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/ n hlnh thdc xuit hidn t^i Vidt Nam td ndm 1997. sau 15 ndm. Intetnet di thim nh$p siu sic. toin 
^ di$n vio mpi linh vi/c kinh td', vin hda. xi hpi. SdngUdi sd dung Internet t?i Vidt Nam tinh den 

thdi diim cuoi thing 9 nim 2012 da vupt 31 tridu ngddi, trong dd cd tdi han 4.3 tridu ngddi ddng Internet 
bdng rdng''. Dd bio cda Bd Thdng tin vi Truyin thdng eung cho biit, trong 2 ndm tdi, con sdniyse 
tiip tde tdng cao. dukien, hdn mdt nda ddn sd sd tmy cip Internet hing ngiy. t$o cd hdi ldn di cic DN 
khai thic, t$n dijng nham dem l?i doanh thu eao. Ty 1$ ngUdi ddng internet hidn chiim 35% dan siVi& 
Nam, nhung chi 8% sd niy mua hing hda qua m$ng. Bii viit niy tip trung nghien cdu hinh vi mua 
tren m^ng cua khieh hing digdp phan thdc diy thuang m$i didn ft? cua dc doanh nghidp '^dt Nam. 

Td khoa; Hinh vl, Thii dd. Khich hing B2C. 

1. Mo hlnh vd phUdng phap nghien cdu 
Sd lupng ngudi ddng internet dfing dao dugc 

xem Id nen tdng tidm ndng, tao ra cd hgi vd 
nhieu thach thdc d ^ phat trie'n thUdng mai dign 
td d Vipt Nam. Mdi trudng kinh doanh trye tuyen 
tpo ra nhdng ed hgi chua tdng thafy nhdng cQng 
tao ra dp lyc cgnh tranh gay gd t Doanh nghigp 
ndo Ifii nhjp cd thfi mdt khdch hdng trong thdi 
gian ngan. 

Theo ddnh gia cda cac ehuyfin gia kinh te, 
trong ndm 2011, Vigt Nam da chdng kien sy phat 
tnen mpnh me cda thddng mpi dign td khi nhieu 
doanh nghigp Idn vfi thddng mgi dign td trfin the 
gidi nhd Alibaba, Rakuten... dfiu ed dau tu mpnh 
me vdo Vigt Nam. Lmh vyc thddng mgi dign td d 
Vigt Nam se thu hdt sy quan tdm Idn cda cdc hang 
thUdng mpi dign td hdng ddu trfin thfi gidi, cung 

nhu cua cdc nhd dfiu tu true tiep nude ngodi muon 
trie'n khai hogt ddng kinh doanh thudng mgi dien 
td 6 Vigt Nam. 

Ket qua khdo sdt gan ddy eda VECITA vdi 
3004 doanh nghigp trong nudc cho thay, gSn 
100% doanh nghigp da dng dyng thUdng mpi dign 
td d quy md vd cdp dg khde nhau, higu qud dng 
dyng thUdng mai dign td Id rat kha quan2. Cac 
doanh nghigp ddu ddnh gid cao tdc dgng manh 
me cua thUdng mpi dign td de md rdng kenh tiep 
xue vdi khdch hdng vd qudng bd hinh anh doanti 
nghigp, dfing thdi cung gdp phan giam chi phi kinh 
doanh, tdng doanh thu va lpi nhugn. Cdc chi tieu 
ndy deu dupc danh gid cao hdn so vdi khao sat 
cda nam 2010. Kfit qud nay cd thfi phdn dnh higu 
qud Chung khi dng dyng thUdng mpi dign tO da 
tang len. 

1. Theo bao didn td Vneconomy 
2. Ngudn Bdo cio TMDT Vi$t nam nSm 2011 - VECITA 
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Dang chd y Id xu hudng danh gid cao higu qud 
cda thUdng mai dign td khd on djnh trong nhifiu 
nam qua. T^ ig trung binh cdc doanh nghigp ddnh 
gid doanh thu tang len qua kenh thUdng mai dign 
td eda nam 2011 so vdi 2010 Id 58%. NhU vgy, cd 
the thdy thUdng mpi didn td tiep tyc mang lpi higu 
qud tdt cho phan Idn doanh nghipp, 

Theo cudc khao sdt hdnh vi ngudi ddng sd 
dung Internet tai Viet Nam nam 2011, do 
Consumer Probe thyc hign dudi sy dy nhidm 
eua PC Tools eho thdy ngddi dung d Vigt Nam 
cdn thieu ky ndng vd kie'n thdc vfi an todn true 
tuyen^. Theo khdo sdt, cd hon 3/4 so ngddi 
tham gia (chi^m khoang 77%) ddng mfit mgt 
khd'u truy nhgp cho t^t cd cde tai khodn cda 
minh tren Internet. Trong khi dd sd ngudi ten 
mang 6 cac tifim dich vy Internet, ndi khdng an 
todn Id 4 1 % . 

Dd idpng ngudi ddng Internet tgi Vigt Nam 
dang tang nhanh nhung hp van chua hifi'u thau 
ddo ve thUdng mpi dign td. Rat nhieu ngudi van 
ehua biet trinh ty mua bdn trdn mang dupe thye 
hien ra sao, NgUdi tieu ddng da quen vigc thdy, 
sd hoge tham ehl "ngdi" sdn pha'm trUde khi mdc 
hau bao mua hdng. Day Id mpt trong nhdng khia 
canh quan trgng ve thdi quen vd hanh vi ngudi 
tieu ddng ma thUdng mai dign td khdng thd' ddp 
dng ddgc. 

E)e thdc d^y phdt trien thUdng mai dign td B2C 
cda cac doanh nghifip Vigt Nam, can phdi hieu 
biet hdnh vi mua tn/c tuyfin cda khach hang. Nfii 
dung tiep theo trinh bay ket qua mdt cudc nghien 
cdu khdo sdt vfi van de ndy. 

Vfi tdng the' nghien edu khdo sdt dupe tien 
hdnh de tim hie'u hdnh vi mua tren mgng eua 
khach hang, td dd dua ra cdc de xuat ey the' cho 
viec xdy dyng djch vu thuong mpi dign td cda 
doanh nghipp. 

Cac ndi dung nghidn cdu tgp trung vdo; 1/Tim 
hieu vfi hdnh vi mua hang tren mang cua khach 
hdng; 2/Tim hie'u ve nhQng ly do, ddng cd thdc day 
viec mua hang tren mang; 3/ Tim hifi'u cac danh 
gia cua khach hdng ve TMDT B2C vd 4/ Tim hifiu 
cdc mong dpi cda khdeh hdng ve djch vy thUdng 

mai dign td B2C cOa sdn phd'm do dung/thifit bj 
dipn gia dyng 

Dfi ddm bdo kdt qud nghifin cdu cd khd ndng 
dng dyng thyc tfi caccdng tdc nghien cdu dpt kfit 
qud tdt, vigc to chdc nghifin edu ddm bdo tinh 
khoa hgc vd cd tinh bign ehdng. Nghifin cdu dupc 
trie'n khai nhd sau: 

• Nghifin cdu djnh tinh: thyc hign phdng vdn 
cd nhan vdi 20 khdch hdng, nhOng ngudi da tdng 
mua hdng trfin mpng 

*l* NghiSn cdu d|nh lypng: 
• Ddi tupng hdi; nam vd nO 
•Dg tud ' i : 18den 55 
* Ld nhQng ngudi dd va dang sd dyng internet 
• S f i mdu: 180 
• Hinh thdc: Difiu tra qua bdng hoi duge hdi 

true tifip vd gdi qua email 
Bdi vifit ndy chi trinh bay va phdn tich kfit qud 

nghien cdu dinh tinh. 
Trong qua trinh khao sdt nghifin edu (dinh 

tinh), 20 ea nhdn la nhQng ngudi da ed kinh 
nghidm sd dung internet vd mua hdng tren mpng 
dd dupc phdng van. NhQng ed nhan ndy phai la 
ngudi ed lien quan den qua trinh mua vd di qua 
cdc budc mua hdng tren mang. Difiu ndy Id quan 
trpng vi hp cd sy hieu biet ve cac yeu tf i can 
nhae khi mua cung nhu cd cdc danh gid theo 
chinh kinh nghidm cda hg tnang qud trinh mua 
hang trdn mang. 

2. Ke*! qua cua nghien cdu va thao luan 
• Sd dtjng internet vi cich thdc mua hing 

trdn mang cda khich hing 
Cdc khach hdng ddpe hdi deu sd dung internet 

thudng xuyen hdng ngdy, ehd yfiu dfi gdi vd nhan 
email (18/20), xem tin (20/20) vd tim kiem hang 
hda trfin mang (18/20), Hg eung sd dung internet 
vdo cdc mye dich khae nhu chat, vao mpng xa hdi, 
tlm tai ligu, chdi game,.. 

Cde thiet bi ehd yeu hg dung dd' truy cgp inter­
net Id May tinh dfi ban, dign thopi sau dd mdi den 
mdy xdeh tay vd mdy tinh bang. 

' Hdng hda, dich vy mua online: Khi dugc hdi 
ve hdng hda, djch vy da mua online, cdc td xuat 
hipn nhieu nhat gom: 

3. Theo ta PC Worid Vietnam 
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Cd thfi thdy qudn do vd dfi ddng gia dlnh ddpc 
nhdm khdeh lidng ndy da mua vd cung Id nhdm 
hdng dupe quan tdm nhat khi tlm dd mua trfin 
mpng. Dfi dOng gia dinh dupe khdeh hdng de cgp 
bao gfim cd dd dign, do nhya, cdc dfi bfip... 

" Ngudn thdng tin vd hing hda mua online: 
Ngudn thdng tin md nhdm khdch hdng ndy cd dfi 
mua hdng trfin mpng ehd yfiu thfing qua cdng ey 
Search engine eda Google (38% chQ Google xudt 
hien), sau do Id thdng qua ban bd ngudi thdn. Hp 
dfing thdi cOng tim thdng tin qua Quang cdo tren 
mpng, TV, thdng tin td cdc dieh ddn, dfin thSng cdc 
trang hang TMDT hodc tim ddpc thdng tin qua 
mang xd hgi, 

• Trang thUPng mai didn td de mua hing tnJc 
tuyen: Vigc mua hang tryc tuyen eda hp dUpc thye 
hign qua 5 nhdm trang ban hang, trong do nhdm 
Trang Groupon (nhdm mua nhU nhommua, 
muachung, hotdeal...) dugc ndi den nhieu nhaL 
Tiep den la cac trang ed tinh quang eao (nhu 
enbae, solo...) vd trang talc tuyfin eda doanh 
nghigp. Cdc trang gian hang thuong mai (nhU vat-
gia) vd cac dieh ddn (nhu lamchame, webtretho) 
cung ddgc ndi tdi. 

*/' Ly do, ddng cp thdc diy vide mua hing 
tren mang 

* Lpi Ich cua vide mua hing online: Khi ddpc 
hdi ve ly do mua hang trye tuyen, y kien cda nhdm 
khach hang ndy eho thay viec "tifit kigm thdi gian" 
(31%), "khong phdi di lai" (17%) vd "de'tim, chgn 
iya" (17%) chinh Id cdc yeu to thdc day hp tim 
mua hang online. 

Cde ly do khae dUdc ke den 
nhu "so sdnh dupc", "biet them 
cde mat hdng", "gid re", "khdng 
phai ehd dd", "cd i' kien cua ngudi 
mua trudc". 

•> Dinh gii cua khich hing 
ve mua hang true tuyen 

" Yeu td hai long: Vdi cdu hoi 

khoa hQG . 
20 ihifdng m l̂ — ' 

vfi cdc yfiu to Idm hp hdi lo^ 
khi mua hdng tn/c tuyfî ^ 
nhdm khdch hdng nay lai noi 
nhieu nhat den "dupc giai 
hang tgn ndi, nhanh gpn 
(23%). Yfiu td ndy dudng nhi 
khdng phdi kJ- vgng cda lie 
nhung khi c6 dupc djch vij 

ndy thi dg hdi ldng eda hg rat cao. "Tifit kigm Ihdi 
gian" chfnh Id ly" do ldn de hp chpn mua hdng tren 
mang lai ddng thd 2 trong cdc nhdn to Idm hai (oig 
(20%). Ngodi ra, khdch hang cung de cdp den viec 
"khdng phdi di Igi", "thdng tin hdng hda da dgng", 
"gid rd" Idm cho hg hai Idng. 

• Yiu td khdng hii ldng: Odng thdi vdi vigc W 
khdch hdng ve cac di^m hp hdi Idng, chung loi 
cung dgt cdu hdi ve ede yeu td Idm hg khdng hai 
Idng. K^l qua rdt ro ndt, 16/20 khdch hdng noive 
"chdt Iddng, mdu ma khdng dung". Dudng nhu day 
chfnh Id trd nggi Idn doi vdi cdc khach hang ithi 
quyet djnh cd mua hdng trfin mang hay khdng. 

Cdc yiu td khae dupc dfi cgp tdi bao gom "nJi 
ro thanh todn", "khdng dupe tgn mdt kifi'm tra, thO", 
"thdi gian ldu" vd ca "thd tyc phde tpp". 

Van de thifiu nifim tin dudng nhd Id ldn niiatvdi 
hopt dgng thUdng mai dign td. Cdc khach iiang 
thudng xuydn mua hdng tren mpng eung dat cau 
hoi va khdng hdi long vi sy khde bifit giQa hang rao 
bdn vd hang Uiuc giao. 

'*' Mong dpi cua khich hang ve d/c/i vy lan 
hing online 

' Ydu du vdi trang web bin hing online: Do 
chinh rdo can nifim tin, e nggi "chat Idpng vamau 
ma khdng ddng" ndn khi dupe hdi vfi cdc yeu cau 
vdi trang web ban hdng online, nhdm khach hang 
ndy ndi nhifiu nhSt den "hinh anh rd net, chan 
thye" vd tifip den Id "day du thdng tin san pham". 
Cdc yfiu cdu khde cd the thay trong bang tdng ĥp 
dudi ddy. 
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lj " Ddi vdi web bin hing dd ddng/thid't bi didn 
t|g/a dung: Nhdm khdch hdng ndy cQng cho bifit 
i|them y kien dfii vdi mat hdng do ddng/thifit bj dign 
«gia dyng thi can cd thdm thdng tin vfi "bao hdnh, 
*sQa chda", "eho doi hang", "tu vdn sd dyng" hay "•^ 
*kifin ngudi da dung". 
'' 3. Mgt so ham ŷ  gidi phdp cho cdc doanh 

nghigp thuong mai dign td B2C 
Thd nhit, xay ddng mdt Website thinh cdng. 

Mpt trang web thdnh edng ndi chung Id mgt trang 
web ed dd cdc yeu to sau: 

- Bd eye khoa hpe, de'sCf dyng, than thign vdi 
ngudi ddng, ed nhQng chi dfin dfi thuc hign. 

- Ndi dung hap ddn md khdng tdm chgm sy vgn 
hdnh cda he thdng. 

- Sd lan ket noi it nhat. 
- Ddm bdo an toan, tin cdy ddi vdi ngudi truy cgp 
Tuy nhien cd dupe Website mdi chi Id dieu kign 

cdn nhung ehua du ma yeu cdu phdi khdng ngdng 
cai tien trang web vfi hinh thdc trinh bdy, cgp nhdp 
thdng tin. Website phai trd thdnh ngddi ban hang 
hdu higu bae nhat eda doanh nghigp. Do dd, giao 
dign cda trang web phai hap dan, nhQng giao dign 
trang web khd hieu, nhQng lien kfit chfit hoge 
nhQng phan dng cham chpp ed the gdy phan cam 
d ^ vdi ngudi truy cgp, dnh hudng dfin uy tin cda 
doanh nghiep nen dugc loai bd. 

Thd hai. hoin thidn edng tic giao nhdn hing 
hda: Trong cdc djch vy hd'trd thUdng mai dign td, 
dieh vy giao nhgn cd vai trd quan trong, nhat Id ddi 
vdi giao dich giQa doanh nghiep vdi khach hdng. 
Khao sdt cho thay khdch hdng rat hdi Idng vi hg 
"khdng phai chd dd". Vgy phuong dn giao nhpn 
hieu qua se gidp thUdng mai dign td cda doanh 
nghiep thanh cdng .hdn. 

Doanh nghigp ed thfi cd cdc phuong an giao 
nhgn da dpng ddnh eho khach hang: 

- Ngudi mua dfin nhgn hang tpi cde die'm dpi 
IS". Doanh nghifip cd the' tao mgt chinh sdch uu 
dai nfiu khach hang iya chpn phUdng an giao 
nhpn nay. 

- Sd dyng dpi ngu nhdn vidn eda ehfnh doanh 
nghigp de giao hang. Tuy nhien, vide sd dyng 
dpi ngu giao hang cda doanh nghigp chi phu 

hpp vdi nhQng ddn hdng trong pham vi lan cgn 
doanh nghifip. 

- Ldy hang tQ dpi 1^ va sd dyng dgi ngQ giao 
hang cda dpi l̂ y*. B6 thyc hign vigc ndy, doanh 
nghigp cfin cd cdc budc chud'n bj, cdc phddng dn 
ehuyfin giao hang vd hgp ddng vdi chlnh cdc dpi 
ly eda minh. 

- Sd dyng dich vy giao nhgn hoge ehuyfin hang 
qua buu dign, Hinh thdc djch vu ndy da bat ddu 
xuat hien 6 Vigt Nam cd the ke den nhu shipchung 
cda Peaeesoft. Vdi djch vy nay, eae website ban 
hdng trye tuyen chi can tieh hpp vdo gid hdng eda 
minh chdc ndng tinh phi vgn chuyen ty dgng dua 
tren khdi lupng mdn hang, dja chi ngUdi nhgn... 
Ben canh do ed them chpn Ida hinh thdc giao 
hdng nhgn tifin (COD) trdn pham vi toan quoc de 
ddm bao hang nhan dugc ddng md ta mdi phai tra 
tien. Trong qud trinh vgn ehuye'n, ngudi mua vd 
ngudi ban ed the theo ddi hdnh trinh eda mdn 
hdng bdt ky luc nao bang each tra cdu ma vgn ddn 
tai shipchung.vn. 

Thd ba, thuc hidn phuang thdc thanh toin da 
d?ng vi phu hpp. Thanh toan Id mdt khdu het sdc 
quan trpng trong todn bg quy trinh thuong mgi 
didn td, hoat ddng thUdng mai dign td se ehi dupe 
danh gia sd khai neu nhu giai dogn ndy v^n thye 
hien theo each truyen thfing. 

Tuy nhien, theo kfit qua khao sat nhdm 
khdeh hdng cho tha'y, "tra tien khi giao hdng" Id 
lua chgn dau tien cua ho va cd ty trgng ap dao 
ede phUdng thdc thanh todn khae. Khdng chi 
tai Viet Nam ma ngay ed cdc nude cd nen 
thUdng mai dien td phat trien, van dfi ldm sao 
de an toan khi mua hdng tren mang ludn Id eau 
hoi Idn nhat. Theo bao eao dieu tra cda hang 
bao mgt McAfee (2011) thi ed dd'n 50% khdch 
hang ddng mua tai khau thanh todn vi lo sp rdi 
ro. Do dd, vigc tao niem tin cho ngudi tifiu ddng 
khi mua bdn tren Internet la van de vd cung 
quan trpng. 

Do vgy, cac hlnh thdc thanh todn eda doanh 
nghigp cho giao dich thddng mpi dign td can ehd 
trpng dam bdo dp an todn cao vdi khdch hdng. 
Doanh nghiep nfin thifit Igp phUdng thdc thanh 
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todn da dpng dfi khdch hdng Iya chpn, cd thfi kfi 
dfin nhd: 

- Thanh todn true tuyfin 
- Thanh todn bdng the tfn dyng hoge ghi np 

qudc tf i 

- Thanh todn bdng thd ghi np ngl dja 
- Thanh todn bang vf dign td 
- Trd tien mgt khi giao hdng: DSy vdn Id hinh 

thdc thanh todn ehu yfiu khi mua hdng qua ede 
trang web vi ddm bdo dg an todn, khdeh hdng 
nhgn ddng hdng da dgt mua thi mdi trd tifin. 

- Chuyfin khodn ngdn hdng 
Thd td, phdt trie'n dgi ngQ nhdn lyc cho thdong 

mpi dign td, Khi trifin khai thUdng mgi dign td, mgt 
dgi ngu nhdn lye phd hpp ed trinh dg dfi xdy dyng, 
phdt trifi'n vd vgn hdnh thddng mai dign td trong 
hogt ddng phdt trie'n kinh doanh Id rfit quan trong. 

IHign tai, doanh nghigp chi ed mdt nhdn lyc 
ehuyfin trdch website, fanpage, forum... Id khdng 
dd. D6 dap dng tdt cho nhu cdu xdy dyng thudng 
mpi dign td trudc mat, doanh nghidp can quan tdm: 

- Tuyen dyng nhdn su am hifiu vd ed kinh 
nghigm ve xay dyng va phat trien thudng mpi 
dign td. Doanh nghifip cd the chd trgng vdo lye 
Iddng tri thdc cd ddo tao cd ban ehuyfin ngdnh 
CNTT, thUdng mai dign td vd ky ndng giao tiep 
vdi khdch hdng. 

- Thanh Igp nhdm du an xdy dyng vd trien 
khai thUdhg mai dign td vdi cdc thdnh vien cd 
ehuyfin mdn ve thddng mpi dign td, IT, kinh 
doanh vd marketing. 

- Khuyen khich vd tpo difiu kign thugn Ipi cho 
nhan vien cda minh tham gia cdc khoa hpc ngdn 
han dfi nang cao ky nSng vd trinh dd. Cdc khda 
hgc ndy se cung cap mgt khfii lupng kien thdc rat 
bd ich cho doanh nghipp tdng bude ndng cao chdt 
lupng djch vy thddng mai dign td vd dng dung 
nhieu hdn nda cdng ey ndy vdo hogt dgng kinh 
doanh eua doanh nghigp. 

- Ddo tao ngudn nhdn lyc hign ed khd ndng 
giao tiep tfit vdi khdch hdng vd thuc hign giao 
djch vdi nhd phdn phoi trong vigc eung cdp hdng 
hda. Cac k^ nang admin trang web vd xd ly ddn 
hdng nhu: 

ktioahoc „ . 
22 thtfiftig mat '—" 

+ x d \<f cdc email: vifit mail, trd Idi email cho 
khdch hdng. 

+ Cdc thao tac cd bdn de xd ly trdn hinh anh 
(Photoshop). 

+ Cdc cdng vigc admin: dua hinh Ifin web, 
qudn trj website, cgp nhgt thdng tin, cdc thao tac 
xd ly eho webs i te . . . • 

Til lidu tham khao: 

1. Cye Thddng mpi dign td vd Cdng nghfi 
thdng tin - Bg Cdng ThUdng, Bio do Thuang 
mai didn td Vidt Nam, trang website 
www.vecita.gov.vn/, 2012. 

2. Trung tam internet Vigt Nam - (VNNIC) - 86 
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Summary 

Since its appearance m 1997, after 15 years, 
the Internet has deeply penetrated in every social, 
economic and cultural aspect of Vietnam. As of 
late September 2012, the number of Internet 
users in Vietnam exceeded 31 million, of whom 
4.3 million used broadband. The Ministry of 
Information and Communication estimates that in 
the next two years, the number keeps increasing 
to reach over half of the countrys population, cre­
ating a big opportunity for enterprises to exploit to 
eam higher revenues. Internet users in \fletnam 
now account for 35% of its population, of whom 
only 8% do online shopping. The article analyses 
the buying behaviors of online customers to help 
promote e-commerce for Vietnam enterprises. 
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