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Nghién ciru nay dugc thyc hién nham xac dinh va do ludng tic dong ciia kha ning tuong tac gan gii
trén Chatbot NEO dén trai nghiém va hanh vi khach hang cta Vietnam Airlines. Nghién ctru tién hanh
khao sat 270 khach hang da sir dung Chatbot NEO trén website Vietnam Airlines trong giai doan tir
thang 01/2025 dén thang 04/2025. Phuong phap nghién ctru két hop gitra dinh tinh va dinh lugng. Két
qué nghién ctru cho thay c6 5 nhéan t6 anh hudng dén trai nghiém va hanh vi khach hang khi str dung
Chatbot NEO, bao gém: Tinh hitu ich; Cam nhén dé sir dung; Kha nang tuong tac cam xtc; Ca nhan

hoéa; Nhan thirc rti ro vé quyén riéng tu. Tir két qua nghién ctru, nhém tac gia dé xuat mot sé ham y
quan tri nhdm nang cao hiéu qua tng dung Chatbot NEO, cai thién trai nghiém khach hang va ting
cudng ¥ dinh tiép tuc sir dung dich vu ctia khach hang ddi v6i Vietnam Airlines.

Tir khéa: Chatbot NEO, kha ning tuong tic gan gili, trai nghiém khach hang, ¥ dinh sir dung,

Vietnam Airlines.

1. Dit van dé

Trong bdi canh chuyén doi sé va sy phat trién
manh meé cua tri tu¢ nhan tao (Al), chatbot dang tré
thanh mot trong nhiing cong cu hd trg khach hang
dugc nhiéu doanh nghiép tmg dung nhim ning cao
chét lugng dich vy va t61 wu hoa trai nghiém khach
hang. Chatbot 1a mdt chuong trinh may tinh duoc
thiét ké ¢& mo6 phong cudc trd chuyén v6i con ngudi
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thong qua van ban hodc giong néi bang viéc ung
dung cong nghé xur Iy ngdn nglt tu nhién va tri tué
nhan tao (Adamopoulou & Moussiades, 2020).
Theo Colace va cong su (2018), chatbot dugc xem
la moét tro 1y do c¢6 kha nang tuong tac, gidi dap cac
cau hoi va ho tro nguoi dung trong qua trinh st dung
dich vu.

Sy phat trién cua chatbot khong chi giup doanh
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nghiép giam chi phi van hanh ma con gop phan
nang cao kha ning phan hoi nhanh chéng, ca nhan
hoa dich vu va cai thién su hai long cua khach hang.
Trong linh vuc hang khong, noi trai nghiém khach
hang dong vai trd quan trong trong viéc xay dung
loi thé canh tranh, chatbot dugc xem la giai phap
cong nghé hiéu qua nham h trg khach hang tra ciru
thong tin, dat vé va giai dép cac van d¢ lién quan
dén hanh trinh bay. Theo Hagberg va cong su
(2016), cac cong nghé dich vu s hién dai gitp
doanh nghi¢p nang cao trdi nghiém khach hang
thong qua céc tuong tac thoi gian thyc va kha nang
ho tro lién tuc 24/7.

Tai Viét Nam, Vietnam Airlines d3 trién khai
Chatbot NEO trén nén tiang website nham hd trg
hanh khach trong viéc tra ciru thong tin chuyén bay,
hanh 1y, lich trinh va céc dich vu lién quan. Chatbot
NEO hoat dong nhu mét tro ly do c6 kha nang phan
hoi ty dong, gitip khach hang tiét kiém thoi gian va
nang cao tinh thuan tién trong qua trinh su dung
dich vu. Tuy nhién, bén canh nhiing lgi ich dat
dugc, kha ning tuong tac gan giii ciia chatbot véi
khach hang van 1a van dé cin dugc quan tam, boi
muc do ty nhién, than thién va cam xuc trong giao
tiép c6 thé anh hudng truc tiép dén trai nghiém va
hanh vi st dung ctia khach hang (Candello va cong
su, 2017).

Nhiéu nghién ciru cho thdy, kha ning tuong tac
cam xuc, tinh ca nhan hoa, tinh hiru ich va cam nhan
dé su dung c6 tac dong tich cuc dén trai nghiém
khach hang va y dinh tiép tuc st dung chatbot
(Richard va cong su, 2019; Tueanrat va cong su,
2021). Bén canh d6, yéu to nhan thac rai ro vé
quyén riéng tu cling anh huong dang ké dén murc do
tin tudng va hanh vi stt dung cong nghé cua khach
hang. Vi vay, viéc nghién clru tac dong cua kha
ning tuong tac gan gii trén Chatbot NEO dén trai
nghiém va hanh vi khach hang Vietnam Airlines la
can thiét, nham cung cap co s& khoa hoc cho doanh
nghiép trong viéc nang cao hiéu qua ung dung
chatbot, cai thi¢n trai nghiém khach hang va tang
cuong kha nang duy tri long trung thanh cta khach
hang trong méi trudng s6 hién nay.

2. Co sé 1y thuyét, mé hinh va phwong phap
nghién ctru

2.1. Co's6 Iy thuyét va mé hinh dé xudt

Sy phat trién manh mé cta cong nghé s va tri
tué nhan tao di lam thay d6i dang ké phuong thirc
tuong tac gitra doanh nghiép va khach hang. Trong
boi canh dé, chatbot duge xem 14 mot cong cu hd
trg khach hang hién dai, co6 kha nang giao tiép tu
dong voi ngudi dung thong qua ngdn ngtr tu nhién
nham cung cap thong tin, giai dap thic méic va hd
tro cac dich vu truc tuyén (Adamopoulou &
Moussiades, 2020). Chatbot khong chi gitip doanh
nghiép t6i vu hoa chi phi van hanh ma con ning
cao chat lugng trai nghiém khach hang théng qua
kha ning phan hdi nhanh chéng, hoat dong lién
tuc 24/7 va ca nhan hoéa dich vy (Colace va cong
su, 2018).

Trong linh vuc hang khong, trai nghiém khach
hang dong vai tro dac bi¢t quan trong boi day la
nganh dich vu ¢c6 mtc dd canh tranh cao va yéu cau
tuong tac thuong xuyén gitta doanh nghiép voi
khach hang. Theo Verhoef va cong su (2009), trai
nghiém khach hang 1a phan tng tong thé cua khach
hang d6i véi doanh nghiép dua trén cac twong tac
tryc tiép va gian tiép trong subt qua trinh st dung
dich vu. Viéc ung dung chatbot trong nganh hang
khong gitup doanh nghiép nang cao chat lvgng phuc
vy, tang cuong kha nang hd tro khach hang va cai
thién mirc d6 hai long ctia hanh khéach.

Vietnam Airlines d4 trién khai Chatbot NEO nhu
mot trg ly do hd trg khach hang trong viéc tra ctru
thong tin chuyén bay, dat vé, hanh 1y va cac dich vu
lién quan. Tuy nhién, hi€u qué cua chatbot khong
chi phu thugc vao kha ning cung cap thong tin ma
con phy thude vao mirc do tuong tac gan giii voi
khach hang. Theo Candello va cong su (2017), kha
ning tuong tic gin giii ciia chatbot dugc thé hién
thong qua su tu nhién trong giao tiép, kha ning phan
hdi linh hoat, murc do déng cam va tinh ca nhan hoa
trong qua trinh tuong tac véi nguoi dung. Nhiing
yéu t6 nay c6 thé anh huong dang ké dén trai
nghiém va hanh vi st dung cua khach hang. Cac
nhan t6 anh huong dén trai nghiém va hanh vi khach
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hang khi su dung Chatbot NEO trong nghién ctru
nay dugc dé cap nhu sau:

Tinh hitu ich cam nhan (Perceived Usefulness)

Theo md hinh chdp nhan cong nghé¢ TAM cua
Davis (1989), tinh hitu ich cam nhén la muc d§ ma
nguoi dung tin r:?lng, viéc st dung mot hé théng
cong nghé s& gitp cai thién hi¢u qua cong viéc hoac
mang lai 191 ich cho ho. Trong bdi canh chatbot, tinh
hitu ich duoc thé hién qua kha niang cung cip thong
tin nhanh chong, hd tro giai quyét van dé va giup
khach hang tiét kiém thoi gian trong qué trinh st
dung dich vu. Nhiéu nghién ctru cho thdy, tinh hitu
ich c6 anh hudng tich cuc dén trai nghiém va y dinh
st dung chatbot ctia khach hang (Pillai & Sivathanu,
2020). Tir 4o, gia thuyét nghién ctu duoc dé& xuat
nhu sau:

Gid thuyét HI (+): Tinh hitu ich cam nhén cé tac
ddng cung chiéu dén trai nghiém khdch hang khi sie
dung Chatbot NEO cua Vietnam Airlines.

Cdam nhdn dé sir dung (Perceived Ease of Use)

Cam nhan dé sir dung 1a mirc 6 ma ngudi dung
tin, viéc su dung chatbot khong doi hoi nhiéu nd luc
trong qua trinh thao tac va tuong tac (Davis, 1989).
Mot chatbot c6 giao dién than thié€n, thao tic don
gian va d& hiéu s& gitip khach hang dé& dang tiép can
va st dung dich vu. Theo nghién ctru cia Chung va
cong su (2020), cam nhan dé sir dung c6 tic dong
tich cuc dén mtrc d6 hai long va trai nghi¢m khach
hang khi st dung chatbot trong dich vu truc tuyén.
Tir 46, gia thuyét nghién ctiru duge dé xuat nhu sau:

Gid thuyét H2 (+): Cam nhdn dé sir dung 6 tdc
déng ciing chiéu dén trai nghiém khdch hang khi sir
dung Chatbot NEO cua Vietnam Airlines.

Kha nang twong tic cam xuc (Emotional
Interaction Capability)

Kha ning twong tic cam xtic ciia chatbot thé hién
& mirc do chatbot c6 thé giao tiép tw nhién, than
thién va tao cam giac gan gili voi khach hang. Theo
nghién ctru cua Go va Sundar (2019), chatbot c6 kha
ning phan hoi mang tinh cam xuc s& giup khach
hang cam thdy dwoc quan tdm va nang cao muc do
gan két v6i doanh nghiép. Trong méi truong dich vu
hang khong, yéu té cam xuc trong giao tiép c6 vai
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trd quan trong trong viéc nang cao trai nghiém
khach hang. Tir d6, gia thuyét nghién ctru duoc dé
xuét nhu sau:

Gid thuyét H3 (+): Kha nang twong tdc cam xiic
¢6 tac dong ciing chiéu dén trai nghiém khéach hang
khi str dung Chatbot NEO cuia Vietnam Airlines.

Ca nhan hoa (Personalization)

Ca nhan hoa 1a kha ning chatbot cung cap thong
tin va phan hoéi phu hop vé6i nhu cau, sé thich hodc
hanh vi cua ting khach hang. Theo Xu va cong su
(2022), mtrc d6 ca nhan hoa cang cao thi khach hang
cang c¢6 xu hudng danh gia tich cuc vé chat luong
dich vu va trai nghiém st dung chatbot. Chatbot c6
kha nang ghi nhé thong tin khach hang va dua ra cac
dé xudt phu hop s& gop phan ning cao su hai long va
v dinh tiép tuc str dung dich vu. Tir d6, gia thuyét
nghién ctru dugc dé xut nhu sau:

Gid thuyét H4 (+): Cd nhdn héa cé tic dong
cung chiéu dén trdi nghiém khdch hang khi sir dung
Chatbot NEO cua Vietnam Airlines.

Nhén thirc riii ro vé quyén riéng tw (Perceived
Privacy Risk)

Nhan thirc rii ro vé quyén riéng tu 1a mirc do
khach hang lo ngai thong tin ca nhan ciia ho cé thé
bi thu thap, sir dung hodc tiét 16 khong phu hop
trong qua trinh s dung chatbot. Theo Featherman
va Pavlou (2003), riii ro vé quyén riéng tu co anh
huong tiéu cyc dén niém tin va hanh vi sit dung
cong nghé cua khach hang. Trong béi canh chatbot
xtr Iy nhiéu dit liéu ca nhan cta ngudi dung, yéu t6
nay cang trd nén quan trong ddi voi trai nghiém
khach hang. Tir d6, gia thuyét nghién ctru duoc dé
xuat nhu sau:

Gid thuyét H5 (-): Nhdn thirc rii ro vé quyén
riéng tw ¢ tic dong nguwoc chiéu dén trai nghiém
khach hang khi sw dung Chatbot NEO cua Vietnam
Airlines.

Trai nghiém khdach hang va hanh vi khach hang

Trai nghiém khach hang dugc xem 1a yéu tb
quan trong anh huéng dén hanh vi str dung va y dinh
tiép tuc str dung dich vu. Theo Lemon va Verhoef
(2016), trai nghiém tich cyc s€ lam gia tang mtc do
hai 10ng, niém tin va long trung thanh ciia khach
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hang ddi véi doanh nghiép. Trong méi trudng dich
vu s, trai nghi¢m tdt khi sir dung chatbot c6 thé
thic day khach hang tiép tuc st dung va gi6i thiéu
dich vu cho nguoi khac. Tir d6, gia thuyét nghién
ctru duge dé xuit nhu sau:

Gia thuyét H6 (+): Trai nghiém khdch hang ¢
tac dong cing chiéu dén hanh vi khdach hang khi siv
dung Chatbot NEO cua Vietnam Airlines.

2.2. Phwong phap va dir liéu nghién cvru

Nghién ciu st dung phuong phap nghién clru
hén hop khdm phd, nghién ctru dinh tinh, dinh
luong. Str dung céac k¥ thuat phan tich: thong ké mo
ta, phan tich kham pha EFA, mé hinh hoi quy.
Thang do cua cac bién doc lap va bién phu thudc
duoc thiét ké dua theo cac nghién ctru trude do,
duoc thiét ké danh gia theo Likert 5.

X3;: Kha ndng twong tic cam xtc (Emotional
Interaction Capability);

X, Canhan hoa (Personalization);

Xs: Nhan thuac rui ro vé quyén riéng tu
(Perceived Privacy Risk);

Xg: Trai
Experience);

Y: Hanh vi khach hang khi stt dung Chatbot NEO
cua Vietnam Airlines;

nghiém khach hang (Customer

& Heé s6 nhiéu.

3. Két qua nghién ctru

Sau khi kiém dinh d6 tin cay cac thang do
ctlia cac bién doc 1ap va bién phu thudc. Tac gia danh
gia mirc do phi hop ctia mé hinh hoi quy tuyén tinh
nhu sau:

Bang 1 cho thdy, gia tri hé s6 R2 = 0,642> 0.5, do

Bang 1. Pdnh gia miic dd phii hop clia mé hinh héi quy tuyén tinh da bién

M6 hinh Hés6R Hé s6 R?

Hé s6 R2 - hiéu chinh

Sai s6 chuan cta wéc lwong

1 0,801 0,642

0,631 0,28145

Mau nghién ctru: P6i tuong khao sat cua nghién
cuu la cac khach hang da tung st dung Chatbot
NEO trén website cia Vietnam Airlines dé tra ctru
thong tin chuyén bay, dat vé hoac st dung cac dich
vu hd tro truc tuyén. S6 bang khao sat phat ra 1a 270,
thu vé& 259. Sau khi loc, 1am sach con 247 bang khao
sat dwa vao phan tich chinh thirc, kich thudc mau
phu hop véi cong thirc quy mé mau ciia Tabachnick
va Fidell (2007).

Tac gia dé xuat mo hinh nghién ciru tac dong ctia
kha ning twong tac gan giii trén Chatbot NEO dén
trai nghiém va hanh vi khach hang cua Vietnam
Airlines gdm 6 bién nhu sau:

Y =X;B1 + XoBs +X3B3 + X4y

+XsBs+XeBete
Trong do:
X;: Tinh hitru ich cam nhan (Perceived

Usefulness);
X,: Cam nhan dé st dung (Perceived Ease of
Use);

Nguon: Téc gid xit 1y tir dit liéu khao sdt, 2026.

vay, day 1a mo hinh thich hop dé sir dung danh gia
moi quan hé gitra bién phu thudc va cac bién doc
lap. Ngoai ra, gia tri h¢ s6 R2 hiéu chinh 13 0,631,
nghia 1a mo hinh hdi quy tuyén tinh da xay dung giai
thich dugc 63,1% su bién thién cia hanh vi khach
hang khi st dung Chatbot NEO ctia Vietnam
Airlines.

Két qua hoi quy trong bang 2 nhu sau:

Cin clr vao Bang 2, phuong trinh hdi quy tuyén
tinh boi ctia cac nhan t6 anh huéng dén hanh vi
khach hang khi st dung Chatbot NEO cua Vietnam
Airlines vdi cac hé sb chuén hoa nhu sau:

Y = 0,298X; +0,251X, +0,327.X3
+0,276X,4+0,157X5+ 0,364X,

Két luan: Muc tiéu cta nghién ciru nay 13 xac
dinh va do luong mirc d6 anh hudng cua cac nhan to
tac dong dén trai nghiém va hanh vi khach hang khi
sit dung Chatbot NEO ctia Vietnam Airlines. Két
qua nghién ctru cho thdy ¢ 6 nhan t6 anh hudong dén
hanh vi khach hang véi mic d6 tac dong theo thir tu
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Bang 2. K&t qua héi quy

) Hé sé chwachudnhéa | Hé séchuan hoéa
Biéen - . T Sig.
B Sai s6 chuan B

Héng sb 1,145 0,173 6,618 0,000
Tinh hitu ich cdm nhan 0,214 0,037 0,298 5,784 0,000
Cam nhan dé st dung 0,176 0,034 0,251 5,118 0,000
Kha nang twong tac cdm xuc 0,241 0,041 0,327 5,902 0,000
Canhanhoa 0,198 0,038 0,276 5,211 0,000
Nhan thtre riiro vé quyénrieng tw | -0,109 0,029 -0,157 -3,756 0,001
Trai nghiém khach hang 0,286 0,045 0,364 6,371 0,000

tir manh dén yéu nhu sau: nhan t6 Trai nghiém
khach hang anh hudong manh nhét véi hé¢ s6 Beta =
0,364; tiép theo 1a Kha ning twong tac cam xtic véi
Beta = 0,327; Tinh hitu ich cam nhan véi Beta =
0,298; C4a nhan hoa véi Beta = 0,276; Cam nhan dé
sir dung voi Beta = 0,251. Riéng nhan t6 Nhan thirc
rtii ro vé quyén riéng tu c6 tac dong nguoc chiéu dén
hanh vi khach hang voi hé s6 Beta=-0,157.

Két qua nghién ctru cho thay, kha nang twong tac
gan gili, than thién va ca nhan hoa cua Chatbot NEO
cO vai trd quan trong trong vi¢c nang cao trai
nghiém khach hang va thuc ddy hanh vi tiép tuc sir
dung dich vy cua khach hang ddi v6i Vietnam
Airlines.

4. Kién nghi

Déi voi Vietnam Airlines, doanh nghiép can cha
trong nang cao chat luong twong tac ciia Chatbot
NEO nham cai thién trai nghiém va hanh vi khach
hang trong mdi truong s6. Trude hét, doanh nghiép
can tiép tuc dau tu vao cong nghé tri tu¢ nhan tao
(AI) va xir Iy ngon ngit ty nhién (NLP) dé nang cao
kha nang phan hoi nhanh chéng, chinh xac va tu
nhién cta chatbot. Viéc cai thién kha ning giao tiép
than thién, gan giii va mang tinh cam xuc s& gitp
khach hang cam thiy dugc quan tim va ning cao
murc d6 hai long khi str dung dich vu.
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Nguon: Tac gid xir Iy tir di liéu khdo sdt, 2026.

Bén canh do6, Vietnam Airlines cin ting cudng
kha nang ca nhan hoa ctia Chatbot NEO thong qua
viéc ghi nhd lich st tuong tac, nhu cAu va hanh vi
ctia khach hang nhiam dua ra cac phan hoi va dé
xuat phi hop. Piéu nay goép phan nang cao trai
nghiém khach hang va thiic day ¥ dinh tiép tuc sir
dung chatbot trong tuwong lai. Pong thoi, doanh
nghiép can thiét ké giao dién chatbot don gian, dé
st dung va thuan tién trén nhiéu nén tang khac nhau
nham gitp khach hang d& dang tiép can va sir dung
dich vu.

Ngoai ra, Vietnam Airlines can chu trong dén
van dé bao mat va quyén riéng tu cua khach hang
trong qua trinh st dung Chatbot NEO. Doanh
nghiép can xay dung cac chinh sach bao mat thong
tin ré rang, minh bach va dam bao di li¢u c4 nhan
cua khach hang duoc luu trlr va st dung an toan.
Diéu nay s& gitip giam bot lo ngai ctia khach hang vé
rii ro quyén riéng tu va gia ting niém tin ddi voi
dich vu chatbot.

Doanh nghiép ciing can thuong xuyén to chirc
dao tao va nang cao nang luc cho ddi ngii quan ly
cong nghé thong tin, chdm so6c khach hang va quan
tri dir 1iéu nham dam bao qua trinh van hanh chatbot
dat hi€u qua cao. Déng thoi, Vietnam Airlines nén
thuong xuyén thu thap phan hdi tir khach hang dé
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danh gi4 chat lugng hoat dong ciia Chatbot NEO va
kip thoi céi tién cac chirc nang chua phu hop véi
nhu cau thyc té cia khach hang.

Cudi ctng, Vietnam Airlines can xdy dung chién
luoc chuyén ddi sb gin lién véi viéc nang cao trai
nghiém khach hang, trong do chatbot dong vai tro 1a

cong cu hd trg thong minh nham tang cuong sy twong
tac giita doanh nghiép va khach hang. Viéc phat trién
Chatbot NEO theo hudng than thién, ca nhan hoa va
an toan s& gop phan nang cao chat lugng dich vy, ting
cuong su hai long va duy tri long trung thanh cta
khach hang dbi véi Vietnam Airlines B
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THE IMPACT OF THE NEO CHATBOT’S
INTERACTIVE CAPABILITIES ON VIETNAM AIRLINES’
CUSTOMERS EXPERIENCE AND BEHAVIORAL INTENTIONS

® NGUYEN HOANG LONG
School of Tourism, Hue University

ABSTRACT:

This study investigates the effects of the NEO chatbot’s interactive capabilities on customer
experience and behavioral intentions toward Vietnam Airlines. Data were collected from 270
customers who used the NEO chatbot on the airline’s website between January and April 2025. A
mixed-methods approach, integrating both qualitative and quantitative techniques, was employed to
identify and assess the key determinants of customer experience and behavior. The findings reveal
that five factors significantly influence customers’ perceptions and behavioral responses: perceived
usefulness, perceived ease of use, emotional interaction, personalization, and perceived privacy risk.
Overall, the results highlight the pivotal role of chatbot design and functionality in shaping customer
experience and strengthening intentions to continue using the airline’s services. These findings
provide valuable managerial insights for optimizing the effectiveness of the NEO chatbot and
enhancing customer engagement with Vietnam Airlines.

Keywords: NEO Chatbot, close interaction capability, customer experience, intention to use,
Vietnam Airlines.
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