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Tém tit: Nghién ciru ndy phdn tich co héi, thach thire va dé xudt cac giai phdp gitip
doanh nghiép kinh doanh trén san Shopee.vn khai thac hiéu qua cong nghé Al. Phuwong phadp
nghién ciru bao gom phan tich tai liéu va phéng van ban cau triic véi 15 doanh nghiép dang
hoat dong trén nén tang, nham ghi nhdan thuc tién vmg dung Al trong hoat déng ban hang
truee tuyén. Két qua cho thdy phan 1ém doanh nghiép méi dirng lai & mire vng dung co ban,
chii yéu théng qua cdc cong cu san c¢é nhw hé thong goi y san pham va Shopee Ads. Mot so it
doanh nghiép tién phong da trién khai cdc giai phdp ndng cao nhw chatbot tiry chinh, phdn
tich hanh vi khach hang va die bdo ton kho. AI mang lai loi ich ré rét nhw giam chi phi quang
cdo, ndng cao trai nghiém khdch hang va hé tro ra quyét dinh chinh xdc hon. Tuy nhién, cdc
doanh nghiép van doi mdt véi khé khan vé chi phi dau tw, thiéu nhdn lyc cong nghé, ciing riii
ro bdo mdt va an toan dit liéu. Tir két qua phan tich, nghién citu dé xudt cdc goi y véi doanh
nghiép nhu tan dung cong cu Al san c6, dau tw theo 16 trinh, ddo tao nhan luc, va tang cuong
an toan bao mdt nham ddy manh viéc vmg dung AI bén viing trong thoi gian tdi.

Tir khoa: san thwong mai dién tu, wng dung tri tué nhan tao, Shopee.vn, co hoi va thach thirc

nganh nghé. Al khong chi duoc tmg dung
trong cdc khau ky thudt nhu nhan dién
hinh anh, xtr 1y ngén ngir ty nhién hay
phan tich dir liéu 16n, ma con dugc Gng

I. Gi6i thiéu van dé nghién ciru

Trong bdi canh cudc cach mang

cong nghiép lan thtr tu dién ra manh mé,

tri tu¢ nhan tao (Al) da tré thanh mét trong
nhiing cong ngh¢ dot phé c6 kha nang thay

do1 can ban mo hinh kinh doanh cua nhiéu

"'Truong Pai hoc Thuong Mai
2 Truong Pai hoc Mo Ha Noi

dung trong thuong mai di¢n tod (TMDT)
thong qua toi uu héa trai nghiém khach
hang, nang cao hiéu qua marketing, du



bdo nhu cau tiéu dung va quén tri chudi
cung ung (Dwivedi & cong su, 2021).

Thi truong TMDT Viét Nam da va
dang phat trién nhanh nhat khu vuc Dong
Nam A véi téc d6 ting truéng trung binh
trén 20%/ndm trong giai doan 2018-2023
(Statista, 2024). Shopee.vn ndi 1én nhu
nén tang dan dau vé luu luong truy cép,
s6 lugng nguoi dung va doanh thu, chiém
khoang 60% thi phan TMBT ban 1¢ nim
2023 (iPrice, 2023). V6i loi thé hé sinh
thai phong phil, ha tang cong nghé dit liéu
va cong cu quang cao tich hop, Shopee.
vn dd va dang mg dung nhiéu giai phap
Al nham c4 nhén hoa trai nghiém ngudi
ding, goi ¥ san pham, quan 1y gian 1an va
t6i wru hoa logistics. Tuy nhién, vi nhiéu
li do khac nhau ma kha ning tng dung
cac cong cu Al cua cac doanh nghiép kinh
doanh trén san con han ché, dic biét 1a
doanh nghi¢p vira va nhé (SMEs).

Mot s6 nghién ciru vé tng dung Al
trong TMDT da chi ra nhiing tdc dong
tich cuc cua cong nghé nay, nhu Chen &
cong sy (2021) da cho rang hé théng goi
¥ san pham dua trén Al c6 thé ting doanh
thu ban hang truc tuyén tir 10% dén 30%.
Thilagavathy & Praveen (2021) ciing dong
¥ khi dua ra két luan vai trd Al giup ngudi
ban hiéu rd hon va chinh xéc hon nhu cau
ctia khach hang, tir d6 gia ting doanh sb
va tiéu thu san pham. Viéc trién khai Al
doi hoi cac doanh nghiép phai dau tu vao
ha tAng cong nghé, quan tri dir liéu va phat
trién doi ngi nhan lgc chét lugong cao, cac
van dé lién quan dén bao mat thong tin,
minh bach thuat toan va dao dtc trong
tmg dung Al ciing dit ra yéu cau quan tri
nghiém ngit hon. Cho dén nay, cic nghién
ctru cha yéu tim hiéu tng dung Al tai cac
tap doan 16n nhu Amazon, Alibaba hodc
Lazada (Dwivedi & cdng su, 2023). Cac
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nghién ctru vé cach thirc Al duogc trién
khai trong SMEs con it, va thiéu nghién
clru sdu tai thi truong méi ndi nhu Viét
Nam. Mot s6 cong trinh tap trung nghién
clru tac dong cua Al dén hanh vi nguoi
tiéu dung mua sim truc tuyén (Nguyén
Thi Kim Chi & cong su, 2024), nghién
ctru ng dung Al trong hoat dong ngan
hang s6 (Poan Thi Thily, 2025), nghién
ctru ing dung Al trong phat trién kinh té
x4 hoi (Tran Thi Van Hoa & D4 Thi Pong,
2024). Piéu nay tao nén mot khoang trong
dang ké trong bdi canh cac doanh nghiép
can c6 hiéu biét nhat dinh trudc khi trién
khai AT hiéu qua, nham duy tri lgi thé canh
tranh trong thi truong ngay cang khc liét.

Nghién ctru ndy gop phan lap day
khoang trong bang viéc tap trung vao Gng
dung Al cua SMEs trén san Shopee.vn,
phan tich co hdi, thach thuc va dé xuét
giai phap phu hop cho cac SMEs tai Viét
Nam. Muc dich cta nghién ctu nay la
lam rd ba cau hoi: Al da va dang dugc cac
doanh nghiép tmg dung nhu thé nao trong
hoat dong kinh doanh trén Shopee.vn?
Nhirng co hi va kho khan/thach thirc nao
ma doanh nghiép SMEs phai d6i mit khi
trién khai AI? Doanh nghiép can giai phap
gl dé tan dung loi ich va giam thiéu rui ro
tor ing dung Al trén Shopee.vn? Viéc tra
101 cac cau hoi nay s& khong chi bd sung
khoang trong nghién ctu 1y thuyét, ma
qua d6 con goi y dinh huéng thuc tién cho
doanh nghiép SMEs trng dung Al trong ky
nguyén sd hoa.

IL. Ly thuyét co bin

2.1. Khdi ni¢m tri tué nhdn tao va
thuong mai dién tw

Theo Kaplan va Haenlein (2019),
Al c6 thé duoc dinh nghia 1a “kha ning
ctia mot hé thdng dugc sir dung dé dién
giai dit liéu bén ngoai, hoc may tir dir liéu
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do, va su dung kién thire/tri thire da hoc
dé dat duoc cac muc tiéu cu thé thong qua
su thich ung linh hoat”. Al duoc hiéu la
kha niang cua hé théng may tinh trong viéc
thuc hién cac tac vu von doi hoi tri thong
minh cua con ngudi nhu hoc tap, suy luan,
xtr 1y ngdn ngit tu nhién va ra quyét dinh
(Russell & Norvig, 2020). Al dang tr¢
thanh mot trong nhiing cong nghé quan
trong nhat cho TMDT trong cac quy trinh
ban hang, quang c4o, hd trg khach hang, va
nang cao trai nghiém khach hang trong qua
trinh mua sam. Vi giao dich TMPT 1a qua
trinh trao d6i hang héa va dich vu thong
qua cac nén tang truc tuyén (Laudon &
Traver, 2022), day la moi truong tuyét voi
cho cac tng dung AL Trong cac hé thong
TMDT, Al dong vai trd trung tam trong
viéc tuy dong hda quy trinh kinh doanh,
ca nhan hoa trai nghiém khach hang,
t6i wu hoa quan 1y van hanh chudi cung
mg, va nang cao hiéu qua truyén thong
marketing (Huang & Rust, 2021). Thiéu
tu dong hoa thi khong c¢6 thuong mai di¢n
tr. Su can thiét cua Al cho tu dong hoa
va chuyén d6i cac tuong tac trong TMPT
1a diéu hién nhién. Sy két hop giita Al va
TMBDT di tao ra nhiing thay d6i mang tinh
cach mang, khi cong nghé khong chi giap
doanh nghiép tiép can thi truong rong 16n
hon ma con gia tdng kha nang canh tranh
(Dwivedi & cong su, 2023).

Ung dung Al trong TMPT mang
lai nhiéu loi ich va co hoi cho ca doanh
nghi¢p va khach hang nguoi ti€u dung.
Vé6i doanh nghiép, Al gitp tdi wu chi phi
van hanh, ting hiéu qua truyén thong
marketing va mé rong quy mo thi truong
(Lu, 2023). Loi ich voi1 khach hang bao
gdm trai nghiém mua sim duoc c nhan
hoa, tiét kiém thoi gian, va gia ting sy hai
long (Davenport & cong su, 2020). Ngoai
ra, Al con mo ra cac co hoi doi méi mod

hinh kinh doanh cho doanh nghi¢p va
nguoi tiéu dung cling dugc huong lgi. Cac
doanh nghi¢p c6 kha nang khai thac Al s¢€
¢6 1oi thé canh tranh bén viing hon so véi
d6i thu (Brynjolfsson & McAfee, 2017).

2.2. Cac wng dung chinh cua Al
trong thwong mai dién tir hién nay

Hé thong goi ¥ san pham/hé thong
goi y thong minh: Theo Shah Khusro &
cong su (2016), mot trong nhitng Ung
dung phd bién nhit cua Al trong TMPT
14 hé théng goi ¥ san pham hodc goi ¥ tim
kiém théng minh. Céc nén tang TMDT sir
dung cac thuat toan hoc may dé phan tich
hanh vi va lich sir mua sdm nham c4 nhan
hoa san pham hién thi cho khach hang.
Céc nén tang nhu Amazon, Alibaba, Tiki,
Shopee... di tmg dung AI dé goi ¥ san
pham “ban c6 thé thich” hodc “san pham
twong ty” dé tang ty 18 chuyén ddi va nho
do lam tang gia tri don hang trung binh
(Goémez-Uribe & Hunt, 2015).

Qudng cdo théng minh va toi uu
hoa marketing: Al dugc tich hop vao
cac mang quang cao nhu Google Ads,
Facebook Ads va Shopee Ads dé tu dong
phan bd ngan sach, xac dinh d6i tuong
tiém nang, va du doan kha ning chuyén
d6i, ting tuong tac va thuc day long
trung thanh. Theo Chatterjee & cOng su
(2020), cong nghé AI khong chi ti wu
chi phi ma con gitip doanh nghié¢p dua
ra quyét dinh marketing dua trén dit liéu
thoi gian thuc.

Chatbot va dich vu phuc vu khach
hang tu dong: Adam & cong su (2020) da
cho riang Chatbot dya trén Al c6 thé gitp
cac doanh nghiép va ngudi ban cung cap
dich vu khach hang lién tuc 24/7, xu ly cac
yéu cau co ban nhu tra ctru don hang, giai
dap chinh sach va hé tro ky thuat. Ngoai
ra, cac chatbot hién dai con st dung xur ly



ngodn ngir tu nhién dé ting tinh ty nhién
trong giao tiép (Shawar & Atwell, 2007).

Phan tich dir lieu cho dw bdo nhu
cau thi truong: Cling theo nghién ctru
cua Chen & cong su (2019), Al cho phép
doanh nghiép trng dung TMDT khai thac
dir liéu 16n dé du béo nhu cau chinh xac
hon, dy bao xu hudng ti€u dung va hanh
vi khéch hang. Cac mo hinh hoc sau cling
gitip doanh nghiép dua ra cac quyét dinh
vé mirc ton kho, hé thdng logistics va dinh
gia dong (Liu & cong su, 2019).

Thuee té do va thuc té ting cuong
(AR/VR) va Al trong trdi nghiém mua sdm:
Al két hop v6i AR/VR mang lai cho ngudi
mua trai nghiém mua sam truc tuyén song
dong, cho phép khach hang “thu” san
pham trude khi mua, dic biét trong nganh
thoi trang va ndi that (Hilken & cong su,
2017). Biéu nay cai thién niém tin va giam
ty I¢ tra hang.

Phat hién gian lgn va quan ly rui ro:
Al duoc str dung dé phat hién hanh vi gian
lan trong thanh toan, bao vé dit li¢u khach
hang va giam thiéu tn that tai chinh (Ngai
& cong su, 2011). Céc thuat toan hoc may
phan tich hang triéu giao dich dé xac dinh
cac mau bat thuong, giup nang cao dam
bao an toan cho céc giao dich TMDT.

2.3. Thaich thirc va hgn ché irng
dung Al trong linh vuc thuwong mai di¢n tir

Mic du c6 nhiéu loi ich va tiém
nang rat 1on, viéc khai thac va ting dung
Al trong TMPT van dbi dién nhiéu kho
khan thach thirc. Téng hop tir cac nghién
ctru dién hinh trong thoi gian 2018 - giita
nam 2025, nhém nghién ctru xac dinh
dugce bén thach thire ndi bat, do la:

Mot 1a, chi phi dau tu cho ha tﬁng
cong nghé, hé théng dirliéuva nguén nhan
luc chat luong cao van rat 16n, tao rao
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can dang ké ddi véi nhidu doanh nghiép,
nhat 13 SMEs trong qua trinh trién khai Al
(Bughin & cong su, 2018).

Hai 13, d6i véi cac SMEs thuong
thiéu ngudn lyc tai chinh, céng nghé va
k¥ thuat, va k¥ ning quan tri can thiét dé
ap dung Al mdt céach toan di¢n, dan dén
su phan hoa rd rét giita cc t chic 1on va
nho (Ransbotham & cong su, 2021).

Ba la, cac lo ngai vé dao dire, quyén
riéng tu va bao mat dir liéu van 1a tré ngai
16n, dic biét khi cac hé théng Al ngay
cang thu thap dir liéu c4 nhan quy mo 16n
ma thiéu minh bach (OECD, 2024).

Bon 1a, sy thiéu hut khung phap
1y va chuan myc quan tri toan dién cho
Al dang 1am cham tién trinh tng dung
Al trong cac giao dich va cac hé thong
TMDT, dic biét tai cac nén kinh té méi
ndi nhu Viét Nam (Papagiannidis & cong
su, 2025), (Lé Thi Bich Phuong & L& Thi
Hao, 2024) da chi ra nhiing han ché nay
can sém duoc khic phuc.

II1. Phwong phap nghién ciru

Pé dat duge muc tiéu nghién ctu
da dé ra, bai viét nay ap dung cach tiép
can két hop giira dit liéu dinh tinh va dir
li¢u dinh lugng. Cach tiép can nay cho
phép nguoi nghién ctru khai thac ca chiéu
rong va chiéu sau cua van dé nghién ciru,
mang lai dJ tin cdy cao va tinh khai quat
cia két qua nghién ctu (Creswell &
Plano Clark, 2017).

Thiét ké nghién ciru: Trude tién,
nghién ctru dinh tinh dugc trién khai nham
kham pha nhimg tng dung Al pho bién, co
hoi va thach thuc trong thuong mai dién
tir. Tiép do, nghién ctru dinh luong dugc
thuc hién nham kiém chtng va lugng hoa
cac phat hién, tor d6 rat ra két luan téng
hop. Céch tiép can tuan ty duoc lya chon,
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vi phu hop v6i muc tiéu vira kham pha,
vura xac nhan (Ivankova & cong su, 2006).

Thu thdp dit liéu so cdp: Dé thu
thap dir lidu so cap, nhém nghién ctru tién
hanh phong van ban ciu tric tryc tiép véi
dai dién cua 15 doanh nghiép dang kinh
doanh trén san Shopee.vn. Phuong phép
chon mau c6 chu dich dugc nhom nghién
ctru str dung nham dam béo tinh da dang
vé loai hinh va quy md doanh nghiép,
ddng thoi phu hop véi muc dich nghién
ctru.Cac doanh nghi¢p dugc lya chon cé
1) thoi gian hoat dong ban hang trén san
Shopee.vn trén 12 thang; ii) da st dung
cic cong cu quang cao hodc hd tro ban
hang tryc tuyén; va iii) san sang chia s¢
thong tin vé viée ung dung cong nghé¢, dic
biét 1a sir dung Al trong hoat dong kinh
doanh dién tr. D& dam bao thuan tién
cho qué trinh thu thap dir liéu, tat ca 15
doanh nghi¢p dugc lya chon déu c6 tru s&
hodc van phong giao dich tai Ha Noi - noi
nhém tac gia c6 thé tién hanh phong van
truc tiép tai ban lam viéc. Trong 15 doanh
nghiép duoc phong van, c6 thé chia thanh
ba nhom: (i) ctra hang chinh hang thudc
Shopee Mall, (ii) doanh nghié¢p vira va nhé
(SMEs), va (iii) ca nhan kinh doanh truc
tuyén. Cac doanh nghiép thudc nhiéu linh
vuc khac nhau nhu thoi trang, my pham,
dd gia dung, dién tur va thuc phém.

Viéc lua chon 15 SMEs trong
nghién ctru nay dugc xem la phu hop va
dang tin cay theo dac trung cua phuong
phap nghién ctru dinh tinh. Muyc ti€u cua
nghién ctru khong nham khai quat hoa
két qua trén pham vi rong, ma tap trung
kham pha sdu sic cac quan diém, trai
nghiém va thuc tién ung dung Al trong
hoat dong kinh doanh trén san Shopee.vn.
Theo Creswell (2018) va Guest, Namey &
Chen (2020), trong nghién ctru dinh tinh,

c& mau tir 12 dén 20 dbi twong thuong du
dé dat dén do bao hoa dit liéu - tie 1 khi
cac cudc phong van méi khong con mang
lai thong tin mé1 hoac khac biét dang Kké.
Qué trinh phong van 12 dai dién doanh
nghiép dé lam rd ba cdu hoi dit ra, cic
y kién tra 101 da bat dau lap lai, cho thay
dir liéu da dat dén mirc bdo hoa. Viéc mo
rong thém 3 doanh nghiép nhim cung c¢d
tinh da dang clia mau, dam bao phan anh
duoc cac nhom kinh doanh khac nhau. Do
do, quy mo 15 SMEs dugce cho la dam bao
du do tin cdy, va tinh dai dién twong ddi
va chiéu sau thong tin can thiét cho muc
tidu nghién ctru. Bang hoi phong van ban
ciu trac gdm hai phan: Phan thong tin vé
doanh nghi¢p nhu (té€n, nganh hang, quy
mo, thoi gian hoat dong trén Shopee.vn)
dé rat s6 doanh nghiép can phong van
xudng dudi 20; phin cau héi phong van
vé cac ung dung Al gdbm bdn ndi dung
chuyén sau: i) cac ing dung Al cua doanh
nghi¢p; i1) co hoi tu Al; ii1) thach thic
trong ung dung Al; va iv) gidi phap, dinh
hudng cung ky vong dbi voi Shopee.vn
hodc cac nha cung cip cong nghé trong
viée hd tro trién khai AT hiéu qua.

Phan tich dir liéu: Dt liéu dinh tinh
tir két qua 15 cudc phong van duoge xir Iy
bang phwong phap phén tich ni dung nham
nhén dién cac tir khéa/chi dé noi bat lién
quan dén co hoi, thach thire va tmg dung
Al Vi sy két hop phuong phép phong van
va phuong phap so sanh két qua phong van
v6i cac nghién ciru trude day, phan théo
luan nghién ctru s& trinh bay nhig két qua
twong dong va nhing phat hién méi/khac
biét cta g dung Al ctia cadc doanh nghiép
SMEs trén san Shopee.vn.

IV. Két qua nghién ciru

Két qua nghién ciu c6 duoc qua
phong van doanh nghiép, phén tich dinh



tinh va tong hop nhitng ndi dung twong doi
ddng nhit cua 15 dai dién doanh nghiép
tham gia phong van, va so sanh véi céc
nghién ctru di cong bd. Cac tir viét tat Q1,
Q2, Q3 1a cac cau hoi phong van, tuong
ung la cac cau trd 101 A1, A2, A3.

QI1: Al da va dang dugc cac doanh
nghiép mg dung nhu thé nao trong hoat
dong kinh doanh trén Shopee.vn? Qua
phong van dai dién 15 doanh nghiép dang
hoat dong trén san Shopee.vn voi cau hdi:
Doanh nghiép hién dang st dung nhiing
cong cu Al nao trén Shopee.vn (vi du: hé
thong goi y thong minh/san pham, Shopee
Ads, chatbot, phan tich dit lidu, du bao ton
kho...)?

Al: Phan 1én doanh nghiép chi
méi ung dung Al & mtc co ban (12/15,
chiém 80%), chu yéu thong qua Shopee
Ads, hé théng goi ¥ san pham, va phan
tich dir liéu hanh vi khéch hang & mic so
bo. Céac doanh nghiép nay chua c6 doi ngti
chuyén trach vé cong nghé hay dir liéu,
phu thudc nhiéu vao cac cong cu san co
tir nén tang Shopee. Mot s6 doanh nghiép
thudc Shopee Mall trién khai thém cong
cu chatbot hd trg khach hang va phan tich
dwr liéu nang cao. Mot dai dién SME chia
sé: “Ching t6i chi yéu diing cong cu goi
¥ san pham va qudng cdo tw dong cia
Shopee, chwa c¢é kha ning phat trién hay
try chinh cong cu Al riéeng”. Co ba SME
thudc Shopee Mall dd budc dau trién khai
Al nang cao nhu chatbot hoc may va phan
tich dit liéu du bao tén kho. Mot doanh
nghiép trong linh vye my pham cho biét:
“Chatbot Al giup chung toi tra loi khach
hang nhanh hon va thu thap dir liéu phan
héi dé toi wu chién dich bdn hang”.

Q2: Nhiing loi ich/co hoi va kho
khan/thach thtitc nao ma doanh nghiép
phai dbi mit khi trién khai AI? Cac céu
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hoi phong van khach hang vé Co hoi tir Al
gdém: nhiing loi ich cu thé nao cho ngudi
ban/doanh nghi¢p c6 dugc trén Shopee.
vn; ung dung cong cu Al c6 gitp doanh
nghiép ting doanh thu hodc t6i wu chi phi
marketing khong; va Al co tao ra sy khac
biét nao trong viéc tiép can va giir chan
khach hang khong? Céc thach thuc tir ing
dung AI gém: kho khin vé tai chinh, nhan
lyc, van dé an ninh va bao mat dit liéu khi
ung dung AI?

A21: vé co hoi cic doanh nghiép
déu nhan dinh AI gitip t6i wu héa chi phi
quang cao (dac biét trong Shopee Ads), ca
nhan hoéa trai nghiém khéach hang qua goi
¥ san pham, va hd trg ra quyét dinh quan
1y ton kho; cu thé: i) T6i wu chi phi quang
cdo qua Shopee Ads c6 14/15 SME tra 161
chiém 93%j; ii) C4 nhan hoa trai nghiém
khach hang qua sir dung hé thong goi ¥
san pham thong minh c¢6 12/15 SME tra
101 chiém 80%; iii) HS trg ra quyét dinh
quan 1y hang ton kho ¢6 9/15 SME tra 10i
chiém 60%. Mot SME da tra 16i loi ich
cua Al nhu sau: “Nho cong cu Al goi ¥
va quang cdo, chi phi marketing giam gan
20%, trong khi ty 1& chuyén doi ting dang
ké”. Diéu nay phu hop voi két qua nghién
ciru cua Marinchak & cong su (2018),
nghién ctru cua Dwivedi & cong su (2021)
khi cho ring Al déng vai tro trung tdm
trong t6i wu hoa hanh trinh khach hang va
nang cao nang suat marketing k¥ thuat so.

A22: vé thach thic cac doanh
nghiép nho SMEs gip bao gom: kho khin
16n nhat vé chi phi dau tu va nhan luc
cong nghe¢, trong khi doanh nghi¢p 16n
hon quan ngai vé vin d& an ninh an toan
dir liéu khéach hang va phu thudc vao hé
théng Al ctua Shopee. Cu thé, 10 trong
s6 15 doanh nghiép chiém 67% cho rang
khé khin vé chi phi du tu va ngudn lyc
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cong nghé han ché, trong khi 11/15 doanh
nghiép thiéu nhan sy am hiéu cong nghé
va dir li€u, dac biét 15/15 doanh nghiép
déu lo ngai vé bao mat va an toan dir lidu
khéch hang.

Q3: Doanh nghiép can giai phap gi
dé tan dung lgi ich va giam thiéu riii ro tir
ung dung Al trén Shopee.vn?

A3: Theo y kién chung ctia cic doanh
nghiép, doanh nghiép can ddy manh cac
ung dung cua Al, khong chi & mic co ban
ma con hudng dén cac img dung nang cao
nhu phan tich du bao, chatbot hoc may,
va quan ly kho thong minh. Hién nay, cac
doanh nghiép dang ung dung Al ¢ muc
rit co ban. Trong xu thé nay, cac doanh
nghiép thdy can diy manh va mé rong Gmg
dung Al sang nhiing giai phap cong nghé

tién tién hon nhu Al phén tich dir liéu du
bao nhu ciu, trién khai chatbot hoc may
dé tang cuong hoat dong chim soc/phuc
vu khach hang, cling nhu quan ly kho
thong minh nham tdi wu ton kho, giam chi
phi van hanh doanh nghiép va c6 kha ning
nang cao nang luc canh tranh ctia doanh
nghiép trén thi truong. Giai quyét cac
thach thuc ung dung Al, theo cac doanh
nghiép kinh doanh trén Shoopee.vn can
thyc hién tot va hiéu qua hon chinh sach
bdo mat, an toan dir li¢u khach hang dugc
xtt Iy theo chuan muyc quéc té dé tang niém
tin va sy tin cdy d6i voi ngudi st dung
nén tang. Tong hop két qua phong van véi
dai dién 15 doanh nghiép dang kinh doanh
trén Shopee.vn theo ba chu dé duoc trinh
bay trong Bang 1.

Bang 1. Ty 18 xuat hién cac chu dé tir két qua phong van

STT Chu dé Ty 18 dé cap
o aa Co ban 80%
1 Mirc do ung dung Al Nang cao 20%
T61 vu chi phi quang cdo 93%
2 N g Ca nhan hoa trai nghiém khach hang 80%
Co hoi va loi ich ung dung Al Quin Iy t (:Am Ko 60%
Chi phi dau tu 67%
3 Thach thirc va rai ro Nhan luc 83%
An ninh 100%

V. Thio luin két qua nghién ctru

Két qua phan tich dit liéu phong van
cho thdy hau hét doanh nghiép kinh doanh
trén Shopee méi chi tng dung Al & cép
d6 co ban, chi yéu trong cc cong cu sin
c6 nhu hé thdng goi ¥ san pham, Shopee
Ads, chatbot tra 101 ty dong, va mdt $6
giai phap phén tich dir liéu don gian. Két
qua nay cling phu hop véi xu hudng hi¢n
trang duoc ghi nhan trong cac nghién ctru
vé thi truong maoi ndi nhu Viét Nam, khi
cac doanh nghiép thuong tiép cin Al theo
cach “dé dang nhat” thong qua cong cu

Nguon: Tdc gid tong hop
tich hop sdn ciia nén tang thay vi dau tu hé
thong riéng (Dwivedi & cong su, 2021) va
nghién ctru vé tmg dung Al tai Viét Nam
cua Lé Thi Bich Phugong & L& Thi Hao
(2024), nghién ctuu cua L& Thanh Hué
(2024) vé tng dung Al cho san thuong
mai dién tir Viét Nam. So véi nghién ctru
ciia Huang & Rust (2021), chi ra rang Al
trong thwong mai dién tir toan cau dang
chuyén tir giai doan hd trg sang giai doan
thay thé va thdm chi mo rong vai trd con
ngudi, két qua nghién ctru tai Shopee.vn
phan 4nh muc d6 ung dung con kha khiém



tén. Chang han, trong khi Amazon va
Alibaba da phat trién hé théng Al du bao
nhu cau va quan 1y chudi cung tmg phirc
tap (Zhuoyang Li, 2024), phan 16n doanh
nghi¢p trén Shopee chi mdi dung lai &
chatbot va goi y san pham. Diéu nay phan
anh khoang cach vé ngudn luc cong nghé
va chién lugc dau tu gitra doanh nghiép
Viét Nam va cac tap doan toan cau.

Nghién ctru ciing thé hién cac loi
ich tir Al nhu t6i wu chi phi quang céo,
ning cao trai nghiém mua sdm ctia khach
hang va cai thién kha ning ra quyét dinh
cho ca doanh nghi¢p va nguoi dung ghi
nhan. Két qua nay twong dong voi két
luan cua Haleem et al., (2021), ring Al
giup doanh nghiép khai thac dir li¢u khach
hang d¢é tang hiéu qua tiép thi va ban hang.
Tuy nhién, rao can 16n nhit van 1a chi phi
dau tu va thiéu nhan luc cong ngh¢ - mat
thach thirc da dugc Bao Binh (2024) dua
ra trong nghién ctru tai Viét Nam va Qin
(2024) nhan manh déi véi cac qudc gia
dang phat trién.

VI. Ham y quan tri

Tir két qua va so sanh trén, nghién
cru rat ra mot s6 ham ¥ quan tri quan
trong cho cac doanh nghi¢p kinh doanh
trén Shopee.vn:

Thr nhat, doanh nghiép SMEs cén
xdy dung chién lugc ung dung Al theo
16 trinh. Két qua cho thdy hau hét doanh
nghi¢p SMEs méi tng dung & muc co
ban. Do do, thay vi dau tu dan trai, doanh
nghiép c6 thé bat dau véi sir dung cic
cong cu san c¢6 nhu Shopee Ads, chatbot,
sau d6 timg budc nang cip cac ung dung
nang cao nhu phan tich dir li¢u 16n, du bao
nhu cau hay téi vu chudi cung tmg. Cach
tiép can theo 10 trinh ba budc di duoc
Brynjolfsson & McAfee (2017) nhdn manh
nhu mot phuong thic gitip doanh nghiép
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giam thiéu rai ro va téi da hoa loi ich, cu
thé: Giai doan ngan han (0-6 thang): Tan
dung cac cong cu Al sin c6 trén Shopee.
vn, nhu Shopee Ads, hé théng goi ¥ thong
minh, va Shopee Chatbot. Giai doan trung
han tr 6-18 thang: Doanh nghiép thué
ngoai chuyén gia hoac dich vu Al déng
thoi dao tao ddi ngli nhan vién dir liéu ndi
bd. Giai doan nay tap trung vao phan tich
dir liéu khach hang, di bao nhu cau va t6i
vu chién dich marketing. Giai doan dai
han (sau 18 thang): Doanh nghiép can xay
dung hé théng dir liéu va Al ndi bd, CRM
tich hgp Al, chatbot hoc may, phan tich dir
lidu du bao. Day la budc chuyén ddi chién
lugc, doi hoi dau tu cao hon, uée tinh 10-
15% chi phi van hanh nim d4u tién nhung
mang lai loi ich bén viing.

Thir hai, can ning cao niang lyc nhan
luc AL Mot trong nhiing thach thirc c6t 1i
1a thiéu nhéan lyc am hiéu cong nghé thong
tin va AL Cac doanh nghiép co thé hop
tac véi cac truong dai hoc chuyén dao tao
nganh Al, trung tim nghién ctru va boi
dudng dao tao Al dé xay dung ngudn nhan
luc chét lugng cao, hodc tan dung dich vu
thué ngoai. Nghién ctru cia Bughin &
cong su (2018) cho thdy cac doanh nghiép
d xay dung chién lugc phat trién nhan luc
Al bai ban sé& c6 duoc lgi thé canh tranh
trong ing dung TMDT. Nang cao nhan
luc Al 14 yéu cau cip bach va phu hop
véi chién luge phat trién Al cua Viét Nam
dén nam 2030 cta Viét Nam (Thu tuéng
Chinh phu, 2021).

Thir ba, xay dung niém tin va tinh
minh bach véi khach hang. Két qua nghién
ctru chi ra ngudi tiéu dung mong mudn
doanh nghi€p c6 chinh sach minh bach
hon trong vi¢c thu thap va stir dung dir li¢u
tir khach hang. Do d6, doanh nghiép can
cong bd rd rang chinh sach bao mat, giai
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thich cach Al hoat dong trong viéc ca nhan
hoa goi y va quang cdo. Diéu nay phu hop
v6i khuyén nghi cta Tussyadiah & Miller
(2019) cho rang minh bach 1a yéu té quyét
dinh dé nguoi tiéu dung duy tri 1ong tin.

Thu tu, hop tac trong h¢ sinh thai
s0. Cac SME khoé c¢6 thé tu phat trién hé
thong Al toan dién, vi vay giai phap kha
thi 1a hop tac, cong tac véi Shopee.vn,
cac cong ty cong nghé Al va nha cung cép
dich vu ung dung AI. M6 hinh hop tac
nay da dugc chirng minh thanh cong tai
Trung Qudc va Singapore (Zeng & cong
sw, 2020), va hoan toan c6 thé ap dung cho
bdi canh Viét Nam.

Thi ndm, quan tri dir liu la chia
khoa. AI chi phat huy hiéu qua tbi wu khi
c6 dir liéu day du, chit lugng cao va duge
quan tri t6t. Cac doanh nghiép can dau tu
vao xdy dung hé thong quan tri dir liéu
khach hang (CRM), dong thoi tudn thu
cac quy dinh phap luat vé bao mat dir liéu.
Bai nghién ctru cua Davenport & Ronanki
(2018) cho thay bat ki doanh nghiép nao
coi dit liéu 1 tai san co tinh chién luoc s&
tan dung Al hiéu qua hon.

VII. Két ludn

Nghién ctru bd sung minh ching
thuc nghiém tur thi truong Viét Nam - noi
chua c¢6 nhiéu nghién ciru chuyén siu veé
Al trong kinh doanh thuong mai dién tur.
Nghién ctru da phan tich mét cach kha toan
dién viéc tng dung Al trong TMDT Viét
Nam, véi trudng hop cu thé 1a san Shopee.
vn. Thong qua phong van dai dién 15
doanh nghi¢p SMEs dang hoat dong trén
nén tang Shopee.vn, va phan tich tai liéu
thi cdp thu duoc két qua vé tng dung Al
da va dang tr¢ thanh cong cu quan trong,
gop phan t6i wu hoa trai nghiém khach
hang, nang cao hiéu qua quang c4o va hd
trg quan ly van hanh. Tuy nhién, mirc do

tmg dung Al cua cac SMEs van chu yéu
tap trung & nhitng cong cu co ban nhu hé
thdng goi ¥ san phdm va quang cao thong
minh, trong khi cac ung dung nang cao
nhu phan tich dir liéu 16n, du bao ton kho
hay chatbot thong minh chua dugc khai
thac rong rai. Két qua cho thdy su khéc
biét 15 rét gitra cac thi truong phat trién va
méi ndi, ddng thoi khang dinh lai vai tro
ctia cac yéu t6 chi phi, nhan luc va niém
tin nguoi tiéu dung trong Ung dung Al
Bén canh nhirng co hdi, cac doanh nghiép
cling d6i mat voi nhiéu khé khin déng ké
nhu chi phi dau tu, thiéu nguén nhan luc
am hiéu céng nghé, ciing nhu céac rui ro
lién quan dén bao mat va quyén riéng tu
dir liéu. Cac két qua nay phu hop véi nhan
dinh ctia nhidu nghién ciru qubc té rang
qué trinh @mg dung Al trong TMDT la tat
yéu, song doi hoi su chuén bi ky ludng vé
ha téng, nhan luc va chién luge. Tir nhiing
phat hién trén, nghién ctru dé xuat mot sb
giai phap nham ting cuong hiéu qua tng
dung Al bao gdm: phat trién chién luoc
dai han vé chuyén déi sb, ting cudng dao
tao nhan luc Al, dau tu c¢6 chon loc vao
cong ngh¢ phu hop véi quy mdé doanh
nghi¢p, va xdy dung khung quan tri dir
liéu an toan.

Nghién ctru c6 mot s6 han ché: quy
md mau nho, thiéu kha ning khai quat hoa
két qua cho toan b thi truong Viét Nam,;
dir liéu duoc thu thap cha yéu qua phong
van dinh tinh, chua phan 4nh day du tac
dong dinh lugng cua Al dén hiéu qua kinh
doanh; chua tién hanh thu nghi¢m thyuc
té cdac mod hinh ung dung AI... Hudng
nghién ctru tiép theo can mo rong khao sat
dinh luong quy mé 16n dé kiém dinh céc
Kkét qua dinh tinh hién tai do luong cac chi
s6 hiéu suét, va so sanh cac san khac nhu
Shopee, Tiki, Lazada... dé danh gia sy
khéc biét trong mirc do ing dung va hiéu



qua Al gitra cac san. Két qua nghién ctru
khong chi dong gop vé mit 1y thuyét, khi
mo rong hiéu biét vé tmg dung Al trong
TMDT tai thi truong moi ndi, ma con
mang lai gia tri thuc tién cho cac doanh
nghiép Viét Nam trong tién trinh chuyén
dbi s6 va phat trién bén viing.
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ARTIFICIAL INTELLIGENCE APPLICATIONS IN
E-COMMERCE: OPPORTUNITIES, CHALLENGES, AND
SOLUTIONS FOR BUSINESSES ON THE SHOPEE.VN
PLATFORM

Chu Ba Quyet', Nguyen Thi Kim Dung’

Abstract: This study examines the opportunities and challenges businesses face when utilizing
artificial intelligence (Al) technologies on the Shopee.vn platform. It also proposes practical
solutions to help these businesses maximize the benefits of Al. The research methodology integrates
document analysis with semi-structured interviews conducted with 15 enterprises currently active
on the platform. The goal is to capture real-world experiences and assess the extent of Al adoption
in online sales activities. The findings indicate that most businesses are at a basic level of Al
utilization, primarily using built-in tools such as the product recommendation system and Shopee
Ads. Only a small number of pioneering firms have adopted more advanced solutions, including
customized chatbots, customer behavior analytics, and inventory forecasting. AI has been shown
to provide clear benefits, such as reducing advertising costs, enhancing customer experience, and
improving the accuracy of business decision-making. However, enterprises continue to encounter
significant challenges, including high investment costs, a shortage of technological expertise,
and risks related to data privacy and security. In light of these findings, the study recommends
several strategic directions for businesses: effectively utilizing existing Al tools, making phased
investments in Al infrastructure, providing workforce training in data and technology skills, and
strengthening cybersecurity and data governance. These steps aim to promote sustainable Al
adoption in the near future.

Keywords: E-commerce platform, artificial intelligence, Shopee.vn, opportunities and
challenges
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