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TOM TAT:

Trong bi canh chuyén d6i s6 manh mé, tri tué nhén tao (artificial intelligence, viét tit 1a AI) dang
tro thanh cong cu quan trong giup doanh nghi€p (DN) nang cao trai nghiém khéach hang, dac biét trong
hoat dong c4 nhan hoa va chiam soc sau ban. Bai viét phan tich co so 1y thuyét vé Al trong marketing,
danh gia thyce trang ing dung Al tai cdc DN Viét Nam, tir d6 [am rd mirc d6 anh hudng ctia Al dén hiéu
qua ca nhan héa trai nghiém va cham soc khach hang sau ban. Két qua cho thay, Al gitp ning cao su hai
1ong, tang ty 1& gitr chan khach hang va tdi wu chi phi van hanh. Tuy nhién, van ton tai nhiéu han ché vé
dit liéu, cong nghé va nhén lyc. Trén co s do, bai viét dé xut cac giai phap nhim nang cao hiéu qua

ung dung Al trong DN Viét Nam.

Tir khéa: tri tu¢ nhan tao, ca nhan hoa, trai nghi€ém khach hang, cham soc khach hang, marketing $6.

1. it van dé

Trong nén kinh té sb, trai nghiém khach hang
(Customer Experience - CX) d tré thanh yéu t6 canh
tranh c6t 16i cia DN. Theo Philip Kotler (2020), DN
hién dai khong chi canh tranh béng san pham ma con
béng trai nghiém xuyén sudt hanh trinh khach hang.

bic biét, giai doan sau ban (after-sales service)
ngay cang dong vai tro quan trong trong viéc duy tri
long trung thanh va gia tang gia tri vong doi khach
hang (Customer Lifetime Value - CLV). Tuy nhién,
viéc ca nhan hoa trai nghiém cho tung khach hang
béang phuong phép truyén théng gip nhiéu han ché vé
chi phi va quy mo. Sy phat trién cua tri tué nhén tao
(Artificial Intelligence - Al) d@ mo ra co hdi mai cho
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DN trong viéc: Phan tich dir li¢u khach hang theo thoi
gian thuc, cd nhan hoa ndi dung va dich vy, tu dong
hoa cham soc khach hang.

2. Co s& 1y thuyét

2.1. Khdi niém tri tué nhdén tao (AI)

Theo Russell & Norvig trong tic phim nbi
tiéng "Artificial Intelligence: A Modern Approach"
(Tri tué€ nhan tao: Mot cach tiép can hién dai - tai ban
nam 2021), Tri tu¢ nhan tao (Al) dugc dinh nghia la
khoa hoc nghién cuu céc tac nhan thong minh
(intelligent agents).

Trong marketing, Al dugc tng dung thong qua:
Machine Learning (hoc mady), Natural Language
Processing (xtr Iy ngén ngilr tw nhién), chatbot va trg
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1y d0. Theo Russell & Norvig (2021), tri tu¢ nhan tao
14 hé théng c6 kha ning mé phong tri théng minh cia
con nguoi nhu hoc tap, suy luan vara quyét dinh.

2.2. Ca nhdn héa trdi nghi¢m khdch hang

"Ca nhan hoa 1a viéc str dung dit li¢u khach hang
dé diéu chinh cac san pham, dich vu va thong diép
tiép thi pht hop v6i nhu ciu va so thich cia timg ca
nhan, nhim tao ra trai nghiém c6 ¥ nghia va ting
cuong long trung thanh." Philip Kotler & Kevin Lane
Keller (2021), Marketing Management (16th
Edition) [Dua trén co s 1y thuyét tai 1.3.4 va dinh
nghia trong 1.3.2]

2.3. Cham soc khach hang sau ban

Theo quan diém ctia Philip Kotler (dic biét trong
cac 4n pham gin ddy nhu Marketing Management,
16th Edition, 2021/2022), cham soc khach hang sau
béan (sau mua) 13 mot phan ¢t 16i ciia viée quan 1y trai
nghiém va hanh vi nguoi tiéu ding, nham xay dung
10ng trung thanh va t6i da héa gi tri vong doi khach
hang CLV - Customer Lifetime Value).

Theo nghién cuu cua Lemon & Verhoef (2016),
trai nghiém sau ban c¢6 anh huong manh dén Iong
trung thanh hon ca trai nghiém truédc mua.

2.4. Vai tro ciia Al trong cd nhédn hoa va cham
soc khach hang

Al gitip: Phan tich hanh vi khach hang theo thoi
gian thuc, ty dong hoa giao tiép (chatbot, email
marketing), du doan nhu cau khach hang, t6i wu héa
quy trinh cham séc khach hang. Theo McKinsey
(2023), DN tmg dung Al c6 thé tang 10-20% doanh
thu nho ca nhan hoa higu qua.

3. Phwong phap nghién ciru

Phuong phap luan: Duy vat bién chirng va duy vat
lich st

Phuong phap thu thap dir liéu: Tong hop tai liéu tir
sach, giao trinh, b4o cao; phan tich dir liéu tha cép tr
cac DN Viét Nam.

Phwong phap phan tich: So sanh, tong hop, phan
tich dinh tinh.

4. Két qua nghién ctru

4.1. Thyec trang wrng dung Al tai doanh nghiép
Viét Nam

4.1.1. Murc do ung dung Al trong hoat dong kinh
doanh tai Viét Nam

Trong bdi canh chuyén dbi sb qudc gia, tri tué

nhéan tao (Al) dang tr¢ thanh dong luc then chdt, thic
day sy thay d6i can ban trong mé hinh kinh doanh va
van hanh cia DN Viét Nam.

Téc d6 4p dung cao: Theo Hoang Anh (2026),
“Ung dung Al trong cac DN Viét tang 39%”, Ung
dung Al tai Viét Nam dang ghi nhan toc do tang
trudng an tuong, tang 39% so voi nam trudc, thudc
top cac qudc gia ting toc cong nghé nhanh nhét khu
vuc. Theo khao sat cua Amazon Web Services
(AWS) cong bd thang 9/2025, khoang 18% tong sb
DN (gan 170.000 DN) d4 trién khai giai phap Al véi
toc d6 5 DN méi ap dung Al mdi gio. Pang chi ¥,
theo bao cdo cua Deloitte (2025), c6 tdi 93% DN
duoc khéo sat tai Viét Nam cho biét da ung dung cac
cong nghé Al vao quy trinh van hanh - muc cao nhét
trong khu vue Dong Nam A.

Céc linh vyc ung dung chinh: Cong nghé thong
tin/Phat trién phan mém (79,1%), Marketing
(60,5%), va R&D (51,2%). Trong nganh Tai chinh -
Ngén hang, Al dugc dung cho chatbot, phan tich dit
liéu va phong chong gian 1an. AI con 1a Tru cot méi
cua cong nghiép hién dai (Bo Khoa hoc va Cong nghé
vaPai hoc Bach khoa Ha Noi - 2024).

Su trdi day ctia Al tao sinh va xu hudng twong lai:
Theo QA, Tap chi Khoa hoc va Cong nghé Viét Nam,
2025, bai viét “Ung dung Al trong DN Viét Nam
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dang tang toc”. Tai Viét Nam, Al tao sinh dang bung
nd v6i 88% nhan sy tri thire st dung trong cong viéc,
dac biét la mang Marketing va sadng tao ndi dung.
Theo Statista, quy mo thi truong Al du kién dat 932
triéu USD vao nam 2025 va tang vot 1én 6,91 ty USD
vao nim 2031. Trudc lan song nay, 62% DN co6 ké
hoach mé rong doi ngii chuyén gia Al trong ngin
han. DPong thoi, Chinh phu dat muyc tiéu dén niam
2030 s& ho tro 500 startup va dao tao 5.000 chuyén
gia trinh d6 cao nham thuc day hé sinh thai cong nghé
qudc gia.

Thach thirc 16n: Rao can 16n nhat 1a thiéu hut nhan
luc chit luong cao vé Al van dé bao mat dir liéu va
chi phi du tur ban dau.

4.1.2. Ung dung AI trong cd nhdn héa trdi
nghiém

Theo bao cao Google & Temasek (2023). e-
Conomy SEA Report, tri tu¢ nhan tao (Al) dang
chuyén minh tir xu huéng cong nghé thanh "thyc tai
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AI" (AI Reality), dong vai trd then chét trong viéc ca
nhén hoa trai nghiém nguoi ding va thic day doanh
thu tai Dong Nam A, dic biét 1a Viét Nam.

Céc diém chinh vé ing dung Al trong ca nhan hoa
trai nghi¢m theo cac bao cao nay:

Tir "Tang truong néng" sang "Ca nhan hoa bén
vimg": T4p trung vao loi nhuan: Al thuc day doanh
thu: Cac tng dung tich hop AI d chimng kién doanh
thu tang truong 4n tuong (khoang 78% trong 1 nim
tinh dén gitta 2025 tai Viét Nam), chimg minh hiéu
qua ctia viée thau hiéu hanh vi tiéu dung.

Cé4 nhan hoa trong thuong mai dién to (E-
commerce) & Ban 1¢: Goi ¥ san pham théng minh: Al
phan tich lich sir mua sim, hanh vi tim kiém va s
thich dé dua ra cac goi y san pham doc dao cho timg
ngudi, tbi wu héa tuong tac trén cac nén tang nhu
Shopee, Lazada. Video Commerce & Al: Cong nghé
Al két hop livestream (Shopee Live, TikTok Shop)
gitp toi uu hoa twong tac, ting ty 1¢ chuyén doi. Du
bao nhu cau chinh xac: Al gitp DN du bao chinh xac
nhu cdu (c6 thé t6i 95%), giam ton kho va téi wu hoa
marketing.

Tac dong cua Generative Al (Al tao sinh): Noi
dung ca nhan hoa; Tro ly do 24/7: Chatbot va
voicebot théng minh dugc ing dung dé hd trg khach
hang, giai dap thic méic ngay lap tic, nang cao trai
nghiém dich vu.

Boi canh dic thu tai Viét Nam (Cap nhat 2024-
2025): Viét Nam dan dau vé tmg dung Al: Theo bao
c4o, Viét Nam dan dau bong Nam A vé muc d6 sin
sang va tin tuong vao Al, voi 81% nguoi dung
tuong tac voi Al hang ngay. Sin sang chia s¢ dit
liéu: 96% nguoi dung Viét san sang chia sé dir liéu
dé nhan duoc trai nghiém ca nhan hoa t5t hon tir cac
tac nhan Al

4.1.3. Ung dung Al trong cham séc khach hang
sau ban

Theo bao cdo e-Conomy SEA 2023 cua Google,
Temasek va Bain & Company, nén kinh té s6 Dong
Nam A dang chuyén dich manh mé tir ting truong
GMV (tong gia tri giao dich) sang chi trong vao loi
nhuan. Trong bdi canh d6, ing dung Al trong chim
soc khach hang (CSKH) sau ban 14 chia khoa dé toi
uu hoa chi phi, tang ty 1€ gili chan khach hang va ca
nhan hoa trai nghiém cu thé: Chatbot va Tro 1y 4o

162 S8 12/2026

thong minh (24/7); Ca nhan hoda trai nghiém sau ban;
Tu dong hoa quy trinh va Phan tich du bao; Xu hudng
ndi bat tai Viét Nam va khu vuc (2024-2025).

4.2. Danh gid dnh hwong ciia AI

Viéc tng dung Al gitip DN thau hiéu khach hang
sau sac dé t6i uu hoa trai nghiém ca nhan va nang cao
su hai long thong qua dich vu hd tro lién tuc 24/7.
Diéu nay khong chi cting ¢ 10ng trung thanh, ting ty
1¢ giit chan nguoi ding ma con gitip tdi wu hoa chi phi
van hanh va nhan sy hi€u qua. Tuy nhién, theo nghién
ctru cua Bernard Marr (2023), The Top 5 Strategic
Technology Trends In 2023, Tap chi Forbes /
Bernard Marr Official Website, sy phu thudc qua
mirc vao chat luong dir lidu dau vao va rii ro vé
quyén riéng tu van 1a nhimg thach thirc 16n. Bén canh
d0, chi phi du tu ban dau cao va tinh trang khan hiém
nhan lyc chuyén mon c6 thé can trd tién trinh chuyén
d6i s6. Do d6, DN can can bang giira viéc khai thac
sttc manh cong nghé va quan tri rii ro hé thong dé
phét trién bén viing. Tong hoa lai, Al 14 "con dao 2
ludi" doi hoi chién luogc tiép can than trong va ¢6 16
trinh cu thé.

4.3. Nhitng han ché tai doanh nghiép Viét Nam

Maic du Al mang lai tiém nang dot pha, cac DN
Viét Nam hién van dang ddi mat voi nhitng "nut
thit" 1on vé ha tang va tu duy quan tri. Dau tién,
thiéu hut dir liéu chét luong cao la rao can géc ré,
khi dir liéu ndi bd thuong bi phan manh, thiéu tinh
hé théng va chua duge chuan hoa dé phuc vu cho
cac thuat toan hoc may. Su thiéu hut nay cang tro
nén tram trong hon boi hé théng cong nghé chua
dong bo, dan dén tinh trang cac cong cu Al méi kho
c¢6 thé tich hop muot ma vao nén tang van hanh
truyén thong sin co.

Bén canh do6, bai todn con nguoi van chua co 10i
giai thoa dang khi ngudn nhan Iyc Al chuyén sau con
han ché ca vé sb luong 13n chét luong, khién viéc lam
chii cong ngh¢ tré nén xa xi ddi véi nhidu don vi.
Dang chii ¥ nhat, nhan thirc vé Al chua day du ¢ cap
lanh dao thuong dan dén tim 1y e dé hodc diu tu sai
hudng, coi AI 1a mét chi phi ton kém thay vi mot
khoan dau tu chién luge. Tinh cdp bach cia van dé
dugc minh chiing rd nét qua $6 liéu thuc té: theo khao
sat cia Bo Cong Thuong (2024), c6 d¢én hon 60% DN
Viét Nam thira nhan chua san sang trién khai Al toan
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dién. Néu khong som cai thién nhiing han ché nay,
khoang cach cong nghé gitta DN néi dia va khu vuc
s€ ngay cang ndi rong, lam suy giam nang lyc canh
tranh trong ky nguyén sd.

5. Giai phap

5.1. Nhém gidi phdp vé cong nghé

Giai phap cong nghé duoc dé xuat dua trén thuc
trang DN chua khai thac hi¢u qua dir liéu khach
hang, quy trinh cham séc con thi cong va thiéu tinh
ca nhan héa. Trong bbi canh chuyén doi s6 manh
mé, viéc tng dung Al va Big Data la can thiét dé
nang cao nang luc canh tranh va tdi wu hiéu qua
marketing.

Thit nhdt, DN can dau tu hé thong Al va Big Data
nhim thu thap, luu trit va phan tich dit liéu khach
hang tir nhidu ngudn (website, Facebook, TikTok).
Hé théng nay gitip nhan dién hanh vi, s¢ thich va xu
huéng tiéu dung, lam co s& xay dung chién lugc
marketing chinh xac hon.

Thik hai, tich hop AI voi hé théng CRM dé quan ly
théng tin khach hang mot cach dong bo. Al s& hd trg
phén loai khach hang, dy doan nhu cu va dé xuit cac
chién dich cham so6c phu hop theo timg nhom dbi
tuong, tur d6 nang cao trai nghiém khéach hang.

Thit ba, (img dung chatbot thong minh trén cic nén
tang nhur website va mang xa hoi nham ty dong hoa
qua trinh tw van va hd trg khach hang 24/7. Chatbot
c6 thé tra 161 cac cau hoi thuong gip, gidi thiéu san
pham va hd trg chét don nhanh chéng.

Thir tw, dao tao nhan su va tirng budc trién khai
theo 10 trinh dé dam bao kha nang van hanh hé théng
hiéu qua, tranh lang phi ngudn lyc.

Giai phap nay gitp DN ti wu hoa viée khai thac
dir liéu, nang cao chét luong cham so6c¢ khach hang,
tang ty 1& chuyén ddi va giam chi phi van hanh trong
dai han

5.2. Gidi phdp xdy dung hé thong dit liéu khdch
hang, chuin héa div liéu va dim bdo bio mdt
thong tin

Hién nay dir liéu khach hang cua DN con phan
tan, thiéu dong bo va chua dam bao tinh bao mat, gy
kho khan trong viéc khai thac va st dung cho hoat
dong marketing.

Thir nhat, DN can xay dung hé thong dir liéu
khach hang tap trung bang cach thu thap dir liéu tir

cac kénh nhu website, mang xa hdi va ban hang
tryc tiép, sau d6 luu trir trén mot nén tang thong
nhat (CRM hodc Data Warehouse). Viéc nay giup
DN dé dang quan ly, theo d&i va phan tich hanh vi
khach hang.

Thir hai, cin chuan héa dit liéu va dam bao
bao mat thong tin bang cach loai bo dir lidu tring
lap, cép nhat thong tin thuong xuyén va ap dung cac
bién phap bao mat nhu phan quyén truy cip, mi hoa
dur liéu.

Giai phap nay giup nang cao do chinh xac cua dir
lidu, hd tro ra quyét dinh hiéu qua, dong thoi ting do
tin cdy va bao vé thong tin khach hang.

5.3. Gidi phap ting cwong dao tao nhdn luc Al,
hop tac vdi cong ty cong nghé, ndng cao nhdn thirc
vé chuyén doi sé

Hién nay thuc trang doi ngti nhan sy chua c6 du
k¥ ning vé Al va chuyén dbi sb, din dén viéc ting
dung cong nghé con han ché va chua khai thac hét
tiém nang cua cac cong cy hién dai.

Thir nhat, DN can dao tao va nang cao niang luc
nhén sy théng qua cac khoa hoc vé Al phan tich dir
liéu va Digital Marketing, dong thdi nang cao nhan
thae vé chuyén ddi s6 cho toan bd nhén vién. Viéc
nay gitip doi ngii hiéu rd vai tro clia cong nghé va chii
dong ap dung vao cong viéc.

Thir hai, DN nén hop tac voi cac cong ty cong
nghé dé duoc tu van, chuyén giao giai phap va hd trg
trién khai hé théng mot cach hiéu qua, phu hop véi
nguén Iuc hién co.

Giai phap nay giip ning cao chat lugng ngudn
nhan lyc, tang kha nang thich ung v6i cong nghé moi,
tir d6 cai thién hi€u qua hoat dong va nang lyc canh
tranh ctia DN.

5.4. Gidi phdp xdy dung chién lwoc AI dai han,
ldy khdch hang lam trung tim, cd nhin héa toan
bo hanh trinh khach hang

Tu thuc trang DN chua c6 dinh hudng rd rang
trong viéc ung dung Al hoat dong marketing con dan
trai va chua thyc sy liy khach hang lam trung tam,
dan dén hiéu qua chua cao. DN Viét Nam can Xay
dung chién lugc Al dai han, 1iy khach hang 1am trung
tdm, Ca nhan hoa toan b hanh trinh khach hang.

Thir nhat, DN can xay dung chién luge Al dai han
gén véi muyc tiéu kinh doanh, trong d6 xac dinh ro vai
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tro cua Al trong ting hoat dong nhu marketing, ban
hang va cham séc khach hang. Pong thoi, 4p dung tu
duy lay khach hang lam trung tim bang cich phan
tich dir liéu dé hiéu nhu cau, hanh vi va ky vong cta
tirng nhom khach hang.

Thi hai, trién khai ¢4 nhan hoa toan bd hanh trinh
khach hang théng qua viéc sir dung Al dé dé xuét noi
dung, san pham va thong diép phii hop ¢ timg diém
cham (website, mang xa hoi, email).

Giai phap nay giip DN nang cao trai nghi€ém
khéch hang, tang mrc do hai long va trung thanh, tir
d6 cai thién doanh thu va 1oi thé canh tranh bén viing.

5.5. Nhém gidi phdp vé cham séc khdach hang,
ndng cao trdi nghiém khdach hang, ting ty 1¢
gir chan

Quy trinh cham séc khach hang DN chua t6i wu,
con thiéu tinh ty dong hoa va chua khai thac hiéu qua
dir lidu dé ca nhan hoéa trai nghiém, dan dén muc do
hai long va ty I¢ quay lai chua cao.

Thir nhat, DN cén tu dong hoa cham so6c sau ban
bang cach trién khai hé thong giri email, SMS hoic
chatbot nhdm cam on khach hang, huéng dan sir
dung san phdm va nhic lich mua lai, giup duy tri két
ndi lién tyc.

Thir hai, tng dung Al dé phéan loai khach hang

TAI LIEU THAM KHAO:

dua trén dit liéu vé hanh vi, tan sudt mua va gia tridon
hang, tir d6 xay dung chinh sach cham s6c va uu dai
phu hop cho tirng nhém. Phan tich lich st mua hang
dé nhic thoi diém bao tri, thay thé hodc mua lai san
pham phu hop.

Thir ba, st dung Al dé phan tich dir liéu va du
doan nhu cau khach hang, giup DN chu dong dé xuét
san pham/dich vu dung thoi diém va dung dbi tuong.
Két hop hé thdng CRM dé ca nhan héa ndi dung
cham soc, gui uu dai riéng theo ting nhém khach
hang.

Gidi phdp nay gitip nang cao trai nghi¢m khach
hang, tang ty 1€ gilt chan va gia tri vong doi khach
hang, dong thoi tdi wru chi phi va hidu qua cham soc.

6. Két luan

Al dang tro thanh cong cu quan trong gitip DN
nang cao hi¢u qua ca nhan hoa va cham séc khach
hang sau ban. Viéc ting dung Al khong chi gitip cai
thién trai nghiém khach hang, ma con tao loi thé canh
tranh bén viing.

Tuy nhién, dé phat huy t6i da hiéu qua, DN Viét
Nam can dau tu déng bd vé cong nghé, dir li¢u va
nhan lyc. Trong twong lai, Al s tiép tuc dong vai tro
trung tdm trong chién lugc marketing va quan tri
khach hang cia DN ®
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IMPACT OF ARTIFICIAL INTELLIGENCE APPLICATIONS
ON THE EFFECTIVENESS OF PERSONALIZED CUSTOMER
EXPERIENCE AND AFTER-SALES SERVICE
IN VIETNAMESE ENTERPRISES

® MAI THI BACH TUYET
Faculty of Management and Law,
Ba Ria - Vung Tau University

ABSTRACT:

In the context of rapid digital transformation, artificial intelligence (AI) has emerged as a strategic
tool for enhancing customer experience, particularly in the areas of personalization and after-sales
service. This study examines the theoretical foundations of Al in marketing, evaluates the current
state of Al adoption among Vietnamese enterprises, and investigates its impact on the effectiveness
of personalized customer interactions and post-purchase support. The findings indicate that Al
significantly improves customer satisfaction, increases retention rates, and optimizes operational
costs. However, the implementation of Al continues to face substantial challenges related to data
quality, technological infrastructure, and human resource capabilities. Based on these findings, the
study proposes practical solutions to enhance the effective application of Al in Vietnamese
businesses.

Keywords: artificial intelligence, personalization, customer experience, after-sales service,
digital marketing.
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