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B6i cdnh mua hang B2B dang thay déi nhanh chéng véi cac kénh ki thuat sé ngay cang trd nén
quan trong déi véi cac giao dich va mdi quan hé kinh doanh thanh céng. Cdc nha mua hang B2B
ngay nay mong dgi nhitng trai nghiém ky thuat sé tinh vi, lién mach, phan anh su tién lgi va hiéu
qua ma ho da quen thudc trong cac giao dich B2C, déng thdi van gidi quyét dugc nhitng phirc
tap dac trung cuiia viéc mua hang kinh doanh.

B4o cdo nay xem xét quan diém clia ngudi mua B2B trén nhiéu nganh céng nghiép khac nhau vé
trdi nghiém mua hang ky thuat s, nhitng thach thirc va ky vong clia ho. Dya trén dir liéu khdo
sat toan dién tir nhitng ngudi mua va ngudi ra quyét dinh B2B, bao cdo nghién cru nay tiét 1o
nhitng co hdi dang ké dé cac nha cung cip B2B nang cao céc dich vu ky thuat sb cda ho.

Doc gia sé cé dugc nhitng hidu biét sau sac, cé thé hanh ddng vé sd thich clia ngudi mua déi véi
céc kénh mua hang ky thuat sb, kha ning ca nhan héa, yéu cau théng tin sadn pham, va hon thé
nira. Bdo céo ciing sé tiét 6 cac thanh phan dé tao ra trai nghiém thuong mai ki thuat sé B2B
VUt troi nham thic day sy hai long va long trung thanh clia khach hang.
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Vé nhirng ngudi tham gia khao sat

T4t ca nhitng ngudi tham gia khdo sat déu chiu trach nhiém va tich cuc tham gia vao

it nhat mot sd quyét dinh mua hang hodc mua sdm quan trong tai cac cong ty clia ho.

Ngudi tham gia khdo sat bao gom:

.19% ﬁlg%

Ban diéu hanh cép Phé chu tich Trudng phong
cao (C-Suite)

29%

CP

Giam dbc

Céc cong ty duogc dai dién trong bao cdo hoat déng trong nhiéu nganh céng nghiép
khéac nhau. Hau hét cé doanh thu hang n&dm tur

500 triéu USD dén hon 5ty USD
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Thong tin chi tiét chinh

Trong sd nhitng ngudi tham gia khao sat:

45% 67%

bay té su khong hai long da thuc hién 50-74% cac
V@i céc trai nghiém mua giao dich mua hang qua
hang ky thuat sb hién tai. kénh k¥ thuat sé.

46%

uu tién cac céng thanh

todn an toan, kha nang
hién thi héa don va quan ly
héa don/thanh toan hop
nhét.

69%  EEDA

du doan gié} tri mua hang str dung tin nhan tu
B2B trén thiét bj di dong sé dong, dugc ca nhé,n héa
tang trong 12 thang. tlr cac nha cung cap khi

co san.
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83%

mong doi khdi lugng mua
hang ky thuat so sé tang
trong nam tai.

chi
"rat hai long" vdi trai

nghiém mua hang trén
thiét bi di dong cua ho.

tan dung quy trinh lam
viéc tu PDF sang daon
hang dugc hd trg bai Al
tir cdc nha cung cép khi
cé san.
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Thai do va du dodn vé mua hang
B2B ky thuat sé

Cac kénh ky thuat s da tré thanh phuong thirc chl yéu dé mua hang B2B
dbi v6i cac chuyén gia mua sém va nhitng ngudi ra quyét dinh ngay nay.
D{t lidu cho thay ré rang rang mua hang ky thuat sé khong chi dd duoc
thiét [ap t6t ma con san sang cho su tang trudng tiép tuc.

Ty [& phan trdm céc giao dich mua hang B2B clia ban dugc thuc hién qua kénh ky thuat sé
trong 12 thang qua la bao nhiéu?

43%

27% 24% ® 1%-24%
® 25%-49%
® Khoang 50%
® 51%-74%

Trong s nhitng ngudi mua B2B dugc khdo sét, phan L&n (67%) bao cdo da
thuc hién tir 50-74% céac giao dich mua hang clia ho bang cac kénh k¥
thuat sé trong 12 thang qua. Biéu nay cho thay rang mua hang ky thuat sé
d& trd thanh phuong phap tiéu chuan thay vi mdt phuong phép thay thé
cho hau hét cac hoat ddng mua sam.
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Ty lé phén tram céc giao dich mua hang B2B clia ban dugc thuc hién qua kénh ky thuat sb
sé thay d&i nhu thé nao trong 12 thang tdi?

1%

@ Ting déng ké
@® Tang mot it
® Gan nhu khéng déi

® Gidm mot it

Xu huéng nay dugc du doan sé tang tdc. Hau hét nhitng ngudi tra i (76%) ky
vong céc giao dich mua hang ky thuat sb sé chiém ty & cao hon trong téng sé
giao dich mua hang cuda ho trong 12 thang t&i. Thém 7% mong doi mét su gia
tang dang ké.

Su tang trudng du kién nay nhan manh tdm quan trong clia viéc cac nha cung
cap B2B phai lién tuc cai thién va nang cao trai nghiém mua hang ky thuat sb
clia ho dé duy tri tinh canh tranh. Cac cong ty khéng dau tu vao kha nang
thuong mai ky thuat sd ctia ho cé nguy co gay ra trai nghiém tiéu cuc cho
khach hang, dac biét la khi moi trudng mua hang cda ho co6 thé dugc so sanh
véi cdc dbi thi canh tranh tién tién hon vé mat ky thuat sé, nhitng ngudi cé
thé déap (rng tét hon cac ky vong ngay cang thay déi clia ngudi mua.
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Nhin chung, ban hai long & mirc d6 nao vdi trai nghiém mua hang B2B
ma ban hién dang nhan dugc tir cac nha cung cép ctia minh?

49%

40%

Trong khi hau hét ngudi mua (55%) bay té it nhat mot chit hai long véi trai
nghiém mua hang ky thuat s6 B2B hién tai clia ho, bao gdm 6% rat hai long, van
con nhiéu co hdi dé cai thién. Mot ty [& dang chu y la 40% nhitng ngudi tra i tu
danh gid la "khéng hai long lAm" véi trai nghiém mua hang B2B cuda ho, trong khi
5% bdo cdo hoan toan khéng hai long.

Rat hai long
Kha hai long
Khong hai long ldm

Hoan toan khéng hai long

Nhiéu trai nghiém thuong mai k§ thuat sé B2B khong dap &ng dugc ky vong cla
ngudi mua. Didu nay xay ra vao thdi diém ma hau hét ngudi tiéu dung da quen
vdi vo s6 tinh ndng tim kiém, diéu hudng, theo ddi va thanh todn sdng tao trong
céc trdi nghiém thuong mai dién tr ca nhan cda ho
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Cac linh vuc chinh cé thé cdi thién

May mén thay, ngudi mua B2B mudn cac nha cung cap clia ho hiéu nhitng gi cé thé duagc
cai thién. Nhitng ngudi mua khaéng hai long tham gia vao nghién ciru da cung cap phan
hdi ré rang vé cach cac nha cung cép cé thé cai thién trai nghiém ky thuat sé clia ho.

Tinh minh bach va su giao tiép

Mot diém khé khdn phé bién lién quan dén tinh minh bach, véi mét ngudi tra (i nhan
manh rang "udc tinh giao hang va thdi gian van chuyén nén dugc thong bdo trudce khi
dat hang".

Tuong tu, hiéu qua giao tiép téng thé cling la mot yéu td ndi bat trong su khong hai long
clia ngudi mua, véi mot ngudi luu y rang "cac kénh giao tiép can dugc gitr don gian va
phan hoi trong thdi gian thuc vi cé nhiéu diéu can giao tiép ngay lap tic", chang han
nhu don hang bi tri hoan, thay d6i gid, va hon thé nira.

Diéu nay nhan manh tam quan trong ctda viéc trién khai cdc cong cu giao tiép hiéu qua,
thoi gian thuc trong cdc nén tdng mua hang k¥ thuat sb. Cac nha cung cip nén danh gia
cac kénh giao tiép hién tai ctia ho va ddm bdo rang ho cung cap phan hoi ngay lap tirc
va cap nhat van chuyén cho ngudi mua.

Tinh linh hoat trong thanh toan

Tinh linh hoat trong thanh todn néi [én nhu mot linh vuc khac can cdi thién. Theo mot
ngudi mua, phai cé "nhiéu tly chon thanh todn an toan va bao mat, hodc dé dang giao
dich".

Cac nha cung cap B2B nén da dang héa cac gidi phap thanh toén ctia ho trong khi ddm
bao céc bién phap bdo mat manh mé dé gidi quyét cac mdi quan tam clia ngudi mua.
Ddi v6i cac nha cung cép, viéc trién khai nhiéu phuong thirc thanh toan cé thé mang lai
loi thé canh tranh trong khi gidi quyét mot diém gay khé chiu dang ké cho ngudi mua.
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Quan ly don hang dugc sép xép hop ly

Ngudi mua cling mudn cé kha nang quan ly don hang dugc sép xép hop ly va
hop nhat. Mat ngudi tra 1oi dé xuat "mot bang diéu khién noi tdi cé thé quan ly
tat ca cac don dat hang, bao gia va héa don clia minh & mot noi, thay vi phai
chuyén d6i gitra email va PDF".

Mot ngudi mua khéc bay td su that vong véi nhirng trai nghiém khong két néi,
néi rang "cac kénh ky thuat sé nén duagc két ndi". "Néu toi bat dau mot don
hang truc tuyén, toi phai cé thé hoan thanh né mot cach dé dang trén web
hodc trén thiét bi di dong".

Ngudi mua coi su nhat quan da kénh (& rdt quan trong trong trai nghiém
thuong mai ky thuat sé B2B. Dit liéu cho thay cac nha cung cap B2B nén dau tw
Va0 O s& ha tang cdng nghé cho phép chuyén déi lién mach gitra cac thiét bi
va kénh trong subt hanh trinh mua hang.

Nhin chung, két qua khao séat cho thay ca viéc 4p dung mua hang B2B ky thuat
s6 day hira hen va nhitng co hdi déng ké dé cai thién. Khi cdc kénh ky thuat sb
tiép tuc chiém uu thé trong thuong mai B2B, cac nha cung cép giai quyét duagc
nhirng diém kho khdn chinh nay sé nang cao sy hai long va long trung thanh
cla khach hang.
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Cac cong cu, kha nang va tinh nang pho
bién trong mua hang B2B ky thuat s6

Nhiéu nha cung cdp B2B dang st dung nhiéu céng cu va tinh nang k¥
thuat sé dé sép xép hop ly cac quy trinh mua hang va cai thién hiéu qua.
Tuy nhién, mdt s6 nha cung cép thiéu cac kha nang ma ngudi mua da
quen thudc trong cac modi trudng mua hang kY thuat sb khac.

Dt lidu khado sat tiét 16 nhitng s thich ré rang dbi vai cac kha nang cu thé
gilip nang cao trai nghiém mua hang ky thuat sé va goi y noi cac nha cung
cép nén tap trung dau tu cong nghé cda ho.

Cac cong cu ky thuat s6 dugc stir dung nhiéu nhat

Khi cé sén tir cac nha cung cap clia ban, ban s dung céc cong cu ky thuat s sau day véi tan suat nhu

thé nao?
® ® e o ® Chung tdi chua thay, nhung
Luén luén Thudong xuyén Thinh thodng Khéng bao gic chung téi quan tam.
44%
0,
36% 36% 40% 40%
37%
33% 33% o,
29% 28%  30% 28% 2"
0,
23% 19
0,
2% 3% 3% /°I 4%
— - - |
Nhiéu tuy Dédangtruy  Thoéng tin ton Thongtinsan  Danh sdch mua sém
chon cap ky thuatsd khotheothdi  pham, phanloai  da luu vatly chinh
thanh toan Va0 céc dai gian thuc va chitiét gidcd cho hd so ngudi mua
dién ban hang chinh xac ca nhan
o 49% o
47% 46% 46% 43%
41% 40% 40%
17°/
. o 14% 12% 11% 11%
(] 0, [+ 0 0,
e I 2 l 1% 1% 2% A, 1%
Kham phdsdn  Canhan hda(cac Cac quy trinh Kha nang yéu Mua hang v
phdm cé huéng  wu dai, bang didu  phé duyét va cau bdo gia phuc vu va
dén khién, danh sach hgp tac dugc  dugc sip xép quan ly tai
san pham, tin nhin sép xép hop hop ly khoan

dugc cd nhan hoa, ly

V.V.)
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Tinh linh hoat trong thanh todn ndi bat & cong cu ky thuat sé dugc str dung thudng
xuyén nhat, véi 36% ngudi tra Lo bdo cdo rang ho "ludn ludn" sir dung nhiéu tly chon
thanh toan khi cé sén tir cac nha cung cap. Tiép theo sat (& kha n&ng truy cap ky thuat
s6 vao cac dai dién ban hang, ma khodng mot phan ba sd ngudi tra i (33%) "ludn
ludn" str dung.

Cudi cung, thong tin tdn kho theo thdi gian thuc (30%) va thong tin sdn phdm chinh
X4c (28%) & cac cong cu ky thuat sd hang dau ma ngudi mua "ludn ludn" st dung khi cé
san.

Cac md hinh str dung nay cho thay rang trong khi ngudi mua danh gia cao céc kha nang
tu phuc vu, ho van yéu cau quyén truy cap vao thong tin chi tiét va huéng dan chuyén
moén cho cac giao dich mua hang phuc tap. Tradi nghiém mua hang ky thuat sé B2B
thanh céng nén két hop tinh linh hoat trong thanh toan vdéi tu dong hda, tu phuc vu,
tuong tac véi con ngudi va thong tin thai gian thuc dé thic day doanh sé ban hang va
long trung thanh, dac biét la déi véi cac kich ban mua hang phuc tap hon.

Céc tinh ndng ca nhan hda ciing cho thay su 4p dung manh mé trong sé nhitng ngudi
mua B2B, v&i 49% bdo cdo rang ho "thudng xuyén" sir dung céc céng cu ca nhan hda
khi cé san. Tuong tu, khdm phd sdn pham cé huéng dan (47%) va cac quy trinh phé
duyét va hop tac duoc sap xép hop Ly (46%) dugc "thudng xuyén" str dung bdi gan mot
nlra sé ngudi tra Loi.

Cac nha cung cap B2B nén uu tién cac cong nghé gitip ngudi mua diéu huéng céc danh

muc san pham phdc tap mét cach hiéu qua va tao diéu kién cho su hgp tac nhdm noi
bd trong céc quyét dinh mua hang.
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Cac kha nang ca nhan héa
Khi c6 sén tir cac nha cung cap clia ban, ban str dung cac khd niang ca nhan héa
sau day véi tin sult nhu thé nao?

oLudn lubn @Thudng @ Thinh thodng @Khéng @ Chung toi chua thay, nhung

xuyén bao gid chuing téi cé quan tam.
48%
42%
34%
33%
26% 26% [l 2% 24% -
Hién thi truc quan Xép hang va dé xuét Dat hang dugc sép xép
tuy chinh va két qua san pham tu déng hop ly, hd trg béi Al cho
tim kiém gitp cai dua trén lich strva phép ban tao don dat
thién kha nang nhu cau kinh doanh hang bang mot tép PDF
kham phé sadn phadm clia ban dugc gui qua email
0,
58% 54%
48%

20% 22%

12%

III III 2% 1%1%
Tin nhan tu déng, dugc Mot tro ly cd nhan Al tra Cac kha nang tim kiém
ca nhan hoa dugc kich 16 cau héi, cung cap bao duoc hd tro bai Al
hoat bdi hoat déng mua gia, tao danh sach mua mang lai trdi nghiém
hang truc tuyén clia ban sam, v.v. ngon ngit tu nhién

trong qua trinh mua
hang
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Cudc khdo sat cho thay su tham gia dac biét manh mé vao céc kha nédng ca
nhan héa clia cac nha cung cap.

Tin nhén ty dong, dugc ca nhan héa dugc kich hoat bdi hoat dong mua hang
truc tuyén dugc sir dung "ludn ludn" hodc "thudng xuyén" bdi 78% sé ngudi
trd 1o khi c6 sén. Diéu nay cho thdy ngudi mua dénh gid cao viéc giao tiép
cht doéng cung cap thong tin lién quan vao nhitng thai diém thich hop trong
hanh trinh mua hang cta ho.

Cac kha ndng dat hang dugc sap xép hap ly, hé trg bdi Al cho phép ngudi
mua tao don dat hang tu cac tép PDF dugc gi qua email dugc sir dung
thudng xuyén hodc ludn ludn bdi 72% sb ngudi tra 1oi. Ngudi mua dudng nhu
coi trong céac cong cu két néi cdc quy trinh dua trén tai liéu truyén thong véi
cac quy trinh lam viéc ky thuat sb hién dai, giam bét viéc nhap dir liéu thu
cbng va ganh nang hanh chinh cda ho.

Ngoai ra, xép hang va dé xuat san pham tu dong dua trén lich str ngudi mua
(68%) va trung bay hinh anh tuy chinh véi khd nang kham pha san pham
duogc cai thién (67%) cho thay ty & 4p dung manh mé v&i hau hét nhing
ngudi tra L&i néi rang ho ludn ludn hodc thudng xuyén sir dung chung. Nhitng
phét hién nay chirng minh rang cac cong cu cd nhan héa tinh vi gitip tiét kiém
thoi gian va cai thién su lién quan dugc danh gid cao trong bdi cdnh mua
hang B2B.

Ddi véi cdc nha cung cép, viéc dau tu vao Al va cdc cong nghé ca nhan héa cé
thé phan tich hanh vi cia ngudi mua va tuy chinh tradi nghiém mua hang mot
cach hiéu qua sé la rat quan trong. Nhitng khoan dau tu nhu vay cé thé cai
thién dang ké trai nghiém ctia ngudi mua dong thdi cé khd ndng tang gia tri
don hang théng qua cac dé xuat san pham cé lién quan.
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Su hai long véi Cac tinh nang cdia bang diéu khién (Dash board)

it nhat mot trong cac nha cung cip clia ban cung cép tinh nang nao sau day nhu mot phan
clia bang diéu khién mua hang dé quan ly cac giao dich mua B2B clia ban?

Theo do6i don hang theo thdi gian thuc: Theo déi trang thai don hang tur khi dat
hang dén khi giao hang.

75%

Quan ly héa don: Truy cap va quan ly héa don trong dash board

73%

Lich str don hang & Phan tich: Xem lai cac don hang trudc day, xu hudéng chi tiéu
va cac san pham phé bién.
53%

D& xuat san pham dugc cd nhan héa: Cac dé xuat dugc diéu chinh dua trén cac
giao dich mua trudc dé.
52%

Nhiéu tai khodn ngudi dung: bang diéu khién dugc ca nhan héa cho cac ngudi mua
khac nhau tr cing moét cong ty.

48%

Tao bdo cdo ¢ thé tuy chinh: Tao céc bdo cdo tuy chinh dua trén cac tiéu chi cu thé.
47%

Tao bdo cédo c6 thé tuy chinh: Tao céc bdo cdo tuy chinh dua trén cac tiéu chi cu thé.
45%
Chirc nang d&t hang lai nhanh chéng: D& dang lap lai cac don hang trudce dé chi véi

mot ct nhap chudt.
33%

Céc chi s hiéu suat cia nha cung cap: Theo déi hiéu suat clia nha cung cép dua trén
cac chi so chinh nhu giao hang ding han va chat lugng san pham.

24%

Khi thuc hanh cdc tinh nang cla bang diéu khién do cac nha cung cap cung cép,
theo d&i don hang theo thoi gian thuc tir khi dat hang dén khi giao hang dan dau
vé viéc ap dung clia nha cung cap & mirc 75%, tiép theo sat la quan ly hoa don
trong bang diéu khién & mirc 73%. Chi hon mét nira sé ngudi tra L6 bdo cdo cé
quyén truy cap vao phan tich lich sir don hang dé xac dinh xu huéng chi tiéu
(53%) va cac dé xuat san pham duogc ca nhan hoéa dua trén céc giao dich mua
trudc do (52%).

Céc tinh nédng it phd bién hon bao gém cac chi sé hiéu suat clia nha cung cép
(24%) va chirc nang dat hang lai nhanh chdng (33%).
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Trong khi cdc cong cu theo doéi va quan ly tai chinh co ban dang tr& nén tiéu
chuén, céc tinh nang phan tich va tién lgi tién tién hon dai dién cho mot co hoi
dé cac nha cung cap tao su khac biét cho céc clra hang ky thuat sb ctia ho. Céc
nha cung cdp cling cé thé ndi bat bang cach cung cap cac tinh nang ma it
ngudi mua cé thé tim thdy & nai khéac, chang han nhu céac chi sé hiéu suat tu
bao céo va tao bdo cao tuy chinh.

Ban dé chi ra rang it nhat mot trong cdc nha cung cap cda ban cung cap moi
tinh nang sau day nhu mét phan cda bang diéu khién mua hang dé quan ly cac
giao dich mua B2B cUa ban.

@ Luon luén @ Thuong @ Thinh ® Khong bao gig

Xxuyén thodng
0, 0,
57% 53% 51% 520 59%
41% 41% 41% 38% e
0 6% 6% 2% 8% 2% I 6% 2%
. [ - . -
Theo doi don Quan ly héa Tao bao céo Nhiéu tai Cé nhan hoda viéc
hang theo don co thé tuy khodn ngudi  dé xuat sdn pham
thai gian chinh dung
thuc
71%
62% 60% 58%
32% 31% o
24% M . 219%
6% 7% 59 l . 8%
[ | [ . |
Lich str don Tich hop véi Chirc nang dat Céc chis6
hang & Phan phan mém ké hang lai nhanh hiéu suat cua
tich todn nha cung cap

Cac nha cung cép cﬁng,cé co hdi cai thién céac tinh nang hién c6 dé co
tréi nghiém mua hang tét hon, vi mirc dd hai long vé&i cac tinh ndng bang
diéu khién nay thay déi dang ké.
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Trong s6 nhitng ngudi trd oi cé nha cung cdp cung cép tinh nang theo doi
don hang theo thdi gian thuc, 57% bao céo "rat hai long" véi khd nang nay.
Tuong tu, 53% bay té su hai long cao véi chirc nang quan ly héa don.

Tuy nhién, hau hét nhitng ngudi tra L&i cé quyén truy cap vao céc tinh ning
nang cao hon nhu cac chi sé hiéu suat clia nha cung cap, dat hang lai nhanh
chéng, tich hgp phan mém ké toan, phan tich lich sir don hang va cac dé xuéat
dugc ca nhan hoa bao cao chi "hoi hai long" véi cac khad nang nay. Khoang
céch hai long nay cho thay réng trong khi cdc nha cung cip dang trién khai
céc tinh nang nay, van con nhiéu co hdi dé cai thién trong viéc thuc thi va trai
nghiém ngudi dung clda chung.

Ngudi mua B2B danh gia cao va thuang xuyén st dung cac céng cu ky thuat
s6 gilp ting cudng tinh minh bach, sdp xép hop ly cac quy trinh va cung cap
trai nghiém dugc cd nhan héa. Cac nha cung cdp xuat sac trong viéc trién
khai cac khad ndng nay, dic biét la cdc tinh nang it phé bién hon nhung dugc
déanh gia cao, sé gianh duoc loi thé canh tranh dang ké trén thi truong B2B.

16
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b‘ InSIths ’ tuong lai cdia mua hang truc tuyén

Tinh hinh mua hang trén thiét bj
di dong, thanh toan va trai
nghiém mua hang B2B

Ngudi mua B2B ngay cang thuc hién cac giao dich kinh doanh khi dang di
chuyén, st dung thiét bi di déng clia ho dé mua hang. Tuy nhién, ho van uu
tién sir dung cac nén tang mua hang tich hap, noi ho ¢ thé str dung nhiéu tuy
chon thanh toan va xem tat ca dit liéu mua hang ctia ho & mot nai.

Diéu quan trong ddi vdi ban la cé mdt nén tang duy nhat noi ban cé thé dat hang, xem héa don
va thanh toan & cung mot noi & mdc dé nao?

74%

@ Rét quan trong
® Khé quan trong

® Khdng quan trong [dm
1%

Gan ba phan tu sb ngudi tra i (74%) cho biét viéc cd mot nén tang duy nhat dé
ho co thé dat hang, xem hda don va thanh toan & cung mét noi la hai quan trong
va 25% cho biét la rat quan trong. Sy déng thuan nay nhan manh rang cac hé
thdng phan manh va cdc quy trinh bi cd lap khong con dugc chap nhan déi véi

hau hét ngudi mua B2B.

Céc nha cung cap khong cung cép cac nén tang hop nhat, than thién véi ngudi
dung cé nguy co bi tut lai phia sau khi ngudi mua huéng téi cdc nha cung cap don
gidn hda va tap trung héa hanh trinh mua hang. Dau tu vao cac hé sinh thai ky

thuat sé tich hop gior day & diéu can thiét dé dap (ng ky vong clia khach hang.
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tuong lai cla mua hang tryuc tuyén

Su hai long vdi trai nghiém trén thiét bj di doéng

M&c du cac khd nang mua hang trén thiét bj di dong da tré nén ngay
cang quan trong trong khéng gian B2B, cac dich vu hién tai dudng nhu
khong dap rng dugc ky vong clia ngudi mua. Két quad khdo sét chi ra
nhitng co hoi dang ké dé cdc nha cung cap nang cao trai nghiém thuong
mai di dong va cdc giai phap thanh toan cua ho.

Nhin chung, ban hai long & m(rc d6 nao vdi trai nghiém mua hang B2B trén
thiét bi di d6ng ma ban hién dang nhan dugc tir cac nha cung cap ctia minh?

4%
\

® Rt hai long
® Kha hai long

® Khong hai long &m

D{r liéu tiét 16 su thiéu hai ldong ddng chu y vdi tradi nghiém mua hang B2B
trén thiét bi di dong, v&i 80% sd ngudi tra Loi bao cdo réng ho chi "hoi hai
long" véi cac dich vu di ddng hién tai clia cac nha cung cép ctia ho. Chi cé
4% bay td su "rat hai long".

Mé&c du cac kha nang di dong ngay cang cé san, ching thudng khéng mang
lai trdi nghiém li&n mach ma ngudi mua dd mong dgi tir cdc tuong tac
thuong mai dién t&r tiéu dung cda ho. Dbi v6i cac nha cung cap B2B, diéu
nay vira la mot thach thirc vira [a mot co héi dé tao su khac biét thong qua
cdc trai nghiém di dong vuot troi.
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Quan diém cla ngudi mua B2B vé
tuong lai ciia mua hang tryuc tuyén

b2b Insights |

Vi ban khéng hai long v&i trai nghiém mua hang B2B trén thiét bi di dong hién tai
ctia minh, cac kha nang va tinh nang sau day da déng gép vao su that vong clia
ban & mirc d6 nao?

@ Diéu nay rat @ Diéu nay hoi ® bay khéng ® Chung toi
déang that vong. déang that phai la van chua xem
vong. dé xét.
56% 56% 56%
44%
38% 31%

. 6% 13%
I -

Cac tuy chon thanh toan
di dong thiéu bdo mat va

Mot giao dién ngudi
dung khéng sach sé,

Thiéu téi vu héa di dong
trén cac b6 ciu hinh san

khong lién mach va tinh linh hoat ph&m cho cdc mat hang
khong sép xép hap ly phtrc tap
81%
56%
44%
[»)
31% 25% 25% o
19%
HEw =
(]
[ —

Céc vén dé vé kha nang

tiép can, chdng han nhu
thiéu ho trg da ngon ngt,
cong nghé doc man hinh,
tuy chon c& chit, hodc cac

Thiéu tich hop véi céc
hé théng quan ly mua
sam va chudi cung
Urng clia chiing toi

Mot &rng dung di dong,
trang web hodc céng
thang tin thiéu chirc
nang cla trang web

thuong mai dién tr

van dé khac tiéu chudn ctia cac nha

cung cap

Trong s6 16% sb ngudi tra 1oi néi rang ho "khdng hai long lAm" véi trdi nghiém mua
hang B2B trén thiét bi di dong clha ho, cac diém kho khan cu thé xuat hién ro rang.
Cdac van dé vé giao dién ngudi dung dugc xép hang la su that vong dang ké nhat,
V@i 56% sb ngudi tra loi khdng hai long mé ta cac giao dién khong truc quan & "rat
déang that vong" va 44% khac thdy ching "hoi déng that vong".

Cac mdi quan tam vé bado mat va tinh linh hoat trong cdc tly chon thanh todn di

dong cling la mot yéu td néi bat, véi 38% sd ngudi tra 16i nay danh gid chung a
"rat dang that vong" va 56% la "hai dang that vong".
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b‘ InSIths ’ tuong lai cdia mua hang truc tuyén

Ngoai ra, viéc thiéu téi vu hda di dong cho cac bd ciu hinh san pham khi mua
cac mat hang phuec tap gay khé chiu cho nhitng ngudi mua khong hai long, vai
31% thay diéu nay "rat dang that vong" va 56% "hoi dang that vong".

Nhitng phat hién nay nhan manh nhu cau cac nha cung cap phai tap trung vao
thiét ké trdi nghiém ngudi dung, bado mat thanh toan va dam bao cac tac vu
mua hang phtrc tap cé thé dugc hoan thanh hiéu qua trén cac thiét bi di dong.

Du dodn tang trudng di dong

Ban mong doi gia tri trung binh ctia cac giao dich mua B2B trén thiét bj di dong ctia minh sé thay
d6i nhu thé nao trong 12 thang tai?

4%

@ Ting dang ké
@ Tangit

® Gan nhu khong dsi

B4t chap nhitng han ché hién tai, quy dao ctia viéc mua hang B2B trén thiét bj di
dong dudng nhu rét tich cuc.

V&i mot da sb ré rang, 85% sb ngudi tra 61 mong doi gia tri trung binh clia céc giao
dich mua B2B trén thiét bj di dong cla ho sé tang mo6t chut trong 12 thang téi.
Thém 4% du dodn mot su gia tang dang ké.

Pay la tin tét cho cac nha cung cdp da dau tu manh vao trdi nghiém di dong,
nhung né cling c6 nghia la moét s6 nha cung cap c6 thé bi tut lai phia sau khi ngay
cang co nhiéu ngudi mua B2B dua vao dién thoai do cong ty cép hoac dién thoai
cd nhan ctia ho d& mua sdm. Cac cong ty dau tu vao viéc tdi vu hoéa trai nghiém
mua hang trén thiét bi di dong cta ho sé & mot vi tri manh mé hon dé phuc vu
khach hang khi khéi lugng giao dich di dong tang lén trong nhitng nidm téi.
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tuong lai cla mua hang tryuc tuyén

Viéc ap dung va sd thich thanh toan online

Khi c6 san tir cac nha cung cép cua ban, ban sr dung cac cong cu thanh toan ky thuat
s6 (vi du: cng thanh toan truc tuyén, thanh toan di dong) véi tan sut nhu thé nao?

79%

® Ludnludn
@® Thudng xuyén

9% ® Thinh thodng

Cac kha nédng thanh toan ky thuat sé cho thay su 4p dung manh mé trong
s6 nhitng ngudi mua B2B, v&i 79% bao céo ring ho s dung cac cong cu
thanh toan ky thuat sé "thudng xuyén" khi cé sén tir cdc nha cung cép va
9% khéac sl dung chuing "ludn ludn". Véi ty lé dp dung cao trong sé ngudi
mua, cac céng cu nhu céng thanh toan truc tuyén va thanh todn di dong
gi& day la mot nhu cau thiét yéu ddi véi cac nha cung cap B2B. Cac cong ty
nén coi chung la cac tinh ndng tiéu chudn thay Vi céc tién ich b6 sung tuy
chon.

Cac nha cung cap cé thé [&p rap cac cong cu nay tirng cai mot. Tuy nhién,
thudng thi viéc trién khai mot nén tdng thanh todn hgp nhéat cung cép
nhiéu céng cu thanh todn ciing nhu cac tly chon thanh toén linh hoat sé
dé dang va hiéu qua hon vé chi phi.
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tuong lai cla mua hang tryuc tuyén

Nhirng tinh ndng nao sau day a quan trong nhat hoic sé la quan trong nhat déi véi ban
trong mot nén tang thanh toan hop nhat?

Kha nang hién thi héa don: Cho t6i thay nhitng héa don nao tdi cé sén va ching danh
cho nhitng don hang nao, cling véi trang thai va ngay dén han.

CA8ng thanh todn an toan: Pam bdo cac giao dich an toan vdi céc tinh nang nhu
tuan tha PCIDSS va bdo vé chéng gian lan.

46%

Quan ly héa don va thanh todn tich hgp: Quan ly héa don va thanh todn trong mot irng
dung hodc véi dang nhap mot lan gitra cac (rng dung, gidm thiéu nd luc thd cong.

Cac diéu khoan thanh todn linh hoat: Cung cip cac diéu khoan thanh toan linh hoat dua
trén lich s&r mua hang hoac chi tiét don hang cla toi.

42%

Nhiéu tuy chon thanh todn: Cho phép t6i chon t&r nhiéu phuong thic thanh toan khac
nhau, chang han nhu thé tin dung, thé ghi ng, chuyén khoan ngan hang truc tuyén/ACH
va tin dung thuong mai/tai chinh.

40%

L&i nhéc thanh toan tu dong: Guri loi nhic cho cac khodn thanh todn sdp téi dé gitip
tranh phi tré han.

36%

Gan/Quy trinh lam viéc héa don: Ty déng gan hda don cho cac thanh vién nhém cu
thé dua trén vai tro, trang thai, vi tri, s6 tién héa don hodc céc yéu té khac.

35%

Lich st thanh todn va phan tich toan dién: Cung cdp cac ban ghi chi tiét va thong tin chi
tiét vé lich st thanh todn va mé hinh chi tiéu cda tai.

9%
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gudi mua B2B vé
b‘ InSIthS ’ tuong lai cdia mua hang truc tuyén

Khi ddnh gia cac nén tang thanh todn hgp nhét, nhitng ngudi tra
l&i x4c dinh mot sb tinh nang quan trong nhu nhau, méi tinh nang
dugc 46% ngudi tham gia khao sat uu tién.

Cac giadi phap quan ly héa don va

1 thanh toan tich hop
gitp gidm thiéu nd luc thu cong thdng qua cac kha
nang dang nhap mot lan dugc xép hang trong sé cac
uu tién hang dau.

Cac cong thanh toan an toan

2 v@i cac tinh nang manh mé nhu tuan tha PCI DSS va
bdo vé chéng gian lan dugc dénh gia cao nhu nhau,
lam ndi bat tdm quan trong séng con ctia bdo mat
trong cac giao dich B2B.

Kha ndng hién thi héa don toan dién

3 cung cap chi tiét vé cac héa don cé san, cac don
hang lién quan va trang thai thanh toan cling néi lén
nhu mot yéu cau hang dau.

Ngudi mua B2B coi cdc kha ndng nay la yéu cau nén tang trong mai trudng thanh
toan ky thuat sb. Béi véi cdc nha cung cdp, mdt nén tadng thanh todn hiéu qua
phai gidi quyét ca ba linh vuc nay cing mdt lic va cung cap cac kha nang nang
cao khac, chang han nhu céc diéu khodn thanh toan linh hoat, l&i nhac tu dong
va quy trinh lam viéc héa don.

Cac nén tang thanh toén toan dién cung cip cac tinh ndng nay cé sin, mang lai
cho céc nha cung cidp mot co hdi dang ké dé nang cao cach ngudi mua thuc hién
cac giao dich mua hang théng qua cac kénh ua thich. Khi cac giao dich di dong
tiép tuc ting ca vé tan suat va gia tri, cdc nha cung cap mang lai trai nghiém mua
hang trén thiét bi di ddong an toan, truc quan va toan dién sé thiét lap céc tiéu
chuén cua trai nghiém thuong mai ky thuat sé B2B.
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gudi mua B2B vé
b‘ InSIthS ’ tuong lai cdia mua hang truc tuyén

Két luan: Tao ra trai nghiém mua
hang B2B noi bat

Két qud cla nghién clru cho thdy cac nha cung cap cé thé nang cao trai
nghiém mua hang B2B béng cach tap trung vao ho trg cht dong, tinh minh
bach va céc giai phap duoc diéu chinh phi hop dé cung cép su cd nhan héa va
tinh linh hoat.

Ngoai cac phat hién clia nghién clru, cdc cudc tro chuyén véi nhirng ngudi tra
1o tiét 16 rang ngudi mua danh gid cao cac nha cung cap ludng trudc duogc
nhu cau cla ho va cung cap hd tro kip thdi, hiéu qua. Vi du, mot ngudi tra Loi
nh&n manh, "Chung téi dd lam viéc v&i mot nha cung cip da thém mét tinh
nang trd chuyén truc tiép vao nén tang dat hang clia ho. B4t clr khi nao ching
tdi cé cau hdi ky thuat, mot ky su cé kién thirc da tra i trong vong vai phut".

Diéu nay chirng td tdm quan trong cla giao tiép thoi gian thuc va chuyén mén
ky thuat trong viéc xay dung long tin va su ty tin trong cac quy trinh mua
hang phirc tap. Mot chii dé lap di l&p lai khac trong céc cau trd Lo la gid tri cla
cac quy trinh duagc sép xép hop ly va dich vu dugc cd nhan héa. Ngudi mua
dénh gia cao khi cac nha cung cap don gidn héa céc thu tuc gidy td, cung cap
cdc tuy chon thanh toan va van chuyén linh hoat, va cung cép cac diém lién
hé chuyén biét. Nhu mdt ngudi mua da luu y, "Nha cung cép clia chung toi da
tao diéu kién theo déi don hang bang céch cung cép cho ching téi cac cap
nhat theo thdi gian thuc. Bao bi dugc dan nhan sén dd dugc cung cip cho cac
don hang clia ching téi, gilip ching téi dé dang phan loai va s dung san
phdm ngay lap tac".

Nhirng cai tién nhu vay khong chi tiét kiem thai gian ma con gidm ma sat trong
hoat déng va giup ngudi mua dap Ung cac thoi han quan trong. Cac nha cung
clp B2B c6 thé ndi bat bang cach ap dung céc cong cu ky thuat sd dé tang
tinh minh bach, cung cap hé trg phan trng nhanh va cé kién thirc, va tly chinh
cac dich vu ctia ho dé phii hop véi nhu cau riéng clia tirng ngudi mua.

Béng cach uu tién céc linh vuc nay, cac nha cung cdp khong chi cé thé giai

quyét céc thach thirc trudc méat ma con nudi dudng long trung thanh au dai
va dinh vi minh & d6i tac khong thé thiéu trong thanh cong cdia khach hang.
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Cac dé xuat chinh

Céc nha cung cép B2B c6 thé cai thién trai nghiém cla
khach hang bang cach thuc hién nhitng diéu sau day:

Tich hop céc cong cu giao tiép thdi gian thuc:

1 Ngudi mua yéu cau hd tro tirc thi, véi tro chuyén truc tiép
va tin nhan duoc ho tro bdi Al, gidm ma sét trong céc giao
dich mua hang phurc tap.

T6i wu héa giao dién di dong dé mua hang
2 lién mach trén nhiéu thiét bi:

Ngudi mua khong hai long ldm véi trai nghiém di dong clia

ho, véi ly do L& cac bd cau hinh sdn phdm cong kénh va sy

khéng an toan cda thanh toan.

M& rong cac tuy chon thanh toan linh hoat,
3 an toan:

Cac tuy chon thanh toan han ché la mét diém khé khan
chinh, va nhiéu ngudi mua ludn s dung nhiéu phuong
thire thanh todn trong mot giao dich mua hang.

Hop nhat quan ly don hang vao mot bang

diéu khién hgp nhét:

Ngudi mua mudn cé thé giam sat, theo ddi va phan tich
cdc giao dich mua hang cliia ho trong mét khoéng gian duy
nhat, ma khong phai xtr ly nhiéu email va bang tinh.

DPau tu vao Al ho trg ca nhan hoa, dé xuat va
5 tim kiém san pham:
Ngudi mua ngay cang thich cac dé xuat sdn pham tu dong

va dang dua vao két qua tim kiém tuy chinh dé sép xép hop
ly viéc kham pha san pham.
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b‘ InSIthS ’ tuong lai cdia mua hang truc tuyén

OroCommerce & mot nén tdng thuong mai tap trung vao B2B cho phép céc quy trinh
ban hang phic tap cho cdc nha sdn xuat, nha ban buén va nha phan phdi.
OroCommerce la mét gidi phap hoan chinh bao gédm cac gidi phap CRM va thj trudng
vdi cdc clra hang truc tuyén duogc téi uu hda cho nhu cau clia ngudi ban B2B bao gom
RFQ (yéu cau bdo gia) va CPQ (dinh ciu hinh gid bao gia). OroCommerce cé nhiéu kha
nang doc dao bao gdm mot cong cu tu ddng hda quy trinh lam viéc it ma, va & mot
nén tang dan dau thi trudng dugc cdng nhan bai cdc nha phan tich nganh va cac hiép
hdi thuong mai.

Nhitng ngudi sang lap ctia OroCommerce la nhitng cuyu chién binh trong nganh
thuong mai dién t&r Yoav Kutner, CEO; Dima Soroka, CTO; Jary Carter, CRO; va Roy
Rubin, Gidm déc Ban cé van clia Oro. Dé biét thém thaong tin vé OroCommerce, hay
truy cap

b2Db Insights

B2B Online Insights, bd phan nghién clru nganh va xuéat ban ky thuat sé ctia B2B
Online, cung cép di liéu va phan tich tién tién vé cac xu huéng, thach thirc va co hoi
trong céc linh vurc thuong mai dién td&r B2B va tiép thi ky thuat s6. Thong qua céc bdo
cdo nghién clru toan dién, cac hodi thao truc tuyén va cac sang kién lanh dao tu
tudng, ching toi trao quyén cho cac nha ldnh dao B2B cdp cao dé dua ra cac quyét
dinh chién lugc cé hiéu biét va dan dau trong bdi canh ki thuat sd dang phat trién
nhanh chéng.

Thong tin chuyén cdia chiing t6i khdng chi cung cap thang tin cho céc nha lanh dao
B2B ma con két néi cdc nha cung cap gidi phap séng tao véi cac nha ra quyét dinh
chdi chét, nudi dudng mat hé sinh thai nang dong thic day tuong lai clia thuong mai
ky thuat sé trong nganh ban budn B2B. Dé biét thém thong tin, vui long truy cap
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