TAP CHi KHOA HQC TRUONG PAI HQC HONG PUC - SO 70.2024

NGHIEN CUU CAC NHAN TO ANH HUONG DEN QUYET DINH
MUA BAO HIEM NHAN THQ CUA NGUOI TIEU DUNG
TREN PIA BAN TINH THANH HOA

Buii Thi Ninh'
TOM TAT

Nghién citu nham xdc dinh cdc nhan t6 anh huéng dén quyét dinh mua bao hiém
nhdn tho cua nguoi tiéu dung trén dia ban tinh Thanh Hod. Nghién ciru swr dung phwong phap
nghién cieu dinh tinh va dinh lwong. Két qua phdn tich 244 phiéu khdo sdt thu thdp truc tiép
tir nguedi tiéu diing cho thdy cé 5 yéu té anh hwong dén quyét dinh mua ciia ngueoi tiéu ding,
duge sdp xép theo thir tw giam dan: 1) Quyén loi ciia ngueoi tiéu ding; 2) Nhdn vién tw vin;
3) Thwrong hiéu; 4) Dich vu; 5) Rao can; Trong d6 rao can khi mua bdo hiém c6 anh hwéng
tiéu cee dén quyét dinh mua ciia nguweoi tiéu ding. Nghién ciru da dé xudt mét sé gidi phdp cdi
thién quyét dinh mua bao hiém ciia nguoi tiéu ding trén dia ban tinh Thanh Hod theo tirng
nhém yéu t6 anh hiéng o trén.

Tir khoa: Bdo hiém nhén tho, quyét dinh mua, nguwoi tiéu ding.

1. DAT VAN BE

Trén thé gidi, nghién ciru vé bao hiém nhan tho néi chung va hanh vi mua bao hiém
nhan tho va khao sat vé& nhu cau bao hiém nhén tho co rat nhiéu. Bao hiém nhan tho cho phép
cac ca nhan va ho gia dinh chia sé voi nhiéu nguoi khac va hd tro thiét hai tai chinh tir nhitng
rui ro khong mong mubn tir phﬁn luong co s¢ cua ho, nhu: tr vong, thuong tat,... [15][12].
Bao hiém nhan tho 1a mot cong cu tai chinh thiét yéu dé phan bd ngudn luc trudc nhitng bt tric
trong cudc séng va la mot yéu t6 quan trong trong ké hoach tai chinh dai han [10]. O Viét Nam,
cling ¢6 nhiéu nghién ctru vé van dé nay ¢ cac muc do khac nhau. Cac nghién ctru xem xét
tir quan diém ca nhan va thi truong. Nghién ctru sy hai 1ong cua ngudi tiéu ding 13 co so
quan trong dé thay nguoi tiéu ding c¢6 sin sang mua san pham bao hiém nhén tho hay khong.

Bao hiém nhan tho 1a mot loai hinh bao hiém ra doi kha sém, voi muc dich ban dau 1a
bao hiém cho sy kién sinh tir ctia khach hang [11][14]. Ngay nay, vdi dac tinh cdt yéu la
tiét kiém va du phong rui ro, dong thoi dua trén cac san pham truyén thong, cac san pham
bao hiém nhan tho cua cac doanh nghiép ngay cang phong pha va da dang nham dap ung
cac muyc dich ti€u dung khac nhau ctia nguoi tham gia. Péi tuong, muc ti€u va dé phu ctua
céc san pham nay ciing ngay cang mo rong, hudng téi ké hoach tai chinh hiéu qua cho ngudi
tham gia. Tuy nhién, véi tbc do ting truong kinh té va thu nhap ciia ngudi dan, thi trudng
mua san pham bao hiém nhan tho ¢ nudc ta con chua phat trién & mirc tuong xtmg. Vi thé,
nhitng nhan td tac dong Ién nhu cau mua bao hiém nhan tho trd nén dic biét quan trong va
can dugc nghién ctru.
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2.CO SO LY THUYET VA PHUONG PHAP NGHIEN CUU
2.1. Co s6' 1y thuyét

Theo Nguyén Van Pinh (2010): “Béo hiém nhan tho 13 su cam két gitta doanh nghiép
bao hiém v6i ngudi tham gia bao hiém (ngudi duoc bao hiém) trong d6 doanh nghiép bao
hiém c6 trach nhiém tra cho nguoi tham gia bao hiém (ngudi duoc bao hiém) mot khoan tién
nhét dinh khi co nhiing sy kién dinh trude xdy ra (nguoi duoc bao hiém bi chét, thuong tat
toan bd vinh vién, hay con song dén mot thoi diém chi rd trong hop dong). Con ngudi tham
gia bao hiém c6 trach nhiém ndp phi bao hiém diy du va ding han” [6].

Tran Minh Pao (2009) chi ra, “Hanh vi mua ciia ngudi tiéu dung 13 toan bo hoat dong
ma ngudi tiéu ding boc 16 ra trong qua trinh trao di san pham, bao gdm: diéu tra, mua sim,
su dung, danh gié va chi ti€u cho hang hoéa va dich vu nham théa man nhu ciu cta ho” [5].

Mo hinh hanh vi mua ctia ngudi tiéu ding duge ding dé mé ta mdi quan hé giita ba
yéu t: “Cac kich thich”; “ hop den ¥ thirc” va “ nhitng phan tng déap lai” cac kich thich cia
nguoi tiéu dung.

\
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van hoa, chinh tri, phap dinh mua.

Q@t, canh tranh. / \ / K /

So' d6 1. M6 hinh hanh vi mua

Céc khia canh tiéu ding (san pham, gia ca, dich vu, vu dai khuyén mai) va nhiéu nhan t6
lién quan (kinh té, cong nghé, gido duc, sirc khoé) nam trén “hop den” ctia ngudi mua, bao gdm
cac dic diém tac dong (vin hoa, xa hoi, sinh hoc va tdm 1y), do d6 dién ra cac qua trinh
(nhan biét nhu cau, tim hiéu thong tin, s& thich, lwa chon, thoi quen mua hang) gy nén
nhitng phan hoi hiru ich cho ngudi mua va sau cung dua dén cac quyét dinh mua hang
chinh xac (tén san phém, thuong hiéu, s6 luong, thoi diém mua va mua tai dau).

Cau hoi thu hut mdi quan tAm 12 mot van dé 16n ddi voi nhitng ngudi tiéu dung mubn
tim hiéu cai gi dién ra trén “hdp den” co ¥ nghia dé dat dén mot quyét dinh. Biét nhimng gi dang
dién ra trong “hop den” c6 nghia 1a cac nha tiép thi hiéu cach dap tng nhu ciu ctia khach hang.

Qud trinh quyét dinh mua ciia nguoi tiéu ding

Nhan biét Tim kiém Panh gia Quyét dinh Pénh gia
nhu cau thong tin cac phuong an mua sau khi mua

So' d6 2. Qui trinh quyét dinh mua
(Nguon: Tran Minh Pao, 2009) [5]

108



TAP CHI KHOA HQC TRUONG PAI HOC HONG PUC - SO 70.2024

MG hinh nghién ciru dé xudt

Qua qué trinh tong hop va nghién ctru tir cac tai lidu trude ddy, chiing t6i dé xuit mé hinh
nghién ctru cac nhan to anh hudng dén quyét dinh mua bao hiém nhan tho dugc ké thtra
du kién nhu sau:

Rao can

: Nhan vién
mua bao i
A tu van

hiém

Quyén loi cua . Quyét
khéach hang dinh mua

So d6 3. M6 hinh nghién ciru dé xuat

Tt m6 hinh nghién ctru, chung t6i dé xuat cac gia thuyét nghién ctru sau:

Gia . o N ,
thuy & Noi dung gia thuyet Nguon tham khao
| Quyén lgi ciia ngudi mua anh hudng tich cuc| V& Thi Thanh Loan [3];

H1 441 quydt dinh mua BHNT V5 Thi Vinh Hang (2016) [4]
Dich vu khach hang anh huéng tich cuc dén .

H2 quyét dinh mua BHNT cua nguoi tiéu ding. Pham Loc Anh [2]
Hinh anh thuong hiéu co anh huéng tich cuc| HLusibau va dong su 2018) [16]

H3 | 44n v dinh mua BHNT ciia nguoi tiéu ding, | LY@ and Enrique (2018) [13]

s £ & | Loc Anh (2015) [1]

Nhén vién tur vin BENT anh huéng tich cuc dén| \8uYSn Anh Ngoc [1]

H4 "\ dinh mua BHNT ca nguoi tiéu dun Neuyen Thi Thuy [7]
vy £ & Sharps K. va cong su (2016) [17]
Rao can khi mua bao hiém c6 anh huéng tiéu cuc| . . .

H> dén quyét dinh mua BHNT cua ngudi tiéu ding. V6 Thi Thanh Loan [3]

(Nguon: Nhém nghién cieu dé xudt va tong hop)
2.2. Phwong phap nghién ctru

Nghién ctru nay théng qua 2 giai doan: 1) Tién hanh khao sat ngau nhién 12 ddi tugng,
bao gdbm: 2 nha quan 1y va 10 khach hang cta 4 doanh nghiép cung cip dich vu bao hiém
trén toan tinh Thanh Hoa, véi bang cau hoi cu thé theo cach 14y mau thich hop dé chinh stra
va xdy dung lai két cau thang do; 2) Thuc hién phong van truc tiép 300 ngudi dan trén dia
ban tinh Thanh Ho4, nham danh gi4 mé hinh cing nhitng gia thuyét nghién ctru. Thoi gian
khao sat dugc thuc hién tir thang 6 dén thang 8/2022.

Dit lidu duge ma hoa va 1am sach bang phan mém SPSS 20.0. Dit liéu thu thap tir cac
dbi twong khao sat duoc sir dung dé danh gia thang do bing cong cu phén tich d tin cay
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(Reliability Analysis) thong qua hé s6 Crobach’s Alpha, phan tich nhan t6 kham pha EFA
(Exploratary Factor Analysis), md hinh hdi quy tuyén tinh (Linear Pregression Analysis)
dé kiém dinh mé hinh va cac gia thuyét nghién ctru. Trong nghién ctru niy, chung toi st dung
thang do Likert cho diém tir 1 dén 5 dé do ludng céc bién quan sat.

3. KET QUA NGHIEN CUU VA THAO LUAN
3.1. Thong ké mé ta ddi twong khao sat

Tir 300 phiéu khao sat phat di, tic gia sang loc va kiém tra tinh hop 18 cling nhu phu hop
v6i tiéu chuan, pham vi nghién ctru thi s6 luong phiéu khao sat con lai duge dua vao xu Iy
13 244 phiéu. Dit liéu dugc ma héa, lam sach va phén tich thong qua phan mém SPSS.

Phan loai 244 phiéu theo gi6i tinh, d6 tudi, nghé nghiép, thu nhap trung binh. Théng tin
théng ké thu thap dugc nhu sau:

Bang 1. Thong tin chung ciia cac ddi twong dwoe didu tra

Chi tiéu | Sdnguoi | (%) Chi tiéu | Sbnguoi | Ty trong
1. Gi6i tinh 3. Trinh d6
Nir 135 553 | THPT 19 7.8
Nam 109 44,7 Trung cép 29 11,9
Tinh trang mua BH Pai hoc 126 51,6
Chua 220 90,2 | Cao ding 57 23.4
ba tung 24 9,8 Sau dai hoc 13 53
2. Tudi 4. Thu nhap TB
20 - 30 tudi 35 14,3 | Dudi 9 triéu 12 4,9
31 - 40 tudi 109 44,7 | T 9 triéu - 15 triéu 108 443
41 -50 tudi 87 35,7 | Tur 15 dn 20 triéu 97 39,8
50 tudi tré 1én 13 5,3 Trén 20 triéu 27 11

(Nguon: Sé liéu diéu tra va phan tich trén phan mém SPSS)
Két qua bang 1 cho thay, nguoi dugc phong van 1a nir chiém nhiéu hon, diéu nay d& hiéu
bdi cong viéc mua sam cho gia dinh hang ngay phu nir dong vai trd chu dao (ké ca mua
bao hiém), vi day la tinh tip quan cua ngudi Viét Nam. V& lta tudi, do tudi 31 - 50 chiém
da s (80,4%), day 1a lta tudi thuong dua ra cac quyét dinh mua bao hiém cho gia dinh va
con cai cua ho. V& trinh do, dai hoc chiém hon mét nira, diéu nay cho théy nhitng nguoi
quyét dinh mua bao hiém thuong 1 nhimg ngudi c¢é trinh do cao va thu nhap 6n dinh voi
muc thu nhap phé bién 12 9 - 15 triéu. V& tinh trang mua bao hiém, c6 dén 90,2% nguoi
duoc hoi chua timg mua bao hiém, diéu nay cho thiy thi trudng bao hiém dang con rat 1on.
3.2. Kiém dinh do tin cdy cia cac thang do bﬁng Cronbach’s Alpha
Két qua phan tich d tin ciy ctia thang do cc nhéan t6 anh huong dén sy hai long cia
khach hang cho thay, bién Quyén lgi 3 (QL3) c6 bi loai, do néu xoa bién nay thi Cronbach
Alpha tong s& 16n hon (894 > 888); két qua chay lan 2 cho thay tat ca cac bién con lai trong
thang do déu phu hop va dugc sir dung tiép dé dua vao phén tich nhan t6 kham pha (EFA)
nham kiém dinh thang do.
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Bang 2. Téng hop hé s6 Cronbach’s Alpha ciia cic bién quan sat

Factors Number of variables Cronbach’s Alpha
QL (Quyén loi nguoi tiéu dung) 5 0.894
DV (Dich vy nguoi ti€u dung) 4 0.867
TH (Thuong hié¢u) 5 0.867
NV (Nhan vién) 5 0.891
RC (Rao can) 6 0.918
QD (Quyét dinh) 5 0.772

(Nguon: Xir by} SPSS cua tdc gid)

Két qua kiém tra ma tran xoay thtr 2 véi 23 bién riéng biét (sau khi loai bo ca RC1 va

RC4 cua dot xoay ma tran l1an 1) van chia thanh 5 nhém dbi twong nhu cii, khong c6 bat ky

nhan t6 méi nao sinh thém, mdi bién lai c¢6 chi sd Factor loading thip duéi 0.5 vi vy cac
nhan t6 1a phu hop.

3.3. Kiém dinh md hinh cdc nhan t6 anh hwéng dén quyét dinh mua bao hiém
nhén thg cia nguwoi tiéu dung trén dia ban tinh Thanh Héa

Tir md hinh 1y thuyét nghién ctru cac nhan t6 anh huong quyét dinh mua bao hiém cua
ngudi tidu ding, cac nhéan té ndy bao gdm 5 nhém: (1) Quyén loi nguoi tiéu ding; (2) Dich vy;
(3) Nhan vién tu van; (4) Thuong hiéu doanh nghi¢p; (5) Rao can khi mua bao hiém. Dé udc
luong cac tham sb trén 1y thuyét cho mdi nhan t6 anh huong ddi véi viéc mua bao hiém, co thé
tinh toan 1 tap hop nhitng phép do cua timg yéu t6. Phuong trinh ndy ap dung cho xac suét
thap nhét so voi mé hinh ENTER, c¢6 tinh chat co ban 1a kham pha. Cac tham s6 khac sir dung
dé kiém chung gia thiét nay 1a: hiéu ing da cong bién (VIF < 3); md hinh White voi muc
¥ nghia p > 0.05 (d6 tin ciy 95%) nham chic chan khong ¢ hién twong da hop tuyén va
hién twong phuong sai bién d6i khong xuat hién.

3.3.1. Kiém dinh mirc dé phu hop cua mé hinh
Bing 3. Model Summary®

Model| R R | Adjusted| Std. Change Statistics
Square | R Square | Error |R Square F |dfl |df2| Sig. F |Durbin-
of the | Change |Change Change | Watson
Estimate
1 |.880%| .774 769 | .32493 774 1163.240] 5 |238| .000 | 1.745

a. Predictors: (Constant), RC, QL, TH, NV, DV
b. Dependent Variable: QD

(Nguon: Két qua tir xir Iy s6 lidu diéu tra cua tic gia)

Gia dinh rang, su doc 1ap ctia phan thira ciing khong c6 thay ddi, biéu hién thong qua

chi s6 Durbin-Watson 1a 1.745 & cac khoang tir 1 dén 3. Theo Hoang Trong va Chu Nguyén

Mong Ngoc (2008), néu 1 < d < 3 thi két luan khong c6 su chénh 1éch phan thira, néu 0 <d < 1

thi két luan mo hinh cé ty twong quan duong, néu 3 < d < 4 thi két luan mo hinh tu tuong
quan am [8]. Vi vay, ta c6 thé khéng dinh su tdn tai cua phén thira da duoc dam bao.
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Muec do thich hop cua mo hinh

Viéc danh gia gia tri R? nhu trén dé thiy rang, 1y thuyét hdi quy tuyén tinh da chimg minh
1a ding v&i 77,4%, nhitng thay d6i cta bién phu thudc ¢ thé xac dinh boi 5 bién doc lap
trong mé hinh. Tuy nhién, dé c6 thé bién mo hinh trén trd thanh mo hinh cua téng thé thi
can thiét phai thuc hién kiém dinh F bang cac phuong sai.

Theo s liéu ctia biéu dd 4, phéan tich phuong sai (ANOVA) cho ra Sig. = 0,000 < 0,05.
Nhu vay, mé hinh nhirng yéu té anh huéng 1én viéc mua bao hiém cua ngudi sir dung
twong dwong vai sb liéu thuc tién khao sat. Hay theo mot cach twong tu, cic bién nay co
lién quan tuyén tinh v&i nhitng bién phu thudc véi mirc do tin tudng 95%.

Bang 4. Phwong sai ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 86.173 5 17.235 163.240| .000
1 Residual 25.128 238 .106

Total 111.300 243

a. Dependent Variable: QD
b. Predictors: (Constant), RC, QL, TH, NV, DV

(Nguon: Két qua tir xit Iy s6 liéu diéu tra cia tac gid)

3.3.2. Két qua phan tich héi quy
Bang 5. Két qua ctia md hinh hdi quy

Model Unstandardized | Standardized t Sig. Collinearity
Coefficients Coefficients Statistics
B |Std. Error Beta Tolerance | VIF
(Constant) | .409| .208 1.966| .050
QL 330 .045 343 7.285| .000 428 | 2.336
1 DV 134 .055 119 2.448| .015 403 | 2.479
NV 299 .059 245 5.078| .000 407 | 2.459
TH 214 .053 185 4.015| .000 449 | 2.226
RC -116] .026 -.168 -4.486| .000 675 | 2.481
a. Dependent Variable: QD

(Nguon: Két qua tir xir Iy s6 liéu diéu tra cua tic gid)

Két qua kiém dinh cac gia dinh cia mé hinh hoi quy rut ra tir phuong phéap Enter ciing

cho thay cac gia dinh khong bi vi pham va khong c6 hién tuong da cong tuyén vi VIF nho hon 3.

Két qua tu bang 5 cho théy, chi ¢6 5 bién doc lap (bao gém: Quyén loi, dich vu,

nhan vién, thuong hiéu va rao can), mé hinh c6 y nghia thong ké vi gia tri Sig. < 0,05 (& muc

do tin cay dat 95%), dong thoi cac hé s6 hdi quy nay déu > 0, c6 nghia chiing déu tic dong

dwong trir bién rao can 1a tic dong nguoc chiéu dén quyét dinh mua bao hiém do c6 hé sé am.
Phirong trinh hoi quy c6 dang

OD = 409 + 0,3300L + 0,134DV + 0,299NV + 0,214TH + (-116)RC
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Tir phuong trinh hdi quy ¢6 thé rit ra két luan tir mau nghién ciru cho quyét dinh mua
bao hiém nhan tho (QD) phu thudc vao 5 yéu t6 (1) Quyén loi cia nguoi mua (QL); (2) Dich
vu ngudi tiéu dung (DV); (3) Hinh anh thuong hiéu (TH); (4) Nhan vién tu van bao hiém
(NV); (5) Rao can khi mua bao hiém (RC). Céc bién quan st ciing duge do ludng bang thang
do Likert 5 mirc 6 nén tir phuong trinh hdi qui ta c6 thé rut ra két luan vé muc tac dong ctia
timg yéu t6 dbi voi quyét dinh mua bao hiém nhan tho (QD).

3.3.3. Mot 56 gidi phdp gia tang quyét dinh mua bdo hiém nhan tho cia nguoi tiéu dimg
trén dia ban thanh pho Thanh Hoa

Gidi phdp lién quan dén gia ting quyén loi cho nguoi dan/béao vé diege quyén loi ciia ho
mot cdach hiéu qua

Cén tuyén truyén vé nhitng cam két ciia bao hiém nhan tho nham giam bét ndi lo s
clia nguoi tiéu dung c6 kha nang bi lra dao tién phi. Doanh nghiép nén giéi thiéu véi ngudi
tiéu dung mot quyén lgi bao hiém cao nhét, dic biét 1a quyén loi sinh mang (d& phong rui ro
tai chinh muc cao nhat). Ddi véi quyén loi nay, tu van vién vo cing quan trong, doi hoi
trinh do chuyen modn bao hiém tét, 1iy vi du dién hinh xung quanh nguoi tiéu dung/co trén
bao chi thuc té, str dung ngon tir nhe nhang, khéo 1éo trong glao tiép.

Doanh nghiép can di siu vao vin dé truyén thong dé nguoi tiéu dung thiy ro diém
dic biét vé quyén lgi ctia bao hiém nhﬁn tho la hinh thure tur nguyén clia bén mua, c6 khé nang
tich luy va phong vé truoc céc bién cb cuia doi sdng nhu thé nao cho cha dong. Tu van vién
nén lay minh ching Ve thu tuc cua mot vai nguoi tiéu dung, bao goém ca ngudi tiéu dung cd
quen biét véi nguoi can duge tu van, thi mirc d6 thuyét phyc sé cao hon.

Tai c4c trang thong tin ctia doanh nghiép bao hiém, cac diém can gy cha ¥ nhit toi
ngudi tiéu dung nén dua ra quyén loi ciia ho, luu tim nhét téi 2 quyén loi: rii ro va hd trg
nam vién. Doanh nghiép bao hiém c6 thé nghién ctru k¥ trong cac quyén lgi b sung, diéu
khoan thuong dugc ngudi tiéu dung ua thich (quyén loi kém theo cho con kham chita bénh,
hd tro nam vién.. .), doanh nghi¢p bao hiém nén mé rong, gidi thi€u rong rai, khai thac triét dé
dbi v6i nguoi tiéu dung tir nhitng diéu khoan nay béi mirc loi nhuin ma n6é mang lai.
Doanh nghiép bao hiém c6 thé bd sung mo& rong thém mat $6 loai bénh dugc bao hiém chi tra
(rai ro rat thip). Doanh nghiép bao hiém nén lién két thém nhiéu co sé y té co dich vu tét
trén toan qudc. Doanh nghiép bao hiém can dua ra dugc con s6 cu thé vé 13i suat cho nhom
ngudi tiéu dung yéu thich loi nhuén, yéu thich nhiéu quyén loi, diéu nay s& khoi goi 1én tam 1y
thich lgi nhudn ctia ngudi tiéu dung. Viée chua hiéu day du vé san phdm s& anh hudng dén
thai dg, vi vay doanh nghiép bao hiém can 1am cho céc san phém cua minh tr¢ nén don gian
va dé hiéu hon.

Cac giai phap lién quan dén nang cao hiéu qua cua nhan vién tuw van bao hiem

Doanh nghiép can ddo tao nhan vién tur vin bao hiém nhén tho vé tam 1y va nhu cau
clia ngudi tiéu ding. Ban than tu van vién can phai ning cao hinh anh chuyén nghiép ciia
minh qua cac chuong trinh ddo tao va tuyén dung. Tuyén dung va dio tao nhiing tu vn vién
bao hiém c6 thé vuot qua dugc chinh ban than minh va than trong trong 161 néi, hanh dong.

Bén canh d6, doanh nghiép bao hiém can thuong xuyén kiém tra, kiém soat tu van
vién bao hiém, va chic chin rang nhan vién cia doanh nghiép bao hiém hiéu rd vé san pham
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minh dang tu vn. Doanh nghiép bao hiém nén tim cach cho nhan vién bao hiém luén cung
cAp giai phap t6t nhat cho ngudi tiéu dung. Béi vi, mic di mang ban chat 1a mot hop dong
tai chinh nhung bao hiém ciing 1a mét linh vuc véi cac ddc diém va tinh chat riéng.

Ban than nhan vién ban hang can phai luon khién ngudi tiéu ding 4n tugng va nhé dén
minh. Viéc dé lai mot 4n tugng sau dam va tdt dep vé ban than sé giup ich rat nhiéu trong
viée thuyét phuc ngudi tiéu dung sau nay.

Doanh nghi€p bao hiém nén t6 chirc nhidu hon cac khoa hoc va lién két cac khoa hoc
ning cao ning luc cho nhan vién bao hiém. Nhan vién bao hiém can chu trong trau doi
dao dic nghé nghiép, kién thirc chuyén sau, ciing nhu tudn thu nghiém ngit cac quy dinh
ma mot nhan vién tu van bao hiém can phai ghi nho.

Cdc gidi phdp lién quan dén thwong hiéu ciia doanh nghiép bdo hiém

Doanh nghiép can luu y ring tat ca cac su kién ctia doanh nghiép bao hiém can thuc hién
c6 hé théng, bai ban, chi tiét, ty mi, dAu tu va c6 ban sic. Viéc lua chon phuong thuc
truyén thong va huéng dan thong tin dung toi ngudi tiéu dung can day manh.

Doanh nghiép bao hiém nén thudng xuyén té chirc cac hoi nghi nguoi tiéu ding, co
tang qua cho ngudi tidu ding, ting thé trong chuong trinh xuc tién ban hang. .. Doanh nghiép
bao hiém can diy manh cac hoat dong ma nhd chinh cac ngudi tiéu dung c6 phan hoi tot dep
cho minh, vi du: quyén gép tir thién muia 1&i mién Trung, 40 4m viing cao, tét no am. .. Nhan vién
tu van 1a dai dién cho doanh nghiép bao hiém gip g& nguoi tiéu ding va tiép xtc véi ho.

Cdc gidi phdp lién quan dén ndng cao dich vu khdch hang

Trong giai doan khach hang dang tim hiéu san pham, nhan vién tu van tiép cén
khach hang, khach hang c6 thé nhan duoc cac dich vu bao hiém mot cach mién phi. DPai di¢n
doanh nghiép bao hiém 1a cac tu van vién bao hiém co thé c6 nhiéu giai phap dé co thé
gidi thidu san phdm ctia minh nhu: moi khach hang tham gia hoi nghi khach hang, moi
tham gia cac khoa hoc mién phi do doanh nghiép bao hiém két ni téi khach hang, khach hang
¢6 thé duge tu van chia sé khong chi van dé vé bao hiém, c6 thé khach hang s& tim hiéu
thém vé tai chinh, kinh t& vi mé vi mé, cach lam giau...

Doanh nghiép bao hiém cén c6 chinh sach khién ngudi tiéu ding cam thay thwong hiéu
ctia minh xtmg dang dé khach hang gui tron niém tin, thé hién ¢ diém: Hop dong soan thao
chinh x4c, 16 rang, d& hiéu va khach hang phai that sy hiéu tat ca cac diéu khoan, khong con
diém nao chua 3.

Sau khi hop ddng duogc ky két, nhimg dich vu sau d6 c6 thé goi 1a sau ban hang. Nguoi
tiéu dung co thé van con thic méc va tu van vién s& phai 1a nguoi chiu trach nhi¢m vé viéc
giai dap nhiing thic méc nay, luu y giéi thiéu lai cho khach hang nhu 1a trudc khi mua véi
thai do ton trong va cau tién, am hiéu tuong tan san phém.

Cac giai phap lién quan dén giam rao can khi nguoi tiéu dung mua bao hiém
Doanh nghi¢p bao hiém can gia tdng ni€m tin cia nguoi tiéu dung vao bao hiem
nhan tho va tinh uvu viét bao hi€ém nhan tho bang cach: Truyén thong vé sy bao dam cua

114



TAP CHi KHOA HQC TRUONG PAI HQC HONG PUC - SO 70.2024

béo hiém nhan tho, su khac biét, tinh wu viét cia mua bao hiém nhén tho so véi cac hinh thirc
tich lily khac, dic biét 1a v6i hinh thic gui tién tiét kiém ¢ ngan hang.

Lam sang t6é hon tinh wu viét ciia bao hiém nhén tho d6i vai nhitng ché dd bao hiém
x4 hoi hodc an sinh x3 hoi hién hanh ma nha nudc cung Gng. Tu van, tuyén truyén dé nguoi
tiéu dung hiéu réng: bao hiém nhan tho 14 san phém tu nguyén cda ca nhan thanh vién cé
kha nang chia sé va giai quyét duoc cac quyén lgi ciia minh mot cach doc lap.

Gia ting hiéu biét ciia nguoi tiéu ding vé moi quan hé giita bdo hiém nhan tho va cdc
cong ty tai chinh

Doanh nghiép bao hiém c6 thé dimg ra t6 chic cac hoi nghi khach hang hodc lién két
v6i cac khoa hoc tai chinh mién phi nham gia ting su hiéu biét cia ngudi tiéu ding vé mdi
quan h¢ thyc chat giira bao hiém nhan tho va cong ty tai chinh.

Lam rd cho ngudi tiéu dung biét vé cac dai 1y bao hiém c6 thé sé& 1a dai 1y/ chinh céc
cong ty tai chinh, va viéc giai quyét sau ban hang chinh 14 cong ty bao hiém chir khong phai
céc trung gian di cung cap san phim cho ngudi tiéu dung.

Mot s6 gidi phép khdc nham gia tang quyét dinh mua san pham bdao hiém nhan tho

Nang cao hiéu qua dau tu cta nhitng don vi nay: phat trién qui mé, ting doanh thu,
mo rong pham vi hoat dong can gin lién voi nang cao chat lwong hang hoa, dich vu boi thuong
va dam bao dao dic ngudi bao hiém.

Hoan thién quy dinh vé kiém so4t ning lyc thanh toan ctia doanh nghiép bao hiém:
d6i v6i nhitng co quan quan 1y nha nudc can co6 mot sd bién phap nhim ning cao hiéu qua
giam sat tai chinh ddi voi doanh nghiép ciing nhu phd bién cac thong tin nay dén véi
ngudi dan, gitp ho ¢ thé cam nhan an tam trong viéc bao dam chi tra ctia minh qua do
kich thich nhu cAu mua bao hiém nhan tho trén thuc té.

Néng cao sy minh bach hoa thong tin: cic doanh nghiép bao hiém nhan tho céng bd
thong tin chi tiét, dy du va kip thoi mot cach nhanh chong dé 1am cho ngudi mua bao hiém
va cac bén c6 lién quan ndm diang hon cAu trac td chire, hoat dong kinh doanh, hi€u qua hoat
dong va kha nang tai chinh ctia doanh nghiép, gop phan thuc diy canh tranh cua thi truong,
mat khac gitip moi don vi, ca nhan c6 trach nhiém hiéu 15 thuc trang doanh nghi¢p minh,
bao gdm nhitng nhém nguy co anh hudng 1én loi ich ctia ho va phuong thirc quan tri rii ro.

4, KET LUAN

Béo hiém nhén tho dang thyc sy 12 giai phap t6t gitip ngudi dan dé phong rui ro bét tric
trong cudc song. Tuy nhién, khong nhiéu ngudi dan hién nay nhan thirc duoc vai tro cua
bao hiém nhéan tho bodi con nhiéu 1y do khac nhau. Nghién ctru niy da chi ra duge cac nhan td
anh huong dén quyét dinh mua bao hiém nhan tho ciia n23gudi tiéu ding trén dia ban tinh
Thanh Hoa, cu thé 12 quyén lgi ma nguoi tidu dung cam nhan duoc khi mua bao hiém,
nhan vién tu van, thuong hi¢u ctia doanh nghiép, dich vu va rao can khi mua bao hiém, trong do
rao can anh hudng tiéu cuc dén quyét dinh mua cia ngudi tiéu dung. Can cir vao thuc trang
mirc d6 anh hudng cua timg nhén t, nghién ctru dé xut cac giai phap nham thuc day hanh
vi mua bao hiém cua nguoi tiéu ding trén dia ban tinh Thanh Ho4 trong thoi gian toi.
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RESEARCH OF FACTORS AFFECTING CUSTOMERS’ DECISION
IN BUYING PERSONAL INSURANCE IN THANH HOA PROVINCE

Bui Thi Ninh
ABSTRACT

The study aims to determine the factors affecting people’s decision to buy life
insurance in Thanh Hoa province. Both qualitative and quantitative research methods are
applied. The analysis results of 244 survey samples collected directly from customers show
that there are 5 factors affecting customers’ purchasing decisions, arranged in descending
order: 1) Customer benefits 2) Consultants 3) Brand 4) Services, and 5) Barriers; in which
barriers when buying insurance have a negative influence on the purchase decision of
customers. The study has proposed a number of solutions to improve customers’ decision
in buying insurance in Thanh Hoa province according to each group of influencing
factors above.

Keywords: Life insurance, buying decision, customer.

* Ngay nop bai: 15/12/2022; Ngay gui phan bién: 3/1/2023; Ngay duyét dang: 13/6/2024

117



