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KEYWORDS collected from 290 valid questionnaires and analyzed using the Partial
Least Squares Structural Equation Modeling (PLS-SEM) approach. The
Al Chatbot; results indicate that all five factors positively influence users’ attitudes
Gen Z; toward AI Chatbots (p < 0.05), with anthropomorphism having the
) strongest effect (f = 0.251). Users’ attitudes play a mediating role and

User Attitude;

significantly enhance purchase intention (f = 0.625; p < 0.001). These
findings highlight that Gen Z prefers chatbots with more human-like and
socially engaging communication styles rather than mechanical responses.
This study contributes to extending the SOR framework by identifying Al
Chatbot characteristics as important stimuli and clarifying the mediating
role of attitude in driving purchase intention. Furthermore, the study
provides practical implications for businesses to optimize chatbot
functionalities by developing natural communication styles and enhancing
perceived value to encourage consumer purchasing behavior.
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THONG TIN BAI BAO TOM TAT

Trong bdi canh AI Chatbot ngay cang dwoc tmg dung rong rai trong thuong
mai dién tir, vi€c nghién ctu tadc dong cua cac dac tinh Al Chatbot dén y
dinh mua hang cia ngudi tiéu dung Gen Z tai Thanh phé H6 Chi Minh la
can thiét. Nghién ctru xem xét cac yéu t6 anh huong dén y dinh mua hang
ctia Gen Z tai Thanh phd H Chi Minh thong qua viéc tich hop mé hinh
SOR. Céc tac nhan kich thich tir AT Chatbot bao gém chét lugng thong tin,
chét lwong dich vy, nhén thirc vé tinh hitu ich, tinh tuwong tac va tinh nhan
hoéa. Dir lidu dugc thu thap tir 290 bang khao sat hop 1¢ va phan tich bang
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TU KHOA

phuong phap mé hinh phuong trinh cdu trac binh phuong tdi thiéu (PLS-
SEM). Két qua cho thay ca nam nhan t6 déu tac dong tich cuc dén thai do
ciia nguoi dung (p < 0,05), trong d6 tinh nhan hoéa tac dong manh nhat
(8 =0,251). Thai d6 cua nguoi dung déng vai tro 1a bién trung gian thuc
diy manh mg& y dinh mua hang ctia nguoi dung Gen Z (8 = 0,625; p < 0,001).
Nhimg phat hién nay nhan manh rang Gen Z uu tién cadc Al Chatbot c6
phong cach giao tiép gan g, mang tinh xa hdi hon 1a céac phan hdi may
moéc. Qua d6, nghién ciru gop phan mé rong hoc thuyét SOR bang cach xac

Al Chatbot;

Thé hé Z;

Thai d6 cua nguoi dung;
Y dinh mua hang;

M6 hinh SOR.
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dinh cac dac tinh ctia AI Chatbot nhu nhitng tac nhan kich thich quan trong,
lam rd vai tro trung gian ciia thai do trong viéce thic day y dinh mua hang.
Bén canh d6, nghién ciru ciing cung cap co so thuc tidn gitup doanh nghiép
t6i wu hoa cac chirc nang ciia Al Chatbot thong qua viéc xay dung phong
cach giao tiép ty nhién va nang cao gia tri sir dung, nham thuc dy hanh vi
mua sim cta ngudi tidu ding.
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1. Giéi thiéu

Cung v6i qua trinh chuyén doi s, tri tué nhan tao (AI) dang dan tro thanh cong nghé nén tang trong
hoat dong thuong mai dién tu (TMDT). Mot trong nhiing ing dung ndi bat cua Al 1a chatbot, cong cu
cho phép doanh nghiép tuwong tac truc tiép voi khach hang, hd tro tu van va cung cip thong tin theo thoi
gian thyc. Tai Viét Nam, thi truong Al duoc ghi nhan dat khoang 752,5 triéu USD vao nam 2024 va
duoc du bao s& vuot mde 2,8 ty USD vao nam 2033 [1]. Déng thoi, chatbot cling 1a mdt trong nhiing
linh vire ¢6 toc do ting trudng nhanh voi muc trung binh khoang 21,5% mdi nam, cho thiy xu huéng
gia tang ng dung tu dong hoa va ca nhan hoa trong cham soc khach hang [2].

Sy phat trién cta Al ciing kéo theo nhiing thay d6i dang ké trong hanh vi tiéu ding truc tuyén, dic
biét doi voi thé hé Z (Gen Z). La nhom 16n 1én cung cong nghé s6, Gen Z c6 kha ning thich tmg nhanh
v6i cc nén tang tryc tuyén va dong vai tro quan trong trong sy phat trién cia TMDT. Tai Thanh phé
Hb Chi Minh (TPHCM), Gen Z chiém hon 50% thi phan mua sam tryc tuyén trong nam 2024 [3], cho
thiy day 1a nhom khach hang c6 anh hudng dang ké dén xu hudng tiéu dung hién dai. Khi tuong tac véi
Al Chatbot, Gen Z khong chi quan tam dén su tién lgi ma con chi trong dén chat lugng thong tin, kha
nang hd trg, muic do twong tac va trai nghiém ca nhan hoa.

Nhiéu nghién ctru trude ddy di khing dinh ring cac dic diém cua Al Chatbot nhu chat luvong thong
tin (CLTT), chat luong dich vu (CLDV), tinh hiru ich (HI), tinh twong tac (TT) va tinh nhan hoa (TNH)
clia chatbot c¢6 anh hudng dén nhan thirc va hanh vi ctia khach hang [4]-[6]. Tuy nhién, phan 16n nghién
clru van tép trung vao tig yéu t riéng 1 hoic xem xét y dinh sir dung chatbot, trong khi tac dong dong
thoi cua cac dic diém chatbot dén thai d6 va y dinh mua hang, dic biét d6i v6i Gen Z tai TPHCM, van
con han ché.

Nham lap day khoang trong nay, nghién ctru 4p dung mé hinh SOR dé phan tich mbi quan hé giita
cac dic diém cua AI Chatbot, thai do ngudi tiéu ding (THD) va ¥ dinh mua hang (YD). Nghién ctru tap
trung tra 101 cac cau hoi: Cac yéu té cia Al Chatbot anh hudng nhu thé nao dén thai d6 cia Gen Z tai
TPHCM?; Thai d6 ciia ngudi tiéu ding co tac dong dén YD va dong vai tro trung gian trong mdi quan
hé gitta Al Chatbot va YD hay khong?

Tir d6, nghién ctru duoc thuc hién nham x4c dinh mirc d6 anh hudng cia cac yéu tb thudc Al Chatbot
dén YD ctia Gen Z tai TPHCM, ddng thoi dé xuat cac ham ¥ quan tri giap doanh nghiép TMBT nang
cao hiéu qua trién khai chatbot trong hoat dong tuong tac va hd tro khach hang.

2. Gia thuyét va mé hinh nghién ctru
2.1. Céc khdi niém va Iy thuyét lién quan
2.1.1. Khai niém M6 hinh SOR

Mo hinh SOR do Mehrabian va Russell dé xuit giai thich cach cac yéu t6 moi truong (Stimulus) tac
dong dén trang thai nhan thirc va cam xuc bén trong ca nhan (Organism), tir d6 dan dén phan mg hanh
vi cling nhu y dinh hodc quyét dinh mua hang (Response) [7]. Trong bdi canh thuong mai dién tlr, mo
hinh nay gitp lam rd vai tro trung gian cia yéu t6 tam 1y khi cac kich thich tir méi truong sb (nhu cong

nghé, trai nghiém truc tuyén) anh huong dén hanh vi nguoi tiéu dung. Piac biét, Al Chatbot dugc xem
la mét tac nhan kich thich quan trong, khong chi nang cao trai nghiém ma con giup doanh nghiép toi uu
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van hanh va tang hiéu qua kinh doanh [8]. Vi vdy, SOR 12 m6 hinh phul hop dé phan tich tic dong cua
Al Chatbot dén phan ung tam 1y va YD cuia Gen Z trong méi truong truc tuyén.

2.1.2. AI Chatbot

Vé qua trinh hinh thanh, AI Chatbot c6 nguon gbc tir cac hé thong hoi thoai so khai nhu ELIZA vao
nhiing nam 1960 [9]. Ngay nay, Al Chatbot da phat trién thanh hé thong tién tién str dung hoc may va
ngon ngir ty nhién dé mo phong dbi thoai gidng con ngudi, mang lai kha ning phuc vu 24/7 v6i phan
hoi tie thi va nang luc xu 1y dir liéu vuot trdi [5]. Bén canh tinh tién loi, cac hé thong nay con duogc tich
hop céc dac diém nhan hoéa nhu danh tinh riéng hodc kha nang biéu 10 su déng cam nham toi wu hoa trai
nghiém khéach hang [10]. Viéc hiéu rd cach thic cac ddc tinh nay tic dong dén THD va YD cia nguoi
dung hién dang 1a mot hudng nghién clru quan trong trong quan tri hién dai.

2.1.3. Gen Z

Gen Z duoc xac dinh 1a nhom nguoi sinh trong khoang tir nam 1997 dén 2012, duoc xem la thé hé
dau tién truong thanh trong méi trudng s hoa toan dién [11]. Viée tiép can cong nghé tir sém da giup
Gen Z hinh thanh kha ning sir dung cac nén tang sé mot cach linh hoat, dong thoi tré thanh nhiing “cong
dan s6” v&i ky vong cao vé toc do xir Iy thong tin va mirc do ca nhan héa trong trai nghiém dich vu. Bén
canh do, sy phat trién ctia cac cong ngh¢ nhu Al Chatbot cling gop phan dinh hinh théi quen tim kiém
thong tin va hd tro qua trinh ra quyet dinh mua hang cua Gen Z, khi ho ngay cang quen thudc voi cac
cong cu sb trong méi trudng tryc tuyén [5]. Do d6, day dugce xem 1a nhom khach hang tiém nang, doi
hoéi doanh nghiép phai khong ngung cai thién trai nghiém va ca nhan hoa dich vu trén nén tang so.

2.1.4. Y dinh mua hang

YD phan anh mirc d¢ sin sang va kha ning nguoi tiéu dung thyc hién hanh vi mua san phém hoac
dich vu trong tuong lai [12]. Trong bi canh AI Chatbot va thuwong mai dién tir, YD khong chi thé hién
mong muon mua sdm ma con phan anh mirc do chap nhan, tin twdong ctia nguoi ding ddi véi trai nghiém
mua sdm dugc hd trg boi cong nghé AL Cac nghién ciru trude cho thiy YD chiu anh hudng boi trai
nghiém tuong tac, nhan thirc va cam xtic cia nguoi ti€u dung sau khi str dung chatbot [4].

2.2. Cdc gid thuyét va mé hinh nghién civu

Dua trén 1y thuyét SOR, nghién ctru cho rang cac dic diém ctia AI Chatbot 1a nhiing yéu t6 kich thich
(Stimulus) tac dong dén thai d6 cta ngudi ding (Organism), tir d6 anh hudng dén YD (Response). Cu
thé, nghién ctru xem xét tac dong cia cac yéu t6 gdbm CLTT, chat lugng dich vu, nhan thirc vé HI, TT
va TNH dén thai d6 cia nguoi dung dbi voi Al Chatbot, ddng thoi danh gia vai trd cua thai do trong
viéc thiic ddy YD ctia Gen Z tai TPHCM.

2.2.1. Yéu t6 Chat lwong théng tin

CLTT la co sé cot 16i dé nguoi ding danh gia hidu qua cua Al Chatbot. Khi h¢ thong cung cép thong
tin chinh xac, kip thoi va phu hop, nguoi dung s& cam thdy duoc hd trg thuc su, gitip giam bot bdi roi
va tang su tu tin khi ra quyet dinh mua sam [13]. Viéc dam bao CLTT c¢6 tac dong tich cuc dén thai do,
gitip ngudi ding cam nhan chatbot déng tin cdy va chuyén nghiép hon trong bdi canh dich vu khach
hang truc tuyén [14]. Bén canh d6, ndi dung rd rang con ning cao nhan thic vé ning luc cia hé thong,
bién chatbot tir mot cong cu may moc thanh mét trg 1y déc luc trong mét khach hang [5]. Theo m6 hinh
SOR, CLTT dugc xem la yéu t6 kich thich ¢6 kha ning dinh hinh nhan thirc va thai d6 ciia nguoi ding
d6i v6i AI Chatbot. Khi chatbot cung cp thong tin day di, chinh xac va kip thoi, ngudi dung s& ¢ xu
huéng hinh thanh thai d6 tich cuc hon. Do d6, nghién ciru dé xuét gia thuyét sau.

Gia thuyét H,: “Chat lwong thong tin” tac déng ciing chiéu dén “Thdi do ciia nguoi ding”.

2.2.2. Yéu t6 Chat lwong dich vu

CLDV ciia Al Chatbot dugc thé hién qua mirc do hiéu qua trong viéc h5 tro nguoi dung va mang lai
trai nghiém tich cyc trong qua trinh tuong tac. Mot hé thong c6 CLDV t6t khong chi dap ting kip thoi
cac yéu cau ma con tao cam giac thun tién va hap dan khi sir dung. Viéc nang cao cam nhan vé do tin
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ciy va kha niang dap g cta hé théng c6 tac dong tich cuc dang ké dén thai do cua ngudi dung Gen Z
[14]. Kha nang phan hoi va su ddm bao tir hé thong gitp gidm thi€u rui ro cdm nhan, tir d6 cung co thai
dd tich cuc cia ngudi tiéu dung doi voi Al Chatbot [5]. Nhitng trdi nghiém tich cuc vé CLDV gitp
nguoi dung gia tang niém tin doi véi Al Chatbot, tir d6 hinh thanh thai d¢ tich cuc trong qua trinh sur
dung. Trén co s& do, nghién ctru dé xuat gia thuyéet H2.

Gid thuyét Ha: “Chat lwong dich vu” tc dong cing chiéu dén “Thai ¢ ciia nguoi dimg”.
2.2.3. Yéu t6 Nhan thirc vé tinh hiku ich

Nhén thirc vé HI phan anh cam nhan cta ngudi dung rang Al Chatbot gitp qué trinh tim kiém thong
tin va ra quyet dinh hi€u qua, nhanh chong va thuén tién hon. Trong nganh ban 1é tryc tuyén tai Viét
Nam, yéu td nay co tac dong truc tiép dén YD ) thong qua viée giam thiéu cac rai ro cam nhan [12]. Bén
canh d6, nhan thirc vé HI dwoc xem 1a nhan t5 quan trong gop phan hinh thanh va cing cd thai d¢ tich
cuc cua nguoi ti€u dung ddi véi cac dich vu Al Chatbot [5]. Viéc Al Chatbot cung cép su hd trg kip thoi
va thong tin phi hop ciing c¢6 thé nang cao trai nghiém ciia ngudi dung, tir d6 tac dong tich cuc dén thai
d6 cua khach hang Gen Z [15]. Khi nguoi dung nhan thdy AI Chatbot mang lai gia tri thuc tién trong
viéc tim kiém théng tin va hd tro ra quyet dinh, ho s& c6 xu hudng danh gia tich cuc hon ddi véi hé
thdng. Vi vay, nghién ctru dé xuat gia thuyét H3.

Gid thuyét Hz: “Nhdn thirc vé tinh hiru ich” tac dong cing chiéu dén “Thdi d ciia nguoi
dung”.
2.2.4. Yéu t6 Tinh twong tic

TT ciia AI Chatbot phan dnh mirc d6 ma hé théng c6 thé duy tri sy két ndi va giao tiép véi nguoi
duing trong qué trinh tuong tac. Yéu t6 nay dugc thé hién théng qua kha niang hd tro, sy san sang dap
g, mirc 46 quan tim dén nhu cau ca nhan va cach thic giao tiép cua AI Chatbot véi nguoi ding. Viéc
nang cao muc do twong tac, két hop véi cac yéu td cham soc ca nhan hoa va sy gan két giau cam xic,
tir d6 khién thé hé Gen Z cam nhan AI Chatbot thong minh hon va thuc day thai do tich cuc déi voi cac
khuyen nghi san pham tir hé théng [13],[16]. Tai thi truong TMDT Viét Nam, TT két hop véi kha ning
cung cip thong tin chuyén sau déng vai tro then chdt trong viéc hinh thanh YD thong qua nhiing trai
nghiém ca nhén hoa hi€u qua [17]. Kha nang tuong tac hiéu qua giup Al Chatbot mang lai trai nghiém
giao tiép tu nhién va thuan tién hon cho nguoi dung. Diéu nay gop phan hinh thanh thai do tich cuc ddi
v6i Al Chatbot. Do d6, gia thuyét H4 dugc dé xuit.

Gid thuyét Hy: “Tinh twong tac” tac dong cung chiéu dén “Thai dj ciia nguoi ding”.
2.2.5. Yéu té Tinh nhin héa

TNH cua Al Chatbot dé cdp dén viéc gan cho hé thong cac dic diém giéng con ngudi nhu tén goi,
bleu tugng cam xuic va kha nang thé hién su dong cam. Viéc tang cuong TNH giup cai thién cam nhan
vé sy 4m &p va nang lyc cua chatbot, tur do thic day cac phan trng cam xtc tich cuc va nang cao thai do
clia nguoi dung trong qua trinh mua sam [18]. Ngoai ra, trong linh vuc thwong mai dién tir, TNH con
kich hoat manh m& cam giac hién dién xa hoi, dan dén muc do tin tudng cao hon va giam thiéu rai ro
cam nhan khi tuong tac [19]. Viéc Al Chatbot thé hién cac dic diém giéng con nguol gitp gia tang cam
gidc gan gili va sy hién dién xa hdi trong qué trinh tuong tac cling nhu gop phan cai thién thai do ciia
ngudi ding ddi véi chatbot. Trén co s& do, nghién ctru dé xuat gia thuyét H5.

Gid thuyét Hs: “Tinh nhdn héa” tac dong cing chiéu dén “Thdi dé ciia nguwoi ding”.
2.2.6. Yéu t6 Thdi do ciia nguoi ding doi véi AI Chatbot

Trong bbi canh st dung Al chatbot, ca thai d6 nhan thirc va thai d cam xitic déu co tac dong tich cuc
dang ké dén y dmh chap nhan sir dung hé thong [20]. Tai thi truong Viét Nam, thai d6 tich cuc cia Gen
Z glup cting ¢ niém tin va sy gan két, tir d6 thuc day manh mé y dinh thuc hién céc hanh vi tiéu dung
cu thé [15]. Ngoai ra, thai do con dong vai tro then chét trong viée duy tri twong tac dai han, qua d6 gian
tiép hd trg hanh vi mua sim thong qua viéc gia ting mirc do gin bo ctia nguoi ding véi hé thong [14].
THD la trang thai bén trong phan anh cach nguoi ding tiép nhan cac kich thich tir AI Chatbot. Khi thai
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d6 trd nén tich cuc, nguoi dung s& ¢6 xu hudng gia ting y dinh mua hang. Vi vy, gia thuyét H6 duoc
dé xuat.
Gid thuyét Hs: “Thdi dj ciia ngwoi ding” tac dong ciing chiéu dén “Y dinh mua hang”.
Dua trén viéc ké thira cac dic diém vé Al Chatbot tir cac nghién ciru trude ddy, md hinh nghién ciru
dugc dé xuat gdm 7 yéu to: CLTT, CLDV, HI, TT, TNH, THD va YD. Trong d6, bién trung gian Thai
d6 ctia nguoi dung anh hudng truc tiép dén YD ctia ngudi tiéu ding Gen Z tai TPHCM (Hinh 1).

Kich thich (Stimulus) Co thé (Organism) Phan &rng (Response)

Chét lrong théng tin

Chét lrong dich vu

HE i+

Nhan thirc vé tinh hiru ich Théi do cua ngudi dang Y dinh mua hang

Tinh trong tac

L}
Tinh nhan hoa |
1
1

_________________________

Hinh 1. M6 hinh nghién civu dé xuat.
3. Phwong phap nghién ctru
3.1. Thiét ké nghién citu

Nghién ciru dugc trién khai theo phuwong phap két hop giira dinh tinh va dinh luong nham dam bao
tinh toan dién trong qua trinh phan tich. O giai doan dinh tinh, cac co s& 1y thuyét va nghién ctru lién
quan dén AI Chatbot duoc luge khao dé xay dung mé hinh nghién ciru va diéu chinh thang do phu hop
v6i bdi canh nghién ctru cta thé hé Gen Z tai TPHCM.

Tiép theo, giai doan dinh luong duoc tién hanh nham kiém dinh cac gia thuyét nghién ciru. D4 tuong
khao st 1a nguoi tiéu ding thudc thé hé Gen Z dang sinh song tai TPHCM va d c6 trai nghiém sir dung
Al Chatbot trong qué trinh mua sim truc tuyén. Mau nghién ciru dugc lua chon dya trén ba tiéu chi: (1)
thuoc Gen Z, (2) dang sinh séng tai TPHCM va (3) da c6 trai nghiém str dung Al Chatbot khi mua sam
truc tuyén.

Dir liéu dugc thu thap truc tuyén thong qua Google Forms béng phuong phap 1iy mau thudn tién.
Trudce khi tra 161 khao sat ngudi tham gia dugc sang loc theo d6 tudi, noi cu tra va kinh nghiém sir dung
Al Chatbot trong mua sam tryc tuyén. Trong qua trinh 1am sach dir li€u, cac bang khéo sat khong dap
{mg tiéu chi chon mau (khong thudc thé hé Gen Z hodc chua c6 trai nghiém st dung Al Chatbot) va cac
bang c6 diu hiéu tra 15i thiéu nghiém tuc (lua chon cing mot phwong 4n cho toan b cau héi thang do)
dugc loai khéi phan tich. Tong cong thu dugc 316 phan hoi, trong d6 loai 26 bang va sir dung 290 bang
khao sat hop 1¢ cho cac phan tich tiép theo.

Céc bién quan sat duoc do luong bang thang do Likert 5 diém. Vi 290 quan sat hop 1¢, dir liéu dap
{rmg yéu cau dé phan tich biang phuong phap mé hinh phwong trinh ciu tric binh phuong tbi thidu ting
phan (PLS-SEM). Sau khi dwoc lam sach, dit liéu duoc xtr 1y trén phian mém SmartPLS nham danh gia
mo hinh do ludng va kiém dinh mé hinh cau tric.
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3.2. Thang do cdc bién trong mé hinh nghién ciru

Céc thang do trong nghién ctru dugc xay dung trén co sd ké thira tir cac nghién ctru trude o lién
quan, bao gdbm thang do CLTT va YD cua Pereira va cong sy (2021) [4], CLDV cua Ashfaq va cong su
(2020) [5], nhan thire vé HI va TNH cta Lian va Lian (2023) [6], TT cua Chung va cong su (2020) [21],
va THD ctia Rana va cdng su (2024) [22]. Trén co s& d6, cac bién quan sat duoc diéu chinh vé mat ngon
ngit nham dam bao phtt hop véi bdi canh nghién ciru va dic diém cta ddi tuong khao sat 1a Gen Z tai
TPHCM. Chi tiét cac thang do duogc trinh bay trong Bang 2.

3.3. Phwong phap xir ly dir liéu

Dit liéu thu thap duoc phan tich bing phan mém SmartPLS thong qua phuong phap mé hinh phwong
trinh cau trac binh phuong t6i thiéu timg phan (PLS-SEM) nham kiém dinh mé hinh do luong va mé
hinh cAu trac. Phuong phéap nay duoc lya chon do phu hgp véi moé hinh nghién ctru co6 nhiéu bién tiém
4n va bién trung gian, déng thoi hd tro danh giai mbi quan hé giira cac bién trong mo hinh. Cu thé, cac
thang do phai dam bao do tin cay khi hai chi so Cronbach’s Alpha (CA) va Composite Reliability (CR)
déu lon hon 0,7. Dong thoi, gia tri hoi tu cia cac blen quan sat cling dugc xac nhan thong qua h¢ so tai
nhan té (Outer Loading) vugt ngudng 0,7 va chi s6 AVE déu cao hon 0,5 [23].

Tiép d6, gia tri phan biét gita cac cau tric dugc danh gia dua vao chi s6 HTMT véi ngudng yéu cau
thip hon 0,85 dé dat tinh phéan biét 1y twdng, hodc t6i da khong vuot qua 0,90 trong cic mé hinh c6 tinh
tuong quan cao [24]. Bén canh d6, hién tugng da cong tuyén dugc kiém tra bang hé sé VIF v6i ngudng
chap nhan nho6 hon 5 va phuong phap Bootstrapping dugc sir dung nhim kiém dinh y nghia thong ké
clia cac gia thuyét véi didu kién p-value nho hon 0,05 [23].

4. Két qua nghién ciru va thio luin
4.1. Théng ké mé ti

Mau nghién ctru (xem Béng 1) c6 su chénh léch nhe vé gidi tinh, trong d6 nir chiém ty 1é cao hon
nam véi 53,4% so voi 46,6%. Vé do tudi, nhom 18 - 22 chiém ty 1¢ 16n nhét 61,4%, tiép theo 1a nhom
23 - 25 v6i 29,7% va nhom 26 - 28 chiém ty 1¢ thap nhat 9,0%. Xét vé nghé nghiép, hoc sinh — sinh vién
chiém da sb 59,0%, tiép dén 1a nhan vién vin phong 30,3%, trong khi cac nhom kinh doanh va nghé
nghiép khac chiém ty 1é khong dang ké. V& thu nhap, nhom tir 5 - 10 triéu chiém ty 1& cao nhit 45,2%,
tiép theo 1a dudi 5 triéu 37,9%, trong khi nhém thu nhap trén 20 triéu chiém ty 1¢ rat thap 1,0%. Nhin
chung, mau nghién ctru tap trung & nhom dang hoc tap hodc méi di lam véi murc thu nhap trung binh,
phu hop cho viéc phén tich y dinh mua hang. ) N

Biing 1. Thong ké mo ti mdu (N=290).

Théng tin miu nghién ciru S6 lwgng Ty 18 (%)
Nam 135 46,6
Gi6i tinh
Nit 155 53,4
18 — 22 tudi 178 61,4
Do tudi 23 — 25 tudi 86 29,7
26 — 28 tudi 26 9,0
Hoc sinh, sinh vién 171 59,0
| Nhén vién van phong 88 30,3
Nghe nghiép -

Kinh doanh 8 2,8
Khac 23 7,9
Du6i 5 triéu 110 37,9
5—10 triéu 131 452

Thu nhép ;
10 — 20 triéu 46 15,9
Trén 20 triéu 3 1,0
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4.2. Danh gia mé hinh do lwong

Pau tién, md hinh do luong dugc danh gia nham dam bao dd tin cdy va gia tri hdi tu cia cac thang
do. Két qua phan tich hé sb outer loading trong Bang 2 cho thiy tat ca cac bién quan sat déu c6 gia tri
16n hon 0,7, phan anh tét cic bién tiém 4n trong md hinh. Céc chi s6 danh gia do tin cdy cta thang do
bao gébm Cronbach’s Alpha (CA) va Composite Reliability (CR) déu vuot ngudng 0,7; cho thay céc
thang do dat d¢ tin c@y cao. Gia tri phuwong sai trich trung binh (AVE) cua cac thang do déu 16n hon 0,5,
chtng minh cac thang do dat yéu cau vé gia tri hoi tu. Nhu vdy, md hinh do ludong dap Gmg day du cac
tiéu chi danh gia va du diéu kién dé tiép tuc phan tich mé hinh ciu tric.

Bing 2. Két qua danh gid mé hinh do lwong.

Thang do ma héa H¢ s6 tai

CLTT (Cronbach’s Alpha: 0,792; CR: 0,865; AVE: 0,616)

CLTT1 |Chatbot cung cép cho toi day du thong tin 0,830
CLTT2 |Thong qua chatbot, toi nhan dugc thong tin minh can mot cach kip thoi 0,797
CLTT3 |Thong tin do chatbot cung cép rd rang 0,778
CLTT4 |Thong tin do chatbot cung cép ludn dugc cap nhat 0,733
CLDV (Cronbach’s Alpha: 0,753; CR: 0,844; AVE: 0,575)

CLDV1 |Chatbot c6 giao dién hién dai 0,768
CLDV2 |Chatbot cung cép giai phap pht hop véi yéu cau cua toi. 0,779
CLDV3 |Chatbot dua ra phan hdi nhanh chéng 0,751
CLDV4 |Chatbot co cac yéu té truc quan hap din. 0,734

HI (Cronbach’s Alpha: 0,741; CR: 0,837; AVE: 0,563)

HI1 |Cac chatbot ma t6i d sir dung cung cép thong tin co chat lugng tot. 0,763

Céc chatbot ma toi da sir dung gitp cai thién hiéu qué cua toi trong viéc tim kiém

HI2 thong tin va dich vu ma t6i can. 0,763
Céc chatbot ma t6i da sir dung lam ting mirc d§ hi€u qua cia toi trong viéc tim
HI3 . A A 2 0,756
kieém thong tin vé doanh nghiép.
Céc chatbot ma t6i da sir dung hitu ich cho viéc thuc hién giao dich va tim kiém
HI4 N 0,717
thong tin.
IT (Cronbach’s Alpha: 0,766, CR: 0,851; AVE: 0,588)
TT1 |Chatbot c6 du kién thirc dé trd 101 céc cau hoi ciia khéch hang. 0,740
TT2 |Chatbot khong bao gio qué ban ron dé dap ung cac yéu cau ciia khach hang. 0,800
TT3 |Chatbot danh su quan tam mang tinh c4 nhan cho khach hang. 0,794
TT4  |Chatbot ludn lich su va nha nhan trong qua trinh twong tac véi khach hang. 0,730
TNH (Cronbach’s Alpha: 0,751; CR: 0,842; AVE: 0,571)
TNHI Nhu‘n.g cugc tro chuyén gitra t6i va chatbot giong nhu t6i dang doi thoai véi mot con 0773
nguoi thyc thy.
TNH2 [Nhitng twong tic cla t6i véi chatbot ma t6i dang st dung tao cam gidc rit ty nhién. 0,780
TNH3 |Chatbot t6i sir dung giéng nhu 13 hiéu dwoc chatbot dang twong tac véi ai. 0,710
TNH4 Nhitng cudc tro chuyén véi chatbot ma t6i dang dung khong hé mang lai cam giac 0,756

may moc.
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THD (Cronbach’s Alpha: 0,797; CR: 0,861; AVE: 0,553)

THD1 |T6i thich mua sim thong qua chatbot. 0,771
THD2 |Sy hd tro ctia chatbot mang lai nhiéu loi ich. 0,776
THD3 |Chatbot gitip toi mua sim mot cach théng minh hon. 0,713
THD4 |Viéc mua sim thong qua chatbot 1a thu vi. 0,748
THDS5 |Chatbot gidi thi¢u cac su két hop san pham thd vi 0,707
YD (Cronbach’s Alpha: 0,742; CR: 0,836, AVE: 0,561)

YD1 (Do c6 Al chatbot, t6i s& nghiém tiic can nhéc viéc mua san phim tir trang web nay. 0,758
YD2 |Do c6 Al chatbot, toi s& mua san pham tir trang web nay. 0,797

Do c¢6 Al chatbot, t6i c6 kha nang s& thyc hién céac giao dich mua trong tuong lai

YD3 trén trang web nay.

0,730

YD4 |Do Al chatbot, toi s& cAn nhic viéc mua san pham tir trang web ndy. 0,707

Tiép ndi két qua kiém dinh d6 tin cdy, gi tri phan biét ciia cac bién tiém an dwoc danh gia théng qua
chi s6 HTMT trong Bang 3. Theo tiéu chuan, gia tri HTMT giita cac cip nhan t6 nén thap hon 0,85 hoic
t6i da khong vuot qua 0,90 dé dam bao tinh phéan biét. Két qua phan tich cho thdy cac chi sd dao dong
tir 0,493 dén 0,844; riéng cap HI va CLDV dat 0, 896, tuy tiém cén ngudng gidi han nhung van nam
trong pham vi cho phép (< 0,90). Nhu vay, cac bién tiém an trong mo hinh déu dam bao tinh phan biét
va khong xay ra hién tugng trung 1ap vé ndi dung do luong.

Bing 3. Két qua kiém dinh gid tri phdn biét theo chi s6 HTMT.

CLDV CLTT HI THD TNH TT YD

CLDV
CLTT 0,714

HI 0,896 0,825
THD 0,791 0,750 0,844
TNH 0,602 0,576 0,588 0,738

TT 0,685 0,677 0,777 0,757 0,650

YD 0,647 0,646 0,676 0,795 0,493 0,701

4.3. Pdnh gid mé hinh céu tric

Hé sb xac dinh (R?) ¢ Bang 4 cho thiy cac bién tién dé giai thich dwoc 59,2% su bién thién ciia Thai
d6 nguoi ding va 39,0% ddi voi Y dinh mua hang, phan dnh murc giai thich tir vira phai dén kha. Cac
gia tri VIF dao dong tir 1,483 dén 2,397 va déu nho hon 5, xac nhian mé hinh khong xay ra da cong
tuyén. V& kich thudc tac dong (f?) trong Bang 5, mbi quan hé tir Thai d6 dén Y dinh dat 0,640, thé hién
tac dong 16n va vai trd quan trong cua thai do. Cac yéu t6 con lai anh huong dén THD ¢ mirc nho dén
gan trung binh (0,034 - 0,104). Trong d6, TNH c6 mtc tic dong cao nhét trong nhom céc bién.

Bdng 4. Gia tri hé $6 xdc dinh (R?) cua cac bién phu thudc trong mé hinh cdu triic.

Y dinh mua hang
0,592 0,390

Thai d) ciia ngwoi dung

Bién noi sinh
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Bing 5. Kich thudc tac dong () ciia cic méi quan hé trong mé hinh cdu tric.
Bién du bao VIF Vi

CLTT 1,897 0,034

CLDV 2,020 0,037

HI 2,397 0,052

TT 1,799 0,034

TNH 1,483 0,104

THD 1,000 0,640

Két qua phan tich mé hinh c4u trac cho thiy ca 6 gia thuyét tir H1 dén H6 déu duoc chap nhan véi y
nghia thong ké (p < 0,05) (xem Bang 6). Trong cac yéu t anh huong dén THD, TNH c6 tac dong manh
nhat (8 = 0,251), tiép theo 1a HI (8 = 0,226), CLDV (8= 0,175), CLTT (8 = 0,162) va cudi cing 1a TT
(B =0,158). Pang chu y, mbi quan hé tir THD dén YD c6 hé sb tac dong 16n nhit trong mé hinh (8 =
0,625; p <0,001). Két qua nay khang dinh vai trd then chdt cuia Thai d6 trong viéc thuc dy YD cua ddi
tuong nghién cuu.

Bing 6. Két qua kiém dinh cdc gid thuyét nghién civu trong mé hinh cau triic.

Gia thuyét Tac dong H¢ s6 Beta P9 1éch chuin Gia tri P Két qua
HI CLTT > THD 0,162 0,058 0,005 Chép nhan
H2 CLDV - THD 0,175 0,064 0,006 Chép nhan
H3 HI > THD 0,226 0,064 0,000 Chép nhan
H4 TT - THD 0,158 0,061 0,010 Chép nhan
H5 TNH > THD 0,251 0,047 0,000 Chép nhan
H6 THD > YD 0,625 0,042 0,000 Chép nhan

Panh gia vai tro trung gian cho thdy THD 1a ciu ndi quan trong giita cac yéu t6 tién dé va YD. Két
qua thyc nghi€ém xac nhan tat ca cac nhan td cua Al Chatbot déu tao ra tac dong gian tiép tich cuc dén
YD théng qua bién trung gian Thai d6 (p < 0,05) duoc thé hién & Bang 7. Cu thé, TNH ghi nhan mirc
anh huéng gian tiép cao nhat véi hé s6 0,157, ké dén lan luot 1a HI v6i 0,141 va CLDV véi 0,109. Hai
yéu t6 con lai 1a CLTT va TT c6 mirc tac dong thap hon, trong Gmg véi cac gia tri 0,101 va 0,099.

Bing 7. Két quad kiém dinh vai tro trung gian ciia THD.

H¢ s6 Beta Do léch chuin Gia tri P
CLTT - THD 2 YD 0,101 0,037 0,006
CLDV = THD - YD 0,109 0,041 0,007
HI - THD - YD 0,141 0,040 0,000
TT - THD = YD 0,099 0,041 0,016
TNH - THD - YD 0,157 0,030 0,000

4.4. Théo ludn két qud
Két qua nghién ctru cho théy ca nam dic diém cua Al Chatbot, gém CLTT, chat luong dich vy, nhdn

th}'rc vé HI, TT va tinh nhén hoa, ’déu tac dong tich cuc dén thai do cua nguoi dung, tur d6 anh huong
dén YD cua Gen Z tai TPHCM. Két qua nay phu hgp véi mo hinh SOR khi cac dac diém cta Al Chatbot
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dong vai tro 1a Stimulus, tic dong dén Organism 14 thai d6 cta ngudi dung va dan dén Response 13 y
dinh mua hang. Pong thoi, ca séu gia thuyét déu dugc chap nhan (p < 0,05).

Trong cac yéu t6, TNH c6 tac dong manh nhat dén thai do cta nguoi dung (8= 0,251; p <0,001), cho
thiy Gen Z danh gia cao cac Al Chatbot c6 kha nang giao tiép tu nhién, thé hién sy dong cam va tao
cam giac gan giii. Két qua nay phu hop véi  nghién ctru cta Lian va Lian (2023) [6] va Rana va cong sy
(2024) [22]. Nguoc lai, TT c6 tac dong thap nhat (8 = 0,158; p = 0,010), c6 thé do kha nang phan hdi
nhanh d3 tro thanh tinh ndng ph bién trén hau hét AI Chatbot, khién nguoi ding wu tién cac yéu to nhu
TNH va trai nghiém hon.

Bén canh do, thai do ctia ngudi dung c6 tac dong tich cyc va manh mé dén YD (B = 0,625; p <0,001),
khang dinh vai trd trung gian ctia thai o theo mo hinh SOR. Diéu nay cho thy viéc nang cao trai
nghiém tich cyuc véi Al Chatbot s& gop phan gia ting YD ctia ngudi tiéu ding.

5. Két luan

Nghién ctru da xay dung va kiém dinh mé hinh nham danh gia tac dong ciia cac dic diém Al Chatbot
dén YD ciia nguoi tiéu dung Gen Z tai TPHCM thong qua vai trd trung gian cia thai d6 nguoi dung.
Két qua phan tich cho thdy mé hinh nghién ciru c¢6 ¥ nghia thong ké va tat ca cac gia thuyét déu duoc
chap nhan. Trong d6, TNH 1a yéu t6 ¢ tac dong manh nhat dén thai d6 ciia ngudi dung, tiép theo 1a
nhan thirc vé& HI, chét luong dich vu, CLTT va TT. DPdng thoi, thai do cua ngudi ding c6 anh hudng
manh m& dén ¥ dinh mua hang, khing dinh vai trd trung gian quan trong ciia bién nay trong mé hinh
nghién ctru. Nhitng phat hién nay khong chi bd sung bang chimg thuc nghiém vé vai tro ctia AI Chatbot
trong thuong mai di€n tr ma con mé rong viéc ung dung mod hinh SOR trong nghién ctru hanh vi nguoi
tiéu dung, dong thoi cung cip co s¢ tham khao cho doanh nghiép trong qua trinh ning cao trai nghiém
khach hang.

Trong bdi canh chuyén ddi sb ngay cang manh me¢, viéc ung dung Al Chatbot dang tré thanh mét
cong cu quan trong trong hoat dong kinh doanh va tuong tac voi khach hang. Tir nhitng két qua dat duoc,
nghién ciru dé xuat mot s6 ham y quan tri nham hd trg doanh nghiép nang cao hiéu qua trién khai Al
Chatbot trong thuong mai dién tir. Cu thé, doanh nghiép can chu trong phat trién AI Chatbot theo huéng
than thién, tu nhién va phtt hop véi nhu cau ciia khach hang muyc tiéu, dic biét 1a nhom Gen Z. Pong
thoi, viéc nang cao kha nang hd trg thyc té, dam bao CLTT, cai thién CLDV va tang cuong kha ning
tuong tac s& gop phan tao ra trai nghiém tich cuc hon cho ngudi dung. Bén canh d6, doanh nghiép can
két hop linh hoat giita AT Chatbot va nhan vién hd tro trong nhiing tinh hudng phtrc tap nham duy tri sy
tin tuong va thic ddy YD ctia khach hang.

Ngoai nhitng dong gop dat duoc, nghién ctru van ton tai mot s6 han ché. Pham vi khao sat chi tap
trung vao nguoi tiéu ding Gen Z tai TPHCM nén kha ning khai quat hoa két qua con han ché. Ngoai
ra, nghién ctru chua xem xét cac yéu t6 can tré nhu ri ro cam nhan, mirc do tin tudng hodc cac yéu tb
diéu tiét nhu mirc d6 am hiéu cong nghé va loai san pharn Do d6, cac nghién ctru trong tuong lai co the
mo rong pham vi khao sat, bd sung cac yéu td nay nham cé cai nhin toan dién hon vé hanh vi mua sim
clia nguoi tiéu ding trong bdi canh tng dung Al Chatbot.

Loi cam on

Céc tac gia xin bay to long biét on dén quy thay co Truong Dai hoc Cong ngh¢ Ky thuat TPHCM da
tan tinh huéng dan, chia sé kinh nghlem va dong g6p nhidu y kién quy bau trong sudt qua trinh thue
hién bai nghién ciru. Céc tac gia ciing xin giri 161 cam on dén cic ban Gen Z da tham gia khao st va
cung cép dir lidu quan trong gitp hoan thién nghién ciru.

Xung dot lgi ich
Céc tac gia khang dinh khong c6 bt ky xung dot loi ich nao lién quan dén ndi dung ctia bai bao nay.
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