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Tém tit:

Nghién ciru danh gid tic dong cia trai nghiém khach hang dwa trén tri tué nhan tao (AI-CX) dén gid
tri thiwong hiéu ciia cdac doanh nghiép ban 1é truc tuyén tai Viét Nam. Sir dung phwong phdp nghién
ciru dinh lwong véi dir liéu thu thdp tir 318 ngueoi tiéu ding mua sdm trén cdc san thiwong mai dién tir
(Shopee, TikTok Shop, Lazada, Tiki) va ky thudt phén tich mé hinh cdu triic tuyén tinh binh phwong téi
thiéu mét phan (PLS-SEM), két qua kiém dinh khang dinh ca 4 thanh t6 ciia AI-CX (Tinh cd nhdn héa,
Twong tac thong minh, Tién loi & Téc dé, An toan di liéu) déu cé tac dong tich cuc dén cdc thanh t6
cdu thanh gid tri thwong hiéu (Nhan biét, Chat lwong cam nhdn, Hiép twong thwong hiéu), tir d6 thiic
ddy Long trung thanh thiwong hiéu (R? = 58,2%). Trén co s¢ d6, bai bdo dé xudt hé thong gidi phdp quan
tri cho doanh nghiép bdn 1é nham thiic ddy phat trién thwong mai so bén viing.

Tw khoéa: tri tué nhan tao, gia tri thuwong hiéu, ban lé truc tuyén, trai nghiém khach hang, quan tri
doanh nghiép

The impact of artificial intelligence-based customer experience (AI-CX) on
online retail brand equity in Vietnam

Abstract:

This study evaluates the impact of artificial intelligence-based customer experience (AI-CX) on the brand
equity of online retail enterprises in Vietnam. Using a quantitative approach, data were collected from
318 consumers shopping on Shopee, TikTok Shop, Lazada, and Tiki and analyzed using PLS-SEM. The
results confirm that all four AI-CX dimensions: personalization, intelligent interaction, convenience and
speed, and data security, positively affect the components of brand equity, including brand awareness,
perceived quality, and brand associations, thereby strengthening brand loyalty (R? = 58.2%). Based on
these findings, the study proposes managerial solutions for online retailers to support the sustainable
development of digital commerce.

Keywords: AI-CX, artificial intelligence, brand equity, CBBE, online retailing, customer experience,
business management, PLS-SEM
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1. Dit van dé

Trong boi canh bung nd thuong mai dién tir va chuong trinh chuyén d6i sé qudc gia tai Viét Nam, cac
doanh nghiép ban 1¢é truc tuyén d6i mat véi ap luc canh tranh gay git, doi hoi phai xay dung gié tri thuong
hiéu dua trén khach hang (CBBE) dé duy tri loi thé bén virng. Su phat trién cua Al d3 tai dinh hinh hanh
trinh mua sdm qua cac diém cham trai nghiém khach hang dya trén AI (AI-CX) nhu c4 nhan hoa thoi gian
thuc hay tro 1y 4o théng minh. Tuy nhién, cic nghién ctru trong nudc hién chi yéu tap trung vao y dinh
chép nhan cong nghé hodc sy hai 1ong ngan han, bé ngo khoang tréng vé mdi quan hé giira AI-CX, lo ngai
bao mat dit li¢u va tai san thuwong hiéu dai han. Nghién ctru nay duoc thuc hién nham danh gia tac dong
da chiéu ciia AI-CX dén céac thanh t6 CBBE trong nganh ban 1é truc tuyén tai Viét Nam, qua d6 bd sung
luan ctr 1y luan trong ky nguyén sd va dé xuat giai phap thiét thuc cho doanh nghiép ciing nhu cac nha
quan ly chinh sach.

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

2.1 Co 56 Iy thuyét

Ly thuyét Trai nghiém khach hang dua trén Al: Theo Lemon & Verhoef (2016), trai nghiém khach hang
12 mdt qua trinh da chiéu bao gdm nhan thirc, cam xuc, hanh vi va cam giac ctia khach hang trong subt
hanh trinh mua sam. Trong ky nguyén sd, AI-CX dugc hiéu 14 tong hoa cac phan tng nhén thirc va cam
xtc ctia khach hang khi twong tac v6i cac diém cham tich hop cong nghé Al Cu triic AI-CX trong nghién
ctru nay dugce tiép can qua 4 thanh t6 c6t 16i: (1) Tinh ca nhan héa, (2) Tinh twong tac thong minh, (3) Tinh
tién loi & toc dd, va (4) An toan dir liéu & riéng tu.

Ly thuyét Gia tri thwong hiéu dya trén khach hang: Nghién ctru ké thira mé hinh CBBE kinh dién cua
Aaker (1991) va Keller (1993). Gia tri thwong hiéu 1a tdp hop cac tai san va khoan ng gan lién voi thuong
hiéu, lam ting hodc giam gia tri do san pham/dich vu cung cap. Trong nghién ciru nay, CBBE bao gom 4
thanh t6: (1) Nhan biét thuong hiéu, (2) Chét luong cam nhan, (3) Hiép tudng thuong hiéu, va (4) Long
trung thanh thuong hi¢u).

2.2. Mé hinh nghién ciru va gia thuyét

Danh sach cac gia thuyét nghién ciru.

Hla: Tinh c4 nhan hoa (PER) tac dong tich cuc dén Nhan biét thuong hiéu (AWA).

H1b: Tinh twong tic thong minh (INT) tac dong tich cuc dén Nhan biét thuong hiéu (AWA).

H2a: Tinh tién loi & téc do (CAS) tac dong tich cuc dén Chat luong cam nhan (QUAL).

H2b: Tinh twong tac thong minh (INT) tac dong tich cuc dén Chat lugng cam nhan (QUAL).

H3a: Tinh c4 nhan hoa (PER) tac dong tich cuc dén Hiép tuong thuong hiéu (ASS).

H3b: An toan dit liéu & riéng tu (DPS) tac dong tich cuc dén Hiép tudong thuong hiéu (ASS).

H4: Nhan biét thuong hiéu (AWA) tac dong tich cuc dén Long trung thanh thuong hiéu (LOY).

H5: Chét luong cam nhan (QUAL) tac dong tich cuc dén Long trung thanh thuong hiéu (LOY).

H6: Hiép tudng thuong hidu (ASS) tic dong tich cuc dén Long trung thanh thuwong higu (LOY).Nhéan
biét thwong hiéu.

2.3. Phwong phdp nghién ciru

+ Thiét ké nghién ciru: Nghién ctru duoc thyc hién qua 2 giai doan: nghién ctru dinh tinh va nghién

cuu dinh lugng.
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Nghién ctru dinh tinh: Thyc hién thong qua thao luan nhoém tép trung vdi chuyén gia cung nguoi tiéu

dung co tan suat mua sam tryc tuyén thuong xuyén nham dic¢u chinh vén phong, kiém tra tinh rd rang ctua

ngir nghia va dam bao céac thuat ngir phu hop bdi canh Viét Nam.

Nghién ctru dinh luong: Str dung phuong phap khéao sat truc tuyén gui dén nguoi tiéu dung da ting

mua sdm va tuong tic voi cic tinh nang Al trén cac san thuong mai dién tir (TMDT) 16n (Shopee, Lazada,

Tiki, TikTok Shop). Tt ca cac bién quan sat dugc do luong bang thang do Likert 5 diém (1 = Hoan toan

khong ddng ¥; 5 = Hoan toan dong y).

+ Phwong phap ldy mau: Phi xac suat thuan tién két hop gan chi tiéu tai Ha Noi va TP. Ho Chi Minh.

+ Kich thuée mau: Thu thap 350 mau, 1am sach con 318 mau hop 1€ dua vao phan tich chinh thurc.
+ Phdn tich diF liéu: St dung k¥ thuat PLS-SEM (SmartPLS 4.0) dé kiém dinh mé hinh vi phu hop véi

nghién ciru 1y thuyét mo rong, khong yéu cau phan phdi chuan nghiém ngit ctia dit liéu va c6 kha ning

du béo tbt.

3. Két qua va thao luin két qua nghién ciru
3.1. Két qua danh gid mé hinh do luong
3.1.1. Danh gia D¢ tin cdy va Gia tri Hoi tu

Bing 1. Téng hop két qua kiém dinh thang do

Hé s6 tai , Do tin Phwong
£ o o oa iz . Cronbach's AL oA .
Cau trac khai niém Bien quan sat (Outer Albha cay tong sai trich
Loading) P hop (CR) |  (AVE)
Tinh ca nhan hoa PER1, PER2,
(PER) PER3 0,798 - 0,845 0,762 0,863 0,678
Ztr\ﬁ;g tacthong minh |\ r1 INT2, INT3 | 0,802 - 0,854 0,779 0,871 0,693
Tién loi & Téc do CAS1, CAS2,
(CAS) CAS3 0,789 - 0,861 0,768 0,866 0,684
An toan di liéu DPS1, DPS2,
(DPS) DPS3 0,810 - 0,874 0,801 0,883 0,716
Nhan biét thwong AWA1, AWA2,
hiéu (AWA) AWA3 0,805 - 0,838 0,761 0,862 0,675
Chét lwgng cdm nhan | QUAL1, QUAL2,
(QUAL) QUAL3 0,812 - 0,865 0,792 0,878 0,706
Hiép twéong thwong ASS1, ASS2,
hiéu (ASS) ASS3 0,822 - 0,859 0,788 0,876 0,703
Long trung thanh LOY1, LOY2,
(LOY) LOY3 0,843 - 0,891 0,835 0,899 0,748

Nguon: Tac gia

Tt ca cac bién quan sat déu dat tiéu chudn vé hé s tai nhan t6 (Outer Loading > 0,7), d9 tin cdy tong
hop (CR > 0,7), hé s6 Cronbach's Alpha (> 0,7) va tong phuong sai trich (AVE > 0,5).
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3.1.2. DBanh gia Gia tri Phan biét
Chi s6 HTMT (Heterotrait-Monotrait Ratio) dugc str dung. Tat ca cac hé so HTMT gitra cac cap bien
déu < 0,85, khang dinh gia tri phan bi¢t tuy¢t doi gitra cac cau trac khai niém.
3.2. Két qua danh gid mé hinh ciu triic
3.2.1. Kiém dinh cdc Gia thuyét Nghién ciru
Bang 2. Két qua kiém dinh Gia thuyét Mo hinh

Méi quan hé gia thuyét Hé s6 (B) | Do léch chuan t-value p-value Két luan
H1a: PER — AWA 0,382 0,054 7,074 0 Chép nhan
H1b: INT — AWA 0,295 0,058 5,086 0 Chép nhan
H2a: CAS — QUAL 0,421 0,051 8,255 0 Chép nhan
H2b: INT — QUAL 0,314 0,056 5,607 0 Chép nhan
H3a: PER — ASS 0,326 0,057 5,719 0 Chép nhan
H3b: DPS — ASS 0,368 0,053 6,943 0 Chép nhan
H4: AWA — LOY 0,215 0,049 4,388 0 Chép nhan
H5: QUAL — LOY 0,384 0,052 7,385 0 Chép nhan
H6: ASS — LOY 0,312 0,055 5,673 0 Chép nhan

Ngué‘n.’ Tac gia

Str dung k¥ thuat Bootstrapping, két qua cho thay, toan bo gia thuyét déu dwoc hd trg véi mic ¥ nghia
p <0,001 (t-value > 1,96).

3.2.2. Kha nang gidai thich (R"2) va Dy bdo (Q"2)

- Stcc manh giai thich (R"2):

Long trung thanh thuong hiéu (LOY) dat R*2 = 0,582. Nghia 1a cac yéu td tai san thuong hiéu giai
thich dugc 58,2% su bién thién cua Long trung thanh.

Céc bién trung gian AWA, QUAL, ASS c6 R”2 1an luot 14 0,412; 0,485; va 0,436 (muc giai thich trung
binh kha).

- Néang lyc du bao (Q”2):

Chi s6 Blindfolding thu dugc Q"2 LOY = 0,421 > 0, ching minh md hinh ¢é nang luc du bao ngoai
mau rét cao.

2.4. Két qud chinh va ham y quadn tri

3.3.1. Két qua chinh

Yéu té tac dong manh nhat: Tinh tién loi & toc d6 (CAS, Beta = 0,421) 1a dong co 16n nhét thic day
Chét luong cam nhan. Nguoi tiéu ding mua sim truc tuyén danh gia cao cac phan hdi tire thi va quy trinh
tu dong mugt ma.

Mo neo niém tin: An toan dir liéu (DPS, Beta = 0,368) 1a diéu kién tién quyét xay dung Hiép tudong
thuong hiéu tich cyc. Khach hang san sang don nhan AI chi khi thong tin ctia ho dugc bao vé.
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Tao dyng Long trung thanh: Chat lugng cam nhan (Beta = 0,384) dong vai trd quan trong nhét trong
viéc chuyén héa trai nghiém céng nghé thanh Long trung thanh thuong hiéu dai han.

3.3.2. Ham y quan tri doi voi cdc Doanh nghiép Bdn 1é Truc tuyén

Thir nhat, chuyén dich sang Ca nhan hoa chuyén sau (Hyper-Personalization): Nang cép thuét toan
Machine Learning phan tich hanh vi thoi gian thuc va tich hop Generative Al vao Chatbot CSKH xtr ly
ngdn ngit tu nhién tiéng Viét muot ma.

Thir hai, xay dung khung quan tri An toan D@ liéu Khach hang (Data Privacy Governance): Minh bach
hoéa quy trinh thu thap dit li¢u, cho phép khach hang chu dong quén ly tinh nang theo ddi va ap dung cac
tiéu chuan bao mat qudc té (ISO/IEC 27001).

Thir ba, t6i wu hoa hanh trinh mua saim Da kénh (Omnichannel AI Integration): Pong bo trai nghiém
Al gitrta Mobile App, Website, Social Commerce va ting cuong ung dung Al truc quan (Visual Search,
AR Virtual Try-on).

4. Két luan

Nghién ctru chirg minh thue nghiém mdi quan hé tac dong giita AI-CX va CBBE tai thi truong TMDT
Viét Nam. Két qua khang dinh viéc dau tu vao AI-CX 1a huéng di chién lugc gitip doanh nghiép tao dung
long trung thanh bén viing.

Nghién ciru sir dung phwong phap 1dy mau thuan tién tai cac d6 thi 1on nén kha ning dai dién cho cac
viing néng thén con han ché. Cac nghién ctru tuong lai c6 thé mé rong khao sat so sanh theo viing mién
hoic bo sung bién Ning luc sb ciia ngudi tiéu dung (Digital Literacy) 1am bién diéu tiét m
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