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Tom tat:

Néng cao hiéu sudt ban hang la mot muc tiéu quan trong trong kinh doanh. Nghién civu ndy
xdc dinh vai tro cua cac ky nang ban hang, hanh vi dinh huong khach hang, hanh vi ban
hang thich iing va chdt lirong méi quan hé gitta nhdn vién ban hang véi khdach hang
doi véi hiéu sudt ban hang. Dit liéu dwoc thu thdp tir 282 khéach hang la cac t6 chire va
cd nhadn sir dung dung cu co khi chinh xdc. Két qua nghién ciru cho thay hanh vi dinh huéng
khdch hang cé tac ddng manh nhdt dén hiéu sudt ban hang, tiép dén la chat hrong moi quan
hé, hanh vi ban thich img va cudi ciing la cdc ky nang ban hang. Bén canh dé, chat lwong moi
quan hé con dong vai tro trung gian tich cuc trong tdac dong cua hanh vi dinh hudng khach
hang va hanh vi ban hang thich iing dén hiéu sudt ban hang. Bai viét déng gop nhing hiéu
biét hitu ich vé tam quan trong ciia nhitng yéu té nghién civu doi voi hiéu sudt ban hang va cdc
ham y kinh doanh nham ndng cao hiéu sudt ban hang.

Tir khéa: K¥ nang ban hang, dinh hudng khach hang, ban hang thich immg, chat lugng mdi quan
hé, hiéu suat ban hang.

Ma JEL: M10, M31.

Impact of selling skills, customer-oriented behavior, and adaptive selling on sales
performance - The mediating role of relationship quality

Abstract:

Improving sales performance is an important goal in business. This study identifies the role of
selling skills, customer-oriented behavior, adaptive sales behavior, and salesperson-customer
relationship quality on sales performance. Data is collected from 282 customers who are
organizations and individuals using precision mechanical tools. Research results show that
customer-oriented behavior has the strongest impact on sales performance, followed by
relationship quality, adaptive selling behavior and finally selling skills. Besides, relationship
quality also plays a positive mediating role in the impact of customer-oriented behavior and
adaptive sales behavior on sales performance. The article contributes helpful understanding
of the importance of research factors for sales performance and business implications to
improve sales performance.

Keywords: Selling skills, customer orientation, adaptive sales, relationship quality, sales
performance.

JEL Codes: M10, M31.
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1. Giéi thiéu

Nang cao hi¢u suat ban hang 1a mot cong viéc quan trong trong kinh doanh va chi dé nay nhan dugc su
quan tdm ctia ca cac nha quan 1y 1an cac nha nghién ctru. Cac nghién ctru gan day da xem xét cac yéu to
anh huong dén higu suat ban hang ctia nhan vién & trong cac bdi canh khac nhau. Nghién ctru ciia Romén
& Tacobucci (2010) da chi ra ring hanh vi ban hang thich ting c6 tac dong tich cuc dén hiéu suat ban hang
trong dich vu tai chinh. Thém nira cac nghién ctru ciia Kuo & cong su (2022) trong nganh logistics, Nguyen
& cong sy (2022) trong nganh dich vu thong tin con bo sung hanh vi dinh huéng khach hang ciing cé tac
dong tich cuc dén hiéu suat ban hang. Khong chi vay, nghién ciru ctia Park & cong su (2010) trong nganh
cong nghiép ban dan va hoa chét con cho thdy hanh vi ban hang thich tmg khong chi co tic dong tich truc
tiép dén hiéu suit ban hang ma con tac dong gian tiép qua trung gian 1a chat lugng mdi quan hé ban hang.
Nghién ctru ctia Udayana & cong su (2019) trong nganh duoc phdm di bo sung cac yéu t6 hanh vi dinh
hudng khach hang va dinh huéng hoc héi dé cho thdy hanh vi dinh huéng khach hang, hanh vi ban hang
thich ing va dinh hudng hoc héi ¢ tac dong tich cuc dén hiéu sudt ban hang qua vai trod trung gian cta chat
lugng mbi quan hé. O mdt hoan canh khac, Wachner & cong su (2009) da chi ra hanh vi dinh hudng ban
hang c6 tac dong tiéu cuc dén hiéu sudt ban hang nhung hanh vi dinh hudng khach hang va ky ning ban
hang lai c6 tac dong tich cuc dang ké dén hiéu suét ban hang trong linh vuc vat tu cong nghiép va dia dc.
Mic du nhitng nghién ciru nay di c6 nhitng dong gop nhat dinh vé vai tro cia cac yéu td dbi véi hiéu suét
ban hang trong cac bdi canh khac nhau. Tuy nhién con thiéu ving nhiing nghién ctru xem xét tic dong dong
thoi ctia ca k¥ niang ban hang 1an hanh vi dinh huéng khach hang va hanh vi ban hang thich ng dén higu
suat ban hang thong qua vai tro trung gian ctia chat lugng mdi quan hé giita nhan vién ban hang véi khach
hang. Pay 1a khoang tréng ma nghién ciru nay hudng t6i.

Dung cu co khi chinh x4c bao gom tat ca cac dung cu nham phuc vu cho qua trinh gia cong cat got, tao
hinh cac chi tiét chinh x4c trong nganh co khi. Phan 16n cic dung cu nay dugc nhap khau va ban cho cac
khach hang qua cc nha phan phdi. Linh vuc nay dugc chon 1am bdi canh nghién ctru vi né ¢6 mot sé dic
diém phu hop v6i hanh vi ban hang thich tmg va dinh huéng khach hang nhu: (1) nhan vién ban hang tiép
xtc voi nhiéu loai khach hang véi cac nhu cau khac nhau; (2) phan 16n cac san pham kha triru tugng, doi
hoi phai giai thich va ban hang thich tmg (su tu tin va hanh vi). Nhitng didu nay ciing doi hoi phai xay dung
mdi quan hé tot dep gitra nhan vién ban hang véi khach hang.

Muc dich ctia nghién ciru nay 1a xem xét mot cach déng bo tac dong truc tiép ctia cac k§ nang ban hang,
hanh vi dinh hudng khach hang va hanh vi ban hang thich Gtng dén hiéu suét ban hang ciing nhu tac dong
gian tiép cua ching théng qua vai tro trung gian ctia chat lugng méi quan hé giira khach hang va nhan vién
ban hang. Bai viét s& dong gop nhing hiéu biét hiru ich vé tam quan trong cua nhimng yéu té nghién ctru ddi
v6i hidu sudt ban hang cua nhan vién trong linh vuc cung cap dung cu co khi chinh xéc ciing nhu nhiing
ham y kinh doanh tir két qua nghién ctru.

Tiép theo, bai bao trinh bay co s 1y thuyét, gia thuyét va mé hinh nghién ciru. Sau do, bai bao dién giai
thiét ké nghién ctru, bao cao Kkét qua nghién ctru va thao luan. Cudi cung la két luan va han ché cua nghién
clru.

2. Co sé 1y thuyét, gia thuyét va mé hinh nghién ciru

2.1. Cdc khdi ni¢m lién quan

2.1.1. Ky nang ban hang

K¥ niang ban hang la sy thanh thao trong vi¢c thyc hién cac nhi€ém vu can thiét cho cong viéc ban hang
(Rentz & cong sy, 2002). K§ ning ban hang thuong lién quan dén cic nguyén tic co ban quan trong ma
nhan vién ban hang can phai c6 dé bat diu ban san pham cua cong ty ho. N6 ¢6 thé duoc udn nin, cai thién
thong qua dao tao va rén luyén trong thuc té. Rentz & cong su (2002) chia k¥ nang ban hang thanh ba thanh
phan 1a k¥ ning giao tiép (interpersonal skills), k¥ ning nghiép vu ban (salesmanship skills) va kién thirc
cong nghé (technical knowledge).

K¥ ning giao tiép bao gdm cac k§ nang nhu biét cach dbi pho, giai quyét xung dot, thau hiéu, thuyét phuc
va hoa ddng voi nguoi khéc ciing nhu kha ning ling nghe va dong cam (Castleberry & Shepherd, 1993). N6
dugc thé hién qua ky ning néi, kha nang nhan thirc va hiéu biét vé giao tiép phi ngdn ngir ciia ngudi khac,
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kha ning kiém soat va diéu chinh cac biéu hién cam xuc phi ngdn ngit, kha ning thé hién ban than, kha ning
16i kéo nguoi khac dé kiém soat tinh hinh (Rentz & cong su, 2002). K¥ nang nghiép vu ban lién quan dén
k¥ niang tim kiém khach hang tiém ning, tao va danh gia khach hang tiém ning, trinh bay thong diép ban
hang va phuc vu khach hang (Rentz & cong sy, 2002; Singh & cong su, 2018). Con kién thirc cong nghé 1a
nhitng kién thirc cia nhan vién ban hang vé cac tinh nang, loi ich cta san pham va cac thi tuc theo yéu cau
cling nhu chinh sach cta cong ty (Smith & Owens, 1995). N6 bao gdm nhirng hiéu biét vé thi trudng va nhu
cau cua khach hang; thu tuc cua cong ty; san phélm, dich vy, chinh sach ban hang cia ddi thu canh tranh;
hiéu biét vé dong san pham va cac hoat dong cta khach hang (Rentz & cong su, 2002).

2.1.2. Hanh vi dinh huong khach hang

Hanh vi dinh hudng khach hang 1a mét dang hanh vi ban hang. N6 1a mét trong nhitng chia khoa thanh
cong cia nhan vién ban hang (Udayana & cdng su, 2019). Theo Saxe & Weitz (1982), nhéan vién ban hang
dinh hudng khach hang thé hién mong mudn chan thanh gitp khach hang (hién tai va tiém ning) dua ra
quyét dinh mua hang thoa dang bang cach hd trg danh gia nhu cdu ciia ho va chi cung cip nhing san phdm
dap tng nhimng nhu cau d6. Thong thudng, nhitng hanh vi huéng dén khach hang nhu véy c6 thé dan dén
viéc hy sinh lgi nhuén ban hang ngay lap tirc dé thiét 1ap va/hodc duy tri cac mdi quan hé 1au dai (Udayana
& cong sy, 2019). Dya trén dé xuit cua Saxe & Weitz (1982), thang do dinh huéng khach hang sau d6 da
duoc phat trién trong nhiéu nghién ctru (Thomas & cong sy, 2001; Udayana & cong su, 2019).

2.1.3. Hanh vi ban hang thich vng

Hanh vi ban hang thich tmg duoc dinh nghia 1a nhan vién ban hang thay d6i hanh vi trong qua trinh twong
tac voi khach hang hoic gitta cac tuong tac voi khach hang dua trén thong tin nhan thirc vé ban chit cta tinh
hudng ban hang (Sujan, 1986). Thang do hanh vi ban hang thich ing dau tién dugc Spiro & Weitz (1990)
dé xuat dya trén cac k¥ nang va kién thire vé tinh hudng ban hang, loai khach hang va chién luoc ban hang
tang dan theo kinh nghiém. Thang do nay sau d6 da dugc nhiéu nghién ctru ting ho va phat trién (Roméan &
lacobucci, 2010; Park & cong sy, 2010; Udayana & cong su, 2019).

2.1.4. Chat lwong méi quan hé véi khéch hang

Chat lugng mdi quan hé véi khach hang cua nhan vién ban hang dé cap dén mic do phu hop cua mdi
quan hé giira ho dé dap ung nhu ciu cua khach hang tir méi quan hé d6 (Hennig-Thurau & Klee, 1997). Do
do, chat lugng mdi quan hé nay gitp nhan vién ban hang nim bat dugc ban chét tich cuc hay tiéu cuc dé tir
d6 mang lai loi ich tich cuc cho khach hang va gitip ning cao hiéu suat ban hang. Thang do chét luong mdi
quan hé da dugc nhiu tac gia da ké thira va phat trién phu hop vé6i bdi canh nghién ctru (Park & cong su,
2010; Udayana & cong su, 2019).

2.1.5. Hiéu sudt ban hang

Hiéu suit ban hang ctia nhan vién 1a su két hop cta nhitng két qua ma ho ban dugc hang va nhing gi
ho 1am (Anderson & Oliver, 1987). Pé danh gia hiéu suat ban hang, Behrman & Perreault Jr (1982) di do
luong qua kha nang tao doanh thu cao hon, thi phén cao hon, vuot chi tiéu doanh sb va muc tiéu duoc giao
cling nhu kha ning xac dinh va ban cho cac khach hang 16n. Thang do nay sau d6 dugc nhiéu nghién ciru
ung ho va phat trién (Boorom & cdng su, 1998; Singh & cong su, 2018).

2.2. Cdc gid thuyét nghién ciru

2.2.1. Tac dong cua kj nang ban hang dén hiéu sudt ban hang

K¥ ning ban hang 1a mot trong nhimng yéu té du doan quan trong nhat vé hiéu sut ban hang (Rentz &
cong su, 2002). Ky nang ban hang cao s€ tao ra sy hai long va tin tudng ctia khach hang khi nhan vién thuc
hién tdt cc quy trinh, thu tuc ban hang. Trong nghién ctru nay, k¥ ning ban hang dugc xem xét mot ciu
tric bac cao duy nhit (duoc phan anh trong cac k¥ ning giao tiép, k¥ nang nghiép vu ban va kién thirc cong
nghé) va duoc ky vong sé& c6 tac dong truc tiép tich cuc dén hiéu suit ban hang theo sy phat trién va phong
doan ctua Rentz & cdng sur (2002). Tac dong nay ciing da dugc xac nhén trong nghién ctru thuc nghi¢ém cta
Wachner & cong su (2009). Vi vay gia thuyét thir nhat duoc dé xuat:

H,: Ky nang ban hang cua nhan vién co tac dong tryc tiép tich cuc dén hiéu suat ban hang cta ho.
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2.2.2. Tac dong cia hanh vi dinh hwéng khach hang dén chat lwong moi quan hé va hiéu sudt ban hang

Theo Udayana & cong su (2019), hanh vi ban hang huéng dén khach hang c6 thé cai thién chat lugng
mbi quan h¢ ban hang, tir d6 c6 thé cai thién hiéu suét ctia nhan vién ban hang. Néu nhén vién ban hang c6
thé dap tmg mong mubn ciia khach hang va quan tim dén khach hang, thi khach hang s& hai long. Sau do,
ho thuong mua hang va sin sang moi ban bé ciia ho chuyén sang sir dung san pham. Do vay thanh cong
ctia nhan vién ban hang c6 thé dugc quyét dinh boi kha ning hiéu rd khach hang ctia ho (Udayana & cong
sy, 2019). Thém nita, dinh huéng khach hang sé tac dong tich cuc dén hiéu suét ban hang, vi nhu cau va loi
ich ot nhat cua khach hang dd duoc nhan vién ban hang cha y (Wachner & cong su, 2009). Dya trén nhiing
bién luan nay, cac gia thuyét tiép theo duoc dé xuét:

H,: Khd nang dinh hudng khach hang cua nhan vién ban hang c6 tac dong tich cuc dén chat luong mbi
quan hé cua ho véi khach hang.

H,: Kha nang dinh hudng khach hang ctia nhan vién ban hang c6 tac dong tich cuc dén hiéu suat ban
hang cua ho.

2.2.3. Téc dong ciia hanh vi ban hang thich img dén chat leong moi quan hé va hiéu sudt ban hang

Campbell & cong su (2006) cho rang hanh vi thich nghi ctia nhan vién ban hang co thé co tac dong tich
cuc dén viée xay dung mdi quan hé v6i khach hang. Thém nita, ban hang thich tmg cho phép nhan vién ban
hang dinh hinh thong di€p phu hop véi nguoi mua ctia ho nén né nang cao néng luc cua nhan vién ban hang
dé xay dung mdi quan hé voi khach hang va nang cao hiéu qua ban hang (Jaramillo & cong su, 2007). Vi
vay nhiéu nghién ctru dd xac nhan rang hanh vi ban hang thich img c6 tac dong tich cuc dén chit lugng mbi
quan h¢ véi khach hang (Park & cong su, 2010; Udayana & cong su, 2019) va hi¢u suét ctia nhan vién ban
hang (Park & cong su, 2010; Udayana & cdng su, 2019; Kuo & cong sy, 2022; Nguyen & cdng su, 2022).
Vi vay, cac gia thuyét sau day duoc dua ra:

H,: Hanh vi ban hang thich (mg ctia nhén vién ban hang c6 tac dong tich cuc dén chét luong mdi quan
hé cua ho véi khach hang.

H,: Hanh vi ban hang thich ing ctia nhan vién ban hang c6 tac dong tich cuc dén hiéu sudt ban hang cia
ho.

Hinh 1: M6 hinh nghién ciru

Hanh vi ban hang
thich tng (TU)

Chat lugng mbi
quan h¢ (QH)

Hanh vi dinh hudng
khach hang (DH)
Ky nang
giao tiep (GT)
K¥ nang nghiép K§ nang Hiéu suat
vu ban (NT) ban hang (BH) ban hang (HS)

Kién thirc cong
ngh¢ (CN)

2.2.4. Tac dong cia chat lvong moi quan hé doi véi hiéu sudt ban hang

Ly thuyét tiép thi mbi quan hé dé xuat rang khi cong ty mang lai gia tri cho khach hang, stirc manh cua
mdi quan hé véi khach hang s& duoc cai thién va tang kha nang gitr chan khach hang. Khi nhan vién ban
hang duy tri chat luong cia mdi quan hé v6i khach hang thi s& co thé cai thién hiéu suat (Miao & Evans,
2013) vi chat lwong mdi quan hé véi khach hang gop phan giir chan khach hang va diéu nay lam ting hiéu
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suat ban hang. Chat lugng moi quan hé c6 anh huong tich cyc dén hiéu suat cua nhan vién ban hang da

duoc xac nhan & nhiéu bdi canh khac nhau (Park & cong sy, 2010; Udayana & cong sy, 2019). Vi vay gia

thuyét cuoi cung dugc de xuat:

H: Chat lwong mbi quan hé ctia nhan vién ban hang véi khach hang co tac dong tich cuc dén hidu suat

ban hang cta ho.
2.3. M6 hinh nghién cvu

Tir cac khai niém va gia thuyét nghién ciru & trén, mé hinh nghién ctru dugc tong hop trong Hinh 1.

3. Thiét ké nghién ciru
3.1. Thang do

Céc thang do duogc ké thira tir cac nghién ctru trude va duoc didu chinh tir két qua thao luan voi 02 nha

quan tri va 05 khach hang cua cac cong ty ban dung cu co khi chinh xac. Theo d6, ngoai viéc diéu chinh tir

ngit cho phu hop, 32 bién ban dau duoc rut gon thanh 27 bién cho 7 khai niém lién quan dén 5 yéu t6 trong

md hinh nghién ctru (Bang 1). Céc bién sau d6 duoc phat trién thanh cac phat biéu phu hop véi dbi tuong

dugc khao sat va duoc danh gia bang thang do Likert 5 muc d6 voi 1 1a rat khong dong v va 5 1a rat dong y.

Béng 1: Thang do cho nghién ctru

Yéu td Bién quan sat Ma hoa
Kha nang thé hién, kiém soat va diéu chinh ngdn ngir khong 10 GT1
GT Kha ning vé ky ning noi téng quat GT2
(Rentz & cong sw, 2002)  Nhan thirc va hidu biét vé giao tiép phi ngon ngit ciia nguoi khac GT3
Kha ning thao ting ngudi khac dé kiém soét tinh hinh GT4
Kha nang thu hit dugc su quan tdm ctia khach hang NT1
(Rentz & CT(;IrTg s, 2002) Kha ning chdt don hang NT2
Kha nang trinh bay thong diép ban hang NT3
Kién thirc vé thi truong va san phim CN1
Kién thitc v& céc quy trinh ciia cong ty CN2
(Rentz & cc(f)lrjg s, 2002) Ki(%n thire V{% san pham, di’ch Vu va chinh sach ban hang cta dbi thi : CN3
Kién thirc vé dong san pham, gdom ca tinh nang va loi ich ctua san pham CN4
Kién thirc v& hoat dong ctia khach hang CN5S
C6 ging tim ra nhu cu ctia khach hang DH1
DH Tich cyc giéi thidu san pham, dich vy tot nhat cho khach hang DH2
(Thomas & cong sw, 2001) iy dung phwong phap giai quyét vin d& trong ban san pham va dich vu DH3
C6 ging tim ra loai san pham hodc dich vu s& hitu ich cho khach hang DH4
Linh hoat phong cach va cach tiép can ban hang theo timg tinh hubng TUI1
(Romén & Iz;l;:l(ibucci, 2010) Str dung cach tiép can va dbi xir v6i nguoi mua hang kha giéng nhau TU2
Thich str dung cac phuong phap ban hang khac nhau TU3
Nghi dén loi ich 1du dai cho khach hang mua san phim QH1
QH Quan tAm dén viéc duy tri mbi quan h¢ ban hang lau dai QH2
(Udayana & cong su, 2019) D& dang phat trién mdi quan hé lau dai voi khach hang QH3
Luén mo rong mang ludi khach hang qua 101 gidi thi¢u cua ban bé QH4
Tao ra mot thi phan cao cho cong ty trong mét khu vic cu thé HS1
HS Ludn ban nhiing san pham c6 lgi nhuan bién cao nhit HS2
(Boorom & cng sy, 1998) Tao ra mirc doanh s ban cao HS3
Vuot tht ca cac chi tiéu va muc tidu ban hang cho khu vuc trong nam HS4

Ghi chii: GTI dwoc gdp tir “kha ndng thé hién ngén ngir khong loi” va “kha nding kiém soadt va diéu chinh cac biéu
hién cam xiic phi ngén ngit”; NTI dwoc gop tir “kha nang dé tao trién vong cho khdch hang”, “kha nang dé trién
vong co chat lwong” va “kha nang phuc vu khach hang”; DH2 dwoc gop tir “tao loi ich {6t nhat cuia khéch hang” va
“dé xudt cdc san pham hodc dich vu tot nhat phit hop d@é gidi quyét van @é”; TUI dwgc gop tir “thay doi phong cdch
ban hang theo ting tinh huong” va “linh hoat trong cdch tiép cgn ban hang sir dung”; TU2 dwoc gop tir “phan In
stk dung cdch tiép cdn tiwong ti véi hau hét khdach hang” va “doi xik véi 1t ca ngiedi mua hang kha giong nhau”.
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3.2. D liéu

Céc thang do chinh trong nghién ciru nay xem xét cam nhén ctia khach hang vé chét lugng mdi quan hé
ctia nhan vién ban hang v4i khach hang ciing nhu cam nhan cta khach hang vé k¥ ning ban hang va cac
hanh vi ban hang cta nhan vién. Thém nita, phan 16n cic san pham co khi chinh xac dugc nhap khau tir
nude ngoai va sb lwong cac nha phan phdi khong nhidu va viée tiép can cac nhan vién ban hang dé co6 mau
khao sat du 1on gap kho khan. Do vay ddi tuong khao sat dugc chon la cac khach hang st dung san phﬁm
nhu mot s6 nghién curu da lya chon (Crosby & cong su, 1990; Palmatier & cong su, 2007). Cac phat biéu
cho thang do hiéu suit ban hang ciing dugc phat trién theo hudng danh gia cua khach hang vé cac kha ning
dem lai hiéu suat ban hang. Khu vuc khao sat duoc chon 1a Thanh phd Ho Chi Minh va Binh Duong vi day
1a nhitng khu vue c6 lwong khach hang 16n nhét ¢ phia Nam.

Viée khao sat duoce thue hién bdi hoe vién cao hoc dé thuc hién ludn van thac si & mot truong dai hoc
cong 1ap 16n va dang 1am viéc tai cong ty trong linh vuc nay. D6i tuong khao sat 1a nhimg khach hang di va
dang str dung san phim ciia cac cong ty cung cap dung cu gia cong co khi chinh x4c. Qua cac mbi quan hé
v6i cac dong nghiép, khach hang va ban hang, da c6 310 phiéu khao sat dugc gui truc tiép dén cac khach
hang. S6 phiéu thu vé sau khi loai bo nhimng phiéu tra 1oi khong phu hop 1a 282. Mau dugc tom tat tai Bang
2 bang phan mém SPSS/IBM 25. Sau d6 duoc phén tich bang phan mém Smart-PLS 3.0 dé danh gi4 thang
do va kiém dinh céc gia thuyét. Viéc chon phdn mém nay 1a & dam bao phu hop véi quy mé mau con nho.

Bing 2: Tém tit miu

Théng tin Phén loai $6 lwgng Ti 18 (%)
. Nam 158 56,0
Gidi tinh
Nit 124 44,0
Dudi 30 tudi 13 46
Do tudi Tir 31 dén 40 tudi 86 30,5
Trén 40 tudi 183 64,9
Dudi dai hoc 19 6,7
Trinh do Pai hoc 242 85,8
Trén Pai hoc 21 7,4
Nhén vién 12 43
o Quan 1y cdp co s6 174 61,7
Vi tri cong tac —
Quan 1y cap trung 89 31,6
Quan ly cép cao 7 2,5

4. Két qua nghién ciru

4.1. Danh gid thang do

Thang do dugc danh gia qua hai giai doan 1a danh gia thang do bac 2 (BH) va danh gia cac thang do bac
1 (sau khi d& chuyén thang do BH vé béac 1). Trong giai doan 1, tat ca cac thang do dugc dua vao mo hinh
tong thé dé danh gia chat lugng cac bién. Két qua cho hé s tai ngoai cua cac bién déu 16n hon 0,7 (xem
Hinh 3) nén céc bién c6 chét lugng tot. Bang 3 tom tit cac tiéu chi ddnh gia do tin cay va gia tri hoi tu cua
cac thang do BH.

Béng 3: Chi tiéu danh gia do tin ciy va gia tri hfi tu

cia thang do BH »
R X , D tin ciy tong hop Phwong sai trich
Thanh phan Cronbach's Alpha rho_A (CR) trung binh (AVE)
CN 0,834 0,837 0,883 0,601
GT 0,856 0,858 0,902 0,698
NT 0,832 0,835 0,899 0,748
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Theo Bang 3, cac thanh phan cua thang do BH déu ¢ hé sé Cronbach’s Alpha va CR 16n hon 0,7, AVE
déu 16n hon 0,5. Vi vay cac thanh phan cta thang do déu dam bao do tin cy va gia tri hoi tu (Hair & cong
su, 2010). Tiép theo, Bang 4 trinh bay cac ty s HTMT ciia tat ca cac thang do va thanh phan ctia BH. Gia
tri HTMT giita cac cap bién thanh phan BH hodc cac thang do déu nho hon 0,85 nén ching dam bao tinh
phan biét (Hair & cong sy, 2019).

Bing 4: Ty s6 Heterotrait-Monotrait (HTMT)

CN DH GT HS NT QH TU
CN
DH 0,309
GT 0,563 0,390
HS 0,373 0,654 0,490
NT 0,561 0,471 0,544 0,329
QH 0,381 0,689 0,451 0,634 0,379
TU 0,308 0,435 0,205 0,452 0,270 0,494

Trong giai doan 2, tit ca cac bién (ké ca cac bién cia thang do bac 2 chuyén sang bac 1) déu cho hé sb
tai ngoai 16n hon 0,7 (xem Hinh 4). Céc chi s6 danh gia do tin cdy va tinh hoi tu cta thang do dugc bao céo
trong Bang 5 ciing cho cic hé s6 Cronbachys Alpha va CR déu 16n hon 0,7, AVE déu 16n hon 0,5 nén cac
thang do bac 1 déu dam bao do tin cay va gia tri hoi tu (Hair & cong su, 2010).

Bang 5: D0 tin ciy va gia tri hji tu cia cac thang do bac 1

Thang do Cronbach's Alpha rho_A g tin c(?glg) ng hop tfll::gltl,]gns]—i‘l(f\lf]g)
BH 0,819 0,842 0,891 0,732
DH 0,852 0,854 0,900 0,693
HS 0,889 0,894 0,923 0,751
QH 0,808 0,808 0,875 0,636
TU 0,820 0,822 0,893 0,735

Két qua phan tich cho hé sé VIF bén trong clia cac thang do cho gid tri tir 1,151 dén 1,681, déu nho hon 3
nén khong c6 hién twong da cong tuyén gitra cac bién tiém 4n (Hair & cong sw, 2010). Hé sé R? hiéu chinh
ciia QH 14 0,371 va HS 14 0,425 cho thiy cac yéu t6 nghién ctru giai thich duoc sy bién thién ciia QH va SH
lan luot 1a 37,1% va 42,5%. Cac gia tri thong ké nay bo sung thém tinh phu hop cia md hinh udc lugng.
Két qua danh gia cac thang do cho thiy cac bién va cac thang do déu dam bao yéu cau dé dua vao kiém
dinh cac gia thuyét.

4.2. Kiém dinh cdc gia thuyét

Két qua udc luong cac tic dong truc tiép v6i mau lap lai bang boostrap 1a 5.000 duoc bao céo tai Bang 6
va md hinh udc lwong duge trinh bay tai Hinh 2. Theo d6 cac hé s6 wdc luong déu c6 gia tri dwong nhu ky
vong va céc gia tri p déu nho hon 5%. Nhur vay cac gia thuyét déu dugc chap nhan.

Bing 6: Két qua wéc lwong cac hé sb tac dong truec tiép

Tac dong Mau (bg;I dau  Trung (R}[I;h mau Do léch chuén th("')GliZ :(ré T Giatrip
BH -> HS 0,170 0,173 0,055 3,074 0,002
DH -> QH 0,494 0,492 0,069 7,176 0,000
DH -> HS 0,317 0,312 0,067 4,723 0,000
TU -> QH 0,225 0,229 0,069 3,269 0,001
TU -> HS 0,130 0,129 0,051 2,556 0,011
QH ->HS 0,236 0,239 0,063 3,746 0,000
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Hinh 2: M hinh wéc lwong cac gia thuyét

U1
U2
QH1
U3
QH2
QH3
o QH4
DH2
DH3
DH4 H51
Hs2
o HS3
- 3123
30430 us =
GT 453533
31,152
*..—-
NT

BH

Cubi ciing Bang 7 bao cao tom tat cac tac dong tong hop (truc tiép va gian tiép) cia cac gia thuyét. Theo
do, cac tac dong gian tiép ciing déu co p < 0,05 nén ton tai tic dong gian tiép tir DH va TU dén HS qua vai
tro trung gian ciia QH. Nhu vay, chat luong mdi quan hé giira khach hang va nhan vién ban hang c6 vai tro
trung gian mot phan trong tic dong ciia hanh vi dinh huéng khach hang va hanh vi ban hang thich tmg dén

hi€u suat ban hang.

Bing 7: Tém tit hé s6 tic dong

Tac dong TAc dong truc tiép TAc dong gian tiép Tac dong téng hop
BH -> HS 0,170 (0,002) 0,170 (0,002)
DH -> QH 0,494 (0,000) 0,494 (0,000)
DH -> HS 0,317 (0,000) 0,117 (0,003) 0,434 (0,000)
TU -> QH 0,225 (0,001) 0,225 (0,001)
TU -> HS 0,130 (0,011) 0,053 (0,020) 0,183 (0,000)
QH ->HS 0,236 (0,000) 0,236 (0,000)

Ghi chu: trong ngodc la gia tri p

5. Théo luan

Nhirng phat hién tir nghién ctru nay ung hé vai tro tich cuc ciia mot s6 yéu td d6i v6i hiu suit ban hang
trong mat s6 nghién cuu trudc day, chfmg han nhu cta cac k¥ nang ban hang (Wachner & cong su, 2009),
cua hanh vi dinh huéng khach hang (Wachner & cong su, 2009; Udayana & cdng su, 2019; Kuo & cdng
su, 2022; Nguyen & cong su, 2022) va cta hanh vi ban hang thich ng (Park & cong sy, 2010; Roman &
Tacobucci, 2010; Udayana & cong sy, 2019), ciing nhu vai tro trung gian ctia chat lwong mdi quan hé trong
tac dong ctia hanh vi dinh huéng khach hang dén hiéu sudt ban hang (Udayana & cong sy, 2019) va cua
hanh vi ban hang thich tng dén hiéu suat ban hang (Park & cdng su, 2010; Udayana & cdng su, 2019; Kuo
& cong su, 2022; Nguyen & cong su, 2022). Piém khéc biét duge thé hién thong qua cac hé s6 tac dong
dugc ude luong cu thé va ching 1a nhimg biéu hién cu thé trong linh vuc cung cap dung cu gia cong co khi
chinh xac.
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Cac hé s6 duge udc luong chi ra rang khi cac yéu td nhu k¥ ning ban hang, hanh vi dinh hudng khach
hang, hanh vi ban hang thich img va chét lugng mdi quan hé ciia nhan vién ban hang véi khach hang dugc
tang 1&€n 1 don vi s€ lam cho hiéu suét ban hang cua nhén vién tang lan Iuot 12 0,170, 0,434, 0,183 va 0,236
don vi. Trong d6, tac dong truc tiép cua hanh vi dinh huéng khach hang va hanh vi ban hang thich tmg 1in
luot 12 0,317 va 0,130 don vi, tac dong gian tiép qua vai trod trung gian cta chét lvong mdi quan hé 1an luot
12 0,117 va 0,053 don vi. Nhing con s6 nay chi ra rang trong cac yéu t6 nghién ciru, hanh vi dinh huéng
khach hang c6 vai trd quan trong nhat ddi v6i hidu sudt ban hang cta nhan vién trong linh vuc cung cp
dung cu gia cong co khi chinh xac. Tiép dén 13 chét luong cac mdi quan hé va hanh vi ban hang thich ung,
sau cuing 1a cac k¥ nang ban hang. Con trong viéc tao ra chit lwong mdi quan hé giita khach hang véi nhan
vién ban hang thi hanh vi dinh hudng khach hang (hé s6: 0,494) c¢6 tac dong cao hon hanh vi ban hang thich
g (hé sb: 0,225). Vai tro khong qué cao ciia cac ky nang ban hang c¢6 thé dugc 1y giai boi cac dung cu gia
cong co khi chinh xac 14 cac san phdm khong qué phirc tap nén khong doi hoi qua cao vé ky ning nghiép
vu ban va kién thirc cong nghé. Con k¥ ning giao tiép 1a mot k¥ nang tdi thiéu ma bat ky mot nhan vién ban
hang nao ciing déu phai co.

Nhing két qua nghién ciru trén ddy ham ¥ rang dé nang cao hiéu suat ban dung cu gia cong co khi chinh
xac, cac nhan vién ban hang can dic biét chu trong hanh vi dinh huéng khach hang b.';'mg viéc ho trg danh
gid nhu cau ciia khach hang va chi cung cip nhiing san pham dap tmg nhitng nhu cau d6 dé giup ho dua ra
quyét dinh mua hang thoa dang. Bén canh d6, cac nhan vién ban hang ciing can 4p dung ca hanh vi ban hang
thich ing bang viéc thay d6i hanh vi trong qua trinh tuong tac véi khach hang hodc giita cac tuong tac voi
khach hang theo tinh huéng ban hang. Thém nita, nhan vién ban hang ciing can xay dung mdi quan hé chit
ché va c6 chat lwong véi khach hang vi diéu nay gitp ho hiéu r6 khach hang dé tir 46 mang lai l¢i ich tich
cuc cho khach hang. Cudi cling, cic nhan vién ban hang ciing can phai nang cao cac k¥ ning ban hang nhu
k¥ ning giao tiép, k¥ nang nghiép vu ban va kién thirc cong nghé boi nhitng ky nang nay gitip ho ¢6 nhitng
kién thirc vé san pham va k¥ ning dé nang cao higu suit ban hang.

6. Két luan

Xem xét dong bo vai trd cua cac k§ ning ban hang, hanh vi dinh hudng khach hang, hanh vi ban hang
thich tng va chit luong mbi quan hé dén hiéu suit ban hang 13 mot van dé c6 ¥ nghia ca vé mat Iy luan 1an
thue tién. T viée xay dung cac gia thuyét, khao sat va phan tich dir liéu, nghién ctru ndy da phat trién va
danh gia thang do cho cac khai niém trong linh vuc cung cp dung cu gia cong co khi chinh xac. Theo d6
dang do bac cao k¥ nang ban hang gom 3 thanh phan 1a k¥ ning giao tiép, k§ niang nghiép vu ban va kién
thirc cong nghé. Két qua nghién ctru di xac nhan trong viéc cung cap dung cu co khi chinh xéac, hanh vi
dinh hudng khach hang c6 tac dong manh nhét dén hiéu suit ban hang, tiép dén 1a chat lvong mdi quan hé
gitra khach hang va nhan vién ban hang. Bén canh do, hanh vi ban thich tng va cac ky nang ban hang ciing
dong mot vai tro dang ké. Thém nira, nghién ctru nay con chi ra rang chat lugng cac méi quan hé khong chi
c6 tac dong truc tiép dén hiéu suat ban hang ma con dong vai tro trung gian dang ké trong tac dong tich cuc
cta hanh vi dinh huéng khach hang va hanh vi ban hang thich tng dén hiéu suit ban hang. Cubi cung, cac
ham ¥ quan trj dugc dua ra dé nang cao hiéu suat ban hang ctia nhan vién thong qua viéc giup khach hang
dua ra quyét dinh mua hang thoa dang, thay d6i hanh vi ban hang trong qua trinh twong tac véi khach hang,
xdy dung mdi quan hé c6 chit luong v6i khach hang va ning cao cc ky nang ban hang. Ngoai ra, thang do
duoc kiém dinh tir nghién ctru nay c6 thé 1a ngudn tham khao cho cac nghién ctiru khac cung chu dé.

Mic di da c6 nhitng dong gop nhit dinh nhung nghién ciru ndy méi chi xem xét trong linh vuc cung cip
dung cu gia cong co khi chinh x4c va xem xét chiing dudi goc dd cam nhén cua khach hang. Thuc té, ngoai
cac yéu td nghién ctru con c6 thé c6 cac yéu td khac anh huong dén hiéu suit ban hang. Nhiing van dé nay
¢6 thé 1a nhitng co hoi dé ¢ thém nghién ctru thém trong twong lai.
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PHU LUC
Hinh 3: Két qua wéc hrgng danh gia thang do giai doan 1
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Hinh 4: Két qua wéc lwong danh gia thang do giai doan 2
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