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Chuwong 1. Ban do nghé ban hang truc tuyén — Chapter 1. Mapping
the Online Selling Job

Muc tiéu chwong — Chapter objectives

« Tinh dugc tién thuc nhan va 13i gop cia mot don hang tir gid ban, voucher, phi san va
gia von
Calculate the payout and gross profit of one order from the selling price, voucher, platform
fees and product cost

« Phan biét duogc bon loai nén tang va cac bén cung lam viéc (san, van chuyén, céng
thanh toan, nha cung cip) dé biét gap 15i thi tim ai
Tell the four platform types and the partners (marketplace, carrier, payment gateway,
supplier) apart, so you know who to contact when something goes wrong

« Lap duogc danh sach viéc dau ngay: kiém don méi, ton kho, d6i soat tién va danh dau
ma hang can nhap gip
Build a start-of-day checklist covering new orders, stock levels and payout reconciliation,
and flag the items that need reordering urgently

1.1. Bon loai nén tang thwong mai dién tir va cach nhan ra tirng loai — 1.1. The

four types of e-commerce platforms and how to tell them apart

Mdi noi ban bay hang trén mang 14 mot nén ting thuong mai dién tir: website hodc tng
dung cho phép mua ban qua mang. Luat Thuong mai dién tir 122/2025/QH15 chia chung
thanh bdn loai. Biét minh dang dung & loai nao thi khi c6 chuyén, ban biét ai phai lo viéc
gi. Giéng nhu chd ban hang ngoai doi: quiy nha minh, sap trong cho, goc bay hang &
quan ca phé, mdi noi mot ngudi chiu trach nhiém khéac nhau.

Every place where you list goods online is an e-commerce platform: a website or app that lets
people buy and sell over the internet. Law 122/2025/QH15 sorts platforms into four types. Once
you know which type you are standing on, you know who handles what when something goes
wrong. It works like physical selling spots: your own shop, a stall in a market, a shelf in a cafe.
Each has a different person in charge.

Trude hét 1a khai niém cht quan nén tang: t6 chirc hodc ca nhan quan 1y va van hanh nén
tang do, nhu chu chg voi cai chg. Nghia vu dang ky hay thong bao vdi co quan nha nude
trudc khi van hanh dat 1én chu quan. Véi website riéng, ban vira ban hang vira la chu
quan.

First, the term platform operator: the organization or individual that manages and runs the
platform, like a market owner with a market. The duty to register or notify the state authority
before going live falls on the operator. On your own website, you are both seller and operator.

Bon loai va cach hiéu bi‘vlng 107 thwong — The four types in plain words

« Nén tang kinh doanh truc tiép: cha quan ti ban hang cta chinh minh, vi du website
ctia mot thuong hiéu ban san pham do minh lam. Néu c6 chirc ning dat hang truc
tuyén, chii quan phai thong bao voi co quan nha nudc c6 tham quyén trude khi van
hanh.

Tai li€u nay duogc bién soan boi doi ngli ciia website: https://tailieuso.vin
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Direct-sales platform: the operator sells its own goods, such as a brand's website selling
what it makes. If the site has an online ordering function, the operator must notify the
competent state authority before going live.

« Nén tang trung gian: cht quan dung chd cho nhiéu ngudi ban khac mo gian hang, chu
quan khong phai chu cua hang. Cac san 16n thude loai nay. Chu quan phai la phap
nhan va dang ky trudc khi van hanh.

Intermediary platform: the operator builds a place where many other sellers open shops, and
the operator does not own the goods. The big marketplaces fit here. The operator must be a
legal entity and register before launch.

* Mang xa hdi hoat dong thuong mai di¢n tir: noi géc 1a dé két ndi, dang bai, nhén tin,
10i ¢6 thém chirc ning ban hang nhu dit hang hay livestream ban hang. Chil quan
cling 1a phap nhan va phai dang ky.

Social network with e-commerce activity: a place built for connecting, posting and
messaging that also offers selling functions such as ordering or live-stream sales. Its
operator is also a legal entity and must register.

« Nén tang tich hop: gom hoac két ndi nhiéu nén tang khac vao mot chd, vi du mot tng
dung cho ban quan 1y gian hang & nhiéu noi cung lic. Chu quéan 1 phap nhan, phai
dang ky, va phai luu dit liéu trao d6i voi cac nén tang duoc két ndi it nhat 03 nam.
Integrated platform: it gathers or connects several other platforms in one place, for example
an app that lets you manage shops on several channels at once. Its operator is a legal entity,
must register, and must keep the data exchanged with connected platforms for at least 3
years.

« Nén tang nudc ngoai ban tai Viét Nam: chil quan 13 t6 chirc nude ngoai, nhung néu
nén tang cho chon hién thi tiéng Viét, ding tén mién ".vn" hodc dat ngudng giao dich
v6i ngudi mua & Viét Nam thi van duoc tinh 13 hoat dong tai Viét Nam. Loai kinh
doanh tryc tiép c6 dat hang phai chi dinh mot phap nhan tai Viét Nam theo iy quyén.
Foreign platform selling in Vietnam: the operator is a foreign organization, but if the
platform offers a Vietnamese display language, uses a ".vn" domain, or reaches the
transaction threshold with buyers in Vietnam, it still counts as operating in Vietnam. A
direct-sales platform with ordering must appoint a legal entity in Vietnam by authorization.

Vi du: mdt tiém gom ban trén ba kénh — Example: a small pottery shop selling on three
channels

Tiém gbém cua chi Lan ban binh hoa va cdc str. Chi co website riéng, mot gian hang trén
san va mat trang trén mang xa hdi c¢6 nut dat hang. Sau day la cach phan loai:

Lan's pottery shop sells vases and ceramic mugs. She has her own website, a shop on a

marketplace and a page on a social network with an order button. Here is how each channel is
classified:

Tai li€u nay duogc bién soan boi doi ngli ciia website: https://tailieuso.vin
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Kénh Chu quéan Phan chi Lan chiu

Channel Y Operator Lan's part

Moi vi¢c: thong bao trude khi van

Website riéng c6 gid hanh, chat luong hang, thong tin,

Kinh doanh tryc , . . .
hang tidp " ChinhchiLan  giao hang, xtt 1y khi€u nai.
O bsite with Lan herself ino: ifvi 0
wn website with a Direct sales If Everything: n.otg].ylr.zg be_fz.)re laun.ch,
cart product quality, information, delivery,
complaints.

Hang, gid, mo t4, dong goi va giao

Coéng ty chu dung hen. San lo viéc dang ky va van
Gian hang trén san Trung gian safl sl 2 .tang. o .
. The Goods, prices, descriptions, packing and
Shop on a marketplace  Intermediary
marketplace on-time shipping. The marketplace
company handles its own registration and running
of the platform.
Mang xa hoi
R . hoat dén Cong ty chu . n . ea .
Trang trén mang xa ataons o & y~ . Hang, ndi dung bai dang va viéc giao
N thuong mai dién  mang xa hoi . , r L,
hoi c6 nut dat hang . 0 ] nhan. Chu mang lo nén tang.
Social network page u e socd Goods, post content and fulfilment. The
Social network network

with an order button ] network operator handles the platform.
with e-commerce | company

activity

Gia st sau nay chi Lan d6i tén mién website. Chi phai 1am ho so stra d6i, bo sung thong
béo, gdm td khai thong tin va tai liéu ching minh noi dung doi. Néu chi ngimg ban hoic
nhuong website cho nguoi khac, chi 1am ho so cham dit thong bao.

Suppose Lan later changes her website's domain name. She must file an amendment to her

notification, made up of an information form and documents proving the change. If she stops
selling or hands the website to someone else, she files to terminate the notification.

Bon buwdc nhan ra loai nén ting — Four steps to identify a platform

1. Hoi ai 1a cha quan: kéo xuéng cudi trang, mé& muc gioi thiu hodc diéu khoan, tim tén
cong ty van hanh.

Ask who the operator is: scroll to the bottom of the page, open the About or Terms section,
and find the name of the company running it.

2. Hoi ai ban hang: néu chi cht quan ban hang ciia minh thi 14 kinh doanh tryc tiép.

Ask who sells: if only the operator sells its own goods, it is a direct-sales platform.

3. Néu nhiéu nguoi ban khac nhau mé gian hang & d6, xét tiép: nén tang sinh ra dé mua
bén thi 14 trung gian, sinh ra dé két ndi va dang bai rdi méi thém ban hang thi 1a mang
xa hoi.

If many different sellers open shops there, look further: a platform built for trade is

intermediary; one built for connecting and posting, with selling added later, is a social
network.

Tai liéu nay dugc bién soan boi ddi ngli ciia website: https://tailicuso.vin
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4. Néu cong cu gom nhiéu nén tang khac vé mot man hinh, d6 13 nén tang tich hop.
If a tool pulls several other platforms into one screen, it is an integrated platform.

LOI HAY GAP / COMMON MISTAKE — Nghi website riéng thi chang ai quan nén khong
can l1am gi. Ludt coi ban 1a chu quan va c6 nghia vu thong béo khi website c¢6 chirc ning dat
hang. Hoi co quan c6 tham quyén dé biét ho so cu thé.

Thinking that nobody oversees your own website, so there is nothing to do. The law treats you as the
operator, with a duty to notify when the site has an ordering function. Ask the competent authority for
the exact paperwortk.

LOI HAY GAP / COMMON MISTAKE — D6 hét trach nhiém cho san khi khach nhan
hang 18i. San lo nén tang, con hang 14 cta ban.

Blaming the marketplace when a customer gets a faulty item. The marketplace is responsible for the
platform, while the goods are yours.

LOI HAY GAP / COMMON MISTAKE — Thém chirc ning méi nhu livestream ban hang
hay tiép thi lién két ma khong cap nhat thong tin da khai. Khi nén tang d6i noi dung, hiy xem
c6 can 1am ho so sira doi, b6 sung khong.

Adding a new function such as live-stream sales or affiliate marketing without updating what you
declared. When your platform changes, check whether an amendment filing is needed.

1.2. Hanh trinh mot don hang tir lic khach bAm mua dén lic tién vé tai khoén

— 1.2. An order's journey from checkout to payout

Mot don hang gidng mot buu kién di qua nhiéu tram. Mdi tram c¢6 ngudi gilt va c6 mbc
thoi gian riéng. Nim duogc tam tram, ban biét don dang nam & dau, ai dang gitr, va tién
cua minh ket & chd nao.

An order is like a parcel passing through a series of stations. Each station has its own handler

and its own clock. Once you know the eight stations, you can tell where an order is, who is
holding it, and where your money is stuck.

Cac mdc ngay trong muc nay la s6 minh hoa. Mdi san quy dinh thoi han x4c nhan, thoi
han giao cho van chuyén va ngay tra tién khac nhau. Hiy m¢ trung tim ngudi ban cia
san ban dung va ghi lai tirng con sb.

The deadlines in this section are illustrative. Each marketplace sets its own limits for confirming,

handing over to the carrier and paying out. Open your platform's seller center and write down
each figure.

Tam ching ciia mot don — The eight stations of an order

1. Pat hang: khach chon san pham, dién dia chi, chon cach tra tién réi bAm mua. Hé
thong ghi mot ma don, va déng hd cta ban bat dau chay tir lic nay.
Order placed: the customer picks a product, enters an address, chooses how to pay and taps
buy. The system creates an order number, and your clock starts running.

2. Xac nhan: ban kiém tra don c6 hop 1é khong (con hang, dia chi rd, khach khong co
d4u hiéu bom hang) roi bam x4c nhan. Vi don tré trude, hay xem tién khach da duoc
san gilr chua.

Confirmation: you check that the order is valid (item in stock, address clear, no sign of a
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fake order) and confirm it. For prepaid orders, check that the platform is already holding
the customer's money.

3. Nhat hang: 1ay dung san pham, dung mau, ding ¢& & ké va d6i chiéu ma hang voi
don.

Picking: take the right product in the right colour and size from the shelf and match the item
code to the order.

4. PBong gobi: cho hang vao tii hodc hdp, ddn nhan van don, can va khai khoi lugng.
Packing: put the item in a bag or box, stick on the shipping label, weigh it and declare the
weight.

5. Ban giao van chuyén: dua géi cho nhan vién 1dy hang hoic mang ra buu cyc. Hay
chup anh hoic gitr bién nhén, vi ddy 1a bang chtng ban da giao di.
Carrier handover: give the parcel to the pickup driver or take it to the depot. Keep a photo
or receipt as proof that you shipped it.

6. Giao thanh cong: khach nhan hang va hé thong ghi trang thai da giao. Tlr diy méi tinh
thoi gian khach dugc phép doi tra.
Successful delivery: the customer receives the parcel and the system marks it delivered. The
return window is counted from this point.

7. Hét han dbi tra: néu khach khong yéu cau tra hang trong thoi han, don dugc coi 1a
hoan tit. Ching nay ban khong lam gi dugc, chi cho.
Return window ends: if the customer asks for no return in time, the order counts as
complete. You can't speed this stage up, only wait.

8. San chuyén tién: san trir phi r6i chuyén phan con lai vao tai khoan ctia ban. Vi don
thu tién khi nhan hang, don vi van chuyén giit tién trudc réi méi tra lai.
Marketplace payout: the platform deducts its fees and transfers the rest to your account. For
cash-on-delivery orders, the carrier holds the cash first and pays it out later.

Vi DU/ EXAMPLE — Pon 4o khoac gia 450.000 dong, khach tra trudc bang vi dién tir. Thir
Hai 2/11/2026, 09:10: khach dat. 09:40: ban xac nhan. 15:00: nhat hang, 15:30: dong gobi
xong, nhung nhén vién lay hang da di lic 14:00. Thir Ba 3/11, 10:00: ban giao. Thir Sau 6/11:
giao thanh céng, mat 3 ngay. Gia sir han doi tra 1a 7 ngay thi dén Thir Sau 13/11 1a hét han.
San chuyén tién vao Thir Hai 16/11, ttc 14 ngay sau lic khach bAm mua. Néu phi san minh
hoa 1a 12% thi phi 1a 450.000 x 0,12 = 54.000 dé)ng, va ban nhan 450.000 — 54.000 = 396.000
dong.

A jacket priced at 450,000 VND, paid in advance by e-wallet. Monday 2 Nov 2026, 09:10: the
customer orders. 09:40: you confirm. 15:00: picking, 15:30: packing done, but the pickup driver left
at 14:00. Tuesday 3 Nov, 10:00: handover. Friday 6 Nov: delivered, three days in transit. If the return
window is 7 days, it ends on Friday 13 Nov. The platform pays out on Monday 16 Nov, 14 days after
checkout. With an illustrative 12% fee, the fee is 450,000 % 0.12 = 54,000 VND, and you receive
450,000 — 54,000 = 396,000 VND.

Trong vi du nay, ching ban lam cham 13 dong géi: xong lic 15:30 nén 1& chuyén lay
hang va mat thém mot ngay. Chang dai nhat 1a chd hét han d6i tra cong thoi gian san xur
ly, tong cong 10 ngay trude khi tién vé.
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In this example, the stage you slowed down was packing: it finished at 15:30, missed the pickup
run and cost an extra day. The longest stretch was waiting for the return window plus platform
processing, 10 days in total before the money arrived.

Vi DU/ EXAMPLE — Pon quan gia 280.000 dong, thu tién khi nhan hang. Thir Hai
9/11/2026: khach dat, ban xac nhan trong ngay va ban giao sang hom sau. Thixr Nam 12/11:
giao thanh cong. Néu han ddi tra 1a 7 ngay thi hét han Thi Nam 19/11. Tién mat do don vi
van chuyén gitr, va san chuyén cho ban vao Thir Hai 23/11, tirc 14 ngay sau luc khach dat.
Vi phi minh hoa 10%, phi la 280.000 x 0,10 = 28.000 déng, va ban nhan 280.000 — 28.000 =
252.000 dong.

A pair of trousers priced at 280,000 VND, cash on delivery. Monday 9 Nov 2026: the customer
orders, you confirm the same day and hand over the next morning. Thursday 12 Nov: delivered. If the
return window is 7 days, it ends on Thursday 19 Nov. The carrier holds the cash, and the platform
pays you on Monday 23 Nov, 14 days after the order. With an illustrative 10% fee, the fee is 280,000
x 0.10 = 28,000 VND, and you receive 280,000 — 28,000 = 252,000 VND.

MEO / TIP — Hoi don vi van chuyén gio 1y hang cudi cung trong ngay, roi dat gio chét nhat
va dong goi sém hon khoang mot tiéng.

Ask the carrier for its last pickup time of the day, then set your picking and packing cut-off about an
hour earlier.

MEO / TIP — Quay mét doan video ngin lic dong géi, thiy rd san pham va nhin van don.
Khi khach n6i nhan thiéu hodc nham hang, ddy 13 bang ching cua ban.

Record a short video while packing, showing the product and the shipping label clearly. If a customer
claims the parcel was short or wrong, this is your evidence.

LOI HAY GAP / COMMON MISTAKE — Tinh vén quay vong theo ngay giao hang thay vi
ngdy tién vé. Ban s& thdy hét tién nhap hang trong khi doanh thu trén man hinh van dep.
Planning your cash by delivery date instead of payout date. You run out of money to restock while the
revenue on screen still looks good.

LOI HAY GAP / COMMON MISTAKE — B4m ban giao trén hé thdng nhung chua dua géi
di, hodc khong giit bién nhan. Khi goi that lac, ban khong c6 gi dé chirmg minh.

Marking an order as handed over in the system before the parcel has left, or not keeping a receipt.
When a parcel goes missing, you have nothing to prove it.

LOI HAY GAP / COMMON MISTAKE — Xac nhan don thu tién khi nhan hang ma khong
goi hoi lai khi dia chi mo hd. Goi di roi bi tir chdi nhan, ban mét phi van chuyén ca hai chiéu.
Confirming a cash-on-delivery order without calling the customer when the address is vague. The
parcel goes out and is refused, and you lose the shipping fee both ways.

GHI CHU / NOTE — DPon chi thanh tién khi da di hét ca tim ching. Hiy gin ngay du kién
tién vé cho timg don dang chay.

An order turns into money only after all eight stations. Attach an expected payout date to every order
in progress.
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1.3. Céc vi tri trong mot doi ban hang true tuyén va viéc ciia tirng ngudi — 1.3.

Roles in an online selling team and what each one does

Po6i ban hang tryc tuyén gidng mot bép an nho: co6 nguoi lo nguyén lidu, nguoi nau,
nguodi ra mon, ngudi thu tién. Mdi vi tri 1a mot nhém viéc, khong nhét thiét 1a mot nguoi
riéng. Gian hang méi thudng chi c6 mot hai nguoi, nén mot ngudi 6m nhidu vi tri. Biét rd
ting vi tri gitip ban khong bo st viéc va biét khi nao can tach nguoi.

An online selling team works like a small kitchen: someone buys ingredients, someone cooks,
someone plates the food, someone handles the till. Each role is a group of tasks, not necessarily

a separate person. New shops often have one or two people, so one person covers several roles.
Knowing each role helps you avoid missing tasks and see when it is time to split them.

Sdu vi tri va viéc cia tirng ngwoi — Six roles and what each one does

« Nhén vién van hanh gian hang: mo ca kiém don méi va don sap qua han, dang va stra
san phém, cap nhat gia va tdn kho, theo ddi chi sb cua gian hang trén san. Pay 1a
nguoi gitt nhip cho ca doi.

Store operations staff: check new and nearly overdue orders at the start of a shift, list and
edit products, update prices and stock, and watch the shop's health scores on the
marketplace. This person keeps the whole team on rhythm.

« Cham soc khach: tra 101 tin nhan héi hang, xtr Iy yéu cau doi tra, phan hoi danh gia.
Nguoi ndy can kién nhin va c6 sin mau cau cho céc tinh hudng quen thudc.
Customer care: answer pre-sale questions, handle return requests, reply to reviews. This
person needs patience and ready-made reply templates for common situations.

* Nhén hang va dong goi: dém hang nhap so véi don dat, xép kho, nhat hang theo don,
dong hop, dan nhin. Sai mot ma hang ¢ khau nay 1a khach nhan nham.

Receiving and packing: count incoming goods against the purchase order, shelve them, pick
items per order, box them, and attach labels. One wrong item code here means a customer
gets the wrong product.

« PBiéu phdi giao van: chon don vi van chuyén, hen gid 1y hang, theo doi don dang
giao, goi lai khach khi giao khong thanh cong, doi boi thudng khi hang that lac.
Logistics coordinator: pick the carrier, schedule pickups, track parcels in transit, call
customers after a failed delivery, and claim compensation for lost parcels.

« Phu trach tim kiém va quang cdo: tim tir khod khach hay g6, viét lai tén san pham cho
dé tim, chay quang céo tra tién theo luot nhép, doc béo céo roi tang, giam hodc tat
tng quang cao.

Search and advertising lead: find the keywords buyers type, rewrite product titles to be
easier to find, run pay-per-click ads, and read reports to raise, cut or stop each ad.

« K& toan ban hang: ghi s6 doanh thu va chi phi, dbi soat tién san chuyén vé véi ting
don, d6i soat tién thu ho voi don vi van chuyén, gitt chimg ti.
Sales accountant: record revenue and costs, match marketplace payouts to each order, match
cash-on-delivery money with the carrier, and keep documents.
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Khi phéi tich nguoi, hdy tach viéc ning nhét trudc. Thuong d6 1a dong goi: mdi don
thém 14 thém vai phit tay chan. Quang cao hay ké toan tang cham hon nhiéu, nén c6 thé
don cho mot ngudi 1au hon.

When you must split work, split the heaviest task first. That is usually packing: every extra order

adds a few minutes of hands-on work. Advertising and accounting grow much more slowly, so
one person can keep them for longer.

Vi du: doi ba nguoi, 80 don mdi ngay — Example: a three-person team, 80 orders a day

Gia sir gian hang ban do gia dung nho, mdi ngay 80 don. Ban cin udc lugng thoi gian
trude khi chia. Péng goi mét khoang 3 phat mot don. Khoang mot nira sé khach nhan tin,
mdi cudc mét khoang 5 phut.

Say a shop sells small household goods, 80 orders a day. Estimate the time before you split the

work. Packing takes about 3 minutes per order. About half of the customers send messages, and
each chat takes about 5 minutes.

1. Tinh gid déng go6i: 80 don x 3 phut = 240 phut, tic 4 gio. Cong 1 gid nhan hang nhap
va 30 phut ban giao cho don vi van chuyén, duoc 5 gid 30 phut. Giao cho An.
Work out packing time: 80 orders x 3 minutes = 240 minutes, or 4 hours. Add 1 hour for
receiving stock and 30 minutes for carrier handover, giving 5 hours 30 minutes. Assign this
to An.

2. Tinh gio cham khach: 40 cudc x 5 phut = 200 phut, tirc 3 gio 20 phut. Cong 1 gio 30
phut ghi sb va ddi soat, duoc 4 gid 50 phat. Giao cho Binh, ngudi vira cham khach
vira lam ké toan.

Work out customer care time: 40 chats % 5 minutes = 200 minutes, or 3 hours 20 minutes.
Add 1 hour 30 minutes for bookkeeping and reconciliation, giving 4 hours 50 minutes.
Assign this to Binh, who covers care and accounting.

3. Gom phan con lai cho Chi: 30 phat mé ca, 2 gid quang cdo, 1 gio 30 phut sira san

pham va cap nhat ton kho, 1 gio theo ddi don dang giao. Tong 5 gid.
Give the rest to Chi: 30 minutes opening the shift, 2 hours on ads, 1 hour 30 minutes on
product edits and stock updates, 1 hour tracking parcels in transit. Total 5 hours.

Két qua: An 5 gid 30 phut, Binh 4 gio 50 phut, Chi 5 gio, déu dudi 8 gio. Phan gio trong

dung cho ngay don ting hodc khi mot ngudi nghi. Néu don 1én 120 mdi ngay, gio dong

goi thanh 6 gio, luc d6 nén thém mot ngudi dong goi.

Result: An 5 hours 30 minutes, Binh 4 hours 50 minutes, Chi 5 hours, all under 8 hours. The

spare time covers busy days or a day off- If orders rise to 120 a day, packing becomes 6 hours,
and that is when to add a dedicated packer.

Kiém lai tong: 5 gid 30 phat + 4 gid 50 phat + 5 gid = 15 gid 20 phat, ding bang cong
moi phan viéc di liét ké. Néu con s6 cudi léch, c6 viée bi tinh hai lan hozc bi bo sot.
Check the total: 5 hours 30 minutes + 4 hours 50 minutes + 5 hours = 15 hours 20 minutes,

which equals the sum of every task listed. If your final number is off, a task was counted twice or
left out.

LOI HAY GAP / COMMON MISTAKE — Bé ngudi dong géi ty tra 101 tin nhén giira
chimg: don bi don, tin nhin ciing tra cham. Hay tach gio rd rang, hodc giao han cho mot
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nguoi.
Letting the packer answer messages in between: orders pile up and replies come late. Set clear time
blocks, or give chat to one person.

LOI HAY GAP / COMMON MISTAKE — Mot ngudi vira ghi s vira 1a nguoi duy nhit gitt
tién va ddi soat, khong ai kiém tra chéo. Nén c6 nguoi thir hai xem lai sé cudi thang.

One person both keeps the books and is the only one holding and reconciling money, with no cross-
check. Have a second person review the totals at month end.

LOI HAY GAP / COMMON MISTAKE — Uéc lugng theo ngdy thuong rdi quén ngly
khuyén mai 16n, khi s6 don c6 thé gap d6i. Hay tinh thém mot 1an v6i 160 don: riéng dong
g6i dd mat 8 gio, vuot sirc mot nguoi.

Planning only for a normal day and forgetting big sale days, when orders can double. Run the
numbers once more with 160 orders: packing alone takes 8 hours, more than one person can do.

MEO / TIP — Ghi tén ngudi phu trach va ngudi thay thé cho timg viéc vao mot to gidy dan &
goc dong goi. Khi ai d6 nghi, ca doi biét ngay ai 1am thay.

Write the owner and the backup for each task on a sheet posted at the packing corner. When someone
is out, everyone knows who covers.

1.4. M6t ngay lam viéc mAu ciia nhan vién van hanh gian hang — 1.4 A sample

working day for a shop operations assistant

Nhéan vién van hanh gian hang 1a nguoi gitt cho don di dung han va khéach duoc tra 101
dung luc. Mot ngay 1am viéc gibng mot ca bép: don dén lién tuc, nhung viéc duge chia
theo khung gid ¢d dinh. Ban cAn nam nhip nay truéc khi hoc timg viéc nho.

A shop operations assistant keeps orders moving on time and customers answered on time. A

working day runs like a kitchen shift: orders arrive all day, but the work is split into fixed time
slots. Learn this rhythm before you learn each small task.

Chuan bj trude: tai khoan quan 1y gian hang trén san, bang tinh hodc s6 ghi ton kho, goc
dong goi co san bang keo, hop, nhan, va gio shipper (nhan vién don vi van chuyén) dén
ldy hang. Hoi gid 1y hang trude, vi moi mdc khac 1ui lai tir gid do.

Get these ready first: your shop dashboard on the marketplace, a spreadsheet or notebook for

stock, a packing corner with tape, boxes and labels, and the courier pickup time. Ask for the
pickup time first, because every other deadline is counted back from it.

Lich theo gi0' — The day by the clock

1. M6 ca (khoang 30 phut dau): mo trang quan ly, dém don méi qua dém, don cho xéac
nhan va don sip qua han chuan bi. Pon sip qua han 1am trudc.
Open the shift (first 30 minutes): open the dashboard and count new overnight orders,
orders awaiting confirmation, and orders close to the handling deadline. Do the near-
deadline ones first.

2. Xu ly don budi sang: xac nhan don, loc don dang ngd (dia chi thiéu, s dién thoai la,
dit s6 luong bat thudng), réi nhat hang, dbi chiéu ma, dong goi, dan nhan.
Morning orders: confirm orders, screen suspicious ones (missing address, odd phone
number, unusual quantity), then pick, match product codes, pack and label.
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3. Ban giao hang giira trua: dém goi theo danh sach, dwa cho shipper, chup anh 16 hang
va phiéu ban giao. Sau d6 nghi trua.
Midday handover: count parcels against the list, give them to the courier, and photograph
the batch and the handover slip. Then take your lunch break.

4. Tra 15i tin nhan: gom mot khung gid lién dé tra 10 tin khach bang mau cau c6 sin, chi
viét riéng khi tinh hudng la.
Messages: set aside one block to answer customers with ready-made replies, and write a
custom reply only for unusual cases.

5. Cap nhat san phém budi chiéu: sira gia, thay anh, chinh mé t4, chinh sb tdn. Lam sau
khi 16 sang da di dé khong 13n véi viée gap.
Afternoon product updates: edit prices, swap photos, adjust descriptions and stock counts.
Do this after the morning batch has lefi, so it does not mix with urgent work.

6. Lb chiéu va doéng ca: dong cac don dén thém, ban giao 14n hai, d6i chiéu tdn thuc té
v6i s6 trén san, ghi so su ¢ trong ngay.
Afternoon batch and close: pack late orders, hand over a second time, compare physical
stock with the marketplace count, and log the day's incidents.

Vi DU/ EXAMPLE — Mot ngay cua gian hang my pham (serum, kem chdng néing, sita rira
mat). Hom dé c6 45 don, huy 1, giao 44. Thoi gian dong goi tinh trung binh 4 phit mot don.
One day at a cosmetics shop (serums, sunscreen, cleansers). That day brought 45 orders, 1 was
cancelled, 44 shipped. Packing time averaged 4 minutes per order.

Viée S6 don va thoi gian
Task Orders and time
7:45— Mo ca: ¢6 18 don dém, 4 don cho, 3 don sép qua han 30 phut
8:15 Open: 18 overnight orders, 4 waiting, 3 near deadline 30 minutes

Nhén thém 16 don, téng 34. Goi xac nhan 2 don nghi bom 25 phut xac nhan + 132

8:15- hang, huy 1. Dong 33 don phut dong goi

10:55 16 more orders, 34 total. Phone-checked 2 suspect orders, 25 min confirming + 132
cancelled 1. Packed 33 min packing

11:30—  Ban giao 33 go6i, chup anh 16 va phiéu 15 phut

11:45 Hand over 33 parcels, photo of batch and slip 15 minutes

13:00—  Tra 10i 27 tin nhén (h6i da dau, han dung, phi giao) khoang 2 phit mdt tin

13:55 Answer 27 messages (oily skin, expiry date, shipping fee) about 2 minutes each

14:00—  Stra gi4 6 san pham, thay anh 2 san pham, chinh ton 12 ma 90 phut

15:30 Edit prices on 6 products, new photos on 2, stock on 12 codes 90 minutes
15:30-  Dong 11 don dén thém 44 phit
16:15 Pack 11 late orders 44 minutes
16:30—  Ban giao 1an hai, 11 g6i 15 phat
16:45 Second handover, 11 parcels 15 minutes
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Gio Viée S6 don va thoi gian
Time Task Orders and time

16:45—  Ddi chiéu ton, ghi 1 chai serum v khi nhit 30 phut
17:15 Check stock, log I serum bottle broken while picking 30 minutes

Hai don nghi bom hang trong bang can giai thich: bom hang 1 khach dit roi khong nhan,
g6i quay vé va ban mét cong dong goi 1an phi van chuyén. Vi thé ban goi x4c nhan trudc
khi dong. Hai cudc goi hét 25 phut, ké ca lac cho may, van ré hon mot géi bi tra vé.

The two suspect orders in the table need a word of explanation. A "bomb order" is one where the
buyer orders and then refuses the parcel, so it comes back and you lose the packing effort and
the shipping fee. That is why you phone to confirm before packing. Two calls took 25 minutes,
waiting included, which still costs less than one returned parcel.

Céch tinh mdc gio: 33 don nhan 4 phat 1a 132 phat, 11 don nhan 4 phut 1 44 phat. Budi
sang dong xong lic 10:55, shipper dén luc 11:30, nén con du 35 phit dé dém goi va xir Iy
don phat sinh.

How the time slots were set: 33 orders times 4 minutes is 132 minutes, and 11 orders times 4

minutes is 44 minutes. The morning packing ended at 10:55 and the courier came at 11:30),
which leaves a 35-minute buffer for counting parcels and handling surprise orders.

Kiém lai phép cong: 33 gbi budi sang va 11 goi budi chidu 1a 44 goi, khép véi 45 don trix
1 don hity. Khi nhit my pham, ban xem luén han dung trén hop, d& phai xur 1y khiéu nai
vé sau.

Check the sum: 33 morning parcels plus 11 afternoon parcels make 44, which matches 45 orders

minus 1 cancelled. When picking cosmetics, read the expiry date on the box as you go. It saves
you complaints later.

LOI HAY GAP / COMMON MISTAKE — Nhin tin nhin xen giita lic dong géi nén dirt
nhip, don tré gio 14y hang. Hay dat khung tra 1o riéng.

Checking messages in the middle of packing breaks your rhythm and makes orders miss pickup. Set a
separate reply block.

LOI HAY GAP / COMMON MISTAKE - Stra gia hodc ton trude khi 16 sang di. Pon dang
xu 1y co thé 1éch sd, ban phai sura lai.

Editing prices or stock before the morning batch leaves. Orders in progress can end up with
mismatched numbers, and you must fix them again.

LOI HAY GAP / COMMON MISTAKE — Quén chyp anh ban giao. Khi shipper 1am mat
g6i, ban khong ¢ bang ching.

Forgetting the handover photo. If the courier loses a parcel, you have no proof.

LOI HAY GAP / COMMON MISTAKE — D4n nhin ma khéng d6i chiéu ma san pham
(day ky tu ghi trén hop dé phan biét timg mén) v6i don. Ban dé giri nhim serum thay cho
kem chdng nang, roi phai xtr 1y doi tra.

Labelling without matching the product code (the string of characters on the box that tells items
apart) to the order. You can easily ship a serum instead of a sunscreen and then have to handle an
exchange.
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MEO / TIP — Ghi thoi gian that ciia timg viéc trong mot tuan. Ban s& biét minh can bao nhiéu
phut cho mdi don va dit mde gi0 sat thuc té.

Record the real time for each task for one week. You will learn how many minutes one order takes and
can set realistic deadlines.

1.5. Cac bén ban lam viéc cung: san, don vi van chuyén, cong thanh toan, nha
cung cap — 1.5. The partners you deal with: platforms, carriers, payment gateways and
suppliers

Khi ban tryc tuyén, ban hiém khi 1am mot minh. C6 bén bén dtng canh ban, mdi bén gitr
mot khuc cta don hang. Biét bén nao gitr khiic ndo thi khi c6 su ¢b, ban khong phai doan
nén go cua ai.

You rarely sell online alone. Four partners stand beside you, and each one handles one stretch

of the order. Once you know who holds which stretch, you never have to guess whom to contact
when something goes wrong.

M&6i bén 1am gi, thu gi, gip viéc gi thi im — What each parter does, what it charges, and
when to contact it

San thuong mai dién tir 13 céi cho truc tuyén cho ban thué chd bay hang, giéng chii trung
tam thuong mai cho thué quay. San lo hién thi san pham, nhan don va phan xu khi khach
v6i ban bat ddng. Phi thuong gom hoa hong theo phan tram gia ban, phi xir Iy thanh toan
va phi tham gia cac dot khuyén mai. Mtc cu thé mdi san, mdi nganh hang mot khac, nén
ban xem trong muc chinh sach phi cua tai khoan ngudi ban. Tim san khi tai khoan bi han
ché, don bi huy hay hoan ma ban khong déng v, khach khiéu nai, hodc tién san chuyén vé
léch voi don.

A marketplace is an online market where you rent space to display goods, like a tenant in a
shopping mall. It shows your products, takes orders and settles disputes between you and the
buyer. Fees usually include a commission as a percentage of the sale price, a payment-
processing fee and charges for joining promotions. Rates differ by platform and category, so
check the fee policy page in your seller account. Contact the marketplace when your account is
restricted, an order is cancelled or refunded against your will, a buyer files a complaint, or the
payout does not match your orders.

Pon vi van chuyén 13 ngudi cim hop hang tir tay ban dén tay khach. Ho thu cudc theo
khéi luong va vung giao, phi thu ho néu thu tién mit thay ban (goi tit 1a COD), va phi
hoan khi hang bi tra vé. Tim ho khi hang giao cham, ket & kho trung chuyén, thét lac, hu
hong, hoic tién thu ho chwa chuyén cho ban.

A carrier is the party that takes the parcel from your hands to the customer's. It charges shipping
by weight and delivery zone, a cash-on-delivery fee (COD) if it collects cash for you, and a
return fee when a parcel comes back. Contact the carrier about late, stuck, lost or damaged
parcels, or when COD money has not reached you.

Cong thanh toan 1a bén trung gian nhan tién khach tra bang the, vi dién tr hay ma QR rdi
chuyén lai cho ban, nhu quiy thu ngin cua cira hang. Ho thu phan trim trén mdi giao
dich, ¢6 noi cong thém mot khoan ¢ dinh. Ban trén san thi san thuong da gén san céng,
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ban chi lam viéc tryc tiép v6i cong khi dung website riéng. Tim cong khi khach bi trir
tién ma don khong ghi nhan, tién chua vé, can hoan tién thé, hodc giao dich bi gilr dé
kiém tra.

A payment gateway is the middleman that receives the customer's card, e-wallet or QR payment
and passes the money to you, like a shop's cashier. It charges a percentage per transaction, and
some add a fixed amount. If you sell on a marketplace, the gateway is usually built in. You deal
with one directly only when you run your own website. Contact the gateway when a customer is
charged but no order appears, money has not arrived, a card refund is needed, or a transaction
is held for review.

Nha cung cap la noi ban ldy hang vé ban. Ho khong thu phi riéng, ban tra tién hang,
nhung di kém diéu kién nhu s6 lugng dit toi thiéu, han thanh toan va cach doi hang 15i.
Tim ho khi hang vé thiéu, sai, 1i, khi gi4 nhap d6i, hodc khi ho hét hang.

A supplier is where you get the goods you sell. There is no separate fee: you pay for the goods,
but with terms attached, such as minimum order quantities, payment deadlines and how defective
items are exchanged. Contact the supplier when a delivery arrives short, wrong or defective,
when the cost price changes, or when stock runs out.

Mot don bi giao cham: héi ai truwdc, ai sau — A late order: who to ask first, who next

1. M6 don trén san, xem trang thai van don va mdc ghi nhan cudi cung. Kiém tra ban da
ban giao dung han chua, dya vao anh hodc bién nhan lic giao.
Open the order on the marketplace and read the tracking status and the last scan. Check
whether you handed the parcel over on time, using your photo or receipt.

2. Nhan khach ngay, no6i rd ban dang kiém tra va s& bao lai. Pung chd ¢6 két qua moi tra
101.
Message the customer right away, saying you are checking and will report back. Do not wait
for an answer before replying.

3. Hang da ¢ tay van chuyén thi 1ién hé don vi van chuyén trudc, kém ma van don. Hoi
hang dang ket & dau va bao gio giao.
If the parcel is with the carrier, contact the carrier first and quote the tracking code. Ask
where it is stuck and when it will be delivered.

4. Van chuyén khong tra 10i trong ngay hoic khong giai quyét dugc thi mo yéu cau hd
trg trén san. Pinh kém ma van don, anh ban giao va lich su trao doi.
If the carrier does not answer within the day or cannot fix it, open a support request with the
marketplace. Attach the tracking code, the handover photo and your message history.

5. Néu nha cung cép giri hang thang cho khach thi hoi nha cung cap trude, vi ho dang
giit hang. Cong thanh toan khong lién quan, vi tién di thu du.
If the supplier ships straight to the customer, ask the supplier first, because they hold the
goods. The payment gateway is not involved, since the money has already been collected.

Vi DU / EXAMPLE — Pon dit tht Hai, hen giao thir Tu. Sang thir Nam khach nhén chua
nhéan dugc. Ban mdé don: hang da giao cho véan chuyén luc 16 gio thur Hai, c6 anh, va van don
dung & kho trung chuyén tir toi thir Ba. Ban nhén khach, roi goi hotline van chuyén. Ho bao
xe tré, hang giao thr Sdu. Ban béo lai khach. Néu thtr Sau hang van chua tGi, ban méi mo yéu
cau 1én san.
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The order was placed on Monday with delivery promised for Wednesday. On Thursday morning the
customer says nothing has arrived. You open the order: the parcel went to the carrier at 4 pm on
Monday, you have a photo, and tracking has stalled at a transit hub since Tuesday evening. You
message the customer, then call the carrier's hotline. They say a truck was late and delivery is Friday.
You pass this on to the customer. Only if the parcel still has not arrived on Friday do you open a
request with the marketplace.

VI DU/ EXAMPLE — Mot don 500.000 dong, san chuyén vé cho ban 435.000 dong va ban
nghi minh bi thiéu tién. Ban mé bang chi tiét cac khoan trir ciia don d6. Hoa hong 5% la
25.000 dong, phi xir 1y thanh toan 2% 1a 10.000 dong, phi van chuyén ban chiu 1a 30.000
ddng. Cong ba khoan duoc 65.000 dong. Ly 500.000 trir 65.000 ra 435.000 dong, khép voi
s6 nhan. Ban khong can khiéu nai. Néu s6 khong khép, ban méi giri yéu cau 1én san, kém anh
chup bang chi tiét.

An order of 500,000 VND arrives as a payout of 435,000 VND, and you think money is missing. You
open the fee breakdown for that order. The 5% commission is 25,000 VND, the 2% payment-
processing fee is 10,000 VND, and the shipping cost you cover is 30,000 VND. The three add up to

65,000 VND. 500,000 minus 65,000 gives 435,000 VND, which matches what you received. No
complaint is needed. Only if the numbers differ do you send a request to the marketplace, with a
screenshot of the breakdown attached.

LOI HAY GAP / COMMON MISTAKE — Goi san tru6e khi héi van chuyén. San ciing s&
phai hoi lai van chuyén, nén ban mat thém nira ngay.

Calling the marketplace before the carrier. The marketplace will have to ask the carrier anyway, so
you lose half a day.

LOI HAY GAP / COMMON MISTAKE — Khéng lru mi van don va anh ban giao. Khi
can khiéu nai, ban khong c6 gi dé chimg minh minh da giao dung han.

Not saving the tracking code and handover photo. When you need to file a complaint, you have
nothing to prove you shipped on time.

LOI HAY GAP / COMMON MISTAKE — Hoi cong thanh toan khi ban ban trén san. Cong
do san gén san, ban khong c6 tai khoan ¢ do, nén ho sé chuyén ban vé lai san.

Asking the payment gateway for help when you sell on a marketplace. The platform built the gateway
in and you have no account there, so you will be sent back to the marketplace.

MEO / TIP — Lap mdt danh ba dbi tac gém tén, s6 hotline, kénh nhan tin, gio lam vige va
ngudi phy trach cia timg bén. Ghim 1én dau bang tinh dé ca ca ding chung.

Build a partner directory with each party's name, hotline, messaging channel, working hours and
contact person. Pin it at the top of your spreadsheet so the whole shift can use it.

MEO / TIP — Mdi tuan, lay s6 tién san chuyén vé ddi chiéu v6i danh sach don di giao. Léch
som thi d& tra. Dé dén cudi thang, ban khé nhé don nio gy ra chénh léch.

Once a week, compare the money the marketplace paid out against your list of delivered orders. A gap
caught early is easy to trace. By month end, it is hard to remember which order caused it.
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1.6. K¥ niing va cong cu tdi thiéu ngudi méi can co6 — 1.6. The minimum skills and

tools a beginner needs

Lam nghé ban hang truc tuyén khong doi bang cap, nhung c6 mot nhom ky ning va dung
cu nhé ma thiéu cai nao ban cling bi cham hoac nham don. Muyc nay liét ké dung phén tdi
thiéu, r6i cho ban mot bang tu chdm dé biét minh can luyén gi trudc.

Selling online needs no degree, but a small set of skills and tools keeps you from slowing down
or mixing up orders. This section lists only the minimum, then gives you a self-scoring list so you
know what to practise first.

Nam Ky nang nén - Five core skills

* Bang tinh co ban: nhap dir liéu vao 6, cdng cot, nhan sb lugng véi gid, loc va sép xép.
Bang tinh 1a to gidy ké 6 trén may tinh, tu cong trir gitip ban.
Basic spreadsheets. type data into cells, add up a column, multiply quantity by price, filter
and sort. A spreadsheet is a ruled sheet on your computer that does the adding for you.

« G6 nhanh: chép tén ngudi nhan, dia chi va ma san pham ma khong phai nhin ban
phim. Tam 1y mdc khoang 30 chit mdi phut lam dich dau tién.
Fast typing: copy a recipient name, address and product code without staring at the
keyboard. A rough first target is about 30 words per minute.

« Chup anh bang dién thoai: dat hang canh cira s6 c6 anh sang ban ngdy, nén tron, giit
may thang, chup nét.
Phone photography: put the item beside a window with daylight, use a plain background,
hold the phone level and keep the shot sharp.

« Viét tin nhan lich sy: chao, tra 101 ding cau hoi, néi 16 bude tiép theo, cam on. Cau
ngan, khong viét hoa ca dong.
Polite messages: greet, answer the exact question, state the next step, say thanks. Keep
sentences short and never type in all capitals.

* Poc s lieu don gian: biét phﬁn tram, so tuan nay voi tuan trude, nhan ra con s bat
thuong.
Reading simple numbers: understand percentages, compare this week with last week, spot an
odd figure.

Bon cong cu toi thiéu — Four minimum tools

« May in nhan nhiét: in nhin van don khong can muyc, thuong dung khé 100 x 150 mm.
Thermal label printer: prints shipping labels without ink, usually on 100 x 150 mm paper.

« Can dién tr nho: loai dén 5 kg, d6 chia 1 gram, dé khai khéi luong diing véi thuc té.
Small digital scale: up to 5 kg with 1-gram steps, so the declared weight matches the real
one.

« Bang tinh: Excel hoic Google Sheets, dung dé ghi don, ton kho va tién.

Spreadsheet: Excel or Google Sheets, for logging orders, stock and money.

« Trang quan 1y nguoi ban clia san: noi ban xem don, tra 16i khach, stra gia va ton kho.
The marketplace's seller management page: where you see orders, reply to customers, and
edit prices and stock.
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Tw chiam diém véi 10 ky nang — Score yourself on 10 skills

M&i k¥ ning chdm 0 diém néu chua biét, 1 diém néu lam duoc nhung cham hodc phai
xem huéng dan, 2 diém néu lam tu tin. Tong toi da 20 diém.

Score each skill 0 if you cannot do it, 1 if you can but slowly or with instructions open, and 2 if
you do it confidently. The maximum is 20.

1. Chép 10 k¥ nang vao bang tinh: nhap dir li€u, cong thirc cong va nhan, loc va sép Xép,
g6 nhanh, chup anh, tin nhin lich su, doc phan tram, dung trang quan 1y ngudi ban,
dung cAn va mdy in nhin, ghi chép can than.

Copy the 10 skills into a spreadsheet: data entry, sum and multiply formulas, filter and sort,
fast typing, photography, polite messages, reading percentages, using the seller page, using
the scale and label printer, careful record keeping.

2. Lam thtr timg viéc that, dimg chim theo cam giac. Vi dy, vdi cong thiic cong, gd vao
6 B32 dong sau rdi xem c6 ra tong cot B khong.
Try each task for real instead of guessing. For the sum skill, type this formula into cell B32
and check that it returns the total of column B.

| =SUM (B2 :B31)

1. bién diém 0, 1 hodc 2 vao cot bén canh, rdi cong téng.
Enter 0, 1 or 2 beside each skill, then add up the total.

2. Poc két qua: 0 dén 8 diém thi luyén hai tuan trudc khi nhan don that; 9 dén 14 diém
thi bat dau dugc, vira lam vira bu chd yéu; 15 dén 20 diém thi sin sang.
Read the result: 0 to 8 means practise for two weeks before taking real orders; 9 to 14
means you can start and fill gaps as you go, 15 to 20 means you are ready.

3. Chon k¥ niang diém thap nhat dé luyén trudc, mdi lan mot k§ nang.
Pick the lowest-scoring skill and work on one skill at a time.

4. Sau hai tuan, chdm lai béng cach 1am thir mét 1an nita va so v6i diém cii. Diém tang
nghia la cach luy¢én dang dting.
After two weeks, score again by redoing each task and compare with the old result. A higher
score means your practice is working.

Vi DU/ EXAMPLE — Ban chim lan luot 10 ky nang: 2,2, 1, 1,2, 2, 1,2, 1, 0. Cong lai:
2+2+1+1+2+2+1+2+1+0 = 14 diém, thuéc nhém 9 dén 14. K§ ning thir 10 (ghi chép cin
than) duoc 0 diém nén luyén dau tién: mdi toi ghi lai sb don, s6 don huy. Gia st 120 don ¢6 6
don huy, ty 1 huy 14 6 chia 120 bang 5%. Sau d6 méi dén cac k¥ nang 1 diém.

You score the 10 skills in order: 2, 2, 1, 1, 2, 2, 1, 2, 1, 0. The sum is 2+2+1+1+2+2+][+2+]+0 = 14,
which falls in the 9 to 14 band. Skill 10 (careful record keeping) scored 0, so practise it first: each
evening, log total orders and cancelled orders. With 6 cancellations out of 120 orders, the
cancellation rate is 6 divided by 120, which is 5%. Then move on to the skills that scored 1.

VI DU / EXAMPLE — Thir k§ ning nhan. O C2 ghi s luong 3, 6 D2 ghi gia 45.000. G vao
6 E2 cong thire =C2 * D2, két qua 1a 135.000, vi 3 x 45.000 = 135.000. Vi cong thirc cong &
trén, B2:B31 nghia 13 tir 6 B2 dén 6 B31, tirc 30 6 lién nhau, nén bang cua ban can dung 30
dong dir licu.

Try the multiply skill. Cell C2 holds a quantity of 3 and cell D2 a price of 45,000. Type =C2 * D2 into
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E2 and the result is 135,000, because 3 x 45,000 = 135,000. In the sum formula above, B2:B31
means cell B2 through cell B31, which is 30 cells in a row, so your sheet needs exactly 30 data rows.

LOI HAY GAP / COMMON MISTAKE — Chim diém theo cam gi4c thay vi 1am thir, nén
diém cao nhung ngay dau van lung ting.
Scoring by feeling instead of doing the task, so the score looks high and you still struggle on day one.

LOI HAY GAP / COMMON MISTAKE — Mua may in nhén va cin trudc, nhung chua thir
in mot nhan mau hay cAn mot mén hang, d&én lic c6 don mai phat hién sai kho gidy hodc can
léch.

Buying the label printer and scale first but never printing a sample label or weighing a test item, then
finding the wrong paper size or a drifting scale when real orders arrive.

LOI HAY GAP / COMMON MISTAKE — Chup anh ngugc sang hoac nén 10n x0n vi nghi
anh dep chi can dién thoai dit. Anh sang va nén quan trong hon may.

Shooting against the light or on a messy background, believing good photos need an expensive phone.
Light and background matter more than the camera.

LOI HAY GAP / COMMON MISTAKE — G4 sai ving cong, vi du =SUM(B2:B30) khi dir
lidu chay dén dong 31, 1am t6ng thiéu mot don ma ban khong hay biét.

Typing the wrong range, such as =SUM(B2:B30) when the data runs to row 31, so the total silently
misses one order.

1.7. L6 trinh 1én nghé tir nhan vién dén truémg nhém van hanh - 1.7. From

assistant to operations lead: a realistic career path

Nghé van hanh ban hang truc tuyén leo theo bac, gidng leo cau thang: mdi bac thém mot
ving viéc, khong phai d6i nghé. Biét minh dang dumg bac nao va bac ké tiép can gi giup
ban khoi sdt rudt hodc nhdy bac qua sém. Tén chitc danh mdi noi goi mot khic, nén hiy
nhin vao viéc lam, dirng nhin vao tén.

Operations work in online selling is a staircase: each step adds a new area of responsibility, not
a new profession. Knowing which step you stand on, and what the next one asks for, keeps you
from rushing or jumping too early. Job titles differ from shop to shop, so judge by the work, not
the name.

Hay 1ay mot vi du vé tén goi. O shop nho, "diéu phdi vién" co thé chi 1a ngudi vira goi
hang vira goi shipper dén lay. O shop 16n, cing chirc danh d6 13 nguoi phy trach ca kho
va doi giao van. Trudc khi nhan 161, hdy hoi mot ngay lam viéc cu thé trong ra sao.

Take titles as an example. In a small shop, "coordinator” may just mean someone who packs

parcels and also calls the courier for pickup. In a large shop, the same title means running the
warehouse and the delivery team. Before accepting an offer, ask what a typical day looks like.

Bon bac va viéc cta tirng bac — Four steps and what each one involves

Bac 1 1a nhan vién dong goéi, nhit hang hodc truc tin nhén. Ban lam dang quy trinh da co:
nhit ding ma, goi chic, dan dang nhén, tra 10i bang mau cau. Viéc ¢ bac nay lip lai
nhiéu, nén chuan nhat quan quan trong hon nhanh. Ban san sang 1én bac 2 khi sai st clia
ban trong mot thang thép va On dinh, va ban tu phét hién 16i trudc khi khach bo.
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Step 1 is the packer, picker or chat agent. You follow a process that already exists: pick the right
code, pack firmly, stick the right label, reply with template lines. The work repeats a lot, so
consistency matters more than speed. You are ready for step 2 when your errors stay low month
after month and you catch mistakes before customers report them.

Bic 2 1a nhan vién van hanh gian hang. Ban xu 1y ca vong doi don: kiém don méi, loc
don 4o, cap nhat tdn kho, theo ddi don dang giao, tra 101 khiéu nai don gian. Ban bat dau
thdy con sb ctia gian hang, nhu ty 1& huy hay ty 1 hoan. Dau hiéu sin sang: ban giai thich
duoc vi sao ty 1¢ hoan tuan nay tang, va dé xuét dugc mot viée sira cu thé.

Step 2 is the shop operations assistant. You handle the whole life of an order: checking new
orders, filtering fake ones, updating stock, tracking deliveries, answering simple complaints. You
start to see the shop's numbers, such as the cancel rate and the return rate. You are ready when
you can explain why this week's return rate rose and suggest one specific fix.

Bac 3 1a diéu phdi hodc trudng ca, vi du diéu phdi giao van. Ngoai viée ty 1am, ban phan
viéc cho nguoi khac, so sanh don vi van chuyén, ddi soat tién thu hd va xu ly don that
lac. Ban doc béo cdo tuan va biét phai nhin chd nao trudec. DAu hiéu sin sang: khi ban
nghi mot ngdy, ca van chay binh thuong vi ban di viét quy trinh cho nguoi khic 1lam
theo.

Step 3 is the coordinator or shift lead, for example a delivery coordinator. You assign work as
well as doing it, compare carriers, reconcile cash-on-delivery money and chase lost parcels. You
read the weekly report and know where to look first. You are ready when the shift runs fine on
vour day off because you wrote the process for others to follow.

Bac 4 1a truong nhém van hanh. Ban chiu trach nhiém két qua cua ca gian hang: 1ai trén
don, toc do giao, muc tdn, do hai long cua khéach. Ban tuyén nguoi, kém nguodi, dam phan
v6i nha cung cap va dbi tac giao van, va bao céo cho cha shop. Viéc chinh chuyén tir lam
ding sang 1am cho cad nhom lam dung.

Step 4 is the operations lead. You answer for the whole shop's results: profit per order, delivery
speed, stock level, customer satisfaction. You hire, coach, negotiate with suppliers and carriers,

and report to the owner. The main job shifts from doing it right to making the whole team do it
right.

Vi DU / EXAMPLE — Lan vao mot shop thoi trang, khoang 60 don mdi ngay, lam déng goi.
Sau thang dau c6 goi ding, sai dudi 1%. Thang thir 7 ¢6 nhan thém ddi chiéu ma khi nhat
hang. Thang thir 10 ¢6 dé ¥ mdi thang c6 khoang 12 don bi don vi van chuyén tra phi chénh
vi khai sai can. C6 can thu tung loai hop, 1ap bang can chudn, va s don sai con 3. Tix thang
13 ¢6 1én nhan vién van hanh, quan don sip qua han. Thang 19 ¢6 nhan viéc diéu phbi giao
van: so ba don vi van chuyén theo ty 1¢ giao thanh cong, r6i don don vung xa sang don vi tdt
nhét. Hai nim, b6n viéc méi, mdi viée bt dau tir mot 15i c6 da tu tim ra.

Lan joined a fashion shop doing about 60 orders a day, starting in packing. For her first six months
she packed accurately, with under 1% errors. In month 7 she added code checking at picking. In
month 10 she noticed about 12 parcels a month were hit with extra fees because the weight was
declared wrongly. She weighed each box type, built a standard weight sheet, and the wrong ones
dropped to 3. From month 13 she became an operations assistant, watching orders near their

deadline. In month 19 she took over delivery coordination: she compared three carriers by successful-
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delivery rate, then moved remote-area orders to the best one. Two years, four new duties, each one
starting from a mistake she found herself.

VI DU/ EXAMPLE — Minh dang & bac 2, quan gian hang son méi, khoang 200 don mdi
tuan. Tuan ndy ty 1& hoan tang tir 4% 1én 7%, tic tir 8 don 1én 14 don. Anh mé 1y do hoan ciia
14 don: 9 don ghi mau that khac anh. Anh chyp lai anh dudi anh sdng thuong va ghi tén mau
that vao mé ta. Tudn sau chi con 5 don hoan, tirc 2,5%. Anh mang con sb nay di bdo cdo, kem
d@é xuat ap cach lam cho moi miu son khéc.

Minh is at step 2, running a lipstick shop with about 200 orders a week. This week the return rate rose
from 4% to 7%, meaning from 8 orders to 14. He opened the return reasons for those 14: 9 said the
real colour differed from the photo. He retook the photos in ordinary light and wrote the true colour
name into the description. The following week only 5 orders came back, which is 2.5%. He took these
numbers to his manager, along with a proposal to apply the same fix to every other shade.

Cach tw leo bac — How to climb on your own

1. Viét ra viéc ctia bac ban dang dimg va cham timg viéc: lam chic, con sai, hay chua
lam.
Write down the duties of your current step and rate each one: solid, still shaky, or not yet
done.

2. Chon mdt viéc cua bac ké tiép va xin lam thir trong mot ca, c6 nguoi kiém lai.
Pick one duty from the next step and ask to try it for one shift, with someone checking your
work.

3. Ghi lai két qua bﬁng con sd, vi du s6 don sai truée va sau, roi mang s6 do di noi
chuyén véi quan ly.
Record the result in numbers, such as wrong orders before and after, and take those
numbers to your manager.

4. Viét quy trinh ngan cho viéc vira lam dé ngudi khac 1am theo dugc. Pay 14 budc tap
lam bac 3.
Write a short procedure for what you just did so someone else can follow it. This is practice
for step 3.

LOI HAY GAP / COMMON MISTAKE - Xin 1én chirc vi d4 1am lau, khéng dem theo con
s6 nao. Quan Iy can thiy két qua, khong dém thang.
Asking for promotion because of time served, with no numbers. Managers look for results, not months.

LOI HAY GAP / COMMON MISTAKE — Nhay sang chay quéng c4o hoic livestream khi
chua ndm don va ton kho. Pon vé& ma hang khong c6 thi 16 ngay.

Jumping to ads or livestreams before you have a grip on orders and stock. Orders arrive, the goods
are missing, and you lose money straight away.

LOI HAY GAP / COMMON MISTAKE — Lén bac 4 ma van ty lam hét, khong viét quy
trinh, khong giao viéc. Nhém khong 16n 1én va ban kiét suc.

Reaching step 4 and still doing everything yourself, with no procedures and no delegating. The team
never grows and you burn out.

LOI HAY GAP / COMMON MISTAKE — Chon viéc theo tén chirc danh nghe oai. Mot
chtc danh "trudng bd phan" & shop mot ngudi van cé thé chi la viée bac 2.
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Choosing a job by an impressive title. A "department head" title in a one-person shop may still be step
2 work.

GHI CHU / NOTE — Mdi bac thém mot ving trach nhiém: 1am dtng, ca vong don, diéu phéi
ngudi va ddi tac, roi chiu két qua ca gian hang. San sang duoc chimg minh bang con sb va
quy trinh ban dé lai.

Each step adds one area of responsibility: doing it right, the whole order cycle, coordinating people
and partners, then owning the shop's results. Readiness is proven by your numbers and the procedures

you leave behind.

1.8. Nhirng hi¢u 1am khién ngudi méi 16 trong ba thang dau — 1.8.

Misconceptions that make beginners lose money in their first three months

Nguoi méi hiém khi 15 vi ban é. Ho 13 vi doc sai con sd. Bon hiéu 1am sau day an mon
von nhanh nhét trong ba thang dau, va mdi cai di kém mot phép tinh cho thay sb tién mét.
Beginners rarely lose money because nothing sells. They lose it by misreading the numbers.
These four misunderstandings drain capital fastest in the first three months, and each comes with
a short calculation showing the money lost.

Ca bdn phép tinh dung chung mot san pham: gia ban 200.000 dong, gia von (tién ban tra
dé c6 mot cai hang) 120.000 dong.

All four calculations use the same product: a selling price of 200,000 VND and a cost price
(what you pay to get one item) of 120,000 VND.

Hiéu 1dm 1: léy doanh thu lam lai — Misconception 1: treating revenue as profit

Doanh thu 12 tong tién khach tra. Lai 1a phan con lai sau khi trir moi chi phi. Gidng quéan
com: thu 2 tri€éu mot ngay chua cé nghia 1a bo tai 2 tri¢u, vi con tién gao, thit, gas.
Revenue is the total the customers pay. Profit is what remains after every cost is deducted. It

works like a food stall: taking in 2 million a day does not mean you keep 2 million, because rice,
meat and gas still have to be paid for.

Ban 100 don thi doanh thu la 100 x 200.000 = 20.000.000 d@)ng. Tru gia vbén 100 x
120.000 = 12.000.000 dong, con 8.000.000 dong. Nhiéu ngudi dimg & day va tuong do 1a
1ai. Con s6 ndy van chua trir phi san, van chuyén va dong goi.

Selling 100 orders gives revenue of 100 x 200,000 = 20,000,000 VND. Subtract the cost of
goods, 100 x 120,000 = 12,000,000 VND, and 8,000,000 VND is left. Many people stop here
and call it profit. It still has no platform fees, shipping or packaging taken out.

Hiéu 1Am 2: quén phi san va phi di kém — Misconception 2: forgetting platform fees and
add-on costs

San thu phi trén mdi don: hoa hong, phi thanh toan va c6 thé thém phi dich vu khac. Mdi
san mdi khac, nén hiy doc bang phi trong trang ngudi ban cia chinh san ban ding. O
day, gia sir tong cac khoan phi san 1a 14% gia ban.

The platform charges per order: commission, payment fees and sometimes other service fees.

Every platform differs, so read the fee table on your own seller page. Here, assume the platform
fees add up to 14% of the selling price.

Tai li€u nay duogc bién soan boi doi ngli ciia website: https://tailieuso.vin
Trang 26



SH tay thuc hanh Thuong mai dién tu tu A dén Z

VI DU/ EXAMPLE — Mot don: phi san 200.000 x 14% = 28.000 déng. Ban chiu phi van
chuyén 12.000 dong va vat tu dong goi 3.000 dong. Lai mot don = 200.000 — 120.000 —
28.000 — 12.000 — 3.000 = 37.000 dong. Vi 100 don, 1i 13 3.700.000 ddng, thap hon
8.000.000 dong ma ban tudng, tirc mat nham 4.300.000 dong.

One order: the platform fee is 200,000 % 14% = 28,000 VND. You pay 12,000 VND in shipping and
3,000 VND in packaging. Profit per order = 200,000 — 120,000 — 28,000 — 12,000 — 3,000 = 37,000
VND. Over 100 orders that is 3,700,000 VND, well below the 8,000,000 VND you thought you had, so
4,300,000 VND was never yours.

Giam gia cling cat 13i nhanh hon ban nghi. Gia von, van chuyén va déng goi khong doi,
chi phi san giam theo gia ban. Giam 10%, tirc ban 180.000 dong: phi san 1a 25.200 dong,
1ai mot don = 180.000 — 120.000 — 25.200 — 12.000 — 3.000 = 19.800 dé)ng. Gia giam
10% ma 13i mat gn mot nia.

Discounts also cut profit faster than you expect. Cost price, shipping and packaging stay the
same, and only the platform fee shrinks with the price. Take 10% off; so you sell at 180,000
VND: the fee is 25,200 VND, and profit per order = 180,000 — 120,000 — 25,200 — 12,000 —
3,000 = 19,800 VND. The price drops 10% but nearly half the profit disappears.

Hiéu 1am 3: nhip hang qua tay — Misconception 3: buying too much stock

Gi4 nhap ré khi mua nhiéu rat hap dan. Nhung tién di chuyén thanh hang nam kho thi
khong tra dugc tién thué, tién quang céo hay 16 nhép tiép theo.

A low price for bulk buying is tempting. But money turned into boxes on a shelf cannot pay rent,
ads or your next order.

Ban nhép 500 cai, ton 60.000.000 dong, trong khi mdi thang chi ban dugc 100 céi. Sau
thang dau con 400 cai, tic 48.000.000 dong von bi ket gan nam thang. Néu budc phai xa
hét bang dung gia vén 120.000 dong, mdi don con 120.000 — 16.800 (phi san 14%) —
12.000 — 3.000 = 88.200 ddng. Mbi cai 156 120.000 — 88.200 = 31.800 ddng, 400 cai 15
12.720.000 dong.

You buy 500 pieces for 60,000,000 VND but sell only 100 a month. After month one, 400 pieces
remain, so 48,000,000 VND of capital is stuck for almost five months. If you are forced to clear
them at exactly the cost price of 120,000 VND, each order nets 120,000 — 16,800 (14% fee) —
12,000 — 3,000 = 88,200 VND. That is a loss of 120,000 — 88,200 = 31,800 VND per piece, or
12,720,000 VND on 400 pieces.

Hiéu 1dm 4: chay quang cdo ma khong do — Misconception 4: running ads without
measuring

Quang céo co don vé khong dong nghia vai ¢6 13i. Ban can biét mot don tir quang céo ton
bao nhiéu, r6i so véi 13i mot don trudc quang céo.

Ads that bring orders are not necessarily ads that make money. You need to know what one ad-
driven order costs, then compare it with the profit per order before ads.

Ban chi 3.000.000 dong va duoc 20 don. Chi phi mdi don 1a 3.000.000 + 20 = 150.000
ddng, trong khi 1di mot don trudc quang cdo chi 37.000 dong. Lai gop 20 x 37.000 =
740.000 dong, trir tién quang co con 16 3.000.000 — 740.000 = 2.260.000 dong.
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You spend 3,000,000 VND and get 20 orders. The cost per order is 3,000,000 +~ 20 = 150,000
VND, while profit per order before ads is only 37,000 VND. Total profit is 20 x 37,000 =
740,000 VND, and after the ad spend you are down 3,000,000 — 740,000 = 2,260,000 VND.

Céch kiém lai nhanh: chi phi quang cdo mdi don 150.000 ddng vuot muc 13i 37.000 dong
mot khoang 113.000 dong. Nhan véi 20 don ra dung 2.260.000 dong 16 & trén.

A quick cross-check: the ad cost per order of 150,000 VND exceeds the 37,000 VND profit by
113,000 VND. Multiply by 20 orders and you get exactly the 2,260,000 VND loss above.

Cach ty kiém tra truwéc Khi tiéu tién — A quick self-check before you spend

1. Tinh 13i mot don: gia ban trir gia vén, phi san, van chuyén, dong goi. Ghi con sé vao
bang tinh.
Work out profit per order: selling price minus cost price, platform fees, shipping and
packaging. Write the figure in a spreadsheet.

2. Lay 1ai mot don 1am tran cho chi phi quang cdo mdi don. O vi duy trén, tran 1 37.000
dong.
Use profit per order as the ceiling for ad cost per order. In the example above, the ceiling is
37,000 VND.

3. Cong céc chi phi c¢b dinh mdi thang nhu thué kho, phan mém, rdi chia cho 1di mot don
dé biét s don hoa von (ban dén do thi chwa 11 chwa 15). Vi du 1.850.000 + 37.000 =
50 don.

Add up fixed monthly costs such as storage rent and software, then divide by profit per order

to get the break-even number of orders (the point where you neither gain nor lose). For
example, 1,850,000 + 37,000 = 50 orders.

4. Nhap thtr mot 16 nho, dt ban trong hai tuan. Véi 100 cai mdi thang, d6 1a khoang 50
cai.
Order a small trial batch that covers about two weeks of sales. At 100 pieces a month, that is
about 50 pieces.

5. Cudi tuan, so doanh thu, 14i that va chi phi quang co. Nhap thém hang chi khi 13i that
1a s6 duong.
At the end of the week, compare revenue, real profit and ad spend. Reorder only when real
profit is positive.

LOI HAY GAP / COMMON MISTAKE — Ly s tién san bao vé lam 14i. D6 1a doanh thu
d3 trir phi san, chua trir gia von, van chuyén, dong goi va quang céo.

Counting the payout shown by the platform as profit. That figure is revenue after platform fees only,
with cost price, shipping, packaging and ads still to come off.

1.9. Bai thwe hanh ¢6 hwéng din — 1.9. Guided practice exercises

Bai 1. Tinh tién vé tai khoan va l3i gdp ciia mét don hang — Exercise 1. Work out the
payout and gross profit of one order

Khach mua 2 4o, gia niém yét 180.000 dong mot 4o, ding voucher cia shop giam 20.000
ddng. San thu phi hoa hong 6% va phi thanh toan 2%, déu tinh trén sb tién hang sau khi
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trir voucher. Khach tra thém 25.000 dong phi van chuyén, dung bang sé don vi van
chuyén thu nén khong anh hudng 13i. Gia vén mdi 4o 1a 110.000 dong, chi phi dong goi
4.000 d6ng. Tinh tién san chuyén vé shop va 13i gop cta don

A customer buys 2 shirts listed at 180,000 dong each and uses a shop voucher worth 20,000
dong. The marketplace charges a 6% commission and a 2% payment fee, both calculated on the
goods total after the voucher. The customer also pays 25,000 dong shipping, which equals the

carrier's charge and so does not affect profit. Each shirt costs 110,000 dong, and packaging
costs 4,000 dong. Calculate the payout to the shop and the gross profit of the order

1. Tinh tién hang: 2 x 180.000 = 360.000 déng. Trur voucher 20.000 déng con 340.000
ddng. Pay 1a sé dung dé tinh ca hai loai phi
Goods total: 2 x 180,000 = 360,000 dong. Subtract the 20,000 dong voucher to get 340,000
dong. Both fees are calculated on this figure

2. Phi hoa héng: 340.000 x 6% = 20.400 déng. Phi thanh toan: 340.000 x 2% = 6.800
dong
Commission: 340,000 x 6% = 20,400 dong. Payment fee: 340,000 x 2% = 6,800 dong
3. Tién san chuyén vé: 340.000 — 20.400 — 6.800 = 312.800 dong
Payout from the marketplace: 340,000 — 20,400 — 6,800 = 312,800 dong

4. Gia von 2 40: 2 x 110.000 = 220.000 déng. Lai gop: 312.800 —220.000 — 4.000 =
88.800 dong. Két qua: tién vé 312.800 dong, 14i gdp 88.800 dong
Product cost for 2 shirts: 2 x 110,000 = 220,000 dong. Gross profit: 312,800 — 220,000 —
4,000 = 88,800 dong. Result: payout 312,800 dong, gross profit 88,800 dong

Bai 2. Kiém ton kho diu ngay va quyét dinh ma nao cin nhip — Exercise 2. Check
stock at the start of the day and decide which items to reorder

Dau ngay ban kiém ba ma hang. Mi A ton 84, ban trung binh 12 cai mdi ngdy, nha cung
cap giao sau 5 ngay. M4 B ton 90, ban 9 cai mdi ngay, giao sau 7 ngay. Ma C ton 30, ban
10 cai mdi ngay, giao sau 4 ngay. Quy udc cua shop: phai dit khi s6 ngay con ban dugc
nho hon hoic bang thoi gian giao cong 2 ngay du phong. SO lugng dat du ban 10 ngay.
Cho biét ma nao can dat, dit bao nhiéu, ma nao s& hét hang trudc khi hang vé

At the start of the day you check three items. Item A has 84 in stock, sells 12 a day, supplier
delivers in 5 days. Item B has 90, sells 9 a day, delivers in 7 days. Item C has 30, sells 10 a day,
delivers in 4 days. The shop rule: reorder when the days of stock left are less than or equal to

delivery time plus 2 spare days. Order enough for 10 days of sales. State which items to order,
how many, and which will run out before the delivery arrives

1. S6 ngay con ban = ton + ban mdi ngay. Ma A: 84 + 12 =7 ngay. MAB: 90 + 9 =10
ngay. Ma C: 30 + 10 = 3 ngay
Days of stock left = stock + daily sales. Item A: 84 +~ 12 = 7 days. Item B: 90 +~ 9 = 10 days.
Item C: 30+ 10 = 3 days

2. Ngudng dat = thoi gian giao +2. Ma A: 5+2=7.MaB:7+2=9.MaC:4+2=6
Reorder threshold = delivery time + 2. Item A: 5 + 2 =7 Item B: 7+ 2 =9. Item C: 4 + 2
=6
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3. So sanh: ma A ¢6 7 <7 nén dat. Ma B ¢6 10 > 9 nén chua dat. Ma C ¢6 3 < 6 nén dat
gap
Compare: item A has 7 < 7, so order. Item B has 10 > 9, so wait. Item C has 3 <6, so order
urgently

4. S6 luong dat da 10 ngay: ma A 12 x 10 = 120 cai, ma C 10 x 10 = 100 c4i. Ma C con
ban 3 ngdy nhung hang vé sau 4 ngdy, nén hét hang 1 ngay. Két qua: dat A 120 cai,
dit C 100 cai, B chua dit, C sé& trong hang 1 ngay
Quantity for 10 days: item A 12 x 10 = 120 units, item C 10 % 10 = 100 units. Item C lasts 3
days but delivery takes 4, so it is out of stock for 1 day. Result: order 120 of A and 100 of C,
no order for B, and C will be empty for 1 day

Bai 3. Poi soat tién thu hd véi don vi van chuyén — Exercise 3. Reconcile cash-on-
delivery money with the carrier

Tuan nay shop giri 40 don thu ho (COD, tic khach tra tién mat cho ngudi giao hang),
mdi don 250.000 dong. Két qua: 34 don giao thanh cong, 4 don bi hoan, 2 don con dang
giao. Phi giao mdi don thanh cong 14 22.000 déng, phi mdi don hoan 13 22.000 dong, phi
thu ho 13 1% sb tién da thu. Ngan hang bao shop nhan 7.494.000 dong. Tinh s tién dung
ra phai nhan va tim chénh léch. Hai don dang giao chwa dua vao dbi soat

This week the shop sent 40 cash-on-delivery (COD, where the customer pays the courier in cash)
orders of 250,000 dong each. Result: 34 delivered, 4 returned, 2 still in transit. The delivery fee
is 22,000 dong per delivered order, the return fee is 22,000 dong per returned order, and the
COD fee is 1% of the money collected. The bank shows the shop received 7,494,000 dong.

Calculate the amount the shop should have received and find the difference. The 2 orders still in
transit are left out of the reconciliation

1. Tién thu ho: 34 x 250.000 = 8.500.000 dé)ng. Phi giao: 34 x 22.000 = 748.000 dé)ng.
Phi hoan: 4 x 22.000 = 88.000 dong
Money collected: 34 % 250,000 = 8,500,000 dong. Delivery fees: 34 x 22,000 = 748,000
dong. Return fees: 4 x 22,000 = 88,000 dong

2. Phi thu ho: 8.500.000 x 1% = 85.000 déng
COD fee: 8,500,000 x 1% = 85,000 dong

3.S6 dang ra phai nhan: 8.500.000 — 748.000 — 88.000 — 85.000 = 7.579.000 dé)ng
Amount that should have been received: 8,500,000 — 748,000 — 88,000 — 85,000 =
7,579,000 dong

4. Chénh léch: 7.579.000 — 7.494.000 = 85.000 dong, dung bang phi thu ho. Két qua:
shop nhan thiéu 85.000 d6ng, nhicu kha nang phi thu ho bi trir hai 1an, can giri bang
ddi soat cho don vi van chuyén dé kiém tra
Difference: 7,579,000 — 7,494,000 = 85,000 dong, exactly the COD fee. Result: the shop is

short by 85,000 dong, most likely because the COD fee was deducted twice, so send the
reconciliation sheet to the carrier to check

1.10. Cau héi ty luan va dan y tra loi — 1.10. Essay questions and answer outlines

Céu 1. Hiy md ta hanh trinh ciia mét don hang tir lic khach bAm mua dén liic tién
vé tai khoan shop, va néu nhirng chd ngudi méi hay lam sai
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Question 1. Describe an order's journey from the customer's click on buy until the money
reaches the shop's account, and point out where newcomers often go wrong

* Cac chang theo thir tu: khach dat va thanh toan, shop xac nhan va dong goi, don vi van
chuyén iy hang va giao, khach nhan, san d6i soat roi chuyén tién
The stages in order: the customer orders and pays, the shop confirms and packs, the carrier
picks up and delivers, the customer receives the goods, the marketplace reconciles and pays
out

« Mbi ching c6 mot bén chiu trach nhiém: cong thanh toan gii tién khach, don vi van
chuyén giir hang, san giit tién dén hét thoi han dbi soat
Each stage has a responsible party: the payment gateway holds the customer's money, the
carrier holds the goods, and the marketplace holds the payout until the reconciliation period
ends

« Chd hay sai: ¢ qua han xac nhan hoic giao cho van chuyén, dong géi sai ma, khong
d6i chiéu sd tién nhan véi sb tién phai nhan
Common mistakes: missing the deadline to confirm or hand over to the carrier, packing the
wrong item, and not comparing the money received with the money owed

« Cach tranh: kiém don méi dau ngay, chup anh luc déng goi, dbi soat hang tuan va giir
lai bang tinh dé khiéu nai khi chénh léch
How to avoid them: check new orders at the start of the day, photograph the packing,
reconcile weekly, and keep the sheet to raise a claim when numbers differ

Céu 2. Vi sao nhiéu ngudi méi ban hang truc tuyén bi 16 trong ba thang dau du don
déu din? Néu cac hiéu 1am chinh va cich kiém tra lai

Question 2. Why do many newcomers to online selling lose money in the first three months even
with steady orders? State the main misconceptions and how to check yourself

« Hiéu 1am doanh thu 14 13i: quén trir gia von, phi san, phi thanh toan, phi van chuyén
shop chiu, chi phi quang céo va déng goi
Mistaking revenue for profit: forgetting to subtract product cost, platform fees, payment fees,
shipping the shop pays, advertising and packaging

« Hiéu 1am don nhiéu 14 tot: don hoan, don huy va khuyén mai qua sau lam mdi don 19,
ban cang nhiéu cang mat tién
Believing more orders is always better: returns, cancellations and deep discounts make each
order a loss, so selling more loses more

* Khong theo doi tdn kho: hét hang thi mat don va bi san ha tha hang, tdn qua nhiéu thi
chén von
Not tracking stock: running out loses orders and lowers marketplace ranking, while
overstocking ties up cash

« Cach kiém tra: 1ap bang 13i gop timg ma hang, tinh lai sau mdi 1an d6i gia hodc d6i
chuong trinh khuyén mai, va ddi soat tién vé hang tuan
How to check: build a gross-profit table for each item, recalculate after every price or
promotion change, and reconcile payouts weekly
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1.11. Cau héi tric nghiém — 1.11. Multiple-choice questions

1. Mt noi cho nhiéu shop khac nhau dang ban, cha noi d6 khong ban hang ctia chinh
minh ma cung cip chd va cong cu dé ngudi ban gip nguoi mua. Pay 13 loai nén tang
nao?

A place lets many different shops list products. Its owner does not sell its own goods but
provides the space and tools for sellers to meet buyers. Which type of platform is this?
A. Nén tang trung gian, noi nhiéu ngudi ban dung chung mét chd ban
Intermediary platform, where many sellers share one place to sell
B. Mang x4 hdi c¢6 chirc nang dit hang, noi ban hang chi 1a phan thém vao / Social
network with an ordering function, where selling is an add-on
C. Nén tang tich hop, noi nhiéu nén tang khac chay bén trong mot nén tang 16n
Integrated platform, where several other platforms run inside one large platform
D. Nén tang kinh doanh tryc tiép, noi chii nén tang tu ban hang ctia minh / Direct-
selling platform, where the owner sells its own goods

2. Mot don d3 giao thanh cong tir hdm qua nhung tién chua vé tai khoan shop. Viéc dau
tién ban nén lam 1a gi?
An order was delivered yesterday but the money has not reached the shop's account. What
should you do first?

A. Hity don va yéu cau khach chuyén khoén lai / Cancel the order and ask the
customer to transfer again

B. Xem trang thai d6i soat va thoi han san gitt tién ctia don d6 / Check the order’s
reconciliation status and how long the marketplace holds the money

C. Diang ky lai gian hang dé san cap nhat dit liéu / Re-register the shop so the
marketplace refreshes its data

D. Goi don vi van chuyén yéu cau tra tién ngay cho shop / Call the carrier and
demand immediate payment to the shop

3. Trong ngay lam viéc miu ctia nhan vién van hanh gian hang, viéc ndo nén lam dau
tién?
In a sample working day for a shop operations staff member, which task should come first?

A. Lam bao céo tudn dé guri cubi ngdy /| Prepare the weekly report to send at the end of
the day

B. Tra 15i hét cac tin nhan hoi chung chung trudc khi mé danh sach don / Answer
every general chat message before opening the order list

C. Kiém don méi va ton kho dé biét hom nay can dong goi va nhap gi / Check new
orders and stock to know what to pack and reorder today

D. Chinh anh va viét lai mo ta cho toan bd san phém Edit photos and rewrite
descriptions for every product
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4. Cong thanh toan dong vai gi trong chudi ban hang truc tuyén?
What role does a payment gateway play in the online selling chain?
A. Nhan tién khach tra bang the, vi hodc chuyén khoan rdi chuyén vé cho bén ban
Receives the customer's payment by card, e-wallet or bank transfer and passes it on to
the seller

B. Van chuyén hang dén tay khach va thu tién mat / Delivers goods to the customer
and collects cash

C. Diang va quang ba san pham ctia shop trén san / Lists and promotes the shop's
products on the marketplace

D. Cung cip hang héa cho shop véi gid si / Supplies goods to the shop at wholesale
prices

5. M6t shop ban 100 don, mdi don 200.000 dong. Gia von 120.000 dong mét don, phi
san 10% doanh thu, phi van chuyén shop chiu 15.000 dong mot don, chi phi quang
c40 3.000.000 ddng. Lii ciia shop 1a bao nhiéu?

A shop sells 100 orders at 200,000 dong each. Product cost is 120,000 dong per order, the
platform fee is 10% of revenue, the shop pays 15,000 dong shipping per order, and
advertising costs 3,000,000 dong. What is the shop's profit?

A. 4.500.000 dong / 4,500,000 dong

B. 6.000.000 dong / 6,000,000 dong

C. 8.000.000 déng / 8,000,000 dong

D. 1.500.000 dong / 1,500,000 dong

6. Mudn tién tir nhan vién 1én truong nhom van hanh, ngoai lam tdt viéc ciia minh ban
nén luyén thém diéu gi?
To move from staff member to operations team lead, besides doing your own work well, what
should you practise?
A. Lam viéc nhanh hon dé ty xu 1y moi don mot minh / Working faster so you can
handle every order alone
B. Poc s6 liéu ctia ca nhém, chia viéc rd rang va kém ngudi méi / Reading the
whole team's numbers, assigning work clearly and coaching newcomers
C. Chuyén sang ban nhiéu san cung luc dé c6 thém kinh nghiém / Selling on several
marketplaces at once to gain experience

D. Hoc thudc tén céc loai phi ctia tung san / Memorising the fee names of every
marketplace
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Chuong 2. Con s6 va khai niém phai hiéu truwée khi ban — Craprer
2. Numbers and Concepts to Grasp Before You Sell

Muc tiéu chwong — Chapter objectives

* Tinh dugc 1ai va bién lgi nhuan cua mot don hang, roi suy ra gia ban tdi thiéu dé dat
bién mong muén
Calculate the profit and margin of a single order, then work out the minimum selling price
for a target margin

« Poc dugc phéu ban hang va so chi phi mdi don quang cao v&i 13i mdi don dé biét dang
161 hay 16
Read a sales funnel and compare ad cost per order with profit per order to see whether you
are making or losing money

* X4c dinh dugc muc tOn an toan, diém dat hang lai va ) ngay tdn kho ctia mot mat
hang
Work out the safety stock, reorder point and days of inventory for a product

2.1. Tinh lii trén mét don sau khi trir gia von, phi san va phi van chuyén -
2.1. Working out profit per order after cost, fees and shipping

Lai mot don 14 s6 tién con lai trong tai ban sau khi trir moi khoan phai chi cho ding don
d6. Gidng ban tra sita: thu 40.000 déng nhung ly, tra, d4 va tién ship ton 30.000 thi 13i chi
10.000. Trén san, nhiéu khoan bi trir Am thim nén nhin gid ban dé twéng 1i nhidéu hon
that.

Profit per order is what stays in your pocket after every cost tied to that one order. Think of a
bubble tea stall: you charge 40,000 dong, but the cup, tea, ice and delivery cost 30,000, so you

make 10,000. On a marketplace many deductions happen quietly, so the selling price makes
profit look bigger than it is.

Sau khoan can phan biét — Six items to tell apart

« Gia von: tién ban bo ra dé c6 moén hang, gdm gia nhap, cudc nhap vé va bao bi di kém.
Vi dy tai nhap 170.000 dong, hop va bang keo 10.000 dong thi gia vén 1a 180.000
dong.

Cost of goods: what you paid to get the item, including the purchase price, inbound freight

and packaging. A bag bought at 170,000 dong plus 10,000 for box and tape gives a cost of
180,000 dong.

« Phi ¢b dinh: phan tram san thu trén mdi don thanh cong, bt ké ban ban gi hay ban thé
nao. N6 "cb dinh" theo ty 1¢, khong d6i theo ting khach.
Fixed fee: a percentage the marketplace takes from every completed order, whatever you
sell. It is fixed as a rate and does not change from customer to customer.

« Phi thanh toan: tién cong cua cong thanh toan khi khach tra qua thé, vi hodc chuyén
khoan. Thudng tinh theo phan tram gia trj don.
Payment fee: the charge from the payment gateway when a customer pays by card, e-wallet
or transfer, usually a percentage of the order value.
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« Phi dich vu: tién cho cac chuong trinh ban ty bat, nhu mién phi van chuyén hay hoan
xu cho khach. Khong bat thi khong bi trur.
Service fee: the charge for programmes you switch on yourself, such as free shipping or
cashback to buyers. If you do not join, you are not charged.

« Phi van chuyén ngudi ban chiu: phan cudc ma ban ganh thay khach, tic cude thyc trir
di s6 khach da tra.
Shipping paid by the seller: the part of the delivery charge you cover for the buyer, meaning
the real charge minus what the buyer paid.

« Thué khéu trir: s6 thué san gitr lai tir tién ban hang cua ban rdi ndp thay cho co quan
thué. Day 1a tién ctia ban da ndp trudc, khong phai khoan bi mat di, nhung tién mat vé
tai van it hon.

Withheld tax: tax the marketplace keeps from your sales and pays to the tax authority for

you. It is money you have already paid, not a loss, but the cash reaching your account is still
lower.

Cach tinh turng budc — Step-by-step method

1. Mé trang chi tiét don trong muc thu nhap hozc thanh toan ciia kénh nguoi ban. Ghi
gia khach tra cho hang, chua tinh cudc.
Open the order detail page in the seller's income or payment section. Write down the price
the buyer paid for the goods, excluding shipping.

2. Ghi timg khoan phi san trir ra d6ng. Néu san chi ghi phan tram, 1ay gia ban nhan véi
phan tram do.
Note each marketplace fee in dong. If only a percentage is shown, multiply the selling price
by it.

3. Ghi cudc van chuyén ban chiu va sb thué da khau trir ctia don.
Note the shipping you bear and the tax withheld on the order.

4. Lay gia von cia mon hang trong s6 nhap kho.
Take the item's cost of goods from your stock records.

5. Tinh 13i = gi4 ban — gia vén — cac loai phi — cudc nguoi ban chiu — thué khau trir.
Chia 13i cho gia ban dé ra ty 1¢ 14i.
Calculate profit = selling price — cost of goods — all fees — shipping you bear — withheld
tax. Divide profit by selling price to get the profit margin.

VI DU/ EXAMPLE — Tui x4ch ban 350.000 ddng, gia von 180.000 dong. Phi ¢b dinh 5% la
17.500 ddng. Phi thanh toan 2% 13 7.000 dong. Phi dich vu 4% 13 14.000 dong. Cong ba
khoan phi: 38.500 dong. Cudc ban chiu: 12.000 dong. Thué khau trir 1dy 1,5% lam sé minh
hoa: 5.250 ddng (ty 1é that tuy nhém nganh, xem & muc vé thué khau trir). Tong trir: 180.000
+38.500 + 12.000 + 5.250 = 235.750 déng. Lai: 350.000 — 235.750 = 114.250 dong. Ty 1é
1ai: 114.250 / 350.000 = 32,6%. Kiém tra: san chuyén vé 350.000 — 38.500 — 12.000 — 5.250
=294.250 dong, trir gia vén 180.000 con 114.250 ddng, khop.

A handbag sells for 350,000 dong with a cost of 180,000 dong. Fixed fee at 5% is 17,500. Payment fee
at 2% is 7,000. Service fee at 4% is 14,000. The three fees add up to 38,500. Shipping you bear is
12,000. Withheld tax uses 1.5% as an illustration, giving 5,250 (the real rate depends on the business
category, see the section on withheld tax). Total deductions: 180,000 + 38,500 + 12,000 + 5,250 =
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235,750 dong. Profit: 350,000 — 235,750 = 114,250 dong. Margin: 114,250/ 350,000 = 32.6%.
Check: the marketplace pays out 350,000 — 38,500 — 12,000 — 5,250 = 294,250, minus the 180,000
cost leaves 114,250, which matches.

Vi DU/ EXAMPLE — Pon c¢6 mé giam gia. Ao thun niém yét 200.000 dong, ban tai trg ma
giam 20.000 ddng nén khach tra 180.000 dong. Gia vén 90.000 dong. Dung cung cac ty 18
nhur trén, tinh trén 180.000 ddng: phi c¢b dinh 5% 1a 9.000 dong, phi thanh toan 2% 1a 3.600
ddng, phi dich vu 4% 1a 7.200 dong. Cong ba khoan phi: 19.800 ddng. Cudc ban chiu: 8.000
ddng. Thué khau trir 1,5%: 2.700 déng. Tong trir: 90.000 + 19.800 + 8.000 + 2.700 = 120.500
déng. Lai: 180.000 — 120.500 = 59.500 déng. Ty 1€ 1ai: 59.500 / 180.000 = 33,1%. Kiém tra:
180.000 — 19.800 — 8.000 — 2.700 = 149.500 ddng, trir gia von 90.000 con 59.500 ddng,

A discount-code order. A T-shirt is listed at 200,000 dong, you fund a 20,000 voucher, so the buyer
pays 180,000. Cost of goods is 90,000. Using the same rates as above, calculated on 180,000: fixed
fee at 5% is 9,000, payment fee at 2% is 3,600, service fee at 4% is 7,200. The three fees add up to
19,800. Shipping you bear is 8,000. Withheld tax at 1.5% is 2,700. Total deductions: 90,000 + 19,800
+ 8,000 + 2,700 = 120,500 dong. Profit: 180,000 — 120,500 = 59,500 dong. Margin: 59,500/
180,000 = 33.1%. Check: 180,000 — 19,800 — 8,000 — 2,700 = 149,500, minus the 90,000 cost leaves
59,500, which matches.

LOI HAY GAP / COMMON MISTAKE — Liy gia ban trir gia von rdi goi d6 14 14i, quén
phi va cude. O vi du trén, cach nay ra 170.000 dong, cao hon 13i that 55.750 dong.
Subtracting only cost from the price and calling it profit, forgetting fees and shipping. In the example
above this gives 170,000 dong, which is 55,750 higher than the real profit.

LOI HAY GAP / COMMON MISTAKE — Tinh phi theo gi4 niém yét trong khi khach ding
mi giam gia. Phi va thué thudng tinh trén gia thuc khach tra, nén hiy lay dang sd trong chi
tiét don.

Calculating fees on the listed price when the buyer used a discount code. Fees and tax are usually
based on what the buyer actually paid, so use the figures in the order detail.

LOI HAY GAP / COMMON MISTAKE — B6 gi4 bao bi khoi gia vn. Hop, biang keo, tai
chéng sbc 1a chi phi cia timg don.
Leaving packaging out of cost of goods. Boxes, tape and bubble bags are a cost on every order.

LOI HAY GAP / COMMON MISTAKE — Tudng 13i don 13 13i ca thang. Con sé trén chura
trir tién thué kho, cong déng gbi, tién quang céo va hang doi tra. Hay trir nbt cac khoan nay
khi t6ng két thang.

Treating profit per order as monthly profit. The figures above leave out storage rent, packing labour,
advertising and returns. Subtract these as well when you close the month.

MEO / TIP — Lam mot bang tinh ¢6 sdn cac cot trén, nhap gia ban va gia von 1a ra 13i. Mdi
14n san ddi biéu phi, chi can stra ty 1€ & mot chd.

Build a spreadsheet with the columns above so that entering price and cost gives profit. When the
marketplace changes its fees, you only edit the rates in one place.
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2.2. Pinh gia ban tir bién l¢gi nhuan mong muon — 2.2. Setting a selling price from

your target margin

C6 hai cach nghi ra gia ban, va chiing cho két qua rat khac nhau. Cach thir nhat 13 cong
thém theo gia von: 1y gia nhap nhan thém mot ty 18. Cach thir hai 13 bién lgi nhuan: 13i
chiém bao nhiéu phan trim cta gia ban. San thu phi theo gia ban, nén ban can céach thir
hai.

There are two ways to come up with a price, and they give very different results. The first is
markup: take your cost and add a percentage on top. The second is margin: profit as a share of
the selling price. Marketplaces charge fees on the selling price, so margin is the method you
need.

Vi du doi thuong: ban nhap cai 40 100.000 d va ban 125.000 d&. Cong thém theo gia vén
la 25%, vi 1ai 25.000 d chia cho 100.000 d. Bién lgi nhuén chi la 20%, vi 1ai 25.000 d
chia cho 125.000 d. Cuing mét sd tién 13i, nhung mau sb khac nhau.

Take a shirt you buy for 100,000 d and sell for 125,000 d. Markup is 25%, because the 25,000 d
profit is divided by the 100,000 d cost. Margin is only 20%, because the same profit is divided by
the 125,000 d price. Same profit, different denominator.

Bién loi nhuan mong mudn 13 muc tiéu ban dit ra cho mdi don, vi du gitr lai 25 dong 13i
trén mdi 100 déng ban duoc. Phi phan trim 14 khoan san trir theo ty 1é cua gia ban, nhu
phi hoa hong, phi thanh toan, phi chwong trinh. Nhiing khoan nay 1én 1én cing gia ban,
nén khong thé cong vao gia von nhu mot sé ¢b dinh.

Target margin is the goal you set for each order, such as keeping 25 d of profit from every 100 d
you sell. Percentage fees are the amounts the marketplace deducts as a share of the price, such
as commission, payment fees and campaign fees. They grow with the price, so you cannot add
them to your cost as a fixed number.

Cong thirc dinh gia — The pricing formula
Chia moi khoan chi thanh hai nhém. Nhom c6 dinh 1a tién mét di véi s tién khong doi
cho mdi don, gdbm gia von, vat tu dong goi, phi van chuyén ban tu chiu. Nhém phan trim
1a c4c loai phi tinh theo gia ban. Phan gia ban con lai sau khi trir 1di va phi phan tram phai
du dé tra nhom co dinh.
Split every cost into two groups. Fixed costs are amounts that stay the same on each order:
product cost, packaging, and shipping you pay yourself. Percentage costs are the fees charged
on the selling price. What remains of the price after profit and percentage fees must cover the
fixed costs.
Gi4 ban = Téng chi phi c¢b dinh mdéi don / (1 - bién loi nhudn - tdéng phi phdn trdm)
|| Selling price = Total fixed costs per order / (1 - target margin - total
percentage fees)
1. Cong cac chi phi ¢ dinh cua mot don: gia von, dong goi, van chuyén ban chiu, phi cd
dinh theo don néu co.
Add up the fixed costs of one order: product cost, packaging, shipping you cover, and any
flat per-order fee.
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2. Cong moi phi tinh theo phan trim gia ban thanh mot con sd, roi ddi sang sb thap phan
(12% thanh 0,12).
Add all fees charged as a percentage of the price into one figure, then convert it to a decimal
(12% becomes 0.12).

3. P6i bién loi nhuan mong mudn sang sé thap phan (25% thanh 0,25).
Convert your target margin to a decimal (25% becomes 0.25).

4. Tinh mau s6: 1y 1 trir bién loi nhuén trir phi phan tram.
Work out the denominator: 1 minus the margin minus the percentage fees.

5. Chia tong chi phi ¢b dinh cho mau sd, roi lam tron 1én dén hang nghin dong.
Divide the total fixed costs by the denominator, then round up to the nearest thousand.

6. Thir lai: 1dy gia ban trir chi phi ¢6 dinh, trir phi phan trim, roi chia két qua cho gia
ban. S6 ra phai bang hodc hon muc tiéu.
Check it: take the price, subtract fixed costs and percentage fees, then divide the result by
the price. It must equal or beat your target.

VI DU / EXAMPLE — Mot san phdm c6 gia von 150.000 d, dong gbi 6.000 d, tong chi phi c¢b
dinh 156.000 d. San thu téng 12% phi, ban mudn giit bién loi nhuan 25%. Mau s6 = 1 — 0,25
—0,12=0,63. Gid ban = 156.000 / 0,63 = 247.619 d, 1am tron 1én 248.000 d. Thur lai: phi

12% = 29.760 d; 1ai = 248.000 — 156.000 — 29.760 = 62.240 d; 62.240 / 248.000 = 25,1%.
Pat muc tiéu.

A product costs 150,000 d, packaging is 6,000 d, so fixed costs total 156,000 d. The marketplace
charges 12% in fees and you want a 25% margin. Denominator = 1 — 0.25 — 0.12 = 0.63. Price =
156,000/ 0.63 = 247,619 d, rounded up to 248,000 d. Check: 12% fees = 29,760 d; profit = 248,000

— 156,000 — 29,760 = 62,240 d; 62,240/ 248,000 = 25.1%. Target met.

VI DU/ EXAMPLE — Vi du tht hai ¢6 thém tién van chuyén. Gia von 80.000 &, dong goi
4.000 d, ban chiu phi giao hang 12.000 &, nén chi phi ¢ dinh 14 96.000 d. San thu ba khoan:
hoa hong 9%, thanh toan 3%, chuong trinh 2%, cong lai 14%. Ban mudn bién 20%. Mau s =
1 -0,20—0,14 = 0,66. Gia ban = 96.000 / 0,66 = 145.455 d, 1am tron lén 146.000 d. Thu lai:
phi 14% = 20.440 d; 1ai = 146.000 — 96.000 — 20.440 = 29.560 d; 29.560 / 146.000 = 20,2%.
Pat muc tiéu.

The second example includes shipping. Product cost is 80,000 VND, packaging is 4,000 VND, and
you pay 12,000 VND for delivery, so fixed costs are 96,000 VND. The marketplace charges three fees:
9% commission, 3% payment and 2% campaign, which add up to 14%. You want a 20% margin.
Denominator =1 — 0.20 — 0.14 = 0.66. Price = 96,000/ 0.66 = 145,455 VND, rounded up to 146,000
VND. Check: 14% fees = 20,440 VND; profit = 146,000 — 96,000 — 20,440 = 29,560 VND; 29,560 /
146,000 = 20.2%. Target met.

Cho hay sai — Common mistakes

LOI HAY GAP / COMMON MISTAKE — Liy gia v6n nhan 1,25 rdi nghi minh di c6 lai
25%. Vi vi du dau, gia 1a 195.000 d, phi 23.400 d, 1ai con 15.600 d, tirc bién loi nhudn chi
8%.

Multiplying cost by 1.25 and assuming you have a 25% profit. In the first example the price is 195,000
d, fees are 23,400 d, and profit is 15,600 d, a margin of only 8§%.
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LOI HAY GAP / COMMON MISTAKE - Cong théng 25% voi 12% thanh 37% rdi nhan
vao gia von. Gidra 213.720 d, phi 25.646 d, 131 32.074 d, bién lgi nhuan khoang 15%. Phi
tinh trén gia ban, khong phai trén gia von.

Adding 25% and 12% to get 37% and multiplying cost by 1.37. The price comes to 213,720 d, fees are
25,646 d, profit is 32,074 d, and the margin is about 15%. Fees are charged on the price, not on the
cost.

LOI HAY GAP / COMMON MISTAKE — Lam tron xuéng cho dep s6. O vi du thit hai,
ban 145.000 4 thi phi 20.300 4, 1ai 28.700 d, bién chi con khoang 19,8%, thép hon muc tiéu
20%. Lu6n lam tron 1én.

Rounding down to get a tidier number. In the second example, selling at 145,000 d gives fees of
20,300 d and profit of 28,700 d, a margin of about 19.8%, under the 20% target. Always round up.

LOI HAY GAP / COMMON MISTAKE — Quén mét khoan phi phéan tram, nhu phi thanh
toan hodc phi tham gia chuong trinh khuyén mai. Hay doc ky bang phi cta san va cong du
trudce khi tinh.

Leaving out a percentage fee, such as the payment fee or a campaign fee. Read the marketplace fee
table carefully and add them all before you calculate.

GHI CHU / NOTE — Mubn d6i nhanh tir bién lgi nhuan sang mtrc cong thém theo gia von,
lay bién chia cho (1 — bién). Bién 25% twong tng cong thém 33,3% trén gia von, chua tinh
phi san.

To convert margin into markup quickly, divide the margin by (I — margin). A 25% margin equals a
33.3% markup on cost, before marketplace fees.

2.3. Poc phéu ban hang: lwet xem, ty 1¢ nhap, ty 18 chuyén doi — 2.3. Reading the

sales funnel: views, click-through rate, conversion rate

Hay nghi t6i mot tiém nho trén phd. Ngudi di ngang qua nhin thdy bién hi¢u, mot phan
trong s6 d6 budc vao, mot phan cua sé budc vao méi mua. Gian hang tryc tuyén chay y
nhu vy, va "phéu ban hang" 1a cach goi chudi ba khau dé: thdy, nhap, mua. Mdi khau rot
b6t nguoi, nén phéu hep dan vé phia cudi. Poc phéu gitp ban biét khau nao dang rdt
nhiéu nhat dé stra ding chd.

Picture a small shop on a street. Many people walk past and see the sign, some step inside, and a
few of those buy something. An online shop works the same way. The "sales funnel” is the name
for that chain of three stages: seen, clicked, bought. Each stage loses some people, so the funnel
narrows toward the bottom. Reading it tells you which stage loses the most, so you fix the right
place.

Ba chi s0 va cach tinh — Three metrics and how to calculate them

« Luot hién thi (impressions): s6 1an san pham hodc quang cdo cta ban hién ra trudc mat
khach, nhu s6 ngudi di ngang qua bién hiéu. C6 san goi 1a lugt xem, nén hay doc ki
tén cot trong bao cao.

Impressions: the number of times your product or ad appears in front of shoppers, like the
people who walk past your sign. Some platforms call this "views", so read the column name
in the report carefully.
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« Luot nhép (clicks): s6 1an khach bdm vao dé mé trang san pham, nhu ngudi bude qua
cua tiém.
Clicks: the number of times shoppers tap to open your product page, like people stepping
through the shop door.

« Ty 1& nhap (click-through rate, viét tit CTR): trong 100 lan hién ra, c6 bao nhiéu lan
dugc bam. N6 do sirc hit ctia anh bia, tiéu dé va gia hién thi.
Click-through rate (CTR): out of 100 appearances, how many got a click. It measures the
pull of your cover image, title and displayed price.

« Ty 18 chuyén d6i (conversion rate): trong 100 ngudi di mo trang, c6 bao nhiéu ngudi
dat mua. N6 do suc thuyét phuc cia chinh trang san pham.
Conversion rate: out of 100 people who opened the page, how many placed an order. It
measures how convincing the product page itself is.
Ty 1& nhdp (%) = luot nhdp =+ luot hién thi x 100
(%

Ty 1& chuyén &bi (%) = sb don + lugt nhdp x 100
Ty 1& ca phéu (%) sé don + lugt hién thi x 100

Chu y mau s6: ty 1€ nhép chia cho luot hién thi, con ty 1€ chuyén ddi chia cho luot nhép.
Mbi khau so v&i khau ngay trude né.

Watch the denominator: CTR divides by impressions, while conversion rate divides by clicks.
Each stage is compared with the stage right before it.

Cac budc doc phéu ctia mot san pham — Steps to read the funnel for one product

1. M¢& bao céo cua san hodc cia cong cu quang cdo, chon mdt san phém va mQt khoang
thoi gian, vi du 7 ngdy gan nhat.
Open the platform or ad tool report, pick one product and one time range, for example the
last 7 days.

2. Ghi ba s6 vao bang tinh: lugt hién thi, lugt nhép, sé don.
Write three numbers in a spreadsheet: impressions, clicks, orders.
3. Lay luot nhap chia luot hién thi rdi nhan 100 dé ra ty 1¢ nhap.
Divide clicks by impressions and multiply by 100 to get CTR.
4. Lay s6 don chia luot nhap roi nhan 100 dé ra ty 1¢ chuyén doi.
Divide orders by clicks and multiply by 100 to get the conversion rate.
5. So tung ty 1¢ voi mdc ctia chinh ban & cac tuan trude, rdi chon khau thép hon méc dé
stra trudec.

Compare each rate with your own benchmark from earlier weeks, then fix the stage that sits
below it first.

6. Chi d6i mot thtr mdi 1an, vi du chi thay anh bia. Chd mét tuan, do lai bang ding cac
bude trén réi méi doi thir tiép theo.
Change only one thing at a time, for example just the cover image. Wait a week, measure
again with the same steps, and only then change the next thing.

Vi DU/ EXAMPLE — Mot san pham c6 10.000 Iugt hién thi, 300 lugt nhap va 9 don. Ty 1&
nhép = 300 + 10.000 x 100 = 3%. Ty 1& chuyén d6i = 9 + 300 x 100 = 3%. Ty 1& ca phéu =9
+10.000 x 100 = 0,09%. Hai ty 1¢ déu 1a 3% nén nhin riéng thi kho biét khau nao yéu. Hay
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mo s cac tudn trude: ty 18 nhap quanh 3%, con ty 16 chuyén doi timg dat khoang 6%. Vay
khau yéu 1 chuyén d6i: khach dd bAm vao nhung bé di nhiéu hon thuong 16. Can xem lai anh
chi tiét, mo ta, gia, phi giao hang va danh gia trén trang. Néu kéo ty 18 chuyén doi vé 6%,
cung 300 lugt nhap s& cho 18 don, gip doi.

A product gets 10,000 impressions, 300 clicks and 9 orders. CTR = 300 + 10,000 % 100 = 3%.
Conversion rate = 9 + 300 % 100 = 3%. Overall funnel rate = 9 +~ 10,000 x 100 = 0.09%. Both rates
are 3%, so on their own it is hard to tell which stage is weak. Open your earlier weeks: CTR sat
around 3%, while the conversion rate once reached about 6%. So the weak stage is conversion:
shoppers click in but leave more often than usual. Check the detail images, description, price,

shipping fee and reviews on the page. If conversion returns to 6%, the same 300 clicks give 18 orders,
double.

VI DU/ EXAMPLE — San pham tht hai ¢6 5.000 luot hién thi, 100 lwot nhap va 6 don. Ty
1€ nhép =100 + 5.000 x 100 =2%. Ty I¢ chuyén d6i =6+ 100 x 100 = 6%. Ty 1é ca phéu =6
+5.000 x 100 = 0,12%. Mdc cuia ban 12 nhip 3% va chuyén d6i 6%, nén khau yéu o day la
nhip: khach thiy nhung it bAm. Hay thir anh bia méi. Néu ty 1 nhép 1én 3%, 5.000 luot hién
thi cho 150 luot nhap, va 150 x 6% =9 don. Hai san phdm c6 ty 1é ca phéu gan nhau (0,09%
va 0,12%), nhung chd can sira lai khéac han.

The second product gets 5,000 impressions, 100 clicks and 6 orders. CTR = 100 + 5,000 x 100 = 2%.
Conversion rate = 6 ~ 100 % 100 = 6%. Overall funnel rate = 6 ~ 5,000 x 100 = 0.12%. Your
benchmark is 3% CTR and 6% conversion, so the weak stage here is the click: shoppers see it but
rarely tap. Try a new cover image. If CTR rises to 3%, 5,000 impressions give 150 clicks, and 150 x
6% = 9 orders. The two products have similar overall funnel rates (0.09% and 0.12%), yet the place
to fix is completely different.

Céch sira theo khau: ty 18 nhap thap thi ddi anh bia, viét lai tiéu dé, xem gia hién thi; ty 1¢
chuyén dbi thip thi sira trang san pham. Vi quang céo, ty 1 nhap tir 2% dén 5% thuong
duge xem la 6n, nhung muc nay thay doi theo nganh. Vi vy méc ciia chinh ban dang tin
hon con s chung.

Fix by stage: if CTR is low, change the cover image, rewrite the title and check the displayed
price; if the conversion rate is low, improve the product page. For ads, a CTR of 2% to 5% is
usually seen as healthy, but it varies by industry. That is why your own benchmark is more
reliable than a general figure.

Chi s Chia cho Khau yéu thi sira gi
Metric Divide by If weak, fix what

Ty 1& nhip Luot nhap chia luot hiénthi  Anh bia, tiéu d&, gi4 hién thi
CTR Clicks divided by impressions Cover image, title, displayed price

Ty 1& chuyén
d6i S6 don chia lugt nhap
Conversion Orders divided by clicks

Anh chi tiét, mé ta, gia, phi giao hang, danh gia
Detail images, description, price, shipping fee,

reviews
rate

LOI HAY GAP / COMMON MISTAKE — Liy s6 don chia cho luot hién thi rdi goi d6 14 ty
1€ chuyén ddi. Con s 0,09% chi cho biét ca phéu hep, chua chi ra khau nao héng. Hay tach
thanh hai ty 1¢ nhu céc budc trén.

Dividing orders by impressions and calling it the conversion rate. The 0.09% figure only says the
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whole funnel is narrow; it does not point to the broken stage. Split it into two rates as in the steps
above.

LOI HAY GAP / COMMON MISTAKE — Két lu4n tir s6 qua nhé. San phdm c6 20 luot
nhip va 1 don cho ty 1& 5%, nhung thém mot don 1a thanh 10%. Hiy gom du vai tram luot
nhap rdi méi so sanh.

Drawing conclusions from tiny numbers. A product with 20 clicks and 1 order shows 5%, but one
more order makes it 10%. Gather a few hundred clicks before you compare.

LOI HAY GAP / COMMON MISTAKE — Chay theo ty 1& nhip cao bang anh gist gan hoic
gi4 thap 40. Khach bAm nhiéu nhung khong mua, ty 1& chuyén dbi tut, tién quang cao van mat.
Chasing a high CTR with sensational images or a fake low price. Shoppers click but do not buy, the
conversion rate drops, and the ad money is still spent.

LOI HAY GAP / COMMON MISTAKE - Stra anh, tiéu dé, gia va mo ta cung mot lc.
Tun sau sb c6 ting ban ciing khong biét nhd thay ddi nao, va néu sb giam thi khong biét lui
lai thur gi.

Editing the image, title, price and description all at once. If the numbers rise next week you will not
know which change worked, and if they fall you will not know what to roll back.

MEO / TIP — Mdi tuan ghi ba s va hai ty 1& ctia tirng san phdm ban chay vao mot bang tinh.
Sau vai tudn ban s& c6 mdc riéng dé biét luc nao phéu bat thuong.
Each week, record the three numbers and two rates for each best-selling product in one spreadsheet.

After a few weeks you will have your own benchmark and can spot when the funnel looks off.

2.4. Chi phi méi hrgt nhap, chi phi mdi don va di¢ém hoa von quang cdo — 2.4

Cost per click, cost per acquisition and the break-even point for ads

Quang c4o tim kiém trén san hay trén Google thuong tinh tién theo luot ngudi bam vao.
Ba chi s6 sau cho ban biét tién quang cao dang sinh 10i hay dang chay di.

Search ads on marketplaces and on Google usually charge you each time someone clicks. Three
numbers tell you whether your ad money is earning or leaking.

CPC (cost per click) 1a chi phi mdi luot nhdp. Gidng nhu ban phat to roi va tra tién cho
mdi ngudi dimg lai xem, du ho ¢6 mua hay khong. CPC bang tong tién quang cdo chia
cho s6 lugt nhap.

CPC (cost per click) is the cost of each click. Think of handing out flyers and paying for every
person who stops to look, whether or not they buy. CPC equals total ad spend divided by the
number of clicks.

CPA (cost per acquisition) 1a chi phi mdi don, tic 1a ban trd bao nhiéu dé c6 mot don
hang. CPA bang tong tién quang cdo chia cho sé don do quang cdo mang lai.

CPA (cost per acquisition) is the cost of each order: how much you pay to win one sale. CPA
equals total ad spend divided by the number of orders the ads brought in.

ROAS (return on ad spend) 13 doanh thu trén chi phi quang cdo. Mdi dong quang co kéo
vé bao nhiéu déng doanh thu. ROAS bang doanh thu tir quang cdo chia cho tién quang
cao.
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ROAS (return on ad spend) is revenue per unit of ad spend: how much revenue each dong of
advertising pulls in. ROAS equals ad revenue divided by ad spend.

Mikc chi toi da cho mot don ma khong 16 — The most you can spend per order without
losing money

Doanh thu chua phai tién cta ban. Tién ban giit lai 13 13i trén don trudc quang cdo: gia
ban trir gia von, phi san va phi van chuyén ma ban chiju. Con s6 nay chinh la CPA t6i da.
Chi vuot n6, mdi don déu 18.

Revenue is not your money. What you keep is the profit per order before ads: selling price minus

cost of goods, marketplace fees and the shipping you pay. That figure is your maximum CPA.
Spend more than that and every order loses money.

Chuan bi: gia ban, gia vn, phan trim phi san, phi van chuyén ban chiu, tong tién quang
c40, s6 nhip va s don trong bao céo.

You need: selling price, cost of goods, marketplace fee percentage, shipping you pay, total ad
spend, and the clicks and orders from your ad report.

1. Tinh 1ai trudc quang cédo cia mot don: gia ban — gia von — phi san — phi van chuyén.
Két qua 1a CPA tdi da.
Work out profit per order before ads: price — cost of goods — marketplace fee — shipping.
The result is your maximum CPA.

2. Tinh CPA thuc té: tién quang céo chia sé don.
Calculate your actual CPA: ad spend divided by orders.

3. So sanh. CPA thyc té thap hon CPA tdi da thi 1i, cao hon thi 15.

Compare. Actual CPA below the maximum means profit, above it means loss.

4. Tinh ROAS hoa vbn: gia ban chia 13i truéc quang cao. ROAS thuc té phai cao hon
muc nay.
Work out break-even ROAS: price divided by profit before ads. Your real ROAS must be
higher.

5. Tinh CPC tbi da: CPA ti da nhén ty 18 chuyén d6i (s6 don chia sé nhap). Dung s
nay lam tran khi dat gia thau tir khoa.
Work out maximum CPC: maximum CPA times the conversion rate (orders divided by
clicks). Use it as the ceiling when you bid on keywords.

VI DU / EXAMPLE — Ban ban mét chiéc vi gia 250.000 dong, gia von 120.000, phi san 15%
(37.500), phi van chuyén ban chju 25.000. L3i true quang cao: 250.000 — 120.000 — 37.500
—25.000 = 67.500 dong. D6 1a CPA t6i da. Ban chi 1.500.000 dong quang céo, duoc 600 luot
nhip va 30 don. CPC = 1.500.000 / 600 = 2.500 dong. CPA = 1.500.000 / 30 = 50.000 dong,
thip hon 67.500 nén c6 13i. Mdi don con 67.500 — 50.000 = 17.500 dong, téng 30 x 17.500 =
525.000 ddng. Kiém lai: 30 x 67.500 = 2.025.000, trir 1.500.000 ra 525.000. Doanh thu 30 x
250.000 = 7.500.000 nén ROAS = 7.500.000 / 1.500.000 = 5. ROAS hoa vén = 250.000 /
67.500 ~ 3,70, va 5 cao hon nén ldi. Ty 1 chuyén d6i 1a 30 / 600 = 5%, nén CPC t6i da =
67.500 x 5% = 3.375 dong. Gia sir chién dich chi ra 20 don: CPA = 75.000, ROAS =
5.000.000 / 1.500.000 ~ 3,33. C4 hai déu x4u hon mirc hoa vén, ban 156 20 x 67.500 —
1.500.000 = —150.000 dong.
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Say you sell a wallet at 250,000 dong, cost of goods 120,000, marketplace fee 15% (37,500), shipping
you pay 25,000. Profit before ads: 250,000 — 120,000 — 37,500 — 25,000 = 67,500 dong. That is your
maximum CPA. You spend 1,500,000 dong on ads and get 600 clicks and 30 orders. CPC = 1,500,000
/600 = 2,500 dong. CPA = 1,500,000/ 30 = 50,000 dong, below 67,500, so you profit. Each order
keeps 67,500 — 50,000 = 17,500 dong, 30 % 17,500 = 525,000 in total. Check: 30 x 67,500 =
2,025,000, minus 1,500,000 gives 525,000. Revenue is 30 % 250,000 = 7,500,000, so ROAS =
7,500,000/ 1,500,000 = 5. Break-even ROAS = 250,000/ 67,500 = 3.70, and 5 is higher, so you
profit. Conversion rate is 30/ 600 = 5%, so maximum CPC = 67,500 x 5% = 3,375 dong. If the same
campaign had brought only 20 orders: CPA = 75,000, ROAS = 5,000,000/ 1,500,000 = 3.33. Both
are worse than break-even, and you lose 20 % 67,500 — 1,500,000 = —150,000 dong.

VI DU/ EXAMPLE — Mot san phdm bién moéng hon: coc giit nhiét gia 180.000 dong, gia
vbn 90.000, phi san 15% (27.000), van chuyén ban chiu 18.000. Lii truéc quang céo: 180.000
—90.000 — 27.000 — 18.000 = 45.000 ddng, ciing 1a CPA t6i da. ROAS hoa vén = 180.000 /
45.000 = 4. Ban chi 900.000 dong quang céo va dugc 20 don. Doanh thu 20 x 180.000 =
3.600.000, nén ROAS = 3.600.000 / 900.000 = 4. CPA =900.000 / 20 = 45.000, dung b%lng
mirc toi da. Lai: 20 x 45.000 — 900.000 = 0 dong. Bio cao ghi ROAS 4 nghe 6n, nhung ban
lam khong cong.

A thinner-margin product: a thermos cup at 180,000 dong, cost of goods 90,000, marketplace fee 15%
(27,000), shipping you pay 18,000. Profit before ads: 180,000 — 90,000 — 27,000 — 18,000 = 45,000
dong, which is also the maximum CPA. Break-even ROAS = 180,000/ 45,000 = 4. You spend 900,000
dong on ads and get 20 orders. Revenue is 20 % 180,000 = 3,600,000, so ROAS = 3,600,000 /
900,000 = 4. CPA = 900,000/ 20 = 45,000, exactly the maximum. Profit: 20 x 45,000 — 900,000 = 0
dong. The report shows a ROAS of 4, which sounds fine, but you are working for free.

LOI HAY GAP / COMMON MISTAKE — L4y doanh thu thay cho 13i dé dit ngan sach:
ROAS 5 nghe dep nhung néu bién 1di mong thi van 16. Mot 15i nita 1a quén trir don huy va
don hoan khi dém s6 don, nén CPA that cao hon con s6 trén bao céo.

Using revenue instead of profit to set a budget: ROAS of 5 sounds good, but with thin margins you can
still lose. Another slip is forgetting cancelled and returned orders when counting orders, so your true
CPA is higher than the report shows.

MEO / TIP — Mbi san phim c6 bién 13i khac nhau, nén tinh CPA ti da va ROAS hoa vén
riéng cho timg san pham roi ghi vao bang tinh. Chi can nhin mot dong 1a biét quang céo nao
dugc chay tiép.

Each product has a different margin, so calculate maximum CPA and break-even ROAS for every
product and keep them in a spreadsheet. One glance tells you which ads to keep running.

2.5. Gia tri don trung binh va gia tri vong doi khach hang — 2.5. Average order

value and customer lifetime value

Gi4 tri don trung binh 1a sb tién mot don mang vé, tinh trung binh. Hinh dung quan tra
sita ddu ngd: mdi luot khach ghé tra khoang 45.000 dong thi d6 1a gia tri don trung binh
clia quan. Biét con sb ndy, ban m&i biét mot don c6 du nudi phi ship, phi san va quang
cao hay khong.

Average order value (AOV) is the average amount one order brings in. Picture the milk tea stand

at the end of your street: if each visit costs about 45,000 VND, that is its AOV. Once you know it,
vou can tell whether a single order covers shipping, marketplace fees and ads.
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Gia tri vong doi khach hang (viét tit CLV, tir Customer Lifetime Value) 1a tong 13i mot
khach mang lai trong ca thdi gian ho mua ctia ban. O muyc nay ta chi tinh trong mot nim
cho dé kiém chimg. N6 giap tra 10i cau hoi: toi duoc phép bo ra bao nhiéu tién dé c6 mot
khach méi?

Customer lifetime value (CLV) is the total profit one customer brings you over the time they keep

buying from you. Here we only count one year, which is easier to check. It answers one question:
how much may I spend to win a new customer?

Can chuan bi — What you need

* Danh sach don cua 12 thang gﬁn nhat, xut tir san hodc s6 don, d3 bo don huy va don
hoan.
Your orders from the last 12 months, exported from the marketplace or your order log, with
cancelled and returned orders removed.

« Tén hoic sb dién thoai khach dé biét ai mua nhiéu lan. San thuong cho xem muc
khéch quay lai.
A customer name or phone number so you can see who bought more than once. Marketplaces
often show a returning-customer figure.

« Lai trén mot don d3 tinh & muc tinh 13i: sau gia von, phi san, phi van chuyén.
Profit per order, already worked out after cost of goods, marketplace fees and shipping.

Cac budc tinh — Steps

1. Cong doanh thu cua cac don thanh cong trong 12 thang, rdi chia cho s6 don d6. Két
qua la gia tri don trung binh.
Add up the revenue of successful orders over 12 months, then divide by the number of those
orders. The result is your AOV.

2. Pém s6 khach khac nhau d3 mua trong 12 thang. Chia tong s6 don cho sé khach dé ra
s6 don trung binh mdi khach. Ly s nay trir 1 thi dugc s6 1an mua lai.
Count the different customers who bought in 12 months. Divide total orders by customers to
get orders per customer. Subtract 1 to get the number of repeat purchases.

3. Nhan gié tri don trung binh voi s6 don mdi khach dé ra doanh thu mét khach trong
mot nam.
Multiply AOV by orders per customer to get yearly revenue per customer.

4. Nhan tiép voi 13i trén mot don tinh theo ty 1¢ phan traim doanh thu. D6 14 gia tri mot
khach trong mdt nam.
Multiply by your profit margin per order. That is the one-year value of a customer.

5. Chon mtc chi téi da dé kéo mot khach méi, thuong bang mot phan ba dén mot nia
gia tri d6. Phan con lai 1a 13i va tién dy phong.
Set the most you will spend to win a new customer, usually one third to one half of that

value. The rest is profit and a safety cushion.

Gi4 tri don trung binh = Doanh thu don thanh céng / S& don thanh céng
Gid tri mét khach mét ndm = Gi4 tri don trung binh x S5 don mdi khach x Ty 1é& 1lai
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Vi DU / EXAMPLE — Ctra hang tra ban 1.000 don thanh cong trong 12 thang, doanh thu
300.000.000 dong, c6 200 khach khac nhau. Gié tri don trung binh 13 300.000.000 / 1.000 =
300.000 dong. S6 don mdi khach 14 1.000 / 200 = 5, tirc mua lai 4 1an mdi nim. Doanh thu
mot khach 1a 5 x 300.000 = 1.500.000 déng. L3i mdi don sau moi khoan trir 12 25%, tirc
75.000 dong, nén mot khach mang vé 5 x 75.000 = 375.000 dong 13i. Cira hang chay quang
c40 3.000.000 ddng va duoc 20 khach mai, vay mdi khach méi ton 150.000 dong. Néu chi
nhin don dau thi 1&i 75.000 ma ton 150.000, trong nhu 16 75.000. Nhin ca ndm thi 14i 375.000
trir 150.000 con 225.000 dong. Mirc chi t6i da theo nira gia tri khach 1a 187.500 dong, nén
150.000 van nam trong gidi han.

A tea shop has 1,000 successful orders in 12 months, revenue 300,000,000 VND, and 200 different
customers. AOV is 300,000,000/ 1,000 = 300,000 VND. Orders per customer are 1,000 /200 = 5,
meaning 4 repeat purchases a year. Revenue per customer is 5 x 300,000 = 1,500,000 VND. Profit
per order after all deductions is 25%, or 75,000 VND, so one customer brings 5 x 75,000 = 375,000
VND in profit. The shop spends 3,000,000 VND on ads and gets 20 new customers, so each costs
150,000 VND. Looking at the first order alone, profit is 75,000 against a cost of 150,000, a loss of
75,000. Over the year, 375,000 minus 150,000 leaves 225,000 VND. The cap at half the customer
value is 187,500 VND, so 150,000 is within the limit.

Vi DU/ EXAMPLE — Thém m6t phép so sanh. Cira hang A ban d6 gia dung: don trung binh
500.000 dong, mdi khach 1,2 don mot nam, 14i 20%. Mot khach mang vé 500.000 x 1,2 x 0,2
= 120.000 dong. Cira hang B ban d6 an vit: don trung binh 120.000 dong, mdi khach 6 don,
131 25%. Mot khach mang vé 120.000 x 6 x 0,25 = 180.000 dong. Pon ctia B nho hon nhiéu,
nhung mdi khach cta B lai c6 gié tri cao hon khach ciia A 60.000 dong.

One more comparison. Shop A sells home appliances: AOV 500,000 VND, 1.2 orders per customer a
vear, 20% margin. One customer brings 500,000 x 1.2 x 0.2 = 120,000 VND. Shop B sells snacks:
AOV 120,000 VND, 6 orders per customer, 25% margin. One customer brings 120,000 x 6 x 0.25 =
180,000 VND. B's orders are much smaller, yet each of B's customers is worth 60,000 VND more than
one of A's.

LOI HAY GAP / COMMON MISTAKE — Ding s6 mua lai ciia mét vai khach trung thanh
ri &p cho tat ca. Phai chia tong don cho toan bo khach, ké ca ngudi chi mua mot 1an.

Taking the repeat rate of a few loyal buyers and applying it to everyone. Divide total orders by all
customers, including one-time buyers.

LOI HAY GAP / COMMON MISTAKE — Tinh l3i bang doanh thu thay vi 13i sau gi4 von,
phi va ship. Khi d6 mirc chi cho khdch méi bi dy 1én qué cao.

Using revenue instead of profit after cost, fees and shipping. That pushes the acquisition budget far
too high.

LOI HAY GAP / COMMON MISTAKE — Chi hét c4 gia tri khach vao quang céo. Tién 1ai
dén cham theo timg 1dn mua lai, con tién quang cdo ra ngay, nén ban phai du vén cho.
Spending the whole customer value on ads. Profit arrives slowly over repeat orders while ad money
leaves at once, so you need enough cash to wait.

LOI HAY GAP / COMMON MISTAKE — Ly s6 liéu cta khach vira méi dén. Nguoi mua
lan dau tur thang 10 chua c6 du thoi gian mua lai, nén s6 don mdi khach bi kéo thép. Hay
dung da 12 thang nhu & bude dau.

Counting customers who only just arrived. Someone who first bought in October has had little time to
come back, which drags orders per customer down. Use the full 12 months, as in the first step.
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GHI CHU / NOTE — Mot san pham gia ré van c6 thé 1a khach quy néu ho mua lai déu. Do
lai ba con s6 nay mdi quy: gia tri don trung binh, s6 don mdi khach, 13i mdi don.

A cheap product can still bring a valuable customer if they keep coming back. Recheck three figures
each quarter: AOV, orders per customer and profit per order.

2.6. Cac cach khach tra tién va tién vé tay ngwoi ban khi nao — 2.6. How buyers

pay and when the money reaches you

Bon céch tra va rii ro cia turng cach — The four payment methods and their risks

Khach c6 bdn cach tra tién quen thudc: tra khi nhan hang, vi dién tir, thé va chuyén
khoan. Véi ngudi ban, diéu can biét 1a tién vé lic nao va c6 thé mat & dau. Hang da xuat
kho ma tién chua vé thi ban van phai tra tién nhap hang, tién thué ngudi, tién quang cdo.
Gian hang 13i trén gidy van c6 thé can tién mat.

Buyers usually pay in one of four ways: cash on delivery, e-wallet, card, or bank transfer. What
matters to you is when the money arrives and where it can go missing. Once goods leave your

shelf, you still owe your supplier, staff and ad bill. A shop that is profitable on paper can still run
out of cash.

Thanh toan khi nhan hang (COD, viét tit ciia cash on delivery) 1a khach dua tién mat cho
shipper. Pon vi van chuyén thu ho roi chuyén lai cho ban sau vai ngay. Cach nay dé cht
don nhung hay gip khach tir chdi nhan, goi 1a bom hang.

Cash on delivery (COD) means the buyer hands cash to the courier. The carrier collects on your

behalf and pays you a few days later. It closes sales easily, but buyers sometimes refuse the
parcel. Sellers call this a bomb order.

Vi dién tir, thé va chuyén khoan 13 khach tra truéc khi nhan hang. Trén san, tién thuong
dugc san giir lai, dén khi khach x4c nhan di nhan hang hoic hét thoi han khiéu nai moi
chuyén cho ban. Vi du doi thuong: gidng nhd ngudi quen giir tién coc dén khi hai bén
giao nhan xong. S6 ngay giit khic nhau theo timg san, nén ban doc chinh sach ddi soat
cta san minh ban.

E-wallet, card and bank transfer are prepaid. On a marketplace, the platform usually holds the
money until the buyer confirms receipt or the dispute window ends, then releases it to you. Think

of a friend holding a deposit until both sides have handed over. The holding period differs by
platform, so read the settlement policy of the one you sell on.

Chuyén khoan tryc tiép vao tai khoan cua ban thi tién vé ngay. Rui ro nam & chd khac:
anh chyp man hinh chuyén tién gia. Thé c6 rui ro khach khiéu nai véi ngan hang sau do,
va tién c6 thé bj trir lai.

A direct bank transfer reaches you at once. The risk lies elsewhere: fake transfer screenshots.

Cards carry the risk that the buyer disputes the charge with their bank later, and the money can
be clawed back.
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