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Nghién ctru nay trinh bay tong quan lgi ich ctia viéc ting dung tri tué nhan tao (AI)
trong viéc giai quyét cac thach thitc cia doanh nghiép, dong thoi nhan manh vai tro
cta Al trong viéc te dong hda quy trinh kinh doanh va ca nhan hoa trai nghiém. Bai
bao thao luén loi ich va thach thirc cia cd nhan hoda trai nghiém. Dong thoi, bai viét
phan tich thuc trang ca nhan héa trai nghiém va cac hinh thttc cd nhan hoéa trai
nghiém dua trén Al pho bién dang duoc cdc doanh nghiép trén thé gidi va tai Viét
Nam ting dung bao gom dé xudt san pham, ndi dung, email marketing, gia ca va
khuyén mai, va tim kiém ca nhan hoéa. Cudi cung, bai bao chi ra nhitng xu huéng
teong lai ctia cd nhan hda trai nghiém khach hang dwa trén Al trong thwong mai
dién t&r gom siéu c4 nhan hda, ca nhan héa da kénh, chu dong, bé“mg giong nodi, dua

trén cdng dong, theo thoi gian thwee va ca nhan hoa cé dao dtc.

Tt khoa: Canhan hoa trai nghiém khach hang, thwong mai dién tt, tri tué nhan tao
(AI).

1. MO PAU

Tri tué nhan tao (AI) la mét linh vyc cong nghé nén tang cua Cach mang cong
nghiép lan tht tu, gép phan quan trong tao budc phat trién dot pha vé nang luc san
xudt, nang cao nang lwec canh tranh qudc gia, thic ddy phat trién kinh t€ tang trudng bén
ving. Dén nam 2030, Viét Nam tro thanh trung tam d6i méi sang tao, phat trién cac giai
phap va ting dung Al trong khu vuc ASEAN va trén thé gidi [10]. Cong nghé chinh cua
Al chu yéu dua trén cac thuat toan dugc thiét k€ dé hoat dong giong nhu tam tri con
nguoi va ¢ tng dung rong rai trong nhiéu linh vyc [1]. Cung vdi sy phat trién caa khoa
hoc va cong nghé hién dai, cac ing dung kinh té cua Al dang trd nén pho bién hon va
tac dong dén dén moi mét ctia doi song. Hién nay, cong nghé Al gitip con nguoi thuc
hién nhiéu loai nhiém vu khac nhau va tré thanh mot trong nhitng ngudn luc quan trong
cua ky nguyén phat trién hién dai [8]. Ddc biét trong thwong mai dién ti, Al tao ra nhitng
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loi thé dang ké va duoc phat trién theo nhu cau ctia cac doanh nghiép d& hd tro ca doanh
nghiép va khach hang trong trai nghiém kinh doanh va giao dich hiéu qua hon [6]. AI
6 tac dong chuyén d6i moi treong kinh doanh thuwong mai truyén théng thanh ky thuat
s0 cho cac doanh nghiép trong ky nguyén s6 héa [9]. Thuc trang tng dung Al trong
thuong mai dién tit trén thé€ giéi dang phat trién rat s6i dong va da dang, voi sy tham
gia clia ca cac 6ng 16n cong nghé va cac doanh nghiép vira va nho. Ung dung Al trong
thuong mai dién ti tai Viét Nam dang dan duoc quan tam hon, tuy nhién van con nhiéu
du dia d€ phét trién va can c6 nhitng nd lyc dong bo tir doanh nghiép, Chinh phu va cac
bén lién quan d€ thuc day ting dung AT hiéu qua hon trong linh viec nay.

Céc cong ngheé Al mdi nhu xtt ly ngon ngtt tie nhién (NLP), thi gidc mdy tinh va
hoc sau sé& duwoc ing dung rong rai hon, mang lai nhitng trai nghiém mua sdm ca nhan
héa va tién 1oi hon cho nguoi dung. Thuong mai dién tir dang thu hat nhiéu khach hang
va mdi khach hang c6 mot Ira chon khdc nhau, do do viéc thiee hién tuong tac lién tuc
va nam bat hanh vi timg c4 nhan 1a mot thach thitc d6i véi cac doanh nghiép. Véi sw hd
tro ctia Al nhigu y twdng méi da duoc phat trién gitp xdc dinh hanh vi mua sdm cta
tirng khach hang. Cong nghé nay cting co6 thé xac dinh nhitng ngwdi mua tiém nang va
dw doan nhu cau, xu huéng va hanh vi cta thi truong [2]. Ung dung ctia Al trong linh
vuc thuong mai dién t&¢ moé ra nhitng co hdi méi d€ ca nhan hoda trai nghiém mua sdm,
t61 wu hda hoat dong kinh doanh va thuc day tang truong doanh thu cho cac doanh
nghiép. C4 nhan héa trai nghiém khéach hang- mét tmg dung quan trong cta Al giip hd
tro cac doanh nghiép thuwong mai dién ti dén gan hon véi khach hang cua minh, ghi lai
va danh gia cac hoat dong ctia khéach truy cap hodc nguoi dung va thoi gian truy cap
trang web ctia ho. Nho d6 gitp doanh nghiép ting ty 1é chuyén ddi, tang doanh thu,
nang cao trai nghiém khach hang, tang ceong su hai long ctia khach hang, xay dung
long trung thanh va tang gia tri vong doi khach hang, nang cao hiéu qua marketing va
giam chi phi, tang kha nang canh tranh va nang cao hinh anh thuong hiéu. B6i véi nguoi
mua sim truc tuyén, ca nhan hoa trai nghiém mang lai rat nhiéu loi ich cho nguoi tiéu
dting nhu tiét kiém thoi gian va cdng stec, trai nghiém mua sam thi vi va hdp dan, cam
giac dugc quan tam, thau hi€u voéi cac dich vu ca nhan hoa t6t hon, kham pha cac san
phdm/ dich vu mdi, tiét kiém chi phi véi viéc nhan duoc muc gia tot nhat va cdc khuyén
mai/ wu dai riéng dua trén lich st va hanh vi mua sdm cua ting khach hang.

Trong pham vi nghién cttu nay, tac gia tap trung vao viéc phan tich thiec trang
va xu hudéng ca nhan hoda trai nghiém khach hang- moét ttng dung quan trong cua Al
trong linh vuc thuwong mai dién tir. Cu thé hon, bai viét sé phan tich tng dung Al cua
cac doanh nghiép thuong mai dién t, thuc trang ttng dung ca nhan hoéa trai nghiém
khach hang, cac hinh thitc cd nhan hoa trai nghiém khach hang va xu hudng tuong lai
cta ca nhan hoéa trai nghiém dwya trén nén tang Al trong linh vyc thwong mai dién ta.
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2. KET QUA NGHIEN CUU
2.1. Ung dung Al ctia cic doanh nghiép thuong mai dién té

Céc doanh nghiép kinh doanh trén nén tang truc tuyén néu van hanh thu cong
sé gdp phai nhiéu thach thic nhw #6n chi phi (tiéu ton nhiéu ngudn luc va thoi gian trong
thiét ddt va quan ly chién dich; lang phi chi phi do phu thudc nhiéu vao quang cao); hi¢u
qué thap (ty 1& click, chuyén déi,... chua duoc t8i wu; khach hang van roi bo trén phéu
chuyén doi); trai nghiém yéu (spam, lam phién khach hang; anh hudng tiéu cuc dén
thuong hiéu) [3]. Do d6, van dé cap bach hién nay dwoc ddt ra la giai phap nao co6 thé
giai quyét nhiing thach thitc ma cac doanh nghiép thwong mai dién tir dang phai doi
mat? Nhiéu nghién ctru da duoc tién hanh vé tinh kha thi cua cong nghé trong thwong
mai dién ttr d€ xac dinh nang sudt va hiéu qua ctia doanh nghiép, trong d6 cac giai phap
dua trén nén tang cong nghé Al duoc xem la quan trong nhat trong béi canh hién nay.
Cu thé€ la, doanh nghiép ting dung Al d€ tw dong hda quy trinh kinh doanh va tao ra
dich vu cd nhan hoéa trai nghiém khach hang.

Ung dung ciia AT vio quy trinh kinh doanh thuong mai dién tir:

* Qudn Iy chudi cung 1rng: Al dw dodn nhu cau, t6i wu hda quan ly hang ton kho,
giup doanh nghiép giam chi phi va tranh tinh trang thiéu hut hodc du thira hang hda.

* Dy bdo nhu ciu va quan 1y hang ton kho: Al gitp du doan nhu cau san pham va
t61 wu hda quan ly hang ton kho, gitp doanh nghiép giam chi phi va tranh tinh trang
thiéu hut hodc du thtra hang hoa.

® D bdo doanh s6: Al phan tich di liéu lich stt, xu hudng thi truong dé du bao
doanh s, gitp doanh nghiép 1én k& hoach san xuét va kinh doanh hiéu qua.

* Chong gian lgn: Al phat hién cac giao dich dang ngo, ngan chan hanh vi gian
lan trong thwong mai dién t, bao vé nguoi tiéu dung va doanh nghiép.

 T67 wu hoa gid: Al phan tich d liéu thi truong, d6i tha canh tranh dé€ dwa ra
mutc gia t6i uu, giup doanh nghiép tang loi nhuan va canh tranh.

* Marketing va qudang cdo: Al phan tich dit liéu khach hang dé€ tao ra cac chién dich
marketing ca nhan hda, tang hiéu qua quang cao va ty 1é chuyén doi.

Ung dung ctia Al vdo trdi nghiém khdch hang:

* Cd nhin héa: Al phan tich dit liéu nguoi dung (lich st mua hang, hanh vi duyét
web,...) d€ dua ra cac dé xudt san pham phu hop, tang kha nang chuyén doi va trung
thanh ctia khach hang. Vi du, Amazon stt dung AI dé€hién thi cac san pham "Khach hang
cling mua" dua trén lich sit mua hang ctia nguwoi dung.

o Tim kiém thong minh bang hinh dnh: Al cho phép nguoi dung tim kiém san pham
bang hinh anh thay vi tir khéa. Diéu nay hitu ich khi nguoi dung khong biét tén san
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phadm nhung cd hinh anh cua né. Pinterest 1a mot vi du dién hinh véi tinh nang tim kiém
bang hinh anh Lens.

e Tro Iy do va chatbot: Chatbot AT hd tro khach hang 24/7, giai dap thac mac, tu
van san pham va xtt ly don hang. Tro ly ao gitp nguoi dung tim kiém san pham, so sanh
gia va hoan tat giao dich nhanh choéng.

* Thuec té'do tang cwong (AR): AT két hgp vdi AR tao ra trai nghiém mua sidm chan
thuc hon. Vi du, IKEA Place cho phép nguoi dung xem trude d6 ndi that trong khong
gian nha minh trudc khi mua.

Cong nghe than thién va lam hai long nguoi tiéu dung sé khong chi mang lai cho
khach hang trai nghiém tich cic ma con thu hiat ho dén véi cong ty nhiéu lan [4]. Viéc
tich hop Al vao co sé ha tang gitp giai quyét nhitng thach thirc ma cac t6 chitc thuwong
mai dién t&r hién dai dang d6i mat va tdng cuong su tham gia cia doanh nghiép trén cac
nén tang thuong mai dién ta.

2.2. Khai niém, 1¢i ich va thach thitc cia ca nhan hoa trai nghiém khach hang

Thuat ngt “ca nhan hda trai nghiém khach hang” trong kinh doanh lan dau tién
duoc Peppers & cong su (1999b) dwa ra nhu 1a mot thanh phan cua quan tri quan hé
khach hang cua doanh nghiép, theo d6 dit liéu nguoi tiéu dung duoc thu thap thong
qua qua trinh tuong tac gitta nguoi tiéu dung va doanh nghiép [7]. Griffin L. (2023) cho
rang c4 nhan hda trai nghiém khéach hang bao gom: ca nhan héa email, quang cdo muc
tiéu, ndi dung dong, goi y san phdm mua sdm va trai nghiém chatbot dwoc cd nhan héa
[5]. Nhuw vay, ca nhan hoa trai nghiém cé thé duoc hiéu qua trinh st dung di liéu va
thong tin ctia khach hang dé tao ra trai nghiém mua sim doc dao, phit hop véi so thich,
nhu cau va hanh vi cta titng cd nhan. Ca nhan hoa trai nghiém khach hang da tré thanh
mot xu hudng chu dao trong thuong mai dién ti. Cong nghée Al va hoc may dong vai
tro quan trong trong viéc thu thap, phan tich di liéu khach hang va dua ra cac dé xuat,
noi dung va wu dai duoc cad nhan hdéa. Cac doanh nghiép thwong mai dién t& hién nay
dang tng dung ca nhan hoa trai nghiém khach hang dwa trén Al d€ mang lai nhitng loi
ich nhat dinh dong thoi d6i méat véi mot s6 thach thiee dét ra.

Loi ich ciia cd nhan hoa trai nghiém khdch hang:

e Ting ty 1¢ chuyén d6i: Khach hang c6 xu hudéng mua hang khi thdy san pham va
ndi dung phu hgp véi nhu cau ctia hg. Ca nhan hda trai nghiém gitp doanh nghiép hién
thi ding san phdm, ding ndi dung va dang wu dai cho ding d6i twong khach hang, ti
d¢6 tang kha nang chuyén déi va gia tri don hang.

e Ting doanh thu: Ca nhan hoa gitp tang gia tri don hang va khuyén khich khach
hang mua sam nhiéu hon.
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* Ning cao trai nghigm khich hang: Nguwoi dung cam thdy dwgc quan tam va thau
hiéu sé c6 trai nghiém mua sdm tich cuc hon.

* Tang cwong suw hai long ciia khdch hang: Ca nhan hoa trai nghiém gitup dap ung
t6t hon nhu cau va mong mudn cta tiing khach hang, tir d6 tao ra trai nghiém mua sam
tha vi va dang nhé. Khi khach hang cam thady dwoc quan tam va thau hiéu, ho sé c6 xu
huéng hai long hon véi san phdm va dich vy, tir 46 ting kha nang quay lai mua sam va
gidi thiéu cho ban be.

* Xdy dung long trung thanh va ting gid tri vong doi khich hang: C4 nhan hoa trai
nghiém khong chi gitp thu hut khach hang mdi ma con gitt chan khach hang ci thong
qua viéc tao ra m&i quan hé gan két va lau dai. Khach hang trung thanh cé xu huéng
mua sam thuong xuyén hon, chi tiéu nhiéu hon va giéi thiéu thuong hiéu cho nguoi
khéc, tit d6 tang gia tri vong doi khach hang.

* Ning cao hiéu qua marketing va giam chi phi: Ca nhan héa giup giap doanh nghiép
nham muc tiéu quang cao hiéu qua hon, tap trung vao nhitng khach hang cé kha ning
chuyén d6i cao nhat. Diéu nay gitp giam thiéu lang phi ngan sach marketing va t6i uu
héa hiéu qua cua cac chién dich quang cao.

* Ting khd ning canh tranh: Trong thi truong thwong mai dién tit canh tranh khdc
liét, ca nhan hoa trai nghiém la mét yéu td quan trong gitip doanh nghiép ndi bat so véi
ddi tha. Khach hang ngay cang mong doi trai nghiém mua sam duoc ca nhan hda, va
doanh nghiép nao dap tng duoc nhu cau nay sé co loi thé canh tranh 16n.

Thdch thiic cuia cd nhin héa trai nghiém khdch hdang:

® Bdo mdt dir ligu: Can dam bao tinh bao mat va riéng tu ctia dix liéu nguoi dung.

* Chi phi diu tw: Trién khai cac cong cu va giai phap ca nhan hoa c6 thé ton kém.

* Nguon luc con nguoi: Can doi ngti ¢6 kién thirc va ky nang vé Al hoc may va
phan tich di liéu.

Tuy nhién, véi sy phat trién ctia cong nghé va nhan thitc ngay cang tang vé tam
quan trong ctia cd nhan hoa trai nghiém khach hang, cac doanh nghiép thuwong mai dién
tit dang nd luc veot qua nhitng thach thitc nay dé mang dén trai nghiém tot nhat trong
hanh trinh mua sam ctia khach hang.

2.3. Thuc trang ca nhan hoa trai nghiém khach hang

Cac doanh nghiép Viét Nam da nhan thiic r6 hon vé tam quan trong ctia viéc ca
nhan hoéa trai nghiém khach hang trong viéc tdng cuong su hai long, long trung thanh
va thuc ddy doanh s6. Diéu nay thé hién qua viéc nhiéu doanh nghiép da dau tw vao
cong nghé va nguon lyc dé thu thap, phan tich dit liéu khach hang va trién khai cac chién
ltgc cd nhan héa. Bén canh d6, nhiéu doanh nghiép da bat dau ting dung cac cong nghé
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nhu A, hoc may (machine learning), phan tich dir liéu 16n (big data) va ty dong hoa dé
phan tich hanh vi khach hang, du doan nhu cau va cung cap trai nghiém ca nhan hoa.
Matkhac, diém tich cuc tir phia nguoi tiéu dung Viét Nam la ngay cang mong doi nhitng
trai nghiém mua sam dugc cd nhan héa va san sang chia sé thong tin ca nhan dé nhan
duoc cac dé xuat san pham, dich vu va wu dai phu hop.

Ca nhan hda trai nghiém khach hang la mot chién lwgc quan trong gitup doanh
nghiép tao ra sy khac biét va tdng cuong mdi quan hé véi khach hang. Cé nhiéu hinh
thitc ca nhan hoda trai nghiém ma doanh nghiép cé thé 4p dung, tuy thudc vao muc tiéu,
nguodn liec va nganh nghé kinh doanh. Dwéi day 1a mét s6 hinh thitc pho bién:

Thtt nhat, Dé xudt san phdm ci nhin héa: Goi y cac san pham phu hop dua trén
lich sit mua hang, hanh vi duyét web, so thich va dua trén danh gia san pham.

Cu thé1a, AI dua ra thong diép goi y san phdm tuong tw hoac b6 sung cho nhiing
san pham khéach hang da mua trudc d6 (dwa trén lich st mua hang). Bén canh d¢6, dé
xudt san pham dua trén nhitng san pham khach hang da xem hoac tim kiém (dwa trén
hanh vi duyét web). Thém vao d6, dua ra cic goi y san pham dua trén thong tin nhan
khau hoc, so thich va moi quan tdm caa khach hang (dwa trén so thich cua khach hang).
Ngoai ra, dé xuat san pham dua trén nhitng danh gia tich cuyc ctia khach hang khac c6
cung so thich (dua trén danh gia san pham).

Tht hai, Ngi dung ci nhin héa: Hién thi ndi dung (bai viét, video, quang cao,
content marketing) pht1 hop vdi s¢ thich cta titng khach hang.

Cong nghé Al diéu hudng hién thi cac san pham, khuyén mai va néi dung phu
hop vdi ting khach hang khi ho truy cap trang chu (trang chti cd nhan hoa). Mdt khac,
hién thi quang cao san phdm hodc dich vu phu hop véi sé thich va nhu cau ctuia khach
hang trén cac nén tang tryc tuyén (quang cdo ca nhan hoa). Bén canh do, Al con giup
doanh nghiép hién thi thong tin chi tiét vé san phdm, danh gia, huéng dan st dung,
video san pham phu hgp véi tiing khach hang (ndi dung trén trang san pham).

Tht ba, Email marketing ci nhin hoa: Gii email v6i ndi dung (tiéu dé, hinh anh,
san pham) va vu dai dwgc diéu chinh riéng phtt hgp vdi ting phan khic khach hang.

Muc tiéu 1a tao ra trai nghiém email c6 lién quan va hap dan hon, tir d6 tang ty
1é mo, nhap chudt va chuyén doi. Vi du: g email chiic mung sinh nhat kem theo ma
giam gia dic biét; email nhic nho vé san phadm con trong gid hang; email gidi thiéu san
phdm méi dua trén so thich ctia khach hang.

Tht tw, Gid cd va khuyén mdi cd nhin héa: Pua ra miee gia va khuyén mai déc biét
cho titng khach hang dua trén lich stt mua hang va hanh vi cta ho.

Gia ca ca nhan hoa la viéc thiét lap gia khac nhau cho cung mét san pham hodc
dich vy d6i véi cac khach hang khac nhau. Diéu nay c6 thé dya trén nhiéu yéu t6 nhu:
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lich st mua hang (khach hang trung thanh hodc mua hang thuwong xuyén c6 thé duoc
huong muc gia wu dai hon); hanh vi mua sam (khach hang mua nhiéu san pham cung
ltac hodc mua san pham c6 gia tri cao cé thé dwoc giam gia); thong tin nhan khau hoc (4o
tudi, gidi tinh, vi tri dia ly c6 thé anh huéng dén mirc gid ma khach hang sn sang chi
tra); do nhay cam vé gia (mot s6 khach hang nhay cam vé gid hon nhitng nguoi khac).

Khuyén mai cd nhan hoa la viéc cung cap cac chwong trinh khuyén mai, giam gia
hodc wu dai ddc biét cho ting khach hang hodc nhom khéach hang cu thé. Diéu nay ¢
thé dua trén: s¢ thich va nhu cau (khuyén mai cac san pham hodc dich vu ma khach
hang quan tam hogc cé nhu cau); hanh vi mua sam (khuyén mai cdc san pham b sung
hodc thay thé cho san phdm ma khéch hang da mua); cac dip dac biét (khuyén mai vao
cac dip nhu sinh nhat, ngay 1¢, ky niém khach hang,...).

Tht nam, Trdi nghiém website cd nhin héa: Diéu chinh ndi dung, giao dién va chuc
ndng website theo so thich cua titng khach hang.

Muc tiéu 1a tao ra mot trai nghiém duy nhat va c6 lién quan cho mdi khach truy
cap, gitp tang su hai long, twong tac va chuyén doi trén trang web. Cac yéu td thuong
duoc ca nhan hoa trén website gom c6 ndi dung (hién thi cac bai viét, san pham, hoac
dich vu phu hop véi s¢ thich va nhu cau cua nguoi dung); giao dién (diéu chinh mau
sic, phong chit, hodc bd cuc d€ phu hop véi thi hiéu ctia nguoi dung); chirc nang (hién
thi cac tinh nang hodc cong cu ma nguoi dung cé kha nang stt dung cao nhat); ngon ngt
(hién thi ndi dung website bang ngon ngit ma khach hang lua chon).

Tht sau, Tim kiéin cd nhin hoa: Hién thi két qua tim ki€ém phu hop véi lich st tim
kiém va hanh vi mua sdm ctia nguoi dung.

Nguoi ding cé thé tim thdy thong tin minh cAn mot cach nhanh chéng va dé
dang hon; khong can phai sang loc qua nhiéu két qua khong lién quan nén tiét kiém thoi
gian; tao ra trai nghiém tim kiém thu vi va htu ich hon cho nguoi dung. Diéu nay dua
trén cac thong tin ma cong cu tim kiém thu thap dwoc vé nguoi dung, chang han nhu:
lich st tim kiém; vi tri dia ly; ngon ngt; thong tin ca nhan khac. Mot sd vi du vé tim kiém
ca nhan hoéa: Néu nguoi dung dang tim kiém mot nha hang, két qua tim kiém c6 thé uu
tién cdc nha hang gan vi tri hién tai ctia ho. Néu khach dang nhap vao tai khoan Google,
két qua tim ki€m c6 thé hién thi cac thong tin lién quan dén lich st tim ki€m hodc cac
dich vu khéc cia Google ma ho da st dung.

Rét nhiéu doanh nghiép thuong mai dién t tai Viét Nam va trén thé giéi dang
tng dung ca nhan hoa trai nghiém khach hang dwa trén nén tang AI véi hinh thite khac
nhau (Tham khao Bang 1).
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Bdng 1. Hinh thitc ca nhan hoa trai nghiém dua trén Al tai Viét Nam va trén thé gioi

Pham Doanh nghiép Hinh thttc ca nhan hda trai nghiém
vi thuwong mai dién t
Tai Viét | Shopee Dbé xuat san pham, flash sale cd nhan hoa, thong béo
Nam khuyén mai dya trén so thich ciia nguoi dung.

Lazada Ca nhan hoa trang cht, dé xuat san pham, chwong
trinh khach hang than thiét véi wu dai riéng biét.

Tiki Ca nhéan hoa trang chu, dé xudt san phdm, email
marketing, chuong trinh khuyén mai dua trén lich st
mua hang va hanh vi duyét web cta khach hang.

Trén Amazon Tién phong trong viéc dp dung cd nhan hoa trai

thé gidi nghiém khach hang véi cac dé xudt san pham "Khach
hang cling mua", danh gia san pham ca nhan hda,
email marketing dwgc diéu chinh riéng cho tung
khéach hang.

Netflix Ca nhan hda giao dién, dé xuat phim va chuong trinh
dwa trén lich st xem va danh gia ctia nguwoi dung.

Spotify Ca nhan héa danh sach nhac, dé xuat bai hat va nghé
si duia trén so thich am nhac ctia nguoi dung.

Starbucks Ung dung di dong cho phép ca nhan héa d6 udng,

tich diém thudng va gti thong bao khuyén mai dua
trén thoi quen mua hang ctia khach hang.

(Nguon: Tong hop cua tdc gid, 2024)

2.4. Xu huwéng twong lai cua ca nhan hda trai nghiém khach hang duwa trén Al trong

linh vuc thwong mai dién tw

Cong nghé Al dang thay doi bd mét cua thwong mai dién ti. Viéc tng dung Al

khong chi mang lai loi ich cho doanh nghiép ma con nang cao trai nghiém mua sam ctia

nguoi tiéu dung. Mdc du con nhiéu thach thirc, nhung tiém nang ctia Al trong thuong

mai dién t la rat 16n va twong lai cua ca nhan hoa trai nghiém khach hang hira hen sé

mang dén nhitng budc tién vuot bac, thuc ddy boi sw phat trién ctia cong nghé va su

thay doi trong hanh vi cia nguoi tiéu dung. Xu hwdéng ca nhan hoéa trai nghiém khach

hang trong thuong mai dién t& dang phat trién manh mé va khong ngung do6i mdi, voi

muc tiéu mang lai trai nghiém mua sam truc tuyén t6t nhat cho tirng cd nhan. Dudi day

la mot s6 xu hwdéng noi bat:
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Th nhat, Siéu ci nhin héa (Hyper-personalization)

Khong chi ding lai & viéc cd nhan hoa dya trén thong tin co ban, siéu ca nhan
hoa sé tan dung Al va hoc mdy, tan dung cac thong tin chi tiét khac nhw tam trang, thoi
tiét, dia diém, thiét bi stt dung,... d€ phan tich di liéu theo thoi gian thuc, tir d6 dua ra
nhiing dé xuat va twong tdc pht hop véi tiig khoanh khac ctia khach hang. Cong nghé
Al va hoc may dong vai tro quan trong trong viéc phan tich luong 1én dit liéu va tao ra
cac mo hinh dy doan hanh vi khach hang chinh xac hon.

Thtt hai, Cd nhan hoa da kénh (Omnichannel personalization)

Khach hang ngay cang sit dung nhiéu kénh khac nhau d€ twong tac véi doanh
nghiép (website, tng dung di dong, email, mang xa hoi, ctra hang,...). Ca nhan hoa da
kénh sé dam bao trai nghiém lién mach va nhat quan trén tat ca cdc diém cham, tao cam
giac dugc quan tam va thau hiéu. Diéu nay doi hoi doanh nghiép phai tich hop dit liéu
ttr nhiéu nguon khéc nhau va st dung cac cong cu phu hgop dé€ tu dong hda qua trinh ca
nhan hoa trén cac kénh.

Th ba, Cd nhian héa chit dong (Proactive personalization)

Thay vi chi phan trng véi hanh dong cua khach hang, doanh nghiép sé chu dong
du doan nhu cau va dwa ra cac dé xuat phut hop trude khi khach hang yéu cau. Diéu nay
o thé thuc hién thong qua viéc phan tich di liéu 16n (big data) va sit dung cac thuat
toan du doan.

Th tw, Cd nhdn héa bing giong ndi (Voice personalization)

Véi sy phat trién cta tro ly ao va cong nghé nhan dang giong noi, ca nhan hda
trai nghiém khach hang bang giong néi sé tré nén phd bién hon va tré thanh xu hudéng
méi. Khach hang cé thé twong tac véi doanh nghiép bang giong néi te nhién dé tim kiém
san pham, dat hang hodc nhan cac dé xuat va hd trg ca nhan hda, tao ra trai nghiém mua
sdm tu nhién va tién loi hon.

Thtt ndm, Cd nhin héa dwa trén cong dong (Community-based personalization)

Doanh nghiép tan dung sttc manh ctia cong dong d€ ca nhan hoa trai nghiém
khach hang, théng qua viéc thiét 1ap ra cAc nhém hodc dién dan truc tuyén dé khach
hang chia sé kinh nghiém, danh gia san phdm va tuong tac véi nhau. Dit liéu tir cdc cong
dong nay cé thé dugc sit dung d€ hiéu rd hon vé so thich va nhu cau ctia khach hang, ti
d6 ca nhan hoa trai nghiém mua sam hiéu qua hon.

Tht bay, Cd nhdn hoa trong thoi gian thirc (Real-time personalization)

Cong nghé Al cho phép doanh nghiép thu thap va phan tich dit liéu khach hang
theo thoi gian thue, tiv d6 dua ra cac dé xuat va tuong tac phu hop ngay tai thoi diém
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khach hang dang tuwong tac v6i thwong hiéu. Diéu nay giap tang tinh kip thoi va hiéu
qua cuia cac chién dich ca nhan hda, tir d6 thiic day chuyén d6i va doanh thu.

Thtt tdm, Cd nhidn héa cé dao diec (Ethical personalization)

Khach hang ngay cang quan tam dén quyeén riéng tu va cach thiec dix liéu ctia ho
duoc st dung. Doanh nghiép can dam bao tinh minh bach va ton trong quyeén riéng tw
cua khach hang khi thu thap va sit dung d@ liéu cd nhan. Doanh nghiép can thong bao
1o rang cho khéach hang vé muc dich st dung d@ liéu va cho phép ho kiém soat thong
tin cua minh.

3. KET LUAN

Ca nhan hoéa trai nghiém khach hang dang tro thanh yéu t6 khong thé thiéu trong
chién lwgc phat trién ctia cac doanh nghiép. Nghién cttu cho thdy ca nhan hda trai
nghiém trong thuwong mai dién t& van con nhiéu du dia d& phét trién hon nita trong
twong lai, dédc biét 1a ¢ khia canh két hop Al va hoc may dé€ cung cap trai nghiém thuc
su ca nhan hoda va lién tuc. Pong gop chinh cta bai viét la cung cap mot cai nhin tong
quan va cap nhat vé thuc trang va xu hudng ca nhan hoa trai nghiém khach hang, tir d6
giup cac doanh nghiép thwong mai dién tit c6 thém thong tin d€ xay dung chién luoc
kinh doanh pht hop. D¢ trién khai ca nhan hoéa trai nghiém hiéu qua, cac doanh nghiép
thwong mai dién ti can c6 chién lugc 1o rang, dau tu cong nghé dung muc va ludn dat
khach hang lam trung tam. Trong bdi canh hién nay, doanh nghiép can tan dung cong
nghé Al va hoc may dé tao ra trai nghiém mua sdm doc ddo va pht hop voi tirng khach
hang. Pong thoi, van dé bao mat dit liéu, quyén riéng tw va st dung di liéu dang muc
dich cting can duoc luu tdm dé€ dam bao viéc trién khai ca nhan héa mot cach bén viing
va hiéu qua.
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A RESEARCH ON CUSTOMER EXPERIENCE PERSONALIZATION
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ABSTRACT

The article presents an overview of the benefits of Al application in solving business
challenges, while emphasizing the role of Al in automating business processes and
personalizing customer experience. The research discusses the benefits and
challenges of customer experience personalization. At the same time, the article
analyzes the current situation of personalized customer experience and popular
forms of Al-based customer experience personalization that are being applied by
businesses around the world and in Vietnam, consisting of product
recommendations, personalized content, email marketing, pricing and promotions,
and personalized search. Finally, future trends of Al-based customer experience
personalization in e-commerce are pointed out, including hyper-personalization,
omnichannel, proactive, voice, community-based, real time and ethical

personalization.

Keywords: Artificial intelligence (Al), customer experience personalization, e-

commerce.
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