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TOM TAT:

Bai viét trinh bay 1y thuyét vé mé hinh Omnichannel trong chuyén d6i s6, nhan manh sy chuyén d6i

tir da kénh roi rac sang trai nghiém lién mach. C4c thanh phﬁn 6t 161 bao gém cAu hinh dich vu, su nhat

quan nodi dung, quy trinh va bao mat thong tin. Doanh nghiép can tai cdu trac nhan sy thanh "dai st
thuong higu" va dau tur vao hé thong thong tin tich hop dé dong b dit liéu. M6 hinh ciing phan tich hanh
trinh khach hang phi tuyén tinh theo 1y thuyét SA, nham tdi wu hoa diém cham. Ung dung Al va di liéu

16n dugc coi la then chét trong viée ca nhan hoa trai nghiém va gia ting gia tri vong doi khach hang. Tir

két qua nghién ctru, mot s6 hudng nghién ciru cling duoc dé xuét.
Tir khéa: Omnichannel, ban 1 hop kénh, chuyén dbi so.

1. it van dé

Budc vao giai doan 2024-2026, nén kinh té toan
cau va thi truong Viét Nam dang chig kién sy tai
cAu tric trong hé sinh thai ban 1¢. Cac thuong hiéu
ndi dia nhanh chong 4ap dung livestream dé thu hut
ngudi tidu dung, trong khi nhiéu thuong hiéu truyén
théng ddi mat véi viee dong cura do canh tranh vé
gia ca va tién lgi. M6 hinh Tiép thi da kénh hién tai
boc 10 nhiéu han ché trong vi¢c tich hop dir li¢u va
quan 1y hanh trinh khich hang phirc tap. Dé giai
quyét vin dé nay, mé hinh "Tiép thi hop kénh" ra
doi, 14y viéc tich hop tir hé théng ERP va CRM lam
trung tim, dong thoi ing dung tri tué nhan tao dé ca
nhan hoa trai nghiém nguoi tiéu dung. Chuyén doi
sO dit ra 4p lyc gia ting doanh thu va quan 1y chudi
cung tmg, yéu cau doanh nghiép t6i uu hoa ngan
sach va cai thién quan tri hanh trinh. M6 hinh
Omnichannel dugc nhin manh 1a cong cu t8i wu hoa

phan bd ngan sach, thuc déy loi nhuan va gia tri cam
nhan cho khach hang. Bai viét nham hé théng hoa Iy
ludn vé md hinh ban hang hop kénh trong bdi canh
chuyén ddi s6, hd trg thuc tién kinh doanh véi céac
chi tiéu danh gia dinh lugng cu thé (Thao, 2026).
Mot s6 huéng nghién ciru vé& ban hang hop kénh
cling dugc gidi thigu.

2. Gi6i thiéu khung 1y thuyét

2.1. Khdi niém va déc diém

Khdai ni¢m: Thuat ngt "nguoi ti€u dung hop kénh"
duoc gioi thiéu boi Ortis & Casoli (2009) dé chi viée
ngudi tiéu dung st dung cac kénh mot cach dong
thoi. Rigby (2011) dinh nghia Omnichannel 1a "trai
nghiém ban hang tich hop" ma két hop wu diém cua
clra hang vat 1y va mua sim tryc tuyén. Levy et al.
(2013) mo rong day la dich vu da kénh dugc diéu
phéi dé mang lai trai nghiém lién mach. Cui et al.
(2021) cung cép dinh nghia toan dién nhat vé Tiép thi
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hop kénh, nhan manh quan 1y tit ca cac diém cham va
kénh nham t6i wu hoa trai nghiém khach hang va hoat
dong tiép thi.

Vé déic diém: Omnichannel tich hop nhiéu kénh
nhu cua hang, website, mang xa héi va ung dung di
dong trong mot hé thong théng nhét, mang dén trai
nghiém lién tuc cho khach hang. Két ndi cac kénh
giup doanh nghiép dong bé thong tin va chim soc
khach hang chuyén nghiép, nham dép tmg nhu ciu ca
nhan hoa va chuyén d6i dé dang. Xéa ranh gidi giita
mdi truong vat 1y va ky thuat s, cho phép khich
hang chuyén dbi ma khong gip phai gian doan. Quan
tri diém cham mé& rong ra ca diém cham vat ly va ky
thuét s6, gitip doanh nghiép nim rd so thich va thoi
quen cua khach hang. Tdi uu hoa hanh trinh phi tuyén
tinh cho phép tan dung cda Showrooming va
Webrooming nhu nhiing co hdi tang cuong ty 1€
chuyén dbi.

2.2. Cdc thanh phin

Su thanh cong cia md hinh Omnichannel phu
thuoc vao "Chat lugng tich hop" hon 1a sb lugng
kénh, yéu cau su két nbi gitra phan ctimg va phan
mém. Theo Hossain et al. (2020), h¢ thong bao gom
cac thanh phan: Cau hinh Kénh - Dich vu danh gia
tinh tuwong thich cta cac kénh; Su nhét quan Noi dung
dam bao ludng thong tin khong bi dit giy; Su nhit
quan Quy trinh duy tri trdi nghiém lién tuc cho khach
hang; va Chét luong Pam bao quan tri rai ro trong
mdi truong k¥ thuat s, dam bao quyén riéng tu va
bao mat.

2.3. Nguén lwc cho mé hinh Omnichannel

Vé nhan sw: Khi chuyén sang mé hinh tiép thi
hop kénh, doanh nghiép phai tai cdu triic doi ngii
ban hang dé nhan vién trd thanh "dai s thuong
hiéu" va "nguoi diéu huéng hanh trinh" khach hang.
Nghién ctru ciia Timoumi et al. (2022) cho thiy
tuong tac da kénh c6 anh huéng dén ning sudt ban
hang. Tinh bd tro giita cic kénh gitp nhan vién sir
dung thiét bi ky thuat s dé hd trg khach hang trong
quyét dinh mua sam, trong khi tinh thay thé co6 thé
gdy mau thun doanh s giita cc kénh. Dé thanh
cong, doanh nghiép can thay d6i cach danh gia hiéu
sut, tip trung vao gia trj vong doi khach hang
(CLV) va xay dung chinh sach dai ngd hop 1y cho
nhan vién ban hang.
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Vé hé thong thong tin: Tich hop hé thong thong tin
(ISI) 1a yéu t6 quan trong trong chién luoc tiép thi da
kénh, cung cap cai nhin toan dién vé hanh vi khach
hang. Lenzerini (2002) néu rd tim quan trong ctia ISI
trong viéc gitp khach hang hiéu 15 so thich. M6 hinh
céu trac vo hé thong thong tin ban 1¢ ciia Schiitte
(2017) gdm 5 16p twong tac: 1) Vo dit liéu gde - Luu
trir dinh danh khach hang, thudc tinh san phém vama
vach; 2) V6 K§ thuat - Quan 1y giao tiép giita phan
cing nhu may quét ma vach va may tinh toan dam
may; 3) Vo Van hanh Kinh té - Thyc hién giao dich
nhu quan 1y ton kho va thanh toan POS; 4) Vo Quan
tri Hanh chinh - Nhap liéu giao dich vao hé théng ké
toan, tinh toan hiéu suat nhan su; 5) Vo Dinh huéng
Quyét dinh - Sir dung phan tich dir liéu 16n dé dwa ra
quyét dinh chién lugc vé du bdo nhu ciu va diéu
chinh gia.

Hinh 1: Mé hinh céu tric vé hé théng
Thong tin ban 1é

Master data

Nguon: Schiitte (2017)

Mo hinh nay phu hop cho tng dung Tri tué nhan
tao (AI) va Hoc may tdi uu héa quyét dinh trong ban
1¢. Hé thong thong tin tich hop anh huong dén niém
tin nguoi tiéu dung, nhu nghién ctu cua Li et al.
(2020) chi ra. Pau tu vao tinh tuong tac va ca nhan
hoéa nang cao 1ong tin, nhung thiéu minh bach dit liéu
¢6 thé kich hoat lo ngai vé quyén riéng tu. Ung dung
chudi da kénh dam bao hiéu suit va hiéu qua tai
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chinh. Khi rao can dir liéu duoc go bo, doanh nghiép
dat "Kha nang hién thi tdn kho toan cau" (Cao & Li,
2015; Hiibner et al., 2016), tdi wu hoa giao hang,
nhung van gip rao can trong chuyén dbi sé nhu chi
phi nang cap va sirc i ndi bo.

2.4. Hanh trinh khdch hang, diém cham va trdi
nghiém cua khdach hang

Mb hinh 5A vé& hanh trinh khach hang: Khung Iy
thuyét 5A do Kartajaya et al. (2019) phat trién la
mot cai cach so véi mod hinh AIDA va 4A truyén
thong, tap trung vao hanh trinh khach hang qua 5
giai doan: Nhan biét (Aware), Thu hat (Appeal),
Tim hiéu (Ask), Hanh dong (Act) va Ung ho
(Advocate). Giai doan Nhéan biét yéu ciu doanh
nghi¢p tdi wu hoa sy hién dién thuong hi¢u. Giai
doan Thu hut lién quan dén viéc khach hang lya
chon thong diép phit hop. Trong giai doan Tim hiéu,
khach hang tim kiém thong tin b sung, can sy dong
nhit trong thong diép. Hanh dong gém ca quyét
dinh mua va trai nghiém san pham, trong khi giai
doan Ung ho xay ra khi khach hang tré thanh dai st
thuong hiéu. M6 hinh 5A nbi bat v6i tinh phi tuyén
tinh, cho phép khach hang diéu chinh qué trinh theo
san pham va kinh nghiém ctia ho.

Cac diém cham: Nghién clru cia Lemon &
Verhoef (2016) dinh nghia diém cham khach hang
la moi twong tac gitta khach hang va thuong hi¢u
trong vong doi trai nghiém. Cac diém tiép xtc bao
gdm quang céo trén mang xi hoi, danh gia, trai
nghiém giao dién, va giao tiép v4i nhan vién. Philip
Kotler va cong sy nhin manh can ap dung co ché
"Hoa quyén tryc tuyén va ngoai tuyén" (020
Integration) dé duy tri cac tuong tac vat ly. Chaffey
& Ellis-Chadwick (2019) giéi thiéu khung lap ké
hoach RACE (Reach, Act, Convert, Engage), giup
thiét ké cac diém cham dua trén chi s6 RO, qua cac
giai doan: t6i da hoa do phu, khuyén khich hanh
dong, hinh thanh gia tri thwong mai, va duy tri long
trung thanh. Nhitng diém cham nay ti da hoa gia tri
vong doi khach hang (CLV) thong qua cong cu tu
dong hoa va tuong tac.

Trdi nghiém cia khdach hang: Dé thuc hién 1y
thuyét vé hé sinh thai Omnichannel, doanh nghiép
can tip trung vao tinh nhit quan va tinh lién mach,
theo Gao & Jiang (2024). 2 yéu té nay truc tiép anh

huong dén trai nghiém khach hang, thuc day hanh vi
mua sdm va cam xuc tich cuc. Su thiéu lién mach,
nhu viéc khong thé str dung diém tich lity truc tuyén
tai cura hang, co thé lam tang nhan thuc vé su khac
biét giira cac kénh. Do d96, viéc tich hgp cong nghé
thong tin va ngudn lyc con ngudi 1a can thiét dé duy
tri dong bo thong tin theo thoi gian thyc. Chi khi dat
duoc ca 2 yéu t6, md hinh Omnichannel m&i c6 thé
mang lai trai nghiém t8i wu va loi thé canh tranh cho
doanh nghiép ban [&.

Vé trdi nghiém: Ké thira tir kinh dién ctia Lemon
& Verhoef (2016), cac hoc gia hién dai nhu, Gahler et
al. (2023) cung Becker and Jaakkola (2020) da mo
rong dinh nghia nay, phat trién hé thong do ludng
OCX véi nam chiéu do ludong: 1) Trai nghiém Nhan
thtrc - Tép trung vao tu duy va kha nang xur ly thong
tin ctia khach hang, giam thiéu nd lyc nhan thirc qua
h¢ thong thong tin minh bach; 2) Trai nghiém Cam
xuc - Bao gdm céc trang thai ndi tim ctia khach hang,
noi md hinh Omnichannel giup tao ra sy hai long va
an tim & cac tinh huéng nhu d6i tra san pham; 3) Trai
nghiém Hanh vi va Thé ly - Lién quan dén sy tién loi
trong hanh dong thuc t& va phong cach sbng, cho
phép khach hang chuyén dbi linh hoat giita cac thiét
bi; 4) Trai nghiém Giac quan - Du thuong mai dién tur
han ché trong viéc truyén tai xuc gidc, cong nghé
AR/VR va khong gian trung bay da giac quan tai cua
hang bu dap diéu nay; 5) Trai nghiém Xa hoi - Hinh
thanh tir trong tac v6i cong dong tryc tuyén va nhan
vién thuong hiéu, tao ra mbi quan h¢ xa héi va ca
nhan hoa trong trai nghiém khach hang.

Nghién ctru vé trai nghiém khach hang da kénh
(OCX) két hop Marketing va Khoa hoc My tinh, st
dung Ly thuyét vé Su gan giii dé tdi uu héa OCX.
Diéu nay quan trong trong bon khia canh: khong
gian, thoi gian, xa hoi va gia dinh. H¢ sinh thai
Omnichannel tao gia tri cho khach hang thong qua
tham gia va phan hoi, gia ting long trung thanh. Cac
nha quan tri can cha trong vao bon tru cdt: gén két
theo chu dé, tinh nhat quan, d nhay cam véi bdi canh
va kha ning két ndi cac diém cham. M6 hinh duéi
day 1a kién triic 5 10p phan anh dong chay gia tri tir
Hanh trinh 5A cta khach hang dén trai nghiém OCX
v6i nam chiéu kich: nhan thire, cam xtc, hanh vi, giac
quan, va xa hoi. (So dd 1)
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S0 dé 1: Hé théng Omnichannel 5 I6p véi 3 diém nghén

Hé sinh thai Omnichannel — 5 I6p tich hgp

LSp 1 - Hanh trinh khach hang (5A)

r J [
L8p 2 - Diém cham theo ma trdn POEM
Owned Media
Web, App, Cira hang, CRM
Luc lugng s&
Livestream host, T6ng dai, Chatbot Al

Ask

Tim hiéu

Act
Hanh déng

Adv.

Aware Adv.
Ung ho

Appeal
Nhan biét

Thu hat

J

Earned Media
UGC, eWOM, Review

J

b

Paid Media
Ads, Booking KOC/KOL

Ldp 3 - PSi ngl & ngudn lyc tai diém cham

-

|
[
l

Tu van vat ly
PG/PB, Store staff, Adaptive selling

Lép 4 - Ha tang théng tin tich hgp (ISI)

1
CRM/CDP POS/Web OMS WMS ™S
H5 sa khach Giao dich Pon hang Toén kho Van tai y
Lép 5 - Bau ra — Trai nghiém hgp kénh OCX .
Coghnitive Affective Behavioral Sensorial Social
Nhan thirc Cam xuc Hanh vi Giac quan X3 héi

Ba diém nghén c6t 16i sé dudc phan tich trong Chudng 2:
(1) Touchpoint — Sales force: kich ban chét sale chua thich ing

(2) Sales force — ISI: dif liéu CRM phan manh; (3) IS — OCX: anh xa 020 léng

3. Panh gia hiéu qua

3.1. Vin dé hi¢u teng chéo kénh va hi¢n twong
an kénh

Nghién ctru ctia Timoumi et al. (2022) dinh
nghia, hi¢u tng chéo kénh la phan ung tor hanh
dong 6 mot kénh anh co tac dong dén hanh vi va két
qua tai chinh & kénh khac. Pay la mét khai niém
hoan chinh vé& phuong tién truyén thong do ludng
mo hinh. Theo khung Omnichannel Continuum cua
Neslin (2022), sy tich hop kénh dién ra theo chiéu
doc va chiéu ngang. M6 hinh “Mau cung cb kénh”
cua Kim & Chun (2018) néu su canh tranh gitia
kénh truyén thong va ky thuat s6. Hiéu tmg kénh
chéo bao gom: Hi¢u tng thay thé va H trg mg
dung. Shankar & Kushwaha (2021) bo gia dinh
tuyén tinh, cho rang hoat dong giita cac kénh la
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khong ddng déu va hai chiéu. Hé thong sinh thai
ban 1é phan chia thanh kénh cung cp thong tin va
kénh thuyét phyc.

Su bat can bang trong hiéu tmg chéo kénh bao
gbm hai kénh:

1. Bdt cdn xvmg dang trong Hiéu iing bé tro: Noi
quang cao tir kénh cung cap thong tin tich cuc anh
huong dén doanh s6 kénh thuyét phyc, nhung hoat
dong tir kénh cung cap thong tin 1én kénh phuc manh
hon nhiéu.

2. Bat cdn bang trong Hiéu img thay thé: Khi
ngan sach quang cdo tir mot kénh thuyét phuc giam
doanh s6 kénh khac dé chuyén dich khach hang; tiép
thi tir kénh thuong hiéu Kiém soat anh huong 16n hon
dén doanh s6 cac dai 1y bén thir ba, khi khuyén mai tir
dai Iy c6 tac dong yéu hon.



KINH DOANH

Bang 1. Khung dién gidi phan logi vai trd va ddc tinh tuong tac chéo kénh

Ban chéat
hiéu trng chéo

Trang thai
twong tac kénh

Dic tinh bat can xirng

Bé tro: Gia tdng quy
mé nhan thirc va hd
tro chét don.

Tuwong tac gitra Kéqh Khac
biét (VD: Website dén Clra
hang)

Bat dbi x(rng cao: Kha nang Online day khach dén
Offline manh mé& hon han chiéu ngwoc lai. Nén tang
s6 1a dong lwc tao lwu lwong chinh.

Thay thé: Khach hang
chi chon mot trong hai
diém dé giao dich.

Tuwong tac gitva Kénh
Twong dong (VD: Ctra hang
hang dén Dai ly ban 1&)

Bét d6i x(rng cao: N6 lwc khuyén méi tai kénh do
Hang kiém soét (Firm-controlled) gay sut giam
doanh thu clia dai ly manh hon rat nhiéu so véi chiéu
nguwoc lai.

Hé qua cta Iy thuyét hiéu tng chéo kénh khong
xung dang chi ra su sai I¢ch gifta chi phi thu huat
khach hang va kha ning sinh 16i tryc tuyén so véi
ngoai tuyén. Nha quan 1y thuong khong chip nhin
diéu nay bét can bang, dan dén quyét dinh sai. Nghién
ctru ctia Dinner et al. (2014) cho thiy, quang cdo truc
tuyén khong chi ting doanh thu trén internet ma ciing
thu hut khach dén ctra hang vat 1y, trong khi quang
céo truyén thong hiéu qua hon. Thong tin bat can
bang va su khong chic chin vé gid tri san pham gy
kho khan cho doanh nghiép. Doanh nghiép
omnichannel st dung phong trung bay nhung gap
van d& vé trung bay, trong khi cong nghé nhu 4o hoa
phong c6 thé 1am tang ty 1 hoan tra, anh huéng dén
chi phi. Qua trinh quéan 1y dich chuyén giira cac kénh
lubn tiém 4n xung dot giita giam chi phi va ning cao
chét lugng dich vu.

3.2. Cdc chi tiéu danh gia hi¢u qud

1) Ty l¢ giit chdn khach hang (Customer Retention
Rate - CRR): CRR la thudc do xac dinh ty 18 phan
tram khach hang ma doanh nghiép gilt dugc trong
mot khoang thoi gian nhét dinh, khong tinh ) luong
khach hang mai trong cung mot ky (Majka, 2024).
CRR phan anh mirc do trung thuc ctia khach hang va
kha niang cia doanh nghiép trong viéc cung cap lién
tuc gia tri.

Pé tinh CRR, can 3 tham sé: S (khach hang dau
ky), E (khach hang cudi ky) va N (khach hang méi).

Cong thuc: CRR =(E —N)/S x 100%.

Nghién ctru cuia Frederick Reichheld chi ra, chi
phi gitr khach hang thap hon nhiéu so véi viéc thu hut
khéch méi, va mdi 5% tang trong ty 1¢ giit chan co thé

Nguon: Shankar & Kushwaha (2021)

mang lai lgi nhuan cao tr 25% dén 95%. Khach hang
lau dai it nhay cam vé gia va c6 xu huéng tham gia
vao thi truong truyén thong tiép theo sau do, gitip
doanh nghiép giam chi phi quang cao.

2) Gia tri vong doi khdach hang (Customer
Lifetime Value - CLV): CLV (Gié tri tron doi cua
khéach hang) la mot mo hinh dy bao tai chinh udc
tinh tong doanh thu ma mot khach hang s& dong gop
cho 6 chtrc trong sudt thoi gian mbi quan hé ciia ho.
Mb hinh nay nhan manh cac chién luoc 1ay khach
hang lam trung tdm bang cach khuyén khich t5i da
hoa gia tri tong thé cia mbi quan hé thay vi chi tap
trung vao loi nhuan tir cac giao dich riéng 1é. CLV
dugc tinh toan bang cach st dung 3 bién s6: APV
(Gié tri mua hang trung binh), APF (Tan suit mua
hang trung binh) va ACL (Tudi tho trung binh cua
khach hang).

Cong thue: CLV =APV x APF x ACL.

Viéc theo doi CLV giup phan khic khach hang
dua trén kha ndng sinh 161, nhan di¢n khach hang VIP
va dua ra quyét dinh dau tu hop 1y trong hoat dong
tiép theo.

3) Chi phi thu hut khach hang (Customer
Acquisition Cost - CAC): CAC 1a chi sé tai chinh do
ludng tong tai nguyén va chi phi can thiét dé bién ddi
twong thanh khach hang lan dau tién. Theo ddi CAC
gitp danh gia danh sach ngan sach hiéu qua. Cong
thirc tinh CAC bao gém toan b chi phi trong khoang
thoi gian, nhu chi phi quang cao, luong nhan sy, chi
phi phan mém, dich vu bén ngoai va chi phi van hanh.

Cong thirc: CAC=MCC+W+S+PS+0O/CA

Cu thé: MCC 1a tong chi phi quang céo truc tiép,
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chay chién dich trén cac kénh; W 1a téng quy luong,
phuc loi va hoa héng tra cho nhan sy thugc bd phan
Sales & Marketing; S 1a chi phi dau tu nén tang phan
mém, ha tang s6; PS 1a chi phi thué dich vu ngoai
hodc tu van chuyén moén; O 1a Chi phi van hanh cd
dinh dugc phan bo (Overhead); CA (Customers
Acquired) 1a téng s6 luong khach hang mai thuc sy
duoc taora.

Ty 1¢ LTV: CAC, véi ty 1¢ ly tudng 3:1, danh gia
tinh bén vimg ciia mé hinh kinh doanh. Ty 18 thip
hon cho thy loi nhuan tdt, trong khi ty 16 qué cao co
thé dan dén mat co hdi. Chién lugc Omnichannel
gitip toi uu hoa chi phi va cai thién ty 1& chuyén doi,
giam CAC.

4) Gid tri don hang trung binh: AOV 1a chi s6 do
luong s6 tién trung binh ma khach hang chi tiéu trong
mot giao dich. AOV dugc tinh béng téng doanh thu
chia cho tong s lwong don hang.

Cong thitc: AOV = (Tong doanh thu trong ky)/
(Tong s6 lwong don hang trong ky)

Tang AOV 1a chién lugc hiéu qua dé ting doanh
thu ma khong can tim kiém khach hang méi. Doanh
nghi¢p ban 1é Omnichannel thuong ap dung cac
chuong trinh dé kich thich AOV, nhu sir dung may
hoc cho ban chéo va ban nang cép, hodc thiét lap
ngudng gia tri ti thiéu dé nhan wu dai, tir d6 cai thién
chisd CLV.

5) Mot s6 dnh xa chuyén d@oi: Dé chuyén doi khai
niém hiéu tng xuyén kénh thanh cac chi sé do ludng,
doanh nghiép ban 1¢ can thiét 1ap co ché anh xa theo
cac phuong phap nhu: anh xa dinh danh st dung
thong tin ca nhan, anh xa dia ly khéo sat mbi quan hé
gitta quang cao va doanh thu, anh xa thoi gian phan
tich do khoa gilra quang cao va mua hang, va anh xa
dinh danh s6 qua cookie va theo ddi hanh vi. Kha
nang anh xa chinh xéc giup danh gia hi¢u qua xuyén
kénh, t6i wu hoa ngan sach quang cdo va xac 1ap ty
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suat hoan von quang cio (ROAS). Do d6, doanh
nghi¢p Viét Nam nén dau tu vao hé théng dir liéu ndi1
bd nhu Nén tang dit liéu khach hang (CDP) va Quan
1y quan hé khach hang (CRM) d duy tri hiéu qua
trong bdi canh bao mat gia ting.

4. Két luan va mot s6 hwéng nghién ciru
tiép theo

Trong bdi canh chuyén d6i sd, Omnichannel
khong chi 1a sy hién dién trén nhiéu kénh ma la qué
trinh tich hgp toan dién nhim tao ra trai nghiém
khach hang lién mach va nhét quan. Bai viét da hé
thdng hoa cac co so 1y thuyét vé mo hinh ban hang
hop kénh, 1am r0 vai tro ctua ngu6n luc con nguoi, hé
thong thong tin, quan tri hanh trinh khach hang va trai
nghiém khach hang da kénh. Két qua cho thiy mirc
do tich hop giita cac kénh, kha nang dong bo dir lidu
va tmg dung cong nghé s6 1 nhitng yéu t6 quyét dinh
hiéu qua trién khai Omnichannel. Pong thoi, cac chi
tiéu nhu CRR, CLV, CAC va AOV dugc dé xuat nhu
nhitng céng cu quan trong dé danh gia hiéu qua hoat
dong va hd tro doanh nghiép nang cao ning luc canh
tranh trong moi truong ban 1é hién dai.

Nghién ctru ctia Lopes et al. (2022) va Nguyen et
al. (2022) da chi ra 4 khoang trong chién lugc trong
linh vuc Omnichannel. Thit nhdt, nghién ciru can
tap trung vao quan tri hanh vi chuyén doi kénh, thiéu
sot trong viée do luong cam xuc cta khach hang khi
chuyén d6i thiét bi hoic khong gian. Thir hai,
Logistics can 1§y khach hang lam trung tam, dac biét
1a trong viéc t6i wu hoa quy trinh doi tra hang va
phan b6 ton kho. Thir ba, can c6 khung 1y thuyét dé
do luong tac dong tai chinh cua cac dinh dang
truyén thong méi nhu video ngin va livestream dén
hanh vi mua sdm. Cudi cung, viéc chuyén ddi hé
thong do ludng hau COVID-19 nén chii trong vao
giir chan khach hang va téi da hoa gia tri vong doi,
thay vi chi tap trung vao chi phi thu hut khach m¢i m
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ABSTRACT:

This study examines the theoretical foundations of the omnichannel model in the context of digital
transformation, emphasizing the transition from fragmented multichannel operations to a seamless
and integrated customer experience. The study identifies key components of omnichannel
implementation, including service configuration, content consistency, process integration, and
information security. It further highlights the need for businesses to restructure their workforce into
customer-oriented “brand ambassadors” and invest in integrated information systems to ensure data
synchronization across touchpoints. The model also analyzes the non-linear customer journey
through the lens of the SA framework, with the aim of optimizing customer interactions at each stage.
In addition, the application of artificial intelligence and big data is examined as a critical factor in
personalizing customer experiences and enhancing customer lifetime value. Based on these findings,
the article outlines potential directions for future research on omnichannel transformation.

Keywords: Omnichannel, omnichannel retail, digital transformation.
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