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Trudng Kinh t&, Bai hoc Can Tho

TOM TAT:

Nghién citu nay huéng dén viéc xay dung mot mo hinh 1y thuyé&t nhiim x4c dinh cdc nhan t6 4nh

huéng d€n sy hai long cong viéc clia nhan vién ban hang qua dién thoai (telesales). Dwa vio nén

tang ly thuyé&t va tong quan cac cong trinh thuc nghiém, 8 nhin t6 dudc d& xudt c6 mdi quan hé truc
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ti€p t6i sy hai long cong viéc, bao gom: ddc diem cong viéc, moi trudng lam viéc, mdi quan hé noi

lam viéc, thu nhap va phiic 1¢i, do tao va phat tri€én, cAm nhan vé cong biing, phong cch lanh dao,

ciAn bing cong viéc va cudc sdng. Tir d6, nghién ctru xAy dung 8 gia thuyét can kiém dinh d€ gidi

thich sy hai Iong cong viéc clia nhan vién telesales. Viéc phat trién mo hinh nghién ctu gép phin

cung cip co s§ khoa hoc, h trg cho cac nghién citu thitc nghiém trong linh vurc hanh vi t8 chic.

Tu khoa: mo6 hinh nghién citu, sy hailong cong viéc, nhan vién telesales.

1. Dit van dé

Trong bdi cidnh canh tranh khdc liét trén thi
trudng, cdc doanh nghi€p dang chiu 4p luc 16n trong
viéc md rong thi phan, gia ting khach hang va duy
tri 101 th€ canh tranh. Bén canh cdc kénh phin phoi
truc ti€p va nén ting sd héa, hoat ddng ban hang
qua dién thoai (telesales) gilf vai trO quan trong
trong viéc k&t ndi khach hang v6i sin phim dich
vu, dic biét 1a dich vu tryc tuyén. Lyc lugng
telesales trd thanh “cau ndi” tryc ti€p gitta doanh
nghiép va khach hang, gép phin quyét dinh dé&n
doanh thu va sy phat trién dai han cda tS chic. Boi
canh lam viéc ctia nhin vién telesales mang nhiing
dic thi rAt riéng, tao ra 4p luc va yéu cAu khic biét
so vdi cdc vi tri bdn hang truyén thdng. Telesales
van hanh trong moi trudng tuong tic gidn ti€p, ndi
toan bd qua trinh thuyé&t phuc khach hang phai
thong qua giong néi, toc dd phan hdi va kha ning
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xt 1y tinh hudng trong thdi gian thuc. Khong c¢6 10i
thé& tir ngdn ngit co thé, nhan vién phai phat trién k§
ning giao ti€p tinh t&, ki€m sodt cdm xiic va duy tri
giong noi tich cuc trong sudt ca lam viéc. Bén canh
d6, day 1a cong viéc c6 tin suat bi tir chdi cao, din
dén nguy cd cing thing va gidm dong luc néu
khong c6 co ché hd trg tam 1y phit hdp. Ngoai ra, su
thay d6i lién tuc ctia nhu cau khich hang va canh
tranh thi trudng ciing khi€n telesales phai lién tuc
cip nhat ki€n thic sin phim va ky thuat thuyé&t
phuc d€ duy tri hiéu qui cong viéc. Piéu nay
thudng din dén ty 1& nghi viéc cao va gia ting chi
phi nhan su, gy ra thach thdc 16n cho hoat dong
quén tri ngudn nhan lyc. Trong boi cdnh d6, sy hai
1ong cong viéc trd thanh yé&u td trong yéu d€ bao
ddm chat lugng dich vu, dong luc lam viéc, su gdn
b6 ctia nhan vién d6i v6i doanh nghiép. Khi nhan
vién hai long véi cong viéc, ho c6 xu hudng cai
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thién chat lugng phuc vu, ting cudng long trung
thanh va gidm thiéu y dinh nghi viéc (Zhu va cong
su, 2023). Ngudc lai, sy bAt man véi cong viéc kéo
dai c6 thé din d&n gidm hiéu sudt lam viéc, gia
ting cing thing va 1am suy yé€u tinh &n dinh cta to
chic (Lin va cOng su, 2024).

Céac nghién ctfu gan day trong linh vuc hanh vi
t0 chiic da chi ra riing sy hai long cong viéc khong
chi phu thudc vao yéu t& c4 nhan ma con chiu dnh
hudng manh mé tir cdc co ch& quan tri ngudn nhan
Iuc. Cu thé, ciu tric tién luong, cAm nhin cong
bing trong trd luong va co hdi thing ti€n dong vai
trd quan trong trong viéc dinh hinh mdc dd hai long
cua nhan vién (Mohrenweiser & Pfeifer, 2023).
Bén canh d6, cic yéu t6 vé mdi quan hé ndi lam
viéc, sy cong nhan thanh tich va phong cich lanh
dao cling dudc chitng minh la nhitng nhan t& ¢6 4nh
hudng tich cuc d&n thai do va su gin két ca nhian
vién vé6i td chitc (Jo & Shin, 2025). Nhitng phat
hién ndy nhdn manh tinh da chiéu cda sy hai long
cong viéc, dong thdi cung cip co s& 1y ludn quan
trong cho cdc nghién citu thyc nghi€m trong quan
tri nhan sy. Tuy nhién, phan 16n cdc cong trinh tap
trung vao nhan vién van phong hodc nhitng nganh
nghé c6 4p luc cong viéc & mic trung binh, trong
khi boi cdnh clia nhan vién telesales lai c6 nhitng
dic thii riéng biét. Cdc nghién ctfu chuyén sau vé
su hai 1ong cdng viéc cla luc lugng telesales tai
Viét Nam van con han ché. Do dé, viéc xay dung
mo hinh nghién cttu cdc nhan t& 4nh hudng dén sy
hai 1ong clia nhan vién telesales gép phan bd sung
khodng trong nghién ctu va cung cip cd s& khoa
hoc cho cdc nghién cttu ti€p theo ¢6 lién quan.

2. Co'sé 1y thuy€&t va mé hinh nghién citu

2.1. Co'sé Iy thuyét

Ly thuyét nén: Su hai long cdng viéc tir 1au dudc
thira nhan 12 modt khdi niém da chiéu, chiu tic dong
ddng thdi tir cdc y€u t6 cd nhan, t6 chifc va xi hoi,
do d6 khé c6 mdt 1y thuyét don 18 ndo gidi thich
toan dién. Viéc két hdp 4 1y thuyét nén cho phép
hinh thanh mdt khung 1y luédn tich hgp va chat ché
hon, bao gdém: Thuyét hai nhian t6 clia Herzberg
(1966), md hinh dic di€ém cong viéc (Hackman &
Oldham, 1975), thuyét cong bing (Adams, 1965)
va thuyét ky vong (Vroom, 1964). Cu thé,
Herzberg (1966) 1am rd su khic biét giita cic yéu
t6 duy tri va dong vién, nhan manh vai tro clia diéu
kién lam viéc bén ngoai, gia tri ndi tai nhu sy cong
nhan va y nghia cong viéc. Trong khi d6, m6 hinh

dic diém cong viéc chi ra ring thi€t k& cong viéc
v6i cdc y€u to nhu tinh tu chii, phdn hdi va y nghia
s€ kich hoat trang thai tam 1y tich cuc, tir d6 nang
cao sy hai long. O khia canh xa hoi, thuy&t cong
bing gii thich co ché& so sinh trong t& chic cho
thad'y cAm nhin bat cong c6 thé gy bt min ngay ca
khi ché& do dai ngd khdch quan & mdc hgp ly. Song
song d6, thuy&t ky vong nhan manh ti€n trinh nhan
thitc cho ring sy hai 1ong xuit hién khi nhan vién
tin tudng nd luc s& din d&€n k&t qua va phan thudng
xtng dang.

Su hai long coéng viéc: Theo Ellickson va
Logsdon (2002), sy hai 1ong cong viéc thé hién qua
thdi do nhan thic tich cuc hoidc tiéu cuc ddi véi
cong viéc. Locke (1995) cho ring su hai long phan
4nh trang thai cdm xic tich cuc bit ngudn tir qui
trinh trdi nghiém va danh gid cong viéc. BS sung
cho cdc quan diém nay, Robbins va Judge (2009)
chi ra tinh da chiéu clia sy hai 1ong, nhan vién c6
thé hai 1ong & mot s6 khia canh cu thé nhung khong
nhat thi€t hai 1ong véi tong thé cong viéc. Tir d6, c6
thé khai quit riing su hai long cdng viéc nén dugc
hi€u nhu mot thdi d tong hop, bao gdm phan ting
cam xuc va nhan thic cia ngudi lao ddong khi danh
gia cong viéc dva trén tiéu chuin chii quan clia ho.

2.2. Gia thuyét nghién ciiu

Pdc diém cong viéc: Theo 1y thuyét dic di€ém
cong viéc, 5 y&u t6 cot 16i bao gdm: da dang k¥
ndng, toan ven nhiém vy, y nghia cong viéc, muc
dd tu chd va phan hodi hiéu qua duge xem 1a nén
tdng quyét dinh trdi nghiém coéng viéc cta nhan
vién (Hackman va Oldham, 1975). Nghién ctu ctia
Loher va cong su (1985) khing dinh mé&i quan hé
chit ché gitra dic diém cong viéc va muc do hai
long nghé nghiép. Nghién cttu thyc nghiém gan
day da chi ra mdi quan hé tich cuc giita dic diém
cdng viéc va sy hai long cong viéc (Moras va
Kashyap, 2021). Tt d6, nghién cidu dat ra gid
thuyét H1: Pic diém cong viéc tdc dong tich cuc
dé&n sy hai long cong viéc clia nhan vién telesales.

Moi truong lam viéc: Cac diéu kién vat Iy nhu
4nh sdng, ti€ng On, nhiét dd va co s§ vat chat c6
anh hudng truc ti€p dén trang thdi tAm 1y, ning suit
va dong lyc lao dong (Vijayakumar va Vivek,
2018). Nhitng diéu kién bat 1¢i, 4nh sdng kém hay
ti€ng dn qua muc c6 thé 1am gia ting cing thing va
giam dong lyc, trong khi mdi trudng an toan va
thuan 1di gép phan nang cao sy thodi mdi va hiéu
qua lam viéc (Bakoti# va Babi#, 2013). Cac nghién
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cifu gan ddy nhan manh vai trd clia mdi trudng lam
viéc tdc dong tich cuc d&€n su hai long cong viéc clia
nhan vién (Syahrir va cdng su, 2024; Mather va
Bam, 2025). Trén cd s& d6, nghién citu dit ra gid
thuy€&t H2: Moi trudng lam viéc tic dong tich cuc
dé&n sy hai long cong viéc clia nhan vién telesales.

MO&i quan he noi lam viéc: Moi quan hé ndi lam
viéc, bao gdm cd tuong tic gitta dong nghiép va
mdi quan hé gilta nhan vién véi cap trén, dugc xem
12 nhan t§ cot 16i dinh hinh sy hai long cong viéc
(Zhang va cong su, 2024). Mdi quan hé dong
nghiép tich cuc tao diéu kién cho su chia sé thong
tin, hgp tdc va gia ting cAm nhin thda man ca nhan
(Sias, 2009). Ngudc lai, xung dot va thi€u hd trg ¢
thé lam suy gidm dong luc va sy hai long
(Viswesvaran va cong su, 1999). Theo Bai va Zhou
(2025), su hd trg tir ddng nghiép gitp gidm ap luc
tAm ly va ting mic do hai long cong viéc ctia nhin
vién. Song song d6, Kizrak va cong su (2025)
chitng minh ring chat lugng quan hé lanh dao va
nhén vién gép phan nang cao sy hai long cong viéc.
Tir d6, nghién citu dit ra gid thuy&t H3: Mdi quan
hé noi 1am viéc tdc ddng tich cuc dén sy hai long
cong viéc cia nhin vién telesales.

Thu nhdp va phiic lgi: Thu nhap va phic Igi
dugc xem 1a nén ting chli y&u trong viéc dinh hinh
su hai long cong viéc clia nhan vién (Rani va cdng
sit, 2025). Mifc thu nhap tuong xting vdi nd luc lao
dong gép phan niang cao cAm nhan cdng bing va
gia ting cam k&t vdi t& chic (Mohrenweiser va
Pfeifer, 2023). Céc ch& do phiic 1gi toan dién nhu
b4o hi€m, hd trg sttc khde va nghi phép dong vai
trd quan trong trong viéc giam ap luc cong viéc va
cling ¢6 sy gin két t8 chic (Kim va Choi, 2023).
Ngoai ra, cac hinh thic khen thudng tai chinh va co
ch& tra luong theo hiéu suat, néu dugc trién khai
minh bach, gép phan ding ké vao viéc ning cao
dong luc va sy hai 1ong cong viéc (Chen va cOng
su, 2023). Trén co sd d6, nghién ctu dat ra gid
thuyé&t H4: Thu nhap va phic Idi tdc dong tich cuc
dén sy hai long cong viéc clia nhan vién telesales.

DPao tao va phdt trién: Chuong trinh dao tao phlt
hgp khong chi ning cao kj ning ma con céi thién
hiéu sudt va tao ra cdm gidc dugc quan tim dau tu,
tir d6 thiic ddy sy hai long cong viéc (Kraimer va
cong su, 2011). Theo thuyét k¥ vong clia Vroom
(1964), su hailong cong viéc gia ting khi nhan vién
tin ring nd lyc clia ho s& mang lai thanh qua cu thé,
nhu co hoi thing ti€n hoic phat trién nghé nghiép.
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Nghién cttu gdn ddy cho thi'y dao tao va phat trién
nghé nghiép tac dong tich cuc d&n sy hai long cong
viéc ctia nhin vién (Lee va cong su, 2025). Tir do,
nghién citu dit ra gid thuyé&t H5: Pao tao va phat
trién tic dong tich cuc dén sy hai long cong viéc
ctia nhan vién telesales.

Cdm nhdn sw cong bang: Su cong bing trong &
chiic tir 1du d3 dugc xem 1a nén tdng dé hinh thanh
sy hai long cong viéc (Colquitt va cdong su, 2001).
Cong bing t& chiic khong chi gia ting sy hai long
cong viéc ma con thic diy cam két va gidm y dinh
nghi viéc ctia nhin vién (Ambrose & Schminke,
2009). Mot s6 nha nghién ctu da bién luin va
chitng minh dugc mdi quan hé tich cuc gitta cdm
nhan sy cong bing véi su hai long cong viéc clia
nhan vién (Ho, 2025; Totawar va cong su, 2025).
Trén co s& do, nghién ctu dit ra gia thuyét He:
C4m nhan sy cong bing tic dong tich cuc dén su
hailong cong viéc clia nhin vién telesales.

Phong cdch lanh dao: Lanh dao chuyén ddi c6
tdc dong tich cuc dén dong Iuc 1am viéc, ning cao
mdc do hai long cong viéc cia nhan vién (Bass va
Riggio, 2006). Ngugc lai, 1anh dao chuyén quyén
thudng gin v6i su kiém sodt ciing nhic va thi€u
quan tAm d&€n nhu cAu clia cip duéi, tir d6 tao ra
moi trudng lam viéc dp lyc va giam sy hai 1ong
cong viéc (Judge va Piccolo, 2004). Phong cich
lanh dao phuc vu dugc chitng minh 13 co ché€ quan
trong trong viéc cling ¢d quan hé lanh dao va nhan
vién, xdy dung niém tin, tir d6 ning cao mitc dd hai
long cong viéc (Dami va cong su, 2022). Trong khi
d6, lanh dao dao dic ki€n tao moi trudng cong
bing, minh bach va gia ting niém tin 8 chic, v6i
vai trd diéu tiét clia sy ddong cam (Li, 2024). Tir do,
nghién ctru dit ra gid thuy&t H7: Phong cdch lanh
dao tdc dong tich cuc d€n sy hai long cong viéc clia
nhan vién telesales.

Can béing cong viéc va cudc séng: Can bing
cong viéc va cudc sdng dugec xem l1a mdt nhan to
quan trong do6i v6i sy hai long cdng viéc
(Greenhaus va Allen, 2011). Su hd trg cta t5 chic
trong viéc dat cAn bing cong viéc va cudc sdng
gilp gia ting sy hai 1ong cong viéc va giam y dinh
nghi viéc (McNall va cong su, 2010). Cac chinh
sdch nhu gid lam linh hoat, lam viéc tir xa hodc
phuc 1di gia dinh dugc chitng minh c6 tdc dong tich
cuc dén sy hai Iong cong viéc (Beauregard va
Henry, 2009). Gin day, Sirgy va Lee (2018) khing
dinh y€u t6 nay dong vai trd chi€n lugc trong ting
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cudng sitc khde tinh than va su dn dinh nhan su.
Trén co s& d6, nghién cttu ditra gid thuy&t H8: Can
bing cdng viéc va cudc song tic dong tich cuc dén
s hailong cdng viéc cia nhan vién telesales.

Dua vao tong quan tai liéu va cdc gid thuyét
nghién citu dit ra, mo hinh nghién citu cic nhin &
dnh hudng dén sy hai long cong viéc clia nhan vién
telesales dugc dé xuat nhu sau: (Hinh 1)

Hinh 1: Mé hinh nghién ciiu dé xuét
[ Déc diém cong viéc ]— H1+

M@i trudng lam viéc ]— H2+

(
[ M8i quan hé noi lam viec ]— Har — A
(

Thunhapvaphicloi  |— Hé+

3. K&t luan

K&t qua nghién cttu da dé xuid't mdt mo hinh 1y
thuy&t nhim gidi thich cdc nhan t& 4nh hudng dén
su hai long cong viéc clia nhan vién telesales.
Dua trén cd s6 1y thuy&t nén va tdng quan tai liéu,

Su hai long
cdng viéc clia
nhan vién
telesales

8 nhan t6 doc 1ap dugc xdc dinh phi hgp véi mo
hinh nghién cttu, bao gdm: dic diém cong viéc,
moi trudng lam viéc, mdi quan hé noi lam viéc,
thu nhap va phdc 1di, dao tao va phat trién, cam
nhan sy cong bing, phong cdch lanh dao, cin
bing cong viéc va cudc song. Cdc nhin td ndy bao
ham c4 khia canh diéu kién 1am viéc hitu hinh 1An
cd ch& quan tri va quan hé xa hdi trong & chiic,

H5+ —(
or —{
Hr+ —{

Hg+ —{ Can bang cong viéc - cudc séng

Dao tao va phét trién

Cam nhan su cong bang

Phong cach lanh dao

J
J
]
]

Nguon: Nhém tdc gid (2025)

qua dé dinh hinh mitc d6 hai long nghé nghiép.
Dic biét, nghién cttu tp trung vao bdi cdnh nghé
telesales, gép phdn bd sung bing ching thuc
nghiém cho cdc nghién cttu ti€p theo trong linh
vuc hanh vi t6 chifc m
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MODELING THE DETERMINANTS OF JOB SATISFACTION
IN THE TELESALES WORKFORCE
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ABSTRACT:

This study proposes a theoretical model identifying key factors that influence job satisfaction
among telesales employees. Drawing on established theories and prior empirical findings, the
model incorporates eight determinants expected to directly affect job satisfaction: job
characteristics, working environment, workplace relationships, income and benefits, training
and development, perceived fairness, leadership style, and work-life balance. Correspondingly,
eight hypotheses are formulated to explain variations in job satisfaction within telesales
settings. The proposed model offers a robust theoretical foundation for future empirical studies
and contributes to advancing research in organizational behavior, particularly in the rapidly
expanding telesales industry.

Keywords: research model, job satisfaction, telesales employees.
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