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TU TU DONG HOA DEN CONG SINH:
MO HiNH BAN HANG MG1 TAI HA NOI

TS. Vii Thi Nhw Quynh*

Bai viét phan tich sw trrong téc giira tw dong héa ban hang va yéu té con ngwdi, nhdm dé xuat mét mé hinh
céng sinh dé téi wu héa hoat déng ban hang. Str dung phwong phdp nghién cieu hén hop tudn tw giai thich,
nghién ctru két hop dir liéu khao sét dinh Iwong tir 95 doanh nghiép tai Ha Néi va 18 cuéc phéng van chuyén
sau v&i cdc nha quan ly ban hang. Két qua cho thdy mét mé hinh irng dung tw déng héa dang "chi U", noi
céng nghé dworc sir dung nhiéu & giai doan dau va cudi cta quy trinh ban hang, trong khi cdc twong tdc cét
16i van phu thuéc vao con nguwdi. Nghién ctru két luan rdng twong lai ctia béan hang khéng nam & viéc lwa chon
gitka céng nghé va con ngwdi, ma la & viéc thiét ké mét hé sinh thai coéng sinh, doi héi cdc té chirc phai giai
quyét khoang tréng ky ndang sé va hoach dinh chién Iwogc cho hanh trinh khdch hang. Tir két qua nghién ctu
bai viét dé xuat mét sé6 ham y giai phdp cho doanh nghiép nham ting cwong kha nang két hop giika con nguoi

va céng nghé trong ban hang cuaa ki nguyén tw déng héa.

« Tlr khéa: tw dong héa bén hang, ban hang, marketing quan hé, hiéu qua ban hang, chuyén déi sé.

The paper analyzes the interaction between sales
automation and human factors, aiming to propose a
symbiotic model to optimize sales activities. Using
an explanatory sequential mixed method research,
the study combines quantitative survey data from
95 businesses in Hanoi and 18 in-depth interviews
with sales managers. The results show a “U-shaped”
model of automation application, where technology
is used heavily at the early and late stages of the
sales process, while core interactions still rely on
humans. The study concludes that the future of
sales lies not in choosing between technology and
humans, but in designing a symbiotic ecosystem,
requiring organizations to address the digital skills
gap and strategize the customer journey. From the
research results, the paper proposes some solution
implications for businesses to enhance the ability
to combine humans and technology in sales in the
automation era.
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marketing, sales effectiveness, digital transformation.
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1. Sw cin thiét
Thuong mai hién dai dang chuyen minh manh

mé dudi tac ddng cua chuyén doi s6 va tri tué nhan
tao (Schoemaker, Heaton & Teece, 2018). Trong

* Trwong Dai hoc Thuong mai

linh vuc ban hang, xu thé nay thé hién qua viéc
ung dung rong rai cong ngh¢ tu dong hoa nhu h¢
thong quan 1y quan hé khach hang (CRM), cong
cu marketing tu dong, chatbot va phén tich dir liéu
du doan (Gartner, 2021). Muc tiéu la t6i uu hiéu
suét, giam cong viéc thu cong, rat ngan chu ky ban
hang va hd tro ra quyét dinh chién luoc.

Song song vdi loi ich vé hiéu qua, ty dong hoa
lai datra nghlch ly: trong thé gidi sd, gia tri ciia két
nbi con ngudi khong hé giam ma trd thanh loi thé
canh tranh ¢t 16i. Cong nghé co thé thyc thi g1a0
dich, nhung ngh¢ thuét ban hang - xay dung niém
tin, thiu cam va quan hé bén viing - van thugce
vé con ngudi (Dixon & Toman, 2013). Chinh mbi
lién két cam xuc 4y tao ra long trung thanh va co
héi tang trudng doanh thu dai han.

Tuy nhién, nghién ctru hién nay phan 16n tach
biét gitra hai hudng: 1gi ich cong nghé va ky ning
con nguoi. Khoang trong nim & sy twong tac va
can bang gitra chung. Cau hoi dit ra la:

Lam thé nao dé tan dung strc manh ty dong hoa
ma khéng danh mat yéu t6 nhan van? O giai doan
nao cong nghé phat huy téi da hiéu qua, va khi
nao con nguoi la khong thé thay thé?

Nghién ctru nay hudng tdi vige xay dung mo
hinh cong sinh gitta tu dong hoa va con nguoi,
giup doanh nghiép vira dat hi¢u qua van hanh, vira
duy tri chiéu sdu quan hé khach hang. Két qua ky
vong dong gop cho 1y thuyét ban hang hién dai va
mang gi tri thyc tién trong dao tao, to chirc luc
luong ban hang thoi dai sb.
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2. Co s& 1y thuyét

Tw dpng hoa ban hang

Tu dong hoa ban hang la viéc ung dung cong
ngh¢ deé xur ly cac tac vu lap lai, nham giai phong
nhan vién khoi cong viéc hanh chinh, gitip ho tap
trung vao hoat dong tao gia tri cao (Agnihotri et
al., 2016). Cac cong ngh¢ chu yéu gom:

- CRM: tu dong ghi nhan va quan ly thong tin
khach hang, theo dodi co hdi ban hang.

- Tu ddng hoa marketing: gui thong diép ca
nhan hoa dua trén hanh vi khach hang.

- Cham diém khach hang tiém ning: danh gia
va x&p hang kha nang chuyén doi bang thuat toan.

- Chatbot, trg Iy ao: xtr 1y cau hoi thuong gap
va thu thap thong tin 24/7.

- Phan tich du bao: dung Al du bao doanh thu,
xu hudng va hanh vi khach hang.

Nho d6, doanh nghiép tiét kiém thoi gian,
chuan hoa dit li€u va nang cao nang suat. Tuy
nhién, viéc lam dung cong nghé co6 thé lam giam
tinh ca nhan hoa, khién tuong tac tré nén kho cing
va thiéu linh hoat - nhiing yéu t6 chi con nguoi
mé&i dam nhan tot.

Yéu té con nguwoi

Néu tu dong hoa dai dién cho “khoa hoc” cta
ban hang, thi con nguoi ndm gitt “nghé thuat” -
noi truc giac, cam xtc va quan hé dong vai tro
trung tdm. Theo Ly thuyét Marketing quan h¢
(Gummesson, 2002; Gronroos, 1994), trong tadm
cua ban hang hién dai chuyén tur giao dich don 1¢
sang xay dung moéi quan h¢ dai han, dua trén niém
tin va cam két. M6 hinh Morgan & Hunt (1994)
chi ra: niém tin va cam két 1a hai yéu t0 trung gian
quyét dinh sy hop tac thanh cong, dugc hinh thanh
qua giao tiép chan thanh, dong cam va hanh dong
vi loi ich cta khach hang.

Vai tro cot 16i ciia con nguwoi gom:

1. Xay dyng niém tin va két n6i cam xuc.

2. Pam phan va xir 1y tinh hudng phtc tap.

3. Pong vai tro ¢ van chién luoc, hiéu bdi
canh kinh doanh ctia khach héng

4. Nam bét sac thai giao tiép phi ngon ngir dé
nhan dién nhu ciu tiém 4n.

Nhu viy, con ngudi khong d6i lap voi cong
nghé, ma bd trg cho no, gitip qua trinh ban hang
tré nén sau sac va bén viing hon.

Khung Iy thuyét ky thudt - xa hji

Dé hiéu mdi quan hé cong sinh nay, nghién clru
van dung Ly thuyét h¢ thong ky thudt - xa hoi cua
Trist (1981). Ly thuyét cho rang hiéu qua to chuc
chi dat toi uu khi hai h¢ thong - k¥ thuat (cong
nghé, quy trinh) va xa hoi (con nguoi, van hoa) -
dugc thiét ké twong hd.

Ap dung vao ban hang:

-H¢ théng ky thuat dam nhén cac nhiém vu ciu
trc cao, 1dp lai va dya trén dir licu.

_ - H¢ théng xa hoi tdp trung vao cac nhiém vu
can phan doan, sang tao va tuong tac ca nhan.

MO hinh cong sinh nay hinh thanh “phéan cong
lao dong thong minh”: Céng ngh¢ mang lai hi¢u
qua, con ngudi tao nén hiéu lyc. Thanh céng phu
thudc vao viéc thiét ké mot quy trinh ban hang tich
hop, noi cac “diém cham ty dong” (automation
touchpoints) va “diém cham con ngud¢i” (human
touchpoints) chuyén giao lién mach, mang dén trai
nghiém khach hang nhat quan va cam xuc.

3. Phuong phap nghién ciru

Nghién ctru st dung phuong phap hdén hop
tuan tu giai thich, két hop dinh lugng va dinh tinh
dé vira do ludong, vira dién giai siu mbi quan hé
gitra tu dong hoa va con nguoi.

Giai doagn dinh lugng

Dit ligu duoc thu thip qua bang hoi c6 cAu tric,
ap dung lay mau thudn tién va c6 chu dich voi
cac doanh nghiép tai Ha Noi. Tong cong 95 phicu
hop 1¢ dugc sir dung, gom: quan ly cap cao (12%),
giam doc/quan ly ban hang (55%) va nhan vién
kinh doanh (33%). Cac linh vyc dai dién: san xuat
& phan phoi (36%), dich vu (31%), ban 1¢ (22%)
va thuong mai dién tur (11%).

bang chu y, 75% doanh nghiép da ap dung
cong cu tu dong hoa ban hang trén mot ndm, dam
bao dir liéu‘ phan anh thuc ti’én. Phan tich @ugc
thuc hién bang SPSS, véi thong ké mé ta vé tan
suat va gia tri trung binh.

Giai doan dinh tinh

Tién hanh 18 cudc phong van ban ciu triic voi
cac nha quan ly du:qc chon tor mau dinh lugng,
nham giai thich va bo sung chicu sau cho két qua
thong ké. Dir liéu dugc xtr ly bang phan tich noi
dung, giup kham pha nhing séc thai trong nhan
thire, kinh nghiém va chién lugc két hop gitra con
nguoi - cong ngh¢ trong thuc t€ doanh nghiép.
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Nghién ctu khang dinh: trong ky nguyén tu
dong hoa, gia tri cdt 15i cta ban hang khong nam
0 viée chon con nguoi hay cong nghé, ma ¢ kha
nang két hop hai hoa gilta hai yéu t6 nay. Cong
ngh¢ cung cép tdc d va do chinh xac; con ngudi
kién tao niém tin, cam xuc va long trung thanh.
Mo hinh cdng sinh gitta chung chinh 1a huong di
chién luoc gitp doanh nghiép duy tri hiéu qua va
ban sdc nhan vin giita thoi dai s6 hoa.

4. Két qua nghién ciru

4.1. Thyc trang wng dung tw dong hoa trong
ban hang

Phan tich dir liéu khao sat va phong van cho
th?iy cac doanh nghiép tai Ha Noi ap dung tu dong
hoa theo hu'(mg thuc dung, chon loc, phan anh 1o
su phan hoa vé muc do truong thanh cong nghe
Hau hét tap trung vao céng cu nén tang & giai
doan dau va cudi quy trinh ban hang, trong khi
mg dung Al va phan tich ning cao con han ché.

CRM duorc 88,4% doanh nghi¢p su dung - la
“xuong sdng” ctia hé thong ban hang so, tiép theo
la email marketlng tu dong (75,8%) va chatbot
(65,3%). Piéu nay thé hién xu hudng tdi vu hoa
tuong tac quy mo lon ¢ giai doan khdi tao va cham
soc khach hang.

Muc d6 tu dong hoa hinh thanh theo mo6 hinh
chir U: cao & giai doan tim kiém (GTTB = 4,15)
va sang loc khach hang tiém ning (GTTB = 4,25);
giam ¢ giai doan twong tac cdt 18i nhu chao hang,
dam phan (GTTB = 2,10); rdi tang trd lai & khau
cham soc sau ban (GTTB = 3,90). Két qua phong
van cho thé'ly cong ngh¢ dong vai tro “bd loc thong
minh” glup tiét kiém nguon luc, song xay dung
niém tin va thuong luong van doi hoi yéu té con
ngudi - phu hop véi 1y thuyét marketing quan hé
(Gummesson, 2002).

O phan dau phéu, cong nghé gitp xir 1y luong
16n khach hang tiém nang, rat ngan thoi gian sang
loc. O phén gitta, nha quan ly thira nhén “céng
nghe c6 thé gui tai ligu, nhung khong thé xay dung
niém tin”. O phan cudi, cac quy trinh chiam séc
dugc ty dong hoa qua email cam on, khao sat,
hu’O’ng dan st dung va chatbot - gitp duy tri két
nbi, tiét kiém chi phi, dong thoi dé nhan vién tap
trung vao xtr Iy cac tinh hudng phirc tap.

Tuy nhién, ton tai “khoang tréng truong thanh”
khi chi 41,1% doanh nghi¢p ung dung phan mém
cham dlem khach hang tiém ning va 32,6% khai
thac AI du bao. Nguyén nhan chu yéu 1a han ché
chi phi, ha tang dir lidu va dic biét 1a nang luc

nhan su - phan 4nh rd “khoang tréng k¥ ning s6”
tai Viét Nam (World Bank, 2022). Nhiéu doanh
nghiép chua khai thac hiéu qua dir lisu CRM dé
du bao hay tdi wu chién lugc, cho thiy nhu cau cap
thiét vé dau tu dong bo giita cong nghé va ning
lyc con nguoi.

4.2. Nhin thirc vé tw dong héa va yéu té con
nguwoi

Khao sat cho thay dong luc chinh thuc day tu
dong hoa 1a néng cao hiéu qua hoat dong. Muc
do dong thuan rat cao ddi voi cac nhan dinh: ting
nang sudt (GTTB = 4,45), giam sai sot (GTTB =
4,30) va cung cap di liéu kip thoi cho quan tri
(GTTB = 4,22). Ket qua nay tuong dong véi cac
nghién ciru qudc té khang dinh tac dong tich cuc
cua tu dong hoda téi hi¢u suét ca nhan va td chirc
(Agnihotri et al., 2016).

Tuy nhién, hidu qua “rat ngén chu ky ban hang”
(GTTB = 3,85; d6 1éch chudn = 1,15) lai cho thay
su khac biét gitta cac doanh nghiép - phan anh
mirc d6 truong thanh cong nghé chua dong déu.

Bén canh loi ich, mot ty 1¢ dang Kké nguoi dugce
hoi cho rang ty dong hoa lam giam sy két ni ca
nhan (GTTB = 3,75; SD = 1,25). Nghich 1y nay
cho thay thach thirc 16n nhat ciia ban hang hién
dai: cong ngh¢ mang lai tdc do va nhat quén,
nhung dé khién tuong tac trd nén lanh ling, thiéu
cam xuc - diéu vén 1a nén tang ciia quan hé khach
hang bén viing.

Dang chi ¥, xdy dung niém tin va mdi quan hé
than thiét (GTTB = 4,85; SD = 0,45) dat diém cao
nhét toan khao sat, minh ching cho gia tri trung
tam cua yéu t6 con nguoi. Cac k§ nang nhu dam
phan diéu khoan phirc tap (GTTB = 4,75) va tu
van chién lugc (GTTB = 4,72) ciing duoc danh
gi4 rat cao - cho thdy tri tué cam xtc, phan doan va
sang tao van 1a loi thé khong thé thay thé (Dixon
& Toman, 2013).

4.3. Cin bang giita cong nghé va con nguwoi

Ba thach thirc 16n nhét trong viéc két hop tu
dong hoa va tuong tac con nguoi dugce ghi nhan
nhu sau:

(1 Thiéu k¥ nang sb (78,9%) - la rao can lon
nhat. Doanh nghiép c6 thé dau tu cong nghé,
nhung néu thiéu ning lyc khai thac thi hiéu qua
khong thé dat duge. Phat hién nay cung co canh
bao ciia World Bank (2022) vé “khoang tréng k§
ning s6” dang dién ra tai Viét Nam.
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(2) Kho duy tri trai nghiém khach hang lién
mach (71,6%). Viéc chuyén giao giita chatbot va
nhan vién, gitra email tu dong va cudc goi ca nhan,
néu khong thiét ké t6t, s& tao ra “dit giy cam xic”
cho khach hang (Nguyén Thuong Lang, 2022).

(3) Kho tich hgp hé thong cong nghé (68,4%),
do nhiéu doanh nghiép sir dung cong cu roi rac, dit
liéu phan manh, quy trinh thiéu két ni.

Khi ty danh gia mic do can béng, 47,4% doanh
nghiép cho riang ho dang ¢ trang thai “kha can bang
va hiéu qua”. Piéu nay cho thdy mé hinh “chit U
thuc dung” dang mang lai két qua nhat dinh. Tuy
nhién, 29,5% cho réng “can thém tu dong hoa”,
phan anh nhu ciu t01 uu hoa quy trinh, trong kh1
15,8% nhan thay ‘can thém yéu té con nguoi”,
cho thiy mot sb don vi da di qua xa trong s6 hoa.
Céc thai cuc “hoan toan cong ngh¢” hodc “hoan
toan con ngudi” chiém ty 18 rit nho - minh ching
cho xu huéng tim kiém diém can bang dong giira
hai yéu 0.

5. Két luan va ham y giai phap

Nghién ctru da lam sang to méi quan hé cong
sinh giita ty dong héa va yéu td con ngudi trong
hoat dong ban hang hién dai. Cac doanh nghiép
Ha Noi dang thuc hanh md hinh phan cong thong
minh, noi cong nghé xir ly tdc vu quy trinh, con
con ngudi dam nhan twong tac co chiéu siu.

Tu dong hoa mang lai hi€u qua va tinh nhat
quan, trong khi con ngudi bao dam niém tin
va tinh nhan vin - yéu t6 ¢t 16i cua 10ng trung
thanh khach hang. Tuy nhién, ton tai ba khoang
trong 16n: k§ nang sd, tich hop hé thong va trai
nghiém khach hang lién mach. D& chuyén tir mo
hinh tu phat sang loi thé canh tranh c6 chu dich,
cac doanh nghiép can trién khai chién lugc tong
thé trén ba hudng:

(1) Nang cao nang luc con nguoi - xay dung
“nhan vién ban hang thé hé méi”’

Giai phép trong tam la thu hep “khoang tréng
ky nang so0” Doanh nghlep can chuyen tur tu duy

“sir dung cong cy” sang “trao quyén bang cong
cu”. Bén canh dao tao ky nang van hanh phan
mém, can phat trién nang luc phan tich dir liéu tur
CRM dé ca nhan hoa trai nghiém, dong thoi tang
cuong k¥ ning mém nhu tri tué cam xuc, tu van
chlen lugc va dam phan phtre tap. Quan 1y cAp cao
can dugc trang bi ning luc ra quyét dinh dua trén
dir liéu (data-driven management).

(2) Thiét ké “hanh trinh khdach hang cong sinh”

Doanh nghiép can ban d6 hoa toan bo hanh
trinh khach hang, xac dinh rd diém cham cong
nghé va diém cham con ngudi. Thiét lap quy tic
chuyén giao thong minh giira chatbot, hé thong
cham diém va nhéan vién ban hang, bao dam trai
nghiém théng nhét. Cong nghé tao tde do - con
ngudi tao cam xuc; ca hai can hoa quyén thanh
mot trai nghiém lién mach, khong roi rac.

(3) Xay dung nen tang cong nghé tich hop -
hieémg t6i “mot nguon dir liéu duy nhat”

Dé vuot qua rao can tich hop (68,4%), doanh
nghiép can hudng téi hé thong hop nhét, trong
d6 CRM glu vai tro “trung tam di 11eu chan ly”.
Thay vi dau tu dan trai, nén chon nen tang co
kha ning két ndi cao, gitip pha vd cac “b¢ dao dir
li¢u” gitra marketing - ban hang - cham soc khach
hang. Pay s& 1a nén tang dé tién t4i cac tng dung
Al, du bao hanh vi va tu dong hoa thong minh
trong tuong lai.

Tong két

Tuong lai ciia ban hang khong nam & viéc lya
chon con nguoi hay cong ngh¢, ma ¢ su cong
hucmg hai hoa gitra ha1 yéu t6. Khi cong nghé duoc
thiét ké dé trao quyén va con nguoi dugc trang bi
dé 1am chu cong nghé, doanh nghiép khong chi dat
hi€u qua van hanh, ma con gitt duoc linh hdn nhan
ban trong moi twong tac - diéu 1am nén ban séc cta
ban hang trong ky nguyén ty dong hoa.
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