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7, hinh thic xudt hidn tai Vigt Nam t nam 1997, sau 15 ndm, Intetnet da thdm nhip sau sdc, toan
dién vao mei linh vic kinh t8, v&n hda, xa hoi. S& ngudi su dung Internet tai Vigt Nam tinh dén
thoi didm cu6i thang 9 nam 2012 da vugt 31 trigu ngudi, trong dé cé 161 hon 4,3 trigu ngudi ding Intemet
bang réng?. Dy béo cta B Théng tin va Truyén théng cling cho biél, trong 2 n&m 6i, con s6 nay sé
8D tyc tang cao, dy kién, hon mot nula dan s6 sé truy c4p Internst hang ngay, tao co hfi lén dé céc DN
khai thac, tan dyng nham dem lal doanh thu cao. Ty Ié ngudi dung Internet hign chiém 35% dan s& Viét
Nam, nhung chi 8% s& ndy mua hang héa qua mang. Bai viét ndy tap trung nghién cdu hanh vi mua
trén mang cuia khach hang dé gép phan thiic day thudng mal dién tti cta céc doanh nghigp Viét Nam.

T khéa: Hanh vi, Théi dg, Khdch hang B2C.

1. Mé hinh va phudng phép nghién clu

S6 lugng ngudi dung Internet déng dao dude
xem la nén tang ti€m nang, tao ra co h¢i va
nhiéu thach thuc dé phét trién thuong mai dién
1 & Viét Nam. Méi trudng kinh doanh {ryc tuyén
tao ra nhOng co h§i chua tung thdy nhung ciing
tao ra dp lyc canh tranh gay g4t. Doanh nghiép
nao I6i nhip ¢6 thé mat khach hang trong thdi
gian ngan.

Theo dénh gia cba cac chuyén gia kinh 18,
trong ndm 2011, Viét Nam da chuing kién sy phat
trién manh mé cia thuong mai dién t khi nhigu
doanh nghiép 16n vé thuong mai dién 1l trén thé
gidi nhu Alibaba, Rakuten... déu cé dau tu manh
mé vao Viét Nam. Linh wyc thuong mai dién 1 &
Viét Nam sé thu hit sy quan tam |dn cla cac hang
thuong mai dién tf hang déu trén thé gidi, cing

nhu clia cac nha dau tu tryc ti€p nudc ngoai muén
trién khai hoat déng kinh doanh thuong mai dién
tu 6 Viét Nam. .

K&t qua khdo sat gan day cia VECITA véi
3004 doanh nghiép trong nudc cho thay, gén
100% doanh nghiép da Ung dyung thuong mai dién
t & quy m6 va c8p 8¢ khac nhau, hiéu qud ung
dyng thuong mai dién 1 12 rat kha quan?. Céc
doanh nghiép déu danh gi4 cao tac ddng manh
mé cla thudng mai dién tii dé md rang kénh tiép
xuc vai khach hang va quing ba hinh anh doanh
nghiép, d6ng thai cGng gép phén giam chi phi kinh
doanh, tang doanh thu va \gi nhuan. C4c chf tiéu
ndy déu dugc danh gia cao hon so véi khdo'sét
cla nidm 2010. K&t qua nay ¢6 thé phan dnh hiéu
qué chung khi ting dung thudng mai dign tlf da
tang lén.

1. Theo bao di¢n t Vneconomy

2. Ngudn Bdo cdo TMBT Vigt nam nam 2011 - VECITA
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Bang chi y 14 xu hudng danh gla cao hiéu qua
cua thuong mal dién ti kha 8n dinh trong nhigu
nadm qua. Ty 1& trung binh céc doanh nghlép danh
gia doanh thu tang lén qua kénh thudng mai dién
W clia nadm 2011 so vdi 2010 1a 58%. Nhu vay, c6
thé thdy thuong mai dién tU iép tyc mang lai hidu
qua 8t cho phan 16n doanh nghiép.

Theo cudc khdo sat hanh vi ngudi ding st
dung Internet tal Viét Nam naém 2011, do
Consumer Probe thyc hién dudi sy Uy nhiém
clia PC Tools cho thdy nguéi dung d Viét Nam
con thidu ky ndng va kién thic vé an toan tryc
tuygn3. Theo khdo sat, ¢ hon 3/4 s6 ngusi
tham gia (chiém khoang 77%) dung mét mat
kh&u truy nhap cho t4t ¢d cac tai khodn cua
minh trén Intemet. Trong khi dé s6 ngudi lén
mang g cac tiém dich vy Internet, noi khéng an
todn 1a 41%.

D0 lugng ngudi ding Internet tai Viét Nam
dang tang nhanh nhung hq van chua hi€u thau
déo vé thuong mai dién td. Rat nhiéu ngudi van
chua biét trinh ty mua ban trén mang dugc thyc
hién ra sao. Ngudi tiéu ding da quen viéc thay,
sd ho#c tham chi *ngUi” san pham trudc khl méc
hdu bao mua hang. Bay la mét trong nhdng khia
canh quan trong vé thoi quen va hanh vi ngudi
tiéu ding ma thuang mai dién tU khéng thé dap
ung dugc. )

Pé thiic ddy phat trién thuong mai dién ti B2C
clia cac doanh nghiép Viét Nam, can phal hiéu
biét hanh vi mua tnyc tuyén cla khach hang. Néi
dung tiép theo trinh bay két qua mét cuge nghién
clu khao sat vé van dé nay.

VE t8ng thé nghién ciu khdo sat dugc tién
hanh dé tim hi€u hanh vi mua trén mang cla
khach hang, tif d6 dua ra cac dé xuét cy thé cho
viéc xay dyng dich vy thuong mai dién td clia
doanh nghiép.

Céc n6i dung nghién ciu tap trung vao: 1/Tim
hiéu vé hanh vi mua hang trén mang cla khach
hang; 2/Tim hiéu vé nhiing Iy do, dong cd thiic ddy
viéc mua hang trén mang; 3/ Tim hi€u cac ddnh
gia clia khach hang vé TMDT B2C va 4/ Tim hiéu
cac mong dgi clia khach hang vé dich vy thuong

L

mai dign ti B2C clia san phdm d6 dung/thiét by
dién gia dyng

D4 ddm bdo két qua nghién clu c6 kha nang
ung dung thifc t& cao,c6ng tac nghién clu dat két
qua tét, vidc t8 chie nghién ciu dam béo tinh
khoa hoc va ¢6 tinh bién ching. Nghién clu dugc
trién khai nhu sau:

«* Nghlén cUu dinh tinh: thyc hign phong vén
ca nhan véi 20 khach hang, nhiing ngudi da tung
mua hang trén mang

«* Nghién ctu dinh lugng;

¢ Ddi tugng hoi: nam va ni

* D¢ tudi: 18dén 55

* La nhing ngudl da va dang s dung intemet

¢ S6 mau: 180

* Hinh thuc: Diéu tra qua bang hdr duge hdi
truc tiép va gui qua email

Bai vi€t nay chi trinh bay va phan tich két qua
nghién clu dnh tinh.

Trong qua trinh khao sat nghién cuu (dinh
tinh), 20 cd nhan 1A nhiing ngudi da coé kinh
nghi¢m s dung internet va mua hang trén mang
da dugc phdng van. Nhing cé nhéan nay phai la
ngudi co lién quan dén qua trinh mua va di qua
cdac budc mua hang trén mang. Piéu nay 1a quan
trong vi ho c6 sy hiéu biét vé cac yéu t6 can
nhac khi mua ciing nhu ¢6 c4c danh gia theo
chinh kinh nghiém ctia ho trong qua trinh mua
hang trén mang.

2. Két qua cuia nghién ciu va thao luan

< SU dyng internet va céch thuc mua héng
trén mang ctia khach hang

Céc khach hang dugc hoi déu si dung internet
thuang xuyén hang ngay, chu yéu d€ gii va nhan
email (18/20), xem tin (20/20) va tim ki€m hang
héa trén mang (18/20). Ho cling st dung internet
vao céc myc dich khac nhu chat, vao mang xa héi,
tim tai liéu, choi game...

Cdc thiét by chu yéu ho dung dé truy cap inter-
net |a May tinh dé ban, dién thoai sau dé méi dén
may xach tay va méy tinh bang.

* Hang héa, dich vu mua online: Khi duge hdi
vé hang héa, dich vy da mua online, cac U xuat
hién nhiéu nhat gém:

3. Theo tir PC World Vietnam
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Vé cac yéu t6 1am ho hai Iorg

Quén | DS | D& | My |Skch|Gidi| DS | L& | B8 | Y | khi mua hang trjc tuyln,

do | ding | &n | phdm, uf | choi. | hinh | didn | (€ | nhém khach hang nay falng

gid lam qud r nhiéu nhat dén “dugc gia

dinh dep ting hang t4n ndi, nhanh gg

Twi | 10 [ 0 [ 9 [ 1 [ 3]2] s |33 1| (23%) Ysutsnaydusngm
% 2% | A% | 19% | 2% | 6% | 4% | 1% | 6% | 6% |2% ::3:3 i:?'c'éyd‘:g‘cg:"g;

C6 thé th&y quén 4o va d3 dung gia dinh dugc
nhém khach hang ndy da mua va clng 1 nhém
hang dugc quan tdm nhat khi tim d6 mua trén
mang. DS ding gia dinh dugc khach hang dé cap
bao g6m ca d6 dign, d6 nhya, cac dé bép...

* Nguén théng tin vé hang hdéa mua online:
Nguén théng tin ma nhém khach hang nay c6 dé
mua hang trén mang chl yéu théng qua céng cy
Search engine clia Google (38% chil Google xust
hién), sau dé 1a thong qua ban bé ngudi than. Ho
déng thdi cling tim théng tin qua Quang céo trén
mang, TV, thdng tin tU cic dién dan, dén théng cac
trang hang TMBT ho#c tim dugc théng tin qua
mang xa hdi.

* Trang thuong mai dién It dé mua hang trnyc
tuyén: Viéc mua hang tryc tuyén clia hg dugc thyc
hién qua 5 nhém trang ban hang, trong dé nhom
Trang Groupon (nhém mua nhu nhommua,
muachung, hotdeal...) duge néi dén nhiéu nhat.
Tiép dén la cac trang co linh quang cdo (nhu
enbac, solo...) va trang tryc tuyén cta doanh
nghiép. Cac trang gian hang thugng mai (nhu vat-
gia) va céc dién dan (nhu lamchame, webltretho)
cling dugc noi tdi.

“* Ly do, déng ca thic ddy viéc mua hang
frén mang

* Lgi fch cua viéc mua hang online: Khi dugc
hoi vé ly do mua hang tryc tuyén, y kién clia nhém
khach hang ndy cho thay viéc “tiét kiém thdi gian”
(31%), "khong phai di lai* (17%) va “dé tim, chon
lya” (17%) chinh 1a cac y&u (5 thic ddy hg tim

ndy thi d¢ hai 1dng cla ho rat cao. “Tit kiém thy
gian” chinh 1 ly do 16n dé ho chon mua hang rén
mang lai dlng thd 2 trong cac nhan t6 lam hai g
(20%). Ngoai ra, khach hang cing dé cAp dén vii
"khéng phai di lai”, "théng tin hang héa da dang’,
“gia ré" lam cho hq hai long.

* Yéu t6 khéng hai Idng: Béng thdi vdi vide hi
khach hang vé cac di8m ho hai Idng, ching i
cng d&t cau héi vé cac y&u t6 1am ho khdng ha
long. Két qua rat r6 nét, 16/20 khach hang nél v

“chat lUgng, m&u ma khong duing”. Duéng nhudiy
chinh [ tré ngai 16n déi véi cac khach hang kh
quyét dinh c6 mua hang trén mang hay khdng.

Céc yéu 16 khac dugc dé cap tdi bao gom i
ro thanh toan*, “khéng dugc tan mat kiém tra, thir,
“thdi gian 1au” va ca "thu tyc phuc tap”.

Van dé thi€u niém tin dudng nhu 12 I6n nhat v
hoat ddng thuong mai dién 1. CAc khach hing
thudng xuyén mua hang rén mang cing dat ciu
hé1 va khdng hai lng vi sy khac biét gida hang o
ban va hang thyc giao.

<* Mong dgi cua khach hang vé djch w bén
hang online

* Yéu cau vor trang web bén hang online: Do
chinh rao can niém tin, e ngai “chét lugng va mé
ma khdng dung” nén khi dugc hoi vé cac ybu cau
V@i frang web ban hang online, nhém khéch hang
nay néi nhi€u nh&t dén “hinh anh ré nét, chin
thyc® va tiép dén la "ddy di thong tin san phdm".
Céc yéu cu khac ¢b thé thay trong bang tSng hp
dudi day.

mua hang online.

Cac Iy do khac dudc ké dén Hinh | Hinhioh | Ddy | Hwng | Ngodn |Thong [ Niém | D
nhu “so sanh dugc”, "biét thém ihto | chioét | o0 | dlovdi| gdc | tn | yét | Khoin
cac mét hang”, “gia ré", “khong ML | cdebd [ ihing | mich | xufixd | bio | gid | vie
phéi chd dd", “e6 y kién clia ngudi chin | phin [insp| boa bih | tdring | chuyén
mua ruée”. thye

< Dénh gid cia khach ha'ng Tinadt| 1t s s | 2 2 [y ||
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& D6i vdi web ban hang dé dang/thiét by dign
tgia dung. Nhém khach hang nay clng cho biét
Mthém y kign d6i vai mat hang d6 dung/thiét by dién
tgia dung thi can c6 thém théng tin vé "bdo hanh,
Vsita chla”, “cho a8l hang™, “tu v&n sl dyng" hay "y
4kién nguai da dung”.
I 3. M6t s5 ham y gidl phap cho céo doanh
“ nghiép thuang mal dién ti B2C

Thu nhat, xay dyung m@t Website thanh cbng.
X M@t trang web thanh cong néi chung 1a mdt trang
web ¢6 du cac y8u 15 sau:
| - B3 cyc khoa hgc, dé'sU dyng, than thign véi

ngusi ding, ¢ nhiing chi dén dé thyc hién.

- NGi dung hap dan ma khong lam chém sy van
hanh cla hé théng.

- S6 Ian két nGi it nhat.

- Bam bao an toan, tin cdy d&i véi ngudi truy cap

Tuy nhién c6 dudc Website mdi chi |a diéu kién
cén nhung chua db ma yéu cau phai khdng ngung
cai tién trang web Vé hinh thuc trinh bay, cp nhap
théng tin, Website phai trg thanh ngudi ban hang
hdu hiéu bac nhat cia doanh nghiép. Do d6, glao
dién cua trang web phai hdp dan, nhing giao dién
trang web khé hi€u, nhiing lién két chét hodc
nhiing phan (ing cham chap c6 thé gdy phan cam
d6i véi nguadsi truy cap, anh hudng dén uy tin cia
doanh nghiép nén dugc loai bd.

Thu hai, hoan thién cong tac giao nhdn hang
hoa: Trong céc dich vu hd trg thudng mai dién tl,
dich vy giao nhan c6 val tré quan trong, nhét 1a d6i
vdi giao dich gidia doanh nghiép vdi khach hang.
Khao sat cho thay khach hang rat hai long vi ho
“khéng phai chd d6". Vdy phudng @n giao nhén
hiéu qua sé gilip thuong mai dién 1 clia doanh
nghiép thanh céng hon.

Doanh nghigp c6 thé c¢é cac phuang an giao
nhan da dang danh cho khach hang:

- Ngudi mua dén nhan hang tai cac diém dai
ly. Doanh nghiép ¢6 thé tao mdt chinh sach uu
dai néu khach hang Iya chon phuong an giao
nhan nay.

- St dung doi ngdl nhan vién ctia chinh doanh
nghigp d€ giao hang. Tuy nhién, viéc si dung
doéi ngd giao hang cta doanh nghigp chi phl

hgp vdi nhilng ddn hang trong pham vi lan can
doanh nghiép.

- L8y hang tir dai ty va s dyng ddi ngG giao
hang cba dai ly. D& thyc hién viéc nay, doanh
nght@p ¢an cé cac budc chudin by, cac phuong 4n
chuyén giao hang va hgp déng véi chinh cac dai
ly cba minh.

- Sl dyng dich vy giao nhan ho¥c chuyén hang
qua buu dién. Hinh thuc dich vy ndy da bat dau
xudt hién & Viét Nam c6 thé ké dén nhu shipchung
cla Peacesoft. V3i djch vy nay, cac website ban
hang tryc tuy€n chi cén tich hgp vao gié hang clia
minh chdc nang tinh phi van chuyén ty ddng dua
trén khdl lugng mon hang, dia chi ngudi nhan...
Bén canh dé ¢ thém chon Iuva hinh thic giao
hang nhan tién (COD) trén pham vi l0an quéc dé
dam bao hang nhan dugc ding mé ta méi phai tra
tién. Trong qué trinh van chuyén, ngudi mua va
ngudi ban cé thé theo ddi hanh trinh cia mén
hang bét ky Iuc nao béing cach tra citu ma véan don
tai shipchung.vn.

Thu ba, thuc hién phuong thuc thanh todn da
dang va phu hgp. Thanh toan la mét khau hét sic
quan trong trong 'todn bé quy trinh thuong mai
dién {1, hoat déng thuang mai dién tif sé chi dugc
dénh gia sa khai néu nhu giai doan nay van thuc
hién theo cach truyén thang.

Tuy nhién, theo két qua khao sat nhém
khach hang cho thay, “tra tién khi giao hang" 1a
Iya chon d4u tién cia ho va ¢ ty trong ap dao
céc phuang thuc thanh toan khac. Khéng chi
tai Viet Nam ma ngay ca cac nudc cé nén
thudng mai dién tU phat trién, van dé 1am sao
dé€ an toan khi mua hang trén mang luén Ia cau
hoi 16n nhat. Theo bdo cdo di€u tra clia hdng
bao mat McAfee (2011) thi c6 dén 50% khach
hang ding mua tai khau thanh toan vi lo s¢ rdi
ro. Do 46, vigc tao niém tin cho ngudi tiéu ding
khi mua ban trén Internet 1a van dé vé clng
quan trong.

Do vay, cac hinh thic thanh todn cba doanh
nghi¢p cho giao dich thuang mai dign {U ¢én chu
trong dam bao do an toan cao véi khach hang.
Doanh nghiép nén thiét |ap phuang thiic thanh
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todn da dang @& khach hang Iya chon, ¢6 thé ké
dén nhu:

- Thanh toan tryc luyén

- Thanh todn bang thé tin dyng ho3c ghi ng
qudéc 1§

- Thanh toén bang thé ghi ng néi dja

- Thanh toén bang vl dién t

- Tra tién m3t khi giao hang: Pay vén |a hinh
thuc thanh todn chl y§u khi mua hang qua cac
trang web vi ddm bdo d¢ an toan, khach hang
nhén ding hang da dat mua thl méi tra tién.

- Chuyén khodn ngan hang

Thu tu, phat trién dél ngl nhan lyc cho thuong
mai dién tU. Khi trién khai thudng mai dién tls, mét
ddi ngl nhan lyc phu hgp ¢6 trinh dé dé x4y dung,
phat trién va vén hanh thudng mai dién tJ trong
hoat déng phét trién kinh doanh Ia r&t quan trong.

Hién tai, doanh nghiép chi c6 mét nhan Iyc
chuyen irach website, fanpage, forum... 1a khéng
dl. D& dap ung t6t cho nhu cau xay dung thudng
mai dién t trudc mat, doanh nghiép can quan tam:

- Tuyén dyng nhan sy am hi€u va cé kinh
nghiém vé xady dung va phat trién thuang mai
dién t. Doanh nghiép ¢6 thé chi trong vao Iyc
lugng tri thic cé dao tao co ban chuyén nganh
CNTT, thuong mai dién U va k§ nang giao tiép
vdi khach hang.

- Thanh 14p nhém du &n xay dung va trién
khai thudng mai dién t véi céc thanh vién cé
chuyén mén vé thuong mai dién ti, IT, kinh
doanh va marketing.

- Khuyén khich va tao diéu kién thuan Igi cho
nhén vién cia minh tham gia cac khéa hoc ngén
han d& nang cao ky nang va trinh d6. Cac khoa
hoc nay sé cung cap mdt khéi lugng kién thuc rat
b3 [ch cho doanh nghigp tUing budc nang cao chat
lugng dich vy thuong mai dién tU va Ung dung
nhiéu hon nifa cong cy ndy vao hoat déng kinh
doanh clia doanh nghiép.

- Do 1ao nguén nhan iyc hién c6 kha nang
giao ti€p t61 vdi khach hang va thyc hién giao
dich véi nha phan phéi trong viéc cung c4p hang
héa. Céc ky nang admin trang web va xu ly don
hang nhu:

khoa hoc

+ XU ly cac email: viét mail, trd 16i email cho
khach hang.

+ C4c thao tac cd ban dé xd ly 1rén hinh anh
(Photoshop).

+ Céc c¢bng viéc admin: dua hinh Ién web,
quén tr) websile, cap nhat thong tin, cac thao téc
xU ly cho website... &
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Summary

Since ils appearance in 1997, after 15 years,
the Internet has deeply penetrated in every social,
economic and cultural aspect of Vietnam, As of
late Seplember 2012, the number of Intemel
users in Vietnam exceeded 31 million, of whom
4.3 million used broadband. The Ministry of
Inf ion and Communication estimales 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. Intemet users in Vietnam
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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