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CHUONG 1. TONG QUAN MON HQC QUAN TRI LOGISTICS

1.1 Logistics trong nén kinh té hién dai
1.1.1 Khdi niém va sw phdt trién cia logistics kinh doanh

Logistics 12 mot thuat ngit c¢6 ngudn gbc Hilap - logistikos - phan anh mén khoa hoc
nghién ctru tinh quy ludt cia cdc hoat ddng cung g va dam bdo cdc yéu t6 té chire, vit
chdt va ky thudt (do vay, mot sd tir dién dinh nghia 14 hau can) dé cho qud trinh chinh yéu
dege tién hanh diing muc tiéu.

Cong viéc logistics hoan toan khong phai 1a linh vuc mdéi mé. Tu thua xa xua, sau
mua thu hoach ngudi ta da biét cach cat giir lwong thuc dé dung cho nhing lac giap hat. To
lua tir Trung Qudc di tim duogc dudng dén voi khap noi trén thé gigi. Nhung do giao thong
van tai va cac hé théng bao quan chua phat trién, nén cac hoat dong giao thuong con han
ché. Tham chi, ngay nay ¢ mot vai noi trén thé gidi van con nhitng cong dong sdng theo
kiéu tu cung tu cdp, ma khong c6 trao doi hang hoa véi bén ngoai. Ly do chinh 1a & d6
thiéu mot hé théng hau can phat trién hop 1y va hiéu qua (lack of well-developed and
inexpensive logistics system). Theo tir dién Oxford thi logistics trudc tién 1a “Khoa hoc ciia
sw di chuyén, cung iing va duy tri cdc lwc lwong qudn ddi ¢ cdc chién truong”. Napoleon
da timg dinh nghia: Hau cdn la hoat déng dé duy tri lwc heong qudn dgi, nhung ciing chinh
do hoat dong hau can so sai da din dén su that bai clia vi tuéng tai ba nay trén dudng toi
Moscow vi dd cing hét muc duong ddy cung tng ctia minh. Cho dén nay, khai niém
logistics d& mé& rong sang linh vyc kinh té, mau chong phat trién va mang lai thanh cong
cho nhiéu cong ty va tap doan da qudc gia noi tiéng trén thé gisi

Logistics hién dai (modern business logistics) 14 mdt mén khoa hoc twong ddi tré so
v6i nhitng nganh chitc ning truyén théng nhu marketing, tai chinh, hay san xuit. Cuén
sach dau tién vé logistics ra doi nim 1961, bang tiéng Anh, voi tya dé& “Physical
distribution management”, tir 46 dén nay da c6 nhiéu dinh nghia khac nhau dugc dua ra dé
khai quat vé linh vuc nay, mdi khai niém thé hién mot goc do tiép can va ndi dung khac
nhau.

Trudc nhimg nam 1950 coéng viée logistics chi don thuan 13 mot hoat dong chirc ning
don 1¢. Trong khi cac linh vyc marketing va quan tri san xuat da c6 nhiing chuyén bién rat
16n lao thi van chua hinh thanh mét quan diém khoa hoc vé quan tri logistics mot cach hi¢u
qua. Sy phat trién nhanh chong cta khoa hoc cong nghé va quan 1y cudi thé ky 20 da dua
logistics 1én mot tim cao moi, c6 thé goi d6 1a giai doan phuc hung cua logistics (logistical
renaissance). Co 4 nhan té chinh dan dén sy bién doi nay:

- Thwong mai hod thiét bi vi xir Iy: trong thoi ky ndy, cac thiét bi dién tir bude vao
giai doan thuong mai hoa rong rdi. Gia cac san pham trd nén rat ré va phu hop véi didu
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kién dau tu cua cic doanh nghiép, ké ca cac doanh nghiép vira va nho. Chinh nhiing thiét b
nay 1a co s& vat chat hd tro rat nhidu cho nghiép vu logistics (trao dbi thong tin, quan 1y
hang t6n kho, tinh toan cac chi phi). Tai cac nudc phat trién, bd phan logistics 14 noi sir
dung ngudn vat chat may vi tinh 16n nhét trong cong ty.

- Cudc cdch mang vién théng: Cing véi yéu t trén, nhitng tién b ctia nganh vién
thong néi chung va cong nghé thong tin noéi riéng c6 anh huong truc tiép dén hiéu qua hoat
dong nay. Tir nhitng nam 80s, nguoi ta da st dung cong nghé ma vach (bar code) dé cai
tién hoat dong logistics. Trao doi thong tin dién tir (EDI- electronic data interchange) ciing
bat dau dugc sir dung giita khach hang va nhiing nha cung tng dé truyén dat va tiép nhan
dir liéu gifra cac co s& kinh doanh trong va ngoai cong ty. Ngoai ra con phai ké dén vé tinh,
may fax, may photo, va cac dung cu ghi bang, ghi hinh khac. Nh¢ nhitng phuong tién nay
ma ngudi ta cb duge nhirng théng tin cdp nhét trong qua trinh thyc thi logistics. Co nhiéu
doanh nghiép da sir dung n6i mang may tinh va dir liéu kip thoi va chinh xéc.

- Ung dung réng rii nhitng sing kién cdi tién vé chit lwong: quan diém quan tri
chét luong ddng bd (TQM) 1a dong co quan trong nhit trong viéc thuc diy hoat dong
logistics. Thoi ky sau Pai chién thu II, cac doanh nghiép ngay cang phai quan tim dén chat
luong hang hoa va tinh hiéu qua cia cac quy trinh san xuat. Quan diém “khong sai hong -
zero defects” va “lam dung ngay tir 1an dau tién - doing things right the first time” trong
TQM di duoc ap dung rong rii trong linh vire logistics. Cac doanh nghiép nhan ra rang san
phém tdt ma dén muén so véi yéu cau hodc bi hu hai déu khong thé chép nhan dugc. Viéc
thue thi kém cong viée logistics s& lam t6n hai dén sang kién cai tién chét luong.

- Sw phdt trién ciia quan diém dong minh chién lwec (Alliances): Sang thap ky 80s,
cac doanh nghiép bit dau nhan thiy rang phai coi cac khach hang va cac nha cung Gng nhu
12 dong minh chién luoc, nhitng don vi cong tac kinh doanh. Chinh su hop tac, lién két
giita cac bén 13 co so dé hoat dong logistics dat dugc hiéu qua ngay cang cao, giam sy
chdng chéo, hao phi khong can thiét, tp trung vao viéc kinh doanh, thuc day thing loi
chung.

Nhirng tién bo trong khoa hoc k¥ thuat, 1y thuyét quan 1y va cong nghé thong tin ké
trén da thuc day logistics 16n manh theo thoi gian vé ca quy md va tam anh huong, tao nén
mot lan song tu duy ddi moi vé tat ca cac khia canh ctia hoat dong nay tai cac doanh nghi¢p
tir nhitng nim 1960 cho dén nay. Theo Jacques Colin - Gido su vé khoa hoc quan 1y thudc
truong Pai hoc Aix — Marseillea thi su phat trién cua logistics bit dau tir tic nghiép - khoa
hoc chi tiét - dén lién két - khoa hoc tong hop, diéu nay da duoc khang dinh trong linh vuc
quan sy cling nhu trong cac doanh nghiép.

C6 thé chia qua trinh phat trién cta logistics kinh doanh trén thé gidi thanh 5 giai
doan: workplace logistics (logistics tai chd), facility logistics (logistics co s& san xuét),
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corporate logistics (logistics cong ty), supply chain logistics (logistics chudi cung ung),
global logistics (logistics toan cau). Xem hinh 1.1

Logistics tai ché 1a dong van dong cua nguyén vat li¢u tai mot vi tri [am vi¢c. Muc
dich cua workplace logistics 1a hop Iy hoa cac hoat dong ddc 1ap cua mot ca nhan hay cua
mot diy chuyén san xuit hodc lip rap.Ly thuyét va cac nguyén tic hoat dong cua
workplace logistics dugc dua ra cho nhitng nhan cong lam viéc trong linh vuc cong nghi¢p
trong va sau chién tranh thé gidi thtr II. Diém ndi bat ciia workplace logistics 1a tinh 6
chuc lao dong co6 khoa hoc.

Logistics ¢é s& san xuét 1a dong van dong cua nguyén liéu giita cac xuong lam viée
trong ndi bd mot co so san xuat. Co so san xuat d6 c6 thé 1a 1 nha may, 1 tram lam viéc
trung chuyén, 1 nha kho, hodc 1 trung tdm phan phdi. Mot facility logistics duoc néi dén
tuong ty nhu 1a mot khau dé giai quyét cac van dé dam bao dung va di nguyén vat liéu dé
phuc vu cho san xuét dai tra va dy chuyén lip rap may moc (do may moéc khong dong nhit
gitra nhitng ndm 1950 va 1960).

Global

lnaictire

Corporate

bug-y yup 1A 1A wn,\qc>

logistics
Facility

| PSRV S SO

Worplace

1950 1960 1970 1980 >

Hinh 1.1:  Lich sir phat trién logistics kinh doanh tir 1950 dén nay.
Logistics cong ty* la dong van dong ctia nguyén vat li¢u va thong tin gitra cac co so
san xudt va cac qua trinh san xuét trong mot cong ty. Vi cong ty san xudt thi hoat dong
logistics dién ra giita cac nha may va cac kho chtra hang, véi mot dai 1y ban buon thi 1a

3
Nguyan Xuan Quyét ® TP. HCM 2017



Gido trinh chuyén nganh Logistics

giita cac dai Iy phan phdi ctia né, con véi mot dai 1y ban 16 thi d6 1a giira dai Iy phan phbi
va cac cura hang ban 1¢ cia minh. Logistics cong ty ra do1 va chinh thuc duoc &p dung
trong kinh doanh vao nhirng nim 1970. Giai doan nay, hoat dong logistics gin lién voi
thuat ngit phan phdi mang tinh vat chét. Logistics kinh doanh tré thanh qua trinh ma muyc
tiéu chung 14 tao ra va duy tri mot chinh sach dich vu khach hang tot véi tong chi phi
logistics thap.

Logistics chudi cung wng Phat trién vao nhirng nim 1980, quan diém nay nhin nhan
logistics 1a dong van dong ctia nguyén vat li¢u, thong tin va tai chinh gitra cdc cong ty (cac
Xudng san xut, cic co s trong cong ty) trong mot chudi théng nhat. Do 1a mot mang ludi
cac co s& ha tang (nha may, kho hang, ciu cang, ctra hang...), cac phuong tién (xe tai, tau
hoa, may bay, tau bién...) ciing voi hé thong thong tin duwgc két ndi voi nhau giira cac nha
cung ung cua mot cong ty va cac khach hang cua cong ty do6. Cac hoat dong logistics (dich
vu khach hang, quan tri dy trit, van chuyén va bao quan hang hoa...) dugc lién két voi
nhau dé thyc hién cac muc tiéu trong chudi cung ung (Hinh 1.2). Diém nhan trong chudi
cung Ung 1 tinh tuong tac va sy két ndi giita cac chii thé trong chudi thong qua 3 dong lién
két:

- Dong thong tin: dong giao va nhan cua cac don dat hang, theo doi qua trinh dich
chuyén cta hang hod va ching tir gitta ngudi giri va ngudi nhan

- Dong san phdm: con dudng dich chuyén cua hang hod va dich vu tir nha cung cip
t6i khach hang, dam bao ding da vé sb lugng va chat luong

- Dong tai chinh: chi dong tién bac va ching tir thanh toan giita cac khach hang va
nha cung cap, thé hién hiéu qua kinh doanh.
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Hinh 1.2: Vi tri ciia dich vu Logistics trong chudi cung trng
Tuong ty nhu trong thé thao, & ddy cac hoat dong logistics dugc hiéu nhu 1a céc tro
choi trong dau truong chudi cung ung. Hay liy chudi cung mg trong nganh may tinh lam
vi du: d6 1a 1 chudi gdm c6 HP, Microsoft, Intel, UPS, FEDEX, Sun, Ingram-Micro,
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Compagq, CompUSA va nhiéu cong ty khac. Khong c6 ai trong sé d6 c6 thé hodc nén kiém
soat toan bo chudi cung tmg clia nganh cong nghiép may tinh.

Xét theo quan diém nay logistics dugc hiéu 1a "Qud trinh t6i wu hod vé vi tri, vin
chuyén va dw trit cdc nguon tai nguyén tir diém dau tién cia ddy chuyén cung iing cho dén
tay nguwoi tiéu ding cudi cing, thong qua hang loat cdc hoat dong kinh té”.

Trong chudi cung tng, logistics bao trim ca hai cip do hoach dinh va té chirc. Cap do
thir nhat doi hoi phai giai quyét van dé tdi wu hod vi #{ clia cic ngudn tai nguyén. Cap do
thr hai lién quan dén viéc t6i wu hoa cac dong vin dong trong hé thdng. Trong thuc té, hé
thdng logistics ¢ cac qudc gia va cac khu vuc c6 nhiéu diém khac nhau nhung déu c6 diém
chung 13 su két hop khéo 1éo, khoa hoc va chuyén nghiép chudi cic hoat dong nhu
marketing, san xuét, tai chinh, van tai, thu mua, du tri, phan phéi. ..dé dat duoc muc tiéu
phuc vu khach hang tdi da véi chi phi tbi thiéu. Trong diéu kién Viét Nam hién nay day la
khai niém thich hop c6 thé sir dung.

Logistics toan cau 1a dong van dong cua nguyén vat lidu, thong tin va tién té giira cac
qudc gia. N6 lién két cac nha cung mg ciia cac nha cung tmg véi khach hang cia khach
hang trén toan thé gi¢i. Cac dong van dong cua logistics toan cau d6 ting mot cach dang ké
trong sudt nhitng nim qua. D6 1a do qua trinh toan cau hod trong nén kinh té tri thuec, viéc
mo rong cac khéi thuwong mai va viéc mua ban qua mang. Logistics toan cau phtrc tap hon
nhiéu so véi logistics trong nudc béi sy da dang phirc tap hon trong luat choi, d6i thu canh
tranh, ngon ngtr, tién té, mui gi0, van hod, va nhitng rao can khac trong kinh doanh quéc té.

Logistics thé hé sau, c6 rat nhiéu 1y thuyét khac nhau vé giai doan tiép theo sau cua
logistics. Nhiéu nha kinh té cho rang: logistics hop tdc (collaborative logistics) s& 1a giai
doan tiép theo cua lich str phét trién logistics. D6 1a dang logistics dugc xay dung dua trén
2 khia canh -- khong ngimg t6i uu hoa thoi gian thuc hién véi viée lién két giira tat ca cac
thanh phan tham gia trong chudi cung tng. Mot sé ngudi khac lai cho rang: giai doan tiép
theo 1a logistics thwong mai dién tiv (e- logistics) hay logistics doi tic thir 4 (fourth-party
logistics). D6 1a hinh thitc ma moi hoat dong logistics s& dugc thuc hién bdi nha céc cung
tmg logistics thir 3, ngudi nay s& bi kiém soat bdi mot “ong chi” hay con goi l1a nha cung
g thr 4, c6 quyén nhu 13 mot tong giam sat.

Hién nay cac 1y thuyét vé quan 1y va hé théng thong tin van khéng ngimg duoc cai
tién nén trong tuong lai logistics s& van gilt mot vai trd quan trong trong sy thanh cong hay
that bai ctia hau hét cac cong ty va logistics s& van tiép tuc mo rong quy mod va anh hudng
cua minh t61 hoat dong kinh doanh. Trong thuc té, logistics dang la mot nganh co tbe do
ting trudng 16n trong co cdu cac nganh kinh té cia cac qubc gia, dic biét 1a cac qubc gia
dang phat trién. Nhitng khuynh huéng co ban tac dong dén sy gia ting manh mé cua
logistics hién nay bao gdm:

- Sw gia tang quyén luc hop phdp ciia nguoi tiéu ding. Khach hang ngay nay da trd
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nén théng minh va manh m& hon nhd vao luong théng tin ma ho tiép thu qua mang internet
va nhiéu kénh truyén thong khac nhau. Viéc danh gia cac nha cung cdp di dugc mo rong
qua nhiéu yéu té trung gian nhu catalog, mang internet, va phuong tién khac. Khach hang
¢6 nhiéu co hoi dé so sanh, lua chon chinh xac vé gia, chat lugng, dich vu...gitra nhiéu nha
cung cap khac nhau. Ho ¢6 xu hudng lya chon nhiing nha cung cap c¢6 dich vu hoan hao
hon, thiic ddy cac doanh nghiép phai chii y dén chat lwong dich vu cung g clia minh.

- Khuynh hiwéng nhén khdu thay déi. Su gia ting cac gia dinh doi va doc than lam cho
nhu cau thoi gian ting 16n. Ho mudn cac nhu ciu cua minh phai duoc dap Gmg nhanh
chong va thuan tién hon theo ké hoach dinh san. 24 gio trong ngdy va 7 ngdy trong tuan ho
yéu cau cac san phdm phai dap tng véi thoi gian nhanh nhat. Nhan thirc ciia ngudi cao tudi
cling thay d6i, theo ho nguoi ban phai chd doi chir khong phai 13 ngudi mua. Khach hang
ngay nay khéng trung thanh nhu trude va khong kién nhan chip nhan chit luong kém &
moi linh vuc. Cac 1y do trén doi hoi cac nha cung cip phai gia ting dang ké cac mic dich
vu cho khach hang. Néu cac nha ban 1é mo cira 24 gio trong ngay dé dap ung diéu nay thi
cling doi hoi cac nha cung cip ban budn, cic nha san xut c6 lién quan phai hoat dong voi
cong suat phuc vu cao hon. Tac dong nay da khoi dong ca chudi cung ing va hoat dong
logistics cua cac thanh vién tang truong theo.

- Sw thay déi sirc manh trong chudi cung cdp. Trude day cic nha san xuat dong vai
trd quyét dinh trong kénh phan phdi, ho thiét ké, san xudt, xuc tién va phan phdi cac san
pham va thuong hiéu cta minh qua cic trung gian ban budn, ban 1¢. Vao nhitng nim 1980-
1990, trong mot sb chudi cung tmg xuat hién khuynh hudng lién két giira cac nha ban 1é va
hinh thanh cic to chirc ban 1é khong 16 c¢6 sitc manh 16n trong kénh nhu Wal-mark,
Kmark, Home depot...co ning lyc tiém tang trong phan phéi. Chinh xu huéng nay di lam
thay d6i sitc manh trong kénh, sitc manh lién két kinh té cta cac nha ban 1é trong kénh
phan phdi da thic diy cac nha ban 1¢ 16n st dung chién luge canh tranh gia thip. Diéu nay
chi ¢6 thé dat duoc dua trén mot hé théng cung ung voi cac hoat dong logistics hiéu qua co
chi phi thap. Pay 13 nhan tb thuc diy nganh logistics ting trudng va phat trién dé dap ung
doi hoi ctia cac doanh nghiép ban 1é va cac thanh vién khéc trong chudi cung cap.

— Su phdt trién cua thirong mai dién tir (E-commerce) dd pha v& cac giéi han vé
khong gian va thoi gian trude ddy trong kinh doanh, thay thé nhiéu kénh phan phbi truyen
thong (Traditional commerce), d6ng thoi tao ra nhitng kénh phan phéi méi véi yéu cau cao
vé tbc do cung tng, dd chinh xac, kha ning dap tmg khach hang tai moi noi, moi luc da
lam thay d6i ban chat ciia hoat dong logistics. Logistics ngay nay da thuc su trd thanh mot
yéu t6 tién quyét cho viéc tao ra cac gia tri gia ting cho khach hang va doanh nghiép. Viéc
quan 1y tot cac yéu t6 co ban cua logistics ludn 13 1y do chinh cho nén tang va thanh cong
vitng chic cla cac cong ty trong thoi dai @.
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1.1.2 Phdn logi cdac hoat dong logistics

Thé ky 21, logistics di phat trién mé rong sang nhiéu linh vuc va pham vi khac nhau.
Duéi day 1a mot s6 cach phén loai thudng gip:

a. Theo pham vi va muarc dd quan trong:

— Logistics kinh doanh (Bussiness logistics) 1a mdt phan ctia qua trinh chudi cung
ung, nham hoach dinh thuc thi va kiém soat mot cach hiéu qua va hi¢u lyc cac dong van
dong va du trlr san phém, dich vu va thong tin c6 lién quan tir cac diém khoi dau dén diém
tiéu dung nham thoa mén nhitng yéu cau ctia khach hang

- Logistics quan d6i (Military Logistics) 1a viéc thiét ké va phédi hop cac phuong
dién hd tro va céc thiét bi cho cac chién dich va tran dénh cua luc lwong quan doi. Pam bao
su san sang, chinh x4c va hiéu qua cho cac hoat dong nay.

- Logistics su kién (Event logistics) 1a tap hop cac hoat dong, cac phuong tién vat
chat k¥ thuat va con ngudi can thiét dé to chirc, sap xép lich trinh, nham trién khai cac
ngudn luc cho mot sy kién duoc dién ra hidu qua va két thuc t6t dep

— Dich vu logistics (Service logistics) bao gdm cac hoat dong thu nhén, lap chuong
trinh, va quan tri cac diéu kién co s vat chat/ tai san, con nguoi, va vat li¢u nham hd tro va
duy tri cho céc qué trinh dich vu hodc cac hoat dong kinh doanh doanh .

b. Theo vij tri cua cac bén tham gia

~ Logistics bén thtr nhit (1PL- First Party Logistics): 13 hoat dong logistics do ngudi
chu s& hitu san pham/ hang hod ty minh t6 chic va thuc hién dé dap tng nhu cau cua ban
than doanh nghiép.

- Logistics bén thu hai (2PL - Second Party Logistics): chi hoat dong logistics do
ngudi cung cap dich vu logistics cho mot hoat dong don 1é trong chudi cung tmg dé dap
g nhu cau ctia chi hang.

~ Logistics bén thtr ba (3PL - Third Party Logistics): 1a nguoi thay mit chii hang to
chtrc thuc hién va quan 1i cac dich vu logistics cho tirng b phéan chirc nang.
C. Theo qua trinh nghiép vu (logistical operations) chia thanh 3 nhém co ban

- Hoat dong mua ( Procurement) 13 cic hoat dong lién quan dén dén viéc tao ra cac
san pham va nguyén vt liéu tir cac nha cung cip bén ngoai. Muc tiéu chung cia mua 13 hd
tro cac nha san xuét hodc thuong mai thuc hién tdt cac hoat dong mua hang véi chi phi
thip

— Hoat dong hd tro san xuat ( Manufacturing support) tip trung vao hoat dong quan
trj dong du trit mot cach hiéu qua gilta cac budc trong qua trinh san xuat. HO trg san xuat
khong tra 101 cau hoi phai 1a san xuat nhu thé ndo ma 1a céi gi, khi ndo va & dau san pham
s€ duoc tao ra
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— Hoat dong phan phdi ra thi truong (Market distribution) lién quan dén viéc cung
cap cac dich vu khach hang. Muc tiéu co ban ctia phan phéi 1a hd tro tao ra doanh thu qua
viéc cung cAp mirc do dich vu khach hang mong doi c6 tinh chién luoc & mirc chi phi thip
nhat.

d. Theo huéng van déng vét chéat

- Logistic dau vao ( Inbound logistics) Toan bd cac hoat dong hd tro dong nguyén
liéu dau vao tir ngudn cung cap truc tiép cho tdi cac to chirc.

~ Logistic dau ra ( Outbound logistics) Toan bd cac hoat dong hd tro dong san pham
dau ra cho t6i tay khach hang tai cac t6 chiic

- Logistic ngugc ( Logistics reverse) Bao gom cac dong san pham, hang héa hu
hong, kém chit luong, dong chu chuyén nguoc cua bao bi di nguoc chiéu trong kénh
logistics.

e. Theo dbi twong hang héa

Céc hoat dong logistics cu thé gan lién v6i dic trung vat chit cua cac loai san pham.
Do d6 cac san pham c6 tinh chét, dac diém khac nhau doi héi cac hoat dong logistics khong
giong nhau. Pidu ndy cho phép cic nganh hang khac nhau co thé xdy dung cac chuong
trinh, cac hoat dong dau tu, hién dai hoa hoat dong logistics theo dac trung riéng cua loai
san pham tiy vao mtrc dd chuyén mon hoa, hinh thanh nén cac hoat dong logistics dic thu
v6i cac dbi tuong hang hoa khac nhau nhu:

Logistic hang tiéu dung ngan ngay

Logistic nganh 0 t6

Logistic nganh hoa chat

Logistic hang dién tur

Logistic nganh dau khi

- V.V
1.1.3 Vitrivavaitro cua logistics

Nganh logistics ¢6 vi tri ngay cang quan trong trong cac nén kinh té hién dai va c6

anh hudng to 16n dén su phat trién kinh té cta cac qudc gia va toan cau. Phan gia tri gia
taing do nganh logistics tao ra ngdy cang 1én va tac dong cia nd thé hién rd dudi nhimg
khia canh dudi day:

- Logistics 1a cong cu lién két cac hoat dong kinh té trong mot qudc gia va toan
ciu qua viéc cung cip nguyén liéu, sin xuit, lwu thong phin phdi, mé rong thi truong.
Trong cac nén kinh té hién dai, sy ting truong vé sb lugng cua khach hang di thuc day sy
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gia ting cua cac thi trudng hang hoa va dich vu trong nudc va qubc té. Hang nghin san
pham va dich vu méi da duogc gi6i thidu, dang duoc ban ra va phan phdi hang ngay dén cac
ngd ngach cua thé gi6i trong thap ky vira qua. Dé giai quyét cac thach thirc do thi trudng
mo rdng va sy tang nhanh ctia hang héa va dich vu, cac hang kinh doanh phai mé rong quy
mo va tinh phtrc tap, phét trién cac nha mdy lién hop thay thé cho nhiing nha may don. Hé
thong logistics hién dai da giup cac hing lam chii duoc toan bo ning luc cung tng ciia
minh qua viéc lién két cac hoat dong cung cip, san xuit, luu théng, phan phdi kip thoi
chinh xac. Nho' d6 ma dap Gmg dugc nhitng co hdi kinh doanh trong pham vi toan cau.
Chinh vi vdy, sy phan phdi san phdm tir cac ngudn ban dau dén cac noi tiéu thy tré thanh
mot bd phan vo cung quan trong trong GDP & mdi qubc gia. Tai My logistics dong gop xap
xi 9,9% trong GDP. Nam 1999 My chi khoang 554 ty USD cho van tai hang héa duong
thity, hon 332 ty USD cho chi phi kho dy trit va, hon 40 ty USD cho quén 1y truyén thong
va quan 1y cac qué trinh logistics, tong cong 14 921 ty USD. Pau tu vao cic co s vin tai va
phan phdi, khong tinh cac ngudn cong cdng, woc lwong hang trim ty USD, cho thiy
logistics 1a mot nganh kinh doanh tiém ning va vo ciing quan trong.

~ Té6i wu héa chu trinh lwvu chuyén ciia sian xuit, kinh doanh tir khau diu vao
dén khi san phim dén tay ngudi tiéu dung cudi cung. Logistics hd tro sy di chuyén va
dong chay cua nhiéu hoat dong quan 1y hiéu qua, nd tao thuan loi trong viéc ban hau hét
céc loai hang héa va dich vu. Dé hiéu hon vé hinh anh hé théng nay, c6 thé thiy rang néu
hang hoa khong dén ding thoi diém, khong dén dung cac vi tri va véi cac diéu kién ma
khach hang can thi khach hang khong thé mua chiing, va viéc khong ban duoc hang hoa sé
lam moi hoat dong kinh té trong chudi cung cép bi vo hiéu.

~ Tiét kiém va giam chi phi phi trong luu thong phan phoi. Véi tu cach 1a cac t6
chtrc kinh doanh cung cép cac dich vu logistics chuyén nghiép, cac doanh nghiép logistics
mang lai ddy du cac loi ich cua céc third — party cho cac nganh san xuét va kinh doanh
khac. Tir d6 ma mang lai hiéu qua cao khong chi ¢ chit lvgng dich vu cung cAp ma con tiét
kiém ti da vé thoi gian va tién bac cho cac qua trinh luu théng phan phdi trong nén kinh té.

- Mé rong thi truwong trong budn ban qudc té, gop phin giam chi phi, hoan
thién va tiéu chuin héa chirng tir trong kinh doanh dic biét trong budn ban va van tai
qudc té. Trong thoi dai toan cau hoa, thuong mai qudc té 1a sy lya chon tit yéu cho moi
qudc gia trong tién trinh phat trién dat nude. Cac giao dich qudc té chi thuc hién dugc va
mang lai hiéu qua cho qudc gia khi dya trén mot hé thong logistics ré tién va chat lugng
cao. Hé thong nay giup cho moi dong hang hoéa dugc luu chuyén thudn loi, sudn sé tir qudc
gia ndy dén qudc gia khac nho viée cung tmg kip thoi, phan phdi chinh xéc, ching tir tiéu
chuén, thong tin 13 rang. ..

La mot b phan trong GDP, logistics anh huong dang ké dén ty 1¢ lam phat, ty 18 1ai
xuét, nang sudt, chi phi, chit lugng va hiéu qua, cling nhu cic khia canh khac ctia nén kinh
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té. Mot nghién ctru chi ra ring binh quan mét to chirc cia My c6 thé mé rong ning suit
logistics 20% hodc hon trong 1 ndm. Mot cach dé chi ra vai trd cta logistics 1a so sanh phi
t6n cua nd voi cac hoat dong xa hoi khac. Tai My chi phi kinh doanh logstics 16n gip 10
lan quang céo, gap doi so véi chi phi bao vé qudc gia va ngang bang véi chi phi cham séc
strc khde con nguoi hang nam.

Xét & tim vi md, trude diy cac cong ty thudng coi logistics nhu mét bo phan hop
thanh cac chirc ning marketing va san xuat. Marketing coi logistics 1 viéc phan phdi vat
1y hang hoa. Co s cho quan niém nay 1 hoat dong du trit thanh phdm hodc cung cap cac
yéu t6 dau vao do logistics dam nhiém ciing 14 nhiém vu cua bién sé phan phdi (Place)
trong marketing - mix va dugc goi 1a phan phdi van dong vat 1y. Hiéu don gian 13 kha ning
dua 1 san pham dén ding thoi diém, dung sé lwong, dung khach hang. Phan phdi vét 1y va
thuc hién don dat hang co thé coi la su thay ddi chu chét trong viéc ban san phém, do do
cling 12 co s& quan trong trong thuc hién ban hang. San xuit coi logistics 1a viéc lya chon
dia diém xdy dung nha may, chon ngudn cung tmg t6t va phan phdi hang hoa thuin
tién...Boi 18 cac hoat dong nay anh huéng va lién quan chit ché dén thoi gian diéu hanh
san xuét, ké hoach san xuit, kha nang cung cép nguyén vat li€u, tinh thoi vu cua san XUuét,
chi phi san xuét, thdm chi ngay ca vin dé bao bi dong goi san phim trong san xuit cong
nghi¢p hién dai.

Do chure nang logistics khong dugc phan dinh rach ro1 nén da c¢6 nhiing anh hudng
tiéu cuc dén chét lugng dich vu khach hang va tong chi phi logistics boi sy sao nhing va
thiéu trach nhiém véi hoat dong nay. Quan diém kinh doanh hién dai ngay nay coi logistics
12 mot chire ning doc 1ap, dong thoi c6 mdi quan hé twong hd véi hai chiic ning co ban cia
doanh nghiép 1a san xuat va marketing, phan giao dién giira ching c6 nhiing hoat dong
chung (Hinh 1.3)

gﬂn Lty / Marketi \
. ohit . mua Logistics | | i | 19
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Hinh 1.3:  Quan h¢ giira chitc ning logistics v6i chirc ning sin xuat

10
Nguyan Xuan Quyét ® TP. HCM 2017



Gido trinh chuyén nganh Logistics

Hon thé nita, trong giai doan hién nay, tai cac qudc gia phat trién, quan tri logistics
con dugc ghi nhan nhu mot thanh tb quan trong trong viéc tao ra lgi nhuan va logi thé canh
tranh cho cac to chirc. Vai trd cta nd thé hién rat rd nét tai cac doanh nghi¢p van hanh theo
co ché thi truong.

- Logistics nang cao hiéu qua quan ly, giam thiéu chi phi sin trong qua trinh
san xuit, ting cwdng sirc canh tranh cho doanh nghiép. Quan diém marketing cho ring,
kinh doanh ton tai dya trén sy thoa man nhu cau khach hang va cho thay 3 thanh phan cha
yéu ctia khai niém nay 1 su phdi hop cac nd luc marketing, thoa man khach hang va loi
nhudn cong ty. Logistics dong vai trd quan trong véi cic thanh phan nay theo cach thic
khac nhau. N6 gitip phdi hop céac bién s marketing —mix, gia ting sy hai long ctia khach
hang, truc tiép 1am giam chi phi, gian tiép lam ting loi nhuan trong dai han.

~ Logistics tao ra gia tri gia ting vé thoi gian va dia diém: Mdi san pham duoc
san xudt ra ludon mang mot hinh thdi hivu dung va gid tri (form utility and value) nhit
dinh v6i con ngudi. Tuy nhién dé duoc khach hang tiéu thu, hau hét cac san phdm nay can
c6 nhiéu hon thé. N6 can duoc dua dén ding vi tri, dung thoi gian va c6 kha ning trao d6i
v6i khach hang. Cac gia tri ndy cong thém vao san pham va vuot xa phan gia tri tao ra
trong san xuat duoc goi 13 lgi ich dia diém, lgi ich thoi gian va li ich sé hivu (place, time
and possession utility). Loi ich dia diém 13 gia tri cong thém vao san phim qua viéc tao
cho n6 kha ning trao d6i hodc tiéu thu dang vi tri. Lei ich thoi gian 13 gia tri dugc sang tao
ra bang viéc tao ra kha ning dé san pham t6i dung thoi diém ma khach hang c6 nhu cau,
nhimg loi ich ndy 1a két qua cua hoat dong logistics. Nhu vay Logistics gop phan tao ra
tinh hitu ich vé thoi gian va dia diém cho san pham, nho d6 ma san pham c6 thé dén dung
vi tri can thiét vao thoi diém thich hop. Trong xu hudng toan cau hoa, khi ma thi truong
tiéu thy va ngudn cung Ung ngay cang trd nén xa cach vé mat dia 1y thi cac loi ich vé thoi
gian va dia diém do logistics mang trd nén dic biét can thiét cho viéc tiéu dung san phdm

~ Logistics cho phép doanh nghiép di chuyén hang héa va dich vu hiéu qua dén
khach hang: Logistics khong chi gop phan t6i uu hoa vé vi tri ma con tdi wu hoa cac dong
hang héa va dich vu tai doanh nghiép nho vao viéc phan bd mang ludi cac co sd kinh
doanh va diéu kién phuc vu phu hop voi yéu cau van dong hang héa. Hon thé nita, cac mo
hinh quan trji va phuong 4n téi wu trong du trir, van chuyén, mua hang...va hé thong thong
tin hién dai s& tao diéu kién dé dua hang hoa dén noi khach hang yéu ciu nhanh nhat véi
chi phi thap, cho phép doanh nghiép thuc hién hiéu qua cac hoat dong ciia minh

— Logistics ¢6 vai tro hd trg nha quan 1y ra quyét dinh chinh xac trong hoat
dong san xuat kinh doanh, 12 mot ngudn lgi tiém tang cho doanh nghiép: Mot hé thong
logistics hiéu qua va kinh té cling twong tw nhu mot tai san vo hinh cho coéng ty. Néu mot
cong ty co thé cung cdp san pham cho khach hang cia minh mot cach nhanh chéng véi chi
phi thap thi c6 thé thu dugc loi thé vé thi phan so véi dbi thu canh tranh. Diu nay c6 thé

11
Nguyan Xuan Quyét ® TP. HCM 2017



Gido trinh chuyén nganh Logistics

gitip cho viéc ban hang & murc chi phi thdp hon nhd vao hé thdng logistics hiéu qua hodc
cung cdp dich vu khach hang véi trinh d6 cao hon do dé tao ra uy tin. Mic du khong to
chtrc nao chi ra phan vén quy nay trong bang can d6i tai san nhung can phai thira nhan
rang day 1a phan tai san vo hinh giéng nhu ban quyén, phat minh, sang ché, thwong hiéu
1.2 Néi dung co’ ban clia quan tri Logistics

1.2.1 Khai niém va mo hinh qudadn tri logistics.

Trong pham vi mot doanh nghiép, quan tri logistics dugc hiéu 1a mot bo phan cua qua
trinh chudi cung Gmg, bao gdm viéc hoach dinh, thwe hién va kiém soat c6é hiéu lwe, hiéu
qua cac dong van dong va du trir hang héa, dich vu cung cac thong tin c6 lién quan tir
diém khéi dau dén cac diém tiéu thu theo don dit hang nhim thoi min yéu ciu caa
khach hang. Quan diém nay duoc khai quat hod trong hinh 1.4.

Ouuldt dbnh oudin trd
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Hinh 1.4:  Céc thanh phin va hoat dong co ban ciia hé thong Logistics

Hinh nay cho thiy logistics khong phai 1a mot hoat dong don 1é ma 1a mot chudi cac
hoat dong lién tuc, c6 quan hé mat thiét va tac dong qua lai 13n nhau, bao trim moi yéu t6
tao nén san pham tir cac nhap lwong dau vao cho dén giai doan tiéu thu san pham cudi cung.
Céc ngudn tai nguyén dau vao khong chi bao gdm vdn, vat tw, nhan lyc ma con bao ham ca
dich vu, thong tin, bi quyét va cong nghé. Cac hoat déng nay ciing dugc phdi két trong mot
chién luoc kinh doanh téng thé ctua doanh nghiép tu tam hoach dinh dén thuc thi, to chuc
va trién khai déng bo tir mua, du trit, tdn kho, bao quan, van chuyén dén thong tin, bao bi,
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dong gobi...Va chinh nho vao sy két hop nay ma cac hoat dong kinh doanh duoc hd trg mot
cach tdi wu, nhip nhang va hi€u qud, tao ra dugc su thod man khach hang & muc do cao
nhat hay mang lai cho ho nhiing gi4 tri gia ting 16n hon so véi dbi thu canh tranh.

1.2.2 Muc tiéu va quan diém ciia qudn tri logistics kinh doanh

Mot cach khai quat, muc ti€u cua quan tri logistics 1a cung ung dich vu cho khach
hang dat hi¢u qua cao.

Cu thé hon, theo E.Grosvenor Plowman, muyc tiéu cta hé thong logistics 1a cung cap
cho cho khach hang 7 loi ich - (7 rights): ding khach hang, ding san pham, ding so
lwong, ding diéu kién, ding dia diém, ding thoi gian, ding chi phi*. Cac muyc tiéu nay
doi hoi doanh nghiép phai thuc hién tot hai yéu cu co ban sau:

a. Cung tng mtre dich vu khéch hang cé tinh chién luoc:

La muc dich vu thoa min nhu cau dich vu cho cua cidc nhém khach hang muc ti€u va
¢6 uu thé so v4i dbi thu canh tranh cta doanh nghi¢p. Muc dich vu nay dugc luong hoa
qua 3 tiéu chuan

- Tinh sén c6 cua hang héa/dich vu
- Kha nang cung ung dich vu

- Do tin cay dich vu

al. S san cé ciia hang héa tai cac dia diém ban va noi cung cép 1a mot cach
thirc dé dénh gia kha ning dap Gng nhitng mong doi ctia khach hang trong qua trinh van
hanh céc hoat dong logistics. Tinh sdn c6 dugc danh gia theo 3 chi tidu sau:

> Ty 1é phan tram hang héa c6 mdt tai kho & mét thoi diém. Ty 1é hang hoa trong
kho cho biét s6 don vi hang héa dy trir du tinh trong kho (Stock keeping units —SKU) tai
mdt thoi diém dé sin sang cung cép cho khach hang. Néu mot cong ty dat muc tiéu dy triv
100 san pham trong kho va kiém tra tai thoi diém bat dau ngay hoat dong c6 95 san pham
san sang giao cho khach hang thi ty 1¢ san sang hang héa trong kho 1a 95%. Tuy nhién sy
danh gia s& chua chinh xac néu kho ton trir nhiéu loai hang va chung dwgc ban v6i nhu cau
khac biét nhau. Do d6 chi tiéu tiép theo dugc st dung 14 ty 18 hoan thanh don hang

> Ty 1¢ hoan thanh don hang do luong sé luong hang hoa di théa mén nhu ciu cua
khach hang theo ty 16 % va co cdu mat hang di dit. Thi du: néu khach hang dat 100 thung
hang A va nhan dugc 87 thung hang A thi ty 1 nay 1a 87%. Dé do luong ty 18 hoan thanh
don dit hang can dya trén co so don dit hang ban dau ciia khach hang trudc khi co bét ctr
su thay thé, huy bo hay stra d6i nao khéac trong don dat hang. Khi c6 rat nhiéu cong ty tién
hanh dam phan nhiing thay dbi trong don dit hang cho thich hgp hodc dam phéan vé nhiing

* The right product in the right quatity, in the right condition, is delivered to the right customer at the right
place, at the right time, at the right cost.
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thay d6i v6i khach hang nhim giam lwong du trit trong kho, thi viéc danh gia ty 1& hoan
thanh don dat hang dugc tin dya trén khd ndng cua cong ty trong viéc dap tng don dat
hang ban du cta khach hang.

> Ty Ié phan tram nhitng don ddt hang da dwoc thue hién day dit va giao cho khdch
1a chi tiéu danh gia chinh xac nhat vé luong hang sin c6 dé phuc vu khach hang. Theo do,
cac don hang di hoan thanh dy du dung dé danh gia mtc d6 thudng xuyén hodc sb 1an ma
mot hing cung tng di 100% cac mit hang ma khach hang da dat. SO lugng don dit hang
da hoan thanh loai nay 1a mot cach danh gia chuin vé sy hoan hao cua bat ct hoat dong
phan phdi vat chat nao.

Viéc két hop 3 chi tiéu trén ddy dua ra cach danh gia vé viéc quan li hang trong kho
clia mot cong ty nhu thé nao cho tot dé dap (mg nhitng mong doi cia khach hang. Cac chi
tiéu trén con giup cong ty quyét dinh muc do hoat dong phan phdi can duy tri theo thoi
gian. Gifta viéc du tu vao hang héa trong kho voi su sin c6 cua san pham c6 mbi quan hé
tryc tiép v6i nhau. Theo nguyén tic chung dé gia ting tinh sin sang ctia hang hoa thi doi
hoi can phai dau tu nhiéu hon vao dy trir hang héa trong kho.

a2. Kha nang cung ung dich vu: Kha nang cung ung dich vu lién quan téi mac do,
tinh chéc chén va su linh hoat trong vi¢c hoan thanh cac don dat hang cua mdt cong ty. Noi
cach khac 1 kha niang cung tng dich vu thé hién chu yéu qua mic d6 thuc hién don hang
ctia cong ty. Cac hoat dong tao nén mot vong quay don dit hang dién hinh bao gdm:

— Tiép nhan va xir Iy don dat hang cta khach

~ Chip nhén thanh toan

— Chuén bi sin sang hang hoa

- Van chuyén

- Lam van don va giao hang

Céc chi tiéu: toc do, sy phit hop va tinh linh hoat cia cac hoat dong phuc vu khach

hang nay c6 lién quan tryc tiép dén toan bd co cdu vong quay don dit hang ciing 13 cac chi
tiéu thé hién kha ning cung tmg dich vu

> Téc do cung iing dich vu 13 tong thdi gian ma khach hang chd doi cong ty noi ho
mua hang tién hanh viéc thuc hién don dit hang va giao hang cho khach hang. Trong mét
s6 trudng hop giao hang cho khach phai dam béao téc d6 cung tmg nhanh chéng tic thoi.
Céac truong hop khac dé thuc hién 5 budc dap tng trén lai yéu cau phai co thoi gian.
Khoang thoi gian nay co thé 1a mot vai gio, néu ngudi ban & vi tri twong dbi gan vé mat dia
li so voi khach hang, hodc c6 thé téi hang tuan (trong cac tinh hudng budn ban da quc gia).
Di nhién phan 16n khach hang déu mudn nhan duoc cang nhanh cang tét, vi vay tdc do
cung ung nhanh gép phan 1am ting sy théa man khach hang. Tuy nhién viéc ting toc do
cung tmg dich vu thudng doi hoi chi phi 16n do d6 doanh nghiép can tim ra cac cdu tric

14
Nguyan Xuan Quyét ® TP. HCM 2017



Gido trinh chuyén nganh Logistics

kénh phéan phdi vat chit co téc do cung tmg va chi phi phu hop. Vi du viée luu trit mot sb
lwong dung cu y té ¢ gia tri 16n tai kho trung tdm cing véi viée giao hang bang dudng
hang khong c6 thé 13 phu hop véi yéu cau cua khach hang va c6 thé it ton kém hon viéc
duy tri mot khoi lwong hang hoa phan tan trén thi truong. Can chu y rang, chi tidu toc do
cung Ung 13 nhan thic ctia khach hang vé tong thoi gian hoat dong can thiét dé nhan hang,
d6 chinh 1a co so thich hop duy nhat dé danh gia toc do cung tmg nhanh hay cham do d6
can nghién ctru cu thé dé ndm duoc yéu ciu ciia mdi khach hang.

> Sw chinh xdc ciia vong quay don ddt hang, con goi 1a do on dinh thoi gian giao
hang. Chi tiéu su chinh x4c cta vong quay don hang thudng dé danh gia khoang thoi gian
cua mot vong quay don dat hang vuot qué khoang thoi gian cho phép hoac mong doi. Khi
danh gid kha nang cung ung dich vu khach hang, déi khi chi ti€u dugc coi 1a quan trong
hon chi tiéu thoi gian cung tGng, boi 18 trong diéu kién cung tng hién dai, cic phuong thirc
cung tng doi hoi sy ton trir 1a nhé nhat trong diéu kién ¢ thé nén thoi gian can chinh xac
dé dap ung tot cac yéu cau kinh doanh nhung giam thiéu dugc chi phi du trit.

Cac doanh nghiép thuong dua vao nha cung cip dé giam sb lugng hang trong kho
dong thoi lai ludn can duy tri mot lwong hang 16n sin c6 cho khach hang nén su chinh xac
ctia thoi giao hang 1a rat quan trong. Trén thuc té khoang thoi gian can thiét cho bat ctr hoat
dong nao trong 5 hoat dong cia chu ky dit hang ¢ thé 1on hon hodc nho hon so véi thoi
gian mong doi nén sy phu hop cua toan bd vong quay sé 1a tong thdi gian can thiét dé tién
hanh tt ca cac hoat dong riéng 1&. Vi du c6 thé bu dép su cham tré trong viéc lya chon va
chuén bj don dit bang viéc thué phuong tién van chuyén tc d6 cao dé co thé giao hang
dang thoi han.

> Tinh linh hoat & cap t6i kha ning cua mot cong ty trong viée diéu phdi cac ngudn
lwc dé dap mg cac yéu cau vé dich vu dic biét ciia khach hang. Trong cc hoat dong phan
phéi su linh hoat c6 thé gitip khic phuc sy that bai trong cung tng dich vu hodc c6 thé 1a
cach thirc hay duoc dung dé thoa man t6t hon nhitng doi hoi dic biét ndo do cua khach
hang. Vi du khi xudt mot mat hang quan trong nham phuc vu cho mét khach hang quan
trong, cong ty co thé ning dong st dung phuong tién van chuyén co tdc do cao. Vi kha
ning hoat dong linh hoat nhu vay nhiing thit bai trong cung tng dich vu c6 thé duoc han
ché.

Ngoai ra, dya trén yéu cau cua khach hang, nha phan phbi c6 thé quyét dinh st dung
cac phuong an dy kién khac nhau trong viéc cung tng dich vu theo yéu cau khach hang. Vi
du phuong an théng thudng cua cong ty trong phuc vu khach c6 thé 1a van chuyén truc tiép
mot khéi lugng hang chat day phuong tién tir noi san xuat téi kho ctia khach hang. Nhung
d6i khi khach hang yéu cau giao hang truc tiép tai kho ngudi sir dung, cong ty c6 thé phai
chuyén chd nhiéu loai san pham hdn hop tir kho hang. Vi thé cong ty cung (mg phai dit ra
ké hoach vé kha ning phan phdi hang mot cach linh hoat nhim dap tmg yéu cau dic biét
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ctia khach hang. Piéu nay cho phép thoa man khach hang mot cach cao hon, va muc do
linh hoat dap g cac yéu cau ctia khach hang chinh 1a mét chi tiéu quan trong dé danh gia
kha nang cung ung dich vu.

Can két hop 3 tiéu chuan trén dé do ludng chinh xac kha ning cung tng dich vu do
cac hoat dong logistics tao ra. Téc d6 cung tng 14 quan trong nhung su phu hop theo thoi
gian con quan trong hon. Nham phat huy tdi da hiéu qua ctia cac hoat dong logistics, hau
hét cac to chirc déu dua vao kha ning linh hoat dé bo sung cho cac hoat dong thong thudng.
Ciing can du kién cac phuong an phan phdi linh hoat hodc c6 kha ning thay thé 1an nhau
nham bu dép cho tinh hudng bat ngd hodc nham dap uing cic nhu cu dic biét ciua khach
hang.

a3. D¢ tin cdy dich vu: Do tin cay dich vu hay chét luong phuc vu dé cap toi kha
nang cia mdt cong ty thyc hién hoan hdo céc hoat dong dap tng don dat hang theo nhéan
thirc ctia khach hang.

Toan bd qua trinh phuc vu khich hang déu dé cap t6i viéc thoéa man yéu cau cia
khach hang, do d6 chat lwvong phuc vu duroc xem xét trude hét véi 2 chi tidu: sy sin co cla
hang hoa va kha nang cung trng dich vu boi vi day 1a 2 chi ti€u quan trong dap ung duogc su
mong doi cua khach hang. Ngoai ra cic chi tiéu vé su an toan cho hang hoa nhu van
chuyén hang khong gay thiét hai, cic van don chinh x4c hodc hoan héo, thuc hién tra hang
an toan, cung c?ip thong tin nhanh chéng va chinh xac, thai d§ phuc vu thién chi hoac kha
ning nhanh chong giai quyét cac van dé nay sinh ciing duoc st dung dé danh gia chat
luong phuc vu...Nhiing chi tiéu ndy tat nhién 14 rat kho co thé danh gia hoic dinh luong.

Cac qua trinh logistics hd trg cho cac hoat dong kinh doanh luén nham dap tng su
mong doi thudng xuyén cua khach hang vé viéc cung tng hang hoa véi dich vu c6 chat
luong cao nhét trong moi don hang hién tai cling nhu tuong lai. Nhitng cong ty trdi hon
han vé chét luong phuc vu déu c6 it nhat 3 dac diém:

> Thir nhdt, ho st dung cac co cu co thé giup khach hang tiép nhan mot cach chinh
xéc va kip thoi cac thong tin vé don dit hang va cac yéu cau khéc c6 lién quan dén dich vu.

> Thir hai, cic hang cam két cung tmg dich vu véi chat luong cao can tién hanh cac
cach thic dé dap tmg cic yéu cau va doi hoi diac biét cia khach hang ma khong phai tri
hoan cho chap nhén cua cép trén hodc stra sai. Do d6 viée trao quyén cho cac cap dé dua ra
quyét dinh kip thoi trén co sé nhitng danh gia dung ddn cta ho s& tao diéu kién rat 1on dé
dat duoc muc ti€éu phuc vu voi chét luong cao.

> Thir ba, ngudi quan 1y, diéu hanh cac hoat dong dich vu cung tng cho khach hang
khi phai dwong dau véi cac tinh hubng bat ngd hodc cac kho khin nguy hiém thudng boc 16
cai goi la kha nang tao ra su phuc vu dang kinh ngac. D6 1a kha nang dua ra giai phap thich
g hay dé cip t6i mot nghé thuat quan 1i du bao trude dugc nguy co xay ra do bé trong
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cung ung dich vu va giai quyét van d& nhanh nhat dé tao sy trung thanh véi khach hang vai
cong ty.
b. Chi phi logistics va quan diém quan trj logistics

Mot nhiém vu quan trong khac cua quan tri logistics 13 giam chi phi trong khi van
dam bao chat luong dich vu khach hang. Theo két qua diéu tra thi cic nganh kinh doanh
khac nhau ¢6 mirc chi phi logistics khac nhau. Trong nhiéu nganh, chi phi logisics c6 thé
vugt qua 25% chi phi san xuat. Do d6 néu quan tri logisics tot c6 thé tiét kiem duoc mot
khoan chi phi dédng ké, gop phan ting loi nhuan ciia cong ty. Bén canh d6, quan tri logisics
t6t con gop phan ting tdc do chu chuyén va rit ngin thoi gian thu hdi vén. Tong chi phi
logisics dugc hinh thanh tir chi phi cua cac hoat dong céu thanh, bao gdm 6 loai chi phi chi
yéu:

— Chi phi dich vu khédch hang: Chi phi dich vu khach hang bao gém cac chi phi dé
hoan tit nhitng yéu cau ctia don dit hang (chi phi phan loai, kiém tra, bao bi déng géi, dan
nhin...); chi phi dé cung cp dich vu, hang hoa; chi phi dé gidi quyét tinh hudng hang bi
tra lai... chi phi dich vu khach hang lién quan mat thiét voi cac khoan chi phi van tai, chi
phi du trit va chi phi cho cong nghé thong tin.

— Chi phi van tai: Chi phi van tai 1a mot trong nhitng khoan 16n nhat trong chi phi
logisics. Chi phi van tai chiu sy anh hudng ciia nhiéu yéu té nhu: loai hang hod, quy mé 16
hang, tuyén dudng véan tai... Chi phi van tai cia mot don vi hang hoa (cudc phi) ty 1é
nghich voi khdi lwong van tai va voi quing duong van chuyén.

— Chi phi kho bai: Chi phi quan 1y kho nham dam bao cho cac nghiép vu kho dugc
dién ra sudn sé, trong mot s6 trudng hop bao gdm cé chi phi thiét ké mang luéi kho chi phi
khao sat, chon dia diém va xay dung kho hang. Tuy nhién sb lugng kho hang c¢6 anh huéng
dén dich vu khach hang va doanh thu cia cong ty nén can phan tich, tinh toan k¥ ludng dé
can bang giita chi phi quan 1y kho, chi phi du trit, chi phi van tai véi khoan doanh thu ¢
thé bi ting hodc giam tuong ung khi quyét dinh s6 luong kho cin c6 trong hé thong
logisics.

— Chi phi xir li don hang va hé thong théng tin: Dé hd tro dich vu khach hang va
kiém soat chi phi mot cach hiéu qua can bo ra mot khoan chi phi khong nho dé trao d6i
thong tin v6i khach hang va cac bo phan c6 lién quan nham giai quyét don dit hang, thiét
1ap cac kénh phan phdi, du bao nhu cau thi truong. Chi phi nay ciing lién quan dén chi phi
quan 1y kho, du trit, san xuit...

~ Chi phi thu mua (d c6 16 hang du theo yéu cau) Khoan chi phi nay ding cho thu
gom, chuan bi hang cung cap cho khach. Bao gém nhiéu khoan chi phi nho: xdy dung co
s& gom hang; tim nha cung cip; Mua va tiép nhin nguyén vat liéu...

— Chi phi du trir: Hoat dong logisics tao ra chi phi du trit. Chi phi nay tang giam tuy
theo sd lugng hang hoéa duy trit nhiéu hay it. C6 4 loai chi phi du trit: (1) Chi phi von hay
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Gitra céac loai chi phi logistics cO~mONg qong ho, tic dong qua lai va anh
huong 13n nhau, chi phi no rang bugekisss Glabiliohd hién qua hinh 1.5.

CF X6 IY ®®h &

Hinh 1.5: MGJi quan hé giira cac loai chi phi logistics

Vé ban chat, Logistics la mot chudi két hop nhiéu hoat dong kinh té nham t6i wu hod
Vi tri va qud trinh heu chuyén, duw triv hang hod tir diém dau cho dén diém cudi — nguwoi sir
dung, nén néu giam chi phi tuy tién ¢ tirng hoat dong riéng 1é, chwa chdc da dat dwoc két
qud mong muon. Giira cac hoat dong logistics c6 lién quan mat thiét vi nhau, dan dén
giam chi phi & khau nay c6 thé lam ting chi phi ¢ khiu khac va cudi cung tong chi phi
khong giam ma con co thé ting, di nguoc lai muc dich cta quan tri logistics. Do viy, chia
khoa dé dat dugc yéu cau giam chi phi trong quan trj logisics 1a phan tich tong chi phi.
Diéu nay co6 nghia 1a nha quan trj logisics phai tim cach giam tong chi phi xudng mtrc thap
nhat trong diéu kién cho phép trong khi c¢6 thé Iya chon rat nhiéu cac muc dich vy khach
hang véi cac cau trac dich vu khac nhau. Pé 1am duoc diéu nay trudc cAn nam ving cac ky
ning phan tich cin ddi chi phi gitta cac hoat dong logisics.

Xuat phat tir goc do ndy, cac nha quan tri logistics hinh thanh nén quan diém quan tri
logistics tich hop (intergreted logistics management). Quan diém tiép can hé thong hay
quan tri logistics tich hop 12 mdt nguyén 1y co ban trong quan tri logistics hién dai. Quan
diém nay cho rang, tdt cd cdc chike nang va cdc hoat dong can dwoc nhdn thire dudi ciing
nhitng diéu kién dnh hieong va bi anh huéng, cdc thanh phan va cdc hoat déng ciia né luén
tuong tac lan nhau. Hiéu theo cach nay thi ban than logistics 1a mot hé théng, mot mang
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luédi cac hoat dong dugc lién hé véi muc ti€u quan tri cdc dong hang hoa lién tuc vao céc td
chtrc trong chudi logistics. Tiép can hé thdng 1a sy bién hoa sitrc manh don gian nhat dé
nhan thirc cac mdi quan hé twong hd giira cac thanh phan trong mot hé thong. Néu nhin céc
hoat dong mét cach co 1ap, ching ta s& khong nhén thirc duoc toan canh, dau 1 yéu t6 tac
dong va bi tac dong boi nhitng hanh dong khac. Theo cach tiép can nay thi tong s6 hay két
qua dau ra cia mot chudi lién két cac hoat dong thi 16n hon cac thanh phan riéng r& clia né.

Quan diém quén tri logistics tich hop dé cap dén viéc quan 1y nhiéu hoat dong nhu
mot hé thdng hop nhét duge ap dung trong nhiéu cong ty kinh doanh hién dai nhu 3M,
Quacker Oats, Herman Miller, ho da nhan ra rang tong chi phi logistics c6 thé giam bang
cach phéi hop mot loat cac hoat dong logistics c6 li€én quan nhu dich vu khach hang, van
chuyén, nha kho, dy trit, qua trinh dit hang, hé théng thong tin ké hoach san xuét va mua
sam. Néu khong c6 su phéi hop co thé dan dén su thiéu hiéu qua, nhu lam tang du trir tai
céc giao dién kinh doanh chu yéu nhu: nha cung tng- hoat dong mua hang, mua hang — san
Xuat, san xuat-marketing, marketing — phan phdi, phan phéi - trung gian, trung gian - khach
hang.

Thuc té cac hoat dong logistics tai cic cong ty nay cho thay, trong quéan tri cac dong
dy trit, viéc hop nhét vén tai va nha kho rat hiru dung v thudng tao ra hiéu qua gap hai lan.
Thi du thay cho viéc phong mua hang théa thuan véi cac nha van chuyén san pham dau ra
va cac nha van chuyén nguyén liéu dau vao thi chi can thuong luong v6i mot nha van
chuyén vé viéc chuyén chd ca hai. Két qua 13 toan bd gia hang héa van chuyén s& giam
xubng vi sé lugng chuyén ché ting 1én. Diéu ndy con cho phép cac ké hoach chuyén chd
clia cong ty va nha van chuyén c6 hiéu qua va hiéu luc cao hon. Quan diém nay chi phéi
cac phuong phap va cach thirc dé tdi wu hoa tong chi phi logistics.

Téng chi phi logistics duoc tinh mot cach don gian qua cong thuc:

Frog= Fi+FtF3+F+.... +F,
Trong d6: Fiog1a Tong chi phi logistics, cac F; 1a cac chi phi cdu thanh

Tuy nhién viéc giam chi phi theo quan diém néu trén lai khong don gian la giam cuc
bd céc chi phi cau thanh dé dat duoc muc tiéu mong mudn ma can xem xét tat ca cac chi
phi niy trong mbi twong quan danh doi (Trade-off), hay sy thay thé 1in nhau dé tim ra
phuong 4n cé chi phi théa dang. Chinh vi vdy cdc nha quan tri logistics coi sw hop nhat
cac hoat dong logistics tip trung chii yéu vao ky thuit phan tich va tinh toan chi phi
thay thé giita cac hoat dong hop thanh dé chon ra cac phuong an phdi hop tdi uu.

1.2.3 Cadc ngi dung co bdn cua qudn tri logistics
a. Dich vu khach hang:

Trong hoat dong logistics, dich vu khach hang duoc hiéu 1a toan bd két qua dau ra,
1a thudce do chét luong cia toan bd hé théng. Do d6 mudn phét trién logistics phai ¢ sy
quan tam thich dang dén dich vu khach hang. Theo quan diém nay, dich vu khach hang 1a
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