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@ng VOi su phat trién vé ciing manh mé cia cugc cich mang cong nghe 4.0, bao hiém truec tuyen
(BHTT) da va dang tro thanh xu hudng moi trong viéc cung cap cac san pham bdo hiém trén khap
thé gidi. O Viét Nam, mét s6 doanh nghiép bao hiém (DNBH) dd manh dan dp dung cong nghé méi trong
hoat dong kinh doanh ciia minh, trong d6 cé6 BHTT. Tuy nhién, BHTT hién van con phdt trién kha khiém ton
va ciing chwa cé nghién ciru ndo tim hiéu vé mirc dé chdp nhdn cia khach hang doi véi dich vu nay. Do do,
nhom nghién ciru da tién hanh khdo sdat nhu cau sir dung BHTT cuia khdch hang dong thoi tim hiéu cdc nhdn
16 anh huong dén y dinh su dung va hanh vi swr dung dich vu BHTT cua khdach hang thong qua mé hinh hop
nhat chap nhan va suw dung cong nghé (UTAUT). Nhom nghzen citu da s dung mo hinh cau truc tuyen tinh
(SEM) dé danh gia moi quan h¢ giita cac nhan 16 trong mé hinh. Két qua nghlen citu cho thdy, nhén t6 nhan
thike riii ro, niém tin, anh hu*o‘ng Xxa hoi va hiéu qua mong doi ¢6 tdc dong dén ¥ dinh sir dung BHTT va méi
quan hé tac dong gita y dinh sw dung va hanh vi s dung BHTT.

Tir khéa: Bdo hiém truc tuyén, UTAUT.

Loi mé dau

Hién nay, linh vuc bao hiém dang phat trién rat
nhanh tai Viét Nam. Trong nhiing nim gan day, khi
nhan thic cia con ngudi vé rii ro tiém an trong
cudc song, s6 lwong hop dong bao hiém duge ky két
da tang 1én dang ké. Hién tuong nay khién cho cac
nha dau tu trong va ngoai nude nhan ra rang, Viét
Nam chinh 1a mét thi trudng tuy méi nhung day
tiém nang cho linh vuc nay. Trong quéa khi, khach

hang thuong tiép can vai cac san pham, dich vu bao
hiém théng qua méi gidi hodc cac dai ly bao hiém.
Tuy nhién, theo sy phat trién cua thoi dai, hién nay,
cac phuong thirc mua va ban bao hiém di duoc da
dang hoéa hon nhiéu nhu giao dich truc tuyén, mua
ban qua ngan hang, qua cac DNBH... Viéc md rong
va da dang hoa mang ludi phan phéi d3 mang lai
nhitng budc tién 16n trong linh vuc bao hiém. Trong
nganh bao hiém, mot sy thay doi theo hudng k¥

Céng trinh la 1 phan céng bé ciia dé i cap nha meée KX.01.30/16-20)
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thuat sé duoc thuc hién trén toan chudi gia tri, trd
thanh mot xu huéng dugc cic DNBH wa chudng
nhim muc tiéu giam thiéu chi phi va nang cao hi¢u
qua ban hang. Sy chuyén déi nay di mang theo ca
co hdi va mdi de doa cho cac DNBH. Trong bai
nghién cuu ciia minh, nhom tac gid tp trung tim
hiéu c4c nhan t6 anh huéng dén y dinh st dung va
hanh vi st dung dich vu BHTT cua khach hang
thong qua mé hinh hop nhét chp nhan va su dung
cong nghé. Két qua nghién ctru da chi ra mdi quan
hé tac dong qua lai gitra cac yéu té trong moé hinh
dén y dinh st dyng va hanh vi st dung BHTT. Qua
d6, nhom nghién ctru cho rang, mé hinh nay s& rat
hitu ich cho cac nha nghién ctru trong linh vyc quan
tri cling nhu 4p dung thuc tién trong linh vuc bao
hiém tai Viét Nam hién nay.

1. Tong quan nghién ciru

Ngay nay, nganh bao hiém da dat dugc nhiing
phat trién quan trong do két qua cua cudc cach mang
cong nghiép 4.0. Nhidu DNBH va nha nghién ciru
da danh su cha y vao su phat trién cua cong nghé dé
tang cuong hi€u qua cua hoat dong kinh doanh va
quan ly.

Ramaswamy Velmurugan (2015) da su dung
phan tich SWOT dé nghién ctru BHTT & An D6. Bai
viét khuyén nghi rang, cac DNBH nén x4c dinh muc
tidu cia viéc ap dung ky thuat s6, didu chinh tu duy
ky thuat s6, chu y dén cac kha ning dang din trong
t6 chirc ciia ho va tdng cudng cac n6 lyc k¥ thuat s6
hién tai ctia ho dé tan dung co hoi ky thuét s6 nay.

Nam 2016, Vién Tai chinh Quoc té (IIF) da hoan
thanh mot nghién ciru ¢ tén “D6i méi trong bao
hiém: Cong nghe dang thay do6i nganh cong nghiép
nhu thé nao” . Nghién ctru cho thdy, dua trén cac
cong nghé mai va ddi méi trong linh vuc bdo hiém,
cie DNBH c6 nhiéu co hoi dé hién dai héa, phit
trién cac san pham va dich vu bao hiém mai va cai
thién mo hinh kinh doanh cua ho. No cling dan den
sy xudt hién ctia nhiéu doanh nghiép méi dang cb
gng cai thién dang ké cach thirc bao hiém dugc lap
rap, mua va trai nghiém theo truyén thong. Cac
DNBH ngay nay phai no luc d6i méi thuong xuyén
va cung cip trai nghiém k¥ thuat sb vuot troi dé
canh tranh v6i cac DNBH méi bang cach chi y dén
nhu cau cua ngudi tiéu dung chua dugc dap Ung,
giam chi phi va cung cap dich vu méi sang tao.
Ngoai ra, viéc xir Iy cac van dé xung quanh quy dinh
di liéu toan dién s€ tro nén quan trong hon, va cac
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co quan quan 1y bao hiém va quy tic bao mat dix ligu
s& can thiét dé xac dinh cach cac DNBH c6 thé st
dung dir lidu va mic d6 tuy bién san phdm c6 sin
cho khach hang.

Antonella Cappiello (2018) da nghién cttu anh
huong cua thanh tyu cong nghé trén thi truong bao
hiém thé gi6i hién tai. Cong ngh¢ anh hudng dén
ting ddi tuong, sua d6i chudi gia tri nganh, dic biét
la suy nghi va tlep can khach hang. Nhiing thay d6i
nay s& cung cip co hdi mai cho linh vuc bao hiém,
nhung chung cling tao ra nhleu thach thirc hon.

Nim 2018, dé tim hiéu nhitng thay d6i xay ra
trong InsurTech, Trung tam thi truong tai chinh
Milken da thyc hién mot phan tich chuyén sau va
dinh lugng vé InsurTech, dua trén nghién ctu hoat
dong cua hon 100 nén tang InsurTech trén toan thé
gi6i. Véi viéc nghién ctu hon 100 nén tang
InsurTech, két qua phan tich cung cap thong tin vé
) luong va gid tri cua cac chinh sach da ban hanh,
yéu cau giai quyét, so tién tai trg von mao hlem
nhéan dugc, cai thién tdc do chung cia mot sb quy
trinh, dit liéu duoc phan tich.

Valentina Gatteschi, Fabrizio Lamberti, Claudio
Demartini, Chiara Pranteda va Victor Santamaria
(2018) da gidi thiéu tong quan vé cac tmg dung tiém
nang va cac truong hop stir dung blockchain va hop
ddng thong minh trong linh vuc bao hiém. Ho cling
dua ra mot phan tich SWOT tong quat hon vé
blockchain, ¢ thé duoc sir dung cho céc linh vuc khac.

Nguyén Thanh Huyén, Tran Thi Thu Trang va Lé
Thanh Huyén (2018) di thyc hién mdt nghién ciru
vé viéc ap dung cong nghé blockchain trong linh
vue bao hiém tai Viét Nam. Trong nghién ctru do,
nhom tac gia da cb gang hé thong hoa Iy thuyét lién
quan dén viéc ap dung cong nghé blockchain trong
cac DNBH. Bai viét cling da chira diém manh, diém
yéu, co hoi va mdi de doa ciia cong nghé nay cho
cac hoat dong bao hiém. Dua trén ly thuyét, nhom
tac gia da thu thap dir liéu vé nganh bao hiém tai
Viét Nam va danh gia kha nang ap dung blockchain
trong nganh nay. Ngoai ra, nghién ctru cling da chi
ra mot s6 kho khan trong viéc ap dung cong nghé va
giai phap nay cho su phat trién cua nganh bao hiém
tai Viét Nam.

Su chip nhén ciia nguoi dung ddi voi cong nghé
thong tin (CNTT) ludn dugc nhiéu tac gia nghién
ctru. Nghién cttu cua Dillion va Morris (1996) da chi
ra rang sy chip nhan cua CNTT la sy sin sang sir
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dung CNTT cho nhi¢m vu ma n6 duoc thiét ké dé hd
tro cho cac nhiém vu. Hon nita, theo nghién ctru cua
Venkatesh va cong su, 2003, y dinh st dung mdt hé
thong CNTT cu thé anh huong dén hanh vi cta
khach hang. C6 nhidu quan diém 1y thuyét da duoc
ap dung trong cac nghién ctru khac nhau lién quan
dén van dé nay. Nhicu nghién ctu s dung y dinh
hanh vi cua cic c4 nhan dé du doan viée sir dung
cong nghé thyc té ctua ho bao gdm Ly thuyét hanh
dong hop ly (TRA) cta Fishbein va Ajzen (1975),
Ly thuyét vé hanh vi c¢6 ké hoach (TPB) ctia Ajzen
(1991) va M6 hinh chap nhan cong nghé cua Davis
(1989) va Ly thuyét thong nhét vé& chap nhan va s
dung cong ngh¢ cua Venkatesh et al. (2003).

2. Tiém ning phat trién bao hiém truc tuyén
tai Viét Nam

Trong thoi gian vira qua, nén kinh té Viét Nam
da dat duoc nhing két qua dang ghi nhan. Mic ting
truong tt di co tac dong tich cuc t6i viée nang cao
doi song nhan dan. Thu nhap binh quan dau ngudi
nhitng nam gan ddy di dat ¢ mirc 2.500 USD/nam
véi dan sd g?m 100 triéu nguoi. Bén canh do, nudc
ta cling da giai quyét dugc mot khéi lwong 16n cong
an viéc lam cho x3 hoi, cu thé: Mdi nam da tao dugc
viéc 1am cho khoang 500.000 lao dong, khién cho ty
1¢ thét nghiép ¢ khu vuyc thanh thi hién nay da dugc
duy tri ¢ mic trén dudi 3,1%. Thu nhép, mac song
va nhu cau cham soc sirc khoe ciia dan cu ngay cang
dugc cai thién, lam tang thém nhu cdu vé bao hiém.
bi doi véi viée doi song nhan dan duge nang cao thi
trinh d6 dan tri va nhan thirc cua dai da s6 cac t?mg
16p déan cu vé bao hiém ciing dang dugc cai thién
dang ké. Pén nay, “bao hiém” khong con la khai
ni¢m xa la d6i v6i nhidu nguoi; ddng thoi, y thirc vé
su can thiét ciia bao hiém ddi véi san xuat va doi
song dang timg budc duoc dinh hinh ngdy mot &
nét trong tu duy cua cdc doanh nghiép cing nhu
trong cong dong dan cu. C6 thé thay, Viét Nam co
tiém ning rt 16n trong linh vyc bao hiém kinh
doanh. Tuy vay, su phat trién ciia bao hiém kinh
doanh méi dang trong giai doan dau v6i muc bao
phu thi truong bao hiém con han ché.

Tai Viét Nam, ung dung cong ngh¢ trong hoat
dong kinh doanh bao hlem dang bat dau duoc cac
DNBH quan tim, phat trién. Theo két qua khao sat
cua Vietnam Report, dai dién cic DNBH tham gia
khao sat cho biét, d6i méi, nghién ctru 4p dung cong
nghé méi trong hé théng quan 1y, phuc vu khach

Ao v o AR

hang 1a wu tién hang dau (chiém 100% phan hdi)
trong chién luoc phat trién cia ho. Budc chan vao
cudc cach mang cong nghiép 4.0, cic DNBH v thiic
dugc viéc su dung cong nghé¢ ky thuat s6 nhu mot
ban dap cho tang truong. 82,4% DNBH cho biét
dang xdy dung chién lugc phat trién Internet di
dong, 64,7% doanh nghiép xay dung chién lugc trén
hai yéu t5 then chdt ciia cach mang cong nghiép 4.0
1a Van vt két ndi (IoT - Internet of things) va Dir
liéu 16n (Big Data). Hién nhidu DNBH phi nhén tho
nhu Bao Viét, PTI, MIC, BIC... da ap dung quan 1y
bdi thudng qua cac thiét bi cong nghé sb hay cac
DNBH nhén tho nhu Prudential, Aviva c6 su hd trg
16n tir cong ty me 13 cac tip doan toan cau di dau tu
vao cong nghé tri tu¢ nhan tao vdi cac chatbot nhim
hd tro viéc kinh doanh.

Hién nay, héu hét ca{c DNBH Viét Nam dang cht
trong phat trién cac ung dung cdng ngh¢ ¢ muc do
co ban nhat nhu ung dung | ban bao hiém trén thiét bi
thong minh, cong ngh¢ tra loi khach hang tu dong,
website so sanh san phdm bao hiém, website ban
hang truc tuyén. Dic biét, cic DNBH nudc ngodi cd
nhiéu lgi thé hon ddi vé6i cac doanh nghiép trong
nuée vi ho di ap dung tng dung CNTT trong hiu
hét cac hoat dong quan ly.

Ung dung trén thiét bi thong minh

Téng Coéng ty Bao hiém Prudential Viét Nam
vura chinh thirc gidi thi¢u dich vy xét nghiém Gene
dinh dudng myDNA véi chlic nang quan ly, cai
thién stc khoe dua trén ma gene di truyén cé nhén.
Qua vi¢éc phan tich nudc bot cua khach hang,
myDNA cung cap nhimg bao céo day du, don gian,
tir d6 tu van cac ché do dinh dudng, tap luyén hop
Iy hang ngdy hay nhan dugc hd tro truc tuyén tir
chuyén gia.

Tong Cong ty Bao hiém VietinBank vira chinh
thirc ra mét Ung dung My VBI, 1an dau xuét hién tai
thi truong bao hiém phi nhan tho Viét Nam, giap
khach hang khai béo bdi thudng, chup anh ton that
Xxe co gidi tai hién truong, hudng dan boi thuong
bao hiém truy van thong tin bdi thudng bao hiém,
tra ctru Gidy chtng nhan va hoa don dién tur.

Tong Cong ty Bao hiém FWD 1a doanh nghiép
tién phong phat trién cong nghé trong linh vuc bao
hiém. M¢ dau trong chién dich kinh doanh nay 1a viéc
hop tac voi chuyén trang thuong mai dién tir Tiki.vn.
Bén canh do, vao diu nam 2018, F WD tung ra giai
phap gitp khach hang tham gia san pham “FWD don
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dAu thay d6i” c6 thé truy cap thong tin tai khoan hop
ddng bao hiém va rit tién tir hop dong BHTT.

AIA Viét Nam ciing rit chu trong trong viéc Gmg
dung cong nghé méi. Cong ty ny da trién khai phin
mém tng dung iPoS (interactive Point of Sale) trén
may tinh bang iPad trong kinh doanh BHNT, hay
viéc tmg dung i-Service nhdm nang cao chét lugng
dich vu cham so6c khach hang...

Generali Viét Nam ciing cho ra mit Gng dung
gitip xir 1y nhanh quyén loi bao hiém mang tén
GenClaims. Dac diém cua dich vu nay la khach
hang khong can dén van phong cua Generali, khong
can cho den khi Generali nhan dugc chung tir goc
ma chi can mat 5 phat dé giri yéu céu giai quyét
quyén loi bao hiém; chd 30 phut dé nhan dugc phan
hdi tir Generali va phﬁn 16n cac yéu cau dugc chip
nhén s€ chi tra trong vong 24 gio.

Bao Viét lién tuc ra mit hang loat phﬁn mém
quan 1y va tmg dung tryc tuyén hiru ich nhu Baoviet
Online; Baoviet Pay; Baoviet Direct,... nhim cung
cip cac giai phap vi dién tir an toan, co thé chu dong
lya chon va truc tiép mua san phém bao hiém nhu
bao hiém xe 6 t0, xe may, bao hiém stic khoe, bao
hiém ung thu... trén tng dung.

Moi day, Manulife Viét Nam ciing gioi thi¢u ra
thi truong Gng dung cong nghé gitip khach hang
hoan tat va ndp chimg tir yéu cau BH chi trong vong
1 phut voi tén goi EasyClaims. Chi véi 3 budce la:
nhdp thong tin ca nhan; chon phuong thuc thanh
toan; tai Ién anh chup chung tr, khach hang dé dang
hoan thanh thu tuc yéu cau boi thuong bao hiém, rat
gon dang ké so voi qua trinh giao dich thuong thiy.

Cong nghé ChatBot

Bugc phat trién trén tng dung nhin tin tryc
tuyén Facebook Messenger, Prudential Viét Nam da
cho ra mit img dung PruBot - ing dung dya trén nén
tang AL Vi san phadm nay, Prudential 1a DNBH dau
tién dwa cong nghé ChatBot vao chwong trinh tu vn
cho khach hang trén mang xa hoi.

Trang Web bdn hang truc tuyén

Hau hét cac DNBH 16n da va dang co ké hoach
phat trién dong san pham cua minh thong qua
Internet. Mot s6 doanh nghiép ty mo mot website
cua riéng ho nhu Prudential (v6i e.prudential.
com.vn) hay PTI (v6i epti.vn). Hay véi viée lién két
v6i dbi tac ban hang truc tuyén sin co trén thi
truong voi phuong thic cia Bdo Viét Life (phan
phéi san pham thong qua Vi dién tr MOMO) hoic
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t6 chtrc ban SPBH vé6i quyén loi hip dan ctia FWD
trén trang ban hang truc tuyén Tiki.vn. .

Trang Web so sanh cdc sin phém bdo hiém

Vi giao dién don gian, dé hiéu, cac trang web chiu
trach nhiém tong hop va tim ra nhitng SPBH phu hop
nhét theo timg tiéu chi ma khach hang dua ra. Vi du
nhu trang web https:/smartbuddy.vn/, https://www.
gobear.com/vn, https://www.adayroi.com/...

Trang web cung cip théng tin chi tiét vé sin
phiam cho khich hang

Cong ty Bao hiém Manulife di nim bat cac xu
hudng k¥ thuat sé thong qua viée gidi thiéu cong cu
Manu-IPRO, mét cong cu hd trg kinh doanh dién tir
danh cho doi ngii dai Iy va ngan hang ddi tac cua
Manulife Viét Nam. Manu-iPro cung cap cho khach
hang nhitng thong tin vé san pham, ciing nhu gitp
khach hang hiéu cin k& quyén loi, mirc phi va nhiing
hang muyc bao hiém phu hop nhanh chong va tién loi
bang cac bang minh hoa chi tiét..

Tom lai, Viét Nam 1a mot quoc gia c6 tiém ning
vé bao hiém. Pung trude nhitng co hdi va thach thirc
ma cudc cach mang cong nghiép lén thir tw mang lai,
cac DNBH Viét Nam ciing dang no luc hét sirc dé
hoa nhép va phat trién dua trén nén tang cong nghé
san c6. Tuy nhién, dé dat dugc hiéu qua cao, thanh
cong khong chi dua vao cac DNBH ma con phuy
thudc rat nhidu vao sy tiép nhan tir phia khach hang.

3. Phwong phap nghién ciru

M@ hinh va cdc gia thuyét nghién civu

Nghién ctru str dung 1y thuyét hop nhét chap
nhén va st dung cong ngh¢ (UTAUT) dugc phat
trién boi nha nghién clru Venkatesh va cong su
(2003). Ly thuyet nay tap trung vao cac dong luc
cho hanh vi cua nguoi tiéu dung cong nghé. Mo
hinh nghién ctru dugc thé hién qua so d6 1. M6 hinh
nghién ctru. Theo d6, mé hinh bao gém 8 nhan td.
Trén co s& md hinh dé xuat, nhom tac gia dua ra cac
gia thuyét nhu sau:

H1: Hiéu qua mong dogi c6 anh huong tich cuc
to1 y dinh st dung BHTT

H2: Nb luc ky vong c¢6 anh hudng tich cuc téi y
dinh st dyng BHTT

H3: Anh hudng xa hdi ¢ anh hudng tich cuc toi
y dinh stt dung BHTT

H4: DPiéu kién thuan loi c6 anh hudng tich cuc
to1 y dinh st dung BHTT

H5: Diéu kién thuan loi c6 anh hudng tich cuc
to1 hanh vi st dung BHTT

=
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H6: Nhan thuc rai ro ¢6 anh hudng tiéu cuc toi ¥
dinh su dyng BHTT

H7.1: Niém tin ¢6 anh hudng tich cuc téi higu
qua mong dgi

H7.2: Niém tin ¢6 anh huéng tich cuc téi nd luc
ky vong

H7.3: Niém tin c6 anh huong tich cyc toi nhan
thue riii ro

H7.4: Niém tin c6 anh hudng tich cyc t6i y dinh
su dung BHTT

HS: Y dinh c6 anh huong dén hanh vi sir dung
BHTT

Téng thé nghién cttu dugc xac dinh la toan bd
khéach hang cé su dung bao hiém truc‘tuyén tai Viét
Nam. Tuy nhién sir dung nghién ctru tong thé 1a viéc
lam bat kha thi (Nguyén Cao Vin va Tran Thai
Ninh, 2009). Vi vy nghién ctru nay str dung nghién
ctru tir mau didu tra. Do nhimg han ché vé kinh phi
va thoi gian thuc hién nén nghién ctu s dung cd
mau ti thiéu dam bao tinh tin cy cho nghién cuu.
Nhom nghién ctru stir dung nguyén tac nhan 5 (tirc 1a
& mau t6i thiéu bang sé cau hoi trong mé hinh nhén
5 (Hoang Trong & Chu Nguyén Mong Ngoc, 2008).
Thém vao d6, nhém nghién ctiru da lya chon pham

Hiéu qua mong doi

NG luc ky vong

@ TRI KINH DOE

vi nghién ctru tai dia ban thanh phd Ha Noi do déc
diém cua san pham bao hiém tryc tuyén ma cac cong
ty cung cip trong giai doan dau thuong khach hang
tai cac thanh phd 16n 1a nhom c6 thu nhép t6t, trinh
d6 dan tri cao va co hiéu biét va quan tdm nhit dinh
vé cac ting dung cong nghé thong tin. Do d6 nhoém
nghién ctru da tién hanh khao sat bang bang hoi dbi
v6i 350 khach hang trong khu vuc thanh ph Ha
Noi, bao gdm ca khach hang da sir dung va chua st
dung dich vy BHTT. Trong s6 phiéu da thu vé, c6
257 phiéu tra 161 hop 18 va ty 1& thu vé dat 73,4%.

Thu thdp va xuw ly dii liéu

Thang do duoc st dung tir nghién cuu cua
Venkatest & cong su (2012), Laukkanen &
Kiviniemi (2014), Ahmad & cong su. Bang hoi cam
nhan cua khach hang vé cac nhan t6 duoc su dung
thang do Likert 5 diém, tir rat khong dong y (1) den
rit dong y (5). Dir liéu dugc xir 1y bang phan mém
SPSS 20.0 va AMOS 7.0.

4. Phan tich dir liéu va két qua nghién ciru

4.1. M6 ti méu diéu tra

Vi 257 phiéu khao sat hop 18 thu vé, két qua
khdo sat cho thdy, phan 16n khach hang mua bao
hiém phi nhén tho véi 155 phiéu (chiém 60,31%) va

Niém tin

Anh huong xa hoi

\ 4
Y dinh sir dung

biéu kién thuan loi

A 4
Hanh vi st dung

Nhan thirc rui ro

(Nguon: Venkatesh va cong sw (2003))

A\ 4

So dd 1: M6 hinh hinh nghién ciru
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102 khach hang (chiém 40%) khach hang mua bdo
hiém nhan tho. Két qua diéu tra theo nhan khau hoc
cho thay, ty 1& khach hang theo hai giéi tinh kha can
bang v6i 45,14% la khach hang nam va 54,8% la
khach hang ntr. Phén 16n khach hang dwoc khao sat
c6 do tudi tir 20 dén 50 tudi (chiém 87,55% trén
téng sé khach hang). V& trinh d6 hoc vin, khoang
hon 80% khach hang t6t nghiép dai hoc va sau dai
hoc. Thém vao do, sb liéu théng ké ciing cho thiy
nhém c6 thu nhap kha va tdt (tir 7,5 triéu ddng/thang

tro 1én) chiém 77,82% trén tong s6 khach hang dugc
khao sat. Con nhom thu nhép thip dudi 7,5 triéu
ddng/thang chiém ty trong nho (22,18%) trong tong
s6 khach hang duoc khao sat.

4.2. Théng ké mé td cdc bién trong moé hinh

Nhoém nghién ciu st dung chi tiéu gia tri trung
binh va phuong sai trong théng ké mé ta cac bién
ciia mo hinh. Bang 2 dudi day mé ta két qua thong
ké mé ta cua cac bién trong mé hinh nghién ciru.

Bang 1: Két qua diéu tra khach hang (N=257)

(Nguon: Nhém tdc gia tong hop tir SPSS 20.0)
khoa hoc

Tiéu chi Tan suat Ty 1é phan trim
Gi6i tinh
Nam 116 45.14%
Nir 141 54.86%
Trinh d9 hoc vin
Chua t6t nghiép THPT 0 0.00%
T6t nghiép THPT 43 16.73%
Tt nghiép cao dang, dai hoc va sau 214 83.27%
dai hoc
Tudi
0 - 20 tudi 12 4.67%
21 - 30 tudi 57 22.18%
31 - 40 tudi 108 42.02%
41 — 50 tudi 60 23.35%
Ttr 50 tudi tré 1én 20 7.78%
Thu nhap theo thang
Tir 0 dén duéi 5 triéu dong/thang 39 15.18%
Tir 5 dén duéi 7.5 triéu dong/thang 21 8.17%
Ttr 7.5 dén dudi 10 triéu dong/thang 87 33.85%
T 10 triéu dong/thang trg 1én 113 43.97%
Loai san pham bzo hiém
Béo hiém nhan tho 102 39.69%
Bao hiém phi nhén tho 155 60.31%

=
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Bang 2: Thong ké mé ta cdc bién trong mé hinh nghién ciru

Tén bién No of Mean Std. Dev
Items

HQUA Hiéu qua mong doi 3 291 0.94
NO_LUC NG luc ky vong 4 2.30 0.76
AHUONG Anh huéng xa hoi 3 2.54 0.91
DKTL Diéu kién thuan loi 4 2.58 0.72
RUI_RO Nhan thirc rii ro 4 4.12 0.70
NIEM_TIN Niém tin 3 2.51 0.88
Y_DINH Y dinh st dung 3 2.05 0.65
HV Hanh vi sir dung 4 2.60 0.65

(Nguon: Nhom tdc gid tong hop tir SPSS 20.0)

4.3. Phiin tich nhén té6 kham pha

St dung phwong phap trich Principal Axis
Factoring voi phep xoay Promax (Gerbing &
erson, 1988) voi hé s6 tai > 0,5 (Hair & cong su,
1998) d6i voi ca bién doc 1ap va bién phu thudc (sir
dung thang do Likert). Thuc hién kiém dinh
Bartlett xem xet gia thuyét vé do twong quan gitta
cac bién quan sat (Trong, 2008). Két qua phan tich
EFA lan 1 cho thdy, tong phuong sai trich bang
56.97% (> 50%), KMO 1a 0.841 (> 0.5) va kiém
dinh Bartlett c6 y nghia thong ké (Sig. <0.05). Két
qua EFA lan 1 cho thdy, cac bién quan st
NO LUC2, RUI_ RO4 va RUI ROS5 c¢6 hé sb tai
<0.5, nén cac bién nay bi loai khoi mo hinh. Két
qua EFA lan 2 cho thay, téng phuong sai trich 1a
59.59% (> 50%), KMO dat 0.85 (> 0.5), kiém dinh
Bartlett c6 y nghia thong ké (Sig. <0.05).

Sau khi phan tich kham pha EFA, mo hinh
khong co su khac biét voi md hinh nghién cuu, chi
co mot s bién quan sat khong dém bao du tin cay
nén loai ra khoi bién nghién cuu. Khéng co nhom
nhan t6 moi.

4.4. Phén tich nhén t6 khdng dinh (CFA)

Két qua phan tich nhan t6 khing dinh cho thay,
mo hinh nghién ctu thich hop véi dir liéu thi
truong voi cac két qua dat duge 1a CMIN/Af =
1.190 < 2, RMSEA = 0.028 < 0.06. Gia tri TLI =
0.976; GFI = 0.909; CFI = 0.980 thoa min diéu
kién > 0,9; PCLOSE = 1,000 > 0.05. Két qua P-
value cua cac bién quan sat biéu dién cac nhén t6
déu co gia tri Sig.= 0,000. Do do, cac bién quan sat

duoc khang dinh co kha ndng biéu dién tot cho
nhan t6 md hinh CFA. ‘

Bén canh do, két qua phan tich nhan t6 khéng
dinh cling cho thay cac trong s6 (chuan hoa) déu >
0,5 va cac trong so (chua chuén hoa) déu co y nghia
thong ké (Sig.<0,000), Phuong sai trich (AVE) >0,5
nén cac khai niém dat duoc gia tri hoi tu. Két qua
phan tich ciing cho thdy, cin bac hai cua AVE 16n
hon cac tuong quan giita cac bién v6i nhau, gia tri
MSV nho hon AVE. Do viy, tinh phan biét dugc
dam bdo.

4.5. Kiém dinh dg tin cdy

Két qua phan tich cho thdy, gia tri Cronbach’s
Alpha cua timg nhan t6 déu 16n hon 0,7 va gia tri hé
sO tuong quan blen téng dat murc 16n hon 0,3. Ngoai
ra, d0 tin cdy tong hop 16n hon 0,7 va gia tri phuong
sai trich cua timg nhén t6 déu 16n hon 0,5. Nhu vay,
cac nhan t6 trong md hinh dam bao d9 tin cay.

4.6. Mo hinh ciu triic tuyen tinh (SEM)

Ket qua phan tich céu trac tuyén tinh SEM cho
thay cac gia tri déu thoa man nén mo hinh hoan toan
phu hop voi dir ligu thi truong va co thé dung dé
kiém dinh cac moi quan h¢ dugc ky vong va da néu
ra trong mo hinh gia thiét (Hinh 2).

Theo két qua phan tich ta thiy, nhan t6 nd luc ky
vong va diéu kién thuan loi khong c6 anh hudng dén
¥ dinh st dung BHTT, nhan t6 diéu kién thuan loi
khong anh huéng dén hanh vi st dung (gia tri P-
Value > 0.05, khong c6 y nghia thong ké). Co the
thay, két qua nay phan dnh mot thyc té 1a hién co rat
nhiéu khach hang st dung dién thoai thong minh, c6
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Bang 3: Két qua phan tich nhén t6 kham pha

Bién Ma hoa Factor Loadings
Nhan t6 1 HQUA1 0.800
Hiéu qua mong doi HQUAS 0.764
(3 nhan t6) HQUA2 0.733
Nhén t6 2 NO _LUC4 0.816
N& luc ky vong NO_LUC3 0.794
(3 nhan td) NO_LUC1 0.570
Nhan t6 3 AHUONG1 0.889
Anh huong x3 hoi AHUONG?2 0.791
(3 nhan t6) AHUONG3 0.565
Nhan t6 4 DKTL3 0.877
Diéu kién thuan loi DKTL2 0.812
(3 nhan td) DKTL4 0.779
DKTL1 0.556
Nhén t0 5 RUI_RO2 0.775
Rui ro RUI_RO3 0.736
(3 nhan td) RUI_RO1 0.685
Nhan t6 6 NIEM_TIN3 0.831
Niém tin NIEM_TIN2 0.682
(3 nhan td) NIEM_TIN1 0.575
Nhan t6 7 Y_DINH2 0.794
Y dinh st dung Y_DINH3 0.792
(3 nhan td) Y_DINH1 0.774
Nhan t6 8 HV4 0.767
Hanh vi str dung HV3 0.715
(4 nhan td) HV2 0.703
HV1 0.512

(Nguon: Nhom tdc gid tong hop tir SPSS 20.0)
két noi internet nhung ho khong ¢6 ¥ dinh s dung
BHTT. Dé tim hiéu 15 hon nguyén nhéan ciia van d¢,
nhom nghién ciru da phong van khach hang va két
qua 1a gan 35% khach hang tra 10i rang ho khong
biét gi vé BHTT, gan 50% khach hang tra 10i rang

khoa hoc

mua BHTT déi voi ho
kha rui ro. Ngoai ra, nhan
t6 nd luc ky vong ciing
khong c6 tac dong dén ¥
dinh st dung BHTT. Vén
dé nay co thé duoc ly giai
la do khach hang, dac biét
la nhém khach hang tre,
rat hiéu va d& dang tmg
dung cong ngh¢ thong tin
trong viéc mua bao hiém
nén viéc ho quyét dinh co
mua BHTT hay khong
khong phuy thudc vao
nhan t6 nay. Ho chi yéu
quan tdm can nhic loi ich
va rui ro khi st dung dich
vu hon la cach thirc thao
tac & mua san pham trén
may tinh hay di¢én thoai.
Thém vao d6, két qua
nghién ctru con cho thiy
nhan t niém tin co tac
dong dén nhan thte roi
ro, hi€u qua mong dgi va
nd luc ky vong. Theo do,
khi niém tin ting 1én thi
nhén thuc rii ro giam
xudng va nhan thirc rui ro
¢6 tac dong nguoc chidu
dén y dinh st dung
BHTT (Bang 6).

Cin cu vao thu tu
hé sé hoi quy chuan
héa ta co thé thiy duoc
thu tu tdc dong cua cac
yéu t6 nhu sau: (Bang
7; Bang 8)

Két qua bang 8 cho
thay:

- Gia tri R2 véi hoi
quy cta bién phu thudc
RUI RO la 0.064. Nhu
vy, bién doc lap

NIEM_TIN giai thich dugc 6.4% su bién thién ciia

bién RUI RO.

- Gia trj R2 v6i hoi quy cia bién phu thude
HQUA 1a 0.179. Nhu vay, bién doc lap NIEM_TIN

=

36 thuong mai

S6 135/2019



G 7 s A

Bang 4: Két qua kiém dinh tinh phan biét cia thang do

AVE | MSV | NO_LUC | AHUONG | DKTL | HQUA | NIEM_TIN | RUI_RO | Y_DINH | HV
NO_LUC | 0.505 | 0.073 0.711
AHUONG | 0.622 | 0.302 | 0.254** 0.789
DKTL 0.573 | 0.027 0.072 0.151* 0.757
HQUA 0.608 | 0.319 | 0.266** 0.446*** 0.067 0.78
NIEM_TIN | 0.549 | 0.391 | 0.271** 0.388*** | 0.166* | 0.370*** 0.741
RUI_RO 0.526 | 0.13 -0.170* -0.117 0.001 | -0.228** -0.226** 0.725
Y_DINH 0.644 | 0.416 | 0.227** 0.550*** 0.1 0.517*** 0.583*** ) 0.802
0.361***
HV 0.518 | 0.416 0.176* 0.502*** -0.04 | 0.565*** 0.625*** ) 0.645*** | 0.72
0.324***
(Nguon: Nhom tdc gid tong hop tir SPSS 20.0)
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(Nguén: Nhém tac gia tong hop tir AMOS 7.0) ‘
Hinh 1: Két qua phan tich nhdn to khang dinh
khoa hoc =
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Bang 5: Két qua kiém dinh do tin cdy ciia thang do

Tén bién So Cronbach’s | CR AVE

nhéan Alpha

t6

HQUA Hiéu qua mong doi 3 0.821 0.823 0.608
NO_LUC NG& luc ky vong 4 0.751 0.752 0.505
AHUONG Anh huong x3 hoi 3 0.823 0.831 0.622
DKTL Diéu kién thuan loi 4 0.831 0.839 0.573
RUI_RO Nhan thirc rii ro 4 0.684 0.769 0.526
NIEM_TIN Niém tin 3 0.785 0.784 0.549
Y _DINH Y dinh st dung 3 0.843 0.844 0.644
HV Hanh vi sur dung 4 0.805 0.811 0.518

(Nguon: Nhém tdc gia tong hop tir SPSS 20.0)
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(Nguoén: Nhom tdc gia tong hop tir AMOS 7.0)
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Hinh 2: M6 hinh cdu tric tuyén tinh

giai thich dugc 17.9% su bién thién cua bién
HQUA.

- Gia tri R2 véi hdi quy cua bién phu thude
NO _LUC la 0.107. Nhu vay, bién doc lap
NIEM_TIN giai thich dugc 10.7% su bién thién cua
bién NO_LUC.

khoa hoc

- Gia tri R2 v&i hoi quy cua bién phu thudc
Y DINH la 0.616. Nhu vay, cac bién doc 1ap co y
nghia thong ké giai thich dugc 61.6% su bién thién
ctia bién Y DINH.

- Gia tri R2 v6i hoi quy ciia bién phuy thuoc HV
1a 0.523. Nhu vay, bién doc 1ap Y DINH giai thich
duoc 52.3% su bién thién cua bién HV.
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Bang 6: Hé s6 hoi quy

' QuAN

| el

TRI KINH DOE

(Nguon: Nhom tdc gid tong hop tir SPSS 20.0)

thong giao duc mot cach toan
dién nham nang cao dan tri

Estimate S.E. C.R. P R

toan dan vé bao hiém truc
HQUA  [<—-- | NIEM_TIN 434 081 5.347|  ***| {\vén néi riéng va bao hiém

NO_LUC [<--- | NIEM_TIN 321 078 4125| ***| cong nghé cao noi chung.
RUILRO |<— | NIEM_TIN ~170]  054] -3119] .o002| V@ phia cic doanh
— nghiép bao hzgm.‘ ’ ,
Y DINH [<- | HQUA 188 .049 3.792 DNBH cin phat trién
Y DINH |[<-- | NO_LUC -.026 .048 -539| .590| mang luoi giao dich truc
Y_DINH [<-— | AHUONG 239 .052|  4572| | tuyén vé ca chicu rong (ting
- s0 luong kénh va s6 luong
Y DINH |<- | DKTL -.014 .043 -322|  747| . , X .
cong ty st dung kénh phan
Y DINH |<-- | RULRO -.236 072 -3.282| .001| phdi truc tuyén) 1an chiéu sau
Y DINH [<-- | NIEM_TIN 305 .067 4542| x+x| (tang chat luong kénh phan
HV <— | Y_DINH 596|  .076 781L| | PhOD- Neodi ra, cic DNBH
can co nhiing chinh sach va
HV <--- | DKTL -.062 039  -1594| .111| chyong trinh nhdm thu hat

thém nhiéu khach hang st

Bién chiu tic dong

., dung phuong thuc
Bang 7: Thir ty tac dong cua cdc yéu to giao dich truc
tuyén. Do do

Thit tyr bién tac dong

DNBH can day

Y DINH

NIEM_TIN > AHUONG > RUI_RO >HQUA

manh thuc hién
mot sO phuong

(Nguon: Nhom tdc gid tong hop tir SPSS 20.0)

phap marketing,

ca trén kénh
Bang 8- Squared Multiple Correlations or}line l‘én trén
_ _ i bao, dai, tivi,
Chi Nhén thtrc Hi¢u qua NO luc Y dinh Hanh vi email...
tiéu rui ro mong dgi | kyvong | stdung | sirdung gé,’ lugn
o et qua
Gia tri 0.064 0.179 0.107 0.616 0.523 nghién ctu cho

(Nguon: Nhom tdc gia tong hop tir SPSS 20.0)

Dé phat trién bao hiém truc tuyén & Viét Nam,
nhém nghién ciru xin dé xuat mot sd giai phap
nhu sau:

* Vé phia chinh phii:

Su hd tro, tao diéu kién tir phia nha nuoc la rat
can thiét voi mot s6 bign phép tiéu biéu nhu sira doi,
b6 sung kip thoi cac dleu luat vé giao dlCh thanh
toan qua cong nghe hay ap dung dong bo cac co ché,
chinh sach khuyén khich, vu dai cho hoat dong cong
ngh¢ cao & cac DNBH. Thém vao do, can hon nita
su hop tac gitta nganh lién quan dé cai thién hé

thdy BHTT ¢ Viét

Nam dang trong
giai doan dau véi s6 lugng nguoi sir dung con khiém
tén va hau hét khach hang hién nay tiép can véi dich
vu bao hiém qua kénh ban hang truyén théng. Ngoai
ra, nghién ctru ciing chi ra mo hinh hop nhat chip
nhan va st dung cong nghé 1a thich hop dbi véi
BHTT ¢ Viét Nam. Ciing theo két qua nghién ciru
nay, cac DNBH can nd lyc hon trong vi¢c tao ra giao
dién than thién voi nguoi st dung hon va tich cuc
quang ba BHTT dé khach hang thiy dugc loi ich
thiét thuc khi st dung BHTT. Thém vao d6, nghién

khoa hoc
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ctru nay di cho thiy su tac dong cua cac bién nhan
thirc raii ro, niém tin, anh hudng xa hoi va hiéu qua
mong doi dén y dinh sir dung BHTT ciing nhu mdi
quan hé giita hai bién ¥ dinh str dung va hanh vi st
dung BHTT. &
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Summary

Along with the robust development of the
Industrial Revolution 4.0, online insurance has
become a new trend in providing insurance products
over the world. In Vietnam, several insurance com-
panies have proactively applied modern technolo-
gies in their business including online insurance.
However online insurance is still limited, and there
are no studies on customer’s acceptance of this serv-
ice. Therefore, the research group investigates cus-
tomer’s demand for online insurance and factors
influencing online insurance use intention and
behaviour of the customer under UTAUT (The uni-
fied theory of acceptance and use of technology).
The research group adopts SEM (Structural
Equation Modeling) to assess the relationship of the
elements in the model. The research results show
that the factors of risk awareness, belief, social
impacts, and the expected effectiveness have influ-
ence on the intention to use online insurance and the
inter-relationship between the intention and the
behaviour of using online insurance.
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