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JuTruang bdo hiim phi nhdn thg Viet Nam hinh thdnh mudn so v&i cdc nu&c trin the gioi nhung 
'cda khong ngirng mo rgng, tirng bu&c dap ieng duge ede nhu cdu vi bag hiim ciia cdc td chicc vd 

\lidn trong xa hoi. Tuy nhien, xet mgt cdch todn dien thiquymdvd tde do phdt triin eda ngdnh bdo hiem 
phi nhdn thg & Viet Nam hiin cdn thdp, chua tuang ximg v&i tiim ndng vd chua ddp img nhu can cua ngu&i 
tham gia bdo hiem. Nghiin cuu ndy nhdm chi ra_ cdc nhan to dnh hu&ng din su hdi long cua nguai tham 
gia bag hiem phi nhdn thg & Viet Nam de di xudt cdc hdm y qudn tri eho cdc DNBHPNT nhdm ndng cao 
hiiu qud kinh doanh trgng thai gian t&i. Kit qud cho thdy, su tin cdy vd hinh dnh DN, su ddp ung, dieu 
khodn sdn phdm, phuang tien hihi hinh co dnh hu&ng den su hdi long cua ngu&i tham gia bdo hiem vd co 
moi quan he giica su hdi long vd sic trung thdnh ciia khdch hdng. 

Tit khda: SERVQUAL: Bdo hiim phi nhdn thg 

I. Gidi thieu 
Tropg nen kinh te thi trudng, viec cung cap cac 

san pham dich vu nham tao ra su hai ldng cho khach 
hang dugc thiianhan nhu nhimg bien phap hieu qua 
de tao ra Ipi the canh tranh va phat trien cho doanh 
nghigp. Tuy nhien, cac nghien ciiu nham phat trien 
hoat dgng bao hiera phi nhan thp d Viet Nam chu 
ygu tap tmng vao phln tich cac chinh sach vi mo, 
phln tich dii lieu thii cap cua nghanh dg dua ra 
nhung danh gia_ vg thuc trang hoat dpng han la 
hudngtdi tirn hieu su mong dgi cua ngudi thara gia 
bao hiera nham dap iing de mang lai sir hai long cho 
hp. Do dd, viec ning cao chat lugng dich vu nhara 
gia tang sir hai ldng ddi vdi ngudi tham gia bao higra 
la ragt yeu cau cap bach ciia cac DNBHPNT Trong 
nghien cuunay, tac gia xiy dung md hinh ly thuyet 
cac nhan to ardi_ hudng den sir hai Idng ciia ngudi 
tham gia bao hiem phi nhan thg dua tren mo hinh 
chit lugng dich vu SERVQUAL va tiin hanh khao 
sat cac khach hang cua mgt sd DNBHPNT d Viet 
Nam. Nghien cuu ciing da phln tich rad hinh cau 
tnic tuygn tinh SEM nham kigm dinh cac gia thuyit 
nghien ciiu va danh gia miic dp anh hudng cua cac 
nhan td den sir hai long ciia ngudi tham gia bao 
higm phi nhan thp. Md hinh nay se cd y nghla thuc 
tign ddi yai kinh doanh ciia cac DNBHPNT d Viit 
Nam nham khai thac tiem nang ciia thi trudng. 

2. Cff sd ly thuyet va mo hinh nghien ciiu ve 
sy hai Idng cua khach hang 

Cho den nay cd rat nhieu cdng trinh nghien citu 
ve sir hai long cua khach hang. Theo Oliver (1980), 
sir hai long la ham sd ciia su mong dgi, cam nhan 
cung vdi khoang each giua cam nhan va mong dgi. 
Cdn theo Parasuraman va ctg (1988), su hai long 
cua khach hang la phan irng cua hp ve su khac biet 
cam nhan giiia kinh nghiem da biet va su mong dpi. 
Jamal va cgng su (2002) da mo ta sir hai ldng ciia 
khach hang nhu la su dap irng diy dii nhit mong dpi 
ciia khach hang. Hansemark va Albinsson (2004) 
cho rang su hai long ciiakhach hang la 1 thai dd 
tdng thg cua khach hang ddj vdi 1 nha cung cap dich 
vu, hoac 1 cam xuc phan img vdi su khac biet giiia 
nhiing gi khach hang du doan trudc vdi nhung gi hp 
tigp nhan, ddi vdi sir dap img 1 sd nhu cau, muc tieu 
hay raong mudn. Philip Kotler (2007) cho rang su 
hai ldng cua khach_ hang la muc dp trang thai cam 
giac ciia 1 ngudi bat ngudn tir viec so sanh ket qua 
thu dugc tir viec tieu dimg san phlm/dich vu vdi 
nhung ky vgng ciia anh ta, Miic do hai idng phu 
thudc su khac biet giiia ket qua nhan dugc va ky 
vpng. Tuy cd each diln dat khac nhau nhung nhin 
chung cac nghien cuu deu coi su hai ldng nhu cam 
giac ciia khach hang kh| san phim, dich vu dap iing 
duoc cac ky vpng cu the ciia ho, 
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Ben canh do, cung cd nhiSu nghign ctiu vg cac 
nhan td anh hudng den su hai ldng cua khach hang. 
Md hinh SERVQUAL ciia Parasuraman (1988) cho 
rang sy hai_ long ciia khach hang dugc quyet dinh 
bdi nhan ti chat lugng dich vu (dugc do ludng 
thdng qua 5 nhan ti: Su tin cay, su dap iing, su hiiu 
hinh, su ddng cam va nang luc phuc vu). Dly la rad 
hinh dugc nhieu nha nghien ciiu ddng tinli nhu Kim 
va cpng su (2004), Seth va cgng su (2008), Bala va 
cdng su (2010), Hanzaee & Nasimi (2012). Trong 
klii do, Andaleeb & Conway (2006) va Kaura(2012) 
lai cho rang cam nhan vg gia hay Kang & James 
(2004) cho rang hinh anh doanh nghiep anh hudng 
dgn sir hai long ciia khach hang. Cac nghign ciiu 
cung cho thly su hai long cd mdi quan he vdi long 
trung thanh cua khach hang, Theo Kim va cpng su 
(2004); Hanzaee & Nasimi (2012) thi khach hang 
hai long han thudng cd xu hudng trung thanh vdi 
doanh nghiep hon. 

Md hinh chit lugng dich vu cua Parasuraman va 
ctg (1985) cho chiing ta mdt birc tranh tdng the vg 
chat lugng dich vu. Parasuraman & ctg khang dmh 
rang thang do SERVQUAL la thang do hoan chinh 
vechlt lugng dich vu, dat gia trj va dd tin cay va cd 
the dupe icng dung_cho mgi ioai hinh dich vti khac 
nhau, Tuy nhien, radi nganh dich vu cu the cd nhiing 
dac thil rigng va nliieu nha nghien cuu cung da kiem 
dinh md hinh nay tai nhieu linh vuc dich vu cung 
nhu tai nhigu thi trudng khac nhau. 

Bao hiera phi nhan thp la mgt san phara dich vu 
dac thu vdi chu trinh kinh doanh dao ngugc trong do 
DNBH phi nhan thp co doanh thu (phi bao hiem) 
trudc va chi tra (bdi thudng) sau eho ngudi mua bao 
hiem khi phat sinh nii ro trong hgp ding. Khdng 
gidng nhu cac hang hda dich vu thong thudng, 
ngudi ban bao hiem la ban mpt Idi hita cdn ngudi 
mua bao hiem la mua rapt niem tin. Do dd, ngudi 
tham gia bao hiem tnong dgi DNBH phi nhan thp 
phai ludn san sang ho trg khi hg gap rui ro, giiip hp 
khac phuc nhung tdn that dg dn dinh san xuit kinh 
doanh va cugc sdng, Chinh vi vay,_sic hai long ciia 
khach hang doi vdi dich vu bao hiem phi nhan thp 
cQng c6 nhiing dac trung so vdi cac dich vu khac. 

3. Phuong'phap nghien cuu 
3.1. Mo hinh nghiin ciiv su hdi long eua ngu&i 

tham gia bdo hiem ddi voi djeh vu bdo hiim phi 
nhdn thp & Viet Nam 

Thdng qua viec tdrig quan tai lieu, iighien ciiu 
xac dinh khung ly thuygt lam co sd dg xuat md hinh, 
gia thuyet nghien cuu va xay dung thang do, ben 
canh do nghign cuu dinh tinh cdn duoc thuc hien 
bang ky thuat phdng van chuyen siu dg kham pha. 

diiu chinh va bd sung thang do chit lupng dich vu 
BHPNT va xay dung md hinh ly thuyet ve mdi quan 
he giua cae thanh phin chit luong dich vu BHPNT 
vdi su hai Idng ciia khach hang, 

Md hinh su hai long va chit luang djeh vu theo cac 
nha nghien ciiu duoc biiu hign thanh phuang tririh: 

Su hdi long =j}L XI +ji2. X2+... +/«• Xn 
Trong dd: 
Xn: Biiu hien thanh phin dich vu thii n 
Bn: la cac thara sd 
Dua tren nen tang md hinh dupe phat trign tii 

thang do SERVQUAL (Parasuraman va cdng su, 
1985), Iy thuygt v6 sy hai long ciia khach hang 
(Oliver, 1993), anh hudng cua hinh anh doanh 
nghigp den su hai Idng ciia khach hang (Kang & 
James, 2004) kgt hgp vdi kgt qua nghign ciiu djnh 
tinh qua phdng van sau mdt so nhan vien kinh doanh 
bao higm phi nhan thp cho thay khach hang sir dung 
dich vu BHPNT quan tam den 7 yeu td chinh dd la: 
(i) Sy dap img; (ii) Miic dp tin ciy; (iii) Hinh anh 
ciia DN; (iv) Nang lyc phuc vu; (v) Phuang tien huu 
hinh; (vi) Dieu khoan san phara; (vii) Phi bao higm. 
Do dd, nghign ciiu dg xuat md hinh cac nhan td anh 
hudng den sy hai long ciia khach hang ddi vdi bao 
hiera phi nhan thg d Viet Nam nhu sau: 

Tren co sd md hinh de xuit, nghign ciiu dat ra 8 
gia thuyet nhu sau bao gdra: 

HI: Khi su dap iing cang tang Ign thi khach hang 
ngay cang hai ldng 

H2: Khi sy tin cay cang tang ISn thi khach hang 
ngay cang hai long 

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

H4: Khi nang luc phuc vu cang tang Ign thi 
khach hang ngay cang hai Idng 

H5: Khi phuong tien hixu hinh cang tdt len thi 
khach hang ngay cang hai ldng 

H6: Khi digu khoan san pham eang thuan tien thi 
khach hang ngay cang hai ldng 

H7: Khi phi bao hiim cang tang len thi khach 
hang ngay cang it hai long (gia thuyet nghich) 

H8: Khi khach hang ngay cang hai ldng thi hg se 
cang tmng thanh vdi dich vu hon 

3.2. Thu thgpvd xd- ly dU- lieu 
Sau khi dg xuit md hinh nghien ciiu cac nhan ti 

anh hudng dgn sir hai long ciia khach hang ddi vdi 
san pham bao hiem phi nhan thg, tac gia tiin hanh 
xiy dung thang do chi tiet vdi 26 bien quan sat. Vdi 
ky thuat phdng vin khach hang da sir dung dich vu 
BHPNT thdng qua bang clu hdi_ di thu thap du lieu 
so cip (phiiu khao sat) nhim kigm dinh thang do va 
mo hinh ly thuyit. Bang hdi dugc thiit ki de khach 
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Hinh I: Md hinh nghien cim 

hang danh gia cac nhan td anh hudng den sy hai 
long ciia hp khi sir dung dich vu BHPNT theo thang 
do Likert 5 diem, tir (1) rat khdng ddng y dgn (5) rat 
dong y. 

Bang hdi dugc phat cho 420 ngudi tham gia 
BHPNT trSn dia ban thanh phd Ha Ndi (bao gdra ca 
cdc quan huy?n ngoai thanh), Phucmg phap thu thap 
dir lieu dua tren nguyen tac phat trien mam ca mau 
(Nguygn Dinh Thg, 2011) tiic la dua tren mang quan 
he ciia cac nhan vien kinh doanh bao hiem va cac ca 
nhan tham gia tra ldi se gidi thieu nhiing ngudi tigp 
theo tham gia cho den khi du mau nghien ciiu. Theo 
Hair va cac cdng_su (1998) thi quy ra_o mlu tdi thiiu 
de c6̂  the suy dien cac chi sd ciia ralu thanh chi sd 
cua tong thg vtiri dp tm cay 95% la tdi thiiu hi 384, 
Chinh vi vay, nghien ciiu R5no i • 
da eg 420 bang hdi dupe 
giri den cac khach hang, ket 
qua thu vg dupe 400 phiiu 
hgp le (do lo î bd 20 philu 
bd trong qua nhieu thdng 
tin va nhimg phieu bj that 
lac). Vdi kich thudc mlu la 
400 da dam bao dugc kich 
cd mlu tgi thiiu > n*5 -I- 50 
(n; sd bign quan sat trong 
ban hdi) (Theo Hoang 
Trpng, Chu Nguygn Mong 
Ngoc (2008)), Tir du lieu 
phieu dieu tra hgp le thu vi 
dugc tac gia danh gia he sd 
tin cay ciia cronbach's 
alpha va phln tich nhin td 
kham pha EFA tren phan 

ragm thdng kg SPSS phien ban 25, 
Sau khi dugc danh gia so bg, cac 
thang do dugc khang dinh lai bing 
he sd tm cay tdng hpp, gia tri hdi tu, 
gia tri phan biet va gia tri lign he ly 
thuyet.̂  Phuong phap phan tich rad 
hinh cau tnic tuyin tinh SEM thdng 
qua phan raem xii ly thdng ke thir 
hai AMOS (Analysis of Moment 
Structures) dugc sir dung de kiem 
dinh thang do va md hinh nghign 
ciiu. 

4. Phan tich dir lilu va kit qua 
nghign ciiu 

4.1. Mo td dgc diem mau khdo sdt 
Nghign cihl phat ra 420 phiiu va 

thu ve dugc 400 phieu tra ldi hgp le 
vdi kit qua cho thiy ty le khach 

hang la nara nhieuhcm nu vdi ty le la 59,75% nam 
va 40,25% nu. Phan Idn ngudi tham gia bao hiim 
phi nhan thp̂  dupe khao sat cd dp tudi tren 30 tudi, 
trong dd nhieu nhat la dp tudi tir 40 mdi din 50 tudi 
(chiern 31,25%i). Sd lieu thdng ke cho thiy trinh dp 
hpc van dai hgc chiem nhieu nhit (55,75%) cdn thu 
nhap cua cac khach hang duac hoi chii yiu tu 5 trieu 
ddng din 20 trieu ddng (chiim 19,25%). 

4.2. Phdn tich nhan to khdm phd EFA 
Nghien ciiu thyc hien kiem dinh Bartlett xem xet 

gia thuygt ve dp tuang quan giiia cac bign quan sat 
cho kit qua he sd KMO = 0.851 > 0.5, co y nghia 
thdng ke vdi miic y nghia rat be Sig. = 0.000 <0.05 
chiing td du lieu dugc thu thap nghign cieu phu hgp 
vdi phuong phap phan tich nhan td kham pha EFA, 

Kit qua mo td dgc diim mau khdo sdt 

Ti£u chi 
Gioi tinh 

Tuoi 

Trinh dO 
hpc vin 

Thu nhSp 
binh 
quSn/thSng 

Nam 
Nii 
Dudi 20 tudi 
Tir 20 tudi den 30 ludi 
Tir 30 tuoi din 40 tuoi 
Tir 40 tuoi den 50 tuoi 
Tren 50 tuoi 
Chua dai hoc 
Dai hoc 
Sau dai hoc 
Dudi 5 trieu don^ 
Tir 5 den 10 trieu dong 
Tir 10 den 20 trieu dong 
Tren 20 trieu dong 

So lihach hang 
239 
161 
16 
58 
104 
125 
97 
145 
223 
32 
45 
141 
176 
3S 

Tv Ic phan tram 
59,75% 
40,25% 

4,0% 
14,5% 
26% 

31,25% 
24,25% 
36,25% 
55,75% 

8% 
11,25% 
35,25% 

44% 
9,5% 

(Ngu6n:Tong hap tir kit qud xir ly tren SPSS 25) 
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Phan tich EFA dua tren phuang phap trich prin
cipal axis factoring vdi phep xoay la promax dugc 
sir dung va hS s6 tai nhin td factor loading >= 0,4 
(do kich cd mlu la 400); dilm diing khi trich cac 
nhan td cd Eigenvalue > 1. 

Bang 2: Kit qud phdn tich nhdn to khdm phd EFA 
sau 2 lan chay 

Nhan to 
Nhan tt 1 

Sir dap ling 
(5 bien quan sat) 

Nhan to 2 
Sy tin eay v^ hinh anh 

(6 bien quan sat) 

Nhan to 3 
Dieu khoan sSn phim 

(4 bî n quan sat) 

Nh9n t6 4 
Phi bao hiem 

(3 bien quan sdt) 
NhSn to S 

Ldng (rung th^nh 
(3 bien quan sat) 

Nhan to 6 
Phinmg ti|n huu hinh 

(3 bien quan sat) 
Nhan to 7 

NSng lyc phuc vu 
(2 bien quan sdt) 

Ma hoa 
DUl 
DU3 
DU2 
DU4 
HH4 
TCI 
TC2 
HA2 
TC3 
HAI 
HA3 

DKSP2 
DKSP3 
DKSPl 
DKSP4 
PBH3 
PBH2 
PBHl 
LTTl 
LTT3 
LTT2 
HH3 
HH2 
HHl 
PVl 
PV2 

Factor Loadings 
0 849 
0,719 
0.673 
0 667 
0,442 
0,944 
0.829 
0.600 
0.499 
0.488 
0 448 
0,807 
0.793 
0,689 
0,648 
0 971 
0,968 
0,574 
0.814 
0.799 
0.775 
0.784 
0.626 
0.535 
0.56! 
0.403 

(Ngu6n:Tdng hgp tic kit qud xie ly trin SPSS 25) 

Bang 3.- Gidi thich tdng phuang sai cdc nhdn td khdm phd 

Kit qua chay EFA lin hai cho ra Bang ma t r p xu 
hudng d trgn dn dinh, tit ca 26 biln quan sat con lai 
dupe nhdm thanh 7 nhan td va dugc dat tgn nhu sau: 
Nhin td diu tien bao gdm 5 biln quan sat DUl, 
DU3, DU2, DU4 va HH4 cd ten la su dap img; Nhin 
td thii 2 bao gdm 6 biln quan sat la ma bign TCI, 
TC2, HA2, TC3, HAI, HA3 cd ten ggi la su tin c|y 
va hinh anh cua DN; Nhan td thir 3 bao gdm 4 biln 
quan sat la DKSP2, DKSP3, DKSPl va_DKSP4 c6 
tgn ggi la dieu khoan san phim; Nhan td thii 4 bao 
gdm 3 biln quan sat la PBH3, PBH2 va PBHl cd ten 
ggi la phi bao hiem; Nhan td thii 5 bao gdm 3 bien 
quan sat la LTTl, LTT3 va LTT2 ed ten gpi la long 
trung thanh cua khach hang; Nhin td thii 6 bao gdm 
3 bign quan sat la HH3, HH2 va HHl cd ten gpi la 
phuang tien hiru hinh; Nhin to cudi cimg bao gom 
2 bien quan sat la PVI va PV2 dupe dat ten la nang 
lire phuc vu. 

Qua bang tdng phuong sai dugc giai thich d tren 
eho thay tir tap hpp cac bign quan sat nit chinh duac 
7 nhan td vdi phln tram phuang sai dugc giai thich 
Ign dgn 70,375%, digm dirng gia tri rigng 
Eigenvalues dat 1.041 (cao hon 1), 

4.3. Phdn tieh nhan to khang djnh CFA 
Phan tich CFA cho phep kiem dinh cau tnic ly 

thuyet cua thang do ludng ma khdng bj chech do sai 
sd do ludng thdng qua viec danh gia dp tin cay, gia 
tri hpi tu, gia tri phan biet va tinh dan hudng. 

4.3.1. Kiem dinh do tin cdy thang do 
Nghign ciiu tign hanh kigm dinh dg tin cay cua 

cac tirng thang do nham lira ehpn cac thang do cd dp 
tin cay cao (hg sd cronbach alpha > 0.7, he sd tuang 
quan giiia bign - tdng phai cao han 0.3) va loai bo 
thang do cd dp tin cay thap. 

Factor hiitial Eigenvalues 

Total % of Variance Cumulative ° 

Extraction Sums of Squared Loadings Rotation Sums of 
Squared Loadingŝ  

Total % of Variance Cumulative % Total 

2.426 9,329 
1.932 7 432 3_ 

3 1.645 6.327 
X _ r"496 5.754 
6 ^ ' 1.363 5.241 

1.041 4.005 70.375 

(Nguon: kit qud xic ly tren SPSS 25) 
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Bang 4; Tong hgp ddnh gid do tin cdy cdc thang do 

Thang do 

Su dap img 

Su tin cay va h inh anh 

Dieu khodn san p h i m 

Phi bao h iem 

Long trung thanh 

Phuong tien hiiu h inh 

Nang luc phuc vy 

Su hai long 

si 
quan 
sat 
5 
6 
4 
3 
3 
3 
2 
3 

He so 
Cronbach 

alpha 

0.832 
0.830 
0.858 
0.893 
0.857 
0.821 
0.426 
0.797 

Hf so 
tirong quan 
bien - tong 
th^p nhat 

0,499 
0.462 
0.690 
0.653 
0.707 
0.624 
0.284 
0.618 

Ddnh gid 

Dat v6u cau 
Dat v§u cau 
Dat veu cau 
Dat veu cau 
Dat yeu cau 
Dat v§u cau 
Loai 
Dat yeu cau 

(Nguon: tong hgp kit qud tie SPSS 25) 
Tii ket qua phan tich cho thay cd 7 thang do dam 

bao dp tin cay (h§ so cronbach alpha > 0.7) va cac 
bien quan sat ciia cac thang do nay dgu dugc giu lai 
(he so tuong quan bien - tdng deu cao hon 0.3), Cd 
1 thang do nang lyc phuc v\i cd he sd cronbach's 

Bang 5." H^ sd hoi quy bien quan sdt 

TCI 
TC2 
TC3 
HA2 
HAI 
HAS 
DUl 
DU3 
DU2 
DU4 
HH4 
DKSP2 

DKSP3 

DKSPl 

DKSP4 

PBH3 

PBH2 

PBHl 

LTTl 

LTT2 

Lrr3 
HH3 
HH2 
HHl 

<— 
<— 
<-_ 
<— 
<~ < „ . 

<— 
<--
<--
<_.. 
<-_ 
<_-
<— 
<~ < „ , 

<— 
<_ 
<— 
<— 
<— 
<— 
<— 
<_. 
<~ 

TC HA 

TC HA 

TC HA 

TC HA 

TC HA 

TC HA 

DU 
DU 
DU 
DU 
DU 
DKSP 

DKSP 

DKSP 

DKSP 

PBH 
PBH 
PBH 
LTT 
LTT 
LTT 
HH 
HH 
HH 

Estimate 
(chtia chuan boa) 

1000 

1010 

828 
1020 

752 
.722 

1000 

,760 

1-070 

L026 

796 
LOOO 

.971 

1,037 

1,160 

1000 

L059 

678 
LOOO 

.933 

.967 

1.000 

996 
!.064 

S.E, 

062 
075 
,087 

070 
,093 

.061 

.068 

,066 

068 

.064 

065 
074 

.032 

.040 

054 
,057 

072 
,085 

CR 

16 202 

1L104 

11.682 

10 726 

7.730 

12 432 

15 747 

15 456 

11717 

15 282 

15 876 

15 595 

32,853 

16.826 

17 206 

17,053 

13.744 

12 484 

P 

*** 
*,* 
'** * • * 

**, 
*•• 
**. 
**. *.+ 

*.* + » * 

. . t . 

*.. 
**. 
• * , 

**» 
.,. 
•** 

Estimate 
(da chuan hoa) 

.743 

759 
665 
681 
649 
491 
739 
614 
869 
827 
619 
787 
737 
813 
801 
.941 

974 
673 
847 
806 
799 
718 
763 
810 

alpha rat thap, chi dat 0.426 < 0.7 
nen bi loai. 

4 3.2. Ddnh gid gid tri hgi tu 
Gerbring & Anderson (1988) cho 

ring thang do dat dugc gia tri hdi tu 
khi cac trgng sd chuin hda cua 
thang do dgu cao (>0.5) va cd y 
nghia thdng kg (P <0.05). Nghign 
ciiu thire hign danh gia he sd hdi quy 
chuan hoa va he sd hdi quy chua 
chuin hda ciia timg bign quan sat 
ciia tiing riban td. 

Tu kgt qua he sd hdi quy cho thly 
cac trpng sd da chuan hda deu cao 
han 0,5 va cac trpng s6 chua chuan 

hda deu cd y nghia thdng kg (gia tri P value dlu rit 
rit be). Nhu vay cac khai niem nghien ciru ciia md 
hinh deu dat dugc gia trj hgi tu. 

4.3.3. Ddnh gid gid tri phdn biet 
Nghign ciiu tien hanh phln tich 

he sd tuong quan giiia cac nhan td 
dd danh gii gia tri phan biet. 

Tir kgt qua phan tich cho thay 
tat ca cac he sd tuong quan deu 
duong va gia tri deu thap han 0.9 -
> Nhu vay thang do cac khai niSm 
nghien ciiru deu dat dugc gia tri 
phan biSt. 

Bang 6; Tuong quan giica cdc 
nhan to 

TC HA 
TC HA 
TC HA 
TC HA 
TC HA 
DU 
DU 
DU 
DU 
DKSP 
DKSP 
DKSP 
PBH 
PBH 
LTT 

<-> DU 
<-> DKSP 
<-> PBH 
<-> LTT 
<-> HH 
<--> DKSP 
<~> PBH 
<-> LTT 
<-> HH 
<-> PBH 
<-> LTT 
<-> HH 
<-> LTT 
<--> HH 
<-> HH 

Estimate 
589 
.508 
.350 
.329 
.546 
.636 
.214 
.443 
.703 
.267 
.480 
.565 
.242 
,270 
.559 

(Ngudn: tdng hop kit qud td- SPSS 25) 
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(Nguon: long hap kit qud tir 
SPSS 25) 
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971.92-1 ; dl= 224 ; P= .000 
Chi-square^df = 4.339 

— — • - . S 3 7 T C F I = aea 
RMSEA= 091 

(Ngudn: kit qua xu ly trin AMOS 7.0) _ 
Hinh 2,' Kit qud phan tich nhan to khdng dinh 

Chi-square= 1274.492 ; tJf= 298 ; P= .000 
Chi-square/df = 4.277 

GFI= .822; TLI= .822; C F I - .849 
RMSEA= .091 

(Ngudn: kit qud xie ly trin AMOS 7.0) , ^ 
Hinh 3 Kit qud phan tich md hinh cdu true tuyen tinh 

4.3.4. Ddnh gid tinh dan nguydn ^ ^ _ 
Tir ket qua phln tich cho thay gia tri P-

value rit be (P=0.000), GFI = 0,845, 
TLI=0,837 va CFI= 0,868 dlu cao hon 0.8, 
RMSEA = 0,091 nen cd the ndi la md hinh 
phii hgp vdi du: ligu th{ trudng. 

Theo Steenkamp & Van Trijp (1991), miic 
dd phu hgp cua md hinh vdi dii lieu thi trudng 
cho chiing ta digu kien cin va dii de cho tip 
bien quan sat dat dupe tinh dan hudng, 

4.4. Phan tich cdu true tuyin tinh SEM 
Bien phu thudc trong md hmh nghien ciiru 

la sy hai ldng cua khach hang khi su dung dich 
vu BHPNT, ngoai ra nd ciing ddng vai trd la 
bien tnmg gian (khi tac dgng dgn long trung 
thanh eua khach hang) 

Miic dp phu hpp chung cua dii lieu vdi 
md hinh, ta thly GFI, TLI, CFI dgu cao, 
RMSEA blng 0.091 kha thip, P-value rit be 
cho thay md hinh duge cho la phu hgp vdi 
tap dii lieu cua thj trudng, 

Tir bang trgng so hdi quy (Regression 
Weights) ta thay he sd udc lugng cho 5 nhan 

td tin cay & hmh 
anh, su dap itng, 
dieu khoan san 
pham, phuong 
tien hiiu hinh va 
su hai ldng deu cd 
y nghTa thdng ke 
(^ia tri P value 
deu thap hon 
0.05), duy chi co 
nhan td phi bao 
higm la khdng cd 
y nghia thdng kg, 
Su hai ldng cd tac 
ddng cd y nghia 
thdng kg ddn Idng 
trung thanh vdi he 
so hdi quy udc 
lugng la 0,472. 

Ket qua trpng 
sd hdi quy da 
chuin hda 
(Standardized 
R e g r e s s i o n 
Weights), ta thiy 

htioa hoc . 
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Bang 1: Trong sd hoi quy cdc nhdn td 

SHL 
SHL 
SHL 
SHL 
SHL 
LTT 

<— 
<— 
<— 
<— 
<— 
<— 

TC HA 
DU 
CLSP 
PBH 
HH 
SHL 

Estimate 
(chua chuan hoa) 
.420 
.231 
.332 
-.058 
,193 
.472 

S.E. 

.072 

.096 

.078 

.036 

.069 

.052 

CR. 

5.851 
2.407 
4.250 
-1.619 
2.780 
9.033 

P 

*** 
.016 

»** 
.105 
.005 

... 

Estimate 
(da chuan hoa) 

.394 

.207 

.284 
-.071 
.178 
.537 

cac trpng sd da chuSn hda dgu duong cho thay cac 
nhan td nay deu anh hudng cimg chieu den su hai 
long ciia khach hang khi sii dung dich vu BHPNT, 
duy chi cd phi bao hiem la tac dgng nguac chigu 
(song ydu td nay bi loai bdi vi khong cd y nghia 
thdng ke d trgn), trong sd cac ygu td anh hudng cd y 
nghia thdng ke do thi nhin td Sir tin cay va hinh anh 
doanh nghiep la ygu td tac dgng manh nhlt (trgng sd 
hdi quy da chuin hda la 0.394 cao nhat), tigp theo 
ygu td digu khoan san pham (trgng sd hdi quy da 
chuan hda la 0.284), sau dd la nhin td sir dap img va 
sau Cling la phuang tien hihi hinh vdi trgng sd chuan 
hda bang 0.178. Sir hai long cd tac ddng kha manh 
dgn long trung thanh vdi he sd hdi quy da chuan hda 
udc lugng dugc la 0.537. 

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

SHL 
LTT 

Estimate 

.739 

.288 

Nhu vay, 4 nhin td su tin c^y & hinh anh, su dap 
img, digu khoan san pham, phuong tign hiiu hinh 
giai thich dugc rat cao vdi ti le 73,9% bign thign ciia 
bien phy thupc sir hai Idng cua khach hang, Cdn mpt 
minh biln sir hai long da giai thich dugc 28,8% bidn 
thien thay ddi ciia bien ldng trung thanh. 

Nhu vSy, ket luan cac gia thuyet dat ra: chap 
nhin cac gia thuygt HI, H2, H3, H5, H6, H8. Bac bd 
gia thuyit H4 va H7. 

5. Ham y quan trj va ban chS cua nghien ciru 
Sau khi nghign ciiru md hinh mdi quan he giiia 

chat lugng dich vu, sir hai long va Idng trung thanh 
cua khach hang sii dung DVBHPNT d Vigt Nam thi 
cd the nit ra mdt sd ham y quan tri nham nang cao 
chit lupng DVBHPNT trong thdi gian tdi: 

Thu nhat, uv 
tien tgp trung sd 
mpt vao viec 
nang cao sfc tin 
cay vd hinh dnh 
cua DN 

Qua kiem djnh 
md hinh clu tnic 
tuyen tinh d trgn 
cho thly yeu td 
Dp tin cay va hinh 

anh ciia doanh nghiep cd tac dgng manh nhat den su 
hai long khi khach hang su dung DVBHPNT, do do 
cae DNBHPNT cin dam bio thuc hi?n diing cae 
thda thuin da cam kgt vdi khach hang; Ludn bao 
mat cac thdng tin khach hang; Thudng xuygn tigp 
nhan va giai quyet triet dg cac thac mac, phan hdi 
cua khach hang; Giam dinh, bdi thudng mgt each 
kip thdi nhimg vu viec khi khich hang xay ra nii ro. 
Ben canh dd, DN can phai chii trgng hon nira den 
xiy dung hinh anh, chii trpng vao xay dung thucmg 
hieu, tao an tugng trong tira tri ciia khach hang, xiy 
dung chuan muc dao due va van hda ung xii trong 
doanh nghiep. 

Thd" hai, cdi thipn diiu khodn sdn phdm 
BHPNT 

Kgt qua ude tugng trong mo hinh cau true tuygn 
tinh cho thly yeu td anh hudng manh thii hai dgn sir 
hai ldng cua khach hang khi sic dung DVBHPNT do 
lit digu khoan dich vu. Cac DNBHPNT cin da dang 
hda hon nira cac san phim BHPNT nham dap img 
nhu cau ngay cang Idn cua ngudi din, Cac san pham 
DVBHPNT can cd quy dinh cac dieu khoan trong 
hpp ddng mdt each cdng khai, minh bach, phara vi 
bao higm rd rang, linh boat chuygn ddi san pham 
phii hgp vdi digu kien ciia khach hang, 

Th^ ba, ndng cao muc dp dap ung dich vu 
Dly cung la mdt trong nhimg nhin td tac dpng 

quan trpng den su hai long cua khach hang khi sii 
dung dich vu BHPNT. Cac DNBH cin cap nhat 
thudng xuyen nhirng phan hdi tir dudng day ndng 
phuc vu khach hang 24/7 dg tii: dd kip thdi phan hdi 
cac thic mic, ludn ludn lang nghe y kien, thac mac 
cua khach hang va giai quyet nhanh chdng. Cdng 
ty ciing cin ling dung triet de pong nghe thdng tin 
vao kinh doanh DVBHPNT, Bang viec sir dung cac 
phin mim quan ly se giiip cho cac nghiep vu dupe 
thuc hien chinh xac va hd trp m^nh me hoat ddng 

klioa hoc 
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sau ban, nang cao siic canh tranh cua DN va la xu 
hudng tit yeu ciia kinh doanh bao higm. Do do, cac 
DN can xac dinh day la con dudng tit yeu dg tdn 
tai va phat trign. 

Thu tu, ddu tu vdo ca s& vat chdt, phuffng tiin 
hiru hinh 

Can chu trpng trang bi van phdng giao dich 
khang trang, hien dai ben canh trang phuc va cac 
thigt bi phuc vu cho lam viec ciia nhan vign ciing 
cin dugc nang cip, bao tri bao dudng thudng xuydn; 
Tai lieu, catalogue gidi thieu ve san pham eln dupe 
thidt kg bit mil, hip din ban nham thu hut su chii y 
ciia khach hang. Cac DNBHPNT cd thd can nhic dg 
sap xep, md rpng cac mang ludi chi nhanh, dai ly dg 
dap ung nhu clu giao djeh. Ngoai ra, cac DNBHP
NT CO the md cac lop tap huan nham nang cao nang 
lire phuc vu ciia nhan vidn, dai ly tu van bao hiem. 

Han chg cua nghien ciiu: Tuong tu nhu bat ky mdt 
du an nao thi nghien cuu nay ciing ed nhigu han chg: 

- Do dieu kien ve thdi gian va kinh phi ngn 
nghign cuu da chon raau thuan tien la cac khach 
hang da sit dung dich vu BHPNT d khu vuc thanh 
phd Ha Ndi ngn tinh dai dien cho tdng the nghien 
ciiu la chua cao. Vi vay se tdng quat hon ngu nghien 
cuu vdi cd mlu Idn hon, md rdng pham vi khio sat 
d nhieu dia phuong. 

- Trong md hinh dugc xay dung cd the cd nhimg 
yeu td khac ma ciing cd tac dpng dgn su hai Idng cua 
khach hang khi sir dung DVBHPNT nhung chua 
dupe xem xet dg dua vao md hinh nghiSn ciiu, Vln 
dg nay dua ra mdt hudng niia cho cac nghien ciiu 
tiep theo.^ 
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Summary 

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