ké cao hon do d6, kich thuéc mau cia
nghién ctru du kién 1a n = 250. Bang khéo sat dugc
thém vao 1 ciu mang y nghia phu dinh lai 1 bién
quan sat trong thang do ctia nghién ctru nham loc ra
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nhitng nguoi khong nhit quan vé hanh vi, do d6 khi
phan tich d}”r liég thi cau nay s& bi loai bd. Sau 2 tuan
khao sat, s6 phiéu thu ve 1a 400, tuy nhién chi c6 313
phiéu hop I¢.

Bang 1: M6 ta mau (n= 313)

Index), CFI (Comparative Fit Index) déu 16n hon
0.9 va RMSEA (Root Mean Square Error of
Approximation) < 0.08 (Nguyén DPinh Tho &
Nguyén Thi Mai Trang, 2011).

4. Két qua nghién ciru

4.1. Kiém dinh so bj thang do

Nhom Tiéu chi phin loai S6 nguoi (%) Panh gia so bo thang do cho
Giéi tinh '\I‘\?[" 1‘718 Egi; Zf’% thdy cac nhan té trong mé hinh
u 2 7 nghién ciru déu dat do tin cdy can
18 -29 ﬁg (43.5 2;0) thiét. Cu thé, cac hé sb Cronbach
Nhoém tudi 28 B gg 39 ((1325'58%;) Alpha déu 16n hon 0.6 (cao nhat la
>55 tudi 26 (8.3 %) 0'8;91 thuéc hinh énhA cong :ty; th.a?lAp
” ) nhat 1a 0.835 thugc nhan bict
Tiéu hoc - Trung hoc co 56 17 (5.4 %) thuong hiéu), trong quan bién tng

-Trung hoc pho thong . ) A O
Trinh d§ gido duc Trung cip 21 (6.7 %) lEnAh(mh 0.3 ((tihap Phat }1? 0'3.9;1
Cao ding, Dai hoc 222 (70.9 %) thuoc thang do cua nhan biet

Trén dai hoc

53 (16.9 %)

thuong hiéu), hé s6 KMO = 0.861
16n hon 0.5; p-value (Bartlett) bé

5 _< <5 lt(r)iiuiéu 15360((1471'95%2) hon 5%, co 4 yéu td dugc trich tai
Thu nhép trung binh 10- 20 triéu 93 (29.'7 %) EAige?vah'le la 1.360, hé Sf? tai r}hﬁl\l
>20 tridu 34 (10.9 %) to déu lon hon 0.5 (nho nhat .1Va
N . 0.549 thudc thang do cua nhan biét
S6 1an da sir dung 0 lan (chua timg s dung) 68 (21.7 %) thuwong hiéu) va TVE (tong phuong
in phim <10 lan 111 (32.3 %)  trich l’); 62.54% > 50%
sdn pham ~=10 1n 146 (46.0 %) sai terhc ) antgh .54% P 0.
: u vay, thong qua danh gia so
T hop 1 156 (49.8 %
Trudng hop Trmugﬁg hg ) %g ((2% ?,/0)0) bo cac thang do nay déu dat yéu
) Truong hop 3 88 (28.1 %) cau. Cac bién quan st clia cac thang

3.3.Phwong phdp phdn tich dii liéu .

Nghién ctru sir dung cac phan tich da bién dé phéan
tich dit liéu. Dau tién, cic thang do dugc danh gia so
bo bang hé s6 Cronbach’s Alpha > 0.6, trong quan
bién - tong 16n hon 0.3; KMO> 0.5, p-value < 0.05,
cac hé sb factor loading > 0.5 va phuong sai giai thich
16n hon 50% (Hair et al., 2006). Thu hai, di li€u
chinh thire duge phan tich bang phéan tich nhan t&
khing dinh CFA dé danh gia tinh thich hop cua mé
hinh, gia tri hoi tu va gia tri phan biét. Cu thé, do tin
cdy téng hop (C.R) cac nhan t6 16n hon 0.7; phuong
sai trich AVE 16n hon 0.5 cho thdy cac khai niém da
gia tri hoi tu va do tin cdy can thiét; MSV < AVE,
ASV < AVE va can bac hai cua AVE > cic tuong
quan giita hai khai niém cho thiy cac khai niém
nghién ctru da dat gid tri phan biét (Hair et al., 2010).

Cac gia thuyét nghién ctru dugce kiém dinh bang
mb hinh cau trac tuyén tinh SEM & mirc y nghia 5%.
Tiéu chuén tuong thich cia moé hinh bao gdm: GFI
(Goodness Of Fix Index); TLI (Tucker-Lewis
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do nay s€ dugc danh gia tiép bang
phuong phdp phan tich nhan t6 khing dinh CFA.

4.2. Kiém dinh chinh thirc thang do

Két qua phan tich mé hinh t6i han v6i mau chinh
thirc (n=313) cho thay mé hinh tuwong thich véi dir
lidu thuc té Chi-square/df=2.179 < 3; GFI=0.921,
TLI=0.948, CFI= 0.957 déu lén hon 0.9 va
RMSEA=0.061 < 0.08. ,

Cung véi d6, d tin cdy tong hop (C.R) cac nhan
t6 16n hon 0.7 (nho nhat 1a 0.839); phuong sai trich
AVE déu 16n hon 0.5 (nho nhét 14 0.512) cho thay cac
khai niém da dat gia tri hoi tu va do tin cdy can thiét
(Bang 2); MSV < AVE, ASV < AVE va can bac hai
cia AVE > cac tuong quan giita hai khai niém cho
thdy cac khai niém da dat gi4 tri phan biét (Bang 3).

4.3. Két qua kiém dinh cdc gid thuyét

Két qua phan tich md hinh nghién ctru cho thay
mo hinh nghién ctru twong thich voi dir liéu thyc té:
Chi-square/df= 2.184 < 3; GFI=0.921, TLI=0.947,
CFI= 0.957 déu 16n hon 0.9 va RMSEA= 0.062 <
0.08. Két qua kiém dinh cac gia thuyét nghién ciru
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Bang 2: Két qua déanh gid gid tri hdi tu ciia thang do

CR AVE

Hinh 4nh cong ty 0.894 0.739
Cwong d cong khai 0.876 0.586
Nhin biét thwong hi¢u | 0.839 0.512
Mirc do nghiém trong 0.892 0.733

_ Ghi chu: CR (Composite Reliability): D¢ tin cdy
tong hop;, AVE (Average Variance Extracted):
Phuwong sai trich

Bang 3: Két qud danh gid gid tri phdn biét ciia thang do

| QUAN TRI KINH DOE

5. Thao luan két qua va nhirng déng gop ciia
nghién ciru

Nghién ctru nay da kham pha ra vai tro cua 2
yéu t6 tic dong dén phan Gmg cia khach hang ddi
v6i cong khai tidu cuc (bao gdom: Muc do nghiém
trong cam nhéan va Cuong d¢ cong khai cac thong
tin lién quan dén su kién) co6 tac dong tich cuc dén
nhan biét thwong hiéu san phdm nhung lai c¢é tac
dong tiéu cuc dén hinh anh cong ty. Trong do,
cudng do cong khai dong vai trd rat quan trong
trong viéc gia ting nhan biét thuong hiéu san pham
(B =0.502), trong khi mtc d6 nghiém trong cua su
kién c6 tac dong manh m& dén hinh anh cong ty (B
-0.465). Két qua cu thé cua
nghién ctru nhu sau:

Hinh N < .z | Micdd RSSO "
VAVE | MSV | ASV | inh CA“"“I%hd‘? phan bict | nghiém Thir nhat, mac d6 nghiém
cong ty | COng Khal | thwong hicu |~ o, trong cuia su kién khing hoang
0.859 | 0.252 | 0.145 | 0.859 Hinh anh | duoc khch hang cam nhan c6
: : : : cong ty tac dong cung chiéu voi nhan
0.765 | 0.340 | 0.177 | -0.269 | 0.765 Cuimg aq | Dict thuong hicu (§ = 0.238).
' ' ' ’ ' cong khai | Piéu nay cling ham y rang, khi
Nhan bigt | Xay ra su kién khung hoang thi
0.715 | 0.340 | 0.205 | -0.331 0.583 0.715 thwong hidu | khach hémg c4m nhan sy kién
Mire d9 cang nghiém trong thi s& chu y
0.856 | 0.252 | 0.179 | -0.502 0.344 0.407 0.856 nghiém trong | dén thuong hiéu san phﬁm va

Ghi chu: MSV:
Variance
cho thay cac gia thuyeét
HI1, H2, H4 dugc chap

lam gia ting nhan biét vé

Maximum Shared Variance); ASV: Average Shared thuong hiu do. Két qua nay

cling phu hop vo6i nhiing

Bang 4: Két qua kiém dinh gia thuyét nghién ciru

nhdn v4éi mic ¥ nghia dl\‘/[?c

5%, con gia thuyét H3 | Gia thuyét Quan hé céc bién dgﬁnzrc p-value Két luan

AT

nghia 1U70 (Bang ). Mtc d6 nghiém — | Hinh 4nh A s
4.4. Uéec lup’ng ‘mo” Hi trong cém nhin cong ty -0.465 | <0.001 Chap nhéan

hinh nghién cwu bang Cuone db ¢ — | Hinh anh

g do cong inh & ) A A RE
phwong phap Bootstrap Hs khai cong ty 0.115 ] 0.059 | Chap nhan

Nghién ctru nay sir Cudne do c6 — | Nhan biét .

g do cong an bie £ AL
dung phuong phap Ha khai thuong higu 0502 | <0001 | Chap nhin
Bootstrap 1a phuong phéap PPN —> | Nhan hid

‘ < . Muc d6 nghiém Nhén bict £ A *
lay mau lap lai, Ch? phép H trong cam nhan thuong hiéu 0.238 | <0.001 | Chap nhan
chung ta tao ra nhiéu mau
con tur nguon dit liéu ban  Ghi chu: * : mucc y nghia p = 0.05; *E - muke y nghia p= 0.1

dau voi sé lugng mau lap

lai N=800. Két qua cho thiy d6 chéch tuy xuét hién
nhung khong nhiéu va 16n (Bang 5). Vi vy, cac udc
lugng trong mo hinh c6 thé tin cay duogc.

nghién ctru trude véi nhan dinh rang mirc do nghiém
trong cang cao thi khach hang s& cha y dén san pham,
¢6 xu huéng tim kiém va chia sé thong tin manh mé
hon (Robbennolt, 2000; Laufer et al., 2005).
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Bang 5: Két qua woce heong bang Bootstrap véi N=800

anh cong ty da dugc kiém
dinh khang dinh lai trong

Mdi quan h¢ se | Se(se) | Mean Bs Se(ds) | pham vi nghién ciru. Két
M‘}’lid‘-’t — ?g;lh anh 0.075 | 0.002 | -0.465 | 0000 | 0.003 | qua chi rarang day la moi
Il:fﬁéegé fene th‘i tli/iét quan hé ngugc chiéu. Tuy
nghiém trong | — | thuong higu | 0075 | 0.002 | 0.244 | 0005 | 0003 |rang, moi lién he¢ nay
o Y b anh khong rd rang (chip nhan ¢
uon 0 con mn an , , ~ re ’
ey e — cong ty 0.062 | 0002 | -0.117 | -0.002 | 0.002 | mucy nghia 10%) véi muc
C 3 T do tac dong yeu (B = -
uong do con an biét K s o a N
it e — thwong higu | 0.074 | 0002 | 0498 | -0004 | 0003 |O-115). K&t qud ndy khong
i bao ham y nghia, cuong do

Ghi chu: se: sai léch chucf@; se(se): sai léch chudn cia sai léch chudn; bs:
do chéch; se(bs): sai léch chudn cua do chéch; Mean: trung binh

Cung vai d6, cuong do cong khai cac thong tin
tiéu cuc vé sy kién khung hoang ciling dugc chi ra la
¢6 tac dong tich cuc dén nhéan biét thwong hiéu (B =
0.502). Khi ma cuong do cong khai dugc khach
hang cam nhan cang cao thi cang lam gia tang nhan
biét cua khach hang vé thuong hiéu san pham do.
Két qua nay ciing nhat quan véi nhitng nghién ctru
di trude, bdi vi do sy quan tdm cia phuong tién
truyén thong, khach hang c¢é thé tap trung su cha y
cua hg vao céac thuong hiéu bi anh hudng (Cleeren
et al., 2013) va nhan biét thuong hiéu duogc tao ra
boi bat ky thir gi 1am cho nguoi tiéu ding co trai
nghiém véi thuong hiéu d6 - quang cao, tiép thi,
cong khai, quan hé cong ching... trong d6, truyén
thong xa hoi dai dién cho mot cach dé thuong hi¢u
c6 thé tiép can voi nguoi tiéu dung va tir d6 tao ra
nhan biét thwong hiéu (Hutter et al., 2013).

Thir hai, két qua nghién ctru ciing da chi ra mtc
dd nghiém trong cam nhan c6 tac dong nguoc chiéu
manh mé& dén hinh anh cong ty (p = -0.465). Hay n6i
cach khac, khi mire d§ nghiém trong dugc cam nhéan
cang cao thi cang lam hinh anh cong ty tré' nén x4u
hon. Két qua nay ciing nhat quan v6i nghién ciru ciia
Zhu & Chang (2013). Két qua nay ham y rang, khi
khing hoang san pham xay ra thi cong stc giy dung
hinh anh cong ty cua doanh nghiép c6 thé bi anh
huong nghiém trong. Dac biét, trong nghién ctru nay
sir dung ba tap doan 16n c6 tiéng tim vai hinh anh
cong ty da dugc giy dung lau nim ciing khong thé
tranh khoi nhiing tac dong tiéu cuc cua viéc cong
khai khi cong ty roi vao khung hoang.

Bén canh d6, mdi quan hé giira cuong do cong
khai céc thong tin vé sy kién khung hoang va hinh
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cong khai cac thong tin tiéu
cuc khong phai 1a mbi
quan ngai cua cac doanh
nghiép. Két qua nay co thé
xay ra do khi sy kién khing hoang da dugc cong
khai va cac thong tin lién quan dén sy kién dugc
khach hang biét dén lan dau tién da da dé khach
hang ¢ nhitng cam nhan tiéu cuc ddi v6i hinh anh
cua cong ty bi khung hoang. Do vay, du c6 cong
khai rong rdi hay nhan dugc sy cha ¥ cua truyén
thong vao thoi gian sau cling khong anh hudng
nhiéu dén cam nhédn cia khach hang ddi véi hinh
anh cong ty. Boi, thong tin tiéu cuc thudong dugc
phat song trén cac phuong tién truyén thong chu
khong phai boi chinh thuong hiéu va khan gia c6 xu
huéng cam nhan phuong tién truyén thong la dang
tin cay hon (Wang, 2006). Khi d¢ tin cay cua thong
tin da dat dén mot mire do nhét dinh thi tang thém
chi tiét cua thong tin khong con c¢6 ¥ nghia (Vi Thi
Thu Tra et al., 2018).

Thong qua két qua nghién clru, tac gia dé xuat
mot sb goi y nhim giam thiéu nhing tic dong xiu
cling nhu tan dung co hdi cta viée sy ki¢n khung
hoang san pham bi cong khai ti€u cuc trén cac
phuong tién truyén thong dé phuc vu muc tiéu cia
doanh nghiép.

Thir nhat, doanh nghiép can cb ging lam giam
thiéu t6i da muc d6 nghiém trong ciia cudc khing
hoang trong cam nhén cua khach hang. Theo do,
nhitng cudc khing hoang giy thuong tich hodc tu
vong dugc danh gia 1a c6 muc d nghiém trong lon,
trong khi viéc gay ra su bat tién hodc cac van dé strc
khoe nho s€ dugc xem xét véi mic dd nghiém trong
nho (Robbennolt, 2000; Laufer et al., 2005). Con
theo Yu et al (2018), mirc d6 nghiém trong thap 1a
san pham co chita thanh phan gay dau Jbung nhe, con
mirc do nghiém trong cao khi san pham chira thanh
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phan giy ung thu. Do viy, doanh nghiép can tranh
roi vao trang thai san phdm cua minh gy ra hau qua
nghiém trong nhu gay thuong tich, tr vong hay chira
nhitng chét c6 thé gay ra nhimg can bénh éc tinh va
nguy hiém nhu _ung thu. Pé lam dugc diéu nay thi
doanh nghiép can tap trung vao viéc khic phuc hau
qua nhanh nhét va viée chuén bi ky cang trudc khi
khing hoang xay ra can dugc quan tdm (Chong,
2004). bac biét, doanh nghi¢p can phai thé hién su
quan tdm dén khach hang bang cach ling nghe y
kién phan hoi cua khach hang tir nhiing y kién nho
dé c6 thé xir Iy kip thoi nhit.

Thoéng tin 1a ngudn tiép can cta khach hang, do
véy dé giam thiéu cam nhén tiéu cuc cua khach hang
vé mirc d6 nghiém trong cua cudc khung hoang thi
chat lugng thong tin truyén tai dén khach hang can
duoc chi ¥, khi thong tin truyén tai dén khach hang
dugc “don gian héa” va gia tang thém nhirng thong
tin tich cuc vé nhitng dong gop va nhiing bién phap
khic phuc kip thoi ciia doanh nghiép thi vin d& co
thé s& trd nén nhe nhang hon. Tuy nhién, cong ty
van phai dam bao nguyén tic bao cdo sy that mot
cach khach quan, thay vi gidu diém hodc phii nhan
su kién (Zhu & Chang, 2013).

Thir hai, cuong d6 cong khai c6 tac dong tiéu cuc
yéu dén hinh anh cong ty nhung lai ¢6 tac dong rat
manh vao nhén biét thwong hiéu san pham. Do do,
tuy vao myc ti€u ting giai doan, doanh nghi¢p hoan
toan c6 thé tan dung cudng do cong khai trén cac
phuong tién truyén thong nhdm gia ting nhan biét
thuong hiéu san pham, diéu ma nhiéu doanh nghiép
phai bo ra khoan chi phi khong nho dé c¢6 dugc.
Nhung doanh nghiép cin phai cin nhic, viéc gia
tang nhan biét thwong hiéu nay c6 that sy mang lai
lgi ich cho doanh nghiép hay khong.

Boi vi, trong trang thai binh thuong, nhan biét
thuong hiéu s& gbp phan tich cyc dén hanh vi mua
cua nguoi tiéu dung (Huang & Sarigdll, 2014), tuy
nhién, trong didu kién khung hoang xay ra thi két
qua s& khac, dic biét 1a trong ngin han, boi cong
khai tiéu cuc s€ tac dong ti€u cuc dén niém tin va
quyét dinh mua cua khach hang (Erdem & Swait,
1998; Renkema & Hoeken, 1998). Tuy nhién, vé dai
han c6 thé s& mang lai két qua kha thi hon, vi sau
khung hoang mot thoi gian dai, khach hang c6 xu
huéng quén di thoi gian phu séng cua thong tin,
nhung nhéan thirc van con va hinh anh san phdm do6
¢6 thé da in séu vao tam tri cua ho (Berger et al.,

Ao v o AR

2010). Do vay, day la con dao hai Iudi doi hdi doanh
nghiép phai can nhic k§ dé tranh duoc nhing thiét
hai khong dang co.

Ngoai nhitng két qua dat duoc, nghién ctru van
ton tai nhiing han ché nhat dinh: Tht nhit, céac
truong hop khing hoang san phdm da xay ra cach
day kha lau, do d6 cam nhan ctia khach hang c6 thé
chua that sy chuén xac. Tht hai, thoi gian xay ra
khung hoang chia thanh cac giai doan trong khung
hoang va sau khung hoang. Nghién ctru chi tip trung
vao thoi gian sau khung hoang, trong khi phan ung
ctia khach hang sé& khac nhau tiy ting thoi diém cua
cudc khung hoang. Do véy, nghién ctru chua dua ra
duoc nhimng giai phap t6i wu cho doanh nghiép vao
timg thoi diém cua cudc khing hoang dé doanh
nghiép c¢6 nhitng chién lwoc phit hop nhit. Thir ba,
nghién ctru chi tdp trung vao cac truong hop khung
hoang cua céc tdp doan l6n kinh doanh nganh hang
tiéu dung nhanh ma chwa xem xét dén nhirng doanh
nghiép vira va nho cling nhu nhiing doanh nghiép
kinh doanh nganh hang khéc. Do d6, nghién ctu cé
tinh dai dién chua cao. Thur tu, nghién cuu chi xem
xét phan ng cua khach hang ddi v6i cong khai tiéu
cuc dudi su tac dong cua 2 yéu té 1a cudong do cong
khai cac thong tin li€n quan dén su kién va muc do
nghiém trong cam nhan. Thi ndm, nghién ctu chi
dung lai ¢ viéc xem xét tdc dong cua cong khai tiéu
cuc dén nhan biét thwong hiéu ma boé qua nhing
thanh t6 khac thudc tai san thuong hiéu. Cudi cung,
theo Winchester & Romaniuk (2008), khi khung
hoang bi cong khai ti€u cyc, khach hang hién tai
thuong s& dua ra nhimg danh gia khong t6t va chia
sé nhirng quan diém tiéu cyc vé thuong hi¢u hon la
khach hang chua timg s dung san phiam. Do vay,
murc dg sir dung san pham truéc khung hoang c6 thé
s& diéu tiét cac mdi quan hé trong md hinh. Tuy
nhién, nghién ctru nay chua kiém dinh su khéac biét
giita cac nhom dbi tuong nay. @
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Summary

The study aims to clarify the impacts of publiciz-
ing negations of product crisis by social media on
the company’s image and brand identity. Consumer
reaction to negation publication on media is consid-
ered under the influence of two elements: the per-
ceived seriousness and the intensity of publicizing
information related to the crisis. In order to answer
the research question, the researchers surveyed 313
customers of 18 and over with knowledge of one of
the three outstanding product crises in the fast-mov-
ing consumer goods business on media since 2015.
An SEM analysis shows that publicizing negations
of product crisis on media has positive effects on
brand identity (consumers know about the product);
however, it has negative effects on the company’s
image. Especially, the intensity of publication has
significant role in increase brand identity while the
perceived seriousness is proved to have strong neg-
ative impacts on the company’s image.
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