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Toém tit:

Bdo hiém vt chat xe co gidi la mot trong nhitng san pham bao hiém truyén thong trong hoat déng
kinh doanh bdo hiém. Tuy nhién, truéc sw gia tang va phdt trién nhanh chéng ciia phwong tién xe
co gidi thi y dinh sir dung va tiéu ding san phdam bao hiém vit chdt xe co giGi ctia cdc chii xe la
chira cao. Théng qua khao sdt 240 chii xe co giGi trén dia ban tinh Thanh Hoa, bang phan tich
EFA, CFA va cau triic SEM nghién citu cho thay chi ¢6 nhan t6 Hinh anh céng ty, Anh hwéng tie
ngueoi than, Danh tiéng cong ty va Nang lwc dap iing la ¢é anh hwéng tich cwc dén y dinh mua
bdo hiém vdt cht xe ciia chii xe; dong thoi y dinh mua bdo hiém cé quan hé thudn chiéu dwong
d6i véi hanh vi mua bao hiém vdt chit xe co gii ciia chii xe.

Tir khéa: Bao hiém vét chat xe co gidi, khach hang, y dinh mua, hanh vi mua

Factors affecting intention to buy motor vehicle insurance of owners in Bao Viet Insurance
Company

Abstract

Motor vehicle insurance is one of the traditional insurance products. Despite the rapid growth
and development of motorbike vehicles, the intention to purchase motor vehicle insurance is not
high. Through a survey of 240 motor vehicle owners in Thanh Hoa city and by utilizing EFA, CFA
and SEM, the research points out that company s image, subjective norms, company s reputation
and capacity have positive effects on owners’intention to purchase motorbike vehicle insurance.
Simultaneously, the intention to purchase motor vehicle insurance is positively related to the
buying behavior of the owners.

Keyword: motorbike vehicle insurance, consumer, buying intention, buying behavior.

1. Dit vin dé

Trong sy canh tranh ngdy cang gay git trén thi
truong bao hiém thi mdi doanh nghiép bao hiém
phai luén dat ra cho minh nhing chién luge kinh
doanh phtt hogp va chinh x4c nham nang cao hiéu
qua hoat dong kinh doanh. Céc san phdm bao hiém
phai luén nhan dugc su chi y, quan tdm cta khach
hang. Sy thu hut d6 s¢€ khoi goi 1én y dinh mua bao
hiém ctia khach hang. Va ¥ dinh mua sé& 1a mot trong
hai yéu t6 c¢6 anh huong mang quyét dinh dén hanh
vi mua cua nguoi tiéu dung (Vi Huy Thong, 2010).
Y dinh 1a yéu t6 dung dé danh gia kha nang thuc
hién hanh vi trong tuong lai (Blackwell & cong su,

2001); tao dong luc, thic déy mot ¢4 nhan san sang
thuc hién hanh vi mua (Ajzen, 1991). Do viy, dé
hiéu duoc hanh vi mua thi can phai nghién ctu y
dinh mua trudc (Ajzen & Fishbein, 1980). Hanh vi
mua cta nguoi tiéu dung s€ dugc du doan thong qua
viéc xac dinh y dinh mua cta chinh ho.

Nghiép vu bao hiém vat chit xe co gidi 1a mot
trong nhimg nghiép vu bao hiém quan trong cé
doanh thu phi chiém ty trong 16n trong tong doanh
thu phi cia mdi cong ty bao hiém. Trong diéu kién
mirc d6 canh tranh ngdy cang gia tang, thi phan cua
céc doanh nghiép bao hiém trén thi trudng bao hiém

86 242(I1) thdang 8/2017

102 Kinh téPhit trién




¢6 nhiéu bién d6i. Viéc mua hay khong mua bao
hiém c6 anh hudng rat 16n t6i viée bao toan va phat
trién thi phan ciing nhu tdc do tang truong nghiép vu
bao hiém vat chit xe co gidi. Trén co sé nghién ciru
dién hinh tai cong ty Bao Viét Thanh Hoa - mot cong
ty ¢6 uy tin, c6 bé day kinh nghiém lau nhét trong
hoat ddng kinh doanh bao hiém trén dia ban tinh;
nhim x4c dinh dugc cac nhan t6 anh huong dén y
dinh mua bao hiém vat chét xe co gidi cua cac chu
xe va mbi quan hé tic dong ctia y dinh mua téi hanh
vi mua ctia khich hang d6i véi nghiép vu bao hiém
nay. Dé tir d6, c6 nhing chinh sach va céc giai phap
thiét thuc lam tang y dinh mua ciia chu xe, dong thoi
hién thyc hoéa su san sang mua cua khach hang.

2. Co s Iy thuyét

Thuyét hanh dong hop 1y (Theory of Reasoned
Action - TRA) do Fishbein & Ajzen (1975) cho ring
y dinh thyc hién hanh vi nao do (BI - Behavioral
Intentions) chiu tac dong boi 2 yéu té (1) thdi d ciia
nguoi tiéu dung doi véi viéc thuce hién hanh vi va 2)
cde chudn chii quan ciia nguoi tiéu dimg. Trong md
hinh nay, y dinh thuc hién hanh vi ctia mdt nguoi sé
dan t6i viéc thuc hién hanh vi cta ngudi d6; hay y
dinh thyc hién hanh vi cang cao thi kha nang thuc
hién hanh vi d6 cang 16n.

Théi d6 hanh vi 1a y kién tan dong hay khong tan
ddng ctia mot ngudi d6i véi mot hanh vi cu thé nao
d6, con chuén muc chu quan la nhan thae cia mét
ngudi vé viéc hau hét nhitng ngudi quan trong ddi
vGi ca nhan ho cho riang nguoi nay nén hay khong
nén thyc hién hanh vi nao dé (Ajzen & Fishbein,
1980).

2.1. Hinh danh cong ty

Hinh anh cong ty lién quan dén céc yéu t6 nhu
kién tric bén ngoai va khong gian bén trong cong
ty. Kién tric bén ngoai 1a yéu t6 dau tién tao an
tugng véi khach hang (Yavas & cong su, 2006). Co
sO vat chat va trang thiét bi day du hién dai cing
v6i trang phuc dep va phong cach tét cia nhan vién
clia cong ty da tao dugc thién cam ddi véi khach
hang (Mokhlis & cdng su, 2011; Okpara & Onuoha,
2015). Hinh anh cong ty dugc dénh gia 1a yéu t6
quan trong anh huéng dén y dinh lwa chon cong ty
cua cac khach hang ca nhan (Laroche & cong su,
1986; Mokhlis & cong s, 2011). Dé xuét gia thuyét
nghién ctu:

H : Hinh anh cong ty co anh huwong tich cuc dén
vy dinh mua bao hiém vt chdt xe co gioi cua chu xe.

2.2. Anh hwéng tiv nguoi thin

Hanh vi cia ca nhan thuong bi anh hudng bdi cac
nhom nhé khac nhau, cé anh hudng truc tiép hoac
gian tiép dén thai do hay hanh vi ciia nguoi do (Lé
Thé Gidi, 2011). Nhitng nhém nho nhu ban be, dong
nghiép, ho hang thudng c6 anh hudéng manh mé dén
quan diém, hanh vi ctia khach hang thong qua hi¢u
ung cua truyén miéng (Anderson & cong su, 1976;
Omar, 2007; Blankson & cong su, 2009).

Tai Viét Nam, cac thanh vién trong gia dinh
khong chi b6 hep pham vi chi nhiing nguoi séng
chung trong mdt nha ma con mé rong ra ca quan hé
ho hang. Va cac thanh vién trong gia dinh cua nguoi
mua c6 thé tao nén mot anh hudng 16n 1én hanh vi
ctia ngudi mua d6 (Spiro, 1983). K& thira cac nghién

Hinh 1: Ly thuyét hanh déng hop 1y (TRA)

Niém tin vé tac dong
cua thuc hién hanh vi \l/

Thai do do1 voi hanh vi

Pénh gia tac dong AN

Niém tin mang tinh
chuén tic \l/

Chuén chu quan

Dong co tuan thu A

-

Y dinh hanh vi

]

Hanh vi

Nguon: Fishbein & Ajzen (1975), tham khao Bang & céng su (2000)
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clru trén, tac gia dé xut gia thuyét nghién ctru:

H, Anh huéng tir ngueoi than c6 anh huéng tich
cuc dén ¥y dinh mua bao hiém vat chdt xe co gioi cua
chu xe.

2.3. Danh tiéng cong ty

Danh tiéng dugc mé ta nhu mot yéu té mang tinh
x3 hoi, d6 14 tai san vo hinh c6 thé tac dong dén hiéu
qua va sy ton vong cuia mot cong ty (Hall, 1993;
Wang & cong sw, 2003). Danh tiéng cta nguoi
cung cép san pham, dich vu phu thudc vao cac ddnh
gia, cam nhén cua khach hang (Bennett & Gabriel,
2001). Xéac dinh danh tiéng chinh 1a gia tri thuong
hiéu hay gid tri do khach hang danh gia dya trén do
tin cdy va long trung thanh cua khach hang déi véi
cong ty (Aaker, 2012; Zeithaml & cdng su, 2001).
Trong su canh tranh, bén canh sy tuong déng vé chat
lugng, ky thuat, chung loai, miu ma... thi danh tiéng
va uy tin ciia cong ty 1a mot trong nhing chi bao dé
phan biét va khing dinh cong ty minh véi cac ddi
thii canh tranh khac. Mot cong ty ¢ danh tiéng tot
s€ tao niém tin va su thich thu cho khach hang. Va
khi mua, st dung san phém, dich vu phai lya chon
cong ty thi nguoi tiéu dung s€ c6 xu hudng chon
cong ty c6 danh tiéng tot hon so véi nhiing cong
ty khac trong cung linh vuc (Anderson & cong su,
1976; Fletcher & Hastings, 1984; Laroche & cong
su, 1986; Yoon & cdng su, 1993; Almossawi, 2001).
Do d6, gia thuyét nghién ciru duoc dé xuat:

H : Danh tiéng qo”ng ty co ,dnh hieéng tich ciee dén
¥ dinh mua bdo hiém vdt chat xe co gioi cua chii xe.

2.4. Ning luc ddap vng

Trong linh vuc dich vy, khach hang cam thay hai
long vdi nha cung cz?ip dich vu va mdi quan hé dugc

xay dung t6t dep voi khach hang ciia nha cung cap
chu yéu 13 do yéu té con ngudi. Khach hang s& danh
gia cao nha cung cép dich vu khi ho duoc tiép xuc,
dugc trai nghiém voi su than thién, nhiét tinh, chu
ddo, nhanh nhen, hoat bat va cé thé dap tng duogc
nhiing y8u cu ciia khach hang cua nhan vién cong
ty. Nang luc dap tng chinh 1a sy mong mudn va
sin sang cta nhéan vién trong viéc cung cap dich vu
(Parasuraman & cdng su, 1988). Su quan tam, cham
s6c va nhitng mong mudn cua khach hang duoc thoa
man s€ tao ra sy hai long cho khach hang. Va sy
hai long 1a yéu t6 quyét dinh t6i y dinh hanh vi cta
nguoi tiéu dung (Oliver & Linda, 1981; Taylor &
Baker, 1994; Cronin & cong su, 2000). Gia thuyét
nghién ctru dugc d& xuat:

H : Nang luc ddp wng co énh hieomg tich cuee dén
¥ dinh mua bdao hiém vdt chat xe co gioi cua chu xe.

2.5. Vi tri dia ly

Cong ty c6 vi tri dia ly thuan tién néi vé nhimng
diéu kién dia Iy cua cong ty khién khach hang cam
thdy thoai mai, d& chiu va thuan tién nhat khi giao
dich hay mua hang cua cong ty. Khach hang c6 xu
hudng lua chon nhiing cong ty c6 diéu kién thuan
tién vé di lai, giao dich khi can thiét v6i nhiing chi
nhanh, tru s& ma khich hang c6 thé d& dang tim
thdy. Thuén tién vé vi tri 1 yéu t quan trong anh
hudng dén nhimng danh gia ctia khich hang vé cong
ty (Anderson & cdng su, 1976; Fletcher & Hastings,
1984; Laroche & cong su, 1986; Almossawi, 2001).
Dé xuit gia thuyét nghién ciru:

H_: Vitridia ly c6 anh hudng tich cuc dén y dinh
mua bdao hiém vdt chat xe co gioi cua chu xe.

2.6. Moi quan hé giiva y dinh mua va hanh vi mua

Hinh 2: P& xuit mé hinh nghién ctru

Hinh anh céng ty

Anh huéng tir
nguoi than

Danh tiéng ctia

Y dinh mua bao

Hanh vi mua bao

hiém vat chat hiém vét chat

. Hg
cong ty xe co gidi xe ¢co gidi
Nang luc dap ung
Vi tri dia ly
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Bang 1: Thang do lwong cac khai niém nghién ciru

STT Tén bién Ma hoa Thang do lwong khai niém
1 Hinh anh Céng ty | HINHANHI1 1.Thiét ké b€ ngoai nhin an tugng, bat mat
HINHANH2 | 2.Cong ty c6 day du thiét bi
HINHANH3 | 3.Trang thiét bi hién dai
HINHANH4 4.Cong ty bd tri cac phong lam viée khoa hoc
HINHANHS 5.Cong ty c¢6 noi dé xe an toan, hop 1y
HINHANHG6 6.Nhan vién cong ty cd trang phuc gon gang, lich sy
HINHANH?7 7.Nhén vién cd tac phong chuyén nghiép
HINHANHS 8.Nhan vién cong ty luén t6 ra than thién va lich sy
dbi vai khach hang
2 Anh hudéng tor | AHTNTI1 1.T61i mua bdo hiém cua cong ty do anh hudng cua
ngudi than b6 me
AHTNT2 2.T6i mua bao hiém cta cong ty do anh hudéng cua
ho hang
AHTNT3 3.T6i mua bao hiém cia cong ty do anh huong cia
ban be
AHTNT4 4.T6i mua bao hiém cia cong ty do anh huéng cua
ddng nghiép
3 Danh tiéng cong ty | DTCT1 1.Cong ty c6 thuong hi¢u tot
DTCT2 2.Cong ty co uy tin
DTCT3 3.Cong ty c6 tinh hinh tai chinh vitng manh
DTCT4 4.Cong ty duoc nhidu nguoi biét dén
4 Nang lyc dap tng | DAPUNGI1 1.Nhan vién tra 101 day dd cac cau hoi cia khach
hang
DAPUNG2 2.Nhén vién cong ty luon dap tng thoa dang ddi véi
yéu cau ciia khach hang
DAPUNG3 3.Nhan vién cong ty ludn sin sang giup d& khach
hang
DAPUNG4 4.Nhan vién cong ty quan tdm, chim soc khach hang
5 Vi tri dia ly VITRI1 1.Vi tri dia ly thuan lgi (ndm trén duong quoc 1§
trung tim thanh phd)
VITRI2 2.C6 nhiéu dai ly ban bao hiém ¢ nhidu dia diém
khac nhau
VITRI3 3.Cong ty & vi tri noi ra vao cong ty dé dang (khong
Un tic, cach cac diém nit giao théng chinh)
VITRI4 4.Gan véi céc tru sé 1am viée cla cac co quan, doanh
nghiép khac
6 Y dinh mua bao | YDINHI 1.Thoi gian tdi, t6i s€ mua bao hiém vat chat xe co
hiém vat chit xe co gidi tai cong ty
gidi YDINH2 2.Thoi gian tdi, toi s& chuyén d6i viéc mua bao hiém
vat chét xe co giGi sang cong ty
YDINH3 3.Thoi gian tdi, toi s& tiép tuc mua bao hiém vat chét
tai cong ty
7 Hanh vi mua bao | HANHVI1 1.T61 luén tham gia bao hiém vat chat xe co gidi tai
hiém vat chét xe co cong ty
gidi HANHVI2 2.T6i chi tham gia bao hiém vat chit xe co gidi tai
cong ty
HANHVI3 3.T6i tham gia ddy du cac diéu khoan bao hiém b
sung cua nghiép vu bao hiém nay tai cong ty

Y dinh mua lién quan dén viéc nguoi tidu ding
thich mua san pham hodc sir dung dich vu vi ho tim
thdy nhu cdu cua ho dbi vé6i san pham, dich vu dé.
Hay ¥ dinh mua c6 lién quan dén viéc nguoi tiéu
ding s& mua hay str dung san pham, dich vu sau khi

ho ¢6 céc danh gid va thay rang san phdm, dich vu
d6 nén mua va nén st dung (Mazhari & cOng su,
2012; Haghighi & cong su, 2012).

Hanh vi nguoi tiéu dung la nhiing hanh dong
cu thé cia mot ca nhan khi tham gia tim kiém, lya
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chon, mua sim, danh gia, str dung va khong st dung
san pham hay dich vu dé d4p tmg nhu cu va mong
mubn ctia ho. Hanh vi tiéu ding 13 qué trinh ra quyét
dinh mua, day la két qua cia mét qua trinh lau dai,
chi tiét bao gdm viéc tim kiém thong tin, so sanh,
danh gi4 giita cac thuong hiéu va cac hoat dong bd
trg khac (Belch & Belch, 2003). Nghién ciru hanh
vi cla nguoi tiéu dung la nghién ctu cach thirc ma
ngudi tidu ding dua ra quyét dinh dé sir dung ngudn
luc sin c6 cua minh (tién bac, thoi gian va cong siic)
lién quan dén viéc mua sam va sir dung hang héa va
dich vu nhim thoa nhu ciu c4 nhan (Kotler, 2002).
Khi khach hang lya chon mét san phﬁm, dich vu cu

thé thi quyét dinh cudi ciing vé viéc mua hay khong
mua san phélm, dich vu d6 phu thuge phﬁn 16n vao y
dinh mua ctia khach hang. Y dinh mua cang cao thi
xéc sudt dé mua hay sir dung san pham, dich vu cang
16n (Schiffman & Kanuk, 2007). Do vay, tac gia dé
xuét gia thuyét nghién ctru:

H: Y dinh mua anh huwong tich cuc dén hanh vi
mua béao hiém vit chdt xe co gidi cua chii xe.

3. Két qua nghién ciru

3.1. Phwong phdp nghién ciru

Phuong phap nghién ctru duogc thyc hién thong
qua 2 budc: nghién ctru dinh tinh va nghién ciru dinh

Bang 2: Phén tich d§ tin ciy cho cac nhén tb

Bién quan sat Scale Mean if | Scale Variance Corrected Item- | Cronbach's Alpha if
Item Deleted if Item Deleted | Total Correlation Item Deleted
1. Hinh énh cong ty, Cronbach’sAlpha=0.872
HINHANH1 23.13 13.494 .614 .859
HINHANH?2 23.33 12.968 .637 .856
HINHANH3 23.45 12.299 590 .869
HINHANH4 23.31 13.762 .642 .856
HINHANHS 23.18 13.389 745 .845
HINHANH6 23.39 12.690 756 .840
HINHANH7 23.33 13.227 .642 .855
2. Anh hwéng tir ngudi thin, Cronbach’sAlpha=0,818
AHTNTI1 11.40 3.765 590 793
AHTNT2 11.64 3.436 .613 784
AHTNT3 11.59 3.130 .697 743
AHTNT4 11.60 3.671 671 .760
3. Danh tieng cong ty, Cronbach’sAlpha=0,799
DTCTY1 11.75 3.176 535 787
DTCTY?2 11.82 3.291 .632 742
DTCTY3 11.88 2.759 676 715
DTCTY4 11.71 3.210 618 746
4. Niang lyc dap wng, Cronbach’sAlpha=0,715
DAPUNGI1 11.45 3.704 548 .629
DAPUNG?2 11.80 3.508 481 .668
DAPUNG3 11.75 3.678 506 .651
DAPUNG4 11.67 3.637 481 .666
5. Vi tri dia ly, Cronbach’sAlpha=0,636
VITRI1 7.77 1.552 438 .547
VITRI2 8.00 1.498 462 514
VITRI4 7.77 1.648 436 551
6. Y dinh mua bio hiém vat chit xe co gioi, Crobach’sAlpha=0,854
YDINH1 7.88 2.157 .699 .823
YDINH2 7.70 2.154 .765 759
YDINH3 7.82 2.242 715 .806
7. Hanh vi mua bao hiém vt chit xe co gi¢i, Cronbach’sAlpha=0,686
HANHVI1 8.40 1.964 482 618
HANHVI2 8.38 1.886 501 .593
HANHVI3 8.56 1.553 .529 .561
Nguon: Xir Iy dir liéu cua téc gia
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luwong. Nghién ctru dinh tinh dugc tién hanh véi mau
gdm 20 chu xe co gidi nham khdm pha nhan thirc va
thai d6 cua nhiing chi xe co giéi vé y dinh mua va
hanh vi mua bao hiém vt chét xe co gidi cta ho ddi
v6i cong ty Bao Viét Thanh Hoa. Két qua nghién
ctru dinh tinh gitip tac gia thiét 1ap cong cu do luong
dinh lugng.

Nghién ctru dinh lwong dugce tién hanh qua 2 giai
doan. Giai doan 1, tac gia nghién ctru thi nghiém
trén nhom nho nham phat hién nhing sai sot trong
bang hoi. Giai doan 2 1a nghién ctu chinh thtc va
duogc tién hanh bang bang hoi da dugc chinh sira
sau giai doan thir nghiém. Cudc khao sat dugc thuc
hién vao thang 04 nam 2017. Theo nghién ctru cua
Hair & cong sy (1998) mot co mau thuan tién dugc
chon 13 240 chu xe (s6 luong phiéu khao sat duoc
phat ra 1a 265 phiéu) c¢6 hodc khong tham gia bao
hiém vat chat xe co gidi tai cong ty Bao Viét Thanh
Hoa. Ddi tuong nghién ctru duoc dé nghi tra 10i cac

cau hdi theo thang do Likert 5 bac (tir 1 hoan toan
khong dong y dén 5 hoan toan ddng y). Bang hoi do
dap vién tu tra 10 1a cong cu chinh dé thu thap di
liéu. Phan mém xir ly s6 liéu SPSS20.0 két hop véi
AMOS 20.0 duge ding cho xir Iy va phan tich théng
ké. Cong cu CFA dugc sir dung dé sang loc thang do
c4c khai niém nghién ctru. Tiép d6, mé hinh cdu tric
tuyén tinh SEM duoc st dung dé kiém dinh cac gia
thuyét nghién ciru.

3.2. Két qud phan tich dinh lwong

3.2.1. Kiém dinh dg tin cdy

Két qua phan tich do tin cdy vé Hinh anh cong
ty cho thdy bién HINHANHS c6 tuong quan bién
t6ng=0,241<0,3, khi loai bién nay thi dd tin cdy cua
thang do da tang tr 0,851 1én 0,872 va tuong quan
bién tong dao dong tir 0,590 dén 0,756 déu >0,3; vi
véy bién HINHANHS duoc loai khoi nhan t6 Hinh
anh cong ty. Thang do Vi tri dia 1y ¢6 bién VITRI3

Bing 3: Két qua phan tich nhan t6 kham pha

Nhan to

3 4 5 6 7

HINHANH6 921

HINHANHS .813

HINHANH4 .692

HINHANH3 .643

HINHANH?7 .643

HINHANHI .595

HINHANH?2 .569

AHTNTS3 .799

AHTNT4 753

AHTNT2 .708

AHTNTI1 .694

DTCTY3

741

DTCTY2

.647

DTCTY1

.633

DTCTY4

538

DAPUNGI

736

DAPUNG3

.631

DAPUNGH4

.567

DAPUNG2

.565

YDINH2

.860

YDINHI1

736

YDINH3

.680

HANHVI1

704

HANHVI3

610

HANHVI2

.604

VITRI2

.642

VITRI4

.602

VITRI1

.588

Nguon: Xu ly di liéu cua tac gida

86 242(I1) thdang 8/2017

107

Kinh téPhit trién




Bang 4: Két qua kiém dinh gia thuyét

Gia thuyét Moi quan hé Estimate S.E. | Gia tri-P Két luin
H, HINHANH-->YDINH 484 .085 *#% | Chap nhan
H, AHTNT-->YDINH .109 .054 .046 | Chap nhan
H; DTCT-->YDINH .303 .085 *#% | Chap nhan
H, DAPUNG-->YDINH 191 .094 .042 | Chap nhén
H; VITRI-->YDINH -.051 .096 .592 | Bac bo
Hg YDINH--~HANHVI 197 .056 *#% | Chap nhan
Nguon: Xur ly dir liéu cua tac gia
¢6 twong quan bién téng=0,142<0,3 nén loai khoi  hién trong Bang 3.

bién. Khi loai bién VITRI3 thi d6 tin cdy ctia thang
do Vi tri dia 1y>0,6 va cac hé sé twong quan bién
téng déu>0,3. Tat ca cic thang do déu co hé sb tin
ciy Cronbach’sAlpha >0,6; dong thoi cic bién quan
sat déu c6 twong quan bién tong>0,3. Nhu vay, cic
thang do 1a dang tin cdy va c6 28 bién duoc giir lai
dé dua vao phan tich nhan t5 kham pha (EFA) nhim
kiém dinh thang do.

3.2.2. Kiém dinh gid tri thang do

Tt ca céc thang do sir dung dé danh gia déu c6 do
tin cdy cao va phan gia tri cic thang do d6 dugc thé

Phaén tich nhan t6 kham pha EFA st dung phuong
phap khai thac - Principal axis Factoring vdi phép
xoay -promax két qua thu dugc hé s6 KMO = 0.825
>(0.5, thong ké Bartlett’s Test 1a 2718.626 véi mirc
y nghia 0.000<0.05 diéu nay chimng t6 dit liéu phan
tich hoan toan phti hop. Tat ca cac hé s6 tai nhan td
(Factor loading) déu 16n hon 0.5, phuong sai giai
thich 16n hon 50%, céc bién quan sat dugc nhém lai
dung nhu thang do ban dau.

3.2.3. Pdanh gia cdc quan hé cdu tric va kiém
dinh cdc gia thuyét

Hinh 3: M6 hinh ciu triic tong quat
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Két qua phan tich cic tac dong chinh ctia md hinh
ly thuyét duogc thé hién trén Bang 4.

Két qua kiém dinh gia thuyét cho thiy Hinh anh
cong ty c6 tac ddng manh nhat t6i Y dinh mua bao
hiém vat chat xe co gidi tai cong ty Bao Viét Thanh
Hoa (vdi trong s6 0,484), tiép d6 1a dén Danh tiéng
cong ty (0,303); day 1a 2 nhan té thé hién stirc manh
va sy ndi bat vé danh tiéng, vé uy tin déi véi khach
hang. Anh huong tir nguoi than va Ning luc dap
mg c6 tac dong t6i y dinh mua bao hiém vt chit xe
co gidi tai cong ty Bao Viét Thanh Héa yéu hon voi
trong s6 1an luot 14 0,109 va 0,191. Riéng Vi tri dia
ly khong c6 tac dong téi y dinh mua bao hiém bao
hiém vt chat xe co gi6i tai cong ty Bao Viét Thanh
Héa va p>0,05; vi vay nhan t6 VITRI khong c6 y
nghia thong ké nén dugc loai khoéi mé hinh.

Trong mé hinh ciu tric tong quat két qua ude
lwong 1an 2 sau khi loai bién VITRI khong phii hop,
mo hinh 6t hon 1an 1: Chi -binh phuong = 436.799;
bac tu do df =263; p =0.000; CMIN/df = 1.661 <2;
TLI=0.916>0.9; CF1=10.926> 0.5; GFI1 > 0.875 >
0.8; RMSEA =0.53 < 0.8 nén cac thang do phu hop
dat tinh don huéng dong thoi ¥ dinh mua bao hiém
¢6 quan hé thuan chiéu vé6i hanh vi mua bao hiém.

4. Két luan

Hoat ddng kinh doanh bao hiém 1a mot nganh
kinh doanh cung cép dich vu dac biét. V6i cac dic
tinh vo hinh, khong thé niam bit, khong thé so hitu
da tao cho dich vu bao hiém va céc dich vu tai chinh
khac khac biét v6i cac san phim hang héa thong
thuong (Bowen & Schneider, 1988; Lovelock,
1981; Shostack, 1977); hon ntta tinh vé hinh cua
dich vu 1am cho viéc nim bat dugc nhan thire cua
khach hang la rat kho khan dic biét 1a danh gia dugc
y dinh hay hanh vi nguoi ti€u dung.

D6i v6i y dinh mua bao hiém vét chét xe co gidi
thi hinh anh cong ty 1a yéu td c6 tac dong manh nhat
t6i y dinh mua bao hiém ctia khach hang. Nhiing an

Tai liéu tham khao

tugng vé trang thiét bi day di va hién dai cing voi
su chuyén nghiép, lich su, nhe nhang cia dji ngi
nhan vién s€ tao nén thi€n cam cho khach hang; tir
d6 1am ting ¥ dinh mua bao hiém vat chét xe co
gidi ctia chu xe. Do vy, cong ty bao hiém can phat
huy va nang cao hon nita hinh anh cta chinh minh.
Yéu té quan trong thir hai, d6 1a Danh tiéng cong ty.
Danh tiéng cong ty dugc tao lap trong mét khoang
thoi gian dai; hon nita linh vuc bao hiém 1a linh vuc
kinh doanh dac biét: dam bao cho cac rui ro c¢é thé
Xay ra trong tuong lai, nén rat can mot stec manh vé
tiém luc tai chinh. Vi vay, bén canh viéc gin gilt va
phat trién thuong hiéu, uy tin thi cdc cong ty bao
hiém can phai dam bao cho minh kha nang tai chinh
viig manh; dong thoi dé cing cb thém vi thé vé
hinh anh va danh tiéng, cong ty ciing can nang cao
chat lugng phuc vu khach hang thong qua ning luc
dap ting cua cong ty; va thong qua céc kénh truyén
dan thong tin tir gia dinh, ban bé, dong nghiép tac
dong tdi viée hinh thanh y dinh mua bao hiém cia
khach hang. Mac du, vi tri dia ly cia cong ty khong
6 tac dong gi nhidu t6i y dinh mua bao hiém vat
chat xe co gidi cua chii xe nhung véi hinh anh, danh
tiéng cong ty va nang lyc ddp tmg cong thém cac
anh huong xa hoi s€ kich thich y dinh mua bao hiém
vét chat xe co gi6i cua céc chii xe co gidi dong thoi
thiic day hanh vi mua bao hiém cua ho thanh hién
thuc tai cong ty bao hiém do.

Han ché cta nghién ctru 1a pham vi nghién ctru
mai chi dung lai cu thé & mot cong ty bao hiém ma
chwra phd rong cho nhiéu cong ty bao hiém khac nhau
trén cung dia ban hodc khac dia ban hoat dong kinh
doanh bao hiém. Cac nghién ctru trong twong lai c6
thé m& rong quy md mau nghién ctru voi nhiéu cong
ty trén cung dia ban hodc dia phuong khac hay céac
nghiép vu bao hiém khac. Va trong md hinh nghién
ctru ¢6 thé tich hop thém céc khai niém khac nham
kiém dinh nhiéu hon cac gia thuyét véi y dinh mua
va hanh vi mua bao hiém vit chit xe co gidi.
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