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HANH VI SU DUNG CHATBOT TRONG BAN LE DIEN TU:
VAI TRO CUA GIA TRI THONG TIN VA CAM NHAN THONG MINH

Ngay nhdn: 24/11/2024

Ngay nhdn lgi: 24/02/2025

Lé Xuin Cu
Trwong Pai hoc Thwong mai
Email: cu.lx@tmu.edu.vn

Ngay duyét dang: 28/02/2025

hatbot da tro thanh kénh fong tac truc tuyén giita doanh nghiép va khach hdng trong
ban 1¢é dién tir. Muc dich ciia bai viét la kham phd cdc yeu to anh hu"ang den Y dinh sir

dung chatbot ciia nguoi ding. Mot mé hinh nghién cvru dwoce xdc dinh duwa trén sie két hO’p niém
tin nguoi dung, hitu ich thong tin va cam nhdn thong minh véi mo hinh kha nang xay du"ng
thuyet phuc (EL]\/[) Dit liéu dwoc tap hop tw 317 dap vién da trai nghiém mua hang triec tuyén
va co xu hudng sui dung chatbot dé tim kzem thong tin san pham Mo hinh cau truc tuyén tinh
dwoc ap dung dé kiém dinh cdc gid thuyét trong mé hinh. Két qua cho thdy hbmng trung tam
(tinh chinh xac va sw phu hop thong tm) hwong ngoai vi (tm cqdy thong tin) va cam nhan thong
minh la cac dong lyc tang cuong niém tin ngum dung va hitu ich thong tin vdi chatbot. Hon
nita, niém tin nguoi dung, hitu ich thong tin va cam nhan thong minh anh hwéng dén y dinh sir
dung chatbot. Bai viét nay phdt trién mo hinh nghién ciru vé hanh vi sir dung dya trén cdc dac
diém thong tin va cam nhdn thong minh voi chatbot. Cudi cung, cac ham y 1y thuyét va thue
tién dwgc mang dén nham thiic day hanh vi sit dung ciia nguoi diing voi chatbot trong bdn 1é
dién tir tai Viét Nam.

Tir khéa: Chatbot, cam nhén théng minh, niém tin nguoi ding, gid tri thong tin, ¥ dinh sir dung.

JEL Classifications: 033, L81.

DOI: 10.54404/JTS.2025.200V.05

1. Giéi thiéu

Ung dung cong nghe s6 da nang cao hiéu
qua kinh doanh va méi quan h¢ gitra doanh
nghi¢p va khach hang. Chatbot 1a mot vi dy
noi bat cua xu hudng tng dung cong ngh¢ so
vao viéc cai thién chién lugc truyén thong cua
doanh nghlep Chatbot da thay thé con nguoi
nho kha nang hoat dong (24/7), giam 16i
nghlep vu va tiét kiém chi phi. Chatbot 1a mot
cong nghe su dung tri tué nhan tao dé thuc
hién cudc tro chuyén véi nguoi dung thong
qua ngdén nglr ty nhién cua con nguoi (Le,
2023a). Chatbot dugc ap dung rong rai trén
cac linh vuc khac nhau nhu du lich va khach
san, ngan hang va ban 1¢ (Chen va cong su,
2021) Két qua, doanh thu toan cau cua

chatbot dat 40,9 triéu P6 la My vao nam 2018
va du doan tang 1én 455,8 tri¢u Do la My vao
nam 2027 (Statista, 2022)

Chatbot dwoc tich hop trén cic nén tang
nhu website, ng dung di dong va mang xa
hoi. Chatbot mang lai cac lgi thé vé su tién
lgi, linh hoat, kha nang tiép can va sy tuong
tac trong thoi gian thyc (Y. Cheng & Jiang,
2022) Hon nira, chatbot thyc hién cac nhi¢m
vu cua nhan vién cira hang nhu gigi thiéu va
tu van, tham chi g1a1 quyét cac vin d& vuot
qua kha nang cua con nguoi. Do do, cac
doanh nghiép san sang 4p dung chatbot dé ho
trg kinh doanh tryc tuyén.

Mot mat, chatbot trong ban 1¢ di¢n tr nhan
duoc sy quan tdm cua cac nha nghién cuu.
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Nghién clru gz:in day da xem xét s anh hudng
cua chatbot dén nhén thuc, cam xuc, danh gia
va hanh vi nguoi dung. Chen va cong su
(2021) thiét ké mot mo hinh nghién ctru ve sy
hai long khach hang véi chatbot trong thu’ong
mai dién tr tai Hoa Ky, Canada, Nam Phi va
An Do dya trén mo hinh chép nhan cong, nghe
(TAM). Jain va Gandhi (2021) cho rang y
dinh mua hang cua khach hang An Do tu goc
do cua gia tri thong tin va gia tri cong nghé
cua chatbot. Y. Cheng va Jiang (2022) nhan
manh sy twong tac, kha nang tiép can va gia
tri thong tin 1a nhitng dong luc thiic dady mua
sam tryc tuyén qua chatbot cua nguoi dung
My. Le (2023a) dd két hop TAM va m6 hinh
kha nang xay dung thuyeét phuc (ELM) de
gidi thich hanh vi sir dung va mua sam qua
chatbot. Nhin chung, két qua trén khang dinh
cac dic diém thong tin (chat lugng thong tin,
tinh thuyét phuc va tin cdy thong tin), dac
diém cong nghé cua chatbot (lgi thé tuong
doi, tinh twong tac va cdm nhén thong minh)
va cac yéu to thuoc TAM (tinh hitu ich va thai
do) dong vai tro quan trong trong tang cuong
y dinh str dung va mua sam tryc tuyén. Silva
va cong sy (2023) phat trién mot mo hinh y
dinh su dung cua chatbot trong ban l¢ dién tir
dua trén thuyét hop nhat vé chap nhén va st
dung cong nghe (UTAUT) va kham phéa ky
vong hi¢u suat va niém tin anh huong deén
nhén thirc rui ro, cdm xtc va y dinh sir dung
chatbot trong mua sam truc tuyén. Su hinh
thanh niém tin va y dinh su dung chatbot
dugc tiét 16 khi Mostafa va Kasamani (2022)
phat hién céc ~yeu t6 ctia chatbot (kha _nang
tuong thich, dé sir dung va anh hudng xa hoi)
quyét dinh niém tin nguoi dung, tr d6 kich
thich vi¢c str dung chatbot dva trén ly thuyét
UTAUT, TAM va khuéch tan d01 maoi (DOI)
Mat khac, cac gidi thich vé hanh vi nguoi
dung voi chatbot trong ban 1¢ dién tir da dugc
nghién ctru tai cdc nudc phat trién (Silva va
cong sy, 2023), trong khi cac nghién clru Viét
Nam quan tdm dén céc co che hanh vi nguoi
dung vai chatbot tir goc do cta cong ngh¢ va
gido duc (T. T. Nguyen va cdng su, 2021),
ngan hang (Dung va cong su, 2021), khach
san (V. T. Nguyen va cong su, 2023) va ban 1¢

(Le, 2023a). Dién hinh, V. T. Nguyen va cong
su (2023) mang lai sy hi€u biét v€ ni€m tin
nguoi dung vai chatbot qua vai tro cua tinh ca
nhan hoa va tinh twong tac. Le (2023a) da [am
sang t6 y dinh mua sam va su dung chatbot
dua trén TAM va kham ph4 nhan thic hitu ich
va thai d§ véi Al sé thiic day hanh vi mua sam
va st dung chatbot. Tuy nhién, viéc giai thich
su anh hudéng cua gid tri thong tin va cam
nhan thong minh dén y dinh st dung véi
chatbot con kha han cheé. Vi vay, viéc lam
sang to cac yeu to chinh thac day y dinh str
dung chatbot 14 can thiét.

Theo d6, muc dich cua bai viét 1a phan tich
y dinh str dung chatbot, xac dinh vai tro cua gia
tri thong tin va dic diém cua chatbot. Dé dat
duoc diéu nay, nghlen clru str dung md hinh
ELM dé xac dinh cac yéu to cua gla tri thong
tin va tic dong ctia ching dén niém tin nguoi
dung va hitu ich thong tin. Ngoai ra, nghién
cliru mo rong ELM qua viéc b6 sung cam nhén
thong minh vé chatbot va niém tin nguoi dung
dwa trén dé xuét clia cic nghién ciru trude ddy
(Le, 2023a; Mostafa & Kasamani, 2022). Do
do, bai viét dong gop quan trong v€ mat ly
thuyet qua viéc thiét ké khung nghién clru
hanh vi st dung nguoi ding vé1 chatbot.
Nghlen ctru cling cung cap nhiing hiéu biét can
thiét vé chatbot dé ho trg nha ban 1¢ dién tir va
nha phat trién cong nghe tang cudng moi quan
h¢ gitra doanh nghi¢p va khach hang va mua
sam tryc tuyen tai Viét Nam.

2. Co sé Iy thuyét va mé hinh nghién ciru

2.1. M6 hinh kha nang xdy dung thuyet phuc

Mo hinh kha ning xdy dung thuyét phuc
(ELM) dugc dé xudt nham gidi thich hanh vi
sir dung cac hé thong thong tin ciia ngudi
dung dua trén quy trinh danh gid toan dién
nhan thirc va danh gia cac dic diém thong tin
(Petty va cong su, 1981). Khi nguoi dung cé
nhan thirc va kha nang xt ly thong tin ky
ludng, ho dua ra nhitng quyét dinh va hanh vi
phu hop.

ELM bao gém hai nhém dong lyc: hudng
ngoai vi va hudng trung tdm. V61 hudng
ngoai vi, nguoi dung tap trung mot so yéu to
nhu so luong thong tin, chuyén mon thong
tin, tin cdy thong tin, s6 lugng nguoi dung va
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su danh tiéng (Le, 2023a). Nguoi ding chon
hudng ngoai vi khi ho it ¢6 kha nang xem xét
chi tiét thong tin (Petty va cong su, 1981).
Hon nita, ELM xem xét hanh vi sit dung hé
thong thong tin dua trén hugng trung tam khi
nguoi dflng xem xét chi ti€t thong tin, danh
gia mic do lién quan, khach quan va toan
dién thong tin. Mot s6 yéu to dai dién cua
huong trung tam nhu tinh chinh xéc, tinh day
du, tinh kip thot, su phu hop. Thomas va cong
su (2019) deé xuat mé hinh y dinh mua hang
cua khach hang dua trén ELM va kham pha
cac tin hiéu cua huong ngoai vi (t1nh nhit
quan, tinh chuyen mon danh gid, Xep hang
san pham va danh tleng website) va huéng
trung tam (d0 chinh xéc, day du va kip thoi)
thuc day tin cdy cua danh gia, tr do ting
cuong quyét dinh mua sam. Huo va cong sy
(2018) chi ra cac yéu t lién quan dén huong
trung tam (d¢ chinh xac, phu hop va day du)
va do tin cdy cua ngudn anh hudng dén niém
tin va ti€p nhéan kién thirc strc khée. Ruan va
Mezei (2022) cho rang cac khia canh lién
quan dén chat lu:o’ng thong tin (muac do lién
quan, tinh chinh x4c, tinh day du, tin cay
thong tin va tinh kip th(n) cua chatbot dem lai
su hai 1ong khach hang va hd trg mua hang
truc tuyén.

ELM dé dugc ap dung trong cac bdi canh
khéc nhau nhu hanh vi phong ngtra trong dich
bénh (Le, 2021), mua sam qua danh gia truc
tuyén (Thomas va cong sy, 2019) va mua
hang tryc tuyén trong live-stream (Yen va
cong su, 2024). Trén co so do, bai vict ap
dung ELM dé lam sang t6 y dinh s dung
chatbot ctia nguoi dung Viét Nam duya trén
hai nhém cta hudng trung tam (bao gom tinh
chinh xéc va sy phu hop thong tin) va hudéng
ngoai vi (tin cdy thong tin) cta chatbot va tac
dong cua chung dén niém tin nguoi dung va
hiru ich thong tin. Ngoai ra, nghién ctru nhan
manh cdm nhén thong minh 13 mot dac diém
quan trong cua chatbot vi n6 cung cap kha
nang thau hleu va phan hdi nhanh chong
trudc cac yéu cau cua khach hang, truyen tai
thong tin, tro chuyén va gidi quyét van dé
bang ngén ngir tu nhién (Le, 2023a). Pillai va
Sivathanu (2020) nhin manh vai tro ciia cam

nhan thong minh trong viéc thic day y dinh
st dung chatbot cho vi¢c 1ap ké hoach du lich.
X. Cheng va cong su (2024) chi ra cam nhén
thong minh 4nh huong dén tinh hiru ich, sy
hai long va y dinh str dung tri tu¢ nhan tao cho
cac dich vu tai chinh. Y. Cheng va Jiang
(2022) nhin manh rang gia tri thong tin (tinh
chinh xé4c va do tin cdy) va ndng luc (cam
nhan thong minh) 1a c4c thanh phan quan
trong cua chatbot ciing vdi1 niém tin khach
hang gitp tdng cudong modi quan hé doanh
nghiép va khach hang va hanh vi khach hang
(mua sam va long trung thanh). Y. Park va
cong su (2024) khang dinh vai tr6 cta chatbot
trong cung cap thong tin, kién thirc san pham
(tinh chinh x4c thong tin, cdm nhén thong
minh va tinh tin cdy) va cic thong tin nay
giﬁp ngudi dung nhén thtrc hitu ich thong tin
va nang cao sy hai long vdi chatbot. Do do,
bai viét lam sang to anh huong cua gia tr1
thong tin va cam nhan thong minh dén niém
tin nguoi dung, hiru ich thong tin va y dinh su
dung chatbot trong ban 1¢ di¢n tir.

2.2. M6 hinh nghién ciru

Tinh chinh x4c mo6 ta sy trung thyc va
diung dan cua thong tin (Filieri va cong su,
2017). Day la dac diém quan trong cua
huéng trung tdm va c6 danh hudng dén hanh
vi khach hang khi n6 tao ra va nang cao niém
tin nguoi dl‘lng (Filieri va cong su, 2017).
Tinh chinh x4c thé hién qua danh gia cua
khach hang v6i thong tin 1a chinh xé4c, dung
dan va khach quan (T. H. Nguyen & Le,
2021) Huo va cong su (2018) chi ra niém tin
nguoi dung vao klen thirc stc khoe trén
mang xa hoi dugc quyét dinh bai chét luong
thong tin bao gom tinh chinh xéc, sur phu hop
va tinh ddy du. Khi khach hang cdm nhan
thong tin chinh x4c va thuc té, ho s€ ning cao
niém tin vao kién thirc sirc khoe Hon nira,
tinh chinh xac thong tin 1a yeu, t6 quyet dlnh
dén hitu ich thong tin qua truyén miéng dién
ta (E. Park, 2020) mang xa hoi (Shang va
cong su, 2021) va chatbot (Xlng & Jiang,
2024) V1 Vay, két qua nghién clru trén da
cling ¢ dé xuat cac g1a thuyét sau:

HI. Tinh chinh xdc thong tin anh hwong
thudn chiéu dén niém tin nguoi ding.
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H2. Tinh chinh xac thong tin anh huong
thudn chiéu dén hiru ich thong tin.

Su phu hgp thong tin mo ta danh gid sy lién
quan thong tin san pham vadi nhu cau thuc té
cia nguoi dung (Sarkar & Sarkar, 2019).
Trudce khi dua ra quyet dinh hodc thyc hién
hanh vi, nguoi dung s€ danh gid san phiam dya
trén thong tin san co. Néu thong tin phu hop
v61 nhu cau nguoi dung, ho danh gid sy hitu
ich thong tin va cing ¢6 niém tin vao nguoi
sang tao va nguoi truyén tai ndi dung. Nguoi
dung xem xét su phu hop thong tin doi voi qua
trinh ra quyét dinh va hanh vi mua hang cta
ho. T. H. Nguyen va Le (2021) khdm pha vai
tro cua su phu hop thong tin trong viéc phat
trién niém tin nguoi dung té1 cadc ngudn thong
tin trén mang xa hoi nham bao vé suc khoe
trong dich bénh. Ngoai ra, sy phu hop thong
tin thiic day hitu ich thong tin. E. Park (2020)
nhan manh sy pht hop thong tin tdc dong dén
hiru ich thong tin, tr d6 tang cuong su chap
nhin thong tin va long trung thanh trong
truyén miéng dién tir. Mac du anh hu’orng ctua
su phu hop thong tin dén niém tin ngudi ding
va hitu ich thong tin dugc ching minh trong
nhiéu boi canh tuong tac truc tuyén khac nhau
(Shang va cong su, 2021) nhung no6 chua dugc
kiém tra thyc nghlem d6i voi chatbot. Do vay,
két qua trén thic day cac gia thuyét sau:

H3. Su phu hop thong tin anh hwong thudn
chiéu dén niém tin nguoi dung.

HA4. Sur phu hop thong tin anh hwong thudn
chiéu dén hitu ich thong tin.

Tin cady thong tin phan 4nh danh gid cia
khach hang vé mirc d¢ tin cdy v6i ndi dung va
nguon thong tin (Le, 2021). Céac nghién clru
trude day chirng minh tdm quan trong cua tin
cdy thong tin trong viéc tao ra niém tin nguoi
dung véi thong tin truc tuyén (Dung va cong
su, 2021). Shang va cong sy (2021) tiét 10 tin
cdy thong tin 1a tiéu chi danh gid hitu ich
thong tin truc tuyén, tir do6 thic day hanh vi
chia sé thong tin trén mang xa hoi. E. Park
(2020) kham pha modi quan hé gifra tin cdy
thong tin va hitu ich thong tin qua eWOM.
Chatbot hd trg cho doanh nghiép truyen tai
thong tin san pham nhanh chong, hi¢u qua va
kip thoi, tir do dép ing nhu cau thong tin cta

khach hang (Le, 2023a). Do do, ho s€ tang
ni€ém tin vao chatbot nho cam nhan hiru ich
thong tin ma chatbot mang lai. Vi vay, cac gia
thuyét sau dugc dé xuat:

H5. Tin cdy thong tin anh huong thudn
chiéu dén niém tin nguoi dung.

H6. Tin cdy thong tin anh huong thudn
chiéu den hitu ich thong tin.

Niém tin nguoi dung moé ta ky vong cua
khach hang vé su tin cay vao cong nghé, tir do
kich thich cac hanh vi ctia ho (Ajzen, 1991).
Le (2023b) xdc nhan moi quan hé y nghia
gilta ni€ém tin va su san sang st dung cac dich
vu dua trén vi tri (LBS). Tuong tu, niém tin
dong vai tro quan trong trong y dlnh str dung
do1 voi quang cdo di dong; vi thé, thiic day
moi quan h¢ gitta khach hang va doanh
nghiep (Le & Wang, 2020) Nhin chung,
nguoi dung s€ chap nhén sur dung cong nghe
khi ho cam thay chung dang tin cdy va tin
tuong vao nha cung cap. Trong bai Vlet khi
chatbot mang lai dich vu nhu cung cap thong
tin nhanh chong va g1a1 quyét cac moi quan
tam thi nguoi dung sé tin tudng va quyét dinh
sit dung chatbot. Cac nha nghién ctru chi ra
moi quan hé gilra niém tin va y dinh sir dung
chatbot trong mua hang truc tuyén (Mostafa
& Kasamani, 2022), khach san va du lich
(Pillai & Sivathanu, 2020) va ban I¢ dién tu
(Silva va c@ng su, 2023). Do do, cac lap luan
trén cung ¢ gia thuyet sau:

H7. Nlem tin ngum dung anh huwong thudn
chiéu dén y dinh sir dung chatbot.

Htru ich thong tin md td danh gia cua
nguoi dung vé viéc 4p dung thong tin s€ nang
cao hiéu suat hoat dong (E. Park, 2020).
Trong bai viét, hitu ich thong tin phan anh
muc do su dung chatbot gitip nguoi dung tiép
can nhiéu thong tin, gidi quyet cac van dé va
dua ra quyét dinh mua sam phu hgp. Vi vay,
hitru ich thong tin anh huong dén sy chap
nhan cua nguoi dung v6i chatbot. E. Park
(2020) nhin dinh gia tri thong tin dya trén
eWOM dén dén sy chép nhan thong tin va
long trung thanh vé1 mang xa h¢i. Nhan thac
ve tinh hitu ich anh huéng dén y dinh str dung
LBS (Le, 2023b). Theo do6, nghién clru de
xuat gia thuyét sau:
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HS. Hitu ich thong tin anh hwong thudn
chiéu den y dinh su dung chatbot.

Cam nhan thong minh phan anh kha nang
ctua chatbot thong thao trong viéc xtr 1y céc
yéu cau cua khach hang trong céac diéu kién
va boi canh khac nhau (Le, 2023a). Chatbot
c6 kha nang xé4c dinh van dé cua khach hang,
giam bét kho khan trong qua trinh tro chuyén
(X. Cheng va cong su, 2024). Cac nha nghién
ctru xac nhan chatbot c6 cac kha ning vé
nang lyc, sy thong minh va kién thuc
(Moussawi va cong sy, 2021). Sy thong minh
cta chatbot thé hién ¢ kha nang giao tiép hié¢u
qué (phan hoi nhanh, xac dinh boi canh, gidm
thiéu 101 van hanh, thich ung vdi quy trinh va

Tinh chinh
xac thong

Su phu hop
thong tin

Tin cay
thong tin

Gia tri théng tin

(Nguon: Tac gia dé xuat)

Niém tin
nguoi dung

am nhan
thong minh
cua chatbot

Hiru ich
thong tin

QUAN TRI KINH DOANH

minh anh hudéng ciia cdm nhan thong minh
dén tinh hitu ich va y dinh st dung tr¢ ly
thong minh c4 nhén. Nghién ctru khéac phat
hién moi quan h¢ gitta cdm nhin thong minh
va y dinh s dung tri tu¢ nhan tao (Pillai &
Sivathanu, 2020) va chatbot (Le, 2023a). Vi
thé, cac gid thuyét sau dugc dé xuat:

HY9. Cam nhdn thong minh danh hwong
thudn chiéu deén hitu ich thong tin.

HI0. Cam nhdn thong minh anh hwong
thudn chiéu den niém tin nguoi dung.

HIl. Cam nhdn théng minh anh hwong
thudn chiéu dén y dinh sur dung chatbot.

Hinh 1 mo ta cac gid thuyét cia mo hinh
nghién ciu:

Y dinh sir dung
chatbot

Hinh 1: M6 hinh nghién ciru

khong bi anh hudéng bdi tam trang), nng cao
nang suat (gidi quyét van de, dua ra 1oi
khuyén, giai phong thoi gian cua nhan vién)
va ho trg moi lic, moi noi (Chen va cong su,
2021). Do @6, cam nhan thong minh c¢6 lién
quan chat ché dén hiru ich thong tin cta
chatbot (X. Cheng va cong su, 2024).

Ngoai ra, khi chatbot phdn hoi kip thoi cac
cau héi cua khach hang, ho trg theo doi don
hang, xtr 1y thanh todn va tuong tic, nguoi
dung s€ danh gia kha nang cua chatbot, ting
niém tin va kich thich str dung chatbot thuong
xuyén. Moussawi va cong sy (2021) ching

3. Phuong phap nghién ciru

3.1. Do luong ) .

Thang do cho cac cau truc dugc diéu chinh
tir cac nghién ctru trudec day dé phu hop voi
boi canh hién tai & Viét Nam. Cudc thao luan
v61 cac nha nghién ctru trong linh vuc quan ly
h¢ thong thong tin, thuong mai dién tir va cac
chuyén gia marketing s6 duoc thyc hién de
xac dinh céc van dé ton tai va cai thién thang
do luong cua mo hinh nghién ctru. Trong do,
mot sO yeu to co6 su diéu chinh vé y nghia bao
gom sy phu hop thong tin, tin cdy thong tin va
cdm nhén thong minh. Tiép theo, mdt cudc
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nghlen ctru thi diém dugc tién ‘hanh véi 50
dap vién. Két qua chi ra hé s6 Cronbach’s
Alpha (CA) cho cic yéu tb déu trén 0,7 (Hair
va cong su, 2010). Vi vay, thang do 1a phu
hop dé thu thap dir lig¢u.

Thang do Likert 5 mtrc d§ dugc sir dung,
tr 1 (hoan toan khong dong y) dén 5 (hoan
toan dong y). Thang do vé tinh chinh xac
thong tin dugc ké thura tur Filieri va cong su
(2017); su phu hop thong tin tur Sarkar va
Sarkar (2019); va tin cdy thong tin tir Luo va
cong su (2013). Thang do niém tin nguoi
dung dugc diu chinh tir Awad va Ragowsky
(2008); hiru ich thong tin tir E. Park (2020);
va cdm nhan thong minh tr Bartneck va cong
su (2009) va Le (2023a). Cubi cung, y dinh str
dung chatbot duoc diéu chinh tir Davis (1989)
va Le (2023a) (Bang 2).

3.2. Thu thap dir liéu

Mot cudc khao sat tryc tuyén dugc thuc
hién dé thu thap dir liéu bang tng dung
Google biéu mau. Noi dung khdo sat bao gom
hai phan chinh: (1) cac cau hoi vé dac diém
nhan khau hoc cua dap vién va (2) cac muc
(cau héi) cta cac yéu to cua ELM (tinh chinh
xac thong tin, sy phu hgp thong tin, tin cay
thong tin va hitu ich thong tin), niém tin
ngu:0i dung, cdm nhén thong minh va y dinh
su dung.

Phuong phap lay miu thuan tién da dugc
ap dung do nhiing lgi ich nhu tiét kiém chi
phi va thoi gian va ung dung rong rai trong
nghién ctru thue nghiém (T. H. Nguyen & Le,
2021). DBoi tugng tham gia la nhitng nguoi ¢o
trdi nghiém mua hang tryc tuyén va co ké
hoach st dung chatbot trong mua sam tryc
tuyen Ho duoc trang bi kién thirc, k§ nang vé
cong nghe s0 va c6 xu hudng tim kiém thong
tin san pham dé mua hang truc tuyen qua
chatbot (Le 20233) Su tham g1a cta dap vién
la ty nguyen Tinh an danh va van dé bao mat
thong tin cta nguoi tham gia dugc cam két
bdi nghién ciru. Puong link khao sat duogc
chia sé¢ qua mang xa h¢i Facebook. 342 bang
cau hoi duoc thu thap. 25 bang cau hoi bi loai
bo do thiéu cau tra 10i va dit liéu giéng nhau.
Két qua c6 317 bang cau hoi (ty 1é hop 1¢ 1a
92,69%) 1a hop 1¢.

DPic diém ciia mau duoc trinh bay trong
Bang 1. C6 35,5% nam va 64,5% nit tham gia
khdo sat tryc tuyén. Phan lon dap vién
(78,5%) da co trinh d(f) cao dang hodc dai hoc,
tiép theo 1a 21,5% c6 trinh do sau dai hoc.
Hau hét dap vién (80, 13%) & do tudi tir 18
dén 29. 49,51% l1a sinh vién, 25,73% c6 viéc
lam toan thoi gian, 19,87% lam viéc ban thoi
gian va 4,89% that nghiép. Trong sO nhiing
nguoi dugce hoi, nguodi dung tré thanh thao vé
cong ngh¢ thong tin va da lam quen cling nhu
c6 kinh nghiém véi cac c6ng nghé sO0 moi nhu
chatbot. Ho thuong xuyén sir dung cac thiet
bi thong minh va két noi Internet dé tim kiém
thong tin va mua hang truc tuyén (Le, 2023a).

4. Két qua

4.1. Kiém dinh hién twong sai léch
phuong phap chung

. Nghién ctu thue nghiém co6 thé gap pha1
Van de sai l¢ch phuong phap chung khi cac
cau trac dugc tra 101 boi cung mot dap vién tai
mot thot diém. Do do, nghlen ctru can tién
hanh klem tra van dé nay qua phuong phap
yeu t6 don Harman. Bdy cau tric da dugc tai
vao mot yéu t6 duy nhat. Ket qua cho thay
phuong sai trich 40,314%, thap hon ngudng

50% (Harman, 1976). Do d9, sai 1éch phuong
phap chung khong phai la m@t van dé cua
nghién cury.

4.2. Kiém dinh dp tin cdy

Nghlen cltru phan tich nhan t6 kham pha
(EFA) v61 23 bién kiém dinh KMO va phép
kiém Bartlett’s bang phép quay Promax nham
khang dinh su phil hop cua cac bién trude khi
thyc hién phén tich nhan t6 khang dinh
(CFA). Theo keét qua, KMO = 0,908 (>0,05),
Sig = 0,000 va tong phuong sai trich dugc dat
78,624%.

Dé danh gia d6 tin cay, nghien clru str dung
h¢ s6 CA. Theo Hair va cong su (2010), gla
tri o pha1 16n hon 0,6. Két qua cho thay gia tri
CA cuta 7 cau trac deu dap g g1a tri chuan,
dao dong tir 0,908 dén 0,933. Vi vay, cac cdu
trac dat d§ tin cay (Béng 3).

4.3. Kiém dinh gia tri hoi tu va gia tri
phdan biét

Trong phan tich CFA, d9 tin cdy tong hop
(CR) va phuong sai trung binh duogc trich
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Bang 1: Pac diem mau nghién curu

Pic diém S6 lwong Ty 18

Gidi tinh Nam 130 41,01

Nir 187 58,99

D6 tudi 18-24 80 25,24

25-29 114 35,96

>30 123 38,80

Trinh dg hoc van THPT 9 2,84

Cao dang/Pai hoc 275 86,75

Sau dai hoc 33 10,41

Thu nhdp (triéu | <5 38 11,99
VND/thang)

5-15 187 58,99

>15 92 29,02

(Nguon: Két qua phan tich dir liéu)
xuft (AVE) la céc ti€u chi dugc s dung de
kiém tra gia tri hoi tu, Theo Hair va cong su
(2010), CR va AVE 1an luot phai > 0,7 va >
0,5. Theo Bang 3, két qua cho thiy gia tri CR
(tu 0,858 dén 0 939) va AVE (tr 0,669 den
0 821) dap tng tiéu chuan Ngoai ra, hé so tai
chuan héa (tir 0,811 dén 0 939) dap ung gia
tr1 gi61 han 1a 0,6 (Chin va cong su, 1997).
Nhu vay, nghién cuu dat gia tri hoi tu.

Hon nira, nghién ctru thyc hién do luorng
gia tr1 phan bi¢t theo dé xuat cua Fornell va
Larcker (1981) bang viéc so sanh glua can
béc hai cia AVE va moi twong quan gilta cac
cau tric. Két qua chimg minh can bac hai ctia
AVE 16n hon céac h¢ s6 twong quan cua cac
cau trac (Bang 3). Do d6, nghién ctu nay
dam bdo gia tri phan biét.

4.4. Su’phu hop ciia moé hinh

Céc chi so0 dugc st dung de danh, gia muc
d6 phu hop ctia md hinh, bao gdm y=/df, CFI,
GFI, TLI, NFL, va RMSEA. Theo Hair va
cong su (2010), ¥2/df < 3; CFI, GFI, TLI, va
NFI > 0,9; trong khi RMSEA <0,08 (Bang 4)
Két qua cho thay chc tiéu chi déu dat yéu cau.
Vi vay, nghién ctru nay dam bao tinh phu hop
cua mo hinh. .

4.5. Kiém dinh cdu triic mo hinh

Chat luong mo hlr%1 duoc danh gia thong
qua h¢ s6 xac dinh (R<). M6 hinh ngh1en clru
giai th1ch lan luot 66 6%, 61,9% va 64,7%
bién sb vé hiru ich thong tin, niém tin nguoi

dung va y dinh sir dung d6i véi chatbot (Hinh
2). Vi vay, mic do giai thich cia mo6 hinh
tuong doi tot.

Tinh chinh x4c thong tin anh huong tich
cuc dén niém tin nguoi dung (f = 0,324; p <
0,001) va hiru ich thong tin (f = 0,206; p <
0 001) do do, Hla va H1b duoc ung h9. Hon
nita, sy phu hop thong tin anh huong dén
niém tin nguoi dung (f = 0,155; p < 0,05) va
hiru ich thong tin (f = 0,254; p <0,001); do
do, H2a va H2b dugc ung ho. Tuong tu,
nghién ctru ung ho H3a va H3b khi tin cay
thong tin anh huong tich cuc dén niém tin
nguoi dung (8 = 0,244; p < 0,001) va hiru ich
thong tin (ﬁ =0,122;p < 0,01).

Hon nita, tin cay thong tin (f = 0,194; p <
0,01) va hitu ich thong tin (,B =0, 263 p <
0,001) anh huong tich cuc dén y dlnh su dung
chatbot. Vi vay, H4 va HS duoc ung ho.
Ngoai ra, cam nhan thong minh anh huong
tich cuc den hitu ich thong tin (f=0,445; p <
0 001) niém tin ngum dung (f = 0,250; p <
0,001) va y dinh stir dung chatbot (ﬂ 0,496;
p <0,001). Vi thé, H6-H8 dugc ting hd (H1nh
2 va Bang 5).

5. Théio luin va ham y

5.1. Ham y Iy thuyét

Nghién clru mang lai mot so dong gop vé
mat ly thuyét. Nghién ctru khang dinh gia tri
cua mo6 hinh ELM trong bdi canh cong nghe
s0, dac bi¢t trong viéc giai thich y dinh su
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Bang 2: Két qua do lwong

Yéu to Bién quan sat Hé s tai
chuan héa

Tinh chinh xdc thong tin

TCX1 | Chatbot mang lai thong tin chinh xac 0,890

TCX2 | Chatbot mang lai thong tin trung thuc 0,922

TCX3 | Chatbot mang lai thong tin khach quan 0,907

TCX4 | Chatbot mang lai thong tin thuc t€ nhu cac kénh thong tin truc tuyén khac 0,809

Sw phu hop thong tin

SPH1 Chatbot mang lai thong tin ma toi dang tim kiém va giai quyét van dé thong 0,865
tin trudc khi mua sam

SPH2 Chatbot 14 cong cu hd tro hidu qua trong viéc tim kiém thong tin 0,860

SPH3 | Chatbot phu hgp véi thoi quen tim kiém thong tin tryc tuyén cua toi 0,879

SHP4 Str dung chatbot théa man nhu cau thong tin cua toi 0,842

Tin cgy thong tin

TCT1 Théng tin tir chatbot 12 ngudn tin dang tin ciy cta ngudi ban 0,901

TCT2 | Thong tin tir chatbot 1a can ctr quan trong cho quyét dinh mua sam cua t6i 0,908

TCT3 | Chatbot Ia kénh thong tin quan trong nhu cac kénh truyén thong truc tuyén 0,897
khac cua nguoi ban

Niém tin nguoi ding

NIT1 Téi tin tudng théng tin va tu van cia chatbot nhu cta nhan vién 0,875

NIT2 T6i cam nhan sy an toan trong cudc twong tac vdi chatbot 0,908

NIT3 Toi tin tudng chatbot dam bao an toan va bao mat thong tin ca nhan va cudc 0,901
trao doi

Hiru ich thong tin

HIT1 Chatbot cung cap thong tin hiru ich nhu nhan vién 0,883

HIT2 Chatbot cung cap thong tin san pham quan trong ma tbi can 0,868

HIT3 Thong tin tir chatbot ho trg nguoi dung ra quyeét dinh mua sam phu hgp 0,901

Cam nhdn thong minh

TMC1 | Chatbot nhan dién bdi canh cu thé va mang dén phan hoi thich hop 0,876

TMC2 | Chatbot mang dén hoi dép kip thoi va nhanh chong 0,937

TMC3 | Chatbot hiéu dugc nhu cau va mang dén thong tin, dich vu cho tirng cd nhan 0,887

Y dinh sir dung chatbot

SDCI1 T6i s& s dung chatbot dé tim kiém thong tin va giai quyét van dé trong 0,884
mua sam

SDC2 | Téi ¢6 ¥ dinh chuyén doi sir dung chatbot 0,896

SDC3 | Téi s& gidi thiéu chatbot cho moi ngudi xung quanh st dung 0,894

(Nguon: Két qua phan tich dir liéu)

dung chatbot cua nguoi dung. Nghién ctu

con tiét 16 cam nhan thong minh 1a dac dlem

then chét cua chatbot va su anh hu:ong dén

hiru ich thong tin, niém tin nguoi dung va y

dinh str dung chatbot trong ban 1¢ dién tu.
khoa hoc

Mot mat, nghién ciru 1i giai mot co ché cua
phat trién niém tin ngudi dung va hiru ich
thong tin cua chatbot. Tinh chinh xdc cua
thong tin 1a mot dong luc chinh cho niém tin
va hitu ich thong tin cua khach hang. Két qua
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Bang 3: Gid tri phdn biét, CA, CR, va AVE

CA | AVE | CR | TCX | SPH | TCT | NIT | HIT | TMC | SDC
TCX | 0,933 | 0,780 | 0,934 | 0,883
SPH | 0,920 | 0,743 | 0,920 | 0,591 | 0,862
TCT | 0,929 | 0,814 | 0,929 | 0,332 | 0,420 | 0,902
NIT | 0,923 | 0,801 | 0,923 | 0,658 | 0,614 | 0,545 | 0,895
HIT | 0,908 | 0,782 | 0,915 | 0,651 | 0,682 | 0,459 | 0,719 | 0,884
TMC [ 0,927 | 0,811 | 0,928 | 0,668 | 0,660 | 0,397 | 0,660 | 0,751 | 0,901
SDC | 0,921 | 0,794 | 0,921 | 0,538 | 0,611 | 0,411 | 0,661 | 0,724 | 0,764 | 0,891
(Nguon: Két qua phan tich dir liéu)
Bang 4: Su phu hop cua mo hinh nghién ciru

Chi s6 Tiéu chuin Két qua

v3/df <3 1,303

CFI >0,9 0,990

GFI >0,9 0,930

TLI >0,9 0,989

NFI >0,9 0,961

RMSEA <0,08 0,031
(Nguon: Két qua phan tich dir liéu)

Bang 5: Két qud mé hinh

Gia thuyét Moi tuwong quan )] p-value Quyét dinh
HI TCX — NIT 0,324%%** 0,000 Ung hd
H2 TCX — HIT 0,206%** 0,001 Ung hd
H3 SPH — NIT 0,155% 0,011 Ung hd
H4 SPH — HIT 0,254% % 0,000 Ung ho
H5 TCT — NIT 0,244%** 0,000 Ung ho
H6 TCT — HIT 0,122%* 0,003 Ung ho
H7 NIT — SDC 0,194** 0,002 Ung ho
HS HIT — SDC 0,263%** 0,000 Ung ho
H9 TMC — HIT 0,445%%* 0,000 Ung ho
H10 TMC — NIT 0,250%%* 0,000 Ung ho
HI11 TMC — SDC 0,496%** 0,000 Ung ho

(Nguon: Ket qua phan tich dir liéu)

nay phu hgp va6i cac nghién clru gan diy (Huo
va cong su, 2018; Shang va céng su, 2021,

Xing & Jiang, 2024) Khi nguoi dung nhan
thay thong tin ma chatbot cung cap la chinh
xac va thyc té, ho cung ¢ niém tin va danh
gia gia tri thong tin cua chatbot. Chatbot dugc
thiét ké dé thay thé con ngudi trong viéc cung

cap thong tin va giai quyét thac méc cua
nguoi dl‘mg tirc thoi va hiéu qua.

Két qua cho thay su phu hop thong tin anh
hu’orng dén niém tin va hitu ich thong tin. Néu
nguoi dung nhan thdy thong tin do chatbot
cung cap la phu hop véi nhu cau, ho s€ bay té
su tin tudng va xem chatbot thuc sy hiru ich.
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R =61,9%

Niém tin
nguoi dun,

Tinh chinh
xac thong

A

0,250

Su phu hop
thong tin

0,445

4

Tin cay
thong tin Hiru ich
thong tin

Cam nhan
thong minh
cta chatbot

g

0,194%*

stk

0,496%** Y dinh sir dung

chatbot

R =64,7%

sk

0,263***

R’ =66,6%

(Nguon: Tac gia tong hop)

Hinh 2: Két qua kiém dinh mé hinh

Khi nguoi dung tim kiém théng tin san pham,
chatbot s€ phan hoi kip thoi, twong tac trong
thoi gian thye. Két qué ho s€ cdm nhéan tinh
hiru dung thong tin va su tin tuéng vao kha
ning tir chatbot hd trg ngudi ding ra quyet
dinh mua sam hiéu qua. Nhitng phat hién nay
phu hop véi cac nghién clru trude day (E.
Park, 2020; Thomas va cong su, 2019).

Khém phéd minh hoa moi quan hé¢ gitta tin
cdy thong tin dén ni€ém tin va hiru ich thong
tin cua chatbot. Néu nguoi ding cdm nhan
thong tin tir chatbot 1a dang tin, twong tu nhu
thong tin do ngudi ban va nhan vién cung
cap, ho s€ coi nguodn thong tin la dang gia dé
quyet dinh mua sam tryc tuyén. Cac phat hién
nay cung cb bang ching thyc nghiém cia
nghlen ctru trude do (Dung va cong su, 2021;
Huo va cong su, 2018).

Mit khac, nghlen cru ndy cung cip su
hiéu biét vé hanh vi st dung chatbot thong
qua vai tro cia niém tin, hiru ich thong tin va
cam nhan thong minh. Trong s6 cac yéu to
nay, cam nhdn thong minh (8 = 0,496) tac
dong ¥ nghla nhat dén y dinh su dung, tlep
theo 1a hiru ich thong tin (6 = 0,263) va niém
tin nguoi dung (f = 0,194). Tinh thong minh
la mot ddc diém quan trong cua chatbot, cho
phép chiung hiéu nhu cau khach hang, phan

hoi kip thoi, xu 1y hiéu qua va giai quyét cac
van dé cua nguoi dung. Do do, cam nhén
thong minh thuc day y dinh st dung chatbot.
Phat hién nay phu hop véi lap luan cua céc
nghién ctru trugc do (Pillai & Sivathanu,
2020) Hon nita, hitu ich thong tin anh h1r0’ng
dén y dinh st dung chatbot. Két qua ndy phu
hop véi nhan dinh cia Le (2021) va E. Park
(2020). Nguoi dung nhdn ra lgi ich cua
chatbot nhu phan _hoi kip thoi, chat luong
thong tin va tinh san sang 24/7 - s& san sang
chap nhan st dung chatbot. Ngoai ra, niém tin
1 mot yéu t6 du bao quan trong vé ¥ dinh sir
dung chatbot. Mbi quan hé nay da dugc
chung minh bang nghién ctu thuc nghiém
trudec d6 (Mostafa & Kasamani, 2022; Silva
va cong sy, 2023). Viéc luya chon chatbot va
quyét dinh mua sam phu thudc vao niém tin
nguoi dung vao thong tin ho nhan dugc. Néu
khach hang nhan thay thong tin nay co ich va
tuong ty nhu thong tin tir nhan vién va cac
nguon khac (nhu website, ing dung di dong
va nguoi thén) thi ho s€ tin tudng vao chatbot.

5.2. Ham y thuc tién

Duya trén céac két qua trén, nghién cuu rat
ra mot s ham y thyc té nham thiic day hanh
vi st dung chatbot. Pau tién, tac dong cua
tinh chinh x4c thong tin dén niém tin va hiru
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ich thong tinvnhan manh su can thiét cia cac
nha phét trién chatbot phai tdp trung phat
trién chirc nang cung cap thong tin khach
quan vé san pham vi nhan thic v€ gia tri
thong tin 1a co s¢ quan trong thuc day su san
sang st dung chatbot trong mua sam truc
tuyén (Y. Cheng & Jiang, 2022). Ngoai ra, sy
phu hop thong tin 1a tao diéu kién thuan loi
cho niém tin va hiru ich thong tin, yéu cau cac
nha phat trlen chatbot pha1 hiéu nhu cau, sO
thich va moi quan, tam cua khach hang. Nha
ban 1¢ can cung cip thong tin lién quan, kip
thoi va cd nhan hoa cho khach hang thong qua
chatbot. Vi du nhu thong tin gid, phuong thirc
thanh toan, chuong trinh khuyén mai va dich
vu ho trg dugc cap nhat thuong xuyén. Nguoi
ban nén tranh cung cap luong thong tin l6n
qua chatbot vi n6 s€ lam gidm d¢ tin cay
thong tin, sy tin tudng va san sang su dung
chatbot va quyét dinh mua sim cia khach
hang (Le, 2023a), Hon nita, nha phat trién can
dam bao tinh nhét quan trong thong tin hién
thi trén kénh truyén thong khac nhau nhu
mang xa hoi, website, tmg dung di dong va
chatbot. Khi chatbot van con ¢ giai doan dau
tai Viét Nam, nguoi dung chua hoan toan tin
tudng vao thong tin qua chatbot, dan, dén vigc
tim kiém va so sanh thong tin tir nhiéu nguén
khéc nhau. Néu ho danh gia tinh nhat quan va
do tin cdy cua thong tin trén cdc kénh khac
nhau, ho c6 nhiéu kha nang bay to su tin
tuong va nhan thirc duoc gia tri thong tin cua
chatbot. Hon nira, nha phat trién nd luc truyén
thong loi thé cuia chatbot t6i khach hang muc
tiéu nhu nguoi tiéu dung tré va nguoi dung co
trdi nghiém mua hang truc tuyén bang céch
tao co hoi giﬁp ho theo doi va trai nghiém
chatbot trén cac nén tang khac nhau.

~Ngoai ra, cac nha phat trién cong ngh¢ co
gang da dang hoa cac phuong thire giao tlep
cua chatbot, duya trén van ban va g10ng noi,
hinh anh. Ngu’m ban can hd trg viéc sir dung
chatbot ctia nguoi dung qua cau hoi thuong
gap (FAQS) trang web, mang xa hoi va tham
chi ca nhan vién. Theo do, viéc tich hop hd
trg nay s€ nang cao niem tin nguoi dung va
giai quyét cac van dé k¥ thuat cua chatbot tai
Viét Nam.

QUAN TRI KINH DOANH

6. Két luan

Ngoai cac dong gop néu trén, nghlen cltru
con mot sb han ché va dé& xuét cac hu’O’ng
nghlen ctru trong twong lai. Khi chatbot van
con o g1a1 doan khoi dau tai Viét Nam, su phd
bién cua chatbot con thip. Do do, su khai
quat hoa cua cac phat hién chua day di. Pé c6
duoc sy hiéu biét toan dién hon vé hanh vi sir
dung chatbot, nghlen clru tlep theo,_can ting
kich thuéc mau nghién ctu. Pong thoi,
Nghién ctru trong tuong lai nén mé rdng doi
tuong khdo sat voi pham vi nguoi dung
chatbot da dang hon, vi nhu cau tim kiém
thong tin va mua hang tryc tuyén thong qua
chatbot ngay cang tang. Ngoai ra, bén canh
cac yéu to thudc hudng trung tdm va ngoai vi
thudc ELM, nghién ctru tiép theo bo sung cac
ddc diém khac cia chatbot nhu tinh tuong téc,
tu dong hoa, tinh nhan cach hoa dé cung cap
nhitng hiéu biét toan dién vé hanh vi st dung
chatbot ctia ngudi dung. @
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Summary

Chatbots have become an interactive
organization-customer apparatus in the e-
retailing sector. The study aims to unleash
factors influencing users’ intention to use
chatbots. A research framework is tailored by
integrating trust, information usefulness, and
perceived intelligence with the Elaboration
Likelihood Model (ELM). Data are accumu-
lated from 317 respondents who have experi-
enced online purchases and have an inclina-
tion to utilize chatbots for product informa-
tion searching. Structural Equation Modelling
is applied to examine the model’s hypotheses.
Results reveal that central route-related
dimensions (information accuracy and rele-
vance), peripheral route-related dimensions
(information credibility), and perceived intel-
ligence are critical motivations for trust and
information usefulness toward chatbots.
Furthermore, trust, information usefulness,
and perceived intelligence significantly influ-
ence the intention to use chatbots. The paper
extends the use behavior model due to infor-
mation characteristics and perceived intelli-
gence toward chatbots. Lastly, theoretical and
practical hints are provided to trigger users’
utilization behavior toward chatbots in the e-
retailing context and Vietnam.
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