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Tém tit

Khéng chi giéi han trong linh viic cong nghé cao, cong cu hé tro dam thoai do (Chatbot) da
va dang dugc cdc doanh nghiép sit dung thay cho hé thong nhdn vién chdm séc khdch hang.
Nghién ciu sit dung phuong phdp dinh luong, phén tich tdc déng ciia Chatbot tdi quyét dinh
mua hang trén cdc nén tdng dién tit. Két qud nghién ciiu chi ra 2 nhan t6'tdc dong truc tiép téi
Quyét dinh mua hang ciia khdch hang la Gid tri cdm nhédn; Sy ldp trinh giong nhu con nguoi
va 4 nhdn t6'tdc dong gidn tiép la Cam nhdn vé tinh hitu ich; Cdm nhdn vé nhitng riii ro; Cdm
nhdn vé tinh dé sit dung va Su ldp trinh giong nhu con nguoi. Tit A6, nhom tdc gid dé xudt mot
s0' gidi phdp vé qudn tri dé sy két néi giita cdc bén hiéu qud hon.

Tw khoa: quyét dinh mua hang, Chatbot, gid tri cdm nhdn, ldp trinh gidng nhu con nguoi,
PLS-SEM

Summary

Not only being applied to high technology, Chatbot - a virtual agent - has been used by businesses
to replace customer service employees. This research employs quantitative method to analyze the
impact of Chatbot on decision to purchase on electronic platforms. The results point out two factors
having direct effects on customers’ purchase decision, which are Perceived value; Human-like
programming. Also, there are four factors creating indirect impacts, which are Perceived usefulness;
Perceived risks; Perceived ease of use and Human-like programming. From those findings, the
authors propose some solutions to make the connection between the parties more effective.

Keywords: purchase decision, Chatbot, perceived value, human-like programming, PLS-SEM

GIGI THIEU dung ctia cdc trg 1y 4o da khich 1& nhiéu tap doan toan
ciu dau tu vao Chatbot, bit dau véi IBM va theo sau
Cic tic nhidn trd chuyén 4o la Apple, Google, Amazon, Microsoft va Facebook.

(Conversational Agent - CA) dang ngay
cang phat trién d€ nang cao hiéu suit clia
nhiéu linh vyc, trong d6 c¢é thuong mai
trén cdc nén ting dién tir. C4c tdc nhan
trd chuyén 4o gitp ngudi ban phat tri€n
hinh thic tuong tdc cd nhan héa, hitu ich
va phu hgp véi tiing khach hang (Wilson,
Daugherty va Bianzino, 2017), tir d6 cai
thién chat lugng dich vu cung cap.

Mic di c6 nhiéu ti€n bd, nhung cho
dén nay, khoa hoc vin chua thé phat
trién mot Chatbot ¢6 thé tu duy va giao
ti€p thuc sy vdi con ngudi. Thay vao do,
cdc nha khoa hoc tip trung xiy dung
Chatbot cho cdc muc dich cu thé, chi
yé&u la cdc trd 1y 4o c¢6 khd ning truy cap
dir liéu va trd 13i cdc ciu hodi. Gia tri st

*TS., ™, Trudng Pai hoc Ngoai thuong

Chatbot gig day khong con don gian chi 1a dya trén
kich ban. Véi su phét trién manh mé ctia tri thong minh
nhin tao va hoc mdy, cdc Chatbot cé kha ning “hoc
tAp” va ty phat trién. Nhiéu nha phan tich du béo ring,
Chatbot s& thdng tri linh vuc dich vu khach hang trong
5-10 nam téi. Trong nhiing nam tdi, cac cong ty, doanh
nghiép s& diu trr vao cac Chatbot tinh vi hon va ¢ kha
ning x{r 1y, trd 16, tuong tic gan vdi con ngudi nhiéu hon.

CO SG LY LUAN VA PHUONG PHAP
NGHIEN cUU

Co s6 1y ludn

Chatbot

C6 mot sy trang hdp ngiu nhién, nha khoa hoc Alan
Turing nghién citu vé tri thong minh nhén tao cling lic
v6i nha vin Isaac Asimov xuat badn tip truyén ngin
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“I, Robot” vao nhitng nim 50 clia th€ ky XX. Th& gi6i
nghé thudt va vin hoc giau tri tudng tugng thudng nudi
dudng khdm ph4d khoa hoc, ciing gidng nhu thé gidi
khoa hoc thudng truyén cdm hitng cho phidt minh nghé
thuat. Mic du Turing va Asimov lam viéc trong cdc
linh vuc khdc nhau, nhung c4 hai déu tuéng tugng mot
vién cdnh tudng doi gidng nhau. Tri tudng tugng so bd
nay ddnh dau sy khéi ddu cta Al va din dén hon 70
nim nghién ctfu cia nhiéu nha khoa hoc khdc vé tri
thong minh nhan tao va vé Chatbot.

Thap ky diu tién clia thé ky 21 xuat hién nhitng dot
pha trong Iinh vyc hoc may va tri thong minh nhéan tao,
khi cdc Chatbot c6 khd ndng thich tng va “hoc” dya
trén tudng tac clia ching vdi con ngudi.

Tdc dong ciia Chatbot dnh huéng téi quyét dinh
mua hang

Cdm nhdn vé tinh hitu ich (Perceived Usefulness)

C4m nhan vé tinh hitu ich 12 nhin t& thudng dugc dé
cap dé&n khi xem xét uu di€m ctia mot sdn phadm bat ky,
dic biét 1a phét ki€n cong nghé. Theo Davis Jr (1986),
cadm nhan vé tinh hitu ich 12 nhan t& cAu thanh nén thdi
d6 va y dinh st dung cia khdch hang.

Trong trudng hgp clia Chatbot, cAm nhén vé tinh hitu
ich ¢6 thé dugc dp dung trong céc linh vuc khic nhau,
nhu: quan Iy quan hé khach hang, thuong mai trd chuyén.
Vi du, nhan thiic clia ngudi tiéu ding vé viéc Chatbot
nang cao hiéu suit ctia ho trong khi dit cAu hdi hodc thuc
hién muc dich mua sim, s& lién quan tich cuic dén thai do
ddi véi Chatbot, lam ting Gid tri cAm nhan cua ho.

HI: Cam nhdn vé tinh hitu ich c6 tdc dong téi Gid
tri cam nhdn

Cdm nhdn vé nhitng riii ro (Perceived Risks)

Nguy cd cua rii ro cang 16n thi sy sdn sang hanh
dong cang gidm. P&i v6i ciac san phim cong nghé,
ngudi st dung ludn canh gidc v6i nhitng i ro c6 thé
xdy ra, dic biét trong bdi cinh Al dang ngay cang phat
trié€n. Trong nghién cttu vé Chatbot, c6 thé c6 mdt tdc
dong tiéu cuc tir CAm nhan vé nhitng rti ro dén Gi4 tri
cam nhin ctia khach hang khi mua sim tryc tuyén.

H2: Cdm nhdn vé nhiing riii ro cé tdc dong téi Gid
tri cam nhdn

Cdm nhdn vé tinh dé sit dung (Perceived Ease of Use)

Cam nhan vé tinh dé sit dung dudc dinh nghia 12 mifc
dd ma mot c4 nhan tin ring, viéc st dung mot hé thong
hoiic mot cong nghé s& khong can nd luc vé thé chat
va tinh than (Milan van Eeuwen, 2017). Theo Davis Jr
(1986), Cam nhan vé tinh d& st dung ctia mdt san pham
c6 tdc dong cting chiéu dén thdi do va y dinh st dung cta
kh4ch hang. Y&u t§ trén sé ddnh gid mtc do dé sit dung
ctia Chatbot va anh hudng ctia né 1&én Gia tri cam nhan
clia khdch hang khi mua sim trén c4c nén ting dién tir.

H3: Cdm nhén vé tinh dé sit dung cé tdc dong thudn
chiéu téi Gid tri cdm nhdn

Lap trinh giong nhut con nguoi (Human-like Design)

Y&u t6 nay dugc nghién ctiu chii yéu vé ngon ngit va
kha niing bi€u dat cdm xtic ctia Chatbot trong giao ti&p.
Vi vay, c6 gid thuyét cho ring, sy 1ap trinh gidng nhu con
ngudi ctia Chatbot khong chi dnh huéng dén quyét dinh
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mua hang ma con cé tic dong t6i Gia tri
cdm nhan vi Cim nhin vé tinh hitu ich.
Nhitng moi quan hé nay déu ciing chiéu.

H4: Ldp trinh giéng nhu con nguoi cé
tdc dong t6i Cdm nhdn vé tinh dé si dung

H5: Ldp trinh gidng nhu con nguoi cé
tdc dong tdi Gid tri cdm nhdn

H6: Ldp trinh gidng nhu con nguoi cé
tdc dong téi Quyét dinh mua hang

Gid tri cdm nhdn (Perceived Value)

Nhu dinh nghia cia Wooddruff (1997)
va cac nha khoa hoc di trude, Gia tri cam
nhin cta khach hang la sy so sdnh gitta
nhitng gi nhdn dugc (Igi ich) va nhiing
gi phdi bd ra (su hy sinh) dé c6 dudc san
pham hay dich vu. Trong nghién ctu nay,
Gi4 tri cdm nhan cta khiach hang dugc
danh gi4d dwa vao 4 nhan t6: CAm nhan
vé tinh dé st dung; Cam nhan vé tinh hitu
ich; CAm nhin vé nhitng rdi ro va Su lap
trinh gidng con ngudi cia Chatbot.

D€ kiém dinh mdi quan hé nay, cé
gid thuyét ring, Gid tri cdm nhan c6
tic dong thuin chiéu t6i Quyét dinh
mua hang trén cdc nén ting dién tl cla
khach hang.

H7: Gid tri cdm nhdn ¢6 tdc dong tdi
Quyét dinh mua hang

Phuong phap nghién citu

Nghién ctu st dung phuong phdp
dinh lugng bing bdng hdi va phuong
phdp diéu tra xd hoi hoc, v6i nhitng
ngudi da ting tuong tac véi Chatbot.

M6 hinh PLS-SEM dugc st dung dé
ki€m dinh céc gia thuy&t nghién citu. Mo
hinh nghién citu dugc ki€ém dinh hai phan:
MO0 hinh do ludng (Measurement models)
- trinh bay mdi quan hé giita cac khai niém
nghién ciiu v6i cdc thang do cla chiing
va Mb hinh ciu tric (Structural Model),
trinh bay mdi quan hé gifta cac khdi niém
nghién ctu. Nghién cttu st dung ky thuit
phin tich dit lieu PLS- SEM véi phian
mém Smart P1S 3.3.3.

Nghién cttu bao gbm 6 thang do va
36 bién quan sit. Trong d6, thang do
Cidm nhan vé tinh hifu ich dugc phat
trién tir thang do ctia Quintino (2019),
Nordheim (2019). Thang do CAm nhan vé
rii ro st dung két hop cdc bién quan sit
trong nghién cdu ctia Corritore va cong
su (2005), Eeuwen (2017) va Candela
(2018). Thang do CAm nhAn vé tinh d& sir
dung ctia Chatbot dugc phat trién tif thang
do cta Davis va cong su (1989), Corritore
va cOng su' (2005), Eeuwen (2017). Thang
do S lap trinh gidng con ngudi dudc phat
trién tir thang do ctia Ho vd MacDorman
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(2010), Nordheim (2019). Thang do BANG 1: KET QUA KIEM PINH PO TIN CAY CdA CAC THANG PO

Gia tri cdm nhan st dung thang do Cl?lgl Thang do Cronbach's| Do tin ciy tong hgp | Phuong sai
Eeuwen (2017), trong khi thang do quyét ) - Anpha __|(Composite Reliability) | trich (AVE)
dinh mua héng st dung thang do cla 1. Cdm nhdn vé tinh hitu ich 0,897 0,917 0,581
o : < . 2. Cam nhén vé& nhitng ridi ro 0,828 0,879 0,592
Bleier, Harmeling va Palmatier (2019). 3. Cim nhan vé tinh dé st dung 0,861 0,895 0587
Bdng hoi dudc cdu tric sin dang [y §yiap winh giong nhu con nguds 0.876 0.906 0.617
thang do Likert 5 bic, v6i 1 1a hoan toan |5, Gi4 tri cdm nhéan 0.834 0,889 0,668
khong dong ¥; 2 1a khong dong y; 3 12 [6. Quyét dinh mua hang 0.799 0,869 0,625

binh thudng; 4 12 dong ¥ va 5 1a hoan
toan dong y.

Nghién cttu stt dung phuong phap 14y
mau thuin tién. Bdng héi dién tit dudc
glii dé€n nhitng ngudi da tirng nhin tin
v6i Chatbot khi mua sim trén céc nén
tang dién ta.

Quy md miu: Vé6i 318 phan tif mau,
quy m6 miu cda nghién cifu théa min
yéu cau clia md hinh PLS-SEM. Nghién
ctu thu dugc 318 bang hoi hgp 1€, trong
d6 9,4% ngudi trd 16i dugi 18 tudi (30
ngudi); 23,3% trong do tudi tir 18-23 (74
ngudi); 31,4% trong do tudi tir 24-34 (100
ngudi); 27,7% trong dd tudi tir 35-60 (88
ngudi) va phan con lai la trén 60 tudi.

KET QUA NGHIEN cUU

Phan tich mo hinh ciu tric tuyén
tinh (SEM)

Nghién ctu st dung phudng phdp phan
tich mo hinh ciu tric tuyén tinh SEM-
PLS biing phin mém Smart PLS d€ kiém
dinh md hinh nghién cttu véi cic thi tuc,
nhu ki€m dinh mo hinh do luong, kiém
dinh dd tin ciy cla thang do, ki€m dinh
do phan biét, kiém dinh da cong tuyén,
ki€m dinh sy phit hgp ctia md hinh, kiém
dinh mo hinh c4u triic va boostrap.

Kiém dinh mé hinh do luong

P& d4nh gia dd tin cAy clia cic thang
do, nghién ctu thyc hién xem xét céc chi
s6 Cronbach's Alpha, do tin ciy tdng hop
va phuong sai trich (AVE) thu dugc tir thd
tuc phan tich PLS - Algorithm (Bang 1).

V6i 6 nhan t§ dudc dwa vao phan tich
va 36 bi€n quan sat, k&t qud cho thdy, tat
ca céc thang do déu c6 do tin cay do chi
s0 Cronbach's Alpha déu 16n hon 0,7, o
tin cay tong hop déu 16n hon 0,7 va AVE
déu 16n hon 0,5. Tuy nhién, thd tuc kiém
dinh nay cling dua ra dé xuit loai 3 bié€n
quan st la PEU2, PEU7 va HD6 ra khdi
thang do, do c6 chi s6 Cronbach's Alpha
nho hon 0,7. Véi s6 liéu thu dugce, c6 thé
khing dinh, cdc thang do déu dat dudc
do tin cay va c6 tinh hoi tu.

Ngoai ra, d& kiém dinh d6 phan biét
(Discriminant Validity), nghién ctu tién
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BANG 2: KIEM PINH GIA TRI PHAN BIET CdA CAC NHAN TO

HD PD PEU PR PU PV
HD 0,786
PD 0,477 0,790
PEU 0,448 0,348 0,766
PR 0,244 0274 -0,280 0,769
PU 0,259 0,332 0,460 -0,207 0,762
PV 0,515 0,673 0,509 -0,403 0,462 0817
HINH: MO HINH CAd TRAC TUYEN TiNH SEM-PLS
RSN

Lo
PR2 0.760

PRa o.7a8
—

—

HD2 HD3 HDa

hanh so sanh mdi quan hé giita cidc nhan tO0 (Latent
Variable corelations) vdi phuong sai trich AVE. K&t qua
phan tich cho thdy, ciin bac hai AVE ctia mdi nhan t6 déu
16n hon hé s& lién hé giita nhan t6 d6 va c4c nhan 6 khéc.
Nhu vay, miu nghién cifu ddm bio do phan biét clia cic
nhan t6 do ludng (Bang 2).

Pé€ kiém dinh hién tugng da cong tuyén giita cdc
nhin t&, nghién citu xem xét chi s6 VIF trong phan
Collinearity Statistic va nhan thdy két qua thu dugc
33/33 bi€n quan sat c6 gid tri VIF < 5. Chi s6 VIF cao
nhat chila 2,484 < 5 ctia bi€n PU2, nén md hinh khong
vi pham hién tugng da cong tuyén.

Kiém dinh mé hinh khéng vi pham hién tugng da
cong tuyén

P& kiém dinh sy phit hdp ctia md hinh, nghién ctu
xem xét chi s6 SRMR va nhin thdy, SRMR ctia md
hinh 1a 0,091 < 0,100. Nhu vdy mo hinh nghién ctru
dugc két luan 12 phit hgp véi khich thé nghién citu cdc
khach hang c4 nhan (Hinh).

Nhan t6 Quyét dinh mua hang (PD) ctia khdch hang
c6 chi s6 R? = 0,476 chi ra ring, 2 bién doc lap 1a Gid
tri cAm nhan (PV) va Su lap trinh giéng nhu con ngudi
(HD) giai thich dugc 47,6% su bién thién cta bién phu
thudc tai mic y nghia 5%. Con lai 52,4% chua giai thich
dudc, do con ¢6 thém yéu t6 ma mo hinh ndy chua xem
xét dén. Trong d6, Gid tri cAm nhan c6 quan hé thuin
chiéu va twong quan manh nhit dén Quyét dinh mua

15

0810 0731 ogls oy 0773 0776

N

HDS




BANG 3: KET QUA BOOTSTRAPPING MO HINH CAU TRAC

Trong so goc | Trong s trung binh | Sai s6 chudn | P Values

HD -> PD 0,177 0,178 0,046 0,000
HD -> PU 0,259 0,263 0,058 0,000
HD -> PV 0,310 0,308 0,045 0,000
PEU -> PV 0,196 0,198 0,054 0,000
PR -> PV -0,222 -0,223 0,045 0,000

PU -> PV 0,245 0,247 0,047 0,000

PV ->PD 0,582 0,583 0,045 0,000

hang clia khach hang, do hé s B = 0,582 16n hon nhiéu
gid tri 0,177 cta Sy 1ap trinh gidng nhu con ngudi.

Bon bién gdbm: Cam nhan vé tinh hitu ich (PU), CAm
nhan vé nhing rtii ro (PR), C4dm nhin vé tinh dé stt dung
(PEU) va Sy lap trinh giéng nhu con ngudi (HD) giai
thich dudc 46,2% su bién thién cla nhan td Gid tri cAm
nhan (PV). Trong 4 nhan t6 dudc xem xét, thi Sy 1ap trinh
gidng nhu con ngudi c6 taic ddng manh nhat dén Gi4 tri
cam nhan, do hé s6 B = 0,310 I6n hon gi4 tri hé sd B cua
ba bién con lai: CAm nhan vé tinh hitu ich f = 0,245; Cdm
nhan vé nhitng rii ro B = -0,222 vd Cdm nhan vé tinh dé
st dung B = 0,196. Trong d6, chi c6 nhan t6 CAm nhan
vé nhitng rtii ro c6 tdc dong nghich chiéu t6i Gi4 tri cAm
nhan. C4c nhan t& con lai déu c6 tic dong thuin chiéu t6i
Gia tri cAm nhan cta khach hang.

Trong khi d6, CAm nhan v& tinh hitu ich (PU), bién doc
lap Su lap trinh gidng nhu con ngudi (HD) dugc dua vao
xem xét trong md hinh chi thé hién dudc 6,7% su bién
thién clia bién phu thudc, con kh4 nhiéu yéu to nita c6
thé tac dong dén nhan t& nay ma chua dudc xem xét dén.
Nhan t6 Sy 1ap trinh gidng nhu con ngudi c6 quan hé thuin
chiéu v6i Cam nhan vé tinh hitu ich véi hé s6 B 12 0,259.

Dé c6 thé thuc hién phép ndi suy két qua nghién
cifu ra tdng thé, tiic 12 tir k&t qua khao sdt véi cac khach
hang trén suy rong ra tat ca cdc khach hang st dung
Chatbot, nghién cttu st dung ky thuét boostrapping véi
¢8 mau lip 5.000 quan sét (n = 5.000).

K&t qud uSc lugng 5.000 quan st cho thdy
trong s6 goc c6 y nghia véi trong s6 trung binh clia
boostrapping, vi ndm trong khodng tin cdy 95%. Do d6
c6 thé két luan, cdc udc lugng trong mo hinh 13 ding
tin cdy (Bang 3).

MOT SO DE XUAT QUAN TRI

K&t qua nghién citu chi ra 2 nhan t§ tic dong truc
ti€p tdi Quyét dinh mua hang ctia khich hang 1a Gi4 tri
cam nhan; Su lap trinh gidng nhu con ngudi va 4 nhan
t6 tdc dong gidn ti€p 1a CAm nhan vé tinh hitu ich; Cdm
nhin vé nhifng rdi ro; Cdm nhan vé tinh dé st dung; Su
lap trinh gidng nhu con ngudi. Trong d6, Su lap trinh
gidng nhu con ngudi vita c6 tic dong truc ti€p, vira co
tdc dong gidn ti€p t6i Quyét dinh mua hang ctia khach
hang. Pdng thdi, Gid tri cAm nhan 12 nhan t6 dudc xdc
dinh c6 vai trd quan trong nhat trong 2 nhan t6 dugc dua
vao xem xét. Vi viy, nhém nghién ctiu c6 mot s6 kién
nghi védi cic doanh nghiép phit trién va sit dung Chatbot
trong thuong mai dién t& nhu sau:
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Thit nhat, nén m& rong pham vi noi
dung Chatbot c6 thé phan hdi: Moi
Chatbot chi dugc lap trinh d& phan hdi mot
s6 noi dung nhat dinh. N&u khach hang hoi
vé nhitng thong tin chua dugc 14p trinh cho
Chatbot, khach hang budc phai dgi nhan
vién chim séc khach hang phan hoi. Diéu
ndy gdy nén nhiéu bat tién, nhat 1a khi
khach hang cin thong tin d€ quyét dinh
mua hang gap. Céc doanh nghiép nén m&
rong t61 da pham vi ndi dung ma Chatbot
c6 thé phan hdi, d€ vira gidm cong stic cho
nhan vién, vira dap ting nhu ciu phan hdi
nhanh chéng ctia khach hang.

Thi hai, nén ting cudng bao mat
thong tin c4 nhan cia khiach hang: C6
mot thuc t&€ dang ton tai § Viét Nam, d6
la viéc khach hang bi 10 thong tin ca nhan
sau khi st dung Chatbot. Trong thoi dai
Al phat trién vugt bac, viéc bi 16 thong
tin c4 nhan rat nguy hiém, c6 thé giy ra
t6n that tai chinh 16n cho khdch hang néu
nhitng thong tin cd nhin quan trong roi
vao tay ké x4u.

Cac cong ty cung cap dich vu Chatbot
trén cdc nén tdng mua sim dién tf ciing
nhu cic doanh nghi€p kinh doanh trén
nén tdng nay can quan 1y chit ché va
ting cudng bdo mat thong tin khach
hang. Dﬁy 12 c4ch thé hién uy tin, trach
nhiém va dao dic nghé nghlep Cua cdc
doanh nghiép, dong thdi cling c¢d niém
tin ciia khdch hang ddi véi Chatbot khi
mua sim trén cdc nén ting dién td.

Thit ba, nén ting cuwdng biao mat tai
khoan c4 nhin cua khach hang: Bén
canh nguy cd bi 10 thong tin cd nhan,
viéc mat tai khodn cd nhan sau khi st
dung Chatbot cling didng dugc quan
tam, ddc biét la trén cdc trang mang xa
hoi. Mt trong nhitng hé qua phd bién
la khdch hang bi 10 tai khodn cd nhén,
bi hacker 1¢i dung nhén tin gid mao lira
tién clia ban bé khach hang d6. Do Vay,
cdc cong ty, doanh nghiép cung cap va
stt dung dich vu Chatbot cAn cdi thién
kha ndng bdo mat tai khoan cd nhan cla
khach hang.

Thi tw, nén giam thi€u tin nhin
quang cdo: Nhin tir géc dd ngudi cung
cap dich vu Chatbot, tinh ning gui tin
nhiin quang cdo ctia Chatbot gitp ngudi
ban ti€p can dugc lugng 16n khach hang.
Tuy nhié€n, nhin tir géc do khach hang,
qud nhiéu tin nhin quing cdo khié€n
ngudi nhin dé thdy phién todi va bi
quiy nhiéu. Do d6, khich hang dé c6
cdm nhan tiéu cuc vé Chatbot.
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Vi thé, cédc cong ty cung cap dich vu
Chatbot chi nén gti tin nhin lién quan
dén nhitng san pham khach hang di quan
tAm va nén trdnh gii tin nhin vao nhitng
khung gid nghi ngdi. Piéu nay khong chi
gidm cdm gidc bi quiy nhiéu clia khach
hang, ma con ning cao hiéu qud cda
nhitng tin nhdn ty dong tir Chatbot.

Thif niam, ting kha niing Chatbot hiéu
dugc tieng 16ng va tir viet tit: Thuc t&,
khach hang st dung Chatbot khi mua sim
trén cdc nén tdng dién tif tAp trung trong
khoang 18-60 tudi, trong d6 khach hang
24-34 tudi chi€ém ty 1& cao nhit. Khich
hang & khung tudi nay thudng xuyén st
dung nhiing tir viét tit, hoic ti€ng 16ng khi
nhin tin. Theo d6, cAn 14p trinh cho Chatbot
nhifng tir viét tit va tir 1éng thong dung, dé
tang kha nang phuc vu khach hang.

TAI LIEU THAM KHAO

Thi¥ sdu, nén ting cam xic trong nhitng phan hoi
cta Chatbot: Qua khdo sét thuc t€, khach hang st dung
Chatbot khi mua hang trén cdc nén ting dién t& cho
biét ring, nhitng phan hdi clia Chatbot chua giau cdm
xtic. Chatbot vin mang dam dic thii cia mot sin phdm
nhan tao. P& khic phuc diéu nay, cdc doanh nghiép st
dung Chatbot can 1ap trinh cdc ciu phdn hdi da dang
va giau cdm xdc hon. Vi du, khi khdch hang héi vé gid
san phim va chuong trinh khuyé&n maii trong khi sin
phdm d6 dang khong c6 khuyé&n maii, néu nhu Chatbot
chi phan héi ring “Hién tai sin phim nay khong c6
khuyé&n mii” s& dé khién khich hang mit hitng mua
sdm. Thay vi th€, nén Iap trinh cho Chatbot cau tra 13i
gidu cam xdc hon, ching han: “Oi ti€c qu4, san pham
nay bén minh vira hét khuy&én mai mat rdi. Nhung gi
san pham ciing dang rat uu dai d6 a!”. Cach phan hoi
giau cadm xuc gitp khdach hang c6 cdm gidc nhu dang tro
chuyén véi con ngudi, cdm thdy dudc ddng cdm va thau
hi€u, d& din dén quyé&t dinh mua hang.0
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