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Tom tat
Bai viét thuc hi¢n phdn tich trdc lugng thu muc vé cac nghién aiu lién quan dén chatbot va hanh vi mua
sdm trc twyén, nham nhdn di¢n xu hudng, cum chii dé va khodng tréng nghién aiu trong giai dogn
2015-2025. Dir liéu dugc thu thdp tir co sé Scopus va Web of Science (WOS) theo mét quy trinh diéu
chinh dya trén PRISMA, xit ly bang céng cu Bibliometrix /Biblioshiny trén nén ting R. Két qud cho thdy
56 lugng cong bd tang manh sau nam 2021 véi Trung Quéc, An D¢ va Hoa Ky la ba trung tam nghién
aiu chinh. Mang ludi tir khéa chi ra ba cum chii dé: (i) cong nghé va ving dung xa hgi cia chatbot, (ii) trdi
nghiém va niém tin nguoi dimg va (iii) thiét ké hé thong va tuong tdc nguoi - mdy. Trén co sé dé, bai viét
901 mé mgt mé hinh khdi ni¢m lién h¢ ddc tinh thiét ké - ddi thogi ciia chatbot véi nhdn thiic/cam xiic (vi
du cam nhdn hi ich, hing thii, niém tin) va cdc két qud hanh vi (y dinh mua, quyét dinh). Cudi ciing,
bai viét dé xudt cdc hudng nghién aiu tuong lai nhu danh gid tdc déng ciia nhdn cach héa, cd nhdn héa va
quyén riéng tu, déng thoi kién nghi két hgp phuong phap dinh tinh va dinh lugng dé hiéu ro hon vai tro
ciia chatbot trong thuong mai di¢n tir hién dai.

Tu khoa: chatbot, mua sam tric tuyén, phdn tich trdc lugng thu muc, hanh vi tiéu ding

Abstract
This study conducts a bibliometric analysis on research examining chatbots and online shopping behavior,
aiming to map publication trends, thematic clusters, and research gaps from 2015 to 2025. Data was
collected from Scopus and Web of Science (WOS) using a modified PRISMA-based procedure and were
analyzed through Bibliometrix/Biblioshiny in R. The findings indicate an exponential post-2021 surge
in publications; notably, China, India, and the United States emerge as leading hubs. The co-occurrence
network highlights three main research fronts: (i) technological and social applications of chatbots, (ii) user
trust and experience, and (iii) system design and human—machine interaction. Synthesizing across clusters,
we outline a conceptual pattern linking chatbot design and conversational features to user cognitions/affects
(e.g., perceived usefulness, enjoyment, trust) and behavioral outcomes (e.g., purchase intention). Lastly,
this paper also outlines future research directions focusing on personalization—privacy trade-offs, the effects
of anthropomorphism, and mixed-method approaches that integrate quantitative and qualitative insights to
better understand chatbot-driven digital consumption in the era of Al-based commerce.
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1. Gidi thiéu va dat van de

Dudi tic dong caa ky nguyén s, tri tu¢ nhan tao (artifical intelligence, Al)
dang tdi dinh hinh kinh doanh truc tuyén thong qua trai nghiém khdch hang cd
nhan hda va mic d¢ tuong tdc ngay cang “giéng that”. Trong cdc cong ngh¢ uing
dung Al, chatbot - chuong trinh moé phong hoéi thoai véi con ngudi duge phdt
trién thanh cong cu néi troi cho giao tiép thoi gian thuc gita khdch hang va nha
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cung cip.' Trén cdc nén tang thuong mai dién tu, chatbot dugc trién khai rong
rii dé hé tr¢ tim ki€m san phim, dua ra goi y/deé xudt, tra 161 cau hoi, va chim
séc sau mua.? Viéc tich hop nay dang dinh hinh lai hanh vi khdch hang trén ba
phuong dién chinh: Thit nhdt, chatbot ning cao hi¢u qua va sy tién 1¢i trong mua
sim nho phdn hoi tic thoi va kha ning sin sang 24/7/365;> Thit hai, nho tuong
tdc thoi gian thuc duge cd nhan héa trén nén du liéu Ién, chatbot dang gitip cii
thién gid tri cam nhan va sy hai long d6i véi san pham/dich vu;* Thit ba, thong
qua hiéu biét vé thi trudng, sin pham, dich vy, cung kha ning thé hién dong cam
va tuy bién theo tiing khich hang, chatbot dugc cho 1a ¢6 lién quan tich cuc dén
niém tin, y dinh mua va long trung thanh thuong hiéu.’

O pham vi qudc t&, nhi¢u nghién ciu da xem xét chatbot dudi géc do trai
nghiém khdch hang, dich vu va trf tué¢ nhan tao, dong thoi kiém dinh vai trd cua
chatbot d61 véi niém tin, sy hai long, y dinh mua va hanh vi ngusi tiéu dung
trong moi trudng truc tuyén. Song song véi xu hudng nghién cidu trén thé gidi,
cha dé nay cang dang nhan dugc su quan tdim ngay cang 16n tai Viét Nam. Cdc
nghién ciu trong nudc hién chua yéu tap trung kiém dinh cdc yéu t§ anh huéng
dén y dinh su dung chatbot, nhu d¢ tin cay, tinh htu ich cua thong tin, tinh
thong minh cdm nhén va thdi do cta ngudi dung.® Mot nghién cdu gan day, tiép
tuc khing dinh vai tro cda cdc yéu t6 nhan thic va tam ly trong viéc thic ddy
y dinh su dung Al chatbot trén cdc nén ting mua sim tryc tuyén.” Mic du s6
lugng nghién ciu vé chatbot ngay cang gia ting, phan 16n cdc nghién ciu trudc
tap trung vao viéc kiém dinh cdc mo hinh thyc nghiém hoic t6ng quan tai liéu
vé AL Pén nay vin con thi€u mot nghién cudu tric lugng thu muc chuyén biét
nhim hé théng hda sy phdt trién cda linh vyc chatbot trong béi cinh hanh vi
mua sim truc tuyén, bao gom xu hudng cong bé, cdu truc tri thiic, cdc cum chu
dé va khodng tréng nghién ciiu. Vi vay, nghién ciu nay dugc thuc hién nhim
ldp day khoang tréng d6 thong qua ba cau hoi: nghién ciu da phit trién ra sao
theo thoi gian; nhting cum cha dé nao chi phdi linh vyc; va ti cdu tric tai liéu
hién c6, c6 thé goi y cdc hudng nghién ciu thuc nghiém nao cho giai doan tiép
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on user compliance”, Electronic Markets, Vol. 31(2), 2021, tr. 427-445. DOI: https://doi.org/10.1007/
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2023; Nguyén Thi Khinh Chi, Va Hoang Nam, Tran Dinh Huyén, “Nghién ctiu anh huéng cta Al chatbot
dén hanh vi mua lai ctia ngusi tiéu dung truc tuyén”, Tap chi Khoa hoc va Dao tao Ngdn hang, s6 259, 2023.
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theo? Tu b6i canh dé, bai viét tién hanh téng quan bing phan tich tric lugng thu
muc vé anh huéng cua chatbot d6i véi hanh vi mua sim truc tuyén, tip trung
vao cdc co ché dua trén dé thudc tinh cua chatbot va nhan thic ctia khich hang
chi phéi niém tin, sy hai long va y dinh mua. Ky vong ctia nghién ctiu 1a b6 sung
bing chiing cho dong tai liéu vé tuong tic khich hang ¢6 hé tr¢ Al va goi mé
cdc ham y thyc tién nhim ning cao trdi nghi¢m khdch hang trén cdc nén ting
thuong mai dién tu.

2. Téng quan nghién cuu

Chatbot dang tré thanh diém tiép xuic ky thuat s6 ngay cang thong dung trong
sudt qud trinh mua caa khdch hang, dac biét la trong moi trudng thuong mai dién
tu va dich vu tryc tuyén. Trudce hét, chung gitip ting cudng su tién 161, gidm thoi
gian phin hoi va ¢6 thé hé tro khich hang 24/7/365, qua dé tic dong dén hiu hét
cdc thanh phian chinh cua trdi nghiém va sy hai long cua khich hang.® Ddng chu
¥, mét s6 nghién ciu con cho thiy cdc khia canh chit lugng ctia chatbot nhu kha
ning phan hoi, tinh thong tin va tinh c¢d nhan hdéa dnh hudng tich cuc dén su hai
long, long trung thanh va sy ung ho thuong hiéu cta khich hang.” Khong chi diing
lai 6 cham séc khdch hang, chatbot hién con ¢6 thé tré thanh tr¢ Iy bdn hang ky
thuat s6, cung cip cdc dé xudt sain phim, dich vy, so sinh va dé xuit cic chuong
trinh khuyén mai dugce c¢d nhan héa. Pdng chud y, mét s6 nghién ciu da cho thiy
chatbot ¢6 thé anh huéng dén y dinh mua hang thong qua cam nhan vé tinh hau
ich, ho tr¢ thong tin va giao ti€p thuyét phuc.' Pong thai, tuong tic thong qua
chatbot cing dugc cd nhan héa va do d6 cuing ¢6 cdm gidc lién quan va tién Igi cua
ngudi dung, cii thién ty 1¢ chuyén déi trong thuong mai dién t.

Duya trén cdc nghién ctu ctia Chaves & Gerosa'' va Luo va cong su,'” khi
chatbot dugc trang bi tri thong minh xa hoéi (biét quan ly xung dot, dung ngon ngu
pht hop, thé hién thdi do/hanh vi dao duic, chia sé cam xuc va xu ly tuong tdc cd
nhan hda) va duge nhan cich hda (thé hién phim chit “giéng ngudi” qua giong
diéu, hai hudc, dong cam), ching cé xu hudng kich hoat cdc trang thdi nhan thic
va cdm xuic tich cuc 6 khdch hang nhu niém tin, cim nhan 4m dp va su dong cam,
tti d6 thuc ddy su hai long va v dinh tiép tuc su dung. Du vay, nhan cdch hdéa qud
muic ¢6 thé giy khé chiu hoac gidm niém tin; viéc minh bach thong tin ring ngusi
dung dang tuong tic vdi chatbot givp giam bét tic dong tiéu cuc nay."”

Tuy nhién, ding chu ¥, hi¢u luc caa chatbot khong dong nhit ma thay déi
theo cdc giai doan khdc nhau trong qud trinh mua hang; vi du gita tim ki€m
thong tin va dich vy sau mua.' Mét s6 ngudi dung cho phan hoi tich cuc véi de
xudt san pham hojc dich vy nho cam nhan veé tinh hiéu qua va do chinh xdc cua

8 Ulrich Gnewuch, Stefan Morana, Alexander Maedche, tldd, 2017; Chung Minjee, Ko Eunju, Joung
Heerim, Kim Sang Jin, tldd, 2020.
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go1 y ti chatbot; trong khi nhting nguoi khic xem d6 la xAim pham quyén riéng
tu hoic mang tinh thao ting."” Piéu nay cho thiy cin can bing gitia ¢4 nhan héa
va nhay cam vé quyén riéng tu. Hon ntia, du thiét k€ t6t ¢6 thé ning cao trii
nghiém va sy hai long thi chit lugng d6i thoai kém va sy thi€u dong cam hoac
tu dong héa qud muic lai ¢6 thé lam gidm muic d¢ yéu thich thuong hiéu va chit
lugng dich vy dugc cim nhan.'

3. Phuong phap nghién cuu
3.1. Thiét ké nghién ciiu

Bai viét dp dung phuong phdp phan tich tric lugng thu muyc dé lap ban do
tri thic vé chatbot trong mua sim tryc tuyén; bao gdbm mo ti ting trudng trong
cong bd hoc thuit, nhan dién tdc gid/tap chi/quéc gia trong yéu va phan tich
mang (dong xuit hién tu khda, dong trich din) nhim phdt hi¢n cum chu dé va
khoang tréng nghién ciu. Cdch lam nay dam bao tinh khdch quan, toan dién va
mang ham lugng hoc thuat cao nhu khuyén nghi ctia Donthu va cong su'” va
Mukherjee va cong sy,' dong thoi phtt hgp xu hudng téng quan vé Al va hanh
vi tiéu dung.
3.2. Quy trinh tim kiém va chon loc di liéu

Dé dim bdo tinh h¢ théng va minh bach trong qud trinh thu thap tai liéu,
nghién ciu nay dya vao quy trinh PRISMA (Preferred Reporting Items for Systematic
Reviews and Meta-Analyses) médt chuin myc phé bién trong cdc tdng quan hoc
thuat hién nay. Theo hudng din ctia Moher va cong sy,"” quy trinh PRISMA
gom cdc gial doan chinh: xdc dinh (Identification), sang loc va ddnh gid (Screening
& Eligibility) va bao gom (Inclusion). Méi giai doan dugc thiét k€ nhim thu hep
dan pham vi tai li¢u, tu tap hgp ban dau c¢é hang nghin cong bé dén bé miu tinh
gon nhit, ddm bdo chi con lai cdc bai nghién cdu thuc sy lién quan dén chu de
“chatbot va hanh vi mua sim tryc tuyén”. Luu y, nhim phtu hgp phan tich tric
lugng, chiing t61 da don gian héa PRISMA theo hudng tip trung sang loc ¢ muic
metadata.” Cdc budc cu thé (Identification - Screening - Eligibility - Inclusion) cung
tiéu chi loc, quy tic khu trung 1ap va chuin héa metadata sé duge dién giai chi
t1ét trong cdc doan/tiéu muc ngay bén dudi, va dugc tryc quan hda trong Hinh
1 (mo1 xem chi tiét).

15  Leon Ciechanowski, Aleksandra Przegalinska, Mikolaj Magnuski, Peter Gloor, “In the shades of the
uncanny valley: An experimental study of human—chatbot interaction”, Future Generation Computer
Systems, Vol. 92, 2019, tr. 539-548. DOI: https://doi.org/10.1016/j.future.2018.01.055

16 Asbjorn Folstad, Petter Bae Brandtzaeg, “Chatbots and the new world of HCI”, Interactions, Vol. 24(4),
2017, tr. 38-42. DOI: https://doi.org/10.1145/3085558

17  Naveen Donthu, Satish Kumar, Chatura Ranaweera, Debidutta Pattnaik, Anders Gustafsson,
“Mapping of journal of services marketing themes: A retrospective overview using bibliometric
analysis”, Journal of Services Marketing, Vol. 36(3), 2022, tr. 340-363. DOI: https://doi.org/10.1108/
JSM-04-2020-0122

18  Debmalya Mukherjee, Weng Marc Lim, Satish Kumar, Naveen Donthu, “Guidelines for advancing
theory and practice through bibliometric research”, Journal of Business Research, Vol. 148, 2022, tr. 101~
115. DOL: https://doi.org/10.1016/j.jbusres.2022.04.042

19 David Moher, Alessandro Liberati, Jennifer Tetzlaft, Douglas G. Altman, The PRISMA Group, “Preferred
reporting items for systematic reviews and meta-analyses: The PRISMA statement”, PLoS Medicine, Vol.
6(7), 2009. DOI: https://doi.org/10.1371/journal.pmed.1000097

20  Metadata c6 thé dugc hiéu Ia cdc truong thong tin mo ta bai bdo (tdc gia, tieu de, ti khéa, tém tit, nim
xudt bin, DOIL...), dugc stt dung thay cho viéc doc va ddnh gid toan vin trong nghién ciu tric luong
thu muc.
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Hinh 1: Quad trinh hé thong tai liéu

/ Nguon dit lidu: Scopus, WOS \

Théi gian tim kiém: 2015 dén 2025
Tir khoa tim kiém: Chatbot,

GD x4 Céc bai bo dwgc Xac dinh théng Conversational agent (tac
) xac qua qua trinh tim kiém trong co’ s& nhan hoi thoai), Virtual assistant (tro 1y
dinh dir liéu (n= 8667) 40), Online shopping (mua sam truc

tuyén), E-commerce (thuwong mai dién tir),
Purchase intention (y dinh mua hang),
Consumer behavior (hanh vi tiéu dung),

k Digital buying (mua sim k¥ thudt &)

Y

GD kiém

tra va Cac bai bao dwoc giir lai sau khi sang Loai triy oG bai bao héi théo, chuong
danh gia loc theo loai nguén va kiém tra ngon sacl‘q., b.a;' dle{T‘I SaCh:_ ba‘_l X& !l_}an va cac

ngi (n = 1806) bai viet khdng phai bang tiéng Anh.

\ Qua trinh ra soat tuan tha quy trinh
GD bao . sang loc, loai bé nhirng bai trung lap
gém Bao cao duoc danh gia du didu va khéng tap trung trung lap vao
kién (n=1786) chatbot va hanh vi tiéu ding, hoac chi
dé cap dén chung mét cach gian tiép,
thr yéu.

Ngudn: Nhom tdc gid xdy dung riéng dua trén quy tinh aia Moher va cdng su*!

Giai doan xac dinh. Nghién ciu khéi dau bing viéc xdc dinh tip tu
khéa bao trum hai truc néi dung “chatbot/déi thoai AI” va “hanh vi mua sim
truc tuyén”. Cu thé hon, chudi truy vin dugc xay dung trén hai truc khdi niém
chinh: (1) nhém tu khoéa dai dién cho chatbot va tdc td hoi thoai (“chatbor”,
“conversational agent”, “virtual assistant”), va (2) nhém ti khéa moé ta hanh vi
nguoi tiéu dung truc tuyén (“online shopping”, “e-commerce”, “purchase intention”,
“consumer behavior”, “digital buying”) (xem chi ti€t dudi day). Chudi truy vin nay
dugc trién khai dong thoi trén Scopus, Web of Science (WOS) dé€ dam bao do
bao phu rong, han ché rui ro bo sét cic 4n phim lién nganh. Ngoai ra, trudng
tim ki€m dugc gidi han 6 tiéu dé, tém tit va ti khoéa tuong ting véi TITLE-
ABS-KEY trén Scopus va TS (Topic Search) trén WoS. Viéc lua chon pham
vi nay giip can bing gitia do bao phu va tinh chinh xdc, ddm bao thu dugc cdc
bai ¢6 muc lién quan thuc chit dén chu dé chatbot trong hanh vi mua sim tryc
tuyén, thay vi chi xudt hién 1¢ té trong phin néi dung phu. Khodng thoi gian tim
ki€m dugc dit tii 1/2015 dén 10/2025, tuong ting giai doan bung né cua chatbot
trong thuong mai dién ti. Du liéu dugce gidi han trong cdc bai bio hoc thuat va
bai téng quan, ngon ngt tiéng Anh, va dugce xuidt ra dinh dang BibTeX/CSV dé
chuin héa trong giai doan xt ly ti€p theo. Du liéu dugce truy xudt tit hai co sé
da liéu Scopus va WoS vao ngay 28/10/2025. Téng cong, quy trinh nay thu vé
8.667 ban ghi ban dau trudc khi budc vao cic giai doan sang loc tiép theo (xem
Hinh 1 — So do6 PRISMA).

21 David Moher, Alessandro Liberati, Jennifer Tetzlaft, Douglas G. Altman, The PRISMA Group, tldd,
2009.
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*Chudi truy vdn:

Scopus (TITLE-ABS-KEY): (“chatbot” OR “conversational agent” OR “virtual
assistant”) AND (“online shopping” OR  “e-commerce” OR “purchase intention” OR
“consumer behavior” OR “digital buying”).

WoS (TS topic): (“chatbot” OR “conversational agent” OR “virtual assistant”)
AND (“online shopping” OR “e-commerce” OR “purchase intention” OR “consumer
behavior” OR “digital buying”).

Giai doan sang loc va danh gia. O bude nay, muc tiéu la thu gon tap tai
lieu vé dung trong tam “chatbot trong mua sim tryc tuyén” nhung van giti bién do
du 16n cho phan tich thu muc. Cu thé, 6 ching sang loc va dinh gid nay, cdc ban
ghi dugc loai bé néu thudéc mot trong cic truong hop sau: (1) khong phai bai bdo
nghién ciiu hoic bai téng quan hoc thuat (vi du Bai viét cua Ban bién tap - editorial,
Bai bdo hoi thio - conference paper, Chuong sich - book chapter hoic Ghi chu khoa
hoc - note); (2) khong duge xuit ban bang tiéng Anh. Sau khi loai, s6 lugng bai bdo
dugc dinh gid du dieu kién con lai 1a 1.806 bai (loai téng cong 6861 bai)

Giai doan bao gom. Vdi danh sich da tinh loc trén, R tiép tuc dugce su
dung dé€ hgp nhit va loai bo trung lip gitia hai ngudn WoS (chuin héa trudng
da liéu, déi chi€u tieu de/DOI1/tdc gid—nim). Trén danh sich da tinh loc, cdc bai
dugc doc so luge phan tiéu dé va téom tit dé xdc nhan muic d6 pht hgp véi cau hoi
nghién ciu. Cdc bai chung chung vé Al (khong tich bach chatbot) hoidc thuin ky
thuat (khong c6 thang do/bién hanh vi) déu bi loai. Quy trinh nay biao dam tinh
nhit qudn ctia mau vdi trong tim nghién ciu. Sau vong ra sodt va loai trii di 20 bai,
tap hop chinh thic gom 1786 bai bdo hoc thuat lién hé truc ti€p dén niém tin, sy
hai long, trai nghiém, tuong tic va y dinh/dinh doat mua hang qua chatbot trong
moi trudng truc tuyén; day la bo di liéu nén d€ tién hanh cdc phan tich thu muc
va téng hgp 6 cdc phin tiép theo.

3.3. Cong cy va quy trinh phdn tich

Nghién ciu nay st dung hai nguon du li¢u 16n 1a Scopus va WoS dé nhim
biao dim pham vi bao phu toan dién va giam bo sét. T4t ca ban ghi duge xuit
dang BibTeX/CSV, sau dé dua vao R va xu ly bing Bibliometrix/Biblioshiny.*
Neén tang nay cho phép lam sach, chuin héa va hgp nhit da liéu gita hai nguon
thong qua viéc gop trung theo DOI, tiéu dé va t6 hgp tic gid/nam, dong thoi hd
tr¢ chudn héa tén tdc gid, tap chi va tit khoa bing h¢ théng tu dién ty dong. Trén
Biblioshiny, nhém nghién ciu thuc hién hai nhém phan tich: (i) moé ta téng quan
(s6 bai theo nim, tic gid/quéc gia/tap chi néi bat, trich dian) dé phdc hoa buic tranh
chung; va (i1) ban d® mang ludi (dong xuit hién ti khéa va dong trich dan) dé
nhan dién cym chu dé va xu huéng dich chuyén. Toan bo do thi/bin do dugc
xudt truc tiép tii Biblioshiny d€ thuan tién minh bach quy trinh va tdi lap. Viéc két
hop Biblioshiny trén nén ting R khong chi dam bao quy trinh tdi 14p, minh bach
va truc quan héa manh mé, ma con tao diéu kién so sdnh két qua gita hai co s6 du
liéu, qua d6 nang cao do tin cay va kha nang khdi qudt ctia bin d6 khoa hoc trong
linh vuc chatbot va hanh vi mua sim truc tuyén

22 Massimo Aria, Corrado Cuccurullo, “Bibliometrix: An R-tool for comprehensive science mapping
analysis”, Journal of Informetrics, Vol. 11(4), 2017, tr. 959-975. DOI: https://doi.org/10.1016/§.j0i.2017.08.007
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4. Két qua nghién cuu va thao luan
4.1. Xu huong cong bo va tang truéng nghién ciiu

Két qua phan tich R cho thdy nghién ciu vé chatbot trong hanh vi mua sim
truc tuyén biat dau xudt hién rai rdc ti nim 2015, nhung chi thyc sy bung né sau
giai doan nam 2020 (xem chi tiét trong Hinh 2). Tu nam 2021 tré di, s6 luong
cong bé ting theo cidp s¢ nhan: vugt 100 bai vao nam 2021, hon 300 bai vao nim
2023, va dat dinh trén 500 bai vao nim 2025.Sy ting truéng dot phd nay phan dnh
tic dong két hop cua hai yéu t6: (1) su bung né cua cong nghé Al hoi thoai (nhu
ChatGPT va cdc nén tang tuong tdc tu dong) trong thuong mai dién tu, va (2) thay
déi hanh vi tiéu dung sau dai dich COVID-19, khi ngusi mua chuyén dich manh
sang cdc kénh tryc tuyén, budc doanh nghiép ting téc ing dung chatbot d¢ duy tri
tuong tic va cd nhan hda trai nghiém khdch hang. Xu hudng ting trudng lién tuc
nay cung cho thdy linh vyc “chatbot va hanh vi nguoi tiéu dung” dang tich dan
khoi nhém nghién ciu Al t6ng quidt, tré thanh mét nhdnh doc lap, tip trung vao
trai nghiém, cam xuc va y dinh hanh vi cua nguoi dung trong moi truong ky thuat
s6. Dieu nay phu hop véi nhan dinh cua Jain et al.” ring cdc cong nghé Al hién
nay khong chi la cong cu hd trg, ma da hinh thanh nén nhung tiéu linh vyc nghién
ctu riéng, phin dnh nhu ciu ung dung thyc tién va trai nghiém ngudci dung ngay
cang da dang. Su gia ting nhanh chdéng nay phan dnh mc d¢ truéng thanh cua
linh vuc nghién ciu. Thay vi chi tip trung vao phit trién cong nghé chatbot nhu
giai doan dau, cdc nghién ciu gin day da mé rong sang viéc giai thich trai nghiém,
nhan thic va hanh vi caa nguoi tiéu dung trong moi truong thuong mai dién tu.

Hinh 2: S6 luong cong trinh khoa hoc cong b6 theo nam
(giai doan 2015 — 2025)
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Articles
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Nguon: Tdc gid tu thuc hién bang phdn tich trdc lugng thu muc (bibliometric analysis) trén
RStudio, sit dung cdc goi bibliometrix va biblioshiny. Dur li¢u dugc thu thdp tit hai co s6 dit
ligw Web of Science va Scopus (truy cdp nam 2025).

23 Varsha Jain, Ketan Wadhwani, Jacqueline K. Eastman, “Artificial intelligence consumer behavior: A
hybrid review and research agenda”, Journal of Consumer Behaviour, Vol. 23(2), 2024.



KINH TE 31

4.2. Dong gop hoc thudt theo quéc gia, tdc gid va tap chi

Phan tich quéc gia cho thiy Trung Quéc, Hoa Ky va An Po 1a ba trung tim
nghién ciu ning dong nhit, vdi t6c do ting truéng manh ké tir sau nam 2021.
Trong d6, Trung Qudc din dau 16 rét véi hon 600 bai vao nim 2025, phin dnh
chinh sdch qudc gia thuc ddy phdt trién Al va chuyén déi s6 trong linh vic thuong
mai. An D¢ theo sit véi hon 400 bai, nhd su bung né cua thuong mai dién tu va
fintech. Hoa K¥ giti vi trf thi ba, duy tri 6n dinh veé san lugng hoc thuat véi hon
200 bai. Cdc qudc gia nhu Vuong quéc Anh va Canada cang thé hién xu hudng
ting lién tuc, cho thdy linh vuc nay mang tinh toan ciu héa cao, thu hiit sy quan
tam rong rii tli ca cdc nén kinh t&€ phdt trién 1an mdéi néi (Xem chi tiét trong hinh
3). Ve tic gia, Lee S la tdc gia ¢ nhi¢u cong b6 nhit véi 26 bai, ti€p theo la Li
Y (18 bai), Zhang Y (17 bai) va Zhang J (16 bai). Cdc hoc gid nay dén tu nhiing
nhém nghién ciu hang dau tai Trung Quéc, Han Qudéc va Hoa Ky, tap trung vao
cdc chu dé néi bat nhu niém tin nguoi tiéu dung, nhan cdch héa chatbot, va trai
nghiém khdch hang. Piéu nay phin dnh sy chuyén dich tii cdc nghién ciu mang
tinh cong ngh¢ sang hudng tiép can tim ly — hanh vi, noi chatbot dugc xem nhu
mot “tdc nhan xa hoi” (social actor) hon la cong cu ky thuat thuan tuy. O cip do tap
chi, International Journal of Human - Computer Interaction ding dau vdi 63 bai, tiép
theo 1a Journal of Medical Internet Research (59 bai), Journal of Retailing and Consumer
Services (36 bai) va Computers in Human Behavior (29 bai). Ngoai ra, cdc tap chi nhu
IEEE Access, Journal of Business Research, va Behaviour & Information Technology cung
déng vai tro quan trong trong viéc lan toa tri thiic lién nganh gita cong ngh¢, hanh
vi nguoi tiéu dung va marketing k¥ thuat s6. Phan 16n cdc tap chi nay thu¢c nhém
c6 uy tin cao trong linh vuc marketing, hanh vi nguoi tiéu dung va h¢ théng thong
tin theo bing x&p hang ABDC, cho thdy linh vyc chatbot — hanh vi tiéu dung dang
ngay cang dugc cong nhan trong gidi hoc thuat chinh théng.

Hinh 3: Béng gép hoc thuit theo quéc gia
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Ngudn: Tdc gid tu thuc hi¢n bang phdn tich trdc lugng thu muc (bibliometric analysis) trén
RStudio, sir dung cdc goi bibliometrix va biblioshiny. D liéu dugc thu thdp tir hai co sé
dir liéu Web of Science va Scopus (truy cdp nam 2025).
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Hinh 4: Cdc tdc gid duoc trich ddn nhiéu nhdt / co miic d¢ lién quan cao nhdt
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Ngudn: Tdc gid ty thuc hién bang phdn tich trdc lugng thu muc (bibliometric analysis)
trén RStudio, sir dyng cdc goi bibliometrix va biblioshiny. Dw liéu dugc thu thdp tir hai
co s6 dir ligu Web of Science va Scopus (truy cdp ndm 2025).

Hinh 5: Cidc tap chi duoc trich din nhiéu nhdt / co dnh huéng nhdt
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Ngudn: Tdc gid ty thuc hién bang phdn tich trdc lugng thu muc (bibliometric analysis)
trén RStudio, sir dyng cdc goi bibliometrix va biblioshiny. D liéu dugc thu thdp tir hai
co $6 dir lieu WoS va Scopus (truy cdp nam 2025).

4.3. Bdn do tir khoa va cum chi dé

Dua trén két qua ti word cloud (Hinh 6), cdc ti khéa néi bat lip lai véi tin
sudt cao gom: chatbots (chatbot), artificial intelligence (trf tué nhan tao), conversational
agents (tdc ti hoi thoai), human—computer interaction — HCI (tuong tic ngusi-mdy),
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anthropomorphism (nhan cdch héa), virtual assistants (tr¢ ly d0), sales (bdn hang),
trust (niém tin), communication (giao ti€p), user interfaces — Ul (giao dién nguoi
dung), social presence (hién dién xa héi) va natural language processing — NLP (xu ly
ngon ngd tu nhién). Khi chuyén ti 16p “tit khda” sang cdu truc tri thiic, két qua
dong xudt hién (co-occurrence) (Hinh 7) cho thdy ba cum chu dé/hudng nghién
ciu din dit nhu sau:

Cum A - Cong nghe & Ung dung xa hoi: artificial intelligence (tri tu¢ nhdn
tao), ChatGPT, technology (cong nghé), education (gido duc), health (y té), interventions
(can thi¢p) nhan vao hiéu qua dp dung va tic dong xa hoi. Can luu y ring cdc cha
dé trong cum A nhu gido duc va y t€ phin dnh tinh lién nganh cta nghién ciu
chatbot trong co sé dii liéu Scopus va Web of Science. Ching dugc giti lai nhim
phan dnh day da cdu tric tri thic caa linh vuc chatbot. Tuy nhién, trong pham
vi bai viét nay, cdc chu dé nay chi dugc xem la béi canh mé rong, con phin phan
tich ti€p theo tip trung chu yéu vao cic nghién ciu lién quan dén hanh vi mua
sim tryc tuyén.

Cum B - Trai nghiém & Niém tin nguoi dung: trust (niém tin), communication
(giao tiép), human—computer interaction - HCI (tuong tdc nguoi — mdy), language perception
(nhdn thiic ngén ngi), decision making (ra quyét dinh), consumption behavior (hanh vi tiéu
ditng) giai thich co ché& nhan thic/cam xic dan téi hanh vi

Cum C - Thiét ké & Tuong tac he thong: chatbots (chatbot), conversational
agents (tdc tir hgi thogi), virtual assistants (trg ly do), natural language processing NLP (xii
ly ngén ngir ty nhién), user interfaces -UI (giao dién nguoi dimg), social presence (hi¢n dién
xd hgi), economic and social effects (tdc dong kinh té-xa hgi), anthropomorphism (nhdn cach
héa) tap trung vao cdu tric thi€t k& miic d6 nhan cdch hda va trai nghiém tuong
tdc gitia nguoi dung véi hé théng hoi thoai.

Khi téng hop hai ban d6 chu deé, c¢6 thé nhan thidy mot chudi lién két hop
ly gitia thiét k& cua chatbot va phan tng cua nguoi dung. Nhiing yéu t6 nhu
muc d¢ nhin cdch hda, giong di¢u giao tiép, giao dién nguoi dung hay dé chinh
xdc trong xu ly ngén ngti tu nhién déu gép phin hinh thanh cdc dinh gid nhan
thiic va cam xuc tich cyc nhu cam nhan vé tinh htu ich, sy hing thu va dic biét
la nié¢m tin (trust). Cdc trai nghi¢m nay giip ning cao trai nghi¢m ngudi dung
tong thé, tii d6 din dén nhing phan tng hanh vi thuin lgi hon nhu y dinh mua
hang, ra quyét dinh va hanh vi tiéu dung thuc t&€. N61 cich khdc, niem tin duge
xem la mot chu dé trung tAm trong dong nghién ciu hién nay, dong thoi phan
dnh xu hudng cdc nghién ciu thudong xem xét vai tro caa long tin trong viéc ly
giai hanh vi cia nguoi tiéu dung khi tuong tic véi chatbot. Tuy nhién, can luu
y ring cdc két qua nay chi phan dnh cdch cdc khdi niém duge két néi va cuing
xudt hién trong cdc cong bé khoa hoc. Vi vay, nghién ciu khong nhim khang
dinh m&i quan hé¢ nhan qua gita cdc bi€n, ma chi cho thiy nhiing chu dé dang
dugc cdc nghién cdu hién nay quan tim va thudong duge xem xét cuing nhau. Bén
canh d6, su xuit hién ngay cang nhi¢u cua cdc tit khéa lién quan dén voicebot va
generative Al cting cho thdy pham vi nghién ciiu dang mé rong tii chatbot duya
trén vin ban sang cdc hé¢ théng hoi thoai thong minh ¢ kha nang xu ly ngti canh
va tuong tdc ty nhién hon.
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Hinh 6: Biéu d6 dam may tu khoa (WordCloud)
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Nguén: Tdc gid tu thic hién bang phdn tich trdc luong thu muc (bibliometric analysis)
trén RStudio, sit dung cdc goi bibliometrix va biblioshiny. D liéu dugc thu thdp tir hai
co s6 duw ligu Web of Science va Scopus (truy cdp nam 2025).

Hinh 7: Mang luéi dong xudt hién tit khoa (Co-occurrence Network)

o ' .\
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Ngudn: Tdc gid tu thuc hién bang phdn tich trdc luong thu muc (bibliometric analysis)
trén RStudio, sit dung cdc goi bibliometrix va biblioshiny. D liéu dugc thu thdp tir hai
co s6 duw ligu Web of Science va Scopus (truy cdp nam 2025).



KINH TE 35

4.4. Thdo ludgn tong hop phan tich tric lugng thu muc

Téng thé, két qua bibliometrix cho thiy chatbot dang tré thanh mot try cot
mdi trong nghién ciu hanh vi nguoi tiéu dung ky thuat s¢. Cdc chu dé c6t 161 xoay
quanh niém tin, su hai long, nhan cdch hda va trdi nghi¢m mua hang, trong khi
cdc hudng méi dang mé rong sang Al hoi thoai (conversational Al) va Al tao sinh
(generative Al). Diéu nay goi y ring cdc nghién ciiu tuong lai nén tiép can chatbot
khong chi nhu mét cong cu marketing, ma con nhu mot tic nhan xa hoéi tic dong
dén cam xuc, nhan thic va gid tri cua nguoi tiéu dung.. Dong thoi, cic nghién ciu
dinh lugng nén duge bé sung bing nghién ciiu dinh tinh sau (vi du phdng vin hoic
phan tich trai nghiém nguoi dung) d€ ly gidi co ché€ hinh thanh niém tin va quyét
dinh mua trong moi truong giao ti€p gitia nguoi va mdy.

5. Pinh hudng nghién cuu tuong lai va két luan
5.1. Dinh huong nghién ciiu tuong lai

Tu cdc két qua da trinh bay, ¢6 thé thiy chatbot khong chi la cong cy hd trg
ma con tic dong truc tiép dén cam xuc, nhan thuic va hanh vi ctia ngudi tiéu dung
trong moi trudng s6. Tuy vdy, van con nhung cdu hoi chua duge tra 161 ro rang
veé cdch chatbot tao ra cdc tic dong d6 va trong bdi canh nao thi hiéu qua nhit.
Dua trén phan téng hop trude, hudng nghién ciu ti€p theo nén di theo mét truc
chung két néi trai nghiém — hanh vi — b6i cinh. Cu thé, can phan tich cic thudc
tinh “chit lugng chatbot” thanh cdc yéu td nhu t6c do phan hoi, do chinh xdc va
muic do cd nhan héa dé xem yéu t6 nao anh huéng manh nhit dén sy hai long va
long trung thanh, dong thoi theo doi su khdc nhau cia cic anh hudng nay 6 tiing
chang trudc - trong - sau mua. Tiép theo, nén dung di li¢u theo thoi gian hoac
thtt nghiém thuyc t€ d€ kiém tra liéu sy hai long c6 that sy chuyén thanh trung
thanh bén viing va hanh vi truyén mi¢ng tich cyc. Bén canh d6, cin so sinh gita
cdc nganh (xa xi, FMCG, dich vu) dé€ hiéu ky vong khdch hang khdc nhau din dén
hi¢u qua khdc nhau ra sao. Mot hudng ntia Ia tim diém cin bing gitia ¢d nhan héa
va quyén riéng tu, bio ddm dé xuit “ding y” nhung khong giy khé chiu. Cudi
cung, dé thu hep khoing cdch gitia y dinh va hanh vi that, cdc nghién ciiu nén
két hop tht nghiém c6 ki€m sodt (muic c¢d nhan héa, mic minh bach vé chatbot,
khung thong di¢p) véi dii li¢u hanh vi nhu lugt nhdp chuét, thém vao gié hang va
ty 1é chuyén déi dé ki€m chiing do tin cay cua cdc mo hinh dy dodn.
5.2. Két lugn

Nghién ciu da su dung phuong phdp phan tich tric lugng thu muc dé he
théng hda buc tranh nghién ciu vé chatbot va hanh vi mua sim truc tuyén trong
giai doan 2015-2025 trén co sé du li¢u Scopus va WoS. Két qui cho thdy linh
viic nay phét trién nhanh sau nam 2021 va tap trung cha yéu vao ba nhém chu dé
gom: (1) cong nghé va ing dung cua chatbot, (2) trai nghi¢ém va niém tin ctia nguoi
dung, va (3) thiét ké€ h¢ théng cting tuong tdc gitia nguoi va chatbot. Nhiing phdt
hi¢n nay gép phian lam 16 cdu tric tri thiic va xu hudng phit trién cua linh vyc,
dong thoi cung cdp co sé dé€ dinh hudng cdc nghién ciu thuc nghiém trong tuong
lai. Tuy nhién, can luu y ring cdc két qua dugc rit ra ti phan tich tric lugng thu
muc chi phan dnh xu hudng va muc do lién két giva cdc chu d¢ nghién ciu trong
tai liéu hoc thuat, khong nhim khiang dinh cdc méi quan hé nhan qué gitia cdc bién
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s6. Trong thoi gian tdi, cdc nghién ciu c6 thé tiép tuc kiém dinh thyc nghiém vai
tro cua cdc dic tinh chatbot, niém tin, trai nghiém nguoi dung va cic yéu t6 boi
canh nhim lam 16 hon cdc co ché tic dong dén hanh vi mua sim truc tuyén. @
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