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Phu luc 1. Giéi thiéu

Ngay nay, tri tué nhan tao (AI) dang ngay cang dong vai trd quan trong trong viéc thay ddi cach
thirc van hanh ciia cic nganh cong nghiép trén toan cau. Mot trong nhitng linh vuc chiu dnh
huong rd rét nhat tir AI 1a trai nghiém khach hang (Customer Experience - CX). Theo nghién
ctru ctia TrAn Minh Hoang (2024), v6i kha nang xtr Iy va phan tich luong dit li€u 16n, du doan
hanh vi khach hang va cung cip cac tuong tic ca nhan hoa, Al dd nhanh chéng tré thanh cong
cy hitu hiéu gitip doanh nghiép nang cao sy hai 10ng va giit chan khach hang (Tran Minh Hoang,
2024). Thuc té cho théy, cac ung dung phé bién ctia Al nhu chatbot, trg 1y 4o, hé théng goiy
va phan tich du doan ngay cang dinh hinh lai cach thirc doanh nghiép tuong tac véi khach hang
tai nhiéu diém tiép xtic khac nhau.

Mic du, chu dé Al trong trai nghiém khach hang ngay cang thu hat nhiéu su chii ¥, nhung hién
van con thiéu nhitng nghién ctru tong hop toan dién vé cac xu hudng chinh, cc nghién ciru
quan trong va nhitng phat trién theo ting chii dé cu thé (Dwivedi va cong su, 2024). Cac nghién
ctru trude ddy da phan chi xem xét chuyén ddi trai nghiém khéach hang dudi goc do doc 1ap hodc
tap trung vao mat s6 linh vuc cu thé nhu thuwong mai dién tir, ngdn hang hay ban 1é. Vi dy,
Gallardo-Garcia va cong su (2022) da nhéan dién nhirng chu dé chinh nhu trai nghiém dich vy,
chuyén ddi s6 va ca nhan hoa Al, nhung chua dua ra phan tich sau rong vé vai tro ctia Al trong
chién lugc trai nghiém khach hang (Gallardo-Garcia va cong su, 2022). Tuong tu, Bawack va
cong su (2022) chi yéu tap trung vao k¥ thuat Al trong thuwong mai dién tir nhu hé thong goi ¥
va phan tich cam xtic (Bawack va cdng su, 2022), con Rana va Santosh (2023) gidi han ¢ cac
linh vuc bén 1¢, ngan hang va thoi trang. Singh va Dash (2024) lai chi tép trung vao vai tro Al
trong quan ly quan h¢ khach hang (CRM).

Vé phuong phép, nghién ctru niy thyc hién trich luong thu muc dya trén ngudn dir liéu tir
Scopus, vi day 1a co s¢ dir li¢u hoc thuat c6 do bao phu rong, dugc cap nhat thuong xuyén va
s& hitu hé thong phan tich trich ddn manh mé, gitip theo sat cac xu huéng nghién ctru toan cau
(Baas va cong su, 2020; Chadegani va cong sy, 2013; Falagas va cong su, 2008). Nho tinh quéc
té hoa cao va tiéu chuan kiém duyét nghiém ngit, Scopus duoc danh gia phi hop hon cho cac
nghién ciru da nganh (Mongeon & Paul-Hus, 2016). Téng cong c6 2351 bai bao khoa hoc duoc
phan tich trong giai doan tir nim 2013 dén 2025. Cac k¥ thuat nhu phan tich dong trich dan va
1ap ban dd tir khoa da dugce st dung dé 1am rd mang luéi trich dan giira cac tac gia va xu hudng
phat trién cua cac chu dé nghién ciru.



Két qua nghién ciru cho théy, téc d6 ting truong hang nam vé sd luong bai nghién ctru dat mirc
21,55%, thé hién su quan tdm 16n cua gidi hoc thuat vé Al trong trai nghiém khach hang. Dong
thoi, nghién ctru cling xac dinh va phén loai cac chi dé nghién ciru chinh thanh bén nhom cu
thé: nhém chit d& Pong luc (Motor Themes) gom céc chii dé nhu ra quyét dinh, dit 1iéu 16n (big
data), internet van vat (IoT), hoc may (machine learning), hé théng hoc va thuong mai di¢n tu
(e-commerce); nhom chii d& Co ban (Basic Themes) gdm céc chii & quen thudc nhu chatbots,
dich vu khéch hang, xtr 1y ngdn ngr tu nhién (NLP), tri tu¢ nhan tao, ban hang va trai nghiém
khach hang; nhém chit @& Ngach (Niche Themes) gdm nhitng chu dé chuyén sau nhu robot
thong minh, tuong tac nguoi — robot, ngudi may, gidi tinh (nir), nguoi truong thanh va nghién
ctru c6 kiém soat; nhom chu d& Méi ndi hodc Suy giam (Emerging or Declining Themes) gom
cac chi dé nhu khoa hoc may tinh, may tinh, con ngudi, bai bao va nhan thirc. Nghién ctru ciing
chi ra dong gop theo khu vyc, vi cac nude nhu Vuwong qudc Anh, Ha Lan va Mauritius ¢6 chat
lugng va mtrc d¢ anh huong hoc thuat ndi bat, trong khi Trung Quéc, An Do, va Han Quéc du
¢6 s6 luong bai bao 16n

Vé dong gop, nghién ctru nay gitp cung cap cai nhin tong quan toan dién hon vé cac xu hudng
chu dao, cac tac gia va bai bao co anh huong, ciing nhu tiém niang tng dung Al trong viéc cai
thién trai nghiém khach hang. Dong thoi, né ciing lam rd nhitng diém mai mé, khac biét so véi
cac nghién ctu trude day, dac biét trong viéc mod rong pham vi nganh cong nghiép va ap dung
cac k¥ thuat phan tich thu muc chuyén sau.

Tuy nhién, nghién ctru ciing con mot s6 han ché nhat dinh: Chi dya vao co sd dir liéu Scopus
c6 thé dan dén thiéu sot dir lidu; chi tap trung vao cac chi sb trich din co thé bo qua cac nghién
ctru méi ndi co ¥ nghia thyc tién; thiéu phuong phap nghién ctru va tmg dung theo nganh. Do
d6, cac nghién ctru trong twong lai nén két hop nhiéu co so dir liéu, tich hop phuong phap
nghién ctru dinh tinh va thyc hién phan tich theo timg nganh dé cung cap mét ci nhin toan dién
va thyc tién hon vé vai trd ciia A trong trai nghiém khach hang.



Phu luc 2. Tom tét cac giai doan thu thap dir liéu

Chon nguén dir liéu tir Scopus

v

Xac dinh tur khoa chinh "Artificial Intelligence", "Customer

Experience" va cac tir khoa lién quan

v

3201 tai liéu (Két qua truy van (tim kiém theo tiéu dé bai bao, tom tét, tir khoa))

v

2596 tai li¢u (Loc tai liéu lién quan: cac bai bao hoi nghi, bai bao khoa hoc, danh
gia)

v

2351 tai liéu (chon cac tai liéu dugc xuat ban tir nim 2013 dén nay)

Nguén: Biblioshiny
Phu luc 3. Thong tin chinh vé tap dif liéu

Mb ta Két qua
Khoang thoi gian 2013-2025
Nguén tai lieu (Tap chi, Sach, v.v.) 1207
Tong s6 tai liéu 2351

Ty 1€ tang trudng hang nam (%) 21,55
Tudi trung binh tai liéu 2,98
Trung binh trich dan mdi tai liéu 18,11
Téng s6 trich dan 90616

Nguén: Biblioshiny



Phu luc 4. S6 luong bai bao vé Al trong trai nghiém khach hang theo timg nim
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Nguén: Biblioshiny

Phu luc 5. Cac ngudn tai liéu c6 lién quan nhat

Nguon S6 bai bao

Tap bai giang trong Khoa hoc May tinh (Lecture Notes in 84
Computer Science)

Tap bai giang vé Mang va Hé théng (Lecture Notes in 51
Networks and Systems)

Ky yéu Hoi nghi Qudc té cia ACM (Hiép hoi May tinh 48
Hoa Ky) (ACM International Conference Proceeding
Series)

Nhing tién bo trong Hé théng Thong minh va Tin hoc 35
(Advances in Intelligent Systems and Computing)

Trao doi hoc thuat trong Khoa hoc May tinh va Thong tin 34
(Communications in Computer and Information Science)

Tap chi Ban 1¢ va Dich vu Nguoi tiéu dung (Journal of 28
Retailing and Consumer Services)

IEEE Access 25

Ky yéu Khoa hoc May tinh — Procedia (Procedia 25
Computer Science)

Ky yéu Hoi nghi clia Vién Vat 1y Hoa Ky (AIP 21
Conference Proceedings)

Ky yéu Hoi thao CEUR (CEUR Workshop Proceedings) 21

Source: Biblioshiny



Phu luc 6. 10 ngudn tai lidu c6 tac dong 16n nhat

Nguon h_index TC NP  Nim
bat dau

Tap chi Ban 1¢ va Dich vu Nguoi tiéu dung (Journal of 17 1329 28 2020

Retailing and Consumer Services)

Tap chi IEEE Access 12 533 25 2017

Tap chi Quan ly Dich vu (Journal of Service 12 1559 16 2019

Management)

Tap chi Nghién ctru Kinh doanh (Journal of Business 11 928 14 2020

Research)

Tap chi Nghién ctru Marketing Tuong tac (Journal of 10 699 14 2018

Research in Interactive Marketing)

Tép bai giang Khoa hoc May tinh (Lecture Notes in 10 353 84 2013

Computer Science, bao gom cé Tri tu¢ Nhan tao va Tin

sinh hoc)

Tap chi Tam 1y hoc va Tiép thi (Psychology and 9 816 17 2021

Marketing)

Tap chi Quan tri Khach san Puong dai Quéc té 8 1238 10 2020

(International Journal of Contemporary Hospitality

Management)

Du bao Cong nghé va Bién doi Xa hoi (Technological 8 492 10 2022

Forecasting and Social Change)

Nhiing tién bo trong Hé thong Thong minh va Tinhoc 7 254 35 2014

(Advances in Intelligent Systems and Computing)




Phu luc 7. 10 tai lidu co tac dong 16n nhat

Document DOI Year Local Global LC/GC
Citations Citations Ratio (%)

Davenport va cong 10.1007/s11747-019- 2020 99 1210 8,18

su, 2020, J Acad 00696-0

Mark Sci

Luo va cOng su, 10.1287/mksc.2019.1192 2019 77 711 10,83

2019, Mark Sci

Gursoy va cong su, 10.1016/j.ijjinfomgt.2019.0 2019 63 736 8,56

2019, Int J Inf 3.008

Manage

Hoyer va cong su, 10.1016/j.intmar.2020.04.0 2020 57 570 10,00

2020, J Interact 01

Mark

Pillai va cong su, 10.1108/IJCHM-04-2020- 2020 47 536 8,77

2020, Int J Contemp 0259

Hosp Manage

Crolic va cong su, 10.1177/00222429211045 2022 44 356 12,36

2022, J Mark 687

Fernandes va cong 10.1016/j.jbusres.2020.08. 2021 38 383 9,92

su, 2021, J Bus Res 058

Lu va cong sy, 2020, 10.1108/JSTP-04-2019- 2020 35 387 9,04

Journal Of Service 0088

Theory And Practice

Puntoni va cong su,  10.1177/00222429209538 2021 34 518 6,56

2021, J Mark 47

Robinson va cong 10.1016/j.jbusres.2019.08. 2020 31 159 19,50

su, 2020, J Bus Res

038

Nguon: Biblioshiny



Phu luc 9 . Cac tac gia c6 anh hudng nhat

TAc gia h_index TC NP Nim bat dau
Liu X 17 1329 28 2020
Wang X 12 533 25 2017
Gupta A 12 1559 16 2019
Singh S 11 928 14 2020
Kumar A 10 699 14 2018
Wang Y 10 353 84 2013
Zhang Y 9 816 17 2021
Liu L 8 1238 10 2020
Zhang J 8 492 10 2022
LilJ 7 254 35 2014

Phu luc 10. Cac qudc gia c6 anh hudng nhét

Nguon: Biblioshiny

Quoc gia TC Trung binh trich din mdi nim
Vuong quoc Anh 5682 74,80
Hoa Ky 4924 36,70
Trung Qudc 4591 16,60
An Do 2753 10,00
Ha Lan 1955 115,00
Uc 1781 50,90
Han Qudc 885 23,90
Puc 859 16,50
Qudc dao Mauritius 842 280,70
T4y Ban Nha 689 18,10

Nguon: Biblioshiny



