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Tom tit:

Nghlen ctru nay dwge thwe hién nhim phan tich thwe trang va cac thach thirc lién quan dén hoat dong giao hang tai nha ma cic
chudi ban 1é hang tiéu ding nhanh (Fast moving consumer goods - FMCGs) da kénh tai khu vuc Dong bang song Citru Long
(PBSCL) dang doi mit. Dua trén phwong phap tong quan tai li¢u va phong van chuyén gia, két qua nghién ciru cho thay, cac nha
ban 1é FMCGs da kénh tai khu vire PBSCL dang doi dién v6i mot so thach thirc lién quan dén hoat dong giao hang tai nha nhu:
(1) Céc yéu ciu khac nhau vé diéu kién bio quén do tinh dé hw hong ciia hang hoa; (2) Van dé khach hang khong c6 & nha va
yéu cau vé khung thoi gian giao nhan; (3) Mat dj khach hang va mirc d thAm nhap thi trudng; (4) Van dé thu hoi va xir 1y hang
hoa bi tra vé. Tir cac két qua trén, mot so giai phap dwoc thao luin nhim giai quyét cac thach thire ddi voi hoat dong giao hang

tai nha & khu viee PBSCL néi riéng va tai Viét Nam néi chung.

Tir khéa: ban 1é, Pong bing song Ciru Long, giao hang tai nha, hang tiéu dung nhanh.
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Abstract:

This study aims at analysing the current situation and challenges
related to home delivery activities that omnichannel fast-moving
consumer goods retail chains are facing in the Mekong delta
region. Based on a literature review and expert interviews, the
research results showed that these retailers are struggling with
some home-delivery-related challenges such as (1) Different
requirements for storage conditions due to the perishability of
the goods, (2) The problem of “customer not at home” and the
time frame requirements for delivery, (3) Customer density and
market penetration, and (4) Return management and handling
of the returned goods. Given the above results, several solutions
are discussed to address the challenges of home delivery service
in the Mekong delta in particular and in Vietnam in general.
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delta, retailing.
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Mé dau

FMCGs la nhiing mat héng thuong dugc ban tai cac cua hang
tién loi, cua hang tap hod, si€u thi [1]. Mot s6 mat hang duoc xép vao
nhom FMCGs bao gdm: thyc pham dong goi (dau an, mi g01, nude
mam, hat ném...), thyc pham ché bién san, thuc pham tuoi séng va
dong lanh, hoa my phdm chim soc co thé... Nhimg mit hang nay
thuong c6 vong doi ngan trén quiy ké vi day 13 nhitg mat hang ¢6
nhu cau cao phuc vu myc dich tiéu ding hang ngay ctia c4 nhan va
h¢ gia dinh.

Pé tang kha ning tiép can khach hang, mot so chudi ban 1é
FMCGs ¢ Viét Nam noi chung va ¢ khu vuc DBSCL néi riéng (vi
du, chudi siéu thi Coopmart, Mega Market, chudi...) chuyén tir chién
luge ban hang don kénh thong qua chudi cdc cira hang vat 1y sang
chién Iugc ban hang da kénh bang cach bd sung thém céc kénh bin
hang moi, chang han nhu ban hang truc tuyén qua website hodc (ng
dung di dong. Dé xir 1y cac don dat hang truc tuyén, cac nha ban 1¢
nay thuong phai cung cap dich vu giao hang tan nha cho khach hang.
Tuy nhién, dich vy giao hang tai nha khong chi lién quan dén mua
sdm truc tuyén. Cac nha ban 1¢ truyén thong (qua cira hang, qua thu,
catalogue, dién thoai) cling d4 va dang cung cap dich vu giao hang tai
nha cho khach hang.

Giao hang tai nha dugc xem 12 mot hoat dong ton kém chi phi va
gay ra khong it thach thuc cho cac nha ban 1€ [2, 3]. Hoat dong nay
dac biét thach thic hon trong linh vyc ban 1¢ FMCGs vi nhitng yéu
cau dic thu cua nganh hang nay. Vi du, cac FMCGs khac nhau doi
hoi diéu kién bao quan khac nhau trong qud trinh van chuyén [2, 4,

5] hay tinh d& hw hong cua thyce phim tuoi song [6, 7]. Day o thé la
mdt trong nhing yeu t0 can tro' su phat trién ciia kénh ban hang truc
tuyen cac FMCGs [7]. C6 nhiéu giai phdp da dugc cac nha nghién clru
& xuat va dugc ap dung tai mot s qudc gia trén thé gidi nham giai
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quyét nhimg thach thir lién quan dén hoat dong giao hang tai nha. Vi
du, V. Kémirdinen va cs (2001) [8] dé xuét st dung hop nhan hang tai
nha dé thay thé cho phuong thiic giao hang ¢6 ky nhan. N. Agatz va
cs (2008) [9] va K K. Boyer va cs (2009) [10] khuyén nghi sir dung
céc chinh sach chiét khau hodc giam phi giao hang cho nhitng khung
gio ngoai giv cao diém hodc dong/mé tuy chon khung thoi gian giao
nhan mot cach linh hoat. S. Saskia va cs (2016) [5] da thao luén cac
giai phap dang dugc ap dung tai Phap va i, trong khi M. Slabinac
(2015) [11] tong hop cac giai phap cho dich vu giao hang ching cubi
dang duoc ap dung tai cac qudc gia & khu vue chau Au. Tuy nhién,
khd néng (mg dung nhiing giai phap ndy tuy thudc vao diéu kién co so
ha tang logistics, ddc trung quoc gia, dic trung nha ban 1é hodc hanh
vi nguoi tiéu dung [4, 12].

Nghién ctru nay dugc thuc hi¢n nham phan tich thyc trang cac
chién lugc dich vu giao hang tai nha dang dugc cung cdp boi céc
chudi ban 1¢ FMCGs tai khu vyc PBSCL, dong thoi phan tich cac
thach thirc lién quan dén hoat dong giao hang tai nha ma cdc chudi
ban 1¢ nay dang phai d6i mat. Tir 46, mot so giai phap dugc thao luan
nhim giai quyét nhiing thach thire dbi véi hoat dong nay trong bdi
canh ban l¢ FMCGs da kénh tai khu vue DPBSCL noi riéng, tai Viét
Nam n6i chung. Phuong phap tong quan tai liéu va phong van cac
chuyén gia dugc ap dung trong nghién ctiru nay. Cac chuyén gia 1a cac
nha nghién ctru chuyén sau vé linh vuc logistics va cac nha quan ly
logistics cta cac chudi siéu thi ban 1¢ tai khu vuc DPBSCL.

Nhifng chién lugc dich vu giao hang tai nha dang ducc cung
¢ap héi cac chuéi han lé FMCGs tai DBSCL

DBSCL (con dugc goi la ving Tay Nam B¢ hodc mién Téy) bao
gdm 13 tinh, thanh pho truc thudc Trung wong. Dan s6 tai khu vuc nay
nam 2019 1a khodng 17,3 tri¢u nguoi. Pay dugc xem la “vung trling
vé 6 thi hoa ¢ Viét Nam” vdi ty 18 d6 thi hoa 1a 25,1%, trong khi ty
1¢ do thi hoa trung binh cua ca nudc 1a 34,4% [13]. Mat d6 dan 6 &
khu vuc nay 1a khoang 423 nguoi/km?, thap hon mét do dan s6 ¢ ving
Pong Nam Bo (757 ngudi/km?) va thip hon rét nhiéu so v6i mat do
dan s6 cia TP HO Chi Minh (4.363 ngudi/km?) [13].

Khu vuc nay c6 sy hién dién ciia mot s6 chudi ban 16 FMCGs
nhu siéu thi Coopmart, Mega Market, Go!&BigC, Winmart va céac
chudi ctra hang tién loi Bach hoa Xanh, Winmart+. Trong khi chudi
Bach hoa Xanh, Winmart+ va Coopmart ¢6 cira hang vét 1y & hau hét
céc tinh thanh cta khu vuc, cac nha ban 1€ khac (nhu Mega Market,
Go!&BigC) co su hi¢n di¢n cua ctra hang vat ly han ché hon. Nhin
chung, cac chudi ban 1é ndy chu yéu hién dién tai céc trung tim do thi
chinh cta céc tinh, thanh phé [13].

Trong nghién ctru ndy, tac gia tong hop cac chién lugc cia dich vu
giao hang tai nha dang duogc ap dung boi cac nha ban 1€ FMCGs da
kénh tai Viét Nam noi chung, tai khu vuc PBSCL néi riéng (hé thong
siéu thi Coopmart/Co.op Food, Mega Market, Go & Big C; chudi cira
hang tién loi Bach hoa Xanh, Winmart/Winmart+). Két qua tong hop
& bang 1 cho thy, cac chudi ban 16 FMCGs hién nay ban hang va
nhan don hang qua nhiéu kénh khac nhau nhu kénh chudi cira hang
vat Iy (Brick-and-mortar stores), kénh online (website hodc ung dung
di dong), dién thoai, email. Nhiéu nha ban 1¢ nay cho phép khach hang
d6i tra hang da mua trong khoang thoi gian 1-15 ngay, tuy vao céc dic
tinh dac thu cua hang hoa (vi du han str dung).

Hau hét cac nha ban 1¢ hién nay dang cung cép mién phi dich vu
giao hang tai nha (hoac dia chi tu chon) voi nhitng don hang co6 gia
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tri hod don trén 300.000 dong, giao hang trong khoang cach 5 km,
tinh tir cira hang/siéu thi. Néu khoang cach giao hang trén 5 km, phi
thu thém 14 5.000 dong/mdi km tang thém. Mot s don vi ban 1é (nhur
Bich hoa Xanh, Winmart/Winmart+) chi cung cap dich vu giao hang
tin nha tai mot s phudng/quan trung tim & mot vai thanh phd (nhu
TP. Tan An, TP. My Tho...) mé chua trién khai dich vu giao hang trén
toan bg khu vuc BPBSCL.

Trong khi mot s nha ban 1é co cong bd toc do giao hang (2-4
gi0; ngay hom sau, hodc 2-3 ngay sau khi don hang dugc nha ban I¢
xéc nhan), cac nha ban 1¢ khéc lai khong cong bé tdc do giao hang.
Bén canh d6, rat hiém nha ban 1é hién nay cung cap cho khach hang
tuy chon khung thoi gian giao nhén thuan tién (trir Bach hod Xanh).
Pidu ndy yéu cau khach hang (hodc nguoi than trong gia dinh) phai
¢ mat 6 nha dé nhan hang trong khung gio' ma nhan vién giao hang
(shippers) hoat dong (thuong 1a tir 8 dén 17 £i0). Ngoai ra, chi duy
nhét Bach hoa Xanh 1a nha ban 1¢ dua ra cam két s& dén bu cho khach
hang (phiéu mua hang 20.000 ddng) trong truong hop don hang giao
tré thoi gian cam két.

Bang 1. Cac chién lwoc dich vu giao hang tai nha clia cac nha
ban lé FMCGs.

Céc nha ban Ié

Thugc tinh ~ Co.op Food/ . L Winmart+/
. oﬁm " Go&BigC'  Mega Market®  Bich hod Xanh Winmart
% o Muatrye tiép/ B e B e
Mua trye tiep/trye Mua trye tiep/ e Muatrye tuyen/dign  Mua true tuyén/dign
Phuong e < e e tuyen/dién AN AT
. tuyen/dién thoai  true tuyen/dién I thoai va giao hing  thoai va giao hng
thirc giao g op oo thogi/email R
ohin va giao hang thoai vago iy tai nha hodc dia chi  tai nha hodc dia chi
’ tai nha hang tai nha Lo tur chon tur chon
tai nha
. Guohin _ Giaohing mién phi )
(Giao hing micn midnohi %01 Giao hang mién  véihoadontrén  Phigiao hang co
Phigiao  phi doi vdi hoa i h(fa im phidoi véihod  300.000 dong; don  dinh328.000
hang don trén200.000 don trén 300.000  dwdi 300.000 dong  dong/don hang, bat
3 tén300.000 Ry A Srnan 7
dong i dong s¢ tinh phi theo ke gia tri hod don
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\ (Tién Giang), TP .
hang a TP Tén An (Long
Tan An (Long An), T
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hing 4 i Dinglysuogly g4y
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Theo doi 6
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A Trong vong 7 " NP TR
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Ghi chu: 2 http://www.co-opmart.com.vn/FooterMenu/V%E1%BB%81Coopmart/
chinhsachbanhang.aspx; °: https://go-vietnam.vn/; © https://online.mmvietnam.com/
chinh-sach-giao-hang/; ¢ https://www.bachhoaxanh.com/chinh-sach-giao-hang;
°. https://winmart. vn/mfo/dellvery policy.

Ngudn: tac gia tong hop.
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Nhifng thach thic ddi voi hoat dong giao hany tai nha va
khuyén nghi giai phap

Nhu da dé cap O trén, giao hang tai nha dugc xem la mot hoat
dong ton kém chi phi va gay ra khong it thach thire cho cac nha ban
1¢ [2, 3]. Hoat dong nay déc bi¢t thach thire hon trong linh vuc ban 1¢
FMCGs vi nhitng yéu cau dic thi cia nganh hang nay. Trong phan
nay, tac gia phan tich cac thach thic lién quan dén hoat dong giao
hang tai nha ma cac chudi ban 1¢ FMCGs da kénh tai khu vyuc PBSCL
dang phai dbi mat. Tir d6, mot sb giai phap duoc thao luan nhdm giai
quyét céc thach thirc ddi véi hoat dong giao hang tai nha & khu vuc
DBSCL ndi riéng, tai Viét Nam ndi chung.

Cdc yéu cau khdc nhau vé diéu kién bdo qudn va tinh dé huw
hong ciia hang hoda

Mot trong nhimg dic thu cua cac FMCGs 14 cac yéu cau khac
nhau vé diéu kién bao quan cho céc loai hang hoa khic nhau [2-5,
7, 14]. Vi dy, cac mdt hang nhu hoa my phém va thue phém kho bao
quan & nhiét do thudng, trong khi cac mat hang thyc pham déng lanh
va tuoi séng hodc qua so ché doi hoi diéu kién bao quan khit khe hon
trong qué trinh van chuyén. Ngoai ra, mot sb loai hang hoa tuoi song
hoac da qua so ché d& bi hu hong (vi du, rau bi dap nat, thit ca bi 61
thiu) trong qua trinh van chuyén [14]. Néu khong c6 phuong tién bao
quan chuyén dung hoic toc d giao hang cham s& anh huong xau dén
chit lwgng san pham trude khi giao cho khach hang. Pay 1a mot trong
nhitng yéu to can tro kénh ban hang truc tuyén cac FMCGs phat trién
[7].

Mot sb giai phap da dugc dé xudt dé giai quyét thach thirc nay.
Chang han, cic nha ban 1¢ & Phap va Dirc sir dung cac hop giir lanh
chuyén dung dé bao quan cic mit hang thyc pham tuoi song [5].
Trong khi do, M. Slabinac (2015) [11] dé xuét sir dung cac phuong
tién van chuyén duoc thiét ké chuyén dung cho hoat dong giao hang
d4p tmg duoc cac yéu cau bao quan khac nhau trong qua trinh van
chuyén. Mot giai phap khac d6 1a cac nha ban 1é FMCGs ¢6 thé thué
ngoai dich vu giao hang tir cac nha cung cap dich vu logistics chuyén
cho nganh FMCGs [5].

Ngoai ra, cc nha ban 1¢ phai dy nhanh toc do giao hang cho
khach hang va/hodc gioi han khoang cach giao hang. Thyc té hién nay,
cac siéu thi ban 1é & khu vue DPBSCL chu yéu cung cép dich vy giao
hang tai nha trong khoang cach 5 km tinh tir siéu thi. Trong khi do,
viéc ddy nhanh toc do giao hang co thé 1am gidm hiéu suét ciia hoat
dong nay vi nha ban 1é khong gop duoc nhidu don hang trong mot
chuyén giao hang [11, 15]. Do d6, dé cai thién hiéu suét giao hang
trong truong hop nay, nha ban 1¢ co thé sir dung dich vu giao hang
cong dong, hodc nha ban 16 co thé thu thém mot khoan phi giao hang
dé bu dap cho khoan chi phi phat sinh. Céc két qua nghién ciru cho
thay, mot s khach hang sin long tra thém tién dé c6 thé nhan hang
nhanh hon [16-18].

Vin dé “khdch hang khong cé ¢ nha” va yéu cau vé khung thoi
gian giao nhdn

Ty 1¢ giao hang thit bai lan dau tién co thé tir 15 dén 30% vi ly
do “khach hang khong o & nha” dé ky nhan hang hoa [7, 19]. Nghién
cuu cua J. Fernie va cs (2010) [20] cho théy, 50-60% ho gia dinh &
nudc Anh dong ctra trong gio hanh chinh. Tai Viét Nam, khi ma quy
mo gia dinh ¢ khu vyc thanh thi ngay cang nho véi binh quan 3,3
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nguoi/hg, ty 1€ ho chi c6 1 nguoi tang 1én [21], va ty 1¢ tham gia vao
luc luong lao dong theo gidi tinh nam 2022 1a 62,6% ddi véi nir gidi,
74,8% d6i voi nam gioi [22], thi kha nang khach hang khong ¢6 & nha
trong gio hanh chinh dé nhan hang 12 kha 1on. Pay 1a mot trong nhing
thach thirc 16n lam phat sinh thém chi phi cho cdc nha ban 1¢ vi ho phai
sap xép lai lich trinh giao hang va giao lai lan tht hai, hodc phai giao
hang ngoai gi® hanh chinh. Nghién ctru cho thdy s6 lan giao mot don
hang ¢6 mdi quan hé dong bién véi chi phi [2].

Dé giai quyét van dé nay, nhidu giai phap di dwoc dé xuét va ap
dung. Thay vi yéu ciu khach hang phai c6 mit 6 nha dé ky nhan hang,
giao hang tai nha khong can ky nhan (vi du giao vao hop nhan hang
hodc dé & noi an toan tru6e ctra/trong san nha ngudi nhan) 14 mot
phuong thirc giao nhan kha linh hoat ddm bao ty 1¢ thanh cong ngay
lan giao hang dau tién c6 thé dat 100%. Phuong thirc giao nhan nay
kha phd bién & Thuy Si [12]. Cac nghién ctru cho thay phwong thire
giao nhan nay ¢6 chi phi thap hon déng ké (47-157%) so v6i phuong
thirc giao hang tai nha c6 ky nhén tryc tiép [4, 8]. Tuy nhién, cac moi
quan ngai vé Van d& an ninh (ching han trdm cap), han ché vé diéu
kién co s¢ ha ting lam cho giai phap nay kho kha thi & Viét Nam néi
chung va khu vue PBSCL ni riéng. Thyc té, hop nhan hang (giong
hop thu gia dinh) chi phu hgp véi cdc mat hang gon nhe, trong khi
hop nhan hang tai nha danh cho cac FMCGs doi hoi phai co thiét ké
chuyén biét va ciing chua XuAt hién ¢ Vi¢t Nam. Ngoai ra, van dé
thanh toan ciing c6 thé 1a yéu td can tro viée 4p dung giai phap nay
khi ma nhidu ngudi Viét Nam c6 théi quen nhan hang rdi méi thanh
toan [17].

Mot giai phap khac dé giai quyét van dé “khach hang khong co
& nha” do 1a cung cip cho khach hang tuy chon khung thoi gian giao
nhan thuan tién ma khach hang c6 mat ¢ nha. Thuc té hién nay, cac
nha ban 1¢ ¢ Viét Nam thuong goi dién thoai cho khach hang aé thong
b4o hodc hen trudc khoang thoi gian ma nhan vién giao hang s& dén.
Khung thdi gian giao hang cang hep cang giup tang ty 1¢ giao hang
thanh cong va tao su tién lgi cho khach hang, giap ho khong phai cho
doi 1au tai nha [9]. Tuy nhién, khung thoi gian giao hang cang hep lam
cho viéc thiét 1ap lich trinh giao hang cang kém hidu qua, tir d6 lam
tang chi phi giao hang. Nghién ctru cua K.K. Boyer va cs (2009) [10]
cho théy, 4p dung khung thoi gian giao hang 1a 3 gi¢ 1am chi phi ting
45% so v6i khong ap dung khung thoi gian giao hang vi lam giam
s6 don hang giao duoc trén moi tuyén giao hang. Do vy, nha ban
1¢ phai can bang gitra sw tién loi cung cap cho khach hang va chi phi
phét sinh dé giai quyét vén d& nay. Vi du, nha ban I¢ c6 thé thu thém
phi déi voi cac khung thoi gian hep hodc cac khung gio cao diém va
cung cdp cac bién phap khich 1& nhur tang phiéu giam gia hodc giam
phi giao hang cho nhitng khach hang khong c6 yéu cau vé khung thoi
gian giao hang.

Tuong ty nhu vay, céc bién phap khich 1¢ dé khuyén khich khach
hang dat hang truyc tuyén va ty dén nhan hang tai ctra hang hodc diém
nhan hang gan nha ciing 1a mot cach thirc dé giai quyét van dé “khach
hang khong c6 ¢ nha” va gidm chi phi giao hang tai nha. Nghién ctru
[7] cho thay, 20% khach hang mua FMCGs truc tuyén ¢ Phap sin long
nhan hang tai cira hang hodc nhan tai céc diém nhan hang khong can
dd xe. Cac diém nhan hang nay ¢6 thé bd tri bén trong hodc ngay trudc
ctra hang/siéu thi va khach hang chi can dimg xe, thanh toan va nhan
hang ma khong ton thoi gian chon lya san phém. Tai khu vue DPBSCL,
cac nha ban 1¢ c6 chudi cira hang tién loi phi rong nhu Bach hoa Xanh
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c6 thé str dung céc cira hang vat 1y ciia minh dé xir Iy cac don hang
(ttrc 1a soan don hang) va 1am céc diém nhan hang. Hinh 1 minh hoa
cac phuong thire giao nhan ma céc nha ban 1¢ da kénh c6 thé 4p dung,
bén canh phuong thic giao hang tai nha c6 ki nhan truyén thong.

Giao hang tai nha (c6 ky nhan)

Giao hang tai nha (khong c6 ky nhan
g ta (khong 6 ky nhan) M Hop nhan

Cira hang
Siéu thi

Nha
khach
hang

Hinh 1. Cac phwong thirc giao nhan trong ban 1é da kénh.

Miit dg khdch hang, mirc dg thim nhdp thi truwong v vin dé vin
hanh dgi ngii giao hang

Nhur da dé cap o trén, khu vue PBSCL v6i dic trung 1a mat do dan
s kha thip. Day c6 thé 14 1y do cac chudi ban 1¢ FMCGs chu yéu hién
dién tai cac trung tdm do thi chinh cua cc tinh, thanh phé [13]. Mat
do khach hang c6 mdi quan hé nghich bién véi chi phi giao hang [2,
10, 23]. Két qua md phong ciia R. Gevaers va cs (2014) [23] cho thay,
chi phi giao hang c¢6 thé cao gap 3 lan trong khu vire ¢ mét do khach
hang thap (330 nguoi/km?) so véi khu vire c6 mat d khach hang cao (
>1.500 ngudi/km?). Nghién ctru ctia R. Gevaers va cs (2014) [23] con
cho thay, cung cap khung thoi gian giao hang hep ¢ khu vyc ¢ mat do
khach hang cao (vi dy, thanh thi) ¢6 chi phi phap hon dang ké so véi
viéc khong cung cép tuy chon khung thoi gian giao hang ¢ khu vuc ¢6
mat d6 khach hang thap (ndng thon). Cac két qua nghién ctru ham y
réng, néu mét do khach hang va mirc ¢ tham nhap thi truong tang Ién,
nha ban 1é c6 thé cung cap tuy chon khung thoi gian giao hang hep ma
khong lam tang chi phi, trong khi cac khu vure ¢ nhu cau thap thi nha
bén Ié ¢6 thé khong cung cap tuy chon khung thi gian giao hang [10].

Du viéc tu van hanh doi ngil giao hang gitip nha ban l¢ chi dong
hon trong viéc to chirc hoat dong giao hang ciing nhu cung cap dich
vu ding gid va chuyén nghiép hon, mat do khach hang thap va s6 don
hang tryc tuyén it lam cho viéc ty van hanh doi ngii giao hang kém
hiéu qua hon. Pay c6 thé 1a nguyén nhan ma cac chudi siéu thi ban 1¢
hién nay chi cung cép dich vu giao hang tai nha & khu vyc trung tm
thanh phd gin noi ¢6 cira hang vét 1y, trong khi cc chudi cira hang
tién loi chi méi thu nghi¢ém dich vu giao hang & mot vai thanh phé
dong dan cu. Vi du, chudi cira hang tién lgi Bach hoa Xanh chi cung
cap dich vu giao hang ¢ 3 quan trung tim TP Can Tho, cac phuong
trung tim TP My Tho (Tién Giang), TP Tan An (Long An) trong khi
chudi cira hang Winmart+ chi giao hang tai khu vuc trung tim TP Tan
An (Long An) ma chua trién khai mo rong tai cac dia ban khéc.

Nhu vay, ddi voi cac khu vue c6 mat do khach hang va s6 don
hang thap, cdc nha ban 1é cd thé can nhéc sir dung dich vu giao hang
cua cac nha cung cép dich vy logistics hodc str dung dich vy giao hang
cong dong. Uu diém cua viée st dung dich vu giao hang bén ngoai
giup nha ban 1¢ giam dugc chi phi cd dinh (phuo’ng tién van chuyén va
chi phi nhan sur) va tang tinh linh hoat ctia chudi cung tmg [24]. Tuy
nhién, mudn st dung dich vu glao hang cong dong, nha ban 1& phai
¢6 chién lugc quan 1y sy khong chic chc vé& nguon cung ngudi giao
hang tir cong ddng, quan 1y nhimg ngudi giao hang khong chuyén
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nghiép va vén dé an toan do nguoi giao hang cong dong gy ra (vi
du trom cép, gian lan) [24]. Dé giai quyét diéu nay, cic nha ban 1é c6
thé lya chon céc g dung cung cap dich vu giao hang cong dong pho
bién va c6 uy tin dé hop tac.

Vin dé thu hoi va xie Iy hang hod bi tri vé

Hang hod khong giao dugc va bi tra vé ¢6 thé do nhiéu nguyén
nhan nhu khach hang khong c6 ¢ nha, khach hang khong dong ¥ nhan
hang do giao hang tré, do giao khong ding mén hang hoic giao ding
mon hang nhung khong dam bao chat lugng [7, 25]. Mac du ty 18 hang
hod bi tra vé trong ban l¢ FMCGs la khong dang ké (chi & mirc dudi
1% [12]), viéc xir ly nhitng hang hoé bi tra vé gy ra nhiéu kho khan
va ton chi phi vi mot sb loai hang ho4 ¢6 kha nang s& khong thé ban
lai duoc hodc khong chuyén qua so ché duoc do da bi giam chit lwgng
hay bi hu hong (vi du thuc phdm tuoi song) [3].

Dé giai quyét van dé nay, cac nha ban I¢ can phai xac dinh rd
nguyén nhan hang bi tra vé la gi dé 6 bién phap phu hop. Néu hang
bi tra v& 1a do khach hang khong c6 ¢ nha dé nhan hang, céc giai phap
dé xur 1y vin d& nay nhu hen trude khung thoi gian giao nhan hodc
chuyén tir phuong thirc giao hang tan nha sang khuyén khich khach
hang nhan hang tai ctra hang da duoc thao ludn ¢ bén trén.

Giao khong dung mén hang ma khach hang da dat thuong xay ra
v6i ban 1¢é tryc tuyén FMCGs vi nguyén nhan sau ddy. Trong ban 1
truyén thong, khach hang 1a ngudi dam nhiém viéc lya chon mat hang
nao ho s& mua va néu mit hang do khong con, khach hang s€ la nguoi
quyet dinh chon mit hang thay thé nao. Tuy nhién trong ban I¢ truc
tuyén, nhiém vu ndy duoc chuyén giao cho nhan vién soan don hang
tai ctra hang cuia nha ban I¢ va trong truong hop mot mon hang nao do
khach hang dat ma khong con ton kho, nhan vién c6 thé chon mot mon
hang thay thé. Trong truong hop mén hang thay thé d6 khach hang
khong dong y mua, ho ¢6 thé tir chdi nhan toan bo don hang. Néu diéu
ndy Xy ra, cac nha ban 1é can ¢6 bién phap han ché dén mirc t6i thiéu
viéc hang hoa bi hu hong trong qué trinh van chuyén va thu hoi bang
viéc str dung cac phuong tién bao quan phu hop.

Vi¢c soan mot “don hang hoan hao” (tuc 1a bao gém tt ca cac
mén hang ma khach hang dat va dap g chat lugng ma khach hang
mong mudn) 1a rat thach thirc trong linh vure ban 1¢é truc tuyén FMCGs,
vi mot don dat hang co thé bao gom hang chuc mon hang khac nhau
[3, 14]. Diéu nay cang kho khan hon trong trudng hop cac don vi ban
16 FMCGs thudng phan tan hang ton kho tai cic cira hang vat 1y va sir
dung cac ctra hang nay nhu 13 cac nha kho dé hoan thién (soan hang)
cac don hang truc tuyén.

Do vay, nha ban 1¢ cin ¢6 bién phap dé soan duge mot don hang
v6i ddy du cic mén hang ma khach hang muén mua. Trong trudng
hop mot hodc mot vai mén hang nao d6 khong con, mét bién phép
trong ngan han ma nha ban I¢ ¢6 thé ap dung la lién lac (vi du goi
dién thoai) v6i khach hang dé thong bao cho ho vé tinh trang don
hang trudc khi giao. Bén canh do, viéc cong bd thong tin mot cach kip
thoi va lién tuc vé tinh trang ton kho ctia cic mat hang dang ban trén
website hodc img dung di dong dé dam bao khach hang dit dugc ding
mon hang ma ho mudn va tranh dit mua nhitng mon hang dang trong
tinh trang hét hang. Ngoai ra, trong dai han khi ma s don dat hang
truc tuyén tang 1én, nha ban 1é ¢o thé thiét 1ap mot trung tam riéng biét
dé xtr 1y céc don hang tryc tuyén. Diéu nay gitp nha ban 1é gidm duoc
tinh trang hét hang nho tap trung hang ton kho, va nho d6 tang kha
nang hoan thién dugc cac “don hang hoan hao”.
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T6m lai, dya vao két qua tong quan tai liéu va phong vén chuyén
gia, phan ndy di thao luan cac giai phap dbi voi hoat dong giao hang
dang duoc ap dung trén thé gi6i va tinh kha thi ciing nhu nhitng han
ché khi 4 ap dung nhimg giai phap nay ¢ khu vuc PBSCL. V6i nhiing
dac thu vé dia 1y va ha tang logistics, cac nha ban l¢ FMCGs da kénh
6 khu vuc nay c6 the két hop dong thoi mot sd giai phap. Vi dy, nha
ban 16 ¢ thé cung cip cho khach hang tuy chon khung thoi gian giao
nhan ¢ nhing trung tim do thi noi ¢6 mat d6 khach hang cao. Péi véi
nhitng khu vire ¢6 mat do khach hang thap, giai phap st dung dich vu
giao nhan clia cac cong ty giao nhan chuyén nghiép hodc dich vu giao
hang cong dong nén dugc xem xét ap dung. Bén canh do, nha ban 1¢
c6 thé xay dung céc chinh sach dé khuyén khich khach hang da dat
hang tryc tuyén ty dén cira hang nhan hang. Ngoai ra, nha ban I¢ can
¢ cac chinh sach quan tri hang ton kho pht hop dé han ché téi muc
thap nhit van dé hang hoa bi tra vé. Nhiing giai phap trén gop phan
lam giam chi phi logistics va gia tang hi€u qua hoat dong kinh doanh
cia nha ban 1é cling nhu dép tmg dugc yéu ciu vé mirc do dich vu
khach hang.

Chién lugc ban hang da kénh cua cac nha ban 1¢ FMCGs da dat
ra nhitng yéu cau dic thi cho hoat dong logistics néi chung va hoat
dong giao hang tai nha noi riéng. Nghién clru ndy da phén tich thyce
trang céc chién lugc dich vy giao hang tai nha dang dugc cung cap
bai céc chudi ban 1¢ FMCGs tai khu vic PBSCL, dong thoi phan tich
cac thach thirc lién quan dén hoat dong giao hang tai nha ma céc chudi
ban 16 nay dang d6i mat.

Giao hang tai nha dugc xem 1a mét hoat dong ton kém chi phi va
gy ra khong it thach thirc cho cic nha ban 1¢. Thach thirc thir nhat
lién quan dén tinh d& hu hong cua mot $6 loai FMCGs va do do da
dit ra cac yéu cau khac nhau vé diéu kién bao quan san pham trong
qué trinh van chuyén va giao nhan. Thach thic thir hai lién quan dén
viée “khach hang khong ¢6 6 nha” va céc yéu cau vé khung thoi gian
giao nhan. Piéu nay lam cho viéc to chirc hoat dong giao hang tai nha
tr& nén ton kém hon. Bén canh d6, do ddc thi cua khu vue DBSCL 14
mat d§ dan cu thua thdt cong véi mic dd tham nhap thi truong cua
cac chudi ban 1¢ & khu vurc nay con thip nén gy khé khin cho viée
van hanh doi ngii giao hang. Ngoai ra, méc dii ty 1& hang hoa bj tra vé
trong linh vie ban 16 FMCGs chi ¢ mirc thip, nhung néu nha ban 16
khong ¢ chién lugc dé phong ngira hodc xir Iy phit hop sé gy ra hao
hut va lang phi.

Tir céc thach thire trén, mot s giai phap da duoc thao ludn trong
bai viét nay nham giai quyét cac thach thirc ddi voi hoat dong tai nha
trong bdi canh ban 1¢ FMCGs da kénh tai khu viuc DPBSCL noi riéng
va tai Vi¢t Nam néi chung.
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