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Tac dong cua wng dung tri tu€ nhan tao
trong cung wng dich vu cong ¢ Viét Nam
va ham y chinh sach
Pham Thij Diém"

Nhan ngay 10 thang 12 ndm 2021. Chap nhan dang ngay 8 thang 6 nim 2022.

Tém tit: Cung ung dich vu cong 1a mot trong nhiing chirc nang co ban ciia nha nuéc, chat lugng cung tng
dich vu cong 1a minh chitng cho chét lwong va hiéu qua hoat dong ciia Nha nude. Dé nang cao chét lwong dich
vu cOng, viéc tng dung tri tué nhan tao trong cung tng dich vy cong dugc Chinh phu va cic dia phuong quan
tam, bude dau sir dung tri tué nhan tao trong mot sé linh vuc cu thé. Nhirng wng dung cua tri tué nhan tao trong
cung tng dich vu céng dem dén nhing co hdi, hira hen nhiing két qua tich cuc trong viéc nang cao nang suat,
chat lwong cung ung dich vu, thoa man tét hon nhitng nhu cau ngay cang cao cua nhan dan, thuc hién muc tiéu
phét trién kinh té xa hoi bén viing, ddng thoi ciing dat ra nhiing thach thic 16n doi hoi Nha nude can chi dong
nam bt tinh hinh va ban hanh cac chinh sach phti hgp nham phét huy tinh tich cyc va han ché nhiing tac dong
tiéu cuc cua viéc tng dung tri tué nhan tao.

Tir khoéa: Tri tué nhan tao, dich vu cdng, Chinh phu sé.
Phan loai nganh: Chinh tri hoc

Abstract: Public service provision is one of the basic functions of the government, and the quality of
providing public services is proof of the qualities and effectiveness of the government operations. In order to
improve the quality of public services, the application of artificial intelligence (Al) in the provision of public
services is of interest to the Government and localities, initially using Al in a number of specific fields. The
application of Al in public service delivery brings opportunities with positive results in improving productivity,
service quality and better satisfying the growing needs of people. It realizes the goal of sustainable socio-
economic development, and at the same time poses great challenges that require the State to proactively
understand the situation and issue appropriate policies to promote the positive and limit the negative effects of
the application of Al.

Keywords: Artifical intelligence, public services, digital government.

Subiject classification: Politics

1. Pit van dé

Tri tué nhan tao (tén tiéng Anh Ia Artificial Intelligence, goi tét 1 Al) 1a ndi dung thu hat sy quan
tam cuia nhidu nha khoa hoc, song cho dén nay van chua c6 mot dinh nghia thdng nhét vé thuat ngi
nay. Trong khoa hoc may tinh, tri tu¢ nhan tao hay Al c6 thé dugc hiéu la mot chuong trinh may tinh
hay mot hé théng c6 kha ning xtr 1y nhu cach ma mot con ngudi xi 1y, bao gdm kha niang nhan dang,
suy luan, phan doan nhu bd ndo con ngudi (Truwong Ngoc Son, 2020). Tri tué nhan tao do6i khi con
duoc goi 1a tri thong minh “nhan tao”, la tri thong minh cia may moc, kha nang cia may mac khi
thuc hién cac cong viéc caa con nguoi. Thong qua kha ning tu hoc, tich luy, cai tién, hoan thién, tri
tué nhan tao ngay cang hién dai hon, cho phép giai quyét nhitng cong viéc phuc tap thay con ngudi.

* Hoc vién Hanh chinh Qudc gia.
Email: diempt@napa.vn
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Tri tué nhan tao dang 1a xu thé tat yéu cua cac qudc gia trong tuong lai, c¢6 tic dong 16n dén moi
mit hoat dong cua cac qudc gia trén thé gisi, di va dang dwoc tng dung rong réi trong nhiéu linh
vuc khac nhau. Tuy nhién, so véi khu vuc tu nhan, tng dung Al trong linh vuc cung tng dich vu
cbng con kha non tré. Mac du vay, Al ngay cang duoc chinh pha cac nude, trong d6 c¢6 Viét Nam
quan tam nghién ctu, phat trién nham téi wu hoa quy trinh cung cap dich vy, cai thién chat lugng
cung ung dich vu cong cho nguoi dan va doanh nghiép.

Viéc sir dung Al trong cung cap céc dich vu cong da dugc st dung ¢ nhiéu qudc gia trén thé gidi.
“Al c6 tiém niang doéng mot vai trd quan trong trong viéc cai thién chat lwong va hiéu qua cua cac
dich vu cong” (Gianluca & Van Noordt Colin, 2020), 14 chat x(c tac cho sy d6i mai va ting truong
bén viing cho khu vyc cong. Céac ing dung Al duoc st dung trong cac dich vu céng co ban nhu
chatbot tra li cac cau hoi, dién thong tin, tim kiém van ban, dinh danh, tim kiém bang khuén mit,
tu dong hoa quy trinh xir Iy ho so,... Ung dung Al dang lam thay d6i phuong thirc 1am viéc, thay doi
céch thic giao tiép, mébi quan hé giira Chinh phua véi nguoi dan. Sir dung cdng nghé Al trong linh
vuc dich vu cong mang dén nhiéu cach thixc méi dé thyc hién va nang cao hiéu qua hoat dong cung
cap dich vu cong cua Chinh phu, dong thoi ciing dit ra nhitng thach thic méi can dwoc nhan dién
day du dé co nhirg d& xuét chinh séch pht hop nham tan dung co hoi va han ché tac dong tiéu cuc
do viéc &p dung cdng nghé mang lai.

2. Ung dung tri tu¢ nhan tao trong cung @ng dich vu cong & Viét Nam hién nay

O Viét Nam, Al duoc ng dung chua nhiéu song di dugc Chinh phu va céc dia phuong dac biét
quan tam nghién ctru, tng dung trong thoi gian gan day. Cac linh vuce dugc tng dung phé bién nhit
la sir dung chatbot dé twong téc, tra loi tu dong, tra ciru thong tin cho khach hang; dinh danh, nhan
dién khudn mat; cung cap dit liéu giao thdng cdng cong; diéu hanh giao thong thong minh; cham soc
va diéu tri bénh.

Thet nhdt, tro' 1y do.

Chatbot Ia hinh thirc sir dung cong nghé Al duoc sir dung nhiéu nhét trong cung cap dich vu cong
& Viét Nam hién nay, véi vai trd nhu mot trg ly ao/tu van vién 4o hd tro giai dap cac thac mac va tu
van ngay lap tic cho ngudi ding nhitng thong tin can thiét trén nén tang internet. Pa Ning 1a dia
phuong tién phong tng dung chatbot trong linh vyc thong tin dich vu cong nam 2018, ap dung thi
diém vao hoat dong cua tong dai 1022 nham cung cép, huéng dan théng tin tu dong vé thu tuc hanh
chinh, tra ciu céc dich vu cong ich nhu: 19 trinh xe bus, thong tin xe vi pham, thong tin cac co s&
tiém chung, phong kham, nha thuéc,... (Hoai Thu, 2018). Ciing trong nam 2018, S¢ Du lich Pa Néng
d3 cho ra mat chatbot Danang Fanstaticity - kénh tra ciu thdng tin du lich tu dong mai trén tin nhin
dau tién tai Viet Nam, tir 4/2018 dén hét 2018 da hd trg 21.000 lugt ngudi véi 285.900 tin nhan hd
trg, twong tac gitip ngudi ding nhanh chéng tiép can céac thdng tin pht hop (S& Du lich thanh phé
Da Nang, 2018).

Trong linh vuc an sinh x& hoi, xu huéng ung dung Al ngay cang ting, dac biét 1a dé cai thién
dich vu khach hang thong qua hd trg front-end (twong tac véi khach hang) tu dong 24/7 va ciing
nhu ty dong héa quy trinh back-end (xu ly dit liéu). Hién tai, chatbot thdng minh c6 thé tra 1oi
t6i 97% tat ca cac cAu ma nguoi tuong tac dit ra voi do chinh xac 1én dén 93% (Bao hiém X4 hoi
Viét Nam, 2020).

Trong linh vyc cung cap dién, chatbot duge dua vao thir nghiém tir thang 12/2017, d6 1a phién
ban Chatbot 1.0 tai Tong Cong ty Bién luc Ha Noi (EVNHANOI). Bén 2018, EVNHANOI cho nang
cap 1én phién ban Chatbot 2.0 véi nhiéu tinh niang mai. Ngoai viéc cung cap 8 nhém dich vu co ban
vé dién, Chatbot 2.0 c6 kha ning doan y nguoi ding thong qua tinh ning “bat” tir khoa trong doan
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tuong tac v6i khach hang dé phan hdi; c6 kha ning “tw hoc”, tur bd sung cac cau hoi/dap vao ngan
hang di liéu caa minh sau mai lan giao tiép véi khach hang; tu dong twong tac, tiép nhan céc dich
vu truc tuyén (EVNHANOI, 2018).

Thit hai, dinh danh, nhdn dién khuén mat.

Nam 2021, Chinh quyén Quan 1 Thanh phd Ho Chi Minh da ra mét dich vu “dinh danh, tim kiém
bang khudn mat” va cong nghé chdng gia mao. Vi dich vu nay, ngudi dan ¢ thé dén tru sé quan hodc
ngdi tai nha, chup anh gidy to tly than giri vao hé thng, dir liéu s& duoc tu dong quét (scan), tu dong
dién vao biéu mau, tu dong luu vao may chii, nguoi dan khdng can ké khai cho céc 1an sau, ty dong tra
161 thoi han giai quyét tha tuc hanh chinh (Quy Hién, 2021). Giai doan dau, Quan 1 sir dung dich vu
“dinh danh khach hang dién tu” d6i véi cac dich vu cong truc tuyén thude linh vuc ding ky kinh doanh
cé thé do day 1a linh vuc ¢6 nhu ciu cao ddi véi mot quan trung tdm thanh phé vai rat nhiéu céc dich
vu kinh doanh budn bén, nha hang. Cong nghé nay hoat dong duoc trén tat ca cac thiét bi thong minh,
va nguoi dan rat dé dang dé thyc hién cac thao tac dang ky thu tuc hanh chinh.

Cong nghé AI dé nhan dién khudn mit ciing dugc tng dung trong khai bao y té phong chéng dich
Covid-19. Bé han ché tinh trang khai bao y té tai chét bang gidy ton nhiéu thoi gian, cong s,
S& Théng tin va Truyén thdng tinh Ca Mau, Chi nhanh Viettel Ca Mau, nganh y té tinh phdi hop trién
khai dwa vao van hanh phan mém quén 1y ngudi vé/dén Ca Mau théng qua hé thdng khai bao y té quét
ma QR code c6 tng dung cdng nghé tri tué nhan tao (Al) nhan dién khuén mat. Hé théng may quét ma
QR sg cap nhat thong tin ngudi khai, dir liéu cac vung cé dich caa CDC tinh (Thanh Tung, 2021).

Thet ba, Busmap (izng dung xe buyt thanh pho).

Busmap la ung dung khai thac dit liéu ngudi di xe buyt, cho phép nguoi dung dé xuét cac giai
phép cai thién hé théng giao thdng cong cong. Qua viéc thu thap thdng tin, cac tng dung nay dang
c6 sy phat trién manh mg, c6 kha nang tdi wu hoa tuyén duong ciia ngudi ding théng qua viéc thu
thap, phan tich, xir Iy thong tin lién quan dén thoi quen va nhu cau di lai cua s6 dong nguoi ding va
dé xuit md hinh ha tang xe buyt pht hop.

Thit tu, Intelligent Transport System (hé thong diéu hanh giao thong thong minh).

Hé thng diéu hanh giao théng théng minh (Intelligent Transport System, goi tit 1a ITS) duoc
xay dung va di vao hoat dong, tré thanh trung tim diéu khién giao théng théng minh & nhiéu noi.
Trung tim Giam sat va Diéu khién giao théng thuoc Trung thm Quan 1y diéu hanh giao thong do thi
Thanh phé H6 Chi Minh (thudc S¢ Giao thdng van tai Thanh phé H6 Chi Minh) bat dau hoat dong
niam 2019 va dang trd thanh trung tam diéu khién giao thong thong minh dau tién cua ca nudc. ITS
dit tai Trung tdm thyc hién 5 chirc niang chinh gdm: Piéu khién hé thong dén tin hiéu giao thong;
giam sét, theo dai tinh hinh giao thdng; cung cap théng tin giao thdng truc tuyén; phdi hop xa ly vi
pham vé trat ty an toan giao théng va md phong du doan bao giao thong (Hwong Mi, 2021).

Thit nam, cdc dich vu cham soc sirc khoé.

Trong linh vire cham séc stc khog, hién AT duoc tng dung & bon linh vuc: chin doan bénh, diéu
tri, quan ly thong tin, theo dai sirc khoé va dao tao. Cu thé, (ing dung AI dugc sir dung trong chan
doan hinh anh vé bénh ly phéi trén anh X-quang 16ng nguc va chan doan ung thu va trén anh
X-quang tuyén vi, da dugc thir nghiém tai 3 bénh vién Ion cua Viét Nam (108, Dai hoc Y; Vinmec);
{rng dung trong chan doan lao va bénh phéi; hd tro danh gi tién lwong trong diéu tri Covid-19 gilp
phét hién nhanh cac dau hiéu bt thuong dua trén anh X-quang nguc thang, két hop cling xét nghiém
PCR tir d6 nang cao d6 chinh xéc, giam thiéu tinh trang am tinh gia; (mg dung trong noi soi tiéu héa
& Bénh vién Pai hoc Y Ha Nbi, diéu tri ung thu... & Bénh vién K, Bénh vién Pa khoa Pha Tho,
Bénh vién Ung budu Thanh phd H5 Chi Minh (Sy Kién, 2020).

Cudc chién chdng dich Covid-19 di chimng kién su ra doi caa nhiéu ang dung cong nghé Al nhu
st dung Al va cdng nghé xtr Iy dit liéu 16n ¢é mo hinh hoa hién trang dich bénh, phan tich chi tiét
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cac thong tin ca bénh, cham bénh, dua ra cac biéu d6 phan tich hd trg viéc dua ra cac quyét dinh lién
quan dén gian cach x4 hoi, khoanh vuing, dap dich; xay dung mé hinh tinh toan dé xac dinh cac nguy
co, udc tinh sé ca nhidm, udce tinh thoi diém xuat hién FO, phat hién cac cum dich tiém nang... Khi
s6 ca nhidm ngay cang gia ting, cong nghé Al nhan dién hinh anh va dinh danh duoc sir dung dé s6
hoé toan bo thong tin nguoi bénh, céc robot ty dong duoc dua vao cac khu cach ly dé khir khuan,
giao hang, dua thudc cho bénh nhan... Pac biét, nim 2021 Viét Nam chinh thic trién khai nén tang
hd tro tu van kham, chita bénh tir xa (Telehealth) tgi 100% tuyén huyén va su ra mat cua Trung tam
Cong nghé phong, chdng dich Covid 19 québc gia (Nhat Uyén, 2021).

3. Tac dong caa wng dung tri tu¢ nhan tao trong cung wng dich vu céng ¢ Viét Nam hién nay
3.1. Nhitng tac déng tich cuc

Mdt 13, eng dung Al gidp tiét kiém nguon luc, giam chi phi tuan tha tha tuc hanh chinh, gitp cong
chuic ¢ thoi gian tdp trung vao nhing cdng viéc gia tri cao hon.

Viechnicki va Eggers, (2017) cho rang, trung binh mét cong chirc danh téi 30% thoi gian dé ghi
chép thong tin va cac nhiém vy hanh chinh co ban (Eggers, 2017). Véi viéc tu dong hoa mot phan
c4c nhiém vu nay, cling vaéi viéc giai phong cong chirc khoi nhitng cong viéc cé tinh chat lap di 1ap
lai s& gitip Chinh phu tiét kiém ngudn lec 16n, dinh hudng cong chirc chuyén tir nhitng cong viéc c6
gia tri thap sang tap trung vao nhitng cdng viéc tao ra gié tri cao hon, tap trung tot hon vao cac nhiém
vu cbt 16i. Al dugc ky vong s& “giai phong 1/3 thoi gian 1am viéc caa cong chiic, cho phép ho chuyén
tur nhirng cong viéc binh thuong sang nhitng cdng viéc ¢ gia tri cao” (Jamie Beryhill, 2019).

Viéc cung cap cac hé théng tng dung Al dé hd trg cung cap dich vu cong nhu chatbot, hé thong
dinh danh, nhan dién khudn mit,... gidp giai dap va cung cap dich vu nhanh chéng, chinh xéc, tham
chi 24/7 (véi céc chatbot ty dong) khdng chi gidp tiét kiém ngudn luc cia Chinh phi ma con gidp
giai quyét cong viéc cua nguoi dan dugc nhanh chong hon, giap tiét kiém chi phi tuan tha thi tuc
ctia ngudi dan, dong gdp quan trong vao su gia ting loi ich kinh té, xa hoi.

Hai 13, /ng dung Al g6p phan thu hep khoang céch giiza Chinh phui véi ngueoi dan, thu hat si
tham gia cuza nhan dan, xay ding va cung cé niém tin ciia nhdn déan vao co quan nha nwéc.

Al duoc ky vong s& gop phan giip Chinh phua “cai thién giao tiép va gin két voi nguoi dan, cai
thién téc do va chat lwong cua cac dich vu céng” (Jamie Beryhill, 2019). Al ¢6 tac dong rat I6n dén
cach thirc tuong tac ciia nguoi dan dbi vai chinh quyén, theo hudng tao su thuan tién ngay cang nhiéu
hon cho nguoi dan, thuc day sy minh bach trong cung cap dich vu, nang cao chat lugng dich vu duoc
cung ung, tir d6 ning cao niém tin cua ngudi dan. Viéc giam thoi gian lam viéc truc tiép cua cong
chirc hanh chinh nha nuéc trong giai quyét cong viéc véi nhan dan gidp giam ap luc vé s6 lugng va
thoi gian giai quyét cong viéc mdi ngay cho cong chire, dong thoi ciing gitip cho cong viéc tro nén
dé thuc hién hon, it sai sot (do da duoc ty dong hod), tranh thién vi va tang cuong tinh cong khai,
minh bach. Cong viéc dwoc giai quyét tot hon, hiéu qua hon, nguoi dan hai 1ong hon, cong chirc ¢é
thém nhiéu thoi gian hon dé xay dyng mdi quan hé tot hon véi nguoi dan, thu hep khoang cach moi
quan hé giira chinh quyén va nhan dan.

Ba 13, #ng dung Al gop phan thiic ddy nhanh hon tién trinh xay dung va phat trién Chinh phui s,
chuyén doi so; gop phan thiic day déi méi sang tqo.

Al dugc xem 1a mot trong nhitng yéu té cong nghé cét 16i cua cudc Cach mang cong nghiép 4.0,
c6 y nghia quan trong, thiét thuc trong xay dung va phét trién Chinh phua sé va qua trinh chuyén doi
s6 & Viéet Nam hién nay. Viéc nghién ctiu, phat trién va ang dung Al ciing véi dix liéu Ion trong cung
ng dich vy cdng s& mang lai nhirng lgi ich quan trong thiic ddy xay dyng va phét trién Chinh pha
s6, chuyén ddi so.
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Ung dung Al g6p phan thuc day d6i méi séng tao thong qua viéc tich hop va chia sé hé thong di
liéu Iuu trir cOng cong, dir lisu ma, khuyén khich nén kinh té phat trién va mang lai nhiéu loi ich cho
cong ddng; dong thoi gitp Chinh phu sir dung tét hon cac dir liéu cia minh, dua ra cac quyét dinh
t6t hon ciing nhu cung cap céc dich vu dap tng nhu cau nhanh hon.

3.2. Nhitng tac dong tiéu cuc

Bén canh nhiing tac dong tich cuc, viéc ung dung céng nghé Al trong cung ung dich vu cong
cling dem dén nhiing tac dong tiéu cuc trén cac phuong dién co ban nhu:

Mgt 14, vén d@é quan tri diz liéu. Dix liéu duoc xem 1a ngudn tai nguy@n quan trong nhat trong xay
dung, phat trién ang dung Al AI doi hoi nguon dit liéu day du cho nhitng muc tiéu cu thé dé phat
huy t6i da hiéu qua trén thyc té. Tuy nhién, diéu nay ciing ddng nghia véi nhitng rui ro co thé xay
dén néu khong quan ly dir liéu hiéu qua. Nguon dir liéu Al phuc vu cho viéc cung tng cac dich vu
cong hién tai co thé bao gom cac hé thong hién cé nhu co quan ding ky, cap phép xay dung; hd so
thué; c4c dir liéu hanh chinh; ciing c6 thé tir cc nén tang quéc té, qudc gia hoic dia phuong, thong
qua dién thoai thdng minh, thiét bi cam ang, vé tinh, ...

Hién nay, trinh 6 s6 hoa cta cic co quan chinh quyén ngay cang ting, viéc luu trit dit lidu trong
cac kho tang luu trit ngdy cang nhiéu 18n, tuy nhién tai nguyén dé dang bi phan tan, c6 tinh trang bi
“phan manh”, “cat ¢’ & nhidu ngudn khac nhau, chua c6 su lién théng, nhiéu trudng hop va & nhidu
noi c6 hién twong that thoat, mat di liéu.

Hai 1, van dé bao vé bi mdt ca nhan, quyén riéng tu, van dé dao dirc Al. Dit liéu va thu thap dit
lidu 16n 1a cot 16i cua Al. Viéc thu thap dit liéu 16n va sir dung chang lau dai c¢é thé dan dén nhirng
lo ngai vé nhitng mit trai va kha nang lam dung Al, 1am nay sinh nhiing van d& dao duc va phap ly.
Mot riii ro ctia Al lién quan dén viéc bao vé quyén riéng tu do thuc té 12 nhiéu thiét bi va dich vy thu
thap dit liéu ma nguoi ding khdng hiéu day du vé nhitng gi dugc thuc hién véi nd sau do (Wirtz,
2019). Nguy co nay ting 1én khi viéc st dung md rong cac thuat toan cho phép suy ra thong tin vé
nhitng c& nhan ma ho tham chi da khong tu nguyén chia s¢, chang han nhu dit liéu cam bién hozc vi
tri, chang han nhu dan dén nhitng phét hién vé tinh trang sic khoe, dir liéu riéng tu va nhay cam
(Floridi, 2017).

Chang han, trong linh vyc y té, dit liéu Ién dé sir dung Al trong y té dén tir nhidu ngudn khac nhau
nhu: cac co quan nha nudc vé bao hiém sic khoé, tir bénh vién, cac hd so bénh ly, dit lidu cua cac
co s&'y té cong va tu, tir internet, ing dung trén dién thoai, cac cong cu tim kiém... Thach thuc dat
ra | dir liéu s& dugc luu trit rat 1au dai, khdng giéi han vé thoi han sir dung, va c6 thé duogc st dung
cho ca nhitng muc dich khac véi muc dich ban dau. Khi dit liéu duoc dua vao dé Al sir dung thi ngay
ca ngudi tao ra thuat toan Al ciing khong thé du doan/kiém soét hét dugc nhitng mé hinh ma Al s&
tao ra trong twong lai. Tinh hudng dit ra thach thirc vé trach nhiém phap ly s& thuoc vé ai khi xay ra
thiét hai do Al gay ra.

Viéc thu thap dir liéu ca nhan cac cong dan ¢ thé 1am nay sinh nhiéu van d& vé dao duc chang
han nhu: thu thap va sir dung dit liéu vé stc khoé ca nhan mot cach thiéu phu hop véi dao dic nganh
y; Van dé thién vi trong thuat toan (nhu van hanh trén co so thu thap dir liéu cia nguoi dan ¢ dia
phuong nay, khu vuc nay thi ¢6 nguy co khong pht hop khi duoc sir dung déi véi nguoi dan ¢ dia
phuong khac, khu vuc khac); nguy co an toan ca nhan nguoi déan; an ninh mang internet anh huong
dén méi trudng séng cua con ngudi.

Ba 13, van dé nhan lyc va viéc 1am. Viéc tmg dung cong nghé Al gitip mot cong chie dugc giai
phéng khoi phan 1on nhiing cong viéc ¢ sur hd tro cila may moc dé tap trung vao nhiing viéc doi hoi
nhiéu chat xam hon, quan trong va c6 gid tri cao hon. Do d6, yéu ciu vé ning luc, trinh d6 cua cong
chire ciing duge doi hoi cao hon, c6 kha ning thich tng véi yéu ciu cia cong viéc trong béi canh nhiéu

46



Pham Thi Diém

phan viéc da dugc ty dong hoé. Tuy nhién, mic di mot s6 dich vu va quy trinh 1am viéc da duoc ty
dong ho4, tuy nhién qua trinh tu dong hoa nay mai dugc thuc hién & mot sé quy trinh, dich vu don 18,
chwa mang tinh hé thong. Diéu nay c6 thé dan dén tinh trang “tai liéu kép” va céc quy trinh lam viéc
khéng hiéu qua do thiéu sy trong tac giita quy trinh truyén thong vai quy trinh ty dong hoa.

Bén canh d6, viéc cat giam khéi lugng cong viéc ciing tao ra nguy co mat viéc 1am, tinh gian bién
ché. Nhiéu cong chuc lo ngai mat viéc 1am hoac phai chuyén cac tac vu nhay cam sang may tinh. Al
truc tiép de doa dén viéc lam va gia tang ti 1 that nghiép.

4. Mot so6 khuyén nghi vé chinh sach

Nham tan dung nhiing tac dong tich cuc va han ché nhiing anh huéng tiéu cuc tir viéc tng dung
Al trong cung ting dich vu cdng ¢ Viét Nam hién nay, chiing toi d& xuit mot sé khuyén nghi vé chinh
sach nhu sau:

Thet nhdt, xdc dinh muc tiéu chinh sach. Can xac dinh rd dinh hudng phét trién Al caa Chinh phu
1a tap trung vao ngudi dan, vi muc tiéu phuc vu nhan dan duoc tét hon, hudng dén lgi ich, su thuan
tién nhat cho ngudi dan. Ung dung Al trong cung wng dich vu cdng can quan tam truéc hét dén viéc
“dat nguoi dan 1a wu tién s6 17 (Mc Kinsey & Company, 2017).

Thit hai, vé thé ché chinh sach. Can nhanh chéng xay dyng, hoan thién co so phép Iy vé cac van
dé lién quan dén ung dung Al trong linh vuc cung ng dich vy cdng. Khuén khd phap 1y nén bao
gom: (i) cac quy dinh vé tinh minh bach rd rang, cac tiéu chuan cho mua sam, thiét ké, phat trién va
sir dung céc hé thdng dua trén Al; (ii) thiét 1ap cac bién phap dé bao dam kha niang xac dinh ngudn
gbc Al, céc thuat toan dé xay dung; (iii) trong mot sé linh vuc nhu y té, Al cin duoc xem 1a mét loai
hinh dich vu y t& va c6 quy trinh huéng dan vé chuyén mén dé phan dinh rd rang trach nhiém gitra
béc si, bénh nhan va cong nghé; (iv) thiét 1ap cac khudn khé dao dirc AT dé ngan chin hoidc diéu
chinh nhitng anh huong tidu cuc cia AT dén van dé dao durec.

Ther ba, vé cdng cu va gidi phap chinh séach. (i) Di liéu va chit lwgng dit liéu 1a yéu té then chét
cua Al. Ch trong viéc xay dyng va lién thong, két ndi dit lidu, d& cao chat luong dir liéu, tir d6 méi
c6 thé xay dung céc thuat toan tét; (ii) Thuc hién cac bién phap dam bao quan tri di liéu tdt, bao dam
quyén riéng tu. Ngudi dan phai ¢4 niém tin vao hé thong ma ho tuong tac, biét dugc dir liéu minh
cung cip s& di vé dau, dugc sir dung nhu thé ndo. Hé théng quan tri dit liéu can c6 su minh bach
thong tin, dam bao cho phép ngudi dan dugc lua chon cac truong hop dir liéu ca nhan cua ho dugc
phép sir dung; (iii) Thiét 1ap cac khudn khé dao duc vai bo phan doc 1ap vé dao dire dé xem xét céc
thuat toan mai. Al chi nén dwoc str dung dé phan tich va cai tién quy trinh, khdng hd tro ra quyét
dinh va viéc gidm sat ciia con ngudi nén duge duy tri thuong xuyén; (iv) Pao tao bdi dudng nang
cao kién thuc, ki nang, k¥ thuat s6 ciia di ngii can bg, cong chirc va nguoi dan dé sir dung Al co
hiéu qua, thuc su 1a cdng cu do con ngudi kiém soat dé giai quyét cac van dé cua chinh minh;
(v) Thuc day thanh lap trung tdm ning luc quéc gia dé hd tro Al trong khu vuc cong, khuyén khich
dau tu cong trong Al; (vi) Day manh phét trién Chinh pha dién tir, Chinh pha sé bai viéc tu dong
hod cac dich vu s& khong thé thuc hién duoc cho dén khi mét quy trinh truc tuyén duoc thuc hién
trén thuc té.

5. Két luan

Ung dung tri tué nhan tao trong cung tng dich vu cong 1a xu hudng tat yéu trong bdi canh Céch
mang cong nghiép 4.0 va yéu cau chuyén ddi s6 hién nay, vi muc tiéu xay dung mét nén hanh chinh
cong chuyén nghiép, hién dai, phuc vu nhan dan. G Viét Nam, viéc nghién ciu, p dung Al chua rong
rdi, song gan ddy da duoc quan tm ap dung trong cung tng dich vu cdng nham cai tién, nang cao chit
lwong, hiéu qua cung trng. Nhitng tng dung Al trong linh vurc dac biét nay da dem lai nhiing tac dong
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tich cuc nhu tiét kiém ngudn hec thuc hién cung tng dich vu cdng; cai thién sy hai long va niém tin
cta nhan dan véi co quan nha nudc; thic day qué trinh xay dung va phét trién Chinh phi dién tir huéng
tGi Chinh phu sb. Tuy nhién, nhitng tac dong tiéu cuc trén cac phuong dién quan tri dit lidu; van dé bao
vé bi mat ca nhan, quyén riéng tu, vin dé dao duc Al; van d& nhan lyc va viéc lam 1a rat rd rang.
Xu huéng wng dung Al trong cung tmg dich vu cong la tat yéu trong tuong lai, tuy nhién, can nhan
dién, danh gia dang nhig tac dong ca tich cyc va tiéu cuc cua viéc ung dung Al trong linh vuc nay dé
dé xuat nhirng giai phap chinh séch pht hgp nham hudng dén muc tiéu phuc vu nhin dan duoc tt hon,
hudng dén sy thuan loi, tién nghi va ngay cang hai 1ong hon ctia nhan dan.

Tai liéu tham khao

1. Truong Ngoc Son (2020), Gido trinh tri tué nhan tgo co sé va i#ng dung, Nxb Pai hoc Qudc gia
Thanh phé H5 Chi Minh, Tp. H6 Chi Minh.

2. Floridi, L. (2017), “Group Privacy: A Defence and an Interpretation”, Group Privacy, Springer
International Publishing.

3.  Gianluca, M., & Van Noordt Colin (2020), Overview of the use and impact of Al in public services in the
EU, Luxembourg: Publications Office of the European Union.

4. Jamie Berryhill, K. K. (2019), Hello, World: Artificia Intelligence and its Use in the Public Sector, OECD.

5. William D. Eggers, D. S. (2017), Al-augmented government: Using cognitive technologies to redesign
public sector work, UK: Deloitte University Press.

6. Bao hiém X& hoi Viét Nam (2020), “Ung dung tri tu¢ nhan tao trong linh vuc an sinh x4 hoi”,
https://baohiemxahoi.gov.vn/tintuc/Pages/an-sinh-xa-hoi-the-gioi.aspx?ltemID=16011&Catel D=0,
truy cap ngay 30/12/2020.

7. Trong Dat (2018), “Tri tué nhan tao: Laoi giai cho bai toan giao théng tai Viét Nam”,
https://vietnamnet.vn/vn/cong-nghe/vien-thong/tri-tue-nhan-tao-loi-giai-cho-bai-toan-giao-thong-o-
viet-nam-454016.html, truy cap ngay 31/5/2018.

8.  EVNHANOI (2018), “Phién ban Chatbot 2.0 cia EVNHANOI c6 thé doan y nguoi ding”,
https://www.evn.com.vn/d6/news/Phien-ban-Chatbot-20-cua-EVNHANOI-co-the-doan-y-nguoi-dung-
6-14-22215.aspx, truy cap ngay 29/8/2018.

9. Quy Hién (2021), “Ung dung cong nghé Al trong cai cach thu tuc hanh chinh”, https://nhandan.vn/tin-
chungl/ung-dung-cong-nghe-ai-trong-cai-cach-thu-tuc-hanh-chinh-641773/, truy cap ngay 12/4/2021.

10. Sy Kién (2020), “Ung dung tri tué nhan tao trong kham chira bénh”, https://dangcongsan.vn/khoa-hoc-
va-cong-nghe-voi-su-nghiep-cong-nghiep-hoa-hien-dai-hoa-dat-nuoc/diem-nhan-khoa-hoc-va-cong-
nghe/ung-dung-tri-tue-nhan-tao-trong-kham-chua-benh-566810.html, truy cap ngay 30/10/2020.

11. Huong Mi (2021), “Tri tu¢ nhan tao: Loi giai cho bai toan giao thdng tai Viét Nam”,
https://sohuutritue.net.vn/tri-tue-nhan-tao-loi-giai-cho-bai-toan-giao-thong-tai-viet-nam-d106438.htmi,
truy cap ngay 04/8/2021.

12.  S& Du lich thanh phé Da Néng (2018), “ba Ning ra mét (ng dung chatbot trong linh vuc du lich”,
https://danangfantasticity.com/tin-tuc/da-nang-ra-mat-ung-dung-chatbot-trong-linh-vuc-du-lich.html,
truy cap ngay 20/4/2018.

13. Hoai Thu (2018), “Pa Ning tién phong tng dung chatbot trong cung cap théng tin dich vu cong”,
https://cand.com.vn/Su-kien-Binh-luan-thoi-su/Da-Nang-tien-phong-ung-dung-chatbot-trong-cung-
cap-thong-tin-dich-vu-cong-cho-nguoi-dan-va-du-khach-i502223/, truy cap ngay 07/12/2018.

14. Thanh Tung (2021), “Ca Mau cip gidy di duong qua Zalo, phong chdng dich bang tri tué nhan tao”,
https://vtc.vn/ca-mau-cap-giay-di-duong-qua-zalo-phong-chong-dich-bang-tri-tue-nhan-tao-
ar636781.html, truy cap ngay 17/9/2021.

48



Pham Thi Diém

15.

16.

17.

18.

19.

Nhat Uyén (2021), “Ung dung tri tu¢ nhan tao trong phong, chng dai dich Covid-19”,
https://cand.com.vn/Khoa-hoc-Quan-su/ung-dung-tri-tue-nhan-tao-trong-phong-chong-dai-dich-covid-
19-i626878/, truy cap ngay 04/9/2021.

Centre for Public Impact (2017), “Destination unknown: Exploring the impact of Artificial Intelligence
on Government”, https://www.centreforpublicimpact.org/assets/documents/Destination-Unknown-Al-
and-government.pdf, truy cap ngay 20/3/2021.

Chui, M. M. (2018), “Notes from the Al frontier Insights from hundreds of use cases”,
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/artificial%20intelligence/notes%2
0from%20the%20ai%20frontier%20applications%20and%20value%200f%20deep%20learning/notes-
from-the-ai-frontier-insights-from-hundreds-of-use-cases-discussion-paper.pdf, truy cap ngay 05/8/2020.
McKinsey & Company (2017), Digitally-enabled Automation and Artificial Intelligence: Shaping the
Future of Work in Europe’s Digital Front-Runners,
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/europe/shaping%20the%20future
%200f%20work%20in%20europes%20nine%20digital%20front%20runner%20countries/shaping-the-
future-of-work-in-europes-digital-front-runners.ashx, truy cap ngay 24/11/2018.

Wirtz, B. W. (2019), “Artificial Intelligence and the Public Sector-Applications and Challenges”,
International Journal of Public Administration, https://doi.org/10.1080/01900692.2018.1498103,
truy cap ngay 24/11/2018.

49


https://doi.org/10.1080/01900692.2018.1498103

