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TOM TAT:

Bai viét nghién ctru cac yéu t6 anh huong dén ¥ dinh sir dung AI Chatbot trong mua sim thoi trang
trye tuyén cua ngudi tiéu dung tai TP. HS Chi Minh. Dit liéu thu thap tir 309 ngudi tiéu ding c6 trai
nghiém sir dung Al Chatbot trong qué trinh mua sdm thoi trang tryc tuyén tai TP. Ho Chi Minh. Két
qué cho thay cac yéu té: tinh hiru ich, tinh d& sir dung, d tin cdy, trai nghiém nguoi ding, thai do c6

anh huong dén y dinh sir dung, thai d6 1a yéu t tac dong truc tiép va manh nhat, cac yéu 6 khac anh

hudng gian tiép thong qua thai do.

Tirkhéa: Al Chatbot, ¥ dinh st dung, mua sam thoi trang truc tuyén, nguoi tidu dung.

1. D3t vin dé

Trong thoi dai cong nghé phat trién manh mé,
Chatbot ngay cang dugc ung dung rdng rai trong
thuong mai dién tr nhdm nang cao trai nghiém va
tuong tac voi khach hang. Theo Soni va Jain (2025),
Al Chatbot giap taing mtc do tuong tac, sy hai long
va ty 1é chuyén d6i mua hang. Bén canh do, theo
Grand View Research (2024) thi truong Chatbot
toan cau dy kién dat 27,29 ty USD vao niam 2030
véi the do tang truong 23,3%, cho thiy vai tro ngay
cang quan trong cua cong nghé nay. Tai Viét Nam,
theo B Cong Thuong (2024), viéc tGng dung

Chatbot trong cham s6c¢ khach hang dang trd thanh
xu hudng tat yéu ciia cac doanh nghiép thwong mai
dién tir, dic biét tai TP. H Chi Minh.

Tuy nhién, cac nghién ciru trong nudc vé cac yéu
t6 anh huong dén ¥ dinh sir dung AI Chatbot van
con han ché, chua phan anh day du hanh vi ngudi
tiéu ding trong bdi canh nodi dia. Do d6, nghién ctru
nay duoc thuc hién nhim phén tich cac yéu t tac
dong dén y dinh sir dung AI Chatbot trong mua sim
thoi trang tryc tuyén clia ngudi tidu dung tai TP. HO
Chi Minh, tir d6 dé& xuat giai phap giup doanh
nghiép nang cao hiéu qua ting dung cong nghé nay.
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2. Co'sé Iy thuyét

2.1. Tong quan cdc nghién ciru vé AI Chatbot
trong mua sim trwc tuyén

Céc nghién ctru trude day cho thy, nhiéu yéu to
anh huong dén y dinh st dung AI Chatbot trong mua
sam truc tuyén. Mahiah Said va cong su chi ra tinh
hiru ich, tinh dé sir dung va thai do c6 tac dong truc
tiép dén y dinh sir dung. Trong khi d6, Xiaoyi Zhang
va cong sy nhén manh vai trd cua do tin cay trong
viéc hinh thanh niém tin, tir &6 anh huong dén y dinh
chip nhan.

Bén canh d6, Aulia Ramadhani va cong sy cho
théy, cac yéu t6 nhu ca nhan hoa, hién dién x3 hoi va
tinh nhan van gop phan ning cao sy hai long va y dinh
mua hang. Tuong tu, Ivana Ester Claudia va cong su
khéng dinh chét lugng hé théng, thong tin va dich vy
anh huong dén sy hai long va ¥ dinh tiép tuc sir dung.

Tai Viét Nam, Lé Xuan Cu (2023) cho thdy, tinh
thong minh va do tin cdy anh huong tich cuc dén ¥
dinh sir dung Chatbot. Pong thoi, Nguyén Viét Bing
va cong sy khéng dinh thai d6 va niém tin dong vai
tro trung gian quan trong.

Céc nghién ctru thong nhit v dinh st dung Al
Chatbot chiu tac dong boi nhiéu yéu td, trong d6 thai
do gitli vai tro trung tam trong viéc hinh thanh y dinh
hanh vi. Trén co s& d6, nhom tac gia ké thira va lya
chon cac yéu t6 phu hop dé xay dung mé hinh nghién
ctru vé y dinh sir dung AT Chatbot trong mua sim thoi
trang truc tuyén.

2.2. Cac khdi niém va mé hinh nghién ciru

2.2.1. Cac khdi niém

Duya trén nén tang ly thuyét, nhom tic gia tong
hop cac yéu té chinh anh hudng dén y dinh st dung
Al Chatbot trong mua sam thoi trang truc tuyén bao
gdm: (1) Trai nghiém twong tac (EXP - H1, H2), (2)
Sy tin tuéng (TRU - H3, H4), (3) Tinh dé sir dung
(PEOU - H5); (4) Tinh httu ich (PU - H6, H7), (5)
Chuan chu quan (SN - H8, H11), (6) Nhan thtrc kiém
soat hanh vi (PBC - H10, H12), va (7) Théi d6 ddi vi
viéc st dung Al Chatbot (ATT - H9).

Trdi nghiém twong tdac

Trai nghiém tuong tdc phan anh muc do thuin
tién, ty nhién va hi€u qua khi nguoi dung tuong tac
voi Al Chatbot, bao gdm cac yéu t6 nhur tée d6 phan
hoi, d6 chinh xac va giao dién. Cac nghién ctru ctia
Gnewuch et al. (2022) va BMC Psychology (2024)
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cho théy trai nghiém twong tac c6 anh hudng tich cuc
dén ca thai do va ¥ dinh st dung Al Chatbot.

Su tin tuong

Su tin tuong thé hién mirc d6 ngudi dung tin vao
d0 chinh xac, bao mat va minh bach cua Chatbot.
Theo McLean, Osei-Frimpong (2019) va Gefen et al.
(2003), su tin tuong dong vai tro quan trong trong
viéc hinh thanh thai do tich cuc va thic déy y dinh su
dung hé thong truc tuyén.

Tinh dé sir dung

Tinh dé sir dung 12 mirc d6 ngudi dung cam thay
viéc st dung Chatbot khong doi hoéi nhiéu nd luc
(Davis et al, 1989). Yoon va Kim (2007) cho ring
yéu tb nay gillp giam rao can st dung va gop phﬁn
hinh thanh thai do tich cue ddi voi cong nghé.

Tinh hitu ich

Tinh hitu ich phan anh mirc d¢ Chatbot giip nang
cao hiéu qua va chét lugng mua sam. Davis (1989) va
Venkatesh & Davis (2000) khing dinh day 1a yéu t6
cbt 16i anh hudng dén thai do va y dinh sir dung cong
nghé.

Chudn chii quan

Chuén cht quan phan anh anh hudng cia xa hoi
dén hanh vi nguoi ding (Ajzen, 1991). Nghién ctru
ctia Osei-Frimpong et al. (2019) cho thdy yéu té nay
c6 tac dong tich cuc dén v dinh st dung Al Chatbot.

Nhdn thirc kiém soat hanh vi

Nhan thitc kiém soat hanh vi thé hién muc do
nguoi dung cam thiy c6 dit kha nang va ngudn luc dé
stt dung Chatbot. Theo Ajzen (1991) va Taylor &
Todd (1995), yéu t6 nay anh huong dén ca thai do va
y dinh hanh vi.

Thdi dé déi véi viéc sir dung Al Chatbot

Thai d¢ phan anh muc d¢ danh gia tich cyc hay
tidu cuc ctia ngudi dung di véi Chatbot. Theo Ajzen
(1991), thai do 1a yéu té truc tiép quyét dinh y dinh
hanh vi trong mé hinh TPB.

2.2.2. M6 hinh nghién curu

Dua vao cac khai niém néu trén, nghién clru Kkét
hop M6 hinh Chép nhan Coéng nghé (TAM) va
Thuyét Hanh vi ¢6 ké hoach (TPB) dé xay dung mo
hinh nghién ctru va cac gia thuyét nhu sau: (Hinh 1)

3. Phuwong phap nghién ciru

Nghién ciru so bd duoc tién hanh voi khoang 50
ngudi tiéu dung théng qua biéu miu Google Form. Két
qua thu dugc gitp kiém tra do 16 rang cua cau hoi, phat
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hién va diéu chinh cac bién quan sat
chua phu hop, ttr d6 hoan thién bang
cau hoi cho nghién ctru chinh thie.

Nghién ctu chinh thirc: DT liu
thu thap qua bang cau hoi khao sat
ngudi tidu dung tir 18 - 30 tudi tai
TP. H6 Chi Minh c¢6 trai nghiém
dung AI Chatbot khi mua sam thoi
trang tryc tuyén. Di liéu xtr Iy bang
IBM SPSS 26, SmartPLS 23 qua
cac budc: Théng ké mo ta; kiém
dinh Cronbach's Alpha; phéan tich
nhéan t6 kham pha (EFA); phan tich
hdi quy kiém dinh mdi quan hé giita
cac bién; kiém dinh Independent
Sample T-Test va One-way
ANOVA. Két qua giup kiém dinh
gia thuyét, xdc dinh muc do va
huéng tac dong cia timg yéu t6 dén
y dinh su dung Chatbot Al trong
mua sam thoi trang tryc tuyén tai
TP. H) Chi Minh.

Dt liéu thu thap tor ngay
23/01/2025 - 02/03/2026. Sau khi
lam sach va loai bo phiéu khong
hop 1¢, mau nghién ctru chinh thirc
dat N=309.

4. Két qua nghién ctru

4.1. Thong ké mé ti mdu khéo
sat

Téng cong 309 bang khao sat
hop 18 duoc sir dung. Két qua cho
théy, nit chiém 68,6%, phén 16n
thudc nhom tudi 18-30 - nhom am
hiéu cong nghé va mua sim truc
tuyén. 100% dap vién sinh song tai
TP. H6 Chi Minh; da sé da timg
mua sim thoi trang online va sir
dung AI Chatbot. Tén suat mua sim
kha cao voi 42,7% thuong xuyén va
36,9% thinh thoang. Hoc sinh - sinh
vién chiém 64,7%, tiép theo la nhan
vién van phong (21%). Tuy nhién,
do 1dy méu thuan tién, két qua c6
thé chwa dai dién hoan toan cho
tong thé. (Bang 1)

Hinh 1. Mé hinh nghién ciu dé xuét

Trai nghiém
twong tic (EXP)

Chuin cha quan
(G

Thai @9 si dung

(ATT) HY

Y dinh si¥ dung
Chatbot (BI)

Tinh dé s dung
(PEOU)
Tinh hiru ich
®U)

Nhb4n thirc kiém
soat hanh vi
(PBC)

Nguén: nhom tac gia dé xudt

Bang 1. Thong tin mau khdo sat

Dac diém mau (n = 309) Tansb Ty & (%)
Téng s6 mau 309 100
Nam 97 31,4%
Giditinh
N 212 68,6%
. 18-30 tudi 309 100%
Do tudi
Trén 31 0 0%
Noi & hién TP.HCM 309 100%
nay Khac 0 0%
bating Co 309 100%
mua sam
thoi trang
tryctuyén | Chua 0 0%
Batung Co 309 100%
twong tac
voi Al
Chatbot | Chua 0 0%
_ Hiém khi 33 10,7%
Tan xuat
mua sim | Thinhthoang 114 36,9%
thoitrang | Thweong xuyén 132 42,7%
trwec tuyen =
Rat thwdng xuyén 30 9,7%
Hoc sinh/sinh vién 200 64,7%
Nghé nghiép| Nhan vién van phong 65 21%
Khac 44 14,2%

Nguén: Két qua phan tich dit liéu SPSS 26
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4.2. Phan tich d¢ tin cdy Cronbach's Alpha

Két qua kiém dinh Cronbach's Alpha cho thay
cac thang do déu dat do tin cay voi gia tri tr 0,659
dén 0,791, chimg t6 cac bién quan sat co sy nhét
quéan va phan 4nh tt cac khai niém nghién ctru. Cac
thang do nhu PEOU, SN, EXP, TRU va ATT ¢6 do
tin cdy cao, trong khi BI va PBC dat muc t6t. Riéng
PU (0,659) thap hon nhung van chdp nhan duoc
trong nghién ctru kham pha, cho thdy mic do dong
nhit chua cao. Nhin chung, cac thang do dam bao
d6 tin cay va da didu kién dé tiép tuc phan tich EFA.

4.3. Két qud phan tich mé hinh ciu tric va
kiém dinh cac gia thuyét nghién curu

Két qua SEM cho théy, thai d6 (ATT) 1a yéu
t6 anh huong manh nhat d&én y dinh s dung (BI)
(B=0,286; p<0,001), gitt vai trdo trung tam.
PEOU, PBC, EXP, SN va TRU déu tac dong tich
cuc dén ATT (p<0,05). Ngoai ATT, TRU, PBC va
SN ciing anh hudng tryc tiép dén BI, trong d6 TRU
ding th hai vé muc do tac dong. Nguoc lai, EXP
— BI va PU — ATT/BI khong c6 ¥ nghia thong ké,
cho thdy chung chu yéu anh huéng gian tiép thong
qua thai do.

4.4. M6 hinh cdu triic (PLS-SEM)

Mb hinh PLS-SEM véi cac bién EXP, TRU, SN,

Bdang 2. Phan tich dé tin cay
Cronbach’s Alpha

1 TRU 4 0,781
2 EXP 4 0,784
3 PEOU 4 0,791
4 PU 4 0,659
5 ATT 4 0,779
6 SN 4 0,790
7 PBC 4 0,730
8 Bl 4 0,759

Nguon: Két qud phan tich dix liéu SPSS 26

PEOU, PU, PBC, ATT va BI cho thiy céac thang do
dat dg tin cay va gia tri hdi tu (factor loading tur
0,753-0,855). Hé s xac dinh dat R2 = 0,714 (ATT)
va R? = 0,647 (BI), cho thdy mé hinh giai thich tot
thai do va y dinh st dung. Két qua cho thiy, PEOU,
PBC, EXP, SN va TRU déu anh huong tich cuc dén
thai dg, trong d6 PEOU va PBC c¢6 tac dong manh
hon, con PU ¢6 anh huong yéu. Dbi v6i ¥ dinh sir
dung, ATT la yéu t& quan trong nhit, tiép theo la

Bdang 3. K&t qua phdan tich md hinh cdu tric va kiém dinh cac gid thuyét nghién ciu

Original Sample _St_andard T Statistics P Values
Sample (O) Mean (M) Deviation (STDEV) (|O/STDEV|)
ATT — BI 0,286 0,285 0,067 4,300 0,000
EXP — ATT 0,187 0,189 0,059 3,150 0,002
EXP — Bl 0,053 0,057 0,071 0,749 0,454
PBC — ATT 0,241 0,235 0,063 3,842 0,000
PBC — BI 0,176 0,175 0,066 2,683 0,007
PEOU — ATT 0,269 0,270 0,059 4,557 0,000
PU— ATT 0,055 0,054 0,044 1,256 0,209
PU — BI 0,057 0,057 0,044 1,279 0,201
SN — ATT 0,130 0,129 0,046 2,827 0,005
SN — Bl 0,128 0,126 0,062 2,056 0,040
TRU — ATT 0,130 0,132 0,056 2,326 0,020
TRU — Bl 0,247 0,246 0,066 3,718 0,000
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TRU, PBC va SN, trong khi EXP

Hinh 2. Mé hinh cdu tric (PLS-SEM)

¢6 tac dong khong dang ké.
5. Két qua nghién ctru

5.1. Cac két qua nghién ciru CT
chinh =
A , ~ , . \ R ki
Nghién ctru da xac dinh va kiém =
dinh cac yéu to anh huong dén y

dinh st dung Chatbot tri tu¢ nhan Twe
tao (AI) trong mua sam thoi trang
truc tuyén cua nguoi ti€u dung tai
TP. HO Chi Minh dua trén su két
hop gitta m6 hinh TAM va TPB.
Két qua cho thdy mé hinh c6 kha
ning giai thich t6t hanh vi ngudi

dung, trong d6 thai do dbi véi s,
Chatbot 1 yéu t6 tac dong manh =

, , . 5 Tz PEOU3
nhat dén y dinh st dung, tiép theo peout

la sy tin tudng, nhan thic kiém soat
hanh vi va chuén chii quan.

Ngoai ra, cac yéu t6 nhu tinh dé T
su dung, trai nghiém tuong tac va
yéu t6 xa hoi déu gdp phan hinh
thanh thai d¢ tich cyc ctia nguoi

SN1 SN2 SN3
<~ % 7

Dpas 0845 0852

B 1

BI3 1

0843 08" 799

PBCt 2 | pecs

dung dbi voi Chatbot. Két qua nay
khéng dinh viéc chép nhan va su
dung AI Chatbot khong chi phy thude vao dac diém
cong nghé ma con chiu anh huong dang ké tir yéu t6
tam 1y va moi trudong xa hoi. Nghién ciru gop phan
b6 sung bang chimg thue nghiém cho cac 1y thuyét
vé chip nhan cong nghé trong bdi canh thwong mai
dién tir tai Viét Nam.

5.2. Cac goi y dé cii thi¢én hiéu qud vrng dung
AI Chatbot trong kinh doanh

Doanh nghiép cin tap trung nang cao thai do tich
cuc cua nguoi dung thong qua viée cai thién trai
nghiém st dung Al Chatbot. Viéc tich hop céc tinh
ning ca nhan hoa, tu vin san pham thong minh va
phan hdi nhanh chéng s& gitp gia ting gia tri cam
nhan va thuc ddy y dinh st dung.

Cén tang cudng muc do tin twdng cua ngudi tiéu
dung bang cach dam béo tinh chinh xac cua thong
tin, minh bach trong chinh sach va bao mat di liéu

Loi cam on:

Nguon: Két qua phan tich di liéu tir SmartPLS 23

cé nhan. Niém tin 14 yéu t6 then chdt anh huong truc
tiép dén hanh vi str dung trong méi truong thuong
mai dién tur.

Doanh nghiép nén thiét k& AI Chatbot theo
huéng don gian, dé sir dung va than thién véi ngudi
dung. Giao dién 10 rang, ngdén ngir ty nhién va cac
huéng dan tryc quan s& gitp ngudi dung dé dang
tuong tac va giam rao can cong nghé.

Can nang cao nhan thirc kiém soat hanh vi bang
cach hd trg ngudi ding trong qua trinh st dung,
ching han nhu cung cip hudng din, tiy chon h tro
tir nhan vién va tich hop AI Chatbot trén nhiéu nén
tang dé tang kha nang tiép can.

Doanh nghiép nén tan dung yéu t6 anh huong xa
hoi thong qua truyén thong va marketing, khuyén
khich nguoi dung chia sé trai nghiém tich cuc nham
lan toa viéc sir dung Al Chatbot trong cong dong m

Nghién cieu nay do Trwong Pai hoc Cong Thwong Thanh phé Hé Chi Minh bdo tro va cdp kinh phi

theo Hop dong sé 456/HD-DCT ngay 15/12/2025.
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FACTORS INFLUENCING CONSUMERS’ INTENTION
TO USE AI CHATBOTS IN ONLINE FASHION SHOPPING
IN HO CHI MINH CITY
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ABSTRACT:

This study examines the factors influencing consumers’ intention to use Al chatbots in online
fashion shopping in Ho Chi Minh City. Data were collected from 309 consumers who had prior
experience using Al chatbots when purchasing fashion products online in the city. The findings
indicate that perceived usefulness, perceived ease of use, reliability, user experience, and attitude
significantly influence consumers’ intention to use Al chatbots. Among these factors, attitude is
identified as the most direct and strongest determinant, while the remaining factors exert indirect
effects through attitude.
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