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LOI CAM DOAN
Em xin cam doan rang khéa ludn nay 13 két qua nghién ctru doc 1ap ciia em. Tét ca cac
thong tin, dit liéu, y twong duoc trinh bay trong khoa luan déu 13 san pham cia qua
trinh nghién ctru va phén tich ciia ban than. Em da trich ddn day du cac nguon tai liéu
tham khao theo dung quy dinh. Néu phat hién bat ky hanh vi vi pham ban quyén nao,

em xin hoan toan chiu trach nhiém trudc phap ludt va nha truong.



LOI CAM ON

Pé hoan thanh dé 4n/ khoa ludn tbt nghi¢p nay, voi tinh cdm chan thanh, dau
tién em xin bay to 1ong biét on sau sic dén Truong Pai hoc Ba Ria - Viing Tau da tao
diéu kién cho em c6 moi trudng hoc tap tot trong sudt qua trinh, thoi gian em hoc tép,
nghién ctru tai truong.

Em xin giri 16i cam on chan thanh dén Th.S Pinh Thu Phuong d3 giup d& em
trong sudt qua trinh nghién ctru va 1a giang vién truc tiép huéng dan em trong qua
trinh hoan thanh dé an/ khoa luan tt nghiép nay. Pong thoi, em xin bay to long biét
on dén thay co trong khoa Kinh té bién - Logistics, ban bé di gitp d& va hd tro em
trong sudt qua trinh hoc tip va hoan thanh Khoa luan tot nghiép lan nay!

Vi kién thirc ban than con han ché, trong qua trinh thuc hién dé 4n/ khoa luan tot
nghiép nay em khong tranh khoi nhiing sai sét, kinh mong nhan dwoc nhiing ¥ kién
dong gop tir cac thay co.

Em xin chan thanh cam on!

Viing Tau, ngay thang 01 nam 2025

Sinh vién thuc hién

Ta Thi My Hanh
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LOI MO DAU
1. Pit van dé

Trong bdi canh thuong mai dién tir phat trién manh mé&, nhu cau vé dich vu giao
hang, dic biét 1a giao hang ching cudi ngay cang ting cao. Giao hang ching cudi, hay
con goi 1a last-mile delivery, 13 giai doan cudi cung trong chudi cung g, két ndi san
pham tir trung tAm phan phdi dén tin tay nguoi tiéu dung. Tuy nhién, dy ciing 1a mot
trong nhitng khau phtic tap va ton kém nhat trong toan bo qua trinh logistics.

Viéc dam bao giao hang dung gid, ding dia diém va dam bao chat lugng hang
hoa 12 mot thach thirc 16n d6i véi cac doanh nghiép. Pong thoi, sy gia ting cia cac
khu vuc do thi, giao thong Un tic, va su ky vong ngay cang cao cta khach hang vé
dich vu giao hang nhanh chéng va tién lgi da ddt ra nhiing yéu cAu mdi cho nganh
logistics.

2. TAm quan trong ciia giao hang chiing cudi

Anh hudng tryc tiép dén trai nghiém khach hang: Giao hang ching cubi 1a diém
tiép xtc cudbi cung giira doanh nghiép va khach hang. Mot dich vu giao hang hiéu qua
s& tao nén an tuong tot dep va ting long trung thanh cta khach hang.

Yéu t6 canh tranh quan trong: Trong thoi dai canh tranh khéc liét, viéc cung
cép dich vu giao hang nhanh chong va tién loi 1a mdt lgi thé canh tranh quan trong dé
thu hat khach hang.

T6i wu hoa chi phi: Giao hang ching cudi thudong chiém mot ty 1¢ 16n trong
tong chi phi logistics. Vi vay, viéc téi wu hoa qua trinh nay s& giup doanh nghiép giam
chi phi va tang lgi nhuan.

3.Y nghia cia dé tai

Viéc nghién ctru vé giao hang chiang cudi co ¥ nghia rat 16n, khong chi ddi voi
cac doanh nghiép logistics ma con d6i voi ca nén kinh té.

Pong gop vao su phat trién cia nganh logistics: Nghién ctru ndy sé giup lam 1
nhimg van dé ton tai trong giao hang ching cudi, tir 46 dua ra cac giai phap hiéu qua
dé nang cao chat luong dich vu.

Hb trg doanh nghiép dua ra cic quyét dinh kinh doanh dung dan: Cac két qua
nghién ctru s& cung cap thong tin hitu ich cho doanh nghiép dé xay dung chién lugc

phat trién phu hop.



Pong gbp vao su phat trién cia thuong mai dién tir: Viéc hoan thién hé théng
giao hang chang cudi s& thac déy sy phat trién cla thuong mai dién tu, tao diéu kién
thudn lgi cho nguoi tiéu dung.

4. Ly do chon dé tai

Tinh thoi su va cap thiét:

- Sy bung nd cua thuong mai dién tir: Su gia ting manh mé cua cac don hang
tryc tuyén dd dat ra nhitng yéu cau moi vé dich vu giao hang, dic biét 13 giao hang
chang cudi.

- Pai dich COVID-19: Dai dich d3 1am thay ddi sdu sic hanh vi tiéu dung, day
manh nhu ciu mua sdm truc tuyén va 1am noi bat tam quan trong cua dich vu giao
hang.

Tinh trng dung cao:

- Anh hudng truc tiép dén doanh nghiép: Két qua nghién ciru c6 thé gifip cac
doanh nghiép t6i vu hoa quy trinh giao hang, giam chi phi va nang cao hiéu qua hoat
dong.

- Cai thién trai nghiém khach hang: Nghién ctru s& gitip cac doanh nghiép hiéu
rd hon vé nhu ciu ciia khach hang va cung cap dich vu giao hang tot hon, tir d6 ting
long trung thanh cta khéach hang.

Tiém ning nghién ctru:

- Nhiéu van dé chua duoc giai quyét: Mic du da co nhiéu nghién ctu vé giao
hang chiang cudi, nhung van con nhiéu van dé chua dugc giai quyét mot cach thau dao,
nhu viéc toi uvu héa 19 trinh, giam thiéu chi phi, va ing dung cong nghé mai.

- Co hoi dé déng gop moi: Nghién ctru sdu hon vé giao hang ching cudi s& gitip
mo ra nhitng hudéng di mai, nhitng gidi phap sang tao cho nganh logistics.

Tinh lién nganh:

- Két hop nhiéu nganh: Nghién ctru vé giao hang ching cudi doi hoi sy két hop
kién thtrc tir nhiéu nganh khac nhau nhu logistics, cong nghé théng tin, quan 1y chudi
cung tng, va kinh té.

- M6 rong kién thirc: Viéc nghién ctru dé tai ndy giup ban md rong hiéu biét vé

nhiéu linh vuc khac nhau.



Co hoi nghé nghiép:

- Nhu ciu nhén lyc cao: Nganh logistics n6i chung va giao hang chiang cudi néi
riéng dang rat can nhitng nhan tai c6 kién thirc va k¥ nang.

- M6 ra nhiéu co hoi viéc lam: Viéce nghién ctru va lam viéc trong linh vuc nay
s€ gitip ban co nhiéu co hoi viée 1am hép dan.
5. Muc dich nghién ciru dé tai

Nghién ctru giao hang ching cudi nham tim ra cac giai phap téi vu dé nang cao
hiéu qua va chét lugng dich vu giao hang, tir 46 dap ung ngiy cang tot hon nhu cau
ctia khach hang va gép phan vao su phat trién ciia nganh logistics.

Hiéu rd hon vé cac van dé va thach thtre: Xac dinh 16 nhirng kho khan va han
ché hién tai trong qua trinh giao hang ching cubi.

6. Phwong phap nghién ctru

Cac phuong phap duoc ap dung dé hiéu rd hon trong qua trinh thuc hién bao cdo gom:
phuong phép nghién ctru théng ké, phuong phép phan tich, phuong phap tong hop.
Ngoai ra, con sir dung cac phuong phap dé tim kiém tu liéu trén: website, bao, sach,...
dé dinh dang thong tin cac van dé.

7. Ciu tric PA/KLTN

Ngoai phén mé dau, két luan, danh muc cac tai liéu tham khao va phu luc, bai bao gff)m
3 chuong:

Chuong 1: Co s& 1y luan vé giao hang ching cudi

Chuong 2: Thuc trang giao hang ching cudi tai Best Express

Chuong 3: Giai phap nang cao hiéu qua giao hang ching cudi tai Best Express






CHUONG 1: CO SO LY LUAN VE GIAO HANG CHANG CUOI

1.1. Giao hang chiing cudi

1.1.1. Khai niém giao hang ching cudi

“Last mile delivery” hay giao hang ching cudi da tr& thanh mot tac nhan quan
trong dé tao loi thé canh tranh trén thi truong, thic déy cac nha ban 1& dau tu vao
nhimg d6i méi giao hang dén tay nguoi tiéu dung. Ngay nay, voi su phat trién khong
ngimg nghi cua cong nghé 4.0 theo cap sd nhan, cic nha nghién ciru cang can phai
nhin nhin va nghién ctru chuyén siu hon vé cum tir giao hang ching cudi nay.

Cum tir “ching cubi” bat ngudn tir nganh vién théng dé am chi doan cudi cua
mang lu6i hay doan két ndi khach hang sir dung t6i mang vién thong chinh ctia ho véi
dac diém 1a mdi doan két ni chang cudi thi chi duoc st dung béi1 mot khach hang.

Theo Datex - mdt cong ty cung cap giai phap phan mém chudi cung tng, trong
giai doan giéi thiéu vé dinh nghia giao hang ching cudi, ho d3 chi ra “Giao hang
chang cudi 13 sy van chuyén hang hoa tir ddu van tai ctia bén ban 1¢ dén diém giao cubi
cung — khach hang st dung cudi cing v6i myc dich lam cho hang héa dugc giao nhanh
nhét c6 thé”.

Trong dinh nghia trén, cym tir giao hang chang cudi méi dugc 1am rd mot hoat
dong chinh trong ca qué trinh giao nhan ching cudi trong khi trén thuc té, giao hang
chang cudi c6 thé bao quat hoat dong nhiéu mang kéo dai khong chi mot km ma tham
chi ¢6 thé 1én dén 80 — 160 km. Thong thudng, néi dén giao hang ching cudi 1a ta co
thé lién tuong dén qua trinh giao nhan cac goi buu kién hang héa dugc van chuyén tir
cong ty giao nhan dén khach hang, mot hoat dong thanh phan co gia tri 1én dén ty d6
va con s6 d6 da gia ting gap boi trong gan 10 nam trén thi truong. Hon nita, giao hang
ching cudi da tro thanh nén tang viing chic trén con duong phat trién nganh van tai va
toi da hoa lgi nhuan.

Cung véi d6, Linder ty dwa ra mot dinh nghia cho giao hang ching cudi: “Giao
hang ching cubi trong logistics 13 phan cudi cing ctia qua trinh giao hang. N6 lién
quan dén mot loat cac hoat dong va quy trinh can thiét cho qua trinh giao hang tir diém
chuyén tai cubi ciing dén diém ha hang cudi cung trong chudi giao hang”. Gevaers va

cong su cling dua ra khai niém vé giao hang chang cudi lién quan md hinh B2C véi



nhimg diém tuong dong: “Giao hang ching cubi trong logistics 1& phan cubi cling cia
qué trinh giao hang B2C (Business to Customer). N6 dién ra trong mot khu vuc giao
hang dugc xac dinh trude (vi du: khu do thi); bao gff)m ca dich vu logistics tur diém dau
1a diém ldy hang cubi cung tir nha cung cip dén diém trung chuyén cudi cing hoic
diém dich cua hang hoa tuy thudc vao hinh thic giao nhan (vi du: Hop nhan hang, Buu
dién. giao hang tan nha, ...). N6 bao gdm mét loat cac hoat dong va quy trinh, c6 gia
tri quan trong ddi véi tit ca cac bén c6 lién quan trong pham vi giao hang”.

Giao hang chang cudi dang tiép tuc phat trién song song voi su chuyén bién
khong ngimg nghi ctia khoa hoc cong nghé 1am thay ddi toan bd chudi cung tmg.
Nhitng xu huéng dang anh huong tryc tiép dén hoat dong giao hang ching cudi bao
gdm cong nghé thong minh, theo ddi va cam bién; Truy xuit ngudn gbc va bang chimg
giao hang; Giao hang trong ngay; Kho hang trong d6 thi va Kinh doanh nén nén tang
cong dong. Trong twong lai, vi su mé rong cua cach mang cong nghé 4.0, qué trinh
giao hang ching cudi s& tiép tuc chuyén bién thong qua anh huong cua nhiéu xu huéng
khéc.

Dich vu giao hang ching cudi dang anh huong rat nhidu dén su gia ting cua
thuong mai dién tir. Co mot sd nghién ctru di dé xuat cac chi tidu danh gia chat luong
dich vu giao hang chiang cudi nhu ti 1¢ giao hang dung han, ti 16 hu hong hang hoa,
tinh linh hoat ctia dich vu GHCC, gia ca cua dich vy, tbc do cung céip dich vu,...

Dich vy giao hang ching cudi cudi dugc danh gia tir goc do nguoi sir dung cudi
cung, dang ngay mot tot 1én va hoan thién. Tuy nhién, trén thuc té, co nhiéu dién dan
nguoi tidu dung, van con kha nhiéu nhitng nhan xét, danh gia vé su chua hoan thién
ctia cac dich vu GHCC. Nghién ctru van dé nay s& gop phan nang cao chit luong dich

vu giao hang chang cudi tai Viét Nam.
1.1.2. Phén loai giao hang chiing cudi

a) Phan loai theo thoi gian giao hang

Dau tién, giao hang tiét kiém 12 mot loai hinh dich vu giao hang cung cip cho
khach hang nham dam bao giao hang theo yéu cau vdi chi phi dugc toi wu nhat, nhung
khach hang can chdp nhén thoi gian van chuyén théng thudng cham hon cac goéi dich

vu khac. Mot trong nhitng nguyén nhan chinh cho dic diém nay 13 nha cung cép dich



can thoi gian dé sap xép nhiing 16 hang c6 dia chi gan nhau hay cung dich dén dé xép
lén cung mot chuyén xe trong khi phai dam bao duoc lwong hang trén mdi phuong tién
can dat di muc t6i thiéu. Giao hang tiét kiém chi phu hop v&i cac goéi hang ma khong
can gip va nguoi giri o nhu cau tiét kiém chi phi van chuyén hodc trudng hop hang
hoa cong kénh, ning va khong phai loai hang hoéa dé v&. Hién nay, loai hinh nay dugc
cac don vi kinh doanh online wa dung dé t6i wu hoa van chuyén, giam thiéu chi phi.

Giao hang nhanh hay con c6 tén goi khéc 1a chuyén phat nhanh 1a loai hinh dich
vu van chuyén hang hoa dén tay khach hang dua theo thoi gian cong bd trude va tinh
theo gid. Thong qua giao hang nhanh, don hang s& dugc wu tién chuyén phat nhanh
hon trong moi tinh huéng dé dam bao hang héa dén tay khach hang dung thoi han
nhung ddng thoi chi phi cua dich vy nay thudng s& cao hon so véi cac goi dich vu van
chuyén khac. Néu nguoi st dung cudi cting mudn nhan hang sém va chap nhan duoc
chi phi van chuyén cao hay cé goéi buu pham can gti gip thi dich vu giao hang nhanh
1a Iya chon tbt. Giao hang nhanh xuat hién nhu mot hinh thirc théa man nhu cau khach
hang ciing nhu 14 phuong thirc thu hut ddi tuong tiém ning cta cac doanh nghiép cung
cap dich vy giao hang. Nhung di kém véi loai hinh giao hang nhanh 1a nhiéu hé luy
dang ké, dic biét 1a tac dong cua no dén moi truong.

b) Phdn loai theo phwong thirc giao hang

Giao hang ching cubi an chira thach thuc khi mdi d6i twong khach hang, khu
vuc, thoi gian, ... khic nhau s& yéu cau phuong thirc van chuyén khac nhau. Vi vay,
dé vira t6i wu hoa chi phi giao hang, mang lai loi nhuan cho doanh nghiép ma vira 1am
thoa man yéu cau khach hang, cic doanh nghiép dich vu giao hang ching cudi s& can
xéc dinh cac phuong thirc giao hang phul hop vi mdi loai nhu cau khac nhau.

% Giao hang theo cach truyén thong

« Giao hang bang xe may: O cac nudc dang phat trién, co rat it nha cung cap
dich vu giao hang ching cudi quy mé 16n, do d6 dich vu nay dugc cung cip bai mot
mang ludi cac cong ty dia phuwong vira va nho. Vi chi phi lao dong thap va mat do
giao thong day dic, bat ky ai ciing c6 thé tham gia vao hé théng va giao hang bang xe
may — hinh thtrc giao hang thuan tién nhat.

« Xe dién: O cac thanh phd dong dan, khoang cach giao hang giita cac diém

dimg dugc rat ngan, nhung kha ning bi ket xe hay thiéu chd dd xe 1a rat cao. Nhu mot



cach giai quyét van dé un tic giao thong, mot s6 thanh phd tham chi con cdm xe 16n
trén mot sb tuyén duong nhiat dinh dugc. Do d6, DHL tai Puc va Starship
Technologies & My dang thir nghiém cac phuong tién ty 1ai bang dién dé giao hang
mot s6 loai san phidm. Nhitng robot ndy v6 cung nho gon dé co thé di chuyén trén via
he.

% Giao hang theo cach hién dai tng dung cong ngh¢

« May bay khong ngudi 1ai: Doi véi viée giao hang ching dai, Amazon da thanh
cong thir nghiém ding may bay khong nguoi 1ai dé giao hang. Rat nhiéu cong ty khéac
cling dang thir nghiém may bay khong ngudi 14i, bay 1én tir cac xe giao hang cua ho dé
hoan thanh budc cudi ciing — dua san pham tir bai dau xe dén tan tay khach hang.

« T khoa: Dé tranh phai giao hang nhiéu 1an khi khach hang khong c6 nha,
nhiéu qudc gia dang phat trién mang ludi ti khoa dé khach hang cé thé tu nhan buu
kién ctia minh. Theo Iwan va cong sy, ta khoa “1a mot may phan phdi khong can giam
sat, duge dat tai cac dia diém chon truge. N6 1a mot hé théng tiép nhan cac kién hang,
cho phép viéc nhan va guri buu kién 24/7”. Tu khoa thuong dugc dat tai nhiing ctra
hang ban 1é hodc nhimng noi c6 thé dé dang tiép can.

« Giao hang trong nha & trong cdp: Amazon da dua ra mot giai phap sang tao
khac: str dung khoa thong minh cho ngudi van chuyén quyén vao nha hoic phuong
tién c4 nhan dé giao hang. Ngoai Amazon, trang thuong mai dién tir JD.com tai Trung
Quéc d3 hoc hoi va ap dung phuong phap nay.

% Giao hang cong ddng (Crowdsourced delivery): Pay 1a phwong thirc giao
hang tan dung su nhan rdi vé phuong tién van chuyén cua cong dong dé giao hang dén
cac dia diém nam trén 10 trinh van chuyén cua ho. Viéc giao hang cong déng duoc
thuc hién theo tién trinh nhu sau: Mot ca nhan (nguoi tim kiém dich vu) dat hang trén
hé thong giao hang cong ddng (thong qua cic tmg dung). Khi do, nhimg ngudi van
chuyén tham gia d4u gia truc tiép trén tng dung. Ngudi van chuyén dugc chon sé dén
nhan hang tai noi ngudi giri hang. Sau d6 ngudi van chuyén giao hang dén dia diém
duoc dang ky. Khi ngudi nhan hang kiém tra va xac nhan viéc nhan hang, don hang
dugc hoan thanh va ngudi van chuyén nhan thu lao.

Phuong thirc nay giip nha quan tri logistics gidm dugc chi phi trong giao hang

chdng cuoi, dong thoi gidi quyét dugc cac van deé lién quan dén giao thong va 6 nhieém



moi truong. Tuy nhién, viéc ddm bao an toan cho hang hoa va tao dung long tin cua

cac bén tham gia vao phuong thirc nay cting la mot tré ngai khé khan.
1.2. Nhirng phwong thirc trong giao hang ching cudi

GHCC thuong dugc thyc hién béng cac xe tdi nho hay xe may, xe dién dén
timg dia chi ctia khach hang, diéu d6 doi hoi phai c6 su tham gia ciia khach hang. Tuy
nhién, viéc khach hang khong c6 mit & dia diém yéu cau trong lan giao hang dau tién
1a mot trong nhitng nguyén nhan chinh lam cho viéc GHCC khong thanh cong. Do do
céc nha quén tri logistics dd nghién ctru va phat trién cac phuong thirc phan phdi lién
quan dén khach hang nham ting cuong hiéu qua cia GHCC bing cach loai bé nhu cau
tham gia cta khach hang hodc ting cuong phdi hop voi khach hang. Mot sd phuong
thirc GHCC dang dugc st dung hién nay la:

GHCC theo cach truyén thong: viéc giao hang duoc thyc hién bang xe tai, xe
dién hodc xe may. Phuong thirc nay khong hiéu qua dbi v6i doanh nghiép logistics vi
c6 thé phat sinh chi phi do that bai trong lan giao hang dau tién. Tuy nhién phuong
thirc nay lai thudn loi cho khach hang vi ho chi can cung cip nhiing thong tin can thiét
nhu dja chi hodc thoi diém giao hang.

Ta khéa (Locker): 1a mot may phan phéi khong can giam sat, dugc dat tai cac
dia diém chon trudc. N6 1a mot hé théng tiép nhan cac kién hang, cho phép viéc nhan
va giri buu kién 24/7. Quy trinh giao nhan hang tai ti khoa duoc tién hanh nhu sau
(Iwan & cong sy, 2015):

- Nguoi mua hang trén mang Iya chon ti khoa trong khi thuc hién viéc mua
sam truc tuyén.

- Sau khi dat hang cho mot tu khéa, ngudi mua hang trén mang nhan duoc xac
nhan qua e-mail, trong vong 2 ngay lam viéc, buu kién s& dugc chuyén dén tu khoa da
chon va sau d6 khach hang s€ nhan dugc email va tin nhin SMS ngén kém theo ma dé
mo mot hop tiép nhén cu thé.

- Khéach hang s& cung cip mi véi sb dién thoai bang cach st dung man hinh
cam ung trén tu khoa da chon,

- Khach hang c6 thé theo ddi 16 hang trong sudt dich vu.



Phuong thite GHCC thong qua ti khéa nay hiéu qua cho doanh nghiép vi loai
bo dugc rii ro khong co khiach hang ¢ nha trong 1an giao hang dau tién. Tuy nhién
phuong thirc nay it tién loi cho khach hang vi ho phai truc tiép di nhan hang.

Giao hang cong dong (Crowdsourced delivery): ddy 1a phuong thirc giao hang
ma trong d6 tan dung su nhan rdi vé phuong tién van chuyén cua cong dong dé giao
hang dén céac dia diém nam trén 16 trinh van chuyén cua ho. Viéc giao hang cong dong
duge thuc hién theo tién trinh nhu sau: Mot ca nhan (nguoi tim kiém dich vu) dat hang
trén hé thong giao hang cong dong (thong qua cac tng dung). Khi d6, nhitng nguoi
van chuyén tham gia dau gid truc tiép trén ing dung. Nguoi van chuyén duoc chon s&
dén nhan hang tai noi ngudi giri hang. Sau d6 ngudi van chuyén giao hang dén dia
diém duogc dang ky. Khi ngudi nhan hang kiém tra va xac nhan viéc nhan hang, don
hang dugc hoan thanh va nguoi van chuyén nhan thu lao. Phuong thirc ndy gitp nha
quan tri logistics giam dugc chi phi trong GHCC, dong thoi giai quyét duoc cac van dé
lién quan dén giao thong va 6 nhiém moi truong. Tuy nhién, viéc dam bao an toan cho
hang héa va tao dung long tin cua cac bén tham gia vao phuong thirc nay cling 1a mot

trd ngai khong nho.
1.3. Chi phi giao hang ching cuoi

Giao dich hang ching cudi cung véi sy dich chuyén hang hoa tir trung tAm van
chuyén ciia nha ban 1¢ dén diém giao hang cubi cung.

Céc doanh nghiép thwong mai dién tir dang ¢ ging xdy dung cic md hinh
chudi cung ung thir nghiém va cac cong nghé mdi. Ho cb gang lam hai long khach
hang véi trai nghiém giao hang tot nhat, bang cach c¢b ging cit giam chi phi. Thach
thirc 16n nhat ma ho phai d6i mat 1a chi phi giao hang ching cudi.

Cac chi phi phat sinh trong ching cudi cua hanh trinh van chuyén duoc goi 1a
chi phi giao hang & chiang cudi.

v Céc chi phi lién quan dén giao hang ching cudi

a) Chi phi nhién liéu

Can phai xem xét k§ ludng chi phi nhién liéu & dam cudi. Piéu nay 1a do gia
nhién liéu bién dong. Bién dong bat thuong ctia n6 lam cho no tré thanh mot mbi quan

tam cho cac hoat dong hang chang cudi cung cla cac cong ty.
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Chi phi nhién liéu 1a diém khoi dau tét dé hiéu dugc hiéu qua cia viéc giao
hang cudi cing. Chia sé cta né trong téng chi phi hoat dong ciing xac dinh chi phi
tong thé cua viéc giao hang & ching cudi.

Hanh trinh dén cac khu vuc dan cu thua thét c6 thé thém vao chi phi nhién li¢u
ctia ban. Diéu nay 14 do ban phai di chuyén quing duong dai giita cac diém ding trong
khu vuc giao hang nong thon. Nhung n6 khong phai 1a truong hop voi cac khu vuc do
thi.

O khu vuc thanh thi, ban c6 thé c6 nhiéu diém dimg giao hang hon trudc khi
ban hoan thanh lich giao hang. Do do, chay khong tai chi phi nhién liéu trong khu vuc
doéng dan cu. Thuc hién giao hang trong ngay tai cac khu vuc d6 thi tic nghén lam
tang chi phi nhién liéu hon nfra.

b) Chi phi nhdan cong

Hién nay, nganh cong nghiép Logistics phai doi mat v4i su thiéu hut nghiém
trong cac trinh diéu khién c6 trinh do.

C6 mot su thiéu hut 14i xe t6i t& hon trong nganh céng nghiép Logistics Hoa Ky.
Linh vuc quan tim chinh cta nganh cong nghiép Logistics & My 1a thiéu 1ai xe tai
chuyén nghiép.

¢) Chi phi nhan réi

Viéc xe nhan rdi di tré thanh mot thach thic khac cho cic cong ty Logistics
thuc hién viéc giao hang & khu vuc thanh thi. Mot phén cua su khong hi¢u qua trong
tiéu thu nhién liéu co thé dugc quy cho viéc chay khong tai. N6 dan dén sy hao mon
ctia mot chiée xe va do d6 thudng xuyén phai bao tri.

Mot gio khong st dung dan dén gallon gas bj mat. Tham chi muoi gidy chay
khong tai din dén lang phi nhién liéu nhiéu hon 13 khoi dong lai dong co. Giam thoi
gian chay khong can thiét c6 thé tiét kiém chi phi nhién liéu va bao tri.

d) Chi phi Logistics nguoc

Chi phi Logistics nguoc lai phat sinh khi khach hang quyét dinh tra lai san
pham ho dd nhan duoc. Cac khach hang dong goi lai mot san pham va sau d6 tra lai
cho cong ty van chuyén. Tir cong ty van chuyén, cac san pham di chuyén dén kho hoic

trung tAm phén phdi.
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Tra vé két qua chi phi rat 16n cho cic cong ty chap nhan né. Nhung né 1a mot
thanh phan quan trong cta cic doanh nghiép truc tuyén vi né tao dung niém tin trong
nguoi tieu dung.

Quan 1y chi phi Logistics ngugc 1a mot khia canh quan trong d6i vé6i cac cong
ty Logistics. Co hai chi phi lién quan khi ngudi tiéu ding tra lai san pham. Chung 1a
chi phi hoan tra va chi phi thay thé.

e) Chi phi hoan tra

Nguoi tiéu dung mudn hang héa duogc giao trén khung thoi gian wa thich cia ho.
Ngoai ra, ho dang yéu cau giao hang nhanh hon. Néu c6 giao hang that bai hodc cham
tré, nguoi tiéu dung mong doi mot ty 1& phan trim cua sb tién d6 sé dugc hoan tra. Poi
khi khach hang khong muén thay thé san pham. Ho chi mubn duoc hoan lai tién cho
loi nhuan cua ho.

Cac cong ty thuong mai dién tir dang chiu chi phi van chuyén mién phi, giao
hang thit bai va giao hang tré vdi chi phi hoan tra. Do dé, cac chi phi hoan tra thém
ganh nang cho Logistics.

/) Chi phi thay thé

Xem xét diéu nay, Robert di mua mot chiéc 4o ¢& L nhung phat hién ra rang nd
to hon mot chut d6i vai anh ta va do d6 da quyét dinh tra lai chiéc 4o va thay thé bang
cd M. O day, cong ty Logistics khong chi chiu chi phi hoan tra ma con ca chi phi thay
thé.

Chi phi thay thé phét sinh khi nguoi tiéu dung thay thé mot san pham ma ho da
dat hang. Khi nguoi tidu dung tra lai mot san pham, co chi phi Logistics nguoc lai lién
quan. Sau khi thay thé duoc ap dung, c6 mét chi phi Logistics ching cubi thuong
xuyén lién quan. Boi vi ban phai giao cic san pham thay thé cho nguoi tiéu dung mot
lan nifa.

Do d6, mot cong ty phai chiu chi phi Logistics hang ching thuong xuyén hai
1an va chi phi Logistics nguoc lai mot 1an. Nhung ngay nay, ngudi tiéu ding mudn co
van chuyén béng khong hodc chi phi thép cho dich vu Logistics ddm nguoc va dich vu
Logistics hang ching thudng xuyén. Nhu cau nay tir nguoi tiéu dung da nhéan l1én ganh

nang chi phi cho 1an giao hang cudi cung.
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g) Chi phi méi truong va chi phi tdit nghén

Xe giao hang di tr& thanh mot dong gop 16n cho 6 nhiém khong khi trong khu
vuc d6 thi. Ho c6 thé tao ra un tic giao thong trén dudng phd nhon nhip cia cac thanh
phé 16n. Khong quan 1y khéi lugng giao hang dan dén muc phat thai carbon khong bén
ving.

Su tic nghén va khi thai gia tang tir giao hang thwong mai dién tir dang dit mot
ganh ning 16n 1én cdc moé hinh giao thong thanh phd. V&i nhu cau nhén 18n gip boi,
ganh ning nay s& con ting thém. Do d6, nhiing phat thai giao hang ching cudi nay s&
tang 1én.

Nhiéu co quan va chinh quyén dia phuong do thi dang thu tién phat ning tir cac
phuong tién giao hang. Nhimng khoan tién phat niy nhan lén chi phi giao hang ching
cudi cho cac doanh nghiép Logistics.

h) Chi phi bao tri

Hay tudng twong rang ban di giao hang theo lich trinh trong ngay va mot chiéc
xe tai dot nhién c6 mot sé van dé bao tri. N6 chac chan s& chi phi giao hang cua ban
theo lich trinh trong ngdy. Mot cach gian tiép, no tri hodn viéc giao hang va tao ra trai
nghiém giao hang t6i t& cho nguoi tiéu dung.

Chi phi bao tri xac dinh hoat dong tich cuc va hi¢u qua cua doi xe. Di duong
dai hoac chay khong tai 6n dinh c6 thé dan dén hao mon dot ngdt cua xe. Chi phi bao
tri taing dan dén tang chi phi giao hang & ching cudi.

Céc cong ty Logistics nham giam thiéu chi phi bao tri ma khong anh hudéng dén
hiéu suét cta xe. Giam chi phi bao tri ngan chin cac phuong tién giao hang khoi thoi
gian chét khong can thiét.

i) Chi phi luu triv

Céc cong ty Logistics lién quan dén viéc giao hang hang chiang cudi cing phai
chiu chi phi luu trit, dic biét 1a nhirg cong ty lién quan dén duoc pham, thuc pham va
ctra hang tap hoa. Lai xe ham d6i mudn phuong tién giao hang véi cac co so cai tién.

Mot sb cong ty trong giao hang dim cudi lam phat sinh chi phi st dung ning
Iyc. Viée sir dung nang lyc dé cap dén khong gian trong ma nguoi 1ai xe hodc nguoi
quan 1y lang phi trén xe tai. Nhiéu khong gian tréng, cao hon 1a nhién liéu va chi phi

lao dong.
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1.4. Nhirng xu hwéng anh hwéng dén GHCC

CAc phuong thirc giao hang dang tién trién vé6i tdc d6 cuc nhanh cong véi su
phat trién nhanh chong ctia cong nghé da dinh hinh lai toan bo chudi cung tng. Dudi
day 1a mot s6 xu hudng chinh dang anh huéng dén GHCC:

Cong nghé théng minh, theo déi va cam bién: Ky vong ctia khach hang hién nay
kha cao khi noi dén kha nang hién thi phan phdi. Tir viéc theo ddi moi 16 hang, dén cac
cam bién cung cp dir liéu thoi gian thyc vé viéc giao hang, cong nghé thong minh 1a
mot xu hudng phat trién cia GHCC.

Truy xudt nguon goc va bang chirng giao hang: Cong nghé cho phép qua trinh
phan phéi trd nén minh bach hon. Hi¢n nay, ngoai viéc co thé theo ddi vi tri cua 16
hang, khach hang c6 thé di sau vao chi tiét hon khi néi dén viéc truy tim ngudn goc
véan chuyén san pham. Viéc ap dung GPS cho phéan phdi gitip dit liéu can truy van ludn
san c6 dé khach hang truy van.

Giao hang trong ngay: Dich vu giao hang ngay dap ung duoc nhu cau vé thoi
gian giao hang cho khach hang, do d6 dich vu nay dang dan tr thanh tiéu chuan hang
dau cia GHCC. Viéc cac cong ty 1on nhu Amazon dang trién khai dich vu nay da lam
thay doi linh vuc phan phdi, thiic day cac cong ty logistics nhé va vira ciing phai khai
thac cac dich vu giao hang trong ngdy dé nang cao kha ning canh tranh.

Kho hang trong dé thi: Trong logistics hién nay da c6 su gia ting vé giao hang
theo yéu cau hodc giao hang trong ngay dang. Pe dap Gmg nhu ciu nay cta khach hang,
ngady cang c6 nhiéu nha kho thanh phd trong thanh phd duoc xay dung. Cac kho nay
cung cap quyén truy cap dé dang vao cac san pham dé phan phéi khach hang nhanh
chong. Amazon 1 tién than trong linh vuc ndy bang cach xay dung it nhat 58 nha kho
thanh phé vao nam 2016.

Kinh doanh trén nén tang céng dong: Nhitg cong ty nhu Uber di xay dung mo
hinh kinh doanh xung quanh viéc chia sé tai san, cu thé 1a cic tmng dung, cho cong
déng. Khai niém nay co thé duoc ap dung cho moi linh vuc, vi vay s€ khong c6 gi la
néu cac nha cung cip dich vu logistics bat dau chia sé tai san ciia ho dé sir dung khong

gian, phuong thirc phan phéi va mo hinh nhan vién mang lai hiéu qua vé chi phi hon.
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1.5. Cac yéu t6 anh huéng dén giao hang chiing cudi

a) Sw thudn tién ciia phwong thire giao hang: diéu nay thé hién ¢ toc do giao
hang, 12 mot trong nhitng yéu té quyét dinh anh hudng dén trai nghiém mua sam truc
tuyén cta khach hang, hanh vi mua hang truc tuyén va lya chon phuong thic giao
hang. Ngoai ra, sy thuan tién cling bao gébm nhu cau cua khach hang vé thoi gian giao
hang chinh x4c va xur Iy cic vin dé phat sinh nhanh chéng. Diéu nay gitp khac hang
tiét kiém thoi gian cua ho vi khong can phai dén ctra hang truyén thdng ma thay vao
d6, nha ban 1¢é va nha cung cap dich vu logistics s& chiu trach nhiém vé viéc giao hang
ching cudi (Hiibner et al., 2016)

b) Chi phi giao hang: c6 vai trd quyét dinh dén lua chon phuong thuc giao hang
ctia khach hang. Nhin chung, khach hang ky vong dugc hudng dich vu giao hang mién
phi va co thé chap nhan kéo dai thoi gian giao hang nham giam bét chi phi. Piéu nay
gilp cac nha ban 1¢ thuc hién cac quy trinh logistics cua minh hi¢u qua hon va trén
thyc té, thoi gian giao hang cang nhanh thudng di kém véi chi phi giao hang cao.
Nhiing khach hang khong muén chd doi c6 thé dén cac cira hang truyén thong hoic
céc diém tap két nhan hang.

¢) Tdc dong dén moi trwong ciia hoat dong giao hang: nhiéu nghién ciru gan
day tp trung vao tac dong moi trudong cua cac phwong thirc giao hang va tinh bén
vitng cua chiung. Mic du toc d giao hang va chi phi van 1a nhitng yéu t6 quan trong,
tuy nhién, thong tin vé tac dong moi trudng ciing anh hudng khong nho dén quyét dinh
Iwa chon phuong thiic giao hang ciia ngudi tiéu ding. Trong sb cac phuong thic giao
hang, giao hang tan nha thuong duoc xem 1a phuong thitc giao hang kém bén viing
nhit so voi cac phuong thire khac, nhu: ta khoa buu kién va giao dén diém liy hang.
Ta khoa buu kién va giao dén diém 1ay hang giam luong khi thai va tao ra co hoi giao
hang ching cudi bén viing hon trong tuong lai (Milioti et al., 2020); (Iwan et al., 2016).

Bén canh cac khia canh vé tinh bén virng kinh té va xa hoi, cac yéu t6, nhu:
khoang cach, nhién liéu va loai phuong tién ciing anh hudng dén tinh bén viing cua
phuong thitc giao hang. Nhin chung, hoat dong giao hang ching cudi thudng giy ra
mot sd tac dong tiéu cuc dén mai trudong nhu ting lugng khi thai CO2, 6 nhiém khong

khi va tiéng 6n, nhat 1a trong mdi trudng do thi. Do do, viéc phat trién cac giai phap

15



giao hang ching cudi bén viing trd thanh mot trong nhitng mdi quan tdm 16n trong xay
dung céc thanh phd bén ving.

d) Vai tro xd héi cia doanh nghiép giao hang: véi nhiéu ddi tac chuyén phat
nhanh va thuong mai, cdc doanh nghiép giao hang gép phan vao ting truong nén kinh
té va cung cp co hoi viée lam cho hang ngan ngudi ¢ cac trinh do va didu kién khac
nhau. Céac cong viéc lién quan dén hoat dong giao hang rat linh hoat, thu hat sinh vién,
ngudi thit nghiép, nhimg ngudi thich ty do va mudbn c6 thém thu nhap (tai xé taxi,
ngudi vé huu...). Do 1 vi cong viée nay khong yéu cau khat khe vé trinh do, bang cap,
hay ngoai ngit; nguoi lao dong co thé tu quyét dinh thoi gian va dia diém lam viéc.
Tuy nhién, di d6i v6i d6 13 cac rui ro: nhu: thu nhap khong 6n dinh, khong c6 bao
hiém y té hodc trg cép huu tri, diéu kién lam viéc duge bao vé thép.

Bén canh mat tich cuc, cac doanh nghiép giao hang vi st dung mdt luong 16n
phuong tién giao thong nén gay ra tinh trang tic nghén d6 thi. Pay chinh 1a khia canh
tiéu cuc cta phat trién thuong mai dién tir, dong thoi thiic ddy mbi quan tim dén céac

mo hinh kinh doanh vén tai cong dong.
1.6. Tiéu chi danh gia hi¢u qua cia GHCC

a) Ty ¢ thoi gian giao hang dung han

Ty 18 giao hang dtng han 12 mot chi s vo cung quan trong, phan anh hiéu qua
hoat dong va chét luong dich vu cua mot don vi van chuyén. Khi ty 1€ nay cao, no
mang lai nhiéu loi ich, nguoc lai, khi ty 1& nay thip, né s& giy ra nhitng hé qua tiéu cuyc.

Anh hudng tich cuc khi ty 1¢ giao hang dung han cao:

- Nang cao uy tin: Khach hang s€ danh gia cao sy chuyén nghiép va dang tin
cay cua don vi van chuyén, tur do tao long tin va khuyén khich ho str dung dich vu lau
dai.

- Tang cudng canh tranh: V&i ty 18 giao hang dung han cao, don vi van chuyén
s& ¢ loi thé canh tranh 16n so véi cac dbi tha khéc trén thi truong.

- M& rong thi truong: Uy tin va chit luong dich vu tét s& gitip don vi van
chuyén tiép can duoc nhiéu khach hang méi va mé rong thi truong hoat dong.

- Giam chi phi: Khi ty 18 giao hang dang han cao, s& giam thiéu cac chi phi phat

sinh do viéc giao hang cham tré, nhu chi phi xur 1y khiéu nai, chi phi boi thuong.
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Anh hudng tiéu cuc khi ty 1¢ giao hang dung han thap:

- Mat khach hang: Khach hang s& khong hai 1ong véi dich vu va chuyén sang sir
dung dich vu cta cac don vi van chuyén khac.

- Giam doanh thu: Viéc mat khach hang s& din dén giam doanh thu cua don vi
van chuyén.

Anh huong dén uy tin: Ty 1¢ giao hang dung han thap s& lam giam uy tin cia
don vi van chuyén trén thi truong.

- Tang chi phi: C4c chi phi phat sinh do viéc giao hang cham tré s& 1am ting chi
phi hoat dong cua don vi van chuyén.

Céc yéu t6 anh huong dén ty 18 giao hang ding han:

- Quy trinh vaAn hanh: Quy trinh van hanh hiéu qua, khoa hoc s& gitip giam thiéu
rai ro cham tré.

- Nhan vién: Chat lugng d6i ngil nhan vién, tir nhan vién giao hang dén nhan
vién quan ly, c¢6 vai tro quan trong.

- Phuong tién: Phuong ti€n van chuyén hién dai, bao tri tét s& dam bao hang
hoa dugc giao dung hen.

- Hé théng quan 1y: Hé thong quan 1y don hang hiéu qua giup theo ddi va kiém
soat qué trinh véan chuyén.

- Yéu t6 khach quan: Céc yéu t6 khach quan nhu thoi tiét xau, tic duong, sy cb
bét ngd ciing c6 thé anh hudng dén ty 1¢ giao hang dung han.

b) Ty 1é giao hang nhiéu lan

Viéc giao hang thanh cong ngay lan thir dau tién s& tao dung duoc niém tin cia
khach hang va 10ng trung thanh. Néu khach hang hai 1ong véi trai nghiém ho s& gian bo
v6i ban hon 1a kham pha céc lya chon thay thé khac.

Khi tai xé giao hang khong thé giao hang trong lan giao hang dau tién, doanh
nghiép cua ban s& phai chiu chi phi giao hang 1an nita. Piéu d6 c6 nghia 13 phai chi
tiéu nhién li€u va cac nguén luc khac hai hodc ba 1an cho mot 1an giao hang. N6 anh
huong tryc tiép dén loi nhuan ctia doanh nghiép.

Khach hang hio hitc chd doi viée giao hang va viéc giao hang bi 1§ khién khach
hang cam thdy that vong. Viéc ¢b ging giao hang lai co nghia 13 phai phdi hop lai véi

khach hang dé dam bao goi hang duoc giao trong lan tha tha hai.
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Khi mot géi hang bi tra lai do giao hang khong thanh cong, n6é phai dugc hach
toan vao hé thdng quan 1y hang ton kho.

Vi¢c giao hang nhanh chéng s€ cdi thién dugc trai nghiém mua hang va sé gitp
Nguoi ban ¢6 duge danh gia va xép hang t6t hon cho Shop ctia minh.

¢) S6 khiéu nai ctia shop va khach hang

S6 luong khiéu nai ctia shop va khach hang khong chi anh huong dén uy tin va

doanh thu ctia shop ma con tac dong truc tiép dén don vi van chuyén.
1. Panh gi4 hiéu suét va chat lugng dich vu:

Giam chi s6 hai 1ong cua khach hang: Khi c6 nhiéu khiéu nai, ching to chat
lugng dich vu van chuyén chua dap ung duoc yéu cau cua khach hang. Piéu nay dan
dén danh gia tiéu cuc vé don vi van chuyén.

Anh hudng dén chi sd do luong hiéu suat: Céac chi sd nhu ty 1é giao hang dung
hen, ty 1¢ hang hoa hu hong, ty 1& khiéu nai s& giam, 1am giam hiéu qua hoat dong cila
don vi van chuyén.

2. Tang chi phi:

Chi phi xtr Iy khiéu nai: Pon vi van chuyén phai danh nhiéu thoi gian va tai
nguyén dé giai quyét cac khiéu nai, diéu nay lam tang chi phi hoat dong.

Chi phi bdi thuong: Néu 16i thudc vé don vi van chuyén, ho phai chiu trach
nhiém boi thuong cho khach hang, giy ra ton that vé tai chinh.

3. Mt khach hang:

Giam uy tin: Khi co nhiéu khiéu nai, uy tin cua don vi van chuyén s¢ b1 anh
huong, khién cac shop va khach hang e ngai sir dung dich vu.

Mit hop ddng: Cac shop c6 thé chuyén sang st dung dich vu cua don vi van chuyén
khac néu khong hai long voi chat luong dich vy hién tai.
4, Ap luc canh tranh:

Mat thi phén: Cac dbi thu canh tranh sé& tan dung co hoi nay dé thu hat khach
hang cta don vi van chuyén dang gip kho khan.

Cén dau tu nhidu hon: Dé cai thién dich vu va gianh lai khach hang, don vi van
chuyén phai dau tu nhiéu hon vao cong nghé, nhan luc va quy trinh.

d) Do chinh xac cua don hang
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Do chinh xac ciia don hang 13 yéu to cot 16i quyét dinh sy sudn sé va hiéu qua
clia qué trinh giao hang. Khi thong tin trén don hang chinh x4c va day du, qué trinh
giao hang s& dién ra tron tru, nguoc lai, nhitng sai st nho ciing ¢ thé gay ra nhiéu hé
luy 16n.

1. Thoi gian giao hang:

DPon hang chinh x4c: Nhan vién giao hang dé dang xac dinh dia chi, ngudi nhan,
loai hang, gitp rat ngan thoi gian tim kiém va giao hang.

Pon hang sai sot: Viéc phai lién hé lai v6i ngudi gai dé xac nhan thong tin, tim
kiém dia chi méi s& lam cham tré qua trinh giao hang.

2. Ty 1¢ giao hang thanh cong:

Pon hang chinh xac: Ty 1¢ giao hang thanh cong cao, giam thiéu tinh trang giao
nham, giao thiéu hodc giao thira hang.

Pon hang sai sot: Ty 1€ giao hang thanh cong giam, ting kha nang hang héa bi
tra lai, gdy lang phi thoi gian va tai nguyén.

3. Chi phi van chuyén:

Pon hang chinh xac: Giam thiéu cac hoat dong bd sung nhu tim kiém dia chi,
lién hé khach hang, lam giam chi phi van chuyén.

Pon hang sai sét: Tang chi phi van chuyén do phai thyc hién cac hoat dong bod
sung, c6 thé dan dén ting gia cude van chuyén.

4. Uy tin cua don vi van chuyén:

Pon hang chinh xé4c: Tang uy tin cua don vi van chuyén nho chat luong dich vu
t6t, khach hang hai long.

Pon hang sai sot: Giam uy tin ctia don vi van chuyén, khach hang mat niém tin
va co thé chuyén sang sir dung dich vu cia don vi khac.

5. Trai nghiém khach hang:

Pon hang chinh xac: Khach hang nhan dugc hang dung hen, ding san pham,
tang trai nghiém mua sam.

Pon hang sai so6t: Khach hang khong hai 1ong, gay anh huéng dén trai nghiém
mua sam va hinh anh cta doanh nghiép.

e) Ty 1¢ hoan tra, d6i don hang
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Ty 1é hoan tra va doi don hang cao s& gy ra nhiéu tac dong tiéu cuc dén cac
don vi van chuyén, cu thé nhu sau:
1. Tang chi phi van hanh:
Phi van chuyén di va vé: Mdi lan hang hoa duogc tra vé, don vi van chuyén phai
chiu thém chi phi van chuyén chiéu vé, 1am ting dang ké chi phi hoat dong.
Thoi gian xir 1y: Viéc xir Iy cac don hang hoan tra, d6i tra ton nhiéu thoi gian va
nhan lyc, [am gidm hi€u qua hoat dong ctia don vi.
Chi phi quan 1y kho: Hang héa tra vé can duoc luu trit va quan 1y tai kho, gay
thém chi phi cho don vi van chuyén.
2. Giam hiéu qua hoat dong:
Giam ning suat: Viéc xir Iy cac don hang hoan tra, d6i tra lam gian doan quy
trinh van hanh binh thudng, giam ning suat lam viéc cua nhan vién.
Tang ty 18 don hang thét lac: Trong qua trinh van chuyén di va vé, hang hoa ¢
thé bj thét lac hodc hu hong, gay ra thém rac roi va chi phi cho don vi van chuyén.
3. Anh huéng dén uy tin:
Giam long tin cta khach hang: Khi ty 1¢ hoan tra cao, khach hang s€ danh gia
thép chat luong dich vu cua don vi van chuyén, dan dén méat long tin.
Mat khach hang: Khach hang c6 thé chuyén sang sir dung dich vu cta cac don
Vi van chuyén khéc co chat luong 6n dinh hon.
4. Tang ap luc canh tranh:
Mét thi phén: Cac don vi van chuyén khac s€ tan dung co hdi nay dé thu hat
khach hang cuia dbi th.
Cén dau tu nhidu hon: Dé cai thién dich vu va gianh lai khach hang, don vi van

chuyén phai dau tu nhiéu hon vao cong nghé, nhan luc va quy trinh.
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CHUONG 2: THUC TRANG GIAO HANG CHANG CUOI TAI BEST
EXPRESS

2.1. Khai quat vé Cong ty TNHH Best Express

2.1.1. Gi6i thiéu vé Cong ty TNHH Best Express

€¥BEST

EXPRESS

Gia nhap thi truong Viét Nam tir nam 2019, BEST Express nhanh chong tan
dung mang ludi dich vu san c6 tai thi truong ndi dia, tao budc dém virng chic cho su
phat trién ctia BEST Express tai day.

Sau gan 4 nim khong ngimg xay dung va phat trién, Best Express Viét Nam da
mo rong mang ludi khép 63 tinh thanh toan quéc, dat @6 phu dich vu 1én dén 99% véi
hé théng 36 trung tAm phan loai hang hod trai dai khip ca nudc voi cong suat xir 1y
don hang 1én dén hon 2,2 triéu don/ngay.

Tai Pong Nam A, mang luéi dich vu BEST Express di bao phui khip Thai Lan,
Viét Nam, Malaysia va Singapore. Phan 16n céc loai buu kién duogc chuyén phat to1
moi thanh phd va thi tran, trong d6 chuyén phat noi dia co thé van chuyén chi trong

mot ngay.
2.1.2. H¢ thong trung tAm phan loai tw dong hién dai cia BEST Express

Véi 36 trung tam phéan loai hang hod ty dong (Sortation Centers) cua BEST
Express dugc phan bo trai déu trén toan qudc, tong dién tich kho bai dang khai thac 1a
hon 100 ha, mang ludi dich vu cia BEST Express phu khép 63 tinh, thanh, dat cong
suat xir Iy don hang 1én dén hon 2,2 triéu don/ngay trén toan hé théng va phat di hang
tram nghin buu kién mdi ngay.

Trong d6, Trung tdm phan loai Ct Chi, TP.HCM, duoc xdy dung trén tong dién

tich 40,000 m2 véi tong von dau tu 8 triéu d6 la My va trung tAm phan loai tai Tir Son,
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Bic Ninh véi dién tich 45,000 m2 va téng von dau tu 5,5 tridu d6 la My dang 1a 02
trung tAm phan loai 16n nhit cta tip doan BEST Inc. tai khu vuc Pong Nam A.

Tai cac trung tam phan loai, buu kién dugc xtr 1y bdi hai hé théng bang chuyén
phén loai riéng tuy theo trong lugng hang.

Hé théng phan loai ty dong dai chéo hai ting toc do cao chuyén xir Iy cac buu
kién trong luong dudi 3 kg.

BEST Express st dung hé théng nhan dang ma vach theo thoi gian thuc cung
camera quét hinh anh chat luong cao dé nhan dién hang hoa. Cong nghé theo ddi thong
tin g6i hang WCS (warehouse control system) c6 thé xac nhan vi tri, quy trinh va tién
d6 xtr 1y don hang dén dau. Cong suit hé thong c6 thé phan loai dén 36.000 buu kién
moi gio.

Heé théng phan loai ty dong ma tran chuyén xir Iy buu kién trong luong tir 3 kg
trg 1én. Cac bing chuyén tai khu vuc nay c6 kha ning xir Iy hang c6 khéi luong va
kich thudc phirc tap. Chung s& phén loai hai chiéu v6i cong suat xt Iy hon 24.000 buu
kién moi gio.

Qua trinh phan loai van hanh nhd hé théng khi nén va day, dam bao an toan
hang hoa, kiém soat ty 1¢ hu hong & muc nho hon 0,01%. 10 bang chuyén dugc bd tri
phan ting riéng biét nham hd tro ludn chuyén nhip nhang ngay cé trong gid cao diém.

Hinh 2.1. Hé théng cdn, do tw dong giup tang do chinh xdc cua viéc phan loai buu kién

— i - panirs
= W [ [ L= ' !
. T LS N 44’@,(5’41
= | sﬁi{fﬂ '
/

‘ -
(Nguon: https://doanhnghiepcuocsong.vn/cac-cong-nghe-phan-loai-hang-hoa-trong-chuyen-

phat-nhanh-al135089.html)
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2.1.3. Co sé vat chit k§ thuit ciia mt buu cuc BEST Express
2.1.3.1. Nhan su

Mot buu cuc binh thudng c6 s6 luong nhan su tim khoang 8 dén 10 nguoi bao
gém Truéng buu cuc, quan 1y buu cuc, nhan vién diéu phdi (nhan vién tong hop), tai
xé 13i xe tai van chuyén hang tir kho tong vé buu cuc, va con lai s& 1a nhan vién giao
hang, tuy thudc vao tuyén duong, phuong, xi ma buu cuc dam nhan ma diéu chinh
nhan sy sao cho hop 1i va dap ing duoc hi¢u qua cia cong viéc.
2.1.3.2. Phuong tién, thiét bi, vat dung can thiét

- Bdi véi tai xé xe tai thi can c6 phuong tién 1a xe tai va mot chiéc dién thoai
thong minh.

- Pbi v6i nhan vién giao hang thi can ¢6 phuong tién la xe may, dién thoai
thong minh, baga va ré dé dung hang hoa, dao roc gidy dé khi khach yéu cau kiém
hang thi DM mé ra cho khach xem va mot ciy bat 1ong dé note thong tin can thiét 1én
don hang.

- Tai buu cuc, cin c6 may tinh dé ban, hodc laptop, médy in don hang, can va
thudc do dé can va do kich thudc hang hoa ddi v6i hang khach gii.

O trén 1a cac vat dung co ban nhét dinh phai co dé c6 thé van hanh buu cuc
2.1.3.3. Phin mém, app dé quan Iy va van hanh buwu cuc

a) Tai xé xe tai

- Tai xé xe tai chi str dung mot app duy nhét d6 1a app BEST Trucker
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Hinh 2.2. App BEST Trucker chiam céng danh cho tai xé xe tdi

24 F_101895_VTU_24123101 18]
01-01-2025 84C10507

O FS KHANG LINH

Lk3-4, Buong Huynh Van Hén, KDT Khang Linh, P10- TP
Ving Tau

T 31-12-2024 5:20:00CH

\/ 31-12-2024 4:47:13CH

ST TRUCKER O VTU SDC

220 Tinh Lo 44A Thj Trén Long Bién, Huyén Long Dién, Q
Tinh Ba Ria Ving Tau

B +84907050789
G 31-12-2024 6:00:00 CH
W/ 31-12-2024 5:28:45 CH

Tmn 01-01-2025 7:30:00 SA

) Xuat phat
® Bgi cham céng

O FS KHANG LINH

Lk3-4, Buong Huynh Van Hén, KDT Khang Linh, P10- TP
Ving Tau

am 01-01-2025 8:15:00 SA

V 1.0.0 (© Bgi chdm cong m

(Nguon: Thu thdp - Ta Thi My Hanh)

Pay 1a app dung dé cham cong cho tai xé xe

App bao gdm cac thong tin:

- M3 cua chuyén xe ma ngay hom d6 xe tai chay (F_101895 VTU 24123101)

- Piém dén cua xe tai (FS Khang Linh, VTU SDC)

- Thoi gian xuat phat tré nhat clia xe tai phai dén kho dé 1y hang

- Thoi gian thyc té xe tai dén kho

b) Nhan vién giao hang

- DM chi sir dung mot app duy nhat dé giao hang cho khach 1a app Courier
Rider
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Hinh 2.3. App Courier Rider danh cho nhan vién giao hang

e a m

o B U 0 'l =

Danh sach Danh séch Lich sur Tra clu Tra clu

COURIER RIDER giao hang 13y hang Invandon:  Quétleyhang cong vige hanh trinh buu cuc

Everywhere, with you.

©Q 0 6 O - , -
d e
Théng ké& COD Tra cdiu vé gia Tra tim kién
chua nhap kho

Xuét kho Nhapkho  Quétgiaohang Quétky nhan

Q@ © 0 0
Giri khiéu nai Fraicih
Luu kho Hoan kho kién hang vi rarctil

hanh trinh ﬁ
pham

7R Theo déi
i ’ cla toi

Thanh todn  Bang cham céng

Nhiém vu giao hang Nhiém vu Idy hang

Tién dd giao hang hém nay Téng don cén giao:0 >

0(-%) 0 0

Da ky nhan > Kignvéndé >  Chd giao hang >

Trang Chinh Tim kiém

ﬂVgu&n.‘ Thu thdp - Ta Thi My Hanh)

App bao gdm céc thong tin:

- Quét giao hang ( c¢6 thé quét bang may anh hodc nhap tay néu mi vach bi mo)

- Sau khi quét giao hang thi théng tin don hang can giao cho khach s& ¢ phan
danh sach giao hang

- Nhap kho khi don hang tir kho tong vé hodc sau khi cam don hang di giao DM
dem don hang d6 vé kho thi can c6 thao tic nhap kho dé kiém soat hang hoa, biét duoc
12 don hang d6 da dugc dem vé kho.

- Danh sach ldy hang 13 nhitng don hang ctia shop tao, c6 thé 1a hang thu hoi,
hang d6i tra ctia khach ma yéu ciu DM phai dén tan noi dé dem hang vé kho.

- Thong tin vé tién do giao hang, thdng ké ty 1¢ giao hang trong 1 ngiy, bao
nhiéu don hang hiry/kién van d¢, va s6 don ky nhan trong ngay

- Théng ké COD 1a tong s6 tién ma DM di ky nhan don hang thanh cong

O trén 1a nhitng thong tin co ban ma DM thao tic va quan tim mdi ngay

¢) Buu cuc ( Trudng buu cuc, Quan 1y buu cuc, Diéu phdi)

- Trudéng buu cuc, Quan 1y buu cuc, Diéu phéi ciing déu sir dung app trén nhu

DM.
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- Truéng buu cuc, Quan 1y buu cuc va Piéu phdi sir dung nhiing app/web nhur
sau dé van hanh buu cuc.

Web V9
Hinh 2.4. Web V9

loginOrgCode=1018958&ang=vi inSi 20002385&oginl

BEST Inc. congahangng hanh I

Muyc dich: 4 buu cyc c6 thé tap trung cai thign chat Iugng va ning cao hiéu s ¥ hang héa trong nim 2025

PHUONG AN KHICH LE _\@\ e P —
~—p

e
thang T ndm 2024 (tinh tif ngay

BUU CUC CAI THIEN CHAT LUGNG NAM 2025 g s eviaan @

*Méi thang BEST Express sé dua ra chudng trinh khich ¢ buu cuc, phén thudng Ia
mién giém hogc hoan trd tién phat cho buu cyc.

Tin tirc BEST Toanbd  Pao tao Mang lusi
Thongtinchung  Antoan Mangluoi  TAm guong tiéu biéu Daotaonghigpwy  Tailiu déo tao
Thirt Tieu a B0 phan phdth...  Thoi gian Tém quan trong Knilwong..  Thirty Tiewdd B0 phan phath...  Thoi gian Tam quan trong Kndi lwong..
[12112024) QUVETTAMGIAO  BGLEXNWSTAVN X 20.11.2024] Do tao Nhiing thay d BGL EXNW MGT X
= NHANH -NOIKHONGVOTHAN... Sp11TanHung  12/11/2024 183155 binh thuong 128 [ noi1 1rong SOP Nouyén tc inh .. Triring VN 25/11/202409:3835 binh thuong 156
Thong bso Quy dinh bdi thuongh  BGLEXNW MGT N 28.102024] "Bo hiém hang héac  BGL EXNW MGT N
[ no2 ) anghéa BEST EPRESSVETNAM  Trairing VN 31/10/2024 02:28:22 binh thuong 172 [ no2 ) o buy cuc” va “Quy G Trong .. Training VN 30/10/202415:05:29 binh thuong 129
[10.102024) Buu cuc & mGi, 0 BGLEXNWSTAVN o [22082024] Tinh nang *Hoc t3pva  BGL EXNW MGT N
nrang, S50 X G0 NG Ry . SB11 Tontung 1102024115038 binh thuong 106 Kiém tra"ta 3pp DM Traiing \N 23/08/2024 1047:54 binh thuong 163
[13.092024) Biém tinvén hanh s BGLEXNW MGT here [12082024] "Quy dinh giao nhan v BGL EXNW MGT o
aubioagi 7 e 13/09/2024 2218:11 binh thiong 102 A hing Sy hoan V0" .. Triring VN 16/08/2024 135033 binh thirong 3%
[12092024) Diém tinvén hanh s BGLEXNW MGT —_— 05.07.2024] Thao téc kiém kho b BGL EXNW MGT N
aubioVagi ot 13/09/2024 0927:36 binh thong 136 g chierang hoin KnoU KL Triring VN 09/07/202411:11:58 binh thong 24
€ > ¢ (= b/?layout=TopL: loginOrgCode=101895&lang=vi-VN&loginSi 20002385&loginl 28 inSi 000: loginUserld=6.. & ¥ &3 | €@ (Emor}
BEST Inc. EEREMERLESg Dichvukhachhang Dinhgidva vé Thi
= TaoBon = QuétValnPonHang = Tra CiruDon Hang = Hé Théng Quan Ly Vat Tw Gio VietNam(UTC+7) 0 @
Nhap don nhanh Danh sach quét Tra Ciru Hanh Trinh buu cuc xin vat figu Muc dich: dé buu cyc c6 thé
Lich Sir Quét Tra Tim TT Bon

— - 5 CHuONG TRINN:

6i Ha (ru nhat ky hoat do ’ NG AN KHI H E \ A BN g - <
In Bon DI H: Tra hat ky hoat d " n gidm hodc hoan trd 90% tién
in Bon B6i Hang ra ciru nhat ky long c L ke \ - S

ha
4

I THIEN CHAT LUGNG NAM 2025 o aen 020

Tra ciru ky nhén

| 170,306,998 273,450,498' e
mién giém hodc hoan tra tién phat chd

Tin tirc BEST Toanbd  Dao tao Mang lusi Toan by

Théngtinchung ~ AntoanMangluéi  T4m guong tiéu biéu Daotaonghiépwu  Tailiéu dao tao
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Tra Clru Bon bién Tl Phé Duyét Khach BK H6 So Khach Hang
e
cHiEu Cla0
Tra Tim Ban Ghi Call QL Bon Duyét Tra
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Dichwukhach hang [RAHAEERCRC themg  Quyéttosntichinh  Thidtlap

an|
Gici thiéu = Pt e = e 2 “
= QL Van Hanh Buu Cyc = Kiem Tra Trong Lwrong = QL KPI Buu Cuc *= Quan Ly Giao Hang Hang Loat
QL Giao Nhan Khai bédo xét duyét trong luong Luirong don tinh g6i phi sale kién Hen giao hang l6
Theo D&i GN Buu Ta Tra tim xét duyét trong lrong Xt Iy trung chuyén van don
Quén Iy kién bat thuong Nhiém vu xét duyét trong irong Theo dbi trang thai container
Quén ly don hang sales Quan ly théng tin container

QL Kién Hang
QLCOD Buu Ta

Theo doi Callog DM

Tin ke BEST

Ihtna g Giam sat so sanh

Thir tir Tiew

[
NH QL SLA buru cuc

Duyét hiy lay hang shop 1é

Bién nhan Ban giao Lay/Giao Hang

1< Bang theo doi chi s6 van hanh

B8 E

BAO CAO TRIEN KHAI GIAG HANG CHO DM

Bang theo dai tdng don cén lay hang

E;éna. gidva van Quén Iy bat throng [TYERGEUREY

= QL Kien Van bé = QL Chén Kién = QL Xir Phat = QL Trong Tai
QL Téng Hop Kién VD Nhat Ky Kien Chan Trach nhigm trong tai ( hang san) Phiéu Khai B4o TT
: - Phiéu danh gia chét lrong buu cuc Nhiém vu sai quy cach cla t6i (Safety Audit)
2 P,
-
TONG KET e
Quan ly bao céo chi sd kiém sot chéat luwong Trach nhiém trong tai ( hang shop Ié va khac)

/C;"TNH sA’ CH KHI’CH I'E Danh Séch Khai Béo TT !

BEST Inc. congw z M| Quyét toan t3i chinh

Gidi thigu = QLDL Tai Chinh = CAu Hinh Chinh Sach

| QL Phiéu D6i Soat Quaén Iy chinh sach
TONG TIEN THUGNG § 4

Eas raas i &
TIEN THUGNG $ Al i

Tra fim tién do nop tién

(7<) 138,186,000 (¥s) 229,085,000

44,365,498

Quan Iy chi phi doanh thu trang web

. Quan Iy rit vi breu cuc

TONG TIEN THUGNG 9 TONG TIEN THUGNG Q
QL Chi PhiBuu Cuc

| 170,306,998 273,450,493‘
Quan Iy nap tién b cuc

Quén ly héa don

Gidithigu = Settlement Settings i= Thiét Lap Dir Lieu CoBan = QL Quyén Han = Quan Ly Thong Bao TinNhan |

B EST Cai bat Bang Gia Kiém ké khu wirc Quan ly vai tro Bang thong tin
Y oirsss g

QL Tai khodn Ritvi Kiém ké xe

- ”
pH Ud NG AN KH Ic QL Bang Gia QL TK Nhan Vién

Chi dinh bang Gi4 BC Cap 2 Théng Tin Ngan Hang

BUU CUC CAI THIEN CHAT LUQGN(

(Nguéﬁ.‘ Thu thdp - Ta Thi My Hanh)
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+ Pay la trang web duogc sir dung mdi ngay dé van hanh mot buu cuc, bao gdm
cac thanh Cong cu hang ngdy, Dich vy khach hang, Panh gia va van hanh, Quan 1y bat
thuong, Quyét toan tai chinh va phan thiét 1ap.

+ M&i thanh déu c6 nhitng chirc ning lién quan dén nhau.

App V9

Hinh 2.5. App V9

> HE thong quan Iy BEST EXPRESSXin chao: Ta Thi My Hanh tif:FS KHANG LINH - [In Bon Hang] 1.679.476.818

9
Thigtlgp liméy in | Tra cin

: GECTATE Thuyét minh
|| m& don/ ma van don/Ma s6 kién 8485852908467E gfu::g - 1,in biing dan, queél -
| n 2. 1In theo 6, quét m h S i St i i e o/ A e e A A i i

T e G oo
(58 8 T [ [ o o o [ e w7 e o 0 e e e e
i [C]

Copyright©2012-2018 BEST Inc. All rights reserved. (56 phién bin: 1.684.737.937)

gao hiang Rl

R S— Y [T
in nhar x|

BG4« 0 G @ Copyright©2012-2018 BEST Inc. All rights reserved. [ (s6 phién ban: 1.684.737.937)

(Nguon: Thu thdp - Ta Thi My Hanh)
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App V9 c6 2 chire ning duoc sir dung mdi ngay d6 1a In don hang va Ding méy
quét & Quét 1ay hang, Quét xuat kho, Quét nhap kho, Quét giao hang.
Trung tam CRM

Hinh 2.6. Trung tam CRM

Trung tam ti

xudng

© Trang Thai
XIN CHAO! ~(~ %)~

Tangchi b e Xely vin dé a: Tm;i;i: # cengauprdbien  reozorooy ]
Nhip don . Lich sitvan don0  Théng tin van don  Lich sirtra cu0  Kién hang vin dé0  Lich si phét van don
= Q — Théng tin vin don
8 Thai diém quét e e
ma

= (® Nguai nhan Nguai gui Buu cuc
&: © N Al ¢ 2025-01-0510:5035  [Viing Taul FS KHANG LINF

Thi My HanhDang giao hang

*@:  sédien thoai 2025-01-0509:2926  [Viing Tau] kién hang dén FS KHANG LINH

- 2025-01-0507:45:20  [Long Bién] VTU SDCD3 dusc g, dang disec gii FS KHANG LINH

2025-01-0506:39:16  [Long Bién] kien hang dén VU SDC

+B8: @ Hétrg Khiéu nai Béi thusng Cap nhat hé théng
2025-01-0502:18:26  [Ca Chi] HCM HUBBA duoc gui, dang dwoc gii VTU SDCSS xe [a: [S05001200]
#: | Kiém tra Thei gian liy/ giao/ tra hang dukién  Yéu ciu liy hang gip
2025-01-05 00:44:01 [Ca Chi] kién hang dén HCM HUB
Yéuciugiaohang gip  Yeu ciu tra hang gip

2025-01-0500:12:34  [Ca Chi] Bon hang da duoc déng goi tai HCM HUE, va trang dich/ trung tam phan phéi tai VTU SDC
Stta théng tin ngusi gui/ngusi nhan
2025-01-0500:12:29  [Ca Chi] kién hang dén HCM HUB

Cung cip thng tin lién hé csa DC/FC Théng tin cudc phi

2025-01-0423:44:33  [Ci Chi] kién hang dén HCM HUB
Pham vi thong tin viing phi Kiém tra trong luong

2025-01-032256:52  [Lién Chiéu] DN HUBD3 duc g, dang duoc gsi HCM HUESS xe a: [S050006251
T vin sit dung dich vu chuyén phat Tu vin Nhuong quyén buu cuc

2025-01-032243:39  [Lién Chiéu] Ban hang da duoc dong goi tai DN HUE, v trang dichy trung tam phan phéi tai HCM HUB
2025-01-032022:01  [Lién Chiéu] kién hang dén DN HUE
2025-01-0319:01:19  [Lién Chiéu] FS HOA KHANHDA duoc g, dang dugc gii DN HUE

Nop & khong Xéa nop dung

BEST Inc Trang chi hi nhan vén dé y ek ér: -

Chua xirI§ trong nhém (0)  Téi chuaxirly (0) Dangxely (8) Téidaxily (4) Hésochuyéndon (7) phanhéitrong TH (0)  Tinh hinhxli (0)  Nhacnhe (0) 148 imma u trong Vi gidy

2025-01-0319:00:26  [Lién Chiéu] FS HOA KHANHDA liv hana

nhan

vin dé trong nhém

(et B .0 ] Frontine ] Key Accoun: JRIREORY o -

v Nouinkhiéu M3 vin don/M3 don  Nguinkhich (P Tha gian xis If cut s
hanh i hang hang cing
. hop th -01-05 M3 tra/Tho i
15250105141918684 S5 dién thoai 84858519053972 =hop e Teog | 2020 HOM/TNONG. | o g iy ke 2025-01-05 09:56:49
hoang mai 10:0402 tin cusc phi
20250104 ChE00N
15250104141879312 WeChat TTCB1011137691 VN TTCB 2187ge 2901 theo doixi Pon da qué han . 2025-01-04 13:43:22
; Bs!
Khiéu
Xelj  15250104141894369 Sédienthosi  84858515485478 et e 153502 caol Qe DK e e 2025-01-05 08:03:56
10:00:00  giao hang
cham
Xely  15250104141902370 4 dién thoai 84858517229449 NGOCHUYEN 1277gis 20200105 Hetw/Rucdu ) sy 2025-01-05 07:43:23
10:0000  giao hang gip
15250105141917499 Sédiénthosi  84858504525683 Khohade R 1 i 20250105 | HStopYeucdy: | iy oM giacr - 2025-01-05 08:54:07
Hién Vi 100000 giao hang gip
H8 tro/Kiém
Xolj  15250105141917992 4 dién thoai 84858514151017 FCHOADIC- 1o AESURED RUEE 2025-01-05 08:54:51
Hong Tu 100000 Hiy/ giao/ tra
hang di kién
Shao Kist GD. 2025-01-05  HB tralNéu ciu :

(Nguéﬁ.‘ Thu thdp - Ta Thi My Hanh)
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Trung tim CRM bao gom 2 chirc nang chinh d6 1a

+ DC ghi nhéan van dé: Gui nhirng van dé ma buu cuc dang can duogc hd trg,
khiéu nai, boi thuong va cap nhat hé théng

+ Xt Iy van dé da tiép nhan: Tiép nhan nhitng thong tin tir cac buu cuc khac vé
hd trg, khiéu nai, boi thuong va cap nhat hé théng.

App Best Express VN

Hinh 2.7. App Best Express VN

[—-' Tra clu Ma ddn hang / Ma van ddn

BEST zzmw

//— 36 TRUNG TAM rpHin Loal HANG HOA

TREN TOAN QUOC

| —

/ @ zomé" L Q 2,2 triéu don / ngay
R — r— /

/ 100,000 m? @ /

Quan ly don hang Tao don dich vu truc tuyén

Ky nhan 31 72

S8 dit hang:VP202501031720100629

Uyén Ao dai ning
Viing Tau Hai Chau

cu Chi [HCM HUB] ,Budc glii dén [DN HUB]

a o B Q

Trang Chinh Tao ddn Tra clu dich vu Cla toi

(Nguéﬁ.‘ Thu thdp - Ta Thi My Hanh)
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App nay dung dé tao don hang khach giri, quan 1y cac don hang khach gui, theo
doi hanh trinh ctia nhitng don hang do.
2.1.5. Pdi tac cia BEST Express Viét Nam

Nho nd luc khong ngimg nham nang cao chat luong dich va chat luong chim
soc khach hang, dén nay Best Express di trg thanh 13 ddi tac cung cap dich vy chuyén
phat nhanh cua cac san thuong mai dién tir va cac kénh mua sam tryc tuyén uy tin
hang dau trén thi truong ciing hang chuc nghin ddi tic ban 1¢ trén cac kénh online khap

ca nuoc.
Hinh 2.8. Déi téc ciia BEST

SAN THUGNG MAI BIEN TU TV SHOPPING “
. . . fharavan  KiotViet
5 TiKi
Sendo : nobita  @Epancake

Lazada Shopee

sCJe°
Sapo
VGS SHOP
. 2 TRUST &) TPOS

30,000+

Online sellers

(Ngué‘n: best-inc.vn)

2.1.4. Thanh tuu cia BEST Express Viét Nam
Hinh 2.9. Thanh tuu cua BEST Express

07.2024 Ddi tac truyén cam hing
clia Shopee 2021

Top 100 Thirong hiéu manh
10.2021 Viét e

Top 10 Doanh nghiép FDI

| 04,2022 : ‘
! fiéu biéu tai giai Rong Vang

07.2022  Biitac truyén cam himg

clia Shopee 2022
12,2022 ¢ Top 10 5n phém Tin
dung v San pham % i
Dich vy TMDT 48117 GOLDGN DRAGON AWARDS
: ‘ e 0P 10 iEs N GREEN GRO
{ o= B o o 019 <USTAINABLE DEVELOPMENT IN VIE|
\& cemricate (G mom nn;uEnEMmWM
. - V€ AN BEST zza
MOST INSPRATIONAL MOTIVATOR 3 Havg iuf'ﬂ"‘lﬁ"'t:”"": 4
= | r BEST PRESS VIETNAM
4 ohog j ;
TOPI00 47

(Nguon: best-inc.vn)
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2.2. Thue trang giao hang tai BEST Express

2.2.1. Ty 1¢ chi s6 KPI muc tiéu ciia buu cuc

Bang 2.1. Ty I¢ chi s6 KPI muc tiéu cua buu cuc tw 4/11/2024-15/12/2024

TUAN KIEN/HUY kY R TONG | TYLE
NHAN

4/11-10/11 805 4416 5221 | 84.58%
11/11-17/11 1346 5474 6820 [ 80.26%
18/11-24/11 973 5019 5992 | 83.76%
25/11-1/12 819 5019 5838 | 85.97%
2/12-8/12 1453 5797 7250 [ 79.96%
9/12-15/12 2478 4631 7109 | 65.14%

(Nguéﬁ.‘ Ta Thi My Hanh)

Biéu do 2.1. Ty l¢ chi s6 KPI muc tiéu cua Buu cuc tir 4/11/2024-15/12/2024
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Nhan xét:

Ty Ié chi sé KPI muc tiéu tuin

4/11-10/11

11/11-17/11
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25/11-1/12

B KIEN/HOY B KY NHAN B TONG B TV LE

(Nguéﬁ.‘ Ta Thi My Hanh)

* Ve ty 1€ cua buu cuc

Theo ty 18 chi s KPI cia BEST Express dua ra thi
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- Ty 18 ky nhan tuan / Tong don can phat trong tudn ¢ ty 18 >=80% thi buu cuc
s€ dugc thuong, néu ty 1€ cua buu cuc <80% thi buu cuc s€ bi phat

- Béi voi ngay cha nhat thi Ty 18 ky nhan / Tong don can phét trong ngay co ty
1€ >=69% thi buu cuc s€ dugc thudng, con néu ty 1€ <69% thi buu cuc s€ bi phat.

Qua 6 bang ty 18 trén ta c6 thé thay

- Bbn tuan dau tir 4/11-1/12 thi buu cuc van dat chi s6 KPI, ty 1€ buu cuc dat
trén 80%

- Hai tuan tir 2/12-15/12 thi buu cuc khong dat chi s6 KPI, ty 1& buu cuc dudi
80%

* V& ty 1¢ ctia nhan vién

- Ty 1¢ ky nhan tuan / Tong don can phét trong tudn cé ty 16 >=80% thi DM s&
duoc thuong.

C6 nhiéu nhén vién c6 ty 18 rat cao nhung ciing c6 mdt vai nhan vién ty 1é thap,
sd don hang kién van dé va don hang hity nhiéu, sé don hang ky nhan it so v6i tong
don can phat nén ty 1& ctia nhan vién d6 khong dat 13 dudi 80%, diéu nay lam anh
huong dén ty 1¢ ctia buu cuc giam ty 18 buu cuc xudng.

Nguyén nhan:

Tuyén dwong, khu viee

- Pi voi nhimng tuyén dudng kho, sé nha 1on xon, khong ding theo thur tu thi
doi hoi DM phai nhé dudng, ndm rd vé tuyén duong dé dé co thé giao duge dung nha,
ding v4i nguoi nhan.

- C6 nhitng nha cta khach khong c6 s6 nha, s6 nha trung nhau, khong co dic
diém nhan dang nha nén nhiéu lic DM khong tim dugc nha cua khach, ddn dén giao
hang khong thanh cong.

- Pbi véi nhirng don hang & khu vyc hanh chinh nhu truong hoc, cong ty, toan
an, bénh vién... thi DM chi giao dugc tur thu 2 dén tht 6, con tha 7 va cha nhat thi
khong giao dugc phai tri hodn thoi gian giao hang vao tha 2 tudn ké tiép, néu khach
yéu ciu giao dén dia chi vin nim trung khu vuc tuyén duong, khu vuc buu cyc giao
thi don hang van s& dugc giao cho khach.

Thoi tiét
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- C6 nhitng ngay troi mua, néu mua nhé thi DM van cé thé di giao dugc cho
khach, con néu mua to thi tién d6 giao hang s& bi tri hodn vi néu DM tiép tuc di giao
vao ltic troi mua thi thir nhat vé d6 an toan vé con nguoi ciing nhu hang hoa sé khong
duoc dam bao, hang c6 thé bi w6t 1am hu hong hang hoéa bén trong, md bill khong biét
duoc don nao 1a cta khach nao, s& 1am 1an 16n cac don hang v&i nhau.

+ C6 nhitng ngay lién tiép troi mua, tién do giao hang cta nhan vién bj tri hoan,
DM s& phai goi khach dé hen lai thoi gian giao hang, diéu ndy lam giam ty 18 cta buu
cuc xuéng, khong dat duoc chi s6 KPI muc tiéu cia BEST Express.

Thong tin don hang

- C6 nhitng don hang nguoi giri khong ghi rd dia chi, doi hoi DM phai tén thém
thoi gian dé goi hoi dia chi cua khach, c6 nhitng khach hang khong nhé 1a minh da dat
don hang nén khi DM goi dén thi khach hiéu 1am 1a lira dao, khong cung cip dia chi
nha cho DM, nén DM khong thé giao don hang d6, tir 46 don hang bi huy.

- Ciing c6 nhiing don hang khong ghi thong tin hang hoa, khi DM dua t61 ding
dia chi khach nhan, khach hoi thong tin hang hoa 1a gi thi DM ciing khong biét bén
trong hang hoa la gi, nén khach khong dam nhan, tir 46 cling lam don hang bi huy.

- Va cling ¢6 mot ) truong hop, nguodi tao don 1€n sai s6 dién thoai, c6 thé bi
thiéu s6, sai s6 ngudi nhan nén khi nhan vién goi dén dé giao hang thi khong lién lac
duoc voi khach, nhitng s6 dién thoai sai thi khach bao khong dat hang, nham sb.

Khach hang

- Khi nhéan vién giao hang dén dia chi khach dé giao nhung khach di vang,
khong c6 nha, hoic goi khach khong nghe may, ma khach thi mubn kiém tra hang nén
tién do giao hang bi tri hodn, DM phai giao di giao lai nhiéu lan.

- C6 nhitng khach 4n mua nham nén khi DM dén giao hang thi khach bao
khong dit.

- P6i voi nhitng don hang binh thuong duoc kiém tra hang, sau khi kiém tra
xong thi khach khong ung, san pham khong dung nén khach khoéng nhan, va dbi véi
don hang TIKTOK khong dugc dong kiém nén khi khach yéu cau kiém tra hang thi
nhan vién khong cho kiém nén khach ciing huy don.

- Khi DM giao hang dén nha khach thi c6 nhitng khach bao khong c6 tién, di du

lich hoac di Véng nén hen giao lai nhiéu 1an, thoi gian Iuu kho cta buu cuc chi trong
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vong 5 ngay nén c6 nhitng don hang bi qua han nén s€ buu cuc s€ goi khach va huy

don hang do.

Tinh trang hang hoéa va giao hang dung han

- Vi mot 1i do khach quan hodc chu quan niao d6 thi khi don hang vé dén kho
buu cuc phat c6 dau hiéu hu hong, thit thoat hang hoa. Néu hang hoa hu hong hoan
toan thi bén phia buu cuc s& goi cho khach thong bao vé tinh trang don hang va khach
ddng ¥ huy thi s& hay don hang d6. Con néu hang hoa khong hu hong hang toan, doi
v6i khach dé tinh thi ho vAn nhan mot phan hang con lai ma khéng bi hu hong.

- Vio thoi diém khach dat hang thi khach dang ¢ nhu cau sir dung hang hoa d6
nhung vi mot i do ndo d6 ma don hang dén tré hon so vé6i thoi gian dy kién nén khi
DM giao dén thi khach khong c¢6 nhu cau sir dung nita nén huy don.

Nhdn vién giao hang

- Mot s6 DM c¢6 thai ¢ khong tot, khach kho tinh thém vao d6 1a thai d6 caa
nhan vién khong t6t nén c6 nhitng nhan vién tu ¥ huy don khach.

- Hodc DM khong tim dugc nha cua khach, goi khach ciing khong nghe may
nén DM ty y huy don.

- Mot s6 DM khong sip xép tuyén duong va thoi gian giao hang cho khach hop
1i nén lam tri hoan thoi gian giao hang cting nhu nhén hang cua khach.

- C6 nhimng ngay DM ban dot suat, nghi khong thong bao trude, cong véi luong
hang héa nhiéu nén ngdy dé tuyén dudng ctia nhan vién d6 khong c6 ngudi giao, buu
cuc phai hen khach nhan hang vao ngay khéc, hodc buu cuc s& phan chia dong déu cho
cac DM khac nhung ho khong ranh tuyén dudng d6 nén 1a tri hodn thoi gian giao
hang.

Vé phia ngwoi giri, shop

- Trong lc tao don hang thi shop hodc ngudi giri ghi sai sd dién hoic sai dja
chi cua khéach nén khi nhan vién giao hang goi dén thi khong lién lac dugc hoac khach
bao nham sd. Hoidc khi DM goi khach dé giao hang thi khach bao khong dung voi dia
chi d6. Néu lién hé cho shop, ngudi giri sira sé dién thoai, dia chi diing ctia ngudi nhan
ma ho stra ding thi don hang van tiép tuc duoc giao cho khach. Con d6i voi nhiing

don hang shop, khong stra s6 dién thoai ciia khach thi DM 1én thao tac giao hang 3
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ngay sau 3 ngay thi don dé s& bi hay. Ddi véi nhitng don sai dja chi nhung vin nim
trong khu vuc giao cta buu cuc thi don hang vén tiép tuc duoc giao voi DM khac, con
néu khong thudc tuyén, khu vuc giao cua buu cuc thi bat budc buu cuc phai goi khach
huy don.

- C6 nhiing don hang khach chi nhan mot phan hang, nhung khi yéu cau shop
ha tién xudng thi shop khong ha, nén DM phai dén nha khach dé 1iy hang vé huy don,

hoan lai cho shop.

2.2.2. Thoi gian giao hang trong ngay

Bdng 2.2. Khung gio ky nhdn thanh céng don hang cia 2 tudn tir 4/11-18/11

Tuin Thoi gian 800- | @00- | 1000- | 11:00- | 1200- | 1300- | 1400- | 1500- | 16:00- | 17:00- | 1800- | 19:00-
9:00 10:00 | 11:00 | 1200 | 1300 | 1400 | 1500 | 1600 | 17:00 | 1800 | 1900 | 2000

4/11-10/11 4416 | 88| 523 | 890 [ 762 [ 239 | 143 | 397 | 371 | 514 | 165 | 160 | 164
11/11-17/11 5474 88 [ 700 | 968 | 808 | 324 [ 235 | 535 | 493 | 661 | 265 | 208 | 185

(Ngu«fn: Ta Thi My Hanh)
Biéu do 2.2. Khung gio ky nhdn thanh céng don hang cia 2 tuan tir 4/11-18/11

Khung gio ky nhan
1200

1000

600
400

200 II
: |I | il n
QQ‘ -::.Q'

q@@@@ . L P
%.“q@@@@@@@@@@@

G

W4f11-10/11 M 11/1117/11

(Nguon: Ta Thi My Hanh)
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Nhan xét

- Tuy thudc vao tuyén dudng cia mdi DM ma thoi gian giao hang thanh cong
cho khach ciing s€ khac nhau.

- C6 nhitng khung gid DM giao duogc rat it don, tham chi 1a khong giao duoc
don nao cho khach.

- Mot DM biét sap xép thoi gian, ciing nhu tuyén duong giao hang rat quan
trong, diéu d6 giup tang ty 18 ky nhan cua khong chi nhan vién dé ma con 1a cua buu
cuc.

Nguyén nhan

- C6 nhitng khu vuc hanh chinh nhu truong hoc, cong ty,... thi DM phai sap xép
thoi gian giao hang vao gio hanh chinh thi mai ¢6 thé giao thanh cong dugc cho khach
hang.

- Vio thoi diém tir 8h-9h thi lic ny xe hang tir kho tong vira méi vé, DM phan
chia hang hoéa, tuyén dudng dé chay nén khoang thoi giao nay ty 1& ky nhan thép, trur
khi nhan vién nao c6 lugng hang ton 16n tir ngdy trudc thi nén méi c6 hang chay vao
thoi diém nay.

- C6 nhitng thoi diém DM goi dién dén giao hang ma nguoi nhan khong c6 &
nha nén don hang khong giao thanh cong.

- Péi voi nhitng ngudi lam viée ¢ nha thi ho lun ¢ thé nhan hang & bat ky thoi
diém nao.

- C6 nhitng khu vuc cong nhan, hoc sinh & thi khach chi hang dugc vao thoi
diém trua 11h-13h hodc sau 17h-18h.

- C6 nhimng don hang giao cho khach rdi nhung khach van chua chuyén tién,
thanh toan tién cho DM, dén tdi thi khach méi chuyén tién, khi 6 DM méi cap nhat
trang thai giao hang thanh cong.

- Hodc c6 nhitng thoi diém DM nghi trua nén thoi diém d6 khong giao dugc

don hang nao.

2.2.3. Ty 1¢ va s6 don hang bi hoan tri ciia buu cuc
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Bang 2.3. Ty I¢ hoan va s6 don hang bi hang tra ciia buu cuc tir 4/11/2024-15/12/2024

Déi tac TIKTOK Thuong Ty 18 hoan TT | Ty 1¢ hoan Khac

4/11-10/11 45/1242 268/3979 3.62% 6.73%
11/11-17/11 | 59/1213 611/5607 4.86% 10.89%
18/11-24/11 | 37/746 538/5246 5.09% 10.25%
25/11-1/12 | 21/718 360/5120 2.92% 7.03%
2/12-8/12 48/1508 427/5742 3.18% 7.43%
9/12-15/12 | 68/1982 399/5127 3.43% 7.78%

Thuong (Shopee, Lazada, Lazanbao, Tiki, BD Sale...)

(Nguén: Ta Thi My Hanh)

Biéu do 2.3. S6 don hang bi hoan tra cua buu cuc tir 4/11/2024-15/12/2024
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Nhén xét

Theo ty 1 chi s6 KPI vé hang hoan tra cuia BEST Express dua ra thi

- Tl 4/11/2024-24/11/2024 ty 1¢ chi s6 KPI muc tiéu ddi v&i

+ Hang TIKTOK c6 Tong don hang bi hoan tra/ Téng don hang can phat néu ty
1€ hoan <=5.05% thi buu cuc sé dugc thuong va néu ty 1é hoan >5.05% thi buu cuc s&

bi phat.
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+ Hang thudng (Shopee, Lazada, Lazanbao, Tiki, BD Sale...) néu ty 1¢ hoan
<=10.14% thi buu cuc s& dugc thuong va néu ty 1€ hoan >10.14% thi buu cuc s€ bi
phat.

- Tlr 25/11/2024-15/12/2024 ty 1& chi s6 KPI myc tiéu dbi voi

+ Hang TIKTOK c6 Téng don hang bi hoan tra/ Téng don hang can phat néu ty
1€ hoan <=3.61% thi buu cuc s€ duoc thuong va néu ty 1¢ hoan >3.61% thi buu cuc sé
bi phat.

+ Hang thudng (Shopee, Lazada, Lazanbao, Tiki, BD Sale...) néu ty 1¢ hoan
<=7.24% thi buu cuc s€ dugc thudng va néu ty 1€ hoan >7.24% thi buu cuc s€ bi phat.

Qua bang va biéu do trén ta c6 thé thay

- P6i voi tuan dau tién 4/11-10/11, ty 1¢ hoan cta hang TIKTOK va hang
thuong déu dat chi s6 KPI muc tiéu, buu cuc s& duoc thuong

- Tuan tir 11/11-17/11 thi ty 1¢ hoan cua hang TIKTOK dat chi s6 KPI muc tiéu,
buu cuc s€ dugc thudng, con hang thuong ty 1¢ hoan khong dat chi s6 KPI nén buu cuc
s bi phat.

- Tudn tir 18/11-24/11, ty 1& hoan cua ca hang TIKTOK va hang thuong déu
khong dat, buu cuc s€ bi phat.

- Tun tir 25/11-1/12, ty 1é hoan cta ca hang TIKTOK va hang thuong déu dat,
nén buu cuc s€ dugc thudng.

- Hai tuan tir 2/12-15/12 ¢6 ty 1é hang cua hang TIKTOK dat chi s6 KPI muc
tiéu nén buu cuc duge thuong va ddi véi hang thudng thi ty 16 hoan khong dat KPI nén
buu cuc bi phat.

Nguyén nhan

- C6 nhitng ngay hé thong van hanh ciia BEST bi 15i dén nira ngay nén buu cuc
khong thé thao tac hay 1am bét ky diéu gi, tir 46 dan dén luong hang ton ting, don lai
vao ngay hom sau, 1am anh hudéng khong it dén khach hang 1an buu cuc.

- V& phia cac shop, khi khach méi dit hang nhung khong c¢6 nhu cdu mua nira,
mudn hiy don nhung shop khong cho hity don, va van gui don cho khach nén khi DM
dem hang dén giao thi khach bao khong dit.
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- Péi voi hang TIKTOK, va hang thuong 13 hang quéc té thi khong bao gio
dugc dong kiém hang nén c6 nhiéu khach yéu cau kiém hang, DM khong cho nén
khéach huy don, khong nhén nira.

- Péi v6i hang thudng, hang noi dia va nhitng don hang shop cho dong kiém,
khi khach kiém tra don hang khong dung size, mic khong vira, san phdm khac véi
quang cdo nén khach huay don.

- Vi mét 1y do cha quan hoic khach quan, khi don hang vé dén buu cuc c6 tinh
trang, hu hong bé v& thi chic chic khach s& khong nhan nira, khach s& hiy don.

- V& phia khach hang, c6 nhiing khach hang khi DM goi dé giao hang thi néu
giao 3 ca = 3 ngay ma khong lién lac dugc voi khach thi don hang bi huy.

+ C6 nhirng khach ban khong c6 nha nén yéu cau tu dén buu cuc ldy, hodc hen
giao lai nhiéu 1an nhung dén lic qua han luu kho van khong dén nhan hang hoic hen
giao lai qua ngay luu kho 13 7 ngay thi don hang d6 bat budc phai huy, vi khong hay
buu cuc s€ bi phat.

- Vé DM, c¢6 nhitng don DM goi khach nhiéu cudc ma khach khong nghe may
nén DM huy don hang do.

2.2.4. Hang khach guwi

Bdng 2.4. S6 don hang khdch giri ¢ bwu cuc tir 4/11/2024-15/12/2024

Tuan S6 don tao | Pa van chuyén ba huay ba hoan
4/11-10/11 5 5 0 0
11/11-17/11 | 9 9 0 0
18/11-24/11 | 8 7 1 1
25/11-1/12 10 10 0 0
2/12-8/12 11 11 0 0
9/12-15/12 16 16 0 0
Téng 59 58 1 1

(Nguon: Ta Thi My Hanh)

40



Biéu d6 2.4. Sé don hang khdch giri ¢ buu cuc tir 4/11/2024-15/12/2024

Don hang khach guwi
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Nhan xét

- S6 don hang khach dén gui tai buu cuc khong nhiéu, con qua it

- S6 don hang khah giri tang 1én sau mdi tuan

- Trong tudn 18/11-24/12 c6 modt don hang da bj hay va hoan tra vé
Nguyén nhan

- Phi van chuyén ctia buu cuc cao hon so véi mot s6 don vi van chuyén khac

- Nhiéu khach hang 1am tuéng buu cuc chi phat hang chir khong nhan hang giri
di.

- Khi dién thong tin ngudi nhan néu khong can than s& dan dén sai thong tin vé
dia chi hay s dién thoai tir d6 s& khong giao dwgc hang dén tay nguoi nhan.

- Néu khong thudng xuyén cap nhat va theo ddi trang thai ctia don hang thi néu
don hang c6 van dé gi buu cuc s& khong biét duoc don hang d6 da dén dau va da giao

thanh cong chua.
2.2.5. Pon hang bi méat

Ttr lac buu cuc hoat dong dén thoi diém hién tai thi chua c¢6 don hang nao bi
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Mot don hang dwoc tinh 1a bi mat khi

- Hang d3 tir kho tong chuyén vé buu cuc nhung khong thdy hang vat 1y, buu
cuc khong chimg minh dugc 1a hang chua chuyén dén buu cuc thi buu cuc s& dén toan
b s6 tién cta don hang d6 va bi phat do lam mat hang hoa.

- Pon hang bi trang bill, néu buu cuc khong chimg minh dugc tai thoi diém
nhap kho ctia don hang d6 1a mot don hang khac, thi cling s& duoc tinh 1a mét hang.

- Thoi gian hang chuyén tir kho tong vé& buu cuc néu qua 7 ngdy van chua ky
nhén hodc van chua xuat kho thi don hang do s€ duogc tinh 1a bi mat, va buu cuc phai

boi thuong toan bd gia tri cua don hang vi bi phat.
2.2.6. Nhirng tinh hudng phat sinh trong qua trinh giao hang

Tinh huong I: Pon hang di giao cho khach nhung ngudi nha khach nhan giup
va khong bao lai cho khach, sau d6 khach khiéu nai 1a don hang chua nhan dugc ma da
cap nhat trang thai giao hang thanh cong.

Cach giai quyét:

Goi khach x4c nhan da giao hang va nguoi nhan la ngudi nha cua khach va xin
tin nhan x4c nhan hoac quay lai video cudc goi ding voi s6 dién thoai khach dat hang
1a khach da nhan dugc hang. Néu don hang ky nhan khong c6 hinh anh ciia don hang
da giao cho khéach thi phai xin thém hinh anh don hang, san pham ma khach di nhan
duoc.

Tinh huéng 2: Dia chi ngudi nhan khong dung

Khi DM dén nha khach dé giao hang, goi khach ra nhan hang thi khach bao
khach khong & dia chi dang nhu thong tin don hang.

Cach giai quyét:

Néu don hang nam trong khu vuc tinh thi goi shop d¢ stra dia chi va chuyén vé
dung tuyén, néu don hang nim ngoai tinh thi DM s& 1én thao tac huy don cho khach va
bao khach dat lai don hang khac ding dia chi cia khach.

Tinh huéng 3: Pon hang thuong tir cac shop, nguoi giri khong ghi cht cho kiém
hang, nhung khach lai mudn kiém hang

Cach giai quyét:
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Goi cho shop bao 13 khach muén kiém tra hang, néu shop dong y cho kiém
hang thi xin tin nhin x4c nhan 14 shop dong ¥ cho kiém hang rdi méi cho khach kiém.

Néu shop khong cho kiém hang thi tuyét d6i khong cho khach kiém dé tranh
dén bu hodc hu hong dén hang hoa.

Tinh huéng 4: Pon hang nho, trong qua trinh di giao DM 1& 1am mét

Cach giai quyét:

Goi, hodc dén nha thuong luong vdoi khach va nhan 16i,va yéu cau bdi thuong
hang hoa, néu khach dong y thi sau d6 ky nhan don hang két thuc hanh trinh va boi
thuong cho khach.

Va néu khach khong dong ¥ va khiéu nai thi DM d6 phai chiu hoan toan trach
nhiém, dén b hang hoa va xir phat theo quy dinh cua BEST.

Tinh huéng 5: Khach di 1am khong c6 nha, va goi dién khong nghe may sau d6
goi lai cho DM hen giao lai nhiéu 1an va hen DM giao lai nhitng khung gio> DM khong
thé di giao duogc

Cach giai quyét:

Yéu cau khach tu dén kho ldy hang, néu khach dong ¥ thi dé hang & buu cuc
cho khach dén nhan

Va néu khach van yéu cau giao nhung vao thoi gian DM khong thé giao dugc
thi bat budc phai hity don hang do.

Tinh huéng 6: Troi mua 16n hodac DM nghi dot xuat vi bi tai nan hay ban cong
viéc dot xuat nén khong thé di lam duoc

Cach giai quyét:

Dbi v6i troi muu 16n thi chic chin di DM khong thé di giao duoc vi thi nhat 1a
anh huong dén hang héa, co thé bi udt, hu hong, thir 2 1a anh huong dén stc khoe cia
DM do nén trong truong hop nay DM s€ goi khéach hen giao lai vao ngay khac.

Déi v6i trudng hop DM nghi dot xuit thi day 1a truong hop khong ludng trude
duoc, nén Quan 1y buu cuc va didu phdi phai phan chia nhirng don hang tuyén caia DM
d6 cho cac DM thudc tuyén khac c6 kha ning chay duoc va néu don hang nao khong

thé giao trong ngay hom do thi s& goi khac dé hen giao vao ngay khac.
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CHUONG 3: GIAI PHAP NANG CAO HIEU QUA GIAO HANG CHANG
CUOI TAI BEST EXPRESS

3.1. Thach thwc caa GHCC

Giao hang ching cudi, giai doan cudi cung trong chudi cung tng, dong vai trd
quan trong trong viéc mang san pham dén tay nguoi tiéu dung. Tuy nhién, giai doan
nay cling ddi mat véi nhiéu thach thire, anh huong dén hiéu qua va chat lugng dich vu.

Tang trudéng manh mé cua thuwong mai dién ta:

- S6 luong don hang ting dot bién: Gay 4p luc 16n 1én hé thdng giao hang.

- Yéu cau giao hang nhanh: Khach hang mong mudn nhan hang cang som cang
tot.

- Pa dang hoa san pham: San pham giao hang ngay cang da dang vé kich thudc,
trong luong va tinh chét, doi hoi phuwong thirc van chuyén khac nhau.

D06 thi hoa va giao thong:

- Tac nghén giao thong: Gay khé khan cho viée giao hang ding gio.

- Kho tim dia chi: Nhiéu dia chi giao hang kho tim, dac bi¢t & cac khu vuc do
thi.

- Han ché vé gio giao hang: Cac khu dan cu thudng c6 quy dinh vé gio giao
hang, gay khé khan cho viéc 1én ké hoach giao hang.

Chi phi van hanh cao:

- Chi phi nhién liéu: Gia nhién liéu ting cao, anh huong truc tiép dén chi phi
van hanh.

- Chi phi nhan cong: Chi phi thué€ nhan vién giao hang ngay cang tang.

- Chi phi bdo tri phuong tién: Chi phi bdo dudng va stra chira phuong tién cling
13 mot khoan chi phi dang ké.

Yéu cau cao vé chat luong dich vu:

- Giao hang dting gio: Khach hang mong muén nhan hang dung thoi gian da
cam két.

- Hang héa nguyén ven: Hang hoa phai duoc giao dén tay khach hang trong tinh

trang nguyén ven.
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- Dich vu khach hang t6t: Khach hang can duoc hd tro tot trong qua trinh giao

hang.

Cac yéu tb khac:

- Thiéu hut lao dong: Khé khin trong viée tuyén dung va giir chdn nhéan vién
giao hang.

- Su canh tranh gay git: Thi truong giao hang ngay cang canh tranh, doi héi cac
doanh nghiép phai khong ngimg cai tién dich vu.

- Anh huong cua dich bénh: Cac dich bénh nhu Covid-19 da lam gian doan
chudi cung tng va gay ra nhiéu khé khan cho nganh vén tai.

- Pé giai quyét cac thach thirc trén, cic doanh nghiép van tai can ap dung cic
giai phap nhu:

+ Ung dung cong nghé: Str dung cic phan mém quan 1y vén tai, hé thong dinh
vi GPS, ting dung di dong dé tdi uu hoa tuyén dudng, theo ddi don hang va cai thién
trai nghiém khéach hang.

+ Pau tu vao d6i ngil nhan vién: Pao tao nhan vién chuyén nghiép, c6 ky ning
giao tiép tot va am hiéu cong nghé.

+ Xay dyng mdi quan hé véi d6i tac: Hop tac voi cac don vi van chuyén khac
dé chia sé tai nguyén va mo rong mang ludi.

+ Cai thién quy trinh 1am viéc: T6i wu hoa quy trinh 1am viéc dé giam thiéu sai
sot va tang hiéu qua.

+ Linh hoat thich (mg: Sin sang thay d6i va thich tng véi nhiing thay doi cta
thi trudng va nhu cau cua khach hang.

+ Bat ky doanh nghiép logistics nao ciing déu hiéu tim quan trong ctia viéc
quan Iy GHCC va nhiing thach thirc ma GHCC phai d6i mat. Nhitng thach thic d6 co
thé bao gdm:

e Yéu ciu vé do chinh x4c va tinh minh bach ciia viéc giao hang: Trong thoi dai theo
yéu cau hién dai, mi theo ddi khong lam hai 1ong ngudi tiéu dung nira, ho mudn
c6 kha nang hién thi ddy du, thoi gian thuc vé giao hang va giao hang cubi cung.
Dic biét, ho mudn nhin théy toan bg qua trinh.

e GHCC, nghia 12 ho mudn c6 thé thiy nguoi 1ai xe & dau va chinh xac khi nao ho

dén.
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Chi phi GHCC cao: Thong thuong chi phi GHCC chiém 28% tong chi phi van
chuyén hang héa cho ca chuyén hanh trinh. Chi phi nay bao gém chi phi phuong
tién, bao tri phuong tién, chi phi cho l4i xe va chi phi nhién liéu. C6 thé n6i GHCC
13 phan t6n kém nhét ctia chudi cung tng, chu yéu 1a do:

- Ti 1€ giao hang khong thanh cong cao (do khach hang khong c6 ¢ nha),

- Ti I¢ hang bi fra vé cao

- Ti 1& xe chay rong cao

- Véan @& an ninh trong qua trinh giao hang.
Van dé vé méi trudng: GHCC ciing 12 mot trong nhitng nguyén nhan gay thiét hai
cho méi truong. Viéc 1ap lai qua trinh giao hang, nhan hang tra vé hay viéc lap 10
trinh van chuyén khong hiéu qua s& din ti viéc gia ting khi thai.
Téc d giao hang: Theo Joerss (2016), 23% khach hang s& tra nhiéu hon cho giao
hang trong ngay, chi 2% s& tra nhiéu hon cho giao hang ngay lap tic (trong vong
ntra gid) va 5% s& tra nhiéu hon cho viéc phan phdi theo thoi gian. Do tim 1y cia
ngudi mua hang mudn dugc nhan hang cang nhanh cang tot nén cac nha quan tri
logistics can chu trong vao van dé rat gon thoi gian giao hang.
Co s& ha tang kém: Cac cong ty GHCC phai dbi mat véi nhimng thach thirc nhu
giao thong trong thanh phd & cac khu vuc d6 thi va hanh trinh dai hon & cac ving
sdu ving xa. Co sé ha ting nghéo nan & cac nudc dang phat trién lam ting chi phi
va thoi gian van chuyén.
Nhu ciu cta khach hang ludn thay doi: Khach hang cé thé thay ddi yéu cau dia
diém giao hang tir nha dén van phong hay mot dia diém nao khac, doi hoi cac nha
quan tri logistics phai theo kip nhu cau cta khach hang dé c6 thé giao hang mot
cach nhanh chong va thuan lgi nhat.
Mdi quan hé véi khach hang: Nhiing van dé ctia khach hang c6 thé gy kho khin
cho qua trinh GHCC nhu dia chi giao hang khong chinh xac, dia diém giao hang
kho tiép can, khach hang khong c¢6 & nha, d6i ta hang hoic tham chi khach hang
huy don hang khong nhan nira.
Pic diém ciia hang hoa: Loai hang héa ciing c6 thé 1am ting thém thach thirc cho
GHCC. Vi duy, cac vat pham doc hai, dé v&, d& hong hodc d& chay doi hoi phai lap

ké hoach nhiéu hon.
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3.2. Tiém ning phat trién ciia giao hang ching cudi

Giao hang ching cudi, giai doan cudi cing trong chudi cung mg, dang chimg
kién mot sy ting trudng vuot bac va hira hen nhiéu tiém nang phat trién trong tuong
lai. Sy bung nd cua thuong mai dién tur, cung véi su thay d6i nhanh choéng trong hanh
vi ctia nguoi tiéu dung, da thic ddy nhu cau vé dich vu giao hang nhanh chéng, linh
hoat va tién lgi hon bao gio hét.

Cdc yéu to thiic ddy si phat trién ciia giao hang ching cudi:

- Sy bung nd cua thuong mai dién t: Sy gia ting cla cac don hang truc tuyén
doi hoi mot hé thdng giao hang hiéu qua va linh hoat.

- Yéu cau ctia khach hang: Khach hang ngay cang mong mudén nhan duoc hang
hoa nhanh chong, dung hen va tai dia diém thuan tién.

- Sy phat trién ctia cong nghé: Cac cong nghé méi nhu tri tué nhan tao, Internet
of Things (IoT), va robot dang tao ra nhiing dot pha trong nganh logistics.

Cdc xu hiedng phat trién néi bait:

- Ty dong hoa va robot:

+ Xe giao hang tu 1ai: Cac cong ty cong nghé dang phat trién cac loai xe giao
hang tu 14i, c6 kha ning giao hang ma khong can dén ngudi lai. Picu nay s& gitip giam
chi phi nhan cong va tang hiéu qua giao hang.

+ Robot giao hang: Robot giao hang nho gon, ¢6 thé di chuyén trén via hé hoic
trong céac toa nha, s& dugc str dung dé giao hang cho cac don hang nho 1é.

- Cong ngh¢ IoT va Big Data:

+ Theo doi hanh trinh: Cong nghé IoT giup theo doi chinh x4c vi tri va tinh
trang ctia hang hoa trong qua trinh van chuyén, tir d6 ting cuong tinh minh bach va do
tin cay.

+ Dy béo nhu cau: Big Data dugc sir dung dé phan tich dir li¢u vé hanh vi mua
sam cua khach hang, tir 46 du bao nhu cau va 1én ké hoach giao hang hiéu qua hon.

- Giao hang xanh va bén viing:

+ Xe dién: Viéc sir dung xe dién trong giao hang s& giup giam thiéu luong khi
thai va tiéng 6n, gop phan bao vé moi trudng.

+ DPong gbi sinh thai: Cac doanh nghi¢p s€ tap trung vao viéc str dung vat licu

dong goi than thién voi moi trudng, giam thicu rac thai.
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- Ca nhan hoéa dich vu:

+ Giao hang theo lich: Khach hang c6 thé lua chon thoi gian giao hang phu hop
vo1 lich trinh cia minh.

+ Tuy chinh 16 trinh: Hé thong giao hang c6 thé tu dong diéu chinh 16 trinh dé
dam bao hang hoa duoc giao dén dung dia chi va dung thoi gian.

+ Giao hang khong tiép xuc: Pé dam bao an toan trong bdi canh dich bénh, cac
hinh thtrc giao hang khong tiép xtic s& ngay cang phd bién.

Thach thiec:

- Chi phi dau tu: Viéc trién khai cac cong nghé méi doi hoi chi phi dau tu 16n.

- Quy dinh phép luat: Can c6 nhiing quy dinh phap luat rd rang dé quan 1y hoat
dong giao hang tu dong va robot.

- An ninh: Bdo dam an toan cho hang héa va thong tin khach hang 1a mdt thach

thire 1on.
3.3. Giai phap nang cao hiéu qua giao hang ching cudi
3.3.1. Giai phap d6i véi khach hang

Tién gan dén khach hang hon: Mang ludi logistics truyén thong cé xu hudng
tap trung cac trung tim phan phdi cua ho & mét vai noi. Bing cach tap trung vao cac
khu vuc ¢c6 mat do dan cu cao giup giam thoi gian giao hang va trd hang, nho dé chi
phi nhién lidu ciing dugc giam thiéu.

Pép tmg mong doi cua khach hang: Giao hang kip thoi va sap xép hop 1y cho
khach hang duoc vu tién hon tit ca nhimg thach thirc khac. Nhitng khach hang khong
hai long thuong dé lai nhitng dénh gia tiéu cuc, c6 anh huong bat loi dén viéc kinh
doanh cua cac doanh nghi¢p thuong mai dién tur.

Gitt mdi lién hé voéi khach hang: Gitr lién lac v&i khach hang mot cach lién tuc
trong sudt qua trinh phan phéi dé dam bao sy hai 10ng cua khach hang. Thong bao tinh

trang giao hang dé dam bao rang khach hang cho sin tai dia diém giao hang.
3.3.2. Giai phap vé quy trinh hoat dong ciia doanh nghiép

Ung dung cong nghé phu hop véi dic diém kinh doanh: Khong phai tat ca cong
nghé déu phu hop véi tit ca cac doanh nghiép. Cac doanh nghiép can kiém soat quy

trinh kinh doanh cta ho va cong nghé phai linh hoat dé dap Gng nhing quy trinh do.
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Khi danh gia cong nghé dé hd tro quan 1y hau can, cac cong ty nén xem xét toc do,
muc do bdo mat, do tin cay, cling nhu cam két dich vu.

Phén tich thong tin trong lich sir: Trong GHCC, dit liéu vé viéc giao hang trong
qua khtr, tuyén duong, vi tri ctia khach hang,... gitp phat hién co hoi cai thién cho céac
doanh nghiép logistics.

Cac loai thong tin chi tiét nay chi cé thé duoc téng hop néu dit liéu duoc luu trix
va phén tich. B¢ giao hang dim cubi cung, n6 c6 thé tao nén mot thé gidi khac biét.

Téi uu hoa van chuyén: Chi phi van chuyén trong GHCC sé& giam xudng thong
qua viéc gom hang hodc 1ap 16 trinh van chuyén phu hop.

Téi wu hoa phan b trong tai: Phan bo trong tai 1a cach sip xép hang hoa 1én cac
xe khac nhau lam sao dé tan dung tai trong xe mdt cach tdt nhat. Mot trong nhiing
cach giam chi phi hiéu qua 1a chat hang day xe. Cach thirc ndy mang lai kha ning giam
s6 1an giao hang, ciing nhu giam rii ro c6 thé tao ra boi cac khoang trong rong thing
xe. Nho t6i wu héa phan bé trong tai, doanh nghiép c6 thé giam sé luong xe va nhan
cong, do do6 gitip gidm chi phi va nang cao hi€u qua giao hang.

Xay dung cac phuong an dy phong: Mot sé yéu té khong mong mudn co thé
1am cham tién d6 cua qua trinh phan phdi nhu thoi tiét xdu, phuong tién van chuyén
hu hong, hodc tic duong, ... doi hoi nha quan tri logistics thiét 1ap nhitng phuong an
du phong c6 kha nang hién thi thoi gian thuc cua trudng hop ngoai 18 ngay lap tirc khi
chung xdy ra. Véi mitc d6 hién thi cao trong hoat dong phan phdi, diéu phdi vién co
thé chu dong ung phd véi su gidn doan hodc cham tré dé diéu chinh ngay lap tuc lich
trinh cua ngudi 1ai xe cho phil hop. Nhén vién dich vu khach hang c6 thé giai quyét
cac van dé cta khach hang hiéu qua hon va trong mét s truong hop, khach hang co
thé nhan dugc thong bao vé su cham tré va cap nhat thoi gian dén du kién.

Xay dung phuong phap do luong hiéu qua ctia hoat dong: Dya vao nhitng chi
tiéu danh gia hiéu qua cia GHCC duoc dé cap ¢ phan trén, nha quan tri logistics ¢6
thé xac dinh duoc tde do giao
hang c6 ding thoi han hay khong, cac phuong tién cé di ding vai lich trinh trong ké
hoach hay khong, ... Ttr d6, cac doanh nghiép c6 thé diéu chinh hoat dong dé tiang hiéu
suét su dung phuong ti€n, cai thién kha nang sinh 161 va ddm bdo miurc d¢ dich vu

khéch hang phu hop.

49



3.3.3. Giai phap dé dat dwoc chi s6 KPI muc tiéu tai Best Express

Nhan vién giao hang

Tuyén dwong, khu viee chay

- DM phai biét sap xép tuyén dudng, khu vuc chay sao cho hop 1y, giam thiéu
thoi gian di chuyén dé c6 thé giao dugc tat ca nhitng don hang thudc tuyén ciia DM.

- P6i v6i cac don hang co dia chi, tuyén dudng DM khong biét, hang it vé khu
vuc d6 thi DM can goi khach trude khi di giao dé c6 thé giao hang dang hen, dung dia
chi, ding ngudi nhan.

- Pbi véi nhiing tuyén duong thudc khu vuc hanh chinh thi DM phai sap xép
thoi gian sao cho hop 1y dé c6 thé giao hang duoc cho khach vao gio hanh chinh.

- Pdi vé6i tuyén duong c6 cong nhan, hoc sinh thi DM s& phai giao vao lic trua
hoic chiéu tdi thi khdch méi c6 thé nhan dugc hang.

Tinh chuyén nghiép, thai do

- DM phai lun ¢6 thai d6 vui vé, nhiét tinh, trung that doi vdi khach hang

- Khi giao hang, DM can kiém tra tinh trang hang héa, thong tin hang héa ¢
dung v6i ngudi nhan khong, tranh truong hop nham 14n, giao nham cho khéch.

- DM nén néang cao trinh do hiéu biét vé san pham, cach sir dung ciia san pham
giao cho khach néu khach hang khong biét cach dung vi c6 nhiéu truong hop khach
dat hang nhung khong biét cach dung ciia san pham d6 nén huy don.

- Khi DM nghi thi cin bao trudc vai ngay, tranh truong hop nghi ngang khong
bao trudc.

- Trudc khi di giao hang DM can kiém tra cac thiét bi, phuwong tién giao hang
dé tranh gap su c¢d trong qua trinh giao hang.

Tinh than dodn két

- P6i v6i nhitng ngay buu cuc thiéu DM thi cac DM khac nén c¢6 tinh than doan
két, hd tro 1an nhau dé c6 thé hoan thanh giao hang dugc hét tat ca cac don hang méi
vé trong ngay, tranh trudng hop ton kho qua nhiéu.

Truwéng buu cuc, Quan li buu cuc va Piéu phdi vién

- Thuong xuyén cép nhat, giai quyét cac khiéu nai tir khach hang mét cach
nhanh chong.

- Panh gia hiéu qua va diéu chinh cac quy trinh sao cho phu hop, hiéu qua nhat.
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- Quan li hang hoa hiéu qua, tranh tinh trang mat hang, ton kho qua nhiéu.

- Thudng xuyén cép nhat, quan 1y giao nhin ctia DM va kiém tra s6 don hang
t6n kho, chua c6 trang thai quét giao trong ngay va thong bao dé DM cip nhat trang
thai cua don hang.

- C6 chinh sach thudng, phat hop 1i nham nang cao tinh than 1am viéc hiéu qua

cua DM.
3.3.4. Giai phap giam Ty 1& va s6 don hang bi hoan tra tai Best Express

Nhan vién giao hang

- Ca3p nhat ding trang thai cua don hang, tranh truong hgp huy don do.

+ Pbi voi cac don hang goi khach khong nghe may thi DM phai giao du 3 ca,
tranh truong hop call log huy éo.

- Kiém tra tinh trang hang hoa k¥ ludng trude khi giao dén cho khach dam bao
hang hoa con nguyén ven khi dén tay khach hang.

- P6i v6i don hang c¢6 nhiéu san pham, shop cho phép ky mot phan thi néu dugc
DM thuyét phuc khach 1ay hét don hang d6 hodc iy nhiing san pham khach ung y, sau
d6 ky mot phan, diéu nay lam gia ting don hang ky nhan, giam ty 1& hoan tra caa don
hang.

- Pi voi cac don hang khach khong nhan, shop yéu nho thu tién van chuyén,
néu khach tra tién van chuyén thi don hang d6 ciing s& 1a don hang ky 1 phan, ciing
lam ting s6 don hang ky nhan va giam di sé don hang huy, ty 1¢ hoan tra.

- Goi dién thong bao cho khach trudc vé thoi gian giao hang.

- Théng bao dung thong tin san pham, gia tién.

- P6i v6i cac don hang khach khong thé nhan & nha, thi DM c6 thé yéu cau
khéach dén buu cuc dé nhan hang.

Trwéng buu cuc, Quan li bru cuc va Piéu phdi vién

- Thuong xuyén cép nhat, giai quyét cac khiéu nai tir khach hang mot cach
nhanh chong.

- Kiém tra lai tat ca cac don hang ma DM bao khach hity, néu khach yéu cau

giao lai thi dua lai cho DM giao lai don hang do.
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- C6 quy dinh phat, ring de d6i voi truong hop DM huy don 4o, tu ¥ hiy don
hay khéch.

3.3.5. Giai phap tiing s6 don hang khach dén giri hang tai buu cuc tai Best
Express

- Khi tao mot don hang nén kiém tra k¥ cac thong tin don hang, giam thiéu sai
soOt trong qua trinh giao nhan.

- Béng go1 hang héa mot cach can than

- Piéu chinh gia van chuyén hop li

- Giai dap thic méc cta khach hang mot cach nhanh chong

Néu trai nghiém cta khach hang tot trong 1an giri du tién thi duong nhién ho s&
quay lai va tiép tuc giri hang cho nhimg don hang tiép theo.

- P6i v6i nhitng khach thudng xuyén giri hang, tao cho ho tai khoan, tao mot
bang gia hop 1i dé khi ho c6 don hang can giri thi ho sé& ty tao trén app va khong can
phai dén buu cuc dé giri hang, DM s& dén nha khach dé dem don hang d6 vé buu cuc
dé giri.

Ngoai ra thi buu cuc c6 thé di Sale tai cac shop, cac cong ty... dé gia ting sd

luong don hang guri cua buu cuc.
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KET LUAN

Su tang trudng cua thuong mai dién tir va ban 1é da kénh cung véi su gia tang
ky vong cta ngudi tiéu dung d6i voi viée giao hang nhanh chéng, mién phi di lam
tang ap luc ddi véi cac nha quan tri logistics vé GHCC. Ngoai gia ca va thoi gian giao
hang, khach hang con dua ra nhiéu tiéu chi dé Iya chon ma cac nha cung cap dich vu
GHCC cén luu y nhu:

- Mtic d6 chuyén nghiép ctia nhan vién: nhan vién dugc dao tao thuong xuyén
va c6 thé xuat trinh gidy chting nhan khi c6 yéu cau. Su chuyén nghiép nay con duoc
thé hién ¢ tay nghé va kha nang lap dit cac san pham ban cho khach hang.

- Kha nang truy cép va theo doi lién tuc tinh trang giao hang ctia don hang.

- Tinh linh hoat va kha ning cung cap cac dich vu di kém.

- Dich vu cham soc khach hang sau khi giao hang, diéu nay ciing gép phan
hoan thién qu4 trinh logistics thu hdi cta cac doanh nghiép.

Ngay nay, voi sy xuat hién cta cac mo hinh kinh doanh méi, cong nghé mai,
cac ung dung va phan mém cong tac da gop phan lam giam chi phi van chuyén, cung
cap céc tiy chon phan phdi linh hoat hon, ning cao sy hai 10ng cua khach hang va 1am
tang hi€u qua cua dich vu GHCC. Tuy nhién ung dung cong ngh¢ khong phai 1a giai
phap duy nhat cho GHCC, va ciing khong phai doanh nghiép logistics nao ciing c6 kha
nang dau tu vao cong nghé dé cai thién dich vu GHCC cta minh. Khi d¢6 doanh nghiép
c6 thé tan dung moi nguén lgc minh c6 nhu trung tdm chdm soc khéach hang, céc trang
mang xa hoi, ... dé dam bao cho su hai long cua khach hang. Trudc tién, tiéu chuin
hoa quy trinh phan phéi sé dan dén dich vu GHCC chinh xac va kip thoi hon. Viée xur
Iy can than trong qua trinh déng goi, van chuyén dé dam bao an toan cho hang héa
cling can duoc chi trong. Ngoai ra, su linh hoat trong cic phuong thirc thanh toan
cling gitp khach hang thoai mai hon khi dit hang. Doanh nghiép co thé ap dung giai
phap giao hang nhiéu 1an trong ngay trudc khi tra hang vé kho dé 1am giam s6 luong 16
hang bi bo 15 va giam khiéu nai ctia khach hang. Hodc don gian hon, chi can nhic dién
thoai 1én dé xac dinh lai dia diém giao hang thuan lgi nhit cho khach hang tai thoi

diém hién tai nham giam bét chi phi van chuyén cho GHCC.
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Tém lai, qua bai nghién ctru trén chiing ta c6 thé thay dugc cac van dé lién quan
dén giao hang ching cudi, mot khdu quan trong trong chudi cung Gng hién nay.
Nghién ciru da chi ra rang, giao hang ching cudi khong chi 13 mot hoat dong van
chuyén don thuin ma con 14 yéu t6 quyét dinh truc tiép dén trai nghiém khach hang va
thanh cong cua doanh nghiép.

Tir d6 dua ra cac giai phap hop 1y, kip thoi nham nang cao trai nghiém cua
khach hang, cling nhu tao dung thuong hi€u, tao long tin, sy uy tin cua khach hang doi

v6i don vi van chuyén va cac shop gtri hang tai buu cuc.
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