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TOM TAT:

Nghién citu dugc thuc hién nhim xem xét cdc y&u t6 4nh hudng d&€n hanh vi ban hang thich ing
(ABS - Adaptive Behavior Selling) cia nhin vién ban hang tai cic clra hang thdi trang trén dia ban
Ha Noi. Thong qua phan tich dinh lugng tir s6 liéu khdo sdt ctia 292 nhan vién ban hang tai céc clta
hang thdi trang trén dia ban Ha Noi dé kiém dinh thang do va md hinh nghién citu. K&t qua nghién
cifu cho thay 5 y&u t6 c6 anh hudng d&n ABS d6 1a trao quyén, kiém sodt, kién thic, k¥ ning va thai
dd. Trong d6, y&u t6 trao quyén c6 hé s6 tac dong manh nhat va y&u td ki€m sodt c6 hé sd tic dong

y&u nhit trong cdc y&u to tac dong.

Tu khda: ban hang, hanh vi ban hang thich tng, nhan vién ban hang.

1.Dit van dé

Nhan vién ban hang (NVBH) chinh Ia luc lugng
ban hang truc ti€p clia doanh nghiép. Pay 1a luc
lugng ti€p xdc, gip gd, dua ra tw van cho khich
hang vé ndi dung cda mdi sin phim, dich vu.
Thong qua NVBH khédch hang sé c6 nhitng Iya
chon sdng sudt cho quyét dinh clia minh va tim ra
dugc san phdm ung y nhat. Chinh vi vay, viéc
nghién cfu hanh vi ban hang cia NVBH nhim
niang cao va phat trién, hoan thién k§ ning béan
hangla vo cung quan trong.

Trong nghién ctu nay, tic gid xin dé xudt mo
hinh nghién cttu 5 y€u t6 4nh hudng dén ABS, trong
d6 c6 2 yéu t6 1a trao quyén va kiém soat thudc
nhém yé&u t§ clia doanh nghiép, va 3 yé&u 8 thudc
nhém ban thin NVBH: ki€n thiic, k§ ning va thdi do.
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2. Co'sé 1y thuyét

2.1. Bdn hang

Bén hang la hoat dong kinh t€ nhim ban dugc
hang héa clia nha sin xuat cho tit ci cdc ddi tugng
tieu dung khic nhau trong xa hdi. Tuy nhién do
céch ti€p can khac nhau, muc dich nghién cttu khic
nhau nén trong thuc t&€ ¢6 nhiéu quan niém khéc
nhau vé ban hang.

Theo James.M.Comer (2008), “Ban hang 1a mot
hoat ddng mang tinh ca nhan, trong d6 ngudi ban tim
hiéu, kham ph4, goi tao va dap ting nhitng nhu cau
hay u6c mudn clia ngudi mua nhim thdéa min quyén
1gi thda dang, 1au dai cta hai bén”. Con theo Philip
Kotler (2018), “Ban hang 1a mot hinh thdc gidi thi¢u
truic ti€p vé hang héa, dich vu thdng qua sy trao dai,
trd chuyén véi ngudi mua tiém niang d€ ban dugc
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hang”. John W.Ernest & Richard Ashmun (1973) lai
cho ring “Bé4n hang 12 ti€n trinh x4c dinh nhitng nhu
cAu v mong mudn clia nhitng ngudi mua tiém ning,
gidi thiéu vé& san phim theo mdt cach nao d6 khién
cho ngudi mua di d€n quyét dinh mua”.

Nhu vay, ta ¢6 thé hiéu ban hang 13 modt qua
trinh (mang tinh cd nhan) trong d6 ngudi ban tim
hi€u, khdm pha, gdi tao va ddp ng nhu ciu cla
ngudi mua d€ dap tng quyén 1di thda dang, 1au dai
cla ca hai bén.

2.2. Bdn hang thich iing (ABS)

Bén hang thich ting dudc xem nhu mot c4ch ti€p
cAn ban hang da dugc ghi nhan rt nhiéu trong cic
tai liéu vé ban hang. Chi&€n lugc ABS cho phép
NVBH diéu chinh phuong thitc, hanh vi bian hang
sao cho phit hdp véi nhu cAu va sd thich cla tirng
khich hang. N6i chung, nhitng NVBH tham gia vao
ABS c¢6 kha ning 4p dung mot bd quy tic ban hang
thong nhat. Thay vao dé, ho nhan thic ring nhitng
khich hang khic nhau c¢6 xu huéng ¢ nhitng nhu
cAu riéng biét, diéu nay thiic ddy ho diéu chinh va
c4 nhan héa quy tic ban hang d& théa min nhitng
nhu cau riéng biét cla khdch hang dé (Spiro va
Weitz, 1990). Hon nita, nhitng NVBH tham gia vao
ABS c¢6 xu huéng hiu nhu ciu va ky vong clia
khach hang trong bat ky tinh hudng nhat dinh nao
(Limbu va cong su, 2016). Ho cling c6 mong mudn
d4p tng nhu cau da dang ctia khich hang tiém ning

va cai thién sy tuong tac cia khach hang theo cdach
hiéu qua hon.

3. Phuong phap nghién citu

Ngudn dif liéu thit cdp dudc thu thap thong qua
sdch, bao, tap chi va cic dit liéu thong ké trén cic
trang thong tin cia cac thuong hiéu thdi trang.

D6i véi dit liéu sd cAp, nhém nghién citu tién
hanh diéu tra phdng vain NVBH tai mot s§ clra hing
thdi trang trén dia ban Ha Noi. Nghién cttu lya chon
nhitng thuong hiéu thdi trang dudc nhiéu ngudi biét
dén trén dia ban Ha Noi, nhim tim hiéu thyc trang
vé ABS. Déi tugng phdng van sé 1a cic NVBH lam
viéc tai c4c clra hang thdi trang, nhitng ngudi ti€p xtic
truc ti€p v6i khach hang nén s& nim bt dugc mong
mudn, nhu cAu ctia khach hang. Noi dung phdng vin
xoay quanh cdc vin dé lién quan dén ki€m sodt, trao
quyén, ky nédng, kién thifc, thai do, hanh vi, hiéu qua,
ning suit,... bdn hang ctia NVBH. Thoi gian tién
hanh diéu tra tir thang 9/2021 d&n thang 1/2022, do
tinh hinh dich bénh nén nhém nghién cttu két hgp
diéu tra phdng van truc ti€p va truc tuyén thong qua
phuong tién nhu thu dién t&, google form, zalo,
messenger. Tong s6 phi€u phat ra 450, thu dugc 310
phiéu, sau sang loc 292 phi€u hgp Ié.

D& kiém dinh gi4 thuyé&t vi mo hinh nghién ctu,
nhém da st dung thang do 5 mdc d6 Likert (1-hoan
toan khong ddng y dé€n 5- hoan toan dong y) d€ do
céc bi€n trong md hinh. (Bédng 1)

Bdng 1: Thang do

1. Kiém soét ban hang (KS)

KS1 Kiém soat doanh s& ban hang thic ddy NVBH thuc hién ABS

KS2 Kiém soéat su phan nan clia khach hang thic ddy NVBH thuc hién ABS

KS3 Ap dung quy trinh kiém soat ban hang thiic ddy NVBH thuc hién ABS

KS4 Xay dung van hda kiém soat thuc ddy NVBH thuc hién ABS

2. Trao quyén (TQ)

TQ1 Khi dugc tin tudng NVBH sé tich cuc thuc hién ABS

TQ2 hién ABS

Khi dugc cht dong ra quyét dinh lién quan tryc tiép dén cong viéc clia minh phu trach NVBH sé tich cuc thuc

TQ3 Khi dugc khyén khich sang tao va thuc hién cac y tudng NVBH sé tich cuc thuc hién ABS

TQ4 Khi dugc giao cac nhiém vu quan trong NVBH sé tich cuc thuc hién ABS
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3. Kién thic clia nhan vién ban hang (KT)

KT1 NVBH nam rd thong tin thy trudng sé thuc hién t6t ABS

KT2 NVBH biét dugc d6i thli canh tranh clia doanh nghiép sé thuc hién t6t ABS

KT3 NVBH phan biét dugc khach hang muc tiéu sé thuc hién t6t ABS

KT4 NVBH nam dugc sy khac biét trong s&n pham clia doanh nghiép sé thuc hién t6t ABS

KT5 NVBH nam dugc quy trinh ban hang sé tich cuc thuc hién ABS

KT6 NVBH nam dugc chién lugc ban hang theo dinh hudng khach hang sé tich cuc thuc hién ABS

4. Ky nang ban hang theo truc giac (KN)

KN1 NVBH hiéu dugc tinh hudng ban hang sé trién khai t6t ABS

KN2 NVBH hiéu dugc tam Iy khach hang sé trién khai t6t ABS

KN3 NVBH c6 kha nang lang nghe sé trién khai t6t ABS

5. Thai dd dong cam ctia nhan vién ban hang (TD)

TD1 NVBH nhén thiic dugc nhu cau clia khach hang sé thuc hién ABS t6t hon

TD2 NVBH khéng ngai thay déi sé thuic hién ABS t6t hon

TD3 NVBH mudn lam hai ldng kh&ch hang sé thuc hién ABS t6t hon

6. Hanh vi ban hang thich dng (HV)

HV1 NVBH biét &p dung nhiéu cach ti€p can khach hang khac nhau

HV2 NVBH nhan thiic dugc thudc tinh clia khach hang

HV3 NVBH biét linh hoat thay d&i hanh vi khi ti€p xuc véi khach hang

HV4 NVBH c6 kha nang dap (ng nhu cau da dang clia khach hang

Dit liéu sau khi thu thap vé dudc sang loc,
tdng hop va nhip vao biang Excel, ti€p d6 ding
phan mém SPSS d€ phan tich danh gid cdc y&u to
tdc dong.

4. K&t qua nghién cifu

4.1. Théng ké mé ta mau

Téng s6 mau nghién ctu trong nghién ciu 1a
292, trong d6 ty 1& ni chi€m 73,6% cao hon nam
26,4%; vé ltra tudi trai dai tr 18 dén 45 tudi, so
NVBH thudc nhém tdi da sd 1a 26 - 35 wdi
(43,1%); vé trinh dd hoc van c6 2 nhém NVBH c¢6
trinh dd hoc van gin biing nhau 30,8% va 31,8% la
nhoém cao dfmg va dai hoc; vi tri cong téc thi chi€m
phan 16n 12 NVBH tham gid phdng van véi ty 1&
gan 37%; con vé thdi gian lam viéc cia NVBH
tham gia phdng van tuong d6i ngin 1-3 nim
(45,0%) va 6 thang - 1 nim (26,6%). Bang 2
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4.2. Phén tich d¢ tin cdy va nhéan t6'khdm phd

Thuc hién ki€m dinh do tin cdy cta thang do
bing Cronbach’s alpha cho thdy, 4 bi€n quan sit
ctia bi€n ki€m sodt (KS), 4 bién quan sit cia bi€n
trao quyén (TQ), 6 bi€n quan sét clia bién ki€n
thitc (KT), 3 bi€n quan sit clia bi€n k§ ning
(KN), 3 bi€n quan sdt cda bi€n thdi do (TD), 4
bi&€n quan sdt ctia hanh vi (HV) déu c6 do tin cay
cao (I6n hon 0.6).

Sau khi thuc hién phan tich nhan t6 kham pha
(EFA) ¢6 két qua nhu Bang 3 va Bang 4, hé s0
KMO = 0.780 > 0.6 chitng minh két qui phan tich
EFA ddm bdo d6 tin cdy va viéc phan tich nay la
thich hgp. Gi4 tri Sig. = 0.0000 < 0.05 trong ki€m
dinh Battlet cho thiy két qua két qua phan tich ddm
bio dudc mic ¥ nghia thong ké 16n hon 95% va cic
bi&n quan sat c6 tuong quan vdi nhau trong tong thé.
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Bdng 2: Théng ké mé td méu

BAng 4 : K&t qud phén tich nhan t6 khém pha

Chi tiéu S6luong | TyIé% Component

Gisi | N 215 73.63% 1 2 3 4 5
tinh | Nam 77 26.37% KTS | 878

T 18-25 106 7 24.32% K2 | 817
ps | TU26-35tudi 126 43.15% KT6 | 868
W6 | Tu35-45106 60 20.55% K13 | 86

: KT1 | .800

Trén 45 tudi 35 11.99% o

Trung hoc phé théng 25 8.56% Tod o
TAnh Trung cép 77 26.37% T 316
d? hoc| Cao dang 93 31.85% TQ2 809
Y| paihoc 90 | 30.82% Q3 251

Sau dai hoc 7 2.40% KN3 904

CUia hang trudng 35 11.99% KN2 .887

Giam sat ban hang 27 9.25% KN1 812
Vigri | Nhanvién ban hang 107 36.64% KS2 897
oong | Thungan 48 16.44% Ks4 744
e Nhan vién cham so6c 47 16.10% KS1 137

khach hang KS3 729

Khéc 28 9.59% TD2 914
r | Bthang—1nam 69 26.63% E; Zj:
gian | 1-3nam 132 45.01% :
lam 1 3.5 nam 56 15.66% . ]
viéc S s 12.70% 4.2. Két qua hoi quy (Bcdng 5)

Bdng 3: Kiém dinh thang do va phan tich
nhén t6 khém pha

Yéu to Cronbachs alpha KMO
KS 0.786 0.718
TQ 0.911 0.801
KT 0.945 0.606
KN 0.927 0.758
D 0.899 0.702
HV 0.878 0.780

Thong qua cic kiém dinh gia thuyét nghién citu
cho thay, céc y&u t0: ki€n thic, k§ ning, thi do,
trao quyén va kiém sodt déu c6 dnh hudng ciing
chiéu véi téi ABS ctia NVBH. Mitc d6 4nh huéng
dugc thé hién qua phuong trinh hdi quy:

Hanhvi = 0.452*KienThuc

+ 0.544*TraoQuyen + 0.377*KyNang
+ 0.070*KiemSoat + 0.368* ThaiDo

Theo k&t qua hdi quy cho thay, cling nhém yé&u
td thudc vé doanh nghiép thi y&u to trao quyén lai
c6 su tdc dong 16n nhat (0.54) t6i ABS cia NVBH
con y&u t& ki€m sodt lai c6 sy tac dong thap nhat
(0.07). Bdi véi nhém cdc y&u to thudce vé ban than
NVBH thi y€u td kié€n thic (0.45) 1a y€u td cb
mic dnh hudng cao, ti€p d&n 1a k§ ning (0.377)
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BdAng 5: K&t qud héi quy

Mo hir Hésochuachudnhéa | Hésddachuanhoéa t o Théng ké da cong tuyén
B Std. Error Beta Tolerance VIF
(Hangsd) | -4.828E-17 027 .000 1.000
KienThuc 452 .028 452 16.425 .000 1.000 1.000
1 TraoQuyen 544 .028 544 19.751 .000 1.000 1.000
KyNang 377 .028 377 13.695 .000 1.000 1.000
KiemSoat .070 .028 .070 2.533 012 1.000 1.000
ThaiDo .368 .028 .368 13.359 .000 1.000 1.000
a. Dependent Variable: HanhVi (HV); R2= 0.783; R hiéu chinh=0.779; Sig. = 0.000

va cudi cuing 1a thdi do (0.368). K&t qud nay ciing
phén 4nh tuong d6i sat véi thuc t€ khi NVBH dudgc
trao quyén, chii dong trong cong viéc thi s& phat
huy dudc sy linh hoat, sdng tao trong cdng viéc,
ddng nghia véi viéc ho c6 thé thuc hién t6t ABS
ctia minh.

5.Kétluan

Bai viét da xay dung gid thuy&t vé cic yé&u t&
tdc dong dé€n ABS ctia NVBH, d6 1a cdc yéu to
trao quyén, kiém sodt, kién thiic, k¥ ndng, thai do.
Vi phuong phdp nghién cttu dinh lugng, dua trén
mau nghién cdu gébm 292 quan sit, cic két qué

ki€m dinh thang do, ki€ém dinh nhan t& bao gdbm
KMO, Battlet c6 gid tri tin cdy. K&t qué phan tich
nhin t& khdm phd cdc bi€n doc 1ap va bién phu
thudc ¢ su hoi tu cao nhu khédi niém cia cdc thang
do trong md hinh nghién cttu. Cung vdi phan tich
hdi quy, nghién cttu di cho thay sy’ phit hgp ctia mod
hinh 1y thuyét véi dit liu thuc tién. T két qua
nghién cttu trén sé 1a gdi m§ d€ cic nha quén tri
ban hang c6 nhitng dinh huéng trong hudn luyén,
dao tao, xay dung chinh sich tao dong luc dé thic
ddy ABS clia NVBH tai cdc clia hang thdi trang
trén dia ban Ha Noi ®
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ABSTRACT:

This study was conducted to examine the factors affecting the adaptive behavior selling (ABS)
of sales staff of fashion stores in Hanoi. The scale and research model were verified by
quantitatively analyzing survey data of 292 sales staff of fashion stores in Hanoi. The study’s
results show that there are five factors affecting the ABS of sales staff including empowerment,
control, knowledge, skills and attitude. In which, the empowering is the most influential factor
while the control has the weakest impact among the influencing factors.

Keywords: sales, adaptive behavior selling, salesperson.
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