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TOM TAT— ChatGPT d3 va dang tao nén con bio 16n trong gi¢i cong nghé trén toan ciu. Kha ning cung cAp phan hdi chit
lwong do ChatGPT thuc hién da khién khong it ngudi phai ngac nhién vi tinh chinh x4c va gia tri httu ich ctia né. Liéu may
moc c6 thé doc hiéu tét dén nhw vay nhirng suy nghi yéu ciu cia ngwdi dung? Bai bado nay nghién ciru viéc liéu ChatGPT c6
hiéu dwoc nhirng phat ngdn than phién gian ti€p (c6 tién gid dinh va ham y thai d6, mang dic trung van héa Viét Nam trong
d6) va cach ChatGPT hoi ddp cic phat ngdn than phién 4y (reponse to indirect complaints). P8i v&i cic cong ty dang (rng
dung tri tué nhin tao Al (chat robo) vao dich vu chim s6c khach hang, viéc can phai gidi quyét than phién tir khach hang mot
cach chuyén nghiép va lich sw 1a rit quan trong. Muén nhw vy, tng dung phan mém ho dang st dung, vi du ChatGPT céan dat
dd chinh xac doc hiéu cam xuc clia ngwoi dung & mic cao, thong qua phan tich dir liéu va cach sir dung ngon tir bién héa va
linh hoat.

Tir khéa— indirect complaints, ChatGPT, kha nang hiéu ngit canh, kha nang hoéi dap, than phién gian tiép.
I. MO PAU

Trong nganh phat trién dich vy, nhit la trong thoi dai ky nguyén so, cac nha san xuét, cac cong ty hién nay di va
dang rit cha y téi 1o than phién cia khach hang, gidi quyét 1oi than phién cia khach hang mot cach chuyén
nghiép, lich sw. Ho hiéu ré chi phi dau tw dé€ c6 thém khach hang mai sé cao hon gip 5 1an so véi chi phi dau tw
gitr khach hang cii. Khi than phién dwoc gidi quyét nhanh chéng sé c¢é khodng 95% khéch hang tiép tuc st dung
dich vu san phdm. Do vy, ngoai ddi ngii callcenter, nhiéu cong ty da &ng dung tri tué nhan tao Al vao linh vuc
cham séc khach hang. Tro ly 4o thay con nguwdi phan hoi, trd 1o tw dong rat nhanh, ddm bio nguoi tiéu dung cd
dwogc théng tin ma ho cin trong mot khodng thoi gian hgp ly. Tuy nhién danh gia m&c dé 1am hai long khach
hang, kha niang thau hiéu, gidi ma va x Iy thong tin cta cac chatbot trong cac phién lam viéc 1a vin dé con nguoi
van con dang nghién ctru. Chatbot c6 thwc sy hiéu dwgc thong tin thit cip, phitrc tap, c6 ham y tién gid dinh gin
v&i nglr cadnh nhw con ngudi ky vong? Trong bai viét nay, ching t6i sé di sdu vao tim hiéu kha niang hiu ngir
canh va hoéi dap cta cac chatbot ('ng dung tri tué nhan tao Al).

II. NOI DUNG

A. LICH SU’ NGHIEN CU'U HANH VI THAN PHIEN DU'O'I GOC PO NGON NGUF HOC
Vi tit ca cac phat ngon khi dwoc str dung mét cach nghiém tic trong giao ti€p hién thwc déu biéu thi nhirng hanh
vi ngdn ngir (speech acts) nén cé rit nhiéu cac tac gid quan tim dén vin dé ngtr dung hanh vi (Pragmatics).

Nghién ctru vé 1y thuyét hanh vi ngon ngit, J.L.Austin (1962) c6 tac phdm “How to do thing with words”. Ong da
chi ra hanh vi tai loi gdm nhitng “trng xtt x hdi nhu: cdm on, xin 16i, chic mirng, ca ngoi, ché trach, nguyén rua...
Pay la “nhitng hanh vi phan &ng lai nhitng cach xi sw cia ngwoi khac, nhitng hanh vi dap &rng nhirng sy kién
httu quan cé lién quan téi than phan va thai do cia ngwdoi khac".

Olshtain va Weinbach (1987) nghién ctru va chi ra 5 pham tru (categories) co ban trong tdc phdm "Complaints:
A Study of Speech ket Behavior Among Native and Nonnative Speakers of Hebrew"; chi trich, trach ming (below
the level of reproach), khong tan thanh (disapproval), phan nan truc ti€p (direct complaint), d6 16i (accusation)
va de doa (threat). Ciing theo 6ng, sau cac cudc thir nghiém, tién hanh diéu tra: khéng tan thanh (disapproval),
phan nan tryec tiép (direct complaint) va d6 16i (accusation) xuAt hién thuong xuyén nhAt.

D3 c6 nhiéu t6 chirc va cac tac gid khic lai quan tAm t&i viéc tao ra phat ngdn than phién va cach tra 1oi lai cac
phat ngén than phién (reponse), nhw cic trang web chuyén ghi nhin 1&i than phién: www.complaints.com,
www.complaint.tv, www.complaintline.com,... 0] Viét Nam, tim hiéu ciu than phién, tic gia Vi Thi Ngoc Quynh,
PH Quéc gia Ha Ndi c6 cong trinh nghién ctu 4 cross-cultural study on complaints made by Vietnamese and
anglicist in the workplace... Tac gia Vii Minh An trudmg PH Sw pham DPa N&ng c6 bai nghién ctru “C4u triic cia cac
yéu to tinh thai trong loi than phién”. Theo tac gid Vi Minh An, yéu td tinh thai trong loi than phién c6 ciu tric
twong doi da dang; c6 thé 1a mot tir (vi du: trod, khé, than éi...) , mot cum tr (vi du: Khé qud, ddng tiéc, ddng budn,
kh6n nan than toi...) hoic mot két cau (vi du: 0i troi ddt oi! Oi cha me oi. Oi trovi oi, sao ma thé nay...). Day 1a mot
kiéu chién lwoc than phién truc tiép, con nghién ciru than phién gian tiép vin chwa cé nhiéu cong trinh dé cap.
V@ viéc tim hiéu y nghia ham 4n, hanh déng ngdn tir gidn tiép trong ngdén ngit hoi thoai mua ban, chdm séc khach
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hang tac gia Mai Kiéu Phwong cé bai viét “Nhirng hanh ddng ngdn ngit gian ti€p cla ciu hoi trong hdi thoai mua
ban bing tiéng Viét”, “ C4u tric lwa chon véi y nghia ham an trong giao tiép mua ban” day 1a nhitng tai liéu tham
khdo goi y hwéng nghién ctru cho chiing t6i.

Khong thé phii nhan déng gép nghién ctiru vé 1oi than phién trong linh vuc dich vy, marketing, kinh té va ngon
ngit hoc, van héa hoc, tAm ly hoc cé gia tri nhat dinh; nguon ngit liéu dwgc thu thip chd ¥ téi cd ngdn ban va van
bén. Trong bai nghién ciru ndy, ching t6i hy vong nhitng ctt liéu va khao sat dan ra s& gitip moi nguwoi hiéu cac
biéu hién siu sic, tinh té& ca loi than phién ngudi Viét; tién té¢i mo hinh héa cic biéu thirc than phién ma ngit
nghia c6 tién gia dinh; nhim gitp cac chwong trinh khai théac tri tué nhan tao kiéu ChatGPT c6 thé nhan ra, khai
thac &rng dung va phat trién thém, dat dén do chinh xac hoan hao hon.

B. PHU'ONG PHAP NGHIEN CU’'U VA PHAM VI NGHIEN CU°U

Phuwong phép thu thip ngit liéu, ngudi viét da quan sat ghi chép, 4p dung phwong phap phong vin siu, khuyén
khich, kich thich ngw¢i néi ndi ra diéu khong hai long, diéu chinh lwot 1o va dung bién phap nhwong 1oi sau d6
ghi chép lai. Tlr nhitng dir liéu ban diu c6 chira cic ciu than phién cé ham y tién gia dinh, ching téi chon loc va
gtri 1an lwgt cho chatbot, quan sat va 14y xudng tirng ciu tra 1o & mdi phién chat. Vi day 1a kiu nghién cttu dinh
tinh nén ching toi xir 1y théng ké cau tra 1o bing phan mém excel, sau d6 phan tich, tdng hop, buéc dau cé
nhitrng nhan dinh.

C. THAN PHIEN DUNG HAM Y, TIEN GIA PINH O’ NGUO'I VIET

C6 mot thuc t& 12 ngwoi Viét khi phat ngdn c6 thé c6 nhidu hon mot dich & 1o (c6 ham y). Bé mat 1a cAu khéng
dinh, mot cau héi, ciu khién nhwng ding sau d6 muc dich néi khac nhau, nhdm dén cac dich & 1oi c6 thé 13 than
van, ké 16 nhim giai téa cadm xtc, tim sy ddng cdm cla ngudi nghe... Cu thé c6 mdt s§ biéu thirc than phién gian
ti€p nhw sau:

1. CAU TRUC LA CAU HOI, MUC PiCH NOI LA CAU THAN PHIEN
LOAI 1: XuAt hién céc tir hoi “thé€ nao, ra sao, lam gi”

Mo hinh 1: A nhw thé nay thi... lam gi? [1a]
C6 Amalam gi? [1b]
Y nghia biéu thi cho rang diéu vira néi dén 1a chang cé tac dung gi, chang ich loi gi.
Vi du: Qudng cdo thudc nhw thé nay thi ¢é ma lam gi?
C6 s6 dién thoai hotline téng dai nhw thé nay thi cé ma lam gi?
C6 thé tich diém ma lam gi?
Theo logic ngit phap cta Nguyén Dirc Dan, “ma 1am gi”cé chirc ndng, vai tro bac bé thanh phan di trudce, & day
bac bo viéc quang cdo thudc khéng ding sy thit; bac bd viéc s6 hotline tong dai thwong xuyén khdng cé nguoi
truec, lic can goi thi khdng cé két ndi may hodc thwong xuyén ban khong thé héi nhirng van d& mudn hoi kip thoi;
béc bé viéc lam thé tich diém khach hang va khdng dinh viéc c6 thé tich diém & cira hang nay 1a khong can thiét.
Mb hinh 2: X da vay, 1ai Y... biét thé nao? [2a]
Chwa thiy X 1a thé nao? [2b]
Vi du: Néi dé giri dom hang nay di dwoc mét tudn réi ma van chwa dén la thé nao?

Nguwoi néi than phién vé viéc don hang dén cham tré. Ngwoi néi than phién vé thoi gian thw dén cham tré. Cau
trac dd... r6i ma... van chwa dén chi sy birc xic vé két qua khong dat dwoc nhw mong mudn, nguyén vong; hoi la
hoi “thé nao” nhwng muc dich trwdc nhat 1a d€ néi 1én tAm trang khong hai long cia chi thé.

Mo hinh 3: A thé nay thi... ra sao? [3a]
X thi X nhwng ......phai... ra sao? [3b]
Vi du: Mua cdi ban hoc trén mang gtvi tirng mdnh ldp ghép roi thé nay thi vé téi biét ldp ra sao?

Cdi ké sdch trén mang gon thi c6 gon, nhung shipper giao thiéu to huwéng dén, téi phdi hiéu va Idp ghép
chiing ra sao?

LOAI 2: Xuit hién cac tir hoi chi nguyén nhan “tai sao, sao, vi sao”

M6 hinh 4: Sao + P
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Sao... thé nay?/ Sao hay... thé nay?/ Sao ma + tinh tir (nghia tiéu cwc)/ X nhw thé nay sao?/ Sao... thé nay
ha tri?/ Sao trén doi co... ?

Y nghia: néu cach thitc va két qua khong nhw mong doi clia ngudi néi nén ngudi néi than vén . Sao tw né khong
c6 nghia cam than, nhwng khi di¥ng dau ciu hoic cudi cAu lam cho ciu d6 tré thanh ciu cdm than. Vi du: Sao trén
doi ¢6 ngwdi lam dn gian d6i vy troi?

Chung ta c6 sao két hop véi cac tlr chi tin suat 1dp lai “sao hay, sao cit.....” d€ chi vé sw kho chiu, than phién vé
nhitng sy viéc cir dién di dién lai, gy phién t&i ngudi ndi.

Sao két hop véi cach thirc néi nguoc “sao thich.. ma thich toan chuyén chiang ai mong mudn sé xay ra, vi du nhw
12 cdi nhau (Sao thich cdi nhau hoadi vdy? Sao thich ddnh gid nguwdi khdc qua vé bé ngoai vdy, chi civ thir di, thiv 5
phtit ngoi trén xe em xem chay c6 ém khdng roi hdy ddnh gid) 1a ddu hiéu cho biét ngwdi néi dang than phién.

2. CAU TRUC LA CAU CAU KHIEN, MUC PiCH NOI LA CAU THAN PHIEN
M6 hinh 5:  Phién anh dirng + déng tir + tAn ngit [5a]

Phién anh dirng c6......nira. [5b]
Lam on dirng lam viéc X [5c¢]
Vi du: Phién anh dirng goi dién qudng cdo bdo hiém nay no nira.
Phién anh ndéi thdng vao vdn dé, téi khéng cé nhiéu thoi gian nghe.
Hinh thitc 13 cAu ciu khién dung d€ miéu ta vadn dé 1am cho ngwdi ndi cdm thay phién.
Mo hinh 6: Ban c6 thé dirng... khéng? [6a]
Ban c6 thé théi..... khong? [6Db]
Vi du: Ban cé thé dirng qudng cdo qud 16 vdy khéng?
Ban c¢6 thé théi khéng héi nhikng cdu ngé ngdn vy khéng?
Hinh thc ciu 12 ciu hoi dung dé€ yéu ciu mot ai d6 ngirng giy ra mot viéc 1lam kho chiu (vi tir & day cin thiét &
dang chu dong, dong tir hanh dong tiéu cyc).
Mo hinh 7: Pirng c6 ma cai kiéu X. [7a]
Purng X, giai thich 1y do... [7b]
Thoi, cho + dai tir xwng ho + xin [7c]
Vi du: Théi, thudn mua vira bdn, dirng ma cé cdi kiéu nai khdch nhw vdy.
Théi, théi cho tdi xin cdi loi hiva ctiia anh chi.
Yéu cau ddi tac “dirng c6 ma céi ki€u...” 1am mot viéc x4u, chung ta hiéu trwdc dé6 da ¢ mot tién gid dinh dai tac
da 1am hét strc vo trach nhiém, ba tron ba trao. Tinh thai cia ciu 12 mét moi, chan nan, dich & 1oi 1a than phién
cach lam n ctia ngwdi ban hang, cung cip dich vu.

3. CO SU THAM GIA CUA TIEN GIA PINH TU VIPNG VA TIEN GIA PINH CU PHAP, MUC PiCH NOI CUA CAU
LA THAN PHIEN

Trong tién gia dinh (TGD) ngui ta dd phan tich va chi ra rat nhiéu loai khac nhau. Tuy nhién, trong khi phén tich
hanh vi than phién cia ngwoi Viét ching toi chi chi trong mot s6 diém nhin: TGP tir vieng va TGD cu phap.
Cach phan chia nay theo Hoang Phé, Tuyén tap Ngon ngit hoc, NXB Da Nang 2008.

Th nhat, vé TGD tir veng, vi du khi néi: “Anh lam dn budn bdn_kiéu gi vdy?”, “Cdc dng cdu dwong lam dn kiéu gi
vdy?”, tién gia dinh clia cAu nay ndm trong tir “kiéu gi” (trong dau ngwdi noéi thwdong da dinh sdn mot cai mau lam
dn uy tin, chan chinh, trach nhiém). Khi no6i: “Buén bdn gi ma nhdn nhw khi! Téi bé tién ra chib ¢é phdi di xin ddu!”
TGD trong cAu nay ndm trong tir bg tién ra va di xin. Vé phia ngwdi mua, mat dong tién khéng dwoc phuc vu chu
d4o nén ngwoi ta than phién.

TGD tir vung noi chung rat phong pht, da dang. N6 ndm ngay trong cac chinh t8 13 tir dinh danh “th cho troi",
dong tlr “bé ra, di xin”. Vi du khac: Chj em quen thdn ma bdn cho nhau toan thir che troi. TGP tir vieng cda cau ndy
sinh qua hinh dnh “th& cho troi" 1a thé mua ban ngoai cho khong dam bao vé chat lwgng, uy tin. Quen than (cé
mdi lién hé, quen biét tir truwéc) thong thwong sé phai chon ban cho do t6t, ding nay “quen lai nén cho dau”, ban
toan do6 gia, do dom.
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Thi hai, vé tién gia dinh ci phép, & ngwoi Viét c6 mot s6 mo hinh ciu néi than phién hay dung sau day:
Mo hinh 8: Thé nay/ thé ma/ nhw thé/ nhw viy... + ma goi la A [8a]

A thé nay ma goi la B. [8b]
Y nghia: diing dé than phién mét su vat hién twong khong giong, khong khép véi khai niém vé chat.

Vi du: Vdy ma ho qudng cdo la nha hang ndm sao. TGD: nha hang ndm sao chat lwgng dich vu tét; ngwoi néi nghi
ngo chit lwong nha hang nay. Ham y: than phién nha hang nay d&, quang cdo dém. Ciu tric ciu la dang ciu hoi
nhwng dich & 1oi 1a nhin xét, phdn xét than phién vé chat lwong nha hang.

Mb hinh 9: X chit bd

Y nghia: thé hién thai d6 bat binh, khé chiu khi lam ding mot viéc nhung lai khéng dwoc d6i xit tét nhw cam két.
Vi du: Anh nghi xem, t6i mua trd tién chit b4. TGD: mua tra tién thi thodi mai, mua tra tién thi thir mua dwoc phai
xtrng véi dong tién bo ra, thai dd dwoc ti€p don chu ddo. Ham y: than phién mua ma cit nhw phai di xin.

Mo hinh 10: Nhw nay/nhw thé/nhw vy + ciing + dong tir

(Ham y lién quan hw tir nhw nay/nhw thé/ nhw vdy phai hoi c6 lai ciu trwdc, suy twdng hodc dwa trén mot cai

nén y niém s&n c6 d€ so sanh, d6i chiéu. K&t qua hién thyc nhw thé nay ludn 1a diéu ngudi néi khong hai long,
khéng mong doi).

Vi du: Anh xem, thé nay la dd dn cho con ngwoi sao? Cho heo dn thi cé.

O day c6 mot TGP tri thire bach khoa 13 d6 dn cho con ngwi thi phai ngon, b, hop vé sinh; dd 4n cho con vat thi
thé nao ciing dworc, ¢ thé 1a thirc dn thira, khdng twoi nguyén. TGP nay c6 nguwdi ndi va ngudi nghe déu hiéu, day
la diéu kién cong thoai quyét dinh nhitng sw luin phién lwot 1&i. Ham y: chi ra d6 dn nay khong thé dn duwoc, than
phién vé ngudi lam ra do an nay.

D. KHA NANG HIEU NGU* CANH VA HOI AP CUA CHATGPT

Sau khi dwa cac ngit liéu c6 kiéu ciu tao biéu thirc trong phan 2.3.1, 2.3.2, 2.3.3 chdng tdi nhan thiy két qua mirc
d6 hiéu va tra 10 ctia chatGPT thé hién qua bang sau (hiéu ghi v va khéng hiéu ghi X)

M6 hinh Vi du ciu than phién gian tiép Chat GPT Al Chat trén Viber

Lwot tra loi | Lwot tra loi

1 2
MH1 Qudng cdo thudc nhw thé nay thi cé ma lam gi. X X X
MH1 C? so‘dl‘,en t}:IO(JI hotline téng dai nhw thé nay thi x ¥ ¥
c6 ma lam gi.
MH1 C6 thé tich diém ma lam gi? X X X
NGi da givi don hang nay di dwoc mét tudn roi
MH2Z ma vdn chwa dén la thé nao? X v v
MH3 Mua cdi ban hoc trén mang gwi tirng mdnh lap ¥ ¥ ¥

ghép roi thé nay thi vé téi biét Idp ra sao?

Cdi ké sdch trén mang gon thi cé gon, nhung
MH3 shipper giao thiéu tor hwéng dan, téi phdi hiéu va X X X
Idp ghép chiing ra sao?

MH4 Sao trén doi ¢é ngwdi lam dn gian déi vy troi? \/ \/ \/

Sao thich ddnh gid ngwoi khdc qua vé bé ngoai
MH4 vdy, chi ctt thir di thir 5 phit ngdi trén xe em xem N X X
chay c6 ém khdng roi hdy ddanh gid

Phién anh dirng goi dién qudng cdo bdo hiém J N J

MHS5 \ -
nay no nira.
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Phién anh ndi thdng vao vdn dé téi khéng cé

MHS5 nhiéu thoi gian nghe. v v v

MH6 Ban c¢6 thé dirng qudng cdo qud 16 vdy khéng? N X N

MH6 B?n coﬂthe théi khéng hdi nhitng cdu ngé ngdn \/ ¥ ¥
vdy khéng?

MH7 Tf\l?l, t{lugn muaA vira bdn, dirng ma cd cdi kiéu \/ ¥ ¥
nai khdch nhw vdy.

MH7 Théi, théi cho t6i xin cdi loi hika ctia anh chi. X N N

TGDPTV “Anh lam dn buén bdn kiéu gi vdy?”, \/ X X

TGPTV “Cdc 6ng cdu dworng lam dn kiéu gi vay?” \/ X X
“Budn bdn gi ma nhdn nhw khi! Téi bé tién ra

TepTV chit ¢6 phdi di xin ddu.” v v v

TCDTV Ch‘,z em quen thdn ma bdn cho nhau todn thir che \/ ¥ ¥
troi.

MH8 Vdy ma ho qudng cdo la nha hang ndm sao. X X X

MH9 Anh nghi xem, t6i mua trd tién chit b6 N X X
Anh xem, thé nay la dd dn cho con ngudi sao?

MHI0 Cho heo dn thi cé. v X X
Téng hiéu: 13/21 céu 6/ 21 cdu 7/ 21 cdu

(62%) (28,5%) (33%)

Chung t6i da khao sat chu yéu chat v&i Al trén phan mém Viber, ChatGPT, nghién cttru cung 1 tinh hudng than
phién ghi nhin nhiéu lwot tra 1&1 khac nhau cta Al, d€ tir @6 phan tich robot Al ¢ thwc sy hiu ciu than phién
gidn ti€p co tién gia dinh, ham y cia nguwoi Viét. Két qua Chat GPT hiéu dwoc d6 1a ciu than phién gian tiép sd
liéu cao nhat trong cic lwot 161, phién chat di khao sat datla: 62%.

1. KHA NANG HIEU MO HINH

Nguwoi viét nhan thiy, khi tra 1oi cac ciu than phién, thuit todn phan tich dit liéu dadu vao di nhanh chéng trich
xuat dwa ra cac treomg hop cé thé xay ra dé ChatGPT dwa ra loi khuyén ngay sau 1oi xin 16i da gay ra bat tién,
phién ha. Thwong d4u hién nhan biét c6 sw goi y xir Iy tinh hudng thong qua tir “NEU”... Vi du:

Ngudi néi: Néi dd givi don hang nay di dwoc mot tudn rdi ma van chwa dén la thé nao?

Al dap: Xin 16i vé sw bdt tién nay. Chiing téi xin ddm bdo rdng don hang ctia ban da dwoc gii di va chiing téi sé
tiép tuc theo doi. Néu dd qud mét tudn ké tir khi ban givi don hang ma ban vén chwa nhdn dworc, xin vui long lién
lac véi dich vu khdch hang ctia chiing téi dé nhdn dwoc hé tro.

Diém cong tich cwc nira 1a Al d4 ludn goi ¥ moi ngwdi nghi vé gidi phap hon 1a phai cam ram, phan nan. Vi du:

Ngudi néi: Cdi ké sdch trén mang gon thi cé gon, nhung shipper giao thiéu tor hwéng dan, téi phdi hiéu va ldp ghép
chiing ra sao?

Al dap: Néu ban dang gdp vdn dé véi tor huéng ddn, tréec hét ban nén lién hé nguwdi bdn dé dwoc hé tro. Ho sé
cung cdp cho ban cdc hwéng ddn & dang dién tir (PDF hodc hinh dnh) hodc trong trwong hop cdn thiét ho ciing c6
thé givi cho ban mét bé hwéng dan bdng bdn in. Néu da cé huéng ddn bdng bdn in, ban nén tham khdo nhitng
hwéng dan dé ldp ddt va bdo tri diéu nay trwdéc khi ban bdt dau ldp ghép va st dung cdi ké sdch trén mang.
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Nguwoi néi: Sao thich ddnh gid ngwoi khdc qua vé bé ngoai vdy, chi cit thir di thir 5 phiit ngdi trén xe em xem chay
c6 ém khéng rdi hdy ddnh gid.

Al dap: Xin 16i, nhw Iad mot tri tué nhdn tao, toi khéng cé thé ngoi trén xe clia ban dé kiém tra xem né chay ém hay
khéng. Tuy nhién, téi hiéu rdng ddnh gid ngwei khdc dwa trén vé bé ngoai la mét théi quen khéng tét, vi né
khéng thé cung cdp du thdng tin d€ dwa ra mét ddnh gid chinh xdc vé mét nguwdi hodc mét vat. Thay vao dd, hdy
ddnh gid mgt ngwoi dwa trén hanh ddng cta ho va tinh cdch ctia ho, thay vi chi dwa trén ngoai hinh.

C6 thé thiy diém manh cta Al la thwong dwa ra cho con nguwoi nhirng 1&1 khuyén va suy nghi vé moi khia canh
toan dién, doi khi biét dong vién moi ngwdi nhin thang vao van dé va tinh 2 mit.

Vé kha nidng hiéu cac tir vieng chita dwng nhirng nét van héa ctia ngudi Viét c6 ham y than phién, ChatGPT hiéu
dwoc vi trong bdé nhé ctia Al da tlirng gap, da tirng dwoc ma hoa, phan tich. Robot Al hiéu dwoc tién gid dinh c6
trong tir “che troi”, “qua 16”, vi du twong &ng véi ciu than phién “Chi em quen thdn ma bdn cho nhau todan thip
cho troi.”, ChatGPT tra 1oi: “Téi rdt tiéc néu ban dd co trdi nghiém khéng tét trong méi quan hé véi ban bé
hodic ngwo'i quen ctia minh. Tuy nhién, viéc bdn, trao ddi hodc tdng nhieng thit dwoc cho la "cho troi” cé thé la
mot phdn ctia viéc tao ra va duy tri cdc méi quan hé xd héi...”. Vi du khac:

Nguwoi noi: Ban cé thé dirng qudng cdo qud 18 vdy khdng?

Al dap: Téi rdt xin 16i néu qudng cdo ctia téi lam ban khéng thodi mdi. Nhw mét tro Iy do, téi duwoc ldp trinh dé
cung cdp thdng tin va ho trg cho ban. Tuy nhién, néu ban mudén téi khéng dé cdp dén bdt ky sdn phdm hodc dich vu
nao trong qud trinh trd 1o cdu héi ciia ban, téi sé tudn thi yéu cdu ctia ban. Mong rdng téi c6 thé gitip ich cho ban
trong qud trinh trao doi.

Kiéu mua ban ma khong twoi cwdi, mit mii nhin nh6 nhw khi la than phién mang dic trung van héa ciia ngwoi
Viét, & tinh huéng nay Al ciing nhan biét dwgc va thong hiéu, day 1a mot diém tha vi.

Nguwdi noi: “Budn bdn gi ma nhdn nhw khi! Téi bé tién ra chit ¢6 phdi di xin ddu.”
Al dap: “Téi xin 16i néu ban da trdi qua mét trdi nghiém mua bdn khéng tét. Tuy nhién, t6i muén nhdc lai rdng

viéc thwong lwong va doi hdi gidm gid la mét phdn trong qud trinh mua bdn va la mét ky ndng cdn thiét trong kinh
doanh...”.

Con rét nhiéu vi du Al hiéu dwoc d6 1a 1oi than phién, nhwng pham vi bai viét c6 han, nén ngit liéu xin xem thém
& phén phu luc.

2. VE NHI'NG MO HINH CAU Al KHONG HIEU
Nhitng mé hinh cdu cé ham y lién quan cac tir MA “cé ma lam gi”, “vdy ma ...sao”..., “théi, .... dirng cé6 ma”, “A

e

thi c6” 12 mot trong s6 it ngtr liéu néu ra phan tich Al khong hiéu.

Nguwi noi: Qudng cdo thudc nhw thé nay thi cé ma lam gi.

Al dap: Qudng cdo thudc la mét trong nhieng hinh thitc qudng cdo phé bién nhdt. Néu ban muén qudng cdo thudc,
ban cdn phdi ddm bdo cdc ludt dp dung vé qudng cdo thudc ctia cdc bd ludt twong ¥ng trong qudc gia ban dang
tiép cdn. Bén canh dé, ban ciing cdn phdi lam quen véi cdc céng cu qudng cdo, nhw qudng cdo trén truyén hinh,
truyén théng xd hoi, bdo chi, v.v.. Ngodi ra, ban ciing cdn cung cdp théng tin chinh xdc va hop phdp vé thudc bén
canh cdc dich vu khuyén mdi va tdng qua lién quan dén thudc.

Nguwoi noi: Anh xem, thé nay la d6 dn cho con ngwdi sao? Cho heo dn thi cé.

Al dap: Khong, ddy khdng phdi la do dn cho con nguwdi. N6 khéng thich hop cho heo dn cd.

O day, d& hiéu khi Al khong thé nim bit dwoc ¥ con ngwoi vi ¢6 nhitng truedong hop tiéng Viét mo hd khong rd
rang, ddc biét gy ra béi hw tir “thi, 13, ma” da gay khoé khan cho ngay ca chinh nguwoi Viét.

Nguwi noi: Théi, thudn mua vira bdn, dirng ma cé cdi kiéu nai khdch nhw vdy.

Al dap: Téi xin 16i néu nhitng théng tin ma téi dwa ra khéng phit hop véi diéu kién ctia ban. La mét tro Iy do, muc
dich chinh cta tdi la c¢6 gdng gitp d& ban mét cdch tét nhdt c6 thé. Néu ban ¢ bdt civ cdu héi nao hodc can sw hé
tro, hdy lién hé véi téi lai dé toi c6 thé hé tror ban mot cdch chinh xdc va ddy di hon. (Ngudn Al viber)

Trwong hop lién quan dén tir “th6i” ngu y mudn két thic, khong mudn néi dén mot sy viéc nira; két hop véi
“dirng c6 ma..."” Al ciing khong hiéu.

Mot van dé nita can dé cap, khong phai ngiu nhién ngwdi viét dwa vao cac cau than phién ctia cac (rng dung khac
nhau khao sat phan tich. Vi két qua khdo sat nhan dwoc cho thiy c6 thé ciu tra 1oi rat khac nhau dap lai cung
mot tinh hudng, do don vi phat trién, nha cung cip dich vu c¢6 nhitrng ngudn ngir liéu twong ng khac nhau. Vi du
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vGi tredng hop than phién gian tiép c6 chiva tir “kiéu gi”, Al trén viber chat nhiéu I4n cling khong nhin ra dé 1a
10i than phién nhwng ChatGPT lai nhin ra.

Nguwdi noi: Anh lam dn buén bdn kiéu gi vdy?

Al dap: Ngwoi néi dang bay té sw thdc mdc hodc khéng hai long vé cdch thirc kinh doanh cia ngwoi dwoc
nhdc dén. Pay cé thé la mét cdch dé dwa ra yéu cdu gidi thich hodc lam ré vé cdc hoat déng kinh doanh ctia ngwoi
dé. Néu ban la nguwoi dwoce héi nhw vdy, ban cé thé trd 1oi bdng cdch gidi thich vé cdch thirc kinh doanh ciia minh
hodc cé gdng gidi quyét cdc bdt dong va thdc mdc ctia ngudi déi dién. —» Ngudn ChatGPT.

D6 la mét cdu héi phikc tap va cé thé cé nhiéu cdu trd 1oi khdc nhau tily thudc vao ngwoi bdn, Ngwoi bdn cé thé
lam dn budn bdn cd cdc loai hang héa, dich vu, thdm chi cd cdc loai ¢ phiéu. Ho ciing c6 thé lam dn trén mang xd
héi, qua cdc ctra hang trwec tuyén, hay cd cdc ctka hang thuwce té. Ngodi ra, ngwdi bdn con ¢é thé lam dn budn bdn cdc
sdn phdm dén tir cdc nha sdn xudt trwc tiép. — Nguodn Viber Al

Truong hop khac:
Nguwoi noi: “Cdc dng cdu dwong lam dn kiéu gi vdy?”

Al dap: Cdc 6ng cdu dwong thwdng lam nghé xdy dwng cdu dwong, dé tao ra mot méi trwdrng an toan va thudn tién
cho céng chuyén. Céng viéc bao gdm cdc hoat déng nhw ldp ddt cdu dwdng, cdi tao, lam sach, bé sung, va gidm sdt
cdc cdu dwirng. —» Ngudn Viber Al.

Al d4p: Sw bay t6 sw bdt médn hodc khéng hai long vé cdch thirc kinh doanh ctia cdc doanh nghiép hodc cd
nhdn dang hoat déng trong nganh xdy dwng, ddc biét la linh vwc cidu dwiorng. C6 thé ngwei néi cam thdy
khéng hai long vé chdt lwong ctia céng trinh, gid cd, hodc cdch thirc kinh doanh khéng minh bach. Tuy
nhién, dé gidi quyét vdn dé nay, can cé mét phwong phdp va cdch tiép cdn chdt ché... » Nguén ChatGPT.

1. KET LUAN

Dén thoi diém hién tai, Chat GPT dwoc coi 1a mot trong nhirng m6 hinh ngén ngit tién tién nhit véi kha nang tw
dong hoc va lam viéc véi cac loai dit liéu 1én. Tuy nhién, du ChatGPT c6 s dung thuat toan Transformer (mot
loai md hinh Deep Learning) cao cip va st dung mot sé ki thuit nhw Attention va Masked Language Modeling
(md hinh héa ngdn ngit 4n) d€ xac dinh dd quan trong cla tirng tir trong van ban va cau héi thi Chat GPT van c6
nhitng han ché nhat dinh, chwa cip nhit dwoc cach tra 1oi nhirng cdu c¢6 théng tin ham y va mang cam xdc da
dang ctia con nguoi - day 1a diéu tw nhién, dé hiéu. Tuy nhién khong thé phti nhan may xt ly rat tét khi nguoi
dung dwa vao input (dit liéu diu vao) 1a tiéng Anh, con ngit liéu tiéng Viét hién nay dén thoi diém khao sat may
chwa xt ly tét.

Vé trwong hop ching toéi nghién ctiu, kha ning hiéu ctia chatGPT d6i véi nhitng loi than phién gian tiép cla
ngudi Viét 1a mot vi du cho tinh phirc tap dién hinh cta ngdn ngir Viét va cho thdy ChatGPT chwa xir 1y dwoc t6i
da cac thdong tin ngén ngtt c6 dd phirc tap mang ddm nhirng nét yéu t6 vin héa. Do mé hinh 1¢i néi than phién &
nguwoi Viét da dang va phong pht va trong bai viét nay méi chi néu dwgc 10 mé hinh co ban nén viéc nghién ctiru
bay gitr va veé sau linh virc ngdn ngir hanh vi ngdn ngitt gian tiép nay chic chdn sé sé& 1a mot mang dé tai mau m&
va c6 y nghia thuc tién, tng dung cao, gitip ich nhiéu cho cac nha sang tao ra phan mém ChatGPT trong twong lai.
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FOCHATGPT & ITS CONTEXT COMPREHENSION CAPABILITIES (THE STUDY
OF INDIRECT COMPLAINT BEHAVIORS IN VIETNAMESE LANGUAGE)
Lai Thi Minh Duc, Nguyen Hoang My Phuong

ABSTRACT— ChatGPT has been taking the technology world by storm. ChatGPT's capacity to provide feedback with high
quality has surprised many people because of its accuracy and usefulness. Can machines read and understand users’
thoughts and requests so well? In this article, we study whether ChatGPT understands indirect complaints (with
presuppositions and implied attitudes which are among Vietnamese cultural characteristics) and how ChatGPT responds to
these complaints (response to indirect complaints). For companies that are applying Al (chat robot) to customer service, it is
very important to deal with complaints from customers professionally and politely. To do so, the application softwares they
are using, such as ChatGPT, need to achieve a high level of accuracy in reading users' emotions, through data analysis and

variable and flexible use of language.

Keywords: indirect complaints, ChatGPT, complaint behavior, context comprehension, ability to respond.
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