TAP CHi CONG THUONG

ANH HUONG CUA CONG NGHE
PEN CAC PHUONG THUC BAN HANG ONLINE

® HOANG VAN TRUNG - LE NGQC HAI

TOM TAT:

Thoi dai clia cong nghé s6 da va dang 4nh hudng manh mé t6i théi quen mua sim clia ngudi
tiéu diing dic biét 1a k€ tir sau dgt dich Covid-19. Piéu nay khi€n ban hang truyén thong dan thay
d6i sang phudng thiic mdi - phuong thitc ban hang online. V§i nén ting cong nghé hién dai, doanh
nghiép s& dudc hd trg cic tién ich dé k&t ndi thé gidi online véi the gidi offline. Tir d6, viéc nim
bit nhitng hanh vi khdc nhau ctia ngudi tiéu dung trd nén thun Igi hon va doanh nghiép hoan toan
c6 thé dua ra cac quyét dinh dau tu ding cich d€ t6i wu héa viéc ti€p can khach hang, cling nhu
tdng trudng doanh s6 ban hang 1a mot nhiém vu doi héi cap thi€t clia cdc doanh nghiép trong giai

doan hién nay.
Tu khda: ban hang, cong nghé, online.

1.Pat van dé

Véi sy phat tri€n manh mé ctia cong nghé, hanh
vi mua sim truyén thong clia ngudi tiéu ding din
nhudng chd cho nhitng hinh thitc mua sim hién dai.
Vi vy, d€ nim bit dudc co hoi clia thi trudng, cic
doanh nghiép budc phdi nhanh nhay ti€p cin véi
nhitng phuong thic bian hang mdi - ban hang
online. Vi sy hd trg cia cdng nghé, ban hang da
kénh c6 thé gitp doanh nghiép 14n khich hang
nhanh chéng ti€p cin va théa min nhu cau, mong
mudn clia minh. Cong nghé that sy déng vai trd
quan trong trong viéc phat trién cc giai phdp ban
hang online ctia doanh nghiép. V4i ¥ nghia do, bai
vi€t nay dugc thuc hién bing cich tdng két cic
nghién cifu trudc d6, nhiim phac hoa bifc tranh tong
thé vé tdc dong clia cong nghé dén thi trudng ban
1. Qua d6, 1am ndi bat vai trd clia cong nghé, ciing
nhu dé xuit cic cong nghé hién dai tng dung trong
ban hang online tai cic doanh nghiép.
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2. Xu huéng ban hang theo Omni channel

2.1. Nhiing thay doi trong thi truong bdn 1é

e Vao nhitng nam 1990s

Day 1a thdi dai toan ciu héa, d6 1a thdi ky ma
cdc cdng ty toan cau bit dau tran ngip thi trudng
Vi cdc san phdm clia ho dan dén sy canh tranh gay
git. Cc cong ty nay bit ddu chi tiéu dang ké cho
quéang cdo d€ thu hit ngudi tieu dung; st dung dich
vu hiu cAn mot cach tich cyc hon dé dap @ng nhu
cAu clia ngudi tiéu dung, tic 12 bing cach dem lai
cho ngudi tiéu diing nhiéu Iwa chon c6 sin tai cic
diém ban. Khdi niém chim séc khach hang xuét
hién nhu mot chi€n ludc canh tranh trén thi trudng.
Ngudi tiéu diing duge ddi xit binh ding trong tat ca
céc khia canh. Nhung qué trinh giao hang la van
truyén thong véi sy thong tri clia cdc kénh phan
phdi trong thdi gian. N6i tém lai, thi trudng dang
phét trién va cdc cong ty da bit ddu st dung cong
nghé nhu mot cong cu @& phuc vu tot hon, tuy nhién
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st dung t&i wu cdng nghé van chua dugc thuc hién
(Achit Agarwal, 2015).

e Vao nhitng nam 2000s

Trong thdi dai ndy, cic cong ty di phat trién rat
nhiéu chiing loai hing héa trén thi trudng va ngudi
tiéu diing dugc xem 1a “thugng d&” dé€ cic cong ty
phuc vu. Ho sin sang cung cAp cho khach hang cic
san phim v&i bat ky dic di€m ky thuat nao khach
hang mong mudn véi mic gia cd hip din. Trong
giai doan nay, cdng nghé thyc sy phat huy dugc sic
manh cta minh. Du6i sy hd trg clia cong nghé,
ngudi tieu diing bit ddu tim ki€m sdn phim va dit
hang dit hang online, thanh toén tryc tuyé&n... Toan
bd qua trinh tir viéc tim ki€m, lya chon sin phﬁm,
dit hang, thanh todn, dén trang thdi van chuyén
hang héa déu dudc theo ddi b&i ngudi tiu ding.

2.2. Cong nghé lam thay doi hoat dpng bdn
hang

Cong nghé tic dong mdt phan 16n dén sy ning
dong clia ngudi tiéu dung, khién trdi nghiém mua
sdm dién t clia ngudi tiéu dung da trd nén phong
pht hon so v6i mua sim truyén thong. Diéu nay thé
hién rd G nhitng khia canh sau:

- bit hang nhanh: N&u nhu trudc day, ngudi tiéu
diing phdi mat nhiéu thdi gian dén cic clra hang
chon lyta sin pham, thi gid day tat ca diéu nay dang
thay ddi v6i su xAm nhap cong nghé. Bing céc ting
dung mua sim trén cdc thi€t bi cong nghé, ngudi
tiéu diing c¢6 thé trai nghiém nhiéu hinh thifc mua
sim khac nhau. Piéu nay da gilip ngudi tiéu dung
dit hang nhanh hon nhiéu va ti€t kiém c thdi gian
va tién bac (Achit Agarwal, 2015).

- Tang ty 1€ canh tranh: Cong nghé gidp ngudi
tiéu ding tim ki€m va so sdnh dong thdi nhiéu loai
san ph?fm ¢6 sén va tim ra mot sy lwa chon phit hgp
nhit. Piéu nay khé c6 thé thuc hién mot cach tht
cdng. Nho d6 ma tinh canh tranh gitta cic doanh
nghiép ting 1én, gép phan ci thién chat lugng sdn
pham, dich vu (Achit Agarwal, 2015).

- Theo ddi d& dang: Khi mot sidn phim dugc xdc
nhan mua bdi ngudi tiéu dung, modt thong bdo sé
dudgc gt di thong qua céc thi€t bi cong nghé, trong
d6, néu r6 tinh trang hién tai ctia san pham. Cong
nghé da phat trién nhiéu d&€n mic ngudi tiéu dung
c6 thé theo dbi don hang ctia minh tai moi thdi

diém, k€ tir khi xdc nhan don hang, thanh todn don
hang (ngin hang internet, vi dién t¥), van chuyén
sdn pham, tinh trang qui cinh, d&n dich kho, giao
hang tai clta cia ngudi tiéu dung, thanh todn
(COD), tra lai san phdm trong trudng hgp khong
tuan thi nhitng dic thil clia sdn phim. Ngudi tiéu
diing c6 thé theo ddi toa#n bd qué trinh mua hang
nhd cong nghé (Achit Agarwal, 2015).

- C8ng thanh todn: Cong nghé da thyc hién cdc
giao dich thanh todn rit nhanh trong mot khodng
thoi gian. Vi thé tin dung, thé ghi ng... ngudi tiéu
diing c6 thé nhanh chéng thanh todn cdc sin phim
ma ho chon trén céc trang web mua sim khic nhau,
thong qua cdc cong thanh todn an toan do ngin
hang cung cip. Nhitng cdng thanh todn nay, doi khi
con cung cAp giam gia thém cho ngudi tiéu dung st
dung dich vu ctia ho nhu 1a mot 1gi ich bd sung cho
ngudi tieu dung (Achit Agarwal, 2015).

2.3. Cong nghé va xu huong ban hang online

Su phat trién cong nghé da c6 tic dong dén thi
trudng ban 18 bing cich thay ddi phuong thiic ma
ngudi tieu dung k&t ndi véi cac thuong hiéu va trao
quyén cho ho dé Iva chon san phdm véi gid ca phu
hdp nhat.

Khai niém ban hang online - ¢6 thé hiéu 1a cic
hoat dong kinh doanh, budn ban truc tuyé&n, chii yéu
dién ra trén mang xa hoi va thong qua cic kénh ban
hang phd bi€n nhu cic trang mang xa hdi, cac trang
thuong mai dién t, trang website cta doanh
nghi€p... va c6 1€ la mot trong nhitng cudc cdch
mang quan trong nhat trong chi&€n lugc kinh doanh
nhitng nim gan diy, vdi ci y nghia thuc tién va ly
thuyéft (Bell et al, 2014; Brynjolfsson et al, 2013).
Céc chuyén gia kinh t€ st dung thuat ngit ban hang
online d€ md td mdt hinh thifc ban 1& cho phép
khich hang khong chi mua sim trén nhiéu kénh
khac nhau ma con c6 thé tuong tic v6i cic thuong
hiéu & bat cit ddu va bat cit lic nao, cung cAp cho ho
trdi nghiém mua sim doc ddo, hoan chinh va lién
mach, phd v3 cdc rao cdn gitta cdc clra hang 4o va
cta hang vatly (Beck va Rygl, 2015).

Nhitng ti€n bo trong cdng nghé thong tin va
truyén thong da din dén sy gia ting s6 luong cic
hinh thiic ban 1é, thdng qua d6 ngudi ti€u dung cé
thé lién hé v6i mot ngudi ban. Ngoai cic clra hang

$6 24 - Thang 11/2022 281



TAP CHi CONG THUONG

truc tuy€n va vat Iy truyén théng, cic kénh va diém
ti€p xdc mdi, nhu dién thoai di dong, phuong tién
truyén thong xa hdi, ti vi thong minh va ddng hd
thong minh, dang thay ddi th6i quen mua sim va
hanh vi mua sim, thay d6i quy trinh mua hang
(Juaneda-Ayensa et al, 2016).

Qud trinh ddnh gi4 dong thdi tAt ca cdc kénh clia
ngudi tieu dung truc khi quyét dinh mua da khién
cho viéc ban hang trd nén phic tap hon (Crittenden
et al, 2010). Vi vy, cdc nha ban 1é cin tich hgp tat
cd cdc kénh mot cach lién mach dé€ ddm bio tinh
thong nhat, lién tuc va déng bo clia hé thdng ban
hang (Chiu et al, 2011). Piéu nay chi c¢6 thé thuc
hién trén nén ting cdng nghé hién dai. (Hinh 1)

Hinh 1: Mé hinh ban hang hién nay

{ Ban hang trén mang xa hoi

Ban hang tai clia hang
Khach

hang

Ban hang trén, tivi, di dong...

[ Ban hang trén san dién tu

3. Mot s cong nghé hd trg ban hang

Su tién bd trong cdng nghé di md dudng cho
khach hang dé dang dap ting nhu ciu mua hang clia
ho va két qua 1a ban hang da kénh 1a lua chon tat
y&u cho cac doanh nghiép. Mot s& cong nghé cach
mang va y nghia ctia chiing trong qua trinh thic day
thanh cong clia ban hang da kénh can dugc cic
doanh nghiép dic biét quan tam (Alireza
Gharegozi etal, 2011; Achit Agarwal, 2015).

3.1. Cong nghé hé trg ban Omni-Channel

Omni channel 1a md hinh dit khiach hang lam
trung tAm trong viéc ti€p can thong qua cdc kénh
ban hang, t6i da héa viéc ban hang tir kénh offline
cho dé&n online ma chi cAn quin ly trén mot hé
thong duy nhat. TAt ¢4 cdc kénh ban hang s& dugc
ddng bd v6i nhau vé thong tin quan 1y nhu sin
pham, khach hang, ton kho, khuy&n mai, hoan tit

282 S6 24 - Thang 11/2022

don hang. Nhu vay, chudi quin 1y dong bd nay sé
mang lai trdi nghiém nhit quin cho khdch hang
moi ldc moi ngudi va gidp qua trinh quén 1y cong
viéc kinh doanh d& dang hon. D€ tich hgp quan 1y,
cdc cong cu nhu Video chat, Co-browsing, Screen
Sharing, Document Interaction déng vai tr0 quan
trong. Pay 1a cdc hé thong thong tin lién lac nhim
thic ddy mot hanh trinh k&t ndi tit ci cong doan
clia qua trinh mua hang.

- Document Interaction/Tuong tdc tai liéu:
Tuong tdc v6i khach hang céc tai li€u trén mang
mot cich an toan va bao gdm cdc cong nghé chit ky
dién ti d€ ting cudng bao mat.

- Video Chat/Tro chuyén video: Cho phép doanh

Thong tin

.

Van chuyén

Marketing

Nguédn: Téng hop cila tdc gid

nghiép tuong tac truc ti€p vdi khach hang va nang
cao trai nghiém c4 nhin héa. Doanh nghiép c6 thé
trinh dién tryc quan va tr vin cho khich hang vé
san phim dich vu ctia minh.

- Co-browsing/Pong duyét: Mot hé thong tuong
tac tru'c quan ddt cac daily va khiach hang trén cuing
mot trang, dong thdi d€ huéng din lién tuc cho
khach hang thong qua cac quy trinh, thi tuc.

- Screen Sharing/Chia sé man hinh: La phudng
thic tuong tic, trong d6 khach hang chia sé man
hinh clia ho véi cdc dai ly dé dé dang sip x&p moi
yéu cau v6i viéc dién vao biéu miu, hoan thanh
giao dich,...

3.2. Cong nghé cd nhadn hoa - Personalization

Hanh trinh mua sim ctia khich hang dang thay
ddi. Ngudi tiéu dung mudn tit cd moi thi va ho
mudn né ngay 1ap tic. Ngudi tiéu dung mong ddi
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trdi nghiém mua sim lién quan dén y&u t8 c4 nhan,
dua trén sd thich ctia ho. Vi vdy, cd nhian héa la xu
huéng cdng nghé thuong mai dién tir 16n nhat.

C4 nhan héa xuat phét tir viéc hiéu khach hang,
nim bit dugc xu hudng ctia khach hang va lién két
v6i ho. May min thay, cong nghé da phat trién dé
cho phép cic nha bin 18 thuc hién dugc didu d6.
Gan nhu moi hanh dong clia ngudi tiéu dung thuc
hién tai clta hang va trén internet déu dugc ghi lai
va bi&n thanh mot khdi lugng hd so, dudc goi 1a di
li€u 16n. Tri tué nhan tao (Al) s€ thuc hi€én phan tich
cdc md hinh, xu huéng vad mdi quan hé clia khach
hang. Dit liéu nay sé dugc dién gidi dé cung cip
cho cdc doanh nghi&p nhitng mong mudn ctia khach
hang, tir d6 thiic ddy kha ning c4 nhin héa rong rii
nhim phuc vu khach hang mdt cdch 5t nhit. Ap
dung xu hudng cong ngh¢ cd nhan héa cho phép
cdc doanh nghiép, chii kinh doanh diéu chinh moi
hoat ddng ban hang cho phii hgp véi nhu ciu clia
tirng khach hang, tir viéc xay dung kich ban giao
ti€p v6i khach hang dén chit lugng sdn phim theo
thi hi€u ctia ngudi dung.

3.3. Nén tang di dong -The Mobile Shift

Bin hang da kénh cin phii dit trén cic nén
tang di dong d€ ting su ndi bat ctia né. Do d6, cic
doanh nghi€p nén tdp trung vao vi€c trang bi cic
cong nghé vdi cic thi€t bi di dong.

- Internet of Things (loT)/Internet van vdt: 10T
dudc phéit trién tir sy hoi tu cla cong nghé khong
day (cloud), cong nghé vi co dién tir va Internet.
IoT sé& 12 mang khdng 16 k&t ndi tit cid moi thit, bao
gdm cdc két ndi giita ngudi va ngudi, ngudi va
thi€t bi, thié€t bi va thi€t bi. IoT xuAt ph4t tit nhu
cAu hi€u 6 hon vé xu hudng ctia ngudi tiéu diing
v6i mot loat cdc thi€t bi hd trg k&t ndi. Su két hop
gifta IoT va cong nghé nhan dang khudén mét ngay
cang phd bién. Cdc nha ban 18 c6 thé nhan dién
dugc khach hang nhd vao hd so tryc tuyén thu thap
dudc va tdilén hé thong. Piéu nay sé gilp cdc nha
ban 1€ cung cAp trdi nghiém mua sim c4 nhan héa
cao cho ngudi ti€u dung. [oT cling dugc tng dung
dé xay dung thanh cong gid hang mua sim online.
N6 cho phép ngudi tiéu dung tdi 1€n danh sach sdn
phdm clia ctta hang. Sau d6 huéng din ho tim ki€m
va lya chon dudc san pham phii hgp. Cudi cling,

khdch hang chi cAn xdc nhin rd mot 1an nita céc
san phdm dang c6 trong gid hang va thanh todn.
Véi cong nghé IoT, pham vi d€ cung cip trdi
nghiém mua sdm di dong tiy chinh cho khdch hang
s€ dudc tdng cudng.

- Ung dung thuong mai dién tir: Ung dung nay
cung cap kha ning lién tuc thu hdt khach hang va
ti€p can v6i cac tily chon mua hang mdi, c6 lién
quan cta khach hang.

- VR/AR Guidance/Huéng din VR/AR: VR
(Virtual Reality) cong nghé thuc t€ 4o tich hgp véi
AR (Augmented Reality) - cong nghé thuc t€ ting
cudng AR sé& gitip b8 sung nhitng chi tiét 4o dudc
tao bdi mdy tinh, smartphone vao th€ gidi thuc dé
ting cudng sy trdi nghiém. Ngudi ding c6 thé
thodi mdi tudng tic vdi nhitng ndi dung do ngay
trong ddi thuc, nhu cham vao, tém 14y,... Tich hop
cac cong nghé VR va AR cung cip trdi nghiém
mua sim tuyét vdi vd c6 huéng din cho ngudi
dung di dong, cho phép khich hang két ndi cdm
xtc vGi thudng hiéu.

- Location-based Marketing/Marketing dua trén
vi tri: C4dc doanh nghiép c6 thé bi€t noi & clia khach
hang dé ti€p thi san phdm cho ho, dinh huéng
khach hang d€n mot dia diém mua hang cu thé. N6
dugc hi€u nhu 13 mot hinh thic bién d6i cic thong
diép ti€p thi dva trén vi tri v s& thich clia khdch
hang tiém ning.

3.4. Marketing dam
Marketing

Cac kénh marketing truyén thdng nhu dong
chdy mot chiéu. Trong khi d6, khdi niém méi vé
marketing trd chuyén hai chiéu di xuét hién va
chinh né s& mang lai nhiéu 10i th€ dé€ dat dudc
thanh cdng trong thuong mai dién ti.

Ling nghe tryc ti€p tr khach hang c6 ¥ nghia
hon 12 dy dodn céc hanh vi va van dé ho gip phai,
vi cdc doanh nghiép c6 thé thi€t 1ap mot cudc trd
chuyén c4 nhan, thdi gian thuc, truc ti€p véi khach
hang dé€ hi€u nhu cau va van dé cta ho. Mot s6
cong nghé hiéu qua dé thuc hién marketing dam
thoai, d6 la:

- Mobile Messaging/Tin nhin di déng: Dién
thoai thong minh 12 mdt cich khac @€ doanh nghiép
ti€p can vdi khdch hang cda ho. Trong khi moi

thoai/Conversational
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ngudi mét moi véi cdc email quang cdo tran ngip,
cdc doanh nghiép c6 thé néi chuyén véi ho thong
qua cic ung dung nhin tin di dong.

- Live Chat/Tro chuyén tric tiép: Mot tinh ning
tro chuyén ndi bat, trong d6 nhém hd trg cé thé giao
ti€p vdi khach hang thong qua cic cudc trd chuyén.
N6 ciing cho phép cdc doanh nghiép bit diu mot
181 mdi trd chuyén uu tién cho cac khiach hang cu
thé c6 mot sd van dé nhatdinh.

- Chatbots: Xu hudéng cong nghé st dung Al
dang ngay cang phd bi€n. Tiéu bi€u nhit chinh 1a
cdng cu chatbot diing d€ tuong tic véi khach hang.
Cac chatbot Al dudc tich hgp vao cdc trang
website, app ban hang, san thuong mai dién tir. Pay
12 cdng cu tiép thi trd chuyén tuyét vdi, né cung cip
cho khach hang ciu trd 15i biang cach sit dung cac
cudc hoi thoai dugc 14y tir nhiéu kénh, phit hop véi
thuong hiéu va c6 kha niang xt 1y nhiéu cudc hoi
thoai cung mot lic. Co thé thdy, cdc chatbot Al clia
Facebook dang tr§ thanh céng cu dai dién cta
nhiéu doanh nghiép trong viéc hd trg cho khach
hang. Nhiéu chatbot Al dugc xay dung kich ban dé
trd 151 cdc cAu hdi va gidi quy&t mot s6 yéu ciu
nhat dinh cia kh4ch hang.

3.5. Tu dong héa va Chatbots dé lien lac véi
khdch hang

Tri tué¢ nhan tao (Artificial Intelligence-Al) da,
dang va ti€p tuc tac dong manh mé& d&€n nganh ban
1é. Mua sim bing giong néi sit dung loa thong minh
va Ung dung dién thoai thong minh dang thu hit sy
chi y ctia ngudi tiéu dung, md ra kénh "thuong mai
hoi thoai" mdi. Thay vi phai gd ban phim may tinh
d€ mua sim qua mang, ngudi tiéu diing c¢6 thé dung
Siri cia Apple, Google Home & Amazon Echo,
Shoope, Lazada,..va cic ting dung d€ chon mua
san pham trén dién thoai di dong. Viéc chon mua

TAILIEU THAM KHAO:

san phdm sé& trd nén thudn tién hon vdi tinh ning
tim ki€m biing giong néi.

3.6. Tim kiém hinh anh/Image search

Ngay nay, cic doanh nghiép dang tich hgp cong
nghé tim ki€m hinh 4nh trén trang web ctia ho dé
khach hang d& dang chup anh cic sdn pham xung
quanh ho va ¢6 thé tim thiy c4c sdn phim tuong tu
trén mot trang web khic vdi gid tot nhat.

Viéc tich hgp cong nghé tim ki€m hinh 4nh,
cong nghé Chatbots,... trong hé thdng s& giip doanh
nghiép lam hai long khdch hang va céi thién hinh
anh thuong hiéu.

3.7. Quy trinh thanh toin nhanh chong va
dé dang

Khéch hang tir bd gié hang s& 1 that bai to 16n
ddi véi bat ky doanh nghiép ndo, vi diéu dé c6
nghia 12 bat chAp moi nd luc marketing, khach hang
da can nhic mua san phdm, nhung sau d6 ho da
thay ddi quyét dinh. Mot trong nhitng y&u t& chinh
4nh hudng dé&n viéc tir bd gid hang Ia thii tuc thanh
todn. Do d6, mét lién doanh thuong mai dién t&r
phdi nim bit cong nghé vdi cdc gidi phap thanh
todn nhanh chéng va dé dang nhu gidi phap thanh
todn di dong nhanh chéng, an toan (Apple Pay,
Android Pay).

4. K&t luan

Su phat trién manh mé& ctia cong nghé da lam
xuit hién nhitng hinh thitc mua sim hién dai. Vi
vay, nhiéu doanh nghiép thanh cdng nhd diu tu vao
cong nghé dé ti€p can vdi khach hang, md ra xu
huéng ban hang online. Theo d6, khiach hang thda
min duge nhu cAu clia minh véi sy giip d& cia
cong nghé méi nhat. Sy ti€n bd trong coOng nghé da
mé dudng cho moi ngudi d& dang ddp tng nhu cau
mua hang clia ho va két qua 1a ban hang online s&
din doanh nghiép di dé€n thanh cong m
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ABSTRACT:

Digital technologies have strongly affected consumers' shopping habits, especially since the
Covid 19 pandemic. It has forced traditional sales gradually change to online sales. Modern
technological platforms have supported businesses to conect with the world via the Internet. It is
also more convenient for businesses to understand the different behaviors of consumers via digital
technologies in order to make appropriate business decisions to optimize customer access and
maximize growth.
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