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Abstract: Industry 4.0 is booming, with the strong development of intelligent systems based on artificial
intelligence, Internet of things, and big data. Along which that, customers are changing their shopping
habits and participating more in e-commerce platforms, online sales channels to buy and sell goods
online. That trend has opened up opportunities as well as challenges for businesses in developing
e-commerce systems as well as sales care and consulting that must take place regularly and promptly. To
solve this problem, most businesses have deployed chatbots to meet the need to interact with customers
more frequently. However, to be able to build a truly effective chatbot requires a technology platform as
well as solutions in applying those platforms appropriately to each business field. In this research, the
author conducted a survey of chatbot building platforms and built a test of a chatbot that automatically
responds to messages applied in the fashion business.
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1. D3t van dé

Ngay nay, voi su phat trién cia cac hé thong
thong minh va mang Internet ngay cang 16n, dich
vu thuong mai dién to hay cu thé hon d6 1a viéc
mua ban hang truc tuyén qua cac kénh mang nhu
website, facebook dd tré nén vo cung phd bién.
Cung voi do, cac san pham chatbot duge ing dung
mot cach manh mé trong tat ca cac linh vuc, dic biét
& mang tiép thi va ban hang, da tao nén xu thé tat
yéu trong linh vuc kinh doanh trong thoi dai cach
mang cong nghi¢p 4.0

Chatbot dd va dang tré thanh mot phan khong
thé thiu trén tit ca cac kénh mang xa hoi. Viéc
tiép can khach hang, tiép thi, quang ba san pham va
kinh doanh nho chatbot s& dién ra mot cach lién tuc,
thuong xuyén va kip thoi . Bén canh do, nguoi dung
s€ co nhitng trai nghiém th{ vi hon khi mua sam truc
tuyén. Sy twong tac giita bot va ngudi ding gitp cho
khach hang c6 cam giac nhu dang dugc tu van truc
tiép tir nhan vién ban hang. Mac du Chatbot chua
thé mang lai kha ning trd chuyén mot cach mém
mai, uyén chuyén trong tit cd moi tinh hudng nhu
con nguoi nhung thay vi viéc khach hang phai cho
doi dé duoc phan hoi yéu cau thi nay khach hang s&
dugc hd trg mot cach nhanh nhat, bét cir & dau, bat
ctr thoi gian nao nho Chatbot

Pé tai “Nghién ctru cac nén tang C(”)ng nghé
Chatbot xay dung ung dung tra 101 tin nhén tu dong”
nham tim hiéu mot sé nén tang xay dung chatbot

tmg dung trong linh vuc kinh doanh, hd tro tu van
ban hang 24/24.

2. N§i dung nghién ciru

2.1 Chatbot va mot 6 nén tang chatbot dang dwoc
st dung

2.1.1. Khai niém chatbot

Chatbot 1a mot phan mém may tinh tuong tac voi
ngudi dung bang ngdn ngir ty nhién qua giao dién
hién thi duéi dang van ban, hinh anh hoac giong noi

Chatbot thuc chit 1a mot web service tuong
tac v&i nguoi dung qua cac cudc hoi thoai thong
qua cac kénh duoc thiét 1ap sdn (Skype, Facebook
Messenger,...)

2.1.2. Cdc thanh phan

Céc thanh phan cin phai ¢ khi xdy chatbot bao
gom:

+Nén tang phat trién: C4c nén tang nhu Chatffuel,
Fchat,...cung cip cac cong cu va tai nguyén dé phat
trién, trién khai va quan 1y chatbot. Cac nén tang nay
sir dung cong ngh¢ dién toan dam may dé luu trir,
phat trién cac AI (tri thong minh nhan tao)

+ Giao dién nguoi dung: 14 noi dé chatbot tuong
tac voi nguoi dung nhu Messenger, chat truc tuyén
trén website hodc mot sb ung dung trén thiét bi di
dong
2.1.3. Phan logi chatbot

Chatbot dugc phan loai theo nhiéu tiéu chi nhu
muc dich st dung, cach thic hoat dong, hay theo cép
d6 thong minh
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- Theo muc dich st dung: Chatbot tuong tac voi
ngudi dung nham cung cap cac thong tin quing ba,
tiép thi san phém, dich vy hodc thuong hiéu cho
doanh nghiép, t6 chirc. Chatbot hd trg nhan vién ban
hang trong viéc tu van, giai dap thic méic cho khach
hang, 1ay thong tin cua khach hang va 1én don cho
khach

- Theo cach thuc hoat dong: Chatbot duoc thiét
ké dé tuong tic v6i nguoi ding theo kich ban,
chatbot nhan dang tir khoa, chatbot tro chuyén theo
ngilr canh

- Theo cip d6 théng minh: Chatbot & cap do6 co
ban chi thuc hién cac cong viéc don gian con chatbot
nang cao c6 kha ning tu hoc dé hiéu va phan hoi
ngudi ding mot cach ty nhién nhat
2.1.4. Cac linh vuc wng dung cua chatbot

Chatbot dugc mg dung trong hau hét cac linh
vuc: kinh doanh, dich vy, vin hoa, gido duc, y té, du
lich, du bao thoi tiét, tin tirc, giai tri, ...

- Kinh doanh: Chatbot ban hang dugc sir dung dé
twong tac v6i khach hang 24/24, cung cép céc thong
tin vé san pham, quang c4o, tiép thi, tw van ban hang
nhu mot nhan vién thuc thu

- Gido duc: Chatbot dugc st dung dé tu van hd
trg cho nguoi hoc trong viéc hoc tap, dinh hudng
nghé nghiép, tu van vé tam 1y hoc duong. Chatbot
ciing duoc str dung dé hd trg trong viée tuyén truyén,
quéang c4o, tu van tuyén sinh cho cic trudng hoc

- Y té: Chatbot duoc ding dé cung cap thong tin
v& bénh tat, tu van, cham soc strc khoe va luu trit hd
so suc khoe bénh nhan

- Du lich, khdch san: Chatbot c6 thé tu vin chon
tour, dat phong, dit vé may bay, va cung cip thong
tin lich trinh cho khach

- D bdo thoi tiét: Chatbot dugc ding cung cip
cac thong tin thoi tiét nhu nhiét 6, do 4m, luong
mura, hudng gié va cac thong tin canh bao dén nguoi
dung

- Tin tirc: Chatbot c6 kha nang cap nhat tin tic
24/24 d&n nguoi ding.

- Gidi tri: Chatbot duoc tao ra nhu mot nguoi
ban véi con ngudi, c6 thé ndi chuyén, tra 1oi cac
ciu hoi ctia ngudi dung bang chinh ngén ngi cua
ho. Chatbot ¢6 thé cing ngudi ding choi game, doc
chuyén, nghe nhac hoac dua ra nhiing 1061 khuyén
tuy thudc vao tdm trang cua cua ho
2.2. Mjt 56 nén ting xdy dung chatbot
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2.2.1. Chatfuel

Chatfuel 14 nén tang cho phép phat trién chatbot
twong tac trén cidc ung dung Messenger cua
Facebook, trén website hoac Telegram. Chatfuel
cung cap cong cu tao chatbot mot cach nhanh chong
ma khong can kién thirc chuyén sau. Chatbot dugc
tao ra c6 thé tu dong tra 101 tin nhén, chat truc tuyén
voi khach hang, tu dong gui inbox hang loat, tu
dong tra 101 comment, ty dong tu van va cham soc
khach hang theo kich ban da dugc cai dat
2.2.2. Fchat

Fchat 1a tng dung tra 101 comment trén fanpage
facebook tu dong, khi nguoi dung c6 tuong tac qua
comment v&i ndi dung cia bai viét trén facebook,
chatbot s& tra 10i comment va giri tin nhin ty dong
dén tai khoan c4 nhan cua khach hang.
2.2.3. Messnow

La mot nén tang phat trién chatbot dua trén cong
nghé tri tué nhan tao, c6 giao dién hoan toan bé'mg
tiéng Viét. Messnow cung cip cac cong cu dé xay
dung, quan 1y va trién khai chatbot trén nhiéu kénh
khac nhau nhu zalo, facebook Messenger, website.

Uu diém cua Messnow sir dung cong nghé tri
thong minh nhén tao (Al) nén chatbot c¢6 kha nang
xir Iy ngdn ngit ty nhién, c6 kha ning tu hoc dé
dan tr& nén thong minh hon va hd tro nguoi dung
mot cich ty nhién nhat. Tuy nhién cac tinh ning
tao chatbot co ban hay nang cao dugc cung cip tity
thudc vao goi dich vu phai tra phi hay mién phi.
2.2.4 ManyChat

ManyChat 1a nén tang xay dung chatbot cho
facebook Messenger ma khong can phai co kién
thirc vé 1ap trinh. Chatbot duoc tao ra c6 cac tinh
ning nhu ty dong phan hdi qua tin nhan, giri noi
dung thong tin san pham dén khach hang, chim soc
khach hang va tu vin ban hang mot cach tu dong.
Uu diém cua nén tang nay 1a dugc hd da ngon ngi,
giao dién than thién, dé sir dung
2.2.5 Harafunnel

La nén tang xdy dung chatbot ty dong héa
qua trinh tiép thi va ban hang, dugc phét trién boi
Haravan. Chatbot dugc tao ra s€ s€ tuong tac voi
khach hang trén cac kénh mang xa hoi nhu Facebook
Messeger, Zalo. Chatbot sé tu dong dua khach hang
vao cac ludng tiép thi, cham séc khach hang 24/7.
Tuy nhién viéc sir dung nén tang Harafunnel c6 thé
doi hoi phai mét phi tiy thudc vao tinh ning can

Journal homepage: https://vjol.info.vn/index.php/tctbgd



thiét dé phat trién cho chatbot
2.3. Quy trinh xdy dung chatbot

- Thu thap thong tin, xac dinh yéu cau ctia ngudi
dung: Giai doan nay nhim xac dinh ddi tugng va
muc dich ciia nguoi sir dung dé thiét ké chatbot cho
phu hop

- Lap ké hoach va thiét ké: Xac dinh chirc ning
hoat dong va cAu tric cua chatbot, tir d6 lua chon
nén tang, thiét ké giao dién va ludng lam viéc

- Phat trién va trién khai: Phét trién chatbot theo
kich ban, ludng lam viéc di duoc thiét ké va trién
khai n6 trén nén tang da lya chon

- Kiém thir va diéu chinh: Kiém thir hoat dong
ctia chatbot dé xac dinh cac 13i phat sinh va cai thién
trai nghiém ngudi dung. Diéu chinh kich ban va cap
nhat chatbot dé t5i wu héa hiéu suat lam vie.

- Huén luyén va cai tién: Str dung dir liéu twong
tac vi ngudi dung trong qué trinh hoat dong dé cai
thién hiéu suit va kha ning phai tng cua chatbot
thong qua huan luyén va diéu chinh mo hinh AI

- Van hanh va Bao tri: Bam bao duy tri hoat dong
cho chatbot va hd trg ngudi dung trong qué trinh
tuong tac voi chatbot trong trudng hop can thiét
2.4. Xdy dwng Chatbot trd 10i tin nhén tw dong trén
nén ting Chatfuel va Fchat

Chatfuel va Fchat 1a 2 nén tang xay dung chatbot
mién phi cung cip cho ngudi ding cong cu tao
chatbot tra 10i tin nhén ty dong trén nén tang mang
x4 hoi facebook.

2.4.1. Sir dung Chatfuel tao chatbot tra 1oi tin nhdn
tw dong:

Chatfuel cho phép két ndi voi fanpage va cho
phép thiét 1ap cac thanh phan ciu tric cua mot
chatbot. Piéu quan trong nhit dé tao ra chatbot
tuong tac tot voi nguoi ding d6 1a phai thiét ké duoc
kich ban d6i thoai voi nguoi ding, xay dung ludng
chirc ning cho céc tinh hudng. Cung véi d6 1a viéc
setup Al thong qua céc tir khoa gitp con bot ¢ thé
nhan dién dugc cu hoi va tra 10i diing yéu cau theo
kich ban da duoc thiét ké. Dé sir dung Chatfuel tao
1ap chatbot can thuc hién cac budc sau:

Budc 1: Truy cap dia chi trang web https://
chatfuel.com

Budc 2: Nhan vao Bit dau dung thir mién phi dé
bét dau va Connect fanpage

Budc 3: Sau khi bit dau, Chatfuel s& tw dong két
nbi véi tai khoan facebook. O day, c6 mot diém luu
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y 1a phai sir dung tai khoan chinh ma c4 nhan dung
dé tao lap nén fanpage.

Budce 4: Sau khi hoan tat viée két ndi véi tai
khoan facebook, chon tén fanpage cin tao chatbot

Budc 5: Thiét 1ap cdu triic cho Chatbot theo kich
ban
2.4.2. Swr dung Fchat tao chatbot tw dong tra loi
comment

Fchat la ing dung tra 101 comment trén fanpage
facebook tu dong, khi nguoi ding tuong tac bang
comment. Dé st dung Fchat can thuc hién 4 budc
sau:

Budcl: Truy cap vao trang web: https://fchat.vn/
dé dang ky tai khoan va ding nhap vao tai khoan ca
nhan

Budc 2: Tur giao dién sau khi dang nhép, chon tao
chatbot méi dé bit diu qua trinh xay dung chatbot

Budce 3: Sau khi bt dau, Fchat sé tu dong két ndi
voi tai khoan facebook.

Budce 4: Sau khi hoan tat viée két ndi véi tai
khoan facebook, thiét lap tir khoa cho comment
2.5.2. Banh gid hoat dong cua chatbot

Chatbot da chay tht nghiém trén bd dir liéu gia
dinh va dap tmg tdt theo kich ban trong cac trudng
hop sau:

- Nguoi dung twong tic thong qua nhin tin
Messenger Facebook

- Nguoi dung tuong tac thong qua binh luan
Comment bai viét trén Facebook
3. Két luan

Pé tai “Nghién ctru cong nghé Chatbot xdy dyng
g dung tra 10i tin nhan ty dong trong kinh doanh”
tac gia da tim hiéu dwoc mot cach téng quan vé cong
nghé chatbot, cic nén tang xay dung chatbot. Mic
du ¢ rat nhidu nén tang dé c6 thé xay dung chatbot
tra 101 tin nhin tu dong, tuy nhién qua phan tich va
danh gia uvu nhuogc diém, tac gia da lya chon tim hiéu
va van dung 2 nén tang xay dung chatbot mién phi
1a Chatfuel va Fchat dé xdy dung ban demo chatbot
tra 101 tin nhén tu dong hd tro cho cong viée tu van
ban hang thoi trang tré em theo qui trinh va kich ban
da thiét ké
Tai liéu tham khao
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