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Nghién cttu ndy dugc thuc hién nhim ddnh gid sy hai 1ong clia khich hang d6i véi chat lugng
dich vu tai ciac doanh nghiép bao hiém phi nhan tho Viét Nam trong bdi canh chuyén ddi sd, xac

dinh dugc cac nhan t& 4nh hudng, tir d6 gitip cdc cong ty bdo hiém tim ra dudc cic gidi phap hop 1y
hon nhiim nang cao chat lugng dich vu khich hang trong thdi gian tdi.
Tir khéa: chit lugng dich vu, bdo hiém phi nhan tho, chuyén ddi so.

1. Téng quan nghién cu

Chat lugng dich vu 1a yé&u td quyét dinh sy
s6ng con clia cidc doanh nghiép bio hi€m, dic
biét trong bdi cdnh cdc doanh nghiép dang ti€n
hanh chuyén ddi s6 manh mé nhu hién nay.
Trong bdi cdnh cudc cich mang cong nghiép 4.0
dang dién ra mdt cdch manh mé&, viéc 4p dung
chuyén ddi s6 vao cdc hoat dong clia doanh
nghiép bdo hi€m phi nhan tho 14 cin thiét, gitp
khdch hang hai 1ong khi st dung sdn pham dich
vu ctia doanh nghiép bido hi€m, ning cao chat
Iugng dich vu khdch hang, tor d6 gidp cdac doanh
nghiép bido hi€m cé dugc vi th€ canh tranh tSt
hon trén thi trudng.

C6 nhiéu cong trinh khoa hoc & trong nuéc va
nudc ngodi cé nghién citu vé bdo hi€m phi nhan

tho, ciing nhu chat lugng dich vu khdch hang cia
cong ty bdo hiém phi nhin tho ci vé phuong dién
ly luan va thuc tién. Mdi cong trinh nghién citu &
mot géc do khdc nhau nhim dat dugc muc tiéu
clia qué trinh nghién cu.

Tuy nhién, cdc cong trinh nghién citu chi yé&u
van dirng lai phan tich vé thi trudng bdo hi€m phi
nhan tho, phan tich cdc nhin t6 4nh hudng dén
chat lugng dich vu khdch hang tai cong ty bdo
hi€m néi chung, nhung chua c6 nghién ciu nio
phan tich cdc nhan t6 4nh hudng dén chit lugng
dich vu khdch hang tai cdc cong ty bdo hiém phi
nhan tho, dic biét trong boi cdnh cdc doanh
nghiép bdo hiém dang thuc hién chuyén d6i s&
toan dién nhu hién nay cin ning cao chat lugng
dich vu khach hang. Vi vdy, diy la nghién cttu
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hoan toan mdi va ddp tng nhu ciu cip thi€t cho
thi trudng bao hi€m phi nhan tho hién nay.

2. Phuong phap nghién citu

Nghién cttu sd by biing phuong phdp dinh tinh,
ti€p theo 12 nghién cttu chinh thitc thyc hién thong
qua phuong phap dinh lugng.

P& danh gid mot cdch khich quan cdc nhan t&
4nh hudng dén chat lugng dich vu khich hang tai
cdc doanh nghiép bdo hi€m phi nhan tho trong qui
trinh chuyén ddi s6. Tadc gid st dung 200 phi&u
ciu hdi diéu tra glri d€n khdch hang clia cdc cong
ty nay. Pdng thdi, tic gid st dung mo hinh SPSS
dé xtr 1y va phan tich s§ liéu cdc nhin td anh
huéng t6i chit dich vu khdch hang.

3. K&t qua khao sit cic nhan to anh huéng
dén chat lugng dich vu khach hang

a. Chd't lugng dich vu bdo hiém phi nhdn tho

ChAa't lugng dich vu bdo hiém phi nhan tho la
kha niing ctia dich vu bao hiém phi nhan tho nhim
ddp tng nhitng nhu ciu clia ngudi tham gia cdc
san phim bio hi€m phi nhan tho, 12 k&t qué clia
su so sdnh gitta ky vong ctia ngudi tham gia bdo
hi€m va cdm nhan ctia ho khi sit dung dich vu bdo
hi€m, 12 sy hai long cda khach hang vdi sdn phdm
b4o hiém ma kh4ch hang da st dung.

Trong b&i cdnh chuyén ddi s6 dang dién ra
manh mé tai tdt c4 cdc linh vyc, nganh nghé, cic
doanh nghiép bdo hiém phi nhin tho cin ddy
manh chuyén ddi s6, phdt huy tdi da nén tdng,
ngudn luc vé cdn bod, cd s vat chit, cong nghé
thong tin trong cdc hoat ddng quan 1y, nghiép vu
cia nganh nhim ning cao chit lugng dich
vu, mang dé&n cho khdch hang nhitng trdi nghiém
tot hon.

b. Cdc nhan t6 dnh hudng dén chdt luong dich
vu bdo hiém phi nhén tho

Doanh thu phi bdo hi€ém nhan tho giai doan
2021-2023 c6 nhiéu bi€n dong do chiu 4nh huéng
tir dai dich Covid-19, tuy nhién doanh thu phi bdo
hi€m nhan tho vin cé sy ting trudng ding ké.
(Hinh 1)
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Hinh 1: Doanh thu b&o hiém phi nhén tho
Viét Nam giai doan 2021 - 2023
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Ngudn: Hiép hoi Bio hiém Viet Nam

Nhin chung trong 3 ndm 2021-2023, doanh thu
phi bio hi€m phi nhin tho c¢6 xu huéng ting, do
cdc doanh nghiép bao hi€m phi nhin tho dang rat
nd lvc tng dung chuyén ddi s trong linh vuc kinh
doanh. Cédc doanh nghiép bdo hiém phi nhan tho
ciing ddy manh hgp tic v6i cdc ddi tdc tiém ning,
nhim mé rong thi trudng, gidp t6i wu héa quy trinh
kinh doanh, ddp @ng nhu cAu ngay cang da dang
clia khdch hang, déng thdi ky vong vudt qua giai
doan kh6 khin hién nay va duy tri dugc mdc ting
trudng doanh thu bén virng.

K&t qua khao sit cho thdy c6 nhiéu khia canh
vé dich vu khdc nhau 4nh hudng tdi viéc lya chon
doanh nghiép cung cip dich vu ctia khdch hang.
Trong d6, khia canh “bdi thudng nhanh chéng,
didy di” dugc khiach hang ddnh gid 12 quan trong
nhat véi 85% y ki€n, ti€p theo 1a “ning lyc tai
chinh manh ctia doanh nghiép” va “khdch hang cé
thé khi€u nai, nhin dugc tu van, nhin dugc tién
bdi thudng truc tuyén” 1an lugt & mic 72% va
71% y ki€n clia khach hang cho 12 quan trong.
Ti€p theo la cdc khia canh nhu “hd trg khdch hang
hiéu qua” (60%), “mtc phi bdo hiém canh tranh”
(55%), Cong ty la mot don vi 16n trong nganh
(52%) va “niém yé&t trén san ching khodn”
(31%). (Hinh 2).
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Hinh 2: Nhiing nhén 6 dnh huéng dén chét lugng dich vu quan trong nhét
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3. Pé xuat gidi phdap nang cao chat lugng
dich vu khich hang trong qua trinh chuyén ddi
so tai cac doanh nghiép bao hiém phi nhan tho
Viét Nam

Ndng cao tinh tin cdy cia dich vu va khd ndang
ddp ving dich vu

Thit nhdt, dm bdo nhan vién bdo hiém ludn
gitt ding 151 hita khi cung cAp dich vu cho khach
hang. Trong qud trinh cung cdp dich vu, nhin
vién phdi tudn thd viéc gitt 16i, ddm bdo nhitng
hita hen clia ho phdi dugc thuc hién. Piéu nay c6
thé thuc hién dudc thong qua viéc dao tao nhan
vién am hi€u vé& dich vu. Xay dung cdc bd quy
tic tng xit dugc 4p dung thong nhit cho toan bod
cdc bd phan c6 ti€p xic v6i khdach hang tai cdc
cong ty bdo hiém.

Thit hai, nhanh chéng gidi quyét nhitng van dé
ctia khdch hang trong qué trinh st dung dich vu.
D&i v6i cdc dich vu bdo hi€m phi nhan tho, khach
hang dic biét quan tim d&€n van dé vé bdi thudng,
phi bdo hi€m, cic thii tuc bdi thudng khi rii ro hay
su kién bdo hi€m x3y ra. Do bdo hi€m phi nhan
tho ¢6 tinh chat ngin han, thudng dudi 1 nim, nén
viéc tao 4n tugng tot bing viéc cung cAp dich vu
ding ngdy trong nhitng 1dn dau tién 13 hét sic

Nguébn: Két qud khdo sdt cila tdc gid

quan trong. P€ gidi quyét nhanh chéng nhitng van
dé cta khiach hang, cic doanh nghiép phdi xay
dung cdc quy trinh nghiép vu mot cach don gian
va thdng nhat.

Ung dung cong nghé théng tin, tién hanh
chuyén doi s6

Chuyén ddi s& 1a “chia khéa” dé t6i wu hiéu
suat, d4ap ng nhu cu ngay cang da dang va phic
tap tif khach hang. Thuc t& cho thdy, nhu ciu bio
hi€m sé& ting cao, trong khi thu nhip clia khich
hang lai gidm, ddi hdi cdc nha bio hiém phai tich
cuc hon trong viéc xay dung cdc san phdm méi c6
tinh c4 nhan héa cao va t6i uu héa trdi nghiém
khach hang. Vi thé, chuyén d6i s6 1a yéu ciu bt
budc khong chi d€ tao ra 1gi th€ canh tranh tam
thGi, ma con dam bao hoat dong lau dai trong
tuong lai.

Khich hiang dang dit ra nhitng yéu cau ngay
cang cao vé sy nhanh chéng, tién 1gi, d6i véi cac
dich vu bdo hiém. Ho mudn dugc tham gia bdo
hiém mot cdch don gidn, thuin tién va an toan.
Khi c6 nhu ciu diéu chinh thong tin hgp ddong bdo
hi€m nhu thay ddi dia chi, s6 dién thoai, thay ddi
dinh ky d6ng phi bdo hi€m, thay ddi ngudi thu
huéng, thay ddi sdn phadm bé trg, khach hang c6

S6 4 - Thang 3/2024 261



TAP CHi CONG THUONG

thé truy cap thong tin hgp dong bdo hiém va thyc
hién cdc thao tdc hoan toan tryc tuyén.

Vi viy, cdc doanh nghiép bdo hi€ém cin ddy
manh chuyén d6i s6, phat trién kénh bdo hi€m
tryc tuy€n, ddu tu nhiéu hon cho hé théng cong
nghé, tao ra mot hé sinh thdi, bao gdm nhitng tinh
ning, tién ich khdc biét, nhitng sin pham, dich vu
vu viét danh riéng cho kénh nay, nhim dem lai
hiéu qud cao va mang dén nhitng gia tri t6t nhat
cho khédch hang.

Doanh nghiép bdo hi€m cin nghién ctu, phit
trién ng dung cong nghé thong tin trong cong tac
chdm séc khach hang.

Ung dung AL trong xi 1y, bdi thudng bdo hiém
gitp cdi thién thdi gian gidi quyét bdi thudng
thong qua cdc quy trinh bdi thudng dién tf ma
khach hang cé thé tu thuc hién (self-service).
Viéc nay sé ddy nhanh toan bo quy trinh va 13 mot
budc ti€n doi vdi trdi nghiém ngudi dung. DN bdo
hi€m cin ddu tv manh mé& vao khia canh nay bing
nhiéu cdch ti€p can nhu chat bot, kich ban dinh
huéng, d€ gia ting tuong tic v6i khach hing mot
cdch hiéu qua.

f]’ng dung tri tu€ nhan tao (AI) va di li€u 16n
(Big Data), doanh nghiép bdo hi€m c6 thé nhanh
chéng nim bit dudc nhu cAu tiém 4n cla khich
hang dua trén lich s mua hang truéc d6 hodc

TAILIEU THAM KHAO:

thong tin ma khach hang cung cip, tir d6 lién tuc
cai thién va ning cao trdi nghiém ctia khach hang.

Ndng cao ndang luc phuc vu ciia doanh nghiép
vdi khdch hang

Pé ning cao cdm nhan cla khich hang véi
niang luc phuc vu ctia doanh nghiép, cdc cong ty
bdo hiém can x4y dung cic quy tic tng xit clia
nhin vién v4i khdch hang. Toan bd quy trinh, bao
gdm khai thdc, bdi thudng, xt 1y cdc yéu cau clia
khdch hang déu phai rd rang va cé quy dinh thdi
gian cu thé d€ tirng nhan vién nim dugc. Chinh
sdch chat lugng cla cong ty phdi dinh huéng vao
khach hang va cam k&t thyc hién tit 1anh dao cao
nh4t. Viéc chudn héa cdc quy trinh lam viéc lam
cho khia canh nay dudc ddp ng to6t hon, sé&
lam khdch hang hai long hon vdéi dich vu cia
doanh nghiép.

Hoan thién hanh lang phdp 1y

Ti€p tuc hoadn thién hanh lang phdp 1y, quy
dinh 16 quyén 1¢i, nghia vu va trdch nhiém clia
cdc bén lién quan.

Cédc ngan hang thuong mai va céng ty bao
hi€m cin diu tu nhiéu hon cho viéc dio tao cdn
bd vé dao dic nghé nghiép, k§ ning giao tiép,
thuy&t phuc... d€ trdnh giy hi€u nhim, khi€n
khdch hang cdm thdy khong hai 1dong, hay bi ép
budc mua sin phdm bio hiém m
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ABSTRACT:

This study evaluated the satisfaction of customers with the service quality of Vietnamese non-
life insurance businesses in the context of digital transformation, and identified influencing
factors. Based on the study’s findings, some solutions were proposed to help non-life insurance
businesses improve their customer service quality in the future
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