THI TRUONG VA DOANH NGHIEP

CAC THUQC TiNH CAM NHAN CUA AI AGENT VA SU HINH THANH
NIEM TIN CUA NGUOI TIEU DUNG TRONG THUONG MAI PIEN TU
VIET NAM

Cao Thu Phwong!

Trong boi canh quy mé thi truong thuwong mai dién tw Viét Nam dat khoang
38,5 ty USD nam 2025 (VECOM, 2026), nhung toc do tang truong dang cham lai
va niém tin nguwoi tiéu ding van la rdo can dwoc ghi nhdn xuyén sudt nhiéu ndm. Su
phé bién cia Al Agent (cdc téc nhan tri tué nhdn tao) c6 kha ndng twong tdc, tw van,
goi y va thyc hién giao dich thay nguoi dung dang tai dinh hinh trai nghiem mua
sam tryc tuyén tai Viét Nam. Mirc dé chdp nhan cong nghé nay phu thugc lon vao
niém tin ma nguoi tiéu dimg danh cho AI Agent, mét cdu triic tam Iy dieoc hinh thanh
tie cdac thuoc tinh cam nhdn vé hé thong. Trén co sé tich hop mé hinh chdp nhin
cong nghé (TAM), Iy thuyét niém tin (Mayer va cong su, 1995; McKnight va cong
sw, 2002) va cdc bang chitng thuwe nghiém gan day vé Al héi thogi va AI Agent dua
trén mo hinh ngon ngit lon trong thuong mai dién tu, bai viét dé xudt mét mé hinh
nghién civu khdi niém gém sdu thuéc tinh cam nhdn trung tam (hitu ich, dé sir dung,
thong minh/nhan cach hoa, minh bach, rui ro riéng tr va kha nang ddp ing) tac
déng dén mem tin, qua do anh hwong dén y dinh sir dung/y dinh mua hang, véi vai
tro diéu tiét cua cdc yéu 16 vin héa va nhdn khau hoc ddc thi ciia thi truong Viét
Nam. Bdi viét cung cdp co sé Iy ludn, gid thuyét cu thé va quy trinh do lwong dinh
lirong (bao gom cdc tiéu chi va céng thirc ddnh gia do tin cdy, gid tri hdi tu, gid tri
phan biét trong mé hinh PLS-SEM) lam nén tang cho cdc nghién ciru thwc nghiém
tiép theo, dong thoi goiy ham y quan tri cho doanh nghiép thwong mai dién tur trong
viéc thiét ké va trién khai AI Agent nham gia tang niém tin va long trung thanh ciia
khdach hang.

Tir khéa: Al Agent; niém tin nguoi tiéu ding; thwong mai dién tik; thudc tinh cam
nhan; chap nhan cong nghé.

1. Pit van dé

Thuong mai dién tir Viét Nam tiép tuc duy tri da ting trudng trong giai doan
2020 - 2025, du tdc dod da c6 diu hiéu chirng lai. Theo Bdo cdo Chi $6 Thuong mai
dién tir Viét Nam 2026 (EBI 2026) cua Hi€p hoi Thuong mai dién tir Viét Nam
(VECOM, 2026), quy mo thi trudong thuong mai dién tir ban 1€ Viét Nam nam 2025
dat khoang 38,5 ty USD, ting 21% so v&i nam trude. Pay 1a toc do ting trudng thap
nhat trong mot thap ky, song quy mé thi trudng da ting gap khoang 10 1an so véi
muirc 4 ty USD cta nam 2015 va dugc VECOM du béo c6 thé ting gap 25 lan vao
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nam 2030. Trudc do, theo Bao cdo EBI 2025, thuong mai dién tir Viét Nam nam
2024 dat quy mé 32 ty USD véi téc d6 tang trudng 27%, trong d6 riéng ban 1é hang
hoa truc tuyén dat 22,5 ty USD (ting 30%), dua ty trong thuong mai dién tir trong
tong murc ban 1é hang héa va doanh thu dich vy tiéu ding ca nude 1én khoang 12%,
cao hon muc 10% cta nam 2023 (VECOM, 2025). Bao cao e-Conomy SEA 2024
ciia Google, Temasek va Bain & Company ciing ghi nhan quy mé nén kinh té s
Viét Nam dat khoang 36 ty USD, trong d6 riéng ban 1¢ truc tuyén dong gop 22 ty
USD (Google, Temasek, & Bain & Company, 2024).

V& céu triic canh tranh, s6 liéu ciia YouNet ECI (2025) cho thiy tong gia tri
giao dich (GMV) trén bdn nén tang thuong mai dién tir 16n nhét (Shopee, TikTok
Shop, Lazada va Tiki) dat khoang 458,16 nghin ty dong trong nim 2025, ting 26%
so voi nam trude. Pong thoi ¢6 su chuyén dich thi phan dang ké: TikTok Shop ting
truong doanh thu to1 93%, nang thi phan tir 26,9% (2024) 1én 39,6% (2025), trong
khi Shopee du van dan dau V01 57,5% thi phan nhung toc do tang truong doanh thu
chi dat khoang 6%. V& phia cau, s6 luong ngudi mua sam tryc tuyén tai Viét Nam
da tang tir 45 triéu nguoi (ndm 2020) 1én 65 tridéu ngudi (nam 2023), twong Ung toc
do tang trudng binh quan trén 12%/ném, trong khi muc tiéu chinh sach dit ra dén
nam 2030 12 70% dan sb trudng thanh tham gia mua sam truc tuyén (Quyet dinh
1568/Qb-BCT ngay 03/6/2025 cua B truong B6 Cong Thuong phé duyét Ké hoach
tong thé phat trién thuong mai dién tir qubc gia giai doan 2026-2030).

Tuy nhién, di ciing tdc do tang truong 4n tuwong 13 nhitng rui ro ngay cang 16n
d6i v6i niém tin ctia nguoi tiéu dung, chinh rao can ma VECOM d4 lién tuc nhan
dién qua nhiéu ky bao cao. Khao sat cia PwC (2021) cho thiy 43% ngudi tiéu dung
Viét Nam lo ngai vé bao mat thong tin ca nhan khi mua sam truc tuyén. Theo khao
sat an ninh mang nam 2025 ctia Hiép hoi An ninh mang Qudc gia (NCA) véi 60.300
nguoi tham gia, du ty 1¢ nan nhan lira dao truc tuyén da giam tir khoang 0,45% (ct
220 nguodi c6 1 nan nhan); nam 2024 xuéng con 0,18% (cur 555 nguoi c¢o6 1 nan
nhan); nam 2025, lan giam dau tién sau nhiéu nam, thiét hai udc tinh do t6i pham
lira dao truc tuyén van & murc cao. Riéng trong linh vuc ban 1é va thuong mai dién
tir, dir liéu ctia hing bao mat Kaspersky ghi nhan khoang 6,7 triéu luot tan cong lira
dao (phishing) nhim vao ngudi mua hang truc tuyén hé théng thanh toan va dich
vu giao nhan trong giai doan tir thang 11/2024 dén thang 10/2025, trong d6 hon mot
ntra s6 cudc tin cong hudng thing vao cac cira hang truc tuyén. Trudc thuc trang
nay, Qudc hoi da thong qua Luat Thuong mai dién tr s6 122/2025/QH15, dit nén
tang phap Iy méi nham bao vé quyén loi ngudi tiéu dung va cing c¢d niém tin thi
truong (Qudc hoi, 2025).

Trong bdi canh canh tranh ngdy cing gay git va niém tin van 1a nat that co
hiru nhu trén, cac san thuong mai dién tor va doanh nghiép ban 1€ truc tuyén dang
day manh tng dung tri tu¢ nhan tao (Al), dac biét 1a cac AI Agent - h¢ thong c6 kha
nang hoi thoai, tw van san pham, ca nhan hoa goi ¥, hd tro ra quyét dinh va tham chi
tu dong hoan tat giao dich thay cho ngudi dung. Khéac véi chatbot truyén théng dua
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trén kich ban ¢d dinh, Al Agent thé hé méi duoc xay dung trén nén tang mo hinh
ngdn ngir 16n (LLM), c6 kha ning hiéu ngit canh, hoc héi tir hanh vi ngudi dung va
thé hién mutrc d6 chi dong (agency) cao hon trong qua trinh twong tac. Xu hudng
thuong mai tac nhan (agentic commerce), trong do Al Agent co thé ty tim kiém, 50

sanh, thuong luong va hoan tat thanh toan thay ngu:on dung, da bat dau duoc cac nén
tang cong ngh¢ lon trlen khai thi diém trén pham vi toan cau, dit ra ca co hoi ting
treong 14n thach thirc vé& niém tin va trach nhiém giai trinh cho toan bd hé sinh thai
thuong mai dién tu.

Mic du tiém ning cta Al Agent trong viéc ning cao trai nghiém mua sam 13
r0 rang, muc do chép nhan va sir dung thuc té clia L nguoi tiéu dung van con nhiéu rao
can, trong do niém tin tiép tuc dugc xem la yéu t6 then chét. Bang ching thuc
nghiém gan day cho thay mbi quan hé nay khong don gian: mot s6 nghién ctru ghi
nhan AT Agent dua trén LLM c6 thé lam tang, thay vi rut ngan thot gian ra quyet
dinh mua sam cua nguoi ti€u dung do nhu céu xu ly va kiém ching thong tin bo
sung, dat ra cau hoi vé viéc thugce tinh nao cua hé thong thuc sy quyét dinh ngudi
dung c6 san long giao pho quyet dinh cua minh cho mét tac nhan phi con nguo1 hay
khong. Trén nén céac so lidu vé quy md thi trudng, cdu triic canh tranh va rii ro an
ninh mang néu trén, ngudi tiéu dung Viét Nam co thé cang than trong hon khi Al
Agent tham gia siu vao quy trinh ra quyét dinh mua sdm. Do d6, viéc lam 16 nhiing
thudc tinh cam nhan nao ciia Al Agent thuc su tac dong dén su hinh thanh niém tin
ctia ngudi tiéu dung 13 mot cau hoi nghién ctru ¢6 ¥ nghia ca vé mit 1y luan va thuc
tién.

Phan 16n cac nghién ctru hién c6 vé niém tin vao chatbot/Al trong thuong mai
dién tir duoc thuc hién tai cac thi trudng phat trién, tap trung vao chatbot dua trén
kich ban hoic hé thong goi y tinh, va it chu trong dén vai tro diéu tiét cta cac yéu to
van hoa ban dia. Khoang trong nay cang rd net khi dbi twong nghién ctru chuyén
sang Al Agent tu chu dya trén LLM, von ¢6 mirc d§ nhan cach hoa, tinh chu dong
va kha nang ra quyet dinh cao hon han so véi cac thé hé cong ngh¢ trudce. Voi cach
tiép cén trén, bai viét tap trung vao cac noi dung chinh bao gém: (1) h¢ thong hoa co
so Iy thuyét vé Al Agent va niém tin ciia nguoi ticu dung truc tuyén, c6 cap nhat cac
bang chtng thuc nghiém va sd liéu thi truong giai doan 2021 - 2025; (2) nhan dién
va phan tich cac thudc tinh cam nhén trung tam cia Al Agent c6 khd nang anh huong
dén niém tin va (3) dé xuit mot md hinh nghién ctu tich hop cung hé thong gia
thuyét va quy trinh do luong dinh luong 1am nén tang cho cic nghién ctru thyc
nghiém tiép theo tai thi truong Viét Nam.

2. Tong quan ly thuyét
2.1. Khdi ni¢m AI Agent trong thwong mai dién tu

Al Agent duoc hiéu 13 mot hé théng phén mém tu dong, co6 kha nang nhan
thurc moi trudong (thong qua dir liéu van ban, hanh vi duyét web, lich st mua hang),

TAP CHi NGHIEN Cl'U CONG NGHIEP VA THWONG MAI E- ISSN: 2734-9799 3



THI TRUONG VA DOANH NGHIEP

suy luan va hanh dong nham dat duoc muc tiéu cu thé nhu tu van san phém phu hop,
so sanh gia, thuong lugng hodc hoan tat don hang véi muac do tu chu nhat dinh.

Trong thuong mai dién tu, Al Agent thuong xuét hién dudi ba hinh thire: tro
Iy mua sdm hoi thoai, hé théng go1 ¥ ¢4 nhan hoa va tac nhan giao dich tu dong.
Piém khac biét cdt 16i so véi cac cong cu tu dong hoa trude day nam & kha niang
thich img ngir canh, md phong phong cach giao tiép tu nhién va muc do chu dong
cao hon trong viéc dé xuat va thyc hién hanh dong. Cac thir nghiém thuc dia gan day
v6i trg Iy mua saim dya trén LLM cho thay tac dong ciia AI Agent 1én hanh vi ngudi
tiéu dung khong hoan toan theo huéng don gian hoa quy trinh mua sam nhu ky vong
ban d4u, ma con phu thudc vao cach ngudi ding cam nhén va dién giai thong tin do
hé théng cung cap, cang ¢b thém luan diém rang niém tin, chtr khong chi tién ich
cong cu, moi 1a bién trung gian quyét dinh.

2.2. Niém tin ciia ngwoi tiéu ding trong moi trwong truc tuyén

Niém tin duoc xem la diéu kién tién quyét cho cac giao dich trong moi truong
thuong mai dién tir. Theo Mayer va cong su (1995), niém tin 13 sy san long ciia mot
bén chap nhan trang thai dé bi ton thuong truéc hanh dong cta bén kia, dya trén ky

vong rang bén kia s& thuc hién mot hanh dong quan trong d6i vai minh, bat ké kha
nang giam sat hay kiém soat hanh vi d6. McKnight va cong sy (2002) mo rong khai
niém nay sang bdi canh truc tuyen phan biét niém tin ban dau hinh thanh trudc khi
c6 trai nghiém tuwong tac truc tiép voi niém tin dugc cung cb qua thoi gian st dung.

Khi dbi tuong dugc tin twong khong con 1a mot con nguoi hay mot t6 chire
ma 12 mot hé théng Al khai niém niém tin can duoc mo rong thém chiéu kich niém
tin vao cong nghé, bao gdbm ba thanh phan: ning lyc (hé thdng c6 kha ning thuc hién
dung chiic nang), thién chi/nhan tir (hé thong hanh dong vi loi ich ngudi dung chur
khong chi vi 1gi ich nha cung cap) va chinh tryc (hé thong hoat dong nhat quén, trung
thue, khong thao ting thong tin). Cac nghién clru gan day vé chatbot tao sinh trong
thuong mai dién tir tiép tuc khang dinh vai tro trung tdm ctia niém tin nhu bién trung
gian gilra trai nghiém tuong tac v6i Al va y dinh hanh vi cia nguoi tiéu dung, dong
thoi cho thay niém tin vao Al Agent bao gdm ca thanh phan nhén thac (dua trén
danh gia ning luc) 1an thanh phan cam xuc (hinh thanh qua twong tic mang tinh
ngudi) - mot sy phéan tach co y nghia dbi vai AI Agent nhan cach hoa cao.

2.3. Nén ting ly thuyét tich hop: TAM mé réng, niém tin va nhén cdch héa mdy
moc

Mo hinh chip nhan cong nghé (Technology Acceptance Model — TAM) ctia
Davis (1989) cho rang cam nhén hitu ich va cam nhén d& str dung 13 hai yéu t6 quyét
dinh thai d6 va y dinh sir dung cong nghé. Gefen va cong sy (2003) 1a mot trong
nhimg nghién ctru dau tién tich hop niém tin vao khung TAM trong boi canh mua
sam tryc tuyén, hinh thanh hudng tiép can TAM mo rong co tich hgp niém tin ma
nhiéu nghién ctru sau nay vé chatbot va AT Agent tiép tuc ké thira va mé rong thém
cac thudc tinh dac thu ctua tuong tac nguoi - may.
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Bén canh d6, 1y thuyét nhan cach hda may méc (Nass & Moon, 2000) cho
rang con ngudi c6 xu hudng gan cac dic diém tam 1y va xa hoi ctiia con ngudi cho
cac thuc thé phi nhan, va murc (46 nhan cach hoa nay co6 thé 1am gia ting cam giac
gan gili, tur do tac dong dén nlem tin. Tuy nhién, hiéu tng nay khong phai lac nao

cling tuyén tinh: khi mérc d6 gidng ngudi vuot qua mot ngudng nhat dinh ma khong
di kem sy minh bach twong (mg v€ ban chat may moc, hiéu tng uncanny valley”
(Hién tuong tam ly ky la khi d6i mat vOi nhiing vat thé nhan tao) va cam giac bi thao
tang co thé xuat hién, 1am suy giam niém tin thay vi cing co. Nghlen clru vé vai tro
cua tinh tuwong tac va tinh giong nguoi trong viéc hinh thanh niém tin vao chatbot
thuong mai dién tur gan day cung cip bang chl'rng thuc nghiém ung hd quan h¢ phi
tuyen nay, dong thoi nhan manh vai tro cua “quyén nang hanh dong” ma Al Agent
the hi¢n trong twong tac dich vu nhu mot yéu t6 vira tao gid tri vira tiém an rii ro vé
niém tin néu khéng duoc thiét ké phu hop.

3. Cac thudc tinh cim nhan ciia ai agent va gia thuyét nghién ctu

Trén co s& tong quan 1y thuyét va cac bang chimg thuc nghiém giai doan
2021-2025 vé Al hoi thoai, tro 1y 40 va hé thdng goi y thong minh, bai viét nhan
dién sau thudc tinh cadm nhan trung tam cua Al Agent c6 kha nang tac dong dén niém
tin ctia nguoi tiéu dung, duoc trinh bay 1an luot dudi day cung gia thuyét nghién ciru
tuong Ung.

3.1. Cam nhdn hitu ich (Perceived Usefulness) - HI

La murc d6 nguoi tiéu dung tin rang viéc sir dung Al Agent giup ho tiét kiém
thoi gian, tim dugc san pham pht hgp hon hodc dua ra quyét dinh mua sam t6t hon.
Mot Al Agent duge cam nhan 14 hitu ich thuong tao ra gia tri cong cu 1o rang, qua
d6 cling co thanh phan nang luc trong ciu tric niém tin. Bang chting gan day tir cac
nghién ciru vé chatbot tao sinh trong mua sam hang tiéu dung cho thay hiéu qua cam
nhan trong viéc hd tro ra quyét dinh 14 tién dé truc tiép ctia niém tin d6i v6i hé thong.
Tu do, gia thuyét duge dé xuét: H1: Cam nhén hiru ich tac dong cung chiéu dén niém
tin cua nguoi tiéu dung vao Al Agent.

3.2. Cam nhén dé sir dung (Perceived Ease of Use) - H2

Phan anh muc d6 ngudi dung cam thay viée tuong tac voi Al Agent - thong
qua ngdn ngir tu nhién, giao dién hoi thoai 1a don gian, khong doi hdi nd luc nhan
thire 16n. Khi rdo can st dung thap, ngudi tiéu diung c6 xu hudng trai nghiém nhiéu
hon, tao diéu kién tich liiy niém tin qua tuong tac 1ap lai. Nghién ciru tam 1y hoc vé
viéc chap nhan chatbot Al trong thuong mai dién tir xac nhén rang tinh tuong tac
thuan tién 12 mot tién dé quan trong clia niém tin, bén canh yéu t6 gidng nguoi. H2:
Cam nhan dé sir dung tac dong cung chiéu dén niém tin ctia ngudi tiéu dung vao Al
Agent.
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3.3. Cam nhdn thong minh va nhdan cdach hoa (Perceived Intelligence and
Anthropomorphism) - H3

La muc do Al Agent the hién kha nang hiéu ngit canh, phan hdi phu hop va
mang nhiing dic diém giao tiép gidng con ngudi (giong dicu, sy ddng cam dugc mod
phong). Thudc tinh ndy c6 quan hé phu:c tap v6i niém tin: mirc d6 nhén cach hoa
vira phai c6 thé gia tang thién cam va niém tin théng qua co ché phan hoi xa hoi
(Nass & Moon, 2000), nhung nhan cich héa qua mirc ma khong di kéem minh bach
vé ban chat may moc, hodc di kém mirc d6 chu dong (agency) vuot qua ky vong cua
ngudi ding, c¢6 thé gdy phan tac dung, 1am day 1én nghi ngo hodc cam giac bi thao
ting. Do d6, quan hé giira thudc tinh nay véi niém tin duoc ky vong c6 dang phi
tuyén. H3: Cam nhén théng minh/nhan cach hda co tic dong phi tuyén (dang chir U
nguoc) dén niém tin cua ngudi tiéu ding vao Al Agent.

3.4. Cam nhan minh bach (Perceived Transparency) - H4

La muc do nguoi dung hiéu dugc cach AT Agent dua ra goi y hodc quyét dinh
- vi du AI Agent c6 giai thich 1y do dé xuat mot san pham, c6 cong khai khi ni dung
1a quang cao duoc tai trg hay khong. Minh bach dugc xem la tién dé truc tiép cua
thanh phan “chinh truc” trong niém tin, dic biét quan trong khi AT Agent tham gia
vao cac quyét dinh ¢6 anh huong tai chinh dén nguoi dung. Xu huéng nghién ciru
vé Al c6 thé giai thich (explainable Al) trong hanh vi tiéu dung géan day khang dinh
minh bach thuat toan 13 co ché then chét dé duy tri niém tin khi mérc do tu chu cua
hé thong gia tang. H4: Cam nhan minh bach tac dong cing chiéu dén niém tin cia
nguoi tiéu dung vao Al Agent.

3.5. Cam nhdn rii ro vé quyén riéng tw va bdo mdt (Perceived Privacy/Security
Risk) - H5

Phan &nh muac dd lo ngai ctia nguoi dung vé viéc dit liéu ca nhan, hanh vi
duyét web va lich sir mua sam bi Al Agent thu thap, luu trit hodc sir dung sai muc
dich. Pay 1a thudc tinh c6 quan hé nghich chiéu v6i niém tin: cam nhén rai ro cang
cao, niém tin cang c6 xu hudng suy giam. Béi canh nay cang dang luu y tai Viét
Nam, noi nguoi tiéu dung con thiéu thong tin vé cach thac Al xur 1y dir liéu ca nhan.
H5: Cam nhan rui ro vé quyén riéng tu/bao mat tac dong nguoc chiéu dén niém tin
cua nguoi tiéu dung vao Al Agent.

3.6. Cam nhdn kha nang dap wng (Perceived Responsiveness) - H6

La muc d6 Al Agent phan hoi nhanh chong, chinh xac va co kha nang xu Iy
cac tinh hudng ngoai 1& (vi du khiéu nai, doi tra, cau hoi phirc tap) ma khong day
nguoi dung vao vong lap vo nghia hodc bude phai chuyen sang nhan vién ho trg con
ngudi. Kha ning dap tmg tot ciing ¢b cam nhan vé nang lyc va d¢ tin cdy van hanh
ctia hé théng; nguoc lai, viéc Al Agent thé hién “quyén ning hanh dong” nhung
khong dap ung dugc ky vong trong cac tinh hudng ngoai 1é c6 thé lam suy giam
niém tin nhanh hon so véi chatbot ¢c6 muc d6 chu dong thép. H6: Cam nhan kha
nang dap tmg tac dong cling chiéu dén niém tin ctia ngudi tidu dung vao Al Agent.
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4. M6 hinh nghién citu va phwong phap kiém dinh dé xuit

Duya trén khung 1y thuyét TAM m¢ rong tich hop niém tin, bai viét dé xuét
mo hinh nghién ctru trong dé sau thudc tinh cam nhén cta Al Agent la cac bién doc
1ap, niém tin ctia ngudi tiéu dung dong vai tro bién trung gian, va ¥ dinh st dung/y
dinh mua hang la bién phu thudc. Cac yéu té van hoa (chu nghia tap thé, mirc 4o né
tranh sy bat dinh) va nhan khau hoc (d6 tudi, mirc d6 am hiéu cong ngh¢) dugc dé
xudt 12 bién diéu tiét mdi quan hé giira thudc tinh cam nhén va niém tin: H7: Niém
tin ctia ngudi tiéu dung tac dong cung chidu dén ¥ dinh st dung/y dinh mua hang
thong qua Al Agent. H8: Yéu t6 van hoa va nhan khau hoc diéu tiét mbi quan hé
gitra thudc tinh cdm nhan va niém tin.

Hu ich
(Usefulness) \

D& sir dung
(Ease of use)

NIEM TIN H7 i
cua ngudi tiéu dang Y dinh sir dung /
vao Al Agent ¥ dinh mua hang
(Trust)

Minh bach
(Transparency)

P.uw ro riéng tu'
rrrrrrrrrrr

Kha nang dép tng
(Responsiveness )

Hinh 1. M6 hinh nghién ctru dé xuit vé thudc tinh cim nhan ciia AI Agent va
niém tin nguoi tiéu dung

4.1. Bing tong hop gid thuyét

Gia Noi dung Chidu  tac
thuyeét dong ky vong
H1 Cam nhén hitu ich tac dong dén niém tin cia ngudi tiéu | +

dung vao Al Agent.
H2 Cam nhan dé st dung tic dong dén niém tin ctia nguoi | +

tiéu dung vao Al Agent.

H3 Cam nhén thong minh/nhén cach héa co tac dong phi | U ngugc
tuyén (dang chir U ngugc) dén niém tin.
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H4 Cam nhan minh bach tac dong dén niém tin cua nguoil  +
tiéu dung vao Al Agent.

H5 Cam nhan rui ro vé quyén riéng tu/bao mat tac dong dén | —
niém tin.

H6 Cam nhan kha ning dap tng tac dong dén niém tin cua +

nguoi tiéu dung vao Al Agent.

H7 Niém tin cta ngudi tiéu dung tac dong dén ¥ dinh sir |+
dung/y dinh mua hang thong qua Al Agent.

H8 Yeéu to van hoa va nhan khau hoc di€u ti€t moi quan hé | Dicu tiét
gitra thudc tinh cam nhan va niém tin.

4.2. Thiét ké do lwong va phwong phdp phén tich di ligu

Mo hinh trén mang tinh khai niém va can dugc kiém dinh thyc nghiém. Vé
thiét ké, nghién ctru tiép theo duoc khuyén nghi st dung khao sat dinh lugng cat
ngang (cross-sectional) v6i thang do Likert 5 - 7 muc ké thira va hiéu chinh tir cac
thang do da duoc kiém dinh trong cac nghién ctiru vé TAM, niém tin truc tuyén va
chatbot Al, thu thip dir liu tir nguoi tieu dung da co trai nghiém s dung Al Agent
trén cac nén tang thuong mai dién tir pho bién tai Viét Nam | (Shopee, Lazada, TikTok
Shop). V6i quy mo6 thi truong va mirc do da dang vung mlen da trinh bay ¢ phan bat
van dé, ¢ mau tdi thiéu duoc khuyen nghi theo quy tac “10 lan so duong dan cau
tric 16n nhat tré vao mot bién tiém an” hodc tinh toan bang phan mém G*Power véi
mure ¥ nghia 0,05, luc kiém dinh (power) t6i thiéu 0,80 va quy mé hiéu tng trung
binh (f2 = 0,15), thuong cho ¢& mau ti thiéu trong khoang 200 - 400 quan sat doi
v6i mo hinh ¢6 6 - 8 bién tiém an.

Dt li¢u sau do dugc khuyén nghi phan tich bang mé hinh phuong trinh ciu
trac binh phuong t6i thiéu tung phan (PLS-SEM) do pht hop v6i m6 hinh ¢6 tinh
chat kham pha — du bao, nhiéu bién tiém an dang phan anh (reflective) va gia thuyét
vé quan hé phi tuyén (H3). Quy trinh danh gia gdm hai budc: (i) danh gia mé hinh
do luong (measurement model) vé do tin cdy, gid tri hoi tu va gia tri phan biét; (ii)
danh gia mo hinh ciu trac (structural model) vé murc d6 giai thich, quy mé tac dong
va kha ning du bao. Cac hé sd do ludng cu thé va cong thic tinh toan duoc trinh bay
nhu sau.

a) P tin cAy nhat quan ndi bo - Hé s6 Cronbach's Alpha
a=[k/(k—=1)]x[1-(Z6/c?)]
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~ Trongdo:kla s6 bién quan sat (indicator) cua thang do; oi” la phuong sai cua
bién quan sat thir 1; o 1a phuong sai cua tong di€ém thang do. Ngudng chap nhan
thong thuong 1a a > 0,70 (Hair va cong su, 2019).

b) Pé tin cay tong hop - Composite Reliability (pc)
=M/ [ CENM)? 21 - ]

Trong do: A 1a h¢ s6 tai chuan hoa (standardized outer loading) cua bién quan
sat thir i Ién bién tiém an tuong tng. Ngudng chap nhan: pc > 0,70 (Hair va cong su,
2019).

¢) Gia tri hgi tu - Phwong sai trich trung binh (AVE)
AVE = (ZA%)/n

Trong d6: n 13 sd bién quan sat cia bién tiém an. Theo Fornell va Larcker
(1981), gia tri hoi tu dugce xac nhan khi AVE > 0,50, tirc bién tiém an giai thich dugc
t6i thiéu 50% phuong sai clia cac bién quan sat thudc no.

d) Gia tri phan biét - Ty 1€ Heterotrait-Monotrait (HTMT)
HTMT;j = Thet ij)/ V( Fmono @) > Tmono (j) )

Trong do: thet(i,j) la trung binh cac hé so tuong quan gitta bién quan sat cta
bién tiém an i v&i bién quan st cua bién tiém an j (di biét — heterotrait); fmono(i)
va fmono(j) la trung binh cac he sd twong quan giira cac bién quan st trong ndi bo
bién tiém an i va j (don biét — monotrait). Theo Henseler va cong su (2015), gia tri
phan biét gitra ha} bién tiém an duge xac nhan khi HTMT < 0,90, hoac nghiém ngat
hon khi < 0,85 d61 vo1 cac khai niém ¢6 ndi ham gan nhau (vi du minh bach va kha
nang dap ung).

e) Pa cong tuyén - Hé s6 phong dai phwong sai (VIF)
VIF;=1/(1 —R?)
~ Trong d6: R 1a h¢ sO xac dinh khi hoi quy,bié'n doc 1ap thir i theo tat ca cac
bién doc lap con lai trong m6 hinh. Ngudng khuyén nghi: VIF <5, Iy tuong dudi 3,
nham loai trur hién tugng da cOng tuyén gitra cac thudc tinh cdm nhén c6 twong quan
(vi du minh bach va kha nang dap ung).
f) Panh gia mé hinh cau tric - R?, f2 va Q2

Hé s6 xac dinh (R?) do luong ty 1& phuong sai cua bién phu thudc (niém tin;
y dinh su dung/mua hang) duoc giai thich boi cac bién doc lap. Quy moé tac dong
(f?) cua tung bién doc 1ap dugc tinh theo cong thirc:

f? = (Rzgép - Rzloai wir)/ (1 — Rzgép)

Trong do: R?gop la hé s6 xac dinh cia mo hinh day du (bao gdm bién doc 1ap
dang xét); R?loai trur 1a hé s6 xac dinh khi loai bién doc lap d6 khé1 mé hinh. Theo
Cohen (1988), 2= 0,02; 0,15; va 0,35 tuong trng vo1 quy mo tac dong nho, vura va
lom.
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_ Muec do lién quan dy bao ngoai mau (predictive relevance) dugc danh gia
bang chi s6 Q? thong qua thu tuc blindfolding (Stone, 1974; Geisser, 1974):

QZZI—(ZDED/ZDOD)

Trong d6: D ED la téng binh phuong sai s du bao (sum of squares of
prediction errors); XD OD 1a tong binh phuong gia tri quan sat (sum of squares of
observations) ddi voi bién phu thudc D. Gid tri Q*> 0 cho théy mo hinh c6 kha nang
du bao ngoai mau; Q? cang 16n, mirc do lién quan du bao cang cao.

Dbi voi gia thuyét phi tuyén H3 (nhan cach hda — niém tin theo dang chir U
nguoc), nghién ctru c6 thé bo sung sd hang bac hai ctia bién doc 1ap (mean-centered)
vao mo hinh hoi quy/PLS-SEM va kiém dinh y nghia théng ké ctia hé s bac hai;
d6i voi vai tro diéu tiét H8, khuyén nghi str dung ky thuat phan tich da nhém (multi-
group analysis — PLS-MGA) hodc m6 hinh hoa s6 hang tuong tac (interaction term)
giita bién diéu tiét va tung thugc tinh cam nhén. Y nghia thong ké ctia toan bo hé 80
duong dan duoc khuyén nghi kiém dinh bang thi tuc bootstrap (tdi thiéu 5.000 mau
lap lai) dé ude lugng sai s6 chuan va gia tri t/p twong tng, phu hop véi dic diém
phan phbi phi chuan thudng gip & dir liéu khao sat hanh vi nguoi tiéu ding.

4.3. Bing tong hop tiéu chi dinh gid mé hinh PLS-SEM

Tiéu chi Nguong chip Ngudn tham chiéu
nhan

bJ tin cay nhét quan nd1 by - o >0,70 Hair et al. (2019)

Cronbach's Alpha (o)

Po tin cdy tong hop - pc>0,70 Hair et al. (2019)

Composite Reliability (pc)

Phuong sai trich trung binh -  AVE > 0,50 Fornell & Larcker (1981)
AVE

Gia tri phan biét - HTMT HTMT < 0,85 Henseler et al. (2015)
(nghiém ngat) hoac
<0,90

Pa cong tuyén - VIF VIF < 5 (ly tudng <  Hair et al. (2019)
3)

TAP CHi NGHIEN CU'U CONG NGHIEP VA THUWONG MAI E-ISSN: 2734-9799 10



THI TRUONG VA DOANH NGHIEP

Hé s6 xac dinh - R? 0,19 (yéu); 0,33 Chin (1998)
(trung binh); 0,67
(manh)

Quy mo tac dong - 0,02 (nhd); 0,15 Cohen (1988)

(vira); 0,35 (16n)

Mirc d6 lién quan du bdo - Q* Q*>0 Stone (1974); Geisser (1974)
(blindfolding)

Nguon: Xir Iy s6 liéu trén SPSS Statistics 20

Bang trén tong hop toan bd hé tiéu chi duge khuyén nghi ap dung khi trién
khai klem dinh thyc nghiém m6 hinh nghién ctru ¢ Hinh 1, giap dam bao tinh nghiém
ngit vé phuong phap luén theo chuan muc pho bién cua céc tap chi quéc té trong
linh vyc hé théng thong tin va hanh vi nguoi tiéu ding.

5.HAM Y QUAN TRI VA THAO LUAN

Tir khung 1y thuyét dé xuét, bai viét rit ra mot sé ham y cho doanh nghiép
thuong mai dién tir va nha phat trién Al Agent tai Viét Nam:

Thuwr nhat, dau tu vao chat luong goi v va do chinh xac cua Al Agent dé€ cung
cd cam nhén hitu ich - nén tang dau tién cua ni€m tin.

Thit hai, thiét ké giao dién hoi thoai ty nhién, than thién, giam thiéu nd luc
nhan thirc ciia ngudi dung, dac biét vai nhom khach hang 16n tudi hodc it am hiéu
cong nghé.

Thit ba, cAn bang muc do nhan cach hoa: Al Agent nén thé hién sy than thién
vira phai nhung can minh bach cong khai ban chit 13 hé thong Al tranh gay hiéu
14am hodc cam giac bi thao ting, dic biét khi h¢ théng duoc trao quyén hanh dong
(dat hang, thanh toan) thay nguoi dung.

Thir tu, cung cap giai thich o rang cho cac goi y (explainable Al) va cong
khai khi noi dung c6 yéu t6 tai trg/quang cao nham cung c6 cam nhan minh bach.

Thir nam, tang cuong cac bién phap bao mat dir licu va truyén thong minh
bach vé chinh sach st dung dit liéu nham gidm cam nhan rui ro cua nguoi tiéu dung,
dac biét trong bdi canh hang tri¢u luot tdn cong ltra ddo nham vao ngudi mua hang
truc tuyén moi nam va khung phap 1y vé bao vé dir liéu ca nhan (Luat Thuong mai
dién tir s6 122/2025/QH15) vira dugc ban hanh.

Thir sdu, thiét 1ap co ché chuyén tiép linh hoat sang nhan vién hd trg con ngudi
khi AT Agent khong xir Iy duoc tinh hudng, nham duy tri cam nhan vé kha nang dap
g va gi6i han rui ro khi hé thong hanh dong tu chu.
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Bén canh d6, do thi truong Viét Nam co dac diém vin hoa tap thé va mirc do
tin twong lién c4 nhan cao, cac yéu td x4 hoi nhu danh gia tu cong dong nguoi dung,
chtmg thyc tir nguoi ¢6 anh huong (KOL/KOC) c6 thé dong vai tro cing cb niém
tin ban dau vao Al Agent, mdt huéng nghién ctru bd sung dang duoc xem xét trong
cac thiét ké thuc nghiém tiép theo, dic biét trong so sanh véi cac thi truong phuong
Tay noi phén 16n béng ching thuc nghiém hién cé dugc thu thap./.
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PERCEIVED ATTRIBUTES OF AI AGENTS AND CONSUMER TRUST
FORMATION IN VIETNAMESE E-COMMERCE

Cao Thu Phuong

Against the backdrop of a Vietnamese e-commerce market valued at roughly
USD 38.5 billion in 2025 (VECOM, 2026) yet facing a slowing growth rate and
persistent consumer-trust barriers, the proliferation of Al agents (artificial
intelligence entities capable of interacting, advising, recommending, and completing
transactions on behalf of users) is reshaping the online shopping experience in
Vietnam. The extent to which consumers adopt this technology depends heavily on
the trust they place in Al agents, a psychological construct that emerges from
perceived system attributes. Integrating the Technology Acceptance Model (TAM),
trust theory (Mayer et al., 1995; McKnight et al., 2002), and recent empirical
evidence on conversational and large-language-model-based Al agents in e-
commerce, this paper proposes a conceptual research model comprising six central
perceived attributes (usefulness, ease of use, perceived
intelligence/anthropomorphism, transparency, privacy risk, and responsiveness)
that shape trust, which in turn influences usage/purchase intention, moderated by
culture- and demography-specific factors of the Vietnamese market. The paper
offers a theoretical foundation, eight testable hypotheses, and a quantitative
measurement procedure (including PLS-SEM reliability, convergent- and
discriminant-validity criteria and formulas) for future empirical research, along
with managerial implications for e-commerce firms designing and deploying Al
agents to build customer trust and loyalty.

Keywords: Al agent; consumer trust; e-commerce, perceived attributes; technology
acceptance.
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