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Tém tit:

Véi sw phat trién khong ngieng ciia cong nghé, tri tué nhan tao (AI) dang la mét trong nhitng cude cich mang
mang tinh dot phd, gép phan to 1ém cho viéc tao ra trdi nghiém khach hang. Thong qua phwong phdp dinh
tinh nham khdam phd va phdn tich van dé theo hieong chuyén sdu, tdc gia muén nhan manh tam quan trong
va sw tdc dong ciia Al trong viéc ca nhdn héa dir liéu tiép thi dén sy trong tdc va long trung thanh ciia khdch
hang. Nghién cieu cho thdy, viéc cd nhdn héa dir liéu tiép thi sé ndng cao sw tham gia ciia khdch hang, cho
phép doanh nghiép c6 thé diéu chinh twong tdc thong qua viéc phan tich hanh trinh ciia khach hang. Mdt
khac, viéc ca nhdn hoa die liéu thong qua Al ciing tang cuong long trung thanh cua khach hang voi thuwong
hiéu vé mdt giao dich ciing nhu cam xuc.

Tur khoa: cd nhdn hoa dit liéu, tri tué nhan tao, twong tdac khach hang, long trung thanh.

The impact of AI-driven marketing data personalization on customer
engagement and loyalty

Abstract:

Artificial intelligence is transforming customer experience through the analysis and personalization of
marketing data. Using a qualitative approach, this study examines how Al-driven personalization affects
customer engagement and loyalty. The findings indicate that personalized marketing enhances customer
participation by enabling enterprises to tailor content and interactions based on customer journeys,
preferences, and behavioral data. Al-supported personalization also strengthens both transactional and
emotional loyalty by improving relevance, convenience, satisfaction, and perceived connection with brands.
However, extensive data collection and algorithmic targeting raise ethical concerns regarding privacy,
transparency, consent, and potential misuse of personal information. The study therefore emphasizes
that enterprises should balance personalization benefits with responsible data governance, transparent
communication, and appropriate privacy safeguards.
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1. Pit van dé

Sy phat trién cua tri tué nhan tao (Artificial Intelligence - AT) di mé ra nhitng huéng tiép can méi trong
tiép thi k¥ thuat s6. Thong qua kha nang xir Iy va phan tich dit liéu 16n, AL hd trg doanh nghiép nhéan dién
nhu cau, hanh vi va sé thich ciia nguoi tiéu dung, qua d6 ning cao mirc d6 ca nhan hoa trong cac hoat dong
tiép thi. Trong moi trudng sd, voi mat do thong tin ngay cang 16n, kha nang cung cip thong diép phu hop
dén timg nhom khéach hang tro thanh yéu t6 quan trong, quyét dinh hiéu qua tiép thi va Al dong vai trd
then chdt trong qué trinh nay (Davenport va cdng su, 2019; Gentsch, 2018; Wedel & Kannan, 2016). Trai
nghiém khach hang duoc ca nhan héa di tré thanh yéu t6 then chdt dé tiép can khach hang hién dai. Cac
cong cu dya trén phan tich va dinh hudng tri tu¢ nhan tao cho phép doanh nghiép tiy chinh noi dung, dé
xuét va truyén thong dwa trén phan tich dir 1iéu hanh vi va sé thich cua nguoi dung (Davenport et al., 2019;
Huang & Rust, 2021). Diéu nay lam tang tinh phu hop ctia cac nd lyc tiép thi, gitp nguoi tiéu dung c6 dugc
long tin va dan dén hanh trinh khach hang duoc cai thién (Kietzmann et al., 2018). Dua trén nhiing trai
nghiém c4 nhan hoa, viéc nang cao su twong tic clia ngudi tidu dung c6 gid tri 1on trong viéc thic day long
trung thanh thwong hiéu 1au dai. Nhiéu nghién ciru cho thdy, su twong tic cua khach hang va long trung
thanh thuong hiéu sé manh mé hon khi nguoi tiéu ding nhan thay cac hoat dong tiép thi dugc nham muc
tiéu cu thé dén ho voi thong diép duoc ca nhan hoa (Gentsch, 2018; Huang & Rust, 2021).

2. Co s6 ly ludn

2.1. Tiép thi biang AI

Tri tué nhan tao (Al) dugc dinh nghia 1a kha nang cia hé théng may tinh thyc hién cac nhi€ém vy doi
hoi tri thong minh, chang han nhu hoc hoi, 1ap ké hoach, suy luan logic, tu duy phan bién va giai quyét
van dé mot cach sang tao trong cac tinh hudng hang ngay (Zhang va cong su, 2021). Linh vuc Al bao gdm
céc cong nghé thong tin thu thap va phan tich dir liéu dé tao ra nhiing hiéu biét c6 ¥ nghia, c6 thé dugc
str dung cho nhidu tng dung khac nhau (Paschen va cong su, 2020). Cac nd luc tiép thi bang tri tué nhan
tao duoc xac dinh bdi cac khia canh tuong tac, thong tin, kha nang truy cap, tuy chinh va giai tri. Trong
s6 do, twong tac déng vai trd trung tm, dic biét 1a thong qua cac két ndi dién ra giita khach hang va dai
dién thuong hiéu Al trong méi truong k§ thuat s6. Twong tw nhu tuong tac gitta ngudi voi nguoi, chatbot
Al d3 cach mang héa quy trinh mua hang mot chiéu truyén thong, bién n6 thanh mét cude trao d6i 2 chiéu
v6i cac nhan vién dich vy truc tuyén. Sy chuyén d6i ndy da dinh hinh lai dang ké bdi canh truyén thong
tiép thi (Chung va cong su, 2020). Ngudi tiéu ding ua chudng viée tiép nhan thong tin thong qua cac cong
cu tri tué nhan tao hon cac nén tang ky thuat s khac, vi nhirg cong cu niy cung cip thong tin phu hop,
dugc sip xép tt, tir d6 cho phép ¢4 nhan dua ra nhitng lwa chon sang subt hon (Brill va cong su, 2022).

2.2. Cd nhdn héa div liéu tiép thi

Tri tué nhan tao (AI) 1a mot trong nhitng cong nghé mang tinh cach mang chinh trong bdi canh tiép thi
ky thuat s6 dang thay ddi, ddc biét 1a vé mit cai thién c nhan hoa dé ting cudng sy tuong tac, long trung
thanh cta ngudi tidu dung va hiéu qua tiép thi. Viéc sir dung cac thuat toan hoc may két hop vé6i phan tich
dyu doan md ra mot thé gidi hoan toan mdi trong viéc xem xét lugng 16n dir liéu nguoi tiéu dung, cho phép
cung cip ndi dung tiép thi dugc ca nhan hoéa ngay 1ap tire, tir d6 ting sy hai long cta khach hang va phat
trién moi lién két bén chit hon giira thuong hiéu va khach hang (Rajalakshmi 2024). Vi kha ning tao ra
céc dé xuat san phadm duoc ca nhan hoa va quang cdo nhdm muc tiéu, ca nhan hoa dua trén Al co tac dong
sau sac dén quyét dinh mua hang va mirc 6 hai 1ong cta ngudi tiéu dung (Patil, 2024).

2.3. Méi lién h¢ giiva AI véi sw twong tdc va long trung thanh ciia khdach hang véi thwong hiéu

Long trung thanh véi thuong hiéu theo truyén théng duoc dinh nghia boi viéc mua hang lap lai, giit
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chan khach hang va sy gan bo vé mit cam xuc v6i thuong hiéu. Tuy nhién, trong thoi dai ky thuat s6 da
mang dén nhing thach thirc méi trong viéc nudi dudng 10ng trung thanh. Cac nghién ciru nhu ciia Smith
& Jones (2020) nhan manh kha ning cta Al trong viéc cung cép trai nghiém nhat quan, dugc ca nhan hoa
c¢6 thé cung ¢b mdi quan hé giita khach hang va thuong hiéu, cudi cing lam ting 10ng trung thanh. Khi
ngudi tiéu dung hai 1ong véi mot thwong hiéu, ho c6 xu huéng twong tac nhiéu lan véi thuong hiéu do, tir
d6 thiic ddy long trung thanh 1au dai cia ngudi tidu dung (Hussain va cong sy, 2024). Kapoor (2022) nhin
manh tam quan trong ciia Al trong viéc ting gia tri vong doi ciia khach hang. Bang cach du doan nhu cau
cua khach hang va cung cp cac giai phap chu dong, hé théng dich vu khach hang dwa trén Al c6 thé thic
day cac moi quan hé 1au dai va tang ty 1¢ giit chan khach hang. Hon nita, Nguyen & Lee (2021) nhan thay
nhirng khach hang twong tac v6i cac kénh hd trg khach hang dugc hd tro boi Al thé hién muc do hai long
cao hon va c6 nhiéu kha ning mua hang lip lai hon.

2.4. Méi lién hé giiva sw twong tdc ciia khdch hang va long trung thanh Thwong hi¢u

Céc chién lugc tiép thi c4 nhan hoa gitip ting 10ng trung thanh véi thuong hiéu bang cach nang cao su
tuong tac ctia ngudi tiéu ding. Do d6, viéc ing dung Tri tué Nhan tao (AI) trong viéc tiép thi ciing nhu
cung cdp nhirng trai nghiém mang tinh ca nhan hoa cho phép cac to chirc xay dung mdi quan hé lau dai
v6i khach hang va thic day ting truong kinh doanh trong thoi dai ki thuat sb (Patil, 2024). Cong nghé Al
dong vai trd quan trong trong viéc ting cudng sy twong tac ciia ngudi tiéu dung trong cac chién luoc tiép
thi va cho phép cac thuong hi¢u két ndi sau sic hon v6i ngudi tiéu dung, ddy dugc xem la nhitng trién vong
thanh cong cua thuong hiéu thong qua tiép thi thong minh (Ahmad va cong su, 2022). C6 nhiéu nghién
cuu chi ra, thwong hi€u cang c6 sy twong tac cao voi nguoi ti€u dung va nguoc lai, nguoi tiéu dung cang
tuong tic manh mé véi thuong hiéu s& ¢ nhitng anh hudng tich cuc dén long trung thanh véi thuong hiéu
(Rather va cong su, 2018).

3. Phwong phap nghién ctru

Nghién ciru lira chon phwong phap dinh tinh nham kham phé va phan tich van dé theo huéng chuyén
sdu. Cach tiép can nay cho phép tdng hop va hé thong hoa cac co s& 1y thuyét nén tang lién quan dén tri tué
nhan tao, cd nhan hoéa dir liéu va hoat dong tiép thi k¥ thuét $6. Thong qua viéc xem xét, ddi chiéu va phan
tich cac quan diém hoc thuat khac nhau, nghién ctru 1am rd vai trd cta Al trong viéc hd trg doanh nghiép
x4y dung trai nghiém khach hang mang tinh ca nhan hoa cao hon. Pong thoi, tac gia ciing danh gid mirc
d6 anh hudng cua qua trinh ca nhan hoa dit liéu tiép thi dén sy tuong tac cua ngudi tiéu dung trén cac nén
tang s6, cling nhu tac dong lau dai dén 10ng trung thanh dbi véi thuong hiéu.

Thiét ké nghién ctru dwa trén ngudn dit liéu thir cip duoc chon loc k¥ ludng tir cac cong trinh nghién
clru trude day, cac bai bao ding trén tap chi cong nghé va tiép thi ¢ uy tin, ciing véi nhitng tai liéu hoc
thuat lién quan dén hanh vi ngudi tiéu dung va chuyén dbi sd. Viéc ké thira co chon loc cac két qua nghién
ctru trude gitp dam bao tinh tin cay, ddng thoi tao nén tang hoc thuat viing chic cho qua trinh phan tich
va thao luan cua dé tai. Bai nghién ctru nay duoc tac gia thuc hién tir thang 12/2025 dén thang 4/2026.

4. Thao luin két qua nghién ciru

4.1. Cd nhin héa dit ligu tiép thi bang Al sé tic dpng tich cwe dén sw tham gia ciia khdch hang

Céc cong cu Al phén tich cam xtic ciia nguoi tiéu dung cho phép cac doanh nghi¢p xem khach hang
cam nhéan nhu thé nao vé san phém, dich vu va cac chién dich tiép thi trong thoi gian thyec. Béng cach hiéu
dugc cam xuc va s thich ctia khach hang, cac nha ban 1¢ ¢6 thé diéu chinh cac tuong tac va bao cio tiép
thi cta ho dé tang su tham gia cia nguoi tiéu dung. Vi du: Céac cong cu phan tich cam xuc dya trén tri tué
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nhan tao ¢ thé phat hién xem khach hang phan ting tich cyuc hay tiéu cuc voi cac chién dich truyén thong
xd hoi va ty dong diéu chinh cac thong diép trong twong lai dwa trén nhiing phan tng nay. Cac wu dii,
giam gia hodc san pham dugc ca nhan hoa dwa trén cam xuc ciia khach hang gitip tao ra trai nghiém mua
sam phu hop va hip dan hon.

Mot trong nhiing l¢i thé chinh cta phén tich cam xtic bang Al 14 kha ning cung cap phan hdi theo thoi
gian thie. Cac nha doanh nghiép c6 thé nhanh chéng nim bét nhitng phan hdi cua ngudi tiéu ding nhu
mot cach thirc xac dinh nhiing van d¢, rui ro va chu dong giai quyét né. Vi du, néu mot san pham dugc
tung ra thi truong va nhan théiy sy gia tang cam xuc ti€u cuc, Al co thé thong bao cho thuong hiéu dé thuc
hién cac bién phap khic phuc ngay 1ap tirc nhu dua ra 16 xin 16i, dé nghi boi thuong hodc chinh sira ngon
ngit tiép thi. Sy nhay bén nay dan dén sy hai 1ong ctia khach hang cao hon, tir d6 cung c¢b su gian két va hd
trg cac tuong tac lap lai.

4.2. Cd nhén héa dir ligu bang AI giiup phan tich hanh trinh khdch hang dé theo doi va tinh chinh
twong tdc

Phan tich hanh trinh khach hang 1a mét thanh phan quan trong ctia khung ca nhan hoa dua trén tri tué
nhan tao danh cho cic doanh nghiép, cho phép cac t6 chirc hiéu va nang cao trai nghiém khach hang. Cach
tiép can phan tich nay bao gdm viéc thu thap, tich hop va phan tich dir liéu trén nhiéu diém tiép xuc trong
hanh trinh khach hang, cho phép doanh nghiép xac dinh cac mé hinh, tdi vu hoa chién luge twong tac va
cudi cing 1a thiic ddy viéc giit chan khach hang (Devakunchari & Valliyammai, 2016, Shrestha, Krishna
& von Krogh, 2021). Vi su phat trién cua cac kénh k¥ thuat s6, khach hang twong tac véi doanh nghiép
theo nhitng cach ngay cang phirc tap, doi hoi sy hiéu biét sau sic hon vé hanh trinh ciia ho dé tao ra cac
chién luge c4 nhan hoa hiéu qua.

Hon nita, phan tich hanh trinh khach hang c6 thé nang cao hi¢u qua ciia cac chién dich tiép thi. Bing
céch hiéu r s thich va hanh vi ctia khach hang, cac doanh nghiép c6 thé diéu chinh thong diép, thoi gian
va kénh truyén thong dé phu hop hon véi ky vong cia khach hang. Vi du, néu phan tich cho thdy mot sb
phan khuc khach hang thich nhan email khuyén mai vao cudi tuan, doanh nghiép c6 thé diéu chinh chién
lwgce tiép thi email ciia ho dé gui cac chién dich vao thoi diém khach hang c6 nhidu kha ning twong tac
nhit. Ngoai ra, céac dé xuét dugc ca nhan hoa dya trén tuong tac trudc do cod thé duoc tich hop vao cac
thong diép tiép thi, lam ting kha ning chuyén ddi va sy hai 10ng cta khich hang (Lemon va cong su,
2020).

Tom lai, phan tich hanh trinh khach hang 1a mot thanh phan thiét yéu ciia khung c4 nhan hoa dua trén
Al danh cho cac doanh nghiép, cung cip nhiing hiéu biét can thiét dé theo ddi va tinh chinh cac chién luoc
tuong tac. Bang cach thu thap va phén tich dit liéu trén nhiéu diém tiép xtic véi khach hang, doanh nghiép
c6 thé hiéu toan dién vé hanh vi, s¢ thich va nhitng kho khin cta khach hang. Diéu nay cho phép ho phat
trién cac chién luoc tiép thi c4 nhan hoa phu hop véi khach hang, thuc diy su twong tac va giit chan khach
hang. Khi bdi canh kinh doanh tiép tuc phat trién, cac doanh nghiép nén tan dung phan tich hanh trinh
khach hang dé dap ung tét hon ky vong ciia khach hang va nudi dudng long trung thanh lau dai.

4.3. Cd nhén héa dir liéu tiép thi bang Al ting cwong long trung thanh ciia khdach hang véi thwong
higu vé mat giao dich ciing nhw cim xiic

Céc nghién ctru dugc xem xét déu nhat quan ca nhan hoa dya trén Al cai thién ca 1ong trung thanh giao
dich (mua hang lap lai) va long trung thanh thai do (gén b6 vé mit cam xuc), (Sousa & Amorim, 2018).
Trong khi cac nghién ctru trude day cha yéu tip trung vao cac chién luoc ca nhan hoa dua trén quy tic
hodc thu cong, thi cac nghién clru hién tai két hop cac cong ngh¢ Al tié€n tién nhu hoc séu, mang no-ron, tir

Google Scholar 5 Crossret | 267



TAP CHi CONG THUONG - CAC KET QUA NGHIEN CUU KHOA HOC VA UNG DUNG CONG NGHE

d6 nang cao do chinh xac, quy mo va tinh phu hop theo ngit canh cua cé nhan hoa. So vdi cac tai li¢u ban
dau vé 10ng trung thanh, von nhan manh c4 nhan hoa dya trén CRM nhu mot chién thuét tiép thi, bai danh
gi4 nay cho thay, ca nhan hoa bang Al da phat trién thanh mot co so ha tang chién lugc dinh hinh lai toan
bo trai nghiém ngudi dung. Viée tich hop ca nhan hoa trén nhiéu diém tiép xtc khac nhau bao gdbm ding
ky thong tin, trinh duyét web, thanh toan va sau khi mua hang, thé hién sy tac dong clia toan hé thong dén
1ong trung thanh cta khach hang, vuot xa nhirng gi cac phuong phap ca nhan hoa riéng 1 trudc day co thé
dat duogc. Do d6, nghién ctru nay dong gop vao su tién bo 1y thuyét bang cach dit ca nhan hoa khong chi
12 mot chién thuat tiép thi, ma con 1a dong luc nén tang cia sy gan két bén vimng trong thuong mai dugc
diéu khién bang thuat toan. Phan tich cam xuc c6 tinh hd trg va dong vai trd quyét dinh trong viéc xay
dung long trung thanh lau dai bang cach cai thién niém tin va tao ra trai nghiém khach hang ca nhan héa
hon. Cac co ché chinh cho sy cai thién nay bao gom:

Xay dung niém tin thong qua viéc theo ddi cam xuc: Khach hang c6 xu huéng tin tudong cac thuong
hiéu thé hién sy nhén thirc va hiéu biét vé so thich va mdi quan tdm ciia ho. Bang cach sir dung cac cong
cu dua trén Al dé danh gia phan hoi va cam xuc cua khach hang.

Thé hién sy dong cam: Bang cach nhan biét mdi quan tdm ciia nguoi tiéu ding va hanh dong dwa trén
d6, cung cap cac giai phap phu hop kip thdi va minh bach dé tao dung niém tin va 1ong trung thanh (chiang
han nhu giam gia hodc hd trg ca nhan hoa).

4.5. Nhitng lo ngai vé quyén riéng tw trong cd nhan héa ndi dung tiép thi bang AI

Su tinh vi ngdy cang ting cuia ca nhan hoa dua trén tri tué nhan tao trong tiép thi di lam gia ting mdi lo
ngai cia nguoi tiéu dung vé su xam pham dir li€u va cam giac bi thao ting. Mac du ca nhan hda nang cao
trai nghiém ngudi ding, nhung nd thuong lién quan dén viéc khai thac sau dir liéu hanh vi, nhan khau hoc
va tam 1y hoc, 1am d4y 1én nhiing lo ngai vé dao dirc lién quan dén giam sat, quyén tu chu va thao tung.
Nguoi tiéu dung dic biét nhay cam voi ca nhan héa, chang han nhu quang cao xuét hién ngay sau cic cudc
tro chuyén riéng tu hodc cac phién duyét web, giy ra cam giac bi theo doi hoac bi thao tung. Cac nghién
ctru cho thdy, cam giac bi xdm pham c6 lién quan dén cac phan tng cam xiic tiéu cuc, chang han nhu lo
ling, mét 1ong tin va rat lui khoi cac nén tang (Chen et al., 2024). Hon nita, ngudi dung thudng phan tng
lai khi ho cam théy cd nhan hoa lam gidm cam gidc lya chon hodc quyén tu chu ciia ho. C4 nhan hdéa mang
tinh thao tung trong dé cac thuat toan thuc diy ngudi dung hudng téi nhitng hanh vi nhat dinh dé tdi da
hoéa loi nhuan c6 thé vi pham quyén ty chil ciia nguoi tiéu dung va lam anh huong 1ong trung thanh lau dai.

Nghién ctru cua Che va cong su (2023) nhin manh tdm quan trong cta tinh toan ven theo ngit canh,
trong do nguoi dung danh gia cac hoat dong dir liéu dua trén su phu hop ctia ngit canh va tinh minh bach.
Khi viéc ca nhan hoa vi pham cac chuidn muc duoc nhan thtc vé tinh cong bﬁng cua dir liéu, nguoi dung
¢6 nhiéu kha ning s& ngimg tuong tac hodc yéu cau tinh minh bach cao hon. Do d6, viéc c4 nhan hoa co
dao duc phai dat dugc sy can bé“lng gitta d0 chinh xac dy doan va phém gia nguoi dung, ton trong ranh gidi
cua suy ludn chép nhan duge. Cubi cung, cac nén tang phai thira nhan viéc ca nhan héa qua mtec, néu duoc
thue hién khong ding cach, c6 nguy co lam suy yéu 10ng tin va su trung thanh ctia ngudi ding bang cach
vuot qua ranh gidi dao dirc vé viéc st dung dir li€u va anh hudng dén hanh vi (Flayelle va cong su, 2023).

5. Két luan

Cac phat hién cho théy, viéc tich hop Al vao tiép thi k¥ thuét 6 nhu mot yéu t6 anh huong quan trong
dén trai nghiém nguoi tiéu dung bang viéc ca nhan ca nhan hoa dit liéu tiép thi dé ting cuong sy tuong
tac va 1ong trung thanh thuong hiéu. Cong nghé AI cho phép cic doanh nghiép tinh chinh cac nd lyc tiép
thi ctia ho dé nguoi tiéu ding nhan dugc nhitng twong tac phit hop va cé tac dong tich cuc. Nghién ciru
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nay dong goép vé mit 1y thuyét trong viéc dua ra nhitng dan ching dua trén tri tué nhan tao (AI) dé danh
gia tinh hiéu qua cua tiép thi, ciing c6 mdi lién hé giira Al, ca nhan hoa, twong tac va 1ong trung thanh ciia
khéch hang v6i Thuong hiéu.

Nghién ctru hién tai la sy mo rong cho céc tai liéu hi¢n cb, cho théy cach Al nang cao trai nghiém khach
hang théng qua ca nhan héa va tuong tac, tir &6 dan dén su gin b6 v6i thuong higu cao hon. Tuy nhién, vé
mit kinh doanh, viéc sir dung tri tué nhan tao trong tiép thi xa hoi dé duy tri khach hang hién c6 nén duoc
wu tién hang dau. Cac cong cu Al c6 thé phan tich hanh vi ngudi tiéu ding, du doan sé thich va tao ra cac
chién dich tiép thi siéu ca nhan héa. Hon nira, tinh minh bach va phat trién Al c6 dao dirc c6 thé 1a nhiing
yéu t6 khac biét quan trong, cho phép céc cong ty gianh dugc 10ng tin va sy tin nhiém ciia ngudi tiéu ding.

Cudi cung, nghién ctru nhan manh phan tich cam xuc bang Al da n6i 1én nhu mot cong cu manh mé va
mang tinh chuyén doi, gitp ting cuong nhiéu khia canh ciia tiép thi, dic biét 1a trong viéc tdi uu hoa vi tri
thuong hiéu va nang cao su tuong tac cua khach hang. Viéc sir dung cac cong cu Al c6 thé phat hién va
phan tich khach hang theo thoi gian thyc gitp ho hiéu rd hon vé dbi twong muc tiéu, du doan nhu cau cia
nguoi tiéu ding va cung cap trai nghiém duoc ca nhan héa caom
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