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Tém tit:

Trong boi canh cong nghé phdt trién manh mé, tri tué nhan tao da tré thanh mét phan khéng thé thiéu trong
doi song hang ngay. Nghién ciru nham phdat hién cdc yéu t6 va do heong mire dg dnh hirdng ciia cdc yéu t6 lén
sw hai long ciia nguwoi ding doi véi cong cu tro Iy tri tué nhan tao. Tir d6, nghién civu cung cap nhitng thong
tin hitu ich cho cdc doanh nghiép cong nghé trong viéc xdy dung chién lwoc dé lam hai long nguwoi ding tro
Iy do hon. Sau khi phan tich dir liéu véi kiém dinh Cronbach's Alpha va phén tich nhan t6, cac thang do con
lai dwegre diea vao phan tich SEM dé kiém dinh cdc gia thuyét nghién ciru. Két qud nghién ciru cho thdy, c¢é 4
yéu t6 anh hirong dén s hai long cia nguoi ding cong cu tro 1y do theo mirc dé tac dong tir manh nhdt dén
yéu nhdt, dé la: hiéu sudt cam nhdn, ky vong, xdc nhédn ky vong va niém tin.

Tw khéa: tri tué nhdan tao, cong cu tro ly do, sw hai long, hi¢u sudt cam nhdn, ky vong, niém tin, quyén
riéng tu

Factors affecting user satisfaction with artificial intelligence assistants
Abstract:

Artificial intelligence assistants have become increasingly integrated into everyday life. This study
identifies and measures the factors affecting user satisfaction with Al assistant tools. Data were assessed
using Cronbach's Alpha reliability testing and factor analysis, after which structural equation modeling
was employed to test the research hypotheses. The findings identify four determinants of user satisfaction,
ranked from strongest to weakest: perceived performance, expectations, expectation confirmation, and trust.
Perceived performance has the greatest influence, indicating that users are more satisfied when Al assistants
effectively complete tasks and deliver useful results. The findings provide practical information for technology
companies seeking to improve virtual assistant functions, strengthen user trust, manage expectations, and
develop strategies that enhance the overall user experience.

Keywords: artificial intelligence, Al assistants, user satisfaction, perceived performance, expectations,

expectation confirmation, trust, privacy concerns
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1. Pit van dé

Tri tué nhan tao (AI) 1a mot cong nghé tiéu biéu dang phat trién manh mé trong giéi hoc thuat va cong
nghiép. Con trg 1y tri tu¢ nhan tao (Artificial Intelligence Assistants - AIA) la mdt trong nhitng linh vuc
trong tri tu¢ nhan tao tap trung vao viéc phat trién cac hé théng hodc cong cu thong minh nham hd tro con
ngudi thye hién cac nhiém vu hang ngay. Cac vi du pho bién vé tro 1y ao nhu Siri cia Apple, Alexa ciia
Amazon, Google Assistant hay Cortana ctua Microsoft. Quy md thi truong AIA toan cau la 5,82 ty USD
vao nim 2020. Chi riéng Google Assistant, cong cu nay c6 500 triéu ngudi dung moi thang. Mot nira trong
s6 ngudi dung Assistant gan lién v6i cac san pham khac cua Google nhu Maps, Drive va Chrome. Hién
trg 1y 4o cua Google c6 sin trong 90 ngdn ngit tai 30 qudc gia trén thé gidi.

D3 c6 rat nhiéu nghién curu lién quan dén linh vyc tri tué nhan tao. Ch'flng han nhu, nghién ctru cua
Alnaser va cong su (2023) xem xét su hai long ctia ngudi dung ddi voi ngan hang s6 duoc hd tro boi tri tué
nhan tao. Két qua cho théy, su hai long bi anh hudng boi cac yéu td: su x4c nhan ky vong, hi¢u suét cam
nhan, tinh hop thoi, tinh hap dan tryc quan, kha ning giai quyét van dé, kha ning tiy chinh, chat lugng
giao tiép. Nghién ctru cuia Uzir va cong su (2021) cho thay, cac yéu t6 chit lugng san pham, chat luong
dich vu, cam nhan su tién lgi va cam nhan dé sir dung da anh hudng dang ké dén trai nghiém nguoi dung
va long tin. Pong thoi, trai nghiém va long tin c6 anh hudng dén sy hai 1ong ctia ngudi dung. O Viét Nam,
tuy co cac dé tai nghién ctru lién quan dén tro 1y tri tué nhan tao, nhung chua c6 dé tai nao nghién ciru su
hai 10ng ctia nguoi dung dbi véi cong cu nay. Chinh vi thé, bai bio nghién ctru “Cac yéu t6 anh huong dén
su hai 1ong cua nguoi dung véi cac cong cu trg 1y tri tué nhan tao” s& c6 ¥ nghia thuc tién.

2. Co s& Iy thuyét va cac gia thuyét

Tro 1y tri tué nhan tao 1a tng dung hoac hé théng may tinh st dung tri tué nhan tao dé thuc hién céc tac
vu hodc dich vu cho nguoi dung. Tro 1y 4o co thé duoc st dung trén cac thiét bi nhu dién thoai, loa thong
minh, va céc thiét bi IoT khac. Nghién ciru nay dé cap dén tro 1y tri tué nhan tao 1a Google Assistant va
Apple Siri.

Su hai long: Theo Oliver (1977), su hai long ctia khach hang cé duoc tur viéc so sanh cai khach hang
mong doi va cai khach hang nhéan dugc.

Ky vong: Ky vong 1a diéu khach hang s& nhan dugc ¢ san pham hodc dich vu tir ngudi ban trong qué
trinh giao dich (Kim va cong su, 2012). Trong bbi canh ctia nghién ctru nay, nhitng mong doi vao tinh ning
hay kha nang ctia AIA khi sir dung cong cu nay. Néu ky vong duoc dap tmg, sy hai long ciia nguoi ding cd
xu huéng tang 18n va nguoc lai, su hai long ¢ thé giam di dang ké. Do d6, hiéu suit cam nhén ting (hoic
giam) theo ky vong cta khach hang. Vi thé, gia thuyét H1 va H2 dugc dua ra nhu sau:

HI: Ky vong ciia khdch hang doi véi tro Iy do anh hwong dén sw hai long ciia nguoi ding.

H2: Ky vong ciia khdch hang doi véi tro' Iy do anh huwéng dén hiéu sudt cam nhdn ciia nguoi ding.

Theo 1y thuyét xdc nhan ky vong, ky vong anh huong dén sy xac nhan thong qua dénh gi xac nhan
(Oliver, 1977). Trong nghién ctru nay, diéu nay dai dién cho két qua trai nghiém ca nhan khi sir dung trg
1y tri tué nhan tao so v6i ky vong cia ho. Do d6, gia thuyét H3 dugc dé xuit:

H3: Ky vong doi véi tro Iy do anh huéng dén xdc nhdn ky vong ciia ngudi ding.

Hiéu suat cam nhan: Hiéu sudt cam nhan lién quan dén cach khach hang danh gia san phém hoac dich
vu vé chét luong va cam nhan gia tri cia no sau khi st dung (Churchill va Surprenant, 1982). Hiéu suét
cam nhan cua san pham anh hudng tryc tiép dén viée xac nhan ky vong cua khach hang, dic biét 1a trong
cac dich vu dua trén cong nghé (Wu va Chen, 2018). Do do, tac gia dé xuat gia thuyét H4 nhu sau:

H4: Hiéu sudt cam nhdn cia cong cu tro ly tri tué nhdn tao anh huong dén viéc xdc nhan ky vong cua
nguoi dung.
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Bén canh do, su hai long cua nguoi dung bi anh hudng boi hiéu suét cam nhan clia mot san phém hodc dich
vu (Gupta va Stewart, 1996). Hon nira, néu hiéu suat cam nhan thuc té cia mot san phém hodc dich vu cao,
nguoi ding c6 kha nang hai long cao (LaTour va Peat, 1979). Cho nén, gia thuyét H5 duoc dat ra nhu sau:

HS5: Hiéu sudt cam nhdn cia tro Iy do dnh hwong dén sw hai long ciia ngiueoi ding.

Xac nhan ky vong: Xac nhan ky vong 1a sy khac biét giita két qua c4 nhan cam nhan va ky vong cua ca
nhan d6 (Jiang & Klein, 2009). Xac nhan ky vong xay ra khi hi¢u suit san phém hodc dich vu phan anh
ding vaéi ky vong cta khach hang trude khi mua hodac mdt danh gia hi¢u suét tich cuc (Kim va cong su,
2012). Su so sanh nay c6 anh huong dén sy hai long cia khach hang théng qua hiéu tng trong phan va
hiéu tng hoa nhap (Anderson, 1973). Vi vay, gia thuyét H6 nhu sau:

H6: Xdc nhdn ky vong cia khach hang tir viéc sic dung tro Iy do anh hwong dén si hai long cia
nguoi dung.

Niém tin: Niém tin 14 sy sin 10ng cua khach hang hay ngudi dung st dung san pham hodc dich vu tir
nha cung cép dua trén ky vong tich cuc vé chat lwong (Schoorman va cdng su, 2007). Su san long cua
khach hang sir dung mot ing dung thudng phu thudc vao niém tin vé tmg dung d6 co thé giup cong viée
ctia ho d& dang hon. Niém tin cang cao, sy hai long ciia khach hang cang cao (Morgan & Hunt, 1994). Cho
nén, gia thuyét H7 dugc phat biéu nhu sau:

H7: Niém tin cia khdch hang doi véi tro Iy do anh hwéng dén sw hai long ciia ngwoi ding.

Lo ngai vé quyén riéng tu: Dé tai nghién ctru vé cong cu trg 1y tri tué nhan tao, day 14 nhing lo ling ctia
c4 nhan vé niém tin, thai do va nhan thirc vé quyén riéng tu thong tin (Smith va cong su, 2011), dai dién
cho cac lo ngai twong tu lién quan dén nha cung cap tham gia vao viéc xir Iy cac yéu cau, cac thong tin
duoc sir dung dé dit ra cac yéu cau can xir Iy. Khi ngudi dung cam thdy quyén riéng tu cua ho bi de doa, ho
¢6 xu hudng hai long it hon véi dich vu du cho cac yéu td khac déu tét. Vi vay, gia thuyét H8 dugc dua ra:

HS: Lo ldng vé quyén riéng tr doi véi tro' Iy tri do dnh hwdng dén sw hai long ciia ngueoi ding.

3. Phwong phap nghién ctru

Nghién ctru tién hanh qua 2 giai doan: (1) Nghién ciru dinh tinh bang cach phong van 10 chuyén gia. (2)
Nghién ctru dinh luong bang ban cau hoi phong van truc tiép dén ngudi sir dung cong cu tro 1y do: Google
Assistant va Apple Siri vao nam 2024.

Trong d6, thang do ctia ban cau hoi chu yéu dya trén co sé thang do gdc tir cac nghién ciru trude nhu
Brill (2018), Uzir va cong su (2021), Jo (2022), Alnaser va cong sy (2023), nhung c6 hi¢u chinh sao cho
pht hop v6i bdi canh nghién ciru tai Viét Nam.

4. Két qua nghién ciru va thao luan két qua

4.1. M6 ti mdu

Véi 310 ban cau hoi phat di, 250 ban cau hoi dugc thu vé, trong d6 60 ban khong hop 18 vi thiéu thong
tin. Két qua 1a 250 ban cau hoi hop 1€ (dat ty 1€ 80,65%) dugc st dung lam dir liéu nghién ctu.

Trong mau khao sat, nguoi dung c¢6 do tudi tir 18 dén 24 tudi chiém ty 1é cao nhat (77%), ké dén 1a
nguoi ding dudi 18 tudi va nhoém tir 24 dén 30 tudi (déu chiém 9,2%), cubi cing 1a nhém trén 30 tudi
(4,4%). Ngoai ra, thdng ké mau con cho biét trong mau khao sat c6 dén 76,8% ngudi ding c6 trinh do dai
hoc/cao ding, ké dén 1a nhoém c6 trinh d6 sau dai hoc chiém ty 18 11,2%, cubi cung 1a nhom trinh do trung
hoc pho thong chiém 12%.

4.2. Két qud nghién civu

Trudce tién, tac gia s& kiém dinh do tin cay, d6 hoi tu va gia tri phan biét cua cac thang do thong qua hé
s6 Cronbach’s Alpha va phén tich nhan t6 kham ph4 EFA. Céc thang do déu dam bao dd tin cay cho phép:
Cronbach’s Alpha déu 16n hon 0,6; cac tuong quan bién téng déu 1én hon 0,3.
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Sau khi phan tich EFA va d¢ tin cdy, c6 1 trong sb 29 bién quan sat ban dau bi loai. Tiép theo, 28 bién
con lai duoc kiém dinh bang CFA va dua vao mé hinh nghién ctu. Két qua kiém dinh mé hinh do ludng
co: p = 0,000; chi-square/df = 1,619; GFI = 0,868; TLI = 0,904; CFI1 =0,916; RMSEA = 0,05. Trong do,
hé s6 tai ciia cac nhan t co gia tri tir 0,512 dén 0,781; do tin cay téng hop c6 gia tri tir 0,703 dén 0,825.
Tuy c¢6 mot vai nhan 6 ¢6 phuong sai trich nhd hon 0,5 va cac nhan t6 nay déu dat gia tri phan biét (do
gi4 trj cin bac hai ciia phwong sai trich déu 16n hon hé sé twong quan cia cac khai niém), dong thoi hé sb
tin cdy ctia chung 16n hon 0,6 nén cac nhan té nay van duoc giir lai trong mé hinh. Do d6, cac thang do
nghién ctru thoa man yéu clu vé do tin cay, d¢ gia tri hoi tu va d¢ gia tri phan biét.

Tiép theo, mo hinh 1y thuyét duoc kiém dinh bang SEM. Két qua cho thdy, mo hinh nay phu hop véi
dwr li€u thi truong, voi p = 0,000; chi-square/df = 1,849; GFI = 0,845; TLI = 0,869; CFI = 0,885; RMSEA
=0,058.

Bang 1. Két qua chay SEM

(. a p Hé s6 héi quy Két qua
Cac gia thuyet chuin héa Pvalue kiém dinh

H, AKy vong cua k!’l.ac‘:h harjg doi V‘O.’I c‘ong cu tro ly tri tué 0,323 0,000 Ung ho
nhan tao — sw hai long cua ngwdi dung.
HZAKy vong culea khai:h h,ang d?l vo:| cobng f:u ’tro’ Jy trlAtue 1,089 0,000 Ung hé
nhan tao — hiéu suat cam nhan cua tro ly tri tué nhan tao
H, AKy v‘c_>ng doi You con‘g. cu‘ tro ly tri tué nhan tao — xac -0,062 0,000 Ung hé
nhan ky vong cua nguwodi dung.
H, Hlleu smfat c‘am nhan, cla C(?r?g ?U tro’ ly tri tué nhan tao 0,929 0,007 Ong hé
— Xac nhan Ky vong cua ngwdi dung.
H‘s_H"eU SLja’[ cam‘ r.1ha‘1n cua tro ly tri tué nhén tao — sw 0,994 0,000 Ung ho
hai lbng cda nguwdi dung.
H? Xac nhan ’k{/ vong cua‘l.<h‘ach h’ang tor ‘v.lec‘ st dung 0,219 0,000 Ong hé
cdng cu tro' ly ao — sy hai long cua ngudi dung.
H7I\l|em tin cla k‘h'a‘ch harjg doi \{O.’I c‘ong cu tro ly tri tué 0,065 0,000 Ong hé
nhan tao — sy hai long cua ngudi dung.
H, Lo Ia‘n.g‘ve qu’yen rle‘n.g tE,l’ doi voi tro ly tri tué nhan tao -0,038 0,661 Bac bd
— s hai long cua ngudi dung.

Két qua phan tich hdi quy ¢ Bang 1 cho thay, céc gia thuyét H1, H2, H3, H4, HS, H6, H7 déu c6 ¥ nghia
vé mit théng ké, véi mirc ¥ nghia 5% va gia thuyét H8 bi loai bo vi p-value 16n hon 0,05.

4.3. Thao lugn két qua

Két qua nghién ctru cho thay, nhan té ky vong o tic dong 4m dén sy hai long ctia ngudi ding véi p =
-0,323. Piéu nay c6 nghia, khi ky vong ciia ngudi diing cang cao, sy hai 1ong ctia ho s& giam néu hiéu suat
hodc trai nghiém thuc té khong dap tmg duoc ky vong, ngu y vé viéc khach hang dat ky vong qua nhiéu
vao cong cu tro 1y a0 nhung coéng cu nay khong dap tmg dugc ky vong cia ho s& dan dén sy thit vong,
muirc do hai 10ng giam. Két qua nay khong twong dong véi nghién ciru ctia Brill (2018) va Xu (2024). Nhu
vay, néu ky vong ctia khach hang duoc quan 1y tét va dugce dap ung, né sé dan dén su hai long cao. Nguoc
lai, néu ky vong khong dugc dap tng, né c6 thé din dén su khong hai long.
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Mait khéac, hiéu sudt cam nhén va xac nhan ky vong c¢6 anh hudng dén su hai long cua khach hang.
Két qua nghién ctru nay tuong ddéng véi nghién ctru ciia Alnaser va cong sy (2023). Khi xac nhan ky
vong cua ho dugc dap ung, ho s€ hai long hon, nhung mac d¢ anh huong khong qua 1on (p = 0,219).
Diéu d6 cho thiy, xac nhan ky vong dong vai tro hd tro trong viée gia ting su hai long, khong phai 1a
yéu t6 quyét dinh chinh. Trong khi d6, mbi quan hé giita hiéu suit cam nhén va sy hai long rat manh (B
=0,994). Khi nguoi dung cam nhan dugc cong cu tro 1y 4o mang lai hi¢u suét cao khi su dung, ho co
xu hudng hai long hon.

Bén canh do, nhan té niém tin c6 tac dong dén sy hai long cua khach hang voi hé sé B =0,065. Két qua
ndy tuong dong vai két qua nghién ctru ciia Jo (2022) va Uzir va cong sy (2021). Mic du niém tin ¢6 anh
huong dén su hai 1ong ctia nguoi dung nhung lai it quan trong trong viéc quyét dinh dén sy hai long. Con
nhan t lo lang vé quyén riéng tu khong c6 tac dong dén sy hai long ctia nguoi dung vi khi str dung cong
cu tro 1y 4o, ngudi dung c6 hai 10ng hay khong hai long phu thudc vao hiéu suét khi sir dung hoic kha ning
cua cong cu do c6 dap ung dugc su ky vong cua khach hang.

Ngoai ra, cac nhan td c6 su tac dong 1an nhau nhu ky vong tac dong rat manh dén hiéu suit cam nhan
v6i B =1,089. Két qua nay dugc tng ho trong nghién ciru ctia Berrin (2020). Khi ky vong ctia ngudi ding
vé mot san phém hay dich vu tang 1€n, hi¢u suat ma ho cam nhén cling c6 xu hudng tang cao. Mat khac,
ky vong va hi¢u suét cam nhén tac dong 1én xac nhan ky vong vdi beta lan luot 13 -0,062 va 0,929. Nguoi
dung cam nhan néu cong cu trg ly do dem lai hi¢u suét s dung cao, kha nang xac nhan ky vong ban dau
cua ho da duogc dap tng hoac vuot qua.

5. Két luan va ham y quén ly

Két qua nghién ctru cho thiy, mirc d6 tac dong cia yéu t6 hiéu suit cam nhan dén su hai 1ong ctua ngudi
dung 14 16n nhét (beta = 0,994). Ching to nguoi dung hién dang cam thiy hiéu suét cua cong cu tro 1y tri
tué nhan tao tot va dap tng duoc phan 16n ky vong ciia ho. Do dé, cic nha quan 1y cin dau tu vao viée
nang cao hon nira hiéu suat thuc té cua cong cu nay, bao gém céc khia canh nhu téc do xtr 1y, @6 chinh xac
va tinh nhit quan trong viéc giai quyét van dé va xem xét lai nhing thong tin ma trg 1y 4o cung cp dé n6
cung cap thong tin chinh xac nhat cho nguoi dung.

Tiép theo, yéu t6 ky vong ciia ngudi dung c¢6 anh hudng tiéu cuc dén su hai long (voi hé s6 -0,323) va
ddng thoi anh hudong 16n dén hiéu suit cam nhan (1,069) ciing nhu xac nhan ky vong (-0,062). Nhu vay,
ky vong cua ngudi dung dbi v6i cong cu tro 1y ao 16n. Khi nguoi ding c6 ky vong qué cao, ho c6 thé dé
dang cam thay khong hai 1ong khi trai nghiém thuc té khong dap (mg duoc mong doi. Doanh nghiép can
¢6 chién luoc quan 1y ky vong ctia ngudi dung mot cach hop 1y thong qua truyén thong va tiép thi nhu
cung cép thong tin rd rang, trung thuc vé kha ning ciia cong cu tro 1y ao dé ngudi ding c¢6 nhimng ky vong
phu hop.

Ké dén, yéu td x4c nhan ky vong c6 anh huong tich cuc dén su hai long véi hé $6 0,219, va diéu nay
chiu anh huong 16n tir hiéu sudt cam nhan (0,929). Néu ngudi dung nhén thay trai nghiém thyc té dap ting
hodc vuot qua ky vong, ho s& cam thiy hai long hon. Cac nha quan 1y Google va Apple can téi wu hoa
céc tinh ning, ting cudng kha nang xir 1y va cung cap trai nghiém t6t hon so voi cac san pham cung loai.

Cubi ciing, yéu t6 niém tin c6 hé s6 tac dong khong 16n dén sy hai long (0,065), nhung van 1a mot yéu
t6 quan trong trong viéc duy tri mdi quan hé dai han véi nguoi ding. Niém tin dugc cing ¢b qua thoi gian
va trai nghiém voi Google Assistant va Apple Siri. Viéc duy tri va phat huy diéu nay sé tiép tuc gitp ting
cudng su gan két va long trung thanh cua ngudi dung dbi véi cac cong cu trg 1y do. Vi vay, cac doanh
nghiép nén tap trung vao viéc khong ngimg cai thién trai nghiém ciia nguoi dung. Niém tin 1au dai s& gitip
cai thién su hai long va su trung thanh cua khach hang hon.
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Bén canh nhiing két qua dat dugc, nghién ctiru con mot s6 han ché nhu ¢& méu thu thip trong nghién
ctru twong ddi nho so véi tdng sé nguoi dung cong cu trg 1y tri tué nhan tao. Ngoai ra, nghién ctru chi tap
trung vao 2 cong cu trg Iy 4o ctia nha cung cp Google va Apple nén chua phan 4nh hét va chua dai dién
cao. Do d6, nghién ciru tiép theo nén md rong pham vi nghién ctru ra cac cong cu tro 1y 4o cia cic nha
cung cap khac dé dat duoc tinh khai quat cao hon. Tuy nhién, bai bao ciing phac hoa va kiém dinh méi
quan hé giira cac yéu té ky vong, xac nhan ky vong, hiéu suit cam nhén, niém tin, lo ling vé quyén riéng
tu va sy hai long m
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