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Tom tat

Muc tiéu cua nghién ctu la téng quan cdc nghién ctu lién quan dén tri tué nhan tao (Al) va dnh hudng cda tng dung Al dén
hoat déng marketing néi chung, hiéu qua cé nhan héa marketing néi riéng. Tir d6, téc gia xdy dung mé hinh nghién ctu anh
hudng cia Ung dung Al dén Hiéu qua cd nhan héa marketing tai cdc doanh nghiép (DN), gém 1 bién phu thuéc Ia Hiéu qua
cd nhan héa marketing va 6 bién déc Iap bao gém: (i) Nhan thic vé tinh hitu dung cua Al; (i) Nhén thac vé tinh dé st dung
cta Al; (iii) Anh hudng xa héi: (iv) Diéu kién tao thuan loi; (v) Théi d6 d6i véi Al: (vi) Y dinh st dung Al. Huéng nghién ctu
tiép theo la kiém dinh cdc nhan t6 anh hudng cda tng dung Al dén hiéu qua cd nhan héa marketing tai cdc DN & Viét Nam
hién nay.

Tur khéa: tri tué nhan tao, cd nhan héa marketing, doanh nghiép
Summary

This study aims to review studies related to artificial intelligence (Al), the impact of Al applications on marketing activities,
and the effectiveness of marketing personalization. From there, the author builds a research model to examine the impact
of Al applications on the marketing personalization effectiveness in businesses, including 1 dependent variable, Marketing
personalization effectiveness, and 6 independent variables: (i) Perception of the usefulness of Al; (ii) Perception of the ease
of use of Al; (iii) Social influence; (iv) Facilitating conditions; (v) Attitude towards Al; (vi) Intention to use Al. The following
research direction is to examine the factors affecting Al applications on the effectiveness of marketing personalization in
businesses in Vietnam today.

Keywords: artificial intelligence, marketing personalization, businesses
DAT VAN DE

Trong boi cdnh canh tranh khéc liét cda thi truong toan cau hoa, céd nhan hoa marketing dé trd thanh chién luge then chét
dé cac DN thu hut va gi chan khach hang. Khong chi don thuan 1a viéc goi tén khach hang trong Email marketing, ca nhan
hoa marketing ngay nay doi hdi su thdu hi€u sau sac vé nhu cau, sd thich va hanh vi cla ting cé nhan, tr d6 cung cép
nhiing trai nghiém déc ddo va phu hop nhéat. Su phat trién vuot bac clia cdng nghé, dac biét 1a Al dang md ra nhiing co hoi
chua ting c6 cho viéc ca nhan hda marketing & quy moé 16n va hiéu qua cao. Al, vdi kha nang xd ly di liéu khéng 16 va hoc
hoi tir cdc md hinh phirc tap, ¢6 thé phan tich hanh vi khach hang, du doan nhu cau va dua ra nhiing dé xuat cé nhan hoa
mot cach chinh xdc va kip thoi. Cac cong nghé Al nhu: hoc may (machine learning), hoc sau (deep learning) va xt ly ngén
ng( ty nhién (natural language processing) dang dugc Ung dung réng réi trong cac hoat déong marketing, tUr phan khic
khach hang, ca nhan hda ndi dung, dén tu dong hoa quy trinh chdm séc khach hang.

Tuy nhién, tai Viét Nam, viéc tng dung Al trong cé nhan hdéa marketing van con & giai doan khdi dau. Nhiéu DN van chua
nhan thic duge day du tiém ndng cua Al hodc gdp kho khan trong viée trién khai tng dung. Vi vay, viéc tién hanh mot
nghién ctru nay nham khai quat ly thuyét cling nhu téng quan nghién clu céc nhén té cdia ing dung Al anh hudng dén hiéu
qua cla céc chién dich marketing cé nhan hoa, tir do, dé xuat mdt mé hinh nghién clru cédc nhén t6 anh hudng cla (ng
dung Al dén hiéu qua cta céc chién dich marketing céd nhan hda la rat can thiét.

CO SO LY THUYET
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M6t s6 khai niém
Tri tué nhan tao

Theo dong chay ctia cudc Cach mang céng nghiép 4.0, Al ngay cang dugc phd bién va ing dung rong rai trong moi linh vuc
cla cudc séng, mac du dugc John McCarthy — nha khoa hoc may tinh ngudi My dé cép 1an dau tién vao nhimg ndm 1950
(Andresen, 2002), nhung dén ngay nay, thuat ngr Al maéi thuc su duoc biét dén rong réi va dugc cac “ong Ién” cla lang cong
nghé chay dua phat trién.

Al la cong nghé st dung dén k¥ thuét s6 cé kha nang thuc hién nhiing nhiém vu ma binh thuong phai can téi tri théng minh
cla con ngudi, duge xem la phd bién nhat. D3c trung cda cong nghé Al la nang luc “tu hoc” clia may tinh, do dé co thé tu
phan doan, phan tich trudc céc di liéu mdi, ma khong can su hd trg clia con ngudi, dong thai cé kha nang xdr ly di liéu voi
s8 lugng rat 1én va téc dd cao. Hién nay, mbi ngay trén toan cau co khoang 2,2 ty Gb di liéu mai (tuong duong 165.000 ty
trang tai liéu) duoc tao ra va dugc cac cong ty, nhu: Google, Twitter, Facebook, Amazon, Baidu, Weibo, Tencent hay Alibaba
thu thap dé tao thanh “di liéu lon” (big data) (Trung tam Mé phdng cong nghé va Phat trién san phdm, 2021). Al la mot linh
vyc lién quan dén chuyén nganh khoa hoc mdy tinh va cong nghé théng tin, bén chat ctia Al van do con ngudi lam ra, ho xay
dung céc thuat toan, 1ap trinh bang céc cong cu phan mém cong nghé théng tin, gilp cac may tinh ¢é thé tu dong xur Iy céc
hanh vi théng minh nhu con nguai.

Cd nhan héa marketing

Ca nhan hda marketing (Personalized Marketing) 1a mot chién lugc tiép thj tap trung vao viéc tao ra nhing trai nghiém doéc
ddo va phu hop vdi timg khach hang cé nhan. Thay vi ti€p cén tat ca khdch hang bang cling mét théng diép chung chung,
cé& nhan hda marketing st dung dir liéu va cdng nghé dé phan khic khéach hang, hi€u rd nhu cau va sd thich cua ting doi
tuong, tir dé cung cap nhimg ndi dung, san pham va dich vu phu hgp nhét.

Theo Seth Godin (2000), cd nhan hoa marketing khéng chi don thuan la viéc goi tén khdch hang trong email, ma la “viéc doi
xUr v&i moi khach hang nhu mét cé nhan doc 1ap, cd nhitng nhu cau va mong mudn riéng biét”. Ca nhan hoa marketing hiéu
qua co thé mang lai nhiéu lgi ich cho DN, bao gom:

- Téng ty 1& chuyén ddi: Khi khach hang nhan dugc nhitng thong diép va dé xuét pht hgp véi nhu cau, ho c6 kha nang mua
hang cao hon.

- Nang cao long trung thanh: Khach hang cam thady dugc quan tdm va thdu hiéu sé cé xu hudng gan bo 1au dai véi thuong
hiéu.

- Téng doanh thu va lgi nhuéan: Cé nhan hdéa marketing gitip t6i uu hda hiéu qué chién dich, tir dé tang doanh thu va loi
nhuén cho DN.

- Cai thién hinh anh thuong hiéu: Cé nhan hoa marketing gitp xay dung hinh anh thuong hiéu than thién, gan gdi va quan
tdm dén khach hang.

Al trong marketing

Al la mét Iinh vuc khoa hoc may tinh lién quan dén viéc tao ra cac hé théng may tinh cé kha ndng thuc hién cac nhiém vu
théng thuong doi hdi tri théng minh clda con ngudi, nhu: hoc tap, gidi quyét van dé va ra quyét dinh. Trong finh vuc
marketing, Al dang dugc (mg dung réng réi dé tu déng hoa céc hoat déng, phan tich dir liéu va caéi thién hiéu qua chién dich.
Mét s6 rng dung phd bién cua Al trong marketing bao gom:

- Phan khuc khach hang: Al cé thé phéan tich di liéu khach hang dé€ xac dinh cdc nhom khach hang cé chung dac diém va
nhu cau.

- C4 nhan hda ndi dung: Al ¢6 thé tao ra cac ndi dung marketing phu hop vdi timng khach hang cé nhan, chdng han nhu dé
xuat san pham, Email marketing cé nhan héa va quang cdo nham muc tiéu.

- Chatbot: Chatbot co thé tu dong tré 16i cau hdi clia khach hang, cung c&p théng tin va hd trg mua hang.
- Phan tich dur dodn: Al ¢6 thé dur dodn hanh vi clia khdch hang, chdng han nhu: kha ndng mua hang hodc rii ro rai bo.

- T8i uu hoa quang cdo: Al cé thé t6i uu hoa hiéu qua quang cdo bang cdch nham muc tiéu ding dai tuong va diéu chinh
chién dich trong thai gian thuc.

Al va ca nhan héa marketing

Su két hop gilra Al va cé nhan hda marketing mang dén nhiing co héi to 16n cho DN. Al ¢6 thé gidp DN thu thap va phéan tich
d{r liéu khach hang mét céch hiéu qua hon, tor dé hiéu ré hon vé nhu cdu va sd thich cda timg cé nhan. Dua trén nhing
théng tin nay, Al cé thé tao ra nhiing trai nghiém cé nhan hoa cao, tir dé téng su hai long va long trung thanh cla khach
hang.
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C6 thé noi, mot trong nhitng déng gop 16n nhéat cia Al trong marketing 1a kha nang cé nhan hoa trai nghiém khach hang &
quy mo Ién. Al cho phép DN thu thap va phén tich di liéu ngudi dung tlr nhigu ngudn khéc nhau, nhu: lich s& mua sam,
hanh vi duyét web va tuong téc trén mang x& hoi. Thong qua phan tich nay, Al cé thé du doan s thich, nhu cau va hanh vi
mua s&m cua ting cé nhan, tir dé dua ra nhitng dé xuét san pham hoé&c dich vu phiu hop nhat. Al trong cé nhan hoa
marketing con gilp tang ty 1& chuyén d6i. Theo do, céc dé xuat san pham dugc céd nhan hoa gidp nang cao ty & chuyén dai,
tlr d6 t&ng doanh thu. Ngoai ra, céc cong ty s& dung Al d€ gl email marketing véi ndi dung phu hop véi timg khach hang,
chang han nhu: cac uu dai dac biét hodc thong tin vé cac sén phdm ma ho quan tdm. Hodc mét s6 trang web st dung Al
dé€ hién thi ndi dung va giao dién phi hgp vdi timg khéch truy cép.

Mot s6 vi du vé viéc tng dung Al trong cé nhan hda marketing, nhu: Al gidp Netflix phan tich hanh vi xem phim cla ngudi
dung va dé xuat ndi dung cé nhan hoa dua trén sé thich cé nhan va lich st xem. Amazon str dung Al dé dé xuat san pham
duya trén lich str tim ki€m va mua hang ctia ngudi dung. Hay nhu Facebook st dung Al d€ tuy chinh néi dung hién thj trén
News Feed dua trén sé thich, luot tuong téc va lich str duyét web ciia ngudi dung. Mat khéc, Al cling duge Ung dung trong
[inh vuc séng tao ndi dung, véi mod hinh Chat GPT, ngudi dung ¢o thé str dung nén tang nay dé tao nodi dung dang van ban,
tré 161 cau hdi va tham chi tham gia vao céc cudc trd chuyén vé cac van dé thac mac.

Téng quan nghién ctru

DE nghién clu dnh hudng clia ing dung Al dén cé nhan hda marketing, nhiéu tc gia da s& dung mé hinh nghién ctu dua
trén md hinh Chdp nhan cong nghé (TAM) ctia Davis (1989) va md hinh Chdp nhan va s dung cong nghé (UTAUT) cla
Venkatesh va cong su (2003). Hai md hinh nay da dugc st dung réng réi trong nghién ctu vé viéc chap nhan va st dung
céng nghé. Cu thé, TAM cho rang, Nhan thire vé tinh hitu dung va Nhan thirc vé tinh dé str dung la 2 yéu t6 chinh anh hudng
dén Thai d6 clia ngudi dung déi véi cdng nghé, tir dé dnh hudng dén Y dinh st dung. UTAUT md rong TAM bang cach thém
Vao cac yéu to: Anh hudng x& hoi; Biéu kién tao thuén lgi va Niém vui thich.

Nhiéu nghién ctu trude day da chi ra, tdc dong tich cuc cla g dung Al dén cé nhan hoa marketing. Kumar va cong su
(2019) khéng dinh rang, Al co thé "'nang cao muc dd tuong tac va gan két cla khach hang' théng qua viéc ca nhan hoa trai
nghiém. Moro va cong su (2016) chi ra rang, Al cé thé "du doan céc chi s6 hiéu suét trén mang x& hoi va danh gia tac dong
dén viéc xay dung thuong hiéu".

St dung mé hinh Tam, Sarp, S. (2023) d& tién hanh mdt nghién cru véi muc dich giai thich cdch ngudi dung chdp nhén va
st dung Al trong quang céo. K&t qua nghién ctu chi ra, Tinh hitu ich, Su dé hiéu, Tac dong xa hoi co téc dong tich cuc dén
Su ché&p nhan va str dung Al trong quang cdo cla ngudi diing. Bén canh do, nghién clru nay giup céc nha quang cdo hiéu
céch str dung Al t6t hon trong nham thu hit ngudi tiéu dung va dat duoc két qua tét hon.

Chenxing Wang va cong su (2023) da str dung méd hinh TAM lam khung ly thuyét, nham danh gia thuc nghiém mé hinh TAM
cho Al trong thuong mai dién t. K&t qua nghién ciu cho thdy, Chudn muc chd quan tac déng tich cuc dén Tinh hitu ich
dugc nhan thac va Tinh dé str dung dugc theo dudi; Nigm tin co tac dong tich cuc dén Tinh dé str dung duoc theo dudi va
Tinh dé st dung dugc theo dudi tac dong tich cuc dén Tinh hitu ich duge nhén thic va Thai do dai véi viéc sir dung. Tuong
ty, Tinh htu ich dugc nhan thirc cling cé tac déng tich cuc dén Thai d6 st dung va Y dinh st dung. Cudi cung, Y dinh st
dung hanh vi da tédc dong tich cuc dén Viéc str dung cong nghé Al trén thuc té.

B.R. Kumar (2024) d& khdm pha vai tro then chét clia Al trong ca nhan héa marketing va tac déng cuiia nd déi véi cdc DN
hién dai, tap trung cu thé vao thi trudng An 6. Cau hdi nghién cliu trong tam thiic ddy nghién ctu nay 13 "Al dnh hudng nhu
thé nao dén hiéu qua cla ca nhan hoa marketing?" Nhiing phat hién chinh cho thay, cd nhan hoa marketing duagc ho trg bdi
Al gilp téng cudng dang k& muc dé tuong tac cia khach hang, ty 1€ chuyén d&i va hiéu suat kinh doanh téng thé. Ca nhan
hoa da kénh ludn nang cao trai nghiém cutia khach hang. Cé nhan hoa marketing dua trén Al khéng chi mang lai lgi ich ngén
han, ma con nudi dudng long trung thanh 1au dai cia khdch hang va tang gid tri tron doi cia khach hang (Vuong va Nguyen,
2024). T do, tac gid khuyén nghi cdc DN nén uu tién tich hgp Al trong chién lugc tiép thi, tuan thu cac thuc hanh di liéu cé
dao durc, duy tri tinh nhéat quan gitra céc kénh va ap dung quan diém dai han dé tan dung tiém nang bién ddi ctia Al trong ca
nhan hoa marketing.

Sodig Odetunde Babatunde va cong su (2024) da kham pha tiem nang bién dai clia Al trong viéc cé nhan héa marketing.
Theo do6, Al c6 thé ca nhan hoa tin nhdn dua trén hanh vi va nhan khau hoc ctia ngudi tiéu dung, anh hudng dén 16 trinh xd
ly va t8i da hda muc dé tuong téc. Al co thé cé nhan hoa trai nghiém tiép thi duge ing dung hoa, diéu chinh phan thudng va
thach thice theo s thich cda timg ngudi tiéu dung, thic ddy muc do tuong téac sdu hon. Cac thuét toan cé thé phan tich
lugng 16n di liéu khach hang dé€ du dodn s& thich va hanh vi clia ting cé nhan. Diéu nay cho phép quang céo co muc tiéu,
d& xudt san phadm va noi dung phl hop vai cac phan khic ngudi tiéu dung cu thé. Nghién ctiu ciing chi ra, Lgi ich va Tinh dé
st dung trong qua trinh tng dung Al ¢co thé gitip céc chién dich ca nhan hoa marketing hudng téi muc tiéu cao va hiéu qua,
dan dén tang chuyén déi va doanh s6 ban hang.

MO HINH NGHIEN cUU BE XUAT

Trong nghién ctiu nay, téc gia diéu chinh 2 moé hinh TAM va UTAUT va c6 su k& thira va phat trién nhdm xay dung mo hinh
nghién ctru anh hudng clia Ung dung Al dén Hiéu qud c& nhan héa marketing cdia DN nhu Hinh.

Trong do: Bién phu thudc la Hiéu qua céd nhan hda marketing va 6 bién doc 1ap bao gdm: (i) Nhan thirc vé tinh hitu dung clia
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Al; (i) Nhan thirc veé tinh dé st dung cua Al; (iii) Anh hudng xa hoi; (iv) Diu kién tao thuan loi; (v) Thai do déi vai Al; (vi) Y
dinh st dung Al.

Hinh: M6 hinh nghién ctru dé xuat

Nhan thire vé tinh hiru dung H1
cua Al
Nhan thie vé tinh dé si H2 >
dung cua Al
H3 Hiéu qua ca

Y

Anh hwéng x3 hoi

—\—> nhan héa
marketing

Diéu kién tao thuanlei | = +———>

H4

Théi d6 d6i véi Al T ——
H5

Y dinh st dung Al j
H6

Céc gid thuyét nghién ciu dugc dua ra nhu sau:

H1: Nhén thirc vé tinh hifu dung cua Al ¢é tac ddng tich cuc cung chiéu dén Hiéu qua cd nhan héa marketing cta DN.
H2: Nhan thic vé tinh dé sir dung cda Al ¢6 tdc dong tich cuc cing chiéu dén Hiéu qua ca nhan héa marketing cua DN.
H3: Anh huéng xa héi c6 tdc dong tich cuc cing chidu dén Hiéu qua cé nhan héa marketing cda DN.

H4: biéu kién tao thudn lgi cé tdc ddng tich cuc clng chiéu dén Hiéu qua cd nhan héa marketing cta DN.

H5: Thai d6 d6i véi Al cé tac dong tich cuc clng chiéu dén Hiéu qua cé nhdn héamarketing cda DN.

Heé: Y dinh str dung Al cé téc déng tich cuc cing chiéu dén Hiéu qua cd nhan héa marketing ctia DN.

KET LUAN VA HUGNG NGHIEN CUU TIEP THEO

Dua vao t6ng quan nghién cliu trong va ngoai nudc, bai viét da xay dung dugc mé hinh nghién ctru Ung dung Al anh hudng
dén Hiéu qua cé nhan hoa marketing ctia DN. Trong do: 1 bién phu thudc 1a Hiéu qua ca nhan hda marketing ciia DN va 6
bién déc lap bao gdm: (i) Nhan thite vé tinh hitu dung cua Al; (i) Nhan thirc vé tinh dé st dung cua Al; (iii) Anh huéng xa hoi;
(iv) Dieu kién tao thuan lgi; (v) Thai do d6i vdi Al (vi) Y dinh sir dung Al.

Hudng nghién cuu tiép theo, téc gid du kién khdo sat truc tuyén vai 300 khach hang va phdng van chuyén sau véi 10 chuyén
gia marketing tai cac DN hang dau Viét Nam, sau dé lam sach dir liéu va thuc hién phan tich bdng phan mém théng ké,
nh&m kiém dinh &nh hudng ctia Ung dung Al dén Hiéu qua ca nhan héa marketing clia DN. K&t qua nghién ctu sé 1a co s&
dé thdo luan va dé xudt ham y quan tri cho cac quan ly vé thic day viéc thuc hién Al trong ca nhan hoa marketing & cdc DN
Viét Nam./.
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