Danh gia sy hai long

ctia khach hang déi véi chat lugng
dich vu bao hiém phi nhan tho

tai Cong ty PVI Quang Binh

NGUYEN XUAN LONG"
NGUYEN THI THANH HUYEN"

Tom tat

Ddnh gid su hai long ciia khdch hang doi vdi dich vu bdo hiém phi nhan tho ludn rdt can thiét
Véi cdc cong ty bdo hiém dé ning cao chét liong dich, ddm bdo sy tén tai va phdt trién trong
boi canh canh tranh ngay cang trd nén gay gdt hon. Thong qua khdo sdt 145 khdch hang dang
sit dung dich vy bdo hiém phi nhan tho ciia Céng ty PVI Qudng Binh, nhom tdc gid da xdc dinh
dvwoc 5 nhan 16 ¢6 tdc dpng theo thit tu gidm din dén Su hai long ciia khdch hang la: Phuong
tién hitu hinh; Sw déng cdm; Khd ndng ddp ing; Su tin cdy; Nang litc phuc vy, dong thoi dua ra
ham ¥ qudn tri cho Cong ty PVI Qudng Binh dé ndng cao chit luong dich vy trong thoi gian t6i.

Tir khéa: chdt lwgng dich vu, bdo hiém phi nhéin tho, bdo hiém PVI, Qudng Binh

Summary

Assessing customer satisfaction for non-life insurance services is always essential for insurance
companies to improve service quality, ensure survival and development in the context of
increasingly high competition pressure. Through a survey of 145 customers using PVI Quang
Binh’s non-life insurance services, the authors identify 5 factors that have an impact on
customer satisfaction in a descending order as follows: Tangibles; Empathy; Responsiveness;
Reliability; Assurance, and at the same time propose management implications for PVI Quang

Binh Company to improve service quality in the coming time.

Keywords: service quality, non-life insurance, PVI insurance, Quang Binh

G101 THIEU

B3o hiém phi nhin tho 1a loai hinh
bdo hi€ém ma & d6, ¢4 nhdn mua bdo
hi€ém duge cam két chi trd, boi thudng
béi cong ty bao hi€m khi c6 nhiing ton
that v& vat chit hay con ngudi. O Viet
Nam, bdo hi€m phi nhin tho ngay cang
dugc d6n nhén rong 1di, doanh thu phi
bio hi€m phi nhin tho ting nhanh qua
c4c nam. Theo s6 liéu do Hiép hoi Bdo
hi€m Viét Nam coéng b3, nim 2022
doanh thu phi bdo hiém dat 245.877 ty
dong, ting 15% so véi nim 2021, trong
d6, doanh thu phi bdo hiém linh vyc bdo
hiém phi nhan tho dat 67.608 tj déng
(ting 16,8% so vdéi nim 2021). Sy gia
ting doanh thu phi bio hiém phi nhan
tho cho thiy, nhiéu ngudi lya chon dit

niém tin vio bdo hiém phi nhan tho dé gidm bét ginh
ning tai chinh truéc cdc rdi ro bat thudng x4y ra. Tuy
nhién, sy ting trudng clia bdo hiém phl nhdn tho thoi
gian qua chua phdn 4nh dugc thyc t€ nhu ciu cla xa
hoi, dong thdi ciing cho thay, miic d§ canh tranh giita
cic doanh nghiép bao hiém ciing vi th€ ma gia tang
Do d6, nghién citu vé su hai 1dong clia khdch hang dé
thay ddi dich vu hdp 1y hon s& gitp khéa 1ap khodng
trong trong viéc gan két khach hang véi dich vu cla
cdc cong ty bio hiém & Viét Nam néi chung va Céng
ty PVI Quang Binh néi riéng.

CO SO LY THUYET VA PHUONG PHAP
NGHIEN CU

Cd sé Iy thuyét

Chit lugng dich vu 1a sy ddnh gid tdp trung phdn
4nh nhan thifc cia khidch hang vé cdc khia canh cia
dich vy hay sy phu hgp gitta ky vong ddp ng cla dich
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HINH: MO HINH NGHIEN C{U PE XUAT

Tinhtin ciy

Khi ning dipimg

Néng e phucvu

Su dong cam

Phuong tén haru hinh

Ngudn: Bé xuat clia nhém tac gia

BANG 1: KIEM PINH KMO VA BARTLETT BIEN POC LAP

Tri 6 KMO (Kaiser Meyer-Olkin of Sampling Adequacy) 0,824
Chi binh phuong x4p xi 2112,090

Pai lugng thong ké
Bartlett’s Test Df 300
Sig. 0,000

Nguén: Tinh toadn ctia nhém tac gia

vu v thyc t€ qud trinh cung cip dich vy mang lai cho
khdch hang (Parasuraman va cong su, 1985). M3 rong
khdi niém hon, Dotchin va Oakland (1994) cho riing,
chat lugng dich vu 12 kha ning dich vu d6 d4p tng nhu
ciu hoiic ky vong ciia khich hang.

Sy hai long cia khdch hang 1a mét dang cdm gidc
théa min sau khi nhitng k¥ vong, yéu cau cda khich
hang di dugc ddp (ng, chiing dugc hinh thanh thong
qua qué trinh trdi nghiém va tich liiy khi mua sim hoiic
st dung cdc sin phdm, dich vu do doanh nghiép cung
cp. Hién nay, c6 kh4 nhiéu nghién cttu c¢6 nhitng quan
niém khdc nhau vé “sy hai long clia khdch hang”.
Theo Hansemark va Albinsson (2004), sy hai long cua
khdch hing 1a mot thai do téng thé ciia khach hing
ddi v6i mot nha cung cip dich vu hoidc mét cdm xic
phan ng véi su khdc biét gitra nhitng gi khdch hang
dy doén trude va nhitng gi ho ti€p nhan d6i véi sy ddp
tng mdt s& nhu ciu, myc tiéu hay mong muén. Trong
khi, Zeithaml va cdng sy (2006) cho ring, sy hai 10ng
cda khéch hang 13 sy ddnh gid cda khdch hang vé mot
sén phdm hay mét dich vu da d4p dng dugc nhu cdu va
mong ddi cua ho.

Nhu viy, ¢6 thé thdy, chit lvgng dich vu va sy hai
10ng tuy 14 hai khdi ni€m khic nhau nhung c¢6 lién hé
chit ché v@i nhau (Parasuraman va cong su, 1988). Bdi,
khéch hang 1a tai san vo gid va viéc lam hai long khich
hang chinh 14 muc tiéu hanh ddu cia mdi doanh nghiép.
Khi ma nén kinh t€ thi trudng phdt tri€n, mic d6 canh
tranh giita cdc doanh nghiép ngay cang trd nén gay
git, nén mudn ton tai, thi ngoai chat lugng sin phim
t6t doanh nghiép con phai c6 mot dich vu cham séc
chuyén nghiép & trudc, trong va sau khi bdn. Mot khi
doanh nghiép chon dugc nhimg d6i tugng khich hang
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phu hgp va tao dugc sy hai long cho ho
cling chinh 13 lic doanh nghi¢p xay dung
dugc nguodn khach hang trung thanh nhat.
Cédc nghién citu truée diy di cho thdy, sy
hai long ctia khdch hang dugc xem nhu
la k&t qud, cdon chit lugng dich vu duge
xem nhu nguyén nhin; sy hai 16ng ¢6 tinh
chit dy bdo, mong ddi, chit lugng dich vu
12 mdt chuidn Iy twdng. Vi viy, tuy giifa
chat lugng dich vu va sy hai 1dng c6 moi
lién hé véi nhau, nhung cin ¢é cdc nghién
ctiu tip trung vao viéc kiém dinh mic do
gidi thich clia cdc thanh phan chat lugng
dich vu ddi v6i s hai Iong, dic biét doi
véi timg nganh dich vu cu thé (Lassar va
cong sy, 2000).

M&é hinh nghién cifu dé xuat

Nghién cifu vé su hai long cla khach
hang, nhém nghién citu si dung mé
hinh SERVPERF dé xuit bdi Cronin
va Taylor (1992) tif diéu chinh mé hinh
SERVQUAL (Parasuraman va cdng sv,
1988), d€ ddnh gid sy hai long cia khich
hing d6i véi chit lugng dich vu bdo hiém
phi nhin tho tai Cong ty PVI Qudng Binh.
K& thira két qua cia cdc nghién ciu di
trudc va diéu chinh thang do “Su ddm
bdo” trong md hinh géc (SERVQUAL
va SERVPERF) thinh thang do “Néng
lyc phuc vu” véi cdc bién thé hién nang
lyc, trinh d6 chuyén mén ciia nhin vién
khi cung cap dich vu, cling nhu k¥ ning
gidi quy€t cong viéc, thdi d6 phuc vu, su
ton trong khdch hang va ¥ thic nhiém
vu, nhém nghién citu d& xudt md hinh
nghién ciu nhr Hinh. Gid thuyét duge
dua ra 1 tit H1d&n HS5 déu c6 4nh hudng
tich cyc d€n Sy hai long ctia khdch hang.

Phuong phap nghién citu

Nghién citu di st dung két hgp cac
phudng phdp nghién citu khdc nhau;
trong d6, nghién ciu dinh lugng théng
qua thu thip dif liéu sd cdp tir phdng van
truc ti€p 145 khdch hiang tham gia bdo
hiém phi nhan tho tai Céng ty PVI Quing
Binh. Phéng van dudc thuc hién tif ngly
15/01/2023 dén ngay 25/02/2023. Nhém
tic gid s& dung chudng trinh phén tich
thong ké SPSS 20.0 &€ xit 1y dif licu.

KET QUA NGHIEN CUU

Kiém dinh d9 tin c4y ciia thang do

K&t qua ki€m dinh Cronbach’s Alpha
ctia 6 thang do (5 bién doc 1ap va 1 bién
phu thudc) st dung trong nghién citu déu
> 0,7 va hé s8 tuong quan bién téng >
0,3. Véi k&t qua nay, khong c6 bién quan
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sat ndo bj loai. Nhu viy, thang do cic
nhan t& déu dat dd tin cdy yéu cau dé si
dung cho nhitng phén tich ti€p theo.

Phin tich nhén té6 kham pha (EFA)

K&t qud phan tich EFA bi&n doc lap
cho thdy, gis tri KMO = 0,824 > 0,5 1a
phdl hdp v6i mé hinh (Bing 1). Mitc §
nghia Sig. ciia ki€m dinh Bartlett < 0,05,
nén cdc bi€n quan st dugc dua vao mé
hinh nghién cifu ¢6 tudng quan v§i nhau
va phi hgp véi phin tich EFA.

Phan tich EFA ciia 25 bi€n quan sat
trong 5 bién doc lap dudc rit trich lai con
5 nhén t6, dugc dit tén twong dng 1a: (1)
Ning lyc phuc vu - NLPV; (2) Khd ning
dép ung - DU; (3) Sy ddng cidm - DC;
(4) Tinh tin cdy - TC; (5) Phuong tién
hitu hinh - HH cho thdy: 25 bi€n quan sét
déu c6 hé s6 tdi nhan td (Factor Loading)
> 0.5, nén cic bién quan sat déu quan
trong trong c4c yéu td nghién cttu va déu
c6 ¥ nghia th&ng ké tot; Téng phuong sai
trich ciia cdc bi€n ddc lap 1a 64,353% >
50%, do d6 phén tich nhan t6 la phi hgp
(Bang 2).

K&t qud phan tich EFA bién phu
thudc cho thdy, chi s6 KMO = 0,697 >
0,5. ki€m dinh Bartlett cho gia tri Sig. =
0,00 < 0,05, do d6, dap ting cdc diéu kién
dé ti€n hanh phan tich nhin t8. 4 bién
quan sdt dugc trich tai gid tri Eigenvalue
= 2,508 > 1 va téng phuong sai trich =
62,692% > 50%, gidi thich dugc 62,692%
bi€n thién cda dit liéu (Bing 3).

Nhu vdy, mo hinh nghién citu sau khi
phan tich EFA khong c6 gi thay déi so
v&i ban diu, khong cé bi€n quan sét nio
bi loai ra khéi md hinh trong quéd trinh
kiém dinh dd tin cdy thang do va phin
tich EFA.

Phan tich hoi quy twong quan

Kiém tra hé s tuong quan cho thay,
bién phu thudc SHL ¢6 tudng quan tuyén
tinh manh véi 5/5 bién déc 14p (TC, DU,
NLPV, DC, HH) ¢6 c4c hé s6 twdng quan
déu > 0,5 va céc gid tri Sig. = 0,000 <
0,05 (Bang 4).

Tir k€t qud clia phin tich EFA, m6
hinh hdi quy dugc xdy dung gdm: bién
phu thudc Sy hai 1ong cia khdch hang
- SHL va 5 bi€n doc lap v6i cdc hé s6
Beta tudng u’ng lan lugt 1a B, B, B B
B,. Theo d6, md hinh hdi quy dugc viét
dudi dang

SHL = B, + B*TC + B*DU +
B, *NLPV+/5’ “DC +/3 *HH + e (1)

Trong dé: |3 va e lin lugt I hiing s&
v sai 6 ciia mé hinh hdi quy.
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BANG 2: RAT TRiCH NHAN TO BIEN BOC LAP

Bi& 3 Nhém nhin to
ién quan sat 1 2 3 4 3
NLPV4 0,844
NLPV2 0,748
NLPV5 0,748
NLPV1 0,699
NLPV3 0,607
DUS5 0,904
DU3 0,888
DU2 0,745
DU4 0,716
DUI 0.644
DC2 0,809
DC5 0,706
DC3 0,694
DC4 0,662
DCI 0,606
TC5 0,874
TCl1 0,809
TC3 0,700
TC4 0,564
TC2 0,553
HH?2 0,756
HH4 0,713
HH1 0,608
HH3 0,582
HHS 0,552
Hé s8 Eigenvalue 8,475 2,923| 1,865/ 1,558] 1,266
Phuong sai trich (%) 33,901 11,694 7.462| 6,231] 5,065
Phuong sai tich liy (%) 33,901| 45,595| 53,057 59,288| 64,353
BANG 3: TONG PHUGNG SAl TRICH
Thinh Eigent'alues ban dﬁu\ Tong 3;“::_],2 l}:li‘:,nﬁgg h¢ Sf}
phén {Toan thﬁn tram !) hé? Toan thﬁn tram Phél}
phén cua ]?hifo'ng tram tich phdn cua Phu’cmg tr?m tich
sai (%) Hiy (%) sai (%) lily (%)
1 2,508] 62,692 62,692 [2,508 62,692 62,692
2 |0,768 19,212 81,903
3 0462 11,542 93.445
4 10,262 6,555 100,00

BANG 4: TUONG QUAN PEARSON GITA BIEN PHU THUOC
VA CAC BIEN bOC LAP

SHL | TC | DU INLPV| DC | HH
Tuwang quan Pearson| 1,000| 0,551} 0,522| 0,627| 0,662 0,705
Sig.(2-tailed) 0,000{ 0,000! 0,000{ 0,000 0,000
N 145 145 145 145 145 145

BANG 5: PANH GIA b PH{ HGP cOA MO HINH

Mb R R R? Saisé chudn | Durbin -

hinh hiéu chinh | duge udc Iwgng | Watson
1 10837° 0,700 0,689 0,283 1,603

Ngudn: Tinh toén cia nhom tac gia
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BANG 6: KET QUA PHAN TicH HOI Uy

Heé s6 chua chuéin héa |H@ s chudn héa .

B |Do lech chuin Beta T | Sie. | VIF

Hing sd | - 0.617 0.288 2.147| 0,034
TC 0.190 0.061 0.175] 3,112{ 0,002|1,472
DU 0,304 0.063 0,247| 4,797| 0.000{1.228
NLPV 0.133 0.057 0.150| 2.335| 0.021[1.902
DC 0.222 0.054 0,251] 4.090( 0,000{1,741
HH 0,326 0,069 0,304| 4,723| 0,000{1.917
Nguor, i guankyootac gic

Tién hanh kiém dinh mic d6 phi hdp cia mo6 hinh
cho thdy, cdc bi€n doc lap gidi thich duge rdt Bt sy
thay d6i ctia bién phu thudc vdi R hiéu chinh 14 0,689
(Bang 5); nghm 13 cdc bién doc lap glal thich duge
68.9% sy bién thién ciia bi€n phu thudc, con lai do tac
dong cla cdc yé€u t6 khdac ngoai mé hinh. Nhu vy, k&t
luan md hinh dua ra 13 phd hgp véi dit liéu thuc t€,

K&t qua phén tich hoi quy (Béng 6) cho tha'y céc
bién doc 1ap déu c6 Sig. < O 05, nén mé hinh cé y nghia
thong ké. Dua viio cdc hé s8 Beta chudn héa da xdc dinh
dudc c6 thé viét lai phuong trinh hdi quy (1) nhu sau:

SHL = - 0,617 + 0175*TC + 0,247*DU +
0,150*NLPV + 0,251*DC + 0,304*HH + e, (2)

Nhu vay, t4t cA cdc bién doc 1ap déu ¢6 tic dong
thuin chiéu dén bién phu thudc. Trong d6, nhin to
“Phuong tién hitu hinh” ¢6 hé s8 Beta 16n nhit (0,304),
nén tic dong 16n nhat d€n Sy hai long cla khdch hang
va nhin t§ c6 4nh hudng it nhit dé€n Sy hai long ciia
khdch hang 12 “Ning luc phuc vu”.

KET LUAN VA HAM Y QUAN TR{

K&t qua nghién citu cho thiy, khdch hang khd hai
1ong véi chit lugng dich vu bdo hi€m phi nhédn tho
tai Cong ty PVI Quang Binh. Sy hai 1dng clia khach
hang Cong ty PVI Quang Binh chiu sy tdc dong clia
5 nhan t8 dudc sip x€&p theo thit ty gidm dan vé mic
dd 14n lugt 1a: Phuong tién hitu hinh; Sy dong cédm;

TAI LIEU THAM KHAO

Khd ning ddp dng; Su tin cdy; Ning luc
phuc vu.

Duya trén cd sé két qua nghién citu,
nhém tc gid cho ring, d€ ning cao chit
luong dich vu dép Gng nhu ciu thy hudng
cia khdch hang, Cong ty PVI Qudng
Binh cin tip trung vao cdc nhém gidi
phép nhu sau:

Thi nhat, ti€p tuc duy tri va céi
thién nhén t& “Phuyong tién hitu hinh” dé
khich hang ngiy cing hai ldng hon vé
chat lugng dich vu ctia Cong ty.

Thit hai, cin da dang héa phuong
thic thanh toédn ph1 bio hiém vdi dng
dung cong nghé s6 d€ tao sy thudn tién
trong viéc thanh todn ctia khdch hang
Cong ty. Bong thdi, tang cudng sit dung
cac phan mém trong qudn 1y, diéu hanh
dé cac hoat dong cla Cong ty dugc thong
sudt gitp viéc cham séc¢ khdch hang duge
thuin tién hon nita.

Thit ba, dau tr cdc phuong tién gidi
tri &€ khéch hang c6 thé st dung trong
thdi gian chd dén lugt giao dich, nhiim
tao cam gidc thodi mdi cho khach hang
khi dén giao dich tai tru s& Cong ty.

Thit tw, Cong ty cAn phai xay dung va
phit tri€n ning lyc cia ddi ngil nhan vién
thanh thao vé nghi€p vu va thin thién,
nhiét tmh v6i khiach hanh. Cu thé: Cong
ty cin t8 chic thudng xuyén cdc budi
danh gid ning lyc nhin vién d€ c6 nhitng
bién phap chin chinh va hoan thién kip
thoi; d6i ngii cdn bd nhan vién clia Cong
ty cling cin dugc dao tao mdt cdch bai
bn va chuyén nghigp cé vé chuyén mén
nghlep vy va ky ndng, dac bigt 1a ddingd
to van vién - ngu'dl tlep xtc true tlep véi
khich hang nhiéu nhat.O
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