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Tém tit:

Nghién ciru nay hé thong héa co sé Iy ludn vé tac déng cia sw hop tdc giita tri tué nhan tao (AI) va con
nguoi dén hiéu sudt cong viéc cua nguoi lao dong, dua trén viéc tich hop Iy thuyét dua trén ngu(;n tri thire,
Iy thuyét hé thong kjj thudt - xd héi va khung xa héi héa t6 chire, cing bang chirng thuwe nghiém quoc té va tai
Viét Nam. Két qud tong quan cho thdy, chia sé tri thitc trong té chirc va nang e sé/ndang luc Al ciia nguoi
lao dong la 2 yéu 6 quan trong thuc dcfy sw hop tac hiéu qud voi Al ter do cai thién hiéu sudt nhiém vu, hiéu
sudt theo ngit canh va han ché hanh vi phan néing sudt. Trén co s¢ d6, nghién civu dé xudt mot s6 goi y thire
hanh & cdp a6 cd nhan va t6 chirc nham givip nguwoi lao dong Viét Nam lam viée hiéu qua hon cing AL

Tw khéa: tri tué nhan tao, hop tac gitva AI va con nguoi, hiéu sudt cong viéc, chia sé tri thirc, nang luc 56

The impact of human-AlI collaboration on employee work performance:
Recommendations for working effectively with Al

Abstract:

The rapid development of artificial intelligence (Al) is fundamentally transforming the way employees
perform their daily work. However, most existing studies remain focused on the organizational level and
have not sufficiently clarified the mechanisms through which individual-level human-AI collaboration affects
work performance. This review systematically synthesizes the theoretical foundations concerning the impact
of human-Al collaboration on employee work performance by integrating the Knowledge-Based View,
Socio-Technical Systems Theory, and the Organizational Socialization Framework, together with empirical
evidence from international and Vietnamese studies. The review indicates that organizational knowledge
sharing and employees’digital and Al literacy are two important factors that facilitate effective collaboration
with Al, thereby improving task performance and contextual performance while reducing counterproductive
work behavior. Based on these findings, the study proposes several practical recommendations at both the
individual and organizational levels to help Vietnamese employees work more effectively with AL
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1. Dit van dé

Tri tué nhan tao (AI) dang tro thanh mot trong nhirng cong nghé cé tinh dot pha nhat dbi véi hoat dong
cua to chuc trong 2 thap nién qua, c6 mat tai hau hét cac chuc nang cong viéc, tir van hanh, cham soc
khach hang dén phan tich dir liéu, soan thao van ban va sang tao ndi dung (Chowdhury, Budhwar, Dey,
Joel-Edgar, & Abadie, 2022). Khac véi cac lan song cong nghé trude day von chi yéu ty dong hoa céc tac
vu lap lai, cac ing dung Al hién nay - dac biét 1a Al tao sinh - ¢6 kha nang ho tro, goiy va tham chi déng
thuc hién nhitng cong viéc doi hoi tu duy, phan doan va sang tao, dit ra yéu ciu mai vé cach con ngudi
phdi hop voi Al trong qua trinh lao dong, thay vi chi don thuan van hanh cong cu.

Nhiéu nghién ctru thyc nghiém gan day cho thay viéc t6 chic tmg dung Al c6 mdi quan hé tich cuc
v6i cac chi sb két qua hoat dong nhu ning suét, hiéu qua va sy hai 1ong ctia khach hang (Al-Momani et
al., 2025; Lutfiani et al., 2025). Tuy nhién, phz‘in 16n cac nghién ctu nay tiép can Al & cép do to che,
trong khi khoang trong 1y ludn quan trong nim & cap do ca nhan ngudi lao dong - chu thé truc tiép
khai thac, st dung cac ing dung Al trong cong viéc hing ngay cta minh (Olan et al., 2022). Viéc trang
bi cong nghé Al cho t6 chirc khong tu dong chuyén hoa thanh hiéu suat cong viéc néu nguoi lao dong
thiéu hiéu biét, k§ ning va niém tin can thiét dé hop tac hiéu qua voi Al (Makarius, Mukherjee, Fox,
& Fox, 2020).

Tai Viét Nam, mtrc d6 ing dung Al trong doanh nghiép dang ting nhanh nhung thiéu hut ning luc
s6/ning lyc sir dung Al cia ngudi lao dong van 13 rao can 16n nhat. Theo khao sat cia Amazon Web
Services, ¢6 toi 55% doanh nghiép bi can tré md rong tmg dung Al vi thiéu nhan sy c6 k§ niang phi hop,
va chi 24% doanh nghiép tu danh gia doi ngii hién tai c¢6 dii niang luc Al can thiét (Lam Thao, 2026).
Diéu nay cho thay, cau hoi then chdt khong chi 1a t6 chire ¢6 trién khai Al hay khong, ma 1a ngudi lao
dong hop tac voi Al nhu thé nao, va nhitng nhan té nao gitp sy hop tac d6 chuyén hoa thanh higu suat
cong viéc thuc chat.

Xuét phat tir thyc tién trén, nghién ctru nay thuc hién tong quan 1y luan vé tic dong ciia sy hop tac giita
Al va con ngudi dén hiéu suat cong viéc ctia ngudi lao dong, trén co so tich hop cac khung 1y thuyét nén
tang va bang ching thuc nghiém qudc té, trong nudc. Trén co sd d6, nghién ciru dé xuat mot sd goi ¥ thuc
hanh gitp nguoi lao dong va td chirc tai Viét Nam lam viéc hiéu qua hon cing Al

2. Co s6' 1y ludn vé tac dong ciia sy hop tac giira tri tué nhin tao va con ngudi dén hiéu suit
cong viéc

2.1. Quan diém vé sw hop tic giiva Al va con ngwoi trong cong vigc

Hop tac giira Al va con nguoi duogc hiéu 1a mic d6 nguoi lao dong hiéu biét, co ky ning va tin tuong dé
chu dong phdi hop, khai thac cac cong cu/img dung Al trong cong viéc hang ngay ctia minh (Chowdhury
etal., 2022). Khai niém nay khac vé ban chat so voi viée st dung Al don thun - von chi phan anh tan suit
hodc mirc d thao tac cong cu ma khong ham ¥ chét lugng phdi hop - va khic voi sy chap nhan cong nghé
n6i chung theo cac md hinh TAM/UTAUT, vén do y dinh sir dung ma khong dic thu cho ban chat phdi
hop nhiém vu giita ngudi va AL Theo do6, sy hop tac ndy bao gdm 3 cAu phan gin két chit ché, hiéu biét
vé Al - nhén thirc ding vé kha nang va gi6i han ciia h¢ thong, k¥ ning Al - kha ning thao tac, dién giai
va danh gia két qua du ra va niém tin vao Al - sy sdn 1ong dua vao Al trong qua trinh ra quyét dinh cong
viéc (Chowdhury et al., 2022). 3 cdu phin nay cing quyét dinh mtc d6 ngudi lao dong thuc sy 1am viée
cung Al nhu mdt dbi tac hd tro, thay vi né tranh hoac st dung mot cach hinh thuc.
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2.2. Cdc Iy thuyét nén ting

Co s ly luan vé hop tac giita Al va con nguoi trong cong viée dugc xay dung trén 3 khung 1y thuyét
b tro 1an nhau.

Thit nhat, 1y thuyét dua trén ngudn tri thirc (KBV) ctia Grant (1996) coi tri thirc 1a ngudn luc chién luoc
quan trong nhét ciia to chirc, va viée chia sé, tich hop tri thie giira cac thanh vién 1a co ché trung tim tao
ra nang lyc canh tranh (Grant, 1996). Khi ap dung vao bdi canh AL, KBV 1y gii vi sao chia sé tri thirc vé
Al trong t6 chirc - thong qua dao tao, hudng dan thyc hanh, trao doi kinh nghiém giira dong nghiép - 1a
tién dé dé c4 nhan nguoi lao dong phat trién hiéu biét va k¥ nang can thiét.

Thir hai, 1y thuyét hé thong k¥ thuat - xa hoi (STS) nhdn manh, hiéu qua cua mot cong nghé nhu Al
khong chi phu thudc vao nang lyc ky thuat cia hé théng, ma con phu thudc vao sy tuong thich gitra h¢
thdng k¥ thuat d6 véi hé thong xa hoi xung quanh né - con ngudi, quy trinh lam viéc va vin hoa to chirc
(Trist & Bamforth, 1951). Theo tiép can STS, mot tb chic trang bi cong cu Al tién tién nhung khong didu
chinh quy trinh 1am viéc, khong dao tao nhan su twong ng s& khé chuyén hoa dau tu cong nghé thanh
hiéu suét thuc chat.

Thir ba, khung xa hoi hoa t6 chirc (OSF) cua Makarius va cong su (2020) mé ta qué trinh ngudi
lao dong duogc xa hoi hoa véi Al - tuong ty hoa nhap mot thanh vién mai vao to chuec - thong qua chia
sé tri thirc va 1am rd ky vong vai tro cong viéc (Makarius et al., 2020). 3 khung Iy thuyét nay duogc
Chowdhury va cong sy (2022) tich hop thanh cong trong mdt mé hinh thuc nghiém, khang dinh chia
sé tri thirc t0 chtrc 14 tién td quan trong ciia hiéu biét, k§ ning, niém tin vao Al va su rd rang vai tro
cong viée, qua dé thic day ning luc thich tng linh hoat va két qua hoat dong cua té chirc (Chowdhury
et al., 2022).

2.3. Hiéu sudt cong viéc ciia ngwoi lao dpng trong boi canh Al

Hiéu suét cong viéc ca nhan l1a khai niém da chiéu, duoc Koopmans va cong sy hé théng ho6a thanh 3
thanh phﬁn trong bd cong cu IWPQ duoc st dung rong rai hién nay gém, (1) hiéu suit nhiém vu - mirc do
hoan thanh cic nhiém vu dugc giao dung thoi han va dat chat lugng yéu cau; (ii) hiéu suat theo ngit canh
- cac hanh vi chti dong vuot ngoai pham vi cdng viéc chinh thirc, nhu chi dong nhan nhiém vy méi, cap
nhat kién thirc, dé xuat giai phap sang tao; va (iii) hanh vi phan ning suét - cac hanh vi gdy anh hudng
tiéu cuc dén to chirc ma nguoi lao dong can han ché (Koopmans et al., 2011; Koopmans et al., 2014).

Khi nguoi lao dong hop tac hiéu qua véi AL ca 3 thanh phan hiéu suét noi trén déu c6 thé duoc cai
thién theo nhiing co ché khac nhau. D6i voi hiéu suét nhiém vy, Al hd trg tim kiém thong tin, xu 1y di
liéu va soan thao ndi dung nhanh hon, gitip hoan thanh khdi lugng cong viéc 16n hon trong cing thoi
gian (Khan, Soomro, & Pitafi, 2025). Dbi voi hiéu suit theo ngit canh, viéc duoc giai phong khoi tac
vu lap lai tao diéu kién danh nhiéu thoi gian hon cho tu duy chién luoc, cham soc khach hang phtrc tap
hoic cai tién quy trinh. Olan va cong su (2022) khang dinh AI c6 thé dong vai trd nhu mot cong cu chia
sé tri thirc, qua do cai thi¢n hié¢u suét 1am viéc ctia nhan vién (Olan et al., 2022); Khan va cong su (2024)
cling chirng minh viéc sir dung Al tai noi lam viéc thic dy hiéu suat nhan vién thong qua co ché trung
gian la chia s¢ tri thirc va gén két cong viéc. Nguoc lai, néu su hop tac voi Al thiéu dinh hudng - nhu
phu thudc qua mire vao két qua AI ma khong kiém chtng, hodc dung Al dé né tranh trach nhiém - c6 thé

lam gia tang hanh vi phan nang suit, ddy 1a khia canh can tiép tuc lam rd.
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2.4. Chia sé tri thirc t6 chirc va nang lwe sé/néng lue siv dung AI

Bén canh co ché chia sé tri thirc t6 chirc di dé cap, nang lyc sd/ning luc sir dung Al ctia ban than nguoi
lao dong ngay cang duoc chimg minh c6 vai tro tién dé quan trong ddi véi hiéu suat cong viéc trong bdi
canh AI hoa. Van Laar va cong su (2020) hé thng héa nang luc s6 thanh mét cau trac da chiéu gdm ky
ning k¥ thuat, k¥ nang thong tin, k¥ ning giao tiép, k¥ ning sang tao ndi dung s6 va k¥ ning giai quyét
véan dé trong moi truong sb - nén tang quyét dinh mtrc d6 va hidu qua nguoi lao dong khai thac cong nghé
sb noi chung va Al néi riéng (Van Laar, Van Deursen, Van Dijk, & De Haan, 2020). Gan day, Lee va Jeon
(2025) kiém dinh tryc tiép mdi quan hé giita ning luc Al ctia nhan vién va hiéu sudt cong viéc tai Han
Qudc, cho thay nang lyc Al vira c6 tic dong truc tiép, vira 1a bién trung gian giita céc tién t6 to chic va
hiéu suét cong viéc ca nhan (Lee & Jeon, 2025).

Su két hop gitta 2 nhan td nay - chia sé tri thirc & cép do td chirc va nang luc s6 & cép d6 ca nhan - tao
thanh 2 tru ¢t bo tro 13, to chire tao diéu kién nhu co ché, chinh sach, dao tao, trong khi nang luc sb quyét
dinh mirc d6 ca nhan thyc su hz”ip thu va van dung dugc cac diéu kién d6 vao cong viéc cy thé. Thiéu mot
trong 2 tru ¢t nay, su hop tac giita Al va con ngudi khé chuyén hoa thanh hiéu sudt cong viéc bén ving.

2.5. Bing chirng thuc nghiém quoc té va tai Viét Nam

O cép do to chuc, nhiéu nghién cuu thuc nghiém quéc té khfmg dinh mbi quan h¢ tich cuc gitta ung
dung Al chia sé tri thirc va két qua hoat dong: Olan va cong sy (2022) cho thay, ban than viéc trién khai
cong nghé Al 1a chua dii dé cai thién két qua hoat dong néu thiéu co ché chia sé tri thirc hidu qua (Olan et
al., 2022); Lutfiani va cdng su (2025) xac nhan van hoa td chuec, su ung ho cua lanh dao va nang luc ky
thuat tac dong dén viéc chép nhan Al, qua d6 anh hudng dén nang suét va hiéu qua (Lutfiani et al., 2025);
Al-Momani va cong su (2025) nhén manh viéc tich hop Al voi hé théng tinh bao kinh doanh nhu mdt co
ché khuéch dai gi tri ciia Al (Al-Momani et al., 2025).

Tai Viét Nam, mot sd nghién ctu trong nudc budce dau ghi nhan thuc trang ung dung Al theo tung
nhoém nhén su, Nguyén Hoang Phuong Hiéu va Lai Dodn Anh Tuén (2024) khao sat mirc do sir dung Al
cua nhan sy marketing nganh ban ¢ truc tuyén tai Thanh phé H6 Chi Minh, ghi nhan muc do khai thac Al
con phan hoa theo ning lwc sb ¢4 nhan (Nguyén Hoang Phuong Hiéu & Lai Dodn Anh Tuén, 2026); Pham
Hong Long, Lé Thi Tam, va Lé Thi Phuong (2024) nghién ctru tmg dung Al trong quan tri ngudn nhan
luc, chi ra ca tiém ning lan rao can (Pham Héng Long, Lé Thi Tam, & L& Thi Phuong, 2024); Vi Thi Mai
(2025) cung cap bang ching thuc nghiém ban dau vé anh huong cua ung dung Al dén két qua 1am viéc
theo bbi canh ciia nhan vién Tap doan Viettel (Vii Thi Mai, 2025). Pang cht y, khdi doanh nghiép khoi
nghi¢p Viét Nam - noi két qua hoat dong phu thude nhiéu vao sy chu dong ca nhan - la nhém Gng dung Al
nhanh va siu nhét, v6i 55% doanh nghiép da ing dung Al duéi mét hinh thirc nao d6 (Lam Thao, 2026),
dong thoi ciing chiu ap lyc 16n nhét vé thiéu hut nang luc s6 nhan sy. Cac nghién ciru quéc té gan day ciing
khéng dinh Al c6 vai tro dédc biét quan trong véi nhom doanh nghiép linh hoat cao, phu thudc 1én vao nang
luc ting ca nhan (Al-Mamary, 2025; Alsharah, 2025).

Nhin chung, bang chimg hién c6 cho thdy mot cach nhét quén, (i) chia sé tri thirc t6 chirc va nang luc
s6 ca nhan 1a 2 tién t6 quan trong cta su hop tac hiéu qua gitta Al va con ngudi; (ii) sy hop tac nay cé tiém
nang cai thién hi¢u suét cong viéc & ca ba khia canh nhiém vy, ngir canh va han ché hanh vi phan nang
sudt; va (iii) tai Viét Nam, khoang trong 16n nhét hién nay khong nam & viéc tiép can cong nghé Al, ma

nam & nang lyc ctia ngudi lao dong dé khai thac cong nghé d6 mot cach hiéu qua.
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3. Pé xuit goi y 1am viéc hiéu qua cung Al

3.1. Poi véi cd nhin ngwoi lao dpng

Trén co s& 1y luan va bang ching thyc nghiém da trinh bay, nghién ctru dé xuat mot s6 goi y thuc hanh
& cap d6 ca nhan ngudi lao dong dé lam viéc hiéu qua hon cung Al

Thir nhat, chu dong nang cao nang luc sb va hiéu biét vé AL Nguoi lao dong nén tim hiéu nguyén 1y
hoat dong co ban, kha nang va gioi han cta cac cong cu Al dang dung, thay vi chi st dung theo thdi quen
hodc bt chudc dong nghiép. Hiéu rd Al lam t6t diéu gi? - Vi du, tong hop thong tin, tao ban nhap, phat
hién mau hinh di liéu, va con han ché diéu gi - chéng han, danh gia bbi canh phtc tap, chiu trach nhiém
dao dtic, giup phan cong cong viéc hop ly gitia ban than va Al

Thir hai, rén luyén k¥ nang dat yéu cau va dién giai két qua dau ra cua Al - prompting va danh gia phan
bién. Chat luong hop tac v6i Al phu thudc 16n vao kha niang dién dat yéu cau rd rang, da bdi canh, dong
thoi biét kiém ching va diéu chinh két qua Al trudce khi st dung, thay vi chdp nhan thu dong.

Thit ba, xay dyng niém tin c6 hiéu chinh vao AL Nguoi lao dong can tranh 2 thai cuc: phu thudc qua
mirc vao Al lam giam tu duy phan bién, hodc hoai nghi/né tranh AT khién bo 1§ co hoi cai thién hiéu sudt.
Mirc d6 tin tuong hop 1y nén duya trén viéc ddi chiéu két qua Al véi kién thirc chuyén mén va kinh nghiém
thuc té.

Thir tir, cht dong chia sé kinh nghiém sir dung AI voi dong nghiép. Vi chia sé tri thirc t chuc 1a tién
t6 quan trong cua sy hop tac hiéu qua voi A, mdi c4 nhan vira 1a ngudi tiép nhan vira 1a ngudi lan toa tri
thirc, gop phan ning cao ning lyc chung cta ca nhom/to chirc.

Thir néim, tap trung nguodn luc duoc giai phong vao cong viée tao gid tri gia ting cao. Khi AI dam nhiém
cac tac vu lap lai, nguoi lao dong nén danh thoi gian cho tu duy chién luge, xay dung quan hé, giai quyét
van dé phirc tap - nhirng ning lyc AI kho thay thé va 1a ngudn gdc bén vitng ctia hiéu suét theo ngir canh.

3.2. DPoi véi to chirc/doanh nghiép

O cép do td chtre, dé tao diéu kién cho nguoi lao dong hop tac hi¢u qua voi AL, mot sb goi y dugc dé
xuat nhu sau.

Thir nhat, xay dung co ché chia sé tri thirc vé Al c6 hé théng, thong qua dao tao ndi bd, cong déng thuc
hanh, dién dan chia sé kinh nghiém theo ting vi tri cong viéc, thay vi chi cung cip céng cu ma khong co
huéng dan - pht hop ham y cua Iy thuyét dua trén ngudn tri thirc (Grant, 1996) va khung xa hoi hoa t6
chtrc (Makarius et al., 2020).

Thir hai, dau tu dao tao niang luc s6/Al literacy phan ting theo nhu cau cong viéc, thay vi ap dung
chuong trinh déng nhét cho moi vi tri. V&i thuc trang chi 24% doanh nghiép Viét Nam tuy danh gia
ddi ngii c6 du nang luc Al can thiét (Lam Théo, 2026), day 1 vu tién dau tu c6 kha ning mang lai hiéu
qua cao.

Thir ba, thiét ké lai quy trinh va cong viéc theo huéng két hop ngudi - Al thay vi chi don thuan “cdy
thém” cong cu Al vao quy trinh cii. Theo tiép can hé thong k¥ thuat - x hoi, to chirc cin ra soat phan cong
cong viéc gilta con ngudi va Al 1am rd vai tro, trach nhiém va diém kiém soat ciia con nguoi voi cac quyét
dinh quan trong.

Thir tu, xdy dung chinh sach str dung Al ¢6 trach nhiém, gdm nguyén tic bao mat thong tin, kiém ching
két qua Al trudc khi sir dung chinh thirc, va ranh gi6i trach nhiém khi c6 sai sot lién quan dén Al - gitip

nguoi lao dong yén tam hop tac voi Al
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Thit nam, thiét 1ap co ché do luong va phan hoi hiéu suét cong viée gin vé6i viée sir dung Al gitip to
chtrc nhan dién sém céc truong hop hop tac Al - con ngudi thiéu hiéu qua dé kip thoi didu chinh dao tao
va ho trg.

4. Két luan

Nghién ctru tong quan co s& 1y ludn vé tac dong cua su hop tac giita tri tué nhan tao va con ngudi dén
hiéu suét cong viéc ciia nguoi lao dong, trén co s tich hop 1y thuyét dua trén ngudn tri thire, 1y thuyét
hé théng k¥ thuat - xa hoi va khung xa hdi hoa td chre, cung b?mg chting thyc nghiém quéc té va tai Viét
Nam. Két qua tong quan cho thay, hi¢u suit cong viéc khong tu dong cai thién khi to chirc trang bi cong
nghé Al, ma phu thudc vao mtrc dd nguoi lao dong thuc sy hop tac hiéu qua voi Al - dugce thuc déy baoi
hai tién té then chdt 1 co ché chia sé tri thirc cua t6 chie va ning luc sd/ning luc sir dung Al ctia ban than
nguoi lao dong.

Trén co s& d6, nghién ciru dé xudt cac goi ¥ thuc hanh & ca cap do ¢4 nhan - chi dong ning cao ning
lyc 0, rén k¥ ning dat yéu cau va dénh gia phan bién Al xdy dung niém tin cé hiéu chinh, chia sé kinh
nghiém, tap trung vao cong viéc gia tri gia ting cao, va cip do to chirc - xay dung co ché chia sé tri thirc,
dau tu dao tao nang luc sb phan tﬁng, thiét ké lai cong viéc theo hudng két hop nguoi - Al, ban hanh chinh
sach str dung Al 6 trach nhiém, thiét 1ap co ché do luong - phan héi. Pay 1a nhimng goi ¥ ¢o tinh thyc tién
cao trong bdi canh Viét Nam, noi mirc do ung dung Al dang ting nhanh nhung ning luc sé cta nguoi lao
dong con 1a rao can dang ké.

Nhitng phat hién tong quan nay ciing goi mé huéng nghién ciru tiép theo, dic biét 1a cac nghién ciru
thyc nghiém dinh lugng kiém dinh truc tiép mbi quan h¢ gitra sy hop tac Al - con nguoi va cac thanh phﬁn
hiéu suit cong viéc tai ting nhom nganh, nhom nghé cu thé & Viét Nam, cling nhu vai tro diéu tiét cua

nang luc so trong cac moi quan hé nay m
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