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Bai nghién cttu tong quan vé nén kinh t& chia sé va trdi nghiém khach hang d€ gitip ngudi doc

tha'y dugc tim quan trong clia trii nghiém trong nén kinh t& chia sé va liéu trdi nghiém ctia khach

hang trong nén kinh t& chia sé c6 gidng nhu trdi nghiém trong moi trudng truyén thong.
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1. Dit van dé

Nén kinh t& chia sé (sharing economy) xuit
hién dau tién tai My vao nim 1995 v6i md hinh
ban diu c6 tinh chit “chia sé ngang hang” nhung
khong 1o rét. Sau nim 2000, m6 hinh nay nhanh
chéng phdt tri€n tao thanh chudi hé théng gia tri
kinh doanh. Kinh t& chia sé con dugc bi€t dén vdi
tén goi khdc nhau, nhu: kinh t€ cong tic
(Collaborative Economy), hay kinh t& nén ting
(Platform Economy). Nén tdng cia mo6 hinh kinh
t&€ nay 1a khong s§ hitu, ti€p can tam thdi va phan
phdi lai hang héa hodc tai sdn thong qua chia sé
tai nguyén tir cong doéng, 1am ting tinh st dung
hay ti€p cén trén nén tdng ctia khuyé&n khich sy
tan dung cdc ngudn lyc. Kinh t& chia sé dugc chip
cdnh bdi sy phat trién ctia s6 héa tao nén ting két
ndi. Cdc md hinh tiéu ding mdi nhu nén kinh t&
chia sé dya trén nhitng ti€n bd cdng nghé va chia
sé thong tin (Botsman & Rogers, 2011). Toc do
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ma cdc hé thong chia sé dang phat trién gifta cdc
doanh nghiép thuc sy dang de doa cic mo hinh
tieu dung truyén thong. Thong ké trén thé gidi
cho thdy tiém ning clia cdc md hinh kinh t& chia
sé rat 16n, v6i sy tham gia cla nhiu cong ty hoat
dong dem lai gid tri 16n va thu hit mdt lugng 16n
lao dong tham gia (Kumar et. al., 2018).

Tai Viét Nam, loai hinh kinh doanh nay mdi
xuit hién khodng 5 nim gin diy nhung di cho
tha'y nhiéu trién vong. Trai qua thdi gian, hiéu qua
ctia md hinh kinh t& nay c6 nhitng vu diém nhu st
dung hiéu qua ngudn lyc, bdo vé mdi trudng, ting
ngudn thu thué& cho ngin sich nha nudc, cung cip
thém lya chon tién ich cho ngudi ti€u dung. Do do,
md hinh nay dugc ngudi dan dén nhan. Tinh dén
thang 6/2017, c6 khodng 6.500 cd s tham gia dich
vu thué phong Airbnb § Viét Nam (Huy Binh,
2019). Hinh thifc thong dung va phd bi€n hon tai
thi trudng Viét Nam la goi xe cdng nghé Grab.
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Py 1a loai hinh chia sé dich vu van chuyén da
gitip khdch hang gidm 1/2 thdi gian di chuyén va
20 - 30% chi phi di lai.

Trong md hinh nay, gid tri dudc tao ra tur cic
bén tham gia va mdi cd4 nhan hudng mot phan gid
tri tao ra. Cdc thanh vién tham gia gdm nha cung
cap nén tdng, nha cung cAp dich vu va khach hang
(Benoit et. al., 2017). Mot sd loai hinh kinh t& chia
sé phd bi€n nhu cho thué tai sidn dang s hitu 1a tai
sén sin c6 clia nha cung cap, cung cap dich vu
chuyén nghiép. Thong qua nén tdng, cdc cd nhin
c6 tay nghé trd thanh nha cung cAp dich vu riéng
18 k&t ndi v6i khach hang tiém ning. Ti€p dén 1a
cung cip lao dong tu do. Lic ndy, ngudi cung cip
lao dong vdi ngudi sit dung lao dong tu do k&t ndi
vdi nhau thong qua nén tdng cong nghé. Hinh thic
thit 4 12 ban hang héa truc ti€p, ngang hang. Nén
tdng cong nghé tao ra thi trudng cho phép ngudi
ban ban hang héa tryc ti€p cho ngudi tiéu dung
(Pham va Vi, 2022).

M6 hinh kinh doanh sdng tao ngang hang
(peer-to-peer, viét tit 1a P2P) 1a mot dang ng
dung ctia kinh t€ chia sé dang thu hit ngudi tham
gia thong qua cdc hoat ddng chia sé c6 thu phi.
Loai hinh nay du6i sy hd tr¢ clia hé thdng cong
nghé sd tién ti€n va sy lan tda manh mé clia mang
x4 hoi dang tr§ thinh mot thanh phan quan trong
trong nén kinh t&. Cdc hoat dong trén nén ting
P2P rit da dang tl chia sé chuyén di, chia sé chd
&, dn udng, giao hang trong khu vuc, tour du lich.
J Viet Nam ciing da xuat hién mot s& loai hinh
tap trung vio céc linh vyc nhu vin chuyén hanh
khdch v6i chia sé phuong tién giao thong nhu
Grab, Be hay Gojek, du lich v§i dich vu luu trd nhu
Airbnb hay Luxstay, tai chinh véi dich vu cho vay
ngang hang nhu cdc nén tdng Fiin.vn hay Tima va
lao dong véi dich vu chia sé k§ niang, siic lao dong
hodc khdng gian lam viéc chung nhu bTaskee hay
Designcrowd (Pham Khanh Nam, 2022).

Trai nghiém khach hang (Customer experience-
CX) theo nghia rong rai l1a cdc phan Gng va phan
ting khong cd y, tw phat ddi v6i cac kich thich cu thé
(Becker & Jaakkola, 2020). Trai nghiém khéch

hang thu hidt sy quan tAm cla hoc thuit va quan ly
trong hon hai thip ky qua bdi sy anh hudng ciia n6
véi hanh vi khiach hang va két qud kinh doanh clia
doanh nghié&p. Tir khi c6 su xuit hién clia cdc cung
cAp nén tang cho hoat dong chia sé trong nén kinh
t€ thi CX trong moi trudng nay bi tdc dong bdi cong
nghé va cic bén tham gia tao nén sy d6i mdi. Vay
trdi nghiém trong nén kinh t& chia sé cé giong nhu
moi trudng truyén thong va c6 quan trong?

2. Nén kinh t& chia sé

Nén kinh t& chia sé 12 mdt mo hinh kinh t& trong
dé ngudi tiéu ding st dung cdc cong cu tryc tuyén
dé cong tac trong viéc sG hitu, thué, chia sé va thuc
hién cédc giao dich hang héa va dich vu. N6 dudc
kich hoat va thiic ¢4y bdi cong nghé (Bucher et. al.,
2016) hay chia sé, trao ddi, cho vay, giao dich, thué,
ting va hodn ddi truyén thong dudc xdc dinh lai
thong qua cong nghé va cong dong ngang hang
(Botsman & Rogers, 2011).

Kinh t€ chia sé hoat dong trén co ché gia ting
quyén str dung ngudn luc thay vi s& hitu ngudn luc.
Diéu nay ciing dem lai rdt nhiéu 1¢i ich kinh t&, xa
hdi va mdi trudng gom:

(1) Tac dong tich cyc dé€n mdi trudng. Loi ich
16n nhit clia kinh t&€ chia sé 13 viéc tiét kiém tai
nguyén thong qua viéc st dung ti€t kiém tai san.
Véi viéc tiét kiém trong st dung tai sdn, mdy moc,
thi&t bi, ti€t kiém tai nguyén sé gidm lugng rac thai
ra moi trudng gép phan bio vé moi trudng sdng clia
cong dong;

(2) Gitp gidm chi phi giao dich trong cdc hoat
dong kinh t&€. Thong qua cdc nén tdng truc tuyén,
ngudi mua va ngudi bdn nhanh chéng tim dugc
nhau, tuong tdc truc ti€p v6i nhau; ti€t kiém dugc
thdi gian tim d6i tdc, ti€t kiém thoi gian thuong
lugng va chdt giao dich gitdp ngudi tiéu dung dudgc
huéng 10i va ting hiéu qud sidn xuit trong nén
kinh t&;

(3) Gitp cai thién thu nhap, ting ning suit, ting
nhu cAu v mé rong tiéu thy, thiic ddy su sdng tao
ddi méi & cap do ca nhan. San phdm, dich vu cung
cAp trong kinh t& chia sé 12 nhitng tai sdn chua dugc
tan dung ding mic. Kinh t€ chia sé dem dén co hoi
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tan dung ngudn tai sdn, ting thu nhap. Thu nhap
nhiéu hon s& gitip nhitng ngudi tham gia ning cao
chat lugng cudc song;

(4) Tao cd hoi nghé nghiép va thic ddy phat
trién cong nghé. Kinh t& chia sé loai bd hoic gidm
cdc rao cdn gia nhap thi trudng nhu von diu tu
ngudn Iuc sdn xuit, mang ludi phan phdi phic tap.
Do d6, cho phép nhiéu c4 nhan khéi nghiép, tao cd
hdi viéc 1am, tham gia thi trudng tif nguodn luc sin
¢6. Kinh t& chia sé tao co hoi d€ con ngudi chia sé
k¥ niing, tin dung thdi gian rAnh rdi dem dén gia tri
cho cong dong.

Ngay nay, nén kinh t&€ chia sé khong chi 13 xu
huéng ma né dang hoat dong quy md I6n li€n quan
dén hang triéu ngudi dung va tao 16i nhuan thu hit
nhiéu d6i tugng dau tu (Botsman & Rogers, 2011).
Nén kinh t& chia sé dang gép phan thiic diy phat
trién cong nghé ndi chung va cdng nghé thong tin
néi riéng, do ban than kinh t&€ chia sé c6 nhu ciu
ngay cang cao d6i vdi viéc st dung va phan tich dir
liéu 16n ctia khdch hang.

3. Trai nghiém khach hang

Trai nghiém cda khdach hang da dugc chi y
trong cd nghién ciu va thyc hanh marketing trong
hon 2 thap ky qua. Pine & Gilmore (1998) dugc coi
12 nhitng hoc gid diu tién khdi niém héa trai
nghiém cta khdch hang la cdc su kién thu hit cac
c4 nhan theo c4ch c4 nhan. Céc nghién citu CX rat
da dang trong nhiéu linh vuc khdc nhau (Bang 1)

cho thi'y tim 4nh huéng ctia né ddi vdi hoat dong
kinh doanh, dédc biét trong linh vuc dich vu hay moi
trudng cung cap cic dich vu ngang hang P2P (Kim
& So, 2022), vi cdc nha lanh dao doanh nghiép tin
ring trdi nghiém ctia khach hang la trung tAm cua
kha ndng canh tranh, trong khi cdc hoc gia
Marketing cho ring n6 1a c¢d s& co bdn clia quan tri
marketing.

Vi stic 4nh hudng to 16n clia CX ma rit nhiéu
nghién cfu nhim cdi thién trdi nghiém khéch hang
da dudc thyc hién trong sudt nhiéu nim qua va vin
ti€p tuc trong tuong lai (Bang 2). Muc tiéu clia cic
tim hi€u sdu nay nhiim gitip doanh nghiép tim ra
cdc bién phap ning cao trai nghiém khach hang.

Né&u nhin gi4 tri khdch hang (customer value)
trén cd s tuong tac gitra ngudi st dung va dich vu
thi n6 dugc xem nhu mot trdi nghi€ém tuong tic
mang tinh tuong d6i va dua trén s§ thich (Holbrook,
1999). Gid tri khong nim trong sin phim dugc
mua, khong phai & thuong hiéu dugc chon, khong
hién dién & d6i tugng s& hitu, ma la qua trdi nghiém
tiéu dung méi c6 dudgc. Do do, gia tri khach hang la
tong thé danh gia két qua clia toan bd trai nghiém
ctia khach hang. Vi viy, viéc tao ra trdi nghiém
khéch hang tich cyc Ia rit quan trong. Diéu nay 1y
gidi vi sao cdc cong ty rit quan tAm dén trdi nghiém
khdch hang. Ho c6 gdng cdi thién né thong qua céc
diém cham va quan tAm d&€n cdc phan hdi cia
khdch hang vé trdi nghiém. Hanh dong nay khong

Bdng1. Phdn loqi va béi cdnh nghién ciiu CX

Linh vuc nghién cliu B6i canh

Tacgia

Marketing dich vu Cac diém cham

Bitner (1990), Grove va Fisk (1992)

Ngudi tiéu dung Toan bd qua trinh tiéu dung

Holbrook va Hirschman (1982)

Banlé

Tuong tac truc ti€p/gia ti€p véi nha ban lé

Verhoef va cong su (2009),
Grewal va cong su (2009)

. . TR . Hoffman va Novak (1996),
Online marketing M@i trudng truc tuyén Novak vé cng sy (2000)
Thuaong hiéu Tuaong téc truc ti€p/gian ti€p véi thuong hiéu Schmitt (1999), Brakus va cong su (2009)
Trai nghiém Tiép xuc truc ti€p trong hanh trinh khach hang Pine & Gilmore (1998)
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BAng 2. Muc tiéu nghién c(iu CX trong cdc linh vuc

Linh vuc nghién ctu

Muc tiéu

Tacgia

Marketing dich vu

Cai thién trai nghiém khach hang théng qua cac diém cham

Grove va Fisk (1992)

Kham phé y nghia biéu tuong va cac khia canh kinh nghiém

Holbrook va Hirschman (1982);

Nguoitieu dung clia tréi nghiém

Arnould va Price (1993)

Banlé

Cai thién trai nghiém khach théng qua qua trinh ban 1é

Verhoef va cong su (2009);
Grewal va cong su (2009)

Online marketing

Cai thién trai nghiém khach théng qua cac yéu t6 truc tuyén

Novak va cdng su (2000);
Rose va cong su. (2012)

nghiém dang nho

Thuona hidu Cai thién trai nghiém clia khach hang thong qua cac kich Schmitt (1999);
g thich lién quan dén thuang hiéu Brakus va cong su (2009)
L Tao ra mot san pham hap dan bang cach t6 chiic mot trai Pine & Gilmore (1998);
Trai nghiém

Hamilton va Wagner (2014)

chi 1a trao Iuu, ma 12 yéu cau nhim ning cao kha
ning canh tranh trong bdi cinh kinh t€ chia sé. C4c
cong ty chi ¥ dén trai nghiém khdch hang nhu mot
cich @€ phan biét thuong hiéu véi cic ddi thi canh
tranh, tir d6 gép phan vao sy hai long cda khich
hang, 1ong trung thanh cda khdch hang va nhin
thitc vé thuong hiéu (Kim & So, 2022).

K&t qué cla trdi nghiém khach hang phan loai
thanh 3 nhém la tic dong d&€n nhan thic, 4nh hudng
dén tinh cAm va anh hudng hanh vi (Kim & So,
2022). Thong qua trdi nghiém, khach hang c6 thé
cai thién nhan thitc cia ngudi ding vé mot thuong
hiéu. Ngoai ra, trdi nghiém ctia khach hang c6 thé
4nh hudng dén thuong hiéu, ching han nhu sy gin
b6 vdi thuong hi€u va sy nhiét tinh v§i thuong hi¢u.
Mit khdc, n6 c6 thé dnh huéng dén tinh cAm cla
kh4ch hang vé6i thuong hiéu. K&t qua nay bao gdm
cam gidc kich thich, hai long, anh hudng tich cuec,
thich thd, hanh phdc, ¥ nghia, hanh phic. B&i véi
hanh vi, k&t qua cda trai nghiém s& thé hién & long
trung thanh, ¥ dinh lip lai hanh dong, y dinh dé
xuat va hanh vi tuong tic.

Vi tim quan trong ctia CX vdi hoat dong cia
doanh nghiép nén cic nghién citu dé danh gid két
qua cta trai nghiém khach hang ludén thu hit sy

Nguén: Becker & Jaakkola, 2020

quan tAm cta cac hoc gia cling nhu 1anh dao doanh
nghi€p. Theo Parasuraman, Zeithaml & Berry
(1985), 10 tiéu chi sau dugc st dung khi ddanh gia
k&t qua va trdi nghiém:

(1) Truy cap: dich vu c6 dugc cung cap tai cic
dia diém va thoi gian thudn tién, it phdi chd dgi
khong?

(2) Do tin cay: dich vu ¢6 nhat quin va ddng tin
cdy khong?

(3) Uy tin: khach hang c6 thé tin tudng cong ty
dich vu va nhan vién cla cong ty khong?

(4) Bao mat: dich vu c6 thé dugc st dung ma
khong gédp rairo khong?

(5) Hiéu khach hang: c¢6 vé nhu nha cung cAp
dich vu hi€u mong dgi ctia khach hang?

(6) Kha nang ddp tng: nhan vién dich vu phan
hdi nhanh nhu th& nao ddi v6i cic van dé, yéu cau
va cau hdi cia khach hang?

(7) Lich su: nhan vién phuc vu c6 hanh dong
mot cidch than thién va lich sy khong?

(8) Nang lyc: nhan vién phuc vu ¢6 ciac k§ ndng
va ki€n thifc cAn thi€t khong? (9) Giao tiép: dich vu
c6 duge mo ta ro rang va chinh xac khong?

(10) Hitu hinh: y&u t& hitu hinh ctia dich vu dudc
quan ly nhu th&€ nao? Trén co s& dinh gid nay
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doanh nghiép s& c6 cdc bién phdp cai thién trai
nghiém theo hudng tich cyc cho khiach hang.

4. Két luan

Dic trung ctia nén kinh t&€ chia sé 12 hoat dong
trén co s& cdc nén ting. Ho déng vai tro két ndi
ngudi st dung va ngudi ti€u dung v4i nhau. Nhitng
ngudi sit dung hay cung cip clia cdc nén tdng nhu
Grab, Airbnb,... déu két ndi thdong qua céc dng dung
cho nén cong nghé dnh hudng tryc ti€p va la bé dd
clia kinh t€ chia sé. Thong tin giita cdc bén c6 kip
thdi, chinh x4c s& 4nh hudng dén trai nghiém cia
khéch hang, gitip cho moi ngudi tham gia tich cuc
hon vao qu trinh tao ra gid tri. Vay huéng thit nhat
khi quan tdm dén trdi nghiém khach hang trong
kinh t& nén tdng 14 ting cudng cic sdng tao cdng
nghé d€ c6 thé dem dén trai nghiém tich cyc. Khi
ma cdc giao dich thyc hién trong mdi trudng truc
tuy€n thi tinh xéc thuc cla thong tin va cdc hd trg
clia nén tdng s& tao niém tin cho cdc bén tham gia.
Muén lam dudc diéu nay, can sy sdng tao hon nita

TAILIEU THAM KHAO:

vé mit cong nghé d€ xi Iy thong tin va cung cap
c4c tién ich hd trg.

Mbi trudng cong nghé ciing 1a 10i the dé ti€n
hanh phén tich trai nghiém khach hang. Cac khao
sat don gidn hay phan tich trén thong tin khach
hang gilip c4 nha cung cip dich vu vd ngudi st
dung huéng dén thda man mot cach t6t nhat nhu
cdu clia mdi bén. Céc phan hdi, ¥ ki€n ctia khach
hang két hop véi dir lidu tir cdc 1an dit hang gidp
hi€u 6 hon nhu ciu clia ngudi st dung. Hon nifa,
cdc thong tin nay ciing tré nén hitu ich trong viéc
phéathién va x Iy s6m céc trdi nghiém tiéu cyc.

Tém lai, nén kinh t& chia sé 12 mot md hinh da
va dang phat trién trén thé gi6i va Viét Nam. Trong
moi trudng cong nghé 1am nén tdng nay, can ting
cudng tinh sidng tao hon nita d&€ hudng dé&n ting
cudng sy tin tudng va hd trg, nhim khuyé&n khich
ngudi tham gia. Ciing chinh cong nghé 12 1gi th& dé
quan Iy trdi nghiém khach hang t6t hon, huéng dén
trdi nghiém tich cuc dé thu hidt thém thanh vién m
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ABSTRACT:
This paper provided an overview of the sharing economy and customer experience to highlight
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