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TOM TAT:

Chuyén d6i s6 va chién lugc Al ctia Viét Nam tao ap luc trién khai tro 1y AT hé trg dich vu cong, kém

rti ro vé quyén riéng tu va an ninh mang. Bai viét khao lugc hé théng 25 nghién ciru quéc té theo chuin
PRISMA 2020 nham tong hgp bang chimg vé (i) yéu t6 anh huéng chip nhan/niém tin, (ii) nguyén tic
thiét k&, (iii) mo hinh quan tri khi trién khai trg Iy AI trong khu virc cong; tir d6 dé xuat khuyén nghi cho

Viét Nam. Két qua nhan manh: truyén thong muc tiéu tang niém tin; thiét ké theo “vai cong chirc” va gia

tri cong; quan tri AT ndi bo 1a diéu kién tién quyét; va khoang trong d4nh gia hé thong di van hanh bing

thude do gia tri cong. Trién khai can 16 trinh thi diém c6 kiém soat, quan tri dit liéu ca nhan theo phap

ludt, co ché human - in - the - loop va bd chi s6 da muc tiéu.
Tur khoa: tro ly Al chatbot chinh phu, hanh chinh cong, bao vé dir li¢u ca nhan, quan tri Al

PRISMA.

1. Pat van dé

Viét Nam dang thic ddy manh mé chuyén doi sb
trong khu vic cong thong qua Chuong trinh Chuyén
d6i s6 qudc gia va Chién lugc phat trién Chinh phu
dién tir hudng toi Chinh phu sb giai doan 2021-2025
(Thu tuéng Chinh phu Viét Nam, 2021b), song song
v6i Chién Iuge qudc gia vé nghién ctru, phat trién va
tg dung Tri tué nhan tao dén ndm 2030 (Thu tuéng
Chinh phu Viét Nam, 2021a). Trong bdi canh do, cac
trg 1y AI - bao gdm chatbot, virtual assistant va gan
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day 1a cac mo hinh ngdn ngit 16n (LLM) - ndi lén
nhu mét giai phap giao dién trién vong, gitp co quan
nha nude giam tai tiép nhan thong tin, phan ludng yéu
céu va hd trg hudng dan thu tuc hanh chinh (Cortés -
Cediel etal., 2023).

Tuy nhién, ung dung tro ly Al trong tuong tac
cong dan - nha nude khéng chi 1a bai toan ky thuat.
Pay con 1a thach thirc vé gia tri cong, niém tin, tinh
chinh danh va trach nhi¢ém giai trinh (Konig &
Wenzelburger, 2021). Nghién cuu thuc nghiém cho
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thdy, niém tin ctia cong dan vao chatbot khu vuc cong
phu thude nhiéu vao linh vuc yéu cAu va cach co quan
truyén théng muc tiéu trién khai (Aoki, 2020). O
chiéu nguoc lai, cac nghién clru hoc thuat cling chi ra,
nghién ctru hién nay con thién vé mo ta, thiéu bang
chimg thuc nghiém gan chit bdi canh khu vuc cong
va chua c6 thudc do danh gia gia tri cong du toan dién
(Zuiderwijk et al., 2021; Cortés - Cediel et al., 2023).

Tir khoang tréng d6, bai viét dit ra 4 ciu hoi
nghién ctru phuc vu trién khai trg 1y AT trong hanh
chinh céng Viét Nam: (RQ1) Tro 1y Al trong khu vuc
cong hién tdp trung vao nhitng chtic nang nao va tac
dong dén gia tri cong ra sao? (RQ2) Cac yéu td nao
anh huong dén niém tin ctia céng dan va sy chap nhan
ctia cong chire? (RQ3) Nhitng nguyén tic thiét ké nao
- identity, public value - by - design, human fallback -
duoc chung minh 1a quan trong? (RQ4) Quan tri Al
nén dugc cdu trac thé nao dé giam rui ro phap 1y - dao
dirc va tang tinh chinh danh tai Viét Nam? Dé tra 10i,
bai viét thyc hién khao lugc ¢ hé théng 25 nghién
ctru qudc té theo chuan PRISMA 2020, dong thoi ddi
chiéu voi khung phap 1y hién hanh cia Viét Nam
(Larsen & Folstad, 2024).

2. P6i twong va phwong phap nghién ciru

Nghién ctru ap dung phuong phap khéao lugc c6 hé

thong (SLR) theo chuan PRISMA 2020, véi quy trinh
nam budc: nhan dién — loai truing — sang loc ti€u
dé/tom tat — danh gia toan vin — dua vao tong hop
(Page et al., 2021). Nguon dit liéu chinh gdm Scopus
va Web of Science, bd trg béng ScienceDirect va
Google Scholar; khung thoi gian 2015-2025, mo
rong trong tam 2022-2025 cho nhém LLM va
generative Al (Pesch, 2025). Chudi truy van két hop 3
nhéom: (A) trg ly hoi thoai (chatbot, virtual
assistant...); (B) LLM/generative Al (large language
model, ChatGPT...); (C) khu vuc céng (government,
public administration, e-government...), theo cti phap
(A OR B) AND C. Nhom van ban phép ly Viét Nam
duoc bd sung dé dbi chiéu khuyén nghi véi yéu cau
tuan tha thye té (Chinh pha Viét Nam, 2023).

Tiéu chi dua vao gdm: bai bao peer-reviewed tap
trung vao chatbot/Al trong khu vuc cong, cé dir liu
thuc nghiém hodc khung phan tich quan tri, lién quan
truc tiép dén dich vu cong hodc tuong tac cong dan-
nha nudce (Aoki, 2020). Loai trir cac bai thuan mo ta
k¥ thuat thuong mai, khong kiém chimg dwoc ngudn,
hodc case study khong co phan bién hoc thuat
(Cortés-Cediel et al., 2023). Sau sang loc, 25 bai bao
duoc dua vao tong hop; 10 nghién ciru trong tim
duoc trinh bay tai Bang 1.

Bdng 1. Téng hop 10 nghién ciiu trong tam vé trg Iy Al trong hanh chinh céng Viét Nam

Tac gia (ndm) Tieu dé

Phat hién chinh

Niém tin cdng dan vao chatbot nha nwéc

Aoki (2020)

An Experimental Study of Public Trustin
Al Chatbots in the Public Sector

khong dong nhét theo linh virc; truyén
thong muc tiéu co thé cai thién niém tin
ban dau.

Larsen & Fglstad
(2024)

The Impact of Chatbots on Public Service
Provision: A Qualitative Interview Study
with Citizens and Public Service
Providers

Chatbot cai thién tiép can dich vu va tao
hiéu biét sau hon vé& nhu ciu cong dan
thdng qua di¥ liéu twong tac.

Li & Wang (2024)

Should Government Chatbots Behave
Like Civil Servants? The Effect of Chatbot
Identity Characteristics on Citizen
Experience

Déc tinh “céng chire s6” (lich sw, cong
béng,,chuyén nghiép) énh hwéng tric
tiép dén trai nghiém va niém tin ciia cong
dan.

Hemesath & Tepe
(2024)

Public Value Positions and Design
Preferences Toward Al - Based Chatbots
in E - Government: Evidence from a
Conjoint Experiment with Citizens and
Municipal Front Desk Officers

Céng dan va cbng chirc wu tién nha phat
trién ndi dia, gi¢i han tw quyét chatbot
trong kich ban thudng I€, va can thiép
ngwoi khi hé théng that bai.
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Tac gia (nam)

Tiéu dé

Phat hién chinh

Ahn & Chen (2022)

Digital Transformation Toward Al -
Augmented Public Administration: The
Perception of Government Employees
and the Willingness to Use Al in
Government

“Buy - in” clia cong chirc phu thudc nhan
thire lgi/hai dai han, tac déng viéc lam,
dao dirc Al va kinh nghiém thuc té.

Cortés - Cediel et al.
(2023)

Trends and Challenges of E -
Government Chatbots: Advances in
Exploring Open Government Data and
Citizen Participation Content

Chatbot e - government tap trung tra ctru
thong tin; thieu danh gia hé thong da trien
khai va thwée do gia tri cong.

Accountable Artificial Intelligence:

Tang trach nhiém giai trinh Al; wu tién moé

Busuioc (2021) Holding Algorithms to Account hinh dé g|a|‘th|ch‘; gan k’et account - giving
trong quy trinh hanh chinh.
Konig & The Legitimacy Gap of Algorithmic Ra quyét dinh thuat toan tao “khoang
Wenzelburger Decision - Making in the Public Sector: trong chinh danh”; can giam sat da bén
(2021) Why It Arises and How to Address It va kénh tham gia clia cong dan.
Potentials and Challenges of Large LLM hiru ich trong dw thdo van ban
Pesch (2025) Language Models (LLMs) in the Context | nhwng c6 thach thire phap ly; rdiro
of Administrative Decision - Making “memorisation” va thién kién dau ra.
. Artificial Intelligence Governance: Dao tao stakeholder va chuan héa quy
de Almeida & dos Understanding How Public Organizations | trinh nang mdrc triedng thanh quan trj Al;
Santos Junior (2025) 9 9 9 9 q T

Implement It

khung AlGov4Gov.

3. Két qua nghién ctru

Tong hop tir 25 nghién ctru hoc thuat cho théy,
bang ching tap trung thanh 5 cum chu dé lién két,
phan anh nhimng diéu kién cdt 161 dé trién khai trg 1y
Al hiéu qua va chinh danh trong hanh chinh cong.

Chtrc nang tro Iy Al va gia tri cong: Chatbot khu
vuc cong hién chi yéu dong vai tro "tuyén 0"
cung cap thong tin, phan ludng yéu cau va giam tai
tiép nhan. Tiém nang tao gia tri cong thuc su nam &
kha ning chuyén hoa dir liéu twong tac thanh tri thirc
cai tién dich vu, véi Al duge dinh vi 1a cong cu hd
trg quyét dinh chir khong thay thé phan doan cta
con nguoi (Larsen & Folstad, 2024).

Niém tin va chap nhan ciia cong dan: Niém tin
cta cong dan vao chatbot nha nudc mang tinh phi
déng nhét, phu thudc vao linh vuc dich vy, va co6 thé
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Nguon: Tong hop tie nhom tdc gia

dugc cung cb thong qua truyén thong rd rang vé
muc tiéu trién khai huéng dén loi ich cong dan
(Aoki, 2020). Vé thiét ké, chatbot can mang déc tinh
"cong chirc s6" - lich sy, cong bang, chuyén nghiép
- thay vi 16i giao tiép may méc thuan tay (Li &
Wang, 2024).

"Buy - in" ctia cong chirc va ning lyc t6 chirc: Su
chap nhan cua doi ngii cong chire 1a diéu kién tién
quyét dé trién khai AI thanh cong, duoc quyét dinh
boi nhan thire lgi ich 1au dai, lo ngai rti ro viéc lam
va quan diém dao duc AI (Ahn & Chen, 2022).
Nang luc quan tri Al cia td chirc phu thudc vao chét
luong dao tao nhan sy va mic do chuan hoéa quy
trinh tir lanh dao co quan, trong khi quyén phé
chuan cudi ciing phai ludn thudc vé& con nguoi (de
Almeida & dos Santos Junior, 2025).
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Thiét ké theo gia tri cong va co ché human - in -
the - loop: Bang chiig thuc nghiém cho thay, cong
dan va cong chtrc tuyén dau chia sé 3 wu tién thiét ké
nhit quan: uu tién nha phat trién trong nudc, gidi
han quyén tu quyét cua chatbot trong pham vi kich
ban thuong 1€, va bao dam can thi€p trc thoi cia con
ngudi khi hé thdng xur 1y sai (Hemesath & Tepe,
2024).

Quan tri, minh bach va tinh chinh danh: Tich hop
thuat todn vao quy trinh hanh chinh do6i hoi khung
quan tri rii ro voi cdu trac trach nhiém phap 1y 16
rang va mo6 hinh Al c6 kha nang giai thich dugc ly
do khuyén nghi truéc cong dan (Busuioc, 2021).
Khi Al tham gia ra quyét dinh hanh chinh, nguy co
"khoang tréng chinh danh" gia ting néu thiéu co ché
giam sat da bén, dac biét voi LLM khi rti ro ro ri dit
lidu va thién kién dau ra khién kiém duyét bai con
ngudi tré thanh yéu cau biat budc (Koénig &
Wenzelburger, 2021; Pesch, 2025).

Dbi chiéu khung phap 1y - chinh sach Viét Nam:
Chuong trinh Chuyén ddi s6 quéc gia va Chién lugc
Al dén nam 2030 tao nén tang thé ché dé trg Iy Al
van hanh trén ngudn dir liéu 6n dinh (Thu tudng
Chinh phu Viét Nam, 2020, 2021a). Vé tuan tha,
Nghi dinh 13/2023/ND - CP rang budc bao vé dir
liéu ca nhan trong giao tiép Al trong khi Ludt An
ninh mang va Nghi dinh 53/2022/ND - CP tao 16p
bao vé ha tang s trude rai ro 1 lot tir bén ngoai
(Chinh phu Viét Nam, 2022, 2023).

4. Thio luian

4.1. Co héi trién khai

Tro 1y Al mé ra 3 co hoi 6 tinh chién luoc cho
hanh chinh cong Viét Nam: (i) cdi thién kha nang
tiép can dich vu cong lién tuc, da kénh va tich iy dir
liéu nhu cau cong dan dé cai tién dich vu (Larsen &
Folstad, 2024); (ii) ndng cao nang suét ndi bo theo
hudng Al tu van - tom tat, tra c(ru, soan thao - phu
hop véi muc chap nhan thyc té cua doi ngii cong
chire (Haesevoets et al., 2025); (iii) dugc thic day
bai 16 trinh chuyén ddi sé qubc gia va Chién lugc Al
dén nam 2030, tao nén tang thé ché va dir liéu dé hé
thong van hanh 6n dinh (Tha tuéng Chinh phu Viét
Nam, 2021a).

4.2. Thach thirc va rui ro

3 rui ro trong yéu can dugc kiém soat. Thir nhit,
niém tin cong dan mang tinh phi dong nhét theo linh
vuc - dac biét thép 0 cac dich vu nhay cam - doi hoi
chién lugc truyén thong va lua chon pham vi thi diém
than trong (Aoki, 2020). Thur hai, khi Al thay thé mot
phan twong tac cong chirc, "khoang tréng chinh danh"
xuét hién 1am mo nhat trach nhiém gidi trinh va quyén
khiéu nai ctua cong dan (Konig & Wenzelburger,
2021). Thit ba, véi LLM, rui ro "memorisation" va ro
ri dit liéu qua prompt/output doi hoi kiém soat ky thuat
va quy trinh nghiém ngét, bén canh nghia vu tuan tha
phép 1y vé bao vé dir lidu ca nhan (Pesch, 2025).

4.3. Khodng trong nghién ciru

Khoang trong 16n nhét 1a thiéu danh gia nghiém
ngat ddi véi cac hé théng chatbot da van hanh thuc
té, voi bo thudce do vuot ra ngoai hiéu sudt ky thuét
dé bao phu cong bang, minh bach va tac dong dén
cong chirc; dong thoi, cac cau hoi vé gidi han phap
1y ctia LLM trong nghia vu néu ly do quyét dinh
hanh chinh van chua duoc nghién ctu du sau
(Cortés - Cediel et al., 2023).

Khuyén nghi thiét ké va chinh sach trién khai trg
ly Al trong hanh chinh cong Viét Nam

Khuyén nghi dugc cAu tric theo 6 16p tich hop,
phan 4nh bang chimg tong hop vé quan tri Al rui ro
thudt toan, niém tin céng dan va yéu cau danh gia hé
thong (de Almeida & dos Santos Janior, 2025).

Lép Qudn tri va gigi trinh: Phan dinh 3 tuyén
quan tri déng bo - chinh sach, van hanh va gidi
trinh - trong do6 tuyén giai trinh ¢6 nhiém vu chuan
hoa nang luc giai thich quyét dinh AI mot cach minh
bach trudc cong dan (Busuioc, 2021).

Lép Quan tri div liéu: Két ndi trg 1y Al truc tiép
vao kho dit liéu hanh chinh chinh thong dé thiét lap
"nguén su that" dinh danh, tranh nhiéu thong tin va
bao dam cap nhat tri thirc hé théng lién tuc (Chinh
phu Viét Nam, 2020).

Lép Bdo mdt va quyén riéng tw: Tuan thi nguyén
1y tdi gian luu trit dir liéu c4 nhan theo Nghi dinh
13/2023/ND - CP; véi generative Al bat budc kiém
duyét dinh ky co ché huan luyén dé phong ngira o ri
dir liéu nhan dang (Chinh phu Viét Nam, 2023).
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Lép Thiét ké theo gid tri cong: Xay dung giao
dién chatbot theo chuin muyc van héa hanh chinh -
lich sy, tan tim, chuyén nghiép - nham dap tmg ky
vong ngudi ding va tao sy ung hd bén viing tir xa
héi (Li & Wang, 2024).

Lop Human - in - the - loop: Gidi han tinh ty chi
ctia hé thong trong tac vu quy trinh hoa; moi quyét
dinh c6 tac dong phap ly phai c6 phé duyét tir cong
chtrc va thiét 1ap co ché chuyén tuyén tirc thoi khi
phat sinh tinh hudng ngoai kich ban (Hemesath &
Tepe, 2024).

Lop Panh gia da muc tiéu: Mo rong khung do
ludng vugt ra ngoai chi s6 van hanh k¥ thuat, hudng
dén dinh luong déng gop vao gid tri cong; trién khai
theo 16 trinh thi diém c6 kiém soat truéc khi mé
rong toan qudc (Cortés - Cediel et al., 2023).

5. Két luan

Téng hop bang chimg tir 25 nghién ciru hoc

Loi cam on

thuat khang dinh trg 1y Al c6 tiém niang nang cao
kha ning tiép can va hiéu qua cung cép dich vu
cong, song cac rui ro vé niém tin, chinh danh, trach
nhiém giai trinh va bao vé dit liéu ca nhan la c6 thuc
va can duoc quan tri chu dong (Larsen & Falstad,
2024). Tai Viét Nam, Chién lugc AI dén nam 2030
va 16 trinh chuyén ddi s6 qudc gia tao dong luc thé
ché, trong khi Nghi dinh 13/2023/ND - CP cung cac
quy dinh vé an ninh mang va an toan thong tin xac
lap ranh gidi tudn thu bat budc (Chinh phu Viét
Nam, 2023).

Két luan mang tinh hanh dong la: Viét Nam nén
trién khai trg Iy Al theo nguyén tic "quan tri trudc - tir
dong hoa sau", vu tién pham vi thu tuc it rui ro, thiét
1ap co ché human - in - the - loop bat budc va danh gia
da muc tiéu bao gdm thudc do gia tri cong, nhim béao
dam hi€u qua van hanh di d6i voi tinh chinh danh va
tuan thu phap luat (Hemesath & Tepe, 2024) B

Nghién citu nay dwoc thiee hién trong khuon kho nhiém vu khoa hoc va cong nghé "Nghién civu, xdy

dung wng dung tri tué nhan tao (AI) mé hinh ngon ngir lon phuc vu cong tic qudn ly nha nwoc", dwoc
phé duyét theo Quyét dinh sé 980/0P-SKHCN ngay 06/11/2024 ciia S¢ Khoa hoc va Cong nghé Thanh pho
Ho6 Chi Minh. Nhém tdc gid xin tran trong cim on Pai hoc Kinh té Thanh pho Hé Chi Minh (UEH) véi
tw cdch don vi chii tri, va S¢ Khoa hoc va Cong nghé TPHCM dd cip kinh phi va tao diéu kién thudn lgi

trong suot qud trinh trién khai nghién ciru.
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ABSTRACT:

Vietnam's digital transformation and Al strategy have created growing pressure to deploy Al
assistants in public service delivery, accompanied by risks related to privacy and cybersecurity. This
paper systematically reviews 25 international studies following the PRISMA 2020 guidelines to
synthesize evidence on (i) factors influencing acceptance and trust, (ii) design principles, and (iii)
governance models for deploying Al assistants in the public sector, thereby proposing
recommendations for Vietnam. Key findings emphasize that purpose - oriented communication
enhances public trust; design based on a "civil servant identity" and public value principles is critical;
internal Al governance is a prerequisite for successful deployment; and a significant gap exists in

evaluating operational systems using public value metrics. Deployment requires a controlled piloting

roadmap, lawful personal data governance, human - in - the - loop mechanisms, and a multi- objective

evaluation framework.

Keywords: Al assistant, government chatbot, digital government, personal data protection, Al

governance, PRISMA.
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