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Abstract—Business performance of enterprises is evaluated
by many different models, most of which use financial mea-
sures. However, traditional financial measures cannot provide
information for strategy development because they skip cus-
tomer satisfaction and quality of products and services...
Therefore, non-financial measures for business performance is
gaining a special advantage, in which the Balanced Scorecard
model (BSC) with customers, internal processes and develop-
ment training as non-financial measures has been widely rec-
ognized by many companies and highly regarded by many re-
searchers for its role in the strategic management of enter-
prises. This article aims to examine the factors affecting busi-
ness performance from non-financial aspects (customers, inter-
nal processes and development training) of enterprises in Nam
Dinh province. The study used the quantitative research
method and SPSS 26 data processing software, and is based on
the estimated linear regression model with 520 feedbacks from
enterprises in various fields of operation in Nam Dinh province
in 2020. The research results show that the factors affecting
business performance in terms of non-financial aspects are
ranked in the following order: (1) Use of resources, (2) Market
orientation, (3) Information technology (IT), (4) Local policies,
(5) Capital accessibility and usage, and (6) State policies. On
that basis, the article proposes some suitable solutions for man-
agers to improve the business performance of enterprises in
Nam Dinh province.

Index Terms—Business performance, influencing factors, en-
terprise, financial, non-financial, Nam Dinh province.

I. INTRODUCTION

N AN increasingly fierce competitive environment, busi-

ness performance evaluation becomes a basis for making
management decisions. Historically, many different model
for business performance evaluation have been developed
that use both financial and non-financial measures such as
the Balanced Scorecard BSC in [1]. The SMART pyramid
model of [2] includes strategic goals and dimension of opera-
tions through 4 levels of structure appropriate for both finan-
cial and non-financial aspects of the organization. This
model creates a management control system with business
performance evaluation criteria at all management levels, but
lacks the integration of continuous improvement. The
Process Management Matrix (PMM) developed by [3] inte-
grates financial and non-financial aspects, internal aspects
and external aspects, in which internal aspects include fi-
nance (price competition criteria, relevant marketing criteria,
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cost, added productivity value, warranty costs) and non-fi-
nancial aspects include product reliability criteria, number of
customer complaints, market share, on-time delivery, number
of new products. The model of business performance of
Cambridge [4] integrates internal, external, financial and
non-financial factors with the strategic system in the organi-
zation's operations. Most models are based on financial and
non-financial measures because the success of an enterprise
is a multidimensional concept that depends on the design,
production, marketing and distribution of products or ser-
vices and usually in a complex and dynamic environment.
Thus, focusing solely on financial measures may lead to fail-
ure to adapt to the new business environment, as pointed out
by [5]. Non-financial measures also provide feedback on the
company's activities that can directly and indirectly affect the
business performance. This study examines the measurement
of business performance by non-financial criteria, using cus-
tomer, internal process, training and development ([1]) for a
comprehensive and flexible evaluation across all aspects of
business performance of the organization.

In fact, there are many factors that affect the business per-
formance of enterprises. It is extremely necessary for busi-
nesses to find out which are affecting factors and to what ex-
tent the factors affect the business performance of enter-
prises as the basis for improvement. According to statistics
in 2020, in Nam Dinh province, there are 6,061 enterprises
operating in different fields; they are located in nine districts
and one city. These enterprises contribute significantly to
economic growth and job creation. However, they achieve
low profit with the return on sales ratio (ROS) of only
0.15%, lower than the national average ratio of 0.20% (Nam
Dinh Statistical Yearbook, 2020). Therefore, the analysis of
factors affecting business performance in terms of non-fi-
nancial aspects is necessary for enterprises in Nam Dinh
province.

II. LiTERATURE REVIEW

There have been many studies on the factors affecting
business performance:

Group of factors belonging to characteristics of enter-
prises: (1) Size of enterprise: In many studies, size has a
positive influence on the business performance of enter-
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prises. Size of enterprise is measured by number of employ-
ees, capital, assets, revenue. Aaccording to [6], [7], the
larger the size of the enterprise, the higher the efficiency. (2)
Age of enterprise: according to studies by [8], [9] the age of
an enterprises is a factor that affects the business existence
and development [10] agrees that the longer an enterprise
has been in operation, the higher its operational efficiency
will be because it has built a reputation and brand name in
the market. (3) Type of enterprise: the variable of enterprise
type is included in the study of business performance. The
study results show that ROS has a positive correlation with
the type of enterprises, according to [11], and [12]. (4) Busi-
ness sector: In the study of [13], the factor of business sector
has the strongest impact on business performance of enter-
prises in a number of fields such as real estate, educational
services, petroleum, tobacco.

Group of factors on business leadership: According to the
study by [9], the education level and competence of the di-
rector have a positive influence on the business operation of
the enterprise. When the director is capable, well-trained,
experienced and qualified, it will help the enterprise de-
velop. [11] also points out that enterprises in which the di-
rector has a university degree or higher has a higher return
on assets ratio (ROA) than the rest. Regarding gender, if the
leader is a man, it will contribute to the increase of business
activities of enterprises due to the dynamism and decisive-
ness of men in finding, planning and choosing business op-
tions as well as in social relationships that bring benefits to
enterprises, as in studies by [14], [15], [12]. Some studies
also show that managers' experience (number of years in
management) affects ROA. The study [11] concludes that
ROA of enterprises increased by 1.19% when the experience
of the director of the enterprise increased by 1 year.

The factor of capital accessibility and usage: According
to [16], the factor of capital has a positive influence on the
business performance of enterprises. [11] believes that the
ROA of enterprises will decrease by 5.95% when the total
charter capital of enterprises increases to 1 billion dong,
which has a negative correlation with business performance.
The lack of collateral is the reason why enterprises cannot
borrow or can only borrow little credit from commercial
banks, according to [17]. The factor of resources of the en-
terprise: The resource-based view (RBV) holds that firms
have resources which are unique, rare, valuable, and non-re-
placeable, allowing them to achieve a sustainable competi-
tive advantage, according to [18]. [19] find an unrelated as-
sociation between employee satisfaction and financial per-
formance, mediated by customer satisfaction.

Human Resource Management (HRM) enables the cre-
ation of a workforce that helps an organization achieve its
goals and mission. [16] suggests that the factors belonging
to the internal capacity of enterprises, including market in-
formation, marketing, labor qualifications, equipment, affect
business operation of enterprises.

The IT factor: Information and technology increases effi-
ciency and business performance through ROA and return
on investment (ROI), according to [20], [21]. At the same
time, [22] states that investment in information technology
contributes significantly to enterprises' growth and business
performance. According to [23], investment in IT helps or-
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ganizations modernize business operations. [21] points out
information technology has a positive impact on financial
performance.

The factor of local policies: according to [16], local poli-
cies have a positive influence on the business activities of
enterprises. The study of [24] also suggests that local poli-
cies have a great influence on the business performance of
enterprises

The factor of state policy: according to [24], the govern-
ment's macro policies affect business performance, which is
similar to the viewpoint of [30], [11]. Besides, [10] once
again verifies the extent to which access to government sup-
port policies affects the business performance of enterprises.

From the research gaps that have been drawn after the lit-
erature review, specific research directions are determined
as follows: the team of authors will study the influence of
internal and external factors on business performance in en-
terprises in Nam Dinh province, in which priority is given to
internal factors. Business performance of enterprises will be
measured from non-financial aspects (measured by the indi-
cators of customers, internal processes and training and de-
velopment). This study uses a combination of qualitative
and quantitative research methods.

III. Prorosep ResearcH MoDEL AND METHOD

A. Proposed model

Based on the research overview, the group proposes a
specific research model as follows: Figure 1. Research
model
3.2 Research method

To verify the research model and hypotheses, the authors
designed a questionnaire. After filtering the observed vari-
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Fig. 1 Research model
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ables in previous studies to match the context of enterprises
in Nam Dinh province, the authors put together a question-
naire consisting of 40 observed variables for independent
variables and 24 observations for the dependent variable,
measured by a 5-point Likerts scale with 1 as the lowest
score (least influence) and 5 as the highest score (highest in-
fluence), according to Table 1 of encoding variables. The
authors collected data by surveying 130 enterprises that are
representatives for business lines in Nam Dinh province (ta-
ble 2) with 4 questionnaires for each enterprise (1 director
and 3 managers). There are 4 research groups that carry out
direct surveys at enterprises. The survey was done in nearly
2 months, from the middle of August, 2020 to December,
2020. The total eligible responses were 520, satisfying the
requirement for the quantitative data analysis. The verifica-
tion of the research model and hypothesis was done through
collected data and combined with the use of SPSS26 soft-
ware. Estimation results of the research model are carried
out in the following steps: Reliability testing, exploratory
factor analysis (EFA), total variance, Pearson correlation,
and regression model analysis.

TABLE 1
TABLE OF VARIABLES IN THE MODEL

Symbol | Factor name | Encoding Criteria Source

VON | Capital VONI1
accessibility

and usage

Accessibility to capital
markets (stock market,
financial leasing, etc.)
Accessibility to capital
from banks/credit
institutions
Accessibility to capital
from other individuals
and organizations
Ability to meet loan
conditions (loan
records, collateral,
business plans ...)
Interest rate policy of
credit institutions
Ability to effectively
use capital in business

[1e]

VON2

VON3

VON4

VONS

VON6

SDNL | Use of

resource

SDNL1 Facilities/equipment of
the enterprise are
secured/operated well.
The enterprise applies
advanced and modern
technology.

The enterprise invests
in training and human
resource development
programs.

The enterprise
evaluates employees
according to their
capacity and work
results

The result of
ranking/assessing the
completion of tasks for
each employee is at a
high level

Considering
the effective
use of hu-
man re-
sources and
technology
in using re-
sources [25]
[26]

SDNL2

SDNL3

SDNL4

SDNLS

DHTT | Market

orientation

DHTT1 The enterprise's
business goal is derived

from customer

According
to [27],
market

satisfaction. orientation is

Symbol | Factor name | Encoding Criteria Source
DHTT2 | The enterprise tracks the
its level of commitment | organization
and orientation to al culture
serving the needs of necessary to
our customers create
DHTT3 | The enterprise's superior
business strategy for value for
competitive advantage | buyers,
is based on resulting in
understanding superior
customer needs. performance.
DHTT4 The enterprise Narver and
measures customer Slater
satisfaction on a define
regular and systematic | market
basis. orientation
DHTTS5 The enterprise's in terms of
development goals three
focus on the customer | factors:
group in which the customer
enterprise has a orientation,
competitive advantage. | competitor
DHTT6 The enterprise's board | orientation,
of management Cross-
regularly discusses industry
competitors' strengths | coordinatio
and strategies. n ([20])
DHTT7 | The enterprise
communicates
successful and
unsuccessful
experiences in all
business divisions.
DHTT8 The enterprise's board
of management
understands that
everyone in the
enterprise contributes
to the creation of
customer value.
DHTT9 | The enterprise
responds to
competitive actions
that threaten its
business.
DHTT10 | All business functions
of the enterprise are
integrated in serving
the needs of its target
market.
CNTT | Information Network connection
and KNMI Modern network with [28]
technology high speed is used; new
connection service is
updated.
KNM2 The enterprise uses
different
communication devices
to get the work done.
KNM3 It is easy for
information
exchange/communicatio
n within the enterprise.
KNM4 The enterprises use the

internet as a main form
of communication in
management and
business activities.

Database
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Symbol | Factor name | Encoding Criteria Source Symbol | Factor name | Encoding Criteria Source
CSDL1 The enterprise's DTPT3 Percentage of
database is stored and employees
protected. participating in
CSDL2 | The required data can initiatives for the
be retrieved from the enterprise
database at any time. DTPT4 Qua}ity of working
CSDL3 It is convenient to link env1r0r}rpent
the databases with each DTPTS z)tlcehzlra:ghet}i/ntt?onna tion
other and with other within the enterprise
management DTPT6 Percentage of
tools/software on the employees achieving
computer. goals
CSDL4 The common database DTPT7 Number of staff trained
allows the ability to DTPT8 Rate of seminars,
extract reports of exchange of
enterprises and to experiences
classify for quick usage DTPT9 Leadership
requirement. development
CSNN | Government | CSNN1 The government’s Application TABLE 2
’s policies system of legal point of SURVEY SampLE CLASSIFIED BY BUSINESS SECTORS
documents view
CSNN2 | The government’s [24], [17] Number of Number of sureyed
support policies [16] No Business enterprises enterprises
CSNN3 | The government’s tax sector Quantit  |% Quantity %
policies y
CSNN4 | The government’s 1 Industry and 2597 03 68 523
investment promotion construction ’
policies 2 Trad_e and 3041 502 47 36,2
CSNNS5 | Policies to support services i
international 3 Agriculture, 423 15 11,5
integration forestljy and 7,0
CSDP | Local CSDP! | Local support policies | [24], [29] fisheries
policies CSDP2__| Administrative reform | [16] Total 6061 00 130 100
CSDP3 Infrastructure
CSDP4 | Support for land lease IV. RESULTS
processes
CSDPS ::sii?;:ig::’ business A. Analysis of the scale's reliability
CSDP6 | Policy to attract The authors tested the reliability of the data through the
investment in the high- Cronbach's Alpha coefficient. The scale only ensures relia-
tech sector bility when Cronbach's Alpha coefficient is greater than 0.6,
KH Customers | KH1 Ablthty to meet . Eg} Eg the scale has good reliability when varying in the range from
K2 Ccfnziln;;trzﬁl lrrr:f;; > B 4]’ ’ 0.7 to 0.8. If the scale is greater than or equal to 0.6, then the
share scale is acceptable. In terms of reliability and correlation co-
KH3 Rate of complaints efficient, the total variable is greater than 0.3. During the
resolved i test, the authors removed the variable Capital 4 because the
K4 Customer retention correlation coefficient of the total variable was less than 0.3.
KH5 Rate of new customers X
KH6 Competitive relative The results of the scale test are presented in Table 3.
price TABLE 3
KH7 Imagte;.bran? Slnd RESULTS OF SCALE ANALYSIS
reputation of the
enterprise N Scale Cronbach’s
KHS8 Number of ads made 0 Alpha
QTNB | Internal QTNB1 | Rate of goods delivered | [34], [33] 1 | Capital accessibility (VON) 0,856
processes on time [32], [35], 2 | Use of resource (SDNL) 0,843
QTNB2 | Percentage of qualified | [30] A -
soods 3 | Market orientation (DHTT) 0,884
QTNB3 | Inventory turnover 4 | Network connection 0,832
QTNB4 | Machine operating time
QTNBS5 | Employee satisfaction 5 | Database 0,834
QTNB6 | Labor productivity 6 | Government’s policies (CSNN) 0,831
o gg:::gf;; — 7 | Local policies (CSDP) 0,844
DTPT | Training DTPT1 Employee involvement | [30], [34] 8 Business performance with non-financial 0.887
and in professional [32], [35], measure (Customer) (KH) ’
developmen associations [31] 9 Business performance with non-financial 0.886
t DTPT2 Percentage of highly measure (internal processes) (QTNB) ’
qualified employees 10 Business performance in non-financial 0.881
measure (training and development) (DTPT) i

Source: Analytical results from survey data, SPSS 26 software
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Thus, all variables satisfy the conditions in the reliability Component
analysis of the scale through Cronbach's Alpha coefficient. 1 2 3 4 > 6
CSDP4 656
B. Exploratory factor ana.lysm . VONG 703
The results of EFA analysis of the dependent variables for VON2 790
business performance according to non-financial measures :
are: Customers, Internal processes, Training and develop- VON4 787
ment. Results of KMO and Bartlett's test of are in Table 4. VONI 767
Results of EFA analysis of dependent variables are shown in VONS 759
Table 5. SDNL2 810
SDNL4 784
TABLE 4
Resurts oF KMO aAND BARTLETT'S TEST OF INDEPENDENT V ARIABLES SDNLS5 775
Criteria Results Result | Result SDNL1 747
(KH) (QTNB) |(DTPT) SDNL3 10
KMO index 0,928 0,921 0,926 CSNNS 790
Bartlett's test with sig value 0,000 0,000 0,000 ’
Total value of variance extracted 56,029 59,449 51,409 CSNN1 738
Minimum Eigenvalue 4,482 4,161 4,627 CSNN3 734
Source: Analytical results from survey data, SPSS 26 software CSNN2 707
TABLE 5 CSNN4 .698
ResuLts oF KMO aND BARTLETT'S TEST OF DEPENDENT VARIABLES Source: Analytical results from survey data, SPSS 26 software
Criteria Results (KH)
KMO index 0914
Bartlett' ith si 1 0,000 TABLE7
artlett’s test with sig value > RoraTiON FACTOR MATRIX RESULTS OF DEPENDENT VARIABLES
Total value of variance extracted 61,544 —
— - Customer | Factor Internal | Factor | Training and | Factor
Minimum Eigenvalue 1,575
. 1 processes 1 development 1
Source: Analytical results from survey data, SPSS 26 software KH2 784 QTNB7 792 DTPT2 760
Results of dependent variable analysis for KMO index KH5 783 QTNB2 787 DTPT6 745
satisfy the condition >0.5, so the EFAs is appropriate with KHS 179 QTNB6 7185 DTPT3 738
the actual data. The Bartlett test with sig value < 0.05 means ﬁé ';2; 8%:]13? ';gz gg ﬁ Z;
that the ob'served variables are linearly cqrrelated with the KH4 B QTNB4 748 DTPTA 712
representative factor. The results of running the observed KH3 717 QTNB5 746 DTPT7? 1689
variables all with factor loadings greater than 0.5 obtained a KH7 686 DTPTS .684
rotation factor matrix table of independent variables with 6 DTFTS 678

factors extracted and rearranged as shown in Table 6 and ro-
tation matrix of the dependent variables (table 7).

TABLE 6
ROTATION FACTOR MATRIX RESULTS OF INDEPENDENT V ARIABLES
Component
1 2 3 4 5 6

CSDL3 781

CSDL1 760

KNM4 759

CSDL4 756

KNM1 738

KNM3 735

KNM2 123

DHTT7 7199

DHTTS5 760

DHTT6 758

DHTT3 746

DHTTI1 712

DHTTS8 710

CSDP5 739

CSDP6 729

CSDP1 7128

CSDP2 710

CSDP3 707

Source: Analytical results from survey data, SPSS 26 software

C. Regression correlation results

In this study, the authors want to test the regression corre-
lation with business performance according to non-financial
measures including 3 indicators: customer, internal pro-
cesses, and training and development. The authors hope to
identify which factors affect business performance of enter-
prises in Nam Dinh on all three criteria so that enterprises
need to focus on solutions to improve their business perfor-
mance. In Table 8, we see the existence of a relationship
correlation between business between the dependent vari-
able business performance measured by non-financial mea-
sures with independent variables (local policies, information
technology, the government's policies, market orientation,
capital accessibility and usage, use of resource) at a signifi-
cance level of 1% (ie, there is a linear correlation at the 99%
confidence level). Thus, independent variables can be in-
cluded in the model to explain business performance (mea-
sured by non-financial measures). In addition, the correla-
tion coefficient between the independent variables also ex-
ists as low as 0.121 to as high as 0.650, so there is no con-
cern about multicollinearity between the independent vari-
ables in the regression analysis.
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TABLE 8
MATRIX OF CORRELATION COEFFICIENTS BETWEEN VARIABLES AND THE NON-FINANCIAL
DEPENDENT VARIABLE "CUSTOMER"

PTC CSDP | CNTT [ CSNN | DHTT | VON | SDNL

PTC | Pearson 1| .510™| .629| .399™ | .650" | .326™ | .634™
Correlation

CSD | Pearson 5107 1| 2387 | .510™| 267 | .344™ | .165™
P Correlation

CNT | Pearson 6297 | 238" 1| 203" | .486™| .136™| .319™
T Correlation

CSN | Pearson 399" | 510" | 203" 1| .208™ | .284™| .136™
N Correlation

DHT | Pearson 650" | 267" | .486™| .208" 1| 121" 2777
T Correlation

'VON | Pearson 3267|344 1367 | .284™| L1217 1| .1217
Correlation

SDN | Pearson 6347 1657 3197 .136™ | 2777 1217 1
L Correlation

Source: Analytical results from survey data, SPSS 26 software

Looking at Table 6, the model shows that the adjusted R-
squared coefficient is 0.805, meaning the independent vari-
ables affect 80.5% of the change of the dependent variable.
The remaining 19.5% is the effect of factors other than the
model and random error. The Durbin-Watson coefficient =
1.903 is in the range from 1.5 to 2.5, so there is no first or-
der series autocorrelation. The ANOVA results has sig =
0.000 < 0.05, so the regression model fits the data set and
can be used. With the regression results, there is no multi-
collinearity phenomenon, the VIP coefficients of the inde-
pendent variables are less than 2. The results are statistically
significant and accepted with sig < 0.05, the coefficient B of
the independent variables. All the variables have a positive
sign, which means that they have a positive effect (in the
same direction) with the dependent variable, the hypotheses
are accepted.

Based on the standardized regression coefficient beta with
independent variables having coefficient sig < 0.05, it is
seen that the factor of use of resources has the strongest in-
fluence on business performance (measured by non-finan-
cial criteria) with the coefficient of 0.401. The order of in-
fluence of the following variables is market orientation
(0.325), information technology (0.261), local policies
(0.216), accessibility and use of capital (0.104), the govern-
ment's policies (0.085).

Based on the unnormalized regression coefficient B with
independent variables having sig coefficient < 0.05, in the
condition that other variables do not change the value, when
the variable of local policy increases by 1 point, the business
performance (measured by non-financial indicators) in-
creases by 0.139 points; the variable of information technol-
ogy increases by 1 point, business performance (measured
by non-financial criteria) increases by 0.167 points; the vari-
able of government's policy increases by 1 point, business
performance (measured by non-financial criteria) increases
by 0.053 points; the variable of market orientation increased
by 1 point, business performance (measured by non-finan-
cial criteria) increases by 0.199 points; the variable of capi-
tal accessibility and usage increases by 1 point, the business
performance (measured by non-financial criteria) increases
by 0.063 points; the variable of use of resource using re-
sources increased by 1 point, business performance (mea-
sured by non-financial criteria) increases by 0.255 points.
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TaABLE 9 REsuLTS OF MULTIVARIABLE REGRESSION WiTH BUSINESS PERFORMANCE
From Non-FinanciaL ASPECTS AS THE DEPENDENT VARIABLE

Normal-
Unnormahzed ized re- Multicollinearity
IModel regression co- | gression .
. Sig test
efficients coefti-
. T [level
cient
Stan- IAccept- VIF
B |dard er- Beta lability
or

Constant) 968  .062 15.643 .000

CSDP 139 015 214 9.124 .00 6700 1.493

CNTT 167 .015 261 11.37 .00 715 1.399

CSNN 053 .014 085 3.708  .000 719 1.391

DHTT 199 014 325 14257  .000 725 1.380

VON 063  .013] 104 4.990  .000 861 1.161

SDNL 255 .013 401 19.286  .000 .871] 1.148
R? .807
IAdjusted R* .805
Sig. F Change 0,000
IDurbin-Watson 1.903

The regression model suitable with the 5% significance
level is as follows:

YHQHDKD (PTC) = 0,968 + 0,139 CSPBP + 0,167C-
NTT +0,053CSNN + 0,199 DHTT + 0,063 VON + 0,255
SDNL + ¢

In which:

YHQHDKD (PTC): Business performance measured by
non-financial criteria (including customers, internal pro-
cesses and development training)

CSDP: Local policies

CNTT: Information and technology

CSNN: The government’s policies

DHTT: Market orientation

VON: Capital accessibility and usage

SDNL: Use of resource

D. Discussion

This study on factors affecting business performance
from non-financial aspects at enterprises in Nam Dinh prov-
ince has focused on studying the factors affecting business
performance of enterprises to help them and organizations
have a better view of their business activities and to find so-
lutions to improve their business performance. By quantita-
tive research method in the regression model, the study has
estimated and identified factors affecting business perfor-
mance in terms of non-financial aspects. There are 6 influ-
encing factors and the level of influence of each factor in or-
der is as follows: (1) Use of resource (2) Market orientation,
(3) Information technology, (4) Local policies, (5) Capital
accessibility and use, (6) Government's policies. They are
statistically significant in the model. The variables are statis-
tically significant at 5%; all have a positive correlation with
business performance and also agree with viewpoints in pre-
vious studies, that is, the better the use of resources, the
higher the business performance will be, according to [26],
[36], [37], [38], [39]. According to the survey results, the
use of resources in terms of technology and human re-
sources of enterprises in Nam Dinh is still limited. Regard-
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ing market orientation in striving to meet the needs of cur-
rent and potential customers, enterprises will focus on strate-
gies that are considered reliable in order to improve cus-
tomers' awareness of quality of products and services,
thereby enabling them to create and maintain better cus-
tomer value. This is in line with results of [27], [40], [41].
The survey results show that market orientation based on
products with strengths and competitive advantages has not
been carried out effectively. Regarding IT, [42] suggests
that IT is related to increased productivity. According to
[42], technological competence is positively and signifi-
cantly related to business performance. Another study by
[43] shows that technology competence affects the overall
success of an enterprise. According to the survey results, the
database at enterprises is stored and exploited ineffectively.
Regarding local policies, according to [16], [29], IT has a
positive influence on business performance. Currently, ac-
cording to enterprises, the province's policy, procedures and
infrastructure have many limitations that need to be over-
come. Regarding capital accessibility and use of capital [44]
believe that effective use of business capital with a properly
allocated capital structure will help enterprises. According to
[45], as the main source of capital for enterprises, the system
of financial and credit institutions will have a large influence
on the size of the capital market and the growth rate of en-
terprises. [16] also suggests that capital accessibility affects
business performance. Specifically, if accessibility to capital
in capital markets and credit institutions is good, policies on
loan procedures are simple and convenient, interest rate
policies are reasonable, the business performance of enter-
prises will be higher. Survey results show that enterprises
have difficulties in accessing capital sources in the province.
Regarding state policies, the studies by [10], [30], [11] state
that the number of forms of state support that enterprises
have ever received has a positive effect on business perfor-
mance. The government creates supportive policies for the
development of enterprises. Enterprises are the driving force
of socio-economic development, while finance is an impor-
tant lifeline, leading businesses and the economy to develop.
In fact, the government's policies to encourage investment
and support for international integration have not been ef-
fective.

V. CoNCLUSIONS AND RECOMMENDATIONS

In order to improve the business performance of enter-
prises in Nam Dinh province, the authors propose a number
of solutions from the research results as follows:

Firstly, the use of resource has the strongest influence on
the business performance of enterprises. Enterprises believe
that it is necessary to focus on the human resource factor be-
cause human is the decisive factor for all activities of enter-
prises. Nam Dinh province needs to focus on training high-
quality human resources, on practice and close association
with training institutions. It is necessary to have in-depth
training policies to improve workers' skills and develop pro-
fessional demeanor. Enterprises need to have specific job
descriptions and clear salary regulations clearly according to
employees' ability to contribute at work. In addition, tech-
nology resources, if used and exploited well, will help busi-
nesses improve their business operations better. Nam Dinh

enterprises need to carry out in-depth investment to upgrade
existing factories and conduct planning and new investments
to meet the requirements of origin of goods. Attention
should be given to building a technical and design team. En-
terprises should actively invest in renewing technology
lines, applying quality management methods according to
international standards, productivity improvement tools such
as: ISO 9001; 5S, TPM, Lean... Also, they should apply ad-
vanced, highly automated, closed production models and IT
for control on smart screens, helping workers control ma-
chines in a convenient, accurate manner to save time, labour
force, and manpower.

Secondly, in terms of market orientation, in order to ef-
fectively target customers, businesses should recognize the
needs of customers better than their competitors. If they can
do so and then be able to fulfill such needs, they will cer-
tainly gain more market share and higher profits. To imple-
ment customer orientation more effectively, employees in
the enterprise should be encouraged to develop customer fo-
cus, access to customizations, and use information to pro-
vide better service quality of service. The better service
quality, the better the business performance. Enterprises in
Nam Dinh province should aim to target customer markets
with the province's strengths in textiles, apparel, footwear,
mechanics. They should monitor the level of commitment
and customer orientation and measure customer satisfaction
on a regular and systematic basis.

Thirdly, the fourth industrial revolution (Industry 4.0) is
formed from the strong development of digital technologies.
IT is the link that plays a very important role in this revolu-
tion. According to the survey results, the storage and ex-
ploitation of databases at enterprises for business purposes is
still limited. Therefore, businesses need to use the data stor-
age in many different forms such as: (1) On-site storage:
This is the original data storage method. An on-site data so-
lution that often involves the server is owned and managed
by the enterprise itself; (2) Colocation: While many enter-
prises still want to store their valuable data on devices they
own and control, they don't want to have to deal with the
problems that arise with managing those devices them-
selves; (3) Public Cloud: Small and medium-sized compa-
nies cannot afford to invest in expensive hardware to store
data. Transferring all data to a public cloud provider helps
enterprises become more flexible; (4) Private Cloud: The
open nature of a public cloud environment makes it difficult
to protect sensitive data from unauthorized access. For com-
panies that don't want to take these risks, private clouds de-
ployed through a virtualized data center provide a much
higher level of security, especially when combined with
cryptographic protocols.

Fourthly, on local policies, it is necesary to continue to
promote reform of administrative procedures in the field of
business registration and investment registration. Regularly
review administrative procedures in accordance with the
provisions of law, abolish unnecessary procedures. Ensure
publicity and transparency of all administrative procedures.
Promote computerization at the one-stop shop in the process
of handling administrative procedures of functional state
management agencies. Equip material and technical founda-
tions to modernize public administration. Strengthen coordi-
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nation between departments, branches, People's Committees
of districts and cities in solving legal problems arising in the
process of establishment, investment and operation of enter-
prises. Improve the quality of human resources to implement
state administrative reform. Strengthen the review, inspec-
tion and supervision of implementation of administrative
procedures. Improve organizational capacity. Promote
streamlined administrative procedures associated with the
application of IT in the operations of State agencies. Regard-
ing infrastructure in Nam Dinh province, it is necessary to:
improve the quality of regional planning combined with sec-
toral development planning in the province; ensure publicity
and transparency of plans, processes and procedures for land
access; study and issue preferential regulations to encourage
construction enterprises to invest in building infrastructure
of industrial parks and industrial clusters for enterprises; and
integrate targeted support capital sources from the state bud-
get.

Fifthly, about the ability to access and use capital effec-
tively, for businesses that have just got a loan for the first
time but do not have enough collateral: through the ap-
praisal, if there is enough basis to evaluate the plan as feasi-
ble, effective and that it belongs to the strong or priztized
industry and field in accordance with the development ori-
entation of the province, banks and credit institutions make
agreements with enterprises to provide information on the
progress of project implementation and transfer all project
revenues to a bank account for debt recovery. This content is
agreed upon in the credit contract so that there is a basis for
early handling of contract violations when detecting that en-
terprises do not comply or transfer the revenue to an account
at another bank, limiting the loss of debt collection. On that
basis, the bank applies the form of lending a part of the out-
standing balance without collateral and only needs to moni-
tor the implementation progress and revenue of the plan to
recover the debt. For enterprises that have relationships or
are taking loans at banks and credit institutions: in reviewing
the loan history, if the customer has good cooperation, the
bank or credit institution will re-evaluate all collaterals. If
collaterals are still more valuable than the guarantee obliga-
tions, they continue to make loans when the enterprise has a
feasible and effective plan, strictly supervises the implemen-
tation of the plan and the enterprise's cash flow, and apply
additional collateral methods such as third-party guarantee,
mortgage of future assets, receivables, inventory (if any) to
collect debts.

Sixthly, for policies of the government, it is necessary to
improve preferential policies on land use, infrastructure sup-
port policies, investment promotion policy and support for
public services, and to develop policies to support human re-
source training. Regarding policies to support international
integration, it is necessary to formulate policies to boost ex-
ports and limit imports of non-essential consumer goods and
luxury goods, formulate policies to support and develop
high-quality human resources, continue to promote the ef-
fectiveness of industrial development policies in the direc-
tion of focusing on attracting multinational corporations.
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