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VAN DUNG LY THUYET 
HANH VI NGlTCfl TIEU DUNG TRONG 

HOAT DONG KINH DOANH B A O HIEM 
PHI NHAN THO TAI VIET NAM 
TRONG GIAI DOAN HIEN NAY 

• NGUYEN BA HUY 

T6MTXT: 
Khoa hQC marketing hidn dai cho ring, trong kinh doanh luon phii lim thfia man nhu ciu 

cia ngirdi tidu diing (NTD) mdi c6 the thu dif^c ldi nhu§n mong mu6n. Nhffng quyd't dinh dtfa 
trdn cic gii thuydt vi hinh vi ngi/di tidu diing (HVNTD) lu6n cd xic suat thinh c6ng cao hdn 
cic quy^t dinh chi di/a trdn tn/c giic cua nhi quin IJ. Trong pham vi bii vi^t, trdn cd sd khii 
quit nh$n thtfc chung v^ ly thuyd't HVNTD, phSn tich hinh vi mua cia NTD Vi$t Nam vi si; 
phit tri^n thi trtfdng bio hiem phi nhan thp (BHPNT) Vidt Nam, t ic gii di xu^t mOt s^ giii 
phip nbJlm v§n dyng IJ thuydt HVNTD ttong kinh doanh BHPNT d Viet Nam thdi gian tdi. 

T^ kh6a: Bio hi^m phi nhin tho, hinh vi ngUdi tidu ddng, Vidt Nam. 

1. T^ng quan v^ ly thuyd't h inh vi ngtfdi 
tidu dikng 

I.L Quan nifm hdnh vi ngUdi tieu dung 
Trong cong trinh nghien ctfu Hanh vi cila 

ngtfdi tidu dung: Khai nidm v^ tfng dung 
(Consumer behavior: Concepts and 
Applications), David L.Lx)udon & Albert J. Delia 
Bitta quan ni§m: ""HVNTD li qui trinh ra quyet 
dinh v^ hinh dong thtfc td" cua cdc ca nhan khi 
dinb gid, mua sim, stf dung hoSc loai bd nhtfng 
hing hda vk dich vu"'. Ttfdng ttf, ttong cu6'n 
"Hinh vi ngtfdi lieu dOng" (Consumer behavior). 

Leon G. Schiffman & Leslie Lazar Kanuk quan 
niem: "HVTND li toan bo hanh ddng mi NTD 
bpc Ip ra trong qui ttinh trao ddi sin ph^m, bao 
g6m: dieu tra, mua sam, stf dung, dinh gii vi xtf 
ly thii bo sin pham va dich vu nhim thoi man 
nhu ciu cua hp"^. Hai quan niem nky da md rOng 
hdn cdch hieu vi HVNTD, khong chi tap trung 
v^o nhffng bieu hidn bdn ngoSi cu^ NTD kbi mua 
sin phim mi cdn de cap dd'n qu i trinh ttf duy, 
cSn nhic cua NTD trtfdc khi quyet djnh mua sin 
pham va phin tfng ciia NTD -iau khi mua 
sin pham. 
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Nhtf v|y cd tb^ hi^u: HVNTD Ii mdt thuit 
agtf chi lii ci cic hoait dQng lidn quan den viec 
mua hing. stf dung vi ngimg stf dung cic sin 
pbJm hing hda, dich vy cua NTD. Nd bao g6m 
cic phin tfng, thii d$ vi cim xdc, tinh thin vi 
hinh vi tidu dilng cua NTD d6̂ i vdi cic sin phim 
hinghda, dich vu. 

Bi^t dtfdc HVNTD se gidp cho doanh nghidp 
iita ra nhtfng sin phim, nhffng chie'n Itfdc mar­
keting vi kinh doanb sin phim phu hdp. Ngiy 
nay, cic doanb nghidp nghidn ctfu HVNTD vdi 
muc dfch nban bid't nhu ciu, sd th!ch, thdi quen 
cua hp. Cu th^ li xem NTD mud'n mua gl, tai sao 
hp lai mua sin phim, dich vu dd, tai sao bp lai 
mua nbSn hidu dd bo3c tai sao hp lai vtft bd/ 
khong tid'p tyc stf dung nhan hidu dd, bp mua nhtf 
the nio, mua d diu, kbi nio vi mtfc dO mua ra 
sao d^ xfiy difng cic chien ttf^c marketing thtfc 
djy NTD mua sim sin pham, dich vy cua mlnb 
vi han cb^ NTD rdi bd dicb vu vk chuyen sang 
nhi cung ci'p khdc. 

1.2. Cdc yiu tddnh hUdng din quyit dinh mua 
hdng cUu ngi0i tiSu dUng 

Quyd't dinb mua bing ctfa NTD chiu t ic dQng 
ciia nhilu yd'u td". Cd th^ ki dd'n nhffng yd'u t6' cd 
bin sau: 

Mdt Id, yiu t6vdn hda - xa hdi: V5n hda cbinh 
\i y^u td' diu tidn, inh htfdng rat ldn do'i vdi 
HVNTD. Cich an m$c, tieu ddng, stf cim nhin 
gii trj cia hing hda, stf the hiQn mlnb thdng qua 
ti6u diing,... diu chiu stf chi phd'i manh me ctfa 
vin hda. Nhtfng con ngrfdi cd nin v3n hda khic 
nhau tbl se cd hinb vi tidu dtfng khic nhau. Vi 
du, ngtfdi miin Bic dn ud'ng, stf dung xe cp, nha 
cî a, quin io khdc ngtfdt miin Nam. Phong cich 
tidu dOng ctfa ngtfdi chfiu Au cd stf khic bidt Idn 
so vdi ngtfdi chiu A. Do viy, de thanh cdng, 
doanh nghidp pbii tlm hidu kl diiu niy tttfdc khi 
biftJc chin vio m0t thi trtfdng tai quo'c gia nio dd. 
Bdn c^nb dd, nhffng nhdm vkn hda cdng ddng 
cing tdn tai song song trong d mQt qu<̂ c gia ciing 
3nh htfdng dd'n hinb vi mua hing. Va tbdng 
thfldng nhffng nhdm vdn hda iy cd thd drfpc hinh 
thinh bdi mQt khu vtfc hodc ctfa nhffng ngrfdi 
ftuQc mQt tdn gido, mQt dfin tQc nao dd. 

Trong cic y^u td xa hQi, giai tang xa hpi inh 
htfdng khdng nhd ddn hinb vi mua bang ctfa 

NTD. Giai ting xa hdi la nhffng nhdm ngtfdi 
trfdng ddi dn dinh trong xa hpi dtfdc xip xdp theo 
thtf bic, dang c^p, dtfdc ddc trtfng bdi cic quan 
diem gid tri, Ipi ich va hinh vi dao dtfc chung 
trong mdt giai ting. Cic doanh nghiQp can quan 
tim ddn hinh vi tieu dtfng ttong cic giai ting, 
die biet li ddi vdi cdc hing hda cd tfnh de phd 
ttiTdng nhtf quin do, giiy ddp, xe cQ, nhi ctfa, 
hoat dpng vui chdi, giii trf,... Hidu ro hinb vi tidu 
dtfng ctfa cic giai tang, doanb nghidp sd cd cd sd 
dd thtfc hidn phrfdng chfim "Bin nhffng thtf mi 
khich hing can". 

Hai Id. yiu tg cd nhdn: Ydu td ci nhSn bao 
gdm cic ydu td cd bin nhtf: tudi t ic , nghi 
nghidp, phong cich sdng, tam IJ,... inh htfdng ldn 
ddn hinh vi tidu dtfng. Theo dd, ttong m5i giai 
doan vdi tudi t ic khdc nbau thi thdi quen mua 
sim ctfa con ngtfdi cGng thay ddi theo. Ddi vdi 
nghe nghidp ctfa con ngtfdi cung viy, thdng 
thrfdng vdi nhffng ngtfdi vdi ngbe nghidp khic 
nbau cung se cd hinh vi mua hing khic nhau. 
Bdi vl nghi nghidp quydt dinh dd'n thu nhfip, do 
dd con ngtfdi cung cin phii chgn mua cic sin 
phim sao cho phii hdp vdi tdi tiln ctfa minh. 
Ddng thdi, mdi con ngtfdi cd phong cich sdng 
khic nhau. Do dd, sd thich mua sim khic nbau, 
dtf ring ctfng mdt dia phtfdng hay ctfng ngbe 
nghidp. Khi mua sim, con ngtfdi cung cdn cdn 
ctf vdo ngoai hlnh cua bin than mlnb dd chpn Itfa 
sin phim sao cho phu hdp va toit ldn dtfpc 
phong cich bin thfin. 

Tam ly cung la mdt van dl inh htfdng rl t 
nhieu den binh vi tidu dflng cua NTD. Tbeo dd, 
mdi ngtfdi se cd dpng life rieng ddi vdi viec mua 
sam cua mlnb va cOng trf nhfin thtfc dtfdc bin thin 
de cd thd chpn mua drfdc sin phim phu hpp. 
Thdng thrfdng trtfdc khi tien hinh mua bfî t ctf mdn 
dd nao dd mdi ngrfdi thrfdng trai qua nhffng giai 
doan nhtf la chii y, xuydn tac, chpn lpc vi ghi nhd 
cd chpn lpc. Ben canh dd, kbi mua sim, con 
ngtfdi cung linh hdi y kien tff nhffng ngtfdi khic; 
hofic trii qua nhffng kinh nghidm ctfa bin thin 
mmh ttong cudc sdng. Ngoai ra, cung co thd li 
sir ddnh gii chtf quan ctfa bin thfin thdng qua 
niem tin dd'i vdi mdt vS'n de nio dd cung chinh 
l i ydu td gdp phan quydt dinh hinh vi mua sim 
cua NTD. 
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2. Tdng quan vd banh vi mua cua ngu'di tidu 
diing ViQt Nam 

Cd the' ddnh gid khii quat ve banh vi mua cija 
NTD ViQt Nam ttdn mQt sd xu htfdng Idn sau: 

Thd nhdt, NTD Vici Nam mua sim dd "nang 
tim cuQc sd'ng". Cung vdi stf phdi trien kinh te - xa 
hQi ctfa dat ntfdc, ting Idp trung Itfu tai Vidt Nam 
cd xu htfdng gia tSng. dtf bio se dat khoang 30 
trieu ngtfdi vdo ndm 2020. Khi NTD cd thu nhdp 
dn dinb va giiu cd, hp se mong muon dtfdc trii 
nghidm nhffng thtfdng hidu mdi mi trtfdc dfiy hp 
chtfd cd kbi ndng trii nghidm: ddng thdi, quan tam 
chdm sdc stfc khde bin thin vi gia dinb nhilu hdn. 
Diiu niy tbd hiQn rd qua srf tdng trtfdng manh me 
ctfa cic nginh hing cao ci'p, nbtf̂  cic loai thifc 
phim cao ci'p, dd udng cao c^p, nginh hing chdm 
sdc stfc khde, dich vy y te'cao ci'p, dich vu bao 
hiem,... trong nhffng ndm gin diy. 

Thii hai. hinh vi mua sim ctfa NTD Vidt Nam 
dang htfdng nhilu tdi "mua sim tbdng minh". 
Ngrfdi ViQt Nam sSn sing cbi tidu nhilu bdn nhrfng 
didu dd khdng ddng nghia bo se chi tidu khdng tinh 
toin. Thdi dai "intemet of things" tao nen moi 
ttrfdng dd NTD Viet tidp xtfc vdi nhieu nguon 
tbdng tin khic nhau ve cung mpt san pham; tim 
kid'm vi mua sim nhffng sin phim. dich vy lot vdi 
mtfc gii rfu ddi nhit. Nhffng thdi quen mdi niy 
dang dan hlnh thinh vdn hda mua sam liet kidm 
trong NTD ViQt. Vd ttong thdi daii mua sim trtfc 
tuydn biing nd nhtf hiQn nay, NTD thtfdng so sdnh 
trtfdc kbi ra quyd't dinb mua hdng hodc stf dung 
djch vu vl cd rlt nhieu Itfa chpn. 

Thd ba. NTD ViQt Nam ngay cang quan tam 
nhilu hdn dd'n viQc tlm hieu ve ngudn gdc xuat xtf 
ctfa cic san pham. Trtfdc khi quyet dinh mua hang, 
NTD ViQt Nam ludn mong mudn tlm hieu rd nhilu 
vfi'n dd lidn quan de'n san pham nbtf̂  ngudn gd'c, 
chd't Irfpng, tinh ndng. mui vi. bao bl, khuyen mai, 
stfu t$p, gid ca,... Trong dd, dai da sd ngrfdi Vidt 
khing dinh ngudn gdc Id \eu td then chdt inh 
htfdng dd'n quyd't dinh mua hang ctfa hp so vdi cic 
yeu tdkhic. Trong thdi dai thdng lin ludn dtfpc pbd 
bid'n vd c§p nhit lidn tuc nhrf hiQn nay. cdc boat 
dpng marketing vd truyen tbdng khdng chi Id 
nhffng ldi ndi sudng cua cic doanh nghiep ma phdi 
la nhffng tuydn bo. cam kei ve chai Itfdng, ngudn 
gd'c Om pham chlnh xac vd ro ring. • 

Thd tu, NTD ViQt Nam dang htfdng tdi lieu 
diing kd't ndi, Xu htfdng ndy drfpc I'lnh 'f'^"'? ^^ ^^ 
hQ ttd tich ctfc ctfa internet vd m^ng ^^ hQi- Ddn 
thdng 1/2020, tfdc tfnh cd khoing 6S. 17 ttiQu ngi^i 
Vidt Nam dang stf dung djch vu intemet vd phfin 
ddng ttong sddd cd tham gia mani: \a hQi. Si/ phat 
ttidn ctfa cd sd ha ting tbdng lin da giup hp "kdt 
nd'i" thrfdng xuydn hdn vd chtf dQng hdn trong cic 
boat ddng mua siic. ViQc "ludn kdt ndi" gitfp ngtfdi 
tidu dtfng ludn trf tin vd chtf dQng hdn ttong ldi 
sd'ng ctfa bp. Chi tidu hing ndm ctfa NTD kdt nd'i 
tai Vidt Nam se tdng tff 50 ty USD ttong nfim 2015 
ldn dd'n 99 ty USD ttong ndm 2025. Den ndm 
2025, rfdc tfnh chi tieu ctfa NTD kd't ndi se chid'm 
mpt ntfa tdng tidu dflng hing odm^. 

Nhffng xu hrfdng ttdn dang vi se li nhO^g nhfin 
tddjnh hlnh lai thdi quen vi bdnh vi tidu dtf ng ctf a 
ngtfdi ViQt, tff dd kdo theo sif thay ddi ctfa thi 
trtfdng; ddi hdi cic doanh nghiQp kinh doanh hing 
hda, dich vu phii ludn nim bit vi cd stf didu ch!nh 
chie'n Itfpc marketing phfl hpp. 

3. Tdng quan vd thj trtfdng bao hidm phi 
nhSn thp t^i ViQt Nam 

3.1. Khdi ni^m bdo hiim phi nhdn thQ 
Theo quy dinh cua LuSt Kinh doanh Bio 

hidm: "BHPNT la loai nghidp vy b io hidm tii 
sin, trich nhiQm dfin stf va c ic nghiQp vu bio 
hiem khic khdng thupc b io hiem nhin thp"*. 
BHPNT ludn ddc lap vdi tudi thp ctfa con ngtfdi, 
bio hidm cho nhffng loai riji ro cd tinh trfdng ddi, 
dn dinh tbeo thdi gian. BHPNT thtfdng cbi cd 
thdi ban 1 ndm. Ddi ttfpng tham gia BHPNT cd 
thd la ci nhfin, td chtfc. Doanh nghidp bio hidm 
se cam ket bdi thrfdng cho ngrfdi tham gia khi cd 
ri3i ro vdi t i i sin, vfit chi't, cd thd, tai n^n con 
ngtfdi,... BHPNT giup ngrfdi tham gia b io hidm 
giim tdn that ve tii sin ne'u khdng may xiy ra 
rtfi ro: Nhffng thidt hai v l t i i s in do chiy, nd, 
dQng dat, tai nan khi di du lich,... se drfdc cdng ty 
BHPNT bdi thtfdng. Ngrfdi tham gia BHPNT 
dtfpc bio vd todn dien vl tdi chinh. gi^m bdt lo 
au khi^ldm viec hay du lich. Tat ca nhffng mit 
mat vl tdi sin se drfdc cdng ty BHPNT din btf 
dtfa tten thidt hai thtfc td. Chinb dieu ndy da gitfp 
ngtfdi tham gia BHPNT cd du tilm lire dd tiep 
tuc cdng ViQc, tiep tuc vtfc day tai chinb ctfa 
chinh minh hay doanh nghiQp. 
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3J, Thifc trgng bdo hiim phi nhdn thQ Vift Nam 
Bin hit ndm 2019, toin thi trtfdng cd 30 doanb 

nghidp BHPNT, I cbi nhinh doanh nghidp BHPNT 
Difdc ngoii vi 2 doanh nghidp tii bio hidm. MQt sd 
chi tidu cd bin cua thj trtfdng BHPNT ttong nam 
2019 tidp tyc duy tri tdc dQ tang trtfdng dn dinh, 
nhtf: Tdng tii sin cua cic doanh nghidp BHPNT 
lAlc dat 89.447 ty ddng, tdng 6,9% so vdi ctfng ky 
2018. Blu ttf ttd lai ndn kinh td' ctfa cic doanh 
nghiQp BHPNT tfdc dat 46.591 tJ ddng, tdng 10,1 
% so vdi ctfng ky 2018. Tdng doanh thu phi bio 
hiem gdc ctfa cic doanh nghidp BHPNT tfdc dat 
52.387 ty ddng, tdng 12,3% so vdi cflng kJ ndm 
2018. Tong sd tiln bdi thtfdng bio hidm gdc ctfa 
cic doanh nghidp BHPNT tfdc la 21.202 ty ddng, 
tdng 4,9% vdi cflng kJ ndm 2018. Ndm 2019, cic 
doanh nghiQp BHPNT md thdm hdn 9 chi nhinh; 
nftng tdng sdchi nhinh ldn dd'n 635; boat dQng tai 
63 thib, thinh pbd ttdn ci nrfdc. 

v l phit ttidn tbi trrfdng, da dang hda san pham 
bio hidm. Trong ndm 2019, cd khoing tten 1.500 
sin phim thupc cic nghiQp vy BHPNT vi nghiep 
vy bio hiem stfc khde dtfpc cdc doanh nghiep trien 
khai trdn th; trrfdng, cd bin dip tfng nhu cau bio 
hî m ngiy cing da dang ctfa cic td chtfc, ca nhfin; 
g6p phin dn dinh ndn kinh td' vi bio dam an sinh 
xl hQi. Trong ndm 2019, da cd 4 doanh nghiQp 
BHPNT cd hd sd de ngbi tdng vdn diiu Id vd drfdc 
BQ Tii chinb ci'p Gia'y phdp dieu chinh tang vdn 
diiu IQ vdi tdng so' vd'n chap thufin tang ldn la 
1.526 ty ddng. Theo tfdc tinh, tdng ngudn vdn chtf 
sd htfu ciia cic doanh nghidp BHPNT dat 30.118 tJ 
dfing, tdng 12,06% so vdi cflng ky 2018; tdng dtf 
phflng nghiQp vy thuQc ttich nhiQm giff lai ctfa cic 
doanh ngbiQp BHPNT tfdc dat 21.6381^ ddng, tdng 
0.07% so vdi cflng kJ ndm 2018 . 

Ben canh dd, thi tttfdng BHPNT Vidt Nam 
trong thdi gian qua mdi chl chtf ttpng phit tridn vl 
ni|t sd Itfpng mi chtfa dtfdc quan tam diy dtf ve 
mft chit Itfdng, din dd'n thi ttirdng phit ttidn nhtfhg 
chift mang tinh chuydn nghidp. Cic doanh nghiQp 
chi tip trung vio tidu cbi tang trtfdng doanh thu 
Ihdng qua phit tridn mang Itfdi chi nhinh, dai ly 
vdi cbinh sich khoin Itfdng va chi phi trdn doanh 
thu phi bio hidm. Trong khi chi chtf ttpng den cic 
bî n phip canh tranb khdng lanh manh neu trdn, 
cic khfiu ctfa nghidp vy bio hiem lai chtfa dtfdc 

cic DNBH quan tam day dtf de nfing cao chfi't 
Itfpng dich vu, nhtf: Cdng tic dinh gii rtfi ro ban 
dau, cdng tic giam dinb bdi thtfdng, cdng tic dl 
phong han che ion that. Nhffng ban che ndy dang 
lim meo md sir phil ttidn ctfa thi trrfdng va stf phit 
trien bin vffng ctfa cic doanb nghiQp BHPNT. 

4. \&n dgng ly thuyd't hanh vi ngtfdi tidu 
dung trong ho^t dQng kinh doanh bao hidm phi 
nhfin thp 

Tff ly thuyet HVNTD vd thifc ttang tbi trrfdng 
BHPNT ctfa ViQt Nam thdi gian qua, cic doanb 
nghiQp can thtfc hiQn td't mQt sd hoat dQng sau: 

4.1. Chdm sdc khdch hdng 
Cham sdc khich hing li nhffng djch vy doanh 

nghidp BHPNT cung ci'p cbo khich hdng trtfdc vd 
sau khi hp mua hing, nhim thda man, dip tfng nhu 
ciu va mong dpi ctfa khich bdng. Mudn giff chdn 
khich hing, phdt trien doanh nghiQp, cin dtfa cho 
khdch hang djch vu chfim sdc td't nhit. Dd chdm 
sdc khach bdng hieu qui, doanb nghiQp BHPNT 
cin ttidn khai cdc boat dQng cu the sau: 

Ndng cao chat luang dfch vu d tUng khdu triin 
khai nghiep vu: Qua trinh trien khai mQt nghiQp vy 
bio hiem gdm cic khau: khai thic bio hidm, giim 
dinh - bdi thtfdng, de phdng vi ban chd tdn thit. 
ViQc thrfc bidn tdt cdng tic d mdi khdu se gdp 
phan tao ra mQt chudi gii tri gia tdng cbo ci doanh 
nghidp BHPNT vd kbdch bdng. 

Boi vdi cdng tdc khai thdc: Doanb nghiep 
BHPNT can phai nang cao trinh dQ vd dao dtfc 
nghe nghidp ctfa can bp khai thic vi dai \'y bio 
hiem: trung thtfc khi trf vin cho khich hing mua 
bao hiem, khdng dtfdc gitfp khach bing true ldi bio 
hidm, thtfc hidn tdt cdng tic dinh gii rtfi ro ban 
diu. Cac doanb nghidp BHPNT can nghien ctfu vi 
xdy drfng phtfdng phip dinb gii kdt qui khai thic 
gin liln vdi hidu qua khai thic. 

Doi vdi cdng tdc gidm dinh - boi thudng tdn 
thd't: Cic doanh nghidp BHPNT cin cd kd ho?ch 
phit tridn nhin Itfc day du vl sd Itfpng vi trtnh dd 
chuyen mdn, dap tfng yeu clu ctfa cdng tic niy. 
Trinh tinh trang do thidu ngtfdi din ddn hd sd 
khidu nai bdi thtfdng pbii chd dpi, inh hrfdng ddn 
vide khdi phyc sin xult kinh doanh ctfa cic doanh 
nghidp va dn djnh ddi sdng ctfa ngtfdi din khi gdp 
rui ro. Stf dung dich vu giim dinh thud ngoii ddi 
vdi mdt sdJoai hinh bao hidm (nhtf bio hiem hing 
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hda) cung Id mpt bidn [rfiip cic doanh nghiep bio 
hidm. ddc biQi Id doanh nghiQp bao hiem cd quy 
md nhd i p dung. E>e trdnh finh trang true Ipi bio 
hiem. anh hrfdng dd'n uy tin va hidu qui kinh 
doanh, cac doanh nghiQp cd the nghien ctftf thdnh 
lip Trung tim giii quydt bdi thtfdng, ip dung phan 
mdm quin ly. 

Doi vdi cdng tdc de phdng hgn chi ldn tfid't: Cic 
doanh nghiQp BHPNT cin xfiy dtfng c ic kdnh 
thdng tin thtfdng xuydn tdi khdch hing, de nim bit 
cflng nhtf cung d p tbdng tin kip thdi vdi khich 
bing ve nguydn nhdn tdn that, vd nhtfhg Ihay doi 
inh htfdng ddn mtfc dQ rOi ro. tff dd didu chinh 
cdng tic quin 1$ rui ro vi de phong ban chd' tdn 
thfi't dtfpc thtfc hiQn tdt hdn. 

4.2. Marketting 
Stf hidu bidt vl HVNTD ddng vai tib quan 

trpng trong tit ci cic giai doan cfla qui trinh hoach 
djnh chidn Itfdc marketing ndi chung vd chid'n Itfdc 
marketing hdn hpp ndi ridng cua cic doanb nghiQp 
BHPNT. 

Trong hoach dinb chid'n Itfpc marketing cic 
doanh ngbiQp cin chtf y den cic boat ddng cu 
tbd sau: 

Giai dogn phdn tich cO hdi thf tri/dng: Pbdn tich 
cd hQi thi trtfdng li xuat phit diem ctfa hoach djnh 
chid'n Itfpc. trong dd phin tich NTD drfdc coi li ydu 
td quan ttpng hing diu. "Hd sp" ve NTD ludn 
drfpc coi li tiii liQu cdt loi ngay ci khi phin tich 
cic yd'u td khic ciia mdi trtfdng. 

Giai dogn phdn dogn thi trudng - chon thi 
trudng mifc tiiu: Cau hdi quan trpng nha't Irong giai 
doan ndy la "Ddc diem ndo cua NTD gitfp doanh 
nghiQp cd nhffng cdn ctf tin cdy hinb thanb cdc 
doan Uli trrfdng cd khi ning sinh ldi?". Chi cd die 
tri ldi chfnh xic cdu hdi tren khi cd day du nhtfng 
Uidng tin va dff lieu diy dtf, chinh xac ve NTD qua 
nhffng boat dQng nghidn ctfu hdnh vi NTD. 

Giai dogn djnh vj thi trudng: Djnh vi thj trrfdng 
Id mpt ttong nhffng phan quan trpng nhat cua chien 
Itfpc marketing. Cdng viQc cua giai doan dinh vi Id 
xic dinh \i tri cu ihd cbo sin phlm/dich vu ma 
doanh ngbiQp cung tfng cho NTD vd dtfdc hp Uiffa 
nhdn. Dd lim drfpc dieu nay, doanh nghidp can 
giii quyet bai van dl . mQt Id Uiiet ke dtfpc hmh 
inh/bieu ttfpng i^o dtfdc lidn ttfdng doanh nghiQp 
mudn cd d NTD ve sin phim/ dich vy cua hp; hai 

la ttidn khai nhffng ho^t dQng tniyin thdng hiQu 
qui nhim dinh hlnh dtfpc hlnh inh ctfa sin 
phlm/dich vu hodc UitfOnghiQu hoj. doanh nghiQp 
trong tdm trf NTD vd cao hdn nffa i-io cho NTD 
cim gidc "sin phim li ddnh cho hp"- Ci hai vin 
de ttdn diu chl drfpc giil quyet tren CKI M"< nim bit 
bdnh vi NTD. 

Trong hoach dinh chidn Irfpc marketing hdn 
hpp, doanh ngbiQp pbii nim vffng cd che stf" dung 
kdt qui nghidn ctfu HVNTD dd phuc vu cho viQc 
lrfa chpn chidn Irfdc marketing, cu thd: 

Xdy dtiCng quyit dfnh sdn phdm/dich vu dua trin 
vi$c nghiin ctiu vd ndm bdt hdnh vi: BHPNT phii 
dtfa ttdn hanh vi tidu dflng, cic tidu chuIn quan 
ttpng ctfa dich vu mi NTD quan tfim,... dd phit 
hidn cic quydt dinb cu thd vl dich vu. Cd Uid Uiay 
ddi cic ydu td ctfa dich vu dd inh htfdng ddn nb^n 
tbtfc, mtfc dd thda mdn ctfa ho, Nim bit cich tidp 
cfin dich vu, mtfc dQ ttung thinh, y dinh tidp tyc 
mua djch vu ctfa khich bing Id cd sd viQc phit 
ttidn cic biQn phip inh hrfdng den hdnh vi mua. 

Quyit dinh truyen thdng marlceting dvta trin 
hdnh vi: Nghidn ctf ,̂ nim bit hinh vi tidp nh§n 
thdng tin dd Itfa chpn tbdng diQp vi cic phrfdng 
lidn truyen Uidng phfl hpp. Nim bit cic quan didm 
ctfa khich hing ddi vdi quing cio bay qui trinh 
nhfin Uitfc ctfa hp, qui trinh hlnh Uiinh bdnh vi mua 
dd stf dung cic cdng cy tioiyln thdng phfl hdp vdi 
tiifng giai doan. Cung cd thd stf dyng cic ydu td 
mdi Uiidng nhtf srf lan truyin ctfa ttidng tin tiiiyln 
midng, hay cd chd ttidng tin lan truyin ttdn mang 
dd thtfc hien tiTiyIn ttidng. 

Qudn tri gid difa tren hdnh vi NTD: Drfa ttdn 
quan diem cfla khich hing ve gii, mtfc gii hp chip 
nhan, mtfc dd nhay cim ve gii, dd dtfa ra mtfc gii 
phu hpp vdi nhan ttitfc ctfa hp. 

Xdy di/ng chiin luac kinh phdn ph^i di/a tren 
hdnh vi NTD: Nim bat hdnh vi khich hing cd ttidi 
quen mua sim nhrf thi ndo dd tff dd xic dinh dia 
didm, thdi gian, cdch tbtfc cung tfng djch vy tdi 
khdch hing. Can ctf ttdn nghien ctfu nha n ttitfc cua 
khach hdng vl hlnh inh doanh nghiep de lrfa chpn 
loai kdnh phu hdp cho sin phim/ djch vu ctfa 
doanh nghiep. Nghidn ctfu hdnh vi mmg thdnh 
mualaplai tai diem bin, cdch thtfc N T D lu'a chon 
diem ban,... de cd chidn IrfOc vd bi^n ,>i, -

, • ""?n pn.ip xfiv 
dpng vd Itfa chpn didm bin hang phfl hpp ^ 
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ABSTRACT: 
According to the modem marketing approach, businesses always have to satisfy the needs 

of consumeis in order to achieve their desired profits. Decisions based on consumer behavior 
hypotheses ate always more likely to succeed than decisions based on inmidon of business 
managers. By reviewing consumer behavior flieories, analyzing buying behavior of 
Vietnamese consumeis and flie development of Vietnam's non-life insurance market, fliis 
article proposes a number of solutions for applying consumer behavior theories into flie 
non-life insurance business in Vietiiam in the coming time. 
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