Quan hé chat lugng dich vu,
dac tinh nhan vién kinh doanh
vGi sy’ tin tuéng va cam két
gan bé ctia khach hang
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va dai han phu thudc chd yéu vao chat
lugng phuc vu, chat lugng cla luc lugng
nhin vién kinh doanh, nhitng ngudi c¢6
ging thi€t 1ap sy tin tudng va sy cam
két doi v6i khdch hang. Bing chinh chit
lrgng dich vu va st am hiéu tudng tin vé
cdc loai sdn phim, sy thanh thao chuyén
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Tém tat

Sit dung phuong phdp phén tich dinh lugng, bai viét xem xét méi quan hé ciia Chdt luong dich
vu, Bdc tinh nhdn vién kinh doanh vdi Su tin tudng va Cam két gin bé ciia khdch hang mua bdo
hiém tai Lam Pong. Két qud nghién citu cho thdy, Pdc tinh nhan vién kinh doanh ¢é vai tro
quan trong trong viéc gay dung long tin va su cam két gdn bé ciia khdch hang doi voi doanh
nghiép. Bén canh do, Chdt lugng dich vu c6 tdc dong ddng ké trong viéc tao dung su tin tudng
va gdn bo cia khdch hang déi vdi doanh nghiép.

Tw khéa: chdt lugng dich vu, phan tich dinh lugng, Lam Dong

Summary

Using quantitative method, this article examines the relationship of service quality,
characteristics of sales staff amd the trust and commitment of customers who buy insurance
in Lam Dong. The results show that characteristics of sales staff plays an important role in
establishing trust and commitment of customers to the enterprises. In addition, service quality
poses a significant impact on creating trust and commitment of customers.

Keywords: quality of service, quantitative analysis, Lam Dong
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GIGI THIEU mon clia nhin vién kinh doanh, khdch hang s& dudgc tu
van nhitng g6i san pham that sy hitu ich va thiét thue.
Bdo hi€ém 13 loai sdn phim v6 hinh C6 nhiéu biing chitng cho thdy, chdt lugng dich
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vu bdo hi€m, cdc dic tinh cla nhin vién kinh doanh
¢6 quan hé vdi su tin tudng va su gin két cia khdch
hang v6i doanh nghiép. Tuy nhién, hién con ¢6 rat
han ch€ s6 lugng cdc nghién citu lién quan dén dé tai
nay trong nude, dic biét doi vdi thi trudng bdo hi€ém
va boi cdnh nghién cu tai Lam Pdng. Chinh vi vy,
nhém tdc gid da ti€n hanh nghién citu dé tai nay, vdi
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HINH 1: MO HINH NGHIEN c{d BE XUAT mong mudn cung cAp mot s gidi phdp

, hitu ich gilip cdc doanh nghiép bdo
hi€m tai Lam Pdng, cling nhu trén cd
nude trong hoat dong kinh doanh loai
hinh dich vu nay.

A
¥ 13u dai véi to chire

CO SG LY THUYET VA PHUONG
PHAP NGHIEN CUU

tioh | V Co 6 ly thuyét
i o ; ~ Theo Coulter, K. S., & Coulter, R
} viénban ha I khach ha ’ 4 P
P - "Bl A (2002). diic tinh cGa nhan vién kinh
doanh chinh la: Su cdm thong; Su lich
su -t t€ va Su dong cdm gitra khéch

HINH 2: KET QUA PHAN TiCH CFA hang va nhdn vién bdn hang. Ba dic
o tinh nay clda nhian vién kinh doanh c6
‘ —— f Chs-squafe=892.359 .df=597 .P=000  {Am quan trong rdt 16n dé€n qud trinh ban

=, :Chi-square/df=1.495  hang. Nhitng déc tinh nay dudc do ludng

ﬂ'—-«-'; — TLI=§37 CFI=847  b&i gid tri v su tin twdng duge khich
‘RMSEA=040  hang chia sé, sy am hi€u khdch hang,
néi chuyén than thién vdi khdch hang
va dua ra nhitng 16i khuyén ddng tin cdy
cho viéc st dung dich vu.

Theo Panda, T. K. (2013), dic tinh
cd nhdn cida nhdn vién kinh doanh
(chuyén mon va niang luc) ¢6 dnh hudng
dén su cam k&t gidn bé va su tin tudng
cia khdch hang d6i véi doanh nghiép
dich vu. Tuy nhién, y€u t6 “Pic tinh
nhan vién” khong cé tdc dong truc ti€p
lén yé&u t& “Cam k€t gdn b6 cda khdch

‘ﬁs’ i hang”, ma né tdc dong gidn ti€p thong
:%: g:; qua bién trung gian 12 “Sy tin tudng cla
- khdch hang”.
Haik Trong khi d6, theo nghién cdu cla
ﬂ‘i&‘ﬁm Ahmad, M., & Bashir, T. (2015), dic
- T

0 tinh nhan vién c6 tic dong tich cyc dén
cam két gin bé vdi td chitc. Pic tinh
nhan vién bdn hang ciing ¢6 anh hudng
tich cuc dén su tin tudng va sy cam két
gidn bé cla khiach hang. Cé hai nghién
cttu déu dude thuc hién trong boi cdnh
nghién citu thude linh vic bdo hiém.

Theo Kelley & Kerwin (1993) va

Schiller (1992), mot moi quan hé dai han

giita khdch hang va td chic ¢ thé gip

vin dé néu nhin vién bdn hang khong

dugc tin tudng hoidc dudc tin tudng thap.

Tuong tu nhu vdy, nhdn vién bdn hang

dugc t1n cdy cao hon c6 thé giit sy cam

két gdn bé clia khdch hang trong sudt

nhitng giai doan kh6 khdn, mdc du do

khong phai 12 lya chon t6t nhat cho

g™ P ho (Randa, T. K., 2013). Tur d6, 02 gid
thuyét nghien cttu dugce dé xuat:

Gid thuyét H,: Bdc tinh ciia nhan vién

kinh doanh co anh hudng tich cuc dén su

Nhom tac gia de xuat  tin tudng cua khdch hang
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Gid thuyét H : Ddc tinh ciia nhan vién
kinh doanh cé dnh hudng tich cuc dén
cam két gcin bo ciia khdch hang

Theo Gronross (1990), thi dich vu 1a
mdt hoat dong hay mot chudi hoat dong
itnhi¢u mang tinh vo hinh tuong tic giita
khdch hang va nhan vién phuc vu, va day
la gidi phap cho cdc van dé cua khdch
hang. Pinh nghia va do ludng chit luong
dich vu 1a chd dé gay tranh cii va dudc
ranh ludn nhi¢u nhat ctia marketing
trong linh vuc dich vu cho t6i ngay nay.

Parasuraman, A., Zeithaml, V. A., &
Berry, L. L. (1988) cho ring, chat lugng
dich vu 1a khd niang cla to chic/doanh
nghiép ddp ung hodc vugt qua ky vong
cla khdch hang s& nhan dudc doi vdi
dich vu d6” dugc do ludng bdi 5 thanh
phin bao gom: Su tin cdy (reliability),
Tinh hitu hinh (tangibility), Su dim bdo
(assurance), Su cam thong (empathy) va
Su ddp tng (responsiveness). T do, 02
gid thuy&t duge dé xuit:

Gid thuyét H : Chdt lugng dich vu ¢6
tdc dong tich cuc dén sy tin tudng ciia
khdach hang

Gid thuyét H,: Chdt lugng dich vy ¢6
tdc dong tich cuc dén su cam két gin bo
ciia khdch hang

Hai nghién ciu ctia Ganeshan (1994)
va Kumar & ctg (1995) dinh nghia, su tin
twng 12 sy tin nhiém rong rai d6i véi chi
thé nao d6 duge danh gid bdi khach hang.
Trong khi theo Panda, T. K. (2013), su
tin twdng 12 mot y€u t6 quan trong trong
bit ky moi quan hé nao. N6 dude xem
xét nhu 12 cdc yéu to trung gian cla cdc
m6i quan hé 1au dai va su tin tudng chi
¢6 thé ton tai, néu ngudi tiéu ding tin
ring, ngudi bdan ¢6 ¢ khi ning va dong
luc d€ cung cdp hang héa va dich vu chat
lugng nhu mong ddi clia ngudi tiéu dung.

Trong khi do, theo Moorman & ctg
(1992, dan theo Panda, T. K. (2013)), su

cam két gin b6 dudc dinh nghia nhu 1a
mot mong mudn duy tri mdt mdi quan hé
¢6 gid tri mot cdch lau dai. Vi vdy, mot
moi quan hé ton tai khi né6 mang lai y
nghia cho cd hai d6i tdc va né yéu ciu
cdc d6i tdc quan tim, nd luc d€ duy tri va
bdo vé méi quan hé nay trong tuong lai
cling nhu nhitng 1gi ich dai han.

M6i quan hé gilta sy tin tudng va
cam k&t gdn b6 cla khdch hang da dudc
nghién ctfu bdi nhiéu tic gid, nhu; Wang
(2009), Panda, T. K. (2013), Ahmad &
Bashir (2015), Tonder (2016)... Trong
hdu hét nghién ciu niy, cdc tic gia cho

BANG 1: KET QUA KIEM PINH THANG PO

Heé so

tudng He s6 .| Héso Ki.ém Heé
Thang do quan CArlo?lbacE % | Cronbach's dd}n_h $0 tai| K&t qua

bien [ PRE | Alpha |90 1 ERA

tong 1y
Su hiru hinh 03 728 .840 Dat | .821 |Chap nhan
Su httu hinh 04 154 .830 Bat | .819 |Chap nhan
Su httu hinh O1 T18 .844 ol Dat | .786 |Chap nhan
Su hitu hinh 02 728 .840 Pat | .768 |Chidp nhan
Su cam thong 02 .622 826 Dat | .813 |Chip nhan
Su cam thong 04 .692 795 bat | .811 |Chap nhan
Suw cam thong 01 705 .789 o bat | .777 |Chap nhan
Su tin cay 02 622 .826 DPat | .639 |Chidp nhan
Su lién lac 03 786 .808 Pat | .884 |Chap nhan
Sulién lac 01 783 814 878 Pat | .873 |Chdp nhin
Su lién lac 02 732 .861 Dat | .783 |Chip nhin
Su thanh thao chuyén mon 02| 790 810 bPat | .877 |Chip nhin
Ndng luc 01 178 821 .880 bat | .870 |Chdp nhin
Su thanh thao chuyén mon 01| 736 .859 Pat | .797 |Chdp nhan
Sy tuong dong 01 74 767 Pat | .873 |Chdp nhan
Sy tuong dong 02 730 811 .860 Dat | .816 |Chdp nhan
Sy tuong dong 03 707 .833 Dat | .787 |Chip nhin
Su than thién 02 757 721 bat | .880 |Chap nhan
Su than thién 01 677 .799 .838 bat | .774 |Chap nhan
Su than thién 03 674 .805 bat | .753 |Chaip nhin
Sutin c¢dy Ol 730 739 bat | .880 |Chap nhan
Su tin cdy 04 U701 768 .835 Pat | .774 |Chap nhan
Su tin ¢dy 03 .660 .806 Pat | .753 |Chap nhan
Suw ddng tin cay 03 748 745 Pat | .882 |Chdp nhan
Sy ddng tin cdy 01 18 JA73 .843 Pat | .788 |Chdp nhan
Sy ddng tin c¢dv 04 .663 826 DPat | .761 |Chip nhin
Su dam bdo 04 761 769 Dat | .861 |Chédp nhan
Su dam bdo 01 T 813 .856 Pat | .811 |Chidp nhin
Su ddm bao 02 716 812 Pat | .787 |Chdp nhén
Su hoi ddp 01 747 761 Pat | .864 |Chdp nhan
Suw hoi dap 02 14 788 .847 Pat | .807 |Chdp nhan
Suw hoi dap 04 .696 815 Pat | .767 |Chdp nhin
Su tin tudng 02 .662 A712 Dat | .816 |Chap nhin
Sy tin tudng 01 .676 756 .822 Dat | .806 |Chap nhin
Su tin tudng 03 .694 439 Pat | .667 |Chdp nhin
Sut gdin b6 01 579 .661 bat | .816 |Chip nhin
Sur gdn bé 02 547 .699 749 Pat | .806 |Chap nhin
Su gcin bo 03 .602 634 DBat | .667 |Chip nhin




HINH 3: MO HINH CAU TRAC TUYEN TiNH (SEM) PA CHUAN HOA

Chi-square=977.756 , df=649 ; P=.000
:Chi-square/df=1.507; TLI=.936 ; CFl=941
'RMSEA=.041

@ @ @w@@@@woo"‘”
" - 5 ¥ &

m;mm mm— - mmmm

@
6y 63

.‘

®

FTR

SU_HOLDAP

@®

Feon

@ @&

e@a@ @@ @@

-3

1

@ @ <)

8

@ O @ @ @ @D & & @ @ &

thay, su tin tudng c6 mot tic dong tich cuc ddng ké dén
si cam két gin b6 clia khach hang. Tir do, gid thuyét
dugc dé xuAt:

Gid thuyét H: Su tin tudng cua khdch hang cé dnh
/’II/{'()'I’Ig tich cuc dén su cam két gdn bo ciia khdch hang
vdi t6 chiic

Trén cd s& cdc nghién cdu trén, nhom tdc gia da
Iwa chon nghién cttu ctia Panda (2013), tir d6, mo hinh
nghién citu duge dé xut nhu Hinh 1.

Phuong phdp nghién ctiu

Nghién cttu so bd dugc thuc hién thong qua phuong
phdp phong van sau khdch hang, thong qua khdo sdt sd
bo 40 khach hang d€ danh gid so bo thang do.

Nghién citu chinh thic dudc thuc hién bing cdch
st dung bang ciu héi dudc gti tryc ti€p de’n cdc khdch
hang cd nhan cla cdc doanh nghlep, gdm: Bdo Minh
Lam Dong, Bio hiém Lim Dong, Petrolimex C8 phan
Bdo hi€m - Chi nhdnh Lam Dong, B4o hi€m Nhan tho
Prudential Viét Nam Chi nhdnh LAm Pdng, Bdo hiém
Nhan tho Lam Pdng. Bing ciu héi gdm 54 bi€n quan
sat duge do ludng bing thang do Likert 5 diém, tir (1)
12 “Hoan toan khong dong ¥~ dén (5) 1a “Hoan toan
ddng y”. Kich thuéec miu cta nghién cdu 12 306 khich
hang. Nghién cttu dugc thyc hién tir thang 02 dén thang
05/2017.

Thang do dugc kiém dinh bing hé so tin cdy
Cronbach’s Alpha va phéan tich nhan t6 kham pha
(EFA), sau d6 dudc kiém dinh lai mot 1an nita thong
qua phan tich nhan t6 khing dinh (CFA), cdc gid thuyét
nghién ciiu duge kiém dinh biing phudng phdp mo hinh

cau tric tuyén tinh SEM (Bai viét sit dung cdch viét s¢

thdp phdn theo chudn quoc té).

KET QUA NGHIEN cUu

Két qud kiém dinh thang do

K&t qua ki€m dinh do tin cdy ctia
thang do bing hé s& Cronbach’s Alpha
cho thdy, da s6 cdc thang do déu dat yéu
cAu vé do tin cay. Tuy nhién, mot s6 bi€n
c6 hé s6 tuong quan bién tong nhd hon
0.3, do d6 bi loai ra khdi mé hinh. Ky
thuat phan tich EFA da trich ra dugc 12
nhin to, ¢c6 10 bi€n doc 1ap va 02 bién
phu thuoc; 02 nhan t6: “Ning luc cla
nhin vién kinh doanh” va “Su thanh
thao chuyén moén” dugc gom thanh mot
goi l1a “Ning luc chuyén mon”; loai bo
01 s6 bi€n quan sdt khong dim bdo gid
tri hoi tu va phan biét ciing nhu hé so
tadi. Tong s6 bi€n con lai sau cung 12 38
bi€n quan st v6i tdng phuong sai trich 1a
67.72% v6i cac bién doc 1ap va 55.77 véi
céc bién phu thudc (Bdng 1).

Két qud phan tich CFA

K&t qud nghién citu (Hinh 2) cho
thdy, mo6 hinh c6 597 bac tu do, gid tri
ki€m dinh chi-square = 892.359 vdi p
value = 0.000. Tuy nhién, Chi-square/
df = 1.495 dat yéu cdu < 2 va cdc chi
s6 chi ra mo hinh phu hgp vdi di liéu
thuc t€ (CFI = 0.947, TLI = 0.937 va
RMSEA = 0.040). T4t cd thanh phan
déu dat tinh don hudng (khong c6 mdi
twong quan gilta cdc sai s0), dat yéu
cdu vé do tin cay tong hgp, phuong sai
trich, gid tri hdi tu va phan biét thich
hdgp dé xidy dung mo hinh cdu tric
tuyén tinh SEM

Két qua kiém dinh gid thuyét

Dura vio mo hinh nghién ciu 1y thuyét
cling 5 gid thuyét, tdc gid xay dung mo
hinh cdu tric tuyén tinh v6i phép udc
luong ML (Maximum Likehood). K&t
qud dudc trinh bay nhu Hinh 3.

K&t qua cho thdy, md hinh ciu tric
tuy€n tinh xay dung phu hgp véi dir liéu
thi trudng thé hién qua cédc chi so: Chi-
square véi bdc tu do la 1,507; df = 649;
P-value = 0.000 (<0.05), TLI dat 0.936,
CFI =0.941 (I6n hon 0.9) va RMSEA dat
0.041 (dat yéu ciu). Do d6, mo hinh ¢6
thé dugc sit dung d€ gidi thich m&i quan
hé gitta Chat lugng dich vu, Pidc tinh
nhin vién do6i v6i Su tin tudng va Cam
két gin b6 ctia khdch hang.

Két qui kiém dinh cdc gid thuyét
(Bang 2) cho thay, 05 gi4 thuyét ban dau
dugc chap nhan. Cdc ude lugng déu 6 y
nghia thong ké & mic y nghia 5% va do
tin cdy 95%. Bén canh d6, c6 thé thay,



Bic tinh nhén vién tdc dong dén sy cam

BANG 2: KET QUA KIEM DPINH CAC GIA THUYET

két gz“in b6 cia khach hang (0.572) manh Grm—
hon so v6i Chat lugng dich vu (0.466). Trongso | hoi quy P | Gia
c o3z ~ . N = hot quy chua SE. | CR al thuvét
'ljrong ]ihl dg, Ch/dt lL}'Qng d,;.ch vuva Dgc diode i | chuds value | thuyé
tinh nhdn vién tdc dong v4i mic do gan hod
bing nhau dén Sy tin tudng (0.305 VA | S un tune € | Chatluong dichvu | 0305 0503 | 0254|1976 | 0.048| H:
0.318). Ngoai ra, Su tin tuéng cing ¢ | sy rn wone €| Dac tinhnhan vién | 0318 0366 | 0166|2208 | 0027 H:
tic dong tich cuc dén Sycam k&t gAn b6 [, i cinvo| € | Chit lnong dichvu | 0966 | 0644 | 0245 | 2593 | 0008 Hi
cua khdach hang (0.214). ‘ - - : = : =
¥ Su cam két gan bo | € | Dac tinh nhan vién 0572 0.532 | 0.163 | 3396 | =*=* H>
~ ~ ~ g o L3 2 . o 31, -« ' 5 A Nz 3
KET LUAN VA KIEN NGH! Sw gam‘ két gan bé | € | Su tin twong Q.21 0.180 0.080 | 2237 | 0025 Hs

K&t quéd nghién ctiu cho thdy, vai tro

quan trong cta Bdc tinh nhian vién kinh Bén canh d6, nghién ctiu ciing cho thdy, Chat lugng
doanh trong vi¢c gy dung long tin va  dich vu ¢6 tdc dong ddng ké trong viéc tao dung su tin
st cam két gdn b6 cla khich hang d6i  tudng va gdn bé cia khich hang d6i véi doanh nghiép.
vdi doanh nghi¢p. Néu doanh nghiép Do dé. néu doanh nghiép mudn tao ra, hoic gia ting
mudn ning cao su tin trdng v su cam sy tin tudng ctia khach hang doi véi doanh nghiép, cin
két gdin bo cha khdch hang déi véi cong phdi nang cao chat lugng dich vu cta doanh nghiép
ty, thi phdi chd trong dao tao nhan'vién  thong qua ning cao sy tin cdy, su cdm thong, su hiu
kinh doanh trong viéc giao dich v6i  hinh, sy ddm bdo va su hdi ddp. Mit khic, dé tao ra sy
khdch hang thong qua ning cao nang luc  giin b6 lau dai cda khich hang, doanh nghiép nén tich
chuyén mon, su tuong dong, su lién lac, cuc giy dung niém tin va két qud tao ra sy tin tudng
s than thién va ddng tin cdy. ctia ho.4
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