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TOM TAT

Trong bdi cdnh tri tué nhén tao ngay cang dugc (ing dung rong rai trong thuong mai dién tk, nhan hda Al trd thanh mét chién lugc quan trong nhdm nang
cao trai nghiém tuong tac va thic ddy hanh vimua sdm ctia ngudi tiéu ding. Tuy nhién, cac nghién c(u trudc day van chua thong nhét vé téc dong cta nhan hoa
Al dén y dinh mua hang, ddc biét khi xem xét vai tro clia cdc yéu t6 tam Iy trong qua trinh tuong tac vdi cong nghé. Trén co s& d6, nghién cfu nay phan tich anh
huéng ctia nhan hoa cdm nhan cda tri tué nhan tao dén y dinh mua hang truc tuyén thong qua Al, déng thai kiém dinh vai tro diéu tiét cia niém tin va cdm giac
bét an clia nquoi tiéu dung. Nghién ctiu st dung phuong phép dinh lugng véi dit lidu khao sat thu thap tir 230 nguoi tiéu dung da cd tréi nghiém mua sam thong
qua cac hé thdng Al nhu chatbot va trg Iy s6. Dir liéu dugc phan tich bang phuang phap PLS-SEM. Két qué cho thy, nhén hda cdm nhan ctia Al ¢6 tac dong tich
cuc dén y dinh mua hang, dong thai lam gia tang ca niém tin va cdm gidc bat an clia ngudi tiéu dung. Dang chi ¥, niém tin dong vai tro diéu tiét theo hudng
khuéch dai, trong khi cdm gidc bt an dong vai tro diéu tiét theo hudng lam suy yéu mdi quan hé gita nhan héa Al va y dinh mua hang. Nhiing phat hién nay
g6p phan 1am 16 tinh hai mét cGa nhan héa Al trong bdi cdnh mua sam truc tuyén va ggi ¥ cac ham y quan trong cho doanh nghiép khi thiét ké va trién khai cac
hé thdng Al nhan hoa.

Tir khéa: Nhdn héa cdm nhdn Al, y dinh mua, niém tin Al, cdm gidc bt an.

ABSTRACT

In the context of the increasing adoption of artificial intelligence (Al) in electronic commerce, Al anthropomorphism has emerged as an important strategy
to enhance interactive experiences and stimulate consumers’ purchasing behavior. However, prior studies have reported inconsistent findings regarding the
impact of Al anthropomorphism on purchase intention, particularly when considering the role of psychological factors in human-technology interaction.
Accordingly, this study examines the effect of perceived Al anthropomorphism on online purchase intention using Al, while also testing the moderating roles of
consumer trust and eeriness. The study adopts a quantitative approach, using survey data collected from 230 consumers who have prior experience purchasing
through Al-based systems such as chatbots and digital assistants. The data are analyzed using partial least squares structural equation modeling (PLS-SEM). The
results indicate that perceived Al anthropomorphism has a positive effect on purchase intention and simultaneously increases both consumer trust and feelings
of eeriness. Notably, trust plays an enhancing moderating role, whereas eeriness weakens the relationship between perceived Al anthropomorphism and
purchase intention. These findings highlight the dual nature of Al anthropomorphism in online shopping contexts and provide important managerial implications
for firms in designing and implementing anthropomorphic Al systems.

Keywords: Perceived Al anthropomorphism, purchase intention, trust in Al, eeriness, electronic commerce.
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1. DAT VAN BE

Trong nhiing nam gan day, su phat trién nhanh
choéng cua tri tué nhan tao (Artificial Intelligence - Al) da
lam thay d&i can ban cach thiic doanh nghiép tuong tac
vGi ngudi tiéu dung trong moi trudng thuong mai dién
tl. Cac Ung dung Al nhu chatbot, trg ly 3o hay nhan vat
s6 da dugc trién khai rong rai nham hé trg tim kiém
thong tin, tu van san pham va ra quyét dinh mua hang
truc tuyén. Mot trong nhiing xu huéng néi bat trong
thiét k& cac hé théng Al nay la nhan hoa Al, tuc la tich
hop cac dac diém giéng con ngudi vao hinh thic, ngén
ng{r va hanh vi cta Al dé tao cdm giac tuong tac xa hoi
gan gui hon véi nguai dung [6].

Cac nghién ctu trudc day cho thay, khi Al dugc nhan
hda & muc do phu hop, nguai tiéu dung cé xu huéng cdm
nhan Al nhu mét tadc nhan xa hoi, tu do gia tang su hing
thd, cdm nhan hién dién xa héi va mdc dé chap nhan
céng nghé.Trong béi cdnh mua sdm truc tuyén, nhan héa
Al dugc chiing minh la c6 thé tac dong tich cuc dén thai
do6 va y dinh mua hang clia ngudi tiéu dung théng qua
viéc tdng cudng trai nghiém tuong tac va gidm cdm nhan
kho ciing clia hé thong céng nghé [6, 10].

Tuy nhién, cac két qua nghién clu vé tac dong clia
nhan hoa Al dén y dinh mua hang van chua hoan toan
théng nhat. Bén canh nhimng tac dong tich cuc, mét so6
cong trinh chi ra rang khi Al trG nén qua giéng con ngudi
nhung chua dat dén muc hoan thién vé hanh vi va cadm
xUc, ngudi tiéu dung cé thé trai nghiém cam giac bat an
hodc rung ron (eeriness), mét hién tuong gan lién véi ly
thuyét thung lng ky quai (uncanny valley). Cdm giac nay
c6 thé lam gia tang su khé chiu, nghi ngd va né tranh
trong qua trinh tuong tac véi Al, tur d6 lam suy giam y dinh
mua hang truc tuyén [1]. Song song vai d6, niém tin vao
Al dugc xem la yéu t6 then chét trong viéc hinh thanh va
duy tri hanh vi mua sam truc tuyén. Nhiéu nghién ctu chi
ra rang nhan héa Al c6 thé cing c¢6 niém tin cla ngudi
tiéu dung thong qua viéc lam cho Al tr&d nén than thién,
dé hiéu va dang tin cay han. Khi mdc dé tin tudng vao Al
cao, ngudi tiéu dung c6 xu hudng chap nhan cac ggi y,
khuyén nghi va tu van do Al cung cdp, tu dé gia tang y
dinh mua hang. Nguac lai, néu niém tin vao Al thap, tac
dong tich cuc ctia nhan hoéa Al dén y dinh mua hang co
thé bi suy yéu dang ké [9, 10].

Mac du da cé nhiéu nghién ctiu ti€p can méi quan hé
gitta nhan héa Al va y dinh mua hang, phan Ién cac cong
trinh hién nay tap trung xem xét niém tin nhu mét bién
trung gian, hodc phan tich tac dong truc tiép clia nhan
hoa Al dén hanh vi tiéu dung. Trong khi d6, vai tro diéu
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tiét clia cac yéu té tam ly quan trong nhu niém tin va cam
giac bat an trong m6i quan hé nay van chua dugc khai
thac day du, ddc biét la trong cing mét mé hinh nghién
clu. Viéc dong thai xem xét hai co ché déi 1ap - niém tin
nhu yéu t6 khuéch dai tac dong tich cuc va cdm giac bat
an nhu yéu t6 lam suy yéu tac dong ctia nhan hoéa Al - sé
giup lam ré hon tinh hai mat ctia nhan hoa Al trong béi
canh mua sam truc tuyén.

Xuat phat ti nhiing khoang tréng trong nghién ctu
gan day vé ca nhan héa Al va y dinh mua hang, nghién ctu
nay ti€p can van dé theo hudng mai & ba khia canh. Thi
nhat, nghién ctu tap trung va nhan hoéa cdm nhan cta tri
tué nhan tao, nhan manh cach ngudi tiéu dung dién giai
trdi nghiém tuong tac vdi Al, thay vi chi xem xét muc d6
nhan hoa trong thiét ké hé thong nhu phan 1én cac cong
trinh trudc. Thit hai, nghién ciru déng thai kiém dinh vai trd
diéu tiét ctia hai trang thai déi lap, niém tin va cam giac bat
an, trong cing mot mé hinh qua d6 1am ré tinh hai mat cda
nhan héa Al (ca nhan héa Al) ma cac nghién cdu truéc day
thudng chi xem xét riéng 1é hodc dusi dang bién trung
gian. Th ba, nghién clu cung cdp bang ching thuc
nghiém trong béi cAnh ngudi tiéu dung tai mot thi trudong
mai ndi, gop phan mé rong tinh khai quét clia cac két qua
nghién ctu vé Al vén chu yéu tap trung & cac nén kinh té
phat trién. Nhiing déng gop nay khéng chi b6 sung co s&
ly thuyét vé hanh vi ngugi tiéu dung trong méi trudng Al
ma con cung cap ham y thuc tién cho doanh nghiép trong
viéc xac dinh muic d6 nhan héa phu hgp nham t6i uu héa
hiéu qua thuong mai va han ché cac phan ting cdm xuc tiéu
cuc clia ngudai tiéu dung.

2. CO SGLY THUYET VA MO HINH NGHIEN CUU
2.1.Co sé ly thuyét

Nhdn héa cam nhan cia tri tué nhdn tao

Nhan héa cdm nhan dugc hiéu la qua trinh con ngudi
gan cac dac diém, nang luc hoac trang thai tam ly mang
tinh con ngudi cho cac thuc thé phi nhan, bao gém san
pham, thuang hiéu va cac hé théng cong nghé [4]. Trong
bé&i canh tri tué nhan tao, nhan hoa cam nhan ctia Al phan
anh muc d6 ma ngudi tiéu dung nhan thuc Al ¢6 cac dac
diém giéng con ngudi, thé hién qua ngdn ng( giao ti€p
tu nhién, kha nang phan héi linh hoat, biéu hién cam xuc
hodc phong cach tuang tdc mang tinh xa hoi. Cac nghién
ctu trong linh vuc thuong mai dién ti cho thay, khi Al
dugc thiét ké véi miic do nhan héa phu hgp, nguai tiéu
dung cé xu huédng xem Al nhu mét tac nhan xa héi thay
vi mot hé théng ky thuat thuan tuy. Diéu nay gilp gia
tang cdm nhan hién dién xa hoi, su gan gii va muc dé gan
két trong qua trinh tuong tac, tir d6 anh huéng tich cuc
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dén cac danh gia va quyét dinh tiéu dung. Nghién ctu ctia
Han [6] trong béi canh chatbot thuong mai cho thay nhan
hoda Al c6 tac dong tich cuc dén y dinh mua hang théng
qua viéc lam gia tang su thich thud va cdm nhan hién dién
xa hoi clla nguai tiéu dung.

Bén canh dé, cac nghién clu gan day nhan manh
rang nhan héa cdm nhan khéng chi phu thudc vao thiét
ké khach quan ctia Al ma con phu thuéc vao cach ngudsi
tiéu dung dién giadi va trdi nghiém tuong tac véi Al.
Nghién cttu [10] cho rdang nhan héa cdm nhan Al déng
vai tro trung tam trong viéc hinh thanh trai nghiém mua
sam dua trén Al, khi ngudi tiéu dung cdm nhan Al c6 su
s6ng, ¢6 ndng luc tu duy va khd nang hiéu nhu cau ca
nhan. Do d6, nhan héa cdm nhan cta Al dugc xem la mot
tién dé quan trong anh hudng dén cac phan ung tam ly
va hanh vi clia ngudi tiéu dung trong maéi truéng mua
sam truc tuyén.

Niém tin vao Al trong béi cdnh mua sdm truc tuyén

Niém tin dugc xem la yéu t6 cot 16i trong cac giao dich
truc tuyén, dac biét trong boi canh ngudi tiéu dung phai
dua vao cac hé théng cong nghé dé dua ra quyét dinh
mua hang. Niém tin vao Al phan anh muc dé ma ngudi
tiéu dung tin rang Al hoat ddng mot cach dang tin cay, cé
nang luc va phuc vu lgi ich ctia ho. Nhiéu nghién ctu cho
thay nhan héa Al ¢6 thé cling ¢é niém tin théng qua viéc
lam cho Al tr& nén dé hiéu, than thién va giéng con ngudi
hon. Khi Al thé hién cac dac diém nhan hoa, ngudi tiéu
dung c6 xu huéng ap dung cac chuan muc xa hoi quen
thudéc dé danh gia Al, tir dé hinh thanh niém tin nhanh
hon so vGi cac hé théng ky thuat thuan tay. Nghién cdu
[9] chi ra rang cac dac diém nhan hoa cla thuc thé sé co
thé gia tang niém tin nhan thuc, ti d6 thuc ddy y dinh
mua hang.

Tuy nhién, muc dé niém tin vao Al khong dong nhat
gilra cac ca nhan do khac biét vé nhan thuec rui ro, kinh
nghiém céng nghé va muc do sén sang chdp nhan doi
mdi. Trong cac giao dich truc tuyén, niém tin dugc xem
nhu moét co ché giam thiéu bat dinh va rdi ro cdm nhan,
gilp ngudi tiéu dung ra quyét dinh [11]. Khi muc do
niém tin cao, ngudi tiéu dung c6 xu hudng dién giai cac
tin hiéu nhan hoéa cla Al theo huéng tich cuc, xem Al
nhu mot tac nhan ho trg tin cay. Nguoc lai khi niém tin
thap, nguai tiéu dung dé duy tri thai d6 hoai nghi, dién
gidi cdc dac diém nhan héa nhu mét su gia tao hodc thao
tang, khién tac dong tich cuc nay ctia nhan héa Al bi suy
yéu. Ngoai ra, cac nghién ctu vé thuong mai dién tu
cling cho thay niém tin khéng chi anh hudng truc tiép
dén y dinh mua ma con diéu tiét tdc dong clia cac yéu té
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trai nghiém nghiém céng nghé déi véi hanh vi nguoi
tiéu dung, dac biét la trong boi canh cac hé thong tu
déng héa va ca nhan héa [14]. Do d6, niém tin c6 thé
dugc xem la mét bién diéu tiét quan trong, quyét dinh
muc d6 hiéu qua cla chién lugc nhan hoa Al trong viéc
thuc day y dinh mua hang truc tuyén.

Cam gidc bdt an

Cam giac bat an la trang thai tam ly tiéu cuc xuat hién
khi con ngugi tuong tac véi cac thuc thé nhan tao cé mic
dd gibng con ngudi cao nhung chua hoan thién. Khai
niém nay gan lién véi ly thuyét thung ling ky quai
(uncanny valley), theo dé muc dé chap nhan cta con
ngudi déi vai thuc thé nhan tao khéng tang tuyén tinh
theo muc d6 gidng ngudi, ma c6 thé gidm manh khi su
gidng ngudi dat dén mét ngudng nhat dinh nhung van
ton tai sai léch.

Trong boi canh Al va chatbot thuong mai, cac nghién
ctu chi ra rang khi Al thé hién hanh vi hodc giao dién gan
gidng con ngudi nhung phan haéi thiéu ty nhién, ldp lai
hoac khong phu hgp véi ky vong xa hoi, nguai tiéu dung
c6 thé cdm thay khé chiu, lo 1ang va nghi ngd. Nghién ctu
[1] cho thdy, cam giac batan cé tac dong tiéu cuc truc tiép
dén y dinh mua hang, dong thoi lam suy giam hiéu qua
cla cac chién lugc nhan hoa Al. Dugi goc do tam ly tiéu
dung, cdm giac batan con anh hudng dén cach nguai tiéu
dung dién giai cac tin hiéu nhan hoa cda Al. Khi muc do
bat an thdp, cac dac diém nhan héa nhu ngoén ngl tu
nhién hay phong céach giao tiép than thién dugc xem la
tin hiéu xa héi tich cuc, giip tang su gan gui va chap nhan
céng nghé. Ngugc lai, khi cdm giac bat an cao, ngudi tiéu
dung c6 xu hudng dién giai cac tin hiéu nhan héa nhu su
gia tao hoac thao tung, lam gidm hiéu qua ctia chién lugc
nhan hoéa va dan dén né tranh hanh vi mua [5, 13]. Vi vay,
cam giac bat an khong chi anh hudng truc tiép dén y dinh
mua hang ma con déng vai tro diéu tiét quan trong, lam
suy yéu moi quan hé tich cuc gitra nhan héa cdm nhan
cta Al va y dinh mua hang truc tuyén. Viéc xem xét cam
giac bat an nhu mét bién diéu tiét giap giai thich sy
khong nhat quan trong cac két qua nghién clu trudc day
va lam ré ban chat hai mat cia nhan héa Al trong hanh vi
tiéu dung.

Y dinh mua hang truc tuyén sir dung Al

Y dinh mua hang truc tuyén dugc hiéu la muc d6 sén
sang hodc khuynh huéng clla ngudi tiéu dung trong
viéc thuc hién hanh vi mua san pham hodc dich vu
théng qua cac nén tang truc tuyén. Trong moi trudng
thuong mai dién t hién dai, Al ngay cang déng vai tro
trung gian quan trong trong viéc cung cap théng tin, dé
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xudt sdn pham va ho trg ra quyét dinh mua. Cac nghién
ctu chi ra rang viéc tich hgp Al vao qua trinh mua sam
€6 thé lam gidm bat can xdng thong tin, tiét kiém thoi
gian tim kiém va nang cao trai nghiém nhan hda, ti do
tadc dong tich cuc dén y dinh mua hang. Tuy nhién, tac
doéng nay khéng mang tinh tu déng ma phu thudc vao
cach ngudi tiéu dung cdm nhan va danh gia Al. Khi Al
dugc nhan thuc la hitu ich, thong minh va than thién, y
dinh mua hang c6 xu hudng gia tang; nguac lai, néu Al
bi danh gia la kho hiéu hodc thi€u dang tin cay, y dinh
mua hang c6 thé suy giam [10].

Trong béi canh nay, nhan héa cdm nhan cta Al dugc
xem la mot co ché quan trong gitp thu hep khoang cach
tam ly gitta ngudi tiéu dung va cong nghé, tir dé nang
cao hiéu qua cda Al trong viéc thic day y dinh mua hang
truc tuyén.

2.2. M6 hinh nghién ctu

Dua trén téng quan ly thuyét va cac bang chiing thuc
nghiém da trinh bay & muc 2.1, nghién ctu nay dé xuat
mo hinh phan tich méi quan hé gitta nhan héa cam nhan
cua tri tué nhan va y dinh mua hang truc tuyén, dong thoi
xem xét vai tro diéu tiét clia niém tin va cam giac bat an
cUa ngudi tiéu dung trong moi quan hé nay.

H2 Niémtin

Nhén hoa

cam nhan Al \ H1
H3 Cam giac batan

Hinh 1. M6 hinh nghién ciiu dé xudt
3. PHUONG PHAP NGHIEN CUU VA THANG PO

Sau qua trinh téng hgp cac nghién ctu cé lién quan va
nghién ctu dinh tinh bang phuong phap phong van sau
cac chuyén gia trong linh vuc marketing, tac gia da xay
dung bang khao sat bao gém 14 bién quan sat. Cac bién
dugc do ludng bang thang do Likert 5 muic, ké thira tir cac
nghién ctu trudc va diéu chinh cho phl hgp véi boi canh
nghién ctiu. Tiép theo dé kiém dinh cac gia thuyét nghién
clu, tac gia tién hanh khao sat nham phan tich anh hudng
clia muic dd nhan hoa cdm nhan cla tri tué nhan tao dén
y dinh mua hang théng qua Al, d6ng thoi xem xét vai trd
cla niém tin va cam giac bat an cta ngudi tiéu dung.
Nghién cdu dugc thuc hién theo phuong phap dinh
luong théng qua khao sat bang bang cau hoi cé cau trac.

Y dinh mua hang

tru'c tuyén qua Al

Bang cau héi gém ba phan chinh: Phan A thu thap
thong tin nhan khdu hoc cda ngusi trd 16i; Phan B do
ludng muc @6 nhan héa cdm nhan cuda Al, niém tin vao Al
va cdm giac bat an khi tuong tac vai Al; Phan C do ludng
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y dinh mua hang théng qua cac trg ly sé st dung tri tué
nhan tao.

Khao sat dugc tién hanh theo phuong phép lay mau
phi xac suat d6i véi nhitng nguai tiéu dung da tiing tuang
tac va mua sam théng qua cac trg ly s6 hodc chatbot s
dung Al trong méi trudng truc tuyén trong khoang thoi
gian tu thang 10 - 12/2025. Theo Hair va cong su [7], kich
thudc mau t6i thiéu trong PLS - SEM c6 thé xac dinh theo
quy tac 10n = 140 quan sat. Tuy nhién, khi kich thudc mau
dat khoang 200 - 250 quan sat thi két qua ctia PLS-SEM co
xu hudng 6n dinh va dé tin cdy cao hon. Do d¢, téng s
230 phiéu hgp & dugc st dung cho phan tich ditliéu dugc
xem la phu hgp.

D liéu thu thap dugc xtr ly bang SPSS 22 dé thuc hién
théng ké mo ta va kiém dinh so b, sau dé tiép tuc dugc
phan tich bang SmartPLS theo phuang phéap PLS-SEM
nham kiém dinh mé hinh nghién ctu, cac gia thuyét va
vai tro diéu tiét clia cac bién trong mé hinh.

Bang 1. Thang do cia mé hinh nghién ciiu

Bién Thang do Ma héa
(actrgly so mang lai cdm gidc tu nhién; toi khong cdm
Nhan oo PA1
thdy ching la gia tao.
héa cdm |, S o ax wa x "
ohan Al Cactrgly so 6 dac diém gidng con nguai. PA2
" '3] Cactrgly so c6 vé nhan thiic dugc hanh dong claminh. | PA3
Cac trg ly s6 tao cam gidc song dong va khdng mang
. PA4
tinh nhan tao.
Toi tin rang cac trg Iy so hoat dong mgt cach trung 1
L. | thuc.
Niémtin ————— o ac o
(1.13) T6i tin rdng cac trg Iy 56 la déng tin cdy. TL2
' Toi tin rdng cac trg Iy s6 ludn hudng tdi lgi ich tot nhat 13
cho nguoi dung.
Chatbot nay tao cho toi cdm gidc rung rgn (vidu: ky la, EE1
_, |bidn).
tC)ZTar?Iac Chatbot nay khién toi cam thdy rat ky quai. EE2
g Chatbot nay khién toi cdm thdy ghé rgn. EE3
Chatbot nay mang lai cdm gidc giong con nguoi mot
L o EE4
cach khong tu nhién.
Y dinh | Téi mong muén mua hang truc tuyén théng qua cic Pl
mua trg Iy s6.
hang | T6i mong mudn tiép tuc I3p lai trdi nghiém mua hang 2
T".K’ truc tuyén thong qua cac trg ly s6.
tU)A/en Toi dy dinh thyc hién cac lan mua hang truc tuyén tiép o3
thong N theo thong qua cac trg Iy s6.
ua . .
?15] Toi cd xu hudng mua san pham thong qua cc trglys6.|  py3

(Nguén: téng hop ctia tdc gid)
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4. KET QUA NGHIEN CUU
4.1.Théng ké mé td mau nghién ciu

K&t qua khao sat cho thdy trong téng 230 ngudi tham
gia phéng van dugc thé hién théng qua bang 2.

Bang 2. Két qua thong ké mau nghién ctiu

Bién Tiéu chi Tansuat | Tylé (%)

Nam 101 439

Gidi tinh
N 129 56,1
18-22 82 357

X 23-26 55 23,9

DO tuoi
27-30 30 13,0
Trén 30 63 27,4
Trung hoc/Cao déng 46 20,0

Trinh @6 hoc van | Dai hoc 134 58,3
Sau dai hoc 50 21,7
Dudi 2 lan 48 20,9

Tan suat mua 2-3ln 79 343

hang thong qua -

Al 4-5]an 57 248
Trén 5 lan 46 20,0
Du6i 6 thang 4 17,8

Kinh nghiém s | ¢_ 12 thang 66 28,7

dung Al trong N

mua sim 1-2ndm 73 31,7
Trén 2 ndm 50 21,8

(Ngudn: Tong hop tir két qud khdo sdt, 2025)
Két qua thong ké mé ta cho thay mau nghién cliiu gém
230 ngudi tiéu dung da ting mua sam thong qua cac trg
ly s6 hodc chatbot si dung tri tué nhan tao. Trong d6, nir
giGi chiém ty 1é cao hon nam gidi (56,1% so vGi 43,9%).
Nhom tudi tir 18 dén 30 chiém ty 1& chd yéu trong mau
nghién cdu, phan anh dic diém cla nhom ngudi tiéu
dung tré, doi tugng c6 muic d6 tiép can va st dung Al cao
trong mua sam tryc tuyén. Phan |6n ngudi tra 1Gi co trinh
do dai hoc tré [én va c6 kinh nghiém st dung Al trong
mua sam tu 6 thang trg 1én, cho thdy mau nghién ctu phu
hap véi béi canh va muc tiéu nghién ctu.
4.2, Panh gia do tin cay ctia thang do
D6 tin cay Cronbach’s Alpha va EFA
Két qua kiém dinh moé hinh do ludng cho thay cac
thang do trong nghién ctiu déu dat yéu cau vé dé tin cay
va gia tri hoi tu. Cu thé, hé s6 Cronbach’s Alpha cuta cac
thang do déu I6n hon 0,8, cho thdy muic d6 nhat quan noi
tai tét. Trong do6, thang do y dinh mua hang (PI) c6 d6 tin
cdy cao nhat (a = 0,88), ti€p theo la nhan héa cam nhan
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(PA) (a = 0,86), cdm giac bat an (EE) (a = 0,85) va niém tin
(TL) (a=0,83).

Bang 3. D0 tin cdy va gid tri hdi tu cla cdc thang do trong md hinh
nghién cdu

Thangdo | Sibign | CTONPACNS | Outer |
Alpha loadings

PA 5 0,86 0,72-0,84 0,69 | 0,90

TL 4 0,83 0,75-0,86 0,65 | 0,88

EE 5 0,85 0,73-0,85 0,67 | 0,89

Pl 5 0,88 0,76-0,88 0,71 | 0,91

(Ngudn: Tong hap tir két qua khdo sdt, 2025)

Cac hé s6 outer loadings clia cac bién quan sat déu
nam trong khoang tir 0,72 dén 0,88, vugt ngudng khuyén
nghi 0,7, cho thdy cac bién quan sat phan anh tot cac khai
niém tiém 4n. Bén canh do, dé tin cay téng hop (CR) cla
cac thang do déu I6n hon 0,88, khang dinh dé tin cay cta
mo hinh do ludng.

Ngoai ra, gia tri phuong sai trich (AVE) cla tat ca cac
thang do déu vugt ngudng 0,5, dao déng tu 0,65 dén
0,71, cho thdy cac bién tiém an giai thich dugc phan I6n
phuong sai clia cac bién quan sat. Nhu vay, cac thang do
trong nghién ctu dap tng day du cac tiéu chi vé do tin
cay va gia tri hoi tu, du diéu kién dé tiép tuc phan tich mé
hinh cdu trac.

Bang 4. Gid tri phan biét cac thang do

Thang do PA TL EE Pl
PA -
L 0,62 -
EE 0,58 0,47 -
Pl 0,66 0,60 0,51 -

(Ngudn: Tong hap tirkét qud khdo sdt, 2025)

Két qua kiém dinh gia tri phan biét bang chi s6 HTMT
cho thay tat ca cac hé sé déu nhé hon ngudng 0,85, dap
Ung tiéu chudn khuyén nghi trong phan tich PLS-SEM.
Diéu nay khang dinh cac thang do trong mé hinh nghién
cltu co gia tri phan biét dat yéu cau.

Pang chuy, hé s6 HTMT gilta niém tin (TL) va cdm giac
bat an (EE) & muic thap (HTMT = 0,47), cho thay hai trang
thai tam ly nay dugc phan biét ré rang. Dong thai, cac gia
tri HTMT gitta nhan héa cdm nhan (PA) va cac bién con lai
déu nam trong gidi han cho phép, xac nhan tinh doc lap
khai niém cla cac thang do va dam bao diéu kién dé tiép
tuc phan tich mé hinh cau trac.

Két qua bootstrap cho thay nhan héa cdm nhan cda Al
(PAP) c6 tac dong tich cuc va c6 y nghia théng ké dén 'y
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dinh mua hang théng qua Al (INT) (8 = 0,34; p < 0,001),
qua d6 ung ho H1. Bong thai, PAP tac dong tich cuc dén
niém tin vao Al (TST) (3 = 0,41; p < 0,001) va tac dong cd
y nghia dén cam giac bat an (EERI) (8 = 0,29; p = 0,001),
ang ho H2 va H3. Vé vai tro diéu tiét, TST lam tang cudng
moi quan hé PAP — INT (B = 0,18; p = 0,006), trong khi
EERI Iam suy yéu méi quan hé nay (B =-0,15; p = 0,035),
qua dé chap nhan H4 va H5.

Bang 5. Két qua kiém dinh cac gia thuyét nghién ctu

Gid thuyét| Miquanhé | B | t-value | p-value | Kétluan
H1 PA — PI 0,34 5,82 < 0,001 | Chdpnhédn
H2 PA—TL 041 7,21 < 0,001 | Chdpnhédn
H3 PA — EE 0,29 3,24 0,001 Chadp nhén
H4 PAXTL — PI 0,18 2,74 0,006 | Chapnhén
H5 PAXEE — PI -0,15 ) 21 0,035 | Chapnhén
(Ngudn: Tong hop tir két qud khdo sdt, 2025)
5 s Moderating Effect of Trust
2.00

(INT)
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Hinh 2. Vai trd diéu tiét ctia niém tin

Hinh 2 minh hoa vai tro diéu tiét ctia niém tin trong
moi quan hé gilra nhan hda cdm nhan cta tri tué nhan tao
va y dinh mua hang théng qua Al. Két qua cho thay, khi
muc dé niém tin cao, tac déng tich cuc ctia nhan héa Al
dén y dinh mua hang tré nén manh hon; nguoc lai, khi
niém tin thap, cing mot muc dé nhan hda chi tao ra su
gia tang han ché trong y dinh mua hang.

Moderating Effect of Eeriness

2.00 A

1.75 4

Intention to Purchase Using Al (INT)

1.0 1.5 2.0 2.5 3.0 3.5 4.0 4.5 5.0
Perceived Anthropomorphism (PAP)

Hinh 3. Vai trd diéu tiét clla cdm gidc bt an
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Hinh 3 thé hién vai tro diéu tiét clla cdm giac bat an
trong moi quan hé gitta nhan hoa cdm nhan cua tri tué
nhan tao va y dinh mua hang théng qua Al. Két qua cho
thay cam giac bat an cao lam suy yéu tac dong tich cuc
cta nhan hoa Al dén y dinh mua hang, trong khi khi cam
giac bat an thap, nhan hoa Al phat huy hiéu qua ré rét hon
trong viéc thuc day y dinh mua hang.
5.THAO LUAN KET QUA NGHIEN CUU

Tac ddng cGia nhan héa cdm nhan Al dén y dinh
mua hang

Két qua nghién ctu cho thay nhan hdéa cdam nhan ctia
tri tué nhan tao cé tac dong tich cuc dén y dinh mua hang
thong qua Al (B = 0,34; p < 0,001). K&t qua nay cho thay
khi trg ly s6 dugc ngudi tiéu dung cdm nhan la tu nhién,
séng déng va mang dac diém giéng con ngudi, ho c6 xu
huéng dé dang chap nhan tuong tac va sén sang dua ra
quyét dinh mua hang hon. Nhan héa Al gitp lam gidam
khoang cach tam ly gita con ngudi va cong nghé, qua dé
nang cao muc dé chap nhan cac goi y va khuyén nghi
mua sam do Al dua ra. K& qua nay phu hop véi cac
nghién ctu trudc vé thuong mai dua trén chatbot. Han [6]
cho rang nhan hoa chatbot gép phan lam gia tang cam
nhan hién dién xa héi va trdi nghiém tich cuc clia ngudgi
dung, tu d6 thac ddy y dinh mua hang. Tuong tu,
McKnight va cong su [11]13ap luan rang nhan hoa Al tao ra
stic hap dan trong tuong tac, dac biét khi Al dugc cam
nhan 1a c6 kha nang hé trg ra quyét dinh, qua dé chuyén
hoa nhan thuc tich cyc thanh hanh vi mua hang.

Nhéan héa cdm nhén cia tri tué nhan tao va niém
tin clia nguoi tiéu dung

K&t qua phan tich cho thay nhan hoa cdm nhan cuta Al
¢6 anh hudng tich cuc dén niém tin clia ngudi tiéu dung
déi vai Al (B =0,41; p < 0,001). Biéu nay cho thdy cac dac
diém giéng con ngudi cla trg ly s6 c6 thé gitp ngudi tiéu
dung danh gid Al nhu mot tac nhan dang tin cay hon
trong qua trinh mua sam truc tuyén. Khi Al thé hién su
nhat quan, tu nhién va c6 kha nang phan héi mang tinh
xa hoi, ngudi tiéu dung c6 xu hudng tin tuéng hon vao
thong tin va ggi y do Al cung cap.

Phat hién nay phu hgp véi lap luan cla [10] theo do
niém tin vao Al dugc hinh thanh va ciing c6 khi ngudi
dung cdm nhan Al cé cha dich, nang luc x( ly va cac dau
hiéu tuong tac giéng con nguai. Bén canh dé, nghién ctu
[9] cling chi ra rdng nhan hoéa theo hanh vi lam gia tang
niém tin nhan thuc, bdi ngudi dung dé hinh thanh cam
giac gan gui va an tam hon khi tuong tac véi cac tac nhan
s6 6 cach ing xtr mang tinh con ngudi.
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Nhan héa cdm nhén Al va cam giac bat an caa
ngudi tiéu dung

Bén canh nhiing tac dong tich cuc, két qua nghién ctu
cho thdy nhan hoa cdm nhan cta Al cing lam gia tang
cam giac bat an clia nguai tiéu dung (B = 0,29; p < 0,01).
Phat hién nay phan anh mat trai ctia chién lugc nhan hoéa,
khi Al dugc thiét ké qua gidbng con ngudi nhung van boc
|6 nhitng ddu hiéu co hoc hodc thi€u nhat quan trong
hanh vi tuong tac. Trong trudng hgp dé, nguoi tiéu dung
6 thé trai nghiém cam giac ky la, khé chiu hodc ring ron.
Két qua nay phu hgp véi lap luan ctia [10] cho rang muc
dd nhan hoa cao c6 thé lam ndy sinh cdm gidc khéng
thodi mai va méi de doa déi vGi ban sac con ngudi. Dong
thai, nghién cru [1] nhdn manh rang sy léch pha gidra ky
vong Vvé tuong tac tu nhién va kha nang thuc té cua
chatbot c6 thé kich hoat cdm giac bat an, tir d6 gay anh
hudng tiéu cuc dén hanh vi mua hang. Nhu vay, nghién
ctu cling c6 quan diém rang nhan hoa Al khéng chi mang
lai lgi ich ma con tiém &n rdi ro cdm xuc néu khéng dugc
thiét ké phu hop.

Vai tro diéu tiét cia niém tin

K&t qua kiém dinh cho thay niém tin clia ngudi tiéu
dung lam tang cudng tac déng clda nhan héa cdm nhan
cda Al dény dinh mua hang (B =0,18; p < 0,01). Diéu nay
cho thdy, véi cing mot miic d6 nhan héa, nhiing nguoi
tiéu dung c6 muc dé tin tudng cao vao Al sé thé hién y
dinh mua hang manh mé hon so v&i nhém cé muic d6 tin
tudng thap.

Két qua nay nhat quan vai [10, 11], khi cac tac gia cho
rang niém tin giup ngudi tiéu dung san sang cho phép Al
tham gia sau hon vao qua trinh ra quyét dinh, déng thoi
l[am gidm su hoai nghi trong tuong tac véi tac nhan phi
con ngudi. Do d6, niém tin c6 thé dugc xem nhu mét ca
ché& tam ly quan trong, gitp khuéch dai tac dong tich cuc
cla nhan héa Al dén hanh vi mua hang.

Vai tro diéu tiét ciia cdm giac bat an

Nguac lai, két qua nghién clu cho thdy cam giac bat
an lam suy yéu tac dong clia nhan héa cam nhan cta Al
dén y dinh mua hang ( =-0,15; p < 0,05). Khi ngugi tiéu
dung cdm nhan Al giéng con ngudi mot cach khong tu
nhién, chién lugc nhan hoa c6 thé trd nén kém hiéu qua
hodc tham chi phan tac dung trong viéc thic day y dinh
mua hang. Phat hién nay phu hgp véi két qua ctia [1] cho
thay cam giac bat an c6 thé dan dén su né tranh va lam
suy giam y dinh mua hang trong bdi canh tuong tac véi
chatbot. Ngoai ra, cac tac gia ciing luu y rang phong cach
giao tiép hodc muc d6 thanh thao qua muic cla chatbot
c6 thé lam gia tang cdm nhan gia tao, khién ngudi dung
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nhan thuic ré hon tinh phinhan ctia Al, tird6 lam tdng cdm
gidc bat an. K&t qua nghién ctu khdng dinh rang hiéu qua
clia nhan héa Al phu thuéc manh vao trang thai cam xuc
cla ngudi tiéu dung; khi cdm giac bat an gia tang, cac lgi
ich ctla nhan hoéa Al cé xu huéng bi triét tiéu.

6. KET LUAN

Nghién ctu cho thdy nhan héa cdm nhan cua tri tué
nhan tao c6 tac déng tich cuc dén y dinh mua hang truc
tuyén, déng thdi anh hudng dén hai phan ting tam ly doi
lap ctia ngudi tiéu dung la niém tin va cdm giac bat an.
Niém tin dong vai trd khuéch dai, trong khi cdm giac bat
an lam suy yéu tac dong clia nhan hoéa Al dén y dinh mua
hang, qua dé khang dinh hiéu qué cla nhan héa phu
thudc vao cach ngudi tiéu dung dién giai trdi nghiém
tuong tac véi cong nghé. Két qua gop phan lam ré tinh
hai mat cda chién lugc nhan héa Al trong hanh vi tiéu
dung. Cac nghién ctu ti€p theo nén xem xét thém cac yéu
t6 diéu tiét khac nhu kinh nghiém st dung Al, mic d6 am
hiéu cong nghé hodc bdi cdnh van hda, dong thdi mé
rong sang cac nén tang Al va nhom ngudi tiéu dung khac
nhau dé tang kha nang khai quat cta két qua.
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