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Tom tiit:
rong khodng 10 nam gan d‘ay, cdc ngan hang thwong mai tai VN, dac biét la
T cac ngdn hang thwong mai cé phan déu tap trung vio chzen lwoc ban le, theo
a6 lay khéach hang ca nhan va sy hai long ciia ho lam nén tang cho hoat déng
kinh doanh ngdn hang. Véi sé lwong khdach hang rat lom, dich vu khéch hang tai cde ngan
hang doi dién véi nhitng thach thirc khéng nhé trong viéc cham séc khdach hang. Sy phat
trién nhanh chéng ciia cong nghé va tam 1y muon t khang dinh da lam cho khéch hang
thay d@6i hanh vi rat nhanh va mong mudn dwoc co nhitng trai nghiém “siéu két noi”.
Thong qua viéc xem xét cac dit liéu thir cap, két hop véi phirong phép phong van chuyén
gia, nhom tdc gia dé xudt dp dung Chatbot, mot itng dung cong nghé dua trén nén tri tue
nhan tao, vao dich vu cham séc khach hang tai cdc ngdn hang thiong mai nham gitip toi
wu hoa dich vu khach hang va dem lgi nhitng loi ich nhat dinh cho ngan hang.
Tir khoa: Chatbot, cham soc khdach hang, dich vu khdach hang, ngdn hang thuwong
mai, tri tué nhan tao.

Abstract:

Commercial banks, especially the join-stock commercial banks in Vietham have
implemented retail banking strategy in which focusing on individual customers and
their satisfaction to improve the banking businesses over the last ten years. Customer
service and customer care in banking are facing a large number of challenges due to a
huge amount of clients. The fast pace development of technology and the need of self-
affirmation make customers quickly change their behavior as well as their demand of
‘hyper-connection’. Based on the secondary data analysis as well as expert-interview
approach, the authors propose applying Chatbot application which based on artificial
intelligence in order to help optimize customer service and bring specific benefits to the
commercial banks.
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