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Nghien cflu niy dupe Uiye hidn nhim xic dinh sy cic dpng cfla cie ylu td chit lupng dich vy bio hilm anh 
hudng din sy hii lOng efla khieh hang tgi thi irudng Viet Nam.DI dgt dupe myc tieu, nghien cuu dinh Unh vi 
dinh lupng d i dupe thye hidn. Nghidn euu dinh ttnh dupe dung dl dllu chinh thang do va thao luan kit qui 
nghien cuu. Nghien cflu dinh lupng su dyng phan ttch mO hinh eiu trfle tuyen tinh bing phuong phip binh 
ttrong tdi thieu rieng phin (PLS_SEM). Qua khao sit 198 khieh hing dang su dyng dieh vy bio hilm, kll qui 
nghiln cflu ed 4 ylu td chit lupng dich vu inh hudng din sy hii ldng cfla khach hing (sip xip theo Uifl ty 
quan ttpng glim din) gOm: sy Un ciy, phuong U|n hflu hinh, sy ddng cim vi sy dip flng. 

1. Gioi thieu 
Trong nhflng nim gin day thi ttudng bao hilm Vidt 

Nam da cd sy tang truang khi nhanh. Theo Bp tai 
chinh (2018), nam 2017 ca nudc cd 64 doanh nghi|p 
bao hilm vdi tOng tii sin 316.300 ty ddng, tdng doanh 
Uiu dat 132.369 ty dong (tang 28,25% so vdi nam 2016). 
Tuy nhiln, sy phin hda giua cic doanh nghilp bio 
hilm eflng dang diln ra mgnh me hon.Thi phan bio 
hilm Viet Nam hien tap tmng vao cac doanh nghiep 
cd vdn Nha nude va vdn diu tu nude ngoii.Doanh ttiu 
cua 5 doanh nghidp bao hilm hingdiu ehilm 57,59% 
(Bio Vi|t: 19,36%; PVi:16,08%; Bio Minh: 8,16%; PTl: 
7,71%; Pileo:6,28%), eie doanh nghidp cdnlgi chl 
ehilm 42,41% (Bd tai chinh, 2018).Vdi sy phit triln vi 
phin hda thi trudng nhu viy, vide cie doanh nghidp 
bio hilm, die bidt li c ic doanh nghiep nhd cin phii 
ehfl trpng chit lupng dieh vu d l ning eao sy hii Idng 
cua khach hing l i rit can thiet. 

2. Cff Sff ly thuyet va mo hinh nghien cini 
2.1. Chit lupng dich vu bao hilm 
Chit lupng dich vy khdng phai la khii nidm huyln 

bi hay vd dinh hinh nhu mpi ngudi thudng nghi. Khich 
hing sd la ngudi dinh gii chil lupng dieh vy. Hp sd 
dinh gii cao dich vy khi nd dip ung hoie vupl qui 
mong mudn (Parasuraman va cpng sy, 1985). Nim 
khia eanh cua chit lupng dich vy (phuong ttdn huu 
hinh, sy tin ciy, sy dap flng, sy dim bio vi sy ddng 
cim) da dupe Parasuraman vi eOng sy (1988) dua ra 
trong md hinh SERQUAL giflp djnh hinh eae thinh 
phin cfla ehit lupng dieh vy. Nim Uianh phin nay 
dupe do ludng bing mdt bp thang do vdi 22 eiu hdi 
(Parasuraman vi edng sy, 1988). Mic du cic khia 
cgnh nay sd cd mue quan trpng khic nhau ddi vdi cic 

thi ttudng khic nhau, nhung nhln ehung.nim thinh 
phin nay diu ed thi dupe ap dung 6 nhilu linh vyc 
khic nhau. Sau niy, md hinh SERVPERF cfla Cronin 
vi Taylor (1992) eho ring ehit lupng djeh vu ehinh Ik 
sy cam nhin thye t l cfla khich hing din din vi|c 
khio sit chat lupng dich d l ding han. 

Phuong ttdn hflu hinh; Theo Parasuraman vi cdng 
su (1988), mdi trudng v$l ly cua td ehue la mpt phin 
efla phuong tiln hflu (try sd, thill bi,npi thit vi eic 
phucmg ttdn khie). Bdn egnh d6,hinh inh efla nhan 
vidn cung la thanh phin cfla phuong U|n hflu hinh. 

Sy tin cay: Theo Parasuraman vi cpng sy (1988), 
sy tin ciy Ii mpt ylu td ehinh thuc diy chit lupng dich 
vy tdng thi lidn qucin den khi ning efla td chuc Uong 
vl|e Uiye hidn dich vy nhu d i hfla mOt cieh chinh xic 
vi ding tin eiy. 

Sy dip flng: Khi ning dip flng ehi ra sy sin long 
ho tto khich hing cfla edng ty. Khieh hang mong 
mud'n edng eung eip cho hp dieh vy nhanh, d?ic Uung 
vdi chit lupng eao. 

Su dim bio: Cie nhin vidn lim vide Uong cdng ly 
hinh thinh sy dim bio. Diy l i mOt phin cfla khia c ^ 
chit lupng dich vu bio hllm.Nhtog nhin vien niy dupe 
xem li nhflng nhan vidn Iinh nghi m i khich hai^ se tin 
Ujdng ttong qua Uinh cung cip dich vu. 

Sy ddng cim: Cic nhin vidn cfla edng ly dinh th^ 
gian vi cdng sue d l khiln khich hang cim thiy d$c 
bllt vi ed gii tri, diiu niy se anh hudng din ehit 
luong dich vy. Diiu niy d l cip den cich c ic giao dich 
cfla cdng ty mang Igi sy chfl y e i nhin eho khich hang 
cfla hp. 

2.2. Su hii long cAa khach hing 
Cd nhilu dinh nghia khae nhau vl sy hii ldng ciia 

khich hing.Theo ZeittiamI vi Bitner (2000), su h^ 



long cua khieh hing l i mue dp dinh gii eua hp vl 
sin phim hay dieh vy d i d ip flng dupe mong dpi cfla 
hp hay chua.Sv hai ldng cua khich hing bi inh hudng 
bdi nhilu nhin 16 nhu chit lupng dieh vy, ylu to ttnh 
hudng, gii ei , ylu id e i nhin (Zeithami vi Bitner, 
2000). Cd lhl ndi, sy hii Idng l i danh gii chung efla 
khieh hing vl nha cung eip dieh vy. 

2.3. M6 hinh nghidn cuu 

Zeithami vi Bittier (2000), chit lupng dich vu cd 
anh hudng din sy hii ldng cfla khich hing. Tuong ty, 
Cronin va Taylor (1992) cflng da kilm dinh va kit luin 
eim nhan ehit lupng dieh vu la mdt trong nhung 
nguydn nhan din din sy hai long efla khaeh hang.Vi 
vay ra cd md hinh nghidn cflu nhu sau: 

m n h 1: M& hinh ngblbi cihi it l a i t 

Ngu6n. Tdc gid dixudt 

3. Phuong phap nghien cihi 
Nghidn cuu nay su dyng phuong phap hdn hpp 

djnh tinh vi dinh luong. Trong dd phuong phip dinh 
lupng li chu ylu. 

Nghidn eflu dinh tinh: Nghien eflu niy thdng qua 
thio lu$n nhdm vdi 10 ngudi Ii khaeh hang dang sfl 
dyng dieh vy bao hilm d l kilm tra ttnh rd rang cfla 
cac cau hdi, nghiln ciiu dua ra thang do ehinh thfle 
gdm 25 biln quan sit.Bdn cgnh dd, phuong phip nay 
cflng dupe sfl dung d l thio luin giii thich kit qui 
nghidn cflu. 

Nghien cflu dinh lupng: Phuong phip chpn miu 
Uiuin U|n d i dupe sfl dung dl khio sit cie khieh 
hing dang sfl dyng dieh vy bio hilm lgi Vidt Nam vdi 
sd lugmg l i 198 ngudi thdng qua khio sat tryc Ulp. 
Theo Hair &cdng sy(2006), sd miu it nhit phii gip 5 
lin biln quan sit. Nghidn eflu niy ed 25 biln quan sit 
nen kieh thude miu toi thilu se Ii n = 25 x 5 = 125. Vi 
viy kich thude miu 198 quan sit l i dgt ydu cau. Co 
cau miu chi Ult dupe trinh biy trong bing 1. 

Dfl ll|u dupe xfl ly bang md hinb eiu trfle luyln 
Unh vdi phuong phip binh phuang tdi thilu ridng 
phin (Partial Least Squares Structural Equation 
Modeling PLS-SEM) thdng qua phin mim SmartPLS 
3.0. Nghien cflu thyc hidn dinh gii md hinh do ludng 
ttidng qua c ic chi sd dO tin eiy nhit quin nOi tai 
(Cronbaeh's alpha>0,7; hd sd Un cay tdng hpp (com
posite rellability)>0,5); Danh gii gii tn hdi ty (outer 
reliability>0,7; AVE>0,5; Dinh gii gii tri phan bidt 
(HTMT <0,9, e ic gii tri nim trdn dudng cheo khic 1). 

Tilp theo, Md hinh cau true dupe dinh gii vdi cic 
kiem dinh da eOng tuyin, he sd dudng din, he sd xic 
dinh R2, t ic dOng f2, su lien quan cfla dy bio Q2 (Hair 
Jr&cOngsy, 2016). 

4. Ket qua nghien cini 
4.1. Kiem dinh md hinh do ludng 
Kit qui kilm dinh lin 1 eo 4 biln la TCI, DB4, DCl 

va DC4 do ed hd s6 tai ngoai <0,7 nhimg ldn hon 0,4. 
Kit qua danh gii khi logi 4 biln niy (tac gia loai lin 
lupt tung biln) cho thay chi sd AVE cao hon nlu logi 
4 biln nay (Hair Jr & cdng sy, 2016). Vi viy 4 biln TCI, 
DB4, DCl vi DC4 ra khdi md hinh. 

Dinh gii do tin cay nhit quin ndi tai 
He sd Cronbaeh's Alpha: eac biln diu ed he sd 

Cronbaeh's Alpha >0,7 (hi 0,776 din 0,883), hd sd 
Cronbaeh's Alpha cfla eie biln diu cd f nghia (p < 
0,05) ndn dat yeu cau (Hair Jr & cpng sy, 2016). 

Dp tin eiy tdng hpp: tit e i eie biln lilm in diu ed 
he sd dd tin eiy tdng hpp Idn hon 0,7 (tu 0,824 din 
0,926) vi ed mfle f nghia < 0,05 ndn dgt yeu ciu (Hair 
Jr & cdng sy, 2016). Nhu vay ed thi kdt luan cie biln 
lilm in diu dgt dp tin cay nhit quin ndi tai (Hair Jr & 
cdng sy, 2016). 

Danh gia dp hdi ty 

Hiu hdt eie biln diu ed he sd tii ngoii (outer 
loading) Idn hon 0,7 (tfl 0,740 den 0,952). Ridng biln 
HLl ed he sd tai ngoii Ii 0,699 ~ 0,7 nen cd thi dupe 
chip nhin. Tat e i eac bien quan sat diu cd mfle f 
nghia <0,05nendatyeuciu (Hair Jr & cpng sy, 2016). 

Gii tri phuong sai trich tmng binh (AVE): Tit ea eac 
ehi sd AVE diu > 0,5 (tfl 0,610 ddn 0,806) vdi mue y 
nghia <0,05nendgtyeucau (Hair Jr & edng sy, 2016). 
Vi vay, cae biln Ulm in diu dat gii tri hdi tu (Hair Jr 
& cpng su, 2016). 

Dinh gii gii tri phin biet 

Tit cic gii tti HTMT diu < 0,9 (ldn nhat la 0,687) vi 
eie gii hi nim ttdn dudng cheo diu khie 1 (Idn nhit la 
0,781) vdi mfle y nghTa <0,05. Vi viy eae biln ttIm an 
diu dat gii tri phin biet (Hair Jr & cpng sy, 2016). 

4.2. Kilm dinh md Iiinh cau true 

Bisg 1: Ket qu i klcm apili hf *6 dodiis din 

Moi q m n bf 

Dam bao -> Hai long 

Dap ling ̂  Hai long 

Dong cam .> Hai long 

Huu bmh -> Hal long 

Tin cay-> Hai long 

H^s6|t 

0,006 

0,186 

0,191 

0,199 

0,427 

SalsA 

cbain 

0,072 

0,052 

0,055 

0,072 

0,080 

yiAcf 

0,939 

0,000 

0,001 

0,006 

0,000 

GU 

trjt 

0.077 

3,601 

3,463 

2,762 

5,324 

KUmdlBb 

gii Ibnyel 

B ^ b d 

Chap tih^n 

Chip nhfn 

Chip nh^D 

c u p nhjn 

Nguon T4c gia xi> 1>̂  t& da l i ^ khao sat 

Tu kll qui d bing I eho thiy mdi quan he "Dam 
bao -> Hai long" khdng ed y nghia thdng ke (p = 0,939 
> 0,05 vi gii Ui t = 0,077 < 1,96 nen khdng the kit 
luin ve mdi quan he niy (Hair Jr & edng sy, 2016). 
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Kilm dinh da cdng tuyin 
Kilm dinh da cdng tuydn eho thiy tat c i eie b | sd 

VIF diu <5(ldTi nliit 2,318) chung td khdng ed hidn 
tupng da cdng luyln (Hair Jr & edng sy, 2016). 

Dinh gii h | sO xie dinh R2 hidu chinh 
Gii tti R2 hi|u ehinh cfla biln phy Uiudc la 0,672, 

nghia l i eic biln dde lip glal thich dupe 67,2% sy biln 
thidn efla sy hai ldng khieh hing trong md hinh. Dieu 
niy eho thiy bdn egnh ehit lupng dich vu, eon cic 
ylu td khic anh hudng den sy hii ldng efla khich 
hang (Hair Jr & cdng sy, 2016). 

Hd sd tie dpng 12 
Biln dOe lip "Sy dam bao" ed h^ sd tic ddng 12 Ii 

0,00 ndn khdng cd tic ddng din sy hii ldng efla khieh 
hing.Cic bien dpc lip "Phuong ti|n hflu hinh", "Sy 
ddng cim" vi "Sy dip flng" ed hd sO tic ddng 12 lin 
lupt li 0,066 vi 0,054,0,054 ehung td "Phuong tt|n hflu 
hinh", "Sy ddng cam" va "Sy dap flng" it ed tic ddng 
din "Sy hai Idng cfla khieh hing". Biln "Sy tin cay" 
ed hd sd tie dpng 12 li 0,290ndn biln nay cd tic dpng 
din "Sy hii ldng eua khach hing" 6 mfle ttung binh 
(Hair Jr& cdng su, 2016). 

Dinh gii sy lidn quan cfla dy bio Q2 
Gia tti Q2 l i 0,464, ldn hon dang ke so vdi gii tri 0. 

Kit qui niy cho thiy dy bio cd Uln quan efla md hinh 
vl c ie biln Ulm in npi sinh (Hair Jr & cpng sy, 2016). 

5. Ket iuan va ham y quan trj 
5.1. K<̂ t luin 

Tu kit nghidn cflu, ta cd thi kit luin nhu sau: "Sy 
Un ciy" l i ylu tO tie dOng mgnh nhit din sy hii ldng 
cfla khaeh hang khi tham gia su dyng dich vy bio 
hilm tgi thi Irudng Vi|t Namvdi a= 0,427, k l din la 
"Phuong Udn huu hinh" vdi i = 0,199, "Su dOng eim" 
vdi i = 0,191, "Sy dip flng" vdi i = 0,186.Rieng ylu to 
"Sy dim bio" khdng ed tie dOng din sy hii long cfla 
khieh hang. Qua thio lugn vdi 5 nhi quin ly kinh 
doanh vl Unh vye bio hiem cho thiy vide ylu td "Sy 
dam bio" khdng cd tic dpng nhit din sy hii Idng cfla 
khich hing va phu hpp vdi thyc t l tai Vidl Nam do cic 
nhin vidn tu van va giii quylt bao hilm bin cgnh vide 
dupe dao tgo bii bin cd nghiep vy chuyen mdn tOt, 
bdn canh dd khich hing khi tham gia bio hilm cflng 
thudng ed mdi quan he tdt vdi e ic nhin vidn bio 
hilm nln hp an tim khi giao dieh. Tfl dd din din vide 
khich hing xem ylu td dim bio li duong nhiln. 

5.2. Him y quin tri 

De ting su hii Idng eua khich hing, cac cdng ty 
bio hilm 6 VI|t Nam cin ehfl f c ic dilm sau: 

Mdt li, gia ting sy ttn ciy ddi vdi khich hing: 
Mudn dupe nhu viy thi cic edng ty bio hilm phii 
ludn thyc hien cie cdng viec dung hen nhu d i hfla vdi 
khich hing; cung eip thdng Un bao hilm chinh xic 
vi khdng sai sdt ngay lin diu; ludn thi hidn su quan 
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tim vi chia s l khi khieh hing g$p khd khin vl Uiu 
lue bio hilm; giii quylt chinh xie quyin lpi bio hilm 
efla khieh hang; luOn thdng bio eho khich hang thdi 
dilm hoin tit thfl tuc giii quylt bdi thudng. 

Hai li, chfl y den hinh thflc, phuong ti|n vit ehit 
trong mdi trudng giao Ulp vdi khaeh hang: Cic edng 
ty b io hilm cin trang tri van phdng lhl hi$n Unh sgch 
sd, hien dgi; nhan vien ein cd trang phue dflng mue 
khi giao Ulp vdi khach hang; cac tii lieu, vin ban cung 
cip eho khich hing ein rd ring, sgeh sd vi dep mit; 
bd tri he thdng mang ludi eie van phdng giao dich 
thu^n lpi cho khich hing;bO tri gid lim vi|e thuan U$n 
cho tit c i e ic khieh hing. 

Ba li, gia tang sy dOng eim vdi khaeh hang: Cic 
edng ty va nhan vidn bio hilm cin thi hi |n sy quan 
tam din c i nhin khieh hang (hoan eanh gia dinh, cac 
su kidn qucin ttpng), hilu biit cic nhu ciu die biet 
eua khaeh hing va ludn ludn bao v§ lcri ieh eua khieh 
hang. 

Bdn li, gia tang sy d ip ung: Cac cdng ty bao hilm 
can td chuc d l khaeh hang ludn nhin duoc d|eh vy 
nhanh chdng tfl cae nhan vidn eua Bao hilm; eac 
nhan vidn bio hilm phii ludn sin sing giflp dd khich 
hing va khdng bao gid dupe td ra qua ban rpn dl 
khdng dap ung kip thdi cae ydu ciu efla khich hing./. 
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