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TOM TAT:

Cudc cdch mang cong nghiép 4.0 da tdc ddng manh mé (i sy phat r1én clia moi nén kinh
t€. Trong nginh B4n 1&, céc thi€l bj théng minh va mang internet phil s6ng rong rai da gép phin
tao ra mot 16p ngudi (iéu diing dang phat ién manh mé - nhifng ngudi tiéu diing k&t n8i, khach
hang tiém ning rong tudng lai cia cdc doanh nghiép. Ho ddi hdi nhitng trdi nghiém mua sim
duge cd nhan héa vi tdng tdc tic thiti biing cdc cong nghé thong minh mdi nha't. Bai vi€t gi6i
thiéu 2 gidi phdp cong nghé mdi nhit a3 va dang dugc cac doanh nghiép ban 1& trén the gisi
ndi ti€ng dng dung, 46 13: chuyén gia tir xa va trg Iy ky thut s6.

Tir khéa: Céch mang cong nghiép 4.0, ¢4 nhin héa trdi nghiém, mua sZm da ké&nh, ngudsi

tiéu diing két ndi, trdi nghiém mua sim.

1. B4t vin dé

Sy ph4t trién cha k§ thudt s trong cude cch
mang céng nghiép 4.0 di giip ngudi tji€u ddng
¢6 cd héi tim ki€m, (i€p can véi thdng tin vé sdn
phim va dich vy cd trude, trong va sau khi tiéu
ding. Céc thi€t bi di dong thong minh gitip ngudsi
st dung c6 thé truy cdp internet va tim ki€m trén
nh@ng kho dit liéu réng 16n nhirng thdng tin mi
minh mudn. T4t ¢ nhing thanh tuu khoa hoc ky
thudt ndy di din ddn thay d&i théi quen mua sim
clGa mdt bé phin khdng nhd ngudi tiéu ding hién
dai, hinh thanh nén mét 16p ngudi tieu ding méi:
ngudi tidu diing két n6i. Nhém ngudi tiéu ddng
ndy dang ngdy cng phat trién va diéu d6 khién
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cdc doanh nghiép bdn 1& cdn c6 nhing thay d6i
thich hgp d€ dép dng nhu ciu mdi vé trai nghiém
mua sim ctia ho.

2, Ngudi tieu dung k&t néi va nhifng ky vong
vé trai nghi¢gm mua sim

2.1. Sy xudl hign ciia nhing ngudi tiéu ding
k&t néi

Cic bdo cdo nghién et thi truding tir nhidu
nudc khac nhau trén th€ gidi déu cho thiy: rit
nhiu ngudn tiéu ding ngdy nay k&t néi internet
thudng xuyén thong qua cdc thi€t bi di dong
thdng minh, dic biét 1a dién thoai. Theo HubSpot
(2011), gdn 90% ngudi ding internet § My tim
ki€m truc tuy€n truée khi mua hang, ngay c4 khi
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ho mua sim tai mét dia chi gén nha. & Viét Nam,
theo khdo sdt Customer Barometer cia Google,
73% ngudi dung internet tim hi€u théng tin truc
wyé&n vé sin phim/dich vu trude khi mua. 93%
nhifng ngudi nay sl dung cac cong cu tim kiém
(Google. Yahoo, Bing...) khi nghién ciiu cdc thong
tin vé cdc sin phdm va doanh nghiép kinh doanh
(26/712018).

Theo nghién citu cta Nielsen va Demand
Institute, d€n nim 2025. nhém ngudi tiéu dung
nay sé ting lén xap xi 40% din s3 thé gidi va
chi€m hon 50% 8ng chi cho tiéu ding hiag nim.
Din s3 déng, cong nghé dang trén dA phdu trién
manh mé&, nén khu vic chau A, dic biét 12 nhitng
quéc gia dang phdt trién nhu Indonesia,
Philippines. Thdi Lan va Viét Nam s& c6 s8 lugng
ngudi tiéu diing k€1 ndi ting nhanh nhitodn cdu.

Nhirng s& li€u nay cho thay sy hién dién ngdy
cAng r6 riang cia ngudi tiéu ding két ndi va n€u
khéng b3t kip nhitng thay ddi trong hanh vi mua
sfm ctia ho thi cdc doanh nghiép bdn 18 sé bé 13
mot thi trudng ddy tiém ning. (Hinh 1).

2.2. Ddc diém ciia ngudi tidu ding két néi

Nhitng ngudi ti€u ding tré thudng khd yéu
thich viéc sif dung cdc cdng nghé théng minh. dé
dang thich nghi v nhanh chong cip nhit cdc thi€t
bi méi. Chinh vi vy, diy la mét trong nhirng dic
diém kh4 ndi bat cda nh6ém ngudi tiéu dung k&t
n8i. & Viet Nam. c6 (6i 1/3 ngudi tiéu dung k€t
nGi d trong dd wéi r 21-34 wdi(3].

Ngudi tiéu dung k&t ndi c6 & it ¢4 céc nhém
thu nhap. Tuy nhién, nhitng ngudi c6 thu nhip
trung binh v thu nhdp cao s€ c6 cd hdi chi ti€u
theo ¢ thich riéng nhiéu hon nhitng ngudi trong
nhém thu nhip thép. Vi vdy, ty trong ngudsi tiéu
ding két ndi trong nhém thu nhip cao dat khd
160, udc tinh chi€m 76%[3].

Ngudi ti€u diing k€t ndi tré trung, da phin
sng taj cac khu vire thanh thi, déng thdi 13 nhitng
ngudi luén c6 xu hudng mua sim d€ ning cap
cudc séng clia minh, nén hg cé mic dd lac quan
rat cao. Céc bio cdo vé chi s midm tin ngudi tiéu
dung cda Nielsen chi ra riing, trong nim 2015, chi
56 lac quan cda ngudsi 1iéu dung k€L ndi1a 117, so

Hinh 1: Dy béo vé su tang trudng ngudi fiéu dung két néi & Vit Nam
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Nguén: Nielsen, Bio cdo Ngidi tiéu ding két ndi. Quy 1, 2017.
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v3i 99 1a chi s§ lac quan cia nhifng ngudi tiéu
ddng st dung internet khéc.

Cing nhu nhitng ngudi tiéu dung khéc, ngudi
tiéu ding k&l ndi dang di theo xu hudng mua sim
da kénh. Ho s dung nhiéu kénh nhy cdc cia
hiang/trung tdm thuang mai/chg, trang web, mang
xa hdi va cdc dng dung dinh cho thiét bi di déng
€ ti€n hanh 1 giao dich duy nhat. Ngudi ta uéc
tinh rling, B6% ngudi tiéu diing trén the gidi hién
dang mua sim trén it nhi't 2 kénh(4). Hon nifa,
nhitng ngudi mua sim tryc tuyén dang chi tiéu
nhiéu hon{5] va ¢6 dugc nhiéu tién fch han[ 1] khi
ho si dung nhiéu kénh. Théng ké cda céng ty
nghién cifu thy trudng Nielsen Viét Nam chi ra,
83% ngudi tieu dung k&t néi & thi trudng trong
nudc s& tham khao cdc nhin xét vé sin phdm trén
cédc kénh tryc tuy€n va dic biét 74% sé am ki€m
nhin xét ti mang xa hoi tru6e khi quy&t dinh c6
mua sdm ph&m d6 hay khdng. Trong khi d6, 66%
ngudi tiéu dung k€t ndi sé tryc ti€p xem sdn
phiam tai clra tiém thye t&€ trude khi dat hing trén
cdc kénh mua sim truc tuyé&n[3]. Céc nha bin 1é
khéng con cin phii cin nhic gilta kinh doanh cdc
clra hang thyc va kinh doanh tryc tuy&€n, ma nén
bt diu xem xét d€n viéc k&t hgp cdc kénh mua
sim khdc nhau d€ dat dugc hiéu qud kinh doanh
tSt hon.

2.3. Nhitng ky vong mdi ciia nguoi tiéu ding
k&t nGi vé trdi nghi¢m mua sdm

Ngudi tiéu ding k&t ndi mong mudn dude trdi
nghiém nhiéu han nhitng nén ich ma cdc doanh
nghiép bin 1& ¢6 thé cung c&p cho ho thdng qua
viéc k€L ndi internet. Diéu nay dién ra trong cd
qud trinh nhin biét, tim ki€m théng tin, giao dich
va sif dung san phdm.

Di nhién, ngudi tiéu dang théng thudng cling
sif dung internet d€ tim ki€m, tra ctt, ti€p nhin
théng tin vé sin phim/dich vu va doanh nghiép,
nén ho ciing mong ddi nhitng tién ich Y viéc két
n6i internet. Tuy nhién, do khéng k€t ndi thudng
xuyén, nén ho khdng cd nhu ciu bifc thi€t vé vigc
nhin dugc théng tin phin héi nhanh chéng.
Khodng 50% ngudi tiéu ding két néi § My sé
dirng la1 viéc giao dich n€u hg khéng thé nhin
dudc ciu tra 13i nhanh chéng cho nhitng ciu héi
phdt sinh trong qué trinh mua[6]. Diéu nay ddng
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nghia véi viéc ngudi tiéu ding k&l néi ky vong
¢6 thé wong tdc v8i san pham/dich vy va nha ban
1é mdt cich lién e ngay trong qué trinh trdi
nghiém dang dién ra. D&n lugt minh, sy tuong tic
ndy s& 1am thay d6i nhirng trdi nghiém vén c6,
bdiné gidp nguditiéu dung d6ng mbt vai trd chd
ddng hon trong viéc cap nhit chinh qud trinh i
nghig¢m d6.

Khdng chi doi hdi t8c dd phan héi, ngudi tieu
diing k€1 ndi doi hdi ca nhitng trdi nghiém dugc
cd nhdn héa cao d. Myt khdch hang (hdng
thudng 6 thé hai ldng v mdt tin nhin chung vé
thdi gian, dia di€m, nhitng mat hang va mc gis
dugdc gidm. Con mot khdch hing k€t ndi s& cam
thy tin nh&n trén khong thyc s hitu jch, vi véi
tdn sudt k&t n6i internet thudng xuyén, théng tin
d6 rdt cé thé da hién hitu trén dién thoai/mdy tinh
cda ho thdng qua céc qudng cdo hodc Ung dung
hodc mang xa hdi. Ho s& quan tam nhiéu hon vi
hai 1dng hon néu tin nhin tuong tic do doanh
nghiép giti d€n c6 nhitng thong tin 1ién quan d&n
¢4 nhan ho, vi du nhu mdt s6 sin phim ma ho
tirng quan tdm dang dugc gidm gid, hoic san
pham d6 sdp hét cd (size).

Nhu viy, so vdi ngudi ti€u diing théng thudng,
ngudi tiéu dung k&t nGi yéu ciu cao hdn vé trdi
nghiém mua sim & 2 géc dé: tudng tac tifc thdsi vi
tfnh cd nhan héa. Viét Nam duge ddnh gid 1d mét
trong nhifg thi rudng ma ngudi tidu ding k&t ndi
s€ phdt tri€n hét sic nhanh chéng. Pép ing duge
nhu cdu trdi nghiém clia nhém ngudi tiéu ding
tién phong nay ciing ddng nghia véi viéc doanh
nghi¢p di khd niing dédp dng nhu cdu vé trii
nghi¢m cda cdc nhém ngudi tiéu ding khdc. Tuy
nhién, né€u cdc doanh nghiép bén J& ndi dia khong
6 su chudn bi chu dio vé chi€n luge ciog nhy
cdng nghé, thl ra't cé thé phin khiic hip din ndy
s€ rdi vo tay cdc doanh nghiép bén 1¢ nudc ngoai
- vén da va dang rim 16 1dn san vao thi tnding.

3. Gidi phdp cong nghé d4p tng nhu cdu vé
trdi nghiém mua sim cla ngudi ti€u ding
k&t néi

D€ ddp g 181 nhu cdu cia ngudi tiéu ding
k€1 ndi, doanh nghiép cdn tich hgp nhitng cong
nghé thong minh trong mdi buge ciia quy trinh thi
mdi c6 thé tao ra nhitng trai nghiém dugc c4 nhin
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héa va tong téc tic thdi. C6 2 cAch thie 4p dung
cong nghé 58 a€ gidi quy&t bai todn trdi nghiém
tuong tdc wic thdi va cd nhan héa ma cdc doanh
nghiép bin I1& hién dar trén thé gidi dang 4p dung,
d6 14 chuyén gia tif xa va trg 1y k§ thusit s8.

3.1. Chuyén gia it xa

Chuyén gia tr xa d ddy dudc hi€u 12 nhitng
nhan vién thyc sy: chuyén vién tf van, chuyén
vién k¥ thuit.. lam nhiém vu hé trd cho ngudi
tiéu ding thdng qua cac thi€t bi k§ thuat s8. Hinh
4nh cia nhin vién nay c6 thé xuit hi€n rén thi€t
bi di dng cia ngudi tiéu ding, théng qua mét
phdn mém dng dyng cda cifa hang bén 18 hoic
dugc h€t ndi v6i trang web clia doanh nghiép.
Nhdn vién ndy ciing cé th€ xuft hién trén man
hinh twong tdc trong clfa hang théng qua cdc
video tryc uyén.

Céc nha bdn 1€ c6 thé sit dung cdc chuyén gia
W xa d€ giGp ngudi uéu ding gid1 ddp thic mic
bit ¢t lic nio trong qu4 trinh mua: trudc, trong va
sau khi mua. Tuong tdc qua video tryc tuyén cé
kha niing h8 trd cao hon rdt nhiéu so véi tudng
tdc truyén thdng biing vin bin (tin nhin, email..),
bdi cdc nhan vién tr v&n c6 thé hi€u chinh xdc
hon y dinh/mong muén cia khdch hang. C4c tinh
ning nhu duy&t web song song, chia sé man hinh
vi chia sé n6i dung da néing cao kha niing wong
tac gira khdch hang va chuyén gia ( vin 1én mot
mifc cao hon. Mt s§ nghién ciu & cdc nudc phit
trién cho thdy, cdc doanh nghiép st dung cong
ngh¢ déng duyét (chia s& video/man hinh hi€n
thifthao tdc trén thi€l bi) mang lai doanh thu trung
binh trén méi cude gor tw van cao hon so vdi
nhém doanh nghiép khdng sit dung céng nghé
ndy. Khi stt dung tré chuyén video, ngudi tiéu
ding ¢6 thé dit cdc cdu hdi cy thé vé sdn phdm,
¢6 thé lién he ngay 1ap tfc v gip chuyén gia
viin nhu dang & trong cita hang d€ nhan dudc cic
cdu tré 13i vé sin phim, dugc gidi thich cdc lva
chon sdn phim khdc nhau va duge nhin nhitng
khuy&n nghy vé& sdn phim.

Trong nhiéu truding hgp, cic nhan vién nay sé
cung cip dich vu trg gitip trong suét qud trinh
mua sim cia khdch hang tir ltic tim hi€u théng
tin cho d&n khi s&f dung sdn pham. Suf theo sét nay
gitip c4c théng tin va gidi phdp dua ra dude diéu

chinh d€ phti hop cho 1 ngudi téu ding ¢4 nhan
duy nh&'t (rong sudt toan by qud trinh trdi nghiém
cha ho v4i nhd ban 1. Uu th& cta dich vy trg gitdp
nay 1a khi ning dugce cung cip moi lic, moi nai,
v6i nhiéu diém G€p xiic vd kénh mua sim khic
nhau. Piéu ndy tao rat nhiéu khic biét so véi cic
dich vu hd trg/tr van truyén thdng, v&n chi dva
ra nhing théng tin/gidi phdp/dé xudt trong pham
vi dugc hdi va theo nhitng khudn phép chung
chung. Dich vu trg gitip cia cdc chuyén gia tr xa
¢6 thé cin cif vdo cdc diéu kién cu thé cia khach
hing d€ dva ra ohitng goi y danh riéng cho khich
hang a6 ma khdng bi gi6i han b&i pham vi dia ly
hay su khdc biét trong k&nh phan phéi.

3.2. Trg Iy k§ thudt s6°

Vdi sy phdt tri€n cda cdc thiél bi di dong thong
minh, nhiéu ngudi tiéu ding ngay nay di sit dung
trg 1y giong néi trén dién thoai théng minh - ching
han nhu Siri cia Apple, Google Assistant cda
Android vA Cortana cia Windows Phone - d€ tim
ki&m thong tin va thyc hién cdc tdc vu hang ngdy.
Trg 1§ k§ thudt s3 chinh 12 nhifng @ng dung di
ddng phyc vy cho viéc nang cap trdi nghiém cta
ngudi tiéu ding 1&€n mot mite cao hon. Ngay cang
¢6 nhiéu c4c nha ban 1& phit tri€n cdc ting dung di
ddng cda riéng minh nhy mdt phan cda chién huge
1rd Iy ky thudt s§ A€ cung cip cdc trdi nghiem
twong tic e thai cho ngudi (iéu ding. Cic iing
dung c6 (hé dugc st dung d€ ghi nhé cdc diém
thudng cho khéch hang trung thanh, g¢i y cédc
chudng tinh quing cdo li€n quan dén sdn
ph:’fm/dich vy ma ngudi tiéu diing quan tam, phan
phéi phi&u thudng 6 thé dudc quét ldc thanh
toan.. Cdc ting dung ndy da khd phd bi€n véi
ngudh tiéu diing quée 1€, Ngay cd & Viét Nam,
hang loal cdc ¢ng dung di ddng cia cdc websile
tryc tuyén cing da duge tung ra nhv Lazada,
Zalora,...

Céc itng dung ndy la sy cd nhdn héa trdi
nghiém cho ngudi tiéu ding. Uog dung di déng
v cdc chitc ning cia né dugc it dung nhu mét
cong cu khim phi d& ngudi tiéu ding c6 duge
thdng tin chi ti€1 b3 sung vé sdn pham/dich vu.
Cic ng dung cho phép ngudi ding nhin dugc
théng tn vé sin pham mdi va video gi6i thidu.
Ung dung ciing tich hdp véi cdc mang xa hoi va

$& 18 - Thang 10/2019 233



TAP Chi CONG THUONG

cho phép ngudi ding nhdn xét va ddnh diu sin
phim “yéu thich™ hogc “khong”. Ung dung ciing
tao di€u kién cho ngudi tiéu dang k€t ndj vdi co
53 dir ligu d€ tim ki€m cdc m4t hang, tra cdu tinh
ning cla sin phdim vd dit cdc cdu héi cd lién
quan. Vi dy, cic khich san ¢ thé phdt trién dng
dung danh riéng cho thi€l bj di ddng cia dé cung
cap cdc dich vu duge cd nhin hda - phd hop véi
(rng khéch hang doc 1ap - & truéc, trong va sau
thdi gian luw tri cia khdch hang (d4t phong, dat
ché trong phong in, sit dyng dich vu phdng..).

Céc tng dung di déng trén nén ting dich vu
dinh vi c6 thé giip ndng cao hon nira kha niing cd
nhan héa va tuong tac uic thdi trong qud tnh trdi
nghiém clia khdch hang. C4c dng dung nay s& gui
dén ngudsi ti€u ding nhitng théng tin thich hgp
tudng ng véi mdi vj tri ma ho dang ding trong
cifa hang. Mic di vin dang trong giai doan trién
khai thif nghiém, cic gidi phap dya trén khd ning
dinh vi cia itng dung cho thd'y tiém ning ph4t
wri€n rdt 16n. 72% ngudi uéu ding trong mot
nghién citu cho riing nhimg dé nghi di ddng c6 lién
quan dudc giti d€n dién thoai théng minh cda ho
trong khi mua sdm tai mét clra hang sé anh hudng
ddng k€ d&n khi ning mua hang cia ho(7).

Bén canh d6, theo mé hinh trg )y ky thuat s,
cédc doanh nghiép bin 1€ c6 khad ning thu thip dir

TAILIEU THAM KHAO:

liéu hanh vi v& ngudi tiéu dung (sdn pham/dich
vu dudc quan tam, thai gian mua sim, nhitng vj i
dudc ua thich trong cira hang va loai thong tin ndo
duge gt d€n khdch hang duge chi § nhiéu
nh4t..). Céc di¥ liéu tdng quan nhut thdi gian mua
sdm cao di€m, thdi gian thanh todn va mai quan
hé giifa cdc sdn pham c6 doanh thu cao v6i vi i
trung bay trong cifa hang... ciing 6 thé dugc thy
thép nhd cdc ang dung nay.

4. K& luan

Nhizng ngudi tiéu ding k&€t ndi vdi céc dac
diém néi trén 1a dai dién cho tudng lai cia thj
trudng bin 1&. Chinh vi vy, bat kip xu hudng va
ddp (ng (8t nhu cdu clia nhém ngudi tiéu ding
ndy s& anh hudng rdt 16n t6i thanh cong cda céc
doanh nghiép trong nhitng ndm ti€p theo cda thé’
ky XXI. Bai viét da t6m lugc mot s& cong nghé
mdi nhdt cé thé tich hgp vao quy trinh quin irj
1rai nghiém khéch hang d€ ddp ing nhu cdu trii
nghiém cd nhdn héa va tuong tdc re thdi cia
ngudi tiéu ding k&t ni. Tuy nhién, d€ cd thé 4p
dung thinh c6ng nhitng gidi phdp cong nghé nay,
cdc doanh nghiép ban 1€ cdn c6 nén ting cong
nghé va di¥ liéu khéch hang t8t, cing nhu mot
dinh huéng mang tinh chi€n lugc trong viéc xdy
dyng va quén trj 18t cdc trdi nghiém mua siim cia
khdch hang m
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MEETING THE DEMAND FOR NEW SHOPPING
EXPERIENCE OF CONNECTED CONSUMERS
IN THE CONTEXT OF INDUSTRY 4.0
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Thai Nguyen University of Technology

ABSTRACT:

Industry 4.0 has a significant impact on the development of every economy. In the retail
industry, smart devices and the wide Internet coverage have contributed to create growing
consumers group named connected consumers who are potential customer group of businesses.
This customer group requires personalized and interactive shopping experiences with the latest
smart technologies. This article presents the two latest solutions which have been used by well-
known retailers, namely the remote professional and the digital assistant.

Keywords: Indusury 4.0, personalized experience, omni-channel shopping, connected
consumers, shopping experience.
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