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Tém tit:

Muc tiéu cua nghién cuu nay nham xem xét mirc dd tac dong cua viéc s dung cdc cong cu
hé tro ban hang dén hiéu sudt ban hang cia nhdn vién tai cac doanh nghiép ¢ thanh phé Can
Tho. Phwong phép chon mdu la phi xdc sudt véi ¢ mau la 215 nhdn vién ban hang. Nghién
ciu stk dung phdn tich Cronbach’s alpha, phan tich nhan t6 kham phd (EFA), phan tich nhdn
16 khang dinh (CFA) va phdn tich mé hinh cdu triic tuyén tinh (SEM). Két qud nghién ciru cho
thay, viéc sit dung cong cu hé tro' ban hang sé cé tac ddng tich cwce va gian tiép dén hiéu sudt
ban hang ciia nhén vién tai cdc doanh nghiép qua nhdn t6 moi quan hé khdch hang va phoi
hop trong néi bd. Bai nghién citu déng gép va cung cdp bang chimg thiee nghiém vé ich loi
cua viéc sur dung cong cu hé tro ban hang dén hiéu sudt ban hang cua nhan vién.

Tiur khéa: HE théng ty dong hoa ban hang, hiéu suét ban hang, nhan vién ban hang, Thanh
phé Can Tho.

Effect of Sales Technology Usage on Sales Performance of Salesmen: The Case of Firms
in Can Tho City

Abstract:

The purpose of this study is to examine the effect of sales technology usage on sales
performance of salesmen in firms that are located in the Can Tho City. This study used a non-
random sampling method with the sample size of 215 salesmen. The methods of Cronbach’s
Alpha analysis, Exploratory Factor Analysis (EFA), Confirmatory Factor Analysis (CFA)
and Structural equation modeling (SEM) are used in this study. The results show that using
sales technology has a positive impact on sales performance of salesmen indirectly through
the customer relationship and internal coordination factors. The paper contributes and gives
evidence of the benefit of using sales technology on sales performance of salesmen.

Keywords: Sale force automation, sales performance, salesmen, Can Tho city.
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1. Pat van dé

Trong thoi dai cong nghé phat trién, viéc ung
dung cong ngh¢ thong tin trén nén tang cich mang
cong nghé di dong va cac tmg dung phan mém vao
hoat dong ban hang da tré nén can thiét dbi voi cac
cong ty Viét Nam. Cac cong ty 1on di va dang dau
tu manh vao cong nghé cho d6i ngii ban hang nham
hd trg cac chirc ning ban hang va nang cao hiéu qua
ban hang ctia nhan vién, dac biét 1a cac cong ty 16n
tai Viét Nam. Tur d6, cac ung dung phan mém trong
hoat dong ban hang tré thanh cong cu hd tro déc luc
clia doi ngil ban hang néi riéng va sy phat trién bén
viing clia cong ty noi chung. Cong cu hd trg ban
hang chinh 1a hé théng tu dong hoa lyc lugng ban
hang (SFA- Sale Force Automation). SFA co ban c6
thé dugec mo ta nhu cac Gmg dung ciia cong nghé
thong tin dé hd tro nhan vién ban hang trong viéc
ban hang va quan 1y cac hoat dong (Morgan & Inks,
2001). Hé théng SFA sir dung phan cimg may tinh,
phan mém cong nghé va vién thong dé nim bat, tiép
can, phan tich, trao doi thong tin chét lugng cao,
nang cao nang suit va hiéu qua luc lvong ban hang.
Viéc phan tich, trao d6i thong tin bao gdm cac dir
lidu giao dich va dinh hudng vé khach hang, dir liéu
thi truong, ho so ddi tha canh tranh, danh muc san
pham, gié c4, lich trinh va cac thong tin khac (Buttle
& cong su, 2006) co thé hd trg nhan vién ban hang
trong viéc phat trién mdi quan hé véi khach hang
lau dai.

Hién tai, & cac nudc phat trién trén thé gioi,
hau nhu hé thong cong cu hd trg ban hang da va
dang dan di sau vao hau hét cac linh vuc, nganh
nghé khac nhau trong cudc séng nhu linh vyre ban
1¢, bao hiém, vién thong va dwoc phim (Ahearne
& cong su, 2012; Marshall & cong su, 2012). Dén
dan, n6 da tré thanh mot xu hudng sir dung hé thong
tu dong va hé thong kiém tra truc tuyén dé xu Iy
don hang va phan phat san phdm. Thanh phd Can
Tho (TPCT), 1a mot trong nhitng thanh phd 16n Viét
Nam, 13 trung tAm mua sim cta khu vuc dong bang
song Ciru Long, tip trung nhiéu doanh nghiép du
tu. Tuy nhién, & Can Tho sb luong doanh nghiép ap
dung cong cu hd trg ban hang con it, viéc ap dung
cong cu hd tro ban hang tap trung vao nhimg doanh
nghiép, tap doan 16n. Pay la thuc trang chung cta
ca nude. Cho dén nay, theo hiéu biét cua tac gia thi
viéc nghién curu diéu tra thuc nghiém vé tac dong
ctia cong cu hd tro ban hang dén hiéu suét ban hang
cua nhan vién ban hang tai Viét Nam con han ché.
Vi vay, nghién ctru “Tac ddng cua viéc sir dung cong

cu hd trg ban hang dén hiéu suét ban hang cua nhan
vién tai cac doanh nghiép ¢ Thanh phd Can Tho” 1a
can thiét thuc hién nham dé ra ham ¥ quan tri giup
nang cao hiéu qua sir dung cong cu hd trg ban hang
cho cac doanh nghiép.

2. Muc tiéu nghién ciru va phuwong phap phan
tich

2.1. Muc tiéu nghién ciru

Muc ti€u chinh cta nghién ctu 1a phéan tich tac
dong cua viéc st dung cong cu hé trg ban hang dén
hiéu suét ban hang cta nhan vién. Tir d6 bai viét dé
xuat mot s6 ham ¥ quan tri cho doanh nghiép khi ap
dung cong cu ho trg trong ban hang.

2.2. Phwong phap phdn tich

Nghién ciru tién hanh thu thap thong tin so cp
bang bang cau hoi voi 215 dap vién theo phuong
phap chon méu thuan tién (chon mau phi x4c sudt).
S6 liéu tap trung nhiéu nhat & 3 quan Ninh Kiéu,
Cai Rang, Binh Thiy. Pay 1a 3 quan c6 so lugng
doanh nghiép ban 1¢ tap trung nhiéu nhit so véi cac
khu vuc con lai (Cuc théng ké Thanh phé Céan Tho,
2017). Bai nghién ctru c6 tong cong 34 bién quan
sat, trong d6 khai niém thudc vé huan luyén va dao
tao cach st dung ¢ 12 bién quan sat; khai niém vé
mdi quan hé khach hang (12 bién quan sat) va phdi
hop ndi bd gdm 6 bién quan sat va hiéu sudt ban
hang duogc do luong truc tiép bing 4 bién quan sat.
Vi c& mau 215 dap vién di dap tmg va phu hop véi
phuong phap phan tich EFA (sé mau bang 4-5 1an s6
bién quan sat (34 bién), theo Hair & cong su, 2009),
va théa man diéu kién dé thyc hi¢n mé hinh SEM
(theo Loehlin, 1992 - ¢& miu dung cho SEM it nhit
12 100 quan sat va tot hon 13 200 quan sat).

Nghién ciru sir dung phuong phap dinh tinh dé
nghién ciru so bd nhitng nhan té cong cu hd trg ban
hang tic dong dén hiéu suit ban hang cta nhan vién.
Bén canh d6, nghién ctru str dung phuong phap phan
tich dinh lugng thong qua: (i) kiém dinh Cronbach’s
alpha; (ii) phan tich nhan t6 kham pha (Exploratory
Factor Analysis — EFA); (iii) phan tich nhan t6
khang dinh (Confirmatory Factor Analysis — CFA)
va (iv) mé hinh SEM dé do luong sy tac dong cua
viéc sir dung cong cu hd trg ban hang dén hiéu sut
ban hang ctia nhan vién.

3. Co s& ly thuyét

Theo Zikmund & cdng sy (2003), viéc tao ra va
duy tri cac méi quan hé ciing c6 loi lau dai voi khach
hang duoc goi 1a mbi quan hé ban hang. Mot trong
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nhiing khia canh co ban ciia mbi quan hé ban hang
lién quan dén viéc duy tri lién lac thudng xuyén véi
khach hang va quen thudc véi mdi nhu cau va tinh
trang khach hang. Trong bai nghién ciru, hé thng
cong cu hd trg ban hang duoc hiéu 1a cac hoat dong
ban hang dya trén cac cong cu k¥ thuat va lién quan
dén viée str dung phan mém dé sip xép tit ca cac
giai doan ban hang dé tiét kiém thoi gian, giam chi
phi va ting ning suét, cai thién quan hé khach hang.

Viéc str dung cong cu hd tro ban hang trong hoat
dong ban hang la mot trong nhitng cach thirc higu
qua dé gitip cac doanh nghiép nang cao mbi quan
hé khach hang. Hién nay, c6 nhiéu nha nghién ctu
dua ra nhitng mé hinh vé anh hudng cua cong cu hd
tro ban hang dén hiéu suét ban hang ctia nhan vién.
Theo Niels Schillewaert & Michael Ahearne (2001),
hiéu suét ban hang cua nhan vién s& bi tac dong boi
3 yéu t6: k¥ ning ban hang, hanh vi ban hang thong
minh va niang sudt cudc goi. Trong do, k§ ning ban
hang 1a yéu t6 c6 tic dong manh nhat dén hiéu sut
ban hang. Theo Lawrence Carmen Franzi (2004), h¢
thong SFA s& tac dong 1én hiéu suat ban hang thong
qua cac yéu td vé ca nhan, t6 chirc, moi truong véi
6 yéu tb: dong luc, ky nang/ning khiéu, phat trién
co hdi ban hang, tong thoi gian tuong tac voi khach
hang va vai tro cua sy nhan thurc. Bén canh do, dé
tao sy hai 1ong va dong luc thi can phai c6 phan
thuong twong xtng. Trong cac yéu t6 tac dong dén
hiéu suat ban hang thi dong luc va ky nang 1a 2 yéu
t6 c6 tic dong manh nhat. D6i vi md hinh nghién
cuiru cia Andreas Eggert & Murat Serdaroglu (2011),
dé ing dung hiéu qua hé thong SFA trong ban hang,
cong ty can phai c6 mot qua trinh dao tao hudng dan
sir dung hé théng nay, tir d6 s& gitip nhan vién ban
hang nhan thirc duoc tinh dé sir dung va tinh hitu
dung ctia h¢ thong. Thong qua qua trinh nhan thirc

vé tinh d& st dung va tinh hitu dung cia hé thong,
nhan vién s& thy duogc loi ich ma hé théng da mang
lai nho vao viéc cai thién mbi quan h¢ khach hang
va phéi hop trong ndi bo, tir d6 1am ting hiéu suat
ban hang cua nhan vién. M6 hinh cua tac gia Sergio
Roman & Rocio Rodriguez (2015) cho ring, viéc sir
dung cong nghé ban hang s& tac dong dén k¥ ning
lya chon khach hang va hanh vi ban hang theo dinh
huéng khach hang, tir d6 gitip ning cao ning suét
ban hang cua doi ngii nhan vién. Nhin chung, anh
hudng cua cong cu hd trg ban hang dén hiéu suét
ban hang cua nhan vién van chua c6 su thong nhét
do su khac biét trong Iinh vuc nghién ctru. Tt nhitng
mo hinh nghién ctru trude ddy, nghién ciru nay tién
hanh phan tich, ké thira nhiing co so 1y thuyét, két
hop nghién ctru dinh tinh dé tim ra mé hinh nghién
clru tic dong cua viée sir dung cong cu hd trg ban
hang dén hiéu sudt ban hang cua nhan vién: nghién
ctru trudng hop céc doanh nghiép tai Thanh phd Can
Tho. Cu thé, tac gia tién hanh nghién ctru dinh tinh
phong van truc tiép véi cac chuyén gia, tirc nhimng
ngudi cé st dung cong cu hd trg ban hang dé kham
pha cac cong cu cong nghé thong tin khac nhau cta
nhan vién ban hang va cong cu nay anh hudng nhu
thé nao dén qua trinh lam viéc va hiéu suit cua ho.
Tiép theo, chung t6i tién hanh nghién ciru thyc dia
v6i dai dién ban hang va 4 cudc phong van v6i nhan
vién, giam st tinh, va ca quan 1y mién ctia mot cong
ty kinh doanh hang ti€u dung nhanh c& 16n. Bén
canh viéc ké thira cic md hinh tham khao va két
hop nghién ctru dinh tinh dé dé xuat cac bién quan
sat phu hop véi dic diém thi truong Can Tho, tac
gia dé xuat mo hinh nghién ctru nhu Hinh 1. Trong
do, bién ning suét cudc goi ban hang ciia mé hinh
Niels Schillewaert & Michael Ahearne (2001) s¢&
duogc loai bé bdi linh vyc nghién ctru trong bai viét

Hinh 1: M hinh nghién ctru dé xuit

Mobi quan hé khach hang:
- K¥ nang ban hang
. —»| - X ly, phan tich thong tin

Huan luyén va dao Nhan khach hang —

tao cach sir dung: th u’ c - Hanh vi ban hang théng H}@u s‘uat
- Hudng dan ddo tao tinh N minh ba}n ha?g

. : — N e ctia nhan
- biéu kién thuan loi hitu viéen
- Kha nang str dung dung L, Phéi hop noi bo
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chu yéu tap trung vao viéc ban hang truc tiép cua
nhan vién dén khach hang hon 1a ban hang qua dién
thoai. Ngoai ra, bién nhan thirc tinh dé sir dung cua
mo hinh Andreas Eggert & Murat Serdaroglu (2011)
cling khong dé cap trong mé hinh, vi bién nay theo
nghién ctru dinh tinh 1a bat budc doi v6i nhan vién.
Khi cong ty ap dung cong cu hd trg ban hang thi
nhan vién ban hang budc phai tuan thu va st dung.
Do d6, bién nay khong can thiét dwa vao mé hinh.

Hudn luyén va dao tao cach su dung

Ahearne & cong sy (2005) di chimg minh rang
viéc st dung cac ung dung cong nghé thong tin s
lam nang cao hiéu qua kinh doanh va diéu nay chi
dang trong diéu kién c6 sy hd tro va dao tao dﬁy
da trude khi dua vao st dung. Hunter & Perreault
(2003) da chi ra rang dau tu vao cac diéu kién thudn
lpi nhu hd tro vé mat k¥ thuat, cung cip cong nghé
va bao dudng, nang cap phan mém cho phép nhan
vién c6 dugc cac ky nang can thiét dé thuc hién
hiéu qua SFA. Ngoai ra, Pullig & cong su (2002)
cling cho rang huéng ddn dao tao st dung SFA sé 1a
mat thanh phan can thiét cho viéc thyuc hién c6 hi¢u
qua SFA. Bén canh d06, khad nang sir dung clia nhan
vién ban hang vé cong cu hd trg ban hang trong qua
trinh ban hang ciing 12 nhan t6 anh hudng dén nhan
thirc vé tinh hitu dung (Andreas Eggert & Murat
Serdaroglu, 2011).

Nhan thuc tinh hitu dung: Theo Andreas Eggert
& Murat Serdaroglu (2011), tinh hitu dung ctia hé
thong SFA s& duoc hinh thanh tir viéc hudng dan
dao tao cuia cong ty va s& co tic dong gian tiép dén
hiéu sudt ciia nhan vién ban hang. Trong mot nghién
cuu Buehrer & cong su (2005), nhan vién ban hang
cho rang sir dung cong nghé SFA vi né rat hitu ich.
Boi vi cong nghé gitp tiét kiém thoi gian va cai
thién giao tiép voi khach hang.

Méi quan hé khdch hang: Theo Niels Schillewaert
& Michael Ahearne (2001), mdi quan h¢ khach hang
duoc do luong bang cac bién nhu ki ning ban hang,
xUr 1y va phan tich dir liéu khach hang, hanh vi ban
hang thong minh va nang suit cudc goi ban hang.
Tuy nhién, vi nghién clu tap trung vao hoat dong
ban hang cta nhan vién truc tiép tiép xuc khach
hang nén ning suat cudc goi ban hang khong dugc
xem xét.

K§ nang ban hang: cac k§ ning ban hang 13 yéu
td c6 tac dong manh nhét dén hiéu suit ban hang ctia
nhan vién. Trong dé, k¥ ning ban hang bao gdm:
kién thirc thi truong, kién thirc chuyén mon va kha

nang dat muc tiéu.

Xuw ly va phdn tich thong tin khdach hang: Cong
nghé thong tin khong chi giup ting cuong toc do
va chat luong cia thong tin thu thap (Speier &
Venkatesh, 2002) ma con cho phép cac nhan vién
ban hang phan tich va giai thich t6t hon cac dit liéu
d6 (Ahearne & cong su , 2005).

Hanh vi ban hang thong minh: 1la hanh vi thay
d6i phuwong phap ban hang khac nhau trong sudt qua
trinh twong tac voi khach hang dé chon ra phuong
phap phtt hop 1am hai 1ong timg khach hang. Bing
chung thuc nghiém dugc cung cip boi Sujan & cong
su (1994) cho thdy rang viéc ban hang thich nghi
tung khach hang tuong quan thuan véi hoat dong
ban hang.

Phéi hop néi bé: Cong nghé SFA c6 thé ty dong
ho4 hau hét cac cong viéc hanh chinh va do d6 lam
giam thoi gian cho céc hoat dong phi ban hang
(Buehrer & cong sy, 2005; Moriarty & Swartz,
1989). Hon nita, SFA c6 thé hd trg doi ngii ban
bang cach phdi hop va dong bo hoa hoat dong nhom
(Widmier & cong sy, 2002). Cong cu SFA tao diéu
kién cho dong chay thong tin va cai thién giao tiép
trong d6i ban hang va giup nhan vién ban hang tré
nén hiéu qua hon trong viéc déng bo hoa cac hoat
dong nhom va thiét 1a8p cudc hen. Hi€u qua doi ngii
ban dugc kich hoat bang cong nghé nén lai ting
doanh thu.

Hiéu sudt ban hang ciia nhan vién: Theo Avlonitis
& Panagopoulos (2005) thi hiéu suit ban hang duoc
do luong bang bdn yéu td sau: tang san luong hang
ban c4 nhan, tang thi phan ciia cong ty, tim kiém
duoc nhiéu khach hang méi va duy tri dwoc khach
hang cii.

4. Két qua nghién ctru va thio luin

4.1. Kiém dinh d@é tin cdy thang do véi h¢ sé
Cronbach’s Alpha

Kiém dinh db tin cdy thang do Cronbach’s Alpha
duoc st dung dé loai bo cac bién khong phii hop hay
cac bién rac trong qua trinh nghién ctru trudce khi tién
hanh phén tich nhan td, dong thoi dénh gia do tin cay
ctia cic thang do. Theo Nguyén Dinh Tho (2011),
Cronbach’s Alpha do luong dd tin cdy cuia ca thang
do, chir khong tinh d9 tin cdy cho timg bién quan sat
va hé s nay cho biét cac bién trong cting mot khai
niém nghién ctru nén ching phai twong quan chit ché
véinhau. Vi vay, khi kiém dinh Cronbach’s alpha cho
phép cac nha nghién ctru str dung hé s tuong quan
bién tong > 0,3. Két qua kiém dinh 30 bién cho théy,
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Bang 1: Két qua phan tich nhan t6 kham pha EFA

1 2 3
0,751
0,787
0,607

HDDTI1
HDDT?2
HDDT3
DKTLI1
DKTL2
DKTL3
KNSD1
KNSD2
THDI
THD2
KNBH1
KNBH2
KNBH3
KNBH4
KNBHS5
XLPT1
XLPT2
XLPT3
XLPT4
HVBHTMI
HVBHTM?2
HVBHTM3
PHNBI
PHNB2
PHNB3
PHNB4
PHNBS 0,633
PHNB6 0,706

0,828
0,762
0,862
0,607
0,456

0,742
0,700
0,797
0,665

4 5 6 7 8

0,590
0,719
0,691
0,710
0,793
0,717
0,429

0,677
0,753
0,426
0,445

0,714
0,787
0,681

Nguon: Két qua diéu tra 215 nhén vién ban hang

d6i voi thanh phan THD3 va KNSD3 c6 hé s lan
Iuwot 1a 0,255 va 0,137 da bi loai khoi mo hinh vi co
hé s6 twong quan bién téng <0,3. Sau khi loai bé cac
bién quan sat khong dat yéu cau, két qua xir Iy théng
ké 1an cudi cho 28 bién voi Cronbach’s alpha tong la
0,902 (>0,8) chung to thang do c6 y nghia (Hoang
Trong & Chu Nguyén Mong Ngoc, 2008). Vi thé,
khi phan tich tic dong cua viéc str dung cong cu hd
tro ban hang dén hiéu suit ban hang, 28 quan sat s
duoc su dung dé tién hanh phan tich.

Thang do hi¢u suat ban hang véi 4 bién quan sat
cho thay thang do dat do tin cay voi hé s Cronbach’s
Alpha 13 0,892, hé sé twong quan bién — tong déu dat

yéu cau (> 0,30) dé tién hanh phén tich tiép theo.

4.2. Phén tich nhén té khdam phd EFA

Qua két qua kiém dinh hé sé tin cay Cronbach’s
Alpha, tac gia tién hanh phan tich nhan t5 kham pha
vGi 28 bién quan sat thoa yéu cau. Theo phuong
phap EFA, dé danh gia gié tri thang do can phai xem
xét ba thudc tinh quan trong gdm sd lwong nhan tb
trich, trong s6 nhan té va phuong sai trich. Trong do,
trong s6 nhan té cua ting bién > 0,5 1a chip nhan
dugc. Tuy nhién, trong mot sé trudng hop bién co
trong s6 <0,5 chiing ta c6 thé giit lai vi n6 la thanh
phan quan trong cta thang do (Nguyén Binh Tho,
2011).
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Theo Bang 1, sau qua trinh phan tich nhan t6 da
trich ra dugc 8 thanh phan tai eigenvalue 1,015 va
phuong sai trich dat yéu cau 1 66,614% (>50%).
Két qua phan tich KMO = 0,863 (0,5 < KMO < 1)
va kiém dinh Bartlett’s vé twong quan ciia cac bién
6 gid tri Sig = 0,000< 0,05 chimng té cic bién co
tuong quan chat ché voi nhau (Hoang Trong & Chu
Nguyén Mong Ngoc, 2008).

Nhu vy, thang do cia cac yéu td tac dong cua
viéc st dung cong cu hd tro ban hang dén hiéu suat
ban hang gdm 8 thanh phan va 28 bién quan sat. Cu
thé cac thanh phan: dao tao hudng dan (HDDT) gom
3 quan sat; diéu kién thuan lgi (PKTL) gdm 3 quan
sat; kha nang str dung (KNSD) 2 quan sat; tinh hitu
dung (THD) 2 quan sat; k§ nang ban hang (KNBH)
5 quan sat; xtr Iy va phan tich thong tin khach hang
(XLPT) 4 quan sat; hanh vi ban hang thong minh
(HVBHTM) 3 quan sat; va phdi hop noi bo (PHNB)
6 quan sat.

Tuong tu bai viét tién hanh phan tich EFA cho
hiéu sudt ban hang va dat yéu cau vé y nghia thong
ké. Cu thé, két qua thang do hiéu suét ban hang c6
hé s6 KMO 14 0,829, Sig = 0,000 va phuong sai trich

1a 67,868%, trong d6 hiéu sudt ban hang duoc do
ludng boi 4 nhan to.

4.3 Phan tich nhén t6 khing dinh (Confirmatory
Factor Analysis - CFA):

V& muc do phu hop chung, két qua phan tich
CFA cho thdy cic trong s cac bién quan sat déu dat
chuin cho phép (> 0,5) va co y nghia thng ké, cac
gié tri p déu bang 0,000. M6 hinh nghién ctru c6 gia
tri thong ké chi binh phwong 1 516,925 véi 428 bac
tu do va gia tri p-value = 0,002, cac gia tri TLI va
CFI déu > 0,9. Do d6, mé hinh phu hop véi dir ligu
thi truong.

4.4. Phan tich tdac dong cuia viéc sir dung cong cu
hé tro ban hang dén hiéu sudt ban hang ciia nhén
vién bt%ng mé hinh céu tric tuyén tinh (SEM)

Pé dat duoc muc tiéu nghién ctru, sau khi thuc
hién céc kiém dinh EFA va CFA d¢ kiém tra mtc do
pht hop cua thang do véi dit liéu thi trudng, nhim
kiém dinh su phi hop cia mé hinh Iy thuyét, tac gia
sir dung cong cu phan tich cdu trac tuyén tinh SEM
cho phan tich ké tiép. Két qua kiém dinh theo mo hinh
SEM lan tht 1 cho thiy mé hinh c6 450 bac ty do;
cac gia tri chi square = 584,979; P-value=0,000;Chi-

Hinh 2: Két qua phan tich CFA

Chi-square=516.925 ; df=428 ; P=,002;
Chi-squarse/dr=1,208 ;

GFRI=.6876 ; TLI= 953 [ CHI=968 ;
RMSEA=.031
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Hinh 3: Két qua md hinh SEM vé tac dong ciia viéc sir dung cong cu hd tro ban hang dén hiéu suat

ban hang ctia nhan vién lan cu6i (da chuan hoa)

Chi-square=380 884 ;| df=290 ; P=,000;
Chi-square/df=1,313 |

GF1=,884 ; TLI=956 ; CFI=,961 ;

REMSEA=038

Méi quan hé khach hang
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square/df=1,300(<2); GFI=00,860; TLI=0,947; vdi di li¢u thi truong.

CFI=0,952 va RMSEA=0,037 (<0,8) chi ra m6 hinh
nghién ctru phu hgp véi dit liéu thi truong.

Két qua phan tich mé hinh SEM lan thtr 1 cho
thiy nhan t5 Huan luyén va dao tao cach st dung
dugc do luong boi 03 nhan t6 dao tao hudng dan
(HDDT), diéu kién thuan lgi (DKTL) va kha ning
sir dung (KNSD). Trong d6, nhan td huéng dan dao
tao c6 P-value=15,3% (>10%) nén khong c6 y nghia
thong ké va bi loai khoi mé hinh. Twong tu mdi quan
hé khach hang ciing dugc do ludng bsi 03 nhan td,
trong d6 nhén t6 hanh vi ban hang thong minh ¢6 P-
value= 14,4% nén ciing dugc loai khoi mo hinh. Cac
nhan t6 con lai déu co gia tri P-value nho hon 5%.

Két qua kiém dinh 1an cudi cho thidy mo hinh c6
gia tri déu dat yéu ciu théng ké. Cu thé, cac gia tri
Chi-square = 380,884; P-value = 0,000; Chi-square/
df = 1,313; GFI=0,884; TLI=0,956; CFI=0,961 va
RMSEA=0,038 chi ra m6 hinh nghién ctru phu hop

4.5. Kiém dinh dj tin cdy ciia hé sé twong quan
bén g Boostrap

Ta thdy d6 chéch xuét hién nhung khong nhiéu,
vi vay ta c6 thé két luan 1a cac uéc lugng trong mod
hinh 12 ¢6 thé tin cay duoc.

No6i tom lai, viéc sir dung cong cu hd tro ban hang
dong vai tro hd tro rat nhiéu cho nguoi ban hang
khi ma tat ca thong tin vé& san pham, chuong trinh
khuyén mai, gia ca, khach hang déu c6 sin trén may.
Loi ich ctia cong cu mang lai khong chi dung lai ¢
doanh s6 ma con giup nhan vién ban hang hiéu rd
khach hang hon. Tuy nhién, day lai 1a van d thiéu
X0t ctia nhan vién ban hang tai cac cong ty, ho chua
¢6 duge nhirng phan tich vé khach hang ctiia minh dé
c6 thé tang gia tri khach hang cho cong ty. Nguyén
nhan la do thai do cua ho ddi vai hoat dong ban hang
bang may chua tich cuc. Do d6, cac cong ty can phai
dao tao, tao diéu kién thuan loi va gitp nhan vién co
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Bang 2: Két qua wéc lwong bing Bootstrap véoi N=500

Mbi quan hé Uéc  SE SE-SE "% Biic  SE-Bias CR
luong binh
THD  <- DKTL 0326 0,127 0004 0326 0000 0,006 0
THD  <- KNSD 0245 0,116 0,004 0254 0,009 0,005 1.8
KNBH <-- THD 0,785 0,087 0,003 0,783 -0,001 0,004 0.3
XLPT <-- THD 0901 0,055 0,002 0903 0,002 0,002 1
PHNB <-- THD 0647 009 0003 0,638 -0,000 0,004 2.3
HSBH <-- KNBH 0247 0,126 0004 0249 0,002 0,006 0.3
HSBH <-- XLPT 0,535 0,133 0,004 0525 -0,0 0,006 1,7
HSBH <-- PHNB 0,191 0,098 0,003 0,194 0,004 0,004 1

Ghi chii: SE-SE: sai léch chudn cia sai 1éch chudn; Bias: dé chéch; SE-Bias sai léch chudn ciia do chéch

Nguon: Két qua diéu tra 215 nhdn vién ban hang

mot thai do tich cuc hon ddi véi phuong thirc ban
hang méi ndy, tranh dé ho c¢6 nhitng suy nghi tiéu
cuc, dic biét ddi véi dinh vi GPS cua may. Tu do,
van dé can khéc phuc va cai tién 1a quy trinh dao
tao nhan vién ban hang dua trén cong nghé. Pé lam
dugc diéu nay, cong ty can hiéu dugc cac nguyén
nhan gay ra thai d¢ chua tich cuc cua nhan vién. Mot
s6 nguyén nhan dua trén két qua phan tich bao gém:
Thiét bi ban hang ¢ dinh vi GPS nén ngudi quéan ly
gidm sat rat d& dang, nhung gy cam giac khé chiu,
khong thoai mai; phan tich khach hang va dir li¢u
thi truong 1a nhiém vu cua quan ly; cong nghé lién
tuc dugc ning cAp gy kho khin cho viéc ban hang
clia nhan vién; ddi v6i nhitng nhéan vién nhiéu kinh
nghiém, ho khong 4p dung duoc kinh nghiém ban
hang cua ho khi sir dung phdn mém; thoi gian dao
tao qua dai nhung khong co trong tdm, chua giup
hiéu dung duoc loi ich that sy ma hé théng SFA dem
lai.

Trudc nhitng nguyén nhan trén, cong ty can dua
ra nhitng giai phap phu hop dé khic phuc va gitp
ddi ngii nhan vién thyc hién hiéu qua hé théng nay
hon, tir d6 gop phan ting ning sudt ban hang. Nhu
vy, van dé ma cong ty can phai khic phuc do la:
trong giai doan dao tao, céng ty cAn giup nhan vién
hiéu dung duoc loi ich ma hé thdng SFA da mang lai
cho ho, muyc dich cua viéc ap dung hé théng nay la
dé cung cap nhirng cung cu ban hang hién dai, nhanh
chong va tiét kiém thoi gian, gitp qué trinh ban hang
trd nén don gian hon, quan trong hon 14 hé thng
nay con gitp ho phan tich nhu cau va hiéu dugc xu
hudng tiéu dung cua khéach hang, tir d6 l1am gia tang
hiéu sut ban hang. Bén canh 4o, can tu vén, giai
thich dé nhan vién cam thiy thoai mai hon véi dinh
vi GPS, giup ho c6 nhitng thai d¢ tich cuc hon. Sau

quéa trinh dao tao, cin kiém tra nhan thic cua ho
vé hé thong ban hang tu dong hoéa nay théng qua
cac bai tric nghiém nho, d& dam bao rang nhan vién
d3 hiéu duoc nhimng loi ich SFA d3 mang lai. Lap
ké hoach kiém soat nhan vién vé viéc ung dung hé
thong nay, hang quy nhan vién can c6 bang bao cao
phan tich xu huéng tiéu dung ctia khach hang giri vé
cong ty dé cong ty co nhimng chinh sach va san pham
phu hop véi timg khu vuc d6. Lap ké hoach khen
thuong cho nhan vién ban hang phan tich day du,
chinh xac vé& xu hudng khach hang va thi truong dé
tao dong luc cho ho, khong tao cam giac cho ho Ia
ho dang lam nhiing viéc ho khong thich hoac khong
dem lai loi ich gi cho ho. Han ché cap nhat, nang cép
phin mém vi diéu nay s& gy kho khan trong qua
trinh ban hang cua nhan vién. Luén khuyén khich
nhan vién sir dung hé théng SFA dé ting ning suét
ban hang.

Néu déu nay dugc quan tam thi nhan vién sé nhan
thirc dugc tinh hitu dung va s€ tic dong dén viéc
phat trién mbi quan hé véi khach hang va trong cac
hoat dong phéi hop ndi bd giira cac bd phan phong
ban trong cong ty. Dua trén két qua phén tich trong
phan két qua nghién ciru, cong cu hd tro ban hang c6
tac dong gian tiép dén hiéu suit ban hang thong qua
phat trién mdi quan hé va phdi hop noi bo. Trong
do, khai niém phat trién quan h¢ khach hang duogc
do luong boi hai nhan t6 1a k§ nidng ban hang va xir
ly phan tich thong tin khach hang c6 tac dong manh
hon so véi viée phdi hop noi bo.

5. Két luan va dé xuit hwéng nghién ctru twong
lai

Nghién ctru tac dong ciia cong cu hd trg ban hang
dén hiéu suit ban hang cta nhan vién tai cac doanh
nghiép Can Tho cho thiy c6 su anh huong gian tiép
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dén hiéu suat ban hang thong qua phat trién mdi
quan hé khach hang va phdi hop noi bo. Tuy nhién,
viéc 4p dung cong cu hd trg ban hang s& gip kho
khin néu nhan thirc ctia nhan vién ban hang vé cong
cu SFA chua tdt.

Nhitng cong ty dang va sé& ap dung cong cu hd

hé théng va khen thuong nhan vién. Mot khi nhan
vién nhan thirc t6t duoc tinh hiru dung cua cong cu
hd trg ban hang, diéu nay gitp nhan vién c6 thé phat
trién t6t moi quan hé khach hang, dac biét lién quan
dén xur 1y thong tin khach hang va gia ting su twong
tac phéi hop trong ndi bd nhanh chong. Tuy nhién,

trg ban hang néu mudn gia ting tinh hitu dung cua
cong cu voi nhan vién thi nén thyc hién qua trinh
huén luyén va dao tao cach st dung bﬁ“mg cach tao
nhimng diéu kién thuan loi va gia ting kha ning su
dung cho nhan vién nhu hd trg vé mat ki thuat, cung
cAp cong nghé ciing nhu ning cip phin mém phu
hop dé thuc tot cong viée ctia nhan vién ban hang.
Sau qua trinh dao tao can kiém tra nhan thirc cua
nhan vién, 1ap ké hoach kiém soat viéc ung dung

trong nghién ctru nay chi dugc thuc hi¢n véi nhan
vién ban hang ngoai thi truong chtr chua nghién ciru
tac dong cua cong cu nay ddi v6i nhan vién ban hang
truc tiép tai ctra hang, hodc ban hang tryc tuyén trén
mang. Day 14 co sé giup cac nghién ciru ké tiép tim
hiéu dé nang cao nhan thirc nhan vién va cach cac
cong ty can thuc hién néu mudn gia tang hi¢u sudt
ban hang thong qua cong cu hd tro ban hang.
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