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Tom tit. Bai viét str dung phuong phéap nghién ciru két hop dinh tinh va dinh lugng
dé danh gia tic dong cua ca nhan hoa trai nghiém dua trén nén tang Al dén su hai long
ctia khach hang mua sam tryuc tuyén trén san thuong mai dién tir Shopee, véi truong hop
nghién ctu tai thanh phé Hué. Dit liéu thu thap tir 208 khach hang mua sam trén Shopee
duogc phan tich bang phuwong phap phén tich nhan t6 kham pha va phan tich hoi quy. Két
qua cho thay bén yéu té thanh phan cua ca nhan hoa trai nghiém, bao gom ca nhan hoa
dé xuat san pham, noi dung, khuyén méi va giao dién, déu c6 tac dong tich cuc dén sy hai
long cua khéach hang, trong d6 ca nhan héa dé xuat san pham c6 tac dong manh nhat. T
d6, nghién ciru @& xuat mot s6 khuyén nghi cho san thwong mai dién tir toi uvu hoa chién
luge kinh doanh ca nhan hoa trai nghiém. Véi cha dé con méi mé & Viét Nam, nghién
ctru gop phan 1am phong phi thém co sé ly thuyét va thyc tién cho linh virc nghién ciu
vé c& nhan hoa trai nghiém va su hai 1ong cua khach hang trong thuong mai dién ti.

Tir khoa: Ca nhan hda trai nghiém; sy hai long; Shopee; thanh phd Hué; thuong
mai dién tir.

1. Pit van dé

Theo Hiép hoi Thuong mai dién tir Viét Nam (2023), thi truong tiéu ding truc tuyén
Viét Nam ngay cang phét trién véi hon 60 triéu nguoi tiéu dung thuong xuyén. Sy bing
no nay kéo theo sy gia ting manh mé vé sé luong ngudi dung va san thuong mai dién ta,
dan dén canh tranh gay gét dé thu hat va giir chan khach hang. Trong béi canh do, ca nhan
hoa trai nghiém néi 1én nhu mét chién lugc marketing quan trong, gitip cac san thuong
mai dién tir tao loi thé canh tranh va dép ng tot hon nhu cau ngay cang cao cia ngudi
tiéu dung. Nghién ctu cia McKinsey & Company (2021) chi ra rang 98% cac cong ty
nhan thirc duoc lgi ich cia ca nhan hda va s& ting cuong dau tu vao linh vuc nay. Xu
hudng nay phan anh sy chuyén dich trong nhan thic cua doanh nghiép, tir viéc xem ca
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nhan héa nhu mét lya chon bé sung sang mét yéu té cét 18i trong chién lugc kinh doanh.
Sy phat trién cua tri tué nhan tao (Al) dang dinh hinh lai trong tac khach hang. Di véi
thwong mai dién tir, thach thue 16n 1 thau hiéu va tuong tac ca nhan vai lugng I6n khach
hang c6 hanh vi phic tap. Al déng vai trd then chét théng qua ca nhan hoa trai nghiém
khach hang — tng dung trong tdm cuaa bai viét nay.

Chu d nghién ciru vé ca nhan hoa trai nghiém khéch hang duoc cac tac gia trén thé
gii quan tam trong nhiéu nim qua. Téng quan c&c nghién ciru duoc chia thanh hai chii
dé co ban, bao gém nhém céc cdng trinh nghién ciru vé cac khai niém va yéu té thanh
phan ca nhan héa (Blom & Monk, 2003; Fan & Poole, 2006; Vesanen, 2007; Dawn, 2014;
Cavdar Aksoy & cong sy, 2021; Nobile & Cantoni, 2023) va nhdm cac cong trinh xem
xét tac dong cua ca nhan hoa trai nghiém dén cac khia canh cua hanh vi nguoi tiéu ding
(Chellappa & Sin, 2005; Jiang & cong su, 2010; Benlian & cong su, 2012; Zhang & cong
su, 2018; Xiao & Benbasat, 2019; Hallikainen & cong su, 2022; Lv & cong su, 2024;
Zhang & Liu-Thompkins, 2024). Trong khi d6, tai Viét Nam, chi dé nghién ctu vé ca
nhan hoa trai nghiém khach hang mua sam truc tuyén con mai mé, chua duge danh gia
rong rai ca vé mat ly thuyét Ian thuc nghiém. Diac biét, trén dia ban thanh phd Hué dén
nay chua c6 nghién ciru ndo vé chu dé nay duogc cong bd. Do dé, bai viét s& gop phan bd
sung vao khoang tréng nghién ciru nay. Nhom tac gia lya chon Shopee vi day 1a san
thwong mai dién tr I16n nhat dang ung dung Al manh mé vao hoat dong c& nhan hoéa trai
nghiém nguoi dung trong bdi canh thi truong phat trién nang dong.

Bai viét nay tap trung vao viéc danh gia tac dong ciia ca nhan hoéa trai nghiém dua
trén nén tang Al dén su hai 10ng cia khach hang mua sam tryuc tuyén trén san thuong mai
dién tir Shopee, véi truong hop nghién cau tai thanh phd Hué. Cu thé, nghién ctu s& tap
trung giai quyét cau hoi: Cac yéu té thanh phan cua ca nhan hoéa trai nghiém dua trén nén
tang Al ¢6 tac dong nhu thé nao dén su hai 10ng ciia khach hang khi mua sam trén Shopee?
Két qua nghién ctru cung cap thdng tin hitu ich gitp Shopee tdi wu hoa chién lugc ca nhan
hoa dya trén nén tang Al nham nang cao sy hai long cia khach hang.

2. Tong quan ly thuyét, Gia thuyét va Phwong phap nghién ciu

2.1. Téng quan ly thuyét

2.1.1. Ca nhan héa trai nghiém (Personalization)

Bang 1. Tong hop dinh nghia c4 nhan héa trai nghiém

DPinh nghia ca nhan héa trai nghiém Linh vuc Nguén tham khao
“C4 nhan hoa dé cap dén viéc diéu chinh san Ban I¢ Chellappa & Sin
pham va trai nghiém mua hang pha hop voéi truc tuyén (2005)

théng tin ca nhan va s¢ thich caa ting khach

hang”.
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“Ca nhan hoéa la viéc stir dung cdng nghé va Marketing; Dawn (2014)
thong tin khach hang dé diéu chinh san pham Hé thdng
pht hop vai nhu cau riéng caa tirng khach hang  théng tin

ca nhan”.
“C4 nhan héa bao gom viéc trinh bay va st Hiéu qua Cavdar Aksoy &
dung thong tin khach hang tao ra trai nghiém marketing cong su (2021)

khach hang dugc ca nhan hoa”.

(Nguon: Tong hop cia nhom tac gid, 2024)
Nhin chung, trong bi canh bung nd dit liéu va su phat trién vuot bac cua Al, ca
nhan héa trai nghiém duoc hiéu 1a chién luoc marketing tan dung sic manh cua céc thuat
toan Al dé diéu chinh mot sb khia canh cua san pham, dich vy hozc hé thdng sao cho ph
hop tbi wu vé6i s& thich, hanh vi va nhu cau du doan cua tirng ca nhan, nham nang cao
dang ké trai nghiém ngudi dung. Trong linh vuc thuong mai dién ti, cac doanh nghiép
st dung Al dé tu dong hoa va tinh chinh qué trinh phén tich thong tin khach hang, tir 46
tao ra cac trai nghiém mua sam duogc ca nhan hda hiéu qua hon, nang cao su hai long, xay
dung long trung thanh caa khach hang va canh tranh hiéu qua.
2.1.2. C4c yéu to thanh phan cua ca nhan hoa trai nghiém
Bang 2. C4c yéu to thanh phan caa ca nhan hoa trai nghiém
Yéu to Vi du Nguén tham khao
Pé xuat Dua trén lich sir mua hang, hanh  Senecal & Nantel (2004); Jiang &
san pham vi duyét web, hanh vi tim kiém  cong su (2010); Zhang & cong Su
dé d& xuit nhitng san pham  (2018); Venkatesh & cong su, (2021);
tuong ty/ bd sung/ mai Hallikainen & cong su (2022)
Khuyén mai  Diéu chinh gia ca, ma giam gia,  Zhang & Wedel (2009); Venkatesh
uu dai dac biét, chuong trinh & cong su (2021); Hallikainen &

khéch hang than thiét

cong su (2022)

Giao di¢n Tuy chinh giao dién; ghi nho
thong tin dang nhap, dia chi; ca

nhéan hoda trang chu

Blom & Monk (2003); Fan &
Poole (2006); Liang & cong su
(2006); Zanker & cong su (2019)

Noi dung Email marketing; théng bao
day; ghi nhé vi tri xem cua
khach hang; tan dung noi dung

tur nguoi dung (UGC)

Riemer & Totz (2001); Blom &
Monk (2003); Liang & cong su
(2006); Nobile & Cantoni (2023);
Zhang & Liu-Thompkins (2024)

(Nguon: Tong hop cia nhom tac gia, 2024)

2.1.3. Méi quan hé giiza c& nhan hoa trai nghiém va sy hai long cia khach hang
Trong linh vuc thuong mai dién tir, dac biét 1a mé hinh doanh nghiép vai nguoi tiéu
dung (B2C), sy hai 1ong déng vai trd then chét trong viéc xac dinh sy thanh cong cua
doanh nghiép (Ting & cong sy, 2016). Ca nhan hda trai nghiém cho thiy doanh nghiép
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quan tdm dén nhu cau va s¢ thich c& nhan cua khach hang, tir d6 tao cam giac duoc coi
trong va gia tang su hai long caa khach hang (Liang & cong su, 2006; Jiang & cong su,
2010; Thirumalai & Sinha, 2011; Benlian & cong su, 2012; Suh & Yi, 2012; Hallikainen
& ¢ong su, 2022; Lv & cong su, 2024). Mdi quan hé nay duogc xac dinh trong nghién ciu
thong qua céc chi bao cu thé (dap tng su ky vong cua khach hang, trai nghiém mua sim
t6t hon khi c6 su hd tro cua ca nhan hoa, tiép tuc mua sim nhd vao ¢4 nhan héa) va duoc
minh hoa bang ban d tryc quan trén co s st dung VOSviewer (xem Hinh 1).
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Hinh 1. Ban @6 truc quan méi quan hé giira ca nhan hoa trai nghiém va sw hai long
(Nguon: Két qua xi Iy ciia nhém tac gia bang phan mém VOSviewer, 2024)

2.2. Gid thuyét nghién cizu va md hinh nghién citu dé xudt

Dua trén tong quan ly thuyét, nhom tac gia dé xuat bon yéu té thanh phan cua cé
nhan hda trai nghiém trén Shopee, bao gom: (1) c& nhan héa dé xuat san pham; (2) cé&
nhan héa khuyén mai; (3) ca nhan héa giao dién; (4) ca nhan hoéa noi dung. Cac yéu té
trén c6 thé duoc phan loai thanh cac kich thich marketing - nhém kich thich chinh trong
mo hinh hanh vi nguoi tiéu ding cua Kotler (2009). Bang cach ca nhan hoa trai nghiém
mua sam, Shopee dang tac dong vao “hdop den” ciia ngudi tidu ding théng qua céc kich
thich marketing, tir d6 gia tang sy hai long va y dinh mua hang.

C4 nhéan héa dé xuit san pham (DX): Thuat ngit “ca nhan hoa dé xuat san pham”
dugc hiéu 1a sy diéu chinh san pham va trai nghiém mua hang dua trén lich sa mua hang,
hanh vi duyét web, nhan khau hoc, hanh vi tim kiém va mua sam cta khéach hang. Shopee
st dung chién luoc nay gidp khach hang thu hep pham vi lra chon, d& dang tim thay san
pham pht hop va cam thay hai 1ong (Jiang & cong su, 2010; Suh & Yi, 2012; Benlian &
cong su, 2012; Hallikainen & cong sy, 2022; Lv & cong sy, 2024). Thang do ca nhan hoa
dé xuat san pham phi hop véi Shopee bao gém DX1 (hé théng dé xuat san pham hiéu
qua) (Xiao & Benbasat, 2019; Hallikainen & cong su, 2022); DX2 (cac san pham duoc
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dé xuat thuc sy dap tng so thich) (Zhang & cong su, 2018; Hallikainen & cong sy, 2022);
DX3 (sir dung lich sir mua hang dé d& xuét san pham phu hop) (Basu, 2021); DX4 (kham
phéa san pham/ thuong hiéu méi chua ting biét truée d6) (Basu, 2021). Do d6, nhom tac
gia dé xuat gia thuyét thir nhat nhu sau:

HI: Cd nhdn héa d@é xudt san pham c6 tdc dng tich cue dén sy hai 1ong.

Cé nhan hda khuyén méi (KM): C& nhan hoa khuyén mai la viéc diéu chinh gia
ca va uu dai dua trén hanh vi mua hang trudc day va dir liéu wu tién cua nguoi tiéu dung,
cho phép giam gid cho ting khach hang riéng 1é. Khach hang chi nhan duoc nhiing
khuyén mai thuc su hiru ich va hap dan ddi véi ho, tir d6 tao ra trai nghiém mua sim tich
cuc, tang su hai 10ng va thic ddy mua sam nhiéu hon. Thang do c4 nhan hoa khuyén méi
bao gom KM1 (nhan duoc cac khuyén mai dya trén lich sir mua hang) (Zhang & cong su,
2018; Hallikainen & cong su, 2022), KM2 (nhan dugc cac khuyén mai pha hop nhu cau)
(Zhang & cong su, 2018; Hallikainen & cong su, 2022); KM3 (thich cac khuyén mai
dugc ca nhan héa hon cac khuyén méi chung chung) (Jannach & Zanker, 2012); KM4
(cac hinh thuc c& nhan hoa khuyén méai hap dan) (dé xuat bo sung boi nhom tac gia). T
do, gia thuyét thir hai dugce dé nghi sau dy:

H2: Ca nhan hoéa khuyén mai ¢6 tdc dong tich cue dén sir hai 1ong.

C4 nhan hoa giao dién (GD): Ca nhan hda giao dién la viéc diéu chinh giao dién
ki thuat s6 cho phl hop vai nhu cau va sé thich ca nhan cua timg nguoi ding. C& nhan
hoa giao dién trao cho khach hang quyén kiém soét trai nghiém mua sam tryuc tuyén cua
minh. Khach hang c6 thé diéu chinh giao dién cho phi hop véi sé thich va thoi quen st
dung, tao cam giac thoai mai va chua dong, tir d6 tang su hai long. Thang do ca nhan hoa
giao dién bao gdom GD1 (dé sir dung) (Liang & cong su, 2006); GD2 (than thién) (Liang
& cong su, 2006); GD3 (tuy chinh giao dién phu hop) (Liang & cong su, 2006; Fan &
Poole, 2006; Zanker & cong su (2019); GD4 (c4 nhan hoa trang chu) (dé xuat bd sung
boi nhdm tac gia). Do do, dé tai dé xuat gia thuyét thir ba nhu sau:

H3: Ca nhan hoa giao dién ¢4 tdc dong tich cuc dén sir hai 10ng.

Cé nhan héa ndi dung (ND): Ca nhan hoa noi dung tao ra trai nghiém duoc diéu
chinh riéng cho ting nguoi dung dua trén dix liéu va so thich. Thay vi cung cap noi dung
gidng nhau cho tit ca khach hang, c& nhan hda noi dung nham muc dich mang dén théng
tin, san pham hodc dich vu thuc su hitu ich va c6 gia tri dbi véi khach hang. Biéu nay
khién tirng c& nhan cam thdy minh dugc coi trong va cd trai nghiém mua sam truc tuyén
doc dao, thu vi hon, tir do tang su hai long (Liang & cong su, 2006; Benlian & cong su,
2012). Thang do c4 nhan héa ndi dung bao gom ND1 (su hitu ich cua céc tin tic/sy
kién/bai viét/video) (Liang & cong su, 2006), ND2 (giam tinh trang qua tai thong tin

141



Tap chi Khoa hoc Qudn Iy & Kinh té S¢ 33 — Thang 03/2025

khdng can thiét cho nguoi dung) (Liang & cong sy, 2006; Jannach & Zanker, 2012); ND3
(noi dung email marketing/tin nhin hap dan) (Nobile & Cantoni, 2023; Zhang & Liu-
Thompkins, 2024). Vi vay, gia thuyét nghién ciu tht tu duoc dé xuat dudi day:
H4: Ca nhan hoéa ngi dung ¢4 tdc dong tich cuc dén sie hai 10ng cia khach hang.
Tir nhitng gia thuyét duoc trinh bay, md hinh nghién ctru duoc dé xuat ¢ Hinh 2:

Dé xuat san pham ~
H1

Khuyén méi L \
¥e H2 !

1
I
1
I
1
I
: T——| Suhailong
1
I
1
I
1

Giao dién . H3 1 _— cuakhach hang

Noi dung - H4

Hinh 2. M hinh nghién ciru dé xuat
(Nguon: Pé xudt cia nhém tac gid, 2024)

2.3. Phwong phdp nghién curu

2.3.1. Phuong phap thu thap dir ligu

Bai viét sir dung phuong phap luan két hop nghién ctu dinh tinh va dinh luong, dua
trén dir liéu thu thap théng qua ky thuat Idy mau thuan tién. Giai doan nghién ctu dinh
tinh dugc bit dau bang viéc thuc hién phong van bang bang hoi phi cau tric voi cac can
bo quan ly Shopee nham thu thap théng tin chuyén sau vé chién luoc ca nhan hoa trai
nghiém. Tiép dén, nhém khach hang tiéu diém gom 10 ngudi tiéu dung dugc lya chon
tham gia phong van nhém Ia nhitng nguoi am hiéu vé mua sim truc tuyén, thuong xuyén
tiép can ca nhan héa trai nghiém va sin sang tham gia phong van. Két qua phan tich dir
liéu dinh tinh tir hai buéc thao luan sau va thao luan nhom tiéu diém duoc sir dung dé
thiét ké va tinh chinh bang cau hoi cau tric cho giai doan nghién ctu dinh luong. Tiép
dén, giai doan nghién ctru dinh luong sir dung bang cau hoi duoc thiét ké vai ba phan
chinh: Phan I 14 théng tin chung; Phan II 14 danh gia ctia khach hang d6i voi cac yéu té
thanh phan cua ca nhan hoa trai nghiém; va Phan 111 12 théng tin ca nhan.

Theo khuyén nghi cua Hair & cong su (2010) vé ¢& mau trong phan tich nhan té
kham pha (EFA), voi 18 bién quan sat dugc dé xuat, c& mau téi thiéu duoc xac dinh 1a
90. Tuy nhién, nham tang cudng kha nang khai quat va dam bao chat luong dix liéu, nhom
tac gia mé rong quy md khao sat 1én 250 nguoi tiéu dung tai thanh phd Hué thuong xuyén
mua sam trén Shopee Vva tiép can ca nhan hoa trai nghiém trong vong 6 thang tinh dén
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thoi diém thu thap dix liéu. Két qua thu vé 208 phiéu khao sét hop 1¢ (chiém 83,2%), dap
{rng cac yéu cau vé noi dung va hinh thirc, c6 gia tri sir dung cho céc phan tich tiép theo.

2.3.2. Phuong phap xu ly, phan tich di ligu

Sau khi thu thap phiéu khao sét, dir liéu dugc kiém tra va 1am sach dé nang cao do
tin cay cua bo dit liéu. Bing cach str dung thong ké mé ta, kiém dinh d6 tin ciy thang do,
phan tich nhan t5 kham phé va phan tich hdi quy tuyén tinh, nhom tac gia da xir 1y va
phan tich dit liéu bang phan mém théng ké SPSS 27.0.

3. Két qua va Thao luan

3.1. Thuc trang trién khai c& nhan héa trdi nghiém trén san thwong mai dign ti
Shopee va ddc diém mua s@m truc tuyén cia khach hang tai thanh phé Hué

Trong Béo cao “Thuong mai dién tir Viét Nam nam 2024: Nhitng budc tién va thach
thirc” ciia Bo Cong thuwong (2025), ndm 2024 danh dau mot nam day khoi sac cia thuong
mai dién t& Viét Nam véi quy mo thi truong dat trén 25 ty USD, tang 20% so vGi nam
2023, chiém khoang 9% tong mirc ban 1é hang hoa va doanh thu dich vy tiéu ding ca
nude. Didu ndy cho thiy nguoi tiéu ding Viét néi chung va ngudi tiéu ding tai thanh phd
Hué noi riéng ngay cang ua chuéng mua sam trén cac san thuong mai dién tir. Shopee
tiép tuc gitr viing vi tri dan dau véi 81% ngudi tiéu dung lya chon (Cuc Thuong mai Dién
tir va Kinh té s6, 2023). Ap dung chién luge marketing dit khach hang 1am trong tam, dic
biét 1a cung cip ca nhan hoa trai nghiém cho ngudi ding, Shopee nhanh chéng khang
dinh vi thé trong thi truong thuwong mai dién tir. Shopee dang tng dung cong nghé Al dé
kién tao ca nhan hoa trai nghiém mua sim doc dao va khac biét. Al trén Shopee phan tich
lwong Ion dit liéu hanh vi khach hang dé cung cap trai nghiém mua sam c& nhan héa sau
sac, tir dé xuat san pham phi hop dén téi wu hoa két qua tim kiém, nham mang dén hanh
trinh kham pha va mua sam hiéu qua nhét cho timg ngudi ding (xem Bang 3).

Bing 3. C4c yéu té thanh phan trong ca nhan hoa trai nghiém caa Shopee

Yéu to M0 ta thuc té
Dé xuat - Pé xuat cac myc “Po ban thich ¢ day”, “Goi ¥ hom nay”.
san pham - Ghi nh¢ va dé xuit cac san pham maoi hoac san pham khuyén méi tir

nhirng thuong hiéu ma ngudi dung thuong xuyén mua.

Khuyén mai - Pua ra ma giam gi&/ voucher ca nhan hoa dua trén lich sir mua hang.
- Cung cap mé giam gi&/Flash Sale dya trén danh muc yéu thich.
- Cung cap cac khuyén mai dic biét vao dip dic biét caa ngudi ding.
- Ap dung Chuong trinh khach hang than thiét (Shopee Rewards).

Giaodién - Lwa chon, sap xép thir ty hién thi san pham yéu thich trén trang chu.
- Shopee Feed cho phép theo ddi thuong hiéu, nguoi ban yéu thich.
- Hb trg nhiéu ngén ngit hién thi.
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- Ghi nh¢ thong tin dang nhép, dia chi, phuong thirc thanh toan.

Noi dung - Ca nhan hda ngi dung gui email marketing, st dung tén nguoi dung
- Gui théng bao vao thoi diém nguoi dung thuong xuyén hoat dong.
- C& nhé@n hoda ndi dung trong Shopee Live.

(Nguon: Téng hop cia nhom tac gid, 2024)
Theo dit liéu tir NielsenlQ (2024), dic diém nguoi tiéu ding sé tai Viét Nam co
d6 tudi trung binh 1a 31. Phan 16n trong sb ho da két hon (73%) va 1a nit gisi (58%). Pa
s6 ngudi mua sam truc tuyén 1 nhan vién van phong, chiém 72%. Phan Ién cac gia dinh
& cac thanh phd 16n ¢6 mic thu nhap tir 15 triéu dong tre 1én mdi thang va danh ra mot
khoan chi tiéu dang ké, khoang 3-4 triéu dong, cho viéc mua sam truc tuyén. Nhin chung,
nguoi tiéu ding & Hué ¢é nhiing dic diém twong dong véi ngudi tiéu ding & cac thanh
phd 16n khac tai Viét Nam. Tuy nhién, du da tré thanh thanh phd truc thuc Trung wong
tir dau nam 2025 nhung muc thu nhap binh quan con tuong ddi thip hon so véi céc thanh
phd 16n va khoang cach dia Iy xa véi cac kho hang cua Shopee... nén ngudi tiéu dung Hué
van kha nhay cam vé gia va thuong xuyén sin lung cac chuong trinh khuyén mai, wu dai,
freeship. D& nang cao su hai 1ong cia nguoi tiéu ding tai thanh phé Hué, Shopee c6 thé
cung cap trai nghiém mua sam duoc ca nhan hoa sau sic dua trén nén tang Al ma khach
hang truc tiép tiép can va tuong tac trong suét qué trinh mua sam.
3.2. Ddc trung cua khach hang tham gia khdo sat
Dix liéu tir mau khao sét tap trung cha yéu & nhom khach hang tré tudi (chiém ty lé
75,0%), cho thay day 1a nhém ddi tugng b kha nang tai chinh, nhu cau va thi quen mua
sam tryc tuyén cao. Thanh phan nghé nghiép chiém ty 1¢ 16n nhat 1a can bo, cdng nhan vién
chie (49,5%) va hoc sinh, sinh vién (27,4%) véi muc thu nhap trung binh dao dong tur 5
triéu dén 15 triéu dong/thang. Nhin chung, cac dic trung phit hop vai ddc diém nhan khau
hoc chung caa khach hang thanh phé Hué trong mua sam truc tuyén trén Shopee.
3.3. Ddnh gid dg tin cdy ciia thang do va phan tich nhan té kham pha
Két qua kiém dinh d6 tin cdy cua thang do bién doc 1ap cac yéu t6 ca nhan hoéa trai
nghiém va bién phu thudc sy hai long véi hé s6 Cronbach's Alpha déu dat trén 0,7 (Noi
dung = 0,823; Khuyén mai = 0,807; Giao dién = 0,743; D& xuit san phém =0,819; Su
hai 16ng=0,803). Ngoai ra, hé s6 twong quan bién tong trong mdi nhém nhan t6 déu 16n
hon 0,3. Diéu nay khéng dinh thang do c6 d¢ tin cdy cao, va cac bién déu duge gitr lai.
Bang 4. Két qua phan tich EFA d6i véi bién doc lap

Tén bién quan sat 1 2 3 4
DX3 0,828
DX1 0,806
DX2 0,793
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DX4 0,777
KM2 0,810
KM1 0,801
KM3 0,787
KM4 0,773
GD2 0,797
GD3 0,771
GD4 0,759
GD1 0,671
ND1 0,877
ND2 0,835
ND3 0,830
Gia tri Eigen 3,139 2,514 2,243 1,860
Tong phuong sai trich tich lity 65,036 %
(Nguon: Két qud xiz Iy sé liéu ciia nhom tac gid, 2024)
Phan tich EFA & Bang 4 da trich xuét thanh céng bon nhan té, phu hop véi gia
thuyét ban dau. Mdi nhan té c6 gia tri Eigen Ion hon 1 va hé s6 tai nhan t6 Ién hon 0,5,
cho thay kha nang giai thich phuong sai dir lidu tét. Tong phuong sai tich liy dat 65,036%,
vuot ngudng chap nhan 50%. Két qua nay khang dinh tinh phii hop cua phan tich nhan té
Véi céc bién quan sat dap (ng cac yéu cau can thiét.
Bang 5. Két qua phan tich EFA dbi véi bién phu thugc

Tén bién quan sat 1
HL2 0,885
HL3 0,859
HL1 0,724
Gia tri Eigen 2,045
To6ng phuong sai trich tich lity 68,164%

(Nguon: Két qud xiz 1y sé liéu ciia nhom tac gid, 2024)

Két qua Bang 5 trinh bay két qua EFA cho bién phu thugc su hai long cia khach
hang (HL) véi gia tri Eigen 1a 2,045 (vuot ngudng 1) va tong phuong sai trich tich lity
dat 68,164% (vuot muc khuyén nghi 50%). Két qua EFA khing dinh dé tin cay va hiéu
lyc cta thang do bién phu thudc, 1am co s¢ cho phan tich hdi quy tiép theo.

3.4. Phan tich hai quy

3.4.1. Kiém dinh mize dg gidi thich ciza md hinh hai quy tuyén tinh

Hoang Trong va Chu Nguyn Mong Ngoc (2008) cho riang hé sé xac dinh hiéu
chinh (R? hiéu chinh) phan anh muc d6 giai thich cia mé hinh hdi quy tuyén tinh da bién.
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Trong nghién ciu nay, R? hiéu chinh dat 0,645 (Bang 6), nghia 1 bén nhan té caa mo
hinh giai thich duoc 64,5% sy bién thién caa bién phu thude “su hai long cua khach hang”.
Két qua kiém dinh Durbin-Watson (d = 1,996) cho thiy khong c6 su trong quan giira cac
phan du. Ngoai ra, hé s6 phong dai phuong sai (VIF) cua cac bién doc 1ap déu nho hon 2
(Bang 7) nén loai trir hién trong da cong tuyén. Nhu vay, md hinh héi quy tuyén tinh da
dap tng cac diéu kién kiém dinh, dam bao do phu hop cho viéc phan tich va rat ra két
luan nghién cuu.
Bang 6. Mirc dd giai thich cia md hinh hai quy tuyén tinh
Mo hinh R R? R? hiéu chinh  Durbin-Watson
1 0,807 0,651 0,645 1,996

(Nguon: Két qua xi Iy s liéu ciia nhém tac gia, 2024)

3.4.2. Két qud phan tich md hinh héi quy

Phan tich hoi quy vai bon bién doc 1ap (bdn yéu té thanh phan cua c& nhan héa trai
nghiém duoc hd trg boi Al) va bién phu thudc (su hai long cua khéch hang tai thanh phd
Hué khi mua sam truc tuyén trén Shopee) duoc trinh bay trong Bang 8. Két qua cho thay
tat ca cac hé sé chuan héa trong phuong trinh hoi quy déu duong, thé hién méi quan hé

thuan chiéu va danh gia tich cuc vé ca nhan hoa trai nghiém trong qua trinh mua sam s&
lam tang sy hai 1ong cua khach hang. V&i mirc ¥ nghia théng ké nhé hon 0,05, bon bién
doc 1ap va céac gia thuyét nghién ciru dugc dé xuat déu duoc chap nhan. Két qua phén tich
hoéi quy (Bang 7) ting ho manh mé cho bén gia thuyét nghién ctru (H1 dén H4), khang

dinh vai trd quan trong cua cac yeu to dugc xem xét trong viéc tdc dong dén bién phu

thudc.
Bang 7. Két qua phan tich hoi quy

Hé s6 chwa Hé sé Mic y
Mb hinh chuan héa chuanhda  t nghia VIF

B Do léch chuan Beta (Sig.)

(Hang so) 0,886 0,145 6,105

GD 0,149 0,025 0,246 5,888 0,000 1,014
DX 0,229 0,023 0,429 10,139 0,000 1,044
ND 0,188 0,020 0,394 9,265 0,000 1,053
KM 0,196 0,024 0,350 8,326 0,000 1,027

(Nguon: Két qua xi Iy s liéu ciia nhém tac gia, 2024)

Két qua nghién cttu ndy phu hop véi céc nghién ciru trude ddy cua Liang & cong
su (2006); Jiang & cong su (2010); Thirumalai & Sinha (2011); Benlian & cong su
(2012); Suh & Yi (2012); Hallikainen & cong su (2022) da chi ra rang cac yéu t6 thanh
phan cua ca nhan hda trai nghiém co tac dong tich cuc dén sy hai 1ong cua khach hang.
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Cu thé, su hai 1ong cua khach hang mua sam trén Shopee chiu tac dong 16n nhat cua yéu
t6 “ca nhan hoa d& xuat san pham” (0,429), tiép dén la yéu té “c4 nhan hoa ndi dung”
(0,394), sau d6 1a “c4 nhan hoa khuyén mai” (0,350) va yéu té “ca nhan hoa giao dién”
(0,246) it tac dong hon so v&i cac yéu té khac trong md hinh hdi quy. Do d6, dua trén
murc d6 tac dong, Shopee nén wu tién tap trung cai thién ca nhan hoa dé xuat san pham va
ndi dung dé t6i da hoa sy hai long ciia khach hang, dong thoi tiép tuc duy tri va phat trién
cé nhan hoa khuyén méai va giao dién nham mang lai trai nghiém mua sam tét nhét cho
nguoi dung.

4. Két luan va khuyén nghi

Nghién ciru nay phan tich tac dong cua ca nhan hoa trai nghiém mua sam dya trén
nén tang Al trén san thuong mai dién tir Shopee d6i véi sy hai 10ng cua khach hang tai
thanh phé Hué. Mac du mirc do tac dong khac nhau, két qua nghién ctu cho thay tat ca
bén yéu té thanh phan c& nhan héa trai nghiém déu cé tac dong tich cuc dén su hai long
cua khach hang. Trong do, c4 nhan héa dé xuat san pham c6 tac dong manh mé nhat do
gilp khach hang dé dang tim thay san pham phi hop va ting cam giac duoc thau hiéu;
nguoc lai, ca nhan hoa giao dién co tac dong it nhat vi giao dién nén tang von di than
thién. Ngoai ra, c& nhan hda noi dung va khuyén méi gidp khach hang tiép can véi thong
tin hiru ich va wu dai phi hop véi sé thich caa ho. Két qua nghién cau nay ciung cb két
luan cua cac nghién ctru trude day vé tac dong tich cuc ciia ca nhan hoa trai nghiém dén
su hai long khach hang (Liang & cong su, 2006; Jiang & cong su, 2010; Thirumalai &
Sinha, 2011; Benlian & cong su, 2012; Suh & Yi, 2012; Hallikainen & cong su, 2022).

Dua trén két qua nghién ciu, cac khuyén nghi sau day dugc dé xuat nham gidp
Shopee t6i wu hoa hon nita chién lugc ca nhan hda trai nghiém dya trén nén tang cong
nghé Al: Tha nhat, Shopee can wu tién cai tién lién tuc cac thuat todn Al va hoc may
nhdm nang cao d6 chinh xac va phd hop cua tinh ning dé xuét san pham — yéu té ¢ tac
d6ng manh mé nhat, bang cach phan tich sau hanh vi ngudi dung dé cung cip cac dé xuat,
bo loc va tly chon sap xép ngay cang thdng minh. Thi hai, can ¢ng dung Al hiéu qua
hon nita trong viéc phan phdi va lra chon noi dung da dang (tin térc, bai viét, video, danh
gid) sao cho pht hop nhat véi timg ca nhan hozc nhém khach hang, gidp ho dé dang tiép
can thong tin hiru ich va tang tuong tac. Tha ba, tan dung kha nang phan tich manh mé
ctia Al dé c4 nhan hoa cac chuong trinh khuyén mai va wu ddi mot céch tinh té hon, khong
chi vé loai hinh ma con téi wu hoa thoi diém va kénh giri thong diép dya trén hanh vi va
lich sir ciia timg ngudi dung, dong thoi lién tuc sir dung Al dé dénh gia hiéu qua nham
diéu chinh chién lugc Kip thoi. Thi tu, viéc s dung dit liéu hanh vi dugc phan tich boi
Al dé hiéu rd hon cach ngudi ding twong tac véi giao dién s& gilp phat trién cac tly chon
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tly chinh hoac cai tién thiét ké nén tang dua trén dit liéu vé hiéu qua st dung, mang lai
trai nghiém thén thién va phu hop hon vai tung ca nhan.

Bai viét con ton tai mot s6 han ché sau ddy: Thir nhat, céch tiép can khach hang
theo phuong phap chon mau thuan tién c6 thé dan dén sai léch trong viéc lua chon mau.
Thur hai, nghién ciru méi chi dung lai ¢ viéc xem Xxét su tac dong cua cd nhan hoa trai
nghiém dua trén nén tang Al dén sy hai long cua khach hang theo phan tich hoi quy nén
chwa du dé danh gia tac dong toan dién. Vi vay, cac nghién ctru trong tuong lai c6 thé st
dung mé hinh phiic tap hon dé kham pha thém cac yéu td, va thuc hién nghién ciru theo
thoi gian dé danh gia su thay doi trong hanh vi caa khach hang di véi ca nhan hoa trai
nghiém dya trén nén tang Al.
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IMPACT OF PERSONALIZATION ON CUSTOMER SATISFACTION:

A STUDY OF SHOPEE ONLINE SHOPPERS
Bui Thi Thanh Nga, Nguyen Thi Thuy Dat

Abstract. This study employs a mixed-methods approach, combining qualitative
and quantitative analyses, to assess the impact of Al-powered personalization on
customer satisfaction in online shopping on the Shopee e-commerce platform, with a case
study in Hue City. Data collected from 208 Shopee online customers were analyzed using
exploratory factor analysis and regression analysis. The results reveal that four
components of personalization, including personalized product recommendations,
content, promotions, and interface, all have positive impacts on customer satisfaction,
with personalized product recommendations having the strongest effect. Therefore, this
study offers certain recommendations for the e-commerce platform to optimize its
personalization strategy. Since this research topic is still relatively new in Vietnam, the
study contributes to enriching the theoretical and practical foundation for the field of
research on personalization and customer satisfaction in e-commerce.

Keywords: Personalization; Satisfaction; Shopee; Hue City; E-commerce.
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