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TOM TAT

Tri tué nhdn tao ngay cang déng vai tro then chét trong
viéc cd nhdn héa hanh trinh trdi nghiém khdch hang, tir viéc dé
xudt sdn phdm phu hop, cdi thién giao dién nguwdi dung dén
ndng cao hiéu qud hoat djng ctia chatbot. Chinh vi vdy, nghién
ctru nay tdp trung vao viéc xdc dinh dnh hwdéng ctia mét sé yéu
té tri tué cdm xic (cd nhdn héa trdi nghiém, chatbot Al, chdt
Iwong dich vu, nhdn thikc tinh hiku ich va nhdn thirc dé str dung)
dén sw hai long va long trung thanh ctia khdch hang tai cdc san
thwong mai dién tir & thanh phd H6 Chi Minh. Nghién cttu dwa
trén dir liéu khdo sdt 344 ngwoi tiéu dung dworc thu thdp qua
Google Forms véi phwong phdp chon mdu thudn tién, sau dé
phdn tich bang PLS-SEM. Két qud cho thdy cdc yéu té trén clia
tri tué cdm xiic cé dnh hwéng ddng ké va tich cwc dén sw hai
long khdch hang, ddng thoi sw hai long ciing gép phdn ciing cé
long trung thanh cta ho.

ABSTRACT

Artificial intelligence is increasingly playing a key role in
personalizing the customer experience journey, from
recommending suitable products to improving user interfaces
to enhancing chatbot performance. Therefore, this study
focuses on determining the impact of several emotional
intelligence factors (experience personalization, Al chatbot,
service quality, perceived usefulness, and perceived ease of use)
on customer satisfaction and loyalty at e-commerce platforms
in Ho Chi Minh City. The study is based on survey data from 344
consumers collected via Google Forms with a convenience
sampling method, then analyzed using PLS-SEM. The results
showed that the above factors of emotional intelligence have a
significant and positive influence on customer satisfaction, and
satisfaction also contributes to strengthening their loyalty.

1. Giéi thiéu

Thi trwong thwong mai
(TMDPT) khong nglrng mé rong quy md, nho
vao d6i méi cong nghé va sy thay doi trong
thoi quen mua sam clla nguoi tiéu dung

dién tw

(Rahman & Dekkati, 2022). Trong b6i canh
nén kinh té sd phat trién manh mé, TMDT
tai Viét Nam, dac biét 1a thanh ph6 Ho Chi
Minh (TPHCM), dang chirng kién sy ting
truedng vuot bic véi tdc dd 52% trong nim
2024, vuwot mirc trung binh ca nwéc 42%

Tap 22 (12/2025)



TAP CHI KHOA HOC YERSIN - CHUYEN BE QUAN LY KINH TE

(Bdo Phwong, 2024). Sy phat trién manh
mé clia cic nén tang thwong mai dién t
tiéu biéu nhw Shopee, Lazada va Tiki, két
hop véi sw hoan thién cia cac dich vu hé tror
nhu logistics va thanh toan trwc tuyén, da
hinh thanh nén mot hé sinh thai TMDT nang
déng. Sy xuit hién cua tri tué nhén tao (Al)
nhuw mét cong nghé mang tinh chuyén doi
da dinh hinh lai nén kinh té ky thuat sé, dac
biét 1a trong dich vu khach hang va tiép thi.
Cac chatbot dwa trén Al di tré thanh mot
céng cu kinh doanh chién lwgc, cho phép
twong tac véi khach hang mét cach tw dong
nhung vin mang tinh twong tac. Al dong vai
trd ngay cang quan trong trong viéc mang
lai trai nghiém ca nhan héa cho khach hang
thong qua cac tinh nang nhw goi y san pham
chinh xac, cai thién giao dién nguoi dung va
hé tro chatbot hiéu qua hon (Dwivedi va
cong su, 2021; Ifekanandu, Anene, Iloka, &
Ewuzie, 2023), gép phan ning cao sw hai
long va long trung thanh cda ngudi tiéu
dung (Singh & Singh, 2024).

Mit khac, cac céng trinh nghién ciru vé
Al trong linh vec TMDPT cho dén nay van
con nhiéu diém han ché. Thay vi tip trung
vao trai nghiém va hanh vi cia khach hang,
hau hét nghién ctru lai chu trong dén khia
canh ky thuat, vi du nhw t6i wu hdéa hé théng
va thudt toan trong quy trinh mua hang.
Diéu nay dan dén viéc thiéu di sw hiéu biét
vé ky vong cua nguwoi tiéu dung trong béi
canh van hoéa khac biét, noi ho dac biét coi
trong tdc do, sw cad nhin héa theo s& thich,
cling nhw tinh phu hop véi cac sw kién van
héa (Balli, 2024). Thém vao d9, cac nghién
ctru trwde day thudng tap trung vao y dinh
mua sam ma chwa xem xét sau vé tac dong
thuc té chia cac yéu td Al dén hanh vi mua
sam (Ifekanandu va coéng sw, 2023). Bén
canh do, sy hai long ctia khach hang trong
TMDT la mot trong nhitng muc tiéu quan
trong nhat ma doanh nghiép can thwc hién

va phat trién. Sy hai long khach hang la méot
yéu t6 quyét dinh long trung thanh khach
hang da dwgc ghi chép ré rang trong cac
linh v tiép thi va quan 1y quan hé khach
hang (El-Shihy, Abdelraouf, Hegazy, &
Hassan, 2024). Mirc do hai long cia khach
hang phu thudc vao nhirng yéu té Al nhw ca
nhan hoéa trai nghiém (Balli, 2024;
Ifekanandu va céng sw, 2023), chatbot Al
(Alsadoun & Alnasser, 2025), chit lwgng
dich vu (Alghiffari & Matusin, 2023), nhéan
thirc vé tinh hitu ich va nhan thic dé s
dung (Natalia, 2024). Tuy nhién, cac nghién
clu trén ciling nhw tong quan tai liéu lién
quan dén ap dung cic yéu td cua Al anh
hwdng dén su hai long va long trung thanh
khach hang trong linh viwec TMBT cho dén
hién nay cho thay, vin chwa c6 nghién ctru
nao tong hop cac yéu t6 trén cua Al anh
hwong dén sy hai long khach hang trong
viéc mua hang cta khach hang trén san
TMDT, dac biét 1a boi cadnh thi trwong Viét
Nam. Do d6, d€ 1ap day khoang tréng nghién
ctru trén, bai viét nay tip trung nghién ctiru
tac déng ctia cac yéu to ctia Al (ca nhan hba
trai nghiém, chatbot Al, chit lwong dich vy,
nhan thirc vé tinh hitu ich va nhan thic dé
st dung) anh hwdng dén sw hai long va dnh
hwong cda sy hai long dén long trung thanh
khéach hang khi mua sim san pham trén cac
san TMDT tai TPHCM.

2. Co s& ly thuyét va gia thuyét
nghién ciru
2.1. Co sé ly thuyét

M6 hinh chip nhin céng nghé (TAM -
Technology Acceptance Model)

Davis (1989) da tao ramé hinh TAM dé
giai thich nhitng yéu t6 thuc day ngwoi ding
chip nhin va st dung cong nghé mai, bao
gom cong nghé Al, tip trung vao hai yéu t6
chinh dnh hwéng dén viéc nguoi dung chip
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nhan c6ng nghé mai: tinh hitu ich va tinh dé
st dung. TAM déng vai tro nhw mot khudn
kho quan trong, giup lam rd nhén thirc ca
nguwoi dung vé viéc st dung cong nghé,
dong thoi dwoc cong nhin rong rai trong
viéc xac dinh nhirng nhan t6 anh hwéng dén
hanh vi ap dung céng nghé (Tahar, Riyadh,
Sofyani, & Purnomo, 2020). Bén canh do,
nhiéu nghién cttu nh4n manh rang nhirng
khia canh khac cta Al trong TMDT, ciling
dong vai tro quan trong trong viéc nang cao
sw hai l1ong cta khach hang. Chiang han: c4
nhian héa trdi nghiém (Balli, 2024;
Ifekanandu va cong sw, 2023), chatbot Al
(Alsadoun & Alnasser, 2025), chit lwong
dich vu (Alghiffari & Matusin, 2023). Vi vay,
nghién ctru nay diéu chinh va mé réong mo
hinh TAM théng qua viéc tich hop cac yéu
td Al nhw ca nhan héa trai nghiém, chatbot
Al, chit lwong dich vu, nhin thic vé tinh
hitu ich va dé st dung, nham hinh thanh
mot khuon khé 1y thuyét tong hop tac dong
dén sy hai long khach hang. Ngoai ra,
nghién cttu cling danh gia tac dong cua sy
hai long dén long trung thanh khach hang.

2.2. (Cdc gid thuyét nghién ciru

2.2.1. Cd nhan hoa trdi nghiém khdch
hang

Ca nhan héa dwoc hiéu la kha nang tuy
chinh sdn phdm va trai nghiém mua sim
sao cho phu hop véi sé thich riéng biét cia
trng khach hang, dwa trén thong tin ca
nhin ma ho cung cidp (Garcia-Rivadulla,
2016). Trang web dugc ca nhan h6éa mua
sam trai nghiém cua nguoi tiéu dung, nho
d6 gidm thoi gian tim kiém san phidm cla
khach hang va tang sy hai long (Balli, 2024).
Balli (2024) da nghién ctu va nhan dinh
rang ca nhan hda trai nghiém c6 tac dong
tich cwc dén sy hai long va lam doanh thu
cuia doanh nghiép tang cao. Trén co s& cac

13p ludn trén, gia thuyét dwoc xay dung nhw
sau:

H1: Ca nhan hoéa trai nghiém khach
hang c6 anh hwdng tich cwc dén sy hai long
khach hang.

2.2.2. Chatbot Al

Chatbot Al c6 thé dwoc xem la mot
chwong trinh may tinh hoac Al thuc hién
cac cudc tro chuyén théng qua dm thanh
hodc van ban va twong tac véi ngudi dung
trong mot linh virc hodc chi dé cu thé bang
cach dwa ra cac phan hoi thong minh bing
ngoén ngit ty nhién (Haristiani, 2019). Trén
thwc té, chatbot Al hoat dong nhuw mét robot
c6 kha nang tw dong hoa cac tac vu thong
qua mot hé thong thuit toan (King, 2023).
Néu mot chatbot Al hiéu dwoc vin dé va
thac mic ctia khach hang, giai quyét van dé
dé va quan tim dén cam xuc cia khach
hang, diéu d6 s& din dén khach hang tin
twdng va cdm xudc cia khach hang danh cho
chatbot Al 1ém hon vao mua sam truc tuyén
(Jiang va cong sy, 2021). Nghién cru cta
cac tac gia (El-Shihy va cong sw, 2024) cho
rang chatbot Al c6 4nh huéng cling chiéu
dén s hai long cia khach hang. Do d6, gia
thuyét dwoc dwa ra nhw sau:

H2: Chatbot Al c6 tac dong thuin chiéu
dén s hai long khach hang.

2.2.3. Chdt lwong dich vu

Chéat lwong dich vu la cdm nhén chua
quan ctia khach hang vé mic do xuit sic va
sw vuot troi ma moét dich vu mang lai
(Zeithaml, 1988). Chatbot Al di tré thanh
kénh twong tac véi khach hang dwoc wa
chudng trong nhiéu nganh. Tuy nhién, kha
ning chit lwong dich vu cta chatbot vin
con kém xa so v&i cac tdc nhan con ngudi.
Viéc xac dinh va danh gia chatlwong dich vu
chatbot Al 14 diéu cin thiét dé cac td chic
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t6i da hoa loi ich cua cong nghé (Hentzen,
Hoffmann, Dolan, & Pala, 2022). Cac twong
tac cia chatbot kém chat lwong c6 thé khién
khach hang that vong va lam gidm nhin
thirc cia ho vé thwong hiéu. Mt khac, cac
chatbot xtr ly thanh thao cac yéu ciu pho
bién c6 thé giup ting sw hai long
(Haugeland, Fglstad, Taylor, & Alexander,
2022). Nghién ctru cua Alghiffari & Matusin
(2023) chi ra rang chat lwong dich vu c6 tac
dong tich cwc dén sy hai long, néu dich vu
chatbot Al ludn c6 thé truy cap moi lic moi
noi, c6 chat lwgng dich vu 6n dinh, tra 1oi
cau héi chinh xac thi ngwoi tiéu dung sé cam
thiy ngay cang hai long véi chatbot Al nay.
Vi vy, gia thuyét dwoc xay duwng nhw sau:

H3: Chat lwgng dich vu c6 tic dong
thuin chiéu dén sy hai long khach hang.

2.2.4. Nhdn thirc vé tinh hitu ich

Tinh htru ich la dé cip dén niém tin
rang viéc 4p dung cong nghé hd tro sé cai
thién hiéu suat (Tahar va cong sw, 2020).
Trong TMDT, quan diém cla nguoi tiéu
dung vé tinh hiru ich dwoc hiéu 1a mic do
ma ho tin rdng viéc 4p dung Al trong mua
sdm truc tuyén c6 thé nang cao hiéu suitva
chat lwong trai nghiém cta minh (Ashfagq,
Yun, Yu, & Loureiro, 2020). Nhiéu cbéng
trinh da ching minh moi lién hé tich cuc
gitta nhan thirc vé tinh hitu ich va sy hai
long khach hang (Natalia, 2024). Tw d6, gia
thuyét dwoc hinh thanh nhw sau:

H4: Nhin thirc vé tinh htru ich c6
tdc dong thuin chiéu dén sy hai long
khach hang.

2.2.5. Nhan thirc dé sir dung
Davis (1989) cho riang nhan thirc dé st
dung 13 sv tin twéng cta nguwoi dung rang

hé théng sé van hanh mot cach thuln tién
va khong gay t&n kém nhiéu nd lwc. N6i cach

khac, khi ngwoi dung nhin thiy hé thong
cang don gian, ho cang c6 xu hwéng st dung
nd. Néu giao dién chatbot qua phic tap,
diéu hwéng khong ré rang hodc qué nhiéu
buéc, nguoi dung co thé cam thiy thit vong
va tir bé twong tac. Ngwoc lai, mot chatbot
dwoc thiét ké tot véi cac tinh nang truc
quan, luéng hdi thoai ré rang va phan hoi
nhit quan sé nang cao trai nghiém cuia
ngwoi dung va xdy dung long tin
(Yesitadewi & Widodo, 2024). Nghién ctru
trwdc da nhan dinh rang nhan thirc dé st
dung c6 quan hé tich cuc véi sy hai long
khach hang (Ashfaq va cong sy, 2020). Do
dé, gia thuyét dwgc dwa ra nhw sau:

H5: Nhan thtec dé st dung c6 anh
hwdng dén sy hai long khach hang.

2.2.6. Sw hai long khdch hang va long
trung thanh khdch hang

Sw hai long khach hang 1a mc do
hai long ma khach hang thé hién sau qua
trinh cung cip dich vu (Zygiaris,
Hameed, Ayidh Alsubaie, & Ur Rehman,
2022). Long trung thanh la cam két cda
khach hang s& mua lai san phim yéu
thich thwong xuyén trong twong lai
(Abu-Alhaija, Yusof, Hashim, &
Jaharuddin, 2018). Cac nganh nhw
TMDBT, cham sdc strc khde va ngan hang
da chi ra rang chatbot Al tich hgp va
phan ho6i dwa trén dir liéu va sw can
thiép clia con nguwdi giap cai thién do
chinh x4c va kha nang phan hoi, din dén
sy hai (Izadi &
Forouzanfar, 2024). Theo két qua tir cac
nghién ctru trwéce, sy hai long cia khach
hang dwoc chitng minh c6 anh hwéng
tich cwc dén long trung thanh cua ho
(Molinillo,  Aguilar-Illescas, Anaya-
Sanchez, & Carvajal-Trujillo, 2022).
Trén co s& d6, gid thuyét nghién ctru
duwoc dwa ra:

long cao hon
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H6: Sy hai long khach hang c6 anh
hwong tich cwe dén long trung thanh khach
hang.

Sau khi tién hanh phan tich va dwa ra
cac gia thuyét, mo hinh nghién ctru dwoc dé
xudt nhw thé hién trong Hinh 1.

Sy hai long khach

H6" Long trung thanh
hang khach hang

Ca nhan hoa trai
nghiém khach han
& & H1"
Chatbot AI H2"
N
ChAt luong dich vu H3 -
H4"
Nhan thire vé tinh hitu
ich H5*
Nhan thac dé sir dung

Hinh 1. M6 hinh nghién cttu dé xudt

3. Phwong phap nghién ciru
3.1. Thangdo

Thang do dwoc xay dwng dwa trén cac
nén tang ly thuyét va nhirng két qua tir cac
nghién ctru treérc. Nham ddm bdo tinh rng
dung va dd chinh xac, nhém nghién ctru da
thwc hién budi thao ludn nhém véi 10 khach
hang da tirng trai qua trai nghiém mua sam
truc tuyén véi chatbot Al tai cac san TMDT
trwdre khi dwa vao khao sat chinh thirc. Thoi
gian thuc hién thao luan nhém trong ngay
20/3/2025 théng qua Google Meet. Nhém
tac gia dwa trén nhirng gép y vé thang do tir
viéc thdo ludn nhom va da diéu chinh thang
do cho phu hop véi ngir canh thi truong
Viét Nam. Cac phat biéu dwgc do lwong
bang thang do Likert 5 mirc do tir 1 1a hoan
toan khong dong y dén 5 1a hoan toan dong
y. Bang khdo sat bao gobm tong cong 28 ciu
hoi, dwoc thiét k& nham do lwong cac yéu td
lién quan dén Al, sy hai long va long trung
thanh cta khach hang. Mdi bién nghién ctru
(c4 nhan héa trai nghiém, chatbot Al, chit
lwgng dich vy, nhén thirc vé tinh hitu ich,
nhan thirc dé s dung, sy hai long khach
hang va long trung thanh khach hang) déu

dwoc dai dién bdi 4 bién quan sat. Chi tiét
vé bién va thang do xem phu luc 1.

3.2. Mau thu thdp dir liéu

D& bao dam d6 tin ciy va tinh manh mé
ctia nghién ctru, nhém tac gia da tham chiéu
khuyén nghi cua Hair, Hult, Ringle, &
Sarstedt (2022), trong d6 néu rang mot mo
hinh c6 nhiéu bién tiém 4n cung cidc moi
quan hé trung gian can it nhat 150-200
mau. Xuit phat tir nguyén tic nay, dit liéu
dwoc thu thap tir 350 nguwoi tiéu dung tai
TP.HCM thong qua bang hdi tryc tuyén theo
phwong phap thuan tién. Sau khi ra soat va
loai bé cac bang khéng hop 1€, c6 344 phiéu
khdo sat dwgc st dung trong phan tich.
Trong s6 344 ngwoi tham gia khao sat, gi¢i
tinh ntt véi 207 ngwoi tham gia khao sat
(chiém 60,2%) chiém ti trong cao hon so
véi gidi tinh nam véi 137 ngwoi tham gia
(chiém 39,8%). Thong ké dd tudi cho thay
nhém tir 18 dén 25 tudi chiém ty 1é cao nhat
v&i 287 nguoi (chiém 83,4%), tiép theo la
nhom tir 26 dén 35 tudi vdi 43 nguoi
(12,5%), nhém tir 36 dén 45 tudi véi 12
nguoi (3,5%) va trén 45 chi c6 2 nguoi
(0,6%). Nhom c6 thu nhdp dwédi 5 triéu
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dong/thang chiém ty 1é 1é6n nhat véi 68%
v&i 234 ngudi tham gia khao sat chon lwa,
nhom tir 5 dén dwédi 10 triéu déong/thang cé
69 nguoi (chiém 20,1%), nhom tr 10 dén
dwéi 15 triéu dong/thang c6 29 nguoi
(chiém 8,4%), nhom tir 15 dén dwédi 20
triéu déng/thang v&i 9 nguwoi chon lwa
(2,6%) va nhom tir 20 triéu dong/thang tré
1én vé&i 3 ngudi (chiém 0,9%).

3.3. Phwong phdp phan tich

Dit liéu dwoc phan tich bang hai phan
mém SPSS va SmartPLS. SPSS duwoc str dung
cho théng ké mAiu khdo sat. Sau d6, phwong

phép PLS-SEM duwoc ap dung dé phan tich mé
hinh thang do va mé hinh ciu truc (PLS-SEM)
va kiém dinh gia thuyét nghién ctru. Viéc lwa
chon PLS-SEM dua trén wu diém cia n6 trong
viéc xr ly mo hinh nghién ctru phirc tap, kha
nang lam viéc véi div liéu khéng phan phoi
chuin va tinh hiéu qua véi kich thuéc mau
vira phai (Hair va cong sw, 2022).

4. Két quanghién ctru va thao luin

4.1. M6 hinh thang do

Két qua phan tich md hinh thang do
dwoc thé hién qua bang 1.

Bang 1. K&t qud mo hinh thang do

Bién quan|Outer Cronbach’s DAO tin cay Ph.u'o:ng
sat loadings Alpha tonghep |sai trich
(CR) (AVE)
Ca nhan hoéa trai|CNH1 0.775
nghiém CNH2 0.824
CNH3 0.808 0.821 0.882 0.651
CNH4 0.819
Chatbot Al CB1 0.746
CB2 0.788
CB3 0.789 0.783 0.859 0.604
CB4 0.784
Chét lwong dich|CLDV1 0.828
vu CLDV2 0.747
CLDV3 0.786 0.792 0.865 0.616
CLDV4 0.776
Nhian thic vé|NTHI1 0.753
tinh hitu ich NTHI2 0.822
NTHI3 0.787 0.796 0.867 0.620
NTHI4 0.786
Nhan thirc dé st NTSD1 0.796
dung NTSD2 0.800
NTSD3 0.773 0.808 0.874 0.635
NTSD4 0.817
Sw hai long SHL1 0.772
SHL2 0.816
SHL3 0.823 0.801 0.870 0.626
SHL4 0.752
Long trung thanh | Y1 0.757
Y2 0.809
Y3 0.764 0.788 0.862 0.611
Y4 0.794

Nguon: Két quad xtr ly ttr SmartPLS 4
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Bang 1 cho thay cac thang do déu c6 hé
s6 Cronbach’s Alpha va CR 1én hon 0.7; do
dé, cac thang do déu dat do tin ciy nhit
quan ndi tai (Hair va céng sw, 2022). Hé s6
outer loading cda cac bién quan sat cua
thang do va AVE déu 1ém hon 0.5; do d6, cac
thang do déu gia tri hdi tu.

Kiém dinh gia tri phan biét dwa vao chi
s6 HTMT va Fornell & Larcker. Két qua cac
thang do dwoc thé hién qua Bang 2a va
Bang 2b.

Bang 2a. Gia tri phan biét - HTMT

CB CLDV CNH NTHI NTSD SHL Y
CB
CLDV 0.552
CNH 0.594 0.566
NTHI 0.551 0.523 0.519
NTSD 0.616 0.568 0.598 0.522
SHL 0.675 0.661 0.715 0.622 0.672
Y 0.629 0.597 0.574 0.658 0.586 0.685

Nguon: Két qua xtr Iy ttr SmartPLS 4
Bang 2b. Gia tri phan biét - Fornell & Larcker

CB CLDV CNH NTHI NTSD SHL Y
CB 0.777
CLDV 0.434 0.785
CNH 0.483 0.459 0.807
NTHI 0.443 0.417 0.421 0.787
NTSD 0.495 0.452 0.489 0.419 0.797
SHL 0.545 0.531 0.583 0.498 0.542 0.791
Y 0.504 0.473 0.464 0.521 0.467 0.552 0.781

Nguon: Két quad xit ly ttr SmartPLS 4

Bang 2a cho thay cac gia tri HTMT
déu duwédi 0,9, chirng minh tinh phéin
biét gitta cac khai niém (Henseler,
Ringle, & Sarstedt, 2015); Bang 2b cho
thdy AVE cua tit ca cic bién trong mod
hinh déu cé tinh phéin biét cao, chirng

minh tinh phan biét gitra cac khai niém,

dam bao riang mbi bién do lwdong mot
khia canh riéng biét trong mé hinh
nghién ctu (Fornell & Larcker, 1981).
Do dé, thang do cac khai niém dat gia tri
phéan biét.
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4.2. Kiém dinh mé hinh cdu tric

NTHII NTHIZ NTHI3 NTHH
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T e (0.1 83 (LD DD 0552 (0.000) 000
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[a ity
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0000
2 - ‘X
- 0.000
w3 0000 gooo  poon 0000
0.000
. N ¥
L NTSD1 NTSD2 NTSD3 NT=D4
Hinh 2. M6 hinh ciu tric (Ngudn: Két qua xir ly ttr SmartPLS 4)
Theo Hinh 2 va Bang 3, mo6 hinh bao =0.056, thap hon gia tri chuin 0.08. Do d4,

hoa c6 Chi-square bang 823.319 va dat mirc mo hinh cu tric dwoc xac nhin la phu hop
y nghia 5% (p < 5%). Hon nita, chi s6 SRMR (Hair va cong sw, 2021).

Bang 3. Chi s6 m6 hinh b3o hoa

SRMR d_ULS d_G Chi-Square NFI
M6 hinh bao hoa 0.056 1.271 0.412 823.319 0.802

Nguon: Két quad xtr ly tir SmartPLS 4
4.3. Kiém dinh gid thuyét

Bang 4. K&t qua kiém dinh gia thuyét

Gia thuyét A Mﬁ:c do T-value P-values
tac dong (B)
H1: CNH -> SHL 0.256 5.793 0.000
H2: CB -> SHL 0.183 4.323 0.000
H3: CLDV -> SHL 0.190 3.582 0.000
H4: NTHI -> SHL 0.157 3.611 0.000
H5: NTSD -> SHL 0.175 3.436 0.001
H6: SHL->Y 0.552 12.199 0.000

Nguon: Két quad xtr ly ttr SmartPLS 4
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Theo két qua dwoc thé hién tai Bang 4,
qua trinh Bootstrapping v&i 5.000 mau l3p
lai cho thay toan bo gia thuyét tir H1 dén H6
déu c6 t-value vegt ngudng 1.96 va p-value
nho6 hon 0.05, chitng té ching cé y nghia
thong ké va dwoc chip nhan.

4.4. Thdo ludn két qud nghién ciru

Nghién ctru khdng dinh rang cc yéu td
lién quan dén Al nhw cd nhan hoéa trai
nghiém (B = 0.256, p < 0.001), chatbot AI (B
=0.183, p = 0.000), chat lwong dich vu (B =
0.190, p = 0.000), nhén thirc vé tinh hiru ich
(B = 0.157, p = 0.000), va nhan thirc dé sir
dung (B =0.175, p = 0.001) déu c6 tac déng
tich cyc dén sy hai long cia khach hang.
Diéu nay cho th4y rang khi khach hang cam
nhén cao hon vé nhitng yéu t6 nay, ho sé hai
long hon trong trai nghiém mua sdm trén
cac nén tang TMDT. Phat hién nay dong
nhat véi két qua cac nghién ctru nhw cta cac
tdc gia Vebrianti, Aras, Silviana, Putri, &
Swandewi (2025), Ifekanandu va cdng sw
(2023), Natalia, (2024), Afrina, Kawadha,
Gumay, Ariani, & Febriady (2025), Balli
(2024), Jenneboer, Herrando, &
Constantinides (2022) va Zahara va cong
sw (2024). Cac bang chirng nghién ciru trén
da chi ra rang viéc nang cao cac khia canh
nhw trai nghiém ca nhan hoéa, tich hop
chatbot Al, chat lwong dich vy, cling nhw
nang cao nhan thirc vé tinh hitu ich va dé st
dung, s& dan dén sy gia ting sy hai long cuia
khach hang trén cac san TMDT. Thém vao
dd, phan tich cho thiy sw hai long ctia khach
hang (B = 0.552, p = 0.000) la tién dé quan
trong thuc diy long trung thanh. Diéu nay
c6 nghia la khi khach hang cam thiy hai
long trong viéc mua hang trén cac san
TMDT thi long trung thanh cua ho sé tang
1én. K&t qua nghién ctru nay ciing phu hop
vé&i nghién civu cua Balli (2024) va Cheng &
Jiang (2020) ciing cho rang sw hai long long

cuia khach hang ttr viéc mua hang trén cac
san TMDT sé lam tang long trung thanh cua
khach hang.

5. Két luian, déng gép va han ché
nghién ciru
5.1. Kétludn

Nghién ctru nay da kiém dinh mac do
tac dong ctia nhirng yéu t6 lién quan dén Al
(c4 nhan héa trai nghiém, chatbot Al, chit
lwgng dich vy, nhan thirc hitu ich va nhan
thirc dé str dung) ddi v&i sw hai long, cling
nhw anh hwéng ctia sw hai long nay dén long
trung thanh khach hang tai cac nén tang
TMBT & TP.HCM. Két qua nghién ctiru cho
thiy tic déng cac yéu t6 cia Al (ca nhan hda
trai nghiém, chatbot Al, chit lwong dich vy,
nhan thitc vé tinh hitu ich, va nhan thirc dé
st dung) c6 anh hwdng tich cwc dén sw hai
long khach hang cling nhw sy hai long
khach hang anh hwéng tich cwc dén long
trung thanh khach hang.

5.2. Déng gép nghién ciru

Nghién ctru nay da déng gép dang ké vé
mat ly thuyét. Cu thé, nghién ciru nay la mot
trong nhitng nghién ctru tién phong da mé&
rong mo hinh TAM thanh m6 hinh tich hop
toan dién vé tac dong cac yéu t6 cua Al (ca
nhin hoéa tradi nghiém, chatbot Al, chit
lwong dich vy, nhan thirc vé tinh hiru ich, va
nhan thttc dé sir dung) 4nh hwéng dén sw
hai long khach hang va anh hwéng cia né
dén long trung thanh khach hang. Hon nita,
cac thang do cac khai niém trong mod hinh
nghién ctru da dwoc kiém dinh va dat yéu
ciu vé do tin ciy va gia tri thang do. Do do,
cac nghién ctru tiép theo c6 thé tham khao
thang do cac khai niém ctia mé hinh nghién
ctu nay khi nghién ctu vé chu dé lién quan
trong linh vivc TMDT. Ngoai ra, nghién cttu
nay ciing déng gép vé mit thwec tién cho cac
nha quan ly website TMDT la cac nha quan
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1y c6 thé tham khao m6 hinh nghién ctru nay
dé biét nhitng yéu t6 quan trong nham ting
sw hai long cling nhw long trung thanh cda
khach hang. Trén co sé& dd, cac nha quan ly
c6 nhirng chinh sach va chwong trinh hop ly
trong viéc ap dung tac déng cac yéu to cla
Al d8i véi trai nghiém mua sdm cta khach
hang trén cac san TMDPT nham ting sw hai
long cling nhw long trung thanh ctia khach
hang. Cu thé, d6i véi cd nhin héa trai
nghiém khach hang, cic nha quan ly cac san
TMDT nén cung cip cac Al trén website sao
cho khach hang cdm nhan rang Al hiéu
dworc sé thich, lich sit mua hang cta khach
hang dén kha nang tim kiém san phim
thong qua viéc dé xuit san pham phu hop
véi sé thich khach hang tir d6 nang cao sy
hai long khach hang. éi véi Chatbot Al cac
nha quan ly cung cip chatbot Al sao cho né
c6 thé gitip khach hang cdm thay than thién
va dé s dung; phan hdi nhanh chéng khi
khach hang cén; cung cap cac ciu tra loi
chinh xac va phu hop véi nhu cau ctia khach
hang ciing nhw h6 trg khach hang tim kiém
va mua sam san pham hiéu qua hon, va tir
dé sé tang sw hai long khach hang. Doi véi
chatlwong dich vu Al thi cadc nha quan 1y cac
san TMDT cung cip dich vu chatbot Al luén
c6 thé truy cip moi lic moi noi, c6 chat
lwgng dich vu 6n dinh, tra 1o cAu hdi chinh
xac thi ngwoi tiéu dung sé cdm thiy ngay
cang hai long véi dich vu chatbot Al
(Alghiffari & Matusin, 2023). P6i véi nhan
thirc vé tinh hitu ich, cAc nha quan ly cac san
TMDT cung cap cac Al trén website sao cho
khach hang cdm nhan rang ching that sy
hitu ich, giao dién than thién, tiét kiém thoi

gian ciing nhw gitp ra quyét dinh dé dang
hon va trén co s& do sé nang cao sy hai long
ctia khich hang. Déi v&i nhan thirc dé s
dung, cac nha quan ly cac san TMDT nén
cung cap Al trén website dé st dung, khong
can nhiéu thao tadc huwdéng dan; giao dién
than thién va gan giii ngwoi dung cling nhw
12 viéc tich hop Al trong qué trinh mua sdm
gitp khach hang dé dang hon va tiét kiém
thoi gian hon, tir d6 sé tang sw hai long
khach hang. Va khi mrc dd hai long caa
khach hang cang cao véi trai nghiém Al trén
website cia cac san TMDT thi long trung
thanh ctia khach hang d6i véi cac san TMDT
do cang cao.

5.3. Han ché nghién ciru

Nghién ctru nay c6 mét s6 han ché nhw
nghién ctru nay cé kich thwéc mau va quy
mo kha nho, nghién cttu chi khao sat 350
mau bang phwong phap 1y mau thuan tién
phi xac suit nén van chua cao vé tinh dai
dién. V& nghién ctru ti€p theo thi cin mé&
rong thém vé kich thwdc mau dé co su tin
ciy cao hon vé mau khdo sat. Ciing nhw 1a
nén thuc hién 14y mau bang phwong phap
chon mau theo phan doan va dinh mirc dé
dat mirc d6 cao hon vé tinh dai dién. Tiép
theo la vé mat khong gian cua bai nghién
ctru khi chi thuc hién nghién ctru vé hanh vi
nguoi tiéu dung trén website TMDT tai
TPHCM. Bén canh d6, nghién ctru nay chi
tip trung vao do tudi tir 18 dén 25 tudi va
chu yéu la sinh vién va nhan vién vin phong
tham gia khao sat, khong c6 sy phan biét ro
rang & cac nhom tudi va nghé nghiép khac
nhau nén chwa c6 tinh da dang cao.
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PHU LUC 1

Mi hoa |Thang do Nguodn

Ca nhan hoéa trai nghiém khach hang (CNH)

CNH1 Al hiéu rd nhu ciu cda tdi va tdi wu hoa trai nghiém mua sdm
CNL2 Al gitp toi gidm b6t va tiét kiém thoi gian trong viéc tim
kiém san pham
CNH3 Al dé xuit san pham va néi dung phu hop véi sé thich ca Balli (2024)
nhan cua toi
Al khién t6i cdm thiy dwoc quan tim, trai nghiém ca nhan
CNH4 ..
hoa tot
Chatbot Al (CB)
CB1 Tro chuyén véi chatbot gitip téi cam thay than thién va dé st
dung
CB2 Chatbot Al phan héi nhanh chéng khi téi can tro gitp
— — - — Alsadoun &
CB3 Cflatb70t iqng cap cau tra loi chinh xac va phu hgp véi nhu Alnasser (2025)
cau cua toi
CB4 Chatbot h6 tro toi tim ki€ém va mua sdm san phdm hiéu qua

hon

Chat lwong dich vu (CLDV)

CLDV1 |AI hd tro toi tim kiém thong tin nhanh chéng va hiéu qua

CLDV2 |Alx{ly yéu cau cta tdi chinh xac Alghiffari va

CLDV3  |Téi cdm thdy an toan va tin vao nhitng gi Al dang hé tro toi | Matusin (2023)

CLDV4 |Trai nghiém dich vu tong thé cta t6i dwoc cai thién nho Al

Nhin thirc vé tinh hiru ich (NTHI)

Cac sadn pham do Al dé xuit phu hop véi nhu ciu va sé thich

NTHI1 A A,

ca nhan cua toi
NTHIZ Al giup t6i c6 thém nhiéu lya chon san phdm trong qua trinh

mua sdm Natalia (2024)
NTHI3 T6i cdm thiy cac goi y san phadm tir Al hiru ich trong qua

trinh mua sim

NTHI4 |Téi tin twdng vao nhirng dé xuat san phdm do Al cung cip
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Mai héa | Thang do Nguon
Nhan thikc dé sir dung (NTSD)
Al trén website dé sir dung ma khong can nhiéu thao tac
NTSD1 i N
huwéng dan
NTSD?2 Giao dién va cach thirc hoat dong ctia Al than thién, gin giii
v&i ngwoi dung
- Natalia (2024)
Viéc tich hop Al vao qua trinh mua sam gidp trai nghiém
NTSD3 . oA 1K an .
mua hang cda toi dé dang hon truwéc
AI hd tro t6i thuc hién cac bwdc mua sdm nhanh hon va tiét
NTSD4 A o
kiém thoi gian
Sw hai long (SHL)
SHL1 T6i cdm thiy thodi mai va tién lgi hon khi st dung Al trén
website
SHL2 Al gitp toi dwa ra quyét dinh mua hang mot cach sang suot _
va khach quan Afrina va cong
- su (2025)
SHL3 Trai nghiém mua sam véi Al dap rng mong doi cua toi
SHLA4 Al gitp toi tiét kiém dwoc thoi gian va tién bac, tim dwoc san
phdm phu hop véi ban than
Long trung thanh (Y)
Y1 T6i cé y dinh mua hang lai trén website nay trong twong lai
Y2 Tbi sdn sang gidi thiéu website nay véi ngwoi khac
Y3 Al gitip t6i mudn gan bé hon véi website/thwong hiéu nay Balli (2024)
va T6i wu tién st dung website c6 Al nay hon cac doi tha canh
tranh
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