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Tém tit:

Tri tué nhan tao (Al) dang dwoc ung dung ngay cang rong rdi trong marketing thong qua phan tich dir liéu,
cd nhdn héa néi dung, dé xudt san pham va twong tdc véi khach hang. Tuy nhién, bén canh loi ich vé hiéu
qua, Al ciing ddt ra yéu cau vé tinh minh bach, tinh xdc thue va niém tin ciia nguoi tiéu ding. Bang phirong
phdp tong quan va phén tich tai liéu trong nuée, quoc té, bai viét xem xét moi quan hé giia marketing iing
dung Al va hanh vi tiéu ding bén viing, dong thoi dé xudt mé hinh gom 8 gia thuyét. Trong mé hinh, tinh
minh bach va tinh xdc thiee diege xem la cdc yéu t6 gép phan hinh thanh niém tin; niém tin dwoc dé xudt gii
vai tré trung gian trong moi quan hé giita cdc nhan thirc nay va hanh vi tiéu ding bén viing. Bai viét ciing
diea ra ham ¥ quan tri vé sit dung AI c6 trach nhiém, minh bach va da trén bang chimg.

Tur khéa: tri tué nhan tao, marketing vmg dung Al tiéu diing bén viing, tinh minh bach, niém tin nguoi tiéu ding

Al-enabled marketing and sustainable consumer behavior: The roles of
transparency, authenticity, and consumer trust

Abstract:

Artificial intelligence (Al) is increasingly being applied in marketing through data analytics, content
personalization, product recommendations, and customer interaction. However, alongside its efficiency
benefits, Al also raises important issues concerning transparency, authenticity, and consumer trust. These
factors are particularly relevant to sustainable consumption because many environmental attributes
of products cannot be directly verified by consumers. Based on a review and analysis of domestic and
international literature, this study examines the relationship between Al-enabled marketing and sustainable
consumer behavior and proposes a conceptual model comprising eight hypotheses. In the proposed model,
transparency and authenticity are considered antecedents of consumer trust, while trust is proposed to
mediate the relationships between these perceptions and sustainable consumer behavior. The study also
offers managerial implications for the responsible, transparent, and evidence-based use of Al in marketing.
Keywords: artificial intelligence, Al-enabled marketing, sustainable consumption, transparency,

authenticity, consumer trust
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1. Pit van dé

Tri tu¢ nhan tao (AI) ngay cang dugc g dung trong marketing dé phan tich di liéu, phan khuc khach
hang, c4 nhan hoa théng diép, du bao nhu ciu va tu dong hoa twong tac. Al c6 thé nang cao hiéu qua nhung
cling dit ra cau hoi vé dir liéu, quyén riéng tu va mic d6 kiém soat cuia nguoi tiéu ding (Huang va Rust,
2021; Puntoni va cong su, 2021).

Cung voi chuyén doi sd, tiéu dung bén virng ngay cang dugc quan tdm, song khoang cach giira thai
do ting ho moi trudong va hanh vi mua thyc té van ton tai (Joshi va Rahman, 2015). Nghién ctru tai Viét
Nam va Ba Lan cho thiy cac yéu t6 du bédo ¥ dinh mua xanh cé thé khac nhau theo b6i canh vin héa
(Doanh va cong su, 2021); nghién ciru vé Gen Z Viét Nam ciing nhan manh vai tro cua niém tin va
chuan muyc x4 hoi trong hanh vi mua xanh (Ngé Quang Huy va Nguyén Thanh Diing, 2025). Do dé,
chat lugng thong tin va niém tin vao doanh nghiép 1a nhiing yéu t6 can dugc xem xét trong nghién ctru
hanh vi tiéu dung bén viing.

Al c¢6 thé hd tro truyén tai thong tin vé san pham xanh phu hop voi timg nhom khach hang. Nghién ciru
vé g dung Al trong nganh thyc pham ciing dé cap tiém nang hd trg phat trién bén viing thong qua bao bi
than thién v&i moi truong (Nguyén Han Khanh va Pang Thi Kim Chi, 2025). Tuy nhién, ca nhan héa noi
dung bang Al dong thoi dit ra van dé vé dao duc, quyén riéng tu va minh bach (Nguyén Qudc Vuong, 2026).
Béng chimg nghién ciru tai Viét Nam bude dau cho thay, cac tin hiéu Al c6 trach nhiém c6 thé nang cao do
tin cdy cam nhan va thic ddy hanh vi mua xanh (Phan va Pham, 2026).

Viéc Al tham gia tao 1ap va phan phdi thong diép bén viing ciing c6 thé anh hudng dén danh gia vé tinh
xac thyc. Israfilzade (2026) cho thdy, viéc gin nhin ndi dung do Al tao ra trong quang cao bén viing c6 thé
lam ting nhén thirc vé tdy xanh va giam niém tin xanh. Diéu nay cho thdy, cong bd vé Al khong tir dong tao
ra niém tin; thong tin minh bach can di kém bang chimg dang tin cay vé cac tuyén bé moi truong.

Tir thyc tién trén, bai viét tip trung vao 3 cau hoi: marketing tmg dung Al c6 thé lién hé v6i hanh vi tiéu
ding bén ving nhu thé nao; tinh minh bach va tinh xac thuc ¢6 vai tro gi; va niém tin ¢ thé dong vai tro
trung gian ra sao? Bai viét tong quan nghién ctru, dé xuat mo hinh va xay dung cac gia thuyét 1am co so cho
nghién ctru thuc nghiém tai Viét Nam.

2. Co s Iy thuyét va tong quan nghién ctru

2.1. Marketing vrng dung tri tué nhdn tgo

Marketing (mg dung AI duoc hiéu 1a viéc doanh nghiép sir dung cong nghé AI dé hd tro phén tich khach
hang, ca nhan hoa thong tin, dé xuat san pham, tao ndi dung va twong tac v6i khach hang. Cach tiép can nay
phi hop véi khung phan tich ctia Huang va Rust (2021), dong thoi phan anh sy dich chuyén trong cac quyét
dinh marketing dugc mo ta boi Davenport va cong su (2020). Al giup xt 1y dit liéu nhanh va ca nhan hoéa &
quy md 16n, nhung trai nghiém cua nguoi tiéu dung con phu thude vao cach dir liéu dugc thu thap, muc dich
st dung va trach nhiém dbi voi két qua (Puntoni va cong sy, 2021). Vi vay, hiéu qua Al marketing can duoc
xem x€t cung phan Gng nhan thic va tdm ly cia nguoi ti€u dung.

2.2. Hanh vi tiéu ding bén viing

Hanh vi tiéu dung bén viing bao gdm lya chon, mua, sir dung va thai bo san pham theo huéng dap mg
nhu cau hién tai déng thoi han ché tac dong ti€u cuc dén moi truong va xa hoi. Trong hanh vi mua xanh,
nhan thirc, thai do, chuin muc xa hoi va niém tin c6 thé anh huong dén viéc chuyén hoa y dinh thanh hanh
vi (Joshi va Rahman, 2015). Do cac thudc tinh méi trudng thuong kho quan sat hodc kiém ching tai diém
mua, ngudi tiéu dung phai dya vao thong tin tir thuong hiéu, nhan méi truong va cic ngudn xac nhan khac.
Marketing vi thé c6 thé hd tro quyét dinh bén viing nhung ciing c6 nguy co tao 4n twong sai 1éch néu tuyén
b6 thiéu bang chimg.

2.3. Tinh minh bach trong marketing wrng dung AI

Tinh minh bach phan anh mutc d§ ngudi tiéu ding cam nhan doanh nghiép cung cap thong tin rd rang,
d& hiéu va c6 thé kiém tra vé viéc str dung Al dit liéu va ca nhan hoa. Minh bach c6 thé giam su khong chéc

EIEITTE Google Scholar B crossret | 351



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

chén, nhung khong nén chi dimg & viéc thong bao riang ndi dung duoc tao boi AL Trong quang cao bén viing,
thong tin vé ngudn tao ndi dung can di cung bang ching cho cac tuyén bd moi trudng. Israfilzade (2026) cho
thiy, gin nhin Al trong mot s6 diéu kién c6 thé 1am ting nghi ngd vé tay xanh va giam niém tin xanh; do do,
tac dong ciia minh bach phu thudc vao ngilr canh va tin hi¢u bao ching di kem.

Dic diém quan trong cta san pham bén ving 13 nhiéu thudc tinh méi truong khong thé quan sat hodc kiém
chimg ngay tai diém mua. Nguoi tiéu ding phai dya vao thong tin tir thwong hiéu, nhin méi trudng, bén thir
ba hoic céc tin hi¢u khac. Vi vy, marketing c6 kha ning déng vai trd dinh hudng hanh vi nhung ddng thoi
cling c6 thé tao ra hién twong tay xanh (greenwashing) néu thong tin thiéu can ct.

Tinh x4c thyuc thé hién muc do nguoi tidu dung cam nhén thong diép va thuong hiéu 1a chan thyc, dang
tin, nhit quan véi gia tri va hanh dong thuc t&. Morhart va cong sy (2015) dé xuét cac thanh phan cua tinh
xac thyc thuong hiéu gém do tin cay, su chinh truc, tinh lién tuc va tinh biéu tuong. Trong truyén thong bén
vimng, tinh xac thuc con thé hién sy nhét quan giita tuyén bé méi trudng va thyc tién doanh nghiép. Al c6
thé giup tao ndi dung nhanh va nhit quan nhung khéng tu bao dam tinh xac thuc. Noi dung chi nham tdi
uu thuyét phuc ma thiéu dit liéu kiém chung cé thé bi xem 1a thiéu chan thuc; nguoc lai, ndi dung duogc con
nguoi kiém duyét va duya trén dit liéu déng tin cay c6 thé cliing cd cim nhan nay.

Niém tin 12 mirc d6 nguoi tiéu dung sin sang dua vao doanh nghiép hodc thuong hiéu véi ky vong rang
doanh nghiép c6 nang luc, dang tin cay va thuc hi¢n cam két. Niém tin xanh dic biét quan trong vi nguoi
mua thuong khong thé tu kiém ching toan bo thudc tinh moi truong. Chen va Chang (2012) chi ra modi
lién hé gitra niém tin xanh va y dinh mua san phdm xanh; Taufique va cong sy (2017) ciing cho thiy kién
thtrc vé& nhén sinh thai va niém tin c6 lién quan dén hanh vi than thién véi méi trudng. Trong Al marketing,
niém tin ¢ thé gan véi ca thuong hiéu 1an cach cong nghé dugc str dung. Nghién ctru tai Vit Nam ctia
Phan va Pham (2026) goi ¥, cac tin hiéu Al c6 trach nhiém c6 thé ting do tin cdy cam nhan va thic day
hanh vi mua xanh.

2.4. Tinh xdc thuc ciia marketing va qudang cdo Al

Tinh x4c thuc thé hién mic do nguoi tiéu dung cam nhén thong dié€p va thuong hiu la chan thyc, dang
tin, nhat quan véi gia tri va hanh dong thuc té. Morhart va cong su (2015) phat trién thang do tinh x4c thuc
thuong hiéu véi cac thanh phﬁn lién quan dén d6 tin cay, su chinh truc, tinh lién tuc va tinh biéu tuong. Trong
bbi canh marketing bén viing, tinh xac thyc c6 thé duoc hiéu rong hon 1a sy nhat quan giira tuyén bd moi
truong va nhirng gi doanh nghiép thyuc su thuc hién.

Al ¢6 thé tao ndi dung nhanh va ca nhan hoa nhung khong ty dong bao dam tinh xac thuc. Néu thong diép
chi t6i uu thuyét phuc ma thiéu bang chimg, nguoi tiéu ding c6 thé nghi ngo tinh chan thyc cua thwong hiéu.
Vi vay, noi dung Al cAn nhat quan véi gia tri, hanh dong va cam két thuc té cua doanh nghiép.

2.5. Niém tin ciia ngwoi tiéu ding

Niém tin 1a mirc d6 nguoi tiéu ding sin sang dua vao doanh nghiép hodc thuong hiéu véi ky vong ring
doanh nghiép c6 nang luc, dang tin cay va thyc hién ding cam Kkét. Trong linh vyc xanh, niém tin xanh duoc
xem 13 yéu t6 quan trong vi nguoi tiéu dung thuong khong thé kiém ching day du cac thude tinh méi truong
ctia san pham. Chen va Chang (Chen va Chang, 2012) cho thiy, niém tin xanh c6 méi lién hé véi y dinh mua
san phdm xanh; cac nghién ctru sau dé tiép tuc cho thay niém tin va kién thirc v& nhin sinh thai ¢6 vai tro
trong hanh vi tiéu dung than thién v&i moi truong (Taufique va cong sy, 2017).

Trong Al marketing, niém tin hinh thanh tir ca thuong hiéu va cach cong nghé duoc sir dung. Thong tin
16 rang, kha ning gii thich va sy nhat quan giita tuyén bd v6i hanh dong c6 thé giam bat dinh; nguoc lai, ca
nhan hoa qua mic hodc sir dung dir liéu thiéu minh bach ¢ thé lam suy giam niém tin.

2.6. Khodng trong nghién civu

Téng quan cho thdy 3 khoang trong chinh. Thir nhat, nghién ciru Al marketing thuong tap trung vao ca
nhan hoa va trai nghiém khach hang hon 14 hanh vi tiéu ding bén viing. Thi hai, tic dong cua cong bd viée
su dung Al chua théng nhét va c6 thé phu thudc vao boi canh, ndi dung thong di€p. Thtr ba, tinh minh bach,
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tinh x4c thuc va niém tin thuong dugc nghién ctru tach biét; can xem xét dong thoi cac yéu té nay trong mot
mo hinh giai thich hanh vi tiéu ding bén viing.

Tai Viét Nam, nghién ctru vé Al marketing va tiéu ding xanh dang phat trién, song viéc tich hop tinh minh
bach, tinh xé4c thuc va niém tin trong mot mo hinh giai thich hanh vi tiéu dung bén vitng van can duoc 1am
1& (Doanh va cong sy, 2021; Ngé Quang Huy va Nguyén Thanh Diing, 2025; Nguyén Qubc Vuong, 2026;
Phan va Pham, 2026).

3. Mé hinh va gia thuyét nghién ciru

Mo hinh d& xuét lap luan, marketing img dung AI c6 thé hinh thanh nhan thirc ctia ngudi tiéu ding vé
tinh minh bach va tinh xac thuc; cac nhan thuc nay gop phﬁn tao dung niém tin, qua do lién hé véi hanh
vi tiéu dung bén vitng. M6 hinh dong thoi xem xét tic dong truc tiép ctia AI marketing dén hanh vi. Khi
doanh nghiép giai thich r& cach sir dung dit liéu va ca nhin hoa, ngudi tiéu dung c6 thé cam nhan muc
d6 minh bach cao hon (Huang va Rust, 2021; Puntoni va cdng su, 2021). Néu noi dung dugc kiém duyét
va dua trén dit liéu c6 thé kiém chung, cam nhan vé tinh xé4c thuc cling c6 thé tang (Morhart va cong su,
2015). T d6, dé xuat:

HI: Marketing irng dung Al c6 anh hiong tich cuc dén tinh minh bach cam nhdn cia ngueoi tiéu ding.

H2:Marketing g dung Al ¢6 anh hwong tich cuee dén tinh xdc thwe cam nhdn ciia ngueoi tiéu ding.

Khi nguoi tiéu dung hiéu cach doanh nghiép st dung Al va dir li€u, sy khong chic chin c6 thé giam, tao
diéu kién hinh thanh niém tin (Puntoni va cong su, 2021; Israfilzade, 2026). Tuong tu, thong diép nhat quan
giita tuyén bd va hanh dong thuc té c6 thé cung c¢b niém tin vao cam két bén vitng (Morhart va cong su, 2015;
Chen va Chang, 2012). Vi vay, d& xuét:

H3: Tinh minh bach ciia marketing ving dung Al ¢é anh hidng tich cwe dén niém tin ciia nguoi tiéu ding.

H4: Tinh xdc thuc cia marketing g dung Al ¢6 anh hiong tich cue dén niém tin ciia nguoi tiéu ding.

Al marketing c¢6 thé lién hé truc tiép v6i hanh vi tiéu dung bén viing bang cach cung cp thong tin phu
hop, dang thoi diém va dap tmg mbi quan tAm moi trudng cua khach hang, qua d6 giam rao can thong tin
(Joshi va Rahman, 2015). Niém tin ciing dugc xem 1a tién dé giup chuyén hoéa nhén thic tich cuc thanh
hanh dong mua va st dung bén vitng (Chen va Chang, 2012; Taufique va cong sy, 2017; Ngé Quang Huy va
Nguyén Thanh Diing, 2025; Phan va Pham, 2026). Do d6, dé xuét:

HS5: Marketing itng dung Al c6 anh hwéng tich cwc dén hanh vi tiéu diing bén viing.

HG6: Niém tin ciia ngueoi tiéu ding cé dnh hwong tich cwe dén hanh vi tiéu ding bén viing.

Niém tin con ¢ thé 1a co ché trung gian gitp chuyén hoa nhan thirc vé minh bach va xéac thuc thanh hanh
vi. Két qua cua Israfilzade (2026) cho thay tac dong ciia cong bd Al trong quang cao bén viing khong don
gian; nghién ciru tai Viét Nam cta Phan va Pham (2026) ciing goi ¥ vai trd ctia niém tin trong mdi lién hé
gilta tin hiéu AI c6 trach nhiém va hanh vi mua xanh. Trén co s d6, dé xuat:

H7: Niém tin ciia nguoi tiéu ding dong vai tro trung gian trong moi quan hé giita tinh minh bach ciia
marketing g dung AI va hanh vi tiéu ding bén vitng.

HS8: Niém tin ciia nguwoi tiéu ding déng vai tro trung gian trong moi quan hé giita tinh xdc thuc cia
marketing trng dung AI va hanh vi tiéu ding bén viing.

Mb hinh d& xuat duoc trinh bay tai Hinh 1.

4. Phwong phap nghién ctru

Bai viét sir dung phuong phap dinh tinh thong qua tong quan va phan tich tai liéu. Tai liéu duoc lya chon
theo nam nhom chu dé&: Al marketing; minh bach va cong b thong tin Al; tinh xac thyuc ctia quang céo va
thuong hiéu; niém tin nguoi tiéu ding/niém tin xanh; va tiéu ding bén viing/hanh vi tiéu dung xanh. Cac
nghién ctru trong nudc dugc ddi chiéu véi tai liéu quéc té nham xem xét khai niém, mdi quan hé gitra cac
bién va két qua thuc nghiém, tir 46 xay dung mé hinh va gia thuyét.

Nghién ctru tiép theo c6 thé khao sat ngudi tiéu dung Viét Nam ting tiép xtic v6i quang cao ca nhan hoa,
chatbot hodc hé thong dé xuat; ké thira thang do pht hop va kiém dinh mé hinh bang phan tich dinh luong.

i e o
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Hinh 1. Mé hinh nghién civu dé xudt

; H7
TINHMINHBACH [ --------=------eemmmmmmmc———cc oo oces \
(TRAN) !
I
|
[
v
MARKETING NIEM TIN HANH VI TIEU DUNG
UNG DUNG Al NGUOI TIEU DUNG BEN VUNG
(MAI) (TRUST) (SCP)
B :
1
( TINH XAC THUC |
(AUTH) -_____-_____--_-_-|_-|.8 _________________ !
T B M) Gia thuyét:
Ghi cha: Giai thich bién: H1: MAI — TRAN (+)
> Quan hé tac dong truc tiép * MAI: Marketing (ng dung tri tué nhan tao H2: MAI — AUTH (+)
¢ TRAN: Tinh minh bach cam nhan H3: TRAN — TRUST (+)
————— » Quan hé gian tiép (théng qua niém tin e AUTH: Tinh xac thue cam nhan H4: AUTH — TRUST (+)
ngui tiéu dung) o TRUST: Nidm tin clia ngui tiéu ding H5: MAI — SCP (+)
e SCP: Hanh vi tiéu diing bén viing HE:- TROS ~AgCRiH _
H7: TRAN — TRUST — SCP (trung gian)
H8: AUTH — TRUST — SCP (trung gian)

Nguon: Tac gia dé xuat trén co so tong quan nghién curu.

5. Két qua thio luan va ham y quén tri

M5 hinh d& xuat cho thdy mdi lién hé giita Al marketing va tiéu dung bén vimng khong chi phu thudc vao
cong nghé ma con vao cach nguoi tiéu dung danh gia thong tin va doanh nghiép. Al gitp tang toc do va kha
ning c4 nhan hoa, nhung viéc sir dung thiéu minh bach hodc dua ra tuyén b6 khong co can cir co thé lam gia
tang hoai nghi.

Thir nhat, doanh nghi¢p can gidi thich rd muc dich st dung Al, pham vi dit liéu duogc su dung, cach ca
nhan hoa ndi dung va vai trd gidm sat ciia con ngudi. Chi gan nhan AI ma khong cung cép ngir canh hoic
bang chiing c6 thé chua dii dé tao niém tin.

Thit hai, can dat tinh xac thyc 1am trong tim cua truyén thong bén vimg. Tuyén b vé méi truong nén cu
thé, nhit quan va c6 bang ching kiém chtng. Al nén hd trg dién dat va c4 nhan hoa thong tin, khong thay thé
bang chimg vé hoat dong thyc té cua doanh nghiép.

Thi ba, doanh nghiép can xem niém tin 1a myc tiéu dai han. Do cong bd Al déi khi c¢6 thé 1am giam niém
tin xanh (Israfilzade, 2026), doanh nghi€p nén két hop minh bach véi tin hi€éu bao chung nhu x4c minh cia
bén thir ba, dir liéu dinh lugng va quy trinh kiém duyét rd rang.

Thir tu, Al ¢6 thé hd tro Ira chon bén virng thay vi chi toi wu doanh sé. Hé thong dé xuét c6 thé gitip khach
hang so sanh d6 bén, kha ning tai ché, murc sir dung tai nguyén hodc chirg nhan méi truong, véi didu kién
thong tin dugc cdp nhat va co thé kiém ching.

Nghién ctu van con ¢6 3 han ché: mé hinh chua duoc kiém dinh thuc nghiém, pham vi téng quan cé thé
chua bao quat moi 1y thuyét lién quan va chua xem xét cac bién diéu tiét nhu hiéu biét vé Al thai d6 voi cong
nghé, quan tim moi trudng hay hoai nghi marketing. Nghién ctru tiép theo can kiém dinh mé hinh véi nguoi
tiéu dung Viét Nam va danh gia cac yéu té nay.
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6. Két luin

Al m¢ ra kha nang méi cho marketing thong qua ca nhan hoa, tu dong hoa va phan tich dir li¢u; trong tiéu
ding bén viing, cic ning lyc nay c6 thé gitp cung cap thong tin phit hgp va hd trg Iya chon ¢ trach nhiém.
Tuy nhién, hi¢u qua cua Al marketing con phu thudc vao cam nhan vé minh bach, tinh x4c thue va do tin cay
cua thong diép.

Trén co so tong quan nghién ciru trong nude va qudc té, bai viét dé xuat mé hinh gdm 8 gia thuyét: Al
marketing tac dong dén tinh minh bach, tinh x4c thuc va hanh vi tiéu dung bén virng; minh bach va xac thyc
tac dong dén niém tin; niém tin tac dong dén hanh vi va dong vai tro trung gian trong hai mdi quan hé duoc
dé xuét. Pong gop cua bai viét 1a tich hop yéu td cong nghé véi cac co ché tim 1y ctia nguoi tiéu dung, dong
thoi nhin manh cong b viée sir dung Al khong mic nhién tao ra niém tin néu thiéu bang chimg hd tro.

Vé quan tri, doanh nghiép can cong bd thong tin phu hop, bao dam cac tuyén b moi truong cé thé kiém
chimg, duy tri giam sat ctia con nguoi va sir dung Al dé hd tro quyét dinh bén viing thay vi chi thuc dy ban
hang. Nghién ciru tiép theo can kiém dinh thuc nghi€ém mo hinh tai Viét Nam, xem xét cac bién diéu tiét va
so sanh gilta nhitng nhoém nguoi ti€u dung khac nhau =
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