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?fﬁmﬂng bado hiém phz nhan tho Viét Nam hinh thanh mudn so véi cac nudc trén thé gioi nhu"ng

Ngay nhdn lgi:

da khong ngung mo rong, tung budc dap vng diroc cac nhu cau vé bado hlem cua cdc to chirc va
cd nhan trong xa hoi. Tuy nhién, xét mot cach toan dién thi quy. mé va toc dg phat trién ciia nganh bdo hiém
phi nhan tho ¢ Viét Nam hién con thap, chua tiong xu'ng VOi tiém nang va chwa dap vng nhu cau cua nguoi
tham gia bao hiém. Nghién ciru nay nham chi ra cac nhan 16 anh hwéng dén sy hai long cia ngu'O’z tham
gia bao hiém phi nhan tho ¢ Viét Nam dé de xudt céc ham y quan tri cho cac DNBHPNT nham nang cao
hiéu qua kinh doanh trong thoi gian téi. Két qua cho thay, suw tin c¢dy va hinh anh DN, sy dap ung, diéu
khoan san pham phwong tién hivu hinh co danh hu"ong dén sw hai long cia nguoi tham gia bao hiém va c6

moi quan hé gitta sw hai long va sw trung thanh ciia khdch hang.

Tir khéa: SERVQUAL; Bdo hiém phi nhan tho

1. Gi6i thi¢u

Trong nén kinh te thi truong, viéc cung cip cac
san phim dich vu nhim tao ra sy hai long cho khach
hang duoc thira nhan nhu nhung bién phéap hiéu qua
dé tao ra loi thé canh tranh va phat trién cho doanh
nghi¢p. Tuy nhién, cac nghién ciru nham phat trién
hoat dong bdo hiém phi nhéan tho & Viét Nam chu
yéu tap trung vao phan tich cac chinh sdch vi mo,
phan tich dir li¢u thir cép cua nghanh dé dua ra
nhitng danh gia vé thyc trang hoat dong hon la
hudng t6i tim hiéu su mong doi cua nguoi tham gia
bao hiém nham dap g dé mang lai sy hai long cho
ho. Do do, viéc ning cao chat luong dich vu nham
gia tang sy hai long dbi véi ngu’(n tham gia bao hiém
1a mot yéu cau cip bach ciia cac DNBHPNT. Trong
nghién curu nay, tac gia xay dung mo hinh 1}'1 thuyét
cac nhan t anh ~huong dén sy hai long cua nguol
tham gia bao hiém phi nhan tho dya trén mo hinh
chat luo*ng dich vu SERVQUAL va tién hanh khao
sat cac khach hang cua mot s0 DNBHPNT ¢ Viét
Nam. Nghlen ctru ciing da phéan tich mo hinh cau
truc tuyen tinh SEM nham kiém dinh cac gia thuyet
nghién ctru va danh gia mic d¢ anh hudng cua cac
nhan t6 dén sy hai long cua nguorl tham gia bao
hlem phi nhén tho. M6 hinh nay s€coy nghla thuc
tién doi vo6i kinh doanh cua cac DNBHPNT ¢ Viét
Nam nham khai thac tiém ning cua thi trudng.

2. Co's6' ly thuyét va mo hinh nghién ciru vé
su hai long cia khach hang

Cho dén nay c6 rat nhidu cong trinh nghién ctru
vé su hai long cua khach hang. Theo Oliver (1980),
su hai 1ong 1a ham sb cua sy mong doi, cam nhén
cung voi khoang céch gitra cdm nhan va mong doi.
Con theo Parasuraman va ctg (1988) su hai long
ctua khach hang la phan mg cta ho vé su khac biét
cam nhan g1u’a kinh nghiém da biét va sy mong doi.
Jamal va cong sy (2002) da mo ta sy hai long cua
khach hang nhu la sy dap Gng day du nhit mong doi
cua khach hang. Hansemark va Albinsson (2004)
cho rang su hai long cua khach hang 1a 1 thai do
tong thé ctia khach hang d6i vai 1 nha cung cip dich
vy, hodc 1 cam xuc phan Gng vai sy khac biét giira
nhiing gi khach hang du dodn trudc voi nhfrng gi ho
tiép nhan, ddi voi sy dap ung 1 s6 nhu cau, muc tiéu
hay mong muén. Philip Kotler (2007) cho rang su
hai long cua khach hang la muc d¢ trang thai cam
giac cua 1 nguorl bat ngudn tir viée so sanh két qua
thu dugc tir viée tiéu ding san pham/dich vu véi
nhitng ky vong cua anh ta. Muc d6 hai long phu
thudc su khac biét gilra két qua nhan duoc va ky
vong. Tuy ¢ cach dién dat khac nhau nhung nhin
chung cac nghién ctru déu coi su hai long nhu cam
giac cua khach hang khi sian pham, dich vu déap tmg
dugc cac ky vong cu thé cua ho.
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Bén canh do, cling c6 nhiéu nghién ctru vé cac
nhan t6 anh huong den sy hai long cua khach hang.
M4 hinh SERVQUAL cua Parasuraman (1988) cho
rang sy hai long cua khach hang dugc quyét dinh
boi nhan to chat luong dich vu (duoc do luong
thong qua 5 nhén t6: Su tin cdy, sy dép Ung, su hiru
hinh, sy dong cdm va nang lyc phyc vu). Day 1a mo
hinh dugc nhiéu nha nghién ctru déng tinh nhu Kim
va cong su (2004), Seth va cong su (2008), Bala va
cong su (2010), Hanzaee & Nasimi (2012). Trong
khi d6, Andaleeb & Conway (2006) va Kaura(2012)
lai cho rang cam nhan vé gia hay Kang & James
(2004) cho rang hinh anh doanh nghiép anh huorng
dén sy hai long cua khach hang. Céac nghién clru
cling cho thay sy hai long c6 moi quan hé véi long
trung thanh cta khach hang. Theo Kim va cong su
(2004); Hanzaee & Nasimi (2012) thi khach hang
hai long hon thuong c6 xu hudng trung thanh voi
doanh nghiép hon.

Mb hinh chat luong dich vu cua Parasuraman va
ctg (1985) cho chung ta mot birc tranh tong thé vé
chat lugng dich vu. Parasuraman & ctg khing dinh
rang thang do SERVQUAL la thang do hoan chinh
\ chat lu’ong dich vy, dat gia tri va do tin cdy va co
thé dugc ung dung~ch0 moi loai hinh dich vu khac
nhau. Tuy nhién, moi nganh dich vu cu thé ¢6 nhiing
dac thu rleng va nhiéu nha  nghién ctru cling da kiém
dinh m6 hinh nay tai nhiéu linh vuc dich vu ciing
nhu tai nhleu thi truong khac nhau.

Bao hiém phi nhan tho 1a mot san pham dich vu
dac thu véi chu trinh kinh doanh ddo ngugc trong d6
DNBH ph1 nhan tho ¢6 doanh thu (phi bao hiém)
trudce va chi tra (boi thuong) sau cho ngudi mua bao
hlem khi phat sinh rui ro trong hgp dong. Khong
glong nhu cac hang héa dich vu thong thuo‘ng,
nguoi ban bao hiém 13 ban mot 101 hira con ngu’m
mua bao hiém la mua mot niém tin. Do d6, ngudi
tham gia bdo hiém mong doi DNBH ph1 nhan tho
phai luon san sang | hd trg khi ho gap rui ro, gitip ho
khic phuc nhung ton that dé 6n dinh san xuat kinh
doanh va cuc song Chinh vi vay, sy hai long cua
khach hang d6i voi dich vu bao hiém phi nhan tho
cling c6 nhiing dic trung so véi cac dich vu khac.

3. Phuwong phap nghién ciru

3.1. M6 hinh nghién cvru sy hai long ciia nguoi
tham gia bio hiém déi véi dtch vu bdo hiém phi
nhdén tho ¢ Vi¢t Nam

Thong qua viéc tong quan tai li¢u, nghién ciu
xac dinh khung 1y thuyét 1am co s¢ dé xuat mo hinh,
gia thuy¢ct nghién ctru va xay dung thang do, bén
canh d6 nghién ctru dinh tinh con dugc thuc hién
bang ky thuat phong van chuyén sau dé kham pha,

khoa hoc

didu chinh va bd sung thang do chét luong dich vu
BHPNT va xay dung mo6 hinh ly thuyét vé mdi quan
h¢ giira cac thanh phan chat luong dich vu BHPNT
voi sy hai long cua khach hang.

M@ hinh sy hai long va chat luong dich vy theo cac
nha nghién ctru dugc biéu hién thanh phuong trinh:

Sw hai long = p1. XI + 2. X2 +... + fn. Xn

Trong do:

Xn: Biéu hién thanh phan dich vu thtr n

Bn: Ia cac tham 50 .

Dua trén nén tang mo hinh duogc phat trién tur
thang do SERVQUAL (Parasuraman va cdng su,
1985), 1y thuyét vé& su hai long cua khach hang
(Oliver, 1993), anh huong cua hinh anh doanh
nghiép dén sy hai long cua khach hang (Kang &
James, 2004) ket hop voi ket qua ngh1en ctru dinh
tinh qua phong vén sau mot so nhéan vién kinh doanh
bao hiém phi nhén tho cho thay khach hang str dung
dich vu BHPNT quan tdm dén 7 yeu to chinh do la:
(1) Su dap ung; (ii) Muc do tin cay; (iii) Hinh anh
cua DN; (iv) Nang luc phuc vu; (v) Phuong tién hitu
hinh; (V1) Didu khoan san pham (vii) Phi bao hlem
Do do nghién ctru dé xuit mo hinh cac nhan t6 anh
hu(yng dén sy hai 10ng ctia khach hang dbi véi bao
hiém phi nhan tho & Viét Nam nhu sau:

Trén co s¢ mo hinh de xuét, nghién ciru dit ra 8
gia thuyét nhu sau bao gom

H1: Khi sy dap Gng cang tang 1én thi khach hang
ngay cang hai long

H2: Khi su tin cdy cang tang 1én thi khach hang
ngay cang hai long

H3: Khi hinh anh doanh nghiép cang tdt thi
khach hang ngay cang hai long

H4: Khi nang lyc phuc vu cang tang lén thi
khach hang ngay cang hai long

H5: Khi phuorng tién hitu hinh cang tét 1én thi
khach hang ngay cang hai long

H6: Khi dieu khodn san pham cang thuan tién thi
khach hang ngay cang hai long

H7: Khi phi bdo hiém cang ting 1én thi khach
hang ngay cang it hai long (gia thuyéet nghich)

HS: Khi khach hang ngay cang hai long thi ho sé
cang trung thanh véi dich vu hon

3.2. Thu thdp va xw ly div li¢u

Sau khi de xuit mé hinh nghlen cuu cdc nhan t6
anh hudng dén sy hai long cua khach hang d01 voi
san pham bao hiém phi nhan tho, tac gia tién hanh
xay dung thang do chi tiét voi 26 blen quan sat. Véi
k¥ thuat phong van khach hang da su dung dich vu
BHPNT thong qua bang céu hoi dé thu thap dir lidu
SO cap (phiéu khao sat) nhim kiém dinh thang do va
mo hinh 1y thuyét. Bang hoi dugc thiét ké dé khach
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Su dap ung
Su tin cay H1
Hinh anh DN
Sw
hai long

Nang lyc phuc vy
Phuong tién hitu hinh H
Didu khoan san phim H
Phi bao hiém
Hinh 1: Mé hinh nghién ciru

hang danh gia cic nhan t6 anh huéng dén su hai
long cua ho khi sir dung dich vu BHPNT theo thang
do Likert 5 diém, tir (1) rat khong dong y dén (5) rat
dong .

Béang hoi dugc phat cho 420 ngudi tham gia
BHPNT trén dia ban thanh pho Ha Néi (bao gdm ca
cac quan huyén ngoai thanh) Phuong phap thu thap
dir liu dya trén nguyén tac phat trien mam c¢& mau
(Nguyen Dinh Tho, 2011) tirc 1a dya trén mang quan
hé ciia cac nhan vién kinh doanh bao hiém va cac ca
nhan tham gia tra 16 s& gioi thi¢u nhing nguorl tiép
theo tham gla cho dén khi du mau nghlen cuu. Theo
Hair va cac cong su (1998) thi quy md mau t6i thleu
dé co thé suy dién céc chi sé cua rnau thanh chi )
cua tong thé véi do tin cay 95% la ti thiéu tir 384.
Chinh vi vay, nghién ciu
da co6 420 bang hoi dugc

@ TRI KINH DOE

mém thong ké SPSS phién ban 25.
Sau khi dugc danh gid so bo, cac
thang do duoc khang dinh lai bing
hé s6 tin cdy tong hop, gia tri hdi tu,
gia tri phan bi¢t va gia tri lién h¢ 1y
thuyet Phuong phap phan tich mo

Long '\ hinh céu tric tuyen tinh SEM thong
tt';‘{n% qua phan mém xir 1y thong ké thir
than

hai AMOS (Analys1s of Moment
Structures) dugc st dung dé kiém
dinh thang do va md hinh nghién
clru. )

4. Phén tich dir li€u va két qua
nghién ciru

4.1. M ti dic diém méu khao sat

Nghlen ctru phat ra 420 phiéu va
thu vé duoc 400 phleu tra 101 hop 1€
VOi két qua cho thiy ty 18 khach
hang la nam nhleu hon nir v6i ty 1€ 1a 59,75% nam
va 40,25% nit. Phan 16n ngu(n tham gia bdo hlem
phi nhan tho dugc khao sat c6 do tu01 trén 30 tu01
trong do nhiéu nhat la do tu01 tr 40 tudi den 50 tudi
(chlem 31,25%). So liéu thong ké cho thiy trinh d6
hoc vén dai hoc chiém nhiéu nhét (55, 75%) con thu
nhap cua cac khach hang dugc hoi chu yéu tr 5 tri¢u
dong dén 20 triéu dong (chlem 79,25%).

4.2. Phan tich nhan to kham pha EFA

Nghién ctru thuc hi¢n kiém dinh Bartlett xem xét
gia thuyet vé do tuong quan giita cac bién quan sat
cho két qua hé s6 KMO = 0.851 > 0.5, c6 y nghia
thong ké v6i mic ¥ nghia rat bé Sig. = 0.000 <0.05
chung to dit liu dugc thu thap nghién ctru phu hop
vai phuorng phap phén tich nhan t6 kham pha EFA.

Bang 1: Két qud mé ta ddc diém mau khdo sdt

gu’1 dén cac khéach hang, ket Tiéu chi S6 khach hang Ty lé ph?m tram
qua thu vé& dugc 400 ph1eu Giégi tinh Nam 239 59,75%
hop 1€ (do loai bo 20 phiéu Ni 161 40,25%
bo trong qua nhiéu thong | Tudi Duréi 20 tudi 16 4,0%
tin va nhig phiéu bi_that Tar 20 tudi d@én 30 tugi 58 14,5%
lac). Vi kich thuée mau la Tar 30 tugi dén 40 tugi 104 26%
400 da dam bao dugc kich Tur 40 tudi dén 50 tugi 125 31,25%
c& mau t0i thi€u > n*5 + 50 Trén 50 tudi 97 24,25%
(n: s0 bicn quan sat trong [TTyinh  dp | Chua dai ho 145 36,25%
ban hoi) (Theo Hoang | p,c\4n Pai hoe 223 55,75%
Trong, Chu Nguyén Mong ;

Ngoc (2008)). Tu dir liéu Sau .da' h:oC x 32 8%
phicu diéu tra hop 1& thu vé gm;] nhap | Du6i5 trieu dong 45 11,25%
duoc thc gia danh gia hé sb ink ) T1/‘t’5 der} 10 trle-Lf dor}g 141 35,25%
tin cdy cia cronbach’s quan/thang | Tir 10 den 20 triéu dong 176 44%
alpha va phan tich nhan t6 Trén 20 trieu dong 38 9,5%

kham pha EFA trén phan

(Nguon:Tong hop tir két qud xir Iy trén SPSS 25)
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Phan tich EFA dya trén phuong phap trich prin-
cipal axis factoring v6i phép xoay 1a promax dugc
sir dung va h¢ so tai nhan t6 factor loading >= 0.4
(do kich ¢& miu 1a 400); diém diumg khi trich cac
nhan t6 c6 Eigenvalue > 1.

Bang 2: Két qud phdn tich nhan 16 kham phda EFA
sau 2 lan chay

Nhan té Ma héa Factor Loadings

Nhan t6 1 DU1 0.849

Sy dap \ing DU3 0.719

(5 bién quan sét) DU2 0.673

DU4 0.667

HH4 0.442

Nhan t6 2 TC1 0.944

Sw tin ciy va hinh anh TC2 0.829

(6 bién quan sat) HA2 0.600

TC3 0.499

HA1 0.488

HA3 0.448

Nhan t6 3 DKSP2 0.807

Piéu khoan san pham DKSP3 0.793

(4 bién quan sét) DKSP1 0.689

DKSP4 0.648

Nhan t6 4 PBH3 0.971

Phi bao hiém PBH2 0.968

(3 bién quan sat) PBH1 0.574

Nhan t6 5 LTT1 0.814

Long trung thanh LTT3 0.799

(3 bién quan sét) LTT2 0.775

Nhan t6 6 HH3 0.784

Phuong tién hiru hinh HH2 0.626

(3 bién quan sét) HH1 0.535

Nhan t6 7 PV1 0.561

Nang luc phuc vu PV2 0.403
(2 bién quan sét)

(Nguon:Tong hop tir két qud xir Iy trén SPSS 25)

Két qua chay EFA 1an hai cho ra Bang ma trin xu
hudng o trén on dinh, tt ca 26 bién quan sat con lai
duoc nhém thanh 7 nhan t6 va dugce dat tén nhu sau:
Nhan t6 dau tién bao gdm 5 bién quan sat DUI,
DU3, DU2, DU4 va HH4 c6 tén 1a sy dap ung; Nhan
t6 thir 2 bao gom 6 bién quan sat 1a ma bién TCI,
TC2, HA2, TC3, HA1, HA3 ¢6 tén goi la su tin cay
va hinh anh ctia DN; Nhan t6 thir 3 bao gdm 4 bién
quan sat la DKSP2, DKSP3, DKSP1 va DKSP4 c6
tén goi 1a diéu khoan san pham; Nhan t6 thir 4 bao
gdm 3 bién quan sat 1a PBH3, PBH2 va PBHI c6 tén
goi 1a phi bao hiém; Nhan t6 thir 5 bao gdm 3 bién
quan sat la LTT1, LTT3 va LTT2 c6 tén goi la long
trung thanh cua khach hang; Nhén t6 thir 6 bao gdm
3 bién quan sat 1a HH3, HH2 va HHI c6 tén goi la
phuong tién hiru hinh; Nhan té cudi cung bao gdm
2 bién quan sat 1a PV1 va PV2 duoc dit tén 13 ning
luc phuc vu.

Qua bang tong phuong sai dugc giai thich ¢ trén
cho thay tir tap hop cac bién quan sét rat chinh duoc
7 nhan t6 v6i phan trim phuong sai dugc giai thich
lén dén 70,375%, diém dung gia tri riéng
Eigenvalues dat 1.041 (cao hon 1).

4.3. Phén tich nhén té khcing dinh CFA

Phan tich CFA cho phép kiém dinh céu tric 1y
thuyét ciia thang do luong ma khong bi chéch do sai
s6 do luong thong qua viée danh gia do tin cay, gia
tri hoi tu, gia tri phan biét va tinh don hudng.

4.3.1. Kiém dinh d¢ tin cdy thang do

Nghién ciru tién hanh kiém dinh d6 tin cdy cua
cac tung thang do nham lya chon cac thang do c6 do
tin cy cao (h¢ s& cronbach alpha > 0.7, h¢ s6 tuong
quan gitra bién — tong phai cao hon 0.3) va loai bo
thang do c6 do tin cay thap.

Bang 3: Gidi thich tong phwong sai cdc nhan té kham phd

Initial Eigenvalues

Extraction Sums of Squared Loadings

Rotation Sums of

Factor Squared Loadings®
Total % of Variance Cumulative % Total % of Variance Cumulative % Total
1 8.394 32.286 32.286 8.019 30.840 30.840 5.956
2 2426 9.329 41.615 2.135 8.210 39.051 5.301
3 1932 7.432 49.047 1.666 6.409 45.460 5.087
4 1.645 6.327 55.374 1.275 4.905 50.365 3.407
5 1496 5.754 61.129 1.091 4.198 54.563 3.778
6 1.363 5.241 66.370 .873 3.358 57.921 4.813
7 1.041 4.005 70.375 526 2.023 59.944 .817

(Nguon: két qua xir 1y trén SPSS 25)
khoa hoc
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‘
Bang 4: Tong hop danh gia do tin cdy cdc thang do
Sb A oA Hé sb
bién HE so twong quan
Thang do Cronbach Panh gia
quan alpha bién - tong
sat thap nhit
Sy dép ung 5 0.832 0.499 Dat yéu cau
Sy tin cay va hinh anh 6 0.830 0.462 Dat y&u cau
Diéu khoan san pham 4 0.858 0.690 Dat yéu cau
Phi bao hiém 3 0.893 0.653 Dat yéu cu
Long trung thanh 3 0.857 0.707 Dat yéu cau
Phuong tién hitu hinh 3 0.821 0.624 Pat yéu cau
Ning lyc phuc vy 2 0.426 0.284 Loai
Sy hai long 3 0.797 0.618 Dat yéu cau

(Nguon: tong

hop két qua tir SPSS 25)

Tl két qua phan tich cho thay c6 7 thang do dam
bao do tin cdy (hé sb cronbach alpha > 0.7) va cac
bién quan sat cua cac thang do nay déu duoc gitr lai
(hé sb trong quan bién - tong déu cao hon 0.3). Co
1 thang do nang luc phuc vu c6 hé¢ s6 cronbach’s

Bang 5: Hé 56 hoi quy bién quan sdt

alpha rét thap, chi dat 0.426 < 0.7
nén bi loai.

4.3.2. Danh gia gia tri hoi tu

Gerbring & Anderson (1988) cho
rrimg thang do dat dugc gia tri hoi tu
khi cac trong s6 chuin héa cua
thang do déu cao (>0.5) va co ¥
nghia théng ké (P <0.05). Nghién
ctru thyc hién dénh gia hé s6 hdi quy
chudn héa va hé sé hdi quy chua
chudn hoa cua ting bién quan sat
clia tirng nhan to.

Tir két qua hé s6 hdi quy cho thdy
cac trong s6 da chuin hoa déu cao
hon 0.5 va céc trong sé chua chuén

hoa déu co y nghia thong ké (gia tri P value déu rat
rat bé). Nhu vay cac khai ni€ém nghién ciru cia mo
hinh déu dat dugc gia tri hdi tu.

4.3.3. Danh

gid gia tri phdn biét
Nghién ctru tién hanh phan tich
h¢ s6 twong quan gitra cac nhan to

dé danh gia gi trj phan biét.

(chulzsctllnglt]ehéa) SE. | CR. P " daECS}legjtgéa) Tir két qua phén tich cho thay
TC1 |<—| TC_HA | 1.000 743 tat ca cac hé sb tuong quan déu
TC2 |<—| TC_HA | 1010 062 | 16,202 | *** | 759 duong va gid tri deu thap hon 0.9 -
TC3 < TC_HA 828 075 | 11.104 | *** |665 > Nhu vay thang do cac khai niém
HA2 |<—| TC_HA | 1.020 087 | 11.682 | *** | 681 nghién ctu déu dat dugc gid tri
HAL |<-—| TC_HA | 752 070 | 10.726 | *** [ 649 phan biét.
HA3 |<—| TC_HA | 722 003 | 7.730 | *** [401 Bang 6: Tuong quan giita cac
DUl |<—| DU 1.000 739 nhan to
DU3 |<-—| DU 760 061 | 12.432 | ** | 614 Estimate
DU2 |<—| DU 1.070 068 | 15.747 | *** |869 TC HA <> DU =89
DU4 |<—| DU 1.026 066 | 15.456 | *** | 827 TC HA <-> DKSP | 508
HH4 |<—| DU 79 068 | 11.717 | *** [619 TC HA <-> PBH | 350
PKSP2|<—| DKSP | 1.000 787 TC HA <> LTT | 320
PKSP3|<—| DKSP | .971 064 | 15282 | *** [737 TC HA <-> HH 16
bsri < Ker | 1160 Tt | 1o ses | Toon DU <> DKSP | 636

. : : : DU <-> PBH 214
Egﬂi : EE: iggg 032 | 32.853 | ** 3;1411 pU <> LTT | 418
PBH1 |<—| PBH 678 040 | 16.826 | *** | 673 DU <> HH 103
LTTL |<—| LTT 1.000 847 DKSP <> PBH | .267
LTT2 |<-—| LTT 933 054 | 17.206 | *** |806 PKSP <> LTT | .480
LTT3 |<—| LTT 967 057 | 17.053 | *** [799 DKSP <> HH 965
HH3 |<—| HH 1.000 718 PBH <> LTT | 242
HH2 [<—-] HH 996 072 | 13.744 | *** | 763 ii? z: :: 'gg
HH1 |<—]| HH 1.064 085 | 12.484 | *** |810 - :

(Nguon: tong

hop két qua tir SPSS 25)

(Nguon: tong hop két qua tir
SPSS 25)

=
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QUAN TRI KINH DOANH

_ 4.3.4. Danh gia tinh don nguyén

= Chi-square= 971.924 ; df= 224 ; P= .000 ; N I N A , A .y .

_ Chi_square/df = 4.339 - Tur két qua phén tich cho thay gia tri P-
TG B T B Coa1  value rat bé (P=0.000), GFI = 0,845,

RMSEA= 091

T2 ™ TLI=0,837 va CFI= 0,868 déu cao hon 0.8,
RMSEA = 0,091 nén cé thé néi 1a md hinh
phu hop voi dit li¢u thi truong.

Theo Steenkamp & Van Trijp (1991), muc
dd phu hop cua mo hinh v6i dir ligu thi truong
cho ching ta diéu kién can va da dé cho tap
bién quan sat dat duoc tinh don huéng.

-

N
@7@0

®

74

®eO®

L
o

8,
ey

(=]} ]s]

"

g 7o ) 4.4. Phin tich cdu triic tuyén tinh SEM
. T = (Corer) _ s Bién phu thugc trong mé hinh nghién ctru
TTAED la sy hai long cua khach hang khi sir dung dich
& . y vu BHPNT, ngoai ra n6 cling dong vai tro 1a
T, — bién trung gian (khi tdc dong dén long trung
€13 ==y thanh ctia khach hang)
61 o Muc do phl‘l’ hop chung cua dir ljéu voi
) —GD mo hinh, ta thay GFI, TLI, CFI déu cao,
= RMSEA biing 0.091 khi thip, P-value rit bé
JB—— i~ - cho thady m6 hinh dugc cho 1a phu hop véi
B HH2 —_ N ~ 1A ) . N
.16@ tap dir liéu cua thi truong.

Tir bang trong sf} hdi quy (Regression
Weights) ta thay hé s0 u6e lugng cho 5 nhan
to tin cdy & hinh

(Nguon: két qua xir Iy trén AMOS 7.0)
Hinh 2: Keét qua phan tich nhdn to khang dinh

&) o Chi-square= 1274.492 ; df= 298 ; P= 000 ; énh, su dap ung,
T N, GFi= 822, TL1s 822 CFI= 849, dicu khoan san
-c e ' RMSEA= 091 pham,  phuong

@ TR je— tign hiru hinh va
\l‘@ EXP; su hai long déu co
\E— = } @ @ @ v nghia thong ké
@0} (gid tri P value

D 63 B m A A
3| (e8) | DU ' (o) ol bt ] déu thap hon
) DUz 0.05), duy chi co
i m nhan t6 phi bao

S A hiém la khong c6

< ' 54 y nghia thong ké.

En) » “ . Su hai long ¢6 tac

€1 CLSP1 @ d{)pg co Y nghia

T 0= ' ) > thong ké dén long

A 2. trung thanh véi hé

. " v . so hoi quy uéc

- © / luong 13 0.472.

&) il . // ) Ké‘t qua trong

- 4 so hoi quy da

43 2 L B2 g o chuan hoa
= (Standardized
(Nguon: két qua xir Iy trén AMOS 7.0) ) ) Regression
Hinh 3: Keét qua phan tich mé hinh cau truc tuyén tinh Weights), ta thay
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Bang 7: Trong s6 hoi quy cdc nhdn to

Ao v o AR

Thir nhat, wu

tién tdp trung sé

céc trong so da chuan hoa déu duong cho thay céc
nhan t6 nay déu anh hudng cing chiéu dén sy hai
long ctia khach hang khi str dung dich vu BHPNT,
duy chi c6 phi bao hiém 1a tac dong ngugc chiéu
(song yéu to nay bi loal baoi vi khong c6 y nghia
thdng ké & trén), trong s6 cac yéu té anh hudng co y
nghia thong ké do6 thi nhan té Sy tin cdy va hinh anh
doanh nghiép 1a yéu té tac dong manh nhét (trong sd
hoi quy da chuan hoa 1a 0.394 cao nhat), tiép theo
yéu t6 diéu khoan san pham (trong s6 hoi quy da
chuan hoa 13 0.284), sau d6 1a nhan t6 sy dap ung va
sau cung la phuong tién hiru hinh v6i trong so chuan
hoéa bang 0.178. Su hai long c6 tac dong kha manh
dén long trung thanh véi hé s hdi quy di chuan hoa
udc luong dugc 1a 0.537.

Squared Multiple Correlations: (Group num-
ber 1 - Default model)

Estimate
SHL .739
LTT .288

Nhu véy, 4 nhan t6 sy tin cdy & hinh anh, sy dap
mg, diéu khoan san pham, phuong tién hiru hinh
giai thich duoc rat cao vai ti 18 73,9% bién thién cia
bién phu thudc sy hai long cta khach hang. Con mot
minh bién sy hai long da giai thich dugc 28,8% bién
thién thay ddi cua bién long trung thanh.

Nhu vay, két luan cac gia thuyét dat ra: chap
nhan cac gia thuyét H1, H2, H3, H5, H6, HS. Bac bo
gia thuyét H4 va H7.

5. Ham Y quan tri va han ché ciia nghién ctru

Sau khi nghién ctru mé hinh mdi quan hé giita
chat luong dich vy, su hai long va long trung thanh
cua khach hang stir dung DVBHPNT ¢ Viét Nam thi
¢6 thé rat ra mot s6 ham y quan tri nhdm nang cao
chat lugng DVBHPNT trong thoi gian t6i:

Estimate Estimate

(chua chuan héa) SE. CR. P (da chuan hoa) m’:ét vao V’?c
SHL |<—-- | TC_HA | .420 072 5.851 | *** 3094 nang cao sy tn
SHL [<— | DU 231 096 | 2407 | 016|207 c@y va kinh anh

SHL |<-— | CLSP 332 078 4250 | *** 284 cita DN
SHL |<— | PBH 058 036 | 1619 | 105|071 _Qualiem dinh
SHL |<— | HH 193 069 2780 | .005 |178 tuyén tinh & trén
LTT |<— | SHL 472 052 9.033 | **  [537 A S
cho thay yéu to

Do tin cay va hinh
anh cua doanh nghiép c6 tic dong manh nhét dén su
hai long khi khach hang su dung DVBHPNT, do d6
cac DNBHPNT can dam bao thuc hién ding cac
thoa thuan di cam két véi khach hang; Luén bao
mat cac thong tin khach hang; Thudng xuyén tiép
nhan va giai quyét triét dé cac thic méc, phan hoi
cua khach hang; Giam dinh, boi thuong mot cach
kip thoi nhiing vu viéc khi khach hang xay ra rui ro.
Bén canh d6, DN can phai chu trong hon nira dén
xay dung hinh anh, chu trong vao xay dung thuong
hiéu, tao 4n tugng trong tam tri cia khach hang, xay
dung chuan muc dao dirc va vin hoa Gmg xir trong
doanh nghiép.

Thit hai, cdi thién diéu khodn sin phim
BHPNT

Két qua wdc luong trong md hinh ciu trac tuyén
tinh cho thdy yéu t6 anh huong manh thi hai dén su
hai long cua khach hang khi sit dung DVBHPNT d6
1a diéu khoan dich vu. Cac DNBHPNT cén da dang
hoa hon nita cac san phdm BHPNT nham déap tng
nhu cau ngay cang 16n ciia ngudi dan. Cac san pham
DVBHPNT can ¢6 quy dinh cac didu khoan trong
hop dé)ng mot cach cong khai, minh bach, pham vi
bao hiém rd rang, linh hoat chuyén d6i san pham
phu hop véi diéu kién cua khach hang.

Thir ba, nang cao mirc dj dap wng dich vu

Py ciing 1a mot trong nhitng nhan t6 tic dong
quan trong dén sy hai 10ng cta khach hang khi sir
dung dich vu BHPNT. Cac DNBH can cdp nhat
thuong xuyén nhitng phan hoi tir duong day néng
phuc vu khach hang 24/7 dé tir 6 kip thoi phan hoi
cac thic mac, ludn ludn ling nghe y kién, thic méc
ctia khach hang va giai quyét nhanh chong. Cong
ty ciing can ing dung triét dé cong nghé thong tin
vao kinh doanh DVBHPNT. Béng viéc str dung céc
phan mém quan 1y s& gitp cho cac nghiép vu duoc
thuc hién chinh xac va hd tro manh mé hoat dong
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sau ban, nang cao strc canh tranh cia DN va la xu
hudng tat yéu cua kinh doanh bao hlem Do do, cac
DN céan xac dinh day 1a con duong tat yéu dé ton
tai va phat trién.

Thir tw, ddu tw vio co sé vt chit, phuwong tién
hitu hinh

Céan cht trong trang bi vin phong giao dich
khang trang, hién dai bén canh trang phuc va céc
thlét bi phuc vu cho lam viéc cua nhén vién cling
can dwoc nang cip, bao tri bao dudng thudng xuyén;
Tai liéu, catalogue gidi thiéu vé san pham can duoc
thiét k& bit mat, hip din hon nhiam thu hat sy chu § ¥
cua khach hang. Cac DNBHPNT c¢6 thé can nhéc dé
sap xép, mo rong cac mang ludi chi nhanh, dai ly dé
dap mg nhu céu giao dich. Ngoai ra, cac DNBHP-
NT c6 thé mé cac 16p tdp hudn nhim néng cao nang
Iwc phuc vu ciia nhan vién, dai Iy tu van bao hiém.

Han ché cua nghién ciru: Tuong tu nhu bat ky mot
du an nao thi nghién cru nay cling c6 nhiéu han ché:

- Do diéu kién vé thoi gian va kinh phi nén
nghién ciru dd chon mau thuan tién 1a cac khach
hang da su dung dich vu BHPNT & khu vuc thanh
phé Ha Noi nén tinh dai dién cho téng the nghién
ctru 1a chua cao. Vi vy s& téng quat hon néu nghién
ctru v6i ¢& mau 16n hon, mé rong pham vi khao sat
& nhiéu dia phuong. .

- Trong mé hinh duoc xay dung co thé co nhiing
yéu t6 khac ma ciing c6 tac dong dén su hai 1ong cua
khach hang khi st duyng DVBHPNT nhung chua
dugc xem xét dé dwa vao mé hinh nghién ctru. Van
dé nay dua ra mot hudng nita cho cic nghién ciru
tiép theo. ¢
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Summary

The non-life insurance market in Vietnam came
into being later than other countries, but it has con-
tinuously developed and gradually met the require-
ments of insurance by organizations and individuals
in the society. However, in general, the development
of non-life insurance in Vietnam is still limited, not
matching the potentials and meeting the demand of
policy holders. The study aims to identify the factors
affecting the satisfaction of policy holders in
Vietnam, thus making managerial suggestions to
non-life insurers to improve their business in the
future. The research results show that the business
credibility and image, responding, product terms,
and visible measures have effects on the satisfaction
of policy holders, and there is a relationship
between customer satisfaction and their loyalty.

A.(2011), Measuring service quality using
SERVQUAL model: A study on PCBs (private com-
mercial  banks) in  Bangladesh, Business
Management Dynamics, 1(1), 1-11.
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