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Tém tit

Chat leong ciia dich vy giao hang chang cuoz quyet dinh mirc d6 hai long cua khdch hang, do dé cé thé
noi giao hang chang cudi la mot trong nhitng yeu t6 ndng cao ndng luc canh tranh cia céc doanh nghiép
logistics. Nhimg doi mdi vé cong nghé da tao diéu kién cho viéc ning cao hiéu qud hoat dong ciia giao hang
chang cuoi, dong thot ciing dem dén nhirng thach thirc khéng nhd cho quan tri logistics. Trong pham vi bai viét
cung cdp mét s6 kién thirc nen tdng vé giao hang chang cudi ciing nhu nhimg xu huong tac dong dén hoat dong
ndy trong tuong lai. Bai viét ciing trinh bay mot sé gidi phdp nham cdi thién chdt luong cia hoat dgng giao
hang chdng cuoi.

Tir khéa: Cong nghé, Giao hang ching cudi, Logistics, Méy bay khong ngudi 1di, Robot

Abstract

The quality of last — mile delivery service determines the level of customer’s satisfaction, so it can be
said that last — mile delivery is one of the factors enhancing competitiveness of logistics enterprises.
Technological innovations have not only facilitated the improvement of the performance of last — mile delivery,
but also brought significant challenges for logistics management. The scope of article provides some
background knowledge about last — mile delivery as well as the future trends which impact on this activity. The
paper also presents some solutions to improve the quality of last — mile delivery.
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1. Gié1i thiéu
Trong nhitng thap nién gin déy, thi trudng thwong mai dién tir tiép tuc ting truong di tac dong
kho6ng nho dén phén phdi trong hoat dong logistics. Nguoi tiéu dung ngay nay chuyén sang xu huéng
mua hang truc tuyen va yéu cau giao hang tai nha cda minh thay vi trre tiép dén céc cira hang ban 18.
Ho khong can biét qua trinh van chuyén don hang nhu thé nao ma chi quan tim dén mic do linh hoat
clia qua trinh giao hang, d0 an toan cua hang hoa, gia dich vu giao hang tai nha (gia ré hay mién phi),
.. Néu khau phan phdi hang héa dén tay nguoi tiéu dimg khong tét s& dem lai nhitng trai nghiém x4u
cho khach hang, tir 46 anh hudng dén kha ning canh tranh cta doanh nghiép. Bén canh d6, cach mang
cong nghiép 4.0 (CMCN 4.0) dang dién ra mdt cach manh mé, nhiing doanh nghi€p phén phéi méi co
co hdi xuit hién va phét trién bén canh ‘nhiing nha cung cap dich vu truyén thong nhu Fedex,

Viettel,... Do d6, cac nha phén ph01 ngay cang chd trong hon trong viéc ning cao chit lirong cta giao
hang ching cubi (GHCC).

Bai viét ndy nhim nd lyc tré 16i cu hoi: Lam thé nao dé céi thién chat luong dich vu cia
GHCC trong logistics? D€ tra 161 céu hoi trén, cau tric cia bai viét nay s€ nhu sau: Dau tién 1a mét s6
kien thire nén tang vé GHCC, trong d6 bao gom khai niém, cac phuong thirc GHCC va céc xu hudéng
cua the gidi tac dong dén GHCC. Ti€p theo, bai viet dua ra mot s6 chi tiéu d€ danh gid hiéu qua cua
GHCC va nhiing thach thitc ma GHCC phai d61 mét trude khi d€ xuat giai phap dé cai thién chét luong
dich vu ctia GHCC. D¢ két thic, tac gid nhan manh lai nhiing yéu cau cta khach hang d6i véi GHCC
nham Iya chon giai phap phu hop véi nang luc hién cé cua doanh nghiép logistics.

2. Giao hang chiing cudi trong logistics
2.1. Khdi niém giao hang ching cudi trong logistics
Thu4t ngit GHCC “Last-mile” ban d4u dwoc sir dung trong linh vuc vién théng, nhung sau nay
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dugc ap dung trong quan trj logistics ctng nhu cac linh vuce lién quan nhu thuong mai dién tir hay
phén phén phdi cua chudi cung wng. Theo Lindner (2011), GHCC trong logistics 1a phan cudi cing
clia qua trinh giao hang. N¢ lién quan dén mot loat cac hoat dong va quy trinh can thiét cho qua trinh
phan phdi tir diém chuyén tai cudi cing dén diém giao hang cubi cing trong chudi phan phéi".

Khi thwong mai dién tir phat trién, dinh nghia v& GHCC trong logistics ngdy cang tré nén
chuyén sau va chinh xac hon. Gevaers & cong su (2009) d2 dua ra khai niém nhu sau: “GHCC trong
Zogzszzcv la phan cudi cing cia qud trinh phdn pho"'i B2C. Né dién ra trong mét khu virc phan phoi
dugc xdac dinh trudc (vi dy: khu d6 thi); bao gom ca dich vu logzstzcs tir diém dau dén diém trung
chuyén cudi cung va dzem dich cua hang héa. N6 bao gom mét loat cdc hoat déng va quy trinh, ¢6 gid
tri quan trong doi voi tdt cd cdc bén cé lién quan trong pham vi phdn phéi”. Hinh 1 mé ta & nét hon
vé GHCC trong chudi cung Ung. Hau hét cac chudi cung ing ¢6 quy trinh nhu sau: nguyén vat liu tho
dén cac nha may san xuit. Sau d6 san pham duoc dua dén cac nha kho hoéc trung tam phan phéi. Tir -
do6 c6 hai cach phan phéi hang hoa chinh Ja: phéan phdi truyén théng véi hé thong siéu thi va cira hang
ban 1¢; va hé thdng giao hang truc t1ep cho khach hang. GHCC dugc xem la phan cudi cta chudi cung
{g cho thi truong tiéu ding truc tiép.

Last-mile

Hinh 1. Vi tri ciia GHCC trong chudi cung ting
(Ngudn: Tac gia vé lai dwa theo Gevaers & cong su, 2009)

2.2. Nhitng phwong thirc GHCC

GHCC thuong duge thyc hién bing cac xe tai nho hay xe may, xe dién dén timg dia chi cta
khach hang, diéu d6 doi hoi phai co su tham gia clia khach hang. Tuy nhién, viéc khach hing khong co
mit & dia diém yéu ciu trong 14n giao hang d4u tién 1a mét trong nhimng nguyén nhan chinh 1am cho
viéc GHCC khong thanh cong. Do d6 cac nha quan tri logistics da nghién ciru va phat trién cac phwong
thirc phén phdi lién quan dén khach hang nham tang cuong hiéu qua cia GHCC bang cach loai bo nhu
cdu tham gia ctia khach hang hoic ting cudng phdi hop véi khach hang. Mot sé phuong thirce GHCC
dang dugc sur dung hién nay la:

GHCC theo cach truyén théng: viéc giao hang dugce thyc hién béng xe tai, xe dién hoac xe
méy. Phuong thirc ndy khong hiéu qua dbi v6i doanh nghiép logistics vi ¢6 thé phat sinh chi phi do
that bai trong 1dn giao hang dAu tién. Tuy nhién phuong thirc nay lai thuan lgi cho khach hang vi ho
chi cAn cung cép nhing thong tin can thiét nhu dia chi hodc thoi diém giao hang.

Ti khéa (Locker): 13 mot may phan phdi khong cin giam sat, dugc dit tai cac dia diém chon
trude. NO 1a mot hé thong tiép nhén cac kién hang, cho phép viéc nhan va gui buu kién 24/7. Quy trinh
giao nhan hang tai tu khoa duge tién hanh nhu sau (Iwan & cdng sy, 2015):

- Nguoi mua hang trén mang lua chon ta khoa trong khi thyc hién viéc mua s&m truc tuyén.

- Sau khi dit hang cho mét tu khéa, ngudi mua hang trén mang nhan dugc xac nhan qua e-mail,
trong vong 2 ngay lam viéc, buu kién s€ dugc chuyén dén tu khéa da chon va sau do khach hang s&
nhén dugc email va tin nhan SMS ngén kém theo ma dé€ mé mot hop ti€p nhan cu the.
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- Khach hang sé cung cap ma vdi so dién thoai bang cach s dung man hinh cdm ng trén ti
khoa di chon,

- Khach hang c6 thé theo dai 16 hang trong subt dich vu.

Phuong thuc GHCC thoéng qua ta khoa nay hiéu qua cho doanh nghiép vi loai bé dugc rii ro
khong c6 khach hang ¢ nha trong lan giao hang déu 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): déy la phuong thirc giao hang ma trong d6
tan dung su nhan rdi vé phuong tién vin chuyén cua cong ddng dé giao hang den cac dia diém nim
trén 10 trinh vén chuyen cua ho. Viéc giao hang cong dong duoc thuce hién theo tién trinh nhu sau: M6t
c4 nhén (nguoi tim kiém dich vu) dat hang trén hé thong giao hang cong ddng (thong qua céac mg
dung). Khi d6, nhitng nguoi vén chuyén tham gia du gia truc tiép trén ing dung Ngudi van chuyen
dwoc chon s& dén nhan hang tai noi ngudi gui hang. Sau d6 nguoi van chuyén giao hang dén dia diém
dugc dang ky. Khi ngudi nhén hang kiém tra va x4c nhan viéc nhan hing, don hang dugc hoan thanh
va nguodi van chuyen nhan thu lao. Phwong thic nay gitp nha quan tri logls‘ucs giam duoc chi phi
trong GHCC, ddng thoi giai quyét duoc céc van dé lién quan dén giao thong va 6 nhiém méi trudmg.
Tuy nhién, viéc dam bdo an toan cho hang hoa va tao dung long tin cua cac bén tham gia vao phuong
thirc nay ciing 12 mét trd ngai khong nhd.

2.3. Nhirng xu hwong anh huwong dén GHCC trong logistics

Céc phuong thirc giao hang dang tién trién véi tbc @6 cuc nhanh céng véi sy phat trién nhanh
chéng ctia cong nghé¢ da dinh hinh lai toan bd chudi cung Gng. Dudi day 1a mét s6 xu huéng chinh
dang anh hudng dén GHCC:

Cong ngh¢ thong minh, theo doi va cam bién: Ky vong ctia khach hang hién nay kha cao khi
n6i dén kha nang hién thi phan phédi. T viéc theo d&i moi 16 hang, dén cc cam bién cung cip dit liéu
thoi gian thuc vé viée giao hang, cong nghé¢ thong minh 13 mdt xu hudng phat trién cia GHCC.

Truy xuét nguén gbc va bing chl’mg giao hang: Cong nghé cho phép qua trinh phén phdi tré
nén minh bach hon. Hién nay, ngoai viéc ¢cb thé theo ddi vi tri cua 16 hang, khach hang co thé di sau
vao chi tiét hon khi ndi dén viéc truy tim nguon gbc van chuyén san phim. Viéc 4p dung GPS cho
phan phéi gitip di lidu cAn truy van ludn sén c6 dé khach hang truy vén.

Giao hang trong ngay: Dich vu giao hang ngay dap tmg dugc nhu ciu vé thoi gian giao hang
cho khach hang, do d6 dich vu ndy dang dan tré thanh tiéu chuin hang d4u ciia GHCC. Viée cc cong
ty 16n nhu Amazon dang trién khai dich vy nay di 1am thay dbi linh vuc phan phdi, thac ddy cic cong
ty logistics nho va vira ciing phai khai théc cac dich vy giao hing trong ngay dé nang cao kha ning
canh tranh.

Kho hang trong do thi: Trong logistics hién nay da cé sy gia tang vé giao hang theo yéu ciu
hodc giao hang trong ngay dang. Dé dap tmg nhu cau nay ciia khach hang, ngdy cang co nhiéu nha kho
thanh pho trong thanh phd dugc x4y dung. Cac kho nay cung cip quyén truy cap dé dang vao cac san
phim dé phén phdi khach hang nhanh chéng. Amazon I tién than trong linh vic nay bang cach xiy
dng it nhit 58 nha kho thanh phd vio nim 2016.

Kinh doanh trén nén tang cong dbng Nhitng cong ty nhu Uber da xay dung mé hinh kinh
doanh xung quanh viéc chia sé tai san, cy thé 14 cic g dung, cho cong dong Khai niém ndy c6 thé
dugc ap dung cho moi linh vy, vi vy s€ khong c6 gi la néu cac nha cung cép dich vu logistics bét dau
chia sé tai san ctia ho dé sir dung khong gian, phuong thirc phan phdi va mé hinh nhan vién mang lai
hiu qua vé chi phi hon.
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3. Giai phdp cai thién chat lwong dich vu GHCC trong logistics
3.1. Chi tiéu danh gia hiéu qud cia GHCC trong logistics

C6 nhiéu chi tidu danh gia hiéu qua cia GHCC trong logistics, _trong d6 viéc theo doi hiéu qua
hoat dong cia phuong tién vén tai 1a mot trong nhimg tiéu chi hang d&u cta cac nha quén tri logistics.
Nhimng chi tiéu lién quan dén hoat dong nay c6 thé ké dén 1a:

Chi phi trén mét don vi khodng cach van tai (chi phi/km): chi ti€u nay 1a mt cach don gian
dé xac dinh chi phi phai bé ra d van hanh phuong tién trén mét don vi khoang cach. Céng thic don
gian 1a 14y tdng chi phi lién quan (nhwr chi phi cho tai x&, chi phi nhién liéu, ...) chia cho téng khoang
cach phuong tién di duge. Két qua cua chi tiéu nay c6 thé khac nhau tiry thudc vao tai x&, nhién liu
hodc quing dwdng van chuyén. Cac nha quan trj logistics cin thu thap cac s6 liéu vé chi tiéu nay dé c6
thé t81 wu héa viée diéu phoi phuong tién van tai cia minh.

Hé ) snr dung trong tai va dung tich cia phwong ti€n: cac nha quan tri logistics luén muén
t6i da hoa hé sb sir dung trong tai va dung tich phuong tién cua minh (cang gin 100% cang tt). Chi
tiéu nay dugc xac dinh bang cach 14y tbng trong tai hodc dung tich hang héa thuc ché chia cho trong
tai hodc dung tich ti da ciia phwong tién van tai. Chi tiéu nay con dnh hudng dén chi phi tinh trén mot
don vi hang hoa.

S6 diém du’ng trung binh trén mét chuyén di va khodng cach trung binh giira cac diém
dirng: chi tiéu nay gitip cho cac nha quan tri logistics so sanh, didu chinh ké hoach hang ngay cho cac
tai x&, tir d6 co6 thé t6i wu hoa viée 1ap 10 trinh van chuyen cho 461 phuong ti€n vén tai cia minh.

Thoi gian dich vu trung binh: chi tiéu nay phitc tap vi n6 lién quan dén céc dit lidu khac nhau
dé tinh toan, tuy thudc vao ngudn cua don dat hang. Thong thudng, né dwoc tinh bing cach chia téng
thoi gian phuc vu tai cira hang cho téng s6 1an giao hang. Néi cach khéc, cin x4c dinh luong thoi gian
trung binh danh cho mdi don dat hang gitra ctra hang, nha kho va cac quy trinh truéc khi van chuyen la
bao nhiéu. Céc nha quan tri cin gift cho chi tiéu nay on dinh vi bét ky mot thay d6i nao trong ké hoach
ciing c6 thé gay anh hudng dén d6 chinh x4c vé thdi gian cia toan bd chuyén di.

S6 diém dimg thwe té so v6i ké hoach: chuyén di thuc té c6 thé khong giéng nhimg gi ma nha
quan tri logistics mong dogi. Trong mot s6 truong hop, céc tai xé dung lai khong theo ké hoach. Mbi
14n nhu vay, ho dang tri hoén viéc hoan thanh ké hoach, thay d6i thoi gian phuc vu va 1am giam chét
lwong dich vu. Céc nha quan tri logistics c¢6 thé tranh van d& 16m nay bang cach theo dbi ty 18 gifra cac
diém ding ké hoach va diém dung thuc té.

Ngoai céc chi tiéu trén, c6 thé liét ké mot s chi tiéu khac anh huong dén hiéu qua caa GHCC

trong logistics nhu:

- Ti 18 giao hang dung han (sé don hang duoc giao dung han),

- Nang suit d6i xe dugc str dung,

- Thoi gian 1ai xe,

- MiIc tiéu thu nhién liéu,

- Thoi gian trung binh tai m&i diém dimg,

- D6 dai trung binh mbi chuyén di,

- D6 dai quang duong du kién so véi thuc té,

- B6 chinh xac cia don hang,

- S6 lugng don hang giao trén mét ching dudng,

- Ti 1€ hu hong hang hoa,
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- Tinh linh hoat cta dich vu GHCC,
- S6 khiéu nai cua khach hang,...
3.2. Thach thirc cia GHCC

B4t ky doanh nghiép logistics nao cling déu hiéu tdm quan trong cua viéc quan 1y GHCC va
nhitng thach thirc ma GHCC phai d6i mit. Nhitng thach thitc d6 ¢6 thé bao gbdm:

Yéu ciu vé do chinh xic va tinh minh bach cia viéc giao hang Trong thoi dai theo yeu cau
hién dai, ma theo doi khong lam hai 16ng ngudi tiéu dung nita, ho mudn c6 kha nang hién thi day du,
thoi gian thuc vé giao hang va giao hang cudi cung. Dac biét, ho mudn nhin thay toan b qua trinh
GHCC, nghia 1 ho mubn c6 thé thay ngudi 14i xe & dau va chinh x4c khi nao ho dén.

Chi phi GHCC cao: Thong thuong chi phi GHCC chiém 28% tdng chi phi van chuyén hang hoa
cho ca chuyén hanh trinh. Chi _phi nay bao gom chi phi phuong tién, bao tri phuong tién, chi phi cho lai
xe v chi phi nhién liéu. C6 thé n6i GHCC 14 phéan tén kém nhét ciia chudi cung g, cha yéu 1a do:

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

- Ti 1& hang bj tra vé cao,

- Ti 18 xe chay rdng cao,

- Vén d an ninh trong qua trinh giao hang.

Vén d& vé méi trwomg: GHCC ciing 13 mét trong nhitng nguyén nhén gay thiét hai cho moéi
trudng. Viée 1dp lai qua trinh giao hang, nhén hang tra v€ hay viéc 1ap 19 trinh van chuyén khong hiéu
qua s€ dan t&i viéc gia tang khi thai.

Téc dd 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 13p tirc (trong vong nira gio) va 5% s€ tra nhidu hon
cho viéc phan phéi theo thoi gian. Do tdm 1y cla nguoi mua hang mubn duoc nhin hang cing nhanh
cang t0t nén cac nha quan tri logistics can chu trong vao van dé rit gon thoi gian giao hang.

Co s6 ha ting kém: Cic céng ty GHCC phai d6i mit véi nhitng thach thirc nhu giao thong
trong thanh pho & cac khu vuc d6 thi va hanh trinh dai hon ¢ cac ving séu ving xa. Co sd ha tang
ngheéo nan & cac nudc dang phat trién lam tang chi phi va thoi gian van chuyén.

Nhu ciu ciia khich hang luén thay déi: Khach hang c6 thé thay doi yéu cau dia diém giao
hang tir nha dén vén phong hay mot dia diém nao khac, doi hoi cac nha quan tri logistics phai theo kip
nhu cau cia khach hang @€ c6 thé giao hang mét cach nhanh chéng va thuan loi nhat.

M0i quan hé véi khach hang: Nhimg vén @& clia khach hang c6 thé gdy kho khin cho qué
trinh GHCC nhu dia chi giao hang khong chinh xéc, dia diém giao hang khé tiép cén, khach hang
khong c6 & nha, do6i tra hang hoac tham chi khach hang hily don hang khong nhéan nira.

bic diém cia hang héa: Loai hang hoa cling c6 thé 1am ting thém thach thirc cho GHCC. Vi
dy, cac vat pham doc hai, dé v, de hong hoac dé chay doi hoi phai 1ap ké hoach nhi€u hon.
3.3. Gidi phdp hoan thién GHCC

Céc cong ty cung cép giai phap GHCC dang phai d6i mit v6i mot thi truorng ngay cang canh

tranh. Ho lién tyc bi thach thirc boi nhu ciu cia khach hang, tinh trang thiéu 13i xe, va chiu 4p huc boi cac
yéu t6 kinh te nhy chi phi nhién lidu ting va 4p luc phap 1y. P& dam bao khach hang c6 trai nghiém tbt,
cac cong ty cin phai quan Iy cac quy trinh giao hang tan noi va GHCC cua ho. Dudi ddy 1a mét s6 giai
phép ma céc doanh nghiép logistics c6 thé 4p dung dé hop 1y héa qua trinh GHCC ciia minh.
3.3.1. Gidi phap d6i v6i khdch hang

Tién gin dén khach hang hon: Mang luéi logistics truyén thng c6 xu huéng tip trung céc
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trung tAm phan phdi cia ho & mot vai noi. Bang cach tép trung vao cac khu vic cd mat d6 dén cu cao
giup giam thoi gian giao hang va trd hang, nho d6 chi phi nhién liéu cling dugce gidm thicu.

Pap dmg mong doi cia khich hang: Giao hang kip thoi va sip xép hop Iy cho khach hang
dugc uu tién hon tat ca nhimg thach thirc khac. Nhitng khach hang khong hai long thuong d€ lai nhimg
déanh gia tiéu cuc, c6 anh hudng bat 1gi dén viéc kinh doanh cla cadc doanh nghiép thuong mai dién tir.

Giir m(‘;i lién h¢ véi khach hang: Gitt lién lac v6i khach hang mot cach lién tuc trong sudt quéa
trinh phén phoi d€ dam bao sy hai 1ong cua khach hang. Thong bao tinh trang giao hang d¢ dam bao
rang khéch hang cho san tai dia diém giao hang.

3.3.2. Gidi phdp vé quy trinh hoat déng cia doanh nghiép

Ung dung cong nghé phit hop véi dic diém kinh doanh: Khong phai tit ca céng nghé déu
pht hop véi tat ca cac doanh nghiép. Cac doanh nghiép cin kiém soét quy trinh kinh doanh ciia ho va
c6ng nghé phai linh hoat 4 d4p tmg nhimg quy trinh d6. Khi d4nh gi4 cong nghé dé hé trg quan 1y hau
cin, cac cong ty nén xem xét toc d6, mirc d6 bao mat, d6 tin ciy, ciing nhur cam két dich vu.

Phén tich théng tin trong lich sir: Trong GHCC, dir liéu vé viéc giao hang trong quéa khuw,
tuyén dudng, vi tri cla khach hang,... gitip phat hién co hoi cai thién cho cac doanh nghiép logistics.
Cac loai thong tin chi tiét nay chi c6 thé duoc tong hop néu dir lidu duoc Iuu trit va phan tich. Dé giao
hang dam cudi ciing, n6 c6 thé tao nén mét thé gidi khac biét.

Téi wu héa van chuyéni Chi phi van chuyén trong GHCC s& giam xubng théng qua viéc gom
hang hoac 1ap 19 trinh van chuyén phu hop.

Téi wu hoa phan bb trong tai: Phin bd trong tai 1a cach sép xép hang hoa 1én cac xe khac nhau
1am sao dé tan dung tai trong xe mdt cach t6t nhit. M3t trong nhitng cach gidm chi phi hiéu qua la chét
hang day xe. Cach thirc ndy mang lai khd nang giam s6 1an giao hang, cling nhu giam rdi ro ¢6 thé tao
ra boi cac khoang tréng trong thung xe. Nho t8i ru héa phan bb trong tai, doanh nghiép c6 thé giam sb
lurong xe va nhéan cong, do d6 gitip gidm chi phi va ndng cao hiéu qua giao hang.

Xiy dung cic phuong 4n du phong: Mot s6 yéu t6 khéng mong mudn c6 thé 1am cham tién
d6 cta qué trinh phén phdi nhu thoi tiét x4u, phuong tién van chuyén hu hong, hodc tic duong, ... doi
hoi nha quan tri logistics thiét 1ap nhimg phwong 4n du phong c6 kha ning hién thi thdi gian thyc cia
truéng hop ngoai 1€ ngay 1ap tirc khi ching xdy ra. Voi mic 6 hién thi cao trong hoat dong phén phoi,
diéu phéi vién c6 thé chit dong tmg phé vdi su gian doan hoic chim tré ¢ diéu chinh  ngay 18p tirc lich
trinh cla nguoi 1ai xe cho phu hop. Nhén vién dich vy khach hang c6 thé giai quyét cac van dé cua
khach hang hiéu qua hon va trong mdt s6 trudng hop, khach hang c6 thé nhin dugc thong bao vé sy
cham tr& va cap nhat thoi gian dén dy kién.

Xdy dung phwong phap do luong hiéu qué cia hoat dong: Dua vao nhiing chi tiéu danh gia
hiéu qua cia GHCC duoc d& cip & phén trén, nha quan tri logistics c6 thé xac dinh dugc téc d6 giao
hang c6 dung thoi han hay khéng, cac phwong tién ¢6 di ding voi lich trinh trong ké hoach hay khéng,

. Tir d6, céc doanh nghiép c6 thé diéu chinh hoat d6ng dé ting hiéu suit sir dung phwong tién, cai
thién kha nang sinh 161 va ddm bao mirc 39 dich vu khach hang phu hop.
3.3.3. Ung dung cong nghé dé khdc phuc nhitng théch thire cia GHCC
Trong giai doan CMCN 4.0 phat trién manh m& nhw hién nay, cong nghé c6 thé déng mot vai
trd quan trong trong viéc sap xep hop 1y qua trinh thwe hién don hang va giao hang. Cho du cac nha
ban 1& chon thué ngoai d6i véi mot hing van chuyén 3PL truyén théng hay tin dung xu huéng giao

hang cong dong, cong nghé co thé 1dam cho viéc GHCC it khé khan hon. Mgt s0 cai tién méi trong
cong nghé gitip hoan thién qué trinh GHCC dwoc dé cp trong bai viét gdm:

a) Cac thuét todn va phan tich ndng cao

Céc thuit toan va phén tich ning cao gitip cic cong ty phan phbi t6i wru héa cac khia canh cia
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hoat dong cua ho, chang han nhwr gi4 ca, giao théng phit hop véi nhiém vu phan phéi, dinh tuyén, xép
hang ngudi giao hang, va gitip ho giai quyét tot hon ky vong cia ngudi tiéu ding vé toc d9, tinh linh
hoat va chi phi giao hang thap hon. Mot sb cai tién vé phan mém d3 giup cai thién GHCC trong vai
nim vira qua va mé ra nhidu co hoi cho cic cong ty phin phdi. Hinh 2 biéu thj sy h trg cia thuét toan
va phén tich trong GHCC.

THUAT TOAN VA PHAN TICH

P A e A JU—— S
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Hinh 2. Thudt todn va phén tich hé tre GHCC
(Ngudn: Tac gia v& lai theo Hau L. Lee & cong su, 2016)

Thuét to4n t6i wu hoéa c6 thé gitip nha quan tri logistics chon phwong thirc giao hang t&t nhit
cho timg don hang dwa trén nhiéu tiéu chi (vi du: chi phi, tdc d6) dé dap tmg 6t hon mong doi cta
khach hang. Cac thuét toan dinh tuyén phurc tap duoc sir dung dé dap umg tét hon céc yéu cau cia
khach hang cho thdi gian giao hang cy thé, dé théng bao cho khach hang vé thoi gian giao hang du
kién, 1én lich thoi gian dén cu thé tir nguoi ban hodc tén dung t61 da sirc chia ciia phuong tién. Hé
théng canh bao c6 thé dugc st dung dé théng bao cho khach hang vé trang thai don hang cia ho, thai
gian dén dy kién va thoi gian giao hang. Céc cai tién khac ciing c6 thé gitip ngudi giao hang dé dang
cung cép cho khéach hang céac dich vu dac biét, chﬁng han nhu thay ddi vi trf hodc thoi gian giao hang.

b) Thép kiém soat trong GHCC

Thap kiém soat 13 mot trung tAm cho kha ning hién thi, ra quyét dinh va hanh d6ng, dua trén
phén tich thoi gian thuc. Thap kiém soat hoat dong nhu mot trung tdm tép trung st dung dit li€u thoi
gian thuc tr quan 1y dit liéu tich hop sn cé ctia doanh nghiép tich hop v6i cic quy trinh trén GHCC.
Nho thap kiém soat, doanh nghiép c6 thé d& dang td chic tht ca viéc giao hang tir m6t vi tri va c6 mot
c4i nhin tdng quan vé dong chdy hoat dong ctia qua trinh phan phdi. Tét ca céc hoat dong cua qua trinh
GHCC nhu 1ap ké hoach, t§ chirc, quan 1y va sira d6i viéc glao hang khi dang di chuyén déu kha ning
hién thi day du, tir @6 giup cai thién hiéu suit, dong thoi tiét kiém chi phi cho cac doanh nghiép.
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Tuy nhién, dé thiét 1ap va van hanh thap diéu khién, doi hoi doanh nghiép cin c6 kha ning cu
thé trong cac linh vuc:

- Lap ké hoach: thudng 13 nhitng ngudi ¢6 nén tang trong chudi cung ing

- Quan 1y sy kién: thudng 1a nhimg ngudi co nén tang trong cac hoat dong van chuyén

- Kinh doanh thong minh: thudng 13 nhimg ngudi c6 mot nén tang trong cai thién hoat dong
- Quan Iy dbi tac chudi cung tmg: thudng 13 nhitng ngudi c¢6 nén tang trong 3PL

- Quan ly cong nghé thong tin: xir Iy cac cong cy cong nghé thong tin dé trao dbi dit liéu v&i cac
d6i tac chudi cung tmg (nha cung cép, pha san xudt, 3PL va nha cung cap) ciing nhu quan Iy hé thong
n6i bd @& Iwu trit dir lidu theo cach c6 chu tric va cung cip thong tin hd tro chirc ning thap diéu khién.

¢) St dung may bay khdng ngudi 141 va robot trong phan phéi

Str dung may bay khong ngudi 14i va robot trong phan phdi cho phép céc cong ty cung cap dich
vu chuyén phat nhanh va linh hoat, v6i tic dong mdi truong nho hon va & mic gia thap hon; may bay
khong ngudi l4i cling c6 thé 1dm cho viée giao hang dén cac dia diém tir xa trd nén d& dang hon.

- May bay khong ngwoi lai

Viéc str dung may bay khong nguoi 14i dé phan phdi mang lai mot s6 loi thé. M6t 1oi thé chinh 14
tdc d6 vi méay bay khong bi han ché béi co so ha ting duong bd va tic nghén. Hon nita, may bay khong
ngudi lai o thé di qua dia hinh khé khan nhu nui, rimg rdm, bay trén mat nude hodc khu vuc noéng thén
V6i co s& ha ting kém. May bay khong nguoi l4i giao hang cling s& ¢ tic dong giam 6 nhiém mbi
truomng do chiing s€ giam Iugng khi thai tir xe tai chay trén dudng. Bén canh d6, may bay khong ngudi 1ai
c6 thé cung cip mot loi thé vé chi phi khi giao nhimg gbi hang nho dén cac dia diém xa.

Mic du mdy bay khong nguoi lai chéc chin cung cip mét sb loi thé so véi phuong phap phan
ph01 truyén thong, van con ton tai nhiu han ché & mo rong quy mo cho phuorng thic nay. Nhu‘ng han
ché d6 c6 thé bao gdm: kha ning van chuyén nhé; dit liéu hé théng dinh vi toan cau (GPS) ¢6 thé khong
chinh xdc, anh huéng dén viéc giao hang; méy bay khong ngudi 14i c6 thé tha cic gdi hang sai dia diém;
hoic c6 thé din dén thuong tich cho nhimg ngudi ma may bay khong nguoi 141 bay ngang qua. Ngoai ra,
chi phi d4u t cho viéc phat trién may bay khong ngudi 14i kha cao, bao gom chi phi cho trung tAm thuc
hién, bao hiém, mua va bao dudng may bay khong ngudi 14i, pin, va huu trir dit lidu.

- Robot trong phén phdi

Tuong tu nhu mdy bay khong nguoi lai, st dung robot trong phan phdi c6 thé g1a1 quyét mong
mudn cta khach hang vé giao hang nhanh chéng va tinh linh hoat cta viéc chon thoi gian giao hang
thuén tién. Mot 101 ich chung khac 1a giam tac dong moi trudng cua chiing vi robot khong c6 khi thai
carbon. Robot c6 kha ning van chuyén cao hon so véi may bay khong ngudi 14i nén c6 thé nhan cac
don dat hang 16n hon. St dung robot trong GHCC dam bao an toan cho hang hoa nhd cac ngén an toan
dugc mo khoa bing ma truy cép cua ngudi nhén, dam bao rang moi ngudi chi nhan dugc cic san phim
thudc vé ho. Robot ciing c6 thé c6 loi thé vé mit phap 1y so véi mdy bay khong nguoi 14, vi ching
duoc thibt ké dé di trén lan dudng danh cho ngudi di bo va di chuyén véi toc do thap Mot loi thé khac
ctia robot trong phan phdi 14 chi phi trong d6i thip hon so v6i may bay khéng ngudi 14i.

Tuy nhién st dung robot trong GHCC ciing ¢c6 mdt s6 han ché. Pham vi hoat dong cua robot
hep hon so v6i may bay khong ngudi 14i. Dic diém ciia duong di nhu dudng ddc, bac va 16 dudng c6
thé 13 vén d& dbi véi robot. Do duoc thiét ké dé chia sé via hé v6i ngudi di bd nén c6 thé ¢ nhimg gisi
han v& s6 lugng cta robot va ching ciing khé hoat dong & nhimg khu vuc dong diic. Ngoai ra cac cong
ty 4p dung hinh thirc phan phéi ndy ciing phai d6i mit véi nguy co bi trém cip robot va hang hoéa.

d) Xe khong ngudi 1ai (xe tu 141)

Xe khong ngudi 14i (xe tw 14i) loi ich tiém ning bao gém chi phi vin hanh thip hon cho céac
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cdng ty giao hang, phan phdi linh hoat cho ngudi tiéu ding va kha ning tiép cin céc dia diém tir xa
mot cach hiéu qua.

Mot 6 loi ich cna xe tr 141 bao gdm lam giam dang ké tir vong do tai nan xe hoi, thoi gian di
lai hi€u qua hon va it cang thang hon, giam chi phi bao hiém, nhién liéu va bao trl. Viéc chia sé xe hoi
tr 14i s& giam téng sb xe trén duong, dan dén tac d6ng moi truong it hon. Khi duge sir dung de giao
hang, xe khong ngudi 1ai co thé cung cép dich vu giao hang rt nhanh néu duoc 1én ké hoach tét. Vi
nhiing chiéc xe khong nguot lai, mdt cong ty co thé mé rong pham vi phi séng cua minh va bao gdm
nhiéu d1em dén kho tiép can hon. Céc loai xe ndy cfing c6 thé hoat déng trong nhiéu gir hon, do d6
cung cép su linh hoat cao hon trong thoi gian giao hang va ting hidu qua hoat déng, Xe khong nguoi
141 s€ khong bi gi6i han trong lich lam viéc cua con nguoi va do do, ¢6 thé dwoc sir dung de cung cap
c4c san phim trong gid 1am viéc, cudi tudn va ngay 18 (hoat d6ng 24/7). Dong thoi, véi yéu t6 151 cua
con ngudi bi loai bo, cac phuong tién khong ngudi 14isé c6 thé cung cp cac san phim c6 it rii ro hon
trong viéc dinh tuyén, dén tr& hay hang hoa bi hong.

e) Thuc té ting cudng

C6 rat nhiéu thong tin tai diém dén ma ban d6 chi c6 thé chuyén tai dugc cac tuyén duong phan
phéi. Ccac g dung ting cudng thuc t& cung cAp pham vi va séc thai 16n hon nhidu vé kich thudce va
tinh ning cua diém giao hang. Vi du nhu Google Map di thém tinh ning thuc té 4o trong viée chi
duong nham hd tro cho nhitng ngudi gip khé khin trong viée doc ban dd. Cu thé, thay vi nhin ban db
nhu trudc kia, bang tinh ning nay ngudi tim kiém cé thé nhin thiy duoc khung canh thuc té ngay tai vi
trf minh dang dmg va di theo huéng din cua tmg dung nay. Cac tmg dung s& gitp cho qué trinh
GHCC thuan loi hon néu phai giao hang tai nhimg dia diém khong quen thudc.

St dung céc cong nghé mang tinh cach mang nhu Mang ludi van vat két ndi Interner (Internet
of Things — IoT), céng nghé nhan dang bang séng vo tuyén (Radio Frequency Identification — RFID),
tri tué nhén tao (Artificial Intelligence — AI) va cic c6ng nghé khac phan phdi va GHCC sé& gitip doanh
nghiép logistics tiét kiém chi phi, thoi gian, lao ddng va ting sy hai long cho ngudi tiéu ding.

4. Két luan

Su ting truémg cua thuong mai dién tr va ban 1é da kénh cung vdi su gia ting ky vong cla
ngudi tiéu ding ddi véi viée giao hang nhanh chéng, mién phi da 1am ting ap luc dbi v6i cac nha quan
tri logistics vé GHCC. Ngoai gia c4 va thdi gian giao hang, khach hang con dua ra nhidu tiéu chi dé
Ira chon ma cac nha cung cdp dich vu GHCC can hru ¥ nhu:

- Mitc d6 chuyén nghiép cta nhin vién: nhin vién duoc dao tao thuong xuyén va co thé xuat
trinh gidy chimng nhén khi c6 yéu cau. Su chuyén nghi€p nay con dugc the hién & tay nghé€ va kha nang
12p dat cac san pham ban cho khéach hang.

- Kha nang truy cap va theo doi lién tuc tinh trang giao hang cia don hang.
- Tinh linh hoat va kha ning cung cip cac dich vu di kém.

- Dich vu chim s6c khach hang sau khi giao hang, diéu nay ciing gép phin hoan thién qué trinh
logistics thu hoi cua cac doanh nghiép.

Ngay nay, voi su xuét hién cia cic m6 hinh kinh doanh méi, cong nghé moi, cac ng dung va
phin mém cdng tic d3 gép phéan lam giam chi phi van chuyén, cung cip céc ty chon phan phdi linh
hoat hon, niang cao su hai 1ong cuia khach hang va lam ting hiéu qua cta dich vu GHCC. Tuy nhién
{ng dung cong nghé khong phai 13 giai phap duy nhit cho GHCC, va ciing khong phai doanh nghiép
logistics nao ciing c6 kha ning dau tu vao cong nghé dé cai thién dich vu GHCC cta minh. Khi d6
doanh nghiép cé thé tan dung moi nguon luc minh c6 nhu trung tdm cham s6c khach hang, cac trang
mang x3 hdi, ... 4 dam bao cho sy hai long cta khach hang. Truéc tién, tiéu chuidn hoa quy trinh phan
phéi s& din dén dich vu GHCC chinh x4c va kip thoi hon. Viée xu 1y can than trong qua trinh dong
g6i, van chuyén dé dam bao an toan cho hang héa ciing cin dwoc chii trong. Ngoai ra, sy linh hoat
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trong cac phuong thirc thanh toan ciing giip khach hang thoai mai hon khi dat hang. Doanh nghiép c6
thé ap dung giai phap giao hang nhiéu lan trong ngay truéc khi trd hang vé kho dé 1am giam sé luong
16 hang bj bo 18 va giam khiéu nai cia khach hang. Hodc don gian hon, chi cAn nhic dién thoai 1én dé
x4c dinh lai dia diém giao hang thuén loi nhét cho khéach hang tai thoi diém hién tai nham giam bot chi
phi van chuyén cho GHCC.
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