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TOM TAT:

Nghién ciru tap trung 1am 3 vai tro clia cic dic trung cong nghé Al va kién thire sd trong viée hinh

thanh thai d6 va y dinh sir dung tro 1y a0 Al trong thwong mai hoi thoai. Nghién ctru chi ra cach cac yéu

t6 ky thut nhu tinh thong minh, tinh song dong va tinh nhan héa tic dong dén trai nghiém tam 1y ctia
nguoi dung, tr do thuc déy hanh vi chép nhan. Déng thoi, nghién clru nhan manh kién thire s6 nhu mot
bién diéu tiét quan trong, giai thich sy khac biét trong cach ngudi dung dién giai va phan timg véi cac tin

hiéu cong nghé. Két qua gop phan mé rong hiéu biét vé hanh vi tiéu ding trong bdi canh Al ngay cang

phd bién, ddng thoi cung cap ham ¥ thiét ké cho cac nén tang thwong mai dién tir.
Twr khoa: trg Iy a0 Al, SOR, thuong mai hoi thoai, y dinh stir dung.

1. Pat véan dé

Thuorng mai dién tir Viét Nam tang trudng nhanh
nho kinh té sé mé rong, ty 16 ngudi dung internet cao
va sy dich chuyén hanh vi sang mua sim tryc tuyén.
Nam 2024, quy mo thi truong vuot 20 ty USD va
hon 60% dan s6 tham gia mua sim online
(VECOM, 2024). Trong bdi canh do, cic nén tang
thuong mai dién tu déy manh Gng dung Al, dac biét
1a trg 1y a0 Al - cong cy hd tro tu vén, tra 101 cau hoi,
goi ¥ san phdm va ca nhan hoa hanh trinh mua sim
theo thoi gian thuc.

Tuy nhién, mirc 46 chip nhan cta ngudi ding van
1a yéu t6 quyét dinh hiéu qua trién khai AL Cac
nghién ctru trude chi yéu dua trén TAM va UTAUT,
tap trung vao hitu dung cam nhan, dé s dung cam
nhan, niém tin, rii ro cdm nhén va anh hudng xa hoi
(Kasilingam, 2020; Li & Wang, 2023). Du hitu dung
cam nhan thuong 13 yéu t manh nhét, cac yéu t6

khéc cho két qua khong 6n dinh gitta cac nhom ngudi
dung (Dwivedi et al., 2023; Zhu et al., 2023).

Téng quan nghién ctu cho théy, cac mo hinh
truyén thong chua phan anh day da ban chit cta hé
théng Al hién dai - vén tuong tac linh hoat, sinh dong
va mo phong hanh vi con nguoi. Cac dac trung cong
nghé nhu tinh théng minh, tinh séng dong va tinh
nhan hoa da duoc chirng minh 1a cai thién trai nghiém
va ting niém tin (Fatima, Khan & Bahmannia, 2024;
Sidlauskiene, Joye & Auruskeviciene, 2023), nhung
van it dugc nghién ctru trong bdi canh mua sim truc
tuyén. Dong thoi, vai tro diéu tiét cia kién thirc s6 -
yéu t6 quan trong trong hanh vi tiéu ding sé - chua
dugce kiém dinh, du nhiéu nghién ctru cho théy, mirc
d6 am hiéu cong nghé anh hudng manh dén cach
nguoi dung danh gia Al (Esiyok, Gokcearslan &
Kucukergin, 2024; Rahman et al. 2025).

Dé l4p diy khoang trong nay, nghién ctru dé xuét
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md hinh dya trén 1y thuyét SOR, trong d6 cac dic
trung cong ngh¢ Al la kich thich, thai d6 1a trang thai
tam ly trung gian va y dinh st dung 1a phan ing hanh
vi. Kién thie sé duoc dua vao nhu bién didu tiét
nhim lam rd sy khéac biét giita cac nhom nguoi ding,
gop phan xay dyng khung phan tich toan dién hon
cho hanh vi chap nhan Al trong thwong mai dién tir.

2. Tong quan tai li¢u va Phat trién gia thuyét

2.1. Sw chép nhén tro Iy do AI

Tri tué nhan tao (AI) dang tr thanh nén ting quan
trong trong thuong mai dién tir, dac biét thong qua sy
phat trién ciia tro 1y 40 va chatbot théng minh. Cac hé
thdng nay mé phong kha niang nhén thirc ciia con
nguoi nhu hoc hoi, 1ap luan va dua ra quyét dinh, hd
tro nguoi dung tim kiém thong tin, so sanh san pham
va tbi wu hoa qua trinh mua sdm. Trong bbi canh canh
tranh gia tang, doanh nghi¢p xem tr¢ 1y 4o Al nhu
cong cu chién luge dé nang cao hiéu qua dich vu va
c4 nhan hoa trai nghiém. Tuy nhién, mic do chap
nhan cta ngudi tidu ding van 1a yéu t6 quyét dinh su
thanh cong cua cong nghé nay.

Cac nghién cutru trudce dua trén TAM va UTAUT
nhin manh vai trd cta hitu dung cam nhan, dé su
dung cam nhan, niém tin, rii ro cam nhan va anh
hudng xa hoi (Kasilingam, 2020; Li & Wang, 2023).
Hiru dung cam nhén thuong 1a yéu té manh nhat,
trong khi niém tin va rai ro cam nhan tiép tuc anh
huong dang ké dén thai do va ¥ dinh sir dung. Tuy
nhién, cac mo hinh truyén thong van thién vé yéu to
tién ich va chua phan anh day du ban chét cta hé
théng Al hién dai - von tuong tac linh hoat, sinh dong
va md phong hanh vi con nguoi.

Céac dic trung cong nghé nhu tinh thong minh,
tinh song dong va tinh nhan hoa da dugc chimg minh
la cai thién trai nghiém va tang niém tin (Fatima et al.,
2024; Sidlauskiene et al., 2023), nhung van it duoc
nghién ciru trong bdi canh mua sim tryc tuyén. Dong
thoi, vai tro didu tiét cua kién thic sb - yéu té quan
trong trong hanh vi tiéu dung sb - chwa duoc kiém
dinh, dii nhidu nghién ciru cho thdy mirc d6 am hiéu
cong nghé anh huong manh dén cach nguoi ding
danh gia Al (Esiyok et al., 2024; Rahman et al.,
2025). Do do, can mot md hinh méi nhin manh dic
trung cong nghé Al va kién thirc s6 nhu bién diéu tiét
quan trong, nhdm gidi thich toan dién hon hanh vi
chép nhén trg Iy a0 Al trong thuong mai hdi thoai.
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2.2. Khung nghién cviru

M5 hinh Kich thich - Chu thé - Phan tmg (SOR)
ctia Mehrabian & Russell (1974) 1a nén tang quan
trong dé giai thich cach cac yéu t6 moi trudng tac
dong dén trang thai tim 1y va dan dén hanh vi. Trong
mbi trudng sd, cac dic trung cong nghé Al dong vai
tro nhu cac kich thich dinh hinh nhan thirc va cam
xuc, tir 6 anh huong dén phan tng hanh vi. M6 hinh
SOR da dugc tng dung rong rai trong thuong mai
dién tir va tuong tac ngudi - may, va nhidu nghién
ctru gan day vé chatbot (Ashfaq et al., 2020; Dwivedi
et al., 2023; Sidlauskiene et al., 2023; Zhu et al.,
2023) déu khang dinh tinh pht hop ctia mé hinh trong
bdi canh AL

Trong thuong mai hoi thoai, 3 dac trung cong
nghé ndi bat duoc xac dinh tir cac nghién ctru gan day
(Ashfaq et al., 2020; Ding & Najaf, 2024; Fatima et
al., 2024; Li et al., 2023). Tinh thong minh 1a yéu t6
cbt 181, phan 4nh kha ning AI hiéu ngit canh, xi Iy
thong tin va dua ra goi ¥ ca nhan hoa. Pay 1a yéu tb
thiic ddy manh mé sy hai 1ong, niém tin va y dinh sir
dung (Ashfaq et al., 2020; Hong et al., 2024). Tinh
nhén héa gitp chatbot trd nén gan giii hon thong qua
ngon ngit ty nhién va phong cach giao tiép giéng con
nguoi, lam tang social presence va rapport (Jin &
Youn, 2022). Tinh séng dong, du it duoc nghién clru
hon, lai ¢6 vai trd quan trong trong viéc tao ra trai
nghiém tu nhién va hap dan (Meng, Lu & Xu, 2025).

Théi d6 1a bién trung gian quan trong trong mo
hinh SOR, phan anh cach nguoi dung xtr 1y cac kich
thich tir dic trung cong nghé Al Nhiéu nghién ctru
cho théy, thai d6 1 yéu t§ du doan manh nhét déi véi
v dinh st dung chatbot (Hu, Li & Chen, 2023; Li et
al., 2023). Cudi cing, ¥ dinh mua sdm truc tuyén 1a
phan tmg hanh vi quan trong nhét, chiu anh huéng
truc tiép tir thai d6 va gian tiép tir cac dic trung cong
ngh¢ Al (Sidlauskiene et al., 2023; Zhu et al., 2023).

2.3. Phdt trién gid thuyét

2.3.1. Thai dé va y dinh mua sam truc tuyén

Théi d6 (TD) 1a yéu té trung tdm trong cac md
hinh hanh vi nhu TAM va UTAUT, phan anh sy danh
gia tong thé cuia nguoi dung dbi véi cong nghé. Nhiéu
nghién ctru da chimg minh thai d6 13 yéu t6 du doan
manh m& nhét ddi véi y dinh st dung chatbot va trg Iy
a0 Al (YDSD) (Hu et al., 2023; Jin et al., 2022; Li et
al., 2023). Khi ngudi diung cam nhan Al hiru ich, dé
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Hinh 1: Khung nghién cuu dé xudt
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chiu va dang tin cdy, ho c¢6 xu hudng hinh thanh thai
do tich cuc, tor d6 tang kha nang su dung Al trong
hanh trinh mua sém. Do d6, nghién ctru nay dé xuét
gia thuyét sau day:

HI: TD ¢6 tdc dong dwong dén YDSD.

2.3.2. Bdc trung cong nghé va thai do

Tinh sdng déng (TSD) phan anh kha ning Al thé
hién chuyén dong, biéu cam hodc hanh vi giéng su
séng. Céac nghién ctru trong thuong mai hoi thoai va
twong tac ngudi - Al cho thy tinh sng dong lam
tang muc do hép dan, sy tu nhién va cam xuc tich cuc
khi twong tac (Meng et al., 2025; Sidlauskiene et al.,
2023). Khi chatbot tré' nén sinh dong va “c6 hon”,
ngudi dung dé cam thiy thoai mai va hing tha hon,
tir @6 hinh thanh thai do tich cuc. Tinh nhan hoa
(TNH) la dic trung quan trong trong thiét ké chatbot
hién dai.

Céc nghién ctru cho thy, chatbot dugc nhan hoa
giup tang social presence (Jin et al., 2022), ting
rapport (Fatima et al., 2024), cai thién trai nghiém
khach hang (Dwivedi et al., 2023) va nang cao cam
nhan ca nhan hoa (Sidlauskiene et al., 2023). Khi
nguoi dung cam thiy chatbot gidng con ngudi, ho ¢6
xu hudng tin tuong hon va danh gia tich cuc hon.
Tinh thong minh (TTM) phan 4nh kha ning Al hiéu
ngilt canh, xt 1y thong tin va dua ra goi y chinh xac.
Pay 1a yéu tb cdt 18i trong su chap nhan AT (Ashfaq et
al., 2020; Hong et al., 2024). Khi nguoi dung nhan
thay Al thong minh, phan hdi chinh xac va hd tro hiéu
qua, ho ¢6 xu hudng danh gia tich cuc va tin tudng
hon. Trén co s& do, nghién ctru nay dé xuat cac gia
thuyét sau day:

H2: TSD c6 tic déng dwong dén TD.

H3: TNH ¢6 tic dong dirong dén TD.

H4: TTM ¢6 tic dong dwrong dén TD.

2.3.3. Vai tro diéu tiét cua kién thirc s6

Ngudi ding véi muie do kién thire s6 (KTS) khac
nhau phan tng rat khac nhau truéc cac dic trung

cong nghé cua tro 1y do Al din dén su
bién thién trong cach ho hinh thanh
thai d6 va chuyén hoa thai do thanh y
dinh st dung. Nguodi co KTS thap
thuong nhay cam hon véi cac yéu t6
tryc quan nhu TSD, dé bi thu hat boi
chuyén dong ty nhién va phong cach
tuong tac giau tinh mo phong sy song;
trong khi do, nguoi dung c¢6 KTS cao lai danh gia
cong nghé dua trén chiic nang va hidu qua, khién tac
dong cua TSD manh hon ¢ nhom it am hiéu cong
nghé (Esiyok et al., 2024; Rahman et al., 2025).
Tuong ty, TNH tao anh huéng cam xuc manh dbi véi
nhém KTS thap, trong khi nhém KTS cao d& nhan ra
day chi 1a ky thuat thiét ké, tir d6 giam tac dong (Ding
& Najaf, 2024; Dwivedi et al. 2023).

Vi TTM, ngudi ding KTS cao danh gia khét khe
hon kha ning hiéu ngit canh va xir 1y thong tin, con
nhém KTS thap d& bi an tugng boi phan hdi nhanh
(Hong et al., 2024). KTS ciing anh huéng dén modi
quan hé gitra TD va YDSD: nhém KTS cao chuyén
héa TD thanh hanh vi manh mé& hon, trong khi nhom
KTS thap can thém thoi gian va trai nghiém (Jin et al.,
2022). Nhitng khéac biét nay khing dinh vai tro didu
tiét quan trong ctia KTS trong toan bo qué trinh chap
nhan trg Iy 4o AL Trén c6 s¢ d6, nghién ciru nay dé
xuét cac gia thuyét sau day:

HS5: KTS diéu tiét moi quan hé TSD - TD.

HG6: KTS diéu tiét moi quan hé TNH - TD.

H7: KTS diéu tiét moi quan hé TTM - TD.

HS: KTS diéu tiét moi quan hé giita TD - YDSD.

3. Phuong phap nghién ciru

Nghién ctru str dung phuong phéap dinh lugng lam
chit dao dé kiém dinh mo hinh chp nhén trg Iy a0 Al
trong thwong mai hoi thoai, dong thoi két hop dinh
tinh nhim dam bao thang do phu hop vdi bdi canh
Viét Nam (Hair et al., 2022). O giai doan dinh tinh,
thao ludn nhom voi 10 nguoi dung gitp ra soat va
diéu chinh cac thang do vé tinh song dong, tinh nhan
hoa, tinh thong minh va thai do, dam bao tinh rd rang
va phu hgp ngit canh.

Giai doan dinh luong dugc trién khai bf?mg PLS-
SEM do mé hinh ¢6 nhiéu bién tiém 4n va quan hé
phirc tap. Theo yéu cau tdi thiéu 5 mau cho mdi bién
quan sat, nghién ctru can it nht 120 mau; khao sat
truc tuyén thu duoc 340 phan hdi hop 18, dap ing day
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du yéu cau phan tich. Dir liéu thu thap trong nim
2025 dugc sir dung dé kiém dinh do tin cdy thang do
va cac gia thuyét trong mé hinh nghién ctru.

4. Két qua nghién ctru

4.1. Danh gia mé hinh do lwong

Panh gia md hinh do luong cho thay, thang do dat
d6 tin cay va hop 18 tot. TAt ca 24 bién quan sat déu co
hé s6 tai ngoai > 0.7, chirng minh kha ning do ludng
hiéu qua cac nhan 6. Céc chi sb Cronbach’s Alpha va
Composite Reliability déu > 0.7, khang dinh tinh nhat
quan noi tai va do tin cay cao cia thang do (Hair et
al., 2022). Két qua nay cho thy, thang do 6n dinh,
khong xudt hién sai s6 ngu nhién 16n va dii diéu kién
dé tiép tuc kiém dinh gia tri hoi ty, phan biét va mo
hinh cau tric.

Két qua kiém dinh cho thiy, mé hinh do luong dat
gi4 tri hoi tu tot khi tat ca AVE déu > 0.5, chimg t6
trén 50% phuong sai cta bién quan sat dwoc giai
thich boi nhén t6 tiém an. Su két hop giita CR > 0.7
va AVE > 0.5 khing dinh chat lwong do ludng v tinh
hop 1¢ ndi tai (Hair et al., 2022). Gia tri phan biét
cling dugc dam bao khi toan bd chi s6 HTMT déu <
0.85, cho thdy, cac nhan t6 trong mo hinh 13 khac biét

va khong bi trung 1ap vé mat khai niém. Nhin chung,
mo hinh do luong dat d tin cdy va hop 1€ cao.

4.2. Pdanh gid mé hinh ciu tric

Két qua kiém dinh mé hinh cho thdy, khong xuét
hién van d& da cong tuyén & ca cip do do luong va
cu tric. Céc gid tri VIF ngoai dao dong tir 1.495 dén
3.264 va VIF noi tai tir 1.041 dén 1.401, déu thap hon
ngudng 5 va gan 1, cho thdy cac bién doc lap khong
tuong quan qua muc va cac ude luong hdi quy 1a 6n
dinh, dang tin cay (Hair et al., 2022).

Phan tich mé hinh céu tric cho thiy phan 16n gia
thuyét duoc ting hd. TD tac dong manh va ¢6 ¥ nghia
1én YDSD (H1: B = 0.336; p < 0.001; 2 = 0.241),
khing dinh vai tro trung tm cta TD trong thuong
mai hdi thoai. 3 dac tinh cong nghé¢ Al déu anh huong
tich cyc dén thai do: TSD (H2: B =0.180; p < 0.001;
2 =0.069), TNH (H3: p = 0.240; p < 0.001; f> =
0.042) va TTM (H4: $=0.330; p<0.001; #=0.110).
Trong d6, TTM 14 yéu t6 manh nhét, cho thiy ngudi
ding danh gia cao kha ning hiéu ngit canh va xu ly
tac vu hiéu qua cua Al.

Vé vai tro didu tiét, KTS chi diéu tiét mot phan cac
mdi quan hé. H5 dugc ung ho khi KTS lam ting tac

Bdang 1. K&t qud kiém tra mé hinh do ludng

Ma Hé s6 tai ngoai nhé nhat CA CR AVE Gia tri VIF ngoai Ién nhiat
TSD 0.869 0.909 0.936 0.786 3.264
TNH 0.742 0.828 0.884 0.657 2.983
TT™M 0.842 0.874 0.914 0.726 2.321
D 0.764 0.811 0.876 0.638 1.734
KTS 0.719 0.737 0.835 0.559 1.495
YD 0.797 0.817 0.879 0.645 1.758

Nguon: Tdc gid tong hop

Bang 2. K&t qud kiém tra gia tri phan biét

KTS TNH TSD ™ TD YDSD
KTS
TNH 0.29
TSD 0.3 0.22
TT™M 0.73 0.18 0.23
D 0.61 0.42 0.57 0.7
YDSD 0.79 0.26 0.35 0.42 0.74
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Bang 3. Két qua danh gia@ mé hinh cdu tric

Gia thuyét Hé sé hoi quy P value Két qua Chiso 2

H1 TD — YDSD 0.33 0 Ung ho 0.11

H2 TSBb - TD 0.336 0 Ung hod 0.241
H3 TNH —>TD 0.18 0 Ung ho 0.069
H4 TTM —TD 0.24 0 Ung hod 0.042
H5 KTSxTD — YDSD 0.066 0.197 Bac bd 0.006
H6 KTSxTSD — TD 0.062 0.036 Ung ho 0.009
H7 KTSXTNH — TD 0.051 0.102 Bac bd 0.006
H8 KTSXTTM — TD 0.084 0.005 Ung ho 0.017

dong cua TSD 1én TD ( = 0.062; p = 0.036; f> =
0.009). H7 ciing dwoc chip nhan khi KTS diéu tiét
mdi quan hé gitta TTM va TD (B = 0.084; p = 0.005;
2=0.017). Nguoc lai, H6 bi bac bo vi TNH khong
chiu anh huong diéu tiét dang ké (p = 0.102), va H8
ciing khong duoc ung ho khi KTS khong diéu tiét mbi
quan h¢ gitta TD va YDSD (p=0.197).

Két qua PLS-SEM cho thiy, md hinh c6 mirc do
giai thich tot. Thai do ddi véi trg Iy ao Al dat R? =
0.58 (R? hiéu chinh = 0.571) va Q= 0.552, cho thiy
céc dic tinh cong nghé va bién tuong tac giai thich
58% su bién thién va mo hinh c6 kha nang du bao
manh. Y dinh sir dung dat R2 = 0.458 (R hiéu chinh =
0.453) va Q*=0.373, phan anh mirc dy bao dang tin
cay. Nhin chung, cac chi s6 R? va Q* déu vuot
ngudng chap nhan theo Hair et al. (2022), khing dinh
md hinh phu hop trong giai thich hanh vi chap nhan
tro ly do Al

Bang 4. Khé néang gidi thich
va du bao cua mé hinh

Ma R2 RZadjustment | QZindex
TD 0.58 0.571 0.552
YDSD 0.458 0.453 0.373

Nguon: Tdc gid tong hop

5. Théo luidn

Két qua kiém dinh md hinh cdu trac cho thiy,
phan 16n gia thuyét dugc ting ho, khing dinh tinh phi
hop cua mo hinh va sy ton tai ctia cac mdi quan hé
nhan qua gitra dac trung cong nghé Al, TD va YDSD

Nguon: Tac gid tong hop

trong thuong mai hoi thoai. M6 hinh dat muc giai
thich tot d6i voi TD (R? = 0.58) va YDSD (R? =
0.458), cho thay cac yéu to thiét ké cong nghé va
nhan thirc nguoi dung gilt vai trd quan trong trong
hanh vi chdp nhan trg 1y 40 AL

3 dac tinh cong nghé déu tac dong tich cuc 1én TD,
trong d6 TTM la yéu t6 manh nhat. Didu nay phu hop
v6i cac nghién ctru nhan manh vai trd ciia kha ning
hiéu ngir canh, phan hdi chinh xac va xir Iy tic vu
hiéu qua trong méi truong mua sim tryc tuyén (Hong
et al., 2024). TSD ciing ¢6 anh huong dang ké, cing
¢b ludn diém cac tin hiéu dong hoc giup ting cam
nhan hién dién xa hoi va sy ty nhién trong tuong tac
(Jin et al., 2022). Nguoc lai, TNH c6 tac dong yéu
nhét, cho thdy nguoi ding wu tién hiéu suat va do
chinh xac hon cac yéu td giao tiép cam xtc, twong tur
két luan ctia Ding & Najaf (2024). TD tiép tuc 1a yéu
t6 dy bao manh mé& nhat dbi véi YDSD, phu hop véi
cac md hinh hanh vi nhu TAM va UTAUT. Khi
ngudi dung cam nhan Al hitu ich, dang tin cy va dé
chiu, ho san sang st dung Al dé hd tro quyét dinh
mua sam.

Vé vai tro diéu tiét, KTS chi diéu tiét mot phan cac
mdi quan hé. KTS lam ting tac dong cua TSD va
TTM lén TD, nhung khong anh huong dén mbi quan
hé¢ gitta TNH va TD, cling nhu gitta TD va YDSD.
Diéu nay cho thiy, cac yéu té cam xuc it phy thude
vao muc do am hiéu cong nghé, trong khi céc tin hiéu
ky thuat lai duoc dién giai khac nhau giira cac nhom
nguoi ding. Nhin chung, két qua nhan manh vai tro
quan trong cia TTM va TSD, trong khi TNH chi
dong vai tro bd tro trong thuong mai hoi thoai.
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6. Két luan

Nghién ctru nay kiém dinh vai tro cia 3 dic tinh
cong nghé Al va vai tro didu tiét coa kién thirc s6
trong vi€c hinh thanh thai do va y dinh st dung tro 1y
a0 Al trong thuong mai hoi thoai. Vi 340 phan hoi
hop 18, két qua cho thdy phan 16n gia thuyét dwoc ung
ho. Tinh théng minh 12 yéu t6 tac dong manh nhét lén
thai d9, trong khi thai d tiép tuc 12 bién du bao quan
trong nhit déi voi y dinh str dung. Mb hinh giai thich
58% su bién thién cua thai do va 45,8% cua y dinh st
dung, phan anh mirc d6 pht hop trong bdi canh hanh
vinguoi dung véi Al con mai tai Viét Nam.

Vé ly thuyét, nghién ctru mo rong cic mod hinh
chdp nhan cong nghé truyén thdng bang cach nhan
manh vai trd clia dic tinh thiét ké Al - ddc biét 1a tinh
thong minh va tinh séng dong. Két qua cho thay,
nguoi ding vu tién hiéu suit va nang luc k¥ thuat hon
cac yéu t6 nhan hoa, gop phan lam rd tranh luan vé
viéc Al nén dugc ti wu theo hudng “hiéu qua” hay

TAI LIEU THAM KHAO:

“gidng con nguoi”. Pong thoi, nghién ciru bd sung
bang chimg vé vai tro diéu tiét cuia kién thirc s, cho
thdy mirc d6 am hiéu cong nghé anh huéng dén cach
ngudi dung dién gidi cac tin hiéu k¥ thuét.

Vé thyc tién, cac nén ting thuong mai dién tir
nén wu tién dau tu vao tinh thong minh cia tro 1y a0
- kha ning hiéu yéu cau, xtr Iy tinh hubng phirc tap
va dua ra goi y phu hop. Tinh séng dong co thé dwoc
su dung dé tang cam giac ty nhién va hién dién xa
hoi, trong khi tinh nhan hoéa chi nén ap dung & mirc
vira phai dé tranh cam giac thiéu chuyén nghiép. Do
su khac biét gitta cac nhom nguoi dung, doanh
nghiép cin phéan khuc theo muc dé kién thirc s6 dé
t6i wu hoa trai nghiém.

Nghién ciru van ton tai han ché nhu mé hinh chua
bao quat hét cac yéu té anh hudng, dir liéu cit ngang
va chon mAu thuan tién. Cac nghién ctru trong lai nén
mé rong mo hinh, ap dung thiét ké theo chiéu doc va
so sanh gilra cac linh vyc ting dung Al khac m
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ABSTRACT:

This study clarifies the role of artificial intelligence (Al) technology characteristics and digital
knowledge in shaping users’ attitudes and intentions toward using Al virtual assistants in
conversational commerce. The findings demonstrate how technical attributes, including intelligence,
vividness, and anthropomorphism, influence users’ psychological experiences and subsequently
promote adoption behavior. The study also highlights digital knowledge as a critical moderating
variable that explains differences in how users interpret and respond to technological cues. These
results contribute to a deeper understanding of consumer behavior in the context of the growing
prevalence of Al and provide design implications for e-commerce platforms.
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