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Nghién ciru nay dwoc thie hién nham xdc dinh va do luong cdc nhan t6 anh huong dén su hai long ciia
khéch hang cd nhan tai TP. Hué khi sir dung chatbot ngdn hang. Dit liéu nghién ciru dwoc thu thdp tir cude
khdo sdt 230 khdch hang tir thang 3 dén thang 6 nam 2026. Két qud phdn tich Cronbach’s Alpha, EFA va hoi
quy da bién chi ra, cé 6 nhdn 16 tac dong cé y nghia thong ké dén sw hai long cia khach hang, gom: Chit
lwong thong tin, Chat luong dich vu, Chat luwong hé théng, Tri tué cam xuc nhan tao cam nhdan, Sw hitu ich
cam nhdn va Cam nhdn rui ro bao mat. Trong do, cam nhdn rui ro bao mdt co tac dong tiéu cuc, cdc nhan
16 con lai tac dong tich ciee. Dua trén két qua thiee nghiém, nghién ciru dé xudt mét sé giai phdp ham y qudn
tri nham giip cdc ngan hang thwong mai cdi thién chat long chatbot va toi wu héa trdi nghiém nguoi ding.

Tir khéa: khdch hang cd nhan, chatbot ngdn hang, sw hai long, thanh pho Hué

Factors affecting customer satisfaction with banking chatbots in Hue City
Abstract:

This study identifies and measures the factors affecting individual customers’ satisfaction with banking
chatbots in Hue City. Data were collected from 230 customers between March and June 2026 and analyzed
using Cronbach’s Alpha, exploratory factor analysis, and multiple regression. Six factors significantly affect
customer satisfaction. In descending order of importance, these are information quality (f = 0.284), service
quality (f = 0.252), system quality (f = 0.247), perceived artificial emotional intelligence (f = 0.228),
perceived usefulness (f = 0.139), and perceived security risk (f = -0.088). Perceived security risk has a
negative effect, while the other factors have positive effects. Perceived ease of use is not statistically significant.
The study proposes managerial implications for improving chatbot quality and customer experience.
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1. Pit van dé

Trong bdi canh chuyén d6i s6, tri tué nhan tao (AI) va chatbot ngay cang dugc cac ngan hang tng
dung nham ty dong hoa hd trg, tdi wu ngudn lyc va nang cao trai nghiém khach hang. Theo McKinsey
& Company (2023), Al tao sinh c6 thé tao ra khoang 200-340 ty USD gi4 tri mdi nam cho nganh ngan
hang. Tuy nhién, hiéu qua chatbot khong chi phu thudc vao cong nghé ma con vao mirc do chip nhan va
hai long ctia khach hang. Béo cdo World Retail Banking Report 2024 ciia Capgemini cho thiy, hon 60%
khach hang chi dénh gia trai nghiém chatbot & mirc trung binh va 61% timg chuyén sang lién hé nhan vién
do khong hai long v6i chatbot. Diéu nay cho thiy, khoang cach giita ning luc cong nghé va gia tri khach
hang thuc sy cdm nhan.

Tai Viét Nam, chatbot va tro 1y Al dang duoc trién khai ngay cang pho bién trén cac nén tang ngan
hang sb. Ch:fmg han, BIDV trién khai Chatbot Al trén BIDV iBank tir thang 3/2024, hoat dong 24/7 trén
Web va Mobile App vai thoi gian phan hdi duéi 5 gidy (BIDV, 2024); TPBank ciing (mg dung tro 1y do
T’Aio trong hd trg khiach hang. Sy phat trién nay cho thdy chatbot dang trd thanh mot kénh twong tac truc
tiép gitra khach hang va ngan hang. Trong linh vyc tai chinh - ngan hang, cic yéu cau vé do chinh xac,
kha nang dap ung, bao mat, do tin cdy va sy thuén ti€n khién sy hai long tré thanh ti€u chi quan trong dé
danh gia hi¢u qua chatbot.

TP. Hué 1a dia ban phu hop dé nghién ctru van dé nay khi dang ddy manh phat trién kinh té sb va dich
vu s6. Vi dién tir Hue-S, ra mit nam 2022, di dugc tich hop voi 40 ngan hang va hd trg thanh toan QR
tai hon 150.000 diém chap nhan thanh toan trén toan qudc. Tuy nhién, sy hai 10ng ctia khach hang dbi véi
chatbot ngan hang tai Hué chua dwoc nghién ciru mot cach hé théng (Uy ban Nhan déan tinh Thira Thién
Hué, 2022). Vi vay, nghién ctru duoc thuc hién nham xac dinh va do luong cac yéu t6 anh huong dén su
hai 10ng ctia khach hang tai TP. Hué khi sir dung chatbot ngan hang. Két qua ky vong bé sung bang chimng
thuc nghiém vé hanh vi khach hang trong ngan hang s6, dong thoi dé xuat ham y quan tri giup ngan hang
ning cao chat lugng chatbot va trai nghiém khach hang.

2. Co s 1y thuyét, mé hinh nghién ciru va phwong phap nghién ciru

2.1. Co 56 Iy thuyét va mé hinh nghién ciru

2.1.1. Chatbot ngdn hang (Banking Chatbots)

Chatbot la chuong trinh may tinh ung dung Tri tu¢ nhan tao (Al) va X ly ngdn ngit tu nhién, c6 kha
ning dam thoai va tuong tac tryc tiép véi con ngudi thong qua giao dién van ban (text) hodc giong noi
(voice) (Quynh Huong & Hiru Binh, 2022). Trong linh virc ngan hang, chatbot duoc tng dung chu yéu dé
cung cip thong tin, hd tro giao dich, giai dap thic mic va chim soc khach hang.

2.1.2. Sy hai long cua Khach hang (Customer Satisfaction - CS)

Su hai 1ong cta khach hang 13 trang thai cam xutc hodc danh gia tong thé mang tinh tich cuc clia nguoi
dung sau qué trinh trai nghiém dich vu so v6i nhirng ky vong ban dau ma ho dt ra (Oliver, 1980; Evans et al.,
2000). Trong bdi canh ngan hang sd, su hai long phan 4nh muc d6 dap tng cua Chatbot vé tc do, tinh chuén
xac, su tién 191 va cam giac an tdm ma né mang lai cho khach hang (Park et al., 2020; Al-Oraini, 2024).

2.1.3. M6 hinh nghién ciru dé xudt

Ttr tong quan nghién ciru va cac nén tang 1y thuyét, nghién ciru nay dya nén tang cua 2 mé hinh: Mo
hinh Thanh cong Hé théng Thong tin (IS Success Model - DeLone & McLean, 1992, 2003) va M6 hinh
Chap nhan Cong nghé (Technology Acceptance Model - TAM - Davis, 1989) va ké thira cac nghién ctru
thuc chtng di trude, tac gia dé xuat khung mé hinh nghién ctru gdbm: 7 nhan té tac dong truc tiép dén Su
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hai 1ong cua khach hang tai thanh phd Hué ddi voi chatbot ngan hang: chat lugng thong tin (IQ), chat
luong hé théng (SQ), chit lwong dich vu (SVQ), su hitu ich cam nhan (PU), sy d& sir dung cam nhén (PE),
tri tué cam xtc nhan tao cam nhin (PAE) va cam nhan rui ro bao mat (PSR). M6 hinh nghién ctru d& xudt
nhu sau:

So d0 1. M hinh nghién ctru dé xuit

[ Chét lvong thang tin (IQ) ) Hi
( Chét lvong hé thdng (SQ) ) Hops)
( Chét lwong dich vu (SVQ) ) Hs
Sw hai long
( Sw hiru ich cdm nhan (PU) )7 Hae) cua khach hang vé
chatbot ngan hang
( Sw dé sir dung cdm nhan(PE) ) Hsy
( Tri tué cdm xuc nhan tao cdm nhan (PAE) ) Hes
( Cam nhan rai ro bao mat (PSR) ) Hze)

Nguon: Tong hop va dé xudt ciia nhém tdc gia

Céc gia thuyét nghién ctru:

HI: Chdt heong théng tin c6 danh hiong tich cwc dén sw hai long ciia khach hang vé chatbot.

H2: Chat lwong hé thong cé anh huong tich cwc dén sw hai long ciia khdch hang vé chatbot.

H3: Chdt lwong dich vu c6 dnh huwong tich cuc dén sw hai long cua khdach hang vé chatbot.

H4: Sy hitu ich cam nhdn co anh huwong tich cuc dén sy hai long cua khach hang vé chatbot.

HS5: Su dé sir dung cam nhdn co anh huwong tich cuc dén sy hai long cua khach hang vé chatbot
ngdan hang.

H6: Tri tué cam xuc nhdn tgo cam nhdn co anh huong tich cuc dén su hai long cua khach hang vé
chatbot ngdn hang.

H7: Cam nhan riui ro bao mat co anh huong tiéu cuc dén suw hai long cua khdach hang vé chatbot
ngan hang

2.2. Phwong phdp nghién ciru

Nghién ctru sir dung phuong phap dinh luong, két hop nghién ctru dinh tinh & giai doan dau dé didu
chinh thang do cho phu hop véi bdi canh chatbot ngan hang tai thanh ph Hué. Thang do dugc ké thira
tlr cac nghién ctru trude va diéu chinh thong qua thao luan véi chuyén gia va khao sat thir. Dir liéu chinh
thire duoc thu thap bang bang hoi khao sat khach hang da sir dung chatbot ngan hang tai TP. Hué, sir
dung thang do Likert 5 mic d9. Nghién ciru dinh lwgng chinh thtrc dya trén cach tinh ¢& miu cua Bolen
(1989), téng tham s6 do ludng trong mé hinh 1 28, nén ¢ mau téi thiéu 1a 140 (ty 1& 5:1). Nhitng quy
tac kinh nghiém khac cho phan tich nhan t6 1a cdn c6 mau it nhat 200 quan sat (Gorsuch, 1983). Trong
bai, tong s6 mau hop 18 dwa vao phén tich 1a 230. V&i phuong phap chon mau thuan tién, nghién ctru
da khao sat khach hang thong qua bang cau hoi tir thang 2/2026 dén thang 5/2026. Dit liéu duoc phan
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tich bang Cronbach’s Alpha, phan tich nhan t5 kham pha (EFA) va hdi quy tuyén tinh nham danh gia d6
tin cay thang do va kiém dinh cac gia thuyét vé cac nhan t6 anh huong dén sy hai 1ong ctia khach hang.

3. Két qua nghién ciru va thao luin

3.1. M6 ti méu

Mau dugc phan bd véi nam chiém 42,6% va nit chiém 57,4%. Phan 16n nhiing nguoi duoc hoi co do
tuoi tré voi 40% dudi 26 tudi va 33% tir 26 dén 35 tudi, tiép dén tir 36-55 tudi chiém 20,9%, trong khi
khach hang trén 55 tudi chi chiém 6,1%. Hau hét nhitng ngudi dugc hoi (39,6%) ¢ thu nhap binh quan
hang thang tir 5 dén 10 tri¢u dong, trong khi 34,3% c6 thu thap hang thang dudi 5 triéu dong va 26,1% c6
thu nhap trén 10 tri¢u dong.

3.2. Kiém dinh d tin cdy ciia thang do

Qua két qua kiém dinh d6 tin cay thang do 1in cudi bang hé s6 Cronbach’s Alpha cho théy, cac bién cua
mo hinh nghién ctru déu c6 hé s twong quan bién-téng > 0,3 va hé s6 Cronbach’s Alpha > 0,6. Sau khi
loai bo 2 bién: IQ4 va SQ3 do c6 hé sb twong quan bién-tong nho hon 0,3 thi phan tich Cronbach’s Alpha
da gitr lai 26 bién quan sat va tiép tuc dua vao phan tich nhan t kham pha EFA & budc tiép theo.

3.3. Phén tich nhin té khdam phd EFA

Tat ca cac bién doc lap dugce dua vao phan tich nhan té kham pha, ding phwong phap rut trich Principal
Components va phép quay Varimax. Hé s6 KMO 1a 0,825 > 0,5 nén thoéa man yéu cau clia phan tich nhan
t6 (0,5 < KMO < 1) (Hair et al., 2010). Hé s6 Sig. = 0,000 <0,005 cua kiém dinh Bartlett cho biét c6 cac
bién quan sat tvong quan v6i nhau trong téng thé co ¥ nghia thong ké, do dé cac quan sat phu hop cho
viéc phan tich nhan t6.

Tong phuong sai trich (Variance Extracted) giai thich dugc 69,716% su bién thién cua dir liéu, dong
thoi ching to phan tich nhan t6 13 thich hop (69,716 > 50%) (Anderson & Gerbing, 1988). Két qua phan
tich nhan t6 kham pha cho théy, ¢6 7 nhan td duoc rat ra. Cac nhan td nay khong c6 sy xao tron, nén tén
bién duoc gilt nguyén. Hé sd tai nhan td cua 26 bién quan sat doc 1ap déu > 0,5 do d6 cac bién nay c6 do
tin cdy va y nghia thyc tién.

Bang 1. Ma trin xoay nhan t6

Nhan té
1 2 3 5 6 7

PE1 0,860

PE4 0,845

PE2 0,817

PE3 0,795

PU1 0,845

PU2 0,794

PU3 0,765

PU4 0,717

SQ2 0,825

sQ1 0,791

SQ4 0,766
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SvQ1 0,758
SVQ2 0,750
SVQ3 0,743

1Q2 0,828

1Q3 0,714

1Q1 0,665
PSR3 0,856
PSR2 0,832
PSR1 0,725
PAE"1 0,803
PAE2 0,721
PAE3 0,652

Nguon: Két qua phan tich dit liéu diéu tra
3.4. Phan tich hoi quy da bién
Két qua phan tich hdi quy ciia mé hinh sy hai long cua khach hang ¢ thanh phd Hué vé chatbot ngin
hang nhu sau: Gia tri kiém dinh d phii hgp ctia mo hinh F = 87,507 va sig. = 0,000 (< 0,01) nén md hinh
dugc xem nhu phu hop véi tdng thé; hé sb phong dai phuong sai VIF chi dao dong tir 1,028 dén 1,608 (<
2), hé sb Tolerance déu > 0.5, do d6 khong co diu hiéu cua hién tuong da cong tuyén va khong c6 mdi
tuong quan chat ché gitra cac bién doc lap. H¢ s6 R2 hiéu chinh cho théy 7 bién doc 1ap dua vao anh huong
72,6% su bién thién sy hai long ctia khach hang, con lai 14 do céc bién ngoai mo hinh va sai s ngau nhién.
Két qua phan tich ANOVA ¢6 sig. = 0,000 < 0,005 cho thay cic bién trong mé hinh c6 thé giai thich dugc
su thay ddi cua bién phu thudc.

Biang 2. Két qua phén tich hdi quy

Hé s§ Hé s6 Théng ké
Nhan té chwa chuan héa chuan héa t Sig. cdng tuyéen
Hé s6 B | Sai s6 chuan Beta Tolerance VIF
(Constant) 0,590 0,657 0,899 0,370
1Q 0,262 0,040 0,284 6,478 0,000 0,622 1,.608
SQ 0,186 0,031 0,247 6,102 0,000 0,730 1,369
svQ 0,215 0,036 0,252 6,031 0,000 0,687 1,455
PU 0,090 0,028 0,139 3,284 0,001 0,665 1,503
PE 0,004 0,021 0,007 0,209 0,834 0,947 1,056
PAE 0,210 0,039 0,228 5,369 0,000 0,665 1,504
PSR -0,069 0,028 -0,088 -2,504 0,013 0,973 1,028

Nguon: Két qud phan tich dit liéu diéu tra
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Két qua kiém dinh m6 hinh nghién ctru & Bang 2 cho thay, c6 6 nhan t6 dua vao mé hinh ¢ ¥ nghia (sig
<0,05), tirc 1a ca 6 gia thuyét H1, H2, H3, H4, H6 va H7 dugc chip nhan, nhan té PE (Sig. = 0,834>0,05)
nén bac bo H6, tirc 1a bién nay khong cé tac dong dén bién phu thudc CS trong md hinh nay. Do do,
phuong trinh hdi quy chuan héa nhu sau:

CS = 0,284*1Q+ 0,252*SVQ + 0,247*SQ + 0,228*PAE + 0,139*PU - 0,088*PSR

Phuong trinh hoi quy cho thay, c6 6/7 gia thuyét nghién ciru dugc chap nhan (Hi, Hz, Hs, Ha, Hs,
H-) va 1 gia thuyét bi bac bo (Hs bi bac bo do bién PE c¢6 Sig. = 0,834). Chat lugng thong tin (IQ)
doéng vai tro quyét dinh 16n nhat dén sy hai 1ong, tiép theo 1a chat luong dich vu (SVQ) va chat luong
hé théng (SQ). Piéu nay khang dinh nhom mé hinh c¢6t 16i ctia DeLone & McLean (2003) van gii
nguyén gia tri vitng chic trong ky nguyén ngan hang s6. Thém vao d6, sy xuét hién cia tri tué¢ cam
xtic nhan tao cam nhan (PAE) véi tac dong manh mé& (P = 0,228) cho thay khach hang hién dai khong
chi doi hoi chatbot xtr 1y thong tin thé ma con can sy ddng cam, ca nhan hoa trong giao tiép. Nguoc
lai, cAm nhén rui ro bao mat (PSR) 14 rao can kéo giam sy hai long cua nguoi dung. Viée bién Sy dé
st dung (PE) khong c6 tac dong cho thdy véi nhom mau da phan 1a nguoi tré (73% dudi 35 tudi), viée
thao tac giao dién hop thoai tro chuyén da tr¢ thanh mot k¥ nang méc dinh, khong con la yéu td tao
nén sy hai long khac biét.

4. Két luan va giai phap

Nghién ctru dd hé théng hoa co so 1y thuyét va danh gia thuc nghiém cac nhan té anh huéng dén su hai
long cua khach hang tai TP. Hué vé chatbot ngan hang.

Dua trén két qua hoi quy, cac ngan hang can tap trung vao cic giai phap sau:

Thir nhdt, nang cao chét luong thong tin bang cach xay dung co sé dit liéu ddng bo, bao dam thong tin
chinh xac, dﬁy du va cap nhat.

Thir hai, cai thién chat luong dich vu, gitp chatbot dap tmg linh hoat nhu cau khach hang va c6 co ché
chuyén tiép nhanh dén nhéan vién khi phat sinh van dé phic tap.

Thir ba, nang cao chit luong hé théng, bao dam hoat dong on dinh 24/7, phan hoi nhanh va déng bd
trén Website, Mobile App va cac nén tang lién két.

Thir tu, phat trién kha nang twong tic théng minh thong qua Generative AI va NLP, giup chatbot nhan
dién t6t hon ngir canh va nhu ciu cta khach hang.

Thir ndm, gia ting tinh hitu ich cam nhan bang cach t6i uu hoa thao tac, ca nhan hoa dich vu va cha
dong hd trg nhu nhéc hoéa don, canh bao sb du va dé xuat phu hop.

Thik sdu, ting cudng bao mat va giam rii ro cam nhan thong qua bao vé dir liéu ca nhan va truyén thong
minh bach vé chinh sach bao mat, qua d6 cung ¢ niém tin ctia khach hang m

Loi cam on:
Chiing t6i xin chin thanh cim on Ban Gidm hiéu Truwong Pai hoc Kinh té, Pai hoc Hué da tdi tro cho
nghién ciru nay (ma sé DHKT2025-02-28).
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