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Abstract: Last-mile delivery is a long-standing activity in the history of trade and goods
exchange but in recent years it has become popular and especially important in the developing
industry of e-commerce. Nowadays, with the need of Vietnamese people for entertainment,
satisfying themselves through shopping, e-commerce appears as a solution to increase sales
and connect to customers for big corporations and last-mile delivery is one of keys to success.
However, last-mile delivery costs account for 53% of total e-commerce costs and 39% of
customers will be ready to change suppliers if they don't receive good last-mile delivery
services. Figuring out the limitation of research on last-minute delivery in Vietnam, the article
aims to evaluate the last-mile delivery in Vietnam based on attitude, response of customers
via quantitative research methods and give some recommendations.
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Tom tat: Giao hang ching cudi la mot hoat dong lau doi trong lich sir trao doi hang héa va
thuong mai, nhung trong nhitng nim gan day, n6 da tro nén phd blen va dac biét quan trong
khi nganh thuong mai di¢n tor dang phat trlen Ngay nay, véi nhu cau giai tri caa nguoi Viét
Nam, thoa man ban than thong qua mua sam, thuong mai dién tir Xuat hién nhu mot giai phap
dé tang doanh s va két ndi véi khach hang cho cac tap doan 16n. Giao hang ching cudi vi
vay la mét trong nhirng chia khoa thanh céng cho thuong mai dién ta. Tuy nhién, chi phi giao
hang chang cudi cudi chiém 53% tong chi phi thuong mai dién tir va 39% khach hang s& san
sang thay ddi nha cung cap néu ho khdng nhan duogc dich vu giao hang tan noi tot nhat. Phét
hién thiy nhitng han ché trong nghién ctu vé& giao hang ching cudi tai Viét Nam, bai béo
nham danh gia giao hang cudi clng tai Viét Nam dua trén thai do, phan tng cua khach hang
thong qua cac phuong phap nghién ctru dinh lugng va dwa ra mot s6 khuyén nghi.

Tiur khoa: Giao hang ching cudi, Logistics, Thuong mai dién tir, Khach hang, Viét Nam.

© 2020 Truong Dai hoc Giao thdng vdn tai

1. PAT VAN BE
1.1. Khéi niém cia giao hang ching cudi

“Last mile delivery” hay giao hang ching cudi di tré thanh mot tac nhan quan trong dé
tao loi thé canh tranh trén thi truong, thuc day cac nha béan Ié dau tu vao nhimng d6i méi giao
hang dén tay nguoi tiéu ding [1]. Ngay nay, véi su phat trién khdng ngirng nghi cua cong
nghé 4.0 theo c4p s6 nhan, cac nha nghién cau cang can phai nhin nhan va nghién cau chuyén
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sau hon vé cum tir giao hang chang cudi nay.

Cum tir “ching cudi” bat ngudn tir nganh vién théng dé am chi doan cudi cua mang ludi
hay doan két ndi khach hang sir dung ti mang vién thdng chinh caa ho véi dic diém 1a mdi
doan két noi chang cuoi thi chi dugc s dung bai mot khach hang [1].

Theo Datex - mét cong ty cung cap giai phap phan mém chudi cung &ng, trong giai doan
gi6i thiéu vé dinh nghia giao hang chang cudi, ho da chi ra “Giao hang chang cudi la sy van
chuyen hang hda tir dau van tai caa bén ban I¢ dén diém giao cudi cung khéch hang str dung
cudi ciing véi muc dich 1am cho hang hoa duoc giao nhanh nhét cé thé” [2].

Trong dinh nghia trén, cum tir giao hang chang cudi méi duoc 1am rd mot hoat dong
chinh trong ca qua trinh giao nhan ching cudi trong khi trén thuc té, giao hang chang cubi c6
thé bao quat hoat dong nhiéu mang kéo dai khdng chi mot km ma tham chi cé thé 1én dén 80
— 160 km [3]. Théng thuong, néi dén giao hang ching cudi 1a ta co thé lién twong dén qua
trinh giao nhan cac géi buu kién hang hoa dugc van chuyén tir cdng ty giao nhan dén khach
hang, mot hoat dong thanh phan co gia tri 1én dén ty d6 va con sé d6 d4 gia tang gap boi trong
gan 10 nam trén thi trudng [4]. Hon nita, giao hang ching cudi da tré thanh nén tang viing
chéc trén con duong phat trién nganh van tai va téi da hoa loi nhuan [5].

Cung véi @6, Linder ty dwa ra mot dinh nghia cho giao hang ching cudi: “Giao hang
chang cudi trong logistics 1a phan cudi cung cua qua trinh giao hang. N6 lién quan dén mot
loat cac hoat dong va quy trinh can thiét cho qua trinh giao hang tir diém chuyén tai cudi ciing
dén diém ha hang cubi cing trong chudi giao hang” [6]. Gevaers va cong su [7] ciing dua ra
khéi niém vé giao hang chang cubi lién quan md hinh B2C véi nhitng diém twong dong:
“Giao hang chang cudi trong logistics 1a phan cudi cung cta qué trinh giao hang B2C
(Business to Customer). N6 dién ra trong mot khu vyc giao hang dugc xac dinh trudéc (vi du:
khu d6 thi); bao gom ca dich vu logistics tir diém dau 1a diém lay hang cudi cling tir nha cung
cap dén diém trung chuyén cudi cung hoic diém dich cua hang hda tly thudc vao hinh thirc
giao nhan (vi du: Hop nhan hang, Buu dién. giao hang tan nha, ...). N6 bao gom maot loat cac
hoat dong va quy trinh, c6 gia tri quan trong di vai tat ca cac bén co lién quan trong pham vi
giao hang” [7].

B P ML I = =

Giao hang chang cudi

Hinh 1. Vi tri ciia giao hang chang cudi trong chudi cung tng [7].
Giao hang ching cubi dang tiép tuc phat trién song song véi su chuyén bién khéng nging
nghi cua khoa hoc cdng nghé 1am thay ddi toan bo chudi cung ang. Nhitng xu huéng dang
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anh huong truc tiép dén hoat dong giao hang ching cudi bao gém (1) cdng nghé théng minh,
theo ddi va cam bién; (2) Truy xuat nguon goc va bang chiing giao hang; (3) Giao hang trong
ngay; (4) Kho hang trong d6 thi va (5) Kinh doanh nén nén tang cong dong [8]. Trong tuong
lai, vai sy mo rong cua cdch mang cong nghe 4.0, qua trinh giao hang ching cubi s& tiép tuc
chuyén bién thdng qua anh huéng cua nhidu xu huéng khéc.

Dich vu giao hang chiang cudi dang anh hudng rat nhiéu dén sy gia ting cia thuong mai
dién tir [9]. C6 mét s nghién ciru da dé xuat cac chi tidu danh gia chét luong dich vu giao
hang chang cudi nhu ti 1¢ giao hang dung han, ti 18 hu hong hang hda, tinh linh hoat cua dich
vu GHCC, gi4 ca cua dich vy, téc d6 cung cap dich vu,...[8].

Dich vu giao hang ching cubi cudi duoc danh gia tir goc d6 ngudi st dung cudi cing,
dang ngay mot tét 18n va hoan thién. Tuy nhién, trén thuc té, c6 nhiéu dién dan ngudi tiéu
ding, van con kha nhiéu nhitng nhan xét, danh gia vé su chua hoan thién cua cac dich vu
GHCC. Nghién ciru van dé nay s& gop phan nang cao chit luong dich vu giao hang ching
cudi tai Viét Nam.

1.2. Phan loai giao hang ching cudi
1.2.1.Phén logi theo thei gian giao hang

Giao hang ching cudi s& phan lam hai loai la giao hang tiét kiém va giao hang nhanh.
Dau tién, giao hang tiét kiém 1a mét loai hinh dich vu giao hang cung cap cho khéach hang
nham dam bao giao hang theo yéu cau véi chi phi duoc t6i wu nhét, nhung khach hang can
chap nhan thoi gian van chuyén thong thuong cham hon cac g01 dich vu khéac [10]. Mot trong
nhitng nguyén nhan chinh cho dic diém nay 1a nha cung Cap dich can thoi gian dé sap xép
nhitng 16 hang c6 dia chi gan nhau hay cung dich dén dé xép Ién cling mot chuyén xe trong
khi phai dam bao dugc lugng hang trén mdi phuong tién can dat du muc tdi thiéu. Giao hang
tiét kiém chi phi hop véi cac géi hang ma khdng can gap va ngudi gui ¢6 nhu cau tiét kiem
chi phi van chuyén hoic truong hop hang héa cong kénh, nang va khong phai loai hang héa
dé v&. Hién nay, loai hinh nay dwoc cac don vi kinh doanh online ua dung dé t6i wu hoa van
chuyén, giam thiéu chi phi.

Giao hang nhanh hay con c6 tén goi khac Ia chuyén phat nhanh Ia loai hinh dich vu van
chuyén hang hoa dén tay khach hang dwa theo thoi gian céng bé trudc va tinh theo gio [10].
Thong qua giao hang nhanh, don hang s& duoc vu tién chuyén phat nhanh hon trong moi tinh
hubng dé dam bao hang hoa dén tay khach hang dung thoi han nhung dong thoi chi phi cua
dich vu nay thudng s& cao hon so véi cac goi dich vu van chuyén khac. Néu nguoi sir dung
cudi cting muén nhan hang sém va chap nhan duoc chi phi van chuyén cao hay c6 goi buu
pham can gui gap thi dich vu giao hang nhanh 1a lya chon tét. Giao hang nhanh xuat hién nhu
mot hinh thac thoa man nhu cau khach hang ciing nhu 14 phuong thtc thu hat déi twong tiém
ning cua cac doanh nghiép cung cap dich vu giao hang. Nhung di kém véi loai hinh giao
hang nhanh 12 nhiéu hé luy dang ké, dac biét 1a tac dong cua nd dén méi truong [11].
1.2.2.Phan logi theo phwong thirc giao hang

Giao hang ching cudi an chira thach thirc khi mdi ddi twong khach hang, khu vuc, thoi
gian, ... khac nhau s& yéu cau phuong thtrc van chuyén khac nhau [12]. Vi vdy, dé vira téi uu
hoéa chi phi giao hang, mang lai lgi nhuan cho doanh nghiép ma vira lam thoa man yéu cau
khach hang, cac doanh nghiép dich vu giao hang ching cubi s& can xac dinh cac phuong thirc
giao hang phil hop v&i mdi loai nhu cau khac nhau.
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% Giao hang theo cdch truyén théng

e Giao hang bang xe mdy: O cac nuéc dang phat trién, c6 rat it nha cung cip dich vu
giao hang ching cubi quy md 16n, do dé dich vu nay dugc cung cap boi mot mang ludi cac
cong ty dia phuong vira va nho. Vi chi phi lao dong thip va mat do giao théng day dic, bat
ky ai ciing c6 thé tham gia vao hé thong va giao hang bing xe may — hinh thirc giao hang
thuén tién nhét.

e Xe dién: O cac thanh phd dong dan, khoéng cach giao hang gitra cac diém ding duoc
rut ngan nhung kha nang bi ket xe hay thiéu chd dd xe la rit cao. Nhu mot cach g1a1 quyét
van dé un tic giao thong, mot s6 thanh phd tham chi con cdm xe 16n trén mot sd tuyén dudng
nhat dinh duoc. Do d6, DHL tai Dt va Starship Technologies & My dang thtr nghiém cac
phuong tién tu 1ai bang dién dé giao hang mot sb loai san pham. Nhimng robot ndy vo ciing
nho gon dé c6 thé di chuyén trén via he.

% Giao hang theo cdch hién dai trng dung cong nghé

e Mady bay khéng nguoi lai: D6i voi viée giao hang ching dai, Amazon da thanh cong
thir nghiém ding may bay khong nguoi l4i dé giao hang. Rat nhiéu cong ty khac ciing dang
thir nghiém méy bay khong nguoi 14i, bay 1én tir cic xe giao hang ciia ho dé hoan thanh budc
cubi ciing — dua san pham tir bdi dau xe dén tan tay khach hang [13].

e T khéa: Dé tranh phai giao hang nhiéu lan khi khach hang khong c6 nha, nhiéu qudc
gia dang phat trién mang ludi tii khéa dé khach hang c6 thé tu nhan buu kién cia minh. Theo
Iwan va cong sy, tu khoa “la mot may phan phdi khong can giam sat, duoc dit tai cac dia
diém chon trude. N6 1a mot hé thong tiép nhan cac kién hang, cho phép viéc nhan va gui buu
kién 24/7” [14]. Tt khoa thuong dugc dit tai nhitng cira hang ban 1¢ hodc nhing noi c6 thé dé
dang tiép can.

e Giao hang trong nha & trong cop: Amazon di dua ra mot giai phap sang tao khac: sir
dung khoa thong minh cho ngudi van chuyén quyén vao nha hoic phuong tién ci nhan dé
giao hang. Ngoai Amazon, trang thuong mai dién tr JD.com tai Trung Qudc di hoc hoi va ap
dung phuong phéap nay [15].

% Giao hang céng dong (Crowdsourced delivery): Pay 1a phuong thirc giao hang tan
dung sy nhan rdi vé phuong tién van chuyén ctia cong dong dé giao hang dén cac dia diém
nam trén 10 trinh van chuyén cua ho. Viéc giao hang cong déng duoc thue hién theo tién trinh
nhu sau: Mot c nhan (ngudi tim kiém dich vu) dat hang trén hé thong giao hang cong dong
(théng qua cac ung dung). Khi d6, nhitng ngudi van chuyén tham gia déu gia tryc tiép trén
tmg dung. Nguoi van chuyén dugc chon sé dén nhan hang tai noi nguoi giri hang. Sau dé
ngudi van chuyén giao hang dén dia diém dugc dang ky. Khi ngudi nhan hang kiém tra va
xac nhan viéc nhan hang, don hang dugc hoan thanh va ngudi van chuyén nhan thu lao.
Phuong thirc nay giup nha quan tri logistics giam duoc chi phi trong giao hang ching cudi,
dong thoi gidi quyét duge cac van dé lién quan dén giao thong va 6 nhidm méi truong. Tuy
nhién, viéc ddm bao an toan cho hang hda va tao dung long tin cua cac bén tham gia vao
phuong thirc nay ciing 1a mét tré ngai kho khan.

2. GIAI QUYET VAN PE
2.1 Phuwong phap nghién cuu

Trong nghién cuu nay, phuong phap nghién ctru dinh tinh dugc &p dung théng qua thu

thap thong tin qua phong van, khao sat sau d6, miéu ta, phan tich théng tin cung cip dé danh
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gia dich vu giao hang chang cudi tai Viét Nam trén quan diém khéch hang. Vi phuong phap
dinh lugng, nhom da ma hoa thong tin khao sat va dua vao phan tich.

Bai bao duoc viét dua trén hai ngudn thong tin co ban: thong tin thir cip va thong tin so
cap. Nhém nghién ctu thu thap théng tin thir cap tir cc ngudn sach, bao, tap chi, sach béo
dién tir va ban béo céo tir cac ngudn nghién cau chinh thdng trén Internet. Ngudn théng tin so
cip duoc thu thap tir cudc khao sét dich vu giao hang ching cudi tai Viét Nam thuc hién dudi
g6c nhin tiép can tir phia khach hang cudi cuing, nhimg déi tugng doi hoi sy dam bao va thoa
man nhu cau khi sir dung dich vu. Nhdm nghién ctru da tién hanh thuc hién nhiéu cuéc khao
sat bao gom gui phiéu khao sat online qua duong link google drive cho nhimg ddi tugng
khéch hang cudi cung st dung dich vy va tiép can cac dbi twong sir dung nhiéu hinh thirc mua
sam théng qua internet.

Bang khao sat duoc thiét 1ap dya trén cac yéu t anh huong dén nhu cau sir dung dich vu
giao hang chang cudi bao gdbm thu nhap ca nhan, noi ¢, thoi gian sir dung mang Internet va
cach thic mua hang cling nhu yéu cau giao hang. Tir cac yéu td can ban trén, bang khao séat
ctia nhdm nghién ctiru dua ra hai noi dung tiép theo 1a mic 6 va diém wa thich cua khéch
hang d6i voi giao hang chang cudi va van dé khach hang danh gia chua cao lién quan dén
giao hang chang cubi.

Nhom nghién ciru da lva chon c& mau khao sat trong nghién ctu dya trén cong thuc tinh
mau udc luong cho mot ty 18 (trudng hop khdng biét tong thé):

nez2 . (1—p)1p [16] (2.1)
(pe)
Trong do:

- n:s6 ddi tuong can nghién ciu toi thiéu

- 7% -y - HE s6 tin cay. Néu do tin cay (o) 95% thi Z? (1-ay2 = 1,962; 99% thi Z2 1.0y =
2.58; 90% thi Z2 (1-y2 = 1.65

- p: 1a uéce tinh ty 18 % xay ra caa tong thé (dwa vao mot nghién ciu trude do) thong
thuong thi p/q = 50%/50%

- a=1-p , :

- &: Sai s0 twong doi/tiéu chuan (£3%; +4%, £5%, ...)

Duya vao cong thiic va cach tinh trén, nhém nghién ciru da tinh toan ra, c& mau tdi thiéu
ma nghién ctu phai can thu thap dé diéu tra nhu sau:

1.96% x (0.3 x 0.3)
" 0.052 B

Nhom nghién ctru da tién hanh thu thap va tiép can cac dbi twong khao sat trong vong 3
tuan va thu dugc 187 phiéu tra 1o, trong d6 c6 1 phiéu khong hop 1&. Bang sau déy trinh bay
két qua tién hanh khao sat caa nhém nghién cuu.

140

Bang 1. Thong ké két qua khao sat.

Muc kiém tra S6 lwong Ty 18 %
Tong s6 bang tra loi dugc nhan 187 100%
Tong s6 bang tra loi hop 16 186 99,47%

(Nguon: Téng hop tir két qua khao sét)
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2.2 Két qua nghién ctru va danh gia
Truéc khi tién hanh danh gia hoat dong giao hang ching cudi, dau tién nhém nghién ctu
phan tich thong tin d6i tuong sir dung dich vu cung cip két qua khao sat. Nhdm nghién ciu
chu y thuc hién cudc khao sat véi nhiéu yéu té khac nhau bao gém nganh nghé, thu nhap,
hoan canh, vj tri dia Iy, ... nham ting tinh minh bach, khach quan cua bai bao.

Trong bai nghién ciru nay, khach hang 1a sinh vién chiém ty I& 16n nhat, dén 60% tong
ngudi khao sét, tiép sau d6 1a khach hang 1am lao dong phd théng (khong qua dao tao chuyén
mon, chua c6 kinh nghiém lao dong dic biét vi du nhu phuc vu ban, shipper, ...) chiém 6%,
nhan vién vian phong chiém 5%, nhan vién chtc vu quan Iy chiém 3% va céc nganh nghé khéc
nhu kinh doanh, nhan vién buu chinh, ... chiém 26% luong phiéu khao sat.

Ngoai ra, 62% ddi twong duoc khao sat tir viing trung tam thanh phd, khu vuc véi diéu
kién thuan loi nhit cho cac doanh nghiép tién hanh giao hang ching cudi. Bén canh d6, ddi
tugng tir c4c vang ngoai 6 thanh phd ... chiém xap xi gan 35% va 1% ddi twong dén tir khu
vuc mién nai. Qua dé, nhdm nghién ciru ¢6 phét hién mai 1a hoat dong giao hang chang cudi
khéng bi gidi han chi trong trung tam thanh phé ma ngay ca nhitng khu vuc mién ndi, ria
ngoai 6 ciing ¢ thé 1a ngudn thu cho cac doanh nghiép thuc hién giao hang chang cudi.

= 150004-200004 3.45%
= Mién phi/Khéng tra phi
Tir 20.000 d dén 50.0004

Tie 50.000 d dén 100.000
d

65.52%

Hinh 2. Danh gid mrc do s?;n sang chi tra cho dich vu giao hang ching cudi.
(Nguon: Ket qua khdao sat ciia nhom tac gia)

Chi phi 1a mét trong nhiing yéu té quan trong anh huéng dén danh gia mot dich vy noi
chung. Nhém nghién ctu da tién hanh khao sat muac gia thanh giao dich ma cac d6i tuong
khach hang sin sang tra. Két qua chi ra rang hon 65% dbi tuong khach hang wu tién muc chi
phi dich vu dao dong trong khoang tir 20.000 dén 50.000 d¢6ng, mic chi phi trung binh trong
ba muc gia tra dugc dua ra. Tiép theo 1a 28% khach hang chon phuong an mién phi. Day
tuong chirng 12 mot sé liu trai nguoc han véi luan diém ban dau vé tim quan trong cua chi
phi nhung déy lai ciing chinh 12 hanh vi v6 pho bién cta khach hang. Cac phuong an Iya chon
con lai bao gdm murc gia tir 15.000 dén 20.000 dong, muc gia tir 50.000 dén 100.000 dong va
tly theo gié tri va noi dat mua theo thir tu chiém 3,45%, 1,15% va 1.15% tong sé khach hang
dugc khao sat. Do do, mdt doanh nghiép co6 hai phuong an khi thu phi dich vy cua khach hang
bao gdom dit mac gia tam trung trong khoang gié tri tir 20.000 dén 50.000 dong va mién phi
dich vu cho khéach hang nham thuc day don hang. Ngoai ra, theo khao séat khach hang, nhém
nghién ctru thu dugc két qua 1a hon 94% ddi tugng duoc khao séat cho rang chi phi giao hang
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la yéu t6 ma ho quan tam dén trong d6 22,09% lugng ngudi tiéu dung danh gia chi phi giao
hang ching cudi ¢6 vai tro rat quan trong, c6 thé anh huong dén quyét dinh cua ngudi mua

hang.

Hinh 3. Panh gi4 vé tim quan trong ciia yéu to chi phi giao hang.
(Nguén: Keét qua khdo sat cza nhom tac gia)

32 5604 = Khdng quan
2070 trong

* Quan trong

= Rat quan trong

= Khong quan trong
32.56%
= Quan trong

= Rit quan trong
= Tuy vao gia chi phi

= 1 tudn sau ngay dit
hang

9.41%
5 88% 5.88%
= 2 ngay sau ngay dat
1.18% 28.24% |l
\ = 3 ngay sau ngay dat

. hang

10.59% 4 ngay sau ngay dait
hang

= 5 ngay sau ngay dat
hang

= 6 ngay sau ngay dat

hang

lﬂﬁ = Cling ngay
21.18%

= Ngay tiép theo

Hinh 4. Panh gia vé tam quan trong cua tdc do giao hang va yéu cau thoi gian giao hang

cua khach hang.

(Nguon: Két qud khao sat cia nhom tac gia)

Ngoai yéu té chi phi, téc do cung cap dich vu ciing 1a mét trong nhitng yéu té anh huong
dén quyét dinh mua hang. Theo khao sat, hon 95% nguoi sir dung dich vu giao hang ching
chudi quan tam dén yéu t6 toc d6 cung cap dich vu, trong d6 32,56% dbi tugng cho rang yéu
t6 trén rat quan trong. Khi khao sat chi tiét hon vé nhu cau téc do giao hang cua khach hang,
gan 45% khach hang mudn hang héa dugc giao trong vong 2 ngiy sau khi dat hang trong d6
5,88% khach hang c6 nhu cau hang héa duogc giao cing ngay dat hang.
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AhaMove mmmm 6.9%
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Ninja Van msssm 38.0%
Lazada mmeesssssssssssssssssssssmm—m 51.7%
Tiki S 70.1%
Grabh e 71 .3%%

0.0% 40.0% 80.0%

Hinh 5. Panh gi4 vé& xép hang d6 uy tin va mic do pho bién cua céc doanh nghiép.
(Nguén: Keét qua khdo sat ciza nhom tac gia)

Uy tin ciia doanh nghiép ciing 1a mot yéu c6 thé gay anh huong dén thanh cong doanh
nghiép cung cap dich vu giao hang chang cudi. Nhém nghién ctru da tién hanh xép hang d6 uy
tin cia mot s6 doanh nghiép cung cap dich vu giao hang ching cudi bao gém AhaMove,
Lalamove, Giao hang tiét kiém, GHN Express, Sendo, Viettel Post, Ninja Van, Lazada, Tiki
va Grab. Trong cac doanh nghiép trén, Tiki, Lazada va Sendo la cac doanh nghiép khong
duoc sap xép vao loai doanh nghiép thuan giao hang ching cubi do ba doanh nghiép trén theo
mo hinh nén tang Thuong mai dién tir, 1a trung gian két ndi gitra ngudi ban hang va nguoi
mua hang va dich vu giao hang chang cudi 1a mét trong nhitng dich vu ting gia tri cho hoat
dong thuong mai ctua doanh nghiép. Tuy nhién, nhdm nghién cau van dua cac doanh nghiép
trén vao vi cac doanh nghiép dang van hanh nhiing mé hinh giao hang chang cubi hoan thién,
dung vi tri cao trong nganh giao van. Cu thé nhu trudng hop cta Tiki s¢ hiru da mé hinh bao
gom van hanh qua kho (Tiki On Demand Fulfillment — ODF) cho giao hang tiét kiém, mo
hinh Fulfillment by Tiki — FBT cho Tiki Now-giao hang 2 gio, mé hinh E-delivery, md hinh
nha béan tuy van hanh — SD va m6 hinh ban hang da kénh — MCF (khi Tiki c6 thé lam ddi tac
van chuyén). Theo két qua nghién cau, cac doanh nghiép Ion nhu Giao hang tiét kiém, Grab,
Tiki dung vi tri dau tién khi so hitu luong nguoi biét dén va tin twong sir dung dich vu giao
hang chang cudi 1én dén trén 70%. Tiép theo 1a hé thong thuong mai dién tir Lazada va doanh
nghiép Viettel Post voi % dbi tuong tin tuong va do pho bién chiém dén hon 50%. Cac doanh
nghiép con lai nhu Ninja Van, Sendo, GHN Express, ... tuy la cac doanh nghiép giao van I6n
nhung nhan it sy quan tam tir nguoi tiéu ding (mac do phd bién dudi 25%).

Nhom nghién ctru da dat ra truong hop khach hang muén mua mot mon hang va can hang
hoa ngay trong budi téi cing ngay va yéu cau ddi twong khao sat lua chon doanh nghiép ho
tin tuong va giai thich. Két qua cho thiy Grab la doanh nghiép duoc wu tién nhét (duoc lua
chon boi 58,6% khach hang), sau d6 1a giao hang tiét kiém (42,5% khach hang), Tiki (37,9%
khéch hang) va Viettel Post (31% khach hang). Cac doanh nghiép con lai nhan duoc it su lya
chon cua khéach hang & mic do dudi 12% khach hang. Nguyén nhan uu tién lya chon cua
khach hang dua ra bao gom:

e Cung cap g6i giao hang mién phi hoic ¢ wu dii giao hang xa
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e Tbc d6 giao hang rat nhanh
e Dich vu chidm soc khach hang tt, nhan vién than thién
e Ty Ié hang hoa nguyén ven rit cao

Péng thoi, nhém nghién ciru ¢ tim hiéu xem dbi tuong khao sat s& loai trir khong sir
dung doanh nghiép nao va giai thich. GHN Express, Ninja Van, Lazada, ... 1a nhiing d6i
tugng doanh nghiép dimg dau danh séach bj tir chdi st dung, trong khi d6 Giao hang tiét kiém
la doanh nghiép gy an tuong khi ty Ié tir chéi sir dung & mirc do it nhat (chi chiém 10,3%).
Nguyén nhan tir chdi nha cung cap dich vu phé bién nhat cia khach hang dua ra 1 chwa nghe
dén thdng tin hay danh tiéng cua doanh nghiép (chiém gan 30%). Ngoai ra, két qua con chi ra
nguyén nhan chi phi giao hang cao, téc d6 giao hang cham, dich vu chim soc khach hang con
kém, ... chiém khoang 30%. Day ciing 14 van d& ma hau hét cac doanh nghiép dang cb géng
nang cip, cai thién.

Tir d6, nhém nghién ciru manh dan dé xuat mot sé6 khuyén nghi chung cho doanh nghiép
nhu sau:

 Doanh nghiép cung cép dich vu nén dau tu cat giam chi phi giao hang hoac tich cuc
mé ra nhiéu goi chuong trinh wu dai dé thu hat khach hang, dic biét voi hang hoa sé lugng
I6n hoic hang hoa van chuyén duong xa.

e Doanh nghiép can kiém soat khau van chuyén va bao dam chat luong hang hoa dén
tay khach hang dugc hoan thién nham tang niém tin ciia khach hang.

e Doanh nghiép nén cai thién dich vu cham soc khach hang va nang cip thai do phuc vu
khach hang ctia nhan vién

e Doanh nghiép can dau tu cong nghé, thiét bi, don gian héa khau thu tuc nham ting tc
d6 cung cap dich vu giao hang chang cudi va tao thoai mai cho khach hang khi dat hang trén
hé thong.

e Doanh nghiép ngoai ra ciing luu y mad rong marketing, truyén thong, két néi hé thong
thuong mai dién tr dé tao su quen thudc véi cac ddi tegng khach hang khac nhau.

3. KET LUAN

Giao hang chang cudi trong logistics dugc coi la phan cudi trong quéa trinh giao hang, 1a
mot yéu té quan trong trong thoi dai Thuong mai dién tu (E-Commerce). Dich vu giao hang
chang cum c6 thé gay anh hu’orng truc tiép dén chat luong dich vu va su hai long cua khach
hang cudi cing ngay tir lan dau tién ho tiép nhan san pham. Tuy nhién, trén thuc té tai thi
truong Viét Nam, hoat dong giao hang ching cubi cho dich vy thwong mai dién tir cia cac
doanh nghiép con c6 mot s6 nhitng han ché, gay kho khin cho khach hang sir dung dich vu.

Qua nghién ciru ly thuyét va thyc tién, bai bao di chi ra duoc danh gia tong quan vé hoat
dong giao hang chang cudi tai Viét Nam dudi goc nhin cua khach hang cudi cing sir dung
dich vu. Nhiing két qua tir nghién ctru da chi ra nhiing yéu té tac dong quyét dinh cua khach
hang, nhitng wu diém can phat huy va nhugc diém can cai thién cua giao hang ching cubi tai
Viét Nam. Tir d6, bai bao dua ra nhitng giai phap dé khiac phuc nhimg kho khin ton dong va
hudng dén méi truong giao dich chang cudi hoan thién hon trong twong lai.

Trong twong lai, nhém nghién ctru c6 dinh hudng nghién ciru chuyén siu hon vé cac khai
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niém, yéu té anh huong giao hang ching cudi, danh gia thuc trang hoat dong GHCC dudi goc
nhin caa doanh nghiép cung cap dich vu ciing nhu cua Chinh phu dé tac dong dén hiéu sut
hoat dong cua giao hang chang cuoi.
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