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LOI MO PAU
1. Tinh cép thiét ctia vin dé nghién ciru

Xe co gi6i 1a loai phuong tién giao thong dudng bo hoat dong phd bién & nude
ta. Su gia ting ciia cic phuong tién mot mit tao didu kién cho giao thuong phat trién,
nhu cau di chuyén cua con nguoi dugc thuan tién, mat khac, n6 ciing tao ra nhiéu rui
ro gdy thiét hai anh huong dén kinh té-xa hoi ctia qudc gia. Khi va cham, ngudi bi va
cham gip ton that vé tai san, vé tinh than va tinh mang, nguoi diéu khién phuong tién

xe co gidi phai co trach nhiém v&i phan thiét hai ctia nan nhan do 16i minh gay ra.

Su bit can gy ra tai nan khi dang diéu khién xe co gidi ciia chu xe theo James
(1948) 1a “hanh vi nguy hiém” va nan nhan cta nhitng vu tai nan nay c6 thé khéng c6
da kha ning voi nhitng mat mat ma ho phai chiu. Vi vy, mot sb cac qudc gia trén thé
gidi d3 ban hanh luat, cac quy dinh dé bao vé quyén ciia cic nan nhan trong cac vu tai
nan xe co gidi (tiéu bang Massachusetts cia My nim 1023, nudc Bi nim 1971). Tai
Vi¢t Nam, cac chu xe co gidi bét budc tham gia bao hiém trach nhiém dan sy chu xe
theo Nghi dinh 103/2008/ND-CP tur 16/9/2008 va thuc hién theo thong tu sua doi
TT22/2016/TT-BTC ngay 16/02/2016. Vi 1a sy bat budc ciia nha nudc nén phan lén
cac chu phuong tién xe co gidi tham gia bao hiém chi dé du gidy to hop 1&. Hau hét ho
chua quan tdm dén loi ich cta loai hinh bao hiém nay ciing nhu cac quyén loi duoc
hudng khi xay ra sy kién bao hiém. Viéc bat budc niy vira nham dam bao quyén loi
cho nguoi bi nan, chi xe ciing nhu giam ganh niang cho xa hoi. Trong bao hiém TNDS
chu xe co gi6i dbi v6i ngudi thir ba, khach hang thu dong tham gia bao hiém con
DNBH thi chua thuc su coi trong dén chat lugng san phém. R4t nhiéu DNBH con
thiéu tinh chuyén nghiép trong khau dich vu ban hang va sau ban hang, khau tai tuc
hop ddng, dich vu chidm soc khach hang. ..

Thuc té cho théy, viéc tham gia bao hiém TNDS bét budc khong chi don thuan
1a do yéu cau phap 1y ma con 13 co hoi kinh doanh ctia cac DNBH. Viéc cung cap cac
san pham bao hiém TNDS bt budc chi xe co gidi co chat lwong lam hai long khach
hang, ngoai dap tmg nhu cau cua thi trudng con gop phan phat trién bén viing va hiéu
qua hoat dong kinh doanh cuia caic DNBH phi nhan tho & Viét Nam.

Xuét phat tir nhitng 1y do trén, tac gia da chon dé tai: “Nghién ciru tic dong
ciia chit lwong dich vu téi sw hai long ciia khéch hang trong béo hiém trach nhiém
din sw chii xe co gidi doi véi ngwoi thir ba-Nghién ciru thwe nghiém tai tinh Thanh

Hoba.” cho luan an tién si.



2. Muc tiéu nghién ciru

v Muc tiéu tong qudt: Muc tiéu nghién ctru cua luan an 13 cai thién chét luong
dich vu, ting su hai long khach hang, thic day hanh vi tu nguyén, tu giac chap hanh
phap luat tham gia bao hiém TNDS chu xe co gi6i ddi voi nguoi thir ba.

v Muc tiéu nghién ciru chi tiét cua dé tai la:
bé lam rdo muc tiéu nghién clru tong quat, ndi dung cia ludn an can lam rd céac

muc ti€u chi ti€t sau:

- Xac dinh duoc cac nhén td cia chat luong dich vu bao hiém TNDS chi xe co
gidi dbi véi ngudi th ba.

- Panh gia tic dong cua timg nhan t6 chét luong dich vu t&i sy hai long va danh
gi4 phan mg ctia sy hai long thong qua hanh vi mua bao hiém ctia chi xe co gidi trong
bao hiém TNDS chu xe co gidi ddi v6i ngudi thir ba.

- Pua ra duogc cac khuyén nghi nham cai thién chét lugng dich vu trong bao

hiém TNDS cuia chii xe co gidi dbi véi ngudi thi ba tai cic DNBH phi nhan tho.
3. Cau héi nghién ciru

Dé lam rd muc tiéu nghién ciru ndi dung ciia dé tai can lam rd cic cau hoi
nghién clru sau:

v/ Chét luong dich vu trong bao hiém TNDS chu xe co gidi ddi véi nguoi thir ba

g6m nhitng nhan t6 nao?

v' Mtrc d6 tac dong cua tirng nhan td chat lugng dich vu trong bao hiém TNDS
cha xe co gi6i dbi v6i nguoi thir ba tdi sy hai 1ong cua khach hang 1a nhu thé
nao?

v Sy hai 1ong va Hanh vi mua trong bao hiém TNDS chi xe co gidi dbi voi nguoi
thtr ba ¢6 thuan chiéu?

v Sy hai long cua chi xe co gidi trong bao hiém TNDS chu xe co gidi dbi voi
ngudi thir ba: Co sy khac biét boi gidi tinh, trinh d6 hoc van va thu nhap hay
khong?

v' Dé cai thién chat luong dich vu nhdm ning cao sy hai 1ong va thuc ddy hanh vi
mua bao hiém TNDS chi xe co gidi ddi voi ngudi thir ba ciia khach hang can

c6 nhiing giai phép gi?



4. P6i twong va pham vi nghién ciru
* Poi twong nghién ciru: + Chit lugng dich vu va cac nhén t6 cdu thanh chit luong
dich vu trong bao hiém TNDS chu xe co gidi ddi v6i ngudi thi ba.

+ Mbi quan hé tac dong ciia timg nhan t6 cia chét luong
dich vu t6i sy hai 1ong cua khach hang trong bao hiém TNDS chu xe co gidi ddi voi
nguoi thr ba
* Pham vi nghién ciru:

- Pham vi vé khong gian: Nghién ciru tai cic DNBH trong nuéc kinh doanh
dich vy bao hiém TNDS chil xe co gidi d6i vi ngudi thir ba va nhom ddi tugng khach
hang 14 cac chil xe co gidi, nghién ctru diém tai dia ban tinh Thanh Hoa.

- Pham vi vé thoi gian: Thoi gian nghién ctru tir ndm 2014 dén nam 2019; thoi
gian phong van va khao sat tir thang 9/2018 - thang 3/2019.

5. Phwong phap nghién ciu

Nghién ctru st dung két hop phuong phap nghién ctru dinh tinh va phuong
phép nghién ctru dinh lugong.

o Phdn tich nghién ciru dinh tinh: pé phuc vu cho phan tich dinh lugng, tac gia
sir dung phuong phap phan tich dinh tinh: nhu phong van khach hang, thao luan
lay y kién chuyén gia va cac nha quan 1y bao hiém khi tién hanh diéu tra so bd
trong giai doan phat trién bang hoi.

o Phdn tich nghién civu dinh Iwong: Pugc thuc hién khi tién hanh diéu tra thir
nghiém, diéu tra chinh thtrc bang cac cong cu kiém tra do tin cay cua thang do,
phan tich nhan t6 kham pha (EFA), phan tich nhan t6 khiang dinh (CFA) va mo
hinh c4u tric tuyén tinh (SEM) nhdm phan tich kiém dinh mdi quan hé gitta cac
bién trong mé hinh nghién ctru.

6. Dong gop cua luin an

% Nhitng déng gép méi vé mat hoc thudt, Iy ludn

Luan an da 4p dung mo hinh chét lugng dich vu ctia Parasuraman va cong su
(1988) (SERVQUAL) va phat trién thém mot sé nhan t6 nhu Kha ning tu van va K¥
thuét dich vu trong linh vire dich vu bao hiém bat budc-bao hiém trach nhiém dan sy chi
Xe co gidi ddi voi nguoi thir ba. Bén canh do, dé tim ra sy khéc biét vé loai hinh xe co
giéi, mbi quan hé ciia timg nhan t6 chét lugng dich vu voi sy hai long ciia khach hang
dugc danh gia riéng bi¢t cho chu xe 6 t6 va chu xe may. Thém vao do, nghién cuu
khong chi dimng lai & phan tmg hai 10ng ma di siu danh gi4 t6i hanh vi mua bao hiém

cua khach hang.



% Nhitng phdt hién, dé xudt mdi rit ra dwoc tiv két qua nghién ciru, khéo sdt
cua ludn dan

M@t la, nghién ciru da chi ra c6 mbi quan hé gitta cic nhéan t6 cua chat lugng
dich vu t&i sy hai 1ong ctia khach hang, trong d6 nhan t6 Kha nang tu van ¢ anh huéng
rat 16n dén sy hai long cia khach hang va nhan t6 Hinh anh cong ty khong anh huéng
t6i sy hai 1ong cta chi xe 6 t6 va chil xe may trong bao hiém bat budc trach nhiém dan
su chu xe co gidi. To1 luot minh, cling nhu trong kha nhiéu céac nghién clru trude, khi da
hai long, cha xe co gidi s& san sang mua bao hiém va thuong xuyén chii ¥ tai tuc hop
d6ng bao hiém trach nhiém dan sy cha xe co giéi d6i véi ngudi thir ba; dong thdi tham
gia thém cac hop ddng bao hiém trach nhiém dan su chu xe tu nguyén khéc.

Hai la, nghién ctru cling chi ra réng 6 su khac biét vé gidi tinh, trinh do hoc
van va thu nhap gitra chu xe 0 t6 va chu xe may dén su hai long. Cu thé,

doi véi chit xe 6 t6, nam giGi hai 1ong cao hon nit gidi; Nhitng chu xe 6 t6 ¢
trinh do thac si va tién si hai 10ng it hon so vé&i nhitng chi xe 6 t6 ¢6 trinh d6 thap hon;
Nhitng chi xe 6 t6 c6 thu nhip cao hon nam triéu dong c6 murc hai 1ong thip hon so
v6i nhitng chi xe 6 t6 ¢6 thu nhap thap hon nam triéu déng. Trong khi do,

doi véi chit xe mdy, nit giéi hai 10ng cao hon so véi nam gidi; Va khong c6 sy khac
biét vé hai long giita nhimg cht xe may c6 trinh d6 hoc van va thu nhap khéac nhau.

Ba la, trén co s& két qua phan tich, nghién ciru ndy dwa ra mot s giai phap
nang cao chét lugng dich vy, tdng sy hai long cta khach hang, thuc déy hanh vi tu
nguyén, ty gidc chap hanh phap luat tham gia bao hiém bat budc trach nhiém dan sy
ctia cac chu xe co gidi. Cac bién phap nay néu thuc hién tét ciing gdp phan phat trién
bén virng va hiéu qua hoat dong kinh doanh cta cac doanh nghiép bao hiém phi nhan
tho & Viét Nam.

7. Két cAu ciia ludn an
Luan an két cu gdm 5 chuong

e Chuong 1: Téng quan nghién ctru vé chét lugng dich vu bao hiém

e Chuong 2: Mo hinh va gia thuyét nghién ctru

e Chuong 3: Phuong phéap nghién ctu

e Chuong 4: Két qua nghién ctru

e Chuong 5: Giai phap ning cao chét luong dich vy, tang su hai long cua
khach hang trong bao hiém trach nhiém dan su chi xe co gidi ddi véi

nguoi thr ba



CHUONG 1
TONG QUAN NGHIEN CUU VE CHAT LUQNG DICH VU BAO HIEM

1.1 Ly thuyét vé dich vu bao hiém trach nhiém dén sy chi xe co giéi doi véi
nguoi thir ba

1.1.1 Khdi nigm bdo hiém trach nhi¢gm déan sw chii xe co gidi doi véi ngwoi
thir ba

Bao hiém trach nhiém dan su cta chi xe co gioi ddi véi nguoi tht ba 1a mét
trong nhiéu loai hinh bao hiém trach nhiém dan sy dang dugc cac DNBH trién khai.
Theo Rejda&McNamara (2018) “Bao hiém TNDS chu xe co gi6i 1 bao hiém phan
trach nhiém phap 1y phat sinh tir viéc sir dung 6 t6 bat can giy ra. Trach nhiém phap 1y
c6 thé phat sinh tir mot hanh dong cd ¥ hodc thiéu sot ddn dén ton hai hodc thuwong tich
cho nguoi khac hodc thi¢t hai cho tai san ctia nguoi khac”

Tai Viét Nam, Bao hiém trach nhiém déan sy cta cha xe co gidi ddi véi nguoi
thir ba 13 “bao hiém trach nhiém bdi thudng cua 1ai xe, chii xe khi phwong tién di vao
hoat dong gay thi¢t hai cho nguoi tha ba”

Tir cac khai niém trén c6 thé hiéu bao hiém TNDS cuia chu xe co gii doi véi
ngudi thir ba lién quan dén:

e Hoat dong ctua phuong tién xe co gidi
e Trach nhiém phép 1y ctia chu xe gin véi hoat dong cua phwong tién

e Thiét hai cia bén thr ba phat sinh do hoat dong cua phuong tién xe co gidi

trong tinh hudng rui ro

Trén thyc té, hoat dong clia xe co gidi dugc xép vao nhom ngudn “nguy hiém
cao d0”, nguy co gay ra ton that cao va anh huéng dén su an toan cua xa hoi néi chng
va nguoi bi hai noi riéng; vi vay bao hiém TNDS cua chu xe dugc ap dung dudi hinh
thirc bat budc tai hau hét cac qubc gia (Chinh phi, 2008; Elsbree, 1928)

1.1.2 Co s6 phdp Iy ciia bdo hiém trach nhi¢gm dén sw chii xe déoi véi nguwoi
thit ba va cdc quy dinh bdo vé quyén lgi ciia khédch hang.

Cung v6i sy phat trién ciia nén kinh té thi trudng, khi thu nhap ting 1én, cudc
song duoc nang 1én thi con nguoi ¢6 nhu cau vé di lai, van chuyén hang hoa nhiéu
hon. Bé dap tmg duoc cac nhu ciu trén v6i vu thé vé tinh co dong cao, kha ning van

chuyén 16n va téc do twong dbi nhanh,gia ca hop 1y thi phwong tién giao thong duong



bd di dap Gmg dugc. Tuy nhién, XCG ciing 14 phuong tién giao thong co gip nhiéu
rii ro va thuong xuyén nhét. Theo théng ké ciia Uy ban ATGT Quéc gia thi sé vu
TNGT duong bd van con 1a con s6 dang lo ngai “nam 2017 tong s6 ¢6 19.798 vy lam
chét 8.089 nguoi va bi thuong 16.970 nguoi, 6 thang dau nim 2018 c¢6 8.889 vu lam
chét 4.027 nguoi va bi thuong 6.979 ngudi”. Pé khic phuc va chia sé hau qua tai
chinh d6i v6i cac chu xe va bao vé duge quyén loi chinh dang va hop phép cua nhiing
nan nhan bi thiét hai vé ngudi va tai san khi xay ra va cham giao thong Chinh phu da
ban hanh Nghi dinh s 103/2008/ND-CP vé bao hiém bat bugc TNDS ciia chu xe co
gidi. Viéc quy dinh bit budc dbi v6i bao hiém TNDS cia chi xe co gidi ddi véi
nguoi thr ba con c6 ¥ nghia quan trong trong viéc nang cao y thtrc, trdch nhiém trong
viéc diéu khién xe co gidi, giup cho cac co quan c6 tham quyén quan 1y duoc sb
luong phuong tién XCG luu hanh va théng ké duoc day di cac vu TNGT, tim ra
dugc nguyén nhan cia TNGT tir d6 ¢6 cac bién phap dé phong va han ché ton that co
hiéu qua nhat.

O Viét Nam, bao hiém TNDS chu xe co gio1 dugc thuc hién theo Thong tu
22/2016/TT-BTC “Quy dinh Quy tic, Piéu khoan, biéu phi va murc trach nhiém bao
hiém bét budc trach nhiém dan su cia chi xe co gidi”. “Chu xe co gidi khong dugc
déng thoi1 tham gia hai hop déng bao hiém bét budc trach nhiém dan sy tré 1én cho
cing mot xe co gi¢i” (B Tai chinh, 2016). Ngoai ra, cac chu xe co gidi ¢ thé tham
gia cac HDBH tu nguyén khac véi cac DNBH trén co s¢ thoa thuan thong qua céc
kénh nhu truc tiép; qua dai ly bao hiém; kénh lién két ngan hang-bao hiém, truc tuyén
hay céc hinh thirc khac phu hop véi quy dinh cua phap luat.

Céc hop dong bao hiém TNDS chu xe co gidi bat budc va ty nguyén co pham vi

bao hiém cu theé la:

+ P6i voi HPBH bit budc: Nha bao hiém s& bdi thuong phan trach nhiém cua
chu xe ddi véi cac thiét hai vé than thé, tinh mang va tai sadn cua bén thur ba va cua
hanh khéach theo hop dong van chuyén hanh khach do xe co gidi gay ra.

+ HDBH tai nan 1ai, phu xe va nguoi ngdi trén xe: Bdi thuong cho chu xe phan
trach nhiém d6i v6i thiét hai vé than thé ddi véi lai xe, phu xe va nhitng ngudi duoc
cho trén xe do tai nan khi xe dang hoat dong

+ HDPBH tai nan nguoi ngéi trén xe md t6: Thiét hai vé than thé d6i voi 1ai xe
va nhitng ngudi khac dugc cho trén xe do tai nan khi xe dang hoat dong

+ HPBH TNDS chu xe ddi voi hang hoa van chuyén trén xe: Boi thudng cho

chu xe phan trach nhi¢m doi véi ton that, mat mat hang héa dugc van chuyén trén xe



theo hop dong van chuyén; Cac chi phi can thiét va hop 1y nhim ngan ngira, giam nhe

t6n that cho hang hoa ma chu xe phai chi ra; Bao quéan, xép d& va luu kho, luu bai

+ HPBH TNDS chu xe 6 t6 tu nguyén: Khi mirc trach nhi€ém cua chu xe ddi voi
thiét hai ciia bén thtr ba vuot murc trach nhiém duge chi tra theo HDBH bt budc thi

phan vuot mirc nay s& duge nha BH chi tra theo HDBH tham gia ty nguyén

Hién nay bao hiém TNDS & Viét Nam “lugng XCG tham gia bao hiém bét budc
TNDS chu xe co gidi khoang 105,7 triéu luot xe; tong doanh thu phi bao hiém bat
budc TNDS chu XCG trong giai doan 2008-2017 dat 18.998 ty dong” [14,25]. Tur khi
Nghi dinh 103/2008/ND-CP quy dinh cic chi XCG bat budc tham gia bao hiém
TNDS chii xe thi qua 10 nam thyc hién c6 t6i 90% s6 chu xe 6 t6 va chi co 40% sb
chi xe md to tham gia loai hinh bao hiém nay. Nhu vay, ty 1¢ tham gia bao hiém cua
xe may con qua thap, hon nira s6 xe may luu théng hién nay khong c6 bao hiém bat
budc chu xe (twong duong khoang 30 tri¢u chu phuong tién xe may) [13,14].

Dbi véi cac loai hinh bao hiém bt budc, trong d6 co bao hiém TNDS cua chu
xe co gidi, mic du co tinh bat budc nhung khong phai vi thé ma cac DNBH khong
quan tam hay cht trong vao vi¢c nang cao CLDV dem lai sy hai long cho khach hang.
Viéc nang cao CLDV ciia san pham s& mang lai sy hai long cho khach hang 1a diéu hét
strc can thiét. Piéu do sé giup cho san phdm bao hiém s& phd bién hon, thiét thyc hon.

Khach hang s& thoai mai va hai 10ng va ty giac tham gia bao hiém.
1.1.3 Pdc trung ciia bio hiém trach nhiém dén sw chii xe co gidi doi véi
nguoi thir ba
v’ Ddc diém
- Chu sé hitu tai san c6 nghia vu phép 1y bao vé nguoi khac khoi bi ton hai tir
tai san thudc s¢ hitu cia minh. Chu s& hitu phai chiu trach nhiém phép 1y vé nhiing
thiét hai do chinh minh hodc mot nguoi khac diéu khién phuong tién co gidi cua chu

s& hiru do so suit va cham vao ngudi khac gy thiét hai (Rejda&McNamara, 2018)

- Dé giam bot ton that kinh té khi bi thuong hodc 1am ton thwong nguoi khac trong
mot vu tai nan 6 t6 chu s& hitu 6 t6 phai mua bao hiém 6 t0; chinh sach bao hiém 6 to két
hop cé bao hiém tai san va bao hiém trach nhiém dan su. (Baranoff va cong su, 2012).

- Xe co gioi 1a phuong tién thudc s¢ hitu cua nguoi duge bao hiém hodc duogc
thué boi nguoi dugc bao hiém trong it nhat 6 thang lién tuc (Rejda&McNamara, 2018)
(néu mua méi hodc d6i chi s¢ hiru thi phai théng bio cho DNBH trong vong 14 ngay



hoic néu phuong tién da duoc bao hiém thi HPBH s& tu dong chuyén giao va ap dung
cho dén khi chinh sach bao hiém hét han).

Nguoi dugc bao hiém thudc 4 nhom sau:
+ Nguoi duge bao hiém co tén va bt ky thanh vién ndo trong gia dinh cia ho;
+ Bét ky ai sir dung xe co gi6i dugc bao hiém c6 bao hiém;

+ Bét ky ca nhan hoac td churc nao dai dién va chiu trach nhiém vé mit phap ly

doi vai bat ky viée st dung phuong tién xe co gi61 dugc bao hiém;

+ Bét ky c4 nhéan hay t6 chirc nao chiu trach nhiém phép 1y d6i véi viéc s dung

xe co gidi cua than nhan cua nguodi duge bao hiém co tén.

- Thoi han bao hiém s& hét khi thdi han cta don bao hiém két thuc hodc khi

cong ty bao hiém da thuc hién xong trach nhiém véi ngudi yéu cau bdi thudng.
v’ Han mirc trach nhiém

Han murc trach nhiém 1a muc bdi thuong t6i da cua bao hiém/1 sy kién rui ro
hoic trong HPBH. Trong bao hiém TNDS, han mirc trach nhiém 1a muc bdi thuong
td1 da cua bao hiém d6i voi cac thiét hai/ton that trong mdt su kién bao hiém trong thoi

han bao hiém.

Tai M§, don bao hiém PAP (Personal Auto Policy) (Rejda&McNamara, 2018)
thi cong ty bao hiém déng v boi thuong moi thiét hai cho thuong tich hoac thiét hai vé
tai san ma bat ky nguoi duge bao hiém nao phai chiu trach nhiém phap 1y vi tai nan 6
t6 c¢6 gidi han trach nhiém vé nguoi va tai san 1a 250/500/100 (250.0008/ 500.0008/
100.0008) nghia 1a gidi han trach nhiém cta cong ty bao hiém vé thuwong tich 1a
250.000$ cho mdi ngudi bi thuong va tdi da 1a 500.000$ cho mdi vu tai nan, va
100.0008$ 13 trach nhiém bdi thuong cho thiét hai vé tai san.

Hoic ngudi tham gia cling c6 thé tham gia v6i mot gidi han trach nhiém duy
nhit 4p dung cho ca bao hiém vé nguoi va tai san (VD: mot giéi han 500.0008 s& ap

dung cho thuong tich vé& ngudi va trach nhiém boi thudng vé tai san).

Tai Viét Nam, han muc trach nhiém ddi véi 6 t6 (100 trd/nguoi/vu-100 trd/tai
san/vy), xe may (100 trd/nguoi/vu-50 trd/tai san/vu).

Néu nhin vao han mic trach nhiém thi théy han mtrc trach nhiém tai My cao hon
rat nhiéu 1an so v6i Viét Nam. Tuy nhién, néu so sanh voi muc thu nhap binh quéan dau
nguoi thi tai My ty 1€ nay chi dat trén 12%, trong khi tai Vi¢t Nam thi ty 1¢ nay dat
trén 58%. (GDP/nguoi tai My nam 2018 1la 62.606USD, nam 2017 la 59.895



USD)[57]. GDP/nguoi tai Viét Nam nam 2018 udc tinh dat 58.5trd, twong duong
2.587USD (tang 198USD so véi nam 2017) (Téng cuc thong ké, 2018)

v' Pham vi bao hiém

Pham vi BH 14 cam két va cac quy dinh vé trich nhiém ctia BH d6i véi thiét
hai/rii ro dugc BH va céc truong hop loai trir theo mot HDBH.

Tai My, boi thuong thiét hai Ia phﬁn gia tri dén bu cho cac nan nhan bj thuong
vé nhitng thiét hai thuc su phat sinh. “Thiét hai boi thuong bao gdm: thiét hai dic biét
va thiét hai ndi chung. Thiét hai dac biét la phén gia tri cua nhirng tdn that c6 thé duge
xéc dinh va cu thé nhu chi phi y t&, thu nhap bi mat hodc thiét hai vé tai san. Thiét hai
chung 14 phan gia tri cho nhitng mat mat khong thé do ludng hodc chia thanh ting
khoan cu thé (ching han nhu bdi thudng vé tinh thin)” (Rejda&McNamara, 2018)

Cong ty bao hiém boi thudng ngudi duge bao hiém cho cac chi phi y té, tién
lwong bi mat, chi phi dich vu bd sung va chi phi tang 1& phat sinh do tai nan 6 to.

(Baranoff va cong su, 2012).

Tuy tung nudc khac nhau, pham vi BH c6 thé rong, hep hodc phan chia thanh
nhiéu pham vi BH nho khac nhau

VD: Tai M¥:

- Pon bao hiém PAP 13 don bao hiém bao gdm 5 pham vi bao hiém: Muc A:
Bao hiém trach nhiém; Muc B: Bao hiém tra phén y té; Muc C: Bao hiém cho nguoi
lai xe khong c6 bao hiém; Muc D: Bao hiém cho thiét hai xe cua ban; Muc E: Trach

nhiém sau va cham hodc ton that

- Bao hiém TNDS chu xe co gi6i thudong loai trir cac trudng hop sau: (1) CH
gay thuong tich va thiét hai vé tai san; (2) Tai san thudc sé hitu hodc duoc van chuyén
b1 nguoi duge bao hiém; (3) Tai san thug, st dung hodc trong dich vu cham soc cua
nguoi dugc bao hiém (khong bao gém thiét hai tai san 1a nha & hodc nha dé xe riéng);
(4) Thuong tich d6i véi ngudi lao dong cua ngudi duge bao hiém khi trong qua trinh
lam viéc; (5) Str dung nhu mot phuong tién giao théng cong cong hodc van chuyén dic
biét (khong ap dung cho xe di chung c6 chi phi); (6) Xe dugc sir dung khi dang ¢ noi
stra chita hodc chay thtr nghiém; (7) Xe kinh doanh khéc; (8) Sir dung mét chiée xe
khong manh tinh hop phap; (9) Xe khdng c6 chu sé hitu hodc khong thuong xuyén bao
hiém; (10) Xe dua;

Tai Viét Nam, bao hiém TNDS bét budc chu XCG bao gém pham vi bao hiém

v& tai san va pham vi bao hiém vé& ngudi. Trudng hop loai trir 1a chil xe vi pham phéap
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luat, vi pham luat giao thong duong bd va thiét hai doéi voi tai sdn thudc danh muc dac

biét/cam.

v’ Khdch hdang cua bdo hiém trach nhiém dan sw chii xe co gidi doi voi nguoi
thir ba.

Céac doanh nghiép ngay cang nhan thirc 18 vé phuc vu nhu cau khach hang tot
hon. Tir khach hang bat ngudn tir “custom” nghia 1 “thoi quen”. “Khdch hang 1a mot
thuat ngir chung dé chi bat ky ai nhan dugc dich vu hoac san phém tir mot sd nguoi
hodc nhom nguoi khac” (Hayes, 1997 trich theo Amoah&Nkrumah-Arkoh, 2011).
“Khach hang” dé chi nguoi st dung (nhan hodc tiéu thy) cudi cling clia san pham
(hang hoa hodc dich vu) va c6 kha ning lwa chon giita cac san phdm va nha cung cap
(ngudi ban-ca nhan hoic to chirc) khac nhau. Khach hang (nguoi mua-ngudi thué) cé
thé 1a nguoi mua (nguoi thué) hang hoa hodc dich vy hién tai hodc twong lai. Mt
khach hang ciing c¢6 thé 1a ngudi xem san pham hodc dich vu dang dugce ban mic du
quyét dinh khong mua chung (Nimako& Azumah, 2009).

Theo Solomon (2014), Khach hang ciia mét cong ty bao hiém c6 thé duoc chia
thanh hai nhom/loai khach hang- khach hang bén ngoai va khach hang ndi bg. “Khach
hang bén ngoai 14 bat ky c4 nhan hay to chirc nao (1) dd mua hoic dang sir dung cac
san pham cua cong ty bao hiém, (2) c6 thé mua hodc st dung cic san phim cua cong
ty, hodc (3) c6 thé tu vin cho nguoi khac mua hoidc str dung cac san phim cua cong ty
ma khong dugc cong ty tra tién dé 1am nhu vay” (Solomon, 2014). Va nhitng khach
hang duogc cong ty bao hiém biét dén nhiéu nhét 1a nhitng khach hang thyc su st dung
cac san pham bao hiém. Khach hang nodi bd 1a nhan vién cia mot cong ty bao hiém
nhan dich vu bao hiém tir cic nhan vién khac cia cong ty (Smith, 2013 trich theo
Solomon, 2014).

Tai Viét Nam, “Khéch hang” trong BH TNDS chu xe co gioi ddi voi nguoi thir
ba la: “Chu xe co gi6i tham gia giao thong trén lanh thé nudc Cong hoa xa hoi chu
nghia Viét Nam” va “Chii xe co gidi (to chirc, c4 nhan) 1a chi so hitu xe co gidi hodc
dugc chi sé hitu xe co gidi giao chiém hitu, sir dung hop phép, diéu khién xe co gidi”
(B¢ Tai chinh, 2008).

1.2 Chit lwong dich vu trong bao hiém
1.2.1 Khdi ni¢gm chét lwong dich vu béio hiém

& Khai niém dich vu
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Khi no6i t61 dich vy, Kotler va cong su (1996) da cho réng: “Dich vu la moi
hanh dong va két qua ma mot bén co thé cung cip cho bén kia va chii yéu 1a vo hinh
va khong dan dén quyén so hitu mot cai gi d6”. Dich vu 1a hoat dong thuc hién giira
nha cung cip san pham hay dich vu véi ngudi mua. Hay dich vu 13 hanh vi, qué trinh,
cach thuc thuc hién mdt cong viéc nao do nham tao ra gia tri st dung cho khéach hang
lam thoa man nhu ciu va mong doi cua khach hang (Zeithaml, 2000). Dich vu la hoat
dong khong hitu hinh, khong t6n tai dudi hinh thai vat thé ma dwoc tao ra tir cdc hoat
déng cung cdp dich vu tir ngwoi cung vng cho ngwoi nhdn cung ing,; déi khi chi la
nhitng hanh déng ma nha cung cdp muon chuyén t6i khach hang; vi du nhu chi 1a sy
mim cudi va cti dau chiao dén khach hang ctia cac Nhan vién dén khach tai ctra ra vao

ctua khach san hay nha hang ...

Tuy khong c6 hinh dang cu thé, khong thé luu trit duoc ciing nhu khong 6n
dinh va kho xac dinh dugc cu thé nhung dich vu hién hitu trong tit ca cac mit cua
cudc sdng tir nhirg nhu cau co ban thiét yéu ctia con ngudi (dn, 0, mic, di lai...) &én
nhing nhu ciu giai tri va khong chi ton tai trong cac linh vuc kinh doanh truyén théng
(nhu du lich, ngén hang, giao thong van tai..) ma con trong cac linh vuc dich vu khac.

Do vay, xa hdi cang phat trién thi vai tro cua dich vu ngay cang quan trong.
s Khai niém dich vu bao hiém

Dich vu bao hiém 1a mot loai hinh dich vu ddc biét vi n6 nham thoa man chimg
muc nao d6 cua con nguodi vé sy an toan; day 1a nhu cAu ma vj tri cta n6 chi dlirng sau
nhu cdu dau tién 12 nhu ciu sinh 1y (Maslow va cong sy, 1970). Khi nhu cdu vé an toan
duoc thoa man thi s& tao diéu kién théa man cac nhu cau khac cia con nguoi. Ly do
quan trong dé tham gia bao hiém 1a dé bu dip cac thiét hai (c6 thé xay ra hodc khong
xay ra trong thoi han hop dong bao hiém) (Anderson&Skogh, 2003 trich theo
Tsoukatos, 2007) va sau khi su ¢d bao hiém xay ra khach hang mdi thuc sy cé thé
danh gia gia tri cua dich vu ma ho da mua trudc day (Tsoukatos, 2007). Voi dac thu
ctia minh, dich vu bao hiém c6 san xuit khong déng thoi véi tiéu dung nén no6 khac véi
mot sd dich vu khéac (Zeithaml va cong su, 1988). Dich vu bao hiém 1a mét dich vu c6
uy tin cao (Lynch&Mackay, 1985 theo Crosby&Stephens, 1987), rat triru tuong, phirc
tap va tdp trung vao nhimg loi ich trong twong lai rang rat kho ching minh
(Crosby&Stephens, 1987) nén dich vu nay khach hang rat kho c6 thé danh gia ngay
sau khi mua bao hiém.

Sdan pham bdo hiém thuc chdt la mot hop dong ghi nhdn sy giao két (gidy
chimg nhdn bao hiém-GCNBH) dwoc thiét lgp gitta hai bén (nguoi tham gia BH va
DNBH). Hop dong bdo hiém chinh la 16i cam két cia nha bdo hiém doi véi khdich
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hang vé trach nhiém chia sé vé tinh than, vé nhiing gdnh ndng tai chinh ma khdch
hang cé thé gdp trong twong lai néu gdp nhitng rii ro, thiét hai hodc khé khan vé tai
chinh, doi lai bén tham gia thanh todn phi BH.

Khéc so v6i hinh thire dich vu khac, dich vu bao hiém khong két thuc khi san
phém dugc ban. Bao hiém 12 mot san phém c6 dic diém dic biét 1a dich vu hay quy
trinh thyc hién dich vu khong két thuc & khau ban ma s& kéo dai trong subt thoi han
BH, tham chi dén khi nha bao hiém giai quyét xong quyén lgi bao hiém cho khach
hang. Ngay ca khi thoi han hiéu luc cua hop dong két thuc, DNBH van c6 thé phai
tiép tuc thuc hién cam két ciia minh (nhu thuc hién chi tra boi thuong, thanh toan tra
tién bao hiém). Khong phai bat cr mét HDBH nao dugc khai thac déu phat sinh trach
nhiém boi thuong ctia nha bao hiém. Bao hiém 12 mét dich vu ma trach nhiém cua
nha bao hiém duoc duy tri trong mot khoang thoi gian nhat dinh va chi két thuc khi
HPBH két thuc hodc khi DNBH thyc hién ddy du nghia vu bdi thudng ctia minh theo
hop ddng.

% Khdi niém chat lwong dich vu

Chat luong dich vu la mot khai niém triru tugng, kho xac dinh va do luong
(Parasuraman va cong su, 1988, 1991). Nhan dinh chit lugng dich vu 1a “mirc d6 khac
nhau gitra sy mong dg¢i cua nguoi ti€u dung vé dich vu va nhén thirc cta ho vé két qua
cua dich vu” lIa dong gdp to 16n cua Parasuraman va cong su (1988). Va ciing cung
quan diém nay, Asubonteng va cong su (1996) cho rang c6 sy khac biét giira ky vong
trude va nhén thirc sau khi nhan dich vu va dich vu c6 chét luong duogc xac dinh 1a
dich vy thoa min yéu cau cua khach hang. “Chat luong dich vu 13 biét khach hang
muén gi va dat dugc mong mubén d6 mot cach chinh xac ma khong c6 sy khong hoan
hao va khiém khuyét ngay tir lan dau tién” (Redman&Mathews, 1998).

Tém lai, khoang cach gitra P (cam nhan-Perception) va E (ky vong-
Expectation) ctia khach hang duoc kéo gan lai v6i nhau hay hiéu sé (P-E) cang tién
gan t6i gia tri 0 thi khi d6 dich vu dat chat lwong. Va chit luong di trg thanh nhu cau
thiét yéu co ban dé cung cép dich vu vi n6 dai dién cho nguyén vong cua céac ddi tuong
thu hudng céac dich vu do (Al qudah va cong su, 2013).

% Chat luong dich vu bao hiém

Theo Solomon (2014) “Ly do quan trong nhit & mua bao hiém 1a sy ton tai cia
rti ro dudi hinh thirc va mirc do khac nhau c6 thé xay ra hoic khong xdy ra trong thoi

han ctia hop dong bao hiém”. HDBH la mot loai cam két phép 1y dic biét giira hai bén
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(Cong ty bao hiém va nguoi duge bao hiém /khach hang) va ca hai bén déu mong doi

nhiing loi ich hop 1y.

Hoat dong bao hiém lién quan dén su twong tac, cach hanh xu cta hai phia 1a
doanh nghiép bao hiém va khach hang. Ban chit cia HPKD bao hiém 14 bén ban ban
101 htra thanh toan trong twong lai (cho nhiing rti ro bén mua c6 thé gip) ddi lai véi
cac khoan phi d4 nhan dugc tir phia bén mua bao hiém;. Boi vay, ngudi tham gia bao
hiém s& ¢ nhiing ky vong dbi v6i nhitng 101 hita ciia nha bao hiém va ho ciing s& 13 vi
thAm phan dwa ra phan quyét cudi cung khi danh gia vé chat lugng sau khi da trai
nghiém vé& dich vu bao hiém. Cam giac chu quan ctia khach hang vé trai nghiém trong
qua trinh mua lai va thyc hién chinh 1d nhan thic dich vu ctua khach hang
(Przybytniwski, 2015). Chat luong va gia tri cia dich vu BH c6 thé duoc danh gia sau
khi khach hang mua HDBH mot thoi gian, tai thoi diém yéu cau (Solomon, 2014).

Vi cac dac trung riéng biét, bao hiém dugc mé ta nhu 1a mot dich vu “thuan
tay” (Berry&Parasuraman, 1991) va vi thé dich vu bao hiém c6 thé tao ra nhimg ky
vong khac nhau cho khach hang so véi cac dich vu c6 ty 1& 16n hon vé cac yéu t6 hiru
hinh (Zeithaml va cong su, 1993). Dich vu bao hiém & cac nude khac nhau chét lugng
s& dugc danh gia 1a khac nhau vi nhan thirc vé chét lugng dich vy, moi trudng van hoa,
nén kinh té cia mdi qudc gia 13 khac nhau (Sharma va cong su, 2011;
Upadhyaya&Badlani, 2011; Myola, 2014; Tsoukatos, 2007; Yusuf va cdng su, 2009)

Chat luong dich vu c¢o6 vai tro rat quan trong dbi voi HDKD cua bat ky mot
doanh nghiép nao. Giéng nhu CLDV cua céc dich vu khac, chat luong dich vu bao
hiém ciing c6 tinh chat v6 hinh va kho ndm bat, vi né khong dé dang do luong bang
cac thong s ky thuat cu thé nhu khi do ludng chit luong hang héa (Parasuraman va
cong su, 1988) nén rat kho dénh gia kho so sanh véi viéc danh gia chat lugng hang hoa
(Zeitham va cong su, 2010). C6 mot sy nham 1an khi cho rfing chét luong dich vu bao
hiém 14 sy sin 10ng bu ddp cho khach hang (Anderson&Skogh, 2003) hay nhiam lan
chét luong dich vu bao hiém véi sy hao phéng 13 su san sang boi thuong nhiéu hon

quy dinh cia cac cong ty bao hiém (Roos, 1981).

Chat lwong dich vu bao hiém la sy ddp iing nhitng mong doi va yéu cau ciia
nguoi duoc bao hiém bcfng cdch thuc hién cdc hanh dong tao nén dich vu bdo hiém
(Romanowska& Trocki, 2004 ddn theo Przybytniwski, 2015).

Dé giai quyét van dé vé CLDV trong linh vyc bao hiém phai tinh dén cac dic
tinh ctia dich vu nay vi dich vu va san pham bao hiém rat phirc tap (vo hinh, khong thé
tach roi, khong dong nhat, dé hong) khién cho CLDV bédo hiém rat kho xac dinh va
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duoc do luong rd rang (Przybytniwski, 2015; Solomon, 2014). Theo Przybytniwski
(2015), CLDV béo hiém 13 két qua cta viéc str dung mét sé nguyén tic co ban trong

bao hiém: Tinh kha thi, tinh day du, tinh phd quat va téc d6 thanh toan bdi thuong,
1.2.2 Cdc mé hinh do luong chit liwong dich vu

Trong vai thap ky qua, chat lugng dich vu da trd thanh mot linh vuc quan trong
dbi v6i cac hoc vién, cac nha quan 1y va cc nha nghién ctru do su tac dong manh mé
t6i hidu qua kinh doanh, chi phi thip hon, sy hai long cua khach hang, long trung
thanh cua khach hang va kha ndng sinh 101. Theo Seth va cong su (2005), trong giai
doan (1984-2003) c¢6 19 md hinh vé chat lugng dich vu va mdi nguoi trong s6 ho dai
dién cho mot quan diém khac nhau vé dich vu. Phan Chi Anh va cong sy (2013) cling
da tong hop va so sanh bay mo hinh CLDV va nhan thiy viéc st dung mé hinh nao
trong nghién ciru do ludng CLDV déu phai tinh dén cic tiéu chi do luong, phuong
thirc do va tinh kha dung va pht hgp ctia mé hinh d6i véi linh vye duoc do.

D3 c6 rat nhidu nghién ctru déng ké cua nhiéu tac gia trong nhidu linh vuc khac
nhau ¢ cac qudc gia khac nhau vé cac khia canh khac nhau cua chat lwong dich vu tir y
kién nhan thtrc cua khach hang vé bat ky mot dich vu cu thé nao dugc phan chia thanh
hai chiéu 1a chét lugng k¥ thuat va chat luong chiic ning ciia Gronroos (1984) dén
SERVQUAL c6 nam khoang cach véi 22 myc gifra ky vong va nhan thirc cua khach
hang vé chat lugng dich vu cia Parasuraman va cong su (1985, 1988, ) va SERVPERF
ctia Cronin&Taylor (1992) ... Cac nha nghién ctru da c6 gang danh gia chat luong dich
vu theo céc quan diém khac nhau cho cac dich vu khac nhau (Siddiqui&Sharma,
2010).

1.2.2.1 M0 hinh chdt lwong ky thudt, chat lwong chirc ndang ciia Gronroos
(1984) (GM)

Mo hinh nay 1a mé hinh vé chat lugng dich vu sém nhat, duoc Gronroos dua ra
vao nam 1984. Theo mo hinh nay, chét luong dich vu phu thude vao chét luong ky
thuat, chét lugng chirc nang va hinh anh cong ty. Chét luong k¥ thuat 1a viéc dich vu
duoc cung cép la gi; Chat lugng chirc nang la viéc dich vu duoc cung cép nhu thé nao;
Va Hinh anh cong ty duoc xdy dung dya trén chat lwgng k§ thuat va chét lwgng chuc
ning v6i mot s6 cac yéu t khac nhu quang céo, PR, truyén miéng ...

Chat lugng dich vu nhan dugc c6 nghia la gitta dich vu mong doi va dich vu
nhan dugc c6 mot khoang céch thi khi d6 s€ dat dugc hai long téng thé. Theo
Gronroos (1984) thi chit luong chirc ning quan trong hon chat lwong k¥ thuat. Tuy
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nhién, han ché ctia mo hinh 13 mé hinh khong dwa ra giai thich vé cach do luong chat

luong chirc ning va chit luong k¥ thuat.

Chat luong dich vu
cam nhan

T

Hinh anh cong ty

g N\

Hinh 1.1: M6 hinh chét lwong k¥ thuit va chit lwgng chirc ning

Dich vu mong doi Dich vu nhéan duoc

Chét luong

Chét luon
k¥ thuat e

chirc nang

Nguén: Gronroos (1984, p.40)

1.2.2.2 M6 hinh khoang cach cua Parasuraman va cong sw (1985, 1988)
(SERVQUAL)

Mo hinh chit luong dich vu ciia Parasuraman va cong sy (1985) danh gia cam
nhan cia khach hang vé chét luong dich vu cung cép théng qua cac thang do cam
nhan. Trong mo hinh ¢6 5 khoang céach trong chit luong dich vu.

» Khoang cach 1: Khoang cach gitra sy mong do¢i cua khach hang va sy nhan thirc
ctia nha quan 1y vé nhiing ky vong cua khach hang.

» Khoang cach 2: Khoang cach su ky vong ctiia khach hang trong nhéan thirc cua
nha quan 1y thanh céc tiéu chuén cu thé.

» Khoang cach 3: Phan anh viéc thuc hién chirc nang, nhiém vu ctia Nhan vién
khong theo dtiing theo quy trinh da dat ra da tao ra khoang cach (tirc 1a khoang
cach hiéu suat dich vu)

» Khoang cach 4: Viéc cung cép dich vu c6 sy khac bi¢t so véi nhiing 101 hira
hen, cam két.

» Khoang cach 5: Sy khac biét gilra ky vong va cam nhan dugc ctia khach hang
vé chat lugng dich vu.

Theo mo6 hinh nay, CLDV la mdt chirc nang cua nhan thirc va ky vong co thé dugc

mo hinh hoda nhu sau:
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S0=(8, ~E,)
=
Trong d6:  SQ: CLDV k: s6 khia canh
P;;: Nhan thtrc hi¢u qua ctia chi tiét i ddi vi khia canh j
Ejj: Ky vong CLDV cho chi tiét i trong khia canh j

M6 hinh SERVQUAL la mét cong cu phan tich. Trong m6 hinh SERVQUAL
(Parasuraman va cong su, 1985), chét lugng dich vu dugc do bﬁng 10 kich thudc

Hiru hinh
Pap tng —

Nane luc phuc vu

Tin cay ]
Tiép can ] X
Chat
Lich su B luong
dich vu
Thone tin ]
Tin nhiém —
An toan —

Hiéu biét khach hang

Hinh 1.2a: M6 hinh khoang cach
Nguon: Parasuraman va cong su, (1985)

Mudi kich thuéc cia CLDV bao gém: 1/ Hitu hinh (Tangibles): thé hién qua
ngoai hinh, trang phuc cuia nhan vién, cic trang thiét bi phuc vu cho dich vuy; 2/Dap
mg (Responsiveness): thé hién sy san sang gitip & khach hang va cung cap dich vu
nhanh chéng; 3/ Nang lyc phuc vu (Competence) noi 1én trinh d§ chuyén moén thyc
hién dich vu; 4/ Tin cay (Reliability): thé hién kha nang thuc hién dich vu da hira mot
cach dang tin cdy va chinh xac; 5/ Tiép can (Access) lién quan dén viéc tao moi diéu

kién dé dang cho khach hang trong viéc tiép can dich vuy; 6/ Lich sy (Courtesy) noi 1én
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tinh cach phuc vu niém nd, t6n trong va than thién voi khach hang; 7/ Théng tin
(Communication) lién quan dén viéc giao tiép thong tin voi khach hang, lang nghe va
phan hoi; 8/ Tin nhiém (Credibility) néi 1én kha ning tao long tin cho khach hang, 1am
cho khach hang tin vao cong ty; 9/ An toan (Security) lién quan dén kahr niang dam
bao an toan cho khach hang vé vat chat, tai chinh, thong tin; 10/ Hiéu biét khach hang
(Understanding/Knowing the customer) thé hién kahr ning hiéu biét nhu ciu cua

khach hang, quan tam dén khach hang.

Mudi kich thuée CLDV cuia Parasuraman va cong su (1985) c6 vu diém 1a bao
quat duoc hau hét moi khia canh cua dich vu. Tuy nhién, lai mang dén su phuc tap
trong viéc do ludng. Hon nira, md hinh nay mang tinh 1y thuyét, c6 thé s& c6 nhiéu yéu
t6 cau thanh cia CLDV khong dat gia tri phan biét. Do viy, cac nha nghién ctru di tién
hanh nghién ctru kiém dinh lai mé hinh nay va di dén két luan vao nim 1988 1a CLDV

s& bao gdm 5 kich thudc nhu sau:

Hitu hinh ]

bép tng ]

Tin cay

Chat lwong dich vu

Pam bao _

bong cam —

Hinh 1.2b: M6 hinh khodng cach
Nguoén: Parasuraman va cong su (1988)

Theo Parasuraman va cong su (1988), CLDV dugc do béng nam nhén t va 22
bién quan sat, d6 1a: 1/ Hitu hinh (Tangibles): thé hién qua ngoai hinh, trang phuc cua
nhan vién, cac trang thiét bj phuc vu cho dich vu; 2/Pap ung (Responsiveness): thé
hién su san sang giup d& khach hang va cung cép dich vu nhanh chéng; 3/ Tin ciy
(Reliability): thé hién kha nang thuc hién dich vu da hra mot cadch dang tin cdy va
chinh xac; 4/ Dam bao (Assurance): thé hién kha nang hiéu nhu cau cia khach hang va
tao sy tu tin cho khach hang; 5/ Pong cam (Empathy): thé hién su quan tdm, chim séc,
cht y dén timg c4 nhan khach hang.
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M6 hinh SERVQUAL cho phép cic nha quan 1y xac dinh duogc cac khoang
cach CLDV c¢6 hé thong thong qua xac dinh duoc cac yéu tb CLDV thich hop dua trén

quan diém cua nguoi tiéu dung dich vu

Han ché ctia m6 hinh 12 khéng giai thich quy trinh do rd rang dé do cac khoang

cach ¢ cac muc khéc nhau.
1.2.2.3 M6 hinh téng hop chdt lwong dich vu ciia Brogowicz va cong sur (1990)

Theo md hinh, mdt khoang cach chét lugng dich vu c6 thé ton tai ngay ca khi
khach hang chua trai nghiém dich vu nhung c6 thé qua truyén miéng, quang cdo hoic
thong qua cac phwong tién truyén thong khac.

[ Cmmmmm e -
l

Cic aP h huo‘t}g tu' —> Hinh anh cong ty < Cap hoat d;(') ne £
bén ngoai marketing truyén thong

\ Chét 1u0ng dlCh Vu

i<_ B mong doi

CHAT LUONG DICH VU

Cam nhén chét luong dich
————————————————————————— vu dé nghi hodc trai
nohidm

A

Dich vu cung cip

A

Céc thong s6 ky thuat
dich vu cung cap

4\

e Lapkéhoach,thuchi,én
va kiém soat cac chién
lude marketing

)\

—----------------------->Xaic dinh st m¢nh va
muc tiéu cta cong ty

Hinh 1.3: M6 hinh tong hop chit lweng dich vu
Nguon: Brogowicz va céng su, (1990)
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Theo mo hinh nay, cac khoang cach CLDV c¢6 thé c¢6 trong cam nhan ciia khach
hang khi khach hang c6 thé khong nhat thiét phai trai nghiém dich vu. Do vy, can
phai két hop nhén thirc cia khach hang tiém ning ciing nhu nhén thic ciia khach hang

trai nghiém thuc té vé chat lugng dich vu.

Han ché ctia mo hinh 1 can phai xac dinh tinh pht hop cia mé hinh khi xem

xét cho cac loai dich vu khac nhau.
1.2.2.4 M6 hinh gid tri Iy tudng vé chat lwong dich vu ciia Mattsson (1992)

Theo mo hinh, ky vong vé cac thudc tinh cua dich vu dugce coi 1a tiéu chuin dé
danh gia, dwa trén 1y tuong, kinh nghiém. M6 hinh 14p luan cho cach tiép can gia tri
dbi v6i chat lwong dich vyu. Chit luong dich vu 13 su so sanh cam nhan gitta trai
nghiém véi tiéu chudn 1y tudng nghia 13 nguoi tiéu dung s& danh gia gitta mirc do thai
dd cam nhan véi mirc d6 gia tri y thue trude do. Néu su so sanh nay c6 gia tri thi trai
nghi¢m dugc xac nhén 1a khong cé tiéu cuc (dich vu co chat lugng). Yéu tb “khong
xé4c nhan tiéu cuc” 1a yéu té chinh quyét dinh dén sy hai 1ong cta ngudi tiéu ding (hay
nguodi tiéu dung c6 murc d6 hai long cao khi mirc d6 thai d6 & mirc cao hon so véi mure

do ¥ thite trude do).

Mtrc do gia tri Murc d6 thai do

Tiéu chuan 1y tuong

Khoéng xac nhan
ongxécnhin |
ti€u cuc

Hai long
Trai nghiém
Hinh 1.4: M6 hinh gia tri Iy twéng vé chit lwgng dich vu
Nguon: Mattsson, (1992)

Han ché cua mo hinh 1a cac bién quan sat dugc st dung cho gid tri va sy hai

1ong ctia khach hang it hon, dong thoi can duoc xac dinh cho tat ca cac loai dich vu.
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1.2.2.5 M6 hinh duy nhdt hiéu sudt ciia Cronin&Taylor (1992)(SERVPERF)

Theo md hinh, Cronin&Taylor (1992) da nghién ctru khai niém, do luong
CLDV va moi quan hé voi sy hai long va y dinh mua ctia khach hang. O day, CLDV
phai dugc khai niém hoa va do luong nhu mot thai do. Chét luong dich vu 1a tién dé
ctia sy hai 1ong ctia khach hang va su hai 1ong co thé ¢6 anh huéng t6t hon dén y dinh

mua cua khach hang so véi CLDV.

Trong mé hinh, cac tac gid da danh gia CLDV thong qua nhan thuc thay vi
“Nhén thtrc-Ky vong”, nghia 1a m6 hinh danh gia dua trén nhan thirc ma khong co ky
vong, vi vay s luong chi tiét da giam di 50% va cho két qua tét hon.

k
SO=2.P,
J=1
Trong d6:  SQ: CLDV tong thé k: s6 khia canh
P;;: Nhan thirc higu qua ctia chi tiét i ddi v6i khia canh j

Tuy nhién, mo6 hinh can duoc téng quat hoa cho tat ca cac dich vu; déng thoi

mbi quan h¢ dinh lugng gitra sy hai long va CLDV can duoc thiét 1ap.

Hiuhinh ~ ——
Daptmg

Tin cay

Chét luong dich vu

Pam bao —

DPong cam —
Hinh 1.5: M6 hinh duy nhét hiéu suét
Nguon: Cronin&Taylor, (1992)
1.2.2.6 M6 hinh Chat lvong dich vu ban lé va moé hinh gia tri nhdn thirc cua
Sweeney va cong sw (1997)

Anh huong cia CLDV ddi véi gia tri va su san long mua trong mét dich vu cu

thé dugc thong gau hai mo hinh. O mé hinh 1, chat lwong chirc ning, chat luong ki
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thuat va chét lugng san phém déu c6 anh huong truc tiép t61 nhan thirc gid tri, nhung
chat luong k¥ thuat va chét lwong chirc nang khong c6 mdi lién hé nao voi chat lugng
san pham. Theo md hinh 2, nhan thirc vé CLDV k¥ thuat 14 yéu t6 quan trong ddi véi
chat lugng san pham va khong anh hudng truc tiép téi nhan thic gid tri, dén sin long
mua. Chét lugng dich vu chitc ning anh hudng c6 thé gian tiép dén sy sin long mua
thong qua chét lwong san pham va nhan thic gia tri va truc tiép dén sy sin long mua.
Do vy, CLDV khéong anh hudng truc tiép dén nhan thirc gia tri nhung anh hudng truc
tiép dén chat luong san pham. Nhu vdy, md hinh 2 c¢6 su vuot troi so voi mo hinh 1
trong phan tich va dé cai thién thi c6 thé cho phép CLDV k¥ thuat anh huong truc tiép

dén gi4 tri nhan thirc trong md hinh nay.

CAu trc gia tri duge str dung trong md hinh nay 13 “gia tri ddng tién”. Nhu vay,
mo hinh nay chi dugc xem xét mét cAu trac gia tri-gia tri déng tién, can kiém ching
cho cac cdu trac gia tri khac. Vi gia tri c6 thé 1a sy so sanh giita nhitng gi ma nguoi
tiéu dung nhan dugc va nhitng gi ho bd ra hodc gia tri 1a su so sanh loi ich va hy sinh

(Zeithaml va cong su, 1988).

CLDV
chtrc nang

\l/ +
CLDV
k¥ thuat T

¢+

Chéat luong
san pham

Giaca

—> Gia tri >

Hinh 1.6: Chit lwong dich vu ban 1é va mé hinh gia tri nhin thirc
Nguon: Sweeney va cong su, (1997)
1.2.2.7 M6 hinh tién dé va trung gian ciia Dabholkar va céng sw (2000)

Pay 1a m6 hinh xem xét toan dién vé CLDV bao gém viéc dénh gia cac yéu to

tién de¢, ket qua va cac yeu to trung gian nham cung cap su hiéu bict day du va sau sac
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hon vé cac khai niém lién quan dén CLDV. Nguoi tiéu dung dénh gia cac nhéan t6 khac
nhau lién quan dén dich vu. Cac yéu t6 tién dé co thé cung cap sy hiéu biét ddy du vé
CLDV. Su hai long v61 dugc danh gia véi vai tro 1a trung gian quan trong, c6 sy khac
biét véi CLDV va sy hai long 1a mot yéu té dy bao tot hon vé ¥ dinh hanh vi.

Tuy nhién, han ché cia mé hinh 1a tién than cia sy hai long ciia khach hang
chua duge kham phéa va md hinh do ludng ¥ dinh hanh vi hon 13 hanh vi thyc té.

MG hinh tién d& chat lugng dich vu

M0 hinh trung gia sy hai long cia KH

Su tin cay
e Chat
Su chit  cd nhan lwong Su hai long Y dinh
e dich E cua hanh vi
Su thoai mai vu khach hang

Dac trung

Hinh 1.7: M hinh tién @@ va trung gian
Nguon: Dabholkar va céng sw, (2000)
1.2.3 Ly thuyét lica chon lam Iy thuyét nén ting cho nghién ciru

MObi mot md hinh vé chit lwong déu c6 nhitng han ché nhat dinh vé cach do
ludng, vé tinh phi hop véi dich vu duoc do. M6 hinh ctia Gronroos (1984) 1a mé hinh
som nhat do ludng vé CLDV. Tuy nhién bén canh viéc md hinh khéng dua ra duoc
cach giai thich vé cach do luong chat lugng chirc ning va chat lugng k¥ thuat nhu thé
nao (mdc du hai khai niém chét lwong chirc ning va k¥ thuat ciing duoc dua ra). Mo
hinh cua Brogowicz va cong su (1990) can xac thuc tinh hop 1& ciing nhu can dugc
kiém tra trong tat ca cac loai hinh dich vu. M6 hinh cta Mattsson (1992) s6 chi tiét it
va cling can duge xac dinh cho tit ca cac loai hinh dich vu. Md hinh cua Sweeney va
cong su (1997) thi CLDV lai chi dugc xem xét trén mot gia tri 1a “gia tri déng tién” va
c6 it cau hoi nghién cru. M6 hinh cua Dabholkar va cong sy (2000), tién dé SHL cua
KH vén chwa dugc nghién ctru, dong thdi mo hinh do luong ¥ dinh hanh vi hon 1a
hanh vi thuc t& va nén duge khai quat dé su dung cho céc loai dich vu khéac nhau.
Khong c6 dinh nghia, khai niém t6t va mé hinh CLDV ciing nhu viéc chdp nhan chung
nao vé cach do luong chét lugng dich vu. Tuy nhién, da s6 cac mo hinh va dinh nghia
hd trg quan diém danh gia chat lugng dich vu bang cach so sanh ky vong véi nhan

thirc (Seth va cong su, 2005). Va khi muc tiéu nghién ctru 1a xac dinh cac linh vuc dich
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vu ¢6 sy thiéu hut CLDV dé cac nha quan 1y can thiép thi mé hinh SERVQUAL cua
Parasuraman va cong sy (1985) da khai pha ra viéc danh gia chat luong dich vu cta
khéach hang thong qua céc thang do cadm nhan ctia nguoi st dung dich vu. Qua trinh
danh gia ndy mang tinh khiach quan nhat vi khach hang s& cho nha cung cip dich vu
thiy duoc su cam nhédn ciia ho vé dich vu ctia nhan dugc cd chéat lugng nhu thé nao.
Tuy nhién, mé hinh SERVQUAL cua Parasuraman va cong su (1985), cac yéu td cta
CLDV phurc tap va kho c6 thé do ludong duoc day du va rd rang vi c6 nhiéu yéu t6
khong dat dugc gia tri phan biét.

M6 hinh SERVQUAL (Parasuraman va cdng sy, 1988) va MO hinh
SERVPERF (Cronin&Taylor, 1992) dugc cac nghién ctu vé CLDV trong linh vuc
bao hiém st dung nhiéu. SERVPERF 12 mé hinh hiéu suét voi cac thang do dya trén
thang do cia SERVQUAL (thanh phan P (cam nhén-Perception) dugc st dung, con
thanh phan E (ky vong-Expectation) cia SERVQUAL bi loai bo va thay thé bang hiéu
suat). Tuy nhién, SERVPERF dugc st dung dé danh gia chat lwong dich vy téng thé
cua mot cong ty khi thyc hién so sanh CLDV gifta cac nganh dich vu. Parasuraman va
cong su (1988) da xac dinh chét lugng dich vu theo quan diém khach hang thay vi dua
trén cac bién phap hi¢u suét noi bo.

Qua viéc téng quan céc 1y thuyét do ludng chat luong dich vy, tac gia lya chon
Iy thuyét mo hinh chit luong dich vu cia Parasuraman va cong su (1988)
(SERVQUAL) cho nghién ctru nay vi:

(1) Mo hinh SERVQUAL tép trung dénh gia chat luvong dich vu theo quan
diém khach hang. Bao hiém TNDS chi xe co gidi ddi voi ngudi thir ba
la mdt san phém béo hiém bét budc, cac DNBH cung cép dich vu bao
hiém bét budc nén can danh gia dya trén su so sanh giita cdm nhan va
ky vong cua khach hang, khong thé danh gia bang hiéu suat ndi bo hay
dira vao két qua do ludng chit luong chirc ning hay chit lwong k¥
thuat duoc. Pung trén quan diém danh gia cua khach hang thi qua trinh
danh gi4 nay mang tinh khach quan nhét vi khach hang s& cho nha
cung cép dich vu théy duoc su cam nhan cua ho vé dich vu ma ho nhan

duoc c6 chit lugng nhu thé nao.

(11) M6 hinh SERVQUAL c6 kha ning chan doan vuot tréi khi mot linh
vuc dich vu cu thé co sy thiéu hut chét lwong dich vu va chit luong
dich vu dugc danh gia mot cach tong thé trén dich vu d6. Trong bao

hiém TNDS chu xe co gidi ddi v6i ngudi thir ba, khach hang tham gia
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béo hiém vi tinh bét budc ma dich vu lai thiéu. Cac DNBH chua thuc

su chu trong trong vi¢c nang cao CLDV cua dich vu bao hiém nay.

(111) Khi stt dung m6 hinh SERVQUAL, cac nha nghién ctru nén str dung
céc thanh phan chung con cac thanh phan khac c6 thé duoc sira ddi
hodc x6a bo hodc ¢ thé thém vao cac yéu t& m&i cho cac nganh dich
vu cu thé (Reynoso&Moore, 1995). SERVQUAL dugc coi 1a mot
cong cu hitu ich va hop 1€ khi dugc tuy chinh dé do luong mot dich vu
cu thé (Curry, 1999 trich theo Khambhati, 2017). Do vdy, trong do
ludng CLDV bao hiém TNDS chu xe co gidi ddi v6i nguoi thi ba cac
kich thuéc cua dich vu c6 thé duoc diéu chinh cho phu hop.

1.3 Tong quan nghién ciru vé moi quan hé tac dong ciia chat lwong dich vu

t6i sw hai 1ong ciia khach hang trong bao hiém
1.3.1 Nghién civu trén thé gigi
Theo Romanowska& Trocki (2004 trich theo Przybytniowski, 2015), dich vu bao

hieém 1a cac hoat dong thyc hién Pap tng nhiing mong doi va yéu cau cua nguoi dugc
bao hiém. Hoat dong bao hiém rat cu the, vi vay biét va dap ung nhu cau cua khach

hang c6 lién quan chat ch€ voi viée cai thién chat lugng dich vu.

Trong linh vyc bao hiém thi lgi ich ciia khach hang 1a ¢ twong lai va khach
hang ngdy cang yéu cau cac dich vu bao hiém co6 chit luong cao (nghia 1 nhitng loi
ich ¢ tuong lai s€ vuot qua sy ky vong). Vi muce do nhan thire ngay cang tang, khach
hang yéu cu dich vu chat lugng tdt hon véi tiéu chuin cao hon. Cung cép dich vu
chét lugng duoc coi la mot chién luogc thiét yéu cho sy thanh cong va tdn tai cla céc
doanh nghiép bao hiém hién nay (Dawkins&Reichheld, 1990 trich theo Singh va cong
su, 2014; Parasuraman va cong su, 1985; Reichheld&Sasser, 1990; Zeithaml va cong
su, 1990) va chat lwong phai 1a ¢t 161 cia nganh bao hiém (Toran, 1993 trich theo
Singh va cong su, 2014). Mot dich vy tdt s& dem lai nhiéu két qua nhu tao ra nhiéu loi
nhuén khi chi phi giit chan khach hang hién tai thip, dong thoi ciing khong c6 nhidu
khoé khin va tdn kém dé tao ra cac khach hang méi (Berry va cong su, 1994; Naik va
cong sy, 2010). Nguoc lai, khi cung cép dich vu khong dat chit lugng déng nghia vai

danh tiéng, uy tin ctia doanh nghiép bi suy giam, khach hang ciing dan bi mat di.

Véi viée ty do hoéa va qubc té hoa trong linh vire bao hiém doi hoi can phai co
su khac bi¢t gitta cac DNBH trén con duong dat dugc thanh cong trong kinh doanh.
Su khéc biét nay dua trén chét lugng dich vu ma cong ty cung cép (Siddiqui&Sharma,

2010); boi chét lugng dich vu la nhan td trung tam nhét cho 1gi thé canh tranh bén virng
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va cung cap chit luong dich vu tét nhit c¢6 thé 1am ting sy hai long cua khach hang, giit
khéach hang va tang lgi nhuan (Sureshchandar va cong su, 2002). Chat lugng dich vu tbt
hon c6 thé 1 cach duy nhat dé phan biét cac cong ty bao hiém (Siddiqui&Sharma,
2010), phan biét giita cic san pham bao hiém giéng hét nhau (Schlesinger&Von der
Schulenburg, 1991). Su khac biét nhu vay co thé mang lai ty 1¢ Iya chon cua khach
hang cao hon (Bala va cong sy, 2011). Chit luong c6 nghia 1a khong c6 thiéu sét. Nhu
vay, chit luong dich vu bao hiém khong chi thé hién viéc ky dugc nhiéu hop dong,
dem lai nhiéu doanh thu phi ma con thé hién & viéc khong c6 khiéu nai hay bat ky thac
mic nao cia khach hang khi nhan bdi thuong. Vi vy, nang cao chat luong dich vu
chinh 14 viéc cic DNBH thay d6i cdc hoat dong ctia minh trong subt qua trinh trude,

trong va sau ban hang nham tao nén sy man long ctia khach hang.

Cung cép dich vu chat luong dugce coi 1a mot chién luoc thiét yéu cho su thanh
cong va ton tai trong moi trudng canh tranh ngdy nay (Dawkins&Reichheld, 1990 theo
Myola, 2014). Véi su lya chon 16n hon va nhan thic khach hang ngay cang tang, sy
mong doi ting theo va ho yéu cau dich vu chat luong tét hon. Pap tng dugc mong doi
ctia khach hang va ¢d gang 1am hai 1ong khach hang chinh 1 chia khoa chinh mé canh
ctra thanh cong cho doanh nghiép bao hiém (Myola, 2014). Vi vay, viéc xac dinh céc
yéu t6 quyét dinh chat lugng dich vu 1a can thiét dé c6 thé xac dinh, do luong, kiém soat
va cai thién chat luong dich vu ma khach hang nhan th'éiy, nén no ludn 1a mbi quan tam

chinh d6i v&i cac nha quan ly dich vy, cac hoc gia va cac hoc vién (Johnston, 1995).

Trong linh vuc bao hiém, khach hang cé quan hé tryc tiép véi DNBH va trong
x4 hoi hién dai, khach hang luon mudn c6 mot dich vu chét luong t6t hon (Choudhuri,
2014). Cac kich thudc ciia chat lwong dich vu & cac mang bao hiém khac nhau c6 su
khac nhau, cic DNBH cung hoat dong trong cung mang dich vu bao hiém ciing khac
nhau (Mohammadbagher&Sahar, 2011), cac kich thuéc cia CLDV bao hiém ciing
khac nhau ¢ cac khu vuc khac nhau, cac qudc gia khac nhau va mic d6 hai long cia
khéch hang ciing khac nhau (Sharma&Bansal, 2011; Tsoukatos, 2004) khi ¢6 tac dong
cua tung kich thudc chit lugng dich vu toi sy hai long cua khach hang . Cac HDBH
khac nhau dugc cung cap boi cac cong ty bao hiém khac nhau s& dugc cac cha HDBH
so sanh va danh gia, lua chon/thay thé hodc loai trir san phém bao hiém thong qua su
hai 1ong ctia ho. Vi vay, cic nha cung cap bao hiém can biét chinh xac mirc d6 hai long
clia ngudi mua ddi voi mot san pham bao hiém bang viéc cai thién/nang cao chat
lugng dich vu. Chat luong dich vu bao hiém tai cic DNBH c6 tinh chat phap 1y khac
nhau ciing dugc khach hang nhén thirc khac nhau. Doanh nghiép bao hiém nao c6 do

tin cdy cao vé CLDV thi kha ning canh tranh s& cao hon (Mohammadbaher&Sahar,
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2011; Gautam, 2011; Mandan, 2012). Po luong CLDV la mét phuong sach dé nang
cao chat lugng dich vu (Jayawarrdhena, 2004 dan theo Al Bassam&Al Shawi, 2011),

tang sy hai long va ting su lya chon ctia khach hang nhiéu hon.

Trong bdo hiém nhan tho, Ahmad&Sungip (2008), Kwadwo Duodu& Amanlwah
(2011), Vazifehdust&Farokhian (2013), Myola (2014), Ramamoorthy va cong su
(2018) cho rang sy tin cdy hay tao ra long tin v6i khach hang 14 nhan t chat luong
dich vu quan trong nhat anh huong téi sy hai long cua khach hang. Choudhuri (2014)
cho r’fmg, khi khach hang mong mubn c6 dugc mot dich vu chat luong tdt hon thi cong
nghé thong tin 14 yéu t6 co anh huong dang ké dén su hai 1ong cua khach hang. Tuy
nhién, Siddiqui&Sharma (2010) lai cho rang yéu t6 cong nghé lai dat gia tri thdp nhat
d6i voi su hai long ciia khach hang trong BHNT; yéu té Pam bao 1a yéu td quyét dinh
quan trong nhét cho chét luong dich vy, theo sau 1a Lap ké hoach tai chinh ca nhan,
Tham quyén, Hitu hinh, Hinh anh cong ty ding & vi tri wu tién thir tu. Chawla&Singh
(2008 trich theo Khurana, 2013) nhan dinh rang trong 8 yéu td cia CLDV thi Kha
nang tiép can c6 sy hai 1ong dat gia tri trung binh cao hon, sau d6 1a yéu td tin cay va
dam bao. Theo Al qudah va cong su (2013) thi ca 7 kich thudc cua chat lugng dich vu
(Nang lyc, Uy tin, Tin cdy, Dap Uung, Dam bdo, Hiru hinh va Giao tiép) déu cb tac
dong t&i su hai long ciia khach hang. Sy hai long va tin tudng cua khach hang s& dan
dén y dinh mua lai trong BHNT khi k¥ ning giai quyét van dé tao niém tin va hai long
cho khach hang (Panigrahi va cong su, 2018). Cac nghién ctru nay déu sir dung cic
thang do chét luong dich vu cia mé hinh SERVQUAL ké thira nguyén ban hoic c6

diéu chinh.

Dé dua ra quyét dinh mua BHNT, khach hang rat quan tdm dén cac khia canh
tai chinh, nhung cac khia canh lién quan dén dich vu ciing quan trong khong kém
(Chimedtseren&Safari, 2016). Loai hinh bao hiém nhan tho 14 loai hinh bao hiém c6
thoi han HDBH dai hon ciing nhu hinh thirc bao hiém 1a ty nguyén nén thudc do “giai
phap tai chinh” khong phai 1a thudc do hoan hio ding dé danh gia CLDV cua tat ca
cac loai hinh bao hiém (Pham Thi Dinh&Nguyén Thanh Vinh, 2015). Béi bao hiém
nhan tho 1a mot dich vu khong bat budc. Nha bao hiém phai dam bao kha niang tai
chinh dé chi tra khi d4o han hgp dong hodc khi xay ra rai ro ddi véi doi twong bao
hiém. Loai hinh bao hiém nhén tho duoc thuc hién theo nguyén tac hoan tra. Thoi gian
ctia dich vu bao hiém nhan tho dai (thoi han tdi thiéu 5 nam).

Trong nghién ciru vé bao hiém phi nhén tho, c6 nhiéu nghién ciru vé chit luong

dich vu nhu chit lugng dich vu trong bao hiém xe may tai Ba Lan (Przybytniowski,
2015; Borda&Jedrzychowska, 2012), tai Ethiopia (Solomon, 2004), tai An Do
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(Das&Rao, 2017); chat lugng dich vu trong bao hiém 6 t6 tai Malaysia
(Arokiasamy&Huam, 2014), tai Uc (Jajace&Ahmad, 2012), tai Iran (Daneshfar va
cong su, 2016); chit lugng dich vu trong cac HDBH ngén han tai Nam Phi (Mackay
va cong su, 2015).

Bao hiém xe co gi6i 13 mot san pham bao hiém phd bién nhit dwgc mua va
chiém ty trong 16n nhét trong bao hiém phi nhan tho. Cling nghién ctru vé bao hiém xe
may tai Ba Lan, Przybytniowski (2015) khong c¢6 su nghién ciru riéng biét vé cac san
phiam bao hiém xe may tu nguyén, bao hiém xe may bit budc va cac san phim bao
hiém xe may khac; chat lugng dich vu bao hiém mic du sit dung phuwong phap
SERVQUAL nhung cac yéu td6 CLDV khéng str dung nguyén ban cia SERVQUAL
(CLDV bao hiém xe mdy duoc xac dinh boi cac yéu td: 1/ Pap Gmg sy mong doi cla
KH; 2/ Tinh chuyén nghiép va su tu tin; 3/ P9 tin cdy cua dich vu dugc cung cép; 4/
Sy ddng cam va 5/ Dich vu duoc cung cAp nhanh chéng). Borda&Jedrzychowska
(2012) cho rang viéc dinh luong cac yéu té anh hudng dén quyét dinh cua khach hang
lién quan dén viéc mua san pham bao hiém xe may la rat quan trong. Vi mot mau
khao sat gdm 206 nguoi di mua bao hiém xe may. Két qua cho thiy trong dé c6
22.82% chi mua cac san phém bao hiém bt budc, 60.19% mua bao hiém xe may tu
nguyén va ty 1& con lai mua cac san pham bao hiém xe may khac. Trong nghién ctru
nay Borda&Jedrzychowska (2012) c6 dé cap dén anh hudng clia yéu t6 gidi tinh dén hanh
vi mua bao hiém xe may: Ca nam va nit déu sir dung cac gbi san pham bao hiém c6 san;
khoang 40% sb ngudi dugc hoi da khong thay doi cong ty bao hiém trong hon 3 nim;
chi 18% s6 ngudi duge hoi khi mua bao hiém xe may c6 tinh dén cac diéu khoan va
diéu kién cta bao hiém (diéu nay di xac nhan thuc t& hau hét moi nguoi & Ba Lan khi
mua bao hiém khong doc HPBH trudc khi ky); Cac phuong thirc ban hang thong qua
cac kénh phan phdi truyén théng nhu: cac dai 1y bao hiém (47.09%), truc tiép tai vin
phong cong ty bao hiém (29.13%) chiém ty trong cao; ngoai ra con c6 cac kénh ban
hang khac nhu qua dién thoai (6.315), internet (10.19%), Bancass ... Va cac yéu to
chinh anh huéng dén viéc mua bao hiém xe may 1a Phi bao hiém, Kinh nghiém tdt vé6i
quy trinh giai quyét khiéu nai; Vi tri cta cac cong ty bao hiém. Tuy nhién, mau phan

tich chua du 16n dé mang tinh dai dién cho toan by dan $b.

Tai Ethiopia, mau nghién ctru gém 360 cha HPBH xe may di dugc Solomon
(2014) st dung cho luan an tién si cua minh. Chat lugng dich vu bao hiém xe may
cling khong str dung céac kich thudc nguyén ban cia mé hinh SERVQUAL ma da dugc
stra d6i cho phu hop, bao gdm: Tinh hitu hinh; D¢ tin ciy; Pap tmg; Pam bao; Pong
cam; Chét luong danh gia rii ro; Dich vu khiéu nai. Cong ty bao hiém Ethiopian (EIC)
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12 mot cong ty bao hiém 16n nhung tir két qua phan tich ctia nghién ctiru cho thiy
CLDV cung cap cta EIC chua dat tiéu chuan nén chua lam khach hang hai 1ong
(khach hang khong hai long vé dich vu khiéu nai, Do tin ciy,Dap tng, Dong cam,
Chat luong dénh gia rii ro). Chi c¢6 yéu t6 hiru hinh va Pam bao duoc khich hang
danh gia cao va hai long. Han ché ctia nghién ctru 14 chi nghién ctru tai mot cong ty

bao hiém duy nhat.

An Do 1a qudc gia duge xép hang thir 11/88 qubc gia vé thi truong BHNT va
xép thtr 20 vé thi trudng bao hiém phi nhan tho trén toan cau. Trong thi trudng bao
hiém phi nhén tho thi bao hiém xe may 1a mot mang 16n (Das&Rao, 2017). Tuy nhién,
thi truong kinh doanh bao hiém xe may khong duoc nhiéu nha bao hiém tai An Do chi
trong, nhiéu chu xe may tiém ning chwa nhan thdy duoc cac co hoi tot khi tham gia
bao hiém xe may (phuong tién bao hiém bt budc). Vi viy v6i nghién ciru nay,
Das&Rao (2017) nham thiét ké viéc danh gia tic dong ctia hanh vi mua téi SHL cua
cac chu HDBH xe mdy dé tao dong luc va cac tiém ning phat trién cho thi trudng bao
hiém ndy. Nghién ciru nay tap trung vao mdi quan hé nhan qua gitta hanh vi va sy hai
long cua khach hang, nhung hanh vi cia chi xe may chua phan 4nh dwgc hét sy hai

10ng ctia ho ma can c6 mot vai trd trung gian tac dong chinh 14 chat lwong dich vu.

Vé bao hiém 6 16, tai Malaysia, Arokiasamy& Huam (2014) d4 st dung 5 kich
thude chit luong dich vu cia SERVQUAL va ca 5 kich thudce do déu duoc cac chu e 6
to danh gia hai long (véi gia tri trung binh tir 3,37-3,61). Arokiasamy& Huam (2014)
cung cip bang chimg vé hiéu qua truc tiép ciia chit luong dich vu ddi véi sy hai 1ong
ctia khach hang. Tuy nhién, nghién ciru chua chi ra duge mdi quan hé nhan qua giira

chét lugng dich vu va sy hai long ctia khach hang.

Con tai Uc, Jajace&Ahmad (2012) chi nghién ctru vé bao hiém bat budc dbi vai
cac chu xe 0 td v&i mau nghién ctru 1a 384 chii xe 6 t0. Jajace&Ahmad (2012) da chi
ra dugc mdi quan hé giita chit lwong dich vu va sy hai long cua khach hang trong
nganh bao hiém 6 t6 & Melbourne. Theo d0, 5 thang do chuan cia SERVQUAL déu co
tac dong thudn chiéu téi sy hai long cua khach hang voi hé sé twong quan = 0,866,
trong d6 yéu t6 dap Gmg c6 mdi quan hé cao nhit v6i sy hai long (hé sb twong quan =
.849). Mbi quan hé nay 14 tich curc, nghia 14 chét luong dich vu ting 1én dan dén sy hai
long ctia khach hang cao hon. Ciing cho rang kha ning dap tmg (dic biét 1 kha ning
xir Iy cac khiéu nai nhanh chéng) c6 tac dong tich cuc nhét toi sy hai 1ong cua khach
hang tai Indonisia (Melia, 2016); va cac nhan td con lai cling tadc dong t41 sy hai long

cua khach hang.
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Céc HPBH 6 t6 tai Iran duoc chia thanh HPBH riéng biét, bao gdm: HDBH
trach nhiém cta nguoi 1ai 6 to6 dbi voi bén thi ba (TPL)-1a ph6 bién nhit va HDBH
bao hiém than thé d6i v6i chu xe. Qua trinh diéu tra vé ty 1& hai long va ty 1¢ giir chan
khach hang ddi v6i cac HPBH 6 t6 dugc Daneshfar va cong su (2016) thyc hién theo
hai giai doan (vao ntra cudi nim 2015 va nta cudi nim 2016). Pdi tuong diéu tra 1a
nhiing chu HDBH chua tiép tuc gia han HDBH 6 t6. Viéc diéu tra dugc thuc hién béng
cac cudc goi trong 12 ngay dén 567 chit HDBH 6 t6 ¢ giai doan dau (co 346 HDBH
TPL va 221 HPBH than thé) va 599 chi HDBH 6 t6 & giai doan hai (co6 334 HDBH
TPL va 256 HPBH than thé). Ty 1é tai tuc cac HPBH trach nhiém d6i voi bén thir ba
1a 59% trong nira cudi 2015 ting 1én 67% cung ky nam sau. Nhu vy, c6 hon 30%
khach hang cua cong ty da khong tai tuc HDBH véi cong ty va ¢6 bdn 1y do chinh
trong tong s6 mudi hai 1y do dugc dua ra, d6 1a: Viéc ban xe da duoc bao hiém; Khong
thé lién lac hodc goi nham sé; HPBH méi vdi cac cong ty bao hiém twong tu khac; Phi
bao hiém cao hoic chiét khau thap. Khach hang cho rang ho khong hai long véi muc
phi bao hiém cao hodc chiét khau thap; ho ciing khong hai 1ong vai viée bdi thudng
cling nhu viéc thanh toan bang tién mit. Han ché cia nghién ctu 13 chi khao sat diéu
tra d6i v6i nhitng chu HPBH chua/khong tiép tuc gia han; dong thoi cac yéu td chi ra
lam khach hang khong hai 1ong phan 16n thudc vé yéu té ky thuat hon 13 cac yéu td

mang tinh dich vu.

Tai Ba Lan, bao hiém xe may la mdt san phém béo hiém phé bién nhét dugc mua
va chiém ty trong 16n nhit ctia nganh bao hiém phi nhén tho (Borda&Jedrzychowska,
2012). Vi vay viéc dinh luong cac yéu t6 anh huong dén quyét dinh cua khach hang
lién quan dén viéc mua san phdm bao hiém xe may 1a rit quan trong.
Borda&Jedrzychowska 2012 da thyc hién nghién ctru vo1 mdt mau khao sat gém 206
ngudi dd mua bao hiém xe may. Két qua cho thiy trong d6 c6 22.82% chi mua cac san
phém bao hiém bat budc, 60.19% mua bao hiém xe may tu nguyén va ty I¢ con lai mua
cac san pham bao hiém xe may khac; Ca nam va nit déu st dung cac gbi san pham bao
hiém c6 sén; khoang 40% sb ngudi duoc hoi da khong thay doi cong ty bao hiém trong
hon 3 nam; chi 18% s6 ngudi dwoc hoi khi mua bao hiém xe may c6 tinh dén cac diéu
khoan va diéu kién cta bao hiém (diéu ndy da xac nhan thuc t& hau hét moi nguoi ¢ Ba
Lan khi mua bao hiém khéng doc HPBH trude khi ky); Cac phuwong thirc ban hang
thong qua cac kénh phan phdi truyén théng nhu: cac dai Iy bao hiém (47.09%), truc
tiép tai van phong cong ty bao hiém (29.13%) chiém ty trong cao; ngoai ra con cb cac
kénh ban hang khac nhu qua dién thoai (6.315), internet (10.19%), Bancass ... Va céac

yeu to chinh danh hudng dén vi¢c mua bao hiém xe may la Phi bdo hiém, Kinh nghiém
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t6t voi quy trinh giai quyét khiéu nai; Vi tri ctia cac cong ty bao hiém. Tuy nhién, miu

phan tich chua du 16n dé mang tinh dai dién cho toan by dan $0.

Tir két qua dir lidu didu tra tir 891/907 nguoi tra 101, Mackay va cong su (2015)
d3 chi ra rang c6 mot mdi twong quan gitta chat lugng dich vu, loi ich quan hé, SHL
ctia khach hang va ¥ dinh hanh vi trong nganh bao hiém ngin han tai Nam Phi. Chét
luong dich vu trong nganh bao hiém ngan han tai Nam Phi dugc do ludong boi bon
nhan t6 (D¢ tin cdy, Kha ning dap tng, Pam bao va Pong cam). Nghién ctru cho thiy
CLDV va loi ich quan hé c6 tac dong tich cuc dén mirc do hai long cua khach hang ddi
v6i cac cong ty bao hiém ngan han; va mic d6 hai long ciia khach hang ciing ¢6 anh
huong tich cuc dén ¥ dinh hanh vi cua ho (gém long trung thanh, truyén miéng va
trung thanh trong tuong lai). Theo nhom tac gia, dé cai thién mirc d6 hai long cua
khach hang, dé khuyén khich cac y dinh hanh vi tich cuc ctia khach hang cac cong ty
béo hiém ngén han tai Nam Phi can tao ra mot dich vu bao hiém vuot qué sy mong doi

ctia khach hang 12 nang cao CLDV va cung cap, b sung thém cac loi ich quan hé.
1.3.2 Nghién cvru tai Viét Nam

Tai Viét Nam, cac cong trinh nghién ctru vé CLDV va su hai long cua khach
hang trong linh vyc bao hiém duoc thuc hién nhiéu trong BHNT, con trong bdo hiém
PNT khéng c6 nhiéu (chu yéu duoc nghién ctru trong cac luan vin nén tinh ham luong
khoa hoc khong cao). Boi cac san pham ctia BHNT thuong mang tinh ty nguyén, nén
dé danh gia CLDV va su hai 10ng cta khach hang thuan lgi hon so véi cac san phim
bao hiém phi nhan tho ty nguyén; va d6i v6i cac san pham BH PNT bét budc thi rat
kho dénh gia vé CLDV cling nhu sy hai long cia khach hang, boi khi da bét budc thi
khach hang khong c6 nhiéu sy lya chon, khong c6 quyén thay thé hodc loai bé san
pham ma khong hai long khi chat lwong dich vu khong tot van phai mién cudng tham

gia/mua bao hieém.

béi voi mang dich vu bao hiém phi nhan tho c6 Tran Thi Minh Hué (2013),
“Factors affecting the customer’s satisfaction on service quality of Bao Minh
Insurance Corporation in Ha Noi”. Tac gia sir dung mau 389 khach hang véi cic lra
tudi tir dudi 20 dén 60 tudi dang sinh séng & ca trong va ngoai thanh Ha Noi nham
kiém dinh mirc @6 hai 1ong cta khach hang ddi v6i CLDV trong bao hiém cia Bao
Minh Ha N¢i. Nghién ctu cling su dung cac cong cu do cuia SERVQUAL co tuy
chinh; trong d6 hiru hinh va dap trng khong lam khach hang hai long. Bén canh do, cac
khao sat vé gidi tinh, Ira tudi va thu nhap ciling c6 cho thdy khach hang c6 hai long d6i

voi CLDV bao hiém tai Bao Minh Ha Noi. Vi nghién clru tai mgt cong ty bao hiém
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nén chua mang tinh chat dién hinh dé so sanh va Bao Minh Ha N¢i 1a mét DNBH phi
nhan tho nén c6 nhiéu nghiép vu bao hiém, vi miu khach hang c6 thé & cac nghiép vu
bao hiém khac nhau nén c6 thé mic d6 hai 10ng c6 thé s& phu thudc vao chat luong

dich vu cung cap ciia chinh nghiép vu do.

Chu Thi Kim Loan (2014) nghién ctru sy hai long cia khach hang v&i chét
lwong dich vu tai cong ty bao hiém BIDV Hai Duong. Py l1a nghién ctru trong linh
vue bao hiém vt chit xe co gidi- 1a mot loai hinh bao hiém mang tinh ty nguyén, cé
mrc phi bao hiém dao dong. N6 phu thude vao gia tri bao hiém cua chiéc xe duoc bao
hiém va nhu cu bao hiém cta chu xe. Nghién ctru st dung md hinh SERVQUAL va
cac phuong phéap théng ké dé phan tich va kiém dinh cac nhan t6 anh hudng dén s hai
1ong cua khach hang. Cac nhan t6 tao nén CLDV c6 anh hudng tich cuc dén sy hai
1ong cua khach hang. Ngoai ra mirc thu nhap va trinh d6 hoc van ciing tic dong c6 ¥
nghia théng ké dén sy hai 10ng ctia khach hang. BIDV khong phai 1a cong ty bao hiém
chuyén biét vé bao hiém nhu Bao Viét, Bao Minh, PVI ... nén khach hang bao hiém tai
day chil yéu 1a cac khach hang c¢6 vay von tai BIDV, vi thé nén tinh anh huéng cta

nghién ctru chua cao.

Trén thi truong bao hiém nhan tho Viét Nam, nghién ctru vé CLDV dugc thuc
hién nghién ctru bdi Pham Thi Dinh&Nguyén Thanh Vinh (2015), Pham Thi
Lién&Nguyén Ngoc Anh (2014), Nguyén va cong su (2018).

Pham Thi Pinh va Nguyén Thanh Vinh (2015) nghién ctru vé CLDV trén thi
truong bao hiém nhan tho Viét Nam c6 pham vi tai Ha Noi. Nghién ctru dya trén mo
hinh SERVQUAL cua Parasuraman cé diéu chinh dé phan tich mic d6 danh gia vé
chét luong dich vu. Nhom tac gia da dua ra 6 thude do chét lugng dich vu bao hiém
nhan tho gém: Hinh anh cong ty; Nang luc chuyén mon ciia Nhan vién/dai 1y bao
hiém; Giai phap tai chinh; Tiép can dich vu; BPam bao va Tin cady. Tu két qua phan tich
227/240 khach hang tham gia tai cac cong ty BHNT trong nudc va cac cong ty BHNT
nudc ngoai hoat dong tai Viét Nam, cho théy da sb cac nhan t6 cua chat luong dich vu
dugc khach hang danh gia hai long, tuy nhién c6 1 sb nhan t dugce danh gid dudi mirc
hai long vé cac nodi dung: Cac nhan td thudc vé ning lyc chuyén moén cia nhin
vién/dai 1y bao hiém, Cac nhan té lién quan dén sy bao phu cta hé thong kénh phan
phéi va Cac nhén t6 lién quan dén viéc giai quyét quyén loi bao hiém cho khach hang.
Han ché cua nghién ctu 1a chua dua ra dugc sy so sanh danh gia chét lugng dich vu
giita cong ty BHNT trong nudc v6i cong ty BHNT nudc ngodi (vi tinh chét, diéu kién

va kinh nghiém hoat dong khac nhau); d@)ng thoi mau khao sat chua du 16n.
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Bang viéc khao sat 1476 khach hang tai bay cong ty BHNT dang hoat dong tai
Viét Nam (Bdo Viét nhan tho, Prudentian Viét Nam, Manulife Viét Nam, Dai-ichi Viét
Nam, AIA Viét Nam, Chubb Viét Nam va Hanwha nhan tho Viét Nam), Nguyén va
cong su (2018) da nghién ctru “Céc yéu td quyét dinh sy hai long va 1ong trung thanh
cua khach hang trong bao hiém nhan tho tai Viét Nam”. Nghién ctru cho théy, CLDV
va hinh dnh cong ty c6 tac dong tich cuc té1 SHL cua khach hang trong BHNT tai Viét
Nam. Nghién ctru khuyén nghi, cic DNBH nhén tho tai Viét Nam nén cai thién SHL
va long trung thanh cta KH dé phat trién bén viing. Dé cai thién SHL va long trung
thanh can nang cao CLDV va hinh anh cong ty. Nang cao CLDV bang viéc thuc hién
dich vy nhanh chéng, thuén tién va cha ¥ d&én nhu cau cta ting khach hang; cung cip
chinh xéc, rd rang cac thong tin va diéu khoan cia HDBH; nang cao trinh d6 chuyén
mon va nang lyc phuc vu ctia nhan vién bang bo sung dao tao va dao tao nang cao vé
kién thic BHNT, vé k¥ ning giao tiép, k¥ nang giai quyét van dé ... cho nhan vién.
Nang cao hinh anh cong ty tao uy tin va thuong hi¢u cho DN, nang cao trach nhi¢m xa
héi ctia doanh nghi¢p, chu trong sy tuong tac gitta DNBH voi khach hang va dé cao
dao dtrc trong kinh doanh. Han ché cua nghién ctru 1a vai tro cta gia tri cdm nhan chua
dugc nghién ciru rong rii trong bdi canh Viét Nam, dong thoi phan dir liéu thu thap c6
mdt su sai 1éch nhat dinh va d6i tuong duoc diéu tra 1 nhiing khach hang tham gia
BHNT tai bay cong ty BHNT trén ma chua tap trung vao vai tro cia cac DNBH trong

vi€c gidi thiéu cac san pham mdi cling nhu sy twong tac vdi khach hang.

Thong qua khao sat 6 chi nhanh cia Bao Viet Life tai 6 thanh phé (Ha Noi, Pa
Néng, Nghé An, Nha Trang, Hai Phong va TP H6 Chi Minh) véi 369/400 khach hang
duoc khao sat cam nhan cta ho vé CLDV va SHL ddi v6i BHNT. Trong nghién ctu
nay, Pham Thi Lién va Nguyén Thi Ngoc Anh (2014) da su dung thang do
SERVPERF @ do luong hiéu suat cam nhan vé dich vu BH théng qua sau thanh phan
cia CLDV (Hiru hinh, D¢ tin cdy, Phan hoi, Pam bao, Pong cam va Hinh anh). Cac
gia thuyét dit ra 13 ca sau thanh phan cua CLDV déu tac dong tich cuc toi SHL cua
khach hang. Két qua phan tich EFA cho thang do CLDV tir sdu thanh phan ban dau
giam xudng con nim thanh phan: TA-EM (1a su két hop cia cac thanh phan Hiru hinh
va Pong cam), PO TIN CAY, PAM BAO, DPAP UNG VA HINH ANH. Va tit ca
nim thanh phan cia CLDV déu c6 mdi quan hé tich cuc téi SHL cua khach hang,
trong d6 thanh phin TA-EM c6 tac dong manh nhat (dat 3.8164/5 diém va hé sé chuan
la 0.33). Trén co so danh gia tac dong cua CLDV téi SHL cua khach hang cua Bao
Viét Life thong qua dir liéu thu thap ciia 6 chi nhanh trén toan hé thong nhom nghién
ctru da dé xuat dugc nhiing giai phap nham hoan thién CLDV dé nang cao SHL cua
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khéach hang ddi v&i Bao Viét Life. Tuy nhién, nghién ctru con mot sb han ché 1a viéc
thu thap dir liéu khach hang tir cac chi nhanh c6 sy khac nhau nén kha kho so sanh dac
diém dir lidu gitra cac chi nhanh. Hon nita, ditr liéu chi dugc thu thip trén khach hang
1a ca nhan khong c6 khach hang 1a dai dién ctia doanh nghiép hodc t6 chirc nhom va
viéc phan tich méi quan hé CLDV va SHL cua khach hang chwa duoc phan tich bang
phuong phap SEM nén két qua chua tt nhét.

1.3.3 Khodng tréng nghién ciru

Bao hiém trach nhiém dan su chu xe co gidi ddi voi nguoi thtr ba c6 mot vai tro
rat quan trong dbi vai chua xe co gioi, ddi v&i bén thir ba bi thiét hai va ddi véi su 6n
dinh va phat trién kinh té-xa hoi cua dat nude. Viéc nang cao chat lugng dich vu lam
hai 1ong khach hang ddi voi dich vu bao hiém bt buéc TNDS cha xe 1a hét sirc can
thiét di voi sy phat trién bén viing ciia thi truong hoat dong kinh doanh bao hiém ciia
cac DNBH phi nhan tho néi riéng va linh vuc bao hiém néi chung ciing nhu dbi véi
nhu ciu tham gia cua chu xe co gidi; tir d6 thuc day tinh chu dong, sin sang va tu

nguyén tham gia bao hiém bat bugc TNDS chu xe co gidi ctia ngudi dan.

Qua viéc tong quan cac cong trinh nghién ciru vé mdi quan hé tac dong cia chit
lwong dich vu toi sy hai long cua khach hang trong linh virc bao hiém tai Viét Nam va
trén thé gidi cho thiy phan 16n cac nghién ctiru déu tap trung nghién ctru chu yéu vé
bao hiém nhan tho va bao hiém phi nhan tho ndi chung. Ciing c6 mot vai nghién ciru
vé bao hiém xe co gi6i nghién ciru vé chat luong dich vu trong bao hiém xe co gidi tu
nguyén hodc c¢6 dé cap dén bao hiém TNDS chu xe co gidi nhung méi ding lai &
nghién ctru 10ng ghép vé6i bao hiém bat budc/ty nguyén khac. Mo hinh SERVQUAL
hoic SERVPERF duogc sir dung dé do luong chat luong dich vu trong linh vuc bao
hiém. Cac kich thudc cua chat luong dich vu dugc do bang cac kich thudc nguyén ban
hodc c6 diéu chinh theo mé hinh SERVQUAL

Két qua tong quan cac cong trinh nghién cru vé mdi quan hé tic dong cia
CLDV t6i sy hai 1ong cta khac hang trong linh vyc bao hiém cho thay no bat mot sb
diém sau:

Thir nhat, chua c6 nghién ctru chuyén sau, chuyén biét vé tac dong cua chit
luong dich vu t6i sy hai long ctia khach hang trong bao hiém TNDS chu xe co gidi ddi
v61 nguoi thir ba-mot nghiép vu bao hiém bét budc;

Thir hai, céac kich thudc Kha nang tu van va K¥ thuat dich vu chua dugc st

dung trong do luong chét lugng dich vu cia mot nghiép vu bao hiém bt budc;
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Thir ba, cac nghién ctru moi chi tap trung vao doi tugng khach hang 1a riéng chu
xe 0 t0 hoac la riéng chu xe may, chua c6 nghién ctru nao nghién ctru riéng ré vé danh
gia riéng bi¢t cua riéng chu xe may va chu xe 6 t6 vé chat luong dich vu va mirc d¢

hai long ctia ho ddi vé6i chét lwong dich vu trong cing mot nghién ciru.

Thir tu, cac nghién ctru trong nude chua cd nghién clru nao trong linh vyc bao

hiém nghién ctru cu thé vé cac yeu to nhan khau hoc anh huong khéc biét tdi sy hai long.

Xudt phat tir tinh hinh nghién ctru trén thé gidi va trong nuéc vé moéi quan hé
tac dong cua chét lugng dich vy téi sy hai long cia khach hang, luan 4n mong muén:
1/ Lam rd cac van dé 1y luan vé chat lugng dich vu va mbi quan hé tac dong cta chét
lugng dich vu trong bao hiém TNDS chu xe co gioi ddi véi nguoi thr ba; 2/ Xéac dinh
su phu hop ciia m6 hinh SERVQUAL, ké thira cac thang do chat lugng dich vu bao
hiém tir cac nghién ctru trude va phat trién thang do Kha nang tu van va K¥ thuat dich
trong do luong chét lugng dich vy bao hiém bit buéc TNDS chu xe co gidi; 3/ Banh
gia su tac dong cua ting nhén t§ chét lwong dich vu t6i sy hai long cua khach hang
riéng biét chu xe 6 to va chi xe may; dong thoi kiém chtng hanh vi mua bao hiém cua
khach hang chinh 1 phan tng cua su hai long; 4/ Panh gia sy khac biét vé gidi tinh,

trinh d6 hoc van va thu nhap gitra chu xe 6 t6 va chu xe may dén su hai long

KET LUAN CHUONG 1

Chuong 1 tac gid da trinh bay khai lugc vé cac co so 1y luén vé chat lugng dich
vy, su hai long va mbi quan hé gifra chét lugng dich vu véi sy hai long trong linh vuc
bao hiém.

Trén co s& hé thdng cac nghién ctiru vé CLDV, tac gia di dua ra 1y do lya chon
mo hinh SERVQUAL cuia Parasuraman va cong sy (1988) 1am 1y thuyét né tang cho
nghié cuu.

Qua phén téng quan vé cic cong trinh nghién ctru trong va ngoai nude vé chit
lugng dich vu va tac dong cua chat luong dich vu td1 sy hai long ctia khach hang trong
bao hiém, duoc nghién ciru trong cac bdi canh khac nhau nhu An Do, Trung Quéc,
Malaysia, Singapore, Uc, Ba Lan ... tic gia dd phan tich nhimg két qua dat duoc,
nhimg han ché ctia cac cong trinh nghién ctru; cing véi viéc xem xét viéc van dung
mo hinh do luong chét lugng dich vu v6i cac nhan td chat lugng dich vy dugc st dung

trong moi nghién ctru d€ tim ra cac khoang trong nghién ctru cta luan an.
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CHUONG 2
MO HINH VA GIA THUYET NGHIEN CcUU

2.1 Méi quan hé giita ciAc nhin té chét lwong dich vu téi sy hai long cia
khach hang trong bao hiém trach nhiém din sw chii xe co giéi ddi véi nguoi
thir ba.

Kich thudc chét lwvong dich vu & cac dich vu bao hiém khac nhau, tai cac qudc
gia khac nhau c6 sy khac nhau vé tiéu chi danh gia, vé sé luong kich thudc. Khong co
b kich thudc nao 1 hoan hao, tiéu chuan va cé thé dung dé danh gia CLDV cho tat ca
cac loai hinh bao hiém. Cac thanh phan ciia CLDV khong thong nhat v6i nhau ¢ timg
loai hinh bao hiém va timg thi trudng bao hiém khac nhau; cac nghién ctru ké thira
nguyén ban 5 nhan t6 (Hiru hinh, Pap ung, Nang luc, Tin cdy va Pdng cam) cua
SERVQUAL nhu Sayasonti (2004), Jajace&Ahmad (2012), Suki (2013),
Arokiasamy&Huam (2014), Myola (2014); cac nghién ctru khac ngoai ké thira thang
do ctia SERVQUAL con ¢6 diéu chinh khac nhau nhu ¢6 thém cac nhan t6 khac: Lap
ké hoach tai chinh c4 nhan, Hinh anh cong ty, Cong nghé thong tin (Choudhuri, 2014;
Siddiqui&Sharma, 2010); Hinh anh cong ty, gidi phap tai chinh, tiép can dich vu
(Pham Thi Pinh&Nguyén Thanh Vinh, 2015); Giai phap phan phdi, chét luong k§
thudt, Hinh anh cong ty (Amoah&Nkrumah-Arkoh, 2011)...

Tuy nhién, d6i voi dich vy bao hiém TNDS chu xe co gi6i d6i voi nguoi thi ba
1a mot dich vu bao hiém bat budc nén khac véi cac dich vu bao hiém nhan tho hay cac
dich vu bao hiém xe co gidi tw nguyén nén khong thé sir dung nguyén bo thang do ctia
bat ky nghién ctru nao dé do ludong chat luong dich vu ciia nghiép vu bao hiém bat

budc nay.
2.1.1. Hinh dnh cong ty

Hinh anh cong ty dugc hiéu 1 su thé hién qua ngoai hinh, trang phuc cua nhan
vién, cac trang thiét bi phuc vu cho dich vu (Parasuraman va cong sy, 1988). Kién trac
bén ngoai 1a yéu t6 dau tién tao an twong v6i khach hang (Yavas & cong su, 2006). Co
s& vat chat va trang thiét bi day du hién dai cung véi trang phuc dep va phong cach tot
cua nhan vién cua cong ty s€ nhin dugc nhiéu thién cam cua khach hang
(Okpara&Onuoha, 2015). Gronroos (1984) cho rang khach hang thuong dua vao
nhitng tin hi¢u bén ngoai nhu hinh anh cong ty dé nhan thac vé chat lugong dich vu.
Khi mua hang, hinh anh s€ dugc khach hang nhan thic trude. Hinh anh xac dinh ban

chat cua ky vong ciia nguoi tiéu dung va tir d6 anh huéng dén toi quyét dinh su hinh
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thanh nhén thire vé& chat lugng. Hinh anh anh hudng dang ké dén nhan thic vé chit
luong (Stafford&Enis, 1969). Ostrowski va cong sy (1993) cho rang Hinh anh anh
hudng dén sy hai 1ong. Hau hét cac nghién ctru trong linh vye bao hiém déu cho rang
Hinh anh anh huéng dén sy hai long cia khach hang. Tuy nhién, Tsoukatos&Rand
(2006), Sayasonti (2004) cho rang yéu to hiru hinh khong anh huéng dén sy hai 1ong
cta khach hang. Do vdy, trong bdi canh nghién ctru tai Viét Nam voi bao hiém bt

budc TNDS chii xe co gidi tac gia kiém dinh gia thuyét:

HI: Hinh anh cong ty tic dong tich cuc toi sy hai long cua khach hang trong bdo
hiém TNDS chii xe co gidi doi véi nguoi thir ba.

2.1.2. Kha nang dap vrng

Kha nang ddp img 1a sy mong mudn va san sang clia nhan vién trong viéc thyuc
hién cung cip dich vu cho khach hang (Parasuraman va cong su, 1988). Trong linh
vue bao hiém, CLDV duoc khach hang cam nhén sau khi 3 mua hodc di trai nghiém
(gap rui ro). Hop dong bao hiém TNDS chu xe co gidi dbi voi ngudi thir ba 13 mang
tinh bit budc dbi v6i cac chi xe co gidi nén cac chu xe rit mong mudén HPBH dugc
cung ng nhanh chong. Theo Tsoukatos va cong sy (2004) sy thiéu hiéu biét vé nhu
cau bao hiém cua khach hang hay khong dap Gmg dwoc nhu ciu cua khach hang s&
khong 1am khach hang hai 1ong. Va trach nhiém boi thudng ciia nha bao hiém phat
sinh khi va chi khi c6 xay ra va cham va c6 phat sinh TNDS cua chu xe; dong thoi cac
thiét hai, chi phi ddi véi phia nan nhan s€ lién quan dén phﬁn 16i va rach nhiém boi
thuong ciia chil xe nén d6i khi dé phét sinh nhitng mau thudn giira bén phai bdi thudng
va bén nhan bodi thuong cta vu va cham. Vi vay, khach hang s& c6 nhiing danh gia, ¥
kién v&i nha cung cép dich vu. Di véi y kién lai dich vu tir phia khach hang, cac nha
cung cap dich vu can phan hdi lai khach hang dé nam bat, thay d6i va cai thién chat
lwong ciia dich vu da cung cip lam khach hang hai long hon. Sayasonti (2004) cho
rang ty 1& khiéu nai nhu mot thude do cua sy khong hai l1ong cua khach hang. Giai
quyét khiéu nai duoc coi 1a “khoang khéc chan thuc” quan trong trong viéc duy tri va
phat trién cac mbi quan hé véi khach hang (Berry&Parasuraman, 1991). Viéc xir 1y t6t
va phan hdi tich cuc voi khiéu nai ctua khach hang c6 thé lam ting long trung thanh
cta khach hang (Nyer, 2000). Vi thé, nén tan dung t6t viéc khiéu nai cua khach hang
chuyén né thanh co hoi (Amoah&Nkrumah-Arkoh, 2011). Nghia 1a chuyén mét tinh
hudng c6 kha ning tiéu cyc thanh tich cyc d6 1a sy phan hoi tét. Kha ning dap img ¢
tac dong tich cuc tdi sy hai long cua khach hang (Melia, 2016; Mengi, 2009).
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Nhu vy, c6 rt nhiéu nghién ciru trong linh vyc bao hiém cho riang yéu t6 Dap
mg c6 anh huong dén su hai 1ong cua khach hang. Nghién ctru khac lai cho rang yéu
t6 Dap ung khong anh huong dén sy hai 1ong ciia khach hang trong bao hiém
(Sayasonti, 2004). Chinh vi vay, tac gia kiém dinh gia thuyét:

H2: Kha nang dap wng tac dong tich cuc toi sy hai long cua khdach hang trong bao
hiém TNDS chii xe co gidi doi véi ngueoi thir ba.

2.1.3. Ning lwc phuc vu ciia nhéin vién/dai Iy bio hiém

Nang lyc phuc vu 1a kha nang, trinh d chuyén mon cua nhan vién trong viéc
thuc hién hi¢u qua dich vy (Parasuarman va cong su, 1988). Trong linh vuc dich vu,
khach hang cam thdy hai long v6i nha cung cép dich vu va mdi quan hé dugc xay
dung tot dep v6i khach hang ctia nha cung cdp cha yéu do yéu té con ngudi. Khach
hang s& danh gia cao nha cung cp dich vu khi ho duoc tiép xuc, duoc trai nghiém voi
su than thién, nhiét tinh, chu d4do, nhanh nhen, hoat bat va sy mong mudn va sin sang
cung cép dich vu ctia nhan vién (Parasuraman va cong su, 1988). Bao hiém 1a mot linh
vue dich vu dic biét, va bao hiém TNDS chu xe co gidi dbi véi ngudi thi ba c6 dbi
tuong bao hiém triru tuong, sy phuc tap trong xac dinh cac ton that, thiét hai va trach
nhiém cua cac bén trong vu va cham thi ndng lyc phuc vu cua nhan vién mang tinh
chuyén nghiép, co trinh d9, c6 chuyén mén s& lam khich hang cam nhan duoc chat
luong ctia dich vu bao hiém nay. Chow Chua&Lim (2000) cho ring chat lwong phuc
vu cta dai Iy khong chi anh hudng dén nhan thirc ctia khach hang va sy hai 1ong cta
khach hang ma con anh huéng dén cac quyét dinh mua bao hiém. Viéc khach hang co
thién cam tot d6i voi cac DNBH chua duoc cic nhan vién/dai 1y bao hiém thuc hién
t6t vi chua thuong xuyén quan tdm téi khach hang. Cac cong ty bao hiém khong duge
khach hang yéu thich vi s6 1an dai 1y chuyén véi khach hang it (tim lan mot nim-
Chow Chua&Lim, 2000). V& dé khach hang hai long hon, tin twéng hon thi nhan vién
ban hang can ting cudng mdi quan hé véi khach hang (Tam& Wong, 2001).

Su tin cdy hay tao ra long tin véi khach hang 13 nhan t6 CLDV quan trong nhat
anh huong t6i sy hai long cua khich hang trong bao hiém (Ahmad&Sunggip, 2008;
KwadwoDuodu&Amanlwah, 2011; Vazifehdust&Farokhian, 2013; Myola, 2014;
Ramamoorthy va cong su, 2018). Trong nghién ctru nay, tac gia kiém dinh gia thuyét:
H3: Nang luc phuc vu cua nhan vién/dai ly bao hiém tdc dong tich cuc toi sy hai long

cia khdch hang trong bdo hiém TNDS chii xe co gidi doi véi nguoi thir ba.
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2.1.4. Khd ndng tiép cdn dich vu

Kha nang tiép cdn dich vu 1a viéc tao moi diéu kién dé dang cho khach hang
trong viéc tiép can dich vu (Parasuraman va cong sy, 1988). Bat ky mot phuong tién xe
co gidi nao khi lwu hanh déu bat budc phai duoc bao hiém boi mét HDBH bt budc
TNDS chil xe co gidi. Qua trinh giao két HPBH trach nhiém déan sy chi xe co gidi d6i
v6i nguoi thir ba rat don gian khi chi XCG khai bao phuong tién xe co gioi hop 1é va
dong di phi bao hiém, DNBH cap gidy chimg nhan bao hiém. Sy thuan tién ciia qua
trinh giao dich la mét bién s6 quan trong anh hudng dén su hai long (Choi va cong su,
2008). Sy thuan tién, dé dang trong qua trinh giao dich, thu tuc giao dich nhanh chéng,
tién loi, dé dang cho khach hang s& lam cho khach hang d& tiép can san phim va hai
long hon. Theo Vazifehdust&Farokhian (2013): “Kha ning tiép can tac dong tich cuc
dén su hai long cua khach hang trong bao hiém” va 1a yéu t6 co su hai 1ong trung binh
cao nhit (Chawla&Sing, 2008). Vi bdi canh nghién ctru tai Viét Nam nghién ctru vé
bao hiém bit budc TNDS chu xe co gioi, liéu kha nang tiép can dich vu c6 dem lai su
hai 10ng cho khach hang. Chinh vi vay, tac gia kiém dinh gia thuyét:

H4: Kha nang tiép cdn dich vu tdc déng tich cwc toi sy hai long ciia khdch hang trong
bao hiém TNDS chii xe co gi6i doi voi nguoi thir ba.

2.1.5. Kha néng tw vin

Kha nang tw vdn chinh 1a viéc nhan vién st dung trinh d9, kinh nghiém khai
thac bao hiém hay dung trén goc do dic thu nghé nghiép dé giai thich hay dua ra 1oi
khuyén hop 1y cho khach hang. Pay chinh 1a sy twrong tac truc tiép giita nhan vién bao
hiém voi khach hang khi ho ban bao hiém hay khi khach hang can tu van, 10i khuyén
cho sy ¢d va cham ma khach hang gip phai. Diéu nay sé& gitip cho khach hang ¢ su
lwa chon dung khi tham gia bao hiém hay tdm 1y cta khach hang dugc 6n dinh, khong
bi ludng cudng trong tinh hudng khi va cham va gay ra thiét hai v6i bén thu ba.

Van dé tu van cho khach hang khi ban hang ciing nhu khi khach hang gap su ¢6
va cham rat quan trong va duoc nhiéu khach hang nhiac dén (két qua dinh tinh cho thay
9 nguoi/30 ngudi chiém 30% sb nguoi duoc phong van dua ra mong muén can dugc
tu van khi mua hang va khi xay ra va cham). Vi vay, trong nghién ctru nay tac gia

kiém dinh gia thuyét:

HS5: Khd néang tw van cia nhdn vién/dai 1y bdo hiém tic déng tich cuwc t6i sw hai long

ciia khdch hang trong bao hiém TNDS chii xe co gidi doi véi nguwoi thir ba.
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2.1.6. Ky thudt dich vu
Ky thuat dich vu 1a quan diém cua khach hang khi tham gia bao hiém TNDS

chi xe co gidi d6i voi nguoi thir ba ho s& tiép nhan dugc cai gi? nhing gia tri no ma
khéach hang that sy nhan duoc tir dich vu ma nha bao hiém cung cép. Ho cho r?mg mac
di bao hiém TNDS bat budc chii xe co gidi 1a do nha nude bat bude nhung khong phai
vi thé ma ho khong c6 quyén Iya chon; ép budc khach hang mua ma khong dem lai cac
gi4 tri twong Gmg voi gia tri dong tién ho bo ra. Va ciing khong phai ép budc mua ma
cac quy dinh, quy trinh khong hodc chua thuc sy phu hgp. Hon nira, tham gia bao
hiém TNDS chi xe co gidi 1a bao vé quyén loi cho cac chi xe. Vi vay, khach hang co
mong mudn ngoai bao hiém bat bude con ¢ thé tham gia thém cac bao hiém TNDS ty
nguyén dé nang cao sy dam bao an toan cho minh. Do d6, viéc md rong thém cac hinh
thirc bao hiém TNDS khéc ciing v6i bao hiém TNDS bit budc cha xe co gidi sé vira
ddng thoi lam ting doanh thu cho cac DNBH ciing vira dong thoi 1am hai long, dap
mg dugce nhu cau méi cua khach hang. Piéu ndy s& tac dong t6i CLDV bao hiém
TNDS chu xe co gidi dbi véi ngudi thir ba. Chat luong dich vu tét s& 1am cho ngudi
dan nhan thire t6t hon va ho s& dé dang tu nguyén tham gia hon, du Ia bt bude nhung

san sang mua chir khong phai ép budc nhung khong mua hodc/va mién cudng mua.

Khi duoc héi, c6 nhiéu khach hang mirc phi twong dbi cao/cao (5/30 nguoi
chiém 16.7%), ciing c6 khach hang cho rang mirc phi hop 1y (6/30 ngudi chiém 20%)
hodc muc phi nhu vay 1a thap (2/30 ngudi chiém 6.7%). Nhu vy, co rat nhiéu y kién
trai chiéu cia KH nhan xét vé mirc phi bao hiém. Bén canh do, cling c6 mot s6 khach
hang ciing ¢ y kién trai chidu vé muc trach nhiém (7/30 ngudi) ciing nhu cac diéu
khoan (7/30 ngudi) trong HPBH. C6 khach hang cho rang mirc trach nhiém nhu vay 1a
hop 1y nhung ciing c¢6 khach hang cho rang mirc trach nhiém nhu vay 1a chua hop Iy
dbi vai cac chi phi/tdn tht chu xe phai ganh chiu khi xay ra va cham phat sinh TNDS
chi xe. Co nhitng khach hang cho rang cac diéu khoan trong HPBH nhu vay la d&
hiéu, rd rang nhung ciing c6 khach hang khong dong y voi y kién d6. Vé tha tyc khi
mua ciing nhu khi 1am ho so yéu cdu bdi thuong ciing di duoc (3/30 ngudi) dé cap
dén. Vi nhitng y kién trén, tac gia kiém dinh gia thuyét:

H6: Ky thudt dich vu tdac dong tich cuc toi sy hai long cua khach hang trong bao hiém
TNDS chii xe co gidi doi véi nguoi thir ba.
2.1.7. D§ tin cdy

D6 tin cdy 1a kha ning thuc hién dich vu phu hop va ding han ngay tir 1an dau

(Parasuraman va cong su, 1988). Hoat dong kinh doanh bao hiém 14 hoat dong cac
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DNBH ban 16i hira (cam két trong twong lai) cho khach hang. Hon nita, d6i véi san
pham bao hiém TNDS chu xe co gidi d6i vdi ngudi tht ba, 10i cam két trach nhiém
bdi thuong ciia nha bao hiém cho khach hang ¢ thé dugc thuc hién trong tuwong lai
néu khach hang gip su kién dugc bao hiém hodc cé thé khong khi khach hang khong
xay ra va cham. Két qua ciia viéc mua bao hiém khong thé hién ngay sau khi mua bao
hiém ma qua trinh tir khi mua bao hiém dén khi co su kién bao hiém xay ra hodc hét
thoi han hop dong bao hiém thudng c6 mot khoang thoi gian, vi thé nén khong thé xac
dinh duoc két qua cua viéc mua bao hiém ngay sau thoi diém mua dugc
(Crosby&Stephens, 1987). Do vay, khi mua mét dich vu khach hang thuong dya vao
kinh nghiém va sy tin cdy (Zeithaml, 1981 theo McKechnie, 1992). Hoat dong bao
hiém lién quan dén cac bién phap phong ngira rii ro trong tuong lai, vi vay khach hang
mudn c6 mot cong ty bao hiém dang tin cdy voi ho trong viéc gitp do khach hang c6
mot san pham bao hiém va cam két yéu cau boi thuong khi can thiét 1a yéu tb rat quan
trong (Kawadwu duodu&Amankwah, 2011). D¢ tin cay la ¢t 161 cua chat lugong dich
vu (Berry va cong sy, 1994). Cam két va tin tuong trong moi quan hé giita ngudi mua
va ngudi ban dong vai trd quan trong trong cac quyét dinh mua lai cia khach hang
(Hennig-Thurau&Klee, 1997). Do tin cdy anh hudng dén sy hai long ciia khach hang
(Parasuraman va cong su, 1998; Sayasonti, 2004; Ahmad&Sungip, 2008; Kwadwo
Duodu&Amanlwah, 2011; Vazifehdust&Farokhian, 2013; Myola, 2014;
Ramamoorthy va cong sy, 2018). C6 rat nhidu nghién ciru chimg minh D6 tin ciy c6
anh huong tich cuc dén sy hai 1ong cta khach hang. Viy trong bao hiém TNDS liéu
Do tin cay co anh hudng toi sy hai 1ong cua khach hang. Vi thé, tac gia kiém dinh gia
thuyét:

H7: Dé tin cdy tac dong tich cuc t6i sy hai long ciia khach hang trong bdo hiém TNDS
chii xe co gidi doi voi ngueoi thir ba

2.1.8. Cong nghé thong tin

Trong thoi dai cong nghiép k¥ thuat s6, viéc kinh doanh cac dich vu can phai st
dung céc cong cu IT ho trg dé dich vu duge thuc hién nhanh chong va thuan tién hon.
“cong nghé thong tin ¢ thé dugc hiéu 13 mot thuat ngit bao gdm tit ca may tinh va
vién thong dudi moi hinh thire, bat ké viéc sir dung ching 13 gi”’( Hoffman, 1994 trich
theo Stewart&Kleiner, 1996). Pitt va cong su (1999) cho ring, cong nghé thong tin co
thé dugc coi 1a mot chuong trinh chay trén internet, mdt h¢ théng luu trir thong tin siéu
két ndi cac tai nguyén dua trén may tinh toan thé gidi. Cong nghé thong tin da tro
thanh xuwong séng cua moi nganh, dac biét 1a cac nganh dich vu trén toan thé gidi, noi

CLDV déng vai trd quan trong trong qua trinh cung cip dich vu, cai thién ning suat va
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loi nhuan cling nhu trong qué trinh 1am hai 1ong khach hang cua cac t6 chirc
(Choudhuri, 2014).

Choudhuri (2014) cho rang cong nghé thong tin 14 yéu té quan trong lam hai
long khach hang. Tuy nhién, Vazifehdust&Farokhian (2013) lai cho ring cong nghé
thong tin 1a khong quan trong (hodc kém quan trong) trong vi¢c lam hai long khach
hang. Hon nita, trong phan phong van dinh tinh c6 khach hang da nhac dén viéc rat
can c6 ngay HDBH TNDS chu xe co gidi ddi v6i ngudi thit ba ma khong can phai cho
doi nhan vién/dai 1y cta cong ty bao hiém dén hodc cAn mua ngay khi nhé ra vi luc

khac ¢ thé quén. Chinh vi thé, tac gia kiém dinh gia thuyét:

HS8: Cong nghé thong tin tac dong tich cuc toi sy hai long cua khach hang trong bdo
hiém TNDS chii xe co gidi doi véi nguoi thir ba.

2.2. Sy hai long va hanh vi mua bao hiém ciia khach hang

Nhiéu nghién ciru d& cép dén su hai 10ng cua khach hang. Theo Al qudah va
cong sy (2013): “Sw hai long cua khach hang dwoc dinh nghia la: cam giac hodc thai
dé ciia khdach hang vé san pham hodc dich vu sau khi sit dung, dé khach hang hai long
vé dich vu hodc san pham sé sir dung né mét lan nita, ngodi viéc chuyén giao cam gidc
tot d6 cho nguoi khdc va dé khuyén khich ho trai nghiém mdt hang va dich vu nay”.
Tir quan diém nay cho thay, sy hai long dugc danh gia trén co s¢ dau ra cudi cing
dugc thuc hién boi nguoi thy hudng voi mot quy trinh dbi ung nhét dinh. Sy hai long
duoc nguoi ti€éu dung/st dung danh gia dua trén két qua nhan dugc so voi sy ky vong,
va dugc danh gia dua trén kinh nghiém. Nguoc lai, khach hang khong hai long véi
dich vu hodc san phém s& tim kiém mot san phém hodc dich vu khac dap tng nhu cau
va mong muén cua ho va mang lai cho ho sy hai long, bén canh dé ho sé chuyén cam
giac tiéu cyc nay vé san pham hoic dich vu cho ngudi khac va dé canh bao ho khong
st dung no, diéu nay 1an lugt phan anh 1én hanh anh hodc trong tam tri ciia ngudi khac
(Metawa& Almossawi, 1998).

Dbi v6i CLDV, sy hai 1ong cta khach hang 1a sy phu hop giita mong doi voi
chét lugng cam nhan, néu chét lugng cdm nhan trung véi mong doi cia khach hang,
khach hang s& hai long vé dich vu nay va néu khong phu hop, khach hang s& cam thiy
khong hai long véi dich vu (Ramaswamy, 1996).

Su hai long dugc dinh nghia 14 nhan thirc cua khach hang vé mot trai nghiém

duy nhat, trong khi chat lwong 1 sy tich lily ctia sy hai long ctia khach hang cho nhiéu
trai nghiém dich vu (Ahmad&Sungip, 2008).
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Nhur vdy, sw hai long cia khdch hang cé thé la mot diéu kién tam Iy théa ddng
hodic si théa man ciia khach hang, la két qua ciia sw thanh céng cua t6 chirc trong
viéc dat duwoc mong muon va nhu cau cia khéch hang mot lan xay ra khi cac dich vu
16 chirc cung cap phit hop véi mong doi va nhdn thire ciia khdach hang.

Theo Szymanski&Henard (2001), mic du trén thyc té cac yéu td hai 1ong khac
nhau tuy theo loai san phém, dich vu va nganh ma mdt doanh nghiép hodc cong ty hoat
dong cu thé. Sy hai long ctia khach hang s& cung cap loi ich lau dai cho doanh nghiép.
Céc loi ich c6 thé bao gdm long trung thanh/ duy tri cia khach hang va loi nhuén cao
hon (Homburg va cong su, 2006). Sy hai 1ong cta khach hang thuong dugc coi 1a yéu
t6 quan trong nhat trong moi truong kinh doanh canh tranh cao hién nay. Pic biét 1a
truong hop trong linh vyc dich vy, noi ma nhiéu cong ty dang tap trung vao cic van dé
cai thién chat luong dich vu dé huéng dén mirc d6 hai long cao nhat cia khach hang
(Amoah&Nkrumah-Arkoh, 2011).

Chét luong dich vu 1a do khach hang danh gia giita cam nhén véi ky vong vé
dich vu nhén dugc. Néu cam nhan 16n hon mong doi thi dich vu dat chét lugng cao-
khéch hang hai long. Néu cam nhén béng v61 mong doi thi dich vu dugce cho 1a co chét
lugng-khach hang chap nhan. Va néu cam nhan thép hon mong doi thi chat lugng dich
vu dugc cho la kém-khach hang khong hai long.

Nganh bao hiém khéng phai 1a mot ngoai 18. San pham bao hiém TNDS chu xe
co gi6i dbi voi nguoi thir ba 13 mot san phdm vé6i cac chinh sach bao hiém tuong tu
nhau, viéc phin biét va so sanh san phim giita cac cong ty 1a hét strc kho khin. Dé
nang cao su hai 1ong ctia khach hang, cac cong ty bao hiém phai chi trong vao chién
lugce trong tam 1a cai thi¢n, nang cao chét lugng dich vy, vi nhiing loi ich trong tuong
lai cua “san phdm bao hiém TNDS chi xe co gidi d6i v6i nguoi thir ba” rat kho biét
trude duge va mat nhiu thoi gian dé ching minh hiéu qua dé. Khi chua cam nhén hai
long vé chét luong ma dich vu dem lai thi ddu hiéu bén ngoai s& dugc khach hang
nhan thire dau tién. C6 mot mbi quan hé tuyén tinh giira chat luong dich vu cam nhéan
anh huong dén su hai long ctia khach hang trong nganh bao hiém 6 t6 ¢ Thai Lan
(Sayasonti, 2004).

Trude day, ty 1& khiéu nai nhu mot thude do cua su khong hai long cua khach
hang (Sayasonti, 2004) va ty 1é than phién thap c6 lién quan dang ké dén CLDV dugc
danh gia cao hon (Wells&Stafford, 1997). Trong bao hiém TNDS chu xe co gidi, néu
khach hang khong xdy ra sy kién bao hiém trong thdi han cia HDBH thi cudc gip g&
gitta khach hang voi DNBH hay nhén vién/dai 1y bao hiém chi dién ra 1 1an duy nhét
trong thoi han ciia hop ddng 1a khi ky két HDBH. Vi vdy, néu c6 khiéu nai dién ra thi
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xtr Iy khiéu nai chinh 1a viéc duy tri va phat trién cac mdi quan hé v6i khach hang.
Viéc xtr Iy khiéu nai tich cuc, hiéu qua khong nhiing tao ra nhiéu cudc gip gd giira
khach hang véi bén cung cép dich vy bao hiém ma con tao ra sy hai long cho khach
hang va dong thoi 1am tang long trung thanh va thai do cta khach hang ddi véi dich
vu. Chat lwong phuc vu ciia nhan vién/dai 1y bao hiém va mdi quan hé ciia ho voi
khach hang c6 thé gitp giam bt hodc 1am trAm trong hon nguy co nhan thic cua
khach hang trong viéc mua SP bao hiém (Slattery, 1989). Pointek (1992) xac dinh rang
khach hang muén cac dai 1y bao hiém dép tmg tot hon véi lién hé t6t hon, ca nhan hoa
tir cong ty bao hiém, giao dich chinh xac va giai quyét van dé nhanh chong (din theo
Khurana, 2013).

San pham bao hiém TNDS chii xe co gidi ddi véi ngudi thir ba 1a mot loai hop
ddng dic biét gitta chu XCG va DNBH; cac chi xe co gidi bt budc tham gia bao
hiém, cac DNBH gitp 1am giam hoic loai bé nhitng rii ro mat mat vé tinh mang va tai
san do chil xe co gidi gdy ra. Thoa thudn nay dya trén viéc cong ty bao hiém dong y
thanh toan cho chu xe co gi6i bat ky ton that tai chinh nao phat sinh tir bat ky sy kién
bao hiém dé d6i 1y khoan thanh toan tir phia chii xe 14 phi bao hiém. Mic du, tir lau
cac DNBH c¢6 xu huéng chuyén tir quan diém tap trung vao san pham sang tap trung
vao khach hang (Gebremeskel, 2017). Cach tiép can tap trung vao khach hang 1a cho
dich vu nhanh chong va hiéu qua, va s€ 101 kéo dugc khach hang hién tai tiép tuc su
dung dich vu dong thoi thiic day khach hang tiém ning dung thir dich vu. Tuy nhién,
v6i san pham bao hiém TNDS chu xe co gi6i d6i voi nguoi thi ba 1 dich vu bao hiém
bét budc nén bén canh cach tiép can tap trung vao khach hang can song song vdi cach
tiép can tap trung vao chinh ban than san pham, du 1a bit budc ciing khong thé cung
cap mot san pham/dich vu bao hiém khong phu hop v6i mong doi cia khach hang. Su
hai long cua khach hang khong chi 1a sy danh gid dua trén sy trai nghiém dich vu thuc
hién do cong ty cung cap cho khach hang (nhu dich vu ban hang, dich vu xir Iy dén bu
khi phat sinh thiét hai) ma sy hai long con la sy trai nghiém vé dic tinh cua san
pham/dich vu (nhu noi dung, diéu khoan HDBH).

Sy thiéu hiéu biét vé nhu cau cta khach hang (khong c6 kha nang lam cho nhan
thirc pht hop v6i mong doi ciia khach hang) va phan phdi dich vy kém da lam cho
khach hang khong hai long (Tsoukatos va cong su, 2004). Theo Rosenberg&Czepiel
(1984), chi phi dé thu hut khach hang méi gap 6 lan so v&i chi phi giit chan khach
hang hién tai. Vi vay, cic cong ty bao hiém dap tng dugc nhu ciu cua khach hang,
cung cap mot dich vu bio hiém c6 chit lwong sé lam khdch hang hai long; va khi

khach hang hai 1ong ho s& mua nhiéu hon va ho c¢6 xu huéng giéi thiéu san pham do
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cho ban b¢ va gia dinh ho. Va nhu vay, chét luong dich vu anh hudng dén sy hai long
ctia khach hang va sy hai 10ng ctia khach hang anh huéng d&én sy quan tim mua lai
(Jajace&Ahmad, 2012). Su mua lai trong bao hiém TNDS bt budc cha xe chinh 1a
hanh dong tdi tuc hop dong.

Su hai long cua khach hang t6t co anh huong dén loi nhuan cua nhiéu doanh
nghi€p (Naik va cong su, 2010). Khach hang hai long kinh doanh dugc cai thién va
khong hai 1ong 1am suy yéu kinh doanh (Anderson&Zemke, 1998 trich theo Naik va
cong su 2010). Khi khach hang cam nhéan dich vu tdt, mdi khach hang s& “truyén
miéng” t&1 9 dén 10 nguoi, va khi nhan dugc dich vu kém ho sé& khong hai long va
“thong tin” s& t6i 15 dén 20 ngudi (Naik va cong sy 2010). Khi hai long vé CLDV,
ngoai viéc tham gia bao hiém cho chinh chiéc xe so hitu ctia minh, ho co thé gidi
thi¢u, nhic nhé ngwoi thin, ban bé va nhitng ngwoi xung quanh mua bdo hiém
TNDS cho chiéc xe cta ho. Ciing c6 nhitng ngudi ho khi mua (hodc mua xong) bao
hiém TNDS, ho mua ho luén cho ngudi than ctia minh khi biét HDBH ctia ngudi thian
sap hét han tai cong ty bao hiém ma ho thuong tham gia bao hiém; day ciing 1a mot
dau hiéu cho thdy HDBH TNDS chu xe co gidi ddi voi nguoi thir ba do cong ty day

cung cap rat 1am hai 1ong ho.

Sy thanh cong trong bao hiém khong chi dua vao céc tinh ning thanh cong
ciia san pham ma con dya vao vai trd cua cdc nhin vién/dai 1y bao hiém-ho 1a
nhitng ngudi da nd lyc hét minh dé thu hut cong chung dén véi DNBH
(Pandikumar va cdng sy, 2011). Khi chét luong mbi quan h¢ (bao gém 2 khia canh:
tin tudng vao nhan vién ban hang va hai long véi nhén vién ban hang) (Crosby va
cong su, 1990) dugc khéng dinh thi trong bao hiém TNDS chu xe CO, ngoai san
phdm BH bit budc khi duoc tu van gi6i thiéu khach hang s& tham gia thém cdc
HDBH TNDS chu xe co gioi tw nguyén khac.

Y dinh ctia mot ngudi 1a nhan thirc ciia ho vé mot hanh vi cu thé. Y dinh mua 1a
du bao hanh vi cua ngudi tiéu dung. Hanh vi tiéu dung 13 bao gdm tit ca cac hanh
dong ma nguoi ti€éu dung thuc hién lién quan dén viéc dat dugc/st dung va tir bé cac
san pham va dich vu khi tiéu ding (Haery va cong su, 2014). Trong linh vuc bao hiém,
hiéu duoc hanh vi clia ngudi tiéu dung sau khi mua ban ddu s& giup cac cong ty bao
hiém duy tri mbi quan hé véi khach hang lau hon (Harrison, 2003). Va yéu té chinh
anh huong dén hanh vi ciia khach hang 13 su hai 10ng cta khach hang (Woodside va
cong su, 1989). Mirc do hai long cua khach hang cang cao thi mtrc do trung thanh vé
thai do va hanh vi clia khach hang s& cang cao, cang c6 nhiéu kha ning khach hang

mua hang nhi€u lan va mua cac san pham hoac dich vu khéac cua cong ty (Cardozo,
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1965). Néi chung, néu khach hang hai long v6i dich vu duoc cung cép thi x4c suat ho

st dung dich vy s& tang lén.

Hanh vi mua bao hiém la viéc nguwoi tiéu ding sé tham gia cdc HPBH (Inoue,
2014). Anh hudéng quan trong d6i voi cac quyét dinh 1ién quan dén viéc mua bao hiém
chinh 1a viéc khach hang cam thidy hai long va sdn sang mua bao hiém
(Hsee&Kunreuther, 2000). Sy hai 1ong va nhén thirc ctia khach hang anh huéng dén
hanh vi trong twong lai va sy hai 1ong cia khach hang s& dong vai tro thiét yéu d6i voi
viéc hinh thanh thai d¢ trong quyét dinh mua hang (Pourkiania va cong su, 2014). Cac
tinh ning dich vu nhu v6 hinh, khong dong nhat va khong thé tach rdi cia san xuit va
tiéu dung di khién cho khach hang phai dbi pho nhiéu hon véi cac vin dé tiép thi
trudc khi mua (Bush va cong su, 2005). Ddi v6i cac dich vu bao hiém, hoat dong kinh
doanh phai tiép xuc truc tiép v6i khach hang thi viée cac cong ty bao hiém sir dung
nhiéu cac chuong trinh tiép thi nham c¢b ging khuyén khich khach hang truyén miéng
tich cyc 1a diéu hét sirc quan trong. Mot khach hang hai long c6 thé 1a mot 1oi gidi
thiéu tich cuc va d6 co thé tao ra mot khach hang méi cho doanh nghiép (Yu va cong
su, 2005). Nhiing khach hang hai long khong chi 1a nhitng khach hang trung thanh, ho
cling trd thanh nhitlng nguoi ban hang va nha quang cdo tan tdm va hidu qua nhat
(Prakash va cong su, 2011). Truyén miéng dugc coi 1a mot yéu t6 anh huong trong
viéc giam rii ro cho ngudi tiéu dung khi quyét dinh mua hang va déng vai tro thiét yéu
cho sy thanh cong cua cac nha cung cép dich vu (Pourkiania va cong su, 2014).

Su hai 10ng tao ra nhiéu hanh vi sau mua hang gitra cac khach hang. Théi do
ctia khach hang ddi v6i viéc mua bao hiém bi anh hudéng dang ké boi CLDV duogc cam
nhan (Arora&Stomer, 1996). Bao hiém TNDS chu xe co gi6i dbi v6i nguoi thir ba 1a
mot san pham bit budc cac chu xe co gidi, mdt san pham bdo hiém bdt budc tdi tuc,
nén nhiéu khi khach hang khong hai long van bi ép budc, mién cudng phai mua. Nhu
vay, khi hai 1ong vé CLDV thi cha XCG s& sdn sang mua bdo hiém bit budc va khi
d6 su bat budc tham gia cia Nha nuéc khong con mang tinh cudng ép nguoi dan tham
gia bao hiém nita ma ho sin sang va tu nguyén mua bao hiém.

Bén canh d6, CLDV s& lam cho nhén thirc ciia chi xe co gi6i tét hon, ho thiy
duoc loi ich cua vi¢c tham gia bao hiém TNDS chu xe co gio1 ddi voi nguoi thir ba
nén ho sé tham gia bdo hiém thwong xuyén hon nhu mot théi quen.

Tuy nhién, vi mdi chu xe co gidi chi can thiét 1ap 1 HPBH TNDS chu xe va
nhiéu khi c¢6 nhiéu khach hang trong ca thoi han cia HDBH khong hé sir dung hay can
dén gia tri cia HDBH bao hiém TNDS nay; vi thé nén ¢ nhiéu chu xe co gidi khong

thuong cé thoi quen quan tam ddc biét 1a cac chu xe may. Pong thoi ciing c6 nhidu
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chu xe ¢6 suy nghi HDBH TNDS bit budc chu xe chi can thiét khi c6 luc lwong cong
an kiém tra hay khi xay ra va cham, néu minh can than hodc it khi bi kiém tra thi
khong can thiét phai mua bao hiém nay. Chinh vi thé, nén nhiéu cha xe chi mua khi

ndo cdn va cé rat nhiéu chu phuong tién xe may da khong mua bao hiém.

Bén canh d6, bao hiém TNDS chi xe co gi¢i ddi véi nguoi thir ba 14 hinh thirc
bao hiém bat budc, tuy nhién khach hang c6 quyén lya chon va ban chét cia khach
hang trong viéc tuan thu tham gia bao hiém bat budc chua chuan muc, ¥ thire vé tinh
tuan thi chua cao. Mic du day 1a hinh thirc bao hiém bét budc nhung nguoi Viét Nam
chua c6 mot tap quan, théi quen mua bao hiém du 12 bao hiém bt budc. Trong nghién
ctru ctia minh, Das&Rao (2017) cho rang hanh vi ctia ngudi tiéu dung khong phan anh

dang ké su hai long cua cac chi xe may trong HDBH xe mdy.

Do vay, tic gid xem xét thém yéu t6 hanh vi mua bao hiém TNDS chu xe co
gidi d6i v4i nguoi thir ba cia khach hang dé danh gia hanh vi tuan thi cia chu xe co
gidi nhu thé nao qua su hai long cua ho ddi véi chat lugng dich vu bao hiém TNDS
chu xe co gi6i dbi voi nguoi thir ba. Khi khach hang hai 10ng thi hanh vi mua bao
hiém nhu thé nao, ty 1¢ tai tuc hop ddng bao hiém TNDS chu xe co gidi ddi véi nguoi
thir ba c6 ting 1én. Va phan tng cta khach hang trong hanh vi mua (tiép tuc mua, sin
sang mua, truyén miéng) s& 13 mot nhan té thé hién su hai long ctia khach hang. Chinh
vi vay, tac gia kiém dinh gia thuyét:

HY: Sy hai long ciia khdch hang va hanh vi tham gia bdo hiém TNDS chii xe co giGi
doi voi nguoi thir ba ¢é moi quan hé thudn chiéu.
2.3 Céc yéu t6 nhan khau hoc

Dic diém cua khach hang (VD: gi6i tinh, tudi tac, thu nhap) c6 anh hudng quan
trong dén mirc do hai long ctua khach hang (Danaher, 1998; Johnson&Fornell, 1991;
Mittal&Kamakura, 2001). Bén canh d6, c6 nhiéu nghién ctru kham phé giéi tinh c6
anh huéng dén mirc do hai long. Khong c6 su khac biét dang ké giira nam va nit véi
murc d§ hai long cua ho 1a nghién ctru cua Carmel (1985), Ross va cong su (1999). Tuy
nhién, Buller&Buller (1987) lai cho ring phu nit ¢6 mutrc d6 hai 10ng cao hon nam gidi;
hay theo thoi gian thi nam gidi hai long véi dich vu hon nir giéi (Bendall-
Lyon&Powers, 2002). B6i vi, nam gidi va phu nit khac nhau vé cach xir Iy thong tin
(Dube’&Morgan, 1996; Meyers-Levy&Sternthal, 1991), va phu nit cht trong vao cac
thong tin chi tiét hon, con nam giéi c6 xu hudng xir 1y cac thong tin tong quat hon
(Mattila, 2000). Chat luong dich vu co thé quan trong ddi véi phu nit hon nam gidi khi
giao dich kinh doanh (Royne Stafford, 1996)
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Khach hang c6 bang dai hoc hai 10ng cao hon nhing khach hang cé bang cap
thap hon, phu nit khi hai 1ong c6 nhiéu kha ning mua lai thwong hiéu hon nam gidi;
Boi vi, khach hang c6 trinh d6 hoc van thap hon chap nhan muec hai 1ong thap hon do
viéc tim kiém céc lua chon thay thé ton kém hon (Mittal&Kamakura, 2001).

Thu nhap anh huéng dén hanh vi cia ngudi tiéu ding (Roslow&Nicholls,
2000). Su hai long gidm khi thu nhép tdng (Bryant&Cha, 1996 trich theo Anderson va
cong sy, 2008). Ngudi ding c6 thu nhap thap hon sé co ky vong thap hon va nguoi
dung c6 thu nhép thap hai 10ng hon, ho s& phan nan & mirc d6 thip hon so véi cac dbi
tac c6 thu nhap cao hon (Serenko va cong su, 2006). Anderson va cdng su (2008),
Khurana (2014) ciing cho rang cic ca nhan khach hang c¢6 thu nhap cao hon s& c6 mirc

d6 hai long trung binh cao hon so v&i cac ca nhan khach hang c¢é thu nhéap thap hon.

Co6 mdt su mau thudn vé su khac biét cua cac bién nhan khau hoc (Gidi tinh,
Thu nhap va Trinh d§ hoc van) anh huong t6i sy hai long cia khach hang. Vi vay,

trong nghién ctru, tac gia kiém dinh gia thuyét:

HI0: C6 su khdc biét vé suw hai long ciia khdch hang trong bdo hiém TNDS chii xe co

gidi d6i voi nguwoi thir ba theo yéu to nhan khau hoc.
2.4 Mo hinh nghién ciru
Nghién ctru sit dung 1y thuyét Mo hinh khoang cach-SERVQUAL cua

Parasuraman va cong su (1988) 1am nén tang 1y thuyét nghién ctru dé danh gia tac
dong ciia CLDV t6i sy hai 1ong ctia khach hang trong bao hiém TNDS chu xe co gidi
d6i voi nguoi thir ba. M6 hinh duge thiét 1ap trén co s& nghién ciru tong quan trén thé
gidi va tai Viét Nam vé cac nhan t6 CLDV trong linh vuc bao hiém néi chung va

trong bao hiém xe co gidi noi riéng.
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Chit lwong dich vu
Hinh anh cong ty
Khé nang dap ting
Nang luc phuc vu
Sw hai Hanh vi
y : an
Ti€p can dich vu long cia Y
mua bao
, khich | )
Kha ning tr van hiém
hang
K¥ thuat dich vu
b0 tin cdy I
- Gidi tinh
Cong nghé thong tin - Thu nhép

- Trinh @0 hoc van

Hinh 2.1: M6 hinh nghién ciru dé xuét

KET LUAN CHUONG 2

Chuong 2 tac gia dd dé xudt moé hinh nghién ctru dya trén mé hinh chét luong
dich vu ctua Parasuraman va cong su (1988) (SERVQUAL). M6 hinh nghién ctru duoc
tac gia dé xuit thém 2 nhan t6 1a Kha nang tu van va K¥ thuat dich vu. Bén canh do,
tac gid da nghién ctru sau thém phan tng hai long cua khach hang la Hanh vi mua bao
hiém.

Chuong tiép theo tac gia s& trinh bay phuong phap nghién ciru dé kiém dinh cac

gia thuyét cia mé hinh.



49

CHUONG 3:
PHUONG PHAP NGHIEN CUU
3.1 Quy trinh tién hanh nghién ciru
3.1.1 Nghién cwu tai ban

Tac gia thyc hién viéc nghién ciu téng quan tai liéu, tim hiéu va phan tich
nhirng két qua cta cic nghién ctru di trude (bao gdm nhitng nghién ciru trén thé gidi
va tai Viét Nam) vé chat lugng dich vu trong linh vyc bao hiém nham x4c dinh khoang

tréng nghién ctru.
3.1.2 Nghién ciru so b

Phuong phép nay duoc tac gia thuc hién sau khi tong quan tai lidu va trude khi
dua ra mé hinh nghién ctru cta van dé. Tir cic nhén t§ duoc xac dinh trong cac nghién
ctru di trude, tac gia rat ra nhirng nhan td c6 thé phi hop voi nghién ctru ciia minh. Cac
nhan t6 nay duoc tic gia phong van truc tiép cac chuyén gia trong linh vuc bao hiém
PNT, bao gom cac nha quan Iy cic DNBH phi nhén tho tai tinh Thanh Hoa va/hoic
cac dai 1y khai thac bao hiém thudc cac DNBH phi nhan tho trén dia ban tinh); va to
chirc cac cude thao luan véi ca nhan/nhém céc chit xe co gidi (bao gdm chu xe may,
chi xe 6 t6). Cac cau hoi dugc dua ra nham tim hiéu quan diém, y kién ciia chuyén gia
vé CLDV ctia bao hiém nay, y kién ctia nguoi 1am bao hiém (nhan vién bao hiém, dai
Iy bao hiém); mong mudn tim hiéu cam nhan va danh gia ciia cac chu xe vé CLDV,
mirc do hai 1ong cia khach hang d6i voi chat luong dich vu nghiép vu bao hiém nay.
Céc cudc phong van tryc tiép sé duoc ghi 4m lai, ghi chép ti mi va sau d6 s& duoc
phan tich, chiét xuat nham tim ra yéu t6 CLDV bao hiém TNDS chu xe co gidi dbi voi
ngudi tht ba tic dong toi su hai 1ong cia khach hang. Dong thoi ciing xac dinh duge
cac chi bao cua cac thang do, tir d6 ¢ thé xay dung duoc khung bang héi cho nghién

ctru mot cach tap trung hon.

Giai doan nghién ciru nay nham dwa ra moé hinh nghién ciru va cac gia thuyét
nghién ctru.
3.1.3 Nghién ciru thir nghiém

Sau khi thiét ké bang hoi ban dau, thuce hién mot cudc nghién ctru thir nghiém béng
cach truc tiép khao sat khach hang ngiu nhién véi mau diéu tra 1a 120 chu XCG , thu vé
100 phiéu khao sat (bao gdm ca chi xe 6 to va chil xe may). Muc dich ciia giai doan nay
nham thir nghiém phiéu diéu tra, phat hién nhiing 15i va nhiing diém chua hoan thién dé
tién t&i hoan thién phiéu diéu tra. Cac dir liéu thu thap dugc tir phiéu diéu tra ban dau tién
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hanh chay thtr s6 liéu. O qué trinh nay, hé s6 Cronbach alpha cua cac bién s& dugc kiém
tra; nhitng bién nao c6 hé s6 twong quan véi bién tong (Corrected Item-Total Correlation)
< 0.3 déu bi loai, thang do c6 hé s6 Cronbach Alpha tir 0.6 tr¢ [én 1a c6 thé str dung dugc.

Dua trén nhitng két qua cua nghién ctru thor nghiém, bang héi chinh thirc
duoc chinh sira, hoan thién. Bang hoi chinh thirc (hay phiéu khao sat) dung cho

cudc nghién ctru.
3.1.4 Nghién ciru chinh thirc
3.1.4.1 Mau nghién citu

“Chu xe co gidi (t0 chirc, ca nhan) 13 chu s¢ hitu xe co gidi hodc dugc chi xe co
gidi giao chiém hitu, sir dung hop phép, diéu khién xe co gidi” (Bo Tai chinh, 2016)

Déi twong nghién ciru 1a toan bd cac chu xe co gidi sinh sdng va lam viée tai
dia ban tinh Thanh Hoa; ho c6 thé 1a nhirng nguoi c6 d6 tudi khac nhau, nganh nghé

khac nhau véi trinh d6 hoc van va mirc thu nhap khéac nhau.

Thong qua cac DNBH trén dia ban tinh Thanh Hoéa va S¢ Giao thong van tai
tinh Thanh Héa, Trung tdm ding kiém xe co gi¢i Thanh Hoa tac gia tap hop duoc
danh sach khéach hang 1a cac chu xe c6 phuong tién co gidi dang luu hanh trén dia ban
tinh Thanh Hoa.

Dbi voi cac chu xe luu thong trén dia ban thanh phd s& dugc tac gia va cac cong
su tryc tiép diéu tra bang cach phan theo khu vuc phuong dé khao sat. Bi véi cac
khach hang ¢ xa thanh phd, tac gia c6 thé sir dung phan mém tra 10i qua email hodc
guri phiéu khao sat qua dudng buu dién. Phan thong tin va tra 11 ciia khach hang hoan

toan dugc tac gid bao mat.
3.1.4.2 Xir Iy 56 liéu

Sau khi thong ké lai sé phiéu khao sat thu vé, dong thoi loai bo ra nhitng phiéu
tra 101 khong day du hodc tra 101 thién léch, tac gia str dung cac phuwong phéap thong ké
xir 1y s6 ligu

Quy trinh nghién ctru dugc tong hop lai theo so do sau:
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Hinh 3.1: Quy trinh nghién ctru
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3.2 Phuwong phap nghién ciru
3.2.1 Nghién cvwru dinh tinh
3.2.1.1 Muc tiéu ciia phong vin

Bao hiém TNDS chii xe co gioi ddi voi ngudi th ba tai Viét Nam duoc quy dinh
thue hién (17/12/1997) mudn hon so vdi cac nudc khac trén thé gii (& Bi: 1/7/1971);
dong thoi cach tiép can, kién thirc vé loai hinh bao hiém nay ctia ngudi dan chua nhiéu.
Hon nita, day 14 nghiép vu bao hiém bat budc ddi véi chi xe nén c6 nhiéu han ché hon vé
dich vu so véi cac san phdm bao hiém ty nguyén khac (BHNT, bao hiém vét chit XCG)
ciing nhu khéc véi cac dich vu khéc. Vi vy, cac két qua nghién ctru, mé hinh nghién ctru
va cac bién nghién ctru co thé c6 nhitng diém khong phil hop hoan toan hodc day du véi
san pham dich vu bao hiém TNDS chu xe co gidi ddi voi nguoi thir ba.

Phuong phép phong van dinh tinh 1a cach thich hop nhat dé kiém tra sy phu hop
ctia md hinh nghién ctru dé xuat, cac bién nghién ctru va cac thang do cua chit luong
dich vu, su hai long, hanh vi mua cua khach hang trong bao hiém TNDS chu xe co
gidi dbi voi ngudi tht ba.

Trong nghién clru ndy, tac gia st dung nghién ctru dinh tinh qua 2 giai doan: (1)
Phong vén siu & giai doan khiang dinh va tim kiém cac bién phu hop v6i mé hinh
nghién ctru; (2) Phong van, thao luan dé khang dinh lai va bd sung, diéu chinh cac

thang do cac bién nghién ctru nham thiét ké bang hoi chinh thic
3.2.1.2 Phong vin sdu

Phuong phap nay dugc sir dung véi hinh thirc phong van truc tiép cac chuyén
gia trong linh vyc bao hiém phi nhan tho va véi khach hang/nhém khach hang 1a cac
chi xe co gidi. Cac cau hoi duoc dwa ra nham khao sat, tim hiéu quan diém y kién cua
nhimg nguoi duge phong van vé chit luong dich vu bao hiém TNDS chu xe co gidi
d6i voi nguoi thir ba va su hai long vé chat lugng dich vu cua loai hinh bao hiém nay.
Thoi gian phong van duoc tién hanh vao thang 9-10/2018.
Noi dung thao luén ¢4 nhan/nhém tap trung vao cac van dé

v Doi véi chii xe co gidi (Phuy luc 01)

- Trude khi tham gia bdo hiém TNDS chi xe co giGi, Anh (chi) c6 mong doi
diéu gi?
- Khi tham gia bdo hiém TNDS chii xe co gidi, Anh (chi) cam nhdn dwoc diéu gi?

- Diéu gi lam cho Anh (chi) hai long (khéng hai long) vé chat lwong dich vu ciia
DNBH noi Anh (chi) tham gia bao hiém TNDS chii xe co gidi?
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v’ Doi véi cdc chuyén gia trong linh viee bdo hiém phi nhdn tho(Phy luc 02)

- Theo Anh (chi) chat lwong dich vu bdo hiém TNDS chii xe co gidi la gi? (xin
cho biét y kién riéng ciia Anh (chi))

- Theo Anh (chi) “Chat luwong dich vu bao hiém trach nhiém déan su chii xe co
gidi” can dam bdo nhitng yéu cau gi?

- Xin Anh (chi) cho biét thuc té “Chat luwong dich vu bao hiém trach nhiém dan
sw chii xe co' gi6i” gom nhitng hoat dong gi?

- Theo Anh (chi) “Chdt luwong dich vu bao hiém trach nhiém dan su chii xe co
gidi” ma cong ty Anh (chi) cung cdp cho khdch hang da lam cho ho hai long chira?
Piéu gi lam cho khdch hang ciia cong ty Anh (chi) hai long (khong hai long)?

Tac gia chon ngau nhién phong van 25 chi xe co gidi trén dia ban tinh Thanh
Hoa; 05 (nha quan 1y BH va dai 1y khai thac cap 1) 1a dai dién cua cac cong ty Bao
Viét, PJICO, AAA, PTI, MIC. Cac chu xe (gém ca chu xe may va chu xe 0 t0) dang di
chuyén va hoat dong tai Thanh phé Thanh Hoa, huyén Yén Pinh, huyén Vinh Loc,
huyén Hoang Hoa, huyén Quang Xuong va c6 tham gia BH TNDS chu xe co gidi tai
cac DNBH khac nhau trén dia ban tinh Thanh Héa (Bao Viét, PTI, MIC, Bao Minh,
BIC, PJICO ..). K§¥ thuat phong van dugc dung dé phong van trong giai doan nay 1a
phong van sau cac cau hoi mo (Phu Lyc 01 va Phu luc 02). Béng thoi, cac nhén to
dugc rit ra tir mo hinh nghién ctru 1y thuyét cling dwoc mang ra thao luan tryuc tiép véi
cac chil xe co gigi dé co nhitng diéu chinh cho phu hop hon véi ddi tuong va van dé
nghién ctu. Cac cudc phéng van duoc thue hién truc tiép vo1 ca nhan nguoi dugce
phong van hodc theo nhom nhiéu chii xe co gidi. Dua theo két qua tra 10i cua ting
phong van, tac gid dwa ra nhiing cau hoi, goi y nham khai thac thém 1am rd vé cac yéu
t6 anh huong téi CLDV bao hiém TNDS chi xe co gidi dbi vai nguoi thir ba. Tac gia
ghi chép can than va ghi am lai cac cudc ndi chuyén, sau dé chiét xuét cac thong tin
tim ra diém gidng va khac nhau vé quan diém, cam nhén va danh gia cua ngudi dugc
phong van dé két luan dé xuat mé hinh nghién ctru.
3.2.1.3 Thiét ké bang héi

Duya vio qué trinh t6ng quan cic nghién ciru trong va ngoai nudc, vao muc tiéu
va mo hinh nghién ciru, tac gia tién hanh phac thao bang hoi.

Bang hoi so b duge thiét ké bao gom 3 phan

Phan I: Thong tin c4 nhan: bao gdm céc ndi dung cy thé vé gidi tinh, tudi, trinh
d6 hoc van, tinh hinh str dung va tham gia bao hiém TNDS cho phuong tién xe co gidi
cua khach hang.
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Phén II: Panh gia vé chét luong dich vu bao hiém TNDS chu xe co gidi ddi véi
ngudi thir ba ciia khach hang. Phan nay bao gém cac danh gia cu thé cho timg item cta
ting thang do cia CLDV bao hiém TNDS chu xe co gidi d6i véi ngudi thir ba. Do dic
thu clia san pham bao hiém TNDS chil xe co gidi ddi voi nguoi thir ba, nhitng khach
hang chua bao gid phat sinh t6n thét thi rat kho cam nhan duoc hét cac gia tri cua cac
dich vu ma DNBH cung cap, vi vay cac cdu hoi trong phiéu khao sat duoc thiét ké cho
c4 hai d6i tugng dugc khao sat. Panh gia cta khach hang duoc chia theo thang diém tir
1 dén 5 véi mire do twong Gng tir Rat khong dong v dén Rét dong y.

Phan III: Panh gia vé su hai 1ong cua khach hang d6i véi CLDV bao hiém
TNDS chi xe co gidi ddi véi ngudi thir ba. Mirc do hai 10ng ctia khach hang theo timg
nhén t6 chat lugng dich vu cling dugc chia theo thang diém 5 v6i 1-Rét khong hai long
dén 5-Rét hai 10ng. Ngoai ra, khach hang ciing c6 thé dua ra, bd sung thém nhiing ¥
kién c4 nhan cua khach hang ngoai nhitng cau hoi ¢ phan trén. Tir d6, khach hang s&
cho cam nhén ciia minh vé viéc tiép tuc tham gia bao hiém hay khong, c6 tham gia
thuong xuyén lién tuc hay khong, khach hang c6 vui vé tu nguyén tham gia va co6 gidi

thiéu hay tuyén truyén cho chii phuong tién co gidi khac tham gia hay khong.
Thoi gian thye hién: Thang 11/2018

Bang 3.1: Nhin t6 danh hwong va s6 lwong bién quan sat dy kién ciia tac gia

Nhan t6 anh huéng (theo mé hinh du kién cua tac gia) Bién (43)
1/Hinh anh cong ty 3
2/Kha nang dap ung 6
3/Nang lyc phuc vu 14
4/Kha nang tu van 3
5/Chat luong k¥ thuat 4
6/Tuyén truyén quang céo 5
7/Su tin cay 4
8/Cong ngh¢ thong tin 4

Trén co s¢ bang hoi so bo da dugce hi¢u chinh sau phong van sau, dé dam bao
cac cau hoi rd rang, ngudi duoc hoi hiéu rd vé van dé va sin sang tra 10i tac gia di tién
hanh phong véan va thao luan nhom thir nghiém bang hoi.

Bang hoi so b duoc tac gia tién hanh thir nghiém d6i voi 20 sinh vién DH
TCNH K 18; 5 dong nghiép (1a can b, giang vién ciia khoa Kinh té-QTKD, truong BH
Hong Btic); 2 can bo quan 1y (ctia Bao Viét Thanh Héa va MIC Thanh Hoa); 5 chu xe
may va 2 chu xe 0 to.
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Két qua cho thay c6 mdt s6 cau hoi chua ro rang, nguoi dugce phong van khong
hiéu 0 ¥ nghia cua cau hoi va van dé hoi; dong thoi tén cia cac bién doc 1ap khong
khai quat hét dugc y nghia cua van dé nghién clru; c6 1 s6 thang do c6 su chong chéo

va chua dugc dat ding véi bién nghién ctru.

Dua trén két qua thao luan giita cic ca nhan/nhom, tic gia cin nhic va diéu
chinh, dién giai lai noi dung ctia mot s6 cau hoi chua rd rang va chéng chéo, cac thang
do duoc quy lai cho phu hop véi ndi dung cua bién nghién ciru. Bén canh d6 mot sd
bién quan sat dugce bd sung thém duogc 14y tir y kién nhan xét, danh gia va cam nhan

ctia khach hang tir phong van sau va thdo luan c nhan/nhom.
a/ Thang do Hinh anh cong ty

C6 mdt sb nghién ctru ¢ st dung thang do “Hinh anh cong ty” trong do ludng
CLDV bao hiém (Siddiqui&Sharma, 2010; Pham Thi Pinh&Nguyén Thanh Vinh, 2015;
Sharma&Bansal, 2011; Bande, 2013). Thang do “Hinh anh céng ty” c¢6 thé dugc do
luong boi: San phém moi, lich sy, gia tri d@)ng tién, thu tuc don gian it ton kém, tai chinh
cong ty (Siddiqui&Sharma, 2010; Sharma&Bansal, 2011; Bande, 2013) hay CSVC,
truyén thong, su kién khach hang, trang phuc va thai d6 cua NV, méi truong lam viéc
(Pham Thi Pinh&Nguyén Thanh Vinh, 2015). Hodc “Hinh anh cong ty” cling duoc do
ludng bang 5 bién quan sat (thuong xuyén xuat hién trén cac kénh truyén thong, c6 danh
tiéng tdt vi ludn co cac hoat dong trach nhiém xa hoi, sang tao va ti€én phong, tuong tac
t6t voi khach hang, ¢6 dao dtrc kinh doanh) (Nguyén va cong su, 2018). Véi thuc trang
san phdm bao hiém TNDS chu xe co gidi ddi v6i nguoi thir ba va voi két qua thim dinh
qua khao sat va thao luan nhom thi viéc dua cac bién quan sat (CSVC, trang phuc nhén
vién, hinh anh biéu twong clia cac cong ty bao hiém) vao do luong thang do Hinh anh
cong ty 1a phu hop. Ngoai ra, khi khach hang khong truc tiép dén cong ty va khi mua
béo hiém, cai ho cam trén tay dai dién cho mot ky két chinh la giéy chirng nhan bao
hiém; vi thé nén hinh anh cia GCNBH ciing dai dién cho hinh anh cua cong ty bao
hiém. Do vdy, “Gidy chiing nhan bao hiém truc quan, hip dan” ciing dwoc nhiéu khach
hang dé cap dén khi phong van dinh tinh. Nhu vay, thang do “Hinh anh cong ty” s&
g6m 3 bién quan sat ké thira (co s vat chat khang trang; trang phuc nhan vién gon gang,
lich su; bién quang c4o, logo dep) va bd sung thém 1 bién quan sat (Gidy ching nhén

bao hiém tryc quan, hip dan).
b/ Kha nang dap vng
Trong md hinh SERVQUAL ctia Parasuraman (1988), nhan t6 “Pap tmg” duoc

do Iuong bé 4 bién quan sat (n61 voi khach hang khi nao dich vu s€ dugc thyc hién, s€
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ludn sin sang gitip d5, s& khong bao gio qua ban dé tra 11 khach hang, co y thic vé
thoi gian va phdi hop tét hoat dong dich vu). Cac nghién ciru thuc nghiém vé CLDV
bao hiém sir dung mod hinh SERVQUAL, nhéan t6 “Dap tng” dugc do luong boi
nguyén ban hodc chinh stra phu hop hodc thém muc do luong khac cho phu hop voi
ting truong hop nghién ciru hodc bdi canh nghién ciru. Cu thé, nghién ctru cua nghién
ctru vé chat luong dich vu trong bao hiém xe co gidi tai Viét Nam (Chu Thi Kim Loan,
2014), vé BHNT tai Malaysia (Panigrahi va cong sy, 2018), & An B¢ (Gulati va cong
su, 2012; Suki, 2013), nhan t& “Pap tng” duoc do ludng boi 4 bién quan sat giéng
trong md hinh SERVQUAL chuyén thé phti hop v6i nghién ciru; nhung trong mot vai
nghién ctru khac thi nhan t Dap tmg c6 sy phat trién hay thu hep cac bién quan sat so
v6i 4 bién quan sat theo nguyén ban mod hinh SERVQUAL nhu nghién ciu tai
Nigerian (Abass&Oyetayo, 2016), tai Jordan (Al qudah va cong sy, 2013) thi nhéan t6
nay duoc do luong bang 7 bién quan sat; trong khi truong hop nghién ctu tai
Zimbabwe (Masengu&Chitambwe, 2017), nghién ctu tai An Do (Khurana, 2013; Bala
va cong su, 2011), nghién ctru tai Iran (Vazifehdust&Farokhian, 2013), nghién ctru tai
Ethiopian (Solomon, 2014) nhan té “Péap tmg” duogc do ludng boi 3 bién quan sat va
theo Naik va cong sy (2010) thi chi c6 2 bién quan sat. Nhu vdy, nhan t6 “Kha ning
dap ng” trong cac nghién ciru trude day cd thé duogc do luong boi sd bién quan sat

khac nhau cho phtt hop véi timg trudng hop nghién ciru va bbi canh nghién ctru.

Trong phong van dinh tinh, cic bién quan sat ctia nhan t6 “Kha nang dap tmg”
déu biéu thi mong mudn cia khach hang: thac mac duoc giai dap thoa dang, tra 10i
hop 1y thic méc ctia khach hang; Cung cip dich vu dung voi nhu ciu tham gia; Quyén
loi, loi ich dwoc dép ung ding, nhanh chong sau nhitng 1an khong may xay ra tai nan;
Boi thudng nhanh, hop 1y, thoa man khach hang. Co khach hang chua hai 1ong vé viéc
chi tra bdi thudng chua tot. Vi dic thi ctia san pham bao hiém bat bugc TNDS chu xe
co gidi va thyc trang ctia viéc chuyén dbi s¢ hitu phuong tién xe co gidi nén khach
hang mong mudn céc cong ty bao hiém cip GCNBH nhanh chong va linh hoat xu 1y
hiy bo HPBH (khi khach hang ban xe) hodc chuyén d¢6i HPBH méi (khi khach hang
mua lai xe). Nhu vdy, trong nghién ctru ndy, tac gia ké thira 4 bién quan sat tir cac
nghién ctru trude day va chuyén thé cho phu hop véi nghién ctru (giai dap thoa dang
cac thic méc, khiéu nai; Giai quyét khiéu nai nhanh chéng; dé dang lién hé duoc véi
nhan vién; chi tra bdi thuong nhanh, ding); dong thdi bo sung thém 2 bién quan sat
(Cép bao hiém nhanh chong; Linh hoat xir Iy cho khach hang khi khach hang chuyén
d6i/hury boé hop ddng bao hiém).
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¢/ Nang lyc phuc vu cua nhan vién/dai ly bao hiém

Nhan t6 “Ning luc phuc vu” trong mot sé nghién ctru thuc nghiém vé danh gia
CLDV trong bao hiém dé do luong c6: Sharma&Bansal (2011) ¢ 3 bién quan sat (nhan
vién dang tin cdy, Xu ly khiéu nai nhanh chong, lam viéc hiéu qud); Chu Thi Kim Loan
(2014) trong bao hiém vat chit xe co gidi tai Viét Nam duogc do boi 4 bién quan sat
(Tht tuc hd so nhanh gon, hd so chi tra boi thuong chinh xac va dam bao vé thoi gian,
san sang gitip d& khach hang khi bi ton that, khong bao gid quéa ban ron dé tir chdi tra 101
khéch hang); tai An Bo (Al qudah va cong su, 2013; Khurana, 2013) nang luc do luong
boi 5 bién quan sat (cung cdp dich vu ¢ hiéu qua, cung cip dich vu véi k¥ ning cao,
thyc hién t6t nhat vai tro, c6 kién thirc day du, cung cép du théng tin dich vu);
Siddiqui&Sharma (2010) c6 5 bién quan sat (tin cdy trong viéc xir Iy cic van dé cua
khach hang, Nhan vién hiéu qua, dé dang truy cép thong tin, xir 1y khiéu nai nhanh
chong va hiéu qua, mién phi giai quyét khiéu nai va ric r6i). Nhan t6 “Nang luc” theo
Qureshi&Bhat (2015) dugc do ludng boi 6 bién quan sat; Sirajudeen (2012) 1a 7 bién
quan sat. Khi nghién ciru vé CLDV trong BHNT tai Viét Nam thi nhan té nang lyc duge
Pham Thi Dinh va Nguyén Thanh Vinh (2015) danh gid qua “Ning lyc chuyén mén ctia
nhan vién/dai 1y bao hiém” c6 4 bién quan sat (c6 trinh d6 chuyén mén giai dap moi thac
mac cia khach hang, phan tmg nhanh va théa dang moi yéu cau ciia khiach hang, cham
soc, quan tdm va hiéu duogc loi ich cu thé cta khach hang, Sin sang giup d& khach
hang). Nhu vay, trong cac nghién ctru trude ddy cho thay co nhiéu cach do lwong nhan

t6 “Niang luc phuc vu” va trong timg truong hop nghién ciru sy do ludng 1a khac nhau.

V6i san pham bao hiém bat buoc TNDS chu xe co gidi, dudi goc do khach hang,
khi phong van dinh tinh, ho cho rz‘ing viéc nhan vién phuc vu dugc nhiéu d6i tuong
khach hang khac nhau 1a rat tot (vi khach hang 14 nhiing chu xe, c¢6 thé 1a xe khach, co
thé 1a xe gia dinh..., ho c6 nhiéu trinh d6 hoc van khac nhau véi nhiéu nganh nghé
khac nhau, tinh khi ciing khac nhau c6 thé 1a 6n hoa, nhe nhang hay néng tinh, hay cau
gat hodc vao nhiing thoi diém khi tiép xic v6i nhan vién ho da rat nong nay, it hop tac
do bi &p luc cong viéc...). Hon nita, khong phai chu xe nao ciing dé tam t6i HPBH
TNDS cho xe ctia minh vi ho qué ban hoic mong mudn, ky vong nhan dugc sy gitp
d& nhiét tinh va nhanh chéng khi c6 sy ¢6 xay ra nén NV phai bam sat, c6 16 trinh theo
ddi cac HDBH cua khach hang dé giit khach hang truyén thong. Khach hang rat co
thién cam véi su nhiét tinh, lich sy, chu ddo va co trach nhiém; Biét xur 1y tinh huéng
nhanh gon khi khach hang gap su cd; Pén hién truong nhanh va thuc hién chuyén
nghiép cac cong tic nghiép vu (kham nghiém hién trudng, chup anh, giri hd so); giup

khach hang giai quyét cac van d¢ sau tai nan dé dang hon; Xt 1y nhanh va hiéu qué cac
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tinh huéng mang lai nhiéu loi ich cho khach hang. Duéi goc d cta nha cung cép dich
vu, dé dich vu ciia minh dat chat lugng moi ca nhan nhan vién phai tuw minh phuc vu
khach hang tt nhat c6 the.

Vi vdy, trong nghién ctru ndy tac gia ké thira 3 bién quan sat tir cac nghién ctru
trude day va chuyén thé cho phu hop v6i van voi van dé nghién ctru (tiép dén khach
hang chu dao; Cung cap day du thong tin vé goi bao hiém; nhe nhang, lich sy, nhi nhan
khi giai dap thic mic hay tiép nhan thong tin tai nan tir phia khach hang) va bd sung
thém 7 bién quan sat (Phuc vu cac ddi twong khach hang khac nhau; Thuong xuyén lién
lac véi khach hang mua bao hiém; C6 mat kip thoi khi khach hang gap su ¢d va cham;
Lich sy khi xtr 1y tai nan cho khach hang; C6 kinh nghi€ém xtr Iy gidm dinh; Giip khéach

hang 1am viéc v6i bén bi va cham; Hd trg khach hang cac thu tuc gidy to).
d/ Kha nang tié'p can dich vu

Nhan t6 “Kha ning tiép can” trong truong hop nghién ciu tai Iran
(Vazifehdust&Farokhian, 2013) duoc do luong boi 3 bién quan sat (d& dang tiép can véi
cac chuyén gia BH vé thong tin k¥ thuat cia HDBH, co s¢ ha ting phi hop cho khach hang
dén giao dich; co s& ha tang pht hop cho khéch hang thanh toan bdi thuong); truong hop
nghién ctru tai Viét Nam (Pham Thi Dinh&Nguyén Thanh Vinh, 2015) dugc do luong boi
4 bién quan sat (Mang ludi chi nhanh, vin phong rong khép; sb luong NV/dai Iy bao hiém
dii dé dap tmg nhu cau cia khach hang; giai quyét nhanh chong, kip thoi va day du moi
quyén loi bao hiém cho khach hang; hinh thtrc thanh toan da dang va linh hoat).

V6i thyc trang san pham bao hiém TNDS chil xe co gioi dbi v6i ngudi thi ba viée
mua bao hiém rét thuan tién, nguoi tham gia c6 thé dé dang tim mua duoc san pham bao
hiém nay & bat ctr noi dau, vao bat c thoi gian nao khach hang muén mua ma khong phai
mét thoi gian, cong strc dén tan tru s giao dich cua cac cong ty bao hiém dé mua, di 1am
cho ho hai 1ong. Két qua phong van dinh tinh cho thiy, rat nhiéu khach hang khi duoc hoi
noi mua bao hiém thi ho déu cho rang ho c6 thé mua tai cdy xing khi mua xing, mua gan
nha vi & d6 c6 dai 1y treo bién ban hay mua & nhimg diém ban tin cdy. San pham béo hiém
dé tiép can s& lam khach hang hai long hon. Bén canh d6, mot s6 khach hang cho rang
cong tac truyén thong tot, tuyén truyén tot s& lam cho khach hang tiép can dich vu bao

hiém nay tot hon.

Nhu vy, nhan t6 “Kha ning tiép can dich vu” trong nghién ciru nay tac gia sir
dung 3 bién quan sat, trong d6 ké thira bién quan sat (Co gid 1am viéc thuan tién ) va
bd sung thém 2 bién quan sat (D& dang mua bao hiém; Tu vén, gidi thiéu, tuyén truyén

bao hiém).
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e/ Kha nang tw van cua nhan vién/dai ly bao hiéem

Tir cac phong van cho thiy c6 rit nhidu ¥ kién nhan dinh chwa hiéu 5 vé trach
nhiém va quyén loi khi tham gia bao hiém, ciing nhu chuwa biét cach xtr Iy nhu thé nao
khi va cham gy thiét hai cho bén thir 3. Nhiéu khi nhan vién bao hiém van mic dinh
1a khach hang biét rd vé san pham bao hiém TNDS hoic 1a néu gia sir khach hang c6
xay ra va cham gay thiét hai vdi bén tha ba thi hoc c¢6 thé tu xir Iy dugc. Nhung tuy
nhién, khi xay ra va cham giao thong khong phai ai ciing c6 thé binh tinh xir Iy dugc
van dé vé6i bén bi thiét hai; déng thoi cling ¢6 nhitng vu va cham xay ra khi bén thir ba
bi thiét hai c6 thé doi bdi thuong qua mirc d6i voi chu xe gay tai nan. Vi vay, khach
hang s& cam thiy hai long hon khi nhan duoc tu van hay nhitng 151 khuyén tir phia bén
bao hiém dé ho hiéu 16 hon vé ¥ nghia va loi ich cta bao hiém TNDS chi xe co gidi
dbi voi nguoi thir ba. Theo khach hang thi didu nay 1a rat thiét thuc va bd ich. Nhu
vy, nhan t6 “Kha ning tu vin” trong nghién ctru nay tac gia dé& xuét do ludng boi 3
bién quan sat (Khach hang dugc tu van khi mua bao hiém; Tu van cho khach hang khi
boi thudng cho bén bi thiét hai; H) trg khach hang khac phuc ton that)

1/ Ky thuat dich vu

Tir cac phong van cac chil xe co gidi ta thdy, c6 nhimng ¥ kién dwa ra vé mirc phi
bao hiém, ddi v6i nhitng ngudi thu nhap khong cao thi mic chi phi bao hiém nay chua
thuc sy hop 1y. Tuy nhién hau hét déu cho ring murc phi va murc trach nhiém trong
diéu khoan 13 hop 1y. Va ho c6 mong mudn khi xay ra va cham thi tha tuc, hd so va
quy trinh, thoi gian giai quyét boi thudong phai thue su don gian, nhe nhang va nhanh
chong, s& lam ho hai 1ong hon. Khi duoc giup d& nhu vy, khach hang cam thiy san
phém bao hiém TNDS that su co chat lugng dich vu tdt. Nhu vay, nhan tb “K¥ thuat
dich vu” trong nghién ciru nay tac gia dé xuat do luong bsi 7 bién quan sat (Mtic phi
béo hiém hop 1y; Ty 1€ boi thuong thuong tat phu hop; Cac diéu khoan va pham vi bao
hiém 13 rang, d& hiéu; Pon gian thu tuc yéu cau bdi thuong; Thoi gian giai quyét boi
thudng nhanh; Pa dang cac chuong trinh khuyén mai).

g/ bé tin cdy

Nhan té “Tin cay” trong mo hinh SERVQUAL ciia Parasuraman va cong su
(1988) dugc do ludng boi 4 bién quan sat (Cung cap dich vu vao thoi diém d3 hua;
Cung cép dich vu nhu da htra; Cung cép dich vy ngay tu lan dau tién; Thé hién su
quan tdm chan thanh trong viéc giai quyét cac van dé cua khach hang). Nhan té “Tin
cdy” duoc do luong boi 4 bién quan sat giéng trong mod hinh SERVQUAL c6 Gulati
va cong su (2012), Bala va cong su (2011); nhung trong mdt ) nghién cuu khéc thi
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nhan t6 Do tin cdy c6 su phat trién hay thu hep cac bién quan sat do ludng so véi 4
bién quan sat theo mo hinh SERVQUAL nguyén ban nhu nghién ctru & Ethiopian
ctia Solomon (2014), & Viét Nam ciia Chu Thi Kim Loan (2014), nghién ctru & An
Do ciia Choudhuri (2014) thi nhan t6 “Tin cdy” dugc phat trién thém 1 bién quan sat
(gdm c6 5 bién quan sat); truong hop nghién ctu & Zimbabwe cua
Masengu&Chitambwe (2017), nghién ctru tai Malaysia cua Suki (2013), ¢ Kenya ctia
Tsoukatos va cong su (2004) thi nhan té Tin cdy lai dugc do luong boi 6 bién quan
sat (phat trién thém 2 bién quan sat); truong hop nghién ctru ¢ Jordan ctia Al qudah
va cong sy (2013) co 7 bién quan sat va nghién ciru ¢ Nigerian ciia Abass&Oyetayo
(2016) thi nhan té Tin cay lai dugc do luong bdi 8 bién quan sat. Trong khi d6
nghién ctru ciia Khurana (2013) nhan t6 “Tin cdy” chi dugc do ludng bang 2 bién
quan sat, cua Pham Thi Dinh&Nguyén Thanh Vinh (2015), Naik va cdng su (2010)
thi do bang 3 bién quan sat. Nhu vdy, do luong nhan t6 “Do tin ciy” trong cic
nghién ciru trude day déu chuyén thé tir mo hinh SERVQUAL cua Parasuraman va
cong su (1988) va thém hodc bdt cho phu hop véi truong hgp nghién ciu. Do vay,
trong nghién ctru nay tac gia ké thira 4 bién quan sat (Thyc hién dich vu dung ngay
tir dau; Cung cAp HDBH khong c6 16i; Thong tin khach hang dugc bao mat; Thoi
gian chi tra boi thudng duoc xac nhan) va bd sung thém 1 bién quan sat (Cac thong

tin phan hoi cia khach hang dugc quan tam)
h/ Cong nghé thong tin

“Cong nghé thong tin” lién quan dén cac cong cu IT hd trg dich vu nhanh
chong va thuan tién. Nhan t6 “Cong nghé thong tin” duge do ludng boi 3 bién quan
sat: Giao dich tryc tuyén dé dang; Khiéu nai tryc tuyén nhanh chéng; Cha dong thong
tin qua email hodc SMS (Siddiqui&Sharma, 2010; Sharma&Bansal, 2011) hodc: Mang
dién tir, Mang ludi chi nhanh, Dich vu bd sung (Choudhuri, 2014). Nhu vay, dua trén
tong quan, trong nghién ctru nay tac gia ké thira c6 chuyén thé cho phui hop véi truong
hop nghién ctru 2 bién quan sat (Trang Web ciia cong ty c6 ddy du dir liéu vé san
pham bao hiém nay; Cha dong thong tin qua email/SMS téi khach hing) va bo sung
thém 3 bién quan sat (Mua bao hiém online; Hoan thién hd so bdi thuong truc tuyén;
Giai dap, tu van, boi thudng tryc tuyén)

i/ Sy hai long cua khach hang

“Su hai long cua khach hang” duoc do luong khac nhau gitra cac nghién curu.
Nghién ctru cua Lai va cong su (2011) trong bao hiém trach nhiém 6 to & Pai Loan,
nhan t6 “Su hai 1ong cua khach hang” duoc do ludng boi 4 bién quan sat (Hai long vi

d3 mua bao hiém, Quyét dinh mua, Théa man khi mua, Tich cuc gi6i thiéu); truong
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hop nghién ctru ¢ Jordan (Al qudah va cong sy, 2013) thi nhan t6 “Sy hai long cia
khach hang” duoc do bai 9 bién quan sat (dong luc tiép tuc, hai long téng thé, hai long
vé toc do phan héi khiéu nai, hai 1ong véi k§ ning ctia nhan vién, hai 1ong vé ning lyc
phuc vu, hai long vé tbe do cung cép dich vy, hai long vé phuong tién thong tin, hai
long vé CSVC, thuyét phuc ban be tham gia); & Viét Nam (Nguyén va cong su, 2018)
nhan t6 nay duoc do bdi 4 bién quan sat (hai long vé6i dich vu cung cép, hai 10ng sau
khi giao dich, hai 10ng v6i mdi quan hé giira ca nhan voi cong ty, hai 1ong voi cong
ty); truong hop nghién ctru & Malaysia, nhan t6 “Su hai long ctia khach hang” (Suki,
2013) do boi 3 nhan td (gia han thém, mua , mua bao hiém khéc, gi6i thiéu cho ban bé
va gia dinh); (Panigrahi va cong sy, 2018) do boi 4 nhén t (tai tuc hop dong, truyén
miéng, quyét dinh mua dung, hai long téng thé). Nhu vay, nhan t6 “Sy hai long cia
khach hang” duoc do bang nhiéu cach trong ting truong hop nghién ciru; trong nghién
ctru nay tac gia do ludng bang 3 bién quan sat (Hai long tong thé, Truyén miéng téi
moi nguoi, Tham gia thém cac HDBH tu nguyén)

Jj/ Hanh vi mua bdo hiém

Nguoi tiéu dung bay to sy hai 1ong vé6i viée cung cap dich vu cia cac cong ty
bao hiém bang cach khi d6 ho sé sin sang hon dé mua cic san pham bao hiém (Suki,
2013), tiép tuc mua (Durvasula va cong sy, 2004), trung thanh v6i cong ty bao hiém va
mua thuong xuyén (Gencer&Akkucuk, 2017). Ddi voi cac san pham bao hiém ty
nguyén, khong bat buéc mua thi ¢6 mot qua trinh tir y dinh/hay xu huéng mua dén
hanh vi mua thyc té; nhung v6i san pham bao hiém bat budc TNDS chu xe co gidi thi
khong ton tai y dinh hay xu huéng s& mua ma viéc tham gia bao hiém bat budc phai
dugc thyc hién va dién ra ddi véi tat ca cac chu xe co gidi. Khong c6 nhiéu chu xe co
gidi khi duoc hoi tra 101 rang ho sin saing mua bao hiém. Ddi v6i nhimg cha xe may va
nhiing chu xe 6 t0 st dung phuong ti¢n ctia minh trong mot khoang khong gian, vung
dia 1y nhét dinh véi thoi gian didu khién phuong tién mot vai tiéng dong ho/ngay thi
ho khong thuong xuyén tham gia loai hinh bao hiém nay va d6i khi chi thuc sy tham
gia khi can. Chi voi phuong tién xe co gidi co mat do di chuyén nhiéu véi thoi gian
16n va cung dudng dai thi chii xe clia ho méi luu tim dén viée thuong xuyén dé y dén
GCNBH TNDS chti xe; vi véi ho riii ro ¢6 thé xay ra bat ¢ luc nao, hon nita ho ciing
da ting va cham va thay that can thiét khi tham gia bao hiém TNDS chu xe nén ho
thuong xuyén tham gia bao hiém TNDS chu xe va déu dan. Nhu vy, trong nghién ctru
nay nhan t6 “Hanh vi mua bao hiém” dugc do boi 3 bién quan sat (Sin sang mua, Mua

thudng xuyén, Mua khi can).
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3.2.2 Nghién cvwu dinh lugng
3.2.2.1 Nghién cvu thur nghiém

Viéc tién hanh nghién ctru thir nghiém dugc tién hanh théng qua viéc phat phiéu
khao sat téi 120 cha xe co gidi (bao gdm ca chil xe may va chu xe 6 t6) dang tham gia
tai nhiéu cong ty bao hiém trén dia ban thanh phé Thanh Hoéa; s6 phiéu thu vé hop 1¢ 1a
100 phiéu (dat ty 1¢ 83.3%), trong d6 c6 25 cha xe 6 t6 va 75 chi xe mdy. Kich thudc
mau trén dam bao cho viéc danh gia do tin cdy Cronbach’s Alpha cho céc thang do. Pon

vi ldy mau dugc chon theo phuong phép 14y mau thuan tién, phi sic xut.
Thoi gian thyc hién: Thang 12/2018

Céc thang do duoc kiém dinh d¢ tin ciy bang cong cu Cronbach’s Alpha. Cac
bién quan sat c6 hé sd trong quan bién-téng (item-total correlation) nho hon 0.3 s& bi
loai va tiéu chudn chon thang do khi Cronbach’s Alpha tir 0.6 tr& 1én. Nhu vay, két qua
khao sat so bo (Phu luc 03) cho thiy cac thang do c6 hé s Cronbach’s Alpha > 0.60
c6 d0 tin ciy, nhung dé ting do tin cy cua thang do thi c6 thé loai cac bién quan sat
c¢6 hé sd Cronbach’s Alpha tinh cho timg bién quan sat < Cronbach’s Alpha tinh cho
cac bién quan sat ctia nhan t6. Va thang do “Hinh danh céng ty”” c6 Cronbach’s Alpha 1a
0.641, cac gia tri tinh cho tirng bién quan sat déu < 0.641 nhung HA3 (Cong ty cé bién
quang céo, logo dep) lai co gia tri Cronbach’s Alpha 14 0.758 > 0.641 nén bién quan
sat nay khong dam bao do tin cdy cia thang do. Do d6, dé dam bao do tin ciy cua
thang do “Hinh dnh céng ty” c6 thé loai bién HA3 ra khoi thang do.

Tuong tu, thang do “Cong nghé thong tin” c6 Cronbach’s Alpha 1a 0.735, c6 nghia
la thang do dugc sir dung 1 tot. Cac bién quan sat trong thang do déu co gid tri
Cronbach’s Alpha < 0.735, riéng bién TT5 (Cong ty bao hiém chu dong thong tin qua
email hodc SMS ti khach hang) lai c¢6 gia tri Cronbach’s Alpha 14 0.816 > 0.735. Diéu d6

c6 nghia co thé loai bién quan sat TT5 ra khoi thang do dé ting do tin cdy cua thang do.

Bang 3.2: Panh gia dd tin cdy thang do ciia cac bién nghién ctru

Bién | US| Hest Hé s6 Hé s6
Tén nhan t& quan sat bi égn tn Cronbach- | Cronbach- | Cronbach-
bi loai on fong alphaneéu | alphachua | alphada
X cua bién X X S
bo 1 loai bién loai bién loai bién
loai bo
Hinh 4nh cong ty HA3 0.099 0.758 0.641 0.758
Kha nang dap tng Khong - - 0.846 0.846
Nang luc phuc vu cua )
' ' Khong - - 0.906 0.906
nhan vién/dai [y BH
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Kha ning tiép can )

. Khong - - 0.840 0.840
dich vu
Khé ndng tu van cua )

_ , Khong - - 0.868 0.868

nhan vién/dia ly BH
K¥ thuat dich vu Khong - - 0.897 0.897
D§ tin cay Khong - - 0.930 0.930
Cong nghé thong tin TT5 0.119 0.816 0.735 0.816
Su hai long cua KH Khong - - 0.950 0.950
Hanh vi mua BH Khong - - 0.824 0.824

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp

Céc thang do “Hinh anh cong ty” va “Cong nghé thong tin” c6 do tin cdy cao

sau khi di loai bo céac bién quan sat trén. Va céc thang do khac déu dat do tin cay cao.
3.2.2.2 Nghién cvru chinh thurc

Vi myc tiéu ctia két qua nghién ctru thir nghiém 1a nham danh gia do tin cay cta
thang do, hoan thién bang hoi nén tac gia khong phan tach riéng hai khom khach hang
riéng bi€t, con nghién ctru chinh thirc tac gid tach riéng danh gid tung nhom khach
hang 1a chu xe 0 t6 va chu xe may vi cung la chu phuong tién xe co gidi nhung cling
c6 nhiéu diém khéc biét nhu vé& murc phi, mirc d¢ luu thong, cac diéu khoan bao hiém
... Voi két qua nghién ctru thir nghiém, thi céc thang do khao sat dam bao dugc tinh
tin cdy. Thanh phan thang do cac nhan t trong nghién ctru chinh thirc duge thiét 1ap
va gan lai ma. Bang hoéi chinh thirc dugc xay dung (Phu luc 03 va Phu luc 04).

KET LUAN CHUONG 3

Nghién ciru sir dung phuwong phap nghién ciru dinh tinh két hop voi dinh luong
nham x4c dinh cic nhan t ciia md hinh nghién ctru. Két qua nghién ctru dinh tinh cho
thay c6 8 nhan to chét lugng dich vu. Bang hoi so bo duoc thiét ké bao gom 3 phan, da
dugc thir nghiém va chinh sira cho phu hop. Dé dam bao d6 tin ciy cia ca thang do,
nghién ctru da tién hanh khao sat so bd. Mau khao sat so b thu vé bao gdm 100 khach
hang (khéach hang 1a cac chu xe co gidi c6 phuong tién dang luu hanh trén dia ban tinh
Thanh Héa). Thong qua két qua phan tich khao sat so bo cac thang do ciia bién nghién
ctru co do tin cdy, va bang hoi chinh thic dugc xdy dung. Dé két luan vé két qua
nghién ciu, tac gia tién hanh budc tiép theo nghién ctru dinh lwong chinh thirc va viée

phan tich s& duc thuc hién ¢ chuong tiép theo.
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CHUONG 4:
KET QUA NGHIEN CUU

4.1 Thue trang kinh doanh bao hiém trach nhiém din sy chii xe co gi6i doi
voi nguoi thir ba trén dia ban tinh Thanh Héa.

4.1.1 Khdi qudt vé cdc doanh nghiép bio hiém

Thanh Hoéa 1a tinh c6 s6 dan déng thi ba ca nudc, thu nhap binh quan dau
ngudi cao (nam 2018 1a 1.990 USD/ngudi/ndm bang gan 77% so vé6i thu nhap binh
dau nguoi ca nudc), s lugng xe co gidi trén dia ban tinh 16n (gan 90 nghin xe 6 to va
trén 1,7 triéu xe mo to chiém gan 2,7% sb xe 6 t6 va gan 3% sb xe may toan qudc)
[43] nén dugc xé4c dinh 1a thi truong tiém ning vé bao hiém phi nhan tho. Nhiéu Cong
ty bao hiém duoc thanh lap va cap phép HDKD bao hiém tai Thanh Hoa da lam cho
thi trudng bao hiém soi dong hon, sy canh tranh ngay cang gay gt hon. Hién tai trén
dia ban tinh c6 24 DNBH phi nhan tho dang hoat dong. Cac DNBH trén dia ban tinh
dang khong ngimg mé rong thi trudng, tao su canh tranh lanh manh nhim muc dich

nang cao chit luong phuc vu khach hang.

Dan dau la Cong ty bao hiém Bao Viét Thanh Hoa (Bao Viét Thanh Hoa), 1a
DNBH 16n manh nhét trén dia ban Tinh v6i bé day kinh nghiém, kha ning vén 16n, doi
ngili can bd nhiét huyét va c6 trinh do doi ngli cdn bo nhan vién twong ddi cao. Tiép
theo la cac DNBH khac cling c6 vi tri ngay cang 16n manh va uy tin trén thi truong dia
ban tinh nhu Cong ty ¢ phan bao hiém Petrolimex Thanh Hoéa (PJICO Thanh Hoa),
Cong ty cd phan bao hiém Bao Minh Thanh Héa (Bao Minh Thanh Héa), Cong ty cb
phan bao hiém dau khi Thanh Héa (PVIC Thanh Hoa), Cong ty c6 phan bao hiém buu
dién Thanh Hoéa (PTI Thanh Hoa), va dén céc cong ty bao hiém truc thudc céc ngan
hang nhu ABIC Thanh Hoa (thudc hé théng Agribank) va DNBH c6 tudi doi tré nhét
trén thi trudng bao hiém tinh d6 13 BHS Thanh Hoa (thudc hé thong ngan hang SHB).

Trudc sy canh tranh cua nhiéu DNBH cung khai thac nghiép vu biao hiém
TNDS chu xe co gidi d6i v6i ngudi thir ba, ngoai cic kénh phan phdi truyén théng
(ban tryc tiép tai cong ty bao hiém, thong qua dai 1y bao hiém, thong qua cic diém ban
1¢ xang dau) cac DNBH dang xtc tién cac kénh phan phdi tién loi va dang tin cay cho
khach hang tham gia bao hiém (giao hang tan nha, théng qua kénh lién két Ngan hang-
Bao hiém, ban bao hiém online ...); riéng Bao Viét Thanh Hoa da thuc hién kénh phan
phéi qua hé théng ban chéo voi Bdo Viét Nhan tho Thanh Hoéa. Viéc da dang hoa cac

kénh phan phdi san pham bao hiém TNDS chu xe co gidi da tao diéu kién cho cac
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DNBH tiép cin tét hon véi cac khach hang tiém ning khac khi ho qua ban, khong c6
thoi gian tham gia truc tiép qua cac kénh ban hang mic dinh cia DNBH.

4.1.2 Tinh hinh thwc hi¢n bédo hiém trach nhiém dan suw

v' Tinh hinh khai thdc

Khau khai thac 1a khiu quan trong, c6 ¥ nghia quyét dinh d6i véi sy thanh bai
ctia Cong ty bao hiém ndi chung va d6i véi ting nghiép vu bao hiém noéi riéng. Thay
dugce tAm quan trong ctia van dé ndy nén cac Cong ty bao hiém bing cac bién phap
quang céo, chinh sach khach hang pht hop nham rat tap trung khai thac toi da cac hop
déng bao hiém c6 thé duge. Dic biét, véi nghiép vu bao hiémTNDS chu xe co gioi ddi
v6i ngudi thi ba thi viée khai thac ¢6 nhidu thuan lgi va kha niang ky két HDBH ciing
dé dang hon so véi cac nghiép vu bao hiém khac, vi ddy 1a bao hiém bat budc ddi véi
cac chu xe.

Bang 4.1: Doanh thu phi bao hiém TNDS chii xe co gi¢i ddi véi ngudi thir ba cia

cAc cong ty bao hiém tai Thanh Hoéa.
Pon vi tinh: 1 000 dong

Chi tiéu 2012 2013 2014 2015 2016 2017
Bao Viét 6832464 | 7915730 | 9920176 | 13538689 | 13 882564 | 10 822 936
PJICO 1414781 | 1828622 | 1602238 | 2340711 | 3373821 | 2692664
BaoMinh | 3261124 | 2952985 | 3664093 | 4307229 | 4922414 | 6350556
PTI 3160158 | 4762562 | 5129070 | 6069 685 | 11957282 | 11209 451
MIC 3343523 | 4067641 | 3943658 | 5645223 | 5872084 | 6807 386

Nguén: Bdo cdo két qua kinh doanh ciia Bdo Viét Thanh Héa, Mic Thanh Héa, PJICO
Thanh Hoa, Bao Minh Thanh Hoa, PTI Thanh Hoa giai doan 2012-2017.

Doanh thu phi bao hiém bat budc TNDS chu xe ciia cic cong ty bao hiém trén

dia ban tinh duoc thé hién qua Hinh 4.1 sau:
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Hinh 4.1: Doanh thu phi bao hiém TNDS chii xe co giéi ddi véi nguoi thir 3 cia
cac Cong ty bao hiém tai Thanh Héa giai doan 2012-2017
Nguén: Bdo cdo két qud kinh doanh ciia Bdo Viét Thanh Héa, Mic Thanh Héa, PJICO
Thanh Hoa, Bao Minh Thanh Hoa, PTI Thanh Hoa giai doan 2012-2017.

Nhin vao Hinh 4.1 ta thdy doanh thu phi ctia Bao Viét c6 nhiéu bién dong nhat;
mirc ting khong ddng déu giita cac nam, dic biét khoang thoi gian 2014-2015 1 ¢6 mirc
tang vuot cao sau d6 dén nam 2016-2017 lai giam xudng. Cliing c¢6 mirc bién dong 16n vé
doanh thu phi cac nghiép vu BH XCG néi chung va bao hiém bat buc TNDS chi XCG
noi riéng, PTI ciing 1a DNBH c¢6 muc bién dong nay. Ty 1& doanh thu phi bao hiém cua
PTI nam sau ludn cao vuot trdi hon so véi nam trude va dén nim 2016-2017 d ting nay
ciing bi chitng lai. Con lai, PJICO, MIC va Bao Minh c6 muc ting twong ddi déu déu,
khong c6 sy vuot troi.

Mirc doanh thu phi HDKD BH TNDS chi XCG dbi voi nguoi tht 3 cua cac
Cong ty bao hiém trén dia ban tinh Thanh Héa nim sau ludn cao hon niam trudc.

v’ Tinh hinh gidm dinh, boi thiong

Cong tac GD&BT la khau rat quan trong ma bat ky mét DNBH nao ciing ludn
phai chi trong thuc hién t6t cong tic nay dé dam bao cham séc khach hang tan tinh
khi khach hang c6 rui ro va ton that nham khac phuc moi hdu qua mot cach chinh xéc
va nhanh chong.

Tai nan giao thong van dang ngay ngay l1a méi lo ngai cia mdi nguoi dan.
Chinh tinh hinh tai nan ngdy mot gia ting nén dan dén céac thiét hai vé vat chét,
TNDS xe ngay mot ting va din dén sd tién bodi thudng cho nghiép vu bao hiém bt

budc tang cao.
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Mirc chi GP&BT bao hiém TNDS chu xe co gidi ctia cac Cong ty bao hiém
trén dia ban tinh luén giit & muc twong ddi 6n dinh. Mic du sé chi c¢6 ting nhung
khong dot bién va bat ngo.

Phan chénh léch giira doanh thu phi va chi GP&BT bao hiém TNDS chi
XCG ciia cac cong ty ludn dat & mirc twong ddi cao. Khong c6 DNBH ndo trong sb

5 DNBH dugc chon dé nghién ctru ¢6 muc chénh Iéch qua thép 0 cac nam hoac

khong c6 chénh 1éch duong.

Bang 4.2: Két qua chénh 1&éch thu-chi bio hiém TNDS chii xe co gi¢i ddi véi

ngudi thir ba ciia cac cong ty bao hiém tai Thanh Héa

Pon vi tinh: 1 000 dong

o Chénh 1éch thu-chi
Chi tiéu
2012 2013 2014 2015 2016 2017
Bao Viét 1396355| 2518162 | 4821035 6971494 | 6932401 | 2437803
PJICO 654770 | 1085022 622056 | 1520630 | 2162031 513 078
Bao Minh 1353 623 970088 | 2002520 | 1227407 | 1264630 38 604
PTI 738704 | 1379677 | 1060976 | 1866195 | 5946256 | 4803672
MIC 2203961 | 2525862 1 835388 | 3473588 1031477 1 664 432

Ngu&n: Bdo cdo két qua kinh doanh cua Bao Viét Thanh Hoa, Mic Thanh Hoa, PJICO
Thanh Hoa, Bao Minh Thanh Hoa, PTI Thanh Hoa giai doan 2012-2017

Bén canh nhitng két qua dat dugc, viéc trién khai thuc hién bao hiém TNDS chu xe
co gidi tai mot sd cong ty bao hiém trén dia ban tinh van con ton tai mot s6 han ché sau:

- Téc @6 phat trién vé doanh thu phi bao hiém bat bugc TNDS chi xe co gidi
ctia cac Cong ty bao hiém tai tinh Thanh Héa qua cac nim chwa dong déu. Cé nhiing
nam rat cao (PTI ndm 2013 dat trén 150%) nhung c6 nam lai khéng bang murc thu ctia
nam trude (Bao Viét nam 2017 dat gan 80%). Riéng nam 2017, cac cong ty déu co két
qua khai thac khong dat két qua, chi c6 Bao Minh va MIC la én dinh va vugt ké hoach.

- Khi thu nhép ting 1én, nhiéu nguoi dén ¢6 nhu cau mua sim cac phuong tién giao
thong duong bo dam bao an toan va diéu kién di lai, vi thé nén lugng XCG ting 1én nhanh.
Tuy nhién téc d6 tang truong vé doanh thu phi nghiép vu bao hiém bat buoc TNDS chii
XCG chua twong xtng. Cong tac khai thac chura bam sét thi truong, nhiéu phuong tién hién
¢6 dang Iuu hanh tai dia phuwong nhung lai tham gia bao hiém tai tinh khac.

- Chi GP&BT cho nghiép vu niy van con & mirc cao chua cé sy kiém soat mirc
tang cua chi. Mic di KQKD nghiép vu bao hiém nay ctia cic Cong ty bao hiém tai
Thanh Hoéa dang con & muc kha quan.
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4.2 Phén tich két qua nghién ctru
4.2.1 Piic diém méu diéu tra
4.2.1.1 Xdc dinh mdu diéu tra

Mau nghién ctru 1a y€u t6 quan trong cua cac cudc khao sat va vi¢c lay mau anh
huong rat 16n dén ket qua nghién ctru. Vi vay, viéc lay mau va quy trinh lay mau phai

dam bao tinh khoa hoc va tinh dai dién.

Tong thé mau cta nghién ciru: Khach hang 1a cac chu xe co gidi trén dia ban
tinh Thanh Hoa.

Phuong phép chon mau: Khach hang bao gom cé chil xe may va chu xe 6 t6. SO
lugng céc chu XCG trén dia ban tinh Thanh Hoa rat 16n, do han ché vé chi phi nén
nghién ctru khong thé khio sat toan bd chii xe co gidi trén dia ban tinh. Tuy nhién,
nghién ctru da phan ving va khu vyc huyén, thi tran trong tinh dé khao sat dé dam bao

tinh bao phu ciia mau nghién ctru.

Phuong phap tién hanh khao sat: Tac gia va cac cong su di diéu tra truc tiép tai
khu vuc Thanh phd Thanh Hoa, cac huyén lan cin (Huyén Quang Xuwong, huyén
Hoang Hoa, huyén Pong Son, Thanh phé Sam Son). Pdi véi cac huyén xa thanh phd
(Nhu Thanh, Nhu Xuan, Tho Xuan, Lang Chanh, Quan Son, Cim Thuy), tac gia nho
ban bé va ngudi quen bang cach giri mau phiéu diéu tra qua thu dién tir, sau d6 két qua

phiéu diéu tra dwoc giri lai bang ban cimg qua hé thong buu dién.

Kich thuéc miu: Theo Hair va cong su (1998), ddi voi phéan tich nhan t6 kham
pha EFA thi ¢& miu tbi thiéu nim 1in cac ménh d& trong thang do, nghia 14 trong
nghién ctru nay, co tit ca 47 bién quan sat dung trong phan tich nhan td, do viy c&
mau tdi thiéu phai dat 47*5 = 235 quan sat. D4i v6i hdi quy da bién thi ¢& mau tdi
thiéu duoc tinh bang cong thirc 50 + 8*m (m 14 bién doc 14p). trong nghién ctru ndy c6
8 bién doc 1ap thi ¢d mAu tdi thiéu 1a 50 + 8*8 = 114 quan sat. Tong hop ca hai yéu

cau trén thi c& mau tdi thiéu 1a 235 quan sat.

S6 luwong phiéu phat di 1a 600 phiéu, s6 phiéu thu vé 1a 570 phiéu. Sau khi loai
b6 nhitng phiéu khong hop 18, sé phiéu con lai 1a 530 phiéu; trong d6 c6 320 phiéu 1a
ctia khao sat chu xe 6 t6 va 210 phiéu khao sat chu xe may. Dbi voi nhitng khach hang
vira 1a chil xe 6 t6 vira la chii xe mdy thi ho c6 thé tra 10i vao ca 2 loai phiéu gianh cho
ca chu phuong tién 6 t6 va xe may; dong thoi phiéu khao sat duoc dung cho ca chii xe

co gidi da xay ra ton that va chu xe co gidi chua tirng xay ra ton that.

Thoi gian khao sat: thang 12/2018 - thang 3/2019
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4.2.1.2 Pac diém cia mau nghién ciru (Phy luc 06)
» M0 ta diac diém nhan khau hoc

Bang 4.3: M ta dic diém nhan khau hoc ciia miu khao sat

R ) Chu xe 6 tO Chu xe may
Phan loai b — 7 —
SO lugng Ty 1€ (%) SO Iugng Ty 1€ (%)
Gi6i tinh
Nam 256 80 137 65.2
Nit 64 20 73 34.8
Do tudi
Dudi 20 tudi 18 5.6 20 95
Tir 21-30 tudi 79 24.7 115 54.8
Tir 31-40 tudi 147 45.9 53 252
Tir 41-50 tudi 63 19.7 22 10.5
Tur 51-60 tudi 13 4.1
Trén 60 tudi
Trinh d6 hoc van
Céap 3 16 5.0 11 52
DH/Cao dang 217 67.8 152 72.4
Thac si 47 14.7 47 224
Tién si 40 12.5
Thu nhap
Duéi 5 triéu 16 5.0 63 30.0
Tur 5-10 triéu 62 19.4 126 60.0
Tur 11-15 tridu 124 38.8 11 5.2
Tur 16 triéu 118 36.9 10 4.8
Tong s6 320 100 210 100

Nguon: Tdc gid thong ké tir mau khao sdt

Nhém khach hang la chii xe 6 t6: Theo bang mé ta mau khao sat, d6i tuong
khach hang la chu xe 6 t6: gidi tinh ¢6 256 nam (80%) va 64 nit (20%), tham gia
nghién ctru voi d6 tudi 18 ngudi dudi 20 tudi (5,6%), 79 ngudi tir 21-30 tudi (24,7%),
tir 31-40 tudi co 147 ngudi (45,9%), tir 41-50 tudi ¢6 63 ngudi (19,7%), tir 51-60 tudi
c6 13 nguoi (4,1%) va trén 60 tudi khong c6 dir li¢u; thu nhap < 5 trd/thang co 16
khach hang (5,0%), tir 5-10 trd/thang c6 62 khach hang (19,4%), tir 11-15 trd/thang co
124 khach hang (28,8%) va tir 16 trd/thang c6 118 khéach hang (36,9%); Trinh d hoc
van Cép 3 ¢ 16 nguoi (5,0%), DPH/CD c6 217 ngudi (67,8%), Thac si co 47 ngudi
(14,7%) va Tién si c6 40 nguoi (12,5%).

Nhém khach hang la chii xe mdy: Theo bang md ta mau khao sat, d6i trong khach
hang 1a chu xe 6 t6: gioi tinh c6 137 nam (65,2%) va 73 nir (34,8%), tham gia nghién ciu
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v6i d0 tudi 20 ngudi dudi 20 tudi (9,5%), 115 nguoi tir 21-30 tudi (54,8%), tir 31-40 tudi
c6 53 ngudi (25,2%), tir 41-50 tudi c6 22 ngudi (10,5%), tir 51-60 tudi va trén 60 tudi
khong c6 dir liéu; thu nhap <5 trd/thang c6 63 khach hang (30,0%), tir 5-10 trd/thang co
126 khach hang (60%), tir 11-15 trd/thang c6 11 khach hang (5,2%) va tir 16 trd/thang co
10 khach hang (4,8%); Trinh d6 hoc van Cép 3 ¢6 11 ngudi (5,2%), PH/CP ¢6 152 ngudi
(72,4%), Thac si c6 47 ngudi (22,4%) va Tién si khong co dir liéu.

» Tinh hinh st dung phwong tién xe co gioi

Phan nay trinh bay vé muc dich va mtc d6 sir dung phuong tién XCG. Muc
dich cua thong ké dé phan tich mbi quan hé véi cac nhan t6 chét luong dich vy, su hai

long va hanh vi mua bao hiém TNDS chu xe co gidi ddi véi ngudi thi ba.

Bing 4.4: Tinh hinh sir dung phwong tién xe co gi¢i ciia miu khao sat

Chu xe 0 t6 Chu xe may
Do luong Thang do - — 5 —
S6 lugng Ty 1€ (%) S6 Iugng Ty 1€ (%)
Kinh doanh 93 29,1 59 28,1
Muc dich st | Cho thué 49 153 15 7.1
dung phuong ———;
tion xCG | Gia dinh 178 55,6 136 64,8
Khac
Rat hiém khi 3 1,4
Mire dé sir Hiém khi 9 2.8 11 52
tién XCG | Thuong xuyén 91 28.4 123 58,6
Rét thuong xuyén 56 17,5 54 257
Tong sb 320 100 210 100

Nguon: Tdc gia thong ké tir mau khdo sdt

Tai dit liéu ¢ bang 4.4, phuong tién xe co gidi cho gia dinh déu chiém ty trong
cao nhét 55,6% (chu xe 6 t0) va 64,8% (chil xe may). Diéu nay cho thdy phuong tién
xe co gioi dugc st dung chu yéu cho muc dich gia dinh.

Véi mic 36 st dung phuong tién xe co gidi thi khach hang thuong xuyén st
dung phuong tién XCG chiém ty trong cao ddi vdi chu xe may (58,6%), & vi tri thir
hai d6i v6i chii xe 6 t6 (28,4%) trong khi thinh thoang khach hang méi s dung
phuong tién 6 t6 di lai.

> Tinh hinh tham gia bao hiém TNDS chii xe co gidi doi véi nguwoi thir ba

- Tinh hinh khdch hang tham gia bio hiém tai cdc cong ty theo méu nghién civu
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Mau khao sat ciia nghién ctru khong tip trung trong diém vao riéng biét mot
cong ty bao hiém cu thé nao ma duogc khao sat phan theo khu virc huyén, thi noi chi
xe sinh sdng va lam viéc. Trong phiéu khao sat, ngoai viéc dé tén cu thé ciia 5 cong ty
bao hiém (Bao Viét, Bao Minh, PJICO, PTI, MIC-day 14 nhimng cong ty bao hiém co
két qua hoat dong kinh doanh cao va 6n dinh cing véi kinh nghiém hoat dong nhiéu)
thi nghién ctru cling dé thém muc “Khac” dé dai dién cho nhitng DNBH khac.

Bao Minh Bao Minh
PJICO PJICO
MIC MIC
PTI PTI
Bao Viét 8 Béo Viét
0 10 20 30 40 (I) 1|0 2Io 3Io 40
dbi véi chit xe may dbi véi chii xe 6 to

Hinh 4.2 Ty 1¢ khach hang tham gia bio hiém TNDS chii xe co giéi tai cic cong ty
bao hiém ciia chii xe 6 to va chii xe may
Nguon: Tdc gia thong ké tir mdu khao sat

V&i mau khao sat thu thap duoc phan dnh & Hinh 4.2 thi s6 luong va ty 1é khach
hang tham gia bao hiém TNDS cha XCG tai Cong ty Bao Viét Thanh Hoéa dat ty 1¢ cao
nhat, Bao Minh Thanh Hoa va PJICO Thanh Héa c6 ty 1é tham gia thap hon so véi cac
Cong ty Bao Viét, MIC va PTI va tuong duong nhau.

- Mirc dg tham gia bio hiém TNDS ciia méu nghién ciru

Bao hiém TNDS chu xe co gi6i dbi véi nguoi thi ba 1a loai hinh bao hiém bit
budc; tuy nhién khong co nhiéu chu xe co gidi khi khao sat tra 10i rang ho sin sang va
thudng xuyén tham gia bao hiém. Ddi v6i nhitng chii xe may va nhiing chu xe 6 t6 sir
dung phuong tién ctia minh trong mot khoang khong gian, ving dia 1y nhét dinh voi
thoi gian diéu khién phuong tién mot vai tiéng dong hd/ngdy thi ho khéng thuong
xuyén tham gia loai hinh bao hiém nay va d6i khi chi thuc su tham gia khi can. Chi véi
phuong tién xe co gigi c6 mat do di chuyén nhiéu véi thoi gian 16n va cung duong dai
thi chi xe ctia ho méi luu tim dén viéc thudng xuyén dé y dén GCNBH TNDS chu xe;

vi v&i ho rii ro c6 thé xdy ra bat cuir Iic nao, hon nita ho ciling da tirng va cham va thay
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that can thiét khi tham gia bao hiém TNDS chu xe nén ho thuong xuyén tham gia bao
hiém TNDS chu xe va déu din. Muyc dich ctia cau hoi théng ké nay nhiam khao sat viéc
tham gia bao hiém ctia cac chu xe co gidi dé danh gia kha niang tai tuc HDBH TNDS
chu xe ra sao va d6i voi cac chi xe mdi mua xe thi viéc tham gia 1an dau nhu thé nao.

Diéu nay thé hién qua hanh vi mua bao hiém TNDS ctia chi xe co gidi.

Khong lién tuc 36.6 Khong lién tyc 41.0
Lién tuc 55.3 Lién tuc 55.2
Léan dau 8.1 Léan dau 3.8
(I) . 2I0 40 60 (I) 2I0 4IO 60
doi véi chit xe 0 to dbi véi chii xe may

Hinh 4.3: Mitrc @ tham gia bio hiém TNDS chii xe co gi6i ciia chii xe 6 to va chi

Xe may
Nguon: Tdc gid thong ké tir mau khdo st

Nhin vao Hinh 4.3, mtc do tham gia bao hiém TNDS chii xe co gidi d6i voi
ngudi th ba & muc lién tuc van chiém ty 1€ cao nhét nhung chi dat trén 50% mot chit
& ca chu xe 6 to va chii xe may. Mirc do tham gia bao hiém khéng lién tuc ¢ mirc cao
thr hai. Ty 1& cac chi xe co gidi tham gia bao hiém bt budc TNDS khong lién tuc ddi
v6i chi xe 6 tO thudng xay ra khi ho ban xe ndy va mua xe khac dd c6 bao hiém nén
thoi gian mua HDBH méi con dai, va ciing c¢6 nhitng chu xe di chuyén it cong thém
han dang kiém con dai nén chua c6 ¥ thirc ty nguyén tu giac tai tuc HDBH. Ty 1é
tham gia bao hiém bat buoc TNDS chii xe ddi v6i chi xe mdy c6 ty 1é cao hon so véi
chu xe 6 t0; diéu nay dé thdy ddi voi nhitng nguoi it st dung phuong tién xe may di
lai, nhitng nguoi tho o véi viée chép hanh tham gia bao hiém bét budc, hon nita lai
khong bi rang budc véi viéc han kiém dinh xe nén ho thuong bo qua viéc tham gia bao
hiém bt buoc TNDS chu xe.

- Ly do tham gia bio hiém TNDS bit bugc chii xe co gidi theo méu nghién civu

Trén thuc té, nhiéu chil xe co gigi khong c6 thoi quen ciing nhu ¥ thire duoc
viéc tham gia bao hiém bat budc TNDS chu xe, ho rat thd o ddi v6i viée tham gia bao
hiém nay. Piéu nay tac dong dén hanh vi mua bao hiém TNDS cua chu xe co gidi.

Viéc tham gia san phdm bao hiém bat budc nay phai ké dén mét s6 1y do sau:
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Phai tham gia mé&i duoc h 9l7 Phai tham gia médi duoc 0.0
dang ky xe dang ky xe

Déi pho véi cong an I 34 Dbi pho v6i cong an _ 419

Dé phong rui ro tai nan D& phong rui ro tai nan
xay ra - 250 xay ra . 20
Chép hanh phap luat 61.9 Chap hanh phap luat 490
0 20 40 60 80 0.0 20.0 40.0 60.0
dbi voi chii xe 6 to d6i véi chit xe may

Hinh 4.4: Ly do tham gia bio hiém TNDS bit bugc chii xe co gi¢i ciia chii xe 6 to va
chu xe may
Nguon: Tdc gia thong ké tir mau khdo sdt
Tai Hinh 4.4,viéc tham gia do chip hanh phép luat du chiém ty 1é cao nhat (ddi
v6i ca hai chi xe 6 t6 va chu xe may), nhung ty 1& nay chua phai 13 ty 1& gan tuyét ddi.
Ly do tham gia Déi phd véi cong an cua chil xe may dang con ty 16 rat cao, trong khi
ty 16 nay ddi véi chu xe 6 t6 & muc rat thap. Di véi chi xe 6 t6, khi mua xe méi va dé
dugc dang ky xe thi xe can phai dugc kiém dinh khi d6 chu xe 6 t6 bat budc phai tham
gia bao hiém TNDS chu xe; khac véi chi xe may khong can kiém dinh xe khi dang ky
xe moi va thong thuong khi mua xe may, khach hang s€ dugc noi ban xe tang kém
GCNBH TNDS chii xe co gi6i d6i voi ngudi thir ba nén ty 16 nay c6 sy khac biét (chi
xe may 1a khong c6, chu xe 6 t6 12 9.7%). Bén canh d6, phuong tién xe 6 t6 c6 muc do
nguy hiém cao hon nhiéu so véi xe may nén nhiéu cha xe 6 to ¥ thirc hon trong viéc
tham gia bao hiém bat buéc TNDS chii xe dé dé phong rui ro tai nan xay ra.
- Ty I¢ khdch hang tham gia bio hiém theo hinh thitc bio hiém theo mau nghién ciru
Bao hiém TNDS chu xe co gidi c6 hop dong bao hiém bit bude va cac hop
ddng bao hiém ty nguyén khéac; vi viy cac chil xe co gi6i ngoai viée tham gia bao
hiém bat buoc TNDS chu xe co gidi co thé tham gia thém cac hop ddng bao hiém
TNDS tu nguyén chu xe co gidi khac.
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0.0 -

B Chu xe 0 t0

B Chu xe may

Ty 1€ khach hang theo mau khao sat

Bit budc Bit budc va ty nguyén
Hinh thirc BH TNDS chi xe co gioi

Hinh 4.5: Ty 1¢ khach hang tham gia cac hinh thirc bao hiém TNDS chii xe co gidi
dbi v6i nguoi thir ba ciia chii xe 6 t6 va chii xe may
Nguon: Tdc gia thong ké tir mau khdo sat
Dua vao Hinh 4.5, két qua cho thiy ca chu xe 6 t va chi xe mdy déu ¢ ty 18
tham gia thém cac hinh thirc bao hiém ty nguyén cho bao hiém TNDS chii xe co giGi
d6i v6i nguoi thir ba khong cao. Phan ty 1¢ tham gia bao hiém bat budc ctia chi xe
may cao hon so v6i chi xe 6 to nhung phan tham gia bao hiém ty nguyén lai co ty 1&
thap hon. Viéc tham gia bao hiém bat buoc TNDS cua chil xe 6 t6 chua that cao do
nhiéu chu xe khéng nhé dén thoi han cia BH, dong thoi phuong tién ciing khong duge
sir dung thuong xuyén nén viéc bi co quan chirc ning kiém tra ciing nhu viéc luu tim
dén gidy to xe khi diéu khién phwong tién chua thuc sy tro thanh thoi quen tét ctia
nhiéu nguoi.
> Tinh hinh xdy ra riii ro va boi thuong
- Mirc d§ gap riii ro va phdt sinh béi thwong ciia khdach hang theo méu nghién ciru
Khi sir dung, diéu khién phurong tién xe co gidi thi rai ro xay ra va cham c6 thé
xay ra bat ngd. Khong mot ai c6 thé dam khang dinh minh s& khong dé xay ra bat ky
va cham nao khi diéu khién phuong tién xe co gidi, boi xe co gidi da duge nhan dinh
“la ngudn nguy hiém cao d6”. Do viy, c6 ngudi rat hiém khi xay ra nhung ciing c6

nguoi mirc d§ xay ra nhiéu hon.
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Nhiéu lan 35.3 Nhiéu lan 16.7
1 lan 55.6 1 lan 25.2
Khéng xay ra 9.1 Khong xay ra 58.1
0 20 40 60 0 20 40 60 80
dbi voi chii xe 6 to ddi voi chit xe may

Hinh 4.6: Mirc d§ xdy ra va cham c6 phat sinh TNDS cuia chii xe 6 t6 va chi xe may
Nguon: Tdc gid thong ké tir mau khdo sdt
Tai Hinh 4.6, Mttic d6 xay ra thiét hai va cham c6 phat sinh TNDS chu xe 0 t6
thuong xdy ra 1 lan (55,6%), ddi véi cha xe may thi muc d¢ thi€t hai va cham c6 phat
sinh TNDS chu xe xay ra 1 lan khong 16n 1dm (25,2%). Chil xe mdy it phat sinh trach
nhiém boi thuong ddi voi bén thir ba, vi néu thiét hai khong qua ning thudng cac chi
xe may tu thoa thuan véi nhau hodc nhiéu khi trén, tranh boi thuong. Ty 1€ cac chu
XCG khong phét sinh trach nhiém bdi thudng cho bén bi va cham dbi véi chu xe 6 t6
thuong 1a nhitng chui xe khong thuong xuyén st dung phwong tién di lai nhiéu,
va/hodc chi sir dung xe 6 to di trong cung dudng ngin va rong nén it bi va cham. Con
d6i véi chii xe may thi nhitng chti xe chwa phat sinh TNDS chu xe thuong d6i véi
nhitng chii xe may chi str dung phuong tién di chuyén trén nhiing doan duong quen
thudc, va’/hoac doan duong ngén, di xe it.
- Quyén lgi bio hiém TNDS chii xe co gidi doi véi ngwoi thir ba ciia khdch hang
theo mdu nghién ciru
Khi tham gia bao hiém 14 khach hang dugc chia sé nhitng rui ro, t6n that tir phia
nha bao hiém. Trong bao hiém TNDS chi xe co gidi d6i voi nguoi thir ba, khi xay ra
va cham c6 phat sinh trach nhiém bdi thuong cua cha xe thi phan trach nhiém nay sé
duogc chia sé tir phia nha bao hiém. Vi thé, sb 1an huong quyén loi bao hiém cua khach
hang c6 thé phu thudc vao sd vu va cham ma khach hang gap phai, va trong nhiing vu
va cham d6 trach nhiém phat sinh ctia cha xe c6 thudc pham vi bao hiém hay khong,

khach hang c6 thiét 1ap ho so yéu cau bdi thuong khong.
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Nhiéu lan Nhiéu l4n 6.2

1 lan 1 lan 11.9
Chua bao gi¢ Chua bao gio 819
0 50 100
dbi véi chi xe 6 to dbi véi chii xe may

Hinh 4.7: Ty 1¢ hwéng quyén lgi bao hiém TNDS chii xe co giéi doi véi chii xe 6 to
va chi xe may

Nguon: Téc gid thong ké tir mau khao sat

Tai Hinh 4.7, Cac chi xe 6 t6 ¢6 ty 1& huong 1 1an bao hiém TNDS chu xe co

gidi ddi v6i ngudi tir ba tir nha bao hiém chiém ty trong 16n nhit (51,3%), sau d6 1a tin

suat huong nhiéu 1an. Ddi vi cac chil xe may thi ty 16 hdu nhu chua bao gio hudng

quyén loi lai chiém chu yéu (81,9%), diéu nay do cac chii xe may ngai lam hd so bodi

thuong vi phire tap khi mirc d6 thiét hai phat sinh boi thuong khong qua 16n hoic

nhiéu chi xe may bo qua, khong nghi dén viéc dé nghi cong ty bao hiém bdi thudng.

> Kénh mua bdo hiém TNDS chii xe co gidi doi véi nguwoi thir ba ciia khdach hang
theo mau nghién ciru

San pham bao hiém TNDS chi xe co gidi dbi véi ngudi thir ba 1a mot san pham

bao hiém bat budc ddi véi cac chi xe co gidi, vi thé hau hét cac DNBH hoat dong kinh

doanh bao hiém phi nhan tho déu c6 kinh doanh nghiép vu bao hiém nay. Hon nira,

v6i mirc phi khong qua 16n nén viéc trién khai ban hang qua cac kénh dugc nhiéu
DNBH trién khai thuc hién.

Mua online 19.7 Mua online
Co quan ding kiém 125 Co quan ding kiém
Qua dai ly BH 31.9 Qua dai ly BH 72.9
Qua nhan vién BH 30.9 Qua nhan vién BH
Tai C.ty BH 5,0 Tai C.ty BH
0.0 10.0 20.0 30.0 40.0 0 20 40 60 80
dbi véi chii xe b o ddi véi chit xe may

Hinh 4.8: Ty 1¢ mua bao hiém TNDS chii xe co gi6i qua cac kénh ciia chii xe 6t6

va chi xe may

Nguon: Tdc gid thong ké tir mau khao sdt
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Tir Hinh 4.8, Cac cha xe co giéi hau hét déu mua bao hiém TNDS chu xe co
gidi ddi v6i ngudi thir ba thong qua cac dai 1y bao hiém cua cac cong ty bao hiém (chi
xe 0 10 12 31,9% va chu xe may 1a 72,9%). Viéc mua bao hiém tai cac cong ty 40 hiém
chiém ty 18 rat it (dudi 5%) d6i véi ca chii xe may va cha xe 6 to cho thiy cac kénh
ban hang ciia cac cong ty bao hiém rat da dang va da toa diéu kién cho chit XCG thuan
tién hon khi tham gia bao hiém bat buéc TNDS chi xe. Kénh mua bao hiém thong qua
cac nhan vién bao hiém ciing duoc cac chu xe chil ¥ vi khi di tham gia bao hiém mot
hodc hon mét 1an, cac chu xe s& thuong xuyén mua lai cua nhan vién nay hon. Ngoai
ra, mua bao hiém online cling duoc cac chu xe 6 t6 quan tdm hon so voi chu xe may.
Nhiéu khach hang cho ring vi mirc phi bao hiém bat budc cta 6 t6 cao hon nhiéu so
v6i chi xe may nén khong phai luc nao khach hang ciing san c6 kha nang tai chinh dé
tham gia bao hiém khi san sang ngay khi can tai tuc HDBH tic thi.

4.2.2 Ddnh gid dj tin cdy ciia thang do véi hé s6 Cronbach’s Alpha

MGi nhén té trong nghién ctru khi duge thuc hién kiém dinh phai dat chi sb
Cronbach’s Alpha tir 0.6 tr¢ 1én mdi duge xem la chép nhan duge, néu chi sb
Cronbach’s Alpha ctia nhan td dat muc tir 0.7-0.8 thi st dung duoc, néu nim trong
khoang 0.8-1.0 thi d6 tin cdy tot (Hair va cong su, 1998). Va hé sb twong quan bién
tong cua ting bién phai dat mic tir 0.3 tré 1én méi co thé dugc dua vao phan tich tiép
(Nunnally&Bernstein, 1994).

Theo md hinh nghién ctru, mbi quan hé chat luong dich vy va sy hai long cua
khach hang va hanh vi mua BH gom c6 08 bién doc 1ap va 02 bién phu thudc.

% Poi vé6i nhém khach hang 1a chii xe 6 to.

Tién hanh kiém dinh Cronbach’s Alpha cho cac bién trong mé hinh nghién ctru.
Két qua kiém dinh do tin cay lan 2 (sau khi loai cc bién khong phu hop) ddi v6i nhom
khach hang 1a chii xe 6 to dugc tong hop & Bdng 4.5

Bang 4.5: Két qua kiém dinh hé s6 Cronbach’s Alpha lan 2 doi v6i chii xe  to

Trung binh Phuong sai Tuong | Cronbach’s
. thang do | thangdo 2 £
Bién £ . £ . |quan bién| Alpha néu
néuloai | néuloai 2 —
.z -z tong loai bién
bién bién
Hinh &nh cong ty 0.818
HAI1-Co so vét chat khang trang 777 2.387 682 737
HA2-Trang phyc nhén vién gon gang, lich sy 7.74 2418 659 761
HA3-GCNBH tryc quan, hap dan 7.89 2.508 670 750
Kha nang dap tmg 0.834
DUI- Cap bao hiém nhanh chong 15.66 6.916 592 813
DU2- Nhan vién giai dap thoa dang thic méc, khiéu nai 15.59 7221 581 815
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Trung binh Phuong sai Tuwong | Cronbach’s
Bién th?n & d(.) th?ng d(.) quan bién| Alpha néu
heu }02.11 ed }Oal tong loai bién
bién bién
DU3-Giai quyét khi€u nai nhanh 15.69 6.873 .669 791
DU4-DE dang lién hé v6i nhan vién bao hiém 15.62 6.624 098 781
DUG6-Chi tra boi thuong nhanh, ding 15.60 7.175 632 801
Nang lyc phuc vu ctia nhan vién/dai 1y bao hiém 0.897
NLI1-Khéach hang dugc tiep don chu dao 30.64 24.671 743 879
NL2-Phuc vy cac ddi tuong khéch hang 30.60 25.056 701 882
NL3-Cung cép day du théng tin vé g6i bao hiém 30.67 25.007 707 882
NILA4-Thuong xuyén lién lac voi khach hang mua bao hiém 30.67 25402 656 886
NL5-Co6 mat kip thoi khi khach hang gap su b va cham 30.61 26.383 567 892
NL7-Lich sy khi xtr 1y tai nan cho khach hang 30.58 25.593 663 .885
NL8-C6 kinh nghiém xtr 1y giam dinh 30.65 24930 731 880
NL9-Gitip khach hang 1am viéc véi bén bi va cham 30.70 27264 637 892
NL10-Hb tro khach hang céc thu tuc gidy to 30.67 24736 734 879
Kha nang tiép can dich vu 0.777
KN1-C6 gio 1am viéc thuén tién 7.83 2222 612 700
KN2-Dé dang mua bao hiém 7.85 2.201 661 646
KN3-Tu vén, giéi thiéu, tuyén truyén bao hiém 7.79 2323 568 748
Kha ning tu van ctia nhan vién/dai Iy bao hiém 0.815
TV1-Khach hang dugc tur vin khi mua bao hiém 772 2240 648 766
E;iQ-Tuf van cho khach hang khi boi thuong cho bén bi thiét 771 2208 699 713
TV3-H3 trg khach hang khic phyc ton thét 7.65 2316 654 759
Ky thudt dich vu 0.857
KT1-Miic phi bao hiém hop Iy 18.83 12.747 564 847
KT2-Ty 1¢ boi thudng thuong tat phit hgp 18.86 12.037 672 828
KT3-DPa dang HDBH TNDS chu xe 18.79 11312 794 804
KT5-Pon gian thii tuc yéu cau boi thuong 1882 | 12205 | .605 840
KT6-Thoi gian giai quyét boi thuong nhanh 1882 | 11917 | .665 829
KT7-DPa dang cac chuong trinh khuyén méi 18.83 12.408 577 845
Do tin cay 0.781
TC1-Thuyc hién dich vu diing ngay tir dau 11.25 4735 560 742
TC2-Cung cap HDBH khéng bi 16i 1123 4816 549 747
TC4-Thoi gian chi tra boi thuong dugc x4c nhan 11.26 4.763 628 706
TCS-CAéc thong tin phan hoi cua khach hang duoc 11.24 4911 612 715
quan tam
Codng ngh¢ thong tin 0.886
TT1-Trang Web Cong ty c6 day du dir liéu ve san 1173 4495 762 849
pham bao hiém nay
TT2-Mua bao hi€ém online 11.76 4.185 791 838
TT3-Hoan thién ho so boi thudng tryc tuyén 11.61 4.884 702 871
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Trung binh Phuong sai Tuwong | Cronbach’s
. thangdo | thangdo 2 £
Bién Fa z <" |quan bién| Alphanéu
nculoai | néuloai 2 oy
2 2 tong | loai bien
bién bién
TT4-Giai dap, tir van, boi thuong true tuyén 11.69 4516 752 852
Su hai long ctia khach hang 0.903
HL1-Hai long tong thé 8.00 2122 800 871
HL2-WOM té1 moi nguoi 7.90 2.303 825 .845
HIL3-Tham gia thém cac HDBH tu nguyén 797 2397 .801 867
Hanh vi mua bao hiém 0.903
HV1-San sang mua 796 1911 666 794
HV2-Mua thuong xuyén 7.86 2.055 757 700
HV3-Mua khi can 7.90 2216 653 799

Nguon: Tdc gid tong hop tir phén tich dit liéu so cap

Nhan xét: Nhin chung céc thang do trén déu c6 hé s Cronbach’s Alpha kha cao

(>0.7). Tét ca cac bién quan sat ctia thang do déu c6 hé s6 tuong quan bién tong > 0.3,

do d6 déu dugc sir dung cho phén tich EFA tiép theo. Két qua sau khi phan tich hé sb

Cronbach’s Alpha cho chu xe 6 t0 loai 04 bién quan sat, bao gém cac bién DUS, NL6,

KT4, TC3 m6 hinh nghién ctru con 37 bién quan sat doc 14p (so voi 41 bién quan sat

ddc 1ap ban déu). Céc thang do sau khi kiém dinh dam bao d9 tin cay sé duogc dua vao

phan tich nhan t6 EFA (Phu luc 07)

% Doi voi nhom khach hang la chi xe may.

Tién hanh kiém dinh Cronbach’s Alpha cho cac bién trong mé hinh nghién ctru.

Két qua kiém dinh do tin cdy lan 2 (sau khi loai cac bién khong phi hop) ddi véi nhom

KH 12 chii xe may duoc téng hop & Bang 4.6

Bing 4.6: Két qua kiém dinh h¢ s6 Cronbach’s Alpha lan 2 di véi chii xe may

) Trung binh | Phuong sai Tuone quan Cronbach’s
Bién thang do néu | thang do néu bié £ Alpha néu
1ok e 1K 1en tong X
loai bién loai bién loai bién
Hinh anh cong ty 0.796
HA1-Co s¢ vat chat khang trang 7.85 2.206 702 651
EQZS-I"IF rang phuc nhan vién gon gang, 787 2384 659 700
HA3-GCNBH truc quan, hap dan 7.80 2572 559 703
Kha ning dap tng 0.860
DUI- Cap bao hiém nhanh chong 1543 7.739 635 842
DU?- NV gidi dap théa dang thac mac, 15.35 7501 664 835
khi€u nai
DU3-Gidi quyét khiéu nai nhanh 15.48 7.552 682 .830
EiIéJ;-De dang lién h¢ véi nhan vién bao 15.38 7931 766 208
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DU6-Chi tra bdi thuong nhanh, dung 1532 7912 | 645 839
Nang luc phuc vu ctia nhan vién/dai 1y bao
2 0.889
hiém
NLI1-Khéch hang dugc tiép don chu déo 2697 19.229 762 .864
NL2-Phyc vu céac doi tugng khach hang 26.96 19.754 671 874
NL3-Cung cap day du thong tin ve g6i 27.07 19.923 655 875
bao hiém
NL4-Thutng xuyén lién lac v6i khich 27.07 20344 615 879
hang mua bao hiém
I}:g;l;—Llch su khi xtr Iy tai nan cho khach 26.90 20.196 664 874
NLS8-C6 kinh nghiém xur Iy giam dinh 27.07 19.890 661 875
NL9-G1up khéch hang lam viéc véi bén 26.99 21311 579 987
bi va cham
ELIO—HO tro khach hang cac thu tuc giay 2704 19.419 79 268
Kha nang tiép can dich vy 0.818
KNI1-C6 gio lam viéc thudn tién 7.84 2433 679 741
KN2-Dé dang mua bao hiém . 7.86 2292 701 718
gni-Tu van, gidi thi€u, tuyén truyén bao 203 7530 633 787
Kha ning tu vin cua nhan vién/dai 1y bao
2 0.814
hiém
TV1-Khich hang duoc tir van khi mua 7.58 2245 629 781
bao hiém
TV2-Tu van cho khach hang khi bdi
thuong cho bén bi thiét hai . 7.34 2259 673 735
&3-}10 tro khach hang khac phuc ton 758 2916 692 716
Ky thudt dich vu 0.881
KT1-Mtrc phi bao hiém hop ly 14.98 9.057 721 855
hK(;FpZ-Ty 1¢ boi thuong thuong tat phu 15.01 9.435 650 271
KT3-Da dang HDBH TNDS chu xe 14.95 8.428 851 .823
KT?-Don gian thu tuc yéu cau boi 14.96 9.046 670 267
thuodng
KT6-Thoi gian giai quyét boi thuong
nhanh 14.98 8.909 693 861
Do tin cay 0.896
TC1-Thuc hj,én dich vu diing ngay tr dau 11.72 4354 757 871
TC2-Cung cap HPBH khong bi 16i 11.73 3.998 774 .867
T,C4-T1101 gian chi tra boi thuong duoc 11.62 4,666 700 290
xac nhan
TpS—CaC thong t1£1 phan hoi ctia khach 11.65 4036 858 233
hang dugc quan tam
Cong nghé thong tin 0.771
TT1-Trang Web Cong ty co day da di 1135 4612 559 724
liéu v€ sdn pham bdo hiém nay
TT2-Mua bao hiém online 11.32 4.756 S71 716
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TT%-Hoan thién ho so boi thudng truc 1132 4 888 589 707
tuyen i
TT‘}-Glal dap, tu van, boi thuong truc 1128 5043 575 716
tuyen

Su hai long cuia khach hang 0.837
HL1-Hai long tong thé 7.99 1.895 679 800
HL2-WOM t6i moi nguoi 7.89 2.012 .769 708
HL3-:l"ham gia thém cac HDBH tu 795 2155 659 312
nguyen

Hanh vi mua bao hiem 0912

HV1-Sén sang mua 7.98 2.095 .830 870
HV2-Mua thuong xuyén 7.95 2.174 .828 871
HV3-Mua khi can 8.01 2282 816 881

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp

Nhan xét: Nhin chung céc thang do trén déu c6 hé s6 Cronbach’s Alpha kha cao
(>0.7). Tat ca cac bién quan sat ciia thang do déu c6 hé sé twong quan bién tong > 0.3,
do d6 déu duogc sir dung cho phén tich EFA tiép theo. Két qua sau khi phan tich hé sb
Cronbach’s Alpha cho chu xe may loai 06 bién quan sat, bao gdm cac bién DU5, NL3,
NL6, KT4, KT7, TC3 mé hinh nghién ciru con 35 bién quan sat doc 1ap (so v6i 41
bién quan sat doc 14p ban dau). Cac thang do sau khi kiém dinh dam bao do tin cay sé
dugc dua vao phan tich nhan t6 EFA. (Phy luc 07)

4.2.3 Phin tich nhén té kham phd (EFA)

Str dung phuong phép trich Principal Axis Factoring v&i phép xoay Promax
(Anderson&Gerbing, 1988) voi hé s tai > 0.5 (Hair va cong su, 1998) dbi voi ca bién
doc lap va bién phu thudc. Thuce hién kiém dinh Bartlett xem xét gia thuyét vé do
trong quan gitta cac bién quan sat (Nguyén Dinh Tho, 2011).

Thyuc hién phan tich EFA ddi vé6i cac bién quan sat doc lap dbi v6i 8 nhan to
doc 1ap gdom: HA. DU, NL, KN, TV, KT, TC, TT va 06 bién quan sat phu thudc déi
v6i 2 nhan t6 HL va HV cho ca chi xe 6 to va chu xe may.

% Nhém khach hang la chi xe 6 to

Bang 4.7: Bang KMO va Bartlett Test ddi véi chii xe 6 to

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .848
Approx. Chi-Square | 7244.661
Bartlett's Test of Sphericity ~ Df 861
Sig. .000

Nguon: Tdc gia tong hop tir phan tich dir liéu so cap
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Két qua phan tich EFA d6i voi chii xe 6 t6 cho thiy tong phuong sai trich bang
68,345% (>50%) (Phu luc 07) va KMO 14 0,848 (>0,5) va kiém dinh Bartlett c6 y nghia
thong ké (Sig. <0,05) nén phan tich EFA 1a pht hop. Sau khi phan tich kham pha EFA, mo
hinh khong c6 sir khéac biét vi mé hinh nghién ctru, chi ¢ mot s bién quan sat khong dam

bao du tin cay nén loai ra khoéi bién nghién ctru. Khong c6 nhém nhan t6 méi dugce tao ra.

Sau khi loai bién 05 bién tir budc kiém dinh Cronbch’s Alpha gom DUS (Linh
hoat xit Iy cho khdch hang khi khdch hang chuyén doi/hay hity bé hop dong bao hiém),
NL6 (Nhdn vién rat nhe nhang, lich sw, nha nhan khi gidi déap thdac mdc hay tiép nhdn
théng tin tai nan tir phia khach hang), KT4 (Cdc diéu khodn va pham vi bdo hiém
trong cdc hop dong bao hiém TNDS dwoc quy dinh 16 rang va dé hiéu), TC3 (Thong
tin ciia khdach hangdwoc bdo mdt) va NL9 (Nhdn vién thay mdt khdch hang cé thé lam
viéc triee tiép voi bén thir ba (tham hoi, théa thudn boi thirong, ...)) thi két qua EFA lan
2 duogc thé hién & Bang 4.8

Bing 4.8: Bing Pattern Matrix doi v6i chii xe 6 &'

Factor
1 2 3 4 5 6 7 8 9 10

NL1 .830
NL7 799
NL3 739
NL10 725
NLA4 721
NL8 714
NL2 .655
NL5 .650
KT3 .863
KTé6 736
KT2 731
KT7 .651
KT5 .637
KT1 .619
TT2 921
TT1 .845
TT4 753
TT3 .697
DU4 761
DU3 738
DU6 705
DU2 .683
DU1 .672
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TC4 794
TCl1 706
TCS .650
TC2 .629
TV2 766
TV1 728
TV3 .683
HA3 .803
HAI 786
HA2 742
HL1 .866
HL2 .843
HL3 .834
KN2 941
KNI .638
KN3 598
HVI .847
HV2 823
HV3 .668

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp
% Nhom khach hang la chi xe may

Két qua EFA ddi véi chii xe may cho thiy tong phuong sai trich bang 70,164%
(> 50%) (Phu luc 03) va KMO 14 0,810 (> 0,5) va kiém dinh Bartlett c6 ¥ nghia thong
ké (Sig.<0,05) nén phéan tich EFA 1a phu hgp.

Bang 4.9: Bang KMO va Bartlett Test di v6i chii xe may

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.| .810
Approx. Chi-Square |5058.159

Bartlett's Test of Sphericity df 820

Sig. .000

Nguon: Tdc gia tong hop tir phén tich dir liéu so cdp

Sau khi loai bién quan sat DU5 (Linh hoat xit 1y cho khdach hang khi khdach hang
chuyén doi/hay hity b6 hop dong bao hiém ), NLS (Nhdn vién cé mdt kip thoi khi dwoc
khdch hang théng bdo gdp sw ¢é va cham), NL6 (Nhdn vién rdt nhe nhang, lich su,
nhd nhan khi giai dap thdc mdc hay tiép nhédn thong tin tai nan tir phia khach hang),
KT4 (Cdc diéu khodn va pham vi bdo hiém trong cdc hop dong bdo hiém TNDS duwoc
quy dinh ré rang va dé hiéu) va KT7 (Cong ty ¢é cdc chwong trinh khuyén mdi phi
hop va dung liuc cho khach hang (tang qua, giam phi, ....)), TC3 (Thong tin cua khach
hangdwge bao mdt) thi két qua EFA (1an 3) (Phu luc 08) dugc thé hién & Bang 4.10
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Bang 4.10: Bang Pattern Matrix ddi véi chii xe may

Pattern Matrix®

Factor
2 3 4 5 6 7 8 9 10

NL1 .825

NL3 135

NL10 732

NL7 723

NL2 712

NL4 .683

NL8 672

NL9 561

KT3 924

KTé6 765

KT1 756

KT2 711

KT5 704

DU4 876

DU3 730

DU2 718

DUI 708

DU6 701

TC5 920

TC2 .854

TCl1 .835

TC4 .693

TT1 702

TT2 .694

TT3 .687

TT4 .588

TV3 167

TV2 758

TVI .609

KN3 817

KN2 793

KNI 739

HL1 891

HL2 791

HL3 751

HV1 .852

HV2 844

HV3 .636

HAI 779

HA2 769

HA3 555

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp
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Sau khi phan tich kham pha EFA, mo hinh khong c6 su khac biét véi mé hinh

nghién curu, chi c6 mdt so bién quan sat khong dam bao do tin cdy nén loai khoi bién

nghién ctru. Khong c6 nhom nhén t6 méi dugce tao ra.

4.2.4 Théng ké mé td cdc yéu to trong mé hinh nghién ciru

Céc yeu to trong mo hinh nghién ctru dugc bi€u hién qua cac thang do va moi

mot thang do ctia mdi nhén td s& duge danh gia theo thang diém tir 1-R4t khong dong

¥ dén 5-Rat dong .

Bang 4.11: Gia tri trung binh ciia cac thang do chit lwgng dich vu bao hiém

TNDS chii xe co gi6i ddi voi ngudi thir ba

Déi véi chi Doi v6i
xe 0 t0 chi xe may
Thang do Gl.é bo Gl.é b6
Mo geeh | ™| ech
MNS | chugn | T8 | chudn
’ binh binh
Hinh anh HA1-Co sé vat chat khang trang 393 .883 391 .895
cong ty HA2-Trang phuc nhan vién gon gang, lich su 3.96 .888 3.89 .860
HA3-GCNBH tryc quan, hap dan 3.81 .848 3.96 866
DUI- Cap bao hiém nhanh chéng 383 | 883 | 381 | .848
] DU?— N}.lan vién gidi dap thoa dang thac mac, 3.95 318 3.89 376
Khanang | khicunai
dapimg | DU3-Giai quyét khiéu nai nhanh 285 | 724 | 276 | 749
DUA4-D2 dang lién hé vi nhan vién bao hiém 3.92 858 3.86 850
DUG6-Chi tra boi thudng nhanh, ding 294 T84 | 292 700
NL1-khach hang duoc tiép don chu déo 3.83 864 3.90 861
NL2-Phuyc vu cac dbi tuong khach hang 3.87 .856 391 873
NL3-Cung cap day du thong tin vé géi baohiém | 3.81 | 856 | 3.80 | .864
N7L4-fl;huong xuyén lién lac véi khach hang mua 181 856 180 840
bao hiem
Nang lyc | NL5-Co mit kip thoi khi khach hang gip su b
3.26 815
phucvu | vacham
NL7-Lich su khi xtr Iy tai nan cho khach hang 3.89 824 397 815
NL8-C6 kinh nghiém xtr Iy giam dinh 3.82 843 3.80 863
NL9-Giup khach hang lam viéc véi bén bi va 38 373
cham
NL10-HS trg khach hang céc thi tuc gidy to 3.80 .865 3.82 865
Khanang | KNI-C6 git lam viéc thuén tién 391 866 | 4.03 858
tiep KN2-D¢ dang mua bdo hiém 388 | 839 | 400 | .8%4
Canvi“:h KN3-Tu vén, gi¢i thiu, tuyén truyén BH 395 | 860 | 383 | 856
Khaning | TV1-Khah hang duoc tur van khi mua bao hiém 382 | 859 | 377 | 861
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Déi véi chu Déi véi
xe O t0 chi xe may
Thang do Gl.él bo Gl.é bo
Mo gech | ™| lech
trung T2 trung Tz
binh chuan binh chuan
tu van T}/Z-Tu Xan c.ho khéch hang khi boi thuong cho 383 336 3381 25
bén bi thiét hai
TV3-Hb tro khach hang khic phuc ton that 389 | 827 | 377 | 829
KT1-Mirc phi bao hiém hop 1y 377 | 859 | 374 | 875
KT2-Ty 1¢ boi thuong thuong tat phi hop 3.73 .884 3.71 862
Ky thuat | KT3-Dadang HDBH TNDS chu xe 3.80 902 327 890
dichvu | KT5-Don gian thii tyc yéu cau boi thudng 307 | 921 | 376 | 923
KT6-Thoi gian giai quyét boi thudng nhanh 377 | 914 | 374 | 930
KT7-Pa dang cac chwong trinh khuyén méi 3.76 911
TC1-Thuc hién dich vu ding ngay tir dau 3.74 953 3.85 759
TC2-Cung cap HDBH khong bi 16i 327 789 3.85 845
Do tin cdy | TC4-Thoi gian chi tra boi thuong dugc xac nhan 3.73 .882 395 711
TC5-Céac th?ng tin phan hoi ctiia khach hang 305 756 300 19
duoc quan tim
TTI-TIang YVel?XCOHigtyco day du dit liéu vé 387 305 374 089
) _ | san pham bao hiém nay
Ctggﬁgrli@ TT2-Mua bio hiém online ’ 384 | 867 | 377 | 937
TT3-Hoan thién ho so boi thuong tryc tuyen 3.08 743 3.77 883
TT4-Giai dap, tur van, boi thuong truc tuyén 391 | 806 | 3.01 | 752

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp

Két qua khao sat cho thdy hau hét cac thang do cta céc bién nghién ctru do luong

chat luong dich vu bao hiém TNDS chu xe co gidi dbi voi ngudi thir ba déu duoc khach

hang (cht xe 6 t6 va chi xe may) danh gia véi gi4 tri trung binh cao (& mirc dong ).

4.2.5 Phin tich nhén té khang dinh (CFA)

Phén tich nhén t6 khing dinh CFA 13 phuong phép kiém dinh cac bién quan sat

dai dién cho cac nhén t6 phu hop dén mirc ndo. CFA 1a mét trong nhiing k¥ thuét cua
mo hinh cau tric tuyén tinh SEM.

Tir két qua EFA, trong md hinh nghién ctru ¢6 10 khai niém chinh bao gdm HA

(Hinh anh cong ty), DU (kha ndng dap ung), NL (Nang lyc phuc vu ctiia nhan vién/dai
Iy bao hiém), KN (Kha ning tiép can dich vu), TV (Kha ning tu van cua nhan vién/dai
Iy bao hiém), KT (K thuat dich vu), TC (D9 tin cay), TT (cong nghé thong tin), HL
(Su hai long ciia khach hang), HV (Hanh vi mua bao hiém).
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Dé do luong muc d6 phu hop ctia mo hinh véi thong tin thi trudng, ta sir dung
Chi-square (CMIN), Chi-square diéu chinh theo bac ty do (CMIN/df), chi s6 thich hop
so sanh (CFI_Comparative Fit Index), GFI, TLI va chi s6 RMSEA (Root Mean Square
Error Approximation). M6 hinh dugc xem 1a thich hgp vé1 dir liu thi truong khi mo
hinh nhan dugc cic gia tri TLI, CFI > 0,9, CMIN/df <3, RMSEA < 0,08 (Nguyén Dinh
Tho&Nguyén Thi Mai Trang, 2007).

% Ddi v6i nhém khach hang 1a chu xe 6 t6 (Phu luc 08)

Hé sb tuong quan giita cac thanh phan véi sai léch chudn cho thdy cac hé sd
tuong quan cua ting cdp khai niém khéc biét so voi 1 ¢ do tin cdy 95% (Gia tri P-
Value =0,000), do do cac khai niém dat dugc gia tri phan bi¢t (Bdang 4.12). Vi vy, cac
thanh phan nhan t6 Hinh anh cong ty, Kha ning dép tmg, Ning luc phuc vy, Kha ning
tiép can, Kha nang tu van, K¥ thuat dich vy, B9 tin cay, Cong nghé thong tin, Hai
long, Hanh vi mua déu dat gia tri phan biét c6 su twong quan giita cic thanh phan cia
thang do. Két qua P-value cua cac bién quan sat biéu dién cac nhan t6 déu co gia tri
sig.=0,000 do d6 cac bién quan sat duoc khing dinh c6 kha ning biéu dién tt cho
nhan t& md hinh CFA.

Bang 4.12: Hé s6 twong quan, hiép phwong sai giira cac bién ddi véi chii xe 6 to

Tuong quan Estimate | SEE. | CR. | P.value
Nang lyc phuc vu <--> | K¥ thuat dich vu d13 1 .035 | 3.232 001
Nang lyc phuc vu <--> | Cong nghé thong tin 103 032 | 3.184 001
Nang luc phuc vu <--> | Kha nang dap ting 0821 .030| 2.706 007
Nang lyc phuc vu <--> | Bg tin cay 157 032 | 4.889 HoAk
Nang luc phuc vu <> | Khaning tr van 053 | .031 1.738 022
Nang lyc phuc vu <--> | Hinh anh cong ty 068 | 029 | 2346 019
Nang lyc phuc vu <--> | Hanh vi mua 1851 032 5.798 ok
Nang lyc phuc vu <-> | Kha ning tiép cin 271 031 4.155 ok
Nang lyc phuc vu <--> | Hailong A73 1 033 | 5.165 HoHk
Ky thuat dich vu <--> | Cong ngh¢ thong tin 32 038 | 3.441 ook
K¥ thuat dich vu <--> | Kha nang dap ung Jd10 1 036 | 3.023 .003
K§¥ thuat dich vu <--> | Bg tin cay 170 037 | 4.560 HoAk
Ky thuét dich vu <-> | Khaning tr van 166 | 038 4353 ok
Ky thuat dich vu <--> | Hinh anh cong ty 078 | .035| 2250 024
K¥ thuat dich vu <--> | Hanh vi mua 196 | 036 | 5.402 ok
K thuat dich vu <> | Kha nang tiép can 1371 036 | 3.839 otk
K thuat dich vu <--> | Hai long 230 .040| 5.772 otk
Cong ngh¢ thong tin <--> | Kha nang dap tng 651 035 4714 ok
Cong ngh¢ thong tin <-=> | PJ tin cdy A221 034 | 3.647 ok
Cong nghé thong tin <> | Khaning tr van 100 034 | 2927 .003




88

Tuong quan Estimate | SE. | CR. P.value
Cong nghé thong tin <--> | Hinh anh cong ty 165 034 | 4838 ok
Cong ngh¢ thong tin <--> | Hanh vi mua 168 | 033 | 5.055 ok
Cong nghé thong tin <-> | Kha ning tiép cin 1251 .033 | 3.780 ok
Cong nghé thong tin <--> | Hailong 265| 039| 6.838 ok
Kha nang dap ting <--> | BJ tin cay 080 | .031 | 2.557 011
Kha nang dap ung <--> | Kha nang tur van 096 | 033 | 2948 .003
Kha nang dap ung <--> | Hinh anh cong ty 0841 031 | 2.734 .006
Kha nang dap ung <--> | Hanh vi mua 19 030 | 3.938 otk
Kha nang dap ung <-> | Kha ning tiép can 065] 030 2144 032
Kha nang dap ung <--> | Hai long 215] 036 | 5992 Rk
Do tin cay <> | Khaning tr van 176 | 034| 5.115 ok
b9 tin cay <--> | Hinh anh cong ty 098 | 030 | 3.225 001
Do tin cay <--> | Hanh vi mua 167 032 | 5210 oAk
bo tin cay <-> | Kha ning tiép can 711 033 | 5164 Rk
b9 tin cay <--> | Hai long 2211 036 | 6.091 ok
Kha ning tu van <--> | Hinh &nh cong ty 103 032 | 3.237 001
Kha ning tu van <--> | Hanh vi mua 1391 032 | 4408 ok
Kha ning tu van <-> | Kha ning tiép cin 188 .034| 5476 ok
Kha ning tu van <--> | Hailong 2521 038| 6.681 ok
Hinh anh cong ty <--> | Hanh vi mua 1361 030 | 4535 ok
Hinh anh cong ty <-> | Kha ning tiép can 068 | .029| 2312 021
Hinh &nh cong ty <--> | Hailong A711 034 5.081 HoHk
Hanh vi mua <> | Kha ning tiép can 1741 032 | 5463 ok
Hanh vi mua <--> | Hai long JA81] 033 | 5470 ok
Kha ning tiép can <--> | Hai long 1971 .035| 5.679 otk
eb <> | e8 -059 | 019 | -3.060 002
e4 <--> | eb A321 024 | 5464 ok
e2 <> |e8 080 | .024 | 3.408 ok
el <> | e2 078 | 022 | 3.577 ok

Nguon: Tac gia tong hop tir phén tich dir liéu so cdp

Két qua CFA ciia mo hinh nhan té CLDV tac dong t6i SHL cua khach hang va
anh huong t1 hanh vi mua trong bao hiém TNDS bit budc chua xe 6 t6 dugc thé hién &

Hinh 4.9. Két qua phan tich CFA cac chi tiéu do luong d6 phu hop ctia mé hinh cho
thdy hé sé Chi-square/df = 1.734 <3, TLI = 0.906, CFI = 0.916 déu 16n hon 0.9 va hé
s6 RMSEA = 0.048 < 0.08, vi thé m6 hinh c6 sy phit hop véi thi trudng. Cac thang do

nghién ctru d61 voi chu xe 6 t6 da ddm bdo cac yéu cau phan tich.

Két qua sau khi phan tich CFA (Bdng 4.12 va Hinh 4.9) kiém dinh su tuong

quan cia cac thanh phan thang do d6i véi chi xe 6 t6 gdm 8 bién doc lap (36 bién

quan sat) va 2 bién phy thudc (3 bién quan sat/1 bién phy thudc) cho thiy cac thanh
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phén cua thang do déu dat dugc gia tri hoi tu, gia tri phan biét, co sy tuong quan va dat
yéu cau vé gia trj cling nhu d6 tin cay.
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Chi-square=1335.339 ; df=770 ; P=.000;
Chi-square/df=1.734 ;
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Hinh 4.9: Két qua CFA mé hinh nghién ctru déi véi chii xe 6 to
Nguon: Tac gia phan tich tir diF liéu so cap
% Ddi v6i nhom khach hang 13 chu xe may (Phu luc 08)
Sau khi dénh gia so b do tin cdy cta thang do va phan tich EFA, cac nhan t6

vé CLDV, SHL va Hanh vi mua bao hiém bét budéc TNDS chu xe may déu c6 tinh hoi

tu cao, biéu dién tét bién quan sat. Nghién ctru tiép tuc phan tich nhan t6 khing dinh
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CFA dé khéng dinh gia tri, d6 tin cdy va tinh phan biét ctua thang do. Két qua duogc thé
hién & Bang 4.13 va Hinh 4.10

Dé thiy o duoc két qua phan tich, tac gia da tong hop két qua phan tich CFA
d6i voi chii xe may bang Bang 4.13:

Bang 4.13: H¢ s6 twong quan, hiép phwong sai giira cac bién d6i véi chii xe may

Tuong quan Estimate | S.E. | C.R. | P.value
Nang luc phuc vu <--> | K¥ thuat dich vu 115 .047 | 2.438 .015
Nang luc phuc vu <--> | Kha nang dap Uing .0421.043 | .980 .027
Nang lyc phuc vu <--> | D9 tin cay 101 | .041 | 2.455 014
Nang luc phuc vu <--> | Kha ning tu van .054 | .038 | 1.419 .026
Nang luc phuc vu <--> | Cong ngh¢ thong tin 144 | .040 | 3.572 kK
Nang luc phuc vu <--> | Kha ning tiép cin .082 | .044 | 1.850 .044
Nang luc phuc vu <--> | Hanh vi mua 1721 .040 | 4.302 ok
Nang luc phuc vu <--> | Hai long 141 | .041 | 3.400 rokx
Nang luc phuc vu <--> | Hinh anh cong ty 1451 .040 | 3.631 oAk
K¥ thuat dich vu <--> | Kha nang dap ung .102 | .050 | 2.050 .040
K¥ thuat dich vu <--> | B¢ tin cdy 1571.047 13316 ok
K§ thuat dich vu <--> | Kha ning tu vén 177 | .046 | 3.824 ok
K¥ thuat dich vu <--> | Cong nghé thong tin 1431 .045 | 3.205 .001
K¥ thuat dich vu <--> | Kha nang tiép can 11 .051]2.198 .028
K¥ thuat dich vu <--> | Hanh vi mua 163 1.044 | 3.701 ok
K¥ thuat dich vu <--> | Hai long 230 .049 | 4.702 oAk
K¥ thuat dich vu <--> | Hinh anh cong ty 1351 .044 | 3.040 .002
Khéa nang dap ung | <--> | D0 tin cay 160 | .044 | 3.624 oAk
Kha nang dép tmg | <--> | Kha ning tu van 0511.040 [ 1259 .008
Khé nang dap ung | <--> | Cong ngh¢ thong tin .088 | .040 | 2.234 .026
Kha ning dap tng | <--> | Kha ning tiép can 110 {.047 | 2.338 .019
Kha nang dap ing | <--> | Hanh vi mua .093 | .039 | 2.385 017
Kha nang dap img | <--> | Hai long 168 | .044 | 3.805 ok
Khéa nang dap ung | <--> | Hinh anh cong ty .042 1 .039 | 1.079 011
Do tin ciy <--> [ Kha ning tu véan 079 .038{2.069 | .039
Do tin cay <--> | Cong ngh¢ thong tin 130 | .039 | 3.328 oAk
Do tin cay <--> | Kha ning tiép can 217 | .047 | 4.643 Ak
Do tin cay <--> | Hanh vi mua 174 | .039 | 4.425 ok
Do tin cay <--> | Hai long 197 1.042 | 4.652 oAk
Do tin cay <--> | Hinh anh cong ty 126 .039 | 3.256 .001
Kha ning tu van <--> | Cong nghé thong tin 181 |.041 | 4.396 oAk
Khaniang tu van | <--> | Kha nang tiép can 128 1.043 (2996 | .003
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_ Tuong quan Estimate | S.E. | C.R. | P.value
Kha nang tu van <--> | Hanh vi mua 110 | .036 | 3.083 .002
Kha ning tu van <--> | Hai long 287 |.046 | 6.192 koHk
Kha nang tr van <--> | Hinh anh cong ty 216 |.042 | 5.126 oAk
Cong nghé thong tin | <--> | Kha ning tiép can 146 | .043 | 3.411 oAk
Cong nghé thong tin | <--> | Hanh vi mua 163 {.039 | 4.208 koA
Cong ngh¢ thong tin | <--> | Hai long 185 ].042 | 4.398 Ak
Cong ngh¢ thong tin | <--> | Hinh anh cong ty 198 .043 | 4.647 Ak
Kha ning tiép cdn | <--> | Hanh vi mua 198 | .044 | 4.529 ok
Kha nang tiép can | <--> | Hai long 257 1.048 | 5316 oAk
Kha nang tiép can | <--> | Hinh anh cong ty .088 | .041 | 2.153 .031
Hanh vi mua <--> | Hai long .190 | .040 | 4.745 oAk
Hanh vi mua <--> | Hinh anh cong ty 154 1.037 | 4.125 oAk
Hai long <--> | Hinh anh cong ty 213 1.042 | 5.029 HoAk
el6 <-->|el7 214 1.037|5.776 ook
e3 <-->|e7 201 | .035 | 5.666 ook
els <-->|el6 137 1.031 | 4.420 koK

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp

Két qua kiém dinh gia tri phan biét giira cac bién trong mé hinh ddi vé6i chu xe
may & Bdang 4.13 cho thiy tat ca cac hé sb twong quan cia ting cip khai niém khac
biét so voi 1 & dd tin cay 95%, do d6 cac khai ni€ém nghién clru déu dat duoc gia tri
phan biét.

Két qua CFA ctia md hinh nhan t6 CLDV tac dong t6i SHL cuia khach hang va
anh huong toi hanh vi mua trong bao hiém TNDS bt budc chu xe may dugc thé hién
& Hinh 4.10. Két qua phan tich CFA céc chi tiéu do ludng d6 phu hop ctia mé hinh
cho thay hé s6 Chi-square/df = 1.512 <3, TLI = 0.912, CFI = 0.922 déu 16n hon 0.9
va hé s6 RMSEA = 0.050 < 0.08, vi thé mé hinh c6 sy phu hop voi thi truong. Két
qua cac gia tri P-value ctia cac bién quan sat biéu dién cac nhan t6 déu co gia tri =
0.000, do d6 cac bién quan sat dugc khang dinh c6 kha niang biéu dién tt cho nhan
t6 trong mo hinh CFA. Cac thang do nghién ciru d6i v&i chi xe may da dam bao cac

yéu cau phan tich.

Nhu vay, két qua sau khi phan tich CFA (Bdng 4.13 va Hinh 4.10) kiém dinh sy
tuong quan ctia cac thanh phan thang do ddi v6i chii xe may gém 8 bién doc 1ap (35
bién quan sat) va 2 bién phu thudc (3 bién quan sat/l bién phu thudc) cho thiy cac
thanh ph'?m cua thang do déu dat duoc gia tri hoi ty, gia tri phan biét, c6 sy twong quan

va dat yéu cau ve gia tri cling nhu do tin cay.
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Chi-square=1046.426; df=692; P=.000;
= Chi-square/df=1.512 ;

2 GFI=.808 ; TLI=.912 ; CFI=.922 ;
Z—(\ORMSEA=.050
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Hinh 4.10: Két qua CFA mé hinh nghién ciru dbi véi chii xe may

Nguon: Tdac gia phan tich tiv di liéu so cdp



93

Bang 4.14: Hé s6 tin c4y tong hop va phwong sai trich cac nhan td trong md hinh

Dbi voi chi xe 6 t6 Déi voi chil xe may
Nhaén 6 o Do tin cdy | Phuong Do tin cdy | Phuong
Sobien | tonghgp | saitrich | Sdbién | tonghop | saitrich
(CR) (AVE) (CR) (AVE)
HA 3 0.818 60.0% 3 0.803 58.1%
DU 5 0.835 50.5% 5 0.844 52.7%
NL 8 0.899 52.7% 7 0.882 51.7%
KN 3 0.779 54.1% 3 0.818 60.2%
TV 3 0.817 59.8% 3 0.810 58.8%
KT 6 0.859 50.8% 5 0.882 60.4%
TC 5 0.806 51.0% 5 0.899 69.1%
TT 4 0.887 66.3% 4 0.813 52.3%
HL 3 0.904 75.8% 3 0.903 75.6%
HV 3 0.837 63.3% 3 0.844 64.5%

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp

Két qua phan tich d6 tin cay tong hop va phuong sai trich cho thay cac nhén t6
trong mo hinh d6i véi chu xe 6 to va chi xe may 14 thang do don hudng va thanh phan
ctia nhén t6 1a thang do da hudng trong cac bién doc lap déu dat yéu cau vé do tin cay
tong hop (>=0.7) va phuong sai trich (>=50%) (Bdng 4.14). Piéu d6 cho thay c6 thé

xem cac nhan to trong mo6 hinh dat gié tri phan biét va mo hinh c6 d¢ tin cay.
4.2.6 Kiém dinh mé hinh Iy thuyét bang mé hinh céu triic tuyén tinh (SEM)

M6 hinh ciu triic tuyén tinh (SEM_Structural Equation Modeling) duoc sir
dung dé kiém dinh cac gia thuyét nghién ctu trong mé hinh nghién ctru dé xuat. Sir
dung md hinh céu tric tuyén tinh SEM dé danh gia mirc do phu hop ctia mé hinh
nghién ctru ddi véi chi xe 6 t6 va chi xe may va kiém dinh cdc méi quan hé trong mo

hinh nghién ctu dé xuat.
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% Kiém dinh mé hinh Iy thuyét d6i véi chu xe 6 t6

61
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Hinh 4.11: Két qua kiém dinh mé hinh ciu tric SEM ddi véi chii xe 6 to
Nguon: Tac gia phan tich tiv diF liéu so cdp
Két qua phan tich SEM dbi v6i chu xe 6 to, véi df= 669, Chi-square =
1235.698, Chi-square/df= 1.847 < 3, CFI =0,911, TLI = 0,901 d&u 1én hon 0,9;
RMSEA = 0.052 < 0.8 nén khang dinh mé hinh phu hop véi dit liéu thi trudng (Hinh
4.11). Cac gia tri P-value cua cac bién doc lap déu c6 gia tri bang 0.000 nén cac bién

doc 1ap déu thé hién su anh hudng t6i bién phy thude.

Hé sb hoi quy chuan hoa cia MH (Bdng 4.15) thé hién su anh hudng 16n nhat
té1 “Su hai 1ong” cua chu xe 6 t6 thudc vé nhén t6 “Kha nang tu van” voi hé sb 0.247,
tiép theo 1a nhan t6 “Cong nghé thong tin” véi hé s6 1a 0.231, nhéan t6 thir ba 1a “Kha
nang dap ung” véi hé sb 0.204, nhan t6 1an luot tiép theo “Nang luc phuc vu”, “DJ tin
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9 (13

cay”, “K¥ thuat dich vy” va “Tiép can dich vu” c6 hé sb tuong ung 0.134, 0.131,
0.125, 0.111. Nhan t6 “Hinh anh cong ty” c6 hé s chuan hoa thap nhat 0.094.

Bing 4.15: Két qua kiém dinh gia thuyét mé hinh doi véi chii xe 6 to

Gia ) Hesbchudn | S0 | Gidwm o
thuyé ¢ M0i quan hé ; héa chuan toihan | GiatriP Keét qua
(SE) (CR) ,
H3 |HL|[<-|NL 134 056 2.591 010 | Chép nhan
H6 |HL |<— KT 125 046 2.460 014 | Chap nhan
H8 |HL |<—|TT 231 053 4.269 %% | Chap nhan
H2 |[HL |<-|DU 204 055 3.923 ##% | Chap nhan
H7 |HL |<—|TC 131 070 2.101 .036 | Chép nhan
H5 |HL |<—|TV 247 063 4112 ##% | Chap nhan
Hl |HL | <-|HA 094 077 1.545 .122 | Khong Chap nhan
H4 |[HL |<—|KN 111 056 2.101 .036 | Chap nhan
H9 |HV|<-|HL 436 057 6.731 ##% | Chap nhan

Nguon: Tdc gia tong hop tir phén tich dir liéu so cap
Chu thich: HA (Hinh anh cong ty), DU (kha nang dap vng), NL (Nang lyc phuc vu cia nhan
vién/dai 1y bdo hiém), KN (Kha ndng tiép cdn dich vu), TV (Khd ndng tw van cia nhdn
vién/dai Iy bao hiém), KT (K3 thudt dich vu), TC (B¢ tin cdy), TT (céng nghé thong tin), HL
(Su hai long ciia khdch hang), HV (Hanh vi mua bdo hiém)

Céc gia thuyét H2, H3, H4, H5, H6, H7, H8, H9 déu duoc chép nhan (co6 gia tri
p.<0,05), nghia 1 cac bién DU, NL, KN, TV, KT, TC, TT déu c6 tac dong tich cuc
dén sy hai long cia khach hang; Tuy nhién gia thuyét H1 (Hinh dnh céng ty danh
huong tich cuwc t6i sw hai long ciia khdch hang trong BH TNDS chii xe co gidi doi véi
nguwoi thir ba) bi bac bo do co hé s6 P.=0,122 > 0.05. Dbi véi cac chi xe 6 t6, “Hinh
anh cong ty” khong phai 1 nhan t6 c6 anh hudng tich cuc téi SHL cua khach hang, vi
khong c6 nhiéu chil xe mua bao hiém tai cong ty bao hiém, hon nita day lai 12 bao
hiém bit budc nén ho chi quan tam dén 161 hira, thuc hién cam két ma khong quan tdm
1am dén sy khang trang CSVC hay nhén vién c6 trang phuc nhu thé nao, gily CNBH
c6 dep mit hap din hay khong mién 13 cong ty bao hiém d6 dugc phép ban cac HDBH
bét budc nay. Mat khéc, sy hai long va hanh vi mua cia khach hang trong bao hiém
TNDS chii xe co gi6i dbi v6i ngudi thir ba c6 mbi quan hé thuan chiéu (chip nhan gia
thuyét H9) voi hé sé da chuan hoa 13 0.436.

v’ Kiém dinh d¢ tin cdy ciia mé hinh véi phwong phdp Boostrap
Kiém dinh Boostrap gitip danh gia do tin cdy cta cic udc lwgng trong md hinh

v6i mau lap lai N = 1.000. Két qua wéc luong chi tiét duge thé hién & Phu luc 08.
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Bang 4.16: Két qua kiém dinh Bootstrap ddi véi chii xe 6 to

Parameter SE | SE-SE | Mean | Bias SE-Bias CR
HL <--- | NL 0.056 | 0.001 0.15] 0.001 0.002 0.50
HL <--- | KT 0.057 | 0.001 | 0.132| 0.002 0.002 1.00
HL < |TT 0.061 | 0.001| 0.243| 0.001 0.002 0.50
HL <--- | DU 0.065| 0.001 | 0.202 0 0.002 0.00
HL <--- | TC 0.076 | 0.002 | 0.147 | -0.002 0.002 | ~-1.00
HL <---|TV 0.079 | 0.002 | 0.277| 0.001 0.002 0.50
HL <--- | KN 0.063 | 0.001 | 0.102 | -0.003 0.002 | -1.50
HV <--- | HL 0.071 | 0.002 0| -0.003 0.002 | -1.50

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp

Qua Bang 4.16, két qua udc lugng mod hinh cé sy chénh 1é€ch cua cac hé )
trong md hinh vai 1.000 quan sét 13 rat nho. Diéu nay cho thdy mé hinh van c6 ¥ nghia

d6i v6i ¢ mau 16n chii xe 6 t6, va udc luong mé hinh 14 tin cay duoc.
% Kiém dinh mo hinh 1y thuyét doi voi chi xe may

Két qua phan tich SEM dbi v6i chu xe may, véi df= 700, Chi-square =
1086.898 v&i p-value= 0.000 < 0.05, Chi-square/df= 1.553 < 3, CFI1 =0,915, TLI =
0,905 déu 16n hon 0,9; RMSEA = 0.051 < 0.8 nén khang dinh mé hinh phu hop véi
dir liéu thi trudong (Hinh 4.12). Két qua cac gia tri P-value ctia cac bién doc lap déu
c6 gia tri thap hon gia tri 0.05, do d6 cac bién doc lap déu thé hién sy anh huong toi

bién phu thudc.

Hé sb hoi quy chuan hoa cia MH (Bdng 4.17) thé hién su anh hudng 16n nhat
té1 “Sy hai long” cta chu xe may thudc vé nhén t6 “Kha nang tu van” voi hé s6 0.463,
tiép theo 13 nhén t4 “Tiép can dich vu” véi hé s6 1a 0.248, nhan t§ th ba“Kha nang
dap ung” voi hé s6 0.151, nhan tb 1an luot tiép theo “Nang lyc phuc vu”, “Hinh anh
cong ty”, “K§ thuat dich vu” va “Do tin cay”’co hé sb twong tng 0.134, 0.131, 0.125,
0.111. Nhan t6 “Cong nghé thong tin” ¢6 hé sd chuan héa vira thap vira mang gié tri
am (-0.034), .
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70 Chi-square=1086.898; df=700; P=.000;
& Chi-square/df=1.553 ;
: f _. GFI1=.802 ; TLI=.905 ; CFI=.915;
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Hinh 4.12: Két qua kiém dinh mé hinh ciu tric SEM déi véi chii xe may

Nguon: Tac gia phan tich tiv diF liéu so cdp

Cac gia thuyét H2, H3, H4, H5, H6, H7 déu duoc chip nhén (gia tri cua p <

0.05), tc 1a: cac bién DU, NL, KN, TV, KT, TC déu c6 tac dong tich cuc dén sy hai
1ong cua khach hang, tuy nhién gia thuyét H1 (Hinh dnh céng ty anh huong tich cuc
16i sw hai long ciia khdch hang trong bao hiém TNDS chii xe co gidi doi véi ngueoi thir
ba) bi bac bo do hé s6 P = 0.135> 0.05; va gia thuyét H8 (Céng nghé théng tin danh
hwong tich cuc dén sw hai long cia khdch hang trong bdo hiém TNDS chii xe co giGi
doi v6i nguoi thir ba) cling bi bac bo do hé sd6 P = 0.727> 0.05. Dbi v6i cac chi xe
mdy, “Hinh anh cong ty”, “Cong nghé thong tin” khong phai 1 nhan t6 c6 anh huong
tich cuc té1 SHL cua khach hang, vi sy thuan tién khi mua HDBH nay rat d& dang &
dia diém va thoi gian mua, hon nira muc phi bao hiém cia HDBH nay ciing twong d6i
nho khong can thiét phai mua bao hiém online tirc thi, nhitng chii xe may khi va cham
it yéu cau boi thuong hoidc ciing it-hiém khi c6 nhitng khiéu nai bang hinh thic truc

tuyén nén chi xe khéng quan tdm lim dén sy khang trang CSVC hay nhan vién co
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trang phuc nhu thé nao, gidy CNBH c6 dep mit hdp din hay khong mién 1a cong ty
bao hiém d6 dugc phép ban cac HDBH bit budc ndy va ho mua duwgce nhimg HDBH
dang, phu hop v6i quy dinh cta phap luat. Mat khac, hanh vi mua ctia khach hang
trong bao hiém TNDS chu xe co gidi ddi v6i nguoi thir ba thuan chiéu duong ddi voi
su hai long voi hé sé da chuan hoa 1a 0.405 (chap nhan gia thuyét HI).

Bang 4.17: Két qua kiém dinh gia thuyét mé hinh ddi véi chii xe may

Gia . . Heso | Saiso | Gidtri | oo o
thuyét MOoi quan hé chl}an chuan | to1 han P Két qua
hoa (S.E) (CR) ]
H3 | HL | <-- | NL | .117 062 | 1.897 | .048 | Chépnhan
H6 | HL | < | KT | .094 050 | 1.880 | .040 | Chipnhan
H2 | HL | < | DU | .151 056 | 2.693 | .007 | Chip nhan
H7 | HL | < | TC | .090 063 1424 | .044 | Chap nhan
H5 | HL | < | TV | 463 093 | 4967 | *** | Chipnhan
H8 | HL | <— | TT | -034 | .097 | -349 | .727 | Khéng Chip nhdn
H4 | HL | <— | KN | 248 065 | 3.794 | *** | Chép nhan
HI | HL | <— | HA | .133 089 | 1493 | .135 | Khéng Chip nhan

H9 | HV | <— | HL | .405 071 | 5703 #*% | Chap nhan

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp
Chu thich: HA (Hinh anh cong ty), DU (kha nang dap wng), NL (Nang lyc phuc vu cua nhdn
vién/dai Iy bdo hiém), KN (Khd ndng tiép cdn dich vu), TV (Kha ndng tw vin cia nhdn
vién/dai 1y bao hiém), KT (Ky thudt dich vu), TC (P6 tin cdy), TT (cong nghé théng tin), HL
(Sw hai long ciia khach hang), HV (Hanh vi mua bao hiém).
bé danh gia do tin cdy cua cac udc lugng trong mo hinh véi mau lap lai
N=1.000 d6i v6i chu xe may, kiém dinh Bootstrap s& gitp danh gia do tin cdy nay. Két
qua udc lugng tir 1.000 quan sat dugc tinh trung binh cung vé1 dd chéch duge trinh

bay trong Bang 4.18 sau:

Bang 4.18: Két qua kiém dinh Bootstrap ddi véi chii xe may

Parameter SE SE-SE | Mean | Bias | SE-Bias CR
HL <--- | NL .068 .002 A16 | -.002 002 | -1.00
HL <--- | KT 054 .001 092 | -.002 002 | -1.00
HL <--- | DU 067 .001 155 .003 .002 1.50
HL <--- | TC 073 .002 .090 .000 .002 0.00
HL < | TV 140 .003 471 .005 004 1.25
HL <--- | KN .080 .002 242 | -.004 003 | -1.33
HV <--- | HL .095 .002 405 .000 .003 0.00

Nguon: Tdc gia tong hop tir phén tich dir liéu so cap
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Qua Bang 4.18, két qua udc lugng md hinh ¢ sy chénh 1€ch cua cac hé )
trong md hinh vai 1.000 quan sét 1a rat nho. Diéu nay cho thdy mé hinh van c6 ¥ nghia

d6i v6i ¢ mau 16n chii xe may, va udc luong md hinh 1a tin cay duoc.

Két qua wdc luong md hinh 1y thuyét va Boostrap trong phan tich mé hinh céu
trac tuyén tinh (SEM) dbi véi chi xe 6 t6 va chu xe may c6 két qua téng hop kiém

dinh cac gia thuyét duoc thé hién & Bdng 4.19

Bang 4.19: Két qua kiém dinh gia thuyét trong mé hinh nghién ctru

tfo‘ﬁg , He s I;lf; Thit tu
Khéch Gia thuyét hzgl; Sig. Kidm hzrgl;
hang & dinh &
HI1: Hinh anh cong ty tdc dong tich cuc tdi su Khong
hai 1ong cta khach hang trong bao hiém TNDS | 0.094 | 0.000 | chép
chu xe co gi6i ddi v6i nguoi thir ba nhéan
H2: Kha néng dap tng tac dong tich cuc toi su Ché
hai long ciia khach hang trong bao hiém TNDS | 0.204 | 0.000 nhérI: 3
chu xe co gidi ddi voi ngudi thir ba :
H3: Nang luc phuc vu tac dong tich cuc tdi su Ché
hai long ctia khach hang trong bao hiém TNDS | 0.134 | 0.000 Ap 4
, i aRe . N nhéan
chu xe co gidi doi voi nguoi thir ba i
H4: Kha ning tiép can dich vu tac dong tich cuc Ché
t6i su hai long cia khach hang trong bao hiém | 0.111 | 0.000 nhﬁrrl) 7
TNDS chu xe co gi6i ddi voi ngudi thir ba '
Chu | H5: Kha nang tu van cta nhan vién/dai ly bao
xe | hiém tic dong tich cuc t&i sy hai long cia khach 0247 | 0.000 Chap |
516 hang trong bao hiém TNDS chu xe co gioi ddi | ’ nhéan
voi nguoi thir ba
H6: K¥ thuat dich vu tac dong tich cuc téi sy hai Ché
1ong cuia khach hang trong bao hiém TNDS cha | 0.125 | 0.000 nhérI: 6
xe co gidi dbi voi ngudi thi ba -
H7: B§ tin cay tac dong tich cuc tdi sy hai long Ché
cua khach hang trong bao hi€ém TNDS chu xe co | 0.131 | 0.000 Ap 5
e aRe . o nhan
gi61 doi voi nguoi thir ba
HS8: Céng nghé thong tin tdc dong tich cuc toi su Ché
hai long ciia khach hang trong bao hiém TNDS | 0.231 | 0.000 Ap 2
\ re a e e e nhén
chu xe co gidi doi voi nguoi thtr ba
H9: Su hai long cta khach hang tic dong tich Ché
cuc t6i hanh vi tham gia bao hiém TNDS chi xe | 0.436 | 0.000 Ap
s re wAs o e o nhan
co gidi doi voi nguoi thir ba
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Chu
xe
may

H1: Hinh anh cong ty tdc dong tich cuc tdi su Khong
hai 1ong cta khach hang trong bao hiém TNDS | 0.133 | 0.000 | Chép
chu xe co gidi doi voi nguoi thir ba nhéan
H2: Kha nang dap ung tic dong tich cuc t6i su Ché
hai long ctia khach hang trong bao hiém TNDS | 0.151 | 0.000 ap
\ e K L nhén
chu xe co gidi doi voi nguoi thr ba
H3: Néng lyc phyc vu tic dong tich cuc toi sy Ché
hai long ctua khach hang trong bao hiém TNDS | 0.117 | 0.000 Ap
\ e aRe g N nhéan
chu xe co gidi doi voi nguoi thir ba :
H4: Kha nang tiép can dich vu tac dong tich cuc Ché
t6i su hai 1ong ciia khach hang trong bao hiém | 0.248 | 0.000 nhérrl)
TNDS chu xe co gi6i ddi voi nguoi thir ba i
H5: Kha ning tu van ctia nhan vién/dai 1y bao
hiém tac dong tich cyc téi sy hai 1ong ctia khach 0.463 | 0.000 Chap
hang trong bao hiém TNDS chu xe co gioi doi | ’ nhan
v6i nguoi thi ba
H6: K¥ thuat dich vu tac dong tich cuc toi sy hai Ché
long cua khach hang trong bao hiem TNDS cha | 0.094 | 0.000 Ap
e ke g s nhéan
xe co gidi doi voi nguoi thir ba :
H7: D§ tin cay tac dong tich cuc tdi su hai long Ché
cua khach hang trong bao hiém TNDS chu xe co | 0.090 | 0.000 Ap
cpe aRe g, 1 nhéan
gidi doi voi nguoi thir ba i
H8: Cong ngh¢ thong tin tac dong tich cuc toi su Khong
hai long ciia khach hang trong bao hiém TNDS | -0.034 | 0.000 | Chap
chu xe co giGi ddi v6i nguoi thir ba nhéan
H9: Su hai long cta khach hang tic dong tich Ché
cuc to1 hanh vi tham gia bao hiém TNDS chu xe | 0.405 | 0.000 nhérli

co gioi doi voi nguoi thir ba

1a chu xe 6 t6 va chu xe mdy (nghia 1a Hinh anh cong ty bao hiém khéng tac dong toi
SHL cua khach hang trong bao hiém bit budc chu xe co gi6i), va ddi voi cha xe may
gia thuyét H8 ciing khong dugc chdp nhan. Nhung tai gia thuyét H5, yéu t6 “Kha ning
tu van” lai ludn co tac dong manh nhét téi SHL. Va SHL cua chu xe cling tdc dong

manh td1 hanh vi mua bao hiém bat buoc TNDS ctia cac chu xe 6 t6 va chu xe may.

Nguon: Tac gia tong hop tir phén tich dit liéu so cdp

Nhu vay, gia thuyét H1 khong dugc chip nhan dbi véi ca d6i tugng khach hang

4.2.7 Kiém dinh anh hwéng cia chit lwong dich vu téi sw hai long

% D01 voi chu xe may:
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Sau khi phén tich cac yéu t6 ctia chat luong dich vu anh hudéng dén su hai 1ong va
hanh vi cua chti xe mdy, mé hinh con lai 6 nhan td cau thanh chat luong dich vu: NL,
KT, DU, TC,KN va TV, téac gia cling da sir dung mo hinh SEM dé danh gia tac dong

ctia Chét lugng dich vu dén Su hai long cuia chu xe may.

Chi-square=785.038 ; df=484 ; P=.000;

70 Chi-square/df=1.622 ;
g ‘ os GFI=.820 ; TLI=.916 ; CFI=.923 ;
® NLE: - DSI RMSEA=.055
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Hinh 4.13: Két qua kiém dinh mé hinh céu triic SEM danh gia anh huéng ciia
chit lwgng dich vu ddi v6i sw hai long cua chu xe may (da chuin hoa)
Nguon: Tdac gia phan tich tiv dif liéu so cdp
Két qua phan tich md hinh SEM voéi df= 484, Chi-square = 785.038 véi p-
value= 0.000 < 0.05, Chi-square/df= 1,622< 3, CFI =0,923, TLI = 0,916 déu 16n
hon 0,9; RMSEA = 0.055< 0.8 nén khéng dinh mo6 hinh phu hgp voi dir liéu thi
truong (Hinh 4.13)
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Bang 4.20: Két qua wéc lwgng mdi quan hé nhan qua giira chét lwgng dich vu ddi

voi su hai long caa chu xe may

Heé s Sai 56 Gia tri
Méi quan hé chuan chuin tGi han | GlatriP Két qua
hoa (S.E) (CR)
HL <--- |CLDV | .945 841 3.652 ok Chap nhan

Nguon: Tdac gia phan tich tiv diF liéu so cdp

Két qua hdi quy SEM & Bdng 4.20 ude luong mbi quan hé nhan qué giita chat

lugng dich vu dbi voi su hai long cua chu xe may co két qua P <5% khfmg dinh réng

Chat lugng dich vu c6 tac dong tich cuc dén su hai long cua chu xe may, véi hé )
chuén hoa dat 0,945.

«» DOHi voi chu xe 6 to:

Sau khi phan tich céc yéu td cua chat lugng dich vu anh hudéng dén sy hai long va

hanh vi ctia chu xe 6 t6, md hinh con lai 7 nhan t6 cau thanh chét lugng dich vu: NL,
KT, DU, TC.KN, TT va TV, tc gia ciing dd st dung mo hinh SEM dé danh gia tac

dong cua Chat luong dich vu dén Sy hai long ctia chu xe 6 t6.
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Chi-square=1235.989 ; df=689 ; P=.000;
_ Chi-square/df=1.794 ;

SN GFI=.833 ; TLI=.907 ; CFI=.914 ;
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Hinh 4.14: Két qua kiém dinh mé hinh ciu tric SEM danh gia anh hwéng ciia
chit lwong dich vu ddi véi sw hai 1ong cia chii xe 6 t6 (da chuin hoéa)
Nguon: Tac gia phan tich tir diF liéu so cap
Két qua phan tich mo hinh SEM véi df= 689, Chi-square = 1235.989 véi p-
value= 0.000 < 0.05, Chi-square/df= 1,794 < 3, CFI =0,914, TLI = 0,907 déu 16n hon
0,9; RMSEA = 0.050 < 0.8 nén khang dinh mé hinh phu hop véi dit liéu thi truong
(Hinh 4.14)
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Bang 4.21: Két qua wéc lwgng mdi quan hé nhan qua giira chat lwgng dich vu ddi
véi su hai long cia chi xe 6 to

-z Sai so L
2. . H¢ s0 2 Gia tri Y I
Moi quan hé X, chuan . GiatriP | Kétqua
chuan hoa té1 han (CR)
(S.E)
HL <--- | CLDV | .896 408 5.838 ok Chap nhan

Nguon: Tdc gia phan tich tir di liéu so cap

Két qua hdi quy SEM & Bdng 4.21 udc luong mbi quan hé nhan qua giita chat
lwong dich vu d6i v&i su hai 1ong cua chii xe 6 t6 c¢6 két qua P<5% khang dinh rang
Chat luong dich vu c6 tac dong tich cuc dén su hai long cua chu xe 6 t6., véi hé $6
chuan hoa dat 0,896.
4.2.8 Kiém dinh sw khdc bigt vé sw hai long ciia khdch hang theo yéu té nhin
khéu hoc

Dé danh gia sy khac nhau vé mirc d6 hai 1ong cua cac chu XCG phén theo dic
diém nhan khau hoc cua ddi tuong duoc khao sat (Gidi tinh, Thu nhap, Trinh d6 hoc
van) trudc tién can sir dung Levene test dé kiém tra xem phuong sai ciia cdc nhom ¢
bang nhau hay khong, tiép theo sir dung phuong phép Independent samples T-Test
(d6i voi 2 nhom) hodc phuong phap One way Anova (3 nhom tré 1én). Dé kiém tra cu
thé nhimg nhém ndo c6 sy thanh cong khac nhau, tic gia st dung kiém dinh POST
HOC. Két qua kiém dinh cu thé: (Phu luc 09)

» Gioi tinh
Bing 4.22: Két qua kiém dinh moi quan hé giira nhan t6 gi6i tinh t&i sy hai long

cua khach hang
Chuxe 6 t0 Chu xe may
Gidi Trung‘ Trung.
tinh S8 mau Trung | DY léch | binh sai S8 mau Trung | DY 1éch | binhsai
binh chuan l1éch binh chuan léch
chuén chuén
Nam 256 40326 | 72025 | .04502 137 | 3.8589 | .80208 | .06853
Nir 64 37552 | 76346 | .09543 73 | 42283 | 48073 | .05627
Kiém dinh Levene Kiém dinh t Kiém dinh Levene Kiém dinh t
: Sig.(2- . Sig.(2-
F Sig. t ta?le( d) F Sig. t taﬁe d)
Phuong
saibang | 1.743 188 2722 007 20.091 000 | -3.603 .000
nhau
Phuong
sai khac 2.628 010 -4.167 .000
nhau

Nguon: Tdc gia tong hop tir phén tich dit liéu so cap
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o Doi véi chii xe 6 t6
Két qua kiém dinh cho thdy c6 su chénh léch vé sy hai long giita nam (4.03) va
nit (3.755), va két qua kiém dinh Levene’s ciing cho thdy gia tri Sig. ctia nhan t6 HL
(Su hai 1ong) bang 0.188>0.05, dong thoi két qua kiém dinh t & phan gia dinh phwong
sai dong nhét c6 gi tri Sig. bang 0.07 < 0.05. Nhu vay, ta c6 thé két luan rang: & do
tin cay 95%, co6 su khac biét vé sy hai long cua cac chu xe 6 t6 gitta gidi tinh nam va
nit; vi thé gia thuyét giira cic nhom gi6i tinh c6 su khac nhau vé su hai 1ong duge chip
nhan va chu xe 6 t6 1a nam thi hai long hon chu xe 6 t6 1a nir.
o Doi véi chii xe mdy
Két qua kiém dinh cho thay c6 su chénh léch vé su hai long giita nam (3.85) va
nit (4.22), va két qua kiém dinh Levene’s ciing cho thdy gia tri Sig. cua nhan té HL
(Su hai 10ng) bang 0.00<0.05, dong thoi két qua kiém dinh t & phan gia dinh phuong
sai khong dong nhit co gia trj Sig. bang 0.00 < 0.05. Nhu vy, ta ¢ thé két luan rang:
¢ do tin cay 95%, c6 su khac biét vé su hai long cta cac chu xe may gitta gioi tinh
nam va nit; va gia thuyét giira cac nhom giéi tinh c¢6 sy khac nhau vé sy hai long dugc

chap nhan. Chu xe may la nit thi c6 sy hai long nhiéu hon chi xe may la nam.

Nhu vay, giita khach hang 1 cha xe 6 t6 va chu xe may c6 sy khac nhau vé su
hai long theo gidi tinh. Chu xe 6 t6 thi Nam gidi hai long cao hon nita gidi, con chu xe
may thi Nit gidi lai hai long nhiéu hon so v6i Nam gidi.

> Trinh dg hoc van
o Doéi vdi chil xe 6 t6

Két qua phan tich Test of Homogeneity of Variances cho thiy gia tri Sig. ctia
nhan té sy hai 1ong cua cac chu xe bang 0.284 >0.05 va két qua phan tich ANOVA cac
nhan t6 anh huong dén sy hai 1ong cta cac chil xe theo trinh d6 hoc van ciia chii xe
cho thiy gia tri Sig. ciia sy hai long bang 0.02 < 0.05. Cho nén, & d¢ tin cay 95%, c6

su khac biét trung binh (Mean) vé sy hai 10ng & céc trinh d6 khac nhau.

Két qua kiém dinh Post Hoc vé su hai 1ong theo trinh d¢ hoc véan cua chi xe 6
t6 duoc thé hién trong Bang 4.22. Nhém trinh d6 cia chu xe nao c6 sy khac biét khi co
hé s Sig. < 005; Theo két qua Bdng 4.22: C6 sy khac biét vé su hai long giita cac chi
xe c6 trinh d0 thac si va tién si so v&i cac chi xe 6 t6 ¢6 trinh dd & cac nhom khac (cép

3, dai hoc va cao déng). Cu thé: cac chu xe 6 t6 ¢ trinh do thac si va tién si it hai long
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hon céc chi xe ¢6 trinh d6 ¢ cac nhom con lai. Vi vay, gia thuyét nhitng ngudi c6 trinh
d6 hoc van cao hon s& c6 muc hai long cao hon chua du co s¢ dé chap nhan
o Doi véi chil xe mdy
Két qua phan tich Test of Homogeneity of Variances cho thiy gia tri Sig. cta
nhan t6 sy hai 1ong ciia cac cha xe bang 0.322>0.05 va két qua phan tich ANOVA cac
nhén t6 anh huong dén su hai long cta cac chu xe theo trinh d hoc van cua chu xe
may cho thay gia tri Sig. cla sy hai long bang 0.203 > 0.05. Cho nén, & do tin ciy

95%, khong c6 sy khéc biét trung binh (Mean) vé su hai long & cac trinh d§ khac nhau.

Bang 4.23: Két qua kiém dinh méi quan h¢ giira nhin t6 trinh d9 hoc vén
toi sy hai long cua khach hang

Chu xe 6 tO Chu xe may
X A Trung Trung
ig?gi? S6 miu Trung | Do léch | binh sai 36 miu Trung | Doléch | binh sai
¥ binh chuan 1éch binh chuan 1éch
chuan chuan
Cap3 16 | 4.0833 | 73748 | .13437 11 | 39061 | .71209 | 21470
bH/Cb 217 | 40799 | 71562 | .04858 152 | 40110 | 76573 | .06211
Thac si 47 | 3.7447 | 77151 | 11254 47 | 4.0000 | 57735 | .08422
Tién s 40 | 3.8500 | .76218 | .12051
Test of Homogeneity of Variances Test of Homogeneity of Variances
Levene dfl df2 Sig. Levene dfl df2 Sig.
Statistic Statistic
1.271 3 316 284 1.139 2 207 322
ANOVA ANOVA
Tong Tong
binh Df F Sig. binh df F Sig.
phuong phuong
Between 7.958 3] 5081 002 1.691 2| 1607 203
Groups
Within | 164085 | 316 108941 | 207
Groups

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp
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Bang 4.24: Multiple Comparisons cho chii xe to t6 theo trinh d§ hoc véan

Dependent Variable: HL

95% Confidence
. : ‘Mean . Interval
(I) trinhdo (J) trinhdo Difference | Std. Error | Sig.

(1) Lower Upper

. Bound Bound
Dai hoc/Cao dang .0034 18718 .108 -.8648 -.1283
Cép 3 Thac si 3386 20914 041 -.5728 2501
Tién si 2333 21374 013 -.6872 1539
bai Cép 3 -.0034" 18718 .108 1283 .8648
hoc/cao Thac si 335207 11625 .004 1065 5639
dang Tién si 22988 12433 .005 -.0147 4745
Cép 3 -.3386 20914 .041 -2501 5728
Thac si Dai hoc/cao ding -33520" 11625 .004 -.5639 -.1065
Tién si -.10532 15544 499 -4111 2005
Cép 3 -.2333 21374 013 -.1539 .6872
Tién si Pai hoc/cao dang -.22988 12433 .005 -.4745 .0147
Thac si 10532 15544 499 -.2005 4111
Nguon: Tdc gia tong hop tir phén tich dit liéu so cap

» Thu nhap

o Poi véi chii xe 6 t6

Két qua phan tich Test of Homogeneity of Variances cho thiy gia tri Sig. cua
nhan t6 sy hai 1ong cua cac chu xe bang 0.107>0.05 va két qua phan tich ANOVA céc
nhan t6 anh hudng dén sy hai 1ong cua cac chi xe theo thu nhap cua chil xe cho thiy
gia tri Sig. cua sy hai 10ng bang 0.047 < 0.05. Cho nén, & do tin cay 95%, co su khac
biét trung binh (Mean) vé su hai long & cac nhém thu nhap khéac nhau.

Két qua kiém dinh Post Hoc vé sy hai 1ong theo nhom thu nhéap cua chu xe 6 to
duoc thé hién trong Bang 4.24. Nhom thu nhap cua chu xe nao co6 sy khac biét khi co
hé s Sig. < 005; Theo két qua Bdng 4.24: C6 sy khac biét vé su hai long giita cac chil
xe ¢O thu nhdp dudi 5 triéu so véi cac chu xe c6 mirc thu nhép cao hon. Cu thé: céc
chi xe ¢6 thu nhap dudi 5 triéu c6 mirc do hai long cao hon cac chi xe ¢6 muc thu
nhap tu 5 triéu — 20 triéu.

o Doi véi chii xe mdy

Két qua phan tich Test of Homogeneity of Variances cho thay gi4 tri Sig. cla
nhan t6 sy hai 1ong ciia cac cha xe bang 0.111>0.05 va két qua phan tich ANOVA céc
nhan t6 anh huéng dén sy hai 10ng ciia cac chu xe theo thu nhap ciia chi xe cho thay
gia tri Sig. cua sy hai long béng 0.102 >0.05. Cho nén, ¢ do tin cay 95%, khong co su

khac biét trung binh (Mean) vé sy hai 1ong & cac nhém thu nhap khac nhau.
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Bang 4.25: Két qua kiém dinh méi quan hé giira nhan t6 thu nhip téi sw hai long

cuia khach hang
Chi xe 6 tO Chu xe may
Trinh gO £ x Trung | D l&ch Trur‘lgAblnh L x Trung | DG l&ch Trur.lgAblnh
hocvan | SO mau . % sai léch SO mau . Z sai léch
binh | chuan A binh | chuan p
chuan chuan
<5triéud 16| 3.5833| .53748 13437 63| 3.9984| 73498 09260
5-10 trd 62| 3.9301| .78264 09940 126| 4.1164| 72335 06444
11-15 trd 124| 4.0806| .70790 06357 11| 41818| 40452 12197
16-20 trd 118] 3.9463| 74850 06890 10| 3.9667| .50796 .16063
Test of Homogeneity of Variances Test of Homogeneity of Variances
Levene dfl df2 Sig. Levene dfl df2 Sig.
Statistic Statistic
2.046 3 316 107 2.028 3 206 111
q ANOVA ANOVA
Tongbinh | pye | Sig | Tongbinh |4 | g Sig.
phuong phuong
Between 4.059 3| 2532 047| 7778 3| 5193 102
Groups
Within 168.884| 316 102.855| 206
Groups

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp

Bang 4.26: Multiple Comparisons cho chu xe to to theo thu nhap

Dependent Variable: HL
95% Confidence

(I) thunhap | (J) thunhap Mean l()Ifgerence Std. Error Sig. LowerlntervalUpper

Bound Bound
5-10 trd .6532 20499 .002 -.7501 .0566
<Stricud |11-15trd 5027 19420 011 -.8794 -1152
16-20 trd 6370 19476 .003 -.7462 0202
<5 triéud -.6532 20499 .002 -.0566 7501
5-10 trd 11-15 trd -.15054 11371 187 -.3743 0732
16-20 trd -.01622 11467 .888 -2418 2094
<5 triéu d -.5027 19420 011 1152 .8794
11-15trd  |5-10 trd 15054 11371 187 -.0732 3743
16-20 trd 13432 09402 154 -.0507 3193
<Strigud -.6370 19476 .003 -.0202 7462
16-20 trd | 5-10 trd 01622 11467 .888 -.2094 2418
11-15 trd -.13432 09402 154 -3193 .0507

Nguon: Tdc gia tong hop tir phén tich dit liéu so cdp
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4.3 Panh gia su hai long ciia khach hang vé chat lwong dich vu trong bao
hiém TNDS chii xe co giéi ddi véi nguwdi thir ba tai Thanh Héa.

Chét luong dich vu bao hiém TNDS chu xe co gi6i dbi voi ngudi thir ba co anh
hudng dén su hai long cua khach hang va phan tmg hai long cua khach hang bang
hanh dong mua bao hiém cua ho. Trong nghién ctru nay, dua trén dir liéu thu thap tir
két qua khao sat cac chu XCG (bao gdm chil xe 6 t6 va chil xe mdy) vé danh gia cta
ho vé chét lugng dich vu, murc do tac dong tdi sy hai long cua ho, phan tich va dua ra
cac két luan vé cac nhan t6 chat luong dich vy tac dong tdi sy hai long va hanh vi mua
bao hiém TNDS bt budc chi xe co gidi cua cac chii phuong tién XCG. Cac két luan
nay gitp cac DNBH c¢6 dinh huéng va chinh sach phat trién nghiép vu bao hiém
TNDS chii xe co gi6i dbi voi ngudi thir ba va nang cao hanh vi mua bao hiém cia cac

chu xe.
4.3.1 Hinh dnh cong ty

Trén co s¢ két qua nghién ctru, cam nhan vé “Hinh anh cong ty” ctia chi xe 0 to
va chi xe may 1a hoan toan khac nhau. Trong khi, chu xe 6 to hai long vé “Hinh anh
cong ty” khi cac yéu t6 hiru hinh (CSVC, trang phuc cta nhan vién) dai dién cho mot
cong ty on dinh vé mat tai chinh, ddm bao cho gia tri déng tién cua ho thi dbi voi cac
chu xe may, yéu té nay duong nhu khong anh huong. Boi ddi véi cac chii xe may,
mirc phi bao hiém cho mét HDBH TNDS chu xe khong phai 1a qua nhiéu nén “Hinh
anh cong ty” khong dugc danh gia cao va hai long. Trén thyc té, hau hét cac chu xe
may khi mua bao hiém TNDS chil xe co gi6i tai cac dia diém nhu cdy xing, cac dai Iy
nho hoic co thé mua & bat ky dau c6 ban BH, vi vay rét it cac chu xe dé y, quan tim
dén hinh anh cua cong ty bao hiém ma minh tham gia bao hiém, mién sao c6 dugc
GCNBH. Do d6 cac chii xe may khong thay “Hinh anh cong ty” anh huéng téi sy hai
long ctia ho. Cac chu xe 6 t6 s& quan tdm nhiéu hon t6i hinh anh cong ty, bdi ho
thudng mua bao hiém thong qua cac dai Iy bao hiém dang tin cdy hodc lién lac voi
cong ty bao hiém c6 uy tin hodc tham gia tai noi ding kiém xe c6 su dam bao. Do d6
ho s& hai long hon khi cong ty bao hiém c6 CSVC khang trang, trang phuc cta nhan
vién lich sy gon gang va GCNBH tryc quan hap dan.

Céc cong ty bao hiém noi ma cac chu xe co gidi chuyén giao cac phat sinh trach
nhiém boi thuong ciia minh khi xay ra va cham cho nha bao hiém vi vay khach hang
s& rat an tam khi cong ty bao hiém co hinh anh dat chét lugng. Cac yéu té hiru hinh
lién quan dén CSVC, trang thiét bi, nhan su va tai liéu khong nén bi bo qua chi 1a muc
vu tién thap hon (Sayasonti, 2004). “Hinh anh cong ty” dugc danh gia cang cao thi
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khach hang hai 10ng cang cao va khi d6 s& tac dong téi viéc mua bao hiém cua chi xe.
Piéu nay ciing pht hop véi nghién ctu cua Stafford va cong su (1998), Sayaonti
(2004), Chimedtseren&Safari (2016), Bodla&Chaudhary (2012), Qureshi&Bhatt
(2015), Chu Thi Kim Loan (2014), Suki (2013), Pham Thi DPinh va Nguyén Thanh
Vinh (2015)

4.3.2 Kha nang dap vng

Nghién ctru cho két qua “Kha ning dap tmg” c¢6 sy hai 10ng cao cua ca chi xe 6
t6 va chu xe may. D6i voi khach hang “Kha ning dap ing” hay sy san long cung cép
dich vu kip thoi va d& dang va phan hoi ngay lap tirc, xir Iy khiéu nai kip thoi va hiéu
qua tac dong tich cuc téi sy hai 10ng ctia khach hang. Khi mua dich vy, khach hang rat
mong mudn dich vu duoc cung cap nhanh chong va khi str dung dich vu khach hang
ky vong nhiing vuréng miac cua dich vu duoc nha cung cap dich vu phan hdi tich cyec.
Mirc d6 dap ung nhanh chéng, kip thoi va ddy du sé cang lam cho khach hang hai long
hon. Bao hiém TNDS chu xe co gi6i dbi v6i ngudi thir ba 1 mot loai hinh bao hiém
bat budc theo quy dinh ciia Nha nudc nhung khong co nghia 1a khach hang khong
duogc khiéu nai, ddng thoi viéc cac chii phuong tién co gidi trong qua trinh sir dung c6
thé trao d6i mua ban nén khi sang tén d6i chu cho phuong tién khach hang ciing mong
mudn cac HDBH lién quan dén phuong tién dugc thay doi cho dang va phu hop. Vi
vay, khi cac van dé ctia khach hang duoc giai quyét hiéu qua thi s& lam ting sy hai
1ong cho khach hang va tac dong tich cuc véi hanh vi mua lai bao hiém TNDS chu xe
co gioi ddi voi ngudi thir ba. Didu nay phu hop voi nghién ctiu cia Jajace&Ahmad
(2012), Arokiasamy&Huam (2014), Melia (2016), Al qudah va cong su (2013),
Kwadwo Duodu&Amankwah (2011).

4.3.3 Nang liwe phuc vu ciia nhén vién/dai Iy bio hiém

Nang lyc phuc vu ctia nhan vién/dai ly bao hiém co quan hé thuan chiéu véi
su hai long ciia khach hang. Piéu nay c6 thé giai thich ring ning luc phuc vu cua
nhan vién/dai 1y bao hiém 13 yéu t6 quan trong lam khach hang hai long cao. La dai
dién cua cac DNBH tiép xtc voi khach hang, nhan vién va dai 1y bao hiém phai co
kha ning giao tiép tot, ludn gitr thai dd hoa nha, than thién véi khach hang, nhan vién
bao hiém phai c6 trinh chuyén mén, kinh nghiém dé giai quyét va xir 1y cac tinh
hudng tai nan ctia khach hang. Su quan tdm chi tiét dén thoi han cua HDBH cta mdi
khach hang dugc khach hang danh gia cao, vi rat nhiéu khach hang khong luu tam
dén thoi han cia HDBH TNDS chu xe co gii ddi v6i nguoi th ba boi day 1a san
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pham bao hiém bat budc doi voi cac chu xe nén ho dinh ninh 12 minh luén c6 nhung

lai khong 1o thoi han.

Dich vu bao hiém ¢6 loi ich & twong lai, hon nira san phé‘im bao hiém TNDS chu
xe co gidi ddi voi ngudi thir ba quyén loi ciia khach hang khéng chic chén c6. Vi chi
khi nao xdy ra va cham giao thong, c6 phat sinh trach nhiém boi thuong cua chi
phuong tién co gi6i ddi véi cac thiét hai thuc té ctia bén thir ba va khi d6 mai phét sinh
trach nhiém cua nha bao hiém. Mit khac, khi xdy ra va cham cac chu xe s& rit mat
binh tinh dé xtr 1y, hoang hét nén rat can su chia sé kip thoi tir nhan vién giam dinh
clia cac cong ty bao hiém. Su c6 mit kip thoi ciing nhu kinh nghiém xir Iy giam dinh
dang, chinh xac, than thi¢n s€ tao cam giac hai long cho khéach hang. Va cung véi sy
gitip d& nhimng thu tuc tiép theo dé hoan thién hd so yéu cau bdi thudng s& tao 4n
twong rat manh mé& cho khach hang vé dich vu bao hiém nay. Piéu nay phu hop voi
nghién ctru cua Siddiqui&Sharma (2010), Al qudah va cong sy (2013), Khurana
(2013), Panigrahi va cong su (2018).

4.3.4 Kha néng tiép can dich vu

Theo nhu két qua nghién ctru, “Kha ning tiép can dich vu” 14 nhan t6 anh hudng
tich cuc dén sy hai long ctia khach hang. Ca chu xe 6 t6 va chi xe may déu cam nhén hai
long vé yéu t6 ndy. San phadm bao hiém TNDS chu xe 13 bat budc va khach hang ciing
khong mong muén tham gia bao hiém dé duwoc hudong quyén loi, ho chi tham gia dé
phong ngira i ro trong twong lai co thé xay ra. Vi vdy, cac chi xe may dic biét 1a cac
chu xe 6 t6 déu mong mudn c6 sy thuén tién nhat tiép can dich vu nay dé khong mét nhiéu
thoi gian va cong stc dé ky két HDBH ciing nhu phai hen lich, sap xép thoi gian giai
quyét nhitng van dé lién quan véi cong ty bao hiém. Do vay, su sin c6 va ludn hién hitu
ctia dich vu BH TNDS chu xe co giéi d6i v6i nguoi thir ba duoc cac chit xe danh gia cao
vé CLDV ciia san pham bao hiém nay. Diéu nay phu hop véi nghién ciu cia
Bodla&Chaudhary (2012), Chawla&Singh (2008), Pham Thi Dinh va Nguyén Thanh
Vinh (2015), Vazifehdust&Farokhian, (2013)

4.3.5 Khd nang tw vin ciia nhan vién/dgi Iy bio hiém

Két qua nghién ciru cho thay, “Kha ning tu van ctiia nhan vién/dai 1y bao hiém”
c6 anh huong tich cuc t6i sy hai 1ong cua khach hang. Dbi véi dich vu bao hiém noi
chung, khach hang phai thyc hién bo chi phi ra trudc va co thé s& nhan lai loi ich vé tai
chinh (dwoc chi tra STBH khi ddo han HPBH nhan tho hay dugc bdi thuong vé sy
kién bao hiém) hodc c6 khong (d6i véi cac san pham bao hiém phi nhan tho khong xay
ra su kién bao hiém). Vi thé, trong bao hiém TNDS chu xe co gio1 dbi vai nguoi thu
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ba, chu xe 0 t6 va chu xe may danh gid cao khi nhan duoc sy tu vén lua chon g61 bao
hiém TNDS phu hop véi kha ning tai chinh va nhu cau cta ho; dong thoi ho ciing rat
mén 10ng véi nhitng hanh dong ctia nha cung cap dich vu bao hiém khi hd tro, gitap do
ho vé van d& céc chi phi boi thudng véi thiét hai ciia bén thir ba ra sao, lam thé nao dé

giam thiéu cac chi phi tén that.
4.3.6 Ky thudt dich vu

Két qua nghién ctru nay ciing chi ra rang, “K§ thuat dich vy” c¢6 anh huong tich
cuc toi sy hai long cta khach hang. Trong bao hiém TNDS chii xe co gidi d6i voi
nguoi thu ba, ddi tuong bao hiém khong dugc xac dinh trudc trong HDBH, chi khi nao
xay ra va cham c6 phat sinh 1i ctia chu xe d6i v6i thiét hai ctia bén thir ba thi khi d6
mai phat sinh su kién bao hiém. Vi vay, khac hang mua dich vy bao hiém nay rt can
su rd rang vé cac loi ich dugc hudng néu c6 trong tuong lai. Khong ai mong mudn
tham gia loai hinh bao hiém nay dé dugc hudng cac quyén loi bao hiém, va ho cang
khong mudn dong tién chi ra khong lam ho thoai mai. Do d6, cac mirc phi bao hiém,
han murc trach nhiém ciia nha bao hiém, cac diéu khoan pham vi phai hop 1y va chi
tiét, 1o rang. Pong thoi ngoai su chia sé vé tinh than thi viéc chia sé vé tai chinh ciing
c6 vai tro hét strc quan trong dé khuyén khich dong vién cac chii xe vugt qua kho khin
khi gay thiét hai, tai nan cho nguoi khac nén cac tha tuc hanh chinh cling nhu thoi gian
chd doi nhan bdi thuong tir cic DNBH dugce nhanh chong va gian tién s& 1am min
long khach hang hon.

4.3.7 D¢ tin cdy

Cac HDBH duoc thuc hién dya trén su thoa thuan, cam két trach nhiém gitra
ngudi tham gia bao hiém va DNBH. Dich vy BH 1a viéc cac DNBH thyc hién cac 10i
htra trong twong lai dua trén sy tin tudng cua khach hang. Pbi véi HDBH TNDS chu
xe co gi6i ddi voi nguoi thir ba 1a mot HDBH bat budc chu xe phai tham gia. Vi 1a
HDBH bit budc nén dich vu san pham bao hiém nay cang phai 1am cho khach hang tin
tudng hon. Cac chu xe co gidi rat hai long khi dich vu dugc thuyc hién ding ngay tu
lan dau véi sy chinh x4c, khong thiéu sét va co sy cam két vé thoi gian bdi thuong.
Céc thong tin phan hoi ciia khach hang vé dich vu bao hiém TNDS bat budc chii xe co
gidi la diéu kién va co hoi dé cac DNBH cai thién va nang cao dugc chét luong dich
vu san pham bao hiém nay. Hon nita, sy quan tim nay s& la ting long tin cua khach
hang dbi véi san pham ciing nhu di voi cac nha cung cdp dich vu bao hiém. Tir két
qua nghié ctru cling cho thiy nhan t6 “D6 tin cdy” c6 anh huong tich cuc téi su hai
10ng ctia khach hang. Diéu nay phu hop véi nghién ciru ciia Sayasonti (2004), Stafford
va cong sy (1998), Tsouskatos va cong su (2004), Ahmad&Sungip (2008), Myola
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(2014), Al qudah va cong su (2013), Khurana (2013), Kwadwo Duodu& Amankwah
(2011), Pham Thi Pinh va Nguyén Thanh Vinh (2015)
4.3.8 Cong nghé thong tin

Két qua nghién ctru cho thay, nhan t6 “Cong nghé thong tin” anh hudng téi sy
hai long dugc cac chu xe 0 td va chu xe may danh gia hoan toan khac nhau. Céac chu
xe 0 t0 cho rﬁng ho hai long vé yéu to “Cong nghé¢ thong tin” cua chit lugng dich vu,
con cht xe may thi cho rang yéu t6 nay khong anh huong dén sy hai long cua ho.

Ddi voi cac chi xe 6 O, viéc mua online bao hiém TNDS bit budc nay hay viéc
tim hiéu cu thé cac thong tin ndy trén cac trang Web clia cac nha cung cap san phdm bao
hiém nay 1a rat thiét thuc. Viée tiép nhan cac thong tin cu thé va chi tiét vé cac goi san
pham bao hiém TNDS chu xe tir nhan vién hay cac dai Iy khai thac bao hiém cua cac
DNBH ngay tai thoi diém mua c6 thé ddy du vao thoi diém d6 nhung c6 nhitng thong tin
ma sau ndy mdi phét sinh hodc nhitng van dé phat sinh riéng 1¢, ddc biét v6i nhimg tinh
hudng ma khi gip phai khach hang méi can tim hiéu thi viéc tham khao, tim hiéu va tu
vén, khiéu nai truc myén rat c6 y nghia véi ho, dac biét 1a trong thoi dai cude cach mang
cong nghé 4.0 hién nay. Hon nita, viéc mua bao hiém online ciing gitp cho khach hang
tién loi trong viéc can kip bd sung ngay mot GCNBH TNDS cho phwong tién khi
GCNBH cii d3 hét han ma khach hang khong thé mua ngay tai thoi diém d6 vi xe dang
lwu hanh.Va d6i voi 6 t6 1a phuong tién dé xay ra va cham véi muirc do rui ro va thiét hai
cao hon xe may, nén céac thu tuc yéu cau bodi thuong truc tuyén s& gitp cho khach hang
tiét kiém duoc nhiéu thoi gian va cong sirc cho cac thu tuc 1am truc tiép.

DPdi véi xe may, viéc mua mét GCNBH TNDS chii xe co gigi hoan toan dé
dang va sdn c6 moi lic, moi noi vi viy viéc mua BH truc tuyén hay viéc tham khao
nhiéu théng tin hon nita vé san pham bao hiém nay ciing nhu cac goi san pham bao
hiém TNDS ty nguyén khac khong qua quan trong ddi voi ho. Vi vy, két qua phan
tich tir dit liéu khao sat cac chu xe may khong cho thdy mdi quan hé giira “Cong nghé
thong tin” voi “Sy hai long cua khach hang”

Tuy nhién, yéu t6 “Cong nghé thong tin” van can duoc chli trong nham nang
cao CLDV ting sy hai 1ong cua khach hang. Diéu nay phu hop vdi nghién ciru cua
Choudhuri (2014),

4.4 Panh gia sy tic ddng clia cac yéu t6 nhan khau hoc téi sy hai 1ong cia
khach hang.

Céc kiém dinh ddi véi yéu t6 thudc dic diém nhan khau hoc ciia khach hang cho
théy c6 su khac biét vé SHL theo dic diém nhan khau hoc.
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Vé gidi tinh

Theo két qua diéu tra khao sat 530 chu xe 6 to va chi xe may, sy hai 1ong ¢ su
khac biét vé gidi tinh. Theo mAu khao sat thi chu xe 6 t6 14 nam cao gap 4 1an cha xe 6
t6 1a nir va chi xe may 13 nam cao gip 1.87 1an chu xe may 1a nit. Nhu vay, hdu hét cac
chru xe co giéi sé 1a nam gi6i. Hon nita, két qua phan tich dit liéu cho thay mic du ty 16
chil xe 1 nam gi6i cao nhung khong han sy hai 1ong nghiéng han vé mot giéi tinh va
gidng nhau cho ca hai cha xe 6 t6 va chi xe may. Cu thé chii xe 6 t6 1a nam thi hai long
cao hon chu xe 6 t6 1a nit (chu xe 0 t6 1a nam c6 gia tri trung binh 1a 4.032 con nit 1a
3.755), & phia d6i voi chu xe may thi chu xe 13 nit hai long nhiéu hon so véi chu xe 1a
nam (gi4 tri trung binh ctia nam chu may 1a 3.85 thdp hon gi trj trung binh ctia chu xe

may nir 1 4.22).

Phuong tién xe co gidi 1 6 t6 c6 mirc do nguy hiém cao hon so voi xe may, dong
thoi néu ¢ xay ra va cham thi mac do thiét hai cling nhu trach nhiém phat sinh ddi véi
thiét hai d6i v6i bén thi ba ciing c¢6 thé cao hon nhiéu 1an so mirc xe may. Nhirng chi xe
6 t6 12 nam hai 1ong hon so véi chu xe 6 t6 13 nit vi kha ning xir Iy van dé khi mua bao
hiém ciing nhu sy binh tinh va nhanh nhay hon khi giai quyét tai nan. Con déi véi chua
xe may thi mic d6 nguy hiém khong cao nhu 6 t6 va khi xay ra va cham thi nit gioi nhe
nhang va nhun nhudng hon khi giai quyét con nam gidi s& yéu cau cao hon do viy nén
nir gidi cam thay hai 1ong cao hon nam gidi.

Nhu vay, co thé kh'fmg dinh c6 sy phan biét vé sy hai long cua khach hang theo
gi6i tinh nhung khong thé két luan chung nam gidi hay nit gidi hai 1ong hon so véi gioi

tinh kia vi di€u nay con phu thudc vao ho 1a chu cua loai xe co gidi nao (6 to6 hay xe may).
Veé trinh do hoc vin

Két qua kiém dinh sy khéc biét vé& SHL cua khach hang theo trinh do hoc van 1a
khong thé khing dinh chung 14 c6 hay khong c¢6 su phan biét chung di voi cha xe co
gidi ndi chung; boi su hai 10ng theo trinh d6 hoc van c¢6 két qua khong gidng nhau dbi

v6i khach hang theo loai xe co gidi.

DPdi v6i cha xe 6 t6 thi co su khac biét trung binh (Mean) vé su hai long ¢ cac
trinh ¢ khac nhau va gitra cdc nhém c6 trinh d¢ khac nhau thi mtc hai long khach nhau
nhung murc hai long khong phai 1a nhitng khach hang c6 trinh d¢ cao thi hai long cao ma
nguoc lai nhom khach hang c6 trinh d6 tir thac si trd 1én c6 murc hai 10ng thap hon so
v6i cac nhom khach hang co mire trinh d6 con lai. Diéu nay co thé do nhitng nguoi co
trinh dd hoc van cao thi ho s& ¢ mong mubn va yéu cau cao hon dbi véi dich vu duoc

cung cap ve cach tiép can dich vy, vé trinh d6 chuyén mon va kha nang phuc vu cia doi
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ngil nha cung cip,vé cic diéu khoan cuia HPBH chua thoa mén hay vé cach thirc, quy

trinh cling nhu nhiing gi hoc c6 thé nhan dugc néu gép su co va cham.

Dbi v6i nhom khach hang 14 chu xe may, trong dit lidu diéu tra khong ¢ khach
hang nao co6 trinh d6 hoc vén 1a tién si, trinh d6 hoc van cao nhat 1a thac si. Tuy vay, thi
két qua phén tich dit liéu cho thdy khong c6 su khac biét vé sir hai 1ong gifta cc nhom
chi xe may c6 trinh d6 hoc van khac nhau. Thuc té cho thdy, phuong tién xe may c6
muc d6 rai ro, nguy hiém khong cao bé“mg 0 t0, viéc cac chu xe may mong doi ¢ dich vu
du la ¢ trinh d6 nao thi cling 1a nhu nhau nén khi két qua nhéan duogc da lam cho ho cam
nhan 14 gidng nhau. Vi vay nén khong c6 su khac biét giita cac nhoém chu xe may co

trinh d6 hoc van khac nhau.
Vé thu nhép

Theo két qua kiém dinh su khac biét vé sy hai long gitra cdc nhom c6 thu nhap
khac nhau khong du co s& dé khang dinh chung cho chil xe co gidi néi chung. Dbi véi
cac chu xe 0 t0 thi c6 sy khac bi¢t ro rang khi chu xe 6 t6 c6 thu nhap dudi 5 trd c6 muc
hai 1ong cao hon céac chi xe c6 muc thu nhap cao hon 5 trd. Con dbi voi chii xe mdy thi
khong c6 su khac biét gitta cac nhom thu nhap khéc nhau, diéu nay phi hop véi thyc té
vi day la san phém bao hiém bit budc nén mirc phi, cach tiép can, dich vu nhan duogc

khong cso su khac biét dbi v6i toan bd may no6i chung khong phan biét xe may loai nao.

KET LUAN CHUONG 4

O chuong nay trinh bay chi tiét két qua phan tich thong ké vé dic diém nhan
khéau hoc, dic diém mau diéu tra, danh gia cua khach hang vé chat lugng dich vy, su
hai 1ong va hanh vi mua trong bao hiém TNDS chii xe co gidi ddi voi ngudi thi ba
trén dia ban tinh Thanh Hoa. Duya trén dit li¢u thu thap, tic gid phan tich, danh gia do
tin cdy va kiém dinh céc thang do théng qua phuong phap Cronbach’s Alpha, EFA,
CFA, kiém dinh cac gia thuyét (SEM). Céc thang do qua phan tich déu dam bao do tin
cdy va dugc sir dung trong phan tich cdc mbi quan hé twong quan tac dong. Két qua
phan tich duoc trinh bay dudi dang bang-hinh vé cac méi quan hé giita cac bién doc
lap (Hinh anh cong ty, Kha ning dap ung, Nang luyc phuc vy, Kha ning tiép can dich
vy, Kha nang tu van, K¥ thuat dich vy, D9 tin cdy, Cong ngh¢ thong tin) toi bién phu
thudc (Su hai 1ong cua khach hang, Hanh vi mua bao hiém), bién kiém soat (Gi6i tinh,
Thu nhép va Trinh d6 hoc Vén) ti bién phu thude (Su hai long cia khach hang). Tu d6
cac két luan dugc rit ra. Céac giai phap va khuyén nghi va giéi han nghién ctru, huéng

nghién ctru tiép theo trong tuong lai sé duoc trinh bay & chuong tiép theo.
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CHUONG 5:

GIAI PHAP NANG CAO CHAT LUQNG DICH VU, TANG SU HAI
LONG CUA KHACH HANG TRONG BAO HIEM TRACH NHIEM DAN
SU CHU XE CO GIOI POI VOI NGUOI THU BA.

5.1 Pinh huéng phat trién thi trwomg bao hiém Viét Nam

Thi trudng bao hiém Viét Nam sau hon 20 nim hoat dong da khong ngimg cai
thién va phat trién ca vé quy md, sd luong DNBH, vé chat luong san pham va dich vu.
“Tinh d&én cubi nim 2018, thi truong bao hiém c6 64 cong ty bao hiém, trong d6 c6 30
cong ty bao hiém phi nhan tho, 18 cong ty bao hiém nhén tho, 2 cong ty tai bao hiém va
14 cong ty mdi gidi bao hiém; va 1 cong ty con bao hiém phi nhan tho nudc ngoai” [44].

Thi truong bao hiém niam 2018 tiép tuc dat mirc ting trudng cao. Udc tinh
doanh thu bao hiém quy IV tang 22% so vé6i cung ky niam trude, trong d6 doanh thu
phi bao hiém nhén tho ting 26%; bao hiém phi nhan tho ting 13%. Tinh chung ca nim
2018, doanh thu phi bao hiém toan thi trudng wdc tinh dat 133,7 nghin ty dong, ting
24% so voi nam trude, trong d6 bao hiém nhén tho dat 88 nghin ty dong, ting 32,8%
va bao hiém phi nhan tho dat 45,7 nghin ty dong, ting 9,9%. Nang luc tai chinh cta
cac doanh nghiép bao hiém tiép tuc ting truong 6n dinh. Tong tai san ctia cac doanh
nghiép bao hiém wdc tinh dat 384,2 nghin ty dong, ting 21,1% so voi nam trude; von
dau tu tro lai nén kinh té ciia cac doanh nghiép bao hiém dat 319,6 nghin ty dong, ting
29,5% (Tong cuc thong ke, 2018).

Theo s6 liéu cua Tong cuc Thong ké, 9 thang nim 2019 doanh thu phi bao
hiém toan thi trudong dat 109 871 ty ddéng udc tinh ting 20% so véi cung ky nim
2018, trong d6 doanh thu phi BHNT tang 22%, bao hiém phi nhan tho dat mtc 37
299 ty dong tang 12% [14].

Muc ti€u phat trién cua thi truong bao hiém Viét Nam dén nam 2020 la: Téng
doanh thu phi nganh bao hiém dat 3%-4%; Quy du phong nghiép vu dap tmg dugc chi
bdi thuong va tra tién bao hiém cho khich hang ting gip 4,5 lan va déng gdp ngan
sach nha nudc tang gap 4 1an so v6i nam 2010 (Thu tudng Chinh phii, 2012). Va trong
Dé 4n “Co cau lai thi trudng ching khoan va thi truong bao hiém dén nam 2020 va
dinh huéng dén nim 2025” da dwoc Thu tudng Chinh phii phé duyét ngay 28/02/2019
¢ dit ra muc tiéu cu thé cua thi truong bao hiém nhu sau: “Toc d6 tang truong binh
quan vé téng tai san, tong s tién dau tu, tong du phong nghiép vu, tong ngudn von

chu so hitu, téng doanh thu ting binh quan 20% dén nim 2020 va 15%/nim tir nim
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2021 dén nam 2025. Doanh thu phi bao hiém binh quan GDP dén nam 2020 t5i da 3%;
dén nam 2025 13 3,5%” (Thu tudng Chinh phu, 2019).

Tai Viét Nam, trong khi cac cong ty bao hiém nudc ngoai dang dan chiém linh
thi truong BHNT thi ddi véi thi truong bao hiém phi nhén tho, thi phan bao hiém lai

tap trung vao cac cong ty bao hiém trong nudc.

Thi phan phi bao hiém nhén the Thi phan phi bao hiém phi nhén the
m Bao Viet Life
H Dai-ichi Life = Bao Viét
5 = Prudential = PV]
8% n 1 0,
Manulife 34.1% = PTI
3.9% mAIA
. B Bao Minh
. B Generali
17.5% mPJICO
10.1% Chubb 16.5%
=MIC
MB Ageas
VBI
Hanwha 2.7%
3.6% 0 4
Aviva 0 1% Cong ty khac
: 7.6%
Cong ty khac

Hinh 5.1: Thi phan phi bio hiém
Nguon: StoxPlus (2018)

Khi canh tranh trd nén gay gat va cac yéu té méi trudng kinh doanh khac nghiét
hon thi méi quan tdm vé chat lwong dich vu cling ting 1én (Asubonteng va cong su,
1996). Yéu tb mang tinh chién lugc va thiét yéu cho su ton tai va thanh cong ciia moi
doanh nghi€p trong su canh tranh khéc liét hién nay chinh la chét lugng dich vu
(Parasuraman va cong su, 1985). Lewis va cong su (1994) da kham phé va xac dinh
réng cac nha cung cép dich vu ¢6 thé c¢6 dugc loi ich mong doi khi ho theo dudi chat
lugng dich vu. Cac td chtrc da nhan ra ra mot s 1oi ich tiém nang tur viéc trién khai cac
chuong trinh chat lwgng dich vu, bao gdbm nhu ting sy hai long cua khach hang, giir
chan khach hang, tao 10ng trung thanh cho khach hang, tich cyc truyén miéng, ting co
hoi ban chéo, tao phuc 19i cho nhan vién va cai tién hinh anh to chuc (Bassam&Shawi,
2011). Do vay chét lugng dich vu duge xem nhu 13 mot tiéu chuan xuat sic cho cac

yéu cdu cia khach hang va 1am khach hang hai long hon.

Hién nay, trén thi truong bao hiém Viét Nam cing véi strc ép tir qua trinh hoi
nhép kinh té qudc té cac doanh nghiép bao hiém rit kho khin trong viéc giit chan
khach hang cii, thu hiit khach hang tiém ning va gia ting thi phan cta minh trén thi

truong bao hiém. Tuy nhién, bao hiém TNDS chu xe co gidi ddi voi nguoi thir ba 1a
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mot nghiép vu khac véi cac nghiép vu bao hiém khac (¢ tinh phap 1y, hinh thic bao
hiém ca bét budc va tu nguyén, ddi tuong bao hiém triru tuong, muc do thiét hai va
cin ctr bdi thuong ...) nhung cac DNBH chua thuc su coi khach hang 13 trung tdm
trong hoat dong kinh doanh san pham bao hiém nay ciing nhu chua chu trong dén viéc
nang cao chat lugng dich vu dé duy tri lgi thé canh tranh bén viig. Chat luong dich vu
1a yéu t6 o vai tro quyét dinh ddi véi khach hang khi ho lya chon, quyét dinh va chu
dong tham gia bao hiém. Viéc nang cao chat lugng dich vy doi hoi cac DNBH phai
cung cap cho khach hang cac san pham bao hiém c6 chét lugng cao nhim théa man
nhu cau ngdy cang cao ciia khach hang tham gia bao hiém. Vi sy lya chon 16n hon va
nhan thire khach hang ngdy cang ting, sy mong doi ting theo va ho yéu cau dich vu
chat lugng t6t hon. Pap ting dugc mong doi ciia khach hang va ¢d gang lam hai long
khach hang chinh 1a chia khoa chinh m¢& canh cua thanh cong cho doanh nghiép
(Myola, 2014). Vi vay, viéc ning cao chét lugng dich vu bao hiém TNDS chu xe co
gidi dbi voi nguoi thir ba nhu mot giai phap, chién luge cua cic doanh nghiép bao

hiém, dong thoi thuc ddy ¥ thirc tham gia bao hiém cua cac chu xe co gidi.

5.2 Giai phap ning cao chat lwong dich vu, ting sw hai long va thic day
hanh vi mua trong biao hiém trach nhiém déin sy chi xe co giéi ddi véi
nguoi thu ba

Béo hiém TNDS chu xe co gioi ddi voi ngudi thir ba 13 mot nghiép vu bao hiém
bat budc d6i voi cac chit xe vi thé cac DNBH can phai biét chinh xac mirc do hai long
ctia ngudi mua bao hiém dé co cac chinh sach va chién lugc trong hoat dong kinh doanh
nghiép vu bao hiém nay dé san phim bao hiém nay trd thanh hitu hinh va viéc tham gia
bao hiém cuia cac chu xe 1 hoan toan tu nguyén theo ding quy dinh ciia Nha nudc dbi

v6i1 cac chu phuong tién xe co gioi, khong con c6 sy lo ngai hay ép budc nira...
5.2.1 Gidi phdp déi véi cic doanh nghiép bdo hiém
5.2.1.1 Chii trong céng tdc tw vin

Két qua phan tich (v6i dit liéu khao sat tir chii xe 6 t6 va chi xe may) cho thy
cong tac tu van vé dich vu bao hiém bat buoc TNDS chu xe co gioi ludn co tac dong
manh nhét t6i SHL cua khach hang. Cong tac tu van s& giup khach hang hiéu duoc 1y do,
muc dich cua viée cac chit XCG bét budc phai tham gia loai hinh bao hiém TNDS chu xe,
viéc mua bao hiém nay c6 thiét thuc hay khong, mirc phi bao hiém da thuc sy phu hop
chua, cac didu khoan, han murc trach nhiém va pham vi bao hiém ¢6 13 rang va tuong
xtng véi gia tri dong tién ma khach hang di bo ra khi tham gia bao hiém, cac mirc chi tra

c6 dam bdo chia sé voi kho khan tai chinh ma chu xe gép phai khi giy ra tai nan cho



119

nguoi khéac. Ngoai ra, khach hang c6 nén tham gia thém cic HDBH TNDS chu xe tu
nguyén khac khong. Tat ca cac diéu trén phuy thudc rat 1on vao cong tac tu van tir phia nha

cung cap dich vu bao hiém TNDS chu xe co gidi ddi véi nguoi thir ba.

Dé ning cao CLDV bao hiém TNDS chu xe co gidi dbi v6i nguoi thir ba, cac
DNBH can “Chii trong céng tdc twr van”. Vi bao hiém TNDS chi xe co gidi dbi voi
nguoi thir ba 1 mot nghiép vu bao hiém mang tinh bat budc ddi véi cac chu xe, nén
trach nhiém tu van san pham ctia nguoi cung cip san pham dich vu 1a rt quan trong.
Nhan duge tu van khach hang s& hiéu 5 duoc 1y do tai sao lai bét bude phai tham gia
loai hinh bao hiém nay va hiéu duoc tinh thiét thyc khi tham gia bao hiém TNDS chu
XCG. Tham gia bao hiém TNDS chu xe co gidi ddi voi ngudi thir ba, ngoai viée cac
chi XCG duoc chia sé kho khin vé tai chinh, dong vién vé tinh thin con mang tinh

chat nang cao y thtrc trach nhiém tham gia giao théng cua chu xe.

Trén thyc té, phan 16n chu xe may tham gia bao hiém bat budc chii xe co giGi
chi dé déi phoé voi viée kiém tra ctia canh sat giao thong ma chua thuc su théy duoc loi
ich cua viéc tham gia loai hinh bao hiém nay. Hon nira, viéc mua-ban san phé‘im bao
hiém nay ciing dugc thyc hién mot cach don gian, khéng mat qua nhiéu thoi gian cho
cac tha tuc ky két. Nguoi ban thi d& dang ban, con ngudi mua thi ciing d& dang mua.
Nguoi ban chi quan tim t&i viée ban duge bao nhiéu gidy chimg nhan bao hiém, con
ngudi mua thi khong quan tdm xem viéc gidy chimg nhan bao hiém ma minh da mua
thudc loai bao hiém nao, ty nguyén hay bat budc, co hop 1é hay khong hop 18. Nhiéu
chi xe may mua bao hiém bat bugc TNDS chi xe véi nhiéu muc dich dé d6i pho voéi
su kiém tra ctia cac co quan chirc nang. Hon nita, nhiéu khach hang mua bao hiém bat
budc TNDS chu xe khong quan tam dén san phém ho mua c6 dat chét lugng, c6 ding
v6i quy dinh hay khong va khi gip rui ro thi ho ¢6 dugc huong quyén loi bao hiém hay
khéng vi ho khong duoc ngudi ban tuw van mot cach cu thé. Ngudi ban cling chi mong
mudn dat duge loi ich trudc mat 1a ban duge san phém ma quén di trdch nhiém cua
nguoi cung cip san pham bao hiém. Trong mdi quan hé mua ban niy, ca hai bén déu
dat duoc mong mudn va loi ich trudc mat ma khong nhan ra duge nhitng hau qua va
nhiing thiét hai sau nay khi s¢ hitu va cung cap san pham bao hiém khong trung thuc.
Vi thé, tur van khi cung cap dich vu bao hiém bat budéc TNDS chi xe 1a trach nhiém
ctia nhan vién/dai 1y bao hiém khi ban bao hiém.

Khi tu van tot s& lam khach hang hai 10ng hon va hiéu rd duoc nhitng quyén loi
va trach nhiém cta ngudi tham gia loai bao hiém nay nhu thé ndo. Diéu nay s& tranh
dugc nhitng thac mac, khiéu nai khi cung cap HPBH; dong thoi ciing tranh dugc
nhiing tranh chép, kién tung hay cac khé khan khi giai quyét boi thuong dbi voi khach
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hang va DNBH. Hon nita, & dam bao cho minh va phuong tién ciing nhu nhiing trach
nhiém boi thuong, cac thiét hai phat sinh trach nhiém chu xe dbi véi bén thir ba ¢ thé
c¢6 khi c6 va cham giao thong xay ra thi v6i kha ning tu van tot, khach hang co thé
tham gia thém cac goi bao hiém TNDS tu nguyén khac. Bén canh viéc chao ban san
pham bao hiém TNDS bét budc chu xe co gi6i, cac nhan vién/dai 1y bao hiém c6 thé
gidi thiéu, tr van thém cho khach hang cac goi san phim bao hiém TNDS chu xe co
gidi tién ich khac.

Khi khai thac thi truong, yéu ciu cac khai thac vién phai hiéu, phan tich va giai
thich ddy du cho khach hang hiéu duoc pham vi bao hiém cuia HDBH. Dong thoi ciing
n6i & cho khach hang hiéu duoc cac nguyén tic khi tham gia bao hiém ciing nhu cac
quyén lgi va trach nhiém ma khach hang phai thyc hién khi c6 va cham xe co gidi xay
ra. Tat ca cac van dé phai duoc thong tin rd rang, cac diéu khoan phai dugc thoa thuan
ky ludng va chi tiét true khi ky két HPBH, tranh tinh trang khach hang khong hiéu
hodc hiéu khong k¥ cac diéu khoan cua HPBH va giy khic mic voi nha cung cp,
khong hai long dic biét khi giai quyét bdi thuong néu co sy ¢d bao hiém xay ra. Tu
van dé san phém bao hiém bt budc TNDS chi XCG tré thanh hitu hinh, tu van dé cac
chu xe hai long va ty nguyén, tu gidc tham gia bao hiém hon.

5.2.1.2. Ndng cao nang luc phuc vu, trinh do chuyén mon cua nhdn vién/dai ly
bdo hiém

Tir két qua phan tich dir liéu so cép cho thdy, nhom nhéan té “Kha ning dap
mg” va “nang lyc phuc vu cta nhan vién/dia 1y bao hiém” ¢ tac dong manh & vi tri
thir ba va thtr tu trong tong sd tim nhan t& CLDV t6i sy hai 1ong cta cac cha xe 6 to
va chii xe may. Khach hang mong doi va ky vong vao viéc liéu khi khach hang cin mua
béo hiém hay thic méc, can su gitip do thi c6 nhan dugc sy an can, nhiét tinh va kha nang
sdn sang phuc vu cta nhan vién hay khong va nhan vién c6 du trinh d6 dé giup khach
hang thoa man duoc nhitng diéu can biét hay khong. Cac HDBH ma nhén vién/dai 1y
cung cip co thiéu sot gi khong, c6 dam béo tin cay déi v6i khach hang. Vi vay, niang luc
phuc vu va trinh do chuyén mén ciia nhan vién/dai 1y bao hiém 1a rat can thiét va quan
trong khi thyuc hién kinh doanh bao hiém.

San pham bao hiém TNDS chu xe co gi6i ddi véi ngudi thir ba 1a mot san pham
bao hiém bat budc ddi v6i cac chu xe co gii. Mit khac, san pham bao hiém nay ciing
gidng nhu cac san pham bao hiém phi nhan tho khic 13 nguoi tham gia “chi trudc-
hudong sau”. Néu trong qua trinh thoi han cia HPBH khéng phét sinh sy kién bao

hiém thi chu xe co gi¢i khong dugce nhan lai muc phi. Vi vy, dé nang cao chat luong
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dich vu bao hiém nay nang lyc phuc vu ctia nhan vién/dai 1y bao hiém 1a rat quan
trong. Nang luc phuc vu cua nhan vién khong chi & khau khai thac ma ca & ca trong
khau giam dinh va bdi thuong ton that. Khi khai thac, doi hoi cac nhan vién/dai 1y khai
thac bao hiém phai nam viing nghiép vu bao hiém, c6 kha ning thich (mg va xtr 1y tinh
huéng nhanh dé dam bao san pham bao hiém TNDS chu xe co gidi toi duge vi mdi
chu xe. Sy tiép don khéch nhiét tinh, chu ddo cung véi trang phuc lich su va cach thuc
cung cap dich vu nhanh chong nham tao sy hai long cho khich hang. Can tao cho

khach hang cam nhan quyén loi cia minh da duoc quan tam tdi da.

Nang luc phuc vu va trinh d§ chuyén moén ctia nhan vién thé hién & cach giai
quyét van dé khi khach hang thic mic, khiéu nai duoc giai dap nhanh, thoa dang, dugc
giai thich k¥ cang va rd rang, chinh xac va hop 1y; tranh tinh trang tra 10i 4p ung, noi
vong vo, khong tra 161 vao trong tdm yéu cau ctia khach hang hodc thiéu nhiét tinh,
khong san sang giup d& khach hang khi can. Dé dap tmg va dam bao dugc cac yéu cau
cua khach hang, lam khach hang hai 1ong ddi véi ning luc phuc vu va trinh d6 chuyén
mon ctia nhan vién, cac DNBH can cha trong tdi cong tac tuyén dung ciing nhu dao
tao va dao tao lai. Cac DNBH can c6 chinh sach va ké hoach tuyén dung cac vi tri
cong viée vai cac tidu chi cu thé dé dam bao dung nguoi dung viée.
5.2.1.3 Pdy manh céng tdc tuyén truyén

Tai Viét Nam, nguoi dan thyc sy chua c6 thoi quen tham gia bao hiém noi
chung va tu gidc, tu nguyén tham gia bao hiém bit buoc TNDS chu xe co gi6i noi
riéng. Tir két qua phan tich cho thay ty 1& cac chii xe co gidi tham gia bao hiém bét
budc TNDS chi xe “khong lién tuc” theo mau khao sat dang con & mirc cao (36.6%
d6i voi chu xe 6 6 va 41.0% d6i voi chil xe may); dong thoi Iy do tham gia bao hiém
bat budc TNDS chil xe khong hoan toan 1a chip hanh phap luat va dé phong rii ro tai
nan ma con c6 mot nguyén nhan khac nira 1a dé ddi pho véi co quan chire niang (theo
mau khao sat ty 18 nay doi véi chii xe may 13 41.9% va chu xe 6 t6 1a 3.4%). Mic du
cac DNBH lu6n linh hoat gio lam viéc dé thuan tién cho khach hang; déng thoi cac
chu xe co gidi co thé dé dang mua duoc san phidm bao hiém béit buéc TNDS chu xe
tai nhiéu noi véi thoi gian thuan tién nhung cac DNBH da thuc sy chu trong déy
manh cong tac tuyén truyén dé thuc ddy tinh tu nguyén, tuw giac tham gia bao hiém
bat budc TNDS chu xe cta cac chi XCG chua, cac hinh thirc tuyén truyén néu cé thi
da duge thuc hién nhu thé nao va cong tac thuc hién c6 dem lai hi¢u qua dé viéc
tham gia bao hiém bét budc TNDS chu xe ludn 1a viéc can 1am d6i véi tat ca cac cha
XCG chua. Piéu nay hoan toan phu thudc vao “Céng tdc tuyén truyén” cuia DNBH

no6i chung va cua céc co quan to chirc, ban nganh lién quan dé viéc tham gia bao
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hiém TNDS chu xe co gi6i d6i véi nguoi thi ba trd thanh didu cac cha XCG nén lam

va san sang thuc hién.

Dé nang cao chat luong dich vy, 1am hai 10ng khach hang va thic ddy hanh vi
mua cac DNBH can ddy manh cong tac tuyén truyén, quang cdo 1am gia ting strc hut,
su quan tdm cua khach hang voi nghiép vu bao hiém TNDS chu xe co gi6i d6i véi
nguoi thir ba. Bén canh, viéc tuyén truyén thong tin vé san pham bao hiém TNDS chii
xe co gidi dbi voi nguoi thir ba bang cac hinh thirc va phuong tién truyén thong truyén
thdng (nhu treo cac biang ron, cac ap phich, khau hiéu, qua loa, dai, bdo chi ...), c6 thé
trich kinh phi tir cic quy du phong nghiép vu hoidc tir quy chi quang co, hoi nghi dé
phéi hop voi cac ban nganh, céac t6 chirc co quan cac cép tai cac khu vuc (dac biét
nhiing khu vuc mién nai, cac khu vuc xa trung tdm huyén, thi, thanh phé) dé td chire
cac cudc hoi thao, hdi nghi tu van truc tiép, tai chd cho cac khach hang dang va s& sir
dung phuong tién xe co gidi trong twong lai. Pidu nay vira nhim quang ba truyén
thong cho hinh anh ciia cong ty bao hiém, vira nang cao y thirc, trach nhiém tham gia
bao hiém cua cac chi xe co gidi.

Ngoai ra, mdi DNBH c¢6 thé str dung cac hinh thirc khuyén mai dbi véi cac
khach hang truyén thong, Khach hang lau nam, cic khach hang 16n ciia doanh nghiép
minh nhu ting qua, gidm phi ... Cac DNBH hang nidm ciing nén trich 1ap quy dé c6 thé
t6 churc cong tac boi thuong truc tiép tai noi khach hang duoc hudng quyén loi bao
hiém (dic biét 13 nhitng noi, khu vuc c6 sé lwong phuong tién tham gia bao hiém
TNDS chii xe it) dé vira 13 tran trong, quan tdm t&i khach hang vira 13 hinh thuc
khuyén khich, ting hanh vi mua cho cac chii phuong tién xe co gidi khac.
5.2.1.4 Pa dang héa cac kénh phan phéi san pham

Bao hiém TNDS chi xe co gidi dbi v6i ngudi thi ba 13 san phim bao hiém bit
budc ddi v6i tat ca cac chu xe co gidi, vi vay khach hang rdt mong muén thudn tién
trong viéc mua bao hiém va lidu cac nha cung cdp dich vu BH c6 dap tng dugc nhu
cau mong mudn nay cua khach hang hay khong, c6 nhiéu DNBH cung cap dich vu bao
hiém TNDS chu xe khong, nhimg DNBH nao duoc phép trién khai va cach thic trién
khai, khai thac thong qua nhiing hinh thirc/kénh ban hang nao.

Trong cong cudc cach mang 4.0 va trong chién luge phat trién thi trudng bao
hiém theo dé an “Co céu lai thi truong ching khoan va thi trudng bao hiém dén nim
2020 va dinh huéng dén nim 2025, Thu tuéng Chinh phu d3 yéu cdu cin co giai phap
“Phat trién va chuyén nghiép héa cac kénh phan phdi bao hiém” dé “phuc vy tét nhat

bén mua bdo hiém, tao di€u ki¢n cho khach hang ti€p can bado hi€ém mot cach dé dang,
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chuyen nghiép nhat” (Thi tuéng Chinh phii, 2019). Vi vy, dé nang cao chit luong
dich vu tang sy hai long cho khach hang va thic diy hanh vi mua trong bao hiém
TNDS chu xe co gidi ddi v6i nguoi thir ba, cac DNBH cin “Pa dang héa cdc kénh
phan phéi san pham”

Ngoai cac kénh phan phdi san phdm bao hiém TNDS bt budc chu xe co gidi
mang tinh truyén théng nhu (Thong qua cic diém ban xang dau, Qua co quan ding
kiém, mua tai cong ty ...) cic DNBH nén day manh cac hinh thirc ban hang online d6i
v6i san phdm bao hiém nay. Viéc ban san pham bao hiém bang hinh thirc trwe tuyén
nhim tiép can tdt hon vdi cac khach hang tiém ning khac khi ho qua ban, khong co
thoi gian va khong c6 diéu kién tham gia bao hiém thong qua cac kénh ban hang mic
dinh cua cac DNBH.

DPong thoi, phét trién hon nita hinh thirc ban hang thong qua hé thong ngan
hang va cac t6 chirc tai chinh trung gian. Cac DNBH can c6 mét chién luge phdi hop
chit ch& va xtc tién cac mbi quan hé voi cac ngan hang thuong mai va céc to chue tai
chinh trung gian dé c6 thém nhiéu khach hang méi, vi ¢6 rat nhiéu khach hang vay vén
tai cac to chirc ndy dé mua phuong tién xe co gidi. Néu ndm bit dugc co hdi nay thi ho

s& tro thanh cac khach hang bao hiém.

Ddi v6i cac DNBH truc thude ngan hang (MIC, BHS, BIC, ABIC, ...), hoac la
DNBH thudc hé théng linh vuc dic thu (PVIC, PJICO), hay 1a DNBH thudc hé théng
bao hiém kinh doanh ca linh vuc BH PNT va BHNT (Béo Viét)... thi nén str dung hinh

thirc ban chéo san pham bao hiém.

Hon nita, cic DNBH ciing can tao mdi quan hé thuong xuyén va bén vimng ddi
v6i cac hing san xuat va kinh doanh ban cac phuong tién xe co gigi nhu TOYOTA,
HYUNDAI, MAZDA, THACO, ... cac showroom 0 t0, cac co s kinh doanh ban xe
may, vi ddy 13 nhiing thi truong tiém ning cta bao hiém TNDS bat budc chii xe. Khi
khach hang mua xe, cac DNBH c6 thé gianh wu dai cho khach hang.

5.2.1.5 Phat trién bg phdn cham séc khdach hang

San pham bao hiém bat bugc TNDS chil xe 1a mot san pham triru twong va co
dich vu dac biét nén hoat dong cham soc khach hang rat duge khach hang quan tam.
Khach hang luén mong mudn va ky vong vao cac hanh dong thyc té ciia nha cung cép
dich vy bao hiém dé khach hang hiéu rd hon vé dich vu, dé san pham bao hiém bat
budc TNDS chu xe hién hitu hon, cu thé va rd nét hon va dé khach hang théy duoc

rang viéc st dung dich vu bao hiém nay la ding va dugc quan tdm. Vi vay, can c6 giai
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phap “Phat trién b phin cham séc khach hang” dé ning cao chat lugng san pham bao

hiém bét budc TNDS chil xe co gidi va lam ting su hai long cho cac chu xe.

Mdi DNBH céan c¢6 mot bd phan cham s6c¢ khach hang chuyén biét. BO phan
cham soc khéach hang cia DNBH la thyc hién viéc theo doi, giam sat cac HDBH da
cung cip. Viéc theo ddi, giam sat cia bd phan chim soc khach hang 13 viéc theo ddi
thoi han cia cac HPDBH da ky két. Viéc theo ddi nay phai dugc thuc hién trén phén
mém quan 1y cic HDBH. B phan nay sé& lién lac, thong bao véi khach hang khi HDBH
cua ho sép hét han. B&i c6 nhiéu chu xe, dic biét 1a cac chu xe may sau khi tham gia bao
hiém TNDS chu xe, mot sb nguoi co thé dé cac GCNBH vao mot noi nao dé va quén di
trong mot thoi gian dai. Vi vay, viéc nhic nhd ctia nhin vién cham soc khach hang cua
DNBH s& nhic nhd ho nhé va thudng xuyén tham gia bao hiém hon.

DPong thoi, d6i v6i cac khach hang 16n c6 nhiéu HDBH thi viéc theo ddi cac
thong tin vé cac khach hang nay rat quan trong d6i véi hoat dong kinh doanh bao hiém
ctia cac DNBH. Pic biét 1a nhitng cong ty, doanh nghiép c6 kinh doanh vén chuyén
hanh khach, ho c6 s luong xe co gidi 1on va khi ho kinh doanh van hanh thém méot

phuong tién co gidi diéu d6 rat co ¥ nghia ddi véi viée khai thac HDBH cia DNBH.

B6 phan chiam soc khach hang 1a noi khach hang c6 thé sé goi dién thoai dé tur
van, thic méc, khiéu nai, vi vay thai d6 phai hét stc nhe nhang, vui vé khi tiép nhan

thong tin hay phan hoi, giai dap thong tin t6i khach hang.
5.2.1.6 Thuc hién tot cong tac giam dinh-boi thuong.

Tham gia bao hiém 13 hinh thirc khach hang chuyén giao mot phan hoic toan b
riii ro ¢6 thé gap trong tuong lai cho nha bao hiém. Vi vdy, néu khong may xay ra va
cham, cac chu xe co gioi rat mong nhan dugc su hd trg trong viée xac minh, xac dinh
ton that va trach nhiém bdi thuong cua ho ddi véi cac thiét hai ma ho gay ra kip thoi
va dung luc. Ho ky vong vao cac hoat dong xur 1y cong viéc gidm dinh ctia nha bao
hiém dam bao chinh x4c, cong bang va hop 1y. Va ho ciing ky vong vao cac chinh sach
chi tra bdi thuong ctia nha bao hiém cé nhanh chéng, ding mirc d6 va dung trach

nhi¢m hay khong.

Cong tac GP&BT 1a mot cong doan rat phirc tap, doi hoi chuyén mon sau va
lam viéc cing thing dé dap ung kip thoi nhu cau giam dinh va bdi thuong cho khach
hang. Trong qué trinh GD&BT viéc thu thap hd so ching tir con dugce tién hanh cham.
D6i khi giam dinh vién giai thich hodc tw van khong 16 rang cho cac cha xe dé ho biét
va hiéu nhitng cong viéc phai 1am. Do d6 1am cho cac chi xe phai di lai nhiéu 1an ma

van khong hoan thién durgc ho so bdi thuong. Chinh vi vy gy cam giac chan nan cho
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khach hang va sy khong hai 1ong. Hon nita, cic DNBH nén b6 tri hop 1y can bo
chuyén trach cac mang viéc dé tranh cac cong viéc chong chéo nhu mot so can bd
giam dinh phai ki€ém nhiém ca cong tac khai thac.

Giam dinh 13 viéc lam hét sirc can thiét khi co t6n that xay ra, né mang lai loi
ich vé mat kinh té cho ca hai phia (khach hang va nha bao hiém) va loi ich xa hoi. Khi
cong tac giam dinh kip thoi chac chan, chinh xac s& gitip cho cong tic bdi thuong
nhanh, diing du va chinh xac. Do vay, cac Cong ty bao hiém can lam t6t cong tac giam
dinh. Diéu nay s& lam giam nhing hién tuong truc loi cling nhw giam céc chi phi giam

dinh va nhu vay khoang céach giita doanh thu phi va chi boi thuong cach biét xa.

Céc DNBH ting cuong doi ngii giam dinh vién; bd tri ddy da va hop 1y nhan
vién giam dinh tai cac khu vuc khac nhau trén dia ban toan tinh dé kip thot xur 1y

nhiing vu va cham phat sinh.

Nhirng nhan vién gidm dinh phai nhiét tinh, c6 du trinh d¢ chuyén moén va kinh
nghiém khi thyc hién gidm dinh. Diéu nay rat quan trong vi cong tac giam dinh c6
chinh x4c thi cong tac bdi thudng méi diing, mirc bdi thuong cho khach hang méi hop
Iy va lam hai long khach hang. Dé giam dinh chinh xac vé chuyén mén ngoai viéc
thuong xuyén dao tao tai chd/hodc cir di hoc, dao tao ra doi hoi mdi can b giam dinh
phai ty minh duc rat kinh nghiém va c6 tinh than hoc hoi dé trau doi thém kinh nghiém
cho chinh minh. Cac tinh huéng va cham giao théng, cac mirc do thiét hai ciia mdi vu
tai nan ciing hoan toan khac nhau, vi thé doi hoi cac nhan vién giam dinh phai hét sirc
nhiét tinh (khi dugc thong bao co tai nan can c6 mat ngay tai hién truong dé hd tro,
gitip d& khach hang ctia minh vé tinh than cling nhu giam thiéu ton that), c6 chuyén
mon va kinh nghiém dé tu van, xac dinh chinh xac nguyén nhan, hau qua cua thiét hai,

lam cac van ban can thiét ...

Nhan vién giam dinh phai ludn rén luyén tinh than, thai do, tic phong va dao
dtc nghé nghiép. Khi giam dinh, bén canh chuyén mon cac nhan vién gidm dinh phai
hét sirc binh tinh khi xu Iy cong viée, lam viéc than trong, nhe nhang gidi thich cho
khéach hang va dac biét 1a lam viéc theo dung chirc trach cia minh, tranh thai o sach
nhiu d6i v6i khach hang va tuyét d6i khong duoc tu van sai cling nhu théng dong voi
khach hang d¢ hudng tu 1gi ca nhan. Nhanh tri xir Iy cdc van dé phat sinh khi dén hién
truong tai nan.

B6 phan GD&BT cua mdi DNBH can tranh dé tinh trang ton dong ho so, thudn
xuyén tién hanh xem xét va gidi quyét cac hd so mot cach nhanh chéng va tuan tu,

tranh truong hop nham 1an, bi bo x6t hay t6n dong lau lam anh hudng t6i uy tin cta
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cong ty. Khach hang khi gip tai nan thi diéu mong mudn nhét d6 1a duogc sy chia sé rui
ro ctia cac Cong ty bao hiém. Do d6 néu dé ho so ton dong va sai sot s& rat mat long
tin ctia khach hang vé cong ty. Trong khi tién hanh boi thudng, néu ho so yéu cau cta
khach hang chua hoan thién vé thi tuc, vé gidy to hodc ciing ¢ thé vi mot 1y do khac
nhu tai nan xdy ra & mdt dia phan tinh khac hoac Cong ty nho gidm dinh ma chua cé
két qua nho giam dinh, hay cé nhiing truong hop 1ai xe khong cé gidy phép lai xe khi
dang diéu khién xe vi gidy phép dang bi tam giit ... Trong nhimng truong hop nhu vay
thi can bo boi thuong co thé tu van cho khach hang nhim hoan thién hd so dé viéc bdi
thuong dugc nhanh nhat.
5.2.1.7 Co6 chinh sach phan khuc thi truwong khdach hang

Bao hiém TNDS chii xe co gidi ddi v6i ngudi thir ba 1a mot bao hiém bét budc
ctia Nha nudc d6i véi tat ca cac chil xe co gidi 1 mot thuan lgi cho hoat dong kinh
doanh nghiép vu bao hiém nay cua cac DNBH. Tuy nhién, cac DNBH chua that su
chu trong tdi viée phan khic thi truong khach hang dé lam tang hiéu qua kinh doanh.

Tir két qua phan tich dit liéu khao sat vé dic diém nhan khau hoc cho thiy
nhitng nhom khach hang & céc trinh d hoc van khac nhau, muc thu nhép khac nhau, do
tudi khac nhau c6 nhu cau va ky vong vao dich vu khac nhau va mirc d¢ nhan thirc cling
c6 thé khac nhau. Di voi phuong tién xe 6 t6, nam gidi c6 mirc hai 10ng cao hon nit
gidi va khach hang c6 trinh d6 hoc van cao ciing ¢6 muc hai long cao hon véi khach
hang ¢ trinh d6 hoc véan thdp hon. Vi thé can tip trung va cé nhimng chinh sach phu
hop nham thuc day hanh vi mua ctia nhimg khach hang niy cing voi nhitng san pham

bao hiém TNDS chu xe co gidi ty nguyén khac.

Bén canh do, tir nhitng thong tin cd nhan cua nhiing khach hang dugc khao sat
cho thay muc dich va mtrc d sir dung phuong tién xe co gidi cling c6 sy chénh 1éch
khé 16n gifra cadc muc dich sur dung khac nhau va gitra cac mirc 6 st dung phuong tién
khac nhau. Dbi véi phuong tién xe co gidi 1a xe 6 to duoc str dung véi muc dich gia
dinh chiém ty trong 16n nhat; day chinh 1a ngudn thu tiém nang vé doanh thu phi bao
hiém vi ho 13 nhiing khach hang dé tdm hon t&i sy an toan, khi diéu khién phuong tién
than trong hon va thuong xay ra va cham khong 16n nén can phéi hop véi bo phan
cham séc khach hang dé thong bao kip thoi téi chi xe khi HPBH hét han. Cac phuong
tién xe 0 to6 dugc su dung voi muc dich kinh doanh chiém ty trong ¢ vi tri thu hai; cac
phuong tién nay tan suat xdy ra rai ro va cham s& nhiéu hon so v6i cac myc dich st
dung khéc vi ho s& phai luu hanh nhiéu hon; tuy nhién chil xe 6 to nay lai luén quan
tam toi GCNBH bat buoc TNDS chua xe vi ho di chuyén nhiéu nén kha ning tai tuc
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HPBH cua ho sé& cao. Ddi véi cac chi phuong tién xe may, cac DNBH d3 bo qua khiic
thi trudng nay cho doanh thu phi BH bat budc TNDS chu xe may bi that thu 16n, vi rat
nhiéu chi xe may khong tham gia bao hiém TNDS chu xe co gidi d6i véi ngudi thir ba
(Ty 1¢ tham gia bao hiém khong lién tuc chiém téi 41.0% cua mau khao sat); hon nita
mirc d6 thiét hai, t6n that do va cham xe may xay ra khong qua 16n nén day sé 1a mang
thi tredng tiém ning. Do vy, cac DNBH can chi trong hon nita vao méng thi trudng

bao hiém TNDS chu xe may dé ting truong
5.2.2 Gidi phdp déi véi cic co quan qudn Iy
5.2.2.1 Hoan thién chinh sach vé bao hiém

Bao hiém TNDS chu xe co gidi ddi v6i ngudi thir ba duge Chinh phii ban hanh
Nghi dinh s6 115/1997/ND-CP va c6 hiéu lyc tir ngay 17/12/1997. Tuy nhién, viéc
thuc hién nghiép vu bao hiém niy lai c¢6 rat nhiéu thong tu, Nghi dinh huéng dan:
Nghi dinh 103/2008/ND-CP vé “Bao hiém bat budc trach nhiém dan sy cta chi xe co
gi61” va thong tu 126/2008/TT-BTC ngay 22/12/2008, thong tu 151/2012/TT-BTC
ngay 12/9/2012 va thong tu 43/2014/TT-BTC ngay 11/4/2014 cta B¢ Tai chinh va TT
s6 22/2016/TT-BTC ngay 16/2/2016 “Quy dinh vé quy tic, diéu khoan, biéu phi va
muc trach nhiém bao hiém bét budc trach nhiém dan sy cta cha xe co gidi”. Vi vay,
Chinh phu va B¢ Tai chinh can c6 mot chinh sich bao hiém TNDS chu xe co gidi
théng nhét, cu thé va hoan chinh hon dé DNBH va cac chu xe thuc hién tdt hon. (VD:
Khong c6 diéu khoan trong quy dinh ghi phuong tién 6 t6 hét han dang kiém, chua di
dang kiém lai ma gdy ra tai nan thi DNBH c6 trach nhiém bdi thuong hay khong?
Thuc té trong truong hop nay cac DNBH van phai tién hanh cac quy trinh giam dinh
va boi thuong binh thudng)

5.2.2.2 Sira d6i, b6 sung va ndng mirc trach nhiém trong bdo hiém bdt budc

trach nhiém dan sw chu xe co gioi

Biéu phi bao hiém bét buoc TNDS chu xe co gidi duoc quy dinh theo Thong tu
s6 22/2016/TT-BTC quy dinh “Mtic trach nhiém ddi v6i bén thir ba vé ngudi: 100
trd/1 ngudi/1 vu (d6i v6i ca 6 t6 va xe may)”. Tuy nhién, ddi v6i cac thiét hai vé nguoi
thi muc chi tra, hd tro cia DNBH cho chu xe khi khic phuc cac thi¢t hai vé nguoi chi
hop 1y ddi véi cac trach nhiém phat sinh khi nan nhan tir vong trong thdi gian ngin,
con d6i véi cac nan nhéan tr vong sau thoi gian diéu tri dai ngay hodc bi thuong tat
toan bo vinh vién thi cac khoan chi tra cho trach nhiém gay thiét hai ciia chu xe s& 16n

hon rat nhiéu 1an. V&i mirc bdi thudng 100trd/1 nguoi/l vu chwa phai 1a mirc hop 1y.
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B Tai chinh can dé xuat nang cao han muc trach nhiém vé nguoi dé phu hop voi thu

nhép ngay cang tang hién nay.

5.2.2.3 Tao hanh lang phdp 1y 6n dinh va ré rang trong hoat déng kinh doanh
bdo hiém

Hién nay, trén thi trudng vin dang dién ra tinh trang ban tran lan bao hiém
TNDS chii xe co gi6i dbi v6i nguoi thir ba cho chil xe co gidi. Didu nay di gy anh
huéng dén tim 1y hoang mang cho khach hang tham gia bao hiém ciling nhu anh
hudng dén uy tin va hiéu qua hoat dong kinh doanh ctia cac DNBH. Vi c6 rat nhiéu
diém ban bao hiém (ban tai noi ¢ cua ngudi ban, ban doc dudng giao thong ... dac biét
ddi v6i cac GCNBH cho xe may), mot mat tao sy thuan ti€n cho viéc mua bao hiém
cho céc chu xe nhung bén canh dé, cling gy nén su thic mic, lo lang cua khach hang
khi khong biét chic ring liéu noi ban bao hiém c6 du diéu kién dé ban, GCNBH da
mua tai nhirng noi ban d6 c6 hop 1é hay khong. Mit khac, nhiéu chi xe khong nim rd
dugce mirc phi theo quy dinh cta phap luat nén c6 thé mua bao hiém véi mirc phi bao

hiém thép hon so véi quy dinh vi ho dugce chao mua.

Theo quy dinh ctia Cuc quan 1y giam sat bao hiém (thudc B tai chinh) dbi véi
truong hop mua - ban bao hiém bit budc v6i mie gia quy dinh ciia BO Tai chinh, khi
phat sinh riii ro, quyén loi ctia ngudi mua bao hiém vin khong bi anh hudng vi day 1a
san pham do phap luat quy dinh t6 chirc nén cac doanh nghiép bao hiém phai tuan thu,
bdi thudng ding mirc. Cac hop dong bao hiém bat bude hop 18 1a cac hop dong do cac
doanh nghiép bao hiém, cong ty bao hiém dugc Nha nudc cho phép hoat dong cung

cap san pham bao hiém.

Vi véy, néu chii phwong tién mua phai gidy ching nhan khong hop 18, khi xay
ra va cham thiét hai sé khong dugc nha bao hiém chéip nhéan thanh toan boi thuong.
Hoic c6 nhitng 4n chi bao hiém cia mot s6 cong ty khong con gia tri hién hanh vi mot
s6 4n chi d6 di cil va bi loai bo tir 1au nhung nhitng noi ban bao hiém khong dang tin
cdy van ban. Ngudi ban sau khi ban duoc nhitng loai gidy chting nhan khong dung quy
dinh thi doanh thu phi s€ thudc hoan toan vé ho, vi ho khong phai 1a dai 1y chinh thirc
clia cac cong ty bao hiém nén ho khéng phai nop lai phi. Con ngudi mua, ho phai bo
chi phi ra mua 1iy san pham khong co6 gia tri hodc gia tri khong ding. Nhu vy, ngudi
chiu thié€t va 1a ngudi bi hai trong qua trinh trao doi nay chinh la khach hang

Ngoai ra, c¢6 nhiéu kénh phan phdi san pham BH khong do chinh cac DNBH
hay céc dai ly truc thuoc cac DNBH cung cép ma ¢6 nhiéu diém ban BH tu phat, tu

dung khong chiu sy giam sat, quan 1y cua bat ky mot doanh nghiép bao hiém nao, nén
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cac GCNBH do cac dia diém nay cap déu khong hop 18. Do vdy, di tac dong dén tam
ly mua bao hiém TNDS ctia khach hang. Khach hang e ngai vé tinh xac thyc ctia hop
ddng bao hiém TNDS; dong thoi sy tin twong ciia khach hang vao tinh hiéu lyc cia hop
dong ciing nhu sy cam két chia sé ton that khi rui ro xay ra ctia nha hiém ddi véi ho bi
lung lay khi ho khong may mua phai san phim bao hiém khong c6 gia tri. Nhing hé luy
nay da din dén ty 16 nguoi tham gia bao hiém thap

Trude tinh trang thuc té mirc phi bao hiém TNDS chu xe co gidi dugc cung cap
b6i nhitng c4 nhan, co s¢ khong c6 uy tin, do tin cy thdp v6i mirc gia thip hon so véi
quy dinh cta B tai chinh; hinh 4nh ctia cdc cong ty bao hiém bi anh huéng khi bi
nhing noi cung cip dich vu bao hiém gia loi dung véi hinh thirc “treo dau dé, ban thit
chd” va su an toan, loi ich cia khach hang bi Itra ddi nén. Pé khic phuc va tranh tinh

trang trén, tao niém tin cho khach hang can thuc hién cac bién phap:

+ Nha nudc nén st dung cac cong cu phap 1y mot cach co hiéu qua nham han
ché t6i da su canh tranh khong lanh manh, tranh dé tinh trang cac DNBH sur dung cac
yéu t6 phi k¥ thuat (giam phi khong lanh manh, quang céo phi thyc té ...) dé dam bao

mot moi trudong kinh doanh bao hiém thuan loi

+ Cuc giam sat bao hiém sat sao hon, giam sat chat ché hon hoat dong kinh

doanh cuia cac cong ty bao hiém, dai Iy bao hiém va cac diém ban bao hiém

+ V& ban than, cic cong ty bao hiém phai kiém soat chat ché duoc sb lugng cac
dai 1y, cac diém ban bao hiém tryc thudc sy quan 1y ctia cong ty; dong thoi cling quan
Iy chat s6 lugng 4n chi bao hiém TNDS chii xe co gi6i phat hanh. Thuong xuyén
thong ké, d6i chiéu so sanh viéc giao ndp phi va s gidy chimg nhan.

+ Pinh ky hodc dot xuat cic cong ty bao hiém to chirc cac dot kiém tra cac
diém ban bao hiém va cuong quyét tién hanh xtr phat nhiing trudng hop vi pham (nhu
cip gidy chimg nhan sai, khong hop 1¢, ban bao hiém véi mirc phi khong dung quy
dinh...) nham thiét lap lai trat ty tai nhitng noi cung cép dich vu bao hiém do minh
quan ly. Yéu cau cac diém dugc phép ban bao hiém phai co bang biéu phi bao hiém
TNDS cua cha xe co gioi dé tién cho viéc giam sat clia cic co quan ban nganh lién
quan ciing nhu dé ngudi tham gia bao hiém nim rd, chinh xac mirc phi ma minh phai

ndp khi tham gia bao hiém.

+ Can c6 cac van ban de¢ nghi, yéu cau phoi hgp gitta cong ty bao hiém vdi cac
co quan chirc nang va chinh quyén dia phuong vao cudc quan ly, gidm sat thi truong
ban bao hiém, nghi€ém cam céc hanh vi ban bao hiém dao... dé tao sy cong bang trong

hoat dong canh tranh kinh doanh bao hiém
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5.3 Han ché va huéng nghién ciru tiép theo
5.3.1 Han ché nghién ciru

Thir nhat, Nghién ciru ndy tac gia chi nghién ciru hanh vi mua bao hiém nhu
mot nhéan t6 khang dinh thém sy hai 1ong cia khach hang trong bao hiém TNDS chi
xe co gidi ddi v6i ngudi thir ba, chwa nghién ctru tac dong tryc tiép cua chét luong

dich vu té1 hanh vi mua cta loai hinh bao hiém nay.

Thir hai, Nghién ctru sit dung md hinh SERVQUAL mé rdng hai nhén t6 Kha
nang tw van va Ky thudt dich vu ma thuc té chat luong dich vy san pham bao hiém
TNDS chil xe co gi6i dbi v6i ngudi thir ba con ¢ thé ¢ cac nhan t6 khac, va ciing c6
thé sir dung cdc md hinh CLDV khac dé danh gia CLDV san pham bao hiém nay.

Thir ba, Mau nghién ctru trong pham vi dja ban tinh Thanh Hoa chwa phd rong

cho nhiéu vung va khu vuc khac trén toan quoc

Thir tir, Bién nhan khau hoc trong nghién cuu la bién kiém soat ddi véi sy hai
long cua khach hang. Nghién ctru chua thuc hién dugc khi bién nhan khau hoc 1a bién
diéu tiét d6i véi mbi quan h¢ CLDV-sy hai long, Su hai long-Hanh vi mua trong BH
TNDS chu xe co gioi ddi voi nguoi thi ba.

5.3.2 Huwong nghién cwru trong twong lai

- Téc gia sé tién hanh nghién ctru cac nghién ctru tiép theo phét trién mo hinh
nghién ctru véi cac bién mé rong khac phi hop, mé rong pham vi nghién ciru rong hon.

- T4c gia sé& tién hanh nghién ctru tic dong tryc tiép cia CLDV t6i hanh vi mua
trong bao hiém TNDS chu xe co gidi ddi v6i nguoi thir ba va tiép tuc nghién ctru voi
anh hudng cia bién nhan khau hoc véi vai tro 1a bién diéu tiét.

KET LUAN CHUONG 5

Trén co s& két qua phan tich dir liéu tir chuwong trudc, trong chuong nay tac gia
d3 dua ra cac giai phap cu thé dbi v6i cac DNBH thuc hién kinh doanh san pham bao
hiém TNDS chu xe co gioi ddi véi nguoi thu ba nham nang cao chat lugng dich vy,
tang sy hai 1ong cho khich hang va thic day hanh vi mua bao hiém TNDS chu xe co
gidi ddi v6i nguoi thir ba ctia cac chu xe co gidi; dong thoi cling dwa ra cac giai phéap
d6i v6i cac co quan quan 1y nha nuéc nham thong nhat va hoan thién cac chinh sach
vé bao hiém TNDS cht xe co gi6i cling nhu tao hanh lang phap 1y r6 rang, 6n dinh dé
hoat dong kinh doanh bao hiém cta cac DNBH trén thj trudng bao hiém cong bang,

hiéu qua va phat trién bén virng hon.
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KET LUAN

Luan an nghién ctru tdc dong cua chét lugng dich vu téi sy hai long ctua khach
hang trong bao hiém TNDS chu xe co gidi d6i véi ngudi thi ba voi ddi twong khao sat
la cac chu xe hoat dong tai dia ban tinh Thanh Hoa, véi muc tiéu xac dinh dugc céac
nhén tb chat lugng dich vu va lam ro tdc dong cua tirng nhan t6 chat luong dich vu téi
su hai 1ong cua khach hang, tir 46 dé xuit cac khuyén nghi cai thién chit luong dich vu
nham ting sy hai long cua khach hang va thiic day hanh vi mua trong bao hiém TNDS
chu xe co gidi ddi v6i ngudi thi ba.

Nghién ctru da xay dung duoc mo hinh nghién ciru dya trén mo hinh 1y thuyét
SERVQUAL c6 hiéu chinh v6i tdm nhan t6 (Hinh anh cong ty, Kha ning dép tng,
Ning lyc phuc vy ctia nhan vién/dai 1y bao hiém, Kha ning tiép can, Kha ning tu van
ctua nhan vién/dai ly bao hiém, K¥ thuat dich vy, D0 tin cay va Cong nghé thong tin)
va bién phu thudc (Su hai 1ong cta khach hang, Hanh vi mua bao hiém) véi cac bién
kiém soat sy hai long cua khach hang (Giéi tinh, Thu nhap va Trinh d6 hoc van). Trén
co s& moO hinh nghién ctru, tac gida da xay dung dugc cac thang do, dua ra cac gia
thuyét nghién ctru va kiém dinh thang do. Két qua nghién ctru thong qua cac phuong
phap nghién ciru (Phan tich dit liéu kiém dinh gia thuyét bang cong cu hé so tin
cdy Cronbach’s Alpha, Phan tich nhan t6 kham pha EFA, Phan tich nhan t6 khang
dinh CFA va mo hinh cau tric tuyén tinh SEM) chi ra nhan t6 Hinh anh cong ty
khong anh hudng ti sy hai 1ong cua khach hang, cac nhan té khac con lai anh huong
tich cuc toi sy hai long cua khach hang va chi ra dugc khi khach hang hai long thi
hanh vi mua bao hiém TNDS chu xe co gidi d6i v6i nguoi thi ba ciia khach hang ciing
chinh 1 mot nhan té thé hién sy hai 10ng cta ho ddi véi chat lwong dich vu, cac bién
kiém soét c6 su khac biét vé sy hai long ddi véi CLDV bao hiém TNDS chu xe co gioi
dbi voi nguoi thir ba gitra chii xe 6 t6 va chil xe may.

Tir két qua nghién ciru, tac gia d& xuat duoc mot s giai phap nang cao CLDV
lam ting su hai long ctia khach hang va thiic day hanh vi mua bao hiém TNDS chi xe
co gidi dbi v6i nguoi thir ba cla cac chi xe co gidi. Cac nhom giai phap ddi voéi
DNBH bao gém: Chu trong cong tac tu van; Nang cao nang luc phuc vu, trinh do
chuyén mén cua nhan vién/dai 1y bao hiém; Pay manh cong tac tuyén truyén; Da dang
hoa cac kénh phan phdi san pham; Phét trién bd phan cham séc khach hang; Thuc hién
t6t cong tac gidm dinh-bdi thuong; Co chinh sach phan khiic thi truong khach hang.
Céc nhom giai phap ddi véi cac co quan quan 1y nha nude gdm: Hoan thién chinh sach
vé bao hiém; Stra doi, b6 sung va nang mirc trach nhiém trong bao hiém bat budc
TNDS chu xe co gidi; Tao hanh lang phéap 1y 6n dinh va rd rang trong hoat dong kinh
doanh bao hiém.
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PHU LUC 01

PHONG VAN PINH TINH
(Déi véi khdach hang)
. PHAN GIOI THIEU
Xin chao Anh (chj)!

T61 1a Pham Thi Thanh Giang, hién dang lam NCS tai truong Pai hoc Kinh té
Qudc dan, Ha Noi. To6i dang thuc hién dé tai nghién ctru vé chéat luong dich vu bao
hiém TNDS chu xe co gi6i ddi véi nguoi thir ba va su hai long cua khach hang ddi véi
chat luong dich vy bao hiém nay. D¢ tai nay dugc thyc hién véi mong mudn gop phan
hién thuc héa tinh x3 hoi cua bao hiém TNDS chu xe co gioi ddi véi nguoi thu ba;
gitip cac chil xe co gi6i hiéu rd quyén va cac loi ich khi tham gia bao hiém nay; dong
thoi danh gia dugc cac yéu tb cua chat lwong dich vy bao hiém TNDS chu xe co gidi
d6i v6i nguoi thir ba tac dong dén sy hai 10ng ctia chu xe gop phan gitp cac doanh
nghiép bao hiém nang cao dugc chit luvong dich vu cia nghiép vu bao hiém nay nham
dem lai sy hai 1ong cho khach hang tham gia bao hiém.

Sy gitp d& ctia Anh (chi) véi vai tro 13 chu xe co gidi 1a hét sirc quy bau dbi vai
su thanh cong cua dé tai nghién ctru. Cudc néi chuyén cua chung ta sé rat coi ma. Toi
xin cam két cac thong tin Anh (chi) dua lai chi phyc vu duy nhat cho muc dich nghién
ctru va hoan toan dugc gilt bi mat.

Vi vay, ti rat mong mudn duoc nghe ¥ kién ctia Anh (chi) vé van dé trén.

Xin chan thanh cam on sy gitp dd cua quy Anh (chi)!

Cdc thong tin vé cd nhén nguoi duoc phong van:

- Tudi

- Gioi tinh

- Trinh d¢ hoc van:

- Thu nhap:

- Loai phuong tién co gidi dang sir dung:

- Thoi gian da sir dung phuong tién xe co gidi:

- Muc dich str dung phuong tién co gidi:
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- Mtrc 49 sir dung phuong tién co gioi:
- Hién tai phuong tién co gidi co tham gia bao hiém
- Cong ty bao hiém dang tham gia bao hiém:

II. PHAN NOI DUNG

1. Anh (chi) d timg dén cong ty cung cap dich vu bao hiém TNDS chu xe co gidi ddi
v6i nguoi thir ba cho anh (chi) chwa? Anh (chi) c6 danh gia nhu thé nao vé co so vat

chat, hinh anh, tac phong ciia nhan vién cia cong ty bao hiém?

2. Anh (chi) ¢6 quan tam (biét) dén san pham bao hiém TNDS chu xe co gigi ddi véi
nguoi thit ba khong? Piéu gi 1am anh (chi) quan tam (biét) (tinh bat budc, mong mudn
khi tham gia, c6 thong tin...)?

3. Khi tham gia bao hiém bao hiém TNDS chui xe co gi¢i doi véi nguoi thir ba, Anh
(chi) c6 cam nhén gi vé dich vu bao hiém nay (kha ning tiép can, dich vu cung cip

)?

4. Khi tham gia bao hiém TNDS chi xe co gi¢i di v6i ngudi thi ba, anh (chi) c6 tim
hiéu hay duoc gidi thidu vé quy tic bao hiém (quy dinh vé mic phi BH, han mic trach

nhiém bdo hiém, cac diéu khoan BH ...)?

5. Anh (chi) tham gia bao hiém TNDS chu xe co gidi ddi voi nguoi thi ba 1a 1an dau
tién hay da tirng tham gia trudc d6?

6. Trong thoi gian tham gia bao hiém TNDS chu xe co gidi ddi v6i ngudi thir ba, Anh
(chi) da duoc chi tra quyén loi bao hiém 1an nao chua? Néu co, thi anh (chi) danh gia
nhu thé nao vé viéc nén tham gia loai hinh bao hiém nay (rat hitu ich, duoc chia sé,

duoc quan tam...)

7. Anh (chi) dd timg tham gia bao hiém TNDS chu xe co gidi ddi véi nguoi thi ba tai
mot hay nhiéu cong ty? Theo Anh (chi) Iy do ndo lai tham gia bao hiém tai mot (nhiéu)

cong ty bao hiém?

8. Theo Anh (chi) yéu t6 nio tic dong t6i sy hai long cua Anh (chi) ddi véi dich vu
bao hiém TNDS chi xe co gidi ddi v6i ngudi thir ba? Néu chia muc do tac dong thanh
5 cap “Rat anh huong; anh hudng; binh thuong; khong anh huong; rat khong anh
huéng”, anh (chi) vui 10ng cho biét mirc d6 anh hudng cua timg yéu td chit luong dich
vu bao hiém TNDS chu xe co gi6i d6i voi ngudi tht ba t6i su hai long? Ly do 1a gi va
nhirng thé hién cu thé hay dau hiéu nao dugc ding dé do luong mirc d6 anh hudng?
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Yéu t6 tac dong

Mtrc do

Ly do

Dau hiéu (thé hién) cy thé

Hinh 4nh cong ty

Khé nang dap tng

Nang luc phuc vu

Khé nang tiép can

Dong cam

Su tin cdy

Cong nghé thong tin

10. Anh (chi) vui long cho biét diéu gi 1am cho Anh (chi) hai long (khong hai long) vé
chat lugng dich vu ciia DNBH noi anh (chi) tham gia bao hiém TNDS cha xe co gidi

d6i voi nguoi thir ba?

11. Theo Anh (chi), cic DNBH can lam gi dé nang cao chét lwong dich vu (hay ting

su hai 1ong) trong bao hiém TNDS chii xe co gidi dbi véi ngudi thir ba?

Xin chan thanh cam on sy hop tac cua Anh (chi)!
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PHU LUC 02
PHONG VAN DINH TiNH
(Déi véi chuyén gia)
. PHAN GIOI THIEU

Xin chao Anh (chi)!

T6i 12 Pham Thi Thanh Giang, hién dang lam NCS tai trudng Dai hoc Kinh té
Quéc dan, Ha Noi. Tai dang thuc hi¢n dé tai nghién clru vé chat lugng dich vu bao
hiém TNDS chu xe co gi6i ddi véi ngudi thir ba va su hai long cua khach hang ddi véi
chét lugng dich vu bao hiém nay. Dé tai nay duogc thuc hién véi mong mudn gop phén
hién thuc hoa tinh x3 hoi cta bao hiém TNDS chu xe co gidi ddi véi nguoi thi ba;
gitip cac chil xe co gi6i hiéu rd quyén va cac loi ich khi tham gia bao hiém nay; dong
thoi danh gia dugc cac yéu td cua chit luong dich vu bao hiém TNDS chil xe co gidi
d6i v6i nguoi thir ba tac dong dén sy hai 1ong ctia chi xe gop phan gitip cac doanh
nghiép bao hiém nang cao dugc chat lwong dich vu ctia nghiép vu bao hiém nay nham
dem lai sy hai 1ong cho khach hang tham gia bao hiém.

Su gilip d& cia Anh (chi) v6i vai tro 1a nha quan 1y (can bg, nhan vién/dai 1y)
thugc cac DNBH 1a hét stic quy bau d6i véi su thanh cong ciia dé tai nghién ciru. Cude
n6i chuyén cia ching ta sé rat coi mg. Toi xin cam két cac thong tin Anh (chi) dua lai

chi phuc vu duy nhat cho muc dich nghién ctru va hoan toan duoc giit bi mat.
Vi vay, toi rat mong mudn duoc nghe ¥ kién ctia Anh (chi) vé van dé trén.
Xin chan thanh cam on sy giup do cia quy Anh (chi)!
Cdc théng tin vé cd nhan nguoi dwoc phong vin:
- Tudi:
- Gi6i tinh:
- Chuc danh:
- Trinh d6 hoc van:
- Cong ty bao hiém dang cong tac:

- S6 ndm cong tac:
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II. PHAN NOI DUNG

1. Theo Anh (chi) chat luong dich vu BH TNDS chu xe co gidi 1a gi? (xin cho biét ¥
kién riéng ctia Anh (chi))

2. Theo Anh (chi) “Chét lugng dich vu bao hiém trach nhiém dan su chi xe co gi6i”
can dam bao nhimng yéu cau gi?

3. Xin Anh (chi) cho biét thuc té “Chat luong dich vu bao hiém trach nhiém dan su
chu xe co gidi” gdm nhiing hoat dong gi?

4. Theo Anh (chi) “Chét lugng dich vu bao hiém trach nhiém dan sy chil xe co gi6i”
ma cong ty Anh (chi) cung cdp cho khach hang da 1am cho ho hai long chwa? Diéu gi
lam cho KH cua cong ty Anh (chi) hai long (khong hai long)?

Xin chan thanh cam on sy hop tac cua Anh (chi)!
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PHU LUC 03
PHIEU KHAO SAT CHINH THUC
(Doi voi chu Xe may)
Kinh gii Quy Anh/ Chj.:

T6i la nghién ciru sinh cia triueong Pai hoc Kinh té Quoc dan, hién dang tién hanh mot
cudc nghién cieu vé “Téac déng ciia chat heong dich vu t6i sw hai long ciia khdch hang trong
béo hiém trach nhiém dén su chii xe co gioi doi véi nguoi thir ba tai Viét Nam”. Quy Anh/Chi
vui long gitip do ching téi hoan thanh phiéu diéu tra sau déy theo ding cam nhdn va trai
nghiém ciia Quy Anh/Chij vé bdo hiém TNDS chii xe co gi6i doi véi ngudi thir ba. Chiing tdi
xin cam doan nhitng thong tin va nhitng cau tra loi cua Quy Anh/Chi chi su dung cho muc
dich nghién ciru khoa hoc, khéng vi muc dich nao khdc. Pong thoi, cdc thong tin cd nhén ciia
Quy Anh/Chi ciing sé dwoc hoan toan gitr bi mat.

Xin chan thanh cam on sy hop tdc va giup do cua Quy Anh/Chi!

I. THONG TIN CA NHAN

1. Gidi tinh:  [_]Nam [N
2. Tudi: [ IDuoi20twéi [ ]21-30 tudi [ ]31-40 tudi
[ ]41-50 tudi [ ]51-60 tudi [ ] Trén 60 tudi

3. Trinh d¢ hoc vin (Bang cdp cao nhat):
|:| CaP 3 |:|Dai hoc/Cao dang Dl"hac s |:| Tién si

4. Thu nhdp hang thang:
[ ] Dusi S triéu dong [ ]5-10 tricudong [ ]11-15 triéu dong
[ ] Trén 16 triéu dong

5. Muc dich su dung xe cua Anh/Chi

[ IKinh doanh [ ] Cho thué [ ] Gia dinh [ ] Khéc
6. Mirc do xe cua Anh/Chi dwoc sir dung nhw thé ndo

[IRAt hiém khi [ Hiém khi [ ] Thinh thoang

[ ] Thudng xuyén [ ]Rat thudng xuyén

7. Céng ty bdo hiém Anh/Chi dang tham gia bdo hiém

|:|Béo Viét |:| PTI |:| MIC

PJICO Bao Minh Khac
[] [] []
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8. Anh/Chj c6 tham gia bao hiém TNDS chii xe co gidi doi véi nguoi thir ba lién tuc
|:|L5n dau |:| Lién tuc |:| Khong lién tuc

9. Ly do Anh/Chi tham gia bao hiém TNDS chii xe co gidi doi véi nguoi thir ba (cé thé chon

nhiéu dap an)
|:|Chép hanh phap luit DDé phong rui ro tai nan xay ra
|:|B6i pho véi cong an |:| Phai tham gia méi duge dang ky xe

[ ] Khac
10. Anh/Chi tham gia bdo hiém chi TNDS chii xe co gioi bat budc hay ca bat budc va tu
nguyén

|:| Bit budc (tiép tuc véi cdu 12)

|:| Bit budc va tu nguyén (tiép tuc véi cau 11)
11. Anh/Chi cho biét mirc tw nguyén mua khi tham gia bdo hiém TNDS chii xe co gidi tir
FLGUYGHL. ..o e et e e e en
12. Anh/Chj da tirng xdy ra va cham khi tham gia giao théng va phdi boi thuong cho bén bj

va cham bi thiét hai lan ndo chua?

|:|Kh6ng x4y ra |:| 1 lan |:| Nhiéu lan
13. Anh/Chi da dwoc chi tra quyé;n loi bdo hiém TNDS lan nao chwa?

[ ] Chua bao giv [ ]11an [ ] Nhiéu lan
14. Anh/Chi mua bédo hiém TNDS chii xe co giGi doi véi nguoi thir ba & ddu?

|:|Tai cong ty bao hiém |:| Qua nhan vién clia cong ty bao hiém

|:|Qua dai 1y bao hiém |:| Co quan ding kiém

[ ]Mua truc tuyén (online) [ ] Khéc
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II. NOI DUNG PHONG VAN
1. Panh gia vé chét luong dich vu

Anh/ Chi hiy khoanh tron vao s6 thé hién mtc do tir Rat khéng dong y cho dén muc do
Rdt dong y ctia anh/chi vé danh gia chét lugng dich vu ciia bao hiém trach nhiém dan sy chu

xe ¢o gidi doi véi ngudi thtr ba dudi day:

Rat . \ £
HINH ANH CONG TY khong g’;”g, ﬂifzz Ping ¥ dgf’ ,
dong y gy g gy
Cong ty bao hiém co co so vét chat
HA1 1 2 3 4 5
khang trang
Nhan vién c6 trang phuc gon gang, lich
HAD £ phuc gon gang ) ) 3 4 5
su
Gidy chimg nhan bao hiém tryc quan,
HA3 | |, "~ 1 2 3 4 5
hap dan
KHA NANG DAP UNG
Giay chimg nhan bao hiém TNDS dugc
DUI | , 1 2 3 4 5
cap nhanh chong
Céc thic mic, khiéu nai cua khach hang
DU2 o 1 2 3 4 5
ludn dugc nhan vién gidi dap théa dang
DU3 | Giai quyét khiéu nai nhanh chéng 1 2 3 4 5
Khach hang dé dang lién hé duoc véi
DU4 ) 1 2 3 4 5
nhan vién
Linh hoat x1r Iy cho khach hang khi
DUS5 | khach hang chuyén ddi/hay hity bo hop 1 2 3 4 5
dong bao hiém
Thyc hién chi tra boi thuong nhanh
DU6 . ) 1 2 3 4 5
chong, ding theo hop dong bao hi€m
) , Rat ,
NANG LUC PHUC VU CUA Khong Binh . Rat
N o . khong . bongy | .
NHAN VIEN/DPAILY BAO HIEM . dongy | thuong dong y
dong y
Nhén vién/dai 1y bao hiém tiép don
NLI . ) 1 2 3 4 5
khéach hang niém nd, nhiét tinh, chu dao
NL2 | Nhan vién/dai ly bao hiém c6 kha nang 1 2 3 4 5
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phuc vu cac dbi tuong khach hang khac

nhau

NL3

Nhan vién/dai 1y bao hiém c6 du trinh do
chuyén mén dé truyén dat diy du thong
tin vé& goi bao hiém TNDS ma khach

hang chon

NLA4

Khach hang dugc nhan vién/dai 1y bao
hiém goi dién, lién lac nhic nhé khi hét
han hop ddng bao hiém TNDS

NL5

Nhan vién ¢6 mat kip thoi khi duge

khach hang théng bao gip su cd va cham

NL6

Nhan vién rat nhe nhang, lich sy, nha
nhin khi giai dap thac méc hay tiép nhan
thong tin tai nan tir phia khach hang

NL7

Nhan vién hoa nha, than thién, lich su khi

xur 1y tai nan cho khach hang

NLS8

Nhan vién ¢6 du trinh d6 va kinh nghiém

khi gidm dinh tai nan

NL9

Nhan vién thay mat khach hang co thé
1am viéc tryc tiép v6i bén thir ba (thdm

hoi, thoa thuan bdi thuong, ...)

NL10

Nhén vién gitip do khach hang nhiing
kho khin vé thu thap cac gidy to, cac
minh chiing lién quan dén vy tai nan tir
cac co quan chirc nang (sao chép ho so
tai nan bén cong an, sao chup hd so nam
vién cua nan nhan, yéu cau bén stra chita
phuong tién tai nan cung cap bang béo

gia, ...)

KHA NANG TIEP CAN DICH VU

Rat
khong
dong y

Khong
dong y

Binh

thuong

Pong y

Rat

dong y

Cong ty bao hiém co6 gio lam viéc thuan
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tién cho khach hang

KN2

Khach hang dé dang mua bao hiém
TNDS tai bat ctr dau véi thoi gian thich
hop

Cong ty bao hiém thudng xuyén tiép xuc,
tur van, gi6i thiéu, tuyén truyén san pham

bao hiém TNDS t6i khach hang

KHA NANG TU VAN CUA

NHAN VIEN/DAI LY BAO HIEM

TV1

Nhan vién/dai 1y bao hiém c6 thé tu van
cho khach hang lua chon dugc goi bao

hiém TNDS phu hop

V2

Nhan vién c6 thé tu van cho khach hang

thoa thuan boi thudng dbi voi bén thir ba

TV3

Nhan vién ¢6 thé tur van, hd tro khach
hang cach khéc phuc, giam thiéu ton that

khi xdy ra va cham vai bén thir ba

KY THUAT DICH VU

Rat
khong
dong y

Khong
dong y

Binh

thiwong

Pong y

Rat

dong y

KTI

Phi bao hiém va han muc trach nhiém
bao hiém TNDS bt budc nhu hién nay
14 phu hop

KT2

Bang quy dinh tra tién boi thuong theo ty
1¢ thuong tat trong bao hiém TNDS bét
budc nhu hién nay la phu hgp

KT3

Béo hiém TNDS tu nguyén c6 nhiéu
murc lya chon phit hop véi nhu cau ciia
khéach hang

KT4

Céc diéu khoan va pham vi bao hiém
trong cac hop dong bao hiém TNDS

duoc quy dinh 13 rang va dé hiéu

KT5

Thu tyuc yéu cau boi thuong don gian
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Quy trinh, thoi gian giai quyét boi

KTé6 1 2 3 4 5
thuong nhanh gon
Cong ty c6 cac chuong trinh khuyén méi

KT7 | phu hop va ding Iuc cho khach hang 1 2 3 4 5
(tang qua, giam phi, ....)

DO TIN CAY

Dich vu dugc thuc hién diing ngay tr lan

TCl . 1 2 3 4 5
dau
Céc hop dong bao hiém TNDS duoc

TC2 ) B 1 2 3 4 5
cung cap chinh xac, khong thiéu sot

TC3 | Thong tin ciia khach hang duoc bao mat 1 2 3 4 5
Céng ty thong bao cho khach hang biét

TC4 =Y s ) N s 1 2 3 4 5
chinh xac thoi gian chi tra boi thuong
Cong ty quan tdm t6i cac thong tin phan

TCS . e 1 2 3 4 5
hoi cua khach hang

Rat .
A . R Khong Binh . Rat
CONG NGHE THONG TIN khong . Dong y .
. dongy | thuong dong y
dong y

Khéach hang dé dang truy cap thong tin

TT1 | vé cac gbi bao hiém TNDS dang tham 1 2 3 4 5
gia tai website ctia cong ty cung cap

TT2 | Khach hang c6 thé mua bao hiém online 1 2 3 4 5
Khéch hang co thé hoan thién ho so yéu

TT3 | caubdi thuong trye tuyén cho cong ty 1 2 3 4 5
bao hiém thy Iy
Khéch hang c¢6 thé khiéu nai, nhan duoc

TT4 | tu van, nhan duoc tién bdi thudng tric 1 2 3 4 5

tuyén

2. Sy hai 10ng va hanh vi mua bao hiém cua khach hang

Anh/ Chi hiy khoanh tron vao s6 thé hién mirc do tir Rdt khéng dong y cho dén muc do

Radt dong ¥ cua anh/chi vé sy hai 1ong ddi véi chat lwong dich vy va hanh vi tham gia bao

hiém trach nhiém dan sy chu xe co gigi doi voi nguoi tha ba dudi day:
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Rat . .
N , , . Khong | Binh Dong Rat
SU HAI LONG CUA KHACH HANG khong . .
. dongy | thuong ¥ dong y
dong y
T6i hai long vé chét lugng dich vu bao
HL1 | hiém TNDS chu xe co giéi d6i v6i 1 2 3 4 5
nguoi tht ba
T6i s& thuyét phuc, nhac nhd nguoi
than, ban be, déng nghiép thuon
HL2 _ s g. ) P s 1 2 3 4 5
xuyén tham gia bdo hiém TNDS chu
xe co gioi dbi véi nguoi thir ba
T6i s& tham gia thém céc hop dong
bao hiém tu nguyén khac ciia bao hiém
HL3 ) ' 1 2 3 4 5
TNDS chu xe co gidi doi vi nguoi
thtr ba
Rat . .
. , N Khong Binh Dong Rat
HANH VI MUA BAO HIEM khong . .
. dongy | thuong by dong y
dong y
HV1 | Téi san sang mua bao hiém 1 2 3 4 5
Toi s€ tham gia bao hiem thuong
HV2 1 2 3 4 5
xuyén
HV3 | Toi chi tham gia bao hiém khi can 1 2 3 4 5

XIN TRAN TRONG CAM ON SU HOP TAC CUA QUY ANH/CHI!




160

PHU LUC 04
PHIEU KHAO SAT CHINH THUC

(Déi véi chii xe 6 16)

Kinh gii Quy Anh/ Chi.:

T6i la nghién cibu sinh cua triong Pai hoc Kinh té Quoc dan, hién dang tién hanh mot
cudc nghién ciu vé “Téac déng cia chat heong dich vu t6i sw hai long cia khdach hang trong
béo hiém trach nhiém dén su chii xe co gioi doi véi nguoi thir ba tai Viét Nam”. Quy Anh/Chi
vui long gitip d& ching téi hoan thanh phiéu diéu tra sau ddy theo diing cam nhdn va trai
nghiém ciia Quy Anh/Chi vé bdo hiém TNDS chii xe co gi6i doi véi nguoi thir ba. Chiing t6i
xin cam doan nhitng thong tin va nhitng cdu tra loi cua Quy Anh/Chj chi s dung cho muc
dich nghién ciru khoa hoc, khéng vi muc dich nao khéc. Pong thoi, cac théng tin cd nhdn cia

Quy Anh/Chi ciing sé dwoc hoan toan giir bi mat.
Xin chan thanh cam on sy hop tdac va giup do cia Quy Anh/Chi!

I. THONG TIN CA NHAN

1. Gigi tinh: [ ]Nam [N
2. Tudi: [ IDuwsi20twéi [ ]21-30 tudi [ ]31-40 tudi
[ ]41-50 tudi [ ]51-60 tudi [ ] Trén 60 tudi
3. Trinh do hoc van (Bang cdp cao nhat):
|:| Cép 3 DDai hoc/Cao dﬁng thac si |:| Tién si
4. Thu nhdp hang thang:
[ ] Duséi $ triéu dong [ ]5-10 riéudong [ ]11-15 triéu dong

|:| Trén 16 triéu dong

5. Muc dich svr dung xe cua Anh/Chi

[_IKinh doanh [_ICho thue [_] Gia dinh [ ] Khac
6. Murc do xe cua Anh/Chi dwoc sie dung nhw thé ndo

[ JRét hiém khi [ Hiém khi [ ] Thinh thoang

|:| Thuong xuyén |:| Rét thuong xuyén

7. Céng ty bdo hiém Anh/Chi dang tham gia bdo hiém

] ] ]
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Bio Viét PTI MIC
[ ]pJICO [ ] Bao Minh [ ] Khac

8. Anh/Chi ¢6 tham gia bao hiém TNDS chii xe co gidi doi véi nguoi thir ba lién tuc
|:|L5n dau |:| Lién tyc |:| Khong lién tuc

9. Ly do Anh/Chi tham gia bdo hiém TNDS chii xe co giéi doi véi nguoi thir ba (cé thé chon

nhiéu dap an)
|:|Ch§p hanh phép luat |:|Dé phong rui ro tai nan xdy ra
|:|D6i pho vai cong an |:| Phai tham gia mdi dugce dang ky xe

[ ] Khac
10. Anh/Chi tham gia bdo hiém chi TNDS chii xe co gioi bat budc hay cd bat budc va tw
nguyén

|:| Bit budc (tiép tuc véi cdu 12)

|:| Bit budc va tu nguyén (tiép tuc véi cdu 11)
11. Anh/Chi cho biét mirc tw nguyén mua khi tham gia bao hiém TNDS chii xe co gidi tu
FUGUYGHL. ..ottt e e e e e e e e e ennee s
12. Anh/Chj da tirng xdy ra va cham khi tham gia giao théng va phdai boi thuong cho bén bi

va cham bi thiét hai lan ndo chua?

|:|Kh6ng x4y ra |:| 1 lan |:| Nhiéu lan
13. Anh/Chi d@a dweoc chi tra quyén loi bao hiém TNDS lan nao chuwa?

|:| Chua bao gio |:| 1 lan |:| Nhiéu lan
14. Anh/Chi mua béo hiém TNDS chii xe co giGi doi véi nguoi thir ba & ddu?
|:|Tai cong ty bao hiém |:| Qua nhan vién clia cong ty bao hiém
|:|Qua dai Iy bao hiém |:| Co quan ding kiém

[ |Mua truc tuyén (online) [ ] Khéc
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II. NOI DUNG PHONG VAN
1. Panh gia vé chat luong dich vu

Anh/ Chij hiy khoanh tron vao sb thé hién mtrc do tir Rat khong dong y cho dén muc do
Rat déng ¥ cua anh/chi vé danh gia chét lwong dich vu cia bao hiém trach nhiém dan sy chu

xe co gidi doi voi nguoi thir ba dudi day:

Rt . .
. . A Khé Bi Do Ra
HINH ANH CONG TY khong | ;’:”g, t huﬁ:ﬁ org dén‘" ,
ddng ¥ gy g y gy
HAL Cong ty bao hiém co6 co sé vat chat | ) 3 4 5
khang trang
HAD Nhan vién co trang phuc gon gang, 1 ) 3 4 5
lich su
HA3 Ggay Shung nhan bao hiém tryc quan, 1 ) 3 4 5
hap dan
KHA NANG DAP UNG
DU1 Giay clgu’ng nhéan b(flO hiém TNDS | ) 3 4 5
dugc cap nhanh chong
Céc thic méc, khiéu nai cua khach
DU2 | hang luén dugc nhan vién giai dap 1 2 3 4 5
thoa dang
DU3 | Giai quyet khiéu nai nhanh chong 1 2 3 4 5
DU4 KhAach .}iang de¢ dang lién hé duoc véi | ) 3 4 5
nhan vién
Linh hoat xtr Iy cho khach hang khi
DUS5 | khach hang chuyén ddi/hay hity bo 1 2 3 4 5
hop ddng bao hiém
DU6 Th}rc hl@fl chi tra boi thlf()‘l’lg nhan}Al 1 ) 3 4 5
chong, diing theo hgp dong bao hiém
y . Rat . .
NANG LUC PHUC VU CUA khof’n Khong | Binh | Dong | Rt
NHAN VIEN/PAI LY BAO HIEM déng‘i dongy | thwong | v dong y
Nhan vién/dai Iy bao hiém tiép dén
NL1 | khach hang niém nd, nhiét tinh, chu 1 2 3 4 5
dao
Nhan vién/dai Iy bao hiém c6 kha ning
NL2 | phuc vu cic d6i tugng khach hang 1 2 3 4 5
khac nhau
Nhan vién/dai 1y bao hi€ém cé du trinh
NL3 dcf)A chuyén inéfl. déi tru?f;én dat déy dl}l | ) 3 4 5
thong tin vé goi bao hiém TNDS ma
khach hang chon




163

NL4

Khéch hang dugc nhan vién/dai ly bao
hiém goi dién, lién lac nhic nhé khi
hét han hop dong bao hiém TNDS

NLS5

Nhan vién c6 mat kip thoi khi duge
khach hang thong bao gip su ¢d va
cham

NL6

Nhan vién rat nhe nhang, lich sy, nha
nhan khi giai dép thiac mac hay tiép
nhan thong tin tai nan tir phia khach
hang

NL7

Nhan vién hoa nha, than thién, lich su
khi xtr 1y tai nan cho khach hang

NL8

Nhan vién c¢6 du trinh 6 va kinh
nghiém khi giam dinh tai nan

NL9

Nhan vién thay mat khach hang co thé
lam viéc truc tiép v6i bén thir ba (tham
héi, thoa thuan bdi thudng, ...)

NL10

Nhan vién giup do khach hang nhitng
kho khin vé thu thap cac gidy to, cac
minh chtg lién quan dén vu tai nan tir
cac co quan chirc nang (sao chép ho so
tai nan bén cong an, sao chup hd so
ndm vién cta nan nhén, yéu cau bén
sira chita phuong tién tai nan cung cap
bang bao gia, ... )

KHA NANG TIEP CAN DICH VU

Rat
khong
dong y

Khong
dong y

Binh
thuong

Rt
dong y

KNI1

Cong ty bao hiém c6 gio 1am viéc
thuén tién cho khach hang

KN2

Khach hang dé dang mua bao hiém
TNDS tai bt cir dau voi thoi gian
thich hop

KN3

Cong ty bao hiém thuong xuyén tiép
xtc, tw van, gidi thiu, tuyén truyén
san phdm bao hiém TNDS t¢i khach
hang

NHAN VIEN/PAI LY BAO HIEM

KHA NANG TU VAN CUA

TV1

Nhan vién/dai Iy bao hiém co thé tu
vén cho khach hang lya chon duoc goi
bao hiém TNDS phu hop

TV2

Nhan vién c6 thé tu van cho khach
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hang thoa thuan boi thuong do6i véi
bén thtr ba

Nhan vién c6 thé tu van, hd trg khach

TV3 | hang cach khic phuc, giam thiéu ton 1 2 3 4 5

that khi xay ra va cham v4i bén thtr ba
Rat . \ 2 %
K¥ THUAT DICH VU khong g’;;i ﬂi”zzg b ‘;”g dg;l‘gy,
dong y

Phi bao hi€ém va han mic trach nhiém

KTI | bao hiém TNDS bt budc nhu hién nay 1 2 3 4 5
la phu hop
Bang quy dinh tra tién boi thuong theo

KT2 |ty 1é thwong tat trong bao hiém TNDS 1 2 3 4 5
bat budc nhur hién nay 1a phi hop
Bao hiém TNDS tu nguyén cé nhicu

KT3 | mirc Iyra chon phtt hop v&i nhu cau cua 1 2 3 4 5
khach hang
Céc diéu khoan va pham vi bao hiém

KT4 | trong cac hop dong bao hiém TNDS 1 2 3 4 5
dugc quy dinh rd rang va dé hiéu

KT5 | Thu tuc yéu cau boi thudng don gian 1 2 3 4 5

KT6 Qu}‘/ trinh, thoi gian giai quyét boi . 5 ; A 5
thuong nhanh gon
Cong ty cd cac chuong trinh khuyén

KT7 | mai phu hgp va dung lac cho khach 1 2 3 4 5
hang (tang qua, giam phi, ....)

PO TIN CAY

TCl ?ich :/1_1 duoc thyc hién ding ngay tir | ) 3 4 5
lan dau

Tco | Cie th dér}g bé? hiémA TND.SA’ duf;c : 5 ; A 5
cung cap chinh x4c, khong thiéu sot

TC3 Tliéng tin cua khach hang dugc bao | ) 3 4 5
mat

TC4 C§ng ty’ thér}g bfcio chq k}}éctl.héng?r biét | ) 3 4 5
chinh xéc thoi gian chi tra boi thuong
Cong ty quan tam tdi cac thong tin

TES phan hdi cia khach hang ! 2 3 4 >

A _ A Rat Khong | Binh Pong Rt
CONG NGHE THONG TIN kl‘zéng dingy | thong 5 dong
dong y

Khach hang dé dang truy cap thong tin

TT1 | vé cac goi bao hiém TNDS dang tham 1 2 3 4 5

gia tai website ciia cong ty cung cp
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Khéach hang c6 thé mua bao hiém

TT2 . 1 2 3 4 5
online
Khéach hang co thé hoan thién ho so

TT3 | yéu cau boi thuong tryc tuyén cho 1 2 3 4 5
cong ty bao hiém thu Iy
Khach hang c6 thé khiéu nai, nhan

TT4 | duoc tu van, nhan dugc tién boi 1 2 3 4 5

thuong truc tuyén

2. Su hai 10ng va hanh vi mua bao hiém cua khach hang

Anh/ Chj hiy khoanh tron vao s6 thé hién mtrc do tir Rat khong dong y cho dén muc do

Rat dong y cua anh/chi vé su hai long ddi vé6i chat luong dich vy va hanh vi tham gia bao

hiém trach nhi€ém dan sy chu xe co gidi doi voi nguoi thir ba dudi day:

Rat

L , . A . Khong | Binh Pong Rat
SU HAI LONG CUA KHACH HANG khong . . ) .
. | dongy | thuong ¥ dong y
dong y
T6i hai long vé chat lugng dich vu bao
HLI | hiém TNDS chu xe co gidi d6i véi 1 2 3 4 5
nguoi thr ba
T6i s& thuyét phuc, nhac nho nguoi
than, ban be, déng nghiép thuon
HLp | or DAl be, CONE NENIED TAUORE 1 2 3 4 5
xuyén tham gia bao hiém TNDS chu
xe co gioi dbi véi nguoi thir ba
T6i s& tham gia thém cac hop dong
bao hiém tu nguyén khac cia bao hiém
HL3 , T 1 2 3 4 5
TNDS chu xe co gidi doi voi nguoi
thur ba
Rat . .
. . R Khong | Binh Dong Rat
HANH VI MUA BAO HIEM khong v . . [
. | dongy | thuong ¥ dong y
dong y
HV1 | Tbi sdn sang mua bao hiém 1 2 3 4 5
T6i s& tham gia bao hiém thuong
HV2 . 1 2 3 4 5
xuyén
HV3 | Téi chi tham gia bao hiém khi can 1 2 3 4 5

XIN TRAN TRONG CAM ON SU HOP TAC CUA QUY ANH/CHI!
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PHU LUC 05

Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
HA1 100 2 5 3.61 886
HA2 100 2 5 3.69 825
HA3 100 2 5 3.66 742
HA4 100 2 5 3.82 821
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
DUI 100 1 5 3.71 868
DU2 100 2 5 395 857
DU3 100 2 5 3.85 157
DU4 100 1 5 3.88 .820
DU5S 100 2 5 391 767
DU6 100 2 5 3.85 7196
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
NL1 100 2 5 3.66 .855
NL2 100 2 5 3.66 .890
NL3 100 2 5 3.65 914
NL4 100 2 5 3.56 .880
NL5 100 2 5 3.84 849
NL6 100 2 5 3.61 .863
NL7 100 2 5 3.57 902
NL8 100 2 5 3.55 925
NL9 100 2 5 3.67 922
NL10 100 2 5 3.60 921
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
KN1 100 1 5 3.89 920
KN2 100 5 3.94 908
KN3 100 2 5 3.71 856
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TV1 100 1 5 3.64 823
TV2 100 5 3.61 790
TV3 100 2 5 3.63 812
Valid N (listwise) 100
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Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
KT1 100 2 5 3.60 829
KT2 100 2 5 3.65 770
KT3 100 2 5 3.58 819
KT4 100 2 5 3.78 824
KT5 100 2 5 3.58 831
KT6 100 2 5 3.53 881
KT7 100 2 5 3.70 916
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TCl1 100 1 5 3.81 .800
TC2 100 1 5 371 913
TC3 100 1 5 3.80 841
TC4 100 1 5 3.88 756
TC5 100 1 5 3.85 821
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TT1 100 1 5 3.72 975
TT2 100 1 5 3.66 937
TT3 100 2 5 3.61 920
TT4 100 1 5 3.64 905
TT5 100 1 5 3.28 922
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
HL1 100 2 5 3.75 .845
HL2 100 2 5 3.85 821
HL3 100 2 5 3.84 788
Valid N (listwise) 100
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
HV1 100 2 5 3.64 959
HV2 100 2 5 3.83 .829
HV3 100 2 5 3.81 800
Valid N (listwise) 100

2. KET QUA KIEM PINH CONBACH’S ALPHA

Reliability Statistics

Cronbach's Alpha

N of Items

.641

Item-Total Statistics
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Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted
HA1 11.17 2.688 .588 437
HA2 11.09 3.032 S12 .506
HA3 11.12 4329 .099 758
HA4 10.96 3.008 527 495
Reliability Statistics
Cronbach's Alpha N of Items
758 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted
HA1 7.51 1.869 .691 .550
HA2 7.43 2.268 .556 712
HA4 7.30 2.333 .527 743
Reliability Statistics
Cronbach's Alpha N of Items
.846 6
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted
DUI 19.44 8.936 715 .802
DU2 19.20 9.879 517 .842
DU3 19.30 9.768 .647 817
DU4 19.27 9.209 707 .804
DUS5S 19.24 10.386 491 .845
DU6 19.30 9.384 .694 .808
Reliability Statistics
Cronbach's Alpha N of Items
.906 10
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
NLI 32.71 34.289 .809 .888
NL2 32.71 35.420 .652 .897
NL3 32.72 34.244 752 .891
NL4 32.81 35.590 .644 .898
NL5 32.53 36.252 .601 .900
NL6 32.76 36.124 .603 .900
NL7 32.80 36.101 573 902
NLS8 32.82 34.573 707 .894
NL9 32.70 36.111 556 903
NL10 32.77 34.260 743 .891
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Cronbach's Alpha N of Items
.840 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
KN1 7.65 2513 721 760
KN2 7.60 2.545 722 759
KN3 7.83 2.809 .669 .810
Reliability Statistics
Cronbach's Alpha N of Items
.868 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
TV1 7.24 2.184 736 .824
TV2 7.27 2.361 .687 .867
TV3 7.25 2.068 .824 742
Reliability Statistics
Cronbach's Alpha N of Items
.897 7
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
KT1 21.82 16.149 673 .884
KT2 21.77 15.734 816 .869
KT3 21.84 14.964 .897 .858
KT4 21.64 16.778 572 .896
KT5 21.84 16.520 .608 .892
KTé6 21.89 15.493 727 878
KT7 21.72 15.880 .630 .890
Reliability Statistics
Cronbach's Alpha N of Items
930 5
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
TC1 15.24 8.568 .891 900
TC2 15.34 8.530 753 928
TC3 15.25 8.977 734 .929
TC4 15.17 9.173 794 918
TC5 15.20 8.323 925 .892
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Cronbach's Alpha N of Items
735 5
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
TT1 14.19 7.024 591 .652
TT2 14.25 6.957 .548 .669
TT3 14.30 6.798 706 .609
TT4 14.27 7.351 .584 .658
TT5 14.63 9.508 119 816
Reliability Statistics
Cronbach's Alpha N of Items
816 4
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
TT1 10.91 5.537 .658 758
TT2 10.97 5.565 .586 795
TT3 11.02 5.474 740 720
TT4 10.99 6.131 571 197
Reliability Statistics
Cronbach's Alpha N of Items
.950 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
HLI 7.69 2418 .893 929
HL2 7.59 2.507 .885 935
HL3 7.60 2.566 .909 917
Reliability Statistics
Cronbach's Alpha N of Items
.824 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha if
Item Deleted Item Deleted Total Correlation Item Deleted
HVI 7.64 2.213 .652 799
HV2 7.45 2.391 745 .695
HV3 7.47 2.635 .660 780
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PHU LUC 06

DPAC BIEM CUA MAU NGHIEN CUU
1. POI VOI PHIEU KHAO SAT CHU XE O TO

Statistics
Gioitinh
N Valid 320
Missing 0
Std. Deviation 401
Kurtosis 273
Std. Error of Kurtosis 272
Minimum 1
Maximum 2
Gioitinh
Frequency | Percent | Valid Percent| Cumulative
Percent
Nam 256 80.0 80.0 80.0
Valid Nu 64 20.0 20.0 100.0
Total 320 100.0 100.0
Statistics
Dotuoi
N Valid 320
Missing 0
Std. Deviation .910
Kurtosis -.086
Std. Error of Kurtosis 272
Minimum 1
Maximum 5
Dotuoi
Frequency | Percent | Valid Percent| Cumulative
Percent
Duoi 20 tuoi 18 5.6 5.6 5.6
tu 21 den 30 79 247 247 30.3
Valid tu 31 den 40 147 45.9 459 76.3
tu 41 den 50 63 19.7 19.7 95.9
tu 51 den 60 13 4.1 4.1 100.0
Total 320 100.0 100.0
Statistics
Trinhdo
N Valid 320
Missing 0
Std. Deviation .760
Kurtosis 439
Std. Error of Kurtosis 272
Minimum 1
Maximum 4
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Trinhdo
Frequency | Percent | Valid Percent| Cumulative
Percent
cap 3 16 5.0 5.0 5.0
dai hoc/cao dang 217 67.8 67.8 72.8
Valid thac si 47 14.7 14.7 87.5
tien si 40 12.5 12.5 100.0
Total 320 100.0 100.0
Statistics
Thunhap
N Valid 320
Missing 0
Std. Deviation .871
Kurtosis -.447
Std. Error of Kurtosis 272
Minimum 1
Maximum 4
Thunhap
Frequency | Percent | Valid Percent| Cumulative
Percent
duoi 5 trieu 16 5.0 5.0 5.0
tu5-10 trieu 62 19.4 19.4 24.4
Valid tu 11 - 15 trieu 124 38.8 38.8 63.1
tu 16 - 20 118 36.9 36.9 100.0
Total 320 100.0 100.0
Statistics
Mucdich
N Valid 320
Missing 0
Std. Deviation .882
Kurtosis -.498
Std. Error of Kurtosis 272
Minimum 1
Maximum 3
Mucdich
Frequency | Percent | Valid Percent | Cumulative
Percent
kinh doanh 93 29.1 29.1 29.1
Valid cho thue 49 15.3 15.3 44 .4
gia dinh 178 55.6 55.6 100.0
Total 320 100.0 100.0
Statistics
Mucdo
N Valid 320
Missing 0
Std. Deviation 1.003
Kurtosis -.269
Std. Error of Kurtosis 272
Minimum 1
Maximum 4
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Mucdo
Frequency | Percent | Valid Percent Cumulative
Percent
rat thuong xuyen 56 17.5 17.5 17.5
hiem khi 9 2.8 2.8 20.3
valid  thinh thoang 164 51.3 51.3 71.6
thuong xuyen 91 28.4 28.4 100.0
Total 320 100.0 100.0
Statistics
congty
N Valid 320
Missing 0
Std. Deviation 1.026
Kurtosis .040
Std. Error of Kurtosis 272
Minimum 1
Maximum 5
Congty
Frequency | Percent | Valid Percent | Cumulative
Percent
bao viet 113 35.3 35.3 35.3
PTI 91 28.4 28.4 63.8
Valid MIC 96 30.0 30.0 93.8
&% puico 10 3.1 3.1 96.9
bao minh 10 3.1 3.1 100.0
Total 320 100.0 100.0
Statistics
thamgia
N Valid 320
Missing 0
Std. Deviation .606
Kurtosis -.597
Std. Error of Kurtosis 272
Minimum 1
Maximum 3
Thamgia
Frequency | Percent | Valid Percent | Cumulative
Percent
lan dau 26 8.1 8.1 8.1
Valid lien tuc 177 55.3 55.3 63.4
al khong lien tuc 117 36.6 36.6 100.0
Total 320 100.0 100.0
Statistics
nguyennhanmua
N Valid 320
Missing 0
Std. Deviation .944
Kurtosis .330
Std. Error of Kurtosis 272
Minimum 1
Maximum 4
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Nguyennhanmua
Frequency Percent Valid Percent Cumulative
Percent
chap hanh phap luat 198 61.9 61.9 61.9
de phong rui ro tai nan xay ra 80 25.0 25.0 86.9
Valid doi pho voi cong an 11 3.4 34 90.3
phai tham gia moi duoc dang ky xe 31 9.7 9.7 100.0
Total 320 100.0 100.0
Statistics
Hinhthuc
N Valid 320
Missing 0
Std. Deviation 401
Kurtosis 273
Std. Error of Kurtosis 272
Minimum 1
Maximum 2
Hinhthuc
Frequency | Percent | Valid Percent| Cumulative
Percent
Bat buoc 256 80.0 80.0 80.0
. bat buoc va tu
Valid nguyen 64 20.0 20.0 100.0
Total 320 100.0 100.0
Statistics
Ruiro
N Valid 320
Missing 0
Std. Deviation .613
Kurtosis -.590
Std. Error of Kurtosis 272
Minimum 1
Maximum 3
Ruiro
Frequency | Percent | Valid Percent| Cumulative
Percent
khong xay ra 29 9.1 9.1 9.1
Valid 1lan 178 55.6 55.6 64.7
nhieu lan 113 35.3 35.3 100.0
Total 320 100.0 100.0
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Statistics
Boithuong
N Valid 320
Missing 0
Std. Deviation .666
Kurtosis -.781
Std. Error of Kurtosis 272
Minimum 1
Maximum 3
Boithuong
Frequency | Percent | Valid Percent | Cumulative
Percent
chua bao gio 44 13.8 13.8 13.8
. 1lan 164 51.3 51.3 65.0
Valid )
nhieu lan 112 35.0 35.0 100.0
Total 320 100.0 100.0
Statistics
Noimua
N Valid 320
Missing 0
Std. Deviation 1.189
Kurtosis -.958
Std. Error of Kurtosis 272
Minimum 1
Maximum 5
Noimua
Frequency | Percent | Valid Percent | Cumulative
Percent
tai CT 16 5.0 5.0 5.0
qua NV 99 30.9 30.9 35.9
Valid qua dai ly 102 31.9 31.9 67.8
co quan dang kiem 40 125 12.5 80.3
mua online 63 19.7 19.7 100.0
Total 320 100.0 100.0
DPOI VOI PHIEU KHAO SAT CHU XE MAY
Statistics
gioitinh
N Valid 210
Missing 0
Std. Deviation 477
Kurtosis -.600
Std. Error of Kurtosis 334
Minimum 1
Maximum 2
Gioitinh
Frequency Percent Valid Percent Cumulative
Percent
Nam 137 65.2 65.2 65.2
Valid Nu 73 34.8 34.8 100.0
Total 210 100.0 100.0
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Statistics
dotuoi
N Valid 210
Missing 0
Std. Deviation 797
Kurtosis -.152
Std. Error of Kurtosis 334
Minimum 1
Maximum 4
Dotuoi
Frequency Percent Valid Percent Cumulative
Percent
Duoi 20 tuoi 20 9.5 9.5 9.5
tu 21 den 30 115 54.8 54.8 64.3
Valid tu31den40 53 25.2 25.2 89.5
tu 41 den 50 22 10.5 10.5 100.0
Total 210 100.0 100.0
Statistics
trinhdo
N Valid 210
Missing 0
Std. Deviation 498
Kurtosis .399
Std. Error of Kurtosis 334
Minimum 1
Maximum 3
Trinhdo
Frequency | Percent [ Valid Percent Cumulative
Percent
cap 3 11 5.2 5.2 5.2
) dai hoc/cao dang 152 72.4 72.4 77.6
Valid  hac si 47 224 224 100.0
Total 210 100.0 100.0
Statistics
thunhap
N Valid 210
Missing 0
Std. Deviation 723
Kurtosis 772
Std. Error of Kurtosis 334
Minimum 1
Maximum 4
Thunhap
Frequency Percent Valid Percent Cumulative
Percent
duoi 5 trieu 63 30.0 30.0 30.0
tu 5 - 10 trieu 126 60.0 60.0 90.0
valid tu11-15 trieu 11 5.2 5.2 95.2
tu 16 - 20 10 4.8 4.8 100.0
Total 210 100.0 100.0
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Statistics
mucdich
N Valid 210
Missing 0
Std. Deviation .557
Kurtosis -.204
Std. Error of Kurtosis 334
Minimum 1
Maximum 3
Mucdich
Frequency Percent Valid Percent Cumulative
Percent
kinh doanh 59 28.1 28.1 28.1
) gia dinh 136 64.8 64.8 92.9
Valid — cho thue 15 7.1 7.1 100.0
Total 210 100.0 100.0
Statistics
mucdo
N Valid 210
Missing 0
Std. Deviation .830
Kurtosis 174
Std. Error of Kurtosis .334
Minimum 1
Maximum 5
Mucdo
Frequency Percent Valid Percent Cumulative
Percent
rat hiem khi 3 1.4 1.4 1.4
hiem khi 11 5.2 5.2 6.7
) thinh thoang 19 9.0 9.0 15.7
Valid  {huong xuyen 123 58.6 58.6 743
rat thuong xuyen 54 25.7 25.7 100.0
Total 210 100.0 100.0
Statistics
congty
N Valid 210
Missing 0
Std. Deviation 1.159
Kurtosis -.098
Std. Error of Kurtosis .334
Minimum 1
Maximum 5
Congty
Frequency Percent Valid Percent Cumulative
Percent
bao viet 73 34.8 34.8 34.8
PTI 57 271 271 61.9
) MIC 56 26.7 26.7 88.6
Valid - pjico 11 52 5.2 93.8
bao minh 13 6.2 6.2 100.0
Total 210 100.0 100.0
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Statistics
thamgia
N Valid 210
Missing 0
Std. Deviation .558
Kurtosis -.809
Std. Error of Kurtosis 334
Minimum 1
Maximum 3
Thamgia
Frequency Percent Valid Percent Cumulative
Percent
lan dau 8 3.8 3.8 3.8
) lien tuc 116 55.2 55.2 59.0
Valid  hong lien tuc 86 41.0 41.0 100.0
Total 210 100.0 100.0
Statistics
nguyennhanmua
N Valid 210
Missing 0
Std. Deviation .953
Kurtosis -.895
Std. Error of Kurtosis 334
Minimum 1
Maximum 3
Nguyennhanmua
Frequency Percent Valid Percent Cumulative
Percent
chap hanh phap luat 103 49.0 49.0 49.0
de phong rui ro tai nan xay 19 90 90 58.1
Valid 12
doi pho voi cong an 88 419 41.9 100.0
Total 210 100.0 100.0
Statistics
hinhthuc
N Valid 210
Missing 0
Std. Deviation .281
Kurtosis .953
Std. Error of Kurtosis 334
Minimum 1
Maximum 2
Hinhthuc
Frequency Percent Valid Percent Cumulative
Percent
Bat buoc 192 91.4 91.4 91.4
Valid  bat buoc va tu nguyen 18 8.6 8.6 100.0
Total 210 100.0 100.0
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Statistics
ruiro
N Valid 210
Missing 0
Std. Deviation 761
Kurtosis -.751
Std. Error of Kurtosis .334
Minimum 1
Maximum 3
Ruiro
Frequency | Percent | Valid Percent Cumulative
Percent
khong xay ra 122 58.1 58.1 58.1
) 1lan 53 252 252 83.3
Valid  phiey fan 35 16.7 16.7 100.0
Total 210 100.0 100.0
Statistics
boithuong
N Valid 210
Missing 0
Std. Deviation .556
Kurtosis .795
Std. Error of Kurtosis .334
Minimum 1
Maximum 3
Boithuong
Frequency Percent Valid Percent Cumulative
Percent
chua bao gio 172 81.9 81.9 81.9
) 1lan 25 11.9 11.9 93.8
Valid  phigy fan 13 6.2 6.2 100.0
Total 210 100.0 100.0
Statistics
noimua
N Valid 210
Missing 0
Std. Deviation 573
Kurtosis .924
Std. Error of Kurtosis 334
Minimum 1
Maximum 5
Noimua
Frequency Percent Valid Percent Cumulative
Percent
tai CT 6 29 29 29
qua NV 46 219 21.9 24.8
) qua dai ly 153 72.9 72.9 97.6
Valid co quan dang kiem 3 1.4 1.4 99.0
mua online 2 1.0 1.0 100.0
Total 210 100.0 100.0
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PHU LUC 07
THONG KE MO TA CAC BIEN TRONG MO HINH
POI VOI CAC CHU XE O TO
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
HAL1 320 1 5 3.93 883
HA2 320 2 5 3.96 888
HA3 320 2 5 3.81 848
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
DUI 320 1 5 3.88 883
DU2 320 1 5 3.95 818
DU3 320 1 5 2.85 724
DU4 320 1 5 3.92 858
DUS5 320 2 5 4.12 697
DU6 320 1 5 2.94 784
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
NLI 320 2 5 3.83 864
NL2 320 2 5 3.87 856
NL3 320 2 5 3.81 856
NL4 320 2 5 3.81 856
NL5 320 2 5 3.26 815
NL6 320 2 5 3.28 859
NL7 320 2 5 3.89 824
NL8 320 2 5 3.82 843
NL9 320 2 5 3.77 839
NL10 320 2 5 3.80 865
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
KN1 320 2 5 391 866
KN2 320 2 5 3.88 839
KN3 320 2 5 3.95 .860
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TV1 320 1 5 3.82 859
TV2 320 2 5 3.83 836
TV3 320 2 5 3.89 827
Valid N (listwise) 320
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Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
KT1 320 2 5 3.77 859
KT2 320 2 5 3.73 884
KT3 320 2 5 3.80 902
KT4 320 2 5 3.27 831
KT5 320 2 5 3.07 921
KT6 320 2 5 3.77 914
KT7 320 2 5 3.76 911
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TCl1 320 1 5 3.74 953
TC2 320 1 5 327 789
TC3 320 1 5 391 970
TC4 320 2 5 373 882
TC5 320 1 5 3.05 756
Valid N (listwise) 320
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TT1 320 1 5 3.87 805
TT2 320 1 5 3.84 867
TT3 320 1 5 3.08 743
TT4 320 1 5 391 806
Valid N (listwise) 320
POI VOI CHU XE MAY
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
HA1 210 2 5 391 895
HA2 210 2 5 3.89 860
HA3 210 2 5 3.96 866
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
DU1 210 1 5 3.81 848
DU2 210 1 5 3.89 876
DU3 210 1 5 2.76 749
DU4 210 1 5 3.86 850
DU5 210 3 5 4.08 683
DU6 210 1 5 2.92 700
Valid N (listwise) 210




182

Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
NL1 210 2 5 3.90 861
NL2 210 2 5 391 873
NL3 210 2 5 3.80 864
NL4 210 2 5 3.80 842
NL5 210 2 5 3.28 783
NL6 210 2 5 3.27 866
NL7 210 2 5 3.97 815
NL8 210 2 5 3.80 863
NL9 210 2 5 3.82 873
NLI10 210 2 5 382 865
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
KNI1 210 1 5 4.03 858
KN2 210 2 5 4.00 894
KN3 210 2 5 3.83 856
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TV1 210 1 5 3.77 861
TV2 210 2 5 3.81 825
TV3 210 2 5 3.77 829
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
KT1 210 2 5 3.74 875
KT2 210 2 5 3.71 862
KT3 210 2 5 3.27 890
KT4 210 2 5 3.20 864
KT5 210 2 5 3.76 923
KT6 210 2 5 3.74 930
KT7 210 2 5 3.70 949
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TC1 210 1 5 3.85 759
TC2 210 1 5 3.85 845
TC3 210 1 5 3.06 797
TC4 210 1 5 395 11
TC5 210 1 5 3.02 719
Valid N (listwise) 210
Descriptive Statistics
N Minimum | Maximum Mean Std. Deviation
TT1 210 1 5 3.74 989
TT2 210 1 5 3.77 937
TT3 210 2 5 3.77 883
TT4 210 1 5 3.01 752
Valid N (listwise) 210
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KIEM DINH CRONBACK’S ALPHA CAC BIEN TRONG MO HINH
+DOI VOI CHU XE O TO

Reliability Statistics

Cronbach's N of Items
Alpha
818 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
HA1 7.77 2.387 682 737
HA2 7.74 2418 659 761
HA3 7.89 2.508 670 750
Reliability Statistics
Cronbach's N of Items
Alpha
789 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
DU1 19.78 7.739 624 736
DU2 19.72 8.135 596 744
DU3 19.82 7.938 639 733
DU4 19.75 7.749 649 729
DU5 19.54 10.443 145 .834
DU6 19.73 8.294 593 745
Reliability Statistics
Cronbach's N of Items
Alpha
834 5
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
DU1 15.66 6.916 592 813
DU2 15.59 7.221 581 815
DU3 15.69 6.873 669 791
DU4 15.62 6.624 698 781
DU6 15.60 7.175 632 .801
Reliability Statistics
Cronbach's N of Items
Alpha
876 10
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Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
NLI 3432 26.751 127 854
NL2 34.28 27.231 675 858
NL3 3435 27.136 686 857
NL4 3435 27.306 665 859
NL5 34.29 28.420 .565 867
NL6 34.47 31.799 150 .897
NL7 34.26 27.817 633 862
NL8 34.33 26.949 723 855
NL9 3438 28.939 482 873
NLI10 34.35 26.780 722 854
Reliability Statistics
Cronbach's N of Items
Alpha
897 9
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
NL1 30.64 24.671 743 879
NL2 30.60 25.056 701 882
NL3 30.67 25.007 707 882
NL4 30.67 25.402 656 886
NL5 30.61 26.383 567 892
NL7 30.58 25.593 663 885
NL8 30.65 24.930 731 880
NL9 30.70 27.264 637 892
NL10 30.67 24.736 734 879
Reliability Statistics
Cronbach's N of Items
Alpha
777 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
KNI 7.83 2.222 612 700
KN2 7.85 2.201 661 .646
KN3 7.79 2.323 .568 748
Reliability Statistics
Cronbach's N of Items
Alpha
815 3
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Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
TVI 7.72 2.240 .648 766
TV2 7.71 2.208 .699 713
TV3 7.65 2.316 654 159
Reliability Statistics
Cronbach's N of Items
Alpha
838 7
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
KT1 22.60 15.025 585 817
KT2 22.63 14.521 647 807
KT3 22.57 13.726 766 787
KT4 22.59 16.945 .296 857
KT5 22.59 14.619 596 815
KT6 22.59 14217 .669 803
KT7 22.61 14.791 576 818
Reliability Statistics
Cronbach's N of Items
Alpha
857 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
KT1 18.83 12.747 564 847
KT2 18.86 12.037 672 828
KT3 18.79 11.312 794 .804
KTS5 18.82 12.205 605 840
KT6 18.82 11.917 665 829
KT7 18.83 12.408 577 .845
Reliability Statistics
Cronbach's N of Items
Alpha
7181 4

Item-Total Statistics
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Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
TCl1 11.25 4735 .560 742
TC2 11.23 4.816 549 747
TC4 11.26 4763 628 706
TC5 11.24 4911 612 715
Reliability Statistics
Cronbach's N of Items
Alpha
886 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if I[tem
Correlation Deleted
TT1 11.73 4.495 762 .849
TT2 11.76 4.185 791 838
TT3 11.61 4884 702 871
TT4 11.69 4516 152 852
Reliability Statistics
Cronbach's N of Items
Alpha
903 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
HL1 8.00 2.122 .800 871
HL2 7.90 2.303 825 845
HL3 7.97 2.397 .801 867
Reliability Statistics
Cronbach's N of Items
Alpha
903 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
HV1 7.96 1911 666 7194
HV2 7.86 2.055 157 700
HV3 7.90 2216 653 7199
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Reliability Statistics
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Cronbach's N of Items
Alpha
796 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
HA1 7.85 2.206 702 651
HA2 7.87 2.384 659 700
HA3 7.80 2.572 559 703
Reliability Statistics
Cronbach's N of Items
Alpha
806 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
DU1 19.51 8.471 629 760
DU2 19.43 8.103 686 746
DU3 19.56 8.343 659 753
DU4 19.46 8.125 711 740
DUS 19.24 11.455 081 .860
DU6 19.40 8.720 622 763
Reliability Statistics
Cronbach's N of Items
Alpha
.860 5
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
DU1 15.43 7.739 635 842
DU2 15.35 7.501 664 835
DU3 1548 7.552 682 830
DU4 15.38 7.231 766 808
DU6 15.32 7912 645 .839
Reliability Statistics
Cronbach's N of Items
Alpha
858 10
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Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
NLI 34.72 24.366 730 830
NL2 34.71 24953 641 .838
NL3 34.82 25.017 641 838
NL4 34.82 25371 616 .840
NL5 34.90 28.288 .269 .868
NL6 34.58 28.455 232 872
NL7 34.65 25.347 646 838
NLS8 34.82 24.991 646 837
NL9 34.74 26.249 558 845
NLI10 34.80 24.566 .699 833
Reliability Statistics
Cronbach's N of Items
Alpha
.889 8
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
NL1 2697 19.229 762 864
NL2 26.96 19.754 671 874
NL3 27.07 19.923 655 875
NL4 27.07 20.344 615 879
NL7 26.90 20.196 664 874
NL8 27.07 19.890 661 875
NL9 26.99 21.311 529 887
NL10 27.04 19.419 729 868
Reliability Statistics
Cronbach's N of Items
Alpha
818 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
KNI 7.84 2.433 679 741
KN2 7.86 2.292 701 718
KN3 8.03 2.530 633 187
Reliability Statistics
Cronbach's N of Items
Alpha
814 3
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Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
TVI1 7.58 2.245 629 781
TV2 7.54 2.259 673 735
TV3 7.58 2.216 .692 716
Reliability Statistics
Cronbach's N of Items
Alpha
831 7
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
KT1 22.18 13.814 675 793
KT2 22.21 13.786 694 790
KT3 22.16 13.033 801 71
KT4 22.33 16.327 297 .848
KT5 22.16 13.639 657 795
KT6 22.19 13.406 691 789
KT7 22.31 16.303 .269 855
Reliability Statistics
Cronbach's N of Items
Alpha
881 5
Item-Total Statistics
Scale Mean if|Scale Variance | Corrected Item- | Cronbach's
Item Deleted if Item Deleted | Total Alpha if Item
Correlation Deleted
KT1 14.98 9.057 721 855
KT2 15.01 9.435 650 871
KT3 14.95 8.428 851 823
KTS5 14.96 9.046 670 867
KTé6 14.98 8.909 693 861
Reliability Statistics
Cronbach's N of Items
Alpha
181 5
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
TCl1 15.69 5.949 680 702
TC2 15.69 5.497 715 683
TC3 15.58 7.327 134 .896
TC4 15.59 6.158 675 708
TC5 15.61 5.597 771 .669
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Cronbach's N of Items
Alpha
.896 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
TC1 11.72 4354 157 871
TC2 11.73 3.998 174 .867
TC4 11.62 4.666 702 .890
TC5 11.65 4.036 858 .833
Reliability Statistics
Cronbach's N of Items
Alpha
771 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
TT1 11.35 4612 .559 124
TT2 11.32 4756 571 716
TT3 11.32 4.888 .589 707
TT4 11.28 5.043 575 716
Reliability Statistics
Cronbach's N of Items
Alpha
837 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
HL1 7.99 1.895 .679 .800
HL2 7.89 2.012 769 708
HL3 7.95 2.155 659 812
Reliability Statistics
Cronbach's N of Items
Alpha
912 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
HV1 7.98 2.095 .830 .870
HV2 7.95 2.174 828 871
HV3 8.01 2.282 816 881
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KMO and Bartlett's Test
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .843
Approx. Chi-Square 7405.270
Bartlett's Test of Sphericity  df 903
Sig. .000
Total Variance Explained
Factor Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of
Squared Loadings®
Total % of Cumulative Total % of Cumulative Total
Variance % Variance %
1 9518 22.135 22.135 9.132 21.237 21.237 5.967
2 3978 9.252 31.386 3.554 8.266 29.503 4516
3 3.099 7.206 38.593 2.677 6.226 35.729 4.597
4 2.509 5.836 44428 2.078 4.832 40.561 3.819
5 2.290 5.325 49.754 1.904 4427 44988 4.698
6 1.848 4297 54.050 1.478 3438 48.426 3.133
7 1.702 3.959 58.009 1.324 3.078 51.504 3213
8 1.589 3.696 61.705 1.169 2.719 54.223 5.970
9 1.318 3.064 64.770 949 2.207 56.430 3.952
10 1.135 2.640 67410 790 1.836 58.266 4.897
11 907 2.108 69.518
12 844 1.963 71.481
13 811 1.887 73.367
14 187 1.831 75.198
15 133 1.704 76.902
16 679 1.579 78.481
17 663 1.542 80.024
18 598 1.390 81.414
19 555 1.290 82.703
20 529 1.231 83.935
21 506 1.176 85.110
22 474 1.103 86.213
23 457 1.063 87.276
24 436 1.014 88.290
25 422 981 89.271
26 387 900 90.172
27 375 872 91.044
28 347 808 91.851
29 338 786 92.637
30 324 753 93.390
31 311 724 94.114
32 290 675 94.789
33 279 649 95.438
34 257 598 96.036
35 249 578 96.614
36 238 553 97.168
37 222 517 97.684
38 201 468 98.153
39 194 452 98.605
40 178 415 99.020
41 154 357 99.377
42 137 320 99.697
43 130 .303 100.000

Extraction Method: Principal Axis Factoring.
a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.
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Pattern Matrix®

Factor

6

10

NLI
NL7
NL3
NL8
NL10
NL4
NL2
NL5
NL9
KT3
KTé6
KT2
KT7
KT5
KT1
TT2
TT1
TT4
TT3
DU4
DU3
DU6
DU2
DU1
TC4
TC1
TCS
TC2
TV2
TV1
TV3
HA3
HA1
HA2
HL1
HL2
HL3
KN2
KN1
KN3
HV1
HV2
HV3

.833
791
750
127
726
724
.669
.658
362

.862
737
732
.649
.637
618

921
.841
751
.700

761
137
705
.683
672

792
705
.646
.631

755
722
.676

.804
785
742

.860
.839
.836

928
.654
599

.850
811
.669

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 7 iterations.
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KMO and Bartlett's Test

Bartlett's Test of Sphericity

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Approx. Chi-Square

df

Sig.

.848
7244.661

861
.000

Total Variance Explained

Factor Initial Eigenvalues Extraction Sums of Squared Loadings Rotation
Sums of
Squared
Loadings®
Total % of Cumulative | Total % of Cumulative Total
Variance % Variance %
1 9.378 22.329 22.329 8.999 21.427 21.427 5.719
2 3.882 9.243 31.573 3.466 8.252 29.679 4.509
3 3.095 7.370 38.943 2.674 6.366 36.045 4584
4 2.508 5.972 44915 2.078 4946 40.991 3.808
5 2.290 5.451 50.366 1.904 4534 45.525 4.680
6 1.847 4397 54.763 1.479 3.521 49.046 3.210
7 1.683 4.008 58.771 1.316 3.133 52.179 3.202
8 1.588 3.782 62.553 1.170 2.785 54.965 5919
9 1.308 3.115 65.668 946 2252 57216 3.869
10 1.124 2.675 68.343 788 1.876 59.092 4.827
11 877 2.088 70.431
12 822 1.957 72.389
13 .800 1.905 74.294
14 733 1.746 76.040
15 679 1.617 77.657
16 .668 1.591 79.248
17 .598 1.424 80.672
18 .559 1.331 82.003
19 529 1.261 83.264
20 509 1.212 84.476
21 475 1.131 85.607
22 464 1.104 86.710
23 444 1.058 87.769
24 425 1.011 88.780
25 403 960 89.739
26 383 912 90.651
27 362 863 91514
28 338 805 92.319
29 326 776 93.094
30 319 760 93.854
31 297 707 94.560
32 279 665 95.226
33 257 612 95.838
34 253 603 96.441
35 239 570 97.010
36 225 535 97.546
37 218 519 98.065
38 195 464 98.529
39 183 436 98.965
40 .160 380 99.345
41 141 335 99.680
42 135 320 100.000

Extraction Method: Principal Axis Factoring.
a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.




Pattern Matrix®

194

Factor

5

NL1
NL7
NL3
NL10
NL4
NL8
NL2
NL5
KT3
KTé6
KT2
KT7
KT5
KTI
TT2
TT1
TT4
TT3
DU4
DU3
DU6
DU2
DUI
TC4
TC1
TCS
TC2
TV2
TV1
TV3
HA3
HALI
HA2
HL1
HL2
HL3
KN2
KNI
KN3
HVI
HV2
HV3

.830
799
739
725
721
714
.655
.650

.863
736
731
.651
.637
.619

921
.845
153
.697

761
738
705
.683
672

794
706
.650
.629

766
728
.683

.803
786
742

.866
.843
.834

941
.638
598

.847
823
.668

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.
a. Rotation converged in 7 iterations.

DOI VOI CHU XE MAY
KET QUA EFA

KMO and Bartlett's Test

Bartlett's Test of Sphericity

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
Approx. Chi-Square

810
5058.159

820
.000
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Total Variance Explained

Factor Initial Eigenvalues Extraction Sums of Squared Rotation Sums
Loadings of Squared
Loadings®
Total % of Cumulative | Total % of Cumulative Total
Variance % Variance %

1 9.136 22.282 22.282 8.778 21411 21.411 5.163

2 4.143 10.105 32.387 3.717 9.067 30.478 4.348

3 3.220 7.854 40.241 2.854 6.961 37.439 3.650

4 2.664 6.497 46.739 2292 5.591 43.030 4.705

5 2.285 5.573 52311 1.956 4.770 47.800 4.672

6 1.930 4.706 57.018 1.543 3763 51.563 3.957

7 1.601 3.905 60.923 1.261 3.075 54.638 3.957

8 1.583 3.862 64.784 1.168 2.848 57.486 5.483

9 1.176 2.868 67.652 803 1.959 59.445 4.500

10 1.030 2.512 70.164 681 1.660 61.105 3.872

11 935 2.281 72.446

12 805 1.963 74.408

13 772 1.883 76.291

14 743 1.812 78.104

15 678 1.654 79.758

16 592 1.443 81.201

17 574 1.400 82.601

18 560 1.365 83.966

19 536 1.308 85.274

20 500 1.220 86.494

21 482 1.175 87.669

22 433 1.056 88.725

23 414 1.010 89.734

24 403 984 90.718

25 382 932 91.650

26 371 904 92.554

27 344 840 93.394

28 302 737 94.131

29 273 666 94.797

30 264 644 95.441

31 243 592 96.033

32 225 550 96.583

33 223 544 97.127

34 198 483 97.610

35 189 460 98.070

36 .169 413 98.483

37 165 403 98.886

38 139 339 99.225

39 113 276 99.501

40 1108 264 99.764

41 097 236 100.000

Extraction Method: Principal Axis Factoring.
a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Pattern Matrix®

Factor

6

10

NL1
NL3
NL10

.825
735
732
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NL7 723
NL2 712
NL4 .683
NL8 672
NL9 .561
KT3 924
KTé6 765
KTI 756
KT2 11
KT5 704
DU4 .876
DU3 730
DU2 718
DUI .708
DU6 701
TCS 920
TC2 .854
TC1 .835
TC4 .693
TT1 702
TT2 .694
TT3 .687
TT4 .588
TV3 167
V2 758
TVI .609
KN3 817
KN2 793
KNI 7139
HL1
HL2
HL3
HV1
HV2
HV3
HALI
HA2
HA3

.891
791
51

852
.844
.636

779
769
.555

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.
a. Rotation converged in 7 iterations.

KET QUA CHAY CFA
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Standardized Regression Weights: (Group number 1 - Default model)

Estimate

NLI <-- NL 779
NL7 <-- NL .695
NL3 <- NL 749
NL10 <--- NL 770
NL4 <-- NL 712
NL8 <--- NL 754
NL2 <- NL 742
NL5 <--—- NL .589
KT3 <--- KT .889
KT6 <--- KT 720
KT2 <-- KT 714
KT7 <--- KT .603




Estimate
KT5 <--- KT 675
KTl <--- KT 641
TT2 <--- TT 856
TTl <--- TT 834
TT4 <--—- TT 807
TT3 <--—- TT 156
DU4 <--- DU .800
DU3 <--- DU 51
DU6 <--- DU 735
DU2 <--- DU 610
DUl <-- DU .640
TC4 <-- TC 735
TCl <-- TC 731
TC5 <--- TC 756
TC2 <-- TC 629
V2 <-—-—- TV 831
TVl <-—-—- TV 739
TV3 <-—-- TV 747
HA3 <--- HA 763
HAl1 <--- HA 7183
HA2 <--- HA 77
HV1l <--- HV 733
HV2 <--- HV 903
HV3 <-—- HV 139
KN2 <--- KN 157
KNI <--- KN 780
KN3 <--- KN 665
HLl <--- HL 847
HL2 <-- HL 906
HL3 <--- HL 858
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Covariances: (Group number 1 - Default model

Estimate S.E. C.R. P  Label
NL <--=> KT 113 .035 3.232 .001
NL <--> TT 103 032 3.184 .001
NL <--> DU 082 .030 2.706 .007
NL <--> TC 157 032 4889 kx*
NL <> TV 053 031 1.738 .022
NL <--> HA 068 .029 2.346 .019
NL <--> HV 185 032 5798 kx*
NL <--> KN 127 031 4,155 k**
NL <--> HL 173 033 5.165 ***
KT <--> TT 132 038 3.441 Hx*
KT <> DU 110 .036 3.023 .003
KT <--> TC 170 037 4.560 ***
KT <--> TV 166 038 4353 ckxx
KT <> HA 078 .035 2.250 .024
KT <-> HV 196 036 5.402 ***
KT <-> KN 137 036 3.839 *k**
KT <--> HL 230 040 5772 kx*
TT <--> DU 165 035 4714 *#*x*
TT <--> TC 122 034 3.647 k*x*
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Estimate S.E. CR. P Label

TT <> TV 100 .034 2.927 .003
TT <--> HA 165 .034 4838 ***
TT <--> HV 168 033 5.055 kx*
TT <--> KN 125 033 3.780 k**
TT <--> HL 265 .039 6.838 *k**
DU <-> TC 080 .031 2.557 011
DU <--> TV 096 .033 2948 .003
DU <--> HA 084 .031 2.734 .006
DU <-> HV 119 .030 3.938 *k**
DU <--> KN 065 .030 2.144 032
DU <-> HL 215 036 5992 **x*
TC <> TV 176 034 5115 ***
TC <--> HA 098 .030 3.225 .001
TC <--> HV 167 032 5210 ***
TC <--> KN 71,033 5.164 ***
TC <--> HL 221 036 6.091 ***
TV <--> HA 103 .032 3.237 .001
TV <--> HV 139 032 4408 ***
TV <> KN 188  .034 5476 ***
TV <-=> HL 252 038 6.681 ***
HA <--> HV 136 030 4.535 kx*
HA <--> KN 068 .029 2312 .021
HA <--> HL 171 034 5.081 ***
HV <> KN 174 032 5463 *#*x*
HV <--> HL 181 033 5470 *k**
KN <--> HL 197 035 5679 ***
e6 <> €8 -059 .019 -3.060 .002
ed <> ¢6 132 024 5464 ***
e2 <> e8 080 .024 3.408 ***
el <> e2 078 022 3.577 ***
DPOI VOI CHU XE MAY

Covariances: (Group number 1 - Default model)

Estimate S.E. CR. P Label

NL <-> KT 115 .047 2.438 015
NL <--> DU 042 .043 980 .027
NL <--=> TC 101 .041 2.455 014
NL <> TV 054 038 1.419 .026
NL <-=> TT 144 040 3.572 ***
NL <-> KN 082 .044 1.850 .044
NL <--> HV 172 .040 4302 *#**
NL <--=> HL 141 041 3400 ***
NL <--> HA 145 040 3.631 k**
KT <--> DU 102 .050 2.050 .040
KT <> TC 157 047 3316 ***
KT <> TV 177 046 3.824 ***
KT <> TT 143 .045 3.205 .001
KT <--> KN 111 051 2.198 .028
KT <--> HV 163 .044 3701 *k**
KT <--> HL 230 .049 4702 kx*
KT <--=> HA 135 .044 3.040 .002
DU <> TC 160 044 3.624 kx*
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Estimate S.E. CR. P Label
DU <-> TV .051  .040 1.259 .008
DU <-> TT .088 .040 2.234 .026
DU <--> KN 110 .047 2338 .019
DU <--> HV .093  .039 2.385 .017
DU <--> HL 168 .044 3805 ***
DU <--> HA .042 039 1.079 .011
TC <> TV 079 .038 2.069 .039
TC <--> TT 130 .039 3.328 ***
TC <-> KN 217 047 4.643 ***
TC <--> HV 174 039 4425 Hx*
TC <--> HL 197 042 4.652 **x
TC <--> HA 126 .039 3.256 .001
TV <> TT 81 .041 4396 ***
TV <> KN 128 .043 2996 .003
TV <--> HV 110 .036 3.083 .002
TV <--> HL 287  .046 6.192 ***
TV <--> HA 216 042 5126 ***
TT <--> KN 146 .043 3411 ***
TT <--> HV 163 039 4208 ***
TT <--> HL 185 042 4398 ***
TT <--> HA 198 .043  4.647 Hx*
KN <> HV 198 044 4.529 kE*
KN <--> HL 257 .048 5316 ***
KN <--> HA .088 .041 2.153 .031
HV <> HL 190 .040 4.745 Hw*
HV <-> HA 154 037 4125 ***
HL <> HA 213 042 5.029 ck**
el6 <> el7 214 037 5776 ***
e3 <> 7 201 .035 5.666 ***
el5 <> el6 A37 0,031 4.420 ***
Standardized Regression Weights: (Group number 1 - Default model)

Estimate
NLI <-- NL .836
NL3 <- NL 710
NL10 <--- NL 725
NL7 <-- NL 703
NL2 <-- NL 728
NL4 <--—- NL .658
NL8 <-- NL .659
KT3 < KT 957
KT6 <--- KT 701
KT1 <--- KT 831
KT2 <--- KT .654
KT5 <--- KT 704
DU4 <-- DU .893
DU3 <-- DU 722
DU2 <--- DU 571
DUl <--- DU 618
DU6 <--- DU 779
TC5 <-- TC 941
TC2 <--- TC 795
TCl <-- TC .833




Estimate
TC4 < TC 744
TV3 <— TV 779
TV2 <— TV 803
TVl <— TV 716
TT1 <— TT 798
TT2 <— TT 634
TT3 <— TT 692
TT4 <— TT 57
KN2 <-- KN 839
KN3 < KN 701
KNI < KN 781
HVl <- HV 747
HV2 < HV 904
HV3 <- HV 748
HL1 <- HL 849
HL2 <-- HL 923
HL3 <-- HL 833
HA2 < HA 748
HAl <-- HA 884
HA3 < HA 633
KET QUA CHAY SEM

POI VOI CHU XE O TO
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Regression Weights: (Group number 1 - Default model)

Estimate S.E. CR. P  Label

HL <- NL 145 056 2.591 .010
HL < KT 113 046 2460 .014
HL < TT 226 053 4269 ***
HL <- DU 216 055 3923 ***
HL <- TC 146 070 2.101 .036
HL <- TV 259 063 4.112 ***
HL < HA 120 077 1.545 122
HL <--- KN 117 .056 2.101 .036
HV <-- HL 385 057 6.731 ***
NLI <-- NL 1.000

NL7 <--- NL 847 059 14443 ***
NL3 <-- NL 951 069 13.733 ***
NLIO <--- NL 983 070 14.005 ***
NL4 <--—- NL 902 070 12.928 ***

Chi-square=1235.698 ; df=669 ; P=.000;
Chi-square/df=1.847 ;

GF1=.835; TLI=.901 ; CFI=.911 ;
RMSEA=.052
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Estimate S.E. CR. P  Label
NL8 <--—- NL 934 069 13.579 ***
NL2 <--- NL 941 069 13.576 ***
NL5 <-- NL 714 068 10430 ***
KT3 <--—- KT 1.000
KT6 <--—- KT 820 056 14.539 ***
KT2 <-- KT 790 055 14.440 ***
KT7 <--—- KT 689 060 11.555 ***
KT5 <--—- KT 776 058 13.326 ***
KTl <--—- KT 687 055 12.431 ***
TT2 <--—- TT 1.000
TTl <-- TT 904 051 17.608 ***
TT4 <-—- TT 877 052 16.844 ***
TT3 <--—- TT 157 049 15383 k**
DU4 <--- DU 1.000
DU3 <-- DU 900 068 13.230 ***
DU6 <--- DU 837 065 12.931 ***
DU2 <--—- DU 724 069 10.557 ***
DUl <--- DU 823 074 11.164 ***
TC4 <-- TC 1.000
TCl <-- TC 930 094 9.863 ***
TC5 <--—- TC 994 088 11.278 *%**
TC2 <-- TC 912 093 9.818 ***
V2 <--—- TV 1.000
TVl <-—-—- TV 911 072 12.600 ***
TV3 <-— TV 888 070 12.733 ***
HA3 <--- HA 1.000
HAl <--- HA 1.176 113 10.377 ***
HA2 <--- HA 1.110 108 10.304 *%**
HV1l <-- HV 1.000
HV2 <--—- HV 1.053 079 13.356 ***
HV3 <--—- HV 876 070 12.550 ***
KN2 <--- KN 1.000
KNI <--- KN 1.009 082 12.356 ***
KN3 <--- KN 940 077 12.189 ***
HL1 <--- HL 1.000
HL2 <--- HL 973 048 20.240 ***
HL3 <--—- HL 899 048 18.767 ***
Standardized Regression Weights: (Group number 1 - Default model)

Estimate
HL <--—- NL 134
HL <--- KT 125
HL <--- TT 231
HL <--- DU 204
HL <- TC 131
HL <- TV 247
HL <-- HA .094
HL <--—- KN 11
HV <--—- HL 436
NL1 <-- NL 7181
NL7 <-- NL 697
NL3 <-—- NL 749
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Estimate
NL10 <--- NL 767
NL4 <-- NL 711
NL8 <-- NL 750
NL2 <--—- NL 742
NL5 <--—- NL .592
KT3 <--- KT .888
KT6 <--- KT 719
KT2 <--- KT 716
KT7 <--- KT .605
KTS <--- KT 675
KTl <-- KT .641
TT2 <-- TT 856
TT1 <- TT .833
TT4 <--- TT .807
TT3 <-- TT 157
DU4 <--- DU .801
DU3 <-- DU 751
DU6 <--- DU 734
DU2 <-- DU .609
DUl <-- DU .640
TC4 <-- TC 735
TCl <-- TC .633
TC5 <--- TC 753
TC2 <-- TC .630
V2 <- TV .832
TVl <- TV 737
TV3 <-—-—- TV 147
HA3 <-- HA .666
HAl1 <--- HA 778
HA2 <--- HA 758
HV1 <--- HV 740
HV2 <--- HV .895
HV3 <--- HV 742
KN2 <--- KN 775
KNI <--- KN 786
KN3 <--- KN 762
HL1 <-- HL .843
HL2 <--- HL 905
HL3 <--- HL .855
Covariances: (Group number 1 - Default model)
Estimate S.E. CR. P Label
NL <-> KT 113 .035 3.230 .001
NL <-> TT 103 .032 3.181 .001
NL <--> DU .083 .031 2.708 .007
NL <--> TC 158 032 4.892 ***
NL <> TV 054 .031 1.737 .022
NL <--> HA 15,028 4.079  ***
NL <--> KN 073 .031 2351 .019
KT <-> TT 132 038 3.444 ***
KT <> DU 110 .036 3.025 .002
KT <> TC 169 037 4.555 ***
KT <-> TV 166 .038 4351 ***
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Estimate S.E. CR. P Label

KT <-> HA 123 033 3.781 k**
KT <--> KN 082 .037 2243 025
TT <--> DU 165 035 4713 k*x*
TT <> TC 122 034 3.650 k%
TT <> TV 101 .034  2.933 .003
TT <--> HA 113 030 3.727 k**
TT <--> KN 175 036 4.843 kx*
DU <> TC 080 .031 2.560 .010
DU <--> TV 097 .033 2.945 .003
DU <--> HA 059 .028 2.133 .033
DU <-=> KN 089 .033 2.732 .006
TC <> TV 176 035 5110 ***
TC <--> HA 154 031 5.029 ckx*
TC <> KN 104 .032 3.227 .001
TV <--> HA 170 032 5320 kx*
TV <--> KN 109 034 3244 001
HA <> KN 065 028 2296 .022
e6 <> e8 -.058 .019 -3.024 .002
ed <> eb 135 024 5542 kxx
e2 <> e8 079 023 3364 ***
el <> 2 076 022 3.494 ***
Két qua chay SEM

D061 véi chu xe may
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Chi-square=1086.898; df=700; P=.000;
Chi-square/df=1.553 ;

GFI=.802 ; TLI=.905 ; CFI=.915 ;
RMSEA=.051

© 0

Y N 72
|

Regression Weights: (Group number | - Default model)

Estimate S.E. CR. P  Label

HL <-- NL 117 .062  1.897 .048
HL <- KT 094 050 1.880 .040
HL <- DU 151 056 2.693 .007
HL <--- TC 090 063 1.424 044
HL <- TV 463 093 4967 ***
HL <-- TT -.034 097 -349 727
HL < KN 248 065 3.794 ***
HL <--—- HA 133 089 1493 .135
HV <-- HL 405 071 5703 ***
NL1 <--—- NL 1.000

NL3 <-- NL 852 077 11.008 ***
NLI0 <--- NL 873 077 11.307 ***
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Estimate S.E. C.R. P Label
NL7 <-- NL 796 073 10.872 ***
NL2 <-- NL 885  .078 11.397 ***
NL4 <-- NL 769 077 9.990 HE*
NL8 <--- NL 788 079 9.932 ***
KT3 <-- KT 1.000
KT6 <--- KT 764 060 12.647 ***
KTl <--- KT 853 .049 17.284 ***
KT2 <-- KT 662 058 11.346 ***
KT5 <-- KT 763 060 12.767 ***
DU4 <--- DU 1.000
DU3 <-- DU 807  .071 11.352 *%**
DU2 <-- DU 662 079 8.424 Hw*
DUl <-- DU 691 .074 9361 ***
DU6 <--- DU 820  .066 12416 ***
TC5 <-- TC 1.000
TC2 <- TC 915 059 15512 ***
TCl <-—- TC 862 .051 16978 ***
TC4 <--- TC 721 .052 13.768 ***
TV3 <-—- TV 1.000
TV2 < TV 1.025 .096 10.706 ***
TVl <—-—- TV 949 097 9.784 ***
TT1 <- TT 1.000
TT2 <- TT 988 140 7.058 ***
TT3 <-—- TT 1.007 136 7.424 *x*
TT4 <-—- TT 1.050 .136 7.738 ***
KN2 <--- KN 1.000
KN3 <--- KN 795 081 9.833 ww*
KNI <-- KN 885  .083 10.691 ***
HV1 <--- HV 1.000
HV2 <--—- HV 1.059 .094 11317 ***
HV3 <-- HV .880  .084 10.440 ***
HL1 <-- HL 1.000
HL2 <-- HL 1.024 060 16.992 ***
HL3 <--- HL .880 .060 14.736 ***
HA2 <--- HA 1.000
HAl1 <--- HA 1.241 117 10.577 ***
HA3 <--- HA 852 099 8.568 ***
Standardized Regression Weights: (Group number 1 - Default model)

Estimate
HL < NL 119
HL < KT 112
HL <--- DU 161
HL <- TC .092
HL <- TV 423
HL < TT -.029
HL < KN 263
HL <--- HA 119
HV <--- HL 450
NL1 <-- NL .836
NL3 <-- NL 710
NL10 <--- NL 126
NL7 <--- NL 703
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Estimate
NL2 <-- NL 729
NL4 <--- NL 657
NL8 <-- NL .657
KT3 <--- KT 957
KT6 <--- KT 701
KTl <--- KT 831
KT2 <--- KT .654
KT5 <--- KT 705
DU4 <--- DU .893
DU3 <--- DU 722
DU2 <-- DU 571
DUl <-- DU 618
DU6 <--- DU 179
TC5 <-- TC 942
TC2 <-- TC 795
TCl <-- TC .833
TC4 <--—- TC 144
TV <-—- TV 779
TV2 <-—- TV .802
TVl <-—- TV 717
TT1 <--—- TT 614
TT2 <-- TT .641
TT3 <--- TT .693
TT4 <-—- TT 749
KN2 <--- KN .843
KN3 <--- KN .700
KNI <--- KN 77
HV1l <--—- HV 753
HV2 <--- HV 906
HV3 <--- HV 740
HL1 <-- HL .846
HL2 <-- HL 921
HL3 <--- HL 831
HA2 <--- HA 745
HAl <--- HA .888
HA3 <--- HA .630
Covariances: (Group number 1 - Default model)
Estimate S.E. CR. P Label
NL <--> KT 115 .047 2440 015
NL <--> DU 042 043 984 .025
NL <-=> TC 101 .041 2.458 014
NL <-> TV 055  .038 1.420 .045
NL <> TT 146 .041 3.586 ***
NL <--> KN .082 .044 1.852 .034
NL <--> HA 145 040 3.647 Hxx
KT <-> DU 102 .050 2.050 .040
KT <--> TC 157 047 3314 ***
KT <> TV 177 .046 3.826 ***
KT <-> TT 144 .045 3.204 .001
KT <--> KN 112,051 2.204 .028
KT <> HA 134 .044 3.038 .002
DU <> TC 160 .044 3.623 ***
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Estimate S.E. CR. P Label

DU <-> TV .051  .040 1.259 .008

DU <-> TT .089 .040 2.239 .025

DU <--> KN 110 .047 2334 .020

DU <--> HA 042 .039 1.075 .043

TC <> TV .079  .038 2.068 .039

TC <> TT 132039 3.343 ***

TC <--> KN 218 .047 4.650 ***

TC <--> HA 125 .038 3.251 .001

TV <> TT 182 .041 4385 ***

TV <-> KN 128 .043 2991 .003

TV <--> HA 215 042 5.109 ***

TT <--> KN 148 .043 3416 ***

TT <--> HA 198 043 4.642 ***

KN <-> HA .088 .041 2.160 .031

el <--> el7 215 037 5779 ***

e3 <> ¢7 201 .035 5.665 ***

el5 <> el6 138 031 4424 ***

KIEM DINH BOOTASTIEAP

DPOI VOI CHU XE O TO

Standardized Regression Weights: (Group number 1 - Default model)
Parameter SE SE-SE  Mean Bias SE-Bias
HL <- NL |.056 .001 150 .001 .002
HL <-- KT | .057 .001 132 .002 .002
HL < TT | .061 .001 243 001 .002
HL <-- DU | .065 .001 2202 .000 .002
HL <- TC |.076 .002 147 -.002 .002
HL <- TV |.079 .002 277 .001 .002
HL <--- KN | .063 .001 .102  -.003 .002
HV < HL |.071 .002 429  -.003 .002
NL1 <--- NL | .037 .001 781 -.001 .001
NL7 <-- NL | .055 .001 695 -.001 .002
NL3 <-- NL |.042 .001 750 .001 .001
NL10 <--- NL | .033 .001 767 .000 .001
NL4 <-- NL |.044 .001 709 -.004 .001
NL8 <-—- NL | .041 .001 750 .000 .001
NL2 <-- NL |.034 .001 739 -.001 .001
NL5 <-- NL | .064 .001 592 -.002 .002
KT3 <--- KT | .022 .000 .890 001 .001
KT6 <--- KT | .040 .001 719 .001 .001
KT2 <--- KT | .049 .001 713 -.002 .002
KT7 <--- KT | .055 .001 .601 -.003 .002
KT5 <--- KT |.043 .001 674 .000 .001
KTl <-- KT | .052 .001 642 001 .002
TT2 <-- TT | .031 .001 .855  -.002 .001
TT1 <-- TT |.032 .001 .830  -.002 .001
TT4 <--- TT | .038 .001 .806 -.001 .001
TT3 <--- TT | .038 .001 756  -.001 .001
DU4 <--- DU | .035 .001 .800 .000 .001
DU3 <--- DU | .047 .001 754 .003 .001
DU6 <--- DU | .044 .001 733 -.002 .001
DU2 <--- DU | .058 .001 .607 -.002 .002
DUl <--- DU | .057 .001 .636  -.004 .002
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Parameter SE SE-SE Mean Bias SE-Bias
TC4 <--- TC | .046 .001 741 .001 .001
TCl <--- TC | .057 .001 631 -.001 .002
TC5 <-- TC | .035 .001 749 .000 .001
TC2 <-- TC |.050 .001 630 -.002 .002
TV2 <-- TV | .032 .001 837  .002 .001
TVl <-—- TV | .045 .001 738 .000 .001
TV3 <-—- TV | .044 .001 742 -.001 .001
HV1 <--- HV | 044 .001 739 -.001 .001
HV2 <--- HV | .026 .001 .897 .001 .001
HV3 <--- HV | .039 .001 741 -.001 .001
KN2 <--- KN | .045 .001 774 -.001 .001
KN1 <--- KN | .042 .001 785  -.002 .001
KN3 <--- KN | .050 .001 761 -.002 .002
HL1 <--- HL | .029 .001 842 .000 .001
HL2 <--- HL | .015 .000 906 .001 .000
HL3 <--- HL | .021 .000 856  .000 .001

POI VOI CHU XE MAY

Regression Weights: (Group number 1 - Default model)

Parameter SE SE-SE Mean Bias SE-Bias
HL <--—- NL | .068 .002 116 -.002 .002
HL <--—- KT | .054 .001 092 -.002 .002
HL <--- DU | .067 .001 155 .003 .002
HL <-- TC | .073 .002 .090 .000 .002
HL <-- TV | .140 .003 471 .008 .004
HL <--- KN | .080 .002 242 -.006 .003
HV <--- HL | .095 .002 405 .000 .003
NL1 <-- NL [ .000 .000 1.000 .000 .000
NL3 <--- NL | .080 .002 855 .002 .003
NL10 <--- NL | .087 .002 877 .004 .003
NL7 <-- NL [ .092 .002 798  .003 .003
NL2 <--—- NL | .101 .002 .889  .005 .003
NL4 <--- NL | .074 .002 764 -.005 .002
NL8 <--- NL | .098 .002 791 .003 .003
KT3 <--- KT | .000 000 1.000 .000 .000
KT6 <--- KT | .076 .002 763 -.001 .002
KT1 <--- KT | .045 .001 850 -.003 .001
KT2 <--- KT | .075 .002 662 .000 .002
KT5 <--- KT | .066 .001 763 -.001 .002
DU4 <--- DU | .000 .000 1.000 .000 .000
DU3 <--- DU | .086 .002 .803  -.005 .003
DU2 <--- DU | .089 .002 657 -.005 .003
DUl <--- DU | .086 .002 687 -.004 .003
DU6 <--- DU | .090 .002 824 004 .003
TC5 <--- TC | .000 .000 1.000 .000 .000
TC2 <-- TC | .060 .001 920 .005 .002
TCl1 <-- TC | .046 .001 862 .000 .001
TC4 <--- TC | .068 .002 726  .006 .002
TV3 <--—- TV | .000 .000 1.000 .000 .000
TV2 <--—- TV | .104 002  1.037 .012 .003
TVl <-- TV | .105 .002 954 .005 .003
KN2 <--- KN | .000 .000 1.000 .000 .000
KN3 <--- KN | .089 .002 794 -.001 .003
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Parameter SE SE-SE  Mean Bias SE-Bias
KNI <--- KN | .098 .002 890 .006 .003
HV1 <--- HV | .000 000 1.000 .000 .000
HV2 <--- HV | .107 002 1.071 011 .003
HV3 <--—- HV | .090 .002 881  .001 .003
HL1 <--- HL | .000 .000 1.000 .000 .000
HL2 <--- HL | .054 001 1.027 .003 .002
HL3 <--- HL | .054 .001 881 .001 .002

PANH GIA ANH HUONG CUA CLDV TOI SU HAI LONG CUA CHU XE MAY
Regression Weights: (Group number | - Default model)

Estimate S.E. C.R. P Label

HL <--- CLDV 3.072 841 3.652 k¥
NL <--- CLDV 1.000

KT <-- CLDV 1.659 508 3264 .001
DU <-- CLDV 1.660 401 2.892 .004
TC <--—- CLDV 1.767 447 3283 .001
KN <--—- CLDV 1.789 529  3.385 k¥
TV <--—- CLDV 1.875 534 3509  #**
HV <--- HL 405 071 5.678  k¥*
NLl <-- NL 1.000

NL10 <--- NL 864 077 11.186  ***
NL2 <--- NL 880 078 11341  #***
NL3 <--- NL 854 077 11.058  ***
NL7 <-- NL 795 073 10.881 R
NL8 <--- NL 782 079  9.865 k¥
NL4 <--- NL 71 077 10.043  #**
KT3 <--—- KT 1.000

KT1 <--—- KT 855 050 17.256  k**
KT6 <--- KT 766 061 12.650  k**
KT2 <-- KT 663 058 11334  #**
KT5 <--- KT 765 060 12757 @ wk*
DU4 <--- DU 1.000

DU3 <--- DU 796 071 11276 ***
DU2 <-- DU 656 078  8.435  wk*
DU6 <--- DU 807 066 12300  ***
DUl <--—- DU 687 073 9401 k¥
TC5 <-- TC 1.000

TCl <-- TC 860 051 16953  #**
TC2 <-- TC 912 059 15458  #**
TC4 <-- TC 15 .052 13.644  kx*
KN2 <--- KN 1.000

KN1 <--—- KN 900 086 10.500  ***
KN3 <--—- KN 814 083 9797  #**
TV3 <-—-- TV 1.000

TV2 <-—- TV 1.048 101 10.384  ***
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Estimate S.E. CR. P Label
TVl <-—-—- TV 932 099 9415  wwx*
HL1 <--- HL 1.000
HL2 <--- HL 1.032 .061 16.849  ***
HL3 <--- HL 885 .060 14.651  ***
HV1 <--- HV 1.000
HV2 <-- HV 1.062 .094 11.303  ***
HV3 <-- HV 880 .084 10.430  ***
Standardized Regression Weights: (Group number 1 - Default model)
Estimate
HL <- CLDV 945
NL <-- CLDV 552
KT <--- CLDV .598
DU <--- CLDV .690
TC <-- CLDV 531
KN <-- CLDV 523
TV <-- CLDV .631
HV <--—- HL 449
NL1 <-- NL .838
NL10 <--- NL 720
NL2 <--- NL 127
NL3 <--- NL 713
NL7 <--- NL 704
NL8 <--- NL .654
NL4 <--- NL .660
KT3 <--- KT 956
KTl <-- KT 831
KT6 <--- KT 701
KT2 <--- KT .654
KT5 <-- KT 705
DU4 <--- DU 901
DU3 <--- DU 718
DU2 <--- DU 571
DU6 <--- DU 173
DUl <-- DU .620
TC5 <--- TC 944
TC1 <-- TC .833
TC2 <--- TC 794
TC4 <--- TC 740
KN2 <--- KN 834
KN1 <--- KN 781
KN3 <--- KN 708
TV3 <- TV 776
TV2 <-—- TV 817
TVl <- TV 701
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Estimate
HL1 <--- HL .842
HL2 <-- HL 924
HL3 <-- HL .832
HV1l <--—- HV 752
HV2 <--—- HV 907
HV3 <--—- HV 740

PANH GIA ANH HUOGNG CUA CLDV TOI SU HAI LONG CUA CHU XE O TO

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

HL <-- CLDV 2.381 408 5838 H**
NL <-- CLDV 1.000

KT <-- CLDV 1.779 282 4886 ***
TT <-- CLDV 1.776 283 5223 k¥*
DU <--- CLDV 1.873 244 4798  k**
TC <--- CLDV 1.739 266  5.043 k**
TV <-- CLDV 1.787 271 5.119  **x*
KN <-- CLDV 1.713 225 4509 *#**
HV <-- HL 383 057 6.693 k¥
NLl <-- NL 1.000

NL7 <-- NL 867 057 15075 k**
NL3 <-- NL 945 069 13722 k¥
NL10 <--- NL 971 070 13.888  #**
NIL4 <--- NL 900 069 12974
NL8 <--- NL 928 068 13.551 k**
NL2 <--- NL 929 069 13464 k¥
NL5 <--- NL 739 068 10908  k**
KT3 <-- KT 1.000

KT2 <-- KT 728 054 13502 Rk
KT6 <--- KT 787 055 14372 k¥
KT7 <--—- KT 612 059 10342 kx*
KT5 <--—- KT 757 056 13.503  kx*
KTl <-- KT 677 053 127761  kx*
TT2 <-—- TT 1.000

TTl <-- TT 900 051 17.641 k**
TT4 <--—- TT 872 052 16834 #**
TT3 <--—- TT 753 049 15381 R
DU4 <--- DU 1.000

DU3 <--- DU 905 068 13.236 k**
DU6 <--- DU 841 065 12933 kx*
DU2 <-- DU 725 069 10529 Rk
DUl <-- DU 821 074 11.083 ***
TC4 <--- TC 1.000

TC1 <-- TC 919 093 9862 k¥*
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Estimate S.E. C.R. P Label

TC5 <-- TC 969 087 11.133  #**
TC2 <-—- TC 899 092 9793 k¥
V2 <-—-— TV 1.000

TVl <-- TV 894 072 12334 k¥
TV3 <-—-—- TV 872 070 12460 k**
KN3 <--—- KN 1.000

KN1 <--—- KN 1.071 087 12268 ***
KN2 <--—- KN 1.051 .086 12.152 ***
HL1 <--- HL 1.000

HL2 <--- HL 974 048 20209 k¥*
HL3 <--- HL 899 048 18.749 k%
HV1 <--—- HV 1.000

HV2 <--—- HV 1.054 079 13346 ***
HV3 <--—- HV 876 070 12.543  kx*

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
HL <-- CLDV .896
NL <-- CLDV .545
KT <-- CLDV .589
TT <-- CLDV 543
DU <-- CLDV .608
TC <-- CLDV 558
TV < CLDV 540
KN <--- CLDV 547
HV <-- HL 433
NLl <-- NL 783
NL7 <--- NL 12
NL3 <--- NL 747
NL10 <--- NL 760
NL4 <--- NL 11
NL8 <--- NL 749
NL2 <--- NL 135
NL5 <-- NL 614
KT3 <--- KT 912
KT2 <--—- KT 678
KT6 <--- KT 709
KT7 <-- KT .553
KT5 <-- KT 677
KTl <--—- KT .649
TT2 <--—- TT 859
TT1 <-—-—- TT .833
TT4 <--—- TT .805
TT3 <-- TT 155




Estimate
DU4 <--- DU .800
DU3 <--—- DU 753
DU6 <--- DU 136
DU2 <--—- DU .608
DUl <--—- DU 637
TC4 <--- TC 745
TCl <-- TC .634
TC5 <--- TC 744
TC2 <--—- TC .629
V2 <-—-— TV .841
TVl <-—-- TV 732
TV3 <-—-—- TV 742
KN3 <--—- KN 766
KNI <--—- KN 789
KN2 <--- KN 769
HL1 <--- HL .843
HL2 <--- HL .905
HL3 <-- HL .855
HVl <-- HV 740
HV2 <--—- HV .896
HV3 <--—- HV 142

214
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PHU LUC 09
KIEM PINH SU ANH HUONG CUA BIEN KIEM SOAT TOI SU HAI LONG CUA
KHACH HANG
SU HAI LONG CUA CHU XE O TO THEO CAC BIEN KIEM SOAT
THEO GIOI TINH
Group Statistics

[ gioitinh N Mean Std. Deviation Std. Error Mean
HL Nam 256 4.0326 72025 .04502

Nu 64 3.7552 76346 .09543

Independent Samples Test

Levene's Test t-test for Equality of Means
for Equality of
Variances
F Sig. t df Sig. (2- Mean Std. Error 95% Confidence
tailed) | Differenc | Difference Interval of the
e Difference
Lower Upper
Equal variances 1743 88| 2722 318 007 27734 10188 | .07689 47779
HL assumed
Equal variances 2.628 | 93.017 010 27734 10552 .06781 48688
not assumed
THEO TRINH PO
Descriptives
HL
N Mean | Std. Deviation | Std. Error 95% Confidence Minimum | Maximu
Interval for Mean m
Lower Upper
Bound Bound
cap 3 16| 4.0833 73748 13437 3.2969 3.8697 2.33 4.33
dai hoc/cao dang 217 4.0799 .71562 .04858 3.9841 4.1756 2.00 5.00
thac si 47 3.7447 77151 11254 3.5182 3.9712 2.33 5.00
tien si 40| 3.8500 .76218 .12051 3.6062 4.0938 2.00 5.00
Total 320 3.9771 .73630 .04116| 3.8961 4.0581 2.00 5.00
Test of Homogeneity of Variances
HL
Levene Statistic df1 df2 Sig.
1.271 3 316 .284
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ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 7.958 3 2.653 5.081 .002
Within Groups 164.985 316 522
Total 172.943 319
Multiple Comparisons
Dependent Variable: HL
LSD
(1) trinhdo (J) trinhdo Mean Std. Sig. 95% Confidence Interval
Difference (I- | Error Lower Bound Upper Bound
J)
dai hoc/cao dang 0034 18718| .108 -.8648 -1283
cap 3 thac si 3386( 20014 041 -5728 2501
tien si 2333 21374 013 -.6872 1539
cap 3 -.0034]  1g718| 108 1283 8648
dai hoc/cao dang thac si 33520]  11625| 004 1065 5639
tien si 22988 12433| .005 -.0147 4745
cap 3 -3386 20914 .041 -.2501 5728
thac si dai hoc/cao dang -33520| 11625| 004 -5639 -.1065
tien si -105320 15544 | 499 -4111 2005
cap 3 -2333  21374| .013 -.1539 6872
tien si dai hoc/cao dang -22988  12433| .005 - 4745 0147
thac si 10532 15544 | 499 -.2005 4111
*. The mean difference is significant at the 0.05 level.
THEO THU NHAP
Descriptives
HL
N Mean Std. Std. Error 95% Confidence Minimum | Maximum
Deviation Interval for Mean
Lower Upper
Bound Bound
duoi 5 trieu 16| 3.5833 53748 13437 3.2969 3.8697 2.33 433
tu’5 - 10 trieu 62| 3.9301 78264 .09940 3.7314 4.1289 2.00 5.00
tu11-15
e 124| 4.0806 70790 06357 3.9548 4.2065 2.00 5.00
tu 16 - 20 118| 3.9463 74850 .06890 3.8099 4.0828 2.00 5.00
Total 320| 3.9771 73630 04116 3.8961 4.0581 2.00 5.00
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HL
Levene Statistic df1 df2 Sig.
2.046 3 316 107

ANOVA

HL
Sum of Squares df Mean Square F Sig.

Between Groups 4.059 3 1.353 2.532 .047
Within Groups 168.884 316 534
Total 172.943 319

Dependent Variable: HL

Multiple Comparisons

LSD
(1) thunhap (J) thunhap Mean Difference | Std. Error Sig. 95% Confidence Interval
(I-J) Lower Bound | Upper Bound
tu 5 - 10 trieu 6532 20499 .002 -.7501 .0566
duoi 5 trieu tu 11 - 15 trieu .5027| .19420 .011 -.8794 -.1152
tu 16 - 20 6370 19476 .003 -7462 .0202
duoi 5 trieu 65321 20499 .002 -.0566 7501
tu5-10trieu  tu11- 15 trieu -15054) 11371 187 -.3743 0732
tu 16 - 20 -016221 11467 888 -2418 2094
duoi 5 trieu -5027| 19420 011 1152 8794
tu11-15trieu tu5- 10 trieu 15054 11371 187 -.0732 3743
tu 16 - 20 134320 09402 154 -.0507 3193
duoi 5 trieu ~6370l 19476 .003 -.0202 7462
tu 16 - 20 tu 5 - 10 trieu 01622 11467 888 -.2094 2418
tu 11 - 15 trieu -13432 09402 154 -3193 .0507

*. The mean difference is significant at the 0.05 level.
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SU HAI LONG CUA CHU XE MAY THEO CAC BIEN KIEM SOAT

GIOI TINH
Group Statistics
gioitinh N Mean Std. Deviation Std. Error Mean
Nam 137 3.8589 .80208 .06853
i N? 73 4.2283 48073 .05627
Independent Samples Test
Levene's Test for t-test for Equality of Means
Equality of
Variances
F Sig. t df Sig. (2- Mean Std. Error 95% Confidence
tailed) | Difference | Difference Interval of the
Difference
Lower Upper
Equal
variances 20.091 .000 | -3.603 208 .000 -.36943 .10253 -57156 | -.16730
assumed
HL Equal
variances
not -4.167 | 205.104 .000 -.36943 .08867 -.54424 | -.19462
assumed
THEO TRINH DO
Descriptives
HL
N Mean Std. Std. 95% Confidence Minimum | Maximum
Deviation Error Interval for Mean
Lower Upper
Bound Bound
cap 3 11 3.9061 71209 | .21470 3.1277 4.0844 2.33 4.67
dai hoc/caodang | 152 4.0110 76573 | .06211 3.8883 4.1337 2.00 5.00
thac si 47| 4.0000 57735| .08422 3.8305 4.1695 3.00 5.00
Total 210 3.9873 72756 | .05021 3.8883 4.0863 2.00 5.00
Test of Homogeneity of Variances
HL
Levene Statistic df1 df2 Sig.
1.139 2 207 .322
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ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 1.691 2 .846 1.607 .203
Within Groups 108.941 207 526
Total 110.633 209
THEO THU NHAP
Descriptives
HL
N Mean Std. Std. 95% Confidence Minimum | Maximum
Deviation Error Interval for Mean
Lower Upper
Bound Bound
duoi 5 trieu 63| 3.9984 .73498 | .09260 3.5133 3.8835 2.00 5.00
tu 5 - 10 trieu 126| 4.1164 .72335| .06444 3.9889 4.2439 2.00 5.00
tu 11 - 15 trieu 11| 4.1818 40452 12197 3.9101 4.4536 3.33 5.00
tu 16 - 20 10| 3.9667 50796 | .16063 3.6033 4.3300 3.00 4.67
Total 210| 3.9873 .72756 | .05021 3.8883 4.0863 2.00 5.00
Test of Homogeneity of Variances
HL
Levene Statistic df1 df2 Sig.
2.028 3 206 111
ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 7.778 3 2.593 5.193 .102
Within Groups 102.855 206 499
Total 110.633 209




