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TOM TAT:

Bai nghién cdtu phén tich tinh hinh ti€p can khdch hang truc tuyén (KHTT) cda cdc doanh
nghiép ban 1é (DNBL) hang tiéu dung tai TP. H6 Chi Minh trong diéu kién dai dich Covid-19. Tir
nhitng han ch& néu ra, bai nghién cttu dé xui't mot s§ ham ¥ quén tri nhiim gitip cic DNBL tiép

can dugc KHTT.

T khéa: khich hang tryc tuy&n, doanh nghiép ban 1€, hang tiéu diing, TP. H Chi Minh.

1. Dat van dé

Theo Bdo cdo cia Hiép hdi Thudng mai dién ti
Viét Nam (VECOM) cong bd vao thdng 4/2021, dai
dich Covid-19 da tac dong to 16n va toan dién t6i
kinh t& - x4 hi clia di't nu6c, gy nhiéu 4nh hudng
nghiém trong. Tuy nhién, vugt qua nhitng tr§ ngai
nay, thuong mai dién tif van ding vitng, thim chi c6
su bit phd trong mdt s linh vuc. Theo dé, dich
Covid-19 lam thay d6i théi quen tiéu diing va mua
sdm, ngudi tieu dung ti€n hanh mua sim truc tuyén
nhiéu hon, dic biét trong giai doan tir thing 02 d&n
thdng 04 nim 2021, kénh mua sim tryc tuyén tr§
thanh kénh duy nhat d€ ti€p cin mdt s6 hang hda
va dich vu an toan va tié€n Igi.

Theo Bdo cdo ctia Google, Temasek va
Bain&Company, thuong mai dién t& Viét Nam
nam 2020 ting 16% va dat quy mo trén 14 ty USD.
Trong d6, linh vuc ban 1é hang héa truc tuyén ting
46%, v6i toc do ting trudng trung binh giai doan
2020 - 2025 du bédo 1a 29% va t61 ndm 2025, quy
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md thuong mai dién tr Viét Nam du bdo sé dat 52
ty USD. Hiép hoi Thuong mai dién t& Viét Nam
mdi day da chi rd s& ngudi chon hinh thitc mua sim
truc tuyén ting nhanh trong nira diu nim 2021, khi
dich Covid-19 di€n bi€n ngay cang phc tap.

Nhu vay, thuong mai dién t& néi chung va mua
sdm truc tuyén noi rieng dang ngdy cang tré nén
phd bién va nhan dudc sy quan tim 1én clia ngudi
tiéu diing. PAy chinh 12 co hoi hdp din d6i véi cdc
doanh nghiép lua chon phuong thiic ban hang truc
tuy€n, dua phuong thitc nay trd thinh modt xu huéng
trong thoi dai 4.0.

Theo Bdo Cio do We Are Social va Hootsuite
thong ké, s6 lugng ngudi sit dung mang xa hoi &
Viét Nam la 72 tri¢u ngudi (ting hon 7 triéu ngudi
trong vong 1 nim), tuong dudng 73,7% t&ng dan s,
tang 7.000.000 ngudi (tdng 11%) trong giai doan
2020-2021. Bén canh d9, thi trudng ban 1& Viét
Nam dang dugc nhiéu chuyén gia kinh t& d4dnh gi4
12 mot trong nhitng thi trudng thudc nhém s6i dong
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nhét th€ gidi. Do d6, nganh Bédn 1€ s& ti€p tuc ting
trudng va tr§ thinh mot trong nhitng nganh kinh t&€
chii chdt clia nén kinh t& Viét Nam. D6 12 1y do cdc
DNBL, doanh nghiép ban hang truc tuyén (online)
phai thay d6i md hinh kinh doanh, cich thic ti€p
cin khach hang theo huéng st dung cic cong cu
truc tuy€n, nang cao ky ning s6, kj ning kinh
doanh, ti€p thi s& dé phat trién chuyén sdu md hinh
va phuong thitc kinh doanh online.

Do viy, can c6 nhitng nghién citu chuyén siu
nhim phén tich, ddnh gid vé thuc trang va khuynh
huéng vé cic cach ti€p can KHTT ctia DNBL trong
bdi canh dich Covid-19. Thuc t& cho thay, céc
nghién ciru da thyc hién trong va ngoai nudc chu
y&u 1a nghién citu dudi géc do khach hang thuian
tdy, huéng nghién ctiru ding dugi géc do cia doanh
nghiép con kha chung chung, chi tip trung & nhitng
van dé co ban nhu doanh nghiép can lam gi d€ tng
dung thuong mai dién ti.

Chinh vi vAy, Cong ty TNHH Sdn xuat Thuong
mai Akuba da phdi hgp véi Trudng Pai hoc Ngoai
thuong nghién cttu dé tai “Céch thic ti€p cin khich
hang tryc tuyén clia cdc doanh nghiép ban 1é hang
tiéu dung tai TP. HS Chi Minh trong diéu kién dich
Covid-19 va mot s& ham y” nhim gidp doanh
nghiép c6 cich ti€p can phi hdp, ddp ting nhu ciu
mua sim tryc tuyén ctia khach hang, dong thoi dua
ra nhitng khuynh huéng ti€p can KHTT hiéu qud
ma DNBL nén khai thac.

2. Thyc trang ti€p can khiach hang truc
tuyén cia cac doanh nghiép ban 1é hang tiéu
dung tai TP. H6 Chi Minh trong diéu kién dai
dich Covid-19

2.1. Phén tich thuc trang tiép cdn khdach hang
tric tuyén cua cdc doanh nghiép bdn lé hang tiéu
dung tai TP. Ho Chi Minh trong diéu ki¢n dai dich
Covid-19

Nhom nghién ctu da khdo sat 119 ngudi tiéu
diing tai TP. H6 Chi Minh, gdm 46 nam va 73 nit
trong doi tudi tir 18 trd 1én, v6i thdi gian tir thdng
4/2022 dén hét thang 6/2022. Nhém nghién citu
chia thu nhap clia cdc doi tugng khio sit thanh 4
nhém, thap nhat 1 dudi 5 triéu ddng, chi€m 21,8%;
nhém thit 2 thu nhap tir 5 triéu dong dé&n 10 triéu
ddng chi€m 23,5%; nhém thit 3 thu nhap tir 10 dén
15 triéu chi€m 50,4%; va nhém cudi cung tr 15
triéu dong d&n 20 triéu ddng chi€m 4,2%. Qua khio

sat c6 thé thay thu nhip ciia cdc doi tugng khio sat
da sd tir 10 triéu dong dén 15 trieu dong. K&t qua
khdo sdt nay phll hdp véi cic d6i tugng ma nhém
da khdo sit chd yé&u la ngudi di 1am (71%) trong
mAiunay.

V& céc kénh ti€p can khach hang, két qua cho
thdy, cdic DNBL trén dia ban TP. H6 Chi Minh da
c6 rit nhiéu kénh ti€p can khach hang trong diéu
kién Covid-19. Trong d6, phan 16n cic DNBL tiép
cAn ngudi tiéu dung qua mang xa hoi (chiém ty 1&
35,3%), thit hai la qua san rao vit va qua webside
clia DNBL (chi€m 10.9%), ban hang qua dién thoai
(chi€m ty 1& 9,2%), qua email quing cdo va truyén
miéng (chiém 8,4%). Céc website mua ban theo
nhém ciing 12 mot kénh ban hang phd bi€n (chi€ém
ty 1& 6,4%). X&p cudi 1a viét blog va td chifc cic
khéa hoc (chi chi€m dudi 2%).

V& tan sudt mua sim truc tuyén, k&t qui khéo
sat cho thdy ngudi tiéu ding biét dén cac kénh tiép
can trén cla doanh nghiép khd nhi€u trong thing.
C6 47% s6 ngudi dugc khio sit cho biét ho biét d&€n
cic kénh ti€p can nay tir 11-15 lan/thdng, 51,3% so
ngudi dugc khdo sat cho bi€t ho bi€t dé€n cac kénh
ban hang nay tir 4-10 1an/thdng. K&t qui cho thdy,
cdc doanh nghiép da chuyén ddi hinh thifc ban hang
va tan dung cic 10i th€ ctia cong nghé dé ti€p can
khach hang kha hiéu qua.

V& bt Igi trong mua hang tryc tuyén, két qua
cho thay, ¢6 37% khach hang dugc hdi déu cho biét
ho cidm thiy thuin tién va nhanh chéng khi mua
hang. Ho ciling tin tudng vao cdch bdan hang truc
tuy€n nay. Hon th& nita, trén 50% s6 khdch hang
hai long v6i hinh thifc ban hang trirc tuyé&n clia cdc
doanh nghiép trong dai dich va 26% s6 khdch hang
rat hailong véi cdc dich vu ban hang tryc tuyén.

V& bat Igi trong mua hang truc tuyén, két qua
cho thdy, ¢6 49% céc doi tuong duge khio sit cho
bi€t ho cdm thdy tim Iy khi mua hang va 34% cho
biét ho thdy ton chi phi.

2.2. Nhén xét vé cdch thiic tiép cdn khdch hang
truc tuyén ciia cdc doanh nghiép bdn 1é hang tiéu
dung tai TP. Ho Chi Minh trong diéu kié¢n dai dich
Covid-19

2.2.1. Nhiing két qua dat duoc

Trong bdi cénh dich bénh Covid-19 hién nay,
nganh Bén 1 va Dich vu cla tinh dang xdc tién da
dang cic phuong 4an dé ting budc 6n dinh thi
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trudng, ddm bao cdc kénh phan phdi cung cAp cic
mit hang thi€t y&u cho ngudi dan. Nhiéu noi trén
dia ban TP. H5 Chi Minh khdng ngitng cAp nhat va
trién khai cdc kénh ban hang, diém trung chuyén,
trung tAim phan phdi thay th€ d€ dap @ng nhu cau
clia dong ddo ngudi dan. La chudi cung ng cic
mit hang thi€t y&u phuc vu nhian dan, kénh bin 1&
chii ddng bam sit bang gia, ban ding gid, di s&
lugng. He thong kénh bdn 1€ truyén thdng, chg diu
mdi, chg 1& dang hoat dong, cic diém béan hang
quan trong,... duy tri cic phuong 4n phong, chong
dich bénh Covid-19, ddm bédo cung cip cdc mit
hang thi€t y&u vdi gid 6n dinh cho ngudi dan.

Cac DNBL din chuyén sang dp dung cdc nén
tang s8. K&t qua khéo sit cho thaydnh hudng cla
dai dich Covid-19 tai Viét Nam da lam thay ddi
nhin thic kinh doanh trong nhiéu linh vuc, cdc
doanh nghiép tir chd budc phai chuyén ddi sang ap
dung nén tng s6 sang dan chii dong thuc hién qué
trinh chuyén ddi. Theo k&t qua khdo sit thing
11/2021 cta Vietnam Report, 94,7% doanh nghiép
da diu tu vao linh vuc nay. Cu thé, 44,0% doanh
nghiép chi dudi 1% tdng doanh thu cho chuyén d6i
s0; 40,1% chi tir 1% dén dudi 5% tong doanh thu;
9,3% chi tir 5% dén 10% tdng doanh thu% cho
chuyén ddi s6 va 1,3% doanh nghiép tip trung diu
to hon 10% t6ng doanh thu. Nhu vay, mtc do chi
tiéu cho chuyén di s6 clia cic cong ty ¢6 su phan
héa nhit dinh, nhung nhin chung, céc cong ty Viét
Nam da va dang tich cuic tham gia va chuin bi cho
cudc dua s6 tir ddu nim d&n nay.

2.2.2. Mét s6 han ché

Khi dich bénh bliing phat, nhit 1a trong giai doan
cdch ly x4 hoi, nhiéu nganh kinh t& bi té liét, ngudi
lao dong phéi nghi 1am, thu nhap bi gidm sit va c6
85,3% ngudi tiéu dung trong khao sit ciia Vietnam
Report phian 4nh ho phai ti€t kiém chi tiéu. Bén
canh d6 1a sy thay d6i hanh vi clia khach hang véi
58,8% ngudi dugc hdi cit gidm mua sim cdc sin
phdm khong thi€t y&u nhu quin 4o, gidy dép;
70,6% cit gidm thiét bi thé thao v hoat dong ngoai
tr&i va 36,3% ting mua cic san phdm chim séc stic
khde dé phong chdng dich, dic biét 1a cic sin
phim c6 ngudn gdc oganic. Piéu nay di tic dong
dén doanh thu ctia nganh Ban 18.

Theo nhan dinh cia cdc DNBL trong khdo sat
clia Vietnam Report, sic mua va doanh sO sut
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gidm; sy thay d6i trong hanh vi ngudi tiéu ding;
thi€u hut ngudn von kinh doanh va dit giy chudi
cung ting 12 4 khé khiin 16n nhat ma cdc DNBL phai
ddi mit dudi tic dong cla dai dich Covid-19
(44,4% DNBL gip kho khin, thi€u hut ngudn vén
dé kinh doanh khi doanh s&§ sut gidm,nhung van
phai ganh chiu cdac khoan chi phi hang ngay nhu chi
trd luong va cdc khoan chi phi lién quan cho ngudi
lao dong, chi phi ldi vay, thué mit bing).

3. Mot s6 ham ¥ vé cach thic ti€p can khach
hang tryc tuyén ctia cdc doanh nghiép ban 1é
hang tiéu ding tai TP. H6 Chi Minh

3.1. Trong diéu ki¢n hoat dpng binh thuong

D& tan dung tSt cac co hoi tir ti€n trinh hoi nhap
sau rong v6i cdc nude trén the gidi ciing nhu vugt
qua sifc ép canh tranh khoc liét clia thi trudng, cic
DNBL trong nu6c can cin nhic diéu chinh md hinh
kinh doanh phll hgp, ddng thdi chii dong hon,
chuyén nghiép hon, ning cao ning luc dé sin sang
canh tranh thong qua ting cudng ki€m soat chit
lugng hang hda, tdp trung ning cao ning lyc canh
tranh thdng qua viéc xay dung cic chién lugc nang
cao trdi nghiém khach hang, ting cudng ti€p cin
khdch hang bing c4 hinh thic tryc ti€p va online.
Pdng thdi, ciAn ddy manh viéc ti€p cin vdi ciach
mang cong nghé s6, ning cao chit ludng ngudn
nhan luc, ning cao chit lugng dich vu chim séc
khach hang, cai thién chat lugng va da dang hda
san pham.

Bén canh d6, thi trudng ban 1é truc tuyén cling
con gip nhiéu trd ngai, rii ro khi mua sim tryc
tuyén va day 1a mot trong nhitng y&u td tic dong
tiéu cyc dén tim 1y khach hang. Do d6, d€ thiic diy
hoat dong kinh doanh truc tuyén ti€p tuc phat trién
manh mé trong thdi gian t6i, cic DNBL cAn phai
xem xét thuc hién mot s§ gidi phap, thdo g& nhitng
lo 1dng cén tré quyét dinh mua sim truc tuyén cla
ngudi tiéu dung. Cu thé nhu sau: ngudi ban cin
cung cip thong tin trung thyc, chinh xdc vé hang
héa, dich vu; DNBL can thé hién trich nhiém trong
viéc cung cap hang héa diing véi gid da cong bo va
nhanh chéng gidi quyét cdc khi€u nai ctia khich
hang vé& viéc giao nhAm sidn phdm, hang héa bi hur
hdéng do van chuyén; doanh nghiép cin diu tw xay
dung hé thdng bdo mat thong tin khdch hang an
toan, ding tin cdy, han ché& viéc yéu ciu khich
hang phdi cung cip nhitng khong tin khong that su
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can thi€t khi mua sim hang héa, dich vu trén cic
san thuong mai dién tlr; cdi thién hé thong van
chuyén va giao nhan hang héa, ddy nhanh ti€n do,
phan ludng hang héa dé kip thdi giao cho khich
hang. Ngoai ra, vdi tinh chit phic tap ctia mua sim
truc tuyén khi€n mot bd phan ngudi tiéu ding nhu
ngudi lao dong c6 thu nhap thap, trinh do hoc van
chura cao va ngudi 16n tudi kho thich nghi véi cong
nghé chua thé ti€p cin va tham gia mua hang truc
tuy€n. Do vay, can cAn nhic trong viéc dau tu thiét
k& giao dién app mua sim online than thién véi
ngudi ding d& ho dé& dang thuc hién cic thao tic
mua sim trén clra hang truc tuyén.

3.2. Trong di¢u kién hoat dpng ddc thit

bai dich Covid-19 da dat ra thach thdc cho
doanh nghiép trong viéc budc phai nhay bén trong
diéu chinh, ddi méi, thich ting, thich nghi nhanh
chéng véi bi€n dong thi trudng dé phat trién nhanh
va bén vitng hon.

Thit nhdt, doanh nghiép can phai tré nén nhay
bén hon v6i cong nghé thong tin, diy manh chuyén
ddi s6, khai thic tot cdc nén tng tryc tuy€n trong
diéu hanh noi bd va ké&t ndi véi khich hang. Pong
thdi, tim cdch thay ddi d€ ddp tng xu thé thdi cudc,
tdn dung co hoi dé taora nhitng dot pha trong kinh
doanh. Trong linh vic phan phéi ban 1€, doanh
nghiép cin phai nhay bén trong viéc nim bit tw duy
mdi, cdch ti€p cAn mdi thong qua ng dung cdng
nghé so.

Phin 16n cic doanh nghiép c6 quy md vira va
nhdsé phai doi diu vdi nhiéu thach thitc trong qua
trinh chuyén d6i s6, nhu: thi€u hut ngudn lyc, han
ché& vé ngudn tai chinh, han ch& vé nhan thifc, ning
Iyc trién khai, thach thiic trong thay d6i, diéu chinh
vin héa t8 chitc. Céc du 4n chuyén ddi s6 c6 thé tic
dong d&€n mo hinh quy trinh, hoat dong cu thé cla
doanh nghiép va c6 thé tic dong dén cd ciu td
chiic, nhdn sy va vin héa ctia doanh nghiép. Do
vay, doanh nghiép can phai sdn sang d& cé nhitng
diéu chinh cAn thiét va phit hgp, dién hinh nhu: xac
dinh 15 chién lugc, quy mod cla viéc trién khai
chuyén d6i s6 tai doanh nghiép, xem xét cic muc
tiéu dai han va xay dung k& hoach trién khai tir
tong quat d&n chi tiét d€ c6 sy dau tu phit hgp, tranh
dau twlang phi, khdng hiéu qué do x4c dinh sai muc
tiéu va thi€u dinh huéng. Chi trong tuyén dung va
dao tao ngudn nhan luc chit lugng cao dé c6 thé

lam chi cong nghé mdi, phuc vu cho viéc trién khai
chuyén d6i s6, ddng thdi viéc tich cuc truyén thong,
dao tao vé chuyén d6i sd trong cdc doanh nghiép 1a
diéu can thi€t. Bén canh d6, cdc nha quan Iy nganh
Bén 1 cin thi€t phdi c6 tAm nhin, su quyét liét,
cling véi viéc can nhic Iva chon don vi ddi tic cong
nghé chién ludc phit hdp, ding tin cdy, dong hanh
cuing doanh nghiép trén ca hanh trinh tir s6 héa dén
chuyén ddi.

Thit hai, cdc nha ban 1& cAn tap trung ddy manh
khai thdc sdu cdc kénh tryc tuyén bén canh viéc
duy tri kénh ban hang truyén thong. K&t qua khio
sat cho thay: Trong diéu kién dich Covid-19 dién
bié€n phic tap, cic DNBL trén dia ban TP. H6 Chi
Minh di ti€p cAn khdch hang thdng qua nhiéu
kénh khic nhau. Trong d6, 10 kénh ti€p cin phd
bi€n nhit dugc sip x&p theo thit ty ty 1€ doi twgng
dugc khdo sdt bi€t dé€n doanh nghiép qua kénh
gidm dan, bao gdm: Mang xi hdi (35,3%); San rao
vit va Website ctia DNBL (10,9%); Dién thoai
(9,2%); Email marketing va nhitng 16i nhian xét,
d4nh gid vé trdi nghiém st dung sin phdm, dich vu
cta khach hang (8,4%); Céc dudng link quang cdo
san phdm, dich vu (7,6%); Website mua ban theo
nhém (6,4%); Vi€t blog va xay dung cac khéa hoc,
ebook mién phi (du6i 2%). Vi vay, ban hang da
kénh s& gitip doanh nghiép gidm thié€u rii ro trong
kinh doanh, thay vi chi phu thudc vao mot kénh
duy nhat.Tuy nhién, da kénh thdi chua dd, hoat
dong da kénh cin tap trung vaotoan bd trdi nghiém
cta khach hang, ma khong phai trai nghiém riéng
1& cia khiach hang trén ting kénh khic nhau.
Trugce thyc trang d6, mo hinh ban 1é da kénh tich
hgp - Omni channel la giai phap hitu hi€u danh cho
DNBL hang tiéu dung, dic biét trong bdi cidnh dai
dich, khi théi quen mua sim clia ngudi tiéu ding
dang din dich chuyén sang kénh online bén canh
kénh mua sim tuc ti€p tai clta hang. Khi 4p dung
mo hinh Omni channel, doanh nghiép sé c6 kha
ning md rong do phi song cua thuong hiéu trén
nhiéu kénh b4n hang khic nhau, mdi kénh sé& 1a
mdt ¢d hoi dé doanh nghiép c6 thé k&t ndi voi
khach hang. Viéc tng dung da kénh trong ti€p thi
s€ lam ting cd hoi ti€p cin khich hang muc tiéu,
ddng thdi tinh ning dong bo trdi nghiém ngudi
dung trén tat ci cdc kénh cia Omni channel sé 1a
mdt cong cu dic luc 1am t6i da hda hiéu qua ti€p
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cian khach hang ctia doanh nghiép. Bén canh do,
Omni channel gitp doanh nghiép hd tr¢ khach
hang t&t hon, khi khach hang cin dugc hd trd. Piéu
ho mong dgi chinh 12 dugc gidi quy&t mot cdch dé
dang, phdn hdi nhanh, dé hi€u va déng cam.
Khdch hang s& cdm thay rit buc minh khi phdi lip
lai van dé can dudc hd trg clia minh & nhiéu kénh
khac nhau ctia doanh nghiép. Do dé, khi mang dén
cho khdch hang sy trdi nghiém dong nhat & da
kénh v6i Omni channel s& gitip doanh nghiép nim
bit nhanh va hi€u 16 hon vé tim 1y clia ngudi
diing, tit d6 chim séc khdch hang t6t hon, xay
dung dugc mdi quan hé va sy tin tudng tir khich
hang. Chdm s6c khdach hang qua Omni channel cho
doanh nghi€p cd hdi phuc vu khich hang thong
qua nhiéu kénh khac nhau, ddm bao tinh tién 1gi va
hiéu qud, tdng uy tin va pha rong hinh dnh thudng
hiéu. Thém vao do, thong qua Omni channel, bing
viéc thu thap dif liéu vé hanh vi clia khach hang
trén nhiéu kénh va hgp nhit dit liéu thdong qua mot
hé thdng quan ly chung sé gitip doanh nghiép tong
hdp cdc thong tin, dit liéu quan trong vé hanh vi
mua sim d€ phan tich, théng ké va cé nhitng két
luan phit hop, thau hi€u tim ly cda khich hang.
Diéu nay c6 thé gitip doanh nghiép phan tich, tim
ra dugc nhu cau, sé thich va théi quen clia ngudi

Ghi chu:

mua, qua d6 mang lai nhitng trdi nghiém t5t nhat
cho ngudi dung.

Thit ba, ting cudong nhin thic ciia nhian vién,
lanh dao doanh nghiép vé ling nghe, giao ti€p véi
khach hang trong boi cdnh dai dich. Cdc doanh
nghiép phdi ting cudng ling nghe, giao ti€p vdi
khach hang dé thuc sy thau hiéu va nim bit tt hon
nhitng chuyén bién trong nhu cau, tim 1y, hanh vi
clia ngudi tiéu dung, tir d6 dua ra giai phap ung
bi€n phlt hop hon trong bdi cinh thi trudng bién
dong. Khi thuc sy ling nghe va thiu hiu khach
hang, DNBL hoan toan c6 thé hiéu sdu hon vé
nhitng thay d6i trong théi quen tiéu diing clia ngudi
dan trong bdi cinh dai dich.

Thit tu, khiing hodng niing lugng toan ciu dang
de doa su phuc hoi kinh t&€ sau dai dich, tic dong
tiéu cuc dén thi trudng thuong mai dién t. Khiing
hodng ning lugng s& khi€n chi phi sdn xuit dién
no6i rieng va chi phi sdn xuat - kinh doanh cta céc
doanh nghiép bi dnh hudng ding ké. Do vay,
DNBL can t6i da viéc tiét gidm chi phi, "giif chan"
lao dong va ting ning suit, ddng thdi trién khai cdc
chinh s4ch kich cau trén nhiéu phuong tién dién ti,
kénh mua hang truc tuyén, trurc ti€p tai clta hang,
nhiim thu hiit ngudi tiéu dung gitp hoat dong kinh
doanh din phuc hdi va ting truéng B

Bai viét la san phdm ciia dé tai khoa hoc va cong ngh¢ cap Co sé do doanh nghiép dit hang ciia Truong
Dai hoc Ngoai thuong “Tiép cdn khdch hang tric tuyén ciia cdc doanh nghiép bdn lé hang tiéu ding tai

TP. Ho Chi Minh trong diéu ki¢n dai dich Covid-19”.
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ABSTRACT:

This paper analyzes how retail businesses in Ho Chi Minh City approach their customers via
the Internet during the COVID-19 pandemic. By pointing out shortcomings, this paper presents
some managerial recommendations to help retail businesses better access to their customers
via the Internet.
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