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Tém tit: Su phat trién nhanh chong cta Al dang lam thay doi cach thic t6 chirc va thuc
hién cong viée, dic biét 1a dbi v6i nganh dich vu. Nghién ctru xem xét vai trd clia tin sudt st
dung Al trong viéc hinh thanh trai nghiém hop tac giita nhan vién va Al ciing nhu cing thang
cong nghé. Duya trén dit li¢u khao sat 295 nhan vién toan thoi gian 1am vi¢ce tai Ha Noi, nghién
ctru str dung kiém dinh Independent Samples T-test dé so sanh sy khac biét giita nhoém sir dung
AI hang ngay va nhom str dung thinh thoang ddi voi ba bién: hop tic nhan vién-Al tic nhan
gdy cing thang cong nghé mang tinh can try va tac nhan giy cing thang cong nghé mang tinh
thach thirc. Két qua cho thay ton tai sy khac biét c6 ¥ nghia thong ké gitra hai nhém d6i véi ba
bién nghién ctru. Nhom sir dung Al hang ngay c6 murc d6 hop tac cao hon, dong thoi ciing trai
nghiém mirc cing thang cong nghé 16n hon & ca hai dang can tro va thach thire. Nghién ciu
g6p phan b sung goc nhin phéan ting trai nghiém duya trén tan suat st dung Al trong bdi canh
t6 chtrc dong thoi cung cap ham ¥ quan tri cho t6 chirc va ngudi lao dong.

Tir khéa: AL hop tic nhan vién-Al, cing thing cong nghé, tin suét str dung, nganh dich
vu

Examining the Relationship Between Al Usage Frequency, Employee-Al
Collaboration, and Technostress in Service Sector in Hanoi

Abstract:

The rapid development of Al is reshaping how work is organized and performed,
particularly in the service sector. This study examines the role of Al usage frequency in shaping
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employees’ collaboration with Al and their experience of technostress. Using survey data from
295 full-time employees in Hanoi, an Independent Samples T-test was conducted to compare
differences between employees who use Al daily and those who use it occasionally across three
variables: employee-Al collaboration, hindrance technostressors, challenge technostressors.
The results reveal statistically significant differences between the two groups for all three
variables. Employees using Al daily report higher levels of collaboration with Al, while also
experiencing greater levels of both hindrance and challenge technostressors. This study
contributes a stratified perspective to literature on Al in organizations as well as provides
managerial implications for both organizations and employees.

Keywords: Al, employee-Al collaboration, technostress, usage frequency, service sector

Gioi thiéu

Véi tbe do phat trién nhanh chong va vuot bac cua thé gidi s6, Al khong con duge xem 1a
mot cong cu don thuan duoc tu dong hda ma dan chuyén doi vai tro sang mot “déng nghiép”,
diéu nay cho phép Al truc tiép tham gia vao qua trinh ra quyét dinh va thyc hién nhiém vy
(Huang va c.s., 2019; Wu va c.s., 2024). Trong bdi canh d6, nhiéu t6 chtrc va doanh nghiép,
dac biét 1a trong nganh dich vy, da tich hgp Al vao ca quy trinh van hanh va quan tri, tir d6 lam
thay d6i ban chat va twong lai ctia cong viée, dit ra nhiéu yéu cau méi dbi voi ngudi lao dong
(Mirbabaie va c.s., 2021; Zhai & Liu, 2023).

Chinh vi sy thay d6i nay, trai nghiém lam viéc cing Al ctia nhan vién khong duing lai &
viéc str dung cong nghé don thuan ma bao gém ca qué trinh twong tac va phdi hop vai hé thong
Al trong thyc tién cong viéc. Mot mat, Al dong vai trd hd trg, gitp ning cao hiéu suit va chat
luong ra quyét dinh. Mt khéc, viéc 1am viéc cung hé thong théng minh ciing din dén nhiing
ap luc méi lién quan dén thich nghi cong nghé, khién nhan vién thay d6i nhan thirc vai trd nghé
nghiép. Nghién ctru gan day ctia Molino va c.s. (2020) va Tarafdar va c.s. (2019) cho thay cing
thang cong nghé 1a mot trong nhimg phan tng tim 1y pho bién ciia nhan vién trong moi trudng
lam viéc sd. Tuy nhién, khong phai tat ca nhan vién déu trai nghiém Al theo cing mot céch.
Trong thyc té, mutc do sir dung Al trong cong viéc hang ngay co thé khac nhau dang ké giira
cac ca nhén, tir st dung thuong xuyén dén sir dung thinh thoang. Mirc d6 tiép xuc khac nhau
nay c6 thé dan dén nhiing trai nghiém khac biét trong cach nhan vién hop tac voi Al ciing nhu
trong cam nhan cang thang céng nghé.

1. Co s6 1y thuyét va phat trién nghién ctru
1.1. Tong quan tinh hinh nghién civu

Céac dong nghién ctru hién tai vé Al trong méi truong 1am viéc c6 thé chia thanh ba dong
nghién ctru chinh. Thtr nhat, dong nghién ctru tiép can Al nhu mot hé théng ki thuat hodc cong
cu hd tro, nhan manh vai tro cia thiét ké thuat toan, co ché quan tri va hiéu suét van hanh
(Chowdhury va c.s., 2022). Thu hai, Al dugc xem nhu mot “cOng su” tham gia vao qua trinh
ra quyét dinh va phéi hop véi con nguoi, lam ndi bat sy hop tac gitra con nguoi va Al (Jarrahi,
2018). Thit ba, cac nghién ctru gan dy chuyén trong tdm sang cac hé qua tdm Iy ctia Al chira
rang bén canh loi ich vé hiéu qua va ning suét, Al ciing c6 thé 1am gia ting bat an nghé nghiép,
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lo lang va ap lyc thich nghi (Li va c.s., 2025). Tir ba dong nghién ctru da dé cap, Al trong to
chure thé hién rd ban chit hai mit ctia n6 khi vira 1a ngudn lyc hd tro vira 13 ngudn giy yéu cau
va cang thang.

Tuy nhién, phan 16n cac nghién ctru hién nay chii yéu kiém dinh cac mdi quan hé tuyén
tinh giita AI va cac két qua tdm 1y - hanh vi, trong khi chua chii y day du dén sy phan tang trai
nghiém gitra cac nhom nhén vién c6 muc dg sir dung Al khac nhau. Viéc nhan vién st dung Al
thuong xuyén hay chi thinh thoang ¢ thé phan anh mirc d6 tich hop cong nghé vao cong viéc
va tir 46 dan dén nhirng muc d6 hop tac va cing thing cong nghé khac nhau. Do d6, nghién ctru
cua nhoém tac gia xem xét tan suét su dung AI nhu mot bién phan loai nham so sanh sy khac
biét vé hop tac nhan vién-Al va cang thang cong nghé gop phan mé rong cach tiép can nghién
ctru Al trong to chirc theo hudng nhan manh sy khac biét giita cic nhém nguoi sir dung thay vi
chi dua trén cac mo hinh quan hé tuyén tinh truyén thong.

2. Co s6 ly thuyét
2.1. Hop tac nhan vién-Al

Su hop tac gitra nhan vién va Al duoc hiéu 1a méi quan hé 1am viéc mang tinh b6 trg giira
nhan vién va Al trong qua trinh cing thyc hién nhiém vu va phdi hop dé dat duoc muc tiéu
cong viéc (Kong va c.s., 2023). Trong nganh dich vu, sy phi hop giita nhan vién va Al cang
tr& nén rd nét va phirc tap hon khi ma cac quyét dinh mang tinh linh hoat va phu thudc nhiéu
vao sy tuong tac voi khach hang. Theo quan diém hé thong x3 hoi - ki thuat, hiéu qua lam viéc
phu thudc vao su tdi uu hoa dong thoi gitta yéu t6 con ngudi va yéu té cong nghé (Bostrom &
Heinen, 1977). Mirc d6 hop tac vi viy phan 4nh tan suat st dung Al va dong thoi phan anh mirc
d6 phdi hop thuc chét gitta con ngudi va hé théng théng minh.

Céc nghién ctru vé chdp nhan va str dung cong nghé cho thay tan suat st dung co lién hé
v6i mirc do quen thudc va kha ning khai thac hiéu qua hé thong cong nghé (Venkatesh va c.s.,
2003). Su twong tac lip lai voi hé thong Al giup nhan vién hiéu rd hon vé chirc nang, gidi han
va cach thirc van hanh cta cong nghé, tir d6 ting kha nang phdi hop va tich hop Al vao nhiém
vu cong viéc. Nguoc lai, khi mure dg sir dung con han ché, nhan vién c6 thé xem Al chu yéu
nhu mét cong cy hd tro thay vi mot ddi tac tham gia truc tiép vao qua trinh thuc hién cong viéc.
Do d6, sy khac biét vé tan suat sir dung Al c6 thé dan dén su khac biét vé mirc d6 hop tac giira
nhan vién va Al trong mdi trudng lam viée. Tir d6, nhom tac gia dé xuét gia thuyét nghién ciru
nhu sau:

HI: C6 sur khdc biét vé mirc do hop tac nhan vién-Al giita nhom nhan vién sw dung Al hang
ngay va nhom sw dung Al thinh thoang
2.1.1. Cdng thang céng nghé
Cang thang cong nghé dé cap dén trang thai cang thang tim Iy ma ca nhan trai nghiém khi
khong thé thich nghi hogc d6i pho hiéu qua vai cac yéu cau lién quan dén cong nghé trong cong

thang can trd va cang thang thach thirc. Cac dang cang thang can trd (hindrance stressors) dugc
xem la nhitng yéu cau bi danh gia nhu rao can dbi véi viéc hoan thanh muc tiéu hodc phat trién

FTU Working Paper Series, Vol. 1 No. 3 (03/2026) | 3



nghé nghiép. Nguoc lai, cac dang cing thing thach thirc (challenge stressors) 1a nhiing yéu cau
cong vi¢c doi hoi nd luc cao nhung dugc nhan vién danh gia nhu co hdi hoc hdi, phat trién va
dat duoc thanh tyu (Califf va c.s., 2020; Cavanaugh va c.s., 2000).

Dang cha ¥, mic d6 trai nghiém cing thang cong nghé khong dong nhét giita cac nhan
vién. Mot yéu t6 co thé gop phén tao ra sy khac biét nay la murc do st dung Al trong cong viéc
hang ngay. Theo cac 1y thuyét vé chip nhén va sir dung cong nghé, tan suit sir dung phan 4nh
mirc do tiép xuc, quen thudc va kha ning khai thac hé thdng cong nghé cua ca nhan (Davis,
1989; Venkatesh va c.s., 2003). Nhan vién c6 muc d6 st dung Al khéc nhau co thé c6 trai
nghiém khac nhau khi d6i dién véi cac yéu cdu cong nghé, tir d6 din dén sy khac biét trong
cam nhan cang thang mang tinh can trd va mang tinh thach thirc.

Tur d6, nghién ctru cua nhoém tac gia de xuat gia thuyét nhu sau:

H2a: C6 su khdc biét vé mirc d cang thang cong nghé mang tinh cdn tré gika nhém nhén
vién c6 cuong dg sir dung Al cao va nhém cé cwong do sir dung Al thap.

H2b: C6 su khdc biét vé mirc do cang thang cong nghé mang tinh thdach thirc gitta nhom
nhdn vién c¢é cwong dé sir dung Al cao va nhém cé cwong dé sir dung Al thdp.

2.1.2. Tan sudt sir dung Al

Trong cac mod hinh nghién ctru vé hanh vi chdp nhan va sir dung cong nghé nhu TAM
(Davis, 1989) hay UTAUT (Venkatesh va c.s., 2003), hanh vi st dung thuc té (actual use
behavior) dugc coi 1a két qua clia qua trinh nhén thirc, danh gia va thich nghi véi hé théng cong
nghé. Tan suat sir dung cong nghé vi thé duoc xem 1a mot chi bio quan trong phan anh muc do
tich hop cong nghé vao hoat dong cong viéc hang ngay cia cad nhan. Muc do su dung cang cao
thudng phan anh sy quen thudc, cam nhén kiém soat va mtc do gan bo ciia ca nhan ddi voi
cong nghé trong moi truong lam viéc.

Trong bdi canh Al tan suit st dung khong chi phan anh s 1an tuong tac véi hé théng ma
con thé hién mirc do Al dugc tich hop vao quéa trinh thyc hién nhiém vu va hd tro ra quyét dinh.
Nhan vién str dung Al hang ngay c6 mirc do tiép xtc va tuong tac cao hon véi cac chirc ning,
thuat toan va goi y ctia hé théng so v6i nhoém chi str dung thinh thoang. Su khac biét vé murc do
tiép xtic nay co6 thé din dén nhiing trai nghiém lam viéc khac nhau khi phdi hop vé6i Al ciing
nhu khi d6i dién vé6i cac yéu cau cong nghé. Cac nghién ciru vé thich nghi cong nghé cho ring
viéc twong tac 1ap lai voi hé thong gitip ca nhan tich lity kinh nghiém va diéu chinh hanh vi phu
hop véi méi truong cong nghé (Jasperson va c.s., 2005). Tuy nhién, mtrc o sur dung cao khong
ddng nghia vai viée tiép xtic thudong xuyén hon véi cac yéu cau va ap luc lién quan dén cong
nghé.

2.2. M6 hinh nghién ciru

Tur cac gia thuyét nghién ctru trén, nhom tac gia dé xuat mo hinh nghién ctru nhu sau:
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Tan suat
sit dung Al

Hop tac nhin vidn-Al  Tac nhin gay cing Tac nhin gy cing |
! thang céng nghé thing céng nghé
 mang tinh can tr& mang tinh thach thic

Hinh 1. M6 hinh nghién ciru d& xuét
Nguén: Nhém tac gia dé xudt

3. Phuong phap nghién ctru

3.1. Thiét ké nghién ciru

Nghién ctru ciia nhom tac gia str dung phuwong phéap dinh luong véi thiét ké cat ngang nham
xem xét sy khac biét vé mirc d6 hop tac nhan vién-Al va cing thang cong nghé gitra cac nhom
nhan vién c6 mirc d6 sir dung Al khac nhau. Phuong phép khao sat bang bang hoi phu hop dé
thu thap dir liéu vé nhan thic, danh gia va phan mg tim 1y clia nhan vién trong bdi canh lam
viéc voi Al

Trong nghién clru nay, tan sudt s dung Al dugc xem nhu mot bién phan nhom. Dya trén
mirc do sir dung Al trong cong viéc hang ngdy, mau nghién ctru dugc chia lam hai nhém: nhém
¢6 cuong do str dung Al cao (hang ngay) va nhom c6 cudng do sir dung Al thap (thinh thoang).
Céch tiép can nay cho phép so sanh su khac biét giita cdac nhoém théng qua kiém dinh
Independent Samples T-test. Viéc Iya chon thiét ké nay phu hop v6i muc tiéu kham pha su khac
biét trong bdi canh thuc tién nganh dich vy, d@)ng thoi dam bao tinh kha thi trong thu thap va
phan tich dir li¢u.

3.2. Méu nghién ciru

Déi tugng khao sat ciia nghién ctru 12 nhan vién toan thoi gian dang 1am viéc trong nganh
dich vu tai Ha N§i va c6 st dung Al trong qua trinh thyc hién cong viéc. Nganh dich vu dugc
lua chon do day 1a linh vue c6 mirc d ung dung Al ngay cang gia tdng trong cac hoat dong nhu
cham soc khach hang, phan tich dir ligu, ho tro ra quyét dinh va quan ly van hanh.

Dit liéu duoc thu thap thong qua phuong phap khao sat truc tuyén trong khoang thoi gian
tir thang 12/2025 dén thang 01/2026. Phuong phap chon mau phi ngiu nhién phan tang thu thap
mau thuan tién va ky thuat lan truyén. Piéu kién lya chon mau la nguoi trd 101 phai cé trai
nghiém thyc té trong viéc twong tac hodc hop tac voi cac hé thong Al trong cong viée, tir do
nham dam bao rang cac danh gia vé hop tac nhan vién-Al va cing thing cong nghé phan anh
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dang bbi canh nghién ctru. Pham vi nghién ciru tap trung vao bdi canh doanh nghiép tai Viét
Nam va Al dang dugc trién khai ngay cang phd bién ¢ da dang linh vuc dich vu khéc nhau.

Sau khoang thoi gian thu khao sat, nhom nhén vé 348 cau tra 10i, sau d6 cac cau tra 16
khong hop 1€ dugce loc va loai bd, 295 cau tra 161 (dat 84,77%) dam bao du diéu kién phan tich.
Quy md mau nay dap tmg tdi thiéu cho kiém dinh Independent Samples T-test va dam bao do
tin c@y trong so sanh gitra hai nhom.

3.3. Thang do

Nghién ctru dé xuét 4 bién chinh gom Hop tic nhan vién-Al, Tac nhan giy cing thing cong
nghé mang tinh can trd, Tac nhan giy cang thing cong nghé mang tinh thach thirc, Tan sudt st
dung Al Céc bién trong nghién ctru dugc do ludng dya trén cac thang do da dugc kiém dinh
trong cac nghién ciru trude ddy va duoc diéu chinh phu hop voi bdi canh tng dung Al trong
nganh dich vu. Céc bién Hop tac nhan vién-Al, Tac nhan giy cing thang cong nghé mang tinh
can tr, Tac nhan gy cing thang cong nghé mang tinh thach thirc dugc do bang thang do Likert
5 diém (1 = Hoan toan khong dong y, 5 = Hoan toan dong y). Cu thé, 5 bién quan sat cua Hop

mot cau hoi nhan khau hoc yéu cau ngudi tham gia cho biét mirc do ho str dung Al trong cong
viéc, v6i hai lya chon 1a: (1) Hang ngay va (2) Thinh thoang. Bién nay dugc str dung nhu mot
bién phan nhém nham so sanh su khac biét vé mirc do hop tac nhan vién-Al va cac dang cang
thang cong nghé gitra hai nhém nhan vién c6 mirc d6 sir dung Al khéac nhau.

3.4. Phén tich dit liéu

Dir liéu sau khi thu thap dugc 1am sach va ma hoa trude khi tién hanh phan tich bang phan
mém SPSS 26. Trudc hét, thong ké mé ta cung cép cai nhin tong quan vé dic diém mau nghién
clru, bao gdm cac thong tin nhan khau hoc 13 d6 tudi, linh vuc cong viée, noi lam viée, tinh
trang lam viéc. Tiép theo, do tin cay cua thang do duoc kiém dinh thong qua hé s6 Cronbach’s
Alpha nham danh gia tinh nhat quan noi tai gitra cac bién quan sat. Cac thang do duoc xem 13
dat yéu cau khi hé s6 Cronbach’s Alpha 16n hon 0,7. Nhiing bién quan sat c6 hé sé twong quan
bién - téng thip s& dugc xem xét loai bo néu can thiét dé nang cao do tin cdy cia thang do. Dé
kiém dinh cac gia thuyét nghién ctru, kiém dinh Independent Samples T-test dugc sir dung nham
so sanh su khac biét vé mirc do hop tac nhan vién-Al va cang thang cong nghé giita hai nhom
nhan vién cé cuong do sir dung Al cao va thap. Bién tan suét sir dung Al duoc ma hoa nhi phan
va st dung lam bién phan nhém trong phan tich. Trudce khi thuc hién kiém dinh T-test, gid dinh
vé sy dong nhit phuong sai giita hai nhom dugc danh gia thong qua kiém dinh Levene. Trong
truong hop gia dinh dong nhit phuong sai khong dugc thoa mén, két qua T-test diéu chinh s&
duoc dung dé dién giai. Mtrc y nghia thdng ké duoc xac dinh ¢ ngudng 5% (p < 0,05).

4. Két qua nghién ciru

4.1. Thong ké mé ti
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Mau nghién ctru gdm 295 nhén vién toan thoi gian (22 tudi trd 16n) thude bén linh vuce dich
vu (Cong ngh¢ thong tin, Kinh doanh - Marketing - Ban hang, Gido duc - Pao tao - Nghién ctru,
Tai chinh - Ngan hang) dang sinh sdng va 1am viéc tai cc to churc tai thanh phd Ha Noi. Trong
d6, 149 ngudi (50,5%) cho biét sir dung Al trong cong viéc & mirc thinh thoang va 146 ngudi
(49,5%) cho biét sir dung AT hang ngay.

4.2. Kiém dinh dp tin cgy

Két qua phén tich hé s tin cdy Cronbach’s Alpha cho thiy cac bién déu c6 hé sé Cronbach’s
Alpha (CA) > 0,7 va gia tri twong quan bién téng > 0,3. Do d6, du do tin cdy tin ciy dé kiém
dinh tinh nhit quan noi tai giita cac bién quan sat.

Bang 1. DJ tin cdy cua cac thang do

Nguon: Nhém téc gid tong hop tir phan mém SPSS 26

Ki Tém tit quan sat Twong Hé s0 CA
hiéu quan bién -
téng
Hop tac nhan vién-Al (EAC) 0,852
EACI1 Al tham gia vao qué trinh ra quyét 0,561
dinh trong cong viéc cua toi
EAC2 Al tham gia vao qua trinh dy doan 0,599
cac két qua lién quan dén cong viéc cua
toi
EAC3 Al tham gia vao qua trinh giai quyét 0,676
van dé trong cong viéc cua toi
EAC4 Al tham gia vao qua trinh nhan biét 0,736
va danh gia thong tin phuc vu cong viéc
cua toi
EACS Al tham gia vao qua trinh nhan dién 0,770

cac van dé, co hoi, hodc rui ro trong cong
viéc cua toi

Ki Tém tit quan sat Twong Hé s6 CA
hi¢u quan bién -
téng
Tac nhan giy cing thing cong nghé mang tinh can tré (HTS) 0,765
HTS1 Viéc st dung Al trong cong viéc 0,681

khién t6i phai trai qua nhiéu quy trinh
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hodc thu tuc phuc tap dé hoan thanh
nhiém vu

HTS2 Sy xuit hién cua AI 1am t6i khong 0,353
con nim rd nhimg yéu cau va ky vong
dbi véi cong viée hién tai

HTS3 Viéc 1am viéc voi Al khién t6i phai 0,584
d6i mit voi nhitng yéu cau mau thudn tir
hai hodc nhiéu ngudn trong cong viéc

HTS4 Su tich hop cia Al vao cong viée 0,706
gdy ra nhiéu phién toai va tr& ngai khi
toi thuc hién cac du an hoac nhi€ém vu

duoc giao
Téc nhan gy ciing thang cong nghé mang tinh thach thirc (CTS) 0,799
CTS1 Viéc lam viéc véi Al doi hoi toi phai 0,688
nd luc nhiéu hon dé hoan thanh cong
viéc
CTS2 Khi sir dung Al trong cong viée, toi 0,584
thuong phai doi mat véi ap luc thoi gian
16n hon
CTS3 Su tham gia ctuia Al trong cong viéc 0,700

khién t6i cam nhén rd mirc do trach
nhiém cao hon d6i véi két qua cong viéc
CTS4 Viéc str dung Al trong cong viéc doi 0,602
hoi toi phai van dung nhiéu k§ ning
phtrc tap hodc trinh d¢ chuyén mon cao
hon

4.3. Két qua kiém dinh gia thuyét (Independent Samples T-test)

Pé kiém dinh cac gia thuyét nghién ciru, nhoém tac gia sir dung kiém dinh Independent
Samples T-test nham so sanh su khac biét vé mirc d6 hop tac nhan vién-Al (EAC), cing thang
cong nghé mang tinh can trd (HTS) va cing thang cong nghé mang tinh thach thirc (CTS) gitra
nhém hai nhom nhan vién c6 tan suat st dung Al khac nhau (hang ngay va thinh thoang).

Két qua kiém dinh Leneve cho thdy phuong sai giita hai nhom c6 su khac biét c6 y nghia
théng ké ddi v6i ca ba bién (p < 0,05). Do d6, cac két qua dugc dién giai dwa trén dong “Equal
variances not assumed”. Két qua kiém dinh nhu sau:

Bang 2. Két qua kiém dinh t-test

Nguon: Nhom téc gid tong hop tir phan mém SPSS 26
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Bién Tong Hang Thinh Chénh P-

quan sat thé ngay thoang léch value
EAC 3,5369 3,7918 3,2872 0,5046 0,000
HTS 2,0856 2,2209 1,9530 0,2679 0,001
CTS 2,2831 2,5599 2,0117 0,5482 0,000

Két qua phén tich cho thay c¢6 sy ton tai khac biét c6 y nghia thong ké giira hai nhom ddi
v6i ca ba bién nghién ctru (p < 0,01). Cu thé, nhom nhan vién st dung AI hang ngay c6 mirc
EAC, HTS, CTS cao hon so v&i nhém sir dung thinh thoang.

Nhu véy, két qua kiém dinh cho thay tan suat sir dung Al c6 lién quan dang ké dén cac bién
nghién ctru, qua d6 ung ho cac gia thuyét da dé xuat vé su khac biét giita hai nhém theo muc
d6 str dung Al Két qua phan anh dugc muac do anh hudng cua tan suat sir dung Al dén mirc do
tuong tac voi cong nghé va sy khac biét trong trai nghiém cia nhan vién. Nhém st dung Al
hang ngay c6 mic dd twong tic cao hon, déng thoi ciing ghi nhan muc cing thang cong nghé
16n hon & ca hai dang cang thang mang tinh can trd va thach thirc. Piéu nay thé hién rd ban
chat hai mat cta Al trong moi trudng lam viée: vira dong vai tro ngudn lyc thic day phdi hop
va thich nghi, vira lam gia ting yéu cau cong nghé va ap luc tdm 1y. Nhu vay, co6 thé két luan
rang tan suat Al c6 thé dugc xem nhu mot yéu td phan ting quan trong trong viéc hinh thanh
trai nghiém hop tac va cing thang cong nghé cuia nhan vién.

5. Két luan

Nghién ctru cia nhom tac gia nham xem xét sy khac biét vé muc do hop tic nhan vién-Al
va cang thang cong nghé gilta cac nhém nhén vién c6 tan suat sit dung Al khac nhau trong
nganh dich vu. Dua trén mau 295 nhan vién toan thoi gian thudc bén linh vuc dich vu, két qua
phan tich cho thdy nhom str dung Al hang ngay c6 mirc d6 hop tac v6i Al cao hon dang ké so
v6i nhom sir dung thinh thoang. Pong thoi, nhom nay ciing trai nghiém mic d cing thing
cong nghé cao hon ¢ ca hai dang cing thang mang tinh can trd va thach thirc. Nhimg phat hién
nay gop phan 1am rd ban chat hai mat ctiia Al trong méi truong lam viée: Al ¢6 thé vira dong
vai tro 1a ngudn luc thuc day su phdi hop va tich hop cong viée, vira 13 ngudn yéu cau lam gia
tang ap luc tam 1y.

Tir goc d6 thuc tién, két qua nghién ctru cung cip ham ¥ quan tri quan trong cho ca t6 chirc
va ngudi lao dong. Doi véi to chic, viée thic day tmg dung Al can di kém véi cac bién phap
dam bao chét luong trai nghiém cong nghé, bao gdm dao tao ning cao ning lyuc sir dung Al
thiét ké hé thong than thién va minh bach, cling nhu cung cp hd trg tim 1y trong qua trinh
chuyén d6i sb. Pong thoi, to chirc can luu ¥ rang nhom nhan vién sir dung Al thudng xuyén co
thé d6i mit véi yéu cau cong nghé cao hon, tir d6 can c6 chinh sach phan bd cong viéc va hd
trg phu hop. Dbi v6i ngudi lao dong, ban than ho can chu dong nang cao ning luc cong nghé,
phat trién k¥ ning thich tng va quan 1y cing thang 1a yéu t6 quan trong dé tan dung loi ich tir
Al Viéc xay dung tu duy hoc tap lién tuc va kha nang hop tac hiéu qua véi cong ngh¢ s€ dong
vai tro then chét trong bdi canh chuyén d6i sé ngay cang dién ra manh mé.
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Tuy nhién, nghién ctu van con ton tai mot s6 han ché nhéat dinh. Tha nhét, thiét ké cat
ngang khong cho phép khang dinh quan hé nhan qué giita cic bién ma chi phan anh sy khac
biét gitta cac nhom tai mot thoi diém. Th(r hai, dit liéu duoc thu thap thong qua tu bdo céo, cod
thé chiu anh hudng cua sai 1éch nhan thirc hodc thién 1€ch xa héi. Thir ba, nghién ctru tap trung
vao bén linh vuce dich vu, do d6 kha niang khai quat hoa sang cac nganh nghé khac con han ché.
Trong tuong lai, cac nghién clru c6 thé mo rong theo hudng sur dung thiét ké doc dé xem xét su
thay ddi trong trai nghiém hop tac va cing thing cong nghé theo thoi gian. Ngoai ra, viéc két
hop phuong phép hdi quy hodc mé hinh ciu tric c¢6 thé gitip kiém dinh sau hon mbi quan hé
giita hop tac nhdn vién-Al va cac dang cing thing cong nghé.

Tai liéu tham khdo:

Bostrom, R. P., & Heinen, J. S. (1977). MIS problems and failures: A socio-
technical perspective: Part II: The application of socio-technical theory. MIS quarterly,
1(4), 11-28.

Califf, C. B., Sarker, S., & Sarker, S. (2020). The Bright and Dark Sides of
Technostress: A Mixed-Methods Study Involving Healthcare IT. MIS Quarterly, 44(2),
809-856.

Cavanaugh, M. A., Boswell, W. R., Roehling, M. V., & Boudreau, J. W. (2000). An
empirical examination of self-reported work stress among US managers. Journal of
applied psychology, 85(1), 65.

Chowdhury, S., Budhwar, P., Dey, P. K., Joel-Edgar, S., & Abadie, A. (2022). Al-
employee collaboration and business performance: Integrating knowledge-based view,
socio-technical systems and organisational socialisation framework. Journal of
Business Research, 144, 31-49.

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user
acceptance of information technology. MIS quarterly, 13(3), 319-340.

Huang, M.-H., Rust, R., & Maksimovic, V. (2019). The Feeling Economy:
Managing in the Next Generation of Artificial Intelligence (Al). California
Management Review, 61(4), 43—65.

Jarrahi, M. H. (2018). Artificial intelligence and the future of work: Human-Al
symbiosis in organizational decision making. Business horizons, 61(4), 577-586.

Jasperson, ’Jon, Carter, P. E., & Zmud, R. W. (2005). A Comprehensive
Conceptualization of Post-Adoptive Behaviors Associated with Information
Technology Enabled Work Systems1. MIS quarterly, 29(3), 525-558.

Kong, H., Yin, Z., Baruch, Y., & Yuan, Y. (2023). The impact of trust in Al on career
sustainability: The role of employee—Al collaboration and protean career orientation.
Journal of Vocational Behavior, 146, 103928.

Li, J.-M., Wu, H.-Y., Zhang, R.-X., & Wu, T.-J. (2025). How employee-generative
Al collaboration affects employees work and family outcomes? The relationship

FTU Working Paper Series, Vol. 1 No. 3 (03/2026) | 10



instrumentality perspective. The International Journal of Human Resource
Management, 36(8), 1431-1457.

Mirbabaie, M., Briinker, F., Mollmann Frick, N. R., & Stieglitz, S. (2021). The rise
of artificial intelligence—understanding the Al identity threat at the workplace.
Electronic Markets, 32(1), 73-99.

Molino, M., Ingusci, E., Signore, F., Manuti, A., Giancaspro, M. L., Russo, V., Zito,
M., & Cortese, C. G. (2020). Wellbeing costs of technology use during Covid-19 remote
working: An investigation using the Italian translation of the technostress creators scale.
Sustainability, 12(15), 5911.

Rodell, J. B., & Judge, T. A. (2009). Can “good” stressors spark “bad” behaviors?
The mediating role of emotions in links of challenge and hindrance stressors with

citizenship and counterproductive behaviors. Journal of applied psychology, 94(6),
1438.

Sun, C., Zhao, X., Guo, B., & Chen, N. (2025). Will Employee—AI Collaboration
Enhance Employees’ Proactive Behavior? A Study Based on the Conservation of
Resources Theory. Behavioral Sciences, 15(5), 648.

Tarafdar, M., Cooper, C. L., & Stich, J. (2019). The technostress trifecta - techno
eustress, techno distress and design: Theoretical directions and an agenda for research.
Information Systems Journal, 29(1), 6—42.

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance
of information technology: Toward a unified viewl. MIS quarterly, 27(3), 425-478.

Wu, T.-J., Liang, Y., & Wang, Y. (2024). The Buffering Role of Workplace
Mindfulness: How Job Insecurity of Human-Artificial Intelligence Collaboration
Impacts Employees’ Work—Life-Related Outcomes. Journal of Business and
Psychology, 39(6), 1395—-1411.

Zhai, S., & Liu, Z. (2023). Artificial intelligence technology innovation and firm
productivity: Evidence from China. Finance Research Letters, 58, 104437.

Zhong, H., Zhu, Y., & Liang, X. (2025). The Impact of Al-Enabled Job
Characteristics on Manufacturing Workers’ Work-Related Flow: A Dual-Path
Perspective of Challenge—Hindrance Stress and Techno-Efficacy. Behavioral Sciences,
15(10), 1320.

FTU Working Paper Series, Vol. 1 No. 3 (03/2026) | 11



