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CAC NHAN TO THEN CHOT CHO THANH
CONG TRONG CANH TRANH CUA CAC
SAN THUONG MAI DIEN TU

Nguyén Thuy Dung
Hoc vién Coéng nghé Buu chinh Vién théng

Tém tit: Thuong mai dién tir phat trién kéo
theo su phét trién cta cac san giao dich thuong
mai dién ta. Thuc té cho théy su canh tranh
gitra cac san trong viéc thu hut ngudi ban- cac
don vi cung cép san phém dich vu va nguoi
mua hang dang dién ra ngay cang khdc liét. Cac
bdo cdo hang thang ctia Metric 12 mdt minh
chimg cu thé cho vin d& nay. Bang phuong
phap khao ciru tai liéu va phong van chuyén
gia, nghién ciru da chi ra cac nhan t then cht
cho thanh cong trong canh tranh cua cac san
thwong mai dién tir gdm: chét luong san pham,
danh muc san phém, website ban hang, cac
chinh sach di véi khach hang va ngudi cung
cap hang hoa va trai nghiém mua hang. Day
dugc cho la giai phap gitup cac san thuong mai
dién tir co cac quyét dinh chién lugc nham dau
tu co trong diém, dam bao su thanh cong hon
trong kinh doanh.

Tir khoa: San thuong mai dién tlr, canh
tranh, thuong mai dién tur.

1. GIOI THIEU

Phat trién thwong mai dién tir (TMPT) tré
thanh linh vuc tién phong ciia nén kinh té s6
hién nay. Theo bao cdo TMDT cac nudc Dong
Nam A coa Google, Temasek va
Brain&Company, hién tai, Vié¢t Nam dang la
nude c¢6 dan sb tré, ddng thoi 1a nude c6 luong
Tac gia lién hé: Nguyén Thily Dung
Email: dungnt@ptit.edu.vn

Dén toa soan: 18/8/2022, chinh sira: 26/9/2022, chip nhan ding:
30/9/2022.

ngudi ding smartphone chiém ty trong 16n. Do
d6, lwong nguoi giao dich TMPT nhiéu, theo
du doan, téc do ting trudng trung binh cho ca
giai doan 2015-2025 ctua thuong mai dién tr
Viét Nam 1a 29%. Cho dén nay, ching ta khong
thé pht nhan vai tro cua TMDT, dac biét sau
tac dong manh mé trong mot thoi gian dai cia
dai dich Covid-19.

Pong gop khong thé thiéu vao sy phat trién
cua TMDT Viét Nam la céc san thuong mai
dién tir. Shopee, Lazada, Tiki, Sendo la 4 san
TMDT 16n nhét tai thi truong Viét Nam hién
nay. Tu thang 11/2021 d&n thang 5/2022,
Shopee giit viing vi thé dan dau véi 72% thi
phan, doanh s6 dat43.118 ty ddong. Lazada
ding ké sau véi 20,9% thi phén, doanh sb
dat 12.539 ty déng. Du dia con lai dugc chia
cho Tiki va Sendo (Metric, 5/2022).

Vay dé thanh cong trong canh tranh thi cac
sain TMDT céan tap trung vao hoat dong nio
nham thu hat duoc khach hang, thu hut cac nha
ban hang, ting cuong lgi thé canh tranh bén
virng. Viéc xac dinh dugc chinh xéc can dau tu
vao cic nhan t6 nao co vai tro v cing quan
trong, gitp cac doanh nghip trong nganh nay
tap trung nguodn lyc, dinh huéng chién lugc
trong diém, nham tiét kiém chi phi va huéng téi
sy phat trién bén viing.

Céc nghién ctru hién nay lién quan dén san
TMDT moi tap trung nghién clru hanh vi (nhu
nghién ctu cac nhan t6 tic dong dén ¥ dinh
mua hang, y dinh mua hang ldp lai), nghién ctu
sy hai long cua khiach hang d6i véi cac san
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pham, dich vu cung cip trén cic sain TMDT. Do
d6 van con khoang trong can nghién ctu cho
van dé lién quan dén canh tranh gita cac san
TMPBT. Muc tiéu ciia nghién ctru nay nham tra
16i cau hoi: céc nhan 6 then chdt cho thanh
cong trong canh tranh cua cac san TMDT la gi?
Giai phap nao dé phat trién cac nhan t6 nay
nhim tao lgi thé canh tranh cho cic doanh
nghi¢p trong nganh?

2. CO SO LY LUAN VE CAC NHAN TO
THEN CHOT CHO THANH CONG CUA
DOANH NGHIEP TRONG MOT NGANH

Céc nhan t6 then chét cho thanh cdng trong
canh tranh trong mot nganh 1a nhitng nhéan té
tdc dong manh nhét t6i kha nang thanh dat trén
thi truong cua cac doanh nghiép trong nganh.
D6 1a cac nhan td chién luge cu thé, cac dic
tinh san phém, cac nguén luc, cac nang luc, cac
kha nang canh tranh, va céac két qua kinh doanh
bao hiéu sy khac nhau giita 16 va 1ai (Lé Thé
Giodi, Nguyén Thanh Liém, Tran Hiru Hai,
2011).

Céc nhan t6 then chét cho thanh cong trong
canh tranh c6 lién quan dén nhiing gi ma mdi
doanh nghiép trong nganh phdi cé nadng luc
thyc hién hay tap trung hudng téi dé giang
thing loi vé tai chinh hay canh tranh. Vi du,
trong nganh bia, cac nhan td then chét cho
thanh cong 14 sir dung day du nang lyc san xuat
(d¢ duy tri chi phi thip), mot mang ludi ban
budn manh mé (dé tiép can tét nhat dén cac
diém ban 1¢), va quang cdo khon khéo (dé
huéng nhitng ngudi udng bia dén mot nhin
hidu). Trong nganh may mic, nhan té then chdt
cho thanh cong 1a thiét ké mau va phdi mau hap
dan (dé tao ra su thich thi cho ngudi mua) va
hé thong ché tao hiéu qua, chi phi thip. Trong
nganh kinh doanh an udng, nha hang, nhén t6
then chdt cho thanh cong 1a cach thic/cong
thire ché bién thanh cac moén an ngon, dep mat,
dam bao v€ sinh an toan thuc phém, la vi tri,
khong gian an udng phu hop véi nhu cau, thi

hiéu cua khach hang muyc tiéu hay su thuan tié€n
trong thanh todn va mang di (khi doanh nghi¢p
c6 hinh thtrc ban hang online).

Nhu trén da dé cap, cac nhan t6 then chdt
cho thanh cong lién quan d&én cac dic tinh san
phém, cac nang lyc, cac kha nang canh tranh,
va thi phan co tac dong tryc tiép nhat dén kha
nang sinh loi ctia cong ty. Pé x4c dinh cic nhan
t6 then chét thanh cong trong nganh, ching ta
can tra 10 cac ciu hoi:

- Piéu gi khién khach hang lwa chon giita cac
nhan hiéu san phim cia nguoi ban ?

- Céc doanh nghiép phai 1am gi dé thanh cong,
céc kha nang va ngudn luc ndo can phai c6?
Céc doanh nghiép phai lam gi dé duy tri loi thé
canh tranh bén vitng?

Thuong thi nhitng nhan t6 then chét cho
thanh cong ctia mgt nganh dugc xac dinh tu
chinh yéu cau va dic thu can phai c6 cia nganh
d6. Vi du voi nganh ngan hang thi yéu cau cua
nganh 13 tinh an toan vdn, an toan hé thong tai
chinh quéc gia. Do d6 cac nha quan tri ngan
hang du theo dudi chién lugc nao dé gia tang loi
nhuén ciing phai ¢am bao hai nhan t6 then chot
nay.

Céc nhan t6 then chét cho thanh cong cua
mot nganh nhiéu khi khong ¢ dinh ma cé thé
thay ddi theo thoi gian. Tuy nhién, trong mdi
thoi ky hiém khi xuat hién trong nganh nhiéu
hon bén nhén té then chdt cho thanh cong.
Ngay ca khi c¢6 dén ba, bén nhan té then chét
thi chi mdt hay hai nhan t6 duoc xem la quan
trong hon cé con cac nhan t6 con lai s& duoc coi
nhe hon. Nhu vay, viéc nhan di¢n cac nhan td
then chdt cho thanh cong trong nganh phai chi
ra dugc nhan td nio 1a quan trong hon, va nhan
t6 nao it quan trong hon.Vi du véi cac doanh
nghiép trong nganh ban 1¢ hién nay (sau céc
thay ddi vé cong nghé s6 va dai dich Covid 19)
thi nhan t6 then chdt cho thanh cong 1a thiét lap
hé théng ban hang tryc tuyén. Do d6 cac doanh
nghiép trong nganh nay can tap trung thiét 1ap
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website va c4c kénh ban hang tryc tuyén khac
cung véi viée thiét 1ap cac hinh thirc thanh toan
dién tr va giao hang. Nhan té co thé it quan
trong hon trong mét sé doanh nghiép trong
nganh nay 1a viéc viéc lya chon cac dia diém
ban hang c6 vi tri déc dia.

Céc doanh nghi€p gianh sy quan tam dac
biét dén cac nhan t then chdt cho thanh cong vi
n6 14 nhimng diéu kién tién quyét cia thanh cong
trong nganh. Day 1a mot wu tién hang dau. Cac
nha quan tri can phai am hiéu, cap nhat thong
tin ciia nganh dé xac dinh nhan té nao 1a quan
trong d6i v4i thanh cong, nhan t6 nao it quan
trong hon dé tap trung nd luc cho nhitng nhan
t6 quan trong d6. Cac nha quan trji cling can
phai biét cac ngudn lyc ndo 13 dang gia trong
nganh do6. Vi du doanh nghiép trong nganh
hang khong can wu tién hang dau vao ning lyuc
dam bao an toan bay va c6 thé it tip trung hon
cho viéc cung cip cac thong tin gidi tri trén may
bay chang han.

Do d6, viéc chan doan sai nhan t6 then chét
cho thanh cong lau dai s& din dén mot chién
lugc dinh hudng sai. biéu d6 co nghia l1a doanh
nghi¢p da nhan manh vao nhirng muc ti€u canh
tranh khong quan trong trong khi lai quan tam
khong day du dén cac kha ning canh tranh quan
trong hon. Nguoc lai, doanh nghi€p nhén thirc
day du vé cac nhan td then chdt cho thanh cong
6 thé duy tri dugc loi thé canh tranh bén virng
nhd hudng chién luge ciia minh vao cac nhan t6
nay, va dau tu sirc lyc ciia minh vao mot hay
mot sd cic nhan td dé thuc hién t6t hon ddi thu
(Nguyén Thé Gidi, Nguyén Thanh Liém, Tran
Hiru Hai, 2002). Cac nhéan td then chét cho
thanh cong thé hién nhiing co hoi vang cho loi
thé canh tranh, cac doanh nghiép ndi bat trong
mot nhan td then chdt luén co duoc vi thé thi
truong manh mé nhd nhimg ¢ ging cua ho.
Béi vi, viée sit dung mot hay nhiéu cc nhan tb
then chét cho thanh cong trong nganh nhu 1a
nén tang cho chién luoc cong ty, va viée cd
gang duy tri loi thé canh tranh bang su xuat sic

trén mot hay mat s6 nhan t then chét 1a cach
tiép can rat hiru ich.

3. PHWONG PHAP NGHIEN CUU

Nghién ctu st dung phuong phap phoéng
van sdu nham tham khao ¥ kién chuyén gia két
hop khao ctru tai liéu thir cAp nham bd sung,
cing ¢b thém y kién chuyén gia. Quy trinh
nghién ctru va phuong phap thu thdp dir licu
dugc mo ta theo cac budc dudi day:

Budc 1: Phong van sau chuyén gia

Téc gia da thuc hién phong van 05 chuyén
gia, trong d6 c6 04 chuyén gia la lanh dao, quan
1y san va cac doanh nghiép cung tng hd tro ban
hang cho cac don vi kinh doanh trén san TMDT
tai Viét Nam la Sapo, Fado, Lameco, 01 chuyén
gia l1a giang vién chuyén nganh TMDT tai mot
treong dai hoc & Ha Noi. Sapo 1a doanh nghiép
c¢6 kinh nghiém hon 14 nim cung cap cac nén
tang quan ly ban hang da kénh, trong dé c6 ban
hang qua website va qua san TMDT. Fado va
Lameco, bén canh cung cép cac dich vu hd tro
ban hang da kénh con 1a mdt san TMDT cung
cip da dang cac mat hang theo phuong thirc ban
budn va ban 1é trong nudc va qudc té voi kinh
nghiém gan 10 nam (v6i Fado) va hon 3 nim
(voi Lameco).

Cau hoi phong van chuyén gia tap trung vao
tim hiéu y kién, quan diém cia chuyén gia vé
cic nhan t6 then chdt cho thanh cong trong
canh tranh cta cac san TMBT hién nay; y kién
chuyén gia vé lya chon va xép hang cac nhan té
nay. Cac cudc phong van duge thuc hién truc
tiép tai phong lam viéc hodc phong hop cua
nguoi duoc phong van va qua dién thoai véi
mot s6 ndi dung can lam 3, bd sung sau do.
Thoi gian phong van tir 30 dén 45 phut.

Budc 2: Nghién ctru dir liéu thir cp

Tiép theo budc tham khao y kién chuyén
gia, nghién ctru str dung phuong phap khao ctru
tai liéu bang cach thu thap dit liéu thtr cp nham
tim hiéu vé cac nhan t6 tac dong dén quyét dinh
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mua hang, lam hai 1ong khach hang cua céac san
TMPT hién nay. Cac nhén t6 nay duogc cho la
két qua dau tu thanh cong vao cac nhén té then
chét cia cac san TMDT nay.

Bué6c 3: Phan tich, xac dinh cdc nhan tb
then chdt cho thanh cong cua cac san thuong
mai dién tir.

Phuong phap xir 1y dit liéu 13 phan tich tong
hop ¥ kién chuyén gia, két hop dir lidu tha cép,
dé xac dinh cac nhan t6 then chdt cho thanh
cong trong canh tranh cua cac san thuong mai
dién tir tai Viét Nam hién nay. Cac nhan td
duoc chon 14 cac nhan té duge cac chuyén gia
Ivra chon va Xép hang dé)ng thoi 1 cac nhan td
tac dong manh dén quyét dinh mua hang, mua
hang 13p lai va lam hai long khach hang cua cac
san TMDT.

4. KET QUA NGHIEN clru VA BINH
LUAN

4.1 Két qud phéng vin siu chuyén gia

Két qua nghién ctu cic nhan t6 then chét
cho thanh cbng trong canh tranh cta cac san
thuong mai dién tur tai Viét Nam hién nay dugc
cac chuyén gia lwa chon va xép hang nhu sau:

Bang 1. Téng hop cac nhan té then chét cho
thanh cong trong canh tranh ctia cac san
thwong mai dién tor tai Viét Nam
(qua y kién chuyén gia)

STT | Cécnhan Dién giai Xép
té canh hang
tranh
1 | Chéatluong | San phim dam bao | 1
san pham chat lugng nhu thong

tin dwoc cung cép,
khong c6 hang gia,
hang nhai.

2 Danh muc Ching loai san pham 2

san pham phong phu, da dang, c6
nhidu thwong hiéu
ngudi ban cho khéch
hang lya chon.
3 | Website Thiét ké giao dién dep, | 3

thuan tién, kich thich

viéc mua thém nhiéu
hang hoa, tich hop
thanh toan dién tur
nhanh chong, an toan.

Cac chinh Cac chinh sach giao
sach dbi v6i | hang (nhanh chéng voi
khéch hang | chi phi thip hodc mién
va nguoi phi); giam gia (sale),
cung cap gia theo combo; chinh
hang hoa sach hoan tién, dbi/tra

san  pham  nhanh
chong; cac chinh sach
hd trg ngudi ban hang
(dao tao, truyén

théng...)

Thiét ké cic chuwong 5
trinh gitp khach hang
trai nghiém dugc toan

5 Trai nghiém
mua hang

bd quy trinh mua hang
va sau mua hang.

(Nguon: Tong hop cua tc gid)

Theo ¥ kién cta cac chuyén gia, cac san
thuong mai dién ti can tap trung vao 4 nhan td
dau tién vi day ciing la dac thu kinh doanh cia
san thuong mai dién tor (thuc chét 1a cho ban
hang truc tuyén). Ly do tiép theo 1a ddi twong
khach hang ctia san thuong mai dién tir gdm hai
nhém 1a ngudi tiéu dung va céc t6 chirc/doanh
nghiép cung cdp hang hoéa. Do viy, cic san
thuong mai dién tur can phai c6 cac chinh séch,
hoat dong hd trg cho hai nhom khach hang nay.
Hon thé nita, thoi gian gan ddy, nhiéu don vi
kinh doanh dd chuyén d6i va mé rong thém
kénh ban hang truc tuyén, kéo theo su canh
tranh giita cic san dé thu hut cac don vi nay
ngay cang khc liét. Didu nay, thuc day cac san
phai c6 nhitng céi tién manh mé& hon.

Shopee 1a mot minh ching cu thé cho viéc
xac dinh dung cac yéu té then chdt cho thanh
cong va phat trién cac yéu tb nay tré thanh ning
luc canh tranh cua ho. Thir nhat, vé chit luong
va sy da dang hoa san pham, theo thong ké gan
day, Shopee c¢6 dén 25 nganh hang khac nhau
v6i khoang 6 triéu ngudi ban, bao gdm hon
7.000 thuong hiéu va nha phan phdi hang dau,
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khach hang ctia Shopee hién cO hon 40 triéu
ngudi, chiém 72% thi phan tai Viét Nam
(Matric, 5/2022). Do viy, Shopee c6 thé dap
mg dugc nhu cau cta hau hét khach hang du
moi ltra tudi tai Viét Nam tir hoc sinh - sinh
vién dén nhitng nguoi lam van phong, cac ba
ndi trg, thdm chi cd nhiing ngudi noonh dan it
hiéu biét v& cong nghé. Cac san pham ban tai
Shopee phong pht, da dang tir binh dan dén cao
cap tuong mg véi nhidu mirc gia khac nhau.
Hién cic nhin hang dat tiéu chuin trung bay
trén gian ShopeeMall (gian hang c6 chat luong
cao) c6 thé noéi 1a nhiéu nhat trong cic san
TMDT c6 tai Viét Nam hién nay.

Thir hai, website cua Shopee cling dugc
danh gia 1a trang ban hang than thién, dep mét,
dé sir dung. Céac thong tin vé san pham trén
web, vé& quy trinh mua hang dugc cong khai, dé
theo ddi tir viéc chon font mau cam ruc & dén
viéc thiét ké cac cu khac thuan loi cho cac
khach hang va don vi cung cdp hang héa nhu
tinh ning chat, thong bao, tim kiém qua
hashtag. Nhiéu khach hang cho rang viéc luét
Shopee dang tro thanh thoi quen cta ho, nhidu
khi giap ho giai tri. Do vay website cua Shopee
da tré thanh mot trang gidi tri chir khong don
thuan chi 13 trang mua sim tryc tuyén. Diéu d6
dugc thé hién rd nhit qua cac hoat dong: choi
game giai tri ldy xu, xem livestream ly
Xu,...trong cac ngay sale 16n nhu 7/7, 9/9 hay
11/11 hodc thdm chi 1a ca nhiing ngay sale nho
cing c6 nhung vai sb lugng it hon.

Thir ba, vé nhan t6 lién quan dén cac chinh
sach d6i v&i khach hang va ngudi cung cip
hang hoa, Shopee di khong ngimg ddi méi
nhan t5 thanh cong then chét nay. Gan day
Shopee dd tu chu trong viéc thiét 1ap riéng vi
dién tir kém cong thanh toan truc tuyén véi
ShopeePay, tu chi vé giao hang vdi
ShopeeExpress va m¢ rong thém linh vuc giao
d6 an v6i ShopeeFood. Shopee khong con phu
thudc vao dbi tac thanh toan, giao hang, nhd do

thuc déy duoc toc do va chat lugng cac hoat
dong nay, dong thdi mé rong thém duogc linh
vuc méi (ShopeeFood) nhim ting doanh thu,
cung cd thém loi thé canh tranh cua ho. Céc
chinh sach ddi véi khach hang ciing dugc
Shopee dat sy quan tdm 16n nhu uvu dai hoan
tién (vao lan mua sim tiép theo, d6i thanh
voucher...). Diéu nay da tang himg thi khi mua
sam cho khach hang vi dugc trai nghiém hinh
thirc mua sim méi. Shopee hd trg t6i da trong
viéc doi tra hay khic phuc su ¢d khach quan.
Shopee thudng xuyén cung cdp mi giam gia,
mi mién phi van chuyén cho khich hang. Gia
ca hang hoa tai san Shopee luén 1a 1gi thé canh
tranh ctia ho. Minh ching rd nhit co 1& 1a
chuong trinh “Ré vo dich, & dau ré hon, Shopee
hoan tién”. Cach thirc Shopee sale hang thang
cling chinh 1a cach cham séc va gilr chan khach
hang. Doanh sé khong 16 ma Shopee ¢ dugc 1a
dong gop khong nho tir cac chuong trinh sale
do san nay t6 chirc. Bén canh d6, xu hudng két
hop truyén thong gilta san va cac nhin hang
(don vi cung cap hang hoa) di tao nén lan song
mua sim trong sudt thoi diém ma cac chién
dich ban hang dién ra. DPéi véi Shopee, tinh
riéng giai doan 14/4-13/5/2022 (theo béo cao
ciia Metric, 5/2022), tong doanh sb cua thi
truong TMPT dat mirc 7.200 ty dong va c6 hon
85,5 triéu san phém dugc ban ra. Tt ca cac
hoat dong nay khién Shopee ludn dan dau thi
truong thuong mai dién tor Viét Nam (véi thi
phan 72%).

Thir tw, vé trai nghiém khach hang, that
hiém théy san thuong mai dién tr nao chi manh
tay cho cham s6c khach hang nhu Shopee hién
nay. Shopee ciing ludn dé cao viéc chim soc
khach hang theo tirng giai doan trudc, trong va
sau ban hang. Diéu nay thé hién rd qua viéc khi
khach hang méi chi c6 ¥ dinh mua hang thi
shop di nhiét tinh d& xuit cho khach hang
nhirng san pham phu hop. Céc chinh sach hoan
tién, d6i tra, khéc phuc su ¢6 nhanh chong,
cung cip nhiéu ma freeship ...ctua Shopee nhu
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da trinh bay ciing tao trai nghiém tot cho khach
hang.

Mot minh ching nira c6 thé ké dén cho viéc
lga chon va phat trién thanh cong cac nhan tb
then chét cho thanh cong trong canh tranh Ia
Lazada-san thuong mai dién tr c6 thi phan
ding thr hai tai Viét Nam hién nay (Metric,
5/2022).

Thir nhat, vé nhan t6 chat lugng va su da
dang hoda san phém, nho duy tri dugce mbi quan
hé tét dep, lau bén véi cac doanh nghiép, don vi
cung cap hang hoa nhu Pién may Cho Lon,
Tran Anh, Home Center, Kangaroo, Son Kim,
bong Luc Sport, PNJ, Lock&Lock, Tuticare,
Kids Plaza... ma chit luong san pham cia
Lazada dugc danh gia cao voi da s6 san pham
la hang chinh hang nhu Samsung, Apple,
Xiaomi, Bluestone, L’oreal, Maybelline, Enfa,
Bobby, Huggies, Adidas, Casio, Mediamart,
Juno, Gumac (cac san pham c6 Logo LazMall).
Lazada cam két néu khach hang mua hang tai
LazaMall phat hién hang gia, hang kém chat
lugng s€ dugc Lazada hoan tién 200% gia tri
san pham va dugc doi tra trong 15 ngay du voi
ly do “khong vira ¥”. Chinh diéu nay da gitp
cho Lazada c6 loi thé vé chat luong va su da
dang vé san pham. Hién cong ty nay da cung
cap hon 10000 san pham thudc 12 nganh hang
khac nhau, dap tng hau hét nhu cu cua ngudi
tiéu dung Viét Nam, da dang héa trong cac mau
san pham, dic biét sé& tién tdi canh tranh trong
nganh thoi trang va hang cong ngh¢. Lazada
khong nhimng tip trung vio cic san pham cao
cap nhu trude ddy ma 14n san sang phan khuc
hang hoa pho thong. Két qua nghién ciru cia
Milieu Insight (3/2022) da chi ra 71% khach
hang Viét Nam dong ¥ rang ho nhan thiy hién
cac thuong hi€u, nha ban hang ndi dia dang
dugc hd tro tét nhat trén nén tang TMDT
Lazada.

Thir hai, website cua Lazada ciing dugc
danh gid c6 nhidu vu diém, v6i vai tro 13 nén
tang tién phong tUng dung chién luoc
Shoppertainment — Mua sam két hop giai tri,
Lazada d3 gop phan thay dbi théi quen ngudi
tiéu dung, tao nén nhiing hanh vi mua sdm moi,
khi cr 5 ngudi mua sim thi co 3 nguoi (63%)
ddng y ring Lazada dd khién cho trai nghiém
mua sam cua ho tré nén giai tri va thi vi hon
(theo két qua nghién ctru cua Milieu Insight
(3/2022)). Nhu vay c6 thé noi Lazada da thanh
cong trong viéc dau tu cho nhan t6 then chdt 1a
thiét ké website.

Thir ba, vé céc chinh sach d6i véi khach
hang va nguoi cung cip hang hoa, Lazada co
nguon tai chinh manh nén ludn theo dudi chién
luge mot mire gia tot nhat. Lazada da hop tac
v6i cac ngan hang 16n va nho c6 hé théng
logistics chuyén nghié¢p, cong ty nay da giam
dugc chi phi cho khach hang, dem dén su hai
long va sy ung hg cua khach hang. Lazada cling
lién tyc tung ra nhiing voucher giam gia, dac
biét 1a vd1 khach hang mdéi. So voi1 viéc mua
sam truc tiép tai cic ctra hang thi mua sim
online tai Lazada v6i cac ma voucher Lazada
giam gia s& gitip khach hang tiét kiém thoi gian,
cong suc di lai.

Ngoai ra, 1a mdt trong nhiitng doanh nghiép
di dau, dat nén mong cho nén TMDT Viét Nam,
Lazada d3 som ghi duoc diu 4n trong long
nguoi ti€u dung. Lazada da tién phong xay
dung hé thdng co so ha tang logistics phirc hop
Lazada Express tai Viét Nam. H¢ théng co SO
ha ting logistics cua Lazada duoc danh gid 1a
“xin s0” nhat Viét Nam (Quynh Nhu, 2021).
Trong linh vuc giao van cho thuong mai dién tir
noi chung ¢ Viét Nam, Lazada Logistics dang
la don vi ¢6 lugng don hang nhiéu thir 3 thi
truong. Nam 2020, Lazada Logistics dd ra mat
mot dich vu mdi - giao van da kénh (multi-
channel logistics). Cu thé, ngoai viéc giao nhan,
cung cap dich vu luu kho va déng goi trén tat ca
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cac kénh cho cac doi tac ban hang ma ho dang
kinh doanh, bao gom ca cac kénh ngoai san.

Lazada c6 nén tang co sé ha tdng va chién
lwoc dau tu dai han, c6 300 “diém liy hang”,
trong d6 c6 nhiéu cira hang tién lgi m& cira
24/7, cic quan tra sira, cira hang quan 4o hay
nha thudc cua hé thong PostCo.11 “tu khoa
thong minh” (smart locker) tai TP.HCM & 7 tu
khoa tai Ha Noi tai cac trung tdm mua sam, khu
chung cu va truong dai hoc. iLogic Smartbox 1a
dich vu tu khod thong minh dung chung (smart
locker) v&i mo hinh hoat dong 2 chiéu theo kiéu
grab. Véi dich vu nay, ngudi ding chi can dung
mg dung dé thué tu, giao nhan hang hoic ting
qua tai nhiing chiéc tu thong minh dat tai cac
trung tdm thuong mai 16n, khu dan cu hodc
chung cu,... Dich vu nay di cung cip cho
ngudi mua nhan hang ma khéng can cho doi
shippers. Hién nay, tai thi truong Viét Nam méi
chi ¢6 Lazada du diéu kién dé trién khai dich vu
nay, do phia don vi cung cap (iLogic) doi hoi
cac san TMPT phai ¢6 nén tang co sé ha tang
va chién luoc dau tu dai han. Lazada mé cac
kho giao nhéan tai TP.HCM, Da Nﬁng va Bic
Ninh. LEL Express da dua trung tdm phan loai
hang hoéa thir 2 & Ha No6i di vao hoat dong voi
cong suat khoang 10.000 san pham/gio tir kho
hang, phan loai, giao van hay mdi nhat 1a cac
diém nhan hang ciing giup doanh nghiép tiét
kiém dugc thoi gian cho chinh ngudi dung.
Trong twong lai ngin, Lazada s& dau tu lai hé
théng chia chon ty dong hién dai hon h¢ théng
da ra mat cach day gan chuc nam.

Thir tw, vé viéc cung cap trai nghiém nguoi
ding, do lam tt timg khau/timg diém cham cia
khéach hang trén hanh trinh mua sam tai, Lazada
da nhéan duogc su hai long cua khach hang thong
qua ty 1¢ khach hang mua lai kha cao. Nho co
ngudn lyc vé doi ngii tong dai vién chim soc
khach hang chuyén nghiép, hd tr¢ khach hang
24/7 “duoc cap phép hoat dong theo quy dinh
phap luat”, Lazada di va dang lam rat tot hoat

dong cham soc khach hang, giai quyét dugc van
dé cua khach hang mot cach nhanh chéng va
thuan tién nhat. Hon 76% trong tong sé ngudi
dugc hdi trong nghién ctru cia Milieu Insight
(3/2022) dong ¥ rang mua sim trén Lazada 1a
mot trai nghiém madi mé mang tinh giai tri cao,
trong d6 nhitng 1& hoi mua sim dong vai tro
quan trong la dong lyc mua hang cia 61%
nguoi dugc khao sat.

Theo céac chuyén gia, cac san thuong mai
dién tir can phai tap trung thiét ké cac chuong
trinh trai nghiém khach hang. Quan diém nay
cling twong dong véi nghién ctu cia Trinh
Phuong Ly, Pham Thi Huyén (3/2022). Céc tac
gia da chi ra trong nghién ctru ctia minh vé méi
quan h¢ ty 1€ thuén cua trai nghiém khach hang
tich cuc voi y dinh mua hang 1ap lai trén céc
san TMDT. Trai nghiém khach hang thanh cong
s€ dat duogc ty 1¢ khach hang hai long cao hon,
doanh thu ciing tang nhanh chong hon so vai
nhitng doanh nghiép chi chii y dén viéc ban san
pham. Cac chuyén gia khang dinh: sy canh
tranh cua cac doanh nghiép TMDT ngay cang
cao, chat lugng va mirc gia hop 1y khong con 1a
yéu t6 gitp gitt chan khach hang, nhiing trai
nghi¢m trong dich vu khach hang maéi chinh 1a
yéu t6 then chét trong hoat dong kinh doanh.
Khi khach hang nhan dugc dich vu mang tinh
ca nhan hoa, ho s€ ghi nhé hon. Mot trong
nhiing vi du vé cach ca nhan héa khach hang
theo tén do la Starbucks, ho thuong viét tén cua
khach hang 1én timg cbc d6 cua ho.

4.2 Két qud khdo ciru tai li¢u

Véi cac nhan t6 then chdt cho thanh cong
trong canh tranh cta cdc san TMDT dugc xac
dinh va phan tich bdi cac chuyén gia néu trén,
tac gia tiép tuc khao ctru tai liéu nham tim hiéu
cac nhan t6 nao tac dong dén quyét dinh mua
hang hoac lam hai long nguoi tiéu dung khi
mua hang tai cac san TMPT. Cac nhan té tac
dong dén quyét dinh mua hang va duoc khach
hang danh gid cao chung t6 cac san TMDT da
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dau tu thanh cong vao cic nhan td nay va day
c6 thé duoc xem 1 yéu t6 then chdt cho thanh
cong trong canh tranh. Két qua nghién ciu
duogc trinh bay nhu bang 2 dudi day:

Bang 2. Téng hop cac nhan t6 tac dong dén
quyeéet dinh mua hang/lam hai long khach hang
trén cac san thwong mai dién tlr tai Viét Nam

(qua khao ctru tai liéu)

TT

Céac nhan
to

Dién giai

Cac nghién ciru
deé cap

Chat luong
san phim

San phim dam
bao chit luong
nhu théng tin
dugc cung cép,
khéng c6 hang
gia, hang nhai.

Tra Thi Thao
(2021), Truong
Thi Thay Vi
(2020),
Van

(2022).

Tran
Trong

Dich vu
khach
hang/cham
soc  khach
hang

Cac dich vu tu
véan, hd trg cho
ca nguodi ban
hang (don wvi
cung cép hang
héa) va nguoi
mua hang.

Truong Thi
Thay Vi (2020),
Nguyén Vién
Thanh va céc
cong su (2018),
Tra Thi Thao
(2021), Ha Nam
Khanh Giao,
Bui Nhat
Vuong, Tran
Nhu Quan
(2020)

Phuong
thirc thanh
toan

Céc don hang
duogc thanh toan
dé dang, thuan
tién, an toan; da
dang cac hinh
thirc thanh toan
(tién mat-COD
va thanh toéan
dién tr).

Duong  Ngoc
(2020);

Hoang Huong

Héng

Giang va cong
sy (2020);
Thong Dang
(2020);  Thao
bang (2021)

theo mot $6 tiéu
chi nhét dinh...
giup khach hang
tiét kiém dugc
thoi gian mua
hang.

Giao hang | San pham dugc | Duong  Ngoc
giao dén tay | Hong  (2020);
nguoi tieu dung | Hoang Huong
nhanh chéng, an | Giang va cong
toan; thai do | su (2020);
phuc vu cua | Thong Dang
ngudi nguoi | (2020);  Thao
giao hang &n | Dang (2021)
can, lich su.

Gia ca va | Gia ca hang hoa | lka Barokah

khuyénmai | hop 1y, cac | Suryaningsih va
chuong trinh | cong sy (2019);
khuyén mai hip | Nguyén Vin
dan, ddc biét d6i | Thanh va cac
voi khach hang | cong su (2018)
tré va thuong
xuyén mua hodc
mua khéi luong
lon.

7 | Trai Thiét ké cac | Trinh  Phuong
nghiém chuong trinh | Ly, Pham Thi
muahang | gilp khach hang | Huyén (3/2022);

trai nghiém | Tran Xuan
dugc toan bo | Quynh va Phan
quy trinh mua | Trdn bao Tram
hang va sau mua | (2022).

hang.

Website

Thiét ké giao
dién (dac biét la
trén dién thoai)
dep mit, d& tim
kiém, hinh éanh
san pham, thong
tin vé& san pham
r0 rang, chan
thuc; su dung
cac tinh nang
loc san phdm

Truong Thi
Thay Vi (2020),
Nguyén  Vin
Thanh va céac
cong su ( 2018),
Ha Nam Khanh
Giao (2020),
Bui Nhat Vuong
Tran Nhu Quan
(2020).

(Nguén: Téng hop cua tac gia)

Nhu vay c6 thé noi c¢6 sy kha twong dong
giira ¥ kién cua cac chuyén gia va két qua khao
clru tai liéu. Pidu nay cho thiy da sé cac san
TMDT hién nay tai Vi¢t Nam da xac dinh dugc
va dau tu c6 trong diém vao cac nhan té then
chdt cho thanh cong trong canh tranh nay. Su
thu hat manh mé luong khach hang va nguoi
ban 16n (72% thi phan do Shopee chiém giir,
25% thi phan ma Lazada c6 dugc) 1a minh
chung 13 rang cho viéc dau tu rat hidu qua vao
cac nhan t6 then chét nay. Pay cing 1a mot
ngudn tham khao c6 gia tri d6i voi cac doanh
nghi¢p kinh doanh san TMBT con lai.

SO 03 — 2022

TAP CHI KHOA HOC CONG NGHE THONG TIN VA TRUYEN THONG 115




NGUYEN THUY DUNG

5. KET LUAN VA BE XUAT

Nhu vay, co thé nodi cac nhan td then chdt
cho thanh cong trong canh tranh gilta cac san
thwong mai dién t hi¢n la chat lwong san
phdm, danh muc san pham, website ban hang,
cdc chinh sdch doi véi khdch hang va nguwoi
cung cdp hang héa, trai nghiém khach hang.
Viéc xac dinh chinh xac cac nhan td then chdt
cho thanh cong s€ gitip cac doanh nghiép tap
trung moi nd luc va dinh hudng chién luge cu
thé nham tao dung duoc loi thé canh tranh bén
vitng. Piéu nay s& tranh lang phi cho viéc dau
tu khong trong diém.

Tir két qua nghién ctru, c6 thé thy, cic san
TMDT c6 thé tham khio cach 1am thanh cong
ciia Shopee va Lazada cho nhan t chét luong
va da dang hoa san pham, dong thoi lam tot hon
van dé nay nhu yéu cau bén ban hang cung cip
cac thong tin trung thuc vé san pham, thuc hién
bao g6i san pham chuyén nghiép, tang thoi gian
bao hanh, nhanh chéng giai quyét cac van dé
d6i tra san pham (hién nay hau hét cac san
pham trong nudc, ké cac mot s6 san pham co
thuong hi¢u nudc ngoai mua tai cac san tai Viét
Nam déu c6 thoi gian bao hanh khong dai, viée
d6i/tra ciing thyc hién kha cham tré khién khach
hang nghi ngai vé chat lugng san pham). Bén
canh d6, mot s mit hang nhu thoi trang, khach
hang con bi gii han viéc thr d6, nhidu nguoi
ban chi c6 kénh ban hang hang online, thoi gian
d6i tra cham khién khach hang khong hai long,
lam giam strc mua dbi véi cac mat hang nay.
Thuc t& thi Coolmate- mot thuong hi¢u thoi
trang nam da lam rat tot diéu nay. Véi viéc dau
tr hang dau cho chat luong san pham,
Coolmate c6 chinh sach ddi tra 60 ngay véi bat
ky 1y do gi va thoi gian ddi tra, hoan tién nhanh
chong (trong 24h). Piéu nay di gép phan tao
niém tin cho khach hang, tao duoc luong 16n
khach hang trung thanh va 1a tién d& dé
Coolmate tr¢ thanh Ky lan (danh hiéu vinh
danh nhitng doanh nghiép start up tang trudng
manh m¢&) nam 2021.

Vé céc chinh sach gianh cho khach hang,
Shopee, Lazada c6 tbc do giao hang nhanh
chong, gan déay Tiki ciing cai tién dang ké cong
doan nay. Tuy nhién van hoa giao tiép, thoi
gian giao hang (c6 shipper giao hang vao gio
nghi trua va tham chi 13 t6i mudn) 13 van dé cac
doanh nghiép nay can quan tim. Nhiéu nghién
ctru chi ra day 1 diém trir trong kinh doanh cua
cac san thuong mai dién tr, tao nhiing trai
nghiém khong tt cho khach hang.

Bén canh d6, dé ting cuong trai nghiém
khach hang, cac san TMDT nén theo dudi cach
thirc ca nhan hoéa khach hang. Khi khach hang
nhéan dugc dich vy mang tinh cd nhan hoéa, ho s€
ghi nhé hon. Mot trong nhiing vi du vé cach ca
nhan hoa khach hang theo tén d6 1a Starbucks,
ho thuong viét tén cta khach hang 1én timg cdc
d6 cua ho. V&i mot sé6 mit hang nhu do tiéu
dung thiét yéu, cac doanh nghiép kinh doanh
san ¢ thé tinh toan chu ky tiéu dung lap lai dé
¢6 chinh sach nhic nhé hodc tao tinh ning mua
hang tu dong gitp khach hang giam thiéu thoi
gian va chil dong trong tiéu dung (hét kem danh
rang, hét gidy vé sinh...).

Nhu vay néu tap trung it hon vao cac nhan td
then chdt thay vi dau tu dan trai, cac doanh
nghiép kinh doanh san c6 thé dua ra duoc kha
nhiéu cai tién, tham chi tiét kiém duoc chi phi
nham thu hat khach hang. Tuy nhién, cac doanh
nghiép kinh doanh san ciing can luu ¥ ring cac
nhan t6 nay luon bién doi, doi hoi sy dau tu, cai
tién khong ngung, nham duy tri loi thé canh
tranh bén viing.
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Abstract: The rapid growth of e-commerce leads to
the development of E-Commerce Exchanges. More
specifically, the competition among companies in
attracting sellers - service providers and buyers is
happening fiercely. Therefore, through careful
literature review and interviews with experts, the
research points out the key factors for the competitive
success of e-commerce platforms including: product
quality, product catalog, selling website, policies for
customers and suppliers, as well as the purchasing
experience. This is thought to be a solution to help E-
Commerce Exchange make strategic decisions in
order to focus on investment and secure more success
in business.

Keywords: E-Commerce Exchange, competition, e-
commerce.
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