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rj^^g v&i sv phdt triin vd cung manh me cua cuoc cdch mgng cdng nghi 4.0, bdo hiim true tuyin 
vZ^(BHTT) da vd dang tra thdnh xu hu&ng m&i trong viec cung cdp cdc sdn phdm bdo hiem tren khdp 

the gi&i. O Viet Nam, mdt sd doanh nghiip bdo hiem (DNBH) da mgnh dgn dp dgng cong nghi m&i trong 
hogt dpng kinh doanh cua minh, trong dd cd BHTT. Tuy nhien, BHTThiin vdn con phdt triin khd khiim tdn 
vd cung chua cd nghien cicu ndo tim hiiu ve mdc do chdp nhgn ciia khdch hdng ddi v&i dich vu ndy. Do do, 
nhom nghien cuu da tiin hdnh khdo sdt nhu cdu sd dung BHTT cua khdch hdng ddng thai tim hiiu cdc nhdn 
to dnh hu&ng din y dinh sie dung vd hdnh vi su dung dich vg BHTT cua khdch hdng thdng qua md hinh hap 
nhdt chdp nhdn vd su dung cdng nghe (UTAUT). Nh&m nghiin cim dd su dipig mo hinh cdu true tuyin tinh 
(SEM) di ddnh gid mdi quan hi giira cdc nhdn td trong md hinh. Kit qud nghiin cuu cho thdy, nhdn td nhgn 
thdc rui ro, niem tin, dnh hu&ng xd hdi vd hipu qud mong dai co tdc dpng din y dinh su dung BHTT vd mdi 
quan hi tdc ddng giira y dinh su dung vd hdnh vi su dung BHTT. 

Tukhoa: Bdo hiim tryc tuyin, UTAUT. 

Loi mof dau hing thudng tiep cin vdi cac san phim, dich vy bao 
Hien nay, linh vuc bao hilm dang phat triin rit hiem thong qua mdi gidi hole d c dai Iy bio hiem. 

nhanh tai Viet Nam. Trorig nhirng nam gin diy, khi Tuy nhien, theo sy phat tnln ciia thai dat, hien nay, 
nhan thdc cua con ngudi vl nii ro tiim in trong cac phuang thirc mua vl ban bao hiem dl duac da 
cupc sing, s6 lupng hgp ddng bao hilm dupc ky kit dang hoa hon nhieu nhu giao dich true tuygn, mua 
da tang ten dang kl. Hien tupng nay khiln cho d c ban qua ngan hang, qua d e DNBH.. .̂  Viec md rpng 
nhl dau tu trong va ngoli nudc nhan ra ring, Viet vl da dang hda mang ludi phan ph6i dâ  mang iai 
Nam chinh II rapt thj trudng tuy mdi nhung diy nhiing budc tign Idn trong ITnh vyc bio higm. Trong 
tiim nang cho lmh vyc nay Trong qua khii, khach nglnh bio hilm, mpt su thay ddi theo hudng ky 

Cong trinh Id 1 phan cong bo ciia di tdi cdp nhd nu&c KX.01.3Q/16--20) 

^_ hhoa hoc s-

"36135/2019 ~ *'"̂ '*"fl ™?' 29 

mailto:thanhuyen-tcnh@tmu.edu.vn
mailto:thanhphuongkttc@gman.com
mailto:lethanhhuyen@tmu.edu.vn


OUAN nq K IMI DOAMI 

thult sd dupc thyc hien tren toan chuoi gil tri, trd 
thanh mpt xu hudng duge d c DNBH ua chupng 
nham myc tieu gilm thieu chi phi va nang cao hieu 
qui bin hing. Su ehuyen d6i nay da mang theo d 
CO hpi va mdi de dpa cho cac DNBH. Trong bli 
nghign eim cua minh, nhom tac gia tap trung tira 
higu cac nhan td anh hudng dgn y dinh sir dyng va 
hanh vi su dyng dich vu BHTT cua khach hing 
thong qua rad hinh hpp nhit chip nhan va sic dyng 
cong nghe. Kit qua nghien eim da chi ra mii quan 
he tac dpng qua lai giiia d c yeu td trong m6 hinh 
din y dinh sir dyng va hinh vi sic dyng BHTT. Qua 
do, nhom nghien ciiu cho rang, m6 hinh nay se rit 
hihi ich cho d c nhl nghien cuu trong ITnh vuc quan 
tri cung nhu ap dyng thue tiln trong Iinh vyc bio 
hiem tai Viet Nam hien nay. 

1. Tong quan nghiin ciiii 
Ngly nay, nglnh bio hiem da dat dupc nhiing 

phit trien quan trpng do kgt qui cua cupc each raang 
cong nghigp 4.0. Nhigu DNBH va nha nghign cuu 
da danh sir chu y vao sy phit trign ciia c6ng nghe dg 
tang cudng hieu qui cua boat dpng kinh doanh va 
quan ly. 

Ramaswaray Velmumgan (2015) da su dyng 
phin tich SWOT de nghien cuu BHTT d An Dp. Bli 
vigt khuygn nghi rang, d c DNBH nen xac dinh muc 
tieu ciia viec ap dyng ky thult so, dieu chinh tu duy 
ky thult s6, chu y dgn d c kha nang dung dan trong 
td ehuc cua hp va tang cudng elc n6 luc ky thult sd 
hien t̂ i ciia hp de tan dyng co hpi ky thuat so nay. 

Nam 2016, Vien Tai chinh Qu6c tg (IIF) da hoan 
thanh mpt nghign cuu co tgn "Doi mdi trong bao 
hiem: C6ng nghe dang thay doi nglnh cong nghiep 
nhu the nao". Nghien ciiu cho thay, dua trgn d c 
cdng nghe mdi va ddi mdi trong ITnh vye bio hiem, 
cac DNBH co nhieu co hpi de hi?n dai hda, phat 
trign cle sin pham va dich vy bio higm mdi va d i 
thien mo hinh kinh doanh ciia hp. No cung dan den 
sy xuit hien ciia nhigu doanh nghiep mdi dang eo 
gang cai thien dang kg each thdc bao higm duge lap 
rap, mua vl trii nghiem theo tmyen thdng. Cac 
DNBH ngly nay phli nd Iyc doi mdi thudng xuyen 
va cung cap trai nghiem ky thuat s6 vupt trpi de 
canh tranh vdi eac DNBH mdi bang deh ehii y den 
nhu cau cua ngudi tieu dung chua duac dap ung, 
giam chi phi va cung d p dich vu mdi sang tao. 
Ngoai ra, viec xu ly d e van de xung quanh quy dinh 
dii lieu toan dien se trd nen quan trpng ban, vl cae 

hhoa hoc , , , ^ ^ ^ ^ , ^ ^ , ^ ^ ^ = ^ ^ = 
30 tiiifdng'mai 

CO quan quan ly bao hilm vl quy tic bio mat du )ieu 
se cin thiit dk xac djnh each cac DNBH_c6 thg sii 
dyng du li?u va miic dp bay biln san phim co sin 
cho khich hang. 

Antonella Cappiello (2018) da nghien euu anh 
hudng cua thanh tuu cdng nghp trgn thi tm'dng bao 
hilm thi gidi hien tai. Cdng nghe Inh hudng din 
tirng doi tupng, siia ddi chudi gil tri nganh, dac bi?t 
la suy nghT va tiip can khach hang. Nhirng thay dii 
nay se cung d p co hdi mdi cho ITnh vuc bio higm, 
nhung chung ciing tao ra nhieu thach thirc han. 

Nam 2018, dl tim hiiu nhimg thay doi xay ra 
trong InsurTech, Tmng tim thi tm'dng tli chinh 
Milken dl thye hien mot phan tich chuyen sau vl 
djnh lugng ve InsurTech, dua tren nghign euu boat 
dpng cua hem 100 nen ting InsurTech trgn toan thi 
gidi. Vdi viec nghign ciiu hon 100 ngn tang 
InsurTech, kit qui phan tich cung cip thdng tin ve 
si tugng vl gia tri cua d c chinh sach da ban hanh, 
yeu can giai quygt, s6 tien tai trp v6n mao hiem 
nhan duge, d i thien tdc dd chung cua mdt so quy 
trinh, dir ligu dupc phin tich. 

Valentina Gatteschi, Fabrizio Lamberti, Claudio 
Demartini, Chiara Pranteda va Victor Santamaria 
(2018) da gidi thieu t6ng quan ve d c ung dyng tiim 
nang vl cac trudng hpp sir dung blockchain va hgp 
ding thong minh trong linh vye bio hilm. Hp ciiQ^ 
dua ra rapt phan tich SWOT tdng quit hon ve 
blockchain, co the duge sd dung cho dc ITnh vyc khac. 

Nguygn Thanh Huygn, Tran Thi Thu Trang va Lg 
Thanh Huyin (2018) da thuc hien mpt nghien ciru 
vg viee Ip dung c6ng nghe blockchain trong tinh 
vuc bao liiem tai Viet Nam. Trong nghien cicu do, 
nhom tac gil da c6 gang he thdng hoa Iy thuyet tign 
quan dgn viec ap dung edng nghe blockchain trong 
dc DNBH. Bai viit ciing da chi ra diera manh, dilm 
yen, ca h$i va m6i de dpa cua cdng nghe nly cho 
d c hoat dpng bio hiera. Dua trgn ly thuygt, nhom 
tie gil dl thu thap dir lieu vg nganh bio hiem tai 
Viet Nam vl dinh gia kha nang Ip dyng blockchain 
trong nglnh nay. Ngoli ra, nghien cuu cung da chi 
ra rapt sd khd khan trong viec ap dyng cong nghe va 
giai phap nly cho su phat trien cua nglnh bao hiem 
tai Viet Nam. 

Su chap nhan cua ngudi dung ddi vdi cdng nghe 
thong tin (CNTT) lu6n duge nhiiu tic gil nghign 
ciiu. Nghign cuu ciia Dillion vl Morris (1996) da chi 
ra ring sy chip nhan cua CNTT la su san sang su 

So 135/2019 

J IM 



QUAH Tiq MMI POAMTI 

dyng CNTT cho nhiem vu raa nd duge thiet kg de h6 
trp cho cac nhigm vu. Han niia, theo nghien cim cua 
Venkatesh va cpng sy, 2003, y dinh sic dung mpt he 
thing CNTT cu the anh hudng din hanh vi cua 
khich hang. Co nhiiu quan dilm ly thuyet da dupc 
Ip dung trong d c nghien cdu khac nhau lien quan 
din vin de nly. Nhieu nghien ciiu su dung y dinh 
hanh vi cua cac ca nhin de du doan viec su dung 
cong nghe thuc te cua hp bao gdm Ly thuygt hinh 
dpng hpp ly (TRA) cua Fishbein vl Ajzen (1975), 
Ly thuyet vg hinh vi cd ke hoach (TPB) cua Ajzen 
(1991) vl Mo hmh chap nhan cdng nghe cua Davis 
(1989) va Ly thuyit thdng nhit vl chip nhan vl sd 
dung c6ng nghe cua Venkatesh et al. (2003). 

2. Tiem nang phit trign bao hiem true tuyin 
tai Vî t Nam 

Trong thdi gian vua qua, nen kinh te Viet Nam 
da dat dupc nhiing kgt qui dang ghi nhan. Muc tang 
tnrdng tot da cd tie dpng tich cue tdi viec nIng cao 
toi s6ng nhin din. Thu nhap binh quIn dau ngudi 
nhung nam gan day da dat d muc 2.500 USD/nam 
vdi din s6 gan 100 trigu ngudi. Bgn canh do, nudc 
ta cung da giii quyet dupc mpt kh6i tugng Idn cong 
an viec tim cho xa hdi, ey the; Mdi nam da tao duge 
vigc tam cho khoang 500.000 tao dpng, khign cho ty 
Ie thit nghiep d khu vyc thanh thi hien nay da duge 
duy tri d muc trgn dudi 3,1%. Thu nhap, muc song 
va nhu ciu cham soc sice khde cua dan cu ngly dng 
dirpc cai thien, Ilm tang them nhu cau ve bao hiem. 
Di doi vdi viec ddi sdng nhin dan duge nIng eao thi 
trinh dp din tri vl nhan thiirc cua dai da sd d c tang 
lop din cu vg bio higm ciing dang dupe d i thien 
dang ke. Dgn nay, "bio higm" khdng cdn II khai 
niem̂  xa la doi vdi nhieu ngudi; d6ng thdi, y thuc ve 
sir can thiet cua bio higm doi vdi san xuit vl ddi 
song dang timg budc dupe dinh brah ngly mdt ro 
net trong tu duy eua cac doanh nghiep cung nhu 
trong cpng d6ng din cu. Co the thay, Viet Nam co 
tiem nang rat Idn trong ITnh vyc bio higm kinh 
doanh. Tuy vly, sy phat trien cua bao hiera kinh 
doanh mdi dang trong giai doan dau vdi mdc bao 
phil thi trudng bao hiem cdn han ehi. 

T̂ i Vi.et Nam, ung dung cdng ngh.e trong hoat 
dpng kinh doanh bio higm dang bat dau dupc cac 
DNBH quan tam, phat trign. Theo ket qui khao sat 
cua Viehiam Report, dai dien cac DNBH tham gia 
khao sat cho bigt, doi mdi, nghien cuu ap dyng cdng 
nghe mdi trong he fh6ng quan ty, phuc vy khach 
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hang la uu tign hang diu (chiem 100% phan hli) 
trong chiln luge phat triin cua hp. Budc chan vIo 
cupc elch mang c6ng nghiep 4.0, cac DNBH y thiic 
dupc vigc su dung cong nghe ky thuat s6 nhu mpt 
bin dap cho tang tnrdng. 82,4% DNBH cho bigt 
dang xay dyng chiln lupc phat triin Internet di 
d6ng,_ 64,7% doanh nghiep xay dung chiln lupe tren 
hai yeu to then chit cua each mang cong nghiep 4.0 
II Van vat kit nii (loT - Internet of things) va Du 
lieu Idn (Big Data). Hien nhiiu DNBH phi nhan thp 
nhu Bio Viet, PTI, MIC, BIC... da ap dyng quan Iy 
b6i thudng qua cac thigt bj cong nghe si hay de 
DNBH nhin thp nhu Pmdential, Aviva co su hi trg 
Idn tir cdng ty rae la cac tap doln toan ciu dl diu tu 
vao cdng nghe tri tue nhan tao vdi cle chatbot nhim 
hd trg viec kinh doanh. 

Hien nay, hiu het cac DNBH Viet Nam dang chu 
trpng phat trien cac ung dung cong nghg d muc dp 
CO ban nhit nhu ung dung ban bao hilm trgn thiet bi 
th6ng minh, cong nghe tra lai khach hang tu dpng, 
website so sanh san phim bao higm, website ban 
hang true tuygn. Dae biet, cle DNBH nudc ngoli co 
nhieu Ipi thg hon doi vdi d c doanh nghiep trong 
nudc vi hp da ap dyng iing dyng CNTT trong hau 
het cle hoat dpng quIn Iy. 

Ung d(4ng tren thiet bi thong minit 
Tong Cong ty Bao hiera Pmdential Viet Nara 

vira chinh thirc gidi thieu dich vu xet nghiem Gene 
dinh dudng myDNA vdi chiic nang quan ly, cat 
thien sire khoe dya tren ma gene di tmygn d nhan. 
Qua viec phan tich nudc bpt cua khach hing, 
myDNA cung d p nhirng bao d o day dii, dan giln, 
tir dd tu vin cac chg dp dinh dudng, tap tuyen hgp 
ly hing ngay hay nhan dupe ho trp tryc tuygn tir 
chuyen gia. 

Tdng Cong ty Bao higm VietinBank vira chinh 
thuc ra mit U'ng dyng My VBI, lin diu xuit hien tai 
thi tmdng bio hiera phi nhan thp Viet Nam, giiip 
khich hang khai bao bdi thudng, chup anh ton that 
xe CO gidi tai hien tmdng, hucmg dan bli thucmg 
bio hilm tmy vin thong tin bli thudng bao hiem, 
tra ciru Giiy ehung nhan va hoa don dien td. 

Ting C6ng ty Bio hilm FWD la doanh nghiep 
tien phong phat triin c6ng nghe trong ITnh vuc bio 
hilm. Md diu trong chiln dich kinh doanh nay la viee 
hpp tie vdi chuygn trang thuang mai dien tu Tiki.vn. 
Ben canh do, vao diu nam 2018, FWD tung ra giai 
phap giiip khach hang tham gia sin phara "FWD don 
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dau thay doi" co the tmy cap thong tin tai kholn hop 
d6ng bao higm va rut tien hi hpp d6ng BHTT. 

AiA Viet Nam ciing rit chu trpng trong viec iing 
dyng c6ng nghe mdi. Cdng ty nay da trien khai phin 
mem img dyng iPoS (interactive Pomt of Sale) tren 
miy tinh bang iPad trong kinh doanh BHNT, bay 
vigc ling dyng i-Service nham nang cao chat lupng 
dich vy chara soc khich hing... 

Generali Viet Nara cung cho ra mit ung dung 
giup xii Iy nhanh quyen tpi bao higm mang ten 
GenCtaims. Dae diera cua dich vu nay la khach 
hing khdng d n den van phdng eiia Generali, khong 
can chd dgn khi Generali nhan duge chiing tii gdc 
ml chi can mat 5 phut dg gui ygu cau giai quygt 
quyen Ipi bao higm; chd 30 phut dg nhan duge phan 
hdi tu Generali va phan Idn cac ygu d u duge chap 
nh^n se ehi tra trong vdng 24 gid. 

Bio Viet lien tyc ra mat hang loat phan mem 
quan ly vl img dyng true tuyen hiru ieh nhu Baoviet 
Online; Baoviet Pay; Baoviet Direct,... nhim cung 
cap cle giii phIp vi dien tu an toan, c6 the chu dpng 
lua chpn va tryc tigp mua sin phim bio hiem nhu 
bio higm xe 6 td, xe raay, bao higm sice khde, bao 
higm ung thu... trgn iing dyng. 

Mdi day, Manulife Viet Nam ciing gidi thieu ra 
thi tmdng irng dyng cdng nghe giup khach hing 
holn tit va nop chiing tir ygu ciu BH chi trong vdng 
1 phut vdi ten gpi EasyClaims. Chi vdi 3 budc II; 
nhap th6ng tin ca nhan; chpn phuang thuc thanh 
toln; tli Ign anh chyp chung tu, khich hing de ding 
i.oan thanh thii tyc yeu elu boi thudng bio higm, nit 
gpn dang ke so vdi qui trinh giao dich thudng thay. 

Cdng nghfi ChatBot 
Duge phat trign trgn ung dung nhan tin true 

tuygn Facebook Messenger, Pmdential Viet Nam da 
cho ra mat ung dyng PmBot - iing dyng dya trgn ngn 
ting AL Vdi san phara nay, Pmdential la DNBH diu 
tien dua cdng nghe ChatBot vIo chuang trinh tu van 
cho khach hang trgn mang xa hpi. 

Trang Web bdn hdng true tuyin 
Hau het cle DNBH Idn da va dang eo kg hoaeh 

phat trien dong san pham cua minh thdng qua 
Internet. Mdt sd doanh nghiep tu md mpt website 
cua rieng hp nhu Pmdential (vdi e.pmdential. 
com.vn) hay PTI (vdi epti.vn). Hay vdi viee lien ket 
vdi ddi tac ban hang true tuyen san cd trgn thi 
tmdng vdi phucmg thiec cua Bao Viet Life (phan 
phoi san pham thong qua Vi dien tu MOMO) ho?ic 

tl ehiic bin SPBH vdi quyin Ipi hip din cua FWD 
tren trang bin hing true tuyen Tiki.vn. ^ 

Trang Web so sdnh cdc sdn phdm bdo hiem 
Vdi giao dipn dan giln, dl higu, cac trang web chiu 

trich nhî m tdng hpp vl tim ra nhirng SPBH phil hpp 
nhit theo tung tieu chi ml khich hang dua ra. Vi du 
nhu trang web https://smartbuddy.vn/, https://www. 
gobear.com/vn, https://www.adayrai.coTn/... 

Trang web cung cdp thdng tin chi tiit ve sdn 
pham cho khdch hdng 

Cong ty Bao hilm Manulife dl nam bat cle xu 
hudng ky thuat sd thdng qua viec gidi thieu cong cu 
Manu-IPRO, mpt cdng cy hi trp kinh doanh dî n bi 
dinh cho dpi ngu dai ly va ngan hing ddi tac cua 
Manulife Viet Nam. Manu-iPro cung d p cho khich 
hang nhung th6ng tin ve sin phim, ciing nhu giup 
khich hang higu can ke quyen Ipi, mice phi va nhirng 
hang muc bio higm phii hgp nhanh chdng vl tign Igi 
bang d c bang minh hpa chi tigt... 

Tom tai, Vigt Nam ta mdt qudc gia c6 tigra nang 
vg bao hilm. Dimg tmdc nhiing co hpi va thach thiic 
ma cudc deh mang cdng nghiep tan thu tu raang lai, 
d c DNBH Viet Nam cung dang nd tuc hit sue de 
hoa nhap vl phat tnen dua tren nen ting c6ng nghe 
sin cd. Tuy nhien, de dat dupc higu qua cao, thanh 
c6ng kh6ng chi dua vao cac DNBH rai con phy 
thupc rat nhieu vao sy tiep nhan tu phia khach hing. 

3. Phu-ffug phap nghien ciiu 
Mo hinh vd cdc gid thuyet nghiin cuu 
Nghign cuu su dyng ly thuyet hpp nhit chap 

nhan vl su dyng edng nghe (UTAUT) dupc phat 
trien bdi nha nghien cuu Venkatesh va cpng su 
(2003). Ly thuygt nay tap tmng vao cac d6ng luc 
cho hanh vi cua nguai tigu dung cong ngh.e. Mo 
hinh nghign cuu duge thg hien qua so dd 1. M6 hinh 
nghign ciru. Theo do, m6 hinh bao gdm 8 nhan to. 
Tren co sd mo hinh dg xuit, nhdm tac gia dua ra cac 
gia thuygt nhu sau: 

HI: Hi.gu qua mong dgi co anh hudng tich cyc 
tdi y dinh su dung BHTT 

H2; Nd luc ky vpng cd Inh hudng tich cyc tdi y 
dinh sic dung BHTT 

H3: Anh hudng xa hdi co Inh hudng tich cyc tdi 
y dinh sic dung BHTT 

H4; Digu kien thuan tpi c6 anh hudng tich cyc 
tdi y dinh su dung BHTT 

H5: Digu kien thuan tpi co Inh hudng tich cue 
tdi hanh vi sir dyng BHTT 
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H6: Nhan thuc rui ro c6 anh hudng tieu cue tdi y 
dinh sir dyng BHTT 

H7.1: Nigra tin cd anh hudng tich cyc tdi hieu 
qua mong dpi 

H7.2: Nilm tin cd anh hudng tich cue tdi nd luc 
ky vpng 

H7.3; Nilm tin co anh hudng tich cue tdi nh^n 
thirc nii ro 

H7.4: Nilm tin co Inh hudng tich cue tdi y dinh 
su dung BHTT 

H8; Y dwh cd Inh hudng din hinh vi su dyng 
BHTT 

Tong the nghign cdu dupc xac dinh la toan bp 
khich hang cd su dung bio hilm true tuyin tai Vigt 
Nam. Tuy nhign su dung ngtiien ciiu tdng the la viec 
lam bit khi thi (Nguyin Cao Van va Trin Thii 
Ninh, 2009). Vi vay nghien ciiu nay sii dyng nghien 
cdu tit mlu dilu tra. Do nhiing han chi vl kinh phi 
va thdi gian thyc hi$n ngn nghign cuu su dyng cd 
miu toi thieu dim bao tinh tin cay cho nghign cdu. 
Nhom n^ien cuu sic dyng nguyen tic nhan 5 (tuc la 
cd mlu t6i thigu bing s6 cau hdi trong md hinh nhin 
5 (HoIng Trpng & Chu Nguyin MOng Ngoc, 2008). 
Tliem vao do, nhom nghign cim da Iya chpn pham 

vi nghien ciiu tai dia ban thinh phd HI Ndi do dac 
diem cua san phim bio hiem tryc myln ml d c cong 
ty cung cip trong giai doan diu thudng khach hang 
tai cac thanh pho Idn II nhdm eo thu nhap tit, trinh 
dp dan tri cao vl co hiiu biet va quan tam nhit dinh 
vg eac ling dyng_ cong nghe th6ng tm. Do do nhom 
nghign cdu da tiln hanh khao sat bing bang hdi dii 
vdi 350 khach hang trong khu vyc thinh phd Ha 
Npi, bao gdm ca khIeh hang da su dung va chua su 
dung dich vu BHTT. Trong so phiiu da thu vl, cd 
257 phigu tra Idi hpp le vl ty Ie thu vl dat 73,4%. 

Thu thdp vd xir ly dd lipu 
Thang do dupc sd dung tu nghien ciju ciia 

Venkatest & cpng su (2012), Laukkanen & 
Kiviniemi (2014), Ahmad & cpng su. Bang hoi cam 
nhan cua khach hang ve cac nhan to duge su dung 
thang do Likert 5 diem, tir rit kh6ng dong y (1) dgn 
rit ddng y (5). Dii lieu dupc xu ly bang phan mgm 
SPSS 20.0 va AMOS 7.0. 

4. Phan tich d& lieu va ket qua nghien cihi 
4.1. Mo td mdu dieu tra 
Vdi 257 phigu khao sit hgp Ie thu ve, ket qui 

khao sat eho thiy, phan tdn khich hang mua bao 
hilm phi nhan thp vdi 155 phieu (chiem 60,31%)) va 

Hieu qua mong dpi 

No lyc ky vpng 

Anh hudng xl hoi 

Dieu kifn thuan Ipi 

Ydinh sic dung 

Hanh vi sic dung 

Nhin thiic nii ro 

(Ngudn: Venkatesh vd cpng su (2003)) 
Sff d l 1- Mo hinh hinh nghiin cuu 
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102 khich hang (chiem 40%.) khich hang mua bio 
higm nhan thp. Kgt qui digu tra theo nhan khiu hpc 
cho thay, ty le khach hang theo hai gidi tinh kha can 
bang vdi 45,14%o II khich hing nam vl 54,8%. II 
khich hing nir. Phan Idn tdiach hang duge khlo sit 
CO dp tudi tic 20 dgn 50 tudi (chigra 87,55%o tren 
tong s6 khach hing). Ve trinh dp hpc van, khoang 
ban 80%) khich hang tdt nghigp dai hpc vl sau dai 
hpc. Them vao dd, so lieu thdng ke ciing eho thay 
nhdm co thu nhap khi va t6t (tu 7,5 trieu ddng/thang 

Bang.l,- Ket qud diiu 

trd Ign) chilm 77,82% tren ting sd khaeh hing duge 
khao sit. Cdn nhom thu nhap thip dudi 7,5 trieu 
ddng/thang chilm ty trpng nhd (22,18%) trong tong 
si khach hang dupc khao sat. 

4.2. Thdng Ice mo id cdc biin trong mo hinh 
Nhdm nghien cim su dyng chi tigu gia tri tmng 

binh vl phuang sai trong th6ng kg md tl cac bien 
eiia md hinh. Bing 2 dudi day mo tl kgt qui thong 
ke mo ta cua d c bign trong rad hinh nghien ciiu. 

tra khdch hdng (N=257) 

Tieu chi 

Gioi tinli 

Nam 

Nu 

Trinh do hoc van 

Chua t6t nghiep THPT 

Tot nghiep THPT 

Tot nghiep cao dang, dai hpc va sau 

dai hoc 

Tu6i 

0 - 20 tuoi 

2 1 - 3 0 tuoi 

31 -40 tuoi 

4 1 - 5 0 t u 6 i 

Ttr 50 tuoi tra Ien 

Thu nhap theo thang 

Tir 0 den duai 5 trieu dong/thang 

Tir 5 den duai 7.5 trieu dong/thang 

Tu 7.5 den duai 10 trieu dong/thang 

Tu 10 trieu dong/thang tra len 

Loai san ph4m bao hiem 

Bao hiem nhan tho 

Bao hiem phi nhan thp 

Tan suat 

116 

141 

0 

43 

214 

12 

57 

108 

60 

20 

39 

21 

87 

. 113 

102 

155 

Ty 1̂  phan tram 

45.14% 

54.86% 

0.00% 

16.73% 

83.27% 

4.67% 

22.18% 

42.02% 

23.35% 

7.78% 

15.18% 

8.17% 

33.85% 

43.97% 

39.69% 

60.31% 

(Ngudn: Nlidin tdc gid tong hap tir SPSS 20.0) 
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• Thdng ki mo td cdc biin trong md hinh nghiin cuu 

Ten bi^n 

HQUA 

NO_LUC 

AHUONQ 

DKTL 

RUI_RO 

NIEM_TIN 

Y_DINH 

HV 

Hieu qua mong dpi 

No luc ky vpng 

Anh huong xS hoi 

Dieu kien thuan loi 

Nhan thiic rui ro 

Ni6m tin 

Y djnh sir dyng 

Hanh vi sir dung 

No of 

Items 

3 

4 

3 

4 

4 

3 

3 

4 

Mean 

2,91 

2.30 

2.54 

2.58 

4.12 

2.51 

2.05 

2.60 

Std. Dev 

0.94 

0.76 

0.91 

0.72 

0.70 

0.88 

0.65 

0.65 

(Nguon: Nhdm tdc gid tdng hpp tic SPSS 20.0) 

4.3. Phdn tich nhdn td khdm phd 
Sic dung phuang phap trich Principal Axis 

Factoring vai phep xoay Promax (Gerbing & 
erson, 1988) vai he sd tai > 0,5 (Hair & cpng su, 
1998) dii voi ca biln ddc l.lp va biln phu thupc (sii 
dung thang do Likert). Thuc hi.en kilm dinh 
Bartlett xera xet gia thuyet ve dp tuongquan giiia 
cac biln quan sat (Trpng, 2008). Kit qua ^hln tjch 
EFA lan 1 cho thiy, tdng phuang sai trich bang 
56.97% (> 50%), KMO la 0.841 (> 0.5) vl kilm 
dinh Bartlett c6 y nghia thdng ke (Sig. <0.05). Kit 
qua EFA lin I cho thiy, cle biln quan sit 
N0_LUC2, RUI^R04 vl RUI_R05 co he sd tai 
<0.5, ngn d c bign nay bi loai khdi md hinh. Kgt 
qua EFA lin 2 cho thiy, tong phuong sai trich la 
59.59% (> 50%), KMO dat 0.85 (> 0.5), kilm djnh 
Bartlett co y nghia thing kg (Sig. <0.05). 

Sau khi phan tich kham pha EFA, rao hinh 
khong CO su khac bi.et vai md hinh nghign cuu, chi 
CO mpt so bign quan sat khdng dam bao du tin e,ly 
nen loai ra khoi biln nghien cuu. Khdng co nhom 
nhan to moi. 

4.4. Phdn tich nhdn td khdng dinh (CFA) 
Kit qui phan tich nhan td khing dinh cho thiy, 

mo hinh nghign cuu thich hpp vdi dir li?u thj 
tnrdng vdi d c kit qui dat duge II CMIN/df = 
1.190 < 2, RMSEA = 0.028 < 0.06. Gil tri TU = 
0.976; GFI = 0.909; CFI = 0.980 thda man dilu 
kien > 0,9; PCLOSE = 1,000 > 0.05. Kit qua P-
value cua cac biln quan sat bilu diln cac nhan t6 
deu co gia tri'Sig.= 0,000. Do do, cac bien quan sat 

So 135/2019 

duoc khang dinh eo kha nang bieu diln t6t cho 
nhan td rad hinh CFA. 

Bgn canh dd, ket qui phin tich nhan t6 khang 
dinh Cling eho thay cac trpng so (chuan hoa) dgu >. 
0,5 va cac trpng so (ehua chuan hoa) dgu co y nghia 
thdng kg (Sig.<0,000), Phuang sai trich (AVE) >0,5 
ngn cac khai niem dat duac gia tn hpi tu. Kit qua 
phan tich ciing cho thiy, can bac hai ciia AVE tdn 
hon d c tuong quan giua cac biln vdi nhau, gil tri 
MSV nho hon AVE. Do vay, tinh phan biet dupc 
dim bao. 

4.5. Kiim dinh do tin cdy 
Kit qui phan tich cho thiy, gia tri Cronbach's 

Alpha cua tung nhan tl diu tdn ban 0,7 va gil hi he 
si tuong quan biln tong dat muc ton hon 0,3. Ngoli 
ra, dp tin cly ting hpp ton tian 0,7 vl gia trj phuang 
sai trich cua tiing nhin td deu tdn hem 0,5. Nhu vay, 
d c nhan tl trong mo hinh dim bio dp tin cay 

4.6. Md hinh cdu true tuyin tinh (SEM) 
Kit qua phin tich ciu true tuyin tinh SEM cho 

thiy cac gia tri diu thoa man ngn ni6 hinh hoan toan 
phu hap vai du li.eu thi truang va co thg diing de 
kilm dinh cac raoi quan he dupc ky vpng va da ngu 
ra trong mo hinh gia thiit (Hinh 2). _ _ 

Theo kit qui phin tieh ta thiy, nhan t6 no luc Icy 
vpng va dilu kien thuan tpi khong co Inh hudng dgn 
ydinh su dung BHTT, nhan tl dilu kign thuan tpi 
kh6ng anh hudng din hanh vi su dyng (gia tri P; 
Value > 0.05, khdng c6 y nghia thdng ke). Co the 
thiy, kit qui nly phan anh mdt thyc tl 11 hien co rat 
nhiiu khach hang su dyng dien thoai thdng rainh, c6 

hhoa hoc ^ 
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Bang 3: Kit qud phdn tich nhdn to khdm phd 

Bien 

Nhan to 1 

Hieu qua mong dpi 

(3 nhan to) 

Nhan to 2 

N6 luc ky vpng 

(3 nhan to) 

Nhan to 3 

Anh huang xa hpi 

(3 nhan to) 

Nhan to 4 

Dieu kien thuan Ipi 

(3 nhan to) 

Nhan to 5 

Ruiro 

(3 nhan to) 

Nhan to 6 

Niem tin 

(3 nhan to) 

Nhan to 7 

Y dinh su dung 

(3 nhan to) 

Nhan to 8 

Hanh vi su dung 

(4 nhan to) 

Ma hoa 

HQUAI 

HQUA3 

HQUA2 

NO LUC4 

NO LUC3 

NO_LUCI 

AHUONGl 

AHU0NG2 

AHU0NG3 

DKTL3 

DKTL2 

DKTL4 

DKTLl 

RUI R02 

RUI R03 

RUIROI 

N1EM_TIN3 

NIEM TIN2 

NIEM_TIN1 

Y_D1NH2 

Y DrNH3 

Y_DINH1 

HV4 

HV3 

HV2 

HVl 

Factor Loadings 

0.800 

0.764 

0.733 

0.816 

0.794 

0.570 

0.889 

0.791 

0.565 

0.877 

0.812 

0.779 

0.556 

0.775 

0.736 

0.685 

0.831 

0.682 

0.575 

0.794 

0.792 

0.774 

0.767 

0.715 

0.703 

0.512 

(Nguon: Nhom tdc gid tdng hpp tic SPSS 20.0) 
ket n6i internet nhung hp kh6ng c6 y dinh su dung 
BHTT. De tim hieu ro han nguygn nhan cua van de, 
nhom nghien cim da phong van khach hang va ket 
qui II gan 35% khach hing tri Idi rang hp khdng 
biet gi vl BHTT, gin 50% khach hang tri Idi rang 

khoa hoc ^.^^.^^^^^^^^^^^^^^^^^ 
36 thififng mai 

mua BHTT ddi vdi hp 
kha nii ro. Ngoli ra, nhan 
tl n6 lyc ky vpng cung 
khong cd tac dpng dlny 
dinh sd dyng BHTT. Van 
dl nay co thg dupc ly giii 
la do khach hang, dac biet 
la nhdm khach hing tre, 
rit higu va de dang dng 
dung edng nghe thong tin 
trong viec mua bio hiem 
nen viec hp quygt dinh c6 
mua BHTT hay kh6ng 
Idi6ng phy thupc vIo 
nhan td nay. Hp chu yeu 
quan tim can nhac tpi ich 
va rui ro khi sd dung dich 
vy hon II each thuc thao 
tie de mua san pham tren 
miy tinh hay dien thoai. 
Thgm vIo do, kgt qua 
nghign cuu con cho thiy 
nhin t6 nigra tin co tic 
dpng den nhan thuc nii 
ro, higu qua mong dpi va 
no lyc ky vpng. Theo do, 
khi nigm tin ting tgn thi 
nhan thiic rui ro giara 
xudng va nhan thuc nii ro 
eo tie dpng ngupc chieu 
den y dinh su dung 
BHTT (Bing 6). 

Can cd vao thd ty 
he sd hdi quy chuan 
hda ta cd the thay dupc 
thu tu tic ddng cua cac 
yeu td nhu sau: (Bang 
7; Bang 8) 

Kgt qui bing 8 cho 
thay: 

- Gia tri R2 vdi hli 
quy cua biln phu thuoc 
RUI^RO II 0.064. Nhu 
vay, bien dpc lap 

NIEM_TrN giii thich dupc 6.4% su biln thign cua 
biln Rin_RO. 

- Gia tri R2 vdi hli quy cda biln phu thupc 
HQUA II 0.179. Nhu vay, biln dpc tap NIEM_Tn^ 

So 13B?20l^ 
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Bang 4; Kit qud kiem dinh tinh phdn biit ciia thang do 

NO^LUC 

AHOONG 

DKTL 

HQUA 

NIEM_T!N 

RUl^RO 

Y_DINH 

HV 

AVE 

0 505 

0 622 

0 573 

0 608 

0.549 

0 526 

0.644 

0.518 

MSV 

0 073 

0.302 

0.027 

0-319 

0 391 

0 13 

0.4 i 6 

0416 

NO_LUC 

0.711 

0,254** 

0 072 

0.266** 

0 271** 

-0.170* 

0.227** 

0 176* 

AHUONG 

0.789 

0,151* 

0.446*** 

0 388*** 

-0.117 

0.550*** 

0 502*** 

DKTL 

0.757 

0 067 

0 166* 

0,001 

01 

-0.04 

HQUA 

0.78 

0,370*** 

-0 22B** 

0 517*** 

0,565*"* 

NIEM_TIN 

0.741 

-0.226** 

0,583*** 

0 625*** 

RUI_RO 

0.725 

0 361*** 

0 324*** 

YDINH 

0.802 

0 645''** 

HV 

0.72 

(Ngudn: Nhdm tdc gid tong hop tit SPSS 20.0) 

1 .1 9EI chlsc]Lj£iro/df 
. s a o cf l 
.909 on 
. s r e tu 

.BS3 o a t 
.OHB rms«ra 

1 .OOO po loao 

(Ngudn: Nhom tdc gid tdng hpp tic AMOS 7.0) 
Hinh 1. Ket qud phdn tich nhdn to khdng dinh 
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Bang 5.- Kit qud kiim dinh dp tin cdy cita thang do 

TSn bien 

HQUA 

NO_LUC 

AHUONG 

DKTL 

RUI_RO 

NIEM_TrN 

Y_DINH 

HV 

Hi?u qua mong dgi 

No lire ky vong 

Anh huong xa hoi 

Dieu Itien thuan loi 

Nhan thuc rui ro 

Niem tin 

Y dinh sir dung 

Hanh vi su dung 

S6 
nhan 

to 

3 

4 

3 

4 

4 

3 

3 

4 

Cronbach's 

Alpha 

0.821 

0.751 

0.823 

0.831 

0.684 

0.785 

0.843 

0.805 

CR 

0,823 

0.752 

0.831 

0.839 

0.769 

0.784 

0.844 

0.811 

AVE 

0.608 

0.505 

0.622 

0.573 

0.526 

0.549 

0.644 

0.518 

(Ngudn: Nhom tdc gid long hpp tic SPSS 20.0) 

(Nguon: Nhdm tdc gid tong hpp tir AMOS 7.0) 
Hinh 1: Md hinh cdu true tuyen tinh 

giai thich duac 17.9% su biln thien cua biln 
HQUA. 

- Gil tri R2 vdi hoi quy cua bien phu thupc 
NO_LUC la 0.107. Nhu vly, biln dpc lap 
NIEM_TIN giii thich dupc 10.7% su bien thien cua 
biln NO LUC. 

- Gil tri R2 vdi hoi quy cua bien phii thupc 
Y_DINH la 0.616. Nhu vay, cac biln dpc lap c6 y 
nghTa thdng ke giii thich duge 61.6% su biln thien 
cua biln Y_DINH. 

- Gil tri R2 vdi hdi quy cua biln phy thupc HV 
II 0.523. Nhu vay, biln ddc lap Y_DrNH giai thich 
dupc 52.3% su biln thien cua biln HV. 

khoa hoc 
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Bang 6; He sd hdi quy 

HQUA 

HQUA 

Estimate 

(Nguon: Nhdm tdc gid tong hpp tu SPSS 20.0) 

Bang 1: Thu tu tdc dpng cua cdc yeu td 

Bien chiu tac dong 

Y_DINH 

Thir tir bi^n tac d9ng 

NIEM_TIN > AHUONG > RUI_RO >HQUA 

(Nguon: Nhom tdc gid tong hpp tu SPSS 20.0) 

Bang 8; Squared Multiple Correlations 

thdng giao due mot cach toan 
dien nham nang cao dan tri 
toan dan ve bao hiem trirc 
tuyen noi rieng va bio hiIra 
cong nghe cao noi chung. 

* Ve phia cdc doanh 
nghiip bdo hiim: 

DNBH cin phat triin 
mang luai giao dich true 
tuyen ve ca chieu rpng (tang 
sd lupng kenh va so lupng 
cong ty su dung kenh phan 
phoi true tuyen) Iln chieu sau 
(tang chit lupng kenh phan 
phdi). Ngoli ra, cle DNBH 
cin CO nhirng chinh sach va 
chucmg trinh nham thu hut 
them nhieu khach hang su 

dung phucmg thuc 
giao dich true 
tuyen. Do do 
DNBH cin diy 
manh thuc hien 
mpt so phuang 
phap marketing, 
ca tren kenh 

Chi 

tieu 

Gia tri 

NhSn thiic 

ruiro 

0.064 

Hieu qua 

mong dai 

0.179 

NSluc 

ky vong 

0.107 

Ydinh 

six dung 

0.616 

Hanh vi 

sir dung 

0.523 

(Ngudn: Nh&m tdc gid tdng hpp tu SPSS 20.0) 

Dl phat tri6n bao hiem true tuygn d Viet Nam, 
iih6m nghiSn cmi xin de xuit mpt sd giii phap 
nhu sau; 

* Vi phia chinh phd: 
Sy h6 tra, tao dieu kien tu phia nha nuae la rit 

cin thiet vai mdt so bien phap ti8u bieu nhu siia ddi, 
b6 sung kip thai cac dilu luat vl giao dich, thanh 
toan qua cdng ngh.e hay ap dung ddng bp cac ca ehe, 
chinh sach khuySn khich, mi dai cho boat ddng cdng 
iigĥ  cao d cac DNBH. Thgm vao dd, cin ban nira 
SSI hpp tac giua nganh lien quan de cai thien h.e 

online lan tren 
bao, dai, tivi, 
email..". 

Ket ludn 
Kit qua 

nghien cuu cho 
thiy BHTT d Viet 
Nam dang trong 

giai doan diu vdi so lupng ngudi sd dung con khiim 
tdn vl hiu hit khach hang hi€n nay tiep can vdi dich 
v^ bio hilm qua kenh ban hang truyin th6ng,_ Ngoli 
ra, nghifin cdu cung chi ra m6 hinh hpp nhit chip 
nhan va su dung c6ng nghe la 1;hich hpp dii vdi 
BHTT d Vi?t Nam. Cdng theo kit qua nghien cuu 
nay, cac DNBH cin nd luc hem trong viSc tao ra giao 
dien than thien vdi ngudi sd dung hon vl tich cue 
quang ba BHTT dk khach hang thiy dupc Ipi ich 
thiit thuc khi su dung BHTT. Them vao do, nghien 

.Hhoa hoc 
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CUU nay da cho thay sy tie ddng cua cac bien nhan 
thuc rui ro, niem tin, Inh hudng xa hpi va hieu qui 
mong dpi den y dinh su dung BHTT ciing nhu mdi 
quan he giua hai biln y dinh sii dyng vl hinh vi su 
dung BHTT* 
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Summary 

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