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MO PAU
I. Ly do chon dé tai

Trong bdi canh nén kinh té s ngay cang phat trién manh mé&, dic biét 1a sy bung
no ctia thwong mai dién tir trong nhitng nam gan day, hoat dong ban hang tryc tuyén da
tr& thanh mot xu huéng tat yéu ddi véi cac doanh nghiép va cira hang ban 1é. Viée tan
dung cac nén tang truc tuyén nhu website, mang xa hoi hay cac tng dung ban hang
khong chi gitp doanh nghiép mé rong thi truong, tiép can khach hang nhanh chéng ma
con gop phan nang cao doanh thu va ning lyc canh tranh. Tuy nhién, khi cac doanh
nghiép cung tham gia vao moi trudng truc tuyén ngdy cang déng, sy canh tranh khong
chi dimg lai & gia ca hay san pham ma con chuyén sang yéu t6 then chdt 1a chéat luong

dich vu khach hang.

Trong hoat dong ban hang truc tuyén, khach hang khong thé tryc tiép trai nghiém
san pham nhu tai cira hang truyén thong, do d6 toan bo qua trinh ra quyét dinh mua hang
phu thudc rat 16n vao trai nghiém dich vu nhu: tbc do phan hdi tin nhin, chat lugng tu
van, muce do o rang cua thong tin san phém, thai d6 dich vu va chinh sach cham soc sau
ban. Chét luong dich vu tt s& giup gia ting sy hai 1ong, tao niém tin, thic day hanh vi
mua lai va hinh thanh tép khach hang trung thanh. Nguoc lai, néu chét lugng dich vu
khong dam bao, doanh nghiép rat d& mat khach hang vao tay d6i thu canh tranh.

Cira hang trai cdy XuXi Fruit hién dang trién khai hoat dong ban hang truc tuyén
thong qua nhiéu kénh khac nhau nhu Website, Facebook, Zalo va TikTok nham tiép can
da dang d6i tuong khach hang. Trong d6, Facebook 13 mét trong nhitng kénh ban hang
chu luc, dong gop khoang 25% doanh thu ban hang truc tuyén cua cira hang. Diéu nay
cho thay Facebook khong chi dong vai tro 1a kénh truyén thong ma con 1a nén tang quan
trong anh hudng truc tiép dén hiéu qua kinh doanh va kha nang duy tri khach hang cia
doanh nghiép. Tuy nhién, trong qua trinh thyuc tip va truc tiép tham gia hd tro ban hang
truc myén tai cura hang, tac gia nhan théiy van coOn ton tai mot s han ché nhét dinh trong
hoat dong dich vu khach hang trén nén tang Facebook, cu thé nhu: toc do phan hoi khach
hang chua 6n dinh, dic biét vao gio cao diém; ndi dung tur van chua dugc chuan hoa
giita c4c nhan vién; thong tin san pham cung cip cho khach dbi khi chua day du va chua

nhat quan; hoat dong chim soc khach hang sau ban chua dugc chi trong va chua co quy



trinh rd rang. Nhirg han ché nay phan ndo anh huéng dén trai nghiém cta khach hang

cling nhu hiéu qua kinh doanh chung cuta ctra hang.

Xuét phat tir nhitng van dé thyc tién néu trén, viéc nghién curu va dé xuit dé tai:
“Hoan thién chat lwong dich vu khach hang trong hoat dong ban hang truc tuyén trén
nén tang Facebook tai cira hang trai cdy XuXi Fruit” khong chi c6 y nghia vé mat ly
luan trong viéc h¢ théng hoa cac khai niém va ti€u chi danh gia chét lugng dich vu ma
con mang tinh thyc tién cao, gop phan gitp cira hang XuXi Fruit cai thién hoat dong

dich vu khach hang, nang cao su hai long va tdng kha nang canh tranh trén thi truong.
II. Muc tiéu nghién ciru
Muc tiéu chung

Phan tich thyc trang chét luong dich vy khach hang trong hoat dong ban hang
truc tuyén trén nén tang Facebook tai ctra hang XuXi Fruit, tir d6 dé xut cac giai phap

nham hoan thién chat lugng dich vu khach hang.

Muc tiéu cu thé

Hé théng hoa co so 1y ludn vé chét luong dich vu khach hang trong hoat dong

ban hang truc tuyén.

- Phan tich thuc trang hoat dong dich vu khach hang trong qua trinh ban hang truc
tuyén trén nén tang Facebook tai cira hang XuXi Fruit.
- Panh gid mic d6 hai 1ong cua khach hang d6i véi dich vu ban hang truc tuyén
trén nén tang Facebook cua cira hang.
- Dé xuat mot sb giai phap nham hoan thién chat luong dich vu khach hang trong
hoat dong ban hang truc tuyén trén nén tang Facebook.
I11. P6i twgng va Pham vi nghién ctru
Chét luong dich vu khach hang trong hoat dong ban hang truc tuyén trén nén tang
Facebook tai ctra hang XuXi Fruit.
- Pham vi nd1 dung: Nghién ctru cac vén dé lién quan dén hoat dong dich vy khach

hang trong ban hang truc tuyén trén nén tang Facebook.

- Pham vi khong gian: Ctra hang trai cay XuXi Fruit.
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Pham vi thoi gian: Trong thoi gian thuce tap va thu thap dir li¢u phuc vu khoéa luan

IV. Phwong phap nghién ctru

Phuong phéap thu thap dir liéu thtr cip: thu thap thong tin tir sach, gido trinh, tai
liéu nghién ciru lién quan dén chat lugng dich vu khach hang va ban hang truc
tuyén.

Phuong phép quan sat thuc té: quan sat hoat dong ban hang truc tuyén trén nén
tang Facebook va qua trinh dich vu khach hang tai ctra hang XuXi Fruit.
Phuong phéap khéao sat khach hang: khdo sat khach hang da tirng mua hang truc
tuyén trén nén tang Facebook tai ctra hang nham danh gia mtc d6 hai long ddi
v6i chat luong dich vu.

Phuong phap phan tich va téng hop: phan tich dir liéu thu thap duoc dé danh gia

thuc trang va dé xuat giai phép.

V. Két cau khéa luin

Ngoai phan m¢ dau, két luan. Khoa luan gém 3 chuong:

Chuwong 1: Co s& 1y ludn vé chét luong dich vu khach hang trong hoat dong ban hang

trén nén tang Facebook

Chuong 2: Thuc trang chét lugng dich vu khach hang trong hoat dong ban hang truc

tuyén trén nén tang Facebook tai ctra hang XuXi Fruit

Chuong 3: Giai phap hoan thién chat luong dich vu khach hang trong hoat dong ban

hang truc tuyén trén nén tang Facebook tai cira hang XuXi Fruit



LOI CAM ON
Trong subt qua trinh hoc tip tai Khoa Kinh té, nganh Quan tri Kinh doanh —
Truong Pai hoc Kién trac ba Nang va thuc hién khoa luan t6t nghi¢p, em da nhan duoc
rat nhiéu su quan tAm, gitp d& va dong vién quy bau tir quy thiy ¢, gia dinh, ban bé va

don vi thyc tap.

Trudce hét, em xin giri 10i cam on chan thanh dén quy thay c¢6 Khoa Kinh té, nganh
Quan tri Kinh doanh — Truong Pai hoc Kién tric Da Nang di tan tinh giang day, truyén
dat cho em nhiing kién thirc chuyén mén trong sudt qua trinh hoc tap tai truong. Nhiing
kién thirc ma quy thiy c6 da trang bi khong chi 1 nén tang gitip em hoan thanh bai khoa

ludn ma con 1a hanh trang quan trong cho cong viéc va cudc song sau nay.

Dic biét, em xin bay to long biét on siu sic dén c6 Nguyén Thi Lé Loan — giang
vién huéng dan d3 ludn tan tinh quan tAm, hudng dan va ddng hanh cung em trong sudt
qua trinh thuc hién dé tai. C6 khong chi dinh huéng ndi dung, gbp ¥ chinh sira bai khoa
luan mot cach chi tiét ma con ludn tao diéu kién thuan loi, dong vién em trong qua trinh
hoan thién bai. Nhimg ¥ kién dong gdp quy bau cung su hudng dan tan tim cua cb di

giip em nang cao kién thirc, va hoan thién bai khoéa ludn ca vé nd1 dung lan hinh thue.

Bén canh d6, em xin chan thanh cam on Ban lanh dao cung toan thé anh/chi tai
cura hang trai cay XuXi Fruit da nhiét tinh hd tro, tao diéu kién cho em duge tim hiéu
thuc té hoat dong kinh doanh ciing nhu cung cp thong tin dé em hoan thanh khoa luan
t6t nghiép. Nhitng kinh nghiém thuc té ma em hoc héi duoc trong thoi gian thyc tap 1a
co s& quan trong gitip em c6 cai nhin thyc tién hon vé linh vuc kinh doanh va chim soc

khach hang trong hoat dong ban hang truc tuyén.

Cudi cung, em xin giri 161 cam on sdu sic dén gia dinh va ban bé d3 ludn bén
canh dong vién, khich 1¢ va hd tro em cé vé tinh than 1an vat chat trong subt qua trinh
hoc tdp va thyc hién khéa luan tbt nghiép.

Mic du em d3 rat cd gang trong qué trinh nghién ciru va hoan thién dé tai, tuy
nhién do kién thirc va kinh nghiém thyc t& con han ché nén bai khéa luan kho tranh khoi
nhimg thiéu sot. Em rit mong nhan duogc su dong gop v kién tir quy thiy c6 dé bai khoa

luan duoc hoan thién hon.

Em xin chan thanh cam on!
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DANH MUC CAC TU VIET TAT

Ky hiéu viét tit Y Nghia

Advertisement (Ads) Quang céo

B2B Mo hinh giao dich thuong mai gitta céc
doanh nghiép v6i nhau

Bill Hoa don

Brand Thuong hi¢u

C2C Khach hang t61 khach hang

Content Noi dung truyén thong

Customer Service Dich vu khach hang

Efficiency Hi¢u qua

E-SERVQUAL Mo hinh danh gia chét luong dich vu dién
tu

Facebook Nén tang mang x3 hoi Facebook

Fanpage Trang doanh nghiép trén Facebook

Feedback Phan hoi tir khach hang

Functional Quality Chat luong chirc ning

KPI Chi s6 danh gia hiéu qua cong viéc

Livestream Phat truc tiép

Marketing Tiép thi

Messenger Ung dung nhan tin ctia Facebook

Privacy/Security Quyén riéng tu / Bao mat

QR Code (Quick Response Code)

M3 phan héi nhanh

Reliability

Do tin cay

Responsiveness

Kha nang dap ung

Sale Online

Ban hang truc tuyén

Social commerce

Thuong mai dién tir két hgp mang xa hoi

Take away Mua mang vé
Technical Quality Chat luong k¥ thuat
TMDT Thuong mai dién tir
VAT (Value-Added Tax) Thué gia tri gia ting
Website Trang web
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CHUONG 1: CO SO LY LUAN VE CHAT LUQONG DICH VU KHACH HANG
TRONG BAN HANG TRUC TUYEN TREN NEN TANG FACEBOOK

1.1. Tong quan chét lwgng dich vu

1.1.1. Khai niém chit lwgng dich vu

a. Dich vu

Dich vu 1a san pham v6 hinh c6 nhiing dac diém khac biét so vdi véi nhitng san

phém hitu hinh ¢6 thé nhin, s&, nim nén nod c6 nhiéu khai niém khac nhau
Trude hét, theo Philip Kotler, dich vu dugc dinh nghia la:

“Dich vu la bdt ky hoat dong hay loi ich ndo ma chii thé nay cung cdp cho chii
thé kia, trong do doi twong cung cdp nhat thiét phai mang tinh vé hinh va khéng dan
dén quyén $G hitu mot vt ndo cd, con viéc san xuat dich vu cé thé hodc khong co thé

gan lién voi mot san pham vat chdt nao™”

Pinh nghia nay nhan manh hai dic diém co ban cua dich vu 1a tinh vé hinh va
khong c6 su chuyén giao quyén so hitu cho thay gia tri ma khach hang nhin duoc khong

nam ¢ quyén s& htru ma nam ¢ trai nghiém va loi ich trong qué trinh str dung dich vu.

Tuong tu, Zeithaml va Bitner cho rang dich vu 1a “ Nhitng hanh vi, qud trinh va
phirong thike thuwc hién céng viéc nham tao ra gid tri s dung cho khdach hang va théa
man nhu cau ciia ho.” So véi quan diém cia Kotler, cach tiép can nay khéng chi tap
trung vao két qua dich vu ma con nhan manh dén qua trinh cung cap dich vu va su tuong
tac gitta doanh nghiép voi khach hang. Diéu nay cho thiy chét lugng dich vu khong chi
duoc quyét dinh boi két qua cudi cting ma con phu thude vao cach thirc doanh nghiép

phuc vu khach hang trong sudt qua trinh cung cap dich vu.

Bén canh d6, Gronroos cho réng “ Dich vu la mot hoat dong hodc chuéi hoat
déng mang tinh vé hinh, thuong dién ra trong qud trinh twong tdc giira khach hang véi
nhén vién hodc hé thong ciia doanh nghiép nham gidi quyét van dé ciia khdch hang.”
Quan diém nay dic biét nhan manh vai tro cta sy tuwong tac trong qua trinh cung cip

dich vu.

Mac du ¢6 nhiéu céch tiép can khac nhau, cac quan diém trén déu thong nhat rang

dich vu 1 hoat dong mang tinh v6 hinh dugc doanh nghiép cung cap nham dap ing nhu
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cau cta khach hang thong qua qua trinh twong tac va phuc vu khach hang. Tuy nhién,
moi hoc gia lai nhan manh mot khia canh riéng. Néu Kotler tap trung vao dac tinh vo
hinh cua dich vu thi Zeithaml va Bitner chu trong dén qua trinh tao ra gia tri cho khach

hang. Trong khi do, Gronroos nhan manh vai tro cua su tuong tac.

Tt nhitng quan diém trén c6 thé hiéu réng, dich vu 1a tap hop cac hoat dong mang
tinh v6 hinh dugc doanh nghiép cung cip nham dap ing nhu cau cua khach hang thong
qua qua trinh turong tac, hd trg va phuc vu khach hang. Pay 1a yéu t6 quan trong gop
phan tao ra trai nghiém va nang cao su hai long ctia khach hang trong méi trudng kinh

doanh hién dai.
b. Chit lwong dich vu

Trong linh vuc san xuat nguoi ta quan tdm dén vi¢c lam thé nao dé san xuat ra
sadn pham c6 chat lugng cao thi trong linh vuc dich vu ngudi ta lai quan tdm van dé chat
luong 1a quan trong, vi dich vu c6 tinh chat vo hinh, do su cam nhén ctia mdi doi tugng

va moi truong nghién ctiru khac nhau.
Co6 rat nhiéu dinh nghia vé chat luong dich vu nhu sau:

“ Chat lwong dich vu dwoc hiéu la mire d6 ma dich vu dwoc cung ccfp dap ung
hodic vuot qua mong doi ciia khdch hang.” (Theo quan diém Lewis va Booms,1983)
Quan diém nay cho thiy khach hang déng vai tro trung tdm trong viéc danh gia chat
luong dich vu, boi chat lwong khong chi phu thudc vao niang luc cung cip dich vu cia
doanh nghiép ma con phu thudc vao cam nhan va ky vong ctuia khach hang trong qua
trinh trai nghiém dich vu. Khi doanh nghi¢p dap ting duoc hodc vuot qua mong doi ban
dau, khach hang s€ danh gia chit lugng dich vu & mure tich cuc va ¢6 xu hudng hai long

hon.

Ké thira quan diém trén, Parasuraman, Zeithaml va Berry, 1988 cho ring “ Chat
lwong dich vu dwoc hinh thanh ti sy so sanh gitra ky vong cua khdch hang trucc khi sw
dung dich vu va cam nhan thyc té sau khi trdi nghiém dich vu.” Quan diém nay dugc

thé hién thong qua cong thuc:

Chit lwong dich vu = Cim nhdn (Perception) — Ky vong (Expectation)
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Theo cach tiép can trén, néu cam nhan thuc té cia khach hang cao hon hoac béng
ky vong ban dau thi khach hang s€ danh gia chit luong dich vu & muc tdt. Nguoc lai,
néu cam nhan thap hon ky vong thi khach hang s& khong hai long. Diéu nay cho thay
chat lugng dich vu mang tinh chii quan va phu thudc rat 16n vao trai nghiém ciing nhu

cam nhan cua khach hang trong qua trinh st dung dich vu.

Ngoai ra, theo quan diém cua Gronroos, chét luong dich vu duogc cAu thanh tir hai
yéu td co ban gdm chét luong k¥ thuat va chit luong chitrc ning. Pay dugc xem 1a mot
trong nhitng cach tiép can quan trong trong nghién ctru chit luong dich vu, béi mé hinh
nay khong chi danh gia két qua cudi cing ma con chii trong dén qua trinh cung cap dich

vu:

- Chat lwong ky thudt (Technical quality): phan anh nhiing gia trj thuc t& ma khach
hang nhan dugc sau khi st dung dich vu. Day 1a két qua cudi cing ctia qua trinh
cung cap dich vu, bao gdm chét lrgng san pham, do chinh xac ctia don hang hoic

loi ich cu thé ma dich vu mang lai cho khach hang.

- Chat lwong chirc nang (Functional quality): phan anh cach thirc ma doanh nghiép
cung cap dich vu cho khach hang. Yéu t6 nay bao gom thai do phuc vy, phong
cach giao tiép, kha ning tu vén, toc dd phan hdi va mirc do chuyén nghiép cua

nhan vién trong qua trinh twong tac vdoi khach hang

Hai yéu t6 ndy c6 mdi quan hé chat ché va cing tic dong dén cam nhéan cua khach
hang vé chat luong dich vu. Trong nhiéu trudng hop, chat luong chirc ning c6 thé anh
huéng manh hon dén danh gia cua khach hang so véi chat luong k§ thuat, dic biét trong
linh vyc dich vu va ban hang tryc tuyén. Piéu nay xuat phat tir viéc khach hang khong
chi quan tim dén san pham cudi cing ma con quan tdm dén trai nghiém trong sudt qua
trinh tuong tac vo1 doanh nghiép.

1.1.2. Pic diém dich vu

Dich vu c6 nhimg dic diém riéng biét so v6i hang héa hiru hinh, diéu nay anh
huong truc tiép dén cach thirc doanh nghiép cung cap va quan 1y chat luong dich vu.
Theo Philip Kotler va cac nghién ctru trong linh vuc marketing dich vu, dich vu thuong
dugc dic trung boi bn dic diém co ban: tinh vo hinh, tinh khong dong nhat, tinh khong
tach roi va tinh khong luu trir.
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Trude hét, tinh vé hinh 1a dic diém ndi bat nhat cia dich vu. Khach hang khong
thé nhin thiy, cham vao hay danh gia dich vu trudc khi str dung nhu ddi véi hang hoa
hiru hinh. Trong ban hang tryc tuyén trén nén tang Facebook, dic diém niy cang thé
hién ro khi khach hang chi co thé dya vao hinh anh, noi dung mo ta va céch tu van dé
dua ra quyét dinh mua hang. Do d6, doanh nghiép can dau tu vao ndi dung, hinh anh va

cach giao tiép dé giam thiéu sy khong chic chin cta khach hang.

Th hai, tinh khong dong nhdat thé hién ¢ viéc chat luong dich vu c6 thé thay doi
tiy thudc vao ngudi cung cap, thoi diém va cach thirc thuc hién dich vu. Trong moi
truong Facebook, cing mot doanh nghiép nhung cach tra 10i tin nhén, tu van hodc xt 1y
tinh hudng ¢ thé khac nhau giita cac nhéan vién, tir 46 dan dén trai nghiém khach hang
khong dong nhit. Diéu nay dit ra yéu cau doanh nghiép can xiy dung quy trinh va tiéu

chuan phyc vy thdng nhat.

Th ba, tinh khéng tdch roi cho thdy viée cung cip dich vu va tiéu dung dich vu
dién ra dong thoi. Khach hang thudng tham gia truc tiép vao qua trinh tao ra dich vu
thong qua tuong tac voi nhan vién. Trén Facebook, diéu nay thé hién qua viéc khach
hang nhén tin, d4t cAu hoi va nhan phan hoi ngay trong qua trinh mua hang. Vi vay, chét

lwong dich vy phu thudc nhiéu vao qua trinh twong tac giita doanh nghiép va khach hang.

Th tu, tinh khéng heu trir c6 nghia 13 dich vu khong thé luu kho hay tich trit dé
st dung sau. Néu khong duoc cung cap dung thoi diém, co hoi phuc vu khach hang co
thé bi mat. Trong ban hang trén Facebook, viéc cham phan hoi tin nhin hozc binh luan
c6 thé khién khach hang roi di va lya chon ddi thu khac. Do d6, doanh nghi¢p can dam

béo kha ning phan hoi nhanh chéng va kip thoi.

Ngoai bon dac diém co ban trén, trong moi trudong ban hang truc tuyén, dich vu
con mang dic diém phu thudc vao cong nghé va nén tang sb. Trén Facebook, chit luong
dich vu khong chi phu thudc vao con ngudi ma con chiu anh hudng béi cac cong cu hd
trg nhu chatbot, hé théng quan 1y tin nhan hodc phin mém quén Iy don hang. Viéc tng
dung cong nghé giup nang cao toc do phan hoi, giam sai sot va cai thién trai nghiém

khach hang.
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1.1.3. Vai tro ciia chit lwong dich vu déi véi doanh nghiép thwong mai

Trong bdi canh nén kinh té hién dai va su phat trién manh mé cua thuong mai
dién tu, chat lvong dich vu ngay cang tré thanh yéu td then chot quyét dinh su ton tai va
phat trién cua doanh nghiép thuong mai. Khong chi don thudn 13 hoat dong hd tro ban
hang, chit lugng dich vy con dong vai tro chién luogc trong viéc nang cao nang lyc canh

tranh, tao dung gia tri thuong hiéu va duy tri mdi quan hé 1au dai véi khach hang:

» Nang cao su hai long cua khach hang: Theo Zeithaml, Parasuraman va Berry
(1988), chit luong dich vu dugc danh gia dua trén su so sanh gitta ky vong va
cam nhan thuc té cia khach hang. Khi dich vu dap tng hoac vugt qua ky vong,
khach hang s& c6 xu hudéng cam thdy hai 1ong va danh gia tich cuc vé doanh
nghi¢p. Trong moi truong ban hang truc myén, dic biét trén nén tang Facebook,
su hai 1ong con thé hién thong qua cac hanh vi nhu dé lai danh gia tot, binh luan
tich cuc hodc gidi thi€u san phém dén nguoi khac.

» Xay dung va duy tri long trung thanh cua khdach hang: Theo Oliver (1999), su
hai 1ong 1a tién dé quan trong dan dén long trung thanh cia khach hang. Khi
khéach hang c¢o6 trai nghi¢m dich vu tdt, ho s& co xu huéng quay lai mua hang
trong twong lai va it bi anh huéng bdi cac yéu td canh tranh tir d6i tha. Boi véi
doanh nghiép ban hang trén Facebook, 1ong trung thanh con duge thé hién thong
qua viéc khach hang thuong xuyén twong tac véi Fanpage, tham gia cac chuong
trinh khuyén mai va tré thanh khach hang quen thudc.

> Tao loi thé canh tranh cho doanh nghiép: Trong diéu kién thi truong c6 nhiéu
doanh nghiép cung cip san phim tuong ty nhau, chat lwong dich vu tré thanh yéu
t khac biét quan trong. Theo Philip Kotler (2017), doanh nghiép c6 thé tao ra loi
thé canh tranh bén vitng thong qua viéc cung cip gia tri vuot tréi cho khach hang,
trong d6 dich vu 1a mdt thanh phﬁn khong thé thiéu. Pac biét trong moi trudng
truc tuyén, noi khach hang d& dang so sanh giita nhiéu ngudi ban, chit luong
phuc vu chinh 13 yéu t6 quyét dinh gitip doanh nghiép ndi bat hon.

» Gia tang doanh thu va hiéu qua kinh doanh: Khach hang hai long khong chi c6
xu huéng mua lai ma con san sang chi tiéu nhiéu hon va thir nghiém cac san
pham khac ctia doanh nghiép. Pong thoi, ho ciing c6 thé tré thanh kénh quang ba

tu nhién thong qua truyén miéng hoac chia sé trén mang xa hoi. Piéu nay giup
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doanh nghiép tiét kiém chi phi marketing va mé rong thi trudng mot cach hiéu
qua.

» Nang cao uy tin va hinh anh thuong hiéu ciia doanh nghiép: Trong moi truong
truc tuyén, dac biét la trén Facebook, thong tin vé trai nghiém khach hang c6 thé
lan truyén nhanh chéng théng qua binh luén, danh gia va chia sé¢. Mot dich vu tot
s€ giup doanh nghiép xay dung hinh anh chuyén nghiép, dang tin cdy va tao dugc
niém tin dbi voi khach hang. Nguoc lai, dich vu kém c6 thé dan dén phan hoi tiéu
cuc va anh hudng nghiém trong dén danh tiéng ctia doanh nghiép.

> Cung cép thong tin phan hoi gitp doanh nghiép cai tién hoat dong kinh doanh:
Thong qua qué trinh twong tac v6i khach hang, doanh nghiép c6 thé thu thap cac
¥ kién, phan hoi vé san pham, dich vu va quy trinh phuc vu. Pay 1a ngudn thong
tin quan trong gitip doanh nghiép diéu chinh chién lugc, cai thién chat lwong san
phém va nang cao hi¢u qua phuc vu.

> T4i vu hoa trai nghiém khach hang trén nén tang s6: D6i v6i hoat dong ban hang
trén Facebook, cac yéu td nhu toc do phan hdi tin nhan, cach xir Iy binh ludn, noi
dung ding tai va kha nang cham séc khach hang sau ban déu anh hudng truc tiép
dén cam nhan cua khach hang. Do d6, viéc nang cao chét lugng dich vu khong
chi gitip ting hiéu qua ban hang ma con tao nén tang cho su phat trién bén viing

ctia doanh nghiép trong moéi trudng sd.

Chét luong dich vu gitt vai trd dic biét quan trong ddi véi doanh nghiép thuong
mai, thé hién qua vi€c nang cao su hai long, xay dung long trung thanh, tao loi thé canh
tranh, gia tang doanh thu, cing c6 uy tin thuong hiéu va hd trg cai tién hoat dong kinh
doanh. Trong bdi canh ban hang truc tuyén trén nén tang Facebook, vai trd ndy cang trd
nén rd rét khi chat luong dich vu anh huéng truc tiép dén trai nghiém va hanh vi coa

khach hang.

1.1.4. Cac md hinh do lwdng chit lwong dich vu

1.1.4.1 Mo hinh SERVQUAL
Trong linh vuc nghién clru chat lugng dich vy, m6 hinh SERVQUAL do

Parasuraman, Zeithaml va Berry (1988) dé xuat duoc xem la mot trong nhitng mo hinh
Iy thuyét nén tang va dugc Gmg dung rong rii trong nhiéu linh vuc khac nhau. M6 hinh
nay cho ré“mg chét lugng dich vu dugc xac dinh dya trén su so sanh gitra ky vong cua

khach hang trudce khi str dung dich vy va cdm nhan thyc té sau khi trai nghiém dich vu.
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Khoang cach giita hai yéu t6 nay chinh 1a co s& dé danh gia mirc 6 chat luong dich vu

ma doanh nghiép cung cap.
Chit lwgng dich vu = Cam nhén thue té - Ky vong

Theo quan diém cua céc tac gia, néu dich vu thue t& dap tng hodc vuot qua ky
vong, khach hang s& cam thay hai long va danh gia chat lugng dich vu & mirc cao. Nguoc
lai, néu dich vu khong dép tmg dugc ky vong, khach hang s& c6 xu huéng khong hai
long va danh gia thap chét luong dich vu. Chinh vi vay, mé hinh SERVQUAL khong
chi giup doanh nghiép do ludng chat lwong dich vu ma con 13 cong cu quan trong dé xac

dinh nhitng khoang cach can cai thién trong qua trinh cung cap dich vu.

Mo hinh SERVQUAL duoc cau thanh bdi nim thanh phan co ban, thuong dugc
goi 1a mo hinh RATER, bao gdm: Mirc dé tin cdy (Reliability), Sw dam bdo (Assurance),
Yéu té6 hitu hinh (Tangibles), Sw dong cam (Empathy) va Kha ndng ddp g
(Responsiveness). Nam thanh phan nay phan anh toan dién cac khia canh ctia chat lugng

dich vu tir yéu t6 k¥ thuat dén yéu t6 con ngudi va trai nghiém khach hang.

Mikc do tin cdy (Reliability): Phan anh kha nang cia doanh nghiép trong viéc
thuc hién dich vu mdt cach chinh xac, ding cam két va nhat quan trong subt qua trinh
cung cap dich vu. Pay 1a yéu t6 quan trong gitp hinh thanh niém tin ctia khach hang dbi
v6i doanh nghiép, boi khach hang luén ky vong doanh nghiép thuc hién ding nhiing gi

da cam két vé san pham, thoi gian va két qua dich vu.

Sw dam bao (Assurance): Thé hién trinh do chuyén mon, k¥ ndng phuc vu va kha
nang tao su tin tuéng cho khach hang trong qua trinh cung cip dich vu. Thanh phan nay
gitp khach hang cam thay an tim khi sir dung dich vy va giam bét nhiing rai ro cam

nhén trong qua trinh giao dich.

Yéu té hitu hinh (Tangibles): Dé cap dén nhimg yéu t6 vat chat ma khach hang
c6 thé quan sat duoc trong qué trinh tiép xtc voi dich vu nhu co s vat chat, trang thiét
bi, hinh thirc trinh bay va hinh anh ctia doanh nghiép. Mac du dich vu mang tinh v6 hinh,
nhung céc yéu t6 hiru hinh van c6 anh huéng dang ké dén cam nhan ban dau ciia khach

hang vé chat luong dich vu.

Sw dong cam (Empathy): Phan anh mic d6 quan tim, thdu hiéu va cham s6c ma

doanh nghiép danh cho khach hang. Thanh phan nay thé hién kha ning ling nghe nhu
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cau khach hang, cung cap su hd tro phi hop va xay dung mdi quan hé tich cuc véi khach

hang trong qué trinh st dung dich vu.

Kha nang dép img (Responsiveness): Phan anh mirc do sin sang va téc do cua
doanh nghiép trong viéc hd tro va phuc vu khach hang. Pay la yéu td thé hién kha nang
giai quyét yéu cau, phan hdi thac mac va hd trg khach hang kip thoi trong qué trinh cung

cap dich vu.

Nhu vay, md hinh SERVQUAL véi nam thanh phan RATER d3 cung cap mot co
s& 1y thuyét quan trong trong nghién ctru chit lvgng dich vu. M6 hinh nay gitp doanh
nghiép danh gia mac d6 dap ung dich vu d6i véi nhu cau va ky vong ctia khach hang,
ddng thoi 14 nén tang cho nhiéu nghién ciru phat trién sau nay vé chat lugng dich vu

trong cac linh vuc khéac nhau.

1.1.4.2 M6 hinh E-SERVQUAL ( ES-QUAL)

Cung véi sy phat trién manh mé cua thuong mai dién tir va hoat dong ban hang
tryc tuyén, viéc danh gia chat luong dich vu trong méi truong dién tir ngay cang tro
thanh vin dé dugc nhiéu doanh nghiép quan tim. Néu nhu mé hinh SERVQUAL cuia
Parasuraman, Zeithaml va Berry (1988) duoc xay dung nhiam do luong chét luong dich
vu trong mdi treong giao dich truyén thdng, noi khach hang tiép xtc truc tiép v6i nhan
vién va co s vat chit ctia doanh nghiép, thi trong moi trudng truc tuyén, qua trinh cung
cap dich vu lai dién ra chil yéu thong qua cic nén tang cong nghé. Picu nay lam xuét
hién nhiéu yéu té méi anh huong dén trai nghiém cua khach hang nhu kha ning truy cap
hé théng, tdc do xur 1y thong tin, mirc d§ bao mat hay kha nang hd tro truc tuyén. Vi vay,
can c6 mot mo hinh phu hop hon dé danh gia chat luong dich vu trong méi treong dién
tu.

Trén co so ké thira va phat trién tir md hinh SERVQUAL, Parasuraman, Zeithaml
va Malhotra (2005) dd dé xuit mo hinh E-SERVQUAL (ES-QUAL) nham do ludng chét
luong dich vu dién tir trong moi trudng thuwong mai dién tr. M6 hinh nay duoc xay dung
dé danh gia cam nhan cta khach hang vé chat luong dich vu trong qué trinh tim kiém

thong tin, dat hang, thanh todn va st dung céac dich vu truc tuyén.
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Khac v6i moi truong dich vu truyén thdng, noi khach hang danh gia chat luong
dich vu thong qua sy twong tac truc tiép v6i nhan vién, trong moi trudng dién tir khach
hang cha yéu twong tac v6i doanh nghiép thong qua website, ing dung hodc cac nén
tang tryc tuyén. Do d6, bén canh chét lwong san pham, khach hang con quan tam dén
muc do thuan tién khi str dung dich vy, do chinh x4c cua thong tin, tdc do phan hdi, tinh

bao mat va kha ning hd trg khi phat sinh van dé trong qua trinh giao dich.

Theo Parasuraman va cong su (2005), md hinh E-SERVQUAL ban dau bao gdbm
hai nhom thanh phan chinh. Nhom thir nhat 1 ES-QUAL, dung dé do luong chat luong
dich vu dién tir c6t 161, gdm bén thanh phan: Hiéu qua (Efficiency), Thuc hién cam két
(Fulfillment), Kha ning van hanh hé thong (System Availability) va Bao mat (Privacy).
Nhom thtr hai 1a E-RecS-QUAL, dung dé do luong chat lugng phuc hdi dich vu khi phat
sinh sy c¢d, gdbm ba thanh phan: Kha ning dap tng (Responsiveness), Boi thuong
(Compensation) va Lién hé hd trg (Contact). Hai nhom thanh phan nay két hop voi nhau
tao thanh hé théng danh gia chét lugng dich vu dién tr tuong ddi toan dién trong moi

truong thuong mai dién tu.

Bang 1.1. Mo hinh E-SERVQUAL cua Parasuraman va cong su (2005)

Nhém thang do | Thanh phin Noi dung

Déanh gia mtrc do dé dang
va thuan tién khi khach
Efficiency (Hi¢u qud) hang truy cép, tim kiém
thong tin va st dung dich
vu truc tuyén.

ES-QUAL (Chat Dénh gi4d kha nang doanh

lwgng dich wvu , nghiép thuc hién dling cam
Fulfillment (Thyc hién cam két)

dién tir cot 1) két vé san pham, giao hang

va cac diéu kién giao dich.

Pénh gia mic do on dinh,
System Availability (Kha nang van | kha nang hoat dong lién tuc
hanh hé théng) va han ché 18i ctia hé théng

truc tuyén.
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Dénh gia kha nang bao vé
) thong tin ca nhan va thong
Privacy (Bdo mat) o .
tin giao dich cua khéach

hang.

, Danh gia toc d6 phan hoi
Responsiveness (Kha nang dap .
va kha nang ho tr¢g khach

ung) . . L
hang khi phat sinh van de.
Panh gia chinh sach dén bu
E-RecS-QUAL hodc hd trg khach hang khi
(Chat lwgng | Compensation (Bdi thuong) doanh nghiép xay ra sai sot
phuc hoi dich vu trong qua trinh cung cip
dién tir) dich vu.
Contact (Lién hé h trg) Danh gia kha nang khach

hang lién hé truc tiép voi
doanh nghiép d€ duoc ho
tro khi can thiét.

(Nguo”‘n: Parasuraman, Zeithaml va Malhotra, 2005)

Tt m6 hinh gdc trén c6 thé thiy E-SERVQUAL dugc xdy dung chu yéu cho méi
truong website thuong mai dién tir, noi khach hang truc tiép twong tac véi hé théng truc
tuyén trong toan bd qua trinh tim kiém théng tin, dit hang va thanh toan. Tuy nhién,
trong hoat dong ban hang trén Facebook tai XuXi Fruit, trai nghi€ém cta khach hang
khong chi phu thudc vao nén tang cong nghé ma con chiu anh huéng déang ké boi qua
trinh tuong tac truc tiép voi nhan vién tu van thong qua Messenger va Fanpage. Vi vay,
nghién ctru nay ké thira cac thanh phan phu hop ctia mé hinh E-SERVQUAL, dong thoi
két hop voi mot s6 ndi dung cia md hinh SERVQUAL dé xay dung hé thong thang do
phti hop véi dic diém hoat dong ban hang trén Facebook.

Duya trén md hinh gdc ctia Parasuraman va cong sy (2005), dong thoi cin cir vao
dic diém hoat dong ban hang trén Facebook, tac gia lya chon va diéu chinh céac thanh
phan phu hop dé xay dung co so hinh thanh thang do nghién ctru, dugc trinh bay tai
Bang 1.2.
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Bang 1.2.

Cic thanh phén ciia mé hinh E-SERVQUAL

Thanh phan

Noi dung

Hi¢u qua

(Efficiency)

Phan 4nh muc d6 dé dang va thuan tién khi khach hang st
dung dich vy truc tuyén. Thé hién qua téc do truy cap, giao
dién d& sir dung, thao tic don gian va kha ning cung cip

thong tin nhanh chong cho khach hang.

Do tin cay

(Reliability)

Thé hién kha ning doanh nghiép cung cap dich vu dung nhu
cam két, dam bao tinh chinh x4c cta thong tin, xir 1y giao
dich on dinh va han ché sai sot trong qué trinh cung cap dich

vu truc tuyén.

Kha nang dap ung

(Responsiveness)

Phan anh muc d6 san sang hd trg va toc do phan hoi ctua
doanh nghiép do6i vdi cac yéu cau, thac mac hoac van dé phat
sinh cia khach hang trong qua trinh st dung dich vu tryc

tuyén.

Tinh bdo mat

(Privacy/Security)

Thé hién mirc d an toan va bao méat thong tin ¢4 nhan, thong
tin giao dich cua khach hang khi st dung dich vu truc myén;
gitip khach hang cam thay yén tim trong qua trinh giao dich.

Khi niing hd trg
khach hang

(Customer Service)

Phan anh kha ning hd tro khach hang, giai quyét khiéu nai,
xir Iy cac van dé phat sinh va chiam soc khach hang sau ban

trong qua trinh st dung dich vu truc tuyén

(Nguon: Parasuraman va cong su, 2005)

Trong qua trinh diéu chinh thang do cho phu hop véi hoat dong ban hang trén

Facebook, nghién ctru ké thira ndi dung cta thanh phan Thuc hién cam két (Fulfillment)

trong md hinh E-SERVQUAL va dién giai theo hudng do tin ciy cua thong tin va qua

trinh cung cap dich vu (Reliability), nhdam phan anh mirc d6 chinh xac ctia thong tin san

pham, kha ning thuc hién cam két va su nhit quan trong qua trinh phuc vu khach hang.

Maic du mé hinh E-SERVQUAL dugc xay dung cho méi truong thuong mai dién

tir, song cac thanh phan ctia mé hinh van c6 y nghia quan trong trong viéc danh gia chat

luong dich vu trén cac nén tang social commerce nhu Facebook. Trong mdi truong nay,
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khach hang thudng danh gia doanh nghiép théng qua tdc dd phan hoi tin nhin, kha ning
hd tro truc tuyén, d6 chinh xac cua thong tin san pham, qué trinh xir Iy don hang va mirc

dd hd tro sau ban thay vi chi dua vao chét lugng san phém.

Tuy nhién, hoat dong ban hang trén Facebook c6 nhiing dic diém khac biét so
vGi website thuong mai dién tir truyén thong. Bén canh yéu td cong nghé, qua trinh
twong tac truc tiép gitra khach hang va nhéan vién tu van thong qua Messenger, binh luén
hoic Fanpage dong vai trd rat quan trong trong viéc hinh thanh trai nghiém mua hang.
Vi viy, nghién clru nay khong st dung nguyén ban mo6 hinh E-SERVQUAL ma thuc
hién diéu chinh va két hop v&i mot s6 noi dung ctia mé hinh SERVQUAL nham xay
dung hé thong tiéu chi danh gia phi hop véi hoat dong ban hang trén Facebook tai XuXi
Fruit. Viéc két hop nay giup phan anh dong thoi ca chat lugng dich vu dién tir va chat

lugng tuong tac gitra nhan vién vaoi khach hang trong moi trudong social commerce.

Trén co so ké thira va didu chinh moé hinh E-SERVQUAL két hop véi cac noi
dung phu hop cia SERVQUAL, nghién ctru xay dung hé thong thang do danh gia chat
luong dich vu khach hang trén Facebook tai XuXi Fruit gdm bén nhom yéu té chinh: (1)
Hiéu qua hd trg va tu van khach hang trén Facebook; (2) D0 tin cdy cua thong tin va
qua trinh cung cép dich vu; (3) Kha ning dap tng khach hang trén Facebook; va (4)
Giao hang, thanh toan va hd tro sau ban. Cac nhom yéu té nay duoc st dung 1am co so
xay dung bang hoéi khao sat va phan tich thuc trang chét lugng dich vu khach hang cua

doanh nghiép trong Chuong 2.
1.2. Dich vu khach hang trong hoat dgng ban hang truc tuyén
1.2.1. Khai niém ban hang truc tuyén

Trong bdi canh cudc cach mang cong nghé s phat trién manh mé&, hoat dong ban
hang khong con bi gi6i han trong pham vi truyén thong ma da mé rong sang moi truong
tryc tuyén. Ban hang tryc tuyén 1a mot hinh thic ciia thuong mai dién tir, cho phép

doanh nghiép va khach hang thuc hién cac giao dich mua ban thong qua Internet.

Ban hang tryc tuyén 1 hinh thirc ban hang qua mang, trong d6 nguoi ban thyuc
hién viéc gidi thiéu san pham, bao gia va nhin don hang théng qua cac phuong tién dién

tir, sau d6 tién hanh giao hang dén tn noi cho khach hang.
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Bén canh d6, xét theo ban chit ctia hoat dong ban hang, day 1a qua trinh trao d6i
hang héa hodc dich vu giita ngudi ban va ngudi mua nham nhan lai gia trj twong tmg.
Ngudi ban khong chi thyc hién chirc ning cung cdp san pham ma con phai tim hiéu,

kham pha va dap tmg nhu cau ctia khach hang dé dam bao lgi ich cho ca hai bén.

Tir cac quan diém trén, c6 thé khai quat: “Bdn hang triee tuyén la qud trinh doanh
nghiép s dung Internet va cac nén tang cong nghé s6 dé thue hién toan bo hoat dong
ban hang, tir giGi thidu san pham, twong tdc véi khdach hang, xir Iy don hang dén giao

hang va cham soc sau ban.”
1.2.2. Pic diém dich vu khach hang trong méi truwdng trwc tuyén

Trong bdi canh thuong mai dién tir phat trién manh mé, dich vu khach hang trong
moi truong truc tuyén co nhitng dic diém riéng biét so voi moi truong truyén théng.
Nhitng dic diém ndy xuét phat tir viéc toan bo qua trinh twong tac giita doanh nghiép va
khach hang dugc thuc hién thong qua cac nén tang sb va cong nghé thong tin. Viéc nhan
dién 16 cac dic diém nay giup doanh nghiép xay dung chién luge phuc vu khach hang

phu hop va ning cao chét luong dich vu.

Trudce hét, dich vu khach hang trong méi trudng truc tuyén mang tinh gidn tiép
cao. Khac véi ban hang truyén thdng, noi khach hang c6 thé giao tiép truc tiép véi nhan
vién, trong méi trudng truc tuyén, toan bd qua trinh twong tac dugc thuc hién thong qua
cac phuong tién di¢n tr nhu tin nhén, email hodc mang xa hoi. Theo Laudon va Traver
(2016), thwong mai dién tir 1am thay d6i cach thirc giao tiép giira doanh nghiép va khach
hang theo huéng gin tiép va phu thudc vao cong nghé. Diéu nay khién doanh nghiép
can chu trong dén cach thirc giao tiép va nodi dung truyén tai dé dam bao hiéu qua phuc

vu.

Thtr hai, dich vu khach hang truc tuyén cé tinh nhanh chéng va thoi gian thuc.
Khach hang trong méi trudng s6 thudng ky vong duoc phan hdi ngay lap tirc khi c6 nhu
cau. Pic biét trén nén tang Facebook, cic cong cu nhu Messenger cho phép khach hang
lién hé truc tiép véi doanh nghiép bat ky lac nao. Vi vay, tdc do phan hoi tin nhén, binh
luan hay xtr Iy don hang tré thanh yéu t quan trong anh hudng dén trai nghiém khach

hang.
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Thtr ba, dich vu khach hang truc tuyén mang tinh cd nhdn héa cao. Nho sy hd
trg ctia cong nghé va dir liéu khach hang, doanh nghiép c6 thé c4 nhan hoa nodi dung tu
van, dé xuat san pham va cham séc khach hang phu hop véi timg d6i tuong. Piéu nay
giup nang cao trai nghiém va gia tang su hai long cua khach hang. Trong méi truong
Facebook, viéc Iuu trit lich st tin nhin va hanh vi trong tac gitp doanh nghiép hiéu rd

hon nhu cau cua khach hang dé phuc vu tét hon.

Tht tu, dich vu khach hang trong moi trudng truc tuyén co tinh minh bach va
céng khai cao. Trén cac nén tang mang xa hoi nhu Facebook, cac phan hdi ciia khach
hang thuong duoc thé hién thong qua binh luan, danh gia va chia sé cong khai. Diéu nay
tao ra ap lyc nhung dong thoi ciing 1a co hoi dé doanh nghiép nang cao chat lugng dich
vu. Viée xur Iy phan hdi mot cach chuyén nghiép s& gitp cai thién hinh anh thuwong hiéu

va tang murc do tin cdy cua khach hang.

Bén canh do, dich vu khach hang truc tuyén con mang tinh phu thudc vao cong
nghé va nén tang sé. Chat luong dich vu khong chi phu thudc vao yéu td con ngudi ma
con chiu anh huong bai hé théng cong nghé nhu chatbot, phan mém quén 1y khach hang
(CRM), hé théng quan 1y don hang hodc nén ting mang xa hoi. Viéc ing dung cong
nghé gitup doanh nghiép nang cao hiéu qua phuc vy, giam thiéu sai sot va cai thién toc

do xtr 1y thong tin.

Ngoai ra, dich vu khach hang trong méi trudng truc tuyén cé pham vi tiép cdn
rong va khéng bi gidi han vé khong gian, thoi gian. Doanh nghiép ¢ thé phuc vu khach
hang & nhiéu khu vye khac nhau ma khong can tiép xiic tryc tiép. Pong thoi, khach hang
c6 thé lién hé véi doanh nghiép bat ky lac nao, diéu nay doi hoi doanh nghiép phai dam
bao kha ning phan hoi lién tuc va 6n dinh.

1.2.3. Céc kénh ban hang true tuyén hién nay

Trong bdi canh thuong mai dién tir phat trién manh mé, cic doanh nghiép ngay
cang da dang hoa kénh ban hang truc tuyén nham mé rong pham vi tiép can khach hang
va ning cao hiéu qua kinh doanh. M&i kénh ban hang truc tuyén c6 nhiing dic diém
riéng, phul hop véi timg loai san pham, ddi tuong khach hang va chién Iuoc kinh doanh
cua doanh nghi¢p. Theo Laudon va Traver (2016), thuong mai di¢n tir cho phép doanh
nghiép trién khai hoat dong kinh doanh thong qua nhiéu nén tang s khac nhau, tir d6
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tao diéu kién thuén lgi cho viéc mo rong thi truong va t61 wu hoa hoat dong ban hang.
Mbi kénh ban hang truc myén déu co nhiing dac diém, wu diém va han ché riéng, phu

hop voi timg loai hinh doanh nghiép, san pham va hanh vi tiéu ding ctia khach hang.
Thir nhdt, website ban hang triec tuyén

Website ban hang 1a mdt trong nhitng kénh thuong mai dién tir duogc doanh
nghiép sir dung pho bién nham gidi thiéu san pham va thyc hién hoat dong kinh doanh
trén moi truong Internet. Pay 1a kénh ban hang do doanh nghi¢p chu dong xay dung va
quan 1y, cho phép doanh nghiép kiém soat truc tiép ndi dung, hinh anh, thong tin san

pham va dit liéu khach hang.

Uu diém 1on ctua website ban hang 13 gitp doanh nghiép xdy dung hinh anh
thuong hi¢u chuyén nghiép va tao su chu dong trong hoat dong kinh doanh. Thong qua
website, doanh nghiép c6 thé tich hop nhiéu chirc nang nhu dat hang truc tuyén, thanh
toan di¢n tir, quan ly khach hang va cham s6c khach hang sau ban. Ngoai ra, website
con giup doanh nghiép lwu trit dir liéu khach hang dé phuc vu hoat dong marketing va

phat trién moi quan hé 1au dai v6i khach hang.

Tuy nhién, website ban hang cling tdn tai mot sd han ché nhat dinh. Viéc xay
dung va van hanh website d0i hoi doanh nghiép phai dau tu vé chi phi thiét ké, quan tri
hé théng va quang ba nham thu hut khach hang truy cap. Pong thoi, néu giao dién
website phirc tap hodc toc d6 xir Iy cham s& anh huong dén trai nghiém cta khach hang

trong qué trinh mua sam truc tuyén.

Ddi véi cac doanh nghi¢p nhd hodc hd kinh doanh ca thé, viéc dau tu website
riéng do1 khi gap kho khan vé chi phiva nguén luc van hanh. Vi vay, nhiéu doanh nghi¢p
hién nay c6 xu hudng két hop website voi cac nén ting mang xa hoi hodc san thuong

mai dién tir 4 mo rong kha nang tiép can khéach hang.
Thir hai, san thwong mai dién tie

San thuong mai dién tir 1a nén tang trung gian cho phép nhié¢u doanh nghiép va
ca nhan tham gia ban hang truc myén trén cung mot h¢ théng. Tai Viét Nam, cac san
thwong mai dién tr phd bién hién nay bao gdm Shopee, Lazada va Tiki. D4y 14 nhiing
nén tang co6 luong ngudi dung 16n va duge tich hop nhiéu tién ich hd trg qua trinh mua

bén tryc tuyén.
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Uu diém ndi bat ciia san thuong mai dién tir 1a giup doanh nghiép tiép can luong
16n khach hang c6 sin trén nén tang ma khong can dau tu qué nhiéu vao hé théng cong
nghé. Ngoai ra, cac san con hd tro nhidu chic ning nhu thanh toan truc tuyén, van
chuyén, quan 1y don hang va chuong trinh khuyén mai nham hd trg hoat dong ban hang

cua doanh nghiép.

Bén canh do6, san thuong mai dién tir con gitip nang cao murc do tin cay cua khach
hang thong qua hé thdng danh gia, phan hoi va kiém soat giao dich. Khach hang co thé
dé dang so sanh gia ca, chat luong san pham va trai nghiém mua hang giita nhiéu nha

ban khac nhau trude khi dua ra quyét dinh mua hang.

Tuy nhién, hoat dong ban hang trén san thuong mai dién tir cling c6 murc do canh
tranh rat cao do cé nhiéu nha ban cung tham gia trén mot nén tang. Pong thoi, doanh
nghiép phai chiu cac khoan chi phi lién quan dén hoa hong, quang cdo hodc chuong
trinh vu dii ctia san. Ngoai ra, doanh nghiép ciing bi phu thudc phan nao vao chinh sach

va h¢ thong quan ly cua nén tang trung gian.
Thur ba, mang xd hoi va mo hinh social commerce

Cung vai sy phat trién cla mang xa hoi, md hinh social commerce ngay cang tr&
thanh xu hudng phd bién trong hoat dong ban hang truc tuyén hién nay. Social commerce
duoc hiéu 1a hinh thuc thuong mai dién tr két hop v6i mang xa hoi, trong dé hoat dong
mua ban dugc thuc hién truc tiép thong qua cac nén tang mang xa hoi nhu Facebook,

TikTok hodc Instagram.

Khac véi thuong mai dién tir truyén thdng, social commerce khong chi tap trung
vao giao dich mua ban ma con nhan manh yéu t6 twong tic giita doanh nghiép va khach
hang thong qua tin nhan, binh luan, livestream, chia sé va danh gia tryc tuyén. Diéu nay
gitip doanh nghiép dé dang tiép can khach hang, xay dung méi quan hé va nang cao trai

nghi¢ém mua sam trong moi trudng truc tuyén.

Trong s6 cac nén tang social commerce hi€n nay, Facebook dugc xem l1a mdt
trong nhitng nén tang pho bién nhat tai Viét Nam. Véi sé luong ngudi dung 16n va kha
nang két ndi cong dong cao, Facebook khong chi 1a mang x4 hoi ma con tré thanh kénh

ban hang truc tuyén quan trong ctia nhiéu doanh nghiép va ho kinh doanh c4 thé.
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Facebook cho phép doanh nghiép trién khai hoat dong ban hang thong qua
Fanpage, Messenger, livestream, hoi nhom va quang céo truc tuyén. Mot trong nhitng
wu diém ndi bat clia nén tang nay 1a kha ning tuong tac truc tiép va nhanh chong giira
doanh nghiép véi khach hang. Thong qua Messenger hodc binh luan dudi bai viét, doanh
nghiép c6 thé tu van san pham, giai dap thic méc, xir Iy yéu cau va hd trg khach hang

trong thoi gian ngan.

Ngoai ra, Facebook con giup doanh nghi¢p xay dung hinh anh thuong hi¢u va
duy tri mdi quan hé v6i khach hang thong qua nodi dung ding tai, hoat dong livestream
hodc cham séc khach hang truc tuyén. Céc phan hoi, luot tuong tac va danh gia cong
khai trén Fanpage ciing gop phan tao dung niém tin cho khach hang trong qué trinh mua

hang truc tuyén.

Déi v6i cac doanh nghiép vira va nho, Facebook duge xem 14 nén tang phu hop
nhd chi phi trién khai thdp, kha ning tiép can khach hang nhanh va dé dang tuong tac
truc tiép v6i ngudi tiéu dung. Doanh nghiép khong can dau tu qua 16n vao ha tang cong
nghé nhung van c6 thé trién khai hoat dong ban hang tryc tuyén hiéu qua théng qua

Fanpage hodc livestream ban hang.

Tuy nhién, hoat dong ban hang trén Facebook ciing dit ra nhiéu yéu cau dbi véi
doanh nghiép trong viéc nang cao chit luong dich vu khach hang. Do khach hang va
doanh nghiép twong tac chii yéu thong qua méi truong tric tuyén nén cac yéu td nhu toc
do phan hoi tin nhin, cht luong tu van, d6 chinh x4c cua thong tin san phém, kha nang
xir Iy don hang va cham séc khach hang sau ban c6 anh hudng rat 16n dén trai nghiém

cua khach hang.

Diéu nay cho théy trong moi trudng social commerce, chét lugng dich vu dién tu
dong vai tro dic biét quan trong d6i voi hidu qua ban hang truc tuyén. Pay ciing 1a co
s& dé nhiéu nghién ciru hién nay 4p dung mo hinh E-SERVQUAL nham danh gia chat
lugng dich vu trong moi truong thuong mai dién tir va mang xa hoi.

Bén canh Facebook, TikTok Shop ciing dang tré thanh nén tang social commerce
phat trién manh trong thoi gian gan day. TikTok Shop két hop gitta video ngan va hoat
dong mua sim tryc tuyén, gitip doanh nghiép tiép can khach hang théng qua ndi dung

truc quan va mang tinh giai tri cao. Tuy nhién, nén tang ndy thuong phi hop véi cac san
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pham co6 tinh xu hudng va phu thudc nhiéu vao kha nang sang tao ndi dung cia nguoi

ban
Thit tu, cdc vng dung trung gian ho tro ban hang

Bén canh cac kénh ban hang truc tuyén phd bién, hién nay nhiéu doanh nghiép
con trién khai hoat dong kinh doanh thong qua cac ing dung trung gian hd tro ban hang
nhu GrabFood, ShopeeFood hoidc cac nén tang giao hang truc tuyén khac. Pay 1a mo
hinh két hop giira ban hang truc tuyén va dich vu giao hang nham dap g nhu cau mua

sam nhanh chéng va tién loi cua khach hang.

Uu diém ctia cac ing dung nay 1a hd tro doanh nghiép tiép can luong khach hang
16n va tdi wu hoa hoat dong giao hang. Dac biét ddi voi cac san phém thuc phém hoac
hang tiéu dung nhanh, viéc két hop vdi cac nén tang giao hang gitip doanh nghiép nang

cao kha nang phuc vu khach hang va rit ngan thoi gian giao hang.

Tuy nhién, doanh nghiép khi tham gia cac nén tang nay thuong phai chiu mirc
chi phi chiét khau twong ddi cao va phu thudc nhiéu vao hé thong van hanh cta tng
dung trung gian. Ngoai ra, chit luong dich vu giao hang ciing c6 thé anh hudéng dén trai

nghiém cua khach hang d6i voi doanh nghiép.

Nhin chung, mdi kénh ban hang truc tuyén déu c6 nhitng dic diém, vu diém va
han ché riéng. Trong bdi canh thuong mai dién tir ngdy cang phat trién, nhiéu doanh
nghiép hién nay c6 xu hudng trién khai ban hang da kénh nham mé rong kha nang tiép
can khach hang va nang cao hi€u qua kinh doanh. Tuy nhién, dbi voi hoat dong ban hang
truc tuyén trén nén tang Facebook, chat lwong dich vu khach hang van giit vai tro dic
biét quan trong vi day 1a yéu t6 anh huong truc tiép dén trai nghiém, su hai long va quyét

dinh mua hang cua khach hang.
1.3. Chit lwgng dich vu khach hang trén nén ting Facebook

1.3.1. Pic diém hoat dong ban hang qua Facebook

Trong bdi canh thuong mai dién tir phat trién manh mg, mang xa hoi da trd thanh
mot trong nhimg nén tang quan trong hd trg hoat dong kinh doanh truc tuyén, trong d6
Facebook 1a nén tang tiéu biéu voi lugng nguoi dung 16n va kha ning tuong tic cao.

Facebook 12 mot website mang xa hoi cho phép ngudi ding tao hd so ca nhan, két ni,
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chia sé thong tin va tuong tac véi nhau thong qua cac cong cu nhu tin nhin, binh luan
va ndi dung da phuong tién. Chinh nhitng dic diém nay di tao diéu kién thuén loi cho

Facebook trd thanh mot kénh ban hang truc tuyén hiéu qua.

Trudce hét, Facebook mang dic diém vé kha nang két ndi va lan truyén thong tin
manh mé&. Ngudi dung c6 thé dé dang két ndi voi nhau thong qua danh sach ban be,
nhom hoic trang. Diéu nay gitp thong tin vé san pham, dich vu dugc lan truyén nhanh
chong trong cong ddng nguoi dung. Ngudi dung cé thé chia sé hinh anh, video va noi
dung san pham, tir d6 tao ra hiéu Gmg lan toa rong rii . Pay 1a mot loi thé 16n gitip doanh

nghiép tiép can khach hang muc tiéu ma khong can chi phi marketing qua cao.

Thir hai, Facebook c6 tinh twong tac truc tiép va hai chiéu. Nguoi dung c6 thé
thuc hién cac hanh dong nhu binh luan, nhin tin hodc bay té cam xtac dbi véi ndi dung
duoc ding tai. Trong hoat dong ban hang, khach hang c6 thé dit cdu hoi, yéu cau tu vén
hozc dit hang truc tiép thong qua hop binh luin hodc tin nhin. Doanh nghiép c6 thé
phan hoi ngay 1ap tirc, tir 46 nang cao trai nghiém khach hang va ting kha niang chét
don. Theo tai liéu, viéc mua ban trén Facebook c6 thé duoc thuc hién thong qua vi¢c

khach hang dé lai binh luan hodc nhén tin va xac nhan don hang qua hop thu dén .

Thi ba, Facebook hé trg da dang cac cong cu va tién ich phuc vu hoat dong ban
hang. Nén tang nay cung cip nhiéu tinh ning nhu Fanpage (trang doanh nghiép), nhom,
hé thong tin nhin, ding tai hinh anh, video, livestream va quang cdo. Cac cong cu nay
cho phép doanh nghiép xiy dung ndi dung san pham, quang ba thwong hiéu va tuong
tac voi khach hang mot cach hi€u qua. Ngoai ra, Facebook con cho phép nguoi dung

“like”, “follow” trang, giup doanh nghiép duy tri mdi quan hé 1au dai v6i khach hang.

Mot dic diém quan trong khdc 1a tinh linh hoat trong mé hinh ban hang. Facebook
khong chi dugc str dung bdi cac doanh nghi€p 16n ma con phu hop véi cac cd nhan hoac
nhoém nhod tham gia kinh doanh. Theo nghién curu, nhiéu nha ban 1é truc tuyén nhé hoat
dong trén Facebook theo hinh thirc ban 1¢ C2C, véi danh muc san phém linh hoat, quy
moé nhé va kha nang thich img cao véi nhu cau thi trudng. Diéu niy tao diéu kién cho
cac ho kinh doanh nho nhu cira hang trai cdy c6 thé tham gia thi truong mot cach dé

dang.
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Bén canh d6, Facebook c6 dic diém vé chi phi thip va d& trién khai. Doanh
nghiép khong can dau tu 16n vao co sé ha tang nhu website hay hé théng riéng ma van
c6 thé trién khai hoat dong ban hang thong qua Fanpage hodc tai khoan ca nhan. Viéc
dang tai san pham, tuong tic v6i khach hang va chbt don déu co thé thyc hién tryc tiép

trén nén tang nay.

Ngoai ra, Facebook con mang tinh minh bach va cong khai cao. Cac phan hoi cua
khach hang nhu binh ludn, danh gia hay chia sé déu hién thi cong khai, tao diéu kién
cho khach hang khac tham khao trude khi dua ra quyét dinh mua hang. Diéu nay vira la
co hoi dé doanh nghiép xay dung uy tin, vira 1a thach thic néu khong quan 1y tt phan

hoi tiéu cuec.

Tuy nhién, hoat dong ban hang trén Facebook ciing c6 mot s han ché nhu phu
thudc vao nén tang, kho kiém soét hoan toan dit liéu khach hang va murc do canh tranh
cao. Déng thoi, viée hién thi noi dung con chiu 4nh huong béi thuat toan cua Facebook,

doi hoi doanh nghiép phai lién tuc diéu chinh chién luoc ndi dung va quang cdo.

Facebook c6 nhitng dic trung ndi bat nhu kha ning két ndi rong, tinh twong tac
cao, da dang cong cu hd trg, tinh linh hoat va chi phi thap. Nhitng dic diém nay giap
Facebook tr¢ thanh mgt kénh ban hang truc tuyén hiéu qua, dac biét phu hop vdi cac
doanh nghiép nho va vira. Dong thoi, cac dic trung nay ciing dit ra yéu cau ddi véi
doanh nghiép trong viéc nang cao chat luong dich vu khach hang nhim tan dung téi da

loi thé cua nén tang.

1.3.2. Quy trinh bin hang truc tuyén trén Facebook

Trong moi truong thuong mai dién tir, hoat dong ban hang khong dién ra mot
cach ngiu nhién ma dwgc td chirc thanh mot quy trinh gdm nhiéu bude lién két chit ché
v6i nhau. Quy trinh ndy phan 4nh toan b hanh trinh ctia khach hang tir khi bit dau nhan
biét san pham cho dén sau khi hoan tat giao dich va tiép tuc duy tri mbi quan hé véi
doanh nghiép.

Dua trén ban chat hoat dong cua thuong mai dién tir va thyc tién kinh doanh, quy
trinh ban hang truc tuyén thudng bao gém 6 giai doan co ban: (1) thu hut khach hang,
(2) tu van va tuong tac, (3) chdt don hang, (4) thanh toén, (5) giao hang va (6) cham soc

khach hang sau ban.
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a Giai doan thu hit va tiép cgn khdch hang

Giai doan thu hut va tiép can khach hang 1a budc khai dau trong quy trinh ban
hang truc tuyén, giit vai trod dic biét quan trong vi quyét dinh dén kha ning tao ra ngudn
khach hang tiém ning cho doanh nghiép. Trong mdi trudng thuwong mai dién tir, noi mirc
d6 canh tranh ngay cang cao va khach hang c6 nhiéu lua chon, doanh nghiép khong thé
thu dong cho doi khach hang ma can chii dong trién khai cac hoat dong marketing nham

tiép can va thu hut sy chu y cia ho.

Khac v6i md hinh ban hang truyén thdng — noi khach hang co thé di ngang qua
ctra hang va phat sinh nhu cdu mua sim — trong méi trudng truc tuyén, hanh vi mua
hang cta khach thudng bt dau tir viéc nhin thay ndi dung, quang cdo hodc thong tin san
pham trén cac nén tang sd. Do d0, giai doan nay dong vai trd nhu “cira ngd” cua toan
bd quy trinh ban hang, giup doanh nghiép dua san pham dén gan hon véi khach hang

muc tiéu.

Céc hoat dong thu hat khach hang trong ban hang truc tuyén rat da dang, trong
d6 pho bién nhit 1a cac hoat dong marketing truc tuyén nhur quang céo trén mang x3 hoi
(Facebook Ads, TikTok Ads), xay dung ndi dung (content marketing), livestream ban
hang, t6i vu hoa cong cu tim kiém (SEO) va trién khai cic chuong trinh khuyén mai.
Céc hoat dong marketing, quang céo va xtc tién trén mang 1a nhiing yéu t6 quan trong

hd trg qua trinh chao ban san phdm va thu hat khach hang .

Trong d6, ndi dung (content) dong vai tro then chdt trong viée thu hut khach hang.
Mot bai dang hép dn, hinh 4nh bit mat hodc video sang tao co thé kich thich su cha v
va tao nhu ciu mua sim ngay tir 1an tiép can dau tién. Bén canh d6, viéc sir dung
livestream ciing 1a mot phwong thirc hiéu qua giup doanh nghiép twong tac truc tiép véi

khach hang, gi6i thiéu san phAm mét cach sinh dong va gia ting ty 1& chuyén doi.

Ngoai ra, viéc xac dinh dung ddi tuong khach hang muc tiéu ciing 1a yéu tb quan
trong trong giai doan ndy. Doanh nghiép can hiéu rd dic diém, nhu ciu va hanh vi cia
khach hang dé lua chon kénh tiép can phu hop va xdy dung thong diép truyén thong
hiéu qua. Néu tiép can sai d6i tuong, cac hoat dong marketing s€ khong mang lai hi¢u

qua, gay lang phi chi phi va anh huong dén toan bo quy trinh ban hang.
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Mot diém dang cht y 14 trong moi trudng truc tuyén, khach hang thuong bi “qua
tai théng tin” do tiép xuc v4i nhiéu quang cdo va nodi dung khac nhau. Vi vay, doanh
nghiép can tao sy khac biét thong qua ndi dung sang tao, hinh anh chuyén nghiép va
thong diép rd rang dé thu hut sy cha y. Dong thoi, yéu tb uy tin thwong hiéu cling dong
vai trd quan trong, béi khach hang c6 xu hudng tin tudng va lga chon nhiing doanh

nghiép c¢6 hinh anh chuyén nghiép va nhan dugc nhidu dénh gia tich cuec.

Bén canh nhiing 1¢i ich, giai doan thu hut khach hang ciing dat ra khong it thach
thirc cho doanh nghiép. Chi phi quang cdo ngay cang tdng, murc dd canh tranh cao va su
thay doi lién tuc ciia thuat toan trén cac nén tang sb khién viéc tiép can khach hang tro

nén kho khan hon.

Giai doan thu hut va tiép can khach hang 14 budc nén tang ciia quy trinh ban hang
truc tuyén, cd vai trd quyét dinh dén sb lvgng va chat luong khach hang tiém ning. Viéc
thuc hién hiéu qua giai doan nay khong chi giup doanh nghiép gia tang co hoi ban hang

ma con tao tién dé thuan loi cho cac bude tiép theo trong quy trinh.

b. Giai doan tw vin va twong tic véi khach hang

Sau khi thu hat va tiép can duoc khach hang, doanh nghiép can tién hanh tu vén
va trong tac nham chuyén do6i khach hang tiém ning thanh khach hang thyc té. Pay 1a
giai doan mang tinh quyét dinh dén kha ning mua hang, boi khach hang s& dua vao

thong tin va trai nghiém twong tac dé dua ra quyét dinh cudi cling.

Trong moi trudng truc tuyén, qué trinh tu van chii yéu dién ra thong qua cac cong
cu nhu tin nhan (inbox), binh luan, chatbot hodc livestream. Cac hoat dong cu thé bao
gdm cung cap thong tin san pham, giai dap thic méc, tu van lua chon phu hop v6i nhu
cau va xur 1y cac phan hdi tir khach hang.

Do dic thu khéng cé su tiép xuc truc tiép, khach hang thuong c6 tdm 1y e ngai
vé chit lugng san pham ciing nhu d6 uy tin ciia ngudi ban. Theo gido trinh thuong mai
dién tir, mot trong nhimg han ché 16n cia TMPT la sy thiéu tin tuong do khach hang
khong thé truc tiép kiém tra san phdm. Vi viy, viéc trr van rd rang, nhanh chéng va

chuyén nghiép dong vai trd rat quan trong trong viéc tao dung niém tin.

Bén canh d6, tbc d6 phan hoi ciing 1a yéu té then chdt. Trong mdi trudng canh
tranh cao, néu doanh nghiép tra 16i cham, khach hang c6 thé chuyén sang ddi tha khac.
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Do d6, vi¢c tng dung chatbot hoac xay dung kich ban tra 101 tu dong la giai phap giap

nang cao hi¢u qua tuong tac.

Giai doan tu van va tuong tac khong chi giup khach hang hiéu rd san phdm ma
con gop phan xay dyng niém tin, tir d6 ting kha ning chét don va ning cao hiéu qua

ban hang.

c. Giai doan chét don hang
Giai doan chét don hang 13 budc chuyén doi tir hanh vi quan tAm sang hanh vi
mua hang, c6 ¥ nghia quyét dinh truc tiép dén doanh thu ctia doanh nghiép. Py 1a giai

doan ma khéach hang dua ra quyét dinh cudi cung va xac nhan giao dich mua ban.

Céc hoat dong trong giai doan ndy bao gdm xac nhan san pham, s luong, gia ca,
thu thap thong tin khach hang (tén, dia chi, s6 dién thoai) va lya chon phuong thirc thanh
toan. Trong TMDT, qua trinh dit hang thuong duoc thuc hién théng qua cic nén tang

truc tuyén ma khong can dén ctra hang vat Iy .

Mot quy trinh chdt don hiéu qua can dam béo tinh don gian, rd rang va nhanh
chong. Néu thi tuc qué phtrc tap hodc mat nhiéu thoi gian, khach hang co thé tir bo viéc
mua hang. Ngoai ra, viéc xac nhan lai thong tin don hang mdt cach chinh xac cling gitp

han ché sai sot va gidm ty 1€ hoan hang.

Bén canh d6, ky nang chét don ctia ngudi ban ciing dong vai tro quan trong, dic
biét trong ban hang qua mang x3 hoi. Viéc sir dung ngén tir pht hop, tao cam giac cp
bach (uu dai, so lugng c6 han) hodc dua ra loi ich rd rang sé gitp gia ting kha ning
chuyén d6i. Nhu vay, giai doan chdt don khong chi 1a budce k§ thuat ma con 1a nghé
thuat thuyét dich khach hang, gép phan quan trong vao hiéu qua kinh doanh ciia doanh
nghiép.

d. Giai doan thanh toan
Thanh toén 14 giai doan hoan tit giao dich vé mit tai chinh giita khach hang va
doanh nghiép. Pay 14 budc quan trong dam béo tinh hop 18 ciia giao dich va 1a co s& dé

doanh nghiép tién hanh giao hang.

Trong thwong mai dién tir, c6 nhiéu phwong thirc thanh toan khac nhau nhu thanh

toan khi nhan hang (COD), chuyén khoan ngan hang, vi dién tir hoic thé tin dung. Theo
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gido trinh, qua trinh thanh toan dién tir dwgc thuc hién théng qua cac hé thdng trung gian

va phai dam bao tinh an toan, bao mat va chinh xéc .

Viéc da dang hoa phuong thirc thanh toan giup doanh nghiép dap tng nhu cau
ctia nhiéu nhém khach hang khac nhau, tir d6 nang cao trai nghiém mua sam. Tuy nhién,
yéu to bao mat thong tin ludn 1 van dé duge khach hang quan tam. Do d6, doanh nghiép

can dam bao hé théng thanh toan an toan va minh bach dé tao sy tin tudng.

Ngoai ra, quy trinh thanh toan can dugc thiét ké don gian, dé thao tic nham giam
thiéu ty 16 khach hang bo dé giao dich. Mot hé thdng thanh toan phirc tap hodc 15i k§
thuat c6 thé anh hudng truc tiép dén doanh thu cua doanh nghiép. Giai doan thanh toan
khong chi 1a budc hoan tat giao dich ma con gop phan nang cao trai nghiém khach hang

va xay dung uy tin doanh nghiép trong méi trudng tryc tuyén.

e. Giai doan giao hang
Sau khi hoan tat thanh toan hodc x4c nhan don hang, doanh nghiép tién hanh xur
ly va giao san pham dén khach hang. Pay 13 giai doan c6 anh hudng truc tiép dén trai

nghiém thuc té ctia khach hang d6i v6i san pham va dich vu.

Céc hoat dong chinh bao gom xir Iy don hang, déng goéi san pham, ban giao cho
don vi van chuyén va theo ddi trang thai giao hang. Trong méi truong truc tuyén, viéc
giao hang thuong duoc thuc hién thong qua cac don vi logistics trung gian, do d6 doanh

nghiép can phdi hop chit ché dé dam bao tién d6 va chét lugng dich vu.

Chét lugng giao hang duoc thé hién qua nhiéu yéu té nhu thoi gian giao hang, do
chinh x4c ctia don hang, tinh trang san pham khi dén tay khach hang. Néu giao hang
cham, sai san pham hodc dong géi kém, khach hang sé& co trai nghiém tiéu cuc va anh

huéng dén uy tin cua doanh nghiép.

Bén canh d6, viéc cung cip thong tin theo ddi don hang gitp khach hang chu
dong kiém soat qua trinh giao nhén, tir 46 ting su tin tudng va hai long. Giao hang khong
chi 14 budc hoan tit quy trinh ma con 13 yéu t6 quan trong quyét dinh dén cam nhan thuc

té ctia khach hang vé doanh nghiép.

f. Giai doan cham soc khdach hang sau bdan
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Giai doan chiam séc khach hang sau ban 1a budc cudi cung trong quy trinh ban
hang tryc tuyén nhung lai c6 vai tro dic biét quan trong trong viéc duy tri va phat trién

moi quan h¢ véi khach hang.

Cac hoat dong trong giai doan nay bao gdm hoi tham sau khi nhan hang, hd trg
d6i tra, xir Iy khiéu nai, bao hanh san pham va cung cp cac chuong trinh wu dii cho
khach hang cii. Theo quan diém dich vu trong thuong mai dién tir, viéc nang cao chét
lwong dich vu khach hang 13 yéu té then chdt gitp doanh nghiép duy tri hoat dong va
phat trién bén viing . Cham soc khach hang hiéu qua khong chi gitip giai quyét cac van
dé phat sinh ma con tao an tuong tot, tir d6 nang cao su hai 10ng va 1ong trung thanh cia
khach hang. Trong bdi canh canh tranh cao, viéc giit chan khach hang cii thuong co chi

phi thap hon so véi viée tim kiém khach hang méi.

Ngoai ra, phan hoi tir khach hang sau mua con la ngudn thong tin quan trong gitp
doanh nghiép cai thién san phidm va quy trinh ban hang. Nhimg danh gia tich cuc cling

g6p phan nang cao uy tin va thu hit khach hang méi.

1.3.3 CAc tiéu chi danh gia chat lwong dich vu khach hang trén Facebook

Dua trén co so 1y thuyét cia mo hinh E-SERVQUAL do Parasuraman, Zeithaml
va Malhotra (2005) dé xuat, ddng thoi cin cr vao dic diém cua hoat dong ban hang trén
nén tang Facebook, nghién ctru xay dung céc tiéu chi danh gia chét luong dich vu khach
hang pht hop véi méi truong social commerce. Pay 14 hinh thirc thwong mai dién tir két
hop voi mang xa hoi, trong d6 hoat dong mua ban dugc thuc hi¢n thong qua céc nén
tang nhu Facebook, TikTok hodc Instagram va nhin manh sy twong tic giita doanh
nghiép v6i khach hang thong qua binh luan, tin nhin, livestream, chia sé va danh gia

truc myén.

Khac véi méi truong ban hang truyén thong, hoat dong ban hang trén Facebook
chu yéu dién ra thong qua qua trinh twong tac truc tuyén gitra khach hang va doanh
nghiép. Vi vay, chét lugng dich vu khong chi dugc danh gia thong qua san phém ma con
phu thudc vao tdc do phan hdi, kha ning hd tro khach hang, xir Iy giao dich va chim séc

khach hang trong sudt qué trinh mua hang.

Trong mdi truong truc tuyén, khach hang thuong danh gia chét luong dich vu

dwa trén trai nghiém thyc té khi tuong tic v6i doanh nghiép thong qua Messenger, binh
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luan, livestream hodc Fanpage. Do do, cac tiéu chi danh gia chét luong dich vu trén
Facebook can phan anh duogc dac diém cua hoat dong giao dich dién tir va hanh vi ti€u

dung trong moi trudng social commerce.

Cu thé, cac tiéu chi danh gia chat lugng dich vu khach hang trén Facebook duoc

xay dung dua trén cadc nhom tiéu chi cia mo hinh E-SERVQUAL nhu sau:

1.3.3.1. Hi¢u qua

Trong hoat dong ban hang trén nén tang Facebook, tinh hiéu qua cta giao dién
truc tuyén phan anh muac do thuan tién va dé dang ma khach hang c6 thé tiép can thong
tin, tim kiém san phém va thyc hién giao dich. Ti€u chi nay thé hién thong qua cach bd
tri Fanpage, kha ning hién thi thong tin san phim, mtc do rd rang cua hinh anh, noi

dung mo ta va su thuan tién trong qua trinh dit hang hoac lién hé véi doanh nghiép.

Mot Fanpage duoc thiét ké truc quan va khoa hoc s& giup khach hang d& dang
tim kiém thong tin can thiét, giam thoi gian thao tic va nang cao trai nghiém mua sim
tryc tuyén. Dong thoi, viéc trinh bay thong tin rd rang va théng nhét con gop phan gia
tang tinh chuyén nghi¢p va kha ning duy tri twrong tac ctia khach hang véi doanh nghiép.
Trong moi truong social commerce, Fanpage khong chi dong vai tro 1a kénh ban hang
ma con 13 noi khach hang danh gia mtc d6 uy tin va chét luong phuc vu cta doanh

nghiép.
Céc tiéu chi do ludong gdm:
- Fanpage dugc trinh bay rd rang va dé theo ddi.
- Théng tin san pham dugc cung cip day du va dé tim kiém.
- Hinh anh va ndi dung san pham duoc sip xép hop 1y.
- Khach hang dé dang thuc hién cac budc lién hé va dit hang.
- Thong tin vé gia ban, thanh toan va giao hang dwgc cong khai rd rang.

1.3.3.2. Dg tin cay
Do chinh xac va dd tin cdy ciia thong tin san pham 13 tiéu chi quan trong trong
viéc danh gia chét lugng dich vu khéach hang trén Facebook. Trong moi trudng truc

tuyén, khach hang khong thé truc tiép kiém tra hodc trai nghiém san pham truée khi

36



mua nén cac thong tin dugc ding tai trén Fanpage thudng 13 co sd chinh dé khach hang

danh gia va dua ra quyét dinh mua hang.

Thong tin sdn pham can dugc cung cap day du, ro rang va chinh xac, bao gom
hinh anh, gia ban, nguon goc, dac diém va cong dung cua san pham. Viéc cung cap thong
tin minh bach khong chi giap khach hang gidm bat rii ro cdm nhan khi mua hang truc

tuyén ma con gép phan nang cao mirc dg tin tuwdng doi véi doanh nghiép.

Nguoc lai, néu thong tin san pham khong chinh xac hodc khéac véi thuc té, khach
hang s& d& phat sinh cam giac khong hai 1ong va mat niém tin dbi véi doanh nghiép.
Trong mdi trudng Facebook, cic phan hdi tiéu cuc lién quan dén thong tin sai 1éch co
thé lan truyén nhanh chong thong qua binh luan va danh gia cong khai, tir 46 anh huong

dén uy tin ctia doanh nghiép.

DG tin cdy trong giao hang va thwc hién cam két

Do tin cay 14 yéu to phan anh kha ning doanh nghiép thuc hién ding nhiing cam
két v6i khach hang trong qua trinh ban hang truc tuyén. Tiéu chi ndy bao gdm viéc giao
dung san pham, ding sé luong, dung thoi gian va dam bao chat luong san phadm nhu da
gidi thidu.

Trong mdi truong ban hang truc tuyén, khach hang thuong danh gia mic do uy
tin ctia doanh nghiép thong qua kha ning thuc hién cam két sau khi dit hang. Néu doanh
nghiép giao hang dung hen va dam bao san phim ding nhu mé ta, khach hang s& ¢6 xu

huéng tin twong va tiép tuc mua hang trong tuong lai.

Nguoc lai, cac van dé nhu giao hang chdm, giao sai san pham hoac san pham
khong dung voi thong tin da dang tai s€ anh huong ti€u cuc dén cdm nhén cua khach

hang va lam giam uy tin ctia doanh nghiép trén nén tang Facebook.

1.3.3.3. Kha ning dap ung (Responsiveness)

Trong mé hinh E-SERVQUAL, Kha nang dap ng phan 4nh kha niang phan hoi
va hd tro khach hang ciia doanh nghiép trong qua trinh giao dich truc tuyén. Ddi véi
hoat dong ban hang trén nén tang Facebook, khach hang thudng lién hé véi doanh nghiép
thong qua Messenger, binh luan dudi bai viét hoic livestream dé tim hiéu thong tin san

pham, gia ban va chinh sach mua hang. Vi vy, toc do phan hdi va kha nang duy tri
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tuong tac c6 anh huodng truc tiép dén trai nghiém cua khach hang trong qué trinh mua
sam truc tuyén.

Kha ning dap tng khong chi thé hién & thoi gian phan hi tin nhin ma con lién
quan dén tinh sin sang hd tro khach hang, kha ning xir Iy nhiéu hoi thoai cung lic va
mirc d6 chu dong trong qua trinh gidi quyét cac yéu cau phat sinh. Trong mdi trudong
social commerce, noi khach hang c6 thé d& dang tiép can va so sanh nhiéu nha ban khéc
nhau, viéc phan hdi nhanh chéng va lién tuc gop phan duy tri trai nghiém mua sim, nang

cao sy hai 10ng va gia ting kha ning chét don hang.

Bén canh d6, ndi dung phan hoi rd rang, dung nhu cau khach hang quan tim ciing
g6p phan nang cao hiéu qua twong tac truc tuyén va tao dung sy tin tudong dbi véi doanh
nghiép. Viéc duy tri kha ning hd tro on dinh trong cac khung gid cao diém con phan anh
muc d§ chuyén nghi€p va kha nang van hanh ctia doanh nghiép trong hoat dong ban

hang truc tuyén.
Céc tiéu chi do luong gom:

- Tin nhén va binh luan cta khach hang dwgc phan hoi kip thoi.

- Doanh nghiép duy tri kha ning ho tro khach hang trong qua trinh mua hang.
- Nbi dung phan hdi rd rang va phi hop voi nhu cau khach hang.

- Hoat dong tu van dugc duy tri 6n dinh trong cac khung gio cao diém.

- Céc thic méc va yéu cau phat sinh dugc xir Iy nhanh chong.

Trong moi trudng social commerce, noi khach hang c6 thé dé dang tiép can va
so sanh nhiéu nha ban khac nhau, téc d6 phan hdi tro thanh yéu t6 quan trong goép phan

nang cao trai nghiém khach hang va gia ting kha ning chét don hang.

Bén canh toc d6 phan hoi, thai d6 va k¥ ning tu vén ciing 1 thanh phan quan
trong anh hudng dén trai nghiém cua khach hang trong hoat dong ban hang trén
Facebook. Nhan vién tu van 1a ngudi tryc tiép tuong tic véi khach hang théng qua tin
nhén, binh luin hodc livestream, do d6 cach thirc giao tiép va hd trg khach hang c6 tac

dong dang ké dén cam nhén cta khach hang vé chat luong dich vu.

Théi dd phuc vu than thién, chuyén nghiép va nhiét tinh giap khach hang cam

thdy dugc quan tdm va thoai mai trong qua trinh mua hang. Pdng thoi, k¥ ning tu vén
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rd rang, kha ning giai dap thic mac va hd trg khach hang phu hop véi nhu cau thuc té

cling gop phan nang cao sy hai long va tao dung niém tin dbi v6i doanh nghiép.

Trong mdi trudng truc tuyén, khach hang khong c6 sy tiép xuc truc tiép véi doanh
nghiép nén qua trinh giao tiép cha yéu duogc thyc hién théng qua nodi dung tin nhin va
cach thirc phan hoi. Vi vay, k¥ nang tu van truc tuyén giit vai trd quan trong trong viéc
duy tri twong tac, hd trg khach hang va nang cao trai nghiém mua sim trén nén tang

Facebook.
Céc tiéu chi do ludong gdm:
- Nhan vién phan hoéi khach hang vai thai d6 lich sy va chuyén nghiép.
- Noi dung tu van rd rang va dé hiéu.
- Nhan vién c6 kha ning giai dap thac mac ctia khach hang.
- Hoat dong hd trg khach hang duoc duy tri trong qua trinh mua hang.
- Khach hang nhan duoc sy hd tro phu hop véi nhu cau thuc té.

1.3.3.4. Tinh bdo mat
Trong hoat dong kinh doanh trén Facebook, khach hang thudng cung cdp cho

doanh nghi¢p cac thong tin ca nhan nhu ho tén, s6 dién thoai, dia chi nhan hang va thong
tin lién quan dén giao dich mua ban. Do d6, viéc dam bao tinh bao mat thong tin c6 anh
huodng truc tiép dén murc do tin tudng va su an tam cua khach hang khi thyc hién mua

sam tryc tuyen.

Doanh nghiép can c6 trach nhiém bao vé thong tin ca nhin cua khach hang, han
ché tinh trang ro ri thong tin hodc str dung thong tin khach hang vao cac muc dich khong
phtl hop. Bén canh d6, cac thong tin lién quan dén don hang, giao dich va thanh toan
cling can duoc quan 1y va luu trit mot cach can than nham dam bao an toan cho khach

hang trong qué trinh mua sam trén nén tang tryc tuyen.

Trong bdi canh social commerce ngay cang phat trién, noi cac hoat dong trao doi
thong tin va giao dich chii yéu duoc thyuc hién thong qua moi trudng truc tuyén, tinh bao
mat khong chi gop phan nang cao cam giac an toan cho khach hang ma con anh huong

dén uy tin, hinh anh va mirc d6 chuyén nghiép ctia doanh nghiép trén Facebook. Vi vay,
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tinh bao mat dugc xem la mot tiéu chi quan trong trong viéc danh gia chét luong dich

vu khach hang trén nén tang nay.

1.3.3.5. Kha ning hd trg khach hang

Kha néing hé tro va xir Iy van dé

Kha nang hd trg khach hang va xtr 1y cac van dé phaét sinh 1 tiéu chi phan 4anh
mirc d6 hiéu qua ctia doanh nghiép trong qua trinh phuc vu khach hang truc tuyén. Trong
qua trinh mua hang, khach hang c6 thé gip cic van dé lién quan dén don hang, thanh
toan, giao hang hodc chat lvong san pham. Vi vy, doanh nghiép can c6 kha ning hd trg
nhanh chéng va xtr Iy van dé mot cach hop 1y nham dam bao trai nghiém tich cuc cho

khéch hang.

Trong modi truong Facebook, khach hang thuong mong mudn dugc hd tro truc
tiép va kip thoi khi phat sinh sy ¢. Néu doanh nghiép c6 kha ning xt 1y linh hoat, phan
ho6i nhanh chong va giai quyét van dé hiéu qua, khach hang s& c6 xu huéng danh gia tich

cuc hon vé chat lugng dich vu ctia doanh nghiép.

Nguoc lai, viéc xtr Iy cham hodc thi€u trach nhiém c6 thé lam giam muac do hai

long va anh hudng ti€u cuc dén hinh anh thuong hi€u trong moi tredng social commerce.

Cham soc khach hang sau ban

Trong hoat dong ban hang truc myén, chat luong dich vu khong chi dugc danh
giéa trong qua trinh ban hang ma con thong qua hoat dong cham soc khach hang sau ban.
Day 1 tiéu chi phan anh mirc d6 quan tdm va kha nang duy tri mbi quan hé véi khach

hang ctia doanh nghiép sau khi hoan tat giao dich.

Cham séc khach hang sau ban bao gém cac hoat dong nhu hd trg doi tra, giai dap
thic mic sau khi mua hang, tiép nhan phan hoi hodc hd trg khach hang khi phat sinh
van dé lién quan dén san pham. Hoat dong cham soc khach hang sau ban hiéu qua s&
gitip khach hang cam thdy duoc quan tim va ning cao mirc do hai 1ong d6i véi doanh

nghiép.

Trong mdi trudng social commerce, chim séc khach hang sau ban con gop phan
xdy dyng long trung thanh va thuc ddy hanh vi mua lai ctia khach hang. Pong thoi,

khach hang hai long c¢6 xu huéng dé lai danh gia tich cuc hodc gidi thiéu san pham dén
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ngudi khac, tir d6 gbp phan ning cao uy tin va hiéu qua hoat dong ban hang truc tuyén

cua doanh nghiép.

Nhin chung, cac tiéu chi danh gia chat luong dich vu khach hang trén Facebook
phan anh toan bg qua trinh twong tac gitra khach hang va doanh nghi€p trong moi truong
truc tuyén. Pay ciing 13 co s& quan trong dé danh gia mirc d6 hiéu qua cua hoat dong
phuc vu khach hang va nang cao chat lugng dich vu trong hoat dong ban hang trén nén

tang social commerce.

1.3.4. Cac yéu td anh hwéng dén chit lwong dich vu khach hang trén Facebook
Trong hoat dong ban hang truc tuyén trén nén tang Facebook, chat lugng dich vu
khach hang chiu tac dong bai nhiéu yéu t khac nhau, bao gdm yéu té con nguoi, cong
nghé, quy trinh van hanh, chinh sach hd trg va hoat dong twong tac truyén thong. Khac
v6i mo hinh ban hang truyén théng, méi trudng social commerce doi hoi doanh nghiép
phai duy tri sy két ndi lién tuc véi khach hang thong qua nén tang sd. Do @6, chat luong
dich vu khong chi dugc danh gia qua san pham ma con phan anh thong qua toan bo trai

nghiém tuong tac ctia khach hang trén Facebook.
Yéu t6 con nguoi

Trong hoat dong ban hang truc tuyén trén Facebook, yéu t6 con ngudi giit vai trd
quan trong trong viéc hinh thanh trai nghiém cua khach hang va tao dung hinh anh cua
doanh nghiép. Khac véi mo hinh ban hang truc tiép, khach hang trén nén tang Facebook
chu yéu tuong tac véi doanh nghiép thong qua tin nhan, binh luin hodc livestream, vi

vy nhan vién tu van tré thanh cau nbi chinh giita doanh nghiép va khach hang.

K§¥ ning giao tiép va thai d6 phuc vu cta nhan vién c6 anh huong truc tiép dén
cam nhén ctia khach hang trong qua trinh mua sdm truc tuyén. Viéc tu van 13 rang, phan
hdi nhanh chéng va stir dung ngdn ngit phi hop gitp khach hang d& dang tiép can thong
tin san pham, déng thoi tao cam giac duoc quan tim va hd tro kip thoi. Nguoc lai, thai
d6 thiéu chuyén nghiép hoic phan hdi chdm c6 thé lam giam muc d6 tin tudng va anh

hudng dén quyét dinh mua hang ctia khach hang.

Bén canh d6, thai do phuc vu ciing a&nh huong 16n dén trai nghiém cua khach
hang trén Facebook. Mdt nhan vién nhiét tinh, than thién va phan hdi nhanh choéng s¢€

gitip khach hang cam thiy dugc quan tAm va ton trong. Nguoc lai, viée tra 161 cham,
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thiéu chuyén nghiép hodc bo sét tin nhin c6 thé lam giam murc d6 hai 10ng cua khach

hang va anh hudng tiéu cuc dén hinh anh doanh nghiép.

Ngoai ra, kha nang xur Iy tinh hudng ctia nhan vién ciing 1 yéu t6 quan trong
trong moi trudng ban hang truc tuyén. Trong qua trinh mua hang, khach hang c6 thé
phat sinh khiéu nai lién quan dén san pham, giao hang hoic thanh toan. Néu nhan vién
c6 kha nang xur 1y linh hoat, giai thich hop 1y va hd tro kip thoi, khach hang s& c6 xu

huéng danh gia tich cuc hon vé chat lwong dich vu ctia doanh nghiép.
Yéu t6 cong nghé va nén tang Facebook

Cong nghé 14 yéu t6 hd trg quan trong gitip doanh nghiép nang cao hiéu qua phuc
vu khach hang trong hoat déng ban hang truc tuyén trén Facebook. Trong méi truong
social commerce, viéc tmg dung céc cong cu cong nghé phu hop khong chi gitip ti uu

quy trinh ban hang ma con gop phan cai thién kha niang tuong tic v6i khach hang.

Céc cong cu nhu Messenger, chatbot hodc h¢ théng quan ly tin nhén hd tro doanh
nghiép phan hoi khach hang nhanh chéng va duy tri két ndi lién tuc trén nén tang
Facebook. Téc d6 phan hdi dugce xem 13 mot trong nhitng yéu té anh hudng 16n dén trai
nghiém mua sim tryc tuyén, boi khach hang thudng mong mudn nhan duogc hd trg ngay
khi phét sinh nhu cau. Viéc tng dung chatbot gitip doanh nghiép tra 10 ty dong cac cu
hoéi co ban va han ché tinh trang bo sot tin nhan trong thoi gian cao diém. Tuy nhién,
néu hé thdng phan hdi thiéu linh hoat hodc cung cdp thong tin khong chinh xéc, trai

nghiém khach hang c6 thé bi anh hudng tiéu cuc.

Ngoai ra, cac cong cu quang cao nhu Facebook Ads va hé thong phan tich dir liéu
cling gop phan nang cao hiéu qua tiép can khach hang muc tiéu. Khi ndi dung quang co
pht hop véi nhu ciu cta khach hang, doanh nghiép sé& gia ting kha ning twong tic va
tao sy quan tam ddi voi san phém. Nguoc lai, quang cédo khong ding doi tuong hoac noi
dung thiéu minh bach c6 thé 1am giam murc d6 tin tudng cua khach hang ddi véi doanh

nghiép.

Bén canh d6, hoat dong ban hang trén Facebook con chiu tac dong tir thudt toan
nén tang. Kha nang hién thi bai viét, livestream hodc quang cao phu thudc nhiéu vao

mirc do twong tac cua ngudi dung. Piéu ndy doi hoi doanh nghiép phai thuong xuyén
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cap nhat ndi dung va duy tri twong tic dé ning cao hiéu qua tiép can khach hang trong

moi trudng truc tuyén.
Quy trinh van hanh ban hang

Quy trinh vAn hanh ban hang 14 yéu t& anh huéng truc tiép dén chat luong dich
vu khach hang trong méi truong ban hang truc tuyén trén Facebook. M6t quy trinh van
hanh hiéu qué s& gitip doanh nghiép dam bao tinh nhat quan trong qua trinh phuc vu

khach hang va nang cao trai nghiém mua sam.

Trude hét, giai doan tiép can khach hang c6 vai tro quan trong trong viéc tao su
chu y va thu hut khach hang trén Facebook. Cac hoat dong nhu quang cao, dang bai
hoic livestream gitip doanh nghiép tiép can khach hang tiém ning va tao co hdi tuong

tac v&i khach hang.

Sau khi tiép can khach hang, hoat dong tu van dong vai tro hd tro khach hang
hiéu rd hon vé san pham va dua ra quyét dinh mua hang. Viéc cung cap thong tin day
du, chinh x4c va phan hoi nhanh chéng sé& giup khach hang cam thay yén tim hon khi

mua sam tryc tuyén.

Bén canh do, quy trinh xac nhan don hang can duoc thuc hién ro rang va chinh
xac nham han ché sai sot trong qua trinh giao dich. Néu doanh nghiép xac nhan thiéu

thong tin hodc xir Iy don hang cham, khach hang s& dé phat sinh tdm ly khong hai 1ong.

Hoat dong giao hang ciing 13 mot trong nhitng yéu t6 anh huong 16n dén cam
nhan cta khach hang vé chét lugng dich vu. Viéc giao hang dung thoi gian, dung san
pham va dam bao chét lwong san pham khi dén tay khach hang s& gop phan nang cao

trai nghiém mua hang truc tuyén.

Ngoai ra, chim soc khach hang sau ban 14 yéu t6 quan trong giup doanh nghiép
duy tri mdi quan hé voi khach hang. Cac hoat dong hoi thim sau mua, hd trg doi tra
hoic tiép nhan phan hoi giup khach hang cam thay dugc quan tim va nang cao muc do
hai 1ong ddi v6i doanh nghiép.

Chinh sdch bdan hang va hé tro khdch hang

Chinh sach ban hang va hd tro khach hang 13 yéu t6 gép phan tao sy tin tréng va
giam cam giac rai ro ctia khach hang trong hoat dong mua sam tryc tuyén trén Facebook.
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Do khach hang khéng thé truc tiép kiém tra san pham trude khi mua, cac chinh sach hd

trg dong vai tro quan trong trong viéc nang cao su an tam cua khach hang.

Trong d6, chinh sach dbi tra giap khach hang cam thay yén tdm hon khi phat sinh
cac van dé lién quan dén chit lugng san pham hodc sai sot trong don hang. Mot chinh
sach doi tra r& rang va linh hoat s& giup doanh nghiép nang cao mirc d¢ hai long cua

khach hang va han ché cac phan hoi tiéu cuc trén Facebook.

Bén canh d6, chinh sach giao hang ciing 4nh huéng 16n dén trai nghiém mua sam
truc tuyén. Khach hang thudng quan tim dén thoi gian giao hang, chi phi vin chuyén
va tinh trang san pham khi nhan hang. Néu doanh nghiép dam bao giao hang dung hen
va hd tro xtr 1y cac van dé phat sinh trong qua trinh van chuyén, khach hang s& c6 xu

hudng danh gia tich cuc hon vé chat lugng dich vu.

Ngoai ra, cac chinh sach hd trg sau mua nhu bao hanh, huéng dan str dung hoic
giai dap thiac mic cling gop phan nang cao trai nghiém khach hang. Viéc duy tri hd tro
sau ban giup khach hang cam thiy doanh nghiép c6 trach nhiém va quan tdm dén quyén

loi ctia khach hang ngay ca sau khi hoan tt giao dich.
Hoat déng truyén théng va twong tic véi khdach hang

Trong hoat dong ban hang trén Facebook, truyén thong va twong tac voi khach
hang 14 yéu té anh huong truc tiép dén kha ning duy tri két ndi giita doanh nghiép va
khach hang. Khong gidng nhu cc san thuong mai dién tir truyén théng, Facebook 1a
nén tang social commerce ¢ tinh tuong tac cao, noi khach hang thudng xuyén theo ddi

va trao d6i véi doanh nghiép thong qua Fanpage.

Hoat dong ding bai dong vai trd cung cip thong tin san pham, chwong trinh
khuyén mai va duy tri su hién dién cta doanh nghiép trén nén tang Facebook. Noi dung
bai dang hap dan, rd rang va phu hop véi nhu cau khach hang s& gitip ting mirc d6 quan

tam va tuong tac cua khach hang d6i vai Fanpage.

Livestream ban hang ciing 1 hinh thtrc tuong tac phd bién trong moi trudng
social commerce. Thong qua livestream, khach hang c6 thé truc tiép quan sat san pham,
dit cu hoi va nhan phan hdi ngay trong qua trinh phét séng. Diéu ndy giup gia ting tinh

trong tic va tao cam gidc gan gili gitra khach hang va doanh nghiép.
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Ngoai ra, viéc phan hoi binh luan va tin nhin nhanh chéng ciing anh huéng 16n
dén cam nhan cta khach hang vé chét lugng dich vu. Trong moi truong Facebook, khach
hang thuong mong mudn duge hd trg ngay khi phat sinh nhu cau. Vi vay, viéc phan hoi
cham hodc bo sot binh luan c6 thé 1am giam mirc do hai long va anh hudéng dén hinh

anh Fanpage.

Bén canh do, viéc duy tri tuong tac thuong xuyén véoi khach hang thong qua cac
hoat dong nhu mini game, khao sat hoac dang tai noi1 dung hiru ich sé gitip doanh nghiép
gia ting muc do gin két voi khach hang. Piéu nay khong chi hd tro hoat dong ban hang

ma con gop phan xay dung cong dong khach hang trung thanh trén Facebook.

Tir nhitng phan tich trén c6 thé thay rang chat luong dich vu khach hang trén
Facebook chiu anh huéng bai nhiéu yéu t6 khac nhau, bao gém yéu td con nguoi, cong
nghé, quy trinh van hanh, chinh sach hd trg va hoat dong twong tic truyén thong. Cac
yéu t6 nay c6 mdi quan hé chit ch& voi nhau va cing tac dong dén trai nghiém cua khach
hang trong moi trudong social commerce. Vi vay, dé nang cao chat lugng dich vu khach
hang trén Facebook, doanh nghiép can dong thoi cai thién ca yéu to con ngudi, cong
nghé va quy trinh phuc vu nham dap tng t6t hon nhu cau cua khach hang trong hoat

dong mua sam tryc tuyén.

1.4. Méi quan hé giira chit lrong dich vu khach hang va hiéu quéa ban hang truc
tuyén

Trong bdi canh canh tranh ngay cang gay gat hién nay, chat luong dich vu duoc
xem 13 mot trong nhimng yéu t6 quan trong quyét dinh su thanh céng ctia doanh nghiép.
Pac bi€t trong moi truong thuong mai dién tir va ban hang truc myén, noi khach hang
khong thé truc tiép trai nghiém san pham trude khi mua, chat luong dich vu cang ¢ anh
huéng manh mé dén cam nhan va muc do hai long ctia khach hang. Khong chi dong vai
tro ho tro hoat dong ban hang, chét luong dich vu con gop phén tao ra trai nghiém tich
cuc, duy tri mdi quan hé véi khach hang va nang cao ning luc canh tranh cta doanh

nghiép trén thi truong.

Trong hoat dong ban hang truc tuyén trén Facebook, chat luong dich vu khong
chi dugc thé hién ¢ chat luong san pham ma con phan anh thong qua toan bo qua trinh

twong tac gitra khach hang va doanh nghiép. Cac yéu td nhu téc d6 phan hdi tin nhan,
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thai do tu van, d6 chinh x4c cua thong tin san pham, kha ning xir Iy van dé va chim soc
khach hang sau ban déu c6 anh huéng truc tiép dén trai nghiém cua khach hang trong

moai trudng social commerce.

Khi doanh nghiép cung cap chit luong dich vu tdt, khach hang s& c6 xu hudng
cam thay hai long hon trong qua trinh mua sim truc tuyén. Chang han, viéc phan hoi tin
nhin nhanh chéng, tu van rd rang va hd trg khach hang nhiét tinh s& giup khach hang
cam thdy dugc quan tm va t6n trong. Dong thoi, viée cung cip thong tin san pham day
du, chinh xac va minh bach cling gitip khach hang giam bét cam giac rai ro khi mua

hang truc tuyén.

Ngoai ra, kha nang xir Iy don hang chinh xéc, giao hang dung hen va giai quyét
khiéu nai hiéu qua ciing gop phan tao ra trai nghiém tich cuyc cho khach hang. Khi khach
hang cam nhan duogc su chuyén nghi¢p va dang tin cdy trong qua trinh phuc vu, ho s€
c6 xu huéng danh gia tich cuc hon vé doanh nghiép va sin sang tiép tuc mua hang trong

tuong lai.

Khong chi dung lai ¢ sy hai long ngén han, chét luong dich vu tdt con gop phén
nang cao 1ong trung thanh cta khach hang. Khach hang hai long thuong c6 xu hudng
quay lai mua hang, giéi thiéu san pham dén ngudi khac va duy tri méi quan hé 1au dai
voi doanh nghiép. Trong moi truong Facebook, su hai long cua khach hang con dugc
thé hién thong qua cac hanh vi nhu dé lai danh gid tich cuc, chia sé bai viét hodc tuong
tac thuong xuyén véi Fanpage ciia doanh nghiép. Diéu niy gép phan nang cao hinh anh
thwong hiéu va hd trg doanh nghiép mo rong kha ning tiép can khach hang trén moi

truong truc tuyén.

Nguoc lai, néu chat lugng dich vu khong dam bao, murc do hai long cta khach
hang s€ bi anh hudng tiéu cuc. Trong mdi truong ban hang trén Facebook, khach hang
thuong mong muén duoc hd trg nhanh choéng va chinh xac. Vi vay, viéc phan hdi cham,
tu van thiéu chuyén nghiép hozc bo sét tin nhin c6 thé khién khach hang cam thay khong

dugc quan tam va lam giam trai nghiém mua hang.

Bén canh d6, néu thong tin san pham khong rd rang hoic khong dung véi thyuc
t&, khach hang s& d& phat sinh cam giac thit vong va mét niém tin d6i véi doanh nghiép.

Cac van dé nhu giao hang cham, xur Iy khi€u nai chua hi¢u qua hoac thi€u ho trg sau
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ban cling c6 thé lam giam muc do hai long va anh hudng ti€u cuc dén hinh anh doanh

nghiép trong moi trrong social commerce.

bac bi¢t trén Facebook, cac phan hoi tiéu cuc cua khach hang cé thé lan truyén
nhanh chéng thong qua binh luén, danh gia hodc chia sé cong khai trén Fanpage. Diéu
nay khong chi anh huéng dén khach hang hién tai ma con tac dong dén nhan thic va
quyét dinh mua hang cua cac khach hang tiém ning khac. Vi vay, chat luong dich vu
trong moi truong truc tuyén khong chi anh huéng dén trai nghiém ca nhan cua khach

hang ma con c6 tac dong 1on dén uy tin va hinh anh thuong hiéu ctua doanh nghiép.

Co6 thé thay rang chat luong dich vu va sy hai 10ng cua khach hang c6 méi quan
hé chit ché va tac dong qua lai 1an nhau. Chat luong dich vu tot s& gop phan nang cao
su hai long, tao trai nghiém tich cyc va gia ting kha ndng mua lai ciia khach hang. Nguoc
lai, chét luong dich vu kém c6 thé 1am giam su hai long, anh huéng dén long tin va lam

suy giam kha ning canh tranh ctia doanh nghiép trong méi truong truc tuyén.

Déi véi hoat dong ban hang trén nén tang Facebook, chét luong dich vu cang
dong vai tro quan trong boi ddy 1a moi trudng ma khach hang chu yéu danh gia doanh
nghiép théng qua trai nghiém twong tac truc tuyén. Vi vay, viéc nang cao chat luong
dich vu khach hang khong chi giip doanh nghiép cai thién hiéu qua ban hang ma con

g6p phan xdy dung hinh 4nh thuong hiéu va duy tri mdi quan hé 1au dai véi khach hang.

Tir nhitng phan tich trén c6 thé thay rang chat lugng dich vu ¢ anh hudng truc
tiép dén sy hai long cua khach hang trong hoat dong ban hang truc tuyén. Day ciing 1a
co so 1y luan quan trong dé nghién ctru danh gia thuc trang chat luong dich vu khach
hang trén nén tang Facebook va phan tich mic do hai 1ong cta khach hang trong cac

chuong tiép theo cua dé tai nghién ciru.
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CHUONG 2: THU'C TRANG CHAT LUQNG DICH VU KHACH HANG TRONG
HOAT PONG BAN HANG TRUC TUYEN TREN NEN TANG FACEBOOK TAI
CUA HANG XUXI FRUIT

2.1. Téng quan vé Cong ty TNHH XUXI FRUIT

2.1.1. Giéi thi¢u chung vé Cong ty TNHH XUXI FRUIT
- Tén doanh nghiép: CONG TY TNHH XUXI FRUIT

- Dia chi: 34A Hoai Thanh, Phuong Ngii Hanh Son, Thanh ph6 Pa Nang,
- Dién thoai: 0837 043 043

- Website: xuxifruit.com

- M s6 thué: 0402301825

- Loai hinh doanh nghiép: Cong ty trach nhiém htu han ngoai NN

*uXi

Hinh 2.1: Logo CONG TY TNHH XUXI FRUIT

2.1.2. Lich sir hinh thanh va phat trién

XuXi Fruit tién than 1a thuong hi¢u Labanmart, tryc thudc hé sinh thai La Ban
Food, dugc thanh 14p v6i1 muc tiéu cung cﬁp cac san phém thuc phém chat luong, dac

biét 1a trai cdy tuoi, dén nguoi tiéu dung tai thi truong Da Ning va trén toan qudc.

Trong giai doan tir khi thanh 1ap dén nam 2025, Labanmart di ting budc khing
dinh vi thé ctia minh trong linh vuc kinh doanh thuc pham va trai ciy thong qua viéc
khong nglmg ning cao chit lwong san phdm va dich vu. Sau hon 5 nim hoat dong,
thwong hiéu da dat duoc nhiéu két qua dang ghi nhan, tiéu biéu nhu dich vu hon 30.000
lugt khach hang, xay dung dugc tép khach hang 6n dinh va nhan duoc sy tin tuong tu

nguoi tiéu dung.
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Bén canh d6, Labanmart cling dat dugc nhitng thanh tich ndi bat trén cac nén
tang thuong mai dién ttr va giao hang truc tuyén. Cu thé, cira hang nhiéu nam lién giir
vi tri Top 1 trén cac nén tang nhu ShopeeFood, GrabMart va Beamin, dong thoi s& hiru
nhiéu san phim nam trong danh sich ban chay trén cic san thwong mai dién tr nhu
Shopee va Lazada. Nhitng thanh tyu nay gop phan khang dinh nang lyc canh tranh ciing

nhu uy tin cia thuong hi¢u trén thi truong.

O Labanmart

L d
Sidu thi thuc phém thiét yéu ux .

FRUIT

Hinh 2.2: Sw thay doi thwong hiéu

Nham dinh hudng phat trién chuyén sau hon trong linh vuc trai cdy va xdy dung
hinh anh thwong hiéu 13 rang, tir thang 7 nim 2025, Labanmart chinh thirc d6i tén thanh
XuXi Fruit. Viéc thay dbi tén goi khong chi danh dau budc chuyén minh vé mat thuong

hiéu ma con thé hién chién luoc tap trung vao phan khic trai cay chat luong cao.

XuXi Fruit duge dinh vi 13 chudi cung cap trai cay chat luong, bao gdm trai ciy
noi1 dia duogc tuyén chon tir cac vung mién va trai cay nhap khau chinh ngach tur cac thi
truong uy tin. Dong thoi, cira hang huéng dén viéc cung cap san pham da dang, tién loi,

dap ung nhu cau ti€u dung ngay cang cao trong boi canh cudc song hién dai.

Mic du c6 sy thay dbi vé tén goi va dinh huéng thwong hiéu, XuXi Fruit van gt
nguyén triét Iy kinh doanh da duoc xay dung tir nhitng ngdy dau, d6 1a “tan tim — tir té
— twoi méi mdi ngay”. Pay duoc xem 1a nén tang cbt 18i giup cira hang duy tri va phat
trién moi quan hé bén vimng véi khach hang.

Qua trinh hinh thanh va phét trién ctia XuXi Fruit 1 mot hanh trinh chuyén d6i
tir mot thwong hiéu ban 1¢ thyc pham tong hop sang mé hinh chuyén biét vé tréi cay, voi
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muc tiéu ning cao chat luong san pham va dich vu, dong thoi dap tmg tot hon nhu cau
cua thi truong trong giai doan hién nay.
2.1.3. Két qua hoat dong kinh doanh ciia XuXi Fruit

Bing 2.1: Két qud hoat dpng kinh doanh ciia XuXi Fruit
(Giai doan thang 9/2025 — 04/2026)

Giai Thoi gian Doanh thu thuin | Gi4 von hang Lg¢i nhuin
doan (VND) ban gop (VND)
Giai 116.640.050 72.531.359 44.108.691
09/2025 —11/2025
Doagn 1
Giai 106.006.754 56.654.958 49.351.796
12/2025 —-02/2026
Doan 2
Giai 198.491.401 127.113.913 71.377.488
03/2026 —04/2026
Doan 3

( Nguon: Qudn Iy chi nhdnh)

Doanh thu thuin: Trong giai doan tir thang 9/2025 dén thang 4/2026, doanh thu
thuan cta XuXi Fruit nhin chung c6 xu hudng ting truéng tich cuc qua timg giai doan
kinh doanh. Cu thé, giai doan 1 (09/2025 — 11/2025) doanh thu thuan dat 116.640.050
ddng. Sang giai doan 2 (12/2025 — 02/2026), doanh thu thuan giam nhe con 106.006.754
ddng do day 1a thoi diém sau cao diém cudi nim, nhu cau tiéu dung trai cdy va qua ting
c6 phan chimng lai. Tuy nhién, dén giai doan 3 (03/2026 — 04/2026), doanh thu thuin
tang manh 1én 198.491.401 déng — mirc cao nhat trong toan bo ky phan tich. Dicu nay
cho thay hoat dong ban hang online cia XuXi Fruit ngdy cang on dinh va phat trién hiéu
qua hon, dic biét nho viée duy tri ban hang trén Facebook két hop cc nén tang giao
hang truc tuyén, dong thoi nhu cau tiéu dung trai cdy tuoi, nudc ép va thuc pham healthy

ngay cang tang.

Gia von hang ban: Gia von hang ban trong giai doan nghién ctru c6 xu hudng
bién dong twong Umg véi doanh thu. Cu thé, giai doan 1 gia von dat 72.531.359 dong,
sang giai doan 2 giam xudng con 56.654.958 dong do san lwong tiéu thu giam nhe. Dén
giai doan 3, gia von ting manh 1én 127.113.913 ddng do doanh nghiép mé rong quy mod

ban hang va luong don hang ting dang ké. Viéc gia von ting song song véi doanh thu
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13 phu hop véi dic diém nganh hang trai ciy va dd udng, trong d6 chi phi nguyén liéu,
trai cdy nhap méi mdi ngdy, bao bi va chi phi so ché chiém ty trong 16n trong tong chi

phi hoat dong.

Lo¢i nhuén gop: Loi nhuan gop cua XuXi Fruit trong giai doan tir thang 9/2025
dén thang 4/2026 duy tri & muic twong d6i kha quan va c6 xu hudng ting trudng tich
cuc. Giai doan 1, lgi nhuan gdp dat 44.108.691 déng. Sang giai doan 2, mac du doanh
thu giam nhe nhung loi nhuén gdp van ting 1én 49.351.796 ddng, cho thiy doanh nghiép
da kiém soat gia von hiéu qua hon va tdi wu duge hoat dong ban hang. bén giai doan 3,
loi nhuan gdp ting manh 1én 71.377.488 ddng — muc cao nhat trong toan ky. Két qua
nay phan anh kha nang khai thic doanh thu hiéu qua, ddng thoi cho thiy doanh nghiép
d3 co su cai thién trong viée can d6i gitra chi phi dau vao va gia ban san pham.

Téng thé, két qua hoat dong kinh doanh ctua XuXi Fruit trong giai doan thang
9/2025 — 04/2026 cho thiy xu huéng phat trién twong di tich cuc. Doanh thu thuan va
loi nhuan gop déu tang manh ¢ giai doan cudi, chung té hoat dong ban hang online trén
nén tang Facebook két hop tmg dung giao hang mang lai hiéu qua rd rét. Bén canh do,
doanh nghiép ciing timg budc nang cao kha nang kiém soat gia vén va duy tri muc loi
nhuan 6n dinh. Pay 13 co s¢ quan trong dé XuXi Fruit tiép tuc mé rong hoat dong kinh

doanh va ning cao chat lwong phuc vu khach hang trong thoi gian t6i.

2.1.4. Co céu td chirc cia Cong ty TNHH XuXi Fruit

2.1.4.1. So db co chu tb chire

Co cau to chtrc ctia Cong ty TNHH XuXi Fruit duoc x4y dung theo mé hinh chirc

nang, voi su phan bo rd rang vé nhi€ém vu va quyén han.
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Giam doc

Quan 1y chi
nhanh
I
| | | ]
Thu ngan - Ban
hang

Marketing Sale online Ké toan

Hinh 2.3: So do co céu té chirc ciia CONG TY TNHH XUXI FRUIT

2.1.3.2. Chirc ning, nhiém vu tirng phong ban

Giam déc 1a nguoi chiu trach nhiém cao nhat trong viéc dinh hudng va diéu hanh
toan bo hoat dong kinh doanh cia XuXi Fruit. Xay dung chién luoc phat trién, ban hanh
cac chinh sach lién quan dén san pham, gid ban va kénh phan phdi, dong thoi giam sat
hoat dong ctia cac bd phan nham dam bao doanh nghiép van hanh hiéu qua va dang muc
tiéu.

Quan 1y chi nhanh chiu trach nhiém t6 chirc va quan ly hoat dong kinh doanh
hang ngy tai cira hang. Cong viéc chinh ctia quan 1y chi nhanh bao gdm diéu phdi nhan
su, kiém soat hang hoa va chat lugng san pham, giam sat quy trinh ban hang ciing nhu

béo cdo tinh hinh hoat dong va két qua kinh doanh cho cap quan 1.

Thu ngin — ban hang 13 bo phan truc tiép tiép xuc v6i khach hang, thuc hién
nghiép vu ban hang va thanh toan, tu van san pham, déng goéi va chuan bi don hang.
Bén canh d6, bo phan nay con gép phan duy tri hinh anh thuong hiéu thong qua thai do

dich vu chuyén nghiép va hd tro khach hang trong qué trinh mua sam.

B6 phan Marketing c6 chirc ning xdy dung va trién khai cac hoat dong truyén
thong, quang ba thuong hiéu va san pham cua XuXi Fruit trén cac nén tang tryc tuyén,
dic biét 1a Facebook. Bo phan nay chiu trach nhiém sang tao ndi dung, thiét ké hinh anh,

xay dung chuong trinh khuyén mii, chim soc Fanpage va thuc hién cac hoat dong quang
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c4o nham thu hat khach hang, ting muc do nhan dién thuong hiéu va hd tro hoat dong

ban hang cua ctra hang.

Bd phan Sale online chiu trach nhiém tiép nhan va xu ly don hang truc tuyén
thong qua Facebook va cac kénh ban hang online khac ctia XuXi Fruit. Cong viéc chinh
bao goém tur van san pham, phan hoi tin nhan va binh luan cta khach hang, hd trg chdt
don, theo doi tinh trang giao hang va cham soc khach hang sau ban. Day 1a bd phan
dong vai trd quan trong trong viéc tao trai nghiém mua sim thuan tién, nhanh chéng va

nang cao su hai 1ong cua khach hang trong hoat dong ban hang truc tuyén.

Bo phan Ké toan c6 chirc ning quan 1y va kiém soat cac hoat dong tai chinh cua
ctra hang. B9 phan nay chiu trach nhi€ém theo doi doanh thu, chi phi, cong ng, 1ap bao
c4o tai chinh va hd tro kiém soat dong tién trong qua trinh hoat dong kinh doanh. Pdong
thoi, ké toan con phdi hop véi cac bd phan khac dé dam bao viée thanh toan, dbi soat
don hang va quan 1y chung tir dugc thuc hién chinh xac, minh bach va hi¢u qua.

2.2. Céc yéu té méi truong tac dong dén hoat dong kinh doanh ciia doanh nghiép

2.2.1. Moi truwong vi mo

2.2.1.1. Khach hang

Khach hang cta XuXi Fruit chu yéu 13 khach hang mua sam truc tuyén, thong
qua cac nén tang tmg dung giao hang va mang xa hoi. Luong khach mua truc tiép tai
ctra hang khong chiém ty trong 16n. Tap trung vao nhém cé nhu cau tién loi, nhanh
chong, wu tién cac san pham di duoc chuan bi sdn, dé st dung va phi hop vé6i nhip song

hién dai.
a. Nhom khach hang mua qua ung dung giao hang

Pay 1a nhom khach hang chiém ty trong 45% trong tong doanh thu cta XuXi

Fruit. Pac diém cta nhom khach hang nay bao gdm:
- C6 théi quen mua sam online
- [t thoi gian di chg hodc chon lya truc tiép
- Uu tién tdc do giao hang va su tién loi
Nhém khéach hang nay thuong lya chon cac san pham nhu:
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- Trai cay cat san
- Nudc ép, nude dura
- Céc san pham co gid niém yét 10 rang, dé quyét dinh mua

Hanh vi mua ctia nhém khéch hang nay it bi &nh hudng bdi cau chuyén thuong hi¢u, ma

chu yéu dua trén su tién loi, gia ca hop 1y va kha ning giao hang nhanh.
b. Nhom khach hang mua qua mang xa hoi (Facebook)
Chiém 25% trong tong doanh thu, khach hang mua qua mang xa hoi thuong c6 xu hudng:
- Quan tdm dén hinh anh san pham
- Mua theo cam xtic
- C6 nhu cau mua lam qua tdng hodc str dung trong cac dip dic bi¢t
- Nhoém khach hang nay chu yéu lwa chon:
- Trai ciy cit sin dong hop
- Gi6/hdp qua trai cay

So v6i khach hang mua qua app, khach hang Facebook it nhay cam vé gia hon, nhung

lai quan tAm nhiéu hon dén:

- Hinh thurc dong goéi

- Sy day dan caa san pham

- Tinh phu hop dé biéu ting
c. Nhém khdch hang mua truec tiép

Chiém 30% trong tong doanh thu. Nhém khach nay chu yéu dén cira hang dé
mua nude ép va nude dira, do tinh tién loi va nhu cau sir dung ngay. Trong khi d6, nhu
cAu mua trai cay tuoi 1é tai ctra hang khong cao, khach hang it ¢6 xu hudng chon mua

tung loai trai cay d€ mang vé.

Khach hang mua tryc tiép tai ctra hang chu yéu quan tim dén gio hoic hop trai
cay, ddc biét trong cac dip biéu tang, 1&, Tét hodc nhu cau c4 nhan mang tinh hinh thirc.

Diéu nay cho thay hanh vi tiéu dung ciia khach hang tai XuXi Fruit thién vé san pham
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tién 1oi, ché bién sin hodc dong goi hoan chinh, hon 13 mua nguyén liéu thé dé st dung
tal nha.
2.1.1.2. Péi thii canh tranh

Trong linh virc ban 18 trai cay va san pham lién quan tai Da Néng, XuXi Fruit
dang hoat dong trong méi truong canh tranh cao véi nhiéu thuong hiéu da c6 d6 nhan

dién nhat dinh trén nén tdng mang xa hoi, mdt s6 doi thu canh tranh tiéu biéu nhu sau:

Bing 2.2: Nhitng déi thii canh tranh ciia XuXi Fruit

Doi thu Pbiém manh biém yeu

Tén thuong hiéu kha twong ddng | Noi dung tap trung nhiéu vao
v6i XuXi Fruit, d& gdy nham | ban hang ngan han, chua tao
lAn. Hoat ddéng manh trén | chiéu sdu vé cau chuyén
TikTok vé&i video ngan (15s- | thuong hiéu. Viéc ding bai
30s), cha thich (caption) stc | véi tin sudt cao dé& giy tring

tich, tip trung hién thi gia giup | lip ndi dung.

TuTi Fruit khach dé ra quyét dinh.
Trén Facebook c6 guong mat | Chua xay dung website ban
chu cura hang dai dién, h¢ théng hang riéng, hoat dong kinh
% khoang 9 chi nhanh, st dung | doanh chi yéu tip trung vao

TRILERONT Zalo dé san khuyén mai theo | ban tryc tiép tai ctra hang va

ting chi nhanh. Tan suat ding | kénh Facebook. Chua khai
bai cao (4-5 bai/ngay), két hop | thac manh cac nén tang ung
linh hoat gifta bai viét va video, | dung giao d6 dn nhu
cong khai gid va lgi ich san | GrabFood hay ShopeeFood,
pham. do d6 pham vi tiép cén khach
hang van phy thudc nhiéu vao
mang xa hoi va luong khach

quen.

Luong theo doi 16n trén | Do d§ ndi tiéng cao nén

Facebook (khoang 90.000), do | thuong xuat hién cac bai phdt
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Trai Cay Hoa
Bién Pa Ning

nhan dién cao. Quy mo6 nhan sy

dong, c6 doi livestream riéng.

San pham da dang, khong chi
tral cdy ma con md rdng sang
socola, banh keo nhap khau My
— Han, cha dong lanh, sira hat,...
Chu shop (chi Trang) 1a guong
mat dai di¢én xuyén sudt,
livestream hang ngdy va ding

bai thuong xuyén.

nac danh lién quan dén thai do
phuc vu va chét lugng san
pham, anh hudng dén uy tin

thuong hiéu.

Trai Cay Nhéap
Khiu Pa Ning —
MO FARM

Chuyén sau vé gio trai cay, phu
hop nhém khach mua biéu tang.
Co6 group Facebook riéng “Gio
Hoa Qua Pa Nang” voi khoang
3.900 thanh vién, tao cong dong
khéach hang muc ti€u. Noi dung
tap trung vao gid qua tang trai

cay.

Tan suat ding bai thap (4-5
ngay/bai). C6 nhiéu Fanpage
voi tén tuong tu, dang bai xen
k& nhau, dé gay phan tan nhan
dién thwong hiéu va nham 1an

cho khach hang.

Céac ddi thu cua XuXi Fruit déu tan dung manh kénh mang xa hoi, dac biét 1a

Facebook, TikTok va livestream dé tiép can khach hang. Diém chung 13 tip trung vao

hién thi gia, ban hang nhanh va st dung guong mat dai dién dé tao niém tin. Tuy nhién,

moi doi thu déu ton tai nhitng han ché nhat dinh nhu néi dung thiéu chiéu sau, rii ro vé

hinh anh thuong hi¢u hoic hoat dong truyén thong chua ddng bo. Trong khi d6, XuXi

Fruit ¢6 su khac biét rd rét vé kénh ban hang, khi hoat dong chu yéu trén cac ung dung

giao hang nhu GrabFood va ShopeeFood, tip trung vao nhom san pham tién lgi nhu trai

cay cat san va nudc ¢&p trai cay

XuXi Fruit van ¢ nhiéu co hoi dé tao loi thé canh tranh trong thoi gian té1. Cu

thé, doanh nghiép dang c6 dinh hudng mé rong quy mé véi co sé mdi 16n hon, tir d6

nang cao nang luc trung bay san phém, van hanh va phuc vu khach hang.
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Bén canh d6, XuXi Fruit s& mé rong danh muc san phdm sang nhom thuc phim
dd kho, dic biét trong dip Tét, giup XuXi Fruit da dang héa ngudn doanh thu, ting gia
trj don hang va dap tng tot hon nhu cidu mua sim theo mua vu cta khach hang. Pay 1a
huéng di phi hop trong bbi canh nguoi tiéu ding c6 xu hudng mua tron géi thuc pham

va qua biéu trong cac dip 18, Tét.

Ngoai ra, XuXi Fruit dang xay dung website ban hang chuyén nghiép, cho phép
khach hang truc tiép dat mua san pham trén nén tang riéng ctia doanh nghiép, dugc xem
1a bude di chién luge nham giam sy phu thudc vao cac nén tang trung gian, déng thoi
nang cao trai nghiém mua sim va kha nang quan 1y dit liéu khach hang. Khi két hop
giita kénh mang x4 hoi, img dung giao hang va website riéng, XuXi Fruit ¢6 diéu kién
hinh thanh hé sinh thai ban hang déng b, tir d6 tao loi thé canh tranh bén viing va lau
dai trén thi truong.
2.2.1.3. Nha cung cép

Sy 6n dinh va chat lwong ctia ngudn cung tng 13 yéu t6 then chdt quyét dinh ning
luc canh tranh cua XuXi Fruit trén thi truong. Doanh nghiép da xay dung mot mang ludi
nha cung cip da dang, két hop gitta cac don vi chuyén nhap khau chinh ngach va cac

dau mdi phan phdi trai cay noi dia uy tin tai dia ban thanh phd Da Néng.

Dbi v6i phan khic tréi cay nhap khau cao cap, XuXi Fruit hop tic véi cac nha
cung cdp chuyén doanh nhu Tony Fruit (tai dia chi 426 Cach Mang Thang Tam, Pa
Néng). Pay 1a ngudn cung chu lyc cac dong san pham thé manh nhu Nho sita mau don
bai Loan, Tao/Kiwi New Zealand, Lé stra Han Quéc va cac loai trai cay nhap khau dat
tiéu chuan qudc té. Viéc thiét 1ap mdi quan hé véi cac nha cung cip co dia chi 16 rang
va cam két vé chimg nhan xuat x& giup XuXi Fruit kiém soat tSt chat lugng dau vao,
ddng thoi dap tng duoc yéu cau khit khe ctia nhom khach hang phan khuc cao cip vé

dd tuoi ngon va tinh an toan cua san pham.

Bén canh d6, XuXi Fruit con khai thac téi da loi thé dia phuong thong qua cic
nha phan phdi 16n tai Pa Nang nhu Hang Ly Fruit (705 Truong Chinh, Quan Cam Lg).
Day 1a nguon cung chu lyc cic loai Cam vang Uc, Quyt Uc, Nho den Uc, Nho sira Han

Qudc nhép khau véi s6 lugng 6n dinh va chat lugng dong nhét
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Dbi v6i cac dong trai cay didc san Viét Nam theo muia, XuXi Fruit tin dung ngudn
hang phong phu tir Cho ¢au mdi Hoa Cuong (Pa Nang) véi cac don vi nhu Nhat Nam,
Hién Lién, Mai Huong véi cac san pham nhu Dua hau Ky Ly, Dua ludi, Thanh long,
Chanh day,.. gitp da dang hoa danh myc san pham tir phan khiic binh dan dén cao cap.
Viéc da dang hoa ngudn cung tir cac chg dau mdi giup doanh nghiép linh hoat diéu chinh
gia thanh theo bién dong thi treong, dong thoi dam bao cung tmg kip thoi cac loai trai

cay ndi dia tuoi sach phuc vu nhu cau an uong hang ngay cua ngudi dan.

Tuy nhién, bién dong vé gia ca tur cac chg dau méi hodc sy gian doan trong chudi
cung (mg nhap khau c6 thé anh hudng tryc tiép dén bién loi nhuan cta doanh nghiép.
Dé thich tng, XuXi Fruit khong chi ding lai ¢ viéc thu mua ma con thiét 1ap quy trinh
kiém tra chit lvong nghiém ngit tai diém tiép nhan. Su két hop giita ngudn hang nhap
khau sang trong tir cac ddi tac 16n va nguén hang ndi dia ddi dao tai dia phuong da tao
nén mot hé sinh thai cung tmg bén vimng. Diéu nay khong chi giap XuXi Fruit duy tri sy
da dang vé ching loai san phém ma con 13 co s& dé thuc hién cac chién dich thic déy
ban hang online hiéu qua, dua trén sy tu tin vé& ngudn gdc va chat luong san phim cung

cap cho nguoi ti€u dung.

2.2.2. Moi truwong vi mo

2.2.2.1. Méi truong Kinh té

Trong bdi canh kinh té hién nay, hoat dong kinh doanh ctia XuXi Fruit chiu anh
huodng truc tiép tir su phuc hdi va chuyén dich co céu kinh té cta Viét Nam noi chung
va thanh phé Pa Ning néi riéng. Theo sb liéu théng ké nim 2025, GRDP cua Da Ning
ghi nhan mirc ting truéng an tugng (khoang 9,18%), khang dinh vi thé 1a trung tim kinh
té - dich vu 16n nhat khu vyc mién Trung. Sy gia ting thu nhap binh quan dau ngudi,
véi mure thu nhp tai cac d6 thi 1én nhu Da Nang luon nam trong nhom dan dau ca nudc,
d3 thuc ddy manh mé& nhu cau tiéu dung cac mit hang thuc phim chit lvong cao. Thay
vi tru tién vé gia nhu trude day, nguoi tiéu dung Pa Ning hién nay c6 xu hudng chi tiéu
nhiéu hon cho cac san pham trai cdy sach, c6 ngudn gdc rd rang va dam bao tiéu chuan
an toan thuc pham. Pay chinh 1a co hoi vang dé XuXi Fruit dinh vi phan khuc trai cay
cit sdn va hop qua ting cao cip, noi khach hang sén sang chi tra mutrc gia chénh 1éch dé

doi lay su tién loi va niém tin vé strc khée.
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Tuy nhién, mdi truong kinh té ciing dit ra khong it thach thirc vé ap luc chi phi.
Tinh hinh lam phat du duoc kiém soat nhung su bién dong cta gia xing dau va chi phi
logistics da tac dong truc tiép dén loi nhuan ctia doanh nghiép. Pic biét, véi dic thu mat
hang trai cdy tuoi va nudc ép yéu cau quy trinh bao quan lanh nghiém ngit, viéc chi phi
van hanh tang cao budc XuXi Fruit phai linh hoat trong chién lugc dinh gia va tdi wu
hoa quy trinh cung tmg. Dé thich tmg, doanh nghiép da chuyén dich manh mé sang mé
hinh ban hang da kénh, tdn dung sy bung nd cua kinh té sd tai Pa Ning — noi ty 18 nguoi
dan str dung dién thoai thong minh va thanh toan khong tién mat thudc top dau ca nudc.
Viéc khai thac cac nén tang Facebook, TikTok va cac ing dung giao hang khong chi
gitip giam thiéu chi phi mit bang vat Iy ma con giup tiép can hiéu qua tép khach hang
tré, ndng dong va ua chudng sy nhanh chong.

Bén canh do, sy phuc hdi manh mé cua nganh du lich Pa Néang voi hang triéu
luot khach quéc té va ndi dia moi nim da tao ra mot thi truong ngach dﬁy tiém nang cho
XuXi Fruit. Nhu cau vé gié qua trai cdy tai cac khach san, homestay hay cac san pham
nudc €p tuoi cho khach du lich dd mé rdng quy mé khach hang tir c4 nhan (B2C) sang
cac dbi tac kinh doanh nho 1¢ (B2B). Trong mdi truong canh tranh khdc liét véi sy xuat
hién day dic cua cac cira hang trai ciy nhap khau va hé thong siéu thi 16n, XuXi Fruit
da chon hudng di tip trung vao trai nghiém khéach hang va c4 nhan hda dich vu sale
online. Su két hop gitra bdi canh kinh té du lich phat trién va xu hudng tiéu dung hién
dai chinh 1a don bay quan trong, giup doanh nghiép khong chi ton tai ma con xay dung

duoc tép khach hang trung thanh trong mét thi trudng day bién dong.

2.2.2.2. Mi truong nhan khau hoce

MOoi trudng nhan khau hoc 1a mot trong nhimg yéu td mang tinh quyét dinh dén
quy mé va xu hudng tiéu ding cta thi trudng thuc pham, dic biét di voi phan khac trai
cay sach va tién loi nhu XuXi Fruit. Theo cac béo cdo thong ké gan diy, Pa Nang hién
13 mot trong nhitng thanh phd c6 mat d6 dan sb cao va tbc do d6 thi hoa nhanh nhat ca
nude, voi quy md dan sb di vuot ngudng 1,2 tridu nguoi. Dac diém ndi bat nhit coa
nhan khau hoc tai day 14 co cdu dan s6 vang véi ty 16 ngudi trong do tudi lao dong (tir
15 dén 64 tudi) chiém uu thé tuyét doi. Nhom ddi twong ndy, bao gdm nhan vién van
phong, sinh vién va cac ho gia dinh tré, chinh 1a lyc lugng tiéu dung chu chdt. Voi nhip

séng db thi héi ha, ho khong chi doi hoi su tuoi ngon cua thuc phém ma con dat tiéu chi
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tién loi va tiét kiém thoi gian 1én hang dau, tao ra du dia ting truéng khong 16 cho céac

san pham trai cay cat san va nudc ép dong chai.

Su chuyén dich trong co cAu thu nhap va trinh d0 hoc van tai Pa Nﬁng cling dan
dén su thay doi sau sac trong nhan thirc vé strc khoe. Thu nhap binh quan dau ngudi tai
thanh phd lién tuc ting truéng qua cac niam, gitp cai thién kha ning chi tra cia nguoi
dan dbi v&i cac mat hang thuc pham cao cap. Thay vi tiéu dung theo théi quen truyén
théng tai cac chg dan sinh, mot bd phéan 16n cu dan doé thi dang chuyén dich manh mé
sang cac ctra hang chuyén nghiép va hé thong ban 1¢ hién dai. Xu huéng nay bit ngudn
tir viéc nguoi tiéu ding ngay cang quan tdm dén cac gia tri dinh dudng, tiéu chuan an
toan thyc pham va ngudn gdc xuat xtr ciia san pham. D6i v6i XuXi Fruit, diy khong chi
1a thach thuc vé viée kiém soat chit lrong ma con 1a co hoi dé xay dung uy tin thuong
hiéu théng qua cac dong san pham sach, dap tng dung tam Iy "an sach - séng xanh" cia

cong dong.

Bén canh d6, sy giao thoa gitta dic diém nhan khau hoc va thoi quen céng nghé
da thiic ddy manh m& mé hinh kinh doanh da kénh. Tai Pa Ning, ty 1¢ nguoi tré sir dung
mang xa hoi va cac ing dung thuong mai di¢n tir thugc nhom cao nhét ca nude, tao diéu
kién thuan loi cho XuXi Fruit tiép can khach hang théng qua Facebook, TikTok va céac
tmg dung giao hang truc tuyén. Sy gia ting cta tang 16p trung luu va nhing thay doi
trong phong tuc tip quan do thi ciing lam phét sinh nhu cau 16n vé cac san pham qua
tang tinh té vao cac dip 18, Tét hay ram. Cac gi6 qua trai ciy nghé thuat ciia doanh nghiép
khong chi don thuan 13 mot san pham thuc phdm, ma con tré thanh phuong tién thé hién
sy tran trong va 161 séng hién dai cia nguoi dan thanh thi. Co thé khéng dinh, su bién
dong tich cuc vé mat nhan khau hoc tai Pa Ning dang dong vai tro 13 "bé phong" viing
chac, gitip XuXi Fruit mé rong thi phan va toi vu hoa chién lugc kinh doanh trong dai

han.

2.2.2.3. Méi truwong chinh tri phap luat
Chinh tri 6n dinh cua Viét Nam 1a nén tang cdt 16i gitp céc doanh nghiép nhu
XuXi Fruit yén tdm dau tu va phat trién dai han. Hién nay, Nha nuéc dang diy manh
chinh sach khuyén khich kinh té tu nhan va hd tro chuyén d6i s, tao diéu kién thuan lgi
cho cac mo hinh kinh doanh thuc phém hién dai. Tuy nhién, di kém v&i nhitng co hdi
d6 12 hé thong hanh lang phéap 1y ngay cang chat chg, dac biét 1a trong linh vuc thuc
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pham va do uéng (F&B) — nganh lién quan truc tiép dén strc khoe cong dong. Viée tudn
tht nghiém ngit cac quy dinh ciia Luat An toan thuc phdm va cac nghi dinh huéng dan
vé ngudn goc xudt xir, tiéu chuan dong goéi khong chi 1a nghia vu phap 1y ma con 1a yéu
t6 séng con dé XuXi Fruit khang dinh uy tin trén thi truong. Tai thanh phd Da Nang,
cong tac quan 1y an toan vé sinh thuc phim dugce trién khai rat quyét liét thong qua céac
dot thanh kiém tra lién nganh, doi hoi doanh nghiép phai chuan hoa quy trinh tir khau
nhap kho dén so ché trai cay cit sdn nham dam bao cac chi sb vi sinh va chat luong cam

quan.

Bén canh do, su hoan thién ctua hé théng phap luat vé thuong mai dién t, cu thé
1a Nghi dinh 85/2021/ND-CP, da tao ra mdt san choi minh bach cho hoat dong ban hang
online ctia XuXi Fruit trén cac nén tang nhu Facebook, TikTok hay Grab. Cac quy dinh
vé bao vé quyén loi nguoi tidu dung va bao mat thong tin khach hang budc doanh nghiép
phai xdy dung quy trinh tu van, chét don va xir Iy khiéu nai mot cach chuyén nghiép.
Piéu ndy mic du 1am gia tang chi phi van hanh ban dau do phai dau tur vao nhan su phap
ché va quan 1y hoa don dién tir, nhung vé 1au dai lai gitp XuXi Fruit giam thiéu rui ro
phap 1y va tao dung niém tin vitng chic v6i khach hang. Chinh sach thuc day thanh toan
khong dung tién mit ciia Chinh phi ciing dong thoi hd trg doanh nghiép t6i wu hoa dong
tién va phi hop véi thoi quen tiéu dung hién dai ctia ngudi dan do thi Pa Nang.

Ngoai ra, cac chinh sach thué va wu dai cho doanh nghiép vira va nhé trong giai
doan phuc hdi kinh té cling 1a mgt don béy quan trong. Vi¢c thuc hién dﬁy da nghia vu
thué va minh bach hoa sb sach gitip XuXi Fruit dé dang tiép can cac ngudn von vay wu

dai hodc cac chuwong trinh hd tro xtc tién thuong mai cua dia phuong.

Mic di méi truong phap ludt dit ra nhidu yéu cau khit khe vé tiéu chudn ky thuét
va thu tyc hanh chinh, nhung néu biét tan dung va tuan thu tot, ddy sé& 1a bo khung bao
vé va nang tam gia tri thwong hiéu cho XuXi Fruit, gitip doanh nghiép phat trién bén
virng trong moi trudong canh tranh lanh manh.
2.2.2.4. Moi trwong cong nghé

Trong ky nguyén so, sy bung nd cua cudc Cach mang Cong nghiép 4.0 di thay
ddi hoan toan dién mao nganh ban 1¢ thuc phém tai Pa Nang. Viéc phé cap ha t?mg mang

5G va ty 1€ sur dung dién thoai thong minh chiém da s6 trong dan cu da tao tién dé cho
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céc nén tang thurong mai dién tir va mang xa hoi nhu Facebook, TikTok, GrabFood tré

thanh kénh tiép can khach hang trong yéu.

Dbi voi XuXi Fruit, cong nghé khong chi dimg lai ¢ viéc quang ba hinh anh ma
con can thiép sdu vao quy trinh quan tri théng qua cac phan mém quén 1y ban hang (POS)
va hé théng CRM (quan tri quan hé khach hang), gitip doanh nghiép t6i uu hoéa lwong

ton kho trai cdy tuoi — von c6 dac thu vong doi san pham ngan.

Su dich chuyén tir hinh thitc mua hang truyén thong sang cic don hang "mot
cham" trén tng dung di dong budc doanh nghiép phai dau tu vao doi ngii sale online co
k¥ nang van hanh cong nghé tot. Tuy nhién, téc do thay d6i nhanh chong cua cac thuat
toan mang x4 hoi ciing dat ra thach thirc 16n vé chi phi quang cdo va yéu cau doi méi

noi dung lién tuc dé duy tri sy hién dién thuong hiéu trong tim tri khach hang.

2.2.2.5. Moi truwong van hoa — xa hoi

Sy thay ddi trong 16i song va hé gia tri ctia ngudi dan do thi tai Pa Nang dang
tao ra nhiing tac dong tich cuc dén dinh huong kinh doanh cua XuXi Fruit. Xu hudng
"an sach - séng xanh" va nhan thirc cao vé dinh dudng phong bénh di dwa cac san phim

trai cdy, nudc ép tir mit hang phu tré thanh thiét yéu trong khau phan an hang ngay.

Dic biét, trong bdi canh nhip sdng nhanh ctia mot thanh phd ning dong, ngudi
tiéu ding ngdy cang uu tién su tién loi va tinh thim my. Diéu nay 1y giai stc hit manh
mé ctia cac dong san pham trai cay cat sin va hop/gio qua tiang trai cdy ctia XuXi trong
cac dip 18, Tét hay ram thang Bay — v6n 1a nhimg nét vian hoa tin ngudng dic trung ctia
nguoi Viét.

Su phat trién cia mang xa hoi ciing di kém véi quyén nang 16n hon cia ngudi
tiéu dung; nhitng phan hdi (review) ctia khach hang vé chét lugng va dich vu ¢6 thé lan
téa voi toe ¢ nhanh chong. Diéu nay doi hoi doanh nghiép phai xdy dung mot nén ting
van héa phuc vu chuyén nghiép, minh bach va lay khach hang lam trung tdm dé bao vé

uy tin thuong hiéu trude cac rii ro truyén thong.

2.2.2.6. Mo6i trudng tu nhién
MBoi trudng ty nhién dong vai trd 13 yéu t6 chi phdi truc tiép dén ngudn cung va
chat lwong san phadm dau vao ctua XuXi Fruit. Do ddc thd nganh hang nong san phu

thude 16n vao thoi ti€t va mua vy, nhitng bién déi khi hau cuc doan nhu bao 1ii tai mién
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Trung hay han han tai cac ving nguyén liéu phia Nam thuong gay ra sy bién dong manh

vé gia ¢4 va san lugng.

Tai Pa Nang, viéc duy tri chudi cung tng trai cdy tuoi ngon doi hoi doanh nghiép
phai s¢ hiru hé thdng bao quan lanh tiéu chuin va quy trinh van chuyén khét khe dé
giam thiéu ty 18 hu hong. Bén canh d6, xu hudng tiéu dung xanh ciing dit ra yéu cu
cao hon vé viéc sir dung bao bi than thién véi moi truong thay thé cho nhua dung mot

N
A

lan.

Viéc chii dong lién két vai cac nha cung cap dat chuan VietGAP hay Global GAP
va tmg dung giai phap dong géi bén vimg khong chi giup XuXi Fruit thich tmg véi diéu
kién tu nhién khéc nghi¢t ma con tao ra lgi thé canh tranh vé hinh anh mot doanh nghi¢p
c6 trach nhiém v6i méi truong va cong dong.

2.3. Cac nguon lyc dznh hwéng dén hoat dong kinh doanh ciia XuXi Fruit

2.3.1. Co sé vat chat

Hién nay, ctra hang XuXi Fruit dang van hanh mot co s¢ duy nhét toa lac tai sd
34 Hoai Thanh, quan Ngii Hanh Son, thanh ph6 Pa Néng. Pay 1a nha hai mit tién véi
quy mo 3 tang, duoc bd tri khong gian hop 1y nham phuc vu dong thoi hoat dong ban

hang truc tiép va kinh doanh tryc tuyén.

Cu thé, tﬁng 1 duoc st dung 1am khu vuc kinh doanh chinh, bao gém khong gian
trung bay va ban trai cay, khu vuc ép nudc, so ché va cit trai cdy, cung v6i quay thu
ngan. Khu vyuc nay duoc trang bi day du cac thiét bi can thiét nhu ti bao quan, may ép,
dung cu so ché va hé théng thanh toan, gop phan dam bao qua trinh phuc vu khach hang

dién ra nhanh chéng va thuan tién.

Tang 2 duoc bo tri lam khu vyc 1am viée ciia quan 1y cira hang, doi ngil ban hang
tryc tuyén va nhan sy Marketing. Pay 1a noi tap trung cac hoat dong nhu tuw van khach
hang qua nén tang Facebook, quan 1y don hang, xdy dung ndi dung va trién khai quang
cdo Facebook Ads. Khong gian lam vi¢c dugc sép xép phu hop, tao diéu kién thuan loi

cho viéc phéi hop giita cac bd phan va nang cao hiéu qua hoat dong kinh doanh online.
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Bing 2.3 : Théng ké trang thiét bi ciia Xuxi Fruit

Hang muc S6 lwgng (DVT: Chiéc)
May ép 3
K¢ dung trai cay 3
May dong ly/lon 2
Tu lanh 4
Ban (nho, vira, 16n) 5
Ghé (nho, 16n) 10
Can trai cay 2
Diéu hoa 2
Mady in hoa don 1
May tinh dé ban 1
May bao don Kiot Viet (Shopee Food, Grab .
Food)

( Nguén: Qudn Iy chi nhanh )

Qua thong ké hé thdng may moc va trang thiét bi hién c6, c6 thé nhan thay co so
vét chat ctia XuXi Fruit dugc trang bi kha dﬁy duva déng b0, dap ung tdt cho hoat dong
ban 1¢, ché bién va kinh doanh truc tiép tai cira hang. Céc thiét bi phuc vu cho qua trinh
ép nude, dong ly, bao quan trai cay va xir Iy don hang déu dang trong tinh trang hoat
dong t6t, gop phan dam bao hiéu qua van hanh ciing nhu chat lwong san pham cung cap

cho khach hang.

Bén canh do, viéc trang bi may bao don tir cac ing dung giao hang nhu GrabFood
va ShopeeFood cho thiy XuXi Fruit c6 su dau tu pht hop cho mé hinh ban hang online,
gitip xir Iy don nhanh chdng va han ché sai sot trong qua trinh tiép nhan don. Nhin chung,
hé thong trang thiét bi hién tai dap ung duoc nhu cu kinh doanh & quy mé hién tai va

1a nén tang thuan loi dé doanh nghiép tiép tuc md rong hoat dong trong thoi gian toi.
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2.3.2. Ngudn nhén lyc

chinh thtrc hoat dong tr ngay 10/08/2025. Trudc do, hoat dong kinh doanh dugc van
hanh duéi tén La Ban Mart voi da dang san phidm tir nim 2021. Do d6, ngudn nhan luc

cua XuXi Fruit hién nay la sy ké thira va tai co cAu tir La Ban Mart, dé)ng thoi duoce bd

XuXi Fruit 1a thuong hiéu kinh doanh trai cay thudc hé sinh thai La Ban Corp,

sung thém nhan sy phi hop v&i dinh hudng phat trién méi.

hudng tinh gon, chuyén mon hoa va tang cudng nhan sy tré, dac bi¢t 1a mang ban hang

online va marketing so.

Trong giai doan nay, doanh nghiép tirng budc hoan thién by may nhan su theo

Bing 2.4: Théng ké nguén nhén lyc tgi XuXi Fruit

Gi6i S6 .
STT Vi tri Trinh d¢ / Pac diém
tinh lwgng
Giam  déc - Nguoi sang lap, dinh huéng chién
1 N ~ | Nam 1
Nguyén Van Khai lugc
Trinh do trung cip, cao dang tro
2 Quan ly chi nhanh | Nix 1 _ .
1én. Kinh nghi¢m quan Iy ban 1¢
Trinh d6 trung cap, cao dang hoic
Nhan vién thu nga .
3 an vien tu nigan Nir 3 dugc dao tao ndi bg. Lao dong truc
— bén ha X
anfang tiép, van hanh cira hang
Trinh d§ dai hoc chuyén nganh
Marketing, Truyén thong.
Nhan vién Content arketifig, truyen tlong
4 _ Nam 1
Marketing Phu trach ndéi dung Fanpage,
TikTok (quay video, chup anh)
bam nhiém cidc cong viéc lién
, quan dén thu — chi, theo d&i doanh
5 Nhén vién ké toan | N 1

thu, cong ng va hd tro quan ly tai

chinh cho ctra hang
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Tu van khach hang va chét don
Nhan vién Sale trén cac kénh online cua cong ty
online nhu Facebook, Zalo, website, app

giao hang va cac nén tang so khac.

Thuc tap sinh Sale Sinh vién chuyén nganh kinh
Online doanh, hd tro ban hang da kénh.

Sinh ~ vién  chuyén  nganh
Thuc tdp sinh N
8 Nir 2 Marketing/Thuong mai di¢n tir, ho
Content Social _ .
trg sang tao ndi1 dung so

9 Thuc tip sinh Ké NG . Sinh vién chuyén nganh Ké Toan,
u x .
toan HO tro ghi nhén s6 li¢u, ching tur
Sinh vién, hd trg theo thdi vu cac
Cong tic vién cong viée lién quan dén thu dung
10 . Nir 1 . .
Social video, chup anh, dang bai trén cac

nén tang

( Nguén: Qudn Iy chi nhanh )

Tong cong XuXi Fruit c6 14 nhan su cho thay doanh nghiép dang tap trung chu
yéu vao hoat dong ban hang va marketing, dic biét 1a ban hang online va xay dung noi
dung trén nén tang sd. Piéu nay phu hop véi dinh huéng phat trién cia XuXi Fruit 1a
kinh doanh trai cay tuoi, trai cay cit sin va cAc san phém tién 1g1, phuc vu nhoém khach

hang tré, dan van phong va nguoi ti€u dung hién dai.

Nhin chung, ngudn nhéan lyc ctia XuXi Fruit tuy chua 16n nhung duoc t6 chirc
theo hudng tinh gon, da nhiém, phu hop v6i dic diém ctiia mot doanh nghiép méi thanh
1ap. Viéc két hop giira nhan vién chinh thic va thyc tip sinh giup doanh nghiép tdi wu
chi phi, dong thoi tao didu kién dao tao, phat trién ngudn nhan lyc tré cho giai doan mo

rong trong tuong lai.
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2.3.3. Ngudn luec tai chinh

Bing 2.5: Bing cin doi ké todn ciia XuXi Fruit

Chi tiéu Gia tri (DVT: VND)
A. Tai san ngan han 300.000.000
I. Tién va cac khoan twong duong tién 100.000.000
II. Cac khoan dau tu tai chinh ngan han 0

III. C4c khoan phai thu ngan han 50.000.000
IV. Hang t6n kho 100.000.000
V. Tai san ngan han khac 50.000.000
B. Tai san dai han 200.000.000
I. Tai san c6 dinh 200.000.000
TONG CONG TAI SAN 500.000.000
C.NQ PHAI TRA 300.000.000
I. No ngan han 100.000.000
I1. No dai han 200.000.000
D. VON CHU SO HUU 200.000.000
TONG CONG NGUON VON 500.000.000

( Nguon: Quan Iy chi nhanh )

Qua bang can d6i ké toan cho thay co cu tai san va ngudn von ctua XuXi Fruit
tuong d6i phit hop véi dic thi hoat dong kinh doanh trai cdy va nudc ép tai thi truong
Pa Néng. Doanh nghiép tap trung cht yéu vao tai san ngin han nham phuc vu hoat dong
ban 1¢ hang ngay, dap tmg nhu ciu mua trai ciy tuoi, trai cdy cit sdn va nudc ép cua
khach hang dia phuong. Tai san ngan han tip trung cht yéu vao tién va cac khoan tuong

duong tién, hang ton kho trai cay va cac khoan phai thu ngan han. Diéu nay cho thiy
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doanh nghiép chi trong kha ning thanh toan, dam bao ngudn vén linh hoat dé nhap hang

theo mua va dép rng nhu cau mua sam lién tuc ctia khach hang.

XuXi Fruit kinh doanh trai cay theo hinh thirc nhap hang va ti€u thu nhanh trong
ngay, han ché luu kho dai ngay dé dam bao d6 twoi méi va chat luong san pham. Do do,
gia tri hang ton kho (100.000.000) khong duoc ghi nhan & mirc 16n va khong chiém ty
trong dang ké trong tong tai san. Thay vao d6, doanh nghiép duy tri luong tién mat va
cac khoan phai thu ngin han chiém 150.000.000 dé dam bao kha ning thanh toan, linh

hoat trong viéc nhép hang theo mua va xur ly don hang nhanh chong.

Tai san dai han cta XuXi Fruit dat 200.000.000 dong, chi yéu 1a tai san ¢6 dinh
phuc vu hoat dong kinh doanh nhu may ép, ta lanh, thiét bi bao quan va co s vat chit
ctra hang. Viéc tap trung dau tu vao cac hang muc thiét yéu cho thdy XuXi Fruit chi

trong vao hiéu qua van hanh hon la mo rdng dan trai cac khoan dau tu dai han.

Vé nguén Vén, ng phai tra chiém 300.000.000 déng, cao hon von chu s¢ hitu
200.000.000 ddng, cho thiy doanh nghiép c6 st dung von vay va cong ng dé duy tri va
m¢ rong hoat dong kinh doanh. Tuy nhién, mirc von chii so hiru hién tai vin dam bao
kha ning ty chu tai chinh & muic nhat dinh va gitup doanh nghiép can dbi giita rii ro va

hi€u qua kinh doanh.

Nhin chung, co ciu tai san va ngudn von ctia XuXi Fruit tuong d6i phut hop véi
dic thu kinh doanh trai cdy va nude ép tai thi truong Pa Néang — noi nhu cau tiéu ding
twoi, nhanh va tién loi chiém ty trong cao. Doanh nghiép tap trung chii yéu vao tai san
ngan han nham phuc vu hoat dong ban 1¢ hang ngay, gitip xoay vong von nhanh, linh
hoat trong nhap hang va dap Gmg kip thoi nhu cau cua khach hang dia phuong, dic biét

trong cac khung gi¢ cao diém va mua du lich.

2.4 Thyc trang chit lwong dich vu khach hang trong hoat dong ban hang true

tuyén trén nén tang Facebook tai XuXi Fruit

2.4.1. Thuc trang hoat ddng ban hang true tuyén trén nén ting Facebook tai XuXi

Fruit
2.4.1.1. Gidi thiéu kénh ban hang Facebook ctiia XuXi Fruit
Hién nay, XuXi Fruit trién khai hoat dong kinh doanh thong qua nhiéu kénh ban

hang khac nhau nham tiép can da dang nhom khach hang va mé rong kha ning tiéu thy
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san pham. Cac kénh ban hang chinh cta cira hang bao gdm bén truc tiép tai cira hang,
ban hang théng qua cac nén tang giao dd an nhu ShopeeFood, GrabFood va hoat dong
ban hang tryc tuyén trén nén tang Facebook. Trong d6, Facebook hién 13 kénh ban hang
tryc tuyén trong tdm, déng vai trd quan trong trong hoat dong quang ba san pham, tu

van khach hang va tao doanh thu cho cira hang.

Khac v6i cac nén tang giao hang chii yéu tap trung vao hoat dong dit mon nhanh
hozc ban cac san pham c6 sin, Facebook cho phép XuXi Fruit chu dong x4y dung hinh
anh thuong hiéu va tuong tac truc tiép véi khach hang trong qua trinh mua hang. Pic
biét, d6i v6i cac san pham mang tinh qua ting nhu gio trai cay va hop qua trai cay, khach
hang thuong quan tim nhiéu dén hinh anh thyc té, cach trinh bay san pham, mau sic,
mau mé va ¥ nghia ting qua. Vi vy, Facebook tré thanh nén tang phu hop dé cira hang
trién khai cac hoat dong tu van va gi61 thi€u san phém mot cach truc quan hon so véi

cac kénh ban hang khac.
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Hién nay, XuXi Fruit st dung Fanpage “XuXi Fruit — Tiém trdi cday twoi” lam
kénh ban hang va truyén thong chinh trén Facebook. Fanpage hién c6 khoang 10.000
luot theo ddi va hon 2.300 bai viét dugce dang tai. Noi dung trén Fanpage chil yéu tap
trung vao gidi thidu cac miu gio trai cdy, hop qua, trai ciy nhap khau, trai cay cat san,
nude ép va cac san pham phuc vu nhu cau biéu ting hodc sir dung hing ngay. Ngoai ra,
Fanpage ciing thuong xuyén cap nhat cac chuong trinh wu dii, bai viét quang ba san

pham theo mua va cac ndi dung lién quan dén nhu cau tang qua trong cac dip 1€, sinh

nhat hodc khai truong.
Nuéc ép Trdi cdy
tuoi méat nhdp khdu
Nudc ép Trdi cdy Viét

nguyén chat theo mua

. . on se A . — § o
XuXi Fruit - Tiém trai cdy Tuci [ emeow Qnmuen
10K ngudi theo déi « 28 dang theo doi
XuXi Fruit - Tiém trai cdy chat lugng cao.

Qua tang trai cdy | Trai cay cat sdn | Nudc ép trai cay
Xudt héa don VAT - Khéng thu phu phi
¥ MJ cira: 8h - 21h hang ngay

Rt 0837 043 043 - 0832 002 043
@ Cua hang qua ting $$

Hinh 2.4: Fanpage cua XuXi Fruit

Hoat dong ban hang trén Facebook tai XuXi Fruit duoc trién khai thong qua nhiéu
hinh thirc khc nhau nham ting kha ning tiép can khach hang va hd trg qua trinh tu van
tryc tuyén. Ctra hang duy tri tan suat dang bai twong dbi thudng xuyén, trung binh
khoang hai bai ding mdi ngdy. Noi dung bai ding chu yéu 13 hinh anh san pham thuc té,
video quay truc tiép tai ctra hang hodc cac bai viét gioi thiéu mau gio trai cay theo ting
phan khtic gia va muc dich sir dung khac nhau. Viéc duy tri tan suit ding bai thudng
xuyén giup Fanpage giit dugc mirc 46 twong tac nhét dinh v6i khach hang va hd trg hoat

dong quang cdo trén nén tang Facebook.

Facebook hién khong chi dong vai trd 1a kénh ban hang ma con 1a cong cu hd trg
XuXi Fruit duy tri mbi quan hé véi khach hang va xdy dung hinh anh thwong hiéu.
Thong qua hoat dong ding bai va twong tac truc tuyén, ctra hang c6 thé tiép can khach

hang & nhiéu khu vuc khac nhau ma khong bi gii han bdi vi tri dia Iy nhu hoat dong
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ban hang tryc tiép tai cira hang. Dong thoi, nén tang ndy ciing hd tro cira hang quang ba
nhanh cdc mau san phdm méi va tiép can khach hang theo timg nhom nhu cau cu thé

thong qua hoat dong quang cao Facebook Ads.

2.4.1.2. Muc tiéu ban hang triee tuyén hién tai trén nén tang Facebook

Trong thoi gian vira qua, hoat dong ban hang trén nén tdng Facebook da mang lai
hi€éu qua tuong ddi tich cuc cho XuXi Fruit trong viéc tiép can khach hang va hd tro
doanh thu. Theo sb liéu théng ké hoat dong kinh doanh thang 3/2026, doanh thu tir kénh
Facebook dat khoang 23.267.550 dong, chiém khoang 24,68% tong doanh thu theo kénh
ban hang cua doanh nghiép. Két qua nay cho thiy Facebook van dang 1a mot trong
nhimg kénh ban hang truc tuyén quan trong, gép phan hd tro hoat dong kinh doanh va

m& rong kha nang tiép can khach hang ciia XuXi Fruit trong thoi gian hién tai.

Phan tich ban hang 1032026 - 310312028 =)

B - 2 e =3 = -
37 23.27 triéu 0 23.27 triéu 13.46 triéu 9.8 triéu

Ingay Ingay Ingdy Ingay Ingdy Ingay

Doanh thu ban va Igi nhu@n theo thdi gian

Hinh 2.5: Doanh thu theo kénh ban hang Facebook thang 3/2026

Bén canh hoat dong ban hang truc tiép tai cura hang, XuXi Fruit hién hudéng dén
muc tiéu duy tri va phat trién hoat dong ban hang trén nén tang Facebook thong qua viéc
ting cudng quang ba san pham, duy tri twong tac véi khach hang va nang cao kha ning
tiép can khach hang tiém ning. Doanh nghiép hién dang sir dung Facebook nhu mot
cong cu hd trg ding bai gidi thiéu san pham, tr van truc tuyén va chiam séc khach hang

trong qua trinh mua sam.

Ngoai muyc tiéu hd trg doanh thu, XuXi Fruit ciing hudng dén viéc nang cao hiéu
qua chuyén d6i khach hang trén Facebook nham tdi wu chi phi quang céo trong bdi canh

chi phi chay quang c4o ngdy cang ting. Doanh nghiép tap trung nang cao ty 1¢ cht don
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thong qua viée cai thién tdc dd phan hoi khach hang, nang cao chit luong tu van va xay

dung nodi dung ban hang phu hop véi nhu cau khach hang muc tiéu.

Bén canh d6, hoat dong ban hang trén Facebook con gitip doanh nghiép nang cao
mtrc d6 nhan dién thuwong hiéu, duy tri mbi quan hé voi khach hang cii va mo rong kha

nang tiép can khach hang méi trong méi trudong kinh doanh tryc tuyén hién nay.

2.4.1.3. Quy trinh ban hang trén Facebook

Hoat dong ban hang truc tuyén trén nén ting Facebook tai XuXi Fruit dugc trién
khai thong qua nhiéu cong doan lién két voi nhau tir tiép can khach hang, tu van san
pham, xtr Iy don hang, thanh toan, giao hang cho dén chim soc sau ban. Toan bd qua
trinh nay c6 anh huong truc tiép dén cam nhan cua khach hang vé chit luong dich vu

trong qua trinh mua hang truc tuyén.

Khach hang muc tiéu cia XuXi Fruit trén Facebook chul yéu 1a nhom khach hang
c4 nhan c¢6 nhu ciu mua hop qua trai cay va gio qua phuc vu cho muc dich biéu ting
hodc cham soc stc khoe. Phan 16n khach hang tim dén Fanpage 14 nhiing nguoi ¢6 thu
nhap 6n dinh, quan tim dén hinh thirc san pham va thudng mua hang dé ting nguoi than,
ddi tac hodc st dung trong cac dip nhu tham bénh, tham me bau, tang théy c0, khai

truong, viéng dam tang hodc biéu ting trong cac dip 18.

Bén canh nhom khach hang c4 nhan, XuXi Fruit con tiép can nhiéu khach hang
doanh nghiép c6 nhu cau dit hdp qua trai ciy hodc gio trai cdy phuc vu cho hoat dong
chiam soc nhan vién, ddi tac va khach hang. Trong d6, cac mau hop qua trai cay & phan
khuc khoang 199.000 dng thudng duoc nhiéu doanh nghiép lua chon dé ting nhin vién
tham bénh hodc str dung trong cac hoat dong ndi bd cua cong ty. Ngoai ra, mot s6 doanh
nghiép con dat sb lugng 16n gio trai cay hodc hdp qua dé phuc vu cho hdi nghi, su kién
hodc chwong trinh tri 4n khach hang. D6i véi nhém khach hang nay, ngoai chat lwong
san phdm va hinh thirc dong goi, doanh nghiép con c6 nhu ciu xuat hoa don VAT dé
phuc vu cho hoat dong thanh toan va quyét toan chi phi cta cong ty.

Do dic thu san pham mang tinh qua ting va c6 gia tri hinh thirc cao, khach hang
trén Facebook thuong quan tam nhiéu dén mau m3, hinh anh thuc té, muc gia, thanh
phan san pham va toc d6 phan hoi ctia ctra hang trude khi quyét dinh mua hang. Vi vay,

hoat dong tao ndi dung, tu vin va hd tro khach hang trén Fanpage giit vai trd quan trong
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trong viéc thu hut khach hang ciing nhu dnh hudng truc tiép dén cam nhan cua khach

hang vé chit lwong dich vu cta doanh nghiép.

Dé tiép can nhom khach hang muc tiéu, XuXi Fruit trién khai nhiéu hinh thirc ndi
dung trén Fanpage nhu dang bai giéi thidu san pham, hinh anh thyc té, video ngin va
quang cao Facebook Ads nham ting kha ning tiép can khach hang méi cling nhu duy tri
twong tac voi khach hang cii théng qua luot thich, binh luan, chia sé va tin nhan tryc tiép

qua Messenger.
a. Tao ngi dung va tié'p cdn khach hang

Sau khi khach hang tiép can Fanpage Facebook cua XuXi Fruit thong qua bai
ding, quang cdo. Khach hang s& nhin tin truc tiép qua Messenger dé duoc tu van san
phém. Toan bd tin nhén va binh luan duoc tap trung trén hé théng Pancake nham hd tro
doi ngli sale online quan ly hoi thoai va phéan chia khach hang xt ly. Viéc tmg dung

Pancake gitp cira hang theo ddi nhiéu khach hang cting lic, han ché tinh trang bo sot

khach hang va hd tro Iuu trit lich st trao d6i trong qua trinh tu van.

c- Pancake Hoithoai  Donhang  Baiviet  Thngké  Caidat
pE Q Tmkim ‘ YéaTin Théng tin Tao don
=
7 0% i@ =s0
@ Nguyén Thuy Tién 8 }
% [Template] Hom qua
Nh
Nguyén Khéanh Trang 1247 c
= (ﬂ [% Nguyén Khanh Trang] Da vang Yén Tién
2 L Don hang (1)
* Yén Tién 1243 f Bree
Ok shop ‘ Set nay bén minh gia nhu nao a = =
,,,,,,,, — @ Xacnhan - @ Hiy
L% €D CIIND o=
00 1 HOP QUA TRAICAY XUXIFRUIT-.. (7 & Yén Tier
G - Thiyy Trang 131 e o 9 8157944 [Vistia
ﬂ 8&n em béo nhp hang nhung chus e - £7 Chua co6 sén pham
& & . . 2 od X 0g
© 5 ’ ’
p Le Khac Huy Hoang 19:37 © Taolic 1:40 hém qua
5] ¥p * [Sticker] © CapnhatTT 11:40 hém qua
7 G D M= ¥ : L B Ghi chi Chua cé
/ PR )y § @& Ghichuin Chua c6
=] . Bui Thi Ngoc Linh 18.08 hom qua oy BT T 2
m Da em cém on A b . @ Dy kién nhan hang Chua cé
=
o s e -z T X
| Hop Qub 199K | il Ll | ¢ The Thém thé
NT Hang 5
¢ Thé KH Thém thé
Da véng aa 3 I" N ’ . ;
S & |ed 165 tir XuXi Frui
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Hinh 2.6: Giao di¢n hé thong Pancake hé tro quan Iy hji thoai khdch hang

Tuy nhién, trong qua trinh van hanh thuc té, luong khach hang trén Facebook
thuong ting manh vao cac khung gio cao diém budi téi, dic biét khi ctra hang ddy manh
quang céo. Do d6i ngii sale online khong duoc cap nhat diy da vé thoi diém quang cdo
chay manh nén nhan vién thudng roi vao trang thai bi dong khi lugng khach tang dot
bién trong thoi gian ngan. Didu nay lam gia ting 4p luc phan hoi khach hang va anh
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hudng truc tiép dén kha ning duy tri chit luong phuc vu trong qua trinh tr van truc

myén.

Sau khi khach hang phat sinh nhu ciu mua hang va bat dau trao doi, doi ngii sale
online s& tiép tuc thyc hién hoat dong tuw van va xir Iy don hang thong qua hé thdng

Pancake va KiotViet.
b. Tw van va lén don

Ung dung Pancake va KiotViet gitip XuXi Fruit nang cao kha nang quan 1y hoat
dong ban hang truc tuyén. Hé thong Pancake hd trg nhan vién theo ddi nhiéu cudc hoi
thoai cung luc, han ché tinh trang bo sot khach hang va hd tro luu trit lich st trao doi.
Trong khi d6, KiotViet gitip quan 1y thong tin don hang, khach hang va doanh thu mot
cach tap trung hon. Viéc luu trir dit liéu trén hé thong cling giup ctra hang thuan tién hon

trong viéc theo doi khach hang cii va phuc vu cho hoat dong cham sdc sau ban.

Tuy nhién, trong qua trinh van hanh thuc té, hoat dong tu van va ban hang van
ton tai nhiéu han ché anh hudng truc tiép dén chat luong phuc vu khach hang. Mot trong
nhimg van dé phd bién 1 hé théng Pancake phan chia khach hang chua thyc sy dong
déu giita cac nhan vién. Co thoi diém mot nhan vién phai xtr 1y s6 luong 16n khach hang
cung lac trong khi nhan vién khéc lai it khach hon. Nguyén nhan chil yéu xuét phat tir
co ché phan chia tuy dong cia hé théng chua can d6i theo khdi lugng cong viéc thuc té
tai timg thoi diém.

Tinh trang nay dién ra 15 hon vao budi t6i, khi lugng khach hang tang manh do
hoat dong quang cdo dugc diy manh trén Fanpage. Do d6i ngii sale online khong duoc
cap nhat day du vé thoi diém quang cdo chay manh, nhan vién thuong roi vao trang thai
bi dong trong qua trinh tiép nhan khach hang. Khi phai xtr Iy nhiéu cudc trd chuyén cing
lac, tbe do phan hoi khach hang bi cham, ndi dung tu van thiéu su tap trung va dé phat

sinh sai sot.

Trong mot sd truong hop, khi khach hang chd phan hoi qua 1au, cac nhan vién
khac sé chu dong tiép nhan cudc tro chuyén nham tranh mat khach. Mic du cach xu Iy
nay gitp han ché viéc bo sét khach hang, nhung ddng thoi ciing dan dén tinh trang nhiéu

nhan vién cung tham gia xtr Iy mot khach hang ma khong c6 sy phdi hop rd rang. Diéu
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nay lam nodi dung tu van thiéu tinh théng nhét, khach hang c6 thé nhan dugc nhiéu hudéng

tur van khéac nhau hodc bi 1ap lai thong tin trong qua trinh trao doi.

Bén canh do, ndi dung tu van hién con phu thudc kha nhiéu vao cac mau tin nhin
c6 san nham rat ngan thoi gian phan hdi. Cach 1am nay gitip nhan vién xir Iy dugc s6
luong 16n khach hang trong thoi gian ngan nhung dong thoi ciing khién ndi dung trao
doi mang tinh Iap lai va thiéu su linh hoat theo nhu céu cu thé cua tung khach hang. Péi
v6i cac khach hang c6 yéu cau riéng vé thiét ké gio trai cAy hodc lwa chon thanh phan
san phém, viéc tu van theo khudn mau doi khi chua tao duogc cam giac duoc ho trg déy
du.

Ngoai ra, viéc quan 1y dir liéu hinh anh san pham tai XuXi Fruit hién van chua
dugc hé thdng hoa mot cach khoa hoc va dong bo gitta cac bo phan. Hién nay, ctra hang
c6 gan 100 miu gié va hop trai cdy véi nhidu kiéu dang, murc gia va muyc dich sir dung
khac nhau nhu sinh nhat, khai truong, thdm bénh, 18 tét hodc qua biéu doanh nghiép.
Tuy nhién, ctra hang hién chua c6 hé thong luwu trit hinh anh chung hoic kho dir liéu
riéng danh cho d6i ngii sale online. Hinh anh san pham chu yéu duoc luu rai rac trén
Fanpage Facebook, dién thoai ca nhan hoic cac doan chat cii, dan dén viéc tim kiém va

quan 1y hinh anh gip nhiéu kho khin trong qué trinh tr van khach hang.

Trong thuc té, khi khach hang yéu cau xem mau san pham theo timg mic gia
hoic kiéu dang cu thé, nhan vién sale online thuong phai truc tiép truy cap Fanpage dé
tim lai cac bai dang cii va tai hinh anh xudng giri lai cho khach hang. Qua trinh nay lam
mat kha nhiéu thoi gian, dic biét dbi voi cac mau da dang tir lau hodc cac miu co thiét
ké trong ddi gidng nhau. Vao cac khung gio cao diém khi lugng khach ting manh, viée
vira tu van vira tim kiém hinh anh khién qua trinh phan hoi khach hang d& bi gian doan

va kéo dai hon so v6i binh thuong.

Bén canh d6, do hinh anh san phém khong dugc phan loai theo ma san phém,
mirc gia hodc nhom san pham cy thé nén nhan vién dé xay ra nham lan trong qué trinh
giri anh cho khach hang. Mot sb truong hop nhan vién giri nham mau gi6 trai cdy hodc
guri hinh anh cua san pham cii d3 thay doi cach trang tri thuc t&. Diéu ndy lam anh huéng
dén do chinh x4c ctia thong tin tw van va khién khach hang dé cam thy san pham thuc

té khong giéng voi hinh anh da tham khao trude do.
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Ngoai ra, viéc khong c6 kho dit liéu hinh anh dung chung ciing 1am cho mdi nhan
vién ¢ cach luu trit va tim kiém hinh anh khéac nhau, dan dén chat luong tu van chua
ddng déu giira cac nhan vién sale online. Trong nhiéu trudng hop, nhan vién méi thuong
mat kha nhiéu thoi gian dé tim lai hinh dnh san pham hodc phai hoi lai cac nhan vién
khac dé hd trg tim mau phu hop cho khach hang. Diéu nay khong chi anh hudng dén tdc
d6 phan hdi ma con tac dong truc tiép dén tinh chuyén nghiép trong qué trinh phuc vu

khach hang trén nén tang Facebook.

Mot van dé khac phat sinh trong qua trinh ban hang 13 dir liéu ton kho chua duoc
cap nhat kip thoi gitra cira hang va d6i ngii sale online. Trong nhiéu trudng hop, nhan
vién khong nidm rd san phim con hay hét hang tai thoi diém tu vén, dic biét vao budi
t61 khi hoat dong xut nhip nguyén liéu dién ra lién tuc. Piéu nay khién nhan vién phai
kiém tra lai nhiéu 1an v&i bd phan ctra hang trong qua trinh tu van, lam kéo dai thoi gian

phan hoi khach hang.

Ngoai van dé vé ton kho, thong tin gia san pham giita cira hang va doi ngi sale
online hién cling chua dugc cap nhat déng bd hoan toan. Trong thuc té, gia ban cua mot
s6 san pham c6 thé thay doi theo tinh hinh nhap hang hoic bién dong gia nguyén liéu
trai cdy, tuy nhién doi ngii sale online doi khi chua nam kip thoi cac thay dbi nay. Diéu
nay dan dén tinh trang nhan vién tu vin muc gia thip hon gia thuc té dang ap dung tai
ctra hang. Khi tién hanh x4ac nhan don hang hoac 1én bill thanh toan, nhan vién mdi phat

hién chénh 1éch gia va phai trao dbi lai v6i khach hang.

Tinh trang nay khong chi anh huéng dén kha niang chét don ma con lam giam
mirc d6 tin tudng cua khach hang ddi véi thong tin tu van trén Facebook. Trong mot s6
truong hop, khach hang cam thiy gid ban chua théng nhit hodc thiéu minh bach gitta
ndi dung tu van va thuc té thanh toan, tir d6 anh hudng dén cam nhan vé do tin cay cua

ctra hang trong qua trinh phuc vu.

Bén canh d6, dir liéu hang hoa va quy trinh nhap xuit tai ctra hang hién van con
thiéu sy dong bo gitra cac bd phan. Pic thi san pham cua XuXi Fruit 13 trai cy tuoi véi
s6 lwong nhap hang va tiéu thu thay doi lién tuc theo timg ngay. Tuy nhién, dir liéu hang
nhap, dir liéu ban hang va dir li¢u thanh toan chua dugc cap nhat déng thot trén hé théng.
biéu nay khién viéc kiém soat chinh xac sd luong tdn kho thuc té gap nhiéu khé khin,

dic biét vao cac khung gio cao diém hoic thoi diém lwong don hang ting manh.
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Trong nhiéu trudong hop, san phdm di duoc ban truc tiép tai cira hang nhung hé
thdng chua cap nhat kip thoi cho d6i ngil sale online, dan dén tinh trang nhan vién van
tiép tuc tu van san phém da hét hang cho khéch. Ngoai ra, vi¢c dir li¢u dau vao va dau
ra chua lién két chit ché cling lam cho qua trinh kiém soat doanh thu, chi phi va loi

nhuan thyc té cia cira hang gip nhiéu kho khin trong qua trinh van hanh.

Sau khi khach hang ddng ¥ mua san pham, nhan vién tién hanh tao don trén hé
thng KiotViet. Tuy nhién, trong mot sb trudng hop, dit liéu san pham trén hé thong
chua duoc cip nhat day du din dén viéc don hang khong thé xuat ngay du khach da
thanh toan. Khi do, nhan vién sale online phai chd bg phan ctra hang diéu chinh lai thanh
phan san pham trude khi tiép tuc xir Iy don hang. Néu thong tin phan hoi khong dugc

cap nhat kip thoi, don hang dé roi vao tinh trang bi treo hodc bo sot trén hé théng.
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c. Thanh toan

Hién nay, XuXi Fruit trién khai hai hinh thtrc thanh toan chinh trong hoat dong
ban hang tryc tuyén trén nén tang Facebook gom thanh toan khi nhan hang va thanh
toan chuyén khoan trudc. Doi véi hinh thic thanh toan khi nhan hang, khach hang s&
thanh toan truc tiép cho tai xé sau khi nhan san phdm. Hinh thirc nay cha yéu duoc ap
dung cho cac don hang ndi thanh va st dung cac don vi van chuyén nhu Grab hoac
Green SM. Tuy nhién, d6i véi cic don hang thanh toan khi nhan hang, cira hang thuong
phat sinh thém khoan phy thu khoang 5.000 dong dé chi tra cho tai xé thyc hién thu ho
tién mat. Mic du mutrc phu thu khéng 16n, nhung trong mot sd trudng hop khach hang
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van thic mic vé khoan chi phi ndy do chua duoc giai thich 16 tir dau trong qua trinh tu

van.

Dbi v6i hinh thire chuyén khoan, khach hang sé& thanh toan trudc vao tai khoan
ngan hang cua ctra hang trude khi tién hanh giao hang hodc chuan bi san pham. Pay
hién 1 hinh thtrc thanh toan duoc sir dung kha pho bién tai XuXi Fruit, dac biét ddi véi
cac don hang gio trai cay hodc hop qua co gia tri twong dbi cao. Hinh thirc chuyén khoan
gitip ctra hang han ché rui ro bom hang va thuén tién hon trong qua trinh xac nhan don
hang. Sau khi nhan dugc thanh toan, nhan vién sale online s€ tién hanh 1én don trén hé

thong KiotViet va chuyén thong tin xudng bo phan ctra hang dé chuan bi san pham.

Tuy nhién, trong qua trinh van hanh thyuc té, hoat dong thanh toan van phat sinh
mot s6 van dé anh huéng dén tién d6 xur 1y don hang. Trong nhiéu trudng hop, khach
hang d3 hoan tit chuyén khoan nhung don hang van chwa thé xuit hoa don hoic 1én bill
hoan chinh trén hé théng do thiéu thanh phan san pham hodc dit liéu san phdm chua
duoc cap nhat déng bd. Dac thu cia XuXi Fruit 1a cac gid trai cay thuong dugc thay doi
linh hoat theo tinh trang nguyén li¢u thyc té tai ctra hang, trong khi dir li¢u trén KiotViet
chua dugc cap nhat kip thoi theo timg thoi diém. Diéu nay din dén tinh trang nhan vién

sale online khong thé xuat don ngay du dd nhan duogc thanh toan tir khach hang.

Khi phat sinh tinh hudng nay, sale online phai lién hé v6i bd phan cira hang dé
kiém tra lai nguyén lidu va diéu chinh thanh phan san pham trén hé thong trudc khi tiép
tuc xtr ly don hang. Tuy nhién, vao cac khung gid dong khach, nhan vién cura hang
thudng dang tap trung lam gio trai cdy hodc phuc vu khach tryc tiép nén viéc phan hoi
cho sale online d6i khi bj cham tr&. Trong mét sd truong hop, sau khi diéu chinh san
pham xong nhung khéng cap nhat lai ngay cho sale online, don hang d& roi vao tinh
trang bi treo hoac cham xudt bill trén hé théng. biéu nay khong chi anh huong dén tién
d6 xtr Iy don hang ma con tac dong dén kha ning theo ddi doanh thu va hiéu qua lam

viéc cuia nhan vién sale online.

Ngoai cac hinh thirc thanh toan thong thuong, ctra hang hién ciing tiép nhan thanh
toan tir khach hang quéc té thong qua cac phuong thirc thanh toan xuyén bién gi6i. Trong
thuc té, nhiéu khach hang & nudc ngoai hoic khach hang qubc té khong sir dung tién
mit ma thanh toan bang cach ding Gng dung ngin hang hodc vi dién tir tai qudc gia

dang sinh séng dé quét ma QR tai khoan ngan hang ctia cira hang. Hinh thirc nay ngay
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cang pho6 bién nho sy phat trién cia thanh toan QR xuyén bién gi6i giita Viét Nam va
nhiéu qudc gia nhu Han Qudc, Trung Qudc, Thai Lan hodc cic nudc Pong Nam A.
Ngoai ra, mot s6 khach hang ciing sir dung thé qudc t& nhu Mastercard dé thuc hién

thanh toan.

Tuy nhién, qua trinh xir Iy cac giao dich thanh toan qudc té hién van twong d6i
phtrc tap do lién quan dén hoat dong tra soat va xac minh giao dich tir phia ngan hang.
Mic du khach hang da thyc hién quét ma QR va chuyén tién thanh céng, nhung quyén
kiém tra va x4c nhan giao dich hién khong do d6i ngii sale online truc tiép quan 1y ma
thudc b phan ké toan cua cong ty. Vi vay, sau khi khach gtri hinh anh chuyén khoan,
nhan vién sale online van phai cho ké toan kiém tra tién da thuc su vao tai khoan trudc
khi tiép tuc xir Iy don hang. Trong nhiéu trudng hop, thoi gian x4c nhan kéo dai kha lau,
dic biét ngoai gid hanh chinh hodc khi ké toan xur Iy nhiéu giao dich cung ltc, co thoi

diém sale online phai chd khoang mot gid madi nhan dugc xac nhéan thanh toan.

Bén canh d6, dbi vai cac giao dich quéc té bang Mastercard va thanh toan xuyén
bién gidi, néu phét sinh tranh chap giao dich hoic yéu cau hoan tién, ctra hang phai thuc
hién qua trinh tra soat twong d6i phirc tap voi phia ngan hang. Trong thyc té, d6i véi mot
s6 giao dich quc té, khi khach hang chii dong giri yéu cAu hoan tién dén ngan hang phat
hanh thé, phia ngan hang qudc té c6 thé tu dong xir Iy hoan tién cho khach hang trudc,
mic du cira hang d3 nhan dugc khoan thanh toan va da tién hanh xtr 1y don hang. Sau

d6, s6 tién nay s& bi trir nguoc lai tir phia ngan hang trong qua trinh tra soat giao dich.

Diéu nay khién cira hang dbi mat véi rii ro phat sinh tranh chap thanh toan, dic
biét trong trudng hop thong tin xac nhan don hang chua diy du hodc thiéu rd rang nhu
thiéu noi dung xac nhan san phﬁm, gid ban, hinh anh san phém thuc té, thong tin giao
hang hodc xac nhan cudi cung tir phia khach hang. Khi khong c6 day du dit liéu ching
minh qua trinh giao dich va xac nhan don hang, cira hang c6 thé gap khé khan trong qua

trinh do1 soat va xac minh giao dich véi phia ngan hang qudc té.

Co6 thé thay, mic di XuXi Fruit di trién khai nhiéu hinh thic thanh toan nham
tao thuan tién cho khach hang trong qua trinh mua hang tric tuyén, nhung sy thiéu dong
bo gitra dir li¢u san phém, hoat dong xac nhan giao dich va phéi hop gifra cdc by phan
van anh hudng déng ké dén téc do xtr Iy don hang va cam nhan cua khach hang vé tinh

chuyén nghiép trong qué trinh phuc vu.
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d. Giao hang

Sau khi hoan tat qué trinh 1én don, XuXi Fruit trién khai giao hang théng qua
nhiéu hinh thtrc khac nhau nham dap tng nhu cu ctia khach hang, bao gdm giao hang
béng Grab, Xanh SM hodc khach hang tu dén nhan truc tiép tai ctra hang. DPéi véi cac
don hang giao di, nhan vién sale online s& tién hanh kiém tra phi van chuyén thong qua

cac ung dung giao hang trude khi xac nhan tong gia tri don hang v&i khach.

Vi¢c da dang hoa hinh thire giao hang giup ctra hang linh hoat hon trong qua trinh
xtr Iy don hang va mé rong kha ning phuc vu khach hang & nhiéu khu vuc khac nhau.
Dic biét, doi voi cac san pham nhu gio trai cdy hodc hop qua, viéc giao hang tan noi

giup khach hang thuan tién hon trong qua trinh str dung hodc gui tang.

Tuy nhién, trong qua trinh van hanh thyc té, hoat dong giao hang van ton tai nhiéu
han ché anh huong truc tiép dén chat lugng dich vu khach hang. Mot trong nhiing van
dé phé bién la phi van chuyén hién chua duoc déng bo truc tiép vo1 hé théng KiotViet.
Nhén vién sale online phai nhap thu céng phi ship vao muc “thu khac” trén hé thong,
sau d6 nhan vién ctra hang tiép tuc tao lai phi van chuyén dé hoan tit don hang. Viéc xtr
1y qua nhiéu budc trung gian 1am tang khdi lugng cong viéc va dé phat sinh sai sot trong

qué trinh nhap li¢u.

Ngoai van dé thoi gian giao hang, cac san phim nhu gio trai cdy hodc hop qua
cling d& bi anh huéng hinh thuc trong qua trinh van chuyén. Mot s6 trudng hop san
pham bi dap, 16ch bb cuc hodc thay d6i hinh thirc sau khi giao hang lam giam chét luong
cam nhén cua khach hang, dic biét dbi v6i cac don hang qua ting yéu ciu cao vé tinh

tham mj.

C6 thé thdy, mac du XuXi Fruit da trién khai da dang phuong thirc giao hang
nham dap tng nhu cau khach hang, nhung hoat dong van chuyén hién van phuy thudc
kha nhiéu vao cac don vi giao hang bén ngoai va chwa dong bd hoan toan véi hé thong
quan 1y ndi bo. Piéu nay anh hudng truc tiép dén thoi gian giao hang, hinh thirc san

phém va cam nhén cua khéach hang vé chat lugng dich vu trén nén tang Facebook.

e. Cham soc sau ban

Sau khi hoan tat giao hang, XuXi Fruit tiép tuc thyc hién cac hoat dong cham soc
khach hang sau ban thong qua viéc luu triv dit liéu khach hang trén hé théng KiotViet,
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guri 161 cam on va hd tro khach hang khi phat sinh cac yéu cau lién quan dén hoéa don
hodc phan hdi san pham. Viéc luu trit théng tin khach hang gitip ctra hang thuan tién
hon trong viéc theo doi lich sir mua hang va phuc vu cho cac hoat dong cham soc khach

hang trong tuong lai.

Dbi voi khach hang doanh nghiép c6 nhu cau xuat hoa don VAT, nhan vién sale
online s& phdi hop véi bo phan ké toan dé thyc hién quy trinh xuat hoa don dién tir. Tuy
nhién, bo phan ké toan hién thudc La Ban Corp va khéng 1am viée truc tiép tai XuXi
Fruit nén qua trinh xir Iy hoa don thudng kéo dai tir mot dén hai ngay. Quy trinh xut
hoa don bao gom nhiéu budc nhu 1ap ban nhap, gtri khach kiém tra thong tin, chinh sta
néu c6 sai sot, ky dién tir va giri lai qua email. Viéc phu thudc vao nhiéu khau xir Iy

khién tién do xuét hoa don thuong chdm hon mong doi ciia khach hang.

Ngoai ra, su phdi hop giita nhin vién sale online va bd phan ké toan chua thuc
sur déng bd, dan dén tinh trang mot s6 hoa don bi xtr Iy cham hodc bi bé sot. Trong nhiéu
truong hop, khach hang phai chu dong lién hé lai nhiéu 1an dé kiém tra tién do hoa don,

anh huong dén cam nhén cua khach hang vé tinh chii dong trong phuc vu sau bén.

Bén canh do, hoat dong xtr Iy khiéu nai hién van con kha don gian. Khi phat sinh
cac truong hop san pham bi dap, sai mau hoic khong gidng hinh anh di tu van trude do,
cach xtr Iy chu yéu van ding lai & viée xin 16i khach hang ma chua c6 quy trinh giai
quyét cu thé cho timg tinh hudng. Piéu nay khién nhiéu khach hang cam thiy phan hoi

cta minh chua dugc xtr ly thoa dang.

Trong méi truong ban hang tryc tuyén, chit lugng chim soéc sau ban co anh
huong 16n dén kha nang khach hang quay lai mua hang va muac do tin twong d6i véi
thwong hiéu. Tuy nhién, v6i nhitng han ché trong phdi hop xir Iy hoa don va giai quyét
khiéu nai hién nay, hoat dong cham soc sau ban tai XuXi Fruit van con nhiéu diém chua
6n dinh, anh huong truc tiép dén sy hai long va kha niang duy tri khach hang trong dai

han.

2.4.1.4. Két qua hoat ddng ban hang trén Facebook
Trong hoat dong ban hang truc tuyén ctia XuXi Fruit, Facebook hién giit vai tro
1a kénh tiép can khach hang va tao doanh thu trong tdm cua cira hang. Thong qua

Fanpage “XuXi Fruit — Tiém trai cdy tuoi”, cira hang trién khai nhiéu hoat dong nhu
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ding bai gi6i thiéu san pham, dang hinh anh thyc té, chay quang cao Facebook Ads, tu
van qua Messenger va tiép nhan don hang truc tiép thong qua inbox. Viéc tap trung phat
trién hoat dong ban hang trén Facebook gitp doanh nghiép mé rong kha ning tiép can
khach hang nhanh chéng, dic biét d6i véi nhoém khach hang c6 nhu cau mua gio trai cay

va hop qua theo cac dip 1¢, sinh nhat, khai truong hodc tham héi.

Bén canh vai tro quang ba thuong hiéu, Facebook con 12 nén tang hd trg ctra hang
duy tri twong tic thudng xuyén véi khach hang thong qua hé thdng tin nhin va binh luin.
Toan bo dir liéu twong tac dugc quan 1y thong qua hé théng Pancake nham hd tro doi
ngil sale online theo doi khach hang, xir 1y tw van va hd trg 1én don hang trong qua trinh
ban hang tryc tuyén. Nho kha ning tuong tac tryc tiép va phan hdi nhanh, Facebook
hién tré thanh kénh ban hang c6 anh hudéng 16n dén hoat dong doanh thu va kha ning

tiép can khach hang ctia XuXi Fruit.

Bang 2.6 va 2.7 dudi ddy thé hién két qua hoat dong ban hang va mirc do twong
tac khach hang trén Facebook ctiia XuXi Fruit trong giai doan tir thang 01/2026 dén
thang 04/2026.
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Bing 2.6. Két qud hoat dpng bin hang trén Facebook ciia XuXi Fruit

Thoi gian Doanh thu qua Facebook S6 don hang
(VND)
Thang 1 6.411.456 22
Thang 2 4.002.000 15
Théang 3 23.267.550 37
Théang 4 19.084.050 30

( Nguén: Qudn Iy chi nhanh )
Bang 2.7. Murc dp twong tac khach hang tir Thang 1/2026 — Thang 4/2026

tréen Facebook cua XuXi Fruit

Chi tiéu Két qua
Téng lugt twong tac khach hang 465 luot
Tuong tac véi khach hang méi 360 luot
Tuong tac voi khach hang cii 105 luogt
Ty 1€ twong tac khach hang méi 77,42%
Ty 1€ tuong tac khach hang cti 22,58%
Tuong tac qua tin nhan 452 luot
Tuong tac qua binh luan 18 luot

( Nguon: Qudn Iy chi nhanh )

Dua trén s6 lidu thong ké, co thé thay hoat dong ban hang tir Thang 1/2026 dén
Thang 4/2026 trén Facebook ctia XuXi Fruit chu yéu dugc thyc hién thong qua hinh
thirc nhin tin truc tiép véi khach hang. Trong tong sd 465 luot twong tac ghi nhan duoc,
c6 dén 452 luot twong tac thong qua Messenger, trong khi s luong twong tac qua binh
luan chiém ty 1& kha thap. Piéu nay cho thdy khach hang c6 xu hudng trao doi riéng véi
ctra hang dé duoc tu van chi tiét vé san pham, gia ban, mau ma va thanh phan gio trai

cay trude khi dwa ra quyét dinh mua hang.

Bén canh do, ty 18 trong tac véi khach hang méi chiém khoang 77,42% tong luot
tuong tac, phan anh Fanpage Facebook dang dong vai trd quan trong trong viéc tiép cén

khach hang moi cia XuXi Fruit. Hoat dong quang cao va ndi dung dang tai trén Fanpage
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bude dau thu hat duge su quan tam cua nguoi dung Facebook, dac biét dbi véi cac khach

hang c6 nhu ciu mua qua ting theo timg dip cu thé.

Vé két qud doanh thu, doanh thu ban hang qua Facebook cua XuXi Fruit co sy
bién dong twong ddi rd giita cac thang trong giai doan nghién ctru. Trong thang 01/2026,
doanh thu dat khoang 6,4 triéu dong v6i 22 don hang phat sinh. Tuy nhién, sang thang
02/2026, doanh thu giam xuéng con khoang 4 triéu dong cung 15 don hang. Nguyén
nhan chu yéu xuét phat tir viéc nhu cdu mua gié qua va hop tri ciy giam sau giai doan
cao diém 18, Tét, khién luong khach hang tuong tac va dat hang trén Fanpage khong con

duy tri @ mac cao nhu trudce.

Budc sang thang 03/2026, doanh thu ban hang trén Facebook tang manh 1én hon
23 triéu dong v6i 37 don hang dugc ghi nhan. Két qua nay chu yéu dén tir viée cira hang
day manh hoat dong quang céo, ding bai nhan dip Qudc t& Phu nit 8/3. Trong giai doan
nay, nhu cdu mua hop trai cdy va gié qua danh ting phy nir ting dang ké, gitp luong
khach hang nhan tin tw van va dit hang trén Facebook ting nhanh. Ngoai ra, cira hang
con nhan dugc mot sé don hang sé luong 16n tir cac doan khach du lich va khach hang

doanh nghiép, gop phan lam doanh thu ting déng ké so véi cac thang trudc.

Dén thang 04/2026, doanh thu tiép tuc duy tri & mirc hon 19 triéu dong véi 30
don hang phat sinh, cho thdy Facebook van 1a kénh ban hang truc tuyén mang lai ngudn
khach hang twong d6i 6n dinh cho XuXi Fruit. Tuy nhién, s6 lwgng don hang c6 xu
huéng giam nhe so véi thang 03/2026 do nhu cau qua ting sau dip 8/3 khong con duy
tri & mic cao. Pong thoi, mirc d6 canh tranh giita cac cira hang ban trdi cdy tryc tuyén

ngay cang 16n ciing anh hudéng dén luong khach hang tiép can va dit hang trén Fanpage.

Nhin chung, hoat dong ban hang tryc tuyén trén nén ting Facebook di gitip XuXi
Fruit mé rong kha ning tiép can khach hang, gia ting doanh thu va ning cao muc do
turong tac voi ngudi tiéu dung trong thoi gian qua. Tuy nhién, cing véi téc do ting
truong vé lugng khach hang va don hang truc tuyén, doanh nghiép ciing can chu trong
hon dén viéc nang cao chét lugng dich vu khach hang nhdm dam bao tinh 6n dinh va
ddng bd trong qua trinh phuc vu. Pidu nay doi hoi XuXi Fruit can tiép tuc hoan thién
quy trinh van hanh, ting cudng kha niang phdi hop giita cac bd phan va nang cao hiéu

qua quan ly hoat dong ban hang truc tuyén trén Facebook trong thoi gian toi.
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2.4.2. Thue trang chét lwong dich vu khach hang cia XuXi Fruit trén Facebook

Nhim danh gia thuc trang chit lugng dich vu khach hang trong hoat dong ban
hang truc tuyén trén nén tang Facebook tai XuXi Fruit, tic gia tién hanh khao sat y kién
ctia 38 khach hang di ting mua san phdm théng qua Fanpage Facebook cua cira hang.
Hoat dong khao sat dugc thuc hién nham thu thap cac danh gia thuc té cua khach hang
vé qua trinh tur van, cung cip thong tin san pham, téc d6 phan hoi, kha nang hd trg trong
qué trinh mua hang, hoat dong giao hang ciing nhur mirc d6 hai 1ong ddi vai dich vu cta

doanh nghiép.

Trén co so ké thira mé hinh E-SERVQUAL cuia Parasuraman va cong su (2005),
ddng thoi tham khao mot s6 ndi dung ctia md hinh SERVQUAL, nghién ctru tién hanh
diéu chinh va xay dung hé thong tiéu chi danh gia phu hop véi dic diém hoat dong ban
hang trén Facebook tai XuXi Fruit. Sy diéu chinh nay xuét phat tir dic thu cia moi
truong social commerce, noi khach hang khong chi trong tac v&i nén tang truc tuyén
ma con thudng xuyén trao doi truc tiép voi nhan vién tu vin thong qua Messenger, binh
luan va Fanpage Facebook. Do d6, bén canh cac thanh phan ctia mé hinh E-SERVQUAL
nhu hiéu qua, do tin cdy, kha nang dap Gng va hd tro khach hang, nghién ctru con bd
sung nhom tiéu chi vé thai do va ky nang tu van nham phan dnh day dii hon chat luong

dich vu khach hang trong bdi canh nghién ctru.

Tir co s6 1y thuyét va dic diém hoat dong thyc té cuia doanh nghiép, tac gia xay
dung hé thong tiéu chi khao sat gdm bén nhom nodi dung chinh: (1) Hiéu qua hd trg va
tu van khach hang trén Facebook; (2) D¢ tin cdy cua thong tin va qua trinh cung cap
dich vy; (3) Kha nang dap tng khach hang trén Facebook; va (4) Giao hang, thanh toan
va hd tro khach hang. Két qua khao sat duoc sir dung két hop véi qua trinh tim hiéu thuc
té tai XuXi Fruit nham dénh gi4 toan dién thuc trang chat lugng dich vu khach hang
trong hoat dong ban hang truc tuyén ctua doanh nghiép, dong thoi 1am co sd dé xuit cac

giai phap nang cao chat lugng dich vy trong chuong tiép theo.

2.4.2.1. Hi¢u qua hd tro va tw vian khach hang trén Facebook (Efficiency)
Xét theo tiéu chi hiéu qua (Efficiency) trong mé hinh E-SERVQUAL, chat luong

dich vu khach hang dugc phan anh thong qua muc do thuan tién va dé dang khi khach
hang tiép can thong tin san pham, tim kiém san pham va thuc hién cac thao tac mua
hang trén nén tang truc tuyén. D6i v6i hoat dong ban hang trén Facebook, khach hang
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thuong mong mudn cé thé nhanh chong tim thiy san pham phu hop, dé dang theo doi
thong tin va thuan ti¢n trong qua trinh lién hé vdi ctra hang. Vi vay, hi€éu qua trong cach
t6 chirc Fanpage, trinh bay thong tin va kha ning tiép can ndi dung c6 anh hudng truc

tiép dén trai nghiém mua sam tryc tuyén tai XuXi Fruit.

Céch trinh bay Fanpage c6 anh huéng dang ké dén cam nhan cta khach hang vé
tinh chuyén nghiép cta cira hang. Mot Fanpage duogc bd tri rd rang, hinh anh san pham
ddng nhit va thong tin dugc sip xép khoa hoc sé& giup khach hang dé dang theo ddi va
tim kiém san phadm pht hop v6i nhu cau. Hién nay, Fanpage ctia XuXi Fruit da thuc hién
phan loai album theo tirng nhom san pham nhu gi6 trai cdy, hdp qua tréi ciy, trai cay cat
san va nudc ép nham hd tro khach hang thuén tién hon trong qua trinh tim kiém va lua
chon san pham. Pong thoi, cac bai viét vé& san phdm nhu trai cAy mdi nhap hing ngay,
hinh anh san pham thyc té, phan hoi cta khach hang di mua va cac bai viét gidi thiéu
san pham theo phan khuc gia cling dugc dang tai thuong xuyén nham hd tro khach hang

tiép can thong tin dé dang hon trén nén ting Facebook.

Tuy nhién, phan 16n san pham trén Fanpage hién chi duoc gidi thiéu theo mirc
gia chung nhu “tir 199.000 ddng” ma chua thé hién day du gia cu thé cua timg mau san
pham. Piéu nay xuét phat tir dic thu kinh doanh trai cdy twoi va gioé qua cua ctra hang
khi gid ban co thé thay doi tiiy theo mua vy, loai trai cay nhip khau va yéu cau thiét ké

ctia khach hang. Vi vay, trong nhiéu truong hop khach hang van can nhan tin truc tiép

dé dugc bdo gid va tu van chi tiét hon.
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&
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Hinh 2.8: Giao di¢n phén loai album sin phidm trén Fanpage ciia XuXi Fruit

Viéc phan loai album theo timg nhém san pham giup khach hang dé dang tim
kiém thong tin va Iya chon san pham pht hop véi nhu cau. Dong thoi, cach trinh bay
hinh anh twong d6i dong b ciing gop phan nang cao tinh truc quan va tao cam giac

chuyén nghiép cho Fanpage trong qua trinh ban hang truc tuyén.

Tuy nhién, hoat dong ban hang trén Facebook tai XuXi Fruit hién van cOn ton tai
mot s han ché anh huéng dén hiéu qua tiép can khach hang trén nén tang nay. Mot
trong nhimg van dé 16n 1a hoat dong ban hang con phu thudc kha nhiéu vao thuat toan
phan phéi ndi dung cua Facebook. Trong nhiéu trudng hop, mic du cira hang duy tri
dang bai thuong xuyén nhung muc do tiép can khach hang giita cac bai viét chwa 6n
dinh. Mot s bai viét co lugng tuong tac cao, trong khi mot s6 bai khac lai co lugong tiép
can thip du noi dung twong d6i trong dong. Piéu nay khién hiéu qua tiép can khach

hang va kha ning tao don hang c6 su bién dong theo timg thoi diém.

Ngoai ra, hiéu qua quang céo va kha ning tiép can khach hang trén Facebook
chua 6n dinh. Trong mot sb giai doan trién khai Facebook Ads, lugng tuwong tac cua bai
viét chu yéu dén tir nhitng tai khoan d3 timg thudng xuyén twong tac voi Fanpage nhu
nhan vién ctra hang hodc cac tai khoan quen thudc, trong khi kha ning tiép cin dung
nhom khach hang muc tiéu chwa dat hiéu qua nhu mong mudn. Diéu nay cho thiy hoat
dong quang cdo cua ctra hang van con phu thudc kha nhiéu vao co ché phan phdi noi

dung va thuat toan hién thi ctia Facebook.

Bén canh do, viéc x4c dinh tép khach hang muc ti€u va tdi wu quang cao doi khi
chua thuc su hiéu qua, dan dén tinh trang ndi dung quang cao chua tiép can on dinh dén
nhom khach hang méi. Dong thoi, hoat dong ban hang trén Facebook ciing phu thudc
nhiéu vao muc do tuong tac cta bai viét va kha nang duy tri ndi dung thudng xuyén trén
Fanpage. Diéu nay khién ctra hang phai lién tuc cip nhat hinh anh san phim, ding tai
bai viét mai va trién khai quang cdo nham duy tri kha ning tiép can khach hang trén nén

tang Facebook.

Nhin chung, Fanpage Facebook hién dong vai tro quan trong trong hoat dong ban
hang tryc tuyén cia XuXi Fruit va hd trg khach hang thuan tién hon trong qua trinh tim
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kiém thong tin san phim. Tuy nhién, hiéu qua tiép can khach hang trén nén tang nay van
con chiu anh huong bdi thuat toan Facebook, hi¢u qua quang cdo chua on dinh va su
phu thudc vao mirc d twong tac cuia ndi dung ding tai. Pay ciing 1a co s& dé cira hang
tiép tuc hoan thién hoat dong ban hang truc tuyén va nang cao hiéu qua tiép can khach

hang trén nén tang Facebook trong thdi gian toi..
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2.4.2.2. P tin cy ciia théng tin va qua trinh cung cip dich vu (Reliability)
Xét theo tidu chi do tin cdy (Reliability) trong mo hinh E-SERVQUAL, chét

lwong dich vu khach hang duoc thé hién thong qua kha ning doanh nghiép cung cip
thong tin chinh xac, thyc hién dung cam két va han ché sai sot trong qua trinh ban hang
truc tuyén. Déi véi hoat dong kinh doanh trén Facebook, khach hang thuong phu thudc
nhiéu vao hinh anh, noi dung san pham va théng tin do nhan vién tu van cung cap trudc
khi dua ra quyét dinh mua hang. Vi vdy, tinh ddng nhét va d6 chinh xac cta thong tin
san pham c6 anh hudng truc tiép dén mic do tin twdng va sy hai long ctia khach hang

trong qua trinh mua sam tai XuXi Fruit.

D6 tin cdy ciia théng tin va hinh anh san pham

Déi voi hoat dong ban hang trén Facebook, thong tin va hinh anh san phdm dong
vai tro dic biét quan trong do khach hang khong thé truc tiép xem san pham trudc khi
mua. Pbi v6i cac san phadm nhu gid trai cdy hodc hdp qua, khach hang thuong dua ra
quyét dinh mua hang cha yéu dya trén hinh anh va noi dung tu vin dugc cung cp qua

Facebook.

Tai XuXi Fruit, nhan vién sale online thudng giri menu san pham theo tirng mirc
gia két hop véi hinh anh thyuc té dé khach hang lya chon. Vi¢c cung cép hinh anh thuc
té gitip khach hang dé hinh dung hon vé kiéu dang, mau sic va cach trinh bay san pham

trude khi dat mua.

Tuy nhién, hién nay dit liéu hinh anh thyc té san pham cta ctra hang van chua
duoc sap xép va quan 1y mot cach khoa hoc. XuXi Fruit ¢6 gan 100 mau gié va hop trai
cdy véi nhiéu kiéu dang va mirc gia khac nhau, nhung hé thdng hinh anh chua dugc lién
két truc tiép v6i KiotViet. Piéu nay khién nhan vién phai tim kiém hinh anh thu cong
gitra nhiéu thu muc hodc doan chat cii trong qua trinh tu van.

Khi phai xtr Iy nhiéu khach hang ciing lac, nhan vién dé mat nhiéu thoi gian tim
kiém hinh anh hodc gai nham mau san pham cho khach hang. Mot sb truong hop khach
hang duoc giri hinh anh khéng dung voi san pham dang quan tim, lam anh hudong dén
d6 chinh x4c trong tu vén va giam mirc do tin tudng cta khach hang d6i véi thong tin

san pham.
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Bén canh do, tinh trang tdn kho chua dugc cap nhat kip thoi cling anh hudng dén
d6 chinh x4c ctia thong tin cung cip cho khach hang. Trong nhiéu truong hop, san pham
thuc t& co su thay d6i vé nguyén liéu hodc thanh phan do trai cdy bi hu hodc hét hang
tai thoi diém xir Iy don. Piéu nay khién san pham thuc té c6 su khac biét so véi hinh

anh khach hang da tham khao trude do.

Ngoai ra, hinh anh san phém sau khi hoan thién chua thuc su déng déu vé chat
luong. Sau khi lam xong gi6 trdi cay hodc hop qua, nhan vién ctra hang s€ chup anh gtri
khach x4c nhan trude khi giao. Tuy nhién, k§ niang chup anh ctia nhan vién con han ché
nén nhiéu hinh anh chua thé hién duoc tinh tham my thyc té ctia san pham. Anh sang,
goc chup hodc bd cuc chua phit hop khién san pham chua tao duoc sy thu hit nhu mong
doi.

Bén canh van d& vé hinh anh san phim, co cdu mau mi san pham tai XuXi Fruit
hién van chua thuc su dap tng diy du nhu ciu thuc té ctia khach hang trén nén tang
Facebook. Hién nay, cira hang c6 kha nhidu miu hop trai cay voi muc gia da dang, dao
dong tir khoang 199.000 dong dén 599.000 dong, phu hop voi nhiéu nhom khach hang
khac nhau. Tuy nhién, d6i voi dong san pham gi6 trai cdy — nhém san pham dugc nhiéu
khach hang quan tdm khi mua qua ting — s6 luong miu ma va phan khuc gia hién con

turong d6i han ché.

Trong thuc té tur vin ban hang, nhiéu khach hang thudng c6 nhu cu dit cac mau
gio trai cay trong khoang gia tir 300.000 dong dén 500.000 dong do day 1a mic gia phu
hop véi nhu cau qua tang phd thong nhu sinh nhat, thim bénh hoic biéu ting don gian.
Tuy nhién, tai XuXi Fruit hién chi c6 s lugng it mau gié ¢ phan khic ndy, chil yéu gdm
khoang hai mau gié murc gia 350.000 dong va hai mau gidé muc gia 500.000 déng. Trong
khi d6, phan 16n cac mau gio con lai thudc phan khuc gia cao hon, dao dong tir khoang
799.000 dong dén trén 1.499.000 dong. Piéu nay khién nhan vién sale online gap kho
khan khi tu van cho nhom khach hang c6 ngan sach trung binh.

Ngoai han ché vé muc gi4, kiéu dang gi6 trai ciy cua cira hang hién ciing chua
thue su da dang. Hién nay, XuXi Fruit chl yéu sir dung gio coi hinh tron va gi6 c6i hinh
chit nhat dé 1am san pham qua ting. Tuy nhién, miu gi6 hinh chir nhat thuong xuyén roi

vao tinh trang hét hang do sd lugng nhap vé khong nhiéu, trong khi cira hang chu yéu
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tap trung nhip gié coi hinh tron. Pidu ndy din dén viéc nhiéu khach hang khong tim

dugc mau gi6 phu hgp véi nhu cau hodc so thich ca nhan.

Trong qué trinh tu van, khong it khach hang bay t6 mong mudn c6 thém cic miu
gi6 hinh chit nhat hodc cac kiéu gid khac véi muc gia dudi 500.000 dong. Tuy nhién, do
ctra hang chua c6 nhiéu Iya chon & phan khiic nay nén nhiéu truong hop khach hang chi
tham khao san pham nhung khong tién hanh dit mua. Piéu nay khong chi anh hudng
dén kha ning chdt don cuia d6i ngii sale online ma con lam giam kha ning dap Gmg nhu

cau da dang ctia khach hang trén nén tang Facebook.

Co thé théy, mac du XuXi Fruit da co6 su da dang nhét dinh vé san phém hop trai
ciy, nhung dong san pham gio qua van con mat can ddi giita miu ma va phan khuc gia.
Han ché nay anh huong tryc tiép dén kha nang dap tmg nhu cau khach hang va tac dong
dén cam nhéan cua khach hang vé sy da dang san phim trong qua trinh mua hang truc

tuyén.

Bing 2.8 Ddnh gid ciia khdch hang vé dp tin cdy ciia thong tin va hinh dnh sin

phim
Pié¢m trung binh
Ma Noi dung khao sat (thang do Likert 5

mirc)

Hinh anh san pham trén Facebook rd rang va dep | 3,68

TTI1 mit.

TT2 Thong tin san pham dugc cung cap day da va dé hiéu. | 3,55

San pham thyc té twong ddi gidng v6i hinh anh duge | 3,32
TT3 tur vén,

Hinh anh san pham gitp khach hang dé lya chon san | 3,61

TT4 pham.
TT5 MAu mi san phim cua XuXi Fruit da dang. 3,16
TT6 Cira hang c6 nhiéu mirc gia phu hop dé lya chon. 3,18

Hinh anh san pham thyc té tao cam giac tin twdng khi | 3,58

TT7 mua hang.
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Cac mau gio trai cay cua cira hang dap tmg dugc nhu | 3,18

TT8 cau lua chon cua khach hang.

Ctra hang ¢6 nhiéu mau san pham phu hop véi cac | 3,42

TT9 muc dich tdng qua khac nhau.

Thong tin vé mirc gia san pham dugc tu van ro rang | 3,74

TT10 va dé hiéu.

( Ngudn Két qua khao sat cia tac gia (2026) )

Két qua khao sat tai Bang 2.8 cho thiy khach hang nhin chung c6 danh gia twong
dbi tich cuc ddi v6i chat lugng thong tin va hinh anh san phim cta XuXi Fruit trén nén
tang Facebook. Trong d6, tiéu chi “Thong tin vé mirc gia san pham dugc tu van rd rang
va dé hiéu” dat diém trung binh cao nhat véi 3,74 diém. Két qua nay cho thay doi ngii
sale online nhin chung d3 cung cAp thong tin gia ban kha rd rang trong qua trinh tu vén,

gitip khach hang dé& dang lya chon san phdm phil hop v6i nhu cau va ngan sach ca nhan.

Bén canh d6, tiéu chi “Hinh anh san phdm trén Facebook & rang va dep mit” dat
3,68 diém va “Hinh anh san phém gitup khach hang dé lya chon san phém” dat 3,61 diém.
Piéu nay cho thay hinh anh san pham trén Fanpage budc dau tao duoc sy thu hat va hd
trg khach hang trong qué trinh tham khao san pham truc tuyén. Ngoai ra, tiéu chi “Hinh
anh san pham thuc té tao cam giac tin twéng khi mua hang” dat 3,58 diém va “Thong
tin san phim duoc cung cip diy du va dé hiéu” dat 3,55 diém, phan anh khach hang

turong d6i hai long vé ndi dung théng tin ma cira hang cung cap trong qua trinh tu véan.

Tuy nhién, két qua khao sat cling cho thiy van con nhiéu han ché lién quan dén
tinh da dang va dg chinh xac cua hinh anh san phém thuc té. Cu thé, tiéu chi “San phém
thuc té trong ddi gidng vai hinh anh dwoc tr van” chi dat 3,32 diém. Két qua nay phan
nao phan 4anh thyc trang thay doi nguyén liéu va thanh phan san phim dién ra kh4 thuong
xuyén tai XuXi Fruit do dic thu kinh doanh trai ciy twoi. Trong nhiéu truong hop, mot
sO loai trai cay hodc phu kién trang tri c6 thé thay doi theo tinh trang hang hoa thuc té
tai cira hang, dan dén san phém hoan thién co6 su khac biét nhat dinh so véi hinh anh

khach hang tham khao ban dau.

Ngoai ra, cac ti€u chi lién quan dén sy da dang san pham déu c6 mirc danh gia
chua cao. Tiéu chi “Mau ma san pham ctia XuXi Fruit da dang” chi dat 3,16 diém; “Ctra

hang c6 nhiéu murc gia phi hop dé lya chon” dat 3,18 diém va “Céac miu gio trai cay
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ctia ctra hang dap tmg dugc nhu cau lra chon cua khach hang” ciing chi dat 3,18 diém.
Két qua nay twrong d6i pht hop voi thuc trang van hanh hién nay cta cira hang khi dong

san pham hop trai cay co6 su da dang v€ mau ma va muc gia hon so véi dong gio trai cay.

Mic du hinh anh san pham trén Fanpage dugc khach hang danh gia trong ddi tot,
nhung qua trinh quan 1y dit liéu hinh anh tai ctra hang hién van chua dugc hé théng hoa
khoa hoc. Nhan vién sale online thudng phai tim kiém hinh anh thu céng tir Fanpage
hoic cac doan chat cii khi tu van cho khach hang. Khi xtr Iy nhiéu khach hang cung lic,
nhan vién d& mt thoi gian tim hinh anh hodc gtri nham mAu san pham cho khach. Piéu
nay anh hudng dén tinh chinh x4c cta thong tin tu van va 1am giam cam nhéan ciia khach

hang vé tinh chuyén nghiép trong qué trinh phuc vu.

Nhin chung, két qua khao sat cho thdy khach hang danh gia twong ddi tich cuc
vé chit luong thong tin va hinh anh san pham trén Facebook ctiia XuXi Fruit. Tuy nhién,
su thiéu dong bo trong quan 1y dit liéu hinh anh, tinh trang thay d6i nguyén liéu thuc té
va han ché vé sy da dang cia cac miu gio trai cdy van dang anh hudng nhét dinh dén
do tin cdy cia thong tin san pham va kha ning dap tmg nhu cau khach hang trong hoat

dong ban hang truc tuyén.

2.4.2.3. Kha nang dap ing khach hang trén Facebook (Responsiveness)

Xét theo tiéu chi kha nang dép ung (Responsiveness) trong mo hinh E-
SERVQUAL, toc do phan hoi va kha niang hd trg khach hang trén Facebook c6 anh
huong truc tiép dén trai nghiém mua hang truc tuyén cua khach hang tai XuXi Fruit.
Trong hoat dong ban hang trén Facebook, khach hang thudng c6 xu huéng mong mudn
duoc phan hoi nhanh chong, dic biét trong cac khung gid cao diém hodc khi can tu vén
san pham gap. Vi vay, kha ning phan hoi kip thoi va duy tri qua trinh trao doi lién tuc
giita nhan vién sale online va khach hang dugc xem 1a yéu t6 quan trong anh hudéng dén

mirc d6 hai long cua khach hang trong qua trinh mua sam truc tuyén.
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Téc dd phan hoi va kha ning dép vmg khdch hang trén Facebook

Trong hoat dong ban hang truc tuyén trén Facebook, toc do phan hoi va kha ning
dap tmg khach hang trén Facebook c6 anh hudng truc tiép dén kha ning giit chan khach
hang va hi¢u qua chdt don cua doanh nghiép. Péi voi XuXi Fruit, toan bd tin nhin va
binh luan tir khach hang dugc quan 1y thong qua hé théng Pancake nham hd trg doi ngii

sale online theo doi va xtr Iy nhiéu cudc hoi thoai cung luc.

-

Hinh 2.9: Logo wng dung Pancake

Viéc img dung Pancake gitip cira hang giam thiéu tinh trang bo so6t khach hang
va hd tro luu trir lich st trao d6i trong qua trinh tr van. Hé thong nay cho phép nhan
vién tiép nhan va xtr 1y nhiéu khach hang cung thoi diém, dic biét trong cac giai doan

lugng khach tang cao do hoat dong quang cao trén Facebook.

Tuy nhién, trong qua trinh van hanh thuc té, toc do phan hoi cta cira hang van
chua duy tri duoc su 6n dinh. Mot trong nhitng nguyén nhan chinh xuét phat tir viéc
khach hang thuong tap trung déng vao khung gid cao diém budi tdi, dic biét tir khoang
17h dén 22h. Pay 14 thoi diém cac chién dich quang cdo duoc diy manh va luong khach

hang nhén tin ting dot bién.

Mic du hoat dong quang cdo do bd phan marketing trién khai, nhung d6i ngi
sale online lai khong duoc cap nhat day du vé thoi diém quang céo chay manh. Piéu
nay khién nhan vién bi dong trong qua trinh chuan bj va phan bo thoi gian xir 1y khach
hang. Khi luong khach ting nhanh trong thoi gian ngin, nhan vién thuong phai xir 1y
nhiéu cudc trd chuyén cung lic, din dén phan héi chdm hodc thiéu lién tuc trong qua

trinh trao doi.

Bén canh d6, hé thong Pancake hién van con ton tai han ché trong viéc phan chia
khach hang gitra cac nhan vién. C6 thoi diém mdt nhan vién phai tiép nhén luong 16n

khach hang trong khi nhan vién khéc lai it khach hon. Sy phan bo chua dong déu nay
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1am ting ap lyc xir Iy 1én mot s6 nhan vién va anh hudng truc tiép dén toc d6 phan hoi

khach hang.

Trong nhiéu truong hop, khach hang phai chd phan hoi trong thoi gian khé 1au
hodc bi gian doan gitra cudc tro chuyén do nhan vién phai xu 1y déng thoi nhidu khach
hang khac nhau. Dé han ché viéc mat khach, cac nhan vién khac thudng chu dong tiép
nhan cudc tro chuyén khi khach cho qua 1au. Tuy nhién, viéc nhiéu nguoi cing tham gia
xtr Iy mot khach hang lai d& din dén tinh trang thong tin bi chong chéo hoic thiéu thong

nhét.

Ngoai tinh trang phan hdi chdm vao cac khung gid cao diém, hoat dong phan hoi
khach hang sau thoi gian nghi hodc ngoai gid lam viéc hién van con chua thuc su 6n
dinh. Trong thyc té, nhiéu khach hang thuong nhan tin vao budi toi muodn hoic ngoai
thoi gian lam viéc cua nhan vién sale online. Tuy nhién, do sb lugng nhan sy con han

ché nén mot s tin nhin chua dugc phan hoi kip thoi ngay khi khach hang lién hé.

Trong mdi trudng ban hang truc tuyén, khach hang thudng c6 xu huéng mong
mudn dugc phan hdi nhanh dé dua ra quyét dinh mua hang ngay tai thoi diém phat sinh
nhu cau. Vi vay, viéc phan hoi cham sau thoi gian nghi hoic ngoai gidr lam viée dé khién
khach hang chuyén sang tham khao cac ctra hang khac c¢6 tdc do hd trg nhanh hon. Didu
nay anh hudng truc tiép dén kha ning giit chan khach hang va hiéu qua chdt don trén

nén tang Facebook.

Bing 2.9 Ddnh gid ciia khdch hang vé téc dp phin hoi va khd ning ddp iing khdch

hang
Pi¢m trung binh
Ma Noi dung khao sat (thang do Likert 5
mirc)
PHI Nhan vién phan hoi tin nhan nhanh chéng. 2,76
PH2 Thoi gian phan hdi cua cira hang twong d6i phu hop. | 2,95
PH3 Khach hang khong phai chd qua 1au khi duge tu van. | 2,71
PH4 Qua trinh trao d6i véi nhan vién it bi gian doan. 2,92
PH5 Nhan vién hé trg kip thoi trong qua trinh dit hang. | 3,00
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Téc d6 phan hoi cua cira hang twong d6i 6n dinh vao | 2,50

PH6 gid cao diém.

Nhan vién theo ddi va phan hoi khach hang day du | 2,84
PH7 trong sudt qua trinh dat hang.

Khach hang dé dang lién hé véi ctra hang khi can ho | 3,13
PHS tro.

( Ngudn Két qua khao sat cia tac gia (2026) )

Bang 2.9 cho thiy khach hang chua danh gia cao vé toc d6 phan hoi ciia XuXi
Fruit trong qua trinh ban hang trén Facebook. Phan 16n cac tiéu chi khao st chi dat mirc
diém trung binh tir 2,50 dén 3,13 diém, cho thay hoat dong phan hoi khach hang cua cira

hang hién van con ton tai nhiéu han ché trong qua trinh van hanh thyec té.

Trong d9, tiéu chi “Khach hang dé dang lién hé vdi cira hang khi can hd tro” dat
mirc cao nhat véi 3,13 diém. Két qua nay cho thiy khach hang van c6 thé tiép can va
lién hé véi ctra hang twong ddi thuan tién thong qua Fanpage Facebook va hé théng nhin
tin truc tuyén. Bén canh dé, tiéu chi “Nhan vién hd tro kip thoi trong qua trinh dat hang”
dat 3,00 diém va “Thoi gian phan hoi clia cira hang twong d6i phu hop” dat 2,95 diém.
Diéu nay cho thay doi ngii sale online ciia ctra hang nhin chung van dap ting duoc cic

nhu cdu hd tro co ban cua khach hang trong qua trinh mua hang tryc tuyén.

Tuy nhién, nhiéu tiéu chi lién quan truc tiép dén tdc 46 phan hoi lai c6 mirc danh
gia chua cao. Cu thé, tiéu chi “Nhén vién phan hoi tin nhin nhanh chéng” chi dat 2,76
diém; “Khach hang khong phai chd qué 1au khi duge tu van” dat 2,71 diém. Dic biét,
tiéu chi “Toc do phan hoi cia cira hang twong dbi on dinh vao gid cao diém” chi dat
2,50 diém, 1 tiéu chi c6 muc danh gia thip nhit trong nhom khao sat. Két qua nay cho
thdy kha rd tinh trang qua tai phan hoi khach hang tai XuXi Fruit trong cac khung gid
cao diém budi toi.

Ngoai ra, két qua khao sat ciing cho thay tiéu chi “Qua trinh trao d6i véi nhan
vién it bj gian doan” chi dat 2,92 diém. Két qua nay phan anh thyuc té ring khach hang
van thudng gip tinh trang trao d6i chua lién tuc hodc phai chd phan hoi trong qua trinh
tu van. Trong nhiéu truong hop, dé tranh mat khach do phan hoéi cham, cac nhéan vién

khac s& chu dong tiép nhan cudc tro chuyén khi khach chd qué 1au. Tuy nhién, viéc nhiéu
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nhan vién cing tham gia xir Iy mot khach hang lai d& dan dén tinh trang thong tin bi

chdng chéo hoic thiéu thong nhit trong qua trinh tur véan.

Nhin chung, két qua khao sat cho thay téc d6 phan hdi khach hang trén Facebook
tai XuXi Fruit hién van con ton tai nhiéu han ché, dic biét vao cac khung gio cao diém.
Mic du ctra hang da ing dung phan mém hd tro quan 1y hoi thoai nham giam tinh trang
b6 sét khach hang, nhung ap luc xt 1y sé lwong 16n khach hang trong thoi gian ngén
cung sy phan bd coéng viée chua déng déu giita cac nhan vién van anh huéng dang ké
dén téc d6 phan hoi, tinh lién tuc trong qua trinh tu vin va cam nhan ctia khach hang vé

chat lugng phuc vu trén nén tang Facebook.

Thdi d6 phuc vu va ky ndng tw van trén Facebook

Trong hoat dong ban hang truc tuyén trén Facebook, doi ngii sale online tai XuXi
Fruit giit vai trod truc tiép twong tac va hd trg khach hang trong subt qué trinh mua hang.
Do dic thii cia san pham 1a gio trai cAy va hop qua mang tinh thim my cao, khach hang
thuong c6 nhu cau duogc tu van chi tiét v& miu mi, mic gia, thanh phan san pham va
muc dich str dung. Vi vdy, thai d6 phuc vu va k¥ ning tu vin cta nhan vién c6 anh hudng

16n dén cam nhan cta khach hang vé chat lugng dich vu cia cura hang.

Trong thuc té van hanh, ddi ngii sale online cia XuXi Fruit nhin chung c6 thai
d6 giao tiép twong dbi than thién, chu dong chao hoéi va hd trg khach hang trong qua
trinh lya chon san pham. Pdi véi cac khach hang chua xac dinh & nhu cau, nhan vién
thuong tu van theo ngan sach va muc dich st dung nhu sinh nhat, khai trwong, thim
bénh hoic biéu ting. Piéu nay giup khach hang dé hinh dung va lya chon san phidm phu
hop hon trong qué trinh mua hang tryc tuyén.

Déi v6i cac khach hang c6 yéu cau riéng vé thiét ké gio trai cay hoic mudn thay
d6i thanh phén san phém, mot s6 nhan vién chua thuc sy linh hoat trong qua trinh xir ly
va tu van. Diéu nay xuat phat tir viéc kinh nghiém va k¥ nang xt ly tinh hudng gitta cac
nhan vién con chua dong déu. Mot sé nhan vién c6 kha ning giao tiép va tu vén tot,
trong khi mot s6 truong hop khéc lai chu yéu thuc hién theo khudén mau c6 sén, dan dén

viéc khach hang chwa cam thay duogc hd tro day du.

Bén canh d6, vao cac khung gid cao diém khi luong khach ting manh, ap luc

cong viéc tai cira hang ciing gia tang dang ké. Trong thoi gian ndy, nhan vién ban hang
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va thu ngan tai ctra hang thuong phai dong thoi xir Iy nhidu cong viée nhu 1am gid trai
cdy, cit trai cdy, ép nudc, kiém tra hang hoa va hd trg khach mua truc tiép. Trong khi
d6, doi ngil sale online chii yéu phuy trach tu van va 1én don trén hé thong nén khong cé
k¥ nang thuc hién gio trai cdy dé hd trg tryc tiép cho bd phan cira hang khi qua tai. Diéu

nay khién qua trinh chudn bi san phdm cho khéach online d6i khi bi kéo dai.

Do 4p luc xir Iy don hang 16n trong thdi gian ngan, mot s6 nhan vién tai ctra hang
d& roi vao trang thai cing thing hodc voi vang trong qua trinh phdi hop cong viée. Trong
mot s6 trudng hop, khi sale online lién tuc hoi tién do 1am san pham dé phan hoi khach
hang, nhan vién cira hang c6 thé xuat hién thai d6 khé chiu hodc phan hoi chua thyc su
tich cuc. Tuy nhién, sale online cling khé chu ddng thic giuc tién do xtur 1y vi phu thudc
hoan toan vao bd phan truc tiép lam san phim. Diéu nay lam cho thoi gian phan hoi

khach hang kéo dai hon, dac bi¢t do1 vai cac don hang can chinh stra theo yéu cau riéng.

Ngoai ra, vao cac khung gio cao diém, tinh trang nhiéu nhdn vién sale online
cung tham gia xir Iy mot khach hang van xay ra nham tranh bo sot khach. Mic du cach
xir Iy ndy gitp giam nguy co mat khach do phan h6i cham, nhung dong thoi ciing lam
ndi dung tu vén thiéu tinh théng nhat. Mot sd khach hang nhan duoc nhiéu huong tu
van khac nhau hodc bi lip lai thong tin trong qua trinh trao d6i, anh huéng dén cam nhan

vé su chuyén nghiép trong phuc vu.

Bing 2.10 Pdnh gid ciia khdch hang vé thdi d va kj ning tw vin trén Facebook

Pié¢m trung binh

Ma Noi dung khao sat (thang do Likert 5
mirc)
V1 Nhan vién tu van nhiét tinh va than thién. 3,63
TV2 Nhén vién hd trg day du thong tin san pham. 3,53
TV3 Noi dung tu van cta nhan vién dé hiéu. 3,53
TV4 Nhan vién tu van phu hop vé1 nhu cau cua khach hang 3,53
TV5 Nhén vién xt 1y tinh hudng twong dbi linh hoat. 3,13

Nhan vién chi dong ho trg khach hang trong qua trinh lya

TV6 chon san pham. 3,55

Nhan vién giai thich r6 rang khi san pham c6 thay doi vé

V7 mau mi hodc thanh phan. 3,45
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Nhan vién tao cam giac chuyén nghiép trong qua trinh tu

TV8 van qua Facebook. 3,53

( Ngudn Két qua khao sat cia tac gia (2026) )

Két qua khao sat tai Bang 2.10 cho thay khach hang nhin chung danh gia kh4 tich
cuc dbi véi thai do va k¥ ning tu van cia d6i ngii sale online tai XuXi Fruit. Trong do,
tiéu chi “Nhan vién tu van nhiét tinh va than thién” dat diém trung binh cao nhat véi
3,63 diém. Két qua nay cho thay phan 16n khach hang cam nhan duoc su than thién va
thai do hd tro twong d6i tich cuc ctia nhan vién trong qua trinh tu van qua Facebook.
iy duoc xem 13 mot trong nhitng yéu t6 quan trong giup cira hang tao thién cam véi

khach hang trong mdi truong ban hang truc tuyén.

Bén canh do, cac tiéu chi nhu “Nhan vién chu dong hd trg khach hang trong qua
trinh lya chon san phém” dat 3,55 diém; “Nhan vién hd trg déy du thong tin san phém”,
“Noi dung tu van ctia nhan vién dé hiéu”, “Nhan vién tu van phu hop véi nhu cau cia
khach hang” va “Nhan vién tao cam giic chuyén nghiép trong qué trinh tu vin qua
Facebook” déu dat mirc 3,53 diém. Diéu nay cho thiy doi ngii sale online cua cira hang
budc dau dap tmg duoc nhu ciu hd tro co ban cia khach hang trong qué trinh lya chon

san pham va dit hang trén Facebook.

Tuy nhién, két qua khao sat cling phan 4nh mot s6 han ché nhit dinh trong hoat
dong tu van cua cira hang. Tiéu chi “Nhan vién xir 1y tinh hudng tuong déi linh hoat”
chi dat 3,13 diém, thip nhét trong nhom khao sat. Didu nay cho thay kha ning xtr 1y cac
tinh hudng phat sinh hodc cac yéu cau dic biét tir khach hang van chua thuc sy dap tng
t6t ky vong cua khach hang. Trong thuc té, d6i voi cac truong hop khach yéu cau thay
d6i thanh phan san pham, diéu chinh miu gio trai cay hodc can tu van theo ngan sach
cu thé, mot s6 nhan vién con kha phu thudc vao cac mau tin nhén c6 sin va chua thuc
su linh hoat trong cach xur ly.

Ngoai ra, ti€u chi “Nhan vién giai thich rd rang khi san pham c6 thay d61 vé mau

N
AL

ma hodc thanh phan” dat muc 3,45 diém. Két qua ndy phan nio phan anh tinh trang thay
d6i nguyén liéu va mau ma san pham dién ra khé thudng xuyén tai XuXi Fruit do dic
thu kinh doanh trdi cdy twoi. Trong nhiéu trudng hop, san pham thyc té phai thay doi
thanh phan do trai cay hét hang hodc nguyén liéu khong dam bao chit lugng. Tuy nhién,

viéc cAp nhat thong tin gitta cira hang va doi ngii sale online doi khi chua kip thoi, dan
99



dén viéc nhan vién chua giai thich day du cho khach hang vé sy thay doi ctia san pham

thuc té so v6i hinh anh ban dau.

Bén canh d6, ap lyc xir Iy s6 luong 16n khach hang trong thoi gian ngin ciing anh
huong nhat dinh dén chét luong tu van cta doi ngii sale online. Vao cac khung gio cao
diém, nhan vién thudng phai xur Iy dong thoi nhiéu cudc tro chuyén cung luc, ddn dén
viéc ndi dung tu véan doi khi thiéu su c4 nhan hoa hodc chua thuc sy nhat quan gitra cac
nhan vién. Diéu nay anh huéng dén cam nhan cua khach hang vé tinh chuyén nghiép

trong qua trinh phuc vu.

Nhin chung, két qua khao sat cho thiy khach hang danh gia trong ddi tich cuc
vé thai do phuc vu va kha ning hd trg ctia doi ngii sale online tai XuXi Fruit. Tuy nhién,
kha nang xur 1y tinh hubng, tinh linh hoat trong tur van va sy théng nhat trong qué trinh
hd trg khach hang van con mot s6 han ché nhat dinh. Nhitng van dé nay khong chi anh
huong dén hiéu qua tu van ban hang ma con tac dong truc tiép dén cam nhén coa khach

hang vé chat lugng dich vu trén nén ting Facebook cia cira hang.

2.4.2.4. Tinh bio mat (Privacy/Security) va hd tre khach hang (Customer Service)

Xét theo tiéu chi tinh bao mat (Privacy/Security) va ho trg khach hang (Customer
Service) cua mo6 hinh E-SERVQUAL, hoat dong thanh todn va giao dich tryc tuyén can
dam bao tinh an toan, minh bach va kha niing hd trg khach hang kip thoi trong qua trinh
mua sam. Trong hoat dong ban hang truc tuyén trén Facebook, khach hang thudng thanh
toan thong qua chuyén khoan hoidc cac hinh thuc truc tuyén khéac, vi vay chinh sach
thanh toan, giao hang, d6i tra va giai quyét khiéu nai c6 anh hudng truc tiép dén su tin
tuong va trai nghiém cua khach hang d6i véi XuXi Fruit.

Chinh sdach thanh todn giao hang, déi trd va gidi quyét khiéu nai

Trong hoat dong ban hang truc tuyén trén Facebook, chinh sach thanh toan, giao
hang va hd tro sau ban c6 anh huong 16n dén cam nhan cua khach hang vé mic do
chuyén nghiép va d6 tin ciy cua doanh nghiép. Tai XuXi Fruit, khach hang hién c6 thé
lua chon nhiéu hinh thtrc thanh toan khac nhau nhu thanh toan khi nhan hang, chuyén

khoan ngan hang hoic thanh toan qubc t& d6i voi mot sé khach hang & nude ngoai.
Déi voi cac giao dich thanh toan qudc té bang Mastercard hodc thanh toan xuyén
bién gidi, qua trinh xir Iy hién van con twong dbi phirc tap do lién quan dén hoat dong
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x4c minh va tra soat tir phia ngan hang qudc té. Trong trudng hop phat sinh tranh chip
giao dich hodc yéu cu hoan tién, ctra hang cin cung cap day du cac théng tin xac nhan
don hang, ndi dung trao doi voi khach hang va dir liéu thanh toan dé phuc vu cho qua
trinh d6i soat. Tuy nhién, néu qué trinh x4c nhan don hang ban dau chua duoc thyc hién
day du hodc thong tin trao doi chua rd rang, viée xir Iy tranh chap thuong mat kha nhiéu
thoi gian.

Trong thyc té, ddi v6i mot s6 giao dich quéc té, khi khach hang giri yéu cau hoan
tién dén phia ngan hang phat hanh thé Mastercard, ngan hang c6 thé thyuc hién hoan tién
cho khach truéc trong qua trinh tra soat giao dich. Diéu nay khién cira hang gap rui ro
bi trir lai khoan thanh todn méc du don hang da dugc xur ly trude do. Vi vay, doi ngii
sale online thudng phai thuc hién nhiéu budc xac nhan véi khach hang trude khi chét
don ddi véi cac giao dich qudc té nham han ché cac tranh chip phat sinh sau nay. Pong
thoi, qua trinh phéi hop xur 1y giita sale online, ké toan va ngan hang ciing lam kéo dai

thoi gian phan hoi khach hang khi phat sinh cac van d¢é lién quan dén thanh toan.

Bén canh hoat dong thanh toan, giao hang va cham soc khach hang sau ban hi¢n
duoc XuXi Fruit trién khai thong qua céc don vi van chuyén nhu Grab, Xanh SM . Sau
khi hoan tit don hang, nhan vién sale online s& theo ddi qua trinh giao nhan va hd tro

khach hang néu phat sinh cac van dé lién quan dén van chuyén hoac san pham thuc te.

Tuy nhién, trong qua trinh van hanh thuc té, hoat dong giao hang hién van con
ton tai nhiéu han ché anh huong dén chat lugng phuc vu khach hang. Mot trong nhiing
van dé phé bién 1a phi van chuyén hién chua duoc déng bo truc tiép vO1 hé théng
KiotViet. Nhan vién phai nhdp phi ship thii cong qua nhiéu budc trung gian trude khi
hoan tat don hang. Diéu nay khong chi lam ting thoi gian xir Iy ma con dé phat sinh sai

sOt trong qua trinh van hanh.

Bén canh van dé giao hang, hoat dong xtur 1y khiéu nai tai cira hang hi¢n van con
kha don gian. Khi phét sinh cac trudng hop san pham bi dap trong qué trinh van chuyén
hodc khach hang phan anh san pham thuc té chua giéng ky vong ban dau, cach xir ly
chu yéu van ding lai & viéc xin 16i khach hang ma chua c6 quy trinh hd tro cu thé cho
ting tinh hudng. Diéu nay khién mot s6 khach hang cam thay phan héi ctia minh chua
duoc giai quyét thoa dang, dic biét dbi voi cac don hang c6 gia tri cao hodc mang tinh

qua tang.
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Ngoai ra, ddi véi khach hang doanh nghiép c6 nhu cau xuit hoa don VAT, thoi
gian xur Iy hoa don thuong kéo dai do phu thudc vao b phan ké toan thudc La Ban Corp.
Trong nhiéu trudng hop, khach hang phai chu dong lién hé lai nhiéu lan dé kiém tra tién
d6 xuat hoa don hodc nhic giri hoa don dién tir. Picu ndy anh huéng dén cam nhan cia
khach hang vé tinh chuyén nghiép va mirc d6 dong b trong hoat dong cham soc sau

ban cua cua hang.

Bing 2.11 Panh gid ciia khdch hang vé hoat dong giao hang, thanh todn hé tro sau

ban va gidai quyét khiéu nai

Pié¢m trung binh

Ma Noi dung khao sat (thang do Likert 5
mirc)
GHI1 Pon hang duoc giao dung thoi gian dy kién. 2,97
GH2 San pham khi giao van dam bao hinh thirc va chat | 3,00
luong.
GH3 Nhén vién hd tro tot khi phat sinh van dé lién quan | 2,71

dén don hang.

GH4 Cira hang xir 1y khiéu nai ctia khach hang twong ddi | 2,53
hop 1y.

GHS Chinh sach hd trg khach hang cia cira hang twong | 2,87
d6i 13 rang.

GH6 T6i hai long voi cach cira hang giai quyét cac van dé | 2,55
phat sinh.

GH7 Nhan vién theo ddi don hang va hd trg khach hang | 2,71
trong qué trinh giao hang.

GHS8 To1 hai long vo1 cach thanh toan cta ctra hang. 2,74

GH9 Qua trinh hd tro sau ban tao cam giac yén tdm cho | 2,87
khéch hang.

( Nguon Két qua khdo sdt ciia tac gia (2026) )

Bang 2.11 cho thay khach hang chua danh gia cao vé hoat dong giao hang, thanh
toan hd tro sau ban va giai quyét khiéu nai tai XuXi Fruit. Phan 16n cac tiéu chi khao
sat chi dat mirc diém trung binh dao dong tir 2,53 dén 3,00 diém, phan anh hoat dong

102



cham séc khach hang sau ban hién van con nhiéu han ché trong qua trinh van hanh thuc

14
A

te.

Trong d6, tiéu chi “San pham khi giao van dam bao hinh thic va chat luong” dat
mirc cao nhat voi 3,00 diém. Bén canh d6, tiéu chi “Pon hang duoc giao dung thoi gian

2

du kién” dat 2,97 diém va “Chinh sach hd trg khach hang cda ctra hang tuong ddi 1o

rang”, “Qua trinh hd tro sau ban tao cam giac yén tam cho khach hang” déu dat 2,87
diém. Két qua nay cho thiy khach hang nhin chung van ghi nhan nd luc cua ctra hang

trong viéc hd trg khach hang sau ban va theo ddi qué trinh giao hang.

Tuy nhién, nhiéu tiéu chi lién quan truc tiép dén hoat dong xu 1y su cd va giai
quyét khiéu nai lai c6 mirc danh gia twong ddi thap. Cu thé, tiéu chi “Ctra hang xu 1y
khiéu nai ctia khach hang twong ddi hop 1y” chi dat 2,53 diém, 1a tiéu chi c6 muc danh
gia thap nhét trong nhoém khao sat. Ngoai ra, tiéu chi “Tdi hai 10ng véi cach cira hang
giai quyét cac van dé phat sinh” dat 2,55 diém; “Nhén vién hd tro t6t khi phat sinh vén
dé lién quan dén don hang” dat 2,71 diém va “Nhén vién theo doi don hang va hd tro
khach hang trong qué trinh giao hang” dat 2,71 diém. Diéu niy cho thdy khach hang van
chua thuc su hai long vé kha nang hd tro va xtr 1y cac van dé phat sinh sau ban hang cua

cua hang.

Bén canh do, ti€u chi “T61 hai long véi cach thanh toan cua ctra hang” chi dat
2,74 diém. Két qua nay phan nao phan anh thyuc trang quy trinh thanh toan tai XuXi
Fruit van con ton tai mot s6 han ché trong qua trinh phéi hop xir 1y giita sale online, bd
phan ctra hang va ké toan. D6i véi mot s6 trudng hop chuyén khoan, thanh toan quéc té
hodc can xuat hoa don VAT, khach hang d6i khi phai chd xac nhan trong khoang thoi
gian kha l4u mé&i nhan duoc phan hoi cu thé. Piéu nay anh huong nhit dinh dén trai
nghiém thanh todn va mirc d¢ thuén tién cua khach hang trong qua trinh mua hang trén

Facebook.

Nhin chung, két qua khao sat cho théy hoat dong thanh toan, giao hang, ho tro
sau ban va giai quyét khiéu nai tai XuXi Fruit hién van con ton tai nhiéu han ché lién
quan dén toc d6 xtr 1y, tinh dong bo trong van hanh va kha ning xir Iy cac van dé phat
sinh sau ban hang. Nhimg yéu t6 ndy anh huong truc tiép dén cam nhén ctia khach hang
vé chét lugng dich vu va muac do tin tudng ddi vé6i hoat dong ban hang truc myén trén

nén tang Facebook cua ctra hang.
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2.4.2.5. Panh gia chung mirc do hai long ciia khach hang

Bén canh viéc danh gia timg tiéu chi cy thé trong mé hinh E-SERVQUAL, nghién
ctru ciing tién hanh khao sat mirc d hai long chung ctia khach hang ddi véi chat luong
dich vu khach hang trong hoat déng ban hang truc tuyén tai XuXi Fruit. Két qua khao
sat duoc str dung nham phan anh mirc @6 hai long tong thé cta khach hang dbi véi qua
trinh tu van, phan hoi, cung cip thong tin san pham, giao hang va hd trg sau ban cua

doanh nghiép trén nén tang Facebook.

Mire dg hai long chung ciia khdach hang vé chat lwong dich vu

Mirc d6 hai long chung cua khach hang 1a co so phan 4nh tong thé chat lwong
dich vu ctia doanh nghiép trong qua trinh ban hang truc tuyén. i voi XuXi Fruit, su
hai 10ng ctia khach hang khong chi chiu anh hudng boi chét lrong san pham ma con lién
quan dén thai d6 tu vén, tc d6 phan hoi, qua trinh giao hang va kha ning hd tro sau ban.
Vi vay, viéc khao sat muic do hai long chung ciia khach hang gitp dénh gia tong quat
cam nhan cta khach hang ddi v6i chat lugng dich vu trén nén tang Facebook cia ctra

hang.
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Bing 2.12 Ddnh gid ciia khdch hang vé mirc dé hai long chung doi véi chit lwong

dich vu trén Facebook tai XuXi Fruit

Pié¢m trung binh

Ma Noi dung khao sat (thang do Likert 5
mirc)
HL1 Pon hang dugc giao ding thoi gian dy kién. 3,18
HL2 San pham khi giao van dam bao hinh thic va chat | 3,47
luong.
HL3 Nhén vién hd trg tot khi phat sinh van dé lién quan | 3,68

dén don hang.

HL4 Cira hang xir 1y khiéu nai ctia khach hang twong ddi | 3,32
hop 1y.

HLS5 Chinh sach hd trg khach hang cua cira hang tuong | 3,34
dbi rd rang.

HL6 T6i hai long voi cach cira hang giai quyét cac van dé | 3,58
phat sinh.

( Ngudn Két qua khao sat cia tac gia (2026) )

Két qua khao sat tai Bang 2.12 cho thay mirc d6 hai 1ong chung ctia khach hang
ddi véi chat luong dich vu trén Facebook tai XuXi Fruit nhin chung & mutc kha, tuy
nhién van con ton tai nhiéu yéu t6 anh hudng dén trai nghiém mua hang cua khach hang
trong qua trinh sir dung dich vu. Céc tiéu chi khao sat c6 mic diém dao dong tur 3,18
dén 3,68 diém, cho thay khach hang dd c6 nhing danh gia twong dbi tich cuc dbi véi
hoat dong ban hang tryc tuyén cia ctra hang, nhung muc d6 hai 1ong van chua thyuc sy

cao va con chiu danh hudéng boi nhi€u han ché trong qua trinh van hanh thyec té.

Trong d6, tiéu chi “Nhan vién hd tro t6t khi phat sinh van dé lién quan dén don
hang” dat muc cao nhat véi 3,68 diém. Két qua nay cho thiy khach hang nhin chung
van ghi nhan su hd trg ctia d6i ngii nhan vién trong qué trinh xtr Iy cic van dé phat sinh
lién quan dén don hang. Trong thuc té, khi khach hang gip cac van dé nhu can thay doi
thoi gian giao hang, thay ddi dia chi nhan hang hodc can hd tro kiém tra tinh trang don
hang, doi ngil sale online van chi dong hd trg va theo ddi don hang cho khach trong
sudt qué trinh giao nhan.
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Bén canh do, tiéu chi “Téi hai 1ong véi cach ctra hang giai quyét cac van dé phat
sinh” dat 3,58 diém va “San pham khi giao vin dam bao hinh thirc va chit luong” dat
3,47 diém. Diéu nay cho théy ctra hang budce dau tao dugc murc do tin tudng nhét dinh
ddi vé6i khach hang trong hoat dong ban hang truc tuyén. Dic biét, d6i voi cac san phém
mang tinh qua ting nhu gio trai ciy hodc hop qua, viéc dam bao hinh thirc san pham khi
giao dén khach hang 1a yéu t6 duoc nhiéu khach hang quan tAm. Trong phan 16n trudong
hop, san pham khi giao vin gitr duoc hinh thic twong ddi 6n dinh va dap tng dugce nhu

cau su dung cua khach hang.

Tuy nhién, két qua khdo sat ciing cho thdy van con nhiéu yéu t6 anh hudng dén
murc 36 hai 1ong chung ctia khach hang. Cu thé, tiéu chi “Pon hang duoc giao ding thoi
gian du kién” chi dat 3,18 diém, 1a tiéu chi c6 murc danh gia thdp nhét trong nhém khao
sat. Két qua nay phan anh tinh trang thoi gian giao hang cta cira hang hién van chua
thuc su 6n dinh, dic biét vao cac khung gid cao diém budi tdi hodc thoi diém thoi tiét
xau. Trong thyc té, hoat dong giao hang cta XuXi Fruit hién phy thudc kha nhiéu vao
cac don vi van chuyén bén ngoai nhur Grab, Xanh SM nén ctra hang kho chi dong hoan
toan vé thoi gian giao nhan. Mot sd trudng hop san pham di hoan thanh nhung van phai
chd tai xé nhan don trong thoi gian kha lau, ddn dén viéc giao hang cham hon so véi

thoi gian d4 tu van ban dau cho khach hang.

Ngoai ra, tiéu chi “Cira hang xir 1y khiéu nai ctia khach hang twong ddi hop 1y”
dat 3,32 diém va “Chinh sach hd trg khach hang cta cira hang tuong d6i rd rang” dat
3,34 diém. Két qua nay cho thdy hoat dong hd tro va chim soc khach hang sau ban tai
XuXi Fruit hién van con mot sd han ché nhat dinh. Trong nhiéu truong hop, khi phat
sinh cac van dé lién quan dén san pham bij dap trong qué trinh van chuyén, giao sai mau
hodc san pham thuc té chua giéng ky vong ban dau ciia khach hang, cach xir Iy chi yéu
van dung lai ¢ viéc giai thich hodc xin 18i khach hang ma chua c6 quy trinh hd tro cu
thé cho timg tinh hudng phat sinh. Diéu nay khién mot s6 khach hang cam thdy phan

hdi ctia minh chua duoc giai quyét thoa dang.

Ngoai ra, mtrc d hai 10ng chung ctia khach hang con chiu anh hudng bdi cac yéu
t6 da dugc phan tich & cac phan trude nhu téc do phan hoi tin nhan chua 6n dinh vao
gio cao diém, sy thiéu dong bo trong tu van giira cdc nhan vién, tinh trang thay do6i
nguyén liéu san pham thuc té hodc thoi gian xir Iy don hang kéo dai khi hé thdng chua
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cap nhat ddy du dit liéu san pham va tdn kho. Mic du timg van dé riéng 1¢ c6 thé khong
qua 16n, nhung khi x4y ra déng thoi trong qua trinh mua hang s& anh huéng dang ké dén

trai nghiém tong thé cua khach hang trén nén tang Facebook.

Nhin chung, két qua khao sat cho thay khach hang c6 danh gia twong dbi tich cuc
ddi véi chat lugng dich vu trén Facebook tai XuXi Fruit. Ctra hang da budc dau tao duoc
muc d6 tin tudng va duy tri duoc kha ning hd trg khach hang trong qua trinh mua hang
truc tuyén. Tuy nhién, cac han ché lién quan dén téc d6 giao hang, kha nang xir Iy khiéu
nai, tinh déng bo trong hoat dong ho tro sau ban va su phéi hop gitta cac bd phan van
dang anh hudng nhat dinh dén mirc d6 hai 1ong chung ctia khach hang d6i v6i hoat dong

ban hang truc tuyén cua ctra hang.

Bing 2.13. Tong hop két qua ddnh gid chit lwong dich vu khdach hang trén
Facebook tai XuXi Fruit

Thanh phin danh gia Pi¢m trung binh

Thai d6 va k¥ nang tu van khach hang 3,48

Chét luong thong tin va hinh 4nh san 344
pham ’

Tbc d6 phan hodi va kha ning dap tmg 2,85

Giao hang, thanh toan va hd trg sau ban | 2,77

Diém hai long chung ctia khach hang 3,43

Nguon: Tong hop tir két qua khdo sat cua tac gia (2026)

Dé co cai nhin téng quat vé chét lugng dich vu khach hang trong hoat dong ban
hang truc tuyén trén nén tang Facebook tai XuXi Fruit, tc gia tién hanh téng hop diém
trung binh cta cac nhom tiéu chi khao sat. Két qua cho thdy murc d6 hai long chung cua
khach hang dat 3,43 diém trén thang do Likert 5 muc, phan anh khach hang nhin chung

c6 danh gia twong dbi tich cuc ddi véi chat luong dich vu cia cira hang.

Trong cac nhom ti€u chi dugc khdo sat, thai d§ va ky nang tu van khach hang dat
diém trung binh cao nhat véi 3,48 diém. Piéu niy cho thdy doi ngii nhan vién sale online
ctia XuXi Fruit nhin chung d3 tao duoc thién cam d6i véi khach hang thong qua thai o
phuc vu than thién, nhiét tinh va kha ning hd tro twong ddi pht hop trong qué trinh tu

van san pham. Bén canh d6, nhom tiéu chi chat luong thong tin va hinh anh san pham
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dat 3,44 diém, phan anh khach hang twong d6i hai 1ong véi thong tin va hinh anh ma

ctra hang cung cép trén Facebook.

Nguoc lai, hai nhom tiéu chi c6 mirc danh gia thap nhat 1a tdc do phan hdi va kha
nang dap tng (2,85 diém) va giao hang, thanh toan va hd tro sau ban (2,77 diém). Két
qua nay cho thdy nhitng han ché hién nay ctia XuXi Fruit chil yéu tip trung & khau phan
hoi khach hang vao gio cao diém, xir 1y cac van dé phat sinh sau ban hang, giai quyét
khiéu nai va phdi hop giira cac bo phan trong qua trinh van hanh. Py ciing 14 nhitng
ndi dung can dugc wu tién cai thién nham nang cao trai nghiém khach hang trong thoi
gian tdi.

Két qua khao sat cho thdy chat lwong dich vu khach hang trén Facebook tai XuXi
Fruit hién dang dugc khach hang danh gid & muc kha. Tuy nhién, chit lugng dich vu
giita cac khiu trong qua trinh ban hang chwa thuc su dong déu. Trong khi hoat dong tu
van va cung cip thong tin dugc khach hang danh gia twong ddi tich cuc thi cac hoat
dong phan hoi, giao hang va hd trg sau ban van con nhiéu han ché can tiép tuc hoan
thién. Két qua nay 1a co so quan trong dé dé xuat cac giai phap nang cao chat luong dich

vu khach hang tai XuXi Fruit trong chuong tiép theo.

2.5. Danh gia chung vé chat lwgng dich vu khach hang trong hoat dong ban hang

true tuyén trén nén ting Facebook tai cira hang XuXi Fruit.

2.5.1. Uu diém

Thong qua qua trinh tim hiéu thuc té hoat ddng ban hang truc tuyén trén nén tang
Facebook két hop véi két qua khao sat khach hang, c6 thé thdy XuXi Fruit d budc dau
xay dyng duogc hoat dong ban hang truc tuyén tuong ddi 6n dinh va tao dugc mirc do
nhan dién nhét dinh ddi véi khach hang trén nén tang Facebook. Fanpage “XuXi Fruit
— Tiém trai cdy twoi” hién dong vai trd 13 kénh ban hang truc tuyén trong tAm cta cira
hang, hd tro doanh nghiép tiép can khach hang, quang ba san pham va duy tri twong tac
v6i nguoi ding théng qua cac hoat dong diang bai, tu van truc tuyén va tiép nhan don

hang qua Messenger.

Bén canh do, cira hang da chu dong tng dung cac phan mém hd trg quan 1y ban
hang nhu Pancake va KiotViet trong qua trinh van hanh. Viéc st dung Pancake giup doi

ngil sale online quan Iy hdi thoai khach hang tip trung hon, han ché tinh trang bo sot tin
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nhin va hd tro luu trit lich st trao d6i trong qué trinh tu van. Ddng thoi, hé thong
KiotViet gitp ctra hang quén ly don hang, thong tin khach hang va dit liéu doanh thu
turong doi thuan tién hon so voi phuong thirc quan 1y tha cong trude day. Viée ing dung
cong nghé trong hoat dong ban hang truc tuyén gép phan hd tro cira hang nang cao kha

nang phan hdi va xur Iy don hang trén nén tang Facebook.

Két qua khao sat khach hang ciing cho thay doi ngii sale online cia XuXi Fruit
duoc danh gia kha tich cuc vé thai do phuc vu va kha ning hd trg khach hang trong qua
trinh mua hang tryc tuyén. Nhiéu tiéu chi lién quan dén su than thién, kha ning tu van
va muc do chu dong hd trg khach hang déu dat muc diém tuong ddi kha. Diéu nay cho
théy nhan vién sale online nhin chung da tao dugc thién cdm nhét dinh véi khach hang
trong qué trinh tu vin qua Facebook. Ddi véi cac khach hang chua xac dinh rd nhu cau
mua hang, nhan vién c6 kha nang tu van theo muc dich su dung va ngan sach, hd tro
khach hang Iya chon san pham phu hop hon. Pay 14 mét trong nhiing yéu td quan trong

g6p phan nang cao trai nghiém khach hang trong méi trudng ban hang truc tuyén.

Ngoai ra, hoat dong dang tai hinh anh thyc té sin pham trén Fanpage ciing la mot
diém tich cuc trong qua trinh ban hang truc tuyén cta ctra hang. Cac hinh anh san phdm
duoc cap nhat thuong xuyén giup khach hang d& hinh dung vé mau ma, kiéu dang va
cach trinh bay san pham trude khi dat mua. Két qua khao sat cho thdy khach hang tuong
dbi danh gia cao tinh truc quan cua hinh anh san pham va kha nang hd tro lya chon san
pham thong qua hinh anh trén Facebook. Piéu nay gop phan nang cao mirc do tin tudng

ctia khach hang d6i v6i san pham trong qua trinh mua hang tryc tuyén.

Bén canh hoat dong tu van va ban hang, XuXi Fruit cling d4 trién khai nhiéu hinh
thirc thanh toén va giao hang nham tao thuan tién cho khach hang trong qua trinh mua
hang truc tuyén. Khach hang c6 thé lya chon thanh toan khi nhan hang, chuyén khoan
hoic thanh todn qubc té d6i voi mot s6 trudng hop & nudc ngoai. Pong thoi, cira hang
ciing hop tac v6i nhidu don vi van chuyén nhu Grab, Xanh SM nhiam hd trg giao hang
linh hoat theo nhu cau khach hang. Viéc da dang hoa hinh thirc thanh toan va giao hang

g6p phan ning cao kha ning dap umg khach hang cua cira hang trén nén tang Facebook.

Ngoai ra, hoat dong chdm sdéc khach hang sau ban tai XuXi Fruit budce dau duoc
duy tri thong qua viéc luu trit dit liéu khach hang, hd tro theo ddi don hang va hd tro xir

Iy cac yéu cau lién quan dén héa don hoac phan hoi sau mua hang. Két qua khao sat cho
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thdy khach hang van ghi nhan sy hd trg ciia nhan vién khi phat sinh cac van dé lién quan
dén don hang. Pay 1a co sd quan trong giup ctra hang duy tri mdi quan hé véi khach

hang va hd trg kha ning khach hang quay lai mua hang trong tuong lai.

Nhin chung, XuXi Fruit ¢4 budc dau hinh thanh dugc quy trinh ban hang truc
tuyén twong ddi hoan chinh trén nén tang Facebook va tao dugc muc do twong tic nhat
dinh vé6i khach hang. Viéc tng dung phan mém quan 1y ban hang, duy tri hoat dong tu
van tryc tuyén va da dang héa hinh thirc thanh toan, giao hang da goép phan hd trg nang

cao chat luong dich vu khach hang trong hoat dong ban hang truc myén cua ctra hang.

2.5.2. Han ché

Bén canh nhiing két qua dat duoc, hoat dong ban hang truc tuyén trén nén tang
Facebook tai XuXi Fruit hién van con ton tai nhiéu han ché anh hudng truc tiép dén chat
lwong dich vu khach hang va hiéu qua van hanh cua doanh nghiép. Nhitng han ché nay
chu yéu lién quan dén tdc d6 phan hdi khach hang, su phdi hop giita cac b phan, tinh
déng bo cua dir li€u san phrflm, hoat dong giao hang va cham s6c¢ khach hang sau ban.
Pay ciing 1a nhimng van dé cn duoc doanh nghiép wu tién cai thién trong thoi gian t6i
nhim ning cao trai nghiém khach hang va ting kha ning canh tranh trén méi truong

truc myén.

Mot trong nhimg han ché 16n hién nay 13 téc d6 phan hdi khach hang trén
Facebook van chua thuc sy on dinh, dic biét vao céc khung gi¢ cao diém budi t6i khi
ctra hang trién khai quang cao Facebook Ads. Trong thuc té, lugng khach hang nhan tin
thudng ting manh trong thoi gian ngan khién ddi ngii sale online d& roi vao tinh trang
qua tai, phai xr Iy déng thoi nhidu cude tro chuyén cung lac. Mic du cira hang da sir
dung phan mém Pancake dé hd trg quan 1y hoi thoai khach hang, nhung viéc phan chia
khéach hang giita cic nhan vién hién van chua thyuc sy déng déu. C6 thoi diém mot nhan
vién phai tiép nhan luong 16n khach hang trong khi cic nhan vién khac lai it khach hon,
dan dén phan héi cham, bo sot khach hang hodc gian doan trong qua trinh trao ddi véi

khach hang.

Bén canh do, su phéi hop gitta by phan marketing va doi ngti sale online hi¢n van
chua thuc sy chit ché. Trong nhiéu trudng hop, nhan vién sale online khong duoc cap
nhat trude vé thoi diém quang cdo chay manh hoic san pham dang dugc diy quang céo

nén thuong bi dong khi lwgng khach hang ting d6t bién. Diéu nay anh hudng truc tiép
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dén kha ning chuan bj nhan sy, tdc d6 phan hdi va chat luong tu van khach hang trén

nén tang Facebook.

Ngoai ra, ndi dung tu van cua doi ngi sale online hién van con phu thudce kha
nhiéu vao cic mau tin nhan c6 sin nham rat ngan thoi gian phan hoi khach hang. Piéu
nay gitp nhan vién xir 1y duoc sd lugng 16n khach hang trong thoi gian ngan nhung
dong thoi cling lam giam tinh linh hoat trong qua trinh tu van. Déi véi cac khach hang
¢ yéu cau riéng vé thiét ké gio trai cdy, thay d6i thanh phan san phim hoic lia chon
san phﬁm theo muc dich str dung cu thé, mot sd nhan vién van chua thue sy linh hoat

trong xir 1y tinh hudng va c4 nhan héa ndi dung tu van theo nhu cau khach hang.

Mbt han ché khéc 1a hoat dong quan ly dir li¢u hinh anh san phém, gia ban va tdn
kho hién van chua duoc déng bo gitra cac bd phan. Hinh anh san phém hién duoc luu
trir rai rac trén Fanpage, dién thoai ca nhan hodc cac doan chat ci, khién nhan vién sale
online mét kha nhiéu thoi gian tim kiém hinh anh trong qua trinh tu van khach hang.
Trong mot s6 trudng hop, nhan vién giri nham hinh anh san phdm hoic tu van san pham
d3 hét hang do dit liéu ton kho chwa duoc cap nhat kip thoi. Pong thoi, gia ban ciia mot
sd san pham ciing thay d6i theo tinh hinh nhap hang thuc té nhung doi ngii sale online
chua duogc cap nhat day du, dan dén tinh trang bao gia chua chinh xac cho khach hang.
Diéu nay anh huodng truc tiép dén do tin cdy ctia thong tin tw van va cam nhan cua khach

hang vé tinh chuyén nghiép cia ctra hang.

Bén canh d6, hoat dong thanh toan va xt Iy don hang hién vin con t6n tai nhiéu
bét cap trong qua trinh van hanh. Trong mot sd truong hop, khach hang da hoan tat
chuyén khoan nhung don hang van chua thé xuét bill ngay do dit liéu san pham hoic
thanh phﬂ?m san phém trén hé théng chua dugc cap nhat déy du. Pdi véi cac giao dich
qudc té bang Mastercard hodc thanh toan xuyén bién gidi, qua trinh x4c minh va tra soat
giao dich hién con twong dbi phurc tap va phu thudc nhiéu vao su phdi hop giita sale
online va bd phan ké toan. Piéu nay khién thoi gian xac nhan thanh toan va xir Iy don
hang d6i khi bi kéo dai, anh huéng dén trai nghiém mua hang cua khach hang trén

Facebook.

Ngoai ra, hoat dong giao hang hién van phu thudc kha nhiéu vao cac don vi van
chuyén bén ngoai nén thoi gian giao hang chua thyc sy 6n dinh, dac biét vao cac khung

gio cao diém hoic thoi diém thoi tiét xdu. Mot s6 trudng hop san pham bi giao cham,
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dap trai cay hoic 1éch b cuc trong qua trinh van chuyén da anh huéng dén hinh thic
san pham thuc té€ va trai nghiém cta khach hang. Pong thoi, quy trinh xt 1y phi giao
hang hién van con thyc hién thu cong qua nhiéu budc trung gian nén dé phat sinh sai sot

trong qua trinh xtr ly don hang.

Hoat dong cham séc khach hang sau ban va xir 1y khiéu nai hién ciing con nhiéu
han ché. Trong thyc té, khi phat sinh cac trudng hop giao sai mau, san pham bi dap hoic
san pham thyc té chwa giéng hinh anh tu van ban dau, cach xir Iy chu yéu van duing lai
& viée giai thich hodc xin 161 khach hang ma chua c¢6 quy trinh hd tro cu thé cho timg
tinh huéng phat sinh. Pong thoi, hoat dong theo ddi va chiam soc khach hang sau ban
hién chua duogc trién khai déng bo, chu yéu dung lai & qua trinh hoan tat don hang ma
chua c6 nhiéu hoat dong duy tri mdi quan hé hodc khuyén khich khach hang quay lai

mua hang trong tuong lai.

Cudi cung, hoat dong quan 1y dit liéu hang héa va kiém soat van hanh noi bo hién
van con thiéu tinh dong bo giita hang nhap, hang ban va thanh toan thyc té. Do dic thu
kinh doanh trai cay twoi c6 s6 lwong nhap xuét thay doi lién tuc theo timg ngay, viéc cap
nhat dir liéu chua kip thoi khién ctra hang gip kho khin trong qua trinh kiém soat ton
kho, doanh thu va hao hut hang hoéa thyc té. Diéu nay khéng chi anh hudéng dén hiéu
qua van hanh ma con lam gia ting nguy co phat sinh sai sét trong qua trinh ban hang

tryc tuyén va phuc vu khach hang trén Facebook.
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CHUONG 3: GIAI PHAP HOAN THIEN CHAT LUQNG DICH VU KHACH HANG
TRONG HOAT PONG BAN HANG TRU'C TUYEN TREN NEN TANG FACEBOOK
TAI CUA HANG XUXI FRUIT

3.1. Co sé dé xuit giai phap
3.1.1. Muc tiéu phat trién ciia cong ty trong thoi gian téi

Trong thoi gian téi, XuXi Fruit dinh hudng phat trién theo mé hinh kinh doanh
hién dai, tip trung ning cao chat lwvong san pham va chit lwong dich vu khach hang
nhim nang cao ning luc canh tranh trén thi truong. Doanh nghiép hudng dén viée xay
dung thuong hiéu uy tin trong linh vyc kinh doanh tréi cdy sach tai khu vuc Pa Nang va

mién Trung

XuXi Fruit dit ra dinh huéng phat trién dai han trong vong 3 dén 5 nam téi véi
muc tiéu dat doanh thu khoang 10 ty ddong mdi niam tir hoat dong kinh doanh théng qua
viéc m& rong t€p khach hang va da dang hoa hoat dong kinh doanh. Doanh nghiép du
kién mé thém cac chi nhanh kinh doanh tai khu vuc trung tdm thanh phd va phat trién
mo hinh xe take away ban nudc ép va trai cdy cat san nham ting kha ning tiép can
khéach hang, mé rong do phu thuong hi¢u va dap g xu hudng ti€u dung nhanh, tién loi
cua gidi tré hién nay.

Bén canh muc tiéu mo rong hé théng kinh doanh, XuXi Fruit cling cht trong dau
tur manh vao hoat dong ban hang truc tuyén thong qua nén tang Facebook va website.
Trong d6, doanh nghiép dinh hudng phat trién website trd thanh kénh ban hang trong
tam, ting kha nang tiép can khach hang va nang cao do nhan dién thuong hi¢u trén moi
truong s6. Cong ty du kién trién khai cac hoat dong SEO website, két hop truyén thong
va quang ba thuong hiéu trén cac kénh bao chi uy tin nhim nang cao thir hang tim kiém,

thu hut khach hang tiém ning va gia tang loi thé canh tranh trén thi truong.

XuXi Fruit cling chu trong hoan thién quy trinh van hanh va nang cao hiéu qua
quan 1y trong qua trinh ban hang. Doanh nghiép hudng dén viéc nang cao tinh dong bo
gilta cac bo phan, cai thién hiéu qua quan 1y hang héa, t6i wu quy trinh xir Iy don hang

va nang cao chét luong phuc vu khach hang trong toan bo qua trinh mua sam.

Ngoai ra, doanh nghiép ciing tip trung dau tu phat trién ngudn nhan luc, dic biét

13 d6i ngii sale online va nhan vién cham so6c khach hang nham ning cao tinh chuyén
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nghiép trong hoat dong tu van, hd tro va xtr Iy khach hang. Dong thoi, XuXi Fruit huéng
dén viéc nang cao trai nghiém khach hang thong qua viéc cai thién tdc d6 phan hoi, nang

cao chit luong tu van va ting cudng hoat dong cham séc khach hang sau ban.

Nhin chung, myc tiéu phét trién ctia XuXi Fruit khong chi tip trung vao ting
truong doanh thu va mé rong thi trudng ma con hudng dén viéc hoan thién chat luong
dich vu khach hang va nang cao hiéu qué hoat dong kinh doanh trong thoi gian toi. Bay
s& 1a nén tang quan trong giup doanh nghiép phat trién bén vimg va nang cao vi thé canh

tranh trén thi truong.

3.1.2. Muc tiéu ban hang trwe tuyén trén nén tang Facebook trong thoi gian téi
XuXi Fruit dit ra cac muc tiéu cu thé nhiam nang cao hi€u qua hoat dong ban
hang truc tuyén trén nén tang Facebook. Trong thoi gian téi, Facebook tiép tuc dugc
XuXi Fruit dinh hudng 13 mot trong nhitng kénh ban hang truc tuyén trong tAm trong
hoat dong tiép can khach hang, quang ba thuong hiéu va gia ting doanh thu. Bén canh
viéc duy tri hoat dong ban hang hién tai, doanh nghi¢p hudéng dén muc tiéu mo rong quy
md ban hang tryc tuyén thong qua viéc ddy manh quang cédo Facebook Ads va ting

cudng cc hoat dong truyén thong trén nén tang sb.

TOC DO TANG TRWONG DOANH THU DV KIEN

Nén tang Thang 5/2026 | Thang 6,7/2026 | % Tang trwong
Grab Drink 36.365.004 54945613 51,09%
Grab Fruit 6.769.800 13.263.053 95,91%
Facebook 21.771.000 40.963.158 88,15%
Shopee Fruit 397.660 2.223.016 459,02%
DK 757.930 11.219.800 1380,32%
Téng 66.061.394 122.614.639 85,61%

Hinh 3.1: Téc dé ting truwéng doanh thu dw kién theo cdic kénh bdn hang nim 2026

Theo ké hoach doanh thu duy kién, doanh thu tir kénh Facebook duge dit muc tiéu
tang tir khoang 21.771.000 ddng trong thang 5/2026 1én khoang 40.963.158 dong trong
giai doan thang 6 va thang 7/2026, tuong tmg muc ting trudng khoang 88,15%. Piéu
nay cho thay Facebook tiép tuc duoc doanh nghiép xem 1a mot trong nhitng kénh ban
hang truc tuyén c6 tiém ning ting trudng cao trong thdi gian t6i va dugc ky vong s&
dong gop ty trong 16n vao tong doanh thu ctia doanh nghiép thong qua viéc mé rong tép
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khach hang, gia tang ty 1& chuyén ddi don hang va nang cao murc do nhan dién thuong

hi¢u trén thi truong.

bé dat duoc muc tiéu nay, XuXi Fruit dang tang cuong trién khai cac hoat dong
quang c4o Facebook Ads nham mo rong kha ning tiép can khach hang va nang cao do
nhan dién thuong hiéu trén moi trudong s6. Pong thoi, doanh nghiép dang duy tri hoat
dong dang bai thuong xuyén va xy dung ndi dung hinh anh san pham chuyén nghiép

hon nham gia ting mutrc d6 twong tac va thu hut khach hang trén Fanpage.

Bén canh muc tiéu ting truong doanh thu, doanh nghiép ciing huéng dén viée
nang cao chat lugng dich vu khach hang trong hoat dong ban hang truc tuyén trén
Facebook thong qua viéc cai thién téc do phan hoi, ning cao chat luong tu van va ting
cudng hoat dong chiam séc khach hang sau ban. Pay dugc xem 1a yéu t6 quan trong giup
doanh nghiép ning cao kha ning chuyén dbi don hang, gia ting ty 1& khach hang quay
lai mua hang va gop phan ning cao hiéu qua hoat dong ban hang truc tuyén trong thoi
gian to1
3.1.3. Co s& dé xuit giai phap ning cao chat lwong dich vu khach hang trén
Facebook tai XuXi Fruit

Céc giai phap nang cao chét lwong dich vy khach hang trén nén tang Facebook
tai XuXi Fruit dugc xay dung dua trén sy két hop giira két qua khao sat khach hang va
thuc trang hoat dong ban hang truc tuyén cia doanh nghiép. Viéc két hop hai ngudn dir
liéu nay giup cac giai phap dé xuat c6 co so thyc tién, phan dnh ding nhitng van dé dang

ton tai trong qua trinh cung cép dich vu khach hang cua cira hang.

Két qua khao sat cho thdy khach hang nhin chung danh gia chat lugng dich vu
khach hang trén Facebook ctia XuXi Fruit & murc khé, v6i diém hai 1ong chung dat 3,43
diém trén thang do Likert 5 murc. Trong d6, nhom tiéu chi thai d6 va k¥ ning tu vén
khach hang dat 3,48 diém va nhom tiéu chi chat luong thong tin, hinh anh san pham dat
3,44 diém. Diéu nay cho thiy cira hang da tao duoc nhiing nén tang tich cuc trong hoat

dong tu van va cung cap thong tin cho khach hang.

Tuy nhién, két qua khao sat cling cho thdy hai nhém tiéu chi c6 muirc danh gia
thip nhit 14 tdc d6 phan hoi va kha ning dap ung khach hang (2,85 diém) va giao hang,

thanh toan, hd trg sau ban (2,77 diém). Pay 13 nhimg ndi dung c6 anh hudng truc tiép
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dén trai nghiém mua sam va mac dg hai long ctia khach hang trong qua trinh mua hang

truc myén.

Két qua nay twong ddi phut hop véi thuc trang hoat dong ban hang trén Facebook
tai XuXi Fruit. Trong qua trinh nghién ctru, tac gia nhan thiy tbc d6 phan hdi khach
hang con chiu anh hudng boi tinh trang qué tai vao cac khung gid cao diém, sy phan bd
khach hang chua ddng déu gita cac nhan vién sale online va viéc phdi hop thong tin
gitra cac b phan con han ché. Bén canh do, dit liéu san phém, hinh anh, ton kho va gia

ban chua dugc cap nhat dSng bo cling lam kéo dai thoi gian tu vAn va xtr Iy don hang.

Déi voi hoat dong giao hang, thanh todn va hd tro sau ban, doanh nghiép hién
van gap nhiéu kho khan trong viéc phdi hop giita bd phan sale online, ctra hang va ké
toan. Hoat dong xu ly khiéu nai, hd tro khach hang sau ban va xuét hoa don van chua
c6 quy trinh thdng nhat, din dén thoi gian xtr Iy kéo dai va anh huéng dén cam nhan coa

khach hang vé chat luong dich vu.

Ngoai ra, mic du nhém tiéu chi théng tin va hinh anh san phim duoc khach hang
danh gia twong d6i tich cyuc, nhung thuc té cho thiy cong tac quan 1y dit liéu hinh anh
san pham van con phan tan, chua c6 kho dit liéu dung chung cho ddi ngil sale online.
Piéu nay anh huong dén tinh nhat quan trong qua trinh tu van va kha ning cung cip

thong tin nhanh chong cho khach hang.

Tir két qua khao sat khach hang va thyc trang hoat dong ban hang truc tuyén trén
Facebook tai XuXi Fruit, c6 thé xac dinh ba nhom van dé can wu tién cai thién gom: (1)
nang cao toc do phan hoi va kha ning dap tmg khach hang; (2) hoan thién hoat dong
giao hang, thanh toan, hd trg sau ban va xir 1y khiéu nai; (3) ting cuong quan 1y dit liéu
san phdm va nang cao hiéu quéa phdi hop giita cac bo phan. Pay 1a co s¢ quan trong dé
dé xudt cac giai phap ning cao chit lugng dich vu khach hang trén nén tang Facebook

ta1 XuXi Fruit trong thoi gian téi.

3.2. Mot s6 giai phap hoan thién chét lwong dich vu khach hang trong hoat dong

ban hang truc tuyén trén nén tang Facebook tai cira hang XuXi Fruit

3.2.1. Nang cao kha ning phan hoi va tu vin khach hang trén Facebook
Trong hoat dong ban hang tryc tuyén trén Facebook, toc d6 phan hdi va chat
lwong tu van c6 anh hudng truc tiép dén trai nghiém mua hang va kha ning chdt don
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ctia doanh nghiép. Két qua phén tich thuc trang cho thdy XuXi Fruit van con ton tai mot
s6 han ché nhu phan hoi khach hang chua 6n dinh trong cac khung gid cao diém, tinh
trang qua tai hdi thoai khi lugng khéach tang manh, ndi dung tu van con phu thudc nhiéu
vao mau tin nhan c6 san va dit liéu hinh anh san pham chua duoc luu trit dong bo gitta
cac nhan vién. Diéu nay khong chi anh hudéng dén tdc do xtr Iy khach hang ma con 1am
giam tinh chuyén nghiép trong hoat dong ban hang truc tuyén trén Facebook. Vi vay,
doanh nghiép cin nang cao kha nang phan hdi va hiéu qua tu van khach hang nham cai
thién trai nghiém mua hang va ning cao chat lwong dich vu khach hang trong thoi gian
toi.

Thir nhat, tang cuong su phéi hop gitta bo phan marketing va doi ngil sale
online

XuXi Fruit can ting cuong sy phdi hop giita bd phan marketing va doi ngii sale
online dé nhan vién co thé chu dong chuén bi trude vé nhan sy va khéi luong cong viée
khi quang cdo duoc trién khai. Cy thé, vao dau mdi ngay lam viéc, bo phan marketing
can thong bao rd cho doi ngii sale online vé ké hoach chay quang cdo trong ngay nhu
thoi gian bat dau chay ads, khung gio ddy manh quang céo, san pham trong tim va ngan
sach quang céo du kién. Di vé6i cac chién dich quang cdo c6 ngin sach 16n hodc cac
dip 1&, cap nhat trudc tbi thiéu tir 1-2 gio dé doi ngii sale online chu dong bd tri nhan su
xu Iy khach hang. Viéc cap nhat trudc cac thong tin nay sé gitip doi ngii sale online chu
dong theo ddi lwong khach hang nhén tin, sap xép thoi gian phan hoi va han ché tinh

trang bi qua tai khi lwong khach ting manh trong thoi gian ngan.

Bén canh d6, doanh nghiép co thé xay dung nhém trao ddi noi bd riéng gitra bd
phan marketing va sale online nham cap nhat nhanh tinh hinh quang c4o va luong khach
hang phat sinh trong ngay. Trong treong hop luong khach hang nhin tin ting manh do
quang cao, bd phan marketing can chu dong thong bao dé d6i ngii sale online diéu chinh

nhan sy truc Fanpage phu hop.

Ngoai ra, XuXi Fruit cling can chu trong cai thién téc d6 phan hoi khach hang
trén Facebook nham néang cao chat luong dich vu trong qué trinh ban hang tryc tuyén.
Trong cac khung gid hoat dong chinh nhur 8h—12h va 13h—17h, d6i ngii sale online can
cha dong theo ddi hoi thoai va phan hoi khach hang kip thoi nham han ché tinh trang

khach hang phai cho doi qua l4u trong qua trinh tu van.
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Viéc cap nhat va phdi hop thong tin thuong xuyén gitta cac bo phan sé& gitp doi
ngil sale online chii ddng hon trong qua trinh xtr Iy khach hang, han ché tinh trang phan
ho6i cham hodc bo sot tin nhan khi lwong khach ting manh trong thoi gian ngan. Pong
thoi, giai phap nay ciing gop phan ning cao kha ning phan hoi, cai thién trai nghiém
khach hang va ting tinh chuyén nghiép trong hoat dong ban hang truc tuyén trén

Facebook.
Thir hai, bé tri nhdn su triee online hop Iy trong cdc khung gio' cao diém

Trong cac khung gir cao diém budi toi 19h — 21h 14 thoi diém lwong khach hang
nhin tin ting manh do hoat dong quang céo dugc day manh, ctra hang can bd tri nhan
su tryc online hop 1y hon nham dam bao khach hang dugc hd tro lién tuc trong qué trinh
tu van. Vi vay, doanh nghiép can xay dung lich phan cong tryc Fanpage rd rang giita
cac nhan vién theo tig khung gio nhdm han ché tinh trang phan héi chim hoic bo sot

tin nhin khi lwong khach hang ting cao trong thoi gian ngan.

Trong cac thoi diém chay quang cdo manh, chién dich hoic céc dip 18, cira hang
nén bé tri tdi thiéu tir 2—3 nhan vién truc Fanpage cung ltic nham hd tro xur 1y hoi thoai
nhanh hon. Péi véi cac khung gio ¢6 luong twong tac cao, doanh nghiép wu tién bé tri
cac nhan vién c6 kinh nghiém tu van va xir 1y tinh hudng dé nang cao kha ning chdt don

va han ché phat sinh sai s6t trong qu4 trinh trao doi v6i khach hang.

Bén canh d6, XuXi Fruit can xay dung mét so chi s6 danh gia hi¢u qua cong viéc

(KPI) d6i voi hoat dong phan hoi khach hang nhur:

v Thoi gian phan hdi khach hang trong cac khung gid hoat dong chinh, ngoai gid

lam viéc va khung gio budi to1
v Muc do xt ly va theo doi hdi thoai cua tirng nhan vién

v Kha ning hd trg khach hang trong cac thoi diém lwong tin nhén ting cao, dic biét
vao buoi toi

v Hiéu qua xtr Iy don hang va chiam soc khach hang sau tu van.
Viée xay dung cac tiéu chi danh gia cu thé s& giup cira hang thuan loi hon trong

qua trinh theo do1 hi€u qua lam vi¢c cua ddi ngii sale online va kip thoi diéu chinh nhan
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s néu phat sinh tinh trang phan hdi cham, bo sot tin nhin hodc xir Iy khach hang chua

hiéu qua trong hoat dong tu van khach hang.

Viée bb tri nhan sy phu hop khong chi giup giam ap luc xt Iy hoi thoai cho doi
ngil sale online ma con gop phan duy tri tinh lién tyc trong hoat dong tu van khach hang.
Qua d6, khach hang s& cam nhan dugc su chuyén nghiép va duoc hd trg nhanh chong
hon trong qua trinh mua sam tryc tuyén, tir 46 gop phan nang cao mirc do hai long ddi
véi chit luong dich vu cua doanh nghiép.

Thit ba, ndng cao hiéu qud quan Iy va phdn bé hoi thoai khdch hang trén hé
thong Pancake

Doanh nghiép can tdn dung hiéu qua cac tinh ning quéan 1y hoi thoai tu dong trén
Pancake nham hd tro phin bd khach hang hop 1y hon giita cac nhan vién. Trong hoat
dong ban hang truc tuyén, khach hang thuong mong mudn duoc phan hoi trong thoi
gian ngan. Néu thoi gian cho phan hoi qua 1au, khach hang c¢6 xu huéng chuyén sang
cac cua hang khac hodc danh gia thép chét lugng dich vu cua doanh nghiép. Vi vay, viéc
t61 wu quy trinh phan bd hoi thoai s& gop phan cai thién kha ning phan hdi va nang cao

trai nghiém khach hang trén Facebook.

Cu thé, ctra hang can thiét 1ap co ché chia khéach tu dong trén h¢ théng Pancake
theo trang thai hoat dong thuc té ciia nhan vién. Trong phan cai dit “Auto-assign”, doanh
nghiép c6 thé thiét 1ap hé théng chi phan chia hoi thoai cho cac nhan vién dang & trang
thai “Available” hodc sin sang lam viéc. Pdi voi cac nhan vién dang nghi, tit tng dung

hoic chuyén sang trang thai “Away” hay “Lock”, hé thng s& tu dong bo qua va chuyén
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hdi thoai cho cac nhan sy khac nhim dam bao khach hang luon duoc tiép nhan va phan

héi kip thoi.

Danh séch tai khoan

Chon céc tai khoan (nhan vién) dudi day d& phan cong hdi thoai
Nhén vién Ty I& nhan vién Q. Tim kiém nhén vién .
Tin nhén Da chon 21 Binh ludn Da chon 12

Nguyén Binh Hiéu

®

Chon ché& dd nhén hdi thoai

—0 &
7+ Bilc Duy [ Available
Sén sang nhén hai thoal
[ ]
Huy Bui Away
Khdng nhan hdi thoai ldc nay
4 P
& Diéu Linh = Lock - =
Tinh néng cho Admin - Khod khéng cho phép
nhan vién nhan hoi thoai mdi va thay dai
(*. Duy Nguyén B4 = trang thai khod nay. =
® . 4 .
c-' Quén Pancake = C-' Quén Pancake -]

Hinh 3.2: Thiét Igp trang thdi hoat dong va phén bé hi thoai trén Pancake

Bén canh d6, doanh nghiép cling phai thuong xuyén theo ddi tinh trang xur Iy hoi
thoai ctia tirmg nhan vién trén hé thong nham kip thoi hd tro hodc diéu chinh nhan sy khi
luong khach ting manh. Viéc tn dung t6t tinh ning phan chia khach hang tu dong s&
gitip nang cao kha niang kiém soat hoi thoai va han ché tinh trang khach hang phai cho

doi qua 1au trong qu4 trinh tu van.

Ngoai viéc phan chia khach hang tu dong theo trang thai hoat dong, doanh nghiép
cling can ap dung co ché wu tién phan chia khach hang cho nhimg nhan vién dang c6 it
hoi thoai hon tai thoi diém thyc té thay vi chia khach dong déu theo vong lap thong
thudng. Trong phan cau hinh phan chia khach hang, cira hang c6 thé lya chon ché d6 uu
tién nhan vién co it hdi thoai chua xu ly nhét. Hé théng s€ tu dong theo doi ) luong
khach ma mdi nhan vién dang xir 1y dé phin bd khach méi cho ngudi cé khdi luong

cong viéc thap hon.

Giai phép nay s€ giiip can bang tai cong vi¢c gilta cac sale online, han ché tinh
trang mdt nhan vién phai xur ly qué nhi¢u khach hang cung lac trong khi cac nhan vién

khac lai it khach hon. Pong thoi, viéc phan bo hoi thoai hop 1y cling gop phan ning cao
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kha ning phan hdi khach hang, cai thién chit luong tu van va han ché tinh trang phan

hdi cham trong cac thoi diém luong khach ting cao.

Déi véi cac khung gior cao diém hodc thoi gian trién khai quang cdo manh, cira
hang chu dong bd tri thém nhan sy truc online dé hd tro xir 1y hoi thoai. Khi nhan sy
tang cudng ding nhap vao hé thong, Pancake s& tyr dong phan bo lai lwvong khach hang

ma&i nham gidm 4p luc cho cac nhan vién dang xtr ly nhiéu hoi thoai.

Bén canh d6, doanh nghiép ciing can thiét 1ap co ché phan bo hoi thoai hop 1y
giita cac nhan vién nham han ché tinh trang qua tai din dén phan hdi chim hodc tu van
thiéu tap trung. Thong qua tinh ning “Ty 1& nhan vién” trén hé thong Pancake, cira hang
c6 thé diéu chinh sé luong hoi thoai duge phan chia twong timg véi nang lyc xt 1y va

khoi luwgng cong viée thuc t€ cua tung nhan vién.

23 pancake.vn/clonners/setting/round-robin

c'Pancake Hoithoal  Bonhang Bal viét Théng ké cai dat

Cai dat
Cai dat ché do

Chon céc ché d6 chia hdi thoal cho nhén vién

& Ccaidatchung

© Thé hoi thoai
. Tatché&dd phan cong @ Nhan vién ty phan céng
) Hbtrgtra loi
& Giao dién #gt  Phan céng theo nhém &  Tuychon tai khoan V4

Ché dd xoay vong

7> DPodng bd
Danh séch tai khoan
& congey Chon céc tai khodn (nhén vién) dudi dédy d& phin cong hdi thoal
= Phén quyén
w Nhan vién Ty 1& nhén vién Q Tim kiém nhén vién A 1
D Lichstr
Tin nhén Binh ludn
o
Q Nguyén Dinh Hiéu 5 ‘ Luu An 1
° Quyét VCL Nguyén 2 ° Quyét VCL Nguyén 5
=
G Mai Phong 1 703 BircDuy 1
°
Huy Bui 1 € netorun 1
& -Kin- 1 6 Pham Dong 1
& Netorun 1 €% niisann 1

Hinh 3.3: Thiét Igp ty 1¢ phéan bo héi thoai cho nhan vién trén hé thong Pancake

Cu thé, ddi véi cac nhan vién c6 kinh nghi¢m hodc ddm nhi€m chinh hoat dong
sale online, doanh nghiép c6 thé thiét 1ap ty 1é phan chia hoi thoai cao hon so v&i cac

nhan sy hd tro khac nham t6i vu hiéu qua xir Iy khach hang trong cac khung gid cao
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diém. Bong thoi, ctra hang cling can kiém soat s6 luong hdi thoai ma moi nhan vién xir
1y cung ltc, chdng han giéi han khoang 5—7 hoi thoai méi trong cung mdot thoi diém

nham dam bao kha ning theo ddi va hd trg khach hang hiéu qua hon.

Ngoai ra, XuXi Fruit can két hop st dung chatbot hodc tin nhin tu dong trén
Pancake nham hd tro phan hoi ban dau cho khach hang trong thoi gian nhan vién chua
kip xur ly hoi thoai. H¢ théng c6 thé duoc cai dit tu dong guri 101 chao, menu san phém,
bang gia hodc yéu ciu khach hang lua chon nhu cau mua hang truée khi dwoc nhan vién

tur vén truc tiép.

Dbi voi cac khung gio cao diém budi toi hodc thoi diém luong khach hang ting
manh do quang cdo, chatbot c6 thé ho tro tu dong phan loai khach hang theo nhu cau

nhu:
- Khéch mua gio trai cay;
- Khéch mua hop qua;
- Khach cén béo gia nhanh;
- Khach dat hang gép trong ngay;
- Khaéch can hd tro sau ban.

Viéc phan loai so b nhu ciu khach hang ngay tir ddu s& giup d6i ngii sale online
xtr 1y hoi thoai nhanh hon, dong thoi giup khach hang cam thiy duoc tiép nhan va hd
tro kip thoi ngay ca trong cac khung gio cao diém. Bén canh d6, chatbot ciing gop phan
hd trg doanh nghiép nang cao tinh chuyén nghiép, han ché tinh trang bo sét khach hang

va cai thién chit luong dich vu khach hang trén nén tang Facebook trong thoi gian téi.

Thit tw, ndng cao kj ndang tw van va xir Iy tinh hudng cia doi ngii sale online

Trong hoat dong ban hang truc tuyén, khach hang khong thé tryc tiép trai nghiém
san pham nén chit lwong tr van cia nhan vién s& anh huong 16n dén cam nhén cua
khach hang ddi véi dich vu. Tuy nhién, trong thuc té, noi dung tu van hién van con phu
thudc kha nhiéu vao cic mau tin nhin co san, khién qua trinh trao d6i thiéu tinh linh
hoat d6i véi cac khach hang c6 nhu cau riéng vé thiét ké gio trai cAy hodc thay doi thanh
phan san pham. Pidu nay co thé lam giam trai nghiém mua sim va anh huong dén kha

nang thuyét phuc khach hang trong qua trinh tu van. Viéc ning cao k¥ ning giao tiép va
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xtr 1y tinh hubng khéng chi giup doi ngii sale online h trg khach hang hiéu qua hon ma
con goép phan ning cao mirc do hai 1ong va cai thién cam nhan cua khach hang vé chat

lugng dich vu cua doanh nghiép.

Doanh nghiép can t6 chirc cac budi dao tao ndi bo vé k§ ning tu van ban hang
truc tuyén, k¥ ning giao tiép va xir Iy tinh hudng phat sinh véi khach hang. Pong thoi,
nhan vién sale online can dugc hudng dan rd hon vé quy trinh tu vin dung thong tin,
xac nhan don hang va cach xur 1y cac tinh hudng lién quan dén thanh toan hoic thay doi

san pham nham han ché phat sinh tranh chap trong qua trinh mua hang.

Bén canh d6, ctra hang ciing phai xay dung céc kich ban xt 1y tinh hudng thudng
gip nhu khach yéu cau d6i mau, thay doi thanh phan san pham, hity don hozc khiéu nai
sau ban dé nhan vién c6 thé chi dong xir 1y linh hoat hon trong qua trinh tu van. Viéc
nang cao k¥ ning giao tiép va xtr 1y tinh hudng khong chi gitp doi ngii sale online hd
trg khach hang hiéu qua hon ma con gép phan ning cao tinh chuyén nghiép trong hoat

dong ban hang truc tuyén trén Facebook.

Bén canh ky ning giao tiép, doi ngii sale online ciing can dugc trang bi kién thirc
day du vé san pham dé nang cao kha ning tu van va thuyét phuc khach hang. Trong thuc
té, nhidu khach hang khong chi quan tim dén mirc gia ma con chii trong dén hinh thirc

thiét ké, thanh phan san pham va su pht hop vé6i timg muc dich ting qua khac nhau.

Vi vay, khi khach hang héi vé mot muc gia cu thé, nhan vién khong nén chi gui
menu tong hop ma can chu dong cung cap thém hinh anh thyc té riéng 16 cua tirng mau
san pham kém thong tin chi tiét vé thanh phan bén trong hop qua hoic gio trai cdy dé
khach hang dé hinh dung va dua ra quyét dinh mua hang. Pong thoi, doanh nghiép ciing
nén xay dung thu vién hinh anh san pham thyc té theo timg phan khuc gia hodc timg dip
ting qua dé hd tro nhan vién tu vin nhanh chéng va chuyén nghiép hon trong qua trinh

trao d6i véi khach hang.

Viéc cung cap ddy di thong tin va hinh anh thuc té s& giup khach hang dé dang
danh gia san pham, han ché tinh trang hiéu sai vé mau ma hoic kich thudc san pham sau

khi nhan hang, tir 46 nang cao mirc d6 hai long trong qua trinh mua sam tryc tuyén.

Ngoai viéc hiéu 1& thong tin san pham, nhan vién sale online ciing can dugc dao
tao kha ning tu van san pham pht hop vdi timg nhu cau cu thé ciia khach hang. Chang
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han, ddi v6i cac san phadm danh ting thy cd, ngudi yéu hodc dip chic ming, nhan vién
nén wu tién gidi thiéu cac mau co tong mau sang nhu hong hodc dé nham tao cam giac
sang trong va phu hop voi muc dich ting qua. Trong khi d6, ddi véi cac trudng hop
Viéng hodc tham hoi, nhan vién can lya chon cac mau cé tong mau tram hodc thiét ké

don gian hon dé phu hop véi hoan canh str dung.

Bén canh d6, nhan vién ciing can chii dong tim hiéu nhu cau, ngan sach va muc
dich st dung cta khach hang trudc khi tu van nham gitp khach d& dang Iya chon san
pham phu hop hon. Viée tu van dang nhu ciu khong chi gitip nang cao kha ning chdt
don ma con tao cam gidc khach hang duoc hd trg tan tinh thay vi chi don thuan gi6i
thiéu san phém, tor do6 gép phﬁn nang cao trdi nghiém dich vu va xay duyng hinh anh
chuyén nghiép cho ctra hang.

Thir ndm, xdy dung kho dir liéu hinh anh san phdm chung danh cho dgi ngii
sale online

Nham nang cao tbc do tu van va do chinh xac cua thong tin san phém, doanh
nghiép can x4y dung kho dir liéu hinh anh san pham chung danh cho d6i ngii sale online.
Hién nay, Fanpage cua XuXi Fruit da thuc hién phan loai album theo tung nhom san
pham nham hd tro khach hang dé& dang tham khdo mAu ma va lya chon san pham phu
hop. Tuy nhién, phan 16n san pham trén Fanpage chua dugc niém yét gia cu thé do gia
c6 thé thay ddi theo mua hoic theo loai trai cay nhap khau timg thoi diém. Vi vay, khach
hang van cin nhén tin tryc tiép dé duoc tu van va bao gia chi tiét. Thém vao d6 hinh anh
san pham van duogc luu trit rai rac trén dién thoai c4 nhan khién nhan vién mét nhiéu
thoi gian tim kiém khi tw van khach hang. Diéu nay khong chi lam cham qua trinh phan
hoi ma con d& dan dén tinh trang giri nhdm hinh anh hodc cung cap sai thong tin san

pham cho khach hang trong qu4 trinh tu van.

Cira hang can tién hanh phan loai hinh anh theo timg nhom san pham, mérc gia va
muc dich sir dung dé nhan vién dé dang tra ctru va guri cho khach hang trong qua trinh

tur van. Chang han, doanh nghiép c6 thé chia san pham theo cic nhom nhu:
- (10 trai cay tang sinh nhat,
- Hop qua trai cay cao cap,

- San pham danh cho dip khai truong,
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- San pham tham héi hoic viéng,
- San pham theo ting phan khuc gia.

Bén canh d6, mdi san pham nén dugc gan mi riéng nhim han ché tinh trang giri
nham hinh anh hodc nham théng tin san pham cho khach hang. Viéc dong bd ma san
pham gitra by phin marketing va sale online cling s& gilip qua trinh tu van, xac nhan don

hang va xir Iy théng tin san pham trd nén thuan tién va chinh xac hon.

Doanh nghiép phai xay dung hé thdng luu trit dir liéu chung trén nén tang Google
Drive hodc cac nén tang luu trit tryc tuyén tuong ty danh riéng cho doi ngil sale online.
Hién nay, bo phan marketing cia ctra hang d c6 hé thong luu trit hinh anh va noi dung
san pham phuc vu cho hoat dong ding bai va quang ba. Vi vy, XuXi Fruit c6 thé xay
dung thém tai khoan luu trit riéng danh cho sale online v&i ddy du hinh anh thyc té,
thong tin thanh phan san pham, mirc gia va cic mau san pham duoc phan loai theo ting

nhom nhu cau khach hang.

Ngoai hinh anh san pham, hé théng luu trit ciing can bd sung thém cac nodi dung hd

tro tu van nhu:
- Théng tin thanh phan san pham,
- Kich thude hop qua hodc gid trai cay,
- Baéng gia cap nhat,
- Mau 10i chtc,
- Hinh anh thyc té sau khi hoan thién san pham.

Viéc xay dung kho dit liéu chung s& gitip ddi ngii sale online d& dang tim kiém dung
mAau san pham phu hop véi yéu ciu ciia khach hang, dong thoi han ché tinh trang mdi

nhan vién st dung hinh anh hodc thong tin khac nhau trong qua trinh tu van.

Bén canh do6, doanh nghi¢p cling nén quy dinh rd trach nhiém cap nhat dir li¢u gitra
bd phan marketing, bo phan ban hang tai ctra hang va doi ngii sale online nhim dam bao
thong tin san pham luén dugc ddng bd va phu hop véi thuc té ban hang. Trong qua trinh
trién khai san phim méi, bo phan ban hang tai cira hang 13 noi truc tiép tiép nhan va

chuan bi san pham thyc té, sau d6 b phan marketing s& phdi hop ghi nhan hinh anh,
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thong tin san pham va cap nhat 1én hé thong dit liéu chung trudc khi chuyén dén doi ngi
sale online dé phuc vu hoat dong tu van khach hang. DPoi voi cac san phém moi1 hoac
cac mau thay do6i theo mua, bo phan marketing can phdi hop véi bo phan ban hang tai
ctra hang dé cap nhat hinh anh thyc té ngay sau khi trién khai nham giup doi ngii sale

online kip thoi st dung trong qué trinh tu van khach hang.

Ngoai ra, ctra hang ciing can phan cong nhan sy phu trach kiém tra, sip xép va cap
nhat dir liéu dinh ky nhiam han ché tinh trang hinh anh bj tring lip, thiéu thong tin hodc
khong con phu hop véi san phém thuc té hién tai. D6i véi cac san phém moi1 hodc cac
mAu thay doi theo mua, bd phan Marketing can chii dong cap nhat hinh anh va thong tin
san pham 1én hé thong luu trit trong thoi gian phu hop dé doi ngil sale online thuan tién

hon trong qua trinh tir vin khach hang.

Bén canh d6, doanh nghiép ciing can cht trong dam béo tinh déng bé mai san pham
giita bo phan marketing, sale online, bd phan ban hang tai ctra hang va hé thdng quan 1y
ban hang nham han ché tinh trang giri nham hinh anh, tu van sai thong tin hodc thiéu
thong nhat giira hoat dong ban hang truc tuyén va ban hang tryc tiép. Viéc dong bo nay
s& gitip nhan vién & tat ca cac kénh ban hang dé dang tra ctru thong tin san pham, kiém

tra tinh trang hang hoa va hd trg khach hang mot cach chinh xac hon.

Viéc xay dung kho dir liéu hinh anh chung khdong chi gitip doi1 ngii sale online rut
ngan thoi gian tim kiém thong tin ma con gop phan nang cao tinh ddng nhét trong hoat
dong tu van gitta cac nhan vién. Trong hoat dong ban hang truc tuyén, sy chinh xac va
dong nhét cua thong tin san pham cé anh hudng 16n dén cam nhan cta khach hang vé
chét luong dich vu. Vi vay, viéc xay dung hé théng dir liéu dff)ng bo s€ giup han ché tinh
trang tu van sai thong tin, nang cao do tin cay va cai thién trai nghiém khach hang trong

qua trinh mua sam tryc tuyén trén Facebook.

Bén canh céc giai phap vé phan hoi khach hang va quan 1y van hanh, XuXi Fruit
cling can tiép tuc nang cao hiéu qua tiép can thong tin trén Fanpage Facebook nham hd
tro khach hang thuan tién hon trong qué trinh tim kiém va lua chon san phém. Doanh
nghiép nén duy tri viéc phan loai album san phim theo tirng nhom nhu ciu, dong thoi
chuan hoa cich trinh bay hinh anh, ndi dung bai viét va thong tin san pham nham ting
tinh truc quan va dé theo ddi trén Fanpage. Ngoai ra, cira hang can thudng xuyén cap

nhat ndi dung mai, hinh anh thuc té va cac bai viét theo tung phan khuac gia nham duy
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tri kha nang tiép can khach hang trén nén tang Facebook. Viéc t6i uu ndi dung va duy
tri mirc d6 twong tac 6n dinh khong chi gitip ning cao hiéu qua hoat dong ban hang truc

tuyén ma con gop phan cai thién trai nghiém khach hang.

3.2.2. Hoan thién s dong bd thong tin va quy trinh phoi hop ndi bd
Thir nhdt, néng cao tinh dong b giita dgi ngii sale online va bé phdn cira hang

trong qud trinh cdp nhdt gid ban va tinh trang san pham

Nham han ché sai sot trong qua trinh tu vin va ning cao do chinh xac cta thong
tin san pham, doanh nghiép cin nang cao tinh dong bo giita doi ngii sale online va bd
phan ctra hang trong qua trinh cdp nhat gia ban va tinh trang san pham. Hién nay, gia
ban va dir liéu ton kho ctia mot sb san phrflm chua duoc cap nhat kip thoi gitra cac bd
phan, din dén tinh trang nhan vién tu vin mirc gia chua chinh x4c hodc tiép tuc tu van
san pham d3 hét hang cho khach. Diéu nay khong chi anh huéng dén trai nghiém mua
sam ma con 1am giam mirc do tin cdy cua khach hang di voi doanh nghiép trong qué

trinh mua hang tryc tuyén

Pé khic phuc van dé trén, cira hang can xy dung quy trinh cép nhat thong tin
san pham hang ngdy, dic biét d6i voi cac miat hang cé gia thay doi theo tinh hinh nhap
hang thuc té. Mdi ngay, bo phan ctra hang va sale online nén danh thoi gian kiém tra lai
gi4 ban, tinh trang hang hoa va cac san pham c6 su thay doi dé dam bao nodi dung tu van

thdng nhét hon trong qua trinh ban hang truc tuyén.

Cu thé, vao dau mdi ngay lam viéc, quan 1y cira hang can cap nhat tinh hinh nhap
hang, mirc gia nhap thuc té va cac san pham c6 sy thay d6i vé gia dé doi ngii sale online
kip thoi nam bat thong tin. D6i v6i cac mat hang trai cay nhap khau hodc san pham theo
mua c6 murc gia bién dong thuong xuyén, nhan vién sale online can chu dong kiém tra

lai bang gia trudc khi tu van nham han ché tinh trang béo gia cii cho khach hang.

Ngoai ra, d6i ngii sale online ciing nén danh khoang 5-10 phut vao dau budi 1am
viéc dé kiém tra nhanh danh sach san phém, gia ban va tinh trang tdn kho thuc té tai cira
hang nham cap nhat thong tin chinh xac hon trong qua trinh tur van. Viéc xdy dung quy
trinh kiém tra thudng xuyén sé gitip han ché sai sot trong hoat dong ban hang, dong thoi
nang cao tinh nhit quan giira cac bd phin trong qua trinh cung cip thong tin cho khach

hang.
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Bén canh viéc cdp nhat thong tin san phim hang ngay, doanh nghiép phai ting
cuong su két ndi giira doi ngil sale online va bo phan cira hang théng qua viéc trao ddi
tryc tiép vé tinh trang hang héa trong ngay. Trong qua trinh nhap hang, nhan vién sale
online c6 thé xuéng ctra hang dé kiém tra thuc té cac san phém méi, nam rd chat lugng,

mau ma, kich thudc va muc gid hién tai cua tirng loai san pham.

Viée tiép xuc truc tiép véi san pham thuc té khong chi giup nhan vién hiéu rd hon
vé hang hoa ma con ning cao kha ning tu van, gi6i thiéu san pham va xu 1y cac cau hoi
ctia khach hang trong qua trinh ban hang tryc tuyén. Pong thoi, su phdi hop thuong
xuyén gitta cac bd phan ciling s& gitip han ché tinh trang thong tin truyén dat khong dong

nhat hodc cham cap nhat trong qua trinh tu van khach hang trén Facebook.

Ngoai ra, doanh nghiép ciling can xay dung nhom trao ddi ndi bod gitta bd phan
ctra hang va do6i ngi sale online nhim cép nhat nhanh cac thong tin lién quan dén hang
hoa, san pham méi hodc cac truong hop phat sinh trong ngdy. Giai phap nay s& gitp qua
trinh trao doi thong tin dién ra nhanh chéng va hd trg nhan vién sale online xir Iy khach

hang hi¢u qua hon.

Ngoai viéc ting cudng phdi hop giita cac bo phan, cira hang ciing phai xay dyng
bang cap nhat gia va tinh trang san phém chung trén nén tang truc myén dé cac bd phan
c6 thé theo ddi va cap nhat thong tin lién tuc trong ngay. Doanh nghiép c6 thé sir dung
Google Sheets hoic tich hop dit liéu tir phdn mém quan 1y ban hang dé hd trg cap nhat

thong tin nhanh chéng va thuén tién hon.

Ddi v6i cac san pham hét hang hodc thay doi gia dot xudt, bd phan cira hang can
thong bao ngay cho ddi ngil sale online nham han ché tinh trang tiép tuc tw van cic san
pham khong con sin hang hodc bao gia khong chinh xac cho khach hang. Bén canh do,
hé thdng cap nhat chung ciing gitip nhan vién sale online d& dang tra ciru thong tin san

pham trong qua trinh tu van ma khong can mat nhiéu thoi gian xac nhén lai véi ctra hang.

Viée xay dung hé thdng cap nhat théng tin dong bd khong chi gop phan nang cao
tinh chinh x4c trong hoat dong tu vin ma con gitp doanh nghiép han ché sai sot, nang
cao tinh chuyén nghiép va cai thién trai nghiém mua hang ctia khach hang trén nén tang

Facebook trong thoi gian toi.
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Ngoai viéc dong bo thong tin giita cac bd phan ndi bo, doanh nghiép ciing can
chu trong cép nhat dong bo dir liéu san pham giira Fanpage Facebook va website nhim
hd trg khach hang thuan tién hon trong qua trinh tim hiéu thong tin trude khi mua hang.
Dbi v6i cac san pham nhur gio trai cay hodc hop qua, khach hang thuong cé nhu cau xem
trude hinh anh thuc té, tham khao muc gia va lua chon mau phu hop trude khi lién hé
dat hang. Vi vay, vi¢c cap nhat déy da hinh anh, thong tin san phém va muc gia trén
website s& gop phan hd trg khach hang tra ctru thong tin nhanh chéng va nang cao trai

nghiém mua sam truc tuyén.

Trong thuc té, da c6 nhiéu truong hop khach hang, dic biét 1a khach nudc ngoai,
truy cAp website dé xem méu san pham truéc khi chi dong nhén tin qua Fanpage
Facebook dé duoc tu van va dit hang. Diéu nay cho thiy website khong chi dong vai
trd hd tro cung cip thong tin ma con gdp phan ting kha ning tiép can va hd tro hoat

dong ban hang trén nén tang Facebook.

Bén canh d6, doanh nghiép ciing can dam bao thong tin san pham trén website
va Fanpage Facebook duoc cép nhat déng bd nham han ché tinh trang chénh I¢ch thong
tin gitra cac nén tang. Viéc dong bo dit liéu san pham s& gitp doi ngii sale online thuan
tién hon trong qué trinh tu van, dong thoi gop phan nang cao tinh chuyén nghiép va do
tin cdy ctia doanh nghiép trong hoat dong ban hang truc tuyén.

Thur hai, hoan thién quy trinh xdc nhan thanh toan va kiém soat giao dich truc
tuyén

Trong hoat dong thanh toan, XuXi Fruit cAn xdy dung quy trinh x4c nhan giao
dich 5 rang hon, dic biét dbi véi cac giao dich qudc té va thanh toan bang Mastercard
nham han ché rui ro tranh chap hoic hoan tién tir phia ngén hang. Hién nay, mét sb giao
dich tryc tuyén van tiém 4n nguy co phat sinh khiéu nai do khach hang thay dbi théng
tin, khong x4c nhan rd ndi dung don hang hodc xay ra tranh chap lién quan dén san pham
va thanh toan. Vi vay, viéc xay dung quy trinh xac nhan thanh toan chat ch€ s€ giup
doanh nghiép han ché rui ro thit thoat doanh thu va nang cao tinh minh bach trong hoat

dong ban hang tryc tuyén.

Trude khi xac nhan don hang, nhan vién sale online can gui day du thong tin vé
san pham, hinh anh thyc t€, mirc gi, dia chi giao hang va yéu cau khéach hang xac nhan

lai n6i dung don hang. Viéc xac nhan thong tin diy du trude khi thanh toan sé giup han
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ché tinh trang khach hang hiéu sai vé san phdm hodc phat sinh tranh chép sau khi giao
hang. D6i voi cac khach hang thanh toan bang Mastercard hodc thé ngan hang quéc té,
doanh nghiép can dic biét chu trong dén budc xac nhan thong tin trude khi chdt don
nham han ché rui ro bi hoan tién hodc khiéu nai giao dich tr phia khach hang. Trong
thue té, dbi véi mot sd giao dich qudc té, khach hang c6 thé yéu cau ngan hang hoan
tién néu phat sinh tranh chap hodc cho rang thong tin san pham khong dung véi noi dung

da tu van.

Vi vay, trude khi tién hanh xac nhan don hang, nhan vién sale online can gtri day
du thong tin vé san pham, hinh anh thyc té, thanh phan san pham, gia ban, phi giao hang
va thoi gian giao du kién dé khach hang xac nhén lai 1an cubi thong qua tin nhan. Viéc
lwu trit ddy du thong tin xac nhén s& giup doanh nghiép thuén loi hon trong qua trinh tra

soat giao dich néu phat sinh tranh chip thanh toan sau nay.

Ngoai viéc xac nhan thong tin trude khi chdt don, doanh nghiép ciing can luu trix
dﬁy du lich str hoi thoai, hinh anh san phém, thong tin thanh toan va ndi dung xac nhan

ctia khach hang trén hé thong nham phuc vu cho qua trinh tra soat giao dich khi can thiét.

Bén canh do, dbi véi cac don hang c6 gié tri cao hodc giao dich quéc té, cira hang
nén luu lai hinh anh san pham thyc té truéc khi giao hang, héa don thanh toan va thong
tin van chuyén nham ting tinh minh bach trong qua trinh xt 1y giao dich. Pdng thoi,
nhan vién sale online can kiém tra va xac nhan lai thong tin khach hang ti thiéu 2 1an
trude khi chuyén don sang b phén giao hang. Viéc c6 day du thong tin xac nhan s& giup
ctra hang thuan loi hon trong qua trinh 1am viéc véi ngan hang hodc don vi thanh toan

néu phat sinh khiéu nai hoan tién tir phia khach hang quéc té.

Giai phap nay khong chi gitip han ché rui ro thit thoat doanh thu ma con nang
cao tinh chuyén nghiép va minh bach trong hoat dong ban hang truc tuyén cta doanh
nghiép. Pong thoi, viéc luu trir dir liéu day du ciing hd tro doanh nghiép kiém tra lai
thong tin giao dich nhanh chéng khi phat sinh cac truong hop can dbi chiéu hoic xir 1y

khiéu nai tir khach hang.

Bén canh viéc kiém soat thong tin thanh toan, XuXi Fruit phai xay dung quy trinh
phéi hop rd rang gitta bd phan sale online va ké toan trong viéc kiém tra giao dich thanh

toan. Sau khi khach hang chuyén khoan hodc thanh toan qudc té, bd phan ké toan can
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x4c nhan giao dich nhanh chéng dé sale online kip thoi xir Iy don hang va phan hdi cho

khach.

Ddi véi cac giao dich c6 du hiéu bat thuong hoac can kiém tra thém, hai b phan
can phéi hop tra soat thong tin trude khi xac nhan don nham han ché céc rui ro phat sinh
trong qué trinh thanh toan va giao hang. Ngoai ra, doanh nghiép can quy dinh 6 thoi
gian xac nhan thanh toan gitra cac bd phan nham han ché tinh trang cham xu ly don

hang khi lugng giao dich tang cao.

Viéce xdy dung quy trinh phdi hop chat ché giira sale online va ké toan khong chi
gitip rat ngan thoi gian xtr 1y giao dich ma con gép phan nang cao chét lwong phuc vu
khach hang, han ché sai sot trong qua trinh thanh todn va nang cao hiéu qua quan Iy hoat
dong ban hang truc tuyén cua doanh nghiép trong thoi gian téi.

Thir ba, nang cao hiéu qua quan ly dir liéu va kiém sodt hoat dong van hanh ngi
bo

XuXi Fruit can chu trong nang cao hiéu qua quan 1y dir liéu va kiém soat hoat
dong van hanh ndi bo nham dam bao sy d@)ng b gitra hang hoa, doanh thu va thanh toan.
Do dic thu kinh doanh trai ciy twoi c6 lugng nhép xuat thay dbi lién tuc, doanh nghiép
can kiém soat chat ché dit liéu ddu vao va dau ra theo nguyén tic dong bo giita hang
nhap, hang ban va thanh toan thyc té. DOi voi mit hang trai cay tuoi, chit lugng san
pham sau khi giao hang c6 anh hudng truc tiép dén murc do hai long cua khach hang. Vi
vay, viéc kiém soat hang héa theo nguyén tic FIFO khong chi giup doanh nghiép han

ché hao hut ma con gbép phan dam bao chit lwong san pham khi dén tay khach hang.

Trong thoi gian téi, XuXi Fruit c6 thé tin dung cac tinh ning quan 1y ton kho trén
hé théng KiotViet dé nang cao hiéu qua kiém soat hang hoa theo ting 16 hang nhap. Déi
v6i mit hang trai cay twoi, cung mot loai san pham nhung nhap & cac thoi diém khac
nhau s€ c6 do tuoi va thoi gian bado quan khac nhau. Vi vy, doanh nghiép nén ap dung
hinh thtrc quan 1y theo 16 hang va han sir dung thay vi chi quan 1y theo tén san phdm

chung.

MG&i 16 hang nhép vé can duoc gin mi riéng trén hé thong nham hd trg theo ddi
thoi gian nhap hang va vu tién xuat ban theo nguyén tic nhap trude — xuit trude (FIFO).

Cira hang nén wu tién 4p dung cach quan Iy ndy cho cac mit hang trai ciy nhap khau va
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nhirng san pham c6 thoi gian bao quan ngin, d& hu hong nhu nho Dai Loan chi bao quan
t6t trong khoang 5 ngay sau khi nhap dé dé theo ddi thoi gian luu kho va han ché hang
t6n qua lau. Giai phap nay sé& gitp ctra hang kiém soat tot hon tinh trang t6n kho, han
ché that thoat do hang hoa dé qua lau va nang cao do chinh xac giita dit liéu trén hé

thong va s luong thuc té tai cira hang.

Bén canh viéc quan 1y trén phan mém, doanh nghiép ciing can xay dung quy trinh
trung bay va sdp xép hang hoa truc quan hon tai cira hang nham hd trg nhan vién thuc
hién dung nguyén tic FIFO trong qua trinh ban hang. Céc san pham nhép trude can dugc
sap xép ¢ vi tri d& ldy hon nhu phia ngoai hodc phia trén ké, trong khi hang méi nhap s&

dugc dua vao phia trong hodc phia dudi.

Ngoai ra, cira hang ciing c6 thé ap dung hinh thirc phén loai theo mau sac hoic
tem nhan dién theo ngay nhap hang dé nhan vién dé dang nhan biét va uu tién ban céc
san pham cii trudc nham han ché tinh trang hang héa ton 1au dan dén hu hong hodc hao
hut. Doanh nghiép cling nén thyc hién kiém tra ton kho dinh ky tdi thiéu 1 lﬁn/ngéy doi
v6i cac nhom san pham c6 thoi gian bao quan ngan nham kip thoi phat hién cac truong

hop hang héa xubng chét lugng hodc ton kho qua l1au.

Ngoai viéc kiém soat ton kho, XuXi Fruit cling can ting cuong kiém soat sy dong
bd gitta hang nhép, hang ban va thanh toan thuc té nhdm han ché that thoat doanh thu
trong qua trinh van hanh. Doanh nghiép can dam bao moi giao dich thanh toan déu duoc
cap nhat ddy du trén hé thong KiotViet, dong thoi kiém tra va xac nhan giao dich ngay
sau khi khach hang hoan tat thanh toan nham han ché tinh trang sét don hodc sai léch

doanh thu.

Bén canh d6, doanh nghiép can xay dung quy trinh ddi soat doanh thu thudng
xuyén giita bd phan ban hang, ké toan va dir liéu trén hé thong nham kip thoi phat hién
cac sai léch phat sinh trong qua trinh van hanh. Viéc ddi soat dit liéu can duoc thuc hién
ngay sau khi két thuc ngay ban hang hoic trong thoi gian phit hop nham hd trg kiém tra
va cap nhat thong tin kip thoi khi phat sinh chénh 1é€ch gitra doanh thu thuc té va dir liéu
trén hé thong.

Ngoai ra, doanh nghiép cling can phan cong rd trach nhiém kiém tra va xac nhan

giao dich gitta cac by phan nham han ché tinh trang bo sot thanh toan hodc cap nhat
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thiéu thong tin trén hé théng quan 1y ban hang. Viéc kiém soat chit ch& dir liéu thanh
toan s& gop phan nang cao tinh minh bach, h trg doanh nghiép thuan loi hon trong qué

trinh kiém tra doanh thu va han ché rui ro that thoat trong hoat dong kinh doanh.

Ngoai ra, doanh nghiép ciing can xdy dung quy trinh kiém soat hang hu hong
hodc hao hut minh bach hon trong qué trinh van hanh. Péi véi cac san pham bi dép,
hong hoac khong con dam bao chét luong dé ban, nhan vién can thyuc hién kiém ké va
cap nhat dy du trén hé thong thay vi xir Iy thu céng nhu hién nay. Ctra hang can xay
dung danh muc riéng cho cac truong hop xuat hity hodc hao hut dinh ky nhim hd tro

quan 1y chinh x4c s6 lwong hang hoa that thoét thyc té trong qué trinh kinh doanh.

Bén canh do, XuXi Fruit cting nén thiét 1ap muc tdn kho t6i thiéu va toi da dbi
véi ting nhom san phrflm nham hd trg kiém soat dong von va han ché tinh trang ton kho
qua nhiéu ddi v6i mit hang co thoi gian bao quan ngan. Hé théng KiotViet co thé hd tro
canh bao khi sé luong ton kho xudng thap hodc vuot mic quy dinh, tir d6 giup nhan

vién ctra hang cha dong hon trong viéc nhap hang theo nhu ciu thyc té

Viéc xay dung quy trinh quan 1y dir li¢u va van hanh ndi bo chat ché khong chi
gitip doanh nghiép kiém soat tot hon hoat dong ton kho, doanh thu va thanh toan ma con
gop phan nang cao hi¢u qua st dung vbn, han ché thit thoat hang hoa va t61 wu hoat
dong kinh doanh trong thoi gian t6i. Dong thoi, sy dong b trong hoat dong van hanh
cling s& gitip nang cao dd tin cdy va cai thién chét lvong dich vu khach hang trong hoat

dong ban hang truc tuyén ciia XuXi Fruit.

3.2.3. Hoan thién quy trinh giao hang va cham séc khach hang sau ban

Thit nhdt, cdi thién chdt lwong giao hang

Nham nang cao trai nghiém khach hang va han ché cac khiéu nai phat sinh trong
qué trinh ban hang truc tuyén, doanh nghiép can cai thién chat lugng giao hang va hoat
dong hau mai trong thoi gian tdi. Hién nay, hoat dong giao hang ctia XuXi Fruit van phu
thudc kha nhiéu vao cic don vi van chuyén bén ngoai nén thoi gian giao hang doi khi
chua On dinh, dic biét trong cac khung gio cao diém. Piéu nay co thé anh hudng dén
chat lugng san pham va trai nghiém mua hang cta khach hang, nhat 1a d6i véi cac san
pham mang tinh qua ting nhu gid trai cdy hoic hop qua. Pdi voi hoat dong ban hang
truc tuyén, thoi gian giao hang va tinh trang san pham khi dén tay khach hang c6 anh

huong truc tiép dén cam nhan cua khach hang vé chét lugng dich vu cua doanh nghiép.
133



Vi vay, viéc hoan thién quy trinh giao hang khong chi giup han ché sai st trong qua
trinh van chuyén ma con goép phan nang cao mirc d6 hai long va do tin cdy cua khach
hang ddi v6i XuXi Fruit.

Cira hang can chi dong theo ddi tién do giao hang thudng xuyén hon, dic biét
d6i véi cac don hang giao gap hoic don hang hop/gio qua trong cac khung gid cao diém.
Trong thoi gian t6i, XuXi Fruit c6 thé ti wu hoat dong giao hang bang cach két nbi hé
thdng KiotViet v6i cac nén tang trung gian van chuyén nham hd tro déng bo don hang
tir dong va t6i wu chi phi giao hang. Thay vi 1am viéc truc tiép voi ting don vi van
chuyén riéng 1¢, doanh nghiép c6 thé két ndi KiotViet vdi cac ddi tac van chuyén da
dugc tich hop sin trén hé thdng nhu GrabExpress hodc Green SM (GSM). Céc nén tang
nay cho phép cira hang dong b trang thai don hang truc tiép trén hé thong, tir d6 gitp
d6i ngil sale online va bo phan cira hang dé dang theo ddi tién d6 giao hang ma khong
can xtr Iy thil cong ting don riéng 16. Viéc theo ddi tién d6 giao hang theo thoi gian thuc
s€ giip doanh nghiép chu dong xu 1y cac truong hop giao cham hodc phét sinh trong
qua trinh van chuyén, tir d6 han ché anh huéng tiéu cuc dén trai nghiém mua hang cia

khach hang trong hoat dong ban hang truc tuyén.

Dé trién khai thuc té, XuXi Fruit can thuc hién két ndi truc tiép gitra KiotViet véi
tai khoan GrabExpress va Xanh SM di ding ky bang sb dién thoai ctia cira hang. Trén
giao dién quan tri KiotViet, nhan vién c6 thé vao muc Thiét 1ap ctra hang — Giao hang
dé kich hoat két nbi v6i timg ddi tic van chuyén. Sau khi nhap sé dién thoai dang ky tai
khoan Grab hodc Xanh SM va xac thuc bang ma OTP, hé thong s& cho phép lién két truc
tiép tai khoan van chuyén voi KiotViet. Tiép theo, ctra hang can cau hinh dia chi liy

hang mic dinh dé shipper c6 thé dén ding dia diém nhan hang.

Sau khi hoan tat két ndi, khi phat sinh don hang, nhan vién chi can tao don truc
tiép trén man hinh ban hang cua KiotViet va nhap day du thong tin khach hang bao gom
tén, sb dién thoai va dia chi chi tiét. Tai muc giao hang, nhan vién co thé lwa chon
GrabExpress hodc Xanh SM lam ddi tac van chuyén. Hé thdng KiotViet s& tu dong giri
yéu cau dén hing van chuyén dé tinh phi giao hang theo khoang cach va hién thi cac gbi
cudc phi hop nhu giao siéu toc hodc giao tiéu chuin. Sau khi xac nhan diy don, hé
thong sé& tu dong diéu phdi tai xé gan nhat dén nhan hang ma khong can nhan vién thao
tac thu cong trén tmg dyung riéng cua timg hing van chuyén.
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Ngoai ra, trang thai don hang ciing s& duoc ddng bo tw dong theo thoi gian thuc
gitra hé théng van chuyén va KiotViet. Khi tai xé nhan don, hé théng s€ cap nhat trang
thai “Pang giao hang”; khi giao thanh cong, trang thai s& chuyén sang “Khach di nhan
hang” va ty dong ghi nhan COD néu co. Viéc dong b trang théi ty dong gitip doi ngi
sale online dé dang theo ddi tién do giao hang, han ché sai sot trong qua trinh xir Iy don

va nang cao kha nang phan hoi khach hang khi phat sinh sy ¢ giao hang.

Dong thoi, viée str dung cac cong van chuyén trung gian con gitip doanh nghiép
tiép can muc gia van chuyén wu dai hon do cac don vi nay co chinh sach chiét khau khi
lién két v6i nhidu hiang giao hang khac nhau. Giai phap nay khong chi gitip toi wu chi
phi van hanh ma con ning cao kha ning kiém soat don hang trong hoat dong ban hang
truc tuyén. Ngoai ra, viée ddng bo dit liéu van chuyén trén cing mot hé thdng con giup
doanh nghiép dé dang thng ké ty 1é giao hang thanh cong, thoi gian giao trung binh va
danh gia hiéu qua cta ting don vi van chuyén dé c6 phuong an diéu chinh phu hop hon

trong tuong lai.

Bén canh viéc t6i wu hé thong giao hang, doanh nghiép ciing can linh hoat lya
chon don vi van chuyén theo timg khung gio nhdm han ché tinh trang giao hang cham

hozc anh hudng chit lvgng san pham. Cu thé:

- Déi véi cac khung gior cao diém nhu budi trua hodc chiéu tdi, cira hang c6 thé vu
tién st dung cac don vi giao hang hoa tdc nhu GrabExpress nham dam bao san
pham duoc giao nhanh chong va han ché tinh trang trai cay bi anh huong do thoi

gian van chuyén kéo dai.

- Pai véi cac khung gio thip diém hodc cac don hang thong thuong, doanh nghiép
c6 thé lya chon cac don vi van chuyén tiéu chuin nham tdi vu chi phi hoat dong.

- Chu dong theo dbi tién do giao hang trong ngay dé kip thoi xir 1y cac trudng hop
giao cham hoic phat sinh trong qua trinh van chuyén.

- Khi phat sinh su cd ngoai y muén nhan vién can chu dong tu dat don vi van
chuyén trén dién thoai c4 nhan nham dam bao tién do giao hang va linh hoat xtr

Iy.
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Viéc Iya chon don vi van chuyén phi hop theo timg thoi diém s& giup doanh

nghiép duy tri tinh 6n dinh trong hoat déng giao hang, déng thoi han ché cac phan

hoi tiéu cuc lién quan dén thoi gian giao nhan san pham.

Ngoai ra, doi vdi cac san pham qua tang nhu gio trai cay hodc hop qua, doanh

nghiép can xay dung quy trinh kiém tra va déng géi san pham chit ché hon trudc

khi ban giao cho don vi van chuyén. Cu thé:

Nhan vién can chup anh hodc quay video san pham hoan thién trudc khi giao cho
shipper nham luu lai tinh trang thyuc té ctua san phim va hd trg xir Iy néu phat sinh

khi€u nai sau nay.

San phém can duoc ¢b dinh chic chin béng mang boc hoic vat liéu hd tro nham
han ché tinh trang l1¢ch bd cuc, dap trai cay hodc hu hong trong qua trinh van

chuyén.

Khi tao don hang trén h¢ théng, nhan vién can bd sung cac ghi chi cu thé danh
cho shipper nhu yéu cau nhe tay, tranh de hang hoac lién hé khach hang trude khi

giao nham han ché rui ro phat sinh trong qua trinh vén chuyén.

Dbi véi cac don hang gia tri cao hodc don qua ting sb luong 16n trong dip 18, cira
hang can sir dung thém ti chdng sb¢ hoic hop bao vé nham ting do an toan cho

san pham khi vin chuyén duong xa.

Déi voi cac san pham mang tinh qua ting, hinh thirc san pham khi giao dén khach

hang c6 anh huong 16n dén trai nghiém str dung va danh gia cua khach hang déi véi

chat lwong dich vu ctia doanh nghiép. Vi vay, viéc kiém tra va dong géi san pham

can than s& gop phan han ché khiéu nai va nang cao tinh chuyén nghiép trong hoat

dong ban hang truc tuyén ctiia XuXi Fruit.

Thut hai, hoan thién hoat dong cham soc khach hang sau ban

Nham duy tri mbi quan hé véi khach hang va nang cao ty 1é khach hang quay lai

mua hang trong twong lai, doanh nghiép can hoan thién hoat d6ng chim soc khach hang

sau ban trong hoat dong ban hang truc tuyén. Hién nay, sau khi hoan tit giao hang, hoat

dong chim séc khach hang cuia cira hang van chua duoc trién khai dong bo va chu yéu

dirng lai & qua trinh xtr Iy don hang. Trong khi d6, d6i v&i hoat dong ban hang truc tuyén,
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chim s6c khach hang sau ban dugce xem 13 yéu t6 quan trong gitip doanh nghiép nang

cao muc do hai long, xay dung long tin va tao su gén két 1au dai voi khach hang.

Sau khi don hang duoc giao thanh cong, nhan vién sale online nén chi dong nhin
tin hoi tham khach hang vé tinh trang san pham, thoi gian giao hang va mirc d6 hai long
trong qué trinh mua hang. Viéc chii dong ghi nhan phan hoi tir khach hang khong chi
gitip doanh nghiép kip thoi hd tro xir Iy néu phat sinh van dé lién quan dén chét luong
san pham hodc qua trinh van chuyén ma con gitp khach hang cam nhan duoc su quan

tAm va chuyén nghiép cua cira hang sau khi hoan tit don hang.

Bén canh d6, doanh nghiép ciing nén xdy dyng mau tin nhan chiam séc khach
hang sau ban phti hop nham gitip qua trinh hd tro khach hang dugc thyc hién dong bo
va chuyén nghiép hon giira cic nhan vién. Déi v6i cac trudng hop khich hang phan hoi
chua hai 10ng vé san pham hodc dich vu giao hang, d6i ngi sale online can chi dong
tiép nhan thong tin va phdi hop véi cac b phan lién quan dé hd tro xir Iy nhanh chéng

nham han cheé phat sinh khi¢u nai kéo dai.

Ngoai ra, ctra hang can luu trit cac phan hoi thuc té ciia khach hang dé 1am co so
danh gia chat lugng dich vu va cai thién hoat dong ban hang truc tuyén trong thoi gian
toi.

XuXi Fruit can x4y dung chinh sach cham séc khach hang than thiét thong qua
cac chuong trinh vu dai danh cho khach hang cli nhu ma giam gia, qua tdng nho hoac
chuong trinh tich diém cho cac 1an mua tiép theo. Cac chuong trinh vu d3i danh cho
khach hang cii s& gop phan duy tri mdi quan hé vé6i khach hang va khuyén khich khach
hang tiép tuc sir dung dich vy trong twong lai.

Ddi v6i cac khach hang da tirng mua gio trai cay hodc hop qua trong cac dip dic
biét, cira hang c6 thé chu dong luu thong tin va giri tin nhan goi y san pham hodc chuong
trinh vu dai vao cac dip 1&, sinh nhat hodc ngay ky niém nham ting kha ning khach hang
quay lai mua hang. Bén canh d6, doanh nghiép ciing c6 thé phan loai khach hang theo
tan suit mua hang hodc gia tri don hang dé xay dung cac chuong trinh chim séc phu

hop voi timg nhom khéach hang khac nhau.
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Viéce duy tri twong tac voi khach hang sau ban s€ gitip doanh nghi¢p xay dung
moi quan hé 1au dai, ting mirc do gin két cuia khach hang d6i voi thuong hiéu va nang

cao hiéu qua ban hang tryc tuyén trong dai han.

Bén canh hoat dong cham soc sau ban, doanh nghiép cling can khuyén khich
khach hang dé lai danh gia hodc chia sé trai nghiém mua hang trén Fanpage Facebook
nham gia ting mirc do tin cdy cua thwong hiéu dbi véi khach hang mai. Sau khi hoan tat
don hang, nhan vién sale online c6 thé chu dong guri 161 cam on va khuyén khich khach
hang d¢ lai phan hdi vé san pham hodc dich vu néu khach hang hai 1ong véi trai nghiém

mua sam.

Ngoai ra, doanh nghiép ciing c¢6 thé trién khai cac chuong trinh wu dai nho nhu
tang mi giam gia hodc qua ting cho khach hang khi chia sé hinh anh san pham hoic
danh gid trai nghi€ém mua hang trén mang xa hoi. Giai phdp nay khong chi gitp gia tang
mirc do twong tac ti nhién trén Fanpage ma con gbp phan nang cao d tin cdy thuong

hiéu va hd tro hoat dong quang ba san pham trong méi trudng truc tuyén.

Viéc hoan thién hoat dong cham soc khach hang sau ban khong chi gitip doanh
nghiép nang cao muc d6 hai long cta khach hang ma con gop phan xay dung hinh anh
thuong hiéu chuyén nghiép, tang kha nang gilt chan khach hang va cai thién hiéu qua

hoat dong ban hang truc tuyén trén nén tang Facebook trong thoi gian téi.

Thit ba, cu thé héa quy trinh xit Iy khiéu nai va hé tro' sau bén

Nham nang cao chét luong dich vu khéach hang va han ché cac phan hdi tiéu cuc
trong hoat dong ban hang truc tuyén, doanh nghiép can xay dung quy trinh xur Iy khiéu
nai va hd trg sau ban cu thé hon thay vi chi dimg lai & viéc xin 16i khach hang nhu hién
nay. Ddi véi cac truong hop giao sai mau, san pham bi dap hodc khong giéng hinh anh
tu van ban dau, cira hang can c6 phuong an hd trg 16 rang nhu dbi san pham, hd trg chi
phi hodc ting mi wu dii cho don hang tiép theo nham ning cao muc do hai long cua

khach hang.

Dic biét, ddi v6i mit hang mang tinh qua ting nhu gié trai cdy hodc hdp qua, cac
su ¢d lién quan dén hinh thirc ¢6 thé anh huong truc tiép dén trai nghiém va muc dich

sir dung cuia khach hang. Vi vay, doanh nghiép can xdy dung quy trinh xir Iy khiéu nai
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chuyén nghiép, nhanh chéng va 13 rang hon nham han ché anh huéng tiéu cuc dén hinh

anh thuong hiéu va nang cao muc do tin cdy cua khach hang d6i véi doanh nghiép.

Trong qué trinh xtr 1y khiéu nai, XuXi Fruit c¢6 thé ap dung quy trinh xi 1y theo
mo hinh 3R gdm React — Resolve — Re-engage nham nang cao hiéu qua hd trg khach

hang va tang tinh chuyén nghiép trong hoat dong hau mai.

Dbi voi budc React (tiép nhan phan hoi), nhan vién sale online can phan hoi
nhanh chéng ngay khi nhan dugc phan anh tir khach hang, dic biét doi véi cac truong
hop lién quan dén san pham bi dap, giao sai mau hodc anh hudng hinh thirc gid qua. Do
dic thu san pham 13 hang tuoi séng va thuong dugc st dung cho muc dich biéu ting,
khach hang thuong c¢6 yéu cau xir Iy nhanh trong thoi gian ngan. Vi vy, nhan vién can
cha dong xin 161 khach hang, ghi nhan thong tin va yéu cau khach hang cung cap hinh

anh san pham dé ho tro ki€ém tra thay vi tranh cai hodac dé 161 cho don vi van chuyén.

Bén canh d6, doanh nghiép ciing nén xay dung quy dinh vé thoi gian phan hoi
khiéu nai nhdm dam bao khach hang dwogc hd tro kip thoi. Viéc phan hoi nhanh va thé
hién tinh than trach nhiém s& gitp giam bot sy kho chiu ciia khach hang, han ché phat
sinh phan hdi tiéu cuc trén mang xa hoi va gdp phan duy tri hinh anh chuyén nghiép cta

doanh nghiép trong qua trinh ban hang tryc tuyén.

Doi voi bude Resolve (giai quyét van d¢), doanh nghiép can xay dung phuong
an hd tro cu thé cho ting nhom 16i phat sinh nham gitip nhan vién cha déng hon trong
qua trinh xtr ly. Dbi v6i cac truong hop giao sai mau hodc sai loai san pham, cira hang
c6 thé hd trg d6i méi san pham trong thoi gian sém nhét va chiu toan bd chi phi van

chuyén phat sinh.

Trong céc trudng hop san pham bi dap hoic hu hong mot phan do qua trinh van
chuyén, XuXi Fruit can yu tién hd trg giao bo sung san pham thay thé hoic ting ma uu
dai cho don hang tiép theo thay vi hoan tién truc tiép nham han ché anh huong dén chi
phi hoat dong cua cira hang. Ddi voi cac 161 lién quan dén hinh thirc nhu 1éch bd cuc, no
trang tri bi hong hodc gié qua khong ding thim my nhu hinh anh di tu van, ctra hang
c6 thé linh hoat 4p dung céc hinh thirc hd trg phut hgp nhur ting qua kém hodc wu dii cho
1an mua sau nham cai thién trai nghiém khach hang nhung van dam bao hiéu qua tai

chinh cho doanh nghiép.
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Viéc xay dung quy trinh xr Iy 0 rang s€ gitp ddi ngii sale online tu tin hon khi
hd tro khach hang va han ché tinh trang xtr 1y thiéu thong nhat gitra cic nhan vién. Pong
thoi, doanh nghiép ciing nén xay dung sén cdc mau huéng dan xir Iy va chinh sach ho

trg cu thé dé nhan vién dé dang ap dung trong ting tinh hudng phét sinh thuyc té.

Bén canh d6, doanh nghiép cling nén tan dung cac cong cu quan 1y trén Pancake
va KiotViet dé hd tro theo ddi va xur 1y khiéu nai hiéu qua hon. Pdi véi cac trudng hop
khach hang phan anh hodc khiéu nai, nhan vién c6 thé gin nhan riéng trén Pancake dé

quan 1y hodc chu cira hang d& dang theo ddi tién d6 xir Iy va hd tro kip thoi khi can thiét.

Sau khi hoan tit qua trinh hd trg, doanh nghiép can tiép tuc trién khai budc Re-
engage (duy tri méi quan hé sau khi xir 1y khiéu nai) nham ning cao kha ning giir chan
khach hang. Cuy thé, XuXi Fruit c6 thé chi dong lién hé lai voi khach hang sau khi xir
1y dé ghi nhan murc d6 hai 1ong va tiép nhan thém phan hdi néu cé.

Ddng thoi, doanh nghiép c6 thé giri ma giam gia, qua ting nho hodc chwong trinh
vu dii danh cho don hang tiép theo nham thé hién thién chi va khuyén khich khach hang
tiép tuc str dung dich vu. Déi voi cac khach hang di timg gip su ¢ nhung van tiép tuc
quay lai mua hang, doanh nghiép ciing nén cé chinh sach cham soc phi hop nham gia

tang su gan két va nang cao long tin doi vai thuong hiéu.

Ngoai ra, ctra hang ciing c6 thé luu trir thong tin vé cac truong hop khiéu nai phd
bién dé 1am co s& danh gia va cai thién chit luong san phdm, quy trinh giao hang ciing

nhu hoat dong cham séc¢ khach hang trong thoi gian toi.

Viéce xay dung quy trinh xtr 1y khiéu nai bai ban va chuyén nghiép khong chi gitip
doanh nghiép han ché phan héi tiéu cuc ma con gop phan nang cao uy tin thuong hiéu,
tao dung niém tin va gia ting sy gan két ctia khach hang d6i voi XuXi Fruit trong hoat

dong ban hang tryc tuyén.
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PHU LUC

PL1: Bang Khio Sat Chat Lwong Dich Vu Khach Hang Ciia Xuxi Fruit Trén
Facebook

PHAN MO DAU

Kinh chao Quy khach ,

Em hién dang thuc hién khéa ludn tot nghiép nganh Quan tri Kinh doanh véi dé
tai:

“Chét lugng dich vy khach hang trong hoat dong ban hang tryc tuyén trén nén

tang Facebook tai XuXi Fruit”.

Kinh mong Quy khach danh it phut dé tham gia khao sat dudi day. Nhimng thong
tin Quy khach cung cép chi phuc vu cho muc dich nghién ctru hoc thuat va duoc

bao mat hoan toan.
Xin chan thanh cam on sy ho tro ciia Quy khach!
PHAN I: THONG TIN KHACH HANG

1. Anh/Chi da tirng mua hang tai XuXi Fruit thong qua Facebook chua?
0 Co

O Chua

2. Tan suat mua hang tai XuXi Fruit qua Facebook

[11 lan
[12-31an
[04—51an

[J Trén 5 lan
PHAN II: PANH GIA CHAT LUQNG DICH VU

Anh/Chi vui 10ng cho biét muc do dong ¥ dbi véi cac phat biéu dudi day theo

thang do Likert 5 muc do:

1 — Hoan toan khong déng v

2 — Khong dong y
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3 — Binh thuong
4 —Podng y
5 — Hoan toan dong y

A. THAI PO VA KY NANG TU VAN TREN FACEBOOK

TV1. Nhan vién tu van nhiét tinh va than thién.

TV2. Nhén vién hd trg ddy du thong tin san pham.

TV3. Noi dung tu van ciia nhan vién dé& hiéu.

TV4. Nhan vién tu van pht hop véi nhu cau ciia khach hang.

TV5. Nhan vién xtr Iy tinh hudng twong ddi linh hoat.

TV6. Nhan vién chii dong hd trg khach hang trong qua trinh lya chon san pham.

TV7. Nhan vién giai thich 13 rang khi san pham c6 thay d6i vé mau ma hoac

thanh phan.

TVS. Nhan vién tao cam gidc chuyén nghiép trong qua trinh tu van qua

Facebook.

B. TOC PQ PHAN HOI KHACH HANG

PH1. Nhén vién phan hoi tin nhan nhanh chéng.

PH2. Thoi gian phan hdi cta cira hang twong dbi phu hop.

PH3. Khach hang khong phai chd qua 1au khi duge tu van.

PH4. Qua trinh trao d6i véi nhan vién it bi gian doan.

PHS5. Nhan vién hd tro kip thoi trong quaé trinh dit hang.

PH6. Téc d6 phan hoi cua cira hang twong d6i 6n dinh vao gio cao diém.

PH7. Nhan vién theo ddi va phan hoi khach hang day du trong sudt qua trinh dit
hang.

PHS. Khach hang dé dang lién hé vdi cira hang khi can hd tro.
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C. CHAT LUQNG THONG TIN VA HINH ANH SAN PHAM
TT1. Hinh anh san pham trén Facebook rd rang va dep mit.

TT2. Thong tin san pham dugc cung cap day da va dé hiéu.

TT3. San pham thyc té twong d6i giéng véi hinh anh dugc tu van.
TT4. Hinh 4nh san pham gitip khach hang d& lya chon san pham.
TT5. Miu mi san pham cua XuXi Fruit da dang.

TT6. Cira hang ¢6 nhiéu mirc gia pht hop dé lya chon.

TT7. Hinh anh san pham thyc té tao cam gic tin twong khi mua hang.

TTS8. Cac mau gio trai cay cua cura hang dap ing dugc nhu cau lya chon ctua

khach hang.

TT9. Cira hang c6 nhiéu mau san pham phu hop véi cac muc dich ting qua khac

nhau.

TT10. Thong tin vé mirc gia san pham dugc tu van 1 rang va dé hiéu.

D. CHINH SACH GIAO HANG, POI TRA VA GIAI QUYET KHIEU NAI
GH1. Pon hang duoc giao dung thoi gian du kién.

GH2. San pham khi giao van dam bao hinh thtrc va chit luong.

GH3. Nhan vién hd tro tot khi phat sinh van dé lién quan dén don hang.
GH4. Cira hang xir Iy khiéu nai cua khach hang twong d6i hop 1y.

GH5. Chinh sach hd tro khach hang cta cira hang twong ddi r6 rang.

GH6. T6i hai long vé6i cach cira hang giai quyét cac van dé phat sinh.

GH?7. Nhan vién theo ddi don hang va hd trg khach hang trong qu4 trinh giao
hang.

GHS. Cira hang phan hdi twong d6i nhanh khi khach hang gap su c¢6 sau mua
hang.

GH9. Qua trinh hd trg sau ban tao cam gidc yén tim cho khach hang.
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E. MUC PQ HAI LONG CHUNG CUA KHACH HANG

HL1. Téi hai long véi chét luong dich vu cua XuXi Fruit trén Facebook.

HL2. T6i cam thay tin tuéng khi mua hang tai XuXi Fruit.
HL3. T6i sé tiép tuc mua hang tai XuXi Fruit trong twong lai.

HL4. T6i sin sang gi6i thidéu XuXi Fruit cho ngudi khéc.

HLS. Trai nghi€ém mua hang trén Facebook tai XuXi Fruit dap rng mong doi ctia

A

to1.

HL6. T6i cam thay thuan tién khi mua hang tai XuXi Fruit thong qua Facebook.

Y KIEN KHAC

Theo Anh/Chi, XuXi Fruit can cai thién diéu gi dé nang cao chat luong dich vu

khach hang trén Facebook?

PL2: Két qua khio sit khach hang

AL B € DEF GH I JKLMHNUOZPQRSTU V WX Y Z AW AB AC AD AE AF

GFrt TV1 TV2 TV3 TV4 TVS TV6 TV7 TVS PH1 PH2 PH3 PH4 PHS PH6 PHT PHS TT1 TT2 TT3 TT4 TTS TTé TI7 TT$ TT¢ TTl0 GHI GH? GH3 GHY

AG
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AH Al AJ AK AL AM AN AO AP AQ
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