ITOANCANH ,
THUONG MAI DIEN TU
2021

CHUONG




1. CAC DOANH NGHIEP THAM GIA KHAO SAT

Hiép hoi Thuong mai dién tir Viét Nam tiép tuc tién hanh khao séat trén 5.000
doanh nghiép trong nam 2020 dé xay dung Bao c4o Chi sé6 Thwong mai dién tir 2021.
Trong tong sé phiéu thu vé c6 4.693 phiéu hop 1& dugc dung 1am sé liéu dé phan tich
trong Bao cao.

Nam 2020 mau phiéu cd chinh sira loai hinh doanh nghiép tham gia khao sét,
theo d6 phan 1am 3 nhom chinh gdm cé: Doanh nghiép Nha nuéc; Doanh nghiép ngoai
Nha nudc va Doanh nghiép ¢ von dau tu nudc ngoai.

Trong d6 thi da s6 doanh nghiép tham gia khao sat 1a doanh nghiép ngoai nha

nudéc (chiém 89%).

Hinh 1: Logi hinh doanh nghiép tham gia khdo sat

B Doanh nghi¢p Nha nudc
® Doanh nghiép ngoai Nha nuéc

Doanh nghiép ¢6 vén dau tu nu6e ngoai

Ty 1é doanh nghiép vira va nho duéi 300 lao dong (SME) chiém 90% tong s6
doanh nghiép khao sat, nhém doanh nghiép I6n trén 300 lao dong chiém 10%. Ty 1¢ nay
tuong dong véi ty 1é cac doanh nghiép vira va nho so vai cac doanh nghiép 16n trén ca

nudcC.

Céach phan nhom linh vuc kinh doanh cua cdc doanh nghiép nam nay cling c6
thay d6i mot chat. Nhém doanh nghiép hoat dong trong linh vic Ban budn ban Ié van
chiém ty Ié cao nhét trong cudc khao sat (31%), tiép sau d6 13 nhom doanh nghiép xay
dung (20%), Van tai - kho bai (10%), va nhém Khai khoang - Cong nghiép ché bién -
ché tao (10%).
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Hink 2: Linh vwe kinh doanh chii yéu ciia cdc doanh nghiép khdo sdt
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Hoat déng hanh chinh va dich vu hd tro

Hoat dong chuyén mén, khoa hoc va cong nghé

San xuét va phan phdi dién, nudc; cung cip nudc;
quan ly va xir ly rac thai, nude thai

Thong tin va truyén thong

Hoat dong kinh doanh bt dong san

Hoat dong tai chinh, ngan hang va bao hiém

Dich vu luu trd va in udng

Nghé thuét, vui choi va giai tri

Giao duc va dao tao

Y té va hoat dong trg gilp xa hoi

Ban bubn va ban 1é 31%
Van tai, kho bai

Nong nghiép, 1am nghiép va thuy san

Xay dung

Khai khoang, Cong nghiép ché bién, ché tao 10%

0% 5% 10% 15% 20% 25% 30% 35%

2. HA TANG VA NGUON NHAN LUC
a. Str dung email va cac cong cu ho tr¢ trong cong viéc

Trong nam 2020, ty 1€ lao dong su dung email trong céng viéc cd giam chit so
v6i cac nam trude. Didu ndy phan anh mirc do da dang cua cac nén tang hd tro hoat
dong trao ddi truc tuyén cho doanh nghiép hién nay. Theo d6 ci 100 doanh nghiép thi
méi c6 43 doanh nghiép cho biét co ty 1¢ lao dong thuong xuyén sir dung email trong

cong ty trén 50% (giam 4% so v&i nam trudc).
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Hinh 3: Ty I¢ lao dong trong doanh nghiép thwong xuyén sw dung email qua cdc nam

47% 47%

Dudéi 10% T 10 - 50% Trén 50%

m2018 =2019 =2020

Phan nhom theo quy mé doanh nghiép thi nhom doanh nghiép vira va nho (SME)
lai cO ty 1€ lao dong stir dung email trén 50% cao hon mot chit so véi nhom doanh

nghiép 16n, mic do chénh léch ciing trong dong so véi két qua khao sat cac nam trudc.

Hinh 4: Ty I¢ lao déng sir dung email phéin theo quy mé doanh nghiép

50%
45%
40%
35%
30%

43% 43%

38%

25% 20%
20% -
15% -
10% -
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19%

Dui 10% T 10 - 50% Trén 50%
= SME Doanh nghiép 16n
Sy théng dung ciing nhu tinh tién lgi va nhanh chong tuong tic ctia nhitng nén
tang méi nhu Facebook Messenger, Zalo, Viber, WhatsApp, Skype... dang dan thay thé

cho hinh thuc két néi truyén théng théng qua email.

Khao sat nim 2020 cho thiy gan nhu 100% doanh nghiép tham gia khao sat
thuong xuyén sir dung cac nén tang nhu Facebook Messenger, Zalo, Viber, WhatsApp,
Skype... voi cac mirc d6 khac nhau. Cu thé 12 c6 téi 62% doanh nghiép cho biét c6 trén

50% lao dong thudng xuyén sir dung cac céng cu trén (cao hon mot chit so vai két qua
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khao sat nim 2019), 23% doanh nghiép cho biét c6 tir 21%-50% lao dong thudng xuyén
sir dung va 15% doanh nghiép cho biét c6 dudi 20% lao dong thudng xuyén sir dung.

Hinh 5: Str dung cdc nén ting nhw Facebook Messenger, Zalo, Viber, WhatsApp,
Skype... qua cdac nam

70%

62%
60% 57% -

50%

40%

30% 26% 23% .
20% 17%  15% —
= -
0% -
Duwéi 20% Tir 21 - 50% Trén 50%
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b. Lao ddng chuyén trach vé thwong mai dién tir
Trong nhiéu nam 1ién, ngudn nhan luc cho thuong mai dién tir va dac biét ngudn
nhan luc chit lugng cao ludn 1a van dé 16n gy can tré cho qua trinh phat trién thuong

mai di¢n tu trong nudc.

Tir muc tiéu phat trién throng mai dién tr bén viing hudng téi naim 2025 thuong
mai dién tir phét trién ddng déu va thu hep khoang céach gitra hai thanh phé trung tam la
Ha Noi va Tp. Ho Chi Minh véi cac tinh thanh con lai. Vai tro caa nguon nhan luc cang
duoc khang dinh 13, doi hoi sy quan tam dau tu 16n cua cac co quan nha nudc, C4c to
chire dé day manh viéc dao tao ngudn nhan lyc cé kién thirc va ki nang trong (g dung
thuong mai dién tir, qua d6 phuc vu hoat dong xdc tién thuong mai dién tir tai nhiéu tinh
thanh.

Niam 2020 két qua khao sat cho thay ty I¢ doanh nghiép c6 lao dong chuyén trach
vé thuong mai dién tir lai giam nhiéu so véi cac nam trudc, mot phan ciing do tac dong
I6n cua dai dich va &p luc vé tai chinh nén viéc cat giam bién ché va kiém nghiém nhiéu

vai tro dugc cac cong ty trién khai dé duy tri hoat dong trong giai doan kho khan.
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Hinh 6: Ty 1¢ doanh nghiép cé lao déng chuyén trach vé TMPT qua cdc nam

1 mCo
Khéng
2018 28%
0% 20% 40% 60% 80% 100%

Xét vé quy md doanh nghiép thi nhém cac doanh nghiép vira va nho (SME) ¢ ty
16 lao dong chuyén trach vé thuong mai dién tir chi bang mot nra so véi nhém céc

doanh nghi¢p lon.

Hinh 7: Ty 1¢ doanh nghiép c6 lao dong chuyén trach vé TMPT phin theo quy mé
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59%
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21%

20% -
0% -

Cé Khéng
m SME Doanh nghiép 16n

Nghé thuat - vui choi - giai tri va Théng tin - truyén thong 1a hai linh vyc c6 ty 1é
lao dong chuyén trach vé thuong mai dién tir cao nhat, chiém lan luot 1 45% va 42%
trén tong sé doanh nghiép tham gia khao sat trong cung linh vuc kinh doanh. Tiép theo
sau d6 1a linh vuc Hoat dong tai chinh - ngan hang - bao hiém (38%) va Hoat dong

chuyén mén - khoa hoc - cong nghé (31%).
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Hinh 8: Lao dpng chuyén trach vé TMPT phdn theo linh vuc kinh doanh
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Hoat dong dich vu khac
Hoat dong hanh chinh va dich vu hd trg

Hoat dong chuyén mon, khoa hoc va cong nghé

San xuit va phan phdi dién, nude; cung cip nudc;
quan ly va xir ly rac thai, nude thai

Théng tin va truyén théng 42%
Hoat dong kinh doanh bit dong san
Hoat dong tai chinh, ngan hang va bao hiém 38%
Dich vu luu trd va in uéng
Nghé thuét, vui choi va giai tri 45%

Giao duc va dao tao

Y té va hoat dong trg gilp xa hoi
Béan bubn va ban lé

Vén tai, kho bai

Nong nghiép, 1am nghiép va thuy san
Xay dung

Khai khoéng, Céng nghiép ché bién, ché tao

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Trong vong 3 nim trd lai day, xu huéng doanh nghiép gip kho khin khi tuyén
dung lao dong c6 k¥ nang vé TMDT va CNTT ngay cang ting. Pay manh viéc dao tao
ngudn nhan lec cho linh vuc nay ca theo hinh thirc chinh quy va khong chinh quy déu l1a

nhitng van d& 16n can dugc quan tdm trong giai doan tGi.



Hinh 9: Ty 1¢ doanh nghiép gap khé khin khi tuyén dung lao déng cé kj niing vé
TMDT va CNTT

80% 9
’ e8%  70% 7%
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40% 32%
30% -
20% -
10% -
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3000 28%

Co Khong

K¥ ning quan tri website va san giao dich thuong mai dién tir van la ki ning
dugc doanh nghiép quan tdm nhiéu nhit trong nhitng nim gan day, 46% doanh nghiép
cho biét ho gap kho khan khi can tuyén dung lao dong c6 ky ning nay.

Hinh 10: Ty 1¢ doanh nghiép gdp kho khén khi tuyén dung lao dong cho cdc nhém ky
nang

K¥ ning xay dung ké hoach, trién khai dy an
TMDT

K§ ning tiép thi tryc tuyén

K§ ning trién khai thanh toén truc tuyén

K¥ nang quan tri co so dit liu

K¥ nang khai thac, sit dung cac tng dung
TMDT

Ky ndng quan tri website va san giao dich 9%
TMBT i
Ky nang cai dat ché 46, ung dung, khic phuc
su ¢ thong thudng ctia may vi tinh

0% 10% 20% 30% 40% 50%

¢. Chi phi mua sim, trang bi va tng dung cong nghé thong tin va thwong mai dién

tw

Phan ctng trong nhiéu nim 1ién van 13 vu tién dwgc doanh nghiép dau tu nhiéu
nhét trong tong chi phi mua sam, trang bi va tng dung CNTT va TMDT cua doanh
nghiép. Theo d6 nam 2020 c6 téi 43% nguodn kinh phi dugce wu tién dau tu vao phan
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ctmg, trong khi khé khian vé ngudn nhan lyc van 1 tré ngai 16n nhung méi c6 19%

ngudn ngan sach duoc wu tién hd trg dau tu cho mang nay trong tong ngan sach dau tu.

Hinh 11: Chi phi mua sim, trang bj va teng dung céng nghé théng tin va thwong mai
dién tw qua cdac nam

2017 41% 25% ﬁ

2018 39% 29% 18% = Phin ciing

¥ Phan mém

2019 40% 25% # Nhan sy, dio tao

| Khéac

2020 43% 25% 19%

T T T T T

0% 20% 40% 60% 80% 100%

3. GIAO DICH THUONG MAI DPIEN TU DOANH NGHIEP VOI NGUOI TIEU
DUNG (B2C)
a. Website doanh nghiép

Ty 1& doanh nghiép tham gia khao sat cho biét da xdy dung website khong c6 thay

do6i gi so véi ndm 2019 va mitc dd chénh léch véi cac nam trude ciing khong cao.

Trong khi d6 website luon dugc danh gia 1a mot kénh quan trong khang dinh gia
tri thurong hiéu va c6 tinh bén viing nhit cho doanh nghiép trén méi truong tryc tuyén.
Song song v&i cac kénh trién khai thwong mai dién tir nhanh va hiéu qua khac thi day
cling 1a mot kénh dugc cac chuyén gia hang dau khuyén nghi cho doanh nghiép khi ¢

dinh hudéng phat trién 1au dai.

Hinh 12: Ty I¢ doanh nghiép co website qua cdac nam

0% T 45% 46% 45% 13% 44%
45% ° ° 42% 42%
40% -
35% -
30% -
25% -
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10% - : x x x x x x
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Tén mién Viét Nam .VN van luon 1a lya chon dugc wu tién st dung cao nhét trong
nhiéu nam qua. Khao sat nim 2020 ciing cho thay c6 t6i 59% doanh nghiép wu tién lya
chon tén mién Viét Nam .VN, tiép sau d6 1a tén mién quéc té .COM (36%). Pay ciing 1a

hai tén mién chu yéu dugc st dung trong nudc.

Hinh 13: Ty 1¢ swr dung cdc loai tén mién qua nhiéu nam

70%

60% 59% 59% .2017 .2018

60% -

m2019 2020

50% -

40% -

30% -

20% -

10% - 6% 6% 5%

4%

2% 2% 1% 1%

0% -

VN .COM .NET Khéac

38% doanh nghiép c6 website tham gia khao sat cho biét thuong xuyén cap nhat
thong tin 1én hang ngay, ty 1¢ nay thap hon nhiéu so voi nam 2019. Bén canh d6 ty 18
doanh nghiép khong cap nhat thong tin 1én website ciing ting rat cao tir 22% nim 2019
Ién 28% nam 2020.

Hinh 14: Ty I¢ cdp nhdt thong tin lén website

50% 477 6%

m 2018

45% -

40% -

35% -

30% -

25% -+ 22% 22%

20% -

15% -
10%
5% -

0% -

Hang ngay Hang tudn Hang thang Khong cap nhat
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Tréai ngugc voi xu hudng kinh doanh trén website, cac doanh nghié€p ngay cang
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b. Kinh doanh trén mang xa hoi

quan tim téi nén tang mang xa hoi dé hd trg kinh doanh nhiéu hon. Trong nhiéu nam ty

1€ doanh nghiép c6 ban hang trén cac mang xa hgi déu co6 chiéu hudng tang dan.

Hinh 15: Ty I¢ doanh nghiép kinh doanh trén mang xa hoi qua cdc nam
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61% 59%

6% 39% 41%
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28%
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Co Khoéng
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c. Tham gia cac san thwong mai dién tir

Tuong tu nhu cac nén tang mang xa hoi, xu hudng quay tré lai cta cac san thuong
mai dién tir thoi gian gan day ngay cang thé hién 1 rét hon. Theo d6 nim 2020 c6 téi
22% doanh nghiép tham gia khédo sat c6 tham gia san giao dich thuong mai di¢n tur (tdng

5% so véi nam 2019).

Trong nhiing nim qua, VECOM ciing hop tac nhiéu véi cac san t6 chirc cac khoa
dao tao tap huan cho doanh nghiép trén ca nudc vé ki nang kinh doanh hiéu qua thong

qua san thuong mai dién tir, hoat dong nhan dugc su quan tam 16n cuia cong déng.

Hinh 16: Ty 1¢ doanh nghiép tham gia san TMDT qua cdc nam

100% 9
87% 87% 89% 88%
83% 78%

80%

60%

40%

17% 22%

20% +———13% 13% 419 12% " I
o I |
Ccé Khong
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Pic biét trong s cac doanh nghiép tham gia san thwong mai dién tir thi c6 t6i 23%

cho biét ho tham gia sau khi dich COVID-19 khoi phat.
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d. Kinh doanh trén nén ting di dong

Ty 1é doanh nghiép c6 website phién ban di dong khong c6 nhiéu thay ddi so véi
cac nam trude, co thé thay da sd cac doanh nghiép khong con Iya chon hinh thirc xay
dung mot website riéng danh cho phién ban di dong, thay vao do la giai phap xay dung
website mai co cong nghé tu dong diéu chinh giao dién tuong thich véi cac nén tang

khéac nhau nhu may tinh, may tinh bang, di dong...

Hinh 17: Ty I¢ website co phién bdn di dong qua cdac nam

0 0 (] (]
T T T T 1

2016 2017 2018 2019 2020

20%

15%

10%

5%

0%

Khac voi website phién ban di dong, viéc xay dung tung dung trén nén tang di
dong cua doanh nghiép doi héi & mirc cao hon 1a mot website thong thuong, thay vao do
mudn nguoi tieu dung tai vé cai dat va s dung thuong xuyén thi tmg dung doi hoi can
phai cung cip da dang céc giai phap, san pham dich vu pht hop véi nhidu nhu cau khac
nhau cua khéch hang.

Niam 2020 ciing xuat hién khai niém vé& Super app hay con c6 nghia 1a “siéu ung
dung” dé cap t6i vai tro va loi thé ctia nhirng app cung cdp mot hé sinh thai cho ngudi
tiéu ding trén di dong, chu dé nay ciing dugc néu ra va thao luan trong Dién dan Toan
canh thuong mai di¢n tor 2020 cia VECOM.

Khao sat cho thay ty 1¢ doanh nghiép c6 ing dung ban hang trén thiét bi di dong

nam 2020 c6 tang mot chit so véi nadm trudce.

Hinh 18: Ty 1¢ cé vrng dung bdn hang trén thiét bi di dong qua cdc nim

20% . 17%
15% 15% 14% 16%
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000 T T T T
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Nhiéu nim lién, Android van ludn 1a nén tang hang dau dugc doanh nghiép uu tién
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khi xay dung cac ing dung ban hang trén cac thiét bi di dong. Nam 2020 c6 75% doanh
nghiép cho biét wu tién xay dung cac Gmg dung trén nén tang Android (ting 5% so véi
nam 2019), tiép sau d6 1a trén nén tang I0S (48%) va Windows (37%).

Hinh 19: Ty 1¢ doanh nghiép phdt trién ieng dung bdan hang trén cdc nén ting di dpng

qua cdc nam
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Phan 16n doanh nghiép tham gia khao sat cho biét thoi gian trung binh luu lai cia
khach hang khi truy cap vao website thuong mai dién tir phién ban di dong/ing dung
ban hang & murc rat thap. Pa dén lic doanh nghiép cin thay doi dé nang cao nhiéu gia tri

hon nita cho ngudi tiéu dung tir cac ung dung va website phién ban di dong cua minh.

Theo d6, c¢6 t6i 38% doanh nghiép cho biét thoi gian trung binh khach hang luu lai

trén website va irng dung cta ho 1a tir 5-10 phut, & muc truy cdp dudi 5 phat 1a 32%.

Hinh 20: Thoi gian trung binh luu lgi ciia khdach hang khi truy cap website TMDT
phién bdan di dong hodc wng dung ban hang
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52% doanh nghiép da c6 cho phép ngudi mua thuc hién toan bd qua trinh mua sim
trén thiét bi di dong, ty 1é ndy cao hon mét chit so véi nim 2019 va c6 xu huéng dang
tang dan qua cac nam.

Ngoai ra ¢ 35% doanh nghiép cho biét ¢ trién khai chuong trinh khuyén mai
danh riéng cho khach hang st dung thiét bi di dong dé mua hang héa/dich vu va co 48%
doanh nghiép nhan don dit hang qua Gmg dung ban hang trén thiét bi di dong.

Hinh 21: Ty 1¢ doanh nghiép c6 website hé tro kinh doanh trén nén ting di dong qua
cdc nam
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e. Cac hinh thirc quang cdo website va ing dung di dong

53% doanh nghiép cho biét di quang cao website/img dung di dong thong qua cac
mang x3 hoi, day cling duoc coi 1 nén tang chinh trong nhiéu nidm lién tiép duoc doanh
nghiép uu tién sir dung nhiéu nhat. Tiép sau d6 méi 1a giai phap quang ba thong qua céc

cong cu tim kiém (29%).

Dic biét co téi 24% doanh nghiép tham gia khao sat cho biét chua st dung hinh

thirc quang cdo tryc tuyén nao.
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Hinh 22: Cac hinh thirc quang cdao website/irng dung di dong ciia doanh nghiép
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Dudi anh hudng cua dai dich COVID-19, nhin chung da sé cic doanh nghiép déu

cit giam chi phi quang cdo website/img dung di dong qua cac phuong tién truc tuyén va

mg dung di dong. Nam 2020 c6 57% doanh nghiép cho biét chi chi duéi 10 triéu dong

vao hoat dong quang ba nay.

Hinh 23: Uéc tinh chi phi quding ba website/irng dung di dong ciia doanh nghiép trén
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Ha Noi va Tp. Hb Chi Minh van 14 hai thanh phd dan dau vé mic chi ngan sach
cho cac hoat dong quang cio truc tuyén trong doanh nghiép. Theo d6 c6 35% doanh
nghiép ¢ Tp. HCM va 33% doanh nghiép & Ha Noi chi trén 50 triéu dong cho hoat dong

quang cao tryc tuyeén, muc chi ndy voi cac khu vuc con lai 1a rat thap.

Hinh 24: Chi phi quéng cdo phan theo nhém thanh phé trwc thudc Trung wong
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Khao sat nim 2020 cho thidy mang xa hoi va cac cong cu tim kiém van 1a hai kénh

hiéu qua nhét cho hoat dong quang cdo truc tuyén.

Hinh 25: Ddanh gida hiéu qud ciia viéc qudang cdo website/trng dung di dong

Tin nhin v tmg dung di dong 23% 56% 21%

Céc cong cy tim kiém 16% 53% 3

A B Thap
. .
Mang xa hoi  [HEYS 46% 41% Trung binh
A = Cao
Béo dién tir 29% 56% m

0% 20% 40% 60% 80% 100%

C6 thé thdy, mang xa hoi va cac cong cu tim kiém trong nhiéu nam trd lai day da
dan tro thanh hai nén tang chinh hd trg hoat dong kinh doanh cua cac doanh nghiép va
cling dugc coi 13 hai nén tang dem lai hiéu qua t6t nhat so voi cac phuong thirc truc

tuyén truyén théng khac nhu bao dién ti, tin nhin va ing dung di dong.

B



Hinh 26: Ty I¢ doanh nghiép danh gia hiéu qud cao cdc cong cu quang cdo truc
tuyén qua cdc nam

~.
Bl cHi s6 THUGNG MAI DIEN TU 2021

m2020 ®=2019 =2018 -~ 2017
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Bao dién tir Mang x4 hoi Céc cong cy tim kiém  Tin nhén va ung dung di
dong

Niam 2019 xuét hién dich bénh COVID-19 da gay anh huong 16n tdi toan thé gidi
trén cic mit van hoa — kinh té - chinh tri. Trong d6 khong thé khong nhic toi tic dong
1am thay d6i thoi quen mua sim cta ngudi tiéu dung ciing nhu phuong thire kinh doanh

cua doanh nghiép.

Tuy nhién, trong s6 cac doanh nghiép tham gia khao sat ciing c6 tdi 12% doanh
nghiép cho biét sé don dit san pham thanh cong c6 ting so véi nam 2019, c6 thé day 1a
nhitng nhom hang tiéu dung thiét yéu trong giai doan dich, 44% doanh nghiép cho biét

s0 don hang co6 giam.

Hinh 27: Ty 1¢ sé don ddt san phdm thanh cong so véi nim 2019

50%
45%
40%
35%
30%
25%
20%

44% 44%

15% 12%
10%
-
0%
Tang Giam Thay déi khong dang ké

P o



4. GIAO DICH THUONG MAI PIEN TU DOANH NGHIEP VOI DOANH
NGHIEP (B2B)
a. Str dung ciac phan mém quan ly

Ctr 100 doanh nghiép tham gia khao sat thi c6 87 doanh nghiép cho biét c6 sir
dung phan mém ké toan tai chinh, ty Ié nay co thay doi mot chit so voi cac nam trudc
va day ciling 13 phan mém duoc doanh nghiép sir dung nhiéu nhat. Tiép theo d6 1a phan

mém quan Iy nhan su (53% doanh nghiép c6 sir dung phan mém nay).

Ngoai ra nhém cac phan mém & mirc cao hon nhu quan Iy khach hang (CRM),
quan ly chudi cung &ng (SCM) va quan tri ngudn luc doanh nghiép (ERP) déu co ty Ié

doanh nghiép st dung rét thap va khdng c6 sy thay doi nhiéu so véi nhitng nim trudc.

Hinh 28: Tinh hinh sir dung cic phian mém qudn Iy qua cdc nim

100% 88% 89% 87%
m2018 m2019 = 2020

80%
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40% 1 30% 7% 28%

26% 25% 539
23% 18% 17% 16%

20% -
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Quan ly nhan sy K& toan, tai chinh SCM CRM ERP

Déi voi quy md doanh nghiép, cac doanh nghiép 16n ¢6 ty 18 st dung céc phan
mém cao hon hin so véi nhém céc doanh nghiép vira va nho. Bac biét trong nhom céc
phan mém chuyén sau nhu SCM, CRM va ERP thi doanh nghiép 16n c6 ty Ié sir dung
lan luot 14 53%, 62% va 57%, trong khi d6 cac doanh nghiép vira va nho c6 ty Ié s

dung thap hon rat nhiéu.

Hinh 29: Tinh hinh sir dung cdc phan mém qudn Iy theo quy mé doanh nghiép

100% 86% 86% 92%
80% 62%
. 53% ’ 57%

60% —48%

40% - —

20% 24%
20% - E —. 12%
0% - | 1
Quanly nhan sy  Ké&toan, tai chinh SCM CRM ERP
mSME Doanh nghiép 16n




b. Sir dung chir ky dién tir va hop dong dién tir
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63% doanh nghiép tham gia tra 15i khao sét cho biét cé sir dung chir ky dién ti,
tang hon mot chut so véi nam 2019.

Hinh 30: Tinh hinh sw dung chir ky dién tw qua cac nam
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63% 60% 60% 61% 60% 63%

60%
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Tuong ty nhu vay, 33% doanh nghiép tham gia khao sat ciing c6 st dung hop

ddng dién tir trong giao dich va ting hon mét chit so véi nam trude.

Hinh 31: Tinh hinh siv dung hop dong dién tir qua cdc nim
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¢. Nhin don diit hang va dit hang qua cic cong cu triee tuyén
Ty 1€ doanh nghiép nhan don dat hang qua email dang c6 xu huéng giam di trong
vai ndm tr¢ lai day, nguoc lai cac kénh nhu website, san thuong mai dién tir va mang xa

hoi dang c6 xu hudng dugc dung dé nhan don dit hang tang 1én.

Két qua khao sat nim 2020 cho thay ty I& doanh nghiép nhan don dat hang trén

san thuong mai dién tir va mang xa hoi tang manh hon han so Vi cac nam trudc.
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Hinh 32: Ty 1¢ doanh nghiép nhin don dit hang trén cdc cong cu trwe tuyén qua cdc
ndam

90% T ga% 8a%
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Email Website San TMDT Mang xa hoi

Tuong tu nhu trén, ty 16 doanh nghiép tién hanh dat hang (mua si B2B) vaéi cac
dbi tac trong nam 2020 ciing ting cao trén cac cong cu nhu mang X& hoi, san thuong
mai dién ta. Tréi lai xu hudng nay lai giam trén cac kénh nhu website va email.

C6 thé thay ngay ca viéc kinh doanh B2B, hién nay doanh nghiép ciing da dan

chuyén huéng qua cac nén tang mai nay.

Hinh 33: Ty 1é doanh nghiép dit hang qua cdc cong cu trwc tuyén
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Email Website San TMbT Mang xa hoi

R& rang xu hudng kinh doanh qua san giao dich thwong mai dién tur va cac mang

x& hoi dang dan tang cao trong nhitng nim gan day.
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d. Ty 1¢ dau tw, xAy dwng va van hanh website/irng dung di dong
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Trong nhiéu nam lién tiép, da s6 cac doanh nghiép khao sat déu co ty I¢ dau tu,
xay dung va van hanh website/ng dung di dong trén tong von dau tu cho thuong mai
dién tir & muc rat thap. Cé tai trén 60% doanh nghiép cho biét méi dau tu cho cac hoat
dong nay dudi 20% trong tong ngan sach chung chi cho thuong mai dién t.

Pic biét nam 2020 mai c6 6% doanh nghiép cho biét co dau tu trén 50% trong
t6ng sé ngan sach cua TMPT dé chi cho cac hoat dong dau tu, xay dung va van hanh
website/ing dung di dong. Ty I& nay giam rat nhiéu so véi nam 2019 trude do.

Hinh 34: Ty Ié dau tw, xdy dung va vin hanh website/itng dung di dong qua cdc nim

70%

63%

60% 2% g0%

60% -

50% -
m 2017

= 2018
= 2019
2020

40% -
0 32%

29% 30%

30% -

20% -
79 9% 10%

10%

0% -

Dué&i 20% Tir 20 - 50% Trén 50%

Nhom doanh nghiép I6n trén 300 lao dong ludn c6 xu hudng dau tu nhiéu hon
vao viéc xay dung va van hanh website/irng dung di dong cho doanh nghiép. bac biét ty
1& doanh nghiép 16n dau tu trén 50% vao cac hoat dong nay con cao hon ca nhdm doanh

nghi¢p vira va nho (SME) trong nam 2020 vura qua.

Hinh 35: Ty 1¢ ddu tw, xdy dwng va vin hanh website/irng dung di dong
phan theo quy mé doanh nghiép
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e. Panh gia hiéu qua cia viéc ban hang qua cac cong cu triee tuyén

Mang xa hoi van 1a mot kénh dem lai hiéu qua kinh doanh cao nhat cho doanh
nghiép trong nhiéu nam. Theo d6 nam 2020 c6 37% doanh nghiép danh gia cao hiéu qua
kinh doanh théng qua cac mang x& hoi. Tiép sau d6 1a website cua doanh nghiép va tng
dung di dong 1a hai nén tang duoc doanh nghiép danh gia dem lai hiéu qua cao & muc

ngang nhau (23%).

Ty 1& doanh nghiép sir dung san giao dich thuwong mai dién tr dang tang dan Ién,
tuy nhién dé dem lai hiéu qua kinh doanh cao trén nén tang nay doi hoi doanh nghiép
phéi c6 dau tu thém vao cac giai phap kinh doanh hiéu qua trén san, méi c6 19% doanh

nghiép co duoc hiéu qua kinh doanh cao thdng qua nén tang nay.

Hinh 36: Pdanh gid hi¢u qud ciia vigc bdn hang qua cdc cong cu true tuyén

Qua san giao dich TMDT
Qua rng dung di dén .
S I i
Trung binh
|| mew

Qua website cGa doanh nghiép

Qua mang xa hoi

| | | |
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f. Hi¢u qua kinh doanh nam 2020
50% trong tong sé doanh nghiép tham gia khao sat cho biét doanh thu nim 2020

c6 giam so véi nam 2019 do tac dong cua dai dich COVID-19. Tuy nhién van co tsi
10% danh gia doanh thu ting, nhém nay da s 1a cac doanh nghiép cong nghé va kinh

doanh c&c mat hang tiéu dung thiét yéu.

Hinh 37: Doanh thu nam 2020 so voi nam 2019
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5. GIAO DICH GIUA CHINH PHU VOI DOANH NGHIEP (G2B)
a. Tra ciru thong tin trén cac website co’ quan nha nwée

Ctr 100 doanh nghiép thi ¢ 34 doanh nghiép cho biét c6 thudng xuyén tra ciu

thong tin trén website cia cac co quan nha nudc, 59% doanh nghiép thinh thoang tra

ciru théng tin va van c6 7% doanh nghiép chua bao gid tra ciru cac thong tin nay. Cac ty

1& ndy khong c6 nhiéu thay doi so véi nhitng nam trude ddy.

Hinh 38: Xu hwong tra cwru thong tin trén cdc website co quan nha nwéc
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Thinh thoang Chwa bao gi&

Doanh nghiép 16n van la nhdm cd ty & thuong xuyén tra ctu thong tin trén

website ciia cic co quan nha nudc cao hon han so véi nhdm cac doanh nghiép vira va

nho (49% doanh nghiép 16n thuong xuyén tra ciru thong tin trong khi ty 1€ nay ¢ doanh

nghiép vira va nho 1a 32%).

Hinh 39: Ty I¢ tra ciru thong tin trén cdc website co quan nha nwéc
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b. Sir dung dich vu cong truc tuyén
77% doanh nghiép tham gia khao sét cho biét da sir dung dich vu cong truc tuyén
lién quan tGi cac tha tuc ding ky, cap phép, khai bao. .. dwoc cung cap trén website cia

cac co quan nha nudc, ty 1€ nay cao hon mot chut so véi nam 2019.

Hinh 40: Str dung dich vu céng trwe tuyén qua cdc nim
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Trong sé céc dich vu cong truc tuyén duoc cung cap thi khai béo thué dién tu
dugc doanh nghiép sir dung nhiéu nhét (83% c6 sir dung), tiép sau do 1a dich vu ding ky
kinh doanh (57% c6 sir dung). Ngoai ra cac dich vu khac van c6 muc st dung rét that

nhu nhitng nam trudce day.

Hinh 41: Tinh hinh sir dung mét sé dich vu cong trwe tuyén

100%

88% m 2018

90% 85%g39,

w2019

80%
2020

70%
57%57%

60%
51%

50%

40%

30%

20%

10% 12% 9% 10% 12% 9%

10% -

0% -

Dang ky kinh doanh  Khai bao thué dién t&r  Th tuc tau bién, nhap  Thii tuc c&p gidy ching Khai bao hai quan Khac
canh, xudt canh, qué canh  nhan xuat xt dién to



~.
Bl cHi s6 THUGNG MAI DIEN TU 2021

¢. Loi ich ciia dich vu cdng truc tuyén

Trong sé cac doanh nghiép da st dung dich vu céng truc tuyén thi c6 57% doanh
nghiép danh gi4 loi cua cac dich vu nay 1a rat c6 ich, 42% danh gia & muc twong ddi co
ich va chi 1% danh gia khong c6 ich. Pay ciing 1a mot ty Ié rat tét thé hién chat luong

cac dich vy cong dang duoc cung cap hién nay.

Hinh 42: Loi ich ciia dich vu cong triee tuyén qua cdc nam
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