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TOMTAT:

Khio sit clia cic cong ty nghién cifu thi trudng cho thiy nhu cAu va hanh vi clia ngudi tiéu ding da

thay d6i nhiéu hon sau dia dich Covid-19. Bai viét dva trén nghién cifu va nim bit sy thay ddi trong

thai do va hanh vi tiéu ding ctia khach hang, tir d6 dua ra chi&n lugc thich ng hdp ly gitip doanh

nghiép (DN) theo dbi va do ludng hiéu qua quang cdo, ban hang trén tirng diém cham, tirng kénh ban

dé t8i vu hda chi phi va ngudn Iy, gitip DN ditng vitng trudc nén kinh t& bién dong sau dai dich.

T khéa: hanh vi, théi quen, ngudi tiéu dung, doanh nghiép, chat lugng hang héa, sau dai dich

Covid-19.

1. Pit van dé

Xu huéng hanh vi mua cia ngudi ti€u dung
Viét Nam sau dai dich Covid-19 da c6 nhitng thay
ddi nha't dinh va dnh hudng dén tinh hinh tiéu thu
hang héa cia cidc DN, do vay, cAn c6 sy hd trg,
quan ly thuong mai tir phia Nha nudc d€ bao vé
ngudi tiéu dung va diy cling la co hdi cho DN
nim bit d€ phuc vu ngudi tiéu diing t5t hon nhim
tim ki€m I¢i nhudn nhiéu hon. K&t qud mot so
nghién citu, khdo sit vé hanh vi, théi quen ngudi
tiéu dung trong va sau dai dich Covid-19 dua ra
dué6i day cho thi'y ngudi tiéu diing da thay di théi
quen, ting mua sdm online do tdc dong cta dich.
Nhitng théi quen nay da va c6 thé sé ti€p tuc dugc
duy tri phdt trién manh thdi gian t6i.

2. Nghién citu vé thay ddi trong théi quen
tiéu dung cia ngudi Viét anh huéng dén chién
Ivge cua DN

Pdu tién phdi ké dén su thay ddi trong théi quen
mua sdm chuyén tiv mua sdm truc tiép la chii yéu
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sang mua sdm truc tuyén thong qua cdc trang
mang dién tit.

Né&u nhu trude dai dich, vao nim 2016, mic chi
tiéu mua sdm online trung binh clia ngudi Viét 1a
170 USD/ngudi, nam 2017 la 186 USD/ngudi, thi
dén ndm 2022, con s6 nay la 288 USD/ngudi.
Theo bido cdo vé linh vic thuong mai dién tf do
Cuc Thuong mai dién tif va Kinh t&€ s& cong ba,
nam 2023, v6i 74% ngudi dan st dung internet,
Viét Nam c6 khodng 59 - 62 triéu ngudi ti€u dung
mua sim tryc tuy€n va gia tri mua sim mdi ngudi
uéc dat khodng 300-320 USD. Cé thé thiy budc
vio giai doan phuc hdi hiu Covid-19, thuong mai
dién tr ludn git dugc tdc do ting trudng tir 16-
30%, du ki€n dat 20,5 ty USD trong nim 2024,
dang 1a mdt trong nhitng linh vuyc tién phong cia
nén kinh t&€ s6, tao dong luc phat trién kinh t& va
din dit chuyén d6i sd trong DN. Piéu nay mot
phan dén tir sy thay ddi théi quen clia ngudi tiéu
diing khi trdi qua nhiéu dgt gidn c4ch.
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Theo k&t qui do Lazada két hop cing Milieu
Insight vé nguditiéu dungtrén toan khu vuc Pong
Nam A, 73% ngudi tiéu ding Pong Nam A di xem
mua sim tryc tuyén 12 mot phin trong cudc sdng
hang ngay cla ho, ting hon nhiéu so véi ty 1& 60%
trong cudc khdo sit vao 2 nam trude. Pac biét, 67%
ngudi tiéu ding ciing ddng ¥ ring cic 1& hdi mua
sdm 16n trong nim v6i hang loat uu dai hap din c6
vai tro rat 16n trong viéc thic ddy hanh vi mua sim
cia ho. Riéng tai Viét Nam, c6 dén 81% ngudi
dudc hdi cho ringmua hang qua mangda trd thanh
mot théi quen. Pic biét, 85% cho biét ring ho dang
chi tiéu nhiéu hon cho viéc mua hang online ké tir
khi dai dichCovid-19bung phit. Ngudi ti€u dung
Viét thé hién sy yéu thich danh cho céc thuong hiéu
ndi dia, v6i 52% s6 ngudi dude héi c6 xu hudng lua
chon céc thuong hiéu sdn xudt trong nudc. Song
song d6, c6 66% ngudi tham gia khio sit cho biét
ho ludn tim ki€m nhitng wu dii t6t nhat khi mua sim
dé ti&t kiém chi phi sinh hoat cho gia dinh. Trong
khi d6, 34% con lai sdn sang mua nhitng mat hang
bat k& c6 gidm gid hay khong trong 1an mua hang
truc tuyé&n gan ddy nhat.

Chinh vi nhitng thay d8i chuyén huéng sang
mua sim online 13 chd y&u nén di c6 rit nhiéu
cuoc khio sat nghién cttu sdu hon vé hanh vi tiéu
dung ctia khach hang khi mua sim online. 41%
khach hang mua sim trén cdc trang web cho biét
nhiéu thuong hiéu dd mang lai cho ho sy trdi
nghiém phong phd trén nén ting online. Ho ¢6 xu
huéng wa chudng nhitng trang web trinh bay san
phdm ré rang dudi dang hinh 4nh hoic video. Pay
cling chinh la thach thdc vdi cic DN chua xay
dung dugc trdi nghiém truc tuyén tot cho khdch
hang. Ngudi tham gia khdo sat cho ring y&u to tiét
kiém thdi gian quyét dinh 76% dén hanh vi mua,
gid cd hgp 1y 1a 65% trong khi thdi gian giao hang
lau va phi giao hang 12 hai nhugc di€m 16n nhat
khi€n ho khong mudn mua hang. Do dé, dé€ tan
dung su phét trién cla thuong mai dién t, sy uva
chudng mua hang online clia ngudi ti€u dung, cdc
DN cAn ning cao trai nghiém cta khach hang khi
mua tryc tuyén, dic biét1a cdc kénh phat truc ti€p
clia cdc san thuong mai dién t& thdng qua chid
thich sdn phdm 16 rang, c6 hinh 4nh, video vé san

phdm ciing huéng din chi ti€t vé cdc thong s6. DN
cAn tip trung viao quyén riéng tu clia ngudi tiéu
diing va nd luc cla cdc nén tdng 16n nhu Facebook
dé tim ki€m va bio vé dit liéu c6 gia tri clia ho
giy khé khin nhiéu hon cho cdc DN trong viéc
tim hi€u khach hang cia minh. C4c thuong hiéu
c6 thé thi€t k& trai nghiém sau khi mua hang va sit
dung ndi dung d€ nang cao tradi nghiém dé, vi du
nhu tao video huéng din, xay dung cdong dong
xung quanh khach hang, cung cip cdc ndi dung
mang tinh gido duc,... Pong thdi DN cin tim hiéu
tam 1y khdach hang va 4p dung nén tdng k§ thuit
s6 hién dai d€ nang cao trdi nghiém tryc tuyén
cho ngudi mua sim.

Thit hai, xu hudng kinh doanh hoi thoai bung
né. Mot khdo st 6.500 ngudi tiéu diung tai Viét
Nam, Australia, Indonesia, Hin Qudc, Thdi Lan,
Philippines va Pai Loan (Trung Quéc) do Meta
k&t hop véi Boston Consulting Group thyc hién vé
kinh doanh hdi thoai cho thdy Viét Nam c6 ty 1&
stt dung tin nhdn kinh doanh hoi thoai cao nhat
trong sO céc thi trudng dudc khdo sat. (Hinh 1)

Theo do6, c6 t61 73% ngudi tieéu dung Viét Nam
st dung tin nhin hoi thoai d€ ti€p can DN va cé
dé&n 80 - 90% cédc don vi st dung quing cdo trén
Facebook & Viét Nam dang st dung tinh ndng
nay. C6 39% ngudi dugc khdo sdt cho bi€t ho ting
tan suat sit dung hoi thoai sau dai dich Covid-19;
Khdo sdt cling cho bi€t it nhdt ¢6 1 trong 3 ngudi
tiéu dung Viét Nam trdo chuyén v6i DN mdi tuan
mot 1An. Pic biét, hinh thitc kinh doanh nay c6 thé
ap dung cho nhiéu nganh nghé k& ca linh vuc tai
chinh, 63% ngudi tiéu dung cho ring ho cAn phai
“chat” v6i DN tru6c khi ra quy€t dinh ding ky sdn
phdm tai chinh. C6 thé thdy, sau dai dich, kinh
doanh qua hdi thoaitrd thinh mot phan thi€t yé&u
clia thuong mai tryc tuyén bén vitng va trdi
nghiém khdch hang, giip DN tim ki€m thém
nhiéu co hdi kinh doanh hon va c6 vd s6 tng dung
trong moi nganh nghé. Hon 70% DN dugc khio
sdt nhin nhin tin nhin hodi thoai vd cling quan
trong véi DN ctia ho, 1a mot trong nhitng cong cu
quing cdo manh mé&, giip DN két ndi tot hon véi
ngudi tieu diing va tdi wu hoat dong kinh doanh
trong ky nguyén so.
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Hinh 1: Ap dung kinh doanh héi thoai theo quéc gia (Ngudi tiéu dung, % ngudi dudc khdo sat)
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Do d6, cac DN nén xéc dinh rd muc dich cia
st dung kinh doanh hoi thoai va uu tién dua vao
chién lugc marketing cia minh. Chié€n ludc cho
phép cdc DN nhanh chéng ti€p cin khdch hang,
ddng thdi k&t ndi, twong tdc 1:1 va cd nhin héa
ndi dung trd chuyén véi khach hang tiém ning
bing nhitng hinh thitc da dang nhu gidi ddp thic
mic, gidi thiéu chuong trinh khuy&n maii hay
chim séc khdch hang vao cdc dip dic biét. Piéu
nay c6 dudc khi DN thyc hién phan tich t6t hanh
vi v nhu ciu cla khdch hang, tir d6 dua ra nhitng
gdi y phi hgp v6i mong mudn clia ho, gép phian
ning cao tradi nghiém cda khach hang véi nén
tdng vi DN. Pdng thdi tv dong héa quy trinh va
stt dung cong cu hd trg trd 15i tin nhdn, xay dung
hé thong Customer Relationship Management
(CRM) d€ quan 1y dit liéu khach hang va st dung
da dang cdc gidi phdp tin nhidn d€ ti€p can ngudi
dung trén toan bo hanh trinh mua hang lIa nhitng
gidi phdp gitp cdc DN tao ra trdi nghiém toan
dién cho khdach hang va ting kha niang khéach
hang chdt don, cdi thién doanh s& cho DN.

Thit ba, xu huéng tiéu diing sin phdm “xanh,
sach”, c6 ngudn gdc xudt x{ rd rang va tot cho stic
khde. Theo khdo sit Ngudi tiéu dung binh chon
hang Viét Nam chat luong cao cia Hoi DN hang
Viét Nam chat lugng cao (HVNCLCO), tir sau dai
dich Covid-19, th6i quen clia ngudi ti€u dung trong
nuc da cé su thay ddi 16n theo huéng chon sin
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Nguon: Meta & BCG, ndm 2022

phz?fm tot cho stic khde hoic dat c4dc chitng nhan tiéu
chuén chat lugng, truy xuat dudc ngudn goc xuit xi.
Cu thé, c6 69% ngudi tiéu diing dugc khao sit chon
san pham t6t cho stic khde hoic dat cic chitng nhan
tiéu chuin chit lugng; 45% chon san phim truy xuat
dugc ngudn gdc xuit xi. San phadm dugc sdn xudt
theo quy trinh sdn xut hitu (c6 chitng nhan organic)
¢6 ti 1& ngudi chon mua la 25%. Xu hudng lwa chon
san phim “xanh” va “sach” than thién moi trudng
hoiic dat cic chitng nhan tiéu chuin chat lugng trd
thanh uu tién hang dau. (Hinh 2)

Theo bdo cdo “Pén diu xu huéng mua hang
tryc tuyén” do NielsenlQ Viét Nam thyc hién
nim 2023 ciing cho thdy ngudi tiéu ding Viét
Nam dang din thay ddi tu duy va hanh vi tiéu
dung theo mdt cach thong minh hon va cé y thic
rd rang vé gia tri sin pham.Theo nghién ctu,
khodng 80% ngudi Viét dugc hdi quan tAm hon t6i
stic khée tdng thé, 81% quan tim hon t6i sitc khde
tinh thin va 79% quan tAm hon t6i sitc dé khdng.
Theo d6, 74% ngudi Viét duge hdi cho biét ho da
st dung thuc phdm chitc ning véi muc dich cai
thién va ting cudng hé thdng mién dich.

Do d6, DN Viét cAn tip trung vao cdc sin
phdm c6 xudt xi rd rang, c6 cic chitng nhan nhu
hang Viét chit lugng cao, sin phim OCOP
(Chuong trinh Mdi x4 mot san phim)... Hon nita,
nha cung cAp hang Viét can thay ddi mau ma cic
san phdm thudng xuyén, thyc hién cdc chuong
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Hinh 2: Céc nganh hang mua trong 6 thadng dédu ndm 2023

Cac nganh hang mua trong 6 thang qua
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trinh khuy&n mai hiing tuan, hiing thing, bd nhan
dién thuong hiéu sin pham hang Viét t5t.Cdc DN
san xuit cAn thuc hién hoat dong dinh gid tr
chuyén gia ndi bd hoic bén thit ba vé k& hoach
hanh dong gidm phat thdi va hiéu qua thyc thi.
Pong thdi, thay th€, gidm thi€u nhya trong bao bi.
Pau tu, cam két st dung ning lugng bén viing,
than thién v6i moi trudng. Mit khdc, dau tu, phat
trién cong nghé thu thap dir liéu vé mic do phat
thai. Ung dung cong nghé cdm bién, AL ty dong
héa dé cai thién chudi cung ng nhim gidm ling
phi nuéc, ning lugng va nguyén li€u. VGi cdc DN
bdn 1€, can c6 ing dung cho phép khiach hang theo
doi tdc dong cla gié hang ho mua 1én moi trudng.
Cdc nha bdn 1é nén cung cip nhiéu sin phim
chay, hitu cd va cdc sin pham dia phuong. Ddn
nhén carbon trén san phdm va st dung xe dién dé
van chuyén hang héa... DN ning cao niing luc sdn
xuit ddp ng thi trudng, tham gia dao tao, tip
huin nang cao kién thifc k§ ning t& chiic sdn xuat
va chuyén ddi tu duy sdn xudt sin phdm xanh,

Nguén: NielsenlQ, ndm 2023.

sach, than thién mdi trudng; ddi mdi vé khoa hoc
cong nghé ché bi€n, bdo quin; 4p dung céc tiéu
chuén ki thuit, quy trinh sdn xui't dat chudn.

3. Giai phap hé tr¢ DN trudc sy thay ddi
hanh vi ctia ngudi tiéu dung

Nhiim hd trg va ddong hanh ciing DN, cédc bo,
ban nganh sé& ti€p tuc trién khai hoat dong xiic
ti€n thuong mai va @ng dung thuong mai dién t
trong mua sim hang Viét theo hinh thic phit hgp
vdi tinh hinh méi. Pi¢u ndy nhim ning cao vi thé,
chat lugng, stfic canh tranh cho sin phé{m Viét
Nam trong b&i cdnh hdi nhdp sdu rong vao nén
kinh t&€ khu vuc va thé gi6i, huéng t6i hang Viét
chinh phuc ngudi Viét va ty hao st dung hang
Viét. Cdc cd quan quan 1y can gidm sdt chit ché
chdt lugng sdn phim. C6 cdc bién phdp nghiém
khic doi vé6i tinh trang 1am hang gid, hang kém
chat lugng, khong rd ngudn goc xuat xi, tir d6 tao
niém tin cho ngudi tiéu diing.

DPong thdi, m& rong vd ning cao chat lugng
Cudc van dong “Ngudi Viét Nam uu ti€n dung
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hang Viét Nam” sang “Hang Viét chinh phuc
ngudi Viét”. Ngodi ra, tap trung gidi phdp hd trg,
dinh huéng, gitp chuidn héa cé truy xudt ngudn
gdc nhitng mit hang thi€t y&u gin lién vé6i doi
song hing ngay; xay dung chudi thyc phdm an
toan, lién k&t chit ché, lvu thong hang héa hiéu

qua xuyén sudt tir hoat dong nuoi trong, san xuit
dé&n phan phdi. Mit khic, huéng din, tao dicu
kién cho DN d4y manh ting dung thuong mai dién
tlr trong cung ng, phan phdi hing héa, tao diéu
kién cho ngudi tiéu dung ti€p cin hang Viét
nhanh chéng, thudn ti¢n m
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ABSTRACT:

Surveys conducted by market research companies show that consumer needs and behaviors
have changed more after the COVID-19 pandemic. Based on research and changes in customer
attitudes and consumer behavior, this paper presented a reasonable adaptive strategy to help
businesses monitor and measure advertising and sales effectiveness through customer
touchpoints on sales channels to optimize costs and resources, helping businesses stand firm in the
fluctuating economy after the pandemic.

Keywords: behavior, habits, consumers, businesses, product quality, post-COVID-19 era.

162 $6 4 - Thang 3/2024



