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LOI CAM ON

Trude hét, nghién ctru sinh xin chan thanh bay t6 1ong biét on sdu sic nhit dén
PGS.TS. Nguyén Vian Minh va TS. Chtr B4 Quyét di tan tinh hudng dan, giup do dé toi o
thé thyc hién va hoan thanh dé tai luan 4n mot cach day da va tot nhat.

Nghién ctru sinh xin chan thanh cdm on Ban Giam hi¢u Truong Pai hoc Thuong
Mai, Vién dao tao Sau Pai hoc cung toan thé cac Théy/Cf) gido Khoa H¢ théng thong tin &
TMBT, B mén TMBT, cac Thay/C, cic chuyén gia, cac doanh nghiép da tao diéu kién va
gitp d& em trong su6t qua trinh nghién ctru va thyc hién dé tai luan an.

Cudi cting, nghién ctru sinh xin giri 101 cam on dén gia dinh, ban bé da ludn dong
vién va gitp dd toi trong sut thoi gian qua dé em hoan thién dé tai luan an.

To1 xin chan thanh cdm on!

Nghién ctru sinh

Nguyén Phan Anh
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PHAN MO PAU
1. Tinh cép thiét cia dé tai nghién ciru

Quan tr1 dong vai tro then chét trong viéc t6i wu hoa nguén luc va nang cao hiéu
qua hoat dong dong thoi tao nén tang cho sy d6i méi va thich tmg cua DN trong moi
truong kinh doanh bién dong. Mot tién dé co ban cta quan tri 1a to chirc va phan bd
hop 1y cac ngudn lyc tir tai chinh, nhan luc dén cong nghé nham dat dugc hiéu qua tbi
da. Theo Fayol (1916), quan tri bao gém cac chtrc nang chinh: hoach dinh, t6 churc, chi
huy, phdi hop va kiém soét gitip DN x4c dinh muc tiéu rd rang va thuc thi chién lugc
linh hoat. Bén canh d6, quan tri con thiic day kha ning sang tao va cai tién lién tuc dé
DN duy tri loi thé canh tranh. Mintzberg (1990) nhdn manh riang quéan tri khong chi
dimg lai & viéc ra quyét dinh ma con khuyén khich vin hoa d6i méi cho phép DN thich
nghi nhanh chéng voi xu hudng thi truong. Thuc té cho thay cac tap doan 16n nhu
Amazon hay BestBuy di xdy dung mé hinh quén tri linh hoat giup ho din dau trong
linh vuc BLDT. Tir nhiing tién dé trén, c6 thé két luan rang quan tri 1a yéu t6 khong thé
thiéu dé DN ton tai va phat trién bén ving.

Ban 1¢ di¢n tor mang lai loi ich to 16n cho DN, NTD va xa hoi nho kha nang tdi vu
hoa quy trinh kinh doanh va mé& rong pham vi tiép can. Déi v6i DN, ban 1é truc tuyén
gitip giam chi phi van hanh nho loai bd cac yéu cau vé mit bang vat Iy va tang hiéu qua
quan 1y hang ton kho thong qua cong nghé sd. Theo Chaffey (2019), cac DN tmg dung
TMDT c6 thé tiét kiém tdi 30% chi phi hoat dong so v6i mo hinh truyén théng. Vé phia
NTD, ban 1€ truc tuyén cung cép su tién loi trong viéc mua sam moi lac, moi noi déng
tho1 mo ra co hoi tiép can da dang SP v&i muc gia canh tranh.

Thuong mai dién tir d3 va dang khang dinh vai tro then chét trong chién luogc ting
truong ciia DN hién dai. Thyc tién cho théy nhiéu DN dat dugc thanh cong dang ké
nho kip thoi chuyén d6i sang mé hinh BLDT, trong khi khong it don vi cham thich tmg
d3 dan bi loai khoi thi trudng. Sy bung nd cia TMDT trong nhitng nim gan day khong
chi tao ra kénh phan phdi mdi ma con gép phan téi cdu trac toan dién mo hinh kinh
doanh cia DN. Theo McKinsey & Company (2022), doanh s6 ban 1¢ truc tuyén tai Hoa
Ky di ting hon 40% vao nam 2021 so voéi nam trude d6 phan anh xu huéng mua sim
da kénh ngay cang ro nét. NTD hién dai khong con gidi han trong mét hinh thirc mua
sam truyén thong ma ngdy cang doi hoi nhitng trai nghiém tich hop va lién mach giita
cac nén tang online va offline. Bén canh do, theo du bao ctia Emarketer (2024) tir nim
2024-2027, doanh s6 TMBT toan cau du kién duy tri téc do ting truéng kép hang nim
14 7,8%, cham mébc 8 nghin ty USD vao ndm 2027. Tang trudng nay nhanh hon gip doi
s0 vOi cac ctra hang truyén thong, minh ching rd rang rang TMPT dang 1a mot lua
chon sinh 1gi vuot trdi cho cac DN trén toan thé gioi.



Truée thuc té do, cac DN di chu dong dua TMDT vao trung tam chién lugc tang
truong thong qua viée dau tu vao ha tang cong nghé, dir liéu NTD va hé thong chudi
cung g linh hoat. Viéc thich img nhanh véi qua trinh chuyén ddi s6 khong con 1a mot Iya
chon chién lugc ma da trg thanh yéu cau tat yéu dé DN duy tri ning lyc canh tranh va phét
trién bén vimg. Tir d6 co thé khang dinh, chuyén ddi sang BLDT khong chi 14 xu hudng
ma 1a diéu kién séng con ddi v6i DN trong ky nguyén sb. Dé hién thuc hoa diéu nay, cac
DN can chu dong dau tu vao ha tz‘ing s0, nang cao nang lyc quan tri va xay dung chién luoc
kinh doanh phti hop véi yéu cau cta thoi dai.

Viéc lua chon SP phu hop 1a yéu t6 then chdt giup DN thanh cong trong ban 1¢
dién tir, ddc biét khi thi truong truc tuyén ngdy cang canh tranh. Amazon (M¥) va Tiki
(Viét Nam) 1a mot vi du dién hinh khi khéi dau bang viéc tap trung vao SP sach, mot
SP ¢6 nhu cdu on dinh, dé tiéu chuan héa va phu hop dé phan phdi truc tuyén. Mit
khéc, danh sach cac SP ban chay trong linh vgc BLDT phan anh rd xu hudng tiéu dung
hién dai v6i su khac biét vé nhu cdu va muc séng gitra cac thi truong khac nhau. Cu thé
tai My, theo Adobe Digital Insights (2022), cac SP cong nghé cao cip nhu dién thoai
thong minh, laptop, hang dién tir tiéu dung, thiét bi gia dung thong minh va phu kién
thoi trang chiém wu thé. Theo béo cdo Vietnam e-Commerce Intelligence (YouNet
ECI, 2025), nganh hang dién may, dién t&r va cong nghé ti€u dung tai Viét Nam dang
c6 tbe do tang trudng tich cuc trén cac sin TMDT. Trong nim 2024, doanh thu cua
nganh hang dién may, cong nghé tir bon san thuong mai dién tir 1on gdm Shopee,
Lazada, Tiki va TikTok Shop da chiém 15% tong doanh thu toan nganh. Theo YouNet
ECI dy bdo, téng doanh thu cia nganh HPDM, dién tir va cong nghé tiéu dung trén cac
san TMDT tai Viét Nam c6 kha nang dat 70 ngan ty dong, ting 23% so v4i nam 2024
(YouNet ECI, 2025).

bic diém cia HPM ¢ tac dong sau sic dén quan tri va quan tri BLDT, dac biét
trong bdi canh TMBT ngay cang phat trién. Thir nhét, tinh ning cong nghé cao va chu ky
d6i méi ngan (Laudon & Laudon, 2020) doi hoi DN phai lién tuc cap nhat SP va tdi wu
hoa quy trinh quan 1y kho hang dé dap Gmg nhu ciu ning cip ciia NTD. Diéu nay dit ra
thach thirc 10n vé quan tri chudi cung tng va kiém soét chi phi vin hanh. Thér hai, dic
diém k¥ thuat phic tap, dic diém vat 1y co tinh tiéu chuan hoa cao va yéu cau lip dat
chuyén nghiép yéu cu cac DN ban 1¢ dién tir tich hop dich vu hau mai nhu bao hanh,
hudng din st dung qua nén tang sd, dong thoi xay dung niém tin v6i KH thong qua céc
chinh sach ho tro rd rang.

Thém nita, cac nghién ctru trude ddy chua chu trong dén dic thi cia DNTM chuyén
kinh doanh HDM, mét nganh hang c6 nhimg déc thi riéng, tinh chat vat 1y, tinh chat kinh té,
tinh chat k thuat v.v va sy phu thudc vao chudi cung tmg toan cau. Cac nghién ciru hién tai
chua quan tam dén nhiing yéu td nay dan dén viéc cac giai phap quan tri BLDT thuong



mang tinh chung chung va kho 4p dung vao thuc té. Nghién ctru quan tri BLDT tai cac DN
chuyén doanh HBM la céip thiét boi cac dic diém riéng bi¢t cua SP nhu gia tri hang héa cao,
vong doi cong nghé ngan va tinh phuc tap trong van hanh. Tiép can quan tri theo chiic ning
bao gém lap ké hoach, t6 chirc, 1anh dao, kiém soat trong linh vyc nay doi hoi sy tuy chinh
dac thu nhu lap ké hoach phai dya trén vong doi ng?in va su d6i méi nhanh; t6 chirc can cha
trong chudi cung mg va bao quan SP k¥ thudt cao; lanh dao phai thic day doi ngii am hiéu
cong nghé; kiém soat yéu cau chinh xac dé han ché rai ro vé hu hong va chi phi cao. Piéu
nay khang dinh tdm quan trong ctia quan tri chuyén sdu dé nang cao hiéu qua kinh doanh va
TNKH.

Vé mit dia Iy: Ha Noi 1a noi tap trung dong dén cu, c6 mirc thu nhap binh quan dau
nguoi cao va ty 18 tiép can cong nghé thong tin vuot trdi so véi mit bang chung ca nudce. Ha
Noi 1a dia phwong ding thr hai ca nudc vé chi sé sin sang TMPT cang cho thdy tAim quan
trong cua viée nghién ctru chuyén sau vé& quan trj BLDT. Theo Tong cuc Thong ké (2022),
Ha Noi 1a mét trong nhiing thi truong tiéu thu hang di¢n may 16n nhét ca nude véi toe dd
ting trudng doanh thu tir TMDT dat khoang 20-30% mdi nim. Tuy nhién, cic DN tai day
van dang d6i mat voi nhiéu kho khan trong viée chuyén dbi sb va ap dung céac giai phap
quan tri BLDT hién dai cho mat hang HDM.

Vé thuc trang quan tri BLDT tai cic DNTM chuyén kinh doanh HDM: Qua khao sat
thyc té cho thay chi khoang 27% DNTM c6 quy trinh hoach dinh ngan sach BLDT bai ban
vao nam 2021-2023 mot ty 1¢ rat thép; mat khac muc do canh tranh ngay cang cao tir cac
san TMDT nhu Shopee, TikTok Shop, noi chiém téi 25% doanh s6 nganh HDM (Metric,
2024). Bén canh d6, khoang 50% chua xay dung bd tiéu chuan kiém soat BLDT theo
chuan quéc té, va 40% con thiéu bd phén chuyén trach vé TMPT. Dic biét, ty 1& nghi viéc
trong lyc luong BLDT dao dong 10-30%, phan anh sy yéu kém trong cong tac lanh dao va
dai ngd; nhiéu DNTM chuyén kinh doanh HPM quy mé 16n chi chi yéu tap trung vao cac
phuong thic ban 1¢ truyén thong nén co thé s& thiéu kinh nghiém quan tri BLDT (Levy et
al, 2022).

Cac DNTM quy md 16n du ¢6 tiém lyc tai chinh nhung van chi yéu tép trung vao
ban 1¢ truyén thong, din dén thiéu kinh nghiém quan tri s6 va cham thich tmg véi xu
hudng da kénh. Trong khi d6, 73% DNTM quy md vira va nho giap kho khan do han ché
vé nang luc tai chinh, cong nghé va nhan sy chuyén mon. Su chénh 1éch 16 rét trong nang
lyc quan tri gitra hai nhém DNTM nay, cing véi thyc té thi truong Ha Noi chiém 22,2%
doanh thu nganh hang dién may toan quéc ndm 2023 nhung ty trong ban 1é dién tir chi dat
khoang 20%, cho thiy khoang trong 16n trong viéc chuyén doi s hiéu qua - doi hoi nghién
ctru chuyén siu dé dé xuét giai phap phu hop voi dic thi nganh va dia phuong.

Cac DNTM c6 quy md vira va nho khong co nhiéu kinh nghiém quéan tri BLDT do
han ché vé nang Iyc tai chinh, quy mo nhan su va cong nghé va kinh nghiém quan ly. Vi



vay, cac DNTM chuyén kinh doanh nganh HDM can phai tim ra dugc thanh cong, han ché
va nguyén nhan ciia quan tri BLDT, tir 46 dé xuat mot sb giai phap va kién nghi quan trong
mang tinh thyc tién cao dé quan tri BLDT. Néu cac DNTM tim hiéu dugc nguyén nhan va
g dung duoc cac dé xuat dé giai quyét cac kho khan cua hoat dong BLPT thi doanh thu
cling nhu hi€éu qua ctia quan tri BLDT cua cac DN chuyén kinh doanh mat HPDM s€ duoc
cai thién dang ké so véi hién tai.

Chinh vi tinh cap thiét vé 1y thuyét va thuc tién néu trén, nghién ctru sinh da chon dé
tai “Qudn tri ban Ié dién tir tai cac doanh nghi¢p thwong mai chuyén kinh doanh
hang dién mdy trén dia ban Ha Ngi” dé nghién ciru. Téac gia ky vong nhiing két qua nghién
ctru ctia ludn 4n co thé dong gop ca gia tri vé thyuc tidn va 1y luan ddong thoi gop phan nang
cao hi¢u qua cua BLDT nganh HPM trén thi truong Viét Nam noi chung va tai thi truong
Ha Noi n6i riéng.

2. Tong quan tinh hinh nghién ciru
2.1. Cic cong trinh nghién ciru lién quan dén quan tri ban Ié va quan tri ban Ié dién tiv

Thi nhat, v& quan tri: tiép can hé thong v&i cong trinh nén tang ciia Levy va cong
su (2022, 2023) dinh nghia quan tri ban 1¢ nhu qua trinh 1ap ké hoach, to chirc, diéu
hanh va kiém soat nham tao gia tri cho khach hang va lgi nhuan cho DN, déng thot
nhan manh vai tro trung gian then chét giira san xuat va nguoi tiéu ding. Cong trinh
"Retailing Management" ciia nhom tac gia nay duoc xem la gido trinh chuan toan cau
nho tinh hé théng cao va cap nhat lién tuc theo xu hudng thi truong. Thir hai, tiép can
hanh vi tiéu dung v&i nghién cru kinh dién cua Kotler va Keller (2016) vé qua trinh ra
quyét dinh mua sim, két hop voi khung 1y thuyét "moéi truong mua saim" (Mehrabian &
Russell, 1974) va "dich vu" (Bitner, 1992), tap trung vao tac dong cua yéu td vat ly va
phi vat Iy d¢én nhan thirc ngudi tiéu dung, vu diém 13 sdu sic vé mat tim 1y hoc nhung
han ché & tinh ung dung h¢ théng cho quan tri toan dién va quan tri BLDT chua dé cap.

Vé quan tri ban 1¢ dién tu: tiép can quan tri BLDT nhu mot hé théng k¥ thuat va
quan tri tich hop: quan tri BLDT 1a su két hop giita ha ting cong nghé va quy trinh
quan tri, trong do tinh lién két dir liéu va kha ning mé rong hé thdng 1a hai yéu t6 cot
16i. Cong trinh nghién ctru cta Laudon va Traver (2022) va Rigby (2011) thiét lap
khung phén tich “Cong nghé, kinh doanh, xa hoi”, khang dinh rang thanh cong ctia mot
doanh nghiép ban I¢ dién tir khong phu thudc vao cong nghé don 1¢, ma vao kha nang
tich hop dong bo giita hé thong quan 1y don hang, quan 1y quan hé khach hang (CRM),
va phan tich hanh vi. Tiép cén theo hudng céng nghé, Brynjolfsson, Hu, va Rahman
(2013) da ching minh rang viéc tich hop cong nghé s6 cu thé 1a Al va hé thong dé xut
c4 nhan hoa c6 thé gitip ting doanh thu ban 1é thong qua viéc cai thién ty 16 chuyén d6i

va long trung thanh khach hang.



Céc nghién ctru cua Hall (2022), Agitha va Dahlan (2023), cung Zou (2024) cung
tiép can quan tri BLDT nhu qua trinh chuyén hoa cé chon loc tir mé hinh truyén thong
sang moi truong s, thay vi thay thé hoan toan. Hall (2022) dé xuat khung thuc hanh sb
hoa cac chirc ning cdt 18i (quan 1y t6n kho, dinh gid, chiam soc khach hang) thong qua
cong cu k¥ thuat s6, mang lai tinh ing dung cao nhung con thién vé van hanh ma chwa
dé cap sau dén chuyén dbi tu duy chién lugc. Agitha va Dahlan (2023) bd sung goc
nhin quan trong vé vai trd bén viing cua cac yéu té "phi k¥ thuat" nhu niém tin va cam
nhan an toan trong quyét dinh mua hang tryc tuyén. Uu diém 1a nhdn manh ban chat
con ngudi trong giao dich s6, nhung han ché ¢ chd chua két ndi hiru co v6i hé théng
cong nghé hd trg. Zou (2024), qua nghién ciru bdi canh Trung Qudc, vuot 1én khoi tiép
can chtrc ning khi 1am 1& qua trinh tai cu tric toan dién tir "tdp trung vao cira hang"
sang "tap trung vao hanh trinh khach hang", trong do dinh gia linh hoat theo dit liéu va
vai tro dong hanh trai nghiém ctia nhan vién ban hang tré thanh trong tdm. Tuy nhién,
bdi canh dic thu cua thi truong Trung Qudc c6 thé 1am giam tinh khéi quat ctia mo
hinh nay dbi véi cac nén kinh té dang phat trién khac nhu tai Viét Nam.

Tiép theo, Nadeem (2024), Badrea va cong su (2024) cing Sagar (2024) théng nhat
tiép can quan tri BLDT nhu hé thng tich hop da kénh, trong d6 hiéu qua khong nam ¢ su
hién dién dong thoi trén nhiéu kénh ma & kha nang dong bo dir liéu, quy trinh va trai nghiém
xuyén kénh (Nadeem, 2024; Badrea va cong su, 2024). Nhom tac gia nhén manh ha tﬁng
cong nghé tri tu¢ nhan tao, dit liéu lon va IoT dong vai trdo xuong séng, cho phép phan tich
hanh vi khach hang thoi gian thuc va ca nhan héa quy mé 16n. Uu diém ciia tiép can nay 1a
tinh hé thong va kha ning thich tmg cao; tuy nhién, han ché ndm & yéu cau dau tu cong nghé
16n va ning lyc tich hop phirc tap, dic biét véi doanh nghiép vira va nho. Sagar (2024) bd
sung goc nhin hanh vi, chi ra chuyén doi s6 da dinh hinh lai ky vong ngudi tiéu ding vé tdc
d6 phan héi tirc thi va trai nghiém gan ndi dung (livestream, thuong mai xa hoi), budc doanh
nghiép tich hop quan tri BLDT véi quan tri ndi dung so.

Téng quan cac cong trinh trong nude cho thay xu hudng rd rét: tir nhitng nghién ctru
mang tinh mé ta ban dau, dan chuyén sang cac phén tich ¢6 chiéu sau vé ciu triic quan tri, hé
sinh théi hd tro va phan tng thich nghi trong bdi canh dic thi vé quan tri ban 1é, quan tri ban
1é dién tir, quan tri BLDT HPM, cu thé:

Tiép can churc nang quan tri: Quan tri ban 1¢ dién tr nhu mdt hé théng vén hanh c6 ciu
trac: bao gém cac cong trinh cia Hoang Cao Cuong (2022) va Phing Thé Hing & Ngb
Quang Truong (2022), trong d6 trong tam 1a viéc ap dung khung chirc ning quan tri truyén
théng bao gém hoach dinh, t6 chirc, 1anh dao, kiém soat vao moi truong ban hang truc tuyén.
Pay 13 hudng tiép cAn mang tinh truyén thdng khi di sdu vao chirc ning ciia quan tri, dong
thoi nghién ctru di tugng trong bdi canh ban hang truc tuyén thong qua cac cong cu quan tri



da dugc kiém chimg. Cuy thé, Hoang Cao Cudng (2022), trong luén an tién si vé Tap doan
Viettel - mot doanh nghi€p c6 nang lyc cong ngh¢ cao da h¢ théng hoéa khai ni€ém “quan tri
ban hang truc tuyén” nhu mét cau trac quan tri chii dong, trong do:

Hai cong trinh cia Hoang Cao Cuong (2022) va Phung Thé Hing & Ngo Quang
Trudng (2022) clng tiép can quan tri BLDT theo chitc ning truyén théng nhung véi boi
canh nghién ctru khac biét. Hoang Cao Cuong (2022) dé xuat mo hinh "d6i ddc nhiém sd" va
diéu chinh chirc ning quén tri theo cap do truong thanh sb théng qua nghién ctru dién hinh
tai Tap doan Viettel. Uu diém 1a tinh hé thong va d6i méi 1y thuyét, nhung han ché ¢ tinh
khai quat do tap trung vao tip doan vién thong quy mo 1én, chua phan anh dic thu nganh
ban 1é. Nguoc lai, Phung Thé Hing & Ngo Quang Trudng (2022) khao sat SMEs ban 1¢ tai
Ha Noi va TP.HCM, phat hién chirc nang kiém soat chtr khong phai hoach dinh mdi 1a yéu
t6 then chdt dé dat hiéu qua ban dau trong méi truong s6, bd sung quan trong cho mo hinh
chirc ning quén tri trong bdi canh ngudn luc han ché ciia DN vira va nho.

Tiép can hé sinh thai hd trg: Quan tri ban 1é dién tir nhu mét nd luc hé théng, khong
thé tach roi ha tang dich vu. Tiép can cta Chir Ba Quyét (2013), Nguyén Xuan Thuy (2016),
va Pham Thu Huong (2021) nhin manh rang hiéu qua quan trj ban 1¢ dién tir khong chi phu
thudc vao nang lyc ndi tai cuia DN, ma con bi rang budc boi chét luong cua hé sinh thai hd
tro. Pay 1a tiép can mang tinh “thé ché - ha tang”, pht hop véi bdi canh cac nén kinh té dang
phat trién, noi nang lyc c4 nhan doanh nghiép thudng bi gidi han boi méi truong vi mo.

Chir Ba Quyét (2013) 1a cong trinh tién phong tai Viét Nam khi hé théng hoa bon try
cot dich vu hd tro: (i) thanh toan dién tu, (ii) logistics s, (iii) dich vu tu van va CSKH truc
tuyén, (iv) marketing s6 va chig minh rang su phét trién khéng dong déu giita cac tru cot
da tao ra “nghich Iy TMDT”: nhiéu doanh nghiép co website, nhung khong thé hoan tat
vong khép kin “mua, thanh toan, giao hang & hau mai”. Luén an dé xuit mo hinh “dich vu
hd tro theo cap d6”, trong d6 nha nude dong vai tro xdic tac ban dau (théng qua quy chuan,
hodc thir nghiép phap 1y), con doanh nghi€p tu nhan chu dong cung tng dich vu chuyén sau.
Du duoc thue hién tir ndm 2013, nhiéu chin doan cta tac gia nhu sy phu thude vao vi dién tir
don 1¢, thiéu lién thong dit liéu van chuyén van con dung dén thoi diém hién tai.

Nguyén Xuén Thuy (2016) va Pham Thu Huong (2021) cing tiép can quan trj ban 16
dién tir tir goc do hé sinh thai hd tro, nhung véi trong tim khac biét. Nguyén Xuan Thiy
(2016) 1am 15 tinh bat d6i xtmg ha tang sb gitra cac ving mién théng qua nghién ciru tai khu
vuc kinh té trong diém mién Trung, chi ra rao can khong con thuan tay k¥ thuat ma 14 thiéu
vang "diém neo" hé sinh thai nhu trung tam logistics, doi ngii k¥ thuat s va co s ddo tao 1a
yéu t6 thuong bi bo qua trong cac md hinh quan tri chuan. Pham Thu Huong (2021) tap
trung vao vai tro trung gian cua cac nén tang sO (Shopee, Lazada, Tiki) nhu "h¢ sinh thai thu
nho", giip DN vira va nho tiép can ha tang tich hop véi chi phi thap; tuy nhién, nghién ctru
cling canh bao h¢ luy tir sy phu thudc chién luoc: mét kiém soat dit liéu KH va bi rang budc



boi chinh sach phi, thuat toan dé xuat cia nén tang han ché trong viéc dé xuat giai phap giam
thiéu rui ro phu thudc.

Tiép can bdi canh chuyén doi: Nhém nghién ciru cia Nguyén Minh Phuong va Vi
Xuan Trudng (2021) cing Nguyén Xudn Minh va cong su (2022) tiép can quan tri BLDT
nhu qua trinh thich nghi mang tinh phan tmg trude ca soc ngoai sinh dai dich Covid-19 mot
goc nhin "hién tugng - lich st xem chuyén ddi sb khong phai Iya chon chién luge ma 13 nhu
cau sinh t6n. Nguyén Minh Phuong va Vii Xuan Truong (2021) lam rd budc chuyén tu duy
tir "bd sung online" sang "liy online 1am trung tAm", trong khi Nguyé&n Xuan Minh va cong
sur (2022) tép trung vao su thay d6i hanh vi tiéu ding va diéu chinh chién lugc tirc thoi cua
DN. Uu diém cua ﬁép can ndy 1a phan anh tinh thoi su va tinh thich tmg thuc tién; nhuoc
diém 1a thiéu tinh hé thdng va kha niang khai quat hoa do phu thudc vao bdi canh khung
hoang dac thu.

Ngoai cac nghién ciru khoa hoc vé Iy thuyét, cac gido trinh, ... cc td chirc va co quan
Nha nudc cling tién hanh cac khao sat théng ké vé phét trién TMPT, xay dung ké hoach
phat trién TMPT. Bo Cong thuong (2005, 2010, 2015, 2020, 2024) di xay dung cac ké
hoach phat trién TMDT Viét Nam trong cac ndm 2005, 2010, 2015, 2020 va gan day nhat 1a
ké hoach phat trién tong thé 2026-2030.

2.2. Cdc cong trinh nghién ciru lién quan dén ban 1é hang dién mdy

Nghién ctru vé ban 1¢ HPM va HPM da chuyén dich manh mé trong hai thap ky
qua, tir tiép cén truyén thong (gia ca, phan phdi, chirc ning san pham) sang mot hé sinh
thai lién nganh, tich hop siu gitta hanh vi tiéu dung sd, quan tri chudi cung tmg bén
vitng, va thiét ké thong minh dua trén cong nghé so.

Mot 13, hanh vi thay thé va nhéan thirc gia tri: Mot s6 nghién ciru nén tang giai
thich dong lyc mua sam/thay thé HPM xuét phat tir nhu cAu va cam nhén cua NTD,
trong d6 ky vong vé hiéu suit cong nghé va cam nhan 13i thoi chirc ning tac dong
manh hon tudi tho thyc té hay chi phi bao tri dén quyét dinh loai bo san pham (Offer &
Walasek, 2009). Nghién ctru ndy danh diu budc chuyén tir moé hinh k¥ thuat sang mo
hinh tdm 1y hanh vi, cho thdy NTD khong chi phan Gmg v6i hu hong, ma véi cam giac
lac hau, mdt hién tuong dugc goi la hao mon tri gidc. H¢ qua 1a vong doi san phém
ngdy cang ngan, bat chip tién bd vé do bén vat 1y, tao ap luc 1én hé thdng quan 1y chat
thai dién tr. Trong bdi canh nay, cac nha nghién ctru nhu Duch-Brown va cong su
(2017) va Agrawal & Gulhane (2024) b6 sung bang chimg thuc nghiém rang kénh tryc
tuyén lam tram trong thém xu hudng nay nhd kha ning so sanh gia, tinh ning va danh
gi4 xa hoi thoi gian thyc khién nguoi tiéu dung d& nhan dién “khoang cach hiéu sut”
giita san pham hién c6 va mau méi, du chénh 1éch thuc té c6 thé khong dang ké. Nhimg
nghién ctru trén da 1am 6 vai trd trung tdm ctia cac yéu tb tam 1y, dic biét 1a cam nhan
16i thoi chtrc nang va ky vong hiéu suat trong thiic diy hanh vi thay thé HPM, dong
thoi chi ra tac dong khuéch dai cia méi truong truc tuyén; tuy nhién, van con thiéu
vang khung phan tich tich hop giita dong co nhan thirc, bdi canh kénh phan phdi (ban



1¢ truyén thong vs. BLDT) va yéu té vian hoa, théi quen va hanh vi tiéu ding dan dén
khoang trong trong viéc giai thich sy khac biét hanh vi tiéu dung gitta cac qudc gia.

Hai 13, tiép can vé tai san thwong hiéu va trai nghiém s6: Puoc phat trién qua cac
nghién ctru ciia Nguyén Thu Huong (2020) va Etrata cuing cong sy (2022), nhitng cong
trinh xac 1ap mo hinh do ludng tai san thuong hiéu dua trén bén thanh t6 c¢dt 16i: nhan
dién thuong hiéu, chat luong cam nhan, su lién két cam xuc va long trung thanh hanh
vi. Céc tic gia dong thuan rang trong bdi canh thong tin bat cin xtng cao dic trung cta
nganh hang dién may, trai nghiém sb thong qua giao dién website than thién, téc do
phan hoi chatbot, @ minh bach thong tin k¥ thuat va twong tac hai chiéu trén MXH
dong vai trd trung gian then chét dinh hinh tai san thuong hiéu va thuc day long trung
thanh khach hang. Uu diém cua tiép cin nay 1a lam rd co ché trung gian giira trai
nghiém s va gia tri thuong hiéu, cung cap thang do dinh luong co gi tri thuc nghiém
tai thi truong Viét Nam. Tuy nhién, han ché ndi bat 1a cac nghién ctu chu yéu tap trung
vao khia canh thuong hi¢u va tuong tdc mang xa héi, chua gén két hitu co véi hé théng
chic nang quan tri BLDT (hoach dinh, t6 chue, 1anh dao, kiém soat). Do d6, mac du
lam 16 vai tro khac biét hoa cua trai nghiém sb trong nganh hang dién may, cic cong
trinh nay chua dé xuit khung quan tri tich hop dé chuyén héa trai nghiém sé thanh
nang luc van hanh BLDT hi¢u qua.

Ba 13, mo hinh ban 1¢ da kénh va cong nghé tiép thi. Dong nghién ctru vé mo hinh
ban 1¢é da kénh trong nganh hang dién may phan anh su tién hoa tir tiép can don kénh
sang toan kénh (omnichannel), v6i nhitng dong gop nén tang tir Balija va Carpenter
(2010). Céc tac gia nay xac dinh ba dong luc cdt 1i thic ddy chuyén dich kénh: tién
loi, gia canh tranh va kha nang so sanh san phém, quan diém sau nay dugc cung cd boi
Duch-Brown va cong su (2017) cung Agrawal & Gulhane (2024) trong bdi canh
TMDT trudong thanh. Uu diém cua tiép can nay 1a lam rd dong co hanh vi ngudi tiéu
dung; tuy nhién, han ché nam & viéc chua dé cap dén su tich hop dich vu sau vao gia tri
san pham, khi siéu thi dién may ngay nay khong chi 1a diém giao dich ma con 1a cong
vao hé sinh thai gia tri bao gdm lap dat, bao tri dinh ky va chuong trinh déi cii 1dy méi.
Gan day, Ramya va Rao (2024) cuing Raden Mas va Puspita (2024) mo rong khung 1y
thuyét bang cach phén tich vai tro cia tri tué nhéan tao (AI) trong viéc khong chi tdi uu
hoa marketing mix truyén théng (diéu chinh gia dong, c4 nhan héa goi ¥) ma con dinh
hinh lai trai nghiém thuc té thong qua chatbot k¥ thuat va cong nghé thuc té ting cudong
(AR). Du cac nghién cru nay 1am rd tiém ning chuyén doi sé trong ban 1é HDM,
chung van thiéu tinh bdi canh khi chua dé cdp dén rao can thuc thi tai thi truong dia
phuong dac biét 1a tai Ha Noi; vé nang lyc cong nghé, chuyén ddi té chirc va hanh vi
nhan su trong cic DNTM chuyén doanh HPM, tao ra khoang trong nghién ctru quan
trong can dugc lap day.

Bon 13, tiép can vé quan 1y vong doi san pham va kinh té tuan hoan: Vai tro trung
tam cua nha ban 1& trong chudi cung Gmg nguoc. Mot sd nghién ctru ngay cang duoc
quan tAm tap trung vao quan ly vong doi san pham va kha ning hién thyc héa kinh té



tuan hoan (trong nganh HDM). Dindarian va cong su (2012), qua nghién ciru dién ciru
10 vi séng tai Anh, chi ra mot nghich 1y nghiém trong: nhiéu thiét bi tra lai hodc loai bo
van c6 kha ning tai str dung nguyén trang hodc sau sira chira ti thiéu, nhung thiéu co
ché thu gom hiéu qua va khung dinh gia chat lvong khién ching bi chuyén sang tai ché
co hoc chi thu hdi 20%-30% gia tri vat liéu. Nghién ctru chi ra réng, hoat dong tai su
dung mang tinh ty phat va khong bén vimg. Dé giai quyét van dé nay, Savaskan va
cong su (2004) dé xuat mo hinh “thu gom do nha ban 1é quan 1y”, trong d6 cac diém
ban nho mat d6 phan bd va tiép xuc truc tiép véi nguoi tiéu dung trd thanh nit trung
tam trong chudi cung tng vong kin. Khi tich hop véi cong cu sé (mi QR, blockchain
theo ddi SP) va mo hinh dich vu nhu lay va bao hanh, nha ban 1é c6 thé dong thoi nang
cao tai san thuong hi€u, gidm chi phi thu gom nguoc (tdn dung logistics hién co), va
tao doanh thu tir dong san pham tai san xuit. Didu nay duoc Ferrer & Swaminathan
(2009), Guide & Van Wassenhove (2009) chirng minh 1a kha thi néu ap dung phén biét
thuong hiéu phu va bao hanh ngang bang san phim méi. Cac nghién ciru hién c6 da
thiét 1ap co so 1y thuyét va mo hinh kha thi cho vai tro trung gian chién lugc cia nha
ban 1¢ trong chudi cung tmg nguoc va kinh té tuan hoan, dic biét qua co ché thu gom
do nha ban 1¢ dan dit va tich hop cong nghé sb; tuy nhién, cac nghién ciru nay con
thiéu bang ching thuc nghiém vé muc d sin sang, kha ning van hanh, kha ning ap
dung cho nganh hang dién may tai thi truong dic thu, dan dén khoang tréng trong viéc
chuyén hoa 1y thuyét kinh té tuan hoan thanh chién lugc quan tri BLDT kha thi tai dja
phuong.

Niam 13, tiép can vé ban 1é da kénh, véi cac dong gop nén tang tir Verhoef,
Kannan va Inman (2015), khi cic tac gia nay phén tich sy chuyén dich tir ban 1¢ don
kénh sang da kénh va sau nay 1a toan kénh (omnichannel), dong thoi chi ra vai tro then
chét cua viée tich hop kénh trong vi¢c tao gia tri cho KH. Cao va Li (2015) cung cép
bang chung thyc nghiém vé tac dong tich cuc cua tich hop chéo kénh (cross-channel
integration) Ién tang truong doanh thu, trong khi Lemon va Verhoef (2016) m¢ rong
khung 1y thuyét vé TNKH doc theo hanh trinh mua sdm, nhan manh tinh dong va lién
kénh cua trai nghiém nay. Nghién ciru ciia Neslin va cong su (trich dan trong Cao & Li,
2015) da dé xuat ma tran “d6 co gidn chéo kénh” nhu mot cong cu phan tich hé thng
anh hudng qua lai gitta cac kénh. Vé mit thuc tién, Keshari, Seth va Jha (2023) téng
hop kinh nghiém tai An Do, cho thiy da kénh 1a budc chuyén tiép thiét yéu trude khi
doanh nghiép tién téi mo hinh toan kénh; déng thoi, ho phan bi¢t rdo cac mé hinh da
kénh, lién kénh (cross-channel) va toan kénh dua trén mutrc d6 tich hop dir liéu, quan tri
tap trung va tinh lién mach trong trai nghiém. Cac nghién ciru tiép theo cua Chang & Li
(2022) tiép tuc phat trién thang do dinh lugng vé “trai nghiém lién mach”, 1am r& hon
ban chét va cdu tric cua gia tri do tich hop kénh tao ra. Nhin chung, dong nghién ciru
vé ban 1¢ da kénh hién rat da dang, nhung vén ton tai khoang trong trong bbi canh dic
thu nganh HPM va khu vuc Ha Nai.
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Sau Ia, tiép can nghién cuu vé logistics trong ban 1¢, dac biét 1a logistics dién tur (e
logistics) va chudi cung tng HPM ¢6 cac nghién ciru nén tang nhu Klumpp va Jasper
(2008), nhom tac gia di xac lap vai tro then chdt cua logistics tich hop trong moi
truong TMPT, nhin manh rang hiéu qué logistics khong chi ndm ¢ t6i vu van hanh ma
con & kha ning hd trg KH da kénh. Véi dic thu HPM - san pham cong kénh, gia tri
cao, yéu cau lap dit va bao hanh phirc tap, nghién ciru cia Wang va Wei (2014) chi ra
rang logistics khong chi 1a khau hau can ma 1a yéu t6 cdu thanh nang lyc dich vu cbt
18i, ddc biét qua cac chirc nang nhu giao hang kém lip dat, doi tra tai nha va tich hop
hé thong thong tin v6i kénh ban. Trong khi d6, Li-Hsing Shih (2001) nhdn manh vai trd
cua logistics nguoc trong nganh nay tai Dai Loan dé xir 1y thiét bi hong hoc, ban lai,
dap mg yéu cau bén vimg va tudn thu cac quy dinh.

Bay 13, tiép can vé chuyén ddi s6: Dong nghién ctru vé chuyén dbi sd trong ban 1é
HPM phan anh sy tai cu trac sau sic chudi gia tri, trong d6 vi thé trung gian truyén
thng ciia nha ban 1¢ dang bi x6i mon boi su trdi diy ciia nén ting sd va nha san xuat
tich hop kénh truc tiép (Reinartz, Wiegand, & Imschloss, 2019). Cac tac gia nay dé
xuat khung nim ngudn tao gia tri méi: tw dong hoa, ca nhan hoa, cong nghé nhung,
tuong tac va minh bach, 1am nén tang cho sy dich chuyén quyén luc giao tiép voi
khach hang sang cc nén tang nhu Amazon, Alibaba hodc thuong hiéu (qua IoT va tng
dung). Uu diém cua tiép can nay 1a hé théng hoa cac co ché tao gia tri trong moi trudng
s0; tuy nhién, han ché 1a chua 1am rd vai tro trung gian ciia cac yéu t6 van hanh trong
viéc chuyén hoa gia tri s6 thanh trai nghi¢m khach hang cu thé. Zhang, Gu, va He
(2024) b6 sung goc nhin vé kha ning tai cdu hinh chudi cung umg (SCR) nhu bién
trung gian gitra chuyén doi s va hiéu suat mot dong gop quan trong vé mit 1y thuyét.
Tuy nhién, nghién ciru nay chua két néi trach nhiém xa hoi ciia DN voi TNKH, tao ra
khoang tréng trong vi¢c giai thich co ché van hanh tir cong ngh¢ dén gia tri cdm nhan.
Trong khi d6, Suh (2025) dé xut khung hanh trinh trai nghiém khach hang (Customer
Experience Journey - CEJ) tich hop phan tich hanh vi da chiéu dé phan khiic khach
hang theo dir liéu xuyén sudt hanh trinh mua sam. Uu diém 1a gan két chuyén doi s6
v6i trai nghiém ca nhan hoa, nhung chua dé cap diy du dén nang luc hau can hd tro.
Wang va cong su (2022) cing Yassine va cong su (2019) nhan manh vai trd cua dit liéu
16n va IoT trong phdi hop chudi cung Gmg va quan tri nang luong thiét bi, tuy nhién,
cac nghién ctru nay thién vé tng dung k¥ thuat ma chua tich hop vao khung quén tri
ban 1¢ toan dién.

Cudi cung, tiép can vé khung phap 1y va chinh sach diéu chinh hoat dong TMDT:
BLDT va HPM cho thdy mot khoang trong dang ké gitta tdc d6 phat trién ctia mé hinh
kinh doanh s6 va tién do hoan thién hé théng phap 1y twong tng. Cac nghién ciru gan
day nhu Biiyiiksagis (2022) chi ra sy ton tai ciia 16 hong phap 1y khi nguoi tiéu dung
mua hang qua nén ting BLDT dic biét tir bén tht ba gip rai ro vé an toan san pham
nhung khong thé kién nha san xuit nudc ngoai. Pong thoi, Ge (2023) canh bao rang
muc d6 bao vé ngudi tiéu dung van chua tuong ximg voi quy md giao dich, dic biét
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khi dit liéu c4 nhan va thanh toan bi ro ri do thiéu quy dinh bit budc vé an ninh mang
va minh bach thuét todn. Nghién ciru cta Al Daboubi va Alghaiwi (2022) nhdn manh
rang cac qudc gia dang phat trién cin xay dung chinh sach giam sat cira hang truc
tuyén dua trén nguyén tic ké toan va theo ddi sd sach, trong d6 yéu ciu bit budc vé sb
sach, ding ky TMPT va co ché khiéu nai xuyén bién gi6i 1a nén tang thiét yéu.

2.3. Cdc cong trinh nghién ciru vé cdc yéu to anh hwong dén qudn tri bdn 1é dién tir

Quan tri BLDT dang tré thanh mot cha dé nghién ctru trung tdm trong linh vuc
TMDT va quan tri hién dai, ddc biét khi chuyén ddi sé lam thay d6i cin ban cdu tric
van hanh, twong tdc KH va md hinh canh tranh (Verhoef va cong su, 2021; Rigby,
2011). Viéc nhan dién va phan tich cac yéu td anh huong dén hiéu qua quan tri ban 1&
dién tir 1a nén tang dé DN xay dung ning luc thich nghi va phat trién bén viing (Lemon
& Verhoef, 2016; Zou, 2024).

i) Yéu t6 moi truong vi méd

Céc nghién ctru qudc té nhat quan chi ra raing méi trudng vi md cé tac dong hé
théng dén kha nang quan tri BLDT. V& phap 1y, su thiéu déng bd hodic cham tré trong
khung chinh sach dac biét trong cac linh vuc nhu bao v¢ dir ligu, thué TMDT va trach
nhiém nén tang 1am gia ting rui ro tuan tha va han ché dau tu chién lugc (UNCTRAL,
1996; OECD, 1994; Hill, 2013; Abdulhadi M. Alghamdi). Trong bdi canh Viét Nam,
mic du hé théng phap 1y di dugc cai thién qua cac van ban Luat va cac Nghi dinh
52/2013/ND-CP, 85/2021/ND-CP v.v. van con khoang trong trong viéc diéu chinh cac
mo hinh mdéi nhu livestream ban hang, TMDT xuyén bién gidi, hay trach nhiém xu ly
hang gia, hang kém chat lugng trén nén tang sb.

Vé kinh té, tang trudng GDP, muc do do thi héa va stic mua la dong luc quan
trong thic déy TMDT (Kotler & Keller, 2023; Téng cuc Théng ké, 2024). Tuy nhién,
bién dong ty gia manh, lam phét va chi phi logistics cling gy ap luc 1én hiéu qua hoach
dinh gia va kiém soét chi phi dic biét voi nganh HPM c6 chu ky cong nghé ngin va
chi phi van hanh trong BLPT twong dbi cao (Duch-Brown va cong sy, 2017).

V& xa hoi, sy thay doi hanh vi NTD héu dai dich, ddc biét 1a xu huéng da kénh
va nhu cau c4 nhan hoa trai nghiém, da lam thay doi logic quan tri tir “ban san pham”
sang “quan tri hanh trinh KH” (Verhoef va cong su, 2015; Lemon & Verhoef, 2016).
Mang x3 hoi khong chi 13 kénh tiép thi, ma ngay cang tré thanh khong gian xay dung
tai san thuong hi¢u va tao dung long trung thanh (Etrata va cong su, 2022; Akriout,
2021), diéu nay tac dong dén viéc t6 chirc mo hinh BLDT va lya chon kénh BLDT cia
cac DNTM chuyén kinh doanh HPM.

Vé cong nghé: tri tu¢ thong minh nhén tao (Al), dir li€u 16n va két ndi van vat
(IoT) khong con 1a “ty chon” ma 1a diéu kién tién quyét dé DN thyc hién cac chirc
nang quan tri mot cach hi¢u qua: hoach dinh nhu cau dua trén hanh vi thoi gian thuc, cé
nhan héa cac khuyén nghi danh cho KH, tdi wu t6n kho va ty dong hoa chiam soc KH
(Chopra, 2021; Antoniadis va cong su, 2021; Ramya & Rao, 2024).
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Cubi cung, yéu té moi truong sinh thai ngay cang chi phdi quyét dinh quan tri, tir
viéc thiét ké SP tiét kiém nang luong dén bao bi tai ché va chudi cung ng xanh (Grant,
2012; Ghulam & Abushammala, 2023). Nghién ctru cua Dindarian va cdng su (2012)
va Savaskan va cong sy (2004) cho thiy mé hinh thu gom nguoc do nha ban 1¢ din dat
khong chi giam rii ro méi truong ma con tao co hdi tai san xuat va nang cao tai san
thuong hiéu mot xu huéng chua duoc khai thac ddy du tai thi truong Viét Nam. Diéu
nay anh huéng dén qua trinh quan tri BLDT bao gdm hoach dinh va t chiic bao gdm
mot sd hoat dong nhu lgya chon san phém, cham soc khach hang, dich vu hau mai sau
ban.

ii) Yéu t6 moi truong ndi bo

Trong khi yéu t6 vi mé dinh hinh nguyén liéu dau vao, thi yéu t6 ndi bo quyét
dinh kha nang chuyén hoa cac yéu t6 d6 thanh hiéu qua quan tri.

Ning luc tai chinh va quy mé doanh nghiép dugc xac dinh 13 nhimg yéu t6 cau
tric nén tang, chi phdi mic d6 hé théng hoa va chuyén nghiép trong quan tri BLDT.
Céac nghién ctru thye nghiém cho thiy DN quy mé 16n, nho loi thé vé ngudn lyuc tai
chinh va tinh 6n dinh trong dong tién, c6 kha ning trién khai cac hé théng quan tri tich
hop nhu ERP, CRM va nén tang phan tich kinh doanh théng minh, qua dé hién thuc
héa chién lugc sé mét cach chu dong va co tam nhin dai han (Ennew & Waite, 2007).
Nguoc lai, cdc DN vira va nho thuong van hanh theo logic phan tng (reactive mode),
v6i cac quy trinh roi rac, thiéu chuan héa, va phu thudc chu yéu vao cac cong cu chi
phi thip hodc giai phap thué ngoai phan 4nh gidi han trong niang luc dau tu va hoach
dinh chién lugc (Emerald Publishing, 2023).

V& nhan su, nguén lyc con nguoi, dac biét 1a nang luc s6 va tu duy dir li¢u 1a “nut
that ¢ chai” trong quan tri BLDT. Bass (1990) va Goleman (2000) nhin manh rang
lanh dao chuyén d6i la diéu kién tién quyét dé thuc ddy doi ngii thich nghi véi thay d6i
cong nghé va vian hoa 1dy KH 1am trung tim.

Vé co s& vat chat va quy trinh van hanh, Christopher (2016) cho rang ha tang
logistics, kho bai thong minh va hé théng xir Iy don hang tu dong khong chi tac dong
dén chi phi ma con truc tiép dinh hinh trai nghiém KH. Nghién ciru ciia Boysen va
cong su (2019) va Rushton va cong su (2022) chi ra réng DN dat hi¢u qua van hanh
cao thuong két hop gitta cong nghé (WMS, RFID) va quy trinh chuén hoa.

Cubi ciing, vin hoa to chirc 1a nén tang vo hinh nhung quyét dinh. Schein (2010)
khang dinh rang van hoa lay KH lam trung tam, dé cao d6i méi va chap nhan rii ro 1a
diéu kién dé DN chuyén ddi tir “ban 1¢ truyén théng” sang BLDT. Tuy nhién, nhiéu DN
Viét Nam van van hanh theo tu duy “doanh ) nga"m han”, din dén sy chénh 1éch gitra
hoach dinh chién luge va thuc thi (Zou, 2024).

3. Khoang trong nghién ciru & Cau héi nghién ctru
3.1. Khodng trong nghién ciru

Cho dén thoi diém hién nay, cac nghién ctru cha yéu dé cép t6i quan tri ban 1¢
va quan tri BLDT & goc do TMDPT nhu tac gia Tran Hoai Nam véi luan 4n tién sy vé
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TMDT B2B, Chu Ba Quyét v6i ludn an tién sy vé dich vu hd trg mua ban truc tuyén;
tac gia Nguyén Thu Huong nghién ctru vé khach thé 1a “siéu thi dién may” trén dia ban
Ha No§i nhung tiép can vé quan tri thuong hi¢u va tai san thuong hi¢u; Hoang Cao
Cuong véi nghién ciru vé ban hang tryc tuyén tai mot tip doan vién thong 10n tai Viét
Nam.

Mot s6 nghién ctru vé BLDT dudi dang cac bai viét nhu Agrawal va Gulhane
(2024) viét vé tac dong cua thi trudng ban 1¢ truc tuyén ddi v6i cac nha kinh doanh dd
dién tu tiéu dung; Etrata va cong su (2022), nghién ctru vé tac dong cua céac cong cu
mang xa hoi dén hoat dong kinh doanh ban 1¢ truc tuyén trong nganh dién tu tiéu dung,
moi chi tap trung vao cong cu mang xa hoi, chua co hodc co rat it nghién cuu vé quan
tri BLDT HPM, Chir B4 Quyét & ctg nghién ciru vé ban 1¢ truc tuyén... Cac nghién
clru da dé cap téi mot ) gdc do khéac nhau va 1a cac lat cit nhé, chua di vao nghién cuu
chuyén sau cu thé vé quan tri BLDT va dic biét 1a BLDT HPM d6i voi cac khach thé
nghién ctru 1a DNTM chuyén kinh doanh hang dién may tai Viét Nam va thi truong Ha
Noi noi riéng. Hién ciing chua c¢6 nghién ctru nao vé quan tri BLDT HPM tai Viét Nam
va Ha Noi.

i) Khoang trong vé 1y thuyét nghién ctru: Luén an tiép can nghién ctru quan tri
BLDT HDPM theo cac chirc nang chinh cta quan tri, tir 6 phan tich va dé xut mot sb
giai phap quan tri BLDT HPM cua cic DNTM chuyén kinh doanh HPM trén dia ban
Ha Noi. Véi nganh hang 13 HPM c¢6 muic doanh sd ban 1¢ 16n va chiém ty trong 16n
trong tong gia tri hang hoa ban 1¢ trén thi truong Viét Nam, két hop véi thi truong Ha
Noi 1a thi truong trong diém véi rat nhidu diéu kién dé phat trién hoat dong BLDT dﬁy
da va c6 nhiéu dic diém loi thé hon han nganh hang hodc san pham khéac vé chinh san
pham HPM. Tiép dén, hién chua co nhitng nghién ctru mot cach co hé thdng dua trén
mot khung phan tich danh cho cap d6 DN va nganh hang, khong qua vi mé (nhu hé
sinh thai nén tang) va khong qua vi mé (nhu hanh vi nguoi tiéu dung), ma tip trung vao
quan trj BLDT véi tiép can cac chirc ning clia quan tri, diéu ma cac DNTM c6 quy md
khac nhau phai dua ra cic quyét dinh vé quan trj BLDT phu hop dé dat duoc cac muc
ti€u quan tri trong moéi truong BLDT HPM.

Mit khac, cac DNTM c6 su phan loai vé quy mé bao gébm quy md 16n va quy md
vira va nho thi cac van dé nhu hoach dinh, t6 chire, kiém soat, 1anh dao cling c6 nhiing
su khac biét nhét dinh trong qua trinh quan tri BLDT HDPM. Chinh vi vay, viéc trién
khai va phat trién hoat dong BLDT van ton tai rat nhiéu van dé ma cac nha quan tri can
giai quyét.

ii) Khoang tréng vé phuong phap nghién ctru: Phan 16n cic nghién ctru dinh
lwong hién c6 str dung tiép can dinh lugng hoic méd phong mé hinh ciu trac (SEM) trén
mau dai dién toan qudc hodc nganh rong (Nguyén Thu Huong, 2020; Etrata va cong su,
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2022), trong khi nghién ciru dinh lugng théng ké mo ta lai thién vé dién ctru doanh
nghiép 16n hodc tap doan (Hoang Cao Cudng, 2022). Thiéu phuong phap nghién ciru
dinh luong thong ké mo ta két hop phong van sau véi phan tich quan trj BLDT theo céac
chuc nang tai cic DNTM chuyén doanh HDM. Mt khac, chua c6 nghién clru nao ap
dung phan tich so sanh theo phan khic quy mé cua cic DNTM (16n, vira va nho) dé
lam ro su khac bi¢t trong logic quan tri BLDT gitra DNp 16n va DN quy mo vtra va nho
trong cung mot nganh va dia ban.

ii1) Khoang tréng thuc nghiém: Trén thyc té, chua co nghién ctru thyc nghi¢m
nao tap trung vao dia ban Ha Noi mot thi truong dac thu voi mat d§ dan cu cao, ty 1€
tiép can internet va thanh toan sd vuot trung binh ca nudc, cung sy hién dién day dac
ctia ca chudi ban 1¢ 1én nhé trong linh vee HDM va hé sinh thai DNTM quy mé 16n,
quy md vira va nho dé danh gia muc do trién khai, hidu qua va rao can trong quan tri
BLDT HPM. Chua c6 nghién ctru nao thyc hién khdo sat quy mé twong ddi 16n vé
quan tri BLDT trong nganh HPM tai Ha N6i 1a mot thi truong dan dau & mién Bic.

Tu nhitng khoang tréng trén, luan an lua chon tiép can quan tri ban 1¢ dién tir theo
bdn chirc ning quan tri, trong bdi canh cac DNTM chuyén kinh doanh HPM tai Ha
Noi, nham b sung va hoan thi¢n birc tranh nghién ctru hi¢n c6. Do vay, nghién ctru vé
quan tri BLDT HPM tai cic DNTM chuyén kinh doanh HPM s€ mang lai cai nhin
téng quan va co y nghia thiét thue dbi véi quan tri BLDT HPM cho cac DNTM trén
dia ban Ha Noi va cac dia ban khac trén ca nudc.

3.2. Cau hoi nghién cvu

- Ban chét va dic diém cua quan tri BLDT tai caic DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi dugc thé hién nhu thé nao?

- Quan tri ban 1¢ di¢n tir tai cic DNTM chuyén kinh doanh HPM trén dia ban Ha
Noi1 duoc tiép can dya trén cac chirc nang quan tri co ban (hoach dinh, t6 chirc, 1anh
dao, kiém soat) nhu thé nao? Thuc trang trién khai cac chirc nang nay hi¢n nay ra sao?

- Thuc trang quan tri ban 1¢ dién tir tai cac DNTM chuyén kinh doanh HPM trén
dia ban Ha Noi thong qua viéc phan tich cac chiic ning quan tri (hoach dinh, t6 chic,
lanh dao, kiém soat) da dat dugc nhiing két qua cu thé nao? Nhitng khé khan, han ché
va nguyén nhan ton tai 1 gi?

- Dya trén thyc trang quan tri ban 1é dién tur tai cic DNTM chuyén kinh doanh
HDPM trén dia ban Ha Noi, nhitng giai phap nao co thé dugc dé xuat nham nang cao
hiéu qua quan tri ban 1¢ dién tir, dap Ung yéu cau phat trién bén viing trong bdi canh
chuyén d6i s6 hién nay?
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4. Muc tiéu va nhiém vu nghién ctru ciia dé tai luin an
4.1. Muc tiéu nghién cuu cua dé tai lugn dn

Muc tiéu nghién ctru ciia luan 4n nham hé théng hoa co sé 1y luan vé quan tri
BLDT HPM; d¢ xuat khung nghién ctru quan tri BLDT HPM tai cic DNTM chuyén
kinh doanh HPM trén dia ban Ha N§i.

Luén an phan tich, danh gia thuc trang mdt cach khach quan va khoa hoc, déng
thoi dé xuat cac giai phap, kién nghi mang tinh kha thi cao nham khac phuc nhitng han
ché, giai quyét cac van dé ton tai trong quan tri BLDT tai cac DNTM trén dia ban Ha
Noi.

4.2. Nhigm vu nghién civu ctia dé tai ludn dn
Pé dat duoc muc tiéu trén, ludn an tap trung thuc hién cac nhi€ém vu cy thé sau:

- Tong hop va phat trién 1y ludn vé quan tri, quan tri BLDT HDM;

- Dé xuit khung phan tich quan tri BLDT HPM va kiém nghiém khung quan
tr1 BLDT theo chirc nang;

- Phan tich va danh gid thuc trang quan tri BLDT HPM cia cic DNTM
chuyén kinh doanh HPM tai Ha Noi theo hai nhém DN dé phan tich su khac biét
gitta hai nhom DN, xac dinh cac thanh tyu dat duoc, nhiing tdn tai han ché, cling
nhu nguyén nhan gdc ré dan dén cac thanh tyu va han ché do.

- Pé xuat hé thong giai phap va khuyén nghi d6i véi DNTM kinh doanh HPM
trong hoat dong t6 chirc va quan tri BLDT HDM.

4.3. Doi twong & pham vi nghién ciru

a. boi tuong nghién curu cua ludn an tap trung vao cac van dé ly luan va thyc tién vé
quan tri BLDT HPM tai cic DNTM chuyén kinh doanh HDM.

b. Pham vi nghién ctou

- Khach thé nghién ciru: Cac DNTM chuyén kinh doanh HDM.

- Pham vi vé khong gian: Luan an gidi han nghién ctru hoat dong quan tri BLDT tai cac
DNTM chuyén kinh doanh HPM trén dia ban Ha Noi. Cuy thé, bao gdm cac DN dap
ung cac ti€u chi sau:

i. La DN, c6 dang ky kinh doanh nganh nghé kinh doanh HPM tai Ha Noi hoic
c¢6 chi nhéanh tai Ha Noi do S¢ Ké hoach va Pau tu Ha Noi céip phép theo Luat DN;

ii. Thuc hién nghia vy dong thué DN lién tuc trong giai doan 2021-2023 tai Ha N§i;

iii. La cac DNTM, chuyén kinh doanh hang di¢én may, véi ty trong doanh thu tir
HPM chiém trén 51% tong doanh thu tré 1én (vi du: Dién May Xanh, Pico, HC, Media
Mart, Nguyén Kim, DigiCity, Eco-Mart, v.v.).

iv. Theo quy mdé DN bao gébm: DN quy mé 16n (s& hitu chudi ctra hang ban 1& véi
doanh thu trén 300 ty dong/nam) va cac DN quy mo vira va nho (it ctra hang hoic
khong co cira hang vat 1y, ban 1é qua kho hang, v6i doanh thu dudi 300 ty ddng/nim),
dam bao tinh dai dién cho nghién ctru nho su da dang vé quy mo va déu c6 hoat dong
BLDT (qua website, MXH, san TMDT hodc ung dung di dong).
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v. Tép trung khu tra vao cac hoat dong ban 1¢ di¢n tir cia cic DNTM chuyén kinh
doanh HPM (khong bao gom cac hoat dong ban budn va ban budn truc tuyén).

vi. V& khong gian trén mang internet, ludn 4n gii han & doanh thu BLDT cuia cac
DN nay tai thi truong Viét Nam.

- Pham vi vé thoi gian: Ludn an tap trung nghién ctu hoat dong quan tri BLDT tai céac
DNTM chuyén kinh doanh HPM trén dia ban Ha N§i trong giai doan 2020-2024, dua
trén dir ligu so cﬁp thu thap qua khao sat; dir li¢u thir cép dugc phan tich tor nam 2010
dén nay.

- Pham vi vé ndi dung: Nghién ctru tap trung vao hoat dong BLDT HDPM tai cac
DNTM chuyén kinh doanh HPM trén dia ban Ha Noi, dong thoi lam rd nhing khoé
khén, han ché ton tai. Trén co s& d6, dé xuit cac giai phap hoan thién hoat dong BLDT
tai cac DNTM theo tiép can cac chirc ning cta quan tri.

5. Phwong phap luin nghién ciru & phwong phap nghién ctru

5.1. Phwong phap ludn nghién ciru

Phuong phap luan nghién ctru luan an 13 phwong phép tiép can hé thdng, bién
chimg, logic va lich sir dé xem xét van dé nghién ctru - quan tri BLDT véi tiép can céac
chirc nang cua quan tri bao gém: hoach dinh, t6 chirc, lanh dao va kiém soét trong mbi
quan hé giira cac nhén t6 anh huong téi hoat dong quan tri BLDT tai cac DNTM. Tir do,
NCS xac lap quan diém tiép cin, khung nghién ctru luin an véi tién trinh nghién ctru
xuét phét tir muc dich nghién ctru va dugc thé hién trong phan dinh ndi dung nghién ctru
vé 1y luan va thyc tién quan tri BLDT HPM tai cic DNTM trén dia ban Ha Noi. Pong
thoi lwa chon va van dung thich tmg cac phuong phéap nghién ctru cy thé.

5.2. Cac phwong phap nghién ciru
5.2.1. Cic phwong phdp nghién ciru cu thé
a. Phuong phap nghién ciru noi dung tai ban

Phuong phép nay bao gdm tong hop va phan tich cac tai liéu 1y luan, bao gém
giao trinh, sach chuyén khao, cong trinh khoa hoc, bai bao hoc thudt va bao cdo nganh
hang trong va ngoai nude. Muc dich 1a xay dung khung 1y thuyét viing chic vé quan tri
BLDT, lam nén tang cho phan tich thuc tién.
b. Phuong phap nghién ciru thuc dia
Bao gdm phuong phéap khao sat va phong van, nham thu thap dit liu truc tiép tir thyc té.

- Phuong phap phong van chuyén gia: Luan an ap dung phuong phap nay dé
phong van 10 nha quan tri tai cic DNTM véi cac cau hoi phong van c¢6 san, nhim
kham pha chirc ning quan tri trong bdi canh BLDT dang phat trién nhanh chong tai Ha
Noi. Muc dich la thu thap dir liu chét lugng cao vé yéu td noi tai, bdi canh thi truong,
xu hudng va giai phép sang tao, dinh hudng nghién curu.

Noi dung thong tin va cau hoi phiéu phong van chuyén gia xem thém tai Phu lyc 4.

- Phuong phap khao sat: Luan an khao sat 30 nha quan tri tai cic DNTM chuyén
kinh doanh HPDM nhim thu thap quan diém noi bd theo tiép cén cc chlic ning cia
quan tri trong quan tri BLDT HPM. Cac cau hoi phong van dugc thiét ké theo véi cac
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ndi dung quan tri BLPT tiép can cac chitc ning can nghién ctru. Phuong phap khao sat
nham thu thap cac dir liéu va quan diém vé quan tri BLDT HPM, chién lugc ddi véi
BLDT HPM, cach thic diéu hanh 1anh dao BLDT HPM. .. tai cac DNTM chuyén kinh
doanh HPM trén dja ban Ha Noi. Két qua khao sat dugc tap hop, phan tich va sir dung
dé danh gia vé quan tri BLDT HPM duoc trinh bay trong Chuong 3.

Noi dung thong tin va cdu hoi khao sat xem chi tiét tai Phu luc 2; thong tin vé dbi
tuong khao sat 1a cac DNTM xem thém tai Phu luc 2A.

Mit khéc, luan an khao sat 500 KH va thu vé 448 phiéu hop 18 1a nguoi tiéu dung
mua HPM truc tuyén tip trung vao trai nghiém nguoi dung, sy hai 10ng va phan hoi vé
san pham HDM va céc dich vy BLDT c6 lién quan dé gian tiép danh gi dén hoat dong
quan tri BLDT HPM cua cic DNTM chuyén kinh doanh HPM; st dung thang do
Liker 5 mirc d6 dé hoi y kién NTD. Két qua khao sat dugc tdp hop, phan tich va st
dung dé b6 tro cho viéc danh gia hoat dong quan tri BLDT HPM duoc trinh bay trong
Chuong 2.

Noi dung thong tin va cau hoi khao sat xem chi tiét tai Phu luc 3; thong tin vé dbi
tuong lra chon thuc hién khao sat DNTM xem thém Phu luc 3A.

c. Phuong phap nghién ciru noi dung website:

Phuong phap nay duoc tién hanh dua trén dic thu cia BLDT HPM dién ra trén
internet thong qua website hoac mot sb cong cu MXH phé bién. Viéc nghién cuu dugc
tién hanh voi website ban 1¢ ciia cac DNTM chuyén kinh doanh HPM, tham khao mot
s6 website TMPT trong va ngoai nudc khac nhu Amazon, Shopee, Tiktok Shop, Tiki
v.v; mot sb tai khoan MXH cta cac DNTM chuyén kinh doanh HDM.

Noi dung nghién ctru cic website bao gdm céc tinh ning ciia website (bao gom
cac cong cu dién tir dugc st dung trén website), cdc quy trinh mua ban trén website,
cong nghé BLDT HPM, cach thirc mé ta san phdm, mirc d6 hoan thién ctia website
TMDT va gian hang truc tuyén; tin sudt dang bai trén cac trang MXH... cia céc
DNTM chuyén kinh doanh HDM.

5.2.2. Phwong phap thu thdp & xw ly dir liéu
a. Phuong phap thu thap dir liéu

Nghién ctru sinh tién hanh thu thap dir liéu tht cAp va so cip mot cach co hé
théng dé xay dung co so Iy luan va phén tich thyuc trang quan tri BLDT HDM.

- DU liéu thur cép: Puoc thu thap tr cac nguén tai li¢u chinh thuc va dang tin
cay, bao gdm bao cdo tai chinh, bao céo thuong nién cua cac DN chuyén kinh doanh
HPM niém yét trén san chimg khoan (cong bb tai S¢ Giao dich Chting khoan hodc trén
website DN), ciing nhu bao c4o ndi bd cua cac cong ty c¢b phan va cong ty trach nhiém
hiru han. Cac dir li¢u nay bao quat ké hoach chién lugc kinh doanh téng thé va BLDT
cu thé, co ciu to chuc, nguén nhan lyc, quy trinh hoat dong BLDT tai caic DNTM
chuyén kinh doanh HPM trén dia ban Ha No6i. Ngoai ra, dit li€u thir cép con duoc khai
thac tir cic bo cdo thi truong va nganh hang lién quan, chang han nhu nganh "dién tur
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tiéu dung", "dién tu tiéu dung bén 1au", "dién tir dién lanh" va "dién gia dung", cung
véi cac tai liéu tir co quan nha nude c6 tham quyén lién quan dén chu dé nghién ctu.

- Dit li¢u so cép: Dugc thu thap nham lam 3 thuc trang quan tri BLDT tai thi
truong Ha Noi thong qua hinh thirc khao sat nha quan tri tai cac DN va khao sat KH 1a
ngudi tidu dung mua HPM truc tuyén tai cic DNTM chuyén kinh doanh HDM.

b. Phuong phap xw ly dir liéu:

Luan 4n str dung cac phuong phap thong ké mo ta bang phan mém Microsoft Excel
2019, luan an nghién ctru kham phé va str dung cdc md hinh do thi va biéu d6 dé minh hoa
cho cac két qua nghién ctru vé quan tri BLDT cua cac DN chuyén kinh doanh HPM tai Ha
Noi. Cac dd thi gitp minh hoa, minh ching, thuyét phuc mot cach rd nét cac nd1 dung
nghién ctru cua luan an. Dya vao cac dd thi, nghién curu sinh tién hanh phan tich va dua ra
c4c nhan dinh vé cac van dé nghién ctru mot cach khoa hoc va hop ly.

Tinh toan céc chi sb Chuyén d6i dit lidu tir
N oA A théng ké co ban. dang sb sang bang biéu
Thu thap dit liéu ,{ Lam sach di li¢u, phan Phan tich tich theo ndi & nhan dién céc xu
tich va hé thong dir liéu , . A .
dung cua thyuc trang hudéng va thong tin
trong luan an quan trong

Hinh 0.1: Phwong phap xir ly dir li¢u
Nguon: Tac gid tong hop
6. Nhirng dong gop méi cia luan an

i) Péng gop vé Iy ludn.:

- Luén an dua ra khai niém vé quan tri BLDT tai cic DNTM chuyén kinh doanh HPM
theo tiép can cac chirc nang quan tri: “Quadn tri BLDT la qud trinh hoach dinh, té chike, lanh
dao va kiém sodt cdc hoat dong ban lé hang hoa va dich vu qua cac nén tang dién tr nhu
website thuong mai dién tu, ung dung di dong, mang xa hoi va cdc kénh truc tuyén khac
nham t6i wu héa hiéu qua kinh doanh, gia ting loi nhudn, ndng cao trdi nghiém KH va dam
béo s vin hanh on dinh trong moi truong kinh doanh dién tir cua cac DNTM”.

- Xay dung dugc khung quan tri BLDT hang dién may tai cic DNTM bao gém céc
chirc ning hoach dinh BLPT, t6 chirc BLDT, lanh dao BLDT va kiém soat BLDT.

- Pic diém vé quan tri BLDT HPM tai cic DNTM chuyén kinh doanh HDM duoc
phan anh theo céc tiép can chic nang quan tri gém hoach dinh BLDT, t6 chitc BLDT, lanh
dao BLDT va kiém soat BLDT hang dién may thong qua cac khia canh vé chu thé, vé khach
thé, vé NTD va céc phuong tién dién tir.

- Céc nhan t6 anh huong dén quan tri BLDT tai cic DNTM chuyén kinh doanh HDM
bao gém cac yéu t6 moi truong vi mo nhu chinh tri - phép luat, kinh té, xa hoi, cong ngh¢, moi
truong tu nhién va cac yéu t6 moi truong ndi bd nhu ngué)n tai chinh, nguén nhan luc, co s&
vt chat, cac yéu t6 khac. Cac nhan t6 vi mo va vi mo ndy c6 tac dong va anh huong dén hoat
dong quan tri BLDT vataora két qua thyec tién ctia hoat dong BLDT tai cic DNTM.

ii) Péng gép vé thiec tién:

Trén co so khao sat dai dién 30 DN chuyén kinh doanh HPM va khao sat 500 KH
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mua HPM truc tuyén tai Ha Noi (thu vé 448 phiéu hop 18) va két qua trén cac goc do tir DN
va NTD dé dénh gia thuc trang quan tri BLDT tai cac DNTM chuyén kinh doanh HDM theo
khung 1y thuyét quan tri BLDT da duoc xé4c 1ap.

+ Hoach dinh BLDT tai cac DNTM chuyén kinh doanh HPM: hoach dinh chién luge
BLDT, hoach dinh muc tiéu trong BLDT, hoach dinh thi truong muc tiéu trong BLDT,
hoach dinh chién luoc SP trong BLDT, hoach dinh chién lugc gid ban trong BLDT, hoach
dinh chién lugc kénh phan phéi trong BLDT, hoach dinh c4c chuong trinh xuc tién BLDT,
hoach dinh céc hoat dong BLDT, hoach dinh ngan saich BLDT.

+ T6 chic BLDT tai cac DNTM chuyén kinh doanh HPM: Lya chon mo hinh
BLDT, lva chon hang hoa va dich vu BLDT, xac dinh thi truong BLDT, xac dinh cac
kénh BLDT.

+ Lanh dao BLDT tai cac DNTM chuyén kinh doanh HDM: Tuyén dung, dao tao, dai
ngo va tao dong luc cho lyc luong ban hang trong BLDT.

+ Kiém soat BLDT tai cic DNTM chuyén kinh doanh HPM: Xac dinh céc tiéu chuén
kiém soat BLPT, do ludng va danh gia cac két qua BLDT.

Tur d6 néu duoc sy thanh cong trong hoach dinh BLDT, t6 chitc BLDT, lanh dao BLDT,
kiém soat BLDT. Déi véi hoach dinh BLDT: 1) Chu dong va nhay bén trong viéc thich ing
cac yéu to thi trudng va hanh vi cia NTD; i) Hoach dinh chién luoc 4P; iii) Cac muc tiéu dai
han va ngén han da dang va r0 rang; iv) T6i wu héa chién luge hoach dinh thi truong muc tiéu,
KH muyc ti€u va cac chuong trinh xtic tién BLDT; v) Hoach dinh dugc cac hoat dong va ngan
sach BLDT. Déi vai t6 chitc BLPT: i) Ung dung dugc cac chién luge linh hoat phu hop véi
quy md, ning luc timg DN trong t6 chirc mé hinh BLDT; ii) Pap tmg nhu cau thi truong va
tan dung loi thé quy mé phu hop voi DN dé t6 chuc lua chon hang hoa, dich vu trong BLDT;
iii) Phan doan thi truong hop 1y, tap trung vao KH muc tiéu véi chién lugc dinh vi 16 rang
trong t6 chirc thi truong BLDT cta DN; iv) Xy dung hé thong da kénh, tich hop linh hoat
gitra website, MXH, san TMDT trong t6 chirc cac kénh BLDT; v) Co chu t6 chirc tai cac
DNTM chuyén doanh HDM linh hoat, hiéu qua va phtt hop. D6i véi lanh dao BLDT: i) Chién
luoc tuyén dung hi€u qua; ii) Thuc hién cac chuong trinh dao tao dinh ki, chuyén sau; iii) Ap
dung chinh sach dai ngd va cac phac loi hiéu qua. Ddi véi kiém soat BLDT: i) Ap dung cong
nghé hién dai gitip tw dong hoa quy trinh quan 1y; ii) Xay dung quy trinh kiém soét rd rang,
chuan hoéa theo céc tiéu chuan quéc té. Tir 46 dua ra dugc cic nguyén nhan cua thanh cong
nay ciing nhu chi ra mot sb ton tai trong hoach dinh BLDT, t6 chirc BLDT, ldnh dao BLDT va
kiém soat BLDT tai cac DNTM chuyén kinh doanh HPM trén dia ban Ha Noi.

iii) Pong gép veé gidi phdp & khuyén nghi

Luan 4n dua ra mot s6 giai phap & khuyén nghi nhdm hoén thién quan tri BLDT HDM tai
cac DNTM chuyén kinh doanh HDM trén dia ban Ha Noi bao gdm giai phap vé hoach dinh
BLDT, t6 chirc BLDT, linh dao BLDT, kiém soat BLDT va mot s giai phap khac. Ngoai ra,
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luan 4n con dua ra cac kién nghi danh cho co quan Nha nudc va Hiép hoi DN Ha Noi nham hd
trg cho nganh ban 1¢ ndi chung va BLDT HPM noi riéng dugc hi€u qua hon.

7. Két cAu ciia ludn an

Luan an duoc chia thanh phﬁn mé dau, 03 chuong va két luan theo thtr tu nhu sau:

Phan M¢ dau

Chuong 1. Co so I luan vé quan tri BLDT tai cac DNTM chuyén kinh doanh HDM.

Chuong 2. Thyc trang quan tri BLDT tai cac DNTM chuyén kinh doanh HPDM trén dia ban
Ha Noi.

Chuong 3. Mot s6 giai phap va kién nghi nham hoan thién quéan tri BLDT tai cic DNTM
chuyén kinh doanh HDM trén dia ban Ha N§i.

Két luan
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CHUONG 1. CO SO LY LUAN VE QUAN TRI BAN LE PIEN TU TAI CAC
DOANH NGHIEP THUONG MAI CHUYEN KINH DOANH
HANG PIEN MAY

1.1. Tong quan vé quan tri ban 1é dién tir tai cic doanh nghiép thwong mai chuyén
kinh doanh hang dién may

1.1.1. Mt s6 khdi niém

1.1.1.1 Hang dién may

1) Khai niém

Theo Hoang Phé (T dién Tiéng viét - 2018), "dién mdy la cdc thiét bi, dung cu sir
dung dié¢n dé van hanh, phuc vu cho doi séng sinh hoat hodc san xudt". Theo do, thi "hang
dién may" dugc hiéu 14 nhém hang hoa thude linh vuc dién may, bao gém cac SP nhur tivi, ti
lanh, may giat, diéu hoa, néi com dién, may tinh, thiét bi 4m thanh, v.v... Thudt ngit “hang
dién may” dugc sir dung gin véi tinh tap quan, théi quen cia NTD. Hién nay trong cic vin
ban phép luat Viét Nam khong c6 dinh nghia vé “dién may” hodc “hang dién may”.

Tai Hoa Ky, “cdc SP hang dién tir tiéu dimg, bao gom ca do dién nr la bat ky vt
phcfm nao hodc bo phdn cua no duoc san xuat hodc phan phéi dé ban cho NTD sir dung
trong hodc xung quanh mot ho gia dinh hodc noi cu tru tam thoi, truong hoc, trong gidi tri
hodc cac muc dich khéac hodc dé sir dung ca nhan, tiéu thu hoac huong thu cua NTD trong
hodc xung quanh mot ho gia dinh hodc noi cuw tru tam thoi, truong hoc, trong gidi tri hodc
cdc myc dich khac” (Uy ban An toan SP tiéu ding Hoa Ky). Dién tir tiéu ding dugc dinh
nghia rong rii trong cac bdi canh phéap 1y khac nhau, thuong tap trung vao muc dich sir dung
va ban chat ciia chung. Dinh nghia nay bao gom mat loat cic SP nhan manh céc tiéu chuan
vé kha ning st dung va an toan. Theo Rogers, E. (2016), “HDM thirong duwoc dinh nghia la
cdc SP dién tir va dién mdy phuc vu cho nhu cau sir dung hang ngay, bao gom tivi, mdy tinh
va cdc thiét bi gia dung khdc, va chiing dong vai tro quan trong trong nén kinh té tiéu ding
hién dai”.

Tai Viét Nam, HDM 1a mot phan quan trong trong nganh thuong mai va san xuat, dé
cap dén tat ca cac SP dién tir va may méc dugc sir dung trong cac hoat dong sinh hoat hang
ngay hoc trong san xuét cong nghiép co sir dung dién. Xét trén ca phuong dién dong gop
kinh té, vai trd trong chudi gia tri va anh huong dén tiéu ding hién dai. HPM — bao gdm cac
san phém dién tr ti€u dung (tivi, ti lanh, may giat, diéu hoa, quat dién, may loc khong khi,
thiét bi dién tir ding trong nha bép v.v.) — khong chi 1a nhém hang hoa thiét yéu trong doi
song ma con 14 mot trong nhimg nganh cong nghiép ché tao va phan phéi co quy mo 10n,
dong gop dang ké vao tong mirc ban 1é hang hoa va doanh thu cong nghiép. Theo Tong cuc
Théng ké Viét Nam (2023), nhom hang hoa "bPi¢n may, dién lanh, di¢n gia dung" chiém
khoang 12-15% trong tong mirc ban 1¢ hang héa tiéu dung thiét yéu hang nim, va 1a mot
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trong nhitng nhom c6 toc do tang trudng nhanh nho vao qua trinh d6 thi hoa, nang cao thu
nhap va xu huéng chuyén doi s6 (Tong cuc Thong ké, 2023).

Théng thudng, cac DNTM chuyén kinh doanh HPM ¢6 thé kinh doanh nhiéu mit
hang nhu thiét bi dién tir co ban dugc bay ban trong cira hang ban 1 truyén thong va cac
kénh phéan phéi dién tr nhu website, sin TMPT, trang MXH v.v... Tuy thudc vao quy mod
DN, loai hinh DN va Iya chon mo6 hinh kinh doanh cua DNTM chuyén kinh doanh
HPM ma cic DN c¢6 thé ban nhiéu mit hang rit da dang, vi du nhu Dién May Xanh,
Pico, HC, Media Mart, Nguyén Kim, v.v... hodic bon mot hoic mot s6 mat hang thiét bi
dién tir co ban va truyén théng nhu tivi, t lanh, diéu hoa, binh noéng lanh, v.v...

Trong luan 4n nay, tac gia sir dung thuat nglt “HPM la tdt cd cac SP mdy moc, thiét bi
chay bang dién phuc vu nhu cau sinh hoat hang ngay ciia NTD bao gom cdc nhom dién tir,
dién tir tiéu ding, dién lanh, dién gia dung phé bién ma cdc DNTM chuyén kinh doanh
HDM dang ban tai cia hang hodc cac kénh BLDT”. Déng thoi, NTD tai Viét Nam cling
thuong mua va st dung cic HDM bao gém cic nhom SP liét ké nhur trén.

ii) Pic diém cta hang dién may bao gom:

Pic diém cong nghé: HPM dugce dic trung boi tinh ning céng nghé cao va sy tich
hop céc tién bo khoa hoc k¥ thuat. Hién nay, cac SP hién nay thudng tich hop nhiéu chirc
nang trong mot thiét bi. Ngoai ra, HPDM va di¢n tir ti€u dung luoén dugc phat trién dya trén
cong nghé tién tién va co chu ky d6i méi ngin. Theo nghién ciru ciia Laudon & Laudon
(2020), vong doi SP trong nganh nay thudng ngan tir 12-18 thang do sy tién b vuot bac cia
cong nghé ban din, Al va két nbi khong day. Vi dic diém nay khién cho KH luén c6 xu
hudng mua va nang cap SP méi.

Dic diém ky thuat: HDM dic trung boi cac thong s6 ki thuat nhu khdi luong, kich
thudc, muc do tiéu thu dién nang, cong nghé cu thé duoc ap dung trong thiét bi dién tir 6 (vi
du nhu cong nghé¢ 1am lanh nhanh, cong ngh¢ tiét kiém dién, cong ngh¢ loc bui min, c6 kha
ning ghi nhd cac chuong trinh di dugc thiét 1ap tir trude do...), cac SP ¢ tinh tiéu chuan ki
thuat cao, doi hoi phai dugc lp dit dung quy cach, lap dat va sir dung ding k¥ thuat. Sau khi
SP duoc lép dat va str dung co thé can cac chuong trinh bao hanh, stra chita, v€ sinh thiét bi
hodc ning cap phan mém, phan cimg v.v... & SP c6 thé sir dung hiéu qua hon. HDM
thuong di kém véi bao hanh chinh hing hodc dich vu bao hanh tir nha cung cip tao niém tin
cho KH khi mua sdm truc tuyén. TMBT cho phép tich hop thong tin bao hanh va hd tro k§
thuat dé dang hon. V& dic diém nay thi HDM dé& dang trinh bay va so sanh cac thong tin k¥
thuat, tiéu chuin k¥ thuat... trén cac nén tang truc tuyén qua hinh anh, video, bang thong sb
k¥ thuat, catalogue dién tir, huéng din lip dat va st dung SP. NTD ¢6 thé hinh dung rd rang
vé SP trudc khi quyét dinh mua.

Pic diém vat Iy cia cac HDM: Thong thuong, cac HDM c6 d6 bén cao phu thude
vao ting dong SP. Céc thiét bi dién may, dién tir tiéu ding thuong dugc thiét ké véi do bén
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co hoc va kha ning chiu dung cao dé dap g nhu cau sir dung 1au dai. Vi du nhu tu lanh,
may giat, diéu hoa thuong co tudi tho tir 10-15 nam véi diu kién bao tri tdt. Cac SP duogc
thiét ké cha trong dén vé bén ngoai, sir dung céac vat li¢u cao cép nhu kim loai, kinh hoac
nhya chit luong cao dé tao cam giac sang trong. Nhiu thiét bi dién may dé hu hong khi
khong bao quan dung cach do nhay cam voi do am, nhiét do cao hoidc sbc dién d& héng
hoc va can thay thé. Ngoai ra, HDM thuong 1a cac SP ¢6 kich thudc 10n, cong kénh (nhur
tivi, ti lanh, may gidt, may rira bat, diéu hoa, ti déng...) doi hoi tén nhidu dién tich trung
bay néu nhu ban hang tai ctra hang truyén théng (Babbitt et al, 2020). Do do, viéc BLDT
cac HPM tiét kiém va t6i uu chi phi so v6i ban 1¢ truyén thong do co thé trinh bay hodc liét
ké hang chuc nghin SP trén mot website ma khong ton dién tich mat bang 16n.

Dic diém kinh t&: HDM thé hién tinh nhay cam véi gid ca va gia tri str dung. Ngoai ra,
sy canh tranh gay gt gitta cac thuong hiéu thuc day su da dang hoa vé mau ma va chién
luoc gia. Su phét trien TMDT ciing thay ddi cach tiép can thi truong cho phép NTD so sanh
gia va dua ra quyét dinh dya trén thong tin day du hon. Mic du chét luong va cong nghé 1a
yéu t6 quan trong nhung gia ca van 1a mot trong nhitng yéu td hang dau anh huong dén
quyét dinh mua sdm ciia NTD. Véi dic diém nay thi hoat dong TMBT rat phu hop va dem
lai nhiéu loi ich cho NTD vi d& dang so sanh duoc gia ca va ap dung duoc nhiéu chuong
trinh khuyén mai ctia nha BLDT hang dién may (OECD, 1994).

Dic diém x3 hoi: HPM c6 anh hudng 16n dén 16i séng va hanh vi tiéu dung. Véi xu
hudng do thi hoa, cac gia dinh hién dai ngay cang wa chudng cic san phim HPM dé tiét
kiém thoi gian va khong gian. Thuc té, doanh thu ban HPM qua cac nam tir 2010 d&én
2022 déu trong da ting truong lién tiép va cac du bao cho thiy doanh thu tiép tuc ting
trudng trong nhimg nam tiép theo (VietData, 2022).

Dic diém moéi truong: Nganh dién may ciing dbi dién véi cac thach thirc méi truong
16n. Diéu nay thuc day cac DN dién may chuyén ddi sang thiét ké xanh va san xuét bén viing
nhu st dung vat liu tai ché va cong ngh¢ tiét kiem nang lugng (Ghulam & Abushammala,
2023).

Dic diém vé chudi cung tmg: Nganh cong nghiép dién tir tiéu ding mang tinh toan cau
hoa cao. SP dugc thiét ké tai mot qudc gia, san xudt tai mot qudc gia khac va phan phéi trén
pham vi toan cau. Vi du, tivi thiét ké SP tai My¥, mang thuong hi¢u Nhat Ban, san Xuét tai
Trung Qudc va ban ra trén toan thé gii (Dedrick va cong sw, 2011). BPiéu nay lam cho chudi
cung Ung trd nén phirc tap va doi hoi tinh linh hoat cao.

Pic diém vé quy trinh BLDT vé HDM: HPM thuong c6 bao bi chic chin va kich
thudc tiéu chuan, dé dang van chuyén va giao hang mot cach nhanh chéng, thuén tién va
dap tmg duoc sb lwong don hang 16n trong cing mot thoi diém. HPM c6 tinh chuan hoa
cao, it yéu cau tuong tac truc tiép véi nhan vién ban hang, do thong sb ki thuat dugc cong
bd 5 rang va ngudi mua thuong di o su chudn bi kién thic truée khi mua. Didu nay lam
giam rao can tim 1y khi mua sim tryc tuyén, mot yéu tb then chét gitp ting ty 1¢ BLDT
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thanh cong don hang cho ngudi ban khi ban 1€ dién th HDM (Aristio va cong su, 2019).
Theo Laudon & Laudon (2020) thi cic ddc diém riéng cia HPM c6 anh huéng 16n va
truc tiép dén quan tri BLDT cua DNTM trong cong tac hoach dinh, td chire, 1anh dao

va kiém soat BLDT.
1i1) Phan loai hang dién may

HPM c6 thé duge phan loai va tiép can theo mot sb tiéu chi nhu ngudn goc xuat

xtt, cong nghé, ché d6 hoat dong va chirc ning. Dudi ddy 1a cac phan loai phd bién

trong HPDM theo cac ti€u chi trong bang sau:

Bang 1.1. Phén loai hang dién may

Ticu chi Phan logi Vidy
phan loai :

N%uon’ g0c _ HPM néi dia Thuong hi€u Viét Nam nhu

xuat X Kangaroo, Sun House, Ava...

(Thong tu 7 , C

So: - HPM nh3p khau hodc san xuat gia | Cac thuong hi¢u noi tiéng nhu

05/2018/TT- | cong trong nudc Samsung, LG, Sony, Panasonic...

BCT, 2018) .

- Chirc nang chinh ctia san pham Vi du may lanh, tivi, ti lanh

Hé théng hai | - Nguyén Iy hoat dong: co, nhiét, dién | Lz ... ..

hoa(HS, | tw... Bep dién tr

2022) - ’Cal’(l ta?f ¢6 motor, ¢ mach diéu khién, Tivi thong minh, ti lanh thong minh
c6 két ndi mang. ..

Nguonnang | - HDM chay bang dién May gidt, tivi, ti lanh, diéu hoa

luong

(Levy va - HDM c6 thé chay bang pin ding mdt | Méy tinh xach tay, dién thoai di

cong s, lan hodc pin c6 thé sac nhicu lan dong, loa di dong. ..

2022)

- HDM ¢& nho: 1a cac thiét bi dién may , ‘
co kich thudc nho gon, khoéi lugng va | Mdy xay sinh t6, may €p trai cdy, noi
. trong luwong nho. Gid tri trung binh, tan | com dién...
Chtrc nang £ X
. , suat thay thé cao hon.
va muc dich x GOm céac san phim giai tri va con
sir dung Thiét bi dién tir tiéu ding: nhay cam véi | o an pham g , COng
) .. N . . 2.0 ngh¢ nhu: tivi, dan am thanh, dau dia,

(Diana Urge- | cong nghé méi, chu ky d61 méi nhanh. N .

Vorsatz et al loa théng minh.

2018) " | - HDM ¢d 16m: 1a hang dién may c6 kich ‘
thudc 1on, khoi luong Vﬁt trong luong 16n | Ta lanh, may gidt, may lanh, diéu
hon. Gia tri SP cao, tudi tho dai, thuong | hoa...

di kém dich vy lap dat va bao hanh.

Nguon: Thong tw s6: 05/2018/TT-BCT B6 Cong Thuong, Diana Urge vorsatz et all, 2018, HS 2020
Mat khéc, qua khao sat tai cac cira hang ban HPM truyén thng va trén cac website,

gian hang TMPT v.v dong thoi cin ctr vao Quyét dinh s6 27/2018/QD-TTg clia Thu tudng
Chinh phu ban hanh hé théng nganh kinh té Viét Nam thi cic DNTM chuyén kinh doanh
HPM thudng kinh doanh cac nhém SP thude nhiéu nhom nganh hang khac nhau duoc phan
loai theo quy dinh phap luat Viét Nam. Dudi day la cdc nhom SP phé bién va nhém nganh
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hang lién quan dén HDM.

Bang 1.2. Phan loai cac nhém sin phz‘im/ngz‘mh hang trong hang dién may

STT

Nhom SP/
nganh hang

Mo ta

Nhom nganh

Do dién
gia dung

Do dién gia dung 1a tat ca nhimg thiét
bi van hanh bang ning luong dién
dugc s dung trong nha ¢ dé phuc vu
cac nhu cau can thiét trong doi song
sinh hoat cua con nguoi nhu: Tivi, ti
lanh, may giat, diéu hoa, 10 vi séng, ndi
com di¢n, quat dién, may hut bui, may
sdy toc, may xay sinh t3,. ..

G4759: Ban 1¢ d6 dién gia
dung trong cic cua hang
chuyén doanh

G4649: Ban budn do dién
gia dung, dén va bg den dién

bién tir
tiéu dung

Dién tir tiu dung chi cac thiét bi dién
tor danh cho st dung cé nhan hodc gia
dinh vé1 muc dich phuc vu nhu cu
sinh hoat, gidi tri hodc thong tin lién
lac cd nhan nhu: DBién thoai di dong,
may tinh bang, may tinh xach tay, tai
nghe, loa, may anh, thiét bi deo thong
minh, may choi game,...

G4741: Béan 1é¢ may vi tinh,
thiét bi ngoai vi, phén mém
va thiét bi vién thong trong
cac cua hang chuyén doanh.
G4651: Ban budén may vi
tinh, thiét bi ngoai vi va phan
mém.

G4652: Béan buon thiét bi va
linh kién dién tir, vién thong

Thiét bi
nha bép

Thiét bi nha bép la nhitng SP hd trg
cho viéc nau nuong, ché bién thirc an
hodc lam sach thyc pham nhu: Bép tu,
bép hong ngoai, may hat mui, may rua
bat, may loc nude, 4m dun siéu toc, may
pha ca phé, mdy giat,...

G4759 - nhém 47591: Bén 1¢
thiet bi nha bép trong céc ctra
hang chuyén doanh

Dich vu
kém theo

Dich vu cung cap:
Stra chita thiét bi, bao tri, lap dat, van
chuyén

$9522: Stra chira thiét bj
dién gia dung

N7730: Cho thué may moc
va thiét bi khong kém nguoi
diéu khién

Nguon: Quyét dinh s6 27/2018/0P-TTg va Tdc gid tong hop
Luan an st dung phuong phap phan loai khoa hoc theo ludt dinh va phan loai cac

HPM thanh cac nhém nganh hang theo Bang 2.2 va khong bao gdm céc hoat dong ban budn

theo gidi han pham vi nghién ctru cua luan an.

1.1.1.2. Doanh nghiép thuwong mai chuyén kinh doanh hang dién may

Dua trén quy dinh vé hoat dong thwong mai va cac loai hinh DN trong Luat DN
2020, co thé hiéu réng DNTM Ia mét loai hinh DN hoat dong trong linh vuc thuong
mai, thyc hi¢n cac hoat dong mua ban hang hoa, cung tng dich vu nham muc tiéu kinh
doanh.
DNTM c6 thé duoc phan loai theo nhiéu tiéu chi khac nhau bao gém phan loai

theo tinh chét phap 1y, quy md hoat dong, chuyén moén héa cia DN. Chi tiét bao gom:
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Béng 1.3: Phén loai doanh nghiép thuwong mai

Tiéu chi phan logi Phan loai doanh nghiép thuwong mai
Theo tinh chat phap Iy DN tur nhan; cong ty trach nhiém hitu han; cong ty ¢ phan
(Luat Doanh nghiép 2020)
Theo quy mé hoat dong DN quy mb 16n, doanh thu trén 300 ty dong/1 nam tré 1én;
(Nghi dinh s6 39/2018/ND- | DN quy md vira c6 doanh thu tir 100-300 ty dong/ 1 nam;
CP) DNTM quy md nhd cé doanh thu dudi 100 ty dong/ 1 nam.
Theo hoat dong cia DNTM | Ban budn, ban 1¢
(Nghi dinh 09/2018/ND-CP)
Theo chuyén moén hoa DN chuyén kinh doanh; DN kinh doanh tong hop

Nguon: Ludt Doanh nghiép 2020, Nghi dinh s6 39/2018/NP-CP va Tdc gid tong hop

Mit khac, theo Nguyén Vian Minh (2010), bén canh céc tiéu chi truyén théng,
DNTM ciing c6 thé dugc phén loai theo mirc do tmg dung TMDT gdm ba nhém chinh:
(i) DN TMBT hén hop - cac DN c6 cira hang truyén thong nhung mé rong kénh ban
hang truc tuyén, nhu Pién May Xanh; (ii) DN TMDT thuan tuy — hoat dong hoan toan
trén moi trudng truc tuyén ma khong co cira hang vat 1y, dién hinh nhu Tiki, Shopee;
va (iii) DNTM hoat dong truyén thong - chi kinh doanh tai ctra hang vét 1y, mot mo
hinh ngay cang it t6n tai do sy phat trién manh mé cia TMPT.

Trong sb cac loai hinh DNTM, DNTM chuyén kinh doanh 1a DN tap trung vao
mot nganh hang hodc nhom SP cu thé thay vi kinh doanh da dang nhiéu nganh hang.
Piéu nay giup DN t8i wu hoa hoat dong, nang cao loi thé canh tranh va phuc vu tdt hon
nhu cau KH. DNTM chuyén kinh doanh thudc nhém DNTM chuyén mén hoa, khac voi
DNTM téng hop hoac DNTM da dang héa. Nhu vady, DNTM c6 thé duge phan loai
theo nhiéu tiéu chi khac nhau, tir tinh chat phap 1y, quy mé hoat dong, chuyén mén hoa
cho dén mirc d6 tng dung TMDT.

DNTM chuyén kinh doanh HPM 14 cac DN chuyén mua ban, phan phéi cac thiét
bi di¢n tir, dién lanh, dién gia dung nhu tivi, tu lanh, may giat, diéu hoa, ndi com dién,
thiét bi nghe nhin, v.v. Cac DN nay phuc vu nhu cau mua nhoé 1¢ cia NTD ca nhan, cira
hang ban 1¢ hodc DN khéc thong qua viéc nhap hang tir nha san xuat hodc nha cung cép,
quan 1y kho hang, ban hang cho cac KH thong qua cac kénh phan phdi.
1.1.1.3. Badn lé dién tir

“Ban le la hoat dong ban hang hoa hodc dich vu truc tié}) cho NTD cudi cung nham
muc dich sir dung cd nhan” (Philip Kotler, 2016). Theo khai niém nay thi ban 1é bao gom tat
ca cac hoat dong lién quan dén viéc ban hang héa hodc dich vu truc tiép cho NTD cubi cung
dé sir dung c4 nhan, khong vi muc dich kinh doanh. Michael Levy va cong su (2022) nhan
manh “Bdn Ié bao gom tdp hop cic hoat déng kinh doanh nham gia ting gid tri cho SP va
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dich vu duoc ban dén tay NTD dé sir dung ca nhan hodc gia dinh”. Trong bdi canh cong
nghé phat trién manh mé&, Kotler & Giuseppe Stigliano (2024) di thao luan vé sy tién hoa
cta nganh bén 1¢ trong thoi dai ky thuat s6 nhdn manh sy can thiét cua cic nha ban 1& trong
viéc thich nghi v6i hanh vi tiéu ding va su phat trién cong nghé.

Duya trén cac quan diém trén, nghién ciru sinh thira nhan quan diém cua Levy va
cong su (2022) cho khai ni¢m vé ban 1& va st dung xuyén sudt trong ludn an nay. Ban
1¢ duoc hiéu 13 mot chudi cac hoat dong thuong mai co td chire, hudng dén viéc tao ra
gié tri gia tang cho SP va dich vu truéc khi chiing dén tay NTD cubi ciing.

Hoat dong ban 1¢ khong chi don thuan 1a khau trung gian phan phdi SP tir nha san
xuat dén nguoi tiéu dung, ma con déng vai tro then chét trong viée tao ra gia tri gia
tang cho san pham thong qua nhiéu hinh thirc khac nhau. Theo quan diém cua Iy thuyét
chudi gia tri (Porter, 1985), ban 1¢ thudc nhém hoat dong hd trg va hoat dong hau can,
nhung trong thuc tién hién dai, dic biét 1a voéi su phat trién cta ban 1¢é hién dai va
BLDT, n6 da tré thanh mot yéu td chu dong tao dung gia tri, chir khong chi 1a khau
truyén thong "chuyén giao so hiru". Qua trinh nay khong chi don thuan 14 phan phdi
hang hoa ma con bao gdm cac hoat ddng nhu marketing, trung bay, tu van va chiam soc
KH nham dép tmg nhu cau ca nhan hodc ho gia dinh. Ban 1¢ dong vai trd cau ndi quan
trong giita nha san xuat va NTD gop phan tdi vu héa trai nghiém mua sim va nang cao
gia trj st dung ctia SP trong doi song.

Trong ky nguyén s6, ban 1¢ di mé rong sang moi truong truc tuyén, hinh thanh
khai ni€ém ban I¢ dién tu. Theo Laudon va Traver (2021), “BLDOT la hoat dong mua ban
hang héa, dich vu thong qua cdc kénh ky thudt sé nhw website, iimg dung di dong, hodc nén
tang TMPT, tdp trung vdo trdi nghiém khdch hang triec tuyén”. Theo Turban va cong sur
(2018) cho rang “BLDPT la viéc ban hang héa va dich vu qua internet va cdc kénh dién tir
khéc dén NTD cd nhéan va ho gia dinh”. Luan an st dung dinh nghia cua Turban va cong su
(2018) 1a ndi ham nghién ctru ctia BLDT. Khai niém BLDT nhin manh vao viéc st dung
internet va cac kénh dién tr nhu mot phuong tién chinh dé phan phdi hang hoa va dich vu
dén NTD cubi cing, bao gdm ca c4 nhan va ho gia dinh. Diéu nay phan anh sy chuyén doi tir
md hinh ban 1¢ truyén thdng sang méi trudong s6, noi ma KH c¢6 thé mua sam moi lac, moi
noi v6i sy hd tro ciia cong nghé. Cac kénh dién tir khong chi gioi han & website ma con bao
gbm tmg dung di dong, MXH, va cc san TMDT.

Hién nay, cic DNTM thuong trién khai nhiéu moé hinh BLDT khac nhau
nham tiép can va phuc vu KH hiéu qua. Cac hinh thirc phd bién bao gém cira hang truc
tuyén, thi truong tryc tuyén, BLDT qua MXH va ban hang qua ung dung di dong
(Chaftey, 2019) nhu bang dudi day:
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Bang 1.4: Cac hinh thirc va dic diém cia BLPT tai cac DNTM

Hinh thire

M0 ta

Pac diém

Clra hang truc
tuyén (e-
shops, e-
stores)

Cua hang truc tuyén la mot
website TMDT doc 1ap do DN
tir xdy dung va van hanh nham
muc dich trung bay, quang ba
va ban san phé‘im/dich vu truc
tiép dén NTD. NTD c¢6 thé im
kiém SP, xem théng tin chi
tiét, so sanh gid ca, doc danh
gid va thuc hién giao dich
thanh todn dién tir ngay trén
website.

- Cho phép DN chii dong kiém soat hinh anh
thuong hi€u, trdi nghiém ngudi dung va dir
li¢u KH.

- Yéu cau nguédn luc dang ké vé cong nghé,
nhan sy, bdo mat va chi phi van hanh
(hosting, bao tri, cap nhat ndi dung).

- Phu hop v6i cac DN co6 chién lugc phat
trién thuong hiéu dai han va kha nang dau tu
bén ving vao ha tang sb.

- Hi¢u qua phu thudc vao chién luoc SEO,
quang c4o truc tuyén va kha nang thu hat luu
lugng truy cdp tu nhién.

San giao dich
ban 1¢ (e-
marketplace)

DN tham gia ban hang thong
qua cac nén tang TMDT trung
gian nhu Amazon, eBay,
Shopee, Lazada, TikTok
Shop,... Nhitng san giao dich
BLDT nay dong vai trd két nbi
nguot ban (DN hodc ca nhén)
VOl nguol mua, cung cap ha
tAng thanh toan, van chuyén va
giai quyét khiéu nai.

- Tan dung hé sinh thai KH san c6 cia san,
gitip tiép can thi truong nhanh chong véi chi
phi ban dau thap.

- Puoc hd tro bdi cac cong cu marketing,
chuong trinh khuyén mii va dich vu hau can
tich hop c6 san trén san.

- DN phu thudc vao chinh sach, thuat toan va
phi dich vu cua bén tht ba (phi gian hang,
phi hoa hong, phi quang céo).

- Kho xay dung thuong hi€u riéng do bi "hoa
lan" trong mdi truong canh tranh da thuong
hiéu.

BLDT qua
MXH

DN sir dung cic nén ting
mang xa hoi nhu Facebook,
Instagram, YouTube, Zalo,...
dé quang ba san pham, twong
tac voi khach hang va thuc
hién giao dich truc tiép thong
qua tinh nang ban hang tich
hop (vi du: Facebook Shop,
TikTok Shop) hodc hinh thirc
ban hang thu cong (inbox,
comment, livestream).

- C6 tinh tuong tac cao, tan dung duogc suc
manh lan truyén va chia sé ndi dung.

- Chi phi khoi tao thap, dé tiép can dbi tuong
muc tiéu thong qua dinh hudng quang cao
trye tuyén nhdm chon muc tiéu.

- Phu hop véi DN vira va nho, dac bi¢t trong
cac linh vuc ban 1é va BLDT

- Yéu cau nguén luc lién tuc cho viéc san
xuit noi dung, quan 1y tuong tic va chay
quang cdo trén nén tang MXH

- Rui ro vé bién dong thuat toan va chinh
sach ndi dung ctia nén tang.

Ban hang qua
ung dung di
dong

DN phat trién tng dung
thuong mai dién tr riéng trén
nén ting di dong (iOS,
Android), cho phép nguoi
dung mua sdm moi lic, moi
noi théng qua két ndi Internet.
Ung dung di dong thudng tich
hop chuc nang cd nhan hoa,
tich diém, thong bao day (push
notification), vi dién tir va tich

- Cung cép trai nghiém nguoi dung lién
mach, c4 nhan héa cao va toi uu hoa cho
thiét bi di dong.

- Tang kha nang gitr chan KH thong qua tinh
ning tich diém hodc cac chwong trinh chim
soc khach hang tu dong va goi y SP thong
minh theo hanh vi cia KH.

- Yéu cau dau tu 16n vé phat trién phan
mém, bao mat dit liéu, bao tri va cap nhat
phién ban.
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hop AL - Can chién lugc marketing dé thu hat nguoi
dung tai va st dung irng dung thuong xuyén.
- Phu hop véi DN c6 quy md 16n hoac co
luong khach hang trung thanh 6n dinh.

Nguon: Chaffey, 2019 & Tdc gid tong hop
Nhin chung, BLDT khong chi giap DN m¢ rong thi truong ma con mang lai

nhiéu loi ich cho NTD nh¢ tinh tién loi, da dang lya chon va kha nang tiép can SP
nhanh chéng. Véi sy phat trién manh mé cta cong nghé va thay doi trong hanh vi tiéu
dung, BLDT dang tro thanh mot xu huéng tat yéu dong vai trd quan trong trong hé sinh
thai ban 1¢ hi¢n dai.

1.1.1.4. Quan tri ban lé dién tw

1) Khai niém quén tri

Quan tri duoc hiéu 13 mot qué trinh bao g@)m cac chic nang chinh: hoach dinh, t6
chire, 1anh dao va kiém soat. Theo Henri Fayol (1916), “qudn tri la qud trinh trong dé
NOT thuec hién viéc lap ké hoach, t6 chirc, chi dao va kiém tra cdc hoat dong cua 16 chike
nham dat dwoc muc tiéu dé ra”. Quan diém nay nhan manh vai trd cua NQT trong viéc
dinh huéng va diéu hanh t6 chirc mot cach co hé thong.

Bén canh d6, trong khoa hoc hanh vi, Elton Mayo (1933) m¢ rong khai niém
quan tri bang cach nhan manh yéu t6 con ngudi trong t6 chirc, quan tri khong chi 1a sy
thuc hién cac chirc ning hanh chinh ma con 1a qua trinh diéu hoa va dan dit cac mbi
quan hé giira con nguoi nham t6i wu hoa hiéu qua 1am viéc. Quan diém nay dé cao tim
quan trong ctia su tuong tac va dong luc trong méi truong lao dong, phan anh cach tiép
can tam ly va xa hdi trong quan tri.

Ngoai ra, Peter Drucker (1954) tiép can quan tri dudi géoc do nghé thuat, nhan
manh vai tro cua kha nang lanh dao va sy linh hoat trong quan ly. Theo d6, quan tri
khong chi don thudn 1 diéu hanh ma con bao gdm viée tao dong luc va truyén cam
hing cho nhan vién, tir 46 nang cao hiéu suat lam viéc va phat trién t6 chirc bén viing.

Nhu vay, cac dinh nghia vé quan tri phan 4nh nhiéu géc nhin khac nhau, tir viéc
t61 ru hoa ngudn luc, quan 1y con ngudi dén sy can thiét cua tinh bén viing va sang tao
trong lanh dao. Trong nghién clru nay, nghién ctru sinh str dung khai niém: “Quan tri la
viéc thuc hién cac hoat dong lap ké hoach, t6 chirc, ldnh dao va kiém sodt nham dat duoc
cdc muc tiéu trong mot té chive” Henri Fayol (1916) dé 1am rd cac ndi dung ciia dé tai.

11) Churc ndng cua quan tri

Quan tri 14 mét linh vuc da dang va phirc tap bao gdm nhiéu chirc ning cbt 161 ma
NQT phai thyc hién dé dat dugc cac muc tiéu cia to chie. Cac chirc nang nay dugc phan
chia thanh: hoach dinh, t6 chtrc, 1anh dao va kiém soat.

- Hoach dinh: Hoach dinh 14 chirc ning dau tién va quan trong nhat lién quan dén
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viéc xac dinh dat dugc cac muc ti€u va phat trién cac chién luge. Theo Drucker (1954),
hoach dinh khong chi don thuan 1a viéc du doan tuong lai ma con la viéc tao ra cdc phuong
an hanh dong cu thé dé dat duoc cac muc tiéu do. Theo Mintzberg (1994), hoach dinh gitip
t6 chirc hinh dung duoc nhimg gi can phai 1am trong mot khoang thoi gian nhat dinh dong
thoi diéu phéi cac hoat dong cua td chue dé ti wu hoa nguén luc

- T6 chirc: Chirc ning t6 chirc lién quan dén viée sap xép cac ngudn lyc va cong viéc
dé thuc hién cac ké hoach da duoc dit ra. Fayol (1916) cho réng t6 chirc 1a mot hoat dong
bao g6m vi¢c xay dung cAu triic can thiét dé thuc hién cong viéc. Mot cAu tric tO chire hiéu
qué s& cho phép cac ngudn luc hoat ddng mot cach dong b, tir 46 nang cao ning suit va
hiéu qua cta t6 chiic.

- Lanh dao: Chirc nang lanh dao de cap dén viéc hudng dan va dong vién nhan vién
thuc hién cong viéc nham dat duoc muc tiéu chung. Bass (1990) cho réng lanh dao khong chi
dung lai ¢ viéc ra quyét dinh ma con la kha nang tao ra mot moi truong 1am viée tich cuc, noi
ma nhén vién cam thdy dugc dong vién va cam thiy c6 trach nhiém véi cong viée

- Kiém soat: Kiém soat 1a chirc ning cudi cing trong qué trinh quan tri lién quan
dén viéc theo doi va danh gia viéc thuc hi¢n cac ké hoach d3 dit ra. Theo Koontz va
Weihrich (2015), kiém so4t 13 mot qua trinh dé dam bao rang moi ngudi déu thyc hién
cong viéc ctia minh theo cach da dugc hoach dinh. Chire nang nay khong chi bao gom viée
danh gia két qua ma con phai thich tng véi nhitng thay doi trong méi truong. Nhu vy, cac
chtrc nang quan tri bao gé)m hoach dinh, t6 chic, lanh dao va kiém soat khong chi 1a nén
tang cho sy thanh cong cua mot td chirc ma con tuong tac voi nhau dé tao ra mot hé théng
quan tri hiéu qua. Cac nghién ctru tir qudc té va Viét Nam da khang dinh rang sy két hop
hai hoa gitta cac chirc ning nay 1a yéu o then chét dé to chirc hién dai dap tmg dugc cac
thach thirc ngay cang phtic tap trong mdi truong kinh doanh toan ciu.

ii1) Quan tri béan 1¢

Theo Grewal & Levy (2020), “Quan tri ban lé la mot qua trinh quan ly thuong mai,
trong dé bao gom viéc t6 chire, qudn Iy cdc hoat dong lién quan dén viéc cung cdp hang héa
va dich vu cho NTD, nham téi wu héa khong chi lgi nhugn ma con trai nghiém cua KH”.
Cling theo Berman & Evans (2018), “Quan tri ban lé la nghé thudt tgo ra gia tri cho KH
thong qua mot loat cac quyét dinh quan tri nhu lya chon SP, phat trién dia diém, hinh thirc
cua hang, va quan ly TNKH ™.

Vay quan tri ban 1é theo tiép can chirc ning cta quén tri 1 mot qué trinh quéan 1y c¢6 hé
théng, bao gém vige 1ap ké hoach, t6 chirc, lanh dao va kiém soat cac hoat dong ban 1¢ nham
cung cap SP va dich vu phi hgp dén NTD. Qué trinh nay khong chi t6i wu hoa hiéu qua kinh
doanh thong qua viéc lua chon SP, quan Iy TNKH va phat trién céc kénh phan phbi ma con
hudng dén viée tao ra gia tri bén vimg va gia ting su hai long cia KH. Quan tri ban 1¢ trong
bi canh hién dai con doi hoi su tich hop cua cac chién luge marketing, cai tién dich vy va
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g dung cong nghé nham dap tmg nhu cau ngay cang cao cua thi truong.

1v) Quan tri ban 1¢ dién tir

Theo Laudon va Traver (2021), quan tri BLDT lién quan dén viéc ap dung cac nén
tang TMDT, phan tich dit liéu va cac cong cu tiép thi ki thuat s6 dé t6i uu hoa chudi cung
ung ban 1¢, tuong tac voi KH va quy trinh ban hang. N6 tap trung vao vi¢c tao ra trai nghiém
da kénh lién mach, noi cac kénh truc tuyén va ngoai tuyén bo sung cho nhau.

Quan tri BLDT bao gdm viéc quan 1y cac hoat dong TMPT, tir viéc phat trién
chién lugc marketing 4P Mix cho dén quan 1y chudi cung tmg va dich vu KH. Nghién
ctru ciia Verhoef va cong su (2021) chi ra rang sy tich hop giita trai nghiém truc tuyén va
cac kénh ban 1¢ truyén théng 1a rat quan trong dé tdi wu hoa su hai 1ong cua KH. Piéu
nay gitp cac NQT dua ra quyét dinh dya trén dit liéu, cai thién hiéu suit va c4 nhan hoa
TNKH. Mat khac, theo Antoniadis, 1., Paltsoglou, S., & Patoulidis, V. (2021) da xac
dinh cac chién luwoc marketing s6 nhu t6i wu hda cong cy tim kiém, quang céo trén MXH
va email marketing 1 thiét yéu cho viéc thu hit va giit chan KH trong nganh BLDT. O
mot goc do khac, Lemon & Verhoef (2016) quan ly TNKH trong moi truong BLDT
khéng chi lién quan dén dich vu KH ma con bao gdm toan bd hanh trinh cia khach tir lac
tim kiém thong tin dén khi mua hang va hau mii.

Tiép can tir goc d tac nghiép, theo Chir Ba Quyét (2021), “Qudn tri BLPT la qudn tri
cac hoat dong, cac nghiép vu cua DN, nha BLDT. Cac tac nghiép la cac hoat dong, nghiép vu,
cdc ki ndng, bién phdp dé thuc hién cdc chirc ning trong DN BLPT”. Quan tri tac nghiép
BLDT vé ban chit 13 quan tri cac nghiép vu ctiia DN néi chung va DNTM chuyén doanh néi
riéng nham thuc hién hoat dong quan tri BLDT. Quan tri taic nghi¢p TMDT theo Chir Ba
Quyét bao gém: Quan tr1 cac hoat dong mua hang; Quan tri t6 chirc ban hang; Quan tri co s&
ha tﬁng cong ngh¢; Quan tri thyc hién don hang. Trong bdi canh nay, NQT c¢o trach nhiém
quan 1y tat ca cac nhan su lién quan dén viéc cung cap cac chirc ning thiét yéu cia TMDT.

Tiép can tur goc do quan tri chién luoc, dua trén khai niém vé chién luoc cia Nguyén
Hoang Long va Nguyén Hoang Viét (2015), quan tri BLDT c6 thé hiéu 1a viéc xay dung,
thyc hién va danh gia cac quyét dinh lién quan dén hoat dong BLDT cho phép DNTM dat
duoc muyc tiéu di dé ra. Cac nhiém vy chinh cic DN BLDT phai quan tri bao gdom: Xay
dung tam nhin cho DN; Thiét 13p cac muc ti€u dinh lugng cho BLDT; Tao lap gia tri KH
qua BLDT; Xac dinh muyc tiéu phan khuc thi truong va KH; Lya chon, tich hop kénh ban 1¢;
Tao lap t6 chure cho cac hoat dong BLDT.

Tiép can cac chirc ning cua quan tri, quan trj BLDT bao gém céc chiic niang chinh:
hoach dinh BLDT, t6 chitc BLDT, linh dao BLDT va kiém soat BLDT. Trong d6 chirc
nang hoach dinh BLDT déng vai tro quan trong trong vi¢c xac dinh muyc ti€u va cac chién
luoc SP, kénh, gia, thi truong, KH muc tiéu va cac chuong trinh xuc tién BLDT nhiam thu
hut va gitr chan KH. Chirc ning t6 chitc BLDT yéu cau xdy dung ciu triic hiéu qua dé cac bd
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phan phdi hop nhip nhang. Chirc ning lanh dao chi trong tdi viéc phat trién mot doi ngil
nhan vién tan tam va tao moi truong lam vige tich cuc, bao gém thiét lap cac phuong thurc
giao tiép truc tuyén. Cudi cling, chtic ning kiém soét lién quan dén viéc theo ddi hiéu qua
hoat dong ban 1¢ truc tuyén va diéu chinh chién luoc, ké hoach va tac nghi¢p dya vao phan
hoi tir KH va két qua kinh doanh. Qua dé, quan tri BLDT khong chi 1a ban hang truc tuyén
ma con 1a hé théng phire tap can su két hop gira cac chiic nang nay dé dat thanh cong.

T cac tiép can quan tri TMBT va quan tri BLDT, nghién ctru sinh dua ra khai niém vé
quan tri BLDT nhu sau: “Quan tri BLPT la qua trinh hoach dinh, 16 chire, lanh dao va
kiém sodt cdc hoat dong ban lé hang hoa va dich vu qua cac nén tang dién tu nhu
website thuwong mai dién tw, ung dung di dong, mang xa hoi va cac kénh truc tuyén
khdc nham t6i wu héa hiéu qud kinh doanh, gia tang loi nhudn, ndng cao trdi nghiém
KH va dam bdo sw vdn hanh oén dinh trong moi truong kinh doanh dién tw cua cdc
DNTM”.

1.1.2. Khdi ni¢gm va diic diém ciia quan tri ban Ié dién tiv hang dién mdy

Khai niém: Tur cac tiép can vé quan tri BLDT va HPM nghién ctru sinh dua ra khai
niém vé quéan tri BLDT HPM nhu sau: “Qudn tri BLDT HPM la qud trinh hoach dinh, t6
chite, lanh dao va kiém sodt cdc hoat dong ban 1é cdc SP hang dién mdy bao gom cdc thiét bi
dién tw, dién lanh, dién gia dung phuc vu sinh hoat hang ngay qua cac nén tang dién tir nhu
website TMPT, 1ing dung di dong, MXH va kénh truec tuyén khdc, nham toi wu hiéu qua kinh
doanh, ndng cao trdi nghiém khdch hang va dam bao van hanh én dinh trong méi truong dién
tr tai cac DNTM”.

bic diém: Quan tri BLDT HPM c6 nhiing dac diém khac biét so véi cac linh vuc
ban 1¢ tryc tuyén khac do didc thu cta chu thé, khach thé, NTD va phuong tién dién tur.
Nhirng khac biét nay dugc phan anh rd rét trong cac chirc nang quan tri: hoach dinh, to
chire, 1anh dao va kiém soat doi hoi DN phai c6 chién luoc linh hoat va phu hop véi
dac thu nganh.

i) V& cha thé: 1a cic DNTM chuyén kinh doanh hang dién may; Hang dién may
mang tinh k¥ thudt cao, gia tri 16n va yéu cau dich vu hau mai chat chg, diéu nay anh
huong dén cach thic quan tri. Tiép can theo cac chirc ning quan tri, cac dic diém ndi
bat bao gom:

Hoach dinh: DNTM tép trung vao chién lugc lua chon san phém HDM phu hop,
t6i wu hoa murc gia va xay dung chuong trinh khuyén mai phi hop véi dac thu ki thuat
cua hang dién may.

T6 chie: Cac DNTM 6 chirc ngudn lyc dé dam béo tinh sin c6 SP, t6i da hda mé hinh
BLDT hdn hop va BLDT thudn ty va cung cap dich vu hd trg KH chuyén nghiép.

Lanh dao: Ban lanh dao thiic ddy d6i méi cong nghé, ca nhan hoa trai nghiém mua
sim va nang cao chit luong dich vy sau ban hang, yéu t6 quan trong d6i voi HDM.
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Kiém soat: Giam sat hiéu qua thong qua cac chi s6 do luong hiéu qua (KPI) vi du nhu
ty 1¢ BLDT thanh cong thanh ngudi mua trén website hodc sain TMBT, thoi gian phan hoi va
mirc d6 hai long cua KH dam béao dap tng ky vong vé chat luong va dich vu v.v.

ii) V& khach thé: Khach thé ciia quan tri BLDT tai cic DNTM chuyén kinh doanh
HDM chinh 13 HDM. HPM s¢ hitu nhiing dic diém riéng biét, bao gém tinh cong nghé
cao, tinh k¥ thuat phuc tap, dac diém vat Iy SP ¢6 kich thudce tiéu chuén, gia tri kinh té
- xa hoi dic trung, dic diém vé chudi cung ng va quy trinh van hanh. Sy da dang va
phirc tap cia SP HPM ciing véi chu ky d6i méi cong nghé nhanh chong dit ra nhiing
thach thirc khac biét trong quan tri BLDT. Cac yéu td nay doi hoi DNTM phai tap trung
vao viéc quan 1y ton kho hiéu qua, t6i wu hoa chién lugc gia ca va khuyén mai dong
thoi dam bao chét lugng dich vy hau mai va chinh sach bao hanh. Pac biét, tinh tiéu
chuan hoa, k¥ thuat cao va kha nang lap dit dé dang khién HPM tr¢ thanh nhom SP
phtt hop véi cac kénh BLDT. Nhiing dic diém nay khong chi dinh hinh cach thirc quan
tri ma con anh hudng truc tiép dén hiéu qua hoat dong kinh doanh cia DNTM trong
moi truong BLDT.

iii) V& nguoi tiéu ding: Trong bdi canh BLDT hang dién may, NTD mua hang dién
may thé hién nhiing dic diém rd rét so véi cac nganh hang khac. Pau tién, tin sudt mua sim
cta KH trong nganh hang dién may thudng thip, boi cac SP nhu ta lanh, méy gidt hay may
diéu hoa c6 chu ky thay thé dai (3-5 nam). Thir hai, gia tri giao dich ciia SP HPM thuong
cao, khién KH can can nhic ky ludng vé chat luong, tinh ning va gia tri sir dung lau dai. Cac
nghién ctru chi ra rang NTD dién may rat nhay cam véi gia va thuong xuyén so sanh gia
trude khi ra quyét dinh mua (Singh va cong sy, 2019). Thu ba, trude khi quyét dinh mua,
NTD s& tim kiém va nghién ctru SP tryc tuyén. Cudi ciing, cac yéu t6 nhan khau hoc nhu d6
tudi, thu nhap va gi6i tinh anh huéng manh mé dén quyét dinh mua sim. Nhitng dic diém
ndy tao nén mot birc tranh tong thé vé hanh vi tiéu ding trong linh vire BLDT HDM.

iv) V& cac phuong tién dién tir: Cac phuong tién dién tir c6 vai tro quan trong trong
BLDT noi chung va BLDT hang dién may noi riéng vi NTD bét budc phai sir dung mot
hay nhiéu céc phuong tién di¢n tir dé thuc hién hoat dong mua HDM. DPdi véi BLDT
hang dién may, cac kénh website, MXH va sain TMDT thuong duoc KH sir dung phd
bién dé mua HPM tryc tuyén. NTD chil yéu sir dung cong cu tim kiém nhu Google,
Youtube dé tim kiém thong tin vé SP HPM, tiép dén 1a truy cap vao mot sd nén tang
TMDT nhu Lazada, Shopee, Tiktok Shop dé tim kiém thong tin va so sanh gia ca. Céc
tmg dung hodc trang MXH nhu Facebook, Tiktok va Youtube hd tro tim kiém SP,
quang ba va tuong tac truc tiép véi KH (Singh va cong su, 2019).

1.2. N¢i dung ctia quan tri ban 1é dién tir tai cac doanh nghiép thwong mai chuyén
kinh doanh hang dién may

Theo tiép can céc chitc ning quan tri, quan tri BLDT bao gém cac chiic ning sau day:
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Hoach dinh BLDT, t6 chitc BLDT, lanh dao BLDT va kiém soat BLDT.

1. Hoach dinh BLDT
Hoach dinh chién lugc;
hoach dinh muc tiéu; hoach
dinh thi truong; hoach dinh
4P; hoach dinh hoat ddng;
hoach dinh ngan sach

3. Kiém soat BLDT
Kiém soat quy trinh va hiéu
qua theo muc tiéu
Do luong va danh gia hiéu
qua BLDT theo KPI

N

2. T6 chitc BLDT
Td chirc bd may: co cu, co ché
quénly,nhénsu,coséx@lchét
T6 chic trién khai ké hoach
BLDT: Iyva chon mdé hinh BLDT,
Iva chon hang hoda, dich vu; xac
dinh thi truong, xac dinh kénh ban

4. Lanh dao BLDT
Tuyén dung, dao tao, dai
ngd, tao dong luc trong
BLDT

Hinh 1.1: N$i dung quan tri BLDT theo tiép cn chirc ning clia quan tri
Nguon: Fayol (1916), Mintzberg (1994), John Pearce & Richard Robinson (2013)...
& Tac gid tong hop
Bang chi tiét hoa cac ndi dung ciia quan tri BLDT theo tiép can chirc ning cia
quan tri dugc trinh bay tong hop chi tiét tai Phy luc 5.
1.2.1. Hoach dinh ban Ié dién tw hang dién may tai cac doanh nghiép thwong mai
Hoach dinh 1a mét trong céc chirc ndng co ban ctia quan tri. Theo cac hoc gid, hoach
dinh duoc hiéu 1a qua trinh x4c dinh muc tiéu, lya chon cac chién lugc va lap ké hoach dé dat
dugc cac muc tiéu d6. Theo Mintzberg (1994), hoach dinh khong chi 1a viéc xac dinh nhiing
gi can lam ma con lién quan dén viéc thAm dinh nhiing ai s€ thuc hi¢n cac hoat dong do6 va
tai sao cac hoat dong nay lai quan trong cho su phat trién bén viing cua to chirc. Ngoai ra,
theo nghia rong, hoach dinh gitp cung cdp mot nén tang cho cac chirc nang quan tri khac.
Robbins va Coulter (2018) chi ra rang, thong qua hoach dinh, to chirc khong chi thiét 1ap
muc tiéu ma con xac dinh cach thirc phan bo tai nguyén va sap xép nhan su phu hop dé dat
dugc muyc tiéu do, dam bao tinh hi€u qua va hi¢u sut trong hoat dong cua t6 chirc. Mot khia
canh khéc cta hoach dinh 1a kha nang tao ra nhiing ké hoach linh hoat va c6 kha nang thich
{mg voi sy thay d6i ctia méi trudng bén ngoai.
1.2.1.1. Hoach dinh chién luoc ban 1é dién tir
Theo John Pearce & Richard Robinson (2013), hoach dinh chién luge 1a qua trinh
phan tich méi truong ndi bd va bén ngoai cua t6 churc, thiét 1ap muc tiéu dai han, lya chon
chién luge dé dat duge cac muc tiéu do6 va trién khai cac hanh dong cu thé dé thuc hién chién
luoc. Theo Levy va cong sy (2022), “chién lugc ban 1é 1a tap hop cac quyét dinh dai
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han nham xac dinh céach thic hoat dong cua mot DN ban 1¢ dé dat dugce loi thé canh
tranh bén virng. No bao gém viéc lya chon thi truong muc tiéu, phat trién cac dé xuét
gia tri doc dao va thiét ké cac chién thuat thuc thi phu hop v6i muc tiéu téng thé cua
cong ty”.

Vay hoach dinh chién luge BLDT la qué trinh phan tich moéi truong kinh doanh ndi
bd va bén ngoai cua mot DN c¢6 thuc hién BLDT, thiét 1ap muc ti€u dai han, lya chon cac
chién luge cu thé dé dat duoc loi thé canh tranh bén viing trén moi truong ) thong qua cac
kénh BLDT va trién khai cac ké hoach chi tiét nham t6i wu hoa trai nghiém va sy hai long
khi mua hang ctia KH théng qua cac phuong tién dién tir. Qué trinh nay nham muc tiéu xac
dinh va thiét 1ap cac muyc ti€u cu thé, trién khai cac chuong trinh cu thé cting nhu 1ap Kké
hoach chi tiét cho hoat dong ban 1¢ thong qua cac phuong tién dién tir. Muc tiéu cudi cting
cua viéc hoach dinh nay la dé DN c¢6 thé dat duoc cac muc tiéu da dé ra mot cach hiéu qua
va bén ving. Hoach dinh chién luge BLDT la cép d6 hoach dinh cao nhét cia cac DN tap
trung vao cac chién luoc trong BLDT.
1.2.1.2. Hoach dinh muc tiéu trong ban lé dién tur

Theo Edwin A. Locke va Gary P. Latham (2016) muc ti€u la mot két qua cu thé ma
mot nguoi, mot nhém ngudi hay mot t6 chirc mong muén dat duge. Muc tiéu bao gém cac
muc tiéu ngén han, trung han va dai han. Muc tiéu ngén han: 1a nhitng myc ti€u ma td chirc
can dat dugc trong thodi gian ngén (thoi han dudi 1 nam). Muc tiéu trung han: thoi gian tir 1
dén 5 nam. Muc tiéu dai han: ¢6 tinh chat chién luoc trong thoi gian dai (thoi gian hon 5
nam). Muc ti€u cling c6 thé mang tinh chét dinh tinh hodc muc tiéu dinh luong. Trong do,
muc ti€u dinh tinh la muyc tiéu khong thé do luong dugc hodc rat khé do luong va muc tiéu
dinh luong 13 myc tiéu chi ra 16 rang nhimg két qua co thé do ludng duge. Cac DNTM
chuyén kinh doanh HPM thudng dé ra cac muc tiéu cu thé trong timg giai doan, bao gom:

i) Cac muc tiéu vé tai chinh trong BLDT

Trong linh vuc BLDT, cac muc tiéu tai chinh dong vai tro quan trong trong viéc
dinh hinh chién lugc kinh doanh va tdi wu héa hiéu suét hoat dong, gop phén dam bao
tinh bén vitng va kha ning canh tranh cia DNTM. Nhitng muc tiéu nay c6 thé bao gébm
doanh sd, loi nhuén, chi phi van hanh va téc do xoay vong vén v.v. mdi yéu to déu
duoc diéu chinh dé phu hop véi dic trung ciia moi trudng BLDT, noi dit liéu thoi gian
thuc va phén tich ky thuat sb dong vai tro then chét.

Doanh s trong BLDT dugc hoach dinh mot cach chi tiét, dya trén céc tiéu chi
phan doan nhu nhom SP, theo kénh phan phdi dién tir (vi du: website riéng, nén tang
MXH nhu Facebook, Tiktok, hodc cac san TMBT nhu Shopee hay Lazada), luc lugng
ban hang trong BLDT, chuong trinh ban hang truc tuyén cu thé, va phan khiic KH trén
moi trudng khong gian mang. Viée thiét 1ap muc tiéu doanh sé theo cach tiép can nay
khong chi hd trg xdy dung chién lugc tiép can KH c4 nhan hoa ma con nang cao hiéu
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qua hoat dong trén timg nén kénh phan phdi k¥ thuat sb, dic biét thong qua viéc khai
thac dir liéu hanh vi nguoi dung.

Lo1 nhuan, 1a chi s6 cdt 16i phan anh hi¢u qua kinh doanh, dugc xac dinh dya trén
cac yéu t6 da chiéu nham dam bao tinh kha thi va tinh bén vitng lau dai. Muc tiéu loi
nhuan thuong dugc phan bd theo dong SP, nhom nganh hang, chwong trinh khuyén
mai, hodc phan khiic KH, dong thoi trong mot sé mo hinh quéan tri BLDT tién tién, c¢6
thé dugc ca nhan hoa dén timg nhan vién ban hang dé thuc day dong luc va tdi wu hoa
hiéu suét toan hé thdng. Viéc nay doi hoi phan tich sdu vé bién loi nhuan gop va rong,
két hop véi cac cong cu du bao dua trén dir li€u 1on.

Chi phi van hanh trong BLDT bao quét toan bo cac khoan dau tu ¢d dinh va bién
d6i can thiét dé duy tri hé théng BLDT, bao gdm phat trién va bao tri kénh phan phbi
dién tir, quan 1y hang ton kho, marketing dién tir (nhu quang céo truc tuyén va SEO
web...), logistics van chuyén, va dich vu hd tro KH. Viéc kiém soat chit ché cac chi
phi ndy, thong qua cidc md hinh phan tich chi phi-loi ich, 1a yéu té quyét dinh trong viéc
nang cao loi nhuan va cang ¢ vi thé canh tranh trén thi truong BLDT déy bién dong.

bac biét, tai cac DNTM chuyén kinh doanh HDM viéc hoach dinh muc ti€u tai
chinh thé hién sy khac biét rd nét so vdi cac nganh ban 1¢ khac. Do gia tri san phém
cao, chu ky cong nghé thay ddi nhanh chdng va tinh phtic tap cua logistics (vi du: van
chuyén san pham 16n, d& hong), cac muc tiéu nay thuong wu tién xoay vong von nhanh
hon dé giam rui ro 16i thoi SP, dong thoi tap trung kiém soat chi phi van hanh cao tir
marketing dién tir va chudi cung mg toan cau.

ii) Muc tiéu vé kénh BLDT va truyén thong dién tir trong BLDT

Viéc t6i vu hoa kénh ban hang truc tuyén va chién luoc truyén thong sd trong
BLDT dong vai tro quan trong trong viéc thu hut KH, nang cao trai nghiém mua sim
va gia tang hi¢u qua kinh doanh. Cac muyc ti€u nay tap trung vao vi¢c xay dung hé¢
théng ban hang truc tuyén chuyén nghiép va phat trién ndi dung truyén thong chat
lwong cao dé tdi wu hoa qua trinh tiép cin va thuyét phuc KH.

Muc tiéu vé kénh BLDT hudng dén viéc thiét 1ap va t6i uvu hoa cac nén tang ban
hang truc tuyén, bao gdbm website, tng dung di dong va gian hang trén cac sain TMDT
ctia bén thir ba. Cac DNTM céan dam bao rang cac kénh nay hoat dong chuyén nghiép,
cung cap dy du thong tin SP, cap nhat tinh trang kho hang theo thoi gian thuc va tdi
vu hoa kha ning tim kiém dé KH dé dang tiép can. Ngoai ra, trai nghiém ngudi dung
trén cac nén tang ) phai dugc cai thién lién tuc thong qua giao dién than thién, tdc do
tai nhanh va quy trinh mua hang thudn tién nham ting ty 16 BLDT thanh cong.

Muc tiéu vé truyén thong dién tir trong BLDT nhin manh tdm quan trong cta
viéc s6 hoa hang hoa théng qua hinh anh, video va ndi dung mé ta SP. Khac véi ban 1é
truyén théng, quyét dinh mua hang trong mi truong tryc tuyén phan 16n dua trén cach
SP dugc trinh bay thong qua cac phuong tién truyén thong. Do do, DN can dau tu vao
san xuat va bién tap ndi dung da phuong tién (media) chit lugng cao, dam bao hinh anh
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sdc nét, video hép dan va nodi dung mo ta chi tiét, chan thuc. Hon nita, xu hudng truyén
thong lién tuc thay doi doi hoi DN phai linh hoat thich tmg va nang cao kha ning tiép
can KH.

1i1) Muc tiéu v tan suét cap nhat thong tin

Trong linh vuc BLDT ngay nay, viéc cap nhat thong tin lién tuc trén cac kénh truyén
thong nhu website, fanpage (trang danh cho doanh nghi¢p ctia Facebook) va tng dung 1a
mot yéu t6 thiét yéu gop phan quyét dinh sy thanh cong cua DN. Noi dung truyén thong
bao gdm thong tin chi tiét, hinh anh SP va cac chién dich quang ba can dugc cip nhat
thuong xuyén dé duy tri tinh méi mé va hap dan. Tan suét cap nhét cao khong chi nang cao
TNKH ma con cai thién ty 16 BLDT thanh cong va kha ning chdt don hang. Dé dat hiéu
qué t6i wu, cac DNTM truc tuyén can xy dung chién luoc cu thé nham cap nhat thong tin
hang ngay dong thoi 4p dung cac ky thuat t6i wu hoa hién thi dé dam bao ndi dung ludn
xudt hién & cac vi tri vu tién trén nén tang truc tuyén. Pay 1a mot trong nhing yéu t6 chién
luge gitp thu hit KH nang cao hi¢u qua kinh doanh va quang ba thuong hi¢u trong moi
truong canh tranh truc tuyén.

iv) Muc tiéu vé chim soc KH sau ban

Trong bdi canh BLPT, chim séc KH sau ban dong vai tro quan trong trong viéc
duy tri 10ng trung thanh va gia ting gia tri cho KH. Mt trong nhiing yéu t6 cbt 15i 1a
mirc d6 hai 1ong cia KH duoc do luong thong qua cam nhdn vé toan bd trai nghiém
mua sam truc tuyén. Cac yéu té anh huong dén su hai long bao gdm gia cé, chat luong
SP, su tién loi trong qua trinh mua hang, tde do xur ly giao dich, do tin cay cua dich vu
va muc d6 phu hgp cua SP véi ky vong.

Ngoai ra, dich vu chim séc KH sau ban 1a mt trong nhitng nhan t6 quyét dinh
gitip DN duy tri mdi quan hé bén vimg v6i KH. Diéu ndy bao gém chinh sach ddi tra
linh hoat, hd tro k¥ thuat kip thoi, giai quyét khiéu nai hiéu qua va cung cp thong tin
vé cach sir dung SP t6i wu. Trong mdi trudng truc tuyén, cac dich vu nay thuong duoc
trién khai qua nhiéu kénh nhu nhin tin qua chatbot, téng dai, email va MXH nham
mang lai trai nghi¢m dé)ng nhit va thuan tién nhit cho KH. Viéc xay dung mot hé
théng cham séc KH hiéu qua khong chi gitp gia ting mirc d6 hai 10ng ma con tao ra loi
thé canh tranh bén vitng trong thi trudng ban 16 truc tuyén.
1.2.1.3. Hoach dinh thi truong muc tiéu trong quan tri ban lé dién tur

Hoach dinh thi truong muc ti€u 1a qua trinh phan tich va lya chon mot hoac nhiéu phan
khtic thi trudng ma t6 chirc quyét dinh tap trung cac ngudn luc cta minh vao nham dat duogc
loi thé canh tranh (Camilleri, M.A., 2018); trong BLDT 14 qua trinh phan tich, Iya chon va
xac dinh nhom KH tiém nang c6 dac diém, nhu cau va hanh vi mua sim tuong thich véi
chién lugc BLDT ciia DN trong mdi truong dién tir chinh 14 Iya chon thi truong trong tam.
Qua trinh nay bao gdm viéc thu thap va phan tich di liéu tir cic ngudn thong tin tryc tuyén,
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déanh gia cac phan khuc thi truong dya trén tiéu chi nhu dd 1on, tiém nang tang trudng va kha
nang sinh 1g1 déng thoi thiét ké cac chién luoc tiép can phu hop. Hoach dinh thi truong dya
trén dic diém vj tri dja ly cua KH nhu khu vyc dia ly, quéc gia, ving mién, tinh/thanh phé
hoiac khu vuc d6 thi va nong thon. Trong ban 1é, khia canh dia 1y gitip DN hiéu rd hon vé dic
diém va nhu cau cua KH theo timg khu vuc, tir d6 t6i wu héa cac chién lugc phan phéi va
tiép thi. Tuy nhién, trong BLDT, phan tich dia Iy gitp t6i wu hoa chién lugc giao hang, phi
van chuyén va thoi gian giao hang dua trén khoang cach dia 1y.

1.2.1.4. Hoach dinh chién luoc san phcfm trong ban lé dién tu

Hoach dinh chién luoc SP 1a mét qué trinh quan trong trong quén tri déng vai tro xac
dinh cach thirc DN s& phat trién, cai tién va gidi thiéu cac SP nham dap mg nhu cau cia thi
truong va dat dugc cac muc tiéu kinh doanh. Theo Walker & Mullins (2013), hoach dinh
chién Iugc SP khong chi bao gdbm cac quyét dinh vé viéc phét trién SP méi ma con lién quan
dén viéc xéac dinh cac dic diém SP, chién luoc gia ca, phan phéi va khuyén mii dé tao ra gia
tri cho KH va tang truong doanh thu cho t6 chtre. Hoach dinh chién luoce SP 1a qua trinh ma
mot DN xéc dinh muyc tiéu, xac dinh thi trudng muc tiéu va quyét dinh cach thirc phat trién,
céi tién hoic loai bo SP trong danh muc ctia minh, bao gém viéc phan tich nhu cau cua KH,
danh gia xu hudng thi trudng, phat trién cac ¥ tuong SP mdi va thiét 1ap chién lugc dua SP
ra thi truong nhim tao ra gia tri va canh tranh trong moi truong thuong mai. Hoach dinh
chién luoc SP trong nganh hang ban 1¢ dién may 13 qua trinh ma cac NQT xac dinh va trién
khai cac muyc tiéu phat trién SP, nhdm dap tmg nhu cu va mong doi ctia KH trong mét thi
truong canh tranh khéc liét. Theo Kotler & Keller (2021), khoan hoach dinh nay bao gff)m
viéc phan tich thi truong, theo ddi cac xu hudng cong nghé, danh gia kha nang canh tranh va
phat trién danh muc SP mét céch linh hoat dé t6i vu hoa gia tri cho NTD.

Trong bdi canh BLDT HPM, hoach dinh chién lugc SP khong chi gidi han ¢ viéc lya
chon cac mat hang nhu tivi, may lanh hay may giat, v.v ma con bao gém viée thiét 1ap cac
tiéu chudn chat luong, x4c dinh céc chién luge gia ca va khuyén mai ciing nhu tim cach cai
thién TNKH.
1.2.1.5. Hoach dinh chién luoc gia ban trong ban le dién tur

Trong mdi truong BLDT, DN phai thuong xuyén diéu chinh chién lugc gia dé
thich ing véi cac thay doi trong thi trudng va nhu cau cia NTD. Theo Nagle & Holden
(2020), lap ké hoach gia ban linh hoat cho phép DN khong chi cai thién sy canh tranh
ma con tdi wu hoa lgi nhudn trong cac diéu kién thi truong bién dong. Chién lugc nay
¢6 thé bao gdm cac phuong phap nhu giam gia tam thoi, gia theo muia hodc gia cho cac
nhém KH khac nhau.

Mit khéc, chién lugc gia cling can phai xem xét tam ly ctia KH boi gid ca ¢6 thé anh
hudng dén thuong hiéu va SP. Do d6, DN can tim hiéu cam nhén cta KH vé gia ca va diéu
chinh chién lugc ciia minh cho phu hop, chang han nhu dinh gia cao hon cho SP cao cp
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hoic két hop khuyén mai dé thu hat KH.
Cac DNTM c6 thé hoach dinh phuong thirc dinh gia trong ban 1¢ dudi day (Nagle, T. T.,
Hogan, J., & Zale, J, 2020):

Bang 1.5. Chién luge dinh gia trong BLDT

Chién lugc

dinh gi4 N0i dung

Pinh giatheo | Tinh toan tat ca chi phi lién quan dén SP va thém vao mot ty 1é 1
chi phi mong muon.

Dinh gi4 Diéu chinh gia SP dya trén gia ctia doi thu dé canh tranh, co thé 1a thap
canh tranh hon, tuong duong hodc cao hon.

DPinh gia dya trén | Str dung gia ca wdufa trén tam ly KH, vi ‘du nhu 99.000 VND thay vi
tam ly 100.000 VND dé tao cam gidc hai long vé gid.

Dinh gia Cung cép gid thap tam thdi dé kich thich doanh sd, nhw gidm gia hay
khuyén mai chuong trinh khuyén mai khéc.

Dinh gié theo Ap dung cac muc gia khac nhau cho cic phan khiic KH khéc nhau,
phan khiic nhu gid danh cho sinh vién so v&i nguoi di lam.

Dinh gia theo Giam gia vao nhimg thoi di~ém nhét dinh trong nim dé xa hang ton
chu ky kho, thanh 1y hang hoac cit 10.

DPinh gia theo bat gia dya trén gid tri mé SP mang lai cho KH, thuong c6 xu hudng
gid tri cao hon cho cac SP cao cap.

DPinh gia dya trén | Xac dinh gia tri ma KH nhan dugc va dat gia tuong tng, phu hop véi
loi ich cac SP mang lai lgi ich strc khée hodc trai nghiém déc biét.

Nguon: Nagle, T. T., Hogan, J., & Zale, J, 2020 & Téc gia tong hop
1.2.1.6. Hoach dinh chién luoc kénh phan phéi trong ban lé dién tw
Theo Levy va cong su (2022), viéc thiét 1ap mot chién luge kénh ban hiéu qua
khong chi gitp ting cudng kha ning tiép can thi trudng ma con cung cip gia tri cho KH
thong qua trai nghiém mua sim thudn tién. Cac kénh ban hang dién tir khong chi giup
DN tiép can véi thi truong rong 16n hon ma con tdi wu héa chi phi ton kho, chi phi van
chuyén hang héa. Viéc tich hop nhiéu kénh ban hang di tao ra trai nghiém lién mach va
tién loi hon cho KH. Gretzel va Fesenmaier (2020) nhan dinh NTD ngay nay tim kiém
su tién loi khi mua sim va cac kénh ban hang dién tir cho phép ho dé dang truy cép thong
tin SP, so sanh gia va thuc hién giao dich moi lic moi noi. Nghién ctru ctia Harris &
Ogbonna (2001) chi ra viéc lua chon kénh phan phdi dung dan co thé tao ra su canh tranh
va tang cudng mdi quan hé v6i KH ddng thoi thic day tinh hiéu qua trong qué trinh giao
nhén hang hoa.
Trong linh vuc BLDT ngay cang chu trong dén viéc khai thac cac kénh ban hang
truc tuyén dé ting trudong doanh thu va tiép can KH méi, gia ting d6 phu thwong hiéu

cho DN. Céc chién lugc kénh ban can bao gom viéc két hgp gilra cadc nén tang riéng
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cia DN nhu website TMBDT va cac nén tang bén thir ba nhu Amazon, Lazada hay
Shopee v.v. Dudi ddy 1a mot sé kénh BLDT phd bién, bao gom:

Website TMPT ctia DN: Pay 1a kénh ban hang chinh thic cia DN, noi KH c6 thé
kham pha cac SP va thuc hién giao dich truc tiép. Website riéng mang lai kha ning kiém
soat hoan toan vé thwong hiéu, hinh anh va trai nghiém mua sam. Hon nita, website TMDT
ciing 14 mot nén tang quan trong cho cac hoat dong ban 1¢ cho phép DNTM tao ra trai
nghiém mua hang truc tuyén cho KH va t6i wu hoa chién lwgc tiép thi (Chaffey, 2019).

Céc nén tang TMPT bén thir ba: Cac nén tang nhu Amazon danh cho thi truong
quéc té, Lazada, Shopee, Tiki, Tiktok Shop v.v...danh cho thi truong ndi dia 1a vi du
dién hinh cho cac kénh BLDT két ndi ngudi ban va ngudi mua. Nhimg nén tang nay da
c6 san lugng ngudi dung 16n va du uy tin dé tao niém tin cho NTD. Theo Li va cong su
(2022), “viéc ban hang trén cic nén tang bén thi ba cung cap co hoi tdi vu dé tiép can
mot lugng 16n KH ma khéng can dau tu vao tiép thi quy mo 16n”.

Céc kénh MXH phd bién: Ban hang thong qua MXH nhu Facebook, Youtube,
Instagram, TikTok v.v...noi DN c6 thé twong tac tryc tiép voi KH. Nhitng kénh nay
khong chi quang ba SP mdt cach truc quan ma con tao ra cong dong biét va yéu thich
thuong hiéu. Nghién ciru cia Cohen va cong su (2023) cho thdy MXH tré thanh mot
kénh quan trong cho nganh béan 1¢ gitip tao dung mdi quan hé voi KH va ting cudng sy
trung thanh vao thuong hi¢u.

Ung dung di dong: DNTM c6 thé tao ra ing dung di dong cho phép KH d& dang
tim kiém va mua sam HPM. Ung dung di dong mang lai trai nghiém mua sam lién
mach va tién loi cho nguoi dung. Theo Chaffey (2019), ing dung di dong co thé ting
cuong su tuong tac va giltr chan KH nh¢ vao tinh nang thong bdo va chuong trinh KH
than thiét.
1.2.1.7. Hoach dinh cac chuwong trinh xuc tién ban 1é dién tir

Céc chuong trinh xtc tién hoat dong BLDT hién nay rat da dang, thé hién sy chu
dong va linh hoat cua cac DN trong viéc trién khai chién lugc kinh doanh dién tor. DN
c6 thé hoan toan kiém soat thoi diém trién khai, xac dinh tap KH muc ti€u, lya chon
loai SP hoic dich vu ciing nhu quyét dinh mirc ngan sach phu hop cho timg chuong
trinh ban hang. Cac chuong trinh xuc tién hoat dong BLDT phd bién bao gom:

Chuong trinh quang céo dién ti: DN ting cudng quang cdo qua cic nén tang
truc tuyén (Facebook Ads, Google Ads, Youtube Ads...), sit dung quang céo tra phi
dua trén luot xem, s6 lan tuong tac hodc luot truy cdp vao website hodc gian hang
TMDT cua minh.

Chuong trinh giam gia va khuyén mai: Cac chién lugc nhu giam gia nhanh, ting
qua, chiét khau va cung cép dich vu tu van KH nham thiic day hanh vi mua sam dién tur
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ciia KH. Cac chuong trinh ban hang theo mua vu va su kién: Trién khai trong cac dip
1&, Tét hodc cac su kién dic biét nham khai thac nhu cidu mua sim cao diém.

Chuong trinh chdm séc KH va dich vu sau ban hang: Bao gdm céc hoat dong
nhu stra chita mién phi, bao dudng dinh ky cho KH hoidc chwong trinh thu cii d6i mdi,
mua SP cil gia cao nham tang cuong long trung thanh cua KH.

Moi chuong trinh xtc tién BLDT déu can duoc xdy dung voi cadc muc ti€u cu
thé, danh muc SP phu hop, thoi diém trién khai rd rang cung véi cac hoat dong va ngin
sach chi tiét. S& lugng va chét lugng cac chuong trinh ban 1¢ dugc thyc hién 1a mot
thude do quan trong vé ning luc kinh doanh ciia DN. Chu ky sdng cua timg chuong
trinh ¢6 thé khac nhau tiy thudc vao yéu té thi trudng nhung DN truc tuyén hoan toan
¢ quyén kiém soat va diéu chinh linh hoat.
1.2.1.8. Hoach dinh cdc hoat dong ban leé di¢n tur

Viéc hoach dinh céac hoat dong BLDT can duogc thuc hién mét cach hé théng dam
bao tinh lién két chat chg, phéi hop nhip nhang giita cac hoat dong nham tao nén tang
vitng chic cho qua trinh kinh doanh truc tuyén. Nhiing hoat dong nay khong chi dam
bao dong luu chuyén hang hoa 6n dinh ma con t6i wu hoa hiéu qua ban hang thong qua
su phdi hop nhip nhang giita cac khau. Dudi ddy 1a cac nhom hoat dong co ban can
dugc uu tién trong BLDT:

1) Hoat dong chuin bi ban 1é: Bao gém thu thap dir li€u, phan tich thi truong,
nghién ctru hanh vi KH va s hoa thong tin SP. Pdng thoi DN can chuan bi ngudn cung
g hang hoa dé dam bao tinh sin sang.

11) Hoat dong quan 1y kho bai va bao quan hang héa: Quan ly kho bai va bado quan
hang hoéa 1a mot yéu t6 cbt 18i trong hoat dong BLDT dam bao chudi cung tng van
hanh hiéu qua va dap ung kip thoi nhu cau KH. Hoat dong niy bao gdm to chirc khong
gian luu trir hop 1y, kiém soét chat lwong hang hoa, quan 1y nhap xuit ton kho, tng
dung cong nghé quan 1y kho gitip t6i uu hoa tdn kho, giam thiéu chi phi luu trit va ting
tbc do luu chuyén hang hoa. Su phéi hop chit ché véi nha cung cip va don vi van
chuyén dong vai trd quan trong trong viéc dam bao ngudn cung lién tuc va nang cao
hiéu qua giao hang.

iii) Hoat dong van chuyén hang héa: Bé dam bao hoat dong van chuyén hang
hoéa dugc thuc hién hi€u qua, caic DN can phai c6 mot he théng quan ly van chuyén
hang hoa tot, bao gdm ca viéc sir dung cong nghé thong tin va hé théng theo doi don
hang, Iya chon céc giai phap van chuyén nhanh chong, chi phi thip, ty 1& giao hang
thanh cong cao.
1.2.1.9. Hoach dinh ngan sach ban lé dién tw

Hoach dinh ngan sach trong BLDT la mot hoat dong chién luoc quan trong nhim



42

tdi wu hoa viée phan bo ngué)n luc tai chinh dé dat dugc cic muc tiéu kinh doanh cu
thé. Hoach dinh ngan sach trong BLDT chiu tac dong cua nhiéu yéu td da chiéu, bao
gdm: i) muc tiéu chién luogc, quy mod DN, cac khoan chi phi nhu chi phi cong nghé, chi
phi marketing, logistics, nhan sy v.v; ii) hi¢u suit hoat dong trude d6 cia DN cung boi
canh kinh t& vi mo va hanh vi tiéu dung ciing dong vai trd then chdt. Theo 1y thuyét vé
quan ly tai chinh, ngan sach khong chi 1a mdt cong cu du todn ma con co vai tro la cong cu
1ap ké hoach va kiém soét hoat dong (Horngren va cong su, 2013). Dac bi¢t trong BLDT,
noi ma bién dong thi trudng va nhu ciu mua sim ciia KH c6 thé thay d6i nhanh chong,
viéc diéu chinh ngan sach linh hoat 13 cuc ky can thiét. Diéu nay yéu cau cac NQT thuong
xuyén phén tich dit liéu lich sir va thi truong dé cap nhat ngan sach phu hop véi tinh hinh
thuc té (Liu va cong su, 2022). Mot nghién ctu cia Chou va cong su (2020) nhin manh
cac DNTM dién tir thanh cong thudng ap dung cac cong cu phan tich dir liéu dé theo doi
va didu chinh ngan sach trong thoi gian thyuc gitp tdi wu hoa chi phi va gia ting hiéu qua
hoat dong.

Ngan sach BLDT ¢6 thé dugc chia thanh hai thanh phan chinh: chi phi ¢ dinh va chi
phi bién doi (Brigham & Ehrhardt, 2016). Chi phi cd dinh bao gdm céac khoan chi khong thay
déi theo mirc dd hoat dong, nhu tién thué mat bfmg, luong nhéan vién va dau tu vao co s& ha
ting cong nghé. Trong khi d6, chi phi bién ddi 1a nhimg khoan chi phy thudc vao mirc do hoat
dong nhu chi phi van chuyén, chi phi quang cdo va chi phi nghién ctru thi truong.

Trong bdi canh BLDT, ngan sach 1a mot phuong tién quan trong dé phan bd va
quan 1y cac ngudn luc tai chinh nham dat dugc cic muc tiéu kinh doanh dé ra. Ngan
sach BLDT bao gém cac khoan chi phi duoc gin véi cac chuong trinh va hoat dong
kinh doanh trén nén tang TMBT véi muc dich dam bao hiéu qua va tinh kha thi cia cac
sang kién nay (Zhu & Thatcher, 2011).

1.2.2. T6 chikc bdn Ié dién tiv hang dién mdy tai cdc doanh nghiép thwong mai
1.2.2.1. T6 chirc bén 1é dién tir theo tiép cdn té chirc b mdy

T chuc bd may trong quan tri 1a qua trinh thiét 1ap cAu triic ndi bd ciia mot DN
nham phén chia cong viéc, xac dinh trach nhiém va quyén han ciing nhu thiét 1ap mbi
quan hé gilta cac by phan dé dat duoc muc tiéu chung. Theo Robbins va Coulter
(2018), viéc thiét ké co cdu t6 chirc hidu qua trong bdi canh k¥ thuat sé doi hoi sy linh
hoat va kha ning thich img cao dé dap tng kip thoi cac thay doi cta thi truong. Cu thé,
cac DNTM dién tir can x4y dung mot co cdu to chirc bd may cho phép tich hop cong
nghé thong tin vao cac quy trinh kinh doanh dong thoi thuc dy sy phdi hop gitra cac
bo phan nhu marketing, logistics va dich vu KH. Diéu nay giup nang cao hiéu qua hoat
dong va tang cuong kha nang canh tranh trén thi truong.
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T6 chirc bd may trong quan tri 1a nén tang quan trong gitp DNTM dat duoc muc
tiéu va duy tri sy hiéu qua trong hoat dong. Cac yéu té cbt 18i trong chirc ning nay bao
gém muc tiéu hoat dong, co ciu t6 chirc, co ché quan ly, doi ngili nhan luc, co sé vat
chit va moi truong hoat dong, cu thé:

i) Co céu t6 chirc: Co ciu td chirc 1a khung xuong séng ctia moi to chire, dinh
hinh cac mdi quan hé gitta cac bd phan va ca nhan trong t6 chirc. Theo Mintzberg
(1979), co cau to chuc khong chi giup phan chia cong viéc ma con thiét 1ap cac quy
dinh vé quan ly va van hanh, tor 4o tdi wu hoa hiéu qua hoat dong va giam thiéu su
chéng chéo trach nhiém. Vé mat ciu trac té chic DN theo cac md hinh méi thi ¢
nhiéu m6 hinh céu trac khac nhu md hinh ciu tric mang ludi, co cu td chuc dia ly
(danh cho cac DN c6 nhiéu thi truong quéc té, thi trudng rong 16n), cau trac to chirc
theo KH (thudng duoc ap dung cac DN kinh doanh dich vu y té, kham chita bénh, ban
thudc...), cdu tric theo SP (danh cho cac DN c¢6 doanh thu 16n va cac SP chién lugc co
doanh thu cao. Duéi day 1a mot sb cu trac DN ¢6 bo phan BLDT phd bién hién nay.

Ban lanh dao

Phong kinh Phong Thueng
Phong nhdn siv il Phong K¢ toin @ doanh truyen M Phong K¥ thuit il Phong CNTI mai dién th
thong (Ban l¢ dién tir)

Hinh 1.2: Céu triic phong chire niing TMDT (phu trach BLPT)
Nguon: Tac gia tong hop

Mo hinh t6 chire chirc nang trong BLDT mang lai loi thé vé chuyén moén hoa khi
cac phong ban dugc xay dung theo Iinh vuc chuyén mon (marketing, cong nghé, van
hanh, cham so6c khach hang...), do 1anh dao c6 nang lyc quan ly va chuyén moén sau
diéu hanh. Cu triic nay thic ddy chia sé kién thirc, nang cao hiéu suat, giam sai sot va
tao co hdi thang tién nodi bo, tir d6 gia tdng sy gén két nhan su va hiéu qua van hanh.
Pic biét phu hop v6i DNTM quy md vira va nho tip trung vao san phiam/dich vu cu
thé, mo hinh nay t6i wu hoéa ning suét thong qua hop tic ngang hang va giam sat
chuyén sau.

Tuy nhién, mé hinh nay ciing boc 16 han ché vé tinh lién két khi cac bd phan hoat
dong biét 1ap, din dén thiéu phéi hop ngang, giam tinh linh hoat va d6i méi. Su tach
biét chirc niang dé gy canh tranh ndi bd, cham tré trong phan ung véi thay doi thi
truong va kho giai quyét cac van dé lién phong ban. Thiéu trach nhiém chung va phdi

hop yéu 1am giam hiéu qua téng thé, dic biét trong moi truong ban 1¢ dién tir doi hoi
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tich hop nhanh gitta cong ngh¢, marketing va dich vu khach hang.

Ban linh dgo

Phong nhin s [l Phong Ké todn Ph?]%%mlflm Phong K¢ thuit sl Phong CNTT

= DBan budn

Hinh 1.3: Céu triic b phan ban 1é truc tuyén (TMPT) thudc phong chirc niing

Nguoén: Tac gia tong hop
Mo hinh trén (Hinh 2.3) khong thiét 1ap phong TMBT doc 1ap hodc phong
BLDT, ma hinh thanh nhoém chuyén trach tr cac phong hién c6 nhu kinh doanh hoac
cong ngh¢ thong tin, ddm nhi¢m mot phén hoat dong BLDT. Nhom hoat dong dudi su
quan 1y cua phong chi quan, két hop chirc ning chuyén mén véi dinh hudéng kinh
doanh. Mo hinh nay phu hop véi DNTM quy mé nho va vira hodc méi bat dau tham gia
vao hoat dong BLDT, c6 quy md hoat dong han ché, nguén luc tai chinh va nhan su
chua dii dé thanh 1ap don vi TMDT phu trach BLDT doc lap.

Uu diém: Tan dung dugc nguén lyc va chuyén mon hién c6, dam bao su phéi hop
chit ché giita hoat dong BLDT va ban hang truyén théng. Nhém duoc din dat boi quan
1y ¢ kinh nghiém, cé cai nhin tong thé vé hoat dong ban hang, tir d6 hd tro hiéu qua
cho chién luge doanh thu va tich hop kénh.

Nhuoce diém: Tinh chu dong va linh hoat ctia nhoém bi han ché do phu thudc vao
dinh hudng va uu tién ciia phong chirc niang. Nguoi quan 1y co thé thiéu chuyén su vé
TMDT, dan dén quyét dinh cham tré, thiéu chién lugc hodc thiéu nhay bén véi xu
huéng s6. Kha ning doi méi va mo rong hoat dong BLDT bi gidi han do thiéu ngudn

lyc chuyén biét va co ché van hanh doc lap.
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Ban lénh dao
|
|

Phong kinh
doanh

I

Phong CNTT
\— Bén 1é dién tir

Phong nhén sy Phong Ké toan

Phong K¢ thudt

Bén 1é {clra hang
& dién tr)

o Dan bubn

Hinh 1.4: Céu tric bd phan BLDT (TMPT) phi tap trung
Nguoén: Tac gid tong hop

CAu tric to chirc phi tap trung trong DNTM vé BLDT c6 diém twong dong voi
mo hinh tich hop trong phong chiic ning, nhung khac biét & chd: thay vi tap trung
nhom phu trach BLDT tai m¢t phong (phong kinh doanh), cac nhiém vu BLDT dugc
phan bo phi tip trung dén cac phong chirc ning lién quan nhu kinh doanh, marketing,
cong nghé thong tin, va chim soc khach hang v.v. Tai mdi phong, mot hodc mot sb ca
nhan dugc phan cong dam nhiém vai tro chuyén trach hodc kiém nhiém vé TMDT. M6
hinh BLDT phi tap trung phi hop nhat vdi cac DNTM vira va nho dang trong giai doan
chuyén d6i sb, hodc cac DNTM c¢6 quy mé trung binh, hoat dong da linh vuc nhung
chua can thiét phai thanh 1ap bo phan TMDT phu trach ban 1¢ chuyén biét.

Mo hinh bd phan BLDT phi tép trung mang lai tinh linh hoat cao, cho phép t6
chte diéu chinh nhan su va ngudn lyc theo nhu cau thyc tién, dong thoi tiét kiém chi
phi va tan dung ning luc chuyén mén tai cac phong ban. Viéc phan bo nhiém vy BLDT
theo yéu cau hoat dong gitip ting cuong sy gian két gilta cac chic ning va thic day
trién khai nhanh chéng.

Tuy nhién, mé hinh nay d& dan dén su chdng chéo vé nhiém vu va thiéu sy thong
nhét trong chién luoc, do ton tai nhiéu nhém BLDT hoat dong phan tan, khong co dau
mdi diéu phdi trung wong. Piéu nay c6 thé 1am giam hiéu qua phdi hop, gay kho khin
trong quan 1y va lam suy yéu tinh nhit quan trong van hanh BLDT.
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Phong Phong K¢é llPhong kinh il Phong K Phong
nhan su toan doanh thuat CNTT
Nganh hang
dién tur

Bl Nganh hang
dién lanh

B Nganh hang

dién gia dung

Hinh 1.5: Cau triic by phan BLDT nim trong phong chirc ning phén loai theo nganh
hang hoic nhém san pham
Nguoén: Tac gid tong hop

CAu trac t6 chirc bd phan BLDT nam trong phong chic ning ¢ thé 13 nam trong
phong kinh doanh va chia ra phu trach cac nganh hang, cho thdy su tap trung va chuyén
biét vé cac nhém nganh hang trong BLDT, mang lai tinh linh tap trung va chuyén méon
hoa cao, t6i wu hoa phdi hop giira cac bo phan, gop phan tiét kiém chi phi, thoi gian va
nang cao hi€u qua hoat dong. M6 hinh nay thuong phu hop véi cac DNTM quy mo 16n.
Tuy nhién, n6 dé phat sinh hién twong chdng chéo chirc ning, quan 1y ¢ thé qua nhiéu
cip bac, ddng thoi cé nguy co lang phi ngudn nhan luc do tring ldp nhiém vu giita cac
don vi.

ii) Co ché quan 1y: Co ché quan 1y trong chirc nang t6 chic thé hién cach thirc
diéu phéi gilra cac by phan va ca nhan nham thue hién chirc nang va nhi¢m vu cua DN.
Co ché nay can dam bao tinh rd rang, chat ch€ va khoa hoc dé giam thiéu sy bat dinh
va tang tinh hiéu qua trong quan 1y (Robbins va Coulter, 2018). Cac quy dinh cu thé
bao gdm phan cip quyén han va trach nhiém, gidm sat va cung cp thong tin hai chiéu
cling nhu tudn thu cac nguyén tic quan 1y phi hop véi muc tiéu phat trién chung.

iii) D61 ngii nhan luc: Doi ngii nhan lyc 1a yéu td cbt 16i dong vai tro quyét dinh
trong vi¢c thuc hi¢n cac hoat dong cua t6 chirc. Theo Ulrich (1997), nhan lyc khong chi
la nguén luc ma con 14 sitc manh chién luge cta td chirc. Viée quan ly va phat trién doi
ngil nhan lyc chét lugng cao giup nang cao hiéu qua hoat dong va dam bao sy bén virng
ctia t6 chic. Pac thu cua linh vuc nay yéu cau doi ngii nhan luc phai s¢ hiru cac ky
ning chuyén siu va cy thé. Trudc hét 1a k§ ning cong nghé, bao gdm thanh thao céac
cong cu k¥ thuat sb (website, Fanpage, Tiktok), quay dung video, hé théng quan 1y KH
va nén tang TMDT. Tiép theo 1a tu duy ddi méi va sang tao dé xay dung chién lugc
kinh doanh dya trén dir liéu nguodi dung va xu hudng thi truong, cling nhu tao ndi dung
s6 hap dan dé thu hat KH. Kha ning phan tich dit liéu ciing dong vai trd quan trong
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trong viéc du doan hanh vi tiéu dung va t6i uu héa hoat dong van hanh. Cubi cung, k¥
nang giao tiép truc tuyén gitp thau hiéu nhu cau KH, xay dung long tin va duy tri mbi
quan hé bén viing thong qua cac kénh sd.

iv) Co s¢ vat chit: Co s vat chét bao gém co so ha téng, thiét bi phén cung, thiét
bi phﬁn mém la yéu td hd tro truc tiép cho viéc dat duge muc tiéu to chic. Co sd vat
chét phuc vu hoat dong BLDT trong cac DNTM chuyén kinh doanh HPM c6 thé bao
gom ha tang cong nghé thong tin (may chu, hé thong luu trit dit liéu), nén tang TMDT
(website, cac tai khoan MXH tmg dung di dong), hé théng quan 1y kho hang thong
minh, va cac cong cu phan tich dit liéu KH va cac co sé ha tang khac nhu vin phong,
ctra hang, dia diém nhan hang v.v. Ngoai ra, co s& vat cht con bao g6m hé théng thanh
toan truc tuyén an toan va cac phuong tién van chuyén hd tro logistics.
1.2.2.2. Té chirc BLPT theo tié'p cdn trién khai ké hoach ban 1é dién tir

1) Lua chon m6 hinh BLDT

- M6 hinh nha BLPT thuin tiy: M6 hinh nha BLDT thuan tay, tiéu biéu la
Amazon.com trén thé gidi hodc Tiki.vn tai Viét Nam hoat dong hoan toan trén nén tang
truc tuyén va khong phu thudc vao ctra hang vat ly. Piém manh ctia mé hinh nay bao
gdm chi phi van hanh thap, pham vi toan cau, da dang SP va ung dung cong nghé dir
lidu 16n dé tdi vu héa TNKH. Tuy nhién, thach thirc nim & canh tranh gay git, phirc tap
trong van hanh va phu thudc vao ha tﬁng cong nghé. Theo Laudon va Traver (2021),
Amazon d3 tai dinh hinh ban 1¢ toan cau, thé hién xu hudng chuyén dich manh mé tir
truyén thong sang truc tuyén.

- M5 hinh nha BLDT hdn hop 1a mot loai hinh kinh doanh két hop giita cac hoat
dong ban 1¢ truc tuyén va ban 1¢é truyén théng dé t6i vu héa TNKH, hiéu qua van hanh,
tang doanh thu va loi nhuén. Theo md hinh nay, DN sir dung ca ctra hang vt 1y va nén
tang truc tuyén dé phuc vu KH, tich hop cac uu diém cua hai hinh thic dé tao ra lgi thé
canh tranh. M6 hinh nay cho phép KH thyc hién mua sam linh hoat nhu dat hang truc
tuyén va nhan hang tai ctra hang, mua sam tai ctra hang va dat giao hang tan noi hoac
trai nghiém SP tai cira hang trudc khi hoan tat giao dich truc tuyén. Theo nghién ciru
ctia Chaffey (2019), mo hinh nha béan 1¢ hdn hop duoc coi 1 giai phap tdi uu hoa trong
bdi canh KH ngay cang yéu ciu sy tién loi va da kénh.

Viéce lya chon mo hinh BLDT phu thuoc vao quy mé DN va nguén luc san co.
Thong thudng cac md hinh TMDT thuan tay ban dau thuong phi hop hon véi cac DN
quy md vira va nho, sau d6 co thé ting dau tu vao cong nghé va mé rong thi truong,
giam thiéu rui ro thong qua quy mo hoat dong rong 16n (Laudon & Traver, 2021).
Nguoc lai, md hinh BLDT hdn hop chimg t6 sy pht hop cao hon véi cic DNTM mai
quy mb 16n, noi ngudn lyc doi dao hon dau tu ca kénh ban truyén thong va kénh BLDT
(Mkansi, 2022). Theo Levary va Mathieu (2000), mé hinh hén hgp mang lai lgi nhusn
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t6i uu hon cho cac DN nho tich hop kénh da dang ma khong yéu cau dau tu cong nghé
toan dién.

i1) Lua chon hang hoa, dich vu trong BLDT

Vi¢e lya chon hang hoéa va dich vu phu hop voi thi truong, phu hop véi quy mod
cua DN ciing giup cho viéc BLDT dugc hi¢u qua hon. Trong linh vuc BLDT, mutc d6
phtl hop cua cac loai hang héa khong ddng nhat, phu thudc vao nhidu yéu t6 nhu ha
tang cong nghé thong tin - truyén thong, ha tang san xuat va phan phdi. Cac loai hang
hoa trong BLDT thuong ton tai dudi hai hinh thirc chinh: hang hoa vat chit thong
thuong va hang hoa duoc s6 hoa bao gdm ca SP va dich vu. Trong nghién ciru nay, tip
trung vao hang hoa vat chat théng thuong 1a HDM va dich vu BLDT di kém.

Hang hoa vat chit thong thuong trong BLDT ¢6 sy da dang vé chiing loai va mirc
d6 phu hop khac nhau véi méi truong truc tuyén. Do dic thu ban hang qua internet,
NTD khéng thé kiém tra tryc tiép SP hodc xem SP tin tay thay vao d6 phai dua vao
thong tin va hinh anh, video do ngudi ban cung cip. Piéu nay dan dén viéc cac SP duoc
chudn hoa cao, it yéu cau kiém tra thyuc té s& phii hop hon v6i mé hinh BLDT. Cac loai
hang hoa tiéu biéu trong nhom nay bao gdm phan cimg va phan mém may tinh, thiét bi
dién tr dan dung, thiét bi van phong, hang thé thao, sach va am nhac v.v...Theo nghién
ctru cua Turban va cong su (2018), nhitng SP c6 thuong hi¢u dugc cong nhan rong rai va
bao hanh béi nha cung cip uy tin thuong mang lai co hoi ting truéng doanh thu cao hon.
BLDT cac HPM c6 mét loi thé 16n theo nghién ciru nay.

Dich vu BLDT bao gém cac SP dich vu va cac dich vu di kem SP. Theo nghién ctru
ctia Zwass (2021), cac dich vu truc tuyén khong chi ting cuong kha nang tiép can KH ma
con tao ra sy khac bi¢t canh tranh thong qua viéc ca nhan hoa trai nghi€ém mua sam.

ii1) Xac dinh thi truong BLDT

Xac dinh thi truong BLDT bao gém viéc phan khuc thi truong va xac dinh
khach hang muc tiéu phi hop véi chién luge kinh doanh cia DNTM. Phéan khuc thi
truong trong moi truong sé cé thé tiép can theo bon tiéu chi chu dao: (i) nhan khau hoc
(d6 tudi, gioi tinh, thu nhap), phan anh sy khac biét vé& nhu cu va théi quen tiéu ding
gitta cac nhom khach hang (Huang & Sarig6lli, 2012); (ii) hanh vi tiéu dung, tap trung
vao tan suit mua sdm va mac do thanh thao cong ngh¢, anh hudng truc tiép dén kha
nang tiép can va lya chon san pham tryc tuyén (Chaffey, 2019); (iii) tam 1y, dua trén
gia tri va 161 séng cta nguoi tiéu dung, giup dinh vi san phdm phu hop vdi timg phén
khiic (Kotler & Keller, 2021); va (iv) dia 1y, phan anh sy khac biét trong nhu cau giira
khu vyc d6 thi va nong thon. Viée két hop da chiéu cac tiéu chi nay tao nén tang cho
chién lugc marketing s6 hiéu qua va t6i wu hoa trai nghiém khach hang trong moi
truong BLDT.
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Viéc hiéu r& vé ddi twong muyc tiéu khong chi gitip cac nha ban 1¢ tdi uu hoa chién
lugc marketing ma con nang cao su tuong tac va trai nghiém cua KH thong qua viéc
dap tng chinh x4c cac mong doi cua ho (Lemon & Verhoef, 2016). Cic DNTM tham
gia hoat dong BLDT thuong quan tim thém dén cic yéu té nhu quy mé cua thi trudng,
dong co mua hang, cach thirc mua hang ciia KH truc tuyén, cac yéu té c6 anh huong
dén hoat dong mua hang, v.v...trén ting nén tang ban 1¢ truc tuyén.
1v) Xac dinh cac kénh BLDT

Hién tai, trén thi truong céd rat nhiéu kénh BLDT bao gém cac kénh ty phat trién
cua chu so hiru, cac kénh ctia bén thur ba phat trién, cac kénh ndi dia va cac kénh quéc
té. Tuy thudc vao thi truong muc ti€u, tdp KH muc ti€u va nang luc cia DN ma lya
chon mot hodc nhiéu kénh BLDT phé bién va c6 hiéu qua hién nay, cu thé:

Ban hang qua website TMDT: Cin ctr theo quy dinh tai khoan 8 va khoan 9 Diéu
3 Nghi dinh 52/2013/ND-CP, website TMDT la trang thong tin dién tir duoc thiét lap
dé phuc vu mét phan hodc toan bo quy trinh ctia hoat dong mua ban hang hoa hay cung
tmg dich vu, tir trung bay gidi thiéu hang hoa, dich vu dén giao két hop dong, cung tng
dich vy, thanh todn va dich vu sau ban hang. Pé ban hang qua website TMDT cua minh
DN can xay dung website riéng ctia minh.

San giao dich TMPT la website TMDT cho phép cac thuong nhan, t6 chuc, ca
nhan khong phai chu s hitu website c¢6 thé tién hanh mot phan hodc toan bd quy trinh
mua ban hang hoda, dich vu trén d6 (Nghi dinh 52/2013/ND-CP). Cu thé nhu
Amazon.com trén thi truong quéc té hodc Tiki.vn, Shopee.vn, Tiktok Shop tai Viét
Nam 4 nhimng san giao dich TMPT néi tiéng va nhiéu nguodi mua, ngudi ban tham gia
vao san. Nhiéu DN lya chon md cac gian hang trén san TMDT va tham gia cac chién
dich marketing, quang cdo, khuyén mai thudc pham vi sain TMPT dé ting doanh thu.

BLDT thong qua cac tmg dung di dong da trd thanh mot xu hudng ndi bat trong
linh vgc TMDT hién dai nho vao su gia tang st dung dién thoai thong minh va két ndi
internet rong khap. Cac tmg dung di dong do DN phat trién cho ngudi ding khong chi
tao ra su thun tién cho NTD khi mua sim ma con cung cép trai nghi¢m ca nhan hoa
bang cach dua vao dir liéu ngudi dung dé diéu chinh nodi dung va quang cdo (Liu va
cong su, 2022). Sy tich hop cta cac tinh nang nhu thong bao day, thanh toan mot
cham, mua hang lién mach va chuong trinh KH than thiét trong tmg dung d gitp ting
cuong mdi lién két gitra thuong hiéu va NTD, tir d6 nang cao 1ong trung thanh ciia KH
(Zhang va cong su, 2023).

BLDT thong qua cac trang MXH duoc dinh nghia 1a hoat dong ban SP hodc dich
vu thong qua cac nén ting MXH, noi ma cac DN khong chi twong tac truc tiép voi KH
ma con xdy dung thuong hiéu va tao ra trai nghiém mua sim da dang va hap dén. Theo
Khamis va cong su (2017), ban 1¢ qua MXH khong chi don thuan 1a viéc truyén thong
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mot chiéu ma 12 mot tién trinh tuong tac 1an nhau, noi ma NTD c6 thé tham gia, chia s¢
va giri phan hoi tryc tiép vé SP. Kha niang két ndi va twong tic cua cac nén tang MXH
gitp cac nha ban I¢ tao ra mbi quan h¢ g?ln gtii hon véi KH, déng thoi tan dung dir lidu
ngudi ding dé ca nhan hoa cac chién dich ban hang va quang cdo (Batra va cong su,
2019). Mot s6 MXH phé bién co thé khai thac cho hoat dong BLDT cua DN nhu
Facebook, Tiktok, Instagram, Youtube va Zalo.

Luan an tiép can 1y thuyét vé chirc ning t6 chirc trong quan tri bao gom tiép can
vé co cdu to chic va to chirc trién khai dé 1am rd chtrc niang to chirc trong quan tri.
Trong d6 tap trung vao chirc ning t6 chirc trién khai dé lam ro su khéac biét cua hoat
dong quan tri BLDT tai caic DNTM chuyén kinh doanh HPM.

1.2.3. Lanh dao ban lé dién tir hang dién mady tai cdac doanh nghiép thuwong mai

Lanh dao la qua trinh tdc dong dén mot nhom nguoi hodc td chirc nham dat duoc
cac muc ti€u chung thong qua vi¢c dinh hudng, dong vién va nang cao hi¢u qua lam
vi€c cta nhan vién. Theo Northouse (2016), lanh dao 14 qua trinh tac dong gitta mot
nguoi lanh dao va mot nhom thanh vién, noi nha lanh dao co tam nhin va muc tiéu 1o
rang dé huéng dan va thuc ddy nd luc ciia nhém. Lanh dao khong chi don thuan 1 viéc
chi huy hay quan 1y ma con bao gém viéc xdy dung mdi quan hé dang tin cdy, phat
trién nang lyc cua nhan vién va tao ra mot moi truong lam viée tich cyc giap cai thién
kha ning thich tmg va sy d6i méi trong t6 chire (Goleman, 2000).

Nhu vay, lanh dao trong hoat dong BLDT co6 thé duoc hiéu 1a nhitng tac dong cua
NQT dbi véi luc lugng ban hang noéi chung va BLPT néi riéng, ca tong thé va trong
bdi canh BLDT ctia DN nhim tao ra su sdn sang va nhiét huyét caa doi ngii ndy trong
viéc hoan thanh cdc nhiém vu da dé ra. Muc tiéu cudi cung la dat dugc cac chi ti€u
BLDT thong qua su nd luc va cac hoat dong tich cuc cia luc lugng ban hang, qua d6
nang cao hi¢u qua hoat dong kinh doanh va sy hai long KH. Pé thuc hién hiéu qua
chire ning 1anh dao, NQT can chu trong giai quyét cac van dé lién quan dén luc luong
ban hang trong BLDT bao gé)m viéc thyc hién cac hoat dong tuyén dung va dao tao, td
chire va t6i wu hoa viée sir dung nhan sy cling nhu xay dung ché do dii ngd hop 1y va
tao dong luc cho nhan vién, cu thé:

Mot 13, tuyén dung luc lugng ban hang trong BLDT. Tuyén dung luc luong ban
hang 13 qua trinh tim kiém, lua chon va tuyén dung nhan sy dé dap tng nhu cau ban
hang ciia t6 chirc (Kotler & Armstrong, 2010). Qua trinh tuyén dung trong BLDT can
phan tich k¥ cac yéu t6: nhu cau tuyén dung (mo rong kinh doanh, thay thé nhan su,
dap tmg mua vu), s6 luong tuyén dung (nhu ciu kinh doanh, cu trac td chic, ty 16 nghi
viéc), mo ta cong vi¢c (nhiém vy, trach nhi¢ém, cach phéi hop va bao céo), chét lugng
tuyén dung (k¥ ning, kién thuc, thai 46 cua ung vién) va ngudn tuyén dung (website,
mang lu6i quan hé, truong dai hoc). Viéc can nhic dong bd cac yéu té nay giup DN
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dam bao hiéu qua tuyén dung, thu hat nhan lyc chét lugng cao va dap ung muc ti€u
phat trién bén viing.

Hai 13, dao tao lyc lugng ban hang trong BLDT tai cac td chic va DN can tiép
can theo hai goc do 1a dao tao mai tur dau va dao tao lai. Cac chuong trinh dao tao nhan
su BLDT céan phai bam sat va cap nhat yéu cau thuce tién ctia DN. Pao tao nhan vién ban
hang va bo phan hd trg cho hoat dong BLDT néi chung va trong BLDT la yéu t6 quan
trong dé nang cao hiéu suat ban hang va canh tranh trén thi truong (Kotler & Armstrong,
2010). Noi dung dio tao nén bao gdm kién thirc SP, k¥ nang giao tiép, k¥ ning ban hang
va k¥ nang ban hang truc tuyén chuyén sau, kién thic thi trudng va ky ning sir dung cong
nghé bao gdm cac ki niang khai thac internet, cac kénh ban hang dién tir, cac ki ning san
xuét noi dung s6 v.v (Dessler, 2017). Bé danh gia hiéu qua dao tao, can xem xét ning suat
ban hang, d hai long KH va k¥ nang nhan vién (Harris & Ogbonna, 2001).

Ba 1a, dai ngd va tao dong luc cho lyc lugng ban trong BLDT la qua trinh kich
thich va duy tri sy hing thu, nhiét tinh va cam két cua con nguoi trong viéc thyc hién
mdt nhiém vu hodc dat duge mot muc tiéu cu thé (Luthans, 2011). Qua trinh nay lién
quan dén viéc sir dung cac yéu td bén trong va bén ngoai dé ting cudng sy tu tin, sang
tao va hiéu suét cua ca nhan. Theo thuyét dong luc cua Maslow (1943), dong luc Xuét
phat tir s thoa méin cac nhu cu co ban va cao cip. Herzberg (1959) ciing cho rang
dong luc xudt phat tir sy thoéa min cac yéu t& dong luc va giit chan. Ngoai ra,
McClelland (1961) nhan manh réng dong luc Xuét phat tir sy théa man cac nhu ciu
thanh tuu, lién két va quyén luc. Tao dong luc cling co thé duoc phan loai thanh dong
lyc ndi tai, ngoai tai va xa hdi (Deci & Ryan, 2000). Do d6, tao dong luc cho nhan vién
ban hang trong BLDT 14 yéu t6 quan trong dé ning cao hiéu suét va canh tranh trén thi
truong dién tir ciia cac DN. Nghién ctru cho théy réng dong luc ndi tai bao gém tu chu,
linh hoat va phat trién k¥ nang dong vai tro quan trong trong viéc kich thich nhan vién.
Ngoai ra, dong luc ngoai tai nhu phan thuéng, cong nhin va luong thudng canh tranh
cling c6 tac dong tich cuc. Pong luc xi hoi bao gdm twong tac va hd tro giita nhan
vién, ciing gop phan ning cao hiéu suét. Dé tao dong luc hiéu qua, cac t chirc nén két
hop cac chién luoc nay va tin dung cong cu, phuong tién hién dai nhu phan mém quan
Iy ban hang va hé thdng thong tin cap nhat.

1.2.4. Kiém sodt bdn I¢ dién tir hang di¢n mdy ciia cic doanh nghiép thwong mai
Theo 1y thuyét quan tri, kiém soat dugc dinh nghia 13 quy trinh theo ddi, danh
gi4 va diéu chinh hoat dong to chirc nham dam bao hiéu qua dat dwoc muc tiéu dé ra
(Robbins & Judge, 2019). Ap dung vao BLDT, kiém soat 1 qua trinh do luong két qua
thuc té, so sanh voi tiéu chuén, phat hién sai 1é€ch cung nguyén nhan, va thuc hién diéu
chinh dé két qua phu hop véi myc tiéu mong mudn trong méi truong truc tuyén. So voi
ban 1é truyén thong noi kiém soat chii yéu dua vao kiém ké thu cong, quan sat tai chd
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va bao cao dinh ky, kiém soat BLDT ndi bat voi viéc khai thac dir liéu thoi gian thuc,
phan tich k¥ thuat sé bang cac phdn mém va cong cu tu dong héa nhu Al, cho phép
theo ddi hanh vi KH va chudi cung tng linh hoat hon, giam thiéu rui ro tir bién dong
thi truong nhanh chong (Laudon & Traver, 2021).

Quy trinh kiém so4at BLDT bao gém ba budc chinh: (i) Thiét 1ap tiéu chuan
danh gia hiéu suat, chang han chat lugng SP va chi phi van hanh (Daft, 2016); (ii) Do
ludng hiéu suat thong qua thu thap dit liéu thyc té dé so sanh véi tiéu chuan; (iii) Thuc
hién diéu chinh néu hiéu suét léch chuin, nhim cai thién quy trinh va dat muc tiéu.
Trong BLDT, cac budc nay duoc hd trg boi cong nghé s6, khac biét rd rét so v6i ban 1é
truyén thong v6n phu thudc vao phuong phap thi cong, dan dén d6 chinh xéac va toc do
thap hon. Muc tiéu kiém soat ban hang trong BLDT nham xac dinh két qua dat dugc so
v6i ké hoach, giup NQT danh gia chién luoc va chinh sach ban hang truc tuyén; xéac
dinh nguyén nhan thyc té; cung cip phan hdi cho nhan vién ban hang truc tuyén dé tu
hoan thién; dam bao trao doi hai chiéu giita NQT va nhén vién; dong thoi cing xac
dinh muc ti€éu mai hoac hoat dong can thiét dé hoan thanh muc tiéu.

Pic biét, trong BLDT hang dién may véi gia tri SP cao, chu ky cong nghé ngan va
tinh phurc tap logistics (SP 1ap dat, SP d& hong, yéu cau bao hanh v.v) hoat dong kiém soat
tap trung vao giam sat ton kho chinh xac, du bao nhu cau dya trén xu hudng cong nghé va
theo dbi chat luong hau mai, khac biét so véi hang hoa khac nhu tiéu dung nhanh (it rai ro
16i thoi) hodc thoi trang (tip trung vao xu hudng tham my), doi hoi tich hop mé hinh dy
bao tién tién dé giam thiéu ton that (Kotler & Keller, 2021).

Tém lai, kiém soat BLDT 1a quy trinh thiét 1ap ti€u chuén, do luong, so sanh chi
s6 thue té, phan tich sai I¢ch va diéu chinh dé dat muc tiéu kinh doanh, khong chi tap
trung vao chi ti€u ban 1€ ma con gidm sat doi ngti tham gia (Kotler & Keller, 2021).
Quy trinh ndy c6 thé dién ra trudc, trong hodc sau hoat dong, v6i phuong phap kiém
soat lién tuc dua trén dir lidu thuc té phu hop nhit cho BLDT, noi mdi truong bién
dong nhanh doi hoi thich tng kip thoi (Sharma va cong su, 2020). DPéi v6i HPM, su
khac biét nam & viéc wu tién kiém soat rui ro logistics va cong nghé, khac vdi cac hang

hoéa khéac von it doi hdi theo doi chuyén sau vé bao tri va cap nhat san pham.

Thiét lap tiéu Danh gia So sanh véi i Bign Dat dugo
chuan ban 1é 1ou suat tiéu chudn ien phap muc tieu
thuc té diéu chinh ban 1é

Hinh 1.6: So' @6 minh hoa quy trinh kiém soat ban hang trong méi trudng internet

Nguon: Tac gia tong hop

1.2.4.1 Xdc dinh cdc tiéu chudn kiém sodt ban 1é dién tir
Céc tiéu chuan kiém soét ban hang trong BLDT duoc dinh nghia 1a cac chi s6 va tiéu
chi dinh lugng 13n dinh tinh, dwoc thiét 14p nham do luong, danh gia va giam sat hiéu suat
hoat dong ban hang trén cic nén tang truc tuyén. Nhimg tiéu chuan nay dam béao sy phi hop
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véi muc tiéu chién lugc kinh doanh, nang cao trai nghiém KH va t6i wu hoa hiéu qua tai
chinh ctia DN. Chung dugc sir dung dé so sanh gitra céc ky hoat dong, gitra ké hoach va thuc
t¢ BLDT, gitra két qua dat dugc, giira k§ ning nhan vién, ciing nhu gitta cac quy trinh va tac

nghi¢p lién quan. Pac thu cua BLDT Ia tinh lién tuc, tirc thoi va tdc do cao nhoy cong nghé )

va hanh vi KH thay d6i nhanh chéng, céc tiéu chuan kiém soat phai mang tinh huéng dan rd

rang, cu thé, gan lién véi trach nhiém cia cic bén tham gia, phii hop véi timg nén tang
BLDT. Dong thoi tich hop dit liéu thoi gian thuc dé thich Gmg vai bién dong thi truong.

Céc tiéu chuan kiém soat c6 thé duoc phan loai thanh ba nhém chinh: tiéu chuan ndi
bo do DN tu xay dung hodc tham khao dira trén khung chuan quéc t& nhu COSO hoic quy
dinh phép 1y dia phuong, vi du Nghi dinh 05/2019/ND-CP vé kiém toan ndi by déi voi DN
niém yét; tiéu chudn dau ra (tdp trung vao két qua kinh doanh va phan hoi KH); va tiéu
chudn cua nén tang truc tuyén (theo chinh sach da cong b cong khai ctia cac san TMDT
hodac MXH). Bang dudi day trinh bay cac mdt s0 tiéu chuén dua trén cac khia canh tiéu

chuan noi by, tiu chuan dau ra va ti€u chuan ctua nén tang BLDT.

Bang 1.6. Tiéu chuin kiém soat ban hang trong BLDT

Tiéu chuin ndi bd DNTM
trong BLDT

Tiéu chuin dau ra
BLDT

Tiéu chuin ciia nén tang
BLDT

- Quan ly dir liéu khéach hang
va bao mat thong tin: Ap
dung cac chinh sach bao vé
dit liéu c4 nhan theo chuin
ISO/IEC 27001 vé& an toan
thong tin (ISO, 2013).

- Hé théng quan Iy ch_ét
lugng dich vu (QMS): Trién
khai theo tiéu chuan ISO
9001:2015 nhdm dam bao
chit lugng quy trinh ban
hang, cham soéc khach hang
va hau mai (ISO, 2015).

- Kiém soat ndi bd chudi
cung tmg sd hoa: Bao goém
kiém tra tinh minh bach, thoi
gian giao hang, va quan ly
ton kho thong qua hé thong
ERP (Wang va cOng su,
2016).

- Pao tao nhan sy vé k¥ ning
s6 va dich vu khach hang
tryc tuyén: Dya trén khung
nang lyc s6 do EU DigComp
cong bd (Carretero va cong
su, 2017).

- V.V

-Ty 1¢ BLDT thanh cong don
hang trong BLDT: Ty 1¢
khach truy cdp website
chuyén thanh khiach mua
hang, dugc coi la chi s6 then
chbt danh gia hiéu qua giao
dién va trdi nghiém nguoi
dung (Lemon & Verhoef,
2016).

- Chi s6 hai long khach hang
(CSAT) va NPS (Net
Promoter Score): Po luong
muc do hai long va kha nang
giéi  thiéu thuong hi¢u
(Reichheld, 2003).

- Tdc @6 xur Iy don hang va do
chinh xac giao hang: Puogc do
theo KPIs trong chudi cung
ung dién t (Christopher,
2016).

- Ty 1€ hoan tra hang (Return
Rate): Phan anh chat luong
san pham va d9 tin cdy thong
tin mo ta trén nén tang.

- V..

- Tiéu chuan dang ky va xac
thyc ngudi ban: Yéu cau gidy
phép kinh doanh, x4c minh
danh tinh theo quy dinh cua
cac nén tang nhu Shopee,
Lazada, Amazon.

- Chuén héa thong tin san
phim: Bit budc cung cép
hinh anh rd6 rang, moé ta chi
tiét, gia cd minh bach, tuin
thit huéng dan ndi dung cia
Google va cac san TMDT

- Chinh sach danh gia va xép
hang nguoi ban: Dua trén
diém danh gia, ty 1& phan hoi,
thoi gian giao hang

- Tuan thu quy dinh phap ly
va dao dc nén tang: Bao
gébm chdéng gian 1an, hang
gia, va tuan thu Ludt Thuong
mai dién t¢ (UNCITRAL,
1996) va GDPR (néu lién
quan dén dit liéu ca nhan tai
EU).

-V.V

Nguon: Téc gid tong hop
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1.2.4.2. Po lwong, danh gid két qua ban lé dién tir

Po luong hi€éu qua ban hang trong BLDT Ia qua trinh thu thap, phan tich va danh
gia cac chi s6 hoat dong nham x4c dinh mtc do thanh cong cua cac hoat dong ban hang
trén nén tang dién tir. Theo Tran Thi Thap (2018), viéc do luong hiéu qua ban hang
tryc tuyén bao gdm viéc theo ddi cac chi sé nhu doanh sé ban hang, ty 1¢ BLDT thanh
cong, luong truy cip website va mirc do hai long ciia KH v.v. Nhimg chi s6 nay cung
cap thong tin quan trong vé hiéu qua cta cic chién lugc ban hang va quang cao truc
tuyén dong thoi giup DN diéu chinh kip thoi dé dap tmg nhu cau thi truong. Qua trinh
nay giup DN xac dinh muyc tiéu va chi s6 hiéu suét chinh, thu thap dir li¢u tr cac nguén
nhu website, MXH, email, phan tich dir li¢u dé xac dinh xu hudng, co hoi cai thién va
danh gia két qua dé diéu chinh chién luoc (Lambert, 2015).

Céc chi tiéu do luong hiéu suat va danh gia két qua BLDT thudng duoc tiép can theo
phuong phap da chiéu, két hop gitra cac chi s6 luu lwong truy cap, hanh vi KH truc tuyén,
tai chinh va cham soc khach hang, nham cung cip cai nhin toan dién vé hiéu qua hoat dong
BLDT. Theo tiép can dua trén cac chi s6 chinh (KPIs) trong TMBT, cac chi tiéu chinh bao
gdm: 1) cac chi tiéu vé tai chinh (doanh thu, chi phi, loi nhuan, khau hao...); ii) cac chi tiéu
s6 luong KH (KH moi, KH cii, ty 18 tai mua, gia tri KH tron doi, chi phi tim kiém KH
méi); iii) cic chi tiéu vé don hang (don hang giao thanh cong, don hang giao that bai, don
hang dang cho, ty 16 BLDT thanh cong don hang v.v); iv) cac chi tiéu vé tirng kénh ban
hang trong BLDT (Facebook, Tiktok, Shopee hoac website, app; v) cac chi ti€u vé mure do
phuc vu va hai long cta khach hang; vi) cac chi tiéu vé ning suét lao dong cua lyc luong
ban hang trong BLDT; vii) cac chi tiéu do ludng vé marketing dién tir; viii) cic chi tiéu vé
logistic hau can va van hanh BLDT v.v. Tiép can nay dua trén khung do luong da chiéu,
tuong tu nhu bang diém can bang két hop nhiéu céac tiéu chi dé danh gia hiéu qua mot
cach nhanh chéng va toan dién va dé dang theo ddi cic chi s6 mot cach thuan tién.
(Kaplan, R. S., & Norton, D. P. (1996).

Pé do luong va danh gia két qua, cac DN c6 thé sir dung cac cong cu phan mém
nhu phdn mém quan 1y ban hang, phan mém quan Iy KH, ddi véi timg kénh béan dién tir
nhu website thi co thé sir dung cong cu Google Analytics, Facebook c6 thé sir dung
cong cu Facebook Insights hodc Facebook Ads Manager. .., hé thong quan 1y KH, phan
mém phan tich dir liéu va khao sat KH (Hair va cong su, 2019). Sau khi do luong va
danh gia hi¢u qua BLDT, cac DN can xac dinh duoc nguyén nhan thyc sy va trién khai
cac giai phap nham tdi wu hoa qua trinh BLDT. Trude hét, cai thién quy trinh kinh
doanh thong qua tai cdu triic quy trinh xir Iy don hang va dao tao nhan sy dé nang cao hiéu
suat 1am viéc 1a yéu té can thiét. Tiép theo, viéc toi wu hoa cong nghé nhur cai tién nén tang
TMDT va tmg dung Al gitip ca nhan hoa trach nhiém KH va ty dong hoa dich vu. Pong
thoi, ting cudng TNKH bang cach ap dung chinh sach chdm soéc KH linh hoat va cai thién

chit luong giao hang gdp phan nang cao mirc d6 hai long. Cudi cting, DN can do luong hiéu
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quéa cac giai phap da trién khai thong qua cac chi sé hiéu suét chinh va ap dung quy trinh
phan hdi nhanh dé dam bao chién lugc thich nghi v6i sy thay doi cta thi truong (Kotler &
Keller, 2021).

Khi can thiét, cac NQT phai thuc hién cac hanh dong diéu chinh nham khéi phuc
va ciing c¢b su thong nhét giita myc tiéu di dé ra va tién trinh thyc hién. Nhimg hanh
dong nay can dugc trién khai mét cach kip thoi va véi mire d§ phu hop dé dam bao tinh
hiéu qua. C6 bdn loai diéu chinh chinh thudng dugc ap dung, bao gdm: diéu chinh myc
tieu BLDT; diéu chinh chuong trinh va hoat dong BLDT; trién khai cac bién phéap du
phong nham ngin nglra rii ro va trudng hop khong can thiét, giit nguyén trang thai
hién tai ma khong thyc hién diéu chinh nao. Cac hanh dong diéu chinh nay dong vai tro
quan trong trong viéc duy tri tinh linh hoat va hiéu qua ctia hoat dong ban 1¢ truc tuyén
trong moi truong kinh doanh thay déi lién tuc.

1.3. Cac nhin t6 anh hwéng dén quan tri ban 1é dién tir hang dién may trong
doanh nghiép thwong mai
1.3.1. Cdc yéu té moi truwong vi mé

1) Chinh tri - Phép luat

Cac yéu t6 chinh tri va phép luat dong vai trd quan trong trong modi truong vi mo, tac
dong sau sic dén hoat dong quan tri DN, dic biét trong linh vire quan tri BLDT HDM. Nhiing
yéu t6 nay khong chi dinh hinh khung thé ché va quy dinh hanh vi ma con dinh hudng cac
chién lugc kinh doanh dai han (Hill, 2013). Trong bdi canh TMPT tai Viét Nam, cac yéu td
chinh trj - phap luat 6n dinh va day da tao diéu kién thuan loi cho su phat trién ctia nganh, thiic
d’fly qua trinh chuyén d6isb va nang cao nang lyc canh tranh ctia cac DNTM BLDT.

Thir nhét, sy 6n dinh chinh tri tai Viét Nam d3 tao nén tang viing chic cho su phat trién
cta cac DNTM. Theo Hill (2013), mot moéi trudng chinh tri on dinh giup giam thiéu rui ro,
tao diéu kién cho cac DN trién khai cac chién lugc dai han, bao gém viéc mo& rdng cac nén
tang TMPT va phét trién co sé ha tang k¥ thuat s6. On dinh chinh tri tao diéu kién thuan loi
cho viéc thuc hién bdn chirc nang quan tri ban 1¢ dién tr tai cic DNTM chuyén kinh doanh
HPM. V¢é hoach dinh, méi trudng chinh trj viig chic cho phép xay dung chién lvoc TMDT
dai han voi do rui ro thép. Trong t6 chirc, DNTM chu dong dau tu ha t?lng s6 va m& rong
kénh truc tuyén. On dinh chinh tri cling hd trg 1anh dao trong viée didu phéi nguén luc va
thuc ddy d6i mai, dong thoi ting cudng hidu qua kiém soat hoat dong ban hang da kénh nho
khung phép ly minh bach va du bao dugc.

Thir hai, khung phap Iy TMDT tac dong da chiéu dén bon chirc ning quan tri ban 16
dién tr ctia doanh nghiép dién may. V& hoach dinh, Nghi dinh 52/2013/ND-CP va Chuong
trinh Chuyén doi sb qudc gia cung cip co so phap 1y du bao dugce, giup doanh nghiép dinh
hudng chién luoc kénh truc tuyén dai han. Trong t6 chic, cac quy dinh vé minh bach théng
tin va bao vé nguoi tiéu ding dinh hinh ciu tric van hanh hé théng TMPT. Vé lanh dao,
khung phép 1y tao chuan muc diéu phdi hoat dong lién phong ban trong méi trudng sb. Cudi
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cung, chirc ning kiém soat duoc ctng ¢b nho co ché giai quyét tranh chap va yéu cau tusn
thii phap luat, dam bao hoat dong ban 1¢ dién tir dién ra minh bach, an toan va hiéu qua.

Thtt ba, cam két ctia Chinh pht trong hoan thién ha tang phap 1y tac dong hé thong dén
bdn chire nang quan tri ban 1¢é dién tir cia doanh nghiép dién may. Vé hoach dinh, khung
phép 1y ddng bd tir Luat Giao dich dién tir dén Nghi dinh 85/2021/ND-CP (Chinh phu Viét
Nam, 2013, 2021) tao co s& du bao, gitip doanh nghiép xay dung chién lugc kénh truc tuyén
dai han. Trong t6 chuc, cac quy dinh vé an ninh mang va bdo v€ dit li¢u dinh hinh kién triic
hé thdng TMBT va phan bd ngudn luc ki thuat s6. Vé lanh dao, cam két chinh sach thiic day
van hoa tuén thi va d6i méi trong quan tri da kénh. Cudi cing, chirc ning kiém soét dugc
tang cuong nho co ché phap Iy minh bach, dam bao hoat dong ban 1¢ dién tir van hanh an
toan, hi€u qua va tuan thu chuén muc phép luat.

Thir tu, cac chinh sach hd trg nhu wu dai thué, chuong trinh hd trg DN vira va nho
chuyén dbi sb, va cai cach quy dinh vé thué va hai quan da gop phan giam bét rao can phap
ly, tao diéu kién cho cac DN tham gia vao linh vuc TMDPT (Bo Cong Thuong, 2023). Céac
chinh sach hd tro ctia Chinh phu tac dong truc tiép dén bdn chirc ning quan tri ban 1¢ dién tir
ctia DNTM chuyén kinh doanh HDM. V& hoach dinh, wu dai thué va cai cach hai quan tao
diéu kién xay dung chién lugc TMDT dai han véi chi phi dy bao duogc. Trong td chirc,
chuong trinh hd trg chuyén doi s6 cho DN vira va nho gitip tai cdu triic ngudn lyc ki thuat s6
va nhan sy phu hop voi moéi truong BLDT. Vé lanh dao, khung chinh sach thuén loi thuc
day vin hoa dbi mai va ra quyét dinh linh hoat trong quan tri da kénh. Cubi cing, ci cach
quy dinh thué, hai quan don gian hoa co ché kiém soat tuan thu, nang cao hidu qua gidm sat
hoat dong va danh gia hi¢u suat kénh dién tir, tir d6 ti wu hoa nang lyc canh tranh cta céac
DNTM trong thi truong BLDT HDM.

Cac yéu tb chinh tri va phép luat tai Viét Nam mang lai nhiéu co hoi nhung cling dat ra
nhiing thach thirc dbi v6i hoat dong BLDT HPM ciia cac DNTM. Bén canh co hdi, cac yéu
t6 chinh tri — phap lut tai Viét Nam ciing tao ra thach thirc dang ké déi v6i bon chirc ning
quan tri ban I¢ dién tir cua doanh nghi¢p dién may. V& hoach dinh, su thay dobi thuong xuyén
ctia quy dinh phap 1y 1am giam tinh dy bdo, can tré xdy dung chién luoc TMDT dai han.
Trong 6 chirc, yéu cau tuan tht nghiém ngit vé an ninh mang va bao vé dit liéu (Chinh phu
Viét Nam, 2018; Hill, 2013) lam gia ting chi phi tai cau tric hé thong va nhan sw. V& lanh
dao, 4p luc tuan tha 1am phic tap hoa qua trinh ra quyét dinh va phdi hop lién phong ban.
Cudi cuing, chirc ning kiém soat d6i mat voi riii ro xtr phat do vi pham quy dinh thué, hai
quan hodc bao mat, doi hoi doanh nghiép dau tu ngudn luc dang ké cho giam sat va danh gia
tuan thi, tir 6 1am giam hiéu qua quan tri tong thé.

ii) Kinh té

Cac yéu td kinh té dong vai tro then chét trong viéc dinh hinh hoat dong quan tri DN,
dac biét dbi voi cic DNTM chuyén kinh doanh HDM — mdt linh vue chiu anh huéng manh
mé& tir chu ky kinh doanh, thu nhap nguoi tiéu ding va chi phi dau vao. Theo Kotler va
Keller (2023), mdi trudng kinh t&, bao gdom lam phat, ty gia hdi doai, 13i suat va stirc mua, tac
dong truc tiép dén hanh vi tiéu dung va kha ning dau tu ciia DN, doi hoi su diéu chinh linh
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hoat trong hoat dong quan tri gia ca, quan 1y ton kho va chién luoc phan phdi. Noi dung nay
phén tich cac yéu t6 kinh té anh huong dén quan tri BLDT HPM ctia cac DNTM, tap trung
vao tang trudng kinh té, tiéu ding ban 1é va dong von dau tu truc tiép nudc ngoai (FDI).

Tang trudng kinh té va co cdu nén kinh té: Theo Tong cuc Thong ké (2024), téng san
pham qudc ndi (GDP) ndm 2024 udc tinh ting 7,09% so véi nam trude, dua quy mé GDP
dat 11.511,9 nghin ty dong, twong duong khoang 476,3 ty USD. GDP binh quan dau nguoi
udc dat 4.700 USD, tang 377 USD so v6i ndm 2023. Khu vuc dich vu dong gop 42,80% vao
GDP, trong do nganh ban budn va ban 1é ghi nhan muc tang truéng 7,56%, dong vai tro
quan trong trong su phat trién kinh té tong thé (Tong cuc Thong ké, 2024). Tang trudng kinh
té tac dong tich cuc dén bén chic ning quan tri BLDT ciia DNTM chuyén kinh doanh
HPM. V& hoach dinh, muc ting GDP 7,09% nim 2024 va GDP binh quin dau ngudi dat
4.700 USD tao co so du béo lac quan, gitip DNTM x4y dung chién luoc BLDT dai han véi
nguon luc dbi dao. Trong t6 chiic, ting trudng 7,56% ciia nganh ban 1é thic day tai ciu tric
ngudn lyc, dau tr ha tng s6 va mo rong kénh truc tuyén. Vé lanh dao, méi truong kinh té
thuén loi hd tro ra quyét dinh linh hoat, thuc day d6i méi trong quan trj da kénh. Cudi cung,
chirc ning kiém soat dugc cung c¢b nhd kha ning tiép can cong nghé phan tich dit liéu va hé
thong giam sat hiéu suit, ning cao ning luc danh gia va diéu chinh hoat dong BLDT theo
chuan myc mdi ciia thi trudng BLDT.

Thir hai, strc mua gia ting ctia nguoi tiéu dung tac dong da chiéu dén bdn chirc ning
quan tri BLDT ciia DNTM chuyén kinh doanh HDM. V& hoach dinh, mtic ting 8,8% tong
muc ban 1¢ (Téng cuc Théng ké, 2024) tao co s& du bao nhu cau, giup DNTM xay dung
chién luge kénh truc myén dai han véi mirc dau tu phu hop. Trong t6 churc, su phuc hdi tiéu
ding (tang 5,78%) doi hoi tai cdu trac ngudn luc logistics, cong nghé va nhan su dé dap tmg
luu luong giao dich truc tuyén gia ting. Vé 1anh dao, Kotler va Keller (2023) nhin manh yéu
cau diéu phdi linh hoat dé thich ¢mg v6i hanh vi tiéu ding s6 thay doi nhanh. Cudi clng,
chirc ning kiém soat duoc cing c¢b thong qua giam sat chit ch& chi sb trai nghiém khach
hang va chét lugng dich vy, dam bao duy tri loi thé canh tranh trong bdi canh ky vong nguoi
tiéu dung ngay cang cao.

Thtr ba, dong vén FDI tac dong hé thong dén bdn chirc ning quén tri ban 1é dién tir ciia
doanh nghiép dién may. V& hoach dinh, mic giai ngan FDI 21,68 ty USD trong 11 thang dau
nam 2024 (Bo Ké hoach va Pau tu, 2024) cung cép co s& du bao kha quan, ho tro xdy dung
chién lugc TMDT dai han. Trong t6 chire, FDI thuc déy cai thién ha tﬁng k¥ thuat s0, logistics va
thanh toan dién tir, tao diéu kién tai cau tric van hanh kénh tryc tuyén. V¢ lanh dao, ngudn von
ngoai khuyén khich d6i méi cong nghé va diéu phéi linh hoat nguon Iyc da kénh. Cudi ciing,
chtrc nang kiém soat dugc nang cao nho tiép can hé thng cong nghé giam sat hiéu suat tién tién;
tuy nhién, doanh nghiép can Iuu ¥ riii ro bién dong ty gia va lam phat toan cau (Kotler & Keller,
2023) dé diéu chinh co ché kiém soat phu hop.

iil) Xa hoi

Thtr nhét, sy thay d6i hanh vi tiéu ding da tré thanh mot yéu t chu chdt tac dong dén
hoat dong quan tri BLDT ciia cac DNTM. Hanh vi tiéu ding tryc tuyén thay doi nhanh da
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tac dong sau sic dén bdn chiic ning quan tri BLDT cta cac DNTM chuyén kinh doanh
HPM. Vé hoach dinh, xu huéng mua sdm tryc tuyén tré thanh chuan muc hau dai dich doi
hoi DNTM dy béo nhu cau s6 hoa va diéu chinh chién Iuge kénh phi hop v6i mé hinh
"khach hang 14 trung tim" (Solomon, 2020). Trong t6 chirc, DN phai tai cau triic ngudn luc
nham t5i vu giao dién website, ing dung di dong va hé thng thyuc hién don hang dé dap tmg
ky vong vé tién loi va trai nghi¢ém lién mach. V& 1anh dao, nha quan tri can diéu phéi linh
hoat cic phong ban nhim thich tmg nhanh véi bién dong hanh vi nguoi tiéu ding. Cudi
cung, chirc nang kiém soat duge cung c¢b thong qua giam sat cac chi s6 trai nghiém khach
hang (CX) va ty 1& chuyén ddi, dam bao hoat dong ban 1¢ dién tir duy tri loi thé canh tranh
trong bdi canh tiéu dung s ngay cang chiém uu thé.

Xu hudng nay dugc cung cd boi su phé bién cua thiét bi di dong va ha tﬁng internet
bang rong, dac bi¢t tai do thi 16n nhu Ha Noi noi ty 1€ nguoi dung internet vuot trung binh
qubc gia va hon 80% NTD truy cAp mua sam qua thiét bi di dong (We Are Social & Kepios,
2023). V& hoach dinh, ty 18 trén 80% ngudi tiéu ding mua sim qua thiét bi di dong tai Ha Noi
(We Are Social & Kepios, 2023) doi hoi chién Iugc "uu tién cho thiét bi di dong trudce tién”
(mobile-first) va dur bao nhu cau theo chu ky nang cap 12—18 thang thay vi thay thé hu hong
(Offer & Walasek, 2009). Chtrc ning t6 chitc, DNTM phai téi cAu trac nhom SP HPM uu tién
dac tinh ki thuat, két ndi IoT va thiét ké tham my dé dép tmg xu huéng hoi tu cong nghé, tién
ich, gia tri biéu twong (Singh va cong su., 2019). V¢ lanh dao, nha quan trj can diéu phdi linh
hoat cac phong ban nham thich timg véi téc do thay d6i hanh vi nhanh. Cudi ciing, chirc ning
kiém soat duoc ciing ¢b théng qua giam sat chi sé chuyén doi trén thiét bi di dong va vong doi
san pham, dam bao phan tmg kip thoi trudc ap luc "16i thoi chire nang" (Duch-Brown va cong
su., 2017).

Mt khéc, cac yéu to anh huong dén quyét dinh mua hang truc tuyén bao gom: (i) gia
ca va khuyén mai 13 yéu t6 hang dau v6i phan khuc trung va thap; (ii) thuong hiéu va uy tin
dic biét quan trong véi nhém thu nhap cao tiéu dung SP HPM phén khuc cao; (iii) chét
luong trai nghiém sO: tir giao dién website, video mo ta, danh gia nguoi dung dén dich vu tu
van tryc tuyén; va (iv) dich vu hdu mai nhu bao hanh dién tir, Idp dat tan noi, ddi tra linh hoat
duoc danh gia 1a yéu t6 then chét tao niém tin va thic day hanh vi mua 13p lai (Lemon &
Verhoef, 2016; Antoniadis va cong su, 2021). Nhing thay d6i nay dit ra yéu cau cap thiét
d6i v6i DNTM trong quan tri kénh béan, quan tri ¢4 nhan hoa trai nghiém, tdi uu chudi gia tri
s6 va tich hop dir liéu da kénh dé dap g ky vong ngay cang cao ctia NTD hién dai.

Tiép dén, viéc sir dung MXH ngay cang ting cia NTD tic dong manh mé dén
quan tri BLDT qua nhiéu khia canh: i) MXH thtic ddy thwong mai xd hoi, nang cao ¥
dinh mua hang thong qua trai nghi¢m, van hoa ti€u dung va ndi dung ca nhan hoa, dac
biét trong bdi canh da van hoa (Hu & Zhu, 2022); ii) cac chién dich trén MXH gitp
tang luu lugng truy cap website va cac tai khoan MXH cta DN va yéu cau phan tich dix
liu 16n dé t6i wu hoa ty 1&¢ BLDT thanh cong, v6i Facebook 1a kénh hiéu qua nhat
(Antoniadis va cong su, 2021). iii) MXH dinh hinh thai d thuong hi¢u tich cuc, thuc
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day long trung thanh va y dinh mua hang (Akriout, 2021); iv) MXH anh huong dén s
thich tiéu dung, doi hoi chudi cung ung linh hoat va dich vu khach hang dua trén dir
liu. Quan tri BLDT céan tap trung vao kénh phan phdi dién tir, marketing dién tir va
phan tich dir li¢u dé duy tri loi thé canh tranh.

Ngoai ra, sy thay d6i vé nhan khau hoc ciing 1a mot yéu t6 khong thé bo qua. Su xuét
hién cta thé hé tré trong thi truong mua sdm truc tuyén dang tao ra mot xu hudng méi khi
ma nhom nguoi tir 18-35 tudi c6 kha nang tiép can cong ngh¢ cao va ua thich sy tién loi.
Bén canh d6, dan sb 16n tudi cling bat dau tham gia vao thi truong ndy maé ra co hdi cho
céc DN khai thac thi truong méi. Dé dap tmg nhu cau cia tmg nhom ddi tugng, cac DN
can phat trién céc chién luoc va SP phu hop, nhu tao ra giao dién than thién cho nguoi ding
16n tudi.

Tom lai, cac yéu t6 x3 hoi nhu su thay ddi hanh vi tiéu dung, viéc st dung MXH
va nhan khau hoc v.v... d3 va dang tao ra nhirng thach thirc va co hoi méi cho quan tri
ban 1¢ n6i chung va quan tri BLDT ndi riéng.

1v) Cong nghé

Yéu t6 cong nghé dong vai tro cdt 16i trong viée tai dinh hinh hoat dong quan tri
BLDT tai cac DNTM chuyén kinh doanh HPM, thong qua vi¢c tich hop cac gidi phap
ky thuat sd dé nang cao hiéu qua van hanh, toi uu hoa trai nghiém KH va ting cudng
kha nang canh tranh trén thi truong. V& hoach dinh, Al va phan tich dir liéu l6n cho
phép du bao nhu cau chinh xac va xay dung chién lugc ton kho t6i wu cho mat hang k¥
thuat phuc tap (Chopra, 2021). Trong t6 chirc, hé thong CRM tich hop cling cong nghé
AR tai cu triic quy trinh van hanh, tir quan 1y quan hé khach hang dén mé phong san
pham truc quan. V¢ lanh dao, chatbot théng minh va bang phan tich theo thoi gian thuc
hé tro ra quyét dinh dya trén dir liéu hanh vi nguoi tiéu dung. Cubi cung, chuc nang
kiém soat duoc cung cb thong qua giam sat KPI da kénh, toi wu hoa ty 1é chuyén doi va
giam ty 1é tra hang nho trai nghiém mua sam lién mach da kénh, tir d6 nang cao hiéu
qua quan tri toan dién trong moi trudong thuong mai dién tur canh tranh.

Cong nghé di dong tac dong sau sic dén cac chiic ning quan tri BLDT ciia DNTM
chuyén kinh doanh HDM. V¢ hoach dinh, su phd bién dién thoai di dong théng minh tao co
s& du bao nhu cau "moi lac, moi noi", doi hoi chién luge "tdi wu cho thiét bi di dong" trong
thiét ké kénh phan phéi. V& lanh dao, tinh ning tuong tac tryc tiép (chat, video call) hd tro
nha quan tri diéu phdi quan hé khach hang linh hoat va c4 nhin héa hanh trinh tiéu ding.
Chirc ning kiém soat duoc ciing ¢d nhd phan tich dit liéu hanh vi di dong thoi gian thyc, nhu
thoi gian phién, ty 18 thoat trang, dit liéu truc tuyén giup gidm sat hiéu sudt kénh va diéu
chinh chién luoc tiép thi theo thoi gian thyc.

v) Mai truong tu nhién

Yéu t6 méi trudng tac dong da chiéu dén cac chic ning quan tri BLDT ciia DNTM
chuyén kinh doanh HDM. V& hoach dinh, bién d6i khi hiu va ning néng kéo dai doi hoi du
bao nhu ciu theo mua chinh xac cho thiét bi 1am mat va may loc khong khi, dinh hudng
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chién luoc Iya chon SP HPM phu hop (Grand, J, 2012). Trong t6 chirc, thién tai, bién ddi
khi hau gay gian doan chudi cung tmg, budc DN tai cdu trac mang ludi logistics va dy trir an
toan dé duy tri tinh lién tuc kha nang ban hang va giao hang theo mua vu. Vé lanh dao, nha
quan tr phai diéu phéi nhanh cac phong ban nham trién khai giai phap bén viig nhu bao bi
than thién mo1 truong, nhdm dap tmg ky vong trach nhiém xa hdi cuia nguoi ti€u dung
(Containers and Packaging: Product-Specific Data, 2022). Cudi cing, chirc ning kiém
soat duge cung cb thong qua gidm sat riii ro vé quan trj kho hang, kha ning ban hang va diéu
chinh KPI giao hang, ton kho theo bién dong méi truong, dam bao duy tri trai nghiém khach
hang 6n dinh trong bbi canh bt dinh.

1.3.2. Cdc yéu té moi trwong ndi bp

Moi truong bén trong DN hay mdi tudong ndi bd theo hoc thuyét dua trén nguén luc
(Resource-Based View) 1a tong hop cac yéu tb, ngudn lyc va diéu kién ton tai bén trong to
chirc, ndm dudi sy kiém soat truc tiép hodc gian tiép cua ban lanh dao, theo Barney (1991).
Pay 1a nhimng yéu t6 DN c6 thé diu chinh, phat trién hodc tai cdu trac nhim tao loi thé
canh tranh va hd tro thyc hién chién luge kinh doanh, anh huéng dén hoat dong quan tri
BLDT tai cic DNTM chuyén kinh doanh HDM

i) Nguon tai chinh: Ngudn lyc tai chinh tac dong hé théng dén bon chic nang quan trj
BLDT cta DNTM. Vé hoach dinh, ngén sach doi dao cho phép xay dung chién lugc TMDT
dai han voi dau tu manh vao cong nghé va marketing s (Ennew & Waite, 2007). Trong t6
chirc, ngudn von chu s¢ hiru va kha ning tiép can tin dung quyét dinh quy mé tai cau tric ha
tﬁng s0, hé théng thuc hién don hang co kiém soat va doi ngili chuyén gia. V& lanh dao, du
dia tai chinh hd trg ra quyét dinh linh hoat trong phan bo ngén sach cho nhan sy va cac chinh
sach luong thuong tot. Cudi cling, chirc ning kiém soat duoc cing cb nho kha ning trién
khai hé théng phén mém quan tri va van hanh t6t, theo thoi gian thuc, dam bao hi€éu qua su
dung ngudn luc trong bdi canh canh tranh gay gat cta thi truong BLDT HPM.

ii) Nguon nhdn lee: Ngudn nhan luc chit luong cao tac dong truc tiép dén bén
chire nang quan tri BLDT cia DNTM. Vé hoach dinh, d6i ngii am hiéu vé TMPT,
cong ngh¢ va hanh vi s6 hd tro xay dung chién luoc TMDT dua trén phan tich dir li¢u
tét. Trong to chirc, k¥ ning da dang cua nhin su quyét dinh hiéu qua trién khai hé
théng t6 chirc va méd hinh hiéu qua hon. Vé lanh dao, nang lyc chuyén mon tao nén
tang cho diéu phé)i linh hoat va ddi méi dich vu (Heskett et al., 1997). Cubi cung, chirc
nang kiém soét duoc cung ¢b nho kha nang nhan sy van hanh céng cu phan tich hi¢u
sudt kénh s6, dam bao t6i wu hoa trai nghiém KH trong méi truong BLDT canh tranh.

iii) Co so vat chat: Dbi véi mot DNTM, co so vat chit c¢6 thé bao gém cac tai san trén
dat ma siéu thi co quyén str dung, cac may moc phuc vu viée ban hang va cong tac quan ly
ban hang, cac thiét bi khac v.v...Co so vat chit d6i véi DNTM chinh 1a mot su thé hién vé
thuong hiéu ddi véi KH (Bitner, M. J., 1992). V& hoach dinh, co so vat chat tét giup cac
DN c6 thé hoach dinh cac chién lugc dai han va 1a loi thé trong hoach dinh chién luoc.
Trong t6 chire, giup DN lira chon mé hinh kinh doanh BLDT phu hop véi kha ning vé
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co s& vat chat. V& 1anh dao, co s& vat chét tot giup DN tuyén dung, dao tao va gitr chan
nhan vién tét hon. Cudi cung, chirc nang kiém soat dugc hd tro nho giam sat tdn kho
thoi gian thuc qua hé théng IoT, dam bao déng bd gitra kénh truc tuyén va hién dién
vat 1y.

iv) Van héa DN: Ngay nay van hoa DN trg thanh tiéu diém duoc cha ¥ ciia cac DN,
dac biét 1a cac DN cung cép dich vu. Vi thé, thai do, trinh do, k¥ nang cua nhan vién la yéu
td then chét dé KH c6 thé c6 duoce nhiing 4n tuong tich cuc vé tO chirc d6. Bén canh d6, vin
hoa DN con dong gép quan trong vao viéc duy tri sitc manh ndi tai cia mot to chirc théng
qua su lau bén ctia méi quan hé giita con ngudi va con ngudi (Schein, 2010).

V). Cdc yéu t6 khdc: Qua trinh van hanh: M&i DN c6 mot tap hop riéng biét cac qua
trinh tao ra gia tri cho KH (Kaplan va Norton, 1992) va qud trinh van hanh la mot trong ba
qua trinh ndi tai ctia DN (qua trinh d6i méi, qua trinh hoat dong, qua trinh dich vu sau ban).
Péi véi DNTM, qua trinh van hanh bat dau bat dau bang viéc nhan don hang ctia KH va két
thuic bang viéc giao SP dich vu cho KH.
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TOM TAT CHUONG 1

Chuong 1 cung cip nén tang 1y luan vé BLDT tai cac DNTM chuyén kinh doanh hang
HPM, lam co so cho phén tich thyc tién va dé xuét giai phap trong cac chuong tiép theo.
Bao gém mot s6 khai niém va dinh nghia quan trong la n¢i ham cuda luén an.

Phan nay xac dinh cac khai niém co ban nhw HbDM, DNTM chuyén kinh doanh HDM
1a DN tap trung vao ban 1¢ HDM, BLDT 1a ban hang qua nén tang s va quan tri BLDT la
qua trinh thuc hién cac chic nang hoach dinh, t6 chirc, lanh dao, kiém soat trén moi truong
truc tuyén ddi véi hoat dong ban 1¢ va ban 1¢ HDM.

Tiép dén, chuong nay ciing cung cap ndi dung chinh ctia quan tri BLDT: Noi dung
duoc phan tich qua cac chie nang chinh: (1) Hoach dinh BLDT (1ap ké hoach chién luoc,
xac dinh thi truong muc tiéu, du toan ngan sach); (2) T chirc BLDT (xay dung co cau, lya
chon mé hinh, quan 1y kénh phéan phéi); (3) Lanh dao BLDT (tuyén dung, ddo tao, tao dong
Iyc cho nhan sy); (4) Kiém soat BLDT (thiét 1ap tiéu chuén, do luong hiéu suit, diéu chinh
sai 1éch). Sau khi thuc hién cac chirc ndng ctia quan tri trong quan tri BLDT, ndi1 dung duoc
dé cap la cac ti€u chi danh gia hi€u qua quan tri BLDT: Hi€u qua dugc do luong qua hai
phuong phap: Quan tri theo muc tiéu (MBO) nhin manh két qua dinh lugng théng qua cac
hé s6 do ludng chu yéu (KPI) nhur doanh thu, chi phi, loi nhun, ty 18 chét don, ty 16 KH hai
long; Quan trj theo quy trinh (MBP) tép trung t6i wu hoa quy trinh van hanh, dam béo tinh
nhit quan. Cubi ciing, phan cudi ciia chuong d& cap dén cac yéu td anh hudng téi quan tri
BLDT: Bao gom yéu t6 vi mé (kinh té, cong nghé, phap 1y) va ndi bd (nang luc tai chinh,
nhan su, ha téng cong nghé), tdc dong dén hiéu qua quan tri.

Nhu vy, chuong 1 da xay dung khung 1y thuyét toan dién, 1am rd ban chét va cac khia
canh ctia quan tri BLDT, dong thoi cung cp co so dé danh gia thyc trang va dé xuét giai
phap phu hop vai dac thu nganh HPM tai Viét Nam cta cic DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi1.
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CHUONG 2. THU'C TRANG QUAN TRI BAN LE PIEN TU
TAI CAC DOANH NGHIEP THUONG MAI CHUYEN KINH DOANH
HANG PIEN MAY TREN PIA BAN HA NOI

2.1. Tong quan vé thi trwong dién may va cic doanh nghiép thwong mai chuyén
kinh doanh hang dién may trén dia ban Ha Noi
2.1.1. Khdi qudt vé thi trwong hang di¢n mdy trén dia ban Ha Ni

- Giai doan tir nam 2004 dén 2010 danh dau budc khéi dau ctia nganh béan 1¢ dién
may hién dai tai Viét Nam, voi su xuét hién va m& rong nhanh chéng cua cac chudi
chuyén nghiép nhu Nguyén Kim, Dién may Cho Lén, Pico va MediaMart, v.v. Trong
bdi canh nén kinh té phuc hdi va ting truong 6n dinh, cac doanh nghiép nay tip trung
chu yéu vao kinh doanh SP dién may cao cép nhu TV LCD, may lanh, dién thoai di
dong 1a nhitng mit hang co st tiéu dung nhanh. Theo Tong cuc Thong ké (2010), tong
murc ban 1é hang hoa ca nudc dat 1.561,6 nghin ty dong, ting 24,5% so v6i nam trudc,
trong d6 linh vyc kinh doanh thuong nghiép bao gdm ca dién may chiém 1.229,3 nghin
ty dong va tang 25% so véi nam 20009.

- Trong giai doan tang truong nhanh (2011-2015) v6i nén kinh té 6n dinh va nhu cau
tiéu ding gia tang, nganh ban 1é dién may di phat trién manh mé, dic biét voi sy ra doi cua
chudi Pién May Xanh dat 200 cira hang vao nim 2015. Doanh thu nganh nim 2015 dat 29
nghin ty dong gap 2,5 lan so v6i nam 2010.

- Giai doan chuyén ddi s6 va hoi nhap (2016-2020) danh déu su chuyén minh manh
m¢ cua nganh ban 1¢ dién may véi sy bung n6 cia TMDT. Cac DN nhu DPién May Xanh,
Nguyén Kim da két hop ban hang truc tuyén va tai cira hang vat ly. Cac nén tang TMDT
nhu Shopee va Lazada da chiém linh thi truong, dac biét 1a Shopee chiém khoang 25% thi
phan nganh dién may vao nam 2020. Theo bao cdo ciia EcommerceDB, doanh thu tir linh
vuc ban I¢ di¢n may truc tuyén tai Viét Nam trong nam 2020 udc dat khoang 2,96 ty USD.
Nhing s6 liéu nay cho thdy su ting trudng manh mé cua thi truong dién may.

- Giai doan phuc hoi va d6i mai (2021-2024) sau dai dich Covid-19 chimg kién
su phat trién manh mé cua cac thiét b cong nghé phuc vu lam vi¢c va hoc tap tur xa.
Céc DN tiép tuc chuyén d6i sd, ing dung tri tué nhan tao (AI) va marketing tryc tuyén
dé nang cao TNKH. Theo béo cdo tir GFK Viét Nam, trong quy I nim 2024, doanh thu
nganh tiéu ding cong nghé dién tir 1au bén ting nhe 2%, dat 64,2 nghin ty dong du bdi
canh kinh té con nhiéu kho khin va bién dong.
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Hinh 2.1: Khoi lwong ti¢u thu hang gia dung tai Viét Nam giai doan 2018-2022
va du bao tiéu thu nam 2024
Nguon: Céng ty NCTT Metric (2024)
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Hinh 2.2: Doanh s6 nganh HPM trén cic sain TMDT theo niim 2022-2024
Nguon: Céng ty NCTT Metric (2024)
Vé nganh hang, trong nhimg nim gan dy, cac nhom SP nhu thiét bi nha bép dién tir
tiéu ding, dién gia dung déu ting truong va c6 toc do phat trién tt. Dudi dy 1a dir liéu ban
thiét bj nha bép, dién tir tiéu dung, dién gia dung trén 5 san TMDT (Shopee, Lazada, Tiktok,
Tiktok, Sendo).

B Thiétbinha bép Il Oién tir tidu dung Dién gla dung
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Hinh 2.3. Ting truéng doanh so6 ciia cac nhém nganh HPM theo nim 2022-2024
Nguon: Céng ty NCTT Metric (2024)
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Thi truong dién may tai Ha Noi dugce danh gia 1a mdt thi truong s61 dong, mang tinh dac
thtt cao nhd vi tri dia 1y va vai trd quan trong ctia thanh phd. Véi tu cach 13 thi d6 va trung tam
kinh té - vin hoa cia ca nudc, Ha Noi hdi tu cac diéu kién thuén loi vé quy mo dan sO, mét do
cu trit va mte thu nhdp binh quan dau nguoi. Pac biét, chi sO san sang TMDT cta Ha Noi dat
miic cao, dung thir hai trén ca nudc cho thay day 1a mot thi truong BLDT rat tiém néng.
2.1.1.1. Quy mo thi truong dién may Ha Noi

Theo béo céo ciia Tong cuc Thong ké Viét Nam (2022), doanh thu ctia nganh ban 1¢
HPM va thiét bi gia dung dat khoang 76.000 ty ddng trong ndm 2021. Trong d6, Ha Noi
chiém khoang 18-20% tng doanh thu, twong duong 13.680 - 15.200 ty dong. Pay 1a minh
chimg cho vai trd quan trong cua thu d6 trong viéc dan dat thi truong dién may ca nude nho
vao dan sb dong, mat do dan cu cao va thu nhéap binh quan dau nguoi ting truong déu dan.
Su tang truong ndy duoc thiic ddy boi su phuc hoi kinh té sau dai dich Covid-19 cing véi xu
hudng gia tang chi tiéu cua NTD cho cac SP cong nghé cao. Theo bdo cao ctia Reputa
(2023), doanh thu nganh dién may tai Ha Noi nam 2023 chiém khoang 25% tong doanh thu
toan qudc, trong duong khoang 2,14 ty USD. Dy bao dén nam 2025, con s ndy sé ting 1én
2,5 ty USD, véi toc do ting truong hang nam (CAGR) khoang 4,2%. Diéu nay cho thay Ha
Noi khéng chi 1a trung tm kinh t& quan trong ma con 1a thi trudng trong diém cta nganh
dién may tai Vi¢t Nam.

Béng thong ké doanh thu toan qudc va udc tinh doanh thu ban hang cac HPM trén dia
ban Ha Noi duge thé hién & bang 2.1 nhu sau:

Bang 2.1: Doanh thu wéc tinh HPM toan quoc & doanh thu wére tinh tai Ha Noi

3 Doanh thu toan Doanhsoban | o s 0y | e ting
Nam qudc (tj dong) hang tai Ha Noi cia HaNgi | trudéng (%)
(ty dong) :
2021 76.000 13.680-15.200 18-20% -
2022 80.000 -82.000 18.000 22%-22,5% 12%
2023 90.000 20.000 22,20% 10-12,5%
2024 123.042 24.608 20% 12,5%

Nguon: Tong Cuc Thong ké (2024) & Tdc gid tong hop

2.1.1.2. Bdc diém dia ly va dan cu
Ha Noi 1a trung tAm kinh té 16n nhat khu vuc phia Bac, noi tap trung nhiéu khu dan cu
cao cép, khu cong nghiép va DN tao diéu kién thuén loi cho sy phat trién cta thi truong SP
dién may. Véi dac diém dan sb dong, mat do cao va mirc thu nhap ngay cang tang, Ha Noi
trd thanh mot thi truong tiém ning nhung cling day canh tranh déi v6i cac DN kinh doanh
HPM. Theo Tong cuc Théng ké Ha Noi (2024), dan sb Ha Noi udc dat 8,5 tridu ngudi vao
nam 2024 voi mat do trung binh 2.398 ngudi/km?, cao gap 8,2 1an so v6i miic trung binh ca
nude. Dic diém nay phan anh sy tap trung dan cu lon tai khu vuce d6 thi, déac biét 1a cac quan
noi thanh. Cting véi do, thu nhap binh quan dau ngudi tai Ha Noi dé co su gia ting dang ké
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trong mot thap ky qua, tir 4,113 triéu dong/thang vao nam 2014 1én 6,869 triéu dong/thang
vao nam 2023, twong tng v4éi muc tang trudng 67%. Su gia tang thu nhép nay cé tac dong
truc tiép dén stirc mua cua NTD, dic biét trong linh vue HPM khi nhu cau s dung céac SP
cong nghé va thiét bi gia dung hién dai ngay cang tang cao.

KH tai Ha Noi ¢o thé phan thanh hai nhom chinh dya trén thu nhap va xu hudng ticu
dung nhu sau:

- Nhom thu nhap cao: Pdi tuong nay c6 xu hudng lya chon cac SP chét luong cao tir
cac thuong hiéu quéc té uy tin nhu Dyson, Samsung, LG, Daikin, Panasonic, v.v v6i yéu cau
cao vé tinh nang, thiét ké va do bén.

- Nhom thu nhdp trung binh: Nhém KH nay chii trong dén gia ca hop 1y, thuong lra
chon cac SP cua céac thuong hi€u ndi dia nhu Sunhouse, Kangaroo, Hoa Phat v.v hodc cac
thuong hi¢u nudc ngoai cd gia thanh canh tranh, dac biét 1a tir Trung Quéc.
2.1.1.3. Xu huong va hanh vi tiéu dung

1) Xu hudng tiéu duing HDM: Theo bdo c4o cua NiesellQ (Nieselig, 2024) NTD
ngay cang uu tién cac HPM tich hop cong nghé¢ hién dai nhu Al internet van vat (IoT) hodc
cong nghé tiét kiém nang lugng. Cac SP nhu ti lanh thong minh, diéu hoa tu dong diéu
chinh nhiét do, robot hiit bui hay may giit két ndi qua img dung dang tré' nén phd bién. NTD
quan tdm nhiéu hon dén thiét ké, tinh ning théng minh va kha niang két ndi cia HDM. Sy
tuong thich véi cac thiét bi khac nhu dién thoai thong minh, may tinh bang va kha ning diéu
khién tir xa 14 yéu t6 thu hut. Mit khac, xu huéng tiéu ding xanh thuc diy s quan tim dén
cac HPM tiét kiém nang luong, c6 nhan hiéu chung nhan than thi¢n véi moi truong. NTD
sin sang chi tra cao hon cho cac SP giam thiéu lwong khi thai va sir dung nguyén liéu tai ché.

ii) Hanh vi tiéu ding HPM: KH thudng nghién ctru SP qua cac nén tang truc
tuyén truéc khi mua tai cira hang. NTD ciing dong thoi kiém tra cac thong tin trén
internet khi mua hang tai cira hang dé ra quyét dinh mua hang chinh xac hon. Thém
nita, thoi quen mua sim dién may qua cac san TMBT ngiy cang phd bién, dic biét voi sy
phat trién cia cac nén tang nhu Lazada, Shopee, Tiki tai Viét Nam.

Doanh s6 ban hang trén sain TMBPT Shopee va Sendo cta cic gian hang c6 kho tai
Ha Noi duoc thé hién qua Hinh 2.4 cho biét gia tri doanh s6 chu dao tir nhom SP dién gia
dung, dién tir tiéu ding va thiét bi nha bép tir cac cira hang BLDT c6 kho hang tai Ha Noi;
Pdng thoi, Hinh 2.5 biéu thi s6 lugng gian hang kinh doanh HPM trén cac san TMDT c¢6
kho hang tai Ha Noi, trong do tai Ha Noi c6 9.605 gian hang ban dd dién gia dung, 11.501
gian hang ban san pham dién tir tiéu dung va 8.778 gian hang bén thiét bj nha bép.
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Doanh sb cac shop tai kho Ha Noi nam 2024 (ty déng) Sé Iwong shop kinh doanh tai kho Ha N&i nam 2024

B8 Téng 84 shop kinh doanh I wong shop tal kho Ha N
25000 60.000
20.000
40.000
15.000
10,000
20.000
5.000 S
©wn gia dung ©itn gia dung ©in tir béu dung Thiét bl nha bép

OWn tir béu dung Thiét bl nha bép

Hinh 2.4. Doanh s6 ban hang trén san Hinh 2.5. S6 lugng gian hang kinh doanh cé
TMDT Shopee & Sendo cuia cac shop co kho hang tai Ha N¢i nam 2024
kho hang tai Ha N¢i nam 2024
Nguén: Bdo cdo thi truong nganh HPM céng ty NCTT Metric, 2024
Céc yéu t6 anh huong dén quyét dinh mua hang: i) Gia ca: Yéu t6 quan trong nhat,
déc biét trong nhom thu nhap trung binh; i) Thuong hi¢u: NTD tai c6 xu hudng uu tién cac
thuong hiéu ¢6 uy tin va ché do hau mai t6t; iii) Khuyén mai: Chuong trinh giam gi4 theo
muia nhu Tét Nguyén dén, Black Friday thu hiit luong 16n KH.
2.1.2. Tong quan cdc doanh nghiép thwong mai chuyén kinh doanh hang dién mdy
trén dia ban Ha Nji
Céc DNTM chuyén kinh doanh hang dién may tai dia ban Ha Noi thoa man cac
diéu kién theo giéi han vé dbi twong nghién ctru: 1a DNTM:; c6 ding ky kinh doanh, c6
hoat dong BLDT; vé hinh thirc DN bao gdm cic DN ¢6 phan va cong ty TNHH (Luat
Doanh nghiép, 2020); DN c6 quy mo 16n hoac DN quy mo vura va nhd (Nghi dinh
80/2021/ND-CP, 2021); DN dién may sé hitu chudi ban hang 16n nhung c6 DN chi s&
hiru 1-2 cira hang nho hodc tham chi 1a khong s hitu cira hang ma chi BLDT thuan tay
thong qua kho hang ctia minh hodc kho hang ciia nha cung cdp chuyén kinh doanh
HDM va c6 doanh thu chinh dén tr HDPM (theo khao sat DN va gidi han vé pham vi
nghién ctu).
Béng phan dinh cac DNTM chuyén kinh doanh HPM trén dia ban Ha N1 dugc
thé hién & bang 2.2 dudi day:
Béng 2.2. Phan dinh cic DNTM chuyén kinh doanh HPM trén dia ban Ha N¢i

STT | Tiéu chi M0 ta/ Két qua
La DN, c6 dang ky kinh doanh, hoat dong trén 3 nam, con hoat
1 DPang ky dong, co nop thué tai Ha Noi.
kinh doanh La DNTM, c6 BLDT

Co tru s¢ hodc chi nhanh dang ky kinh doanh tai Ha N6i

DN tu nhan, c6 0/30 DN, chiém 0%
2 Loai hinh DN Coéng ty TNHH, c6 19/30 DN, chiém 63,3%
Cong ty co phan, c6 11/30 DN, chiém 36,7%

DN wvtra va nho, trong do:

3 | Quymo DN DN nho: doanh thu dui 100 ty ddng/ 1 nam
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DN vira: doanh thu tir 100-300 ty dong/ 1 ndm
C6 23/30 DN chiém 73%

DN 16n (doanh thu trén 300 ty déng/ 1 ndm), c6 7/30 DN, chiém
23%.

Khong c6 ctra hang, chi ¢6 kho hang, hoac chi ban online trén

4 Co6 ctra hang website hoac cac kénh ban dién tir khac
vatly Co6 1-2 cura hang va BLDT
Chuoi ctra hang (c6 tir 3 cira hang trd 1én) va BLDT
5 Pham vi ban| C6 thé ban toan qudc thong qua cac kénh BLDT (website, san
hang TMDT, MXH, ung dung trén thiét bi di dong)

6 Nganh hang

bién méy (dién tu, dién lanh, dién gia dupg, dién tur ti€u dtlng...)‘.
Doanh s6 chu dao dén tir cic HPM truyén thong (khong bao gom
dién thoai, may tinh, may tinh bang)

DNTM
doanh

chuyén

DNTM thuan tuy hodac doanh s6 chu dao dén tir hoat dong ban 1¢,
khong bao gom cac nha san xuat hodc cac nha san xuat kiém phan
phoi, ban budn, ban I&.

Nguon: Ludt DN 2020, Nghi dinh 80/2021/NB-CP ciia Chinh phii & téc gid tong hop
2.1.2.1. Nhom doanh nghiép thwong mai chuyén kinh doanh hang dién may quy mo lon

Cac DNTM chuyén kinh doanh HPM quy mé 1én thuong c6 chudi cira hang nhu

Pién May Xanh, Nguyén Kim, HC va Media Mart v.v...da phat trién manh mé trong

linh vuc ban 1¢ HDM truyén théng va nang cao ty 1& doanh s6 ban hang tir phuwong thirc

BLDT. Cac DNTM 16n nay tan dung cong ngh¢, mang internet, MXH va mang ludi

chudi cira hang dé mo rong thi trudng toan quoc, tham chi mot so don vi da sat nhap

v6i thuong hiéu Pong Nam A dé chinh phuc thi truong Viét Nam (Nguyén Kim), chinh

phuc thi truong Indonesia (Thé Giéi Di Dong).
Bang 2.3: So sanh mét s6 DNTM chuyén doanh HPM trén dia ban Ha Ngi nim 2025

Mot s6 DNTM chuyén kinh doanh HDM trén dja ban Ha Noi

Tiéu chi bien May MediaMart Pico HC Digi City | Eco-Mart
Xanh
So lugng
ctra hang 126 11 5 12 4 8
tai HN
Phan khiic T{ung - cao Trung clp Giaré - Trun% - Giaré - . Giaré - .
cap trung cap | cao cap Trung cap | Trung cap
Thuong Giaca | oyum i
hiéu manh, canh d}ch vu Tap trung
c{)ng nghé tfanh dich tot, ngoai 0;
s0, SP da Pham vi < .| thuong Gia ré. quy mo
R R vu tot, dia o 1 2T
.2 dang, h¢ rong, 2 hiéu uy Cta hang | cua hang
Uu diém X X £ diém L ) .
thong chuoi | khuyén n tin, ctra O trung nho;
o 1x . trung tam, . . A
ctra hang mai X hang l16n, | tam. thuong
. , khuyén N A o2
16n, cac mai da cac kénh hiéu it pho
kénh BLDT dan BLDT da bien
da dang ang dang
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A H¢ thong Quy mo
Thieu N T ;
N R cta hang | Nhan dién | nhd, han Z .
., . dong bd £ 2 x .. | Hanché &
Gia thuong .. | han chg, thuong ché vé tai NI
Z. | trong trai X oA S , noi do,
Nhuoc cao hon doi nohicm sé chua dau | hi€u con chinh, thuon
N thu, it chinh gA "z | tr manh han che, thuong o ’g
diem , ., mot sO \ L, cn .o 2. | hiéu it
sach giam I , vao dia diém ¢ | hi€u it noi AP
o diém ban \ , A nguoi bict
gia sau TMDT va | khu vuc it | bat, 7
chua duoc 2 A dén
A X chuyén trung tam | TMDT
nang cap 2. % £
doi so yéu

Nguon: Website ciia cdc DN & Tdc gid tong hop
bic diém ndi bat cac DNTM chuyén kinh doanh HPM quy mo6 16n tai Ha Noi:

MO hinh kinh doanh da kénh va tich hop dich vu hdu mai: Cac DN 16n &p dung chién lugc
ban 1¢ da kénh, két hop giita ctra hang vét 1y, nén tang TMDT va tmg dung di dong. Diéu nay
khéng chi mang lai trai nghiém mua sam linh hoat ma con gia tang gia tri théng qua céc dich vu
sau ban hang nhu lap dit, bao hanh gp phan ciing ¢b long trung thanh ctia KH.

Quy mé hoat dong rong khip va mang ludi phan phdi manh mé& DN quy mo 16n s&
hiru mang ludi ctra hang rong khap tir khu vuc thanh thi dén ngoai thanh véi sé lugng cira
hang dao dong tur 4 dén hon 60. Pham vi hoat dong khong chi gidi han & Ha Noi ma con moé
rong ra nhiéu tinh thanh trén ca nudc tao loi thé canh tranh vé d6 phu thi truong.

Doanh thu ban 1¢é vuot troi va dong gop dang ké vao nén kinh té: Cac DN nay dat
doanh thu ban 1¢ 16n, vuot xa ngudng 300 ty déng/nam, chiém ty trong cao trong tong doanh
thu nganh béan 1¢ tai Viét Nam. Su dong gop nay khéng chi thic diy ting truong kinh té dia
phuong ma con co ¥ nghia quan trong dbi v6i nén kinh té quéc gia.

Danh muc SP da dang va lién tuc cap nhat: Danh muc hang hoa ctia cac DN bao gém
nhiéu hang muc nhu dién tr tiéu dung, dién lanh, thiét bi gia dung voi sy da dang vé nhin
hiéu va chit lugng. Piéu nay gitp ho tiép can nhiéu phan khuc KH khac nhau tir binh dan
dén cao cap va duy tri vi thé dan dau thi truong.

Dich vu hdu mai vuot troi va dan dau xu huong thi truong: Chét luong dich vu hau mai
1a mét trong nhimg yéu t6 then chét tao nén loi thé canh tranh. Cac chuong trinh bao hanh toan
dién, chinh sach ddi tra linh hoat, giao hang va 13p dit mién phi ciing cac goi tai chinh hip din
nhu tra gop 13 suat 0% da gitp cac DN nay dan dau thi truong vé dich vu KH.

Ung dung cong nghé hién dai trong quan 1y va tuong tac KH: Bao gom hé thong quan
Iy chudi cung Gmg, nén tang TMDT thén thién voi ngudi dung va phan tich dit liéu hanh vi
KH. Nhitng gidi phap nay khong chi nang cao hi€u qua van hanh ma con cai thién trai
nghiém mua sam ctia NTD.

Uy tin thuong hiéu manh va chién luoc xay dung thuong hiéu bai ban: Céc thuong
hiéu 16n nhu Pién May Xanh, Pico, Media Mart, HC, Nguyén Kim s hiru thuong hiéu uy
tin vimg chic nho chién lugc xay dung thuong hiéu bai ban. Cac DN nay dau tur manh véo
quang céo, thiét ké ctra hang dong bo va cac chuong trinh KH than thiét nham ctng c6 niém
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tin va su nhan dién thuong hi¢u trong tam tri NTD.

Chién luoc gia linh hoat va canh tranh: Loi thé kinh té theo quy md cho phép cac DN
ap dung chién lugc gia linh hoat, cung cdp gia ca canh tranh va trién khai nhiéu chwong trinh
khuyén mai hap dan. Tuy nhién, muc gia trung binh cta cic chudi niy thudng cao hon so
V6i cac clra hang nho 16, phan anh chat lwong dich vu va SP vuot troi.

Tiém lyc tai chinh manh mé& va dau tu chién luge dai han: Tiém lyc tai chinh ddi dao
giup cac DN mé rong mang ludi, dau tu vao cong nghé va thiét 1ap quan hé dbi tac chién
luoc véi cac nha san xuét toan cau. Piéu nay khéng chi ting cuong kha niang canh tranh ma
con dam bao su san c6 clia SP trén thi truong.

Doi ngii nhan su chuyén nghiép va dio tao bai ban: Cac DN 16n chu trong tuyén dung
va dao tao doi ngii nhan vién chuyén nghiép tir nhan vién ban hang dén ky thuat vién. Piéu
nay dam bao tinh chuyén nghiép trong tu van KH, hd tro ki thuat va giai quyét cac yéu cau
mdt cach nhanh chong, hi€u qua.

Tap trung vao KH va dap tmg nhu cau thi truong: Chién luge 1dy KH 1am trung tAm
dugc cac DN thuc hi¢n thong qua viéc nghién ctiru nhu cau thi truong, cap nhat danh muc SP
ban chay va trién khai cac chuong trinh kich cau tiéu ding. Diéu nay khong chi ting doanh
s6 ma con gia ting su hai long va 1ong trung thanh ctia KH.

Poéng gdp vao ting truong kinh té ctia Ha Noi va thuc day déi méi cong nghé: Nhom
DN nay dong vai trd quan trong trong ting truong kinh té tai Ha Noi va ca nude, chiém
khoang 30% tong doanh thu ban 1¢ toan nganh. Bén canh d6, nhém DN nay tao ra hang chyc
nghin viéc 1am va thuc diy d6i méi cong nghé trong BLDT.

Theo Béo cdo thudng nién cua Cong ty C6 phan DPau tu Thé Gidi Di Pong (MWG) va
mot s6 bao cao nghién ciru thi truong cho thiy doanh thu ban hang toan qudc cua cac DN
chuyén doanh HPM quy mé 16n 13 hang nghin ty déng trong do thi treong Ha Noi udce tinh
chiém trung binh khoang 20% gié tri va hoat dong BLDT wdc tinh chiém khoang 20% gia tri
toan quc.

Bang 2.4. Doanh thu bén 1¢ & BLDT tai Ha Noi ciia mt s6 DNTM
chuyén kinh doanh HPDM (wé'¢ tinh)
Pon vi tinh: Ty dong

bién May Xanh Pico Media Mart HC
DOANH THU | 2021 | 2022 | 2023 | 2024 | 2021 | 2022 | 2023 | 2024 | 2021 | 2022 | 2023 | 2024 | 2021 | 2022 | 2023 | 2024
DT toanquoc  [61.600 | 58.900|55.000| 59.500|1.200 [914 |611 530 |8.500|8.343 |7.318 [5.976 |7.000 |7.400 |[7.200 |6.500
DT ban 1é tai
12.320|11.780(11.000| 11.900{240  |182,8 |122,2 |106 |1.700 |1.668 |1.463,6|1.1952|1.400 |1.480 |1.440 1.300
HN (20%)
?Zgﬂl/?)LDT 12.320(11.780{11.000| 11.000{ 240  |182,8 [122,2 {106 |1.700 | 1.668 |1463,6]|1.1952(1.400 |1.480 |1.440 1.300

Nguon: Céng ty CP Pau tue Thé Gidi Di Béng, Pico, MediaMart, HC Céng ty NCTT Metric
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e Nghién ciru dién hinh: khdi quat quén tri BLPT ciia Pién Mdy Xanh

Dién May Xanh (PMX) 1 chudi ban 1¢ hang dién may truc thude Thé Giéi Di Dong
(MWG), van hanh mé hinh da kénh két hop cira hang truyén thong va kénh ban 1¢ dién tir
(Tudi Tré Online, 2024). Website dienmayxanh.com thuéc nhom cac nén tang TMBDT ¢
luong truy cap 16n tai Viét Nam, gop phan cing cb thi phan truc tuyén (Tudi Tré Online,
2021). Mic du cat giam s lwong cira hang, doanh thu cia PMX va cac chudi lién quan van
tang, phan anh nang luc quan tri hi€u qua va quy mo thi truong 1on (Soha, 2025; Znews,
2025; Nhip Séng Kinh Doanh, 2025).

V& hoach dinh, PMX theo dudi chién lugc omni-channel nham mé rong do phu, gia
tang thi phan va dap Gmg nhu ciu mua sim linh hoat. Chién luoc hang hoa da dang, két hop
giai phap logistics va dich vu sau ban hang, 13 yéu 6 trong tdm bao dam su lién mach trai
nghiém khach hang (Website DPMX). Viéc két hop ké hoach dich vy, van hanh va thi trudng
cho thay dinh hudng mang tinh hé thong.

O khia canh t6 chirc, PMX xay dung cdu tric phan phdi tich hop giita offline va
online, cho phép t6i wu tdn kho, van chuyén va lap dit. Nang luc logistics, chudi cung tng
va ngudn nhan luc quy mé 16n 14 diéu kién nén tang cho mé hinh omni-channel. Chién Iugc
tai cAu triic nham giam diém ban kém hiéu qua minh chig kha ning t6i wu hoa ngudn lyc.

Trong lanh dao, PMX duy tri chinh sach tuyén dung mo, phat trién noi bo va dai ngo
nham duy tri lyc lugng nhan sy on dinh va déng bd van hoa t6 chie (Tuéi Tré Online, 2024;
CafeBiz, 2021). H¢ théng thang tién dya trén dit liéu thuc hién chirc nang phat trién nhan tai
va bao dam chat lugng van hanh.

Vé kiém soat, DN ap dung do luong hiéu suat da chiéu, bao gdm hiéu qua cra hang,
chi s6 truc tuyén, quan tri dich vu hau méi va chudi cung tmg. Viéc duy tri doanh thu du
giam ctra hang thé hién kha niang diéu chinh chién lugc dya trén giam st dit liéu thuc té.

Téng thé, DPMX 14 vi du tiéu biéu cia DNTM ban 1¢ dién tir thuc nhém DN quy mo
16, ing dung thanh cong md hinh omni-channel trong béi canh thi truong bién dong. Thanh
cong cua DPMX thé hién & nang luc hoach dinh chién luoc, t6 chirc van hanh phurc hop, quan
tri nhan sy hiéu qua va hé théng kiém soat dua trén dit liéu. Cac thue hanh niy cung cip co
s& tham chiéu quan trong cho doanh nghiép béan 1¢ dién may tai Viét Nam trong qua trinh
chuyén dbi s6 va téi vu héa van hanh.

Chi tiét vé nghién ciru dién hinh vé Dién May Xanh xem thém Phu Luc 6A
2.1.2.2. Nhom doanh nghiép thuwong mai chuyén kinh doanh doanh hang dién may quy
mo via va nho

Nhoém DNTM chuyén kinh doanh HDM quy md vira va nhd 1a nhém DN c¢6 doanh
thu dudi 300 ty dong/1 nam dbi véi DN vira va dudi 100 ty ddng/1 nam dbi véi DN nho.
Nhom DN nay thudng co it cira hang, ctra hang nho, dién tich mit bang ban 1¢ khong nhiéu,
vi tri cia mat béng khong déc dia cho viéc ban 1é truyén théng; hodc nhiéu DN nho thdm chi
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khong c6 chudi cira hang, khong c6 cira hang chi tap trung vao BLDT thong qua cic kénh
phan phdi dién tir. Cac DN nay co cdu to chiic kinh doanh phit hop véi nhém HPM quy mo
nho phit hop véi xu huéng chuyén déi s va sy phat trién manh mé cia TMDT. Nhém DN
nay thudng phuc vu cac phan khuc thi trudng ngéach, tan dung chi phi van hanh thip va linh
hoat trong hoat dong kinh doanh truc tuyén dé canh tranh trén thi truong.

- Quy m6 va pham vi hoat dong: Cac DN vira va nhé thudng khong so hiru chudi ctra
hang vat Iy ma chi yéu BLDT va thong qua website TMBT ctia DN va cac gian hang trén
cac nén tang TMDT nhu Shopee, Lazada va Tiktok Shop hodc cac trang MXH. Pham vi
hoat dong thuong hep hon so véi cac DN 16n do ¢ ¢o it co s, it chi nhanh. Nhom DN nay
tap trung vao KH ca nhan tai cc thj trudong dia phuong trong khu vy mién Béc hodc ban
kinh phuc vu khoang 100 km tinh tir trung tim Ha Noi. Doanh thu ctia nhém nay twong ddi
khiém ton, thuong chi dat vai ty chyc ty ddng mdi nam hozc hon trdm ty dong (v6i DN vira)
va chi tir vai ty dong dén khoang 30 ty dong (d6i v6i DN nho), cha yéu dén tir cac HDM phé
thong véi murc gia canh tranh. Loi thé ndm & sy linh hoat trong phan phdi, nhu hop tac
v6i cac dai Iy nho hodc dich vu giao hang dia phuong, gitip tiép can nhanh chéng cac
phan khtc thi truong ngach ma cac DN 16n khé thadm nhép.

- M0 hinh kinh doanh: Nhém DN vtra va nho tap trung vao cac hoat dong BLDT theo
mo hinh “BLDT thuan tiy”, mot s6 it DN ¢o ctra hang hodc c6 kho hang con ap dung mé
hinh “BLBT hdn hop”. Piéu nay hoan toan pht hop véi xu huéng TMDT hién nay va phu
hop véi quy md va thuc trang cia nhom DN ndy. Viée nay cho phép ho tiép can truc tiép
dén mot luong 16n KH tryc tuyén ma khong can dau tu dang ké vao cac chién dich
marketing truyén théng. Hon nira, mot s6 it DN con 4p dung mé hinh kinh doanh TMDT
“drop-shipping”, trong d6 SP dugc giao truc tiép tir nha cung cdp dén KH ma khong can
trung chuyén qua kho hang ctia DN. Piéu nay gitp giam thiéu chi phi van hanh, t6i vu hoa
dong tién va duy tri mirc gia canh tranh.

- Vé doanh thu: Cac DN nay dat doanh thu ban 1¢ & mic tir vai chuc ty dong/ nim
dén dudi 300 ty dong/niam, chiém ty trong nhé nhung duy tri mic doanh thu 6n dinh
trong nganh ban 1¢ HDM tai Ha Noi.

- V& danh muyc hang héa: cac DN vira va nho thudng tép trung chuyén mén hoa vao
mét s6 danh muc HPM cu thé, ching han nhu db dung dién tir, dd gia dung ¢& nhé c6 gia ré
hodc phu kién cho HPM. Sy chuyén mon héa nay khong chi gitp tdi wu hoa kha ning quan
1y ma con tang cuong hiéu qua phuc vu KH nhd vao sy am hiéu sau sic vé SP.

- Dich vu hiu mii c4 nhan héa va thich Gng véi thi trudng muc tiéu: Chat luong
dich vu hau mdi dugc nhin manh qua su gé‘m glii, nhu tu van truc tiép tai ctra hang,
chinh sach dbi tra don gian va hd tro stra chita nhanh chong béi ky thuét vién quen
thudc. Cac chuong trinh khuyén mai nhu giam gia cho khach quen hoic tra gop qua ddi
tac nho giup ho canh tranh véi cac DN 16n bang sy linh hoat va mdi quan hé c4 nhan.

- Ung dung cong nghé co ban trong quan 1y va twong tac KH: Bao gém phan
mém quan 1y ban hang, quan 1y kho hang, trang web hodc tng dung di dong co ban dé
theo ddi don hang, va str dung MXH dé tiép can KH. Nhiitng giai phap nay giup nang
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cao hiéu qua van hanh véi chi phi thip, dong thoi cai thién trai nghiém mua sim cho
KH ma khong doi hoi dau tu 16n.

- Uy tin thuong hiéu va chién lugc xay dung thuong hiéu: Cac thuong hiéu cua
DN nay ciing it ndi tiéng, it duoc biét dén hon. thudng xay dung uy tin qua mdi quan
hé cong dong, quan hé ca nhan va quang cdo miéng truyén miéng. So vé mirc d6 ndi
tiéng va do uy tin thi cac DN nay con thua kém so véi cac DN ¢6 quy mé 16n.

- Chién lugc gia canh tranh va tap trung vao phan khuc gia ré: Voi quy mé nho,
cac DN ap dung chién lugc gia linh hoat, thudng thap hon so véi chudi 16n nhd chi phi
van hanh thip va ngudn hang tir nha cung cdp nhé hon. Cac chuong trinh khuyén mai
thuong xuyén nhu giam gia séc hodc ting kém phuy kién gitp ho thu hut KH nhay cam
vé gia, di mirc gia trung binh co thé bién dong theo thi truong.

- Tiém luc tai chinh han ché va dau tu chién lugc ngén han: Tiém luc tai chinh
ctia nhom DN ¢6 nhiéu han ché, doanh thu thép, lgi nhuan mong va co it von dé tai dau
tu. DN ¢6 gap kho khin vé tai chinh trong qua trinh quan tri BLDT va md rdng quy
mo.

- V& d6i ngii nhan sy: Cac DN vira va nho chu trong doi ngii nhan vién da ning,
tir ban hang dén k¥ thuat, cham soc khach hang, giao hang v.v. déu c6 thé hd trg nhau
trong cac hoat dong BLDT, déng thoi DN thyc hién dao tao ky nang cho nhan sy tai
chd. Piéu nay dam bao sy nhanh nhay trong tu van khach hang, hd tro k¥ thuat va giai
quyét van dé, gitip nang cao sy hai 1ong ctia khach hang dia phuong véi ngudn luc han
ché nhung lai tao ra sy thiéu chuyén nghiép va ning suét lao dong khong cao so véi cac
DNTM quy mo 16n.

- Vai tro trong thi truong: Nhém DN nay gép phan lam da dang hoa thi truong BLDT
nganh HPM dap tmg nhu ciu ctia nhitng KH nhay cam vé gia va tim kiém cac SP gia tri tot.
Du doanh thu thép so v&i cac DN 16n, ho dong vai tro quan trong trong viéc thic déy su
canh tranh va gia ting kha nang tiép can cac HDM dén nhiéu phan khic KH hon, dic biét ¢
khu vyc ngoai thanh hoac vung sau, ving xa.

e Nghién civu dién hinh: khdi qudt quén tri BLPT ciia Cong ty TNHH Péu tw &
Phit trién Thuong mai Bio Minh

Cong ty TNHH Pau tur & Phat trién Thuong mai Bao Minh 13 DNTM bén 1¢ hang
dién may co tru sd tai Ha Noi hoat dong theo md hinh ban 1¢ thuan dién tu, thong qua
website thuong mai dién tr www.banhangtaikho.com.vn va Fanpage cua cong ty. Khac véi

cac chudi ban 1¢ da kénh, DN lua chon chién luge tap trung hoa mat hang thay vi moé rong
danh muc, dong thoi t6i wu chi phi van hanh théng qua mo hinh ban truc tuyén, giao hang
tan noi va xuét hang tai kho (Bao Minh, n.d.).

V& hoach dinh, Bao Minh theo dudi chién lugc tap trung vao mot s6 nhom san phém
di¢n may thiét yéu, nham tdi uu nang lyc canh tranh theo chidu sau, thay vi mé rong thi
trueong theo chiéu rong. Muc tiéu quan tri cha trong giam chi phi ¢b dinh, t6i vu vong quay
hang héa va gia ting bién loi nhuan nho kiém soat ngudn cung va chinh sach gid truc tiép tir
kho (Bao Minh, n.d.).


http://www.banhangtaikho.com.vn/
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Vé t6 chirc, DN x4y dung md hinh van hanh tinh gon véi kho trung tAm, nén ting
website 1am cong cu ban hang va quy trinh giao nhan don gian héa. Cau triic nay cho phép
doanh nghiép gidi han chi phi nhan sy, mit bang va trung bay, dong thoi duy tri tinh linh
hoat trong xir Iy don hang va ton kho (Bao Minh, n.d.).

Vé lanh dao, mé hinh nhan sy dugc thiét ké i thiéu, uu tién nang lyc k¥ thuat, quan
tri kho va giao nhan, thay vi doi ngli ban hang oftline. Bdo Minh chu trong dao tao quy trinh,
ky ludt van hanh va nang luc phuc vu khach hang qua nén tang s0.

Vé kiém soét, DN theo doi hiéu qua thong qua chi sb truc tuyén nhu Iuu luong truy
cap, ti 1é chuyén d6i, chi phi xir Iy don hang va toc do xoay vong kho. M6 hinh thuong mai
dién tir cho phép kiém soat dir liéu theo thoi gian thuc, hd trg diéu chinh chinh sach gia, ton
kho va van hanh dé t6i wu hiéu qua kinh doanh.

Chi tiét vé nghién ctru dién hinh vé cong ty TNHH thuong mai va phat trién Bio Minh
xem thém Phu Luc 6B.

2.2. Thuc trang quan tri ban 1é dién tir tai cic doanh nghi€p thuwong mai chuyén
kinh doanh hang dién may trén dia ban Ha Noi

2.2.1. Thuc trang hoach dinh ban Ié dién tir hang dién mady tai cdac doanh nghiép
thuwong mai trén dia ban Ha Nji

2.2.1.1. Thuc trang hogch dinh chién lugce ban 1é dién tir

Qua khao sat 30 DN bing phuong phép phat phiéu khao sat, khao sat 500 khach
hang 14 NTD mua HPM bang phuong phap khao sét truc tuyén (nhan duoc 448 phiéu
hop 18) va phong van chuyén 10 chuyén gia da cho nhiing s liéu so cap dam bao yéu
t6 khoa hoc va c6 do tin cay phuc vu cho vi¢c danh gia két thuc trang quan tri BLDT
tai cac DNTM chuyén kinh doanh HDM.

Két qua khao sat DN vé thuc trang thuc hién hoach dinh chién lugc BLDT trong
cac DNTM cho théy su thay ddi rd rét (Bang 2.5), cu thé, nam 2021, chi 30% DN thuc
hién hoach dinh chién lugc, trong khi 70% chua thyc hién. Tuy nhién, dén nim 2022,
ty 16 DN thyc hién da ting 1én 60% va dén nim 2023, con sb nay dat 73%. Sy thay d6i
nay phan anh tdm quan trong ngay cang ting cua BLDT trong cac DNTM, dic biét 1a
nhan thirc vé vai tro cta hoat dong hoach dinh chién lugc. V@ tin suét, cic DNTM
thuong trién khai hoach dinh trung binh mdi nam 1-2 lan thuong 13 vao dau nim va
gitta nam, hoach dinh dau nam 1a ké hoach cho ca nam, hoach dinh gifra ndm co thé
thay d6i chién lugc ban BLDT cho phu hop véi tinh hinh thi truong BLDT dang bién

d6i nhanh chéng.
Bang 2.5. Két qua khao sat DNTM chuyén kinh doanh HPM thuc hién
hoach dinh BLDT
DNTM hoach dinh BLDT Nam 2021 Nam 2022 Nam 2023
C6 hoach dinh BLDT 30% 60% 73%
Khong hoach dinh BLDT 70% 40% 27%

Nguon: Keét qua xir Iy dit liéu khdo sit DN
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Céc DNTM chuyén kinh doanh HDM cho rﬁng viéc hoach dinh chién lugc BLDT
phai can cir vao cac yéu t bén trong va bén ngoai thi truong. Cac yéu td bén trong DN nhu
tam nhin va st ménh d6i véi DN 16m, nguén nhan luc, kha nang tai chinh, co s& ha téng va
cong nghé, SP dich vu, quy trinh va hé thong quén 1y, uy tin thuong hiéu va vin hoéa DN.
Cac yéu t bén ngoai DN nhu da phan tich gdm cac yéu t6 vi md va vi mé trong d6 cac DN
quan tAm nhiéu dén xu huéng tiéu ding, kha ning chi tra ctia NTD, hanh vi tiéu ding dé 1ap
ké hoach chién lugc BLDT.

Bang 2.6. Két qua khao sat cac tiéu chi trong hoach dinh chién lwgc BLPT ciia DNTM
chuyén kinh doanh HPM qua ciac nim

Cac tiéu chi trong hoach dinh chién lwogc Ty 1€ %

BLDT 2021 | 2022 | 2023
Phén tich thi truong BLDT 40% 50% 70%
KH muc tiéu trong BLDT 53% 67% 80%
Chién luoc SP BLDT 53% 57% 63%
Chién luoc gia BLDT 57% | 57% | 67%
Chién luoc truyén thong - marketing dién tir 60% 70% 83%
Kénh phan phdi dién tir (sin TMDT, website...) | 60% | 67% | 76%
Ung dung cong nghé (CRM, ERP, ban hang) 47% 57% 60%
K¢é hoach tai chinh va ngan sach cho BLDT 40% 53% 63%
KPI va do ludong hi€u qua 57% 67% 76%

Nguon: Két qua xr 1y di¥ liéu khdo sit DN

Cac ti€u chi nhu truyén thong dién tir, kénh phan phéi dién tu, chién lugc SP va
gia dugc chu trong nhiéu hon trong nhimg nim gan day do sy bung nd cua san TMPT
va thoi quen tiéu dung tryc tuyén; Cac ndi dung nhu tng dung cong nghé, hoach dinh
tai chinh va KPI tuy van ting nhung cham hon do con phu thudc vao nguén luc noi bo,
chi phi déu tu va trinh do quan tri ciia cic DNTM; Xu huéng chung cho thdy DN ngay
cang chu trong hon dén chién luge hoa va chuyén mon hoa hoat dong BLDT, di tir
nhimg hoat dong co ban (nhu truyén thong, phan phdi) dén cac hoat dong nang cao
(phan tich dir li¢u, tai chinh, KPI).

Két qua phan tich dir liéu tir phan mém Microsoft Excel 2019 véi cau héi vé “danh gia
muc d§ quan trong cua hoach dinh chién lwoc BLDPT tai cac DNTM” ghi nhén gia tri diém
trung binh dat 4,1/5 trong thang do Likert 5 mirc d0 (tir "1 - rat khong quan trong" dén "5- rét
quan trong"). Diéu nay thé hién rang cac ddi twong khao sat danh gia murc do rat cao vé tim
quan trong cua vi¢c hoach dinh chién lugc BLDT tai cic DNTM chuyén kinh doanh HDM.
Piém trung binh 4,1/5 gin véi muc "rét quan trong" (5), chimg t6 da sb ngudi tra 11 nhan
thirc rd sur can thiét cta viée ap dung va phat trién chién lugc ban 1¢ dién tir. Dé ton tai va
phat trién bén viing, cic DNTM can tap trung dau tw vao chién lugc BLDT nhu mdt phan
khong thé thiéu trong chién lugc kinh doanh tong thé.
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Hoach dinh chién lugc BLDT cua cac DN dién may tai Ha Noi cho théy nhiing dac
diém khac biét giita hai nhém DN 16n va nhom DN vira va nho. Nhém DN 16n, s¢ hitu
chudi cira hang thudng tap trung vao chién lugc tich hop da kénh tan dung dong thoi ca clra
hang vat Iy va nén tang truc tuyén dé mé rong pham vi tiép can KH. Viéc hoach dinh cua
nhém nay thuong dua trén cac yéu td nhu thoi quen mua sim ciia KH, dit liéu thi trudng
dugc nghién ctiru chuyén sau va c6 do tin cdy cao va niang luc van hanh chudi cung tng
nham t6i uu hoa doanh thu theo muc tiéu va ning cao trai nghiém mua sim lién mach giita
cac kénh. Pac biét nhom DN Ién ¢o tiém luc tai chinh, nhan sy va cong ngh¢ rat tdt, hé
thong quan tri bai ban chuyén nghiép nén ¢ nhimng hoach dinh chién luoc va tim nhin dai
han 5 ndm nhu Dién May Xanh, Media Mart, HC, Pico.

Nguoc lai, nhdom DN wvira va nho thuong khong co ké hoach BLDT riéng biét ma la
mot phan cia ké hoach kinh doanh cia DN. Nhém DN nay c6 ké hoach tap trung vao phat
trién nén tang TMDT, ddy manh quang c4o truc tuyén va xay dung ndi dung mién phi, ing
dung mot s6 phan mém phan tich dit liéu mién phi nhu Google Analytics, Fanpage Insights
hoic cac ban bao co thi trudng mién phi c6 san dé du doan nhu cau va thiét 13p cac muyc ti€u
quan trong. Nhom nay thuong hoach dinh cac muc tiéu nge“in han tir 1-3 nam, cac muc ti€u 5
nam thuong khong kha thi. Theo két qua phong van, hon 83% NQT cua cac DN vira va nho
danh gi tiém ning cua BLDT vén tiép tuc phat trién manh trong thoi gian t6i va DN nén tap
trung vao BLDT.

Tt nhitg két qua khao sat va phan tich trén, c6 thé thay rang hoat dong hoach
dinh chién luoc BLPT trong cac DNTM chuyén kinh doanh HPM di c6 nhiing budc
chuyén bién rd rét phan anh nhan thirc ngiy cang cao vé tdm quan trong ciia BLDT
trong moi truong kinh doanh hién dai.
2.2.1.2. Thuc trang hoach dinh muc tiéu trong quan tri ban lé dién tu

Cac muc tiéu kinh doanh cuia DNTM duoc chia thanh hai nhém: cac muc tiéu dai han,
trung han va cac muc tiéu ngén han. V&1 muc tiéu dai han va trung han, DN tép trung vao
tang truong doanh thu va thi phan BLDT (70% DN), ciing ¢6 thuong hiéu (40% DN) va md
rong hé sinh thai ban 1¢ thong qua su két hop giira cira hang vat Iy va kénh tryc tuyén (33,3%
DN). Vé6i myc tiéu ngan han, cic muyc tiéu chii yéu xoay quanh viéc ting doanh thu tir cac
kénh TMPT, t6i wu héa chi phi van hanh, nang cao tbc do quay vong vén, thu hit KH méi,
gitr chan KH cil, cai thién trai nghiém nguoi ding va mirc do hai 1ong ciia KH. Pong thoi,
DN con cht trong phat trién ndi dung truyén thong trén cac kénh TMBT nham ting tin suat
cap nhat thong tin, trién khai cac chién dich khuyén mai 16n va xay dung long trung thanh
ciia KH. Dic biét, 90% DN ¢6 diéu chinh céc chién luge BLDT va myc tiéu BLDT khi
doanh thu khong dat.
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DNTM chuyén kinh doanh HDM trén chuyén kinh doanh HDM trén dia ban
dia ban Ha Noi Ha Noi

Nguon: Két qua xir Iy dit liéu khdo sit DN

Vé hoach dinh muc tiéu theo thoi gian (ngén han, trung han va dai han): Két qua khao
sat DN (Hinh 2.6) cho thiy 83% DN chu yéu tap trung vao cac muc tiéu ngan han. Muc tiéu
trung han c6 it hon v6i khoang 70-80% DN va ting dan 1én. Riéng véi muc tiéu dai han 13
thip nhat va ting tir gan 30% (2021) 1én 50% (2023) sé6 DN duoc khao sat c6 hoach dinh
muc tiéu dai han. Thyc té, qua phong van DN cho thiy cac DN 16n c6 xu huéng hoach dinh
ngén han két hop véi tam nhin chién luge dai han nhu DPién May Xanh, Pico, HC v.v. déu
mong mudn dat duoc cic muc tidu trong nam dé ra va cac muc tiéu dai han tré thanh nha
ban 1¢ hang dau khu vuc va tai Viét Nam vé dién may.

Vé phuong phap hoach dinh (Hinh 2.7), qua khao sat, cic DN cha yéu sir dung
phuong phap KPI — ttic 13 sir dung bd chi s6 do ludng va danh gia hiéu qua dé 1ap ké hoach
muc tiéu la chu yéu, moét sb it cac DN co thé sir dung céc phuong phép nhu “OKR” hodc
“SMART” thiét 1ap cac muc ti€u chién luoc.

V& hoach dinh muc tiéu cu thé ctia DN: qua khdo sat cac NQT cho biét, hau hét 90%
cac DN déu dit cac muc tiéu KPI cu thé (ndm 2021, 2022) nhu cac KPI vé doanh sb, chi phi,
loi nhuan, vén, sd luong diém ban md méi, doanh thu BLDT, v.v) va ty 1€ nay tang 1én tuyét
dbi 100% vao nam 2023 cho théy cac DN nhan thie rat 13 rang vé loi ich cua viée thiét lap
cac KPI cu thé (Phy lyc 12).

Két qua khao sat cho thay ty 1& dat muc tiéu riéng cho BLDT cua cac DN la thap
khoang 33% vao nam 2021, sau d6 tang lén 50% DN vao nam 2022 va 80% vao nam 2023.
Ty 18 nay cho thiy ban dau s6 lwong cac DN quan tim dén muc tiéu nay con kha thip va sau
d6 nhén thic duge tim quan trong cua BLDT nén da dat muc ticu nhiéu hon cho cac kénh
BLDT. Piéu nay phan anh xu hudng quén tri dua trén muc tiéu rat rd rang ctia cic DNTM
chuyén kinh doanh HDM.
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Cac DNTM quy mo 16n thiét 1ap cac muc ti€u dai han va cac chi titu BLDT quan
trong nhu doanh thu, lgi nhuén, chi phi, sO luong KH va nhiéu chi tiéu KPI khac trong cac
bd phan phong ban cua DN; trong khi d6 cac DN c6 quy mo vira va nho c6 cach hoach dinh
muc ti€u don gian va linh hoat hon. Ho tap trung vao cac muc tiéu ng?in han nhu tang lugng
don hang truc tuyén, duy tri loi nhuan va déy manh cac SP ban chay hodc c6 lgi thé canh
tranh. V& dai han, ho hudng dén ting trudng doanh s, md rong thi trudng hodc xay dung
thém kho hang va diém ban. Tuy nhién, phuong phép hoach dinh ctia nhom nay chu yéu dua
trén kinh nghiém va quan sat thi truong, it st dung cong cu phan tich chuyén sau. Du c6 tinh
linh hoat cao, viéc thiéu dit liéu va phuong phép phan tich khoa hoc khién cac muc tiéu
thuong thiéu chinh xé4c hodc khé dat duoc.

Tht nhét, muc tiéu vé doanh thu va loi nhuén can duoc thiét 1ap thong qua cac chi )
nhu tdng trudng doanh s6 BLDT (vi du: tang 15-20%/nam) hodc cai thién bién lgi nhuan
gop thong qua t6i wu héa chi phi van hanh. Thir hai, cic muyc tiéu lién quan dén thi phan va
KH ciing can duoc chi trong, chiang han md rong co s& KH tiém ning, nang cao ty 1& giir
chan KH hoac gia tang gia tri vong doi KH. Thir ba, vi¢c cai thién trai nghiém KH dién tir 1a
mdt nhom muc tiéu khong thé bo qua. Thu tu, muyc ti€u vé marketing va thuong hiéu can
hudng t6i viée ting d6 nhan dién thuong hiéu thong qua quang cdo truc tuyén, t6i wu hoa
SEO hoic xay dung cong dong KH trung thanh thong qua cic chwong trinh khuyén mai va
tich diém

V& hoach dinh muc tiéu chi phi cho hoat dong BLDT: Pé dam bao tinh hiéu qua va bén
vitng cho cac hoat dong BLDT cua DNTM chuyén kinh doanh HPM, viéc hoach dinh muc
tiéu chi phi dong vai trd then chét. Hoach dinh chi phi khong chi gitp tdi vu héa ngudn lyc ma
con tao didu kién dé DN duy tri loi thé canh tranh trong BLDT ngdy cang phat trién. Viéc
hoach dinh muyc ti€u chi phi can g'fm lién véi chién luoc téng thé dé dam bao tinh hiéu qua va
kha thi. Hoach dinh muc ti€u chi phi 1a qua trinh xac dinh va phan bd ngan sach cho céc hoat
dong cu thé nham dat dugc muc tiéu chién luge caa cic DNTM chuyén kinh doanh HPM. Chi
phi c6 thé bao gdm céac khoan dau trr vao cong nghé, van hanh, giam gid, khuyén mai, xtc tién
ban, nhan su va dich vu KH.

V& muc tiéu hoach dinh muc do hai long cua KH: Qua nghién ctu ndi dung 30
website TMDT (Phu luc 1) ctia cic DNTM chuyén doanh HPM cho thdy cac DN 1én
thuong cong khai cac danh gia, v kién phan hdi ctia KH trén website thong qua tinh ning
“binh luan, gt y kién, danh gia...” cho phép KH danh gia vé SP, gia ban, chat luong dich
vu, thoi gian giao hang, 1ap dit va stra chita v.v c6 s6 lugng phan héi tich cue cao. Diéu nay
cho théiy cac DN 16n c6 xu hudng hoach dinh mure d6 hai long ciia KH cao hon do dinh vi
thuong hiéu cao va dan dau thi truong (30% DN). Mt khac, trén website co dy dii thong tin
dé tao 1ong tin nhdm ting mirc d6 hai 1ong ciia KH d4 mua sam. Trong khi do, cac DN quy
md vira va nho thuong khong sir dung tinh ning niy va khong dat ra cac muyc tiéu cu thé cho
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murc do hai long cua KH.

V& hoach dinh muc tiéu phat trién noi dung cho cac nén tang BLDT va truyén thong
truc tuyén: Qua khao sat DN, ¢6 73,3% sd DN c6 hoach dinh muc tiéu vé phat trién noi dung
cho cac nén tang BLDT nhung chi ¢ 50% s6 DN ¢ xay dung cac lich trinh phat trién noi
dung. Thém nira, nghién ctru ndi dung 30 website TMBT ciia cac DN va mét s6 kénh
Fanpage, kénh Tiktok, tdc gid nhan théy c4c DNTM 16n thé hién su vuot trdi trong mirc do
hién di¢n trén MXH nhu Facebook, TikTok, Zalo, thong qua ndi dung sang tao, tang s luot
thich, Iurot xem hoac luot chuyén ddi trén cac nén tang BLDT, chién lugc bai ban va dau tu
cong cu hd tro hién dai nhu cac phén mém lam hinh anh, 1am video, chatbot, AL. Ho tin
dung hiéu qua cic kénh nay dé ting twong tac, thiic ddy doanh s6 va xay dung thuong hiéu.
Nguoc lai, DNTM vira va nho tép trung cht yéu vao Facebook va Zalo v6i ndi dung don
gian, thiéu sang tao va han ché vé nguén luc dan dén hiéu qua thép hon. Su chénh 1éch con
thé hién & mic do twong tac voi KH khi cac DNTM 16n duy tri doi ngii quan ly MXH
chuyén nghi¢p, trong khi nhom con lai gap kho khan trong viéc duy tri twong tac lién tuc
(Phu luc 13). Mot s6 muc tiéu can cu thé ma DN c6 thé ban hanh va gén lién v6i chién lugc
tong thé nhu ting luot truy cap website, tang luot thich cho Fanpage, v.v...

V& hoach dinh muc tiéu tan suét cap nhat thong tin: Pay 1a mét muc ti€u nho, thong
thuong cac DN rat it khi dua vao hoach dinh ma thuong duogc cac bo phéan thyc thi thyce hién
theo yéu cdu ciia cp trén hodc phong ban chirc nang. Qua nghién ctru ndi dung website va
fanpage ctia cac DN chuyén doanh HPM théy rang tan suét cap nhat ciia cac DN 16n trung
binh hang ngay va hang gio v6i 2-5 bai ding moi ngdy trén timg kénh BLDT. Viéc nay
thuong duoc giao khoan nhu mot phan khéi luong cong viée hang ngay cta cac bd phan
marketing dién tir hodc bd phan BLDT. Trong khi do, cac DN vira va nho hon ¢6 tan suét
cap nhat khong déu, co thé 1a hang ngay hodc vai ngiy mot lan dang bai trén website hodc
fanpage. Piéu nay cho thdy tan suat cap nhét thong tin khong chi phan anh quy mé va ning
luc 6 chirc ma con anh hudng truc tiép dén murc d6 hién dién truc tuyén va kha nang tiép
can KH ctua DN (Phu luc 14).

Danh gia tong thé vé mirc do quan trong ctia hoach dinh myc tiéu trong BLDT ddi
v6i cac DNTM bang phan mém Microsoft Excel 2019 thong qua két qua khao sat, chi
sd diém trung binh dat 3,8/5 diém, gia tri thdp nhét 14 2 - khong quan trong, gia tri cao
nhat 13 5- rit quan trong, cho thidy cac DNTM c6 nhan thirc dugce tam quan trong cla
viéc hoach dinh muc ti€u & muc ti€ém can “quan trong” - 4 diém. Vi gia tri thép nhét 1a
2, cao nhat 1a 5 cho théy co su khac biét gitra cic nhom DNTM duoc khao sat cho théy
¢6 DN danh gia rat quan trong, c6 DN danh gia binh thudng hodc khong quan trong.
2.2.1.3. Thuc trang hoach dinh thi truong muc tiéu trong ban lé dién twr

Két qua qua khao sat DN cho théy 30% DN c6 thuc hién hoach dinh thi truong muc
tiéu BLDT hang dién may (nim 2021) sau d6 ting 1én 50% (2022) va 73,3% (2023). Diéu
nay cho thay ty 18 ndy ting dan qua cac nim dong nghia véi viée cac DNTM dénh gid cao va
nhén thirc sau sic hon vé viéc can phai hoach dinh thi truong muyc ti€u trong BLDT mot
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cach manh m¢ va ro rang. Qua nghién ctru ndi dung website, MXH ctia cac DNTM chuyén
kinh doanh HDM nhan théy cac DN thuong hoach dinh thi truong muc ti€u theo mét s6 tiéu
chi nhu sau: Khu vuc dia 1y, nhan khau hoc, thu nhdp, gia ban SP HPM, nhu cau mua hang
v.v. Theo két qua phong van cac NQT cho thiy cac DNTM 16n thudng hudng dén tap KH trung
cap va cao cAp, chii yéu & cc thanh phd 16n va khu vire d6 thi phat trién. Cac DN 16n nhu Dién
May Xanh, Pico, HC hoic Media Mart thuong tap trung vao nhom KH c¢6 thu nhap cao, san
sang chi tra cho cac SP cong nghé tién tién, thuong hiéu qudc té (Samsung, Sony, LG v.v.). Theo
Kotler va Keller (2021), phan khuc cao cip thuong duge xac dinh dya trén kha ning chi tra va
nhu clu vé cht lugng, dich vu hau mai. Ho dya vao bédo cdo thi truong va thong tin nhan khau
hoc, s& thich dé x4c dinh thi truong muyc tiéu. Sy d4u tur manh mé vao cong ngh¢ va phan tich dir
liéu, nhu dit liéu 16n va AL cho phép ho tity chinh chién dich tiép thi lai va nhiam chon lai KH
muc tiéu mot cach hi¢u qua. Chién lugc tiép can cta cac DN lon thuong la ﬁép thi da kénh, két
hop ca hinh thire truyén thong va truc tuyén dong thoi mé rong chudi ctra hang dé gia tang hién
dién va nhanh chong phuc vu KH muc tiéu.
Bang 2.7: Két qua khao sat hoach dinh thi trwong muc tiéu theo phan khiic HDM
Tai cac DNTM trén dia ban Ha N¢i

Hoach dinh thi truong muc ti€u theo phan khic Nam Nam Nam
HPM 2021 2022 2023
Cao cip 27% 23% 20%

Trung cép 20% 30% 37%

Gia ré 53% 47% 43%

Nguon: Két qua xir Iy diF liéu khdo sit DN

Nguoc lai, DN vira va nho tap trung vao KH phé thong, dac bi¢t 1a nhiing nhém KH
nhay cam vé gia. Ho chu yéu hoat dong ban 1é truyén thong trong cac khu vuc nong thon,
ngoai thanh va BLDT ciing tiép c4n thi trudng muc tiéu ndy. Cac DN nay thuong tan dung
cac cong cu truc tuyén mién phi nhu Facebook, Tiktok, ding bai trén cac hdi nhom dé
quang ba SP véi chi phi thap. Mic du linh hoat va dé& thich tmg véi thay ddi cua thi trudng
nhung cling d6i mat véi nhidu thach thire nhu kho khin trong viéc xay dung uy tin thuong
hi¢u va quy mo hoat dong han ché (Phu lyc 15).
2.2.1.4. Thuc trang hoach dinh chién luoc SP trong quan tri ban lé dién twr

Két qua khao sat DNTM (Hinh 2.8) cho théy DN da y thtrc duoc viée lap ké hoach cho
chién lugc SP, diéu nay duogc thé hién qua muc do cac DN tham gia hoach dinh chién luoc
SP tir 70% c6 1ap ké hoach (2021), ting 1én 80% (2022) va 100% (2023). Két qua nay phan
anh viéc 1ap ké hoach SP hang dién may c6 anh hudng rat 16n dén hiéu qua quan tri BLDT
ndi riéng va ban 1é ndi chung ctia DN.
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Hinh 2.8: Két qua khio sat hoach dinh chién Iwgc sian phim va san pham danh riéng
cho BLDT hang dién may ciia DNTM trén dia ban Ha Noi
Nguon: Két qua xir Iy dit liéu khdo sit DN

V& hoach dinh SP danh riéng cho cac kénh BLDT tai caic DNTM chuyén kinh doanh
HDM, ban dau cac DN déu khong hoach dinh chién lugc SP danh riéng cho BLDT, chi co6
20% nhom DN 16n ¢6 hoach dinh riéng, sau d6 ty 1¢ nay da tang 1én 40%, 70% qua cic nam
2022 va 2023. Diéu nay cho thay trudc ddy nhiéu DN chua coi trong viéc can phai co chién
lugc SP danh riéng cho BLDT dé t6i uu hoa duge cac muc tiéu quan tri. Sau nay thong qua
doanh thu BLDT hang nim déu ting cao nén cac DN d tap trung chién lugc SP hang dién
may nhiéu hon va lién tuc ting qua cac nam.

Két qua khao sat NQT doanh nghiép c6 thé thay s6 DNTM theo dudi chién luoc da
dang hoa v6i nhiéu SP va quy mo 16n thap hon so véi cac DN theo dudi chién luoc tap trung
hoa véi it SP va quy moé nho hon. Xu huéng nay dugc dinh hinh trong nhiéu niam khéng
thay d6i. Piéu nay phan anh chién lugc hoach dinh cta cac DNTM chuyén kinh doanh
HDM ciing phu thudc vao quy mo ctia DN va thi truong muc tiéu.

Qua nghién ctru ndi dung 30 website TMPT cta cic DNTM chuyén kinh doanh
nganh HDM (Phu lyc 1) thdy cac DNTM quy mé 16n thuong c¢6 s6 lugng HPM rat 16n va
cac DNTM quy mo vura va nhé co $0 luong HPM it hon héan. Pic biét, cic DNTM déu nhan
thay tAm quan trong vé viéc hoach dinh chién luoc SP cho BLDT quyét dinh rat 16n dén két
qud doanh thu ban 1¢ n6i chung va doanh thu BLDT n6i riéng. V&i nhom cac DN quy mo
16n c6 chién luoc da dang hoa SP, chién lugc d6i méi SP linh hoat, do luong két qua ban 1é
truc tuyén cta timg dong SP, nhom nganh SP dé quyét dinh lua chon va diy manh SP. Cu
thé nhu Pién May Xanh véi s6 lugng hon 30.000 miat hang va HC véi s6 lugng hon 20.000
mat hang trén website. Vi cac nhom DN quy mo vira va nho thi viée hoach dinh chién luoc
SP “tap trung hoa” thay vi “da dang hoa”. Do dac thu cac nhém DN nay kha nang tai chinh,
nhén sy, kénh phan phdi dién tir ciing kém hon va khong c6 loi thé vé kénh phan phéi truyén
thong so véi nhém DN quy mé 16n nén ho theo dudi chién luoc “tap trung héa” cho cac SP
duoc ban. Ho s& chon lua sb it cac SP, s6 it cac nhan hang ban t6t va phan khuc gia ré hon dé
BLDT va tao loi thé canh tranh cho minh.

Khao sat danh gid mac do quan trong ctuia hoach dinh chién lugc SP ddi voi DN,
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két qua phan tich Excel v6i mirc diém trung binh 4,2/5, gi4 tri nho nhét 13 2, gia tri 16n nhat
1a 5, cho thdy su dong thuin cao ctia cic DNTM vé tim quan trong ctia viéc hoach dinh
chién lugc SP danh cho BLDT tai cic DNTM chuyén kinh doanh HPM. Két qua nay phan
anh xu hudng cac DNTM nhan thic dugc viéc lya chon san phém HDM phu hop véi thi
truong muc tiéu, KH muc ti€u va kénh ban di¢n tr s€ cho ra két qua t6t nhat cho cac DNTM

ban 1¢ dién tr HDM.

Theo théng ké wdc tinh sd Irong SP HPM ban ra trén toan qudc qua cac nam (2021-

2023) theo bang thong ké dudi day:

Bang 2.8. Thong ké wére tinh s6 lrgng cac san phAm HPM ban ra trén toan quoc

qua cac nam

(DVT: Triéu chiéc)

Miit hang Nim 2021 Nim 2022 Nim 2023 Nim 2024
Tivi 1,2 1,5 1,65 1,78
May lanh 1,0 1,2 1,44 1,55
May giat 1,5 1,8 2,0 2,15
Ta lanh 1,2 1,3 1,43 1,52
Méy xay sinh t6 0,7 0,8 1,0 1,08
May pha ca phé 0,2 0,26 0,3 0,35
May hut bui 0,5 0,6 0,7 0,78
Bép dién tir 0,3 0,35 0,4 0,45
Gia dung thong minh 0,2 0,25 0,32 0,4

Nguon: Céng ty NCTT Metric (2024, 2025)
Bang thdng ké s6 lugng SP ban ra qua cac nam cho thiy xu hudng tiéu ding lién tuc

gia ting qua cac nam. Vi vdy, cic DNTM chuyén doanh HPM c6 thé cin cir thém vao cac
bo céo nghién ctru thi trudng nay dé hoach dinh chién luoc SP HPM.
Ngoai ra, vi¢c mua hang truc tuyén dugc danh gié cao, cu thé thong qua két qua khao

sat KH theo bang duoi day:

Bang 2.9. Két qua khao sat y kién KH vé sy da dang ciia cac loai

SP hang dién may khi mua hang truc tuyén

Céu hoi khio st 111'161}5; Kh2<§ng Trihg 4 Dong | 5: Rat
dongy | dongy lap Y dong y
SP duoc phan loai rd rang, dé tim kiém 0 0 14% 50% 36%
Da dang vé mau mi, chung loai, dap img nhu cau cua KH 0 0 0 72% 28
Pa dang vé nhiéu murc gia phi hop v6i nhu cau cia KH 0 0 12% 58% 30%
Dé dang so sanh SP tir cac thuong hiéu khac nhau 0 7% 14% 50% 29%
Danh muc SP BLDT ctia DN da dang hon & cura hang 0 0 20% 58% 22%
Céc kénh BLDT ludn san ¢6 SP KH can 0 7% 7% 64% 22%

Nguon: Két qua xir 1y diF liéu khdo sat KH
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Két qua khao sat cho thdy phan 16n ngudi tham gia danh gia cao sy phan loai SP
1d rang va dé dang tim kiém, voi 86% dong ¥ hodc rat dong y. Vé mat da dang mau ma
va muc gia, c6 dén 72% danh gia cao sy da dang ctiia SP va 58% dong ¥ rang c6 nhiéu
murc gia phit hop véi nhu cdu KH. Tuy nhién, khi so sanh cac SP giita cac thuong hiéu
khac nhau, 79% nguoi tham gia cho rang viéc so sanh kha dé dang. DPbi v6i cac danh
muc SP ctia DN, 80% nguoi khao sat dong y rang cc san pham BLDT tai cira hang khé da
dang nhung chi 64% khang dinh cac kénh BLDT luén c6 san SP can thiét cho KH. Dix liu
cho thay xu huéng KH uu tién su da dang va dé dang tiép can SP. Két qua khao sat nhan
manh rﬁng KH c6 thai d6 tich cuc ddi véi hau hét cac khia canh trong chién lugc SP ban 1é
dién tir cia DN. Piéu nay cho théy hoach dinh chién luge SP danh cho BLDT va kénh
phan phéi thé hién xu huéng BLDT ngay cang cao ctia cac DNTM va c6 két qua tot.
2.2.1.5. Thuc trang hoach dinh chién lwoc gia ban trong ban le dién tu

Trong bdi canh thi truong ban 1 HPM ngay cang canh tranh va thi truong bio hoa
viéc hoach dinh chién lugc gia ban 1é dong vai trd quan trong trong viée xac dinh vi thé va
hiéu qua kinh doanh cua DN.

Két qua khao sat cac DNTM vé su khac biét trong chién luge gia ban giita cac
ctra hang truyén théng va ban hang dién may truc tuyén (Phu luc 9) cho thiy, tir nim
2021 dén 2022, 70% DN khong phan biét gia giita hai kénh ban, con sd ndy giam con
60% vao nam 2023, trong khi 40% DN xéac nhan c6 su khac biét. Didu nay cho thay
phan 16n DN 4p dung mtc gia chung cho ca hai kénh ma chua ti wu gia ban cho kénh
ban hang dién tir. Khoang 30-40% DN cho biét su khéac biét vé gia chu yéu xuat phat tir
chién lugc SP va chuong trinh xic tién ban khac nhau.

Tiép tuc di sau vao phan tich, cac NQT cho biét cac DNTM chu yéu dinh gia BLDT
dwa trén cac yéu t6 nhu chi phi, thwong hiéu, loi nhuén va phan khic KH. Vé xu huéng, cac
DN van dua trén céc yéu t6 nay dé dinh gia BLDT, trong d6 dinh gia dua trén thuong hiéu
¢6 bién dong manh nhit va thap nhat. Piéu nay cho thay hau hét cac DN lira chon yéu t6 chi
phi, 191 nhuan va phan khtiic KH quan trong hon so véi dinh vi thuong hi¢u dé dinh gia ban
SP HPM trong BLDT.

100%

Chi phi Thwong hiéu  Lginhuan Phan khuc
khdach hang

m 2021 2022 2023
Hinh 2.9: Két qua khio sat hoach dinh gia BLPT hang dién may tai cic DNTM trén
dia ban Ha Noi
Nguon: Két qua xir Iy dit liu khdo sit DN
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Qua khao sat ndi dung 30 website va MXH ctia cac DN c6 thé thay chién lugc dinh gia
gitta DN 16n va DN vira, nho trong nganh ban 1¢ dién may thé hién sy khac biét rd rét vé
mirc d6 hoach dinh, phuong phap ap dung va tac dong dén thi truong. DN 16n nhu Pién
May Xanh, HC, Nguyén Kim, Pico v.v thuong hoach dinh chién luoc gia bai ban, dya trén
phan tich thi truong va dinh vi thuong hiéu. Gia ban 1€ cua cac DN nay thuong cao hon 5-
10% so véi thi truong phan anh chi phi dau tu vao thuong hiéu, dich vu hau mai va co so vat
chat. Ho ap dung da dang cac hinh thire dinh gia, tir cong thém chi phi, dinh gi4 theo tim 1y,
dén dinh gia theo phan khiuc KH, nham duy tri vi thé canh tranh va long trung thanh ciia
NTD. Ngugc lai, DN vira va nho tip trung vao chién lugc gia thip dé thu hit KH nhay cam
vé gia. Ho cit giam chi phi van hanh va 4p dung dinh gia canh tranh thuong thip hon thi
truong. Tuy nhién, viéc phu thudc qua nhiéu véao gia ré khién 1gi nhuan bién théip han ché
kha ning xay dung thuong hiéu lau dai. Cac chuong trinh khuyén mai ciing it da dang va
kém ndi bt hon so v6i DN 16n. Nhu vay, su khac biét trong chién luoc dinh gia phan anh rd
rang vi thé, ngudn luc va muc tiéu kinh doanh ctia hai nhém DN (Phu luc 10).

Danh gi4 vé mtc do quan trong cta chién luge gia ban trong BLDT d6i véi DNTM
chuyén kinh doanh hang dién méay bang phin mém Excel, cho két qua gia tri trung binh dat
4,2 diém voi thang do Likert 5 mirc do; gid tri nho nhat 14 3- quan trong, gid tri 16n nhat 1a 5-
rat quan trong. Chi sb ndy cho thdy rang hau hét cac DNTM déu danh gié rat cao vé muc do
quan trong ctia chién lugc gia ban va nhan thire rang gia ban c6 vai trd quan trong trong viéc
hoach dinh chién lwoc BLDT. Gi4 tri nho nhat 1a 3 va 16n nhét 13 5 cho thiy cac DNTM c6
sy dong déu va thong nhat vé chién luoc gia trong BLDT hang dién may 1a coi trong chién
lugc nay.

Két qua khao sat KH vé gia ca ctia HPM khi mua hang truc tuyén nhu bang dudi day:

Bang 2.10: Két qua khao sat KH vé gia ca HPM khi mua hang truc tuyén

. 2: 3: .
e 1: Rat khong A 4: 5: Rat
Cau hoi khao sat < Khong | Trung N .
dong y . A bongy | dongy
dongy | lap
SP HPM mua tryc tuyén ré hon
L 0 0 0 64% 36%
mua tai clra hang
Da dang v€ nhiéu muc gia phu
B} L 0 0 12% 58% 30%
hop véi nhu cau cia KH

Nguon: Két qua xr Iy dix lidu khdo sit KH

KH hoan toan déng thuan voi nhan dinh rﬁng SP mua truc tuyén ré hon so v&i mua tai

ctra hang. Diéu nay cho thiy cac DNTM chuyén kinh doanh HPM da thyc hién t6t chién
lugc dinh gid kénh ban hang truc tuyén, tao raloi thé canh tranh so vé1 kénh ban hang truyén
théng. Tir d6, c6 thé két luan chién lugc gia truc tuyén cia DNTM dang duge KH danh gia
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cao va 1a mot yéu t6 thu hut KH tiém ning.
2.2.1.6. Thyc trang hoach dinh chién lwoc kénh phan phéi dién tw

Theo béo cao clia Metric (2024) vé HPM tai Viét Nam va béo cdo thuong nién cta
Cong ty CP dau tu Thé Gisi Di Pong thi ty 16 BLDT ctia HDM udc tinh trung binh khoang
20% cho toan nganh. V& kénh phéan phdi dién i, theo két qua khao sat DN chuyén doanh
HPM cho thay 100% déu c6 chién lugc sir dung kénh phan phdi dién tir nhu website, MXH,
san TMDT dé gop phan tiang doanh thu, hd tro cho cira hang vat 1y, hd tro cho KH thuan tién
hon trong viéc tim kiém thong tin vé SP va thuc hién chién luoc phan phdi hdn hop nham
khai thac va t&i uu loi thé cia cac kénh ban 1¢ truyén thong va kénh BLDT déi véi cac DN
¢6 chudi cira hang ban 1&. 100% cac DN dugc héi déu cho biét c6 sir dung it nhat mét dich
vu MXH & tiép can KH, chay quang cdo ban hang hodc tu van KH dién tir. Tuy nhién, chi
76,7% DN co6 tham gia ban 1¢ dién tir trén san TMDT. Thép nhét 14 s6 lugng cac DN co6 ung
dung di dong, chi c¢6 16,7% DN c6 tng dung di dong.

100% 100% 100%
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Co Website ~ CoOMXH €6 sin TMDT C6 tmg dung di C6 hoach dinh
dong  chién luge BL
DT tong thé
Hinh 2.10: Két qua khao sat vé hoach dinh chién lugc kénh phéan phdi san phdm HDM
tai cic DNTM trén dia ban Ha Noi
Nguon: Két qua xir I dit liu khdo sit DN

Vé hoach dinh chién lugc tong thé: theo két qua khao sat DN cho thay chi c6 20% s6
DN quy mé 16n c6 chién luoc tong thé va tich hop, ddng bd hoa cac kénh phan phéi dién ti,
80% DN vira va nho khong co chién luge kénh phéan phéi tong thé ma chi 1ap cac ké hoach
don 1¢ cho mot s6 kénh don 1¢. Tuy nhién, 86,7% DN déu cho rang doanh s BLDT qua cac
nam 2021-2023 gan day lién tuc tang cho thay vai trd quan trong ctia cac kénh BLDT.

Mt khéc, két qua phan tich bang Microsoft Excel 2019 cho thiy chién luoc kénh
phan phdi dién tir tich hop dat mtc diém trung binh 3,8/5, cho thiy xu hudéng danh gia
tich cuc tir phia cac DNTM. Véi thang do tir 1 (rat khong quan trong) dén 5 (rat quan
trong), gia tri toi thiéu 1 2 va tdi da 1a 5 thé hién sy bién thién trong nhan dinh cua cac
DNTM nhung khéng c6 truong hop nio danh gia & mirc "rat khong quan trong". Diém
trung binh 3,8 nghiéng vé mirc hiéu qua cao, phan anh rang da s6 DNTM ghi nhén tinh
kha thi va loi ich ciia viéc 4p dung chién lugc nay trong hoat dong BLDT. Tuy nhién,
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khoang cach giira gia tri ti thiéu va gia tri toi da (3 diém) ciing chi ra sy khac biét dang
ké trong trai nghiém thyc té giita cic DNTM quy mé 16n va quy mo nho, goi y rang
can xem xét thém céc yéu té noi tai va moi truong dé toi wu hoa hiéu qua trién khai.

Céc DN 16n nhu Dién May Xanh, Nguyén Kim, HC va Media Mart v.v da xay dung
chién Iugc kénh phan phéi dién tir rd rang pht hop v6i muc tiéu kinh doanh va dic diém thi
truong. Chién luge ndy tip trung vao viée tich hop cac kénh BLDT vdi hé thong chudi ctra
hang vat 1y tao ra mo hinh ban 1¢ da kénh dé mang dén trai nghiém mua sam tién loi va linh
hoat cho KH. Ngugc lai, dbi voi cac DN vira va nho chuyén BLDT truc myén thi doanh thu
chinh ctia DN lai dén tir cac kénh BLDT va vai trd ctia cac kénh BLDT 14 vo cling quan trong.

1) Website TMDT ctuia DN

Nghién ctru ndi dung 30 website dai dién cac DNTM chuyén kinh doanh HPM trén
dia ban Ha Noi (Phy luc 1) cho thdy, tat ca cac DN déu c6 ké hoach 13 rang trong viéc xay
dung va phat trién website TMDT. Viéc s¢ hiru mot website TMDT véi cac tinh ning danh
cho BLDT d tro thanh yéu cau co ban d6i voi cac DNTM khi cac NQT nhan dinh rang day
khong chi 13 cong cu hd trg ban hang ma con 1a phuong tién dé xay dung uy tin v6i KH. Tuy
nhién, chét lwong va cong nghé ctia cac website TMPT cho thy su chénh léch déng ké giita
céac DN 16n va DN vira va nho. Cac DN 16n, nho loi thé vé ngué)n luc tai chinh va nhan su c6
kha ning dau tw manh mé& hon vao viéc phat trién website, dam bao tich hop cac tinh ning
hién dai va trai nghiém nguoi ding cao cap. Trong khi d6, cac DN vira va nho thudng chi
dau tr & mic co ban phu hop véi ning luc va quy md ciia minh. Nhu véy, du website
TMDT di tré thanh tiéu chuan phd bién dbi véi cac DNTM kinh doanh HPM, muc d6 dau
tur va chét luong clia cac nén tang nay van chiu tac dong 16n tir quy mo, tiém lyc tai chinh va
trinh do nhan sy cua timg DN.

Nhiéu DN 16n nhu Dién May Xanh, Nguyén Kim va Media Mart d xay dung cac
website hién dai, dé sir dung va ti wu hoa hoat dong trén ca may tinh va cac thiét bi di dong.
Hé théng danh muc SP trén cac website nay dugc sép Xép khoa hoc, d& tim kiém va thao tac
nhanh chong, hi¢u qua cho NTD. Déng thoi, cac DN 16n ludn duy tri vi€c cap nhat ndi dung
mot cach lién tyc, theo thoi gian thuc va xu huéng mua vu. Cac ndi dung niy bao gom thong
tin chi tiét vé SP, bai viét tu viAn mua sam, chuong trinh khuyén mai giap NTD dé dang tim
kiém SP, so sanh gia ca va tham khao danh gia trudc khi mua hang. Nguoc lai, cac DN quy
mo vira va nho thuong han ché vé nguén luc tai chinh, nang luc quan tri BLDT va trinh do
nhén sy. Diéu nay dan dén tinh trang cic website cia nhom DN vira va nho thuong kém
chuyén nghiép hon, it dwoc dau tu vé giao dién va tinh ning.

Nhu véy, su khac biét trong kha ning dau tu va quan tri website TMDT giita cac DN
quy mé 16n va nho khong chi phan anh nang luc ndi tai ma con anh huong dang ké dén murc
do tiép can KH va nang lyc canh tranh ctia cac DN trén thi truong.
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ii) Cac nén tang san TMDT

Céc nén tang san TMDT cua bén thir ba bao gém cac san TMPT phd bién trong
nude cy thé 1a Shopee, Lazada, Tiki va TikTok Shop, v.v...Theo Metric (2024), nganh
hang dién tir va dién gia dung l1a mét trong nhitng nhom nganh ban chay nhat trén
Shopee va Lazada chiém 25% téng doanh sb toan nganh TMPT vao nim 2024. Dién
hinh, cic SP nhu diéu hoa, may giat, ti lanh va thiét bi nha bép c6 lugng don hang tang
tir 20-30% trong cac dip khuyén mai. S6 liéu nay phan anh xu huéng BLDT dang rat
manh trén cac san TMDT trong nganh HDM. Tur d6 dat ra yéu ciu quan trji BLDT di
v6i kénh phan phdi dién tr c6 hiéu qua tai cac DNTM chuyén kinh doanh HPM trén
dia ban Ha Noi.

Doanh sé (ty ddng) va sén lugng (nghin sén phédm) Doanh sé (ty déng) va sén lugng (nghin sén phdm)
theo Quy nam 2023 va 9 thang dau nam 2024 cda timg nhém hang Quy 3/2024 va so véi cang ky 2023
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Hinh 2.11: Doanh s6 ban hang va san lwong san pham theo quy nim 2023 va 9 thang
dau nim 2024 trén 4 san TMDT 16m 1a Shopee, Lazada, Tiki va Tiktok Shop
Nguon: Cong ty nghién ciru thi truong Metric (2024)

Trong bdi canh chuyén dbi s6 va su phat trién manh mé cua thuong mai dién tir, cac
DNTM quy mé 1én nhu Nguyén Kim, Dién May Xanh, HC va MediaMart v.v da tich cuc
tham gia vao cac san TMBT phd bién nhu Shopee, Lazada, Tiktok Shop dé m¢ rong pham
vi tiép can KH. Cac DNTM c¢6 gian hang trén san TMDT ciing da tan dung hiéu qua cac
cong cu quang cao va khuyén méi trén san bao gdm giam gié flash sale, ma voucher va mién
phi van chuyén. Qua khao sat ¥ kién KH cho thdy, KH wu tién mua sdm cac SP HPM théng
qua san TMDT nho tinh tién loi, kha nang so sanh gia ca va da dang lya chon.

Tuy nhién, viéc hoach dinh kénh phan phdi qua san TMDT van ton tai mot s6 han ché
dang ké. Trude hét, cac DNTM phai d6i mit v6i mure phi hoa hdng cao, dao dong tir 10-25%
tiy thudc vao san va nganh hang cu thé, diéu ndy anh huong khong nho dén bién loi nhuan.
Déng thoti, vi¢e phu thude vao thuat toan hién thi cta cac san khién DN kho kiém soat luu
lwong truy cdp va don hang lam giam tinh chu dong trong chién lugc BLDT. Bén canh do,
su gia tang s6 lugng DN va ngudi ban hang ca nhan tham gia san TMPT dan dén canh tranh
gay gat vé gia ca va chi phi marketing. Ngoai ra, dich vu hau mai khi ban hang qua san
TMBPT van chua thyc su hiéu qua.
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iii) Cac kénh MXH phd bién

Theo béo céo cua Hi¢p hdi Thuong mai Dién tir Viét Nam (2023), khoang 60% DN ban
1¢ tai Ha N6i st dung MXH lam cong cu ban hang va marketing chinh, trong d6 Facebook
chiém ty trong 16n nhat véi 85% luot twong tac tir ngudi ding, tiép theo 1a Zalo va TikTok.
Mbt nghién ciru cia We Are Social (2023) ciing chi ra rang c6 hon 70 triéu ngudi ding mang
xa hoi tai Viét Nam, trong d6 40% thuong xuyén tim kiém thong tin vé SP trén cac nén tang
nay. Diéu nay cho thay tiém ning to 16n ctia MXH trong viéc tiép can KH muyc tiéu.

Cac DNTM chuyén kinh doanh HPDM dac biét 1a nhom cac DN quy mo 16n da tan
dung hiéu qua MXH dé xdy dung thuong hiéu va thic dy doanh sb. Dién hinh 13 cac chién
dich quang céo trén Facebook va TikTok thudng két hop ndi dung sang tao, livestream ban
hang va tuong tac thoi gian thyuc véi KH.

Tuy nhién, viéc hoach dinh kénh phan phdi qua MXH van dbi mat v6i nhidu thach
thire. Trude hét, chi phi quang céo va chay chién dich trén mang xa hoi ngay cang ting,
dac biét 1a trén Facebook va Instagram. Ngoai ra, caic DNTM con gdp kho khan trong
viéc do luong hi€u qua cua chién dich mang xa hoi. Qua khao sat NQT cho biét chi
45% DNTM chuyén kinh doanh HPM tai Ha Noi c6 kha nang phan tich chinh x4c ROI
tir cac hoat dong marketing trén mang xa hoi, do thiéu cong cu phén tich chuyén sau va
nguén nhan lyc co6 k¥ nang. biéu nay dan dén viéc hoach dinh chién lugc chua thuc su
t6i wu va hiéu qua (Phu luc 7).

iv) Ung dung di dong

Két qua khao sat DN cho thy chi ¢6 16,7% DN c6 g dung di dong va nghién ctru
thyc té bang cach tim kiém cac tir khoa lién quan dén thuong hiéu cta cac DN chuyén doanh
HDM nhu “Dién May Xanh, HC, Pico, Media Mart, Bién May Ha Dong,..” va nhiing tir
khoa “dién may”, “ctra hang HPDM”. .. trén ing dung App Store danh cho dién thoai chay h¢
diéu hanh iOS va CH Play danh cho dién thoai chay hé diéu hanh Android. Piéu nay cho
thiy co rat it DN ¢6 ing dung chay trén di dong cia cac DN dién may. Cu thé nhu Dién May
Xanh khong c6 ing dung riéng ma ding chung trén ing dung cta cong ty me 1a “Thé Gidi
Di Pong”, Media Mart, Pico c6 tmg dung riéng, HC va Nguyén Kim, dién may Ha Dong va
hau hét cic DN khéac khong co tmg dung danh cho thiét bi di dong. Cac DN chuyén doanh
dién may quy mo vira va nhé hau nhu hoan toan khong c6 tmg dung di dong riéng ctia minh.

Mac du xu huong st dung ung dung trén dién thoai thong minh va thiét bi di dong
dang dan trd nén phd bién. Nhung vi sd luong nguoi mua st dung chua nhiéu, trong khi do
dau tu mot Gng dung di dong kha ton kém vé chi phi dau tw ban dau va chi phi van hanh.
Theo bao gia clia cong ty FPT thi cac tmg dung TMDT trén nén tang di dong thuong c6 chi
phi phét trién trung binh khoang khoang 200-500 triéu dong va phi duy tri khoang 10-20%
mdi ndm. Mit khac, website TMDT cta DN c6 thé thay thé nhu cau tim kiém va mua sam
cuia KH kha hi¢u qua. Cho nén vé mit hoach dinh, nhiéu DN chuyén doanh HPM cho biét
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¢6 ké hoach phat trién g dung di dong nhung c6 thé 1a ké hoach dai han trong twong lai 3-
5 ndm dé tang cudng kénh BLDT (Phuy luc 8).
2.2.1.7. Thuc trang hoach dinh cac chuong trinh xuc tién ban lé dién tir

Két qua théng ké mo ta dudi day cho thdy sy gia ting dang ké trong ty 18 hoach
dinh cac chuong trinh xtc tién BLDT qua ba ndm (2021-2023) & c4 ba linh vic: quang
cao dién tu, khuyén mai va giam gia cling nhu cham s6c KH va dich vu sau ban. Cy
thé, ty 1€ hoach dinh chuong trinh quang cdo dién tir tang tr 63,3% nam 2021 1én
83,3% nam 2023, trong khi con sd tuong tmg ddi véi khuyén mai va giam gia tir 60%
1én 86,7%, dbi v4i cham soc KH va dich vu sau ban tir 80% 1én 90%. Piéu nay phan
anh mot xu hudng rd rang vé viéc DN ngay cang cha trong hon dén viéc xay dung
chién luoc marketing toan dién nham t6i vu hoa hiéu qua kinh doanh.

Bang 2.11. Két qua khio sat hoach dinh cac chuwong trinh xic tién ban 1é dién tir

Hoach dinh chuong trinh Hoach dinh chuong Hoach dinh chuong
quang cao dién tr trinh khuyén mai va trinh cham soc KH &
Ty 1€ % giam gia dich vu sau ban
2021 2022 | 2023 | 2021 | 2022 | 2023 | 2021 | 2022 | 2023
63,3% | 70% | 83,3% | 60% | 73,3% | 86,7% | 80% | 83,3% | 90%

Nguon: Két qua xit Iy di liéu khdo sit DN

Xu hudng gia tang ndy c6 thé dugc 1y giai boi nhiéu yéu 6. Trudc hét, sy phat trién

manh mé ctia cong nghé s6 va TMDT di thiic ddy nhu cAu dau tu vao quang cao dién tir gitip

DNTM chuyén kinh doanh HPM c6 thé tiép can KH tiém ning mot cach nhanh chong va hiéu

qua hon. Thém nita sy canh tranh ngdy cang gay git trén thi trudng da budc cac DN phai st

dung cac chuong trinh khuyén mai va giam gia nhu mét cong cu quan trong dé thu hut KH

méi va gitr chan KH cii, ting ty 1¢ chdt don hang va ting doanh s6 BLDT. Cubi cling, sy gia

tang ty 1& hoach dinh chuwong trinh chim séc KH va dich vu sau ban cho thiy DN dang nhan

thire sdu sac hon vé tim quan trong ciia KH trong viéc xay dung 1ong trung thanh va duy tri loi
thé canh tranh 1au dai.

Nhin chung, két qua khao sat cho théy mot bie tranh tich cuc vé sy tién bd trong
hoach dinh xuc tién BLDT cta cac DNTM ddng thoi nhan manh vai tro ngdy cang quan
trong ctia cong nghé va BLDT trong ky nguyén sb hién nay.

Vé chuong trinh quang céo dién tir: Két qua phong vin DN cho thiy c6 hoach dinh
chuong trinh quéng cdo dién tir vi cac chién dich quang céo dién tir tic dong tich cuc dén
doanh s6 BLDT. Cac DN nhin chung danh gia tich cuc vé hiéu qua clia quang co tryc
tuyén. Di sau hon vao phong van cac NQT cho thiy cac DN 16n thudng c6 ké hoach quang
cao bai ban hon, ngan sach quang céo lon va ghi nhan hi¢u qua 10 rét, trong khi cdc DN nho

va vira thuong gip kho khin trong viéc toi wu hoa chi phi va hiéu qua quang céo.
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Qua nghién ctru ndi dung website, MXH cua cac DNTM chuyén kinh doanh HDM
cho thdy nhom cdc DNTM quy mé 16n chi ngan sach quang cdo gép nhiéu lan so véi cac
DNTM quy mé vira va nhé vi doanh s6 BLDT cuia cac DN 16n ¢6 thé 1én téi hang nghin ty
ddng. Cac DNTM ciing thuong lwa chon cac cong cu quang co truc tuyén tuong ty nhau va
déu 1a cac cong cu nbi tiéng nhu Facebook, Google, Youtube, Tiktok. Sy khac biét nam &
chd ndi dung quang céo, tan sudt quang co, ngan sach quang céo va phan tich chién dich
quang cdo cua cac bd phan phu trach.

Két qua khao sat KH vé cac chuong trinh quang céo dién tir cia cic DNTM chuyén
kinh doanh HDM nhu sau:

Bang 2.12: Két qua khao sat KH vé cac chwong trinh quang cio dién tir ciia cac
DNTM chuyén kinh doanh HPM trén dia ban Ha Noi

1: Rat 2: 3: \ P
A et a . . 4:Pbong | 5:Rat
Cau hoi khao sat khong | Khong | Trung . <
A A A y dong y
dongy | dongy 1ap
KH dé dang tim thdy SP HPM théng
. . ) o 0 0 30% 58% 12%
qua céc chuong trinh quang cao dién tir
NoOi dung quang céo dién tr cua cac
DNTM chuyén kinh doanh HDM thu 0 5% 20% 53% 22%
hat KH

Nguon: Két qua xr Iy div lidu khdo st KH

Két qua khao sat cho thdy phan 16n (70%) KH cam thay d& dang tim thdy SP HPM
thong qua cac chuong trinh quang céo dién tir. Diéu nay chimg to chién lugc quang cao da
dat duoc muc ti€u co ban Ia tang kha nang tiép can KH. Tuy nhién, ty 1€ 30% phan hoi
"Trung 1ap" goi ¥ rang mot bd phan KH van gip khé khan hodc chua thyc sy hai 1ong voi
mirc d6 hién thi ctia quang cao. DN can cai thién tinh ca nhan héa va ti wu héa quang cao
dé phu hop hon véi timg nhoém dbi twong.

Vé tinh hdp dan cta ndi dung quang céo dién tir: Noi dung quang cdo nhan duoc su
danh gia tich cuc tir da s6 KH (75% "Pong y" trd 1én), cho thiy cac chién dich quang céo da
thu hit s cha y va tao dugc 4n twong tot. Tuy nhién, ty 18 5% "Khong dong ¥" va 20%
"Trung 1ap" cho théy van con du dja dé cai thién tinh sang tao, doc dao va lién quan ctia noi
dung. Cac yéu t& nhu hinh anh, video, thong diép va céch thuc truyén tai can dugc dau tu
hon nita dé nang cao strc hut.

Két qua khao sat cho thiy hoach dinh céc chuong trinh quang cao dién tir cia DNTM
da dat duoc nhitng thanh cong nhét dinh, dic biét trong viéc tang kha nang tiép can SP va
thu hut sy chti y cia KH. Tuy nhién, dé t5i wu hoa hiéu qua, DN can tap trung vao vigc ca
nhan héa ndi dung, ning cao tinh sang tao va cai thién trai nghiém nguoi ding. Nhiing diéu
chinh nay s& giup quang céo dién tir trd thanh cong cu manh mé hon trong viéc thiic day
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doanh s6 va xay dung thuong hiéu.

Vé chuong trinh giam gid va khuyén mai: Khuyén mai, giam gia tao ra cam giac "co
hoi khong thé bo 15", gia tt hon cho KH thic ddy KH dua ra quyét dinh mua hang nhanh
chong. Cac chuong trinh giam gia nhanh hodc giam gia theo mua thuong ghi nhan sy gia
tang dot bién vé doanh so.

Qua khao sat cac DNTM c6 hoach dinh cac chuong trinh gidam gia, khuyén mai danh
riéng cho BLDT hang dién may (Hinh 2.12), khodng 57% DN tra 161 c6 hoach dinh riéng
(2021, 2022) va gia tang 1én mirc 70% (ndm 2023). SS con lai 1a cac DN khong hoach dinh
riéng ma chi hoach dinh chung cho bén 1é bao gdm cac chuong trinh tai cira hang va ap dung
giéng nhu vay trén cac kénh BLDT.

100.00%
80.00%

60.00%
40.00%
20.00% II I I I
0.00%
C

6 Khong Cé Khong Cé Khéng
2021 2022 2023

m Hoach dinh chuwong trinh giam gia, khuyén mai danh riéng cho
BLDT

m Hoach dinh cac chwong trinh cham sé6c KH

Hinh 2.12: Két qua khao sit hoach dinh cic chwong trinh giam gia, khuyén mai danh
riéng cho BLDT va hoach dinh ciac chwong trinh cham séc khach hang

Nguon: Két qua xir I dit liu khdo sit DN

Vé tan sudt, ciing theo dir liéu khao sat, 73% cac DNTM cho biét ho hoach dinh hang

thang, 33% DN hoach dinh hang tuin va 10% DN hoach dinh hang nam. Diéu nay cho thay

murc d6 quan trong ctia chuong trinh khuyén mai, giam gia nén cac DN s& thiét 1ap hang

tuan, hang thang va 1én ké hoach rd rang cu thé. Dya trén dit liéu cta cac chuong trinh da

trién khai cung ky ndm trudc hodc tham khao tir cac DN khac, cac DN s& dua ra cic chuong

trinh khuyén mai va giam gia cu thé theo thoi diém. Tuy nhién, ciing theo khao st cho thay

¢6 tdi 30% DN cho rang mirc d6 chi "binh thudng" va 60% danh gia hiéu qua, con lai 10%
DN dénh gia khong hi€u qua.

Vé thuc trang cac chuong trinh khuyén mai, giam gia ctia cic DNTM chuyén kinh
doanh hang dién may trén dia ban Ha Noi c6 sy khéc biét vé muc tiéu; tin suat chuong trinh;
loai chuong trinh khuyén mai pho bién; kénh trién khai va nhimg wu diém, han ché cua cac
chuong trinh khuyén mai, giam gia giita hai nhom DN 1a DN quy mé 16n va DN quy md
vira va nhé. (Phu luc 16)

Qua khao sat KH vé y kién danh gia cam nhan vé cac chuong trinh khuyén mai, giam
gia tai cac DNTM chuyén kinh doanh HDM thu duoc két qua nhu sau:
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Bang 2.13: Két qua khao sat y kién danh gia cam nhan ciia KH vé cic chuong trinh
khuyén mai, giam gia tai cic DNTM chuyén kinh doanh HDM

1: Rat 2: ) .
] 3: Trung | 4: BPong 5:Rat
Cau hoi khao sat khong Khéng .
. . lap y dongy
dong v dong y
Céac chuong trinh khuyén mai duoc to
0 0 29% 50% 21%
chuc thuong xuyén.
Khuyén mai hap dan va c6 gi tri thuc té 0 0 14% 2% 14%
Khuyén mai anh hudng truc tiép dén
. 0 7% 7% 50% 36%
quyét dinh mua hang cia KH
Diéu kién tham gia khuyén mai rd rang,
- 0 0 14% 72% 14%
de hiéu
T6i hai long véi cac chuwong trinh khuyén
o _ 0 0 22% 64% 14%
mai hién tai

Nguon: Két qua xir 1y diF liéu khdo sat KH
Dit liéu cho thdy su dong thuan cao tir phia KH ddi véi cac khia canh lién quan
dén chuong trinh khuyén mai, voi ty 1& phan hoi tiéu cuc (murc 1 va 2) gan nhu khong
ton tai & hau hét cac cau hoi, ngoai trir cau hoi vé anh huong truc tiép dén quyét dinh
mua hang (7% khong dong v va 7% trung 1ap). Cu thé, 50% KH dong y va 21% rét
dong v rang cac chuong trinh khuyén mai dugc to chirc thuong xuyén, phan anh tan
sudt cac chuong trinh khuyén mai cé vai trd quan trong trong viéc ban tai cic DNTM
trén dia ban Ha Noi, gop phan duy tri sy hip dan thi truong canh tranh cao trong linh
vuc ban 1é ndi chung va BLDT HPM néi riéng. Piém ndi bat 1a mirc do danh gia cao
vé tinh hap dan va gia tri thuc té ciia khuyén mai, voi 72% dong ¥ va 14% rat dong ¥,
cho thiy cac chuong trinh khong chi mang tinh hinh thirc ma con tao gia tri thuc tién,
phu hop v6i hanh vi tiéu dung do thi tai Ha Noi noi khach hang ngay cang nhay cam
v6i gia tri gia ting. Tuong tw, 72% ddng y vé tinh rd rang va d& hiéu cua didu kién
tham gia, nhan manh hiéu qua trong quan 1y va truyén thong chwong trinh, giup giam
thiéu rao can tham gia va ting cuong long tin tir khach hang. V& anh huong dén quyét
dinh mua hang, 50% dong y va 36% rat dong y, khang dinh vai tro then chdt cua
khuyén mai trong chién lugc marketing, ddc biét trong bdi canh kinh té d6 thi Ha Noi
v6i su gia ting canh tranh tir cdc nén tang TMBT. Cudi cing, mirc do hai 1ong tong thé
dat 64% dong ¥ va 14% rat dong ¥, tuy nhién van ton tai 22% trung lap, goi ¥ nhu cau
cai thi¢n da dang héa chuong trinh dé nang cao sy hai long toan dién. Téng thé, dir liéu
khao sat KH tai Ha Noi phan anh hi¢u qua tich cuc cua cac chuong trinh khuyén mai
trong BLDT, hd tro cac DNTM cling cd vi thé thi truong va thuc déy hanh vi mua sém,
dong thoi chi ra tiém nang tdi uu hoa dé dap tmg ky vong cao hon tir KH d6 thi va
khach hang cac vung lan can.
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Két qua khao sat KH dé danh gia cam nhéan cia KH vé cac chuong trinh cham soc KH
va cac dich vu sau ban hang cia DNTM trong BLDT hang dién may nhu sau:
Bang 2.14: Két qua khao sat y kién danh gia cam nhan ciia KH vé cic chuong trinh
khuyén mai, giam gia tai cic DNTM chuyén kinh doanh HDPM

o 1: Ratkhong | 2: Khéng | 3: Trung | 4:Dong 5:Rét
Cau hoi khao sat . L ) ; .
dong v dong y lap y dong y
Dich vu bao hanh dugc giai quyét
. 0 7% 21% 65% 7%
nhanh chong
Dich vu ddi tra dugc xu 1y nhanh
j 0 7% 25% 61% 7%
chong
Nhan vién hd trg nhiét tinh, chuyén
. 0 7% 21% 72% 0
nghiép.
Van dé phat sinh sau mua hang
o 0 7% 35% 58% 0%
duogc xtr 1y triét dé
KH hai long véi chinh sach hdu mai
cua cac DNTM chuyén kinh doanh 0 0 28% 65% 7%
HbM
Dich vy sau ban anh huodng dén
oo L 0 0 22% 50% 28%
quyét dinh mua hang ti€p theo

Nguon: Két qua xie Iy div lidu khdo sit KH

Dit liéu khao sat cho thidy mirc do hai 10ng twong ddi cao tir phia KH ddi véi cac

khia canh dich vu sau ban hang, v6i ty 18 phan hdi tiéu cuc (muc 1 va 2) thap, chu yéu
tap trung & muc 7% cho mot s6 cau hoi, va khong tdn tai & cac cau hoi vé hai long téng
thé cling nhu anh huong dén quyét dinh mua hang tiép theo. Cu thé, vé dich vu bao
hanh, 65% khach hang dong y va 7% rat dong y rang dugc giai quyét nhanh chong,
phan anh hi€u qua hoat dong hau mai cua cic DNTM tai Ha Noi, noi thi truong hang
dién may canh tranh khoc 1iét doi hoi toc d6 xur Iy cao gia ting muc dd hai 1ong va duy
tri 1ong trung thanh khach hang. Tuong ty, dich vy d6i tra nhan dugc 61% dong y va
7% rat ddng y vé tinh nhanh chéng, tuy nhién ty 1¢ trung 1ap cao hon (25%), goi ¥ nhu
ciu cai thién quy trinh dé giam thiéu sy do dy tir khach hang d6 thi vn quen véi tiéu
chuan dich vu cao tir cdc nén tang truc tuyén. Piém ndi bat 1a danh gia vé nhan vién hd
trg, véi 72% dong y vé tinh nhiét tinh va chuyén nghiép, nhan manh vai tro then chét
ctia ngudn nhan lyc trong quan tri quan hé khach hang (CRM) trén dia ban Ha Noi. Tuy
nhién, xir 1y triét dé van dé phat sinh sau mua hang chi dat 58% dong y, kém theo ty 18
trung 1ap cao nhat (35%), chi ra han ché tiém an trong h¢ théng hau mai, co thé anh
huong dén su hai long 1au dai va doi hoi cac DNTM 4ap dung mo hinh quan tri chit
lugng toan di¢n dé khic phuc. Vé hai long téng thé véi chinh sach hau mai, 65% déng
¥ va 7% rat dong y, phan anh hiéu qua chién lugc cham soc KH, song 28% trung lap
cho thay khoang tréng can l1ip ddy dé chuyén hoa thanh sy tng ho tich cuc hon. Cudi
cung, 50% dong ¥ va 28% rat dong y rang dich vu sau ban anh huong dén quyét dinh
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mua hang tiép theo, khang dinh gia tri ciia hau mai trong viéc thiic day hanh vi lap lai
va long trung thanh, dac bi¢t tai thi truong Ha N§i vdi su gia tang canh tranh tir cac nha
ban 1é truc tuyén khac.

Cudi ciing, két qua khao sat danh gia vé mirc d6 quan trong ctia hoach dinh cac chuong
trinh xdc tién ban hang trong BLDT dbi v6i cac DNTM, theo phan tich bang phan mém
Microsoft Excel 2019, cho két qua diém trung binh 3,9/5 diém; gia tri thip nhat 2 diém va gia
tri cao nhét 5 diém. Diéu nay cho théy nhin chung, caic DNTM danh gia hoat dong hoach dinh
xtic tién ban hang co vai trd quan trong & mirc kha cao. Khoang dao dong tir 2 dén 5 diém cho
théy murc do nhan thirc chua hoan toan déng nhit gitra cac DNTM. Mot bo phan DN co thé
chua thue sy dau tu bai ban cho cong tac hoach dinh chwong trinh xtc tién ban hang trong khi
phan 16n da nhan thic ding va danh gia cao tim quan trong cua hoat dong ndy trong moi
truong ban 1¢ dién tir canh tranh. Diém trung binh dat gan sat méc 4 diém phéan anh xu hudng
chuyén dich tich cyc trong nhan thure chién luogc cua cac DNTM cho théy hoach dinh xtc tién
ban hang khong con 13 hoat dong mang tinh ngau himg ma dang dan tr¢ thanh mot phan tat
yéu trong quy trinh quan tri BLDT cua cac DNTM.
2.2.1.8. Thuc trang hoach dinh cac hoat dong ban lé dién tw

Hoach dinh céac hoat dong BLDT bao g@)m viéc chuén bi cho hoat dong BLDT va
phat trién cac kénh BLDT, nhu di duogc thao ludn & cac phan trudc. Tiép theo, phan
nay tap trung vao vi¢c hoach dinh quan ly kho bai va bao quan hang hda, cling nhu van
chuyén va giao nhan hang héa. Theo Chopra va Meindl (2021), hoach dinh quan 1y kho
bai dong vai trd trung tAm trong chudi cung ug, dic biét trong linh viec BLDT, noi ma
hiéu qua luu trir va bao quan hang hoa truc tiép anh huong dén téc do xtr Iy don hang,
chi phi van hanh va sy hai long cua KH.

Két qua khao sat tir 30 DNTM chuyén kinh doanh hang dién may (HPM) tai Ha
Noi cho théy ty 1€ DN thuc hién hoach dinh cac hoat dong BLDT da tang dan tir 40%
nam 2021 1én 76% nam 2023, phan anh sy gia ting nhan thirc vé tam quan trong ciia
cac hoat dong van hanh nhu kho van, giao hang va lép dat san phém cho KH mua sdm
truc tuyén (Phy luc 18). Do quy mé 16n ctia cac DNTM chuyén kinh doanh HPM, véi
hé thdng ctra hang va kho bai trai rong trén toan qudc, viée hoach dinh kho bai trd nén
thiét yéu dé kiém soét ton kho, nang cao ning lyc cung tmg, ting téc do ban hang va
tiét kiém chi phi. Vi du, theo bao céo thuong nién ctia Coéng ty Co phan Dau tu Thé
Gisi Di Pong (MWG), chudi Dién M4y Xanh hién s& hitu khoang 2.961 cira hang trén
toan qudc, dat doanh thu khoang 55 nghin ty déng trong nim 2024 (Thé gidi di dong,
2024). Qua phong van cac NQT tai cic DNTM, khoang 67% DN két hop kho riéng va
thué kho ngoai dé tdi wu hoa chi phi, trong khi 33% DN nho, chuyén BLDT thuan tay
ma khong c6 ctra hang vat 1y, phu thudc hoan toan vao kho ctia nha cung cép.

Két qua khao sat DN ciing chi ra rang cac yéu to chinh anh huong dén lua chon
kho béi bao gdm chi phi (80%), vi tri dia 1y (93,3%), dién tich kho (50%) va thi trudng
BLDT (63,3%), nhan manh su wu tién d6i v6i vi tri dia 1y va chi phi hon cac yéu t6
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khac. Cac DN 16n thuong c6 loi thé canh tranh nho dau tu vao hé théng kho bai hién
dai va quy trinh chuyén nghiép, trong khi DN vira va nho can cai thién dé dap tng yéu
cau thi truong ngay cang cao (Boysen va cong su, 2019). So sanh thyc trang vé hoach
dinh quan ly kho bai va bao quan hang hoa cua cac DNTM chuyén kinh doanh HDM
trén dia ban Ha N6i xem thém tai Phu luc 19.
2.2.1.9. Thuc trang hoach dinh ngdn sach ban lé dién tir

V& hoach dinh ngan sach BLDT, qua khdo sat DN cho théy ty 1€ cac DN c¢6 hoach
dinh ngan sach BLDT ban déau 1a kha thip khoang 27% vao ndm 2021 va sau d6 ting dan
1én 43% DN vao ndm 2022 va 60% DN vao nam 2023.

Béng 2.15: Ty 1€ hoach dinh ngan sach riéng cho BLDT HPM cia caic DNTM

Ty 1€ hoach dinh ngin sdch BLDT hang dién may | Nam 2021 | Nam 2022 | Nam 2023

Co hoach dinh ngan sach BLDT 27% 43% 60%

Khong hoach dinh ngan sach BLDT 73% 57% 40%

Nguon: Két qua xir Iy dit liéu khdo sat DN
Hoach dinh ngin sach BLDT bao gom: Ngan sach hoat dong, ngan sach dong
tién, ngan sach tai chinh va ngan sach du phong. Thuc té cho thdy, ngan sach hoat dong
thuong duge cac DNTM x4y dung theo hudng truyén thdng, chu yéu tip trung vao cac
khoan chi phi ¢6 dinh nhu tién thué mat bang, luong nhan vién va chi phi marketing ma chua
phén anh day du dac thi cia BLDT nhu chi phi cong nghé, chi phi van hanh san TMDT hay
chi phi dich vu KH tryc tuyén.

Vé ngan sach dong tién, da s cic DNTM vira va nho van chwa c6 hé thng quan ly tai
chinh tich hop giira cac kénh ban hang truyén théng va truc tuyén, gay khé khin trong viéc
du bao dong tién ra/vao chinh xac. Viéc phu thudc vao céc hinh thirc thanh todn cham tir dbi
tac cung cp hodc phéi tmg trudc von 16n dé nhap hang trong thoi diém cao diém (vi du:
cudi nam, 1& hoi) khién nhiéu DNTM roi vao tinh trang tac nghén dong tién.

Vé ngén sach tai chinh tong thé ngoai trir nhom DNTM quy mé 16n, cac DNTM quy
mod nhéd thuong tach roi khoi ké hoach hoat dong va chién luge phat trién dai han. Cac
DNTM quy md vira va nho chi yéu str dung ngudn von ty c6 hodc vay ngan han, it 4p dung
cac cong cu tai chinh trung va dai han dé tai cdu triic ngudn von. Diéu ndy anh huong tiéu
cuc dén kha ning mé rong quy mo va tiép can cac nén tang cong nghé sd tién tién.

Ngoai ra, ngan sach du phong ciing hau nhu chwa duge quan tim dung mire; chi mot
s6 DNTM quy mé 16n c6 phan bd ngan sach cho riii ro nhu syt giam doanh s, bién dong ty
giéd hodc su b k¥ thuat trén nén tang BLDT (Phu luc 20).

Panh gid vé muc do quan trong cia hoach dinh ngan sich BLDT ddi véi cac
DNTM chuyén kinh doanh HPM, phén tich bang phan mém Microsoft Excel 2019 cho
két qua 1a diém trung binh 3,8/5 diém, gia tri nho nhat 1a 2, gi tri 16n nhat 1a 5. Chi sb
trung binh 3,8 phan 4nh nhan thirc & muc khé cao cua cac NQT dbi vé6i vai tro then
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chét ctia viéc 1ap ngan sach trong viéc tdi vu hda nguodn lyuc tai chinh, du bao dong tién
va dam bao hiéu qua van hanh trong méi truong canh tranh khdc liét ciia nganh hang
dién may. Khoang bién thién gi tri tir 2 dén 5 cho thay ton tai su khac biét dang ké vé
murc d6 danh gia gitta cac don vi khao sat, diéu nay co thé bat ngudn tir su chénh 1éch
vé nang luc quan tri tai chinh, quy mé doanh nghiép hoic muc d6 ung dung cong nghé
thong tin vao quy trinh 1ap ngan sach. Két qua nay ham ¥ rang dé nang cao hiéu qua tai
chinh, cac DNTM can chu trong hon dén viéc xay dung hé théng 1ap ngén sach bai ban,
gan vé6i chién lugc kinh doanh dai han.
3.2.2. Thuee trang t6 chike bdn Ié di¢n tir hang dién mdy tai cdc doanh nghiép thuwong
mai trén dia ban Ha Ngi
3.2.2.1. Thuc trang 16 chirc mé hinh ban 1é dién tir

Dir liéu théng ké mo ta trong giai doan 2021-2023 cho théy su chuyén dich 10 rét trong
co cAu md hinh BLDT, bao gdm hai loai hinh chinh: BLDT hdn hop va BLDT thuén tiy. Cu
thé, ty 1¢ DN Iya chon mo hinh BLDT hon hop chiém ty trong 16n so véi mo hinh BLDT
thuan tiy cho thdy mirc d6 phi hop ciia mo hinh nay tai thoi diém hién tai. Tuy nhién, ty 18
nady giam dan tr 86,7% nam 2021 xudng con 76,7% nam 2023. Nguoc lai, ty 1&¢ DN theo
dudi mod hinh BLDT thuan tay ting déu qua cac nam, 13,3% nam 2021 lén 23,3% nam
2023. Xu hudng nay phan anh sy thay dbi trong chién lugc BLPT ciia cac DN nhiam thich
g véi bdi canh thi truong va hanh vi tiéu dung ngdy cang wa thich mua hang tryc tuyén.
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B Ban | dién t& hon hop Ban lé dién tl thuan tay

Hinh 2.13: Két qua khéo sait DNTM chuyén kinh doanh hang dién may vé lwa chon mé
hinh ban 1€ dién tir

Nguon: Két qua xit Iy dir liéu khdo sat DN

Két qua khao sat tir nam 2021 dén 2023 cho th?iy, mac du co su chuyén dich nhe trong

co cAu md hinh BLDT, ty 1€ DN lya chon mé hinh ban 1¢ dién tir hén hop van chiém ty trong

16n va duy tri & mirc cao. Piéu ndy chimg t6 rang mé hinh BLDT hdn hop khong chi gitr
vimg vi thé ma con tiép tuc 14 lua chon chu dao cta cac DN trong nganh hang dién may.

Su 6n dinh cia md hinh BLDT hdn hop c6 thé duoc 1y giai boi tinh linh hoat va kha
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ning dap ung da dang nhu cau cia NTD vé hang dién may. Mo hinh nay két hop giita kénh
ban hang tai ctra hang va dién tr tao ra mot mo hinh bén 1¢ t6i uu hon trong thoi diém hién
tai. P6i v6i nhiéu DN viée duy tri sy hién di¢n ca trén nén tang BLDT va ctra hang truyén
thong gitp ho tan dung t6i da loi thé ciia timg kénh. Kénh cira hang vét Iy cung cap trai
nghiém thuc té cho phép KH kiém tra SP trudc khi mua dong thoi xdy dung mdi quan hé
bén viing thong qua tuong tic ca nhan. Trong khi d6, kénh BLDT mé rong pham vi tiép can
gitp DN khai thac thém phéan khic KH méi va t6i uu hoa hiéu qua ban hang. Thuyc té, tai
Dién Mdy Xanh, Pico, HC v.v. 1a nhimg DNTM chuyén kinh doanh HPM thi ty trong
doanh s6 ban 1¢ tir kénh ctra hang van chiém ty trong 16n 1én t6i hon 80% doanh sd.

Ngoai ra, md hinh BLDT hdn hop ciing phti hop véi bdi canh thi truong Viét Nam, noi
hanh vi tiéu ding van mang tinh da dang va chua hoan toan nghiéng vé TMDT. Mot bo
phan 16n NTD, dic biét & khu vire néng thon hodc cac nhém KH trung nién van ua chuong
phuong thirc mua sdm truyén thong vi su an tim va tin cdy ma nd mang lai. Viéc duy tri ctra
hang vat Iy khong chi gitip DN phuc vu t6t nhém KH ndy ma con tao dung niém tin ddi véi
nhitng KH tiém nang 1an dau tiép xtic v6i thuong hiéu. Hon nita, mé hinh hdn hop con dong
vai tro chién luoc trong viée giam thiéu rui ro kinh doanh. Khi mot kénh gap khé khan, vi du
nhu kénh truc tiép bi anh hudng boi dai dich hodc suy thoai kinh té, kénh con lai c6 thé bu
dip va dam bao doanh thu 6n dinh. Sy can bang nay giup DN ting cudng kha niang chdng
chiju trude cac bién dong thi truong.

Nhém DN lua chon m6 hinh BLPT thuan tay chu yéu la nhém DN vira va nho, ban
dau DN ¢6 thé c6 mot hodc mot vai clra hang nhung kinh doanh khong thuan 191 nén dong
ctra clra hang va chi ban hang trén mang internet. Mot s6 DN khéc van hanh cac kénh BLDT
ngay tir ddu va khéng mé ctra hang theo dudi mé hinh nay va sir dung kho hang ctia minh
1am kho va chd trung bay SP thay cho ctra hang, mot s6 it DN khéc thi tin dung kho hang
cta d6i tac va nha cung cap dé 1am kho nham tdi thiéu hoa chi phi.

i) Ban 1¢ dién ttr hon hop: M6 hinh BLDT hén hop thuong duoc nhém DNTM chuyén
kinh doanh HDM quy mé 16n, c6 chudi cira hang ap dung. Trong d6 thi doanh sb dén tir
BLDT chi 13 mot phan déng gdp nho trong tong doanh thu ban 1é ciia DN.

Ban 1¢ dién
tir hdn hop

Ban 1¢é dién
tr; xem
hang, lay

hang tai

CH/ KH

Hinh 2.14. M6 hinh BLDT hén hgp ciia cic DNTM chuyén kinh doanh HDM
c0 cira hang vat ly

Ban lé

truyén
théng tai
ctra hang

Ban 1é
dién tr
thudn tay

Nguon: Khao sdt ngi bp DN & tdc gid tong hop
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Viéc thuc hién quy trinh BLDT ctia cdc DN quy mo6 16n ciing c6 nhiing sy khac biét
dang ké so véi cac DN quy mé vira va nho:

Phin mém

KH mua HDM true . Hé thfmg thanh quén Iy béin Xéc nhén don Thye hién don (iao hing & ;
tuyén Kish BLBT toin hing, CRM hing hing Lpgg ) CSKHismb )
ERP /

_ : Thanh ton Xuit hing, .

Nuucluiéudingoin - NS twctyin  \ Thongtindon \ Godiénthoaié '\ Cicphing \ Giaohing, Lip ”ﬁ'ﬂlﬁf’ggﬂ“’
KD TMBT / (chuyenkhodn, / hang din ti Chat/ Email chicning /' dit, Thutién dn /
/ wi.,con S / /(coD) g/

Hinh 2.15. Quy trinh BLDT ctia cic DNTM chuyén kinh doanh
HDM quy mo lé6n
Nguon: Khdo sdt ngi bp DN & tdc gid tong hop

Budc 1: Khoi phat nhu cau va hanh vi tim kiém thong tin ciia KH

Trong md hinh BLDT, qua trinh mua sim bét dau khi KH ¢6 nhu cau va chu dong tim
kiém thong tin qua cac cong cu s6 nhu Google, MXH (Facebook, Tiktok, Youtube...), hodc
truy cp truc tiép vao cac san TMPT (Shopee, Lazada, Tiktok Shop, Tiki...), website ban
hang. Day 1a diém khac biét cdt 15i voi mé hinh truyén théng, noi KH thuong phai truc tiép
dén ctra hang dé quan sat SP. Trong khi d6, BLDT cung cap thong tin nhanh chéng, da chiéu
qua hinh anh, video, d4nh gia thuc té, livestream, giup KH ra quyét dinh tai bat ky noi nao.

Budc 2: Truy cap va lua chon SP HDM qua nén tang da kénh

Céc DNTM 16n thuong hién dién da kénh vai giao dién nhét quan va dir li¢u déng bd
trén nhiéu nén tang (website, MXH, mg dung di dong, san TMBT). KH c6 thé so sanh
thong sb ky thuat, gia ca, danh gia tir ngudi ding khéc, va loc SP theo nhu cau (thwong hiéu,
cong suat, bao hanh. ..). Mot s6 DN con tich hop Al goi v SP ca nhan hoa theo hanh vi trudc
do6 cua KH.

Budc 3: Bat hang va thanh toan linh hoat: Khi KH chon mua SP, hé théng hd tro thanh
toan truc tuyén (qua vi dién tir, thé ngan hang, QR code) hodc COD. DNTM 4ap dung cong
thanh toan bao mat (SSL, OTP) dé dam bao an toan theo quy dinh cta cac bén thanh toan
tryc tuyén. Khéac véi truyén thong phai xép hang thanh toan tai quay, BLDT cho phép thao
tdc mua — thanh todn — xac nhén chi trong mot vai phut.

Budc 4: Ghi nhan va xtr Iy don hang qua hé thong phan mém quéan Iy

Toan bd don hang duoc tu dong cap nhat vao phﬁn mém quan ly ban hang (CRM,
ERP hoic POS) gitip theo ddi ton kho, luan chuyén hang héa, doanh sd, trang thai giao hang
theo thoi gian thuc. Hé théng co thé dong bd voi phan hé kho va giao nhan, giam thiéu 15i
nhap lidu thu céng va tdi wu hoa thoi gian xtr Iy don.

Budc 5: Lién hé xac nhén don hang

Sau khi dat hang, nhan vién cham s6¢ KH lién hé xac nhan don qua dién thoai, Zalo,
SMS hodc email, dac bi¢t voi cac mat hang gia tri cao nhu tivi, ti lanh, diéu hoa. Quy trinh
nay nham loai bd don hang 4o, giam chi phi van chuyén that bai, diéu ma céc cira hang
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truyén thong it gap vi mua hang tryc tiép.

Budce 6: Thue hién don hang — Phan cong lién phong ban

Sau x4c nhan, thong tin don hang dugc phén chia téi cac bg phan lién quan: Kho hang
- Kiém tra hang hoa va dong goi va xuét hang hoa ding chiing loai, mau ma; Giao van: Ty
trién khai giao hang hodc phéi hop véi ddi tac dé 1én lich giao hang cho KH theo quy trinh;
¢6 thé cho KH nhan hang tai ctra hang theo yéu cau ciia KH; K thuat: Néu c¢6 yéu cau, ctr
k¥ thuat vién di kém dé lap dat SP dbi v6i cac SP HPM bit budc phai lap ddt nhu méy lanh,
may giat, TV...; Ké toan: Ghi nhan doanh thu theo timg kénh ban va dong tién; Marketing:
Ghi nhén don hang tir chién dich nao, kénh nao dé danh gia hiéu qua hoat dong marketing
dién tir qua cac kénh nhu Facebook Ads, Google Shopping, Tiktok Shop, Shopee, hodc
livestream. ..

Budc 7: Giao hang va lap dit tai nha.

San phim dugc giao tan nha KH kém hudng dan s dung, phiéu bao hanh, héa don
dién tir. Dich vu lép dat mién phi hodc theo yéu cAu duoc thyc hién ngay tai chd theo yéu ciu
va tiéu chuan phuc vu di duoc ban hanh. Cac DN 16n ¢6 4p dung phan mém tGng dung giup
theo ddi giao hang lap dit hang hoa, gitip KH biét vi tri ctia nguoi giao, thoi gian dén.

Budc 8: Cham s6c KH sau ban

Sau ban hang, DN tiép tuc cung cép cac dich vu nhu bao hanh dién tir va hd tro ki
thuat qua chatbot hodc tong dai 24/7; Chinh sach dbi tra 7-30 ngay tiy theo loai HDM va
diéu kién SP; Gui email hodc tin nhin moi danh gia SP, goi y SP méi phu hop, tao vong 1ap
tiéu dung va tang ty 1€ BLDT thanh cong.

11) M0 hinh ban 1¢ dién tir thuan thuy: Nhom cac DNTM chuyén doanh HDM quy mo
vra va nho thuong 4p dung moé hinh nay vi khong c6 ctra hang vat 1y.

Doanh thu ban 1¢ chti dao 1a doanh thu tir hoat dong BLDT do khong c6 ctra hang. Pac
biét 14 tong doanh thu BLDT ciing kha nho so véi nhom DNTM ban 1¢ dién tir hdn hop.

Ban I¢é dién
tr; xem
hang, 1y
hang tai
kho

Ban 1¢
dién tur
thuan tay

Ban 1¢
dién ti

Hinh 2.16. M6 hinh nha BLDT ciia DNTM chuyén doanh HDM quy mé vira va nhé
v6i hinh thire BLDT 12 chii yéu
Nguon: Khao sdt ngi bo DN & téc gid tong hop
Viéc thuc hién don hang cia nhom DN nay ¢6 xu hudng don gian hon, nhanh hon, tiét

kiém thoi gian hon do c6 su khac biét vé quy mo va ning luc cong nghé.
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He Phan Thuc Giao CSKH
KH mua HBM Kénh théng mém ban hién hang sau
tryc tuyén BLDT thanh hang, don & Lap ba
toén CRM hang dat an

Hinh 2.17. Quy trinh BLDT tai cic DNTM chuyén kinh doanh HDM
c6 quy mo vira va nho trén dia ban Ha N¢i

Nguédn: Khdo sdt ngi bé DN & téc gid tong hop

Budc 1: Tiép can KH qua cac kénh BLDT

KH chu yéu truy cap cac nén tang sé nhu website ban hang, mang x3 hoi (Facebook,
TikTok, YouTube) va cac san TMDT (dac biét 1a Shopee) dé tim kiém thong tin SP va thuc
hién hanh vi mua sim. DNTM vira va nhé cha yéu dua vao cac nén tang mién phi hodc chi
phi thap, chua xdy dung hé sinh thai s dong bo va thiéu chién lugc kénh ban va truyén
thong dién tir bai ban.

Budc 2: Pa kénh BLDT nhung thiéu chuyén sau va chua dat t6i murc da kénh tich hop.

Mic du hién dién trén nhiéu nén tang, cic DNTM nho thuong dau tu dan trai, chwa c6
hé thng quan 1y kénh, KH va ndi dung tich hop. Giao dién, hinh anh, thong diép gitra cac
kénh thuong thiéu dong nhét, dan t6i trai nghiém nguoi dung khong lién mach. Viéc thiéu
nhan sy chuyén trach marketing dién tir cling 1am giam hiéu qua tiép can KH muc tiéu.

Budc 3: Thanh toan khi mua hang dugc thuc hién qua chuyén khoan ngan hang hodc
thanh toan khi nhan hang. Cac website thuong khong tich hop cong thanh toan truc tuyén ma
chi cung cap mi QR hoic huéng dan chuyén khoan dan dén quy trinh x4c nhan thanh toan bi
kéo dai va dé phat sinh sai sot.

Budc 4: Quan 1y don hang duoc theo doi qua hé théng quan tri riéng cia timg
kénh hodc ghi nhan trén cic cong cu mién phi nhu Google Sheets, nhom Zalo hoic
phin mém ban hang thong thudng. Viéc thiéu mot hé thong quan 1y thong nhat nhu
ERP hoic CRM khién dit liéu bi phan manh, kho dong b giira cac bo phan va lam suy
giam kha nang phéan tich, du béo.

Budc 5: Thuc hién don hang thii cong, thiéu chuan hoa: Quy trinh xir Iy don hang
duoc trién khai cha yéu qua nhom chat ndi bd (Zalo, Messenger), noi cac bo phan nhu kho
hang, giao van, k¥ thuat, ké toan duoc phan cong nhi¢m vu theo timg tin nhén. Do khong st
dung phan mém diéu phdi chuyén nghiép nén kha ning kiém soat tién do va chét luong don
hang con han ché.

Budc 6: Giao hang va lip dit linh hoat nhung thiéu tiéu chuan phuc vu: DNTM quy
mo vira va nho thuong str dung nhan sy giao hang ndi bo cho khu vuc Ha Noi, trong khi cac
don hang tinh dugc thué ngoai dich vu van chuyén va ldp dat. Tuy nhién, viéc thiéu hop
ddng hop tac 6n dinh va quy trinh giam st chét lugng khién dich vu giao, ldp dit khong
dong déu va khé dam bao chét lugng dich vu va trai nghiém KH nhat quan.

Budc 7: Cham s6c KH sau ban bi dong va gidi han: Hoat dong hau mai dugc thuc hi¢n
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& muc tdi thiéu, cha yéu qua dién thoai hoac chuyén tiép thong tin cho nha san xuét hodc bén
thir ba xtr Iy bao hanh. Do khong c6 hé thng luu trir dit liéu KH va khong xdy dung quy
trinh chim soc theo vong doi, doanh nghiép dé bé 15 co hoi giit chan KH va ban chéo SP.
1.2.2.2. Thuc trang 16 chire lya chon hang hoa ban le dién tir

Qua nghién ctru ndi dung 30 website cua cic DNTM chuyén kinh doanh HPM, nhom
DN 16n ¢6 sd lugng mit hang dang tai trén website rat 16n, nhu Pién May Xanh (khoang
30.000 mat hang) va HC (20.000 mat hang) dugc lya chon dua trén nhu cau thi truong, quy
mo hoat dong, dinh vi thuong hi¢u va bién do loi nhuan. Ho su dung dir liéu nghién ciu dé
du doan xu hudng tiéu dung, wu tién nhap hang cac SP c6 nhu cau cao dong thoi tan dung loi
thé vé hé théng ctra hang, di¢n tich kho bai va tai chinh manh dé da dang hoa danh muc SP
tir phan khiic trung cap dén cao cip. Mot s DN con phét trién nhén hiéu doc quyén nham tdi
uu hoa loi nhuan. Véi bién loi nhuédn gdp trong nganh ban 1&é HDM dao dong tir 25-35% va
nhém nay thuong yéu cau mic loi nhun cao hon tir nha cung cip nhd kha ning tiéu thu
hang hoa nhanh va s luong 16n.

Dbi véi nhém DN vira va nho, s6 lwong mit hang trén website thip hon thuong dao
dong tir 3.000-5.000 SP tap trung vao nhom KH thu nhap trung binh dén thap. Ho Iya chon
SP dura trén kha nang ti uu chi phi van hanh va quén 1y kho béi thudng st dung dich vu kho
dbi tac hodc thué ngoai. Cac DN nay uu tién nhitng mét hang ban chay, dé tiéu thu hoic co
co ché wu dai hip dan tir nha cung cip, nhu hoa hong cao hodc hd trg khuyén mai. Bién do
loi nhun cta nhém nay linh hoat nhung thuong thap hon do han ché vé quy mé nhap hang
va kho khan trong thanh toan.

Thyc trang lya chon hang hoa tai cic DNTM chuyén
kinh doanh HPM trén dia ban Ha Noi
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Khéng Co Khéng Khéng
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W sy khac biét daph muc hang hoa trén kénh BLDT so voi kénh ban
hang truyén thong

B Phan tich nhu cdu KH dé Iya chon san phém HDPM phuc vu BLDT

Hinh 2.18: Thuec trang lwa chon hang héa tai cic DNTM chuyén kinh doanh HDM
trén dia ban Ha Ngi dya trén danh muc hang héa & phén tich nhu ciu KH
Nguon: Két qua xir Iy dit liu khdo sit DN
Két qua khao sat DN vé danh muc hang héa trén kénh BLDT (Hinh 2.18) cho thiy 40%
tra 101 khac biét (2021) va tang 1én 70% (2023) cho thdy cic BLDT chiém nhiéu wu thé hon
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trong viéc trung bay hang hoa so véi cira hang vi khong bi han ché boi khong gian va chi phi.
Thuyc trang t6 chirc lva chon hang héa va dich vu BLDT cua cic DNTM chuyén kinh doanh
HPM cho thdy sur da dang trong t6 chirc quan 1y danh muc SP va quy trinh lya chon nha cung
cép. Vé s6 lugng hang hoéa, cac DN 16n nhu Pién May Xanh, Pico, Media Mart, HC v.v
thuong duy tri mot danh muc SP phong pht va da dang, véi sb luong SKU trung binh dao
dong tir 5.000 dén 30.000 mat hang tiy thudc vao quy mo hoat dong ctia timg DN cu thé trong
nhém DN 16n. Diéu nay nham dap tng nhu cu da dang cta KH va tdi wu hda kha ning canh
tranh trén thi truong. V& céch lua chon nha cung cép, cac DN thuong uu tién hop tac véi cac
thuong hiéu uy tin toan ciu nhu Samsung, LG, Sony, Panasonic v.v...ciing nhu cac nha phan
phéi chinh hing tai Viét Nam dé dam bao chat luong va ngudn gbc SP. Theo bao céo thudng
nién nam 2023 ctia Céng ty C6 phan Pau tu Thé Gidi Di Pong, hon 80% hing hoa dugc
nhap truc tiép tir cac nha cung cip quéc t& hodc thong qua cac ddi tic iy quyén, gitp giam
thiéu rui ro vé hang gia, hang nhai.

Két qua khao sat DN (Hinh 2.19) cho thiy, hau hét cic DNTM chuyén kinh doanh
HPM déu dya vao phan tich nhu cau ciia KH va thi truong dé lua chon hang hoa BLDT, ty
1é niy cang gia ting qua cac ndm. Diéu niy cho thiy cac DN da nhanh nhay véi viéc ndm
bat nhu cau thi trudng trong thi truong dién tir.

Tinh sén c6 va s6 luong ton kho _—
Chinh sach h tro cua Nha san xuét || S
Pénh gid & Phan héi cua khach hang || NI
Mire gia & Loi nhuan bién cua SP ||
Thuong hiéu va uy tin ctia nha san xut _
Nhu céu thi truong & Xu hudng tidu ding _

0% 50% 100% 150% 200% 250% 300%

H 2021 m2022 m2023

Hinh 2.19: Két qua khao sat DNTM t6 chirc lra chon HPM theo tiéu chi qua cac nim
Nguon: Két qua xir Iy dit liu khdo sit DN
Két qua xir Iy dit liéu khao sat trén phan 4nh rd xu hudng t6 chirc lwa chon hang hoa
theo hudng ngay cang chuyén nghiép va dinh huéng thi truong hon. Cu thé, tiéu chi “Nhu
cau thi truong va xu hudng tiéu ding” ting tir 70% (2021) 1én 80% (2023) cho thdy cac
DNTM ngay cang chu trong viéc phan tich nhu cau thi truong va theo sat sy thay d6i nhanh
chong cuaa thi truong BLDT HPM. Song song do, ti€u chi “Thuong hi¢u va uy tin ciia nha
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san xuat” lubn git vi tri wu tién hang dau, tang tir 80% 1én dén 90%, dit liéu chi ra xu hudng
cac DNTM c¢6 uu tién lya chon HDM c6 thuong hi€u, quan tdm 16n dén uy tin ciia nha san
xudt, vi ddy ciing 1a Iy do quan trong véi khach hang. Pang chu ¥, yéu to “Muc gia va loi
nhuan bién ctia SP” ¢6 xu hudng tang lién tuc, tir 73% (2021) 1én 83% (2023), cho thay cac
DNTM dang ngay cang t6i uu hoa danh myc SP duya trén hiéu qué tai chinh va c6 xu hudng
lua chon cac SP ¢6 loi nhuan bién t6t hon dé ban. Trong khi d6, “Panh gia va phan hdi cua
KH” chi dao dong nhe quanh muc 40-47%, phan anh thyc té rang doanh nghiép van chua
tan dung hiéu qua dir liéu ngudi ding tir nén tang thuong mai dién tr dé tai cAu triic danh
muc SP. Hai yéu t6 con lai 1a “Chinh sach hd trg ctia nha san xuat” va “Tinh sn c6 va s6
luong ton kho” déu ¢ xu hudng cai thién (ting 1an Iuot 3 va 6 diém phan trdm tir 2021 dén
2023), cho théy vai trd hd tro clia nha san xut cling quan trong tdi viéc lya chon danh muc
SP HPM trong BLDT va tinh sin c6 ciing nhu s6 lugng t6n kho c6 anh hudng 16n dén viéc
lwa chon SP HPM vi néu luong t6n kho 16n thi DN s& nhap it hodac khong nhap dé dam bao
t6i wu tai chinh va dam bao hoat dong BLDT dién ra hiéu qua. Tong thé, khao sat cho thiy
xu hudng lua chon hang hoa dang dich chuyén tir cam tinh sang quén tri dix liéu va hiéu qua
kinh doanh.
2.2.2.3. Thuc trang 16 chire cdc kénh ban 1é dién tir

Viéc t6 chirc cac kénh béan 1¢ dugc dién ra dang véi ¥ kién chi dao ctia NQT trong DN
dugc danh gia bam sat theo ké hoach d3 hoach dinh. BLDT trong nganh HPM tai cac
DNTM trén dia ban Ha Noi bao gém cac kénh nhu website TMDT cua DN (100% DN ¢6
website), cac kénh MXH phd bién (100% DN c6 str dung it nhat 1 cong cu MXH) va cac
gian hang san TMDT B2C pho bién tai thi trudong (80% cac DN sir dung it nhét 1 san TMDT
pho bién dé BLDT) va chi c6 16,7% DN ¢6 tmg dung di dong. Qua thuc tién nghién ciru,
hau hét cac DN vira va nhoé déu khong co tng dung di dong, mot sé it cac DN 16n ¢o ting

dung di dong lai chua dem vé hiéu qua cho BLDT.

A Website

. N Doanh thu
| MXH |l panlediénta
hang dién may

Quang cao
dién tir

4 San TMBPT

Hinh 2.20. Thuc trang to chirc cac kénh BLDT tai cic DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi
Nguon: Nghién ciru ndi dung website, MXH & Téc gid tong hop
Doanh thu hoat dong BLDT hang dién may dén tir ba nhom kénh chinh 1a website,
MXH va san TMDT. Doanh thu BLDT cuta cac DN dién may déu ting truéng lién tuc, cu

thé nam 2024 Pico ting 300% so véi ndm 2024 do c¢6 su dau tu 16n vao website va cac kénh
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BLDT néi chung. Pdi voi cic DN 16n ¢6 chudi cira hang thi ty 1& doanh thu BLDT chi
chiém khoang 20-25% doanh sb ban 1¢. Tuy nhién, ddi véi cac DN vira va nho thi doanh thu
BLDT lai chiém ty trong 16n.
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Website MXH San TMPT Ung dung di
dong

m 2021 2022 2023

Hinh 2.21: Doanh thu tir caic kénh BLDT HDM tai cac DNTM trén dia ban Ha Noi
Nguon: Két qua xir Iy dit liéu khdo sit DN

Website TMDT cua DNTM chuyén kinh doanh HPM dong vai trd quan trong co
doanh thu 16n nhét trong ty trong cac kénh BLDT hang dién may va chiém hon 50% tong
doanh thu BLDT cua cac DN 16n. Website TMDT cho phép DN liét ké toan bd SP hién ¢
bao gém ca nhitng mat hang khong bay ban tai ctra hang dong thoi hd tro KH tim kiém
thong tin va thuc hién giao dich thuan tién. Doanh thu tir website chii yéu dén tir cac hoat
dong nhu tdi uu hoa cong cu tim kiém, quang céo tra phi trén cong cu tim kiém (Google
Ads, Youtube Search) va mang quang cao hién thi (Facebook, Youtube v.v). KH c6 thé da
tuong tac qua MXH hoic gian hang truc tuyén trén san TMBT trude khi truy cap website dé
dat hang, so sanh gia ca va Iya chon nén tang mua sim pht hop nhét dua trén mirc gia va trai
nghiém nguoi ding. Tuy nhién, sy khac biét 16n giita DN 16n va DN vira va nhé ndm & mirc
d6 dau tu cong nghé tich hop trén website dan dén sy chénh 1éch dang ké vé tinh ning va
hi¢u qua van hanh.

Vé MXH, hién nay c6 rat nhiéu trén thi truong, tuy nhién mirc do tng dung va hi¢u
qué lai khac nhau. Cac DN chuyén doanh HPM uu tién sir dung cac nén tang c6 s6 luong
nguoi str dung 16m va thoi gian sir dung nhiéu nhu Facebook, Youtube, Tiktok. Két qua khao
sat DN cho thay 100% DN déu c6 tai khoan Facebook Fanpage dé ban hang. Véi cac DN
vua va nho con sit dung thém cac tinh nang livestream ban hang, rao vat trén Facebook
Marketplace, chay quang c4o Facebook Ads va tai khoan c4 nhan Facebook Profile dé hd tro
dang bai ban hang; tao kénh Tiktok va Tiktok Shop. Theo khao sat va udc tinh, doanh thu
trung binh cua cic nén tang MXH chiém khoang 30% tong doanh thu BLDT. Ngoai ra,
MXH con hd tro ting doanh thu gian tiép cho website ctia DN thong qua cac chuong trinh
quang c4o tryc tuyén hodc gii dudng link giup KH tham khao tot hon trudc khi ra quyét
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dinh mua hang. Cac DN 16n str dung nhiéu nén tang MXH va dau tu cho mdi nén tang &
mirc cao, trong khi d6 nhimg DN vira va nho thi tp trung vao nén tang tét cho viéc BLDT,
cu thé 12 Facebook, Youtube hodc Tiktok.

Vé san TMDT, hang dién may 1a nhom béan hang c6 doanh s cao trén cac san TMDT.
Cac DN thudng hién dién trén Shopee, Lazada va gan déy l1a Tiktok Shop. Theo khao sat
uéc tinh doanh thu trung binh tir sin TMDT dong gop vao téng doanh thu ban hang khoang
20%. Cac DN 16n str dung gian hang “Mall” — gian hang thuong hi¢u 16n, cac DN vira va
nhé thi ding cac gian hang théng thuong. Mot s6 DN chuyén kinh doanh HPM c6 thé tao
nhiéu gian hang trén nhiéu sin TMBT d tang doanh thu. Cac DN vira va nhé hién dién trén
cac san TMDT nay rat nhiéu do chi phi van hanh thap hon so véi ban 1¢ truyén thong tai ctra
hang va doanh s6 ban hang phu hop vé6i hoach dinh ctia DN quy mé vira va nho.

Két qua khao sat KH vé ty 16 mua HPDM qua cac kénh BLDT tai cic DNTM chuyén
kinh doanh HDM nhu duéi day:

0.7
0.6
0.5
0.4
0.3
0.2
0.1

0
Mua qua website  Mua qua MXH Mua qua gian hang Khac
TMDT cla DN (Fanpage, Tiktok...) TMBT clia DN
céa DN

Hinh 2.22: Ty 1€ khach hang mua HDM qua cac kénh BLDT tai caic DNTM
Nguon: Két qua xir Iy dit liéu khdo sit DN

Két qua khao sat KH cho thy, ty 1& mua hang qua website TMDT cta DNTM la cao
nhét (chiém 60%), sau d6 1a mua cic MHX (40%) va cudi cing 1a mua qua gian hang
TMBT cuta DN (33%) va mot s6 kénh khéc (6%).

Dua trén phan tich chéo gitra dir li¢u khao sat DN va dir liu khao sat hanh vi NTD, ¢6
thé nhan théiy su tuong d@)ng dang chi y trong viéc td chirc va hiéu qua cua cac kénh BLDT.
Vé phia DN, website TMDT dong vai trd chii dao voi ty trong doanh thu cao nhat (50%),
MXH (30%) va san TMDT (20%). Tuy nhién, ttr goc 0 NTD, ty 1¢ mua hang qua website
TMPDT cuia DN ciing chiém uu thé 16n nhat, sau d6 1a MXH (40%) va san TMDT cho thiy
su chénh léch vé nhén thic va trai nghiém gitra hai nhom ddi tugng. Diéu nay phan anh rang
mic di MXH duoc DN danh gia cao vé hiéu qua tiép can va hd tro ban hang gian tiép, NTD
lai ¢6 xu hudng wu tién cac kénh chinh théng nhu website hodc san TMPT dé thuc hién giao
dich. Sy khac biét ndy nhin manh tdm quan trong cta viéc tdi uu hoa trai nghiém nguoi
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ding trén timg kénh dic biét 1a viée can bang gitra dau tu cong nghé cho website va tan dung
hiéu qua cac nén tang MXH, san TMDT dé dap tmg ky vong cia ca DN va KH.
2.2.2.4. Phan tich thuc trang 16 chirc thi truong ban le dién tir

Vé mit phan khic thi truong, cac DNTM 16n nhu Thé Giéi Di Pong, Nguyén Kim
hay Media Mart thuong tiép can thi trudng theo huéng da phan khiic, két hop ca phan khuc
cao cép, trung cép va dai chung. Ho str dung chién luoc da dang hoa SP va dich vu nhim dap
g nhu cau da tang ctia nguoi tiéu dung dong thoi xay dung nhiéu kénh phan phdi da dang
tir clra hang truyén thong dén nén tang TMDT. Nguoc lai, caic DNTM vira va nho chii yéu
tap trung vao phéan khiic trung cap va dai ching véi dinh vi gia ré hodc gan giii vé mat dia Iy,
phuc vu khach hang c6 muc thu nhap trung binh va thap.

Vé khu vuc dia 1y, nhom DNTM [6n c6 xu hudng hién dién rong khe'ip cac quan noi
thanh dong thoi mé rong ra viing ven va ngoai thanh dé t6i wu hoa kha nang tiép can khach
hang. Trong khi do, cic DNTM vira va nho thuong tap trung ¢ cac khu vuc c6 chi phi mat
bang thap hon nhu cic quan/huyén vé tinh hodc cic tuyén phd khong phai 13 trung tim
thuong mai nham giam thiéu chi phi van hanh,

Vé yéu t6 nhan khau hoc, DNTM 16n chu trong phan tich ki ludng do tudi, gidi tinh,
nghé nghiép va mirc thu nhap cua khach hang muc tiéu, qua d6 diéu chinh chinh sach trung
bay, tur van va chdm soc khach hang pht hop. Nhém DN nay con dau tu vao nghién ctu
hanh vi mua sam, s& thich cong nghé va thoi quen tiéu ding sd. Trai nguogc lai, cac DNTM
vira va nho phan 16n chua c6 hé théng thu thap dit liéu hanh vi bai ban din dén viéc lua chon
thi treong mang tinh cam tinh va thiéu cin ctr khoa hoc. Thay vi dya trén hanh vi tiéu ding
cu thé, ho thuong tiép can thi truong theo cach truyén théng, dua trén mbi quan hé cong
ddng hodc kinh nghiém kinh doanh 1au nam.

Két qua khao sat thyuc trang t6 chirc thi trudng cia cac DNTM tai Ha Noi, do luong
theo thang do 5 bac Likert, cho thiy diém trung binh dat 3,7/5, dao dong tir gia tri tdi thiéu 1a
2 dén thi da 1a 5. V& y nghia thong ké, mtrc trung binh nay cho thiy cac DNTM néi chung
dang thyc hién cong tac to chirc thi truong ¢ mirc twong dbi hiéu qua. Tuy nhién, 6 phan tan
rong ctia dir liéu (tir 2 dén 5) phan anh su khac biét dang ké trong mirc do hiéu qua gifra cac
DN. Su chénh léch nay c6 thé xuat phét tir su khac nhau vé quy mé, nang luc quan tri, nguon
lyc tai chinh va kinh nghiém thi truong gitta nhém doanh nghi¢p 16n va nhém DN vira va
nho. Nhu vy, méc du hiéu qua trung binh ¢ mirc tich cuc, két qua khéo sat ciing chi ra yéu
cau cap thiét trong viéc nang cao tinh hé thong va chuyén nghiép trong t6 chirc thi trudng
nhdm ting cuong nang lyc canh tranh cho toan b nhém DNTM chuyén kinh doanh hang
dién may trén dia ban.
2.2.2.5. Thue trang co cdu té chire ciia doanh nghiép thwong mai chuyén kinh doanh

hang dién may trén dia ban Ha Ngi
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Két qua khao sat vé co ciu to chire ciia cac DNTM nhu sau:
Bang 2.16: Két qua khao sat co ciu to chirc tai DNTM chuyén kinh doanh HbM

Co céu to chire tai cic DNTM Niam 2021 | Niam 2022 | Nim 2023
Co céu theo chirc ning 67% 60% 56%
Co céu theo phan quyén 10% 13% 14%
Co cdu ma tran 23% 27% 30%
Tong 100% 100% 100%
C6 bg phdn chuyén trach vé BLDT 20% 26% 37%

Nguon: Két qua xit Iy di liéu khdo sit DN

Két qua khao sat DNTM cho thdy 67% sb DN chon co cdu t6 chirc DN theo chic
ning sau d6 ¢6 giam nhe qua cac nam, day 13 co cau phd bién va dé dang s6 DN éap dung co
cau t6 chirc theo mé hinh chirc ning. M6 hinh ciu trac DN nay c6 cac phong ban chic ning
pho bién va dién hinh ciia DNTM, trong d6 c6 phong marketing, phong kinh doanh, phong
ké toan v.v. Trong khi d6, co cu theo phan quyén rat it DNTM ap dung (10% vao nam 2021
va tang 1én 14% nam 2023). Qua khao sat thuc dia va phong van, nhiéu DNTM chuyén kinh
doanh HPM khong c6 bd phan chuyén trach vé BLDT riéng, néu co thi bo phan chuyén
trach vé BLDT nam trong phong kinh doanh hozc phong marketing cia DN va nhan nhiém
vu vé hoat dong BLDT.

bac biét, trong sd cac DNTM duoc nghién ctru, ¢6 duy nhit mét (01) DN (3,3%) la
Dién May Xanh c6 cdu trac md hinh theo mé hinh tp doan da nganh, c6 niém yét trén san
chimg khoan théng qua cong ty me 1a Cong ty ¢ phan Thé Giéi Di Pong (MWG). DN nay
duogc xay dung bd may theo mo hinh ma tran bao g(:f)m Hoi déng quan tri, ban quan tri, ban
kiém soat, ban lanh dao, 1anh dao cac cong ty con theo timg cong ty va nganh hang cta tap
doan. Thém nita, tai Pién May Xanh c¢6 b phan TMDPT chuyén trach va duoc giao nhi€ém
vu va doanh s ban hang doc 1ap véi ban 1é truyén théng. Nhu vy c6 thé thay Pién May
Xanh 4p dung cau chirc theo mé hinh ma trén tirc 1a vira 6 mé hinh chirc nang, vira c6 phan
quyén va c6 nhiing dic diém quan tri riéng c6 ciia DN. Pay 1a diém khac biét 16n ciia Pién
May Xanh so v6i cic DNTM chuyén kinh doanh HPM trén dia ban Ha Noi. Mat khéac, mot
sO cong ty theo mo hinh cong ty c6 phan nhu Pico co co cdu cong ty ¢d phan ciing két hop
giita chtrc ning va phan quyén nhung & quy mo nho hon.

Co ciu t6 chirc ciia cac DNTM quy md 16n: Nhom cac DN 16n thuong c6 mét co cdu
t6 chtrc phtic tap va chit ché, véi cac bo phan duoc phéan chia rd rang theo chiic ning va
nhiém vy. Co cdu nay c6 thé dugc mo hinh theo chiéu doc hodc theo chiéu ngang. Nhiing
DN nay thuong ap dung md hinh co cau to chire tip trung va chuyén mon hoa cao. Véi cac
DN 16n theo mé hinh cong ty c6 phan nhung khong niém yét hoic mo hinh cong ty TNHH
thi thuong ciing gdm ba cdp nhung quy mé phong ban nhan sir 16n va bai ban chuyén nghiép
vi du nhu Media Mart (Phu luc 21). Nhén sy trong DN 16n thuong duoc tuyén dung va quan
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Iy mot cach chit ché véi cac tiéu chi khat khe vé trinh do va chuyén mén. DN 16n ciing cht
trong dao tao va phat trién nhéan su 1au dai, ¢6 cac chuong trinh huén luyén, dao tao ndi by va
tham chi 14 cac khéa hoc chuyén su tir cac ddi tac bén ngoai.

Nguoc lai, DNTM quy mé vira va nho c6 loai hinh phép 1y 1a cong ty TNHH hodc
cong ty co phan ¢6 co ciu t6 chic don gian hon, nho hon, tinh gon hon thudng chi gdm cac
phong ban co ban nhu kinh doanh, tai chinh va nhén su v.v véi su linh hoat trong cong vi¢c
va khong c6 bd phan chuyén trach vé BLDT doc lap. Nhan sy trong DN nho thudng c6 quy
md it hon va kiém nhiém nhiéu cong viéc khac nhau. Nhan su trong cac cong ty nho c¢6 xu
hudng linh hoat, chiu nhiéu trach nhiém va c6 kha nang lam viéc da nang hon. Mac du muc
luong trong cong ty nho c6 thé thip hon so véi cac cong ty 16n nhung méi truong lam viée
lai d& dang va it c6 sy phéan biét rd rét gitta cc cAp quan 1y va nhan vién.

Co cau to chirc ctia DN 16n ¢6 tinh chuyén mon hoa va phan chia rd rang giita cac
phong ban gitip hoat dong ciia DN trd nén chiat ché va ¢6 sy kiém soat cao. Trong khi do,
DN vira va nho ¢6 co ciu t6 chic don gian gitip DN linh hoat va d& dang thich tng voi
nhiing thay doi nhanh chéng trong méi truong kinh doanh. Tuy nhién, DN nho ¢6 thé gip
khé khin trong viéc quan 1y hiéu qua khi quy mé phat trién, do thiéu cac hé théng va quy
trinh chinh thirc.

Vé bd phan chuyén trach BLDT: Ty 18 cac DN ¢6 bd phan chuyén trach danh riéng vé
BLDT con thap, chi 20% DN vao nam 2021 va ting 1én 37% DN vao nam 2023. Biéu nay
cho thiy cac DNTM chua chu trong vao viéc xdy dung co ciu t6 chirc phuc vu cho BLDT.
Nhung cling da nhan thirc dugc vai trd quan trong ctia bo phan nay va xu hudng dang tang
cudng luc luong chuyén trach vé BLDT hang dién may.

V& co s& vat chit: DN 16n dau tu manh vao hé théng hién dai, dé)ng b0 trén toan quéc,
bao gdm vin phong trung tim, kho bii quy mé 16n, doi xe tai chuyén dung, cira hang ban 1é
hién dai va phan mém tich hop tién tién. Trong khi d6, DN vira va nho tdi wu chi phi bang
cach su dung van phong nhd, kho thué chung, dich vu giao hang bén thir ba va tap trung vao
ban hang truc tuyén qua cac nén tang san co thay vi ddu tu nhiéu vao co s vat chat.

2.2.3. Thuc trang lanh dao bdn lé di¢én tir hang dién mdy tai cac doanh nghiép
thwong mai trén dia ban Ha Ngi
2.2.3.1. Thuc trang lanh dao tuyén dung luc luwong ban lé dién tur

Trong bdi canh TMDT tai Viét Nam phat trién manh mé&, nhu cau tuyén dung nhan luc
chit luong cao trong linh virc ndy ngiy cang gia tang. Tuy nhién, chi c6 khoang 30% nhan
lyc duoc dao tao chinh quy vé linh vuc ndy dan dén tinh trang thiéu hyut nhan su ¢6 chuyén
mon sau (Phan Thi Thuy, Le Vu Thuy Dung, 2024). Cac DNTM chuyén doanh HDM quy
mb 16n nhan thirc 15 can xay dung chién lugc tuyén dung bai ban dé duy tri vi thé trén thi
truong. Trong khi d6, cac DN vira va nho ciing dan chuyén déi tu duy tir viée tuyén dung
mang tinh thoi vy sang tap trung vao xay dung lyc lugng nhan sy BLDT bén viing hon.
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Bang 2.17: Két qua khao sat vé hoat dong linh dao ban 1é dién tir tai cac DNTM
chuyén kinh doanh HDM trén dia ban Ha Néi

Tiéu chi tuyén dung tai cic DNTM Nam 2021 | Nam 2022 | Nam 2023
Tuyén dung méi nhan sy cho BLDT 73% 80% 97%
Ut tién tuyén dung nhén sy c6 ky ning,
kinh nghiém vé BLDT 93% 93% 97%
Tu tuyén dung nhan su 33% 40% 40%
Thué ngoai dich vu tuyén dung nhéan su 67% 60% 60%
Tuyén dyung nhén sy ban thoi gian 67% 80% 93%

Nguon: Két qua xit Iy di liéu khdo sat DN

Két qua khao sat veé cong tac tuyén dung nhan su cho hoat BLDT tai cic DNTM
chuyén kinh doanh hang dién may trén dia ban Ha Noi giai doan 2021-2023 cho thiy mot s6
xu huéng dang chu ¥. Trudce hét, ty 16 DN tuyén dung méi nhan sy cho BLPT lién tuc ting
qua cac nam, tir 73% (2021) 1én 97% (2023) phan anh nhu cau ngdy cang cao vé ngudn nhan
luc trong linh vuc BLDT. Béc biét, viec DN ludn uu tién tuyén dung nhan sy ¢6 k¥ nang va
kinh nghiém vé BLDT luén duoc duy tri ¢ muc rat cao (93%-97%) minh chimg cho tim
quan trong cua yéu t6 chuyén mon hoa trong hoat dong BLDT.

Vé phuong thirc tuyén dung, xu hudng thué ngoai dich vu tuyén dung (60%-67%) van
chiém wu thé so vdi tu tuyén dung (33%-40%) thudng 1a cic DNTM quy md vira va nho,
cac DN quy mo 16n tu tuyén dung va két hop véi thué ngoai dé ting hiéu qua, diéu nay c¢6
thé 1y giai boi kha nang tiép can ngudn tmg vién chat lugng cao va tiét kiém chi phi quan ly
cua cac don vi cung cép dich vu. Bén canh do, ty 1€ DNTN tuyén dung nhan sy ban thoi gian
cling tang manh, tir 67% (2021) 1én 93% (2023) cho thay sy linh hoat trong chién lugc st
dung lao dong nham dép tmg bién dong nhu cau thi truong. Xu hudng ndy phan anh thuc
trang phat trién nhanh chéng cia BLDT doi hoi DN phai t6i uwu hoa chi phi va tan dung
nguon luc linh hoat dé duy tri tinh canh tranh.

Két qua phong van mot s6 NQT trong DNTM cho biét, nhan vién tai cac DN 16n
hai 1ong véi quy trinh tuyén dung chuyén nghiép va hiéu qua ciia DN. Diéu nay cho
thay cac DN 16n khong chi thu hit dugc nhéan tai ma con xay dung duoc uy tin manh
mé trén thi truong lao dong.

Thuyc trang tuyén dung tai cac DN chuyén doanh HDM quy mé vira va nhé cho thy
viéc han ché vé ngudn luc ciia DN. Theo cac NQT thi thach thirc 16n nhét ctia cac DN vira
va nho trong cong tac tuyén dung nhan sy méi 1a van dé vé tai chinh va thoi gian. Cac DN
vira va nho nho dua tin tuyén dung 1én cac trang tuyén dung, cac trang MXH hodc website
cua cong ty cling phai chi tra mot khoan chi phi khong nho cho quang cao va nhan sy. Cac
DNTM vira va nho thuong khong du kha ning dau tu vao quy trinh tuyén dung chuyén
nghiép hoic khong c6 nhan su, phong ban chuyén mén dé xay dung mot hé thdng tuyén
dung hiéu qua. Hau hét ho sir dung cac phuong phép truyén thong nhu ddng tin trén trang
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tuyén dung mién phi hoic dua vao cic mbi quan hé ca nhan dé tim kiém ung vién.
2.2.3.2. Thuc trang lanh dao dao tao luc lwong ban le dién tir

Két qua khao sat vé cong tac dao tao lyc lugng BLDT tai cac DNTM giai doan 2021-
2023 cho thy xu hudng tich cyc trong viéc nang cao ning luc doi ngii phu trach BLDT. Ty
16 DNTM c6 thuc hién dao tao lai nhan sy BLDT lién tuc tang, ttr 80% (2021) 1én 90%
(2023), phan anh su cht trong cia DN ddi v6i viée cap nhét kién thire va k§ ning cho nhan
vién trong bdi canh chuyén doi s6 ngiy cang sau rong va dap tmg yéu cau cong viéc cia DN.

OCOO0000000
oRrNwhUIONDLR

C6  Khong Tu dao Thué Cu di Thuong Thinh  Hiém
tao ngoai  hoc xuyén thoang  khi
dao tao

DN ¢6 dao tao lai, nhan sy BLDT DN c6 dao tao lai, nhan sy BLDT
nhu thé nao? nhu thé nao?

m 2021 2022 2023

Hinh 2.23: Thue trang dao tao luc lwgng BLDT tai cic DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi
Nguon: Két qua xir Iy dit liéu khdo sit DN

Vé phuong thirc dao tao, tu dao tao 1a hinh thire chu dao chiém ty 1¢ cao nhét qua cac
nam (76%-83%), diéu nay co thé 1y giai boi tinh chii dong va kha nang tiy chinh ndi dung
dao tao phu hop véi nhu cau thuc tién ctia DN. Tuy nhién, xu hudéng thué ngoai va ctr nhan
vién di hoc dang c6 su gia ting nhe vao nam 2023 (lan luot 13 14% va 20%), cho thdy DN
dang m& rong cach tiép can dé tan dung ngudn lyc chuyén mon bén ngoai nham dap tng yéu
cau ngay cang phuc tap cia BLDT. Pic biét 1a nhom cac nha quan 1y cp trung thuong duoc
ctr di hoc cac 16p chuyén sau do bén thit ba t6 churc.

V& tan suét dao tao, hoat dong dao tao "thuong xuyén" dugc duy tri on dinh & mic cao
(66,7%-73,3%), trong khi cac hinh thirc “thinh thoang” va “hiém khi” ¢ xu hudng giam
dan. Piéu nay chiing t6 cac DN da nhan thirc rd vai tro cia viée dao tao lién tuc nhim dam
bao nhan sy luén cap nhat xu hudng maéi va van hanh hi¢u qua trong mai truong kinh doanh
dién tir day bién dong. Nguyén nhan chinh cta xu huéng nay co thé xuat phat tir ap Iuc canh
tranh va toc do thay d6i nhanh chong ctia cong nghé ciing nhu hanh vi NTD.
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Marketing & livestream ban hang
Quan ly don hang, giao hang
Xir Iy khiéu nai va cham soc khach. .
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Hinh 2.24: Két qua khao st vé ndi dung/ k§ ning dao tao lyc lwong ban 1¢ dién tir tai
cac DNTM chuyén kinh doanh HPM qua ciac nam
Nguon: Két qua xir Iy dit liu khdo sit DN

Két qua khao sat cho théy noi dung dao tao lyc lugng ban hang phuc vu hoat
dong BLDT tai cac DNTM chuyén kinh doanh hang dién may giai doan 2021-2023 c6
xu huéng ngay cang toan dién va chuyén sau cho BLDT. Trong ba nim lién tiép, ty 1¢
DN dao tao kién thirc SP HPM ting déu tir 80% (2021) 1én 90% (2023) cho thy day la
ndi dung quan trong nhét vi lién quan dén SP. Pang chi ¥, k¥ ning tu van ban hang
online da kénh va k¥ nang marketing & livestream ban hang tang manh, lan luot dat
87% va 76% vao nam 2023, phan anh sy thich tmg véi moi truong BLDT va hanh vi
tiéu dung méi. Bén canh d6, cic ky ning hd tro nhu st dung phan mém quan ly
(CRM/ERP/POS), quan ly don hang, chim séc KH ciing dugc dau tu dao tao nhiéu
hon, vo1 mire tang trung binh khoang 15-20% trong giai doan khao sat.

Theo phong van cac NQT cuiia DN c¢6 dén 84% cho rang cac DN can thyuc hién cac
chuong trinh dao tao dinh ky cho luc luong BLDT. Cac chuong trinh nay thuong tap trung
vao k¥ nang ban hang truc tuyén, quan Iy hang ton kho va tmg dung cong nghé so trong ban
1¢. Cac DN lon thuong t6 chirc dao tao thuong xuyén hon, ndi dung dao tao bai ban hon va
str dung phuong phap dao tao truc tuyén hodc thué ngoai dao tao dé bd sung thém cac
phuong thirc dio tao gitp nhan vién dé dang tiép can kién thirc méi va nang cao ky
nang chuyén mon. Mat khac, thuc trang dao tao tai cac DN vira va nho cho théy ho han ché
vé nguén luc. Cac DN vira va nho thyc hién dao tao dinh ky cho nhan vién véi tan sut thép
va hau hét cac chuong trinh nay chi dimg lai & mtic d co ban va thiéu chuyén nghiép. Cac
chuong trinh dao tao thuong khong lién tuc, roi rac va mang tinh chu quan cia NQT hoac
nguoi phu trach dao tao dugc ty quyén. Nguyén nhan cha yéu dén tir han ché vé ngan sach
va thiéu doi ngii giang vién chuyén mon. Diéu nay phan anh su khéc biét 10n trong cach tiép
can dao tao gitra hai nhém DN (Phu luc 22).
2.2.3.3. Thuc trang lanh dao ddi ngg, tao dong luc cho lyc lwong ban lé dién tu

Két qua khao sat vé thuc trang lanh dao dai ngd, tao dong luc cho luc lugng BLDT
thong qua khao sat cac NQT DN nhu sau:



112

0.9
0.8
0.7
0.6
0.5
0.4
0.3

0.2 I
0.1
! ] N N
Tét Trung binh  Kém 1 d&én dudi Tir 10-30% Tir 30-50%
0
DN dai ng¢ luc luc BLDT 10%
Ty 1¢ nghi viéc cua luc luong BL DT tai DN

m 2021 m2022 m2023

Hinh 2.25: Thuec trang dai ng¢ va ty 1€ nghi viéc ciia luc lwong BLDT tai cic DNTM
chuyén kinh doanh HPM trén dja ban Ha Noi

Nguon: Két qua xir Iy dit liéu khdo sit DN
Két qua khao sat vé dai ngo luc lugng BLDT va ty 1¢ nghi viéc tai cic DNTM giai
doan 2021-2023 cho thiy mét s6 diém dang chi . V& mirc do dai ngo, ty 16 DN tir d4nh gia
dai ngd “tot” chiém da s6 qua cac nim (76%-83%), trong khi cac muic “trung binh” va
“kém” chi dao dong & murc thap (10%-20%). Tuy nhién, khi déi chiéu véi ty 1& nghi viéc co
su bt hop 1y 16 rét: méc du phﬁn 16n DN nhan dinh dai ngd t6t, ty 1& nghi viéc van ¢ mirc
cao, dac bi¢t 1a nhom tir 10-30% (50%-66,7%) va nhom 1-10% ciing tang dan qua cac nam
(23,3%-40%). So sanh v&i mirc nghi viéc trung binh ctia nganh bén 1¢é 1a 25%, c6 thé thiy
rang ty 18 nghi viéc tai cic DNTM chuyén kinh doanh HDM van vuot hodc tiém can ngudng

nay, diéu ndy dat ra ciu hoi vé tinh chinh xéc trong danh gia ctia DN vé chat luong dii ngd.
Nhém cac DNTM vira va nho nhin nhan “dai ngd 6t cho luc lugng BLDT” nhung
thuc té& chua tdt c6 thé do: 1) muc do chua thoa man nhan su cua lyc luong BLDT théng qua
cac yéu to nhu lwong thudng, méi trudng lam viée, co hoi phat trién nghé nghiép va can
bang cong viéc, cude song co thé chua duoc dap tng day du hodc phi hop véi nhu cau thuc
té cua lyc lugng BLDT. ii) Ap luc cong viéce trong linh vye BLDT doi hoi ki niang chuyén
mén cao, ap lyc canh tranh 16n va thudng xuyén phai thich nghi véi thay déi cong nghé (ddc
biét 1a cac kénh BLDT) va hanh vi ciia KH trén méi truong Internet. Diéu nay ¢6 thé dan dén
tinh trang qua tai, gdy mét moéi va khién nhan vién roi bo cong viéc du dai ngg vat chét duoc
danh gia 1a "tot". iii) Thiéu chinh sach giir chan nhan tai dai han thong qua céc chinh sach
phat trién nghé nghiép, dao tao ning cao hodc cac chuong trinh phuc lgi dai han thi nhan
vién dé dang chuyén sang cac don vi khac c6 16 trinh thang tién rd rang hon. iv) Anh hudng
tir thi truong lao dong, ngudn nhén luc cd ki nang vé cong nghé va ban 1é dién tir tré nén
khan hiém va duoc sin don. Diéu nay khién nhan vién d& dang tim kiém co hoi viée 1am méi

v muce dai ngd hap dan hon.
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Nhom DN 16n 4p dung chinh sach luong thuong canh tranh gan véi hiéu qua cong
viéc va doanh sd, trong khi DN vira va nho ¢6 miic luong co ban thap hon 20-30% va hau
nhu khong c6 chinh sach thuong hap dan. Vé phiic loi, khoang 85% DN 16n cung cép cac
chuong trinh mé rong nhu bao hiém strc khoe, hd tro hoc phi dao tao va du lich dinh ky,
trong khi nhom DN vira va nho gan nhu khong c6 phuc loi hodc phuc loi it gy thiét thoi cho
luc luong BLDT. Vé dao tao, cac DN 16n chi trong t6 chirc cac khoa dao tao ky nang mém,
ban hang va cong nghé s gitip tang ty 1¢ gan bo va giam ty 1& nghi viéc; Nguoc lai, DN vira
va nho it dau tu vao ddo tao khién lyc lugng BLDT chua hai long véi mic di ngd. Tong
thé, DN 16n vuot troi vé dai ngd va tao dong lyc nho nguén luc tai chinh manh va chuong
trinh bai ban, trong khi DN vira va nho bi han ché boi ngan sach, ddn dén hiéu suét lao dong
va su gan két nhan vién thip hon dang ké. (Phu luc 23).

Cudi cting, két qua khao sat DNTM vé chirc ning lanh dao nao quan trong nhat doi
v6i1 quan tri ban 1€ dién tir tai DN thi nhan dugc cau tra 101 nhu sau:

Bang 2.18: Két qua khao sat vé tim quan trong ciia chire ning linh dao ddi voi
quan tri BLDT tai DNTM chuyén kinh doanh HDM

Tiéu

ni Linh dao tuyén dung Lanh dao dao tao Lanh dao dai ng6
chi

Nam 2021 2022 2023 2021 | 2022 | 2023 2021 2022 2023

Tyle% | 67% 70% 70% 70% | 73% | 76,7% | 80% 87% 87%

Nguon: Két qua xir Iy dit liu khdo sit DN
Két qua khao sat tai cic DNTM chuyén kinh doanh HPM cho thay, trong ba
chtrc nang lanh dao chinh phuc vu quan tri BLDT, "dai ngd" duoc danh gid quan trong
nhat voi ty 18 87,7% (2022, 2023), tiép theo 1a "dao tao" (76,7%) (2023) va “tuyén
dung” (70%) (2022, 2023). Piéu nay phan anh xu huéng cac DNTM ngay cang chu
trong vao viéc gitr chan va khuyén khich nhan su thong qua cac chinh sach di ngd
hiéu qua, dong thdi nhin manh vai trd then chét ctia dao tao trong viéc ning cao ning
Iirc doi ngii nham thich Gmg v6i méi truong ban 1é dién tir dang bién d6i nhanh chong.
Panh gia vé mirc d6 quan trong ctia chirc nang lanh dao trong BLDT d6i véi DNTM
bang phan mém cho két qua gia tri trung binh 3,8/5 diém, gié tri thap nhét 1a 2, gia tri cao
nhét 14 5. Tri s6 trung binh 3,8 cho thiy phan 1én cac DNTM di nhan thirc dugc vai trd then
chét cua lanh dao trong viéc quan 1y nhan su trong méi truong BLDT. Tuy nhién, viéc ton
tai nhitng quan diém danh gia & mirc thap (gia tri 2) dit ra yéu cau can nang cao nhén thirc
toan dién hon vé chirc nang lanh dao, nhét 14 trong bdi canh canh tranh s hoa ngay cang gia
tang. Nhin chung, dir liéu dinh luong tir Excel gop phan cing c¢b luan diém ring vai tro 1anh
dao khong chi 1a yéu t& hd tro, ma con 1a dong luc cdt 18i thiic day hiéu qua va d6i méi trong
quan tri BLDT tai cic DNTM hién nay.
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2.2.4. Thuc trang kiém sodt bdn 1é dién tiv hang dién mady tai cdic doanh nghiép
thuong mai trén dia ban Ha Ngi
2.2.4.1. Thyc trang thyc hién quy trinh kiém sodt ban 1é dién tir

Két qua khao sat vé viéc ban hanh, dao tao va hiéu qua 4p dung cac quy trinh danh
riéng cho hoat dong BLDT tai cic DNTM giai doan 2021-2023 cho théiy xu hudng tich cuc
nhung van con ton tai nhimg han ché dang cha y.
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Hinh 2.26: Thue trang thuc hién quy trinh trong kiém soat BLDT tai cic DNTM
chuyén kinh doanh HDM trén dia ban Ha Noi

Nguon: Két qua xir Iy div liéu khdo sit DN

Vé viéc ban hanh quy trinh BLDT, ty 18 DN ¢6 quy trinh riéng ting dan qua cic nim,

tir 70% (2021) 1én 83% (2023) phan anh sy nhan thiic ngiy cang 1o nét vé tim quan trong

ctia hé thong quy trinh chuan hoa trong quan Iy hoat dong BLDT. Tuong tu, ty 1¢ DN dao

tao va huéng dan quy trinh phuc vu BLDT ciing duy tri & mirc cao (80%-83%) cho thiy nd
Iuc phd bién kién thirc va ki nang can thiét cho lyc lugng ban hang.

Tuy nhién, hiéu qua ap dung cac quy trinh ndy vao hoat dong kiém soat BLDT
chua thyc sy dong déu. Mic du ty 16 DN danh gia quy trinh ¢ hiéu qua ting nhe qua cac
nam (67%-73%), mic do hidu qua chu yéu tap trung & muc “kha” (50%-53,3%) va “t6t”
(30%), trong khi ty 1¢ danh gia “trung binh” dao dong & mirc 13,3%-16,7%. Diéu nay cho
thay, du cac quy trinh da dwoc xay dung va trién khai, kha ning van hanh thyc té van chua
dat &én muc t6i wu. Nguyén nhan c6 thé xuat phat tir tinh kha thi ciia quy trinh chua cao,
thiéu su linh hoat dé thich tmg véi dic thu cia hoat dong BLDT hoic cong tac gidm sat va
hd tro thuc hién chua do manh mé. Két qua nay nhin manh rang viéc ban hanh va dao tao
quy trinh chi 1a budc dau tién, DN can lién tuc cai tién, do luong va diéu chinh quy trinh dya
trén phan hdi tir thyc tién hoat dong.
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Thyc trang kiém soat quy trinh tai cac DN lon:

- Ung dung cong nghé hién dai: Cac DN 16n di tich cuc 4p dung cac phan mém quan
1y quy trinh tién tién nhu b phan mém ERP va CRM dé theo ddi va kiém soat toan bd hoat
dong ban 1é. Theo két qua khao sat co dén 90% cac nha quan 1y tra 10i rang cac DN 16n ¢6 sir
dung cong nghé dé ty dong hoa va kiém soat quy trinh, gitp giam thiéu sai sot va nng cao
hi¢u qua.

- Quy trinh 13 rang va chuan hoa: Cac DN 16n da xay dung cac quy trinh kiém soat ban
1¢ theo tiéu chuan quéc té, dam béo tit ca cac budc tir kiém tra chit luong SP, quan ly ton
kho va giao nhan hang hoa déu duoc thuc hién nghiém ngat.

- Hiéu qua cao: Theo phong van cac NQT tai cac DN 16n dénh gia rang quy trinh kiém
soat hién tai gitip cai thién hiéu sudt 1am viéc va giam thiéu cac van dé phat sinh trong qua
trinh van hanh.

Thyc trang kiém soat quy trinh tai cac DN vira va nho:

- Han ché vé cong ngh¢: theo khao sat cac NQT tai cac DN vira va nhé st dung cac
phan mém cong nghé trong viéc kiém soat quy trinh, phan 16n van dua vao phuong phap tha
cong hodc cac hé thdng phan mém quan 1y co ban. Diéu niy 1am ting nguy co sai sot va lam
giam hi¢u qua trong hoat dong.

- Thiéu chuén hoa trong quy trinh: Cac DN vira va nho thudng khong co cac quy trinh
kiém soat rd rang va day du, chuyén nghiép. Phan 16n cic hoat dong kiém soat déu phu
thudc vao kinh nghiém c4 nhan cta nhan vién hogc ngudi quan 1y dan dén sy thiéu nhat quan
va kho khan trong viéc mo rong quy mo.

- Ty 1& hiéu qua thap: Theo phong van, chi 58% nhém nhéan vién tai cic DN vira va nho
danh gia rang quy trinh kiém soét hién tai dii hiéu qua dé dap img nhu cau cong vic.

So sanh chi tiét thyuc trang kiém soét quy trinh ctia hai nhém DNTM, xem thém Phu
luc 24.
2.2.4.2. Thuc trang xac dinh cadc tiéu chudn trong kiém sodt ban 1é dién tir

Két qua khao sat vé thyc trang xay dung va 4p dung cac bd tiéu chuén kiém soat
BLDT tai cac DNTM giai doan 2021-2023 cho thiy xu huéng tich cuc trong viéc thiét 1ap
khung quan 1y noi bo. Ty 1é DN xay dung cac bo tiéu chuan kiém soat BLDT ting dan qua
cac nam, tir 73% (2021) 1én 80% (2023) phan anh su quan tAm ngay cang cao cua DN dbi
véi viée chuan hoa hoat dong BLDT. Tuong tu, ty 1&¢ DN ban hanh quy trinh kiém soat noi
b0 cling cd sy cai thién, tir 63% (2021) 1én 73% (2023).
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Hinh 2.27: Thye trang xiy dung va ap dung cac bd tiéu chuin kiém soat BLDT tai cac
DNTM chuyén kinh doanh HDM trén dia ban Ha Noi
Nguon: Két qua xir Iy dit liéu khdo sit DN

Vé nguff)n géc cac bo tiéu chuan, da sé DN lya chon xay dung h¢ théng tiéu chi tu phat
trién (70%-73%), trong khi viéc p dung theo chuan quéc té chi chiém khoang 20%-23%
chi yéu 1a cac DNTM quy mé 16n ap dung. Didu nay cho thiy cic DN chu yéu dira vao kinh
nghiém va dic thu riéng dé thiét ké tiéu chuan, thay vi tiép can cac chudn muc toan cau. Mic
du diéu nay gitip DN linh hoat hon trong viéc tity chinh tiéu chuan phu hop véi thuc tién, nd
cling tiém 4n nguy co thiéu tinh chuyén nghiép va dong b, dic biét trong bdi canh hoi nhap
qudc t& ngay cang sau rong.

Nguyén nhan cta thyc trang trén ¢ thé xut phat tir viéc nhiéu DN vira va nho chua
dt ngudn luc tai chinh hodc ky thuat dé ap dung cac tiéu chuan qudc té phirc tap va dit do.
Bén canh do, su thiéu hiéu biét hoic tiép can han ché vé6i cac chuan muc quéc té cling 1a rao
can 1on. Tuy nhién, viéc phu thudc qua nhiéu vao tiéu chi tu xay dung co thé dan dén su
chénh 1éch vé chat lugng kiém soat giita cac DN lam giam kha ning canh tranh trén thi
truong. Do d6, cac DN can can nhéc két hop giita tiéu chi ty phat trién va chuan quéc té dé
t6i wu hoa hiéu qua kiém soat BLDT trong dai han.
2.2.4.3. Thuc trang do lwong, ddnh gid két qud ban 1é dién tir

Vé thuc trang do ludng va danh gia két qua BLDT tai cac DNTM chuyén kinh doanh
HPM qua khao sat DN vé mét sb tiéu chi trong bang dudi day:

Bang 2.19: Két qua khao sat thue trang do lwomg, danh gia két qua BLDT

Tiéu chi Lua chon 2021 2022 2023

DN c¢6 ban hanh cac chi tiéu do ludng ) . ]
dénh gid hicu qua (kpi) ciia cdc khau | <0 80% | 83,3% | 873

trong BLDT hay khong? Khong 20% 17,7% | 12,7%

DN c6 st dung KPI trong do ludng danh | Co 83% | 87,3% 87,3
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gia hi€u qué cta hoat dong BLDT hay

khong? Khong 27% | 12,7% | 12,7%

DN c6 st dung cong nghé va phan mém ]

. s . . Co 83% | 87,3% 87,3

dé ho tro kiém soat hi¢u qud hoat dong

BLDT hay khong? Khong 27% 12,7% | 12,7%
Phan mém tra phi
c6 sdn 73,3% | 87,7% | 93,3%
Phan mém tra phi viét

DN thudng dung phin mém tra phi hay | riéng 26,7% | 20% | 23,3%

mién phi? Phan mém mién phi 80% | 83,3% | 83,3%

Nguon: Két qua xir Iy dit lidu khdo sat DN

Két qua khao sat qua cac nam (2021-2023), ¢6 thé nhan thay xu hudng tich cuc trong
viéc ap dung cac cong cu do ludng va quan ly hi¢u qua hoat dong BLDT tai cac DNTM
chuyén kinh doanh HDM. Cu thé, ty 1¢ DN ban hanh chi tiéu KPI ting tir 80% (2021) lén
87,3% (2023), cho thay su gia tang dang ké trong viéc thiét 1ap céc tiéu chi danh gia hidu qua
hoat dong. Piéu nay phan anh nhan thirc ngdy cang cao cia DN vé vai trd ctia KPI trong
viéc t6i uu hoa quy trinh kinh doanh.

bdi véi viee st dung KPI dé do luong hi¢u qua cua hoat dong BLDT, ty 1€ DN ép
dung dat muc on dinh & 87,3% trong hai nam 2022, 2023. Piéu nay cho théy KPI da tro
thanh mot cong cu quan trong va phd bién trong quan tri hoat dong ban 1¢ dién tir, dong thoi
phan anh tinh nhat quan trong viéc trién khai va duy tri cong cu nay. Tuy nhién, van con
khoang 12,7% DN chua 4p dung KPI, diéu nay co thé xuét phat tir han ché vé ngudn luc,
ning luc quan 1y hodc sy thiéu nhan thirc vé loi ich ciia KPI hodc str dung cac phuong phap
khéc dé kiém soét hoat dong BLDT.

Vé viéc st dung cong nghé va phﬁn mém hd tro kiém soéat hiéu qua hoat dong
BLDT, s6 liéu cling ghi nhan mic do 4p dung tuong ty nhu KPI, dat 87,3% vao nam
2023. Xu huéng nay nhin manh vai trd ctia chuyén d6i sd trong viéc nang cao hiéu qua
quan ly va van hanh. Cac DN da nhan thire o rang viéc ing dung cong ngh¢ khong chi
giup theo doi sat sao hoat dong kinh doanh ma con tao ra loi thé canh tranh trong boi
canh thi truong ngay cang phat trién. Ngoai ra, sy khac biét dang ké gitta nhom DN 16n va
nhom DN vira va nho trong viéc ap dung cac cong cu va phuong phap do luong, do 1a DN
dién may lon str dung cac cong cu phan tich dit liéu chuyén sdu nhu CRM tich hgp Al va hé
théng ERP dé theo dbi hiéu quad ban hang, DN vtra va nhé ap dung cac cong cu nay do vi¢c
trién khai phan mém ERP rat ton kém va doi hoi quy mé 16n, du tur dai han. Thém nita, DN
16n c6 kha nang phan tich dir liéu dé dua ra quyét dinh chién lugc so véi DN vira va nho. Vé
hiéu qua kinh doanh, cac DN 16n dat ty 1¢ BLDT thanh cong trung binh cao hon 15% va ty
1€ gilt chan KH cao hon 20% so v&i DN vira va nhd. Nguyén nhan chinh ctia sy chénh 1éch
nay 1a do DN vira va nho thudng thiéu ngudn luc tai chinh va nhéan sy chuyén mén dé trién
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khai hé théng do luong hiéu qua. Tir d6, ¢6 thé thay rang viéc dau tu vao cong nghé va nang
cao nang lyc phan tich dir lidu 1a yéu t6 then chdt giup cac DN dién may, dac bi¢t 1a DN vira
va nho céi thién hiéu qua ban hang tryc tuyén trong tuong lai.
2.3. Danh gia thuc trang quan tri ban 1€ dién tir tai cic doanh nghiép thwong mai
chuyén kinh doanh hang dién may trén dia ban Ha Noi

Thyc trang BLDT tai cic DNTM chuyén kinh doanh HDM trén dia ban Ha Noi
phan anh mét qua trinh chuyén d6i s6 dang dién ra manh mé& nhung van con nhiéu bat
cap, chiu sy chi phéi b1 mot hé théng cac yéu td bén ngoai va bén trong DN. Moi
truong bén ngoai, bao gdbm khung phap 1y ngdy cang hoan thién, su phat trién cta ha
tang cong nghé va thay doi hanh vi tiéu dung trong mua sam truc tuyén, tao nén ap luc
va déng thoi 14 co hdi cho cac DNTM can quan tri BLDT hi¢u qua hon. Tuy nhién, sy
canh tranh gay git tir cac san TMBT qudc té va trong nudc cing v6i nhitng bién dong
kinh té vi mé dat ra thach thirc 16n vé kha nang thich nghi. Bén trong DN, ning luc noi
bd duge xac dinh boi ngudn tai chinh, chét lugng d6i ngii nhan su sb, ha ting CNTT va
vian héa to chire v.v dong vai tro quyét dinh trong viéc thuc thi hiéu qua cac chién lugc
BLDT. Su khac biét rd rét gitta cac DN quy md 16n va quy md vira va nho trong vi¢e
dau tu vao cong nghé, xay dung mo hinh t6 chirc BLDT va dao tao nhan su v.v. din
dén su chénh léch trong két qua hoat dong. Thyc hanh quan tri BLDT cua hai nhom
DNTM, khi dugc xem xét qua lang kinh bon chie nang co ban (hoach dinh, td chirc,
lanh dao, kiém so4t), cho thdy nhiéu DN mdi chi dimg lai & mirc do “phan tng” thay vi
“chu dong”. Két qua cia quan tri BLDT thé hién qua doanh thu, ty 16 BLDT thanh
cong va muc do hai long cua khach hang v.v do d6 cling c6 sy khac biét, phan anh ro
nét mdi quan hé nhan qué gitra nang lyc quan tri BLDT va két qua BL PT trong moi
truong so.

M trndmg . Mai treimyg
bitn ngodi bitn trong

Thige té quin trj
4 BLBT tai che
DNTM

*

Kt qud
quén trj BLBT
tai che DNTM

Hinh 2.28: So' @ nghién citu thye trang quéng tri BLDT tai cic DNTM chuyén kinh
doanh HPM trén dia ban Ha Ngi
Nguon: Tdc gida tong hop
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2.3.1. Nhiing thanh cong va nguyén nhdn trong qudn tri ban lé dién tw tai cdac doanh
nghiép thwong mai chuyén kinh doanh hang dién may trén dia ban Ha Nji

2.3.1.1. Nhitng thanh cong trong quan tri ban lé dién tw tai cac doanh nghiép thuong
mai chuyén kinh doanh hang dién may trén dia ban Ha Noi

i) Nhimg thanh cong dbi voi hoach dinh BLDT

Mot 13, hoach dinh chién luoc BLDT: hoach dinh chién lwgc BLDT tai céc
DNTM chuyén kinh doanh HPM tai Ha Noi dugc thé hién qua sy chu dong va nhay
bén trong viéc thich img véi cac yéu t thi trudng va hanh vi tiéu dung thay d6i nhanh
chong trong bdi canh chuyén doi sé dién ra manh mé. Cac DN dugc khao sat da thuc
hién lap ké hoach chién lugc kinh doanh noi chung va BLDT néi riéng phan anh nd luc
tiép can thi truong BLDT ciia cic DNTM chuyén doanh HDM. Nhém DN s& hitu
chudi ctra hang 16n di 4p dung chién luoc tich hop da kénh, t6i wu hoa chudi cung ting
va thiét 1ap muc tiéu dai han, trong khi cac DN quy md vira va nho tap trung phat trién
cac nén tang truc tuyén dé ban hang.

Hai 13, hoach dinh chién luoc 4P tich hop da kénh: 4P bao gdm SP, gia, kénh phan
phdi va xuc tién ban) tai cic DNTM chuyén kinh doanh HPM tai Ha Noi thé hién su khac
biét dang ké giita nhom DN 16n va DN vira va nhd. Cac DN 16n ap dung chién lugc da dang
hoa SP, bao gém cac nhom hang tir di¢n tir, dién lanh dén gia dung, két hop véi cac chuong
trinh xtc tién ban sang tao trén nén tang BLDT dé thu hut nhiéu phan khuc KH. Nguoc lai,
DN vira va nho tap trung vao danh myc SP chu lyc, it da dang hon, véi murc gia canh tranh
nham thu hut KH nhay cam vé gid. V& chién lugc gia, DN 16n x4y dung chinh sach bai ban,
két hop dinh gia khuyén mai va tim 1y gia dé duy tri vi thé thi trudng, trong khi DN nhé uu
tién chinh sach gia thip. Trong phan phdi, DN 16n tich hop hiéu qua mé hinh da kénh, phdi
hop giita cira hang vat 1y va nén tang truc tuyén, con DN nho tap trung chii yéu vao cac kénh
TMDT va MXH. Ve xtic tién ban, DN 16n dau tw manh vao quang cao da nén tang, tan dung
cong cu phan tich dir liéu va ndi dung sang tao, trong khi DN nho chu trong cac hoat dong
truc tuyén nhu livestream va quang cao MXH. Sy linh hoat va dinh huéng chién luoc nay da
gitp ca hai nhom DN dat hiéu qua cao trong bdi canh chuyén dbi sb va xu hudng tiéu ding
dién tr ngay cang gia tang.

Ba 14, hoach dinh muc tiéu theo nguyén tac “SMART” két hop phén tich dir li¢u lon:
thanh cong cua hoach dinh muc tiéu BLDT tai cac DN chuyén kinh doanh HDM duoc thé
hién qua sy da dang va 15 rang trong cac muyc tiéu dai han va ngan han, cing phuong phap
tiép can chuyén sau. Cac DN 16n dé ap dung mo hinh “SMART” két hop vdi phén tich dit
liéu 16n, dua trén du béo kinh &, xu hudng tiéu ding va két qua kinh doanh dé hoach dinh
muyc tiéu ting trudng thi phan, cing cd thuong hiéu va téi wu chi phi BLDT. Nguoc lai, cac
DNTM chuyén doanh quy m6 vira va nho linh hoat hon, dt trong tam vao cac muc ti€u
ngin han nhu ting don hang BLDT, duy tri loi nhuan va phét trién cac SP thé manh.
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Bén 13, hoach dinh thi truong muyc ti€u theo phan khic KH: KH muyc ti€u va cac
chuong trinh xuc tién BLDT duoc thé hién qua kha nang t6i wu hoa chién lugc dua trén phan
tich dir liéu va hiéu biét sau sic vé hanh vi tiéu dung dién tir. Cac DN 16n di xay dung chan
dung KH muyc tiéu rd rang, tap trung vao cac phan khuc trung va cao cap ¢ khu vuc do thi,
két hop v6i marketing dién tir da kénh va cong nghé hién dai nhu ERP, CRM, AlL... Trong
khi d6, cac DN vira va nhé linh hoat tiép can KH pho théng ¢ néng thon, chi yéu qua san
TMBDT va MXH véi chi phi thap. Du c6 sy khac biét vé quy md va ngan sach, ca hai nhom
DN déu thanh cong trong viéc khai thac tdi da tiém nang thi truong, gop phan thuc day ting
truong bén vimg trong BLDT.

Nim 13, van hanh tich hop chudi cung tng sO: thanh cong cua hoach dinh cac hoat
dong BLDT va hoach dinh ngan sach BLDT tai cac DN chuyén kinh doanh HDM. Vé hoach
dinh hoat dong duoc thé hién qua cac chién lugc chuan bi k¥ ludng va t6i uu hoéa ¢ nhiéu
khia canh quan trong. Cac DN 16n da dau tu manh mé vao hé théng quan ly kho bai hién dai,
str dung cong nghé tién tién nhu hé théng quan 1y kho hang thong minh, cong nghé giao tiép
tam ngan quan 1y kho hang va van chuyén va thiét bi kiém soat moi trudng dé bao quan hang
hoa, dam bao hi¢u qua van hanh va giam thiéu rai ro. Cac DN vira va nhé, du ¢6 ngan sach
han ché van linh hoat trong viéc thué ngoai dich vu logistics va 4p dung phan mém quan 1y
kho trén nén tang dam may dé ting hiéu qua.

ii) Nhitng thanh cong ddi véi t6 chirc BLDT

Mot 13, to chirc mé hinh BLDT: su thanh cong trong cua cac DNTM chuyén kinh
doanh HPM dugc thé hién qua viéc tmg dung cac chién luoc linh hoat, phtt hop véi quy mo
va nang luc timg DN. Cac DN 16n trién khai mé hinh BLDT hén hop, tich hop da kénh truc
tuyén va ctra hang vat 1y, sir dung hé théng phan mém ERP, CRM hién dai, tdi uu hda quy
trinh tir quan 1y kho bai, van chuyén dén cham soc KH. Nguoc lai, cac DN vura va nho st
dung cac kénh BLDT nhu website TMDT ciia DN, cac nén tang MXH phd bién, sain TMDT
va cac cong cu phan mém quan 1y mién phi dé tiét kiém chi phi va phu hop véi nhu cau sir
dung. Ca hai nhém déu dat mot s chi tiéu hidu qua & mirc kha dén tt trong viée dép g
nhu cu thi truong, t6i wu hda van hanh DN, thuc hién don hang va nang cao chét luong dich
vu cho KH.

Hai 14, chién luge lwa chon SP theo loi thé canh tranh va phan khic KH: thanh cong
ctia t6 chirc lya chon hang hoéa va dich vy trong BLDT tai cac DNTM chuyén kinh doanh
HPM dugc thé hién qua kha nang dap ing nhu cau thi truong va tan dung loi thé quy mo
phu hop véi DN va hoach dinh trudc do ciaa DN. Cac DN 16n dau tu manh mé€ vao NCTT,
cung cp danh myc SP da dang, d4p tmg ca phan khic trung cap va cao cap dong thoi mot sb
DN c6 sé hitu nhan hiéu riéng dé tang bién lgi nhuan. Nguoc lai, cdc DN vira va nho t6i uu
hoéa viéc lua chon SP thong qua viéc tap trung vao mdt hang chu luc phu hop véi nhém KH
¢6 thu nhép trung binh va thip dong thoi tan dung cac wu dai tir nha cung cap dé tiét giam



121

chi phi. Ca hai nhém déu thé hién sy linh hoat trong chién luoc Iya chon hang hoa gop phan
nang cao ning luc canh tranh va ting truong bén viing trong thi truong BLDT.

Ba 13, to chirc thi truong ban 1¢ hiéu qua: thanh céng cta cac DNTM chuyén kinh
doanh HPM duoc thé hién qua viéc phan doan thi truong hop ly, tap trung vao KH muc tiéu
véi chién luoce dinh vi 1o rang. DN 16n t6i uu hoa da kénh va phéan khuc cao cép, trong khi
DN wvira va nho tap trung vao phan khuc gia ré va gia tang hi¢u qua canh tranh.

Bén 13, to chiic cic kénh BLDT hiéu qua: thanh cong clia cic DNTM chuyén kinh
doanh HPM duoc thé hién qua vi¢c xay dung hé théng da kénh, tich hgp linh hoat gitra
website, MXH va san TMDT. C4c DN 16n dau tr manh mé vao cong nghé, ti wu hoa TNKH
qua cac nén tang hién dai, dac bi¢t chu trong vao website, nguén doanh thu chu lyc, véi ty 1€
dong gop hon 50% doanh thu BLDT. Trong khi d6, cac DN vira va nhé linh hoat tap trung vao
cac kénh chi phi thap nhu Facebook va Shopee, tin dung t6i da livestream, tinh ning rao vit va
dang bai, mé cac gian hang dién tir thong thuong dé tdi wu héa hidu qua chi phi.

Nam 13, co cdu to chirc chuyén biét hoa theo nganh hang va kénh sd: Cac DN 16n ap
dung mé hinh t6 chirc chuyén sau va phirc tap, to chic chic ning theo nganh hang, két hop
gifta ban 1¢ truyén théng va BLDT, t6i uu hda quan tri va van hanh véi cong nghé hién dai
nhu ERP, CRM. Trong khi d6, cac DN vira va nho st dung cAu trac t6 chirc don gian, tap
trung vao quan ly truc tiép va giam chi phi, phtt hop voi ngudn Iyc han ché.

iii) Nhing thanh c6ng d6i voi lanh dao BLDT

Mot 1a, tuyén dung hudng nang luc s6: lanh dao BLDT tai cic DNTM chuyén kinh
doanh HPM d dat duge mot sb thanh cong quan trong. Mot trong nhimg yéu t6 chu chdt 1a
chién luoc tuyén dung hi¢u qua, dac biét 1a tai cac DN lon khi ho uu tién tuyén dung nhan
luc c6 kinh nghiém va sir dung cic phuong tién dién tir dé tiép can g vién tiém ning. Quy
trinh tuyén dung chuyén nghiép va rd rang cia cac DN 16n gitp thu hat va giit chan nhan
vién tai nang, dong thoi tao dung uy tin manh mé trén thi tredng lao dong.

Hai 13, dao tao theo nhu ciu: cac DN 16n cling thyc hi¢n cac chuong trinh dao tao
dinh ky, chuyén sau, bao gdm céc phuong phéap hién dai nhu e-learning va mé phong thuc té
40. Diéu nay khong chi ning cao k¥ ning chuyén mén ma con tao dong luc cho nhan vién,
gitp ho cam thiy hai 1ong va gin bo véi cong ty. Trong khi d6, cac DN vira va nhé chii dong
dao tao cac chuong trinh ndi bo theo hudng nhanh chong, thuan tién va tiét kiém chi phi.

Ba 13, vé ché d¢ dai ngo: cac DN 16n 4p dung chinh sach luong thudng canh tranh va
cac phic lgi mé rdng, giup tang cuong sy gén b6 ctia nhan vién. Cac DN vira va nho tuy gap
khé khan vé tai chinh nhung van ¢6 nhiing nd luc cai thién ché do dii ngd méc du hiéu qua
chua cao bang cac DN 16n. Sy thanh cong ciia cac DN 16n trong lanh dao BLDT chinh 1a két
qua cua mot hé¢ théng tuyén dung, dao tao va dai ngd bai ban, tao dong luc cho nhan vién

lam viéc hi€u qua.
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iv) Nhitng thanh cong ddi véi kiém soat BLDT
Mot 1, hé thong quy trinh kiém soat chuan hoa: ty 1é DN x4y dung va ban hanh
quy trinh kiém soat BLDT ngay cang ting phan dnh nhan thirc rd rét vé vai trd quan
trong ctia quy trinh trong quéan 1y hoat dong BLDT. Tir nam 2021 dén 2023, ty 1é doanh
nghiép c6 quy trinh riéng cho BLDT tang tir 70% lén 83%, dong thoi hon 80% DN t6
chtic dao tao va hudng din thuc hién cac quy trinh ndy cho thiy sy cai thién ro nét
trong cach thuc t6 chirc va phé bién hoat dong kiém soat ndi bd.

Hai 13, xdy dyung hé thdng tiéu chuan kiém soat ndi bo: Cac DN da xay dung cac
bd tiéu chuin kiém soat hoat dong BLDT, trong do phé‘m 16 1a tiéu chuén tu thiét ké
nham phu hop véi dic thu van hanh. Mic du chua phd bién chuan qubc té nhung viéc
chi dong chuan héa hoat dong gitip cac DN cai thién dang ké tinh nhéat quan va hiéu
qua trong kiém sot van hanh.

Ba la, hé théng do luong hi¢u suét da chiéu theo KPI chién lugc: viée ung dung
KPI va cac cong cu do luong hiéu qua hoat dong BLPT c6 budc tién viing chic. Hé
théng KPI ngay cang dugc tich hop v6i cong nghé cho phép danh gia chi tiét timg khau
nhu ty 1€ BLDT thanh cong, thoi gian xtr ly don hang hodc mirc do hai long ctia KH.

Bén 13, phan mém va cong nghé héa trong kiém soat: Cac DN sir dung phan mém
dé hd tro giam sat va quan 1y hoat dong BLDT. Nhiéu DN trién khai cac giai phap
ERP, CRM hoic phan mém quén 1y ban hang da nén tang gép phan ning cao hiéu qua
van hanh, giam thiéu sai sot va tao nén tang dir li€u cho cac quyét dinh chién luoc.

Nim 13, kiém soat quy trinh: hoat dong kiém soat quy trinh ngay cang dugc hoan
thién di dugc gop phan nang cao hiéu qua van hanh thuc té cua DN. Theo két qua khao
sat cho thdy viéc chudn hoa va trién khai quy trinh kiém soat di budc dau mang lai gia
tri rd rét gop phan ning cao hiéu sudt 1am viéc, giam thiéu 15i phat sinh va nang cao
chat luong dich vu KH trong méi trudng BLDT.
2.3.1.2. Nguyén nhan thanh cong trong quan tri ban lé dién tu tai cac doanh nghiép
thwong mai chuyén kinh doanh hang dién may trén dia ban Ha Ngi

Mot 1a, nang luc cua cac NQT cua cac DN la mot yéu td co ban mang lai thanh cong
ddi véi quan tri BLDT. Cac DN 16n déu c6 doi ngii day dan kinh nghiém, c6 thdm nién va c6
trinh d6 cao dugc phan chia nhiém vu va chuyén mon rod rang dé phat trién cac chién luoc
BLDT dat dugc muc ti€u. Cac DN vira va nho tuy cé bi han ché vé ngué)n luc nhung cac nha
1anh dao déu co chién lugc va muc tiéu nang cao nang luc quan tri BLDT.

Hai 13, cac DN dui 16n hay nhé déu c6 nhitng chién lugc va hoach dinh cho BLDT va
coi trong viéc hoach dinh chién lugc BLDT vi hi€u qué ciia BLDT da dugc chiing minh qua
cac nam gan ddy. Cac DN déu dua vao ning lyc ndi tai cia minh, thé manh ciia minh va du
bao cua thi truong lam co s¢ dé dua ra cac ké hoach va muc tiéu BLDT. Qua céc chién lugc,
hoat dong, chuong trinh BLDT dugc d ra rat chi tiét va c6 hiéu qua tuong dbi tot.
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Ba 14, cac DN da lya chon ding va phu hgp mo hinh td6 chirc DN dé tdi vu hoa
duoc cadc muc tiéu dd hoach dinh. Ca hai nhém DN déu khai thac dugc cac loi thé cia
DN minh dang c6 sin va tiét kiém chi phi tdi da dé dat dugc cic muc tiéu vé doanh sd,
loi nhuan, chi phi, v.v...

Bén 13, cic DNTM chuyén doanh HDM c6 thuong hiu trén thi truong, co h¢ théng
ban 1é truyén thong manh, c6 kinh nghiém trong nganh hang dic thu, ¢6 lyc luong BLDT c¢6
chuyén mén cao, c6 kinh nghiém vé ban 1¢ va BLDT. Céc co ché chinh sach vé nhan sy cho
BLDT phu hgp vt quy mo thi truong va nang luc tai chinh cua cac DN. Riéng véi nhom
DN 16n con ¢ nhimg chinh sach di ngd riéng cho nhéan sy cip cao va nha quan ly dé gitr
chan nhéan vién giéi. Nhom DNTN quy mo vira va nho thi c6 kha nang linh hoat va thich
ung cao, nhan sy tré va co sy ddi méi trong hoat dong BLDT.

Nam 13, cac DN chuyén doanh HbM kiém soat duoc quy trinh, cac budc, cac van dé
trong BLDT vi hé thong duoc thiét ké minh bach, rd rang dé dura ra cac xir Iy ¢6 hiéu qua tot
hon. Cac DN d ap dung nhiéu phan mém phti hop véi quy mé va trinh do ctia nhén sy dé hé
théng quan tri BLDT dugc hoat dong tdt va tdi uu, viée kiém soat co thé duoc thuc hién
nhanh chong va hiéu qua hon, tiét kiém chi phi hon. Bac biét, cac h¢ théng phén mém hién
thi va cap nhat cac s0 liéu theo thoi gian thyuc giap cac NQT co thé str dung céc sO lidu va
thong ké nay dé danh gia hiéu qua cia BLDT kip thoi.

Sau 13, nganh HPM 1a nganh hang c6 doanh thu 16n va thi truong duge du béo tiép tuc
tang truong dén nam 2030. Véi doanh thu 16n, gia tri hang héa cao nén ciac DN chuyén
doanh HPM c6 khoang khong gian lgi nhuan dé ning cao cac k¥ ning va cong cu quan tri
BLDT, tiép can thi truong tdt hon va m& rong thi truong manh hon nira.

2.3.2. Nhitng han ché va nguyén nhdn trong qudn tri bdn 1é dién tir tai cdc doanh
nghiép thwong mai chuyén kinh doanh hang dién mdy trén dia ban Ha Ngi

2.3.2.1. Nhitng han ché trong quan tri bdn 1é dién tir tai cdc doanh nghiép thirong mai
chuyén kinh doanh hang dién may trén dia ban ha noi

Bén canh nhiing thanh cong da dat dugc, quan tri BLDT tai cic DNTM chuyén kinh
doanh HDM c¢on ton tai mot s6 nhirng han ché can khéc phuc.

i) V& hoach dinh BLDT

Hoat dong hoach dinh BLDT tai cic DNTM chuyén doanh hang dién may da co
nhirg budc phat trién rd rét nhung qua trinh trién khai van con ton tai nhiéu bat cap,
khac bi¢t dang ké gifta cac nhom doanh nghi¢p theo quy mo.

DPéi v6i cac DNTM quy mo 16n 16n, han ché chu yéu dén tir sy thiéu linh hoat
trong diéu chinh chién lugc khi thi truong bién dong nhanh. Viéc hoach dinh van thién
vé quy mo va tdm nhin dai han nhung d6i khi thiéu do tuy bién trong cac hoat dong
ngén han nhu chuong trinh xuc tién, gia ban theo thoi vu hodc phan tich dir liéu theo
thoi gian thyc. Ngoai ra, mac du co dau tu 16n vao cong nghé va nhan sy nhung su
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déng bd hoa gitra cac bd phan hoach dinh chién luoc, SP, kénh phan phéi va ngan sach
van chua cao, dic biét trong viéc tdi wu trai nghiém KH da kénh. Chién lugc SP du
phong pht nhung con thiéu cac danh muyc chuyén biét danh riéng cho kénh dién tir. Cac
chi s6 KPI va ngan sach tuy da duoc xac 1ap nhung chwa gin két chit ché véi timg
chién dich cu thé. Thém vao d6, viéc hoach dinh thi truong muc ti€u con thién vé phan
khic cao cép din dén bo sot co hoi tiép can nhom KH phd thong dang ting trudng
manh trong kénh truc tuyén.

DPdi voi cac DNTM quy mo vura va nhd, han ché thé hién ro nhat & su thiéu bai
ban va tinh hé thdng trong cong tac hoach dinh. Nhiéu DN khéng c6 ké hoach riéng
biét cho BLDT ma tich hop 1ong ghép trong ké hoach chung din dén thiéu dinh huéng
va kho do luong hiéu qua. Viéc hoach dinh SP va kénh phan phéi con don gian, chu
yéu tap trung vao nhom hang d& ban, gia ré, chwa c6 sy nghién ctru siu vé hanh vi tiéu
dung hodc khac biét giita cic nén tang BLDT. Hoach dinh gia ban thuong khong 1d
rang mang tinh phan tng nhiéu hon 1a chién lugc. Pic biét, cong tac hoach dinh muc
ti€u, ngan sach, va thi truong muc ti€u thuong dua vao kinh nghi¢ém chu quan thay vi
cong cu dinh luong khién tinh chinh xéc thép va kho dat duoc ky vong.

ii) V& t6 chtrc BLDT:

Hoat dong BLDT trong nganh hang dién may di co nhirng budc phat trién dang
ké tai cac DNTM trén dia ban Ha Nai. Tuy nhién, qua trinh td chirc md hinh BLDT van
ton tai nhiéu han ché anh huong dén hiéu qua van hanh va kha ning thich Gng voi su
chuyén dich nhanh chdng cta thi trudng tiéu dung sb.

Mot 14, han ché ndi bat nim & luya chon va trién khai m6 hinh BLDT. Cac DN
16n van duy tri m6 hinh ban 1¢ hdn hop nhung chua téi wu hoa vai tro cua kénh truc
tuyén. Doanh s tir kénh nay con thap phan anh sy phu thudc vao hé thng ban 1é
truyén théng va han ché trong chuyén ddi chién luge sb. Nguoc lai, cac DN vura va nhé
c¢6 xu huéng chuyén nhanh sang mé hinh thuan tay dién tir nhung thiéu nén tang cong
nghé va co sé dir liéu ving chic dé van hanh hiéu qua dan t&i sy roi rac trong td chirc
va khong thé bu dép vai tro cia cac diém tiép xtc vat 1y véi KH.

Hai 13, t6 chirc lya chon hang hoa, dich vu BLDT chua dat muc tdi wu & ca hai
nhém DN. DN 16n ¢6 kha ning nhap hang quy mo 16n va danh muc da dang nhung van
con cham trong viéc phan hoi nhu cau thi trudng va khai thac dir liéu tiéu dung dé diéu
chinh danh muc. Trong khi d6, DN vira va nho lai gip nhiéu rao can vé tai chinh va
cong cu phan tich dan dén quyét dinh nhap hang mang tinh ngin han, thiéu chién lugc
SP bai ban va kho nang cao kha ning canh tranh vé gia 1an chat luong.

Ba 14, viéc to churc thi truong BLDT ciling thé hién su thiéu rd rang trong dinh
hudng chién lugc. Cac doanh nghiép 16n tuy c6 sy hién dién da kénh nhung hoat dong
tiép thi va cham s6c KH con mang tinh dai tra, thiéu c4 nhan héa do chua tan dung dugc
dir liéu hanh vi nguoi tiéu ding. DN vira va nho d6i mat véi han ché khi chua xay dung
duoc chién luge phan khtc thi truong cu thé, chu yéu tiép can KH theo kinh nghiém va
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cam tinh gay lang phi ngudn lyc truyén thong va lam giam hiéu qua chuyén doi.

Bén 13, ¢ khia canh t6 chic cac kénh BLDT, hau hét cac DN déu gap khé khin
trong viéc dong bo hoa dir liéu. DN 16n du da phat trién ing dung di dong va tich hop
da nén tang nhung van chua thyc sy tdi wu hoa trai nghiém KH xuyén sudt. Trong khi
d6, cac DN vira va nho khong c6 du ngudn luc dé dau tu vao hé thong tich hop din téi
su phan tan trong quan ly, thiéu théng nhat vé ndi dung, hinh anh va khong thé tao
dung trai nghi¢m mua sam lién mach.

Cubi cung, co cAu td chirc cia DN van 1a han ché trong BLDT. Tai cac doanh
nghiép 16n, ty 1€ thanh 1ap bd phan chuyén trach vé BLDT con thép; hoat dong s6 hoa
thuong bi gan thém vao cac phong ban truyén théng ma khong c6 chién lugc phat trién
doc lap. Su phdi hop giita cac phong ban lién quan con han ché lam giam hiéu qua trién
khai va d6i méi trong van hanh ban hang sb. Trong khi d6, DN vira va nho thiéu bo
may to chirc chuyén trach, nhan sy da nhiém nhung khong chuyén siu khién nang luc
trién khai qua tai va thiéu nhét quan trong cac chién dich BLDT.

iii) V& lanh dao BLDT:

Cac DNTM chuyén kinh doanh HPM tai Ha No6i di c6 nhitng chuyén bién tich
cuc trong cong tac 1anh dao lyc lugng BLDT nhung van ton tai nhiéu han ché gy anh
huong truc tiép dén chat lugng nhan sy va hiéu qua van hanh mé hinh BLDT.

Mot 13, han ché trong lanh dao tuyén dung lyc lugng BLDT thé hién rd & ca hai
nhém DN. Cac DN 1én tuy chi dong hon trong viéc xdy dung chién luge tuyén dung
bai ban va két hop nhiéu kénh tuyén dung nhung van gip kho khin trong viéc thu hut
nhan lyc c6 chuyén mon sau vé TMPT do ngudn cung khan hiém trén thi truong.
Trong khi d6, cic DN vira va nho lai chiu sy gii han vé tai chinh, thiéu bd phan
chuyén trach va kénh tuyén dung hiéu qua dan dén tinh trang tuyén dung khong ding
ngudi, sai k¥ nang va khé giit chan nhén lyc trong méi truong canh tranh khdc liét.

Hai 14, 1anh dao dao tao luc lugng BLDT con thiéu tinh hé théng va chua déng bo
giita cac cAp DN. DN 16n di trién khai cac chuong trinh dao tao bai ban nhung van con
mang tinh roi rac gitra cac b phéan va chua thyc sy chu trong dao tao theo dac thu tung
kénh sd. Nguoc lai, nhom DN vira va nhé da ph?m dua vao hinh thirc tu dao tao noi bd
voi ndi dung con don gian, thiéu cap nhat va phu thudc vao kinh nghiém ca nhan. biéu
nay khién doi ngii nhan sy BLDT kho tiép can véi cac xu hudéng cong nghé méi va van
hanh hiéu qua trong mdi trudng da nén tang.

Ba 13, 1anh dao dai ngd, tao dong luc cho luc lugng BLPT van con nhiéu bat cap.
Mic di cac DN 1én danh gia cao vai trd ciia ddi ngd va trién khai nhiéu chinh sach
phtc loi nhung hiéu qua giit chan nhan sy van chua tuong xtng. Nguyén nhan c6 thé
dén tir viéc chinh sach dai ngd chua gin sat voi dic thu cong viée va ky vong phat trién
nghé nghiép cua luc lwong BLDT. Trong khi ¢4, DN vira va nhoé hau nhu khong ¢
chinh sach dii ngd canh tranh, thiéu co ché thing tién rd rang va khong dau tu vao phat
trién nghé nghiép dai han khién nhan sy roi vao trang thai thu dong va dé dang dich
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chuyén sang cac don vi 16n hon.

iv) Vé kiém soat BLDT:

Hoat dong kiém soat BLDT tai cac DNTM kinh doanh hang dién may da c6
nhitng chuyén bién tich cuc vé mat nhan thic va td chic nhung van ton tai nhiéu han
ché mang tinh hé théng anh huong dén hiéu qua quén tri tong thé.

Mot 13, han ché trong thyc hién quy trinh kiém soat BLDT ddi véi DN 16n di ban
hanh cac quy trinh kiém soat danh riéng cho hoat dong BLDT nhung phan 16n van
mang tinh ké thira tir mé hinh truyén thong, thiéu su linh hoat can thiét dé thich ung véi
moi truong BLDT. Cac quy trinh nay chua phan 4nh ddy du dic thu van hanh cia
TMBT nhu téc do xir 1y thoi gian thuc, kha niang tich hop kénh phan phdi va giam sat
hanh trinh KH s6. Diéu nay lam giam hiéu qua van hanh va kha ning diéu chinh chién
thuat nhanh chong. Trong khi d6, cac DN vira va nhé cha yéu ap dung quy trinh kiém
soat & muc thu cong hoac ban tu dong, chua co su chuan héa hodc tai liéu héa 16 rang.
Phan 16n DN chua ¢ quy trinh bai ban cho timg khau nhu xir Iy don hang, xac minh
thanh toan, chdm soc KH sau ban,... dan dén sy thiéu dong bo trong van hanh va ting
nguy co rui ro trong quan tri chat lugng dich vu.

Hai 14, han ché trong xac dinh céc tiéu chuin kiém soat BLDT cua cac DN 16n tu
xay dung b tiéu chi ndi bd ma chua phd bién ap dung cac hé thong tiéu chuan qudc té
hay cac khung kiém soat dic thu cho TMDT. Viéc ndy tuy dam bao tinh linh hoat theo
mo hinh hoat dong nhung lai thiéu tinh tham chiéu dan dén kho khin trong viéc do
luong chuan muc hiéu suit. DN vira va nho thiéu diéu kién dé xay dung cac tiéu chuan
kiém soat toan dién. Cac tiéu chi kiém soat thuong duoc xac 1ap mot cach cam tinh,
thiéu co so dit liéu va phuong phéap khoa hoc.

Ba 13, han ché trong do ludng va danh gia hiéu qua hoat dong BLDT ciia DN 16n
da budc dau trién khai hé théng KPI va tmg dung phan mém tra phi dé hd tro theo ddi
hi€u qua hoat dong. Tuy nhién, viéc st dung dit li¢u trong danh gia hi¢u suit con mang
tinh tong hop chua di sdu vao cac chi s6 chuyén biét nhu chi phi thu hut KH, gia tri
vong doi KH hay ty 16 BLDT thanh cong theo ting kénh. Sy thiéu két ndi dit lidu giita
cac nén tang BLDT khién hoat dong phan tich con rdi rac, chua téi uu cho ra quyét
dinh chién luoc. Nguoc lai, DN vira va nho chi sir dung cac cong cu mién phi hoic
phan mém co ban chua du kha ning theo ddi hiéu qua ban hang theo thoi gian thuc
hodc dénh gia hiéu suit timg kénh. Ty 18 ap dung KPI tuy gia ting nhung van ton tai &
murc hinh thirc, chu yéu tap trung vao doanh thu, sé don hang ma bo qua cac chi sb
phan anh chit luong van hanh hodc sy hai long KH. Han ché nay khién DN khé phat
hién diém nghén trong chudi BLDT va khong kip thoi diéu chinh.
2.3.2.2. Nhitng nguyén nhdn cua nhitng ton tai trong quan tri ban 1é dién tir tai cdc
doanh nghiép chuyén kinh doanh hang dién may trén dia ban Ha Noi
a. Mot sb nguyén nhan noi tai DN

Mot 1a, kinh nghiém va kién thirc chuyén mon cia cac nha quan tri BLDT con han ché
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do ¢6 nhiéu kinh nghiém trong mang bén 1¢é truyén théng hon 1a BLDT. Pa s6 lanh dao cp
cao c6 nén tang kinh nghiém chu yéu tir ban 1 truyén thng, din dén su bat cap trong
viéc nam bt cac cong nghé sb hoa nhu phan tich dit liéu 16n, marketing k§y thuat sé, tri
tué nhan tao va t6i vu hoa chudi cung tng k¥ thuat s6.Dbi voi DN quy mé 16n, han ché
nay biéu hién & viéc thiéu tAm nhin chién luoc vé chuyén dbi s6, khién viéc tich hop h¢
thong ERP hodc CRM trd nén cham tré. Trong khi d6, cac DN vira va nho thuong gap
tré ngai vé nguén luc nhén sy, it vé sb luong va trinh do han ché dan dén viéc phat
trién BLDT chua hiéu qua.

Hai 1a, chua bam sat tinh hinh thi truong ban 1€ HPM noi chung va BLDT HPM noi
riéng thuc té c6 nhiéu bién dong trong thoi gian gan day. Tinh trang déng ctra hang loat cac
diém ban, thu hep quy mé cta nhiéu chudi ban 1¢ HDM cho thdy o su han ché ciia hoach
dinh va du bao cua cac DNTM.

Ba 13, su trdi ddy manh mé& va chiém thi phan rat 16n, doanh s rat 16n tir cac san
TMBT nhu Shopee, Lazada va Tiktok Shop khién cho hoat dong BLDT chiu nhiéu ap luc
vé& canh tranh. Thoi quen tiéu ding va mua sim truc tuyén ctiia NTD thay d6i nhanh khién
cac NQT ctia DNTM chuyén doanh HPM chua theo kip. Cac diéu chinh vé chién lugc va
thye thi, cac chuong trinh ban hang khuyén mai giam gia lién tuc khong hiéu qua khién cho
hiéu qua ctia quan tri BLDT gip nhiéu kho khan.

Bon 14, lyc lugng ban hang trong BLDT con nhiéu han ché. Han ché vé trinh do
chuyén mon dugc dao tao chinh thirc trong linh vec TMDT, han ché vé kinh nghiém va kha
nang sang tao, khd nang umg dung marketing dién tur, cong nghé méi (nhu Al dir licu
16n...). Su khac biét vé moi truong BLDT va hanh vi mua hang dién tr ciia KH khién luc
lwong ban hang trong BLDT can phai hoc thém nhiéu k§ nang méi, cong cu méi, cach lam
méi va chuyén sau dé thich nghi v6i yéu cau cong viée.

Nam la, cac kénh BLDT ¢6 vai tro quan trong nhung chua da dang, chua hiéu qua trén
timg kénh, con bi phu thudc vao nén tang nhu Shopee, Tiktok Shop. Hién nay theo xu huéng
cac DN hodc ¢4 nhan thudng to chirc cic chuong trinh livestream ban hang két hop voi
nhitng nguoi gdy anh hudng 16n trén MXH dé ting hiéu qua ban hang thi cac DN chuyén
doanh dién may chua kip cap nhat xu hudng. Pac bi¢t cic DN quy mo vira va nhé thi phu
thudc 16n vao cac kénh BLDT nhung lai khong quan tri duoc kénh BLDT t6t, hidu qua
doanh s6 ban hang chua cao.

Sau 13, BLDT chua dya nhiéu vao cac co so thuc thé thi truong, dir liéu thi truong
dé hoach dinh, to chirc mot cach c6 hiéu qua, dic biét 1a cac DNTM quy mo vira va
nho bi han ché boi tai chinh, cong nghé va kha ning cta nhan sy. Nhu vy dan dén mot
s6 chwong trinh, hoat dong va tham chi ca cac diéu chinh trong BLDT khong sat véi
thuc té va chua hiéu qua.

b. Mt s6 nguyén nhan khach quan

Céc chinh sach phap luat lién quan dén linh vuc ndy, bao gdm bao vé ngudi tiéu
dung tryc tuyén va quang céo dién ta, thué TMPT v.v. van ton tai nhiéu han ché, dan
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dén tinh trang quan tri ban 1¢ dién tu chua hi€u qua tai cac DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi. Nguyén nhan chinh Xuat phét tir su cham tré trong viéc cap
nhat khung phép 1y véi su bung nd cia cac md hinh méi nhu livestream ban hang va
tiép thi lién két, kiém soat hang gia hang nhai, hang trén thué v.v. nhu dugc chi ra
trong Nghi dinh 52/2013/ND-CP (di stra d6i), von thiéu quy dinh cu thé vé gidm sat
ndi dung va trach nhiém chung ddi voi hang gia, vi pham sé hitu tri tué, gay khé khin
trong bao vé quyén loi ngudi tiéu dung. Luat Quang cao 2012 va cac van ban lién quan
chua bao quat ddy du cac hinh thirc quang cdo truc tuyén, chiang han nhu pop-up hoic
nhim muyc tiéu tré em, dan dén tinh trang quang cdo lira déo lan tran, 1am suy giam
long tin cua nguoi tiéu dung. Hon nira, Luat Bao vé Quyén loi Nguoi tiéu dung 2023,
du quy dinh vé giao dich tir xa, van thiéu co ché trach nhiém rd rang d6i v6i nén tang
sO, khién doanh nghiép dién may tai Ha Noi gap thach thic trong quan 1y chudi cung
ung, xu ly khiéu nai va tuan thu thué ma, dic biét voi doanh thu tur quang cao di¢n tir
vuot ngudng 100 triéu ddng/nam theo Nghi dinh 117/2025/ND-CP. Nhimng han ché nay
khong chi 1am gia tang rui ro gian 1an truc tuyén, véi thiét hai uwéc tinh hang nghin ty
ddng, ma con can trd sy phat trién bén vitng ctia nganh ban 1& dién tir, doi hoi can hoan
thién khung phéap 1y ddng bd hon dé nang cao hiéu qua quan tri.

Chinh sach thué chua dong bo va thiéu chit ché: Khung phap 1y vé thué TMDT
tai Viét Nam, nhu Nghi dinh 126/2020/ND-CP va Thong tu 100/2021/TT-BTC, da dat
nén moéng quan 1y thué nhung van thiéu cac quy dinh chi tiét vé thu thué ddi véi cac
giao dich phtrc tap, dic biét v6i doanh thu dudi 100 triéu dong/nam. Piéu nay dan dén
co tinh trang gian lan thué, tron thué tai cac nhiéu don vi kinh doanh HDM & Ha Nai,
lam suy giam hiéu qua quan tri BLDT ctia cic DN lam an chan chinh va giy that thu
ngan sach nha nudc.

Trach nhiém phép 1y cta nén taing TMDT chua 1 rang: Cac quy dinh vé trach
nhiém phép 1y ctia nén tang TMDT, nhu Nghi dinh 91/2022/ND-CP, yéu ciu cung cp
thong tin ngudi ban nhung thiéu co ché xir phat nghiém minh d6i v6i vi pham. Nhiéu
nén tang khong thuc hién day du nghia vu ké khai thué thay hodc giam sat hang hoa.
Piéu nay khién DNTM chuyén kinh doanh HPM tai Ha Noi gap kho khin trong viéc
canh tranh véi nhitng ngudi ban hang gia, hang kém chit luong trén san TMDT, lam
suy giam long tin nguoi tiéu dung va can trd hiéu qua quan tri hoat dong BLDT tai céac
DN nay.

TMDT xuyén bién gi6i thiéu giam sat hiéu qua: TMDT xuyén bién gidi phat trién
manh nhung Nghi dinh 85/2021/ND-CP chua du stic ran de, ddn dén nhiéu nén tang
qudc té hoat dong tai Viét Nam ma khong dang ky phap 1y. Hang hoa gia ré tran vao,
khong chiu thué nhap khau dudi 1 triéu déng, tao canh tranh bat binh déng voi DNTM
ndi dia. Cac DNTM BLDT hang dién may tai Ha Noi ciing gap kho khan trong quan 1y
chudi cung g va dinh gia, 1am suy yéu kha nang canh tranh va quan trj BLDT.
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TOM TAT CHUONG 2

Chuong 2 tap trung phan tich thuc trang quan tri BLDT tai cic DNTM chuyén kinh
doanh HPM trén dia ban Ha Nbi theo tiép can chirc ning ctia quan tri bao gdm hoach dinh
quén tri BLDT, to chirc quan tri BLDT, lanh dao quéan tri BLDT va to chirc quan tri BLDT.
Viéc phan tich thyc trang dua trén phan tich théng ké mo ta va bang khao sat DN, bang hoi
phong van chuyén gia, bang khao sat KH cho cac két qua co ¥ nghia vé thong ké va quan tri
BLDT quan trong. Két qua nghién ctru cho thay:

Céc DN da xay dung chién Iuoc hoach dinh 4P Mix va nhiéu noi dung hoach dinh
khéc cua quan tri BLDT phu hop voi quy md va déac thu ctia minh. Cac DN 16n 4p dung
chién luoc da dang hoa SP, dinh gi4 theo phan khic KH va phat trién hé thong da kénh trong
khi d6 DN vira va nho tap trung vao SP chu luc, dinh gié canh tranh va uu tién kénh TMDT.

Viéc hoach dinh muc tiéu BLDT duoc thuc hién kha bai ban, dac biét & cac DN 16n
thong qua tmg dung mé hinh “SMART” va phén tich dit liéu 16n, sir dung cic phan mém tdi
uu hon va dau tu bai ban hon. Mat khac, DN vira va nho tuy linh hoat hon nhung con han
ché vé tinh hé théng, nang luc noi tai.

Cong tac t6 chirc va kiém soat BLDT c¢6 su khac biét rd rét gitra hai nhom DN. DN I6n
dau tu manh vao cong nghé nhu ERP, CRM d¢é t6i uu héa quy trinh, trong khi DN vira va
nho tan dung céc giai phap chi phi thap va timg budc chuan hoa hoat dong.

Nhiing thanh cong dat dugc chu yéu nho nang luc quan tri t6t, chién luoc rd rang va
{mg dung cong nghé hiéu qua. Nguyén nhan han ché chu yéu do ngudn luc han ché, dic biét
& khéi DN vira va nho, ciing véi su thay d6i nhanh chong ciia thi trudng va canh tranh gay
gt tir cac san TMPT.

Chuong 2 cung cip co so thuc tién quan trong dé dé xuat giai phap hoan thién quan tri
BLDT cho cac DN kinh doanh HPM trong chuong tiép theo.
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CHUONG 3. MOT SO GIAI PHAP NHAM HOAN THIEN QUAN TRI BAN LE
PIEN TU TAI CAC DOANH NGHIEP THUONG MAI
CHUYEN KINH DOANH HANG PIEN MAY TREN PIA BAN HA NOI

3.1. Trién vong va xu hwéng quan tri ban 1é dién tir hang dién may trén dia ban
Ha Néi
3.1.1. Trién vong thi trwong ban 1é dién tir hang dién may trén dia ban Ha Ni

i) Vé doanh so:

Su tang trudng bén vimg ciia nén kinh té Viét Nam 1a mot dong luc cbt 15i thic day
doanh thu nganh ban 16 HPM tai Ha Noi. Theo du bao ctia Ngan hang Thé giéi (WB) va
Quy Tién t& Qudc té (IMF), ting truong GDP binh quan cua Viét Nam giai doan 2026-2030
duogc ky vong dat 6.5-7.5%/mam, véi tham vong ctia Chinh phd hudng té1 murc tang truéng
hai con s6 (World Bank, 2025; IMF, 2025). Bén ndm 2030, GDP binh quan dau nguoi dugc
du bao dat khoang 7,400-7,600 USD, tang tor muc 4,900 USD vao nam 2025 (Source of
Asia, 2024). Tai Ha Noi, téng muc ban 1€ hang hoa va doanh thu dich vu ti€u ding nam
2024 tang 9.5% so véi nam 2023, vugt muic trung binh qudc gia nhd dan sb tré (trén 8 tricu
dan, 60% dudi 35 tuéi), thu nhap binh quan khoang 6,000 USD/nam va ty 1¢ d6 thi héa trén
50% (Tong cuc théng ké, 2024). Doanh thu TMDT tai Ha Noi udc dat 22,000 ty VND trong
quy 1/2025, tang 80% so véi cing ky ndm 2024, phan 4nh sy bung no cua kénh trye tuyén
nho ha tang s hoa, dic biét 1a mang 5G va cac nén tang TMPT (Metric, 2025). Su ting
trudng nay dinh hinh hanh vi tiéu ding, wu tién cac san pham HPM cong nghé cao, thong
minh va than thién méi truong, phu hop vai 16i sbng d6 thi. Pén niam 2030, doanh thu ban 1é
HPM tryc tuyén toan qudc du kién dat 11-13 ty USD, chiém 15-20% tong doanh thu nganh,
vl Ha Noi dong gop ty trong cao nho vi tri chién lugc va mat do dan cu 1on. TMBT, véi toe
do ting truong 20-25%/nam, tré' thanh kénh phan phdi chién Iuge cho cac DN nhu Nguyén
Kim, Bién May Xanh, Pico v.v. tan dung md hinh da kénh (omni-channel) va logistics d6 thi
dé t&i wu hoa thi phan va trai nghiém KH (Metric, 2024).

Trién vong thi truong tai Ha Noi duoc danh gia tich cyc, voi tiém ning ting trudng
cao hon muc trung binh qudc gia nhd dan s tré (trén 8 triéu dan, véi 60% dudi 35 tudi) va
xu hudéng chuyén dich sb hoa, song doi hoi cac doanh nghiép phai thich Gng linh hoat dé
vuot qua thach thie tir bién dong kinh té toan cau.

ii) V& nganh hang:

Co ciu nganh hang trong linh vuc ban 1¢ dién may tai Ha Noi thé hién sy phan
hoa 10 rét gitra cac phan khuc, phan anh xu hudng ti€éu dung va dac thu thi truong do6
thi 16n nhét mién Béc.

Nhom nganh dién lanh (MDA): Nhom nganh niy chiém 25% tong doanh thu
nganh dién may, ghi nhan murc ting truong 15% so véi cing ky ndm 2023, cao nhat
trong cac phan khuc tiéu dung cong nghé dién tir l1au bén (NielsenIQ Viét Nam, 2024).
Sy tang trudng nay dugc thuc diy boi nhu cau ngdy cang cao ddi véi cac thiét bi tiét
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kiém ning luong, pht hop v6i xu hudng tiéu ding bén viing tai Ha Noi, noi nguoi tiéu
dung c6 y thitrc cao vé moi trudng nhd cac chién dich truyén thong va chinh sach d6 thi
xanh. Theo bao céo tir TechSci Research cho thay gia tri thi truong diéu hoa Viét Nam
dat 1,02 ty USD vao nim 2024 va du kién cham mdc 2,89 ty USD vao nim 2030, voi
tbc do tang truong hang nim (CAGR) khoang 7,98%. Dy bao dén nim 2030, nhoém
nganh dién lanh sé& duy tri toc d6 ting truong 12-15%/nidm, nhd sy mé rong cua ha ting
TMPDT va cac chuong trinh khuyén mai trén cac nén tang nhu Shopee, Lazada, va cac
chudi ban 1¢ 16n nhu Pién May Xanh, von tan dung loi thé logistics tai Ha Noi dé tdi
vu héa phéan phbi.

Nhom nganh di¢n tir (CE): Phan khtic dién tr tiéu dung (CE) tai thi truong dién
méay Ha Noi ghi nhan ting truong khiém tén 0,3% trong nam 2024, dat quy mé 11,5 ty
USD toan thi truong Viét Nam, phan 4nh sy bdo hoa san pham truyén thong
(MarketResearch, 2024). Cac DNTM chuyén kinh doanh HPM trén dia ban Ha Noi
dang tai ciu triic hudng dén thiét bi thong minh tich hgp Al va IoT nham d4p tng nhu
cau tang 16p trung luu d6 thi. Du bao dén nam 2030, phan khuc nay phuc hoi véi tbe do
tang truong kép hang nim (CAGR) khoang 5-7%, nho chién luoc trai nghiém da kénh
va ca nhin hoéa hanh trinh khach hang trong bdi canh thuwong mai dién tir Viét Nam
huéng dén mde 70 ty USD (B Cong Thuong, 2026).

Nhém nganh gia dung nho (SDA): Vi mire ting trudng 3% va chiém 10% tong
doanh thu, nhom nganh gia dung nho duy tri nhu cau 6n dinh nhd cac san pham nhu
may pha ca phé, ndi chién khéng dau va may hat bui (NielsenIQ Viét Nam, 2024). Tai
Ha Noi, cac DN chuyén kinh doanh HPM tan dung loi thé dan sb tré va thu nhép cao
dé day manh phan phdi cac thiét bi thong minh, tiét kiém ning luong qua kénh TMDT
va céc cira hang quy mé 1on & cac quan trung tdm. Sy bén bi cua phan khuc nay dugc
cing ¢b boi nhu cau 6n dinh cua cac ho gia dinh d thi, véi trién vong ting trudng 4-
6%/ndm dén ndm 2030.

iii) V& kénh phan phdi dién tir:

Céc kénh phan phdi dién tir bao gdm cac sin TMDT, website DN va MXH dang dinh
hinh lai c&ch thirc kinh doanh ctia cac DN dién may, cu thé:

San TMPT 1a nén tang chu dao kénh phéan phdi chinh cho nganh HDM. Céc nén tang
16n nhu Shopee, Lazada, Tiki va Tiktok Shop hién chiém trén 50% tong doanh thu ban 1é
truc myén tai Viét Nam (Metric, 2024). Du bao dén nam 2030, ty trong nay s€ tang 1én 60%
nho véo cac chuong trinh khuyén méi quy mé 16n, tich hop thanh toan khong dung tién mat
va dich vu giao hang nhanh chong. Tai Ha No§i, cic DNTM chuyén HPM da mé rong hoat
dong trén céac nén tang nay dé tan dung loi thé dia ly, chéng han nhu két ndi véi hé théng
logistics d6 thi hoa cao, nham ting cuong kha ning tiép can KH dia phuong va khach hang
tai cac tinh lan can. Du bao cho théy doanh s qua san TMDT tai khu vuc nay s€ dat 7-8 ty
USD vao nam 2030, véi murc ting trudng hang nam 18-20%, dugc hd tro bdi cac chinh sach
chinh phu vé TMDT va nang cap ha tang logistics, tao nén dic trung phan phdi hiéu qua hon
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0 v0i cac tinh thanh khéac.

Website TMDT cua DN 1a kénh tang cudng nhan di¢n thuong hiéu. Website DN
khong chi 1a kénh ban hang ma con 1a cong cu xdy dung thuong hiéu va cung cip trai
nghiém KH chuyén biét. Cac DN 16n trong nganh HPM da dau tw manh vao nén tang truc
tuyén vai cac tinh ning nhu hd tro tim kiém SP théng minh, tich hop danh gia KH va dich
vu hau mai truc tuyén. Du bao ty trong doanh thu chiém 20-25% téng doanh thu ban 1é dién
may qua kénh dién tr vao nam 2030.

MXH dang tr¢ thanh cong cu tiép thi va ban 1¢ dién tr B2C quan trong tai Viét Nam
n6i chung va Ha Noi néi riéng. Cac nén tang nhu Facebook, YouTube, TikTok va Zalo ngay
cang dong vai tro 13 kénh tiép can va ban hang hiéu qua ddi v6i khach hang tiém ning. Theo
bao cao Digital Insight Vietnam, ty 1¢ nguoi dung Internet tai Viét Nam sir dung MXH dat
khoang 95,4%, phan anh mirc d6 phd cap va anh hudng siu rong ctia cac nén tang ndy trong
hanh vi tim kiém thong tin va ra quyét dinh mua sdm (We Are Social, 2025). Tai Ha Noi,
nhiéu DNTM chuyén kinh doanh HPM d3 trién khai cac chién lugc livestream ban hang,
quang cao nhim muyc tiéu va ban hang truc tiép qua MXH nham nang cao sy thun tién
trong qué trinh mua sdm. Quy mo thi truong thwong mai xa hoi (social commerce) tai Viét
Nam uoc dat khoang 4,2 ty USD nam 2024 va du kién dat khoang 5 ty USD vao nam 2025,
v6i toe do tang truong kép hang nam khoang 15% va ¢6 thé dat trén 10 ty USD vao nim
2030 (Research and Markets, 2025).

Vé mo hinh phéan phdi dién tir, m6 hinh kinh doanh cta cac DN kinh doanh nganh
HDM tai Viét Nam duoc du bao sé chuyén d6i manh mé theo hudng linh hoat va s6 hoa véi
sur phan hoa 13 rét giita hai nhém DN dén ndm 2030. Cac DN s& 4p dung mo hinh da kénh,
tich hop chat ché giita ban hang tryc tuyén va ctra hang vét Iy. Du bao, doanh thu tir mé hinh
da kénh s& chiém khoang 50% téng doanh thu nganh HDM truc tuyén, trong khi nhém DN
tryc tuyén hoan toan s& chiém 30-40%. Ngoai ra, kha ning cac DNTM chuyén kinh doanh
HDM trén dia ban Ha Noi no6i riéng va Viét Nam noi chung co thé tham gia BLDT tai cac
thi truong qudc té thong qua cac kénh TMDT xuyén bién gidi 1a hoan toan kha thi va day
tiém nang nhu Amazon, Alibaba va AliExpress, Ebay, Shopee, Tiktok va Lazada Global.

iv) V& hanh vi cia NTD

Hanh vi NTD tai Ha Nai khi hang truc tuyén SP HPM chiu tac dong manh mé tir qua
trinh s6 hoa va mirc d d6 thi hoa cao. NTD ¢6 xu hudng tim kiém thong tin truc tuyén trude
khi mua théng qua cong cu tim kiém Google, sain TMDT (Shopee, Tiktok Shop), mang xa
héi (Facebook, Tiktok) va cac video nge’in duogc chia s¢; nam 2024, khoang 78% NTD Viét
Nam tham khao danh gia tryc tuyén trude khi quyét dinh mua san pham dién tir (Metric,
2024). Bong thoi, nhom khach hang nay thé hién muic d6 nhay cam vé gia khi thuong xuyén
so sanh giita cac nha ban 1¢ va bi thu hut boi chuong trinh khuyén mai, tra gop 0%. Dbi véi
san pham HPM gi4 tri cao, NTD uu tién mua thuong hiéu uy tin nham giam thiéu rti ro vé
chit luong va bao hanh. Ngoai ra, nhu cdu ddi véi thiét bi thong minh, tiét kiém ning luong
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du kién tang truong trung binh 8-10%/ndm dén nam 2030, gan v6i xu huéng nha thong
minh tai d6 thi 16n (Euromonitor, 2025). Yéu t6 hdu méi tiép tuc dong vai trd then chét trong
quyét dinh mua sam.

3.1.2. Xu huong qudn tri ban lé dién tir hang dién mady trén dia ban Ha Ngi

Xuat phat tir nhitng thay d6i manh mé, xu huéng quan trj ban 1& dién tir nganh
dién may tai Ha Noi trong giai doan tdi thé hién qua mot sb hudéng chinh nhu sau:

Thé nhat, sd hoa toan dién quy trinh ban 1¢ s¢€ tiép tuc duoc déy manh. Cac DN
khong chi dimg lai ¢ viée xdy dung website ban hang, ma con dau tu sau vao hé théng
quan 1y don hang da kénh, tich hop quan 1y kho thong minh, st dung dit liéu 16n dé
phan tich hanh vi KH va du bao nhu cau thj truong (B Ké hoach va Dau tu, 2024).

Thir hai, mé hinh BLDT da kénh tro thanh xu huéng chu dao. DN s& phat trién
md hinh ban hang tich hop cho phép KH tim kiém SP truc tuyén, trai nghiém SP tai
cura hang vat ly, mua hang trén san TMDT hoac dat hang qua MXH. Cac DN béan 1¢
HPM tai Ha Noi dang chuyén doi sang mo hinh ban hang da kénh, két hop gitra cira
hang vat ly, website, ung dung di dong, va cac san TMDT nhu Shopee, Lazada, Tiki
(L4 Tién Diing, 2023). Vi du, Dién M4y Xanh, Pico... da tich hop hé¢ théng ban hang
truc tuyén va ctra hang vat 1y, cho phép khach hang dat hang online va nhan hang tai
ctra hang hodc giao hang tan noi.

Thtr ba, quan tri dya trén dir licu KH s€ dong vai tro trung tdm trong chién luoc
van hanh. Cac DN dién may s& tap trung khai thac dit liéu hanh vi tiéu dung dé c4 nhan
hoa tiép thi, thiét ké chuong trinh khuyén mai theo nhém KH, t6i uwu héa vong doi KH
nham tang doanh thu dai han (Venkatesan, R., & Kumar, V., 2004).

Thir tu, ty dong hoa van hanh s& ngay cang phd bién, dic biét & cac khau cham
soc KH (Tran, A. D., Pallant, J., & Johnson, L., 2021), quan ly kho van va giao nhan
(Azadeh, K., De Koster, R., & Roy, D., 2019). Piéu nay giup doanh nghiép giam chi
phi van hanh, nang cao tde do xir Iy don hang va chét luong dich vu.

Thir nam, phat trién ngudn nhan lyc c6 k¥ nang sé phuc vu BLDT s& 1a nén tang
viing chédc cho sy thanh cong. Cac DN can chi trong ddo tao nhan sy vé k¥ ning
TMPDT, marketing s, phan tich dir liéu va quan 1y trai nghiém KH da kénh (World
Economic Forum, 2023).

Thir séu, ting cuong chién lugc marketing dién tir: cic DNTM BLDT HPM c6
xu hudng st dung nguoi ndi tiéng két hop véi cac chuong trinh phat song truc tiép
(livestream), quang céo trén MXH Facebook, t6i uu céng cu tim kiém Google, xay
kénh va phat trién noi dung trén Tiktok, Youtube (Research and Markets, 2025; Metric,
2024). Vi du, cac chién dich livestream ctia Thé Gigi Di bong trén TikTok Shop da
g6p phan ting doanh sd ban cac san pham HPM (Pién May Xanh, 2025). Lya chon cac
san pham c6 chat lugng va ¢ uy tin thuong hiéu, phuc vu cac phan khiic khach hang
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muc tiéu; quan tim dén xu hudng tich hop AI vao SP HPM va céac san pham xanh, tiét
kiém nang luong (Solatidehkordi, Z., Ramesh, J., Al-Ali, A. R., Osman, A., &
Shaaban, M, 2023)

Nhu vay, trién vong va xu huéng quan tri BLDT HPM trén dia ban Ha Noi duoc
danh gia rét tich cuc, di kém véi nhitng xu hudng phét trién mé hinh quan tri hién dai
dua trén cong nghé s6 va dit liéu KH. Pé tan dung hi€u qua co hdi tang trudng, cac
doanh nghiép can nhanh chong d6i méi mé hinh kinh doanh, dau tu vao nén tang sb
hoa, t6i uu hoa trai nghiém KH va xay dung chién lugc phat trién nhan lyc phi hop véi
yéu cau méi cua thoi dai 4.0.

3.2. Cac muc tiéu va quan diém quan tri ban 1é dién tir tai cic doanh nghiép
thwong mai chuyén kinh doanh hang dién may trén dia ban Ha N¢i

3.2.1. Cac muc tiéu qudn tri ban Ié dién tw tai cac doanh nghiép thwong mai chuyén
kinh doanh hang dién may trén dia ban Ha Nji

Qua phodng van chuyén gia (Phu luc 4) va nghién ctru cac bao céo két qua kinh
doanh ctia cac DNTM chuyén kinh doanh HPM, duéi day 1a mot sb muc tiéu va quan
diém quan tri BLDT ma cdc DN nén dét ra theo goc nhin ctia cac NQT.
3.2.1.1. Muc tiéu hoach dinh ban lé dién twr tai cac doanh nghiép thuong mai chuyén
kinh doanh hang dién may trén dia ban Ha Noi

- DNTM chuyén kinh doanh HPM can dau tu ning cao trinh do, hiéu biét, kinh
nghiém, 1ap chién luoc hoach dinh san pham, gia, kénh phan phdi dién tir va quang cdo
truc tuyén va cac loai hoach dinh khac theo hudng chuyén nghiép, chuyén sau va c
hiéu qua. Ung dung cac cong nghé chuyén doi sé va cong nghé Al vao qué trinh hoach
dinh. Viéc hoach dinh ciling can tiép can thi truong va nam bét duogc xu huong thay doi
lién tuc cua thi truong BLDT, cic kénh phan phdi dién to, cac kénh truyén thong
marketing lién tuc doi ngoi, thay ddi thu hang tai thi truong Viét Nam.

- Viéc hoach dinh céc hoat dong BLDT can dugc thuc hién mot cach hé théng, dam
bao tinh lién két chat ché va phdi hop nhip nhang giita cac khau trong qua trinh van hanh dé
tao nén tang ving chac cho qua trinh kinh doanh truc tuyén.

- Tich hop cong nghé va chuyén doi so: Xay dung ha tang cong nghé hién dai, ing
dung Al phan tich dit liéu 16n va céng nghé chudi khdi dé sb hoa toan bo quy trinh BLDT.
Phat trién website va ing dung di dong véi giao dién than thién, toc do tai trang nhanh va
kha ning tuong thich da nén tang; Thu thap va phén tich dir lidu thi truong, hanh vi KH dé
dura ra quyét dinh kinh doanh chinh x4c, ting ty 16 BLDT thanh cong, ty 1¢ chét don BLPT,
ty 1€ KH hai long, hi€u qua tai chinh ting cao v.v; Pam bao an ninh, bao v¢ thong tin nguoi
ding bang cach tudn thi cac tiéu chuan qudc té, giam thiéu rui ro bao mat xubng mirc thip
nhat.
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- Phét trién cac kénh BLDT: wu tién lya chon kénh BLDPT cén dua trén quy mo va
ngudn luc cua cac DN. Déi voi DNTM quy mé 16n, website TMBDT tich hop va ung dung di
dong nén dugc uu tién, do kha nang kiém sodt trai nghiém KH, c4 nhan hoéa dich vu thong
qua cac tng dung ph?m mém, tri tué nhan tao va phan tich dir li¢u, dap ung hanh vi tiéu ding
s6 hoa ciia khach hang do thi Ha Noi, noi hon 80% nguoi dung truy cap internet qua di dong
(We Are Social, 2025). Nguoc lai, DNTM vura va nho nén tap trung vao san TMDT
(Shopee, Tiktok Shop) va cac MXH mién phi dé tan dung nén tang san co, tiép can nhanh
luong 16n khach hang vai chi phi thap, phi hop voi xu hudng so sanh gid va tim kiém wu dai
ctia NTD Ha Noi. Ca hai nhém DN cén tich hop chién luoc da kénh, da nén tang dé khai
thac hét loi thé ctia cac kénh BLDT.

- Quan ly kho bai va bao quan hang héa phu hop voi quy mo va nang luc ndi tai cua
DN: Ti wu héa chudi cung timg va quan 1y kho bai ¢& dam bao dong luu chuyén hang hoa
6n dinh, dap tmg kip thoi nhu cau KH. Cu thé, tiép tuc 4p dung nhiing cong nghé quan ly
kho thong minh méi va nang cao dé giam ty 1¢ hang ton kho du thira; Phéi hop chit ché véi
nha cung cdp va don vi van chuyén dé dam bao ngudn cung lién tuc va nang cao hiéu qua
giao hang véi chi phi van chuyén giam nhung dam bao tdc do giao hang va kha ning giao
hang quy mé 16n; Lya chon ddi tac van chuyén qudc té cho chién lugc BLDT ra thi trudng
thé gidi cia cac DN quy mo 16n; Trién khai hé théng theo ddi don hang truc tuyén, giup KH
d& dang kiém tra trang thai don hang v.v.

- Dich vu sau ban hang: Nang cao chét lugng dich vu sau ban hang & dam bao quyén
loi va ting cuong su hai long cia KH. Cuy thé, xay dung chinh sach bao hanh va doi tra SP rd
rang, minh bach, dam bao xir Iy yéu cau ctia KH theo quy dinh; Cung cap dich vy hd tro k¥
thuat chuyén nghiép qua cac kénh truc tuyén dam bao hai 1ong KH; Tang ty 18 giit chan KH.

- Tai chinh va giai phap thanh toan: Tang loi nhuin BLDT, ting toc do xoay vong von,
thu hat thém cac quy dau tu nude ngodi, quy dau tu trong nude va quy dau tu mao hiém vao
BLDT HPM dé gia ting sirc manh va quy mo cho DN. Tich hop cac phuong thire thanh toan
truc tuyén tién 1oi, an toan va da dang dé nang cao trai nghiém mua sam ctia KH. Vi du nhu,
hd tro it nhat 5 phuong thire thanh toan phd bién gom thé tin dung, vi dién tir, chuyén khoan
ngan hang va thanh toan khi nhan hang; Pam bao tinh bao mat trong giao dich thong qua vi¢c
ap dung cong nghé ma hoa tién tién, giam thiéu rti ro gian 1an; X4y dung chinh sach hoan tién
linh hoat, dam bao xtr Iy yéu cau hoan tién trong vong 7 ngay lam viéc cho KH.

- Hoach dinh nhén su: Phat trién nguén nhan luc chat luong cao, am hiéu cong nghé¢ va
xu huéng thi trudng dé dap tmg yéu cau cta hoat dong BLDT ngay cang cao va ¢6 su canh
tranh gay gét giita cac DN. Cu thé, xdy dung chuong trinh dao tao chuyén biét danh cho
BLDT nganh hang dién may; két hop véi cac trudng dai hoc, cao dang, t6 chic dao tao trén
dia ban Ha Noi dé dao tao nhén sy trudc khi st dung theo hudng dao tao nghé BLDT; T
chirc cac khéa dio tao thudng xuyén vé cong nghé thong tin, ki ning ban hang truc tuyén va
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quén 1y du an theo phuong thirc truc tuyén hogc video truc tuyén.

- Muc tiéu vé bén viing va trach nhiém xa hoi: Thuc day tiéu dung xanh va thuc hién
trach nhiém xa hoi dé xay dung hinh anh thuong hiéu uy tin va bén vimg. Khuyén khich KH
lwa chon cac SP tiét kiém nang lugng va than thién véi mdi truong, taing doanh sO ban hang
ctia cac SP xanh; Trién khai cac chuong trinh tai ché thiét bi dién ttr cii, thu hdi va tai ché it
nhét 5%-10% SP mdi nam; Hop tac voi cac td chire phi chinh phu dé thyuc hién cac du an
cong dong, gop phan cai thién moi trudng va nang cao chat luong cude sdng.
3.2.1.2. Muc tiéu t6 chirc ban 1é dién tir tai cac doanh nghiép thwong mai chuyén kinh
doanh hang dién may trén dia ban Ha Noi

- Xay dung co cAu t6 chue: Thiét 1ap mot co cAu t6 chirc linh hoat, phu hop voi déc thu
cia BLDT, pht hop véi quy md ciia timg loai hinh DN, nhidm t5i uu hoa sy phéi hop gitra
cac bd phan va t6i wu mo hinh t6 chiic theo hudng “tinh gon”. Xy dung md hinh t chirc
theo hudng phi tap trung, cho phép cac bd phan nhu marketing, logistics va dich vu KH hoat
dong doc 1ap nhung van gén két chat ché; Ap dung mo hinh t6 chic theo SP hodc nhom
nganh hang dé ting cudng chuyén mon héa trong quan 1y cac dong SP dién may.

- Phan bd nguén Iuc nhan su: Phat trién doi ngli nhan sy chét lugng cao, am hiéu cong
nghé va xu hudng thj trudng, dé dap tng yéu cu ciia BLDT. Tuyén dung va dio tao thém
nhiéu nhén vién c6 k§ ning sd; T6 chirc cac khoa ddo tao chuyén sau vé quan 1y dir lidu 16n,
Al trong BLDT phén tich hanh vi KH va sir dung cong cu tiép thi sb; Tang ty 1¢ hai long nhan
vién thém va giam ty 1¢ nghi viéc; Xay dung duoc van héa DN phu hop véi timg quy mo va
co cAu to chue, mang dam da ban sdc van hoa Viét Nam va dic trung ciia nguoi Ha Noi.

- Xay dung co ché quan 1y: Thiét 1ap co ché quan 1y rd rang, chit ch& va khoa hoc theo
nhing phuong phap quan tri tién tién, méi nhét trén thé gisi dé nang cao hiéu qua diéu phdi
gifta cac bd phan. Xay dung quy trinh phén cip quyén han va trach nhiém cu thé, dam bao
tinh minh bach va giam thiéu chong chéo; Trién khai hé thong giam sat va cung cap thong
tin hai chidu dé kip thoi xir Iy cc van dé phat sinh; img dung cong nghé truc tuyén va cong
ngh¢ Al va may hoc vao quan Iy nhan sy.

- PAu tu co s vat chat: Hién dai hda co s& vat chat, bao gém ha tﬁng cong ngh¢ thong
tin, hé théng kho bai va phuong tién van chuyén, dé hd tro hiéu qua hoat dong BLDT. Pau
tur vao hé théng quan 1y kho hién dai; may chi toc d6 cao dé t6i uu hoa quy trinh luu trit va
van chuyén hang hoa; Trién khai hé théng thanh toan truc tuyén an toan va ti¢én loi, st dung
giai phap “thanh toan 1 1an nhap chudt” giip KH mua hang lién mach, tién loi.

- Lya chon mé hinh BLDT: Tiép tuc lya chon va trién khai mé hinh BLDT phu hop
voi quy mé va chién luge kinh doanh cia DN. Ap dung mé hinh nha béan 1é hdn hop dé tich
hop uu diém ciia ca kénh truc tuyén va truyén thong, tao trai nghiém mua sam lién mach cho
KH; Tham chi, xdy dung cac diém ban hang thanh diém ban théng minh, diém ban hang trai
nghiém, kho hang théng minh dé phuc vu nhitng nhu cdu ma chua duoc khai pha.
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- T6 chire Iya chon hang héa va dich vu: Lya chon va t6i wu hoa danh muc SP HPM,
dich vu phti hop véi nhu ciu thi trudng va kha ning cung tmg cia DN. Tap trung vao cac SP
HDM c6 tinh chuin hoa cao, SP méi ra méat; Phat trién manh hon cac thuong hi¢u ctia DN;
Tién hanh san xut gia cong va BLDT tai Viét Nam va trén thé gioi; Phat trién dich vu sau ban
hang, bao gdm bao hanh, hd tro ki thuat va ddi tra SP, dé ting cuong sur hai long ctia KH.
3.2.1.3. Muc tiéu lanh dao ban le dién tur tai cac doanh nghiép thuwong mai chuyén kinh
doanh hang dién may trén dia ban Ha Noi

- Tuyén dung luc lugng ban hang trong BLDT: X4y dung doi ngii ban hang truc tuyén
chit luong cao, ¢6 ki ning sb va am hiéu xu hudng thi trudng dé dap tmg yéu cau ciia hoat
dong BLDT.

- Bao tao luc lugng ban hang trong BLDT: Nang cao nang luc va ky nang cua doi
ngil ban hang thong qua cac chuong trinh dao tao chuyén siu va cap nhat lién tuc; Ap
dung phuong phéap dao tao da dang, bao g6m dao tao truc myén, truc tiép va thuc té, dé
tdi wu hoa hiéu qua hoc tap.

- P3i ngd va tao dong luc: Thiét 1ap ché do dai ngd hop 1y, ngdy cang nang cao hon va
tao dong luc cho nhan vién dé duy tri sy nhiét huyét va cam két trong cong viéc. Pam bao
mirc song t6t cho nhan vién va gia dinh nhan vién phat trién trong bdi canh chi phi sinh hoat
tai Ha Noi ting cao, 1an song tinh gian bd may dang 1én cao; T6 chirc cac budi hop dinh ky
dé chia sé tién do, giai quyét van d& va truyén cam himg cho nhan vién.

- Xay dung méi truong 1am viée tich cuc va ¢o van hoa DN dam nét, lay KH lam trung
tam. Tao ra mai truong lam viéce tich cuc, khuyén khich sy d6i m&i va cai thién kha nang thich
ung cua t6 chuc; Xay dung van hoa DN dya trén sy ton trong, hop tac va ddi méi sang tao;
Cung cép cac cong cu va nén tang hién dai dé hd trg nhan vién trong qué trinh lam viéc.

- Quan ly hiéu sudt va danh gia két qua: Thiét 1ap hé théng danh gia hiéu suit khoa
hoc va minh bach dé do luong va cai thién hi€u qua lam viéc ctia nhan vién. Xay dung cac
chi s6 do ludng hiéu suit cu thé, bao gdm doanh sé ban hang, ty 16 BLPT thanh cong va
murc d6 hai long KH; Thuc hién danh gia dinh ky va cung cAp phan hi kip thoi dé gitip nhan
vién cai thién hiéu suit.
3.2.1.4. Muc tiéu kiém sodt ban 1é dién tr tai cdc doanh nghiép thuong mai chuyén
kinh doanh hang dién may trén dia ban Ha Noi

- Xac dinh tiéu chuin kiém soat: Thiét lap cac ti€u chuin kiém soét 1o rang, cy thé va
phu hop véi dic thi ciia hoat dong BLDT dé dam bao tinh nhat quan va hiéu qua trong quan
ly, phu hop véi timg quy mo va loai hinh DN; Xay dung bo tiéu chuén ndi bd, bao g@)m quy
trinh ban hang, chét luong dich vu va ké hoach trién khai BLDT; Ap dung céc tiéu chuan
dAu ra nhu doanh thu, loi nhuén, chi phi va nhiéu chi tiéu kiém soét cu thé, chi tiét, do luong
t6i tht ca cac hoat dong cia BLDT; Tich hop céc tiéu chuan ki thuat va cong nghé tir nén
tang truc tuyén, bao gdm hinh anh SP, video mé ta va thoi gian phan hdi KH; Str dung cac
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cong cu phén mém thong minh, ty dong, ERP va CRM dé theo ddi cac chi sb nhu doanh sb ban
hang, ty 1¢ BLDT thanh cong va luong truy cap website. Tham khao chién luoc cta Shopee, DN
¢6 thé trién khai cac chuong trinh khao sat KH sau mua dé do ludng mue do hai long.

- Phat hién va phan tich nguyén nhén sai 1&ch, hong, 16i: Str dung cong nghé phan tich
dir liéu 16n va Al dé xac dinh xu hudng va nguyén nhan gay ra sai léch, chang han nhu 15i
van chuyén hoic chét luong dich vu kém va dé xuat giai phap khic phuc ngay; T6 chiic cac
budi hop ndi bo dinh ky dé thao luan va tim ra nguyén nhan géc 18 clia van dé, cho phép
giam sat chéo dé hd tro va xur ly vén dé. Hoc hoi tir Shopee va Lazada, DN c6 thé ap dung hé
thong bao céo tyr dong dé nhanh chong phat hién cac van dé phat sinh.

- Ngdn ngra rii ro: Xay dung cac bién phap du phong nham ngin ngira rii ro trong
hoat dong BLDT, dam bao tinh lién tuc va on dinh cua quy trinh kinh doanh. Ap dung cong
nghé chudi khéi dé minh bach hoa chudi cung tng, quy trinh van hanh don hang tryc tuyén
trong BLDT va giam thiéu riii ro tht thoat hang hoa; Xay dung ké hoach du phong cho cac
tinh huéng khén cép, chéng han nhu su ¢ k¥ thuat hoac gian doan dich vu. C6 thé tham
khao kinh nghiém tir Alibaba, DN c6 thé thiét 1ap hé thong giam sat thoi gian thuc dé phat
hién va xtr Iy cac van dé ngay lap tic.

3.2.2. Cdc quan diém qudn tri bdn 1é di¢n tiv tai cdc doanh nghiép thwong mai
chuyén kinh doanh hang di¢én mady trén dia ban Ha Ngi

Mot 1a, xay dung cac kénh BLDT da kénh, da nén tang, co hi¢u qua on dinh, bén ving
va ngay cang dong vai tro quan trong trong DNTM. Quan diém cua cac NQT 1a hoat dong
kinh doanh phai dam bao tinh 6n dinh, bén viing, 1au dai vi nganh HDM vén 13 nganh hang
kinh doanh rét trién vong va tiép tuc ting trudng manh trong dai han.

Hai 13, xay dung hé thdng co cau to chirc, nhan sy chuyén nghiép va thich Gmg nhanh
v6i su bién doi cua thi truong BLDT.

Ba 14, tao dugc sy linh hoat trong van hanh cua hé théng BLDT. Xay dung h¢ théng
BLDT cén phai thay di kip thoi v6i su bién doi cua thi truong BLDT. BLDT c6 su phat
trién rit nhanh, manh trong 20 nam qua tai Viét Nam, cac yéu t6 va nén tang phuc vu cho
BLDT thay ddi lién tuc. Do d6, cic DNTM chuyén kinh doanh HPM va cac NQT can tap
trung bam sat cac nhi€ém vu minh dugc giao, tiép nhan va xur ly céac thay ddi, cac su cb dé
dam bao phuc vu KH hi¢u qua nhét.

Bén 13, nang cao hiéu qua van hanh va thuc hi¢n don hang ctua h¢ théng BLDT. Cac
DNTM chuyén doanh HDM luén danh nhiéu thoi gian, tién bac va cong strc dé dap tmg cac
yéu cau thi trudng nhu thoi gian giao hang nhanh, thoi gian ldp dat nhanh va chinh xéc, chi
phi van hanh nd1 by duoc tiét kiém, thoi gian luu kho SP thép, toc do quay vong SP va quay
vong vbn nhanh. Vi vay, cac NQT lién tuc d6i méi va hoan thién quy trinh va céc tiéu chi
cua hé théng BLDT. Hi¢u qua vé van hanh va kha nang thuc hién don hang s€ dem dén hiéu
qua vé tai chinh, hiéu qua vé chét luong dich vu va uy tin thuong hi¢u.
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Nam 13, xay dung luc lugng ban hang trong BLDT c6 tinh chuyén nghiép va niang suat
lao dong cao. Quan diém nay ciia cac DNTM chuyén kinh doanh HPM d4 thyc hién trong
nhiéu nim qua bang cach dio tao, nang cao chat lugng nhan su, k¥ nang va vin héa DN.
Ung dung nhiéu phan mém hd luc lugng ban tai mdi khau ciia quy trinh dé gitip luc luong
ban trd nén chuyén nghiép va ning cao ning suat lao dong. Ngoai ra, tiép tuc cai cach co ché
lwong thuéng va cac ddi ngd danh cho nhéan sy va cac nha quan 1y dé giit chan ngudi tai.

Ngoai ra, ting cudng chi ngan sach dau tu cho BLDT theo 16 trinh. Do BLDT ngay
cang dong vai tro quan trong nén vi¢c hoach dinh chi phi va trong dé tang cuong chi ngan
sach dau tu cho hoat dong BLDT ciing dwoc wu tién hang dau. Uu tién mua sim cong nghé
phan cimg, phan mém, mo rong cong nghé quan 1y kho bii, cong nghé quan 1y xe ¢d van tai
va tai xé, cong nghé hd tro cho hoat dong marketing va truyén thong truc tuyén, cong nghé
hd trg quan 1y KH dién tir, quan 1y kénh BLDT.

3.3. Mot s6 giai phap nham hoan thién quan tri ban 1é dién tir tai cic doanh
nghiép thwong mai chuyén kinh doanh hang dién may trén dia ban Ha Noi

Trén co so phén tich thuc trang va danh gia toan dién cac han ché, nguyén nhan
trong quan tri BLDT HPM tai cic DNTM trén dia ban Ha Noi tir goc do tiép can chie
nang quan tri (hoach dinh, to chtc, lanh dao, kiém soét) va cac yéu tb moi trudng tac
dong dén hoat dong quan tri BLDT, phan noi nay dé xuat khung giai phap hoan thién
quan tri BLDT HPM mang tinh hé thong, kha thi va bam sat dic thu nganh, quy mé
DNTM va bdi canh ciia Ha Noi. Cac giai phap duoc thiét ké theo hudng dinh tinh dua
trén nhitng nguyén nhan va han ché, két hop giita cai tién quy trinh, nang cao nang luc
noi tai va tmg dung cong nghé s6, dong thoi gan véi mot sd chi sb do ludng hiéu qua
(KPI) cu thé, nhim chuyén hoa nhitng diém manh thanh cac don biy trong quan tri
BLDT va khic phuc nhitng han ché. Muc tiéu cudi cing hudng t6i 1a ning cao ning
luc quan tri va canh tranh trong BLDT, tdi wu héa hiéu qua tai chinh, quy trinh van
hanh BLDT trai nghiém khach hang, va gop phan dinh hinh mé hinh quan tri BLDT
HDPM hién dai, bén viing cho cdc DNTM khong chi tai Ha No1 ma con mang tinh lan
toa trén pham vi quic gia.

Biéu vio Giai phap (dinh tinh)

Brau ra (KPI)

Bi canh thi truimg Ha Néi: dan sd ~&.5 trigu, thu nhip cao, chi sb TMBT
cao

» Trién vong nganh HEOM: ting mwémg 20-30%/nam; doanh s& BLOT chiém
~20%  » Xuhuwdng: Omni-channel, Al ca nhin héa, livestream, tiéu ding
xanh, v.v.
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3.3.1. Gidi phap hoach dinh ban Ié dién twr tai cac doanh nghiép thwong mai chuyén
kinh doanh hang dién may trén dia ban Ha Nji

i) Péi voi nhém DNTM quy mé lom:

Mot 13, dbi véi nhom DNTM quy mo 16n, can thiét 1ap co ché hoach dinh
BLDT theo méd hinh béan ciu tric, trong do két hop chat ché gitira tdm nhin chién
luge dai han (3—5 nam) va kha nang thich ng linh hoat véi bién dong ngan han
cua thi truong s6. Cu thé DN nén tich hop hé théng du bdo dong dua trén tri tué
nhan tao (AI) va phan tich dit liéu 16n dé nhan dién xu hudng tiéu dung, bién dong
gia dau vao, hanh vi mua sim theo thoi vu va tic dong tir cac yéu t ngoai sinh
(nhu chinh sach, dich bénh, canh tranh nén tang). Két qua du bdo nay 1am co so
diéu chinh kip thoi cac quyét dinh vé dinh gia linh hoat, thiét ké chuong trinh
khuyén mai ca nhan hoéa, t6i vu ludng phan phdi da kénh va phan bo ngin sach
marketing theo hiéu suat thyuc té, tir 46 nang cao tinh chi dong va nang lyc phan
tmg chién luoc trong mai truong ban 1é dién tir ddy bién dong.

Hai 13, thiic ddy dong b héa giira cac bd phan chién luoc, SP, kénh phan phdi
dién tr va ngan sach thong qua hé théng hoach dinh ngudn lyc DN tich hop dam bao
viéc hoach dinh duogc trién khai théng nhét tir cip lanh dao dén timg bo phan thuc thi,
tang cuong kha niang theo ddi va kiém soat tién do ké hoach; Can tiép tuc mé rong co
s¢ dir liéu phan khuc KH theo hudng da dang hoa, dong thoi xay dung cac chién luoc
dinh vi khac biét cho ting phan khac, dic biét chi trong dén nhom KH phé thong co
hanh vi mua sim cao nhung thudng bi b qua do tap trung qua nhiéu vao thi truong cao
cip; Xay dung danh muc SP chuyén biét cho kénh dién tir dap tmg xu hudng tiéu dung
sd bao gdm cac goi SP ddc quyén danh riéng cho thi truong BLDT hoidc SP thudc dong
t6i uu chi phi giao hang nham khai thac t6i da hanh vi mua sdm tryc tuyén va cai thién
hiéu qua ton kho.

Ba 13, thiét ké hé thong chi sé do ludng va danh gia hiéu qua (KPI) gin truc tiép
voi tung chién dich BLDT cu thé, tir quang cao nhan dién thuong hi¢u dén ty 1¢ BLDT
thanh coéng, do luong hiéu qua cua chuong trinh khuyén mai (vi du: chwong trinh giam
gia chép nhoang, combo giam gid), dén dich vu hdu mai (bao hanh dién tu, hd tro k§
thuat tr xa) nham thiét lap mdi lién két dinh lugng gitta muc ti€u chién luoc va hiéu
qua van hanh BLDT. Déi v6i DNTM chuyén kinh doanh hang dién may, cac KPI can
phan anh dac thu chu ky mua sam dai, gia tri don hang cao va muc do phu thudc vao
danh gia k¥ thuat va uy tin thuong hiéu; do d6, bén canh cac chi sé phd quat (ROI,
CAC, CR), can bd sung cac KPI chuyén sau nhu: ty 1é tai mua, gia tri khach hang tron
doi, ty 16 dang ky bao hanh sd, va chi s6 hai long sau hd tro k¥ thuat (TSAT).
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ii) Doi véi nhém DN quy mé vira va nho:

Mot 13, can tién hanh tach biét rd rang giita ké hoach BLDT va ké hoach kinh
doanh téng thé dé dam bao tinh chuyén moén hoa trong viéc thiét 1ap muc ti€u, xac dinh
chi sb hiéu qua va kiém soat ngan sach cu thé cho hoat dong nay. Vi¢c st dung cdc mod
hinh ké hoach don gian nhu “SMART” s& phut hop v6i quy mé van hanh nho hon.

Hai 13, ting cuong st dung cong cu phan tich dit liéu mién phi nhu Google
Analytics, Meta Business Suite hoac Zalo Cloud dé hd tro qué trinh thu thap thong tin
KH, phan tich hanh vi mua sim va dy dodn nhu cau tiéu dung. Py la giai phap tiét
ki€ém chi phi nhung mang lai hi€u qua cao trong hoach dinh chién lugc SP va kénh
phan phbi dién tir; Pong thoi thiét 1ap bo chi sé KPI co ban theo timg giai doan ban
hang di¢n tir nhu s6 luot truy cap, ty 1¢ BLDT thanh cong, chi phi cho mdi don hang
gitip theo ddi tién d6 va tdi wu hoa hiéu qua chién dich ma khong doi hoi hé théng quan
tri phuc tap

Ba 13, 4p dung cic cong cu dinh gia linh hoat theo nén tang (platform-based
dynamic pricing), tranh dinh gia phan rng cam tinh, thay vao d¢ la dinh gié dya trén dir
lidu thi truong thuc té, gia trung binh nganh, kha ning chi tra ciia khach hang va chi phi
logistics - ddc biét quan trong dbi voi HPM do chénh 1éch chi phi mit bang, chi phi
van chuyén, le“ip dat va bao hanh gitra cac khu vuec.

Bén 13, dao tao doi ngti nhan sy c6 kha nang ki€ém nhi¢m phan tich va van hanh
cac hoat dong BLDT. Do thiéu nguén lyc chuyén bi¢t, cac DNTM vira va nho co thé
hop tac véi cac don vi cung cdp giai phap TMDT bén ngoai dé trién khai chién luoc
mdt cach linh hoat va tiét kiém chi phi hoac xay dung mot nhom nho chuyén biét dé
phuc vu phuc vu cho BLBT HPBM.

iii) Cac gidi phap khdc:

Mot 14, nang cao hiéu qua hoach dinh chién lugc téng thé. Cac DN can ap dung
cong ngh¢ s6, dic biét 1a tri tué nhan tao va phan tich dir li¢u 16n, dé dyu doan chinh xac
nhu ciu tiéu dung va xu hudng thi truong. Qua do, DN co thé t6i uu hoa danh muc SP,
quan 1y ton kho va xdy dung cac chién luoc tiép can thi truong phu hop. Pi véi DN
vira va nho, viéc nang cao nang lyc hoach dinh chién luoc cang cép thiét do bi gi6i han
vé ngudn luc, doi hoi tdi wu hoa timg quyét dinh kinh doanh trong méi trudng canh
tranh gay git; Dong thoi, nang cao hiéu qua hoach dinh vé san pham, gia, kénh phan
phdi dién tir, xtic tién ban tryc tuyén (mo6 hinh 4P) trong méi truong BLDT. DN can
thiét ké danh myc SP phu hop véi dic thu BLDT tng dung cong nghé trong dinh gia
linh hoat, m& rong cac kénh phan phdi da nén tang va sir dung cac cong cu truyén
thong sd nhu quang cdo, chuong trinh khuyén mai ca nhan hoa, ndi dung twong tac trén
MXH dé gia ting do phu thi trudng va nang cao hiéu qua tiép can KH.
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Hai 13, tang cuong hi¢u qua hoach dinh thi truong va xac dinh KH muc tiéu.
Doanh nghiép 16n can khai thac hé thong dit liéu dé phan tich hanh vi KH va trién khai
céc chién dich ca nhan hoa trai nghiém. Béng thoi, nén mo rong thi truong ra khu vuc
qudc té thong qua cac nén tang TMPT xuyén bién gidi. Nguoc lai, DN vira va nho nén
tap trung vao phan khic thi trudng ngach, tin dung cac nén tang mang xa hoi va san
thuong mai dién t ndi dia dé dinh vi thuong hi¢u va tdng cuong kha nang tiép can KH
chi phi thap; Mat khac, ting cudong niang luc du bao thi trudng. Viée du bao chinh xac
xu huéng tiéu ding, bién dong kinh té va hanh vi KH giap DN hoach dinh linh hoat cac
chién luoc ngén han, trung han va dai han. DN 16n nén dau tu vao cong cu nghién cltru
thi truong, phén mém du bao va hé théng d@ li€u 16n, trong khi DN vura va nho co thé
két hop dao tao ndi bd va sir dung phan mém sin c6 dé phan tich phan hoi thi trudng va
t6i wu hanh dong,

Ba la, gén két chit ché gitta hoach dinh bén I¢ dién tr v&i cac hoat dong quan tri
khac nhu mua hang, quan tri tdn kho, tai chinh va dich vu KH. Viéc lién két nay giup
dam bao dong bo gitta dau vao — luu trir — phan phdi — hdu mai, dong thoi tdi wu hoa
qua trinh van hanh mot cach toan dién. Cac DN 16n c6 thé tich hop h¢ théng ERP,
CRM dé phdi hop hiéu qua giita cac bd phan, con DN vira va nhé nén wu tién sy linh
hoat va tbi gian chi phi trong qua trinh diéu phdi.

Bén 13, tich hop quy trinh danh gia va diéu chinh hoach dinh dua trén két qua
thuc tién. DN can lién tuc ra soat cac chi sd hiéu suit nhu KPI, ty 1€ BLDT thanh cong,
vong quay hang ton va muc do hai long cia KH dé phan anh tinh hiéu qua cua ké
hoach. Viéc diéu chinh linh hoat dya trén dit liéu giup duy tri tinh thich nghi va nang
cao kha ning canh tranh trong méi trudng ban 1é dién tir diy bién dong.

3.3.2. Gidi phdp t6 chirc bdn Ié dién tir tai cdc doanh nghiép thwong mai chuyén
kinh doanh hang dién mady trén dia ban Ha Nji

i) Déi voi cdc DNTM quy mé 1om:

Mot 13, can t6i wu hoa mo hinh BLDT hdn hop bang cach ting ty trong doanh thu
tir kénh truc tuyén thong qua viéc dau tu manh m& vao cong nghé¢, marketing dién tu,
nhan su phu trach BLDT, phan tich dit liéu 16n va trai nghiém nguoi dung da nén tang.
DN nén tich hop quy trinh van hanh giira kénh online va offline dé nang cao hiéu qua
quan 1y chudi cung tng va trai nghiém lién mach cho KH; Mit khac, ddy manh ca nhan
hoa hoat dong marketing dién tir dya trén hanh vi ti€u dung thong qua cong ngh¢
“remarketing” & “retargeting” va st dung CRM. Thiét 1ap m6 hinh tiép thi phan khiic
va tu dong hoéa quy trinh chiam soc KH sau ban dé nang cao hiéu qua tiép can va giir
chan KH.

Hai 13, cai thién toc d6 phan Gmg voi thi trudng bang cach thiét 1ap hé thong du
béo nhu ciu tu dong dua trén dit li¢u ti€u dung theo thoi gian thyec. Déng thoi, bd sung
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danh muyc SP chuyén biét danh riéng cho cac nén tang dién tir dé gia ting kha ning
thich ing va tang ty 1¢ BLDT thanh cong don hang truc tuyén; Tiép theo, DN can dong
bd hoéa dir liéu gita cac nén tang (website, app, sin TMPT, MXH...) ¢ dam bao quan
Iy thong tin xuyén sudt, giam tring lap dit liéu va nang cao hiéu qua quan tri. DNTM
can xay dung trung tdm dir li¢u ndi bo hoac nén tang dir li€u tich hop phuc vu quan tri
va phan tich chién lugc.

Ba 13, can tai co cau bd may to chirc theo hudng thiét 1ap phong hodc ban thuong
mai dién tir tryc thudc ban 1anh dao DN, v6i chitc nang chuyén trach hoach dinh chién
lugc, van hanh da kénh va danh gid hiéu qua hoat dong BLDT. Pon vi nay phai dugc
trao quyén chu dong vé ngan sach, nhan su va cong nghé, dong thoi c¢6 co ché phdi hop
lién phong ban (Marketing, Kho van, CSKH, IT...) thong qua quy trinh lam vi¢c xuyén
phong ban va hé thong bao cao tich hop. Xay dung va dat duoc mot s6 KPI trong tdm
can dat trong vong 12 thang nhu ty 1¢ doanh thu tir kénh BLDT >30% tong doanh thu;
Ty 18 chuyén chét don BLDT thanh don hang trén nén tang s hitu (website/app) tir 5-
10% wvv...

ii) Poi véi cac DNTM quy mé vira va nho:

Mot 13, can lya chon mé hinh BLDT phu hop voi quy mé va nang luc noi tai, uvu
tién mo hinh tich hop don gian nhung hi€éu qua nhu ban hang qua san TMDT hoac
MXH. DN nén tdn dung nén tang c6 sin thay vi dau tu ha ting riéng biét tén kém:;
Nang cép kha niang quan 1y ndi dung trén cac nén tang ban hang dién tr bang cach st
dung cong cu quan ly déng bd nhu Google Workspace, phan mém quan ly Fanpage
hodac ung dung don gian trén dién thoai di dong dé tang hi¢u qua cua hoat dong
marketing, phat trién noi dung, chét don BLDT va chim soc khach hang. Can duy tri
mot giao dién ban hang nhét quan dé tang do tin cdy va chuyén nghiép.

Hai la, xay dung ké hoach lya chon SP dya trén céc dir liéu thi truong mién phi,
cong cu théng ké hanh vi ngudi tiéu dung trén san hodc tir phan hoi KH. Uu tién nhém
SP dé van hanh, quay vong nhanh va phu hop v6i ning lyc tai chinh ctia DN; Timng
budc xac 1ap phan khuc thi truong muc tiéu 16 rang thong qua khao sat don gian, dir licu tir
MXH hoic kénh ban hang tric tuyén.

Th ba, DN nén thiét 1ap mot don vi chuyén trach vé ban 1é dién tt va co thé dudi
dang mot nhoém nho tinh gon, da nhi€ém hoac thong qua mo hinh hop tac vai dbi tac,
thué ngoai tu vin chuyén sdu dam bao ning lyc van hanh va doi méi lién tuc trong moi
truong dién t. PO ngli nay can gém cac nhan sy duoc dao tao bai ban vé chuyén ddi
s6, BLDT, marketing di¢n tu, phan tich dir li¢u, trai nghi¢m khach hang va quan tri
kénh da nén tang, dong thoi c6 kha nang phdi hop xuyén chirc ning véi cac phong ban
nhu marketing, logistics, cong nghé va tai chinh. D& duy tri tinh cép nhat vé xu hudng

cong nghé, md hinh kinh doanh méi. Hodc DN c6 thé thiét 1ap co ché hop tac dinh ky
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v6i chuyén gia doc 1ap, vién nghién ctru hodc td chirc tu van chién luoc, qua d6 hinh
thanh mang luéi tri thirc m& véi chi phi phii hop, hd tro ra quyét dinh dya trén bang
chimg va nang cao chirc nang t6 chirc ctia DN vira va nho.

iii) Cac gidi phap khac:

Mot 1a, gén t6 chitc BLDT véi ké hoach chién luoc da dé ra: Cac DN can xay
dung co céu to chic phi hop voi dinh huéng BLDT, dam bao dong bo giita ké hoach
va trién khai thuc té. P6i véi DN 16n, can duy tri mo hinh van hanh 6n dinh theo chiéu
sau, trong khi DN vira va nhé nén to chirc md hinh tinh gon, linh hoat, dé diéu chinh
theo bién dong thi trudng. Viéc phan bd ngudn luc bao gdm nhén su, tai chinh, cong
nghé phai pht hop v6i quy md va muc tiéu cu thé cia ting giai doan; Tiép dén, DN
can to chirc st dung ngan sach BLDT hiéu qua va linh hoat: Tang dau tu vao cong
nghé, phan mém van hanh, nén tang TMDT, ddng thoi tdi wu hoa chi phi van hanh
thong qua ty dong hoa. Phan bd ngan sach cho timg bd phan theo KPI 1 rang. Ap dung
phan mém quan 1y tai chinh, ban hang, chim soc khach hang v.v... (ERP hoic CRM
hodc cac phan mém phu hop) dé theo ddi va diéu chinh ngan sach theo thoi gian thuc,
dam bao dau tu ding muc ti€u, nang cao hiéu qua st dung von trong chién luoc dai
han.

Hai 13, thuc dy Gmg dung cong nghé va hoan thién mé hinh BLDT: DN can day
manh tng dung hé théng cong nghé thong tin va dit liéu 16n dé ca nhan hoéa trai nghiém
KH va téi uu van hanh. DN quy mé 16n nén trién khai mo hinh da kénh tich hop, tu
dong hoa quy trinh ndi bo. DN quy md vira va nho c6 thé tin dung nén tang c6 san nhu
Shopee, Lazada, MXH va phan mém mién phi dé trién khai mo hinh TMBT véi chi phi
tdi wu. Khai thac hiéu qua dir li¢u KH trong van hanh va marketing. Ap dung CRM dé
quan 1y lich str giao dich, hanh vi tiéu dung, tir 6 t6i uu héa ndi dung tiép thi va ting
ty 1€ BLDT thanh cong. Sur dung marketing ty dong va di li€u 16n tr phia KH giap DN
c6 thé ca nhan hoa dé xuét SP, quang cao muc ti€u va hoach dinh chién luoc ban hang
phu hop tirng phan khac KH.

Ba 14, tai cAu trac hé thong ban 1é hdn hop, tich hop da kénh: DN 16n nén téi uu
vai trd ctia clra hang truyén thong nhu trung tdm trai nghiém SP, két hop logistics va
bao hanh. Tich hop kénh truc tuyén véi cira hang vat Iy dé tao trai nghiém mua sam
xuyén subt. DN nho c¢6 thé trién khai diém nhéan hang, showroom nho gon va lién két
logistics bén ngoai dé tiét kiém chi phi va ting tinh linh hoat.

Bén 13, hoan thién toan bd quy trinh van hanh BLDT: Béng bo hoa cac budc tu
dat hang, quan 1y kho, giao nhan dén chiam soc sau ban bang phan mém tich hop. Ung
dung dinh vi GPS, chatbot va cong cu ty dong giup ting toc xtr Iy don hang, giam 15i
va nang cao mirc do hai 1ong KH. Xay dung quy trinh chuan giup duy tri hiéu qua van
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hanh va nang cao nang luc phuc vu.
3.3.3. Gidi phap lanh dao ban lé dién tir tai cac doanh nghiép thwong mai chuyén
kinh doanh hang dién may

i) Déi voi nhém DNTM quy mé I6n:

Mot 14, can thiét lap chién lugc tuyén dung nhan lyc BLDT gén vo1 hé sinh thai
TMBPT, trong d6 tap trung phat trién kénh tuyén dung chuyén nganh nhu viéc hop tac
v6i cac truong dai hoc dio tao TMPT, céac san tuyén dung ki thuat sé dong thoi trién
khai chuong trinh thuc tp chuyén siu va gitt chan tai ning bang hoc bong doanh
nghiép ddng hanh. Viéc tuyén dung khong nén gidi han & k¥ nang k¥ thuat ma can wu
tién nang lyc thich Gmg va phat trién da nhiém trong méi trudng sb.

Hai 1a, xay dung hé théng dao tao ndi bd chuyén biét hoac dao tao truc tuyén,
phat trién cong nghé dao tao bang Al cho timg chirc danh trong chudi gia tri BLDT, vi
du nhu dao tao chuyén sau vé quan ly don hang da kénh, k¥ ning tdi wu trai nghiém
nguoi dung, khai thac dir li€u nguoi ti€u dung, ing dung cong cu quang cao ty dong.
Can chuyén tr mo hinh “dao tao mét chiéu” sang “dao tao thich ing”, linh hoat, cap
nhat, co danh gia va gan lién véi két qua cong viéc.

Ba 13, cai thién chinh sach dai ngd bang cach ca nhan hoa theo ting vi tri va ning
I, vi du nhu thudng hiéu suét theo ty 1¢ ting trudng ban hang online, 4p dung ESOP
cho nhan sy chu chét trong mang TMDT, hodac cho phép lam viéc linh hoat
online/offline két hop. Pong thoi, tao 16 trinh thing tién rd rang, khong phan biét nhan
su s6 va nhan sy truyén théng, gitip nhan vién thay duoc tuong lai nghé nghiép lau dai
trong h¢ sinh thai ban 1¢ dién tir cia doanh nghiép.

ii) Poi v6i nhém DNTM quy mé vira va nho:

Mot 13, can don gian héa quy trinh tuyén dung nhung van dam bao dung nguoi,
dung k¥ ning bang cach Gng dung cac cong cu loc CV va phong van tu dong (VD:
Google Form, hodc qua website, fanpage), wu tién tuyén tir cac cong dong hodc hoi
nhém TMDT, sinh vién khoi nghi¢p hoac st dung nguén lyc dao tao lai tr bd phan
truyén théng dé chuyén giao sang mang BLDT.

Hai 13, thiét 1ap cac chuong trinh dao tao ndi bd ngén han theo tung chuyén dé
nhu “ban hang qua Facebook Ads co ban”, “tdi uu gian hang trén Shopee”, hodc “quy
trinh xur ly don hang trén nhiéu nén tang”, td chirc dao tao dinh ky 2-4 tuan/lan, c6 thé
str dung nguon tai liéu mién phi tir cac nén tang hodc cac trung tm hd tro TMPT.

Ba 14, cai tién ché do dai ngo theo huong linh hoat, hi¢u qua, vi du nhu chia %
doanh thu theo tung don hang truc tuyén, hd tro phu cép két ndi internet, thiét bi lam
viéc, t0 chuc thuong nong khi dat KPI lugt don, luot truy cap hodc luot theo ddi kénh.
Pong thoi, di quy mo nho nhung DN nén ¢ it nhat mot 10 trinh thing tién t6i gian dé
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khich 1€ nhan vién gén b6 voi hoat dong ban hang dién tir dai han.

iii) Cac giai phap khac:

Mot 1a, phat trién doi ngii lanh dao c6 kién thirc chuyén mén va tu duy sé hoéa.
DN cén t6 chirc cac chuong trinh dao tao dinh ky vé chién lugc TMDT, quan tri chudi
cung ung sb, phan tich dit liéu KH va tmg dung cong nghé Al trong quan tri va quan tri
BLDT. Viéc két hop gitra dao tao ndi1 bd va hop tadc vdi don vi dao tao bén ngoai s€
gitip d6i ngii 1anh dao thich nghi véi xu thé mai va nang cao nang luc ra quyét dinh.

Hai 13, hoan thién co ché tuyén dung va sir dung lao dong linh hoat. DN can chu
dong xay dyng md hinh st dung lao dong thoi vy va thué ngoai phu hop theo chu ky
kinh doanh, dic biét vao cac giai doan cao diém. Kém theo d6 1a cac hé thong hudng
dan va dao tao ngin han gitp nhan sy nhanh chéng thich nghi v6i quy trinh van hanh
va chuén héa dich vu.

Ba 1a, xay dung chinh sach nhan sy toan dién va gén két. Lanh dao DN can thiét
ké hé théng lvong thudng minh bach, gén v6i hiéu qua cong viée va nang luc thuc té.
Céac co ché dai ngo linh hoat nhu thuong theo doanh 30, khuyén khich thanh tich hoac
) phﬁn héa nhan sy s€ gop phﬁn duy tri dong luc va su gén bo lau dai. Bén canh do,
can thiét 1ap 19 trinh thang tién rd rang va chinh sach dao tao mé giup nhan vién phat
trién lién tuc va cha dong hoc tap trong méi trudng so.

3.3.4. Gidi phdp kiém sodt bdn Ié di¢n tir tai cdc doanh nghi¢p thuwong mai
chuyén kinh doanh hang dién mdy trén dia ban Ha Ngi

i) P6i v6i nhém DNTM quy mé 16n:

Mot 13, can cai tién hé thong quy trinh kiém soat BLDT theo hudng linh hoat va
pht hop voi dic thi cia moi truong s6. DN nén thiét ké lai quy trinh kiém soat theo mo
hinh “thoi gian thuc” thay vi ké thira tir m6 hinh ban 1¢ truyén théng, ap dung quy trinh
cong viéc tu dong trén nén tang s6 dé giam sat toan bo hanh trinh KH, tir tim kiém SP
dén sau ban hang.

Hai 13, xay dung bo tiéu chuan kiém soat dya trén khung chuan quéc té trong
TMDT nhu dong thoi ndi bd hoa cac chi tiéu kiém soat chuyén biét cho timg kénh
BLDT (san TMDT, mang xa hdi, website, ung dung di dong). Viéc chuan hoa nay can
két hop voi cac cong cu do luong hién dai nhu Google Tag Manager, Power BI hodc
Tableau dé tao hé théng thong tin gidm sat tu dong.

Ba 13, dau tu xay dung hé théng do luong hiéu qua da chiéu, khong chi dimg lai &
doanh thu ma can theo ddi céc chi sd chién luge nhu chi phi chuyén dbi KH, vong doi
KH, ty 1€ hoan hang, thoi gian xur Iy don hang, mirc 6 hai long KH. Cac dir li¢u nay
can duogc két ndi xuyén subt giita cac nén tang quan 1y (CRM — ERP — CMS) dé phuc
vu phan tich tirc thi va hd trg ra quyét dinh nhanh chéng.
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ii) Doi véi nhém DNTM quy mé vira va nho:

Mot 14, nhém DNTM quy md vira va nho, can ap dung phuong phap kiém soat tdi
gian co trong, trong d6 quy trinh kiém soat BLDT dugc chuan hoéa dudi dang so do
cong viéc tuyén tinh, rd rang, bao gdm cac khau kiém soét then chdt nhu tiép nhan va
xéac thuc don hang, d6i soat thanh toan, diéu phdi giao nhan va thu thap phan hdi sau
ban v.v nham dam bao tinh minh bach, kha niang truy xuat va giam thiéu rai ro van
hanh. Trong diéu kién han ché vé ngudn Iyc, DN nén uu tién trién khai cac giai phap
cong nghé chi phi thdp, nhu phin mém ma ngudn mé (vi du: Odoo, Metabase) hodc
nén tang SaaS mién phi/co phi thip (Google Workspace, Zalo OA, Shopify Basic), tich
hop kha ning giam sat tu dong & mirc co ban dé duy tri hiéu qua kiém soat ma khong
gia tang ganh ndng chi phi hoac d phuc tap trong quan ly.

Hai 1, x4y dung bo tiéu chi kiém soat co ban gém cac tiéu chi cdt 16i nhu thoi
gian xtr Iy don hang, s6 16i don hang, ty 1& ton kho sai léch, mtrc d6 hai long KH sau
mua. Céc tiéu chi ndy can dugc cap nhat thudng xuyén dua trén phan hoi thuc té va c6
biéu méiu danh gia dinh ky. Co thé ap dung phuong phap kiém soat chéo giita cac bd
phan thay vi thué don vi tu van hodc giam sat doc lap néu nguén luc han ché.

Ba 13, ung dung cic cong cu phan tich dir liéu mién phi nhu Google Analytics,
Meta Business Suite, Fanpage Insights dé theo ddi cac chi s don gian nhu luot truy
cap, ty 16 BLDT thanh cong, ty 18 phan hoi tin nhan. Két qua do luong nay can duoc
tong hop thanh bao cdo hang tuin hodc thang nham kip thoi didu chinh chién lugc ban
hang va phan b chi phi hop 1y. Png thoi, can dao tao nhan vién chi chét vé k¥ niang
doc va phan tich bao cao dé nang cao hiéu qua kiém soat.

iii) Cac gidi phap khdc:

Mot 13, ting cudng chuyén dbi sb va tich hop cong nghé hién dai vao hé théng
kiém soat BLDT. DN can ung dung cac cong ngh¢ nhu tri tu¢ nhan tao, dir li¢u 16n,
phan mém ERP, cong nghé chudi khdi va tur dong hoéa bang robot dé giam sat, phan
tich va du bao tinh hinh kinh doanh theo thoi gian thyc. Nhitng cong ngh¢ nay giup
giam thiéu sai sot, ndng cao hiéu suét kiém soat va ra quyét dinh nhanh chong, chinh
xac; Ung dung Internet van vat va phan mém béan hang tich hop dé theo ddi ton kho,
trang thai hang hoa, chét lugng SP, kiém soat céac giao dich va van hanh da kénh hi¢u
qua. Viéc kiém soét tirc thoi cac chi s ban hang va hi¢u suét 1am viéc ctia nhan vién
thong qua thiét bi di dong s& gop phan t6i wu hoa chudi cung tmg va chat luong dich
vu; Tang cuong giam sat va phan tich phan hoi KH theo thoi gian thuc bang cac cong
cu sd nhu chatbot ty dong, hé thong CRM... Cac phan hdi nay 1a ngudn thong tin quy
gia dé DN kip thoi diéu chinh dich vy, SP va nang cao hiéu qua kiém soat chit lugng
tong thé.
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Hai 13, can thiét 1ap hé théng kiém soat dau ra trong quan tri BLDT dya trén tiép
can dinh lugng va dinh hudéng hi¢u suét, trong do tap trung vao viéc do luong, phan
tich va dién giai cac chi s6 hiéu qua then chdt nhu: ty 1¢ BLDT thanh cong, doanh thu
binh quin mdi don (AOV), thoi gian xir Iy don trung binh, ty 18 hoan/tra hang va chi sb
hai long khach hang (CSAT/NPS)... Cac chi s6 nay khong chi phan 4nh hi¢u qua van
hanh cua ting kénh (san TMDT, MXH, website) ma con cho phép danh gid nang luc
thuc thi ctia nhan sy phu trach, tir d6 l1am co s¢ khoa hoc cho viéce diéu chinh chién
luge phan bd ngudn luc, ti uu quy trinh va nang cao nang luc van hanh tong thé theo
nguyén tac cai tién lién tuc cho DN.

Ba la, tang cuong kiém soat chat lugng SP dau ra va dich vu hau mii. DN can
thiét 1ap hé thong danh gia phan hoi KH, thyc hién chinh sach doi tra linh hoat va tdi
vu quy trinh chim séc sau ban nham xay dung niém tin va gia ting mirc 46 hai long
ctia ngudi tiéu dung trong moi truong TMPT; Tiép tuc kiém soat toan dién quy trinh
van hanh BLDT tir chdt don, 1én don, giao hang, quan 1y kho van, lép dat dén xir ly
thanh toan va phan hoi. Tung khau can duoc thiét 1ap co ché kiém tra tu dong, déng bo
hoa hé thdng dit liéu, str dung phan mém tich hop va theo ddi thoi gian thue nham bao
dam d6 chinh xac, tiét kiém chi phi va t6i uu trai nghiém KH.

Bén 13, ung dung hé théng thanh toan an toan va minh bach, c6 tich hgp ma hoa
dit liéu dau cudi va co ché xac thuc da lop (MFA), nham giam thiéu rui ro gian lan, ro
ri thong tin thanh toan va tin cong mang, nhitng mdi de doa dic biét nghiém trong
trong linh vuc BLDT HPM do gia tri giao dich cao va chu ky mua sim kéo dai. Hé
théng thanh toan nén dugc tich hop voi cong thanh toan da phuong thirc (thé tin
dung/quéc té, vi dién tu, tra gop 30, QR code), déng thoi hd tro két ndi API hai chiéu
v6i hé thong ERP va CRM dé ty dong héa quy trinh ddi soat, giam sai s6t do nhap liéu
thu cong, ting tbc do xir 1y hoan tra va khiéu nai, qua d6 nang cao hiéu qua quan tri tai
chinh va trai nghi¢ém khach hang.

Bang tong két “han ché - nguyén nhan - giai phap” danh cho cac DNTM chuyén kinh
doanh hang dién may, chia theo tiép can bdn chirc ning clia quan tri va phén loai theo hai
nhom DN chi tiét xem tai Phu luc 25.

3.4. Mot s6 kién nghi quén tri ban 1é dién tir tai cac doanh nghiép thwong mai
chuyén doanh hang dién may trén dia ban Ha Noi

3.4.1. Kién nghi nham hoan thién chinh sdch phadt trién bdn Ié dién tiv danh cho co
quan Nha nuwdc

3.4.1.1 Hoan thién khung phdp Iy phdt trién ban lé dién tir

Hién nay, khung phéap luat diéu chinh TMDT tai Viét Nam da c6 nhiing nén tang quan
trong nhung van ton tai nhiéu khoang tréng can duoc hoan thién dé dam bao tinh minh bach,
cong bang va an toan trong hoat dong BLDT.
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1) Truoc hét, viéc bao vé dir liéu c4 nhan cia NTD trong céc giao dich truc tuyén can
dugc chu trong hon. Khi TMDT phat trién, dit liéu KH tré thanh tai san quan trong ddi véi
DN nhung ciing lam gia ting nguy co ro ri, lam dung va vi pham quyén riéng tu. Can c¢6 cac
quy dinh cy thé vé viéc thu thap, Iuu trlr, st dung va bao vé dir liéu ca nhan, déng thot ap
dung co ché giam sat @& dam béo tinh tuan thi ctia cac nén tang TMDT va DN bén é.

ii) Bén canh do, quan 1y thué déi véi cac nha ban hang c4 nhan va nén ting TMBT can
duoc hoan thién nhdm dam bao cong bang trong méi truong kinh doanh. Hién nay, nhiéu ca
nhan kinh doanh qua san TMDT nhung chua thyc hién nghia vu thué day du, gay that thu
ngan sach nha nudc va tao ra su bat binh déng véi cac DN va cac md hinh béan 1é truyén
thong va truc tuyén. Do d6, can ¢ co ché thu thué phu hop véi loai hinh kinh doanh nay
dong thoi xay dung hé thdng giam sat va ké khai thué tu dong dé dam béo tinh minh bach.
Pé dam béao cong bang trong hé thong thué, cac DN va ca nhan tham gia kinh doanh TMDT
can thue hién déy da nghia vy tai chinh theo quy dinh ctia phap luat.

iii) Ngoai ra, trach nhiém ciia cdc nén tang san TMDT trong viéc kiém soat chat luong
SP ciing can dugc quy dinh rd rang hon. Hang gia, hang kém chat lugng van xuét hién phd
bién trén cic nén tang TMPT anh hudng tiéu cuc dén quyén loi NTD va uy tin ctia nganh
BLDT. Viéc yéu cau san TMDT ¢6 co ché kiém duyét chat ché hon, chiu trach nhi¢m lién
d6i ddi véi cac giao dich vi pham va thiét 1ap quy trinh giai quyét tranh chap hiéu qua s&
gitip nang cao tinh minh bach va trach nhiém ctia DN trong hé sinh thai TMBT. Thoi gian gin
day co mot sb san TMDT 16n cta Trung Qudc nhu 1688, Temu. .. xAm nhap vao thi truong
Viét Nam theo cach truc tuyén khién cho moi truong canh tranh truc tuyén tr& nén khc liét
hon va thiéu tinh cong bang cho cac DN Viét Nam trong d6 ¢6 cac DNTM chuyén kinh doanh
HPM. Hon nita, cic nén tang san TMDT co trach nhiém giam sat hoat dong ctia cac nha ban
hang, dam bao ho tuan thii quy dinh vé dang ky kinh doanh, ké khai thué va cung cip SP, dich
vu hop phap. Can thiét 13p co ché danh gi4 va xép hang ngudi ban dua trén lich st giao dich
va phan hdi tir KH dé ning cao tinh minh bach va do tin cdy ctia hé thong.

iv) Can phat trién mot co ché giai quyét tranh chap lién quan dén cac giao dich
TMPDT hiéu qua, gitp NTD va DN c¢6 thé khiéu nai, yéu cau bdi thudng mét cach
nhanh chéng va thuan tién. Hién nay, viéc giai quyét tranh chap trong TMDT van chii
yéu dya vao cac quy trinh truyén thong gy mét thoi gian va khé khin trong viéc bao
vé quyén loi ctia cac bén. Hién nay, co ché giai quyét tranh chap trong TMBT tai Viét
Nam con nhiéu bat cap. Cac phwong thirc giai quyét tranh chip truyén thdng nhu
thuong lugng giita cac bén, hd trg tir sin TMBT hoic khoi kién ra toa an déu gap
nhitng han ché nhit dinh. Trong d6, thuong luong thudng thiéu sy rang budc phap 1y,
con quy trinh hd trg cta nén tang TMDT lai phy thudc vao chinh sach riéng cia timg
san, thiéu su minh bach va thong nhat. Viéc khai kién ra toa an tuy c6 gia tri phap 1y
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cao nhung t6n kém vé thoi gian va chi phi khién nhiéu NTD khong Iya chon phwong an
nay. Han ché 16n nhat cta hé thong hién tai 12 thiéu mot co ché giai quyét tranh chap
nhanh chong, minh bach, cé tinh rang budc phép ly cao va phu hgp véi dac thu cua
TMDT. Dé nang cao hiéu qua giai quyét tranh chip, can xdy dung mot hé théng xir 1y
chuyén biét, két hop cong nghé hién dai v6i cac quy dinh phap 1y chat chd. Cac giai
phap cu thé bao gdom:

Trién khai hé théng giai quyét tranh chap truc tuyén: Giai quyét tranh chap truc tuyén
14 mot md hinh da dugc nhiéu qubc gia ap dung dé xir 1y khiéu nai trong TMBT mot cach
nhanh chéng, hiéu qua va tiét kiém chi phi. Hé théng nay can dugc tich hop truc tiép vao cac
nén tang TMBT véi cac chitc ning quan trong nhu: Tiép nhan va phan loai khiéu nai tu
dong, gitip xac dinh muc do nghiém trong cua tranh chdp va hudng xir Iy phu hop; Ung
dung Al trong phén tich bang chimg, danh gia lich sir giao dich, dir liéu don hang va phan
hoi tir KH dé hd trg ra quyét dinh; Hoa giai truc tuyén, cho phép cac bén thuong luong thong
qua hé thong ma khong can gap mat truc tiép, giam thoi gian va chi phi giai quyét tranh
chap. Pam bao thoi gian xtr Iy nhanh, véi cac vy tranh chap nho co thé giai quyét trong vong
7 - 10 ngay dé khong lam gian doan trai nghiém ctia NTD.

Quy dinh rd trach nhiém cta nén tang TMBDT trong xir 1y tranh chap: Céac nén tang
TMDT khéng chi dong vai tro trung gian ma con can chju trach nhiém dam bao giao dich
minh bach va bao vé quyén loi NTD. Do do, can thiét l4p cac quy dinh phéap 1y chit ché hon
vé trach nhiém cua san giao dich, bao gdm: Bit budc nén tang tham gia vao qua trinh giai
quyét tranh chap ddi véi cac giao dich dién ra trén hé théng cta ho; Thiét 1ap co ché bao
hiém giao dich, trong d6 NTD c6 thé duoc hoan tién hogc ddi tra hang néu co tranh chip ma
khong thé thuong lwong véi ngudi ban; Tich hop hé thong giam sat va xép hang ngudi ban,
gitp han ché tinh trang gian 1an va nang cao uy tin ctia cac giao dich trén nén tang. Viéc giai
quyét tranh chép trong TMPT hién nay chua c6 mot khung phap 1y chuyén biét, dan dén tinh
trang thiéu su rang budc dbi voi DN va nén tang TMDT. Do do, can ban hanh nghi dinh
riéng vé giai quyét tranh chdp TMDT, trong d6 quy dinh rd quyén va trach nhiém cia cac
bén lién quan, thoi han giai quyét va co ché xtr Iy vi pham; Thiét 1ap ché tai ddi véi DN
khong hop tac trong giai quyét tranh chap, bao gdm canh cdo, phat tién hodc dinh chi hoat
dong d6i véi cac nén tang TMDT khong tuan tha quy dinh vé bao vé quyén loi NTD; Tang
cudng vai trd cia co quan quan Iy nha nudc trong viée giam sat va kiém tra hoat dong ciia
cac san TMDT.

Nang cao nhan thirc va h tro phap 1y cho NTD: Mét trong nhimg nguyén nhan khién
NTD khé bao vé quyén loi 1a do thiéu hiéu biét vé phap luat va quy trinh khiéu nai. Do do,
can cung cap hé thong huéng dan khiéu nai truc tuyén giup NTD hiéu rd quy trinh va quyén
loi ctia minh; Hb tro tu van phap 1y mién phi, dic biét d6i véi cac tranh chap c6 gia tri 16n
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hoic lién quan dén DN nudc ngoai; Pay manh tuyén truyén vé quyén lgi NTD théng qua
cac chién dich truyén thong va hop tac véi cac t chiic bao vé NTD.

v) Thanh toan dién ttr 1a mot trong nhitng yéu t6 quan trong quyét dinh sy thanh cong
cia BLDT nhung ciing dit ra thach thirc 16n vé an toan giao dich va bao mat thong tin. Hé
thong phap luat can hoan thién cac quy dinh vé xac thuc giao dich chdng gian l4n va bao vé
NTD trong qué trinh thanh toan truc tuyén. Pong thoi, can thuc day viée ap dung cac tiéu
chuén bao mat cao trong thanh toan, bao gém xac thuc hai 16p, ma héa dir li¢u va tich hop
cac cong nghé nhan dién giao dich dang ngd dé giam thiéu rui ro tai chinh.

vi) Mot van dé khac can duoc hoan thién trong khung phép ludt vé BLDT 1a quan ly
hoat dong cta cac don vi van chuyén va logistics. Khi TMDT phat trién, nhu cau van chuyén
hang héa gia ting nhanh chéng, doi hoi hé thong quan 1y phai dam bao tinh minh bach va
hiu qua. Cén c6 cac quy dinh cu thé vé trach nhiém cua don vi van chuyén dbi véi viee giao
nhan hang hoa, xir Iy truong hop giao cham, tht lac hodc hu hong hang trong qué trinh véan
chuyén. Pong thoi, viéc khuyén khich tmg dung cong nghé vao logistics nhu theo ddi don
hang theo thoi gian thue va tir dong hoa quy trinh giao nhan sé gitip tdi wu hda hiéu qua van
hanh cua toan nganh.

vii) Ngoai ra, TMDT xuyén bién giéi dang ngay cang pho bién nhung chua c6 khung
phéap 1y rd rang dé quan 1y hoat dong nay. Can c6 cac quy dinh vé diéu kién kinh doanh ddi
v6i DN nude ngoai ban hang qua nén ting TMPT tai Viét Nam ciing nhu co ché kiém soat
thué, bao Ve quyén loi NTD va dam bao tudn thi cac tiéu chuin hang hoa khi nhap khau.
Viée thiét 1ap cac quy dinh phu hop s& giap DN Viét Nam canh tranh binh dang trén thi
truong va dam bao quyén loi cia NTD trong cac giao dich qudc té.

viii) Su phat trién manh mé& cia TMBT d kéo theo su gia ting nhanh chéng ctia hoat
dong mua ban truc tuyén, livestream ban hang, tiép thi lién két, nan tin gid... trén cac nén
tang MXH va tng dung di dong. Hién nay, bén canh cac website TMPT chinh thong, nhiéu
ca nhan va DN str dung Facebook, Tiktok, Youtube, Zalo va cac nén tang di dong khac dé
tiép can KH va thyc hién giao dich mua ban tryc tuyén. Tuy nhién, viéc thiéu khung phap 1y
cu thé va co ché quan Iy chit ché déi voi hoat dong nay dang dit ra nhiéu thach thic trong
viéc bao vé quyén loi NTD va dam bao minh bach trong giao dich truc tuyén. Do d6 can
som hoan thién khung phap 1y va b sung cac quy dinh cu thé vé hoat dong TMDT trén
MXH, dic biét 1a cac didu khoan vé giao két hop dong, trach nhiém cua ngudi ban va quyén
loi cua NTD. Viéc nay khong chi gitip nang cao tinh minh bach va bao mat trong giao dich
ma con tao moi truong TMPT cong bang, an toan va dang tin cy.

ix) Sy phat trién nhanh chong cia TMDT dit ra yéu cau cap thiét vé viéc xdy dung cac
quy ché va tiéu chuan danh gia chat luong, tin nhiém nham béo vé NTD va nang cao tinh
minh bach trong giao dich tryc tuyén. Mot trong nhimng giai phap hiéu qua 1a trién khai hé
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thong dan nhan tin nhiém cho cac website TMBT gitip NTD nhan dién cic nén tang mua
sim dang tin cdy. Nhiéu qudc gia di 4p dung mo hinh nay thanh cong. Tai chau Au,
EuroLabel 14 nhan tin nhiém danh cho cac website TMDT tuén thu tiéu chudn an toan giao
dich va bao vé quyén loi NTD. Tai My, td chirc Better Business Bureau cép chiig nhan cho
cac DN truc tuyén co chinh sach ban hang minh bach, dich vu KH tt va khéng c6 lich str
khiéu nai nghiém trong. Nhat Ban trién khai hé thong J-Mark gitip danh gia va xac nhan muc
dd uy tin cua céc trang TMDT dua trén ti€u chi bao mat thong tin, hoan tién va dich vu sau
ban hang. Viét Nam c6 thé hoc hoéi tir cac mo6 hinh nay dé xay dung hé thong danh gia chat
luong TMDT, trong do can xéc dinh tiéu chi ro rang vé tinh minh bach thong tin, bao mat dir
liéu, chinh sach bao hanh, hoan tién va dich vu chiam soc KH. Pdng thoi, can thiét 1ap mot
co quan quan 1y chuyén trach, phdi hop véi B Cong Thuong va cac to chirc bao vé NTD dé
cap nhén tin nhiém va giam st thyc thi. Viéc ap dung hé thong dan nhan tin nhiém khong
chi gitp nang cao niém tin ciia NTD ma con thuc ddy sy phat trién bén viing cta nganh
TMDT tai Viét Nam.

3.4.1.2. Hoan thién co so ha tcfng ky thudt, cong nghé cho hoat dong ban lé dién tu tai
Viéet Nam

Thuc té cho théy, hé théng ha tﬁng k¥ thuat cho BLDT tai Viét Nam van con ton tai
nhiéu han ché, dic biét trong cac van dé lién quan dén tdc do két ndi mang, kha nang xur ly
giao dich 16, bao mat théng tin va tich hop cac cong nghé méi. Do do, can co cac giai phap
cu thé dé hoan thién ha tang k¥ thuat nham hd tro su phét trién bén viing cta nganh BLDT.

i) Nang cap ha tang vién thong va duong truyén dir liéu: Mot trong nhiing yéu t6 quan
trong anh hudng dén hiéu qua hoat dong cua hé théng BLDT 14 toc do két ndi mang va do
on dinh ctia dudng truyén dir liéu. Vi xu hudng chuyén doi s manh mé, can mo rong va
nang cap mang 5G va tuong lai la cac thé hé tiép theo 6G, 7G, dién toan dam may va
internet van vat dé hd trg cac nén tang TMDT xir 1y giao dich nhanh chéng va giam thiéu
tinh trang gian doan trong truy cap hé thong. Viéc dau tu vao cac trung tam dit liéu c6 quy
mo 16n s€ giup dam bao kha nang luu trir va xu Iy dir liéu khéi luong 16n, dac biét 1a trong
cac chién dich mua sdm truc tuyén v6i luu lugng giao dich tang dot bién.

i1) Phat trién nén tang thanh toan dién tr an toan va thuén tién: Thanh toan dién tr la
yéu t cbt 15i cuia BLDT nhung hién nay van chua dat dugc su déng b va an toan cao tai
Viét Nam. Can thuc day cac giai phap thanh toan s6 nhu vi dién tir, thé tin dung, QR Code,
Mobile Banking, thanh toan khong cham va tién dién tir dong thoi xay dung co ché dam bao
an toan giao dich bang cong nghé ma hoa, xac thuc hai 16p va Al phat hién gian 1an. Ngoai
ra, can khuyén khich su lién thong giita cac hé thong thanh toan cua ngén hang va DN dé
tang tinh tién loi cho nguoi dung,
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Trudc hét, can hoan thién ha ting thanh toan sé bang cach thiic day su lién thong gitra
cac nén tang thanh toan cho phép NTD sir dung mét tai khoan duy nhat ¢ giao dich trén
nhiéu hé thong khac nhau. Mot sb qudc gia di thanh cong trong viée xay dung ha tang thanh
toan lién thong nhu An Do véi hé théng Unified Payments Interface cho phép thanh toan tirc
thoi gitra cac ngan hang va vi dién tir ma khong can théng qua bén trung gian. Viét Nam co
thé hoc hoi mé hinh niy dé nang cao hiéu qua thanh toan so.

Bén canh d6, can nang cao tiéu chuan bao mat va chong gian l4n trong giao dich. Viéc
ap dung cong nghé bao mat va phan tich hanh vi giao dich gitip phat hién cac dau hiéu bat
thuong s& giup ngin chin cac hoat dong gian 14n tai chinh. Pong thoi, x4c thuc sinh tric hoc
nhu nhan dién khuén mat, van tay va ma héa dir li¢u theo tiéu chuén PCI DSS s& giup tang
cudng an toan trong thanh toan dién tir ma chinh pha Viét Nam da yéu cau cac ngan hang ap
dung trong nam 2024 vira qua. Mot xu hudng quan trong khac 13 thanh toan khong tiép xuc
va tién dién tir. Cac qudc gia nhu Trung Qudc, Thuy Dién da trién khai thir nghiém tién dién
tir do ngén hang trung wong phat hanh gitp kiém soat dong tién t6t hon va giam thiéu rui ro
trong giao dich. Tai Viét Nam, Ngan hang Nha nuéc ciing dang nghién ciu mé hinh tién
dién tir dya trén cong ngh¢ Chudi khdi, mé ra tiém nang mai cho thi truong thanh toan $0.

111) Tang cudng bao mat dir liéu va an toan thong tin

Su phat trién manh mé cua BLDT kéo theo su gia tang cac méi de doa vé an toan
thong tin tir ro ri di lidu c4 nhan dén cac hanh vi gian 14n trong giao dich truc tuyén. Khi cac
nén tang TMDT xir Iy mot khdi luong 16n thong tin nhay cam nhu dir lidu tai chinh, thong
tin ¢4 nhan cua KH va lich str giao dich, viéc tang cuong bao mat dir li¢u trd thanh yéu cau
cap thiét nham dam bao tinh an toan, tin cdy cta hé théng va bao vé quyén loi NTD.

M0t trong nhiing gidi phap quan trong la img dung cong nghé ma hoa va xac thuc manh
trong giao dich dién tir. Cac nén tang TMBT can trién khai cac giao thirc ma hoa dit liéu dau
cudi dé bao vé thong tin ngudi ding khoi cac cude tin cong mang. Pong thoi, viée ap dung
cong nghé xac thuc hai 16p hodc xac thuc sinh trac hoc nhur van tay, nhan dién khuén mat s€
gitp ngdn chin nguy co xdm nhdp trai phép vao hé thng tai khoan nguoi ding.

Bén canh d6, viéc st dung cong nghé phu hop bao gdm Al va may hoc dé phat
hién va ngin chin gian 14n trong giao dich truc tuyén 1a mot xu hudng quan trong. Al
c¢6 kha ning phan tich hanh vi giao dich ctua ngudi dung dé phat hién cac bat thudng,
chang han nhu giao dich bat hop phap hodc truy cép trai phép tir cac dia chi IP dang
ngd. Mot sé cong ty 16n nhu Amazon va Alibaba da trién khai hé thong phat hién gian
lan thoi gian thyc gitip giam thiéu nguy co mat cap dit lidu va tai chinh.

Ngoai ra, can hoan thién khung phép 1y vé bao vé dir liéu ca nhan trong TMDT. Mot
s0 qudc gia nhu Lién minh Chau Au da ban hanh Quy dinh Bao vé Dit liéu Chung yéu cu
cac DN TMDT phai dam bao quyén riéng tur cia NTD va tuan thu cac quy trinh nghiém ngit
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trong viéc thu thap, luu trir va xt ly dir liu. Viét Nam can s6m hoan thién luat bao vé dir
liéu c4 nhan, dong thoi yéu cau cac nén tang TMDT cong bd chinh sach bao mat minh bach
va cung cap co ché d& NTD kiém soat thong tin ca nhan cua ho.

Mot yéu 6 quan trong khac 14 ting cuong bao vé hé thong thanh toan dién tir. Céc to
chirc tai chinh va nén tang thanh toan can ap dung tiéu chuan bao mat (PCI DSS) nham dam
bao an toan cho cac giao dich thé tin dung. Ngoai ra, viéc sir dung cong nghé chudi khéi co
thé giup tao ra cac giao dich minh bach, bét bién, chéng gid mao va nang cao tinh bao mat
trong thanh toan truc tuyén.

iv) Xay dung hé thong logistics xanh va bén vimg

Phat trién mo hinh giao hang xanh va bén vitng: BLDT khéng chi tap trung vao toc do
ma con can dam bao tinh bén viing trong van hanh. Cac DN ¢6 thé trién khai giai phap giao
hang than thi¢én véi mai truong nhu st dung xe dién, xe dap giao hang hodc phat trién hé
thong diém nhan hang tu dong. Tai Singapore, Ninja Van d trién khai hé thong giao hang
bang xe dién, gitp giam 30% khi thai CO2. Viét Nam c6 thé hoc hoi mé hinh ndy va ap
dung vao cac do thi 16n nham giam thiéu tac dong moi trudng cua TMDT. Ngoai ra, mo
hinh tram giao nhan théng minh nhu cia Amazon, giao hang bang may bay khong nguoi lai
v.v. ¢6 thé duoc trién khai tai cac khu chung cu, vin phong, trung tim thuong mai, cho phép
KH nhan hang linh hoat ma khong can giao hang tan nha.

Hop tac va du tu phét trién ha tang logistics: Viéc xdy dung hé thong logistics thong
minh khéng chi dua vao ndi luc ciia DN ma can su hop tac gitta cic bén trong hé sinh thai
TMBDT. Chinh pht can c6 chinh sach hd trg dau tu vao ha ting kho van, dic biét 1a hé thong
trung tam logistics da chirc ning két ndi gita cac tuyén duong bd, hang khong va cang bién.
Céc DN c¢6 thé hop tac voi don vi van chuyén qudc té nhu DHL, FedEx, UPS dé mo rong
quy mo logistics xuyén bién gidi giup hang hoa Viét Nam tiép can dé dang hon véi thi
truong qudc té.

3.4.2. Kién nghi nham phat trién bdn Ié di¢n tiv danh cho Hiép héi doanh nghiép Ha
Ngi

Trong bdi canh thi truong BLDT dang phat trién manh mé tai Viét Nam, viéc nang cao
ning lyc quan tri BLDT tai cic DNTM chuyén kinh doanh HDM 1a rat can thiét. Bé dat duoc
muc tiéu nay, Hiép hoi DN Ha Noi can trién khai cac chuong trinh dio tao, hd trg tu van cling
nhiing hoat dong hop tac da dang nham t&i wu héa hoat dong BLDT cho cac DN thanh vién.

T4 chtrc cac chuong trinh dao tao chuyén sau: Hiép hoi can chu dong t6 chic cac khoa
dao tao chuyén sau vé quan tri TMDT, chién lugec BLDT va quan tri quan h¢ KH. Nhiing
khéa hoc nay nén tap trung vao cac ndi dung quan trong nhu marketing s6, tdi uu hoa cong
cu tim kiém va quan tri trai nghiém KH v.v. Thong qua viéc ning cao kién thirc va k§ niang
cho d6i ngii nhan vién, cac DN sé& c6 kha ning tiép can KH muc tiéu hiéu qua hon va ting



155

cuong ty 1¢ BLDT thanh cong don hang.

Tu van chuyén gia vé quan tri chién lugc BLDT: Ngoai viéc dao tao, Hiép hdi cling
nén cung cip cac budi trr van boi cac chuyén gia trong linh vye BLDT. Nhiing tur van nay s&
bao gém cac budc quan trong nhu hoach dinh, t6 chuc, 1anh dao va kiém soat hoat dong
BLDT. Bén canh d6, viéc tdi wu héa chudi cung tmg va logistics 1a nhitng van dé ma DN can
duoc hd tro, nham nang cao hiéu suét va giam thiéu chi phi trong qué trinh van hanh.

HJ tro va tu van phap 1y va thuong hiéu cho DN: X4y dung cac chuong trinh hd trg va
phéap 1y va xay dung, phat trién thuong hiéu cho cac DN chuyén kinh doanh HPM. Piéu nay
¢6 thé bao gdm viéc cung cap thong tin vé cac thu tuc phap 1y can thiét va cac dinh hudng
xdy dyng va phat trién thuong hiéu nha BLDT bén viing trong tuong lai.

Hop téc vdi cac co so gido duc: Hiép hdi ciing c6 thé két hop véi cac truong dai hoc,
cao dang va trung cap trén dia ban Ha Noi dé phat trién cac chuong trinh dio tao va cung
ung nhan lyc BLDT cho cac DN chuyén kinh doanh HPDM. Viéc nay khong chi giup dap
{mg nhu cau nguén nhan lyc chat luong cao ma con thuc day su chuyén giao cong nghé va
kinh nghiém gitta cic co so gido duc va DN. Pong thoi, co thé 4p dung da dang hoa hinh
thire dao tao: Dé nang cao tinh linh hoat trong vi¢c tiép can ndi dung hoc tap, Hiép hdi co thé
t6 chirc cac khoa dao tao két hop gitra hinh thirc truc tiép tai trung tim va dao tao truc tuyén.
Hinh thirc nay sé& gitip DN dé& dang tiép can céc khoa hoc can thiét ma khong bi han ché boi
thoi gian va dia diém.

Hop tac kéu goi von va cung cap giai phap: Hiép hoi co thé dong vai trd 1a cau nbi
giita cac DN va cac ddi tac, t6 chirc trong viéc kéu goi von, huy dong ngudn luc va hop tac
cung cap cac giai phap, dich vu cho cac DNTM chuyén kinh doanh HDM. Cac DN quy mé
16n ¢c6 thé can thém vén dé mé rong thi truong BLDT ra nude ngoai, trong khi cac DN quy
mod vira va nho can von dé tiép tuc mé rong thi phan va nang cao ning luc canh tranh trong
BLDT. Piéu nay s& khong chi gop phan 1am ting ning luc canh tranh ctia DN ma con thic
day su phat trién bén vitng ctia nganh TMDT tai Viét Nam.

Trién khai nén tang chia s¢ dit li¢u nganh: Dt liéu dong vai trd quan trong trong vi¢c
dua ra quyét dinh kinh doanh chinh xéac. Tuy nhién, nhiéu DN thiéu ngudn di liéu dang tin
cdy dé phan tich thi truong va hanh vi NTD. Giai phap dé xuat 1 xay dung mot nén tang dir
liéu chung cho cac DN thanh vién, noi ho c6 thé truy cp va chia sé thong tin vé xu hudéng
thi truong va cac yéu té anh huong dén nhu cau tiéu ding. Cong nghé chudi khdi co thé
duoc ap dung dé dam bao tinh minh bach va bao mét cua dit liéu. Nén tang nay s& gitip DN
tan dung nguén luc chung, cai thién kha nang dy bao thi truong va t6i wu hoa chién lugc
kinh doanh.

Ung dung chuyén doi sd va Al trong quan tri ban 1é: Cac DN nén duoc khuyén khich
va hd tro 4p dung Al vao cac hoat dong nhur phan tich hanh vi KH, tbi wu hoa gia ca, quan ly
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kho hang va du b4o nhu cau thi truong. Hi¢p hoi co thé t6 churc cac budi dao tao chuyén sau
va hoi thao vé Gmg dung Al trong BLDT, tir d6 giip DN nim bét co hoi d6i méi. Két qua ky
vong la cai thién hiéu qua quan ly va tang cuong kha nang canh tranh trén thi truong.



157

TOM TAT CHUONG 3

Chuong 3 tap trung phan tich trién vong, xu hudng, muyc tiéu, quan diém, giai phap
va kién nghi nhim nang cao hiéu qua quan tri BLDT tai cac DNTM chuyén kinh doanh
HPM tai Ha Noi dong gop vao su phat trién bén viing ctia nganh TMDT.

Vé trién vong va xu hudng quan tri ban 1¢ dién tr: Phan nay dua ra trién vong thi
truong BLDT hang dién may vé doanh sd, vé nganh hang, vé kénh phéan phdi dién i, vé
hanh vi NTD va c4c xu hudng quan tri BLDT. Vi cac muyc ti€u hoach dinh, t6 chirc, lanh
dao va kiém soat BLDT cung vodi cac quan diém quan tri BLDT nhan manh sy 6n dinh, linh
hoat va chuyén nghiép hoa doi ngii.

Vé giai phap hoan thién quan trj BLDT: D& xuit bao gdm nang cao hoach dinh, t6
chure hi€u qua, 1anh dao nhan su va kiém soat chat ché BLDT theo quy mé DN 16n va DN
vura va nho.

Vé kién nghi: Gom hoan thién khung phap 1y, nang cap ha tang cong nghé, hd trg
tir hiép hoi DN Ha Noi va bao vé NTD. Két qua chuong 3 d3 cung cp co s khoa hoc
va thuc tién dé t6i wu hoa quan tri BLDT dinh hudng phat trién bén vimng, nang cao
nang lyc canh tranh cho cac DN chuyén kinh doanh HPM tai Ha Noi trong bdi canh sd

hoa manh m€ hi¢n nay.
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KET LUAN

o Két qud nghién citu ciia ludn dn

Luan an "Quan tri ban lé dién tu trong cdac doanh nghiép thuong mai chuyén kinh
doanh hang dién may trén dia ban Ha Noi" da hoan thanh muc tiéu nghién ctru dé ra thong
qua viéc hé théng hoa co so 1y thuyét vé quan tri BLDT trong bdi canh chuyén doi s, dong
thoi 1am rd thuc trang va dé xuat giai phap phu hop véi dic thi nganh hang va quy mo
doanh nghiép.

Vé mat ly thuyét, luan 4n da tong hop va danh gia phé phan ndm dong tiép can nghién
ctru chu dao tir quan tri chirc ning truyén théng, chuyén doi sb, mé hinh da kénh, tai san
thuong hiéu dén hé sinh thai nén tang chi ra khoang trong nghién ciru vé viée thiéu ving
khung phén tich tich hop gitta ning luc cong nghé, cau trac to chirc va hanh vi nhéan sy trong
bbi canh dia phuong.

V& mit thuc tién, luén 4n da 1am rd bie tranh toan dién vé thuc trang quan tri BLDT
tai Ha Noi thong qua khao sat thuc dia, cho théy chi khoang 37% doanh nghi¢p thiét lap bo
phén chuyén trach, 40% thiéu co cau to chirc phit hop, va ty 18 nghi viéc trong luc luong ban
hang truc tuyén dao dong 10-30%, phan anh sy yéu kém trong chuyén déi to chirc va quan
tri nhan su. D(‘A)ng thoi phan tich thuc trang va phan anh o nét vé quan tri BLDT tai cac
DNTM chuyén kinh doanh HPM trén dia ban Ha Noi theo tiép can cac chirc ning ctia quan
tri. Theo timg chirc ning, luan 4n d3 di phan tich thyc trang bang nhiéu phuong phéap nghién
ciru va két hop thdng ké mé ta bang hoi nhan vién, phong van chuyén gia, nghién ciru website,
quan sat DN v.v dé 1am 5 dugc thuc trang ctia timg 14t cat hoach dinh trong quan tri t6 churc,
lanh dao va kiém soét trong quan tri BLDT. Nghién ctru di chi ra va nhén thirc dugc tam quan
trong ciia TMBT ndi chung va BLDT ndi riéng, qua khao sat cho thiy hau hét cac DN déu
thuc hién hoat dong quan tr1 BLDT & mtic d6 kha va kha tdt van ton tai nhiéu han ché trong
viéc quan tri BLDT nhu hoach dinh 4P Mix, hoach dinh tai chinh, quan 1y chudi cung tng
V.v... tO chirc vé co cAu nhan sy, co ciu t6 chie DN; 13nh dao nhan su dat dugc muc tiéu
hoach dinh ma NQT va DN da dé ra dua theo t6 chiic va qua trinh van hanh cac quy trinh
BLDT ddng thoi kiém soat cac rii ro va dam bao viéc BLDT dugc dién ra tot nhat cho DN.

Lu4n an ciing phan biét rd thach thic dic thu gitta DNTM quy mé 16n (thiéu linh hoat
chién luoc, thiéu chuyén biét hoa san pham cho kénh dién tir) va DNTM vira va nhé (han
ché nguén luc, phu thudc nén tang, thiéu hé théng kiém soat dir liu). Trén co sé do, luan an
dé xuat md hinh quan tri BLDT thich tmg theo cac cip do tuong Gmg, v6i cac giai phap phan
tang theo quy mo DN va 19 trinh chuyén dbi ¢6 tinh kha thi cao. Két qua nghién ctru khong
chi dong gbp vao ly thuyét quan tri ban 1 trong bdi canh s6 hoa tai Viét Nam ma con cung
cép co s& thyc tién cho cac doanh nghiép dién may Ha Noi trong viéc hoach dinh chién lugc
chuyén d6i sb hiéu qua va bén vimg,
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Cudi cling, cac giai phap va kién nghi dugc dé xuat da dua ra nhitng hudng di cu thé
va kha thi dé hoan thién quan tri BLDT tai cAc DNTM chuyén kinh doanh hang dién may.
Céc giai phap ciing dua trén cac ton tai va nguyén nhan cua ton tai, tir d6 d& xuét giai phap
kha thi mang tinh khoa hoc va phu hop voi timg nhom DN. Cac giai phdp danh cho DNTM
chuyén kinh doanh HPM duoc tiép can theo timg chirc nang ctia quan tri 1a hoach dinh, t6
chirc, 1anh dao va kiém soat BLDT. Ddong thoi luan an cling néu ra mot vai kién nghi voi co
quan Nha nudéc va Hi€p héi vé cac kién nghi tao diéu kién thuén loi va hd trg cho DN thuc
hién cac hoat dong quan tri BLDT va van hanh BLDT dé phat trién hon nita dén nam 2030.

e Nhitng han ché ciia lugn dn

Lu4n 4n con ton tai mot sd han ché can duge ghi nhan dé 1am co s& cho cac nghién
ctru tiép theo:

Tht nhét, pham vi nghién ctru tap trung chu yéu vao dia ban Ha Noi 1a mot thi truong
d6 thi dic thu v6i mirc d6 s6 hoa cao nén kha ning khai quat hoa két qua cho cac tinh thanh
khac, dac biét khu vuc ndng thon hodc vung sau vung xa, con han ché do su khac biét vé ha
tang k¥ thuat s6, hanh vi tiéu dung va hé sinh thai logistics.

Thr hai, mau khao st thuc dia chu yéu tiép can DNTM chuyén kinh doanh HDM,
chua bao quat ddy dii cac mo hinh kinh doanh lai (vi du: DN san xuat két hop ban 1¢ hoic
cac nén tang da nganh c6 kinh doanh HDM), dan dén goc nhin chua toan dién vé hé sinh thai
BLDT nganh hang nay.

Tht ba, s6 liéu dinh luong so cép thu thap trong giai doan 2021-2023 chiu anh hudng
boi bdi canh hau dai dich, co thé chua phan anh ddy du xu hudéng 6n dinh dai han cta thi
trudng; dong thdi, mot s chi s hiéu qua quan tri duoc do ludng gian tiép thong qua bao céo
ctia DN ma chua duoc ddi chiéu doc 1ap véi dit liéu tai chinh kiém toan.

Thtr tw, mic dii luan 4n c6 str dung phuong phap dinh luong nhung chi ¢ cap d6 thong
ké mo ta, chua thuc hién kiém dinh chéo gifra cac yéu t6, chua sur dung cac mo hinh phan
tich dinh Iuong cao cdp va chuyén sau hon dé c¢6 tinh hoc thuat cao hon.

Thtr ndm, méc du luan 4n d& xuét nhiéu giai phap co6 tinh kha thi, song cac giai phap
chua duoc kiém dinh thuc nghi¢m thong qua trién khai thi diém tai mot sO DNTM cu thé,
nén tinh kha thi va hi€u tmg thuc té can dugc xac minh qua nghién ctu hanh dong trong
tuong lai.

Cudi cing, khung 1y thuyét quan tri theo chtrc ning 1a mot tiép can khoa hoc nhung
mang tinh truyén thong, trong khi d6 c¢6 cac truong phai quan tri hién dai nhu quan tri tinh
gon hodc quan trj theo muc tiéu vv, nhimg tiép can dang ngay cang phd bién trong chuyén
ddi s6 nganh béan 1¢, ma luan an chua tiép can do han ché vé pham vi va thoi gian nghién
clru.

Nhiing han ché nay khong 1am suy giam gié tri dong gop ciia luan an, ma nguoc lai,
md ra hudng nghién ctiru mé rong cho cac hoc gia quan tAm dén quan tri ban 1¢ dién tir trong
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boi canh Viét Nam.
o Nhitng dinh huong nghién ciru va hoan chinh ludn dn trong twong lai

Trén co s& nhiing han ché d3 duoc nhan dién, luan an dé xuét bdn dinh hudng nghién
ctru tiép theo nham hoan thién va mé rong dong gop hoc thuét ciing nhu thyc tién trong linh
vuc quan tri BLDT HDM.

Thi nhét, mé rong pham vi dia ly nghién ctru ra ngoai dia ban Ha Noi dé so sanh, ddi
chiéu thuc trang quan tri BLDT giira cdc ving mién c6 murc do phat trién ha tang sb va dic
diém thj truong khac biét, dac biét 1a khu vuc mién Trung va Tay Nguyén nham kiém dinh
tinh khai quat ctia mo hinh d& xut va lam 6 tac dong ctia yéu t6 ving dén hiéu qua chuyén
doi so.

Thir hai, kéo dai chudi thoi gian quan sat dé thu thap dit lidu theo déi doc (longitudinal
data) trong giai doan 2025-2030, qua d6 d4nh gia tinh bén ving ctia cac giai phap quan tri
va phan tmg ctia DN trude cac ca sde thi trudng hoidc thay ddi chinh sach.

Thir ba, trién khai nghién ctru dinh lugng v6i phuong phap kiém dinh chéo (cross-
validation) va phén tich cAu triic tuyén tinh (SEM) dé kiém chumg do tin cdy, gia tri hoi tu va
gié tri biét 1ap cuia thang do cac thanh phan trong mé hinh quan trj chic ning.

Cudi cing, tich hop cac khung 1y thuyét quéan tri hién dai nhu quan tri tinh gon, quan
tri theo muyc tiéu v.v vao phan tich quan tri BLDT, nhiam lam phong phu co s& 1y thuyét va
giai thich su hon co ché chuyén hoa ning luc s thanh loi thé canh tranh trong mdi truong
bién dong cao.

Nhimng dinh huéng nay khéng chi gop phan hoan thién hé thng tri thirc vé quan tri
ban 1¢ b tai Viét Nam ma con cung céip co s6 thyc nghiém cho cac chinh sach hd tro chuyén
d6i sb nganh ban 1¢ trong giai doan toi.



DANH MUC CAC BAI BAO PA CONG BO TRONG THOI GIAN
PAO TAO TIEN SI CUA NCS LIEN QUAN PEN PE TAI LUAN AN

. Nguyén Phan Anh (2023), Qudn tri bdn 1é truec tuyén tai cdc siéu thi dién may trén
dia ban Thanh phé Ha Ngi, Tap chi Tai chinh, Ky 2 — Thang 4/2023 (799), Trang
167-170

. Nguyén Phan Anh (2023), Anh huéng tir TNKH trong qud trinh mua hdng dén ¥
dinh mua hang truc tuyén tai thi truong ban lé Viét Nam, Tap chi tai chinh, Thang
9/2023, Trang 72-74

. Nguyén Phan Anh (2023), Internet retailing for consumer electronics products: A
comprehensive market analysis in Vietnam, Proceedings Icyreb 2023 - the 9
International conference for young researchers in economics and business

. Nguyén Phan Anh (2024), Thuc trang ban lé dién tir tai cdc doanh nghiép thwong
mai chuyén kinh doanh hang dién mdy trén dia ban Ha Néi, Tap chi Nghién ctru Ké
toan tai chinh, Ky 2 thang 8 (s6 270) — 2024, Trang 77-81.

. Nguyén Phan Anh, Nguyén Binh Minh (2025), Qudn tri ban Ié dién tir hang dién
may tai Ha Néi theo tiép cdn chirc ning, Tap chi Tai chinh, Ky 2, thang 5/2025
(847), Trang 90-95.



DANH MUC TAI LIEU THAM KHAO
(Trich dan TLTK theo chudn APA)

TIENG VIET

B6 Cong Thuong. (2024). Bdo cdo s6 9950/BCT-KHTC vé tinh hinh phdt trién
thwong mai dién tir nam 2024. Bao Pau Tu. Truy cap ngay 1/3/2025,
tir https://baodautu.vn/quy-mo-thuong-mai-dien-tu-viet-nam-nam-2024-uoc-dat-25-

ty-usd-d232175.html

Bo Ké hoach va Dau tu. (2024). Tinh hinh thu hit dau tw nuwée ngoai 11 thang ndm
2024. Truy cap ngay 11/2/2024, tir https://www.mpi.gov.vn/portal/Pages/2024-12-

4/Tinh-hinh-thu-hut-dau-tu-nuoc-ngoai-11-thang-nam-2rmt56i.aspx

Bo Ké hoach va Pau tu, 2024, Bdo cdo thuwong nién chuyén doi sé doanh nghiép
Viét Nam nam 2023: Thiic ddy chuyén doi s6, chuyén doi xanh. Cuc Phat trién
doanh nghiép, B6 Ké hoach va Pau tu.

CafeBiz. (2021). Su “mau nhiém” tir hé théng thang tién tu dong cua Thé Giéi Di

Dong. Truy cap ngay 10/12/2025, tir https://cafebiz.vn/su-mau-nhiem-tu-he-thong-

thang-tien-tu-dong-cua-the-gioi-di-dong-dua-tren-data-de-thang-chuc-1-nam-tao-
ra-1381-tan-quan-ly-500-nhan-su-du-bi-2021102823015953.chn

Chinh pht nuwéc Cong hoa X3 hoi Chu nghia Viét Nam. (2013). Nghi dinh sb
52/2013/ND-CP vé thuong mai dién tir. https://moit.gov.vn/van-ban/phap-

luat/Pages/nghi-dinh-s0-52-2013-nd-cp-ve-thuong-mai-dien-tu.aspx
Chinh phi nuéc Cong hoa Xa hoi Chu nghia Viét Nam. (2018). Nghi dinh $6
09/2018/ND-CP quy dinh chi tiét Luat Thuong mai va Luat Quan Iy ngoai thuong

vé hoat dong xtc tién thuong mai. https://moit.gov.vn/van-ban/phap-

luat/Pages/nghi-dinh-so0-09-2018-nd-cp.aspx
Chinh pht nudc Cong hoa Xa hoi Chu nghia Viét Nam. (2018). Nghi dinh s
39/2018/ND-CP sira ddi, bd sung mot sé diéu ciia Nghi dinh s6 52/2013/ND-CP vé

thuong mai dién tir. https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-39-

2018-nd-cp-sua-doi-nghi-dinh-52.aspx
Chinh pht nudc Cong hoa Xa hoi Chu nghia Viét Nam. (2021). Nghi dinh s
80/2021/ND-CP sira d6i, bo sung mot sd diéu cuia Nghi dinh s 52/2013/ND-CP va



https://baodautu.vn/quy-mo-thuong-mai-dien-tu-viet-nam-nam-2024-uoc-dat-25-ty-usd-d232175.html
https://baodautu.vn/quy-mo-thuong-mai-dien-tu-viet-nam-nam-2024-uoc-dat-25-ty-usd-d232175.html
https://www.mpi.gov.vn/portal/Pages/2024-12-4/Tinh-hinh-thu-hut-dau-tu-nuoc-ngoai-11-thang-nam-2rmt56i.aspx
https://www.mpi.gov.vn/portal/Pages/2024-12-4/Tinh-hinh-thu-hut-dau-tu-nuoc-ngoai-11-thang-nam-2rmt56i.aspx
https://cafebiz.vn/su-mau-nhiem-tu-he-thong-thang-tien-tu-dong-cua-the-gioi-di-dong-dua-tren-data-de-thang-chuc-1-nam-tao-ra-1381-tan-quan-ly-500-nhan-su-du-bi-2021102823015953.chn
https://cafebiz.vn/su-mau-nhiem-tu-he-thong-thang-tien-tu-dong-cua-the-gioi-di-dong-dua-tren-data-de-thang-chuc-1-nam-tao-ra-1381-tan-quan-ly-500-nhan-su-du-bi-2021102823015953.chn
https://cafebiz.vn/su-mau-nhiem-tu-he-thong-thang-tien-tu-dong-cua-the-gioi-di-dong-dua-tren-data-de-thang-chuc-1-nam-tao-ra-1381-tan-quan-ly-500-nhan-su-du-bi-2021102823015953.chn
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-52-2013-nd-cp-ve-thuong-mai-dien-tu.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-52-2013-nd-cp-ve-thuong-mai-dien-tu.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-09-2018-nd-cp.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-09-2018-nd-cp.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-39-2018-nd-cp-sua-doi-nghi-dinh-52.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-39-2018-nd-cp-sua-doi-nghi-dinh-52.aspx

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

Nghi dinh s6 39/2018/ND-CP. https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-
dinh-s0-80-2021-nd-cp.aspx

Chinh pht nuéc Cong hoa Xa hoi Chu nghia Viét Nam. (2021). Nghi dinh sd
85/2021/ND-CP vé xit phat vi pham hanh chinh trong linh vuc buu chinh, vién

thong, tan s6 vo tuyén dién, CNTT va giao dich di¢n tr. https://mic.gov.vn/van-

ban/Pages/chi-tiet-van-ban.aspx?ItemID=29742
Chinh phu nudc Cong hoa Xa hoi Cha nghia Viét Nam. (2022). Nghi dinh s6
91/2022/ND-CP quy dinh chi tiét mot sb diéu cua Luét Giao dich dién

tr. https://mic.gov.vn/van-ban/Pages/chi-tiet-van-ban.aspx?ItemID=31218

Chu Ba Quyét. (2013). Phat trién dich vu hé tro mua ban truc tuyén o Viét Nam
hién nay [Luan an tién si, Truong Pai hoc Thuong mai.

Chtr B4 Quyét. (2021). Gido trinh Quan tri thwong mai dién tir. Nha xuit ban
Théng ké.

Cong ty C6 phan Ban 1¢ FPT Shop. (2023). Chi phi thiét ké app ban hang bao nhiéu
la @a? Truy cép ngay 12/05/2024, tir https://fptshop.com.vn/tin-tuc/danh-gia/chi-
phi-thiet-ke-app-161175

Cong ty C6 phan Dau tur Thé Gidi Di Bong. (2024). Bdo cdo thuong nién nim
2023.

Cong ty NielsenIQ & GfK. (2024). Tong quan nganh hang dién mdy, cong nghé va
vién théng Viét Nam (Quy 1/2024). Truy cap ngdy 12/04/2024,
tr https://www.gfk.com/vi-vn/state-of-tech-and-durables/outlook-2024-report-

registration

Cuc Thuong mai dién tir va Kinh té s Viét Nam. (2023). Bdo cdo thwong mai dién
tur Viét Nam 2023.

Dan Tri. (2019). Co hoi sin viée tbt, lvong cao tai Dién May Xanh. Truy cap ngay
11/12/2025, tir https://dantri.com.vn/lao-dong-viec-lam/co-hoi-san-viec-tot-luong-

cao-tai-dien-may-xanh-20190920174557717.htm

Dién May Xanh. (n.d.). Danh muc san pham va chinh sdach dich vu. Truy cap ngay
6/12/2025, tir https://www.dienmayxanh.com

Edunet. (2019, August). Huéng dan cach tng tuyén nhan vién Dién My Xanh.
Truy cap ngay 8/12/2025, tir https://edunet.com.vn/tin-tuc/cong-cu-tim-

viec/2024/huong-dan-cach-ung-tuyen-nhan-vien-dien-may-xanh.html



https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-80-2021-nd-cp.aspx
https://moit.gov.vn/van-ban/phap-luat/Pages/nghi-dinh-so-80-2021-nd-cp.aspx
https://mic.gov.vn/van-ban/Pages/chi-tiet-van-ban.aspx?ItemID=29742
https://mic.gov.vn/van-ban/Pages/chi-tiet-van-ban.aspx?ItemID=29742
https://mic.gov.vn/van-ban/Pages/chi-tiet-van-ban.aspx?ItemID=31218
https://fptshop.com.vn/tin-tuc/danh-gia/chi-phi-thiet-ke-app-161175
https://fptshop.com.vn/tin-tuc/danh-gia/chi-phi-thiet-ke-app-161175
https://www.gfk.com/vi-vn/state-of-tech-and-durables/outlook-2024-report-registration
https://www.gfk.com/vi-vn/state-of-tech-and-durables/outlook-2024-report-registration
https://dantri.com.vn/lao-dong-viec-lam/co-hoi-san-viec-tot-luong-cao-tai-dien-may-xanh-20190920174557717.htm
https://dantri.com.vn/lao-dong-viec-lam/co-hoi-san-viec-tot-luong-cao-tai-dien-may-xanh-20190920174557717.htm
https://www.dienmayxanh.com/
https://edunet.com.vn/tin-tuc/cong-cu-tim-viec/2024/huong-dan-cach-ung-tuyen-nhan-vien-dien-may-xanh.html
https://edunet.com.vn/tin-tuc/cong-cu-tim-viec/2024/huong-dan-cach-ung-tuyen-nhan-vien-dien-may-xanh.html

20.

21.
22.

23.

24.

25.

26.

27.

28.

29.
30.

31.

32.

33.

34.

Hoang Cao Cuong. (2022). Qudn tri ban hang triee tuyén tai thi triong Viét Nam
cua Viettel [Luan an tién si, Truong Pai hoc Thuong mai].

Hoang Phé (Chu bién). (2018). Tur dién tiéng Viét. Nha xuat ban Hong Drc.

Hi¢p hoi Thuong mai Pién tir Viét Nam. (2023). Bdo cao Chi 56 T hwong mai dién
tur Viét Nam 2023 (EBI 2023).

L3 Tién Diing. 2023. Phdt trién bin hang nhiéu kénh trong boi canh chuyén déi sé.
Tap chi Cong Thuong, S5 9 thang 4 nam 2023. Truy cap ngay 10/10/2025, tir
https://tapchicongthuong.vn/phat-trien-ban-hang-nhieu-kenh-trong-boi-canh-
chuyen-doi-so-106721.htm

Lao Dong Pong Nai. (2024). Pién May Xanh tuyén dung nhiing vi tri viéc 1am hap
dan khong thé b6 15. Truy cip ngay 7/12/2025, tir https://laodongdongnai.vn/dien-

may-xanh-tuyen-dung-nhung-vi-tri-viec-lam-hap-dan-khong-the-bo-1lo-1679148129

Metric. (2023). Bdo cdo tong quan thi truong san thirong mai dién tir Viét Nam
2023.

Metric. (2024). Bdo cdo Toan canh Thi truong Thuong mai Dién tir 2024 & Dy
bao 2025.

Nguyén Hoang Long, & Nguyén Hoang Viét. (2015). Gido trinh Quan tri chién
lirge. Nha xuat ban Thong ké.

Nguyén Minh Phuong, & Vii Xuan Truong. (2021). Giai phap diy manh ban hang
truc tuyén ¢ Viét Nam. Tap chi Kinh té Chdu A - Thdi Binh Duong, 588, 74-76.
Nguyén Thi Lién Di¢p. (2010). Quan tri hoc. Nha xudt ban Lao dong — Xa hoi.
Nguyén Thu Huong. (2020). Tai san thiwong hiéu ciia cdc siéu thi dién mdy dwa
trén khdch hang [Luan an tién si, Truong Pai hoc Thuong mai.

Nguyén Van Minh. (2011). Gido trinh thiong mai dién tir can ban. Nha xuit ban
Théng ké.

Nguyén Xuén Minh, Nguyén Thi Hong Van, Lé Thi Thu Ha, & Tran Ngoc Lan.
(2022). Tiép can khach hang truc tuyén ctia doanh nghiép trong dai dich Covid-

19. Tap chi Cong Thuong.

Nguyén Xuan Thay. (2016). Nghién citu phat trién thirong mai dién tir trong doanh
nghiép dich vu vung kinh té trong diém mién T rung [Luan an tién si, Pai hoc Hué].
Pham Thu Huong. (2021). Céc nén tang ban 1¢ truc tuyén: Thuc trang va van dé dat
ra. Tap chi Tai chinh.


https://tapchicongthuong.vn/phat-trien-ban-hang-nhieu-kenh-trong-boi-canh-chuyen-doi-so-106721.htm
https://tapchicongthuong.vn/phat-trien-ban-hang-nhieu-kenh-trong-boi-canh-chuyen-doi-so-106721.htm
https://laodongdongnai.vn/dien-may-xanh-tuyen-dung-nhung-vi-tri-viec-lam-hap-dan-khong-the-bo-lo-1679148129
https://laodongdongnai.vn/dien-may-xanh-tuyen-dung-nhung-vi-tri-viec-lam-hap-dan-khong-the-bo-lo-1679148129

35.

36.

37.

38.

39.

40.

41.

42.

43.

44.

45.

46.

47.

48.

Phung Thé Hung, & Ngé Quang Trudng. (2022). Ung dung thuong mai dién tir
trong doanh nghiép ban 1. Tap chi Kinh té & Phdt trién.

Quéc hoi nude Cong hoa Xa hoi Chi nghia Viét Nam. (2020). Ludt Doanh nghiép
$6 59/2020/0H]14.

Reputa. (2023, October 15). Bang xép hang nganh thwong mai dién tir Viét Nam
nam 2023. BrandVietnam.

Soha. (2025). Thé Gi6i Di Pong va Dién May Xanh ting truéng doanh thu 15% du

dong hon 150 ctra hang. Truy cap ngay 08/12/2025, tir https://soha.vn/the-gioi-di-
dong-va-dien-may-xanh-tang-truong-doanh-thu-15-du-dong-hon-150-cua-hang-

198250923135506076.htm

Thé Giéi Di Bong. (n.d.). Chinh sach hrong thuéng, phic loi. Truy cip ngdy
6/12/2025, tr https://www.thegioididong.com

Thi tuéng Chinh phu. (2018). Quyét dinh sé 27/2018/QD-TTg ban hanh Hé thong
nganh kinh té Viét Nam.

Tong cuc Thong ké Viét Nam. (2010). Tinh hinh kinh té — xd héi nam 2010.

Téng cuc Thong ké Viét Nam. (2022). Bdo cdo tong hop nganh bdn 1é hang héa.
Téng cuc Théng ké Viét Nam. (2024). Nién gidm thong ké Ha Noi.

Tran Thi Thap. (2018). Gido trinh Qudn tri ban hang. Nha xuét ban Thong tin va
Truyén thong.

Tudi Tré Online. (2021). Ba trang web cia MWG dan dau top thuong mai dién tir
Viét Nam. Truy cdp ngay 10/12/2025, tir https://tuoitre.vn/ba-trang-web-cua-mwg-
dan-dau-top-thuong-mai-dien-tu-viet-nam-20210909113707635.htm

Tubi Tré Online. (2024). Co hdi sin viéc tbt, luong cao tai Dién May Xanh. Truy
cap ngay 10/12/2025, tir https://tuoitre.vn/co-hoi-san-viec-tot-luong-cao-tai-dien-
may-xanh-20190923200846062.htm

YouNet ECI. 2025. Bao cao Vietnam e-Commerce Intelligence. Truy cap ngay
10/02/2025, tir https://kinhte.congthuong.vn/thuong-mai-dien-tu-thuc-day-nganh-

hang-dien-may-tang-truong-389207.html

Zing News. (2025). Thé Gi6i Di Pong mudn niém yét chudi dién thoai va dién

may. Truy cap ngay 12/05/2024, tir https://znews.vn/the-gioi-di-dong-muon-niem-

yet-chuoi-dien-thoai-va-dien-may-post1575497.html



https://soha.vn/the-gioi-di-dong-va-dien-may-xanh-tang-truong-doanh-thu-15-du-dong-hon-150-cua-hang-198250923135506076.htm
https://soha.vn/the-gioi-di-dong-va-dien-may-xanh-tang-truong-doanh-thu-15-du-dong-hon-150-cua-hang-198250923135506076.htm
https://soha.vn/the-gioi-di-dong-va-dien-may-xanh-tang-truong-doanh-thu-15-du-dong-hon-150-cua-hang-198250923135506076.htm
https://www.thegioididong.com/
https://tuoitre.vn/ba-trang-web-cua-mwg-dan-dau-top-thuong-mai-dien-tu-viet-nam-20210909113707635.htm
https://tuoitre.vn/ba-trang-web-cua-mwg-dan-dau-top-thuong-mai-dien-tu-viet-nam-20210909113707635.htm
https://tuoitre.vn/co-hoi-san-viec-tot-luong-cao-tai-dien-may-xanh-20190923200846062.htm
https://tuoitre.vn/co-hoi-san-viec-tot-luong-cao-tai-dien-may-xanh-20190923200846062.htm
https://kinhte.congthuong.vn/thuong-mai-dien-tu-thuc-day-nganh-hang-dien-may-tang-truong-389207.html
https://kinhte.congthuong.vn/thuong-mai-dien-tu-thuc-day-nganh-hang-dien-may-tang-truong-389207.html
https://znews.vn/the-gioi-di-dong-muon-niem-yet-chuoi-dien-thoai-va-dien-may-post1575497.html
https://znews.vn/the-gioi-di-dong-muon-niem-yet-chuoi-dien-thoai-va-dien-may-post1575497.html

49.  Zing News. (2025). Nén tang dé Dién May Xanh tao ct but toc trén thi trudng may
lanh 2025. Truy cap ngay 9/12/2025, tur https://znews.vn/nen-tang-de-dien-may-

xanh-tao-cu-but-toc-tren-thi-truong-may-lanh-2025-post1539598.html



https://znews.vn/nen-tang-de-dien-may-xanh-tao-cu-but-toc-tren-thi-truong-may-lanh-2025-post1539598.html
https://znews.vn/nen-tang-de-dien-may-xanh-tao-cu-but-toc-tren-thi-truong-may-lanh-2025-post1539598.html

TIENG ANH

1.

10.

Abdulhadi M. Alghamdi. (2021). The law of e-commerce: E-contracts, e-business.
AuthorHouseUK.

Adobe Digital Insights. (2022). 2022 digital trends: Retail in focus.

Adobe Inc.Agitha, D. (2023). The effect of price competition and trust on
electronic product purchase decisions on outlet offline and online retail. Journal of
Social Science, 2(10), 927-942. https://doi.org/10.57185/joss.v2110.145

Agrawal, S. G., & Gulhane, M. D. (2024). Impact of online retail market on

consumer electronics traders: An analytical study with special reference to Nagpur
City. ShodhKosh: Journal of Visual and Performing Arts, 5(7), Article
4674. https://doi.org/10.29121/shodhkosh.v5.17.2024.4674

Akriout, I. (2021). The impact of social media on e-commerce in retail

industry. MAS Journal of Applied Sciences, 6(3), 642—650.

Al Daboubi, D., & Alghaiwi, J. (2022). Legal and regulatory framework for
monitoring online stores. UUM Journal of Legal Studies, 13(1), 175—

197. https://doi.org/10.32890/uum;jls2022.13.1.8

Al Oraini, B., Shlash, A., Al-Fakeh, F. A., & Almomani, H. M. (2024). The future

of online retail to omnichannel commerce in e-commerce evolution. In Frontiers of
human centricity in the artificial intelligence-driven society 5.0 (pp. 377-392).
Springer. https://doi.org/10.1007/978-3-031-73545-5_32

Antoniadis, I., Paltsoglou, S., & Patoulidis, V. (2021). Going digital? The impact of

social media marketing on retail website traffic, orders and sales. Journal of
Retailing and Consumer Services, 60, Article 102501.
https://doi.org/10.1016/].jretconser.2021.102501

Azadeh, K., De Koster, R., & Roy, D. (2019). Robotized and automated warehouse

systems: Review and recent developments. Transportation Science, 53(4), 917—
945. https://doi.org/10.1287/trsc.2018.0873
Aristio, A. P., Supardi, S., Hendrawan, R. A., & Hidayat, A. A. (2019). Analysis on

purchase & intention of Indonesian backpacker in accommodation booking through
online travel. Procedia Computer Science, 161, 885-893.
https://doi.org/10.1016/j.procs.2019.11.190



https://doi.org/10.57185/joss.v2i10.145
https://doi.org/10.29121/shodhkosh.v5.i7.2024.4674
https://doi.org/10.32890/uumjls2022.13.1.8
https://doi.org/10.1007/978-3-031-73545-5_32
https://doi.org/10.1016/j.jretconser.2021.102501
https://doi.org/10.1287/trsc.2018.0873
https://doi.org/10.1016/j.procs.2019.11.190

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Babbitt, C. W., Madaka, H., Althaf, S., Ghimire, A., & Williams, E. (2020).
Disassembly-based bill of materials data for consumer electronic

products. Scientific Data, 7, Article 251. https://doi.org/10.1038/s41597-020-0573-9
Bagozzi, R. P., Batra, R., & Ahuvia, A. (2017). Brand love: Development and

validation of a practical scale. Marketing Letters, 28(4), 473—
484. https://doi.org/10.1007/s11002-016-9406-1
Balija, V., & Carpenter, J. M. (2010). Retail format choice in the US consumer

electronics market. International Journal of Retail & Distribution Management,
38(4), 258-274. https://doi.org/10.1108/09590551011032081

Barney (1991). “Firm Resources and Sustained Competitive Advantage”, Journal
of Management, 17 (March), p. 99-120
https://doi.org/10.1177/014920639101700108

Bass, B. M. (1990). From transactional to transformational leadership: Learning to
share the vision. Organizational Dynamics, 18(3), 19-32.
https://doi.org/10.1016/0090-2616(90)90061-S

Berman, B., & Evans, J. R. (2018). Retail management: A strategic approach (13th
ed.). Pearson.Bitner, M. J. (1992). Servicescapes: The impact of physical
surroundings on customers and employees. Journal of Marketing, 56(2), 57—

71. https://doi.org/10.1177/002224299205600205

Boysen, N., de Koster, R., & Weidinger, F. (2019). Warehousing in the e-

commerce era: A survey. European Journal of Operational Research, 277(2), 396—
411. https://doi.org/10.1016/j.ejor.2018.08.023
Brigham, E. F., & Ehrhardt, M. C. (2016). Financial management: Theory &

practice (15th ed.). Cengage Learning.
Biiytiksagis, E. (2022). Extension of strict liability to e-retailers. Journal of
European Tort Law, 13(1), 1-28. https://doi.org/10.1515/jetl-2022-0003

Camilleri, M. A. (2018). Strategic planning and the marketing effectiveness audit.
In Travel marketing, tourism economics and the airline product (pp. 117-135).

Springer. https://doi.org/10.1007/978-3-319-49849-2 7

Cao, L., & Li, L. (2015). The impact of cross-channel integration on retailers’ sales
growth. Journal of Retailing, 91(2), 198-216.
https://doi.org/10.1016/j.jretai.2014.12.005



https://doi.org/10.1038/s41597-020-0573-9
https://doi.org/10.1007/s11002-016-9406-1
https://doi.org/10.1108/09590551011032081
https://doi.org/10.1177/014920639101700108
https://doi.org/10.1016/0090-2616(90)90061-S
https://doi.org/10.1177/002224299205600205
https://doi.org/10.1016/j.ejor.2018.08.023
https://doi.org/10.1515/jetl-2022-0003
https://doi.org/10.1007/978-3-319-49849-2_7
https://doi.org/10.1016/j.jretai.2014.12.005

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

Carretero, J. S., Dijkstra, J. W., & Garcia, F. (2017). The impact of logistics service
quality on customer loyalty in e-commerce. International Journal of Physical
Distribution & Logistics Management, 47(8), 742—763.
https://doi.org/10.1108/IJPDLM-09-2016-0260

Chaffey, D., & Ellis-Chadwick, F. (2019). Digital marketing: Strategy,

implementation, and practice. Pearson.

Chaffey, D., Hemphill, T., & Edmundson-Bird, D. (2019). Digital business and e-
commerce management (7th ed.). Pearson.

Chang, Y. P., & Li, J. (2022). Seamless experience in the context of omnichannel
shopping: Scale development and empirical validation. Journal of Retailing and
Consumer Services, 64, Article 102800.
https://doi.org/10.1016/].jretconser.2021.102800

Chopra, S. (2021). Managing supply chain and operations: An integrative
approach (2nd ed.). Pearson.

Chou, M. C., Huang, Y. Y., & Kuo, T. C. (2020). Real-time budgeting for online
retailers: The impact of big data analytics. Journal of Business Research, 117, 633—
642. https://doi.org/10.1016/j.jbusres.2020.06.021

Christopher, M. (2016). Logistics & supply chain management (5th ed.).
Pearson.Christopher, M., & Peck, H. (2004). Building the resilient supply
chain. The International Journal of Logistics Management, 15(2), 1-14
https://doi.org/10.1108/09574090410700275

Cohen, E., Dayan, M., & Koren, O. (2023). Customer engagement through social
media: Implications for online retailers. Journal of Interactive Marketing, 65, 15-
27. https://doi.org/10.1016/j.intmar.2023.11.002

Cohen, M. A., Cordeiro, J., & Mallik, S. (2023). Managing product returns for

remanufacturing in e-commerce: A review and research agenda. Production and
Operations Management, 32(4), 1125—-1144. https://doi.org/10.1111/poms.13943
Daft, R. L. (2016). Management (12th ed.). Cengage Learning.Deci, E. L., & Ryan,
R. M. (2000). The “what” and “why” of goal pursuit: Human needs and the self-

determination of behavior. Psychological Inquiry, 11(4), 227-268.
https://doi.org/10.1207/S15327965PL11104_01



https://doi.org/10.1108/IJPDLM-09-2016-0260
https://doi.org/10.1016/j.jretconser.2021.102800
https://doi.org/10.1016/j.jbusres.2020.06.021
https://doi.org/10.1108/09574090410700275
https://doi.org/10.1016/j.intmar.2023.11.002
https://doi.org/10.1111/poms.13943
https://doi.org/10.1207/S15327965PLI1104_01

32.

33.
34.

35.
36.

37.

38.

39.

40.

41.

42.

Dedrick, J., Kraemer, K. L., & Linden, G. (2011). Innovation and job creation in a
global economy: The case of Apple’s iPod. Journal of International Commerce and
Economics, 3,223-239.

Dessler, G. (2017). Human resource management. Pearson.

Dindarian, A., Gibson, A. A. P., & Quariguasi-Frota-Neto, J. (2012). Electronic
product returns and potential reuse opportunities: A microwave case study in the
United Kingdom. Journal of Cleaner Production, 31, 134-141.
https://doi.org/10.1016/j.jclepro.2012.03.015

Drucker, P. F. (1954). The practice of management. Harper & Row.

Duch-Brown, N., Grzybowski, .., Romahn, A., & Verboven, F. (2017). The impact
of online sales on consumers and firms: Evidence from consumer

electronics. European Economic Review, 98, 62-82.

https://doi.org/10.1016/j.euroecorev.2017.05.001

ECDB. (2024). Consumer electronics eCommerce market in Vietnam.

Emerald Publishing. (2023). Big data analytics capability and firm performance:
How various dimensions determine its effect. Development and Learning in
Organizations, 37(5), 28-30. https://doi.org/10.1108/DLO-07-2023-0153

Ennew, C. T., & Waite, N. (2007). Marketing research: For decision making (2nd

ed.). Pearson Education.

Etrata, A. J., Pre, D. M. V., Tolentino, J. M. C., & Varquez, K. A. B. (2022). The
effects of social media tools on online retail businesses in the consumer electronics
industry. Millennium Journal of Humanities and Social Sciences, 3(2), 7-21.
https://doi.org/10.47340/mjhss.v3i2.7.2022

Fayol, H. (1949). General and industrial management. Pitman Publishing.
(Original work published 1916)

Ferrer, G., & Swaminathan, J. M. (2006). Managing new and remanufactured
products. Management Science, 52(1), 15-26.
https://doi.org/10.1287/mnsc.1050.0465

Ge, X. (2023). Analysis of legal framework solutions to protect retail
consumers. International Journal of Retail & Distribution Management, 53(2), 1—

16. https://doi.org/10.1108/IJRDM-02-2023-0055



https://doi.org/10.1016/j.jclepro.2012.03.015
https://doi.org/10.1016/j.euroecorev.2017.05.001
https://doi.org/10.1108/DLO-07-2023-0153
https://doi.org/10.47340/mjhss.v3i2.7.2022
https://doi.org/10.1287/mnsc.1050.0465
https://doi.org/10.1108/IJRDM-02-2023-0055

43.

44,

45.

46.

47.

48.

49.

50.
51.

52.

53.

54.

55.

Ghulam, A., & Abushammala, M. F. M. (2023). Challenges and opportunities in
the management of electronic waste and its impact on human health and

environment. Sustainability, 15(3), Article 1837. https://doi.org/10.3390/sul5031837

Goleman, D. (2000). Leadership that gets results. Harvard Business Review, 78(2),
78-90.Grant, J. (2012). The green marketing manifesto. John Wiley & Sons.
Gretzel, U., & Fesenmaier, D. R. (2020). Marketing and technology: Creating value
in the e-commerce environment. Journal of Business Research, 121, 156—176.
https://doi.org/10.1016/j.jbusres.2020.07.035

Guide, V. D. R., Jr., & Van Wassenhove, L. N. (2009). The evolution of closed-

loop supply chain research. Operations Research, 57(1), 10-18.
https://doi.org/10.1287/opre.1080.0628
Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate data

analysis. Pearson.

Hall, M. F. (2022). E-commerce management: A simplified guide to manage your
online retail store successfully. Primedia eLaunch LLC.

Harris, L. C., & Ogbonna, E. (2001). Strategic human resource management,
market orientation, and organizational performance. Journal of Business Research,
51(2), 157-166. https://doi.org/10.1016/S0148-2963(99)00057-0

Herzberg, F. (1959). The motivation to work. Wiley.

Heskett, J. L., Sasser, W. E., & Schlesinger, L. A. (1997). The service profit chain:

How leading companies link profit and growth to loyalty, satisfaction, and value.
Free Press.

Hill, A. (2013). Operations management (3rd ed.). McGraw-Hill Education.
Horngren, C. T., Datar, S. M., & Rajan, M. V. (2013). Cost accounting: A
managerial emphasis (14th ed.). Pearson.

Hu, S., & Zhu, Z. (2022). Effects of social media usage on consumers’ purchase
intention in social commerce: A cross-cultural empirical analysis. Frontiers in

Psychology, 13, Article 837752. https://doi.org/10.3389/fpsyg.2022.837752

Huang, R., & Sarigolli, E. (2012). How brand awareness relates to market
outcome, brand equity, and the marketing mix. Journal of Business Research,

65(1), 92-99. https://doi.org/10.1016/j.jbusres.2011.02.003



https://doi.org/10.3390/su15031837
https://doi.org/10.1016/j.jbusres.2020.07.035
https://doi.org/10.1287/opre.1080.0628
https://doi.org/10.1016/S0148-2963(99)00057-0
https://doi.org/10.3389/fpsyg.2022.837752
https://doi.org/10.1016/j.jbusres.2011.02.003

56.

57.

38.

59.

60.

61.
62.

63.

64.
65.

66.

67.

68.

69.

70.

Kaplan, R. S., & Norton, D. P. (1992). The balanced scorecard—Measures that
drive performance. Harvard Business Review, 70(1), 71-79.
Keshari, N., Seth, T., & Jha, S. N. (2023). An overview of omnichannel retailing in

India: A new era in retail sector. International Journal of Creative Research

Thoughts, 11(10), e804—e814. https://doi.org/10.1729/Journal.36686

Khamis, S., Hemeda, M., & Hussain, S. (2017). Social media as a marketing tool:
A comprehensive review. International Journal of Marketing Studies, 9(1), 53—

63. https://doi.org/10.5539/ijms.v9n1p53

Klumpp, M., & Jasper, A. (2008). Success factors for retail logistics in an e-
commerce environment. Proceedings of MEIC-14. Atlantis Press.

Koontz, H., & Weihrich, H. (2015). Essentials of management. McGraw-Hill
Education.

Kotler, P., & Armstrong, G. (2010). Principles of marketing. Pearson.

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.). Pearson
Education.

Kotler, P., & Keller, K. L. (2021). Marketing management (16th ed.). Pearson
Education.

Kotler, P., & Stigliano, G. (2024). Marketing 5.0: Technology for humanity. Wiley.
Kotler, P., & Stigliano, G. (2024). Redefining retail: 10 guiding principles for a
post-digital world. Wiley.

Lambert, D. M. (2015). Supply chain management: Processes, partnerships,
performance. Supply Chain Management Institute.

Laudon, K. C., & Laudon, J. P. (2020). Management information systems:
Managing the digital firm (16th ed.). Pearson.

Laudon, K. C., & Traver, C. G. (2021). E-commerce. Business, technology, and
society. Pearson.

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer experience
throughout the customer journey. Journal of Marketing, 80(6), 69-96.
https://doi.org/10.1509/jm.15.0417

Levy, M., Weitz, B. A., & Grewal, D. (2022). Retailing management (11th ed.).
McGraw-Hill Education.



https://doi.org/10.1729/Journal.36686
https://doi.org/10.5539/ijms.v9n1p53
https://doi.org/10.1509/jm.15.0417

71.

72.

73.

74.

75.

76.

77.

78.

79.

80.
81.

82.

83.

84.

85.

Liu, Y., Zhang, L., & Zhao, W. (2022). The digital transformation of retail: A
comparative study of mobile shopping applications. International Journal of Retail
& Distribution Management, 50(3), 257-274. https://doi.org/10.1108/IJRDM-07-
2021-0237

Locke, E. A., & Latham, G. A. (2016). Building a practically useful theory of goal

setting and task motivation: A 35-year odyssey. In G. J. Boyle, J. G. O’Gorman, &
G. J. Fogarty (Eds.), Work and organisational psychology (pp. 1-24). Sage
Publications.

Luthans, F. (2011). Organizational behavior: An evidence-based approach.
McGraw-Hill.

Maslow, A. H. (1943). A theory of human motivation. Psychological Review,
50(4), 370-396. https://doi.org/10.1037/h0054346

Mathieu, R., & Levary, R. (2000). Hybrid retail: Integrating e-commerce and
physical stores. Industrial Management, 42.

Mayo, E. (1933). The human problems of an industrial civilization. Macmillan.
McClelland, D. C. (1961). The achieving society. Van Nostrand.

McKinsey & Company. (2022). E-commerce: At the center of profitable growth in
consumer goods.

Mehrabian, A., & Russell, J. A. (1974). An approach to environmental psychology.
MIT Press.

Mintzberg, H. (1979). The structuring of organizations. Prentice-Hall.

Mintzberg, H. (1990). Strategy formation: Schools of thought. In J. Frederickson
(Ed.), Perspectives on strategic management (pp. 105-237). Harper Business.
Mintzberg, H. (1994). The rise and fall of strategic planning. Free Press.

Mkansi, M. (2022). E-business adoption costs and strategies for retail micro
businesses. Electronic Commerce Research, 22(4), 1153—

1193. https://doi.org/10.1007/s10660-020-09448-7

Nadeem, M. (2024). Omnichannel retail strategy: How to meet the needs of today’s
shoppers. Open Journal of Business and Management, 12(6), 4008—

4019. https://doi.org/10.4236/0jbm.2024.126200

Nagle, T. T., & Holden, R. K. (2020). The strategy and tactics of pricing: A guide

to growing more profitably (6th ed.). Routledge.


https://doi.org/10.1108/IJRDM-07-2021-0237
https://doi.org/10.1108/IJRDM-07-2021-0237
https://doi.org/10.1037/h0054346
https://doi.org/10.1007/s10660-020-09448-7
https://doi.org/10.4236/ojbm.2024.126200

86.

87.

88.

89.

90.

91.

92.

93.

94.

95.

96.

97.

98.
99.

Neslin, S. A., & Shankar, V. (2009). Key issues in multichannel customer
management: Current knowledge and future directions. Journal of Interactive
Marketing, 23(1), 70-81. https://doi.org/10.1016/j.intmar.2008.10.005
Northouse, P. G. (2016). Leadership.: Theory and practice (7th ed.). Sage

Publications.
OECD. (1994). Globalisation of industrial activities: A case study of the consumer
electronics sector.

Offer, A., & Walasek, L. (2009). The psychology of obsolescence: Why people
discard functional products [Paper presentation]. 2009 Annual Conference of the
Royal Economic Society, University of Surrey, UK.

Pearce, J. A., & Robinson, R. B. (2013). Strategic management: Planning for
domestic & global competition (13th ed.). McGraw-Hill.

Porter, M. E. (1985). Competitive advantage: Creating and sustaining superior
performance. Free Press.

Raden Mas, D. P. D., & Puspita, V. (2024). Al-based marketing mix model of
consumer electronics industry. Compendium Paper Asia, 40(6b), 299-308.
https://doi.org/10.59953/paperasia.v40i6b.303

Ramya, K. S., & Rao, G. Y. (2024). The impact of artificial intelligence (AI) on

consumer electronics. The Bioscan, 19(3), 69-74.

https://doi.org/10.63001/tbs.2024.v19.103.pp69-74

Reichheld, F. F. (2003). The one number you need to grow. Harvard Business
Review, 81, 46-55.

Reinartz, W., Wiegand, N., & Imschloss, M. (2019). The impact of digital
transformation on the retailing value chain. International Journal of Research in

Marketing, 36(2), 176—190. https://doi.org/10.1016/j.ijjresmar.2018.12.002

Research and Markets. (2025). Vietnam Social Commerce Market. Research and
Markets Report.

Rigby, D. K. (2011). The future of shopping. Harvard Business Review, 8§9(12),
64-76.

Robbins, S. P., & Coulter, M. (2018). Management (14th ed.). Pearson.

Robbins, S. P., & Judge, T. A. (2019). Organizational behavior (18th ed.). Pearson.


https://doi.org/10.1016/j.intmar.2008.10.005
https://doi.org/10.59953/paperasia.v40i6b.303
https://doi.org/10.63001/tbs.2024.v19.i03.pp69-74
https://doi.org/10.1016/j.ijresmar.2018.12.002

100.

101.

102.

103.

104.

105.

106.

107.

108.

109.

110.

Rogers, E. M. (2016). Diffusion of innovations (4th ed.). Publishing House of
Electronics Industry. (Original work published 1962)

Rushton, A., Croucher, P., & Baker, P. (2022). The handbook of logistics and
distribution management: Understanding the supply chain (7th ed.). Kogan Page.
Ryan, D., & Jones, C. (2021). Understanding digital marketing: Marketing
strategies for engaging the digital generation. Kogan Page Publishers.

Ryan, R. M., & Deci, E. L. (2000). Self-determination theory and the facilitation of
intrinsic motivation, social development, and well-being. American Psychologist,

55(1), 68-78. https://doi.org/10.1037/0003-066X.55.1.68

Sagar, S. (2024). The impact of digital transformation on retail management and
consumer behavior. IOSR Journal of Business and Management, 26(1), 6—

14. https://doi.org/10.9790/487X-2601010614

Saunders, M., Lewis, P., & Thornhill, A. (2009). Research methods for business
students (5th ed.). Prentice Hall.

Savaskan, R. C., Bhattacharya, S., & Van Wassenhove, L. N. (2004). Closed-loop

supply chain models with product remanufacturing. Management Science, 50(2),

239-252. https://doi.org/10.1287/mnsc.1030.0186

Sharma, A., Rangarajan, D., & Paesbrugghe, B. (2020). Increasing resilience by
creating an adaptive salesforce. Industrial Marketing Management, 88, 238-246.
https://doi.org/10.1016/j.indmarman.2020.05.023

Shih, L.-H. (2001). Reverse logistics system planning for recycling electrical
appliances and computers in Taiwan. Resources, Conservation and Recycling,
32(1), 55-72. https://doi.org/10.1016/S0921-3449(00)00098-7

Singh, J., Sood, R., & Shukla, A. (2019). Price sensitivity and consumer behavior

in the context of online shopping: Evidence from the electronics

industry. International Journal of Retail & Distribution Management, 47(3), 318—
337. https://doi.org/10.1108/IJRDM-02-2018-0030

Sleptchenko, A., van der Heijden, M. C., & van Harten, A. (2002). Effects of finite

repair capacity in multi-echelon, multi-indenture service part supply
systems. International Journal of Production Economics, 79(3), 209—

230. https://doi.org/10.1016/S0925-5273(02)00155-X



https://doi.org/10.1037/0003-066X.55.1.68
https://doi.org/10.9790/487X-2601010614
https://doi.org/10.1287/mnsc.1030.0186
https://doi.org/10.1016/j.indmarman.2020.05.023
https://doi.org/10.1016/S0921-3449(00)00098-7
https://doi.org/10.1108/IJRDM-02-2018-0030
https://doi.org/10.1016/S0925-5273(02)00155-X

111.

112.

113.

114.

115.

116.

117.

118.

119.

120.

Solomon, M. R. (2020). Consumer behavior: Buying, having, and being (13th ed.).
Pearson Education.Suh, Y. (2025). Discovering customer segments through
interaction behaviors for home appliance business. Journal of Big Data, 12, Article
57. https://doi.org/10.1186/s40537-025-01111-y

Solatidehkordi, Z., Ramesh, J., Al-Ali, A. R., Osman, A., & Shaaban, M. (2023).

An IoT deep learning-based home appliances management and classification
system. Energy Reports, 9 (Suppl. 3), 503-509.
https://doi.org/10.1016/j.egyr.2023.01.071

Turban, E., Outland, J., King, D., Lee, J. K., Liang, T. P., & Turban, D. C.

(2018). Electronic commerce 2018: A managerial and social networks
perspective (9th ed.). Springer.

Tran, A. D., Pallant, J., & Johnson, L. (2021). Exploring the impact of chatbots on
consumer sentiment and expectations in retail. Journal of Retailing and Consumer

Services, 63, 102718. https://doi.org/10.1016/j.jretconser.2021.102718

Urge-Vorsatz, D. (2018). Household appliances penetration and ownership trends

in residential buildings. Renewable and Sustainable Energy Reviews, 97, 122—132.
https://doi.org/10.1016/j.rser.2018.09.006

Urge-Vorsatz, D., Cabeza, L. F., Luisa, A., Palacios, D., & Barreneche, C. (2018).

Household appliances penetration and ownership trends in residential

buildings. Renewable and Sustainable Energy Reviews, 98, 1-8.

Verhoef, P. C., Broekhuizen, T., Bart, Y., Bhattacharya, A., Dong, J. Q., Fabian,
N., & Haenlein, M. (2021). Digital transformation: A multidisciplinary reflection
and research agenda. Journal of Business Research, 122, 889—901.
https://doi.org/10.1016/].jbusres.2020.03.022

Verhoef, P. C., Kannan, P. K., & Inman, J. J. (2015). From multi-channel retailing

to omni-channel retailing. Journal of Retailing, 91(2), 174—181.
https://doi.org/10.1016/j.jretai.2015.02.005

Venkatesan, R., & Kumar, V. (2004). A customer lifetime value framework for
customer selection and resource allocation strategy. Journal of Marketing, 68(4),
106—-121. https://doi.org/10.1509/jmkg.68.4.106.42728

Walker, B. J., & Mullins, J. W. (2013). Marketing for entrepreneurs and small
business owners (4th ed.). McGraw-Hill.



https://doi.org/10.1186/s40537-025-01111-y
https://doi.org/10.1016/j.egyr.2023.01.071
https://doi.org/10.1016/j.jretconser.2021.102718
https://doi.org/10.1016/j.rser.2018.09.006
https://doi.org/10.1016/j.jbusres.2020.03.022
https://doi.org/10.1016/j.jretai.2015.02.005
https://doi.org/10.1509/jmkg.68.4.106.42728

121.

122.

123.

124.

125.

126.

127.

128.

129.

130.

131.

Walker, O. C., & Mullins, J. W. (2013). Marketing strategy: A decision-focused
approach (8th ed.). McGraw-Hill Education.

Wang, F., Wu, D., Yu, H., Shen, H., & Zhao, Y. (2022). Understanding the role of
big data analytics for coordination of electronic retail service supply chain. Journal
of Enterprise Information Management, 35(4-5), 1392—-1408.
https://doi.org/10.1108/JEIM-12-2020-0548

Wang, G., Gunasekaran, A., Ngai, E. W. T., & Papadopoulos, T. (2016). Big data

analytics in logistics and supply chain management: Certain investigations for
research and applications. International Journal of Production Economics, 176,
98-110.

https://doi.org/10.1016/j.ijpe.2016.03.014

Wang, Q., & Wei, J. (2014). Logistics distribution model and optimization of home
appliance retail chain enterprise. Proceedings of MEIC-14, 1702—1705.
https://doi.org/10.2991/meic-14.2014.364

We Are Social & Kepios. (2023). Digital 2023: Vietnam. DataReportal.

We Are Social. (2025). Digital insight Vietnam 2025. DataReportal.

https://datareportal.com/reports/digital-2025-vietnam
World Economic Forum. (2023). The Future of Jobs Report 2023.

https://www.weforum.org/publications/the-future-of-jobs-report-2023/
Yassine, A., Singh, S., Hossain, M. S., & Muhammad, G. (2019). IoT big data

analytics for smart homes with fog and cloud computing. Future Generation
Computer Systems, 91, 563—-573.
https://doi.org/10.1016/j.future.2018.08.040

Zhang, L., Gu, F., & He, M. (2024). The influence of digital transformation on the

reconfigurability and performance of supply chains. Sustainability, 16(7), Article
2689. https://doi.org/10.3390/sul16072689
Zhang, T., Wang, H., & Li, X. (2023). Understanding customer loyalty in mobile

retailing: The role of user experience. Journal of Retailing and Consumer Services,
70, Article 102887. https://doi.org/10.1016/j.jretconser.2022.102887
Zhu, L., & Thatcher, S. M. B. (2011). National information ecology: A new

institutional economics perspective on global e-commerce adoption. Journal of

Electronic Commerce Research, 12(2), 73-92.


https://doi.org/10.1108/JEIM-12-2020-0548
https://doi.org/10.1016/j.ijpe.2016.03.014
https://doi.org/10.2991/meic-14.2014.364
https://datareportal.com/reports/digital-2025-vietnam
https://www.weforum.org/publications/the-future-of-jobs-report-2023/
https://doi.org/10.1016/j.future.2018.08.040
https://doi.org/10.3390/su16072689
https://doi.org/10.1016/j.jretconser.2022.102887

132.  Zou, W. (2024). E-commerce and the transformation of offline retail in China:
Based on the perspective of sales model transformation. Advances in Economics,

Management and Political Sciences, 125(1), 35-42. https://doi.org/10.54254/2754-

1169/2024.17778

133.  Zwass, V. (2021). E-commerce and the digital economy: Advances and challenges.

Academic Press.


https://doi.org/10.54254/2754-1169/2024.17778
https://doi.org/10.54254/2754-1169/2024.17778

THAM GIA KHAO SAT VA NGHIEN CUU WEBSITE

PHU LUC

PHULUC 1
DANH SACH CAC DNTM CHUYEN KINH DOANH HANG PIEN MAY

Loai
STT Tén cong ty hinh Dia chi Website Mi s6 thué
DN
CONG TY XNK & S6 11 Phd M¢ Lao — .
N A X N N . .
1 PHAN PHOI NHH P.M3 Lao —Q.Ha Péong — https://muahangtaikho.vn/ 0102104142
BESTBUYS TP. Ha No6i
. S6 399 dudng Pham Vin
CONG TY TNHH R
Pong, Phuong Xuan
2 THUONG MAI TNHH . . https://hc.com.vn/ords/home 0105690657
Pinh, Quéan Bac Tt Liém,
VHC 0 .
Thanh pho Ha Noi
CONG TY TNHH
TMDV MINH S6 24, Ngach 349/10 Phd , ,
3 . TNHH \ https://tongkhodienmayhanoi.vn/
KHANG VIET Nam Du, Tran Phu,
NAM Hoang Mai, TP Ha Noi 5000900810-001
. S6 3,hém 2/85/37 t6
CONG TY TNHH A .
A 5,ph6 Tu Pinh, Phudng . .
4 PIEN LANH TH TNHH . https://dienlanhthinhphat.com.vn | 0107442931
. Long Bién, Quan Long
THINH PHAT . . .
Bién, Thanh pho Ha N6i
S6 nha 80 ngd 134/1277
CONG TY TNHH dudng Giai Phong,
5 DPIEN MAY DAI TNHH | Phuong Thinh Liét, Quan | https:/ctydaiduongxanh.com.vn 0110332907
DUONG XANH Hoang Mai, Thanh ph
Ha No6i
Nha s6 8, Ngo 20 Pudng
CONG TY TNHH Phwong Canh, P. Xuan ,
6 N . . https://dienmaytot.net.vn/
DIEN MAY TOT Phuong, Q. Nam Tu
VIET NAM TNHH Liém, TP Ha Noi 109680635
CONG TY TNHH S6 183B, dudng Hoang
DPIEN TU BIEN Mai, Phuong Hoang Vin , ,
7 A TNHH A . . https://dienmayhoangmai.net/ 0106149828
LANH HOANG Thy, Quan Hoang Mai,
MAI Thanh phé Ha Néi
CONG TY TNHH S6 48, Khu lién ké nha
THUONG MAI may A40, T6 4, Phudng ,
8 _ , A TNHH ) https://dienmayhadong.com.vn/ 0109520381
DPIEN MAY HA La Khé, Quan Ha Péng,

PONG

TP Ha Noi



https://muahangtaikho/
https://hc/
https://tongkhodienmayhanoi/
https://dienlanhthinhphat/
https://ctydaiduongxanh/
https://dienmaytot/
https://dienmayhoangmai/
https://dienmayhadong/

S 3, ngach 67/40 Lé

CONG TY TNHH _
. , , Thanh Nghi, Phuong
9 PIEN MAY bUC | TNHH R ) R .. | https:/ducanhmy.com/ 0107476063
Pong Tam, Quén Hai Ba
ANH .
Trung, TP Ha N6i
CONG TY TNHH S6 H10 Khu dau gia Ngo
DAUTU VA Thi Nham, Phuong Ha ,
10 TNHH \ https://bpsvietham.vn
THUONG MAI Cau, Quan Ha Bong,
BPS VIET NAM Thanh phd Ha Noi 110196235
. S6 88 ngd 14, duwong Ta
CONG TY TNHH _ ,
N . Thanh Oai, Xa Ta Thanh )
11 DIEN MAY ELA TNHH . https://dienmayela.shop/ 0107096103
. Oai, Huyén Thanh Tri,
VIET NAM .
TP Ha Noi
. S6 68 phd Kim M,
CONG TY TNHH N R
A Phuong Kim M3, Quén . .
12 TM XNK VIET TNHH . https://dienmayviethan.com.vn/ 0101325854
5 B ) Ba DPinh, Thanh phd Ha
HAN —(Yén Toan) .
Noi
. S6nha 12A, Ngd 53
CONG TY TNHH .
. . Puong Thanh Lit, Xa ) o
13 DPIEN MAY GIA TNHH . https://dienmaygialinh.com/
Thanh Liét, Huyén Thanh
LINH i
Tri, Ha Noi 105792553
. S6 3B ngach 291/42 Lac
CONG TY TNHH .
_ , Long Quéan, Phuong ) )
14 DIEN MAY GIA TNHH s https://dienmaygiakhang vn/
Nghia B, Quén Cau
KHANG ,; . z s
Giay, Thanh pho Ha N¢i 312460468
CONG TY TNHH
DAU TU & PHAT
15 TRIEN CONG TNHH | Thén Vinh Thinh, Xa BPai | https://dienmayonline247.com/
NGHE BDIEN MAY Ang, Huyén Thanh Tri,
247 TP Ha Noi 109215765
CONG TY TNHH S6 14 dudng Phuong
DAU TU & PHAT Canh, t6 2, Phudng Xuan ,
16 . ) TNHH http://banhangtaikho.com.vn/
TRIEN THUONG Phuong, Quan Nam Tt
MAIBAO MINH Liém, TP Ha Noi 106438876
CONG TY TNHH X . .
R . ., 337 dudng Hoang Mai, P. | https:/dienmaygiaiphong.com.vn
17 DBIEN MAY GIAI | TNHH \ “ A
, Hoang Van Thy, Quan /
PHONG Hoang Mai, TP Ha Noi
313 Giang V5, Pong Pa,
Ha N¢i — 128 Phd
18 CONGTY TNHH | TNHH | Nguyén Vin Loc, https://dienmayquanghanh.com/
DIEN MAY Phuong M6 Lao, Quan
QUANG HANH Ha Dong, TP Ha No6i 0110935817



https://ducanhmy/
https://bpsvietnam.vn/
https://bpsvietnam.vn/danh-sach-15-sieu-thi-dien-may-lon-o-ha-noi
https://dienmayela/
https://dienmayviethan/
https://dienmaygialinh/
https://dienmaygiakhang/
https://dienmayonline/
http://banhangtaikho/
https://dienmaygiaiphong/
https://dienmayquanghanh/

CONG TY TNHH

PAU TU VA
19 PHAT TRIEN TNHH https:// di nh.com/
A _ S/wWww.dienma .CO.
CONG NGHE Viin phong: Chi nhénh Ha v
DIEN MAY Nbi: 212 cira hang tai Ha
XANH Noi 314762834
63-65-67 Tran Hung Pao,
A . Phudng Cau Ong Lanh,
CONG TY CO R
R , Quén 1
PHAN THUONG s ; )
20 . Co6 phan | Chinhanh HN: 10B https://www.nguyenkim.com
MAINGUYEN Trine Thi shudme Ha
ran,
KIM g T PIUIONE Tang
Trong, quan Hoan Kiém,
TP Ha Noi 302286281
CONG TY CO
PHAN THUONG
MAI & DICH VU PN https://tongkhodienmayhanoi.co
21 . . Co6 phan .
PHAT TRIEN DAI H1-3, HI120 Cang Ha m/
DAI HUNG Nbi, Hai Ba Trung, TP
THINH Ha Noi 108818792
CONG TY o .| S629F Hai Ba Trung,
22 PHAN MEDIA Co6 phan \ \ A ~_ | https://mediamart.vn/ 0102516308
N Phuong Trang Tién, Quan
MART VIET NAM Hoan Kiém, TP Ha Noi
S6 2, ngach 765/27,
CONG TY CO duong Nguyén Van Linh,
23 | PHANBIENMAY | Cdphan | t6 5, Phuong Sai Pong, | https:/dienmaythienphu.vn/ 0107333989
THIEN PHU Quan Long Bién, TP Ha
Noi
. . S6 35, ngd 683 Nguyé
CONG TY CO © 22, B0 OO TEuYEn
N . s | Khodi, Phuong Thanh )
24 PHAN TMDT AN | Co phan R . https://dienmayanphu.vn/ 0107833607
. Tri, Quan Hoang Mai, TP
PHU .
Ha Noi
. . Tang 1,221, phd
CONG TY CO
R . .+ | Thanh Nhan, Phuong L
25 PHAN DIGICITY | Co6 phan . R ) https://digicity.vn/ 0105395838
_ Thanh Nhan, Quan Hai
VIET NAM .
Ba Trung, TP Ha No6i
CONG TY CO
PHAN PAU TU
26 VA PHATTRIEN CH pha https://s rt.vn/ 0104939115
THUONG MAI OPI ] Km 13, quéc 16 3, Thi sreco-mart

ECO-MART VIET
NAM

Trén Dong Anh, Huyén
Dong Anh, TP Ha Noi



https://www/
https://www.nguyenkim.com/
https://tongkhodienmayhanoi/
https://mediamart/
https://dienmaythienphu/
https://dienmayanphu/
https://digicity/
https://eco/

CONG TY CO - S6 229 phd Tay Son, _
27 PHAN PICO Co phan Phudng Nga Tu S6, Quén https://pico.vn/ 0102018260
Déng Pa, TP Ha Noi
CONG TY CO
PHAN DIEN S6 2, ngd 378/48/5,
28 LANH CONG o phﬁn duong Thuy Khué, https://dienmaytuanminh.vn/ 0106021056
NGHIEP TUAN Phuong Budi, Quan Tay
MINH HO, TP Ha Noi
. . Tang 7, s6 29F Hai Ba
CONGTY CO . . . .
N P . x| Trung, Phuong Trang https://thegioidienmayonline.com
29 PHAN THE GIOI Co phan N i
_ , Tién, Quan Hoan Kiém, /
DIEN MAY _
TP Ha Noi 105117774
CONG TY CO
PHAN THE GIOI S6 2, ngd 19 phd Pong o .
R , P ) ] https://thegioidienmayonline.com
30 DIEN MAY Co phan | Tac, Phuong Kim Lién, /
ONLINE VIET Quén Déng Pa, TP Ha
NAM Noi 107305702



https://pico/
https://dienmaytuanminh/
https://thegioidienmayonline/
https://thegioidienmayonline/

PHU LUC 1A
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THAM GIA PHONG VAN
STT Tén cong ty Loai hinh Dia chi
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CONG TY TNHH DAU TU VA PHAT . . .
1 N R L . TNHH Van phong: Chi nhanh Ha Ni: 212 clra hang tai
TRIEN CONG NGHE DIEN MAY XANH _
Ha Noi
63-65-67 Tran Hung Pao, Phuong Cau Ong
5 CONG TY CO PHAN THUONG MAI b ot Lanh, Quan 1
~ (0] an
NGUYEN KIM P Chi nhanh HN: 10B Trang Thi phuong Hang
Tréng, quan Hoan Kiém, TP Ha Noi
3 CONG TY CO PHAN MEDIA MART b ot S 29F Hai B Trurme. Phuome Trine Tién. Ous
VIET NAM 0 phan 0 ’al a Trung, Phuong Trang Tién, Quan
Hoan Kiém, TP Ha Noi
CONG TY CO PHAN DIGICITY VIET © s ; . .
4 NAM Co6 phan Tang 1, s0 221, pho Thanh Nhan, Phuong Thanh
Nhan, Quan Hai Ba Trung, TP Ha Noi
CONG TY CO PHAN PAU TU VA
5 PHAT TRIEN THUONG MAI ECO- C6 phan Km 13, qubc 16 3, Thi Tran Bong Anh, Huyén
MART VIET NAM Déng Anh, TP Ha Noi
6 CONG TY CO PHAN PICO Cb phan S6 229 phé Tay Son, Phudng Nga Tu So, Quan
Déng Pa, TP Ha Noi
CONG TY CO PHAN THE GIOI PIEN N . .
7 MAY C6 phan Tang 7, s06 29F Hai Ba Trung, Phudng Trang
Tién, Quan Hoan Kiém, TP Ha Noi
CONG TY CO PHAN THE GIOI BPIEN N . . o
8 . | Co6 phan S6 2, ngd 19 pho Pong Téac, Phuong Kim Lién,
MAY ONLINE VIET NAM . ,
Quan Bong Da, TP Ha Noi
. R o . S6 2, ngach 765/27, dwong Nguyén Vin Linh, t
CONG TY CO PHAN PIEN MAY THIEN | . . 0 = NEAch /5ore/, CUOTE NEUyen van =i, 1o
9 PHU Co phan 5, Phuong Sai Bong, Quan Long Bién, TP Ha
Noi
10 | CONG TY CO PHAN TMBT AN PHU C6 phan S6 35, ngd 683 Nguyén Khodi, Phuong Thanh

Tri, Quan Hoang Mai, TP Ha Noi




PHU LUC 2
CAU HOI KHAO SAT Y KIEN VE THU'C TRANG HOAT PONG QUAN TRI BAN
LE PIEN TU CUA DOANH NGHIEP THUONG MAI CHUYEN KINH DOANH
HANG PIEN MAY
(Dbi twong khao sat: Nha quan tri trong doanh nghiép)

Phiéu khéo sat nam trong khuon khd luan an tién sy “Quan tri ban 1é dién tr tai cac
doanh nghiép thuong mai chuyén kinh doanh hang dién méy trén dia ban Ha N§i”. Thong
tin ma Ong/ Ba cung cép 14 co s& quan trong gitip tac gia danh gia thyc trang quan tri ban
1¢ dién tir tai cdc doanh nghi¢p thuong mai chuyén kinh doanh hang dién may trén dia ban
Ha Noi, trén co sé do dé xuét céc gidi phap hoan thién hoat dong nay. Céc thong tin sé&
dugc xir Iy khuyét danh va st dung duy nhit vao muc dich nghién ctru cua luin 4n ma
khong phuc vu cho bt cir mot muc dich nao khac.

Kinh d& nghi Ong/ Ba vui 10ng cho biét nhitng thong tin sau:

I. Thong tin chung

Hoo VA b8 .o
Gidi tinh: .......... Nam......... N

VIt CONE tAC: <.ttt
B phan ma ong/ba dang lam vi€c: ...
Don vi 0ng/ba dang 1am VIEC: ..ot
Tham Ni€n CONG tAC: ..veneet ittt aees
Trinh do:

Trung hoc Trung cép Cao déng Pai hoc Sau dai hoc"

II. M6t s6 cau hoi dinh hudng

"Quan tri ban 1é dién tir c6 vai tro thé nao dbi vai viée thuc hién cong viée cuia Ong/Ba?

o Khong quan trong

oIt quan trong

o Trung binh

0 Quan trong

o Rét quan trong
2. Muc dich ctia quan trj ban 1é dién tir theo Ong/Ba 1a gi?

o Hoan thanh cac muc tiéu ban hang truc tuyén da dé ra

o Nang cao hiéu qua ban hang tryc tuyén

o Gia tang thi phan, KH, loi nhuan

o Tao dyng vi thé trong linh vyc kinh doanh truc tuyén

OMUC AICh KNAC: .. oo
3. Ong/Ba dang giit vi tri quan tri gi trong doanh nghiép?

o Nha quan tri cip cao

o Nha quan tri cp trung



o Nha quan tri cap thira hanh

o Tat cd céc vi tri quan tri trén

4. Cac hoat dong quan tri ban 1¢ dién tr tai doanh nghiép cua Ong/Bé c6 duoc thuc hién

thuong xuyén hay khong?
o Khong co
o Hiém khi
o Thinh thoang
0 Thuong xuyén

5. Quan tri ban 1é dién tir tai doanh nghiép cua Ong/Ba c6 gilip cai thién hiéu qua ban 1&

dién tr khong?
o Khong hé cai thién
o Cai thién khong dang ké
o Cai thién & muc trung binh
o Cai thién tot
o Cai thién rat tot

6. Doanh nghiép c6 tao diéu kién cho nhan vién tham gia vao cac hoat dong quan tri ban 1¢

dién tor hay khong?
o Gay can trd, kho khan
o Khong tao diéu kién
o Tao diéu kién murc trung binh
o Tao diéu kién thuan lgi
o Tao diéu kién rat thuan loi

7. Panh gi4 ciia Ong/Ba vé su can thiét cua cac hoat dong quan tri ban 1¢ di¢n tir cia doanh

nghiép thuong mai chuyén kinh doanh hang dién may hién nay?

o Rt khong can thiét
o Khéng can thiét
o Trung binh
o Can thiét
o Rét can thiét
II1. Thong tin khéo sat

Cau héi Nam 2021 Nam 2022 Nam 2023
1. V@ thue trang hoach dinh Bin 1¢ dién tir tai doanh nghiép
1.1 Hoach dinh chién Iirgc ban 1é dién tir
DN c¢6 thyc hién [1Co [ 1Khéng [ ] Co [ TKhéng |[[ ] Co [ 1Khéng
hoach dinh chién ban

1€ dién t hay
khong?




DN thyc hién hoach
dinh chién luoc ban
1€ dién t&r doc lap
hay hoach dinh cung
v6i chién luge kinh
doanh noi chung?

[]Co [ ] Khong

[1Co [ 1Khong

[]Co [ ] Khong

DN hoach dinh chién
lugc ban 1€ dién ti
nhu thé nao?

[ ] Ngéin han (dudi 1 nim)

[ ] Ngén han (dudi 1 nim)

[ ] Ngén han (dudi 1 nim)

[ ] Trung han (1-3 nam)

[ ] Trung han (1-3 ndm)

[ ] Trung han (1-3 nam)

[ ] Dai han (3-5 nam)

[ ] Dai han (3-5 nam)

[ ] Dai han (3-5 nam)

Cac ndi dung nao
sau day da duoc
hoach dinh r6 trong
chién luoc ban 18
dién tir cia doanh
nghiép? (Chon tat ca
dap an phu hop)

[ ]Phan tich thi truong
BLDT

[ ]Khach hang muyc tiéu
BLDT

[ ] Chién luge san pham
BLDT

[ ]Chién lugc gia BLDT

[ ] Chién lugc truyén thong
— Digital Marketing

[ ]Kénh phan phdi dién tir
(san TMDT, website...)

[ 1 Ung dung cong nghé
(CRM, Al, Big Data...)

[ ] K& hoach tai chinh va
ngan sach cho BLDT

[ 1 KPI va do ludng hiéu qua

[ ]Phén tich thi truong
BLDT

[ ]Khach hang muc tiéu
BLDT

[ ] Chién lugc san pham
BLDT

[ ] Chién lugc gia BLDT

[ ] Chién lugc truyén thong
— Digital Marketing

[ ]1Kénh phan phdi dién tir
(san TMDT, website...)

[ ] Ung dung cong nghé
(CRM, Al, Big Data...)

[ ] K& hoach tai chinh va
ngan sach cho BLDT

[ ] KPI va do luong hi¢u qua

[ ]Phan tich thi truong
BLDT

[ ]KH muc tiéu BLDT

[ ]Chién lugc SP BLDT

[ ] Chién lugc gia BLDT

[ ] Chién lugc truyén thong
— Digital Marketing

[ ]Kénh phan phéi dién tir
(san TMDT, website...)

[ ] Ung dung cong nghé
(CRM, Al, Big Data...)

[ 1Ké hoach tai chinh va
ngan sach cho BLDT

[ 1 KPI va do luong hiéu qua

M&di nam DN lam ké
hoach chién luge bao
nhiéu lan

1-2 1an/ 1 ndm 3-4 1an/ 1
nam

5 lan tré 1én

Panh gid mtc do

quan trong cua hoach quan trong

dinh chién lugc
BLDT do61 véi DN

1-Rat khéng  2-Khéng
quan trong

3- Binh
thuong

4- Quan trong 5-Rat quan trong

1.2. Hoach dinh chién lugc sin phidm trong ban 1é dién tir

Cau hoi

Nam 2021

Néam 2022

Nam 2023

DN c¢6 thuc hién
hoach dinh chién
lugc san pham hay
khong?

[]Co [ ] Khong

[]Co [ ] Khong

[]Co [ ] Khong

DN thyc hién hoach
dinh chién luoc san
pham theo thi trudong
muc tiéu?

[]Co [ 1Khong

[1Co [ 1Khong

[]Co [ 1Khong

DN c¢6 hoach dinh
san pham danh riéng
cho BLDT hay
khong?

[]Co [ ]Khong

[1C6  |[ ]Khong

[]Co [ ]Khéng

DN lua chon chién
lugc san pham tap
trung hoda (it san
pham hon) hay da
dang héa (nhiéu san

[ ] Tap trung hoa

[ ] Tap trung hoa

[ ] Tap trung hoa




pham hon)?

[ ] Pa dang hoa

[ ] Pa dang hoa

[ ] Pa dang hoa

Danh gia mac do

1-Rat khong

quan trong cuia hoach quan trong

dinh chién luoc san
pham do6i voi DN?

2-Khong
quan trong

3- Binh
thuong

4- Quan trong 5-Rat quan trong

1.3. Hoach dinh chién hrgc kénh phan phdi trong ban 1é

dién tir

DN c¢6 chién luoc
ban hang da kénh
dién tir hay khong?

[]Co

[ ] Khong

[1Co

[ 1Khong

[ ] Khong

DN c¢6 hoach dinh
hoat dong marketing
dién tir theo cac kénh
phan phéi dién tir
hay khong?

[ 1Khong

[ 1Khong

[ 1Khong

DN ¢6 hoach dinh
chién lugc tong thé
dé tich hop va dong
bd hoa cac kénh
phan phéi dién tir

[ ] Khoéng

[ ]1Khéng

Danh gia vé mirc do
quan trong cua chién
lwoc kénh phéan phdi
dién tir tich hop ddi
v&i doanh nghiép?

1-Rat khong
quan trong

2-Khong
quan trong

3- Binh
thuong

4- Quan trong 5-Rat quan trong

1.4. Hoach dinh chién lwge gia ban trong quan tri ban 1é dién tir

Khong

Gi4 ban 1¢ san pham
truc tuyén va truyén
thdng c6 su khac
nhau hay khong?

[1Co

[ ] Khoéng

[]1Co

[ 1Khong

[]Co [ ] Khong

DN c¢6 hoach dinh
gia theo cac chuong
trinh ban hang, thuc
day ban hang hay
khong?

[]Co

[ ] Khong

[1Co

[ 1Khong

[]Co [ ] Khong

Gia ca c6 phai 1a yéu
t6 quan trong khi
khach hang mua
hang truc tuyén hay
khong?

[]Co

[ ]Khoéng

[]Co

[ 1Khong

[ 1Co [ ]Khong

DN dinh gia dya trén
yéu to nao?

[ ] Chiphi

[ ] Chiphi

[ ] Chiphi

[ ] Thuong hiéu

[ ] Thuong hiéu

[ ] Thuong hi¢u

[ ]Loi nhuan ky vong

[ ]Loinhuan ky vong

[ ]Loi nhuan ky vong

[ ] Phan khtic khach hang

[ ] Phan khic khach hang

[ ] Phan khic KH




Danh gia vé mirc do
quan trong cua chién
lugc gid ban trong
BLDT dbi véi
doanh nghiép?

1-Rat khong  2-Khéng
quan trong quan trong

3- Binh
thuong

4- Quan trong 5-Rat quan trong

1.5. Hoach dinh cic chwong trinh xiic tién ban hang trong ban 1é dién tir

DN c¢6 hoach dinh
cac chuong trinh
thiic day danh riéng
cho ban 1¢é dién tir
hay khong?

[]Co [ ]1Khong

[]Co [ 1Khong

[]Co [ 1Khong

DN c¢6 hoach dinh
cac chuong trinh
giam gid, khuyén
mai hay khong?

[]Co [ ]Khéng

[]1Co [ 1Khong

[]Co [ ]Khéng

DN c¢6 hoach dinh
cac chuong trinh
cham sé6c khach hang
hay khong?

[]Co [ ] Khong

[1Co [ 1Khong

[]Co [ ] Khong

Hoach dinh cac
chuong trinh thtc
day ban 1¢ dién tir
dwa trén cac yéu to
nao?

[ ]Loi nhuan

[ ] Lginhuan

[ ]Loi nhuan

[ ] Chi phi

[ ] Chi phi

[ ] Chi phi

[ ] Muc tiéu doanh sb

[ ] Muc tiéu doanh sb

[ ] Muc tiéu doanh s6

[ ] Theo lich trinh

[ ] Theo lich trinh

[ ] Theo lich trinh

[ ]Khac [ ] Khéac [ ]Khac
Péanh gia vé muc d0 |1-Ritkhéng 2-Khéng 3- Binh 4- Quan trong 5-Rit quan trong
quan trong ctia hoach|quan trong  quantrong  thuong
dinh cac chuong
trinh xuc tién ban
hang trong BLDT
d6i vé6i doanh
nghiép?
1.6. Hoach dinh muc tiéu trong ban Ié dién ti
DN c6 hoachdinh |[ ] C6 [ IKhong [ ] Co [ TKhéng |[[ ] Co [ 1Khong
cac muc tiéu kpi cu
thé hay khong
(doanh sb, chi phi,
loi nhuan, von)
DN c6 dat myc tiéu |[ ] Co [ [Khong ([ ] Co [ TKhong |[ ] Co [ ] Khong
tang truong doanh
thu tir kénh ban 1¢
dién tr khong?
DN hoach dinh myc |[ ] Ngin han [ ]Ngén han [ ]Ngéin han
tiéu trong BLDT nhu
thé nao?
[ ] Trung han [ ] Trung han [ ] Trung han
[ ] Dai han [ ] Dai han [ ] Dai han




dinh muc tiéu trong

DN hoach dinh myc |[ ] KPI [ 1KPI [ 1KPI
tiéu dua trén cac
phuong phap hoac
k¥ thuat nao?
i [ JOKR [ ]OKR [ JOKR
[ ]SMART [ ]SMART [ 1SMART

Panh gia vé muc do 1-Ratkhong  2-Khéng 3- Binh 4- Quan trong 5-Rét quan trong
quan trong ctia hoach quan trong ~ quan trong  thudng

hoat dong ban 1&
dién tur theo tiép cén
nao?

BLDT dbi v6i doanh
nghi¢p?
1.7. Hoach dinh thj trwong muc tiéu trong ban 1€ dién tir
DN cé hoachdinh [[ ] C6 [ [Khong ([ ] Co [ TKhong |[ ] Co [ ] Khong
thi truong muc tiéu
trong BLDT hay
khong?
DN lra chon phan |[ ] Cao cap [ ] Cao cip [ ]Cao cap
khuc thi truong nao
[ ] Trung cép [ ] Trung cép [ ] Trung cép
[ ] Thap cap [ ] Thap cap [ ] Thap cap
1.8. Hoach dinh cac hoat dong ban 1é dién tir Khéng
DN cé hoachdinh [[ ] C6 [ [Khong ([ ] Co [ TKhong |[ ] Co [ ] Khong
cac hoat dong ban 1¢
dién tir hay khong?
DN hoach dinh cac |[ ] Muc tiéu [ ] Muc tiéu [ ]Muc tiéu

[ ] Quy trinh

[ ]1Quy trinh

[ 1Quy trinh

[ 1Cé haiy trén

[ ]1Céhaiy trén

[ 1Cé haiy trén

1.9. Hoach dinh ngén sich ban 1é dién tir

Khong

DN c¢6 hoach dinh
ngan sach ban 1&
dién tir danh riéng
hay khong?

[]Co [ ] Khong

[1Co [ 1Khong

[]Co [ ] Khong

DN hoach dinh ngin
sach ban 1@” dién tir
bao gom?

[ 1Ngan sach hoat dong

[ ]1Ngan sach hoat dong

[ 1Ngan sach hoat dong

[ ] Ngén sach dong tién

[ ] Ngan sach dong tién

[ ] Ngén sach dong tién

[ ] Ngan sach tai chinh

[ ] Ngéan sach tai chinh

[ ] Ngan sach tai chinh

[ ]1Ngan sach du phong

[ ] Ngan sach du phong

[ ]1Ngan sach dy phong

Panh gia vé mirc do

dinh ngan sach
BLDT doi voi doanh
nghiép?

quan trong cta hoach quan trong

1-Ratkhong  2-Khéng
quan trong

3- Binh
thuong

4- Quan trong 5-Rat quan trong

2. T6 chirc ban 1é
dién tir

>

tor

2.1. T6 chirc md hinh ban 1é di¢n




DN dang t6 chirc mé
hinh ban 1é dién tur

Ban 1¢ dién tir hon hop

Ban 1¢ dién tir hon hop

Ban 1¢ dién tir hon hop

ban 1é dién tir dua
trén yéu to nao?

nao?
Bén 1é dién tir thuan tay | Ban 1& dién tir thudn ty | Ban 1¢ dién tir thuan tiy
Bén 1¢é truyén thong Bén 1¢ truyén thong Bén 1¢é truyén thong
DN t6 chttc mo hinh |C6 cura hang vat Iy Co ctlra hang vat ly Co ctra hang vat ly

Khoéng c6 cura hang

Khoéng c6 cura hang

Khoéng c6 ctra hang

Loi thé nho kénh BLDT

Loi thé nho kénh BLDT

Loi thé nho kénh BLDT

Hoach dinh chién lugc
BLDT

Hoach dinh chién lugc
BLDT

Hoach dinh chién luoc
BLDT

2.2. T6 chirc lwa chon hang héa, dich vu trong ban 1é dién tir

DN c6 xay dung
danh myc hang hoa
cu thé cho kénh ban
1¢ dién tir khong?

[]Co [ ] Khong

[1Co [ 1Khong

[]Co [ ] Khong

Danh muc hang héa
trén kénh ban 1é dién
tir ¢6 khac biét so
v6i kénh ban hang
truyén thong khong?

[]Co [ ]Khéng

[]1Co [ 1Khong

[]Co [ ]Khéng

DN c¢6 dya vao phan
tich nhu cau khach
hang dé lua chon san
pham phu hop
khong?

—
[—
Q
O~

[ 1Khong

[ 1Khong

DN t6 chirc lwa chon [ ] Tinh sdn c6 va s6 lugng [ ] Tinh sin c6 va s6 lwong [ ] Tinh san c6 va sb luong

hang hoa trong
BLDT duya trén
nhiing ti€u chi nao?

ton kho

[ ] Chinh sach hd tro cia

NSX i
[ 1 Panh gid & Phan hoi
cua KH

[ ] Mitrc gia va Loi nhuédn

bién cua SP

[ ] Thuong hiéu & Uy tin

cua NSX
[ ] Nhu cau thi truong &
Xu hudng ti€u dung

ton kho

[ ] Chinh sach hd tro cta
NSX

[ ] Panh gia & Phan hoi
cua KH

[ ] Mtic gia va Loi nhuan
bién cua SP

[ ] Thuong hiéu & Uy tin
cua NSX

[ ] Nhu cau thj truong &
Xu hudng ti€u dung

ton kho

[ ] Chinh sach hd tro cia
NSX

[ ] Panh gia & Phan hoi
cua KH

[ ] Mtrc gia va Loi nhuédn
bién cua SP

[ ] Thuong hiéu & Uy tin
cua NSX

[ ] Nhu cau thi truong &
Xu hudng ti€u dung

2.3. T6 chirc kénh phén phdi dién

tw
DN st dung kénh |Website Website Website
ban 1é dién tir nao
dudi day?
MXH MXH MXH
San TM BT San TM BT San TM BT
Ung dung di dong Ung dung di dong Ung dung di dong
Ty trong doanh thu |Website Website Website
cua kénh ban 1¢ dién
tir ndo cao nhat?




MXH

MXH

MXH

San TM BT

San TM DT

San TM BT

Ung dung di dong

Ung dung di dong

Ung dung di dong

2.4. T6 chirc co ciu ctia DN

CAu trtc td chuc cua
DN duogc phéan chia
theo mo hinh nao?

Chtre ning

Chtrc nang

Chtre ning

Phén quyén

Phan quyén

Phén quyén

Ma tran

Ma tran

Ma tran

Khac

Khac

Khac

DN c6 b phan
chuyén trach vé ban
1€ dién ti (e-
commerce
department) khong?

[]Co [ ]1Khong

[]Co [ 1Khong

[]Co [ 1Khong

DN c6 ban lanh dao
chuyén trach vé
chién luoc phat trién
ban 1¢é dién tir
khong?

—
[—
Q
O~

[ ]Khong

[ 1Khoéng

DN c¢6 ap dung cac
cong cu quan 1y hién
dai (ERP, CRM,
v.v.) dé ti uu hoa
hoat dong khong?

[]Co [ ] Khong

[1Co [ 1Khong

[]Co [ ] Khong

3. Lanh dao ban 1é
dién tir

DN c6 tuyén dung
nhan sy cho ban 1é
dién t hay khong

[]Co [ ]Khong

[1C6 ][ ]Khong

[]Co [ ]Khéng

DN c6 uu tién tuyén
dung rng vién co
kinh nghiém trong
linh vuc ban 1é dién
tr khong?

[]Co [ ] Khong

[]Co [ ] Khong

[]Co [ ] Khong

DN c¢6 thu€ ngoai
dich vu tuyén dung
hay khong

[ ]1Khong

[ 1Khong

[ ]1Khong

DN ty tuyén dung
nhan su

[ ]Khong

[ 1Khoéng

[ ] Khong

DN c6 st dung lao
dong ban thoi gian
khoéng

[ ]Khong

[ 1Khong

[ ]Khong

DN ¢6 dao tao lai
nhan sy cho ban 1é
dién tir hay khong

[ 1Khong

[ 1Khong

Doanh nghiép c6 t6
chuc dao tao dinh ky
cho luc lugng ban
hang tryc tuyén
khong?

[]Co [ ]1Khong

[]Co [ 1Khong

[]Co [




No6i dung dao tao
luc lugng ban hang
BLDT tap trung
vao cac ky nang
nao?

[ ] Kién thirc SP hang dién
may

[ ] K¥ ning tu vin ban
hang online da kénh

[ ] K¥ niang sir dung phan
mém CRM/ERP/POS

[ ] Xt 1y khiéu nai va
cham s6c KH tryc tuyén

[ ] Quan 1y don hang, giao
hang

[ ] Marketing & livestream
ban hang

[ ] Kién thirc SP hang dién
may

[ ] K§ ning tu van ban
hang online da kénh

[ ] K§ ning str dung phan
mém CRM/ERP/POS

[ ] Xt 1y khiéu nai va
cham so6c KH tryc tuyén

[ ] Quan ly don hang, giao
hang

[ ] Marketing & livestream
ban hang

[ ] Kién thirc SP hang dién
may

[ ] K¥ ning tu van ban
hang online da kénh

[ ] K¥ nang sir dung phan
mém CRM/ERP/POS

[ ] Xt 1y khiéu nai va
cham s6c KH tryc tuyén

[ ] Quan 1y don hang, giao
hang

[ ] Marketing & livestream
ban hang

DN c6 chinh sach |[ ] Tot [ ]T6t [ ]T6t
dai ngd danh cho
nhan sy & mic do
nao?
[ ] Trung binh [ ] Trung binh [ ] Trung binh
[ ]Kém [ ]Kém [ ]Kém
Chirc nang lanh dao [ ] Tuyén dung [ ] Tuyén dung [ ] Tuyén dung
nao quan trong nhit []Dao tao [ ] Pao tao [ ]Pao tao
d6i v6i quan tri ban [ ] Dai ngd [ ] Paingd [ ] Paingd
1é dién tir tai DN?
Danh gia vé mic do 1-Ratkhong  2-Khong 3- Binh 4- Quan trong 5-Rat quan trong
quan trong cua chirc quantrong  quantrong  thudng
nang lanh dao trong
BLDT d6i voi DN?
4. Kiém soat ban 16
dién tir
DN cobanhanh [ ] Co [ 1Khéng |[ ] Co [ 1Khoéng [ ] Co [ ]1Khong
cac quy trinh danh
riéng cho BLDT
DN dao tao, huéng|[ 1 €6 |[ IKhéng |[ 1 €6  |[ IKhéng |[] C6  |[ ]Khong
dan quy trinh phuc
vu BLDT cho luc
luong ban
Viéc ap dung cac |[ ] Co [ 1Khoéng [ ] Co [ 1Khoéng [ ] Co [ ]1Khong
quy trinh BL BT
c6 hiéu qua véi
hoat dong kiém
soat BLDT
Viéc ap dung cac |Tot T6t Tot Tét Tét Tét
quy trinh BL BT
trong kiém soat
BLDT c6 hi¢u qua
nhu thé nao?
Trung binh [Trung binh |Trung binh [Trung binh |Trung binh |Trung binh
Kém Kém Kém Kém Kém Kém




DN xdy dung cac
bo tiéu chuan kiém
soat BLDT

[]Co

[ ] Khong

[1Co

[ ]Khéng

[1Co

[ ] Khong

DN c6 ban hanh
cac quy trinh kiém
soat ndi bo trong
BLDT hay khong?

[ ] Khoéng

[ 1Khéng

[ 1Khong

DN tiép cén céc bo
tiéu chuan BL DT
theo tiéu chi nao

Tu xay
dung

Tu xay
dung

Tu xay
dung

Tu xay
dung

Tu xay
dung

Tu xay
dung

Québc té

Québc té

Quéc té

Qudc té

Qudbc té

Québc té

DN c6 ban hanh cac
chi tiéu do luong
danh gia hi¢u qua
cua cac khau trong
ban 1¢ dién tir hay
khong?

[]1Co

[ ] Khong

[1Co

[ ]Khong

[1Co

[ ] Khong

DN c6 stt dung KPI
trong do luong danh
gia hiéu qua cia ban
1¢ dién tir hay
khong?

[1Co

[ ] Khong

[]1Co

[ ]Khong

[1Co

[ ] Khong

DN c¢6 st dung cong
nghé va phan mém
dé hd tro kiém soat
hi€u qua cta ban 1&
dién tir hay khong?

[]Co

[ ]Khong

[1Co

[ ]Khong

[]Co

[ ]Khong




PHU LUC 2A
THONG TIN KHAO SAT
DOANH NGHIEP THUONG MAI CHUYEN KINH DOANH HANG PIEN MAY

- Muc dich: Khao sat nham thu thap dir liéu thuc tién vé thuc trang quan tri
BLDT, tap trung vao cac chic nang hoach dinh, t6 chirc, lanh dao va kiém soat. Két
qua khao sat cung cép co s& dé xac dinh thanh tuu, han ché va thach thirc ma DN dbi
mat, déng thdi hd trg phan tich so sanh thyc trang quan tri BLDT tai cic DNTM
chuyén kinh doanh HDM.

- Péi tuong khao sat: Nha quan tri tai cic DNTM chuyén kinh doanh HDM,
nhing ca nhan ndm giir thong tin cbt 15i vé& hoat dong BLDT, tir 6 cung cdp goc nhin
thuc té, chinh xé4c va siu sic vé hiéu qua quan tri.

- Ti€u chi lya chon DN: Cac DN phai dép ting céc diéu kién sau: Dang ky kinh
doanh hogc chi nhanh tai Ha Noi; chuyén kinh doanh HDM (bao gom san pham dién
tr, dién lanh, dién gia dung, dién tir tiéu dung va thiét bi cong nghé); 4p dung mé hinh
kinh doanh két hop kénh ban hang truyén théng va dién tir (hdn hop hodc thuan tay
trén lanh tho Viét Nam); hoat dong 6n dinh voi nghia vu dong thué lién tuc trong ba
nam (2021-2023) va ty trong doanh thu ttr HPM vuot qué 51% (xem Bang 2.2).

- Pham vi dia 1y: Gidi han tai dia ban Ha N1, bao gém DN dang ky kinh doanh
hodc c6 chi nhanh tai day.

- Quy m6 DN: Pé dam bao tinh dai dién va da dang, mau khdo sat bao quat DN
16n (cac chudi ban 1é nhu Dién May Xanh, Pico, Media Mart, HC vé&i hoat dong BLDT
hdn hop) va DN vira va nho (cira hang hodc chudi quy mé han ché véi hoat dong
BLDT).

- Kich thuéc miu va phuong phap chon miu: S6 lwong mau duoc xac dinh theo
phuong phap chon mau phi xac suat dya trén muc dich nghién ctu, véi kich thude téi
thiéu tir 30 dén 500 theo quy tic ngdn tay cai cua Roscoe (1975), dam bao tinh dai dién
va do tin cay. Phuong phap chon mau phi xac sudt theo muc dich dugc ap dung, lya
chon DN dya trén ti€éu chi quy mo, linh vuc hoat dong va muc do trién khai BLDT.
Phiéu khao sat duoc thiét ké theo tiép can chtrc ning quan tri, giri &én 30 nha quan tri
tham gia truc tiép hoat dong BLDT, va thu vé 30 phiéu hop I¢.



PHU LUC 3
CAU HOI KHAO SAT KHACH HANG
DANH CHO KHACH HANG MUA HANG PIEN MAY TRUC TUYEN
(Ddi tuong khao sat: Khach hang ¢ mua hang dién may truc tuyén)

Phiéu khao sat nam trong khuén khd luan an tién si “Quan tri ban 1¢ dién tir tai cac
doanh nghiép thuong mai chuyén kinh doanh hang dién may trén dia ban Ha N6i”. Thong
tin ma Ong/ Ba cung cép 14 co s& quan trong gitp tac gia danh gia thuc trang quan tri ban
1¢ dién tur tai cac doanh nghi€p thuong mai chuyén kinh doanh hang dién may trén dia ban
Ha Noi, thong qua v kién danh gia cam nhan cta khach hang dé danh gia muac d6 hiéu qua
cua hoat dong quan tri ban 1€ dién tr cua doanh nghi¢p thwong mai chuyén kinh doanh
hang dién may. Trén co s& d6 dé xudt cac giai phap hoan thién hoat dong nay. Cac thong
tin s& dugc xtr 1y khuyét danh va sir dung duy nhat vao muc dich nghién ctru cta luan an
ma khong phuc vu cho bat cir mot myc dich nio khéc.

Kinh d& nghi Ong/ Ba vui 1ong cho biét nhiing thong tin sau:
I. Thong tin chung

Ho va tén:

Gioi tinh: [ ] Nam [ ] Nir

Tubi: [ ] 18-24 []125-34 []135-44 [ ]145-54 [1>55
Noi séng:

Trinh d6:

Trung hoc Trung cap Cao dang Paihoc  Sau dai hoc
II. Mt s6 cAu héi danh gia vé trai nghiém mua sim hang dién may trye tuyén ciia
khach hang
1. Trong vong 12 thang qua, ban c6 mua mot hay nhiéu SP dién may (tivi, ta lanh, diéu
hoa, ndi com dién...) hay khong?

Co Khong
2. Ban ¢6 mua hang dién may truc tuyén trén website hoac MXH hoac San TMDT hay
khong?

Co Khong

3. Panh gia vé Gia ca san pham khi mua hang dién may truc tuyén
1: Rét khong dong y | 2: Khong dong ¥ | 3: Trung lap | 4: Pong v | 5: Rat dong y

Cau hoi 1 2 3 4 5

1. Gia SP phu hop v&i chat lugng. 1 2 3 4 5




2. Thong tin vé gia ca mua tryc tuyén minh

mua hang truc tuyén.

bach va dé so sanh hon so v&i cira hang. 1 2 3
3.Giacala yéu td quan trong anh hudng 1 ) 3
deén quyét dinh mua hang.
4. Gia online t6t hon so v&i mua truc tiép

A 1 2 3
tai cua hang.
5. C6 nhiéu phéan khiic gia va murc gia khi ; 5 3

4. Panh gia vé Thwong hiéu sian pham hang dién may
1: R4t khong dong ¥ | 2: Khong dong ¥ | 3: Trung lap | 4: Pong ¥ | 5: Rat dong ¥

thudc.

Cau hoi 1 2 3
1. Thuong hiéu SP anh huéng 16n dén
£ 4: R e 1 2 3
quyét dinh mua hang cua toi.
2. T6i tin tuong vao chat luong SP tir cac
n , 1 2 3
thuong hi¢u dugc ban.
3. T6i uu tién chon SP tir thuong hiéu quen 1 ) 3

5. Thuwong hiéu nha ban 1€ dién tir

1: R4t khong dong ¥ | 2: Khong dong ¥ | 3: Trung lap | 4: Pong ¥ | 5: Réat dong

thuong hi¢u manh.

Cau héi 1 2 3
1. KH uu tién lya chon mua hang tir cac 1 ) 3
nha ban 1¢ di¢én tir c6 thuong hi¢u.
2. Thuong hiéu nha ban 1¢ 14 yéu t6 quan 1 ) 3
trong khi t6i chon mua hang.
3. KH uu tién mua hang tir nha ban 1¢é co 1 ) 3

6. Vé chwong trinh khuyén mai giam gia khi mua hang tryc tuyén
1: Rat khong dong ¥ | 2: Khong dong y | 3: Trung lap | 4: Pong y | 5: Rat dong y

Cau héi

1

2

3

1. Cac chuong trinh khuyén mai duoc to
churc thuong xuyén.

1

2

3




mai hién tai.

2. Khuyén mai hip dan va c6 gia tri thuc té. 1 2 3
3. Khuyén mai anh huéng truc tiép dén 1 ) 3
quyét dinh mua hang cua KH.
4. Piéu kién tham gia khuyén mai rd rang,

X104 1 2 3
de hiéu.
5. Toi hai long véi cac chuong trinh khuyén 1 5 3

7. Sw da dang cua cac loai san p}lém dién may khi mua hang tryc tgyép
1: Rat khong dong ¥ | 2: Khong dong y | 3: Trung 1ap | 4: BPong y | 5: Rat dong y

KH can.

Cau héi 1 2 3
1. SP duoc phan loai 16 rang, d2 tim kiém
R 1 2 3
trén Internet.
2. Pa dang vé miu m4, ching loai dap tng
NO: 1 2 3
nhu cau cua KH.
3. Da dang vé muc gia khi mua hang tryc 1 5 3
tuyeén.
4. Danh muc SP di¢n may trén mang 1 ) 3
Internet da dang hon & cura hang.
5. Céc kénh ban 1& dién tir luon san c6 SP 1 2 3

8. Dich vu sau ban ctiia DNTM chuyén kinh doanh hang di€én may
1: Rat khong dong ¥ | 2: Khong dong ¥ | 3: Trung lap | 4: Pong ¥ | 5: Rat dong ¥

dinh mua hang tiép theo.

Cau héi 1 2 3
1. Dich vu bao hanh, déi tra dugc giai quyét
; 1 2 3
nhanh chéng.
2. Nhan vién ho tro nhiét tinh, chuyén
oA 1 2 3
nghiép.
3. KH hai long v6i chinh sach hau mai cua 1 ) 3
nha ban 1é dién tr.
4. Van dé phat sinh sau mua hang dugc xir
feinr 2R 1 2 3
1y trigt de.
5. Dich vu sau ban anh huéng dén quyét 1 ) 3

9. Vé kénh ban 1é dién tir hang dién may

1: Rét khong dong ¥ | 2: Khong dong v | 3: Trung lap | 4: Pong v | 5: Rat dong y

Cau héi

1

2

3




1. Giao dién website dé sir dung, than thién. 1 2 3
2. Tdc d¢ tai trang va thanh toan nhanh
, 1 2 3

chong.
3~. Cac kénh ban hang hoat dong on dinh, it 1 ) 3
10i.
4. KH dé dang tim thay thong tin SP trén

R , 1 2 3
kénh ban.
5. KH s& tiép tuc st dung kénh ban 1¢ dién

A ] 1 2 3
tor nay trong tuong lai.
6. Ban thuong mua hang trén kénh website

, 1 2 3
cua DN.
7. Ban thuong mua hang trén kénh MXH

, 1 2 3
cua DN.
8. Ban thuong mua hang trén gian hang 1 2 3
TMDT cua DN.

10. Sw tién lgi khi mua hang tryc tuyén i o
1: Rat khong dong y | 2: Khong dong y | 3: Trung lép | 4: Pong y | 5: Rat dong y

Cau héi 1 2 3

1. Quy trinh mua hang truc tuyén hang dién

, S . 1 2 3
may don gian, tiét ki€ém thoi gian.
2. T6i ¢6 thé mua hang moi lic, moi noi. 1 2 3
3. Phuong thirc thanh toan da dang, thuan 1 ) 3
tién.
4. Thoi gian giao hang dtng nhu cam két. 1 2 3
5. Mua héng truc tuyén tién loi hon so voi 1 ) 3
mua truc tiép.

11. Sy an toan va biao mat thong tin
1: Rat khong dong y | 2: Khong dong v | 3: Trung lap | 4: Dong y | 5: Rat dong ¥

Cau hoi 1 2 3

1. Thong tin c& nhan cua t6i dugc bao mat

. . 1 2 3
khi mua hang.
2. KH cam thay yén tam khi thanh toan truc

P 1 2 3
tuyen.
3. Giao dich dugc xac thuc an toan, tranh 1 5 3

rui ro lira dao.




4. KH tin tudng vao chinh sach hoan
tién/boi1 thuong néu co sy ¢ cua nha ban 1é 1 2 3
dién may truc tuyeén.

5. Mitc d6 an toan khi mua tryc tuyén
tuong duong v4i mua truc tiép.

12. Sy théa man (hai long) cia khach hang
1: Rat khong dong ¥ | 2: Khong dong ¥ | 3: Trung lap | 4: Pong ¥ | 5: Rat dong ¥

Cau hoi 1 2 3
1. T6i1 hai long v6i trai nghiém mua hang
2 2 1 2 3
tong thé.
2. SP/dich vu dép tng dang ky vong cua 1 ) 3
toi.
3.T6i sé& tiép tuc mua hang tir nha béan 1é
Ao 1 2 3
dién tir nay
4. T6i san sang gidi thiéu nha ban 1é nay
s 1 2 3
cho nguoi khac.
5. T6i dénh gia cao chat luong dich vu va , 5 3

SP




PHU LUC 3A
THONG TIN KHAO SAT KHACH HANG MUA HANG PIEN MAY

- Béi twong khao sat: Cong dan Viét Nam trén 18 tudi di timg mua HDM truc
tuyén qua cac kénh BLDT cia DNTM chuyén kinh doanh HPM trén dia ban Ha Noi.

- Noi séng: Hién dang sinh song va lam viéc tai Ha Noi

- Kich thuéc mau: Tong sé phiéu gui 1a 500 qua lién két Google Form, thu vé
448 phiéu hop 1&. Kich thudc miu tudn thu bang kich thudc méiu cia Krejcie va
Morgan (1970), v6i mirc t6i thiéu 384 cho dan sb 16n (trén 1.000.000, nhu KH truc
tuyén tai Ha Noi), dat d0 tin cay 95% va bién d6 16i 5%.

- Vai tro cia KH: Khdo sat thu thap danh gia cdm nhan cua KH vé hiéu qua
quan tri BLDT, st dung thang do Likert 5 mtrc do (tir "1: Rt khong ddng y" dén "5:
Rét dong y") ddi véi cac nhom cau hoi vé tinh tién dung, d& tim kiém va muic do hai
1ong khi mua hang truc tuyén. Y kién KH phan anh gian tiép dén két qua cua hoat dong
quan tri BLDT va ciing ¢6 luan ching cho cac giai phap.

- Phuong phép chon mau: Ap dung chon mau thuan tién két hop véi mot so ticu
chi Iva chon nhu trén.

- Xir 1y dir liéu: Két qua tir ca hai khao sat duoc sir dung dé phan tich thyc trang
quan tri BLDT, véi phén mém Microsoft Excel 2019 hd tro phan tich dir ligu.



PHU LUC 4

PHIEU PHONG VAN NHA QUAN TRI, CHUYEN GIA TAI CAC DOANH
NGHIEP THUONG MAI CHUYEN KINH DOANH HANG PIEN MAY
TREN DPIA BAN HA NOI

PHIEU PHONG VAN
(Pdi twrgng phong van: Nha quan tri ban 1é va ban 1é dién tir tai doanh nghiép)

I. Théng tin chung

Hovatén: .......ooovvviiiiiiniinnn, Nany/Ntr:

VI CONE tAC: . eet ettt et et e e et ee e et e e

B0 phan ma dng/ba dang 1am VI€C: ....... ..ottt

Tén DN 6ng/ba dang [am ViEC: ........coeivviiiiiiiiiiiiiiiiieeeea

Tham ni€n cONG tAC (SO NAM): ...ttt ettt ettt et e e e aeaans

Trinh do: Trung hoc Trung cép Cao déng Pai hoc Sau dai hoc

I1. Mt s6 ciu hoi phong van

1. Ong/Ba da timg tham gia vao nhitng vi tri quan tri BLDT (BLDT) nao clia cong ty?

2. Xin 6ng/ba cho biét hoat dong quan tri theo 4 churc nang (hoach dinh, t6 chure, lanh dao va
kiém soat) cho BLDT ctia DN minh duoc phan chia nhu thé nao? Trong dai han, quan diém
quan tri theo 4 chirc nang phét trién ra sao?

3. Xin 6ng/ba cho biét nhiing thuan 191 va han ché cia DN minh véi hoat dong BLDT la gi?

4. Xin dng/ba cho biét DN c6 viét hodc chuan bi cac chién luoc BLDT hay khong? (Co/
Khoéng)?

5. Xin Ong/bé cho biét cac ké hoach kinh doanh, chién lugc BLDT tai DN cua minh dugc xay
dung nhu thé nao? Dya trén cac muc tiéu hodc quan diém nao?

6. Xin ong ba cho biét, cac myc tiéu d6i voi BLDT trong DN duogc dua ra dira trén nhimg co s&
nao? Cac myc tiéu dai han trong quan tri BLDT dugc DN duoc dé xuat nhu thé nao?

7. Xin 6ng ba cho biét vi sao DN lai lya chon danh muc cac SP va tap KH cho BLDT nhu hién
nay? Va quan diém Iira chon va phat trién SP/ DV trong dai han?

8. Xin ong ba cho biét cic kénh BLDT & chuong trinh ban hang BLPT duoc xay dung nhu thé
nao? Xu hudng phat trién kénh BLDT trong dai han?

9. Xin 6ng/ba cho biét cac ndi dung co ban cia viée x4c dinh va xay dung ngan sach BLDT?

10. Xin 6ng/ba cho biét nhimg wu, nhuwoc diém ctia mé hinh t6 chire BLDT hién nay trong DN
cta minh? Va xu hudng xay dung mo hinh BLPT trong dai han?

11. Xin 6ng/ba cho biét viéc trién khai cac hoat dong, chuong trinh BLDT dang gip phai nhing

khé khan gi? Hiéu qua mang lai d3 tuong tmg v6i muyc tiéu dé ra hay chua?

12. Xin 6ng/ba cho biét cong tac nhan su cho BLDT ctia DN dugc thuc hién nhu thé nao?




13. Xin dng/ba cho biét hoach dinh ngan sach BLDT duoc thuc hién nhu thé nao?

14. Xin 6ng/ba cho biét vé kiém soat BLDT tai DN minh? Quan diém kiém soat BLDT trong dai

han 13 nhu thé nao?

15. Xin 6ng/ba cho biét cong nghé cho BLDT da duoc nghién ctru, trién khai nhw thé nao tai DN
ctia minh? Muyc tiéu va quan diém tmg dung cong nghé BLDT trong dai han nhu hé nio?

16. Quan diém cua dng/ba vé chuyén ddi s6 va BLDT nganh hang dién may hién nay?

17. Theo 6ng/ba cac hoat dong quan tri BLDT tai DN minh c6 dugc thuc hién thuong xuyén hay
khong?

18. Ban lanh dao DN ¢6 tao diéu kién dé nhén vién tham gia vao cac hoat dong quan tri ban 1¢
tryc tuyén khong? Va quan diém ciia DN vé van dé tuyén dung, dio tao va dai ng nhan syr
BLDT nhu thé nio?

19. Xin 6ng/ba cho biét thuén loi va kho khan trong cong tac quan tri ban 1¢ tryc tuyén tai DN
hién nay? DN c6 xay dung céc tiéu chi danh gia vé hiéu quéa ctia quan tr BLDT hay khong?

20. Ong/Ba vui long cho biét danh gia cua minh vé hiéu qua ctia quan tri BLDT ciia DN hién

nay?

o Rat khong tot

o Khong tot

o Trung binh

o Tot

o Rét t6t

Trdn trong cdm on sw hop tic ciia Ong/Ba!




PHU LUC 5

CHI TIET HOA KHUNG LY THUYET QUAN TRI BAN LE PIEN TU THEO
TIEP CAN CHUC NANG CUA QUAN TRI

Hoach dinh Té chirc Lanh dao Kiém soat
Tuyén dung | Quy trinh kiém
Hoach dinh chién lugc ban | CAu tric DNTM chuyén kinh | Iyc luong | soat ban 1é dién tir
1é dién tur doanh hang dién may ban 1¢é dién | (theo tiép can ban
tu hang)
. » Pao tao luc | Xac dinh cac tiéu
Hoach dinh chién Iugc SP P, o P )
. e Cau tric b phan TMDT luong ban 1¢é | chuan kiém soat
danh cho ban 1¢é dién tir N T
dién t ban 1é dién tur
. 2 X a2 o e Dai ngo, tao
Hoach dinh chién Iuoc To chure trién khai ban 1€ dién R . ) .
) I ) . dong luc Do luong, danh gia
kénh ban 1¢é dién tir tu: Lwa chon mo hinh (dang R,
o ) . . .. ... |choluc két qua ban 1¢ dién
(website, san TMDT, thirc); cach thirc ban 1é dién tir; A
, o luong ban 1€ | tir theo KPI
MXH, rng dung di dong) lya chon SP dién tir
i€n

Hoach dinh chién lugc gia
ban 1é dién tir

Xéc dinh phan khuc thi truong

va KH muc tiéu

Hoach dinh muc tiéu ban 1€

dién t

Xac dinh cac kénh ban 1€ dién
tor (website, san TMDT, MXH,
ung dung di dong, email)

Hoach dinh thi truong muc
tiéu & Tap KH muc tiéu

Quy trinh ban 1¢ dién tir trong
tung kénh ban 1¢ dién tr
(Website, san TMDT, MXH,
ung dung di dong)

Hoach dinh cac chuong
trinh thiic day ban 1¢ dién
tir (khuyén mai, giam gia...)

Quy trinh ban 1¢é di¢én tir bao
goém: Tiép nhan don hang =>
Xu ly don hang => Thuc hién
don hang => Xu ly thanh toan
=> Thuc hién dich vu sao ban

Hoach dinh cac hoat dong
ban 1¢ dién tir

Trién khai cac chuong trinh
thiic ddy ban 1¢ dién tir (khuyén

mai, giam gia)

Hoach dinh ngan sach ban
1€ dién tr

Phén b ngan sach cho ban 1¢
di¢n tur




PHU LUC 6A

Nghién ctru dién hinh:
Phén tich thue trang quan tri ban 1é dién tir ctia Pién May Xanh (PMX)

I. Gi6i thi¢u ngin vé Pi¢n May Xanh

Dién Méy Xanh (BMX) la chudi ban 1& hang di¢n may va thiét bi dién tir true thudc
tap doan Thé Gioi Di Pong (Mobile World Investment Corporation (MWG)).
PMX da phat trién mo hinh “da kénh” (omni-channel), két hop gitra ban hang
truyén thong tai ctra hang va ban hang truc tuyén thong qua website/app cua
minh. (MWG)

Website chinh thic www.dienmayxanh.com duoc ghi nhdn nim trong sb cac
website thuong mai dién tr c6 luong truy cap 16n tai Viét Nam, cho théy thi phﬁn
tryc tuyén dang ké. (Tudi Tré Online, 2024)

Tinh dén cubi thang 6, Pién May Xanh c6 2.023 cira hang. MWG cho biét doanh
thu tai cc cira hang hién hiru van ting hon 12%. (Znews, 2025)

Trong 8 thang dau nim 2025, doanh thu cta hai chudi (gbm PMX) dat 67.000 ty
dong, ting 14% so vé6i cung ky, du sé lugng cira hang binh quan giam hon
150. (Soha, 2025)

Trong thang 1/2025, chudi lién quan (bao gdm PMX) dat doanh thu thuan 10.000
ty dong, ting 32% so voi cung ky nam 2024, trong khi s6 lugng cira hang giam tir
3.266 xudng 3.045 (tic giam hon 200 cira hang) do tai cdu trac. (Nhip Séng Kinh
Doanh, 2025)

PMX chiém khoang 50% thi phﬁn nganh hang di¢én may chung tai Viét Nam, va
doanh thu cia PMX chiém khoang 44,3% tong doanh thu cia MWG (Znews,
2025)

Vé kénh online: website dienmayxanh.com duoc ghi nhan 13 mét trong cac website
thuong mai dién tir c6 lugng truy cdp cao nhat Viét Nam — phan anh rang kénh
ban 1¢ dién tir cia PMX dugc khach hang s dung rong rai. (Tudi Tré Online,
2021).

IL. Phan tich tom tit thuc trang quan trj ban 1é dién tir cia Pién My Xanh
2.1. Hoach dinh

Chién lugc da kénh (omnichannel) PMX lya chon mé hinh omni-channel dong thoi
khai thac kénh BLDT (website/app/MXH) va kénh truyén théng 1 cac cira hang
(offline) dé phuc vu nhu ciu mua sam da dang ctia khach hang moi noi, moi Iuc.



Muc tiéu phat trién thi phan & doanh thu: Véi viéc mo rong ca offline va online,
PMX rd rang dat muc tiéu mo rong do pha va gia ting thi phan trong phan khuc
dién may, tan dung loi thé chudi 16n cia MWG. Theo bao cdo gan déy, du co dong
b6t cira hang, doanh thu cia MWG trong d6 c6 PMX van ting: “trong 8 thang dau
nam 2025, té)ng doanh thu hai chudi Thé Gi6i Di bong va bMX dat 67.000 ty
dong, ting 14% so cung ky, du sd luong cira hang binh quan giam hon 150 cira
hang”. (Soha 2025)

Chién lugc hang hoa & kénh san pham: PMX bay ban da dang mit hang tir thiét bi
16n (tivi, may giit, tu lanh, mdy lanh...) &én d6 gia dung nho, phu kién, thiét bi dién
ttr, phtt hop véi nhu cau da dang cta nguoi tiéu dung. (Website Dién May Xanh)
K& hoach hau can & dich vu: Khi ban 1é truc tuyén, DbMX dam bao dich vu giao
hang, lép dat (cho dd céng kénh), chinh sach bao hanh, hiu mii, nham giam rao can
khi khach hang mua online thay vi téi cira hang. (Website Di¢én May Xanh)

Danh gia: Vé mit lap ké hoach, PMX c6 dinh huéng 10 rang, nhét quén vdi xu
huéng ban 1é hién dai, da kénh va lay khach hang lam trung tdm, dong thoi khai
thac 1o thé chudi va hé thong logistics cia MWG.

2.2. Té chikc (Organizing)

Céu trac phan phdi kénh offline va online tich hop: PMX duy tri hé théng hang
nghin cira hang trén toan qudc dong thoi quan 1y kénh online (website/app) tao hé
thdng “giao - nhan - ban” da dang.

Logistics & giao hang, lap dit: Poi véi hang hoa dién may 16n (ti lanh, may giit,
may lanh...), PMX khong chi ban ma con cung cip dich vu giao hang & lap dit,
day 1a mot phan quan trong cua t chtrc van hanh trong béan 1é dién may.

Quan 1y ton kho & chudi cung tng: Nhd mé hinh omni-channel, PMX c6 thé diéu
phéi hang hoa giira kho trung tdm, cira hang va don dit hang online gitip tdi vu ton
kho, dap mg nhanh nhu cu khach hang. Pay 1a mét loi thé so v6i doanh nghiép
chi ban online hoac chi ban offline.

Nguén luc nhan sy & hd tro khach hang: PMX td chuc hé théng tu van, cham soc
khach hang, hd trg k¥ thuat, bao hanh/lap dit dam bao dich vu dong bo giira kénh
online va offline.

Tap trung khach hang & trai nghiém mua sam thuan tién: Ban 1anh dao PMX hiéu
rang dé thanh cong trong ban 1¢ hang dién may nhét 1a ban 1¢ dién tir can dam bao
trai nghiém khach hang lién mach: tir truy cap website, dat hang, giao hang, lép dat,
hau mai. Do d6, ho hudng t6i chét lugng dich vu tot nhét

D6i méi & thich tmg v6i xu hudng thi truong: Viée duy tri mo hinh omni-channel,
két hop offline va offline, 1a minh chimg cho tu duy thich tmg véi su dich chuyén

clia ngudi tiéu dung sang mua hang truc tuyén thudng xuyén hon.



Diéu phdi va quan 1y hiéu suat chudi cira hang: Viéc dong bét hodc tai cau tric cira
hang — cit b6t ctra hang kém hiéu qua, tap trung vao cira hang hién hitu 1a quyét
dinh mang tinh 1anh dao nham t4i wu hoa chi phi/hiéu qua.

banh gia: V& mit té chire, PMX da xay dung moét mé hinh van hanh phtrc hop
nhung hiéu qua, tich hop mua sdm online va offline, logistics, kho bai, dich vu sau

ban hang dam bao kha nang phuc vu khach hang linh hoat va quy mo 16n.

2.3. Lanh dao

Tuyén dung — mo rgng nguon luc nhan sy

Dién May Xanh duy tri viéc tuyén dung lién tuc cho nhiéu vi tri: tu vAn ban hang,
thu ngan, kho, giao hang/lap dat, k¥ thuat,... phu hop véi yéu cau mé rong mang
ludi cira hang va phat trién kénh online & offline. (Tudi Tré Online, 2024)

R4t nhiéu vi tri khéng yéu cau kinh nghiém hodc bing cdp cao chi can tbt nghiép
phé thong, yéu cau chinh 1a thai do phuc vu, nhiét tinh, trdch nhi¢m va kha nang
giao tiép phu hop v6i ddc thu ban 1¢, giao hang, tu van khach hang.

Nho chinh sach tuyén dung rong va linh hoat, tai mot thoi diém (gitra 2019), téng
s6 nhédn vién cua hé théng (bao gdm ca PMX va chudi chi em) di vuot khoang
53.000 nguoi trén toan quéc — cho thdy quy mé ngudn nhan luc 16n, du dé phuc

vu mang ludi cira hang gan 2.000 diém ban. (Bao Dan Tri, 2019)

Dao tao, phit trién & thang tién néi bp

Pién M4y Xanh yéu cau tmg vién c6 nhitng pham chat nhu trung thyc, trach nhiém,
k¥ nang sir dung tin hoc van phong, kha ning xir Iy tinh hudng, k¥ nang st dung
thiét bi — ddc biét voi vi tri k§ thuat/lap dat. (Edunet, 2019)

Pac biét, hé théng thang tién nodi bd cua cong ty duoc thiét ké nham phat trién nhan
vién tiém nang thanh quan 1y: theo bao céo, chi sau mot nim ap dung hé théng
“thang tién ty dong” tai tap doan me -Thé Gidi Di Pong (MWG) di c6 1.381 nhan
su duge bd nhiém 1am quan 1y tai cac ctra hang PMX / Bach Hoa Xanh.

Diéu nay cho thdy lanh dao cia PMX khong chi tuyén ngudi ma con dau tu phat
trién nguén luc ndi bd st dung dir li¢u hi¢u suét dé danh gia, thang chirc nham dam
bao chét luong quan ly, 6n dinh nhén sy, va giam phu thude vao tuyén dung bén
ngoai.

Qua d6, viéc phat trién va thing tién tir ndi b gitip PMX duy tri ddo tao chuén
chuyén mén, dong nhat van hoa doanh nghiép va 6n dinh k¥ ning doi ngii khi mo
rong quy mo, dac biét can thiét khi két hop cd kénh offline va online.

Ddi ng¢ & phuc lgi giii chan nhdn vién

PMX cung cap muc luong va dii ngd kha hap dan: nhiéu vi tri lao dong pho thong
¢6 muc luong tir 7-10 triéu déng/thang, vi tri nhan vién ban hang thu nhap 1én toi
20 triéu dong/ thang. (Website Thé Gidi Di Dong)



Ngoai lvong co ban, cong ty ¢ chinh sach thuéng theo doanh sd, thuong dip 18/Tét
(c6 thé 1én t6i 3 thang luong), co co hoi thing tién nhanh chong - diéu nay 13 yéu to
thu hut nhan luc, dac biét 1a lao dong tré, nang dong. (Website Thé Giéi Di bong)
Nhaén vién con duoc hudng cac phic loi khac: mua san pham véi gia wu dii, du lich
— nghi mat hing nam theo chinh sach cong ty, ché do bao hiém, nghi phép, phac loi
1am thém gid néu c6. (Lao Pong Pong Nai, 2024)

MBoi treong 1am viée duoc mo ta 1a ning dong, coi ma, lanh dao sin sang ling nghe
¥ kién nhan vién gop phan hinh thanh vin ho4 doanh nghiép than thién, tao dong
luc 1am viéc va gilt chan lao dong.

Nho hé thong di ngod tong hop khong chi lwong ma ca thuéng, phiic loi, thang tién
PMX c6 thé thu hut, gilr chan ) luong 16n nhan vién, giam ti 1¢ bd viéc, on dinh
luc luong lao dong can thiét cho hoat dong ban 1¢ phirc hop.

2.4. Kiém soat

Po luong két qua kinh doanh & diéu chinh quy mé: Viée dong cira nhidu cira hang
nhung van dam bao doanh thu ting cho thay PMX biét kiém soat hiéu qua kinh
doanh: cét giam chi phi kém hiéu qua, duy tri nhitng ctra hang c6 hiéu suét cao.
Theo dbi va t6i wu kénh online (luot truy cap website, chuyén doi BLDT, kiém soat
va thuc hién don hang): Nhu da biét, website dienmayxanh.com nam trong sb cc
trang TMDT ¢6 luu luong truy cap 16n tai Viét Nam. Diéu nay cho phép PMX theo
ddi cac chi sb then chét: luot truy cap, ti 1& chuyén d6i, doanh sd tir ban 1é dién tur
tir d6 diéu chinh chinh sach marketing, ton kho, logistics.

Kiém soét dich vu hau mai, giao hang, lap dit: Nho to chire tdt logistics va dich vu
khach hang, PMX dam bao quy trinh sau ban hang, tir giao hang, lap dat, bao hanh
giup duy tri uy tin thuong hi¢u.

Quan 1y danh muc san pham & chudi cung tmg: Véi pham vi san pham rong, PMX
can kiém soat ton kho, hang ton, phan bo hang hoa online & offline phu hop. Mo
hinh omni-channel cho phép can ddi tdn kho, tranh du thira hodc thiéu hut.

Panh gia: Hé thong kiém soat cia DPMX tuong dbi tot. Nho c6 ca online va offline,
cung véi h¢ théng van hanh ho c6 thé phéan ung linh hoat v&i bién dong doanh sb,

nhu cau thj truong, tdi wu chi phi va dich vu.

I1I. Danh gi4 tong hop & bai hoc kinh nghiém

Diém manh

M5 hinh omni-channel phti hop véi xu huéng thay d6i hanh vi tiéu ding dép tng
duoc ca khach hang muén trai nghiém tryc tuyén 1an tryc tiép.

Quan tri hiéu qua chudi cira hang va kénh online: PMX biét quyét dinh dong cura
cac diém ban kém hiéu qua, tip trung vao cira hang “cdt 16i”, dong thoi phat trién
kénh online dé bu dip doanh thu.



Logistics, dich vu hau mai & trai nghiém khach hang t6t giup giam rao can khi mua
online, dic biét voi hang dién may cong kénh can giao hang, lap dat.

Kha ning thay doi, thich img nhanh véi thi trudng & nhu cau khach hang tir viée
mo rong mang ludi, da dang kénh, cho t6i hop tac véi nha cung cép, diéu chinh quy

A

mo.

Han ché / Thach thire & rii ro

Chi phi logistics va lap dat cao do hang dién may cé nhiéu kich thuéc va yéu cau
lép dat theo tirng nhu cau chuyén biét, van chuyén & lép dat tai nha ton chi phi; néu
kénh online phat trién manh, ap luc logistics sé tang.

Canh tranh tir c4 hé thong ban 1¢ truyén thong & cac nén tang TMDT: PMX khong
chi canh tranh véi cac chudi khac ma con vdi cac san thuong mai dién tir, nha ban
1¢ dién tir thuan tay.

Yéu ciu cao vé quan 1y ton kho & ddng bd kénh offline & online: sai st trong
dong bo co thé dan t6i thiéu hang, tré giao, anh hudng uy tin.

Rui ro khi cit giam ctra hang: néu dinh vi thi truong khong 1, hodc dong cia &

nhing khu vuc van ¢6 nhu cau offline, c6 thé mat khach trung thanh kho 14y lai.

IV. Bai hoc kinh nghiém & khuyén nghi cho doanh nghiép

Duya trén phan tich trudng hop Pién May Xanh, mot s6 bai hoc va khuyén nghi cho DNTM
chuyén kinh doanh HDM va ban 1¢ dién tir HDM tai Ha Noi bao gom:

Ap dung mé hinh omni-channel mdt cach linh hoat: két hop ban online va offline
gitip m& rong do phu, vira phuc vu khach hang hién dai, vira giit khach hang truyén
théng.

Ti wu héa quy mo cira hang phan biét rd “ctra hang cdt 161 vs ctra hang phu trg”:
khoéng nén chay theo mé rong tran lan; can danh gia hiéu suét, dong ctra diém kém
hiéu qua dé t6i uu chi phi.

Pau tu vao logistics & dich vu sau ban hang: yéu t6 quyét dinh voi san pham dién
may cé)ng kénh: giao hang nhanh, dung hen; lép dat; bao hanh; tu van hd tro tao loi
thé canh tranh.

Quan 1y t6n kho & chudi cung tmg hiéu qua dong bd gitra online & offline: tranh
ton kho don, thiéu hang, hodc sai léch thong tin giira kénh.

Chu trong trai nghi¢m khach hang & thuong hi¢u cho ca hai kénh online va offline:
t6i ru website bang cong nghé va theo ddi hanh vi khach hang tryc tuyén, giao dién
1d rang, thong tin san pham day du; dich vu khach hang nhat quan; tao long tin voi

nguoi tiéu dung.



e Co chién luoc linh hoat, sin sang diéu chinh khi thi truong bién dong: nhu PMX da
1am khi gidm ctra hang nhung van ting doanh thu.
V. Két luan
Qua phan tich theo bdn chirc ning quan tri, Pién May Xanh hién 13 mot DN ban 1¢
HPM va thiét bi dién tr dién hinh thanh cong trong viéc quan tri ban 1é dién tir tai Viét
Nam va dai dién tiéu biéu cho nhém DNTM c6 quy mo 1én: Cé tdm nhin chién luoc rd
rang (omni-channel); Van hanh t6 chirc tét, logistics & dich vu hoan thién; Lanh dao c6
chinh sach diéu chinh linh hoat, phu hop thi truong; Kiém soat hiéu qua, biét can ddi gitra

mo rong va toi wu hoa chi phi.



PHU LUC 6B
NGHIEN CUU DIEN HINH
Phén tich thwe trang quan tri ban 1€ dién tir tai
Cong ty TNHH Péu tu & Phat trién Thwong mai Biao Minh
I. Giéi thiéu ngin vé Bao Minh

Cong ty TNHH Pau tu & Phat trién Thuong mai Bao Minh 1a mét DNTM chuyén
kinh doanh mot s6 danh muc SP hang dién may cu thé nhu diéu hoa, may giit, tivi thong
qua hinh thtrc ban 1é dién tir tai website www.banhangtaikho.com.vn. Khong giéng nhu
cac DNTM ban 1é da kénh hodc ban hang tai cira hang truyén thong, Bao Minh khong s&
hitu hé thdng cira hang ban 1¢ offline, ma hoat dong theo mé hinh ban hang truc tuyén chu
dao két hop kho phan phdi 1a dja diém xem hang va giao nhan hang cho khach hang.

Chién luge kinh doanh ciia DN tap trung vao mot s6 mit hang dién may chu luc
thay vi da dang hoa danh muc nhu cic nha ban 1¢ 16n trén thi truong. Cach tiép can nay
gitip DN tdi wu ngudn luc, ton kho, logistics va tip trung canh tranh bang gia, chat luong
va tinh tién loi. Website www.banhangtaikho.com.vn dong vai tro 1 nén tang kinh doanh
trung tim, cung cap thong tin san pham, xir Iy don hang, twong tac khach hang, tu vén truc
tuyén va ho trg hau mai.

Khach hang mua hang theo ba hinh thirc don gian:

(1) Bat mua online - giao hang tdn noi va lap dat cho khach hang; hoic

(2) Xem san phém va nhan hang tryc tiép tai kho & Ha Noi; hoac

(3) Xem san pham tai kho & Ha Noi xong thi cong ty giao hang va lip dit.

Mo hinh van hanh tryc tuyén, khong mé cira hang truyén thng, gitp doanh nghiép giam
chi phi van hanh ¢d dinh, dé)ng thoi linh hoat mo rong quy mo ban hang.

I1. Phan tich thuc trang quan trj ban 1é dién tir cia Bao Minh

2.1. Hoach dinh

e Bdo Minh xay dung chién luoc kinh doanh dua trén mé hinh ban 1& dién tir thuan
tay (pure e-retail), tap trung tdi da vao website nhu kénh ban hang duy nhét va hd
trg boi MXH Facebook (Fanpage ciia doanh nghiép). Diéu nay thé hién dinh huéng
khong mo rong mang ludi ban 1é truyén théng, ma tan dung xu hudng tiéu ding
tryc tuyén dang gia ting.

e DN 4ap dung chién luoc chuyén mén héa danh muyc san pham, tip trung vio cic
nhom hang cé nhu ciu cao nhu tivi, td lanh, may giat, diéu hoa, v6i mirc gia canh
tranh so véi thi truong. Viée tap trung hoa danh muc cho phép toi wu nhap hang, du
bao nhu cau, quan 1y dong tién va giam rui ro hang ton.

e Trong hoach dinh dich vy, doanh nghi¢p uvu tién giao hang nhanh, xem hang tai
kho, hd trg van chuyén va lap dat voi cac mat hang cong kénh, nham giam rao can

mua sam online va nang cao trai nghiém khach hang.



Panh gia: Hoach dinh cta Bao Minh thién vé t6i wu chi phi — t6i da héa hiéu qua
ban 1€ truc myén, khéc véi chién luge mo rong do phu thi trudng cua cac chudi ban

1¢ 16m.

2.2. T6 chirc (Organizing)

Co cAu van hanh ctia doanh nghiép xoay quanh kho hang trung tdm, noi thuc hién
nhap hang, kiém tra, luu trit, xtr Iy don, giao hang va bao hanh. Khong c6 cac diém
ban 1¢ offline, doanh nghiép giam dang ké chi phi mit bang, nhan su ban hang va
nhan su van hanh ctra hang.

Quy trinh ban hang dugc thiét ké theo ludng:

Khach dat hang qua website;

Nhan vién xac nhan — tu van thém néu can;

Chuén bj hang tai kho;

o Giao hang hodc khach dén xem — nhén hang truc tiép.

O O O

Viéc khong duy tri hé thong cira hang nhung van cung cdp trai nghiém “xem hang
trude khi mua” tai kho 1a mot phuong thirc to chtre linh hoat, phtt hop v&i nhom san
pham dién may v6n co gia tri cao va khach hang can kiém dinh truc tiép.

Hoat dong cham soc khéach hang, tu van ky thuat va hd tro bao hanh duoc to chic
thong qua di¢n thoai, website va mang xa hdi, thay vi tu van truc tiép tai ctra hang.
Panh gia: M6 hinh t6 chirc tinh gon, tiét kiém chi phi, pht hop v6i DNTM quy mb

vira va nho, nhung yéu cau quan tri dich vu tir xa va logistics hi¢u qua.

2.3. Lanh dao

Trong quan tri nhan sy, doanh nghiép tip trung vao tuyén dung nhin sy da nhiém
cho céc vi tri ban hang online, cham soc khach hang, quan 1y kho va ky thuat lip
dit. S6 lwong nhan sy cua toan cong ty ludén duy tri & mirc khoang 25-30 nhan su.
Do dac thu ban 1€ truc tuyén, nhén su can co ky nang giao tiép, tu van tir xa, st
dung cong nghé thong tin va xtr Iy don hang nhanh. Pao tao ndi bd duoc trién khai
nham chuan hoa k¥ ning tu van, quy trinh ban hang va xu 1y khiéu nai.

Pii ngd dugc thiét ké theo hudng gan hiéu qua 1am viéc v6i doanh sé ban hang,
nham tao dong luc thic diy ning sudt trong mdi trudng canh tranh va ap luc thoi
gian.

Panh gia: Lanh dao nhan sy cia DN hudng dén t6i wu hiéu suat va giam chi phi,
nhung ciing dt ra yéu cau cao vé niang lyc nhan vién trong méi truong thiéu tuong

tac tryc tiép.

2.4. Kiém soat

Doanh nghiép kiém soat hoat dong dua trén cac chi s6 ban 1é dién tir nhu: sb luong
don hang xur 1y, ty 1¢ chuyén doi don hang, téc do giao hang, ty 1& doi tra, mirc do

hai long khach hang.



e Hoat dong kiém soat ton kho mang tinh trung tdm, vi danh muc hang héa c6 gia tri
cao, t6n dién tich va chi phi luu kho. Do d6, doanh nghiép phai duy tri ton kho hop
1y, luan chuyén nhanh, tranh  dong von.

e Dich vu hdu mii, giao hang va lap dit duoc kiém soat thong qua quy trinh chuin
hoéa va phan hoi khach hang.

e Danh gia: Hé théng kiém soat nhan manh tinh chinh x4c, nhanh chéng, va giam
thiéu rui ro ton kho, pht hop v6i mé hinh ban 1é dién tir thuan tay.

II1. Panh gia tong hop & bai hoc kinh nghi¢m
Diém manh

e M5 hinh bén 1@ tryc tuyén thuan tiy gitp tiét kiém chi phi van hanh.

e Chuyén mén hoéa danh muc hang héa gitip kiém soat ton kho hidu qua.

e Co ché giao hang, xem hang tai kho hd trg trai nghiém khach hang hoic tiang uy tin
thém cho khach hang tai thi truong Ha Noi.

e MO hinh tinh gon, linh hoat, phu hop thi truong ngach.

Han ché

e Khong c6 ctra hang dan dén han ché vé nhan dién thuong hi¢u.

e Phu thudc vao logistics va nang luc tu vAn tir xa.

e Ruiro canh tranh gia cao tr san TMDT 16n.

e Kh6 mé rong nhanh thi phan néu khong dau tu cong nghé.

e Doanh thu thap, phy thudc vao yéu t6 mua vu

IV. Bai hgc va khuyén nghi cho doanh nghiép

e Ting cudng ning luc tu van tryc tuyén va ndi dung website.

e Daiu tu tdi vu hoa chudi cung tmg, hau can va quan 1y kho.

e Phat trién thuong hiéu dya trén gia tri chuyén mon hoéa.

e St dung dit lidu dé du doan nhu cau va gidm tdn kho.

V. Két luan

Theo tiép can bén chirc nang quan tri, Cong ty TNHH Dau tu & Phat trién Thuong
mai Bdo Minh da xay dung mdt mé hinh ban 1¢ dién tur thuan tuy v6i tinh chuyén mon hoa
cao, quan tri tinh gon, t6i wu chi phi va nhén manh hiéu qué van hanh. M6 hinh nay thé
hién ddc trung cua DNTM quy md vira va nhd, hoat dong trong thi truong ngach, lya chon
canh tranh béng gi4, dich vu va tinh tién lgi thay vi d6 phu va da dang hoa san phém nhu

cac chuoi ban 1¢ 16n.



PHU LUC 7:

Thuc trang hoach dinh kénh BLDT qua MXH

Tiéu chi

DN quy mé l6m

DN quy mé vira va nhé

Muac dd hién
dién trén MXH

Pa dang vé& s lugng cac kénh MXH hon.
Puoc dau tu sau hon vao ndi dung, chit lugng
noi dung, kha ning tuong tac voi KH, c6 sb
luot theo doi kénh 16n hon, ¢6 nit “tich xanh™

uy tin hon.

- Facebook: Chia s¢ thong tin SP, chuong
trinh khuyén mai, twong tic véi KH, chia sé
cac dudng link website, két hop v6i website
dé hd trg KH mua hang tryc tuyén.

- Tap trung chi yéu trén
Facebook va Zalo.

- TikTok: Tao ndi dung video sang tao, thu hut
KH tré tudi. Mot s6 DN méi tham gia va dau
tu vao MXH nay.

- Han ché do thi€u nhan su
chuyén mon va chién lugc

bai ban.

- Zalo: Cham soc KH, tu van KH, guri thong
bao khuyén mai tryc tiép, xur Iy cac van dé

trong va sau ban.

Hi¢u qua ban
hang

Hoach dinh 14 kénh quan trong dé gitip twong
tac voi KH, tang doanh thu cho hoat dong
BLDT ctia DN, doanh thu dén tir cdc kénh
nhu Facebook chiém ty trong cao trong cac
kénh BLDT cua DN. Facebook Fanpage,
quang cdo trén Facebook, tao ndi dung tuong
tac va qua ting trén Facebook; to chirc cac
chuong trinh phat song truc tiép (livestream)
tang tuong tac, thuc day doanh s thuong
xuyén lién tuc.

- Tan dung Facebook
(Fanpage, hoi nhom, bai
niém yét, quang cdo tra
phi) va livestream nhung
hi¢u qua han ché hon.

- TikTok Shop: Kénh méi tiém ning, tiép can KH tré tudi, muyc tiéu ting

luot theo ddi, tang luot xem va xay dung thuong hi¢u.




- Zalo: HJ trg ban hang thong qua tin nhén hang loat, thong bao don hang,

va tu van truc tiép.

Noi dung tiép
thi

- Pau trr chuyén nghiép, két hop hinh anh,

video, va bai viét sang tao.

- Noi dung don gian, it

sang tao.

- Trién khai chién dich dong loat trén nhiéu
nén tang.

- Chu yéu ding bai viét
quang céo truc tiép hodc

livestream béan hang.

- Vi du: Video hai hudc, cau chuyén KH,
hudng dan sir dung SP...

Tuong tac véi
KH

- D41 ngli quan ly MXH chuyén nghiép, co
nhan sy phu trach va cé sy phan cong 10 rang
trong cong viéc, phan hdi nhanh theo quy dinh
cla cong ty, tu vin chdt don nhiét tinh va
dung quy trinh, hd trg KH khi c6 lién hé, xur Iy

- Kho duy tri twong tac
lién tyc, anh huéng dén
TNKH do han ché vé
ngudén nhan luc va kinh

Pau tu cong cu
ho tro

1 \ phi.
khi€u nai hi¢u qua.
- Str dung cong cu phan tich dir liéu (Facebook
Insights, TikTok Analytics), mua cac ban bao | - Tuong ty nhung hi€u qua

c4o thi truong, duoc sy hd trg manh mé tir cac
nén tang MXH cho DN & theo ddi hiéu qua
chién dich quang cdo va chién dich ban hang,
truyén thong, twong tac trén MXH.

kém hon va chu yéu dua
vao cong cu mieén phi va

quan ly thu cong.

- Trién khai phan mém tra 10i ty dong (chatbot
hodc A.I) ty dong hoa tra 11 KH.

- Trién khai phan mém tra
101 ty dong (chatbot hodc
Al tg dong hoa tra 1oi
KH.

Nguoén: Nghién ciru website & MXH ciia DN & Tdc gid tong hop




PHU LUC 8:
Uu diém va nhuogc diém ciia viée sir dung img dung di dong trong hoach dinh chién lroc
kénh phan phéi dién tir clia quén tri ban 1é dién tir

Uu diém Nhuoc diém

- Chi phi phat trién va duy tri cao: Dic biét dbi véi
DN wvira va nhd.

- Tiép can KH nhanh chong: Thong qua | - Chua c6 luong KH du 16n mua sam va thuc hién
thong béao déy va cap nhat lién tuc. giao dich qua Umg dung

- Kénh website va kénh MXH hién tai c6 thé thay
thé va dap tmg dugc nhu ciu mua HDM ctia KH.

- Tang cudng tuong tac va trung thanh .
, - Yéu cau cap nhat va bao tri thuong xuyén: Pam
cua KH: Cung cap chuong trinh KH than
, bao ung dung hoat dong muot ma va an toan.
thiét, vu dai dac biét.

- Thu thap dit liéu KH: Hiéu r& hanh vi _ o
oL, i - Canh tranh v6i cac ung dung khac: Doi hoi chat
va nhu cau dé t61 vu hoa chién luogc kinh

luong va tinh ning vuot trdi dé thu hat ngudi ding.
doanh.

Nguon: Tdc gid tong hop




, ) PHU LUC9
Két qua khao sat chién luwge dinh gia ban tai cira hang va ban 1é dién tir hang dién may
tai cic DNTM chuyén kinh doanh hang dién may trén dia ban Ha N§i

Chién lugc dinh gia ban tai cira hang
. Nim 2021 | Nam 2022 | Niam 2023

va ban 1¢ dién tir hang dién may
Co 30% 30% 40%

Khong 70% 70% 60%

Nguon: Keét qua xir Iy dit liu khdo sit DN



PHU LUC 10:

Bang so sanh chién lugc dinh gia giita nhém DNTM quy mé 16m

va nhém DNTM quy mé vira va nho trong BLDT hang di¢én may

Tiéu chi DN 16n (Dién M4y Xanh, Nguyén DN vira va nhé (Cira HDM doc
Kim, MediaMart,...) 1ap, ban 1é tryc tuyén)
Murc @6 hoach Hoach dinh bai ban, dya trén phan tich Thuong khong c6 chién luoc bai
dinh chién luge | thi truong va dinh vi thuong hi¢u. ban, tap trung chu yéu vao canh
gia tranh gia.
Tam quan trong | Puoc coi 1 yéu t quan trong dé duy tri | Quan trong dé thu hat KH nhay
cta chién luoc | vi thé thuong hiéu va thi phan. cam vé gia va tang canh tranh.
gia
Murc dinh gia Thuong cao hon 5-10% so v6i thi trudng | Thap hon thi trudng dé thu hut KH
chung do dau tu vao thuong hiéu, dich vu hau | va tao loi thé canh tranh. Nho vao
mai, va co s& vat chat tot hon, chi phi van | cat giam rat nhiéu chi phi van hanh
hanh cao hon. | (nhu mét bang, nhén sy, chi phi
Vi du: Cung khao sat trén website ban | kho hang, chi phi von vay...) nén
hang cua Pién May Xanh vé mot mi SP | ¢6 gia ré hon va theo dudi chién
1a chiéc i lanh c6 ma hang cu thé (cing | Iugc gia ré dé tao loi thé canh
cac thong s6 k¥ thudt, cing mot ma hang, | tranh t6t hon.
cing doi san xudt, cing don vi san
xuét...) tai Pién may Xanh bén gia 12,99
tri¢u trong khi d6 nhiig website TMDT
khac ctia cac DN vira va nhd hon c6 thé
ban ma SP nay voi gia giao dong tir 12
triéu dén 12,5 triéu dong.
Dinh gia theo chi | Cong thém ty 1€ 191 nhuén ky vong, Thuong xuyén ap dung dé dam
phi thuong 4p dung cho cac SP cao cAp. Bao | bao bu chi phi va duy tri loi nhun
gdm ca cac chi phi vé von, ky vong ctia | tdi thiéu.
nha dau tu.
Dinh gia khuyén | Trién khai cdc chuong trinh khuyén mai | Pinh gia khuyén mai nhé hon, tap
mai thuong xuyén, lién tuc, hang ngdy, giam | trung vao cac SP phé bién dé ting

gia thing vao gia ban trén website va
nhiéu kénh ban hang khac dé tao ra su
hép dan voi KH, dic biét vao cac dip
quan trong (Tét, Black Friday, sinh nhat
cong ty...) thi c6 nhiéu chuong trinh hon

kha nang ban nhanh.




va khuyén mai sau hon, dé ting doanh s6
va gilt chan KH. Tén goi cac chuong
trinh thuong duoc dit rat hay va danh
vao tam ly KH “tuan 18 vang, ban hang

khong loi nhuan...”, “xa kho nghi 1&...”.

Dinh gia theo Ap dung manh mg&, vi du: 9.990.000 Co 4p dung, nhung it da dang va

tam ly VND thay vi 10.000.000 VND dé kich | khong dau tur nhiéu vao chién luoc
thich quyét dinh mua hang. tam 1y gid.

Dinh gia theo bat gia khac nhau cho cac dong SP dua | Tap trung vao phan khuc binh dan

phan khtic trén phan khuc KH (cao cép, trung cép, va trung cép, it da dang hoa gia
binh dan). theo phan khuc.

Dinh gia theo SP | Pinh gia theo gia tri cdm nhan, dac biét Gia thuong dya vao SP phé) thong
dbi véi cac SP cao cép hoac doc quyén, va canh tranh truc tiép v6i ddi thu.
chay cac chuong trinh khuyén mai riéng
cho timg nhan hang theo yéu ciu cua
nhan hang.

Uu diém ctia - Duy tri hinh anh thuong hiéu manh mé | - Thu hiit KH nhay cam vé gia.

chién luoc gia va dinh vi phan khtc cao hon, dich vu
hau mai tot hon.
- Tang long trung thanh cua KH thong - Tang kha nang canh tranh trén
qua dich vu t6t va chinh sach hau mai. cac san TMDT va kénh MXH.
- Chuong trinh da dang, danh tring tam
1y KH, van dem lai hiéu qua BLDT t6t
hon cho cac KH phan khtic trung va cao.

Nhuoc diém cua | - Gia cao c6 thé khong hap dan d6i véi | - Loi nhuan bién thép.

chién lugc gia

KH nhay cam ve gia.

- Bi canh tranh v6i cac doi thu c6 gia ré

hon.

- Phu thudc nhiéu vao chién luge
gia thap, kho xay dung thuong
hiéu lau dai.

Nguon: Nghién ciru website & Tdc gid tong hop




PHU LUC 11
Két qua khio sat vé muc tiéu cac kénh ban 1é dién tir hang dién may tai cac DNTM
trén dia ban Ha Noi

Muc tiéu cac kénh BLDT hang Nam 2021 Néam 2022 Néam 2023
dién may
Co 33% 50% 80%
Khong 66% 50% 20%

Nguon: Két qua xit Iy di liéu khdo sit DN




PHU LUC 12
Thue trang hoach dinh muc tiéu ctia doanh nghi¢p thwong mai chuyén kinh doanh hang

dién may quy mé lén va quy mé vira va nhé

Tiéu chi

DN lémn

DN wvira va nho

Quy m6 muc ti€u

Rong va dai han, bao quat ca

Hep hon, tap trung vao SP cu thé va KH

thi truong va phan khac KH. | muyc ti€u nho 1é.
Phuong phéap Bai ban, st dung dit liéu lon | Pon gian, dya trén kinh nghiém va quan
hoach dinh va moO hinh SMART. sat thi truong.

Hé théng CRM, ERP dit liéu o o o

A x . N ) Thu cong hodc sur dung cac cong cu
Cong cu ho trg 16n, phan mém hoach dinh x )
= mien phi.

chién luoc.
Tinh linh hoat TEép, c:?m nhiéu thoi gian dé Cac‘), d& thay déi theo bién dong thi

diéu chinh. truong.
Kha nang dat muc | Cao nho ngué)n lyc manh va | Trung binh, phu thudc vao sy bién dong
tiéu chién luoc o rang. cta thi trudong va canh tranh.

Nguon: Téc gid tong hop




PHU LUC 13

Thuec trang vé phit trién ndi dung cho cac nén tiang ban 1¢ dién tir tai cac doanh nghiép

thuong mai chuyén doanh hang di¢én may trén dia ban Ha Noi

Tiéu chi

Nhom DN lon

Nhom DN vira va nho

Muc tiéu chinh

- Tang nhan dién thuong hiéu.

- Xay dung ndi dung chét luong
cao.

- Tang tuong tac voi KH.

- Cap nhat thong tin lién tuc vé cac
chuong trinh ban hang.

- Tang doanh s6 ban hang.

- Tang doanh s truc tiép.
- Tép trung vao ndi dung ban hang.

Loai ni dung

- Video ngan, video danh gia SP,
video gidi thiéu vé SP

- Bai viét vé SP bao gom hinh anh,
video, thong tin k¥ thuat, huéng dan
cach sir dung... thuong dugc dua
trén cac thong tin ma nha cung cép,
nha san xuét guri thong tin ki thuat,
hinh anh dep, video quang cao
dep... vaco thé tu san xudt cac
media méi dé bd tro.

- N6i dung khuyén mai, giam gia.

- It co cac bai viét chuyén sau, cac
bai viét toi wu cho cong cy tim kiém
(seo web) con nghéo nan vé nodi

dung.

- Bai viét chuyén sau, hitu ich.

- N6i dung dénh gia SP.

- Livestream ban hang

- Cac chuong trinh khuyén mai

- Quang cdo tryc tuyén trén nhiéu
kénh truyén théng Facebook,
Google, Youtube, Tiktok, bao chi...

- Chay quang céo truc tuyén trén mot
s6 kénh nhu Facebook, Google
nhung véi noi dung san ¢ hodc it co
su dau tu va sang tao.

Pau tu vao ndi

dung

- Cao, v61 doi ngti chuyén nghiép va
ngan sach 16n, da dang loai ndi
dung, da dang kénh phan phdi noi
dung, chit luong cao hon va sang
tao hon.

- Thap, thudong ty lam hodc thué
ngoai véi chi phi thap, tan dung sin
cac ndi dung ma nha cung cip, nha
san xuét dua cho, hodc sao chép cua
cac website khic vé website ciia
minh.




- Website va ting dung di dong (mdt
s0 it DN c6 tmg dung di dong)

- MXH: Facebook, Zalo, TikTok.

Kénh truyén -  MXH: Facebook, TikTok, .
R , - San TMDBT: Shopee, Lazada.

thong chinh YouTube, Zalo
- San TMDT: Shopee Mall, Lazada
Mall.
- Duy tri chat lugng ndi dung dong
nhét trén nhiéu nén tang. Lién tuc | - Han ché vé ngan sach va k¥ ning
d6i méi va sang tao. san xudt ndi dung.

) ) - Thu hit duoc nhiéu lugt xem va | - Luot xem va luong tuong tac truc
Théch thuc

luot twong tac hon.
- Canh tranh manh tr cac san
TMDT I6n.

tuyén rat han ché.
- Khong sang tao, bi y tuong.
- Kho xay dung long tin lau dai.

Nguon: Nghién ciru website, MXH ciia DN & Téc gid tong hop




PHU LUC 14:

Tan suét cip nhat thong tin trén cac kénh ban 1é dién tir tai cac doanh nghiép thuwong mai

chuyén kinh doanh hang dién may trén dia ban Ha Noi

Tiéu chi Nhom DN 16n Nhom DN vira va nho
\ R . Hang tudn hoic hang ngay,
Tan suat cap nhat| . . o . ) ol . Lo
Hang ngay hodc hang gio. khong déu dan, thuong chi khi ¢o

trén website

su kién 16n.

Tan sudt cdp nhat
trén fanpage/MXH

Trung binh 2-3 bai dang/ngay.

3-5 bai dang/tuan.

Tan suét cap nhat

Cap nhat lién tuc (hang ngay) vé

Khong thuong xuyén, chu yéu

trén san TMDT gia c4, chuong trinh khuyén mai. | khi ¢ thay doi vé SP hoic gia.
- Duy tri thong tin méi nht. - Tép trung vao SP ban chay.
Muc tiéu chinh - Tang nhan di¢én thuong hi¢u. - Giir thong tin co ban chinh xac.
- Tbi wu héa SEO cho website va . .
. - Cap nhat thong tin cho website
cac MXH
Hé théng CMS, chatbot, AL, va | x L o
) x ] v D Cong cu mieén phi hodc quan ly
Cong cu ho trg cac phan mém quan ly ndi dung | =
A a thu cong.
hi¢n dai.
f et A - Thiéu nhan lyc, cong cu va
- Qua tai thong tin. L,
ngan sach.
Kho khan

- Khé dam bao dong nhit noi
dung trén nhiéu kénh.

- Chét luong thong tin khong 6n
dinh.

Nguon: Nghién ciru website ciia DN & Tdc gid tong hop




PHU LUC 15:

Hoach dinh thi trwong muc tiéu trong ban 1€ dién tir tai cic doanh nghiép thwong mai

chuyén kinh doanh hang dién may

Tiéu chi DN lém DN vira va nhé
- KH trung cép va cao cap. - KH pho thong, nhay cam vé gia.
- Hoach dinh dua trén bao cao thi -NTD tré tudi va cac h¢ gia dinh & cac
Tap KH muc truong va cac thong tin nhan khéu khu vuc nong thon, ngoai thanh trong
tiéu hoc, hanh vi, s& thich. .. khu vue mién Béc hodc ban kinh cach
- HO gia dinh tai d6 thi 1on trén toan | trung tdm Ha Noi 100km.
quéc.
Thi truomg - Thémhv phé 16n va khu vuc qé thi - Khu vuc ngoai 6, nong thon,
mu.c G phat trién, thi trrdng toan quoc - KH trén san TMDT, mua hang truc
' - Nong thon dang d6 thi hoa. tuyén trén MXH.
Chién lugc tiép | - Tiép thi da kénh (truyén théng va . . .
R B - Tan dung san TMDT va MXH.
can truc tuyen).
Dir liu 16n, CRM, hé théng ERP, Cong cu mién phi nhu Google Sheets,
. < A1, Chatbot... hién dai két hop v6i | Google Form, phan mém ban hang,
Congcyhotrg | = L x , A A v , A A
cac cong cu truc tuyén mién phi phan mém quan ly kho, cac phan mém
khac. nho 1é, roi rac.
- Quy md 16n, tiép can da phan khiic | - Linh hoat, d& thich nghi véi thay dbi
Uu diém KH. cta thi trudng.
- Chinh sach hau mai t6t. - Gié c4 canh tranh.
- Chi phi van hanh cao. - Quy mo hep.
Han ché - Kho thay d6i chién lwoc nhanh - Khé xay dyng uy tin va thuong hi¢u

chong.

lau dai.

Nguén: Nghién ciru website & bdo cdo ngi bé ciia DN




PHU LUC 16:
Thue trang cic chuong trinh khuyén mai ciia cic doanh nghi¢p thuong mai chuyén kinh
doanh hang di¢én may trén dia ban Ha Noi

Tiéu chi DN Ién DN vira va nhé
. Téang nhan dién thuong hiéu, cai Tang doanh s nhanh chéng, thu hut KH
Muc tiéu chinh R L oax .y o ox .,
thién doanh s0, day hang ton. nhay cam vé gia.

vz Thuong xuyén trong cac dip 1e, mua | o p o
Tan suat 2 o . .. .. | Tap trung vao cac dip khuyen mai cua
. cao diém, sy kién 16n, ngay dac biét | . . .
chuong trinh san TMDT hodc sy ki¢én ngan han.
(111,2/2,11/11, 12/12...)

. o P Chuong trinh giam gia chdp nhoang,
Loai chuong Giam gia sau, tra gop 0%, khuyén G e
. J A L gidm gia trén san TMDT, vu dai van
trinh pho bién | mai kém qua ting. .. 2
chuyén.

. " .| Ctra hang vat ly, website, MXH, va .
Kénh trién khai | MXH, san TMDT.
san TMDT.

- Quy mo 16n, chién dich chuyén , . o )
S o - Linh hoat, d€ thich nghi véi xu huéng
nghiép, gidm gia sau, truyen thong

. thi truong.
Uu diém chuong trinh manh mé ' 8
- Trién khai dong bo trén nhiéu kénh o
B - Chi phi thap.
truc tuyen
Han ché - Chi phi cao, canh tranh lon. - Han ché ngan séch quang ba.
an ché - - - -
’ - Ap luc lgi nhuén bién thap. - Kha néng ti€p can KH thap hon.

Nguon: Nghién ciru website & MXH ciia DN & Tdc gid tong hop




PHU LUC 17:

Chuong trinh chim soéc khach hang va dich vu sau ban hang cia ciac doanh nghiép

chuyén kinh doanh hang dién may trén dia ban Ha Noi

Tiéu chi DN Ién DN vira va nhé
Nang cao TNKH, nang cao muc do hai | , . .
. , o . bam bao giao hang nhanh
. long cua KH va xay dung long trung ] B p 2
Muc ti€u chinh chong, tang doanh so6 tryc tiép.

thanh cua KH. Tang suc canh tranh va
tao su khac biét cho KH.

Chinh sach bao
hanh

Dai han, chuyén nghi¢p, thuong tir 12-36
thang, theo ti€u chuén cua nha san xuét,
tham chi con tot hon theo chuan cua nha
san xuat dé tao thém su khac biét cho
KH lya chon.

HO tro KH tt nhét c6 thé.

Chu yéu dua vao chinh sach cta
nha san xuat, han ché bao hanh

riéng.

Chinh sach dbi
tra

Linh hoat, thuong ap dung tir 7-30 ngay
tuy SP. Tham chi Dién May Xanh con co
chuong trinh cho KH dung thtr tivi sau
30 ngdy c¢6 quyén tra lai néu khong
mudén mua nita.

Thoi gian ngin (3-7 ngdy) va
diéu kién doi, tra khit khe hon.
R4t it DN cho tra lai trir khi bi 151
rat nghiém trong.

Chuong trinh KH
than thiét

Co thé tich diém, uu d3i dic biét cho KH
trung thanh.

Hiém c6 hodc khong trién khai.

Dich vu lip dat

Cung cip mién phi hodc co phi vu dii
vé6i cac SP 16n nhu diéu hoa, tivi, ti lanh,

may giat, may rua bat... voi toc do

C6 cung cap dich vu giao hang
mién phi hogc lip dit mién phi
nhung véi cac diéu kién khat khe

va bao tri nhanh. dich huvén nehido. ths i hon. Pac biét, cac DN vira va
anh, dich vu chuyén nghiép, thoi gian , . . .
L YER NEREP 8 nho thuong thué ngoai cac dich
xu ly rat nhanh. .
vu nay.
Chim s6c KH | Lién lac dé nhic nho bao tri va kiém tra | Hiém khi thyc hién, thuong chi
dinh ky SP. xir Iy khiéu nai.
2 x St dung CRM, chatbot, hotline chuyén | Dya vao cac nén tang MXH va
H¢ thong ho tro

nghiép.

cong cy mién phi.

Nguon: Nghién ciru website, MXH va tai liéu ndi bg ciia DN




PHU LUC 18
Két qua khao sat hoach dinh cac hoat dong ban 1é dién tir hang dién may tai cic
doanh nghiép thwong mai trén dia ban Ha Noi
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HC6 mKhong
Két qua khio sat hoach dinh cac hoat dong BLDT hang dién may tai cac DNTM trén
dia ban Ha Noi
Nguon: Két qua xir Iy div liu khdo sat DN



PHU LUC 19

So sanh thuc trang vé hoach dinh quan Iy kho bii va bio quéin hang héa ciia cac
DNTM chuyén kinh doanh HDM trén dia ban Ha Noi

Tiéu DNTM chuyén kinh doanh HDM DNTM chuyén kinh doanh HPM quy
chi quy mé lém mo vira va nho
Quy mo|- Kho bai rong 16n, ndm & vi tri chién luge |- Thué kho bai tir don vi logistics hoac st

va co SO
ha tang

gan cac do thi 16n va tuyén giao thong
huyét mach, ¢am bao thoi gian van chuyén
t6i wu. (Rushton, A., Croucher, P., &
Baker, P, 2022)

- Trang bi hé thong gia ké tién tién, thiét bi
nang ha hién dai nhu xe nang tu dong va
hé théng bang chuyén.

- Chi phi dau tu vao hé thng kho bai
chiém khoang 1-2% doanh thu. Tuy nhién,
nhiéu DN 16n ciing két hop thué kho bai va
tur chi mot phén, thay vi dau tu toan bo.
(Phan tich udc tinh Bao cao Tai chinh ctia
Di¢n May Xanh)

dung kho chung, dién tich nh6 phu hop
V61 quy mo kinh doanh.

- Phy thudc vao diéu kién kho thug, kho
kiém soat mdi truong luu trir nhu mong
muén

- Khé dau tu vao thiét bj bao quan chuyén
dung hodac thuc hién bao tri dinh ky.

Cong |- Ap dung hé théng quan 1y kho hang - Str dung phan mém quan 1y kho don
ngh¢  |thong minh (WMS), cong nghé mé vach, |gian hodc mién phi, mdt s6 4p dung SaaS
quéan Iy |RFID. WMS trén nén ting dam may; co thé sir
- Tang hiéu suét quan 1y kho va lam giam |dung phan mém quan 1y kho ctia bén thir
16i ton kho. ba hodc ph?ln mém ctia don vi cho thué
- Boi hoi ddi ngli nhan vién ¢6 chuyén kho dé quan 1y tiy thudc vao cach thué
mon cao va dao tao lién tuc. kho.
- Giam chi phi quan Iy kho va tang hi¢u
qua xur Iy don hang nhd SaaS WMS.
- Han ché v& trinh d6 nhan su, kho trién
khai hé thong phirc tap.
Bio |- Trang bi thiét bi kiém soat nhiét do, @6 |- Kho dap Gmg yéu cau tiéu chuan vé didu
quan  |am, dic biét cho SP dién lanh. kién Iuu trit (dac biét véi SP dién dién tir,
hang |- Bao dudng dinh ky thiét bi luu trit va van [lanh c6 gia tri cao).
hoa chuyén. - Phu thudc vao chét luong dich vu cua

bén cho thué kho.




Tiéu DNTM chuyén kinh doanh HDM DNTM chuyén kinh doanh HDM quy
chi quy mo lém mo vira va nhé
Chi phi |- Chi phi logistics udc tinh chiém khoang |- Chi phi logistics cao hon do phu thudc

logistics

3-5% doanh thu, chi yéu tir quan 1y kho
bai va van chuyén ndi bo. (Phén tich bao
cdo tai chinh cua DBién M4ay Xanh)

- PAu tu ban dAu cao cho hé théng kho bai,
nhung mang lai loi ich dai han qua vigc
giam chi phi van hanh va ting toc d6 luan
chuyén hang hoa (Christopher, M., 2016)

- T6i wu héa chi phi théng qua dam phan
hop dong dai han véi nha cung cap.

hoan toan vao dich vy thué ngoai, cd thé
chiém 5-10% doanh thu tity timg nhém
mat hang. (Bdo c4do ndi bd cua DN)

- Kh6 mo rdng quy mo kho bai khi nhu
cau kinh doanh tang, dan dén ting chi phi
dot bien.

- Thiéu kha niing dam phan hop dong uu
dai do quy mo nho.

Véan |- So hitu ddi xe riéng, ap dung phan mém |- Thué ngoai dich vu van chuyén hoic sir
chuyén |quan Iy giao nhan tién tién dé t6i wu 10 dung phuong tién ¢4 nhan cho don hang
va giao |trinh. (Bdo cdo ndi bd DN) gan va uu tién.
nhan |- Trién khai phin mém quéan Iy don hang |- Phdi hop véi bén thir ba dé giao hang va
da kénh va tich hop véi hé théng kho hang |lip dat SP cho KH.
thong minh. - Han ché trong viéc t6i wu hoa quy trinh
- Quan Iy chudi cung tmg hiéu qua tir nhép [van chuyén va giao nhan.
hang dén giao hang.
Thach |- Chi phi dau tr va duy tri hé thong - Phy thudc 16n vao chat lugng dich vu
thuc  [logistics cao. cua bén thir ba.

- Yéu cau doi ngii nhan vién chuyén mon
cao va dao tao lién tuc.

- Can dam bao dong bo va hiéu qua trén
quy mo lon.

- Kho kiém soét hoan toan quy trinh luu
trir va bdo quén.

- Han ché kha nang mo rong va phat trién
dai han.

Nguén: Rushton, A., Croucher, P., & Baker, P, 2022, Christopher, M., 2016, Bdo cdo
ngi bg ciia DN & Tdc gid tong hop




PHU LUC 20

Thuec trang hoach dinh ngén sach ban 1é dién tir ciia cac doanh nghiép thuwong mai chuyén

kinh doanh hang dién may trén dia ban Ha Noi

Tiéu chi DN lén DN vira va nhé
C6 ké hoach tai chinh rd rang, bai ban,
Hoach dinh | 4o xay dung theo timg quy/nam. Céc ft c6 ké hoach tai chinh chi tiét, chi
- i chi tiéu tai chinh dugc phan bo cho timg | yéu dua vao quyét dinh ngan han ctia
chinh A LAy A . 14 o MA T <.,
bd phén va cac hoat dong ban 1¢ truc nguoi sang 1ap hodc quén ly.
tuyén.
Co ké hoach dai han cho ban ¢ tryc K¢é hoach ban 1€ tryc tuyén chua rd
K¢é hoach ban 1¢ tuyen v6i chién luoc tiép can thi truong, | rang hodc chi la phan nho trong chién
tryc tuyén t6i wu hoa kénh ban hang, va phat trién luoc chung ma khéng c6 sy dau tu

TNKH.

bai ban.

So tién d6 vao

Pau tr manh mé vao céc nén tang
TMDT, quang céo online, cong nghé,

Dau tur it hon, cht yéu chi cho quang

bén,lé truc kho van, dich vu KH Chi phi marketing | c4o co ban va sur dung nén tang
tuyén va cong nghé chiém mot ty 1€ 16n trong | TMDT don gian.
ngan sach.
Chi phi audn Ngan sach 16n cho cac chién dich quang Ngan sach quang cao han che chu
o \I:é qUaNE 1 ca0 da keénh: Google Ads, Facebook yéu sir dung cac kénh dé tlep can nhu
. Ads, SEO, influencer marketing, email Facebook, Instagram, va Google Ads
marketing . oA s %
marketing, v.v. voi ngan sach thap.
L Dong tién dugc chuin bi ki ludng, phan Dong tién khong dugc chuan biky
Dong tién cho PO . A ludng cho ban 1€ truc tuyen quyét
N bo 10 rang cho cac hoat dong van hanh,
hoat dong truc : C A R Y A dinh chi tiéu thuong thay di theo tinh
X marketing va cong ngh¢. DN c6 thé du : X1 < P
tuyén N TN hinh thuc t€ hodc theo nhu cau ngan
tri ngan sach cho cac chién dich dai han. han
Co6 quy du phong cho cac sy b nhu thay it co du phong tai chinh, DN gap kho
Du phong tai ddi chién lwoc marketing, van dé vé hé khén khi phai doi mat véi céc tinh
chinh théng cong nghé, hay céc rii ro ngoai ké | hudng khan cap hoic thay doi dot
hoach. ngot.
A Pau tu vao cong nghé manh mé: hé Ngf”} sich Ch(,) COPg ngh ¢ l}an (3he,
Ngan sach cho théne TMDT. anp ban hine. cone nehé chi sir dung cac nén tang ban hang
cong nghé & > apP & CONE NENE | ign phi hodc chi phi thap, it dau tu

phan tich di liéu 16n, t5i vu héa TNKH.

vao hé théng cong nghé méi.

Do ludng hiéu
qua chién dich
(KPIs)

Str dung KPIs chi tiét va thuong xuyén
theo doi phu ty 1¢ BLDT thanh cong,
ROI chién dich marketing, luu lugng

ft str dung KPIs o rang dé do luong
hiéu qua. Céc chi so chi dugc danh
gia qua doanh thu hodc chi phi




website, ty 1€ KH quay lai, v.v. Cac dit marketing ma khong c6 sy phan tich
liéu dugc phan tich thuong xuyén. sau ve két qua.

Theo ddi cac chi sd tai chinh chi tiét: loi
nhuan trén moi don hang (AOV), chi phi
Chi s6 tai chinh | thu acquisition (CAC), ty 1¢ giit chan KH
(CRR), lgi nhuan gdp tir ban hang truc
tuyén.

Céc chi s tai chinh chu yéu 14 tong
doanh thu va chi phi marketing, it co
su phan tich sau vé lgi nhuan hay cac
chi s6 tai chinh dai han.

Nguon: Nghién cuiru bao cdo tai chinh va tai liéu noi bo cua DN




PHU LUC 21
Co ciu td chirc Co ciu by may quan Iy ciia mot s6 doanh nghiép thuwong mai chuyén kinh
doanh hang di¢n may dién hinh

| DPAI HOI PONG CO PONG |

¥

| HOI PONG QUAN TRI H UY BAN KIEM SOAT |

)

| BAN GIAM POC |

| KHOI BAN HANG |’/—-| KHOI NGANH HANG |\| KHOI HO TRO |
" VIEN THONG DIEN TU, DIEN XAY DUNG &
TGDD-PMX . ; , DIE UNG -
DI PONG LANH DV SAU BAN KHO VAN

TMDT
AN KHANG TGDD - DMX PHU KIEN i—; MAY TINH CNTT HANH CHINH
AN KHANG NHAN SU
AVA

BACH HOA A ° A R R R
BACH HOA ;
ERA BLUE XANH — DUGC PHAP CHE I*" 88%%32
1. Co cau by may quan ly cua Cong ty Co phan The Gi6¢i Di Dong, cong ty me cia Cong ty
Dién May Xanh

TAI CHINH |77| PHAT TRIEN

KE TOAN MAT BANG

>
<
II ] I

MULTICAT  [— GIA DUNG | TRAI NGHEM
) MARKETING KHACH HANG

[

HPQT
BAN GIAM POC
PHONG A PHONG .
KINH DOANH PHONGTCKT CONG NGHE PHONG TC-HC
CHI NHANH HN KHOI SIEU THI CHI NHANH HCM

>

NHA CUNG CAP KHO BAI




2. Co cu to chirc bd may cong ty c6 phan Media Mart

BAN GIAM POC

PHONG PHONG . ;
KINH DOANH MARKETING PHONG TCKT PHONG TC-HC
NHA CUNG CAP KHO BAI GIAO VAN

3. Co ciu to chirc pho bién ciia caic DNTM kinh doanh HPM quy md vira va nhé

BAN GIAM POC
PHONG PHONG . .
KINH DOANH MARKETING PHONG TCKT PHONG TC-HC
T
Ban Buon
Ban Lé
Ban Lé Pién Tu

Nguon: Téc gid tong hop




PHU LUC 22

Thue trang linh dao vé tuyén dung, dao tao va dai ngd luc lrong ban 1é dién tir tai

cac doanh nghi¢p thwong mai chuyén kinh doanh hang di¢n may trén dia ban Ha Noi

Tiéu chi

| DNTM quy md l6n

DNTM quy mo vira va nhé

Sir dung lao dong

S6 luong lao dong

Thuong c6 s lugng 16m lao dong véi
nhiéu phong ban khéc nhau.

S6 luong lao dong it, tp trung vio
cac bo phan chu chot.

Co cau to chuc

Co cau t6 chirc phirc tap, nhiéu cap bac,
chuyén mén hoéa cao.

Co cau t6 chirc don gian, it cap bac,
cong viéc da nang.

Moi truong lam viéc

Chuyén nghiép, nhiéu co hoi thing
tién.

Linh hoat nhung it co hoi thing tién
va dao tao.

Tuyén dung lao don

Quy trinh tuyén Bai ban, ¢6 sy tham gia ctia nhiéu bd Pon gian, chil yéu do chi DN hoic
dung phén (HR, truong phong ban). quan Iy truc tiép thuc hién.

Ddi tuong tuyén Tim kiém tmg vién ¢6 ki nang chuyén | Tim kiém tmg vién lam viéc da ning,
dung mon cao, kinh nghiém. it yéu cau vé kinh nghiém chuyén sau.
Pao tao lao dong

Chuong trinh dao C6 chuong trinh dao tao dinh ky, phat | Pao tao cha yéu qua cong viéc, it

tao trién nghé nghiép va ky ning mém. chuong trinh dao tao chinh thuec.

Ngudn lyc dao tao

Cung céap khoa hoc tir bén ngoai hoac
t0 chirc dao tao ndi bd vdi chuyén gia.

Dio tao trong DN, chii yéu tir nhan
vién ky cuu hodc tir hoc hoi.

Danh gia két qua
dao tao

Danh gia thuong xuyén qua bai kiém
tra, phan hoi tir trudng bo phan.

béanh gia qua két qua cong viéc hang
ngay, it phan hoi chinh thue.

Pai ng6 lao dong

Mirc luong canh tranh, hé thong thang

Mirc luong thudng thap hon, khong

Muc lrong luong rd rang. c6 hé thong thang lwong rd rang,
Phic Lo Phuc lo’i‘déy di: bao hiém, thuong 18 | Phic loi it, chi yéu 1a bao hiém co

; Tét, du lich. ban hodc khong cé phuc loi dac biét.
Thuong Thudng theo hi€u qua cong viéc, cudi Thudng vao dip 18 hodc theo doanh

nam, theo du an.

thu, thuong it hodc khong co.

Nguon: Nghién ciu tai liéu ndi b ciia DN & Téc gid tong hop
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So sanh vé thue trang ddi ngd va tao dong luc ciia cac doanh nghiép thwong mai

chuyén kinh doanh hang dién may trén dia ban Ha Noi

Tiéu chi

DNTM quy moé lém

DNTM quy mé vira va nhé

- Luong thudng gan lién véi hiéu quéa cong
vi€c va doanh so0.

- Luong co ban thap hon 20-30% so Vo
DN 16n, it co chinh sach thuong hap
dan.

Chinh  sachj
luong thudng

- Chinh sach canh tranh, khuyén khich
nhan vién lam viéc hiéu qua hon.

- Han ché vé ngan sach khién cac khoan
thuong doanh so va phuc loi bi cat giam|
hoac khong co.

- Khodng 85% DN 16n cung cap phuc loi
mo rong: bao hiém strc khoe, thuong doanh
s0, ho trg hoc phi, du lich.

- It hodc khong c6 chuong trinh phuc loi
mo rong.

Phuc loi

- Phuc loi da dang, gitip tang sy hai long v4
gan bo cua nhan vién.

- Su thiéu hut phic lgi dan dén bat man|
trong doi ngll nhan vién va ty 1€ nghi
viéc cao hon.

- To6 chtrc cac chuong trinh dao tao k¥ nang
mém, ky nang ban hang, va st dung cong
ngh¢ so.

- ft cha trong dén dao tao nang cao hoac
tao dong luc cho nhan vién.

Tao dong luc
qua dao tao

- Nhan vién danh gia cao cac chinh séch
nay, dan dén ty I¢ gan bd cao va thoi gian|
lam viéc lau hon.

- Chi 55% nhan vién cam thay hai long
Vo1 cong viéc va moi truong lam viéce.

Ty 1¢ gin bd

- Ty 1€ gén bo cao, thoi gian lam viée tai

- Ty 1€ nghi viéc cao do thiéu dong luc

nhanvién  [DN lau hon, ty 1& bo viéc thap. va dai ngd khong du hap dan.
- Chinh sach dai ngd va tao dong luc t6t- Thiéu dong luc va dai ngd co ban anh|
Anh  hudnggiup céi thién nang luc nhan vién va hi€uhuong ti€u cuc dén hi€u suat va chaf

dén hiéu suat

suat cong viéc.

luong dich vu KH.

Nguon: Nghién civu tai liéu ngi b ciia DN & Téc gid tong hop



PHU LUC 24:

Thue trang kiém soat quy trinh ban 16 truc tuyén ciia cac doanh nghi¢p thwong mai

chuyén kinh doanh hang dién may trén dia ban Ha Néi

Tiéu chi DN Ién DN vira va nhé
- Xay dung tiéu chuan kiém soét’ché:t - Kiém soat chat lugng dua trén kinh
lugng theo cac chung nhan qudc t€ | nghiém cd nhan hodc danh gid chu
Chét lugng SP (ISO, CE). quan.

- Kiém tra nghiém ngit SP trudc khi
dua 1én kénh ban hang.

- Thuong thiéu quy trinh tiéu chuan hoa
10 rang, dan dén chat luong khong
dong deéu.

Vén hanh hé
thong ban 1¢

- Hé thong 6n dinh, nhanh chéng, img
dung céng nghé hién dai nhu Al dir
liéu 16n, dé t61 wu hda hiéu qua.

- Dua vao cac nén tang co ban, it ting
dung cong ngh¢ cao do han ché nguén
luc.

- bam bdo bdo mat thong tin KH va
giao dich theo ti€u chuan quoc té.

- ftcha trong dén bao mat, d& gap rui ro
vé thong tin va dir lidu.

Kiém soat quy
trinh

- Thiét lap quy trinh bai ban, sir dung
h¢ thong giam sat ty dong dé kiém tra
lién tuc va phat hién 16i kip thoi.

- Quy trinh kiém soat thu cong hoic
ban ty dong, dé xay ra sai sot va kho
phat hién 161 som.

Dich vu KH

- Xay dung tiéu chuan rd rang (thoi
gian phan hoi, chuong trinh hau mai),
do luong qua chi s6 NPS, SLA.

- Phuc vu KH linh hoat va gan gili,
nhung thi€u céc chi s6 do Iuong va hé
thong phan hoi tu dong.

Ung dung cong
ngh¢

- Str dung c4c cong nghé tién tién nhu
Al (AD), dir liéu 16n, va phan tich du
doan.

- Han ché tmg dung cong nghé, chu yéu
dua vao cong cu co ban nhu Excel hodc
phan mém quan Iy don gian.

Hiéu qua van
hanh

- Hiéu suat cao, dam bao tinh nhat
quan va nang cao TNKH.

- Hiéu qua thap hon, d& gip van dé
trong viéc mé rong quy mo hoac xu ly
su ¢0 bat ngo.

Nguon: Nguon: Nghién ciru tdi liéu ngi bé ciia DN & Tdc gid tong hop
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BANG TONG KET HAN CHE - NGUYEN NHAN — GIAI PHAP
QUAN TRI BAN LE BIEN TU TAI CAC DNTM
CHUYEN KINH DOANH HANG PIEN MAY

N]l)lon Han ché tlljeg()uz,lfll';’cnllll;‘:g Giai phap twong urng
VE HOACH DINH BLDT
- Hoach dinh: wu tién tm R A1
nhin dai han, thiéu diéu - Xay dl_.mg mo hinh
) chinh nge'in han hoach dinh linh hoat
- Thiéu linh hoat I L (agile planning).
L .%_ | - To chtrc: quy mé 16n
khi thi truong bien | ., 7 . - Tang cuong tich hop dir
A cau trac phtrc tap, phoi A .
dong. hob cham llqu da kénh.
DN 16n - Phoi hop hoach op cham. - - Ung dung phan tich thoi
: : - Lanh dao: cham thay ) X :
dinh gitra cac bo 41 thiéu ﬁha  cam xu gian thyuc ho trg quyeét
phéan chua dong » el iy dinh.
N huodng so. L 1A . X
bo. _Kiém sodt: thidu dit licu | M€t 1ap quy trinh didu
thoi gian terc phuc vu ; chinh }(é hoach theo chu
diéu chinh ké hoach. | ¥ 1&an-
- Hoach dinh: nang luc 2 4 X
han ché, it cong cu phan | Chuan‘hoa quy trinh‘
- Thiéu hé thé ng tich. hoach dinh theo mo hinh
hoach dinhbai | - To chite: thidubo phan | PUAR
DN vira bé}n. chuyén trach BLDT. hi t}%é 1.1( CgRM gBIuco
va nho - It dua trén di - Lanh dao: nang lyc so p, P ’
A ~ , X - A A ban).
li¢u, phu thudc hoa han ché, thiéu chuyén . sno luc hoach
kinh nghiém. mon TMDT. j Dao tao nang fuc foac
- Kiém soat: thiéu chuan gllrllr}ll cho quan 1y cap
hoéa quy trinh. &
VE TO CHUC BLDT
Nhom £ Nguyén nhan a1 s
DN Han che theo chirc nang Giai phap
- Hoat dong tiép - Hoach dinh: chua cha . N
thi, chdm soc KH | trong chién luoc phan ]-3?{1;?}:;111? Eg 5221?
chua ca nhan hoa. | khuc sau. ‘ _PAu tu hAythAn P .h h
. - Dir liéu kénh - To churc: kénh da nén rau ¢ thong tich hop
DN lén X . , . X dwr liéu (CDP/Omni-data).
chua dong bo. tang nhung tich hop yéu. |~ Tai thidt ké auv trinh
-Bo phan BLDT | - Lanh dao: wu tiénban | *) & % KHqth-‘éO Pk vi
chua dugc thanh | hang truyén thong. b v
lap ddc lap. - Kiém soat: thiéu chuan ’




muc danh gia di liu hop
nhat.
- Thiéu hé théng | | Hoac‘h dinh: ch1~e n‘luqc - Chuan hoéa b quy trinh
, o thi truong chua r0 rang.
tich hop da kénh. I £ BLDT.
n - T6 chuec: co cau don ~ . x
- Nhan su da . thidu chuvén mén - Xay dung huong dan
DN vira | nhiém, thiéu o Y van hanh da kénh thong
va nhé chuyén sau. ~ . . nhat.
z. . - Lanh dao: dinh hudéng R e 1A
- Noi dung hinh £, - Tan dung giai phap nén
anh thiéu théng | C1Lta nhAt quan. tang Saa$S dé tich hop dit
; - Kiém soat: van hanh tha | .., ;
nhat. A & \ . liéu.
cong, thiéu quy trinh hoa.
VE LANH PAO BLDT
Nhém £ Nguyén nhan theo chtic cre 4,
DN Han ché ning Giai phap
- Hoach gﬁnh: chua xac
- Kho thu hut nhan | 90 chien luoe han sw| s 400 15 trinh nghé
~_ | sO dai han. A amr A KL 1A
lyc TMDT chuyén 2 4 e R nghiép, dai ngd tot danh
A - T6 churc: dao tao khong
sau. ddng bo cho BLDT.
DN lén ) ‘E?ao taonQibo | ot dao: thiéu trong _‘Chuafl hoaAda(‘) tao theo
roi rac. . L2 X tung kénh s0, dao tao tryc
; . " tam phat trién nghé 2 oxaa -
- Chinh sach dai S tuyén va thué ngoai
ngd chua ghn dac | "SSP - Ap dung KPI gan véi
&€ 28 : - Kiém soat: chua theo AP GUng B gan Vol
thu nghé. e L iA . 23 ~ hi¢u suat va d6i maoi so.
doi hi¢u qua dao tao/dai
ng0 rd rang.
- Tuvén sai neusi. | - Hoach dinh: khong
Yen sal IEuOL, hoach dinh nhu cau nhan | - Xay dung khung nang
thiéu k¥ nang. 1 1
- Ty dao tao don ve. i we BLDT. )
. e A A - T6 chtrc: thiéu b phan | - Hop tac dao tao voi bén
DN vira gian, thicu cép s ..
Vi nhé hat a0 tao. ngoai. ) ,
A 1A - Lanh dao: phu thudce - Ap dung ché do khuyén
- Khong ¢6 10 . A A C11e \
. > %~ | kinh nghiém ca nhan. khich linh hoat, phu hop
trinh thang tién ro 2 f A , A
\ - Kiém soat: khong danh | nguodn luc.
rang o Z A
gia chat luong nhan sy.
VE KIEM SOAT BLDT
Nhém £ Nguyén nhan cae px
DN Han ché theo chirc ning Giai phap




- Quy trinh kiém

- Hoach dinh: KPI chua

soat ké thira mo gan trai nghiém da kénh. | | .Fl;hlet k’e lai quyAtrn‘lh %
) A o1 A 2 1 . . kiém soat theo mo hinh s6
hinh truyén thong, | - T6 chure: quy trinh clng hoa
. thiéu linh hoat. nhac. ~ N e A A
DN Ién . ~ R z. .. | -Xay dung bd chi s6 van
- Chua phan anh - Lanh dao: cham d61 mai hanh theo thoi gian th
ddc tha TMDT | kiém soat anh theo thot glan thue.
T 2 ik - Trién khai h¢ thong giam
(thot gian thyc, - Kiém soat: thiéu <4t hanh trinh KH s&
tich hop kénh). dashboard thoi gian thuc. '
N - Hoach (;imhi chl{:a xac - Chuén héa quy trinh
- Quy trinh kiém dmh chuan véan hanh. Kidm soat tirne khau
soat thii cong. - T chirc: thidunhansy | "o > R
DN vira - Thiéu chuan hoa | kiém soat. Sodt tgu a6 f chi ohi tha
va nhé xtr ly don hang, - Lanh dao: khong wu tién + COng cl b P-

thanh todn, cham
soc KH...

dau tu quy trinh.
- Kiém soat: khong c6 hé¢
thong theo doi.

- Ap dung KPI van hanh
don gian nhung do luong
duoc.
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	i) Đối với nhóm DNTM quy mô lớn:
	ii) Đối với nhóm DNTM quy mô vừa và nhỏ:

	Bốn là, ứng dụng hệ thống thanh toán an toàn và minh bạch, có tích hợp mã hóa dữ liệu đầu cuối  và cơ chế xác thực đa lớp (MFA), nhằm giảm thiểu rủi ro gian lận, rò rỉ thông tin thanh toán và tấn công mạng, những mối đe dọa đặc biệt nghiêm trọng trong...
	3.4. Một số kiến nghị quản trị bán lẻ điện tử tại các doanh nghiệp thương mại chuyên doanh hàng điện máy trên địa bàn Hà Nội
	3.4.1. Kiến nghị nhằm hoàn thiện chính sách phát triển bán lẻ điện tử dành cho cơ quan Nhà nước
	3.4.1.2. Hoàn thiện cơ sở hạ tầng kỹ thuật, công nghệ cho hoạt động bán lẻ điện tử tại Việt Nam

	3.4.2. Kiến nghị nhằm phát triển bán lẻ điện tử dành cho Hiệp hội doanh nghiệp Hà Nội
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