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TUKHOA TOM TAT
Phuong tién truyén thong Bai viét nay nghién ciru téc dong ciia viéc dp dung phwong tién truyén thong xa héi ciia
xa hoi, nhdn vién ban hang dén hiéu qua thu hit khach hang tai Thanh phé Ho Chi Minh bang

Hiéu qua thu hut khach hang, phwong phdp phdn tich nhin t6 kham phd. Nghién civu tdp trung vdo phdn tich s tac
Nhan vién ban hang. ddng ciia viéc dp dung phuwong tién truyén thong xd héi ciia nhdn vién ban hang toi hiéu
qud thu hut khdch hang tai Thanh phé Ho6 Chi Minh, tir d6 dé xudt cdc kién nghi nham
gia tang hiéu qud thu hit khdch hang cho cdc doanh nghiép. S6 liéu trong nghién ciru
dige thu thip tir két qua khao sat ciia 237 c¢d nhdn dén tir cdc logi hinh doanh nghiép
tai TPHCM. Két qua nghién ciru cho thdy viéc dp dung phirong tién truyén théng xd héi
cia nhdn vién ban hang cé tac dong tich cuc dén hiéu qud thu hit khach hang cia doanh
nghiép. Ngodi ra, két qua nghién ciru cho thay rang hiéu qud thu hiit khach hang con bi
anh huong boi dai dich COVID-19, cac dinh huéng ban hang, hop tdac da kénh, ky nang
quan ly thoi gian, kinh nghiém ban hang va thai do sw dung CRM.

1. Giéi thigu

Trong nhitng nim gan day, cing véi sy phat trién
cua cudc cach mang cong nghlep lan thtr tu, cuoc
cach mang k§ thuat s6 1a xu the tat yeu vala yeu cau
cap thiét trén pham vi toan cau, dbi voi mdi quoc
gia vOoi moi nganh nghé linh vyc hoat dong. Cudc
cach mang k¥ thuat sb da c6 tac dong to 16n dén qua
trinh va hanh vi mua hang ciia khach hang. Cac nén
tang thuong mai dién tir da thay d6i bdi canh ban 1é
nho su tién bo cua Internet va cong nghé k§ thuat
s6 (Vinerean & cong su, 2022). Trong d6, truyén
thong xa hoi 1a mot cong cy manh mé dé tiép can va

tuong tac v6i khach hang tiém ning, xay dung uy
tin thuong hiéu va ting doanh sd ban hang. Phuong
tién truyén thong xa hoi co thé tao diéu kién thuén
lgi mot cach hi€u qua cho cac tuong tac va tuong tac
xa hoi bang cach tao va phd bién ndi dung do ngudi
dung tao (Agnihotri & cong sy 2012; Bill & cong
su, 2020). Qua do6, nd c6 thé cung cap mot cong cu
giup don gian h(')a nd lyc két néi v6i khach ha‘mg tiém
nang Va cung cap kha  ndng tiép can thong tin tot hon,
bao gém tim hiéu vé khach hang tiém ning va ca
nhan hoa cac lién hé ban dau (Rodriguez & cong su,
2012). Truyén théng xa hoi c6 mot anh huong rat 1on
dén viéc ban hang, dic biét 1a trong bdi canh cong
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nghé s6 ngay cang phat trién va thay d6i. Hau hét cac
nha nghién ctru va doanh nghiép déu nhan thiy vai
trd quan trong cua truyén thong xa hoi déi véi kinh
doanh truc tuyén va ho da sir dung trong cac hoat
dong kinh doanh ctia minh.

Két qua nghién ctru hanh vi ban hang trude day
déu dong tinh vé cac anh hudng tich cuc cua viée ing
dung truyén théng xi hoi cua nhan vién ban hang
t61 nhan thuc cua khach hang nhu sy hai long cua
khach hang (Marshall & cong su, 2012). Tuy nhién,
cic nghién ciru trude van chua di sau phan tich 1o
rang vé tac dong cua viéc ap dung phuong tién truyén
thong xa hoi dbi véi cac két qua hoat dong khac nhu
doanh s6, thu hit va duy tri 1ong trung thanh cta
khach hang. Hau hét cac nghién ctru thuc nghiém déu
danh gia tac dong ctia phuong tién truyén thong xa
hoi bang cach sir dung thang do hiéu sudt va cac chi
s6 hiéu suat da dang, diéu nély gay kho khan cho viéc
suy ra nhitng tic dong cu thé (Ancillai & cong su,
2019). Mac du Vay, cho dén nay cac nghién ctru vé tac
dong cua truyén thong xa hoi ddi v6i khach hang va
doanh nghiép tai Viét Nam van con kha han ché. Pac
biét nghién ciru vé sy anh hudéng cia truyén théng
xa hoi téi hidu qua hoat dong kinh doanh tryc tuyén
thi chua c6 tién 16 tai Viét Nam (Nguyén Tran Hung
& Vii Thi Thuy Hang, 2019). Viéc nghién ctru su tac
dong cua viée ap dung phuong tién truyén thong xa
hoi ctia ngudi ban hang dén hiéu qua ban hang chua
duogc thyc hién tai Viét Nam. Vi vay, bai viét nay
nghién ctu sy tac dong cua viéc ap dung phuong
tién truyén thong xa hoi ciia ngudi ban hang dén hiéu
qua thu hut khach hang tai TRHCM. Chung t6i tién
hanh khao sat 250 nguoi ban hang tai TP.HCM va
sit dung phuong phap phan tich nhan t6 kham pha
dé phan tich dit liéu va mo hinh nghién ctru. Két qua
nghién ctru cho thay ngudi ban hang biét st dung
phuong tién truyén thong xa hoi, dac biét trong dai
dich COVID-19, thi két qua thu hut khach hang ting
1én nho giam dwoc chi phi, thoi gian tiép can va chim
soc khach hang. Ho ciing biét cach dinh hudng khach
hang hi€u qua va hop tac da kénh thong qua phuong
tién truyén thong xa hoi.

2. Tong quan tai liu
2.1. Cac khdi niém lién quan
Thuat ngit truyén thong xa hoi (social media) va

ap dung truyén thong xa hoi (social media adoption)
la cac thuat ngir dugc nhac dén rat nhicu trong nhiing
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nim qua. Vay, truyén théng xa hoi 1a gi va viéc ap
dung n6 dugc hiéu nhur thé nao? Déi véi truyén thong
xa hoi, Kaplan va Haenlein (2010) cho ring truyén
thong xa héi 1a nhitng Gng dung Internet xay dung
trén nén tang cong nghé va y tudng cua web 2.0, tao
diéu kién cho viéc kién tao va trao ddi thong tin cia
nguoi dnng O Viét nam thi Bo Thong Tin va Truyén
thong cho rang truyén thong x4 hoi 14 hé thong thong
tin cung cap cho cong dong nguoi su dung mang cac
dich vu luu trit, cung cdp, sir dung, tim kiém, chia sé
va trao doi thong tin voi nhau, bao g6m dich vu tao
trang thong tin dién tir c4 nhan, dién dan (forum), tro
chuyén (chat) truc tuyén, chia sé 4m thanh, hinh anh
va cac hinh thirc dich vu tuong ty khac. Két hop cac
nghién ctru ndy va cin cr vao thyc tién nghién ctru,
bai viét nay cho rang truyén thong x3 hoi la cac cong
nghé théng qua mang Internet trén cac thiét bi truy
cap Internet ma tuong tac tao diéu kién cho viéc tao
va chia sé thong tin, ¥ tudng va cac hinh thirc thé hién
khac théng qua cac cong dong trén mang Internet.

D6i véi viée ap dung truyén thong xa hoi trong
ban hang, cac nghién ctru trudc nhu Appel va cong
su (2020), Agnihotri va cong su (2012) cho ring viéc
ap dung truyén thong xi hoi cua ngudi ban hang
1a mirc d6 ma nhén vién ban hang két hop phuong
tién truyén thong xa hoi vao cac hoat dong lién quan
dén quy trinh ban hang cta ho. N6 duoc xem 1a mot
cong nghé ban hang hd tro ngudi ban hang thuc hién
cong viéc ctia ho. Nhur véy, ap dung truyén thong xa
hoi trong ban hang ciia ngudi ban hang dugc hiéu la
ngudi ban hang sir dung phuong tién truyén thong xa
ho6i nhu mot cong nghé hd trg dé ban hang, tao diéu
kién thuan 1gi cho hoat dong lién quan dén quy trinh
ban hang nhu cung cip thong tin, giam sat thoi gian
thuc hién, khai thac dir liéu dé ban hang mot cach
hiéu qua nhat.

2.2. Cic nghién citu truwée vé sw tic dpng ciia vige dp
dung phuwong ti¢n truyén thong xa hgi ciia ngwoi ban
hang Ién hiéu qua thu hut khdach hang

Cudc cach mang cong nghé 4.0 va su phat trién
ctia tri tué nhan tao da lam thay déi tu duy, suy nghi
va cach lam viéc ctia moi ngudi. Cong nghé da ho trg
chung ta xtr Iy cac van dé nhanh hon, chinh x4c hon
va hiéu qua hon nhiéu, gitp tiét kiém thoi gian va chi
phi, dan dén hiéu qua cao hon. Cong nghé tac dong
hau hét toan bo cac hoat dong cua ching ta nhung
bai viét nay tap trung nghién ctru su tac dong cia
cong nghé dén viéc ban hang. Véan dé nay tuy rit moi
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Nguon: Schendzielars va cong su (2022)

mé nhung ciing c6 kha nhiéu nghién ctru. Céc vi du
dién hinh nhu Agnihotri va cong su (2012), Groza
va cong su (2012), Rodriguez va Peterson (2016),
Schendzielars va cong su (2022).

Phan 16n cac nghién ctru cho rang ap dung phuong
tién truyén thong xa hoi cai thién dugc hi€u qua thu
hut khach hang. Agnihotri va cac cong su (2012) dua
ra mot khung 1y thuyét giai thich cac co ché thong
qua d6 viéc sir dung phuong tién truyén thong xa hoi
cua nhan vién ban hang hoat dong dé tao ra gia tri
cho khéach hang va nhan vién ban hang. Viéc sir dung
phuong tién truyén thong xa hoi c6 tac dong tich cuc
dang ké dén hiéu suit tong thé cua lyc luong ban
hang, dugc kiém duyét tich cuc boi hi€u qua cua viéc
dao tao nhan vién ban hang tong thé (Groza & cong
su, 2012). Rodriguez va cong su (2012) cho réng
phuong tién truyén thong xa hoi ¢ vai trd quan trong
trong viéc cai thién quy trinh ban hang. Rodriguez va
Peterson (2016) két luan riang sir dung phuong tién
truyén thong xa hdi cai thién hiéu suét dua trén mdi
quan hé. Viéc sir dung phuong tién truyén thong xa
héi cua nhan vién ban hang gitp ting cuong hanh
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vi cia nhan vién ban hang, ma cu thé 1a giao tiép
thong tin san pham va hanh vi thich tmg, do d6 hiéu
suét tang 1én. Pong thoi dao tao nguoi dung da kiém
duyét tich cuc nhitng hiéu ung nay (Ogilvie & cong
su, 2018). Viéc nhan vién ban hang st dung phuong
tién truyén thong xa hoi tac dong tich cuc dén hiéu
suat ban hang (Guenzi & Nijssen, 2020).

Céc nghién ciru gan day ciing cho thay vai tro
quan trong cia phuong tién truyén thong xi hoi
dbi voi viec ban hang. Shaozhi (2020) nghién ciru
viéc ap dung phuong tlen truyen thong xa hdi trong
marketing dé chi ra rang y kién trén mang xi hoi
anh huong dén hanh vi tidu dung théng qua viéc tao
thong tin tin cdy va mdi quan hé xa hoi. Aid va céac
cong sy (2020) nghién cuu viéc st dung phu'ong tién
truyén thong xa hoi trong Vlec xuat khau hang hoa
ra nudc ngoai. Ho két luan rang viéc 4p dung nay
gitip thu hut nhidu khach hang qudc té thong qua viéc
nang cao chat lugng giao dich kinh doanh qudc té
nhu hiéu biét dugc quan diém va so thich cua khach
hang, nhan biét thuong hiéu va kién thuc canh tranh
qudc té. Arora va Agarwal (2020) chi ra rang phuong



tién truyén thong xa hoi quang cdo san phidm hiéu
qua nho lam 16 dugc vai tro cta thong tin, giai tri, su
tin twong va cac hinh thirc khuyén mua. Cheung va
cong sy (2020) nghién ctru vai tro cua phuong tién
truyén thong xa hoi ¢ Trung Québc Pai Luc va Hong
Kong cho rang phuong tién truyén thong xa hoi lam
gia ting nhu ciu mua hang cua cac khach hang ¢ hai
khu vuc nay. Mazurek-Lopacinska va Sobocinska
(2021) két luan rang doanh nghiép c6 thé xay dung
hinh anh, gia ting nhan biét thuong hiéu va tir d6 gia
tang viéc ban hang thong qua viéc st dung phuong
tién truyén thong xa hoi. Jamil va cac cong sur (2022)
chi ra rang phuong tién truyén thong xa hoi dugc sir
dung dé thyc hién hoat dong marketing cho doanh
nghiép rat hiéu qua trong viéc thu hut khach hang
tiém ning. Tuy nhién, viéc ap dung nay ciing co thé
c6 ca tac dong tich cuc 1an tiéu cuc. Vi dy, nghién
ctru cta Schendzielarz va cong su (2022) cho rang
viéc ap dung phuong tién truyén thong xa hoi cia
nhan vién ban hang c6 thé lam ting dang ké hiéu suat
thu hat khach hang néu nhan vién ban hang thé hién
dinh hudng khach hang cao, trong khi hi€u ung nay
tham chi c6 thé tiéu cuc néu nhan vién ban hang nhén
manh dinh huéng hiéu suit qua manh két hop voi
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mirc thu nhap bién ddi theo doanh s6 cao.

Céc nghién ctru trong nude thi hau hét tap trung
vao nghién ciru vai trd cua truyén thong xa hoi dbi
v6i hoat dong ctia doanh nghiép. Nguyén Tran Hung
va Vii Thi Thay Hang (2019) cho ring viéc st dung
phuong tién truyén thong xa hoi ¢6 vai tro rat quan
trong ddi voi hi€éu quéa hoat dong kinh doanh tryc
tuyén ciia cic doanh nghiép. Lé Thi Tuyét Thanh
va cong sy (2021) nghién ciru tac dong cua digital
marketing dén hiéu qua kinh doanh cua cé thé kinh
doanh tai TP. HCM két luan rang truyén thong mang
x3 hoi 1a yéu tb cuc ky quan trong dén hiéu qua kinh
doanh cua ca thé kinh doanh. Tran Khanh (2023) chi
ra rang truyén thong xa hoi da trd thanh mot cong
cu quang cao mdi va la phuong tién quang cao hiéu
qua. Pidu nay gitip cac doanh nghiép ting doanh thu
ban hang va duy tri dugc long trung thanh cta cac
khach hang. Tran Thi Hoa va Ngb Hong Uyén (2023)
két ludn rang cac doanh nghiép vira va nho co thé st
dung phuong tién truyén thong xa hoi dé thuc hién
chién lugc marketing s6 nham gitip giam chi phi,
tang hiéu qua tiép can cong ching, va cai thién viéc
ban hang ctia cac doanh nghiép.

Bang 1. Mé ta miu nghién ciru dwoc phan bo

TT Tén quan Dan s Ty & Mau phén bd
1 Quan 2 168.680 2,37% 6
2 Phu nhuén 182.477 2,56% 6
3 Quan 5 187.510 2,63% 7
4 Quan 3 196.433 2,76% 7
5 Quan 4 203.060 2,85% 7
6 Quan 1 205.180 2,88% 7
7 Quan 6 258.945 3,64% 9
8 Quan 7 324.620 4,56% 11
9 Quan 11 332.536 4,67% 12
10 Quén 10 372.450 5,23% 13
11 Quan 9 397.000 5,58% 14
12 Quén 8 451.290 6,34% 16
13 Téan Phu 464.493 6,53% 16
14 Tén Binh 470.350 6,61% 17
15 Binh Thanh 490.618 6,89% 17
16 Quan 12 520.175 7.31% 18
17 Thu buc 524.670 7.37% 18
18 Go Viép 663.313 9,32% 23
19 Binh Tan 702.650 9,87% 25

Téng cong 7.116.450 100% 250

Nguon: Peter Hoang (2021) va tdc gid phan bé
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Bang 2. Nhan khiu hoc

Bién Dic diém Tan suét Ty 18 (%)
Giéi tinh Nam 121 51.05%
tortin Nit 116 48.95%
Dudi 30 53 22.36%

30-39 72 30.38%

Tubi 40-49 85 35.86%
50-59 23 9.70%

Trén 60 4 1.69%

Dudi dai hoc 17 7.17%

Trinh d6 hoc van Pai hoc 117 49.37%
Sau dai hoc 103 43.46%

Nha nuée 59 24.89%

Tu nhén 32 13.50%

Loai hinh doanh nghigp Cb phan 60 25.32%
TNHH 52 21.29%

Khéc 34 14.35%

Du6i 5 ndm 115 48.52%

Kinh nghiém ban hang 5ndm - 15 nam 89 37.92%
Trén 15 nam 33 13.92%

Lanh dao don vi 46 19.41%

Vi tri lam viée Lanh dao khac 100 42.19%
Nhan vién 91 38.40%

3. S6 liéu va phwong phap nghién ciru
3.1. Dit liéu nghién ciru

Dé co dir liéu nghién ciru, chung toi tién hanh
cudc khao sat nhitng nguoi ban hang tai dia ban
TP.HCM tir ngay 01 thang 11 nam 2023 dén ngay
15 thang 11 nam 2023. Bang cau hoi khao sat dugc
thiét ké dya trén mé hinh nghién ctru va tham khao
cac nghién ciru trude nhu Habel va cong su (2021),
Schendzielars va cong su (2022). Chung t6i thuc hién
phong van so bo 50 ngucn ban hang va 05 giang vién
c6 trinh d¢ hiéu biét vé phuong tién truyén thong xa
hoi dé hoan thién céc thang do va cac cau hoi khao
sat. Sau d6 chung toi tién hanh khao sat 250 nguoi
ban hang tai TR.HCM c6 st dung phuong tién truyén
thong xa hgi thong qua Zalo va Facebook. Google
Forms dugc sir dung dé phong van. Mau duoc ching
t6i phan bd dya vao ty 1& dan s6 cac quin nhu bang 1.
Tuy nhién, viéc 14y mau mdi quén theo phuong phap
ldy mau thuan tién. Két qua thu vé 245 phiéu phan
hoi tuy nhién chung t6i nhan dwoc 237 phiéu tra 16
hop 18 va dap tmg yéu cau.

Két qua khao sat cho thdy mau nghién ctru dam
bao tinh khoa hoc, tinh dai dién vi ty 1¢ nam nir tuong
dbi bang nhau (nam chiém 51.05% va nit chiém
48.95%). Bang 2 cho thay rang doi ngi nhan su ban
hang thuong 1a tré tudi (ngudi co do tudi dudi 50
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chiém 88.61%) vi ho c6 sirc khoe tét, tinh than lam
viée cao, c6 khat khao thanh cong 16n. Doi ngili ban
hang nay thuong la ngudi c6 trinh d6 dai hoc va sau
dai hoc (dai hoc chiém 49.37% va sau dai hoc chiém
43.46%). Ho ciing 1am viéc chii yéu tir cac cong ty
nha nuéc (24.89%), cong ty cd phan (25.32%) va
doanh nghiép trach nhiém hitu han (21.29%). Phan
16n trong s6 ho ¢ kinh nghiém ban hang dudi 05
nam (chiém 48.52%), kinh nghiém ban hang tir 05
nam dén 15 nam chiém 37.92%, kinh nghiém ban
hang trén 15 nim it hon nhiéu, 13.92%. Phan 16n
ho 1a lanh dao c?ip trién khai, thuc hién cong viéc tu
truong phong tré xudng (chiém 42.19%). Lanh dao
don vi chiém 19.41% va nhan vién chiém 38.40%.

3.2. Phuwong phdp nghién cvu

Dua vao mo6 hinh cia Schendzielarz va cong su
(2022), nghién cuu nay xay dung mo hinh nghién
ctru nhu sau.

YI=p0+ BISMAI+ B2COI + B3POI + B4LTOI +
BSCRMI + B6MCCI + B7TMSI + BSCOVIDI + &I

Trong d6: Y 1a bién phu thudc, do lwdng hiéu qua
thu hut khach hang. Cac bién doc 1ap duogc giai thich
nhu sau: SMA 1a bién “Ap dung phuong tién truyén
thong x4 hoi”. CO 14 bién “Pinh huéng khach hang”.
PO 1a bién “Dinh hudng hiéu qua khach hang”. LTO
1a bién “Pinh huéng khach hang dai han”. CRM la



bién “Thai do sir dung CRM”. MCC 1a bién “Hop tac
da kénh”. TMS 1a bién “K¥ ning quén 1y thoi gian”.
COVID la bién “Anh huéng ciia COVID-19”. €I 1a
sai s6 thong ké. Cac thang do céc bién phu thude va
ddc lap dugc trinh bay trong bang 3.
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Nghién curu nay sir dung phuong phép phan tich
cac nhan t6 kham pha (EFA) va st dung mé hinh hoi
quy OLS dé wdc lugng cac bién trong mé hinh. SPSS
25 dugc sir dung dé phan tich dir liéu trong nghién
ciru ndy.

Bang 3. D¢ tin ciy cua cac thang do

Ky hiéu Tén bién Cronbach’s Alpha  Hg sb twong quan bién tong Cronbach’s alpha néu loai bién
SMA Ap dung phuong tién truyén théng xa hoi 0.797
SMA1 0.740 0.626
SMA2 0.685 0.699
SMA3 0.553 0.862
CO Dinh hudng khach hang 0.897
Col 0.754 0.892
CcO2 0.847 0.809
Cco3 0.793 0.856
PO Dinh hudng hiéu qua ban hang 0.826
POl 0.741 0.709
PO2 0.788 0.659
PO3 0.553 0.910
LTO Dinh hudng khach hang dai han 0.953
LTO1 0.890 0.940
LTO2 0.926 0.913
LTO3 0.888 0.940
CRM Thai d6 stir dung CRM 0.961
CRM1 0.881 0.968
CRM2 0.930 0.933
CRM3 0.940 0.925
MCC Hop tac da kénh 0.944
MCC1 0.891 0.911
MCC2 0.886 0.916
MCC3 0.873 0.925
T™MS K§¥ nang quan ly thoi gian 0.818
TMSI1 0.607 0.853
TMS2 0.718 0.719
TMS3 0.733 0.694
COVID Anh huéng cua COVID-19 0.934
COVIDI 0.800 0.927
COVID 2 0.809 0.924
COVID 3 0.905 0.893
COVID 4 0.861 0.907
CAP Hiéu qua thu hat khach hang 0.949
CAP1 0.776 0.950
CAP2 0.920 0.925
CAP3 0.907 0.928
CAP4 0.867 0.935
CAPS5 0.827 0.942
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Bang 4. Két qua phan tich hdi quy bdi

Hé s6 hdi quy chuén hoa (B) Hé s6 phong dai phuong sai (VIF)

Tén bién CAP (Mo hinh 1) TNCPS (M& hinh 2) CAP TNCPS
Ap dung phuong tién truyén thong xa hoi 0.076 (0.187) 0.155%(0.070) 1.822 1.822
Pinh hudng khach hang 0.013 (0.832) -0.067 (0.478) 2.230 2.230
DPinh hudng hiéu qua ban hang 0.065 (0.252) -0.142%* (0.095) 1.794 1.794
DPinh hudng khach hang dai han -0.165%* (0.012) -0.077 (0.429) 2.395 2.395
Thai d9 st dung CRM -0.052 (0.383) 0.161* (0.071) 1.979 1.979
Hop tac da kénh 0.464*** (0.000) 0.055 (0.606) 2.875 2.875
K¥ nang quan ly thoi gian 0.161%*(0.012) 0.013 (0.893) 2.243 2.243
Anh huéng caa COVID-19 0.308***(0.000) 0.073 (0.411) 1.960 1.960
Gidi tinh -0.025 (0.574) -0.029 (0.657) 1.090 1.090
Kinh nghiém ban hang -0.028 (0.518) 0.150%**(0.022) 1.058 1.058
Trinh d6 hoc vén -0.030 (0.486) -0.068 (0.289) 1.027 1.027
R? 0.597 0.101

Durbin-Watson (d) 1.911 1.785

F-statistic 30.349(0.000) 2.287(0.011)

KMO 0.933

Bartlett’s Test 8638.607(0.000)

Sb quan sat (Number of observations) 237 237

Ghi chii: CAP: Hiéu qua thu hut khach hang

NCPS: S6 khdch hang chuyén doi

4. Két qua nghién ctru - Théo luin

Bang 3 cho thiy d¢ tin cdy cua cac thang do dap
{mg yéu cau vi Cronbach’s alpha déu 16n hon 0.6 va
hé s6 twong quan bién tong 16n hon 0.3. Két qua nay
dap g yéu cau ctia Nunally va Berstein (1994). Mic
khéc, két qua phan tich & bang 4 ciing cho thay hé sd
KMO bang 0.933 16n hon 0.5 va kiém dinh Bartlett
cO h¢ sOp (Slg =0.000) nho hon 0.05. Diéu nay cho
thdy cac bién quan sat déu co6 mbi tuong quan véi
nhau trong tong thé. Nhu vay, ket qua nay hoan toan
tin cdy va dap g cac yéu cau vé mat thong ké.

Béng 4 cho thdy két qua hoi quy ctia mo hinh hoi
quy boi nhur sau: Hé s F-test dao dong tir 2.287 dén
30.349 véi cac gia tri p nhé hon 0.05. Didu nay cho
thiy mo hinh hdi quy boi ndy co ¥ nghia thong ké.
Gié tri R2 nam trong khoang 0.101 va 0.597, dap tmg
yéu cau ctia mo hinh. Hé s6 Durbin-Watson dao dong
tir 1.785 dén 1.911, thé hién khong c6 hién twong tu
tuong quan. Gia tri trung binh ctia Hé s6 phong dai
phuong sai (Mean VIF) nhé hon 5, cho thiy khong
c6 hién tuong da cong tuyén. Vi vay, két qua hdi quy
ctia md hinh nay 14 tin cay va dugc sir dung dé phan
tich nghién clru nay.

Két qua hoi quy & bang 4 cho thdy ring ca mo
hinh 1 va mé hinh 2 déu c6 04 bién c6 y nghia thong
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ké trong s6 11 bién. M6 hinh 1 sir dung bién hiéu qua
thu hat khach hang tir cac thang do dinh tinh trong khi
d6 md hinh 2 st dung hi¢u qua thu hut khach hang
bang thang do dinh lugng, s6 khach hang chuyén doi
sang cong ty minh tir d6i thii canh tranh.

Bién “Ap dung phuong tién truyén thong xa
hoi trong ban hang” c¢6 y nghia thong ké (B =0.155,
p=0.070) & mutrc do tm cdy 93% va mang dau duong.
Diéu nay ndi l1én rang viéc ap dung phuong tién
truyén thong xa hoi trong ban hang s& mang lai higu
qua ban hang cao hon khong ap dung 6 cac cong ty tai
TP.HCM. Mang xa hoi ¢ thé gitp nguoi dung chia
s¢ thong tin vé mua ban hang, cac thong tin v¢ san
pharn va gia ca, doi tin cay, hinh thic thanh toan, cac
ché d6 khuyén mai, ... Doanh nghiép str dung mang
xa hoi dé chia sé san pham va dich vu dén khach hang
mot cach dé dang va hiéu qua. Mang xa hoi 1a mot
cong cu cuc ky hiéu qua trong chién luge marketing
ctia doanh nghiép (Lé Thi Tuyét Thanh & cong su,
2021). Viéc ap dung phuong tién truyén thong xa hoi
giup nhiing nguoi ban hang gia tdng hi¢u qua nho
biét dinh huéng khach hang va dinh huéng hi¢u qua
ban hang (Schendzielarz & cong su, 2022).

Két qua nghién ciru cling cho thay dai dich
COVD-19 tuy tan pha nén kinh té thé giéi, trong d6
c6 Viét Nam no6i chung va TP.HCM noi riéng, nhung



lai tao ra cach tu duy va suy nghi méi trong viéc ban
hang. COVID-19 1am thay d6i hanh vi ban hang va
mua hang. Bang 4 cho thdy hé s6 hdi quy ¢6 ¥ nghia
thong ké (B =0.308, p=0.000) ¢ mirc do t1n cay 99%
va mang dau ducmg Diéu nay chi ra rang dai dich
COVID-19 khuyén khich gia tang hiéu qua thu hat
khach hang. Diéu nay phan anh thyc té & TP. HCM
rang ngudi dan thuong wu tién Iya chon di cho truyén
thong, trung tim thwong mai, siéu thi, sau d6 dén ctra
hang tién loi dé mua hang trude dai dich COVID-19.
Tuy nhién, sau dai dich, ngudi dan thanh phd wu tién
lya chon mua hang online qua cac nén ting thuong
mai dién tir nhu Shopee, Facebook, Tiki,... Khach
hang sir dung mang xa hoi nhiéu hon trugc dé mua
hang. Nhu vay, viéc ban hang thong qua phuong tién
truyén thong xa hoi 14 tat yéu va gitip ngudi ban hang
c6 thé gia ting hiéu qua ban hang mot cach nhanh
chong trong va sau dai dich COVID-19.

Hé sb hdi quy cua bién “Hop tic da kénh”
(B=0.464, p=0.000), “K¥ nang quan ly thoi gian”
(B=0.161, p=0.012), “Kinh nghiém ban hang”
(B=0.150, p=0.022), “Thai do0 su dung CRM”

(B=0.161 ,p=0.071)cdy nghla thong ké va mang dau
dwong. Diéu nay noi 1én rang ngudi ban hang biét
hop tac nhiéu kénh ban hang, c6 kj ning va kinh
nghiém ban hang ciing nhu biét st dung CRM dé
cham soc khach hang t6t thi s& ban hang dugc nhiéu
hon. Tuy nhién, viéc dinh huéng khach hang dai han
(B=-0.165, p=0.012) va dinh hudéng hi€u qua ban
hang (B=-0.142, p=0.095) c6 y nghia thong ké nhung
mang dau 4m, cho thiy nguoi ban hang s& khong dat
duogc hi€u qua thu hat khach hang khi tap trung qua
mirc vao cong tac dinh hudng khach hang. Diéu nay
phan 4anh thyc té rang nguoi mua hang & TP.HCM
khong miy quan tim dén viéc dinh hudéng dai han
ctiia nguoi ban hang. Nguoi ban hang qua tép trung
vao viéc su thanh cong ciia minh trong cong tac ban
hang c6 thé c¢6 tac dung nguoc lai két qua ban hang.
Két qua nghién ctru nay phi hop voi két qua nghién
clru cua Schendzielarz va cac cong su (2022).

5. Két luan va Kkién nghi
5.1. Két lugn

Bai nay nghién ctru sy tac dong cta viéc ap dung
phuong tién truyén théng xa hoi ctia nguoi ban hang
1én hiéu qua thu hat khach hang tai TPHCM bang
viéc sir dung phuong phap phan tich nhan t6 kham
pha cho bd dir liéu 237 quan sat liy tir cudc khao
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sat dugc thuc hién tor ngay 01 thang 11 nam 2023
dén ngay 15 thang 11 nim 2023 dbi v6i nguoi ban
hang c6 st dung phuong tién truyén thong xa hoi.
Két qua nghién ctru cho thy hiéu qua thu hut khach
hang ctia nguoi ban hang phu thudc vao viéc ap dung
phuong tién truyén thong xa hoi, dai dich COVID-
19, dinh hudéng hiéu qua ban hang, dinh hudéng khach
hang dai han, thai d6 sir dung CRM, hop tac da kénh
ban hang, k¥ nang quén 1y thoi gian va kinh nghiém
ban hang. Dé gia ting hiéu qua thu hut khach hang,
ngudi ban hang can gia ting sir dung phuong tién
truyén thong xa hoi, hop tic nhiéu kénh phan phdi,
tich cuc sir dung CRM dé cham soc khach hang, va
trau doi kinh nghiém ban hang. Pong thoi nguoi ban
hang ciing phai cin bang dinh huéng dai han va dinh
hudéng hiéu qua khach hang véi hi¢u qua thu huat
khach hang.

5.2. Kién nghi

Tir két qua nghién ctru trén, ngudi ban hang nén
thyc hién cac kién nghi sau nham gia ting hiéu qua
ban hang trong thoi gian téi. Thir nhat, nguoi ban
hang nén xem phuong tién truyén thong xa hoi 1a mot
cong cu marketing, cong cu ban hang hi€u qua vi né
la mot cong cu hiru ich cho cong tac cham s6c¢ khach
hang, duy tri cac khach hang trung thanh, dong thoi né
12 mot cong cu dé gia ting khach hang méi mot cach
nhanh chéng véi chi phi thip va dé thyc hién. Cac
doanh nghiép can tap trung dua thong tin san phim
hap dan, gia ting chit lugng cham soc khach hang
bang cach tra 10i cac thic mic cta khach hang thong
qua cac phan mém chim soc khach hang, tmg dung
cong nghé nhu Al Tao va chia sé vé ndi dung chat
luong, xdy dung cong dong khach hang trung thanh
dé khai thac strc manh ciia cong dong va tan dung tri
tu€ cua ho, str dung cac video ngfm va livestream cO
chat luong va hip dan dé quang ba san pham/dich vy
trén phuong tién truyén thong xa hoi, gia ting su trai
nghiém cua khach hang trén céac trang mang xa hoi
nham tao sy tin cay va uy tin voi khach hang tiém
ning. Thir hai, gia ting sir dung phan mém chim
soc khach hang nhu CRM nham phan hoi nhanh cac
thic mac cuia khach hang dong thoi giai quyét nhanh
nhitng van dé ctia khach hang, 1am cho khach hang
hai 1ong. Thir ba, ngudi ban hang phai biét két hop
nhiéu kénh phéan phéi ban hang nhim thu hat nhiéu
khach hang, dong thoi da dang hoa cac kénh phan
phdi san pham. Thir tw, ngudi ban hang can ning cao
k¥ ning quan 1y thoi gian dé ban hang diéu hiéu qua.
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Thir nam, ngudi ban hang tham gia cac hdi thao, hoi
nghi dé nang cao kinh nghiém ban hang ctia minh.
Dong thoi, ngudi ban hang tham gia cang nhidu hoat
dong ban hang dé trau ddi thém kinh nghiém ban
hang. Mat khac, nguoi quan ly ban hang cling phai
than trong trong viéc dinh hudéng nhan vién ban hang
vi viéc ap dung phuong tién truyén thong xa hoi ciing
c¢6 nhitng tac dong tiéu cyc dén hiéu qua ban hang.
Ngudi ban hang c6 thé tip trung qua muc vé dinh
hudng hiéu qua ban hang va hi¢u qua khach hang dai
han, dan dén it thanh cong trong viéc thu hat khach
hang méi (Schendzielarz va cac cong sy, 2022). Vi
vay, ngudi quan 1y ban hang cin cung cip cac hudng
dan va cac khéa dao tao cho nhan vién ban hang ctia
minh. Hudng cac nhan vién ban hang vao hiéu qua
thu hut khach hang chung ctia cong ty nhu hop tac da
kénh, nang cao kinh nghiém ban hang, cai thién ky
nang quan ly thoi gian, tich cuc sit dung cong nghé
va ludn dbi méi trong cong viée ban hang.

Bai viét nay khong tranh khoi mot sb thiéu sét nhat
dinh can duoc hoan thién trong cac nghién ctru tiép
theo. Thir nhat, bai viét chi nghién ctru tai TP.HCM
nén két qua nghién ctru c6 thé chua phan anh toan bo
birc tranh ctia Viét Nam. Cac nghién ciru tiép theo nén
nghién ctru cho cac tinh thanh ¢ Viét Nam. Thur hai,
bai viét nay chi nghién ciru goc d6 ngudi ban hang
nén két qua nghién ctru chua toan dién. Cac nghién
ctru tiép theo nén nghién ciru thém & gbe do nguoi
mua hang. Hon nita, cac yéu t6 vi mé nhu thu nhap
va lam phat ciing chwa dugc dé cép trong nghién ciru
nay. Vi vdy, cic nghién ciru tiép theo nén dua cac
bién vi m6 vao mé hinh nghién ctru.
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Social media and customer acquisition performance
in Ho Chi Minh City
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Abstract

This paper examines the impact of salespeople’s social media adoption on customer acquisition performance in Ho Chi
Minh City by using exploratory factor analysis. The paper focuses on analyzing the impact of salespeople’s social media
adoption on the customer acquisition performance in Ho Chi Minh City, and then proposing implications to improve the
performance. Data employed in this paper were collected from our survey of 237 individuals from all types of businesses
in Ho Chi Minh City. Our findings show that the salespeople’s social media adoption has a positive impact on the customer
acquisition performance. In addition, the customer acquisition performance is also affected by the COVID-19 pandemic,
sales orientation, multi-channel cooperation, time management skills, sales experience and attitude toward CRM usage.

Keywords: Social media, Customer acquisition performance, Salespeople.
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