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VAN DUNG LY THUYET
HANH VI NGUOI TIEU DUNG TRONG
HOAT PONG KINH DOANH BAO HIEM
PHI NHAN THO TAI VIET NAM
TRONG GIAI POAN HIEN NAY

® NGUYEN BA HUY

TOM TAT:

Khoa hoc marketing hién dai cho rling. trong kinh doanh luén phii 1am théa man ohu cfu
ciia ngudi tiéu ding (NTD) mdi cé thé thu dugc 1¢i nhuin mong mudn. Nhitng quyét dinh dyra
trén céc gid thuyét vé hanh vi ngudi tiéu ddng (HVNTD) ludn c6 x4c sust thinh cdng cao hon
cc quyét dinh chi dya trén tnfc gidc ciia nha quin I¢. Trong pham vi bai viét, trén cd s& khai
quét nhdn thite chung vé 1y thuy€t HVYNTD, phan tich hanh vi mua cia NTD Viét Nam va sy
phét trién thi trudng bio hi€m phi nhin the (BHPNT) Viét Nam, tdc gid 88 xudt mdt s& gidi
phép nhdim vén dung I§ thuyét HYNTD trong kinh doanh BHPNT & Viét Nam thdi gian 18i.

T khéa: Bo hiém pbi nhén tho, hanh vi ngudi tiéu ddng, Viét Nam.

1. Tng quan vé 1y thuy&t hanh vi ngudi
tiéu ding

L.1. Quan ni¢gm hanh vi nguii tiéu ding

Trong c6ng trinh nghién civ Hinh vi cia
ngudi tiéu ding: Khii niém va ing dung
(Consumer behavior: Concepts and
Applications). David L.Loudon & Albert §, Della
Biua quan ni¢m: "HVNTD I3 qué trinh ra quyét
dinh v3 hanh déng thuc 1€ cda cdic ¢i nhan khi
d4nh gid. mua <3, s dung hodc loai bo nhitng
hang héa vi dich vu™. Tudng . wong cudn
“Hanh vi ngudi tiéu dung”™ (Consumer behavior),
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Leon G. Schiffman & Leslie Lazar Kanuk quan
ni¢m: “HVTND I3 toan bé hianh dong ma NTD
bde 10 ra rong qué trinh trao ddi sin phim, bao
gdm: didu tra, mua sim. sit dung, ddnh gif vA xit
1y thdi bé sin phdm va dich vu nhim thod min
nhu cdu cia ho 2. Hai quan ni¢m ndy a5 mg rong
hon cach hi€u vé HVNTD. khong chi 13p trung
vio nhitng biéu hién bén ngodi ciia NTD khi mua
sin phim ma cdn dé cap d€n qu . tnink ry duy.
c&n nhic cia NTD trwde khi quyct dinh mua sin
phim vi phin dng clda NTD .y Kbt mua
s&n pham.,
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Nhu vdy ¢6 thé hi€u: HVNTD 12 mt thusit
pg¥ chi 1t cA cdc hoat ddng lién quan dén viéc
mua hang. st dung v ngung sit dung cdc sdn
phfm hang héa, dich vy clia NTD. N6 bao gém
céc phdn tng. thdi ¢ vé& cdm xic, tinh thin va
hnh vi tiéu ding ciia NTD d8i véi cdc sin pham
hang béa. dich vu.

Bi€t dugec HVNTD sé& gitip cho doanh nghi&p
#ifa ra nhilng sén phdm, nhifng chi€n lugc mar-
keting v kinh doanh sin phdm phd hgp. Ngay
nay, cic doanh nghiép nghién cifu HVNTD véi
muc dich nhin bi€t nhu ciu, s§ thich, théi quen
cda ho. Cu thé 13 xem NTD mu6n mua g, 1ai sao
ho lai mua sdn phim, dich vu d6, tai sao ho lai
mua nhan hiéu d6 hoidc tai sao ho lai vt bd/
khong G€p tyc sit dung nhan hiéu 46, ho mua nhv
thé n2o. mua & déu, khi ndo vd mitc 49 mua ra
sao 8€ x4y dung céc chi€n lugc marketing thic
afy NTD mua s{m sin phim, djch vu cda minh
v han ch& NTD rdi bd dich vy va chuyén sang
nha cung c&p khdc.

1.2, Cdc yéu 16'dnh hudng dén quyét dinh mua
hdng cda ngudi tidu diing

Quy€t dinh mua hang cda NTD chju tic dfng
cda nhidu y&u t6. C6 thé k€ dén nhiing y&u 16 ¢
bdn sau:

Mt la, yéu 15 vin héa - xa hfi: Van héa chinh
1 y€u 18 diu tién, dnh budng rdt 1dn d6i véi
HVNTD. Céch in mic. tiéu ding, sy cim nhin
gif trj clla hang héa, sy thé hién minh théng qua
tiéu ddng.... déu chiu sy chi ph6i manh mé cia
vin héa. Nhitng con ngudi ¢6 nén vin héa khic
nhau thi sé ¢6 hanh vi tiéu diing khdc nhau. Vi
dy, ngudi mién BAc 4n udng, sif dung xe b, nhi
ctta, quin 4o khdc ngudi mién Nam. Phong cdch
liéu ddng cia ngudsi chdu Au c6 sy khéc biét 16n
50 vdi ngudi chiu A. Do vdy, d€ thinb cdng,
doanh nghi€p phdi tim hi€u ki diéu nay trudc khi
bude chdin vio mdt thi rudng tai quéc gia ndo d6.
Bén canh d¢, nhifng nhém vin héa céng déng
clog tn tai song song trong & mt quéc gia ciing
dnh hudng d€n hanh vi mua hing. Va théng
thedng nhifng nhém vin héa &y c6 thé dugc hinh
thanh bdi mét khu vire hoic cda nhing ngudi
tudc mot 16n gido, mét dén tdc nao dé.

Trong cdc y€u 8 xi héi, giai tdng x3 h6i dnh
budng khong nhd dén hanh vi mua hing cia

NTD. Giai ting xi hgi 1a nhitng nhém ngudi
tudng d6i Sn dih trong xa boi duge x4 p x&p theo
tht bac, ddng cap. dudc dic trung bdi cdc quan
diém gid i, 1gi fch va hanh vi dao ddc chung
trong mdi giai tng. C4c doanh nghiép cin quan
1dm dé€n hanh vi tiéu dang trong cdc giai tdng.
dic biét 1A d8i véi cdc hang héa c6 tinh dé pho
truang nhy quén do. gidy dép. xe ¢§, nha cia,
hoat ddng vui choi, gidi orf.... Hi€u 6 hanh vi tiéu
ding ciia céc giai ting, doanh nghiép sé& c6 cd s3
d€ thyc hiéo phudng chim “Bdn nhitng thit ma
khdch hing can”.

Hai la. yéu 16 cd nhén: Y&u 8 cé nhin bao
g6m cdc y€u 16 co bin nhy: twéi tdc, nghé
nghiép, phong cdch séng, tdm ly.... Anh hudng 16n
dén hanh vi tiéu ding. Theo dé. trong mdi giai
doan véi wdi tdc khic nhau thi théi quen mua
s{m cda con ngudi ciing thay d8i theo. DGi véi
nghé nghiép cda con ngudi ciing vdy. théng
thudng v8i nhing ngudi v8i nghé nghiép khic
nhau ciing sé& c¢6 hanh vi mua hang khdc nhau.
Bdi vi nghé nghiép quy&t dinh d€n thu nhip, do
d6 con ngudi ciing cin phdi chon mua céc sdn
phim sao cho phd hgp v4i tii tién cda minh.
Pdng thdi, mbi con ngudi c6 phong cdch séng
khéc nhau. Do d6. s& thich mua s¥m kh4c nhau,
did riing cdng mét dia phuong hay cing nghé
nghiép. Khj mua sdm, con ngudi ciing cdn cin
cit vio ngoai hinh ciia bin thin minh @€ chon lya
sdn phim sao cho phi hdp va todt Ién duge
phong cdch bdn thin.

Tam Iy ciing 12 m6t van dé Anh hudng rat
nhiéu d€n hinh vi tiéu diing clia NTD. Theo d6,
mdi ngudi s& c6 dfng Iye riéng d5i v8i viéc mua
sdm clia minh va ciing t nhin thifc dugc ban thin
d€ c6 thé chon mua dugc sin phfm phd hyp.
Théng thudng trude khi ti€n hanh mua bit e mén
48 nao d6 mdi ngudi thudng trii qua nhimg giai
doan nhu 12 chi ¥, xuyén tac, chon loc va ghi nhd
¢é chon loc. Bén canh d6, khi mua sim, con
ngudi cing Iinh hdi ¥ kién tir nhitng ngudi khac;
hoic trdi qua nh@ng kinh nghiém cda bdn than
minh trong cubc sdng. Ngodi ra, ciing c6 thé 1
sy d4nh gid chi quan cia bdn thin thong qua
niém tin déi vdi mot van dé nio d6 ciing chinh
13 y&u t6 g6p phin quyét dinh hanh vi mua sdm
cia NTD.
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2. T6ng quan vé hanh vi mua cha ngudi tiéu
dung Vi¢t Nam

C6 thé d4nh gid khai quat vé hanh vi mua cia
NTD Viét Nam trén mdt s& xu huéng |60 sau:

Thi nhét, NTD Viét Nam mua sim d€ “ning
tim cudc s6ng . Cling vai sy pha1 trién kinh té&' - xa
ho1 cia dat nudc, ting 10p trung hiu 1ai Viét Nam
c6 xu hudng gia ting. dy bdo sé dat khodng 30
tri¢u ngudi vao ndm 2020. Khi NTD ¢6 thu nhép
&n dinh va gidu cd. hg sé mong muén dudc trdi
nghi¢m nhing thudng hiéu méi ma mvéc diy ho
chua c6 khd ning trii nghiém: ddng thdi, quan tAim
cham séc sifc khde ban than va gia dinh nhiéu hon.
Diéu nay thé hién ré qua sy ting trvdng manh mé
ciia cdc ngdnh hing cao c4p, nhu; cdc loai thuc
phém cao c4p, db udng cao cip, nganh hang chim
séc sitc khde, dich vu y 1& cao cap. dich vu bdo
hiém.... trong nhiing nam gin déy.

Thit hai. hanh vi mua sim ciia NTD Viét Nam
dang hudng nhiéu 16i “mua sim théng minh".
Ngudi Viét Nam sin sang chi tiéu nhiéu hon nbung
diéu d6 khbng ddng nghia ho sé chi tiéu khong tinh
todn. Thadi dai "internet of things” 1ao nén mdi
ruding dé€ NTD Viét 1i€p xic v8i nhiéu ngudn
th6ng tin khéc nhau vé cing mdt sin pham; im
ki€m vd mua s§m nhitng sdn pham, dich vu 15t v6i
mdc gid uu ddi nh&1. Nhitng théi quen mdi ndy
dang din hinh thanh viin héa mua sim Gt kiém
trong NTD Vié1. Va trong thdi dai mua sim nfc
tuy€n bung nd nhv hién nay, NTD thudng so sénh
trudc khi ra quy€t dinh mua hang hoic si dung
dich vy V1 ¢é rit nhiéu Wfa chon.

Thit ba. NTD Vié1 Nam ngdy cing quan tam
nhiéu hon dén viéc im hidu vé ngudn gdc xuit xa
cdia cdc sin phiam. Trede khi quyél dinh mua hang,
NTD Viét Nam luén mong mudn tirn hiéu ré nhiéu
vin dé lién quan dén sin phim nhu: ogudn géc,
chat lugng. tinh ning. mii vi. bao bi, khuy&n mai,
suu tdp, gid cd... Trong d6. dai da s& ngussi Vié
khing dinh ngudn géc 13 véu 18 then chdl dnh
hudng d€n quyél dinh mua hang ca ho so vdi c4c
y€u 18 khéc. Trong thdi dai thong tin ludn dugc phd
bién vd cip nhit lién tuc nhy hi¢n nay, cic hoat
dong marketing vd ruyén thong khong chi 1a
nhimg 13i n6i subng cua cdc doanh nghiép ma phai
12 nhing tuyén bd. cam két vé chit lugng, ngudn
g6e ~in phim chinh xic va r6 ring. @
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Thi 1e, NTD Vigt Nam dany hudng (9 ti€u
ddng két ni. Xu hudng ndy duge hinh thanh (X Y
hé trg tich cyc ciia internet va myng A3 hOL- Bé‘?
thing 172020, wc tinh cd khodng 6% 17 tri¢u NEUdi
Viét Nam dang sit dyng dich vy iiemet v3 phin
d6ng trong s& d6 ¢6 tham gia manyg x4 hoi. S phit
trién cla cd s8 ha tng théng tin d3 wiip ho “kEt
n6i" thuding xuyén hon va chii dong hdn trong céic
tiéu ding ludn 1y tin va chd ddng hdn trong I6i
s6ng cda ho. Chi tiéu hing nim cda NTD két néi
1ai Viét Nam sé tdng i 50 ty USD trong nim 2015
1én dén 99 1y USD trong nim 2025. P&n nim
2025, udc tinh chi tidu clia NTD k€t ndi sé chi€m
mét niva t8ng tiéu dang hiing nim*.

Nhitng xu hudng trén dang va sé& la nhimg nhin
t& dinh hinh lai théi quen va hanh vi tiéu ding cla
ngudi Viét, tt dé kéo theo sy thay d8i cla thj
trudng; ddi hdi céc doanh nghiép kinh doanh hang
héa, dich vu phdi lusn nfm bt va c6 sy diéu chinh
chién luge marketing ph hgp.

3. T6ng quan vé thj trudng bio hi€m phi
nhén tho tai Vigt Nam

3.1. Khdi nigm bdo hiém phi nhén the

Theo quy dinh cia Luit Kinh doanh Bio
hiém: “BHPNT 12 loai nghiép vu bio hi€m tai
sdn, trdch nhiém din sy va cdc nghiép vy bio
hiém khéc khéng thuc bdo hi€m nhin tho™.
BHPNT Juén djc 14p v8i tudi thg clia con ngudi,
bdo hiém cho nhifng loai rdi ro ¢6 tinh twong d6i,
&n dinh theo thdi gian. BHPNT thudng chi c6
thdi han 1 nim. B&i wgng tham gia BHPNT cé
thé 12 c4 nhén, 1§ chitc. Doanh nghiép bio hiém
s& cam k&t bdi thudng cho ngudi tham gia khi ¢6
rii ro v6i tdi sdn, vit chil, co thé, tai nan con
ngudi,... BHPNT gitip ngudi tham gia bdo hiém
gidm 18n that v& 1ai sdn néu khéng may x4y ra
rdi ro: Nhitng thiét hai vé 1ai sdn do chdy, nd,
d6ng 41, tai nan khi di du lich,... <& dugc cong ty
BHPNT bsi thugng. Ngudi tham gia BHPNT
dudc bdo vé toan dién vé 1ai chinh, gidm bét lo
au khi 1am viéc hay du lich. Tit ca nhitng malt
mit vé i sdn s& dugc céng ty BHPNT ¢én ba
dya trén thiét hai thyc t€. Chinh diéy nay
ngudi tham gia BHPNT ¢6 di 11ém |y
lyc cong viée, GEP we vie diy (4 ¢
chinh minh hay doanh nghiép.

da gidp
dé 1iép
inh cda
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3.2, Thy trang bdo hiém phi nhan th Vigt Nam

P& hét ndm 2019, todn thi tnfdng c6 30 doanh
oghiép BHPNT, | chi nhénh doanh nghi¢p BHPNT
me ngodi va 2 doanh nghiép 14i bio hi€m. Mét s6
chi tiéu cd bin cda thj rudng BHPNT trong nam
2019 1i€p tyc duy m t6c 46 ting trudng &n dinh,
nhit; T8ng 13i sdn ciia cdc doanh nghiép BHPNT
W dat 89.447 1y ddng. ting 6,9% so v6i cdng ky
2018. Pdu w 3 lai nén kinh 1€ ciia cdc doanh
aghiép BHPNT udc dat 46.591 1y ddng, tang 10.)
& so véi citng ki 2018. T8ng doanh thu phi bio
hiém g6c ciia cdc doanh nghiép BHPNT udc dat
$2.387 1y dbng, ting 12,3% so véi cdng ky nim
2018. Téng s6 én bdi thuding bdo hi€m gbc cia
cdc doanh nghiép BHPNT w6c [a 21.202 1y déng.
tag 4,9% vdi ciing ky nim 2018, Nam 2019, cdc
doanh nghiép BHPNT mé& thém hon 9 chi nhanh;
néng 16ng 58 chi nhénh 1&n d€n 635; hoat dong tai
63 tinh, thanh ph& trén ca nudc.

V& phit trién thj trudng, da dang héa sin phim
bdo hi€m. Trong ndm 2019, ¢ khodng trén 1.500
skn phim thugc cdc nghiép vu BHPNT va nghiép
vy bdo hi€m sitc khde duge che doanh nghiép trién
khai trén thj trsng, cd bin d4p ¢ng nbu cdu bio
hiém ngdy cAng da dang cla cdc td chirc, c4 nhin:
¢6p phdn &n dinh nén kinh t€ v bio dim an sinh
xd h$i. Trong ndam 2019, d3 c6 4 doanh nghiép
BHPNT c6 hd so dé nghi ting vdn diéu 18 vi dugc
B) Tai chinh c4p Gidy phép didu chinh ting vén
diéu 1¢ vdi t8ng s3 von chip thuin ting 1én 12
1526 ty ddng. Theo udc tinh, 18ng ngudn vén chi
s8 hitu cda cdc doanh nghiép BHPNT dat 30.118 ty
déng. 1Ang 12,06% so v6i ciing ky 2018; 16ng dy
phong nghiép vu thugc tréch nhiém giif lai cila céc
doanh nghiép BHPNT wéc dat 21.638 ty ddng, ting
0.07% so véi ciing ky nam 2018 .

Bén canh d6. thi rudng BHPNT Viét Nam
wong thasi gian qua méi chi chd rong pht rién vé
mi1 s6 igng ma chia dugc quan tdm ddy dit vé
mit chit lugng, din dén thi nrdng phét rién nhung
chia mang tinh chuyén nghiép. Céc doanh nghiép
chi tip trung vAo tiéu chf ting mrdng doanh thu
thong qua phét tri€n mang hidi chi nhanh, dai Iy
v8i chinh sdch khodn lwgng va chi phi trén doanh
thu phi bio hiém. Trong khi chi chi trong dén cic
bién phép canh tranh khéng lanh manh néu trén,
cde kbau clia nghiép vu bdo hiém lai chua dirge

cic DNBH quan tim ddy di d¢ ning cao chat
htgng dich vy, nhir: Céng téc danh gid i ro ban
@i, cong tic gidm dinh bdi thuding, céng ic dé
phong han ché 5n that. Nhitng han ché nay dang
1Am méo m6 sif phét urién ciia thi trudng va suf phéy
trién bén vifng cdia céc doanh nghi¢p BHPNT.

4. Van dung Iy thuy&t hanh vi ngudi tiéu
dung trong hoat djng kinh doanh bao hi€m phi
nhin the

Tt Iy thuy&t HVNTD v thyc trang thi truding
BHPNT cta Viét Nam thdi gian qua, cac doanh
nghiép cin thyc hién (5t mét s8 hoat dng sau:

4.1. Chdm séc khdch hang

Cham séc khich hang 13 ohitng dich vy doanh
nghiép BHPNT cung cdp cho khdch hang trudc va
sau khi ho mua hang, nh¥m thda man, d4p ung nhu
cAu vi mong dgi ciia khach hang. Mudhn giit chan
khdch bang, pht trién doanh nghiép, cin dua cho
kh4ch hang dich vu chim séc 8t nhat. P& cham
séc khich hang hiéu qud, doanh nghiép BHPNT
cAn trién khai c4c hoat déng cu thé sau:

Naéng cao chdt lugng djch vu & timg khdu trién
khai nghiép vu: Qué trinh tri€n khai mét nghiép vy
bio hi€m gdm c4c khau: khai théc bdo hiém, gidm
dinh - b8i thudng, d& phdng va han ch€ (3n thit.
Viéc thuc hién (8t cong tdc & mdi khiu sé gép
phin tao ra mét chudi gi4 trj gia ting cho ci doanh
nghiép BHPNT va khich hang.

D6i véi céng tdc khai thdc: Doanh nghiép
BHPNT can phdi nang cao trinh 4§ v3 dao dic
nghé nghiép cla cdn b4 khai thdc va dai ly bdo
hiém: trung thyc khi tf vin cho khdch hang mua
bio hiém, khdng dugc gitip khach hang truc i bio
hi€m, thirc hién t8t cong tdc d4nh gid rii ro ban
d3u. C4c doanh nghiép BHPNT cin nghién ciu va
x4y dyng phudng phap dénh gid k&t qui khai thic
23n i€n v6i hiéu qui khai théc.

DG6i vdi cong idc gidm dinh - bdi thuong 16n
thé?: Cc doanh nghiép BHPNT cin c6 k& hoach
phét trién nhan lyc ddy di vé s6 lugng va trinh db
chuyén mén, d4p Ung yéu cdu cla cong lac ndy.
Trénh tioh trang do thi€u ngudi ddn dén hé so
khi€u nai bdi thudng phii chd ddi, anh hudng dén
viéc khéi phuc sin xudt kinh doanh ctia céc doanh
nghiép va 8n dinh ddi s6ng cila ngudi dan khi gap
rii ro. Sif dung dich vy gidm dinh thué ngodi d&i
v6i mét s8 loai hinh bao hiém (nhy bao hi€m hang
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héa) ciing 12 mot bién phdp cdc doanh nghiép bio
hi€m. d3c biét 1a doanh nghiép bio hiém c6 quy
mé nhd 4p dung. DE wdnh tnh trang truc Igi bio
hiém. dnh hudng dén uy tin v hiéu qui Kinh
doanh, cic doanh nghiép c6 the nghién cu thanh
1ap Trung tim gidi quy€t bdi thudng. 4p dung phin
mém quan ly.

Déi voi céng 1dc dé phong han ché 16n thér: Chc
doanh nghiép BHPNT cin xdy dyog cdc kénh
théng tin thuding xuyén (8i khach hang. d€ nim bt
cdng nhif cung cap théng tin kip thdi v8i khich
hang vé nguyén nhan 8n thdt, vé nhirng thay ddi
dnh hudng d&n mic d§ rdi ro. 1Y d6 diéu chinh
cong tdc quin Iy i ro va dé phong han ché 16n
thit dugc thyc hign 16t hon.

4.2. Marketting

Sy hi€u bi€t vé HVNTD déng vai rd quan
trong trong Wt ¢4 céc giai doan cba qué trinh hoach
dinh chién Iuge marketing n6i chung va chién lvge
marketing h8n hgp néi riéng cia cdc doanh nghiép
BHPNT.

Trong hoach dinh chi€n lvgc marketing cic
doanh nghiép cin chi y dén cdc hoat dong cu
thé sau:

Giai doan phén iich co hdi thj tneng: Phin tich
co hoi thi trrdng 12 xvat phét diém cia hoach djnh
chién lugc. trong d6 phan tich NTD dudc coi I3 y€u
16 quan rong hang ddu, “Hé so” vé NTD luén
dugce coi 12 1i liéu cdL 13i ngay ca khi phan tich
céc y€u 18 khic cia méi rudng.

Giai dogn phdn doan thj truong - chon thj
tnemg myuc tiéu: Cau hdi quan trong nhil trong giai
doan nay [ “Dac di€m nio ciia NTD giip doanh
nghiép c6 nhifng cin cit tin cfy hinh thanh cdc
doan thi rudng c6 khd ning sinh 18i?". Chi ¢6 thé
trd 13i chinh x4¢ cdu hdi trén khi c6 ddy di nhing
théng tin va dit ligu ddy di. chinh xdc vé NTD qua
nhing hoat d9ng nghién ciu hanh vi NTD.

Giai dogn djnh vj thj triémg: Dinh vi thi rudsng
12 mé1 wong nhimg phdn quan rong nhat cia chién
luge marketing. Céng vige cha giai doan dinh vi 13
x3c dinh 11 uri cy thé cho san phim/dich vy m3
doanh nghi¢p cung tng cho NTD va dude hg thira
nhin. D€ 1am dugc diéu nay, doanh nghiép cin
gidi quy€t hai van dé. mét 14 thi€t ke dudce hinh
dnhvbiéu wigng o duye lién ndng doanh nghiép
mudn c6 & NTD vé sdn pham/ dich vu ctia ho; hai
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12 trién khai nhitg hoat dgng tuyén thong higu
qud nhim dinh hinh duge hinh dnh cia Sf‘“
phém/dich vu hoac thuong higu hos. doanh nghiép
trong tim trf NTD v cao hon nifa tao cho NTD
cdm gidc “sdn phiim 12 danh cho ho~. Cd hai vén
& trén déu chi dugc gidi quyet trén ca ~& ndm bt
hanh vi NTD.

Trong hoach dinh chién lugc marketing hén
hop, doanh nghiép phai nfm ving co ché sif dung
k&t qui nghién cu HYNTD d€ phuc vu cho viéc
Iwa chon chi€n lugc marketing, cy thé:

Xay dung quy&t dinh sén phém/ dich vy dua trén
viéc nghién citu va ndm bdt hanh vi: BHPNT phai
dya trén hanh vi tiéu ding, cdc Géu chufin quan
trong céia dich vu ma NTD quan tdm,... 4€ ph4t
tri€n cdc quyé&t dinh cy thé vé dich vy. C6 thé thay
d8i cdc y€u 18 cia dich vy d€ dnh hudng d&n nhgn
thifc, mdc d6 thda min cia ho. N&m bit cdch ti€p
cin dich vy, mifc 49 trung thinh, y djnh ti€p tyc
mua dich vu cBa khdch hang 12 cd s& viéc phét
tri€n céc bién phép dnh hudng dén hanh vi mua.

Quyét dinh truyén théng marketing dua trén
hanh vi: Nghién cttu, nfm bt hanh vi ti€p nhgn
thang tin d€ Iya chon thong diép va cdc phudng
tién truyén théng phd hgp. N{m bit c4c quan diém
cla khéch hang d&i v6i quing céo hay qué trinh
ohin thic cda ho, qué triah binh thinh hinh vi mua
d€ st dung céc cong cy truyén théng phd hgp v6i
trng giai doan. Ciing c6 thé si dung céc y&u t6
moi tudng nhu sy lan truyén cda thong tin truyén
miéng, hay cd ché théng tin lan truyén trén mang
dé thite hién truyén thang.

Qudn trj gid dya trén hanh vi NTD: Dya trén
quan diém clia khdch hang v& gid, mic gid ho chdp
nhdn, méc 44 nhay cdm vé gi4, d€ dua ra mic gi4
phd hgp v6i nhan thic cda ho.

Xdy dung chién lugc kénh phan phéi dua trén
hanh vi NTD: N{m b%t hanh vi khdch hang c6 théi
quen mua sim nhu th€ nao d€ tir A6 x4c dinh dia
diém, thisi gian, cdch thic cung ing dich vu t6i
khdch hang. Can cif rén nghién citu nhin thite cda
khach Péng vé hinh &nh doanh nghiép dé Iya chon
loai kénh phi hgp cho sin phim/ dich vy ciia
doanh nghiép. h.lighién clu hanh vy trung thanh,
mua lip lai i di€m ban, chch thite NT
diém bin.... dé célc:hic’n Iude va bigy, Mhip xay
dyng va Iya chon diém ban hung phy hep m

D lua chon
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ABSTRACT:

According to the modern marketing approach, businesses always have to satisfy the needs
of consumers in order o achieve their desired profits. Decisions based on consumer behavior

hypotheses are always more likely to succeed than decisions based on intuition of b
managers By reviewing consumer behavior theories, amalyzing buying behavior of
Vi and the develop of Viemam's non-life insurance market, this

article proposes a number of solutions for applying consumer behavior theories into the
non-life insurance business in Vietnam in the coming time.
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